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INTRODUCTION
The use of international and national quality and competitive per-

formance awards has long been recognized as an effective tool to measure 

outstanding industry performance of private and public organizations 

worldwide (Hendricks & Singhal, 2000). The importance of developing 

realistic evaluation models that fit the characteristics of an industry, re-

gion, or country, has also been a subject of research for practitioners and 

academicians for a long time. 

Having a business leadership award, whose goal is to recognize im-

provement efforts in any local business organization, is a significant pa-

thway to increase the competitiveness of local firms in Costa Rica. During 

the last 20 years, this country has become an important destination to 

direct foreign investments (DFI), mainly in the manufacturing, service 

and tourist sectors. Many of these transnational companies (TCs) have 

found in Costa Rica the perfect location to expand their operations and 

increase customer service levels. However, it has been proven that creating 

partnerships with local companies is a challenge for many TCs. Most 

local companies do not have a business culture to become suppliers or 

partners of TCs in more than one business; in many cases, local suppliers 

do not have the capacity to understand that a business relationship is 

not one negotiation. On the other hand, TCs are looking for long term 

business relationships that can only be sustained if local companies, along 

with TCs, work together on a continuous effort to improve their business 

processes. Also, many local companies are willing to export their pro-

ducts and services to other countries. Competing in an international scale 

is very hard for any firm, even for the largest ones. The customer level 

service, quality, and internal operation standards are very hard to meet. 

If local companies are considering seizing international market op-
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portunities, it is necessary to carry out 

a thorough evaluation of their internal 

processes and customer service levels, to move 

forward and become competitors at the inter-

national level. 

Other significant reasons to incorporate 

changes in order to improve the competitive-

ness of local companies, is the concept of Cor-

porate Citizenship. During the few last years, 

business organizations all over the world have 

turned their attention to what is really impor-

tant for any company as a business organiza-

tion. Being profitable is a direct consequence 

of keeping high levels of customer satisfaction. 

But besides financial satisfaction, many orga-

nizations have found that increasing internal 

and external activities to improve the life of 

their workers, protects the environment, helps 

the community with social projects, and im-

proves their public perception., This has beco-

me a core part of their business strategy. 

Despite the fact that world-

wide awards are broadly used 

(e.g. Malcolm Baldrige Quality 

Award, Shingo Prize, etc.) to 

evaluate company performan-

ce in terms of their internal 

operations, customer facing 

performance, and corporate ci-

tizenship, there might be some 

factors, e.g. cultural, social and 

economical, that might not be 

adequately addressed by the ge-

neral award models when they 

are applied to a specific loca-

tion or country. To that extent, 

the Costa Rican Chamber of 

Commerce (Cámara de Indus-

trias de Costa Rica) took the lead role in 1998 

and developed a model blending the Malcom 

Baldrige Award, European Quality Award, 

ISO standards, and the unique country cha-

racteristics, in order to recognize outstanding 

quality and performance. However, the model 

has not been statistically validated; therefore, 

the objective of this paper is to evaluate the 

model using a sample of several Costa Rican 

industries.

LITERATURE REVIEW: 
COMPETITIVENESS, 
INNOVATION AND 
SUSTAINABILITY

The theories of competitiveness, innova-

tion, and business sustainability provide the 

framework for business organizations to be-

come and remain successful in the long term 

(Smukowski, 2006). Metcalfe and Ramlogan 

(2008) stated that innovation is an economic 

act that relies on new perceptions of market 

opportunities. D’Cruz (1992) stated that 

competitiveness can be defined as the ability 

of a firm to design, produce, and/or market 

products superior to those offered by the com-

petition, considering price and non-price qua-

lities. During the last four decades, business 

organizations have seen the proliferation of 

several attempts to increase competitiveness, 

one of those attempts being the implementa-

tion of awards and similar frameworks. About 

the middle 80’s, the concepts of Quality Cir-

cles, and Total Quality Management (TQM) 

were conceived as a way to involve human 

resources from all company levels in the deci-

sion making (Kume, 1992). Several qualitative 

and quantitative tools came with the TQM 

concept that helped many business organi-

zations in the manufacturing, service, finan-

cial, and government sectors to redesign their 

processes in search of better 

levels of productivity (DeVor, 

Chang, & Sutherland, 1992). 

