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ABSTRACT
With the economic rapid growth, the changes of financial environment combined with these changes of domestic financial laws,
banking industries expand its operational extents that have had strategic alliance with different industries integrated with the
application with information technology, resulting in the occurrence of electric banking industries. The occurrence of electric
banking industries is said to be a great change. Whether this great change will affect these factors of managers’ managerial
mechanism and employees’  job behavior or not is the crucial issue in the banking industries nowadays. The purpose of the study is
to explore employees’ recognitive reaction that whether it will affect managers’ internal marketing practices toward their
employees’ perceptions and employees’ serviced attitude toward their customers in the face of occurrence of electric banking
industries. As a result, the study will view banking employees’ as participants in an empirical research. The results of canonical
correlation analysis are that organizational changes recognition (organizational utilityD) employees’ development), internal
marketing practices (managers’ supportd communication participation] reward motivation O educational training), and service
attitude (reaction, guarantee, empathy, tangibility and reliability) have correlated relation individually. The results of multi-regression
are that changes recognition of organizational utility and employees’ development will have a positive effect on internal marketing
practices and service attitude. Simultaneously, the result of Structural Equation Model (SEM) is that organizational changes
recognition will have positive effect on service attitude through the moderated effect of internal marketing practices. Finally,
demographic variables (gender, banking attributes, age, and education level) are significant to these dimensions of organizational
changes recognition, internal marketing practices and service attitude individually. Key Words: Electronic Banking, Organizational
Change Recognition, Internal Marketing Practice, Service Attitude

Keywords : Electronic Banking ; Organizational Change Recognition ; Internal Marketing Practice ; Service Attitude
Table of Contents

oo obooobooooboooooobooogobOooOooLoWmboooooDoboOooooboboboooDoo
ooodwvbOoOoOoooOobooooboooooboobooodvoOooobobOoooOobooooboboooo
OvioOOO0Ooooooobooooboboooobixobooooooboooobooooooboooxo
oooobooo0ooooboU0ooobooboooDOxiDODoboooobobOoobOoboooobDOobb1obo o
ooooboobobboobooboobaAaobOooobo0obooboboboobooboob .o oboooo
oooobooboboboboyobooboobobooobOo0obobobobooobeob bbobDbooboob
ooooboobobsgobboboobobobOobbo0obo0obOoobUobo2s000ooboobOobDbooboOoon
oooobo3yo0ob 0Dbo0ob0o0obo0obobObOobDoobUoo4S0b0obooboobobDbobDbobDoob
gbel000d0ob0db0bo0obO0o0obo0obUoboboobtUesalO0b 0DbOobOO0ODbUOU0bObODbOUObDOODbDOUO/D
o0 odboobooboboooboooboboboesU0 bOUDbUObDbDODUOODOODDODODODODNMIDOO OO
goooboooboboboboobooor20b0 bbb oboobOooDboobDooosg oo oobooboo
