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Abstract: This research seeks to determine whether Key Performance 

Indicators (KPIs) that incorporate sustainability in small and medium-sized 

companies (SMEs) of inspection services improve their competitiveness and 

sustainability in the market with the mix of Triple Bottom Line (TBL) 

strategies. For this, the best sustainable KPIs can be collected, empowering 

companies to follow unique steps since the application models of these 

indicators do not present uniformity for all organizations. The methodology 

used is a descriptive and exploratory study with a corresponding literary 

review, using data collection instruments such as a survey that projected the 

internal perspective of SMEs and their importance of applying sustainability 

at the micro and macro level and of the instruments for the formation of a 

manageable set of KPIs that fit the size of the company, in addition to presenting 

data on the best way to determine sustainable KPIs. The results show that there 

is no standard model to apply these indicators in a certain company. 
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Introduction 

The definition of KPIs at the business level is essential 

for the sustainability of SMEs, this is because an expected 

effect is the achievement of competitiveness within the 

market, so much so that it allows the evaluation of the 

fulfillment of organizational objectives (both in economic 

resources and time). However, SMEs have drawbacks 

regarding the management of KPIs, among which we can 

mention: (a) The definition of these without relating them to 

the strategic objectives of the company; (b) the creation and 

maintenance of a very large set, but little focused on the 

Critical Success Factors (CSF) of the company and; (c) 

resistance to change due to the traditional organizational 

culture implemented in SMEs, that is, since KPIs are a type 

of metric from which an evaluative result is obtained. 

Therefore, it is proposed to answer the following 

question: To increase the competitiveness of inspection 

SMEs in the area of foreign trade, is it necessary to 

determine sustainable KPIs? This question will be 

answered through the collection of quantitative data, in 

addition to the literary review on the tools and applied 

designs that can lead to determining the KPIs in a manner 

consistent with the size of the companies. SMEs that 

participate in foreign trade, such as inspection services, 

must seek to achieve greater competition because there are 

gigantic organizations that operate in more than one 

country and therefore achieve a larger market share. Both 

the reputation of the entity and its commitment to caring for 

the environment are immersed in an approach to the TBL. 

This study stated that SMEs of inspection services 

should create sustainable strategies and objectives based 

on the previous concept and that this is the basis for the 

determination of KPIs. The incorporation of this system 

of three perspectives to achieve the measurement of 

sustainable KPIs in this type of company will provide an 

increase in their competitiveness that will be reflected in 

the improvement of the supply chain, mainly at the point 

of arrival (imports), since that these companies contribute to 

the control of the nationalization of products or goods in the 

qualities required for consumption following the 

requirements outlined in the regulations of the National 

Standardization Institute (INEN) and the Ecuadorian 

Accreditation Service (SAE) (Edgeman et al., 2015). 

This article has the following structure: It begins with 

a bibliographic review of KPIs, sustainability, 

competitiveness, categorization of companies according 

to their size, and other concepts to improve understanding 

of the subject. Later, the methodology to be used for data 

collection is described. Then the results obtained are 
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reviewed through a Chi-square analysis and at the end, the 

conclusion and future research are written. 

Literary Review 

As part of the bibliographic review, literature on SMEs 

in the Ecuadorian context is introduced, in the first 

instance, then the importance of KPIs within business 

management and other data about this class of indicators 

is detailed; also on the approach of the TBL, that is, on 

sustainability and its perspectives and finally, the 

importance of the competitiveness variable is described. 

For this literary review, papers from high-impact journals 

were used that will help the development of a bibliometric 

study and that will form part of the conceptual framework. 

Materials and Methods 

The Importance of SMEs in the Economy: 

Ecuadorian Context  

Since in Latin America there is no economic block as 
such, the categorization of companies depends on the 
country from which it is mentioned, Ecuador adopted its 
methodology to classify or categorize companies 
according to article 3 of Decision 702 of the Andean 
Community of Nations (CAN), as shown in Table 1. 

Taking the CAN classification as a reference, the 
Superintendency of Companies, Securities and Insurance 
(SCVS) dictates that Ecuadorian companies can be 
categorized according to two variables: (1) The gross 
value of annual sales and (2) the number of employees’ 
assets, in this sense, stratum II describes small companies. 

