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Purpose: the general objective was to determine the effect of GE on the CS of public
transportation companies in Bagua.

Theoretical framework: The existing literature provided new findings on both
strategic management and service quality. However, there is still much to be
researched and learned about these variables as it is a constantly evolving
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development.

Design/methodology/approach: Under a mixed descriptive-correlational,
phenomenological, and non-experimental methodology, interviews were conducted
with five managers and surveys with fifty-two clients.

Findings: The SG is inadequate; the CS is inadequate by thirty-three and thirty
percent and moderate by sixty-six and seventy percent. Similarly, when it is adequate,
the quality of service improves by one hundred percent and rises to the moderate level.
In addition, they got a p value of less than zero point zero five which consented to
accept Hi, thus indicating that they maintain a highly significant relationship and the
Pearson confirms it with zero point seven hundred and fourteen.

Research, Practical & Social implications: For strategic management to work
properly, it is necessary to have clear and precise policies on how to encourage
teamwork, as this facilitates strategy planning and allows the proper use of allocated
resources in the interest of the company and its customers, ultimately ensuring service.
quality in all processes.

Originality/value: Concluding that While companies strive to ensure that their
employees have a social learning experience, that they are integrated in all aspects of
the organization, that they interact effectively with customers and that they complete
assigned tasks correctly, there will be improvements in the organization's commitment
and achievement. because customers will trust the services that these companies
provide in the market, which will have a positive impact on the organization.
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GESTAO ESTRATEGICAE QUALIDADE DE SERVICO DAS EMPRESAS DE TRANSPORTE
PUBLICO DE BAGUA - PERU

Resumo

Obijectivo: O objetivo geral foi determinar o efeito do GE no CS das empresas de transporte plblico de Bagua
Quadro tedrico: A literatura existente forneceu novas descobertas tanto sobre gestdo estratégica quanto sobre a
qualidade do servico. Entretanto, ainda ha muito a ser pesquisado e aprendido sobre estas variaveis, ja que se trata
de um desenvolvimento em constante evolugéo.

Concepcéo/metodologia/abordagem: Sob uma metodologia mista descritivo-correlacional, fenomenolégica e
ndo experimental, foram realizadas entrevistas com cinco gerentes e pesquisas com cinquenta e dois clientes
Descobertas: O SG é inadequado; o CS é inadequado em trinta e trés e trinta por cento e moderado em sessenta e
seis e setenta por cento. Da mesma forma, quando é adequado, a qualidade do servico melhora em cem por cento
e sobe para o nivel moderado. Além disso, eles receberam um valor de p inferior a zero ponto zero cinco que
consentiu em aceitar o Hi, indicando assim que eles mantém uma relacdo altamente significativa e o Pearson
confirma isso com zero ponto setecentos e quatorze

Investigacdo, implicagBes praticas e sociais: Para que a gestdo estratégica funcione corretamente, é necessario
ter politicas claras e precisas sobre como estimular o trabalho em equipe, pois isso facilita o planejamento da
estratégia e permite 0 uso adequado dos recursos alocados no interesse da empresa e de seus clientes, garantindo,
em Gltima instancia, o atendimento. qualidade em todos os processos

Originalidade/valor: Concluindo que, embora as empresas se esforcem para garantir que seus funcionarios
tenham uma experiéncia de aprendizado social, que estejam integrados em todos o0s aspectos da organizacao, que
interajam de maneira eficaz com os clientes e que concluam as tarefas atribuidas corretamente, havera melhorias
no comprometimento e conquista. porque os clientes vao confiar nos servigos que estas empresas prestam no
mercado, 0 que terd um impacto positivo na organizacao

Palavras-chave: Empresa, Cliente, Servigo, Gestdo, Atividade, Estratégia, Qualidade, Confianca.

GESTION ESTRATEGICA Y CALIDAD DEL SERVICIO DE LAS EMPRESAS DE TRANSPORTE
PUBLICO DE BAGUA, PERU

Resumen

Propdsito: Se tuvo como objetivo general determinar el efecto de la GE en la CS de las empresas de transporte
publico, Bagua

Marco tedrico: La literatura existente proporciond nuevos hallazgos tanto sobre la gestion estratégica como sobre
la calidad de servicio. Sin embargo, ain queda mucho por investigar y aprender sobre estas variables ya que es un
desarrollo en constante evolucion.

Disefio/metodologia/enfoque: Bajo una metodologia mixta, descriptiva-correlacional, fenomenolégico y no
experimental, se aplicaron las entrevistas a cinco gerentes y las encuestas a cincuenta y dos clientes.

Resultados: the SG is inadequate; the CS is inadequate by thirty-three and thirty percent and moderate by sixty-
six and seventy percent. Similarly, when it is adequate, the quality of service improves by one hundred percent
and rises to the moderate level. In addition, they got a p value of less than zero point zero five which consented to
accept Hi, thus indicating that they maintain a highly significant relationship and the Pearson confirms it with zero
point seven hundred and fourteen.

Investigacion, implicaciones précticas y sociales: Para que la gestion estratégica funcione correctamente, es
necesario que existan politicas claras y precisas sobre como incentivar el trabajo en equipo, ya que esto facilita la
planificacién de estrategias y permite el uso adecuado de los recursos asignados en interés de la empresa y sus
clientes, asegurando en Ultima instancia el servicio. calidad en todos los procesos

Originalidad/valor: Concluyendo que Si bien las empresas se esfuerzan por garantizar que sus empleados tengan
una experiencia de aprendizaje social, que estén integrados en todos los aspectos de la organizacién, que
interactlien de manera efectiva con los clientes y que completen correctamente las tareas asignadas, habra mejoras
en el compromiso y el logro de la organizacion. porque los clientes confiaran en los servicios que estas empresas
brindan en el mercado, lo que repercutird positivamente en la organizacion.