gboooboboooooboosroobo oobobooobo0oboooobobbooossgbooboboboooboon
gbooobooboooossboo obooooobobooobooboooooboyrbooooobobbooobooo
oooob.400o0ooobobooooobobobooboobo0o. Mmoo boboooobobbooDOobOoon
e e v A A N 2
gbooobooobooboboobooboboobo.siooobgoooboobooboobobooobo1sz2o0n
gboooboobobboboobo1zogobooboooboobobboboob0o0 obobboobooon
gboooboobobbi4ibooo tligoooooobooobooboobooboobri210bo0boobOon
gbooob.0ob.0bbno2200bgoboboobgoobobboobo0.21203100boooooboobon
go.0o00bgoe2032000000obooboOoboooboob.Oobosst4i1igbgoboboooboobon
gboogobgoeot42000000000000O0ODO0ODOODODe20430 0000000 0O0ODOODODO
gooobgooesud44bibooboobobobobooobobobOoesd4soboobooboob..oobon



googlst460 000000 0o0obOoDo0oboo0oboobOo 9000 b2aboDbobooboobOon
ooooboobgoboboebz22000bobobo0ob0bo0ob0o0obooboboboobDobowo230bgoDooooon
ooo0obOoobobobobooviz240000000D00D00O0DO0ODODODDOODDOODO24025000000O
oo0odbOo0oboboboboobooob2sb2600000b0O0ODO0ODODODDOODDOODOODbOOsO3IDO
oo0ooboobobboboooboobooooedUs20bbbooboobooboobooooboobgrTo
g33bgobooboboooboooboboboboooooBu34bbonooobDooboboDboobDoobDooo
goovOg3s0gboooooboboooooboboboobooboooowo3sboboooobobbooooboon
obooooooyvo3yioobooooooboboboobooboooobobsoo3sogboobobooooboon
obooobooboooogosio3oubooooboboboooobooooobobboooos2p40bbooobooO
gbooobgooboboboboossu4200b0bobooobooboobobboobooboarg430oboonoon
gboooboobobobobooboobesb44p0bb0bO0ODbO0ODbObDbOODOODbDOODbDOOesnD4s500
gboooboobobboobooboobooooet4e0bbbobooboobobobobooboob.t
U470 00000000O000DO0DOOOODO0OD .1 60480LISRELDOODODOODOOODOOODOOO
g..0aorp40000b0bo0bowoooboobooboboboaaizodiogoboboonooobwmonDon
gbo.0boobil1b411000b000b0o0bowboobob.0obboob1nd4p420b0bo0oboobDOoO
goooboo.ooboasf430bobobooboooboobooboobooo.oob 1742400000000
goooboobobob.booobaasbos1bgobgoooboooboobooboooboo.ooono.azy

REFERENCES

gboobo0o1rgogbz2ec00b0booooooboobobobooboooooo ooboobob0obobobooooooboOono
gbooboooo2000018b0booooooobooboobooobooooooobobobobooooooboobo:bono
000000 3000000002002000E-Banking0 0000 O00D0OOCO0O0ODOOOODOCO0OOOODOOODOOODOOpp.21-33
4000020010 0000000000000 0000O00DO00O0O00O0O00OOOO0ODO0ODOODOODOOOOOPP45-840 5.000

gzo200pooooooboboboooooooobobobHo0cob0ob0ob0obobobobooboooUoDOobOoDbOo
gboebOo?ibol4ooobobo:oboboobobovoobob0obUoze01 0000 obooboboooobDOoDOo
O0pp.l16-340 8000090 00000000 000000000 O0OD20020 0 0Db00000O0ODODODODODObDOO
gbooooooboobdoboboobooboobDobobobobooobooboDUobDUODb oD U200 ODbODOOODOD
ooobooooooooooboooobboooboooooobboooboonnooobese oo oon:oobo0 120
ooweetooooooobooobo.bboooobb LBooogesgooooooobboooboooooboooooooo
oooboooooooooboooobboooooooooboobD sooDboboy7TO 0D booobooboooobOoOOooDobOO
O00oO00ooo0oooDooO00oDbO0o0oDOo00oDObO0oooOOoOnOpps3-690 15.000000002002000000000
ooooooooooooobobo0oobooo0oobobo0ooOooooDbObO00oDbDO0OUOoDOO0O0oboOOgpp.099-1170 16,000

go020 000000O00DOOOO0ODOOO0ODOOOODOOODOOOOODODOOODOOODOODOODOOODI7TOODOO
gboozo00ooboobodobobo:oboboisbobobzez20bbooooooboboboooooooboobooboboobooon
gboboooooboobobobobooi1oboobeoooobooboboboooooo:oboboon 20.0000200100
gbooooooooboobooboboboooboooobooboboboobobooooooboobobobobooboooobobo 2.
