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Abstract

The purpose of this study is to find factors of the service culture which is essential to Internal
Branding Development through Internal Marketing of Toyota Dealers’ Service Centers. The study is to
analyze problems, difficulties and related factors for Internal Branding Development through Intemnal
Marketing. The research methodology is directed in using a qualitative research as the principle guideline,
based on 41 interviewing with Top Management, Middle Management and Customers of Toyota Dealers’
Service Centers to analyze and synthesize the related factors for Internal Branding Development through
Internal Marketing of the Toyota Service Centers and the Dealers and using the results of the syntheses to conduct
a group discussion with 20 qualified professionals, specialists and personnel of Toyota Dealers’ Service Centers
from all levels and followed by using a quantitative research. The result of the syntheses was crosschecked by
sending out 345 questionnaires to line personnel of Toyota Dealers’ Service Centers in the northern and
northeastern regions of Thailand. The questionnaire reliability was 0.98.

The findings revealed that there are four factors of service culture which reflect internal branding
development through internal marketing of Toyota Dealers’ Service Centers are: 1.Employee
Engagement such as Internal Communications, Human Resource Management, Remuneration and
Career Advancement. 2. Employee Enablement. 3. Employee Empowerment. 4. Ensuring Employee
Satisfaction in the workplace.

Therefore, Internal Marketing Development should comprise of: 1. Shared Value of all members
of its organization (Shared Value: S) 2. Reinforce and Strengthen Staff Moral (Moral: M) 3. Motivate
attractive remuneration and benefits (Attraction: A) 4. Build a happy workplace to keep staff with
organization (Retain: R) 5. Use proper technology to enhance job effectiveness (Technology: T).

However, after the thorough research and deeper interviewing with related persons, the study
reveals that the development factors for Internal Branding Development through Internal Marketing of
Toyota Dealers’ Service Centers should be ranked in priority as follows: 1. Make the happy workplace to
retain staff (Retain: R) 2. Strengthen Staff Moral (Moral: M) 3. Motivate sharing value among staff
(Shared Value: S) 4. Motivate job attraction (Attraction: A) 5. Use supportive technology (Technology: T).

Keywords: Internal Branding Development, Intemal Branding, Internal Marketing, Toyota Dealers’ Service Center
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