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RESUMEN

Se realiz6 el presente estudio con el objetivo de determinar la relacion entre la
gestiébn municipal y la calidad del servicio en los usuarios del Centro del Adulto
Mayor San Pedro de Carabayllo, 2020. El estudio fue de tipo bésico, con enfoque
cuantitativo, de disefio no experimental, correlacional, y prospectivo. Participaron
66 adultos mayores usuarios del centro del adulto mayor San Pedro de
Carabayllo, calculados mediante muestreo no probabilistico, por conveniencia,
se aplicé un cuestionario constituido por 40 items, que midio la percepcion de la
gestion municipal y la calidad de servicio recibida en el centro del adulto mayor
San Pedro de Carabayllo de la Municipalidad de Carabayllo. Se encontr6 relacion
estadisticamente significativa (p=0,008) entre la gestion municipal y la calidad de
servicio en general, ademds, al correlacionar la gestion municipal con cada
dimension de la calidad de servicio se encontré relacion estadisticamente
significativa entre gestion municipal y comprension del cliente y seguridad, sin
embargo no se encontré relacion con capacidad de respuesta percibida por el
usuario. Se concluy6 que la relacion entre las variables gestion municipal y
calidad de servicio reflejan relacion entre la planificacion, organizacion,
direccién y control que la Municipalidad de Carabayllo administra sobre el Centro
del Adulto Mayor San Pedro y la percepcion de la calidad de servicio que
manifiestan los adultos mayores. A pesar de la deficiente distribucion
presupuestal conocida a nivel nacional, evidenciandose que la salud del adulto

mayor es una de las prioridades de la Municipalidad de Carabayllo.

Palabras clave: gestion municipal, calidad de servicio, centro del adulto mayor.
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ABSTRACT

The present study was carried out with the objective of determining the relationship
between municipal management and the quality of service in the users of the San
Pedro de Carabayllo Senior Center, 2020. The study was of a basic type, with a
qguantitative approach, of non- design. experimental, correlational, and
prospective. 66 elderly users of the San Pedro de Carabayllo center participated,
calculated by non-probability sampling, for convenience, a questionnaire
consisting of 40 items was applied, which measured the perception of municipal
management and the quality of service received in the center of the elderly San
Pedro de Carabayllo of the Municipality of Carabayllo. A statistically significant
relationship (p = 0.008) was found between municipal management and municipal
management in general, in addition, when correlating municipal management with
each dimension of service quality, a statistically significant relationship was found
between municipal management and understanding of the client and safety
However, no relationship was found with the responsiveness perceived by the
user. It was concluded that the relationship between the variables municipal
management and quality of service reflects the relationship between the planning,
organization, direction and control that the Municipality of Carabayllo administers
over the San Pedro Elderly Center and the perception of the quality of service
manifested by the older adults. Despite the known poor budget distribution at the
national level, it is evident that the health of the elderly is one of the priorities of

the Municipality of Carabayllo.

Keywords: municipal management, quality of service, center for the elderly.
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