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Abstract

For organizations, strategic logistics is an indispensable
tool to perform efficiently in current scenarios, since it
helps to understand, evaluate, control, optimize and
develop operations with a comprehensive approach, taking
into account all the factors that influence the organization
internally and externally, increasing competitive
advantages. This has a positive impact, generating an
increase in the economic benefits obtained from the
commercialization and production of goods and services,
through the interaction of the activities of physical
distribution, supply of raw materials, information
management, inventory control, study of demand,
customer service, among other aspects. The present work
proposes a measurement instrument to evaluate logistic
aspects in the processes of the company under study. The
measurements will be made with the help of experts of the
organization, evaluating their answers with the help of the
Likert scale. This will result in a scenario that integrates
the organization as a whole. Subsequently, with the results
obtained, it is proposed to generate a model that will help
to graphically propose strategies and routes to follow for
the improvement of logistics.

Strategic logistics, integrated logistics, Measuring
instrument

Resumen

Para las organizaciones, la logistica estratégica es una
herramienta indispensable para desempefiarse
eficientemente en los escenarios actuales, ya que ayuda a
comprender, evaluar, controlar, optimizar y desarrollar
operaciones con un enfoque integral, tomando en cuenta
todos los factores que influyen interna y externamente a la
organizacion, aumentando las ventajas competitivas. Lo
anterior, impacta positivamente generando un incremento
en los beneficios econdmicos obtenidos por la
comercializacion y produccion de los bienes y servicios,
mediante la interaccion de las actividades de distribucién
fisica, aprovisionamiento de materias primas, manejo de
informacion, control de inventarios, estudio de la
demanda, servicio al cliente, entre otros aspectos. El
presente trabajo propone, un instrumento de medicién que
evalUe aspectos logisticos en los procesos de la empresa
objeto de estudio. Las mediciones se haran con la ayuda
de expertos de la organizacion, evaluando sus respuestas
con la ayuda de la escala de Likert. Lo anterior, dard como
resultado un escenario que integre a la organizacion en su
totalidad. Posteriormente, con los resultados obtenidos, se
plantea generar un modelo que ayude a plantear
graficamente estrategias y rutas a seguir para el
mejoramiento de la logistica.

Logistica estratégica, Logistica integral, Instrumento
de medicion
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Introduction

Throughout history there have been countless
famous phrases of great impact, however, the
one written by the British physicist and
mathematician William Thomson Kelvin applies
precisely to integral logistics, the central theme
of this study:

"What is not defined cannot be measured.
What is not measured cannot be improved.
What is not improved is always degraded".

This places special emphasis on
measurement or evaluation, which, in the case of
logistics in organisations, is a way of visualising
its current state. This will provide a solid base
from which to start the improvement process and
identify the key points needed to generate
strategies.

Given the above approach, the first step in
analysing, proposing and implementing
organisational improvement is measurement.

In this research work, an instrument is
designed to evaluate the current logistical state.
This measurement instrument will allow the
detection of strategic points on which special
attention will be paid in order to subsequently
propose improvement alternatives.

The instrument will be answered based on
a Likert scale. The Likert scale is a research
method that uses a rating scale to determine
people's level of agreement and disagreement on
a subject, with the aim of evaluating people's
opinions and attitudes.

Methodology

Given that the objective of applying the
instrument is to evaluate the current logistics of
the company, the procedure followed to achieve
this objective is explained below.

1. The decision was taken to divide the
company by areas or departments, and not
by processes, as the latter were not clearly
established. Questions were then asked,
dividing the logistics process into three
stages:

- Stage before logistics.

- Stage during logistics.

ISSN-On line: 2531-2995
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- Stage after logistics.

With the understanding that the first stage
emphasises supply logistics, the second stage
internal logistics and the third stage sales
logistics.

Three questions were asked to evaluate the
before, three for the during and three for the
after, for each of the company's departments or
areas. In total, nine questions were formulated to
evaluate each department or area.

An instrument was then designed,
consisting of the previously formulated
questions. The Likert scale was added to the
instrument as shown in figure 1, where:

- 1 = Not frequent at all
- 2 = Infrequent

- 3 = Regular

- 4 = Frequent

- 5 = Very frequent

INSTRUMENT TO ASSESS THE LOGISTICS OF THE
BEFORE

Stage assessed: BEFORE
N° Questions
TOP MANAGEMENT
1 | How often are meetings
with other departments
held?
2 | Do departments wait for
orders from top
management before
carrying out an activity?
3 | Arethe links and
relationships between
departments clear and
communicated?
Is the name and objectives
of the project made known
by senior management?
5 | How often are staff
trained?
6 | Before starting a new
project, is the accounting
for the past period up to
date?
Is a master production plan
in place?
8 | Issoftware used to assist in
project control?
9 | Are product designs
accepted by customers
from the outset?

OLIVARES-MORALES, Giselle, GARCIA-REYES, David Antonio,
ELISEO-DANTES, Hortensia and MADRIGAL-ELISEO, José Luis.
Study of integrated logistics in an architectural furniture manufacturing
company in Nacajuca, Tabasco, for the proposal of a logistics model.
Journal-Financial Economy. 2022
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. STOrRE

ABC, FIFO, LIFO, etc.?

Is there an intelligent
system in place for the
storage of products, such as

11 | Are staff trained on the
correct storage of
chemicals?

12 | Is the most suitable storage

space created before the
material is brought into the
warehouse?

~ PRODUCTION |

Before starting any project,
are specifications such as
project objective, delivery
date, target group, etc.
communicated to them?

14 | Are tasks divided and
assigned to staff prior to
the start of production?

15 | Are materials and

machinery available just
before the start of

production operations?
| INSTALLATION SERVICES |

Are measurements,
dimensions of the area
where the installation is to
be carried out taken?

17 | Are adequate plans
provided for proper
installation?

18 | Does the material or

product arrive on site in

iood condition?

19 | Is the purchase order well
executed?

20 | At least 2 supplier
alternatives are available

21 | The purchasing manager

has full autonomy over the
purchase orders

TOTAL

Percentage

Table 1 Instrument to assess the logistics of the before

Source: Author's perception

INSTRUMENT TO ASSESS THE LOGISTICS OF THE
DURING

Stage assessed: DURING

Questions 1

TOP MANAGE

How often is production
monitored when it is in
process?

Do you consider that the
working day is used
correctly?

4

How often are meetings
held with representatives
from each area during the

completion of a project?
ADMINISTRATION AND ACCOUNTING

How well are resources
optimised? Be they
material, human and/or
IT?

ISSN-On line: 2531-2995
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5 | Are purchases invoiced
and debts paid in a timely
manner?
6 How well are actions
coordinated between
departments?
PLANNING AND PROJECTS
7 Is the project monitored
by means of IT tools?
8 | Are design modifications
made during project
implementation?
9 Is the daily progress target
met?
10 | The correct material
handling device is used.
11 | Inventory is updated as
products enter the
warehouse.
12 | The requested material is
distributed to production
well in advance.
13 | Are there any
manufacturing systems
that help to create quality
products such as Kanban,
TPM, Lean
Manufacturing, six
sigma?
14 | They perform quality
inspection during the
process of their products.
15 | Do they follow the
production plan that was
set out beforehand?
INSTALLATION SERVICES
16 | There are problems in the
installation due to
incorrect measurements of
the furniture.
17 | The necessary material
and tools are provided for
the installation.
18 | How often is the
installation supervised by

an insEector.

19 | How much traceability is
there on the purchase?
20 | Is the time to receive the
purchase adequate?
21 | Is monitoring carried out
to determine when it is
correct to purchase
material?
TOTAL
Percentage

Table 2 Tool for assessing the logistics of during
Source: Author's perception

OLIVARES-MORALES, Giselle, GARCIA-REYES, David Antonio,
ELISEO-DANTES, Hortensia and MADRIGAL-ELISEO, José Luis.
Study of integrated logistics in an architectural furniture manufacturing
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INSTRUMENT TO ASSESS THE LOGISTICS OF THE
AFTER

Stage assessed: AFTER
N° Questions 1123 |4]|5
TOP MANAGEMENT
1 | How often are meetings held
with other departments or
areas to recognise the efforts
of employees after the
completion of a project?
2 Is the project completed on
time?
3 | Does the organisation
provide feedback on the
processes to make known
possible points of
improvement?
ADMINISTRATION AND ACCOUNTING
4 | How likely is it that there are
resources in excess of what
was projected or forecast?
5 | The accounting at the end of
the period is complied with
in a timely manner.
6 | Feedback is given and
possible improvements and
processes are communicated.
PLANNING AND PROJECTS
7 Is the planning process fed
back and improved after
each project?
8 Is the project timeframe
adhered to?

I

9 | Material is requested from
the purchasing area in
advance.

10 | Is feedback given to improve
the warehousing process?

11 | New alternative material
handling devices are
analysed.

I

PRODUCTION

12 | Isthe product or project

delivered on time?

13 | There is feedback to improve

manufacturing processes.

14 | Final quality inspection is

carried out.

INSTALLATION SERVICES

15 | The service was obtained

according to the schedule

and timetable that was

established.

16 | A customer survey is carried

out to evaluate the service

and its quality.

17 | Feedback is provided to

improve installation service
rocesses.

%

18 | Efficient purchasing is

completed efficiently by the

packaging used.

19 | Purchases are confirmed

upon arrival at the plant.

20 | Is inventory control and

purchase history in place?
TOTAL

Percentage

Table 3 Instrument to assess the logistics of the aftermath
Source: Author's perception
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1.We proceed to identify the experts of the
organisation in the areas to be studied, which are:

- Senior management
- Administration and accounting
- Planning and projects
- Warehouse
- Production
- Installation services
- Purchasing
The experts in charge of each area are
identified, as each one has the appropriate
knowledge regarding the topic of study.
1. The answers go through a process of
analysis and quantification, and are then plotted

in Microsoft Excel.

2. Design of the logistic model, proposing
strategies for its integral improvement.

Results and interpretation

After applying the instrument to the
representatives of each of the areas and/or
departments of the company, the responses are
analysed using Microsoft Excel software and
averages are obtained.

The rating for each of the areas was
determined by averaging each rating on the
Likert scale, dividing each result by stages,
which were as follows:

LOGISTICS OF THE BEFORE

.
3

»

5

Graphic 1 Averages per question in the logistics of before
Source: Author's perception
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Thanks to the graphical representation it
was possible to better analyse and interpret the
current state of the company's logistics. Graph 1
shows the scores obtained in the "before” stage.

It can be seen that although the value 5
(29%) dominates, which would mean that the
activities mentioned in the questionnaires are
carried out very well, the number 2 (24%) also
shows a high percentage, which means that,
according to the Likert scale, a large percentage
of activities are not carried out "almost never",
which is a clear warning to propose
improvements in order to reduce or cancel this
percentage.

Ratings 1, 3, and 4, obtained an average
rating of approximately 15.6%, this does not
mean that no actions are proposed to correct their
low percentage, but rather that we act according
to Pareto's law, where solving 20% of the most
frequent problems would help to solve or reduce
80% of the rest of the problems.

It is also important to remember that the
logistics before is one of the most important, as
itis in charge of all those activities or actions that
must be carried out before working, so attention
must be paid to this stage in order to have a stable
base and continue with the other stages.

LOGISTICS OF THE DURING

Graphic 2 Averages per question in the logistics of during
Source: Author's perception

In the case of during the course, it can be
observed that a good overall rating was obtained,
highlighting the values 5, 4, and 3, which,
according to the Likert scale, indicate a positive
degree of satisfaction or in this case means that
the activities that were evaluated are mostly
fulfilled.

ISSN-On line: 2531-2995
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Therefore, actions would be taken for
those aspects that were evaluated with a rating of
1, as these still represent 14% of the ratings. In
simpler terms, there is 14% of the logistics of the
course that is not going well and needs to be
corrected, as this stage is usually the one that
generates the highest costs if it is not worked
efficiently.

For example, if an activity is not carried
out during this stage it can generate losses that
probably cannot be solved without first paying a
cost, the clear example of producing a batch of
poor quality, this will be rejected and must be
manufactured again, applies to any product.

LOGISTICS OF THE AFTERMATH

Graphic 3 Averages per question in the logistics of the
aftermath
Source: Author's perception

This last stage of logistics is interesting
because of the data obtained, as it can clearly be
seen that the company appears to have good
outbound logistics.

These results will serve as a model to
follow, so that the objective is to reach or even
exceed a percentage like this in each of the
previous stages (before and during).

