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Abstract

Several kinds of research in the past examined relationship quality as
antecedents in B2B industries. The literature review extends a prior study by
linking perceived quality with relationship quality as antecedents and
predictors of customer loyalty. This study is a review of customer loyalty
antecedents with the chemical industry as a content object. Perceived quality
has two dimensions of tangible product and service. Referring to past research,
there is no single universal relationship quality framework. This literature
study refers to the relationship quality framework with a content of trust,
satisfaction, and commitment. The authors investigate the relationship
between perceived quality with trust and satisfaction, trust with commitment,
commitment with loyalty, and satisfaction with loyalty. Every construct
describes the definition and connection among constructs. Some chemicals
industries are put as object examples to explain constructs in industry practice.
This literature review finds a developed framework with relevant constructs
that influence loyalty in the B2B context. By understanding the framework
and connection among constructs, firms can develop a relationship program
purposely to achieve customer loyalty.
]
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Introduction

The chemical industry has an extensive product range from commodity
characteristic product to specialty. Quality-wise, this product range has a point
of differentiation scale from limited to relatively significant. BASF, a leading
Germany-based worldwide chemical company, has been leading with
profitable products, tends to focus on quality, and deals with environmental
issues and social benefits (Schmidt et al., 2004). From the literature of Hjorth-
Anderson (1984) and Monroe and Krishnan (1985), quality is described based
on technical superiority. A chemical product with a limited differentiation
point is considered as a commodity. To avoid product commoditization,
companies need to be more transparent and open with customers when
presenting their products and services. In the cooperation between two parties
that work together for an extended period, it is creating a bind between supplier
and customer called a learning relationship (Pine 1l et al., 1995). Some
commodity producers place better prices for their products due to a close
relationship with buyers (Kotler, 1993). A business environment changes
rapidly; with tight competition and technology development, some products
become commodities since competitors can copy them quickly. Commaodities
have a standard quality; buyers have more flexibility to purchase from any
producers, with the price as a top priority. Companies have to create points of
differentiation as added value, either from the product itself or the service.
Levitt (1980) many ways to add value as a point of differentiation to avoid
commoditization, for instance, technical backup, long-term payment, and
flexible delivery. A producer should provide more points of differentiation
from both product and services. Kim and Mauborgne (2015) describe that there
are no boundaries for both products and services, but they become one total
solution buyers seek. In other words, both tangible products and services
merge into one single package to solve customers' problems.

Christopher et al. (2002) explain the perceived benefit of both products
as tangible goods and services, so it indicates two dimensions of perceived
quality. Gounaris (2005) describes in his empirical B2B study that competitors
can imitate product quality easily, with the rapid development of technology
in many industries, so strengthening a relationship with customers has become
very important to remain in the business. Many industries in the B2B context
put a lot of effort into developing and investing in relationships purposely to
sustain business in a very tight competition. Once companies decide to build
up a relationship with either buyer or prospect, then they need to determine
organizational buying behavior in terms of the group members, which are

174



constrained by policies, such as perceived role set, motivation, cognition, and
learning as a fundamental psychological process (Webster Jr and Wind, 1996).

In its business leadership series, held in London, 2008, Dow Chemical-
US based leading chemical manufacture and Harris research and consulting
firm, depicts its original hypothesized model with many details of dimensions
and constructs that influence customer loyalty. In the performance quality, it
distinguishes product quality from other variables, customer service, technical
support, product availability, delivery, and environment (2008). The model
separates tangible products such as goods from others less tangible support as
supporting services. Quality connects with satisfaction level. Trust is also one
parameter measured at the stages of the relationship between supplier and
customer, especially in the initial testing or qualifying stage that necessarily
need to develop confident level. During this initial period, both parties need to
evaluate each party's performance. The business article finds commitment at
even number one of the top ten loyalty drivers. Relationship quality
constituents of trust, commitment, and satisfaction are factors determinant of
customer loyalty. Referring to the empirical study of Ulaga and Eggert (2006)
and Walter et al. (2000), researching in depth of the B2B relationship between
manufacture and manufacture, and also the study from Morgan and Hunt
(1994) between manufacturer and distributor, the studies depict a model with
trust as a driver of commitment.

This paper is organized purposely to trace back basic constructs that
influence customer loyalty in terms of buyer-seller relationship in a B2B
context. The paper is concerned with the supplier's perspective and all previous
value research is used as a reference to investigate the relationship between the
variables that form customer loyalty. In the literature review, some key
variables would be analyzed and explored in terms of their influence on other
variables, such as loyalty, perceived quality, and relationship quality with a
content of trust, commitment, and satisfaction. In the last part of the study,
conclusions and implications will be drawn.

