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RESUMEN

La tesis tuvo como objetivo principal determinar la relacion ventaja competitiva y
fidelizacion de clientes en la ferreteria Martel Vargas S.A.C., Villa Maria del
Triunfo,2020. La investigacion se bas6 en las teorias de ventaja competitiva y
fidelizacion de clientes.

Metodolégicamente la investigacion comprende un enfoque cuantitativo de tipo
hipotético deductivo, de nivel descriptivo correlacional con disefio no experimental
de corte transversal. Se tuvo una muestra censal a 50 clientes de la ferreteria Martel
Vargas S.A.C., la cual para la recoleccién de datos se aplicé una encuesta de
preguntas, nuestro muestreo es de método probabilistico, utilizando la técnica de
muestreo aleatorio, de nivel descriptivo correlacional con disefio no experimental
de corte transversal. Los datos fueron procesados con el programa SPSS Statistics
V.24.

Por medio del coeficiente de correlacién Rho Spearman se obtiene un valor de
0,856 asumiendo el significado de una relacion alta entre la variable ventaja
competitiva y la variable de fidelizacion de clientes de acuerdo al coeficiente con un
porcentaje de 73.27%. por consiguiente, la hipétesis general de la investigacion ha
guedado demostrada que existe relacidon entre ventaja competitiva y fidelizacién de

clientes.

Palabras claves: Ventaja competitiva, Fidelizacion de clientes y comunicacion



ABSTRACT
The main objective of the thesis was to determine the relationship between
competitive advantage and customer loyalty in the hardware store Martel Vargas
S.A.C., Villa Maria del Triunfo, 2020. The research was based on the theories of
competitive advantage and customer loyalty.

Methodologically the research comprises a hypothetical deductive quantitative
approach, descriptive correlational level with a non-experimental cross-sectional
design. There was a census sample of 50 clients of the Martel Vargas SAC
hardware store, which for data collection a question survey was applied, our
sampling is probabilistic method, using the random sampling technique, descriptive
level correlational with non-design. experimental cross section. The data were
processed with the SPSS Statistics V.24 program

Through the Rho Spearman correlation coefficient, a value of 0.856 is
obtained, assuming the meaning of a high relationship between the competitive
advantage variable and the customer loyalty variable according to the coefficient
with a percentage of 73.27%. Consequently, the general hypothesis of the
investigation has been demonstrated that there is a relationship between

competitive advantage and customer loyalty.
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