Palabras clave: Empresa, Cliente, Servicio, Gestion, Actividad, Estrategia, Calidad, Confianza.
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INTRODUCTION

Strategic management (SM) is an essential element for achieving the objectives set in
an organization, whether private or public. For this reason, organizations must have a good SM
so that they can organize and execute their core activities efficiently and obtain a competitive
advantage that leads to providing a good quality of service (QoS).

In the international environment, according to Pérez and Pinto, (2022) indicate that, in
Mexico, factors such as informality, lack of driver training and poor management of transport
companies influence CS. Likewise, in Colombia, in view of the COVID - 19 situation, drastic
changes have been taking place, such as new sanitary measures, modifications in the internal
protocols of the companies, inclusion of new services and new sanitary materials, etc. For which
the best alternative that has been chosen has been to know how to apply a good SG (Restrepo
et al. 2021).

Similarly, in Morelia, it is observed that the main problem that exists in public
transportation, is the population growth and the lack of a legal framework in this sector by the
government, being thus actuators of a low quality of service (Valencio et al. 2019). On the other
hand, in Bolivia, in the city of Sucre, it was observed that there is no organization in charge of
monitoring the provision of service and interaction with customers to improve the CS and it is
for this reason that there are factors such as speculation and lack of control in the rates, which
has led to a low quality of service (Oblitas, 2019).

In addition, lack of employee motivation, lack of internal knowledge sharing, and lack
of an adequate collaborative e-culture has led to a lack of quality service to customers, which
is caused by inefficient strategic management (Alsuwaidi & Sultan, 2023).

Similarly, Tam y Thuy (2023) they say that inadequate technology that is not in line
with the company's field of action has led to inadequate customer perception of the quality of
service offered by the organizations, as more than half believe that new technology needs to be
implemented to allow them to interact in real time with the services offered by these companies.

At the national level, in Pucallpa, it is evident that one of the factors that universities
have faced to improve their quality of service, are the drastic revolutions that have been
evidenced in the last decade, as well as the capacity shown by administrative staff to the
university community, thus relating to the GE to improve the quality of university educational
service. (Olano & Rios, 2020). Likewise, in the city of Lima, it was observed that high demand,
vehicular congestion, and untrained drivers have led to their informality, causing dissatisfaction
among users of these means of transportation (Quifiones and Pillaca, 2020).
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In the city of Bagua, it was found that 31% of the organizations operating in public
transportation consider that the quality of service provided is low, with the main factor being
the security provided by these companies, i.e., they consider that security when traveling is not
the best. They also consider that the accountability and reliability presented by these
organizations should be improved. Regarding the opinion of the managers of the public
transportation companies in Bagua, they consider that strategic management is a fundamental
factor to be able to face the new challenges brought by the pandemic and the new restructuring
of these companies. Regarding CS, they mentioned that it is an important factor to generate a
good image with clients and achieve permanence in the market.

The general objective was to determine the effect of strategic management on the quality
of service of public transportation companies in Bagua. Likewise, it was considered as a
hypothesis that: There is significant effect of strategic management on the quality of service of

public transport companies, Bagua.

LITERATURE REVIEW

On the one hand, ifiguez and ifiiguez (2022) demonstrated that the CS of transportation
in Culiacan from the social sentiment is good to fair. Likewise, Paredes and Alejandro (2022)
found a fragile correlation between the variables studied and although a relationship between
these variables is unlikely, it was also observed that the reason for this situation is due to the
distrust created by informal transportation.

In contrast, Lema et al. (2022) revealed that strategic management is not necessary for
the improvement of the company; however, considering the corresponding criteria, the
company in question does have the necessary resources to be able to implement a strategic
management plan. Likewise, Marulanda et al. (2021) demonstrated that there has been a drastic
decrease in the income of hotels in this sector, which has led to difficulties in the payment of
their operations and financial obligations. Thus, the managers, as an urgent measure, took
decisions that would allow them to keep their companies afloat in times of pandemic.

On the other hand, Ramirez et al. (2020) showed that GE for people management fosters
sustainable competitive advantages over time. In addition, Calderon and Quispe (2022)
mentioned that there is a low correlation between the variables, so it is approved that CS has a
positive influence on the image of the organization's users. Likewise, Ascona (2022) indicated
that GE does have a positive influence on the order of transportation Ascona (2022). Likewise,
Riveros and Santos (2021) revealed that both variables do have a relationship with each other,
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and that educational management does influence CS. Similarly, Ramos et al. (2020) showed
that there is a significant correspondence between the variables studied, demonstrating that
quality does have an influence on the satisfaction perceived by customers.

Strategic management (SM) according to Bacilio et al. (2021) GE can be seen as the
science of predicting and participatively directing change with the objective of permanently
creating tactics to ensure the future of the business. Likewise, Echanove (2020) defines GE as
a process that relates definition, planning, responsible actions, resources and follow-ups, i.e.,
GE seeks the connection between the declaration of an intention and the designation of its
resources to obtain positive effects in the organization. Similarly, Cedefio et al. (2021) consider
that it is a process of systemic evaluation of a company, through the long-term objectives, then
the goals are recognized, and strategies are put into practice to achieve objectives and locate
instruments to put them into operation.

