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The purpose of the thesis was to create a feasible and suitable alternative for Cedillo Ra-
mos to determine the opportunity areas that the interns have to improve during the training
process. One objective was to study the company's current situation by analysing it with
gualitative and quantitative methods. Another goal relied on the design of a foreign trade
training manual so it could be implemented to increase customer satisfaction and to facili-
tate the training process.

The theoretical framework was based on literature regarding customs legislation, supply
chain management, service design, and six sigma philosophy. Most of the used authors
are leaders on the field, such as Richard Gerson, Elizabeth Cudney and Omer Artun. How-
ever, some material retrieved to write the service design title was taken from lectures pro-
vided by Georg Berger, lecturer in the International Business degree programme.

The study was executed in an electronic survey sent to the most important and loyal cli-
ents. Moreover, by gathering data directly from the company's email, the author analysed
the operational knowledge that the interns have in Cedillo Ramos. Eleven different clients
were studied in-depth with their answers to the surveys and their previous foreign trade op-
erations to interpret the results. Nonetheless, the analytical approach methodology was a
mix of qualitative and quantitative data collection through long-distance interviews, sur-
veys, and meetings to analyse the results with the commissioning company.

The findings revealed that the training process that the company was implementing ten
years ago is no longer helpful and that the implementation of the manual revealed positive
numbers regarding the leading time of the operations, the operational knowledge of the in-
terns and customer satisfaction.

To sum up, there might be some room to pay close attention to the interns' process and
perform their tasks when they are hired. By combining several activities, the company's
culture will become a safer place for students who can be part of these foreign trade con-
sultancy organisations and retain the loyal and vital customers that the company has.
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1 Introduction

When former students of International Business start looking for a job in Mexico, they find
plenty of options. They can begin an entrepreneurship project, administrating a company,
find their place as junior managers, or, in most cases, work for a company that involves
logistics and customs clearance services. This last one is the most common career that
students choose when they graduate from university. Although this is the favourite sub-
ject, most people find it hard to understand and cannot deal with how it consumes their
time. This career inquires much availability for the employee; on the other hand, it is also
one of the most worthwhile degrees someone can study in this Latin country. According to
Anahuac University, one of the most prestigious in the country, 94% of its former students
have a formal job; this means that they will have economic stability when they graduate.
Besides that, if they complement their studies with a postgraduate course, they can incre-

ment their current salary by 52% (Universidad Anahuac Mayab 2018).

Despite the fact that students from the Business Schools in Querétaro are well prepared
in this field, they often forget or ignore the fundamental factors that affect this industry sec-
tor. Although it may seem effortless, the chances of working in this area and develop a
professional career in the long term are low. Adding the fact that the global Coronavirus
pandemic has caused hundreds of thousands of dismissals. According to Animal Politico,
a well-established politics blog, in 2020, Mexico registered 647 thousand dismissals
caused by the pandemic (Animal Politico 2021).

The foreign trade industry is full of professional people who have had plenty of experience
throughout the time. Because of the working knowledge, interns need to understand how
to work with different stakeholders and deal with real-life situations. Experienced people
must teach the abilities that they need to acquire. Cedillo Ramos has two directives which
must share their knowledge with the interns that work with them. In addition, small enter-
prises are not used to having a Human Resource department to help new interns under-
stand their responsibilities, duties, and tasks, and Cedillo Ramos is not an exception. The
lack of personnel in this department creates uncertainty over the interns. They continu-
ously learn by failing the job and being told off by their bosses on what they did wrong.
The scolding will be no longer acceptable throughout time, and many interns will not ac-

complish the company and the clients' needs.

Training new employees are always needed when the company want to explode and trust

new talents. Medium and small companies understand that interns are a terrific invest-



ment. That is why they must provide the desired training and pay attention to the oppor-
tunity areas that its interns must improve. Moreover, this will bring positive outcomes for
the company, and it will also develop professionalism for the workforce. This thesis is a
project-based study. It will evaluate case-company scenarios to build a solution for the
company that is not currently providing a training session for its interns. It will state the es-
sential points that interns should know when performing the job to be prepared for their

actual task performance.

1.1 Background for the Project

Cedillo Ramos, a Foreign Trade Consultancy Company, is established in Querétaro,
Mexico. Its core business is to provide customs clearance consultancy to companies that
regularly import and export their products. Moreover, they coordinate intranational logis-
tics to offer a complete service to companies that bring their goods to the country, and,

additionally, they sell international freight for exports.

Cedillo is continually struggling with their interns. The consultant company is small, and it
only needs four team members to operate. They are currently managing the business only
with three members. They have traditionally embraced students who are attending univer-
sity and studying specifically an International Business Degree Programme. The recruit-
ment situation has led to creating a young and proactive environment with energy and a
self-learning space. However, these circumstances make the company suffer when there

is a lack of knowledge and scarce skills to serve the clients.

Cedillo Ramos need a straightforward training process for its interns. According to Juan
José Ramos, deputy director of Cedillo Ramos, the company has not thought about their
interns' concrete training process. He states that the training process has remained the
same for more than ten years, and he would like to change that (Ramos 29 April 2021).
The training should highlight two main points about the service provided; the first is about
the knowledge; the interns should learn to perform their job tasks adequately with no fail-
ure and total understandability of the clearance process. The second one is about skills
and procedures that should be followed whenever they serve clients, such as kindness,

pressure, ease of speech, and leadership skKills.

Improvements are necessary if the company wants to achieve customer expectations.
The research will help to understand which points should be covered for the interns to per-
ceive tasks, service processes and to face challenges whenever it is needed. However,
the main goal is to improve the interns' leading time and customer service performance to

make them feel confident about their clearance decisions and operations control.



1.2 Project objectives and benefits for the commissioning company

The objective of this investigation and action of the project is presented to the reader.
When the project's design was made, the author thought about an objective that could be
specific, measurable, achievable, realistic and time-specific. At the end of this project, the
document will specify if the goal was reached. In conclusion, the objective of this project
helps the development of a new area within Cedillo Ramos' organisation. Moreover, the
purpose will help the company improve the training process to boost the intern skills and
enhance customer service.

1.2.1 Project Objective

Develop a training manual for new interns to comprehend customs clearance tasks and
services during their internship at the company, to improve their leading time and cus-

tomer service performance after four months of the manual's implementation.

1.2.2 Project Tasks and Structure of the Project

This project-based study relies on previously analysed tasks to get to its desired out-
comes and the project. These tasks were performed directly in the company, and the in-
formation gathered was retrieved from emails that follow the customs clearance process

of different clients of Cedillo Ramos.

1. Developing research on how the company is currently training new in-

terns, their methods, and communication between trainees and trainers.

An observation method has been performed for this task. The author has worked with Ce-
dillo Ramos since September of 2018, and he passed the same filter that other interns
have experienced. Because of personal matters, the author left the company, and a new
intern was hired in October of 2020. In this task, the author should observe closely how

the intern performs her new job with the technical knowledge that the company requires.

The author should recognise which technique is used in the company and correct it. Be-
sides that, training programs should be investigated to see which one matches the com-
pany's students working there. The desired outcome is to understand gaps and problems

currently in the company regarding the interns' training.

2. Designing a manual to express all the customs clearance process and

customer service performance related to the area's intern duties and tasks.

The foreign trade manual is the product that will be delivered to the company. The product
will provide technical knowledge, recommendations, and suggestions when unusual prob-

lems come up to the normal process. Furthermore, the manual will help the company



quickly train new interns and generate confidence when interns handle international ship-

ments.

3. Measuring the current performance of the intern and how it has been
executed. The action will be performed by measuring leading time and comprehen-
sion of the topics related to the clearance and service.

In this step of the project, the author must recognise how the interns are currently per-
forming the job. These are the technical abilities they use, if they show their customer ser-
vice abilities, how they act when a problem shows up, and how long it takes to clear mer-
chandise out of the customs.

The data analysis will be divided into customer service, operational knowledge, and the
leading time the intern performs. Technical analysis of the data will be interpreted by ask-
ing Cedillo Ramos' clients how their experience has been so far with the intern and how
they feel the service by being served by the intern. The operational and leading time data
will be retrieved from customs clearance operations and emails that Cedillo Ramos stake-

holders have.

4, Identifying opportunity areas that must be taken into consideration,

such as skills, information, and knowledge.

After analysing that data, the opportunity areas could be visible. The author will review the
possibilities of how to highlight the tasks that must be improved to perform a better leading
time and service to the client. According to the Six Sigma theory, this is one of the most
critical steps of improving a process. A service blueprint must be created as well as the

theoretical framework of what the intern is lacking.

5. Forecasting the intern's performance throughout time indicates how
they will improve according to the operation's leading time and customer service.
Improvements should be measured as well to see if the project is working. The forecast
will show how, theoretically, the intern will improve their knowledge and increased cus-
tomer satisfaction through manual implementation. Moreover, the numbers will lead Ce-

dillo Ramos to perceive if the manual is an essential tool for future training procedures.

1.2.3 Benefits for the Commissioning Company

This thesis aims to deliver a pedagogical manual that will help the company train their in-
terns and perform a better service and clearance for important clients that need it. The ex-
pected benefits of that training manual to the stakeholders are providing a professional
service and clearing the client's goods quicker while the intern acknowledges the infor-

mation. As mentioned, the company is continuously renewing its staff by hiring interns,



and there are constant renewals. Furthermore, Cedillo Ramos will use this manual each

time they train new interns.

1.3 Project Phases

The project phases will be divided according to the project tasks already set by the author.
The mentioned have a logical sequence that includes theoretical research through the in-
ternet, law framework and experts' opinions. Moreover, the data will be gathered through
the Webropool site; qualitative and quantitative data will be presented and the project de-

velopment.

1.4 Key Concepts

The Key Concepts are definitions that the author believes are important to understand be-
fore diving into the document. These concepts communicate the core insight of the paper.
Lastly, the excellent interpretation of these concepts will help the study create a learning

atmosphere and reach the learning outcomes.

Customs Clearance: The acts and formalities related to the entry and dispatch of goods
into and from the national territory (Servicio Nacional de Informacion de Comercio Exterior
2018).

Leading Time: The time that intern takes to clear the goods from the arrival of the goods

to the fiscal precinct of the customs until it leaves the customs facilities.

Customer satisfaction: The customers' perception when their expectations were reached

or surpassed (Gerson 1993, 5).

Non-Tariff Regulations: Permits, bureaucratic documents, certificates that the authority re-

quires to import and export specific merchandise.

Service Blueprint: The service process starts when the clients contact the company until
their needs are satisfied, involving touchpoints, actions, time, and interaction with the cli-

ent.

Customer journey: It shows the clients' emotional journey during the process, which points
out their satisfaction level. It should emphasise the engagement of the client, the process

and the problems that may be faced.



Six Sigma: A working philosophy that adjusts the process allowing the minimum possible
deviation to reduce or eliminate waste, defects, and irregularities during a business pro-
cess. In this case, it is a process improvement methodology (Adams, Gupta & Wilson
2011, 9.).

Quality Tools: These tools are provided to measure performance during a task or duty.

They show the variation in the service and, subsequently, how to avoid it.

1.5 Project Scope

The project scope will include customs clearance terminology related to the process within
Mexican customs and Mexican territory. The thesis will also cover customs legal aspects
based on Mexican Customs Law and their homologs, such as the bylaws and the men-
tioned law's annexes. The thesis will not mention details in border regulations such as the
United States' clearance procedure and free trade agreements specifications. It will not
mention the specifications during international water transportation or requirements in for-
eign countries. Perhaps some necessary procedure pre-clearance will be stated because
those are important once the merchandise is about to enter national territory. The legal
aspects will cover the Bill of Lading revalidation's progress to the arrival of the goods to

the client's facilities.

The service process will englobe more subjects and topics, such as creating various cus-
tomer personas, designing a service blueprint and the layout of the customer journey
map. The service area will increase the customer service capabilities of the interns as well
as their problem-solving skills. In this aspect, the scope will not include professional fees
negotiation, freight quotation, invoicing, nor the system's data collection for administrative
purposes.

Commissioning Company

Cedillo Ramos & Asociados is a Foreign Trade Consultancy Company that has been run-
ning since 2010. This company is settled in Querétaro, Mexico, one of the most important
industrial cities. Just as an example, the State of Querétaro represents 28% of the exports
in the automotive industry (Global Business Magazine 2019). They have been working
with companies around the country that involve different sectors such as automobile parts,
chemical components for fertilisers, industry material (valves, bolts, rings, auto parts), and
even desk lamps and lightbulbs. These companies are generally involved in secondary

economic activities related to the production of goods and manufacturing before the sell-

ing.



Cedillo Ramos has successfully achieved enormous clients such as Sika and Audi. There-
fore, they want to expand their prospects list. The company guides its clients when export-
ing to Europe, South America, and the United States. In addition, they manage import op-
erations for goods that come from all around the world. Typically, Cedillo manages more
import operations rather than exportation, and both CEOs have plenty of experience in the
field. Withal, they operate with two more interns and dozens of clients that want to collabo-
rate with the company. In conclusion, the company is growing, and the clients never stop

their international trade of goods.

Cedillo Ramos offers a massive variety of customs precincts around the country. They
have maritime ports all over the Pacific coast and the Atlantic coast; airports within the na-
tional territory are in the North and central regions. Thus, they have inland borders in the
most significant gates between Mexico and the United States, Tijuana, Nogales, and
Nuevo Laredo. The logistics network represents how they can easily persuade a new cli-
ent to work with them and start their exportation or importation project with the company.



2 Company's Internal Analysis

Cedillo Ramos can be analysed from many different perspectives. In this chapter, the au-
thor will explore the good and bad features that the company has. A SWOT analysis will
help the reader understand its leading position regarding the training process and why it
has not been developed. A supply chain management analysis was done to understand
the intern's perspective and which changes must be made to improve the intern's perfor-

mance.

2.1 SWOT Analysis

As the name is referring, the SWOT analysis points out the strengths, weaknesses, oppor-
tunities, and threats a business has regarding a situation. By using the SWOT analysis,
the author evaluated each component of the model to reveal the criteria and interpret that
into a conclusion. The SWOT analysis does not display a solution; it reaches the design-

ers' ideas and, afterwards, they will decide to jump into a solution (Sarsby 2016, 4).

Table 1. Cedillo Ramos training process SWOT analysis (author 2020)

Strengths Weaknesses
Directors are experienced professionals Weak recruitment process
Loyal client's portfolio Mixed responsibilities among the team
members
_— Non-existent Human Resources depart-
Strong client's procurement ment
Easy and fast recruitment Few staff members
Staff full of students and teachers High interns' turnover
Opportunities Threats
Foreign trade events Economic corona crisis
g?(;lif[ssmg SIS GRS (e i gl et Foreign trade consultancy competitors

Customs agencies that steal clients
Lack of students with the required abili-
ties

to fill the intern's position

Client's network benefits

In conclusion, the SWOT analysis drives the company to grasp that they can easily find
new interns if they need them. The company is full of experienced staff such as teachers
and students who are currently learning the foreign trade updates. Moreover, the directors
are constantly looking for new clients. In addition, Cedillo Ramos must take the time to an-
alyse which strategy are they implementing to get to more clients and promote the insig-

nificant company events.



On the other hand, Cedillo Ramos has some disadvantages regarding the human re-
sources non-existent department and the low workforce that the company has. Further-
more, the competition is increasing in the industry due to the economic boost that the re-
gion is having. Moreover, most of the students do not have the required abilities to work in

this business.

Cedillo Ramos, like any other company in the world, can be assessed by different factors.
However, the analysis will be run by the training aspect and the company's general infor-
mation. Cedillo Ramos is analysed by the author, who has worked there for more than two
years. The analysis of the company does not involve any personal issue that the author
has with the company. On the contrary, the author gives an objective opinion about the

current situation.

Cedillo Ramos is comprised of the CEQO's Georgina Cedillo Ramos and Juan José Ramos
Jiménez. Georgina and Juan José studied International Commerce back in the '90s, and
both have experience throughout Customs Agencies and logistics and forwarding activi-
ties. Cedillo and Ramos started to run the business in 2010. Along with other interns, they
increased their client's portfolio to become one of the most famous consultancy compa-
nies in Queretaro. Even though they are a small business, Cedillo Ramos & Asociados is
recognised by the international commerce industry in Querétaro. Not just for their profes-
sionalism but because of the teaching career, they have lectured in different universities in

Queretaro, Mexico.

After ten years of success in the business sector, Cedillo Ramos is still implementing its
interns' same recruitment process. This process involves selecting students within the
classrooms they currently teach to see who the best prospect can be. They formalise the
deal with each student, and they start in less than a week. The training process is not
planned, and, often, the same interns that are currently working at Cedillo Ramos are the
ones who train the new ones. This training takes from 15 to 20 working days, which are

not enough for the interns to learn and start their responsibilities.

Moreover, it is essential to mention that the recruited students are just starting their de-
gree program at the university and usually they do not possess the required knowledge to
run any foreign trade operation. Also, this training process does not benefit the intern.
They are constantly repeating actions without understanding the process itself, which ped-

agogically wise is useless.
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In its educational program, most universities ask their students to work for companies as
interns to reach the number of credits needed. Therefore, students start their professional
lives as interns in their 20's or even before. Most of them have not worked on previous oc-
casions, and that is their first professional work experience. For international business stu-
dents that start their internship process, the customs clearance procedure is one of the
most complicated topics to understand. Students that want to work in customs agencies or
even in logistics must understand and study harder because the responsibilities that come

with the job are complicated and high-risk.

Consultant companies offer their services to medium and small companies to manage
their clients' foreign trade operations. The only thing that the client must do is to provide
the information that is asked by the consultant company depending on the case. Students
starting internships in these companies often struggle with people who have worked there
for their entire life. Moreover, there is a generation crash between them, and, as the pro-
fessional life is, they do not have the time to help someone else who is not part of the or-

ganisation.

2.2 SCM Analysis of the company / Interns' Area.

Like any other company, Cedillo Ramos has three types of flow: material flow, money
flow, and information flow. All of them have different purposes for the Supply Chain. How-
ever, the most important for Cedillo is the information flow. The information flow is the
most critical supply chain driver because the company does not possess the material per
se. Moreover, Cedillo Ramos must know the cargo's status precisely since it arrives at the
fiscal precinct when it leaves the customs area and when the goods are delivered to the
clients in their facilities. The shipment's status should be available at any time to inform

the client about the progress of the shipment.

Without information on the operation, the consultant company cannot do its job. There-
fore, it is primarily essential for Cedillo to have total access to the clients' information, such
as documents, signed papers, tax documents, cargo information, contacts, shipment
tracking number, and cargo dates of arrival. If the client provides all the information to the

company, the clearance process can easily flow throughout all the stages.

Besides all, the material flow is also essential. Throughout the import or export of materi-
als, the product passes through different parties that move and plan the logistics so the
merchandise can reach its final destination. Along with the material, some information
travels through from one consignee to another. The exporter delivers documents and ma-

terial to the shipper, then the shipper to the forwarder, the forwarder to the consultant
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company, the transport, and the importer. If the Supply Chain is not respected and jumps

to different destinations, it tends to disaster.

The manual's main objective is for the intern to understand how to receive, process, and
deliver information to the correct party. Moreover, data, dates, and updates must be man-
aged to find the right time to share them with the client, customs agencies or transport
firm. In conclusion, the intern must always be informed to follow the clearance closely.

In the following table, the Supply Chain flow is demonstrated to see how Cedillo Ramos
perceives the information in correlation with the material route and consignation. The blue
blocks represent the information flow, and the yellow blocks show the consignation of the
material. According to the type of shipment, the material passes from one party to another
depending on the seller. Furthermore, the responsibility relies on the buyer's negotiation
terms, also called incoterms. The International Chamber of Commerce developed the
mentioned incoterms. The ICC (International Chamber of Commerce 2021) first published
the negotiation terms in 1936. These are agreements between seller and buyer that state
the responsibilities and charges over the goods sold in an international sale.

As it is perceived in the table, Cedillo Ramos takes control of the information moments be-
fore its arrival to Mexican territory in the import. Nevertheless, Cedillo does not interact
with other stakeholders before arriving in the country. Cedillo must take all the information
provided by the client, forwarder, and shipping company to expedite the correct documen-
tation. The specified information must contain shipping documents, estimated dates of ar-
rival, incremental costs issued at origin, invoices, packing lists, certificate of origin, gov-
ernmental authorisations, and any other document required by the Mexican government

for the material to access lawfully to the country.
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Table 2. Import Process Information & Material Flow

Import Process Information & Material Flow

International Territory

. . Destination Country
(maritime, air)

Involved Foreign Country
Parties

Exporter

Client /
Importer

Forwarder

Shipper

Cedillo
Ramos

Customs
Agency

Last-mile
transport

Information Flow
Material Flow
No action

On the other hand, the information flow in the exportation process for Cedillo Ramos is dif-

ferent. Cedillo Ramos has the export information since the client has the desired export
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until it arrives at the destination country. Once the forwarder informs Cedillo Ramos about
the arrival of the merchandise, Cedillo Ramos ends the operation. Lastly, the manual
states both processes and the intern is informed about the duties and when those should

not be a matter for Cedillo Ramos anymore.

Table 3. Export Process Information & Material Flow

Export Process Information & Material Flow

Involved . International Territory Destination
. Foreign Country .. .
Parties (maritime, air) Country
T
[}
£
o
Q.
x
w

Client /
Importer

Forwarder

Shipper

Cedillo
Ramos

Customs
Agency

Last-mile
transport

Information Flow
Material Flow
No action

2.3 Summarized Cedillo Ramos' Process

For the importation process, the first contact that Cedillo Ramos has with the material's in-
formation is when the forwarder shares the arrival notice. The shipping company issues

this document; it states the estimated date of arrival (ETA) of the product. This notice
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helps Cedillo Ramos prepare the power of attorney and other documents for the customs
agency to start the revalidation process. It is essential to mention that the revalidation of
the bill of lading is how the customs agency claims the merchandise to possess physically

and legally the goods shipped.

Moreover, the client should have shared with Cedillo Ramos all the information concern-
ing the cargo itself. This information may contain the description of the product along with
the acquisition documents. After the shipment is unloaded, the customs agency checks
the physical cargo against physical goods. If this examination has errors, the client should
declare what is missing or what is different from the load. The summary entry, also called
"pedimento” in Spanish, is captured with the data according to the delivered documents.
The pedimento is the paper that validates the legal stay of good in the country, and it is
approved by the Tax Administration Services known as SAT by its acronym in Spanish.
The summary entry encloses the import information so the authority can inspect the cargo
if the shipment needs to pass through customs examination.

After all, documents are received, the customs agency sends the import record to an inter-
nal department called in Spanish "glosa". This department's main activity is to double-
check the information provided by Cedillo Ramos to avoid any inconvenience with the
Mexican customs authority, which is the SAT. Once the documents are returned from
glosa, correcting the mistakes is the next step. After corrections, everything is ready to
make an appointment for the container to clear the goods or air importation to go directly

to the airport.

If the clearance has to stop for a customs examination, the goods will be inspected by the
facility's authority within the fiscal precinct. In this section, the Tax Administration Services
examine the cargo against documents, physical cargo and summary entry. Suppose the
information coincides with the waiting time depends on the number of goods the authority
must check. If the cargo presents anomalies, penalties will be applied and other adminis-
trative procedures if data inaccuracy is found. After customs clear the goods, Cedillo Ra-
mos presents the client's transport option to deliver the merchandise safely. The transport
must return the goods on the stipulated times that the client mentioned to its facilities and

follow the delivery process closely to ensure the end of the operation.

For the exportation process, Cedillo Ramos coordinate the transport from the client's facili-
ties to the customs area. They arrange the entering of the merchandise to the fiscal pre-
cinct, and, according to the exportation document, they need to declare the material sent.

The client purchased a bill of lading previously, and the connection from the customs
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agents with the forwarder is made. Cedillo Ramos need to contact both so they can tres-
pass the load from one party to another. The summary entry is paid, and the material is
loaded in the primary transportation method. If the material is sent with one of the forward-
ers with which Cedillo Ramos has a partnership, they need to assure the delivery at the
destination port and communicate with the client when they can pick the material in the

destination country. After transmitting the status, the operation ends for Cedillo Ramos.
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3 Internationalisation of the Project

Every thesis project was done for the international business GLOBBA programme, and it

must contain how the implementation will help the company connect with the world. In this
case, the document aims to internationalise the company's clients, which will bring foreign
trade investment, innovation, an increase in the economy and experience from all over the

world to Mexico.

3.1 Why does it help to internationalise?

The foreign trade training manual is a valuable tool that the owners in Cedillo Ramos must
use to develop their interns. The manual helps the company itself and every client that
hires Cedillo Ramos services to import or export. The manual helps more than 20 different
companies every year to internationalise their products or get them from another country
by reducing the leading time and logistics timeframe. Moreover, the companies will be
easily connected to the world by working with Cedillo Ramos and its unigue group of in-

terns.

The foreign trade in Mexico represents 65% of the total GDP, double that it was consid-
ered back in 1986 (2019, Revista Comercio Exterior). The number talks about how im-
portant it is for Mexican companies to stay connected with the world. The area creates in-
vestment and upbeat numbers that make Mexico a networked country. Moreover, Mexico
represents a primary engine for the production chains of different megacompanies
throughout the world. Mexico stands out as one of the world's primary car producers and
electronic manufacturers, and almost half of the exportations are to the United States
(2019 Revista Comercio Exterior). Cedillo Ramos is constantly working with companies
that export to the United States and represent a crucial part of the value chain of corpora-
tions.

As mentioned in the past chapters, foreign trade and the necessity of staying connected to
other nations are vital for Mexico to keep growing economically and even politically. Ce-
dillo Ramos clients are usually companies that import products to transform them here in
Mexico for a future export process of the already manufactured goods to the world.
According to Estrategia Aduanera, a magazine dedicated to publishing customs infor-
mation in Mexico, it is mentioned that the Latin country is the fourteenth most robust econ-
omy globally, as reported in the International Monetary Fund. Mexico's position is due to
treaties and agreements that the Mexican government has worked over the years with
countries that need our products or finished manufactured goods. (Estrategia Aduanera,
2017.)
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Mexico has also arisen and stood out among other North American nations. According to
the World Trade Organization, Mexico has registered a higher export trade flow compared
to the region of North America, even above the export trade flow of the United States itself
(Mexico, Statista Country Report 2020, 10). Nonetheless, the interns who will use this
manual will expand their knowledge to become international business professionals who
will be part of one of the significant private sectors of the foreign trade in Mexico, the for-
eign trade consultancy. With the manual's help, the author incentivises young profession-
als to work in the international business area and boost global trade. Nevertheless, we en-
courage interns' careers to facilitate goods exchange for a competitive and more devel-

oped country with these actions.
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4 Mexican Customs Legal Framework

As with any other customs authority in the world, the goal of foreign trade within a country
is to protect and safeguard the territory, its people, and the government's interest. Differ-
ent laws rule this protection; this is why the stakeholders and the people who import and
export goods should accomplish the regulations and laws stipulated to achieve safe trad-

ing between countries.

In Mexico, 49 customs are constantly working for the economic growth of the country.
These fiscal precincts are hierarchal ruled firstly by the president. The president can ena-
ble all the ports, airports and land borders so international commerce can occur in the
country. The second authority is the Secretariat of Finance and Public Credit that are the
people in charge to run inspections and directly managing the customs. From the SFPC
emanates the Tax Administration, which is the third hierarchal power that rules traditions.
They are mainly in charge of the tax revenues that come from import and export pro-
cesses. As a fourth authority, the General Administration of Customs and the General Ad-
ministration of Audit and Foreign Trade are the ones who audit the trade processes of
customs agents and companies that import and export. They detect gaps during the meth-
ods that should be filled, or, in some cases, that should be punished. The 49 customs it-
self run the fifth level with the staff that works within the facilities. The personal oversees
executing the stipulated law to all the operations that they serve. All these five entities rep-
resent the legal customs operation in the country. (Who are the customs authorities?
2020, 1.)

The five entities are mainly ruled by the other five documents that drive foreign trade in
the country. These documents consist of rules and laws to look after the parties' proce-
dures that import or export. The documents are:

— Customs Law

— Foreign Trade Law

— General Foreign Trade Rules

— Federation Tax Code

— Tax Administration Service Act

Hierarchical Order of the Laws
In Mexico, as in any other country, the hierarchy of the laws is represented in its own way.
For Mexico the first place is the Mexican Federal constitution, below that the international

treaties and agreements take place. Then the federal laws of each state participate in the



19

hierarchy pyramid followed by the foreign trade general rules. In the last step of the pyra-

mid the decrees and administrative orders are placed.

Customs
&
Foreign Trade Law
Hierarchy

Figure 1. Customs & foreign trade law hierarchy

4.1 Customs Law

The most important document regarding the job of the intern and Cedillo Ramos is to un-
derstand the customs law. This law stipulates all the legal requirements that importers, ex-
porters and customs agents must follow to clear goods through customs. The Customs
Law is vital for the well-performance of the stakeholders that participate in the process. It
was published in December of 1995, and the last reform was published on the sixth of No-
vember of 2020. It is comprised of 9 titles and 203 articles. The law emanates different an-
nexes of the other four mentioned documents. The authority takes the Customs Law as

the primary document to exercise control and surveillance during the clearance.

