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ABSTRACT

The implementation of administration
systems with strategic focus and guided to
the quality and the integration of the
processes, it constitutes a priority in the
projections of work of the Ministry of
Superior Education. The investigation had as
objective improve system of administration
of the Ability of Economic Sciences of the
University of Cienfuegos starting from the
application of procedures that allows to link
the focus to processes and with the relative
to the strategic address. Theoretical and
empiric methods were used, including
technical and tools of the Industrial
Engineering and other specialties tune as:
the analysis and the synthesis of the
obtained information, inductive-deductive,
the dynamics of groups, statistical methods
and tools contained in such focuses as the
strategic address and the focus to processes.
The fundamental results of the obtained
investigation are centered in: the strategic
design of Ability of Economic Sciences, the
adjustment of the process maps and
strategic, the improvement of the technical
records of administration indicators and the
development of the proposal of a square of
control integral for the studied Ability.

Keywords: focus to process;
address; university administration.

strategic

RESUMEN

La implementacion de sistemas de gestion
con enfoque estratégico y orientado a la
calidad y a la integracion de los procesos
constituye una prioridad en las proyecciones
de trabajo del Ministerio de Educacion
Superior. La investigacion tuvo como
objetivo mejorar el sistema de gestion de la
Facultad de Ciencias Econdmicas de la
Universidad de Cienfuegos, a partir de la
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aplicacion de procedimientos que permiten
integrar el enfoque a procesos con el relativo
a la direccion estratégica. Se utilizaron
métodos tedricos y empiricos, incluyendo
técnicas y herramientas de la Ingenieria
Industrial y otras especialidades afines
como: el analisis y la sintesis de la
informacion obtenida, inductivo-deductivo,
la dinamica de grupos, métodos estadisticos
y herramientas contenidas en enfoques,
tales como la direccion estratégica y el
enfoque a procesos. Los resultados
fundamentales de la investigacion obtenidos
se centran en: el diseno estratégico de
Facultad de Ciencias Econdmicas, el ajuste
de los mapas de procesos y estratégico, el
perfeccionamiento de las fichas técnicas de
indicadores de gestion y el desarrollo de la
propuesta de un cuadro de mando integral
para la facultad estudiada.

Palabras clave: enfoque a proceso;
direccion estratégica; gestidon universitaria.

RESUMO

A implementagao de sistemas de gestao com
uma abordagem estratégica e orientada para
a qualidade e para a integracao de processos
constitui uma prioridade nas projecoes de
trabalho do Ministério do Ensino Superior. O
objetivo da pesquisa foi melhorar o sistema
de gestdo da Faculdade de Ciéncias
EconOomicas da Universidade de Cienfuegos,
com base na aplicacdo de procedimentos que
permitem integrar a abordagem de
processos com a relacionada a gestdo
estratégica.Foram utilizados métodos
tedricos e empiricos, incluindo técnicas e
ferramentas da Engenharia Industrial e
outras especialidades afins, tais como:
analise e sintese das informacbes obtidas,
indutivo-dedutivo, dinamica de grupo,
métodos estatisticos e ferramentas contidas
em abordagens, como direcdo estratégica e
processo abordagem. Os resultados
fundamentais da investigacdo obtidos
incidem sobre: o desenho estratégico da
Faculdade de Ciéncias Econdmicas, o

ajustamento do processo e dos mapas
estratégicos, a melhoria das fichas técnicas
de indicadores de gestdo e (o]
desenvolvimento da proposta de tabela de
comando para o corpo docente estudado.

Palavras-chave: abordagem de processo;
direcdo estratégica; Gestdo Universitaria.

INTRODUCTION

The research that is reflected in this article
has as its starting point that, worldwide in
the 21st century, Higher Education
Institutions (HEIs) face challenges, focused,
on greater relevance, on the results that
these institutions provide. to society. The
challenges have led these institutions to
implement management approaches that
contribute to increasing the quality of their
actions.

The challenges are present due to the effect
of a chain reaction and are caused by crises
at the international level in all orders, which
bring with them high complexity, dynamism
and uncertainty in the environment, and
originate the need to apply management
approaches, that have been successfully
implemented in the business context.

In recent times, various theories have been
developed in the field of university
management whose purpose is to achieve
the sustainability and development of
universities in the face of market
globalization, the rise of technological
innovation, information technology, among
other conditioning factors that are
considered as external challenges that HEIs
must face worldwide.