This stage is dominated by scores 4 and
5, i.e. the activities and/or actions carried out in
this stage are performed satisfactorily, with a
good frequency.

Therefore, for this stage, probably not
many improvement activities will be proposed,
but rather activities that help to maintain and
monitor these results. This will help the
organisation to focus efforts on the previous two
stages, without reducing the attention paid to this
stage beforehand.
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Proposals for improvement

Proposals for improvement in logistics help to
put into context what is to be achieved with it,
leading to improvement, which is why it is one
of the most important parts of the proposal.

For this reason, in order to improve the
logistics applied in the company under study, the
implementation of the Deming continuous
improvement model will be carried out.

Finally, once the current situation of the
company has been evaluated, and the strategic
points where improvements can be made have
been analysed, a logistics improvement model is
proposed in which the main objective is to create
an integral, united logistics, where synergy in the
work can be noticed, in this way the biggest
problem of the company, which is the lack of
communication, can be reduced.

It has been decided to apply the Deming
Cycle as a strategy for the continuous
improvement of the logistic processes, for the
before stage, the cycle is as follows:

December 2022, VVol.6 No.11 1-7

»>The biggest problem at this stage is
in the accounting area, where there
are long delays in the processes.

Possible solutions could be staff
training or even outsourcing, as it is
not a core process of the company.

»Finally, once the proposed
improvements have been proven to
work, they are implemented for the
whole area.

In the case of the other areas,
because of good results, it would be
sufficient to apply inspection

»Depending on the economic
possibilities of the company, one
of the two options will be
selected. Outsourcing usually has
greater advantages in terms of
cost savings, but the company's
own staff can still learn from the
outsourced ones.

»>The results of applying either
strategy (training or outsourcing)
are analysed to determine which
option is more feasible.

Determine the training time if
any, or the time to be worked
with the outsourcing strategy.

methods to continue working in this
way.

Figure 2 Improvement model for logistics during
Source: Author's perception

>A pilot test of the Lean tool to
be implemented is carried out,
if this test is successful, a plan
is made to implement it
throughout the organisation.

»Identification of problems (lack of
communication, too much downtime,
low utilisation of resources, etc.).

Proposals for improvement tools
(application of Lean Manufacturing,

investment in ICT, outsourcing, etc.). Recommended tools for the

problems presented during the
workshop: Gemba, Kanban, 9

Implementation of a Recruitment
master plan for the plan
planning and project

area. The

. . implementatio
Activities to improve n Of

the administrative investment in
process. courses and
training for
workers.

Promote the
holding of Checki
meetings ’ cexing
'Have new ta(gets Es\iﬁ[grc ﬁzrr)]d
'Make periodic production
production status control.
reports. Verification of
data obtained.

Figure 1 Improvement model for logistics before
Source: Author's perception
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> Finally, once the proposed > The results of applying the tools
improvements have been proven to are analysed, and if any

work, they are implemented adjustments are required, they are
throughout the factory. made.

In the same way, working A meeting is held with the
philosophies such as Just In Time, representatives to determine
TPM, Six Sigma, etc. can also be whether to apply it to the whole
applied. company, or if not, to change to
another Lean tool.

Figure 3 Improvement model for downstream logistics
Source: Author's perception

It is expected that the level of adaptation
of the proposed models will be the most
appropriate so that in further studies it would be
proposed to annex the ERP system as a pillar for
effective communication, addressing the main
problem of the organisation (lack of
communication), remember that an Enterprise
Resource Planning (ERP) system is a business
software that allows a company to manage the
efficient and effective use of resources
(materials, human resources, finance, etc.), by
providing a comprehensive and total solution to
the needs of corporate information processing.
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It is also worth noting that ERP differs
from other information technology systems
because implementations include technological,
operational, administrative, strategic and
organisational components.

Among the most important attributes is
its ability to automate and integrate business
processes within the company, share common
data and practices across the enterprise, and
produce and access information in a real-time
environment.

Conclusions

In conclusion, the following key points of the
work can be highlighted.

1. Whenever you seek to improve something,
in any field, you must first verify that it is
measurable.

2.  There are many ways to evaluate the state
of logistics in a company, the elaboration
of the questionnaire is one of the easiest to
carry out, however, one must be very
precise when formulating the questions, so
that the data obtained are as close to reality
as possible.

3. The use of data processing tools such as
Microsoft Excel and Microsoft Forms
greatly speeds up the process of
developing a project.

4. Improving logistics can be a difficult task
if you do not have a good team in your
organisation.
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Abstract

The artisan SMEs symbolize a set of values, history and
identity of the communities, they offer products with high
social and economic value, however, they face a large
number of problems both operationally and in their
commercialization. Innovation represents an opportunity
for any type of company that seeks to maintain a position
in the market and adapt to new consumer trends through
new products or updating processes. This article aims to
describe the way in which innovation manifests itself in
the artisan SMEs of San Antonino Castillo Velasco,
Oaxaca, Mexico, making use of a research process based
on observation and unstructured interviews in order to
recognize the reality and the context of the community,
making a documentary review to know the perspectives
and positions regarding the interrelation between the
elements and in this way, contrast theory and practice.

Innovation, SMEs, handicrafts

Resumen

Las pequefias y medianas empresas (PYMES) artesanas
simbolizan un conjunto de valores, historia e identidad de
las comunidades, ofrecen productos con alto valor social y
econdmico, sin embargo, se enfrentan a una gran cantidad
de probleméticas tanto de manera operativa como en su
comercializacion. La innovacién representa una
oportunidad para cualquier tipo de empresa que busca
mantener una posicién en el mercado y adaptarse a las
nuevas tendencias de los consumidores mediante nuevos
productos o actualizacién de procesos. Este articulo tiene
por objetivo describir la forma en que la innovacion se
manifiesta en las PYMES artesanas de San Antonino
Castillo Velasco, Oaxaca, México, haciendo uso de un
proceso de investigacion a partir de la observacion y
entrevistas no estructuradas, con el fin de reconocer la
realidad y el contexto de la comunidad, haciendo una
revision documental para conocer las perspectivas y
posturas referentes a la interrelacién entre los elementos y
de esta forma, contrastar la teoria y la practica.

Innovacion, PYMES, Artesanias
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Introduction

The concept of crafts can be viewed from
different perspectives, for example, from a
technological perspective it is understood as a
manual element with an artistic sense; from an
anthropological perspective it represents an
activity that is not affected by specialisation or
division of labour, and from a cultural
perspective, which is transcendental, it is
recognised as "popular art”, as those productive
activities of a manual nature elaborated by the
individual or the family, transmitted through
different generations by tradition (Rodriguez, et
al., 2021).

Oaxaca is a Mexican state where the
practice of handicrafts is one of the most
important productive activities in the state; there
IS a great variety of handicraft objects derived
from the wide geographic and climatic diversity.

San Antonino Castillo Velasco, Oaxaca
IS @ municipality renowned for its textiles, the
embroidery technigques of this community have
for years been emblematic of its cultural
heritage.

The handicrafts are recognised for their
original handmade production with exclusivity
of each product that is made, they are part of the
culture of a community and carry with them
history, identity and tradition. These elements
have been studied from the social sciences and
from different perspectives in order to
understand the diversity of elements that
contribute to the development of a community.

Handicraft products have evolved over
time as they have acquired more value, not only
in terms of economic value as an item to be
bought and sold, but also in terms of social,
historical and cultural value, which is
increasingly sought after by consumers.

Innovation has been a toolkit that favours
business development in different sectors, so
artisan SMEs are not excluded from its potential
benefits.

Implementing innovation in handicrafts
would represent an opportunity that provides
different types of positive impacts in both the
economic and social sectors, with the
perspective and objective of increasing the
quality of life of artisans.
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The context of artisan SMEs

In Mexico, SMEs are relevant for economic
growth, supported by data from INEGI (2020)
which mentions that they represent 99.8% of the
country's economic units, and particularly those
focused on generating handicraft business
models are a priority for Mexican culture and
economy (Yta-Castillo and Sanchez-Medina,
2022).

It is visible that the Mexican economy is
largely sustained by SMEs, as there are more
small businesses than large industries, and it is
worth noting that in states with indigenous
peoples, the presence of small artisan enterprises
is intensified, as is the case in Oaxaca, Mexico.

Thus, micro, small and medium-sized
artisan enterprises represent a high value for
Oaxaca, not only in economic terms, as they
sometimes represent the main source of family
income, but also in cultural and social aspects by
preserving historical values, processes and
products.

Oaxaca is a state rich in its cultural
diversity and in its production of handicrafts;
even the most remote Oaxacan municipality has
its own unique products, designed and generated
as a result of its history, culture, tradition and
experience. These products are not involved in
any industrial process, that is to say, they are
made with the hands of the producers
themselves, who are called artisans, emphasising
that handicrafts commonly carry a character of
exclusivity, since they are unique and
unrepeatable pieces.

The  production  of  handicrafts
symbolises a family economic activity of great
relevance and importance, mainly in rural areas,
since for these families it often represents the
main source of income, which has sustained
generations. Creating handicrafts is a process
that is linked to various categories of human
development:  culture, economy, social
development, education, even science; this
activity is seen as "art" but it is also considered
"business™ which must have quality, innovation,
among many other factors to make it competitive
and achieve market positioning (Hernandez, et
al., 2002).
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Although the production and marketing
of handicrafts is one of the main economic
activities in the state, it also presents a wide
range of problems, starting with the lack of
information about the sector, the low levels of
production due to the time invested, the
difficulties of distribution and marketing of
products, the complications in obtaining inputs
or raw materials, among many other problems
that are not only of an economic nature, such as
the low recognition and social prestige of the
products (Rojas, et al., 2017).

These companies are characterised by
being a space where the creation of handicrafts
is linked to beliefs, expectations and strategies
that are generated from past experiences and
where generating a change represents an
extremely complex process. In order to
implement new alternatives, artisans must
recognise that these are "valuable™ and that they
generate a tangible benefit, not only for
themselves, but also for their families, and that
they lead to an improvement in their quality of
life (Hernandez, et al., 2007).

Change represents a determining factor
for the growth and development of artisan
SMEs, as it must be accepted by the people who
make them in order to transcend to new forms or
alternatives for both production and marketing
that can cover the problems they face.

Business innovation

Innovation began to be reflected in the works of
Adam Smith (1776) and David Ricardo (1817),
although as such it was not explicitly mentioned,
but its concept was immersed in their writings;
in the same way, Karl Marx (1867), in assuring
that technological change implies the
understanding of economic dynamics and the
development of productivity, was also close to
the definition of innovation (Formichella, 2005).

As such, innovation was not a concept
certainly identified and clarified almost two
hundred and fifty years ago, however, great
pioneering economic theorists already indirectly
considered the importance of updating,
modifying and creating for the improvement of
economic systems.

ISSN-On line: 2531-2995
RINOE® All rights reserved.

December 2022, VVol.6 No.11 8-17

It was at the beginning of the 20th
century when Joseph Schumpeter became the
first economist to directly consider the term
innovation, marking the conceptual difference
between invention, innovation and diffusion,
delimiting the first to a product or process of a
scientific-technical nature, the second to a
change in the economic environment and the
third as a means for innovation to become an
economic-social phenomenon (Medina and
Espinosa, 1994, apud Formichella, 2005).

It took about a century from the first
signs of innovation to the full use of the term,
which was born within economic science and is
limited to being considered within that same
environment, linking it to other variables and
effects of economic systems.

For Schumpeter, innovation implies
novelty and change and would be responsible for
the phenomenon of capitalism, introducing
changes in productive processes. He recognised
those employers of innovation as businessmen or
entrepreneurs who seek to place companies in a
high competitive position (Albornoz, 2009).

Innovation emerges as a business tool
that improves levels of competition and has an
impact on productivity and market positioning.
From this perspective, it is understood that
innovation pursues an economic purpose that
promotes consumerism within the capitalist
system.

In the beginning, the term "innovation"
only alluded to technological and process
innovation, centred directly on the productive-
industrial sector. The Oslo Manual being a
fundamental reference for innovation in its first
edition (1992) contained a series of indicators
for its measurement. In the second version
(1997) it considered the use of innovation in the
service sector. In 2005, in the third edition, it
expanded and redefined the concepts,
considering two new modalities: innovation in
marketing and organisational innovation
(Echeverria, 2008).

Until then, everything related to
innovation in the Oslo Manual was directly
linked to the market and from an economic
perspective, although progress had been made in
the diversification and typification of
innovation, it was still considered a tool for
business use.
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The Oslo Manual visualises innovation
as a means for production and productivity that
contributes to competitiveness, in all this
conception innovation is a reference for
economic and business values (Echeverria,
2008).