4.2 By-Laws and Annexes

As mentioned in the previous chapters, the legal framework has some annexes that the
intern must check. These annexes help the intern link the theoretical with the practical
knowledge to explain to the customers what is happening with their goods and provide
clear answers to increase customer satisfaction and effective communication. All this in-

formation can be easily found on the internet.

Annexe 22
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Annexe 22 of the general foreign trade rules state in 23 appendixes how the "pedimento”,
also called summary entry, is filled by the customs agent. The annexe shows every field
displayed in the summary entry regarding the legal stay within the national territory. It is
also called the instructive of the summary entry. The intern can look for different infor-
mation such as the summary entry code, transportation method, currency used, metric
units, non-tariff restrictions and regulations, payment method, and so on so forth. The doc-
ument is a prerequisite for the intern to understand how the entry summary is presented to

the customer before handling it.

Federation Tax Code

This code states how companies and customs agents can be audited through the General
Administration of Customs. Moreover, the code describes the process of fiscal control that
the government has over the corporations. The law also mentions how the foreign trade
participants are informed about these processes via electronic tax mailbox. In overview,

the primary purpose is to notify the tax processes for the foreign trade industry.

Tax Administration Service Act

This act states primarily the quantities that importers and exporters will pay if they break
the Customs Law. The document says the contributions derived from fundamental fiscal
taxes. The primary purpose of the customs is to acquire the tax amount requested to the
taxpayers; this is why the importers and exporters must pay vital attention to avoid any

mistake regarding taxes and tariffs.

Foreign Trade Law

This law states primarily the definition of taxes and tariffs imposed on the imported and
exported goods. The law also mentions which type of tariffs apply to different products.
Also, the law says if these tariffs are by percentage or by the quantity of the goods, e.g.
kilograms, litres and pieces. The law indicates which unfair practices are not allowed in

commerce and safeguard measures.

General Foreign Trade Rules

These rules are implemented due to the World Customs Organization's concern that
countries should share standard practices for foreign trade operations of goods and ser-
vices. Institutions have approved all these rules on an international level. The rules repre-
sent an organism that speaks for foreign trade rules at a worldwide level. The most com-
mon example of this is the incoterms that have been translated into more than 30 lan-
guages. Another one is the payment methods that banks implement for the security of the

importers and exporters.
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4.3 Free Trade Agreements

Free trade agreements are settlements made by different countries that look to improve
foreign trade among their nations. These agreements allow the increase of economic inte-
gration and offer local companies the opportunity to compete against quality products im-
ported or export their products to reach international markets. It is vital to mention that, ac-
cording to the Mexican government (2015), Mexico can work with more than 13 free trade
agreements with more than 50 countries. Also, it is crucial to emphasize that Mexico has
actively participated in international forums, such as the World Trade Organisation, the
Asian-Pacific Economic Cooperation Mechanism, the Organisation for Economical and
Cooperation, due to the government efforts Development and the Latin American Integra-
tion Association. The following map shows the countries that Mexico has as partners for

foreign trade purposes.
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Figure 2. Trade agreements and treaties map
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5 Six Sigma

During this project's development, the Six Sigma philosophy is handy to manage since
several events should be considered to improve the business model of Cedillo Ramos.
However, the author's problem is to improve the training experience that interns have
when they join the Cedillo Ramos team. There is no straightforward process based on this
business activity. Personal experiences have led the author to pay attention to the core of
the training to improve customer experience and how the interns will enjoy working in the

company.

5.1 Philosophy

Six sigma's philosophy is to adjust an organisation's process by allowing just the minimum
possible deviation to reduce and, trustingly, eliminate waste defects and irregularities that
the process may have (Pande & Holpp 2001, 5). Six Sigma philosophy aims to correct the
current mistakes by analysing the process and analysing the improvements to examine if

a change was performed.

5.2 Objective

The Six Sigma analysis's objective is to improve employee satisfaction that will drive re-
tention and productivity. The outcome will result in an enhanced external service value for
customer satisfaction. Cedillo Ramos retain an average of fourteen clients every month
that choose to manage their foreign trade operations. The company is continually fearing
the fact of losing clients because of the service that is provided. If Cedillo Ramos can in-
crease customer satisfaction, they will retain their clients by working with them month by

month.

5.3 Process

There is a difference between other consultancy companies and Cedillo Ramos. Cedillo
Ramos has not developed any training programme for their interns. Even though they
have been in the market for more than ten years, they have not thought about creating a
friendly training experience for their high employee turnover. The staff turnover makes, at
least, every year difficult times for the supervisors to train them. The idea is to develop a
solution to improve the training stage to create professional interns in the short term for

the business's well-being.

Cedillo Ramos has had extensive involvement with interns since they opened ten years

ago, but there has never been any appetite for changing the process. Interns have come



23

and go, and the company still cannot figure out how they will retain them to create pre-
pared, professional, and educated workers. The problem has led the project to develop a
Six Sigma proposal to improve employee satisfaction by understanding the actions taken

within the office to provide service to the clients.

5.4 Define

The definition of the problem in Cedillo Ramos is not rigorous. The main painful areas lay
in the interns who just entered Cedillo Ramos to start learning and create inefficiency with
the clients. As mentioned in the document before, the interns are usually university stu-
dents who attend lectures within the first two years of their degree programme of Interna-
tional Business. They routinely do not have the professional skills and knowledge to fulfil
the company's needs. Therefore, essential activities like communicating the process to the
supervisors, attending phone calls, and even writing an email are challenging in the first

months.

However, the problem prevails in how the company does not have the time to develop any
programme to train their employees. Moreover, the company is not interested in spending
resources to hire someone to expand their training. The company is passing through a re-
silient process because of the workload they are experiencing, the coronavirus impact,
and the economic crisis that has hit all Cedillo Ramos clients. It is time for Cedillo Ramos
to invest in this project if they want to focus on administrating the business instead of run-

ning it.

5.5 Measure

To measure the company's problem, the author will reach at least twelve out of the four-
teen frequent clients that come around every month. These clients are always contacting
Cedillo Ramos to use their services, and the intern is the prominent figure of the process.
Moreover, most of the time, the client is served by the intern, and they are in close contact
to solve questions, inform about their foreign trade process, and find creative solutions to

clear their goods rapidly.

The information will be collected by sending Webropol surveys to the clients that will state
in five questions how they have felt in their process when working with the intern. These
five questions were checked, revised, and accepted by the commissioning company.
Nonetheless, the survey was sent directly from the company's email to the clients. This
survey aims to understand how the clients perceive the service provided by the interns to

improve the opportunity areas.



24

Another measure stream will be how the interns are following the steps of the processes.
With a matrix of the steps, the author will go through the process's information flow by div-
ing into the mail chains and evaluating how the information is shared. The intern should
follow several steps to complete the foreign trade operation; without sharing this infor-
mation, the procedures would change, and it will lead to chaotic management of the cli-
ents. The function of data collection is to find the last operation of each customer who an-

swered the satisfaction survey.

5.6 Analyse

The information will dictate how the manual should be addressed and the customer ser-
vice's critical points that the interns must pay attention to. The information flow in the com-
pany is vital for the clients and customs agents. Therefore, being connected, informed,
and capable of sharing information is crucial to provide excellent customer service and

perform international operations at their best.

Moreover, the information analysis will visualise how the process is doing without any ex-
ternal aid. Cedillo Ramos should enhance that they need to train their new interns to per-
form better during the first months and succeed in customer service satisfaction. Cus-
tomer service satisfaction will create a sense of belonging, and the clients will stay loyal to

the company instead of looking for other consultants.

5.7 Improve

After analysing how the clients perceive the intern's performance, many solutions can be
taken, but not all are suitable, acceptable, or feasible. Cedillo Ramos' options are limited
due to its low staff number and the time that can be provided to the interns to train them
properly. The most accurate solution should be one in which the interns can learn by
themselves without risking the business's actual operation. It is not about failure after fail-
ure in fundamental processes with no guidance but following a pattern or a series of steps

to fulfil the customer needs and closing an operation correctly.

5.8 Control

By checking the intern's performance, the author will forecast the results of the following
operations when the solution is provided. The goal is to look into the intern's actions to

correct mistakes and see what is still unclear. The forecast will last for three months to vis-
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ualise the results. Moreover, the solution will improve the intern's performance when join-
ing Cedillo Ramos staff in the following years. To conclude, the intern supervisors can
continuously measure and control the intern's execution during the foreign trade pro-
cesses to assure high performance in the labour hours. The same customer service can

be used for future operations and to improve opportunity areas.

5.9 Quality Tools

To measure the problems and obstacles that Cedillo Ramos faces, three main quality
tools can be implemented to achieve the customer's accurate perception. Elizabeth Cud-
ney mentions that it is crucial for a company when facing changes to collect the custom-
er's voice so the stakeholders can recognise the customer expectations accordingly to the
services delivered by the intern (Cudney & Furterer 2012, 19). By collecting the data that
shows the intern's performance, there should be a plan to reach customers and even de-
sign models that can show Cedillo Ramos' current position in the area. The goal is to ap-
proach the clients through surveys to help the project be more sustainable and feasible for

implementation.

For this project, the data collection was done by checking emails deeply to see how the
intern has sent information about the operation. The quality tools that were used are the
cause-and-effect diagram and a check sheet. These two tools can be implemented for the
reader's better understanding of the case and outstanding the defects committed during
the processes. It is essential to notice how important is the customer voice to relieve the

pain.

5.9.1 Ishikawa Cause-and-Effect Diagram

The Ishikawa diagram identifies the causes that may produce the current problem. Devel-
oping this diagram starts by brainstorming the ideas that may appear as possible causes.
Then the designers classify the issues to see which sector of the process should be ad-
dressed quickly. The cause-and-effect diagram stands out the problem and diversifies
them by organising them in branches; Cedillo Ramos is the perfect company to apply this
model in the intern's performance area. In the implementation of the project, the reader

can analyse the model made for Cedillo Ramos and the main training problem.
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5.9.2 Check Sheet

The check sheet that will be used explains how the intern handles the foreign trade opera-
tions during the importation process. The check sheet will be used to measure the opera-
tional knowledge of the interns. Moreover, if a client responded to the survey, the author
will check how the last operation managed to link the main problems with the evaluation.
The check sheet will include every step of the importations and exportations through the

maritime port, land crossing and airport (See appendix 1).

5.10 Business Innovation

The innovation of the business can be found in different managerial perspectives. The
perspectives come from marketing, human resources, finance, operations, and strategic
management. These five organisational perspectives can help any business innovate if
they want to improve or fail. The main problem of this project is a human resources issue.
The author understands that the training process is not helping to the development of re-
taining and satisfying clients. Therefore, the human resources management perspective
should be addressed.

As mentioned before, the managerial perspectives help consultants improve a business's
area to perform an activity correctly and innovatively. The consultancy process has three
main factors: The performance; the ideal arrangement is reached when the stakeholders
are delighted with the implementations to the business. It is not just about the objectives
being achieved but to be exceeded. The crucial critical factor is the team experience; the
team's involvement is essential to implementing the plan. The company's team should
create sustainable partnerships, and over time, they must pay attention to the improve-
ments that the solution is bringing to the company's development. Also, personal learn-
ing is relevant for the company. By implementing the new plan, the company members
should benefit from the process and work better. At the end of the project, the author
asked the CEO and the intern what personal learning was. Moreover, the author also
asked which steps improved during the implementation of the project. Also, success fac-
tors will let the company know that the implementation of the plan is prevailing. The intra-
team relationship factor will generate trust within the organisation. The improvements will
activate the company's communication, from mitigating the effects of diversity through in-

formal exposures of the problems and formal training of the implementations.
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6 Service Theory

We all, as consumers, have experienced the service of a company. Even if a company's
main product is tangible, its offer and delivery will be present in the customer's mind. Ac-
cording to different definitions, we can conclude that services are the intangible interaction
companies have with their customers. A company's service can be developed by under-
standing service markets, applying the 4P's of marketing to the service, developing cus-

tomer relationships, and striving for service excellence.

If we analyse the service definition, we can conclude an interaction between the company
and the customer. However, this interaction has always backstage and front stage action
in the service-profit chain. The backstage of the service is linked to the internal quality of
the working environment. The interior quality drives employee satisfaction and, later, the

ability to achieve customer interaction results.

The satisfaction chain starts with how the employee is satisfied, how their desires are ful-
filled, and their necessities are covered. Employee satisfaction persuades employee loy-
alty; the staff members increase their productivity that drives to service value. Service
value is the result that customers achieve concerning the total cost of the product. If the
company reaches this chain from one side to another, customer loyalty can be attained,
and it will be the most important determinant of profit and growth for the company.

The service has three different stages that businesses use to encounter their prospects
and tie them up to buy from their products and services. These stages cover the pre-pur-
chase, purchase, and post-purchase stage. Due to Cedillo Ramos' business model, the
pre-purchase stage is not considered in the intern process because of how the clients are
prospected and retained. Moreover, the encounter stage and post-counter stage should

be considered.

For Cedillo Ramos customs clearance service, we need to consider that the service times
are variable. The service time can take even more than a week, making it more compli-
cated for the interns to retain customer satisfaction the whole time. Nonetheless, the mo-
ments of truth of the clients should be identified to hit directly to the nail. These moments
of truth are the expectations of behaviour that occurs between the client and the em-

ployee.

Two primary drivers manage the encounter stage; the spotlight in which the service is per-

formed and the staff who handle them. Cedillo Ramos service's spotlight is mainly through
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communication channels such as emails, phone calls, and even text messages. There-
fore, the employees should be aware that those stages are essential to respond against
customer moments of truth. Picking the phone up and saying the correct sentence can
save the moment of truth and improve the customer service experience quality. The scrip
theory can help the company to avoid variability during the moments of truth and would

increase the confidence of the employee.

The service script is a theory that establishes and specifies the sequences of behaviour
that employees and customers should learn when they are passing through a service pro-
cess. The theory's primary goal is to avoid variability and condition the employee and in-
terns' encounters with the clients. In Cedillo Ramos case, the development of scripts
should be developed to control the service responses and create an alternative for the in-
terns to handle the clients.

The manual provided to the interns will help to the performance of the service by contrib-
uting to the quality of delivering information from not only the clients but also the customs
agencies. The customs agencies are also one of the major stakeholders that are involved
in the process of serving the client. Also, the customs agency is the second interested
party that Cedillo Ramos needs to communicate flawless information so the clearance can
be ended in time and manner. One of the manual outcomes is to automatise the customs
clearance process for the interns, so they struggle less in their first couple of months

working for Cedillo Ramos.

After the service is provided, the customer satisfaction is determined from two different
points of view; the service quality against the customer satisfaction. In Cedillo Ramos, ser-
vice quality refers to relatively stable attitudes and beliefs about the firm. This service
quality means that the service quality relies upon how the company is currently training
their employees, which are the values taught and how they show that to the clients. By an-
alysing the company's situation, the author can conclude that the firm states no service
quality and that if it is not set in a short-term period, the company will have serious prob-

lems adapting to the clients' needs regarding the service.

Customer satisfaction is more related to evaluating a single consumption experience as-
sociated with attributing satisfaction (Emerald Insight Staff 2003, 1167). The pleasure can
be qualified in different dimensions of quality. The dimensions can rely on as in the follow-

ing table.
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Table 4 Dimension and concepts of the quality service

Dimension Concept

Tangible Physical elements

Reliability Accurate Performance

Responsiveness Helpfulness and Promptness
Credibility, security, competence, and

Assurance courtesy

Empathy Easy access, good communications,

customer understanding

Cedillo Ramos does not provide any physical elements or products. That is why the com-
pany only plays with four out of the five quality dimensions. Cedillo Ramos interns perform
their service tasks that entrust reliability, responsiveness, assurance and, lastly, empathy.
In the customer service survey given to the most important clients of Cedillo Ramos, these
four dimensions are used to see how the intern is operating their service skills during their

working hours.

6.1 Design of the Service

There are thousands of millions of companies in the world. Some companies produce
plastic cups, other headsets for online classes, and many others sell vegetables and their
core product. As logical thinking, these companies' first thought is to invest so the core
product can be improved; but is this what the client cares about when delivered? No, cli-

ents desire more than just a product, they desire an experience.

The world is becoming more and more connected every day. Thus, consumers are not
just focused on the top products and the final use of them. The staff offer their options to
choose a product; how the process of receiving someone in the store is done, the chan-
nels and touchpoints that the customer interacts with, and how employees serve the cus-
tomers. (Berger Spring semester 2018.) All together, linked with the product delivery and

added value is part of the service experience.

According to the book, what is service design? A design of the process should ensure that
the service fits its final purpose (Lawrence, A., Hormess, M., Schneider, J. & Stickdorn, M.
2019). The service design pursues to avoid variability and achieve homogeneity during
the service process. By avoiding variability in the process, the service can be addressed

as a continuous line for the intern to follow a pattern and avoid mistakes.
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For Cedillo Ramos, the service design tools must create a panorama in which they know
what they are expecting from the clients and what they can do to provide them with admi-
rable quality and customer service. The next chapter will be dedicated to design service
tools to show Cedillo Ramos how easy and essential it is to use these models to imple-

ment them and increase the customer experience.

6.1.1 Customer Persona

After 15 years of being in the market, competing against other consultancy companies,
and surviving various crises within the country, Cedillo Ramos has a clear idea of how
their customers look. Moreover, they are always looking for more people in the industry,
and it should be indispensable to build a customer persona to be clear which type of cus-
tomer they would like to have.

The customer persona is a fictitious character that embodies specific critical characteris-
tics of the company's target groups. The customer persona can be repeated several times
to cover the main aspects that the customers have. The customer persona also called
buyer persona, should include a picture and a name to conceptualise and transform that
non-real character into someone who could step into the business's doors. Moreover, the
customer persona should include details such as relevant characteristics in their behav-

iour and emotions. (Berger Spring semester 2018.)

If the customer persona enters the business, what is the thing they require from the indus-
try? This fabricated person has expectations, goals and even interests in buying the ser-
vice of the company. Then, why would the persona want to believe in a business? This
last characteristic is essential to highlight the client's needs to interpret the approach that
must be used to match with the current necessities that are presented.

How come does the business need personas if these are fictitious? The answer to this
question is to generate a possible scenario with clients to interact with them according to
their position in the company and personal variables. The way that the business has con-
tact with the client should always generate empathy and get into the specific necessities
that the customer is claiming. The customer persona is always utilised to innovate a busi-
ness's service either in company strategies, product development, and the customer jour-

ney.

As mentioned in the previous chapters, Cedillo Ramos work with different types of indus-

tries but, if we summarise them, three types of sectors play a significant role in business
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operations. In this chapter, the author will create these three personas to facilitate the
company's service design and afterwards build a service blueprint and a customer journey

map.

In the following examples, the reader will identify Ramdn Njera, Paola Alcantara and Isa-
bel Guerrero. The following customer personas belong to three different segments of cli-
ents that Cedillo Ramos has in the company. The big and international companies that
possess various corporates abroad, small-medium companies with employees in charge
of foreign trade operations, and people who have their own company do not know how to
proceed in customs clearance operations properly. The primary purpose of this chapter is
to create three customer personas that Cedillo Ramos possess. These customer per-
sonas are designed for the company to have different approaches. The background of
each client directly affects the behaviour that is used to conduct the operations. The in-
terns and directives should recognise which type of customer persona is to decide their
words, approach and even emotions that will be taken when handling an operation.

Ramén Najera

Ramon Najera works for a construction company. The company has many corporates out
of Mexico, and its headquarters are in Switzerland. Ramon made his internship when he
studied for his bachelor's degree and got hired after he graduated. He has been working
there for five years and lives independently from his nuclear family. Raman reports the
shipment's status to his manager, and he is constantly working to reduce the company's
costs and lead time. Even though he has been working in the area for a long time, Ramoén
is continuously struggling to correctly communicate the operation's track with the different
parties involved in the process. Mister Najera likes his job and is there to prove to his boss

that he can grow within the company (see appendix 2).

Paola Alcéntara

The second type of customer persona is Paola Alcantara. Paola is the right hand of Igna-
cio Alto, a small company that trades car pieces for big companies like Volkswagen and
Audi. She is turning 38 years old this year, and her family supports her in her professional
career. Miss Alcantara has two children and a husband. Nevertheless, she is always
working and busy educating her rascals. She constantly tracks the imported materials to
report directly to Ignacio, and she struggles a little with the technology. Her position in the
company is unquestionable, and she prefers to communicate via email rather than phone

calls (see appendix 3).

Isabel Guerrero
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Isabel Guerrero is the CEO of a company that imports valves to sell them to the beer in-
dustry. She has plenty of work experience, and she has a master's in business administra-
tion. The last year Paola turned 55 years old and founded her company in 2018. After
some years of struggling with team management, she is learning new tools to implement
on her business and have a better relationship with her employees.

In conclusion, the company should adopt different customer personas to anticipate how
prospects will come to the company. Without them, it is hard to read their desires, wants

and needs that they expect to be covered by Cedillo Ramos (see appendix 4).

In conclusion, these three customer personas presented will help the interns understand
more to whom they are talking to and choose the correct words to empathise with. The
customer personas design the clients currently working with the company and how the
company's approaches should be personalised according to their profile. These three cus-
tomer personas are delivered to the business to have in mind their approach that they are

using.

6.1.2 Customer Journey Map

A customer journey map is a tool created for businesses to understand the service experi-
ence from the customer's point of view. It is vital to scan touchpoints, empathy, control
and priorities that must be considered to provide satisfaction to each client buying the ser-
vices. The journey map's scope is to improve the customer experience while the company
is analysing the customer's process. The map should include stages that the customer
faces during the services and, into them, steps are defined. (Artun & Levin 2015, 103.)
The steps are a profound explanation of what happens in the settings. For example, if a
person goes to Subway, there is a stage in which they would choose the product. How-

ever, the step is to look into all the sandwiches' varieties.

The map must also include the storyboard; the board is a series of steps and images that
could help imagine the process from the customer persona's perspective. The customer
journey map can be constantly repeated for different customer personas and depending
on their needs, and it must be modified. Here there is an example of how the customer
journey map in Cedillo Ramos must be implemented. The map highlights different stages
that the customer is passing through, user goals, the process that it is followed, problems
faced, the experience and opportunity areas that Cedillo Ramos must consider improving
the quality of service. For this topic, the author designed an example of a customer jour-
ney map for Cedillo Ramos. This map was delivered along with the foreign trade manual

(see appendix 5).
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The customer journey is designed primarily for the implementation of it in the manual. The
steps followed in the customer journey are translated for the interns to understand the
next step and interpret the emotional stage in which the customer is. By combining steps
and emotions, the service providers can picture how the client perceives the interaction

along with the process

6.1.3 Blueprint

The service blueprint also helps the company understand the current service system's op-
erational features and performance characteristics. Moreover, anticipates, formulate, and
choreograph service solutions not yet available through the design and analysis of the
service path. The blueprint shows the company how the service process can be improved
through tangible and intangible elements.

Describing process functions above and below the line of visibility of the business requires
enormous cross-functional collaboration to deliver a seamless service experience and
support the organisation's team. The company's team should point out the touchpoints,
process functions and alignment of the service blueprint to improve the user experience.

The steps of creating a service blueprint are the following ones

Identify the system to be blueprinted
Identify customer segment
Map the process from the customer's viewpoint

Map the contact of the employee

a rc oo

Link customer and contact person with support functions

This operational service tool can quickly help innovate the service process, develop touch-
points and moments of through, and improve service quality. Cedillo Ramos can preview
the frontstage channels, customer actions, direct interaction, time spent, and backstage
performance with the tool. As it was addressed with the customer journey map, a service
blueprint was designed for Cedillo Ramos import procedure (see appendix 6), and it was

handed in along with the manual and the customer journey map.

This last example provides information on how Cedillo Ramos can design a blueprint for

the processes they have. For the supervisors, these kinds of tasks are essential for the in-



terns to understand what they must do backstage and show them to the frontstage. Ac-
tions that take place in the business must be enhanced to the interns so they can act by

themselves if a client is calling or if they have to respond to an email.

34
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7 Improving Interns' Training

After deciding the solution for the problem that Cedillo Ramos is facing, many steps
should be followed to achieve the expected service quality. The foreign trade intern's man-
ual is not enough to provide a better service to the clients. The author of the document
has had several meetings with the company's directors to ensure the intern is being driven
by the superior to explain more about the topic if it is necessary. In conclusion, the manual
is a vital part of the training but not the most human one. If the company wants to improve
their employees' training and boost service quality, there must be inspiration, motivation,

and encouragement so the interns feel more confident about their decisions.

However, this document's primary purpose is to implement the manual, the interns' opin-
ions, feedback from the directors, and the benefits of delivering the final manuscript. This
project's benefits regarding the easiness of the training are unimaginable if the manual is
well-implemented and, customer service quality can also be improved to gain the custom-

er's confidence.

7.1 Potential Benefits

According to the author's experience, there are many opportunity areas that Cedillo Ra-
mos should take into consideration to improve, and the manual covers two main drivers in
the company's quality performance. These drivers are composed directly by the interns.
Interns in Cedillo Ramos play a significant role regarding the foreign trade operations that
the company has with many different clients. According to the past four months, from Jan-
uary to April, Cedillo Ramos keeps ten clients every week and around 16 every month.
The numbers speak that the consultancy company can manage many different opera-
tions, and organising each operation is essential for the intern's performance. The poten-
tial benefits will englobe the fastness of the training process and the increase in customer

service. Those will be explained in the following chapters.

7.1.1 Interns Training Process

The main driver of the potential benefits is the training process that the intern will have
with the foreign trade manual. The manual will provide an uncomplicated way for the in-
tern to solve general and specific questions about the import and export processes. When
new employees start their internship in Cedillo Ramos, they will check their queries by div-
ing into the manual. In the past, when an intern had a question about a process, the first

call was made directly to the supervisors. If not, the intern would check university notes



36

and even googling the issue. The process now is different. The intern can access handy

information on the computer, cell phone, and physical book shortly.

The past interns took a long time to understand each process because they played in a
winning-failing game. Their decisions were not entirely accurate due to the fear of asking
or being uninformed about deciding. The primary manual goal is to help the intern solve
first-hand questions about the foreign trade processes to create a self-learning stage. The
manual is full of legal references, internal procedures, external procedures, hints of deal-

ing with clients and a step-to-step succession.

The manual training process will decrease the time that superiors must spend with the in-
terns and reduce the failing decision's rate when interns take over the foreign trade opera-
tions. By using the manual daily for the firsts four months of the internship process, the
employees will feel more comfortable by sharing their questions with their superiors and
taking decisions all over the customs clearance process.

7.1.2 Customer Service Performance

The main side effect of improving the training of interns in Cedillo Ramos is the customer
service performance. Since the interns are the central staff in the company that serve the
clients during the foreign trade operations, improvements in the training process will di-
rectly boost the service performance. The interns are the main drivers of the operation
and, sometimes, Cedillo Ramos’ directors cannot see that they need to invest more time
by training them so the services can be improved. Service performance is what keeps the
clients in the company. It is the primary tool to retain customers and make them come
back to keep using Cedillo Ramos' services. If the interns are well-train, customer satis-

faction will increase, and uncertainty about the client's turnover will diminish over time.
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8 Outcomes and elements

Like any other project that can be implemented in a company, some expected outcomes
and elements can be rectified. These elements are considered from the past times when
the solution was not provided still. The problems come directly from the training process,
and the following are the most predominant ones. Errors, time-wasting, and sourcing com-

plications will be mentioned in the following chapter.

8.1 Errors

The intern usually is committing mistakes that can lead to more significant problems if sit-
uations are not appropriately addressed. Many mistakes can be made in one operation,
but in the first months of the intern, the major problem is the information flow that Cedillo
Ramos is taking during the clearance. As we have discussed before, Cedillo Ramos acts
as an intermediary between the client and the customs agency. The main goal of the busi-
ness is to solve the client problems related to customs clearance knowledge. For this rea-
son, Cedillo Ramos deals directly with the client as well as with the customs agency. The
information goes from point A to point B to point C and vice versa, from point C to B and,

finally, to A. The information flow should never jump from A to C nor C to A.

Customs Agency Cedillo Ramos Client

Wrong Fow

Figure 3. Information Flow Required for Cedillo Ramos

A simple mistake that interns in Cedillo Ramos commit is keeping the information them-
selves and not sharing it with customs or clients. The manual points out to whom and how
that information should be delivered to teach the intern how to filter the documents, data,
and received messages. In conclusion, if the information is well-conveyed, the materials'

flow will proceed in the same way.

8.2 Time-Wasting

Time is essential in foreign trade operations. When the processes are dispatched correctly

and on time, customer satisfaction is boosted. If the time management is correctly used,
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the intern will upgrade the experience of the customers. A mistake that happens con-
cretely in the office is when the interns abruptly stop because they do not know a term, a
situation or do not know what to do with the information. By consolidating the theoretical
words, ideas and steps in the process, the intern can achieve time management, and a

constant time flow will come with the job that it is performed.