Relationship Quality

Hewett et al. (2002) find that buyer's perception of relationship quality
influences repurchase intentions positively. In astudy on United States
manufacturing companies with a nationwide mail survey among 400
purchasing professionals, Ulaga and Eggert (2006) clearly describe
the essential constituents of relationship quality as commitment, satisfaction,
and trust. In an empirical study of relationship marketing among manufacturers
with a broad range of respondents from different industries, such as chemical,
vehicle, mechanical, electronic, and metal processing, Walter et al. (2000) use
the relationship quality framework with the content of commitment,
satisfaction, and trust. Walter and Ritter (2003) find trust and commitment as
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critical drivers of value creation. The value itself distinguishes between direct
and indirect functions. The direct function of a relationship has content of
higher profit from products and services, growth of trade volume, and
possibility to sell (Walter and Ritter, 2003). This right function content is the
final purpose of relationship marketing and is an indicator of customer loyalty.
Henning-Thurau (2000) believes trust and commitment are necessary variables
to build a successful relationship; relationship success is measured by
customer satisfaction and retention rate. Helfert and Gemunden (1998), in their
empirical study with a topic of a powerful predictor of relationship
effectiveness, propose that the better relationship atmosphere in terms of
customer trust and commitment, the better the relationship effectiveness for
the supplier company will be. Relationship effectiveness involves sales,
product or service development, and market access; in other words,
relationship effectiveness has similar indicators of loyalty. From these
concepts of relationship quality, crucial loyalty drivers are trust, commitment,
and satisfaction. The concept of relationship quality is also applicable to a non-
profit organization (Bennet and Barkensjo, 2005). Segarra-Moliner et al.
(2013) find satisfaction, trust, and commitment as critical components of
relationship marketing. Rauyruen and Miller (2007) believe trust, affective
commitment, satisfaction, and perceived quality influence loyalty.

Perceived Quality

Gronroos (1997) in his paper describes a product as a result of a process
of various resources, such as people, technology, raw material, knowledge, and
information with some features. This definition tends to be more transactional
and too simplistic. In relational context, there should be awareness of what
proper resources, to what extent, and in what configuration they should be
used—for instance, in machinery sales, it needs staff training, regular
maintenance, and the way to handle claims may vary, so the company has to
adjust its resources accordingly. Purposely to keep relationship value, both
buyer and seller tend to accept temporary disadvantage (Geiger et al., 2012).

In the business environment, a turbulent and intensely competitive
market, developing a relationship with customers is the main concern. Anttila
(2013) found that a relationship becomes valuable while both parties keep
engaging in interaction. In an effort to maintain a relationship’s value
purposely, both buyers and sellers tend to accept temporary disadvantages
(Geiger et al., 2012). There should be a congruence of the value expectation
from both parties (Konhauser, 2007).

Customers have more expectations, which makes it more difficult
for a company to develop a satisfactory relationship. Hence, companies have
to keep customers by developing trust and arelationship by developing
products and services (Wilson, 1995). Jackson (1985) describes in her B2B
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Harvard business article that it needs product quality with a point of
differentiation to get customer loyalty. It describes loyalty with an example of
a shipping company whereby customers readily shares their business with
multiple suppliers since there is no point of differentiation. This company
is compared with computer system companies that generally commit actively
with their vendors since vendors provide the critical part of the system as a
point of differentiation. Garvin (1987) described quality according to eight
critical dimensions: performance, features, reliability, conformance,
durability, serviceability, aesthetics, and perceived quality. The quality also
depends on the industry, and a company does not have to pursue all eight
dimensions. In the chemical industry, there are four dimensions that are
relevant: performance, conformance, durability, and serviceability. Stone-
Romero, Stone, & Grewal (1997) discussed perceived product quality as
having four aspects: flawlessness, durability, appearance, and distinctiveness.
In the chemical industry, flawlessness and durability are relevant. In his
empirical study, Gounaris (2005) found that perceived quality influence trust
positively. Yanamandram (2006) even finds that customers keep purchasing
products, although, with less service performance, tangible products influence
customer satisfaction positively.

This paper aims to explore construct dependency in relationship
marketing, starting with two dimensions of perceived quality, tangible goods,
and services. Gounaris (2005) finds that service quality influences trust
positively. The research finds a positive relationship between the degree of
supplier's perceived quality and the degree of customer trust. It means that
perceived quality is an antecedent of trust. Doney et al. (2007) find a positive
relationship between overall service quality and buyer's trust in B2B service
relationships (aviation components and service industry). If companies' service
meets or exceeds the buyer's expectation, then the buyer will be more
confident, which in turn develops trust in the companies. Furthermore, trust
influences loyalty positively (Doney et al., 2007). In the B2B service
industry, Turnbull and Moustakatos (1996) find trust as an essential element
of perceived quality. Chenet et al. (2010), in their empirical B2B study, find
that service quality influences trust positively.

Gounaris (2005) describes the fact that services arise as important
aspects even in such tangible goods industries as computers and cars. This
view is initiated earlier by Gronroos (1994) as a customer interaction outside
the product itself that becomes more important, even often becoming
dominating ones. Customers perceive quality as having two dimensions: first
is a technical solution as a solution to customer problems and second is
functional quality as added value, for instance, information knowledge and
social aspects. Gronroos (2004) supports the concept about the importance of
service as a point of differentiation. The continual product development does
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not always lead to a sustainable competitive advantage, the service becomes
very important as tailor-made design, delivery, installing equipment, training,
spare-part service and maintenance. Kotler (1993) defines offering into four
groups as follows: First is tangible goods, second is tangible goods and service,
third is service and tangible goods as a compliment, and fourth is service. Refer
to the Kotler offering group; the chemical industry fits the second group
whereby the process of supervision service makes chemical product
application from the seller's technical people. According to Lovelock (1983),
chemical industry business in B2B context fits tangible actions that go to the
thing or goods, in other words the combination of product and services. A lot
of empirical studies apply the RATER service concept that is introduced by
Parasuraman et al. (1985). This concept introduces the RATER service
that stands for reliability, assurance, tangible, empathy, and responsiveness,
which is very popular and widely used as a model tool to analyze and
breakdown service process in detail. Bennet and Barkensjo (2005)
developed the B2B charity relationship model with RATER as service
dimension. In the B2B chemical relationship context, a tangible element is not
relevant. Hence, the chemical industry services the content of four factors:
reliability, assurance, empathy, and responsiveness. Product quality and
services reflect perceived quality as seen in the diagram below.

