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Impact of marketing activities on relationship quality

in the Malaysian banking sector
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5. Conclusion and implications

This study adds to the growing literature on relationship
marketing by examining the impact of marketing activities on
relationship quality in the Malaysian banking sector. The findings
revealed that greater client and employees' relational orientation
not only yield higher relationship quality but also result in better
relationship continuity. In addition, committed client relationships
were found to result in client satisfaction, loyalty, positive word of
mouth, and promotion. However, mutual disclosure was found to
have no significant relationship with relationship quality.This may
indicate that bank customers in Malaysia do not feel that having
close relationships with the bank will have any positive impact on
relationship quality. This particular finding may serve as a warning
signal to practitioners and scholars alike that thorough research
must be carried out on the use of relationship marketing prior to
implementation. Failure to do so may result in a state where
money and resources are wasted developing a relationship with
customers when they do not perceive or regard such a relationship
with certain service providers. It should be clearly stated that
forging and developing closer lengthy relationships with custo-
mers is very costly on the part of the banks and the sheer volume
of customers might make this strategy prohibitive. Therefore a
more realistic strategy may be for banks to be more selective in
terms of which customers they forge and maintain closer relation-
ships with.
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