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Resumen
El presente informe de investigacién tuvo como objetivo general determinar la
relacion que existe entre la calidad de servicio y la satisfaccion del cliente en la
empresa Dura Gas JV, 2020, Pacasmayo. Siendo una investigacion de enfoque
cuantitativo de disefio no experimental - transversal, la poblacién considerada
todos los clientes de la empresa Dura Gas JV, de la cual se obtuvo una
muestra de 167 clientes, a los que se les aplicod la técnica de la encuesta y
como instrumento el cuestionario permitiendo obtener los datos necesarios
para el estudio. Los resultados, en cuanto a los objetivos especificos se a
podido determinar que la dimension elementos tangibles es la que tiene menos
relacion con la variable satisfaccion del cliente y se determiné que el nivel de
calidad de servicio es del 100% bueno y la satisfaccion del cliente 99.4% bueno
y regular un 0,6%, asi mismo estos resultados permitieron concluir que la
calidad de servicio y satisfaccion del cliente en la empresa Dura Gas JV con
una correlacién de (r=0,776), un nivel de significancia de (p=0,000) menor al
5%. Lo que significa que entre ambas variables existe una correlacion positiva

alta.
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Abstract
The present research report had the general objective of determining the
relationship between service quality and customer satisfaction in the company
Dura Gas JV, 2020, Pacasmayo. Being a research of quantitative approach of
non-experimental - transversal design, the population considered all the clients
of the company Dura Gas JV, of which a sample of 167 clients was obtained, to
whom the technique of the survey was applied and as instrument the
questionnaire allowing to obtain the necessary data for the study. The results,
as far as the specific objectives are concerned, have determined that the
dimension of tangible elements is the one that has less relation with the variable
customer satisfaction and it was determined that the level of quality of service is
100% good and the customer satisfaction 99.4% good and regular 0.6%,
likewise these results allowed to conclude that the quality of service and
customer satisfaction in the company Dura Gas JV with a correlation of
(r=0,776), a level of significance of (p=0,000) less than 5%. This means that

there is a high positive correlation between both variables.
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