8.3 Sourcing Complications

From where do interns extract information when they need to check sources? That is a
constant question since they are just arriving at a new office. As mentioned in the Mexi-
can Legal Framework title, there are plenty of sources from which the intern can take the
information and most of the times, and these sources are hard to read for inexperienced
interns. When there are no legal bases in the interns' minds, it would be hard to reply
something accurate to the clients. Also, the intern should take responsibility for looking for
reliable sources and find information quickly. However, the manual points out the steps
and concepts in a glossary to instruct and involve the interns in the customs clearance en-

vironment, so they familiarise themselves with the job vocabulary.
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9 Breaking the Project Down

The project's execution started by analysing the company in-depth to decide in which way
was going to be addressed the situation. The intern's area was the central department to
solve. Since the author was an intern for Cedillo Ramos for almost two years, he knew
that some gaps should have been closed to improve its performance in most foreign trade
operations.

By following the six-sigma philosophy, the author followed all the steps to discuss the
company's problem. However, these steps were followed by pre-information, internal anal-
ysis of the company, data collection, and the final project's implementation, which is the
manual. These stages were considered so the project could be reliable, valid for the com-

pany and its well-being.

9.1 Execution of the project

The kick-off started by designing an Ishikawa model to understand the gaps needed to de-
velop the manual. The Ishikawa model stated six drivers of the problem, which englobed
“the current training process”. The drivers include lack of provided information, guidelines
to follow, directors lack of time, new interns, office environment and customer satisfaction
measuring. The model helped to point out and to discover the problems that are aggravat-

ing the training process.

Superiors lack of time No guidelines to follow Lack of provided
information

Second Indifference far Mat tracking of the

profession; impraving training provided
lecturers processes information
Client's Undesigned talent Superiors nat
" development interested in
rocuremen . o )
P tracking handing infarmation
Problem

Statement

Maonesisting HR
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Low workforce

Mo esplanation of the
thear

Current Training
Process

Unexperienced

External problems:
personal life

Lack of patience

Pressure cooker
shipments

Lack of time

Low intern-
superior
COMMUnIGation

Lack of
importance

Fear af their
superions scowl

New Intern Office environment

Monewisting KPl's

Customer satisfaction
measurina

Figure 4. Cedillo Ramos Current Training Process Ishikawa Fishbone Diagram
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The model highlighted the opportunity areas for the author to focus the manual into those.
The manual is aimed to help each one of the drivers that are shown in the model. How-
ever, using the manual will rely on the intern and how the superiors have contact with the
interns to teach them how to use it. By picturing the stages of air, land and maritime ex-
port and import processes, the author wrote down each step that is supposed to happen
in the customs clearance. Moreover, the interns can anticipate each move, improve the
leading time, pay more attention to customer service skills, maintain order, and learn from

managing an operation.

The manual has seven different processes for final importation and exportation as well as
virtual exportation. These seven operations are the most common ones that Cedillo Ra-
mos manages every month. According to his knowledge gained during the consultancy
company, the author explained these seven procedures within the manual's theory. The
document points out different examples, references, and in-depth analyses of each pro-
cess to be straightforward for the intern. It also explained the purpose and goal of the doc-
ument and contains a 63 words glossary so the intern can always look for definitions that
may be interesting during the clearance process.

Before handing the document to Cedillo Ramos' directors and the intern, a survey was run
to determine the customer satisfaction, strengths, weaknesses, and opportunity areas of
the current intern. The survey contained several questions, and it was sent to twelve dif-
ferent clients with various core industrial activities (see appendix 8). According to Cedillo
Ramos directives, they have fourteen companies every month. The survey was sent only
to these clients due to Cedillo Ramos' request not to contact all the companies to preserve

the past years business relationships and some other internal reasons.

After sending the surveys, the author gathered information from the intern's operations
during March. Furthermore, by collecting all the data, the result showed an estimate of
how the intern is performing in each foreign trade process. The number will lead to seeing
where the interns can improve their skills and pay more attention to a higher level of per-

formance at work with specific clients.

After collecting the clients’ answers, the data was sent to the Webropol analysis pro-

gramme to be statistically measured to jump to conclusions. The objective responses of
the clients helped the project to see the gaps, differences and contrasts that clients have
one to each other, and it gave an idea of the overall picture of the analysis of the perfor-

mance.
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After the analysis is over, the author evaluated the customer satisfaction, and he created
a forecast for the rapidness of clearing a customs operation. The estimates were realistic
by analysing the intern's behaviour and interviewing about how they have felt with this
tool. The interview provided the possibility of speaking with the interns about their experi-
ences with the book if it is functional, easy to read and even if it is handy to find the cor-
rect information about the process. The dialogue allowed a space of clarity, honesty, and

objectivity about the suitability of the manual in the interns.

Moreover, Cedillo Ramos provided a space for feedback via another interview. This feed-
back was provided in the last week before delivering the project to Haaga-Helia. The feed-
back helped the author improve the manual from the company’s perspective to be as
straightforward as it is for the interns. By providing the feedback and making the changes,
the final version of the manual will be delivered physically to the company by the end of
July so the author can organise the improvements, cover of the manual and printing of the
book. For this project the a Gantt chart was created to decide when the activities should
get done.

The Gantt chart provides an estimated time of how the project was run. The challenge of
the author was related to the channels to communicate results and the data gathering.
Since the author was studying in Rotterdam, The Netherlands, the contact with the com-
missioning company had to be precise and clear to achieve the expected goals. The activ-
ities had to be managed nine thousand kilometres away from the Cedillo Ramos’ head-
quarters. Therefore, the actions had to be rigorous to submit the project on time (see ap-
pendix 7).

In conclusion, the activities of the project relied on the writing of the manual. The manual
report was challenging since it is a manual that relies on a strict process that can be al-
tered if some creative solution to clear the merchandise is presented. It lasted longer than
expected. Therefore, the results of measuring customer satisfaction had to be taken after
the manual was delivered. However, the author is confident about the serviceability of the
manual, and the company will have more significant improvements when they hire new in-

terns shortly.
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10 Commissioning Company Case

Due to the industry that the project is aiming for, the data collection was challenging due
to the insistence of calling and emailing Cedillo Ramos’ clients. The stakeholders involved
in the logistics process are busy, and the evidence collection was put on hold for around
three weeks. The intern tried hardly to implement the manual. However, they are already
trained by the old method since half a year ago. Withal, the use of the manual helped sub-
stantially for the customer satisfaction measurements. After collecting the data, the results
are the following ones.

10.1 Project Final Outcome

The delivery of the manual is bringing improvements for the interns in a medium-term pe-
riod. The legal information, breakdown of the processes, glossary of the essential terms
and the amount of data to follow the vital steps of the customs clearance process is more
than enough for interns that just begun their internship at Cedillo Ramos. According to the
customers, Cedillo Ramos’ directives and the interns, the manual is fruitful to prompt con-
fidence and certainty to the interns to perform their activities without hesitating while an-
swering a phone call, replying to an email and even discuss the process with the superi-
ors.

There is no question that this manual is beneficial for the organization. As mentioned in
other chapters, the manual does not work for itself. The manual will work if the intern is in-
terested enough to open the manual and use it. Moreover, it will be helpful if the directives
implement the manual directly when training the new interns. Without these two parties,

the effort of implementing the manual is useless.

However, the manual has been bringing customer satisfaction in the medium and long-
term periods, certainty to the directives of Cedillo Ramos and tenacity to the interns to
deal with daily working situations. The industry allows new people to enter the area where
fundamental operations with real responsibilities come to play. Notwithstanding, if the in-
terns are not aware of how the corporations work, they no longer will be part of this supply
chain. That is why the manual is making a significant impact in their learning process to
stay and be part of this foreign trade industry. The final results are shown after the manual

is entirely explained.

10.2 Training Manual Explained

In the foreign trade world, there are plenty of different operations that can be used to im-

port or export a product. The manual explains the seven most common procedures so the
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intern can immerse in the foreign trade world. The compilation includes an introduction,
the main goal of the manual, demarcation, events from beginning to the end, a glossary of
terms and the specification of each of the seven types of processes. A completed version
is delivered, and it breaks down the strategies by explaining them in detail (see appendix
9).

10.2.1 Chapter’s General Explanation

The overall explanation of the manual's chapters was written down so the reader could
understand what the manual is about in the big picture. The resolution is given to the
readers who do not speak Spanish and know a little more about the manual. In conclu-
sion, the explanation will cover the whole manual mentioning each chapter with some

notes and a summary of the text.

Introduction

In this phase of the manual, it is stated the intention of the document. The purpose is di-
vided into two main goals: improving the customer service performance and standardising
the training process. These two are related to the time that the directives spend training
directly their new interns. In this chapter, Cedillo Ramos’ stakeholders must work in syn-
ergy to achieve the mutual goal.

In the text, the scope of the project is stated. The project is developed for Cedillo Ramos
specifically and not for any other company. It is noted that the document mentions plenty
of information to communicate with the multiple stakeholders of the foreign trade opera-
tions and how to deal with them if a problem comes up. It also notes that the demarcation
of the document is only for imports and exports that take place within Mexican territory to

boost the training process and customer service.

Objective

The main objective of the manual is explained. It affirms increasing the interns' learning
process by improving their information acknowledgement, theoretical preparation, and
their experience in the Mexican foreign trade. As a secondary effect, it is described how it
will help customer satisfaction in the long term. By setting the document's objective, the
author provides a medium-term goal to the interns so they have the motivation to reach it

to learn from the company, the directives, and the manual.

Justification
In the justification, it is expounded the importance of this project. It explains how Cedillo

Ramos has a high turnover of employees and how that causes a significant impact on the



44

company's operations management. It also mentions the common knowledge that interns
possess when they arrive at the company due to their lack of experience and the year of
the degree programme they are currently studying. The justification states the simplifica-
tion of the traditional method by introducing the manual to the company and having an

outcome the time reduction and customer satisfaction for the company.

In the delimitation part of the product's supply chain, the manual starts regarding importa-
tion and exportation processes. The delimitation is essential to mention to see which ac-
tions will belong to the frontstage of the process and which will be shown to the client. It
also specifies which strategies do not belong to the manual. It does not cover techniques
during the main transportation stage in imports before arriving at the customs and exports
after departing from the customs.

The in-charge of implementing the manual is one of the most important factors mentioned
in this title. The main party is the intern; however, the directives of Cedillo Ramos have the
critical task of tracking the process of the training process by showing the interns how to

think outside of the box to solve problems and avoid failures during the clearance process.

Start-to-finish event

In this section, each event is described from start to finish in which the interns will perform
their tasks. When their tasks start, the explanation will help the intern realize when to act
and when it is no longer a task for Cedillo Ramos. The section helps the interns to realize
when the tasks and responsibilities start and when those end so they can focus in the next

operation.

Glossary

This section contains 63 general terms used in the processes of foreign trade-related to
import and export. The interns, at some point, will read or listen to these terms from the
stakeholders of the operation. At first, these terms should sound impressive and not un-
derstandable. Therefore, knowing the definitions to understand the context of the situation

must be compulsory to act on the procedures.

Importation Processes

In this section, three different importation processes are broken down. These three repre-
sent air, maritime and land importation. The most prolonged process is the maritime im-
portation and the shortest the land importation. Within the procedures, there are essential
points such as how to write letters, instructions and legal documents. Also, it is stated how

to calculate the expenses that the client may incur, how to request a means of transport to
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take the merchandise outside of the customs, how to pay tariffs and how to send the final

invoice to finish the customs clearance process.

Exportation process

As in the importation processes, the exportation section includes the three transportation
methods. The exportation processes tend to be faster and less paperwork than the impor-
tations due to the boost that the Mexican government provides to the companies to send
their products abroad. The air and land exportation have the same number of steps, nine,
and the maritime export has ten. In these titles, there is more variation depending on the
type of transportation method and, the segment provides information on how to collect the
merchandise in the client’s facilities, coordinate the transport to customs, pay taxes and

finalize the process by sending the final invoice of the clearance to the client.

Virtual Operations

A chapter includes the seventh most used foreign trade operation in Cedillo Ramos, the
Virtual Operation. This chapter mentions two sections of how the process is divided. The
opening phase has three steps to follow in the first month of the operation, and the closing
phase includes nine steps to follow so the process can be closed. The virtual functions
only happen the first ten labour days of each month. In conclusion, the shortest operation

that the manual has and, perhaps, the easiest one.

Conclusions and appreciations

The last chapter is dedicated to concluding the whole manual by explaining the continu-
ous improvement that may bring if the manual is well-implemented. It is also mentioned
how all the branches will contribute to the learning process of the interns so they can be
more independent in a short-term period to handle more office issues. Moreover, the

chapter mentions the appreciations of Cedillo Ramos and the current intern's directives.

10.2.2 Manual Implementation to the Company

The manual was sent on the twenty-ninth day of March to the company. It was sent by
email in a final electronic document to the directors and the intern. The manual includes
hyperlinks for each subject of the operations. On that date, the intern started scanning the
manual, and it was requested to be read in a week. After an interview on the sixth of
March, the intern was invited by the author to use the manual as much as possible during
their following operations. From that date on, the manual was implemented and fully uti-

lised by the intern.
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On the twenty-fifth of April, the author had another interview with the intern and Cedillo
Ramos’ CEO. Thanks to the discussions, the author could have feedback about the con-
tent of the manual. The main goal of the manual is that it can be used for the company at
least for two years if processes in customs do not change drastically. Therefore, as men-
tioned in other chapters, the final and physical version of the manual will be delivered in
July 2021 so the office can have a touchable version and help the intern's learning pro-

cess.
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11 Analysis of the data

After handing the manual to the commissioning company, the surveys were sent to start
gathering the data, and the statistics were analysed with the same tools that Webropol
has and graphics and charts to interpret the results. In addition, there are only five ques-
tions that were analysed to get a more in-depth evaluation of the products. The gathered
data is precious, and it shows an impressive development compared to time. In this chap-
ter, the author explained how the numbers are translated into conclusions.

Note: the author analysed twelve surveys and twelve operations. However, due to per-
sonal and professional problems regarding the shipment's management of one of the re-
spondents, one source was not considered. The answers provided did not match the real-
ity of the intern and affected the quality of the survey due to reality distortion and exagger-
ation of the situation. Therefore, for the analysis, only eleven sources belonged to the

data analysis.

11.1 Interview with miss Alvarez

Miss Alvarez is currently the intern that is managing Cedillo Ramos’ foreign trade opera-
tions. She was hired during the summer of 2020 due to the high workload that the com-
pany was experiencing in the previous months. She was studying her sixth semester of
university when Cedillo Ramos contacted her to offer a part-time internship. She entered
the company in September, and there was no straightforward process regarding the train-
ing. The author of this document was working in Cedillo Ramos at that time. The orders
from the superiors were to train the new intern during the spare times in the office.

The strategy of training someone during spare times in Cedillo Ramos is not a feasible op-
tion. As mentioned before, the high workload did not allow the author to introduce the new
intern. The required time was not enough, and for three months, Miss Alvarez committed
plenty of mistakes. The mistakes lead the superiors to scold miss Alvarez almost every

week in elementary tasks that she could not understand because of the training process.

After seven months of experience, Alvarez was interviewed, and some opinions about the
manual and her experience during her first months came to light. The author conducted
the interview directly, and five main questions were asked to miss Alvarez. Moreover, the
interview was handled in distance from Rotterdam, The Netherlands to Querétaro, Mex-
ico. The content of the questions is confidential due to the critical opinions that may be

stated.
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1. During your first month as an intern in Cedillo Ramos, how did you feel
when you were trained to perform your future tasks?

In this question, Alvarez states that she learned in a very vague concept the procedures
done in the company to clear goods in foreign trade processes in the first week of her
training process. She mentioned that she was asked to bring up some questions related to
these general procedures. She also noticed that it was complicated to be taught and in-
volved in her new job tasks because of the workload. She felt that the other colleges were
not paying attention to the clients' necessities in the organisation when she was being
conducted. Despite that, she thinks it is an excellent way to start looking for theoretical in-

formation by consulting her sources. (Alvarez 4 April 2021).

2. When you decided to send an email or make a phone call about the for-
eign trade operations, how were you feeling?

Miss Alvarez clarifies that the process of sending an email took very long for her. She im-
plemented the process by reading her drafted emails at least six times before sending
them to ensure that the information was correct. She also mentioned that the intern and
her superiors directly dictated some emails. (Alvarez 4 April 2021). This pattern of ques-
tioning herself about the news that she used to send matched the same feeling that the
author had when he started to work for Cedillo Ramos. These insecurities were generated

because of the lack of attention in the training process of the intern.

Also, Alvarez remarks that she felt that determination is a crucial point during the calls,
and she was not prepared to take calls from different clients speaking about diverse for-
eign trade operations. Before dialling, she always needed to write down the main idea that
she wanted to communicate so the call could have ended with a professional approach.
During this question, the author asked when the phone was ringing, and she had to take
the call. The new intern of Cedillo Ramos claimed that she did not have a previous opera-
tion, and she used to pick the phone up with no information in her hands. (Alvarez 4 April
2021). That technique caused many troubles to her when speaking directly to the clients.
She did not know what clients were asking for and what she should have requested from
them. The time optimization was not decisive because the process was not implemented

naturally in her mind.

3. Do you think that the manual can help new interns shortly?

Alvarez thinks that the implementation of this new manual can be practical and suits the
necessities of new interns. She also indicates that the guidance that superiors offer will be
handier and straightforward to comprehend, thanks to this manual. She reveals that this is

a manual in which the intern can take direct action and, if there is any question about the
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procedures, new interns can rely on the book. (Alvarez 4 April 2021). In conclusion, Alva-

rez feels that the manual can be fully implemented into new interns to break the process.

4, What is the type of guidance that is needed for this manual?

Miss Alvarez alludes that the needed guidance relies on human skills that people with ex-
perience can teach to the new interns. She declares that one thing is to know what the in-
terns must do, and another one is to understand how to ask for that information from the
respective party involved in the process. She believes that the manual provides the theo-
retical and academic bases; and that the person who is guiding the interns' process can
teach the functional areas. (Alvarez 4 April 2021). In conclusion, the clients that work with
Cedillo Ramos vary in how they are treated, even though it is always the same foreign
trade process.

Miss Alvarez shared to the author her opinion, which is vital for the development of this
document. Since she has been the last and current intern of the company, the ideas that
she presented are fresh and the reality of the current situation of Cedillo Ramos. After one
week of being present, the manual had a positive and motivational impact on miss Alvarez
tasks, and she used the manual in many operations from the 6" of April to the following

days.

11.2 Analysis of the survey’s data

In the survey, it is specified that all questions are regarding the service that the intern pro-
vides. It is also stated that the information will remain confidential; that means that the au-
thor and the readers of the document are the only ones that will access this information.
The paper will not be published on any Mexican platform, website, nor source of infor-
mation. Keeping the data in secret was acknowledged for the clients to respond honestly

and without hesitation about their opinions.

As previously mentioned, the data collection from Cedillo Ramos clients was divided into
two sections, before using the manual and, secondly, after using the manual. In this chap-
ter, the analysis of vital questions are translated into the project's insights. The following
data starts from the last week of March until April sixth and until April 17", The information
was contrived to combine different reports to analyse the difference between non-imple-
mentation and implementation of the thesis project. These two sections are called the first

and the second period, respectively.

1. In your current operation, how satisfied are you regarding the service

that is provided within working hours?
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There was an exciting number of 20% of complete satisfaction and 80% of happiness dur-
ing the first period. On the other hand, when the manual was utterly implemented, there
was a radical change of 83% of complete satisfaction and only 17% satisfaction. The ob-
tained answers highlight the intern's performance regarding the time that she spent in the

office. The time management and the quality of service improved in a striking transition.

Muy satisfecho

Satisfecho(a)

Neutral
Poco satisfecho(a)

Nada satisfecho(a)

0% 20% 40% 60% 80% 100%

® Pre-manual-usage ™ Manual usage

Figure 5. Provided service within working hours improvements

2. How satisfied are you after the intern communicates to you by phone
about the monitoring and status of the operation in your current process?

When analysing this question, the author visualized an increment of 26% in the clients'
complete satisfaction. However, one company claimed that it was neutral about the infor-
mation given during the calls after implementing the manual. The analysis indicates an im-
provement regarding phone information, but it also includes an answer that implies that
the intern performed her phone task at a neutral level which could be a distraction or a

lack of time to check the manual during the phone call.
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Satisfied
Neutral

Unsatisfied

Not satisfied at all

0% 10% 20% 30% 40% 50% 60% 70%

®m Pre-manual-usage ™ Manual usage

Figure 6. Phone Communication improvements

3. In your current operation, how satisfied are you after the intern com-
municates via email about the monitoring and status of the process?

In the email area, the improvement reached a 23% increase. The increase through this
communication method is because the intern has to check the manual before sending an
email. In comparison with the phone calls, the intern is less pressured when answering

the clients, and it allows the student to gain confidence in the process.

| | | |

Completely satisfied

Satisfied

Neutral

Unsatisfied

Not satisfied at all

0% 20% 40% 60% 80% 100%

® Pre-manual-usage ™ Manual usage

Figure 7. Email communication improvements
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4, On a scale of 1 to 6, with 1 being the lowest and 6 being the highest, in
the current operation, how would you evaluate the intern’s knowledge to operate
your shipment?

It is vital to acknowledge that the intern's knowledge will always increase over time by an-
alysing this data. Knowledge is a quality that comes in a medium-term period. The ques-
tion was a pilot test to see if the answers match. The question helps the author maintain
an average number and scan any change in the client's opinion. The number only in-

creases its value 0.1 due to the short lapse in which the surveys were sent.

Table 5. Interns knowledge rate

Number of Min value Max value Average
respondents
Pre-manual- 5 5 6 5.6
usage
Manual usage | 6 4 6 5.7
5. In the current operation, does the intern offer specific alternatives or

solutions when a problem arises?

Regarding the creativity to offer alternative solutions, the “always” rate increased from
40% to 50%. The increase indicates that when a problem pops during labour hours, the
intern had the time to check the manual and revise the legal and theoretical framework
that could be used to clear the goods out of the customs. Even though this skill requires
creativity and experience, the manual provides a legitimate start point for the intern. The

creativity skill represents the difference of why percentages are not as high as expected.

Always

Most of the time

Sometimes

Hardly never

Never

0% 10% 20% 30% 40% 50% 60%  70%

® Pre-manual-usage ® Manual usage
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Figure 8. Interns creativity to solve clients’ problems
11.3 Analysis of the shipments

In correlation with the surveys sent to the clients, the author had the opportunity to access
the email data that Cedillo Ramos provided to him. The data analysis of this quantitative
data aims to correlate the survey’s respondents with the experience that they had in oper-
ation management and leading time in days. For this step, the author graded the last op-
eration that the clients had before responding to the survey. The action was performed to
correlate the information with the actual performance of the intern. The evaluation helps to

create a reasonable scenario for the total review of the intern’s tasks execution.

The evaluation criteria consisted of a general information assessment if it was correctly
going through from point A to point B, then filtered and finally delivered to point C. The
data gathering was done at the same time with the CEO of the company Juan José Ra-
mos. The directive handled a zoom meeting with the details of the operation. At the same
time, the author graded the processes from 0 to 3 to create an average operational man-
agement rate at the end of each procedure. The assessment check sheet contains the
specific criteria of each method of transportation. The requirements relied on the following
table.

Table 6. Criteria assessment to fill the intern’s Check Sheet

Score Criteria
1 The intern sent the information as his superiors have requested it
2 The intern sent the information. However, it was patrtially correct.
3 The intern sent the complete and correct information
For logistical reasons, someone else within the organization sent the in-
0 formation

Besides the operational information flow, the leading time of the clearance process was

gathered to compare it between pre-manual and manual usage stages. Also, the leading
time plays an essential role in customer satisfaction. However, the rapidness of how the

interns clear the goods out of the customs is crucial for their professional development

within the Cedillo Ramos organisation.

The analysis of the eleven operations showed the improvements that the manual carries
when presented to the intern. As mentioned before, the intern will not only boost customer
satisfaction. Also, it will improve the operational management of the shipments and the
leading time for clearing the operations during customs procedures. The results of the

analysis are the following.
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Pre-Manual Manual
Operational Infor- | Leading Time Operational Infor- | Leading Time
mation Flow (days) mation Flow (days)
2.36 7 2.83 9
2.00 10 2.25 4
2.29 15 2.67 7
2.22 4 2.53 10
2.60
2.50 4
2.91 5
2.27 8.0 2.63 6.8

As it can be seen, there is an increase in the average operational information flow rate of
0.23 points with 2.63 out of 3. On the other hand, the leading time in days decreased on

average 1.2 days, which means a slight improvement regarding both concepts.

We can see that no operation in the manual implementation stage exceeded ten days of
leading time evaluation. Moreover, both stages share a case in which the leading time
reaches its lowest number with four days of the process. In conclusion, the leading time
decreased after the implementation of the manual, and it shows that a constant of low

numbers can be managed if the interns usually consult the manual during the operations.

Leading Time in Days

Pre-manual

Lead Time

Manual

1 2 3 4 5 6

Number of operations

Figure 9. Leading time in days

According to the gathered data, the operational information flow also improved. The low-
est number of performances that was assessed during the pre-manual stage was 2. How-
ever, the lowest score for the manual usage stage was 2.25. Moreover, by getting the
highest number of the manual implementation stage, we can see that it was easier for the

intern to achieve this performance indicator.
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Operational Performance Rate
3.00

2.50

Score

2.00

1.50
1 2 3 4 5 6

Number of operations

Pre-Manual Manual

Figure 10. Operational performance rate

In conclusion, thanks to the implementation of the manual, the intern was able to increase
15.73% the operational score improvement and decrease the leading time by 14.58%.
The manual boosts customer satisfaction, but it also helps the intern to overcome the
challenges of learning the importation and exportation processes within Cedillo Ramos’

company culture.

Table 8. Operational knowledge score and leading time rate improvements

Operational Score Improvement Leading Time
15.73% -14.58%

11.4 Key Issues

After jumping into the analysis of each question, some key issues must be recognized in
the company to measure the current situation and improve for the medium-term period.
These fundamental issues are found to create value in the company. The deal is made di-
rectly for human beings to fulfil needs and wants.

For Cedillo Ramos, the transformation process of the following Key Issues should always
tend to shape the strategies of services, planning and controlling the operations, improv-
ing the personal capabilities and steering operations. In the following key issues, the au-
thor concluded about Cedillo Ramos’ current situation and some improvements that could

be made in a couple of months.

These four issues rely on the four pillars that Cedillo Ramos depends on. These four pil-
lars are built for the intern to improve customer satisfaction and to provoke a feeling of
trustfulness from the client to the intern. In the following chart, it is stated how important it
is for the clients these four pillars. It was requested to the clients to sort from 1 to 4, with
one being the most important and four being the least important, which features of the ser-

vice they would like to improve.
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Service features that the client would like to be
improved

Avg. =19 Avg.=2.0 Avg.=28 Avg. = 3.3

0 2 4 6 8 10 12

®m Email information about the operation

m Response leading-time

® Telephone information about the operation
m Service and attention received

Figure 11. Service features that Cedillo Ramos interns must improve

Due to these numbers, we can conclude that the customer service and attention received
is not a problem for miss Alvarez. The author describes the current intern as an employee
who enjoys connecting and matching with the clients' emotions. These skills help Cedillo
Ramos retain clients and generate emotional intelligence due to the built relation. How-
ever, the information received by email and the response leading time is not currently a
strength and must be improved in a medium-term period. Cedillo Ramos’ superiors must
enhance the value of responding consistently and rapidly to the clients to generate cus-

tomer service satisfaction.

11.5 Customer Satisfaction

The customer satisfaction increased in less than a week thanks to the guidance of the
manual. Customer satisfaction, as mentioned before, is driven by employee satisfaction.
We can conclude that the intern felt more confident by having a straightforward guide on
responding to the clients quickly and correctly. The manual improved the client's experi-
ence, and they will come back with a preferred experience to Cedillo Ramos when they

have another shipment.
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Customer Satisfaction Improvements

90% 83.30% 83.30%
80%
70% 66.60% 60%
60% 50%
50% 40% 40%
40%
30% 20%
20%
10% .

0%

Provided service within Phone communication Email communication Creativity

working hours

B Pre-manual ® Manual

Figure 12. Customer satisfaction comparison

In the following chart, the entire customer satisfaction features are shown. Thanks to the
manual, their sum reached almost 31%, from 40% to 70.8%. These percentages emerge
the author comprehends how this manual helps in the short-term and how useful and in-
fluential it can be for Cedillo Ramos to implement this serious process with their new in-
terns. It is expected that during the summer, a new intern will be hired, and the implemen-
tation of the manual should be compulsory for the development of the training process.

Total Customer Satisfaction

80%
70%
60%
50%
40%
30%
20%
10%

0%

Pre-manual Manual

Figure 13. Total customer satisfaction comparison



58

12 Project Discussion

After analysing the data and translating it into results and information for Cedillo Ramos,
the author analysed the outcomes and which advantages and innovation brought to the
company. After two decades of starting this business, finally, Cedillo Ramos can imple-
ment a proper training programme that shows results concisely. Besides just implement-
ing a manual, the company should walk the interns’ path to reveal the issues during the

guidance and coaching stage.

