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RESUMEN

La presente investigacion se denomina Calidad del servicio administrativo y
satisfaccion del cliente externo en instituciones educativas privadas del distrito de
Trujillo, 2018, la cual tuvo como proposito determinar la relacion entre la calidad del
servicio y la satisfaccion del cliente externo de las instituciones educativas privadas
en el distrito de Trujillo.

La investigacion se realizO con una muestra conformada por 10 Instituciones
Educativas Privadas, inclusion Econémico donde las mensualidades superan los S/
500.00 soles, pero solo se trabajé con el total de 96 clientes externos escogidas
por criterios del investigador para la muestra, con un muestreo por conveniencia,
con un disefio correlacional. Sé utilizo la técnica de la encuesta y como instrumento
para medir la Calidad del servicio administrativo se adaptd el instrumento
elaborado por Ferndndez (2014) y para la variable calidad del servicio, se utilizé un
cuestionario adaptado de Pajuelo (2016). La confiabilidad del instrumento fue

medida utilizando el coeficiente de Pearson y de Rho Spearman.

De los resultados obtenidos se llega a la conclusién que existe relacion significativa
entre la dimensién Aspecto administrativo, Organizacion Institucional y entorno
externo en relacién a la calidad del servicio administrativo y la satisfaccién del

cliente externo de las Instituciones educativas privadas del distrito de Truijillo, 2018.

Palabras clave: Calidad del servicio administrativo, satisfaccion del cliente externo,
Infraestructura educativa, aspecto administrativo, Organizacion Institucional, Entorno

Externo.



ABSTRACT

The present investigation is called Quality of the administrative service and
satisfaction of the external client in private educational institutions of the district of
Trujillo, 2018, which had as purpose to determine the relation between the quality
of the service and the satisfaction of the external client of the private educational
institutions in the district of Truijillo.

The research was conducted with a sample consisting of 10 Private Educational
Institutions, Economic inclusion where the monthly surpasses S / 500.00 soles but
only worked with the total of 96 external clients chosen by the researcher's criteria
for the sample, with a sampling for convenience, with a correlational design. We
used the survey technique and as an instrument to measure the quality of the
administrative service the instrument prepared by Fernandez (2014) was adapted
and for the quality of service variable, a questionnaire adapted from Pajuelo (2016)
was used. The reliability of the instrument was measured using the Pearson and
Rho Spearman coefficient

From the results obtained, it is concluded that there is a significant relationship
between the administrative aspect, Institutional Organization and external
environment in relation to the quality of the administrative service and the
satisfaction of the external client of the private educational institutions of the district
of Trujillo, 2018.

Keywords: Quality of the administrative service, satisfaction of the external client,
educational infrastructure, administrative aspect, Institutional Organization, External

Environment.



