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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 

qualitative 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 Político, 

a well-established politics blog, in 2020, Mexico registered 647 thousand dismissals 

caused by the pandemic (Animal Político 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-
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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 skills.   

 

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.  
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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 
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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, 
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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 Información 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. 
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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.  
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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. 
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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 

Strong client's procurement 
Non-existent Human Resources depart-
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  

Focussing on which clients have the highest 
profit 

Foreign trade consultancy competitors 

Client's network benefits 

Customs agencies that steal clients 

Lack of students with the required abili-
ties  
to fill the intern's position 

 

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.  
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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 CEO'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 
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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  
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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 unique 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.  

 

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 



20 

 

 

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.  

 

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 
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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.   
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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 

Assurance 
Credibility, security, competence, and 
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 Ramón Nájera, Paola Alcántara 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.  

 

Ramón Nájera 

Ramón Nájera works for a construction company. The company has many corporates out 

of Mexico, and its headquarters are in Switzerland. Ramón 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. Ramón 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, Ramón 

is continuously struggling to correctly communicate the operation's track with the different 

parties involved in the process. Mister Nájera likes his job and is there to prove to his boss 

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

 

Paola Alcántara 

The second type of customer persona is Paola Alcántara. 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 Alcántara 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).  



33 

 

 

 

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 

 

1. Identify the system to be blueprinted 

2. Identify customer segment 

3. Map the process from the customer's viewpoint  

4. Map the contact of the employee 

5. 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-
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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.  
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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 
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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.  

 

 

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. 

 

 

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.  

 



41 

 

 

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 
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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 Álvarez 

Miss Álvarez 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 Álvarez committed 

plenty of mistakes. The mistakes lead the superiors to scold miss Álvarez almost every 

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

 

After seven months of experience, Álvarez 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 Álvarez. 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, Álvarez 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. (Álvarez 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 Álvarez 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. (Álvarez 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, Álvarez 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. (Álvarez 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? 

Álvarez 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. (Álvarez 4 April 2021). In conclusion, Álva-

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 Álvarez 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. (Álvarez 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 Álvarez 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 Álvarez 

tasks, and she used the manual in many operations from the 6th 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 17th. 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.  

 

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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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.  

 

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 
respondents 

Min value Max value Average 

Pre-manual-
usage 

5 5 6 5.6 

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.  
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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 partially correct. 

3 The intern sent the complete and correct information 

0 
For logistical reasons, someone else within the organization sent the in-
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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Table 7. Operational information flow & leading time improvements  

Pre-Manual Manual 

Operational Infor-
mation Flow 

Leading Time 
(days) 

Operational Infor-
mation Flow 

Leading Time 
(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 

2.50 4 
2.60 6 

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.  

 

 

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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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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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 Álvarez. 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.  

Avg. = 1.9 Avg. = 2.0 Avg. = 2.8 Avg. = 3.3

0 2 4 6 8 10 12

Service features that the client would like to be 
improved 

Email information about the operation

Response leading-time

Telephone information about the operation

Service and attention received



57 

 

 

 

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.  

 

 

Figure 13. Total customer satisfaction comparison  
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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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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. 

 

 

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. 

 

 

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 Álvarez 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 Álvarez 

The interview with miss Álvarez 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 Álvarez 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 Ál-

varez insists that there is interactive information in the manual that she is not familiar with 

and used during the last weeks. (Álvarez 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 Álvarez 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. (Álva-

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 Álvarez 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. (Álvarez 25 April 2021). 

 

4. Do you have feedback regarding the manual? 

Álvarez 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 Álvarez refers to. (Álvarez 25 April 2021). 

Even if miss Álvarez 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 

 

 

 

  



70 

 

 

Appendix 2. Customer Persona, Ramón Nájera 

 

Appendix 3. Customer Persona, Paola Alcántara 
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Appendix 4. Customer Persona, Isabel Guerrero 
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Appendix 5. Customer Journey Map for Import Process. 
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Appendix 6. Service Blueprint 
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Appendix 7. Implementation Project Gantt Chart 

  

THESIS 
ACTIVI-
TIES 
TIME 
CHART 
(GANTT)     February March April 

No
. Task 

No
. Subtask 

1
3 

1
4 

1
5 

1
6 

1
7 

1
8 

1
9 

2
0 

2
1 

2
2 

2
3 

2
4 

1 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                         

2 Data Collection 2.1 
Get Webropol 
user ID                         

    2.2 
Sending form 
to clients                         

    2.3 

Measuring In-
tern's Leading 
Time                         

3 Data Analysis 3.1 
Customer Satis-
faction Analysis                         

    3.2 

Graphs and Ta-
bles of Satisfac-
tion                         

4 Results 4.1 
Analysing the 
given results                         

    4.2 

Writing the 
Training Man-
ual                         

    4.3 

Test the man-
ual with the in-
terns                         

5 Conclusions 5.1 
Forecast of im-
provements                         

    5.2 

Obtaining feed-
back from the 
company                         
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Appendix 8. Customer service survey 
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Appendix 9. Manual de Operaciones Cedillo Robles 
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