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RESUMEN

La presente investigacion se realiz6 en la empresa Dinet s.a, Callao teniendo como
objetivo general determinar la relacion entre la calidad de servicio y la satisfaccion del

cliente en la empresa Dinet s.a, Callao 2019.

Esta investigacion corresponde al tipo aplicado, con disefio no experimental transversal
de nivel correlacional. La muestra estuvo conformada por 14 clientes, que laboran en la
empresa Dinet s.a ,callao 2019 a los cuales se aplicaron dos cuestionarios tipo escala de
Likert. Se usaron estadisticos descriptivos y para la prueba de hipotesis se uso el analisis
estadistico con la prueba de Chi-cuadrado de Pearson.

Los resultados arrojan que el 14.3 % de los clientes de la Empresa Dinet s.a, comprende
que el nivel de la calidad de servicio es regular, el 71.4 % bueno y el 14.3% excelente,
Asimismo el Chi Cuadrado de Pearson (28,000), es mayor al Chi tabular con 6 grados de
libertad (12,592) y se ubica en el area probabilistica de rechazo, se niega la la Hipdtesis
nula con 95% de confianza y se reconoce que: las variables son dependientes y existe una
relacion importante entre ellas; de tal manera que podemos conceder la respuesta de la
hipdtesis elaborada que : Hay una relacion entre la calidad de servicio y la satisfaccion
del cliente de la Empresa Dinet S. A, Callao 2019.

Palabras clave: Calidad de servicio, Satisfaccion del cliente y Empresa.



ABSTRACT

The present investigation was carried out in the company Dinet s.a of Peru, with the
general objective of determining the relationship between quality of service and customer
satisfaction in the company Dinet s.a, Callao 2019.

This research corresponds to the type applied, with a non-experimental cross-sectional
design of a correlational level. The sample consisted of 14 clients, who work at the
company Dinet s.a, callao 2019, to which two Likert scale questionnaires were applied.
Descriptive statistics were used and for the hypothesis test the statistical analysis was used
with the Pearson Chi-square test.

The results show that 14.3% of the clients of the Dinet s.a Company, understand that the
level of quality of service is regular, 71.4% good and 14.3% excellent. Likewise,
Pearson's Chi Square (28,000), is higher al Tabular Chi with 6 degrees of freedom
(12,592) and is located in the probabilistic area of rejection, the null hypothesis is denied
with 95% confidence and it is recognized that: the variables are dependent and there is an
important relationship between them; in such a way that we can grant the answer of the
hypothesis elaborated that: There is a relationship between the quality of service and the

customer satisfaction of the Company Dinet S. A, Callao 2019.

Keywords: Quality of service, Customer satisfaction and Company.
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