After these significant changes, universities
must be proactive and innovative in decisions
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that allow their survival and development,
which is why they require an essentially
strategic conception of management, which
manifests itself in a systematic adaptation to
the changing environment, with a shared
vision of the desired future. of the
organization (Almuifias & Galarza, 2018).

The aforementioned authors raise some
challenges that Cuban HEIs must face today,
among which we can mention, for example:
raising the quality of the comprehensive
training of professionals; achieve a greater
economic and social impact of the results of
science and technology; promote the
formation of values with the aim of
guaranteeing the continuity and
irreversibility of socialism, the economic
development of the country and raising the
standard of living of the population; prioritize
the training of doctors to guarantee the
sustainability of the faculty, strengthen the
process of internationalization of Higher
Education; develop actions that favor local
and territorial development; and guide
efforts towards the consolidation of quality
management in Higher Education.

The HEIs are distinguished in their
management by the dialectical relationship
between their three substantive processes
and by human nature, focused on the
transmission of knowledge, the
transformation of behaviors that make
possible substantial changes in society,
characterizing it as a system of complex
processes. For this reason, the concept of
university quality ! entails relating the
processes 2, the pedagogical commitments
and the ways of introducing them into the
educational institution, in an orderly manner
and with clear purposes, which helps to
improve education and directly contributes to
progress and the quality of life in a society
(Ricaurte & Pozo, 2018).

Taking into account the aforementioned
complexity, a new management concept
emerges, called University Management 3

(Ricaurte & Pozo, 2018; Ortiz et al., 2019).
In this regard, Galarza and Almuifias (2018)
affirm that: "none of the challenges that
these institutions must face (...), will be
achievable if University Management is not
improved in parallel" (p. 2).

University Management is based on quality
management, the process approach,
strategic direction*, risk management ° and
other approaches that have been tested and
successfully integrated into the business
context. For Galarza and Almuifas (2018);
Ortiz et al. (2019); Suitcase (2020);
Gonzalez Aportela et al. (2020) and Vi et al.
(2021), the aforementioned challenges that
universities must face require an integrated,
strategic and quality-oriented management
to meet the demands of society.

Almuinas & Galarza (2018) advocate the
need to adopt a strategic approach in
university = management. From there,
important and decisive relationships are
derived between the strategic direction
(visualized in the mission and purposes of
the institution) and the quality management
of university processes (management
instruments). These relationships have
extraordinary potential, still not sufficiently
exploited in the university context.

It is worth noting a criterion issued by
Galarza & Almuifias (2018), authors who
highlight a relevant issue for this research;
and it is that for them in the strategic
direction it requires tools (models,
methodologies, techniques) that guide the
way to achieve their objectives of this
approach, which makes it possible to raise
the possibility of linking it with other
directions that reinforce it.

organic structures, a criterion that is shared
with Chancay (2019). The fact of taking the
modern University of the 21st century to
work its academic organization and make it
profitable in terms of fulfilling its mission,
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from the perspective of the process
approach, brings a series of advantages in
relation to the approaches previously
assumed in these institutions. Ricaurte &
Pozo (2018); Ortiz et al . (2019) and
Gonzalez Aportela et al . (2020).

The process approach focuses on
establishing a guide that allows HEIs to
implement a model to manage teaching,
research, and outreach. To understand this
vision, this management must be considered
as a system whose main elements are the
key and administrative processes,
coordination, control of its operation and
management of its improvement.

Cuban HEIs are involved in constant
transformations to increase the efficiency
and effectiveness of their management. The
Ministry of Higher Education (MES) of Cuba,
in its strategic planning for the 2017-2021
cycle, established areas of key results and
measurement criteria that contributed to the
implementation of the Sustainable
Development Goals established in the 2030
agenda and the linkage of the University with
all of society in a productive economic
environment.

The University of Cienfuegos (UCf), as part
of the management improvement since
2006, develops a new stage to undertake
process management, as a way to improve
the management of this institution. For more
than a decade at UCf, research has been
carried out that promotes the improvement
of university management from various
approaches, namely:

e Research that provides important
results is identified, specifically in the
proposal of maps of processes and
indicators at the level of faculties and
universities; but these do not make
any link with the strategic direction
and are developed as part of the
actions carried out in the first cycle.