gboboooogzoeo2bdbOobOobOoooooobDobob0ob0obO0ob0O0o0ooOobObDdpp.287-2990 2200001990100 0
gboboooooboobobOobobobobooooboobobobobppt-220 23000020020 0 0000000000000
gboob00ooooboobobOobobobobooogbepep77-1000 240 0000000200100 000000000000000OO
U00o000o0oO000obO0bOobOobOUppd2-560 25.00001990000000000000000O00LO0O00O0O0OO0ODOODOO
gboobo0oooobobOoboboobooboobgob 200001990 00000000000 0DO0OOOOOOOOOODOD
gboobooooobooboobobobooooooboboboboboboooooo 2robooboe8sI O obooo:bon
gbooooo 28000020010 0000000000000O0O0DO0ODODOOOOOODOODODODOLOOOOOOODOD
gbooboooo2.000fz203odbobobooobooooboboboobooboooobDob0obobobobooooDOoD
gbobooooobobglobooooboobyroogoobobobooooooooboobobobobboooobDOoD
oos30o0o0obboooooogooobooo2mbzeoo00ogobbooobooooobooooboooooOobooobobOooboo
O00D0pp.83-970 3200019800 00:00000000000:000D00 WBOO0O002000000000000000
O0000000o0o0o00Dobo0oobo0oOOpp3s-470 340000197900 000000000: 0000000 O pp.31-320 35.0
goglsuiooooon:oobogobobo s 0bbogeesgdooooooooooo:.booooo 3r.goooie9onog
O00oo00oo0o0oooo0o0obOo0oobooO0oooDObOO0OobooOoOdpe67-1050 38000019600 000O00O0O0OOO0O0OO:
ooopboo03.ooobzeo0ogoooobooooooooobbooobooooooooDbooobobooobooDoDoOooDoOO
gbooboooooboo40bobeuboobooboboooboobooboboboooooobobobdpp.26-420 41.000



g1 00000 bodbbo0bd0b0 000 bU00bbOo0obU0U0b0Udpp.153-1760 4200001989000
J0D0O00:00b0b0o44LkibiooesuinouobodbD:obbUdp2480 4400002200000 000 Db00bDOo0oOobDOO
ddddoooooooooooooooobobobobobbobobobobbobdddddooooooooooooooooO 45.
gobgoz01000b00dbooo:boobodpls3d 46000020010 0000000000000 O0O0ODOOOODOOODOOO
JdddddoooooooooooooooooD 470000000 ooooooooooooboobooooooooon
Jdddddoooooooooooooooooooboboooboboboob 4000020300000 00000000000O00O0O0O
Jddddd0oo0oo0oooooooooooooobooboobobobooboboOOo0bO000oo 490000193 0000000
0000000000000 00000000000000000DOpp.56-6600 50.00001990000000000000000O
0000000000000 00000000ppS57-780 51.000019990 0000000000000 00O00O0O0ODO0O0O0OOO0O
0000000000000 ooooooboobDbobobObObObOoObOObOOO00s00000000000200200000
0000000000000 000b0o0D0o0oDbOoobDodDppl-190 30000220020 0000000000000000
0000000000 DoDdDO0oo00o0o0oo0ooo0oo0ooo0oooOs4.00000000000020030 00 Explore the
Critical Key Successful Factors of Leadership Style Based on Its Life Cycle-The Case Study of Acer.0 0 0000000000 O0OOOOOOO
O0DO000OOoOoooss.0dooze40odoooobooooAMOSO0O0OOODOD:0D0O00D0DODO0ODOOODOD 56.00€0
1980 000000000000 DO00D0DO0O0DO00D000OO0DO0ODODOOODOS7.000O1O000bOOoO0ODOOoOoooOag
o000 oooooobobobbobobobobbbobbobobO0bO0oOogogss.oooo3nuoooon
0:0000058.00001900000000:0oboboboe. 2000000000 obobobobobobobobobobobooDDn
Jddddooooooooooooooobobobobobobbbobbobelibnbo1IDbObObObODObDODbObOOoo0:.0o0oooo
dode000ooio00o0oooooddddddoooooooooo oo oD oo oD oD o booOooOoobObOoDDOon
O0Opp.101-1220 63.0 00019990 00000000000 0O0O0OO0O0OODODO0ODO0O0OLO OO0 DbDO0ObLDDbDUOO0bOUOUObOO 4.0
gopoz2000 0000000000 b0O0bbO0O0b00bOb00O0DbUo0obObOOObpp49-510 65.00 002002000 000000
O00O0o0dbO0o0obo0boobobOo0bbooobuoobuoobobeo20 00000 bOOnDpp65-800 66.0 0 0OOO0O
