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Resumen

La presente investigacion esta evocada al estudio de calidad de servicio y satisfaccion al
cliente en la empresa Minilabs Servicios Digitales EIRL Lima 2018, en ese sentido, se ha
analizado cada una de las presentes variables mencionadas con sus respectivas
dimensiones. De este modo se fijé como objetivo general: Describir la relacion que existe
entre la calidad de servicio y la satisfaccion al cliente en la empresa Minilabs Servicios
Digitales EIRL Lima 2018.

Esta tesis es de enfoque cuantitativo, de tipo aplicada, nivel descriptivo-correlacional y
disefio no experimental de corte transversal. Se sustenta bajo el fundamento teérico de
Tigani (2006) sobre calidad de servicio y el fundamento tedrico de Ahoy (2010) sobre la
satisfaccion al cliente. La poblacién del presente estudio estuvo integrada por 50 clientes
de Minilabs Servicios Digitales EIRL, empresa dedicada al servicio de elaboracion de
anuarios, photobooks, impresiones, ampliaciones de fotografias en papel fotogréafico,
ademas de brindar mantenimiento a mini laboratorios. La recoleccion de datos se obtuvo
através de 2 cuestionarios, asi mismo la validez del instrumento se obtuvo mediante juicio
de cinco expertos de la universidad César Vallejo, resultando en con un nivel
confiabilidad de coeficiente Alfa de Cronbach de 0.933 para el cuestionario calidad de
servicio y de un 0.967 para el de satisfaccion al cliente. La encuesta cuenta con 61
preguntas que fueron recolectados y procesados en un determinado momento y lugar.
Finalmente se hizo la prueba de hip6tesis, dando como resultado que existe una relacion
significativa entre ambas variables de estudio, con un nivel de significancia de 0,000

(bilateral) y un grado de correlacién positiva moderada Rho de Spearman de 0,571.

Palabras claves: Calidad de servicio, satisfaccion al cliente y correlaciéon.
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Abstract

The present investigation is evoked to the study of quality of service and satisfaction to
the customer in the company MINILAB digital services EIRL. Lima 2018. In this sense,
we had analyzed each of the present variables mentioned with their respective
dimensions. In this way, it was set as a general objective: to describe the relationship that
exists between the quality of service and customer satisfaction in the company MINILAB
digital services EIRL. Lima 2018.

The methodology used to elaborate this thesis was quantitative. The research model of
applied type and descriptive-correlational level, non-experimental design and cross-
section was followed. It is based on the theoretical foundation of Tigani (2006) on quality
of service and theoretical foundation of Ahoy (2010) on customer satisfaction. The
population of the following study was composed of 50 customers of MINILAB, a
company dedicated to the service of preparing advertisements, photobooks, prints,
enlarging photographs on photographic paper, and providing maintenance to mini
laboratories. Data collection was obtained through 2 questionnaires. Likewise, the
validity of the instrument was obtained through the judgment of 5 experts from the César
Vallejo University, resulting in a reliability level of CRONBACH's Alpha coefficient of
0.933 for the quality of service questionnaire and a 0.967 for customer satisfaction. The
survey had 61 questions that were collected and processed at a certain time and place.
Finally, the hypothesis test was carried out, showing that there is a significant relationship
between both study variables, with a significant level of 0.000 (bilateral) and a moderate
positive Rho correlation of Spearman of 0.571.

Keywords: Quality of service, Customer satisfaction and correlation.