Perceived Quality’s Dimension

Industrial Product

Product Quality .
= s TRUST

Perceived

r
= f Quality
Industrial Services

' Satisfaction
Reliability
Assurance
Empathy

Responsiveness

Figure 1. Perceived Quality influences trust and satisfaction

Wilson (1995) found product and service quality as a driver to develop
trust. In its business article, KPMG-Nunwood (2017) has explained that trust
is built slowly over time, and it needs to go through a process. When customers
are satisfied and have trust, they are most likely to stay in a long relationship
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(Himanka, 2017). This supports the past concept that trust and satisfaction
partially influence loyalty (Andersson & Karlstrom, 2014). In the B2B context,
trust towards a manufacturer increases cross-buying behavior and share of
wallet (Paulssen & Roulet, 2017). In the empirical B2B business study,
Caceres and Paparoidamis (2007) develop a model using technical quality and
functional quality as two independent constructs to positively
influence customer satisfaction. Both variables are about what is offered
(technical quality) and how to offer it (functional quality). Technical quality
dimensions refer to what customers receive. Functional quality corresponds to
the expression of service performance delivered to the customer, but
is, regretfully, subjective. In their B2B empirical study, Hong and Goo (2004)
find perceived quality positively influences satisfaction. Perceived service
quality is based on real service performance and compares with what the
customer perceives. Any negative discrepancy will result in dissatisfaction,
and perceived quality influences satisfaction. Any negative discrepancy will
result in dissatisfaction, and perceived quality influences satisfaction. In the
chemical industry, a company needs to develop the skills and abilities of its
people to better serve customers since business sustainability comes from
product and service (Joseph & Unnikrishnan, 2016). In the empirical study of
the chemical industry, Blut, Frennea, Mittal, & Mothersbaugh (2015) endorsed
satisfaction since it influences customer repurchase behavior. Quareshi (2017)
did empirical research with 307 respondents in the automobile industry and
found that a perceived price influenced perceived quality positively. Perceived
quality influences perceived value positively. In the chemical industry, if a
company offers products for the same application with price variety, a lower
price would indicate lower quality. With better application quality, the
chemical product will contribute to a better value. Furthermore, a lower priced
chemical product will mean a lower value contribution. Hence, the perceived
price influences perceived value negatively.

Many researchers contribute a perspective that the company needs to
perform both dimensions of tangible products and services. Pine Il et al. (2015)
explain the need for a flexible manufacturing process to enable companies to
produce a customized large volume of goods or services at a relatively low
cost. This argument addresses perceived quality related with reduced costs.
The point of differentiation is a low cost either for the product and/or service.
A lot of B2B relationship studies focus on low cost as one point of
differentiation in their perceived quality perspectives. Anderson et al. (2006)
provides some clear examples about value propositions in the chemical
industry, as chemical manufacturer Akzo Nobel conducts a two-week pilot
project and proves to produce better or as good as the rival's product
performance but with lower cost. One resin manufacturer produces resin used
for exterior paints and finds labor cost as a substantial cost component in
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customers' cost structure. The resin manufacturer discovers a new formulation
that makes its resin dry much faster so it can reduce customer's labor cost
during work. Sonoco, a global South Carolina, U.S.-based packaging
manufacturer approaches and proposes European prospects to redesign their
product lines. The new line can save cost in terms of working days, from a
seven-day, three-shift production schedule to a five-day, two shift operation;
in other words, its new product line provides more output with the same seven
full days or exhibits more productive packaging product-line performance. In
the resin chemical industry with a relatively high point of differentiation, as
resin application for paint facilitates better performance paint, it will drive
paint customers to identify a performance trade-off. The paint industry
iswilling to pay for paints with better performance. It will provide more
benefits with a higher selling price to customers in the end. Rockwell
automation places a guaranteed offer of pump solution with cost savings, in
terms of power usage reduction.

Saling et al. (2002), in the empirical study about eco-efficiency analysis
by BASF, one of the largest Germany-based chemical worldwide companies,
proceeds to specify customer benefits from both financial and
environmentally friendly points of view. These eco-efficiency solutions
provide chemical products with a point of differentiation, in terms of
environmental issues (such as air emissions, water emissions, and solid waste)
with a relatively low cost. The socio-eco-efficiency analysis integrates
assessments of environmental impact and economic analysis (Takamura, Lok,
& Wittlinger, 2001). BASF pioneered in conducting the socio-eco-efficiency
research and initiated socio-eco-efficient solutions. This chemical product
performance combines a friendly environmental aspect, high social benefits,
and a low economic cost (Schmidt et al., 2004). This environmental issue
relates tightly to community health. Hence, the chemical product should
comply with the global competitiveness index, in particular at pillar 4: health
and primary education (Jilcha, 2014). Measuring relative perceived quality
with quality differentiation and cost leadership approach would come out with
competitiveness; in other words, growth and profitability increase (Gale and
Buzzell, 1989). This method would lead companies to have a double benefit,
which is superior quality at lower cost, also a key benefit of stronger customer
loyalty. In the B2B context, product quality relates tightly to the total cost for
the same or better output quality.