Teamwork which favors the development of social and autonomous learning, where all
the actors in education are integrated and interact, resulting in quality and effective learning
(Banquez, 2017). Likewise, teamwork is sustained by the magnitude of the institution's
objectives and the individual capacity of the collaborators, their collaborative support and
positive attitude towards the accomplishment of the work (Quaranta, 2019).

Social learning, which according to Maldonado (2021) can be developed and defined
from different points of view, however, in all areas it has as its main characteristic the
transmission of skills, knowledge and information among human beings interacting in the same
environment.

Social integration secondary systems that help individuals who are immersed in
discrimination have diminished, and this has led to a decrease in social cohesion, which in turn
increases people's sense of self-esteem and improves their personal and community well-being
(Granda et al. 2021). Interaction is defined as the mutual action of behaviours between people
when relating to each other, considering the environment in which they do it (Galindo, 2009).

Strategic planning it is the way to achieve the vision that management envisions based
on the results it expects to obtain in the present and in the future from its collaborators, its
institution, and the society in which it operates (Arranz, 1995). The strategic planning aims to
make provisions that allow the momentum of organizations in a coherent and tactical way, to
achieve objectives and competitive advantages (Serrato, 2019). Organization is the analysis of
organizational tasks is defined as "the identification, classification and allocation of a set of
activities necessary for a society to achieve its objectives (Koontz et al 2008).
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Resources they are the channels that companies use to execute their activities and
achieve their purposes and can also be goods or services used in the fulfilment of institutional
activities. Management demands specializations and each element a specialization in the branch
(Chiavenato, 1999). Although resources are rarely considered as an important part of business
operation, they are important promoters of business planning and innovation work (Del Rio et
al. 2015).

Execution of tasks the execution of tasks, which according to Castafieda (2021) defines
it as the proposal and execution of an activity that demonstrates the skills and abilities of
students or collaborators. Achieving goals encourages people to make a greater effort, to focus
their attention on developing strategies that allow them to persist in the face of failure and to
generate a greater commitment to this goal (Molina, 2000).

Quality of service (QoS) refers to fluidity, ease of interaction, efficiency, and degree of
alignment with the perspectives and demands of customers during the interaction process
(Duque, 2005). Similarly, Roy et al. (2021) considers that CS is a determining element in
evaluating business performance, since it will help to retain and attract new customers. On the
other hand, Jamal et al. (2021) considers that in CS the consumer plays an essential role, since
they always have access to information thanks to ICTs, so leaving one of them dissatisfied
would have a negative impact on the CS offered and therefore on the organization's vision.

Reliability according to Silva et al. (2021) implies the organization's ability to comply
with the service objectively and confidentially it offers and the availability of collaborators to
offer the service to customers. Likewise, it performs the advice offered by an organization in
an unequivocal and clear way, it is the tracking of circumstances exhibited in the firm and how
the collaborators evidence interest to give it a positive solution (Carrera et al. 2021).

Engagement, according to Van et al. (2018) is the one presented by workers with
customers and at the same time with their own work, depends a lot on the work environment in
which they develop, since it depends on how they develop bonds at work including the
commitment they show in the workplace. Trust is that which is related to the achievement of
good image, endorsement, a positive work climate, complicity, truthfulness, and authenticity
that exists in an organization and in the relationship with its audience (Mena, 2019).

Responsibility corresponds to a moral act, in the case of business it refers to the conduct
of the company both in an ethical-professional sense and in a moral sense, it is also known as

corporate responsibility (Enderle, 2021). To apply responsibility in a company, strategies and
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alternatives are proposed, to differentiate and create a competitive profile of the organization
against the competition (Palacio, 2020).

Satisfaction, according to Gunawan et al. (2021) is a positive response from the
consumer and the main reason why users become loyal and spread positive information to other
potential customers, positively impacting revenue and attracting new customers for the
company. Expectations are the product of an assessment of what is right and feasible for an
individual taking into consideration the specific condition in which he/she perceives
him/herself and the situation presented, they are the longings presented in an expected scenario
(Hernadéz and Padilla, 2019).

Security is the perception that the customer has when they present any incident to the
company and they trust that they will have a quick and positive response, due to the confidence
instilled by the staff based on the training they have received (Rogel, 2018). Security is an
essential factor in companies because it is the basis for the interaction between the user and the
organization, if the user of the service, evidences any dissatisfaction with the service he
receives, he will choose to look for another service provider that provides the security he needs
(Chauhan et al 2018).

Services are basically intangible and do not result in obtaining ownership of something,
it can be any activity or benefit that a certain party can offer to another (Armstrong and Kaotler,
2013). Capability, according to Luna et al. (2021) as the aptitude, which involves the
performance of tasks, use of ICTs, or other work tools that have an impact on the interaction
with the end consumer. Advising the customer at the point of sale is the beginning of the contact
between seller and customer, in the management and delivery of the order to the customer and
is also present in the after-sales service, informing the customer about the product or service so

that the customer is satisfied (Carvajal and Ormefia, 2019).