During the same decade, To-

yota was extensively studied 

by many researchers who 

coined the concept of lean 

thinking (Womack & Jones, 

2003). After TQM made a 

huge impact on the way bu-

siness organization’s managers 

looked at customers, the Six 

Sigma concept was developed 

by Motorola in the early 90’s. 

Perhaps the most important 

contribution of the Six Sig-

ma methodology, besides the 
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En pocas palabras: 
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son fundamentales e  influyen en los restantes.
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statistical process control foundation, was the 

addition of the Continuous Improvement Cy-

cle of Deming based on five steps: define, mea-

sure, analyze, improve, and control (DMAIC). 

With this new process improvement approach, 

business organizations were able to start em-

bracing continuous improvement over spora-

dic and finite attempts. 

Today’s global economy is classified as an 

innovation-based economy, but a few years 

ago the economy was labeled as a high-tech 

economy, and even before that, as a manufac-

turing-based economy (Situngkir, 2009). Mo-

rris (2006) promotes a definition where inno-

vation can be classified in four different ways 

according to the degree of development within 

the organization: incremental innovations, 

product and technology breakthroughs, busi-

ness model innovations, and new ventures. It 

is also possible to see innovation from a capa-

bility point of view. In regard to this concept, 

Christensen (2001) points out that managers 

who are interested in initiating an innovation 

process might be limited by the capabilities of 

their resources, processes, and values. 

Sustainability and Corporate Citizens-

hip are also becoming important core values 

of any firm today. According to The United 

States National Environmental Policy Act of 

1969, sustainability is defined as the “creation 

and maintenance of conditions under which 

[humans] and nature can exist in productive 

harmony, and that fulfill the social, economic, 

and other requirements of present and future 

generations of Americans.” The 1987 report of 

the World Commission on Environment and 

Development, defines the concept as “meeting 

the needs of the present without compromi-

sing the ability of future generations to meet 

their own needs.” EPA (2009) reports on its 

web site quite a few definitions of sustaina-

bility that are also accepted. The Consumers 

Electronics Association (CEA, 2009) explores 

the concept of environmental sustainability 

and innovation for industries in three different 

ways: product design, value-added processes, 

and giving back to the community. The last 

concept is also defined by the Boston Colle-

ge Center for Corporate Citizenship (BCCC, 

2009) as the way in which a company unders-

tands, considers, and accounts for economic, 

social, and environmental impacts in the de-

sign of its products and services, the manage-

ment of its operations, and its contribution to 

communities.

In summary, there are many examples in 

the literature of the use of business process im-

provement frameworks and criteria from diffe-

rent award models to increase competitiveness, 

innovation, and corporate citizenship (Leist, 

Gilman, Cullen, and Sklar. 2004; Belohlav, 

Cook, & Heiser, 2004; Furst-Bowe and Bauer, 

2007). But being effective and efficient at the 

same time still remains as the most difficult 

endeavor a business organization might try to 

pursue, and when environmental protection 

and corporate responsibility becomes part of 

the core strategy of the firm, the endeavor be-

comes even more difficult. As described earlier, 

there are many business process improvement 

frameworks that a business organization may 

use to increase its competitiveness and still be 

corporately responsible. Perhaps the applica-

tion of business organizations to award compe-

titions can lead to increased competitiveness, 

because the award model already incorporates 

many of the basics of all the business process 

improvement frameworks detailed here. 

The evaluation framework used by the 

Costa Rican Chamber of Commerce is a blend 

of other international award frameworks. This 

blend is shown in Figure 1. The procedure 

used to developed this model framework was 

not investigated in this article, therefore the 

intention of the authors is to validate the mo-

del relationships by using statistical techniques 

from a sample of  past award competitions. 

VALIDATION OF 
THE MODEL USING 
SECONDARY SOURCES

This model has six constructs that in-

clude the Leadership, 

Customer Satisfaction, 

Human Resources, Pro-

cess Management, Tech-

nology and Innovation, 

and Results constructs. 

Subsequently, every 

construct is composed 

of individual items. 