These investigations contributed to
the identification of indicators, taking
into account the management levels.
Research has been carried out in the
area of strategic management. The
fundamental characteristic of these
investigations is that they analyze
separately processes such as:
strategic planning and strategic
control, without carrying out a holistic
analysis of strategic management; At
the same time, it is not carried out
with a focus on processes and quality
management.

In the approach to processes, twelve-
degree theses were developed that
contributed at the Faculty level.

In 2019, research made up of two
master's theses is carried out, which
makes a first attempt to integrate
strategic management, the process
approach and the internal control
system.

In the same way, in the vyear
mentioned above until the year 2021,
research is carried out: four
undergraduate theses and two
master's theses, which initiate an
approach to the necessary link
between management and processes
(philosophy worked in the institution,
with significant advances) and risk
management, at the university,
faculty and process level,
respectively.

In the same year, as a result of a
doctoral thesis, a model for the
control of the strategy is designed
and partially implemented, which
contributes to the improvement of
strategic direction and university
management at UCf. Another result
obtained in the investigation was
related to the design of the strategic
control system of the University of
Cienfuegos (SISCE-UCK), which
integrates elements of strategic
management, the approach to
processes and the internal control
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system, remaining among the
recommendations from this research
the design of a balanced scorecard.

The investigations developed since 2017 led
to the design of a management system for
the institution with an integrated strategic
approach, having as its central axis the
management of university processes,
integrating the strategic direction and the
Internal Control System, on which it was
focused. the management of the UCF until
2019, as part of the maturity of the
management system designed. It is worth
noting that in this approach assumed in the
institution, the key result areas were
suppressed and measurement criteria were
maintained.

At present, it is necessary to develop an
adaptation taking into account the need to
include a new structure in the project, based
on establishing strategies, objectives and
processes that respond to these, as well as
the establishment of indicators with their
corresponding goals from of the new
indications issued by the MES, based on the
Strategic Project for the year 2020 prepared
by this instance. In turn, it is necessary to
design a comprehensive scorecard, an issue
that had been pending from the
aforementioned investigations; the
indications of the MES favor the conception
of this management tool.

Specifically in the faculties as organizational
units of the HEIs, the aforementioned is also
evident and the development of these
standards is required as a fundamental
principle for the effective development of the
management system that in turn pays taxes
to the one developed in the UCf. In
correspondence with the above, the Faculty
of Economic Sciences (FCE) has decided to
undertake an improvement of its university
management system. It is an objective that
has been developed throughout the 2017-
2021 strategic cycle. Therefore, the objective
of the research is focused on: improving the

FCE management system by establishing an
integration between the process approach
and strategic management.

MATERIALS AND METHODS

The type of research that was developed is
non-experimental and of a longitudinal
nature (Hernandez, 2010), because the
behavior of the development of the strategic
approach and its link with the process
approach during a strategic cycle are
analyzed. It went through the following types
of research: exploratory, because it was
intended to learn about the application of the
aforementioned approaches in the university
environment; descriptive, since the behavior
of these approaches and the level of
integration of these in the universities and in
the UCf are measured independently;
correlational, because the behavior of these
approaches was known by developing a link
between them.

Several theoretical methods were used,
among them: the historical-logical, in the
analysis of the historical evolution of the
approaches in university management,
specifically, the strategic direction and the
approach to processes; the analytical-
synthetic and the inductive-deductive, in the
elaboration of the theoretical-conceptual
foundations of the object of study, the
processing of information, the evaluation of
the results of the diagnosis and the design of
the proposal.

As empirical methods are used: the analysis
of documents, which allowed to examine and
reach conclusions on the elements of a
theoretical, methodological and practical
nature related to the investigated problem.
participant observation made it possible to
identify  the interrelation with  the
management approaches that are intended
to be linked, in addition to the active
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participation of the authors in all stages of
the development of the research, by being
part of the work team formed for such
purposes. Together with the aforementioned
methods, a group participation workshop
was developed, a group interview that
allowed to know the current situation of the
object of study and the validation of the
information represented in process
diagrams, the description of these and the
proposals developed in the investigation.

The statistical methods that were used are
based on descriptive statistics to process the
information  obtained. In turn, the
percentage calculation and the pie chart
were used to analyze the current behavior of
the management system and its comparison
with the proposal made.

