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Abstract :

Nowadays, travel agents must acquire the concept of
service quality in order to survive and grow. Human resources
play a crucial role in reaching to this concept. Having a
competent and service-oriented work force is the most
essential parameter in insuring lasting success of an agent.
One of the approaches to the attainment of this objective is
internal marketing. This study aims to identify the role of
internal marketing in achieving service quality in Egyptian
travel agents.

The study population includes employees in travel
agents (category A) in Cairo, and tourists deal with travel
agents. The study uses the analytical descriptive approach
whose tools and methods described the study quantitatively
and qualitatively. The study indicates that there is a great
relationship between the actual implementation of internal
marketing policies, and achieving service quality in Egyptian
travel agent. The study raises a number of
recommendations which depend on improving the actual
implementation of internal marketing policies in Egyptian
travel agents to achieve service quality.
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