Encompassing small companies within what is known 
as SMEs; These, together, form the largest economic 
force in Ecuador; They are the engine of the economy, and 
thanks to them there is a greater number of jobs, thus, they 
contribute to the socio-economic growth of the country. 
SMEs are affected by internal and external factors that 
cause market exits, mentioning the main internal factor is 
that in their minority they have suitable or qualified 
people to manage them, for this job specialized 
knowledge is needed to carry out the correct business 
management (Yance et al., 2017; Panno, 2020). 

As of the first quarter of 2018, according to data from the 
SCVS, 33.75% of the total number of companies (68,536) in 
the country are small companies. A subdivision Furthermore, 
it is established whether the capital is family-owned or not, 
85.29% (19,729 companies) are constituted by shareholders 
who are part of the family nucleus and the remaining 14.71% 
(3,402 companies) are constituted with capital from different 
sources (Camino and Bermúdez, 2018). More details of the 
number of companies for each category are in Table 2. 

Characterization of Services with Emphasis on its 

Supply Chain 

Services have different and relatively unique 

characteristics compared to the manufacturing sector, due 

to the fact, that their processes are tangible, on the other 

hand, services are 'acts' for such they are considered 

intangible and in addition to this, they have other 

additional characteristics that are mentioned in Table 3 

(Huong-Tran and Kummer, 2015; He et al., 2016). 

When talking about the supply chain many concepts 

reach the same end, that of solving problems in the 

duplication of efforts in companies and thus improving 

their response capacity, in such a way that this, when 

managed effectively, produces a reduction of costs, 

increase of income, improvement in customer 

satisfaction, reduction of waiting time in deliveries; In 

other words, globally, the quality of the service is 

improved (Mendoza et al., 2014). 

A service supply chain, in a standard way, is linearly 

represented in a two-way (bidirectional) way in which 

three main subjects intervene, these are (1) the Focal 

provider, (2) the supplier, and (3) the consumer (Fig. 1). 

Express that the interest in studying the service supply 

chain is since there is no flow of goods per se, but rather 

focuses on intangibility: The client must have excellent 

service or suppliers must formally fulfill its obligations 

both in time and quality. According to Jääskeläinen and 

Laihonen (2014) to develop performance measures such 

as the KPIs applied in the services, those that contribute 

to: 

 

 Minimize consumer waiting time  

 Minimize downtime (of employees and resources)  

 Maximize resource performance  

 Maximize the consumer experience  

 Increase the value of the service 

 

Measuring performance consists of integrating measures 

for the entire organization, however, it must be carried out 

through a process with structured steps, the measurement of 

partial performance does not come close to defining the 

reality of the organization, thus, the measurement must at 

least (a) connect to business strategies, (b) integrate financial 

and non-financial measures, (c) promote global optimization, 

(d) distinguish the strategic, tactical and operational levels. 

In this sense, performance measurement must be developed 

through a series of steps: it generally begins with a definition 

of the strategic framework (mission, vision, and stakeholder 

requirements Later, the process framework is defined 

(objectives, strategies, FCE, and indicators, and finally the 

metrics are monitored using deployment diagrams. The 

performance measures do not have a standardized model that 

can be used. They depend on the (a) size of the company, (b) 

business activity, (c) commercial branch, etc., the size 

indicates the level of sophistication since, the larger the size, 

the more resources (for research, innovation, planning, 

expertise, and implementation) will be used and there will 

be a greater flow of information (Mohd, 2014). 
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Table 1: Categorization of companies according to the CAN 

Variables Stratum I Stratum II Stratum III Stratum IV 

Employed personnel 1-9 10-49 50-99 100-199 

Gross value of annual sales (USD $) ≤ 100,000 100 001 to 1 000 001 to 2 000 001 to 

   1 000 000 2,000,000 5,000,000 

Note: Built according to Decision 702 of the CAN in its article 3, elaborated by authors. 

 

Table 2: Participation of companies due to their size 

 Number of  Frequency  

Size Companies in% 

Big  3 820 5.57 

Median 9 334 13.62 

Small 23 131 33.75 

Micro-enterprise 32 251 47.06 

Total 68 536 100.00 

Note: Constructed and based on data from the SCVS of 2 018, elaborated by authors. 

 

Table 3: Characteristics of the services 

Characteristic Definition 

Intangibility The services cannot be touched, seen, tasted, or sniffed. 

Simultaneity The customer must be present when the service is provided. That is, the production

 and consumption of the service occur at the same time; they cannot be separated. 

Heterogeneity The services are not standardized, most are personalized; each client has their own

 experience and perception about it. 

