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RESUMEN

En este estudio se sostuvo como proposito determinar la relacion entre calidad de
servicio Yy satisfaccion al cliente en una MYPE rubro arquitectura e ingenieria, Ayacucho
2023. En la metodologia segun fue cuantitativo en el enfoque, tipo bésico, correlacional del
nivel y disefio no experimental, con muestra de 70 clientes a través del muestreo
probabilistico con aleatorio simple y criterios donde se incluye y excluye, para recolectar
informacién correspondié a la técnica encuesta y cuestionario en instrumentos con
validacion de especialistas y fiables con Alfa de Cronbach Ilegando a puntuar 0.831 y 0.804.
En los resultados obtenidos sobre niveles de calidad de servicio, plantean la mayor parte en
nivel regular del 58.6%; mientras que, en satisfaccion al cliente, plantean nivel medio del
70.0%. Respectivamente a hipotesis con Rho Spearman obteniendo se consiguié el p valor
0.000 < 0.050 y relacion del coeficiente 0.848, siendo asi la conclusion que la calidad de
servicio tiene relacion directa significativa con la satisfaccién al cliente en una MYPE rubro

arquitectura e ingenieria, Ayacucho 2023.

Palabras clave: calidad de servicio, satisfacciéon al cliente, actitudinal,

comportamental.



ABSTRACT

The purpose of this study was to determine the relationship between service quality
and customer satisfaction in a MYPE in the architecture and engineering field, Ayacucho
2023. In the methodology, it was quantitative in approach, basic type, correlational level and
non-experimental design. with a sample of 70 clients through probabilistic sampling with
simple random and criteria where it is included and excluded, to collect information it
corresponded to the survey and questionnaire technique in instruments with validation by
specialists and reliable with Cronbach's Alpha reaching scores of 0.831 and 0.804. In the
results obtained on service quality levels, most of them are at a regular level of 58.6%; while,
in customer satisfaction, they have an average level of 70.0%. Regarding the hypothesis with
Rho Spearman obtaining the p value 0.000 < 0.050 and coefficient ratio 0.848, the
conclusion was that the quality of service has a significant direct relationship with customer
satisfaction in an MYPE in the architecture and engineering field, Ayacucho 2023.

Keywords: service quality, customer satisfaction, attitudinal, behavioral.
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