g2010 00000000000 O0ATMO0ODO0O0OO0O0O0ODOO0OD00O0O0DO0O0OO0O0O0ODOO0OOpp.247-26600 67.000000
0000000000190 00 000000000000 000:00000pp.50-540 68.000 019980 0000000O0O0OO
Jdddddoo0ooooooooooooooooooooobooobobooOooooes.0oboo2002000000000O0O
000000000 ooooooooooboobooboboooooboooooOv.0oooooooo1eesnoooooon
0000000000000 0000000000000b0000Db000O0OOpp.61-1000 71.000019900000000000
JooooOo:.0opoboobobobobObObObbObOobobO00d0dddd0oooOoooOo 200001991 000000000O0:0D0O
0000 B00b0o0bodooozeibbooboooboobo0ooDboob o000 oooDboobooooag
O00000Opp.227-2560 74000020020 000 00000D0O0O0OOO0OO0ODOOOODOOODOOODOOOODOOOODO20020000
0000000000000 000DbOo0DoO wOo0boooboodooboobooooooooooDboobooooag
O0D0pp.8-150 76.0 00019970 0000000000 DOO0OOO0ODOOO0ODOOOODODOODOOOO 700002002000 00
00bOOo000O0o00obOOo0bOo0oobOo0bOOO0o0bOO0o0bOo00ooDbOo0ooObOOooDbOO0o0bOoOoOooDbOoooObOoobOOoOon v8.00
gbz2020 00 0000000DO0ODO000O0OO00ODO0ODO0DO0ODO0ObO0O0O0O0OOOOpPpY4-1050 79.000020030 000000
oo oooooobobobobobobobobbobobbobbobob0ooooog so.obobb13uooooo
Jdddddooooooooooooooooobobobobobobob sl oooooobooboooooboooon
Jdddddooooooooooooooooooobobobobobobobobobobboboboog g0ooooze20b00o0oooon
JdddddooooooooooooooooooobobobobobobobobobobbO s oooo1essoooooooooooon
dddooooOo:oooboobobobob s.00oozooooooooooooooboooddddooooooooooo
Jddddd0oo0ooooooooooooo ss.Oooooooooiooooooooooooboobooooooooon
0000000000000 0000Opp.365-3920 86.0 00019780 00000000 000000000 87.0000O1982000
000000:00b0oOobOosesunooi1esuuunooooboonoooob:obogse.oobg1yboonooooo:0oa
0.000019980 0 0000000000000 0000O0000O00O0000Opp.86-920 91.000019930 0000000000
dddddoo0oooooooooooooooboobobobobobo 000z ooooobooooooxoooooon
Opp.32-4600 3.0 00020010 000000000000 00O00O0OO0O0O0ODOO0OODOOODOOOOOO0ODOOOODOOODOO0O0
gOdo94000000O0ODz020 0000000000000 00000000D0D0ODODUOODODOODODDODOOODOOOODODODODOO
000000000000 DOpp41-560 95.000019780 0 00000000:000000 ODOOOOO 1.Armenakis, A. A., Harris,
S. G. & Mossholder, K. N. (1993). Creating readiness for organizational change. Human Relations, 46(6), 681-703. 2.Astley, W.G. & Ven, A.
H.(1983). Central perspectives and debates in organization theory. Administrative Science Quarterly, 28, 245-273. 3.Bagozzi, R. P. & Y. Yi. (1988).
On the Evaluation of Structure Equation Models. Journal of Academic of Marketing Science,16(1), 14-21. 4.Basil, D. C. & Cook, C. W.(1974). The
management of change. England: Mcgraw-Hill Book Company(U.K.). 5.Bass, B. M. (1985). Leadership and performance beyond expectations. N.
Y.: Macmillan, 23. 6.Beer, M., Eisenstat, R. & Spector, B. (1990). Why change programs don’ t produce change. Harvard Business Review, 6(68),
158-166. 7.Bentler, P. M. (1990). Comparative Fit Index in Structural Models. Psychological Bulletin, 107, 238-246. 8.Berry, L. L. (1981). The



employee as customer. Journal of Retail Banking, 3, 25-28. 9.Berry, L.L. & Parasuraman, A. (1991). Marketing services: competing through quality.
