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Resumen

El objetivo de la presenta investigacion ha sido determinante la relacion calidad de
servicio y la satisfaccion del cliente de la empresa Romis Chichen s. a. c. en el distrito de
Chorrillos , afio 2014 a una poblaciéon de personas y la muestra es de 40 clientes para
saber su percepcion sobre la atencion, los datos fueron recogidos mediante la técnica de
encuesta donde se utilizd un instrumento basado en 20 items de esos resultados de se
concluyo que la calidad de servicio de relaciona con la satisfaccion del cliente. En la
medicion de la Satisfaccion del cliente se hallé que el 60% de los clientes lo percibe la
calidad como Regular. Al correlacional las variables Calidad del servicio y Satisfaccion
del cliente, se obtuvo un coeficiente de correlacion significativa de r=0,794, con un
p_valor=0.000 (p < .05), con lo que se verifica la Hipdtesis general de que la calidad de
servicio y la satisfaccion del cliente se relacionan significativamente. Verificandose la
hipdtesis de que la calidad de servicio se relaciona significativamente con la atencion

recibida en la empresa Domy’s Chicken S.A.C. en el distrito de Chorrillos, afio 2014.

Palabras claves: Calidad del servicio, Satisfaccion del cliente.

viii



Abstract

The aim of the present research was determining the value of service and customer
satisfaction the company Domy's Chicken s. a. c. in the district of Chorrillos, 2014 year
population and the sample of 40 clients to know their perception on attention, data were
collected through the survey technique where I was used based on 20 items of those
outcomes instrument it was concluded that the quality of service related to customer
satisfaction. In the measurement of customer satisfaction was found that 60% of
customers perceive it as. When correlational variables Quality of service and customer
satisfaction, significant correlation coefficient of r = 0.794 was obtained with a p_valor =
0.000 (p <.05), so that the general hypothesis is verified that the quality of service and
customer satisfaction are significantly related. Verifying the hypothesis that service
quality is significantly related to the care provided in the company's Chicken Domy’s

SAC in the district of stream, 2014.

Keywords: Quality of Service, Customer Satisfaction.
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