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Abstract

The tourism sector is recognized because of its contribution to the countries’ economies and the job
generation, however it faces the effects of globalization that favors the exchange of international quality
services, in this sense there are required businesses that storage the knowledge acquired or generated as
consequence of their operation in order to remain and develop within the market, and turn these activities
into a competitiveness advantage as a part of their strategic management. The tourism MSMEs of
Campeche, require to evolve to become into global organizations and prepare to offer the services
demanded by the national and international visitors, with a long-term vision. This research has as main
objective to identify the knowledge management activities that the hotel sector’s MSMEs develop, as
well as the participating organizations’ managers' perspective about these activities; the research is
descriptive type with non experimental transversal design, its results indicate that acquisition and storage
are the most developed activities and the rate of perception denotes a low importance given by the
managers to this process as a possible competitiveness advantage.
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1. Introduction

One of the effects of globalization is the demand
for quality tourist services for increasingly
demanding visitors who seek the historic essence
and entertainment of each region of Mexico as is
the case of the Mayan and colonial identity of the
southeast of the country, in In this sense, the city
of Campeche requires tourism businesses with a
real administrative and operational context,
where the importance of knowledge generation
and the mechanisms for its transmission and
safeguard as an element that distinguishes a
competitive organization is considered.

As a result of its strategic analysis, the
National Development Plan (2013-2018)
establishes that the tourism sector represents for
Mexico one of the main sources of foreign
currency, generates 8.4% of GDP and more than
2.2 million jobs, so its permanence and growth
are paramount for the federal government and
for the states where it is developed, even more
so with the fall in oil prices on which the
economy fundamentally depends. In the last 30
years, Mexico's performance within the main
international tourism indicators has been
moderate compared to that of other countries;
the arrival of visitors has registered growth rates
below the potential that the country has, thus
limiting the creation of jobs and the use of
tourism benefits in favor of the country's
economy.

1.1 Justification

The strategies currently implemented by the
government of the state of Campeche are aimed
at the economic growth of the tourism sector in
compliance with point 6.2 of section VI "Public
policy axes" of the State Development Plan
(PED, 2015-2021), which raises the ordering and
flow of investments, as well as increasing the
competitiveness and economic sustainability of
tourism activity with the effective participation
of the state and federal authorities involved.
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The main tourist attraction of the state is
based on its sixteen archaeological zones in
addition to the historic center declared World
Cultural Heritage by UNESCO, however, since
2013 there have been no significant increases in
the number of PED visitors (2015-2021).
According to the documentary research, no
information was found of official organisms of
the state government, or databases that report
any study related to knowledge management in
the MSMEs of the hotel sector of the city of
Campeche, as an element that favors the
permanence and development of these
organizations within the tourism sector.

1.2. Problem Statement

In an effort to rebound the tourism sector in the
state, the government of Campeche together
with the federal government, have committed to
the economic growth of the sector through the
implementation of the strategies included in the
National Development Plan (2013-2018) and
which in turn are linked to the objectives of the
Tourism Sector Program (2013-2018), which
seeks the transformation of the sector through
collaboration schemes to take advantage of its
potential.

As part of its strategic objectives, the city
of Campeche seeks to position itself as a final
tourist destination and not on the way to other
points of the Yucatan Peninsula, and thus
rebound the sector and turn it into an important
source of income and employment after the oil
activity which is focused on Ciudad del Carmen,
which is currently experiencing serious
problems of economic stability; In this sense, the
tourist MSMEs of Campeche must identify their
competitive advantages in order to achieve
economic growth.
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The hotel sector needs companies that
know their financial situation, level of
infrastructure, operation and the processes
implemented for the management and safeguard
of the knowledge they acquire and generate and
that allows them to position themselves in a
market that demands quality in integral services
to national and foreign tourism.

1.3 Objectives

The present study intends the following
objectives: a) Determine what knowledge
management practices are carried out by hotel
MSMEs in the city of Campeche, b) Identify
how knowledge acquire and apply the managers
of the MSMEs of the tourist sector of the city of
Campeche and c) Determine the perception of
the leaders of tourist MSMEs regarding
knowledge management activities within their
organizations.

2. Theoretical framework

In Mexico there are 5,654,014 economic units
according to the information obtained from the
2014 Economic Census prepared by the National
Institute of Statistics and Geography (INEGI,
2015), and according to its travel procedure
99.9% are Micro, Small and Medium Enterprises
(MSMES) , which create 74% of jobs and
generate 35.9% of the total Gross Domestic
Product (INEGI, 2015).

