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Resumen

La presente investigacion titulada “Mejora de la calidad de servicio para aumentar
la satisfaccion del usuario en el Centro de Salud Coishco, 2020”, tiene como

objetivo aumentar la satisfaccion del usuario.

Para conocer el nivel de satisfaccion se usé es cuestionario SUCE dividido en 2
dimensiones obteniendo un nivel malo de 50% en atencién administrativa 'y 27,7%
en atencion médica. Asimismo, para conocer la calidad de servicio se aplicé el
cuestionario SERVQUAL (fiabilidad, capacidad de respuesta, seguridad, empatia y
aspectos tangibles) obteniendo porcentajes bajos en fiabilidad 24,3% y capacidad
de respuesta 41,4%, al obtener estos resultados se procedi6 a analizar las cusas
raiz del problema mediante la herramienta diagrama de Ishikawa el cual nos
direccioné para proponer e implementar el plan de mejoras bajo la metodologia de
Deming, en el tema de capacitacion, mejorar la demanda insatisfecha, implementar
sistema interno de comunicacion, facilitar el ingreso de medicamentos e insumos
médicos al area de farmacia, habiendo desarrollado este proceso se obtuvieron los
siguientes resultados Fiabilidad aumenté de 54% a 66%, capacidad de respuesta
de 48% a 67% se concluye que la satisfaccion del usuario se incrementé de 53% a

66%. Al haber implementado las mejoras.

Palabras clave: Ciclo de Deming, Servqual, SUCE, Diagrama Ishikawa, Calidad de

servicio, Satisfaccion del usuario.



Abstract

The present investigation titled "Improving the quality of service to increase user
satisfaction in the Coishco Health Center, 2020", was carried out under the Deming
Cycle process improvement tool, a pre-experimental design was used, applying it
The survey technique will be applied to a sample of 70 users, which will allow us to
know user satisfaction through the SUCE questionnaire, structured with 12
guestions divided into 2 dimensions, Administrative care and Medical care, resulting
in 50% and 27,7% of bad level respectively, so that we can see that the
administrative attention is not correct, in the same way the SERVQUAL
questionnaire was applied, structured with 22 questions divided into 5 dimensions
such as reliability, responsiveness, security, empathy and Tangible aspects, later
we will see the field observation technique and the instrument as the Ishikawa
diagram, which will help us to con oce the causes of the problems presented by the
Coishco Health Center, where it finds that in the Reliability and Response Capacity
dimensions we had a high bad percentage of 24.3% and 41.4% respectively,
compared to the others, for this reason For this reason, it is necessary to propose
and implement improvements in the quality of service to improve user satisfaction.
Subsequently, the level of future user satisfaction was projected, having positively
stimulated the dimensions, resulting in: Affected reliability from 54% to 66%,
Response capacity from 48% to 67%, likewise the other dimensions were positively
impacted. % to 66%, Empathy from 60% to 69%, and lastly Tangible aspects from
56% to 66%. If the proposal and the implementation of the improvement plan to

increase User Satisfaction concludes, it allowed it to increase from 53% to 66%.

Keywords: Deming Cycle, Servqual, SUCE, Ishikawa Diagram, Quality of
Service, User Satisfaction.
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