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Abstract 
 
The research carried out in SMEs shows that to improve organizational processes, great developments have been 
achieved, but then, in an impact and follow-up study it was determined that there are high failure and retention rates 
of small and medium-sized enterprises, since, Improvements are not implemented or implemented with little 
effectiveness. Reason why, to solve this problem, organizational change must be studied and how these models are 
implemented or can be implemented in industrial SMEs. 
For this, different models of organizational change that SMEs employ are studied and compared with the 
organizational management implemented, to achieve a diagnosis and define the criteria and sub-criteria necessary for 
an AHP analysis methodology, with the results obtained, it is intended to establish a method that achieves the real 
change in SMEs 
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Introduction 
 
Organizational management in industrial SMEs (Small and Medium Enterprises) and organizational change 
management has improved, but not making decisions for growth improves their productivity. In the last two decades, 
a working group has been brewing by a growing number of researchers who are interested in studying the processes 
of globalization from a value chain perspective (Gereffi, Humphrey, Kaplinsky and Sturgeon, 2001; Kaplinsky and 
Morris, 2001). Gereffi (1994), the term global value chains is used to refer to international links between companies 
with global production and distribution systems. In parallel, small industries have been experiencing continuous 
organizational economic growth and deep diversification, to be positioned as one of the key drivers of current global 
socioeconomic progress (Saavedra,2020). 
The importance of the contribution of the tourism industry to global economic activity is completely unquestionable. 
The World Tourism Organization estimates its contribution to world GDP at around 5% (UNWTO, 2012). In terms 
of job creation, its impact would be slightly higher (6-7%), with more than 235 million jobs registered - direct and 
indirect - worldwide (ILO, 2010). However, the relevance of the role of tourism in achieving economic development 
is not an issue on which a consensus has still been reached by the international community, with conflicting positions. 

Proceedings of the International Conference on Industrial Engineering and Operations Management 
Sao Paulo, Brazil, April 5 - 8, 2021

© IEOM Society International 341

mailto:facortesa@unal.edu.co
mailto:williame.mosquera@campusucc.edu.co
mailto:oscar.vasquez@unad.edu.co


On the other hand, the tourism industry is characterized by being one of the most diversified and fragmented (Hjalager, 
2007; OMT, 2010), covering both large multinational companies and a high percentage of SMEs. This duality is a 
structural feature that traditionally presents the tourism sector worldwide, although more pronounced in certain 
countries (Morrison and Thomas, 2004; OECD, 2010). In a more in-depth analysis of tourism SMEs, its greater 
prevalence in the receiving areas, its small size and the family character of a high percentage of these stand out 
(Bastakis, Buhalis and Butler, 2004; Keller and Bieger, 2004; Wanhill, 2004). Therefore, these features give rise to 
certain strategic and functional weaknesses, which are what justify the recommendation from various international 
organizations (OECD, 2008; UNCTAD, 2007; UNIDO, 2001) towards their insertion and positioning in global value 
chains, such as an alternative of success in its integration to a progressively more globalized and competitive economic 
environment (Tejada, 2013). 
In addition, Colombian SMEs in the last three years have been important for their growth and subject to study for 
academics especially those dedicated to tourism and ecotourism activities, due to the opportunity presented in the 
territories cleared by the peace agreements taking advantage the cultural ecosystem service that these territories 
provide, and from these resources contribute to the social development of the country, but the difficulties and 
challenges are very large (Olano, 2017) to be sustainable, The term sustainability has gained great importance as it 
shows ( Bonil, 2013), showing concern in investigating the factors that involve the term and the conception as such 
of SMEs, as their code of ethics, (Romero. 2015) where they define the behavior of these organizations with respect 
to economic factors, social, cultural, political and ecological, additionally that the Ministry of Tourism designs the 
NTS standard 002 for tourism industries based on this concept.   
 
Background 
 
Organizational management   
Aspects such as strategic management, leadership, organizational components, the adoption of integrated management 
systems, open innovation and finance that drive the growth of SMEs have been extensively studied and implemented, 
but the staggering to the other business level only reaches a maximum of 40% (Cardona, 2015) and the durability does 
not reach 70% to the second generation and only 10% reaches a third, most only last the first, but, as a conviction of 
its founder (Quintero, 2018). The lack of appropriation of management systems (Vásquez, 2018), the requirement of 
the implementation of sectoral technical standards such as the NTS-002 for SMEs as mentioned above for 
accommodation and lodging establishments to obtain the National Registry of Tourism has created obstacles that 
prevent the growth of these organizations (Gamez, 2018). 
 
