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Resumen

Investigacion realizada para establecer la incidencia de la accesibilidad en la
percepcion del servicio y satisfaccion de los usuarios externos del mayor nosocomio
de Cajamarca. Estudio basico, con enfoque cuantitativo, no experimental,
transversal, correlacional-causal en una muestra de 213 beneficiarios. La técnica
de recoleccion de datos fue la encuesta con cuestionario de 58 preguntas tipo
Likert, validada por cinco expertos y confiable con Alfa de Cronbach de 0.786 para
accesibilidad, 0.866 para percepcion y 0,813 para satisfaccion. La informacion fue
procesada con software SPSS version 25. Resultados: El acceso tuvo mayor valor
absoluto en grupo 1 (0.728) y la satisfaccion en grupo 2 (0.584) de acuerdo a
coeficientes de ponderacién, indicando alta incidencia de la accesibilidad en la
satisfaccion con incidencia directa, contrariamente la aceptabilidad y contacto con
servicio tuvieron signo distinto, con relacion inversa a percepcion del servicio y
satisfaccion; con ajuste del 55.1% existié incidencia significativa de accesibilidad
en la percepcion del servicio y satisfaccion. La accesibilidad tuvo incidencia
significativa y dependencia sobre todas las dimensiones de las variables
dependientes con valores de Wald y Nagelkerke estadisticamente significativos.
Conclusion: Existe incidencia y dependencia de la accesibilidad en la percepcion y

satisfaccion de los usuarios externos y sus dimensiones.

Palabras clave: Correlacion-causal, accesibilidad, percepcion, satisfaccion,
servicio de salud
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Abstract

The investigation was carried out to establish the incidence of accessibility in the
perception of the service and satisfaction of external users of the largest hospital in
Cajamarca. Basic study, with a quantitative, non-experimental, cross-sectional,
correlational-causal approach in a sample of 213 beneficiaries. The data collection
technique was the survey with a questionnaire of 58 Likert-type questions, validated
by five experts and reliable with Cronbach's Alpha of 0.786 for accessibility, 0.866
for perception and 0.813 for satisfaction. The information was processed with SPSS
version 25 software. Results: Access had a higher absolute value in group 1 (0.728)
and satisfaction in group 2 (0.584) according to weighting coefficients, indicating a
high incidence of accessibility in satisfaction with direct incidence, contrary to
acceptability and contact with the service had a different sign, with an inverse
relationship to perception of the service and satisfaction; with a 55.1% adjustment,
there was a significant incidence of accessibility in the perception of the service and
satisfaction. Accessibility had a significant incidence and dependence on all the
dimensions of the dependent variables with statistically significant Wald and
Nagelkerke values. Conclusion: There is an incidence and dependence of

accessibility on the perception and satisfaction of external users and its dimensions.

Keywords: Correlation-causation, accessibility, perception, satisfaction, health

service
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