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Resumen

El objetivo principal del estudio fue Determinar la relacion entre la Gestion Administrativay la
Calidad de Servicio en la Municipalidad Metropolitana de Lima. La metodologia de
investigacion tuvo un enfoque cuantitativo, de nivel descriptivo-correlacional, de tipo basica,
con un disefio no experimental y un corte transversal. La muestra se obtuvo empleando la
formula para poblacion finita y estuvo conformada por 375 ciudadanos que se atendieron en el
afio 2019, en la Gerencia de Defensa Del Ciudadano de la Municipalidad Metropolitana de
Lima. La técnica de recoleccién de datos empleada fue la encuesta, asimismo se usaron 2
cuestionarios tipo Likert, que comprendieron 37 items entre ambos. La validez se determino
mediante el juicio de 3 expertos, que calificaron aplicables los instrumentos y la confiablidad
se calculé mediante el alfa de Cronbach que fue de 0.994 y 0,997 respectivamente. Los datos se
tabularon mediante Excel y después se ingresaron al programa estadistico SPSS V25.0, los
resultados descriptivos mostraron que el 75.7 % de los ciudadanos encuestados, perciben como
mala la gestion administrativa; por otro lado, el 77.9% percibe como mala la calidad de servicio.
Se concluyd a través de la prueba no paramétrica de correlacion de Spearman; cuyo coeficiente
de Rho Spearman de 0.941** con un 95% de confianza y una probabilidad menor a 0.05 (p-
valor= 0.000 < a=0.05), que existe una relacion positiva y altamente significativa entre las

variables de estudio.

Palabras clave: Gestion Administrativa, Calidad de Servicio, Ciudadano.



Abstract

The main objective of the study was to determine the relationship between Administrative
Management and Quality of Service in the Metropolitan Municipality of Lima. The research
methodology had a quantitative approach, descriptive-correlational level, basic type, with a non-
experimental design and a cross section. The sample was obtained using the finite population
formula and was made up of 375 citizens who were treated in 2019 at the Citizen Defense
Department of the Metropolitan Municipality of Lima. The data collection technique used was
the survey, and 2 Likert-type questionnaires were also used, which included 37 items between
them. Validity was determined by the judgment of 3 experts, who rated the instruments
applicable, and reliability was calculated using Cronbach's alpha, which was 0.994 and 0.997,
respectively. The data were tabulated using Excel and then entered the statistical program SPSS
V25.0, the descriptive results showed that 75.7% of the surveyed citizens perceived
administrative management as poor; on the other hand, 77.9% perceive the quality of service as
poor. It was concluded through the Spearman nonparametric correlation test; whose Rho
Spearman coefficient of 0.941 ** with 95% confidence and a probability less than 0.05 (p-value
=0.000 <a = 0.05), that there is a highly significant and positive relationship between the study

variables.

Keywords: Administrative Management, Quality of Service, Citizen.