Undoubtedly, innovation became a pillar
for the business and economic sector due to the
expected effects that its implementation
provides, but the constant change in the
environment and global dynamics led to evolve
towards a new concept, applied innovation.

In order to talk about applied innovation,
it is necessary to identify a method for it, several
authors have established a series of steps and
stages for its implementation, for example, a
practical and effective methodology to carry out
innovation processes is design thinking.

This innovation methodology dates back
to the 1980s when Peter Rowe (1987), who is
considered to be the person who coined the term
design thinking, established its foundations and
since then it has evolved. Design thinking can be
visualised as a process of problem solving
through decision making based on the use of
abductive thinking and the use of non-verbal
modelling supports, but also as a collaborative
innovation management process where it is
considered a methodology that fills design-based
innovation activities that are completely human-
centred (Cordoba, 2015).

Design thinking compiles a series of
innovation tools that used for business purposes
are completely focused on satisfying and
fulfilling the needs and expectations of the user,
i.e. the customers.

This innovation methodology is inspired
by the need to solve problems or take
opportunities by devising solutions through
creative processes. Within this context, it is
relevant to note that in 2012 the Stanford
University Institute of Design designed a
procedure for the implementation of this
methodology consisting of five steps: empathise,
define, ideate, prototype and evaluate (Ovalle,
Hernandez and Apodaca, 2013).
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Within each of the five stages of design
thinking are housed a series of innovation tools
and techniques such as: the CANVAS model, the
SCAMPER, the six thinking hats technique,
story telling, inspiration walls and empathy
maps, among many others.

These tools are designed to be used by
any type of company regardless of its size, line
of business, location or any other attribute, since
their ultimate goal is to meet the needs that are
pursued when acquiring a product or service.

Innovation in artisan enterprises

Now that the two basic concepts of this work
have been visualised: crafts and innovation, it is
important to carry out an analysis of the
theoretical approaches to both elements as a
whole.

Understanding crafts as a handmade
product without industrial processes that
transmit in each of its elements and forms, the
identity and culture of a community and
innovation as a compilation of actions to update
products or processes for the continuous
improvement of companies, the question arises:
is it possible to implement innovation in craft
companies without causing the loss of their
essence?

To answer this question, Turok (1988,
apud Hernandez, et al., 2005) mentions that
handicrafts, from the fact that they are pieces that
are different from one another and that carry
spiritual, symbolic and creative elements,
involve innovation from the moment they are
made.

One of the determining factors for
innovation has been creativity, which can be
seen in each of the handicrafts that are made due
to their exclusivity criteria.

In a study carried out by Hernandez
Girén (2007), it was identified that artisan
companies have implemented innovation
processes, manifesting themselves in elements
such as:

- Innovation in new products.
- Innovation in designs, moulds and models.
- Innovation with new elements.
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- Innovation in terms of product shape and
size.

- Innovation through the imitation of
production and marketing techniques from
other communities.

- Innovation in eventual production for
regional festivities.

This author argues that these and other
activities have a direct impact on the
effectiveness and efficiency of handicraft
production and marketing.

Visualising under the conception of the
previous authors, it is inferred that innovation in
artisan SMEs is mainly manifested in attributes
of the product or for the product, promoting its
competitiveness and differentiation in the
markets.

Jiménez Castafieda, et al. (2009) mention
that innovation in handicrafts is a slow process
that has been truncated by the lack of
technological ~ development  within  their
production processes, preventing them from
keeping pace with market changes.

Some consider technological advances
indispensable for the existence of innovation,
and when this is lacking in an industry such as
the one in which handicrafts are developed, the
application of innovation is considered null and
void.

In contrast, Chimal Ta (2019) mentions
that innovation is a tool immersed within
economic organisations regardless of their line
of business or size, which is why introducing it
into handicrafts as a cultural product generates
significant changes, increasing their value and
boosting their sales during commercialisation.

For this reason, innovation is not only
developed when organisations meet certain
criteria; there are diverse and infinite ways of
applying it, from the smallest to the largest
company, through different techniques and tools
that promote new products or new processes.
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As a result of an in-depth study of the
factors that determine success in artisan
enterprises, it was found that one of them is
innovation because of the possibility it provides
to meet and understand the needs of the markets
(Hernandez, et al., 2007).

Several studies have been carried out in
totally different sectors analysing the incidence
of innovation in them and it has generally been
found that this variable represents a success
factor for their growth and development, and
therefore, artisan SMEs are no exception.

Another  position  mentions  that
implementing innovation in the sector where
crafts are developed, which is the creative
industry, is potentially attractive for the future
with high growth at a global level, although it is
currently a topic that is little addressed since
some artisans try to keep their techniques and
products of their culture intact (Pineda Vergara,
etal., 2017).

This  perspective  determines  that
boosting innovation in crafts will provide
diverse future benefits, emphasising that some
artisans resist certain changes in their activity.

As such, theory shows that there are
different positions on innovation in craft
enterprises, so it is important to conduct local
studies that determine the relationship between
these elements.

Mainly in rural communities, innovation
requires a new type of thinking, the greater or
lesser urgency of social needs and the degree of
acceptance of changes, since in order for
innovation to be accepted, it must coincide with
the needs and interests of society, matching the
social structure of these communities (Pérez,
2007).

In this order, implementing innovation
practices will result, in some cases, in a complex
process in the communities, since it will require
changes in the way of thinking and acting, so the
first thing to do is to identify the need for new
alternatives so that they can later be recognised
and accepted by the population or group that will
be impacted.
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In addition, it should be noted that artisan
SMEs represent a fundamental part of the
cultural heritage, contributing directly to the
identity and representativeness of the mainly
indigenous communities; these economic units
drive the regional economy and are a point of
attraction for tourism (Yta-Castillo and Sanchez-
Medina, 2022); However, like any product, their
existence does not guarantee their sustainability
in the markets, which is why Ferro (2017)
mentions that handicrafts must promote
"innovation in value" seen from the production
system and the value chain, which will be
achieved  through  the  formation  of
interdisciplinary teams that contribute to the
production process.

Markets and the world are changing and
artisan SMEs must also evolve to ensure their
permanence and growth in the economic sector,
so it is important that artisans employ the use of
innovation to generate new strategies that make
them more competitive.

Unit of analysis

San Antonino Castillo Velasco is a municipality
in the state of Oaxaca, belonging to the Valles
Centrales region; it is bordered to the north by
Santa Ana Zegache, San Martin Tilcajete and
Ocotlan de Morelos; to the south by Ocotlan de
Morelos and Santiago Apdstol; to the east with
Ocotlan de Morelos and to the west with
Santiago Apostol and Santa Ana Zegache, it is
located approximately thirty-five kilometres
from the capital city of Oaxaca de Juéarez
(Honorable Ayuntamiento Constitucional de San
Antonino Castillo Velasco [HACSACV], 2022).
See Figure 1.

MACROLOCALIZACION

Figure 1 Macro location of the municipality of San
Antonino Castillo Velasco, Oaxaca, Mexico

Source: Adapted from Plan Municipal de Desarrollo
Sostenible de San Antonino Castillo Velasco 2022-2024,
(HACSACV, 2022, p.26)
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The cultural heritage of San Antonino
Castillo Velasco is made up of:

- Original  textile  handicrafts  and
outstanding  for  their = embroidery
techniques passed down from generation
to  generation  with  international
recognition and whose garments can take
up to six months of work or more,
depending on the complexity of the article.

- Gastronomy based on and recognised
mainly for its yellow chicken, pork or beef
empanadas, made with firewood on a clay
griddle, accompanied by lettuce and onion
with lemon and chilli.

- Traditions and festivities where music and
dances are elements of enhancement of the
community, among the main festivities
are: the fifth Friday of Lent, Palm Sunday,
Mondays on the hill, Day of the Dead
festivities, sacadas and fandango and the
traditional mayordomias (Idem). See
Figure 2.

San Antonino Castillo Velasco is an
attractive community for locals as well as
national and international tourists for its fiestas,
textiles and gastronomy, and its proximity to the
city of Oaxaca makes it accessible to the public.

Textiles Yellow

Guelaguetza

Empanadas Festivity

Figure 2 Cultural heritage of San Antonino Castillo
Velasco

Source: Own elaboration adapted from the Municipal
Plan for Sustainable Development of San Antonino
Castillo Velasco 2022-2024 [Photographs], (HACSACV,
2022)

The handicraft activity of San Antonino
Castillo Velasco has promoted that the Secretary
of Tourism of the Government of the State of
Oaxaca considers the municipality part of the
"Magical Route of Handicrafts", recognised for
its embroidery and one of the most distinguished
regional costumes of Oaxaca (HACSACYV,
2022).
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Within the textile handicrafts of the
municipality one can find a great diversity of
blouses, dresses and now other types of garments
such as shirts of different shapes and colours.
These products carry within themselves history
and a part of the life of the hands that create
them, that is to say, of the craftsmen and women
who take months to make each garment, using
their own techniques shared throughout history
for the creation of the embroidery and always
trying to make unique and exclusive pieces for
the clients, who are mainly national and
international tourists.

Using linen of different colours, a series
of textiles are designed and developed with
multicoloured silk thread embroidery based on
the various types and styles of embroidery:
frayed, thought embroidery and the round, seed
weaving and star weaving and the technique
known as "do me if you can" (Idem).

Hazme si puedes™ embroidery is one of
the most valued and prized skills in the
community due to the complexity it represents
for the artisans, even in the community itself not
all embroiderers know how to use this technique.

Figure 3 Typical embroidered blouse from San Antonino
Castillo Velasco, Oaxaca, Mexico
Source: HACSACYV 2022, p. 115.

Method

For the development of this research, a
qualitative ethnographic research process was
carried out using the techniques of participant
observation and unstructured interviews in order
to obtain information from a natural and fluid
dialogue that would allow the identification of
the necessary information, knowing the reality
of the community and its context.
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In addition, documentary research was
used to provide theoretical support on innovation
processes in artisan SMEs by reviewing,
comparing and discussing different positions on
the subject and thus contrasting theory and
practice in the community of San Antonino
Castillo Velasco, Oaxaca, Mexico.

The research is descriptive-explanatory
in nature as it seeks to characterise the forms and
ways in which the artisan enterprises of San
Antonino Castillo Velasco, Oaxaca, Mexico,
have implemented innovation. It is non-
experimental in that the study categories are not
manipulated at any time, but are observed in
their reality and specifically has a cross-sectional
design in which data collection is carried out at
a specific moment in time.

Results

After analysing the information collected mainly
from observation and interviews, some of the
artisan SMEs in San Antonino Castillo Velasco,
Oaxaca, Mexico develop innovation processes in
their products in order to adapt to market
demands and remain positioned in a highly
competitive environment.

Currently, the use of embroidery in San
Antonino Castillo Velasco, Oaxaca, Mexico has
transcended from traditional clothing to other
and diverse types of innovative products, as can
be seen in the following figures.

Figure 4 Embroidered backpack from San Antonino
Castillo Velasco, Oaxaca, Mexico
Source: Silver Needle (2021)
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Figure 5 Chair with embroidery from San Antonino
Castillo Velasco, Oaxaca, Mexico
Source: Silver Needle (2021)

Innovation is present in the handicrafts of
San Antonino Castillo Velasco because,
although the representative product of
embroidery was the blouse and the typical dress
of the community, now they also offer the
market backpacks, bags, wallets, key rings, and
even furniture decorated with the emblematic
embroidery of the community.

This innovation drives continuous
improvement for companies in response to the
needs of customers and the expectations they
have about it, where quality is incorporated in
the product and service, in the processes and in
the business model for the improvement of the
value chain (supply, manufacturing and
marketing), in the internal and external
environment of the company.

In relation to the above, innovation
focuses on achieving product improvement,
diversifying production lines and, therefore,
expanding market niches, as well as optimising
human, material and technological resources,
products and services, so that this can lead to the
improvement of economic activity and the
satisfaction of customer needs.
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One aspect of interest is that some
artisans commented that they have been part of
training processes in order to acquire tools to
become more competitive, addressing different
topics such as the CANVAS business model,
which as mentioned above is a tool for
innovation and design thinking, with the
intention of diversifying their offer and
acquiring added value for their business.

These innovation processes have also led
the artisan companies to link up and form
alliances with  other companies and/or
organisations in such a way that they have also
diversified their procedures, such is the case of
furniture with embroidery, since, although the
artisans do not produce the furniture, with a
strategic alliance they have generated a line of
innovative products that benefit the parties
involved equally.

