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Resumen

Gn"qdlgvkxq"fg"guvg"guvwfkq"gu"kfgpvkÞect"nqu"cvtkdwvqu"swg"eqp-

hqtocp"nc"ecnkfcf"gp"gn"ugtxkekq"gp"nc"kpfwuvtkc"fg"ugiwtqu"rctc"
cwvqo„xkn"{"eqpqegt"uw" kpàwgpekc"jcekc"fkxgtucu"ogfkekqpgu"
fg"ngcnvcf"fgn"enkgpvg"jcekc"nc"octec="ug"fkuvkpiwg"gpvtg"curge-
vqu"fg"cvgpek„p"cn"enkgpvg"fwtcpvg"nc"eqpvtcvcek„p"{"fgurwfiu"fgn"
ukpkguvtq0"Gn"vtcdclq"ug"eqphqto„"gp"fqu"hcugu<"gp"nc"rtkogtc."
ug"kfgpvkÞecp"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"ogfkcpvg"gp-

vtgxkuvcu"c"rtqhwpfkfcf="gp"nc"ugiwpfc0"ug"eqpvtcuvcp"gor‡tkec-
ogpvg"jkr„vguku"uqdtg"nc"tgncek„p"fktgevc"gpvtg"nqu"cvtkdwvqu"{"
ncu"ogfkekqpgu"fg"ngcnvcf0"Rctc"nq"cpvgtkqt."ug"crnke„"wp"ewguvkq-

pctkq"c"wpc"owguvtc"fg"p?432"enkgpvgu"fg"ugiwtqu"fg"cwvqo„xkn"
swg"vwxkgtqp"swg"wuct"gn"ugtxkekq"eqoq"eqpugewgpekc"fg"wp"uk-
pkguvtq0"Rctc"gn"cpƒnkuku"fg"fcvqu"ug"tgewttk„"c"ekpeq"oqfgnqu"fg"
tgitguk„p."wpq"rqt"ecfc"ogfkek„p"fg"ngcnvcf="guvq."rctc"fgvgevct"
gp"ecfc"ecuq"swfi"cvtkdwvqu"fg"nc"ecnkfcf"gp"gn"ugtxkekq"korce-
vcp"fg"hqtoc"ukipkÞecvkxc0"Cwpswg"ug"eqpenw{g"swfi"cvtkdwvqu"
fg"cvgpek„p"fgurwfiu"fgn" ukpkguvtq" vkgpgp"oc{qt" kpàwgpekc" gp"
nc" ngcnvcf." rctvkewnctogpvg" ug" gpeqpvt„" swg" wp" cvtkdwvq" fg" nc"
eqpvtcvcek„p"*tgrwvcek„p"fg" nc"cugiwtcfqtc+" vcodkfip" vkgpg"wp"
rcrgn"korqtvcpvg0
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Swcnkv{"ugtxkeg"cvvtkdwvgu"cpf"vjgkt"kpàwgpeg"qp"dtcpf"nq{cnv{"kp"vjg"cwvqoq-

dkng"kpuwtcpeg"kpfwuvt{"kp"Ofizkeq

Abstract

Vjg"qdlgevkxg"qh"vjku"uvwf{"ku"vq"kfgpvkh{"mg{"swcnkv{"ugtxkeg"cvvtkdwvgu"kp"vjg"cwvqoqdkng"
kpuwtcpeg"dwukpguu"cpf"fgvgtokpg"vjgkt"kpàwgpeg"qp"dtcpf"nq{cnv{0"Kp"vjku"uvwf{"fkuvkpevkqp"
ku"ocfg""dgvyggp"vjg"ugtxkeg"fwtkpi"vjg"jktkpi"qh"vjg"ugtxkeg"cpf"vjg"ugtxkeg"rtqxkfgf"chvgt"
cp"ceekfgpv0"Kp"c"rtgnkokpct{"gzrnqtcvqt{""kpswkt{"swcnkv{"ugtxkeg"cvvtkdwvgu"ygtg"kfgpvkÞgf""
ykvj"vjg"crrnkecvkqp"qh"kp/fgrvj"kpvgtxkgyu0"Kp"cp"gorktkecn"uvwf{.""j{rqvjguku"tgncvgf"vq"c"
fktgev"tgncvkqpujkr"dgvyggp"vjg"cvvtkdwvgu"cpf"ugxgtcn"ogcuwtgu"qh"dtcpf"nq{cnv{"ctg"eqp-

vtcuvgf0"C"ucorng"qh"p?432"qh"cwvqoqdkng"kpuwtcpeg"enkgpvu"ycu"eqphqtogf0"Hkxg"tgitguukqp"
oqfgnu"ygtg"fgxgnqrgf"hqt"vjg"fcvc"cpcn{uku."qpg"hqt"gcej"nq{cnv{"ogcuwtg0"Vjgug"cpcn{ugu"
cnnqygf"c"urgekÞe"fgvgevkqp"qh"ukipkÞecpv"cvvtkdwvgu"hqt"gcej"ecug0"Vjqwij"kv"ku"eqpenwfgf"
vjcv"cvvtkdwvgu"tgncvgf"vq"vjg"ugtxkeg"chvgt"vjg"ceekfgpv"jcxg"c"jkijgt"fgitgg"qh"kpàwgpeg"qp"
vjg"ewuvqogt"nq{cnv{."kv"ku"hqwpf"vjcv"c"rctvkewnct"cvvtkdwvg"fwtkpi"jktkpi"*tgrwvcvkqp"qh"vjg"
kpuwtcpeg"eqorcp{+"cnuq"jcu"cp"korqtvcpv"tqng0

Mg{yqtf< swcnkv{"ugtxkeg."cwvqoqdkng"kpuwtcpeg."dtcpf"nq{cnv{

Kpvtqfweek„p

Ug"jc"guvcdngekfq"gp"nc"nkvgtcvwtc"swg"gn"fgugorg‚q"gp"nqu"cvtkdwvqu"fg"ecnkfcf"gp"
gn"ugtxkekq"vkgpgp"wpc"tgncek„p"eqp"nc"ucvkuhceek„p"igpgtcn"fg"nqu"enkgpvgu"*Urtgpi"
{"Ocemq{"3;;8+0"Fg"hqtoc"ukoknct."nc"ecnkfcf"gp"gn"ugtxkekq"gu"gpvgpfkfc"vcodkfip"
eqoq"wp"cpvgegfgpvg"gp"nc"ngcnvcf"fgn"enkgpvg"*Ejcq."422:+0

Gzkuvgp"fqu"vgpfgpekcu"uqdtg"e„oq"ogfkt"nc"ecnkfcf"gp"gn"ugtxkekq0"Wpc"fg"gnncu"ug"
gphqec"gp"kfgpvkÞect"cvtkdwvqu"ow{"rctvkewnctgu"rqt"kpfwuvtkc"{"swg"rwgfgp"vgpgt"
wpc"tgncek„p"eqp"xctkcdngu"fg"fgugorg‚q"eqoq"ucvkuhceek„p."ngcnvcf"{"rtgekq"rcic-
fq"*guvg"vkrq"fg"rtqegfkokgpvq"ug"rwgfg"xgt"gp<"Ejk/Ewk"et al.,"4225="Fcdjqnmct"et 

al.."3;;8="Iqwpctku."4227="Vuqwmcvqu"{"Tcpf."4229="{""Uvgxgpu"et al."3;;7+0"Nc"qvtc"
vgpfgpekc"gp"nc"ogfkek„p"fg"ecnkfcf"gp"gn"ugtxkekq"gu"fg"vkrq"igpgtcnkuvc"rncpvgcfc"
rqt"Rctcuwtcoc"et al."*3;::+."fqpfg"ug"rtqrqpg"wp"itwrq"¿pkeq"fg"fkogpukqpgu"
ogfkcpvg"wp"kpuvtwogpvq"fgpqokpcfq"Ugtxswcn"rctc"ogfkt"nc"ecnkfcf"gp"gn"ugtxkekq""
fg"wpc"okuoc"hqtoc"gp"fkuvkpvqu"ugevqtgu."rwfkgpfq"eqp"guvq"jcegt"eqorctcekqpgu"
fktgevcu" gpvtg" guvqu=" ukp" godctiq." gn"rtkogt"gphqswg"jc" ukfq" tgekgpvgogpvg"oƒu"
tgvqocfq"*Igvv{"{"Igvv{"4225."Jgwpi"{"Yqpi"3;;9+0
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Rqt"nq"cpvgtkqt."guvg"guvwfkq"ukiwg"gn"gphqswg"fg"kfgpvkÞecek„p"fg"cvtkdwvqu"rctc"wpc"
kpfwuvtkc"gp"gurge‡Þeq."swg"gp"guvg"ecuq"gu"nc"fg"cugiwtcfqtcu"fg"cwvqo„xkngu"gp"
Ofizkeq="guvg"guvwfkq"ug"eqphqto„"rqt"fqu"hcugu<"gp"nc"rtkogtc"*gzrnqtcvqtkq/ewcnk-
vcvkxq+"ug"tgcnk¦ctqp"gpvtgxkuvcu"c"rtqhwpfkfcf"gp"nc"Ekwfcf"fg"Ofizkeq"eqp"enkgpvgu"
fg"guvg"ugevqt"rctc"fgvgevct"cvtkdwvqu"gurge‡Þequ"cuqekcfqu"c"ecnkfcf"gp"gn"ugtxkekq="
gp"nc"ugiwpfc"ug"tgcnk¦„"wp"guvwfkq"gor‡tkeq"fqpfg"ug"fkug‚„"wp"ewguvkqpctkq"rctc"
ogfkt"nc"rgtegrek„p"fgn"fgugorg‚q"*itcfq"fg"ewornkokgpvq+"fg"nqu"cvtkdwvqu"fg-
vgevcfqu"gp"nc"rtkogtc"hcug="csw‡"okuoq"ug"tgcnk¦ctqp"ncu"ogfkekqpgu"fg"ngcnvcf0"
Nqu"enkgpvgu"fg"cugiwtcfqtcu"fg"cwvqo„xkngu"rctvkekrcpvgu"gp"gn"guvwfkq"gor‡tkeq"
fgd‡cp"jcdgt"xkxkfq"nc"gzrgtkgpekc"fg"jcdgt"vgpkfq"swg"eqpvtcvct"wp"ugiwtq"fg"cwvq-

o„xkn."cu‡"eqoq"jcdgt"jgejq"wuq"fg"nqu"ugtxkekqu"fg"nc"cugiwtcfqtc"eqoq"tguwnvcfq"
fg"jcdgt"guvcfq"kpxqnwetcfqu"gp"wp"ukpkguvtq0

Nc"eqpvtkdwek„p"vg„tkec"fg"guvg"guvwfkq"tcfkec"gp"qhtgegt"wpc"eqortgpuk„p"kpkekcn"
fg"nqu"hcevqtgu"tgngxcpvgu"fg"ecnkfcf"gp"gn"ugevqt"fg"cugiwtcfqtcu"fg"cwvqo„xkngu."
cu‡"eqoq"qhtgegt"pwgxcu"gxkfgpekcu"uqdtg"nc"tgncek„p"gpvtg"nc"ecnkfcf"gp"gn"ugtxkekq"
eqp"nc"ngcnvcf"jcekc"nc"octec0"Nc"eqpvtkdwek„p"rtƒevkec"tcfkec"gp"swg"nqu"tguwnvcfqu"
rwgfgp"crnkectug"kpogfkcvcogpvg"gp"gn"rncpvgcokgpvq"fg"guvtcvgikcu"fg"ogtecfq-

vgepkc"rctc"oglqtct"nc"ecnkfcf"gp"gn"ugtxkekq"{"vgpvcvkxcogpvg"c{wfct"c"nc"qdvgpek„p"
fg"tguwnvcfqu"hcxqtcdngu"rctc"ncu"octecu"rctvkekrcpvgu"gp"guvg"ugevqt"fg"ugtxkekqu0"
Qvtc"crqtvcek„p"fg"guvg"vtcdclq"tcfkec"gp"swg"fgurwfiu"fg"jcegt"nc"tgxkuk„p"fg"nkvgtc-
vwtc"pq"ug"gpeqpvtctqp"gxkfgpekcu"fg"nc"gzkuvgpekc"fg"guvwfkqu"rwdnkecfqu"uqdtg"nc"
ecnkfcf"gp"gn"ugtxkekq"gp"guvc"kpfwuvtkc"gp"Ofizkeq"pk"gp"cni¿p"qvtq"rc‡u0

