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Abstract

Enterprise always pays more attention to its performance. The appearance of internal service
quality provides a new opportunity for enterprise to develop its performance. This paper takes a
communication company for example, on the basis of trying to compartmentalize internal service
quality into training education quality, service support quality, human environmental quality and
compensation incentive quality, establishes a conceptual model of internal service quality’s influ-
ence on enterprise performance, and tests it by applying the structural equation model technique
to explore the influence degree of various aspects’ internal service quality on enterprise perfor-
mance. Results show that internal service quality’s impact on enterprise performance is mainly
from training education quality, service support quality, and compensation incentive quality in
internal service quality. Through employee satisfaction, internal service quality affects customer
satisfaction, thus affecting enterprise performance and internal service quality has a direct impact
on enterprise performance, but a more limited impact.
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Figure 1. The structure model of internal service quality impact on enterprise performance
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Table 2. Statistics of surveyed customer characteristics
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Table 3. Statistics of surveyed medium and senior management features
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Table 4. Cronbach’s alpha coefficient table
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Figure 2. The structure model of internal service quality impact on enterprise performance
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Table 6. The path coefficient and hypothesis testing results of structure model
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