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)XHQWHV�GH�FUHDFLyQ�GH�ULTXH]D)XHQWHV�GH�FUHDFLyQ�GH�ULTXH]D

)XHQWH���6DYDJH�&K�������



��������-RVp�0��9LHGPD�0DUWL

'HILQLFLRQHV'HILQLFLRQHV

)XHQWH���3UXVDN������

'DWRV� &RQMXQWR�GH�HOHPHQWRV�QXPpULFRV��DOIDEpWLFRV��KHFKRV��
IHFKDV� HWF���UHODFLRQDGRV�

&RQRFLPLHQWR��0H]FOD�GH�H[SHULHQFLDV��YDORUHV��LQIRUPDFLyQ
FRQWH[WXDOL]DGD \�SHUFHSFLRQHV�GH�XQ�H[SHUWR�KXPDQR�TXH�

SURYHHQ�XQ�PDUFR�SDUD�HYDOXDU�H�LQFRUSRUDU�QXHYDV�H[SHULHQFLDV�
H�LQIRUPDFLyQ���6H�RULJLQD�\�HV�DSOLFDGR�HQ�ODV�PHQWHV�GH�´ORV�

FRQRFHGRUHVµ���/D�LQWHUYHQFLyQ�KXPDQD�HV�LQGLVSHQVDEOH�SDUD��TXH
VH�SURGX]FD�HO�FRQRFLPLHQWR��

,QIRUPDFLyQ� &RQMXQWR�GH�GDWRV�GRWDGRV�GH�UHOHYDQFLD�\�SURSyVLWR�

&DSLWDO�,QWHOHFWXDO��&RQRFLPLHQWRV�TXH�SURGXFHQ�YDORU�SDUD�OD�HPSUHVD
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/RV�WLSRV�GH�FRQRFLPLHQWR/RV�WLSRV�GH�FRQRFLPLHQWR

&RQRFLPLHQWR
([SOtFLWR

5DFLRQDOLGDG
�PHQWH�

6HFXHQFLDO
�DOOt�\�HQWRQFHV�

'LJLWDO
�WHRUtD�
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�FXHUSR�
6LPXOWiQHR
�DTXt�\�DKRUD�

$QiORJR
�SUiFWLFD�

Ikujiro Nonaka, 1995.
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'H�OD�,QIRUPDFLyQ�D�OD�YHQWDMD�FRPSHWLWLYD'H�OD�,QIRUPDFLyQ�D�OD�YHQWDMD�FRPSHWLWLYD

,QIRUPDFLyQ
*HVWLyQ�GH�OD�,QIRUPDFLyQ

&RQRFLPLHQWR
*HVWLyQ�GHO�FRQRFLPLHQWR

&DSLWDO�,QWHOHFWXDO
*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO

)XHQWH���&tUFXOR�GH�(PSUHVDULRV��0DGULG�������

9HQWDMD�FRPSHWLWLYD
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*HVWLyQ�GHO�FRQRFLPLHQWR�\�GHO�&DSLWDO�,QWHOHFWXDO*HVWLyQ�GHO�FRQRFLPLHQWR�\�GHO�&DSLWDO�,QWHOHFWXDO

6H�FHQWUD�HQ�OD�FRQVWUXFFLyQ�\�JHVWLyQ�GH�ORV�DFWLYRV
LQWHOHFWXDOHV�GHVGH�XQD�SHUVSHFWLYD�HVWUDWpJLFD�\
JHUHQFLDO�LQFOX\HQGR��DVLPLVPR�DOJXQRV�DVSHFWRV

WiFWLFRV���6X�IXQFLyQ�FRQVLVWH�HQ�OD�FRQVLGHUDFLyQ�JOREDO
GH�WRGRV�ORV�DFWLYRV�LQWHOHFWXDOHV�GH�OD�HPSUHVD�

7LHQH�XQD�SHUVSHFWLYD�PiV�WiFWLFD�\�RSHUDFLRQDO�
.0�HV�PiV�GHWDOODGD�\�VH�FHQWUD�HQ�IDFLOLWDU�\�JHVWLRQDU
DFWLYLGDGHV�UHODFLRQDGDV�FRQ�HO�FRQRFLPLHQWR�WDOHV�FRPR
VX�FUHDFLyQ��FDSWXUD��WUDQVIRUPDFLyQ�\�XVR���6X�IXQFLyQ

FRQVLVWH�HQ�SODQLILFDU��SRQHU�HQ�PDUFKD��RSHUDU�\�PRQLWRUL]DU
WRGDV�ODV�DFWLYLGDGHV�\�SURJUDPDV�TXH�UHTXLHUH�OD�JHVWLyQ

HILFD]�GHO�FDSLWDO�LQWHOHFWXDO�

6RXUFH� :LLJ�.DUO 0�������

*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO��,&0�

*HVWLyQ�GHO�FRQRFLPLHQWR��.0�
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$PD]RQ·V�*URZLQJ�8QLYHUVH$PD]RQ·V�*URZLQJ�8QLYHUVH
1RZ���� :KHUH�$PD]RQ�KDV�3OXQJHG�LQ�"
• %RRNV
• 0XVLF
• 9LGHRV

6RRQ :KHUH�$PD]RQ�LV�WHVWLQJ�WKH�ZDWHUV�"
• &RQVXPHU�(OHFWURQLFV
• *DPHV
• 7R\V

)XWXUH :KHUH�$PD]RQ�FRXOG�GLYH�QH[W�"
• 6RIWZDUH
• +HDOWK�6XSSOLHV
• $SSDUHO
• )ORZHUV
• 0DJD]LQH�VXEVFULSWLRQV
• 7UDYHO�DUUDQJHPHQWV

Source:  Business Week, 1998.
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6WDFNLQJ�XS�WKH�$PD]RQ�$GYDQWDJH6WDFNLQJ�XS�WKH�$PD]RQ�$GYDQWDJH

$0$=21 96 %$51(6�	�12%/(
1 Web Site Number of Stores 1.011 
3.1 Million Titles per Superstore 175.000 

