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RESUMEN

Mientras la humanidad sigue unida para desterrar los ultimos rezagos de la pandemia
del COVID-19, las empresas redefinen sus estrategias para recuperar la confianza de
sus clientes. (Como lograrlo? La investigacion Gestion de Relaciones con Clientes
(CRM) y lealtad actitudinal enfocada como estrategia de negocio muestra el camino
sequro a partir de la co-creacion de experiencias de valor en las interacciones
empresa—cliente. El fin altimo de esta publicacion es promover nuevas formas de
gestion empresarial a través de la aceleracidn y transferencia de sistemas tecnologicos
en las pymes, elemento clave en su reactivacion. La Metodologia utilizada, a través
de una investigacion de nivel causal explicativo, con disefio no experimental y de corte
transversal, permitio que el modelo de Regresion Logistica Ordinal estimara la
probabilidad de ocurrencia de la lealtad actitudinal a partir de los componentes del
CRM. A su vez, se presenta resultados estadisticos reveladores de un cuestionario
aplicado a 385 clientes (turistas extranjeros) del sector hotelero en Cusco, a finales
del 2019. Se concluye que las pymes hoteleras tienen severas dificultades para retener
y fidelizar clientes debido a barreras externas ligadas a politicas ptiblicas e internas
como disenos organizacionales no funcional asi como el desconocimiento del CRM
como estrategia de negocio, Esta obra cierra con broche de oro presentando una Guia
practica de 5 pasos para la implementacion del CRM a fin de poner en marcha
programas de lealtad sostenibles en el tiempo que contribuira con la reactivacion de
las pymes en un momento clave para su evolucion.
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ABTRACT

As humanity continues to unite to banish the last remnants of the COVID-19 pandemic,
companies are redefining their strategies to regain the trust of their customers. How to achieve
it? The research on Customer Relationship Management (CRM) and attitudinal loyalty focused
as a business strategy shows the safe path from the co-creation of value experiences in
company-customer interactions. The ultimate goal of this publication is to promote new forms
of business management through the acceleration and transfer of technological systems in
SMEs, a key element in their reactivation. The Methodology used, through an explanatory
causal level investigation, with a non-experimental and cross-sectional design, allowed the
Ordinal Logistic Regression model to estimate the probability of occurrence of attitudinal
loyalty from the CRM components. In turn, revealing statistical results of a questionnaire
applied to 385 clients (foreign tourists) of the hotel sector in Cusco, at the end of 2019, are
presented. It is concluded that hotel SMEs have severe difficulties in retaining and retaining
clients due to external barriers linked to public and internal policies such as non-functional
organizational designs as well as ignorance of CRM as a business strateqy, This work closes
with a flourish by presenting a 5-step practical quide for the implementation of CRM in order
to launch sustainable loyalty programs in time that will contribute to the reactivation of SMEs
at a key moment in their evolution.
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