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RESUMEN

La investigacion denominada ‘“Caracterizacion de la competitividad y
atencion al cliente de las MYPE rubro restaurante ubicados en el distrito de Catacaos,
Piura, afio 2018”, el objetivo general es: determinar las caracteristicas que tiene la
competitividad y atencion al cliente rubro restaurantes ubicados en el distrito de
Catacaos, Piura, afio 2018. El tipo de metodologia empleada es descriptiva, nivel
cuantitativo y su disefio no experimental, de corte transversal. En la recoleccion de
informacién se tuvo cuatro MYPESs objeto de investigacion del sector restaurantes.
La poblacion fue infinita, el tamafio maestral de 384 clientes, a quienes se les aplicd
16 preguntas, la técnica usada fue la encuesta y el instrumento el cuestionario. Siendo
sus principales resultados: respecto a la variable competitividad el 82% conocen las
capacidades de su entorno, un 81% manejan costos bajos; con relacion a la variable
atencion al cliente un 87% les dan pautas a sus colaboradores y un 94% conservan el
local limpio. Llegando a concluir que las MYPEs restaurantes de Catacaos sus
clientes identifican: son atendidos en el momento que lo requieren, con
conocimiento, les ofertan platos de comida a precios bajos y a su alcance; saben ser

escuchados por la atencion que les brindan y observan la limpieza del local.

Palabras claves: Competitividad, atencidn al cliente, ventajas, estrategias, buenas

practicas de la atencion.
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ABSTRACT

The research called "Characterization of the competitiveness and customer
service of the MYPE restaurant category located in the district of Catacaos, Piura,
year 2018", the general objective is: to determine the characteristics of
competitiveness and customer service for restaurants located in the district of
Catacaos, Piura, year 2018. The type of methodology used is descriptive, quantitative
level and its non-experimental, cross-sectional design. For data collection, there were
four MYPEs object of investigation of the restaurant sector. The population was
infinite, the master size of 384 clients, to whom 16 questions were applied, the
technique used was the survey and the instrument the questionnaire. Its main results
are: regarding the competitiveness variable, 82% know the capacities of their
environment, 81% handle low costs; Regarding the customer service variable, 87%
give guidelines to their collaborators and 94% keep the premises clean. Coming to
the conclusion that the MYPEs restaurants of Catacaos identify their clients: they are
served when they require it, with knowledge, they offer food dishes at low prices and
within their reach; they know how to be listened to by the attention they give them

and they observe the cleanliness of the premises.

Keywords: Competitiveness, customer service, advantages, strategies, good service

practices.
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