METHODOLOGY

Likewise, truthfulness was applied to evaluate and analyse the data obtained from the
respondents and interviewees, without misrepresenting the information obtained to obtain a true
result, emphasizing that these will only be used for academic and informative purposes and that
they will be of benefit for future research. Likewise, we respected the research of professionals
prior to ours, considering that each of them has developed their research work in a respectful
and arduous manner, therefore we did not intend to take advantage of them without referencing
them.
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Figure 1 Research methodology
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RESULTS AND DISCUSSION

After applying the interview to the managers of the firms that provide public
transportation services in Bagua, the data were added to the ATLAS version 22 program, which
resulted in the following figure.

In Figure 2, the subcategory teamwork, in its social learning code, the interviewees
agreed that it is extremely necessary for public transportation companies to develop strategies
to achieve efficiency in each of their business operations, but despite this, there are some
organizations that continue to use empirical measures to avoid spending money, which have
led to a reduction in the quality of service.

Regarding code 2 integration, respondents agree that a good relationship between
employees, drivers, board of directors and clients allows firms to actively develop in the market,
thus increasing business performance and thus their monetary income.

In code 3 interaction, the interviewees indicated that it is essential to maintain good
labor relations in the organization, being necessary that the manager and the head of human
resources interact with respect, kindness and empathy with each of the workers of the firm,
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since this allows understanding the needs of the employees, leading them to feel identified with
the objectives set by the company, which has a positive impact on the CS provided to the
passengers.

In the strategic planning subcategory, in its code 1 results, the interviewees agree that
to achieve or improve the economic results of the company, it is necessary that the mobility
service is accompanied by a good service from the ticket saleswoman to the security of their
luggage, as this allows customers to recommend the entity. In code 2 organization, the
interviewees agree that a strategic management according to the needs of the firm and market
demands allows the efficient development of the company's programmed activities, allowing
to maintain order and structure the functions in an active way.

In the subcategory resources, in code 1 task execution, the interviewees agree that the
adequate remuneration of resources, through a good working environment and by providing
employees with facilities for the execution of their functions, allows each employee to actively
perform each of their functions, which enables the company to achieve better results in the CS
offered to passengers.

In code 2 goal achievement, the interviewees mentioned that to achieve this point it is
necessary that there is a good analogy between the board of directors, manager, and employees,
since this allows for a good working environment that will have a positive impact on the CS
provided to clients in the transportation sector in Bagua.

Similarly, an emerging category Work Environment was found, where the interviewees
agree that is important that organizations in the public transport sector have communication
policies that promote the values of integrity in each of its employees, since this generates a
good working environment in each phase of the strategic management that is developed in the
firm, as this has a considerable effect on the CS offered to customers, who are commonly called
passengers .

In view of this, it is important to consider the findings of Ifiiguez and Ifiiguez (2022),
who demonstrated that the CS of transportation in Culiacan from a social point of view is good
to fair. Likewise, Paredes and Alejandro (2022) because they found a fragile correlation
between the variables studied and although a relationship between these variables is unlikely,
it was also observed that the reason for this situation is due to the distrust created by informal
transportation. Likewise, Ramirez et al. (2020) showed that GE for people management fosters

sustainable competitive advantages over time.
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Figure 2 Strategic management to guarantee the CS of public transportation companies, Bagua.
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After having processed the database of the surveys in the SPSS 26 package, it was
found that when strategic management is inadequate, reliability is moderate at sixty-six
seventy percent; likewise, when strategic management is adequate, reliability increases
to one hundred percent in moderate. Shows that when strategic management is
inadequate, responsibility is inadequate by twenty percent and moderate by seventy-three
and thirty percent, and when it is adequate, responsibility is inadequate by twenty-five
percent, moderate by fifty percent and adequate by twenty-five percent.

It is observed that when strategic management is inadequate, security is
inadequate thirty-three with thirty percent and forty-six with seventy percent moderate,
but when it is adequate, security improves, since it is moderate eighty-seven with fifty
percent and adequate twelve with fifty percent. Shows that when the SG is inadequate,
the CS is inadequate by thirty-three and thirty percent and moderate by sixty-six and
seventy percent. Similarly, when it is adequate, the quality of service improves by one
hundred percent and rises to the moderate level. It is necessary to consider what Calderéon
and Quispe (2022) mentioned, since they mentioned that there is a low correlation
between the variables, so it is approved that the CS has a positive influence on the image
of the organization's users. Likewise, Ascona (2022) indicated that GE does have a

positive influence on the order of transportation Ascona (2022).

Table 1 Cross table of the strategic management variable with the reliability dimension

Reliability

Inadequate  Moderate  Adequate Total
Inadequate Count 5 10 0 15
% 33.3% 66.7% 0.0% 100.0%
Strategic Moderate Count 8 16 4 28
management % 28.6% 57.1% 14.3% 100.0%
Adequate Count 0 8 0 8
% 0.0% 100.0% 0.0% 100.0%
Total Count 13 34 4 51
% 25.5% 66.7% 7.8% 100.0%
Responsibility
Inadequate  Moderate  Adequate Total
Inadequate Count 3 11 1 15
% 20.0% 73.3% 6.7% 100.0%
Strategic Moderate Count 9 13 6 28
management % 32.1% 46.4% 21.4% 100.0%
Adequate Count 2 4 2 8
% 25.0% 50.0% 25.0% 100.0%
Total Count Count 28 9 51
% % 54.9% 17.6% 100.0%
Security
Inadequate  Moderate  Adequate Total
Inadequate Count 5 7 3 15
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% 33.3% 46.7% 200%  100.0%
. Count 12 9 7 28
Strategic Moderate % 42.9% 32.1% 25.0%  100.0%
management Count 0 7 1 8
Adequate % 0.0% 87.5% 125%  100.0%
Total Count 23 11 51
% 45.1% 21.6%  100.0%
Cs
1 2 3 Total
Count 5 10 0 15
Inadequate 333%  66.7%  0.0%  100.0%
S . d Count 11 13 4 28
trateglc management Moderate % 39.3% 46.4% 14.3% 100.0%
Adequate Count 0 8 0 8
q % 00%  100.0%  0.0%  100.0%
Total Count 31 4 51
% 60.8%  7.8%  100.0%

