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Abstract:

This study aimed to explore the role of human resources in marketing and service operations according to quality standards
at Al Rajhi Bank in the city of Abha. It addressed five human resource practices in marketing (internal marketing), which
include (recruitment, empowerment, training, rewards and incentives, and internal communication), as well as five quality
dimensions and standards, which are (tangibility, reliability, responsiveness, safety-security, and empathy).

To achieve the study's objectives, the researcher employed the descriptive-analytical method. The study population consisted
of all branches of Al Rajhi Bank in the city of Abha, totaling 147 employees. A simple random sample representative of the
study population was selected, comprising 60 employees from the Al Rajhi Bank branch in Dhabab as the study sample.
The study utilized a variety of statistical methods, including descriptive methods, correlation coefficients, and multiple
regression analysis. Data was analyzed using the Statistical Package for Social Sciences (SPSS).

The study reached several key findings, most notably the presence of a statistically significant impact of human resource
practices in marketing (internal marketing) on the quality of services at Al Rajhi Bank in the city of Abha.

The study concluded with several recommendations, including promoting the culture of human resource practices in
marketing and the services provided according to quality dimensions and standards by highlighting their importance to
employees. Additionally, it emphasized encouraging a culture of employee empowerment and delegating certain authorities
within their scope of work to achieve excellent service delivery, which in turn motivates them to perform better.
Keywords: Human resources, Operations and services, Internal marketing, Quality, Quality standards and dimensions, Al
Rajhi Bank.
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