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ABSTRACT  

Purpose: This doctoral thesis focused on conceptualizing Internal Marketing (IM) and 

developing a validated instrument for its measurement. Additionally, the research aimed 

to reveal the influence of Internal Marketing by identifying what is important to 

employees to foster their engagement with the organization.  

Design/Methodology/Approach: A mixed methods approach, specifically the sequential 

exploratory research design, was employed in this study. Semi-structured interviews were 

purposefully selected as the method for qualitative data collection and conducted with 15 

individuals holding diverse administrative roles within a University setting. These 

interviews provided insights that informed the development of a questionnaire for the 

quantitative phase. The target population for the survey included employees (both 

academic and administrative) from Higher Education Institutions (HEIs) in Cyprus. The 

self-administered questionnaire was distributed via email to the entire population, 

resulting in a response rate of 22,4% (509 respondents, 415 were usable for data analysis). 

Reliability analysis, normality assessment, inferential statistics, and hypotheses testing 

were conducted, supplemented by exploratory and confirmatory factor analyses. These 

analyses served to validate theoretical constructs and determined the acceptance or 

rejection of research hypotheses.  

Key Findings: A conceptual model was developed, encompassing four key variables. 

The construct of Perceived Internal Marketing was assessed through a reliable 12-item 

scale (Cronbach’s α of .93), affirming its substantial direct and indirect influence on 

Employee Engagement (EE), as gauged by a reliable 21-item scale (with Cronbach’s α of 

.95). The intricate mediating role of Organizational Values (evaluated via an 8-item scale 

with a Cronbach’s α of .79) in this relationship was also recognized. The model identifies 

also the moderating influence of Personal Basic Values (assessed through a 9-item scale 

with Cronbach’s α of .89) on the relationship between Perceived Internal Marketing and 

Organizational Values.  

Research Limitations: The focus of this study on HEIs in Cyprus may limit 

generalizability. Conducting comparative analyses across countries could provide 

broader insights into the effectiveness of IM in diverse cultural and institutional contexts. 

Furthermore, the role of culture in shaping experiences and outcomes was not included 

in the scope of this doctoral thesis.  

Implications: Managerially, leaders and administrators can use the validated IM scale to 

enhance communication, coordination, vision, initiatives, career paths, training, and 

safety of the employees, thereby creating a positive work environment and improving 

organizational performance. Industrially, although the study underscores the importance 

of IM in HEIs, it might be applied to other industries, with the potential to foster a strong 

organizational culture. Policymakers can leverage these findings to shape policies aimed 

at enhancing EE. In this way, organizations can operate more effectively and efficiently, 

which in turn can have positive effects on the broader community and society. 

Originality/Value: This thesis contributes to a deeper understanding of Internal 

Marketing by gathering primary data from employees’ perspective within HEIs through 

semi-structured interviews – a context in which IM has not received much attention so 

far. By integrating these findings with literature in Marketing and Management, a refined 

and validated measurement tool was formulated. This tool elucidates four significant 
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constructs highlighting the pivotal role of IM in impacting EE. It considers the influence 

of Organizational Values and Personal Basic Values on this relationship. The validated 

and reliable questionnaire of this study can serve as an instrument for further research in 

diverse industries, facilitating broader investigations into IM across various sectors.    

 

Keywords: Internal Marketing (IM); Employee Engagement (EE); Higher Education 

Institutions (HEIs); Organizational Behavior; Personal Values; Organizational Values.   

  


