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RESUMEN
La calidad de servicio se define como la satisfaccion del cliente, la cual se logra

cuando sobrepasan sus expectativas, deseos y/o percepciones.

Determinamos la situacion problemética, la deficiencia de ventaja competitiva
en la calidad de servicio en la empresa Saga Falabella, a partir de ello se
formulé el problema: ¢En qué medida la Calidad de Servicio influye en la
Satisfaccion del Cliente externo del area de deportes de la empresa Saga
Falabella sucursal Chiclayo,2017?

En la justificacion determinamos que es pertinente ya que se podra identificar
qgue en la empresa Saga Falabella se debe mejorar la calidad de servicio para
asi resolver los problemas que se tiene acerca de ésta como ventaja

competitiva. Asi mismo la hipotesis es:

Hi: La Calidad de Servicio influye significativamente en la satisfaccion del
cliente externo del area de deportes de la empresa Saga Falabella sucursal
Chiclayo, 2017.

HO: La Calidad de Servicio no influye significativamente en la satisfaccion del
cliente externo del area de deportes de la empresa Saga Falabella sucursal
Chiclayo, 2017.

El objetivo de la investigacion es: Determinar la influencia entre la calidad de
servicio y la satisfaccion del cliente externo del area de deportes de la empresa
Saga Falabella sucursal Chiclayo, 2017.

En el contexto de la investigacion, el disefio es No Experimental Transversal,
donde el tipo de investigacion del estudio es: Descriptivo. La poblacién esta
conformada por los habitantes de la Ciudad de Chiclayo, donde la muestra es
el un porcentaje de la poblacion y consta de 384 habitantes. El instrumento
utilizado para la medicién de las variables es un cuestionario. Finalmente se
concluye: Si se aplica el Programa de calidad de servicio y satisfaccion del
cliente entonces se logra obtener ventaja competitiva en la empresa Saga

Falabella Chiclayo.

Palabras clave: calidad, satisfaccién, y desarrollo
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ABSTRACT
Quality of service is defined as customer satisfaction, which is achieved when

their expectations, desires and / or perceptions are exceeded.

We determined the problematic situation, the deficiency of competitive
advantage in the quality of service in the company Saga Falabella, from which
the problem was formulated: To what extent the Quality of Service influences
the Satisfaction of the external client of the sports area of the company Salab
Falabella branch Chiclayo, 2017?

In the justification we determine that it is pertinent since it will be possible to
identify that in the Saga Falabella company the quality of service must be
improved in order to solve the problems that are related to it as a competitive

advantage. Likewise, the hypothesis is:

Hi: The Quality of Service significantly influences the satisfaction of the external
customer of the sports area of the company Saga Falabella, Chiclayo branch,
2017.

HO: The Quality of Service does not significantly influence the satisfaction of the
external customer of the sports area of the company Saga Falabella, Chiclayo
branch, 2017.

The objective of the investigation is: To determine the influence between the
quality of service and the satisfaction of the external customer of the sports area
of the company Saga Falabella branch Chiclayo, 2017.

In the context of the research, the design is Non-Experimental Transversal,
where the type of study research is: Descriptive. The population is made up of
the inhabitants of the City of Chiclayo, where the sample is a percentage of the
population and consists of 384 inhabitants. The instrument used to measure the
variables is a questionnaire. Finally, it is concluded: If the Service Quality and
Customer Satisfaction Program is applied then it is possible to obtain a

competitive advantage in the company Saga Falabella Chiclayo.

Keywords: quality, satisfaction, and development.
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