The last few years it has been important if we talk about advances and the need to study what we call today SMEs, as 
well as all the actors and actions that allow this type of organization to be maintained over time and therefore be 
sustainable. Recent research shows that the term has become very important at the global level, and many countries 
have been concerned with studying and researching many factors that involve the term and the conception of SMEs 
as such. Based on studies carried out in previous years, product of a preliminary research focused on the sustainability 
model for a country like Colombia, Garzón Castrillón, (2015). 
 
 
Organizational Change Management 
Organizational change is only achieved from the management of human talent and starting with the missionary 
supervision and control component of the company, since these, permeate their knowledge to the base of SMEs and 
can bring their ideas of change to the strategic components, so that a progressive and effective change is achieved in 
each of the areas of the company and this allows its economic growth and therefore the staggering to the next type of 
company (Torres, 2013), this integration of the areas and sustainability is reflected in type B companies, which claim 
to have a balance between economic, social and environmental developments, which although they can allow the 
growth of the company, emerges more as a model of strategic alliances than as an internalization of The needs of all 
stakeholders. (Correa, 2013) 
As you can see, SMEs have been studied strongly in all academic and governmental instances around the world, but 
those dedicated to tourism and especially ecotourism, due to the boom in the orange economy and the activation of 
negotiation areas in Colombia , but it began with support in financial management, administrative training, supply 
chains (Avendaño, 2019), among others, for which reason, the management of change and human talent has been 
neglected and does not exist so far , studies or models that allow companies of this type to internalize their progress 
and grow in conjunction with their general needs, it becomes important to design such a methodology. (Fontalvo,2019) 
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Research in organizational management in the area of human talent and especially in the management of 
organizational change is justified in the importance of knowing the real experience of SMEs in the implementation of 
change management models, since those who have risked for a business idea, yearning for a better quality of life, 
generating employment and having financial freedom, but, they only reach an economic balance more by experience 
than by application of administrative or technological tools as found in the study of the use of ICTs in SMEs (Rojas, 
2013), But many of the dreams, expectations and hopes that are deposited in that new business, fail to remain in time 
for various factors that are widely known today (poor administrative management, weak business structure , illiquidity, 
lack of planning, inappropriate use of resources, among others). In addition, it is identified that the management of 
organizational change is fundamental against the economic development of the country, since it directly affects future 
professionals for the management of industries and organizations must go hand in hand with entrepreneurship and 
globalization with the function to create economic, environmental and social value in the present and future 
(Avendaño,2014). 
 
Therefore, it is pertinent to initiate a study around which it is intended to determine how SMEs, especially ecotourism 
with several years of activity, have managed to maintain minimum profits (Alderete, 2013), in addition, taking into 
account the constant changes to that the principles, norms and laws that regulate and promote ecotourism as a vital 
factor for general well-being are subject, the above, in the design of a methodology for implementing a change 
management model will be key, to identify the variables to apply in the study and also understand other vital concepts 
to enter the world of ecotourism SMEs to be more specific. Today the importance of: micro, small and medium 
enterprises is a fully accepted reality in Colombia, to which numerous studies that have been developing since the 
1990s have contributed. According to the research carried out by Fundes, the Rosario and the School of Business 
Administration (EAN) one of the causes of failure of SMEs is the lack of long-term strategies oriented towards a 
global market. According to the Universidad del Rosario, this is reflected in discontinuous processes, in which 
measures are adopted, consultants are hired and an investment is made, without maintaining them until they give 
result, because the strategic objectives of the company are not internalized, nor they align with the personal objectives, 
nor professional of the advisor. Thus, soon, the SME changes again of strategic plan without the previous one has 
concluded. In addition, the informality of organizational management and the lack of clear procedures are added. This 
generates a mixture that leaves even more confusion in administrative and managerial processes (Hederich, 2015).  
 
The situation described above, in SMEs, produces a mixture of the objectives that the company owes or manages, 
forcing a short-term management decision making without an adequate analysis of indicators and biased by the 
perception, emotion and confusion of the company. information provided by each of the areas that have different 
articulations in the established objectives; Thus; This way of making decisions generates negative financial results, 
not only financial losses, but prevents it from limiting the change, which hinders the proper management of the entity 
and prevents the development of the business capacity necessary for productivity, sustainability and competitiveness 
in international markets. In order to propose a change in the face of this, the situation requires not only the review of 
the processes but also the design and adoption of flexible and agile organizational management models. Based on 
tools such as a methodology for organizational change in small Colombian ecotourism companies, adaptable to other 
parts of the world, through manuals or procedures for the use of the methodology in the administrative process and 
training plans for entrepreneurs. Therefore, the deepening of how organizational change management is being 
implemented can lead to the solution of productivity problems in SMEs that have invested or can invest in other 
models of integral management. 
 