Conclusions

Artisan SMEs, like many other enterprises, have
begun to look for new ways to meet the needs
and expectations of customers.

Globalisation is a phenomenon that
influences the habits, tastes and preferences of
customers, often setting fashions or trends, and
artisans in San Antonino Castillo Velasco,
Oaxaca, Mexico have modified their product
lines in order to position themselves in a highly
competitive market.

Although  handicrafts are widely
recognised for their cultural and social value,
preserving the identity and history of the
communities, market demands are increasing,
remembering that these products are purchased
by local customers, but also by national and
foreign tourists.

Innovation thus becomes an important
tool that has already been considered by some
artisan SMEs in San Antonino Castillo Velasco,
Oaxaca, Mexico in order to maintain or increase
their market share.

Artisans in  San Antonino Castillo
Velasco, Oaxaca, Mexico are beginning to show
interest in new market trends and have identified
the need to receive training to enhance their
business skills and above all to put them into
practice by applying them to their products
and/or marketing and production processes.
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Innovation practices are not only limited
to providing benefits in the creation of new
product lines, but also foster public relations and
knowledge in artisan SMEs.

Consequently, it represents an
opportunity to carry out in-depth studies on the
factors that drive innovation, the forms and
manifestations of innovation, the impacts it
generates in artisan SMEs, as well as to carry out
comparative studies between communities, in
order to identify similarities and differences that
allow the discovery of good practices in terms of
innovation in handicrafts.
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Abstract

The agreement "Transforming Our World: The 2030
Agenda for Sustainable Development” consists of 17
Sustainable Development Goals (SDGs), which seek to
achieve the well-being of people and the planet. All social
actors are responsible for its compliance, but companies
play a fundamental role, so they must work to manage
their operations in an aligned manner towards these SDGs.
The corn trading companies are not the exception and
therefore, this research seeks to know the actions carried
out by these companies and that contribute to the 2030
Agenda, for this, semi-structured interviews were used
with the leaders of these companies, with questions
focused on the 5'P of the SDGs. In this sense, it was
obtained as a result that there are actions by the companies
studied to contribute to the SDGs, although this is done
unconsciously. It was also found that the SDGs with the
greatest impact are those that are in the spheres of people
and prosperity. It is concluded that it is extremely
important for companies to adhere to the SDGs in their
strategic planning, and to begin directing efforts towards
raising awareness of these at all levels of the organization.

Sustainability, Corn traders, Agenda 2030

Resumen

El acuerdo “Transformar Nuestro Mundo: La Agenda
2030 para el Desarrollo Sostenible”, consta de 17
Objetivos de Desarrollo Sostenible (ODS), los cuales
buscan lograr el bienestar de las personas y el planeta.
Todos los actores sociales son responsables de su
cumplimiento, pero las empresas juegan un papel
fundamental, por lo que deben trabajar en gestionar sus
operaciones de manera alineada hacia estos ODS. Las
empresas comercializadoras de maiz no son la excepcion
y por lo tanto, la presente investigacién busca conocer las
acciones que ejecutan estas empresas y que aportan a la
Agenda 2030, para ello, se recurrio6 a entrevistas
semiestrucuturadas a los lideres de estas empresas, con
preguntas enfocadas a las 5’P de los ODS. En este sentido,
se obtuvo como resultado que si existen acciones por parte
de las empresas estudiadas para aportar a los ODS, aunque
esto se hace de manera inconsciente. Se encontré también
que los ODS con mayor impacto son aquellos que se
encuentran en las esferas de personas y prosperidad. Se
concluye gue es sumamente importante que las empresas
adhieran los ODS a su planeacion estratégica, y se empiece
encaminando esfuerzos hacia la concientizacion de estos a
todos los niveles de la organizacion.

Sostenibilidad, Comercializadoras de maiz, Agenda
2030
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1. Introduction

The year 2010 was of great relevance for
sustainability, as the United Nations (UN)
community signed the eight Millennium
Development Goals, which sought to eradicate
poverty, hunger, inequality, lack of education,
disease and the degradation of the planet's
ecosystems. Great progress was made with these
goals, however, at the end of their period of
validity (2000-2015), a pressing need was
perceived to continue working on sustainability
and on the goals that had not been achieved
(Ramirez, 2010).

In September 2015, during the United
Nations Summit on Sustainable Development,
UN member countries signed the document
"Transforming Our World: The 2030 Agenda for
Sustainable Development”. This important
agreement aims to eradicate poverty, inequality
and injustice, as well as to achieve peace,
prosperity, well-being of people and planet,
generating  partnerships  (United  Nations
National Development Programme, 2019). In
this way, the Sustainable Development Goals
(SDGs) address the greatest challenges in terms
of sustainability, seeking to ensure that everyone
benefits (UN Women, 2019).

To meet the 2030 Agenda and achieve a
better planet for all, it is necessary that
companies assume an exceptional commitment,
since, by their nature, they are positioned as
transcendental agents in this important plan of
action towards sustainable development. for this
reason, the UN called on economic entities to
work to achieve the SDGs.

Private entrepreneurship, investment and
innovation are major drivers of productivity,
inclusive economic growth and job creation. We
recognise the diversity of the private sector,
including microenterprises, cooperatives and
multinationals. We call upon all businesses to
harness their creativity and innovation to solve
sustainable development challenges (United
Nations, 2015, p. 33). Businesses must wake up
to the reality of the economic, social and
environmental challenges facing the world and
work individually and together to address them,
as "strong and visionary business leadership is
essential to achieve the necessary transformation
that will drive the inclusive and sustainable
economic growth required by the SDGs" (World
Business Council for Sustainable Development,
n.d., p. 20).
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This requires a new and better way of
running companies and managing their
resources, since according to the Global
Compact (UNGP) (2019), the way business is
done is currently changing, and sustainability
needs to be placed in the company as a necessity
and not as an option. This gives companies
greater operational efficiency, profitability,
resilience, brand value, access to capital, among
others.

In this sense, there are studies that show
the situation of the business context in terms of
sustainable development. Van der Wall and
Thijssens (2019), in their research, have
reflected the situation of business participation
in the SDGs, analysing the sustainability reports
of the 200 largest publicly traded companies in
the world, finding that there is limited
participation of companies in the fulfilment of
the SDGs, which was associated with the size of
the company, adherence to the Global Compact
and commitment to sustainability.

Pohlmann, Scavarda, Alves and
Korzenowsk (2019) analysed the role of the
focal company in achieving the SDGs in a
Brazilian poultry company, finding that, to
comply with the 2030 Agenda, there is a
significant need to focus on issues of corporate
social responsibility, green supply chain
management, industrial ecology, stakeholder
theory, circular economy and sustainability
science. It is also mentioned that there is
progress in terms of corporate adherence to the
SDGs, but there is still a need to shift
transformation processes towards a sustainable
vision.

Meza (2019) also studied the role of
companies in the oil and gas sector in achieving
the SDGs in Latin America, stating that the
company has already identified the SDGs to
work on in their organisation, however, it is
necessary for them to include the sustainable
vision at the corporate level, to be accountable
for their results and to engage in sustainable
programmes focused on developing new
business models. In this context, this document
finds its relevance as a research focused on
studying sustainable development in companies,
since, according to Lopez (2018), "The SDGs
present an opportunity to develop and implement
solutions and technologies from the business
world, which allow them to face the world's
greatest challenges in terms of sustainable
development™.
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Thus, the journey of companies towards
sustainability and contribution to the 2030
Agenda, leads them to obtain remarkable
benefits such as the optimisation of
competitiveness and performance (LOpez,
2018).

Likewise, the subject of the study is
maize marketing companies in the municipality
of Guasave, Sinaloa, Mexico. In this sense, it is
important to mention that Guasave is an
eminently agricultural municipality, also known
as "the agricultural heart of Mexico", with maize
being one of the most representative crops.
Therefore, maize trading companies play a
fundamental role in the region's economy and
food security.

This study seeks to find out about the
actions carried out by maize trading companies
that contribute to the fulfilment of the
Sustainable Development Goals of the United
Nations. This contributes to creating an
overview of the reality of these companies in
relation to the world's most important global
plan for sustainability.

2. Transforming our World: The 2030
Agenda for Sustainable Development

The 2030 Agenda consists of 17 Sustainable
Development Goals (SDGs), 169 targets and 232
indicators (United Nations, 2015), and is
characterised as universal, indivisible, civilising,
comprehensive and transformative (Economic
Commission for Latin America and the
Caribbean, 2020). The 17 SDGs are:

End poverty.

Zero hunger.

Health and well-being.

Quality education.

Gender equality.

Clean water and sanitation.

Affordable and clean energy.

Quality education.

Industry, innovation and infrastructure.

10. Reduction of inequalities.

11. Sustainable cities and communities.

12. Responsible production and
consumption.

13.  Climate action.

14. Underwater life.

15. Life of terrestrial ecosystems.

16. Peace, justice and strong institutions.

17. Partnerships to achieve the goals.

CoNoUA~AWNE
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3. The 5'P's of the 2030 Agenda

The United Nations (2015) explains that the
2030 Agenda is made up of 5 spheres (5'P):
people, planet, prosperity and partnerships,
which pursue the goal of achieving a better
planet, leaving no one behind. The people sphere
seeks to eradicate hunger, poverty and
inequality, as well as to achieve a dignified life
in a healthy environment. The planet sphere
works against degradation, climate change,
pollution and the extinction of species, while the
prosperity sphere seeks economic and social
fulfilment, respecting the limits of nature. In this
way, the peace sphere works to achieve
violence-free and inclusive societies, while the
partnership sphere works to bring people and
countries around the world together in solidarity
to address major global challenges. Each of the
above-mentioned spheres is highly relevant and
is immersed in the 17 SDGs that make up the
2030 Agenda, as shown in Table 1.

People ODS 1, ODS 2, ODS 3, ODS 4, ODS 5.

Planet ODS 6, ODS 12, ODS 13, ODS 14, ODS
15.

Prosperity ODS 7,0DS 8,0DS 9, ODS 10, ODS 11

Peace ODS 16

Partnerships | ODS 17

Table 1 5° P of the 2030 Agenda
Source: Prepared by the authors, with information from
United Nations 2015

The 5 spheres of the 2030 Agenda are a
fundamental element for this article, as they
were taken as a basis for the collection and
presentation of information, with the intention of
achieving a better fit when seeking concordance
between the actions implemented by companies
and the SDGs, in turn achieving a better
understanding.

4. Methodology

This is a deductive, non-experimental,
correlational, explanatory and mixed approach
research. The 12 maize trading companies in the
municipality of Guasave, Sinaloa, Mexico,
which have the following characteristics, are
taken as the population.

- Located in the municipality of Guasave,
Sinaloa.

- Originally from the municipality of
Guasave, Sinaloa.
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- Small enterprises (with no more than 30
workers).

- Storage capacity of no more than 60,000
tonnes.

Nine of these companies participated,
applying one semi-structured interview per
company, which was answered by owners,
directors or middle management, as these are the
people in charge of making decisions regarding
the actions that the company will take in terms
of sustainability. The interview had a total of 11
questions, which were grouped into 5 sections,
responding to the areas of the SDGs: well-being
of people, protection of the planet, prosperity,
peace and partnerships.

5. Results

To begin with, it is important to mention that
only one of the nine companies participating in
the interview said they were aware of the 2030
Agenda and could identify how their actions
contribute to it; however, this company does not
have a specific action plan to contribute to the
SDGs. The rest of the companies said they had
not heard of the 2030 Agenda, and therefore
were not able to identify in the first instance, if
their company had actions that contribute to this
international agreement.

The interview sought to find out from the
representatives of the maize trading companies
what actions they take to benefit the community
and the environment, in order to classify them in
the 5 spheres of the Sustainable Development
Goals.

— People sphere

— Planet sphere

— Prosperity sphere
- Partnership Sphere
- Peace Sphere

People sphere

The people sphere is one of the spheres most
attended to by the maize trading companies, as
they said they were open to supporting the
people who come to them. Table 2 shows the
responses of the interviewees regarding the
actions implemented.

ISSN-On line: 2531-2995
RINOE® All rights reserved.

December 2022, VVol.6 No.11 18-27

Informant Actions

Company 1 | — Support to fire council

— Sponsorship of field trips

— ESR Certification

— Peaceful environments within the
company

— Support for the needs of schools and
churches

— Financial support to nursing homes,
homes for the homeless, red cross
and firefighters.