RESULTS

In the bibliographic search on this topic,
three Cuban universities are identified that
are committed to an integrated management
of their systems, responding to the
requirements of various interested parties,
namely: University of Havana, Central
University of Las Villas and the University of
Holguin. This integration considers the
management of its substantive processes as
the basis of university management,
strategic planning and the conception of the
internal control system.

Based on the challenges established for the
Cuban HEIs, the strategic plan of the
University of Cienfuegos, for its part, has a
set of work objectives dedicated to the topic
related to process management and its link
with the strategic direction and the internal
control.

Specifically, the strategic plans dedicated to
the 2013-2016 and 2017-2021 cycles are
carried out with a process approach, based

on the priorities established by the MES and
the results of the institution's diagnosis.

As part of the improvement of management,
since 2015 at the University of Cienfuegos a
new stage has been developed to undertake
process management as a way to achieve the
established purposes.

At the UCf, research has been carried out on
issues related to strategic management and
based on the development of the process
approach at the UCf level and in the Faculties
of Economic and Business Sciences (FCE), in
the Faculty of Social Sciences (FCS).

Investigations that provide important results
are identified, specifically in the proposal of
process maps and indicators at the level of
faculties and universities, in the area of
strategic management, focus on processes,
improvement of the UCf management
system, control of the strategy in the
institution. A procedure has been developed
at the level of the University, faculties and
processes that allows the integration of the
approach to processes and internal control.
These investigations demonstrate the
progress that university management has
had at the University of Cienfuegos, since
there are experiences regarding the
integration of strategic management, the
process approach and internal control in all
stages of the management system,
remaining the need to design an Integral
Mantle Chart (CMI) is still pending, with an
approach that allows integration.

Based on the experience available at the UCf,
it is necessary to implement a procedure that
allows adjustments to be made to the
strategic project of FCE and that at the same
time promotes the measurement of results in
a CMI for decision-making and evaluation. of
the performance of university processes.

In this research, a procedure is desighed
based on the steps provided by Ortiz et a/ .
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(2019). The proposed structure of steps is
organized in three stages (figure 1).

The first two stages were developed in three
investigations (preceding the current one)
developed at the FCE. In the first one, the
2017-2021 Strategic Planning is designed
and the second takes this design as a
reference and proceeds to the strategic
alignment. The current investigation
corresponds to the fulfillment of the third
stage related to performance evaluation,
focused on the design of the Balanced
Scorecard.

Formulacién estratégica

Fijar rumbo estratégico
¥ 2 Dafinicién de los objetives estratégicos

Diagnéstico estratégico de la Despliegue de los objetivos estratégicos a
organizacion os procesos.
Establecer metas de desempefio para

Andlisis DAFO de los objetivos

Técnica Prospectiva

Definir variables claves,

 Despliegue departamental —
actores/objetivos y escenarios

ETAPA I: DISERO O REDISE

Despliegue trabajador

Medicion del desempefio organizacional a
través de los indicadores establecidos
(Cuadro de Mando Integral)

Fig. 1- Procedure for the improvement of
University Management
Source: own elaboration

Need for adjustments in the strategic
design of the FCE

It is valid to detail that the research gave rise
to the need to make adjustments in the
strategic design of the year 2020 at the
University level and its dependencies, to then
proceed to design the CMI of the FCE, due to
the fact that until 2019 work was being done.
with the strategic design 2017-2021;
however, at the end of 2019 indications are
received to project the year 2020 taking into
account:

1-7th Congress of the PCC and ANPP:

e Bases of the National Plan for
Economic and Social Development
until 2030: Vision of the Nation, Axes
and Strategic Sectors.

e Update of the Guidelines of the
Economic and Social Policy of the
Party and the Revolution.

2- Agenda 2030 and the Sustainable
Development Goals.

3- Main problems that affect the fulfillment
of the mission of the ministry.

4- Indications of the president:

e University-Business link for strategic
sectors.
e Local development.

5- Indications of the minister to integrate the
above

In the indications issued by the MES for the

year 2020, a new approach is projected,
which is structured as shown in figure 2.

