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Resumen

El presente trabajo de investigacion ha sido desarrollado a fin de determinar la
relacion de la calidad de atencion y la satisfaccion de las usuarias victimas de
violencia atendidas en el CEM de San Vicente de Cariete.

La metodologia usada fue la investigacion aplicada de disefio no
experimental, descriptivo correlacional. La poblacion que participo en el estudio son
40 usuarias comprendidas en edades de 18 a 60 afios, determinadas por muestra
no probabilistica intencional. Para la recolecciéon de datos se utilizé la encuesta
mediante la aplicacion de dos cuestionarios uno de la variable calidad de atencion
y el segundo de la variable satisfaccion del usuario.

Los resultados obtenidos en la investigacion revelan que de las participantes
el 32.5% percibe un nivel de calidad medio, y referido al nivel de satisfaccion el 47%
de usuarias percibe un nivel de satisfaccion alto. Se concluy6é que, existe una
relacion directa entre calidad de atencion y satisfaccion de las usuarias victimas de
violencia atendidas en el CEM de San Vicente de Cafiete para ello se aplico el Rho
de Spearman resultado Rho igual a 0,765 lo que evidencia una relacion directa y

fuerte, ademas como p <0,05 rechaza la hipotesis nula.

Palabras clave: calidad de atencién, satisfaccion, violencia.

Vii



Abstract

The present research work was developed to determine the relationship between
quality of care and satisfaction of female clients who are victims of violence treated
at the CEM of San Vicente de Cainiete.

The methodology used was applied research with a non-experimental,
descriptive correlational design. The population that participated in the study was
40 clients between 18 and 60 years of age. Age was determined by non-probabilistic
purposive sampling. Data were collected by means of a survey through the
application of two questionnaires, one for the quality of care variable and the second
for the user satisfaction variable.

The results obtained in the research reveal that 32.5% of the participants
perceive a medium level of quality, and 47% of the users perceive a high level of
satisfaction. It is concluded that there is a direct relationship between the quality of
care and the satisfaction of the users who are victims of violence attended at the
San Vicente of Cafiete CEM. For which Spearman's Rho was applied, with a result
of Rho equal to 0.765, which shows a direct and strong relationship, and as p < 0.05,
it rejects the null hypothesis.

Keywords: quality of care, satisfaction, violence.
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