— Sponsorship of sports teams and
social events

— Financial support to students for
congress attendance

— Support for social service

— Donation of oxygen tanks

— Support to a home

— Support to the food bank

— Loans to producers

— Jobs for people in the region

— ESR certification

— Delivery of food to hospitals

— Provision of medicines to sick people

— Drug prevention talks to young
people

— Financial support to Red Cross

— Financial support to students for
study trips

— Support for Red Cross, firefighters
and youth integration center

— Support for field trips

Company 2

Company 3

Company 4

Company 5

Company 6

Company 7

Company 8

Company 9

Table 2 Actions in people's sphere
Source: Own Elaboration

Among the most important actions are
the support to organisations such as the old
people's home, the firemen's council, the home
and the Red Cross; this support is mainly
financial and it was found that all the companies
help at least one of these institutions. On the
other hand, 3 companies expressed that they
support young people who request it, with
financial contributions that allow them to go on
study trips and sporting events. Likewise, two
companies work to reduce hunger in the
community (SDG 2), as one delivers food to
hospitals for the families of sick and poor people
and the other is associated with the food bank,
acting as a donor and volunteer.

The companies were also concerned
about the issue of health (SDG 3), as two
companies said they support sick people who
cannot afford to buy medicines on their own.
Similarly, two companies commented that they
focus on drug prevention, one by drug testing
their employees and referring them to
rehabilitation centres if required, and the other
by giving prevention talks to young people.
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Planet Sphere

This sphere presents important opportunities for
improvement regarding the implementation of
the 2030 Agenda in the maize trading
companies, since the actions implemented are
not many, and in addition to this, it was
identified that one company stated that it had no
actions, while four others only carry out one
action in favour of ecosystems. Table #3 shows
the contributions of the companies in this area.

Informant Actions

Company 1 — Awareness and  training  for
producers in sustainable agriculture.
— Training in the correct handling of
insecticide container residues
— Recycling
Company 2 — Use of solar panels
— Recycling
— Waste management
Company 3 | — Recycling
Company 4 | — In-plant cleaning program
Company 5 | — Recycling
— Reduction of polluting products
Company 6 | — Recycling
— Sustainable agriculture courses
— Solar panels and capacitors
— Gas cars
Company 7 | — Recommendation of products less
harmful to the environment
Company 8 | — Recycling
Company 9 | — No actions identified

Table 3 Shares planet
Source: Own Elaboration

In this way, it is important to mention
that the most frequent action carried out is the
recycling of Polyethylene Terephthalate (PET)
bottles within the facilities, which were used for
the consumption of the company's workers
(SDG 12). Another important action is the
approach to farmers to raise awareness of
sustainable  agriculture, through courses,
recommendations and the offer of agricultural
products with lower environmental impact and
training.

Two companies were also identified as
implementing actions on energy issues (SDG 7)
through the installation of solar panels, one of
them also using capacitors and gas-powered
cars. It is worth mentioning that none of the
companies  studied have prepared an
Environmental Impact Assessment (EIA), nor do
they have an Environmental Management
System (EMS) in place.

ISSN-On line: 2531-2995
RINOE® All rights reserved.

December 2022, VVol.6 No.11 18-27

In this sense, the participants said that the
actions taken in favour of ecosystems are due to
the awareness that the planet is experiencing
serious environmental problems and are based
on empirical knowledge to identify when the
company is affecting nature and to take actions
to help reduce this impact.

In this context, it is perceived that maize
trading companies have great opportunities for
improvement in this area, so it is necessary to
implement actions to reduce or eliminate
negative impacts and enhance positive impacts.

It is important to point out that the
larger companies are the ones that are most
aware of and work on environmental issues, as
they carry out actions inside and outside their
facilities, allocating resources to achieve better
interaction with the ecosystems on which they
have an impact.

Prosperity sphere

The prosperity sphere is also relevant, and maize
trading companies contribute in different ways,
as shown in Table #3, where the specific actions
of these companies to achieve a more prosperous
environment are mentioned.

It can be seen that those actions related to
economic growth (SDG 8) stand out, such as the
offer of formal and well-paid jobs, training and
support for producers with financing for
equipment and the comparison of inputs, the
latter with the aim of making these processes
more sustainable, achieving a better harvest and
thus a better income for their families.

The companies studied also contribute to
improving the  sector's grain  storage
infrastructure (SDG 11) by investing in
technology to automate grain collection, storage
and shipping operations, which contributes to
process efficiency.

Peace sphere

A peaceful environment inside and outside the
maize traders is of great importance for their
proper functioning (SDG 17), Table #4 shows
the actions taken by the companies studied to
contribute to creating peaceful environments.
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Informant | Actions There is also one company that stated

Company 1 | — Investment in technology that it has strategically planned actions to

— Training for producers _ achieve an adequate working environment, such

Company 2 | — Supply of decent and well-paid jobs as the complaints and suggestions box and
Company 3 | — Training of farmers in agricultural

technologies for the field
Company 4 | — Job offers

Company 5 — Investment in  environmentally
friendly equipment
Company 6 | — Process automation to eliminate
waste
— Technology investment in silos
— Technology training
Company 7 | — Fair payment to the producer
Company 8 | — Job offers
Company 9 | — Supply of formal jobs

— Prompt payment to the producer

Table 4 Prosperity actions
Source: Own Elaboration

In this sense, the participants shared that
their companies work to promote peace
internally, however, only one said that they carry
out actions that contribute to creating peaceful
environments outside the organisation, stating
that they financially support schools in the
region to carry out events that promote healthy
coexistence.

In this context, it is worth noting that the
organisation of social events to promote peace
and healthy integration among employees is the
most important for the maize traders, as five out
of nine participants said that they carry out this
type of activity. Another action carried out by 4
out of 9 companies studied is personal and
timely attention to employees, expressing
openness to listen and provide solutions to
problems that could lead to violence,
harassment, discrimination, etc.

Similarly, 4 out of 9 companies have a
code of ethics and conduct to promote peaceful
environments; however, it should be noted that
not all of them have it in writing, but rather it is
perceived and lived by the employees as values
understood as part of the company's day-to-day
work.

There are also companies that seek
peaceful environments through more formal
actions, such as the application of NOM 051,
which seeks to identify psychosocial risk factors
that could affect the mental health of workers. It
is important to note that this is mandatory,
however, only two of the companies stated that
they meet the requirements of this standard.
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internal climate satisfaction surveys, where
employees can anonymously express the
company's situation in terms of working
environment, in order to identify opportunities
for improvement and solve labour relations
problems that may arise.

It is important to note that a company was
also identified that seeks peace through constant
monitoring for the detection of drug use among
employees, to subsequently support
rehabilitation, in case of detecting workers who
are consuming such substances, thus
contributing to their peaceful coexistence with
their co-workers, families and society. The
company also holds regular motivational talks to
promote mental health and happiness among its
employees.

Partnerships

The maize trading companies present
opportunities for improvement in the area of
partnerships (SDG 17). This can be seen in the
results obtained in the interviews, which are
shown in Table #5.

Informant | Actions

Company 1 — Code of ethics and conduct

— Attention to staff

— Code of ethics

— Monitoring and detection of drug use
and support for the rehabilitation of
employees.

— Celebration with employees and family

— Motivational talks

— Attention to staff

— Attention to collaborators

— Employee training

— Support for social events in schools

— Organisation of company meetings and
celebrations

— Meetings and celebrations with staff

— NOM 051

— Complaints box and complaint process
for employees

— Internal climate satisfaction surveys

— Code of ethics

— Celebrations among partners

— NOM 051

— Attention to employees

— Code of ethics

— Celebrations among partners

Company 2

Company 3

Company 4

Company 5
Company 6

Company 7
Company 8

Company 9

Table 5 Prosperity actions
Source: Own Elaboration
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As can be seen in the table above, it was
found that 5 out of 9 companies explained that
they do not have partnerships with other
institutions, organisations or individuals to work
for the benefit of sustainability.

The rest of the maize traders reported
having alliances, especially with the education
sector; in addition, one company reported having
alliances with churches to carry out food
donation programmes for people with limited
resources. In this sense, one company was found
to have alliances with institutions such as the
Interdisciplinary Research Centre for Integral
Regional Development CIIDIR, for the
dissemination among farmers of the research
results obtained by this institution; likewise, one
company stated that it collaborated with the
Guasave Food Bank by acting as volunteers.

Observing the contributions of
the maize trading companies, it is clear that there
is a lot of work to be done, as it is important that
they work as a team with the government, private
and academic sectors and society in general to
carry out high-impact actions that contribute to
the SDGs.

6. Discussion

This study sets out the actions carried out by
maize trading companies that contribute to the
fulfilment of the Sustainable Development
Goals and, in this context, it is important to look
at the actions present in the business context,
identifying what other organisations are doing to
contribute to the 2030 Agenda.

In relation to the people sphere, it is
found that maize trading companies focus, to a
greater extent, on providing financial support to
institutions such as old people's homes, homes
for the elderly, the Red Cross and firefighters, as
well as to people in need, such as the sick and
students with limited financial resources.
Espinosa (2019), for his part, comments that the
company Aura, located in Spain and dedicated to
the commercialisation of mineral water,
contributes to the well-being of people by
guaranteeing access to drinking water for people
who do not have this resource.
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Meanwhile, Arano (2019), explains that
the company Calidad Pascual, dedicated to the
food sector in Spain, also carries out actions that
contribute to the welfare of people, as it has
various projects aimed at this purpose, among
which are programmes focused on promoting
sport, entrepreneurship, access to water, the
supply of products with high nutritional value
and the creation of healthy eating styles.

Mejide (2019) states that Suez is a
Spanish company that offers water treatment
services, and its actions to contribute to the
SDGs are aimed at offering preferential rates to
vulnerable people, promoting employment for
women and people with disabilities, as well as
promoting innovative entrepreneurship.

It can be seen that Aura, Calidad Pascual
and Suez are working to contribute to the SDGs,
carrying out actions that are directly related to
their main activity, in this sense, it is necessary
that the maize trading companies also do so,
carrying out actions to benefit people, with a
focus on food and maize, going beyond the
economic contribution.

On the other hand, in terms of the planet,
the trading companies are working on actions
focused mainly on recycling and training
producers in sustainable agriculture. In this
context, Suez is working on actions in favour of
the environment, such as reducing energy and
water consumption, transforming its operations
towards a circular economy, raising awareness
of environmental care, and preserving
biodiversity in its facilities (Mejide, 2019),

Similarly, Calidad Pascual implements
an efficient livestock production model, as well
as programmes to reduce the carbon footprint,
the environmental impact of supplier farms and
the protection of ecosystems (Arano, 2019).
Likewise, Aura focuses on working with
recycled and recyclable PET and promoting
circular economy programmes (Espinosa, 2019).

It is important to mention that maize
traders present important opportunities for
improvement, due to the limited actions carried
out in this field. These companies should analyse
their environmental impact carefully and, based
on the results, create and implement action plans
to counteract the direct impacts and externalities
detected.
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Turning to the prosperity sphere, maize
trading companies work in important ways as
their operations enable investment in more
efficient technologies for operation, training of
farmers in field technology and generation of
formal jobs, the latter being one of the most
important contributions of these types of
companies to the economic prosperity of the
region.

Aura's contributions to prosperity lie in
the impact they have by offering formal jobs and
bringing water to crops and homes in vulnerable
areas, reducing the inequalities that come with
not having access to sanitation and thus
achieving a better quality of life (Espinosa,
2019). On the other hand, Calidad Pascual's
actions in relation to the SDGs are based on the
offer of formal jobs with opportunities for
women and people with disabilities, as well as
programmes to support entrepreneurship and
sustainable construction projects.

Similarly, Suez works for the prosperity
of its region by guaranteeing access to water for
vulnerable people, offering secure jobs and
implementing inclusive work, as well as
investing in innovation and development to
improve people's quality of life.

It is noted that the provision of
employment, due to the nature of a company's
operations, is a common contribution of the
organisations mentioned above, however, the
maize traders do not have a strong inclination
towards safe and inclusive employment, as is the
case with Suez and Calidad Pascual, who
emphasise their focus in this area. It should be
noted that all the companies presented actions to
promote prosperity, responding to their
operations and business models.

In the peace sphere, maize traders have
focused on internal actions, with the aim of
creating a good environment and culture in the
company. Among the most common actions are
the creation of codes of ethics, informal
meetings and celebrations to encourage healthy
coexistence, as well as attention and support to
staff to resolve non-conformities in their work
environment.

ISSN-On line: 2531-2995
RINOE® All rights reserved.

