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RESUMEN
La presente investigacion titulada “Calidad de servicio y satisfaccion de los

clientes de la panaderia Layme, el agustino, 2017”, cuyo objetivo es determinar la
relacién que existe entre la calidad de servicio y la satisfaccién de los clientes de
la panaderia Layme, el agustino, 2017, esta investigacion es de tipo aplicada ya
gue se desea darle una solucion a los problemas hallados con un nivel de
investigacion tipo descriptivo- correlacional con un disefio no experimental,
aquellos instrumentos fueron validados a criterios de expertos y determinados, su
confiabilidad mediante Alpha de Cronbach y se aplico el paquete estadistico
SPSS23. Se tomo las teorias de Galviz, G y Kotler, P. y K. Keller. Para poder
medir todo calidad de servicio y la Satisfaccion del cliente se tom6é a una
poblacion finita con una muestra de 200 clientes, Se interpreté y se analizo la
variable calidad de servicio, indicando que es muy Bueno 49.5% y bueno 45.5%.
Asimismo, se analizé la variable satisfaccion del cliente indicando que un 61.0%
es muy bueno y 25.5% consideran que es bueno. Ademas, en cuanto a los
resultados en los andlisis estadisticos alcanzados con la prueba Rho Spearman
se logré una correlacion moderada en un 0.780**, lo cual demuestra que una

calidad de servicio bien planteado conlleva a una satisfaccion del cliente.

Palabras clave: calidad de servicio - satisfaccion del cliente — Fiabilidad.
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ABSTRACT
The present investigation entitled "Quality of service and satisfaction of the
customers of the bakery Layme, the Augustinian, 2017", whose objective is to
determine the relationship that exists between the quality of service and the
satisfaction of the customers of the bakery Layme, the Augustinian , 2017, this
research is of the applied type since it is desired to give a solution to the problems
found with a level of descriptive-correlational research with a non-experimental
design, those instruments were validated according to expert and determined
criteria, their reliability using Alpha of Cronbach and the statistical package
SPSS23 was applied. He took the theories of Galviz, G and Kotler, P. and K.
Keller. In order to measure all quality of service and Customer Satisfaction, a finite
population was taken with a sample of 200 clients. The quality of service variable
was interpreted and analyzed, indicating that it is very Good 49.5% and good
45.5%. Likewise, the customer satisfaction variable was analyzed, indicating that
61.0% is very good and 25.5% consider it good. In addition, in terms of statistical
analysis results obtained with the Rho Spearman test, a moderate correlation was
achieved at 0.780 **, which shows that a well-designed quality of service leads to
customer satisfaction.

Keywords: quality of service - customer satisfaction - Reliability.