Y Procesos |

Objetivos

Estratégicos

4 Estrategia 1 3

p Estrategia 2 /

) Estrategiai /
p Estrategia 4 P:

wH—Om—-H>—Hwnm

Fig. 2- Approach of the Strategic Project for the
year 2020 of the MES and affiliated institutions
Source: Strategic Project of the MES, 2019

The previous approach, indicated by the
MES, was supported by Key Result Areas
(KRAs), objectives and measurement
criteria. Similarly, the possibility that each
institution could make adjustments to its
design was established. The UCf and its
dependencies chose to include the process
approach in their design, an integrated
approach that they developed during the first
three years of the 2017-2021 cycle. A
comparison of both forms of management
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(until 2019 and from 2020) is shown in figure
3.

Objetivos Estratégicos

=3
& |

| Objetivos Estratégicos |
- |
Criterios de medida ] ‘

Procesos |
. Indicadores

Fig. 3- Forms of Strategic Planning until 2020
and from 2020
Source: own elaboration

For this reason, we proceed in this
investigation to make adjustments in vital
aspects of the strategic design, the execution
of actions and for the CMI, such as:

Design of the Strategic Project for the
year 2020.

Review of the Process Map.

Map Review _ strategic.

Next, we proceed to show the results of the
adjustments of the Strategic Project of the
Faculty of Economic and Business Sciences
for the year 2020. For the development of
these adjustments, the application of
techniques was used, such as:

Review and analysis of documents.
meetings participatory.

Job in group .

Consult experts, considering the
members of the University
Management Research Group of the
University  of  Cienfuegos and
members of the Board of Directors of
the FCE.

Design of the Strategic Project for the
year 2020

Taking into account the indications of the
MES, the strategic design for the year 2020
is prepared, based on aspects such as:
strategies, strategic objectives, processes
and indicators. Figure 4 shows a summary of

the number of processes and indicators by
strategic objectives established in the FCE in
the new strategic design.

OBJETIVO 1

[ | i
l~ :E OBJETIVO 1 T 1T g
| | b3
! & 12 | OBJETIVO 2

OBJETIVO 2
OBJETVO 3
OBJETIVO 4
. OBJETVO 5

[ L OBJETVO 6 | h

OBJETVO 3
OBJETIVO 4
OBJETVO 5
OBJETVO 6
OBJETVO 7
| | b OBJETIVO 8

OBJETIVO 7

OBJETIVO 8

PROCESOS INDICADORES

Fig. 4- Strategic objectives by processes and
indicators of the FCE 2020
Source: own elaboration

Review of the Process Map

Until 2019, the faculty has the Map of
Processes. By indications of the MES, it is
necessary to include Internationalization
within the classification of strategic
processes and in support processes Material
and Financial Resources, as shown in figure

Fig. 5- Adjusted FCE Process Map
Source: Own elaboration

Strategic Map Review

For the preparation of the Strategic Map, the
cause-effect relationship maintained by the
strategic objectives established among
themselves and their correspondence is
defined. At FCE, the design of the Strategic
Map was focused on four perspectives
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(technology, learning and growth, internal
processes and the client). As of 2020, the
strategic map undergoes modifications in
accordance with the new requirements of the
MES, where the financial perspective is
incorporated, as shown in figure 6.

Participacion y promocion

creadora de la universidad

en los proceso de ext. Univ.
para el desarrolio local

Directivos. reservas y

profesionales formados con

1a alta calificacion técnica y
profesional en el territorio

Investigacion-
desarrollo y gestion
de la Innovacién

Investigacion- Desarrolio de alianzas
desarrolio y gestion .
de la innovacion

Gestion de la calidad pre y

¥
con la Revolucion

e
Desarrolio de redes propias

Calidad de la gestin
del trabajo cientifico-
metodologico:
extensionista

Eficiencia y eficacia de las
actividades que tributen a
la operatividad de los
procesos sustantivos

Resultados superiores en el
trabajo por la excelencia de
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Institucion Certificada en el drea de las ciencias contables y empresariales, por su calidad y
pertinencia, profundo sentido humanista, competentes, portadores de los valores
revolucionarios y patrios y con un alto compromiso con la Revolucion Socialista

Fig. 6- Strategic map of the FCE adjusted
Source: own elaboration

Once the necessary adjustments have been
made, we proceed to show the steps for the
design of the Balanced Scorecard for an HEI.