12.1 General Theory Assessment

The reader will find plenty of information about the customs’ legal framework in Mexico,
six sigma theory and service theory within the document. The commissioning company
has essential knowledge about the customs’ legal framework. However, they lack
knowledge in service theory which is also necessary to run a business that is selling a ser-
vice. The value creation of the service stream is essential, and the theory provided in the
document can help the company improve their service design shortly. If they ignore how
the company’s service is provided, the competitors could take a considerable advantage

and fight for the market share that needs consultancy to clear their goods.

12.2 Forecast of the outcomes until July

Due to the extensive writing, feedback and results of the manual, the author is obligated to
make assumptions based on his experience, the intern’s development and the improve-
ments that the manual had regarding the service time, email and phone communication,
also the creativity of the intern to solve problems during the clearance of the goods. The
forecast was presented to the company to show the development that the manual could

have in the organisation.

12.2.1 Provided service within working hours

The service that customers expect will never reach the requirements. In this industry, Ce-
dillo Ramos’ clients expect attention from the intern in an excessive way. There were days
in the office that, even between lunchtime, clients tried to reach the intern on plenty of oc-
casions; and after 19:00 hours on Friday, they were sure that their goods were going to be
cleared. That is why the author expects an increase of only 7% in this field within a couple

of months from 83.3% to 90% of satisfaction.
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Provided service within working hours

95.00%
90%
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80.00%
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Figure 14. Provided service within working hours forecast

12.2.2 Phone Communication

Phone communication is essential for customer service performance. Most of the clients
call Cedillo Ramos’ offices to get rapid information on their shipments. However, by pick-
ing the phone up, the interns should answer all the questions as fast as possible and feel
confident about their providing. It is expected that the phone communication performance
can improve from 66.6% to 85%. This number is shown due to the difficulty of popping out

fast and truthful information by the intern.

Phone communication

100.00%
80.00% | —
60.00%
40.00%
20.00%
0.00%

April May June July

Figure 15. Phone communication performance forecast

12.2.3 Email communication

Email writing skills are much easier to improve if the manual is the main driver for the
teaching process. If the manual is used every week and consulted every time the intern
has a question, it will provide enough information for the intern to correctly communicate
the stage in which the client’s goods are. However, the 100% cannot be accomplished,

and the author expects just a 9.7% of increase from 83.3% to 93%.
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Figure 16. Email communication performance forecast

12.2.4 Creative Solutions

In certain foreign trade operations, the intern must-have's creativity performance is as im-
portant as the theoretical information. The solutions must always fit with the legal frame-
work, and the interns must combine their creativity and academic skills to find the correct
way to solve the client’s problem. Nevertheless, imagination is not a feature that can be
improved to solve a customs problem in the short term due to the manual. The author
claims that the manual helps to get more knowledge of how to solve possible problems.
However, it does not imply that creativity can be automatically boosted. The expected per-
centages go from 50% to 68%. It is increased by 18%, but it does not reach a satisfactory

level for the clients.

Creativity

80% 68%
58% 62%

60% 50%
40%
20%

0%

April May June July

Figure 17. Creativity improvement forecast

12.3 Conclusion of the forecast

After the forecast, the results of the manual in a medium-term period are entirely realistic.
The expected improvements will help the company to survive during this corona time with
prepared and motivated interns. The manual's satisfaction will not just reach the clients; it
will also bring delight to the intern by understanding each step of the customs clearance
procedure. The forecast also helps to comprehend how this project will impact the compa-

ny's culture when hiring new interns that will handle the foreign trade operations.
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13 Commissioning Company Evaluation

After presenting the project results to the company's CEO, the author booked two inter-
views to gather qualitative feedback information from the intern miss Alvarez and the di-
rective Juan José Ramos. The feedback sessions compiled data regarding the application
and results of the manual. Moreover, it also states how important it is for the intern and
the CEO to use it in future interns to develop the training process to improve customer
satisfaction.

13.1 Second interview with miss Alvarez

The interview with miss Alvarez took place on Sunday 25th of April of 2021, and it con-
sisted of feedback on how she felt with the manual over the manual implementation stage.
She was open about her answers and a space of comfortability was created to let her
share her honest opinion. During the interview, the author evaluates how practical the
manual is for her and the opportunity areas that can be improved to deliver the physical

version in July.

1. Now that you have used the manual a little bit more, how have you felt
about the fact of using it whenever you are stuck in operation?

Miss Alvarez think that the most crucial feature of the manual is that the topics can be
easily found if you need them if the interns want to consult a topic. She thinks that it would
have been helpful when she started the internship eight months ago. Moreover, she
claims that now she has better knowledge of how the operations work. However, miss Al-
varez insists that there is interactive information in the manual that she is not familiar with
and used during the last weeks. (Alvarez 25 April 2021). The clearest example is how to
endorse a document and calculate the estimated expenses for the operations. The intern

alleges that the interactive explicative sections have helped her to manage the operations.

2. Which is the most complicated step of the operations that you have?
According to miss Alvarez answer, the most challenging part for her is the legal funda-
ments that she has to use to write the legal documents for the clearance. She says that
some decisions must be based on the legal framework, and her boss about these situa-
tions has told her off. Furthermore, she explains that the manual has an explanatory text
of writing these documents and checking the legal sources if there is any hesitation. (Alva-
rez 25 April 2021).

3. How long would it take for new interns to perform better after the man-

ual is delivered to them?
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Miss Alvarez believes that the experience that she was constantly acquiring is the best
way to feel comfortable and calm during an operation. However, she explains that having
a base, such as the manual, provides confidence to perform the tasks. She revealed that
when she started working with the company, her determination of managing the opera-
tions was null due to the lack of knowledge that she had from the university. The insists
that the manual provides enough information, so the interns do not waste time asking their
superiors or looking into other sources. Moreover, the estimated time that she thinks that
the manual can be implemented is in less than two months so the intern can gain confi-
dence in the office. (Alvarez 25 April 2021).

4, Do you have feedback regarding the manual?

Alvarez is concerned that foreign trade laws, rules and organisations are constantly
changing and that the manual will not be longer useful in less than a year. However, the
current information will be used for the next generation of interns. Furthermore, if a
change is needed, some updates to the manual can be implemented.

In conclusion, the current intern of Cedillo Ramos thinks that the manual can be imple-
mented for new interns struggling with theoretical information and that do not have trans-
parent processes of customs clearance to perform their tasks. Moreover, the manual has
been helpful for her and the implementation period that the author stated in previous
chapters is close to the estimated time that miss Alvarez refers to. (Alvarez 25 April 2021).
Even if miss Alvarez does not feel that the manual mainly helped her during the opera-
tions management, during the analysis, we can conclude it has enabled her development
as a service provider and by processing information to understand the core of the customs

clearance process.

13.2 Interview with Juan José Ramos

The author handled an interview with the CEO of Cedillo Ramos, Juan José Ramos Jimé-
nez. In this interview, the manual, opportunity areas and conclusions of the implementa-
tion are discussed. Ramos showed interest in the manual's performance and was close
during the data collection with clients, analysing the data. Also, he tried to be as close as

possible with the intern during the implementation stage of the manual.

1. Will the company use the foreign trade manual soon with new interns?
He started by saying that the training process is vital for Cedillo Ramos interns. He men-

tions that one of the company's main goals is to teach their interns to make a professional
transition from Cedillo Ramos to a more prominent company by taking the knowledge that
they acquired here. He believes that the manual will be handy if implemented when hiring

a new intern to be used as an induction course. He considers that the way interns can
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consult the manual is advantageous due to the lack of time to train the interns. (Ramos 29
April 2021). In conclusion, the idea of implementing this manual with new interns is suita-
ble to the company necessities and is a project that is also acceptable for the directives of

the organisation.

2. Now that the implementation process is over, what is the point of view
regarding the project's performance?

With this question, Ramos states that every foreign trade operation is different. Even
though they have the same process, as stated in the manual, some particularities make
them different and unique depending on the case. There is where the operation can be-
come complex for the interns. He also thinks that it is impossible to foresee all the situa-
tions in every procedure stated in the manual. However, he believes that the manual is the
closest as possible for the standard and structural part of the process. (Ramos 29 April
2021).

3. How practical is the manual regarding the operations of the company?
He estimates that the usefulness of the manual will not be focused on productivity or per-
formance. He believes that the company will not be able to measure those processes in
the following months. Moreover, he declares that the average time of training is one
month and a half, and because of possessing this manual, the time can be reduced to
even one month if the manual is well-studied by the interns. Furthermore, he admits that it
is the perfect tool to consult first-hand to avoid asking questions directly to the company's
directives and learn by themselves the foreign trade processes in a general scope. (Ra-
mos 29 April 2021). In conclusion, Cedillo Ramos is constantly having plenty of foreign
trade operations, and if those are urgent for the client, it is hard to train the interns at the
same time by showing them how the processes work. Nonetheless, the manual stimulates
the intern's self-learning and reduces the training time, providing quality service to the cli-

ents.

13.3 Author’s conclusion of the project

The foreign trade training manual positively impacted the company's operational manage-
ment and human resource management. The improvements that the manual brought to
the company will keep working for a long-term period and even if new interns are hired for
the position. Moreover, the drastic boost in customer satisfaction, leading time and opera-
tional knowledge of the intern show that the implementation of the manual is feasible for

the company in the training process.
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After a couple of months, the interns will feel more confident about the decisions that they
are making, and it will lead to higher productivity and comfortability during working hours.
Instead of fearing failure, the interns will take the leadership to make decisions and over-
come panic when problems at the customs clearance procedures come. Also, with the
service tools provided, the interns will see the customer journey and the service blueprint
as a process that can help the company retain customers and improve the customers' ex-

perience to reach the desired satisfaction.

Overall, this project was challenging. The data collection was never done before in this
company that is almost ten years old; approaching clients is the first step to know if the in-
terns are providing outstanding service, and by tracking the operations that the interns
have, the company can interpret which are the areas of opportunity that need to be ap-
proached. To conclude, the author is honoured to present his findings to the company,
and he feels pleased with his performance during these surprising results that will help the
company stay in business, improve the training process of their interns and enhance cus-

tomer service.

“Take the opportunities as life-changers.”
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Appendices

Appendix 1. Check Sheet for the Intern’s Operations
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Appendix 2. Customer Persona, Ramon Njera

Job Title
Import & Export Coordinator

Age
25to 34 years

Highest Level of Education
Bachelor's degree (e.g. BA, BS;

Social Networks

000
in L2

Industry
Construction

Organization Size

51-200 employees

Appendix 3. Customer Persona, Paola Alcantara

Job Title
Purchasing Department
Age
3510 44 years

Highest Lavei of Education

Bachelor's degree (e.g. BA, BS,

Inchttry
Trade

Organization Slze

11.50 employees

Ramoén Najera

Preferred Method of Communication

« Phone

o Email

Their Job Is Measured By

Lead time and cost reduction

Job Responsibilities

Track the status of the shipment

Goals or Objectives

To reduce costs and keep order in every operation

Reports to

Logistics Manager

Biggest Challenges

« Communication
« Problem Solving & Dacision Making
« Project Management & Disorganization

They Gain Information By

Professional traning

Paola Alcantara

Preferred Method of Communication

» Phone
o Emaid
» Toxt Messaging

Took They Need to Do Their Job

o Emad

» Reporting Software

Thelr Job Is Measured By

Leading time of foreign trade operations

Job Respomibilities

Tracking materials through the shipping

Goals or Objectives
Save costs while transporting goods

Reports to
Director
Biggest Challenges

» Communication

» Professional Development

They Gain Information By

Experience through the work process
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Appendix 4. Customer Persona, Isabel Guerrero

Highest Level of Education
Professional degree (e.g. MD,

000
®©0

industry
Food & Beverage

Organization Size

1-10 employees

Isabel Guerrero

Preferred Method of Communication

+ Phone
+ Email
« Faco-Toface

Their Job Is Measured By

Revenue

Goals or Objectives

Increase profits

Job Responsibilities

People management and company administration
Biggest Challenges

« Collaboration & Creativity
« Communication

« Project Management & Disorganization
Reports to
Herself

They Gain Information By

By attending to international trading courses
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Appendix 5. Customer Journey Map for Import Process.
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Appendix 6. Service Blueprint

i ;
) [ ! I G
¢ bl i 5] 3
i { { ) | 3 LAl
P ! |} 1 - §
U \ W
N e Y . \ rﬁ;
{ f 1
{ ; r o
| ! R
\
I q i
|
it
H ’ | ‘
| 1
l
1" ( ; ! i
' b
i )
(
{ 7}
W | o u
“ | " 1 \ d I 31
' i ! : =]
i \
) |
I
! 1
1 ' [ i ) i 1 | {
T “ \ ! .
i 1 |
n \ [
f 0 \
4 L h n
i i
he 1 \ |
{ \ r ; o |
{ } T
' \
i i '
r (I } v o " 1 x | [T S|
i i noMom 8 a0 KA o "
a a g m w o | o P O oo
i . B n N S A I fh B Y
i L} Y pom W 0l S - a W e
! q ] A VO G &
& @ moly LI - oo e g 5o
i fon & & [ 8 T o o= 0
i B oA o5 it A A
5] - R A - B =
\ s ® . B oy | . | o 1
It W Fow o 4o
i - m a0 LA |
oS- | o g i . o
LU I m M
] !
m 9o M B " { ( TRl o\ ( | ) 0y | =
Wt o e S Y | i ¢ oom ) | )
by g o A e i Mg ta i
o 8 R 3 a R 8 [ & { B g t W 1
L b2 = ST s ‘ | . i = noEE
par g g 7 W oe i b ;8 | R o
7] 2 '] ) [ (i " l 3 Mo £ (¥
hd) 4 } wi y | i1 "" wi w ¥ - & Y
{ 0 R E A B o5 p b3 8 -
7 w g s m o ' = L 1
T e B = B I ST [ I LB W
Womow N W m [ M Wom 1 S ]
L1 I = g a0 1 AN A it R
R 7 4 & ¥ ol j £B
‘] n " 1B R y o eI
[ aom i S “j @ g m
' y "W M " 1.
L | ! a m " i




Appendix 7. Implementation Project Gantt Chart
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THESIS
ACTIVI-
TIES
TIME
CHART
(GANTT)

February

No

Task

No

Subtask

Survey form

1.1

Design the Cus-
tomer Service
Survey

1.2

Feedback to
form from the
case company

1.3

Form input into
Webropol

Data Collection

2.1

Get Webropol
user ID

2.2

Sending form
to clients

2.3

Measuring In-
tern's Leading
Time

Data Analysis

3.1

Customer Satis-
faction Analysis

3.2

Graphs and Ta-
bles of Satisfac-
tion

Results

4.1

Analysing the
given results

4.2

Writing the
Training Man-
ual

4.3

Test the man-
ual with the in-
terns

Conclusions

5.1

Forecast of im-
provements

5.2

Obtaining feed-
back from the
company
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Appendix 8. Customer service survey

"
'/A’Q\
\ ' i
S W

Encuesta de Satisfaccion de Servicio - GECR

@ Los campos obligatorios estan marcados con un asterisco (*) y deben llenarse para completar el formulario.

jHolal Gracias por acceder a este link y participar en nuestra encuesta de satisfaccion sobre Ia atencidn que provee
el actual practicante de Grupo Empresarial Cedillo Ramos.

Esta encuesta sera muy breve y valiosa para implementar un manual de procesos al comercio exterior que ayudara a
mejorar la experiencia proporcionada por el practicante.

Agradecemos su honestidad y le comentamos que estos resultados seran EXCLUSIVAMENTE compartidos con el
area de desarrollo del manual para fines investigativos y de mejora continua en la empresa.

1. ¢ Qué tan satisfecho se encuentra con el seguimiento de sus operaciones dentro
del horario laboral? *

() Muy satisfecho
() satisfecho(a)
O Neutral

() Poco satisiecho(a)
@]

Nada satisfecho(a)

2. ;Qué tan satisfecho se encuentra después de que el practicante le comunica via
telefénica sobre el seguimiento y estatus de la operacién? *

O Muy satisfecho(a)
Satisfecho(a)
MNeutro

Poco satisfecho(a)

ONONONG)

Nada satisfecho(a)



3. ¢ Qué tan satisfecho se encuentra después de que el practicante le comunica via
correo eléctrico sobre el seguimiento y estatus de la operacion? *

Muy satisfechoi(a)
Satisfecho(a)
Neutral

Poco satisfecho(a)

ONONONONG.

Nada satisfecho(a)

4. Indique el porcentaje en el que el practicante ha estado cumpliendo sus
expectativas en cuanto al manejo de la operacion. *

0% 100 %

5. En una escala del 1 al 6, siendo 1 el mas bajo y 6 el mas alto, ; Como evaluaria
usted los conocimientos del practicante para operar su embarque? *

1 6

6. Ordene del 1 al 4, siendo 1 el mas importante y 4 el menos importante qué
caracteristicas del servicio le gustaria mejorar. *

Tiempo de respuesta ante la operacidn ‘ Seleccionar M ‘
Informacion concisa por correo electronico sobre el proceso ‘ Seleccionar - ‘
Informacion concisa por teléfono sobre el proceso ‘ Seleccionar M ‘

Atencion y trato recibido ‘ Seleccionar - ‘
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7. ¢ El practicante ofrece alternativas o soluciones concretas cuando se presenta
algun problema en la operacion? *

O Siempre

La mayoria del tiempo
Aveces

Casinunca

Nunca

OO0OOO0

8. Por ultimo, ;nos puede brindar la siguiente informacion? *

Nombre | |

Compania | |

Puesto de trabajo | |
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Appendix 9. Manual de Operaciones Cedillo Robles

_

L

Manual de Procedimientos Para la Practica
del Comercio Exterior en Operaciones de

Importacién y Exportacién

e

Versién 1.1

04/02/2021

I Cubrir los gastas Iocoles que se th 24
3. Identificar sl el tipc de liberacién de 3L es contra copla o contra criginal
2. Realizarcarta 6
5 Infarmar é E
6 Procesode reval de B E
7. Redaccién de carta 2
& Gestionar sollatud de impuestos y profarma
3. Saliitar previc de la mercancla 11
10, Recepodn del paga EE]
11, Lascartas y enviana glosa EE]
12, Reallzar commecciones de glosa y revisiin de pedimento EE]
13, Page de pedimente y cita par cargar EE]
1. o i che ba salido del EE]
15, Ent I del clienta 34
16, Retormo de vacks El]
17, Salicitar la cuenta de gasto L)
18, Enuio de cuenta de gastos ch o exterior L
dela Terrestre por Estadas Unidos
1 Entregace carta de ins £
2. Resisién ce material y cocumentacicn comencial
3. Entregace reviskin, pesas, dimensianes y fotografias...
& Salicitud de Impueste: 5
5 Redaccién de carta: kL]
6 Saliitar profarma ce la 42
7. Recepodn de page del diente 42
5 Saliitar transfer y flete. 42
3. Page de pedimento y cruce ce fa unidad 4
10, lento ce ruta y entrega a
11, Cuentade gasto 1
dela Adrea. a8
1. Comparti cocumentos comerciles y cartas
% Gestionar sollcitud de impuestos ]
3. wenficar  profarma de pedimento 46
4. Saolicitar el pedimenta pagade al agente acuanal.
5 Salicitar el ingreso de la mercancia. 5
6 Cargade b mercanda en la seranave .

gecr
s
_ L
Contenido
1
2
Amibita del Dacumento 2
Audienda del Objetiva 2
I del 2
Objstive. 2
El
El
ble del a
Eventa de Inicla a Fin )
adrea 1
maritima a
temastre a
Euportacién adrea a
Exportacidn maritima, a
Exportacidn terrestre a
Operadones wirtuales de a
" 18 s
| d de fa Adrea. 10
1 Redactar carta fuia y carta de Instruocion 10
% salicitar ic de la mercancia, 1
3 Reusién de Frackn laria . 12
& Trabajar Solicitud de impuesto: 12
5 Redacciée de cartas requeridas .. 15
6 Entregade cantas y enwo de archivos a glosa 18
ER - de Glasa 18
B Recepodn del paga de pecimenta 18
2. Valdacidn y paga de pecimenta.. 13
0. Coar e el arrastre 20
11, Confirmackin de recbida . 2
12, Salicitud de cuenta de gastes. 12
13, Enviode cuenta de gastos crmereio eateror 22
| d de la Maritima Y
1 Procesodel i mercancia 2
1 r
gecr
(s
- 7. Confirmackin de despach -HI_
B salicitar cuenta de gastos. a7
9. Entregar cuenta de gostos al diente a7
| dela Maritima ag
1 Programar a8
2. Compartir don an
3. Compartirinfarmackdn de la carga al agente acuanal
4. Dedaraddn del peso de la mercancla 3 exportar (VEM) .
5 Salicitarla graforma de pedimenta al agente aduaral .
6 Salicltar BL draft al agente de carga 50
7. ingreso del ala terminal 50
B Salicitar 50
9. Confirmackin de B 51
10 Salicitar y enviar cuenta de gastas 51
| de la Tarrestre 51
1 salicitar cocumentos para la énal diente 57
2. Compartir catos de b unidad y Ik ala aduara 52
3. Compartir catos del transfer. 57
4. Salicitar endry sumemary .. 53
5. Compartir eniry summary al agente acuanal 53
6 Salicitar D004 al agente aduanal y mandaro al transporte.
7. Seguimiento de cruc 53
5 Confirmackin de o . 54
3. Saliitar cusnta de gastos y mandarta al diente
| de las Wirtuales d: 55
Apertura de Falia: 56
1. Pregundar al chente si faka de aperiura. 56
2 salicitar al agente abira folio de apertura, 56
3. Enviar el fokio de apertura al cliente 5
Cleme de Follcs 5
1 salicitar cocumentos camerciales e 5
I Saolicitar el pecimenta de y rewisari 58
3. Saliitar el pedimenta wrtual de 58
4. Salicitar el ¥isto Suenc de ambas parte: 58
5. Solicitar el pecimenta de impaortackin pagado 58

6. Compartirel pedimenta de impartackin con el agente aduanal de Cedila Ram cs. .58
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7. Compartic

8 Salicitar cuenta de gastos ...

3. Enviar cuenta de gostos al chente...

Conclusidn &0

Propdsito del Documento

El propasito del decumento consiste meraments en mejorar |z satisfaccion del
sarvicio provisto 2l cliente durante |z operacién, el aprendizaje del practicante en
&l #mbito profasionzl y |z comunicacion efectiva entre los integrantes de cadillo
Ramaos para &l mejor funcionamiento de las operadones de comercio exterior.

Estos propdsitos con &l dnimo de mejorar |z calidad del servicio, atraer clientes
de calidad a las oficinas y asi extender el mercado. Esto sin dejar 3 un lzdo |z
estandarizacion de procesos en |z oficing para |z rotzcidn de practicantes cads
que se necasite. Inclusive, la agilizacion del aprendizaje, pues el comercio exterior
toma meses en poder dominarse si solo se practica. Es por esto mencionzdo que
&l tanto =l practicante como los empleados deben de trabajar en sinergia para
lograr |os objetivos cooperatives en la empresa.

Ambito del Documento

Este manual es aplicable a Cedillo Rames y Asociados tanto para sus empleados
«coma para los practicantes. £l documenta contisne informacién para podsr tratar
«con agentes aduanales, agentss de carga, transportistas y clientss para asi poder
iniciar y, posteriormente, finalizar una opsracién de comercic exterior.
Exclusivamente =l manual s2ra dirigido para importaciones y exportacionss que
tienen lugar en |z Repdblica Maxicana, Parz concluir, este manual se refiere
directaments con conocdmientos de comerdo exterior y de servicios para realizar
‘despachos en &l menor tiempo posible y con un notable servicio 2l cliente.

aAudiencia del Objetivo

L35 personas que son clave para el desarrolio 2 implementacidn d= este proyecio
son los practicantes de |z empres3, 2si como los supervisores que guiaran =l
caming para |z implementacién sana de este manusl en sus proximos
practicantes. 51 estos dos interesados no trabajan en conjunto para la mejora de

Iz empresa, el proyecto de educadan y ap izaje no se o sutotalidad.

Informacian general del procedimiento

D2 acuards con |z Resl Academiz Expafiols, & procedimisnto es el método o
sistema estructursdo para ejecutar alguna sccion. Es decdir, gue en este 32 dan
pasos puntuales y objetivos para cumplic con |z 2ccidn deseada. En esta seccidn
del manual se describird claramente cuil es el procedimiento deseado a seguir
para que el practicante pueda proceder al estudio del manual.

Objetivo

Incramentar &l aprendizaje del practicante tanto de sus habilidades para mansjar
informacidn, asi coma la preparacidn tadrica v practica del comercio exterior
meaxicano. Esto sin dejar 3 un lado |z experiencia de senvicio al diente que se

gecr

Introduccién

Durante varios afics, Cedille Ramos ha construido un despache de consultoria de
comercio extarior para empresas pequefiss y medianas que desean realizar
‘operaciones internaci y diespachos enterritorio mexicano. Estos
despachos han dado pie al crecimiento de la empresa y al constants movimiento
de practicantes en las filas del despacha.

cedillo Rarmos se encuentrs |z mayor parte del tiempo teniendo mds de 20
operadonss de comercio exterior cada semans; vy gracias @ esto las
oportunidades para aprender en stz drea son extremadamente altas parz los
estudiantzs que trebajan aqui. Es por elle por lo que, este Manuol de
Procedimigntos Aoro la Aroctic del Comercio Exterior serd la nueva herramients
para los practicantas al momento de ingresar a esta empresa y competir contra
otras consultorias brindando una mejor atencidn y servicio 2 los clisntes.

En este manual se estardn tocando temas tanto de procedimientos en materia de
«comerdio exterior, asi coma &l procedimiento de servicio 3 los clientes y distintas
maneras de comunicar |z informadidn deseads a los diferentes personajes que
comgonen la operscion. Tanto los procadimientos como la informacion que se
‘comparts n este [ibro deben de permanecer exclusivamente para los integrantes
gz Cadillo Ramos v no sus clisntes o interesados de la emprasa.

proveera pars acrecentar los niveles de satisfaccidn y confianza del diente en
cedillo Ramos.

El mativo del proyecto esimportante pues, cominments, Cadillo Ramos contrata
a estudiantes gue se encuentran cursando 3 universidad en sus primeros
SEMestres y gue carecen de conocimientos o habilidades para poder mansjar
operadiones de comercio en &l despacho. Ls investigacién que entrega este
proyecte &s Ia recopilacién dz informacién actualizada sobre los procedimientos
d= importaciones y exportacionss, asi como indicacionss en el flujo de
informacidn para que el practicants se sients comodo 3l momento de escribir un
correa, realizar una llamads o comunicar asuntos importantss & sus superiores.

Este proyecto simplifica &l modelo de entrenamiento que se tiens para los
practicantes en un sclo manuzl con infermacian para manejar correctameanta las
operadiones con & fin de mejorar el entendimiento de los procedimientos del
mismo practicants, esto pues se ha visto que 25 necasario de un entrenamisnto
intensivo con pasos y explicadionss pars que en menos de un mes se mejore |z
reflexian del método de actuacion.

Al momenta de desarrollar este manual se estéd syudando 2 que las pradmas
generaciones gue residan en Cedillo Ramos como practicantes, puedan ser parte
d= |z organizacidn sprendiendo constantemente y con un mejor tiempo de
servicic comparada con el que se poseia antes de contar con el manuzl. Elmanuzl
presume una oportunidad para |3 empresa pars dedicar sus esfuerzos en
entrenar & los practicantss, lograr que mejoren &l uso de su tiempe en la oficing
den un servicio notable & los clientes.

Alcance

El alcance del provecto induye todos bos aspectos de comercio exterior en las
importaciones desds que el Bill of Lading de |z carga es revalidado hasta que se
entrega =n desting i &l cliente ha solicitado transporte para la mercanciz; v en
las exportaciones desde que s2 recoge el material en las instaladones del diente
hasta que el sisterna de seleccion automatizada dz paso a la mercanciz sin
reconocimiento aduanero.

La defimitacion del proyecto dejz fuers todo procedimients de importacidn gue
58 encuentre antes de que |3 carga arribe al pais, asi como en |a exportacidn
cuando el transporte principal parte para legar a su destino. Sin embargo, en &l
manuzl 58 tomard en cuenta |z alerta de pre-arribo parz calcular tiempos
logrsticos y asi, entregar |a documentacidn pertinente.
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Responsable del Procedimiento

El responsable de dar szguimiento & este procedimiento es el practicantz. Sin
embarga, Cedillo Ramos también tizne |a obligacidn de dar seguimisnto 3 Iz
‘operacidn con los diferentes interesados de |a operacidn. Es decir, el practicante
debe de seguir muy de cerca el proceso que leva el agente de carga, el agente
aduanal y el transporte pars asi asegurar que |3 mercanda del cliente se
entregara en tiempo y con informacidn concreta, cumpliendo con 2l servicio &l
clierte que s& ofrece.

Evento de Inicie a Fin
Importacidn aérea
La importacion aérea comisnza desde que tenemas Airway Bill y fechz de arribo

hasta que s= entrega en las instalaciones del clients, s= dejz en paqueteria o se
deja con & transporte del diente.

Importacidn maritima
Esta comienza cuzndo tenemes Bill of Lading revalidado hasta que |a mercancia
z2 encuentra con &l cliente en su plantz y se entrega.

Impartacidn terrastre
Esta comienza cuanda |z mercanciz arriba 3 lzs bodegas del agente zduanal en
Estados Unidos hasta que es entregada al clisnts en sus instalaciones.

