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RESUMEN

La investigacion titulada Calidad de Servicio y Satisfaccion del Cliente del Supermercado
Metro ye Canto Rey, San Juan De Lurigancho, tuvo como objetivo determinar la relacion
que existe entre la calidad de servicio y satisfaccion del cliente. La investigacién fue
descriptivo correlacional, no experimental por su temporalidad de corte transversal. La
poblacidn se determiné se aplicé la formula infinita para obtener la cantidad de clientes del
supermercado metro de Canto Rey. Se utilizaron técnicas e instrumento de recoleccion de
datos, se utilizé la encuesta mediante el cuestionario en la escala de Likert, los datos fueron
recogidos y procesados de acuerdo al muestreo. La validez del instrumento se hizo mediante
el juicio de expertos y la confiabilidad por el Alfa de Cronbach, el cual arroj6 0.814. Se
concluyo la Calidad de Servicio se relaciona significativamente con la Satisfaccion del
Cliente en el supermercado, donde se obtuvo un nivel de correlacion de Rho Spearman de
0.493 y una significancia de 0,000. Dicha relacion se basa en la relacion significativa que

existe relacién entre ambas variables.

Palabras claves: calidad de servicio, satisfaccion del cliente, elementos tangibles.
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ABSTRACT

The research entitled Quality of Service and Customer Satisfaction of the Canto Rey Metro
Supermarket, San Juan de Lurigancho, which aims to determine the relationship between the
quality of service and customer satisfaction. The present investigation is a descriptive
correlational study, not experimental because of its transverse temporality. The population
was determined by applying the infinite formula to obtain the number of customers of the
Canto Rey metro supermarket. The technique and data collection instrument is related, the
survey was used by means of the questionnaire in the Likert scale, the data were collected
and processed according to the sampling. The validity of the instrument was made through
expert judgment and reliability by Crombach's Alpha, which yielded 0.814. The Quality of
Service was concluded to be significantly related to Customer Satisfaction in the
supermarket, where a Rho Spearman correlation level of 0.493 and a significance of 0.000
was obtained. This relationship is based on the significant relationship that exists between
the two variables.

Keywords: cuality of service, customer satisfaction, tangible elements.
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