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La presente investigacion tiene como objetivo: disefiar e implementar el
Balanced Scorecard y el Sistema de Gestion de Calidad, bajo la norma ISO
9001:2015, para mejorar el desempefio global de la empresa Promociones e
Inversiones Cinco S.A.C. El enfoque general de la investigacion es mixto por la
combinacién del enfoque cuantitativo y cualitativo. El tipo de investigacion es
experimental a un nivel aplicativoy de disefio transversal con pre y posprueba.
Para la recoleccion de datos se recurrié a la investigacién documentaria de la
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empresa, entrevistas, reuniones y encuestas. La investigacion partio del
diagnastico inicial de la organizacion, el cual proporcion6 la informacion que
permitié a la empresa responder adecuadamente a los factores del entorno. El
Balanced Scorecard contribuy6 a mejorar la direccion estratégica de la empresa,
logrando el 90% de los objetivos a través de las iniciativas estratégicas. La
Prueba T permitio validar que la implementacion del Sistema de Gestion de la
Calidad, con el incremento del grado de satisfaccion de clientes como evidencia,
contribuye a mejorar la actividad de la empresa desde el punto de vista del valor
que se le entrega al cliente. Entre los periodos 2016 y 2017 se evidenci6 el
incrementode las ventasacumuladasen 1.26%, logrando mejorar la rentabilidad
de 46.82% a 49.01%. Entre otros logros importantes, se mejord la satisfaccion
de clientesde 71.4% a 85.6%, se incrementaron el nUmero de cargos recibidos
al 99%, se mejoro el cumplimiento de tiempos de entrega al 99%, disminuyeron
los reclamos en 0.01%, se incrementd el coeficiente preventivo. Finalmente, la
prueba Chi-Cuadrado permitié concluirque la aplicacion del Balanced Scorecard
y el Sistema de Gestion de Calidad contribuyé a mejorar el desempefio global de
la organizacion evidenciando el incremento de rentabilidad, satisfaccion de
clientes, optimizacién de procesos y mejora continua.

ABSTRACT

The objective ofthis research is to design andimplementthe Balanced Scorecard
and the Quality Management System, under the ISO 9001: 2015 standard, to
improve the overall performance of the company Promotions and Investments
Cinco S.A.C. The general approach of the research is mixed because of the
combination of the quantitative and qualitative approach. The type of research is
experimental at an application level and of transversal design with pre- and post-
test. For data collection, the company's documentary research, interviews,
meetings and surveys were used. The investigation started with the inital
diagnosis of the organization, which provided the information that allowed the
company to respond appropriately to the environmental factors. The Balanced
Scorecard contributed to improve the strategic direction of the company,
achieving 90% of the objectives through strategic initiatives. The T Test allowed
to validate that the implementation of the Quality Management System, with the
increase in the degree of satisfaction of clients as evidence, contributes to
improving the activity of the company from the point of view of the value that is
delivered to the client. Between the 2016 and 2017 periods, the increase in
accumulated sales was evidenced in 1.26%, improving the profitability from
46.82% to 49.01%. Among other important achievements, customer satisfaction
was improved from 71.4% to 85.6%, the number of charges received increased
99%, compliance with delivery times was improved to 99%, claims decreased by
0.01%, increased the preventive coefficient. Finally, the Chi-Square test allowed
us to conclude that the application of the Balanced Scorecard and the Quality
Management System contributed to improving the overall performance of the



organization, evidencing the increase in profitability, customer satisfaction,
process optimization and continuous improvement.



