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RESUMEN

La tesis titulada: Calidad del servicio y la satisfaccion del cliente en la empresa
Sipecom SA. de la ciudad de Guayaquil - Ecuador, periodo 2018, se realiz6 con el
propésito determinar la relacion entre la calidad del servicio y la satisfaccion del cliente

en la empresa SIPECOM SA. de la ciudad de Guayaquil.

El estudio se realiz6 con una muestra de 12 clientes y para la recoleccion de datos de
la presente investigacion se utilizé la técnica de la “Encuesta” con el “Cuestionario”
como instrumento para las variables en estudio. Para identificar la relacién entre la
variable calidad de servicio y la variable satisfaccion del cliente, se emple6 la
estadistica inferencial de correlacion de Pearson. La hipotesis planteada fue: Existe
relacion directa entre la calidad del servicio y la satisfaccion del cliente en la empresa
SIPECOM SA. de la ciudad de Guayaquil - Ecuador, periodo 2018.

Segun los resultados, se encontré que existe una relacién directa media entre la
calidad de servicio y la satisfaccion del cliente en la empresa Sipecom S.A. de la ciudad
de Guayaquil — Ecuador, periodo 2018, pues el coeficiente de correlacion de Pearson
fue de 0.579 con una significatividad bilateral de 0.048. Estos resultados nos permiten
afirmar que en la medida que la calidad del servicio del cliente mejore, la satisfaccion

del cliente aumentara de manera significativa.

Palabras Claves. Calidad de Servicio, Satisfaccion del Cliente, Mejora Continua.



ABSTRACT

The thesis entitled: Quality of service and customer satisfaction in the company
Sipecom SA. From the city of Guayaquil - Ecuador, period 2018,
the purpose was to determine the relationship between the service quality and the client
satisfaction in the company SIPECOM SA that was made with the population of the

same company.

The study was carried out with a sample of 12 clients and for the data collection of the
present investigation the technique of the "Survey" with the "Questionnaire” was used
as an instrument for the variables under study. To identify the relationship between the
variable quality of service and customer satisfaction, we used Pearson's inferential
correlation statistic. The hypothesis was: There is a direct relationship between the
quality of service and customer satisfaction in the company SIPECOM SA. of the city

of Guayaquil - Ecuador, period 2018.

According to the results, it was found that there is a medium direct relationship between
the quality of service and customer satisfaction in the company Sipecom S.A. from the
city of Guayaquil - Ecuador, period 2018, because the Pearson correlation coefficient
was 0.579 with a bilateral significance of 0.048. These results allow us to affirm that as
the quality of customer service improves, customer satisfaction will increase

significantly.

Keywords. Quality of Service, Customer Satisfaction, Continuous Improvement.
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