2% Book Returns 30%
306% Sales Growth 10%

$ 375.000 Sales per employee (annual) $ 100.000 
24 Inventory Turnovers per year 3

Low Long-Term Capital Requirements High
High Cash Flow Low

6RXUFH� &RPSDQLHV� +XPPEHU�:LQEODG��%XVLQHVV :HHN� 'LF�������
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$PD]RQ·V�$PD]LQJ�9DOXDWLRQ$PD]RQ·V�$PD]LQJ�9DOXDWLRQ
Market Value

in billions

Annual
Revenues
in billions

$PD]RQ�FRP ���� �����
Mattel 10,1 5,2
Federated Dept. Sotres 8,5 15,8
Delta air lines 7,9 14,6
Hershey foods 7,6 4,5
Kmart 7,5 33,7
Hilton Hotels 5,6 5,5
Toys’R’ US 5,2 11,4
Maytag 4,9 4,2
Apple Computer 4,6 6,9
Circuit city 3,7 9,3
Barnes & Noble 2,2 3,1
6RXUFH� %ORRPEHUJ� $QDO\VWV�(VWLPDWHV� 'LF�������
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&DUDFWHUtVWLFDV�GH %HQHWWRQ&DUDFWHUtVWLFDV�GH %HQHWWRQ

• (PSUHVD�IDPLOLDU�FRQVWLWXLGD�HQ������ %HQHWWRQ �/XFLDQR� *LXOLDQD������
• 'LVHxR��FRQIHFFLyQ��GLVWULEXFLyQ�\�YHQWD�GH�URSD�SULQFLSDOPHQWH
MXYHQLO�

• 3UHQGDV�GH�SXQWR�GH�FRORUHV�OODPDWLYRV��GLVHxR�PRGHUQR�\�SUHFLRV
PRGHUDGRV�

• 0XOWLQDFLRQDO�TXH�IDFWXUD�PiV�GH�PLO�PLOORQHV�GH�GyODUHV�DxR�
• 7LQWXUD�GH�ODV�SUHQGDV�XQD�YH]�FRQIHFFLRQDGDV��
• (VWUDWHJLD�GH�IDEULFDU�HQ�IXQFLyQ�GH�OD�GHPDQGD��
• 8WLOL]DFLyQ�HVWUDWpJLFD�GH�ODV�WHFQRORJtDV�GH�OD�LQIRUPDFLyQ�
• 2UJDQL]DFLyQ�GH�OD�HPSUHVD�HQ�IRUPD�GH�UHG��
• &RQFHQWUDFLyQ�HQ�³FRUH�EXVLQHVV´�\ VXEFRQWUDWDFLyQ GH�DFWLYLGDGHV�QR
HVHQFLDOHV�

• ,QWHUFRQH[LyQ�GH�ODV�DFWLYLGDGHV�GH�OD�FDGHQD�GH�YDORU�PHGLDQWH
WHFQRORJtDV�GH�OD�LQIRUPDFLyQ�

• ������SXQWRV�GH�YHQWD�HQ�PiV�GH����SDtVHV�\����DJHQWHV�
UHSUHVHQWDQWHV��$PpULFD��(XURSD��\�$VLD���
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��
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KDFLD�DGHODQWH
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5HDOL]DGD
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5HDOL]DGD
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*UDGR�GH
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7HMLGR �� ��� ����� ���

&RQIHFFLyQ �� ���� ��� ����
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������ ������ � ����

7LQWH ���� �� � ���

$FDEDGR �� ��� �� ����

%(1(7721��³2876285&,1*´
352&(62�'(�)$%5,&$&,21�(1�/$�',9,6Ë21�'(�/$1$

%HQHWWRQ%HQHWWRQ
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3DUDGLJPDV�DFWXDOHV�GH�OD�HPSUHVD�
FRPSHWLWLYD�R�H[FHOHQWH
3DUDGLJPDV�DFWXDOHV�GH�OD�HPSUHVD�
FRPSHWLWLYD�R�H[FHOHQWH

•7KH�1HWZRUNHG�RUJDQL]DWLRQ������'UXFNHU 3�������
•7KH�6KDPURFN�RUJDQL]DWLRQ�������+DQG\ &K�������
•7KH�/HDUQLQJ�RUJDQL]DWLRQ�������� 6HQJH 3��������
•7KH�5HODWLRQDO�RUJDQL]DWLRQ������ .HHQ 3�������
•7KH�&OXVWHU�RUJDQL]DWLRQ�����������4XLQQ�'�������
•7KH�,QWHOOLJHQW�HQWHUSULVH����������4XLQQ�%�������
•7KH�9LUWXDO�FRUSRUDWLRQ�������������0DORQH��'DYLGRZ�������
•7KH�5H�HQJLQHHUHG�FRUSRUDWLRQ��+DPPHU��&KDPS\�������
•7KH�'HPRFUDWLF�RUJDQL]DWLRQ���� $FNRIW 5�������
•7KH�&UD]\�RUJDQL]DWLRQ� 3HWHUV 7������
•7KH�/LYLQJ�FRPSDQ\� 'H�*HXV������
•7KH�&HQWHUOHVV�FRUSRUDWLRQ�������3DWHUQDFN��9LVFLR�������
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&DUDFWHUtVWLFDV�KXPDQDV�\ RUJDQL]DFLRQDOHV
GH�ORV�SDUDGLJPDV�DFWXDOHV�GH�OD�HPSUHVD�
FRPSHWLWLYD�R�H[FHOHQWH�
&DUDFWHUtVWLFDV�KXPDQDV�\ RUJDQL]DFLRQDOHV
GH�ORV�SDUDGLJPDV�DFWXDOHV�GH�OD�HPSUHVD�
FRPSHWLWLYD�R�H[FHOHQWH�

• (TXLSRV PXOWLGLVFLSOLQDUHV TXH�D�YHFHV�VH�JHVWLRQDQ�HOORV�PLVPRV�
• 7UDEDMR�HQ�IRUPD�GH�UHG�FRQ�VRSRUWH�GH�UHGHV�GH 3F¶V�
• 5HGXFFLyQ�GH�ORV�QLYHOHV�MHUiUTXLFRV��GHOD\HULQJ��
• 0iV�DXWRQRPtD�\�SRGHU�GH�GHFLVLyQ��HPSRZHUPHQW��
• 1XHYR�SDSHO�GH�ORV�GLUHFWLYRV� )DFLOLWDGRUHV��(QWUHQDGRUHV��&RDFK��
• ,QYHUVLRQHV�HQ�IRUPDFLyQ�\�DSUHQGL]DMH�
• ,QIRUPiWLFD�\�WHOHFRPXQLFDFLRQHV�LQVWUXPHQWRV�JHQHUDOL]DGRV�FRQ
LPSDFWR�HQ�OD�HVWUDWHJLD��OD�FDOLGDG�\�OD�SURGXFWLYLGDG�

• 6XEFRQWUDWDFLyQ�\�QXHYDV�UHODFLRQHV�FRQ�FOLHQWHV�\�SURYHHGRUHV�
• 3DVR�GH�JHVWRUHV�D�OtGHUHV��LPSRUWDQFLD�GH�OD�YLVLyQ��
• 1XHYRV�LQGLFDGRUHV�GH�HYDOXDFLyQ��QR�ILQDQFLHURV��
• 1XHYDV�FRPSHWHQFLDV�\�QXHYRV�PpWRGRV�GH�GHVDUUROOR�SHUVRQDO�
• 1XHYDV�IRUPDV�GH�UHPXQHUDFLyQ�H�LQFHQWLYRV�
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/D�DGDSWDFLyQ�GH�ORV�GLVHxRV�D�ODV�
SULRULGDGHV�GH�ORV�FOLHQWHV
/D�DGDSWDFLyQ�GH�ORV�GLVHxRV�D�ODV�
SULRULGDGHV�GH�ORV�FOLHQWHV

&RPHUFLR�GH�SUHQGDV�GH�YHVWLU&RPHUFLR�GH�SUHQGDV�GH�YHVWLU

• 7UDMHV�\�YHVWLGRV�D�
PHGLGD

• 7UDWR�SHUVRQDOL]DGR
• 9HVWLU�IRUPDO�FRORUHV
DSDJDGRV

3HTXHxR�WLHQGD
• 9HQWD�URSD
• 0RGLVWDV�\�VDVWUHV
• 5HODFLyQ�SHUVRQDO�FOLHQWH
WLHQGD�GH�EDUULR

����¶V������¶V

6DVWUHV��PRGLVWDV�\�WLHQGDV�
URSD����(VFDUPLV�5LSROO�

• 9HVWLU�GHSRUWLYR�H�
LQIRUPDO

• &RORUHV�PiV�YLYRV
• 3UHQGDV�FRQIHFFLRQDGDV
• 3UHFLR�FDOLGDG�
DMXVWDGR

*UDQGHV�7LHQGDV
• 0XFKR�VXUWLGR
• 3UHQGDV�FRQIHFFLRQDGDV
• 0HGLGD�LQGXVWULDO
• (VFDODGR�GH�WDOODV
• 7RGR�EDMR�XQ�PLVPR�
WHFKR

*UDQGHV�DOPDFHQHV
(O�&RUWH�,QJOpV� &RUWHILHO
6DVWUHUtD�PRGHOR��*DOHV�

����¶V������¶V
• 5HODFLyQ�FDOLGDG�SUHFLR�
LPEDWLEOH

• $MXVWH�UiSLGR�D�OD�PRGD�
• 2WUD�YH]�D�OD�PHGLGD
• /LEHUWDG�HQ�OD�HOHFFLyQ

7LHQGDV�WDPDxR�LQWHUPHGLR
• 0HGLGD�RUGHQDGRU
• 6XUWLGR�VHOHFFLRQDGR
• 'HFRUDFLyQ�FXLGDGD
• /LEHUWDG�FOLHQWH
• )UDQTXLFLDV
• 0RGD�UDELRVD

0DQJR� 3XOO�DQG�%HDU
6SULQJILHOG� =DUD��6HxRU�

����¶V
����

QHFHVLGDGHV
SULRULWDULDV
"

GLVHxRV�GH
QHJRFLRV
"
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'LVHxRV�GH�1HJRFLR�,'LVHxRV�GH�1HJRFLR�,

&RQIHFFLyQ

0RGHOR
&RUWHILHO
6SULQJILHOG

=DUD
3XOO�DQG�%HDU
0D[LPR�'XWWL

(Q�0DQJDV�GH�&DPLVD
$UWHVDQRV�FDPLVHURV

6t�6HxRU
/DFRVWH
%HQHWWRQ

2ULJLQDO /HYL¶V�6WRUH
0DQJR
7LQWRUHWR

'RQ�$OJRGyQ
'RURWK\�3HUNLQV

+RUQRV�GH�3DQ

)HW�G¶DUD
%RSDQ

(O�PROt YHOO
%HOLVROj
3DQLVKRS

2SWLFDV

2SWLFD�����
2SWLSUL[
9LVLRQODE

2SWLFD�XQLYHUVLWDULD
2SWLFRVW

*UDQ 2SWLFDO
*HQHUDO�2SWLFD

6XQ�3ODQHW �*DIDV�GH�VRO�
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)RWRJUDItD )DVW�)RRG 7LQWRUHULDV

(QVHxDQ]D
,GLRPDV

3DQV 	 &RPSDQ\
%RFDWWD

%XUJHU�.LQJ
0F'RQDOG¶V

.HQWXN\�)ULHG�&KLFNHQ
6XEZD\

��i VHF
&LW\�6HF
9LW�VHF
3UHVVWR
&HQWURQHW

'LVHxRV�GH�1HJRFLR�,,'LVHxRV�GH�1HJRFLR�,,

:DOO�6WUHHW�,QVWLWXWH
2SHQLQJ�(QJOLVK

%OD 	 %OD�&RPSDQ\
+RPH�(QJOLVK

,QIRUPiWLFD

0HJDE\WH
/RJLF &RQWURO

9RELV
%HHS

)XWXUHNLGV

(77

0DQ3RZHU
/DERUPDQ
$GHFFR
3HRSOH
8PDQR

$OWD�*HVWLyQ

)RWRSUL[
)RWR�VLVWHPD

)XML
.RGDN
466
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)DVW�)RRG�
'HOLYHU\ %RGDV %ULFRODJH