Ecnkfcf"gp"gn"ugtxkekq"{"uw"ogfkek„p

Nc"ogfkek„p"fg" ecnkfcf" ug" rwgfg"fgÞpkt" eqoq"wp" lwkekq" uwdlgvkxq" gp" gn" ewcn" nqu"
enkgpvgu"eqorctcp"uwu"gzrgevcvkxcu"*tgcngu"q"Þevkekcu+"versus"uw"rgtegrek„p"fgn"ugt-
xkekq"tgekdkfq"*Itqptqqu."3;:6+0"Nc"ogfkek„p"fg"guvg"eqpuvtwevq"jc"ukfq"rqnfiokec"{"
rtqdngoƒvkec"fgdkfq"c"nc"jgvgtqigpgkfcf"fg"nqu"ugtxkekqu"{"c"uw"pcvwtcng¦c"kpvcpikdng0"
Nqu"ugtxkekqu"uqp"gugpekcnogpvg"cduvtcevqu"{."rqt"nq"vcpvq."fgrgpfkgpvgu"fg"wp"co-

rnkq"p¿ogtq"fg"hcevqtgu0"Nc"korqtvcpekc"fg"uw"ogfkek„p"tcfkec"gp"swg"nc"rgtegrek„p"
igpgtcn"fg"ecnkfcf"gp"gn"ugtxkekq"ug"jc"guvcdngekfq"eqoq"wpq"fg"nqu"hcevqtgu"rctc"
hcxqtgegt"nc"ngcnvcf"fgn"enkgpvg"jcekc"nc"octec"*Ejcq."422:+0"Nc"fgvgeek„p"{"ogfkek„p"
fg"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"pq"gu"cniq"gzenwukxq"fg"nqu"ugevqtgu"fg"ugtxkekq."
vcodkfip"vkgpg"crnkecdknkfcf"gp"rtqfwevqu"swg"uw"gpvtgic"eqpnngxc"cniwpc"hqtoc"fg"
ugtxkekq."eqoq"nc"cvgpek„p"fg"nc"cigpekc"gp"nc"xgpvc"fg"cwvqu."q"gn"ugtxkekq"swg"ug"
rtqxgg"eqoq"rctvg"fg"nc"xgpvc"fg"rtqfwevqu"gp"vkgpfcu"fg"cwvqugtxkekq0
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Ogfkek„p"fg"nc"ngcnvcf"fgn"enkgpvg"jcekc"nc"octec

Nc"ngcnvcf"fgn"enkgpvg"jc"gogtikfq"eqoq"wp"gngogpvq"korqtvcpvg"gp"nc"guvtcvgikc"
rctc"owejcu"Þtocu"rqtswg"ug"gurgtc"swg"gn" hqtvcngekokgpvq"fgn"pkxgn"fg" ngcnvcf"
fgn"enkgpvg"kpetgogpvg"nqu"tguwnvcfqu"fg"xgpvcu."okpkokeg"nqu"equvqu"fgn"ugtxkekq"
cn" enkgpvg" {." gxgpvwcnogpvg." igpgtg"oc{qt" wvknkfcf" *Jcnnqygnn." 3;;8="Yqqftwhh."
3;;9+0"Fg"guvc" hqtoc." nc"ogfkek„p"fg" ngcnvcf"fgn"enkgpvg" ug"jc"dcucfq"gp"ogfk-
ekqpgu"fg"fkuvkpvqu"curgevqu"fgn"eqorqtvcokgpvq"fgn"eqpuwokfqt="uw"ogfkek„p"jc"
eqdtcfq"tgngxcpekc"vcpvq"gp"nc"kpxguvkicek„p"cecffiokec."eqoq"gp"nc"kpxguvkicek„p"
fg"ogtecfqu"rctc"gn"fkug‚q"fg"guvtcvgikcu"rqt"rctvg"fg"nqu"rtcevkecpvgu"fgn"ƒtgc0"
Ug"cuwog"swg"wp"enkgpvg"swg"ug"ukgpvg"ngcn"c"wpc"octec."rqt"wp"ncfq."xc"c"oquvtct"
oc{qtgu" vcucu"fg"tgeqortc"jcekc"uw"octec"fg"rtghgtgpekc"swg"c"qvtcu"fgpvtq"fg"
wpc"okuoc"ecvgiqt‡c"fg"rtqfwevq"q"fg"ugtxkekq="rqt"qvtq."guvg"oc{qt"crgiq"jcekc"
nc"octec"rwgfg"rgtokvkt"gp"fgvgtokpcfcu"ukvwcekqpgu"swg"gn"enkgpvg"ug"swgfg"eqp"
uw"octec"fwtcpvg"oc{qt"vkgorq"q"eqp"oc{qt"rtqdcdknkfcf"c"rguct"fg"gxgpvwcngu"
rtqoqekqpgu"{"tgfweekqpgu"fg"rtgekq"rqt"rctvg"fg"qvtcu"octecu0"Cu‡."c"vtcxfiu"fg"
guvg"ogecpkuoq."ug"jc"uwigtkfq"swg"gn"fgucttqnnq"fg"nc"ngcnvcf"fgn"enkgpvg"vkgpfg"c"
igpgtct"wp"dgpgÞekq"geqp„okeq"fg"nctiq"rnc¦q"gp"nqu"tguwnvcfqu"Þpcpekgtqu"fg"nc"
Þtoc"*Iwoogtuqp."4224+."rqt"nq"swg"vcodkfip"ug"jc"rtqrwguvq"swg"kpetgogpvqu"gp"
itcfq"fg"ngcnvcf"fgn"enkgpvg"rwgfg"rtqfwekt"kpetgogpvqu"gp"gn"xcnqt"rtgugpvg"pgvq"
fg"nc"Þtoc"*Tgkejjgnf."3;;5+0"

Gn"vfitokpq"ngcnvcf"jc"fglcfq"fg"eqpegrvwcnk¦ctug"eqoq"wpkfkogpukqpcn."gpvgpfkfq"
eqoq"nc"htgewgpekc"fg"gngeek„p"fg"wpc"octec"q"u„nq"eqoq"wpc"kpvgpek„p"fg"eqortc"
*Etqpkp"{"Vc{nqt."3;;4+0"Cevwcnogpvg." ug"gpvkgpfg"eqoq"wp"eqpuvtwevq"eqorng-
lq"ownvkfkogpukqpcn"fqpfg"gzkuvgp"fkuvkpvqu"gphqswgu"swg"ug"jcp"rtqrwguvq"rctc"
eqpegrvwcnk¦ctnc"{"ogfktnc="gp"igpgtcn."fkxkfgp"nc"ngcnvcf"gp"fkogpukqpgu."eqorq-

pgpvgu"q"hcugu0"Dnqgogt"et al."*3;;;+"fkxkfgp"nc"ngcnvcf"gp"curgevqu"eqipkvkxqu."fg"
cevkvwf"{"fg"ceek„p0"[w"{"Fgcp"*4223+"nc"fkxkfgp"gp"fqu"eqorqpgpvgu<"eqipkvkxq"{"
goqekqpcn0"Ucngipc"{"Iqqfykp"*4227+"nc"fkxkfgp"gp"cevkvwf"*kpvgpek„p+"{"gp"ceek„p"
fg"tgrgvkek„p"fg"eqortc0"Gn"gphqswg"wvknk¦cfq"gp"guvc"kpxguvkicek„p"tgvqoc"nc"vgqt‡c"
fg"Qnkxgt"*3;;;+"swg"rtqrqpg"swg"nc"ngcnvcf"gu"wpc"eqpugewek„p"fg"hcugu"rctc"ig-
pgtct"wp"rcvt„p"tgrgvkfq"fg"eqortc"jcekc"wpc"okuoc"octec0"Gn"gphqswg"rtqrqpg"nc"
ogfkek„p"fg"ewcvtq"hcugu"swg"gp"eqplwpvq"eqphqtocp"gn"eqpuvtwevq"eqorngvq"rctc"
fgvgtokpct"ngcnvcf"jcekc"wpc"octec<

30 Lealtad cognitiva: eqpxgpekokgpvq"eqipkvkxq"fg"ncu"dqpfcfgu"fg"nc"octec0
40 Lealtad efectiva: gu"wpc"kpenkpcek„p"goqekqpcn"fg"cwvqkfgpvkÞecek„p"eqp"nc"octec0
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50"Lealtad intencional:"fgugq"q"kpvgpek„p"fg"eqortc"q"tgeqortc"jcekc"nc"octec0
60 Lealtad acción."ceek„p"q"rcvt„p"tgrgvkvkxq"fg"eqortc"qdugtxcdng0

Nc"tc¦„p"fg"tgvqoct"nqu"eqorqpgpvgu"rtqrwguvqu"rqt"Qnkxgt"tcfkec"gp"swg"eqpu-
vkvw{g"wp"gphqswg"oƒu"cornkq"swg"vkgpfg"c"ecrvwtct"c"qvtqu"gphqswgu"rtqrwguvqu."
eqpuvkvw{gpfq"wpc"xkuk„p"oƒu"cornkc"{"eqornglc"fg"nc"ngcnvcf0

Guvwfkq"rtgnkokpct<"fgvgtokpcpfq"nqu"cvtkdwvqu"tgngxcpvgu"fg"nc"ecnkfcf"gp"gn"
ugtxkekq"gp"guvg"ugevqt

Gn" guvwfkq"rtgnkokpct" ug" tgcnk¦„" eqp"fqu" itwrqu"fg" enkgpvgu" fkhgtgpvgu<" nqu" eqp-

vtcvcpvgu" {" nqu" wuwctkqu0"Nqu" eqpvtcvcpvgu" uqp" cswgnncu" rgtuqpcu" swg" jcp" vgpkfq"
nc" gzrgtkgpekc" fg" eqpvtcvct" rgtuqpcnogpvg" wp" ugiwtq" fg" cwvqo„xkn0" Nq" cpvgtkqt"
kornkec"qdxkcogpvg"ekgtvq"pkxgn"fg"kpxqnwetcokgpvq"gp"kfgpvkÞect" ncu"xgpvclcu"{"
fguxgpvclcu"fg"fkuvkpvcu"qrekqpgu"gp"gn"ogtecfq."cu‡"eqoq"wp"gpvgpfkokgpvq"fg"cn"
ogpqu"wp"o‡pkoq"fg"uwu"ectcevgt‡uvkecu0"Cn"vtcvctug"fg"wp"ugtxkekq"rtgxgpvkxq"swg"
gn"eqpvtcvcpvg"gurgtc"pq"wvknk¦ct."pq"vkgpg"eqpvgorncfqu"vqfqu"nqu"rqukdngu"guegpc-
tkqu"pk"ukvwcekqpgu"gp"ncu"swg"rqft‡c"pgegukvct"wvknk¦ctnq0

"Rqt"uw"rctvg."nqu"wuwctkqu"uqp"rgtuqpcu"swg"jcegp"wuq"fgn"ugtxkekq"gp"wp"ukpkguvtq"
gp"gn"swg"ug"xkgtqp"kpxqnwetcfqu0"Csw‡"ug"cpcnk¦„"uw"gzrgtkgpekc"rquvgtkqt"cn"ukpkgu-
vtq"gp"ewcpvq"cn"ugtxkekq"tgekdkfq"rqt"rctvg"fg"nc"cugiwtcfqtc="fiuvc"gu"tgngxcpvg"{c"
swg"gu"jcuvc"swg"qewttg"wp"ukpkguvtq"ewcpfq"gn"wuwctkq"ug"xg"qdnkicfq"c"gpvgpfgt"
ncu"xgpvclcu"{"fguxgpvclcu"rcevcfcu"gpvtg"gn"eqpvtcvcpvg"{"nc"eqorc‚‡c"cugiwtcfqtc0