Perishable If the service is not consumed when it is available, then there is no opportunity to

 save it for the future, the unused capacity is lost forever. 

No storage  Because the service is perishable, it is impossible to store it in a warehouse, and the

 storage function is inapplicable. 

Work intensity Service operations involve human resources; the role that this resource has is the

 basic function of the services. 

Note: Built according to the characteristics of Huong and Kummer (2015), elaborated by authors. 

 

 
 
Fig. 1: Basic structure of the service supply chain; Note: Built according to the characteristics of Huong and Kummer (2015), 

elaborated by authors 

 

Notion and Importance of KPIs in 

Business Management 

The KPIs are intended to measure the performance of 

an activity or the performance of the organization, which 

helps the company to be aware of the degree of 

development that it is having in time t; also, according to 

is ideal for detecting unexpected deviations and 

evolutions in the organization's behavior to objectives. 

KPIs are a control tool that allows taking corrective 

measures at an opportune moment, for decision-making 

focused on the benefit of the company (Kerzner, 2015). 
Some basic factors that these indicators should have 

been (a) limitation and (b) manageability; The first refers 

to the number of KPIs that should be defined. Experts 

recommend that a company should have a maximum set 

of twenty KPIs, although there are authors who only 

advise ten when they are just being applied. while the 

second emphasizes the ability to obtain the data to 

generate the result, as well as the degree of difficulty for 

its calculations. These can be used in different branches 

of the industry ranging from supply to sales, through the 

area of marketing, quality, risk management, etc., in the 

supply chain or value chain it is applicable in the same 

way (Parmenter, 2015). The selection of KPIs brings with 

it the following advantages (Fig. 2). 

It is common to find companies that do not apply KPIs 

in their management, what they express when 

investigating them is that they do not have practical guides 

and trained personnel to have a clear idea of how to do it 
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(Neeraj and Neha, 2015). Authors recommend using the 

SMART rule, so KPIs should be (Fig. 3). 

Among other more specific characteristics that KPIs 

must present, the following are mentioned: 

 

 Not expressed in monetary terms: ¥, $, €, etc. 

 Be measured according to business needs: Daily, 

weekly, biweekly, monthly, bi-monthly, quarterly, etc. 

 Coordinate from the strategic level of the 

company: Chief Executive Officer (CEO), 

president, senior managers 

 Incorporate having a significant impact; this implies 

affecting the FCE and the basic perspectives of the 

Balanced Score Card (BSC) (Fig. 4) 

 Prepare to be shown in real-time 

 Align with corporate objectives and strategies 

 Facilitate their understanding for any individual 

interested in them 

 Focus on FCEs or high-value tasks 

 Be constantly reviewed, evaluated, and updated 

 

KPIs can be of the following types: Operational and 

strategic, the former is used to measure the degree of 

operation of the processes, and the latter is used to 

measure the degree of compliance with the strategic 

objectives (Corral, 2017). Another classification refers to 

KPIs laggings or KPIs leadings; laggings are those that 

measure past performance, and leadings are controllers to 

measure future performance (Kursini et al., 2015). 

For performance measurement, the identification of 

KPIs should be the first option, since it contributes to 

obtaining better performance by enhancing the 

organizational mission through the holistic way in which 

KPIs are evaluated, this leads to the development of 

strategies to optimize decision-making in cases of 

failures in internal processes because they place a 

problem in time so that there are no potential 

implications (Azam, 2015; Lavy et al., 2014). 

A recommended methodology is the following: (1) 

Focus and analysis of the mission and vision, objectives, 

and strategies, (2) definition of indicators that are key to 

the sustainability of the business and that arise from the 

strategic objectives taking into account the FCE, (3) 

delimitation of the number of KPIs to be used according 

to the characteristics mentioned above or using analytical 

tools, (4) collect in a database or software the selected 

KPIs or make a selection through a team of experts, who 

with the use of a survey choose them, (5) evaluation of 

KPIs through comparison techniques such as 

benchmarking, (6) report to stakeholders using (as a 

recommendation) the frameworks of the Global Reporting 

Initiative (GRI) or through the deployment graphs and (7) 

modification of KPIs due to changes in objectives, goals, 

vision change or extension in the line of products offered 

(Oshika and Saka, 2017) 

Competitiveness and its Relationship with KPIs 

Achieving competitiveness implies, in the first 
instance, having a diagnosis of the real situation (at a 
certain date) of the company, the KPIs for their part 
evaluate the performance of processes and activities 
through quantifiable measures, thus, the KPIs can become 
a tool to achieve that competitive advantage that 
companies long for in the market, since these allow decisions 
to be made more objectively based on numerical data, 
however, the selection of KPIs is a critical stage in which 
special attention must be paid because those metrics chosen 
will affect (positively or negatively) directly the growth of 
the company (Bai and Sarkis, 2014). 

