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Resumen

La presente investigacion se realizé con el objetivo de analizar la relacion entre la
calidad de servicio y la satisfaccion del cliente de la empresa R&S Distribuidores
SAC en la ciudad de Trujillo, afio 2016. La investigacion es descriptiva de disefio
no experimental de corte transversal y se realizd un cuestionario a 226 clientes
con el propdsito de identificar el nivel de calidad de servicio y el nivel de la
satisfaccion del cliente con relacion al servicio brindado por la empresa R&S
Distribuidores SAC. Concluyendo que entre la calidad de servicio y la satisfaccion
del cliente existe una relacibn moderada y directa, donde el coeficiente de
correlacion de Spearman es 0.569. También se identifico el nivel de la calidad de
servicio que es alto en un 83% y el nivel de la satisfaccion del cliente que es alto

en un 78%.

Palabras clave: Calidad, Servicio, Satisfaccion, Cliente.



Abstract

The present investigation was carried out with the objective of analyzing the
relationship between quality of service and customer satisfaction of the company
R&S Dealers SAC in the city of Trujillo, in the year 2016. The research is
descriptive of cross-sectional non-experimental design and a questionnaire was
carried out to 226 clients with the purpose of identifying the level of quality of
service and the level of customer satisfaction in relation to the Service provided by
the company R&S Dealers SAC Concluding that between the quality of service
and customer satisfaction there is a moderate and direct relationship, where the
correlation coefficient of Spearman is 0.416. We also identified the level of quality
of service that is high by 83% and the level of customer satisfaction that is high by
78%.

Keywords: Quality, Service, Satisfaction, Customer.