December 2022, VVol.6 No.11 18-27

In this context, Calidad Pascual does not
present actions with a direct impact on SDG 16
focused on peace, however, it has the Great
Place to Work distinction (Arano, 2019). For its
part, Aura argues that its contribution of water to
vulnerable areas helps to create inclusive,
effective and responsible institutions (Espinosa,
2019), while Suez does not mention actions
directly focused on promoting peace, however,
its work aimed at bringing water to vulnerable
areas can contribute to this end (Mejide, 2019).

In this way, it can be seen that Calidad
Pascual and the maize traders are focused on
achieving peaceful environments within the
organisation, while Suez and Aura work more on
external impact. It is worth mentioning that there
are opportunities for improvement in the area of
peace in the four aforementioned companies, so
increasing efforts in this area could have a major
impact on the internal and external environments
of these organisations.

Finally, in the area of alliances, a few of
the maize traders reported having partnerships
mainly with chambers of commerce and working
together on some projects with universities;
however, most of these companies reported not
having alliances. Espinosa (2019) states that
Aura works together with 10 organisations,
including non-profit entities and companies, to
bring water to areas in need, with partnerships
being a fundamental element in achieving the
company's purpose.

Arano (2019) states that Calidad Pascual
has agreements with  four  non-profit
organisations to carry out its programmes to
support entrepreneurship, innovation and the
promotion of values. Mejide (2019) shares that
Suez maintains DISS (Digital, Innovation,
Sustainable, Social) alliances to promote digital
and social development, innovation and
sustainability, which has been of great
importance in achieving the company's
objectives.

Strategic alliances are key for companies
to increase their impact for the benefit of
sustainable development. Arano, Suez and
Calidad Pascual have managed to understand
this reality and work accordingly, being aware of
the importance of working as a team with the
different actors in society.
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However, maize trading companies need
to take the next step and seek to broaden the
impact of their actions through alliances, taking
advantage of intellectual and economic
resources from inside and outside their
organisation, so that progress in sustainable
development increases and benefits more
people, so that no one is left behind.

7. Conclusions

The 2030 Agenda and its 17 SDGs are the hope
for a world with better opportunities,
environmental conditions and a better quality of
life for all, without distinction. For this reason,
all social sectors must act to achieve them,
highlighting the importance of the role of
business.

However, seven years after the launch of
the SDGs, while some companies are born and
others lead with vision in the 2030 Agenda,
implementing the SDGs from their raison d'étre,
or from their strategic planning, others are alien
to the sense of commitment to this Agenda and
to sustainability.

This study shows that maize trading
companies do have some actions that contribute
to sustainable development, especially in the
sphere of people and prosperity, because thanks
to the nature of their operations they have the
opportunity to provide jobs and participate in the
development of the region due to the direct
contact with the farmer. However, all actions in
these and the rest of the spheres are carried out
in an arbitrary manner since, not being aware of
the 2030 Agenda, they do not execute actions
specifically targeted and planned to achieve its
fulfilment.

Ignorance of the 2030 Agenda can put
maize trading companies and their region at a
disadvantage, as this can limit the benefits they
can achieve by implementing the SDGs. It
should also be noted that, although the people
and prosperity spheres had the highest number of
actions that contribute to the SDGs (although not
consciously), there is still much work to be done,
especially in those aspects related to SDG 2 on
zero hunger, since working with one of the most
important grains for Mexican food opens up a
wide range of opportunities to contribute to
sustainable development, which must be
identified and addressed.
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The areas of peace, partnerships and
planet show fewer actions that contribute to the
SDGs, so it is vital to focus efforts on creating
more and better strategies that contribute to these
goals. It is considered necessary for maize
trading companies to be aware of the 2030
Agenda and, in turn, for their internal and
external stakeholders to become demanding in
terms of their performance and contribution to
the SDGs.

8. Recommendations

Based on the information obtained in this study,
the following recommendations are proposed to
maize trading companies:

- Raise awareness of, train and educate
on Agenda 2030 issues at all levels of
the organisation.

- Include the 2030 Agenda in the entire
strategic planning process, creating
plans, programmes and projects
focused on meeting the SDGs.

- Include the SDGs in the organisational
culture.

- Create strategic alliances to launch
projects with all sectors of society to
contribute to the achievement of the
SDGs.

- Place special emphasis on creating
projects focused on ending hunger in its
area of influence, offering safe and
nutritious grains, participating in food
security in the region, as well as
achieving sustainable agriculture.

- Participate in projects to promote peace
in the external context of the company,
with a special focus on the prevention
and elimination of drug use.

- Pay close attention to the
environmental sphere, starting with an
environmental impact analysis.

- Invest in clean technologies.

- Replace the use of chemicals used in
grain  storage  processes  with
environmentally friendly methods or
products.
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Abstract

This research develops a quality management system and its
procedures that contribute to the improvement of
organizational performance at the Isla de la Juventud Electric
Company. Methods, techniques, and instruments were used,
both theoretical, empirical, and statistical. The main results
were the application of the diagnosis that made it possible to
verify the feasibility and effectiveness of its use as a
methodological instrument, since it was verified: the
regularities that in general are in the order of problems with
the delivery of the information until the fluctuation of the
personnel, these being the process managers. The quality
management system is a methodology applied by the working
group that contributes to the improvement of organizational
performance and has an impact on the increase of the results
seen from the development of activities by the key processes
for the fulfillment of work objectives which provide
compliance with the fundamental processes. The
implementation of the Quality Management System from its
procedures and manual resulted in the collection of
information and ideas for decision making, feedback is
established on the results of audits, supervision, and other
control actions, which allowed to improve performance,
adjust and improvement actions.

Organizational performance, Quality management,
Decision making

Resumen

Esta investigacion desarrolla un sistema de gestion de la
calidad y sus procedimientos que contribuyan en la mejora
del desempefio organizacional en la Empresa Eléctrica Isla de
la Juventud. Se utilizaron métodos, técnicas e instrumentos,
tanto del nivel tedrico, empirico y estadistico. Los principales
resultados fueron: la aplicacion del diagnostico que posibilitd
constatar la factibilidad y efectividad de su empleo como
instrumento metodolégico, ya que se verifico: las
regularidades que de forma general estdn en el orden de
problemas con la entrega de la informacion hasta la
fluctuacion del personal, siendo estos los gestores de
procesos. El sistema de gestion de la calidad constituye una
metodologia que aplicada por el grupo de trabajo contribuye
a la mejora del desempefio organizacional y repercute en el
aumento de los resultados vistos desde el desarrollo de
actividades por los procesos claves para el cumplimiento de
objetivos de trabajo los que proporcionan el cumplimiento a
los procesos fundamentales. La implementacion del Sistema
de gestion de la calidad a partir de sus procedimientos y
manual arrojo como resultado, recoleccién de la informacion
e ideas para la toma de decisiones, se establece una
retroalimentacion sobre los resultados de las auditorias,
supervisiones y otras acciones de control, que permitieron
mejorar el desempefio, efectuar ajustes y acciones de mejora.

Desempefio organizacional, Gestion de la calidad, Toma
de decisiones
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Introduction

Organizations are challenged to face a series of
challenges related to changes in management
styles, customer satisfaction, environmental
preservation and the correct use of
environmental  resources. Therefore, the
implementation  of  effective  integrated
management  systems  in  organizations
contributes to improving their competitiveness
in the context of the current economic
globalization. The progressive entry of new
players in the supply, the lack of financial
sources and the growing needs of customers,
among others, are factors that have influenced
the genesis of the processes of modernization
and transformation of organizations (Gonzalez,
2004).

The quality management systems include
a series of advantages, among the most
important of which is the reduction of costs due
to the simplification of the documentary
systems, as well as contributing to an
improvement of the organizational control over
activities and processes of the company, thus
achieving an improvement in the behavior of the
companies in terms of quality and environment
(Cruz, 2004). Among the disadvantages are the
greater need for training and awareness of the
organization's personnel and that the increase of
requirements in  procedures and work
instructions may affect workers.

The increase in competition, the
globalization of markets and the greater
demands of customers and society have
motivated companies to seek greater
competitiveness through the development and
implementation of management systems. But
behind these systems, there is the reality of the
company as an indivisible whole and the concept
of integration necessarily appears (Duque,
2006).

In this context, Empresa Eléctrica Isla de
la Juventud is a dependency of Unién Eléctrica,
in charge of generating, distributing and
commercializing electricity in the municipality
and Cayo Largo. It was established by
Resolution No. 97 issued by the Minister of
Basic Industry on March 19, 2001 (which in turn
establishes the beginning of  business
improvement), with the purpose of providing
quality electric service, having fully identified
its consumer market.
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It is headquartered at 41st Street No. 56
and 60, Nueva Gerona. It also has four
commercial branches, two in Nueva Gerona, one
in La Fe and the fourth in La Demajagua. It has
two distributed generation sites, a wind farm,
four unattended distribution substations, two
Forest Biomass plants and two photovoltaic
solar farms. Its assets also include 1,200 km of
distribution lines and a total of 1,934
transformers. It has 30146 customers, which
represents 99.8 % electrification of the territory.
It has a total of 544 workers organized in nine
UEBs, three Integrated Project Directorates
(DIP), three functional directorates.

The Integrated Management System
aims to achieve the necessary improvements that
lead to excellence, based on the premise that
there is no perfect organization, it is based on the
criteria of continuous improvement. In this way,
perfection is never achieved in an organization
because failure is intrinsic to human beings and
when certain objectives are reached, the
achievement of other more demanding
objectives is considered, which allow obtaining
information about the level of customer
satisfaction in order to anticipate their
expectations and act in a preventive manner.

In this company, the decentralization of
the systems leads to non-compliance with the
objectives, because each process specialist seeks
certification and compliance with legal
regulatory  procedures, which  becomes
cumbersome due to the duplicity of information
that each of the systems contributes.

Through an observation guide applied in
2016, several shortcomings were detected that
threaten the organizational performance of the
case study entity. Among the elements identified
were: the existence of a high volume of
documentation, which must be handled by
managers, causing staff to feel overloaded by
having the responsibility of managing several
Quality, Environmental, Health and Safety and
Internal Control systems, in addition to which
there is duplication of information, staff feel
overloaded, late delivery of information from the
UEBs to the General Management, staff
fluctuation (system managers) and a greater
number of audits and inspections (for the
different systems).

GARIZURIETA-BERNABE,  Jessica, CANOVA-HERRANDIZ,
Adrian, GONZALEZ-BENITEZ, Rubén Alvaro and HERNANDEZ-
RAMIREZ, Juan Esteban. Quality management system at the Isla de la
Juventud electricity Company. Journal-Financial Economy. 2022



Article

30
Journal-Financial Economy

Quality management systems

The 1980s marked the beginning of the era of
quality management, a period in which business
management was transformed. Since then, many
methodologies based on statistical techniques
have emerged (Garcia, Gonzalez, Hurtado,
Ornelas & Ramirez, 2016), the link between
metrology and quality is reinforced to obtain
accurate, precise and exact measurements.

In today's markets, the concept of quality
transcends the physical and functional
characteristics of goods and services, including
attributes related to the integral management of
the organization. This concept demands a
management culture focused on customer and
user satisfaction through constant quality
improvement (Banguela, 2009).

Quality is a term that the vast majority of
organizations believe they know, but this is not
entirely true, since organizations, whatever their
size, industrial sector to which they belong and
product or service they offer to their customers,
at the time of defining and complying with this
term, it is complicated for them, which denotes a
lack of knowledge of the term by employees and,
consequently, failure to meet the requirements of
their customers (Maya Mendoza, 2014).

The NC ISO 9001 defines Quality
Management as: set of coordinated activities to
direct and control an organization with regard to
quality.

In summary, it can be stated that quality
management should be led in the first place by
the entity's top management, but gradually this
leadership should be exercised up to the level of
each process (Garcia, 2010).

In this environment, quality assumes a
new and singular importance; it is essential in the
whole process of providing services, since it is
one of the most effective ways to achieve
maximum competitiveness and, consequently,
business leadership. In times of world economic
crisis, the Cuban economy does not escape this
phenomenon, especially due to the low levels of
availability of material resources, which forces
most of the entities to a more rational use of
those available, with maximum efficiency (De la
Nuez, 2005; Pérez, 2011).
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The establishment of quality
management systems and their certification by
accredited and prestigious organizations has
become a necessity for any organization today,
regardless of the product or service it provides,
where it is located, who its customers are or its
size. This is because according to (Gonzélez,
2009):

- Customers want to be confident that what
they ask for is delivered consistently, and
that their money (payment or social
contribution) is spent on services or
products that meet their needs, enabling
them to be more effective and efficient.