Satisfaction, Trust, and Commitment

Ulaga and Eggert (2004) find satisfaction as a driver of loyalty through
trust and commitment as mediators. With a research population from different
sectors such as electronic, textile, wood, furniture, and automotive, Gil-Saura
et al. (2009) find satisfaction influences loyalty positively. In the empirical
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study of B2B service, Lam et al. (2004) find satisfaction influences loyalty
positively. In the empirical study of small industrial firms, Pelham (1997) finds
market orientation influences loyalty significantly. The study focuses on
commodity and specialty products, which include the chemical industry.
Fornell (1992) finds customer satisfaction has a positive relationship with
loyalty in general. In the B2B study of the USA market, Molinari et al. (2008)
find a positive relationship between satisfaction and repurchase (a loyalty
indicator). The research uses service companies as respondents, such as
international air transport companies, international shipping companies,
packaging companies, and trucking companies. Other researchers, such as
Patterson et al. (1997), Anderson and Sullivan (1993), and Anderson et al.
(1994), have examined satisfaction in correlation with repurchase behavior.
All these researchers find satisfaction influences loyalty positively. Oliver
(1999) describes the loyalty phase in detail and puts satisfaction in the second
phase of three necessary steps. After the trial and usage of a product or service,
at this phase, the customer will have satisfaction. This phase is called affective
loyalty; further commitment at a conative level is still needed to achieve
loyalty.

Moorman et al. (1992) define trust as a willingness to rely on an
exchange partner in whom one has confidence. This definition explains trust
from two different points of view: the first is from an affective approach which
is one party confidence to the other party; another words, it is about belief;
the second is from a behavioral intention view which is one party relying on
the other party. This definition spans from a traditional view of
trust that is a psychological approach (confidence feeling), but it also includes
a sociological side (willingness to rely on a partner). In the other empirical
study, Moorman et al. (1993) place a related argument with the above
definition that someone whose belief is to partner, but is unwilling to rely on
has limited trust. Someone who relies on a partner without a concomitant belief
may indicate power rather than trust. Moorman et al. (1992) explain trust with
two dimensions; cognitive trust means a rational view and a willingness to rely
on vendors based on competency and reliability, and affective trust which is a
more emotional point of view as a perception to the partner that motivates the
other to stay and keep the relationship. Since the B2B context is more rational
during vendor evaluation, Briggs and Grissafe (2010) explain that the cognitive
dimension of trust is more relevant than other dimensions. Wilson and
Jantrania (1993) view trust more from social aspects and describe trust as
perceptions of one party on another party's ability, expertise, knowledge, the
other party's motive and intentions.

Trust is a fundamental building block; most definitions of trust involve
a belief that one partner will act in the interests of the other partner (Wilson,
1995). In B2B global service, empirical study with respondents consists of the
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buyer of aviation component repair services among 42 countries. Doney et al.
(2007) found a positive relationship between trust and commitment. Ulaga and
Eggert (2006) describe trust as a key-mediating variable and a center to other
variables as commitment and satisfaction. The research finds that trust
influences commitment positively, and satisfaction influences trust positively.
Morgan and Hunt (1994) define trust as existing when one party has
confidence in an exchange partner's reliability and integrity. Moorman et al.
(1993) define trust as the willingness to rely on an exchange partner in whom
one has confidence. In the empirical business market study, Walter and Ritter
(2003) find that trust influences commitment positively. The hypothesis finds
a robust positive relationship in which increasing a customer's trust will
increase the customer's commitment. Holloway et al. (2009) find a positive
correlation between trust and commitment. In the study of the French industrial
sector, Akrout and Akrout (2007) found trust as a crucial role in maintaining
a relationship and consequently, profits. Mouzas et al. (2007) and Seppénen et
al. (2007) find trust as an essential factor in maintaining and building
relationship quality.

Relationship Quality

TRUST —> Commitment —— > Loyalty
Satisfaction =

Figure 2. Trust, satisfaction, and commitment are antecedents of loyalty

From past empirical studies of relationship marketing, the objective of
the study is to get customers' commitment and loyalty in the end. In the
empirical study of manufacturer and distributor relationship, Anderson and
Weitz (1992) find many benefits for both parties because of commitment. The
manufacturer gets market information access, distributor assists in launching
products, and even reduces distributor interest to promote a rival's product.
Furthermore, a distributor gets the privilege of desired products and exclusive
market coverage. Commitment plays a role as a driver to loyalty (Sheth and
Parvartiyar, 2002). Mummalaneni (1987) explains commitment as the critical
variable to decide to stay or leave from the relationship; in other words,
commitment as a driver of loyalty. With the population from the different
sectors such as chemical, machinery, and electric, Ulaga and Eggert (2006)
find the same proposition of commitment to be a stayer or a leaver in the midst
of the relationship. In the study, trust will have no direct influence on outcome
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behavior, but commitment. Trust influences the behavioral outcome in the end
through commitment, whether both parties even decide to expand the business
or terminate. With populations from different sectors such as food, textile,
electronic, paper, wood, and automotive, Gil-Saura et al. (2009) support the
concept, which is acommitment as an antecedent of loyalty. The research finds
commitment influences loyalty positively. Some researchers have studied
empirically about commitment; they find that commitment influences loyalty
positively, as Sheth and Parvartiyar (2002), Mummalaneni (1987), Berry and

Parasuraman (1991), Ulaga and Eggert (2006), Caceres and Paparoidamis

(2007), and Chenet et al. (2010). Commitment is the closest antecedent of

loyalty.

Different motivation encourages two types of commitments (Mathieu
and Zajac, 1990). These both types of commitment have a consistent belief in
the relationship but with a different approach.

d. Affective commitment: Buchanan (1974) describes an affective
commitment as one in which the company desires to continue the
relationship because he or she enjoys the relationship. Other researchers
depict it with a positive experience and a sense of loyalty and belonging
(Jaros et al., 1993).

e. Calculative commitment: This commitment drives to the relationship that
refers on a cost-benefit basis, and structural constraints that bind both
parties relationships. In essence, this calculative commitment has a
negative motivation; on the other hand affective commitment has a positive
motivation (Geyskens et al., 1996).