Prepared by the authors (2023)

Hypothesis Testing

In the same way, it is appreciated that the p value is less than zero commas zero
five, allowing to accept the Hi, and the Pearson coefficient reached was zero points six
hundred and forty-one, indicating in this way that they maintain a moderate positive
correlation. Revealing in this way that while the company is concerned in developing and
enhancing the skills and knowledge of its employees through relevant information then
the services that the firm offers to its clients will have the commitment to offer a total
quality that generates maximum confidence in each one of its potential clients.

Likewise, the p-value is higher than zero comma zero five, allowing to accept the
HO, which shows that there is no significant relationship, also the Pearson reached was
zero comma zero comma zero fifty-nine, demonstrating that there is no relationship.
Demonstrating that they are two variables that work independently, and that do not
depend on each other for improvement.

Also, they reached a p-value of less than zero comma zero five, which allows us
to accept Hi, revealing that there is a significant effect, confirming the Pearson of 0.715,
showing that they maintain a strong authentic reciprocity. This means that if institutional
values are implemented and compliance with them is constantly evaluated, there will be
no discrimination to customers because of their condition, clothing, origin, etc., this
would have a direct impact on the quality of service since there would be peace of mind
and correct advice on the costs of tickets, parcels and the places that the company is
authorized to cover, also, security is guaranteed at all times during the trip.
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In addition, they got a p value of less than zero point zero five which consented to
accept Hi, thus indicating that they maintain a highly significant relationship and the
Pearson confirms it with zero point seven hundred and fourteen. This reveals that as long
as the companies are interested in achieving that their members have a social learning,
that they are integrated to all the daily activities of the entity, that they interact effectively
with the clients, that they execute correctly the assigned tasks then there will exist
improvements in the commitment and achievement of the goals of the organization since
the clients will trust the services that these offer in the market, which impacts in a positive
way in the CS that is given to the passengers.

In view of this, the following is considered Riveros and Santos (2021) because
they revealed that both variables do have a relationship with each other, and that
educational management does influence CS. Similarly, Ramos et al. (2020) showed that
there is a significant correspondence between the variables studied, demonstrating that

quality does have an influence on the satisfaction perceived by customers.

Hypothesis P valor Pearson Determinacion

Strategic management - Quality of 0.000 0.714 There is a direct and significant influence
service

Strategic management - Reliability ~ 0.003 0.641 There is a direct and significant influence
Strategic management - 0.681 0.059 There is no direct and significant
Responsibility influence

Strategic management - Security 0.001 0.715 There is a direct and significant influence

Prepared by the authors (2023)

CONCLUSIONS

The findings revealed that it is critical for public transportation companies to
develop strategies to achieve efficiency throughout their business operations; however,
some organizations continue to use deceptive practices to avoid financial penalties. A
good relationship between employees, supervisors, managers, and customers allows
companies to actively grow in the marketplace, increasing entrepreneurship and monetary
gains.

It is essential to maintain good working relationships in the organization, with the
manager and head of human resources interacting with each of the company's employees
with respect, friendship, and empathy, as this allows them to understand the needs of the
employees, allowing them to feel identified with the company's objectives, which has a

positive impact on the CS provided to passengers.
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To achieve or improve the company's economic results, the mobility service must
be accompanied by excellent customer service from the ticket dispenser to the security of
its equipment, as this allows customers to recommend the company. A strategic direction
based on the firm's shortages and market demands allows the efficient development of
the company's planned activities, enabling the maintenance of order and the active
structuring of functions. Adequate allocation of resources to the areas, through a good
working environment and providing employees with the comforts of work, ensures that
each employee actively performs each of his or her functions, allowing the company to
achieve better results in terms of CS.

It is important that organizations in the public transportation sector have
communication policies that promote the values of integrity in all their employees, as this
generates a good working environment at each stage of the strategic management that
takes place in the company, as this has a significant effect on the CS. When the company
is concerned with developing and enhancing the skills and knowledge of its employees
through relevant information, the services that the company provides to its clients will be
committed to providing total quality that generates maximum confidence in each of its
potential clients.

If institutional values are implemented and their compliance is constantly evaluated,
clients will not be discriminated against because of their condition, clothing, origin, etc.
This will have a direct impact on the CS because it will provide customers with peace of
mind and adequate advice on their needs. While companies strive to ensure that their
employees have a social learning experience, are integrated into all aspects of the
organization, interact effectively with customers, and complete assigned tasks correctly,
there will be improvements in organizational commitment and achievement. because
customers will trust the services they provide in the marketplace, which will positively

impact quality.

