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Abstract:

The study aimed to find out the extent of the impact of the quality of internal
service on the performance of workers as well as its impact on the satisfaction of
customers with the application on workers in the Diwan of Dakahlia Governorate
and on the audience of customers with the Diwan. In order to achieve the objectives
of the study and test its hypotheses, the researchers adopted on using the
descriptive approach based on data collection and subjecting it to statistical
processing.

The study relied on two survey lists, one addressed to a sample of 297 employees in
the Diwan, and the other addressed to a sample of 370 customers. The study
reached a set of results, the most important of which are : The existence of a positive
moral correlation between all dimensions of internal service quality, employee
performance and customer satisfaction, as well as the existence of a positive moral
correlation between employee performance and customer satisfaction It was also
found that there is a positive moral impact of all dimensions of internal service
quality on the performance of employees and customer satisfaction, and there is
also a positive direct moral impact of the performance of employees on customer

satisfaction.
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The study recommended that the administration of the General Diwan of Dakahlia
Governorate should improve the quality of internal services and focus on the
dimension of the internal work environment as it is the most influential dimension
on customer satisfaction. Paying attention to the satisfaction of its customers by
selecting competent employees, especially those who deal directly with customers
who are able to attract them and gain their satisfaction. Facilitating work
procedures, reducing the time-of-service delivery to the customer and developing
the services offered by motivating employees and enabling them to provide services
with the required quality.

Keywords: internal service quality - employee performance - customer satisfaction.
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