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Resumen
La presente investigacion se realizé en el Banco de la Nacion distrito Trujillo, con
el objetivo general de determinar cual es la relacion entre calidad de servicio y la
satisfaccion del cliente en el Banco de la Nacion distrito Trujillo-2020. Esta
investigacion es de tipo aplicada, con disefio no experimental y de corte
transversal. La muestra estuvo conformada por 150 clientes del Banco de la
Nacion distrito Truijillo, a los cuales se aplicé dos cuestionarios con escala de
Likert. Para el andlisis se uso la estadistica descriptica y para correlaciones se
uso el coeficiente de correlacion de Rho de Spearman. Los resultados mostraron
que existe relacion entre la calidad de servicio y la satisfaccion del cliente del
Banco de la Nacion, segun el coeficiente de correlacion de Rho de Spearman de
0,731, la correlacién es positiva considerable y directa. Asimismo, con un nivel
de significancia de investigacién de (p=0.000<0.05), se concluye que segun la
regla de decision se acepta la Hi, por lo tanto, la relacion entre calidad de servicio
y la satisfaccién del cliente en el Banco de la Nacion es satisfactoria, lo que
significa que a mejor calidad de servicio mayor sera la satisfaccion de los

clientes.
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Abstract
This research was carried out in the Trujillo district Bank of the Nation, with the
general objective of determining the relationship between service quality and
customer satisfaction in the Trujillo District Bank of the Nation-2020. This
research is of an applied type, with a non-experimental and cross-sectional
design. The sample consisted of 150 clients of the Trujillo district Bank of the
Nation, to whom two questionnaires with a Likert scale were applied. Descriptive
statistics were used for the analysis and Spearman's Rho correlation coefficient
was used for correlations.This research is of an applied type, with a design The
results showed that there is a relationship between the quality of service and the
satisfaction of the Banco de la Nacidén customer, according to the Spearman Rho
correlation coefficient of 0.731, the correlation is considerable positive and direct
Likewise, with a research significance level of (p = 0.000 <0.05), it is concluded
that according to the decision rule the Hi is accepted, therefore, the relationship
between service quality and customer satisfaction in the Bank of The Nation is
satisfactory, which means that the better the quality of service, the greater the
customer satisfaction. non-experimental and transversal. The sample consisted
of 150 clients of the District Bank of the Trujillo Nation, to whom two
guestionnaires with a Likert scale were applied. Descriptive statistics were used

for the analysis and Spearman's Rho correlation coefficient for the correlations.
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