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Satisfaccion ciudadana y procesos administrativos en una municipalidad

distrital de Ayacucho, Pert, 2024.

Citizen Satisfaction and Administrative Processes in a District Municipality of
Ayacucho, Peru, 2024.
Jazmin Katherine Sallo Gamboa*

Zoyla Arelhy Quispe Caccha**

Resumen
Objetivo: Analizar la relacion entre satisfaccion ciudadana y procesos

administrativos en una municipalidad distrital de Ayacucho, Pert, 2024.
Metodologia: Enfoque cuantitativo, disefio no experimental correlacional. Muestra
de 291 ciudadanos seleccionados mediante muestreo probabilistico estratificado.
Instrumento validado (o = 0.729) con 12 items sobre eficiencia, transparencia y
simplificacion administrativa. Se aplicaron pruebas no paramétricas (Spearman) y
regresion multiple.
Resultados: Se hall6 una correlacion positiva baja (r = 0.218; p < 0.001). La
confianza institucional present6 la relacion mas fuerte (r = 0.272). El modelo de
regresion explico el 8.5% de la varianza; accesibilidad (f = 0.421) y eficiencia (f =
0.239) fueron predictores significativos.
Conclusiones: Los procesos administrativos se asocian con la satisfaccion
ciudadana, destacando accesibilidad y eficiencia como factores clave para mejorar el

manejo de la municipalidad.

Palabras clave: Administracion publica, Satisfaccion ciudadana, Gobierno

local, Calidad del servicio, Acceso a la informacion
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Abstract

Objective: Analyze the relationship between citizen satisfaction and
administrative processes in a district municipality of Ayacucho, Peru, 2024.
Methodology: Quantitative approach with a non-experimental correlational design.
A sample of 291 citizens was selected using stratified probabilistic sampling. A
validated instrument (o = 0.729) with 12 items on efficiency, transparency, and
administrative simplification was applied. Non-parametric tests (Spearman) and
multiple regression were used.

Results: A low but positive correlation was found (r = 0.218; p < 0.001).
Institutional trust showed the strongest association (r = 0.272). The regression model
explained 8.5% of the variance; accessibility (B = 0.421) and efficiency ( = 0.239)
were significant predictors.

Conclusions: Administrative processes influence citizen satisfaction, with
accessibility and efficiency as key determinants for improving municipal

management.

Keywords: Public administration, Citizen satisfaction, Local government,

Service quality, Access to information
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