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DANIEL
MAXIMILIAN
DA COSTA

EDITORIAL
Estimados lectores:

Les envío un cordial saludo y les doy la bienvenida a la edición 
número 192 de la Quality Magazine, donde podrán encontrar la más 
completa información de las empresas de nuestra extensa red, que 
cuenta con más de 3000 miembros en 19 países de Latinoamérica, 
además de contenidos muy útiles, que podrán ser implementados 
en sus gestiones corporativas.

A modo de balance, podemos afirmar, con gran satisfacción, que 
hemos logrado nuestro objetivo de contagiar e incluir cada vez 
más empresas de éxito a seguir el camino hacia la Calidad Total.
  
Y a un mes de realizar el LAQQ 2016 en la ciudad de México D.F. 
celebrando los 10 años de LAQI, nos sentimos más que felices 
que nuestros miembros cada vez son más y en esta edición nos 
acompañaran en dicha ciudad del 22 al 24 de noviembre. Quiero 
aprovechar esta oportunidad para invitar a todos nuestros 
miembros que aún no han reservado su estadía que todavía hay 
reservas disponibles para participar  de esta transcendental 
convención, en la que confluirán las más importantes empresas 
de toda la región latinoamericana.  Cabe resaltar que este año 
celebramos la décima edición del Quality Festival, motivo de 
mucha satisfacción para quienes conformamos la red de afiliados 
de LAQI. 

En cuanto al desarrollo temático de esta revista digital, en esta 
edición les ofrecemos una selecta lista de sesudos artículos 
de nuestro pull de especialistas. Todos estos contenidos 
están orientados a tópicos de relevante importancia en el 
mundo corporativo como: responsabilidad social, relaciones 
interpersonales en las empresas, calidad en la gestión, entre otros.
Reiteramos nuestra invitación a seguir colaborando en la Quality 
Magazine y a disfrutar de los contenidos de esta publicación hecha 
exclusivamente para todos ustedes.

¡Muchos éxitos!

FOUNDER & CEO
LAQI

Daniel Maximilian Da Costa
Founder & CEO

Latin American Quality Institute

Managing Director
Daniel Maximilian Da Costa
ceo@laqualityinstitute.org

Editor-in-chief
Marina Huapaya
marina@laqualityinstitute.org 

Art editor
Andrea Fronda
andrea@laqualityinstitute.org
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Alignment problems 
lie in the top 

management!  

The problems present in organizations are not in 
the operation level. On the contrary, they reflect the 
management of each organization. Between good 
planning and excellent implementation are the top 
management problems that must be solved if the idea 

is to offer quality service to the customer.
Jorge Arias

I virtually agree that organizations will face challenges 
by the end of the year, above all due to the complex 
scenario presented by the leaders of different 
countries regarding economic growth.

A great number of entrepreneurs with whom I talk on 
a daily basis do not expect growth in the economy 
of our country, not even growth sustained by the 
market, which would allow them to consider an 
immediate future full of movement and investments 
in their organizations. On the contrary, they expect 
investments in technology that allow them to improve 
efficiency and reduce operation costs, as well as the 
opportunity to reduce the number of team members 
and work force costs.

I meet few motivated entrepreneurs; I meet people 
who will play the game in their markets cautiously, 
which also discourages their teams, because as the 
leaders of the organization they will not be able to 
convey enthusiasm, motivation and courage to their 
team members.

Nowadays, more than ever, alignment is of vital 
importance. It is necessary to implement alignment 
as soon as possible! If you want to strengthen your 
activity in the market, it is necessary to work within 
our businesses so that you can achieve several goals 
beyond what you have designed as a good Business 
Plan. In other words:

1. The leader of the organization must make sure that 
his or her teams do not lose faith in their vision 
and in what was produced and visualized, which 
can become the best service to offer customers in 
the face of competitors.

2. The leader must insist in differentiation through 
each team member’s results and each area of the 
organization.

3. The leader must clarify the indicators to be reached, 
aligned with the purpose and the Business Plan; all 
team members must try to achieve the same goal.

4. The leader must continue investing in training 
so as to intentionally assure the growth of each 
individual and therefore the improvement in the 
results of each position inside the organization.

5. The leader must make sure that each individual 
and each team keep their enthusiasm high in order 
to achieve the vision of the organization.

6. The leader must provide management that is 
agile and flexible in relation to the changes in the 
environment in which the organization operates.