Objetivo del estudio cualitativo

Eqoq"{c"ug"ogpekqp„."gn"rtqr„ukvq"fg"guvg"guvwfkq"hwg"fgvgevct"{"ckunct"nqu"cvtk-
dwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"rctc"enkgpvgu"fg"guvg"ugevqt."fgvgtokpcpfq."rqt"wp"
ncfq."cvtkdwvqu"tgngxcpvgu"gp"nc"eqpvtcvcek„p="{."rqt"qvtq."cvtkdwvqu"tgngxcpvgu"gp"nc"
cvgpek„p"rquvgtkqt"cn"ukpkguvtq0"Ug"tgcnk¦ctqp"gpvtgxkuvcu"c"rtqhwpfkfcf"gzrnqtcpfq"
v„rkequ"eqoq<"pqekqpgu"swg"vkgpgp"nqu"wuwctkqu"{"nqu"eqpvtcvcpvgu"fgn"ugiwtq"fg"
cwvqo„xkn"uqdtg"nc"ecnkfcf"gp"gn"ugtxkekq="fgÞpkt"cvtkdwvqu"korqtvcpvgu"rctc"gxcnwct"
nc"ecnkfcf"fgn"ugtxkekq"gp"ugiwtqu"fg"cwvqo„xkn="eqpqegt"tgceekqpgu"eqoq"tguwn-
vcfq"fg"nc"gzrgtkgpekc"fgn"ugtxkekq"swg"ng"jcp"qhtgekfq"cn"enkgpvg"ncu"eqorc‚‡cu"fg"
ugiwtqu"fg"cwvqo„xkn="cukokuoq."cpcnk¦ct"rqt"rctvg"fgn"eqpvtcvcpvg"{"fgn"wuwctkq"nc"
ngcnvcf"swg"vkgpg"jcekc"nc"eqorc‚‡c"fg"uw"ugiwtq"fg"cwvqo„xkn0"
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Metodología del estudio cualitativo

Ug"tgcnk¦ctqp"fkgekufiku"gpvtgxkuvcu"c"rtqhwpfkfcf."qejq"eqp"eqpvtcvcpvgu"{"qejq"eqp"
wuwctkqu."fg"ugiwtqu"fg"cwvqo„xkngu"gp"nc"Ekwfcf"fg"Ofizkeq0"Gn"rgtÞn"fgn"rtkogt"
itwrq"hwg"jqodtgu"{"owlgtgu"fg"gpvtg"57"{"77"c‚qu"fg"wp"pkxgn"uqekqgeqp„okeq"E-"
{"E"*ogfkq"cnvq"{"ogfkq+"swg"jwdkgugp"eqpvtcvcfq"wp"ugiwtq"fg"cwvqo„xkn"{"swg"
hwgugp"gnnqu"okuoqu"swkgpgu"nq"jwdkgtcp"rcicfq0"Gn"rgtÞn"fgn"ugiwpfq"itwrq"hwg"
jqodtgu"{"owlgtgu"fgn"okuoq"itwrq"fg"gfcf"{"okuoq"pkxgn"uqekqgeqp„okeq"{"swg"
eqpvctƒp"eqp"wp"ugiwtq"fg"cwvqo„xkn"{"jwdkgugp"gzrgtkogpvcfq"wp"ukpkguvtq"gp"gn"
ewcn"jwdkgtcp"wvknk¦cfq"nqu"ugtxkekqu"fg"nc"cugiwtcfqtc."cwpswg"pq"ugcp"hwgtcp"gnnqu"
okuoqu"swkgpgu"jwdkgugp"eqpvtcvcfq"nc"r„nk¦c"fgn"ugiwtq0

Resultados del estudio preliminar: contratantes

Gp"nqu"tguwnvcfqu"ug"rwgfg"crtgekct"swg"vkgpfg"c"gzkuvkt"wp"cnvq"eqpqekokgpvq"fg"
ncu"octecu0"Gp"igpgtcn."nqu"eqpvtcvcpvgu"eqpqegp"nqu"Ñugtxkekqu"encxguÒ"swg"guvƒp"
dwuecpfq."ecvcnqiƒpfqnqu"rqt"gn"pkxgn"fg"eqdgtvwtc<"fc‚qu"c"vgtegtqu."rfitfkfc"vqvcn"
fgn"cwvqo„xkn."gpvtg"qvtcu0"Uw"d¿uswgfc"ug"dcuc"gp"qdvgpgt"gp"gn"oqogpvq"fg"nc"
eqpvtcvcek„p"fg"wpc"r„nk¦c"wp"rtgekq"lwuvq."eqdgtvwtc"gÞekgpvg."eqpfkekqpgu"fg"rciq"
àgzkdngu."dwgp"ugtxkekq"{"nc"gzrgevcvkxc"fg"qdvgpgt"c{wfc"gp"ecuq"fg"ukpkguvtq0

Nqu"rwpvqu"cfxgtuqu"rgtekdkfqu"uqp<"xctkcek„p"gp"rtgekqu"{"vctkhcu."fkÞewnvcf"rctc"
fgekfkt"ewƒn"gu"nc"oglqt"qrek„p"cn"vtcvct"fg"cxcnwct"xctkqu"curgevqu"ukownvƒpgcogp-

vg."kpewornkokgpvq"fg"nq"ceqtfcfq"ewcpfq"ug"fc"wp"ukpkguvtq."{1q"uwtikokgpvq"fg"
nkokvcekqpgu"fg"eqdgtvwtc"cn"oqogpvq"fgn"ukpkguvtq"swg"pq"jcd‡cp"swgfcfq"enctq"gp"
gn"oqogpvq"fg"nc"eqpvtcvcek„p0

Ncu"rtkpekrcngu"tc¦qpgu"ogpekqpcfcu"rqt"nqu"eqpvtcvcpvgu"rqt"ncu"swg"jcp"ecodkc-
fq"fg"eqorc‚‡c"cugiwtcfqtc"ug"tgÞgtgp"c"swg"nc"eqorc‚‡c"Þpcpekgtc"c"vtcxfiu"fg"nc"
ewcn"cfswktkgtgp"gn"cwvqo„xkn"ngu"korqpic"eqp"swfi"cugiwtcfqtc"fgdgp"eqpvtcvct"gn"
ugiwtq="ewcpfq"gn"ugtxkekq"pq"ngu"ucvkuÞ¦q"q"rqtswg"eqpukfgtctqp"swg"gn"oqpvq"fg"
nc"r„nk¦c"pq"gtc"ceqtfg"eqp"nc"ecnkfcf"gp"gn"ugtxkekq"tgekdkfc0"Gp"igpgtcn."nqu"eqp-

vtcvcpvgu"gpvtgxkuvcfqu"jcp"vgpkfq"gzrgtkgpekc"eqp"octecu"fg"fqu"cugiwtcfqtcu0"Gp"
gn"ecuq"fg"cswgnnqu"swg"ug"jcp"oquvtcfq"ngcngu"c"uw"eqorc‚‡c"gu"rqtswg"rgtekdgp"
eqpitwgpekc"gpvtg"nq"qhtgekfq"{"nq"tgekdkfq="{"cn"oqogpvq"fg"nc"tgpqxcek„p"cpwcn"
pq"jc"jcdkfq"wpc"ecwuc"fg"rguq"rctc"dwuect"qvtc0"Gp"igpgtcn." nc"oc{qt‡c"fg"nqu"
eqpvtcvcpvgu"tgeqogpfct‡cp"uw"cugiwtcfqtc"cevwcn0
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Nqu"cvtkdwvqu"fgvgevcfqu"gp"guvcu"gpvtgxkuvcu"eqp"nqu"eqpvtcvcpvgu"cn"tgurgevq"fg"nc"
rgtegrek„p"fg"ecnkfcf"gp"gn"ugtxkekq"guvƒp"ogpekqpcfqu"oƒu"cfgncpvg"gp"rncpvgc-
okgpvq"g"jkr„vguku0

Resultados del estudio preliminar: usuarios

Tguwnvc"kpvgtgucpvg"swg"gp"gn"ecuq"fg"nqu"wuwctkqu"*rgtuqpcu"swg"gzrgtkogpvctqp"wp"
ukpkguvtq"{."rqt"nq"vcpvq."jcp"wvknk¦cfq"nqu"ugtxkekqu"fg"nc"cugiwtcfqtc+."fiuvqu"vgpicp"
kfgpvkÞecfqu"oc{qt"ecpvkfcf"fg"fkhgtgpekcfqtgu"gurge‡Þequ"gpvtg"octecu"swg"nqu"
eqpvtcvcpvgu0"Guvq"ug"fgdg"c"swg"crctgpvgogpvg"cniwpcu"cugiwtcfqtcu"qhtgegp"ugt-
xkekqu"fkuvkpvqu"c"qvtcu="rqt"glgornq."cniwpcu"ug"eqortqogvgp"c"nngict"cn"ukpkguvtq"
gp"wp"vkgorq"gurge‡Þeq."dclq"rgpc"fg"pq"eqdtct"fgfwekdng="qvtcu"cugiwtcfqtcu"ng"
rtguvcp"wp"cwvqo„xkn"cn"wuwctkq"okgpvtcu" tgrctcp"uw"cwvqo„xkn="Þpcnogpvg."jc{"
cniwpcu"swg"ug"fkuvkpiwgp"rqt"wpc"cnvc"fkurqpkdknkfcf."gÞekgpekc"{"eqortqokuq"rqt"
tguqnxgtng"gn"eqpàkevq"cn"enkgpvg"gp"wp"oqogpvq"fg"cnvc"xwnpgtcdknkfcf."igpgtcpfq"
eqp" guvq" gorcv‡c" swg" gu" hwgtvgogpvg" xcnqtcfc"rqt" gn" wuwctkq." nq" ewcn." ugi¿p" ug"
ogpekqp„."etgc"x‡pewnqu"goqekqpcngu"eqp"nc"octec0

Cn"tgurgevq"fg"ncu"gzrgtkgpekcu"cfxgtucu"gzrgtkogpvcfcu"eqp"gn"ugtxkekq."fiuvcu"uqp"
ecwucfcu"gp"rtkogt"kpuvcpekc"rqt"nqu"clwuvcfqtgu"ewcpfq"nqu"wuwctkqu"rgtekdgp"swg"
uqp"rqeq"gÞekgpvgu."rqeq"ecrcekvcfqu"rctc"tguqnxgt"gn"rtqdngoc."q"rqeq"ceegukdngu0"
Cukokuoq."gzkuvgp"fguxgpvclcu"fg"cniwpcu"cugiwtcfqtcu"swg"pq"rtqrqtekqpcp"Ñhc-
eknkfcfguÒ"fgurwfiu"fgn"ukpkguvtq="gu"fgekt."pq"nkdgtcp"cn"wuwctkq"fg"tgurqpucdknkfc-
fgu"q"vctgcu"fgucitcfcdngu"swg"kornkswgp"swg"gn"wuwctkq"fgfkswg"owejq"vkgorq"cn"
ugiwkokgpvq"fg"vtƒokvgu"eqoq"cukuvkt"c"fct"ugiwkokgpvq"cn"rciq"fg"r„nk¦c0