2.1 Knowledge management in MSMEs

Pérez  (2008), conceptualizes knowledge
management as the design of strategies for the
creation and exhaustive wuse of it in
organizational contexts, this implies the optimal
use of the capabilities of a person or group of
people to obtain some kind of benefit. Canals
(2003) points out that this is composed of two
fundamental processes: Creation of knowledge
and the transmission of it, both processes are not
independent and are interrelated.
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To identify the existence of statistically
significant relationships between leadership
styles, knowledge management and the design
and implementation of strategies Pedraja and
Rodriguez (2008), they worked with 78
managers of SMEs, obtaining as a result that
there are statistical relationships between the
elements studied, finding that knowledge
management has a significant impact on the
design of strategies, therefore they were able to
establish a causal relationship between
leadership and knowledge management, and
between knowledge management and the design
of strategies for the population analyzed.

Mul and Ojeda (2014) developed a study
in the state of Yucatan taking as a population the
companies with innovation activities. For this,
they previously designed an instrument that
includes knowledge management activities
(acquisition, storage, transfer, application and
protection) as well as organizational factors
(culture, leadership and information and
communication technologies).

With the aim of identifying the value
created by MSMEs through the tacit and explicit
transfer of knowledge, Larios (2016) developed
an empirical study from the perspective of
knowledge management as a competitive factor
in the business market highlighting the
interdependence with the organizational context
and the external factors that limit development,
within the results generated by the studied
population highlights the little importance given
to the knowledge emanated in the organization
and the low degree of its management, as well as
its effects in the strategic planning of this type of
companies. As a result of the study developed,
there was a high degree of knowledge
management in the studied population,
predominantly storage and application activities
and, on the contrary, protection and acquisition
were the least developed practices.
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Additionally they establish that although
the participating companies are managing their
knowledge, apparently it is not a conscious and
formal process

2.2 Knowledge management in tourism
MSMEs

Lissarrague, Simaro and Tonelli (2010) consider
that tourism activity is characterized by having a
high content of intangible assets so that the
management and measurement of intellectual
capital is important in the decision making
carried out by senior management of this type of
companies, also point out that an adequate
management of knowledge generates value in
organizations.

Falguemberg (2012) points out that SMEs
in the tourism sector, particularly hotels,
increasingly need to design differentiated
products and services that are consequently
competitive as an element to persist in the
market, points out that most of the studies related
to this sector address aspects of financing,
human resources, technology and information,
not including issues related to knowledge
management, in the case of Argentina, 90% of
hotel companies are family-owned SMEs where
decision-makers mostly dismiss key aspects to
achieve  competitiveness such as the
organization and management of intellectual
capital currently considered as a strategy to
improve competition.

The development of today's society is
based on knowledge, therefore, intangibles are
strongly related to the process of creating value
within organizations, because of the above in the
organizations that provide services as is the case
of tourism it is necessary to professionalize the
management to achieve its sustainability.
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The tourism activity is characterized
precisely by the efficiency in the identification,
preservation, development and maintenance of
intangible resources as a distinctive feature of
the companies participating in the market
(Simaro, Tonelli and Ribalaygua, 2012).

In a study developed by Pérez, Leal,
Barcel6 and Ledn (2013), to diagnose the
processes of knowledge management in the
restaurant sector and to know their position
regarding it, they found that the companies under
study have a good level of development in the
processes of identification, acquisition, creation,
transfer and application and, on the contrary,
storage and valuation of knowledge are the areas
where they have evolved least. Goncalves, Sass,
Rastrollo and Savi (2014), establish that the
hotel sector has high turnover of personnel that
affects the retention of existing knowledge in the
company, since the contact between staff and
clients generates fundamental information about
the market and their own business and that can
cause the loss of significant knowledge.

2.3 Organizational culture in tourist MSMEs.

Benavides and Quintana (2003), cited by Mul,
Mercado and Ojeda (2013) consider that the
organizational culture is a factor that supports
the stimulation of innovation and creativity and
that supports decision making and performance.
Alawi, Marzooqi and Fraidoon (2007) point out
that trust, communication, systems and the
structure of the organization are cultural factors
that contribute to knowledge management
within  organizations.  Wallingre  (2005)
establishes the need to implement an innovative
organizational culture in the hotel SMEs
according to the study that developed
considering as a population organizations of
Argentina, based on the fact that this is an
activity is a fundamental factor for the socio-
economic development of the countries.
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Argues that innovation results in highly
satisfied guests and in the loyalty of the same
having as a consequence economic benefits and
reflected in a decrease in costs and staff turnover.
As in other cases, the main limitation is the
resistance to change of the owners or leaders of
the organizations; Therefore, a high degree of
commitment and dedication must be agreed
upon for success in the implementation process.