Exportacion aérea

L3 exportacién adrea comiznza cuando |z mercancia es recolectada en almacén
del cliente y terminz en cuanto cuando ha pasada el mddulo de ssleccidn
automatizada.

Exportacion maritima
Esta exportacion comienza con |3 recoleccidn de |a mercancia en origen con =l
cliente y termina cuando el bugue zarpa haciz =l pais desting.

Exportacion terrestre
Esta comienza cuanda |z mercancia llega a |as instalaciones dal zgente aduanal
mexicano hasta que ha cruzado la mercanciz con desoduanomiento libre.

Operaciones virtuales de exportacidn
Estas comienzan los primeros dizs de cadz mes con folio de apertura praviamente
adquiride y 5= dierran cuzndo &l pedimento de exportacian ests pagado.

Comprobante Fiscal Digital por Internet (CFDI): Documenta que se utiliza para 2
comgrawenta de mercancia que cumple con las especificaciones requeridas par
=l SAT para |z exportacidn de productos. st documento debe cortar com su
archivo XML equivalente.

Consignatario: Persona natural o juridica que se estipula como receptor de los
bienss en exportacidn o importacidn. Normalments viens indicada en los
documentos oficiales del transporte principal de 3 carga (BL, AWE o carta ports).
COVE: Comprobantes de Valor Electrdnico; estos son capturados por el agente
aduanal 2 informan de los documentos que comprusban &l valor de la mercandia,
asi como documentos de embarque.

Cuents de gastos: Es |3 factura de todos los gastos incurridos en la operacidn,
menos = depdsite de anticipo que se hizo por parte del diente. Esta cuenta es
facturada por 21 agente aduanal.

Demoras: Tiempa disponible n el cual s2 debe de retornar el contensdor dz |2
importacion en las instalaciones portuarias. Mormalmente los dizs comienzan 2
contar desde I3 descarga del contenedor hasta que se entrega &l contenedor
vacio.

Derzcho al Tramite Aduanerc |DTAJ: Derecho que los importadorss y
exportadores deben dz pagar por hacer un trémitz en b aduana.
Deszduanamients libre: Liberacian de la mercancia sin incidencia después de que
|z mercancia sea presentada al sistema de seleccidn automatizada.

E-documents: Consisten en todos los documentos decdarados en los pedimentos,
junts con sus anexos y avisos consolidados coma la transmisién de algin
dotumento con respecta al cumplimiento de los ordenamientos que gravan y
regulan la entrada o salidz de mercancias del territorio nacdonal.

Empresa desconsolidadora: Empresa sjena = |z naviera que agrupa todas las
mercancias que s2 encusntran consolidodos y postericrmants |22 separa para que
cada empresa comience su proceso de despacho aduanal.

1. Estadias: Tiempo que se toma en descargar |z mercanciz que viene en &l
contznedor en las instalacionss del diente. i después de 50 7 horas no
se ha descargade, s= cobrard un cargo extra dependiendo de la compafiiz
transportista. Ingresar el TIPO OF CAMBIO de peso & moneda extranjers
que 52 encuentre en la pigina dz la CAAAREM https:/fwww. caaarem my/ .
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Glosario del documento
Aouse de la VUCEM: Archivos de validacion que la VUCEM arroja una vez que
acepta el e-document o el COVE en &l sistema.

Almacenajes: Dizs disponibles en recinto fiscalizado o terminzl pertuariz parz
poder despachar la mercanciz.

EBodega americana: Espacio de almacenaje en el Estados Unidos, 2 cugl poses 2
agente aduanal para almacenar mercancia de importacion previz al despacho
aduanero.

Booking: Ressrvacion que se hace antz |z navierz para el espacio de un
contensdor en el bugue.

Brdl nteresado gue realiza oparacionas de comercio exterior en Estados
Unidos & cambic de una comision par manejar la cperacidn.

CAMAREM: C i6n de Asocizciones de Agentes Aduanzles de |z Repdblicz
Mexicana. Esta hace representacidn por todos los agentes aduanales de México
para abogar por sus intereses.

CAAT: Codigo alfanumérico Armenizado del Transportists, es =l codigo que
otorga el registro 3 un transporta pars ingresar y extrasr mercancias del territorio
nacional.

Carga consolidada: Tipo de carga que indluye diferentes productos de diferentes
compafiias que compartsn un mismo espacio y dividen los costos de flete
intermacionzl o nacional.

Carta encomienda: Documento que acredita que el diente encomiendz las
operaciones de despacho aduznero @ un agents aduanzl en especifico.
ceneralmente el agente aduanal es quien solicita esta carta.

cash on delivery [COD): Método de envio de bienes, cuando &l comprador paga
|z mercanciz cusndo es recibida. €l comprader provee & dinero & Iz compafiiz
transportista.

certificacidn de Origen T-MEC: Es el documento que ampara &l origen de |z
mercancia cuanda |z importacién o exportacién esté cubisrts por el Tratado de
Mézice, Estados Unidos y Canada.

cierme documental: Fecha limite de I3 naviers para recibir los documentos de
instruccién de embarque y demés documentos relevantss 2 |z exportacion.

Clave del almacén: PMlasmadz en &l Anexo 22 de las RGCE, es una clave que indicz
3 qué redinto fiscelizado va dirigida la mercanda.

EURL: Documento proporcionade por |z sutoridad eurcpea en &l cual mencionz
=l origen de la mercandia, freccidn srancelario y descripddn, pars poder gozar de
preferencia arancelaria del tratada con Iz Unidn Europez.

Expedizntz de comercio exterior: Consta dz los documeantas digitales que fusron
neczsarios para hacer b importacion, asi come sus acuses por parta dz |2 VUCEM.

Fechas de corte: Fecha limite en la gue |z naviera acepta los contenedorzs en lz
terminal portuaria antes de |z exportacion.

Flete en falso: Movimiznto de transporte terrestre que ha sido agendado, sin
embarge, por distintas drounstancizs no se ha podido concretar; lo que results
en una multa por parte de |z emprasa transportista.

Agents da carga: También conocide como forwsrder, es un intermadiario da 1z
marcancia en proczso de exportacidn o importacidn que s= encarga del
transporte de esta.

Fraccidn Arancelaria: Sucesidn de 10 digitos numéricos en México clasificados per
seccidn, capitulo, partida, subpartida, fraccidn y ndmero de identificacién
comerdial. Este sistema asiste 2 la clasificacion de mercancia. Internadonalmente
=stan dlasificados 3 6 ndmeros.

Full: Transparte que se estd ocupando en su totalidad por |z mercanciz de unz
sola empresa.

Garantia: Pago que s2 rezliza 3 [a naviera que asegura que &l contenadaor
retomard sin dafios considerables cuande se importa en full. Este pago se
reembalsa en cuanto el contenedor vacio 52 encuentre en posesidn de |z naviera.

Gastos locales: Gastos incurridos en puertos de origen y destino por |z
manipulacidn de la mercanciz.

@losa: Area dentro de |a agencis sduznal que se dedica plenaments & ravisar y
corregir tedos los documentos que integran el expediente de comercio exterior.
IEPS: Impuesto Espacial sobre Produccion y Senicios.

IMMEX: Empresa manufacturera que, de acuerde con programa de fomento de
comerdio exterior, tizne |a posibilidad de importar mercancia sin pagar impuesto
generzl & la importacion, cuctas compensatorias e impuesto al valor agregado
sizmpra y cuando &l products importade sufra una transformacicn, slteracidn o
elaboracidn para postariormente sar exportado.

Incrementables: Todos los gastos que el importadar incurra cuanda la mercanciz
o 52 encuentre en territoric nacional.
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Ingrese: Procedimiento de la entrada de |3 mercandia al recinto fiscalizado o
recinto portuario.

LIGIE: Ley de los Impusstos Generales de Importacion y Exportacién. En esta ley
32 estipulan las cuotzs que el impertador deberd de pagar de zcuerdo con |z
froccidn arancelario provistz.

NOM-024-5CF1-2013: Norma Oficial Mexicana que establace los requisitos de
informacian comercial que deben ostentar los empagues, instructives y garantias
para los productos electrdnicos, sléctricas y electrodomésticos, asi como sus
accesorios y consumibles, destinados al consumidor final, cusndo estos se
comerdalicen en territoric de México (2020, SMICE).

NOM-050-5CF1-2004: Norma Oficial Mexicana que tiens coma funcicn establecer
lz informacién comercial de los productos de fabricacidn nacional y de
procedenciz extranjera que se destinen a oz consumidores en &l territoric
nacional (SMICE, 2020).

Mormas Oficizles Mexicanas (NOM): Regulzciones técnicas de los productos;
estas normas fungen como restriccidn o reguladdn no arancelaria para las
mercancias que estén llamadas a cumplir con ellas.

Operador Econdmico Administrative (DEAL; Acreditacion internacionzl para =
cumplimisnto de medidas de seguridad relacionadas con &l transporte de |z
marcancia y las buenzs pricticas en la cadena de suministra

PECE: Pago Electrénico de Comercio Exterior. Método de pago que reduce costos
‘operativos y tiempa pues se permits &l agente aduanzl hacer &l pago necesario
para culbir los impuastos que exige =l pedimento de impartacion o exportacion.
PITA- El Proyects de Integracion Tecnolégica Aduanera (PITA) &5 unz inidiative
integral que plantea sutomatizar, facilitar v agilizar los procesos de entrada y
salida de mercandias en |as aduanas del pais.

Proforma: Documento sin validez oficial gue funcdona como borrador para revisar
sus datos y, posteriormente, validar el documento.

Pruehs/Acuse de entrega: Escrito que indica |z fecha y horz de |z recepdidn de |z
mercanciz, 2si como &l nombre y firma de |z personz que estd recibiendo |z
mercancia.

Reconocimients aduanera: Examen gue I3 autoridad (SAT) realiza pars
cormoborar que &l material fisico corresponda con todos los documentes que se
han entregado en [z VUCEM previamente.

valor gravable: Este es el walor en el cual se caloulardn los impusstos parz
posteriormente ser Bguidados. El valor gravable en el despacho aduznal 2= &
walor &duznal.

WIICEM: Por sus siglas Ventanilla Unica de Comerdio Exterior Mexicano; &5 una
plataforma en lines que ofrecs servicios da simplificacidn del despacha aduanera.
En esta se cumple con el envio de informacidn Unica para cumplir con los
requerimientos que Iz autoridad dicta.

Especificacién del Procedimiento de Ila

Importacion Aérea

La impartacion aérea puede proceder en los distintos aeropusrtos con los cuales
Cedillo Ramos tizne 3gentes sduanales disponibles. Estos pueden ser la Ciudad
de MExico, el aeropuerto intercontinental de Quergtaro, y &l deropuerto de
Tijuana. En estos tres agropuertos son tres diferentes agentes aduanales en cada
une, pero los procedimisntos no varian mucho 2l trabajar con elles. Como se
mencicna antericrmente en el manuwal, la operacian iniciz cuanda cedille Ramos
‘cuents con guia aérea (AWE] y se sabe la fecha gz llegada.

D acuerdo con |2 ley aduanera y a las reglas generales de comerdio exterior, |2
guia aérza revalidada se exige cuando el consignatario ha podido cubrir todos los
gastos que en ella incurren para pasar de ser posssidn de Iz aerolines a sar
posasion del agente aduanzl que presanta Iz carta para recoger guia. Esta carts
para recoger guiz s el primer paso para |3 importacidn.

1. Redactar carta para recoger guia y carta de instrucciones

Esta carta para recoger guia va dirigida para el actual consignatario de |z cargs,
25 decir, el intzrzsado que tiene |z posssicn dz la mercanciz ya s2a |z linez aérea
ol ogente de cargs que &l cliente haya contratado. En la carta se estipula que |z
gufa aérea debe ser entregada y revalidada al agente aduanal de preferencia con
su nimera dz patante.

A |z carta mencionada se le agrega membrete, firma y sz digitaliza para hacerla
lliegar al agente aduanal y que &l pusda entregar a carta en el recinto fiscalizado
para que Iz otorguen la mercancia para Sxamen previo.

Junito con ella es recomendable que se entregue una carta de instruccionas pars
que & agente aduanal tanga conocimiento de cudl es el producto importada, asi
coma de qué proveedor a5 la marcanda. Esta carts debe de llevar lo siguienta:
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Residente en el extranjero: Empresa filial del importador virtual que jusga =l rol
de comprador virtuzl de |z mercancia pars fines dz operaciones virtuales.

Retomno de vacios: Frocsso en el cusl el transporte regresa los contenedores
wacios a Iz naviera después de haber side descargada la mercancia en las
instalaciones del importador.

Rutz fiscal: El tramo existente entre &l recinto fiscal y el recinto fiscalizado que se
recorrs cuando la mercancia se dirige al Sistema de Ssleccidn Automatizada.

salida de ks mercancia: Documento que mencienz que [a cargs seré traspaleads
3 un transporte desde el recinte fiscalizado.

SAT: Servicio de Administracion Tributaris; es la autoridad que facilita, controta y
vigila |z= mercancias de importacion y exportacion en temitorio mexicans.
Servicio extraordinario: Servicio otorgade por |3 autoridad aduzners pars
despachar marcancia fuers del horario estzblecido de las aduanas segin el znexo
4 d las reglas generales de comerdo exterior.

Sisterna de Seleccion Automatizads (S54): Mecanizmo que, mediants un esciner,
registra el codigo de barras el DODA para detarminar si |3 mercandia se
desaduana libremente o si tiene que cumglir con reconocimients adugnero.

5044 Sistema de Oparacion Integral Aduznera es & sistema de informacidn que
provee datos sobre el pago, rectificacion,  reconooimients  odugners y
desaduznamiento de un pedimenta y mercancia.

TAX ID: MUmers de identificacidn fisczl dz un p oclientaznel i
Este numero varia en formato dependiendo del pais en el que s encuentre,

Timbre fiscal: Herramienta que &l 54T habilita para dar validez a las facturas
slzctrinicas emitidas.

Tramitador: Interesado gue trabsjs parz unz agencia aduznal que realizz
‘acciones fisicas en aduana come &l examen previe de la mercanda, impresisn de
stiquetas, ingresa del transports, entre otras actividades.

Transfer: Emprasa de transports que ofrece el ssrvicio de arrastre de mercanciz
entre fronteras temestres.

walidacion de Pedimento: El alta de los COVE's, pedimento e e-documents a |z
ventanilla Unica de Comercio Exterior {WUCEM).

walor eduanal: La suma del valor comerdial {lo que menciona la factura) mas =l
wvalor de las incrementables.

Mombre del impartador y domicilio

TAX 1D/ RFC del importador

Mombre del proveedor del y domicilic

TAX 1D del provesdor

Mimern de factura comercial

alor y moneds de Ia factura comercial
Régimen y clave de |z operacian

Incoterm junto con incrementables (si se sabe)
Descripcién de la mercanciz

Froccidn rancelsrio sugerida

Esta carta puede no estar firmada por el reprasentante legal del importador pues
no Bs un documento que se requiera para afadic @ los e-documents del
pedimenta. Puede ir membratada si es que se tiene guardadio &l membrete de lz
‘empresa importadora.

Se envian por correc al agents aduanal y se procede 2 llamar por teléfono parz
rectificar que =l agentz zduanal hays redbido la informacion y que == actle
ripido para la recuperscicn de guia y posible captura de pedimento. El agente
aduanzl puede captwrar el pedimento si es que cuentz con | carta de
instrucciones completa. Si no se tiens, se debe solicitar ka informadidn al diiente
para proveer las cartss.

2. solicitar examen previo de la mercancia
Después de que I3 mercancia 25 recuperada por el agente aduznal, sz procede 2
hacar un examen previo. E| examen pravio sclo pueds hacer cuzndo 1z guiz aérez
25 transmitida por parte de |a ssrolinea o ogente de carga 3 |3 base de datos del
recinta fiscalizada. Ahi misma, =l tramitsdoringrasa al recinto para preguntar por
|z mercanciz pressntando Ia carta para recogsr guia & |z aerclines, e entregan |z
mercancia y comenzar con |3 revisian.

Durants |z revisidn, el tramitodor debe de inspecdonar y examinar |3 mercanciz
mientras toma fotos de esta. Esto para gue, si se tiene una duda sobre &
funcionamienta, uso o descripeion de zlguna pieza, s=2 pueda preguntar al diiente
maostranda 13 imagen.

Fara este punto, Cadilla Ramos ya debe de conocer usa, funcidn y descripsidn de
|z mercancia, asi come |z freccidn orancelaria. Si no se tiene esta informacian se
«debe de mandar |z informacidn que se haya recopilade del cliente junto con las
fotos dz la mercancia al departamento de clasificacian del agente aduanal ko mas
pronto posible para no perder tismpo logistico.
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Durante &l examen pravio es recomendsble que el practicante de Cedillo Ramos
s2 tome el tiempe de revisar qué cartas se requieren pars el despacho dz |2
mercancia. ¥ es aconsejable que sa procsda @ hacer las cartas de despacho
durznte ese tiempo para ganar ventaja sobre el tizmpo.
3. Revisidn de Fraccion Arancelaria

Posteriormente a la revisidn y clasificacion dz la mercanciz, &l practicants debe
‘gz revizar |z froccidn srancelorio en |z base de datos de la LIGIE parz praver
riesgos de restrictionas dz froccidn aroncelorio o contribucidn de impuestos. B
practicante de Cedille Robles debe de ingresar a Iz pdging de Iz CAAAREM en
hittps://www.casarem.mi/ & iniciar sesion en la parte superior derecha con &
usuaric y contrasens que s2 proporcions por los supericres de Cadillo Ramos.
Seguir los siguientes pasos:

a| Ingresar & |z seccidn de Servicios T
a. Te redirigira & otra pestafia.
b) Sz busca el cuadro gue mencionz gl nombre de TARIFA v se seleccionz.
) Posteriormente se escoge |3 Tarifo 2020 Vigente en 2l apartado de Por
d} seleccicnar el fcono de bdsqueds localizado 2n la parte superior de Iz
pagina y s= tedea la fraccidn aroncelaria a 8 o 10 digitos.
e} 5= seleccions la froccicn oronceloria y se proceds a revisar |as tarifas de
131, VA, o IEPS para adjuntar en |a solidtud de impusstos.

4, Trabajar solicitud de Impuestos
Ya que = haya extraido |3 informacion sobre el 131, Iv4, y demés impusstos de |z
mercancia sz procade 3l cilculo de impusstos que & dients tendré que pagar con
anticipacion, asi como las maniobras, glmacengjes incurrides © por incurrir ¥
honorarios del agente aduanal.
El practicante debe familizrizarss con los clientes que cuentan con PECE, puss si
25 2, en la solicitud de impuestos deben de excluirse las contribucionas al
o extarion y dejar ics, comp ios, i
 maniobras.

Fara el cilculo de impuestos & practicante debe de tener 2n cuenta que &l valer
\grovabie que se tomari en cuenta es &l valor aduanal. Los incrementsbles deben
«de calcularse de scuerde con 2l incoterm pactado en la importacion.

VALOR COMERCIAL + INCREMENTABLES = VALOR ADUANAL

Sabido esto, se procade 2 hacer & llenado dz |z salicitud dz impuestos, donde s
debarin de seguir los siguientzs pasos en & archive dz Excal:

1 r

|

] practicante debsrd sumar las tarifas que Terminal Logistics maneja por los ;e

siguientes conceptos de acuerdo con el paso de I3 carga que ha estado sin dias

libres de aimacensje. 2 dias después de que |a carga haya arribado s2 comienzan

3 contabilizar los dias dz slmacenaje.
3} Cargo minimo de manejo d) Asignacion de guiz

b} Cargay descarga

¢} Manejo de importacion

L%

&) Almacengjes {Dfas libres)

Términal

AN AMACTNAI

TARSA o aron
o PR LT AT
o1 westa Jo0ng [ o
i wasta soong [ne o
082 38 1hasta 500 oy o (o)
O
s o
)
[T
Toms o
Y]

Couto [

El monto final se coloca en Iz celda dz ALMACENAJE / MANIOBRAS. y s procede
3 sumar todos esos conceptos para sumarlos en 13 celda que menciona el TOTAL.
Posteriormente se llenaran los campos que corresponden a los honorarios y
complementarios gzl zgente aduznal que estard haciendo el despacho en las
diferentes aduanas aérzas. En estos campos |z informacion depends del cliente
qus esta importando [z mercancia y se e debe preguntar  los superiores de
Cedillo Ramos para sabar qué tarifa se utiliza.

5i la operacion de importacion aérea no se realiza en la zduana de Querétaro, se
deben instar al agente aduanal 3 que compartz la solicitud de impuestos con
honorarios y complementarios lo mas pronto posibie.

gecr

gecr

Por consigui se suman los 05y

| Ingresar el TIPO DE CAMEIO d= psso 3 moneds extranjers que se
encuentra en la pagina de la CAAAREN httos//www.caasrem.moy .

b} Usnarla calda de valor Focturs en délares preferentemente.

c) Enla celdz de Vaior EX14 3= multiplica el TR0 DE CAMEID por el tipa de
cambio para obtener 13 cantidad en pesos mexicancs que sa pagd por lz
mMercancis.

d) Agregar los Incrementobles Aprox. en I3 moneds en que se hayan pagado
en |a celdz correspondients.

g} Enla celda de Incrementables s2 multiplica el valor de los incrementables
mencionzdos por el TIPQ DE CAMB!0 PREVIAMENTE insertado.

) Para conocer & vislor Adusng de la mercanciz s= suma &l Valsr EXW mas
los incrementables.

£) El Vviglor Adugng se debe multiplicar por &l porcentaje de 161 que se

recogild dz la paging de |z CAAAREN anteriormente y se posicionz en |z

celda de Ad vialorem. Sila mercancia cuenta con certificacion de origen de

Estados Unidos o EUR2 de Buropa &l 1G] 52 desgrava 3 S0.00 MIN.

a. 5itu factura desds |3 Unidn Europea cuenta con s2llo y firma del
proveedor, revisa que sez menor 3 6,000 EUR pars que pusda s=r
desgravado & 161

i. Sila importacidén cuenta con diferentes facturas, revisar s
Bstas mismas sumadas no sobrepazan los 6,000 EUR pars
seguir recibiendo preferenda arancelaria.

El OTA s& caloula multiplicande &l Valor Aduang por B al millar. Esto quisre

decir que s2rd multiplicado por J008. Si el valor del OTA 25 menor 2 5341.00

BAXM 22 debe de slcanzar minimo ess valor.

a. sise cusnta con cartificacion de origen de Estados Unidos el DTA s
Exznta.

b 5ise cuenta con EURD el DTA 25 fijo con 5341.00 MM

i) Leprevalidacin es fija con un manto de $240.00 MXN

) ElvA se calcula sumando el vialor Aduana més el Ad valorem mds el OTA;
el total de la suma s2 multiplica por el 16%.

k| Encaso de que |z mercancia tenga (E°5 simplementz se multiplica el valor
Aduana por el porcentaje daseado.

1) El cwT se calculz multiplicando |a prevalidacicn por 16%.

=

Lo impuestos astén calculados hasta este punto, sin embargo, si s posible, se
deben de sumar lzs maniobras y aimacenajes calculados por nosotros. Terminal
Logistics (el recinto fiscal) poses un tabulador de precios en el cual se calculan
manicbras. Degendiendo del peso de |z mercandia s= estara sumzndo el monto
£n pesos.

1 r

colocando el total
=n |a celda que menciona TOTAL DE HONORARIOS ¥ COMPLEMENTARIOS. A ese
total se le suma &l /VA y se coloca en |z celda gus s2 encuentra al inferior de |z
tabla. ¥3 con todas las cantidades, se suman el total de maniobras, gimacengjes,
i ios, 2 i delos ios para tener el total final de

253 operacion.

£l practicante debe revisar que &l cliente tenga los datos bancarios de |z agencia
aduanzl para que pusda hacer el depdsito lo mas pronto posible. Si no es asi,
debaran de conseguirse para proceder con el pago correctameants.

El cliente pueds hacer el pago de estos i ¥

hasta el mismo diz en que debe de ser fiberzda Ia mercancia. Esto depende de si
=l diente cusnta con liquidez para pagar los impusstos, si la mercancia es urgente
o de que Iz etapa del mes no s2 encuentre muy cerca de cerrar contablements.

5. Redaccion de cartas requeridas
£l practicante, con fa informacion que el ciente proporciond, debera de redactar
lzs cartas para que &l desp, pueda ser Estas cartas
varian dependiendo de I3 operacidn y del producte. Por lo mencionado, las mas
comunes para realizar despachos aérecs son:

3. Carta3.1.8/ Carta traduccion factura.

b. Carta de exceptuzcion de Norma Cficial Maxicana.
c. Etiquetado de Norma Oficial Mexicana 050
d.
e

iquetado de Norma Oficial Mexicana 024
Carta 2 protesta de decir verdad.
o Cartadeno TAXID
a.  Carta3.1.8/ Carta traduccion factura.

Esta carta hace referencia 3 |z informacidn que s proves sobre &l producto en
los siguientas puntos:

El valor y otros datos relacionados con la comercizlizacion de las
mercancias, contenidos en Ia factura cuando el valor en aduana de estas
58 i | valor de «que &3 el valor dela factura.

* Procedencia y origen de la mercancia, asi como del provesdor.

» . ible de ser ident . -
relativa a los ndmeros de serie, nimeros de parte, marca y modelo.

Los incrementables que cormen a cuenta del importador, asi como &
términe de vents de la mercancia.
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Los bienes y servicios que vengan incluidos con la mercanciz imgortada,
como herramientas para su instalzcidn y/o elementos andlogos.

El usc de marca en casc de que se necesite v se haya pagzdo por &l en &
pracic de impartacion.

Que |a carts contenga los requisitos del articulo 16 y 18-A del Codigo Fiscal
de |z Federacian que son:

+ El nombre, |z denominacion o razon social, y el domicilio fiscal
manifestado al registro federal de contribuyentes.

¥ sefialar laautoridzdalag dirige y el propdsito de |z promacidn.

¥ La direccion de correo electrénico para recibic notificaciones.

Esta carta se encuentra junto dentro de |z carpeta de documentos y pusdes
afiadir |z infarrnacidn dal clianta 2n los 2spacios de color amarillo. Parz este punto
Cedillo Ramas y& debe de tener |z informacién completz para redactar |3 carta.

b. Carta de exceptuacion de Norma Oficial Mexicana,

Actualmente en =l marco legzl mexicano solo existen 2 normes oficioles
mexicanas que s= pueden exceptuar durante &l procesc de importacion aduanerz.
Estas normas oficiales llaman directamente 3 los productos que necesitan de
=tiquetado comerdial para su venta a ofras empresas o 2l pdblico en ganerzl.

5i la mercancia de importacidn tiene como funcidn I3 reparacion de una mégquing
con I3 que se proveen servicos de manera profesional, esta carta puede ser
utilizadz. 5i no es asi, |2 mercancia tendré que ser etiquetada en el examen pravio
de |z mercanciz o en un segunda previo si no sz habia dado esta instruccidn.

Czbe mencionar que se pusden reslizar loz exdmenas previos gue sesn
necesarios para estar completamentz segurcs de gque la mercancia de
importacion hace correlacion con los documentos comercizles. Sin embargo,
cada examen previo tizne un costo extra para el cliente, por ends, es preferible
‘que cada examen pravio sea tan profundo como sz pueda.

Las cartas de exceptuadidn dz NOM-050 o NOM-024 pueden encontrarsa en =l
archive de cartas para que puadan ser membeetadas, lanzdas con |2 informacian
correcta y firmadas por el cliente.

. Etiquetado de NOM-050

El etiquetada debe establecer las caracteristicas de dicha informacidn. Esta NOM
debe de tener ciertas caracteristicas minimas las cuales zon:

# Descripeidn ded producto.

carpeta de archivos podrds encontrar una carta de este tipo haciendo alusidn &
los nimeros de serie de una carga, y asi poder redactar la carta para la situacidn
quE 32 necesite.

6. Entrega de cartas y emvio de archivos a glosa
Ya que se tengan |as cartas necesarias, estas mismas serdn envisdas &l equipo del
agente zduanzl para que sean recibidas y posteriormente mandadas =l
departamento de gloss. Si hasta este momento no =2 ha recibido el pedimento
por parte del agentz aduanzl, =l practicants debe insistir por &l parz mandar un
awance de este al cliente,

Ya que se haya recbido un pedimento con anterioridad, soficitar al agente
aduzanzl que s= envien documentas 21 departamento de glosa; que en el case de
Iz importacidn area son los siguientes:

Pedimento de importacicn

carta3lg

COVE's

Cartas exceptuacidn de NOM

Guia aérza

Glosa revisari los documentos y hard comrscciones sobre los documentos
impresos para que, &n caso de que sea necesario, 58 cormijan documentos en |z
computadora para obtener los correctos.

7. Correcciones de Glosa
‘fa que se hayan recibido las correcciones, se procede 3 hacerlas directamente en
lz computadors, membretar, firmar ¥ mandar nuevamente los anchivos
corregidos al agants aduznal. Una vez hecho esto, se esperan las correcciones de
padimenta, 5i 25 que |as hay, para enviar k3 versidn final del pediment al cliznge.
‘fa que &l agente aduanzl mande el padimenta final, preguntar al disnte sobre &l
isto Busnc (voBa) para redibir su sutorizacion de pago.