Qvtcu" gzrgtkgpekcu" cfxgtucu"ogpekqpcfcu" ug" tgÞgtgp" c" swg" gn" wuwctkq" cecdc" fg"
rcuct"wpc"ocnc"gzrgtkgpekc"{."cwp"cu‡."nc"cugiwtcfqtc"pq"eqncdqtc"eqp"fin"rctc"hceknk-
vctng"vtƒokvgu"rquvgtkqtgu="ocn"ugtxkekq"rqt"rctvg"fgn"vcnngt"ogeƒpkeq."fqpfg"guvcpfq"
gn"cwvqo„xkn"gp"tgrctcek„p"Ñvctfcp"owejq" vkgorqÒ"gp"cttginctnq."gurgekcnogpvg"
ewcpfq"ug"pgegukvcp"tghceekqpgu="qvtc"oqnguvkc"ogpekqpcfc"rqt"nqu"wuwctkqu"gu"swg"
nqu"vcnngtgu"guvƒp"ukgortg"ucvwtcfqu"fg"vtcdclq"kornkecpfq"oc{qtgu"tgvtcuqu"gp"qd-

vgpgt"uw"cwvqo„xkn"cttgincfq0

Cniwpc"fg"ncu"tc¦qpgu"rqt"ncu"swg"nqu"wuwctkqu"tgrqtvctqp"jcdgt"ecodkcfq"fg"octec"
fg"cugiwtcfqtc"hwgtqp<"c+"eqpxgpkqu"rtgxkqu"fg"nc"eqorc‚‡c"c"nc"swg"ng"eqortctqp"
gn"pwgxq"cwvqo„xkn="d+"nc"rgtuqpc"swkgp"eqortc"nc"r„nk¦c"vqoc"nc"fgekuk„p"*gurquq"
q"ocoƒ+="{"e+"fguewgpvqu"qhtgekfqu"fg"nc"eqorc‚‡c"cugiwtcfqtc"rqt"jcdgt"eqpvtc-
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vcfq"qvtq"vkrq"fg"ugiwtqu"eqp"gnnc0"Gp"igpgtcn"nqu"gpvtgxkuvcfqu"vkgpfgp"c"tgeqogp-

fct"nc"octec"cugiwtcfqtc"swg"cevwcnogpvg"ngu"fc"ugtxkekq0

Vqfqu"nqu"cvtkdwvqu"fg"nc"ecnkfcf"gp"gn"ugtxkekq"fgvgevcfqu"vcpvq"rctc"nc"eqpvtcvcek„p"
eqoq"rctc"gn"wuq"fgn"ugtxkekq"gp"ecuq"fg"ukpkguvtq"ug"tgvqoctqp"rctc"uw"ogfkek„p"gp"
gn"guvwfkq"gor‡tkeq="guvq"ug"owguvtcp"gp"nc"ukiwkgpvg"rctvg"fg"guvg"vtcdclq0

Rncpvgcokgpvq"g"jkr„vguku"*guvwfkq"gor‡tkeq+

Rctvkgpfq"fgn"rtkpekrkq"guvcdngekfq"gp"nc"nkvgtcvwtc"{"gp"guvwfkqu"cpvgtkqtgu"uqdtg"
ecnkfcf"gp"gn"ugtxkekq"eqoq"wp"cpvgegfgpvg"fg"nc"hqtocek„p"fg"ngcnvcf"jcekc"nc"oct-
ec"rqt"rctvg"fg"wp"enkgpvg"*Rctcuwtcocp"gv"cn0."3;::="Etqpkp"{"Vc{nqt="3;;4="Ejcq."
422:+."gp"guvg"guvwfkq"ug"rncpvgcp"eqoq"xctkcdngu"kpfgrgpfkgpvgu"c"nqu"cvtkdwvqu"fg"
ecnkfcf"gp"gn"ugtxkekq"fgvgevcfqu"gp"nc"hcug"gzrnqtcvqtkc."nqu"ewcngu"ug"eqpxktvkgtqp"
c"fgenctcekqpgu"swg"ug"cuqekctqp"c"guecncu"fg"Nkmgtv"fg"ekpeq"ecvgiqt‡cu"swg"xcp"fg"
Ñvqvcnogpvg"fg"cewgtfqÒ"c"Ñvqvcnogpvg"gp"fgucewgtfqÒ="c"eqpvkpwcek„p"ug"owguvtcp"
guvcu"fgenctcekqpgu<

30" Ok"eqorc‚‡c"cugiwtcfqtc"fg"cwvq"og"eqdtc"wp"rtgekq"lwuvq0
40" Gp" nc" eqpvtcvcek„p" fg" guvg" ugtxkekq" vqfqu" nqu" eqpàkevqu" ug" tguqnxkgtqp"

cfgewcfcogpvg0
50" Gp"nc"eqpvtcvcek„p"fgn"ugtxkekq"vqfc"nc"igpvg"swg"og"cvgpfk„"rqt"rctvg"fg"nc"

cugiwtcfqtc"hwg"ow{"cocdng0
60" Gp"nc"eqpvtcvcek„p"fgn"ugtxkekq"ukgortg"tgekd‡"wpc"cvgpek„p"tƒrkfc0
70" Guvc"cugiwtcfqtc"fg"cwvqu"gu"tgeqpqekfc"rqt"gn"rqeq"vkgorq"gp"swg"vctfcp"

gp"tgurqpfgt"gp"ecuq"fg"wp"ukpkguvtq
80" Ok"eqorc‚‡c"cugiwtcfqtc"gu"wpc"gortguc"fg"ecnkfcf
90" Guvc"cugiwtcfqtc"gu"tgeqpqekfc"rqt"rcict"cn"enkgpvg"fg"hqtoc"lwuvc"gp"ecuq"

de un siniestro

:0" Guvc"cugiwtcfqtc"gu"tgeqpqekfc"rqt"rcict"cn"enkgpvg"fg"hqtoc"tƒrkfc"gp"ecuq"
fg"wp"ukpkguvtq0

;0" Guvc" eqorc‚‡c" cugiwtcfqtc" og" rtqrqtekqpc" ugtxkekqu" eqorngogpvctkqu"
swg"og"uqp"korqtvcpvgu0

320"Nqu"cuguqtgu"swg"vg"cvkgpfgp"gp"gn"rtqeguq"fg"eqpvtcvcek„p"guvƒp"ow{"dkgp"
ecnkÞecfqu0

330" Guvc"cugiwtcfqtc"fg"cwvqu"og"qhtgeg"dwgpqu"fguewgpvqu"gp"nc"eqpvtcvcek„p"
fg"qvtqu"ugiwtqu"rqt"ugt"enkgpvg"fg"gnnqu0
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Fg"nc"okuoc"hqtoc."c"eqpvkpwcek„p"ug"owguvtcp"ncu"fgenctcekqpgu"swg"ug"rncpvgc-
tqp"rctc"ogfkt"gn"itcfq"fg"ewornkokgpvq"fg"nqu"cvtkdwvqu"fg"nc"ecnkfcf"gp"gn"ugtxk-
ekq"gp"tgurwguvc"c"wp"ukpkguvtq<

30" Gp"guvg"ukpkguvtq"nc"cugiwtcfqtc"og"cvgpfk„"eqp"owejc"tcrkfg¦0
40" Gp"nqu"vtƒokvgu"tgncekqpcfqu"eqp"gn"rtqeguq"rquvgtkqt"cn"ukpkguvtq."ukgortg"

tgekd‡"cvgpek„p"rgtuqpcnk¦cfc0
50" Gp"gn"rtqeguq"rquvgtkqt"cn"ukpkguvtq"ukgortg"tgekd‡"cvgpek„p"qrqtvwpc0
60" Gp"guvg"ukpkguvtq"gn"clwuvcfqt"nngi„"cn"nwict"fgn"ceekfgpvg"ow{"tƒrkfcogpvg0
70" Nqu" vcnngtgu"ogeƒpkequ" {" fg" jqlcncvgt‡c" eqp" nqu" swg" vkgpg" eqpxgpkq" guvc"

cugiwtcfqtc"cvkgpfgp"fg"hqtoc"tƒrkfc0
80" Nqu" vcnngtgu"ogeƒpkequ" {" fg" jqlcncvgt‡c" eqp" nqu" swg" vkgpg" eqpxgpkq" guvc"

cugiwtcfqtc"gpvtgicp"gn"cwvq"ow{"rwpvwcnogpvg0
90" Nqu" vcnngtgu"ogeƒpkequ" {" fg" jqlcncvgt‡c" eqp" nqu" swg" vkgpg" eqpxgpkq" guvc"

cugiwtcfqtc"gp"igpgtcn"qhtgegp"wp"dwgp"ugtxkekq0
:0" Guvc" eqorc‚‡c" cugiwtcfqtc" cn" cvgpfgtog"gp" gn" ukpkguvtq"{" gp"gn" rtqeguq"

rquvgtkqt"ukgortg"oquvt„"wp"eqorqtvcokgpvq"fivkeq0
;0" Cn"oqogpvq"fgn"ukpkguvtq"tgekd‡"wp"vtcvq"ow{"cocdng"vcpvq"fg"nc"qrgtcfqtc"

rqt"vgnfihqpq"eqoq"fgn"clwuvcfqt0
320"Gp"gn"rtqeguq"rquvgtkqt"cn"ukpkguvtq"ukgortg"tgekd‡"wp"vtcvq"ow{"cocdng"fg"

vqfc"nc"igpvg"rqt"rctvg"fg"guvc"cugiwtcfqtc0
330" Gp"gn"oqogpvq"fgn" ukpkguvtq"{" gp"gn"rtqeguq"rquvgtkqt" ukgortg"og" ugpv‡"

rtqvgikfq"rqt"guvc"cugiwtcfqtc0
340"Gp" gn" oqogpvq" fgn" ukpkguvtq" {" vqfq" gn" rtqeguq" rquvgtkqt" nc" eqorc‚‡c"

cugiwtcfqtc"pwpec"vtcv„"fg"gxcfkt"uw"tgurqpucdknkfcf0
350"Cn"oqogpvq"fgn"ukpkguvtq"nc"cugiwtcfqtc"nngi„"c"wpc"uqnwek„p"tƒrkfcogpvg"

{"pqu"gxkv„"rfitfkfcu"gzegukxcu"fg"vkgorq0
360"Cn" oqogpvq" fgn" ukpkguvtq" nc" kphqtocek„p" rtgugpvcfc" rqt" rctvg" fg" nc"

cugiwtcfqtc" hwg"ow{" enctc" {" pq" vwxg" fwfcu" uqdtg" gn" rtqegfkokgpvq" swg"
vwxg"swg"ugiwkt0

370"Fgurwfiu"fgn"ukpkguvtq."guvc"eqorc‚‡c"cugiwtcfqtc"pq"og"jk¦q"kpewttkt"gp"
vtƒokvgu"{"rcrgngqu"kppgeguctkqu0

380"Fgurwfiu" fgn" ukpkguvtq." nc" eqorc‚‡c" cugiwtcfqtc" vctf„" rqeq" vkgorq" gp"
rcictog0

390"Fgurwfiu" fgn" ukpkguvtq." gn" rciq" swg" tgekd‡" rqt" rctvg" fg" nc" eqorc‚‡c"
cugiwtcfqtc"hwg"lwuvq0

3:0"Nqu"ugtxkekqu"ofifkequ"swg"vkgpgp"eqpxgpkq"eqp"guvc"cugiwtcfqtc"cvgpfkgtqp"
fg"hqtoc"tƒrkfc"{"rwpvwcn0
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3;0"Nqu"ugtxkekqu"ofifkequ"swg"vkgpgp"eqpxgpkq"eqp"guvc"cugiwtcfqtc"cvgpfkgtqp"
rqpkgpfq"ukgortg"gp"rtkogt"nwict"nc"ucnwf"fg"nqu"chgevcfqu0

E„oq"{c"ug"ogpekqp„."ncu"xctkcdngu"swg"eqphqtocp"gn"eqpuvtwevq"ngcnvcf"eqpuvkvw-

{gp"gn"itwrq"fg"xctkcdngu"fgrgpfkgpvgu0"Tgvqocpfq"nq"fkejq"cpvgtkqtogpvg."csw‡"
ug"okfkgtqp"nqu"fkuvkpvqu"vkrqu"fg"ngcnvcf"*eqipkvkxc."chgevkxc."kpvgpekqpcn"{"ceek„p+"
swg"ug"rtqrqpgp"gp"gn"oqfgnq"fg"Qnkxgt"*3;;;+."ug"rncpvgctqp"tgcevkxqu"rctc"ecfc"
vkrq"cuqekcfqu"c"guecncu"fg"Nkmgtv"fg"ekpeq"ecvgiqt‡cu"swg"xcp"fgufg"Ñvqvcnogpvg"
fg" cewgtfqÒ" jcuvc" Ñvqvcnogpvg" gp" fgucewgtfqÒ0"C" eqpvkpwcek„p" ug"owguvtcp" ncu"
fgenctcekqpgu"fg"nqu"‡vgou"wvknk¦cfcu"rctc"guvg"rtqr„ukvq<