In order to determine the originality of the topic, several organizational change management models are reviewed, 
resulting in the 4 most employed in the organizations so far, such as: 
 
- Lewin's three steps model. (Codina, 2009) 
- Kotter model of change management in 8 steps. (Kotter, 1996) 
- Change Management Methodology for PLATEA projects. (Eusko, 2008) 
- ADKAR model (Hiatt, 2006) 
 
Multi-criteria decision analysis 
Multicriteria Decision Analysis is a broad term that includes a collection of concepts, methods and techniques that 
seek to help individuals or groups make decisions involving different conflicting viewpoints and multiple stakeholders 
(Belton & Stewart, 2002)  
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Despite the existence of an important multi-criteria scientific literature, the tools, methods and even the multi-criteria 
reflection itself remain almost totally unknown to technicians and managers at all levels (Barba-Romero & Pomerol, 
1997).  
 
On the other hand, there are important implications to consider, since the models present dependence in the perception 
of the weights of the criteria provided by the decision makers and the generation of findings based on the models 
could be limited for some organizations. Indeed, in practice, developing a multi-criteria analysis methodology that 
results in a construct may support the decision-making process more adequately (Vásquez-Bernal and Cortés Aldana, 
2014). 
 
Methodology 
This research has as its starting point, the Ecotourism Prospective in the Colombian post-conflict in the areas of 
influence of the Cooperative University of Colombia UCC, with an ecological marketing emphasis, which allowed 
establishing a series of failures in organizational management in the 35 ecotourism SMEs studied. The proposal has a 
descriptive scope, since it seeks to know the impact of knowledge management models, with a mixed approach 
(qualitative - quantitative) in order to describe the level of productivity of small ecotourism companies. In this sense, 
it is based on four criteria that encompass everything that must be considered in an organization to be sustainable and 
with which the impact can be measured such as: Economic, Social, Organizational, Regulatory. These criteria will be 
supported by several sub-criteria, for example, Direct economic impact, Indirect economic impact) and dimensions 
(for example, Clients, Suppliers, Employees, Investors, Public sector, in addition to, Competition, International 
market), which guarantees the relevance of the data that will be obtained through the instruments. 
 
An integrated methodology will be adopted for the development of the project, since in order to develop the specific 
objective one will determine through the PROCOLOMBIA databases an analysis to determine that SMEs that comply 
with a specific ecotourism profile that guarantees sustainability and that has a basic organizational management, to 
the chosen ones a series of instruments (interview and survey) will be applied in order to determine both the type of 
organizational management they manage and the way in which this management permeates all areas of the company 
and They help increase productivity. With the results obtained, it will be possible to find the weaknesses and strengths 
that ecotourism SMEs have, which will be the basis for the criteria to be used in the other objectives. 
 
The second objective will be worked through a systematic review of the literature, where, as a basic criterion, the 
essential phases of the previous models and their usefulness will be developed through a Likert-type survey based on 
a Reliable sample of SME managers, who will evaluate the most important factors for ecotourism companies, the 
results will reinforce the organizational change management criteria for the design of the methodology. 

 
The results of the comparison and the diagnosis will be analyzed through the multicriteria analysis methodology. 
Since once the decision structure is defined, a measurement scale must be introduced to rate or judge the performance 
of each alternative with respect to each of the criteria, and quantify the criteria (or determine their weights), then the 
Alternatives are classified using the scale. The method must be able to deal with the classification of tangible and 
intangible and with preservation of rank and reversal. The different priorities of the alternatives under each criterion 
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must be synthesized through the prioritization of alternatives and criteria (Saaty, 2015) in compliance with objectives 
three and four as shown in Figure 1. 

  
With the results of the previous analysis, the fifth objective will be met to design a knowledge management 
methodology to apply in ecotourism SMEs that accept the invitation to research and the analysis of the improvement 
of their productivity. Also, it is important to clarify that the data collection will be done at a specific time and to a 
single sample so its design is: non-experimental, transversal. Thus, by analyzing the data we will achieve the 
familiarization of the topic under study in this case the management of organizational change in ecotourism SMEs 
located in Cundinamarca and Boyacá.  
 
 
Expected results 
 
As a result of this research, a method will be promoted to efficiently implement organizational change management 
models in small and medium-sized enterprises in Cundinamarca Colombia with the purpose of improving productivity, 
and thereby implementing strategies for improving organizational management that adapt these organizations to be 
more efficient in the use of their resources, the development and improvement of their production processes. To this 
end, the results of the investigation will be considered to strengthen the support and advice services provided to SMEs 
in the study. 
 
On the other hand, the development of research products to generate new knowledge and social appropriation is 
contemplated, which will help disseminate the findings in the academic and business fields. 
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