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RESUMEN

La Tesis titulada “Marketing de servicios y su relacion con la satisfaccion del cliente
de la Cooperativa de Ahorro y Crédito la Progresiva Ltda. - Tarapoto, periodo 20167,
se ha desarrollado con el objetivo de determinar la relacién que existe entre el
Marketing de servicios y la Satisfaccion del cliente de la Cooperativa de Ahorro y
Crédito la Progresiva Ltda. Tarapoto, periodo 2016. Variables que fueron descritas
de acuerdo a los aportes teéricos de autores actuales de acuerdo a las variables
de estudio. Para la variable del Marketing de servicios se utilizo la teoria de Grande
(2012) y para la variable de Satisfaccion del cliente el aporte teérico de Kotler
(2011). Apoyadas con los conocimientos adquiridos durante mis estudios
Universitarios, que ayudaron a que mi investigacion se fundamente siendo la
investigacion de tipo correlacional, para el cual se aplicé los instrumentos de
medicion que fueron aplicados a los 267 clientes considerados como muestra de
una poblacién de 876 clientes. Los datos se procesaron mediante la ayuda de
herramientas estadisticas y evaluar ambas variables. Se llegdé a la conclusion
principal de que, si existe una relacion directa entre el Marketing de servicios y la
satisfaccion del cliente, ya que los resultados encontrados demuestran que los
elementos que lo conforman a tal variable se relacionan de manera directa con la
satisfaccion el cliente. Por lo que se puede afirmar que a un mejor Marketing de

servicios mejor sera la satisfaccion del cliente.

Palabras claves: marketing de servicios, satisfaccion del cliente.
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ABSTRACT

The thesis entitled "Marketing of services and its relationship with customer
satisfaction of the savings Cooperative and credit La Progresiva Ltda. - Tarapoto,
2016 period", has been developed with the aim of determining the relationship that
exists between the Marketing of Services and the satisfaction of the client of the
Cooperativa de Ahorro y Credito la Progresiva Ltda. Tarapoto, 2016 period,
variables that were described according to the theoretical contributions of current
authors according to the study variables, for the variable of the Marketing of
Services was used the theory of Grande (2012) and for the variable of customer
satisfaction, the theoretical contribution of Kotler (2011). and supported by the
knowledge acquired during our university studies, which helped our research to be
based on our correlation research, for which the measurement instruments applied
to the 267 clients that were our sample were applied to the same with a population
of 876 clients, so that in that way to process the data obtained through the help of
statistical tools, so that in that way evaluate both variables, which was reached the
main conclusion that if there is a direct relationship between the marketing of
services and customer satisfaction, since the results show that the elements that
make it up to such variable are directly related to customer satisfaction, so it can be

said that a better service marketing will be the satisfaction of the customer.

Keywords: service marketing, customer satisfaction.
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