REFERENCES

Alsuwaidi, S.J. & Sultan, A.A.B.M. (2023). The Impact of E-Service Quality on Institutional
Excellence Within abu Dhabi Municipality in UAE. International Journal of Professional
Business Review, 8(4), 1-19. https://doi.org/10.26668/businessreview/2023.v8i4.960

Armstrong, G., & Kaotler, P. (2013). Fundamentos de Marekting (11 a. ed.). Pearson
Education.
https://frrq.cvg.utn.edu.ar/pluginfile.php/14584/mod_resource/content/1/Fundamentos%20d
el%20Marketing-Kotler.pdf

Intern. Journal of Profess. Bus. Review. | Miami, v. 8 | n. 5 | p. XX-XX | eOXXX | 2023.

14




Rojas, S. P. A,, Carrasco, M. C. V., Rodriguez, V. H. P., Espinoza, J. L. V., Delgado, F. M. C., Navarro, L. R. R. (2023)

Strategic Management and Quality of Service of Public Transportation Companies from Bagua - Peru

Arranz,  A.  (1995). Planeacion  Estrategica  Integral. = Mexico:  IICEE.
https://docplayer.es/20395886-Planeacion-estrategica-integral.html

Ascona, P. (2022). Direccion estratégica para el ordenamiento sostenible del transporte
publico en la  provincia de  Tayacaja.  Datalismo, 1(12), 74-112.
https://doi.org/10.53673/data.v1i12.69

Bacilio, J., Cedefio, J., Solorzano, S., & Vaca, S. (2021). Gestidnestratégica de talento
humano y su vinculo con la responsabilidad social y ética de las empresas publicas de
Ecuador. Revista  Ciencias  PedagOgicas e Innovacion,  9(2), 91-98.
https://doi.org/10.26423/rcpi.v9i2.447

Banquez, L. (2017). El trabajo en grupo como estrategia pedagogica para el fortalecimiento
de las competencias discursivas en los estudiantes de cuarto grado de basica primaria de la
institucién educativa corazon de Maria. [Tesis de pregrado, Universidad de
Cartagena].https://repositorio.unicartagena.edu.co/bitstream/handle/11227/5256/LOURDES
%20TRABAJOS.pdf;jsessionid=2A35D7EBCC3ACD64A6197958A3097DD4?sequence=
1

Calderén, D., & Quispe, G. (2022). Calidad de servicio e imagen corporativa de una empresa
de transporte publico individual tacnefia durante la COVID-19. Revista de la escuela
profesional de ingenieria comercial, 4(2), 80-100.
https://doi.org/10.33326/27086062.2022.2.1243

Carrera, M. Y., Valenzuela, K. Y., & Goméz, G. D. (2021). La fiabilidad en la calidad del
producto o servicio de wuna empresa. Digital publisher, 6(6), 2019-2032.
doi.org/10.33386/593dp.2021.6-1.886

Carvajal, L. G., & Ormefia, J. (2019). Preparacion de pedidos y venta de productos. Editex,
S. A
https://books.google.es/books?hl=es&Ir=&id=2ISkDWAAQBAJ&oi=fnd&pg=PA5&dg=de
finici%C3%B3n+de+asesoramiento%2B+libros+%2B+art%C3%ADculos&ots=Knc1ZxFo
GE&sig=vFmOXJbhX888tuxDfTirylIPvB6NQ#v=0nepage&q&f=false

Castafieda, L. (2021). Una experiencia de disefio de una tarea de evaluacion sumativa en
formato transmedia para formacion inicial de profesorado. Revista Iberoamericana de
Educacion a Distancia , 203-218. https://orcid.org/0000-0002-1055-9241

Cedefio, J., Alejandro, C., Alvarez, H., & lIsauro, H. (2021). Gestion estratégica de la
responsabilidad social y la ética en las empresas de dotacion de produccion primaria
(empresas petroleras). Revista Ciencias Pedagégicas e Innovacion, 9(1), 34-42.
https://doi.org/10.26423/rcpi.v9il.407

Chauhan, A., Shuklan, A., & Neji, P. (2018). Safety and security measures adopted by the
hotels and their impact on customer relationship management. International journal of
recearch granthaalayah, 6(1), 118-125.
https://doi.org/10.29121/granthaalayah.v6.i1.2018.1600

Chiavenato, 1. (1999). Administracion de Recursos Humanos. El capital Humano de las
Organizaciones 9 Da. ed.). Mc Graw Hill Estudio.
https://www.sijufor.org/uploads/1/2/0/5/120589378/administracion_de_recursos_humanos_
-_chiavenato.pdf

Intern. Journal of Profess. Bus. Review. | Miami, v. 8 | n. 5 | p. XX-XX | eOXXX | 2023.

15




Rojas, S. P. A,, Carrasco, M. C. V., Rodriguez, V. H. P., Espinoza, J. L. V., Delgado, F. M. C., Navarro, L. R. R. (2023)

Strategic Management and Quality of Service of Public Transportation Companies from Bagua - Peru

Del Rio, P., Carrillo, J., Konnola, T., & Bleda, M. (2015). Resources, capabilities and
competences for eco-innovation. Technological and Economic Development of Economy,
22(2), 274-292. https://doi.org/10.3846/20294913.2015.1070301

Duque, E. (2005). Revision del concepto de calidad del servicio y sus modelos de medicion.
INNOVAR. Revista de Ciencias Administrativas y sociales, 15(25), 64-80.
https://www.redalyc.org/articulo.0a?id=81802505

