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RESUMEN

La investigacion tuvo como objetivo general determinar la relacion de la “Gestion
administrativa y calidad de servicio en el Policlinico Pablo Bermldez EsSalud— Jesus Maria-
20197, el nivel de estudio fue descriptivo correlacional, disefio no experimental transversal, la
poblacién objeto de estudio fueron 250 colaboradores del area administrativa y personal de
salud de la entidad y se obtuvo una muestra de 75 aplicando el método de muestreo
probabilistico. La técnica fue la encuesta, teniendo como instrumento de recoleccién de datos
un cuestionario de tipo Likert conformado con 60 preguntas. Para el procesamiento de la
informacion se utilizd la herramienta estadistica SPSS 25, y se logré determinar la
confiabilidad del instrumento mediante el uso del alfa de Cronbach. Para medir la relacion de
las variables: X Gestidbn Administrativa, y Variable Y: Calidad de Servicio, asimismo se
utilizé para determinar la correlacion el método de Spearman. Finalmente, se determind que

existe relacion positiva alta de Rh: 0.904, entre las dos variables.

Palabras clave: Gestion Administrativa, Calidad de servicio, Planeacion, Organizacion y

Mejora continua.
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ABSTRACT

The general objective of the research was to determine the relationship of “Administrative
management and quality of service in the Pablo BermUdez Polyclinic EsSalud - Jesus Maria-
20197, the level of study was descriptive correlational, non-experimental cross-sectional
design, the population under study were 250 collaborators of the administrative and personal
health area of the entity and a sample of 75 was obtained applying the probabilistic sampling
method. The technique was the survey, having as a data collection instrument a Likert-type
questionnaire made up of 60 questions. The statistical tool SPSS 25 was used to process the
information, and the reliability of the instrument was determined through the use of
Cronbach's alpha. To measure the relationship of the variables: X Administrative
Management, and Variable Y: Quality of the Service, the Spearman method was also used to
determine the correlation. Finally, it was determined that there is a high positive ratio of Rh:

0.904, between the two variables.

Keywords: Administrative Management, Service Quality, Planning, Organization and

Continuous Improvement.



