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RESUMEN

La tesis de investigacion tuvo como objetivo general determinar la influencia de
la motivacion del personal en la calidad del servicio al cliente en las empresas
de articulos religiosos de Lima — 2016, el cual se cumpli6. Es un estudio
cualitativo de nivel descriptivo y de tipo aplicada. Se evaluaron tres aspectos de
la variable motivacion del personal: recompensa al personal, satisfaccion laboral
y comunicacion; en la variable calidad del servicio al cliente: cultura del servicio,
servicio y satisfaccion del cliente. El disefio de la investigacion es no
experimental de corte transversal. Para la medicion de la variable se empleo la
técnica del interrogatorio a través de dos encuestas para las dos variables
teniendo como instrumento un formulario de preguntas cerradas de alternativas
politmicas. El procedimiento estadistico de los datos se realiz6 por medio del
Programa Estadistico SPSS version 22. Se trabajé con una poblacion de 25
colaboradores asi mismo se demostré0 las hipotesis planteadas como

verdaderas.

Palabras claves: Motivacion laboral, Calidad del servicio al cliente.



ABSTRACT

The main objective of the research thesis was to determine the influence of staff
motivation on the quality of customer service in the religious articles companies
of Lima - 2016, which was fulfilled. It is a qualitative study of descriptive level that
is characterized by being applied. Three aspects of the variable motivation of the
personnel will be evaluated: reward to the personnel, job satisfaction and
communication; In the variable quality of customer service: service culture,
service and customer satisfaction. The research design is non-experimental
cross-sectional. For the measurement of the variable, the interrogation technique
was used through two surveys for the two variables, having as form a closed
guestions form of polytomic alternatives. The statistical procedure of the data was
performed through the statistical program SPSS version 22. We worked with a

population of 25 collaborators and the hypothesis was shown as true.

Key words: Job motivation, Quality of customer service.





