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Resumen

La investigacion realizada tuvo como objetivo principal establecer la relacion entre
gestion administrativa y calidad de servicio en la empresa Smart Brand S.A.C Ate.
Las teorias de la gestiébn administrativa propuestas por Luna, Munch & Benavides,
proponen las siguientes dimensiones, Planeacion, Organizacion, Direccion y
Control, asi mismo las teorias de calidad de servicio por Kotler & Keller, Alcalde y
Gonzales & Arciniegas, indicaron las siguientes dimensiones, Elemento de
producto o servicio, fidelizacién, satisfaccion del cliente y gestion del cliente,
teniendo como tipo de investigacion el descriptivo correlacional, con un disefio de
investigaciéon no experimental de tipo transversal. Se utilizé como poblacién los
clientes de la empresa Smart Brand tienda establecida en el distrito del Ate, y el
tamafio de muestra es de 67 clientes. La validez del instrumento se obtuvo
mediante juicio de expertos y la confiablidad con el coeficiente Alfa de Cronbach.
La recoleccidon de datos se obtuvo a través de cuestionario con 30 preguntas por
variable, de escala Likert de cinco categorias, para el andlisis de datos se utilizo el
programa estadistico SPSS version 24. Llegando a evidenciar que existe relacion
entre gestion administrativa y calidad de servicio en la empresa Smart Brand del
distrito de Ate.

Palabras claves: planeacién, organizacion, direccion, control, calidad de servicio.
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Abstract

The main objective of the research carried out was to establish the relationship
between administrative management and quality of service in the company Smart
Brand S.A.C Ate. The theories of administrative management proposed by Luna,
Munch & Benavides, propose the following dimensions, Planning, Organization,
Direction and Control, as well as the theories of service quality by Kotler & Keller,
Alcalde and Gonzales & Arciniegas, indicated the following dimensions, Element
of product or service, loyalty, customer satisfaction and customer management,
having as a type of research the descriptive correlational, with a non-experimental
cross-sectional research design. The customers of the Smart Brand store
company established in the Ate district were used as a population, and the sample
size is 67 customers. The validity of the instrument was obtained through expert
judgment and reliability with Crombach’s Alpha coefficient. The data collection was
obtained through a questionnaire with 30 questions per variable, on a Likert scale
of five categories, for data analysis the statistical program SPSS version 24 was
used. Evidently, there is a relationship between administrative management and

quality of service. At the Smart Brand company in the Ate district.

Keywords: planning, organization, management, control, quality of service.
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