7. The leader must note and acknowledge successful 
cases so that they can be multiplied.

8. The leader must reinforce a mental model 
throughout the organization, one that is focused 
on obtaining excellent results in all areas of the 
business; he or she must make sure that the 
concept of added value is the most important 
premise within the whole organization. It is 
necessary to grow and at the same time add value 
to the business!

9. The leader must always focus on doing what is 
right, even when it is difficult to achieve, i.e., he 
or she must not tolerate others’ inefficiency, 
even if it may hurt their family (in the case of 
family businesses) or their friends (in the case 
of businesses already institutionalized). Leaders 
must challenge themselves in order to break their 
own paradigms in this respect and in others that 
are related to actions developed inside and outside 
the business.

10. The leader must be aware of the fact that the only 
chance for the organization to start ahead in the 
future is through people; therefore, they must be 
the center of attention.   

Well, these “commandments” – which can obviously 
be enriched with everyone’s experience – should be 
taken into account and will eventually bring visibility 
to the business so as to overcome the complexity that 
we may face every day. But the truth is: where are the 
problems of the organizations today? The answer is 
clear: IN THE TOP MANAGEMENT!

What happens in the top management that 
causes alignment processes not to be effectively 
implemented?

The top management holds the solution for several 
problems faced by organizations. When I say “top 
management,” I do not necessarily refer only to those 
who manage the organization; they are obviously the 
main leaders of the business, and they are responsible 
for the operation. I am also considering all team 
members who supervise others; they are responsible 
for other individuals’ effectiveness within the scope of 
their position.

In the end, the leaders are responsible for their team 
members’ performance; besides, they are responsible 
for their fellow work team members in the different 
areas of the business, and they also trigger their 
leaders’ success.

It is easy to see that management is not a simple 
matter, and that is why organizations must invest in 
their technical staff, but they must also train all their 
managers in topics related to leadership.

At the top management, problems happen because 
organizations are not aligned with a specific purpose 
or vision; consequently, all types of problems will 
continue to happen in all areas of the company. Here 
are some topics that have been identified lately and 
must be discussed so that they can be controlled in 
the future:

1. Fear of forgetting what has been learned: 
Several leaders have found the way to success and are 
still striving to remain there, but they have not noticed 
that the market has changed and needs are different. 
And things will change again in the future.

JORGE
ARIAS
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2. Comfort zone: Several leaders prefer not to 
take any risks, and this is exactly what puts them at 
risk. Today, if you want to be ahead of others, you must 
dare, use other people’s skills, and, above all, listen to 
the voice of the customer and the voice of your team 
members.
3. Fear of making decisions: Complex global 
scenarios generate so much fear that it paralyzes 
decision-makers, who end up deciding to be cautious, 
practically influencing the whole organization in 
relation to the product and customer service.
4. Fear of dismissing people who are toxic to 
the organization due to family relations or friendship: 
They decide to accept other people’s inefficiency, even 
when they are aware that dismissing them is necessary 
to foster growth and the survival of the organization.
5. Cost of payroll vs. potential: Most 
organizations in this country decide to “pay little” and 
receive nothing, instead of paying what is fair and 
obtain performance that “exceeds expectations.” This 
decision results in not being able to explore people’s 
potential, not getting true commitment to achieve 
the vision of the business, and not offering high-level 
customer service. 
6. Fear of change: Alignment removes 
organizations from the comfort of constantly doing 
the same thing the same way over and over; it is 
disturbing, and it brings the need to create the 
commitment to think differently and achieve results in 
a different fashion.
7. Lack of coherence: In fact, I know several 
leaders who have been able to write down values 
and ethical codes for their organizations as a mere 
corporate formality, but who cannot see one single 
topic of those codes in practice. They have been able, 
as a result, to lose credibility inside and outside the 
organization; and they talk more than encourage 
change through a model of results or facts.
8. Not knowing when to advance and when to 
backtrack: We still see leaders who are constantly 
changing decisions because of insecurity and fear of 
everything. On one side are external variables; on the 
other suspicion of their own teams. They do not move 
forward or backwards, and the organization remains 
forever in the same place.
9. Talent has a high price: When organizations 
want to attract talent, they consider the cost more 
than each person as an investment in the most 
important asset of the business and in what they 
can achieve through their results. The old idea still 
prevails: bring what is “good, nice and cheap” through 

the conventional methods of recruitment and hiring. 
Sometimes the underlying principle is “what do we 
want?” And I also identify the principle of “What don’t 
we want in our organization anymore?” A combination 
of both may help and will allow you to increase your 
confidence in the people around you.
10.  Failure to listen and look for specialized 
opinions: Learn to listen to your customers and team 
members, as well as outside experts who can help you 
maintain a global vision of your business. A coach is 
always important if we are willing to listen to him or 
her. It is an expensive luxury, especially if we do not 
use their expertise. Listen, reflect and make decisions 
to change before having to defend from possible 
questions about those decisions.

