























ABSTRACT

The study “The management of customer service quality and its impact on
profitability in glassmaking company Mar de Cristal. Tarapoto 2012 ", aims at
assessing the quality management and customer service affects profitability in
that company, for management level of customer service quality and customer
perception towards the company; thus having five dimensions: responsiveness,
reliability, security, tangibles and empathy important in research which allowed
and / or facilitated the description of  the problems.
The research questionnaire was used Servqual method adapted to find the
quality of care perceived by customers of glassmaking Mar de Cristal and depth
interview the manager of the company for information about the deficiencies.
Research was also used internally (within the company) where he performed
audit testing, audit procedures, checklists for each dimension.

The most significant deficiencies in the work are responsiveness and reliability
since in these dimensions was obtained economic losses by not making the
veins that were agreed with the company.

The appreciation of the management of customer service quality shows that
quality is important for companies that sell services and they do not provide
quality service that could directly affect the profitability of the company.
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