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RESUMEN

La investigacion tuvo como propdsito determinar la relacion entre la calidad de atencion y
satisfaccion del usuario del Hospital Essalud de Laderas Chimbote — 2018. EI método
aplicado se caracterizd por utilizar un nivel descriptivo correlacional y un disefio no
experimental y transversal. La poblacion de estudio conformada por 648 usuarios y una
muestra de 242 usuarios a quienes se les aplico dos cuestionarios para recoger informacion
de las variables de estudio. Los resultados permitieron comprobar que a traves del
coeficiente de correlacion de Spearman (0.833), con una significancia bilateral de 0.000
menor a 0.05, lo que significa una correlacion positiva alta y significativa, entre las
variables calidad de atencion y satisfaccion del usuario, es decir a una mejor calidad de
atencion mejor la satisfaccion del usuario, comprobandose de esta manera la hipotesis de
estudio. Ademas se logré identificar que, segun los usuarios encuestados, en la variable
calidad de atencion predomina el nivel regular con un 45.5%, tendencia que se repite en el
nivel regular en sus dimensiones: elementos tangibles con un 38 %, fiabilidad con un
58.7%, capacidad con un 44.2%, seguridad con un 36%; y, empatia con un 37.2%; en la
satisfaccion del usuario, segun los usuarios encuestados, predomina el nivel regular con
un 50.8%, y en cuanto a sus dimensiones: Validez, predomina el nivel regular con un

50.4%;y, en la dimension Lealtad predomina el nivel bueno con un 40.8%.

Palabras clave: calidad de atencion, elementos tangibles, fiabilidad, capacidad, seguridad,

empatia, satisfaccion del usuario, validez, lealtad
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ABSTRACT

The purpose of the research was to determine the relationship between quality of care and
user satisfaction of the Essalud Hospital of Laderas Chimbote - 2018. The applied method
was characterized by using a correlational descriptive level and a non-experimental and
transversal design. The study population consisted of 648 users and a sample of 242 users
to whom two questionnaires were applied to collect information on the study variables.
The results allowed to verify that through the Spearman correlation coefficient (0.833),
with a bilateral significance of 0.000 less than 0.05, which means a high and significant
positive correlation, between the variables quality of attention and user satisfaction, ie to a
better quality of attention better the satisfaction of the user, thus checking the hypothesis of
study. In addition, it was possible to identify that, according to the surveyed users, in the
quality of care variable the regular level predominates with 45.5%, a tendency that is
repeated at the regular level in its dimensions: tangible elements with 38%, reliability with
58.7% , capacity with 44.2%, security with 36%; and, empathy with 37.2%; in the
satisfaction of the user, according to the users surveyed, the regular level predominates
with 50.8%, and in terms of its dimensions: Validity, the regular level predominates with
50.4%; and, in the Loyalty dimension, the good level predominates with 40.8%.quality of
attention better the satisfaction of the user, thus checking the hypothesis of study.

Keywords: quality of attention, tangible elements, reliability, capacity, security, empathy,
user satisfaction, validity, loyalty
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