New York: The Free Press. 10.Bourgeois, L.J. & K.M. Elsenhardt (1988). Strategic decision processes in high velocity environments: four cases in
the microcomputer industry, Management Science, 34, 817-835. 11.Bowen, D. E. & Lawler, E. E. (1992). The empowerment of service workers,
what, why, how and when. Sloan Management Review, 33(1), 31-39. 12.Buell, V. P. (1984). Marketing management: A strategic Planning
Approach. NY: McGraw-Hill Book Co. 13.Cahill, D. J. (1995). The managerial implication of the learning organization: A new tool for internal
marketing. Journal of Services Marketing, 9(4), 43-51. 14.Carlzon, J. (1987). Moments of truth. New York: Bellinger Publishing Company.
15.Callan, V. J. (1993). Individual and organizational strategies for coping with organizational change. Work and Stress, 7, 63-75. 16.Callan, V. J.,
Therry, D. J. & R. Schweitzer. (1994). Coping resources, coping strategies and adjustment to organizational change: Direct of buffering effects?
Work and Stress, 8, 372-383. 17.Coetsee, L. (1999). From resistance to commitment. Public Administration Quarterly, 23(2), 204-222. 18.Collins,
B. & Payne A. (1991). Internal marketing: A new perspective for HRM. European Management Journal, 9(3), 261-270. 19.Conduit, J. & Mavondo,
F. T.(2001). How critical is internal customer orientation to market orientation. Journal of Business Research, 51, 11-24. 20.Conner, D. R. (1992).
Managing at the speed of change: how resilient managers succeed and prosper where others fail. New Yoke: Villard Books. 21.Cooper, J. & Cronin,
J. (2000). Internal marketing: A competitive strategy for the long-term care industry. Journal of Business Research, Jun, 177-181. 22.Costley, D. L.
& Todd, R. (1991). Human relations in organization. St. Paul, Minn: West. 23.Cowell, D. (1984). The marketing of service. London: Heinemann.
24.Cronin, J. J. & Taylor, S. A. (1994). SERVPERF versus SERVQUAL.: Reconciling performance-based and perceptions-minus-expectations
measurement of service quality. Journal of Marketing, 58, 125-131. 25.Croshy, L. A., Evans, K. R. & Cowles, D. (1990). Relationship quality in
service selling: An interpersonal influence perspective. Journal of Marketing, 54(1), 68-81. 26.Cummings, T. G. & Huse, E.F. (1989). Organization
Development and Change, St. Paul, Minn: West. 27.Cumming, T. G. & Worley, C. G. (1997). Organization development and change, St. Paul:
West Publishing. 28.Czepiel J. A., Solomon, M. R. & Surprenant, C. F. (1985). The service Encounte: Managing Employee/Customer Interaction
in Service Businesses. Lexington, MA: Lexington Books , 225-239. 29.Daft, R.L. & Steers, R.M. (1986). Organizations: A micro and macro
approach. IL: Scott Foreman & Company. 30.Daft, R. L., Sormunen, J., Parks, D. (1988). Chief executive scanning, environmental characteristics
and company performance: an empirical study. Strategic Management Journal, 9, 123-139. 31.Daley, D. M. (1995). Pay-for-performance and the
senior executive service: Attitudes about the success of civil service reform. American Review of Public Administration, 25, 355-372. 32.Donaldson,
G. (1994). Corporate restructuring: Managing the change process from within. Boston, Mass.: Harvard Business School Press. 33.Dubinsky & W.
A. Staples (1981). Are Industrial Salespeople Buyer Oriented. Journal of Purchasing and Material Management, 17(Fall), 12-19. 34.Ettlie, J. E. &
Reza, E.M. (1992). Organizational integration and process innovation. Academy of Management Journal, 35(4), 795-827. 35.Efraty, D. & Sirgy,
M. J. (1990). The effects of quality of working life (QWL) on employee behavioral responses. Social Indicators Research, 22(1), 31-47. 36.Foreman,
S. K. & Money, A. H. (1995). Internal marketing: Concepts, measurement and application. Journal of Marketing Management, 11(8), 755-768.