Gounaris (2005) finds the more significant the customer's affective
commitment in the relationship, and it will influence the customer to remain
the relationship. The opposite result comes up with calculative commitment
under the same hypothesesthat the more the customer's calculative
commitment in the relationship, the less the customer tends to remain in the
relationship. These hypotheses prove the positive and negative motivation
concepts of commitment. Referring to the relationship model proposed by
Gounaris (2005), trust and commitment are two important variables to keep
and uphold in orderto retain arelationship. Commitment influences
behavioral intentions positively in terms of investment and relationship
sustainability. Both of these intentions are indicators of loyalty. Gundlach et
al. (1995) find that commitment is to be related to loyalty, and it is the primary
variable of the relationship model.

Loyalty

Commitment is an essential ingredient of  successful
relationships, which leads to loyalty (Berry and Parasuraman, 1991). Sheth et
al. (2000) describe that there will be increasingly customer-centric marketing
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in this century, whereas the company was spending more time with the

customer with the end objective of gaining loyalty. In the definition of loyalty,

Oliver (1999) put the importance of commitment on repurchasing a preferred

product or service consistently. Repeat order is a critical indicator of loyalty.

Caceres and Paparoidamis (2007) find commitment has a strong influence on

loyalty and confirms commitment as an antecedent of loyalty, together with

trust and satisfaction. In the empirical B2B study, Chenet et al. (2010) find that
commitment positively influences loyalty. Cooper (1993) describes word of
mouth as an indicator of loyalty. East and Hammond (1996) explain in their
paper that a firm's products remain the best alternative to sustain the business
and to win loyalty. Oliver's (1999) framework describes loyalty steps as
follows: a cognitive sense, as the initial phase, followed by an affective sense,

a conative manner, and finally, a behavioral manner. The attitude development

structure is as described below.

- Cognitive loyalty: In the very early phase, customers purchase a product or
service based on brand belief only. This cognition refers to prior or vicarious
knowledge or experience-based information circulating within the market
and industry. At this phase, brand influences loyalty because of information.

- Affective loyalty: In the second phase, cumulative usage of the same
product or service develops customer satisfaction toward the brand. This
satisfaction reflects a pleasure dimension of the customer toward the brand.

- Conative loyalty: This is behavioral intention influenced by actual usage,
experience, and satisfaction toward the brand. By definition, conative
loyalty refers to a brand-specific commitment on the part of the customer to
repurchase. At this phase, a customer forms a commitment to keep using the
same product or service.

After proceeding through the first three phases, cognitive, affective,
and conative, the customer reaches a final phase of action called action loyalty.
This attitude development structure sees commitment as the antecedent of
action loyalty. Dick and Basu (1994), in their empirical study of customer
loyalty, describe four types of loyalty: the first is brand loyalty for frequently
purchased packaged goods, the second is store loyalty for retail establishments,
the third is service loyalty for service businesses, and the fourth is vendor
loyalty for industrial goods. Prior positive experience, perceived credibility,
and consistency are likely to influence a customer's confidence toward vendors
and enhance loyalty in the end. Referring to Oliver's framework of loyalty
steps, the cognitive and conative aspects are relevant to the industrial
relationship. The affective aspect is even a key determinant of repurchase
intention. After investigating customer-vendor relationships in industrial
products, Jackson (1987) finds loyalty often involves a commitment from both
parties. In other words, commitment is also an antecedent of loyalty in
industrial relations.
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Summary and Conclusion

Developing loyalty in the B2B context needs an understanding of
supported constructs. Since it is a B2B relationship that focuses on chemical
industries, a cognitive point of view becomes a necessary aspect. Chemical
industries have been trying to avoid commoditization and put more focus on
differentiation. From the tangible product itself, a point of differentiation
relates to either product features, performance, or cost from the customers'
point of view. This paper breaks down perceived quality into two dimensions:
tangible product and service, as a point of differentiation comes either from the
tangible product itself or the service, or even both. In the business market, the
buyer tends to be more logical and rational thinking during the decision
process, although positive previous experience with products or services also
influences emotions and affective factor. This study develops a framework and
connection among critical constructs, starting with perceived quality in terms
of product and service dimensions. Both of these influence relationship
quality, the content of trust, satisfaction, and commitment, and finally, all these
constructs are antecedents of loyalty.

Satisfaction is influenced positively by two independent constructs:
technical quality and functional quality. The technical quality for physical
product performance refers to product features and technical specifications in
the chemical industry. Meanwhile, functional quality corresponds to the
service performance of the product as a technical application, technical
consulting, flexible delivery, and lead time. Trust is the confidence level of
one party to the other’s ability, knowledge, and expertise. This opinion tends
to be a more cognitive aspect. From the affective point of view, trust considers
other party's motives and intentions. In the loyalty steps, commitment is
at the conative step by the final phase or action of loyalty. Vendor loyalty is
the end target of relationship marketing development, and cognitive and
affective aspects influence this construct. Hence satisfaction influences loyalty
through trust and commitment, or through commitment, or even directly
influences loyalty. The better performance of perceived quality, the higher
satisfaction level of customers, then the better possibility of satisfaction to earn
loyalty directly.