Castellucci (2009) analyzes aspects of the
quality of tourism services and their problems in
terms of the organizational culture of tourism
companies in the so-called mature destinations,
and whose characteristic is the saturation of
public space, and regular quality of services,
little capacity in the generation of the same ones
and the reduction of the expense of the tourists
in the same ones, which is reflected in the
stagnation of its development; The author
considers that these organizations should be
oriented towards a culture of quality based on the
set of beliefs, values, norms and practices
tending to provide a service that meets the
expectations of the client.

2.4 Competitiveness in MSMEs of the tourism
sector

With the aim of analyzing the relationship
between competitive success and four factors of
the internal environment of SMEs (Human
resources, strategic planning, innovation,
technology and quality certification) Estrada,
Garcia and Sanchez (2009) developed a study
where they could establish that highly
competitive SMEs for the case of the studied
population are those whose products, processes
and management have a higher technological
level and have a strategic plan, however they did
not find empirical support for the variables of
human resources and quality certification;.
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Based on their results, they point out that
innovation should be understood as a permanent
process that becomes a way of thinking and
managing, and that technology applied to
processes can provide companies with a
competitive advantage, since it is difficult to
imitate; in this sense, the biggest obstacle is
making the financial investment for this type of
assets.

Rodriguez and Guisado (2002), conducted
a study on competitiveness and strategic analysis
of tourism in Galicia, Spain and suggest the need
to redefine collective strategies to maximize
their comparative advantages and transform
them into competitive advantages, having as a
central objective the sustainability of the activity
in time.

Bohorquez, Ferrer, Ramirez, Anaya and
Rairan (2011) propose a model of sustainable
management indicators to improve
competitiveness in tourist SMEs starting from a
conceptual review process, the foregoing in view
of the need to formalize the possible advantages
obtained through of innovation and the
development of differentiation strategies that
allow them not only to remain in the market, but
also to satisfy the changing needs of tourists that
require more personalized attention and high
quality.

2.5 Leadership in MSMEs

Rodriguez  (2010) investigated  whether
leadership styles have an influence on the
organizational culture and if this influences
effectiveness, working with a sample of 68
senior managers of Chilean SMEs, their results
show that there is a relationship between
leadership styles and culture, likewise that there
is a relationship between organizational culture
and effectiveness, since the former explains in
69.9% the efficiency obtained in the
participating companies.
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Based on the above, the author suggests
creating and sustaining a culture oriented
towards innovation, and competitiveness backed
by a style of transformational leadership.
Leadership practices have been studied in
different sectors such as manufacturing (Zamora
and Poriet, 2011); who applied the IPL model to
address aspects related to the use of behaviors
that contribute to identify and manage change,
develop a vision, take risks, be an example and
celebrate the achievements. Their results
indicate that the practice with greater presence
was to provide encouragement, followed by
serving as a model, enabling others to act,
challenging the process and inspiring a shared
vision that favors the achievement of results in
their organizations and that is reflected in the
competitiveness at managerial and
organizational level.

Studying the influence of leadership in the
field of welfare and job satisfaction, Contreras
and Juarez (2013) analyzed the psychological
capital of a group of Colombian SME managers
to determine their effect on their own leadership
practices. According to their results, the
participants show a high level of psychological
capital in which optimism obtained the lowest
score and with a tendency towards
transformational  leadership ~ with ~ some
transactional characteristics. The practices of
leadership in the MSMEs of the service sector
have been the object of study since it is known
that the personality of the leader influences the
decision making of the organizations which is
reflected in the results achieved by them
(Vazquez and Pedraza, 2014). These researchers
developed a study on these practices, finding
through a self-assessment, that the five
dimensions of the IPL were present in the
management leadership practices in Cd.
Victoria, Tamaulipas, obtaining the highest
average in the dimension related to the modeling
of the road, which indicates that the leadership
style that prevails is of a transformational nature.
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3. Research Methodology
3.1 Kind of investigation

The study is descriptive because it measures or
collects information on the variables that
participate in the problem subject to study
integrated by knowledge management practices.
The design is not cross-sectional since data were
collected in a single moment in its natural
context, by means of questionnaires
administered to the MSMEs hotel management
leaders with the purpose of describing variables
and analyzing their incidence. The method used
for the collection of quantitative information is
through fieldwork and the technique used is the
survey (Hernandez, Fernandez and Baptista,
2010).