37.George, W. R. & Gronroos, C. (1989). Developing customer-conscious employees at every level-internal marketing: In handbook of services
marketing. New York: AMACOM. 38.George, W. R. & Gronroos, C. (1989). Developing customer-conscious employees at every level-internal
marketing. New York: AMACOM. 39.George, W.R. (1990). Internal marketing and organizational behavior: A partnership in developing
customer-conscious employees at every level. Journal of Business Research, 20, 63-70. 40.Gronroos, C. (1981). Internal marketing: An integral part
of marketing theory. American Marketing Association Proceedings Services, 236-239. 41.Gronroos, C. (1984). A service Quality Model and Its
Marketing Implications. European Journal of Marketing, 18, 36-44. 42.Gronroos, C. (1985). Internal marketing: Theory and practice. American
Marketing Association, Chicago, 41-47. 43.Gronroos, C. (1990). Service management and marketing: Managing the moments of truth in service
competition. NJ: Lexington Books. 44.Gronroos, C. (1994). From maketing mix to relationship marketing: Towards a paradigm shift in marketing.
Asia-Australia Marketing, 2(1). 9-30. 45.Griffin, R.W. (1995). Management (5th ed). News Jersey: Houghton Mifflin Company. 46.Greene, W. E.,
Walls, G. D. & Schrest, L. J. (1994). Internal Marketing: The Key to External Marketing Success. Journal of Services Marketing, 8, 5-13.
47.Gummesson, E.(1991). Marketing orientation revisited: The crucial role of the part time marketer. European Journal of marketing, 25(2), 60-75.
48.Gummesson, E. (1992). Using internal marketing to develop a new culture: The case of ericsson quality. Journal of Business and Industrial
Marketing, 2(3), 23-28. 49.Gills, T. (1999). Change 101: Back to basics. Communication World, 16(5), 28-29. 50.Hackman, J. R. & G. R. Oldham
(1975). Development of the Job Diagnostic Survey. Journal of Applied Psychology, 60, 159-170. 51.Hair, J. F., Anderson, R. E., Tatham, R. L., &
Black, W. C. (1998). Multivariate data Analysis with Readings. N.Y.: Maxwell Macnillan International. 52.Hall, D. T. ( 1984). Organizational
climates and career, NY: Seminar Press. 53.Hallowell, R., Schlesinger, L. A., & Zornitsky, J. (1996). Internal Service Quality, Customer and Job
Satisfaction: Linkages and Implications for Management. Human Resource Planning, 19(2), 20-31. 54.Heskett, J. L. & Schlesinger, L. A. (1991).
Breaking the Cycle of failure in services. Sloan Management Review, 32(3), 17-28. 55.Hodge, B.J. & Johnson H.J. (1970). Management and
organizational behavior: A multidimensional approach. New York: John Wiley & Sons, 432-433. 56.Jacobs, R. L. (2002). Institutionalizing
organizational change through cascade training. Journal of European Industrial Training, 26(2), 177-182. 57.Johnson, E. M., Scheuing, E. E., and
Gaida, K. A. (1986). Profitable services marketing. Homewood, IL: Dow-Jones Irwin. 58.Joseph, W. B. (1996). Internal Marketing Builds Service
Quality. Journal of Health Care Marketing, 16(1), 54-59. 59.Juran, J. M. (1986). A universal approach to managing for quality. Quality Progress,
12, 19-24. 60.Klein, K.J. & Sorra, J.S. (1996), The Challenge of Innovation implementation. Academy of Management Review, 21(4), 1055-1080.
61.Klein, S. M. (1996). A management communication strategy for change. Journal of Organizational Change Management, 9(2), 32-46.
62.Kotter, J.P. & Schlesinger L.A. (1979). Choosing strategies for change. Harvard Business Review, 57, 106-114. 63.Kotler, P. (1991). Marketing



Management (7th ed.). Englewood Cliffs, NJ: Prentice-Hall Inc. 64.Korsgaden, T. (1999). Marketing your agency. N. Y.: AMAOM. 65.Laird, D.
