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RESUMEN

La investigacion tuvo como objetivo determinar la relacion entre la inteligencia
emocional de los colaboradores y la satisfaccion del cliente que adquiere los
servicios del Restaurant Salas de Cajamarca — 2018, para ello se emple6 una
metodologia de tipo de investigacion cuantitativo con un disefio de investigacion
no experimental, correlacional transversal. La poblacion de esta investigacion
fueron los 40 colaboradores del “Restaurant Salas”. Para la recopilacién de la
informacion se utiliz6 dos instrumentos validos y confiables para medir la
inteligencia emocional y la satisfaccion del cliente. Los resultados refieren que el
55% de los colaboradores consideran poseer desarrollado la inteligencia
emocional y estar satisfecho por la atencion que brinda al cliente externo del
restaurant y el 20% se siente muy satisfecho, solo el 25% que considera poseer
inteligencia emocional considera estar ni muy satisfecho ni muy insatisfecho con
la atencion brindada a los clientes, asimismo tenemos una correlacion entre las
variables inteligencia emocional y satisfaccion del cliente en el “Restaurant Salas”
es de 0,094, es decir una correlacién positiva muy débil, estos resultados a su vez
no se puede generalizar. Se recomienda propiciar que los gremios empresariales,
extiendan los programas talleres de desarrollo de la inteligencia emocional a los
colaboradores de los otros rubros de empresas, con miras a fomentar el
involucramiento del personal a la buena marcha organizacional.

Palabras Claves: Autoconocimiento, autocontrol, automotivacién, empatia,

servicio, calidad.
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ABSTRACT

The objective of the research was to determine the relationship between the
emotional intelligence of the collaborators and the satisfaction of the client who
acquires the services of the Restaurant Salas de Cajamarca - 2018, for which a
methodology of quantitative research type with a non-experimental, correlational
research design was used cross. The population of this research was the 40
employees of the “Restaurant Salas". For the collection of information, two valid
and reliable instruments were used to measure emotional intelligence and
customer satisfaction. The results show that 55% of employees consider having
developed emotional intelligence and being satisfied with the service provided to
the external customer of the restaurant and 20% feel very satisfied as well as
being considered with social-emotional skills. And only the 25% that considers to
have emotional intelligence considers to be neither very satisfied nor very
dissatisfied with the attention given to the clients, also we have a correlation
between the variables emotional intelligence and satisfaction of the client in the
‘Restaurant Salas" is 0.094, it is say a very weak positive correlation, these results
in turn can not be generalized. It is recommended to encourage the business
associations to extend the emotional intelligence development workshops to the
collaborators of the other companies, with a view to encouraging the involvement

of the staff in the good organizational march.

Key words: Self-knowledge, self-control, self-motivation, empathy, service, quality.
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