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Abstract : The foundation of all marketing is composed by relations. Thus, all marketing activities concentrated to establish,
develop and maintain successful relational exchanges. By building strong relational bonds, relationship marketing improves
customer loyalty resulting in improved firm performance. Relationship marketing is a strategically important tool to use to
obtain and secure the result of customer’s loyalty, which leads to higher competitiveness and also enhanced satisfaction among
the customers. The study revealed that there subsist significant relationships between customer satisfaction and loyalty. It is
recognized that with improvement of customer satisfaction a firm will find customers that are more loyal. Based it, firm
managers are advised to satisfy and better manage their relationships through quality product and service offerings to their
customers  as  a  competitive  policy  in  the  marketplace.  These  offerings  are  required  to  meet  or  surpass  consumers’
expectations.
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