- Customers, in turn, want to satisfy their
own customers and need to be sure that
their suppliers will not affect their quality
and image.

- Society, as a client of social services,
wants to ensure that the expenditures are
spent on adequate and effective services
to meet the expected needs and
expectations.

- Managers want to ensure that they can
consistently meet their commitments to
customers and shareholders, owners
(state or private) or society to maintain
and grow revenues and profits and/or
effectively utilize the budgets of the
organization they manage.

- Shareholders or owners (private or
social) want to ensure that the
organization is properly managed to
receive the expected benefits, either in
terms of money or social satisfaction.

- Employees want to make sure that their
company is maintained, grows and
improves, thus improving their security,
stability and also their benefits.

Successful management and operation of
an organization requires that it be managed and
controlled in a systematic and transparent
manner. Success can be achieved by
implementing and maintaining a management
system that is designed to continuously improve
its performance by considering the needs of all
stakeholders, such is the case of quality
management systems, as a management system
in itself or, given its compatibility, as part of
another business management system as a
whole, or as part of other systems, such as
innovation management or integrated systems of
quality management and environmental
management (Medina, 2010).
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Also in Cuba a growing number of
organizations are engaged in restructuring their
functions with a view to improving compliance
with legal requirements with the implementation
of 1SO 9001 NC, ISO 14001 NC and OHSAS
18001 NC; an analysis is presented below
(Ricardo, Medina & Nufiez, 2015).

In Cuba, the National Standardization
Office is the entity officially designated as the
National Certification Body. Foreign bodies
such as Burd Verita and Loyd Register also
certify. In addition to the above, other companies
such as Registro Cubano de Buques have been
authorized to endorse, it is not a certification but
a recognition that companies have before third
parties (Goleman, 2013).

Quality management process

The integration of the company's management
system is a process of alignment of the
organization's energies in pursuit of its mission,
so that this alignment is made from the strategic
exercise of the organization; it is the fusion
between all subsystems with the company's
strategy, a balance between the main activity of
the company and its subsystems: practices,
procedures and behaviors from each subsystem
ensure compliance with the future-oriented
business object (Alfonso, 2007).

For some years now, studies have been
carried out on management systems (quality,
environment, occupational health and safety),
how they have evolved and have been
successfully implemented in organizations, with
the intention of proposing management models
that help to ensure the satisfaction of the
different stakeholders, albeit separately (Abad,
Dalmau & Vilajosana, n.d.).

There are management systems based on
quality, environment and safety, occupational
health; there are others based on international
standards, developed by the International
Organization for Standardization (1SO). Some
are developed jointly by ISO and the
International  Electrotechnical Commission
(IEC) and currently 1SO 50001: 2011, an energy
management system, which is becoming a
necessity in the organizational sector. Annual
statistics reveal a healthy growth of certifications
in all areas (Gasiorowski, 2013).
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Currently, there is a fairly generalized
worldwide trend towards the integration of
management systems in organizations as a
strategic factor to successfully face the
challenges of this century. This concept has
emerged as a result of the need to approach with
common sense the satisfaction of different
requirements derived from the market,
environmental authorities and society in general,
concluding that the best way for an organization
to ensure that all these requirements are
effectively and efficiently met is by integrating
them into a single Management System for
process quality (Arias, 2014).

Decree Law 281 (2007), refers in its
Article 55 that: when applying the system, each
company or higher management organization
shall be studied as an integral whole,
encompassing all the systems that compose it
such as: General Organization System,
Management Methods and Styles System,
Goods and Services Production Organization
System, Quality Management System, Human
Capital Management System, Environmental
Management ~ System and Innovation
Management System.

Quality management procedures

According to Isaac (2005), in his proposal for an
Integrated Management Model, he proposes the
so-called first level, second level and third level
integration models. The first are wrongly called
integrated systems, where isolated systems
operate and integrate certain procedures and
records. In them the integration itself is null and
framed in simplifying documentation. The
second ones integrate requirements and
documentation and how to control it, with a
single management manual, some integrated
processes, as well as integrated procedures and
records. The third level has an integrated policy
and addresses planning, implementation,
measurement, analysis and improvement in an
integrated way. There are two growing trends
towards the integration of management systems
by organizations.

On the other hand, Delgado (2006),
proposes an implementation plan for an
integrated management system that reflects the
phases of: design and development,
implementation, operation and continuous
improvement.
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The first stage of the process is conceived
as the way in which the system will be able to
handle all managerial and operational aspects. It
has the explanation of all the phases identified in
the proposal in a summarized form and in a clear
way for the understanding of the readers.

According to Medina (2010), in his
proposal for a Quality Management System as
an index to measure the effectiveness of
organizational performance. It has as its starting
point the customers, and the main components
that should be related to the satisfaction of their
products or services. It has six components,
among which the quality management system
stands out, which maintains the relationship with
all the identified components. It has an input
which governs the requirements and as an output
the satisfaction of the service provided to the
customer.

On the other hand, Gutiérrez (2010), in
his proposal for an Integrated Management
System in the Empresa de Investigaciones y
Proyectos Hidraulicos de Ciego de Avila. The
proposal has 10 components of which four are
stages and the other six are steps, the stages are
conception, design, monitoring and continuous
improvement, which are interrelated. The main
axis is a software for the control of the integrated
management system, which has the general
activities that are developed in the system
implementation process and provides the output
for obtaining data.

Organizational performance

The use of individual performance measures has
a long history. At the beginning of the last
century, performance metrics based on the
calculation of times and movements and their
comparison with standardized measures, whose
values obeyed a flow of procedures within a
predetermined process or model, were common.
The Dbusiness environment, the internal
organizational climate and competition,
fundamentally, encouraged theoreticians and
managers to inquire about performance
measures that went beyond the static of
conventional measures (Del Castillo & Vargas,
2009).

ISSN-On line: 2531-2995
RINOE® Al rights reserved.

December 2022 VVol.6 No.11 28-40

In turn, the International Society for
Performance Improvement (ISPI) defines
performance improvement as "a systemic
approach to improving productivity and
competence, which uses a series of methods and
procedures for the realization of opportunities
related to people's performance”. That is, it is a
process of selecting, analyzing, designing,
developing, implementing, and evaluating
programs to achieve influence behavior and
outcome in the most efficient way possible
(Navarro, 2014).

Performance measurement can help
organizations improve their performance by
identifying good practices and learning from
others. On the other hand, it helps to ensure that
organizations focus on their key priorities, and
allows the identification of areas with poor
performance regardless of the approach or
philosophy on which the management system is
based in the entity, which helps to make
decisions for continuous improvement (Medina,
2010).

Organizational performance, generally
refers to the variable; performance, to address
the results generated by the dynamics of an
organization, this goes beyond financial data,
quality, customer satisfaction, innovation,
market shares and measuring impact on society,
among others; they reflect more
comprehensively the performance of the
organization (Pérez & Cortés, 2009).

The forms of measurement constitute a
fundamental element to account for
organizational performance, in this regard it is
identified that a measure is the instrument used
to quantify the efficiency and effectiveness of
the action, therefore, a performance measure is
both quantifiable and verifiable (Melnyk, Bititci,
Platts, Tobias & Andersen, 2014).

To measure are used indicators that are
composed of three elements that make them
more than a performance measure (Salgado &
Calderon, 2014), the first element is that it is a
performance measure quantifies what happens,
the second element is that it constitutes a
performance standard that considers whether the
performance obtained is bad or good, this makes
it a tool to guide the management of the
organization; and finally it establishes the
negative consequences of being below or above
the goals.

GARIZURIETA-BERNABE,  Jessica, CANOVA-HERRANDIZ,
Adrian, GONZALEZ-BENITEZ, Rubén Alvaro and HERNANDEZ-
RAMIREZ, Juan Esteban. Quality management system at the Isla de la
Juventud electricity Company. Journal-Financial Economy. 2022



Article

33
Journal-Financial Economy

Cuesta, Fleitas, Garcia, & Hernandez
(2015), emphasize that, as part of organizational
performance, the perception of workers is
recognized, where the consideration of
subjectivity, of the intangible, is precisely. It is
not only individual, group and organizational
results (concrete or tangible), but also the
consideration of the intangibles expressed
through the perception of workers.

That is why it is necessary to increase
productivity and increase performance, seen
from the improvement of performance, which
can be translated into the generation of
sustainable competitive advantages (Almanza,
Calderdn, Vargas, Casas & Palomares, 2016).

Methodology to be developed

In the first place, a plan was made to carry out
the research in which the scope, general method,
tools, procedures for data collection and analysis
were determined, then through a meeting with
the director the plan was presented and
permission was obtained to begin the study,
obtaining also the commitment to cooperate
openly in the process. In turn, the director made
this news known to all the company's personnel,
with favorable results, since the members of the
organization cooperated in the research.

The scope of the study covered the areas
of the company such as: generation, distribution
and commercialization of energy, which
included the activities, work processes, available
resources and existing documentation of the
same. The method used was an exploratory and
descriptive type of study, since it was necessary
to know in detail the operation of the
organization and thus be able to relate some
variables. This study is also characterized by
being prospective and longitudinal, according to
Hernandez, Fernandez & Baptista (2014), since
the information was recorded as the phenomena
occurred throughout the research period.

The data collection period, comprises the
year 2017, covering each work week according
to the schedule it handles, through the review of
existing documentation, interviews and non-
participatory observations, with which the
objective evidence was obtained.
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The results were analyzed based on the
ISO 9001:2015 standard, subsequently the
variables that negatively impact the organization
and that are related to the decrease in sales were
identified, through these points the solution was
determined, which gave rise to the
implementation of a quality management
system.

Finally, after the analysis, the report of
the results was elaborated, which was presented
to the director and quality specialist of the
company, subsequently through the active
participation of the same, the quality
management system is realized as a proposal to
solve the problems that affect the organization.
It is worth mentioning that the research is of a
propositional nature, therefore the company will
decide on the implementation of the proposal
presented.

Description of the parts of the proposal
contents

Introduction of the manual

Describes in a general way the mission, vision,
corporate purpose of the company, in addition to
declaring by the top management the
commitment and the need for implementation
and implementation of the quality management
system.

Objective and scope of the quality manual

This section specifies in general terms, the
quality management system in the business
system, according to the requirements
established in the Cuban standard NC-1SO
9001:2015 and consequently with the Quality
Policy and Objectives established by the top
management of UNE. Its scope is established to
apply to all units of Empresa Eléctrica Isla de la
Juventud in the fulfillment of their specific
functions, as appropriate, for the development
and implementation of the QMS and the
continuous improvement of its effectiveness.

Management Responsibility

The top management of EEIJ declares and
establishes its commitment to develop,
implement, maintain and continually improve
the effectiveness of the quality management
system, which evidences:
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- Communicating and promoting
awareness on the part of workers and
management in general of the
importance and contribution of their
activities to the satisfaction of customer
requirements and applicable legal and
regulatory requirements.

— Ensuring that the Quality Policy is
established and communicated.

- Ensuring the establishment, monitoring
and measurement of quality objectives
for the QMS, and their compatibility
with the context and strategic direction of
the EEIJ.

- Promoting the use of the process
approach and risk-based thinking.

- Ensuring the successful management and
availability of the necessary resources
for the QMS.

- Ensuring that the QMS achieves the
intended results and that the processes
are generating and delivering the
intended outputs.

- Promoting continuous improvement of
QMS effectiveness and organizational
performance.

— Supporting other relevant management
roles to demonstrate leadership as it
applies to their areas of responsibility.

Management Responsibility

The scope states that the QMS developed and
implemented at EEIJ, through its business
system, covers all processes, both those of
product/service realization and those that
facilitate management. To determine the scope,
the following have been considered:

— The external and internal issues that are
relevant to the EEIJ's purpose and
strategic direction, and that affect its
ability to achieve its intended results
(Organizational Context).

— Relevant stakeholder requirements.

- Types of products/services covered.
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In the case of processes outsourced to an
external supplier, the type and scope of control
to be applied to them is defined and declared in
the QMS through the supplier-organization
contract.

Scope of the quality management system

The scope states that the QMS developed and
implemented at EEIJ, through its business
system, covers all processes, both those of
product/service realization and those that
facilitate management. To determine the scope,
the following have been considered:

- The external and internal issues that are
relevant to the EEIJ's purpose and
strategic direction, and that affect its
ability to achieve its intended results
(Organizational Context).

- Relevant stakeholder requirements.
- Types of products/services covered.

In the case of processes outsourced to an
external supplier, the type and scope of control
to be applied to them is defined and declared in
the QMS through the supplier-organization
contract.