3.2 Subjects in the study

The population was satisfied with tourism
MSMEs from the hotel sector, specifically hotels
and hostels that do not belong to hotel chains or
franchises in the city of Campeche. The
companies identified with this specialty were 26,
according to the directory of the Mexican
Business System as of February 2, 2016. Of the
26  hotels identified, 23 participated,
representing 88% of the initial universe.

3.3 Instrument

To obtain the quantitative information, the
section identified as knowledge management
activities of the questionnaire designed by Mul,
Mercado and Ojeda (2013) was used. This
instrument is linked to the central objective of
the research by contributing to the identification
of management practices developed at the
managerial level in the 23 MSMEs that
participated in the study, the elements that
comprise it are indicated in Table 1.
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Dimension Operational Reagents Proportio 34 Re”abi”ty of the instrument
Definition n
Acquisition It is the natural or|2, 3, 5, 6, 11,|30.2% . . .
designed ~process |12, 16, 25, 29, Previously, a pilot test was carried out to
through which the 31, 32, 33, 40 evaluate the understanding of the instrument
company obtains . . ..
and generates the with 10% of the population, obtaining a
organizational Cronbach’s alpha of .836. Subsequently the test
knowledge that li d. obtaini h | . |
allows achieving was rep_ Icated, o talnlng t_e va %JGS In genera
- its objectives for the instrument and by dimension, which are
Application Are the processes |17, 37, 38 7.0% shown in Table 2.
developed by the
company to .
disseminate Dimension Number of elements | Cronbach's
knowledge to the Alpha
various areas that
make up the Knowledge 43 972
organization management
Methods 1, 8, 10, 26,[21.0% Acquisition 13 .925
implemented  to |27, 30, 35, 36, Application 3 937
transmit the |41 Transfer 13 .878
knowledge Storage 14 922
acquired or Protection 4 876
acquired to the
personnel that
collaborate  with Table 2 Reliability of the survey administered to the
the organization managers of MSMEs in the hotel sector
Transfer Use ~  ofl4 7 15, 14,/1325% Source: Own elaboration based on statistical information
technological 18, 19, 20, 21,
systems and tools | 22, 23, 24, 28, . .
to safeguard the|34, 39 3.5 Procedure for data collection and analysis
knowledge
generated by the . . .
company Personal questionnaires were applied to hotel
Storage Itis the defense of |42, 43, 44, 45 |9.3% management leaders with a duration of twenty
the  knowledge .
applied and minutes each, and the data was processed
generated in the through SPSS software version 21.
company and that
allows it to remain
or lead the market. 4. Results

Table 1 Definitions of the questionnaire administered to
the managers of MSMEs in the hotel sector.

Source: Own elaboration with data from Mul, Mercado
and Ojeda (2013)

The instrument considers scores assigned
on a Likert scale with values ranging from 1 =
Strongly disagree, 2 = Disagree 3 = Agree and 4
= Strongly agree. An initial section was added to
the questionnaire to obtain socio demographic
and position information of the leader followed
by questions to establish the administrative
profile of the organization.
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The instrument considers a section with data
socio demographics of entrepreneurs who
participated in a previous study on self-
evaluation of leadership practices with the same
population and periodicity formulated by
Quijano, Arguelles and Fajardo (2016), 56.5%
of the entrepreneurs interviewed belong to the
male gender, 30.4% are single and 60.9%
married, the age range with the highest
frequency was established between 41 and 50
years and 78.3% of the owners have the degree
as the highest level of education.
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Only 4.7% consider having an excellent
level of competitiveness and point out that the
price of the services they offer is their main
competitive advantage (42.4%) followed by
quality (27.3). Among the quality policies
implemented, an active and participatory work
environment (24.2%) and compliance with the
specifications of the services offered (17.7%)
stand out.

In the social sphere, 60.9% mention that
they have a good perception, 43.5% consider
that the international agreements made by the
government favor the sector and that there is a
good commercial relationship with the
government sector

The mean and its standard deviation were
determined to the five dimensions that make up
the variable in order to analyze the closest and
furthest reagents of the assigned values, and the
dispersion level of the responses, which are
observed in Table 3.

