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ABSTRACT 

The Relationship Marketing(RM) is conceived as an accepted model towards the execution of business 

dealings and building long term relationships between suppliers and customers. Marketing is no longer 

viewed as developing, selling and delivering products(Buttle 1999) but rather a foundation for 

strategic insight, as a conduit for accessing superior performance. The RM approach continues to 

receive prominence in the fierce competitive landscape business environment in the service sector. In 

the search for the validation of the inferences of the RM approach professed as a necessary  ingredient 

for business strategic and competitive advantage, this research explores the critical evaluation of the 

RM  approach to competitive  advantage in the  commercial baking industry in Rwanda . The 

competitive advantage orientation  augmenting this research is based on competitive positioning 

approach of Porter (1980)generic strategy framework and value chain analysis. In scope wise, the 

research takes an assessment of the RM approach practices in the Commercial Bank of Rwanda and 

whether it leads to competitive advantage. The findings concluded that the Commercial Bank of 

Rwanda exhibited full implementation of the RM approach best practices and the concept is well 

entrenched in the banks processes, systems and procedures.  The research applied illustrative examples 

based on multiple data sources with semi-structured interview and self-administered questionnaire as 

the credible techniques for data collection. It was concluded that the Commercial Bank of Rwanda 

structure, systems, procedure and culture encouraged the RM approach that enable the Commercial 

Bank of Rwanda to access cost advantages resulting  from the  optimization and co-ordination of 

linkages in the value chain. The competitive advantage position that the commercial Bank of Rwanda 

holds and drives from the RM approach implementation is temporarily at its best.   

 


