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Resumen

La presente investigacion tiene el objetivo de determinar la relacion entre la calidad del
servicio y la satisfaccion de los clientes en la Cooperativa de Ahorro y Crédito Bienestar
Per( de la ciudad de Moyobamba en el afio 2020, de acuerdo a los objetivos planteados,
el tipo de investigacion tiene un nivel correlacional con un disefio no experimental, se
empled un enfoque cuantitativo, para medir las variables se utilizaron cuestionarios ya
elaborados y validados por otros autores, se utilizd un muestreo probabilistico para
determinar la cantidad de socios que conformaron la muestra, resultando un total de 85
trabajadores. Los resultados que muestra la investigacion nos da a conocer que existe
una relacion alta entre la calidad del servicio y la satisfaccion de los socios, dicha relacion
se presenta de forma directa, puesto que el coeficiente Rho de Spearman resultd ser
mayor a 0.70, con un nivel de significancia menor que 0.05. A mayor calidad en los

servicios, mayor ser el nivel de satisfaccion de los socios.
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Vi



Abstract

The present research has the objective of determining the relationship between the
guality of the service and the satisfaction of the clients in the Cooperativa de Ahorro
y Crédito Bienestar Peru in the city of Moyobamba in 2020, according to the
objectives set, the type of The research has a correlational level with a non-
experimental design, a quantitative approach was used, to measure the variables
guestionnaires already elaborated and validated by other authors were used, a
probability sampling was used to determine the number of partners that made up the
sample, resulting in a total of 85 workers. The results shown by the research show
us that there is a high relationship between the quality of the service and the
satisfaction of the members, this relationship is presented directly, since the
Spearman Rho coefficient turned out to be greater than 0.70, with a significance
level less than 0.05. The higher the quality of the services, the higher the level of

satisfaction of the partners.

Keywords. Quality, reliability, satisfaction , empathy.
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