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FE Ak BT B 7 B AR IR B R R, B sk S TR I
WEE G — LM 55 0 TAE S92 R4 T 3
TR

B EZEFNRA R (RIE

1. FEEHE 58

A FE B H I T A b S E B XS —
LR 55 O G AT S i B2 AL, S FRATTAE T
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4 Bagozzi MR, —ZR M55 01 T EOIR
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2 NEMBEHAGHN_-_NBIEERFAT-EE. SBLEM

BENEERR
N N - HEY T
fwe | ETHE o MERE L Apha éﬁé Py
g | (M) (osts) B (@) (avE)
Wifgt 0.74 7.42 015 416 0826 0827 0.545
IPRODT, 0.72° - 048 737
IPRODT, 0.79 9.08 0.37 6.35
IPRODT, 071 8.25 050 7.52
IPRODT, 073 849 047 727
REBNE 0.82 8.70 0.12 365 0850 0849 0.586
IPRICE, 0.77 - 041 718
IPRICE, 0.82 10.55 033 6.34
IPRICE, 074 9.56 045 748
IPRICE, 073 935 047 7.64
RERS 5 0.78 841 0.22 402 0850 0853 0.595
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IPROMO, 0.76° - 042 6.41
IPROMO, 075 883 042 6.43
IPROMO, 075 878 043 6.53
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NELIE~F  REBN AE 56 AEBIESH
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IPRODUCT ~ 068°  — 0.53
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PR JOBSAT, 074 1049 045
_sng | TPERFOR. 0770 - 041
TfF% | TPERFOR, 086 1107 0.27 0860 0863 0.678
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An Empirical Study on the Effect of Internal Marketing
on Frontline Service Employees’ Performance

Wang Yumei, Cong Qing, Yan Hong

School of Tourism, Sichuan University, ThyssenKrupp Elevator
(China); Faculty of Business, The Hong Kong Polytechnic Univer-
sity

Abstract Previous studies of internal marketing have mostly focused
on theory discussion and concept development, and few studies were
based upon the internal marketing mix. Firstly, this paper uses the
internal marketing mix scale developed by Keller et al to empirically
test data from frontline service employees in the Chinese hotel in-
dustry. In order to further study the factors affecting frontline service
employees’ performance, the paper uses Bagozzi's theory of apprais-
al-emotional and response-behavior to propose and test frontline
service employees’ performance from the perspective of the internal
marketing mix, and using Structure Equation Modeling methodol-
ogy. The outcome of exploratory factor analysis and confirmatory
factor analysis indicates the basic internal job product factor and the
advanced internal job product factor can not be differentiated, and the
proactive effort factor does not exist. The empirical results from the
task performance model suggest that internal marketing efforts, as
manifested by frontline employees' appraisal of internal job product,
internal price, internal place, and internal promotion, have significant
effect on employees’ perceptions of performance. The influence of
internal marketing on frontline employees’ performance depends
on their affection towards and commitment to their organization, as
well as their job satisfaction. Our study reveals the affective mecha-
nism of internal marketing efforts on frontline service employees’
performance. It emphasizes the importance of affective variables in
enhancing frontline service employees’ performance. In order to find
the practical value of each of the 4Ps, further research could directly
study the relationships among various internal marketing strategies,
job satisfaction, affective commitment and task performance, and
measure frontline employees’ performance by surveying their imme-
diate superiors and customers.

Key Words Internal Marketing Mix; Task Performance; Organiza-

tional Affective Commitment; Job Satisfaction
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The Development and Future of Chinese Management
Academic Journal: A Case Study of Nankai Business Re-
view
Editorial Department of Nankai Business Review

Business School of Nankai University

Abstract From the phylogeny view, any subject development
needs academic journal involvement and promotion, the subject of
management in China is no exception. Since management became
a separate subject in 1997, lots of management academic journals
flourished and have undergone rapid growth during this period.
These journals have made great contributions to the academic pros-
perity in China and to development of the management subject as
well. By reviewing ten-year history of Nankai Business Review, the
study summarizes the position and characteristics of the journal.
The study first analyzes Citation Frequency of a Journal, paper im-
pact factors and five-year impact factors from 1998 to October 2007
through the Literature Measurement Studies, which focus on the ac-
ademic influence and position of Nankai Business Review, and then
through discussing the current situation of management academic
journals, the study proposes the future development directions. The
paper tries to put forward the shared problems of management aca-
demic journals and explore the management subject law of develop-
ment.

Key Words Nankai Business Review; Management; Academic

Journals; Literature Measurement
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