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ABSTRACT

Purpose: The objective was to determine the relationship between business
innovation and service quality in companies in the sports betting sector.

Theoretical framework: Existing theory provided a great deal of knowledge on
business innovation and service quality, but there is very little information on these
variables together and with the dimensions that have been studied, which is why this
research is very important because it contributes new knowledge to scientific research.

Design/methodology/approach: A mixed, non-experimental, grounded theory,
basic, descriptive-correlational approach was considered, applying the interview to 06
managers and the questionnaire to 50 customers of the companies in the sports betting
sector.

Results: The findings revealed that there is a connection between the variables, but

with some dimensions it was necessary to accept the Ho.

Research, practical and social implications: To remain competitive in the face of
increasing market demand, companies must take advantage of all opportunities.

PREREGISTERED

Originality/value: Concluding that companies urgently need to have a competitive
trend that allows them to increase the demand for the services they are offering, but
for this, it is necessary to implement strategic management systems with emphasis on
service, costs, technology, and the provision of services, since this allows in the long
term to position the firm in the market.

OPEN DATA OPEN MATERIALS

Doi: https://doi.org/10.26668/businessreview/2023.v8i5.1761

INOVACAO EMPREENDEDORA E QUALIDADE DE SERVICO NO SETOR DE APOSTAS
ESPORTIVAS, BAGUA - PERU

RESUMO
Objetivo: O objetivo foi determinar a relacdo entre inovacdo empresarial e qualidade de servigo em empresas do
setor de apostas esportivas.
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Nachucho, M. C,, Estela, Y. Y. P,, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Referencial tedrico: A teoria existente forneceu muito conhecimento sobre inovagdo empresarial e qualidade de
servigo, mas ha muito pouca informacéo sobre essas variaveis juntas e com as dimensdes que foram estudadas,
por isso esta pesquisa € muito importante porque contribui com novos conhecimentos a investigagdo cientifica.
Desenho/metodologia/abordagem: Foi considerada uma abordagem mista, ndo experimental, grounded theory,
basica, descritivo-correlacional, aplicando-se a entrevista a 06 gestores e o questionario a 50 clientes das empresas
do setor de apostas esportivas.

Resultados: Os achados revelaram que existe uma conexdo entre as variaveis, mas com algumas dimensdes foi
necessario aceitar o Ho.

Pesquisa, implicacbes préaticas e sociais: Para se manterem competitivas diante da crescente demanda do
mercado, as empresas devem aproveitar todas as oportunidades.

Originalidade/valor: Concluindo que as empresas precisam urgentemente ter uma tendéncia competitiva que lhes
permita aumentar a demanda pelos servicos que estdo oferecendo, mas para isso € necessario implementar sistemas
de gestéo estratégica com énfase em atendimento, custos, tecnologia e a prestacéo de servicos, uma vez que permite
a longo prazo posicionar a empresa no mercado.

Palavras-chave: Servigo, Cliente, Empresa, Qualidade, Inovacéo.

INNOVACION EMPRENDEDORA Y CALIDAD DE SERVICIO EN EL SECTOR DE LAS APUESTAS
DEPORTIVAS, BAGUA - PERU

RESUMEN

Objetivo: El objetivo fue determinar la relacion entre la innovacion empresarial y la calidad de servicio en
empresas del sector de apuestas deportivas.

Marco tedrico: La teoria existente aporté mucho conocimiento sobre la innovacion empresarial y la calidad del
servicio, pero existe muy poca informacion sobre estas variables en conjunto y con las dimensiones que se
estudiaron, por lo que esta investigacién es muy importante porque aporta nuevos conocimientos a la ciencia.
investigacion.

Disefio/metodologia/aproximacion: Se considerd un enfoque mixto, no experimental, de teoria fundamentada,
basico, descriptivo-correlacional, aplicandose la entrevista a 06 directivos y el cuestionario a 50 clientes de
empresas del sector de apuestas deportivas.

Resultados: Los hallazgos revelaron que existe conexion entre las variables, pero con algunas dimensiones fue
necesario aceptar la Ho.