Relevance of Integrating Sustainability in 

Companies 

Since the industrial revolution, environmental damage 

has increased exponentially, which is why companies are 

currently opting to develop strategies that help mitigate 

these impacts through the incorporation of clean 

technologies and there are also international organizations 

who are supporting these activities in pursuit of the cause 

(Belvedere and Grando, 2017). 

Sustainability, unlike previous years, includes the 

social and environmental factors within corporate 

strategies, extending the economic dimension within its 

strategic plans; if each company (value chain) that is part 

of the supply chain adds it, it is possible to obtain greater 

profitability and customer satisfaction (Panigrahi et al., 

2018). For the integration of sustainability, the company 

must include an approach to TBL which consists of 

incorporating three pillars, these are: Economic, social 

and environmental giving the same weight to each; the 

economic part refers to the activities that promote 

financial prospects in the medium and long term, to the 

environment it refers to guaranteeing environmental 

protection by measuring the impact of the business on the 

environment, in terms of social refers to the promotion of 

social equity, cohesion, prosperity and fundamental rights 

(Al-Samman and Al-Nashmi, 2016; Braccini and 

Margherita, 2019). The integration of sustainability must 

be gradual and the associated advantages go beyond 

obtaining greater profitability; the company builds a 

strong image (good reputation), thanks to the commitment 

to its employees, there is a better recognition of the brand 

by the masses and therefore greater loyalty, these are the 

advantages of incorporating social issues; In 

environmental matters, resources are optimized by 

minimizing the volume of waste, saving money that could 

later be used to innovate in the company (Tseng et al., 

2015; Nagariya et al., 2021).  
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It is necessary to re-conceptualize the value that the 

company provides to its customers, thus, the business 

model must be redesigned where ecological efficiency 

prevails to create competitive advantages that will 

contribute to the sustainable development of the company 

and society. (Bocken et al., 2014). Among the possible 

actions to incorporate are those shown in Table 4: KPIs 

Selection and Evaluation Tools with the review of 

scientific articles, it has been possible to construct Table 5 

that shows, according to parameters, different applicable 

tools to select or evaluate KPIs.  

Methodology and Analysis of Results  

The research has a quantitative approach, deductive 

logic, and the search for both qualitative and quantitative 

variables through the realization of the instrument that has 

been validated by an expert and the references of previous 

research, therefore, this study has a bibliographic method 

using a review of scientific articles in high-impact 

journals and is considered a non-experimental cross-

sectional study due to the sampling in a single instance. 

The surveys were addressed to stakeholders of an 

inspection SME in the city of Guayaquil, in which data 

were collected from 30 members and was based on a            

three-way address (1) academic with knowledge in 

Management Information Systems, (2) academic with 

knowledge in Organization and Business Methods and (3) 

technical in the area of Foreign Trade; With these three 

points of view, a data without bias was obtained that 

allowed answering the survey prepared and presented in the 

instrument. The research is descriptive and exploratory since 

it will analyze the feasibility of applying sustainable KPIs 

because it is a relatively new topic that does not have 

applications to service SMEs and even more so to 

companies engaged in foreign trade in Ecuador. 

To collect this type of data, a structured questionnaire of 

ten questions was elaborated, with a Likert measurement 

scale, the coding used is detailed below: 1 = very negative 

approach, 2 = negative approach, 3 = neutral approach,            

4 = positive approach and 5 = very positive approach.           

Table 6 shows how the questionnaire was structured. 

The first category is about a survey introduction, we 

elaborated on two questions to identify the knowledge 

level. The second category is focused on the need for the 

philosophical elements for establishing a set of efficient 

KPIs (Lavy et al., 2014). Later, the third category is based 

on the core of this research, which is asking the question 

of sustainability within an enterprise (Oshika and Saka, 

2017). Finally, the fourth category is about performance 

measurement, not only KPIs but a full measurement 

system for improving business management (Jääskeläinen 

and Laihonen, 2014). 

For this, the instrument's reliability guarantee was 

verified using Cronbach's Alpha, obtaining a value of 

0.873, which is sufficient to accept its validity. 