In business practice, such as the chemical industry, the industry
develops a marketing relationship program that focuses on key drivers, and all
antecedents contribute to customer loyalty. Purposely, to avoid
commoditization, the chemicals should be able to create value in both tangible
products and/or services with a point of differentiation. The cognitive,
affective, and conative aspects will evaluate customer responses. All
constructs that influence loyalty should be monitored and evaluated; hence,
the company can trace weaknesses within the relationship process and
purposely sustain its business in a very tight competition. From a more
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strategic point of view, management could put a relationship marketing
program in line with the company's annual target, strategy, or even vision in
the long-term.

References:

1.

10.

11.

12.

Akrout, H., & Akrout, W. (2007). Interpersonal Trust in BTB
Buyer/Supplier Relationship: An Empirical Study of French Industrial
Sector. 23rd IMP-conference in Manchester, UK.

Anderson, E., & Weitz, B. (1992). The use of pledges to build and
sustain commitment in distribution channels. Journal of Marketing
Research, 29(1),18-34.

Anderson, EW., & Sullivan, M.W. (1993). The antecedents and
consequences of customer satisfaction for firms. Marketing Science,
12(2),125-144.

Anderson, E.W., Fornell, C., & Lehmann, D.R. (1994). Customer
satisfaction, market share, and profitability: Findings from Sweden.
Journal of Marketing, 58(3),53-66.

Anderson, J.C., Narus, J.A., & van Rossum, W. (2006). Customer value
propositions in business markets. Harvard Business Review, 84(3), 91-
99.

Andersson, P., & Karlstrom, K. (2014). Factors influencing a
customer’s loyalty in B2B relationships. Halmstad University.

Anttila, V. (2013). Value creation through planned communication and
interaction in B2B relationships case: TDC Oy Finland [thesis].
Finland: Aalto University, School of Business

Athanasopoulou, P. (2009). Relationship quality: A critical literature
review and research agenda. European Journal of Marketing, 43(5/6),
583-610.

Bennett, R., & Barkensjo, A. (2005). Relationship quality, relationship
marketing, and client perceptions of the levels of service quality of
charitable organizations. International Journal of Service Industry
Management, 16(1), 81-106.

Berry, L.L., & Parasuraman, A. (1991). Marketing Services. New
York: Free Press.

Blut, M., Frennea, C. M., Mittal, V., & Mothersbaugh, D. L. (2015).
How procedural, financial and relational switching costs affect
customer satisfaction, repurchase intentions, and repurchase behavior:
A meta-analysis. International Journal of Research in Marketing,
32(2), 226-229.

Briggs, E., & Grisaffe, D. (2010). Service performance loyalty
intentions link in business-to-business context: The role of relational

186



187

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

exchange outcomes and customer characteristics. Journal of Service
Research, 13(1), 37-51.

Buchanan I, B. (1974). Building organizational commitment: The
socialization of managers in work organizations. Administrative
Science Quarterly, 19(4), 533-546.

Caceres, R.C., & Paparoidamis, N.G. (2007). Service quality,
relationship satisfaction, trust, commitment, and business-to-business
loyalty. European Journal of Marketing, 41(7/8), 836-867.

Chenet, P., Dagger, T.S., & O'Sullivan, D. (2010). Service quality,
trust, commitment, and service differentiation in business relationships.
Journal of Services Marketing, 24(5), 336-346.

Christopher, M., Payne, A., & Ballantyne, D. (2002). Relationship
Marketing: Creating Stakeholder Value. Woburn, MA: Butterworth-
Heinemann.

Cooper, R.G. (1993). Winning at New Products: Accelerating the
Process from Idea to Launch. 2nd edition. Reading, MA: Addison-
Wesley.

Dick, A.S., & Basu, K. (1994). Customer loyalty: Toward an integrated
conceptual framework. Journal of the Academy of Marketing Science,
22(2), 99-113.

Doney, P.M., Barry, J.M., & Abratt, R. (2007). Trust determinants and
outcomes in global B2B services. European Journal of Marketing,
41(9), 1096-1116.

East, R., & Hammond, K. (1996). The erosion of repeat-purchase
loyalty. Marketing Letters, 7(2), 163-171.

Fornell, C. (1992). A national customer satisfaction barometer: The
Swedish experience. Journal of Marketing, 56(1), 6-21.

Gale, B.T., & Buzzell, R.D. (1989). Market perceived quality: Key
strategic concept. Planning Review, 17(2), 6-48.

Garvin, D. A. (1987). Competing on the eight dimensions of quality.
Harvard Business Review, (November), 101-1009.

Geiger, 1., Durand, A., Saab, S., Kleinaltenkamp, M., Baxter, R., &
Lee, Y. (2012). The bonding effects of relationship value and switching
costs in industrial buyer-seller relationships: An investigation into role
differences. Industrial Marketing Management, 41(1), 82-93.
Geyskens, 1., Steenkamp, J.B.E.M., Scheer, L.K., & Kumar, N. (1996).
The effects of trust and interdependence on relationship commitment:
A trans-Atlantic study. International Journal of Research in
Marketing, 13(4), 303-317.

Gil-Saura, 1., Frasquet-Deltoro, M., & Cervera-Taulet, A. (2009). The
value of B2B relationships. Industrial Management & Data Systems,
109(5), 593-609.



27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

Gounaris, S.P. (2005). Trust and commitment influences on customer
retention: Insights from business-to-business services. Journal of
Business Research, 58(2), 126-140.

Gronroos, C. (1994). From marketing mix to relationship marketing:
Towards a paradigm shift in marketing. Management Decision, 32(2),
4-20.

Gronroos, C. (1997). Keynote paper: From marketing mix to
relationship marketing - towards a paradigm shift in marketing.
Management Decision, 35(4), 322-339.