Procedure for the design of the Balanced
Scorecard for an HEI

For the development of this stage, the steps
proposed by Ortiz et a/ . (2019), shown in
figure 7 .

me Caracterizacion de los indicadores _
e s Clasificacion de los indicadores spectivas-Procesos-Objetivos-I 1
Disefio del CMI —1
L :r

Disefio del manual de indicadores del sistema de gestion

‘ I Seleccion de los indicadores del CMI

fenones picpares
T

e ndicadores de proceso

Fig. 7- Steps for the design of the CMI of the
procedure of Ortiz Pérez, Pérez Campafia &
Veldzquez Zaldivar (2014)

Source: Ortiz et al. (2019)

The FCE has a process manual based on the
preparation of SIPOC diagrams, flowcharts,
process sheets and indicator technical
sheets, results of six investigations that
precede the current one. This manual of
processes constitutes a consultation tool for
the directors and specialists of the faculty;
Through all this information, it is possible to
visualize, with a greater number of details,
the inputs of the processes, as well as the
interrelationships, regulations, internal and
external clients.

As a result of the aforementioned
documentation, there are indicators that are
in charge of specifying the behavior of the
processes in measurable expressions, in such
a way that they allow their quantitative
translation and the establishment of
comparative states. It is necessary to clarify
that, for the year 2020, as part of the
adaptations (already exposed previously),
there is a group of indicators that were
incorporated, since they were not among
those provided in the previous projections.

Taking into account the adjusted strategic
map, we proceed to classify the indicators by
perspectives, processes, objectives and
impacts. A summary of this can be found in
figure 8.

For the selection of the most representative
indicators, the indication of the MES was
taken into account, which establishes a
group of indicators that are essential, which
contribute to the Sustainable Development
Goals. Of these, those applicable to the UCf
and, in turn, to the FCE are identified. As a
result of these steps, the Comprehensive
Scorecard of the FCE is elaborated, which has
the characteristics shown in figure 8.
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Fig. 8- List of number of indicators by
objectives, processes, perspectives and impact
Source: own elaboration

DISCUSSION

Following the criteria of wvarious authors
consulted in the framework of the research,
the strategic direction has gradually become
a model of positive change, which directs the
university from a real state to one that is
desired and feasible to achieve (Almuifias &
Galarza, 2018; Ortiz et al., 2019). For the
authors of this paper, it is important to
highlight that the characteristics that
distinguish strategic management give the
process-directed approach a strategic
orientation, which it lacks. It is a criterion
that is relevant in this research that by
integrating these approaches, university
management gains strength, since the
existing deficiencies in each of these are
complemented, which is verified in the
results shown previously.

In turn, in the development of the research,
research that has developed studies on the
process approach and its link with strategic
direction in HEIs is consulted. All recognize
the relevance of the link between these
approaches, for the management of these
institutions. In this regard, Ortiz et al .
(2019); Gonzalez Aportela et al. (2020);
Ricardo et al. (2019); Veliz et al. (2020)

recognize this link as an essential element
towards and for competitiveness. For this
reason, the proposals developed in this
research establish the bases for efficient 6,
effective 7 and effective 8 management, by

using two procedures accompanied by
management techniques and tools
contextualized to the university

environment, which will help the institution
studied to face the challenges demanded by
society, in a proactive manner and with
results that contribute to a management
framed in the field of university quality. This
last term that can be worked from the point
of view of integrated management systems,
when a link is established between the
management approaches linked in this
research and others (risk, environmental,
energy management), which constitutes
another of the challenges that HEIs must

face, and a topic not addressed in the
research results presented in  this
publication.

In the theoretical analysis and in the field
work carried out in this research, twelve
common aspects are identified between the
strategic management approaches and the
process approach. These points make the
integration of these approaches viable and
allow the design of a university management
system that links them:

e They are processes, not facts or
isolated circumstances, they have a
cyclical, preventive and prospective
nature, feasible to apply the approach
to processes.

e Establish mechanisms to verify
compliance with institutional
objectives and satisfaction of society.

e Use of indicators common to the two
approaches that allow measuring
performance of the processes through
which they go through and of these in
themselves.

e They have an implicit cycle of
planning, doing, checking and acting;
They are considered as management
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approaches, which allow the
development of an internal evaluation
and consequently achieve the

commitment to continuous
improvement.

e They are led by the management
team.

e They affect the rest of the processes
of the organization.

