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RESUMEN

El trabajo de investigacion a presentar tiene como objetivo principal determinar la
relacion entre la gestion logistica y la satisfaccion de los clientes. La poblacion
objetiva fueron los clientes del &rea de electrodomeésticos de la empresa Metro, la
muestra del estudio estuvo conformada por 306 clientes; para la recoleccién de
datos se utilizo la técnica de la encuesta. Como instrumento el cuestionario estuvo
compuesto de 30 preguntas en medicion de escala de Likert, posteriormente
luego de estudiar y analizar los datos obtenidos mediante el programa estadistico
SPSS, se logré medir el nivel de confiabilidad de las preguntas a través el uso del
alfa de Cronbach (0.901), y a su vez, al medir el nivel de correlacion de las
variable, se uso la prueba de correlacion de Spearman y por ultimo se analizaron
e interpretaron de forma individual los gréaficos estadisticos obtenidos por cada
pregunta. Finalmente se obtuvo resultados significativos para el estudio cuyo
propdsito es determinar que la gestién logistica tiene relacion oOptima con la

satisfaccion de los clientes del area de electrodomésticos de la empresa Metro.

Palabras claves: Satisfaccion, Servicio, Logistica

ABSTRACT

The main objective of the research work is to determine the relationship between
logistics management and customer satisfaction. The target population was the
customers of the area of electrical appliances of the company Metro, the sample of
the study was conformed by 306 clients; For data collection, the survey technique
was used. As an instrument, the questionnaire was composed of 30 questions in
Likert scale measurement, after studying and analyzing the data obtained through
the SPSS statistical program, it was possible to measure the level of reliability of
the questions through the use of Cronbach's alpha 0.901), and in turn, when
measuring the level of correlation of the variables, the Spearman correlation test
was used and finally the statistical graphs obtained by each question were
analyzed and interpreted individually. Finally, we obtained significant results for
the study whose purpose is to determine that logistics management has an
optimal relationship with the satisfaction of the customers of the area of household
appliances of the company Metro.

Keywords: Satisfaction, Service, Logistics