Echanove, A. (2020). Marco de referencia para la integracion de la contabilidad social en la
gestion estratégica de las empresas de Economia Social. Revista de Economia Pablica, Social
y Cooperativa(100), 207-237. https://doi.org/10.7203/CIRIEC-E.100.18118

Enderle, G. (2021). Corporate Responsibility for Wealth Creation and Human Rights. Estados
Unidos: universidad de cambrigde.
https://books.google.es/books?hl=es&Ir=&id=0CoNEAAAQBAJ&oi=fnd&pg=PR11&dqg=
definition+of+corporate+responsibility+&ots=zStF4oRtl0&sig=FalOKvxOXTqLIHBIiYGK
YrbozS8o#v=onepage&q=corporate%20responsibility&f=false

Galindo, L. (2009). comunicologia en construccion (1Da. ed.). Meéxico: Universidad
Autonoma De La Ciudad De Mexico. https://octavioislas.files.wordpress.com/2015/01/2011-
07-02-jesc3bas-galindo-I-ibro-comunicologia-posible.pdf

Granda, A., Carriel, V., & Castillo, Y. (2021). La integracion social: Un desafio en la politica
de desarrollo local sostenible en la parroquia urbana la providencia del cantdn Machala.
Ciencia Digital, 5(1), 158-181. https://doi.org/10.33262/cienciadigital .v5i1.1528

Gunawan, I., Abdul, M., Hasmin, T., Heriyanti, M., & Yusriadi, Y. (2021). The influence of
digital marketing and customer perceived value through customer satisfaction on customer
loyalty. Journal of Legal, Ethical and Regulatory Issues, 24(4), 1-14.
https://www.proquest.com/openview/7ef2e1fdc2fe8ebbcbad96e5317bd568/1?chl=38868&p
g-origsite=gscholar

Hernadéz, O. E., & Padilla, L. E. (2019). Expectativas de los estudiantes hacia la educacién
superior: influencia de variables familiares, personales y escolares. Sociol6gica México,
34(98), 221-251. https://www.scielo.org.mx/scielo.php?pid=S0187-
01732019000300221&script=sci_arttext

ifiguez, Y., & IAiguez, C. (2022). Percepcion social sobre la calidad del transporte publico
urbano en Culiacan, Sinaloa. Revista Ciudades, Estados y Politica, 9(2), 1-23.
https://doi.org/10.15446/cep.v9n2.98303

Jamal, B., Gardi, B., jabbar, B., & otros, y. (2021). Hotel Service Quality: The Impact of
Service Quality on Customer Satisfaction in Hospitality. International journal of Engineering,
Business and Management (IJEBM), 5(3), 14-28. https://dx.doi.org/10.22161/ijebm.5.3.2

Koontz, H., Weihrich, H., & Cannice, M. (2008). Administracion una perspectiva global y
empresarial (14 Da. ed.). Mc Graw Hill.
https://frh.cvg.utn.edu.ar/pluginfile.php/22766/mod_resource/content/1/Administracion_una
_perspectiva_global_y_empresarial_Koontz.pdf

Lema, L., Romero, A., & Lescano, E. (2022). Strategic management model for corporate
strengthening. Revistas Interdisciplinaria de Humanidades, Educacion, Cienciay Tecnologia,
8(15), 98-108. https://doi.org/10.35381/cm.v8i15.825

Intern. Journal of Profess. Bus. Review. | Miami, v. 8 | n. 5 | p. XX-XX | eOXXX | 2023.

16




Rojas, S. P. A,, Carrasco, M. C. V., Rodriguez, V. H. P., Espinoza, J. L. V., Delgado, F. M. C., Navarro, L. R. R. (2023)

Strategic Management and Quality of Service of Public Transportation Companies from Bagua - Peru

Luna, I., Guzman, O., Guerrero, C., & Moreno, J. (2021). Valoracién del desempefio
ocupacional: factor integrador en la calificacion de la pérdida de capacidad laboral y
ocupacional. Revista de la Universidad Industrial de Santander. Salud, 53, 1-10.
https://doi.org/10.18273/saluduis.53.e:21035

Maldonado, A. (2021). Representacion escolarizada de la evaluacion: Un aprendizaje social
profesional. Alteridad.Revista de Educacion, 16(2), 184-197.
https://doi.org/10.17163/alt.v16n2.2021.02

Marulanda, F., Arango, D., & Restrepo, J. (2021). Gestion Estratégica en Tiempos de Covid-
19: Una Mirada desde el Sector Turistico - Subsector Alojamiento. Revista Universidad y
Empresa, 23(41), 1-34. https://doi.org/10.12804/revistas.urosario.edu.co/empresa/a.10376

Mena, D. (2019). La cultura organizacional, elementos generales, mediaciones e impacto en
el desarrollo integral de las instituciones. Pensamiento & Gestion(46), 11-47.
https://doi.org/10.14482/pege.46.1203

Molina, H. (2000). Establecimiento de metas, comportamiento y desempefio. Universidad
ICESI, 16(75), 23-33. http://www.scielo.org.co/scielo.php?script=sci_arttext&pid=S0123-
59232000000200002&lang=es

Oblitas, A. (2019). "Analisis del nivel de satisfaccion de los usuarios del transporte publico
(taxis) en la ciudad de Sucre". Scielo, 12(20), 149-171.
http://www.scielo.org.bo/pdf/riyn/v12n20/v12n20_al2.pdf