Implicaciones sociales, practicas y de investigacion: para seguir siendo competitivas frente a la creciente demanda
del mercado, las empresas deben aprovechar todas las oportunidades.

Originalidad/valor: Concluyendo que las empresas necesitan urgentemente tener una tendencia competitiva que
les permita incrementar la demanda de los servicios que estan ofreciendo, pero para ello es necesario implementar
sistemas de gestion estratégica con énfasis en atencion, costos, tecnologia y el prestacién de servicios, ya que
permite a la empresa posicionarse en el mercado a largo plazo.

Palabras clave: Servicio, Cliente, Empresa, Calidad, Innovacion.

INTRODUCTION

Entrepreneurial innovation (EI) is a key competitive trend in the context of growing
market demand for capabilities and value-added capabilities for products and services (Milena,
2019). Thus, Conga et al. (2019) show that CS to the customer is about meeting and exceeding
customer perspectives to obtain competitive advantages such as; attracting new customers,
loyalty of current ones, as well as improving organizational intervention and development, cost-
benefit optimization, affiliate image and durability.

Saldarriaga et al. (2019) point out that the Popayan market is made up of micro-

enterprises selling goods and services, mostly in the arts, and that the impact of globalization
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on the economy is causing changes and demands in society, which is being managed. Likewise,
Milena (2019) Indicates that the economy of Colombia and Venezuela moves through trade,
and that the closing of borders has harmed these economic agreements, driving companies to
seek new challenges and opportunities for growth and strengthening.

According to Tenorio and Cruz (2019) show that starting a business is a means of
subsistence and a source of income, but without understanding what a business is or how it is
managed, a limited business concept and sensitive issues such as competition or the market.
Rojas et al. (2020) show that in order to provide a good service, a long and difficult process
must be followed by the whole organization, as well as a responsibility in development,
providing good attention and personalization, and most importantly, adequate and available
human capital.

The lack of commercial skills in the company has led to neglect after the sale of the
product or the provision of the service, which has caused buyers to feel dissatisfied with the
contracted service (Sariningsih y otros, 2023). Instead, Alkhodary (2023) they argue that in
order to achieve efficiency in strategic management, it is necessary to include formulation,
implementation, monitoring, evaluation and leadership in all planning as this enables
employees to have the necessary skills to provide quality service to customers.

In Peru, according to Garcia et al. (2021) due to low income, difficulty in obtaining
credit, lack of human capital and lack of access to financing, SMEs have not been able to find
improvements and innovation since then. On the other hand, Espinoza et al. (2019) indicate that
the mortality of SME development is high, most of them do not exceed 5 years of existence,
ninety percent of the firms cannot last more than 10 years due to lack of innovation and
marketing. Cruz et al. (2020) Private companies lack professionals and collaborators capable
of satisfying customers because their mission and vision are not clear, and their service policies
and strategies are inadequate to enable them to improve CS to the maximum.

In Bagua, there is a growing tendency among businessmen to open sports betting
establishments. It has been observed that, along with the opening of new sports betting
establishments, there are also closures of establishments that have been in the market for only
a few years, because they are only concerned about having new infrastructure rather than
advanced technology. However, it has been observed that there is a lack of preparation of
personnel during customer service, which does not guarantee a high level of service from the

company. Similarly, it was considered as an objective, to determine the connection of El and
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CS in the Bagua betting shops. It was also formulated as a hypothesis: There is a significant
connection between El and CS in Bagua's gambling houses.

LITERATURE REVIEW

Teran et al. (2021) by using a rating tool based on the SERVQUAL model to measure
CS, as it helps to understand users' discernments about the CS provided. In addition, Rojas et
al. (2020) pointed out that the service offered by SMEs in terms of social responsibility depends
on low service quality.

On the other hand, Del Carpio and Miralles (2020) found that to optimize their
innovation capacity, firms need access to the external market. Likewise, Velez et al. (2019)
corroborated that there is a relationship between the variables, for the performance of
innovative firms in Ecuador. Similarly, Bustamante et al. (2019) noted that the measure, even
after more than 30 years since its creation, continues to be widely used in health care. Also,
Silva et al. (2021) hinted that the service provided by accommodation was of good quality,
restaurants had positive and negative aspects, and transportation provided poor service.

