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Resumen

El objetivo de la investigacion fue determinar la relacion entre la calidad de
servicio y la satisfaccion del cliente de la empresa Full Aceros ubicada en el
distrito de Lima Cercado, su contribuciébn esta en otorgar informacion a la
empresa para la toma de decisiones pertinentes, dado que actualmente la calidad
de servicio es un asunto bastante fundamental e imprescindible para cualquier
negocio debido a que de este es dependiente al fracaso o triunfo de las
empresas. Teniendo en cuenta que la investigacion es de tipo descriptivo
correlacional, con una poblacién de 120 clientes que reciben los servicios de la
empresa Full Aceros, tomando como muestra una poblacion de 80 sujetos
muéstrales. Los instrumentos usados fueron 2 cuestionarios de escala tipo Likert,
siendo validada a través de la técnica juicio de expertos con profesionales y
conocedores del proceso de la investigacion. Asi pues, se arribd a la conclusion
gue la calidad de servicio tiene una correlacion directa fuerte con la satisfaccion
del cliente, asimismo ésta con las dimensiones de confianza, responsabilidad,

seguridad, empatia, tangible.

Palabras claves: satisfaccién, calidad, servicio.
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Abstract

The objective of the research was to determine the relationship between the
quality of service and customer satisfaction of the Full Aceros company located in
the district of Lima Cercado, its contribution is to provide information to the
company for making relevant decisions, since Currently the quality of service is a
very fundamental and essential issue for any business because of this it is
dependent on the failure or success of the companies. Taking into account that
the research is of a descriptive correlational type, with a population of 120 clients
who receive the services of the Full Aceros company, taking as a sample a
population of 80 sample subjects. The instruments used were 2 Likert-type scale
guestionnaires, being validated through the expert judgment technique with
professionals and knowledgeable about the research process. Thus, it was
concluded that the quality of service has a strong direct correlation with customer
satisfaction, also with the dimensions of trust, responsibility, security, empathy,

tangible.

Keywords: satisfaction, quality, service.
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