Dimension N |Minimu |Maximu |[Averag |Standar
m value |mvalue |e d
deviatio
n
Adquisicion 23 |1 4 2.35 8.659
Aplicacion 23 |1 4 2.52 2.793
Transferencia (23 |1 4 2.27 6.185
Almacenamie |23 |1 4 2.73 9.456
nto
Proteccion 23 |1 4 2.52 3.553

Table 3 Descriptive statistics related to knowledge
management activities

In none of the five dimensions were values
close to 3 or 4, the highest corresponds to the
dimension "storage", and the lowest to "transfer"
which indicates that managers are responsible
for protecting their information but do not count
with own schemes to transmit organizational
knowledge.

ISSN-On line: 2524-2008
RINOE® All rights reserved.

December 2017 Vol.1 No.1 8-20

Similarly, "storage"” is the dimension that
obtained the greatest dispersion in the responses,
which indicates that in most organizations there
are not well-defined protocols on information
repositories, activity feedback or the use of
electronic media as a tool key, (Table 4).

Reagent Minimum Maximum |Average Standard
deviation
18. The company's | 1 4 2.09 1.125

procedures are
documented in

protocols or
manuals.
7. Induction |1 4 2.52 .898

courses are given
so that the staff
knows the
workplace, their
colleagues, as well
as everything
related to their
position.

34. The rules, |1 4 2.83 778
procedures  and
internal processes
are constantly
disseminated.

19. The |1 4 2.48 1.238
preparation of
reports and reports
on processes and
best practices is an
established
practice.

15. The|1 4 2.30 1.105
preparation of
written documents
as repositories of

valuable

information is

common.

28. There are|l 4 2.43 .788
formal

mechanisms  that

allow the

exchange of best
practices among
the areas or
departments.

20. The company |1 4 2.70 1.020
makes available to
employees
databases and
paper files with
information that is
relevant to their
work.

39. The company |1 4 3.17 778
has mechanisms to
meet the opinions,
suggestions, needs
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and complaints of
customers.

21. For  the|l 4 3.22 .951
company it is
important that the

databases are

updated regularly.

14. In the |2 4 3.43 728
company

electronic means
are essential to
capture and store
information
relevant to the
business.

22. The company |1 4 291 793
has catalogs and
specific files for
important
documents such as
reports and
reports.

23. Itis possible to | 1 4 243 1.121
access information
repositories,
through some type
of internal
computer network
(for example,
intranet).

24. The work|1 4 2.61 .988
teams hold regular
meetings to
provide feedback
on their activities.
4. The wuse of|l 4 3.04 .928
electronic means
is a key tool to
have access to
valuable
information  for
the business.

Table 4 Descriptive statistics related to the storage
dimension

The smallest dispersion in the opinions of
the respondents was obtained by the
"application” dimension, which indicates that in
general there are established and defined
processes for the design and redesign of products
and services as well as market research as a
habitual practice to generate information, (Table
5).

ISSN-On line: 2524-2008
RINOE® All rights reserved.

December 2017 Vol.1 No.1 8-20

Reagent Minimum |MaximumAverage Standard
deviation
38. The analysisand | 1 4 2.39 1.033

design of new
processes, products
and services is done
on a regular basis.
37. The analysisand | 1 4 2.52 . 898
redesign of
processes, products
and services is
carried out regularly
in the company.

17. The preparation| 1 4 2.65 1..027
of reports and
reports on market,
technologies  and
new products and /
or services is an
established practice.

Table 5 Descriptive statistics relating to the application
dimension

To establish the influence of the
sociodemographics factors and the
administrative profile in knowledge
management, student t tests for independent tests
and ANOVA were applied to establish the
significant differences between variances. When
analyzing gender, marital status and age,
significant differences were obtained in the
"application” dimension, which allows inferring
that the passage of time influences the
establishment of processes for the design of
services, as well as the investigation of markets
as a usual practice to generate information.

The ™application” dimension reported
significant differences when evaluating seniority
in the position, which may originate from the
experience acquired in carrying out the functions
of the position, in the case of the number of
workers collaborating in the company, the
"acquisition™ dimensions and “transfer” reported
significant differences which allows us to infer
that this element of the administrative profile
affects the decision to participate in courses of
non-governmental instances, organize formal
training for employees, share project
information and in the hiring of specialized
personnel.
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Additionally, and with the aim of having a
clearer idea of the perception that the managers
of the companies have regarding the
management of knowledge, a quantitative
analysis was developed to evaluate said
perception and obtain a  Knowledge
Management Index (IGC), developing the
following steps:

a.  The sum of the values assigned in each
question per company was obtained.

b.  The maximum score that any company
could have was 172 (4 points maximum
for 43 items).