Gronroos, C. (2004). The relationship marketing process:
Communication, interaction, dialogue, value. Journal of Business &
Industrial Marketing, 19(2), 99-113.

Gundlach, G.T., Achrol, R.S., & Mentzer, J.T. (1995). The structure of
commitment in exchange. Journal of Marketing, 59(1), 78-92.

Helfert, G., & Gemunden, H.G. (1998). Relationship Marketing Team
Design: A Powerful Predictor for Relationship Effectiveness. Institute
for the Study of Business Markets Report Series. The Pennsylvania
State University.

Hennig-Thurau, T. (2000). Relationship marketing success through
investments in customers. In Relationship Marketing, 127-146.
Springer, Berlin, Heidelberg.

Hewett, K.R., Money, B., & Sharma, S. (2002). An exploration of the
moderating role of buyer corporate culture in industrial buyer-seller
relationships. Journal of the Academy of Marketing Science, 30(3),
229-239.

Himanka, L. (2017). Relationship building in cross-cultural business-
to-business context [thesis]. Finland: University of Oulu.
Hjorth-Anderson, C. (1984). The concept of quality and the efficiency
of markets for consumer products. Journal of Consumer Research,
11(September), 708-718.

Holloway, B.B., Wang, S., & Beatty, S.E. (2009). Betrayal?
Relationship quality implications in service recovery. Journal of
Services Marketing, 23(6), 385-396.

Hong, S.C., & Goo, Y.J.J. (2004). A causal model of customer loyalty
in professional service firms: An empirical study. International
Journal of Management, 21(4), 531-540.

Jackson, B.B. (1985). Build customer relationships that last. Harvard
Business Review, 11, 120-128.

Jackson, B.B. (1987). Winning and Keeping Industrial Customers: The
Dynamics of Customer Relationships. Lexington, MA: Lexington
Books.

188



189

41.

42.

43.

44,

45.

46.

47.

48.

49.

50.

51.

52.

53.

54,

Jaros, S.J., Jermier, J.M., Koehler, JW., & Sincich, T. (1993). Effects
of continuance, affective, and moral commitment on the withdrawal
process: An evaluation of eight structural equation models. Academy of
Management Journal, 36(5), 951-995.

Jilcha, K. (2014). Impact of quality on global competitiveness in
chemical manufacturing industries [dissertation]. Ethiopia: Addis
Ababa Institute of Technology.

Johnson, D., & Grayson, K. (2005). Cognitive and affective trust in
service relationships. Journal of Business Research, 58(4), 500-507.
Joseph, M. S., & Unnikrishnan, A. (2016). Relationship bonding
strategies and customer retention: A study in business to business
context. IOSR Journal of Business and Management, 38—-44.

Kim, W.C., & Mauborgne, R. (2015). Red Ocean Traps. Harvard
Business Review, 3, 68-73.

Konhéuser, A. (2007). Understanding value in B2B buyer-seller
relationships: Do matching expectations improve relationship
strength? [thesis]. Auckland (NZ): Auckland University of
Technology.

Kotler, P. (1993). Manajemen pemasaran: Analisis, perencanaan,
implementasi, dan pengendalian. 6th edition. Jakarta: Penerbit
Erlangga.

KPMG-Nunwood. (2017). B2B Customer Experience: Winning in the
Moments that Matter.

Lam, S.Y., Shankar, V., Erramilli, M.K., & Murthy, B. (2004).
Customer value, satisfaction, loyalty, and switching costs: An
illustration from a business-to-business service context. Journal of the
Academy of Marketing Science, 32(3), 293-311.

Levitt, T. (1980). Marketing success through differentiation-of
anything. Harvard Business Review, 1, 83-91.

Li, C.Y. (2015). Switching barriers and customer retention: Why
customer dissatisfied with online service recovery remain loyal.
Journal of Service Theory and Practice, 25(4), 370-393.

Lovelock, C.H. (1983). Classifying services to gain strategic marketing
insight. Journal of Marketing, 47(3), 9-20.

Mathieu, J.E., & Zajac, D.M. (1990). A review and meta-analysis of
the antecedents, correlates, and consequences of organizational
commitment. Psychological Bulletin, 108(2), 171-194.

Molinari, L.K., Abratt, R., & Dion, P. (2008). Satisfaction, quality and
value, and effects on repurchase and positive word-of-mouth
behavioral intentions in a B2B services context. Journal of Services
Marketing, 22(5), 363-373.



55.

56.

57.

58.

59.

60.

61.

62.

63.

64.

65.

66.

67.

68.

Moorman, C., Zaltman, G., & Deshpande, R. (1992). Relationship
between providers and users of market research: The dynamics of trust
within and between organizations. Journal of Marketing Research,
29(3), 314-328.

Moorman, C., Deshpande, R., & Zaltman, G. (1993). Factors affecting
trust in market research relationships. Journal of Marketing,
57(January), 81-101.

Monroe, K.B., & Krishnan, R. (1985). The effect of price on subjective
product evaluations. Perceived Quality, 1(1), 209-232.

Morgan, R., & Hunt, S. (1994). The commitment-trust theory of
relationship marketing. Journal of Marketing, 58(3), 20-38.

Mouzas, S., Henneberg, S., & Naudé¢, P. (2007). Trust and reliance in
business relationships. European Journal of Marketing, 41(9/10),
1016-1032.

Mummalaneni, V. (1987). The Influence of a Close Personal
Relationship between the Buyer and the Seller on the Continued
Stability of Their Role Relationship [dissertation]. Pennsylvania
(USA): The Pennsylvania State University.

Oliver, R.L. (1999). Whence consumer loyalty? Journal of Marketing,
63(special issue), 33-44.