The test of the hypothesis is to demonstrate that KPIs 

affect the sustainability of the inspection services 

companies, for this, the Chi-Square is used by having a 

sample of 30, with a significance of 0.05 and confidence 

of 0, 95%, therefore, the KPIs and sustainability variables 

are based on the relationship that are independent 

variables, where the relationship of the two variables is 

observed in the results, thus, the H0 will be equal to u and 

H1 will be different from u, with the use of SPSS 23 the 

data presented were the following:  

In Table 7, it is observed that the Chi-square is 0.019 

is less than the value p = 0.05, so the H0 is rejected, then 

the alternative hypothesis is accepted where there is 95% 

that the KPIs have a close relationship with the 

sustainability in foreign trade service companies. 

In the descriptive data of the interest group of the 

SME, it was determined that approximately 70% have not 

heard very often about the application of KPIs, and about 

54% expressed that the application of KPIs is "important" or 

"very important". 70% think that the design of performance 

measures is feasible, around 67% believe that the SME has a 

"good" or "excellent" definition of its philosophical 

elements, 63% consider the definition of the strategic 

objectives of the SMEs as "efficient" or "very efficient", 

almost three-quarters of the interest group indicated that the 

SME develops sustainable activities and that they could call 

themselves "sustainable suppliers", approximately 74% 

consider it "important" or "extremely important" to develop 

strategic objectives sustainable in SMEs, 77% of the interest 

group said that frequent monitoring of the KPIs (after its 

definition) is "essential" or "very essential" to promote the 

sustainability of the SME, a percentage higher than 70% said 

that the application of KPIs It could improve business 

management and change the current organizational culture 

and around 90% expressed that they would “definitely” or 

“probably” use KPIs because of the benefits they can bring 

to the company and around 90% expressed that they would 

“definitely” or “probably” use KPIs because of the benefits 

they can bring to the company and around 90% expressed 

that they would “definitely” or “probably” use KPIs because 

of the benefits they can bring to the company. 
In general, the results of the survey show that people 

associated with a foreign trade SME, to a large extent, do 

not know about the application of KPIs, because they have 

heard nothing or little about them, which could be 

correlated to the fact that close to the half consider them 

of little importance or are not interested in the subject. On 

the other hand, referring to the feasibility of the 

application, taking into account: The philosophical part, 

the size of the company, and the resources available to an 

SME; knowing that the sophistication of measuring 

performance depends on the three factors mentioned; The 

interest group points out that KPIs can be incorporated, 

such that they are aware that these can improve some 

aspects such as their management and organizational 



Rafael Apolinario et al. / Journal of Social Sciences 2022, Volume 18: 29.38 

DOI: 10.3844/jssp.2022.29.38 

 

34 

culture. More internally, the people integrated with an 

SME know the philosophical part, they are related to the 

strategic level and they realize what are the strengths (or 

CSF) that they possess; They consider that they manage 

activities that promote environmental care and CSR, thus, 

they see the importance of developing sustainable 

strategic objectives as responsible for generating 

greater competitiveness. Finally, in the hypothetical 

case of applying them, they believe a later stage is 

necessary which consists of monitoring and evaluation 

and in this phase, constant feedback is allowed to focus on 

business sustainability. 

 

 
 

Fig. 2: Advantages of KPIs; Note: Taken according to Marr, elaboration of authors. 
 

 
 

Fig. 3: SMART Rules for KPIs 
 

 
 

Fig. 4: Example of application of KPIs in service companies with BSC 
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Table 4: Activities for the sustainable development of a company 

Corporate social responsibility Environmental management 

Outsourcing Energy consumption 

Fair wages Greenhouse Gas Emissions (GHG) 

Stable working conditions Pollution footprint from outsourcing services consumption 

Social security 

Occupational health 

Community participation 

Note: Table constructed according to Bocken et al. (2014), author elaboration 

 
Table 5: KPIs selection and evaluation tools 

Authors Year ID Evaluation Sector Sustainability 

Chunguang Bai and Joseph Sarkis 2014 Neighborhood Data Envelopment Undefined Yes 

  Rough set theory analysis  

  Frazelle Model and SNORM based in Services Undefined 
and Vembri Noor Helia  Analytical hierarchy process Benchmarking the unique  

Toor and  2010 Critical success factors theory Benchmarking technique Services Undefined 

Ongulana 

García-Arca et al. 2018 Action research on overall Benchmarking on overall Services Yes 

  Equipment effectiveness Equipment effectiveness 

Lavy et al. 2014 Critical success factors theory Balanced score card Services Yes  
  and categorization mechanisms Approach, benchmarking, post 

   Occupancy evaluation, developing 

   performance metrics 

Note: Table constructed through a theoretical review, and elaboration of authors. 