Documentary structure of the quality
management systems

In general, the documented information for the
EEI)'s QMS comprises:

— Documented Information of Internal
Origin (IDOI).

- Documented information from external
sources (IDOE).

- Legal and regulatory documents.
- Regulatory documents.

The company ensures the legibility,
identification and access availability of the
current versions at the points of use of
documented information, legal and regulatory
documents, as well as normative documents.

The hierarchical levels of the
documented information for EEIJ's QMS are
shown below:
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Figure 1 Hierarchical levels of documented information
for the EENJ's QMS
Source: Own Elaboration

Documented  procedures  for  quality
management systems
The documented information (manuals,

procedures, instructions) for the QMS
constitutes Documented Information of Internal
Origin. (IDOI).

EEN's QMS ensures harmonious
alignment with the provisions set forth in the
constituent IDOIs of the UNE corporate system,
including the following IDOls:

Quality Policy

. OI-MG
Quality Manual 0201

OI-PG 0200

General procedure for the control of
documented information

General  procedure  for  process
management

General procedure for the control of
nonconformities and corrective actions
General procedure for internal audits
General instruction for management
review of the management system
General instruction for measuring the
performance and effectiveness of the | OI-IG 0201
management system

Ol-PG 0201

OI-PG 0202
OI-PG 0204
Ol-1G 0200

Table 1 Documented information of internal origin
Source: Own Elaboration

Implementation of the quality management
system and its procedures

The implementation of the QMS was structured
following the Plan-Do-Check-Act (PHVA)
cycle, which is described below:
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Phase I - Planning

Planning establishes the objectives and
resources needed to generate and deliver the
expected results. In this phase, information and
ideas are collected for decision making and to
outline the way forward, the project leader is
defined and the work team is formed, composed
of specialists and technical representatives of the
different processes, supported by the mission,
vision and social purpose, carried out in the
entity under study.

Techniques and tools: meeting with the
management; group work; conferences and
workshops; talks and interventions before the
workers in the morning and dissemination in
murals.

Phase Il - Doing

This phase involves all the people, with the
effective and efficient use of resources; the
success of the previously projected plans
depends on it. For the execution of the system to
achieve more effectively the implementation of
the plan and promote the achievement of the
objectives.

Techniques and  tools:  surveys;
interview; document review, checklist, SWOT
matrix; observation of processes and activities,
workshops with the diagnostic team, on-the-job
training; observation of processes and activities;
document review; use of ICT; document control
procedure.

Phase 111 - Verify

In this phase, monitoring and measurement is
carried out through audits and checking of
effectiveness indicators by process, the results
are reported to ensure compliance with the plans
and achieve what was planned.

Techniques and tools: group work;
meeting with the board of directors;
brainstorming; flow chart and document review.

Phase IV - Act

In this phase, feedback on the results of audits,
supervisions and other control actions is
established,  which  allows performance
improvement, adjustments and improvement
actions.
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Techniques and tools: documentary
review; course on management system
documentation; brainstorming; group work;
workshops of the implementation group with the
management.

Actions taken for the transition

The Cuban Standard NC-1SO 9001 of 2008, has
been replaced by the Cuban Standard NC-1SO
9001 of 2015, by Resolution No. 129 dated
September 18, 2015 issued by who resolves, in
line with the similar replacement made by the
International Organization for Standardization
(ISO) of the corresponding international
standard for incorporating new requirements, for
better efficiency in the implementation of the
management system and greater compatibility
with other management systems.

A period of coexistence of both versions
of these standards was established by ISO, which
ends on September 18, 2018, with the National
Bureau of Standardization determining in
Resolution 1- 2016 that certifications will not be
valid after three years from the publication of
ISO 9001: 2015.

Initial diagnosis

This diagnostic stage took into account the
results obtained in the audits of the different
processes, the level of implementation of the
QMS using the checklist of the NC ISO 9001.:
2008 as a measuring instrument, which allowed
us to identify the requirements of the standard
that are not met and those that are met, but
should be improved.

— The context of the organization was not
taken into account for the achievement of
objectives.

- Quality criteria, specifications and
indicators are not established in all
processes and structure of the company.

— Evaluation of externally supplied
processes.

— Roles and responsibilities were not
defined, ensuring that they were
communicated or understood in the
organization.
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- Risk management was carried out in a
corrective manner, not considering the
management system as a preventive tool.

- The risk assessment does not take into
account the limitations that affect the
fulfillment of  objectives and
effectiveness of the processes.

- Documented information (procedures,
manual, instructions) is not at the place
of use, or within the reach of all workers.

Formation of a work team and training

At this stage the work team was formed,
declaring by means of a resolution signed by the
general director, the group of managers of the
quality management system, made up of
representatives of the processes, who were
trained in the standards and regulatory
documentation in force and applicable to the
system.

— A course was given on the interpretation
of the standard NC ISO 9001:2015

- Training on the development of system
documentation and process management
was provided to all management system
specialists and technicians.

- A course on the interpretation of the NC
ISO 9001: 2015 standard is being
organized for process managers.

Strategic design

A review was made of the processes necessary
to manage compliance with the organization's
objectives, analyzing the external and internal
context. The scope of the system was reviewed.

The organization's risk management was
reviewed and determined for each process,
taking into account compliance with the quality
objectives.

The responsibilities and authority of all
personnel involved in the management system
were determined and communicated.

The process diagram, their sequence and
interaction were updated and the externally
supplied processes were identified.
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The stakeholders applicable to our
services and their requirements were reviewed
and the Management Policy was reviewed by the
Board of Directors.

Design of documented information

The necessary documentation for the
management system is identified, being
elaborated, reviewed and adapted to the
requirements of the regulatory, applicable and
current documentation. It is made up of:

- Quality Manual,

- General procedure for documented
information management,

- Process management procedure,

— General procedure for the control of
nonconformities and corrective actions,

- General procedure for internal audits,

- General instructions for the review of
management systems by management,

- General instruction for measuring the
performance and effectiveness of the
management system.

Implementation and implementation of
documented information

The necessary actions for the implementation
(Approve/Distribute/Train) and implementation
of the documentation were executed and
approved by the general management of the
company, implemented by agreement of the
board of directors and implemented in the
quality committee.

Training of internal auditors

At this stage, the group of company managers
was trained as internal quality auditors, with the
objective of having a pool of auditors evaluated
by the new standard to carry out internal audits
of the system.

- Internal quality auditor endorsement
courses were given by the quality
management center.

— Basic tools for quality management
course.
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System testing and adjustment

In this stage, control actions (internal audits,
inspections, control visits, etc.) were carried out
on the system and the results were used as a
source for improving the system, executing
corrective actions when necessary.

Management review

The management review was carried out at the
Company level, resulting in:

- Results of the diagnosis of the quality
management system in the first quarter of
2018.

The entity has identified the necessary
processes in the management system. The
documentation  governing  the  quality
management system is in line and consistent
with NC 9001:2015 and the 1ISO 9000 family of
NCs. The quality policy is updated, disclosed
and approved by the company's senior
management, which is in line with the entity's
strategy. The quality criteria, specifications and
indicators are established throughout the
company's structure, reflected in the process
sheets. The company has a Quality Council with
a quarterly section. In the nine UEBS, functional
directorates and integrated project directorates
there are QMS managers who have defined their
responsibilities to advise and manage the system
in each process, recording and maintaining the
improvement relationship.

In the first half of 2018 the company is in
stage VII of (System Testing and Adjustment),
in which control actions (internal audits,
inspections, supervisions, management review,
checking of the different indicators) are carried
out on the system and according to the results
corrective actions are executed, and the activities
of the entity are organized based on the
achievement of the objectives.

- The distribution of responsibilities in the
entity with respect to the management
system is documented in the job profiles,
which communicate and define the
following.

— There is no contradiction between the
purchasing policy and the quality policy,
both are part of the company's work and
development strategy.
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- The main limitations that could stop the
processes or the fulfillment of objectives
are defined, which are reflected in the
risk assessment of each process.

- Quality discrepancies arising from
customer complaints are processed and
evaluated according to the steps
established in the relevant procedures.

— The mechanisms established in the
organization that allow to know the
needs and criteria on the quality of the
service provided is through the Integral
Customer Service Center, which is in
charge of attending and processing
complaints in an efficient manner.

- The satisfaction index of external
customers and stakeholders is measured.

Results

The behavior of the work objectives in the period
2015-2017 was evaluated, with which an
analysis of the balance of the work carried out in
those periods was made. Table 2 refers to the
behavior of the indicators of the work objectives
from 2015 to 2017. For the determination of the
difference, the year 2015 as control and 2017 as
implementation phase are taken as a reference.

e qu
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Quejas  que % 100 030 700 010 100 010 020

proceden
1000 ¢
Fallas e % 085 0,00 085 0,00 085 0,00 0,00
energiaen

clientes con EM
(1 03y 04) x
1000 ¢

90.00 90.00 95.00 9.70 92.00 98.00 800

135003.70 | 137797.01 | 12193554 | 11330115 | 14581913 | 139164.67 | -1367.66

80.40 86.40 82,91 86.48 80.70 88.70 230
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500 200 200 600 6.00 600 200
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Table 2 Balances of work objectives
Source: Own Elaboration
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The first element is variable 1 on
reducing distribution losses, where the loss
forecast indicator is affected by 0.5 % more than
in the base year, mostly influenced by the
business sector. Regarding the index of
complaints per 1,000 citizens, it decreased by 0.9
%, an aspect that is positive because it reflects
the satisfaction of the customers with the service
provided both to the user at home and in the
business and private sector, as well as the
complaints that proceed with a decrease of 0.2
%. The second element is referred to the
investment plan where the execution schedule is
higher in 2017 with 8 % more execution of
activities as part of the business improvement
system and the implementation of the
implementation of the quality management
system in all processes of the entity.

The operation of the units and auxiliary
equipment in the system is the third indicator
evaluated, where there are six variables, it is
noteworthy in this regard that it is higher in 2017
compared to 215 in 2.3 % availability, despite
the non-execution of capital maintenance of
Fuel-Oil technology, an aspect of significant
since it is a limiting factor in almost all
generating companies today.

The fourth variable is the rehabilitation
and modernization of the electrical networks,
where it is observed that the user interruption
time indicator (UTI) dropped to -7.12 hours,
which is a reflection of the good execution of
energy utilization and generation. Evaluating the
service interruptions indicator also shows a
decrease of 112 interruptions in 2017, less than
2015. These results are in accordance with the
fulfillment of the entity's investment plan with
emphasis on the  modernization and
improvement of electrical networks.

Finally, variable five is determined
corresponding to the validation, certification and
replenishment of monthly fuel, aspects that
require greater customer satisfaction with
emphasis on the availability of the photovoltaic
park, in this sense Los Canarreos has a decrease
of 4.9% less in 2017 compared to 2015. In
summary, it was possible to establish the
weaknesses that the company has against the
requirements of the standard, likewise the
strengths that should be exploited within the
organization to carry out the implementation of
the quality management system based on I1SO
9000:2015 were detected.

GARIZURIETA-BERNABE,  Jessica, CANOVA-HERRANDIZ,
Adrian, GONZALEZ-BENITEZ, Rubén Alvaro and HERNANDEZ-
RAMIREZ, Juan Esteban. Quality management system at the Isla de la
Juventud electricity Company. Journal-Financial Economy. 2022



39

Article Journal-Financial Economy
December 2022 Vol.6 No.11 28-40
Conclusions Banguela Villavicencio, Z. (2009). Disefio de un

From the analysis of the literature consulted in
the framework of this research, positive
elements of the theory in this field were
diagnosed, which were taken as references for
the conformation of the quality management
system and its procedures for the process of
improving organizational performance, as well
as the existence of insufficiencies in relation to
theoretically supported methods to manage
quality in the business sector.

The application of the diagnosis made it
possible to verify the feasibility and
effectiveness of its use as a methodological
instrument, since it was verified: the regularities
that in a general way are in the order of problems
with the delivery of information to the
fluctuation of the personnel, being these the
process managers.

The quality management system
constitutes a methodology that applied by the
work group contributes to the improvement of
the organizational performance and has
repercussions in the increase of the results seen
from the development of activities by the key
processes for the fulfillment of work objectives,
which provide the fulfillment of the fundamental
processes.

The implementation of the Quality
Management System from its procedures and
manual resulted in the collection of information
and ideas for decision making, establishing
feedback on the results of audits, supervisions
and other control actions, which allowed
improving performance, making adjustments
and improvement actions.
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