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RESUMEN

El tipo de investigacion fue un disefio transversal descriptivo no experimental
con dos cuestionarios administrados entre los clientes que visitan la farmacia,
con una muestra de 259 clientes. Se encontré que el 79,92% de los clientes
percibieron que la entrega fue normal y el 20,08% bueno, ademas el 81,08% de los
usuarios se mostrd insatisfecho con la atencion que recibid y el 18,92% de los
usuarios se mostro satisfecho con la atencién que recibié. coeficiente de correlacion
(Rho) es 0,473 para percepcion e inspeccion y satisfaccion del cliente, Rho de
Spearman es 0,720 para andlisis e interpretacion y satisfaccion del cliente,
satisfaccion del cliente de Spearman para preparacion y seleccion de productos
Rho es 0,672, registros de satisfaccion del cliente Spearman es Rho, satisfaccion
a la entrega de producto e informacion y fueron 0.508 y 0.684. Se concluy6 que la
dispensaciéon de medicamentos tuvo una correlacion significativamente alta con

la satisfaccion del usuario, con un coeficiente de correlacién de 0,802.
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ABSTRACT

The type of research was a non-experimental descriptive cross-sectional design with
two questionnaires administered among customers who visit the pharmacy, with a
sample of 259 customers. It was found that 79.92% of the clients perceived that the
delivery was normal and 20.08% good, in addition 81.08% of the users were
dissatisfied with the care they received and 18.92% of the Users were satisfied with
the attention they received. Correlation coefficient (Rho) is 0.473 for customer
perception and inspection and satisfaction, Spearman's Rho is 0.720 for analysis and
interpretation and customer satisfaction, Spearman's customer satisfaction for product
preparation and selection Rho is 0.672, customer satisfaction records Spearman's
client is Rhotisfaarfactionman. product delivery and information were 0.508 and 0.684.
It was concluded that the dispensing of medicines had a significantly high correlation

with user satisfaction, with a correlation coefficient of 0.802.
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