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RESUMEN

Dentro del contexto de la existencia de los negocios, la relacion de las empresas y los
clientes juegan un papel importante para su mantenimiento en los mercados. Es por ello,
se considerd al objetivo general: determinar la relacion entre marketing relacional y
fidelizacion de clientes en una empresa importadora y comercializadora de suministros
para publicidad (Lima-Per(), 2022. Asimismo, 100 clientes conformaron la cantidad de
participantes, estos fueron seleccionados por medio de un muestreo no probabilistico por
juicio. En relacién con la metodologia esta se condujo por el enfoque cuantitativo y disefio
correlacional descriptivo. Para la recoleccion de datos se utilizo un cuestionario bajo el
formato de la escala de Likert, cuyos datos fueron sometidos al andlisis psicométrico,
dando resultados positivos en la validez y confiabilidad a través del estadistico Alfa de
Cronbach. Luego del procesamiento de datos, en la contrastacion de hipotesis se concluyo
que, existe una relacion directa y significativa con un coeficiente de correlacion (r=0,588)
entre marketing relacional y fidelizacion de clientes en una empresa importadora y
comercializadora de suministros para publicidad (Lima-Peru), 2022.

Palabras claves: marketing relacional, fidelizacion, confianza, compromiso,
satisfaccion.

Linea tematica: Marketing

Clasificacion JEL: M30, M31
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ABSTRACT

Within the context of the existence of businesses, the relationship between companies and
customers play an important role for their maintenance in the markets. For this reason,
the general objective was considered: to determine the relationship between relationship
marketing and customer loyalty in a company that imports and sells advertising supplies
(Lima-Peru), 2022. Likewise, 100 customers made up the number of participants, these
were selected by means of a non-probability sampling for judgment. In relation to the
methodology, this was conducted by the quantitative approach and descriptive
correlational design. For data collection, a questionnaire was used in the Likert scale
format, whose data were subjected to psychometric analysis, giving positive results in
validity and reliability through the Cronbach's Alpha statistic. After data processing, in
the contrasting of hypotheses it was concluded that there is a direct and significant
relationship with a correlation coefficient (r=0.588) between relationship marketing and
customer loyalty in a company that imports and sells advertising supplies (Lima -Peru),
2022,

Keywords: relational marketing, loyalty, trust, commitment, satisfaction.
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