5i gl clisnte ain tiene comsntarios sobre el pedimento, s2 revisan estos
‘comentarios y se pide 3l agente aduanal que cormijz bos campos del pedimento en
cas0 de ser necesarios. Ests procesc debs repetirse hasta que el pedimento esté
completamente listo para pago.

£. Recepcion del pago de pedimento
‘fa teniendo &l voBo del pedimanto, el practicante debe zsegurarss de que &l
cliente ya hays hecho el pago de impusstos, honorarics v olmacengies. 5ino ha
sido de esta manera se debe de indtar al cliente 3 que se realice el page de los
impuastas.

gecr

gl

contenido neto por embalaje minimo.

Mombre, direccidn y RFC del importador.

Pais de origen de |z mercancia.

Instrucciones de cuidado.

Instrucciones de uso.

L= leyendz “Mo etiguetade pars suventa individual”.

A su vez, padras encontrar la plantilla para hacer una etiqueta NOM-050 en |z
carpsta de archivos provists con anterioridad parz que s23 llenads con |z
informacién que &l clisnte t= ha provisto.

d. Etiquetado de NOA-024

Al igual que la NOM-D50, esta Morma Oficizl Mexicana requiere de ciertas
caracteristicas nominales y eléctricas minimas para que |z etiquetz sea vilidze
ante la autoridad. Estas caracteristicas son:

Descripcidn del producta.

Contenido neto.

Mombre, direccidn y RFC del importadar.

Pais de Origen de la mercanda.

Tensidn de alimentacicn en volts.

consumo de slimentacidn en Watts o consumo de corrients en Amperes.
Frecuendia en Hertz.

Instrucciones de cuidsdo o uso.

Dependiende de I3 aduana, &l dissfic de las etiquetas ssrd impreso por &l agente
aduanal y pegado por los tramitodores o impreso por el recinto fiscalizado y
pegado por los tramitsderss. El practicante tiens el deber de infarmarse cudl es
&l procedimiento que seguir.

e, Carta bajo protesta de decir verdad

L3 carta bajo protesta de decir verdad no 2s un documento meramente utilizado
para & despacho sdusnero. Sin embargo, como s= debe de saber, |z
responsabilidad de las opsracionss de comercio exterior, en cuanto al despacho
aduanero, es divididz entre el importador y el agente aduanal. Por lo cual, |z
informacién siempre dzbe ser certera para no caer en multas divididas.

En algunas ccasiones, el agents aduanal no estard de acusrdo con las decisiones
gque esté tomande el importador y requerirs que el misma importador accedz 2
redactar una carta bajo protestz de decir verdsd en zlgdn asunto especific,
coma ndmeros de serie, ndmeros de parte, descripddn de la mercancia, el uso
de esta o, inclusive, 5 no s2 conoce el TAX (D del provesdor Para esto, en |z

‘fa una vez con gl pago, se manda el comprobante bancario 3l agents aduanal
para que pusdan revisar que =l pago haya sido recibide y se pueda reflejar en 2
cusnta de gostos del zgente adusnal. Una vez hecho esto se proceds 23 |z
validacidn de pedimento.

cabe mendonar gue el disnts pusde contar con FECE, v ests sustituye a la
transferencia bancaria parz agilizar el despacho aduanero. 5i este es el caso,
simplemente salta al siguients paso.

%, Validacion y pago de pedimento
La validacidn de pedimento procede unz vez teniendo =l pago reflsjade en 1z
cuenta del agente aduanal. Bl proceso de walidecidn, tambign llamado firma,
pu=dz dermorar un poco depandizndo del sistema.

fa que &l pedimento dé firma de validscion, s= procede con &l page electrdnico
dzl pedimento. Al igusl que |z validacion, el page de pedimento pueds demorar.
El pago del padimento esta concluido cuzsndo en el misme s2 pusda observar un
chdigo de barras y una linea de captura que no 32 veia con anterioridad al pago.

5i el cliente cuentz con PECE, el pago del pedimente pueds hacerse
inmediatamante en cuante el cliente lo solicite y asi darle un mejor avance a lz
operacion para liberar el material.

Antes Después

i e B P
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5i gl practicante lleva demasiado tiempo sin redbir noticias del pedimento
pagado, se debe de ingresar 2 la pagina del Sistsma de Operacidn Integral
Aduaners |5014). Ahi mismo s deberd ingrasar |z aduzna en |z que se estd
realizando I3 importacidn, | patentz del zgente adusnal y & nimers de
pedimento a siete digitos.

Para encontrar |a patente del agente sduanal, el practicants s2 puede desplazar
al final de |z p3ging de cualguier pedimanto dz esa operacidn por la parte inferior
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" derecha y encontrard un nimero de 4 digitos. No obstante, para localizar e

nimero de pedimento a 7 digitos el practicants se debe desplazar 3l prindipio de
Iz pagina de cualquier pedi de on por i3 jor izquierda
y Ia Ultima serie de 7 digitos es & nimero de pedimento.

Este ejercicio ayudara 3l practicante 2 identificar estos datos en el pedimento. Sin
embargo, si no se tiene mucha disponibilidad de tiempo, con un teléfono
inteligentz se puede escanear el == ——

codigo OR del padimento de 3 —e—se

Ca—

operacion y este redirigira al SOIA con
Iz informacion completa.

Ahi mismo en el sistema se podra
visualizar si ya ha side pagado. Si no ﬁ
esta pagado aln no se observara

comentario algunc. Esta herramienta
s muy (til para poder dar seguimiznto con |z informacion al dliente.

10.Coordinacién del arrastre

Dzpendiendo de Iz urgencia dz la mercancia y de Iz disponibilidad de los agentes
transportistas parz el arrastre de la carga, Iz coordinacion del arrastre afuera de
Iz aduana o 3 las instalacionas dal ciients requiere de comunicacion entre &l
3gente aduanal, transportista y &l practicante. Algunas agencias aduanales ya
cuentan con su propio servicio de transporte. Si ese es el caso, el practicante
debeara informarse del horario agendado para &l ingreso de la unidad.

5i no cuentan con senvicio propio, 8s meramente importante que antes de que &l
transporte ingrese, el practicante debe de obtener cierta informacidn sobre &l
transporte para que &l agente aduanal puedz generar los AITAS.

En los PITAS 52 los requisitos de seguridad para I3 entrads al recinto
fiscal dz un transporte autorizado por |z Secretaria de Administracion Tributaria.
Estos datos y documentos son:

* Piacas de Iz unidad que ingrasaré por la mercanci al recinto fiscal.
+ Nombre del operador de |z unidad.
o Codigo érico i del portista (CAAT)

_ L

a Envio por paqueteria
5i el cliente lo solicita, su mercanciz puede ser entregada 3 unz empresa de
paqueteria para que esta pueds transportar |z mercancia 2l desting final. Para
‘gue esto pueda suceder, el importador debe de obtener una cuents por cobrar
=n |z paqueteria elegida y asi pagar mediante la cuenta.

Fara esto se necesita que 2l practicante otorgue |z instruccién al transporte de
que serd llevado z |z pagueteria con una carta de instrucciones gue indique |z
emprasz de pagueteriz, 3 qué persona debe de ser dirigids |z mercancia v 2l
domicilic de entrega.

En el caso de gue el transporte 2 asistido por &l agente aduanal directamentz y

32 raquiers llevar por pagusteria, el agents aduanal refacturard el costo de |z
i ! do en |s cusnts de gastos al finzl de |z operacion.

11. Confirmacion de recibido
Durante el proceso de entrega sfuera de |3 aduans, entrega directamente &l
cliente o entraga a paqueteris; el practicante deberd de llevar un rastrec ded
estatus del paquets constantsments pars asegurar gue sea entregado al clizntz.
El practicante deberd solicitar &l operador una prusbo/ocuse de entrega. En &l
caso de |z pagueteria, el operador tendrd que mandar 1z guiz con I3 que Iz
mercancia fue entregada para poder rastrearlz posteriormente.

12, solicitud de cuenta de gastos
La cusnta de gostos &5 la factura de todos los gastos incurridas en |z operacidn,
menas &l depdsito de anticipo que s= hizo por el dliente de scverdo con l2
sodicitud del 4° punto de este proceso de importacidn aérea. Esta cuenta puede
ser solicitada =l misme dia y puede tardar en ser recibida entre 1-3 dias habiles
dependiendo de facturacionss a terceros y otros factores.

13, Envio de cuenta d ¥ i de comerci B

Una vez recibida |a cuenta de gostos, el practicante debe revisar cuidadozamente
que los conceptos de honorarios, impuastos y demds, coincidan correctaments.
Posteriorments, el practicante debs mandar I3 factura de |z cuenta de gostos, las
facturas de los gastos 3 terceros; ambos con sus archivos XML v el pedimento
pagada de Iz impartadion,

5i 25 solicitade por & cliente, 2l practicante debe de mandar &l archive de
comerdio exterion, Estos constan de:

* Comprobantes de valor Electronicos (COVE]-
# Pedimento pagado

+ Pedimento simplificadio

*  Guia mister revalidada.

gecr

» £l documento digitalizado del gafete del operador con codigo QR.

- Este gafete es otorgado directamente por el SAT

e parala identificacion de |z personz que ingresa 2
la aduana. Tedos estos datos desben de ser
preguntados directamentz 3 la  compafiia
transportista o, si ya se tienen, simplemente
compartirla con el agente aduanal para la

captura del documento.
> . Cabe recalcar que el codigo OR que existe en &l

gafete puede ser sscansado por el celular y
obtenzr cierta informacidn que se requiers pars
capturar el AITA.

_ Unz vez mandadz 253 informacion, es dsber dal
practicante  otorgar un horario previamente
discutido con el agente aduanal para que Iz unidad esté presente afuera de Iz
3duana y no esté esperando.

Martines
Cumevars

Algunss compafias de transporte cobraran flete en folso en caso d= esperar
demés para &l ingreso de la unidad; por lo que se recomienda que Jos horarios
quaden apl ia del chients y del agente aduanz!
para &l despacho finzl de |a mercandia.

En lo que &l agente aduanal esta capturando el PITA, uno dz los tramitadores se
3cercara al recinto fiscalizado para solicitar “las salidas” dz la mercancia. Una vez
& transportz se encuentre afuera de Iz aduanz listo para ingresar, se haya
generado &l PITA correspondiente y 1as salidos; el agente aduanal dar3 ingreso 3!
recinto fiscalizado 2 |z unidad de carga, en donde 3= realizard a transferencia de
la mercancia.

Una vez cargada I3 mercancia, &l transporte se dirigir3 a la ruto fiscal para
posteriormente activar el 554, Una vez terminado el tramo, &l conductor se
acercara 3 un lector de codigo d= barras pars activar el Sistama de Seleccidn
Automatizado.

En este punto, el 554, mediante su base de datos de operaciones anteriores del
cliente, dzcide el desoduonamiente o reconocimiento. Si se libzra sin incidencia,
= transporte puede encontrarse con el cliente 3fuera de |3 aduanz si fue

icitado ¢ , 0 52 programa la entrega en lasi iones del clinte.
sila ia raquisre ds debe dz esperar a que |3 autoridad
terminz con |3 revisién fisica y documental de Iz importacion.

*  Guia House revalidads.

# Factura comercial.

®  Cartas MOM (si fueron necesarias).

* DODA.

= Hojas de cilculo.

® Listas de empague.

& Aruse de o VUCEM de cada uno de estos documentos.

Fin de lo operacion de importacidn oérea
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Especificacion del Procedimiento de Ia

Importacidn Maritima

L3 importacidn de mercanciz wia maritima pueds proceder por los diferentes
puertos por bos cusles Cedille Ramos tiene agentes aduznales. Este agente
aduanzl se encuentra en los pusrtos de Manzanille, Veracruz, Altamira y Lazaro
cérdenas. Usuzlmentz los clisntes realizan importaciones por Manzanillo y
WeraCruz, mientras qus Lizaro Cirdenas posse poco movimiento. En el casede lz
importacion maritima, Cedille Ramos comiznza con |a planeacién del arribo de Iz
mercancia cuando 52 recibe una notificacion de arribo por parte dz |s naviera o
25 reenviada por 2l clisnte.

Lz notificacién de arribo 22 un aviso en el cual |a naviera anundia la facha tentative
oz llegadz de |z mercancia a pusrto. Una vez teniendo esta fecha en mente y en
«cuenta se debe da comenzar el proceso de importacidn maritima de acuerdo con
este manual; dondz el primer paso es cumghir con &l proceso de revalidacidn y
liberacidn de la mercancia.

adicional a esto, si la mercancia arribara al puerto de Altamirz, el practicante
debera de liznar la manifestacion de valor y |3 carta de instrucdiones. Para podar
realizar este par de cartss, ya se debe de conocer el valor comercial de |2
mercanciz, &l término de vents, incrementables y datos del proveedor, zsi comao
=l tzldn de embarqus.

Atencidn: Es muy impartants gue la informacidn comercial de |z mercancia se
tengzs lo antes posible parz poder ir trabgjando en cartas necesarizs con
anticipadion. La redzccidn de |z cartas s= tocard hasta el paso 3 de este proceso;
zin embarge, se recomiends comenzar con anticipacidn.

1. Proceso de liberacion de la mercancia
El proceso de liberacion de la mercanciz pueds variar dependienda de |z naviers
W de sus obfigaciones para gue |z cargs pueds ser entregads al agente aduanal.
Previo al arribo de |z cargs, el dients debe de assgurarse que haya cumplido con
estas obligaciones. 5i el cliente cuenta con un ogente de carga, Mayorments
llamado forwaorder, este debe de ser el interesado en cumplir con dichas
obligaciones. Las cuzles normalmente son:

2. Cubxir los gastos locoies que se tienen pendientas
El importador debe de cubrir estos gastos para que |3 mercancia pueda ser
liberadz ante &l agente aduanzl. Estos conceptos deben de ser oubiertos pars
poder revalidar el tzlén de embarque (BL) y varian dependiendo de |z naviara.
algunos de estos conceptos son:

4, Realizar carta encomienda
Esta cartz s un documents &l cual informa 3 |a navierz que el agente aduanzl
zerd el responsablz y tiens amplic poder para recibir |z mercanciz y rezlizar 2
despacho aduanal, indicando &l nimero de concdimiznto de embargue (BL), dal
pusrto del que procede, nombre del bugue y fecha en la que se emitid.
Ahadiendo que esta cartz deslindz de tods responsabilidad = la naviera en caso
de que algo ocurra con |z carga por medio del agente aduanal.

S, Informar separacidn de carga
Sila carga del importador visja dentro de un conteneder consofidade, s2 debe de
avisar a la naviera al menos 48 horas previas 3 |a legada del bugue para que se
realice una szparacion de |z cargz. 5i no se llega a notificar en tiempa, esto puede
EENETST UM COStD EXtra.

5i I3 carga &s un contenedor consolidado, |2 empress desconsalidodorn pueds
tardar un par de dizs en retirar |z carga del contenedor. De igual maners, &
=status se pusde revisar en la pagina de internet de |z empresa.

6. Proceso de revalidacion de BL

Este proceso se realiza una vez que el importador haya oubierto todos los gastos
incurridos y haya entregado los documentas mencionzdos parz la liberacicn de
la mercancia. Una vez hecho esto, 2l sgente aduanal debe de presantar & Telex
Release o &l BL original con sello, firma y leyenda, ant= las ofidnas de Iz linez
naviera o por viz slectronica.

Posteriormente, |a naviera recibird el decumento y corroborard que todo esté
correcta para revalidar el talén de embargue. Una vez hecho esta, la mercancia
pasa a ser parts del agente aduanal y comianza el despacho.

Esta carta 52 encusnira 2n la carpeta de importacidn maritima. *

gecr
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Pazo de garantias

Pago de impisza del contenedor
Pago de fiberzcidn

Cugta de documentacion
Revalidacion

3. identificar si el tipo de liberacidn de BL es contra copia o contra
original.
Dependiende de los términos que haya negodado &l proveedor con la naviers, se
tienen dos wariantes para poder revalidar un Bill of Lading. Estas variantes sona
contra copia y contra original. £l diente debe da identificar cudl es la correctz
para peder dar |z instrucdén lo més pronto posible

® Contrs copia o telex release: Contra copia, o mayormente llamado telex
relegse, &5 una maners de poder revalidar l BL en desting. Esta procede
cuando normalmente el provesdor y el importador se conocen de tiempo
atras, por lo cuzl no se requiere &l BL original para |z revalidecion de ests.
A cambio, &l provesdor informa 2 su agente aduanal en origen gue el BL
ha sido liberado y, posteriormenite, |3 niaviers recibe Iz informacion. Unz
wez hacho esto, & agente aduanal puede retirar la mercancia sin el BL
@eneralments, solo 2 necesita copia del BL original pars revalidar |2
MErcan:
Contra origingl: Despeés de emitir £l BL, el provesdaor envia 3 copias y tres
originales de este por medio de una paqueteria & domicifio del importadar.
Para que esto ses posible, el provesdor habrd negocizdo con &l
impartador el pago completo de |z mercancia. Una vez que el importadar
reciba estz documento s convisrts en =l poseedor de la mercancia. Sin
embarga, este proceso alarga los tiempos logisticos, pero siempre seré |z
opddn mds segura para &l provesdor.

o Para que &l BL original sea valide, &l importador debe de mandar
este con un sello oficial de la empresz, firma y |z leyenda escrita de
manera autdgrafa “entregar 2 |3 orden del agents aduanal ¥
patants oo, Todo esto al reverso del documento.

7. Redaccidén de cartas
El practicante, con |3 informacion que el disnte proporciond, debers de redactar
|zs cartas necesarias para que & despacho pueds ser completado. Estas cartas
wvarizn dependiendo de la operadidn y del producto. Por lo mencionado, las mas
comanas parz realizar despachos arecs son:

& Carta3.1./ Carta traduccion factura,
b. Carta de exceptuzacion de Morma Cficial Mexicana.
c. Etiquetado de Norma Oficial Mexicana 050
d. Etiquetado de Norma Oficial Mexicana 024
e. Cartaa protests de decir verdad.
o Carta de no TAX 1D
Carta técnica
Carta de no WA
a. Carta3.1E / Carta traducrion factura.

Esta carta hace referancia a |s informacién que s2 proves sobre &l products en
los siguisntas puntos:

m o

El valor y otros datos relacionados con la comercizlizacién de las
mercancias, contenidos en la facturz cuando &l valer en aduanz de sstas

se determine conforme al valor de transaccidn, que es el valor dela factura.

Proczdencia y arigen de la mercanciz, asi como del provesder.

* hMercancia susceptible de seridentificadas individuzimente, lainformacidn
relativa 3 los ndmeras de serie, ndmeros de parte, marca y modelo.

Los incrementshles que corren a cuenta del importador, asi como &
térming de vents de la mercanciz.

Los bienes y senvicios que vengan incluidas con |z mercancia importads,
como herramientas para su instalacion y/o elementos andlogos.

El usc de marca 2n caso de que se necesite y s& haya pagado por elensl
precio de importacion.

Que la cartz contenga los requisitos del articulo 18 y 18-4 del codigo Fiscal
de |z Federacian que son:

+ El nombre, |3 denominacion o razén socizl, v el domicilio fiscal
manifestado al registro faderal de contribuyentes.

+ Sefialar la autoridad a la que se dirige y el progdsito de |z promacidn.

¥ La direccidn de correo electrdnico para recibir notificaciones.
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Esta carta se encuentra junto dentro de |z carpeta de documentos y puedes
afiadir |z informacicn del cliente 2n los espacios de color amarillo. Parz este punto
cedillo Ramos yz debe de tener |z informacidn completa para redactar |a carta.

b die exreptuacion d
armualmente en =l marco legel mexicano solo existen 2 normes oficioles
mexicanas que s2 pueden exceptuar durante &l procesc de importacion aduanerz.
Estas normas ofidales llaman directamente 3 los productos gue necesitan de
atiquetade comercial para su wenta a otras empresas o &l pdblico en genaral.

Oficial Mesdican;

5i la marcancia de impartacidn tiene coma funcién k3 reparacian de unz magquinz
con |3 que se proveen ssrvicios de manera profesionzl, esta carta puede ssr
utilizadz. 5i no ez asi, la mercancia tendra que ser stiquetada en el examen pravio
de la mercanciz o en un segundc previc si no s= habia dado esta instruccidn.

Cabe mencionar que se pusden rezlizar los exdmenes previos que sean
necesarios para estar completamente segurcs de gque |3 mercancia de
importacion hace correlzcidn con los decumentos comercizles. Sin embargo,
cada examan previo tiene un costo extra para el cliente, por ends, es preferible
‘que cada examen previo se4 tan profundo como s2 pusda.

Las cartas de exceptuacion de NOM-050 o NOM-024 pueden encontrarss en &l
archive de cartas para que puedan ser membretadas, llenadas con |z informacién
cormecta y firmadas por el cliente.

C Etiquetado de NOMHIS0
El etiquatado debe establacer las caracteristicas de dicha informacidn. Esta NOM
debs de tener ciertas caracteristicas minimas las cuales son:

Descripcidn del producta.

cantenido neto por embalsje minimo.

Mombre, direccidn y RFC del importadar.

Pais de origen de |z mercancia.

Instruccicnes de cuidzdo.

Instruccionas de uso.

L= leyends “Mo etiguetado para su venta individual™.

A 5u vez, padrds encontrar |3 plantilla para hacer una etiqueta NOM-050 en |z
carpsta de archivos provista con anterioridad para que s=a llenada con Iz
informacian que el cliente t2 ha provista.

Nombre técnico.

Pais de origen.

Uso del producta.

Aspacto fisico de |z mercanda.
Férmula quimica.

Peso molecular.

Mimerg de CAS.

Froccidn arancelario a 10 digitos.
Pracauciones y primenos ausxilios.

La carta se encuentra en la carpeta de archivos de la importacion maritima. *

E Cartadeno VA
Cusndo se trata de mercancia destinadz para usarss como fertilizantes,
plaguicidas, herbicidas, funguicidas y abanas, en I3 agricultura o ganaderia, no
=5td sujetz 3l pago de VA Sin embargo, se debe revisar en |z LIGIE si esta misma
=5td sujetz 2l pago de JEPS. Esta informacian debe de tomarse en cuenta cuando
2 Bste I solicitud de i 3l cliente.

La carta debe de contener =l nimero de pedimento = 15 digitos, la froccidn
groncelaris a 10 digites, & indicar en un parrafo que de acusrde con articulo 2-4
fracdian | &l inciso F de |z Ley de Impuesto al valor Agregade. stz carta se
encusntra en &l archive de importacin maritima.

B. i solicitud de i v prof
‘fa una vez hechas las cartas, el practicante debe de mandarlas completas &l
agente aduznal para que le pueda provesr |z soficitud de impuestos y pedimento
dz importacidn. Una vez racibida la soficitud de impusstos, s2 debe revisar
nusvamenite |z informacidn para asegurarss que la solicitud esté correcta
Posteriormente mandar |z solicitud de impuestos correctz junto con &
pedimento.
i Ia solicitud de impuestos demars mas de o que 5= tenia en mente y se asté
hablando de contenedores en full, &l practicante puede tomar &l formato de
sofiicitud de impuestos de |z importacidn aérez para calcular un aproximada.
Fara el cilculo de impuestos &l practicante debe de tener en cuentz que &l valor
grovable que 52 tomaré en cuenta es £l valor aduanal. Los incrementables deben
de calcularss de acuerde con =l incoterm pactado en |z importacion.
VALOR COMERCLAL + INCREMENTABLES = WALOR ADUANAL

Sabido esto, se procede & hacer &l llenado de |z solicitud de impuestos, donde se
dzberin de seguir los siguientes pasos en & archive dz Excal:
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d. Etiquetado de NOW-029
&l igual que I3 MOWLOS0, esta Morma Oficizl Mexicana requiere de ciertas
caracteristicas nominales y eléctricas minimas parz que la etiquets sea vilidz
ante la autoridad. Estas caracteristicas son:

= Descripcién del producto.

#  Contenido neto.

# Mombre, direccién y RFC del imporzadar.

®  Pais de Origen de |z merzanda.

+ Tenszidn de alimentacion en Volts.

+ consumo de slimentacidn 2n Watts o consuma de corrients n Amperes.

» Frecusnda en Hertz.

# Instrucciones de cuidado o uso.
Dependienda de la aduana, =l dissfic 3z las etiquetas s=ra impraso por 2l agente
aduanzl y pegade por los tramitodores o impreso por el recnto fiscalizado v
pegado por los tramitodores. El practicante tiene el deber dz informarse cusl es
&l procedimienta que seguir.

e Carta bajo protesta de dedr verdad
L3 carta bajo protesta de decir verdad no 2s un documents meramente utilizado
para & despacho adusnero. Sin embargo, como sz debe de ssber, |z
responsabilidad @2 las operadonss de comercio extarior, en cuanto al despacho
aduaners, es dividids entre el importador y el agente aduanal. Por lo cual, 12
informacién siempre debe ser certera para no caer en multas divididas.
En algunas ccasiones, el agent= aduanal no estard de acusrdo con las decisiones
que esté tomands el impartador y raquarird que el mismo impartador acceds 2
redactar una carts bajo protests de decir verdad en algin asunto especifico,
coma ndmeros de serie, nimeros de parte, descripcidn de |a mercancia, el uso
de esta o, inclusive, si no se conoce el TAX iD del provesdor Para esto, en la
carpzta de archivos podrds encontrar una carta de este tipo haciendo alusidn 2
los nimeros de ssrie de unz carga, y a5 poder redactar la cartz para la situacian
guE 52 necesite.

. CaraTéoica
Esta carta técnica se utiliza para mercancia que contiene quimicos y sustancias
tawicas. Al ser esta una merzancia de dificil identificacion, la autoridad requisre
que el importador especifique dertos datos sobre el producto 3 importar, junto
con el ndmero de factura comerdial, fecha de la facturz v nimero de pedimento
315 digites. Loz datos sobre &l producto son:

* Mombre comercial.
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Ingrasar el TIPOD DE CAMEID de peso 3 moneds extranjers que se
encuentre en la pigina de |3 CAAAREN httos:/fwww.casarem.my .
Uenar I3 celda de Valor Facturs en ddlares prefarentemente.

En I3 celdz de Valor EXW s multiplhica el TIPO DE CAMEID por el tipo de
cambio para obtensr |z cantidad en pesos meicancs que se pagd por la
MEercancia.

| Agregar los incrementobles Aprox. en la moneds en que se hayan pagado

en la celdz corespondiente.
En la celda de incrementables s2 multiplica el valor de los incrementables
mencionados par el TIAO DE CAMEID PREVIAMENTE inssrtado.
Para conocer & Vlor Aduang de la mertancia se suma &l Vilor EXW mas
los incrementables.
El Viglor Adugng se debe mudtiplicar por & porcantsje de 1GI que se
recogild gz la paging de la CAAAREN anteriormente y se posicionz en |z
celda de Ad valerem. Si lz mercancia cuenta con cartificacion de origen de
Estados Unidos o EURL de Europa el 1G] 52 desgrava 3 50.00 XML
a. S5i tu factura desds k3 Unidn Europsa cuenta con szllo y firma del
proveedor, revisa que sez menor 3 6,000 EUR para que pusds sar
desgravado &l IG.
i. Silaimportacién cusnts con diferentes facturas, revisar si
estas mismas sumadas no sobrepasan los 6,000 EUR pars
seguir recibiendo preferends arancelzriz.

| El OTA se caloula multiplicande & Voior Aduang por & al millar. Esto guisre

decir gue sard multiplicado por .008. 5 el valor del DTA esmenor 2 $341.00
1AXM 52 debe de slcanzar minimo ese valor.

a. 5i 58 cusnta con certificacian de origen de Estades Unidos el 074 se

Exenta.

b 5i se cuents con EURL el OTA s fijo con $341.00 MXN
L& prevalidocion es fija con un monto de 5240.00 MxN
El ivA s calcula sumande el vislor Aduana més el Ad Walerem mds el OT4;
&l total de |z suma = multiplica por el 18%.
En £aso de que |z mercancis tenga (RS simplemante se multiplica el valsr
Aduana por el porcentaje deseado.
El cNT se cakula multiplicando la prevalidacion por 16%.

m} Le garantio 2 laimportacion se debe czlcular de acuerdo con el nimero de

contznedoras ful. Por lo tanto, se deben de afizdir $21,000.00 MXN par
cada contenedor importado.

nj Las maniobras s2 calculan multiplicando |3 cantidad de contenedoras finl!

por 520,000.00 MXH.
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Ejemplo de solicitud de impuestos con gorantia y manicbras *

Posteriormente s2 llenarén los campos gue corresponden 3 los honorarios y
comglementarios del zgente aduznal que estard haciendo el despacho en las
diferentes aduanas aéreas. En estos campes |z informacidn depends del diente
que estd importando |3 mercanciz  s2 le debe preguntar 2 los superiores de
cedillo Ramios para saber qué tarifa s utiliza.

