Proceeding of International Conference on Contemporary Management - 2016 (ICCM-2016), pp 593-609

RELATIONSHIP MARKETING PRACTICES AND
CUSTOMER LOYALTY: SPECIAL EMPHASIZES ON
BUSINESS TO BUSINESS CONTEXT

Dayarathna.H.P.N.P

ABSTRACT

Relationship marketing is identified as the most important concept under the
marketing paradigm and it is also recognized as the strategic concept to the business to
business practices to enhance the customer loyalty within the hyper competitive
environment. In this context, the study examined the influence of relationship marketing on
customer loyalty with six underpinning dimensions of relationship marketing practices as
trust, competence, communication, conflict handling, commitment and bonding. The study
employs exploratory factor analysis and multiple regression analysis to come to the general
conclusion which is based on the sample respondents. Study covered the Colombo district
and applies the facts on business customers. Results of the study might stress the
underpinning relationship between relationship marketing and customer loyalty. A
questionnaire was completed by 108 customers of Arpico Interiors, who represent the
executive level. The findings revealed that the RMP significantly influence on CL in Interiors
Company. Among the dimensions competence, commitment and bonding enhance the
customer loyalty. Implications are derived from the results and recommendations are

discussed.
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1. INTRODUCTION customers is not an easy task with the

Sri Lankan interiors decoration market is
one of'the shoot up retail market over the past
decade and clients have growing demand for
interiors design with the “show me” attitude
(Haddad, 2013). Therefore, there is a
favorable environment for the business
organizations with the blooming economy
and it is a huge opportunity for the interiors
solution providers. Attracting loyal

competition. Too, Souchon and Thirkell (as
cited in Stone et al., 1996) noted that
“acquiring new customers is more expensive
than retaining customers” and Yoganathan et
al. (2015) noted that it is essential, keep
relationship marketing to enhance Customer
Loyalty(CL)

Among the important concepts in marketing,
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