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RESUMEN

La presente investigacion aborda la relacidon entre la gestion de clientes y la
fidelizacion en las micro y pequefias empresas (mype) tecnolégicas de Lima
Metropolitana. El problema principal que se pretende resolver es determinar como
las practicas de gestion de clientes pueden influir en la lealtad y retencion de los
mMismos en un sector caracterizado por su dinamismo y alta competencia. El
objetivo general es identificar la relacion existente entre la gestion de clientes y la

fidelizacion de sus clientes en las mype tecnolégicas de Lima Metropolitana.

La metodologia empleada es de enfoque cuantitativo con un disefio no
experimental transversal. Se utilizé6 una encuesta con un cuestionario basado en
escala Likert para recolectar datos, los cuales fueron analizados mediante el
modelo de ecuaciones estructurales con minimos cuadrados parciales (PLS-SEM).
Este analisis permitio examinar las relaciones causales entre las variables latentes
y observables, proporcionando una comprension profunda de las dinamicas de

gestion de clientes y fidelizacion.

Los principales resultados indican que existe una relacién positiva y
significativa entre la gestion de clientes y la fidelizacion. Se identificé que el modelo
de gestion de clientes, la tecnologia CRM y las estrategias CRM son factores clave
qgue contribuyen a la fidelizacién. Ademas, la satisfaccién del cliente se confirmé
como un mediador importante en esta relacion.

Palabras clave: gestidn de clientes, fidelizacién, mype tecnoldgicas, PLS-SEM,

satisfaccion del cliente.
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ABSTRACT

This research addresses the relationship between customer management
and loyalty in micro and small technological enterprises (mype) in Lima
Metropolitana. The main problem it aims to solve is to determine how customer
management practices can influence customer loyalty and retention in a sector
characterized by its dynamism and high competition. The general objective is to
identify the existing relationship between customer management and customer

loyalty in technological mype in Lima Metropolitana.

The methodology employed is a quantitative approach with a non-
experimental cross-sectional design. A survey with a Likert scale-based
questionnaire was used to collect data, which was analyzed using the Partial Least
Squares Structural Equation Modeling (PLS-SEM) technigue. This analysis allowed
the examination of causal relationships between latent and observable variables,
providing a deep understanding of the dynamics of customer management and

loyalty.

The main results indicate that there is a positive and significant relationship
between customer management and loyalty. It was identified that the customer
management model, CRM technology, and CRM strategies are key factors
contributing to loyalty. Additionally, customer satisfaction was confirmed as an

important mediator in this relationship.

Keywords: customer management, loyalty, technological mype, PLS-SEM,

customer satisfaction.
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