As you can see, we have a lot to do in order to move 
forward. The size of the organization is not relevant; 
if your mental model wants to do something different, 
you must have the courage to look for those actions of 
change that will assure success for your organization 
in the future.

As usual, we are at your disposal to help you with 
these leadership, reconversion and change processes.
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Six beliefs that will 
affect your 

corporate 
performance in 2017

“Health is to the human being what financial soundness 
is to organizations.”

Martín G. Álvarez Torres

Is it worth to plan during times of economic, political 
and social crisis?
As long as my business breaks even, I am satisfied.
Why doesn’t the government offer more support to 
SMEs?

According to statistics, according to a “normal” 
distribution, and according to the performance of the 
corporate world in 2016:

1. A total of 10% of the organizations are 
completely unconcerned with results. They trust 
their market, their customers, their products, their 
employees, and, above all, they believe in miracles. 
They say that “as long as the dogs are barking, they 
are alive.”
2. A total of 80% of the organizations are playing 
poker; they say: “I play the hand I’m dealt.” If sales are 
low, they will worry about sales; if collections are low, 
they will worry about collections; if there are problems 
with customers, they will worry about the customers. 
They are amateurs, not professionals. If they are not 
winning, they are certainly having a lot of fun.
3. Finally, a total of 10% of the organizations are 
completely unconcerned with their results the whole 
year. They use formal strategic planning processes, 
operate merely aiming at objectives, indicators and 
goals (KPIs), and implement improvement projects, 
work programs and work teams. They try to achieve 
the established goals. Although they sometimes do 
not reach all their goals, they always have a strategic 
vision and a strong results culture.

However, regardless of the degree of preoccupation 
of the organizations about their strategies, there are 
some catastrophic beliefs that they omit and that will 
not allow them to have a better performance in 2017.

One. Believing that crises are temporary, and thinking 
that the “big bear wolf” will not come and eat their 
sheep. All businesses and all countries engage in 
strong competition with similar products, price wars 
and aggressive marketing campaigns (your own 
country, the USA, the European Community). No! The 
risk of being at ease will be paid in small tuitions of 
slow growth, deceleration and loss of corporate sheep 
(customers, team members, products, geographic 
locations, market share, among others). Excessive 
trust is the enemy to be fought.

Two. Believing that they are immune to the economic, 
political or social situation of their market, and 
not acting quickly with preventive or corrective 
measures (Trump, Clinton, Brexit, refugees, wars, drug 
trafficking, cyber crime, among others). “All tsunamis 
of the environment” sooner or later will directly or 
indirectly affect organizations. At times, the effect will 
be translated into threats that will knock organizations 
out; at other times, they will become opportunities, but 
the organization will not be ready to take advantage of 
them. No! The risk of not considering the consequences 
of economic, political or social changes will drastically 
affect the financial soundness and the very existence 
of the organization. Excessive sensitivity to external 
changes is the enemy to be fought.

Three.  Believing that it is not necessary to put 
pressure on your top management teams – general 
directors, area managers, supervisors, administrative 
personnel or operation personnel, whatever they are 
called – to generate results, produce quality and create 
new improvement proposals. No! The risk of believing 
that people are committed to the organization means 
that they will only be committed while they receive 
their salary, their benefits, and their remunerations. 
Excessive “cuddling” is the enemy to be fought.

Four. Believing that they do not have to invest in 
the business, because for several years they have 
invested in human and technological infrastructure; 
therefore, now is the time to “milk the cow.” No! The 
risk of not continuing to invest in the business is that 
the process of improvement and innovation will lag 
behind and little by little the organization will move 
away from its market and its competitors; just like 
a boat adrift, the corporate gap will be increasingly 
larger. Excessive “drainage” of the organization is the 
enemy to be fought.