e They constantly
improvement.

e They ensure the fulfillment of goals
with quality, efficiency and
effectiveness.

e They affect the formation of human
capital, the organic structure and,
therefore, the organizational culture

e Satisfaction of society as a whole.

e As a whole, they help to comply with
evaluation and accreditation
strategies, train and create the
conditions to face external
evaluations.

e They generate common documented
information considered, as evidence
before performance audits and
quality assessments.

seek continuous

The research presented in this article has a
practical value, which is associated with the
improvement and development of the
management system with a process
approach in the organization under study, by
reorganizing activities and resources,
delimiting the responsibilities of the actors
involved in its management, strengthen the
coordination and normalization mechanisms
as a contribution to the organizational
discipline of the HEI and the state of control
to increase the fulfillment of the objectives
with efficiency and effectiveness.

In the same way, it has a social value of
research that is manifested in the
improvement of the work environment as a
result of organizational changes that are
close to the best management practices, with
the increase in the satisfaction of the
members of the university community and

the society with the performance of the
processes.

After having carried out this investigation,
and as a result, the following general
conclusions are reached:

e The challenges faced by HEIs in the
21st century are focused on the
responses that these institutions
must issue towards society to resolve
crises in various areas and on a look
inside these, which must be efficient,
effective and effective organizations.
What has been proposed has
imminently caused transformations in
university management.

e The trends to face these challenges
point to the search for an integrated
approach in university management,
having strategic management as an
integrating philosophy, which due to
its characteristics allows establishing
links with the process approach. With
respect to the integration of these
approaches, the authors consulted
agree in stating the need to make
contributions at the theoretical and
procedural level.

e Research has been carried out
internationally, nationally and within
the institution itself that aim to
improve university management with
an integrated approach. The
bibliographic  analysis made it
possible to select the procedure that
was conceived and applied in the
studied institution itself, having to
develop an adaptation in the last of
the stages, focused on the inclusion
of steps that allow the design of a
selected BSC in the analysis of the
state of the practice, an issue that
constitutes a contribution of the
present investigation.

e Taking into account the indications of
the MES, and as part of the
application of the selected procedure,
vital results are obtained in university
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management at the faculty level,
focused on: the elaboration of the
strategic project for the year 2020,
the readjustment of the strategic
maps and processes, the
documentation of the indicators that
support the measurement of the
performance of the processes from
the preparation of technical files and
the design of the CMI that has the
essential indicators applicable to the
FCE and allow measuring the level in
which the faculty gives response to
the demands of the environment.
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1 University quality: a social, collective and
changing construction in accordance with the
objectives and values of the educational
organization and the current political, economic,
environmental and sociocultural environment,
which allows it to be used as a management tool,
since it entails the continuous improvement of the
organization at all levels, based on the
participation and active commitment of its actors
and with the goal of fulfilling the institutional

mandate and the satisfaction of society (Gonzalez

Aportela et al., 2020).
2 University processes: the interrelation that
occurs between the different strategic,

substantive and support processes that are
developed in the universities, which make up an
organic unit, is considered, since all of them are
strongly linked to the possibility of contributing
ostensibly to the fulfillment of the institutional
objectives (Ortiz et al., 2019).
3 University management as the process of
planning, organization, implementation, control
and improvement of university processes in an
integrated way, to increase their quality, in the
search for excellence and the satisfaction of the
demands of society (efficiency), through through
greater effectiveness in decision-making and
rationality in the use of resources (efficiency)
(Ortiz et al., 2019).
4 Strategic Management: an iterative and holistic
process for the formulation, implementation and
control of the institutional strategy, which
guarantees a proactive interaction of the
universities with their environment, to contribute
to the efficiency and effectiveness of the results in
compliance (Almuifias & Galarza, 2018).
5 Risk management: It is a logical and systematic
method to identify, evaluate and manage the risks
associated with any activity, function or process,
linked to decision making (Almiuifias & Galarza,
2018).

6 Efficient: the fulfillment of the objectives with
rationality in the use of resources (Ortiz et al.,
2019).

7 Effective: meeting the demands of society (Ortiz
et al., 2019).

8 Effective: involves efficiency and effectiveness,
that is, the achievement of the programmed
results with quality, in the proposed time and with
the most reasonable costs possible (Chancay,
2019).
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