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The influence of relationship marketing investments on customer gratitude in retailing
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5. Discussion and implications

Customer gratitude represents the emotional core of reciprocity and
plays a key force in developing and maintaining successful seller-buyer
relational exchanges. The goal of this study is to examine whether
different relationship marketing tactics offered by the retailer have a
differential influence on customer gratitude and consequent behavioral
loyalty. This study offers three distinct intended contributions to mar-
keting practice and academia. First, this study shows that alternative re-
lationship marketing investments have a differential influence on
customers' gratitude and consequently behavioral loyalty. Second, this
study indicates that preferential treatment is the most effective rela-
tionship marketing tactics since it has the strongest impact on customer
gratitude, followed by interpersonal communication and tangible re-
wards, respectively. In other words, research findings of this study pro-
vide new insight into marketing management by recommending that
firms can increase customer gratitude and consequent behavioral loyal-
ty by leveraging different relationship marketing tactics. Third, this
study is a first attempt to extend the customer gratitude research into
Taiwan and improve the current understanding of how different rela-
tionship marketing investments affect gratitude-related reciprocal
behaviors.
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