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RESUMEN

La presente investigacion se realizo con el propésito de determinar la relacion entre
la gestiobn administrativa y calidad de servicio al usuario de la DEMUNA de la
Municipalidad Provincial de Utcubamba — Amazonas, para lo cual se us6 un estudio
de tipo basica, bajo un disefio no experimental y transversal, aplicandose una
encuesta dirigida a 40 usuarios que realizan la consulta en la Demuna. Efectuada
el andlisis estadistico respecto a los resultados encontrados se verifico que la
relacion entre la gestion administrativa y la calidad de servicio al usuario de la
DEMUNA de la Municipalidad Provincial de Utcubamba — Amazonas, fue no
inmediata y reveladora, a puesto que el nivel resulto ser mayor al referido, y se
aplicé el coeficiente de correlacion de Spearman, analizados en la discusion.
Llegdndose a concluir que la gestibn administrativa determina de manera
significativa la calidad de atencion al usuario que brinda la defensoria del nifio y del
adolescente de la DEMUNA de la Municipalidad Provincial de Utcubamba —
Amazonas, al obtener un nivel de correlacion existente entre la gestion
administrativa y la calidad de servicio era alto, esto debido a la tendencia estadistica

obtenida de las encuestas realizadas a los usuarios del servicio.

Palabras clave: calidad de servicio, desempefio, satisfaccion.
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ABSTRACT

This research was carried out with the purpose of determining the relationship
between administrative management and quality of service to the user of the
DEMUNA of the Provincial Municipality of Utcubamba - Amazonas, for which a basic
study was used, under a non-experimental design and transversal, applying a
survey directed to 40 users who carry out the consultation in the Demuna. After the
statistical analysis regarding the results found, it was verified that the relationship
between the administrative management and the quality of service to the user of the
DEMUNA of the Provincial Municipality of Utcubamba - Amazonas, was not
immediate and revealing, since the level turned out to be higher than referred, and
the Spearman correlation coefficient was applied, analyzed in the discussion.
Coming to the conclusion that administrative management significantly determines
the quality of user care provided by the Ombudsman for children and adolescents
of the DEMUNA of the Provincial Municipality of Utcubamba - Amazonas, by
obtaining a level of correlation between administrative management and the quality
of service was high, this due to the statistical trend obtained from the surveys carried

out with the users of the service.

Keywords: quality of service, performance, satisfaction.