7HOHIRQtD�0yYLO

7HOHSL]]D
6DSUL

3L]]D +XW
'RPLQR¶V
7UXLWD�PRQ

'XQNLQ¶�'RQXWV

3URQRYLDV
1RYLDV�&LG

0XQGR�1RYLDV
$.,

/HUR\�0HUOLQ
/DSHLUH

0U� %ULFRODJH

'LVHxRV�GH�1HJRFLR�,,,'LVHxRV�GH�1HJRFLR�,,,

$LUWHO
$LUSRLQW
0RYLOLQH
0RYLVWDU

$UWtFXORV�GH�
$YHQWXUD

&RURQHO 7DSLRFFD
7KH DYHQWXUH IDFWRU\

&RVPpWLFD�
QDWXUDO

(VHQFLDO�0HGLWHUUiQHR
;SORUD�%HDXWp
7KH�ERG\�VKRS
$SSHUZRRGV
6KRSKLH�1RsO
<YHV�5RFKHU
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7HRUtD�GH�OD�(VWUDWHJLD
5HODFLRQHV�IXQGDPHQWDOHV�HQWUH�UHFXUVRV�
FDSDFLGDGHV�\�YHQWDMD�FRPSHWLWLYD
7HRUtD�GH�OD�(VWUDWHJLD
5HODFLRQHV�IXQGDPHQWDOHV�HQWUH�UHFXUVRV�
FDSDFLGDGHV�\�YHQWDMD�FRPSHWLWLYD

)XHQWH���5REHUW�0��*UDQW������\�(ODERUDFLyQ�3URSLD�

(VWUDWHJLD

)DFWRUHV�FODYH�GH
p[LWR�GHO�VHFWRU

&DSDFLGDGHV
2UJDQL]DWLYDV

9HQWDMD
&RPSHWLWLYD

5HFXUVRV
7DQJLEOHV ,QWDQJLEOHV

)tVLFRV )LQDQFLHURV &DSLWDO
+XPDQR

&DSLWDO
(VWUXFWXUDO

&DSLWDO
5HODFLRQDO

&DSLWDO�,QWHOHFWXDO
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8Q�PRGHOR�SDUD�DQDOL]DU�ORV�UHFXUVRV
\�ODV�FDSDFLGDGHV
8Q�PRGHOR�SDUD�DQDOL]DU�ORV�UHFXUVRV
\�ODV�FDSDFLGDGHV

(VWUDWHJLD
���6HOHFFLRQDU�OD�HVWUDWHJLD
TXH�DSURYHFKH�PHMRU�ODV
FDSDFLGDGHV�GH�OD�HPSUHVD
HQ�UHODFLyQ�FRQ�VXV
RSRUWXQLGDGHV�H[WHUQDV

3RWHQFLDO�SDUD
XQD�9HQWDMD
&RPSHWLWLYD
6RVWHQLEOH

���(YDOXDU�HO�SRWHQFLDO�GH
JHQHUDFLyQ�GH�UHQWD�GH�ORV
UHFXUVRV�FDSDFLGDGHV�HQ
WpUPLQRV�GH�VX�SRWHQFLDO�SDUD
FUHDU��PDQWHQHU�\�GHVDUUROODU
XQD�YHQWDMD�FRPSHWLWLYD

&DSDFLGDGHV
���,GHQWLILFDU�ODV�FDSDFLGDGHV
GH�OD�HPSUHVD�¢TXp�SXHGH
KDFHU�OD�HPSUHVD"

5HFXUVRV
���,GHQWLILFDU�ORV�UHFXUVRV
GH�OD�HPSUHVD�\�ORFDOL]DU�ODV
IRUWDOH]DV�\�GHELOLGDGHV
UHODWLYDV�UHVSHFWR�D�ORV
FRPSHWLGRUHV

���,GHQWLILFDU�ODV�FDUHQFLDV
GH�UHFXUVRV�TXH�VH�QHFHVLWDQ
FXEULU�
,QYHUWLU�HQ�UHSRQHU��DXPHQWDU
\�PHMRUDU�ORV�UHFXUVRV
EiVLFRV�GH�OD�HPSUHVD

)XHQWH���5REHUW�0��*UDQW�������
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¢�&yPR�VH�HYDO~D�HO�FDSLWDO�LQWHOHFWXDO�"¢�&yPR�VH�HYDO~D�HO�FDSLWDO�LQWHOHFWXDO�"

&DSLWDO�,QWHOHFWXDO� �9DORU�HQ�%DODQFH�� 9DORU�GH�PHUFDGR

&DSLWDOL]DFLyQ�
%XUViWLO

�1RY�������
$FWLYRV�ILMRV

,%0
�����PLOHV�GH
PLOORQHV�GH��

�����PLOHV�GH
PLOORQHV�GH��

FDGD������LQYHUWLGRV
HQ�,%0�GDQ�OD�SURSLHGDG
GH�����GH�DFWLYRV�ILMRV

0,&5262)7
�����PLOHV�GH
PLOORQHV�GH��

����PLOORQHV�GH��

FDGD������LQYHUWLGRV�HQ�
0,&5262)7�GDQ�OD�SURSLHGDG

GH����GH�DFWLYRV�ILMRV
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¢�&yPR�VH�HYDO~D�HO�&DSLWDO�,QWHOHFWXDO�"¢�&yPR�VH�HYDO~D�HO�&DSLWDO�,QWHOHFWXDO�"