Por consiguiente, se suman los honorarios y complementarios colocando el total
en |z celda que menciona TOTAL DE HOMORARIOS ¥ COMPLEMENTARIOS. A ase
total se le suma el VA y se coloca en |z celda gue s2 encuentra al inferior de |2
tabla. ¥a con todas las cantidades, se suman el total de maniobras, almacengjes,
impusstos, honorarios, & impuestos de los honorarios para tener el total finzl de
253 DpErzcion.

El practicante debe revizar gue =l cliente tangz los detos bancarios de |z agenciz
aduanzl para que pusda hacer el depdsito lo mas pronto posible. 51 no es asi,
debeardn de conseguirse para proceder con el page cormectaments.

5. Solicitar previo de la mercancia
Después de que &l BL as revalidado por 2l agente aduznal, 52 procede 3 hacer un
exgmen previo de |z mercancia si es que 52 Cree necesania. Mormalments las
companias que han estado importande la misma mercanciz del mismo provesdor
por muchos afios se pusden sltar est= paso, pues se conoce que no existen
=rrorss en |3 mercandia.

En la impartacion maritima el previo puede solicitarss si sole si 2l talén de

22 BnCUentra lidado. Unawez &l 3gs | accede
3 |z plataforma onfine de |z terminal portuariz en |z que s= encuentra el
contenedor y solicta una cita. Normalmente |z citz sa otorga 1-2 dias despuds de
gue 52 solicitd. Esta cita depende de Iz disponibilidad de la terminal para maver
' pasicionar contenedores.

Durante |z revizién, el tramitador debe de inspacdonar y examinar la mercanciz
mizntras toma fotos de esta. Esto para qus, 5i se tisne una duds sobre el

acercard a un lector de cidigo de barras para activar el Sistzma de Seleccidn
Automatizada.

En etz punta, el 554, madiante su base de datos de operaciones anteriorss del
cliente, decids &l desoduanomisnto o reconocimisnts. 5i se libera sin inddancia,
sa programa la entrega en |as instalacionas del disnte de acuerdo con el servido
contratado. Sila mercanda requiers de reconocimiento, 52 debe de esperara gue
|z autoridad termine con la revisian fisica y documentzl de |z importacin.

15.Entrega en |as instaladones del diente

Lz entrega de |z mercanciz en |25 instalzciones del clients depende del tiempo
restante del dia en el gue se despachd la mercancia y de |z empresa
transportista. El practicante debe de estar preguntando el estatus de la ruta
del contensdor pars anunciar al cliente cusndo arribara |z mercanciz
tentstivaments.

En cuanta la mencancia arribe con el cliente, el practicante debe de assgurarse
que se descargue y no hays algin contratiempo para recibir 3l transports;
recordande que cabe |z posibilidad de que se cobren estadios por parte del
transporte. Siempre se debe de soficitar 2l transporte un gouse de entrega por
parte del disnte.

16.Retorno de vacios

i la mercancia se ha transportado en un contenedor full, quisre dedir que &
tranzportista debe de presentarse de wuelts con &l contenedor 3 la terminal
portuaria y hacer gl retorno de este. A ests proceso de le conooe COMo retormo
de vacios, puss el contenador regresa sin mercancia. Ya gue sa entregue &l
contenzdor 2 |2 terminal portuaria solo se espera por |z cuento de gostos. Sin
embarge, si & retorno se hace fusrs del limite de tiempo para regresar &l
contenedor, la naviera estars cobrando demaras.

5i |z carga era una mercancia consolidoda, &l retorno de vocios no existe pues =l

contenedar nunca se sacd del pusrto. Por ende, la operacidn terminariz en 2l
momenta en que s liberd el contensdor de sduana.

17. Sollicitar la cuenta de gastos

salicitar |z cuents de gestos con &l agente aduanal una vez que s= haya entregado
&l contenedor vacio a la terminzl portuariz. La cuenta de gastos es la factura de
todos los gastos incurridos 2n 1 operacidn, menos el depdsito de anticipe qua se
hizo por el cliente de acuerdo con la soficitud del 6% punto de este proceso de
importacion maritima. Esta cuenta puede ser solicitadz el mismo dia y puede
tardar en ser recibids entre 3-7 diss hibiles dependiendo de facturadiones &
terceros, demongs, almacengjes, y otros factores.
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funcionamiente, uso o descripeion de zlguna pieza, 52 pueds preguntar al cliente
mastrando 13 imagen.

10. Recepcicn del pago
Una vez entregeda la solicitud de impusstos y & cients haya mandado &l pago,
&l practicants debe de reenviar el mismo con los datos necesarics al agente
aduanzl para gue pueda recibirlo y 5= pusda wer reflejado en |z cuenta bancaria.

11 Las cartas y documentos se envian a glosa
Los documentos mandados se erwian al departamento de gloso del agente
aduanzl para revision. Normalments los documentos que se mangjan en
impartaciones maritimas son numerosos y pusds que 2l departaments tards un
diz completo. Sin embargo, se debe sjercer presidn para gue s= reciban
comentarios.

12. Realizar comrecdones de glesa y revision de pedimento
Una vez recibidas las correcciones se procede a la cormeccién de cartas para que
z 12 se salicita &l agente ad) | que

los docur comractos.

mande &l pedimento comegido y 22 revise 5 et 58 encuentra comecto.
13.Pago de pedimento y cita para cargar

Y& que s2 haye reviszdo =l pedimento con la informacion corrects, 5= da |z

instruccidn al agente aduanzl parz que pague &l documento y, una vez pagado, &

practicante debe de conocer cudl s2rd &l movimiznto de salide de |z mercanciz

con el transpaorts.

5i 52 tiene contratado wn transporte por medic del agente de corgo, 5= debe de
preguntar por disponikilidad en los praximos dias. Si no es asi, 32 debe coordinar
|z seligo con el transporte de preferendia, haciendo cita para cargar &l contanedor
en el patio de I terminal portuariz. &l igual que el previo, Iz cita para carga
depende completamente de |z terminzl v puede ser entregads hasta dentro de 2
dizs habiles una vez pagedo £l pedimento.

14. coordinacién de la safida del transporte
Unz vez hechz I3 cits, el transporte debe de acudir 3 |z= ofidnas de I3 agenciz
aduanzl para recogar |zs salidas de |a mercancia y presentar astzs en la terminal
portuaria para que les pusdan entregar &l material. Sin estas salidas el material
no puede ser otorgade al operadar.

En &l horario de |z citz, el transporte debe de pressntarse para gque Je den acceso
3 latarminal, preszntar los dooumentas necesarios y gue se hagan lzs maniobras
pertinentes para |a carga del contenedor o de la mercancia.

Unz wez cargada la mercanciz, 2l transporte se dirigirs a la ruto fiscol pars
posteriormente activar el 554, Una wez terminado el tramo, &l conductor s

18 Enviio de cuenta de g ¥ Comerci
Una vez recibida la cuenta de gostos, el practicantz debe revisar cuidadosamente
que los conczptos de honararios, impuestas y demds, coincidan correctaments.
Fosteriorments, el practicante debs mandar la factura de |z cuento de gastos, las
facturas de los gastos a terceros; ambos con sus archivos XML v el pedimento
pagado dz la impartadion.
5i es solicitado por & cliente, el practicante debe de mandar & archivo de
‘comercio exterior, Estos constan det

comprobantes de valor Electronicos [COVE).
Pedimento pagado

Pedimento simplificads

Guia master revalidada.

Guia House revalidadz.

Factura comercial

Cartas MO (5 fusron necesarias).

DoCa.

Hajas de cilcula.

Listas de empague.

Acuse de la VUICEM de cada unc de estos documentos.

Fin de lo importocidn maritima
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Especificacion del Procedimiento de Ia
Importacion Terrestre por Estados Unidos

La importacion de terrestre pusde proceder por lz= diferentes fronterzs por las
cuales Cedillo Ramos tiens agentes aduanales. Las dudades fronterizas son
Tijuana, Mogales y Nuevo Leredo; probablemente |a: 3 aduznas mds importantes
al norte del pais. Los clientes realizan un mayor nimero de importaciones par |z
frontera de Muevo Laredo, y2 que =5 la mds importants de Latincamérica. El
proceso de importacion para Cedillo Ramos comienza desde que &l diente
informa que mercanciz estara amibando a la bodega smericana.

Fara cerciorarse de que |z guiz esté llegando =l dia que & dlisntz lo presume, &

practicante debera de pedir &l nimero de guia al cliente y rastreardo en |z pégine

dz la empresa transportista. Una wez confirmada |z informacion de que ha llegada,
=2 puede proceder con el despacho.

Atencidn: Es muy importante que la informacicn comercial de la merzancia se
tenga lo antes posible para poder ir trabajando en cartas necesariss con
anticipacion.

1. Entrega de carta de instrucciones
El practicante debe de redactar unz carta de instrucciones con |z informacidn del
material y del proceso de importacion. Una wez que setenga |z informadion de lz
operacidn en |z cartz debe de venir estipulado:

Mombre del importador y domidilio

TAX 10/ RFC del importador

Mombre del proveedor del y domicilic

TAX 10 del provesdor

Mimero de factura comercizl

walor y moneds de |3 factura comercial

Régimen y clave de |z operacion

Incoterm junto con incrementobles (si se tizne concdimisnto)
Descripcidn de la mercanciz

Froccifin orancelsrio sugerida

El practicante debe de entregar est3 carta 3l agente aduznal pars que pueds
recopilar Iz informacidn junto con los documentos comerdiales que s2 envizn
posteriormente.

2. Revisidn de material y documentacion comercial
El practicante deberd de otorgar &l mimero dez guia con el que ha sido
transportads la mercancia. Una vez hecho esto, se otorga 2l agente aduanal y se
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Servicios diversos
Fletes

Cuenta americana
Estibz; maniobras

® Fletes

COD (Cash on delivery)

El practicante debe de asegurarse de que el cliente tenga los datos bancarios de
Iz agzncia aduanal pars asi depositar el monto correcto y evitar contratismpos 2l
momenito del pago.

Una vez recibida Iz solicited de impuestos, el practicante debe de compartirlz 2l
cliente parz que s2a de su conocimiento y pueda depositar la cantidad.

5. Redaccion de cartas
El practicante, con la informacicn que el diznte propordiond, debers de redactar
|as cartas necssarias para que &l despacho pueda ser completado. Estas cartas
wvarizn dependiendo de la operacion y del producte. Por lo mencionado, las mas
comunas pars realizar despachos adreos son:

a. Carts 3.1.8/ Carta traduccién factura.
b Carts de exceptuacian de Norma Oficial Mexicana.
. Emiquetado de Norma Oficial Mexicanz 050
| Eriquetado de Morma Oficial Mexicanz 024
2. Carts 3 protesta de decir verdad.
. Cartadeno TAXID
g Cartatécnica
f. Cartadenoiva
a. Carta3.1.8/ Carta traduccidn factura.

o

Esta carta hace referencia a |z informacién que s= proves sobre &l products en
los siguientes puntos:

El walor y otros datos relacionados con la comercizlizacidn dz las
mercancias, contenides en la facturs cuando &l valor en aduana de estas
se detarmine conforme al valor de transaccion, que es el valor delafactura.

Proczdencia y origen de la mercanciz, asi comao del provesdir.

#  Mercancia susceptible de seridentificadas individuzimente, la informacidn
relativa a los ndmeros de serie, ndmeros de parte, marca y modelo.

Los incrementshles que coren 3 cuentz del importadar, asi coma
térming de venta de la mercanciz.

toma & revisidn. Esta revision 25 el examen previo que se le hace a Iz mercanda.
Durante la inspeccidn se revisa gue el material no cuente con algin dafio, que
wvenga completo o que no haya algin sobrante de mercancia.

D= |z misma manera, el practicants deberd de haber compartida anteriormente
Iz documentacién comercizl del embarque para que el agent= aduanzl pueds
revisar el materizl tanto fisica como documentalmente. Esta documentacian
consta de factura comercial de la mercanciz, asi come |3 lista de empagque.

Estados Unidaos, MExico y Canadd cuenta con &l T-MEC, un tratado de libre
comerdio que goza de preferencia arancelaria en |z exportacion & importacidn de
bienes de estos paizes. Por ello, 25 importante que se le pregunte &l cliente si este
mismo cuenta con |z certificacion de origen de lz mercancia a importar, ya que &
presentar esta, el costo de los impuestos y derechos s reducidoe. 5 se tiene, se
dzbe de adjuntar en 2l expedisnte que se le mandard al agente aduanal.

3. Entrega de revision, pesos, dimensiones y fotografias
Una wez hecha |a revision, =l agente aduanal debe de entregar los documentos
comerdiales con observaciones, y fotografias de la mercanda fisica. El practicante
debe de preguntar por las medidas y pesos del materialy debe de guardarlzs para
lz coordinacion del transporte posterior 2 la operacian.

Esta revisidn, junto con los documentos, deben de entregarse 2l cliente para que
=sté informado del estado fisico de su carga. Una vez entregads la ravision se
debe de presionar al agente aduanal para que pueda mandar una solicited de
impusstas y =l cliente pueda hacer & pago.

4, Solicitud de impuestos
Y& con |a certeza de que |z mercancia se encuentra en busn estado y que |z
documentacion est3 corscta, & agente aduanzl reslizard wna solicitud de
impuastos aprodmada de la importacion. Estz solicitud funcions de maners
similar a |a dz |3 importacion aérea o maritima y 13 realizz directaments el agente
aduanzl. Los conceptos se dividen en el célculo de impusstos, la cuents mexicana
 la cuentz americanz
cdleulo da impuestos
Impuasta Generzl 2 Iz Importacidn (1E1)
Deracho 2l Trémite Aduanero (DT4)
Impuesto Espedal para Productos v Servicios (1EP5)
Impuesto &l valor Agregado (hva)

Prevalidacién con su IVa [PREV]
Cuenta mexicana

 Sarvicios de honorarios y complementarios

+ Los bienes y servicios que wengan incluidos con |z mercancia imgortads,
como herramientss para su instalzcidn y/o elementos andlogos.

» El uso de marca en caso de que se necesite y se haya pagado por &l en =l
precio de importacion.

*  Quela carta contenga los requisitos del articulo 18y 18-4 del Codigo Fiscal
de |3 Federacidn que san:

¥ El nombre, |z denominacion o razén social, y el domicilio fiscal
manifestado al registro faderal de contribuyentes.

¥ Sefialarla idad i &

¥ La direccidn da corres electrdnico para recibir notificaciones.

Esta carta 5& encuentra junte dentro de |z carpets de documentos y pusdes
afadir lainfarmacién del cliente en los espacios de color amarillo. Para este punto
cedillo Ramas ya debe de tener |z informacidn complets para redactar |3 carta.

b. Carta de exceptuacién de Morma Oficial Mexicanz.

Actualmente en &l marco legal mexicano solo existen 2 normos oficiales

mexicanos que s= pueden exceptuar durante &l proceso de importacion aduanera.

Estas normas oficiales llaman directamente 3 los productos que necesitan de
=tiquetade comerdial para su venta a atras empresas o al piblico en generzl.

i la mercancia de importacion tiens como funcidn b reparacion de una maguing
con I3 que se proveen servicios de manera profesional, esta carta puede ssr
utilizadz. 5i no ez asi, Iz mercanciz tendré qua ser stiquetada en el axamen previo
dz |3 marcanciz o en un segunds previo si no 52 habia dado esta instruccidn.

cabe mencionar gue se pusden rezlizar los exdmenes prevics gue sean
necesarios para estar complstamentz segurcs de gue la mercancia de
importacion hace correlacion con los documentos comercizles. Sin embargo,
cada examan previo tiene un costo extra pars el cliente, por ende, es preferible
‘gque cada examen previo 523 tan profundo como = pueda.|

L35 cartas de exceptuaddn de WOM-050 0 NOM-024 pueden encontrarss en &l
archivo de cartas para que puedan ser membretadas, llenzdas con lainformacidn
correcta y firmadas por el cliente.

€. Etiquetado de NOWM-050

El etiquetada debe establecer Ias caracteristicas de dicha informacidn. Esta NOM
debe de tener iertas caracteristicas minimas las cuales son:

* Descripcidn ded producto.

lag dirige y el propdsito de |z promodidn.
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Cantenido neto por embalzje minima.

mombre, direccidn y RFC del importador.

Pais de origen de Iz mercancia.

Instrucciones de cuidado.

Instrucciones de uso.

Lz leyendz “Mo etiquatado pars suventa individuzal”.

A 5u vaz, podras encontrar la plantilla para hacer una etiqueta NOM-050 en |z
carpsta de archivos provista con anterioridad pars gue s=a llenada con |3
informacién que &l cliente t2 ha provista.

Dependienda de la duana, 2l diszfic d2 las etiquetas s2rd impraso por =l agente
aduanzl y pegado por los tramitodores @ impreso por el recinto fiscalizado v
pegado por |os tromitodores. El practicante tiens &l deber de informarss cudl es
&l procedimients que seguir.

d. Etiguetado de NOM-024

Al igual que la NOM-D50, esta Morma Oficial Mexicana requiere de ciertas
caracteristicas nominales y eléctricas minimas pare que la etiquetz sea vilida
ante I3 autoridad. Estas caracteristicas son:

Descripcidn ded producto.

Contenido neto.

mombre, direccidn y RFC del importador.

Pais de Origen de |z mercandia.

Tenzidn de alimentacion en volts.

cansuma de slimentacidn en Watts o consume de corrients en Amperes.
Frecuendia en Hertz.

Instrucciones de cuidado o uso.

Dependiendn de la aduana, el dissfic de las etiquetas s=rd impreso por &l agente
aduanzal y pegado por los tramitodores o impreso por el recinto fiscalizado v
pegado por los tromitadores. El practicante tiens &l deber de informarss cudl es
&l procedimiento que seguir.

&, Carta bajo protesta de decir verdad

L3 carta bajo protesta de decir verdad no 25 un documento meramente utilizado
para &l despacho adusnero. Sin embargo, como s= debe de saber, |z
responsabilidad de las operacionss de comercio exterior, en cuanto al despacho
aduanero, es dividida entre el importador y el agente aduanal. Por lo cual, |z
informacidn siempre dzbe ser cartara para no caer an multas divididas.

6. Solicitar proforma de la importacidn
Una wez que |z soficitud de impuestos esté commacta y se hays revisado el materizl
zn &l almacén, el practicants debe dz soficitar al agent= aduanal que e brinde &
pediments gz la importacion. Este pedimento debe de szr mandsdo por 2l
practicante al cliente para que éste le dé visto bueno y se proceda a buscar &l
trangfer que cruzard la mercancia.

i el pedimento cusnta con algln error, & practicante debe de notificarlo 2l
agente aduanal para que este proceds con &l cambio si es necesario y 52 tenga &
documento final listo para pago.

7. Recepcidn de pago del dienta
El cliente, de acuerdo con la cantidad estipuladz en |z solicited de impusstos,
debe de hacer &l depdsito a la cuenta correctz pars que posteriormente puedan
despachar el materizl por |z aduana. ¥z que s= refleje el pago, 5= necesita solicitar
una unidad de transferencia, cominmente |lamada transfer.

B. Solicitar tronsfery flate
L3 umidad de transferencia puede z=r mangjeda directaments por &l agente
aduanzl zl momento de lz importacién o puade ser contratadz por el dliente
directamente. Posteriormente el transporte en territorio nacionzl 2 instalaciones
del cliente 25 subcontratade por cadillo Ramos. Parz este caso Cadillo Ramos
dzbe de tener en mente quién serd |z compania de transports que llevarz los
bienes 3 las instalaciones del cliente.
En cuzlquiera de los dos casos €l servicio es ligquidado &l final por el diente. Los
jemplos de este s=rvicio son:

a Transfer coordinado por el agente aduanal y flete por Cedillo Ramos

con |z informacién sobre pesos, medides y dimensiones; al practicante debe
contactar 3 I3 empresa transportista de su preferencia para solicitarle un servido
dz flete & las instaleciones del chientz. L3 empresa transportista enviard unz
ootizadion.

L. Con esta cotizacion, &l superior de Cadillo Ramas decidirz la cotizacian
tercerizada que sz le provesrd 3l clisnte. Una vez sabida este valar, 2l
practicants debe mandarlo 2l cliente para que 3c=pts.

I 5i & cliente acepts el monto, 52 programa |z reccleccidn del material
por parte del tronsfer en Estados Unidos.

Wl El agente aduanal debe de coordinar la unidad de transfer para que
pueda recoger el material y cruzario por |3 frontera.
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En algunas ocasiones, el agents aduanzl no estard de scuerdo con las decisiones
que esté tomanda el importador y requerird que el mismo importador accedz
redactar una carta bajo protestz de decir verdad en zlgin zsunto sspecifico,
come ndmeros de serie, numeros de parte, descripddn de la mercanciz, el uso
de esta o, inclusive, 5i no 32 conoce el TAX (D del provesdor Pars esto, en |z
carpeta de archivos podras encontrar una carta de este tipo haciendo alusion &
los nimeros de s=rie de una carga, v a5l poder redactar Iz cartz para la situacidn
que s2 necesite.

f. Carta Técnica

Esta carta técnica se utiliza para mercancia que contiens quimicos y sustancias
tdwicas. &l ser esta una mercancia de dificil identificacicn, I3 autoridad requiere
que el importador especifique dertos datos sobre el producto 3 importar, junto

con el ndmera de factura comercial, fecha de |z factura y nimero de pedimento
3 15 digitos. Los datos sobre 2l producto son:

Mombre comercial.

Nombre técmico.

Pais de origen.

Uso del producto.

aspecto fisico de la mercandia.
Frmiula quimica.

Peso modecular.

MuUmerg de CAS.

Froccidn grancelsrio a 10 digitos.
Pracauciones y primeros awsilios.

L3 carta se encuentrs en |z carpeta de archivos de |z importacidn maritima. *
E. Cartade no VA

cusndo se trata de mercancia destinadz para usarss como fertilizantss,
plaguicidas, herbicidzs, funguicidas y abanas, en la agricultura o ganadera, no
=5ta sujetz 2l pago de IVA Sin embarge, se debe revisar en |z LIGIE si esta misma
=5t3 sujetz 2l pago de JEFS. Esta informacién debe de tomarse en cuenta cuando
32 esté entregande la solicitud de impuestas al cliente.

L3 carts debe de contener el nimero de pedimento a 15 digitos, Jo froccidn
Groncelaria a 10 digitos, & indicar n un pérrafo que de acuerdo con articulo 2-A
fraccion | 2l inciso F de lz Ley de Impuesto al Walor Agregado. Estz carta se
encwentra 2n 2l archive de importacidn maritima.

. El practicante debe de pomer en copiz en los correos & ka3 emprass
transportista y &l agente aduanal para que ellos coordinen iz hora en lz
que sers cruzada.

b. Transfery flete coordinado por el clienta

cuando esto ocurre, &l practicante debe de solicitar los datos del tronsfer sl
cliente para que le sean brindados y estos puedsn ssr compartidos al agente
aduanzl. Una vez teniendo estos datos, & pedimento puede ser pagado.
Posteriormente &l transporte del diente y el agente aduznal debe de estar en
copiz de los correcs pars coordinar qua el transfer cargue las mercancias del lzdo
americang y gue |3s cruce para dirigirse 3 las instalaciones del clients.

9, Pago de pedimento y cruce de |3 unidad
con |z informacion que se tiene v si &l pedimento cusnta con visto busno del
cliente, s& puede validar v pagar & pedimento. El despacho de Iz mercanciz
degende del horario de |z aduzna. 5i la aduana se encuentra muy saturads o =l
pago de pedimento fue despuss dz las 4:30 de Ia tarde, s muy probable que |z
coordinacidn del transfery el cruce pusde quadar hasta el siguients dia.

Una wez teniendo el horario pare oruce el practicants debe de estar informado
sobre |3 hora de recolecddn de lz mercanda en lado americano. En este punto,
&l transfer es cargado con |z mercanciz del diente en el lado americano v serd
mandado al 554. Al igual que en los otros procesos de importacion, el Sistema de
zeleccidn automatizada, mediante su base de datos, seleccions Iz mercanciz que
requiere de reconocimisnto aduanero.

i la mercancia se libera sin incidenciz, &l transporte pusde cruzar |z fronterz y
dzjar los bienes en el almacén del transportista. ¥ posteriormente sale 2 ruta pars
lzs instalaciones del cliente.

i lz mercanda requiere de reconocimients aduzners, se debe de esperar 2 gue
Iz autoridad termine con |z revision fisica y documentzl de la importacidn parz
gue cruce la mercancia y ne cuents con alguna incidencia. Una vez terminadz Iz
revision, el transporte entregard |z mercancia en el almacén del transportistz
para que posteriorments salga a ruta.
10. Seguimiento de ruta y entrega

Una vez que la mercancia s2 encuentre en el lado mesicana, el practicante debe
de estar informado qué tipo de servicie contratd el cliente; si fue un senvido
direct o un servido consolidado.

5i el servicio contratado fue un transporte directo, el practicante pusde preguntar
3l transportista cudl serd el tiempo estimado de entrega y qué diz llegard a las
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instalaciones del cliente. Asi el cliente pueds estar mejor informado acerca de |z
entrega.

5i el senicio e un consolidade, & cliente debs de estar en espers, pues
transporte demora en |z entrega del material dadas sus rutas logisticas para |z
entrega de todos sus servidos consclidadas.

El practicante debe de estar stento con el horario de entrega estimado y reportar
3l cliznte sobra |z lzgada del material. Al igual que en las otras operaciones, 2l
practicante debe de solicitar un oouse de entrega firmado pars presentar como
=videnciz ante cualquisr situacian.

11 Cuenta de gastos
La cuents de gastos se solicita 3 Ia agencia aduanzl un dia después de |a operacidn.
Esta sera entragada en un formateo proforma de |z cuenta. Cabe recalcar gue los
gastos de |z cuenta americana no siempre van incluidos en esta facturs; por ko
cual & practicante debe de prestar atencidn y solicitar |a factura de |z cuentz
americana 2n caso de que no se tenga.

‘fa que |3 proformg factura se encuentre correcta de acuerdo con los gastos v 2l
manto que depaositd el disnts; se da la instruccion a la agencia aduanal parz que
afiadz un timbre fiscal 2 la cusnta. Una vez recibids la cuenta timbrads, se entrega
2sta misma 2l clienta junto con la cuanta americana.

Finn de I operacicn de importacidn terrestre *

Especificacién del Procedimiento de Ia

Exportacion Aérea

La exportacion aérea puede proceder por diferentes seropuertos por los cuales
Cedille Ramos tiene sgentes aduanales. Estas exportacionss pueden realizarse
por le Ciudad de México, Cuerétaro y Tijuana. £l proceso de exportacidn aérea es
muy rapido si se tiene la informacion correctz en & tiempo deseado.

El proceso de exportacion comienzz cuande =l cliente exprasz el deseo por
‘exportar sus productos. En ese momenta los superiores de Cadillo Ramos hablan
con &l cliente parz saber si ya cuents con algin agentes de corgo o i ellos pueden
consaguirle uno confisble para trabajar con £,

5i el cliente no cuenta con agente de corgo, se le facilits uno para que comiencen
las negodiacionss sobre |a guia aérea y demés incrementables que tendria gue
pagar para entregar su mercanciz al comprador. En ese momento se pueds carrar
Iz facha para & ingreso de la mercancia en &l asropuerto y |z clove del slmacen.

certificodn/certificocion de origen valido para |a operacion, 2l DTA se exenta y
solo s2 pagaria la prevalidacion con su VA respective. Dos escenarios distingos:

® L= mercancia s2 presenta con expedisnts completo. La exportacion &5 &
los Estados Unidos y no presenta certificado de origen.
e s

En slgunas ocasiones, cuando los impuestos son asi de bajos, & agents aduanal
puede llegar & financiar los impusstos para que &l diente no tenga que esperar
pagos de su departamento de finanzas. Esto facilita el tiempe logistico v es
desesble que z= reslice cuando hay sportaciones urgentes. Sin embargo, se
tiene que consultzr |2 decision con los supsriores de Cedills Rames.
3. verificar la proformo de pedimento de exportacidn

Una vez tenido &l pedimento se debe de revisar junto con el cliente que |z
informacidn de ests s encuentre correcta para poder pagar los impuestos. Si
existe algunz duds, s= debe revisar con los documentos comercizles y |z
informacion que &l diente ha compartido anteriormente. Una vez comrecta Iz
informacién sz procede con el paso 4.

4, Solicitar el pedimento pagado al agente aduanal
El practicante deberd solicitar el page de pedimento al agents aduznal. Los
impuestos son cubiertos por &l agents aduanal. Una vez hecho esto, el agente
aduanzl dzbe de mandar el pedimento pagado & cadillo Ramos y posteriormente
stz debe de ser mandado &l clisnts para que pueda poszerlo.
5. Solicitar el ingreso de ka mercanda
El practicante debe de poner en copia al ogente de carga junto con =l agente
aduanz! para que el agente de corge proves los datos del transporte v =l agente
aduanzl pueds generar &l AITA de entrada del transporte. Para ello es necesario
que 52 compartz:
# Placas
#  Mombre completo del operador
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i el cliente ya cuenta con ogente de carga, este mismo debe de compartir las
fechas de ingreso de la mercanciz, 2si coma I3 clove del almocén en |3 que se
recibirs.
Es importante que el practicante obtenga lz informacion de documentos
comerdiales sobre el producto a exportar. Estos documentos incluyen carta de
instrucciones, lista de empaque, facturs comercial, certificocidn e origen (en
«caso de ser necesaria) y un CFDU.