Five. Believing that bad customers, incompetent 
team members and unreliable suppliers will change 
overnight. No! The risk of waiting for customers, team 
members and suppliers change is that the organization 
will be left with the worst part of the market and will 
occupy the last place on the list, will be thrown into the 
second division or will simply say “farewell.” Excessive 
tolerance is the enemy to be fought.

Six. Believing that all team members are worried about 
the interests of the organization and that they worry 
about customers, revenues, expenses and budgets as 
if they were the owners of the organization. No! The risk 
of trusting people’s commitment and the optimization 
of the organization’s financial resources is to wake 
up with “a hole in your pocket,” an unpayable debt 
and a stratospheric inactivity. Excessive “friendship, 
negligence and nepotism” is the enemy to be fought.

These six beliefs and several others can cloud your 
thinking, weaken your analysis, paralyze operations, 
stop economic growth and prevent corporate 
development.

If instead of “believing blindly,” organizations start 
heeding the yellow and red lights in business, they 
will surely improve significantly so as to have a 2017 
much more successful than 2016.   Do not halt before 
difficulties. Start redesigning your corporate strategy 
and acting together with your management team so 
as to make decisions that improve your short, medium 
and long term results. A cup of bitter tea is better than 
a cup of sweet coffee at a funeral.
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The Perfect 
Formula 

For Change
Everything points to change; in fact, what is certain in 
our personal life, in the life of organizations and any 
other kind of life is that something will always change.

That is why we all must be or become vectors of 
change, but let us slow down a bit. If something is ok, 
what is the problem? Well, definitely, sooner or later, 
even things that are working fine will change, but 
we must see it according to one of the principles of 
quality: “There is always a better way to do things.” 
Therefore, even if everything changes, what is going 
well and what is not, we must always be prepared for 
change, one way or another. Today the work of the 
good leaders is to be ahead in all scenarios of change, 
to know how to provide change when things are not 
well, or be ahead in all scenarios even when everything 
is working fine.

In my previous article, I approached the topic of the 
Comfort Zone in organizations. It seems logical, since 
I have presented such a delicate topic in that article, 
to offer you a complementation, i.e., what in my 
opinion and based on my experience is THE PERFECT 
FORMULA TO PROMOTE CHANGE, provided, of course, 
that an organization is willing to implement it.

First of all, it is necessary to clarify that most people 
have a natural resistance to change, be it due to fear of 
failure, uncertainty about what will happen, insecurity 
about their skills, and several other reasons. As a 
leader, you will most likely face increasing resistance 
every time you want to implement any change. Because 
of this, allow me to present this formula, which I have 
tested and has generated very good results.

HÉCTOR 
AYALA 
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1) MAKE SURE THAT PEOPLE UNDERSTAND. 
Before anything else, review your communication 
strategies, and make sure that they are simple and 
easy to understand. Make sure that the message 
reaches who it is supposed to, the way it is supposed 
to. If you have to change your communication to 
adapt it to each level or include technical elements 
for specific segments, you will have to do it, because 
your communication must guarantee that everyone 
understands very well what you intend as a leader with 
the changes you propose. If your organization has 
only one professional level and the same conversation 
standard, then it is perfect; maybe you just need 
the message. However, if things are different, you 
must make an effort to adapt your message to each 
segment of the organization. You must avoid one-size-
fits-all information; you must do it according to skill 
segments so that you can reach everyone’s different 
level of anxiety. Remember that the personality of 
each one of your team members is at play; because of 
this, during this first phase, you will work harder, but 
you will soon enjoy the results of such an effort.

2) Before moving on to the second phase, make 
sure that the first one was fully done; if not, start 
again and make sure it is completed, or you will not 
be ready for the second phase, which is: MAKE SURE 
THAT EVERYONE WANTS TO CHANGE. Once everyone 
understands, you must make sure that they want to 
change; when you plan any change, you must also 
make a list of benefits: benefits for the organization, 
benefits for the team members, benefits for the team 
leaders, and maybe even benefits for the customers. 
Therefore, in this second phase, you will negotiate 
with and convince people so that in the end EVERYONE 
WANTS to follow you in your project of change.

3) Finally, HELP THEM IMPLEMENT CHANGE. 
When the change has been understood and accepted, 
it must be implemented. You must then help them so 
that they feel guided and sure of their steps; you must 
also make sure that expectations can be met, showing 
each one of them that they can do it very well.

