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RESUMEN

La presente investigacion tuvo como propésito principal poder mejorar la calidad
de servicios en el area de la Division de Programas Alimentarios y Vaso de Leche
en la Municipalidad Distrital de Pacasmayo mediante la aplicacion del Ciclo
Deming, dentro de los programas que se trataron estan las 5s, identificacion de
peligros, evaluacion de riesgos y medidas de control, propuesta e implementacion
de un software y un plan de capacitacion para el personal. La tesis es de tipo
aplicada, contiene un enfoque cuantitativo y presenta un disefio pre experimental.
Las técnicas que se emplearon fueron la encuesta y observacién. En la poblacion
se consider6 a los 1496 beneficiarios que brinda servicio el area de la Division de
Programas Alimentarios y Vaso de Leche y como muestra se obtuvo a solo 306
beneficiarios, a quienes se les aplicé el cuestionario llamado SERVQUAL, el cual
contaba con 18 preguntas. Cada dato fue analizado mediante las técnicas
descriptivas e inferenciales. En la conclusion se obtiene que la aplicacion del Ciclo
Deming tuvo un efecto positivo en el area de la Division de Programas
Alimentarios y Vaso de Leche, quedando evidenciado que los problemas que
presentaba el &rea disminuyeron de un 67% a un 24%.

Palabras clave: Ciclo de Deming, calidad de servicio, mejora continua.
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ABSTRACT
The main purpose of this research was to improve the quality of services in the
area of the Division of Food Programs and Glass of Milk in the District Municipality
of Pacasmayo through the application of the Deming Cycle, within the programs
that were discussed are the 5s, hazard identification, risk assessment and control
measures, proposal and implementation of software and a training plan for
personnel. The thesis is of an applied type, contains a quantitative approach and
presents a pre-experimental design. The techniques used were the survey and
observation. In the population, the 1,496 beneficiaries provided by the area of the
Food Programs and Glass of Milk Division were considered and as a sample, only
306 beneficiaries were obtained, to whom the questionnaire called SERVQUAL
was applied, which had 18 questions. Each data was analyzed using descriptive
and inferential techniques. In the conclusion it is obtained that the application of
the Deming Cycle had a positive effect in the area of the Division of Food
Programs and Glass of Milk, being evidence that the problems that the area

presented decreased from 67% to 24%.

Keywords: Deming cycle, quality of service, continuous improvement.
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