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RESUMEN

El presente estudio tuvo por objetivo, establecer los factores determinantes
asociados a la calidad del servicio de transporte publico de pasajeros del terminal
terrestre Municipal del Santa, 2021. Su metodologia se enmarca en el enfoque
cuantitativo, con nivel de alcance relacional, y disefio no experimental, transversal,
descriptivo correlacional. La muestra de estudio fue probabilistica y muestreo
probabilistico aleatorio estratificado con afijacion proporcional segin grupo etario y
sexo, conformada por 297 pasajeros y mediante el uso de dos escalas valorativas,
se recolecto los datos, los cuales fueron analizados mediante el coeficiente de
asociacion Tau —b— de Kendall y la prueba estadistica no paramétrica Rho de
Spearman. Entre sus resultados se hallé que nivel de percepcion de la calidad del
servicio de transporte publico de la mayoria de pasajeros (58,2 %) es
medianamente satisfactorio e insatisfactorio, y a la vez cerca de la mitad de
pasajeros caracterizan a los factores determinantes del transporte publico en el
nivel regular, en tanto una cuarta parte como malos. Concluyendo que los factores
determinantes asociados a la calidad del servicio de transporte de pasajeros son:
Los referidos al conductor, vehiculos, reguladores y a los usuarios; existiendo una

correlacion directa de nivel moderado y significativa.

Palabras clave: Calidad del servicio, factores determinantes del transporte
publico, terminal terrestre de pasajeros.
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ABSTRACT

The objective of this study was to establish the determining factors
associated with the quality of the public passenger transport service of the Municipal
land terminal of Santa, 2021. Its methodology is framed in the quantitative approach,
with a relational level of scope, and a non-experimental design, cross-sectional,
descriptive correlational. The study sample was probabilistic and stratified random
probabilistic sampling with proportional allocation according to age group and sex,
made up of 297 passengers and through the use of two rating scales, the data was
collected, which were analyzed using the Tau —b association coefficient - Kendall's
and Spearman's Rho nonparametric statistical test. Among its results, it was found
that the level of perception of the quality of the public transport service of the majority
of passengers (58.2%) is moderately satisfactory and unsatisfactory, and at the
same time nearly half of the passengers characterize the determining factors of
transport public on the regular level, in both a quarter as bad. Concluding that the
determining factors associated with the quality of the passenger transport service
are: Those referring to the driver, vehicles, regulators and users; there is a direct

correlation of a moderate and significant level.

Keywords: Quality of service, determining factors of public transport,

passenger land terminal.
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