 
Table 6: Questionnaire structure 

Categories and items 

C1: Knowledge about KPIs in foreign Trade SMEs  

I1: Prior knowledge about the application of KPIs in SMEs in foreign trade 

I2: Importance of the application of KPIs in SMEs in foreign trade 

C2: Philosophical elements in SMEs-Lavy, García and Dixit (2014)  

I3: Feasibility of designing performance measures in SMEs 

I4: Goodness of the definition of the SMEs’ philosophical elements 

I5: Efficiency of the SME's strategic objectives 

C3: Sustainability in SMEs-Oshika and Saka (2017) 

I6: Sustainability of the activities carried out by the SME 

I7: Importance of the development of sustainable strategic objectives within the SME 

C4: Performance Measurement-Jääskeläinen and Laihonen (2014) 

I8: Importance of monitoring KPIs for the sustainability of the SME 

I9: Applicability of KPIs for improving business management 

I10: Interest in measuring business performance through KPIs 

 

Table 7: Chi-square test 

 Chi-square tests 

 Value Gl Asymptotic significance (bilateral) 

Pearson's Chi-square 150,869a 117 0.019 

Likelihood ratio 80,504 117 0.996 

Linear by linear association 15,026 1 0,000.000 

N of valid cases 30   

To. 140 cells (100.0%) have expected a count less than 5. The minimum expected count is .03 

 

Results 

Among the data obtained in the survey based on the 

aforementioned dimensions, in the analysis concerning 

whether KPIs can increase the competitiveness and 

sustainability of SMEs and the best way to apply them. 

Among the dimensions are (1) generating competitive 

advantages due to the change of organizational culture, (2) 

sustainability of SMEs in the national market, and (3) 

benefits that they can bring if they are applied 

(massification) to the Balance of Services, (4) 

incorporating sustainable activities in SMEs and (5) 

conducting selection, evaluation, and monitoring of 

performance measurement (KPIs). Managers, in most 
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cases, have to manage the company traditionally, or many 

times due to their interests and others due to the old 

leadership mentality they want or intend to evade the level 

of complexity that new Technological Tools (ICTs) can 

bring in terms of information management, which 

requires trained personnel with technical knowledge to 

afford to invest in these kinds of technologies. The change 

of the organizational culture in a company that has been 

within a company for many years is somewhat more 

difficult compared to those that have only a few years 

since it requires more time to readjust to new visions, new 

ways of managing certain areas, how decisions are made, 

among others; Of course, costs are also incurred for staff 

training; referring to this, Commonly the resources 

necessary to implement "new ways of ..." is a sensitive 

issue in those who lead a company, for this reason, they 

shy away from changes. At the national level, companies 

do not know how to measure competitiveness, this 

element is essential if you want to obtain sustainability, 

by not knowing how to measure it, companies are less 

productive causing money and strength to be lost in the 

market.  

 

Discussion 

Sustainability requires that care for the environment be 

considered within its values and policies as a change in 

organizational culture that employees must embrace in 

such a way that this ideal serves them to create long-term 

sustainable strategies. A company is sustainable when it 

can capture market share, and maintain a proactive state 

for this reason they shy away from changes. At the 

national level, companies do not know how to measure 

competitiveness, this element is essential if you want to 

obtain sustainability, by not knowing how to measure it, 

companies are less productive causing money and 

strength to be lost in the market. Sustainability requires 

that care for the environment be considered within its 

values and policies as a change in organizational culture 

that employees must embrace in such a way that this ideal 

serves them to create long-term sustainable strategies. A 

company is sustainable when, it is able, to capture market 

share, and maintain a proactive state for this reason they 

shy away from changes. At the national level, companies 

do not know how to measure competitiveness, this 

element is essential if you want to obtain sustainability, 

by not knowing how to measure it, companies are less 

productive causing money and strength to be lost in the 

market. Sustainability requires that care for the 

environment be considered within its values and policies 

as a change in organizational culture that employees must 

embrace in such a way that this ideal serves them to create 

long-term sustainable strategies. A company is 

sustainable when it can capture market share, and 

maintain a proactive state Companies are less productive 

causing money and strength to be lost in the market. 