The model framework 

of the CRCC seems to 

be based on several re-

search theories such as 

the Strategic-Structure 

Theory by Chan-

Competitividad

Figure 1: Evaluation framework used by Costa Rican Excellence Award for High
Quality and Performance (CRCC, 2008). 
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The Costa Rican Excellence Award include: Leadership,
Customer Satisfaction, Human Resources, Process

Management, Technology and Innovation, and Results.
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dler (1991), the Theory of Organizatio-

nal Complexity (Vancil, 1976), the Theory of 

Strategic Growing (Ansoff, 1965; Andrews, 

1984), the Theory of Strategic Competiti-

veness from Porter (1992) and Ghemawat 

(1991), and the Theory of Capacity studied 

by Wernerfelt (1995), Barney (1989), Amit 

and Schoemaker (1993), and Peteraf (1993). 

The model supports, as well, the Theory of 

Dynamic Strategy by Porter (1992 and 1985). 

It also seems that many of the internal items of 

the constructs were taken from the Deming, 

European Quality (Evans, 2000) and Mal-

colm Baldrige National Quality Awards, the 

Lean Thinking Principles (Womack and Jones 

2003), and the Six Sigma Methodology. The 

references to innovation and corporate citizen-

ship seem to be based on the theory described 

earlier. Following a detailed analysis of each 

construct is presented.

Leadership and Strategic Planning (LSP): 
to make sure that the concept of quality is un-

derstood by the whole organization, it is neces-

sary to identify their weaknesses and strengths, 

according to the concepts of Leadership and 

Strategic Planning (Balbastre, 2003; Conti, 

1997). Furthermore, items similar to the ones 

suggested by Camisón (1999), and Camisón 

and Cruz (2002) were used in this construct. 

This construct emphasizes the vision, mission, 

value and strategic objectives of the organiza-

tion and its overall performance, and it de-

monstrates that it is possible to comply with 

specific criteria on leadership. This construct 

contains enough items to eva-

luate how the organization 

uses the strategic planning 

process to implement its vi-

sion and mission through the 

organization. Table 1 shows 

the items of this construct. 

Customer Satisfaction 
(CS): the criteria considered 

in the different quality awards 

around the globe, propose 

that companies should res-

pond to high standards to 

assure total customer satisfac-

tion (Balbastre 2003). Porter 

(1985) mentioned that a bu-

siness organization must be 

seen as a value chain that is 

put together to meet certain 

customer expectations. An 

important element in the de-

velopment stages of the mo-

del seems to be customer sa-

tisfaction that could respond 

to the fact that most of the in-

dustries in Costa Rica serve as 

a supplier base for worldwide 

companies. Thus, this cons-

truct considers the customer 

relationships that are based on 

the use of periodic customer 

satisfaction measurements 

from other competitors. Also 

the construct was designed to 

measure the communication 

channels with customers in order to get fee-

dback, market data and complaints. A descrip-

tion of the items that compose this construct 

is shown in Table 2.

Human Resources (HR): one of the essential 

aspects of the evaluation tool is to measure the 

contribution of the employees to the company 

performance. According to Mintzberg (1993), 

it is required to focus on the skills of the em-

ployees to support the vision of the business. 

For this reason, organizations must identify 

and understand the needed set of current and 

future skills, and the only way to do it is listen-

ing, awarding and acknowledging employee 

contribution to the organization goals. It is 

also important to support HR activities that 

Competitividad

Table 1: Leadership and Strategic Planning Construct

ITEM

Leadership

Responsibility

Strategic Planning

Selection of data, and 
performance indicators 

for leadership and
strategic planning

DESCRIPTION CODE

This item evaluates the path and guidance of the
organization to pursue the strategic objectives considering 
organizational values and interests, and the communication 

and promotion of high performance.  

It evaluates how the organization expresses and applies 
commitment to fulfill the external regulations, and

corporate social responsibility.

It analyzes the predetermined strategic process
used to develop the strategic framework that

pursues strategic goals and objectives using action
plans to improve organization performance.

It reviews the organization process used to identify and
select key performance indicators that, along with

specific techniques, allow the organization to control
and improve overall performance.

