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RESUMEN

El presente trabajo de investigacion, se realizé con la finalidad de analizar y determinar la
relacion que existe entre la calidad de servicio y la satisfaccion del cliente en el gimnasio
Gold’s Gym, Santiago de Surco, 2018-2019. El estudio realizado es de enfoque
cuantitativo debido a que se halla el equilibrio de los resultados obtenidos mediante la
muestra dada, es de tipo basica, pues se estudia a profundidad las variables y nos
apoyamos de teorias que nos permitan entender mejor, con disefio descriptivo ya que se
estudia y se describe a las variables en su manera natural; y es no experimental porque
no hay manipulacion en las variables. Los datos obtenidos fueron aplicados en los
clientes del gimnasio Gold’s Gym que cuentan con membresia activa en el distrito de
Santiago de Surco. En el andlisis de esta investigacion se aplicé una encuesta en escala
de Likert a 340 clientes. La investigacion de calidad de servicio nos permiti6 demostrar

gue existe relacion significativa en la satisfaccion del cliente del gimnasio Gold's Gym.

Palabras claves: Calidad de servicio, Satisfaccion del cliente.
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ABSTRACT

The present research work was carried out in order to analyze and determine the
relationship between quality of service and customer satisfaction in the Gym's Gym,
Santiago de Surco, 2018-2019. The study is a quantitative approach because it is the
balance of the results obtained by the given sample, it is of a basic type, because the
variables are studied in depth and we rely on theories that allow us to better understand,
with a descriptive design and that variables are studied and described in their natural way;
and it is non-experimental because there is no manipulation in the variables. The data
obtained were applied to the clients of the Gym's Gym who have active membership in the
district of Santiago de Surco. In the analysis of this research, a Likert scale survey was
applied to 340 clients. The quality of service research allowed us to demonstrate that there
is a significant relationship in customer satisfaction at the Gym's Gym.

Keywords: Quality of service, Customer satisfaction.
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