(1979), One more time: Does your organization really need a T&D department? Training. 16(10). 66.Larsen, S. & Bastiansen, T. (1991). Service
Attitude in Hotel and Restaurant Staff and Nurses. International Journal of Contemporary Hospitality Management, 4(2), 27-31. 67.Lewin,
K.(1947). Frontiers in group dynamics: Concept, method and reality in social science. Human Relations, 5-41. 68.Leavitt, H.J. (1976). Applied
organization change in industry, Handbook of Organization. Chicago: Rand McNally, 144-167. 69.Lele, M.M. & Sheth, J. N. (1993). The
customer is key. New York: John Wiley Sons Inc. 70.Lippitt, R., Watson, J. & Wesley, B. (1958). Dynamics of planned change. New York:
Harcourt, Brace & World, Inc. 71.Lundberg, C.C. (1984). Strategies for Organizational Transitioning. Kimberly and Quinn. Managing. 72.Locke,
E. A. (1976). The Nature and Causes of Job Satisfaction. In M. D. Dunnette (ed.), Handbook of Industrial and Organizational Psychology,
Chicago: Rand McNally, 1319-1328. 73.Locke, E. A. & G. P. Latham. (1990a). A theory of Goal Setting and Task Performance. nglewood Cliffs,
N. J.: Prentice Hall. 74.Lovelock, C. H. (1992). Managing Service. International Institute for Management Development, 285-297. 75.Martin, W.
B. (1986). Defining what quality service is for you. Cornell Hotel and Restaurant Administration Quarterly, 32-38. 76.Mathieu, J.E. & Martineau,
J. W. (1997). Individual and situational influences on training motivation. Ford, J.K., Kozlowski, S.W.J., Kraiger, K., Salas, E., & Teachout, M.S.,
Improving Training Effectiveness in Work Organizations, Erlbaum, Mahwah, NJ, 193-211. 77.Michael, J. & Lawson, L. (2000). How can you help
your staff accept change in their jobs. Wood Technology, 127(6), 68-70. 78.Miller, V. A. (1994). The guide book for globle trainers. Amherst, MA:
HRD Press Inc. 79.Morgan, J. S. (1972). Managing Change. New York: McGraw-Hill Co. 80.Moier, N. R. F. (1965). Psychology in Industry.
Boston: Houghton Mifflin Co. 81.Murdick, R. G., Render, B. & Russel, R. S. (1990). Service Quality Management. Allyn abnd Bacon Corp.
82.Nadler, L. & Nadler, Z. (1989). Development Human Resource (3rd ed). San Francisco, CA: Jossey-Bass, Inc. 83.Nonaka, I. (1994). A dynamic
theory of organizational knowledge creation. Organizational Science, 5(1), 14-37. 84.Nunnally, J. (1978). Psychometric Theory (2d ed). New York:
McGraw-Hill. 85.0fferman, L.R. & M.K. Gowing (1990). Organizations of the future: Changes and challenges. American Psychologist, 45,
95-108. 86.Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). Problems and Strategies in Service Marketing. Journal of Marketing, 49, 33-46.
87.Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). A conceptual model of service quality and its implications for future research. Journal of
Marketing, 49, 42-55. 88.Parasuraman, A. , Zeithaml, V. A. & Berry, L. L. (1988). SERVQUAL.: A multiple-item scale for measuring consumer
perception of service quality. Journal of Retailing, 64, 12-40. 89.Piercy, N. & Morgan, N. (1991). Internal marketing: The missing half of the
marketing programmer. Long Range Planning, 24(2), 82-93. 90.Rafig, M. & Ahmed, P. K., (1993). The scope of internal marketing: Defining the
boundary between marketing and human resource management. Journal of Marketing Management, 9(3), 219-231. 91.Recardo, R. J. (1991). The
what, why and how of change management. Manufacturing Systems, 9(5), 52-58. 92.Reitz, J. H. (1981). Behavior in organizations. Richard D.
Irwin, Inc., Homewood, Illinois. 93.Richardson, B. A. & Raobinson, C. G. (1986). The Impact of Internal Marketing on Customer Service in a
Retail Bank. The International Journal of Bank Marketing, 4(5), 3-31. 94.Robbins, S. P. (2001). Organizational behavior (9th ed.). New Jersey:
Prentice-Hall. 95.Rosander, A. C. (1980). Service industry QC: Is the challenge being met. Quality Progress, 34-35. 96.Rosenberg, Deanne (1993).
