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Resumen

La investigacion denominada “Calidad de servicio y satisfaccion del cliente en el
Banco Agropecuario, agencia Chiclayo, 2019”, tiene como objetivo general,
determinar la relacion entre calidad de servicio y satisfaccion en los clientes del
Banco Agropecuario agencia Chiclayo, 2019. La investigacion se desarrollo bajo
un disefio de investigacion no experimental, descriptiva correlacional, cuyas
variables de estudio son calidad de servicio y satisfaccion del cliente. Se tomé
una muestra de 151 clientes que acudieron a la agencia Chiclayo del Banco
Agropecuario a recibir el servicio que ellos necesitaban, para lo cual se aplicé
encuestas, para obtener informacién de cémo los clientes perciben la calidad de
los servicios que brinda el Banco Agropecuario, asi como el nivel de satisfaccion,
para ello se us6 el cuestionario SERVQUAL, herramienta que se usa en este tipo
de investigacion, que tiene como fundamento la teoria de los GAPS, que explica
la diferencia que existe entre las expectativas y percepciones de los clientes,
respecto a la calidad de servicio y la satisfaccion, luego utilizando herramientas
estadisticas, permitié analizar cobmo se comportan las variables materia de
estudio, para posterior a ello se aplicé el coeficiente de correlacion Spearman
para medir el grado de relacion entre variables.

Concluyendo la investigacion en que si existe relacion de manera directa entre
la calidad de servicio y la satisfaccion del cliente. Es por ello, que el presente
trabajo, servira para que el Banco Agropecuario a través de su representante, lo
tome como referencia, para la toma de decisiones y mejore la calidad de sus

servicios.

Palabras Claves: Calidad de servicio, Satisfaccion del cliente, Financiamiento.

Vi



Abstract

The research called “Quality of service and customer satisfaction at Banco
Agropecuario, agency Chiclayo, 2019”, has as a general objective, to determine
the relationship between quality of service and satisfaction in the clients of Banco
Agropecuario agency Chiclayo, 2019. The investigation is developed under a
non-experimental, descriptive correlational research design, whose study
variables are quality of service and customer satisfaction. A sample of 151 clients
who went to the Chiclayo agency of the Agricultural Bank to receive the service
they needed were taken, for which surveys were applied, to obtain information on
how clients perceive the quality of the services provided by the Agricultural Bank,
as well as the level of satisfaction, for this purpose the SERVQUAL questionnaire
was used, a tool used in this type of research, which is based on the GAPS
theory, which explains the difference between the expectations and perceptions
of the clients, Regarding the quality of service and satisfaction, then using
statistical tools, it was possible to analyze how the variables studied are subject,
for which the Spearman correlation coefficient was applied to measure the degree

of relationship between variables.

Concluding the investigation that there is a direct relationship between the quality
of service and customer satisfaction. That is why this work will help the
Agricultural Bank, through its representative, take it as a reference, for decision

making and to improve the quality of its services.

Keywords: Quality of service, Customer satisfaction, financing.
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