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Resumen

La presente investigacion esta relacionado a la Administracion Publica,
gue tiene por titulo calidad de los servicios y la satisfaccion de los usuarios en los
SUNARP Zona IX, sede Lima-2021, la que va a permitir describir el problema,
identificar las deficiencias y en base a ello formular el objetivo para demostrar a que
se debe y la Hipotesis para verificar y comprobar la misma, para lo cual se ha
considerado la poblacién y muestra conformada por los usuarios que presentaron su

reclamo por no estar satisfechos con la calidad de los servicios recibidos.

La Metodologia utilizada es de tipo de investigacion basica con enfoque
cuantitativo, el disefio utilizado es No experimental, transversal es decir en un solo
momento, siendo el nivel de investigacion correlacional entre ambas variables, para
lo cual se ha utilizado instrumento y técnicas que ha permitido obtener la informacién

para ser analizada bajo el método inductivo de lo general a lo especifico.

Las deficiencias que se presentan en actualidad dentro de los registros
publicos sumando a la pandemia que se esta viviendo afectan la satisfaccién de

usuario debido a las demoras que se presenta en los diversos tramites.
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Abstract

This research is related to the Public Administration, whose title is quality
of services and user satisfaction in the SUNARP Zone IX, Lima-2021 headquarters,
which will allow describing the problem, identifying deficiencies and based on To this
end, formulate the objective to demonstrate why it is due and the Hypothesis to verify
and verify it, for which the population and sample made up of users who presented
their claim for not being satisfied with the quality of the services received has been

considered. .

The methodology used is of the type of basic research with a quantitative
approach, the design used is non-experimental, transversal, that is, in a single
moment, being the level of correlational research between both variables, for which an
instrument and techniques have been used that have allowed Obtain the information

to be analyzed under the inductive method from the general to the specific.

The deficiencies that are currently present within the public registries,
adding to the pandemic that is being experienced, affect user satisfaction due to the

delays that occur in the various procedures.

Keywords: Quality, service, satisfaction, user.
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