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RESUMEN

El campo de las telecomunicaciones es uno de los mercados mas competitivos tanto en
Pert como en el mundo entero. En el pais existen compafiias que le brindan a las pequefias
empresas el servicio de telefonia IP que consiste en tener una red de comunicacion interna
moderna a bajo costo a través del internet. Para obtener una ventaja competitiva estas
compafiias buscan fidelizar clientes, el problema es que la mayoria no logra hacerlo de
forma correcta o eficiente, o por otro lado no entienden dénde deben centrar sus recursos
econdémicos y estratégicos. Se buscé determinar la relacion entre la calidad de servicio
(CS) y fidelizacion de clientes (FC) en una empresa de servicios de telefonia IP. Enfoque
cuantitativo, tipo aplicado, nivel descriptivo-correlacional, disefio no experimental.
Muestra censal 100 clientes de la empresa Comunicate facil S.A.C - Lima, evaluados
mediante dos cuestionarios y con un nivel de fiabilidad determinado por el Alfa de
Cronbach de (0.973) para la CSy (0,977) para la variable FC. Segun los resultados existe
una relacion significativa y positiva entre las variables, obteniendo una Rho de Spearman
0.768 con un p-valor de 0.000 (p<0.05). Finalmente, los intentos fallidos de la empresa
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de telefonia IP por fidelizar clientes, responden directamente al paupérrimo desarrollo en
las respectivas areas de calidad de servicio, siendo importante fortalecer los equipos con
una mejor capacitacion, realizar ajustes en sus procesos logisticos e invertir mas en el
servicio ofrecido a los clientes.

Palabras clave: calidad de servicio, fidelizacion del cliente, satisfaccion de clientes,

Telefonia IP.

ABSTRACT

The Telecommunications field is one of the most competitive markets both in Peru and
in the whole world. In the country there are companies who provide to small enterprises
the IP Telephony service which consists of having a modern internal communication
network at a low cost through Internet. To get a competitive advantage these companies
looking build customer loyalty, the drawback is that the majority don’t do it in an efficient
or right way, on the other hand they don’t understand where they should focus their
economic and strategic resources. This article had as objective to define the relationship
between Quality of service and Customer Loyalty in an IP Telephony service company.
Their focusing is quantitative, applied type, descriptive-correlational level, and not-
experimental design. The sample was census made up of 100 clients from the company
Comunicate facil S.A.C — Lima, evaluated by two questionnaires with a reliability level
determined for Cronbach’s alpha of (0.973) for QS and (0,977) for la variable CL.
According to the results there is a significant and positive relationship between variables,
it was obtained a Spearman's Rho of 0.768 with an p-value of 0.000 (p<0.05). Finally it’s
concluded that the failed tries from the IP Telephony company in built customer loyalty
responds directly to the poor development to the respective fields of quality of service, it
Is very important to strengthen the teams with a better capacitation, perform adjusts in
logistic process and to invest more in the product offered to customers.

Keywords: quality of service, customer loyalty, customer satisfaction, IP telephony.
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