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RESUMEN

El presente estudio se tituld gestion logistica y satisfaccion en los clientes de la Empresa
Proyectos e Inversiones Danko E.I.R.L. - Nuevo Chimbote, 2019, tomandose como referencia
a Bowersox, Closs & Cooper (2001) quien definio a la primera variable como aquel proceso
que define a la red empresarial, para la segunda variable se tomé como referencia a Kotler
(2001) quien mencion6 que esta depende del estado animico que tiene una persona al
momento de comparar el rendimiento percibido de un producto o servicio con sus
expectativas. El objetivo fue determinar la relacion entre las variables, por ello se aplicé un

cuestionario sobre una muestra constituida por 374 clientes de la empresa.

Los resultados fueron significativos ya que existié relacion positiva moderada entre ambas
variables, por lo tanto, se comprobé que la hipdtesis tuvo un nivel de significancia de 0.00 y

una correlacion a través del Rho de Sperman con un 0.560.

De manera especifica se encontro, en cuanto a gestion logistica, que el 59.90% de los clientes
tuvo una percepcion de muy mala a regular. Segun sus dimensiones, en cuanto a gestion de
compras el 68.5% tuvo una percepcion de muy mala a regular, gestion de almacenamiento el
71.4% tuvo una percepcion de muy mala a regular, la gestion de inventario el 74.6% tuvo
una percepcion muy mala a regular, la gestion de transporte y distribucion el 61.5% tuvo una
percepciéon muy mala a regular; asimismo, en cuanto a satisfaccion en los clientes, el 66.3%
tuvo una percepcion de nivel muy bajo a regular y con respecto a las dimensiones el nivel de
satisfaccion el 64.2% tuvo un nivel muy bajo y regular; las expectativas el 70.6% tuvo un

nivel muy bajo y regular; el rendimiento percibido el 73.5% tuvo un nivel muy bajo y bajo.

Palabras clave: Gestion logistica, satisfaccion del cliente, gestion.
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ABSTRACT

This study was titled logistics management and customer satisfaction of the Company Projects
and Investments Danko E.I.LR.L. - Nuevo Chimbote, 2019, taking as reference Bowersox,
Closs & Cooper (2001) who defined the first variable as that process that defines the business
network, for the second variable was taken as a reference to Kotler (2001) who mentioned
that It depends on the mood that a person has when comparing the perceived performance of
a product or service with their expectations. The objective was to determine the relationship
between the variables, so a questionnaire was applied on a sample consisting of 374 customers
of the company.

The results were significant since there was a moderate positive relationship between both
variables, therefore, it was found that the hypothesis had a significance level of 0.00 and a
correlation through the Sperman Rho with a 0.560.

Specifically, it was found, in terms of logistics management, that 59.90% of customers had a
perception of very bad to regulate. According to its dimensions, in terms of purchasing
management, 68.5% had a perception of very bad to regulate, storage management 71.4% had
a perception of very bad to regulate, inventory management 74.6% had a very bad perception
of regular, the management of transport and distribution 61.5% had a very bad perception to
regulate; also, in terms of customer satisfaction, 66.3% had a perception of a very low level
to regulate and with respect to the dimensions the level of satisfaction 64.2% had a very low
and regular level; the expectations 70.6% had a very low and regular level; 73.5% perceived

performance had a very low and low level.

Keywords: Logistics management, customer satisfaction, management.