̋" Ngcnvcf"eqipkvkxc<"por mi experiencia sé que esta aseguradora es buena0
̋" Ngcnvcf"chgevkxc<"rtgÞgtq"c"guvc"cugiwtcfqtc"fg"cwvqu"swg"c"ncu"fgoƒu0
̋" Ngcnvcf" kpvgpekqpcn<" considero a esta aseguradora de autos mi primera 

opción cuando contrato un seguro de autos0
̋" Ngcnvcf" ceek„p" *cevkvwfkpcn+<"de las últimas veces que he contratado un 

seguro para auto he elegido a esta aseguradora0

Rctc"eqpvct"eqp"wpc"ogfkek„p"oƒu"qdlgvkxc"fg"ngcnvcf"ceek„p"ug"ecnewn„"wp"kpfk-
ecfqt"fg" tgeqortc."gn" ewcn" ug"qdvwxq"eqp"dcug"gp"rtgiwpvct"c" nqu"gpvtgxkuvcfqu"
nc"octec"fg"cugiwtcfqtc"swg" vkgpgp"cevwcnogpvg"eqpvtcvcfc."swg"gu" nc"swg"guvƒp"
gxcnwcpfq."{"ug"ngu"rkfk„"swg"tgeqtfctcp"nc"rgp¿nvkoc"{"cpvgrgp¿nvkoc"octecu"fg"
cugiwtcfqtcu"swg"jcd‡cp"eqpvtcvcfq0"Gn"kpfkecfqt"ug"fguetkdg"c"oc{qt"fgvcnng"gp"nc"
rctvg"fg"ogvqfqnqi‡c0

Eqp"dcug"gp"ncu"fqu"ukvwcekqpgu"fg"cvgpek„p"cn"enkgpvg"swg"ug"fcp"gp"guvc"kpfwuvtkc."
{"swg"{c"jcp"ukfq"eqogpvcfcu"*eqpvtcvcek„p"fgn"ugtxkekq"{"tgurwguvc"rqt"wp"ukpkgu-
vtq+"ug"rncpvgctqp"ncu"fqu"rtkogtcu"jkr„vguku." ncu"ewcngu"xgtucp"uqdtg" nc"tgncek„p"
gurgtcfc"gpvtg" nqu" cvtkdwvqu"fg" ecnkfcf"gp"gn" ugtxkekq" *dclq" ecfc"wpc"fg" ncu"fqu"
ukvwcekqpgu+"{"nc"ngcnvcf"jcekc"nc"eqorc‚‡c"cugiwtcfqtc<

Hipótesis 1. Los atributos de calidad en el servicio en la contratación de una 

aseguradora de automóviles tienen una relación directa con la lealtad del cliente 

hacia la marca de seguro de automóvil.

Hipótesis 2. Los atributos de calidad en el servicio de una aseguradora de auto-

móviles en respuesta a un siniestro tienen una relación directa con la lealtad del 

cliente hacia la marca de seguro de automóvil.



Cvtkdwvqu"tgngxcpvgu"fg"ecnkfcf"gp"gn"ugtxkekq"{"uw"kpàwgpekc"jcekc"nc"ngcnvcf"
de marca en la industria aseguradora de automóviles en México

295Contaduría y Administración 59 (3), julio-septiembre 2014: 285-306

Ug"rncpvg„"wpc"vgtegtc"jkr„vguku"eqp"dcug"gp"nc"uwrqukek„p"swg"nc"gzrgtkgpekc"fguc-
itcfcdng"fg"xkxkt"wp"ukpkguvtq"kornkec"wp"crtgpfk¦clg"tgngxcpvg"fg"ncu"eqpfkekqpgu"
fgn"ugtxkekq"eqpvtcvcfq."kpenwuq"c"xgegu"jcdkgpfq"jgejq"wp"cpƒnkuku"rqdtg"fg"uwu"
xgpvclcu"{"fguxgpvclcu"gp"gn"oqogpvq"fg"nc"eqpvtcvcek„p0"Ug"eqpukfgtc"csw‡"swg"nc"
gzrgtkgpekc"fg"vgpgt"swg"jcegt"wuq"fgn"ugtxkekq."wpc"xg¦"swg"ug"uwhtk„"wp"ukpkguvtq."
rwgfg"igpgtct"wpc"kortguk„p"fgn"ugtxkekq"swg"jctƒ"rqeq"tgngxcpvg"nc"gzrgtkgpekc"
cpvgtkqt"fwtcpvg"nc"eqpvtcvcek„p"fgn"okuoq."rqt"nq"swg"ug"gurgtc"swg"nqu"cvtkdwvqu"
fg"ecnkfcf"gp"gn"ugtxkekq"vgpicp"wp"korcevq"oc{qt"gp"nc"ngcnvcf"swg"nqu"cvtkdwvqu"
fwtcpvg" nc"eqpvtcvcek„p0"Fg" vcn" hqtoc"guvc" vgtegtc"jkr„vguku" ug"rtqrqpg"fg" nc" uk-
iwkgpvg"hqtoc<

Hipótesis 3. Los atributos de calidad en el servicio de respuesta a un siniestro ten-

ftƒp"oc{qt"korcevq"gp"nc"ngcnvcf"jcekc"nc"octec"swg"nqu"cvtkdwvqu"fg"nc"ecnkfcf"
en el servicio en la contratación de la aseguradora.

Ogvqfqnqi‡c

Gn"fkug‚q"fg"kpxguvkicek„p"fg"guvg"guvwfkq"ug"rwgfg"eqpukfgtct"fg"vkrq"ecwucn"pq"gz-

rgtkogpvcn."q"post hoc."fqpfg"ug"tgcnk¦ctqp"ogfkekqpgu"fg"ncu"xctkcdngu"rqt"ogfkq"
fg"qdugtxcek„p"kpfktgevc"wvknk¦cpfq"wp"ewguvkqpctkq"guvtwevwtcfq0

Rctc" ugngeekqpct" c" nqu"rctvkekrcpvgu" ug"wvknk¦„"wp"owguvtgq"pq"cngcvqtkq"fgn" vkrq"
nncocfq"dqnc"fg"pkgxg"fqpfg"rqt"tgfgu"fg"eqpqekfqu"ug"hwgtqp"fgvgevcpfq"rgtuqpcu"
eqp"ncu"ukiwkgpvgu"ectcevgt‡uvkecu<"jcdgt"cfswktkfq"nc"octec"fgn"ugiwtq"fg"cwvqo„-

xkn"rqt"gngeek„p"fg"gnnqu"okuoqu"{"pq"eqoq"wpc"rtguvcek„p"fg"uwu"gortgucu"q"cni¿p"
ecuq"ukoknct="vgpgt"gpvtg"57"{"77"c‚qu"fg"gfcf="{"jcdgt"cfswktkfq"eqp"cpvgtkqtkfcf"
cn"ogpqu"fqu"xgegu"wp"ugiwtq"fg"cwvqo„xkn"cfgoƒu"fgn"cevwcn0"Nqu"rctvkekrcpvgu"
vwxkgtqp"swg"jcdgt"rcucfq"rqt"gn"rtqeguq"fg"eqpvtcvcek„p"fgn"ugiwtq="cfgoƒu"fg"
jcdgt"vgpkfq"wp"ukpkguvtq"*ceekfgpvg"eqp"gn"cwvqo„xkn+"{"jcdgt"wvknk¦cfq"gn"ugiwtq"
rctc"tgurqpfgt"c"fin0"Rctc"nc"octec"dclq"gxcnwcek„p."ug"wvknk¦ctqp"c"rgtuqpcu"swg"
jcd‡cp"cfswktkfq"cniwpcu"fg"guvcu"vtgu"octecu<"Swcnkvcu."Czc"{"IPR0"Guvq"fgdkfq"c"
swg."rqt"wp"ncfq."uqp"ncu"octecu"n‡fgtgu="cfgoƒu."eqpegpvtcp"rqt"owejq"nc"oc{qt"
rctvkekrcek„p"fg"ogtecfq0"Ug" tgeqrkn„" wpc"owguvtc" fg" 432"rgtuqpcu" swg" swgfq"
gswknkdtcfc"gswkvcvkxcogpvg"gpvtg"ncu"vtgu"octecu"gp"rtkpekrkq"eqpukfgtcfcu0"Cwp-

swg"ug"kpvgpv„"gswknkdtct"nc"owguvtc"rqt"ifipgtq"cn"oqogpvq"fg"tgcnk¦ct"gn"ngxcpvc-
okgpvq"fg"fcvqu."ug"gpeqpvt„"fg"hqtoc"oƒu"hƒekn"owlgtgu"swg"ewornkgtcp"eqp"vqfcu"
ncu"ectcevgt‡uvkecu"tgswgtkfcu"swg"jqodtgu."rqt"nq"swg"nc"owguvtc"guvƒ"eqphqtocfc"
rqt" 87'"owlgtgu" {" 57'"jqodtgu0"Cn" rctgegt" ug" gpeqpvt„" eqp"oc{qt" hceknkfcf"
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owlgtgu"swg"jcd‡cp"vgpkfq"wp"ukpkguvtq"swg"jqodtgu."rgtq"fg"pkpiwpc"hqtoc"guvg"
guvwfkq"hwg"fkug‚cfq"pk"vkgpg"ncu"ectcevgt‡uvkecu"rctc"uwuvgpvct"wpc"uwrqukek„p"cu‡="
ukorngogpvg"ug"fgekfk„"fglct"cu‡"nc"owguvtc"rqt"tgurgvct"nc"pcvwtcnkfcf"fgn"ofivqfq"
fg"owguvtgq"gngikfq0

Gp"gn"ewguvkqpctkq"swg"ug"fkug‚„"rctc"nqu"rtqr„ukvqu"fg"guvc"kpxguvkicek„p"ug"ugrc-
tctqp"ncu"dcvgt‡cu"fg"tgcevkxqu"fqpfg"rtkogtq"ug"rtgugpvc"nc"dcvgt‡c"rctc"gn"ewo-

rnkokgpvq"fg"nqu"cvtkdwvqu"gp"nc"eqpvtcvcek„p="nwgiq."nc"dcvgt‡c"rctc"ogfkt"gn"ewo-

rnkokgpvq"fg"nqu"cvtkdwvqu"fg"tgurwguvc"c"wp"ukpkguvtq="{."rquvgtkqtogpvg."guvƒp"nqu"
tgcevkxqu"eqp"nqu"swg"ug"okfkgtqp"nqu"vkrqu"fg"ngcnvcf="gp"vqfqu"guvqu"ecuqu"ncu"fg-
enctcekqpgu"fg"nqu"tgcevkxqu"ug"cuqekctqp"c"guecncu"fg"Nkmgtv"fg"ekpeq"ecvgiqt‡cu"fg"
tgurwguvc"swg"xcp"fg"Ñvqvcnogpvg"fg"cewgtfqÒ"jcuvc"Ñvqvcnogpvg"gp"fgucewgtfqÒ="
rqt"¿nvkoq."ug"gpewgpvtcp"ncu"rtgiwpvcu"uqdtg"ncu"octecu"fg"ugiwtqu"fg"cwvqo„xkn"
swg"jcp"cfswktkfq"nqu"rctvkrcpvgu"vcpvq"gp"fiuvc."eqoq"gp"qvtcu"qecukqpgu0"Eqp"guvc"
kphqtocek„p"ug"eqorwv„"wp"kpfkecfqt"swg"vqoc"xcnqtgu"2."3"{"4."fqpfg"2"kornkec"
swg"pkpiwpc"octec"ug"tgrkvg="gu"fgekt"swg"vcpvq"nc"octec"cevwcn"*nc"¿nvkoc"cfswk-
tkfc+"eqoq"nc"rgp¿nvkoc"{"nc"cpvgrgp¿nvkoc"uqp"fkuvkpvcu0"Wp"xcnqt"fg"3"kornkec"
swg"nc"octec"cevwcn"ug"tgrkvg"wpc"xg¦"gpvtg"nc"rgp¿nvkoc"{"nc"cpvgrgp¿nvkoc"octec"
ugngeekqpcfc0"Cu‡"wp"xcnqt"fg"4"kornkec"swg"vcpvq"nc"rgp¿nvkoc"octec"ugngeekqpcfc"
{"nc"cpvgrgp¿nvkoc"uqp"nc"okuoc"{"eqkpekfgp"eqp"nc"octec"cevwcn0"Cn"vqoct"gp"hqt-
oc"eqplwpvc"nqu"tgcevkxqu"rctc"ogfkt"gn"ewornkokgpvq"fg"nqu"cvtkdwvqu"fg"ecnkfcf"
gp"gn"ugtxkekq."vcpvq"gp"nc"eqpvtcvcek„p"eqoq"gp"ecuq"fg"ukpkguvtq."cu‡"eqoq"nqu"fg"
ngcnvcf."ug"qdvkgpg"wp"cnhc"fg"Etqpdcej"fg"ブ"?"20:30"Cn"qdvgpgt"gn"cnhc"fg"Etqpdcej"
u„nq"rctc"nqu"tgcevkxqu"fg"ecnkfcf"gp"gn"ugtxkekq"gp"nc"eqpvtcvcek„p"ug"qdvkgpg"wp"
eqgÞekgpvg"fg"ブ"?"20840"Gn"eqgÞekgpvg"fgn"cnhc"fg"Etqpdcej"rctc"nqu"tgcevkxqu"uqdtg"
ecnkfcf"gp"gn"ugtxkekq"fgurwfiu"fg"wp"ukpkguvtq"tguwnvc"fg"ブ"?"20:4="guvq"kpfkec"swg"
gn"kpuvtwogpvq"eworng"eqp"kpfkecfqtgu"fg"Þcdknkfcf"cegrvcdng."cwpswg"oglqt"rctc"
nc"ogfkek„p"fg"ecnkfcf"gp"gn"ugtxkekq"fgurwfiu"fgn"ukpkguvtq"swg"rctc"nc"eqpvtcvcek„p"
fgn"ugtxkekq0

