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Resumen

La investigacion tuvo como objetivo general mejorar el proceso de atencion del
Instituto Superior Tecnoldgico Publico VirG mediante la implementacion de un
asistente inteligente basado en inteligencia artificial. El tipo de investigacion fue
aplicada, de grado pre-experimental, ademas, se utiliz6 herramientas para la
obtencion de datos, como las fichas de registro, cuya confiabilidad fue validada
mediante el coeficiente r de Pearson. Ademas, para cada indicador se realiz6 la
prueba de normalidad, planteandose dos hipétesis, las cuales determinaron las
pruebas a realizar, siendo elegida la no paramétrica de Wilcoxon. Para realizar la
aplicacion web se utilizé la metodologia ICONIX la cual cuenta con las siguientes
fases: Analisis de requisitos, Analisis y disefio preliminar, Disefio e Implementacién.
Los resultados alcanzados, después de implementar un asistente inteligente
basado en inteligencia artificial, fueron: la disminucion en el promedio de reclamos
diarios en 8, ademas se disminuyo el tiempo promedio de respuesta en 24.3
minutos y finalmente se aumentd el porcentaje de solicitudes atendidas por la
institucién en un 10.25%. La presente investigacion se divide en introduccion,
marco  tedrico, metodologia, resultados, discusion, conclusiones,
recomendaciones, y finalmente la metodologia del desarrollo de software. Se
concluye que con la implementacién de un asistente inteligente basado en
inteligencia artificial se mejord significativamente el proceso de atencién del Instituto

Superior Tecnolégico Publico Viru.

Palabras clave: Atencién al Cliente, Machine Learning, Asistente, Inteligencia
Artificial, Aplicacion Web, Metodologia ICONIX.



Abstract

The general objective of the research was to improve the service process of the Viru
Higher Public Technological Institute through the implementation of an intelligent
assistant based on artificial intelligence. The type of research was applied, pre-
experimental grade, in addition, tools were used to obtain data, such as registration
cards, which were validated by Pearson's r coefficient. In addition, for each indicator
the normality test was carried out, posing two hypotheses, which determined the
tests to be carried out, the non-parametric Wilcoxon being chosen. To carry out the
web application, the ICONIX methodology was used, which has the following
phases: Requirements analysis, Preliminary analysis and design, Design and
Implementation. The results achieved after implementing an intelligent assistant
based on artificial intelligence were the decrease in the average of daily complaints
in 8, in addition the average response time was decreased by 24.3 minutes in and
finally the percentage of requests attended by the institution was increased in
10.25%. This research is divided into introduction, theoretical framework,
methodology, results, discussion, conclusions, recommendations, and finally the
methodology of software development. It is concluded that with the implementation
of an intelligent assistant based on artificial intelligence, the service process of the

Viru Higher Public Technological Institute was significantly improved.

Keywords: Atencion al Cliente, Machine Learning, Asistente, Inteligencia Artificial,
Aplicacion Web, Metodologia ICONIX.
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