1. Compartir documentos comerciales y cartas
El practicante debe de compartir los documentos comerciales con &l agente
aduanal. Estos documentos deben de estar comectos en cantidades de
=xportzcion, precios y datos del diente. Cabe mencionar, que el dients debe de
entregar el CFDY cormecto y completa, pues este =5 el documento mas imgortante
al momento de exportar. Los documentos para compartir son:

Guia aérea house

Guia aérea master

Factura comercial con CFOY

Lista de empague que especifigue nimers dz piszas y pesos
certificacion de origen

Aunado a ke ya mencicnado, el practicants debe de comenzar con la captura de
cartas de instrucciones de exportacion que s= encuentra en |3 carpeta digital de
cartas parz la exportacidn. Es importante que para esta carta el practicante tengz
conocimiento de:

*  Frocoidn grancelaria & 10 digitos
Peso neto y bruto

Incoterm

5i 52 aplica tratado de libre comercic
Datos del exportador

Datos del comprador

2. Gestignar solicitud de impuestos
¥a que se hayan compartido las cartas y documentos necesarios para la
=xportzcion, se le debe de solicitar 2l agente aduanal un aproximade de los
impuastos y gastos de manicbras en los que incurrird el diente para que los pague
antes de que la mercanciz salgz de las instalaciones del cliente en direccign a |z
aduanz.

En |z exportaciones, los impuestos &l comercio exterior que el clients pags son
muy bajos 2 comparacidn de las exportaciones. El diente debe de cubrir 21 074,
prevalidacion y el VA de |z pravalidacién. Sin embarge, si 2l clisntz pressnta un

* Contacto telefénico

* CAAT

+ El documento digitalizado del gafete del operador con codigo R
Una wez que el agente aduanal tenga el ATA, 5= |2 solicita &l transporte gue se
acerque 3 la aduzna parz que se contacte con un tramitodor para que dé &l
ingrese a la unidad. Al momento del ingreso &l agente aduznal pega las guias
aéraas originales en la mercancia y la mercancia se presents ante 2l 554,

i la mercanciz presents un reconocintients aduanero, el dliente y Cedillo Ramas
deben de esperar |a revision para proceder con el ingreso de Iz mercancia. Sise
pressnta un desodusnamiento libre, la mercancia ingresa y el tromitader debe de
indicar al transportz en qué almacén presentarse para descargar Iz mercancia.

6. Cargadela mercancia en la aeronave
‘fa que la mercandia ha sido descargada |a zerolinez “arma” el vuslo. Esta accidn
=5 la de cargar la mercancia en |a seronzve; sin embargo, el practicante debe de
estar atento al horario de cut-off de la aerolinea para evitar retrasos o que |z
mercancia no llzgue a embarcarse en el avidn. Estz horaric de cut-off puede
‘conpcerse preguntando al agente de carga.

7. confirmacidn de despache concluido
El agente aduanal debe de dar &l aviso a Cedillo Ramos y al ogente de carga que
lz mercancia s2 ha cargade con &dto en la aeronzve. En es= momento |z
responsabilidad de la mercancia pasa a ser de la zerolinea y el agente de corgo
internacionzl. Una vez sabido esto, &l despacho aduanero concluye.

B, Solicitar cuenta de gastos
En caso de que el exportador pague por maniobras y honorarics, s2 suma a Iz
cuenta de gostos de impuestos y & cliente liguidard ese saldo deudor.
La cuenta de gastos final de esta operacidn de exportacion puede tardarde 124
dizs hébiles. Se debe de presionar al agents aduznal para poder obtenerlz y asi
tenerla en el tiempo deseado.

5, Entregar cuenta de gastos al cliente

L= cwenta de gostos s= debe de entregar con &l expedisnts de comercio extarior.

Unia vez entregada la cuento de gostos b3 oparacidn concluye.

Fin de lo operacicn de exportaciin aérea.
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Especificacién del Procedimiento de Ia
Exportacién Maritima

La exportacién maritima pueds proceder por diferentes pusrtos maritimos por
los cusles Cedillo Remos tiene agentes aduanales. Estas exportaciones pueden
realizarse por Manzanille, Lizarc Cirdenas, Veracruz y Altamira.

El proceso de exportacién comienza cuando el cliente informa a cedille Ramios
qus tisne unz carga parz |a exportacion de sus productos. En ese momenta los
superiores de Cedillo Ramos hablan con & cliente pars saber si ya cuenta con
algun agente de canga o si ellos pusden conseguirle uno confiable para trabajar
con él.

i el clisnt= no cwenta con agente de corga, se le facilita uno para que comiencen
las negociaciones sobre las fechas disponibles de BL y cotizaciones sobre los
incrementobles que tendria que pagar para entregar su mercancia al comprador.
En es= momenta se establzce |2 facha para &l ingreso de |z mercanciz en = puerto
y la terminal portuzria =n |z que se entregard &l contensdor.

i el clisntz ya cuenta con ogente de corgo, este mismo debe de compartir las
fachas de cierres documentales y fechas de corte, asi coma |z terminal portuariz
=n |3 que serd recibida la mercancia.

Es importante que &l practicantz obtenga lz informacion de documentos
‘comerdiales sobre el producto 3 exportar. Estos documentos incluyen carta de
instruccionss, lista de empaque con pesos, factura comercial, certificocion de
origen (en caso de ser necesaria) y un CFOW

1. Programar Recoleccidn
D= acuerdo con las necesidades del clients, &l transporte temrsstre estarg
recolectznds la mercancia en sus instzladiones. Parz ello, &l transporte debe de
poszer &l nimero de contenedor, I3 wbicacidn donde cargard |z mercancia,
persona de contacto y horario en el que estard citade.

El practicantz debe de tornar en cuenta que los horarios para la carga de Iz
mercancia deben ser estrictos puss el personal del exportador no estd solo en
espera del trensporte; ellos normalments tienen un tiempo destinado para |s
carga y, posteriormente, seguir con sus actividades laborales.
2. Compartir documentacion comerdizl

El practicante deberd solicitar al diente |z documentacidn comercial necasariz
que se deberd de compartir con el agente aduanzl en puerto lo mis pronto
posible para que &l pedimento de exportacidn s capture con dicha informacidn.
Los documentos necesarios para el agente aduanal son:

1 o

Se le soficita 3l clientz que 2fada los pesos netos y brutos en su lista de empaqus.
Aesto se 2 suma el peso dal contensdor que se encuentra plasmado por |a parte
dz afuera del mismo. Tarz o “tara” en espafiol es 2l peso dal contenador vacio.

5. Solicitar Ia proforma de pedimento al agente aduanal
El practicante deber3 solicitar el pedimznto de exportacion al agente aduznal.
Los datos que se han compartido son suficientes para que &l agente aduanal
provea 2 Cedillo Robles con el pedimanto de |z operacion. Una vez que se tanga,
zste debe ser mandado 2l cliente parz que lo revisz y nos dé su visto bueno sobre
&l documento.

6. Solicitar BL draft al ogente de corga

El ogente de corgo después de obtener el VGM, pusde mandar a Czdillo Rables
un BL draft con I3 informacion sobes la cargz. Este BL draft solo puede ser
modificado entre 2y 3 veces, por lo que el diente debs detectar los errores parz
solicitar al agente de corga que haga los cambios correspondientss.

el cliente debs de contactar a su importador para que también esté de acusrdo
con |z informacidn que se esta fijada en &l documento. El importador también
puede solicitar los cambios ios y & exp icara a Cadillo
Ramos si existe algin error.

7. Ingreso del contenedor a fa terminal
El contenzdor se ingresa en I3 terminal portuariz con & VGM correcto y
dzpendizndo de |2 facha da corte se procade 3l pago de pedimento y modulacidn
dz |a mercancia. Al momento de |z exportacion, el agants aduanal cubre Jos
impusstos del pedimento. No 2s necesario que & cliente haga depdsito ya que |z
cantidad d= impuestos z |z exportacion es baja.

8. Solicitar pedimento de exportacion pagado
De zcuerdo con Iz fechz de corte, el practicante debe de solicitar &l pago de
para que C 32 proceda a la modulacion del material.
Cabe recordar que, si &l 554 arroja un reconacimiento aduanero, el diente debe
dz esperar 3 que este termine para poder cargar Iz mercancia 2l bugue. Si el S5A
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Carta encomienda

Lista de @mpague con paso bruto y neto totzl y de cada articulo exportado
Factura comercial en archive PDF

certificacion de origen (en caso dz que aplique)

Factura CFDI

Archivo XML del CFDF

3. Compartir informacidn de la carga al agente aduanal
& esta instanciz del proceso, 2l practicante debe de copiar &l agente aduanal y =l
ogente de carga en los mismaos correos y preguntar al agente de corga acerce del
booking para que lo comparta con el agente aduanzl. Este booking nos da
informacidn concreta para que el agente aduanzl pueds trabajar en el despacho
de exportacion. Con esta informacidn 2l agente aduanal pueds:

® Prasentar |z carga en la terminal correcta.
& Monitorear el estatus ded contenedor en puerto.
# Ravizar el horario de cierres documentales.

Aunado 2 lo mencionado, el practicants debe da solicitar al cisnte 2l nimero de
zelio del contenedor. El nimero de selle debe ser & mismo dasde que =l
transporte terrestre sale 3 ruta hasta gque llege @l puerto. Una vez que &
practicante tenga el nimera, éste debe de s2r mandado &l zgente aduanal.

4, Declaracién del peso de la mercancia a exportar (VGM]
La werificzcion del peso bruto de |z carga &s una disposicion lagal que es reguladz
por |z International Maritime Organization, donde se pesa | mercanciz que seva
3 exportar antes de que se cargue en el transporte principal. Este dato s2 afiade
3l gill of Lading v es de suma i iz para | idad del o de |z carga
en =l bugue.

La declaracion del peso pusde proceder por dos métodos:

Métado 1

Se hace un pesaje por medio de una basculz certificads, en |z cual se descargs &
contensdor. Este peso debe sar dzclarado en el BLdz |z exportacion.

Método 2

" dzsaduana |z mercancia libremente, el contenedor pasa a ser liberado en

terminal para ser asignado al bugue.

Este pedimento debe de ser compartido con 2! cliente 3l igual qus el estatus da!
contenzdor para que s2a de su informacidn. Una vez hecho esto, solo se esperz
2 que el bugue zarpe.
9. Confirmacion de BL

El BL original pueds expedirse incluso cuando |z mercancia ya s2 encuentra en
3guas internacionales. Sin embargo, 2s importante que esté fisto lo mas pronto
posible parz poder culminar con |z operacion. Si sz han solicitado cambios en &l
BL por parte del clients, sz debe de presionar 3l agente de carga para que los
proporcionz y mandar de nueve el documento con cambios. Unz vez que =
cliente acepte el BL como definitivo, sz dz la indicacion al ogente de carga para
proceder con &l timbrado del mismo.

Ya que se cuente con el 8L definitivo, este se manda al diente para que lo puedz
compartir con suimportador en =l extranjero y pusda reclamar |z mercandia una
vez llegue al puerto de destino.
10. solicitar y enviar cuenta de gastos

Una vez el pedimento meduiado y pagado, se pusde solicitar |a cuento de gastos
3l agente 2duanal. Ya que se mande el practicante debe de revisar que se
encuentren bien los honorarios, los gastos a terceros y los impusstos correctos
para proceder 3 mandarlo al cliente.

En cuanto la cuenta se mande al clients culmina k3 operacion.

Fin de lo operacion de exportacion maritima.

Especificacién del Procedimiento de Ila

Exportacién Terrestre a Estados Unidos.

L3 exportacion terrestre de productos puede proceder por diferentas fronteras
por las cusles Cedillo Ramos tiens agentes aduanzles. Estas exportaciones
puzden reslizarse por Nuevo Laredo, Nogales, Tijuana y Ciudad Hidalgo.

El proceso de exportacion comienza cuando el cliente informz a Cedillo Ramos.
que tiens una cargz para la ion. En ese los superi de
Cedillo Ramos hablan con &l clientz para saber si ya se ha mandado la cargz 2 Iz
3duanz correspondiente. Si no ha sido asi, s2 proporciona |z direccion de Iz
aduanz por la que desza exportar para qus se envien los productos.
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5i el di Uenita cont d ionesa la aduana, se le fadlita
uno para que comiencen las negociaciones sobre las fechas disponibles de carga
'y cotizaciones en caso de gue se desse mantener 3l transporte pars que arrastre
&l material en el extranjero. En ese momento se proves la fecha estimadz del
arribo de I3 mercanciz en la aduzns mexicana.

Es importante que =l practicants obtenga |z informacion de documentos
«comerciales sobre el producto a exportar.

1. solicitar documentos para 3 exportacion al diente

Los documentas salicitzdos deben de contener |z fraccicn erancelario para que
&l agente aduanal puedz adelantar |z proforma de pedimente. Estos documentos
incluyen carta de instrucciones, lista de empagque con pesos, facturs comercial,
certificocion de origen (en caso de sar utilizada) y un CFDY con su archivo XMLy
fraccion 2 10 digitos+

Unz vez compartidos estos documentos &l agente aduanal tizne Iz informacién
comgpleta para poder proceder con la capturs de proformg de pedimento. El
practicante debe solicitarla parza que 32 Ia den lo mas pronto posible.

2. Compartir dates de la unidad y llegada estimada a la aduana
El practicante debe de ponerse de acuerdo con el cliente o con el transporte que
& contratd para szber cudl =5 |3 llegada estimadz d= I3 mercanciz en aduana.
Una vez que |z unidad se encusntre en aduana, la mercancia se descargard en el
almacén del agente aduanal mexicana.

3. Compartir datos del transfer

Una vez la mercancia en |z eduana mexicana, el practicante deberi preguntar al
transporte, ya ez transporte del cliente o comtratado por Cedillo Ramos, los
datos de |3 unidad. Los datos gue 32 deben de compartir san los siguientes:

Mimera de Qperadar Econdmico Administrativo (OEA).

Placas.

SCac

CAAT

Tipo de transporte de carga (2. 3.5 toneladas, 7 tonsladas, etcéters .|
Mumera de ejes

harca

Modele

Una vez gue estos datos 52 tengan se deben de compartir con el agente aduanal.
El agente aduanzl procederd & capturar estos datos en el pedimento parz
coordinar el cruce de Iz mercancia al lado fronterizo junto con & transporte. Se

1 g

52

“Este ejercicio ayudara al practicantz z identificar estos datos en el pedimento. sin

embargo, si no se tiene mucha disponibilidad de tiempo, con un teléfono
inteligente se puede escanear el mE T IR
codigo QR del padimento de I3 s
operacién y estz redirigir 3l SO!A con -
Iz informacidn completa.

——

e T———

8. Confirmacion de cruce —
Una vez que la ia haya %o E
cruzado |z operacion concluye. El
transporte entrega |z mercanciz en &l
lugar acordado. Si el transporte fue contratado con Cedillo Robles, &l practicante
debe de dar seguimiento hasta que se entrega el materizl.

9, solicitar cuenta de gostos y mandaria al cliente
Una vez entregado el material, se debe solicitar Iz cuento de gastos del agente
aduanal. £n esta sz veran reflejados los conceptos de impuestos y honorarios. B
practicante debe de versificar que |z cuenta ya s encuentre timbrada parz
enviarlz a3l diente. Las cuentas timbradas cuentan con un codigo OR y un sslio
digital.

En cuanto se enviz la cuents de gastos s= puede cerrar |z operacion de
=xportacion.
Fin de lo operacion de exportacion terrestre.
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le debe de comunicar al agents aduznal si existen tarimas de madera en la
=xportacion. 5i es asi, se debe comunicar |z cantidad que contiens =l embarque.

4, solicitar entry summary
El entry summiany s capturado por el broker americano. Este interesado debe de
proveer el documento entry con |z informacidn carrectz. ¥ Cedillo Robles se
queda con estz informacidn y |z revisa para que, en caso de que exista alguna
correccidn, el broker |a realics, va es & responsable de que el entry hayz sido
capturado adecuadamente.

5. Compartir entry summary al agente aduanal
Unz vez que 52 haya compartido |a informacidn del transparte y que &l pedimento
5@ encuentre correcto, se debe de mandar el entry summary al agente aduanal
para que afiada los datos del dicho documento v las placas parz poder pagar &l
pedimento de sxportacion.

6. Solicitar ODA 2l agente aduanal y mandarlo al transporte.
Una vez pagado &l pedimento de exportacién, se debe de soficitar esta mismo y
=l DOoDA para poder prowvesrlo 2l transporte. £l transporte deberd de pasar por &
DoDa fisice para despuds proceder a dirigirse 2l 554 3 que lea =l cidigo de barras
para saber =i existe iento d

re o reconocimi

El practicante deberd d= poner en contacto 3l transporte y &l sgente eduanal, va
32z copiandalos en correos o compartisnde sus ndmeros telefanicos para poder
recolectar el DODA en |3 agenciz aduanal.
7. Seguimiento de cruce

Una vez tenido el horario sproximado de cruce el practicante debe de estar en
contacto con el transports para saber &n gué punto 52 encuentran. Sin embarge,
si &l practicante logrz anticipar que el transports no estard compartiende muchz
informacidn, este debe de entrar 2 lz pdgina web del SOIA para estar
manitoreando 5 Iz mercancia o sigue en proceso de cruce.

ahi mismo se deberd ingresar |z zduana en |z que se estd realizando |z
importacin, Iz patentz del agente aduanal y el ndmera de pedimento a siste
digitos.

Para encontrar |3 patente del agente sduanal, el practicants s2 pusde desplazar
3l final de |z pagina de cualquier pedimenta dz esa operacicn por la parte inferiar
derecha y encontrard un nimero de 4 digitos. No obstants, para loczlizar &
niimera dz pedimento a 7 digitos el practicante se debe desplazar al prindpio de
Iz pagina de cualquier pedimento de esa operacian por la parte superior izquierds
|3 dltima serie de 7 digitos ez &l nimero de pedimanta.

1 d

- L
Especificaciéon del Procedimiento de las
Operaciones Virtuales de Exportacion.

Las operaciones virtusles son aquellas importaciones/exportacionss que se

hacen entre empresas que gozan del programa IMMEX de fomento al comercio
exterior.

Lasemp IMMEX tienen |a posibilidad de importar producto:
para |z reparacion o transformacion de ests sin pagar impuestos al comercio
exterior siempre y cuando I3 ia imp 523 exp posteri

cuando terming su proceso de manufactura.

L3s empresas IMMEX pusden venderse |3 mercancia importada temporalmente

entre ellos; a esta formalidad s= Iz llama operacion virtual. El exportador estd

obligado a tramitar su pedimento de exportacion virtual y el importador es
de tramitar su pedi dei ion virtual.

Ef marco legal en el que operan estos procedimientos se basa en I3 regla 43.21
de Ias reglas generales de comercio exterior.

Lo que técnicamente sucede s que |a emprasa que vende |a mercancia @ otrz
empresa dentro del pais. Tedricaments, ya que |as emprasas IMMEX tienen que
exportar parz no pagar IVA, la mercancia es exportads al residente en &
extranjero, y |a empresa compradora de |z mercancia importa esa mercancia
como si &l proveedor fuera el residente en & extranjero.

Losi esta onserdn aquellas fiias que est

I3 transaccion de Ias mercancias, |as agencias aduanales de dichas compafiias y
Cedille Robles. ¥ |2 operacion se divide en dos secciones:

1. Apertura de folics
2. Cierre da folios

Apertura de Folios

L3 apertura de folios se refiers 2 |a apertura del pedimento de importacion que
s& estar utilizando para Iz transaccion de esta mercancia. Esto se debz aquela
venta de las mercancias sz tizne que efectuar en &l mes en que se sbre &l
padimento dz importacion.

Esta aperturs de folios se debe de solicitar 2l agente aduznal dentro de los
primeros 10 dias habiles de cada mes. Si no se respsta esta regla, la apertura de
este documento estaria resultando en una malta por apartura extemporanza.

Cierre de Folios
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Esta actividad s= refiere a la serie de pasos en el cuzl el practicante debe
recolectar Iz informacion relscionzda con la operacion para poder cuadrer 2l
pediments dz impartadion v asi pagar &l pediments.

el pago de pedimento debe de hacerss en los primeras 10 dias hibiles del mes
de cierre de folios. En caso contario el disnts deberd de pagar una multa par
pressntacién extemporanes de pedimento.
cabe mencionar que cada que se enwiz un documents al dients durante =l
proceso de cierre de folios s debe de copiar 2l importador de Iz mercancia parz
que esté al tanto del proceso v apresure 3 su sgente aduanal en caso de ir
retrasadeo.
Pasos que seguir para la operacion virtual
apertura de Folios

1. Preguntar al cliente si soficitard un folio de apertura.
‘fa una vez identificados los clientes que normalmente reslizan importaciones
wirtuales, & practicante debe de mandar un correo 3 este disnts preguntando si
&n 58 mes requerira |z aperturs de folio pars cerrar opsracidn en el mes
siguiente.
Cabe recalcar que &l practicante debe de aperturar & folio en los primera 10 dias

hibiles dal mes. Dz lo contrario se habrd perdido Iz cportunidad de aparturar &l
folio o se estard pagando una multa por apertura extemporines.

2. soelicitar al agente aduanal que abra folio de apertura.
El practicante debe de mandar al agente aduanzl una carta de instrucciones
wvirtual para que puedz aperturar el folio. Esta carta de instruccionas virtusl
contiene datos similares a la carta de instrucciones, & incluye los datos del
=xportador & importador junto con su domicilia, TAX /D, ndmero de IMMEX y
sefialz =l mes de apartura y cierre de pedimento.

El practicantz debe de recibir un folic dz apertura en & cual se indique &l nimero
dz pedimento que la operacicn obtendrs. Como se pueds obsarvar en |z imagen
& nimero de pediments 25 el que se encuentra debajo de lzs letras “Pad”.

2. salicitar &l pedimenta de exportacion y revisarlo
El practicante deberd de solictar al agents sduznal que l2 mande el pedimento
de evportacién con los datos que 52 compartieran en las cartas y facturas. Unz
wezredbido este pedimento, antes dz mandario al disnte, &l practicants debe de
revisar que los pesos, precio y cantidad de piezas cuadren con los documentos
recibidos por & cliente del material.

i el practicante encusntra algln error en esos campos, se |e hace saber al agente
aduanal para que corija &l nimero indicado y se mande &l padimento corracto
al dliente. £l diente cotejars & pedimento y postericrmente s

3, Solicitar el pedimento virtual de importacion
El practicante, una vez emviade el padimento de exportacion, debe de solicitar 2l
impaortador v @ su vez a su agente aduanal su pedimento de importacidn, Este
pediments de importacion se solicita puss los pesos, precio en ddlares y cantidad
de piezas deben seridénticos 2l pedimento de exportacion.
D= igual maners, =i el cliente ha dada visto bueno al pediments de impartacian
del importader, se pusde enviar ese misme 2l agente aduanal de Cadillo Ramos
para gue toms come referencia las cantidades y capture directamentz los datos
=n &l pedimento de sxportacion.
NOTA: El objetive de |as oparaciones wirtualas e que |a informacidn comercial,
&l pediments de exportacidn y el pedimento de importacion contengan la
misma informacidn para que se pueda validar y pagar los respectivos
pedimentos.

4, Solicitar el Visto Bueno de ambas partes
El practicante deberd de assgurarse gue tanto & importador como el exportador
estén seguros de que la informadién de sus pedimentos esté correcta y solicitard
&l visto busno de los documentos para proceder a pagarlos con sus respectivos
agentes aduanales.

5. Solicitar el pedimento de importacion pagado
D zcusrdo con el proceso de exportacidn virtual, el pedimento de importacidn
debe de pagarse primera y posteriorments sz estard pagando & padimento de
exportacion. Por ende, ya que |z informacicn de los pedimentos y kos documentos
comerdiales esté en orden, & practicants debe de solicitar al importador y 3 su
agents aduanal que haga =l pago de su pedimento de importacidn.

6. Compartir el pedimento de importacidn con el agente aduanal de
cedillo Ramas

Una vez que el agente aduanzl del importador haya mandado &l padimento de

importacion pagado, se tiensn 24 horas parz pagar el padimento de exportacion.
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3. Enviar el folio de apertura al diente
Este documento erndado por &l agente aduanzl debe de ser enviado al diente
para gue esta haga constar en su XML el ndmerc de pedimento que serd utilizado
para la operacidn virtual.

Una vez enviado este decumento, I3 apertura de folios concluye v se espera &l
siguiente mes para que se cierren y paguen los pedimentos de esta transaccidn
de mercancia.

Cierre de Folios

1. solicitar documentos comerciales e instrucdonas,
Una vez redbidz la respuesta pasitiva del cliente sobre |z apertura de falio, se
solicitaran documentos comerdales & instruccionss para que se pusda capturar
& pediments de impartacion. Estos documentos generalments son:

Carta de instrucciones entre importador y exportador
Carta de instrucciones virtual

Documento Excel con calcule de material

Facturas comerciales con sus XML respectivos

Carta de instrucciones entre importador y exportador

En esta cartz, &l cliente afiadira la informacion correspondiente a la transaccidn
de sus mercancias. Sefislard la descripcidn de la mercancia, su froccion
groncelaris @ 10 digitos. Bl régimen de exportacidn, incoterm, cantidad de piezas
o bultos, pesos neto y bruto, dave de pedimento, dstos del comprador,
exportador y destinatario.

Documento Excel con calculo de material

En este documento el cliente deberd sefislar en orden las caracteristicas del
material: ndmero de parts, unidad de medida, cantided, psso neto, costos
unitarios del material, costo total, pais de origen, ndmero de factura del material,
cantidad total del materisl, pesos totales y pracio final 3 pagar.

Facturas comerciales con sus XML respectivos

Loz documentos comerdiales gue amparen al material. Ya que 25 una exportacicn
wirtual, el cliente d=be de generar un XML de su factura parz que el documento
comerdial s=a valido.

Una vez el practicante cuente con estos elementos, debe de mandarlos 2l agente
aduanzl para que compartz el pedimento de esportzcion con los datos
comunicados.

D |o contrario & clisnts pusde sar multzdo por prasentacidn extempordnea. El
practicante debe de mandar el padiments de importacién pagado 2l agente
aduanzl de Cedille Ramos.

En 2sta parte del proceso, &l agente zduanal introduce el ndmere de pedimanto
final que s2 ha pagedao, asi coma datos gz |z linea de captura. Con estos dates, =l
agente aduanal tendrs |z posibilidad de pagar &l padimento dz exportacion.

fa gue 2sta €5 uNa operacion de exportacion, los iIMpUEstos Corren por cuents
del agente aduanal y se cargan en |a cuento de gastos junto con los honorarics.
For ende, el page debe s=r en teoriz rapide. El practicants debe de t=ner en
cuents el tiempa del pago del pedimento para que no demare mas de 24 horas.

7. Compartir pedimento pagado con bos interesados
El practicante, ya con el pedimento pagado, mandard &l mismo & los interesados
dz |3 operacidn para dar conacimiento que Iz operacidn ha concluido ha cerrado.

B. Solicitar cuenta de gastos

Una wez terminzda Iz operacian, & practicante puade solicitar |a cuenta de gastos.

Y& que no 52 tiens que esperar por gastos de tercercs, |z cuento de gostos puede
estar lista en 24 horas & menos. Los montos de los honorarios deben de sar
rewvisados para que cuadren de acusrds con |2 tarifz que s2 mansja con el disnte
respactive.
8, Emviar cuento de gastos al diente

Una vez redibidz la cuento de gastos, el practicante debe de hacer llegar esta al
cliente exportador. Los anchivos que s2 enviaran serén la cuents de gastos con su
XMLy &l pedimento de exportacion pagado pars que 52 afada al expediente.

Fint de lo operacion de exportocidn virtual
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Conclusion y Agradecimientos

Este manual que fue escrito con 2l 3fan de la mejora continua en el servicio que
Cedills Ramos esta ofreciendo a sus clientss. Los superiores de la empresa
deberan seguir de cerca el progreso del practicante para SSgUrarss que Veye
aprendizndo no sodo del manuzl, sine de |3 experiencia que esta brindando
cuzando se |2 ests atendisndo a un cliente.

Con todos los capitulos anteriores escritos, se espera gue el entrenamiento de
ruevos practicantes s2a mas sencillo y requiera de mas independencia por parte
tanto de los superiores como el practicants mismao.

Agradezco @ mis exjefes luan José Ramos Jiménez y & Georging Cedillo Robles por
sus enssfianzas en mi tiempo en la compafia. Sin elles, mi vida profesionzl no
tendriz tanto sentido como ko tiens ahora. Srecizs por confiar en mi v dejar en
mis manos proyectos tan grandes.

De igual maners |e agradezco 3 Yoali Alvarez Martinez, practicante de Cedillo
Robles, por dejarme entender Iz perspectiva fuera y dentro de |la empresa, para
detectar dreas de oportunidad v realizar este proyecto con un deseado punto de
partida. Todo esfusrzo vale |z pena, mas si te hace crecer como humana.
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