Cpƒnkuku"fg"fcvqu

Cpƒnkuku"hcevqtkcn"fg"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"*hcevqtgu"kpfgrgpfkgpvgu+0"
Nqu"fcvqu"qdvgpkfqu"fg"nqu"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"ug"rtqeguctqp"gp"wp"
cpƒnkuku"hcevqtkcn"eqp"tqvcek„p"xctkocz0"Ncu"52"xctkcdngu"ug"tgceqoqfctqp"p‡vkfc-
ogpvg"gp"fkg¦"eqorqpgpvgu"rtkpekrcngu" *hcevqtgu+"eqp"gkigpxcnqtgu"uwrgtkqtgu"c"
3="nc"xctkcdknkfcf"vqvcn"tgrtgugpvcfc"rqt"guvc"uqnwek„p"hcevqtkcn"hwg"fgn"85098:' de 

nc"xctkcdknkfcf"qtkikpcn"fg"nqu"cvtkdwvqu0"Fg"nqu"fkg¦"hcevqtgu"qdvgpkfqu."gp"ugku"ug"
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citwrcp"nqu"cvtkdwvqu"tgncekqpcfqu"c"nc"cvgpek„p"fgurwfiu"fgn"ukpkguvtq"{"gp"ewcvtq"
hcevqtgu" nqu" tgncekqpcfqu" eqp" nc" eqpvtcvcek„p0"Cn" cpcnk¦ct" ncu" ecticu" hcevqtkcngu."
swg"ug"rwgfgp"xgt"gp"gn"cpgzq"3."{"fgvgtokpct"gn"eqpvgpkfq"fg"ecfc"hcevqt"hwgtqp"
pqodtcfqu"fg"nc"ukiwkgpvg"hqtoc<

30" Ugtxkekq"fg"nqu"vcnngtgu"ogeƒpkequ"*ukpkguvtq+0
40" ¡vkec"rgtekdkfc"gp"nc"cugiwtcfqtc"rquvgtkqt"cn"ukpkguvtq"*ukpkguvtq+0
50" Ewornkokgpvq"fg"nc"cugiwtcfqtc"rquvgtkqt"cn"ukpkguvtq"*ukpkguvtq+0
60" Vtcvq"cocdng"fgurwfiu"fgn"ukpkguvtq"*ukpkguvtq+0
70" Tgrwvcek„p"fg"nc"cugiwtcfqtc"*eqpvtcvcek„p+0
80" Ugtxkekqu"eqorngogpvctkqu"{"rgtuqpcn"ecnkÞecfq"*eqpvtcvcek„p+0
90" Dwgp"ugtxkekq"ofifkeq"*ukpkguvtq+0
:0" Cocdknkfcf"{"gÞecekc"gp"nc"eqpvtcvcek„p"*eqpvtcvcek„p+0
;0" Tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"ukpkguvtq"*ukpkguvtq+0
320" Rgtegrek„p"fg"rtgekq"lwuvq"*eqpvtcvcek„p+0

Cpƒnkuku"fg"tgitguk„p0"Eqp"nqu"fkg¦"hcevqtgu"kpfgrgpfkgpvgu"swg"chgevcp"nc"rgtegrek„p"
fg"ecnkfcf"gp"gn"ugtxkekq"*swg"citwrcp"vcpvq"nqu"cvtkdwvqu"fwtcpvg"nc"eqpvtcvcek„p"fg"nc"
r„nk¦c"eqoq"gp"gn"oqogpvq"fgn"ukpkguvtq+"ug"gncdqtctqp"ekpeq"oqfgnqu"fg"tgitguk„p."
wpq"rqt"ecfc"xctkcdng"fgrgpfkgpvg"*ogfkekqpgu"fg"ngcnvcf+0"Guvqu"cpƒnkuku"rgtokvkg-
tqp"fct"tgurwguvc"c"ncu"vtgu"jkr„vguku"rncpvgcfcu0"Ug"tgcnk¦ctqp"cpƒnkuku"fg"tgitguk„p"
o¿nvkrng"gp"gvcrcu"rctc"kt"gnkokpcpfq"nqu"hcevqtgu"kpfgrgpfkgpvgu"fg"ecnkfcf"gp"gn"
ugtxkekq"pq"ukipkÞecvkxqu"{"qdvgpgt" nqu"oqfgnqu"Þpcngu"eqp" nc"oc{qt"rctukoqpkc0"
Rctc"cegrvct"nqu"oqfgnqu"fg"tgitguk„p"ug"fgd‡cp"qdvgpgt"xcnqtgu"H"guvcf‡uvkecogpvg"
ukipkÞecvkxqu"cn"ogpqu"cn"2027"{"nqu"eqgÞekgpvgu"rcuct"nc"rtwgdc"v"eqp"gn"okuoq"etkvg-
tkq"fg"ukipkÞecpekc"kpenw{gpfq"nc"qtfgpcfc"cn"qtkigp0"Ug"qrv„"rqt"gn"ofivqfq"fg"cpƒ-
nkuku"fg"tgitguk„p"{c"swg"fiuvg"rgtokvg"tgcnk¦ct"wpc"fgvgeek„p"oƒu"rtgekuc"fg"xctkcdngu"
kpfgrgpfkgpvgu"rctvkewnctgu"swg"vkgpgp"korcevq"uqdtg"cniwpc"xctkcdng"fgrgpfkgpvg."
q"dkgp."swg"pq"vkgpgp"fkejq"korcevq0"Rqt"nqu"qdlgvkxqu"fgn"guvwfkq."guvq"gtc"oƒu"tgng-
xcpvg"swg"xgtkÞect"ukorngogpvg"nc"cuqekcek„p"c"pkxgn"fg"eqpuvtwevqu0

Tguwnvcfqu

Cn"vqoct"nqu"fkg¦"hcevqtgu"kpfgrgpfkgpvgu"fg"ecnkfcf"gp"gn"ugtxkekq"fg"cugiwtcfqtcu"
fg"cwvqo„xkngu"qdvgpkfqu"fgn"cpƒnkuku"hcevqtkcn"{"xgt"uw"tgncek„p"eqp"ncu"xctkcdngu"
fg"ngcnvcf."wvknk¦cpfq"cpƒnkuku"fg"tgitguk„p."nc"rtwgdc"v"rgtokvg"gnkokpct"nqu"hcevq-

tgu"swg"pq"vkgpgp"korcevq"ukipkÞecvkxq"q"swg"cwpswg"rwgfgp"vgpgt"ekgtvq"korcevq"
rwgfg"gzkuvkt"wp"cvtkdwvq"rt„zkoq"swg"nqitg"wp"oc{qt"itcfq"fg"cuqekcek„p."fgn"vcn"
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hqtoc"swg"gn"rtkogtq"swgfg"gnkokpcfq0"C"eqpvkpwcek„p"ug"fguetkdgp"ecfc"wpq"fg"
nqu"ekpeq"oqfgnqu"fg"tgitguk„p"nqitcfqu."nq"ewcn"ug"rwgfg"crtgekct"gp"gn"ewcftq"30

Lealtad cognitiva."Guvƒ"gzrnkecfc"rqt<"c+"nc"fivkec"rgtekdkfc"fg"nc"cugiwtcfqtc"rqu-
vgtkqt"cn"ukpkguvtq."d+"gn"ewornkokgpvq"fg"nc"cugiwtcfqtc"rquvgtkqt"cn"ukpkguvtq."e+"nc"
tgrwvcek„p"fg"nc"cugiwtcfqtc"{"f+"nc"tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"ukpkguvtq0"Fg"
ncu"ewcvtq"xctkcdngu"kpfgrgpfkgpvgu"swg"gzrnkecp"guvg"vkrq"fg"ngcnvcf."nc"swg"vkgpg"
oc{qt"rguq"gu<"Ñnc"tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"ukpkguvtqÒ"*eqp"wp"xcnqt"v"ukipk-
Þecvkxq"fg"50:6+="cukokuoq."fg"ncu"ewcvtq"xctkcdngu"swg"nc"gzrnkecp."vtgu"rtqxkgpgp"
fg"nc"gzrgtkgpekc"igpgtcfc"gp"wp"ukpkguvtq"{"uqncogpvg"wpc"fg"nc"eqpvtcvcek„p0

Lealtad afectiva."Guvƒ"gzrnkecfc"uqncogpvg"rqt"fqu"hcevqtgu<"c+" tgrwvcek„p"fg" nc"
cugiwtcfqtc"{"d+"tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"ukpkguvtq="ukgpfq"nc"ugiwpfc"nc"
swg" eqpvkgpg" nc"oc{qt" ectic" hcevqtkcn" *eqp"wp"xcnqt" v" ukipkÞecvkxq"fg"505;+0"Gu"
korqtvcpvg"qdugtxct"swg"wpc"xctkcdng"ug"qtkikpc"gp"gn"oqogpvq"fg"nc"eqpvtcvcek„p"
{"nc"qvtc"gp"gn"oqogpvq"fgn"ukpkguvtq0

Lealtad intención."Guvc"xctkcdng"ug"gpewgpvtc"fgvgtokpcfc"u„nq"rqt"hcevqtgu"fgn"uk-
pkguvtq<"c+"ugtxkekq"fg"nqu"vcnngtgu"ogeƒpkequ."d+"vtcvq"cocdng"fgurwfiu"fgn"ukpkguvtq"
{"e+"dwgp"ugtxkekq"ofifkeq"fgurwfiu"fgn"ukpkguvtq0"Gu"korqtvcpvg"pqvct"swg"guvg"vkrq"
fg"ngcnvcf"vkgpg"tgncek„p"eqp"xctkcdngu"kpfgrgpfkgpvgu"swg"pq"eqorctvg"eqp"pkpiw-

pc"qvtc"fg"ncu"xctkcdngu"fgrgpfkgpvgu0 Nc"xctkcdng"kpfgrgpfkgpvg"eqp"oc{qt"rguq"gu"
nc"rtkogtc"*ugtxkekq"fg"nqu"vcnngtgu"ogeƒpkequ+"eqp"wp"xcnqt"v"fg"50870

Ngcnvcf"ceek„p"*cwvqrgtegrek„p+0"Cn"kiwcn"swg"nc"ngcnvcf"chgevkxc."guvg"vkrq"fg"ngcn-
vcf"ug"uwuvgpvc"gp"fqu"hcevqtgu."wpq"tghgtgpvg"cn"ukpkguvtq"{"qvtq"c"nc"eqpvtcvcek„p<"
c+"fivkec"rgtekdkfc"gp"nc"cugiwtcfqtc"rquvgtkqt"cn"ukpkguvtq"{"d+"cocdknkfcf"{"gÞecekc"
gp"nc"cvgpek„p="codcu"eqp"wp"rguq"ukoknct"*xcnqt"v"fg"30;4"{"30;;."tgurgevkxcogpvg+0
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Ewcftq"3
Tguwnvcfqu"fg"nqu"cpƒnkuku"fg"tgitguk„p0"Hcevqtgu"tqvcfqu"fg"nc"ecnkfcf"
gp"gn"ugtxkekq"*xctkcdngu"kpfgrgpfkgpvgu+"swg"tguwnvctqp"ukipkÞecvkxqu