Eliminating resistance to change. Security Management, 37(1), 20-21. 97.Saks, A. K. (1994). Moderating effects of self-efficiency for the relationship
between training method and anxiety and stress reactions of newcomers. Journal of Organizational Behavior, 15, 639-654. 98.Salamon, L. M.
(1981). Question of goals, federal reorganization: What have we learned? Chatham, N.J.: Chatham Hous Publishers, Inc.58-84. 99.Sasser, W.E. &
Arbeit, S. F. (1976). Selling jobs in the service sector. Business Horizons, 19, 61-65. 100.Sasser, W. E., Olsen, R. P. & Wyckoff, D. D. (1978).
Management of service operations-text, case and readings. Allyn and Bacon Inc. 101.Saxe, R. & B. A. Weitz (1982). The SOCO Scale: A Measure
of the Customer Orientation of Salespeople. Journal of Marketing Research, 19, 343-351. 102.Schiffman, L. G. & Kuauk, L. L. (1994). Consumer
behavior. Englewood Cliffs: Prentice-Hall, Inc. 103.Schabracq, M. & Cooper, C. (1998). Toward a phenomenological framework for the study of
work and organizational stress. Human Relations, 51, 625-648. 104.Schweiger, D. L. & J. M. Ivancevich. (1985). Human resources: the forgotten
factor in mergers and acquisitions. Personnel Administrator, 30, 47-61. 105.Schweiger, D.L., J.M. lvancevich & Power, F.R. (1987). Executive
action for managing human resources before and after acquisition. Academy of Management Executive, 1, 127-138. 106.Scott, S. G. & Reginald,
A. B. (1994). Determinants of innovative behavior: A path model of individual innovation in the workplace. Academy of Management journal,
37(6), 586-607. 107.Sutherland, E. & Cressey, D. R. (1970). Principles of Criminology (8th eds.). Chicago: J. B. lippincort. 108.Tansuhaj, P., Donna
R. & McCullough J. (1988). A services marketing management model: Integrating internal and external marketing functions. The Journal of
Services Marketing, 2(1), 31-38. 109.Taylor, S. L. & Cosenza, R. M. (1997). Internal marketing can reduce employee turnover. Supervision, 58(12),
3-5.110.Tepper, B.J., Eisenbach, R.J., Krby, S. L. & Potter, P. W. (1998). Test of a justice-based model of ubordinates resistance to downward
influence attempts. Group and Organization Management, 23, 144-160. 111.Tichy & Ulrich (1984). Organizational behavior and the practical of
management (5th ed.). Soctt: Foresman and Company. 112. Tornow, W. W. & Wiley, J. W. (1991). Service Quality and Management Practices: A
Look at Employee Attitude, Customer Satisfaction, and Bottom-line Consequences. Human Resource Planning, 14(2), 105-115. 113.Tsai, W.C. &
Tai, W.T. (2003). Perceived importance as a mediator of the relationship between training assignment and training motivation. Personnel Review,
32(2), 151-163. 114.Tyson, S. & Jackson, T. (1992). The essence of organizational behavior: The essence of management series. New Jersey:
Prentice-Hall. 115.Wanberg, C. & Banas, J. T. (2000). Predictors and outcomes of openness to changes in a reorganizing workplace. Journal of
Applied Psychology, 85(1), 132-142. 116.Watson, G. (1973). Resistance to change. New York: Wiley, 117-131. 117.Whitaker, P. (1993). Managing
change in schools, Philadelphia: Oper Univ press. 118.Williams R. H. & R. M. Zigli (1987). Ambiguity impedes quality in the service industries.
Quality Progress, 14-17. 119.Wilson, D. C. (1992). A strategy of change: Concepts and controversies in the management of change. London:



Routledge. 120.Winter, B. (1995). Assessment centres keeping up with and getting ahead of changing organizations. Journal of European Industrial
Training, 19(2), 15-19. 121.Yousef, D. A. (2000). Organizational commitment and job satisfaction as predictors of attitudes toward organizational
change in a non-western setting. Journal of Organizational Change Management, 29(5), 567-592.