Olano, R., & Rios, D. (2020). Gestion estratégica, Politicas y Calidad educativa en el
Contexto Universitario. Revista Electronica de Investigacion en Ciencias Economicas, 8(15),
26-38. https://doi.org/10.5377/reice.v8i15.9940

Palacio, A. K. (2020). Social business responsibility: evolution and importance inside
organizations. Revista Colombiana de contabilidad, 8(15), 75-85.
https://journals.sagepub.com/doi/10.1177/000765039903800303

Paredes, P., & Alejandro, M. (2022). Calidad del servicio de transporte y la decision del
traslado en tiempos de pandemia. Apuntes De Economia Y Sociedad, 3(1), 46-56.
https://doi.org/10.5377/aes.v3i1.14605

Pérez, O., & Pinto, R. (2022). Satisfaccion del servicio de transporte publico en los
estudiantes universitarios. Revista Iberoamericana para la Investigacion y el Desarrollo
Educativo, 12(23), 1-21. https://doi.org/10.23913/ride.v12i23.1004

Quaranta, N. (2019). La comunicacion efectiva: un factor critico de exito en el trabajo en
equipo. Enfoques, 31(1), 21- 46. http://www.scielo.org.ar/scielo.php?pid=S1669-
27212019000100003&script=sci_abstract&tlng=pt

Quifiones, R., & Pillaca, R. (2020). Calidad de servicio durante la pandemia covid-19, en
usuarios de linea 1 del metro de lima, 2020. Revista de Investigacion Cientifica Agora, 7(2),
120-126. https://doi.org/10.21679/arc.v7i2.154

Ramirez, R., Lay, N., & Sukier, H. (2020). Gerencia estratégica para la gestion de personas
del sector minero de Venezuela, Colombia y Chile. Informacion Tcnologica, 31(1), 133-140.
http://dx.doi.org/10.4067/S0718-07642020000100133

Intern. Journal of Profess. Bus. Review. | Miami, v. 8 | n. 5 | p. XX-XX | eOXXX | 2023.

17




Rojas, S. P. A,, Carrasco, M. C. V., Rodriguez, V. H. P., Espinoza, J. L. V., Delgado, F. M. C., Navarro, L. R. R. (2023)

Strategic Management and Quality of Service of Public Transportation Companies from Bagua - Peru

Ramos, K., Podesta, L., & Ruiz, R. (2020). Calidad de servicio y satisfaccion de pacientes
sometidos a tratamientos estéticos faciales minimamente invasivos de una clinica privada.
Lima-Peru. 2019. 20(3), 1-7. http://dx.doi.org/10.24265/horizmed.2020.v20n3.07

Restrepo, J., Marulanda, F., & Arango, D. (2021). La gestion estratégica en tiempos de Covid-
19: una mirada desde el sector turistico - subsector de alojamiento. Revista Universidad &
Empresa, 23(41), 1-34. https://doi.org/10.12804/revistas.urosario.edu.co/empresa/a.10376

Riveros, J., & Santos, O. (2021). Calidad del servicio educativo en una institucion educativa,
region Callao 2020. Igobernanza, 4(15), 496-526.
https://doi.org/10.47865/igob.vol4.2021.147

Rogel, J. L. (2018). La calidad de servicio y satisfaccion del cliente: binomio en agencias de
viaje en Ecuador. Memoralia(15), 128-139.
http://revistas.unellez.edu.ve/index.php/rmemoralia/article/view/777

Roy, J., Tri, J., Nayat, M., Fadil, S., Ardiansyah, B., & Perwira, A. (2021). The Effect of
Service Quality on Customer Satisfaction in an Automotive After-Sales Service. Open Innov.
Technol. Mark. Complex, 7(116), 2-12. https://doi.org/10.3390/joitmc7020116

Serrato, A. D. (2019). Aproximaciones tedricas a la planeacion estratégica y la contabilidad
gerencial como elementos clave en la gestion de las pymes en Colombia. Pensamiento &
Gestion(46), 161-186. http://www.scielo.org.co/scielo.php?pid=S1657-
62762019000100161&script=sci_abstract&ting=es

Silva, J. G., Macias, B. A., Tello, E., & Delgado, J. G. (2021). La relacién entre la calidad del
servicio, la satisfaccion del cliente y la lealtad del cliente: un estudio de caso de una empresa
comercial en México. Ciencias UAT, 15(2), 85 -101.
https://doi.org/10.29059/cienciauat.v15i2.1369

Tam, P.T. & Thuy, L.T. (2023). Technology Affecting the Service Quality of Commercial
Banks in Vietnam. International Journal of Professional Business Review, 8(4), 1-22.
https://doi.org/10.26668/businessreview/2023.v8i4.1757

Valencio, M., Lazaro, D., & Martinez, J. (2019). Application of the SERVQUAL model to
evaluate the quality in the transportation service in Morelia, Mexico. DYNA fac.nac.minas,
86(211), 64-74. https://doi.org/10.15446/dyna.v86n211.78368

Van, Y. G., Klein, H. J., Asplun, K., Bentein, K., Breitsohl, H., & Cohen, A. (2018). The
future of workplace commitment: key questions and directions. European Journal of Work
and Organizational Psychology, 27(2), 153-167.
https://doi.org/10.1080/1359432X.2018.1443914

Intern. Journal of Profess. Bus. Review. | Miami, v. 8 | n. 5 | p. XX-XX | eOXXX | 2023.

18




