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RESUMEN

La presente investigacion tuvo la finalidad de determinar la relacién que existe entre la
calidad de servicio y la satisfaccion del usuario en el area de emergencia de un hospital,
Tumbes, 2021. El tipo de investigacion es descriptivo, correlacional, transversal, con
enfoque cuantitativo. Para la recoleccion de datos se aplicaron dos instrumentos que
fueron adaptados y aplicados, se utiliz6 como técnica la encuesta y como instrumento
2 cuestionarios, ambos en escala de Likert. Tuvo una muestra de 137 usuarios
asegurados al Sistema Integral de Salud (SIS) que acuden atenderse. La confiabilidad
del instrumento se realizd segun el coeficiente de alfa de Cronbach obteniendo como
resultado 0.786 y 0,748; por lo tanto, el instrumento segun el rango de evaluacion es
confiable y consistente. Se concluye que si existe un predominio donde el nivel de
calidad del servicio que se brinda es regular, un 23% (31 usuarios) consider6 que es
mala, y apenas el 12.4% de ellos (17 usuarios) indicaron que la calidad del servicio es
buena. Para medir la correlacién de ambas variables, se utilizé el coeficiente de relacion
Spearman, arrojando un valor de 0,289 y significativa al nivel 0.01, implica que, si existe

una correlacion positiva, débil entre ambas variables.
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ABSTRACT

The purpose of this research was to determine the relationship between service quality
and user satisfaction in the emergency area of a hospital, Tumbes, 2021. The type of
research is descriptive, correlational, cross-sectional, with a quantitative approach. For
data collection, two instruments were applied that were adapted and applied, the survey
was used as a technique and 2 questionnaires as an instrument, both on a Likert scale.
It had a sample of 137 users insured to the Comprehensive Health System (SIS) who
come for care. The reliability of the instrument was performed according to Cronbach's
alpha coefficient, obtaining 0.786 and 0.748 as a result; therefore, the instrument
according to the evaluation range is reliable and consistent. It is concluded that if there
is a predominance where the level of quality of the service provided is regular, 23% (31
users) considered it to be bad, and only 12.4% of them (17 users) indicated that the
quality of the service is good. To measure the correlation of both variables, the
Spearman relationship coefficient was used, yielding a value of 0.289 and significant at
the 0.01 level, it implies that, if there is a positive, weak correlation between both

variables.
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