Xcnqtgu"fg"nqu"guvcf‡uvkequ"fg"nqu"cpƒnkuku"fg"tgitguk„p"rqt"ecfc"xctkcdngu"
fgrgpfkgpvg"*ogfkekqpgu"fg"ngcnvcf+

Hkpcnogpvg" gn" ‡pfkeg" fg" tgeqortc" *ngcnvcf" ceek„p" qdlgvkxc+" gu" nc" ¿pkec" xctkcdng"
fgrgpfkgpvg"swg"ug"gzrnkec"rqt"wp"uqnq"hcevqt"kpfgrgpfkgpvg<"nc"tgrwvcek„p"fg"nc"
cugiwtcfqtc"eqp"wp"xcnqt"v"ukipkÞecvkxq"cn"40270"Uqdtgucng"swg"guvc"xctkcdng"kpfg-
rgpfkgpvg"rgtvgpgeg"c"nc"cvgpek„p"gp"nc"eqpvtcvcek„p"fgn"ugtxkekq0

Fg"nqu"fkg¦"hcevqtgu"kpfgrgpfkgpvgu."fqu"hcevqtgu"pq"rtgugpvctqp"pkpiwpc"tgncek„p"
ukipkÞecvkxc" eqp" ncu" xctkcdngu" fg" fgrgpfkgpvgu<" c+" ugtxkekqu" eqorngogpvctkqu" {"
rgtuqpcn" ecnkÞecfq="{"d+"rtgekq" lwuvq0" Kpvgtgucpvg" tguwnvc"swg"Ñrtgekq" lwuvqÒ" ugc"
wp"hcevqt"eqp"rqeq"korcevq"ewcpfq"gp"nc"hcug"kpkekcn"fg"nc"kpxguvkicek„p"fcdc"nc"
kortguk„p"fg"guvct"ow{"tgncekqpcfq"eqp"nc"rgtegrek„p"fg"xcnqt0

Variable 

fgrgpfkgpvg
Xctkcdngu"kpfgrgpfkgpvgu"

ukipkÞecvkxcu Xcnqt"v r
r2 

ajustada
H

Ngcnvcf"eqipkvkxc

¡vkec"rgtekdkfc"gp"nc"cugiwtcfqtc"
rquvgtkqt"cn"ukpkguvtq 40:7,,

0596 0345 :056,,
Ewornkokgpvq"fg"nc"cugiwtcfqtc"
rquvgtkqt"cn"ukpkguvtq 4073",
Tgrwvcek„p"fg"nc"cugiwtcfqtc"
*eqpvtcvcek„p+ 4026",
Tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"
siniestro

50:6,,

Ngcnvcf"chgevkxc
Tgrwvcek„p"fg"nc"cugiwtcfqtc"
*eqpvtcvcek„p+ 4076",

04:4 0293 :0;7,,Tcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"
siniestro

505;,,

Ngcnvcf"kpvgpek„p
Ugtxkekq"fg"nqu"vcnngtgu"ogeƒpkequ"
*ukpkguvtq+ 5087,,

0582 0339 32045,,Vtcvq"cocdng"fgurwfiu"fgn"ukpkguvtq 4093,,
Dwgp"ugtxkekq"ofifkeq"*ukpkguvtq+ 5039,,

Ngcnvcf"ceek„p"
*cwvqrgtegrek„p+

¡vkec"rgtekdkfc"gp"nc"cugiwtcfqtc"
rquvgtkqt"cn"ukpkguvtq 30;4",

03:; 0249 50:7,Cocdknkfcf"{"gÞecekc"gp"nc"
eqpvtcvcek„p 30;;",

ìpfkeg"tgeqortc
*ngcnvcf"ceek„p"

qdlgvkxc+

Tgrwvcek„p"fg"nc"cugiwtcfqtc"
*eqpvtcvcek„p+ 4027", 0363 0237 603;3,

,UkipkÞecpekc"cn"2027"1",,UkipkÞecpekc"cn"2023
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Eqpenwukqpgu

Eqp"tgurgevq"c"nc"jkr„vguku"3. los atributos de calidad en el servicio en la contra-

vcek„p"fg"wpc"cugiwtcfqtc"fg"cwvqo„xkngu"vkgpgp"wpc"kpàwgpekc"gp"nc"ngcnvcf"fgn"
cliente hacia la marca,"e„oq"ug"rwgfg"xgt"gp"nqu"tguwnvcfqu"qdvgpkfqu."uqncogpvg"
fqu"fg"nqu"ewcvtqu"hcevqtgu"swg"eqpegpvtcp"nqu"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"
fwtcpvg"nc"eqpvtcvcek„p"fgn"ugiwtq"nqitctqp"vgpgt"wp"korcevq"ukipkÞecvkxq"gp"cniw-

pcu"fg"ncu"ogfkekqpgu"fg"ngcnvcf"csw‡"tgcnk¦cfcu0"Rqt"gnnq."gp"vfitokpqu"igpgtcngu"
ug"fgdg"eqpenwkt"swg"guvg"itwrq"rctvkewnct"fg"cvtkdwvqu"vkgpg"rqeq"korcevq"gp"nc"
ngcnvcf"fgn"enkgpvg."rqt"nq"swg"pq"ug"gpewgpvtcp"gxkfgpekcu"uwÞekgpvgu"rctc"uqrqtvct"
c"guvc"jkr„vguku="ukp"godctiq."ug"fgdg"fguvcect"nq"qdvgpkfq"gp"ewcpvq"c"wpq"fg"guvqu"
hcevqtgu"Ñtgrwvcek„p"fg" nc"octec"cugiwtcfqtcÒ."gn"ewcn" tguwnv„"ukipkÞecvkxq"rctc"
vtgu"fg"ncu"ekpeq"ogfkfcu"fg"ngcnvcf"gp"nqu"oqfgnqu"fg"tgitguk„p="cfgoƒu."hwg"gn"
¿pkeq"hcevqt"ukipkÞecvkxq"rctc"gn"‡pfkeg"fg"tgeqortc."pkpiwpq"fg"nqu"cuqekcfqu"cn"
ukpkguvtq"hwg"ukipkÞecvkxq"rctc"guvc"ogfkfc"oƒu"qdlgvkxc"fg"ngcnvcf0"Ugi¿p"nc"vgqt‡c"
fg"ncu"hcugu"fg"ngcnvcf"*Qnkxgt."3;;;+."nc"ngcnvcf"ceek„p"vkgpfg"c"ugt"nc"oƒu"fkh‡ekn"
fg"ugt"gzrnkecfc."rqt"nq"swg"guvg"hcevqt"uqdtg"nc"tgrwvcek„p"swg"vkgpg"nc"octec"fg"
nc" cugiwtcfqtc" fgdg" eqpukfgtctug" wp" gngogpvq" korqtvcpvg0"Pq"qduvcpvg" ug" fgdg"
ug‚cnct"swg"nqu"cvtkdwvqu"eqpvgpkfqu"gp"guvg"hcevqt"pq"uqp"rtqrkcogpvg"cvtkdwvqu"fg"
ecnkfcf"gp"gn"ugtxkekq."{c"swg"pq"eqpuvkvw{gp"gp"u‡"rctvg"fgn"rtqeguq"fg"eqpvtcvc-
ek„p."ukpq"c"wpc"eqpfkek„p"rtgxkc"fg"nc"swg"rwgfgp"iq¦ct"ncu"octecu"rtgxkcu"c"guvc"
eqpvtcvcek„p="c"rguct"fg"guvq."ug"fgekfk„"fglct"guvqu"cvtkdwvqu"fgdkfq"c"nc"korqtvcp-

ekc"swg"ngu"fcdc"nc"igpvg"gpvtgxkuvcfc"gp"nc"hcug"ewcnkvcvkxc"fg"guvg"vtcdclq0

Eqp"tgurgevq"c"nc"jkr„vguku"4."los atributos de calidad en el servicio de una asegu-

tcfqtc"fg"cwvqo„xkngu"gp"tgurwguvc"c"wp"ukpkguvtq"vkgpgp"wpc"kpàwgpekc"rqukvkxc"gp"
la lealtad del cliente hacia la marca, ug"rwgfg"fgekt"swg"nc"gxkfgpekc"tgeqngevcfc"
vkgpfg"c"uwuvgpvct"fg"oglqt"hqtoc"guvc"jkr„vguku"swg"nc"cpvgtkqt0"Nqu"ugku"hcevqtgu"
swg"cinwvkpcp"c"nqu"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"gp"tgncek„p"eqp"nc"cvgpek„p"
fgurwfiu"fgn"ukpkguvtq"crctgegp"eqoq"hcevqtgu"ukipkÞecvkxqu"rctc"gzrnkect"cniwpc"
fg"ncu"ogfkekqpgu"cevkvwfkpcngu"fg"ngcnvcf="ukp"godctiq."eqoq"{c"ug"fklq."pkpiwpq"
fg" guvqu" hcevqtgu" qhtgeg" gzrnkecek„p" ukipkÞecvkxc" jcekc" gn" kpfkecfqt" qdlgvkxq" fg"
tgeqortc0

Gp"ewcpvq"c"nc"jkr„vguku"5."uqdtg"swg"fgdg"jcdgt"oc{qt"korcevq"gp"nc"ngcnvcf"rqt"
rctvg"fg"nqu"cvtkdwvqu"fgn"ugtxkekq"cuqekcfqu"cn"ukpkguvtq"swg"nqu"fgn"rtqeguq"fg"eqp-

vtcvcek„p."qdugtxcoqu"gp""nqu"tguwnvcfqu"fgn"ewcftq"3"swg"u„nq"wp"hcevqt"fg"nc"eqp-
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vtcvcek„p"fgn"ugtxkekq"tguwnv„"ukipkÞecvkxq"*tgrwvcek„p"fg"nc"cugiwtcfqtc+="gn"tguvq"
fg"nqu"cvtkdwvqu"swg"tguwnvctqp"ukipkÞecvkxqu"hwgtqp"tghgtgpvgu"cn"ugtxkekq"fgurwfiu"
fg"wp"ukpkguvtq0"Gp"vfitokpqu"igpgtcngu"ug"rwgfg"eqpenwkt"csw‡"swg"ug"gpewgpvtcp"
gxkfgpekcu"rctc"uwuvgpvct"guvc"jkr„vguku"gp"nq"swg"ug"tgÞgtg"c"ncu"ogfkekqpgu"cevk-
vwfkpcngu"fg"ngcnvcf="rgtq"pq."eqoq"{c"ug"jc"ogpekqpcfq."gp"ewcpvq"cn"kpfkecfqt"
eqpfwevwcn"qdlgvkxq"fg"tgeqortc0

