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RESUMEN

El presente trabajo lleva por titulo “Nivel de satisfaccion del cliente de Mediterranea
Catering, ubicado en el Instituto Nacional de Salud del Nifio, 2019 “, tiene como objetivo
determinar cual es el nivel de satisfaccion del cliente de Mediterranea catering. La
metodologia que se utilizé es de enfoque cuantitativo de tipo descriptivo y su disefio no
experimental, ademas se realizo la técnica la encuesta y como instrumento el cuestionario
donde se encuestd a una muestra de 92 clientes que reciben el servicio diario de
alimentacion en el Instituto Nacional de Salud del Nifio, dandonos a conocer la

satisfaccion de la calidad de servicio que ofrece Mediterranea catering.

Se concluyé que el nivel de satisfaccion se encuentra en un nivel medio, porque clientes
se sienten satisfechos con su tangibilidad, la fiabilidad que ofrecen los trabajadores con
los clientes, la capacidad de respuesta de sus colaboradores, la seguridad brindada a sus
clientes y la empatia que muestran los empleados, pero todavia no es totalmente
satisfactorio debido a que aun no ha logrado superar o sorprender a sus clientes.
Finalmente se recomienda a la Gerencia General de Mediterranea catering reducir la mala
calidad, refiriéendome a los elementos tangibles, ya que no son del todo moderno y no

logra por satisfacer al cliente en todo sentido.

Palabras claves: Satisfaccion del cliente, calidad, servicio, clientes.
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ABSTRACT

The present work is titled "Level of customer satisfaction of Mediterranean catering,
located in the National Institute of Child Health, 2019", aims to determine the level of
customer satisfaction of Mediterranean catering. The methodology that | used in this work
was quantitative approach, descriptive and non-experimental design and the technique
has conducted the survey and as an instrument the questionnaire where they surveyed a
sample of 92 clients who respond to the daily food service at the National Institute of
Nutrition. Children's Health, giving us to know the satisfaction of the quality of the

service offered by Mediterranea catering.

It was concluded that the level of satisfaction is at a medium level, because customers are
satisfied with the reliability offered by the company, the responsiveness of its employees,
the security provided to its customers and empathy showing employees but it still is not
entirely satisfactory because it has not been totally satisfactory because it has not yet
managed to overcome or surprise their customers. Finally, the General Management of
Mediterranea should take into account that it is recommended reduce the poor quality,

refers to the tangible elements, and that is not easier.

Keywords: Customer satisfaction, quality, service, customers.



