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RESUMEN

La investigacion realizada tuvo como objetivo determinar la Calidad de servicio
en el restaurante “Gibi” del Hotel San Agustin Exclusive — Miraflores desde la
perceptiva de los clientes, afio 2017. Para ello se ha utilizado la teoria referente
a Calidad de servicio planteada “por Parasuraman, Berry y Zeitham, estudiando
las dimensiones dadas por el autor. La poblacion de estudio estuvo conformada
por 10359 comensales; y se encuesto a un muestra de 372 comensales, a
quienes se les aplicd un cuestionario de 22 preguntas. Ha sido relevante poder
hablar del restaurante “Gibi”, para ello se revisé informacién documentaria de
primera y segunda mano. El estudio presenta el procesamiento de la informacién
recopilada, a través de gréficos, tablas de frecuencia y las conclusiones por cada
objetivo planteado, para ello se hizo uso del aplicativo estadistico SPSS versién
22, tanto para el analisis descriptivo de la variable calidad de servicio, para los
pardmetros estadisticos de cada dimensién y de cada item formulado en el
cuestionario. La investigacion se cierra con las conclusiones y recomendaciones

finales de tesis.
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ABSTRACT

The objective of the research was to determine the quality of service

in the restaurant "Gibi" of the Hotel San Agustin Exclusive - Miraflores from the
perceptive of the clients, year 2017. For this, the theory referring to Quality of
service raised by Parasuraman has been used, Berry and Zeitham, studying the
dimensions given by the author. The study population consisted of 10359 people;
and a sample of 372 people was interviewed, to whom a questionnaire of 22
guestions was applied. It has been relevant to be able to talk about the restaurant
"Gibi", for this first and second-hand documentary information was reviewed. The
study presents the processing of the information collected, through graphs,
frequency tables and conclusions for each proposed objective, for which the
statistical application SPSS version 22 was used, both for the descriptive analysis
of the quality of service variable, for the statistical parameters of each dimension
and of each item formulated in the questionnaire. The investigation closes with

the conclusions and final recommendations of the thesis.
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