&DSLWDO�,QWHOHFWXDO� �9DORU�HQ�%DODQFH�� 9DORU�GH�PHUFDGR

3UHFLR���YDORU�FRQWDEOH�SDUD�DOJXQDV�HPSUHVDV�HVSDxRODV

(PSUHVD

$UJHQWDULD
%DQFR�3RSXODU
%%9
=DUGR\D
1XHYD�0RQWDxD
6HYLOODQD
0HWURYDFHVD
&RUWHILHO

&DSLWDOL]DFLyQ
EXUViWLO
���������
���������
���������
�������
�����

�������
�������
�������

SUHFLR�YDORU
FRQWDEOH

����
����
����
�����
����
����
����
����

&DSLWDO���
UHVHUYDV
�������
�������
�������
������
������
�������
������
������

&DSLWDO�
LQWHOHFWXDO
�������
�������

���������
�������
�������
�������
������
�������
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(O�&DSLWDO�,QWHOHFWXDO
6X�GHILQLFLyQ
(O�&DSLWDO�,QWHOHFWXDO
6X�GHILQLFLyQ

&DSLWDO�,QWHOHFWXDO�HV�HO�PDWHULDO�LQWHOHFWXDO
� FRQRFLPLHQWRV��LQIRUPDFLyQ��SURSLHGDG�

LQWHOHFWXDO�\�H[SHULHQFLD��
TXH�VH�SXHGH�XWLOL]DU�SDUD�FUHDU�ULTXH]D�

(V�HO�SRGHU�GHO�FHUHEUR�FROHFWLYR�
7KRPDV $� 6WHZDUW
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(O�&DSLWDO�,QWHOHFWXDO
6X�LPSRUWDQFLD
(O�&DSLWDO�,QWHOHFWXDO
6X�LPSRUWDQFLD

1DGLH�SRQH�HQ�WHOD�GH�MXLFLR�HO�KHFKR�GH�TXH�ODV�
YHQWDMDV�FRPSHWLWLYDV�GH�XQD�HPSUHVD�GHSHQGHQ�

EiVLFDPHQWH�GH�VXV�FRQRFLPLHQWRV�
R�SDUD�VHU�PiV�HVSHFtILFRV�GH�OR�TXH�VDEH�

GH�FRPR�XVD�OR�TXH�VDEH��
\�OR�UiSLGR�TXH�HV�FDSD]�GH�VDEHU�DOJR�QXHYR�

/DXUHQFH�3UXVDN
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(O�%DODQFH�,FHEHUJ(O�%DODQFH�,FHEHUJ

&DSLWDO�)tVLFR�
\�)LQDQFLHUR

&DSLWDO�+XPDQR

&DSLWDO�5HODFLRQDO&DSLWDO
(VWUXFWXUDO

)XHQWH���.LHUQDQ�0DWWKHZ������

&D
SLW

DO�,
QWH

OHF
WXD

O
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0RQLWRU�GH�$FWLYRV�,QWDQJLEOHV0RQLWRU�GH�$FWLYRV�,QWDQJLEOHV

3DWULPRQLR

�9DORU�HQ�OLEURV�
$FWLYRV�WDQJLEOHV
PHQRV�GHXGDV

(VWUXFWXUD�
([WHUQD

�0DUFDV��FOLHQWHV
\�UHODFLRQHV�FRQ
SURYHHGRUHV�

&RPSHWHQFLD
,QGLYLGXDO�
�.QRZ KRZ�

FRQRFLPLHQWRV�
KDELOLGDGHV
HGXFDFLyQ�
H[SHULHQFLD�

(VWUXFWXUD�,QWHUQD
�(PSUHVD�

JHVWLyQ��HVWUXFWXUD
OHJDO��VLVWHPDV

PDQXDOHV��SDWHQWHV��
,�'��6RIWZDUH�

$FWLYRV�,QWDQJLEOHV

Karl Erik Sveiby “The New Organizational Wealth“
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+XPDQ &DSLWDO+XPDQ &DSLWDO

Source: Roos Johan, Edvinsson Leif,  “Intellectual Capital”, 1997

&DSLWDO�+XPDQR

&RPSHWHQFLDV $FWLWXGHV $JLOLGDG�,QWHOHFWXDO

&RQRFLPLHQWRV

+DELOLGDGHV

0RWLYDFLRQHV

&RPSRUWDPLHQWR

&RQGXFWD

,QQRYDFLyQ

,PLWDFLyQ

$GDSWDFLyQ

³3DFNDJLQJ´
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&DSLWDO�(VWUXFWXUDO&DSLWDO�(VWUXFWXUDO

Source:  Roos Johan, Edvinsson Leif,  “Intellectual Capital”, 1997

&DSLWDO�(VWUXFWXUDO

3URFHVR ,QQRYDFLyQ

)LORVRItD�GH�
OD�GLUHFFLyQ
&XOWXUD�

FRUSRUDWLYD

7HFQRORJtD

*HVWLyQ

'LUHFFLyQ

0pWRGRV�\�
VLVWHPDV�GH�
GLUHFFLyQ�\
JHVWLyQ

(VWUXFWXUD
RUJDQL]DWLYD

3URFHGLPLHQWRV
GH��WUDEDMR
%DVHV
'DWRV

6RIWZDUH

7HOHFRPXQLFDFLRQHV
(VWUXFWXUD�
GH�,�'
3DWHQWHV
&RS\ULJKW
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&DSLWDO�5HODFLRQDO&DSLWDO�5HODFLRQDO

Source:  Roos Johan, Edvinsson Leif,  “Intellectual Capital”, 1997

&DSLWDO�5HODFLRQDO

&OLHQWHV 3URYHHGRUHV $OLDQ]DV
HVWUDWpJLFDV

&DUWHUD

6DWLVIDFFLyQ

&RPHUFLDOHV

7HFQROyJLFDV

*HVWLyQ

3URWHFFLyQ
/HJDO

&DQDOHV�GH
GLVWULEXFLyQ
)UDQTXLFLDV

)LGHOL]DFLyQ
0DUFDV

FRPHUFLDOHV
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(O�&DSLWDO�,QWHOHFWXDO�
6X�PHGLGD�\�JHVWLyQ�
(O�&DSLWDO�,QWHOHFWXDO�
6X�PHGLGD�\�JHVWLyQ�

/R�TXH�VH�PLGH�QR�VLHPSUH�HV�LPSRUWDQWH�
\�OR�TXH�HV�LPSRUWDQWH�QR�VLHPSUH�VH�SXHGH�PHGLU�

$OEHUW�(LQVWHLQ�

/DV�SUiFWLFDV�WUDGLFLRQDOHV�GH�JHVWLyQ�QR�VH�WRPDQ
HQ�VHULR�OD�FDSWDFLyQ��PHGLFLyQ�\�JHVWLyQ

GHO�&DSLWDO�,QWHOHFWXDO�
-RKDQ�5RRV�
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.0�DQG�,&0�0RGHOV.0�DQG�,&0�0RGHOV

• ,&0 3DWULFN +��6XOOLYDQ
• 6NDQGLD�1DYLJDWRU /HLI�(GYLQVVRQ
• +XEHUW�6DLQW�2QJH�0RGHO� +XEHUW�6DLQW�2QJH
• %DODQFHG�6FRUHFDUG 5��.DSODQ��'��1RUWRQ
• 0RGHOR�,QWHOHFW &OXE�,QWHOHFW
• 0RQLWRU�GH�$FWLYRV�,QWDQJLEOHV .��6YHLE\
• ,&%6 -�0��9LHGPD
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1DYHJDGRU��GH 6NDQGLD1DYHJDGRU��GH 6NDQGLD

(QIRTXH�GH
&OLHQWHV

(QIRTXH�GH
&OLHQWHV

(QIRTXH�GH�,QQRYDFLyQ�\�'HVDUUROOR

(QIRTXH�)LQDQFLHUR(QIRTXH�)LQDQFLHUR

(QIRTXH�GH
3URFHVRV

(QIRTXH�GH
3URFHVRV(QIRTXH

+XPDQR

3DVDGR

3UHVHQWH

)XWXUR

&,

$PELHQWH�2SHUDWLYR

)XHQWH��(GYLQVRQ��0DORQH�������
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(O�YDORU�GH�OD�HPSUHVD(O�YDORU�GH�OD�HPSUHVD

9DORU�GH�OD
HPSUHVD

9DORU�GH�OD
HPSUHVD

$FWLYRV
7DQJLEOHV
$FWLYRV
7DQJLEOHV $FWLYRV

,QWDQJLEOHV
$FWLYRV

,QWDQJLEOHV

,GHQWLILFDU�HO�FRQMXQWR�GH�DFWLYRV�LQWDQJLEOHV��
TXH�JHQHUDQ�R�JHQHUDUiQ�YDORU�SDUD�OD�HPSUHVD�
�\�QR�HVWiQ�UHFRJLGRV�HQ�ORV�HVWDGRV�FRQWDEOHV�

)XHQWH�%%9��(ODERUDFLyQ�3URSLD�
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*HVWLyQ�GHO
&RQRFLPLHQWR
*HVWLyQ�GHO

&RQRFLPLHQWR

&DSLWDO
+XPDQR
&DSLWDO
+XPDQR &DSLWDO

5HODFLRQDO
&DSLWDO

5HODFLRQDO

&DSLWDO
(VWUXFWXUDO
&DSLWDO

(VWUXFWXUDO

*HVWLyQ�GHO�&RQRFLPLHQWR
(O�FRQMXQWR�GH�SURFHVRV
TXH�KDFHQ�TXH�HO�&DSLWDO
,QWHOHFWXDO�GH�OD�HPSUHVD

FUH]FD�

&DSLWDO�,QWHOHFWXDO
(O�FRQMXQWR�GH�DFWLYRV

LQWDQJLEOHV��TXH�JHQHUDUiQ
YDORU�SDUD�OD�HPSUHVD��\�QR

HVWiQ�UHFRJLGRV�HQ�ORV
HVWDGRV�FRQWDEOHV�

*HVWLyQ�GHO�FRQRFLPLHQWR�\�&DSLWDO�,QWHOHFWXDO*HVWLyQ�GHO�FRQRFLPLHQWR�\�&DSLWDO�,QWHOHFWXDO

&DSLWDO
)XHQWH�%%9��(ODERUDFLyQ�3URSLD�
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/D�*HVWLyQ�GHO�&RQRFLPLHQWR�� 0RGHOR/D�*HVWLyQ�GHO�&RQRFLPLHQWR�� 0RGHOR
(V�HO�FRQMXQWR�GH�SURFHVRV�\
VLVWHPDV�TXH�HVWiQ�RULHQWDGRV�D
LQFUHPHQWDU�HO�&DSLWDO�,QWHOHFWXDO���

*HVWLRQDQGR�FRPR�XQ�DFWLYR�PiV��HO
FRQRFLPLHQWR�RUJDQL]DFLRQDO�HVWUXFWXUDGR
�JHVWLRQDU�SDUD�VX�UHXWLOL]DFLyQ��WRGR�HO

FRQRFLPLHQWR�TXH�H[LVWH�HQ�OD�RUJDQL]DFLyQ�

7HMLHQGR�\�JHVWLRQDQGR�XQD�UHG�
GH�UHODFLRQHV�FRQ�HO�H[WHULRU�

• &/,(17(6
•3529(('25(6
•&2/$%25$'25(6
•$*(17(6�'(/�6(&725

'HVDUUROODQGR�ODV
FRPSHWHQFLDV�GH

SHUVRQDV�\�HTXLSRV

4Promoviendo la conversación del
conocimiento individual en conocimiento 
colectivo:

- mediante su estructuración, almacenamiento 
y distribución

- transmitiéndolo por sistemas de socialización

4Garantizando que el conocimiento
colectivo revierta y enriquezca el
desarrollo de competencias de las
personas

