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RESUMEN

En la presente investigacion: Calidad de servicio y satisfaccion del cliente del Instituto de
Desarrollo y Capacitacion-Trujillo se formulé como problema ¢Cual es la relacion que
existe entre la calidad de servicio y la satisfaccion del cliente del Instituto de Desarrollo
y Capacitacion - Trujillo? se plante6 ademaés el objetivo general que es determinar la
relacion que existe entre calidad de servicio y la satisfaccion de los clientes del Instituto
de Desarrollo y Capacitacion - Trujillo. Se utilizo la metodologia tipo aplicada, con disefio
correlacional — no experimental. Se emple6 como herramienta un cuestionario, el cual fue
aplicado a 142 estudiantes matriculados en Trujillo. El resultado fue que el 45,8%
manifestaron un nivel bajo de calidad de servicio; el 46,5% manifestaron un nivel bajo de
satisfaccion del cliente y se definioé que consta una relacién significativa y directa entre
la calidad de la prestacion y el agrado del usuario. La presente investigacion concluyd
que existe relacion altamente significativa, con un coeficiente de correlacion de Spearman
de 0.615.

Palabras claves: Calidad, satisfaccion, servicio, cliente.
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ABSTRACT

In the present investigation: Quality of service and customer satisfaction of the
Development and Training Institute-Trujillo, the problem was formulated: What is the
relationship between the quality of service and customer satisfaction of the Development
and Training Institute - Trujillo? the general objective was also raised, which is to
determine the relationship between quality of service and customer satisfaction of the
Development and Training Institute - Trujillo. The applied type methodology was used,
with a correlational design - not experimental. A questionnaire was used as a tool, which
was applied to 142 students enrolled in Trujillo. The result was that 45.8% expressed a
low level of service quality; 46.5% expressed a low level of customer satisfaction and it
was defined that there is a significant and direct relationship between the quality of the
service and the user's satisfaction. The present investigation concluded that there is a

highly significant relationship, with a Spearman correlation coefficient of 0.615.

Keywords: Quality, satisfaction, service, customer.
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