LSP_1

LSP_2

LSP_3

LSP_4

Table 2: Customer Satisfaction Construct

ITEM

Organization
knowledge of the

customer

Satisfaction level and 
relationship with

customers

Selection of data,
and performance

indicators to measure 
customer satisfaction

DESCRIPTION CODE

This item evaluates how the organization gains knowledge 
about its customer needs and expectations. 

It evaluates the established processes to determine
customer satisfaction, and the mechanisms to handle

customer relationships, communication, feedback
and customer complaints handling. 

This item reviews the process used to identify and
select key performance indicators that, along with

specific techniques, allow the organization to control
and improve overall customer satisfaction.

CS_1

CS_2

CS_3
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increase employee satisfaction 

levels. Table 3 shows the de-

tailed description of the items 

of this construct.

Processes (P): there are many 

business process improvement 

frameworks and methodolo-

gies that can be used to evalu-

ate internal processes. From 

the analysis of the authors, this 

construct complies with frame-

works such as Lean Thinking, 

Six Sigma, and TQM. Besides, 

this construct seems to consider 

the theory of Resources by Wer-

nerfelt (1995), Stalk, Evans and 

Shulman (1992), and Amit and 

Schoemaker (1993), to help 

companies to understand that 

their critical processes must be 

related to strategies. In addi-

tion, the internal structure of this con-

struct includes some standards from 

the ISO 9001-2000 framework. Table 

4 shows the description of the items of 

the Processes construct.

Process management contributes 

to control and coordinates the activities 

of the organization using systems, pro-

cesses and data shared among internal 

and external business functional areas. 

This construct considers that a group of 

well designed and integrated processes 

will benefit the systematic implemen-

tation of policies, strategies, objectives 

and organizational plans. On the other 

hand, suppliers are considered as a very 

important element to improve organi-

zational performance.

Technology and Innovation 
(T&I): the Baldrige Quality Program 

(Hamilton 2003) was considered to 

create this construct. High perfor-

mance organizations expect to seize 

the knowledge to create innovation 

and better improvement opportuni-

ties. Because of this, organizations 

should set up proper information 

technologies to control and coordi-

nate innovation through the whole 

organization. At the same time, 
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Table 3: Human Resource Construct

ITEM

Human Resource
participation and

development

Human Resource
Performance

Employee skills

Human resource
satisfaction levels

Selection of data, 
and performance

indicators to measure 
human resource

satisfaction

DESCRIPTION CODE

It evaluates the HR processes to optimize employee participation 
in decision making and employee development activities.

This item assesses actual systems that support and guide
employee performance, including compensation and 

acknowledgment for their achievements.

It examines current systems to identify proper skill sets needed
in the short, medium and long term. It also identifies gaps in

human resource development and how the organization
should contribute to the development of the required set of skills.

It analyses the systems and processes related to a safe and
hygienic work environment. Also evaluates the procedures to

support human resource satisfaction and prosperity of the employees

It reviews the process of the organization used to identify and
select key performance indicators that, along with specific
techniques, allow the organization to control and improve

the human resource satisfaction, in general.

HR_1

HR_2

HR_3

HR_4

HR_5

Table 4: Processes Construct

ITEM

Core processes

Support processes

Relationship with
suppliers

Selection of data, and 
performance indica-
tors to measure pro-

cess satisfaction

DESCRIPTION CODE

It considers aspects related to current systems to assure 
consistency and development of processes.

This item examines aspects related to the definition of 
requirements to support processes and process design 

activated to meet such requirements.

It evaluates systems and established process in the
organization to define and assure the proper selection 

and development of new suppliers.

It reviews the process of the organization used to identify 
and select key performance indicators that, along with 

specific techniques, allow the organization to control and 
improve overall process performance.

P_1

P_2

P_3

P_4

Table 5: Innovation and Technology construct

ITEM

Innovation

Technology

Selection of data, and 
performance indica-
tors to measure inno-
vation and technology

DESCRIPTION CODE

This item includes elements such as the current level
organization to carry out innovation at process, product 

and service level, as well as the efficiency and effectiveness 
achieved by the innovation process itself.

It examines aspects related to the update of new technologies,
and how training on new technologies is coupled

within the organization.

It reviews the process of the organization used to identify
and select key performance indicators that, along with
specific techniques, allow the organization to control

and improve overall innovation and technology performance.