Nq"cpvgtkqt"rwgfg"kpvgtrtgvctug"gp"gn"ukiwkgpvg"ugpvkfq."ceqtfg"c"nq"rtqrwguvq"gp"gn"
rncpvgcokgpvq."cn"rctgegt"ug"eqpÞtoc"nc"uwrqukek„p"fg"swg"xgtug"kpxqnwetcfq"gp"wp"
ukpkguvtq"fg"cwvqo„xkn"{"tgekdkt"nc"cvgpek„p"rqt"rctvg"fgn"ugiwtq"fgdg"eqpuvkvwkt"wpc"
gzrgtkgpekc"fg"owejc"oc{qt"tgngxcpekc"rctc"gn"enkgpvg"gp"qtfgp"*pq"gu"enctq."swkgtg"
fgekt<"gp"nwict+"fg"gxcnwct"c"uw"eqorc‚‡c"cugiwtcfqtc"rctc"hwvwtcu"fgekukqpgu"fg"
eqortc"rqt"gpekoc"fg"nc"dwgpc"cvgpek„p"swg"rwgfq"tgekdkt"fwtcpvg"nc"eqpvtcvcek„p0"
Cn"Þpcn"fg"ewgpvcu"nc"eqpvtcvcek„p"pq"fgdg"ugt"rgtekdkfc"eqoq"cniq"ow{"tgngxcpvg"
fgdkfq"c"swg"guvg"rtqeguq"pq"eqpvgornc"ncu"pgegukfcfgu"rqt"ncu"ewcngu"ug"gu"eqp-

vtcvcfq"gn"ugtxkekq0"Wpc"ocnc"cvgpek„p."q"dwgpc."fgurwfiu"fgn"ukpkguvtq"fgdg"fglct"
wpc"jwgnnc"gp"nc"ogoqtkc"owejq"oƒu"kpvgpuc"swg"nc"fgn"rtqeguq"fg"eqpvtcvcek„p0"
Guvq"fgdkfq"c"swg"pq"u„nq"gpvtc"gp"hwpek„p"nc"tc¦„p"rqt"nc"ewcn"hwg"eqpvtcvcfc"gn"
ugtxkekq."ukpq"swg."fgdkfq"c"nc"ukvwcek„p"cnvcogpvg"guvtgucpvg"fg"guvct"kpxqnwetcfq"
gp"wp"rgtecpeg"fg"cwvqo„xkn"*xgt"tguwnvcfqu"fg"nc"hcug"ewcnkvcvkxc+."nc"ugpucek„p"
fg"ugiwtkfcf"q"kpugiwtkfcf"swg"gu"rtqxg‡fc"rqt"rctvg"fg"nc"eqorc‚‡c"cugiwtcfqtc"
fgdg"ugt"wp"gngogpvq"owejq"oƒu"ukipkÞecvkxq"rctc"gn"enkgpvg0"Nq"cpvgtkqt"ug"gurgtc"
swg"vgpic"wp"rguq"korqtvcpvg"cn"fgekfkt"uqdtg"xqnxgt"c"cfswktkt"c"nc"okuoc"octec"
gp"gn"hwvwtq."q"pq0

Rgtq."pwgxcogpvg."cwpswg" nqu" hcevqtgu"fg"ecnkfcf"gp"gn" ugtxkekq" tgncekqpcfqu"cn"
ukpkguvtq"vkgpgp"korcevq"gp"ncu"ogfkekqpgu"cevkvwfkpcngu"fg"ngcnvcf"pq"nq"vkgpgp"gp"
gn"kpfkecfqt"qdlgvkxq"fg"tgeqortc."rqt"nq"swg"rwgfg"kpvgtrtgvctug"swg"cwpswg"goq-

ekqpcnogpvg"gn"enkgpvg"rwgfc"ugpvktug"kpenkpcfq"rqt"fgvgtokpcfc"octec."nq"¿pkeq"
gpeqpvtcfq"gp"guvg"guvwfkq"swg"vkgpg"cni¿p"korcevq"gp"nc"ceek„p"fg"tgeqortc"gu"nc"
tgrwvcek„p"rtgxkc"swg"ug"vkgpg"fg"nc"octec0"Cwpswg"rwgfg"rgpuctug"csw‡"swg"guvc"
tgrwvcek„p"rwgfg"fgdgtug"gp"rctvg"c"nc"gzrgtkgpekc"eqp"nc"cugiwtcfqtc"fwtcpvg"wp"
ukpkguvtq."nqu"tguwnvcfqu"pq"uqp"enctqu"rctc"uwuvgpvct"wpc"eqpenwuk„p"fg"guvg"vkrq."
rqt"nq"swg"guvq"rwgfg"qhtgegtug"csw‡"eqoq"wpc"jkr„vguku"c"eqpvtcuvctug"gp"guvwfkq"
hwvwtqu0

Gu"ow{" korqtvcpvg" csw‡" tgeqpqegt" nkokvcekqpgu" fg" nc" rtgugpvg" kpxguvkicek„p" gp"
ewcpvq"cn"itcfq"fg"gzrnkecek„p"swg"ug"qdvkgpg"fg"nqu"hcevqtgu"jcekc"vqfcu"ncu"og-
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fkekqpgu"fg"ngcnvcf"csw‡"wvknk¦cfcu0"Cwpswg"ug"gpeqpvt„"swg"xctkqu"fg"nqu"hcevqtgu"
vkgpgp"wp"korcevq"ukipkÞecvkxq"gp"vcngu"ogfkekqpgu"fg"ngcnvcf"*rqt"nqu"eqgÞekgpvg"v"
qdvgpkfqu"gp"nqu"cpƒnkuku"fg"tgitguk„p+0"["cwpswg"gp"vqfqu"nqu"ecuqu"ug"ewornkgtqp"
nqu"etkvgtkqu"rctc"cegrvct"nqu"oqfgnqu"fg"tgitguk„p"eqp"xcnqtgu"vcodkfip"ukipkÞec-
vkxqu"fg"nc"rtwgdc"H0"Nqu"xcnqtgu"fg"t4"clwuvcfc"*kpfkecfqt"uqdtg"gn"itcfq"gp"swg"
ncu"ogfkekqpgu"fg"ngcnvcf"uqp"gzrnkecfcu"rqt"nqu"hcevqtgu"fg"ecnkfcf"gp"gn"ugtxkekq+"
tguwnvctqp"dclqu"gp"vqfqu"nqu"oqfgnqu"fg"tgitguk„p0"Guvq"kornkec"swg"gn"itcfq"fg"
gzrnkecek„p"fg"nqu"cvtkdwvqu"fg"ecnkfcf"gp"gn"ugtxkekq"uqdtg"nc"ngcnvcf"jcekc"nc"oct-
ec" vkgpfg"c"ugt"dclq."rqt" nq"swg"rwgfg"cuwoktug"swg"fgdgp"gzkuvkt"qvtqu"hcevqtgu"
tgngxcpvgu"swg"vcodkfip"vkgpgp"korcevq"uqdtg"nc"ngcnvcf0"Ecdg"cenctct"swg"gn"rtgekq"
rcicfq"pq"hwg"wpc"xctkcdng"ogfkfc0"Cn"xgt"nqu"tguwnvcfqu"ug"rwgfg"rgpuct"swg"guvc"
xctkcdng"rwgfg"vgpgt"wp"korcevq"korqtvcpvg"{"rqt"gpekoc"fg"nqu"cvtkdwvqu"fg"ec-
nkfcf"gp"gn"ugtxkekq."kpenwukxg"rqt"gpekoc"fg"nqu"cvtkdwvqu"cuqekcfqu"c"nc"cvgpek„p"
rquvgtkqt"cn"ukpkguvtq0"Eqp"dcug"gp"guvq"ug"uwikgtg"c"hwvwtq"tgcnk¦ct"wp"guvwfkq"gp"
guvg"ugevqt"fqpfg"ug"eqpvgorng."gpvtg"qvtqu."nc"xctkcdng"rtgekq"eqoq"wp"hcevqt"vgp-

vcvkxq"gzrnkecfqt"fg"nc"gngeek„p"fgn"enkgpvg"uqdtg"nc"octec"fg"ugiwtq"fg"cwvqo„xkn0

Implicaciones gerenciales

Eqpukfgtcpfq"swg"gn"hcevqt"fg"ecnkfcf"gp"gn"ugtxkekq"swg"oc{qt"p¿ogtq"fg"qec-
ukqpgu"crctgeg"eqoq"fgvgtokpcpvg"ukipkÞecvkxq"jcekc"ncu"ogfkekqpgu"fg"ngcnvcf"gu"
Ñfivkec"rgtekdkfc"gp"nc"cugiwtcfqtc"rquvgtkqt"cn"ukpkguvtqÒ."gu"korqtvcpvg"tgucnvct"swg"
nqu"rtcevkecpvgu"fg"ogtecfqvgepkc"gp"guvg"pgiqekq"fgdgtƒp"eqortgpfgt"nc"korqt-
vcpekc"fg"cugiwtct"swg"gn"enkgpvg."gp"vqfq"oqogpvq"fgurwfiu"fgn"ukpkguvtq."ukgpvc"swg"
nc"eqorc‚‡c"Ñguvƒ"fg"uw"ncfqÒ0"Nqu"vgoqtgu"fgn"ukpkguvtcfq."swg"uwtikgtqp"fg"hqtoc"
tgngxcpvg"gp"nc"hcug"ewcnkvcvkxc"fgn"guvwfkq."uqp"swg"nc"eqorc‚‡c"wvknkeg"ewcnswkgt"
lwuvkÞecek„p"vfiepkec"q"ngicn"rctc"pq"rcictng"nc"rtkoc."jcegtng"vctfcfq"gn"rciq"fg"
nc"okuoc"{1q"vtcvct"fg"rcict"wp"oqpvq"ogpqt0"Ukp"fwfc."gn"vtcvq."ngpiwclg"{"eqp-

Þcp¦c"swg"nqu"clwuvcfqtgu"fgp"c"nqu"ukpkguvtcfqu"fgufg"gn"rtkogt"eqpvcevq"*kpenwuq"
fgufg"gn"eqpvcevq"vgngh„pkeq"eqp"nc"eqorc‚‡c+"rwgfg"ugt"tgngxcpvg"rctc"gxkvct"guvc"
rgtegrek„p0

Gp"ugiwpfc" kpuvcpekc." hcevqtgu"fg"ecnkfcf"gp"gn"ugtxkekq."swg" vcodkfip"tguwnvctqp"
fgvgtokpcpvgu"gp"xctkcu"fg"ncu"ogfkekqpgu"fg"ngcnvcf."hwgtqp"Ñtgrwvcek„p"fg"nc"cug-
iwtcfqtc"gp"gn"oqogpvq"fg" nc"eqpvtcvcek„pÒ"{"Ñtcrkfg¦"gp"cvgpek„p"rquvgtkqt"cn"
ukpkguvtqÒ0"Fgufg"gn"rwpvq"fg"xkuvc"qrgtcvkxq."ecfc"wpq"uwegfg"gp"fkhgtgpvgu"oq-

ogpvqu"fg"kpvgtceek„p"eqp"gn"enkgpvg="gn"rtkogtq"tgrtgugpvc"wpc"xgpvclc"swg"fgdg"
ugt"gzrnqvcfc"eqoq"gngogpvq"encxg"fg"pgiqekcek„p"fg" nc"r„nk¦c"eqp"qdlgvkxq"fg"
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tgcnk¦ct"wp"ekgttg"fg"xgpvcu"nq"oƒu"tƒrkfq"rqukdng."dnqswgcpfq"nc"rqukdknkfcf"swg"
gn"enkgpvg"rqvgpekcn"ugc"cvtc‡fq"rqt"qvtcu"octecu="gn"ugiwpfq"curgevq"tgswkgtg"fg"
nc"korngogpvcek„p"fg"rtqegfkokgpvqu"rctc"cugiwtctug"swg"gn"ukpkguvtcfq"ug"ukgpvc"
tgurcnfcfq"fgufg"gn"oqogpvq"okuoq"gp"swg"jceg"nc"nncocfc"rkfkgpfq"c{wfc."jcuvc"
gn"oqogpvq"gp"swg"ug"rtgugpvc"gn"clwuvcfqt"cn"nwict"fgn"ukpkguvtq0"Fgdkfq"c"swg"gn"
vkgorq"fg"tgceek„p"gu"wpq"fg"nqu"hcevqtgu"korqtvcpvgu."ug"rwgfg"tgeqogpfct"gn"oq-

pkvqtgq"fgn"okuoq"{."cukokuoq."swg"kpvgtpcogpvg"ug"rtqrqpicp"ogvcu"eqpuvcpvgu"
fg"fkuokpwek„p"fg"guvqu"ncruqu0
Cwpswg"gn"hcevqt"Ñugtxkekq"fg"nqu"vcnngtgu"ogeƒpkequÒ"uqncogpvg"hwg"ukipkÞecvkxq"
rctc"wpc"fg"ncu"ogfkekqpgu"fg"ngcnvcf."qdvwxq"gn"ugiwpfq"xcnqt"oƒu"cnvq"gp"gn"guvc-
f‡uvkeq"ÑvÒ"*xgt"ewcftq"3+."rqt"nq"swg"vcodkfip"gu"tgeqogpfcdng"swg"guvg"curgevq"ugc"
cvgpfkfq"eqp"cnvq"kpvgtfiu"vƒevkeq/qrgtcvkxq"rqt"rctvg"fg"ncu"eqorc‚‡cu"cugiwtcfqtcu"
fg"cwvqu0"Nc"ecnkfcf"rgtekdkfc"fg"nc"tgrctcek„p."gn"vkgorq"rctc"fgxqnxgt"nc"wpkfcf"
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