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RESUMEN

El trabajo de investigacion realizado tuvo objetivo general implementar un Sistema de Gestion
de Calidad 1SO 9001:2015 para incrementar la satisfaccion del cliente en el proceso de

desembolso en la empresa del sector financiero ubicada en Lima Metropolitana en el afio 2021.

En este estudio se utiliz la siguiente metodologia; tipo de investigacion Aplicada, nivel
descriptivo y no experimental. La técnica que se utiliz6 fue: Observacion, Analisis de datos,
Encuesta y los instrumentos fueron: Cuestionario, Formatos, Matriz AMFE, Matriz de partes

interesadas.

La Poblacion esta conformada por los créditos desembolsados al afio que son 11000 con una

muestra 84 créditos y la poblacion de la IFI es 15y se trabajé con toda la poblacion.

Con la implementacion del SGC se logrd incrementar la satisfaccion del cliente en el
proceso de desembolso, ya que se encontraba con un 60% y luego de la implementacion
se obtuvo un 80%, para lo cual se realizd6 un diagnostico de la linea base de
cumplimiento de los requisitos de la norma. Ademas, se realizé el diagnostico del nivel

de satisfaccion del cliente y el diagnostico de la situacién actual de los reclamos.
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ABSTRACT

The research work carried out had a general objective to implement an ISO 9001: 2015
Quality Management System to increase customer satisfaction in the disbursement

process in the financial sector company located in Metropolitan Lima in 2021.

In this study the following methodology was used; type of applied research, descriptive
and non-experimental level. The technique used was: Observation, Data Analysis,
Survey and the instruments were: Questionnaire, Formats, FMEA Matrix, Stakeholder

Matrix.

The Population is made up of the credits disbursed per year, which are 11,000 with a
sample of 84 credits and the IFI population is 15 and the entire population was worked

with.

With the implementation of the QMS, it was possible to increase customer satisfaction
in the disbursement process, since it was 60% and after implementation it was obtained
80%, for which a diagnosis of the compliance baseline was carried out of the
requirements of the standard. In addition, a diagnosis of the level of customer

satisfaction and a diagnosis of the current situation of claims was carried out.
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