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Conclusions and future research
This study has demonstrated that measurement of the “underpinnings” of relationship
marketing can predict customer loyalty, at least in the Malaysian banking sector.
Therefore, researchers and strategists aiming to nurture loyal customers should pay
close attention to issues of trust, commitment, communication and conflict handling.
The research reported here has not delved into the possible influences of
socio-demographic factors on the relationship between relationship marketing
initiatives and customer loyalty. Earlier studies have suggested that women tended to
be more loyal than men (Ndubisi, 2005), and older people more so than younger age groups.
Moreover, there is the tendency for higher-income customers to receive better attention
from banks, at least in Malaysia, because of their higher net worth and the larger volume of
business they generate for banks. This could make them more loyal than other customers.
Future research studies might fruitfully investigate such moderating influences.
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