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RESUMEN

La investigacion de la presente tesis tiene como objetivo principal establecer la relacion
de la capacitacion del personal operativo y la calidad de atencion al cliente en una cadena de
pollerias en Lima y Callao.

Hoy en dia en toda empresa el aspecto mas relevante se establece en la capacitacion del
personal o recursos humanos ya que se refleja en los buenos resultados que obtienen las
empresas y ser mucho mas competitivos en el mercado, dado que la competitividad es un factor
fundamenta e indispensable para subsistir en el mercado, ya que la capacitacion es la clave para
mantener e impulsar una mejora continua.

Para el desarrollo de la presente tesis, se basé en todo el personal y clientes de la cadena
de pollerias Entre Lefia & Sabor ubicadas en Lima y Callao donde tomamos como muestra 378
clientes de los diferentes locales de la empresa, donde mostraron sus expectativas en el
cuestionario que se les presentd, dicha informacion ha sido procesada a nivel estadistico al 95%
de confianza y 5% de margen de error, mediante el coeficiente de correlacion de spearman.

Al término de la tesis, se pudo concluir que las empresas necesitan tener una politica de
capacitacion del personal la cual se relaciona significativamente con la competitividad y la

calidad de atencion que brindan estos establecimientos.

Palabras Clave: Calidad, Capacitacion, Satisfaccion al Cliente, politicas de

Capacitacion.
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ABSTRACT

The research of this thesis has as its main objective to establish the relationship
between the training of operational personnel and the quality of customer service in a chain of
chicken shops in Lima and Callao.

Nowadays, in every company, the most relevant aspect is established in the training
of personnel or human resources, since it is reflected in the good results obtained by companies
and in being much more competitive in the market, since competitiveness is a fundamental and
evaluative factor. essential to survive in the market, since training is the key to maintaining and
promoting continuous improvement.

For the development of this thesis, it was based on all the staff and customers of the
Entre Lefia & Sabor chicken chain, located in Lima and Callao, where we sampled 378
customers from the different company locations, where they showed their expectations in the
questionnaire that was presented to them, said information has been processed at a statistical
level of 95% confidence and 5% margin of error, using the Spearman correlation coefficient.

At the end of the thesis, it was possible to conclude that companies need to have a staff
training policy which is significantly related to the competitiveness and quality of care provided

by these establishments.

Keywords: Quality, Training, Customer Satisfaction, Training policies.
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