Also, Ramos et al. (2020) indicated that there is a correlation between CS and
satisfaction who underwent minimally invasive facial aesthetic procedures. On the other hand,
Valencia, and Duche (2019) mentioned that there is a high correlation between EI and the
competitiveness of manufacturing Mypes in the metropolitan area. At the same time, Flores et
al. (2019) stated that IT management has many perspectives. From an economic point of view,
the benefits of its progress and its impact on corporate progress are protected; while the more
human issue of using technology to replace skilled human capital is detrimental to the
workforce and to the social conditions of workers.

Entrepreneurial Innovation according to Perez (2019) EI has become a key competitive
trend as market demand for both service and product and value-added opportunities increases.
Innovation in services according to Avila & Morales (2019) are the result of the consummation
of adequate quality management systems and profitability improvement strategies. They further
classify it as product, business process and marketing innovation that increases the level of
change in organizational performance. In addition, Vega et al. (2020) propose a classification
of progressive knowledge-based innovation capability processes, defined as the ability to fully
utilize a firm's capabilities to offer cutting-edge goods and services.

Technological innovation Flores et al. (2019) is the requires the use of technology to
use the organization's resources for the benefit of the customer, so its study allows the
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development of strategies and specific measures for the organization. Likewise, the main
objective of technological innovation is to influence the final perception of customers, generate
levels of satisfaction and quality above the standard, and achieve the expected recognition and
positioning based on differentiation.

Secure and effective payment methods Arambulo et al. (2022) is a group of equipment
that facilitates financial transactions between commercial entities. Many commentators also
point out that a reliable payment system can help reduce transaction risks, boost the assurance
of monetary policy and the banking sector, and strengthen the stability of the financial system.
Innovative attitude Canizales (2020) argues that it is one of the key components of economic
VC, as well as of human capital. Innovative attitudes, reinforced by organizational culture and
human talent, are therefore the engines that drive innovation, the result of incorporating human
capabilities into productive and organizational capabilities.

Competitiveness Diaz et al. (2021) mention that the competitiveness of each company
depends on its internal structure and its ability to manufacture to increase its sales and
outperform its competitors in various fields. Value added Diaz et al. (2021) mention that it is
the added value of a product or service offered by an organization. This added value allows the
creation of differentiation strategies and creates a VC. This has an impact on increasing
revenues and achieving a position in the market.

Innovations in services Vega et al. (2020) point out that it is the preface of unknown
goods or services, processes, marketing techniques or new organizational methods. They also
mention that for innovation to exist, at least the product, process or method must be new and
improved for the company. Also, Avila & Morales (2019) emphasize that the importance of
innovation to succeed in today's technologically advanced and globally interconnected market
, arguing that management systems must evolve to adapt to business needs and transform
traditional procedures into digitally enabled automated manufacturing steps.

Additionally, Garcia et al. (2021) comment that it is one of the most effective business
strategies to face economic difficulties, as new trends emerge, and companies need to adapt to
changing markets. Competitive efficiency Medeiros et al. (2019) are linked to long-term
learning that improves their competitive strategies, making this capability decisive for the firm's
success. On the other hand, Romero et al. (2020) mention that the competitive efficiency
strategy must be carefully designed and formulated to achieve an effective combination of

resources and capabilities to increase competitiveness and obtain a high level of positioning.
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Final customer perception according to Cantillo et al. (2020) mention that perception
refers to how an individual selects, constructs and articulates stimuli to perceive the
environment in an appropriate way and with the appropriate meaning. Likewise, if the customer
has confidence, he/she will develop empathy with the seller and will also feel comfortable with
all the information he/she receives. On the other hand, Mahecha et al. (2020) mention that the
value of a service is not only defined strictly in relation to the customer's business performance,
but also depends largely on the customer's perception, which is affected by the attributes of the
service or product as value indicators, such as current or past experience with similar attributes
and relevant competition, the quality of an opponent or other peers.