4Convirtiendo en VALOR para 
clientes, proveedores, otros agentes…
nuestro conocimiento estructurado

4Promoviendo que nuestra BASE DE 
CONOCIMIENTO COLECTIVO se 
alimente del conocimiento externo

4Conectando a los individuos con el exterior 
para que incorporen nuevas perspectivas

4Convirtiendo las competencias de los individuos
en más y mejores relaciones con los clientes

�� �� � �� �� �
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&DSLWDO
+XPDQR
&DSLWDO
+XPDQR &DSLWDO

5HODFLRQDO
&DSLWDO

5HODFLRQDO

&DSLWDO
(VWUXFWXUDO
&DSLWDO

(VWUXFWXUDO
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/D�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO�� ,QGLFDGRUHV/D�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO�� ,QGLFDGRUHV

,1',&$'25(6�'(�&$3,7$/�+80$12
���� ���� ���� ����

1��GH�HPSOHDGRV�HQ�(VSDxD ���������������������������������
1��GH�HPSOHDGRV�HQ�HO�UHVWR�GHO�PXQGR ����� ������ ������ ������
��SODQWLOOD�FRQ�FDWDORJDFLyQ�PHQRU�VWDQGDUG ���� ��� ��� ���
��KRUDV�GH�IRUPDFLyQ�VREUH�MRUQDGD�ODERUDO ���� ���� ���� ����
(GDG�PHGLD�GH�OD�SODQWLOOD ���� ���� ���� ����
'LYHUVLGDG�KRPEUHV�PXMHUHV ����� ����� ����� �����
5RWDFLyQ�LQWHUQD ���� ���� ����������������
,QJUHVRV�GH�MyYHQHV�DOWR�SRWHQFLDO ��� ��� ���
,QJUHVRV�GH�HVSHFLDOLVWDV ������ ��������������



��������-RVp�0��9LHGPD�0DUWL

/D�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO�� ,QGLFDGRUHV/D�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO�� ,QGLFDGRUHV

,1',&$'25(6�'(�&$3,7$/�(6758&785$/
���� ���� ���� ����

)OH[LELOLGDG�GH�OD�UHWULEXFLyQ
��5HWULEXFLyQ�YDULDEOH���WRWDO ��������������������������
)OH[LELOLGDG�GH�OD�UHWULEXFLyQ
��SHUVRQDV�FRQ UHW��9DULDEOH ��������������������������
��GH�SHUVRQDV�HQ�'�2�5��
�'LUHFFLyQ�RULHQWDGD�D�UHVXOWDGRV� ��������������������������
1��GH�HTXLSRV�GH�PHMRUD ��������������������������������������
1��GH�SHUVRQDV�IRUPDGDV�HQ�&DOLGDG�7RWDO ������������������������������������
%DVHV�GH�GDWRV�FRUSRUDWLYDV��$FFHVRV�D�%%9�LQIRUPD ����������������������������������������
1��GH�VXJHUHQFLDV�GH�PHMRUD ��������������������������������������������
1��GH�SDUWLFLSDQWHV�PHGLRV�HQ�FDGD�FRQFXUVR�LQWHUQR ���������������
����1XHYR�PRGHOR�GH�IRUPDFLyQ�HQ�FDOLGDG
����5HODQ]DQGR�XQ�QXHYR�³6LVWHPD�GH�,GHDV�%%9´�6HSWLHPEUH������
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/D�*HVWLyQ�GHO�,QWHOHFWXDO�� ,QGLFDGRUHV/D�*HVWLyQ�GHO�,QWHOHFWXDO�� ,QGLFDGRUHV

,1',&$'25(6�'(�&$3,7$/�5(/$&,21$/
���� ���� ���� ����

1��2ILFLQDV�HQ�(VSDxD �������������� ��������������
1��GH�RILFLQDV�HQ�HO�UHVWR�GHO�PXQGR ����������������������������������
3ODQWLOOD�HQ�SXHVWRV�GH�*HVWLyQ�\�)URQW�2IILFH ����� ����� ����� �����
3ODQWLOOD�HQ�SXHVWRV�GH�%DFN�2IILFH ��������������������������������� ����
,QGLFH�GH�OHDOWDG�GH�ORV�FOLHQWHV�HQ�OD�UHG�FRPHUFLDO ����
,QGLFH�GH�VDWLVIDFFLyQ�GH�ORV�FOLHQWHV�HQ�OD�UHG�FRPHUFLDO ���
3RVLFLyQ�V�VHFWRU ��

,QGLFH�GH�QRWRULHGDG�HVSRQWiQHD ���
3RVLFLyQ�V�VHFWRU ��

,QGLFH�GH�VDWLVIDFFLyQ�GH�FOLHQWH�LQWHUQR�HQ�RILFLQDV �����
,QGLFH�GH�VDWLVIDFFLyQ�GH�FOLHQWH�LQWHUQR�HVWUXFWXUDV�LQWHUPHGLDV �����
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/D�0HWRGRORJtD�GH�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO/D�0HWRGRORJtD�GH�*HVWLyQ�GHO�&DSLWDO�,QWHOHFWXDO

9LVLyQ
2EMHWLYRV�\

(VWUDWHJLD�GH�OD�81

&RPSHWHQFLDV�
1XFOHDUHV

3DUD�DOFDQ]DU�ORV
REMHWLYRV�\�KDFHU
IUHQWH�FRQ�p[LWR�
D�ORV�PHMRUHV�
FRPSHWLGRUHV

*$3�&RPSHWHQFLDV
QXFOHDUHV

3DUD�DOFDQ]DU�ORV
REMHWLYRV�\�KDFHU

IUHQWH�D�ORV
PHMRUHV�FRPSHWLGRUHV

(VWUDWHJLDV�SDUD�OOHQDU�HO�*$3

2EMHWLYRV�\
(VWUDWHJLD�GH�ORV

PHMRUHV�FRPSHWLGRUHV
GH�OD�PLVPD�DFWLYLGDG

&RPSHWHQFLDV
1XFOHDUHV�GH�ORV

PHMRUHV�FRPSHWLGRUHV

%(1&+0$5.,1*

(PSUHVD��; &RPSHWLGRUHV�
([FHOHQWHV
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%HQFKPDUNLQJ�HVWUDWpJLFR�FODYH�GHO�DQiOLVLV�'�$�)�2�%HQFKPDUNLQJ�HVWUDWpJLFR�FODYH�GHO�DQiOLVLV�'�$�)�2�

