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Resumen

La presente investigacién tuvo como objetivo determinar la relacion que existe
entre la calidad de servicio y la satisfaccion del cliente de cineplex S.A, San
Miguel, 2016; por lo que se presentaron antecedentes de tesis, paginas de

internet, bibliografias de libros sobre las variables en estudio.

Con respecto al marco tedrico inicié con temas generales acerca de la calidad
de servicio, el cliente y satisfaccion del cliente. La metodologia de la
investigacion se hizo mediante el empleo de la encuesta, dirigida a los clientes

de Cineplex S.A, con el fin de averiguar lo necesario para la investigacion.

En conclusiébn se elaboraron analisis de frecuencia y ponderacion de
porcentaje, de esta manera se conseguirad los resultados; se espera de la
presente investigacion ayude como una herramienta de referencia para la

administracion y gestion de la empresa.
Palabras claves: calidad, servicio, satisfaccion y cliente

Abstract

The present investigation had as aim determine the relation that exists
between the quality of service and the satisfaction of the client of cineplex S.A,
San Miguel, 2016; for what they presented precedents of thesis, pages of

Internet, bibliographical of books on the variables in study.

With regard to the theoretical frame it initiated with general topics it brings over
of the quality of service, the client and satisfaction of the client.
The methodology of the investigation was done by means of the employment of
the survey, directed the clients of Cineplex S.A, in order to find out what is

necessary for the investigation.

In conclusion there were elaborated an analysis of frequency and weighting
of percentage, hereby the results will be obtained; it is expected from the present
investigation help as a tool of reference to the administration and management
of the company.

Keywords: quality, service, satisfaction and customer



