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RESUMEN

La investigacidon, que se ha titulado “INFLUENCIA DE LA CALIDAD DE
SERVICIO EN LA SATISFACCION DEL CLIENTE DE LA OFICINA DE
TECNOLOGIAS DE LA INFORMACION Y COMUNICACIONES DEL
MINISTERIO DE TRABAJO Y PROMOCION DEL EMPLEO, DISTRITO DE
JESUS MARIA, DEPARTAMENTO DE LIMA, ANO 2015, se realiz6 en la Oficina
de Tecnologias de la Informacion y Comunicaciones del Ministerio de Trabajo y
Promocion del Empleo, esta es un érgano de apoyo que brinda el soporte
necesario a los usuarios y/o clientes de esta oficina, en donde se pudo observar
que carece de varios aspectos que fueron claves para la formulaciéon de la
presente investigacion, referido al inadecuado servicio que se le brinda al cliente

que conlleva a una insatisfaccion por parte de este.
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ABSTRACT
The research, which was entitled "INFLUENCE OF QUALITY OF SERVICE USER
SATISFACTION OF THE OFFICE OF INFORMATION TECHNOLOGY AND
COMMUNICATIONS MINISTRY OF LABOR AND EMPLOYMENT PROMOTION
DISTRICT OF JESUS MARIA, LIMA, 2015" , was held in the Office of Information
Technology and Communications, Ministry of Labour and Employment Promotion,
this is a body of support provided the necessary support to users of this office,
where it was observed that lacks several aspects that were key to the
development of this research, based on the poor service that is offered to the user

that leads to dissatisfaction on the part of this.

Keywords: quality, service, satisfaction, support users.