Parasuraman, A.P., Zeithaml, V., & Berry, L. (1985). A conceptual
model of service quality and its implication for future research
(SERVQUAL). The Journal of Marketing, 49(4), 41-50.

Patterson, P.G., Johnson, L.W., & Spreng, R.A. (1997). Modelling the
determinants of customer satisfaction for business-to-business
professional services. Journal of the Academy of Marketing Science,
25(1), 4-17.

Paulssen, M., & Roulet, R. (2017). Social bonding as a determinant of
share of wallet and cross-buying behaviour in B2B relationships.
European Journal of Marketing, 51(5/6), 1011-1028.

Pelham, A.M. (1997). Mediating influences on the relationship
between market orientation and profitability in small industrial firms.
Journal of Marketing Theory and Practice, 5(3), 55-76.

Pine Il, B.J., Peppers, D., & Rogers, M. (1995). Do you want to keep
your customers forever? Harvard Business Review, 73(2), 103-113.
Quareshi, T. K. (2017). Understanding consumer perception of price-
quality-value relationship. International Journal of Advance Research,
Ideas and Innovations in Technology, 3(1), 913-919.

Rauyruen, P., & Miller, K.E. (2007). Relationship quality as a predictor
of B2B customer loyalty. Journal of Business Research, 60(1), 21-31.

190



191

69.

70.

71.

72.

73.

74.

75.

76.

77.

78.

79.

80.

81.

Rey, T. (2008). How the Dow Chemical Company Retains and Satisfies
Customers. The Premier Business Leadership Series. London,
England.

Reichheld, F.F., & Sasser Jr., W.E. (1990). Zero defections: Quality
comes to services. Harvard Business Review, 65(5), 105-111.

Saling, P., Kicherer, A., Dittrich-Kramer, B., Wittlinger, R., Zombik,
W., Schmidt, I., Schrott, W., & Schmidt, S. (2002). Eco-efficiency
analysis by BASF: The method. The International Journal of Life Cycle
Assessment, 7(4), 203-218.

Schoefer, K., & Diamantopoulos, A. (2009). A typology of consumers'
emotional response styles during service recovery encounters. British
Journal of Management, 20(3), 292-308.

Schmidt, 1., Meurer, M., Saling, P., Kicherer, A., Reuter, W., &
Gensch, C. O. (2004). Managing sustainability of products and
processes with the socio-eco-efficiency analysis by BASF. Greener
Management International, 45, 79-94.

Schurr, P.H., & Ozanne, J.L. (1985). Influence on exchange processes:
Buyers' preconceptions of a seller's trustworthiness and bargaining
toughness. Journal of Consumer Research, 11(4), 939-953.
Segarra-Moliner, J.R., Moliner-Tena, M.A., & Sanchez-Garcia, J.
(2013). Relationship quality in business to business: A cross-cultural
perspective from universities. Marketing Intelligence & Planning,
31(3), 196-215.

Seppinen, R., Blomgqvist, K., & Sundqvist, S. (2007). Measuring inter-
organizational trust - a critical review of the empirical research in 1990-
2003. Industrial Marketing Management, 36(2), 249-265.

Sheth, J.N., Sisodia, R.S., & Sharma, A. (2000). The antecedents and
consequences of customer-centric marketing. Journal of the Academy
of Marketing Science, 28(1), 55-66.

Sheth, J.N., & Parvatiyar, A. (2002). Evolving relationship marketing
into a discipline. Journal of Relationship Marketing, 1(1), 3-16.
Stone-Romero, E. F., Stone, D. L., & Grewal, D. (1997). Development
of a multidimensional measure of perceived product quality. Journal of
Quality Management, 2(1), 87-111.

Takamura, K., Lok, K. P., & Wittlinger, R. (2001). Microsurfacing for
preventive maintenance: Eco-efficient strategy. In International Slurry
Seal Association Annual Meeting, Maui, Hawaii, 64—72.

Turnbull, P.W., & Moustakatos, T. (1996). Marketing and investment
banking Il: Relationships and competitive advantage. International
Journal of Bank Marketing, 14(2), 38-49.



82.

83.

84.

85.

86.

87.

88.

89.

Ulaga, W., & Eggert, A. (2006). Relationship value and relationship
quality: Broadening the nomological network of business-to-business
relationships. European Journal of Marketing, 40(3/4), 311-327.
Walter, A., Mueller, T.A., & Helfert, G. (2000). The impact of
satisfaction, trust, and relationship value on commitment: Theoretical
considerations and empirical results. In IMP Conference Proceedings,
07-09. United Kingdom: Bath.

Walter, A., & Ritter, T. (2003). The influence of adaptations, trust, and
commitment on value-creating functions of customer relationships.
Journal of Business & Industrial Marketing, 18(4/5), 353-365.
Webster Jr., F.E., & Wind, Y. (1972). A general model for
understanding organizational buying behavior. Journal of Marketing,
36(2), 12-19.

Webster Jr., F.E., & Wind, Y. (1996). A general model for
understanding  organizational ~ buying  behavior. = Marketing
Management, 4(4), 52-59.

Wilson, D.T., & Jantrania, S. (1993). Understanding the value of a
relationship. Asia-Australia Marketing Journal, 2(1), 55-66.

Wilson, D.T. (1995). An integrated model of buyer-seller relationships.
Journal of the Academy of Marketing Science, 23(4), 335-345.
Yanamandram, V., & White, L. (2006). Switching barriers in business-
to-business services: A qualitative study. International Journal of
Service Industry Management, 17(2), 158-192.

192



