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O ABSTRACT 0O

The concept of relationship marketing has emerged as a modern concept that

focuses on directing efforts towards current or potential customers, trying to win their
loyalty and raising their interest to the. It’s very important and at the same time difficult to
investigate given the characteristics that have become characteristic of the marketing
environment.  The aim of this study was to investigate the effect of Relationships
Marketing that consist of (communication, commitment, efficiency of employees) on the
loyalty of commercial customers ““ Drug stores ““ to drug companies. This study was
applied on a sample of 31 drug stores in Tartous, by using Questionnaire as a tool for
study. SPSS V21 Program was used to test hypotheses. The study concluded that there is a
statistically significant relationship between the dimension of relationship marketing and
the loyalty of commercial customers (drug stores). The study showed that the variable
“commitment” has the greatest impact on customer loyalty (drug stores) By 45.7%. the

“ communication “ dimension which explain 19 % Of loyalty. finally “ employees
efficiency “ by 16,6 %. The studied sample agreed that the quality of the product, the
commitment and the efficiency of the employees have a role in achieving customer
loyalty. The study recommended to need to focus on customers and their needs because
they ensure their survival in the market and need to achieve satisfaction to reach customers
loyalty.

Keywords:, Relationship Marketing , commitment , employees efficiency ,
communication, Loyalty
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