Satisfaction and quality Montalvo et al. (2020) customers are said to be satisfied when
the service provider meets or exceeds their expectations of the CS they received from the
business in question. Also, Febres & Mercado (2020)also allude that satisfaction is highly
expressed when the content of the service exceeds their expectations. Positioning Maza et al.
(2020) is a term used to describe how well known a particular brand is among consumers.
Therefore, it is crucial to identify the attribute or characteristic with which to prototype the label
for the human mind market. Likewise, Olivar (2020) emphasizes that to achieve positioning,
situational analysis, formulation, strategy, evaluation, and control must be considered.

Differentiation Lopez et al. (2019) mention that differentiation is determined not only
by products or services, but also by other sources of application, such as production process,
applied technology, patent knowledge, marketing. Franco et al. (2022) those involved in
business point to things like product, delivery system, marketing, perspective, and quality as
ways in which these factors help companies stand out from the competition. Payments between
commercial entities Pastor (2020) is the function where a financial entity intervenes using
electronic money, the service provided through the Internet, with flexibility and with different
systems of international collections and payments, providing security to electronic commerce.

Secure and efficient payment system Zunzunegui (2018) mentions that it is a flexible
system that seeks a balance between security, efficiency, and ease of payments. Likewise, he
mentions that the system allows setting a security protocol under the control of supervisors. In
addition, Cotrina & Pumarrumi (2020) emphasize that the use of media such as the mobile
wallet (BIM), allows managing funds from any type of cell phone, which brings together most
of the financial issues and facilitates the management of financial funds for everyone.

Human capital Rojas (2018) is the most asset within a firm and its quantity can be

measured through business transformation where experience, knowledge, motivation, goal
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setting and change management of the environment guarantee business success. Competitive
advantage (VC) Arellano (2017) is a management indicator. It can be shown in various ways,
such as its good image, its privileged location, or its lower price than those of its competitors.

Organizational culture Reyes (2019) is a system of meaning shared by the individuals
of a company that is the sequel of a social structure composed of emblems and must be
interpreted as such. These symbols are determined by established norms and individuals are
integrated into the day-to-day operations within organizations as more or less correct ways of
being and acting.

Human capabilities Garcia (2021) are not simply skills residing within a person but
rather the freedoms and opportunities available to someone to choose and act in circumstances.
Therefore, when we speak of skills, we are not only looking at an individual's innate
developmental abilities or acquired and developed traits and skills. Productive capacities
Tarapuez (2019) are the personal and organizational skills embedded in organizations that
require customizing internal progress across a variety of technological and organizational
functions that companies need to perform a variety of tasks such as collective skills, productive
knowledge, and experience.

Organizational capabilities Valencia(2019) are skills that managers develop to create
and achieve sustainable VC in a rapidly changing business environment characterized by
widely dispersed organizational sources of innovation and production. Organization Mero
(2018) is the deliberate coordination of the actions of a set of people to achieve common goals
through divisions of labor and functions complemented by hierarchies of authority and
responsibility.

Operational processes Cantero (2021) are those that include the entire process of
reception, storage, and delivery of goods, since they are directly related to the services provided.
Service Valenzuela (2019) is the sum of the activities, benefits and rewards that accompany or
are included in the sale of the product. Differentiation strategy Gallegos (2020) is what
distinguishes a company from others in its industry; the process by which researchers identify
the characteristics that will help it stand out from the crowd and achieve higher profits.

Sales Vasconez (2015) means any action in which a seller learns of a buyer's wants
and needs through a personal or impersonal process, creates an incentive for a transaction, and
then satisfies those wants and needs for the benefit of the buyer. Positioning Siguenza (2020)
Communication campaigns are used through media such as television and social networks, as

they are the most used media nowadays.
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Quality of Service is based on feedback from existing customers who inform
companies about the quality of the service they are receiving. Therefore, this aspect is
understood as the contrast between customer expectations and their experience with service
performance, and when assessing service quality, cognitive responses are made at the level of
service attributes, such as tangibles and interactivity provided by the staff (Henao, 2019).

