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Resumen

Objetivo: Determinar el nivel de satisfaccion del usuario externo en el servicio de

Laboratorio del Hospital Il Essalud Huaraz durante el afio 2014.

Metodologia: Estudio de tipo descriptivo, prospectivo de corte transversal. La
poblacion estuvo constituida por 151 usuarios externos que acudieron al servicio
de Laboratorio del Hospital Il Es salud Huaraz en el afio 2014. Para la recoleccion
de los datos se utiliz6 un instrumento basado en el cuestionario SERVQUAL
modificado (Quality Service), el cual fue valido por dos expertos y confiabilizado
con una prueba piloto cuyo alfa de Crombach fue 0.71. Los resultados se
analizaron en programa estadistico SPSS v.21; para las variables cuantitativas se
estimaron medidas de tendencia central y medidas de dispersion y para las

variables cualitativas se estimaron frecuencias absolutas y porcentajes.

Resultados y conclusiones: ElI 47% de los usuarios externos estuvieron
“‘Medianamente Satisfechos” con la atencion brindada en el servicio de
laboratorio; ademas se observo que sobre la fiabilidad del personal, el 48.3%
mostro “Satisfaccion Media”, el 28.5% “Satisfaccion Alta” y el 23.2% “Satisfaccion
Baja”; en cuanto a la capacidad de respuesta del servicio, el 78.1% manifesto
“Satisfaccion Media”, el 13.9% “Satisfaccién Baja” y el 7.9% “Satisfaccién Alta”;
sobre la Seguridad, el 45.7% indicé “Satisfaccion Media”, el 29.1% “Satisfaccion
Baja” y el 25.2% “Satisfaccion Alta”; sobre la empatia en el servicio, el 62.3%
refirio “Satisfaccion Media”, el 19.2% “Satisfaccion Alta” y el 18.5% “Satisfaccion
Baja”; sobre los aspectos tangibles, el 52.3% manifestd “Satisfaccion Media” y el
23.8% “Satisfaccion Baja” y el 23.8% “Satisfaccion Alta”.

El 47% de los usuarios externos que acudieron al laboratorio del Hospital Il
Essalud Huaraz durante el afio 2014 estuvieron “Medianamente Satisfechos” con
la atencion brindada en dicho servicio, un 27.2% estuvieron “Muy satisfechos” y

un 25.2% “Insatisfecho”.

Palabras Claves: Nivel de satisfacciéon, usuario externo, servicio de laboratorio.



Abstract

Objective: Determine the level of external user satisfaction in the service of the

Hospital Laboratory Il Essalud Huaraz during 2014.

Methodology: Study descriptive, cross-sectional prospective. The population was
constituted by 151 external users who presented to the Hospital Laboratory Il Is
health Huaraz in 2014. For collection of data, was used an instrument based on
the modified SERVQUAL questionnaire (Quality Service), which was valid for
three experts and confiabilizado with a pilot whose Cronbach's alpha was 0.71.
The results were analyzed in SPSS v.21; for quantitative variables measures of
central tendency and dispersion measures were estimated for qualitative variables

and for absolute frequencies and percentages were estimated.

Results and conclusions: 47% of external users were "Moderately Satisfied" with
the care provided in the laboratory service; also observed that about the reliability
of personnel, 48.3% showed "Satisfaction Media", 28.5% "High Satisfaction" and
23.2% "Satisfaction Low"; about the response capacity of the service, 78.1%
manifested "Satisfaction Media", 13.9% "Satisfaction Low" and 7.9% "Satisfaction
High"; on Safety 45.7% indicated "Satisfaction Media", 29.1% "Satisfaction Low"
and 25.2% "Satisfaction High"; about empathy in service, 62.3% reported
"Satisfaction Media", 19.2% "High Satisfaction" and 18.5% "Satisfaction Low"; on
the tangible aspects, 52.3% manifested "Satisfaction Media" and 23.8%
"Satisfaction Low" and 23.8% "High Satisfaction".

47% of external users who went to Hospital Laboratory Il Essalud Huaraz during
2014 were "moderately satisfied" with the care provided in this service, 27.2%

were "very satisfied" and 25.2% "Unsatisfied".

Keywords: Level of satisfaction, external user, laboratory services.