IT_1

IT_2

IT_3
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organizations must remain 

conscious of the new technological 

changes. 

Nevertheless, the authors have 

detected that this construct needs 

to be more sensitive about the us-

age of current specific information 

technology frameworks to auto-

mate processes. It is probable that, 

in the future, information technol-

ogy solutions such as Enterprise Re-

source Planning (ERP), Customer 

Relationship Management (ERP), 

Enterprise Application Integration 

(EIA), and Business Process Man-

agement Suites (BMPS) might play 

an important role on the company 

performance according to Harmon 

(2007). Table 5 shows the items of 

the Innovation and Technology con-

struct. 

Environment (E): according to EPA 

(2009), CEA (2009), and BCCC 

(2009), today environmental poli-

cies should be developed as an ad-

ditional strategic choice in which 

companies rely to achieve excel-

lence. In regard to this, the authors 

found that the current environmen-

tal sustainability construct, includes 

the key critical aspects mentioned 

by these leading organizations (see 

Table 6).

The necessary processes to de-

velop a commitment to protect the 

environment, best environmental 

operating practices, and their im-

provement to protect the environ-

ment, are fundamental and well 

represented in this construct. The 

selection of key performance indica-

tors to measure how the organiza-

tion creates policies to protect the 

environment is evaluated and well 

defined in this construct as well.

Results: According to the Supply 

Chain Operations Reference Model (SCC, 

2009) the evaluation of a value chain should 

have internal and external performance mea-

surements. The first ones are related to the 

performance of internal processes, and the sec-

ond ones to customer facing attributes. Based 

on this definition, the authors consider that 

the CRCC award has a good balance of both 

types of measurements to assess business per-

formance. It also seems that  criteria proposed 

by Barney (1989), and Grant (1991) was also 

applied to validate the use of the selected over-

all performance measurements. See Table 7 for 

a detailed description of this construct items.

STATISTICAL
VALIDATION OF 
THE MODEL

The second objective was to evaluate the 

internal consistency and the constructs re-

lationships of the model used by the CRCC 

by means of a statistical procedure. The me-

Table 6: Environmental policies construct

ITEM

Commitment with
the environment

Environmental
practices

Selection of data, 
and performance

indicators to measu-
re environmental

performance

DESCRIPTION CODE

It evaluates how the organization designs and deploys
guidelines to strengthen environmental policy.

This item evaluates the organization consistency and the
improvement related to its operating processes to decrease

the impact on the environment.

Reviews the process of the organization used to identify and
select key performance indicators that, with specific techniques,
allow the organization to control and improve overall innovation

and technology performance.

E_1

E_2

E_3

Table 7: Results construct

ITEM

Organizational
overall performance 

results

Strategy
and corporate

responsibility results

Customer satisfaction 
results

Marketing results

Human Resource re-
sults

Processes results

Relationship with
suppliers results

Innovation and
technology results

Environmental
policies results

DESCRIPTION CODE

Results of the review of the organization performance
to achieve effectively the objectives and goals.

Results of the analysis applied to the methods used by
the organization to develop the strategy to fulfill its

responsibilities with the society and the local communities.

Results of the achieved performance related to the customer
satisfaction levels compared with other competitors. 

Results of the performance level in relation to the market
gains compared to the main competitors of the organization.

Results of the assessment organization achievements based
on human resource satisfaction parameters.

Results of the achieved performance related to the operating
processes compared to organization’s main competitors.

Results of the level of performance related to current suppliers, 
compared to the suppliers of the competition.

Results of the evaluation of the achieved performance in this
category using specific measurements on innovation and

technology deployment.

Results of the review of the organization achievements
related to the protection of the environment.

LSP_5a

LSP_5b

CS_4a

CS_4b

HR_6

P_5a

P_5b 

IT_4

E_4
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thodology and results used to 

conduct this statistical analysis 

are described below.

Application of the evalua-
tion tool: The evaluation tool 

is applied by a group of con-

sultants hired by the CRCC. 

Every year, a group of con-

sultants is assigned to each 

firm applying to the award 

competition. These groups 

had on-site meetings with 

the representatives of the firm 

where every firm was asked for 

documentation related to fi-

nancial, customer, innovation, 

and internal operations issues. 