(TXLSR�'LUHFWLYR

2UJDQL]DFLyQ

&DUDFWHUtVWLFDV
*HQHUDOHV

• +LVWRULD�
• $FWLYLGDGHV�
• (YROXFLyQ�
• 8ELFDFLyQ�

• 3DtV� &OXVWHU

(PSUHVD %HQFKPDUNLQJ�(VWUDWpJLFR &RPSHWLGRUHV�([FHOHQWHV
$��%��&«�

(TXLSR�'LUHFWLYR

2UJDQL]DFLyQ

&DUDFWHUtVWLFDV
*HQHUDOHV

• +LVWRULD�
• $FWLYLGDGHV�
• (YROXFLyQ�
• 8ELFDFLyQ�

• 3DtV� &OXVWHU

)DFWRUHV�FODYH�GH
FRPSHWLWLYLGDG

• 3URGXFWRV
• 3URFHVRV
• 9HQWDMDV�&RPSHWLWLYDV
• &RPSHWHQFLDV�QXFOHDUHV
• &RPSHWHQFLDV�SHUVRQDOHV

(O�FRPSHWLGRU�H[FHOHQWH�KD�GHPRVWUDGR�FRQ�KHFKRV�KDEHU�HQFRQWUDGR
XQD�H[FHOHQWH�FRPELQDFLyQ�GH�6�:��FRQ�2�7�
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. (Q�OD�HUD�GH�OD�LQIRUPDFLyQ�ORV�DFWLYRV�PiV�YDOLRVRV�GH�ODV�
HPSUHVDV�VRQ�ORV�DFWLYRV�LQWDQJLEOHV��DFWLYRV�GH�FRQRFLPLHQWR�
R�FDSLWDO�LQWHOHFWXDO�

. /RV�DFWLYRV�LQWDQJLEOHV�WLHQHQ�VX�RULJHQ�HQ�ORV�FRQRFLPLHQWRV��
KDELOLGDGHV��YDORUHV�\�DFWLWXGHV�GH�ODV�SHUVRQDV�TXH�FRQVWLWX\HQ HO�
Q~FOHR�HVWDEOH�GH�OD�HPSUHVD��&DSLWDO�+XPDQR��
. /D�IXHQWH�SULQFLSDO�GH�YHQWDMDV�FRPSHWLWLYDV�GH�XQD�HPSUHVD�
UHVLGH�HQ�VXV�³FRUH�FRPSHWHQFLHV³�R�OR�TXH�HV�OR�PLVPR�HQ�VXV�
FRQRFLPLHQWRV�HVHQFLDOHV�R�FDSLWDO�LQWHOHFWXDO�
. (O�FDSLWDO�LQWHOHFWXDO�FRPSUHQGH�

. /RV�FRQRFLPLHQWRV�GHQWUR�GH�OD�FDEH]D�GH�ORV�HPSOHDGRV��
�&DSLWDO�+XPDQR�
. /RV�FRQRFLPLHQWRV�TXH�TXHGDQ�HQ�OD�HPSUHVD�FXDQGR�ORV�
HPSOHDGRV�VH�YDQ�D�FDVD����&DSLWDO�(VWUXFWXUDO��
. (O�FRQMXQWR�GH�UHODFLRQHV�HVWDEOHFLGDV�FRQ�FOLHQWHV��SURYHHGRUHV
\�FRQ�RWURV�FROHFWLYRV�H�LQVWLWXFLRQHV���&DSLWDO�5HODFLRQDO�

(O�&DSLWDO�,QWHOHFWXDO��&RQFOXVLRQHV�(O�&DSLWDO�,QWHOHFWXDO��&RQFOXVLRQHV�



��������-RVp�0��9LHGPD�0DUWL

(O�&DSLWDO�,QWHOHFWXDO��&RQFOXVLRQHV�(O�&DSLWDO�,QWHOHFWXDO��&RQFOXVLRQHV�

. /D�LGHQWLILFDFLyQ��PHGLFLyQ�\�JHVWLyQ�HILFD]�GHO�&DSLWDO�,QWHOHFWXDO
HV�HO�IDFWRU�GHWHUPLQDQWH�GHO�p[LWR�IXWXUR�GH�ODV�HPSUHVDV�

. /DV�LQIRUPDFLRQHV�HFRQyPLFDV�\�ILQDQFLHUDV�WUDGLFLRQDOHV�VRQ
LQVXILFLHQWHV�HQ�HO�FRQWH[WR�DFWXDO�
. /RV�PRGHORV 6NDQGLD�1DYLJDWRU��%DODQFHG 6FRUHFDUG�H�,&%6�FRQWULEX\HQ
D�JHVWLRQDU�HILFD]PHQWH�HO�&DSLWDO�,QWHOHFWXDO�SDUD�FRQVHJXLU�OD
PLVLyQ�\�REMHWLYRV�GH�OD�HPSUHVD�\�KDFHU�IUHQWH�FRQ�p[LWR�D�ORV�PHMRUHV
FRPSHWLGRUHV�

. (O�YDORU�GH�XQD�HPSUHVD�HQ�HO�PHUFDGR�YLHQH�GHWHUPLQDGR�FDGD
YH]�PiV�SRU�VX�&DSLWDO�,QWHOHFWXDO�
. /RV�LQGLFDGRUHV�WUDGLFLRQDOHV�HFRQyPLFR�ILQDQFLHURV�GHEHQ�
FRPSOHPHQWDUVH�FRQ�RWURV�LQGLFDGRUHV�GH�FDSLWDO�KXPDQR��HVWUXFWXUDO
\�UHODFLRQDO


