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RESUMEN

Introduccion: La satisfaccién del paciente es un indicador esencial de calidad
asistencial y un determinante de continuidad y adherencia terapéutica. En
adultos mayores, factores sociodemograficos, clinicos y de accesibilidad pueden
influir en su percepcion del servicio recibido.

Objetivo: Identificar los factores asociados a la satisfaccién de adultos mayores
en consulta externa de un Centro de Atencién Primaria del Seguro Social del
Peru.

Materiales y métodos: Estudio observacional, analitico, de casos y controles no
pareados realizado en el CAP Ill Metropolitano (Callao, Peru) durante 2025. Se
incluyeron 182 adultos mayores (61 insatisfechos y 121 satisfechos)
seleccionados mediante muestreo consecutivo. La satisfaccion se evaluo
mediante el cuestionario SERVQUAL, considerando satisfechos a los
participantes con puntaje global >60% segun la Guia Técnica del MINSA (R.M.
N.° 527-2011/MINSA). Se aplicaron pruebas no paramétricas U de Mann-—
Whitney y Kruskal-Wallis, y modelos de regresion logistica para identificar
factores asociados de forma independiente (p<0.05).

Resultados: El 65.4% de los participantes se mostrod satisfecho con la atencion.
En el analisis bivariado, la satisfaccién se asocié significativamente con nivel
educativo, ocupacioén, ingreso mensual, tipo de seguro, tipo de paciente, lejania
del domicilio y estado de enfermedad (p<0.05). En el modelo ajustado, solo la
lejania del centro de atencion (ORa=14.04; 1C95%: 2.63—-261.55; p=0.013) se
mantuvo asociado de manera independiente con la satisfaccion.
Conclusiones: La satisfaccion de los adultos mayores se asocia principalmente

con factores de accesibilidad. Los resultados, de caracter exploratorio, resaltan
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la importancia de fortalecer la equidad en la atencidén primaria y de realizar
estudios longitudinales que profundicen en los determinantes de satisfaccion del
usuario en el sistema de salud peruano.

Palabras clave (DeCS/MeSH): Satisfaccion del paciente; Adulto mayor;
Atencion primaria de salud; Factores socioecondmicos; Servicios de salud para

ancianos; Peru.
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ABSTRACT

Background: Patient satisfaction is a key indicator of healthcare quality and is a
determinant of continuity of care and treatment adherence. Among older adults,
sociodemographic, clinical, and accessibility factors may shape their perception

of service quality.

Objective: To identify factors associated with satisfaction among older adults
attending outpatient care at a primary healthcare center of the Peruvian Social

Security System (EsSalud).

Methods: An observational, analytical, unmatched case—control study was
conducted at the Peruvian Social Security System (EsSalud) (Callao, Peru) in
2025. A total of 182 older adults (61 dissatisfied and 121 satisfied) were
consecutively enrolled. Satisfaction was assessed using the SERVQUAL
questionnaire, classifying participants with global scores >60% as satisfied
according to the Peruvian Ministry of Health Technical Guideline (R.M. N.° 527-
2011/MINSA). Nonparametric Mann—Whitney U and Kruskal-Wallis tests were
applied, followed by logistic regression to determine independent associations

(p<0.05).

Results: Overall, 65.4% of participants reported being satisfied with the care
received. In bivariate analysis, satisfaction was significantly associated with
educational level, occupation, monthly income, type of insurance, patient type,
remoteness from the healthcare facility, and disease status (p<0.05). In the
adjusted model, only distance to the facility remained (adjusted OR=14.04; 95%
Cl: 2.63-261.55; p=0.013) independently associated with satisfaction, while

monthly income showed a non-significant trend (p=0.076)
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Conclusions: Older adults’ satisfaction in primary care was mainly associated
with accessibility factors. These exploratory findings highlight the need for
equitable strategies in service delivery and future longitudinal studies to better

understand satisfaction determinants in Peru’s social security healthcare system.

Keywords (MeSH): Patient Satisfaction; Aged; Primary Health Care;

Socioeconomic Factors; Health Services for the Aged; Peru.
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