The consultants also tour and 

observe the core process, or 

processes, in order to evaluate 

and rank the internal activities 

according to the CRCC award 

guidelines.

The authors carefully re-

viewed data from the 2000 to 

2005 award application pro-

cesses. It was found that dif-

ferent models were used every 

available year; therefore com-

bining data was not a viable 

option from a logistical and 

statistical point of view. Due to 

this situation, the authors decided to use the 

most recent available year (2005), which con-

sists of 19 valid CRCC award applications to 

perform the statistical analysis. 

Data analysis: The internal consistency of 

the constructs was analyzed using the Alpha 

Coefficient of Cronbach. Factor Analysis was 

used to test the validity of each construct by 

using the principal analysis method, with 

VARIMAX rotation. Finally, ANOVA was 

used to identify the relationships and influence 

of some of the constructs on the others.

Internal consistency and reliability of the 
data: According to the results of the analy-

sis, all the constructs appear to have a single 

dimension as proposed by the model. The Al-

pha Coefficient of Cronbach was used to test 

the internal reliability of each construct (item 

purification). The results show that all Alpha 

Coefficients are greater than 0.76 for each 

item, apart from two items in the Technology 

and Innovation, and Environment constructs 

(Table 8). In consequence, the authors decided 

to eliminate these two items to increase the va-

lidity of the ANOVA test, since they believed 

the remaining items adequately captured the 

constructs.

The exploratory factor analysis was per-

formed after the data purification, and it was 

used to test the factor structure to assess discri-

mination validity at the construct level. Princi-

pal analysis method with VARIMAX rotation 

was used for the extraction method on each 

case. In Table 8, it can be appreciated that all 

items of every factor is greater than 0.65, with 

the exception of the item IT_3. For this rea-

son, this item was eliminated too. 

Once the unreliable items were removed 

from the constructs, exploratory factor analy-

sis (principal method and VARIMAX rota-

tion) was performed again to confirm inter-

nal consistency, validity, and overall structure 

of the constructs. These new results confirm 

satisfactorily the validity of the items and the 

sample adequacy.

Table 8: Results construct

Construct ConstructITEM ITEM
Cronbach 

alpha 
coefficient

Cronbach 
alpha 

coefficient

Item´s 
weigh in 
factor

Item´s 
weigh in 
factor

Leadership
and strategic
planning
(LSP)

Processes
(P)

Environment
(E)

Results
Human
Resources
(HR)

Technology &
Innovation
(T&I)

Customer
satisfaction
(CS)

LSP_1

LSP_2

LSP_3

LSP_4

CS_1

CS_2

CS_3

P_1

P_2

P_3

P_4

0.88

0.94

0.87

0.90

0.84

0.76

0.87

0.94

0.95

0.94

0.95

0.94

0.81

0.81

0.90

0.85

0.50

0.75

0.87

0.97

0.88

0.69

0.94

0.94

0.94

0.94

0.95

0.94

0.95

0.94

0.95

0.50

0.75

0.87

0.97

0.88

0.69

0.94

0.94

0.94

0.94

0.95

0.94

0.95

0.94

0.95

0.91

0.73

0.95

0.87

0.88

0.79

0.92

0.95

0.91

0.92

0.84

0.91

0.91

0.92

0.65

0.77

HR_1

HR_2

HR_3

HR_4

HR_5

IT_1

IT_2

IT_3

E_1

E_2

E_3

LSP_5a

LSP_5b

CS_4a

CS_4b

HR_6

P_5a

P_5b

IT_4

E_4

Worldwide awards examples are: Malcolm Baldrige Quality 
Award, Shingo Prize, European Quality Award.
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ANOVA test: ANOVA was used to sta-

tistically measure the effect of the constructs 

Leadership and Strategic Planning, Technol-

ogy and Innovation, and Environment, as 

independent variables of some of the other 

constructs (dependent variables). Table 9 

shows the results of the ANOVA tests. For 

this research, it was critical to test the influ-

ence of the construct Leadership and Strategic 

Planning on the remaining constructs. In all 

cases, the ANOVA test showed that this fac-

tor influence the other factors (IT, HR, P, and 

E). Moreover, it was of interest to the research 

group to test the influence of the construct or 

factor IT, on the factors P and CS. For both 

cases, it was found that the IT really influences 

both factors. Finally, ANOVA test was also 

used to examine the influence of the factor E 

on CS and P. In the first test, it was found that 

it is influent. In the second, on the other hand, 

the ANOVA test showed that factor E does not 

influence factor P.