CONCLUSION: It is surely easier said than done: 
implementing change is a very difficult process. 
Additionally, this is not the only one or the best formula; 
there are several other strategies and theories that 
you can find and study in order to become an expert in 
managing change. What I can tell you is that with these 
three suggestions, if they are correctly implemented, 
you will certainly be on the road to change, and you 
will not do it alone: your team members will be on your 
side to enjoy the success that you will achieve when 
you all, as a team, achieve the desired change.
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Coaching y la PNL: 
Acción en 

los cambios.
Introduction 

La PNL y el coaching es una combinación explosiva 
que genera resultados poderosos y duraderos en 
personas o empresas que requieren de este servicio. 
La PNL entrega las herramientas necesarias para 
lograr moderar la excelencia del ser humano, mientras 
que el coaching permite entregar las estrategias 
adecuadas para reconocer el punto de partida, 
establecer objetivos y herramientas necesarias para 
lograr dichas metas, tanto a corto como mediano y 
largo plazo.

Definition of coaching and NLP

We can define Coaching as a way of relating, listening, 
and being; through self-awareness and introspection 
it is possible to know yourself better and become a 
different observer of reality.

Coaching allows you to develop the potential of 
human capital, helps to encourage leadership and 
improve performance. It offers the tools to develop 
better personal and professional relationships, as well 
as communication abilities that open new areas of 
learning.

Applied to work teams, it creates collaboration under 
an approach aimed at solutions and results, which 
creates awareness, purpose, competence and well-
being.

As for Neuro-linguistic Programming (NLP), we must 
break it into three definitions that complement each 
other so as to achieve a certain goal. They are:

Programming – awareness: When processing the 
experience that reaches us through our senses and is 
interpreted by language, we create our own programs 
that determine our behavior. Some of them help us, 
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but others limit us; some are conscious, others are 
not.

Neuro – thought: Our senses allow us to obtain 
information from our environment and process it 
by means of our nervous system, consciously or 
unconsciously, which determines our way of thinking.

Linguistic – language: we use our language to 
interpret and describe our experience to ourselves 
(thus creating our own reality, our pattern of the world) 
and to others. By becoming aware of this fact, we can 
enrich our communication and increase our ability to 
persuade through the use of language patterns and 
structures.

Benefits of NLP

One of the benefits of NLP is becoming aware of the 
programs that limit us. If we were able to create them, 
we can also reset those programs that are inefficient 
so as to achieve satisfactory results.

By using NLP tools, we can modify our thoughts and 
reach a state of full resources in any situation. Neuro-
linguistic Programming teaches us how to use the 
internal language of our brain, through sounds and 
feelings, to communicate with ourselves, with the 
environment, and to decide how to behave; it offers 
the necessary tools to take control of our own life and 
behavior.

Characteristics of coaching

1. It centers on goals: it looks for clarity about how, 
when and why to achieve results in the organization.

2. It is flexible: It offers different options wherever 
creativity is encouraged, and wherever multiple and 
varied ways to achieve results are desired.

3. It strengthens change: It offers tools so 
that managers can strengthen change through 
encouragement, not through imposition, which creates 
a positive environment to achieve results.

4. It promotes relationships: It stimulates 
management’s interest in a systemic approach and 
in the importance of quality human relations in the 
organization.

Benefits of coaching and virtues of NLP to 
achieve change

Corporate coaching creates helpful situations in the 
organizations, not to be confused with some type of 
therapy, although it is supported by NLP, emotional 
intelligence and transactional analysis. When we face 
emotionally charging situations, we listen to them 
empathically, contain them and help the customers 
so that we understand how the situation affects their 
different contexts.

NLP is an excellent aid in coaching. A coach who uses 
NLP not only will be able to design plans of action for 
the development of skills and abilities more adjusted 
to the needs of the customers, but also will have higher 
awareness and understanding of the customers’ way 
of thinking, both in terms of their deep and surface 
structure.

A coach who uses NLP will help customers understand 
his or her most hidden values and beliefs. A coach who 
uses NLP will guide customers towards identifying 
their goals by means of devising the goal and where it 
is based, which makes it a coherent reality.

One of the most important contributions of NLP 
to Coaching is that it incorporates Rapport or 
understanding into the relationship with the customer. 
It happens when the coach learns to match his or her 
behavior, thoughts, breathing, communication and 
non-verbal language and the customer’s. Therefore, 
the customer will be more open towards the coach, 
less critical, more receptive and more willing to accept 
what the coach has to say.
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