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Resumen

El presente trabajo de investigacion, tiene como objetivo determinar la relacion que
existe entre marketing relacional y fidelizacion de clientes en la empresa
Worldwide Logistics Company S.A.C Distrito Bellavista—Callao 2018. Se
utilizaron los fundamentos tedricos de Rosendo y Laguna para marketing relacional
y Juan Alcaide para fidelizacion de clientes.

La investigacion se realiz6 bajo el diseio no experimental, descriptivo
correlacional, porque se determind la relacion entre las variables de estudio, bajo el
soporte del método hipotético deductivo (enfogque cuantitativo), la poblacion de
estudio estuvo conformada por 30 clientes de la empresa, la muestra fue censal. La
recopilacion de los datos se utilizd la técnica de la encuesta tipo Likert; los
cuestionarios fueron validados por los expertos de la UCV. El procesamiento de
datos se realizé con el programa estadistico SPSS23, donde se obtuvo un Alfa de
Cronbach de 0.845, para la variable marketing relacional y 0.873, para la variable
fidelizacion de clientes; para la prueba de hipotesis de la investigacion se uso la
correlaciéon de Spearman donde se obtuvo como resultado Rho=0.810, con un Sig.
Bilateral de 0.000, que nos permitié concluir que existe relacién entre marketing
relacional y fidelizacion de clientes de la empresa Worldwide Logistics Company
S.A.C Distrito Bellavista—Callao 2018.

Palabras claves: Marketing relacional, fidelizacion, clientes.
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Abstract

The objective of this research work is to determine the relationship between
relationship marketing and customer loyalty in the company Worldwide Logistics
Company SAC Bellavista-Callao District 2018. The theoretical foundations of
Rosendo and Laguna were used for relational marketing and Juan Alcaide for
customer loyalty.

The research was carried out under the non-experimental, correlational descriptive
design, because the relationship between the study variables was determined, under
the hypothetical deductive method (quantitative approach), the study population
consisted of 30 clients of the company, the sample was census. The collection of
the data was used the Likert survey technique; the questionnaires were validated by
the experts of the UCV. The data processing was carried out with the statistical
program SPSS23, where a Cronbach's alpha of 0.845 was obtained, for the
relational marketing variable and 0.873, for the customer loyalty variable; for the
hypothesis test of the investigation, the Spearman correlation was used, where Rho
was obtained as a result = 0.810, with a Bilateral Sig of 0.000, which allowed us to
conclude that relationship exists between relationship marketing and customer
loyalty of the company Worldwide Logistics Company SAC District Bellavista-
Callao 2018.

Keywords: Relationship marketing, loyalty, customers.