CONCLUSIONS AND
DISCUSSION

This paper assessed the internal consis-

tency and factor structure of the Costa Ri-

can Excellence Award evaluation tool used 

by the Costa Rican Chamber of Commerce 

to recognize quality and high performance 

achievement of Costa Rican firms. The Alpha 

Coefficient of Cronbach and exploratory fac-

tor analysis were used to test internal reliabi-

lity and consistency of the award model. This 

analysis indicated that some of the items might 

need to be removed from the model. The 

overall structure of the evaluation tool (cons-

tructs) seems to be correct. 

It was also important for the research team 

to test the influence of the factors Leadership 

and Strategic Planning, Innovation and Tech-

nology, and Environment on the other remai-

ning factors. It was found that these factors 

have a positive influence on the others, with 

the exception of the factor Environment 

that does not influence the dependent va-

riable processes. It was expected that the 

factor Environment would have a positive 

effect in at least some of the other factors, 

but it did not. To the firms that lead the 

important efforts in corporate citizenship 

and environmental protection, this should 

be contemplated if the intention is to in-

crease performance on internal operations 

or financial issues. The other hypothesis 

is that perhaps he designs of the items of 

the factor Environment need to be revised 

in order to capture better this dimension 

into the award model. All this information 

should be taken into account by the acade-

micians when they prepare or develop new 

college curricula. However, more research 

must be carried out as a confirmatory 

analysis.

The main recommendation to be 

made is that the Costa Rican Chamber of 

Commerce must evaluate the award tool 

in order to keep consistency and internal 

reliability. The ANOVA test showed that 

Leadership and Strategic Planning is a key 

influence factor on Customer Satisfaction, 

Innovation and Technology, Human Re-

source, Environment, and Internal proces-

ses. For practitioners, this finding reinfor-

ces the concept that the good leadership and 

strategic planning have a heavy influence on 

the other organization processes. The results 

of this research can contribute to redesign the 

evaluation tool to verify for internal consisten-

cy, reliability, and proper construct structure. 

Future research should be directed to redesign 

the evaluation tool, and test it with a valid 

sample of firms. Also benchmarking of other 

recognized evaluation tools is recommended. 

As indicated earlier, a confirmatory study will 

be necessary in order to verify the results obtai-

ned in this exploratory research.
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abstract:

In this paper, the authors analyzed the internal validity of a 

model used by the Costa Rican Chamber of Commerce to rec-

ognize the outstanding performance in manufacturing and service 

industries in Costa Rica. Using an extensive literature review, the 

authors validate the current structure of the award model by com-

paring it with different business process improvement methodolo-

gies and frameworks. Secondly, the authors used a sample of firms 

that competed for the award in 2005, to statically validate the con-

figuration of the model. Multivariate statistical techniques, includ-

ing Alpha Coefficient of Cronbach and exploratory factor analy-

sis, were used to validate the model. Also, recommendations were 

made to improve the validity of the existing model. Additionally, 

the analysis of variance (ANOVA) was used to test the influence of 

some of the critical factors evaluated by the model.

Palabras Clave: Calidad, Costa Rica, desempeño, análisis 
empírico, países en desarrollo

resumen:

En este artículo se intenta validar la estructura del modelo 

usado por la Cámara de Industrias de Costa Rica para reco-

nocer el éxito empresarial en los sectores de manufactura y 

servicios en Costa Rica. Primeramente los autores compararon 

el modelo del Premio a la Excelencia con otros modelos en la 

literatura. Segundo, los autores utilizaron la muestra de empre-

sas que aplicaron al premio en el año 2005 para estadística-

mente validar la configuración del modelo usado en el premio. 

Métodos estadísticos como el coeficiente alpha de Cronbach 

y análisis factorial fueron usados para validar el modelo y se 

hicieron recomendaciones para mejorar el modelo existente. 

Finalmente se utilizó ANOVA para medir las relaciones entre 

los factores del modelo.
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