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RESUMEN

El presente estudio, se realiz6 con el fin de determinar la relacion que existe entre
la calidad de servicio y la satisfaccion del cliente en la empresa complejo recreacional Villa
Barboza, distrito de Luricocha, Ayacucho — 2023. Para lograr demostrar el objetivo, se
desarrollé un estudio correlacional con enfoque cuantitativo, un disefio no experimental de
corte transversal, en una muestra de 384 clientes de la empresa Villa Barboza, a quienes se
aplicaron los cuestionarios para recolectar los datos. La investigacion se asienta sobre dos
variables, la variable uno, calidad de servicio, aplicando el modelo servperf que tiene cinco
dimensiones: fiabilidad, capacidad de respuesta, seguridad, empatia y elementos tangibles;
la variable dos, satisfaccion del cliente, con tres dimensiones: rendimiento percibido,
expectativas y niveles de satisfaccion. Los resultados indicaron que la relacion entre la
calidad de servicio y satisfaccion del cliente de la empresa Villa Barboza fue positiva alta
teniendo un Rho de Spearman = 0.818** con un nivel de confianza de 95% y un p-valor =
0.000 < 0.05. Ademas, cabe mencionar que, existe un Rho = 0.591** entre capacidad de
respuesta y rendimiento percibido, lo cual indica, que el cliente no percibe una atencion
oportuna y eficiente por parte de los trabajadores. En resumen, se concluye que existe una
correspondencia directa, alta media, entre ambas variables, sin embargo, hay deficiencias en
la relacion entre dimensiones y la variable 2, para el cual, en esta tesis se plantean

recomendaciones.

Palabras clave: Calidad, servicio, Satisfaccion del cliente, capacidad de respuesta.



ABSTRACT

"This study was carried out in order to determine the relationship that exists between
the quality of service and customer satisfaction in the Villa Barboza recreational complex
company, district of Luricocha, Ayacucho - 2023. To demonstrate the objective, it was
developed a correlational study with a quantitative approach, a non-experimental cross-
sectional design, in a sample of 384 clients of the Villa Barboza company, to whom the
questionnaires were applied to collect the data. The research is based on two variables,
variable one, service quality, applying the servperf model that has five dimensions:
reliability, responsiveness, security, empathy and tangible elements; variable two, customer
satisfaction, with three dimensions: perceived performance, expectations and satisfaction
levels. The results indicated that the relationship between the quality of service and customer
satisfaction of the Villa Barboza company was highly positive, having a Spearman’'s Rho =
0.818** with a confidence level of 95% and a p-value = 0.000 < 0.05. In addition, it is worth
mentioning that there is a Rho = 0.591** between responsiveness and perceived
performance, which indicates that the client does not perceive timely and efficient attention
from the workers. In summary, it is concluded that there is a direct correspondence, high
average, between both variables, however, there are deficiencies in the relationship between

dimensions and variable 2, for which, in this thesis recommendations are made.

Keywords: Quality, service, Customer satisfaction, responsiveness.
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