Sustainability requires that care for the environment be 

considered within its values and policies as a change in 

organizational culture that employees must embrace in 

such a way that this ideal serves them to create long-term 

sustainable strategies. A company is sustainable when it 

can capture market share, and maintain a proactive state 

company is less productive causing money and strength 

to be lost in the market. Sustainability requires that care 

for the environment be considered within its values and 

policies as a change in organizational culture that 

employees must embrace in such a way that this ideal 

serves them to create long-term sustainable strategies. 

A company is sustainable when it can capture market 

share, maintain a proactive state and deliver 

personalized services.  

 

Conclusion  

In conclusion, sustainability is a synergy between 

organizational culture, leadership, innovation, economic 

growth, and knowledge management. It should be noted 

that at least most SMEs should apply the KPIs so that 

there is some degree of impact on the Balance of Services, 

in that case, among the advantages obtained are greater 

incorporation of money into the flow and economic cycle, 

Hence, a greater contribution of capital to this balance, 

because greater profitability is generated in service SMEs. 

To incorporate sustainable activities, initially, 

organizational culture has to be developed in which SMEs 

consider sustainability as something to maintain, 

generally, companies only think about being profitable 

(productive), but they do not consider sustainable 

activities, the good thing is that SMEs are more creative, 

flexible and can redirect themselves faster than large 

companies. The sustainable activities that they can 

develop when they just start are: (a) Reuse the paper 

occupying several pages and (b) use an express service for 

all staff, then the activities that generate the greatest 

impact on the environment should be evaluated to the 

construction of KPIs that include environmental factors. 

Sustainable strategies allow more than efficient use of 

resources, and enhance the image of companies, 

sustainability refers to the TBL that is currently an 

innovative way for competitive development. flexible and 

can be redirected faster than large companies. The 

sustainable activities that they can develop when they just 

start are: (a) Reuse the paper occupying several pages and 

(b) use an express service for all staff, then the activities 

that generate the greatest impact on the environment 

should be evaluated to the construction of KPIs that 

include environmental factors. Sustainable strategies 

allow more than efficient use of resources, and enhance 

the image of companies, sustainability refers to the TBL 

that is currently an innovative way for competitive 
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development. flexible and can be redirected faster than 

large companies. The sustainable activities that they 

can develop when they just start are: (a) Reuse the 

paper occupying several pages and (b) use an express 

service for all staff, then the activities that generate the 

greatest impact on the environment should be evaluated 

to the construction of KPIs that include environmental 

factors. Sustainable strategies allow more than efficient 

use of resources, and enhance the image of companies, 

sustainability refers to the TBL that is currently an 

innovative way for competitive development. then the 

activities that generate the greatest impact on the 

environment should be evaluated for the construction 

of KPIs that include environmental factors. Sustainable 

strategies allow more than efficient use of resources, 

and enhance the image of companies, sustainability refers to 

the TBL that is currently an innovative way for competitive 

development. then the activities that generate the greatest 

impact on the environment should be evaluated for the 

construction of KPIs that include environmental factors. 

Sustainable strategies allow more than efficient use of 

resources, and enhance the image of companies, 

sustainability refers to the TBL that is currently an innovative 

way for competitive development. 

Future Implications  

In the definition of KPIs, where it is recommended to 

carry it out based on sustainable objectives/strategies, it 

can also be done using the Delphi method; In the 

selection, multivariate statistical techniques such as 

principal component analysis and analysis of variance 

could be used to form a set of indicators that a small 

company can use; In the evaluation and monitoring stage, 

the use of the BSC is a useful tool, on the other hand, there 

is the KPIs Dashboard, traffic lights and speedometer, a 

mathematically complex tool such as Data Envelopment 

Analysis (DEA) can also be mentioned, if you want to go 

further (Chiu et al., 2007). All these stages are aimed at 

improving decision-making, aiming at achieving 

competitiveness in the market. Considering the 

importance of companies that participate in foreign trade 

in the country's economy, it is intended to incorporate 

sustainable KPIs in an inspection company, because these 

are a vital part of the (international) supply chain that enables 

trade between countries. allowing the movement of goods in 

a certain place following the provisions, thus the 

certifications must denote neatness, in this the professional 

ethics of the inspector is considered intrinsic, making this 

activity a key point for internal trade. 
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