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RESUMEN

La presente investigacion tuvo como objetivo determinar la relacion que existe entre
calidad de servicio y lealtad de los clientes del centro recreacional Las Gambusinas,
Santa Eulalia, 2017. Se utilizé el enfoque cuantitativo, nivel descriptivo correlacional
y de tipo aplicada, ya que se llevo a cabo el estudio al campo. Asi mismo, se
encontré una poblacion de 400 personas al mes que adquirian el servicio,
reduciendo su cantidad por una muestra de 197 clientes al mes. Se utilizo la
herramienta estadistica Spss teniendo como estadistico a la correlacion de
Spearman, obteniendo el resultado de correlacion positiva muy alta (Rho=,998), y
las dimensiones. Se determind que si existe relacion entre calidad de servicio y

lealtad de los clientes del centro recreacional.

Palabras clave: calidad de servicio, lealtad.

Vi



ABSTRACT

The objective of the present investigation was to determine the relationship between
quality of service and customer loyalty of the recreational center Las Gambusinas,
Santa Eulalia, 2017. The quantitative approach, correlational descriptive level and
applied type was used, since it was carried out out the study to the field. Likewise,
a population of 400 people per month who purchased the service was found,
reducing its quantity by a sample of 197 customers per month. The statistical tool
Spss was used, having as a statistic the Spearman correlation, obtaining the result
of very high positive correlation (Rho =, 998), and the dimensions. It was determined
that there is a relationship between quality of service and loyalty of the clients of the

recreational center.

Key words: quality of service, loyalty.
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