Cc.  The number obtained in subparagraph "a"
was divided by 172 and the result was
multiplied by 100, to obtain a "Knowledge
Management Index" (IGC). A higher GCI
means that the manager has a greater
knowledge of it as a competitive

advantage (Table 6).
Enterprise | Score by company | Top Score | IGC (%)
1 97 172 56.40
2 96 172 55.81
3 81 172 47.09
4 141 172 81.98
5 143 172 83.14
6 149 172 86.63
7 120 172 69.77
8 162 172 94.19
9 103 172 59.88
10 116 172 67.44
11 149 172 86.63
12 97 172 56.40
13 104 172 60.47
14 120 172 69.77
15 120 172 69.77
16 99 172 57.56
17 100 172 58.14
18 100 172 58.14
19 79 172 45.93
20 79 172 45.93
21 55 172 31.98
22 74 172 43.02
23 74 172 43.02

Table 6 Knowledge Management Index (IGC)
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IGC = Knowledge management index =
Score / Maximum score x 100. The result
obtained for each company can be interpreted as
the perception that the manager or founding
partner has regarding the mechanisms
implemented in the company for the acquisition,
transmission and protection of knowledge that
the organization has as a competitive advantage
in the market. Source: self made.

The average obtained of the IGC of the
studied population is of 62.13%, which offers an
idea of the importance that these organizations
grant to the development of activities that
elevate the management of business knowledge
from its acquisition to the safeguarding of it as a
possible competitive advantage in a market that
demands higher quality every day in services.

5. Conclusions
5.1 Discussion of results

When comparing the results obtained with
previous investigations it is observed that the
averages obtained as a whole for knowledge
management activities can be considered low,
particularly in relation to the "transfer”, which
indicates that the organizations participating in
the tourism sector are not transmitting formally
the knowledge acquired or generated by the
same company, which contrasts with what was
suggested by Canals (2003) and Pérez (2008),
and that may be the source of loss of operational
and administrative information.

Of the activities evaluated "storage" it
obtained the highest average, without it being
considered as high because it did not reach the
value three according to the scale of
measurement; In general, the participants point
out that for the company the electronic means are
indispensable to capture and store relevant
information, as well as to have a constant update
of them, because they consider them a
fundamental tool to obtain valuable information
for the business.
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As it happened in the study developed by
Mul and Ojeda (2014), who believe that
technology is key to the management activities
of organizations and a factor that contributes to
their competitiveness.

"Application” is the activity that reported
the least dispersion in the responses, which
reinforces the idea that having established and
defined processes for the design and redesign of
services as well as market research is a common
practice in these organizations to generate
information, as concluded by Larios (2016).

From the evaluation of the section related
to the administrative profile of the business it is
clear that the managers who are in charge of the
decision making of the participating
organizations consider having a regular level of
competitiveness according to their relations with
the environment and the perception of the client
in quality terms, a situation that must be
carefully analyzed by them as prevented by
Lissarrague, Simaro and Tonelli (2010), since
they themselves are a strategic factor for
competitiveness; The above may originate from
the most difficult challenges to overcome,
among which are hiring qualified personnel,
bureaucratic procedures and obtaining credit
support to finance its operation (Falquemberg,
2012).

5.2 Conclusions

In view of the objectives of this study it is
possible to conclude that the activities of
acquisition, application, transfer, storage and
protection are developed within the companies
studied, without having a high level of
development according to the values obtained by
the instrument used; The aforementioned shows
that greater formalization of the operative and
administrative processes is required by those
responsible for safeguarding organizational
information.
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Regarding the processes implemented to
share store and protect knowledge, the highest
values were obtained because they consider that
they wuse information and communication
technology to share experiences, document
procedures in manuals or protocols and consider
it important to guarantee the permanence of
people recognized for their knowledge about the
business.

Based on the perception index of
knowledge management, it is possible to point
out the lack of interest on the part of the
managers of the organizations studied in
promoting management activities as a possible
competitive advantage in the market, in this
sense business knowledge and management are
not it is an element that demonstrates to be part
of the organizational culture.

Developing similar research in other
regions of the country can help to establish if the
activities of knowledge management in this
sector are really linked to economic or cultural
aspects, and if it contributes to the permanence
and development of the participating companies.
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