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RESUMEN

La presion de la competencia, ia oferta insatisfecha, los estandares que miden calidad u
otras caracteristicas; exigen que las empresas se actualicen y mejoren cada vez mas rapido,
para cumplir con las expectativas que se generan y no quedarse atras. Una de la areas que
se ve afectada por este desarrollo y crecimiento constante es la de Logistica, que se basa
fundamentalmente en administrar el abastecimiento de la misma, en otras palabras realizar
una gestidon de compras, con la finalidad de cumplir con los objetivos que les impone la

empresa y que muchos de ellos tiene que ver con la Calidad de Servicio que esta area tiene.

La investigacion tiene como objetivo principal determinar la relacion entre la Gestion y la
Calidad de Servicio que brinda el area de Compras de la Empresa Tableros Peruanos S.A.
en el ano 2012. Investigacion descriptiva de diseio NO EXPERIMENTAL: TRANSVERSAL
realizando 31 encuestas a proveedores y 26 a trabajadores de la empresa, ademas se
realizé una descripcion de la realidad del area que pemitid evaluar tanto la Gestion del area
de compras de Tableros Peruanos, asi como la Calidad de Servicio del area de compras;
para que finalmente se pueda establecer una propuesta que permita el desarrollo eficiente
de las funciones que corresponden a dicha area. Teniendo como resultado que existe una
relacion entre la Gestion y Calidad de Servicio, ya que podemos observar que tanto para los
clientes Intemos, como para los proveedores la gestion realizada es Regular (con 22 puntos
frente a 38), y que por el mismo tiempo la calidad de servicio es Regular (con 12 puntos

frente a 18]), asi lo afirma el 73% de los clientes intemos y 84% de los proveedores.

Palabras Clave: Palabras Clave: Gestion, Calidad de Servicio, Logistica.
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ABSTRACT

The competition, supply unsatisfied, the standards that measure quality and other features;
they require that the companies will update and improve each time faster, to comply with the

expectations that are generated and must not be left behind.

One of the areas that are affected by this development and steady growth is the logistics,
which is based primarily on managing the supply of the same, in other words make a
purchasing management, with the purpose of pursuing the goals that imposed on them by the

company and that many of them has to do with the quality of service that this area ha

The main research aims to determine the relationship between management and the quality
of service that provides the shopping area of the Peruvian company boards S. A. in 2012. It
used a non-experimental design: TRANSVERSE - DESCRIPTIVE, carrying out surveys to 31
suppliers and 26 workers of the company, in addition there was a description of the reality of
the area that allowed us to evaluate both the management of the shopping area of Peruvian
panels, as well as the quality of service of the shopping area; for which can finally establish a
proposal which would allow the efficient development of the functions that correspond to the
area. Also it was determined that there are problems in the management in the area of
shopping but that are not caused by factors such as leadership or communication; but that lie
in the planning of the program of purchases, causing that there is dissatisfaction with the
delay in the arrival of the orders. The management is carried out regular (with 22 points vs.
38), and that for the same time the quality of service is regular (with 12 points vs. 18] ), so

says 73% of intemal customers and 84% of the suppliers

Keywords: Management, Quality of Service, Logistics