Also, CS Customers' perceptions of a service are formed based on the provider's
familiarity with their needs and the company's ability to go beyond their expectations.
(Izquierdo, 2021). Tangible and intangible elements in previous research they define the visible
or tangible components of services as those linked to the appearance of technical equipment
and image of personnel, customer service facilities and technological communication resources
of firms (Castillo, 2019).

Reliability or trustworthiness unlike trust, which indicates a firm belief in the veracity
of a person, thing, or process, perception-based judgment requires both objective and subjective
evaluations of the information provided by the source in question (Orozco et al. 2018).
Responsiveness context is related to the performance, speed and coordination with which
actions are implemented and periodically reviewed; it has to do with the decision making based
on acquired knowledge and developed skills that empower the organization to understand and
act effectively (Demuner et al. 2020).

Security provides a safe space for the customer to feel secure. Provide state-of-the-art
and well-maintained machinery to ensure customer satisfaction (Cruz et al. 2020). Empathy it
is the ability to understand and empathize with another person's emotional state, sometimes
referred to as "empathy,"” has been defined as the state of mind one displays or experiences in
response to another person's emotional situation (Cruz, 2021).

Technological resources these machines and programs have many potential social
applications, including, among others, the fields of medicine, economics, and education. In
addition, they have a wide range of applications, but are always evolving and improving as new
updates are released, eventually replacing older and less effective technologies with more
advanced ones that provide similar or even greater benefits (Cevallos et al. 2020).

Quality in short, a person's qualities indicate his or her ingrained patterns of thought,
emotion, and behavior as they conform to social norms, cultural values, and personal
convictions (Alonso et al. 2019). Confidence in workers those who have direct, individual

contact with their employer or other members of management and who are therefore privy to
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trade secrets, trade secrets, professional secrets, and other confidential company information
(Nava, 2019).

Knowledge level as the firm's absorptive capacity grows, it will be better able to
recognize, interpret and value environmental signals and use any relevant information at its
disposal. This will allow it to take advantage of any VC that provides its increased proactivity
(Demuner et al. 2020). Response time a more accurate acquisition of information about the
emergency and, therefore, a faster response time by the responders can be ensured by having
an integrated solution that brings together many of the common peculiarities of an emergency
(Mata & Romo, 2020).

Trust and confidence building when customers trust the financial institution, they are
more likely to use its online services for any transaction or information request (Levy et al.
2020). Credibility it has to do with an essential attribute of quality and the trust one places in a
message, source or medium, which in turn depends on the interaction of multiple dimensions
at once, such as fuzziness and millimeter accuracy (Gualda & Ruas, 2019).

Customer understanding it is both the cause and effect of conception, and some people
define it as the moment when a person "gets it" or "gets it right", or when an idea or a plan for
anything forms in their heads (Del Toro, 2019). Customer interest in addition to employing
empathy, the professional must have the necessary sapiences to meet all possible demands of
the client for successful interventions (Da Silva et al. 2019).

Customer welfare the theory that hedonic well-being and consumer behavior are
intertwined is reinforced by the fact that consumers view the purchase of certain brands and
products as a meaningful and effective way to increase their happiness. Engaging in consumer
activities such as shopping and selecting products is said to provide people with a sense of

satisfaction and pleasure (Vargas, 2019).

METHODOLOGY

A mixed methods study was conducted. Ochoa et al. (2020) externalize that it is where
there is a mixture of quantitative and qualitative parts that allow the researcher to increase his
knowledge through the interviews and questionnaires applied.
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Figure 1 Methodology of the research work
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RESULTS AND DISCUSSION

When processing the data obtained from the interviews conducted with the managers of
the companies engaged in the sports betting business, in the subcategory of payment methods,
they agreed that the company has the necessary funds to pay the winnings of its customers, but
that there are always inconveniences, but that they are open to solving such problems. With
respect to the payment system indicator, on some occasions a balance between security is not
achieved because there are people who always seek to damage the systems and take advantage
of people, but they are working hard to improve these impasses.

Terén et al. (2021) by using a rating tool based on the SERVQUAL model to measure
CS, as it helps to understand users' discernments about the CS provided. In addition, Rojas et
al. (2020) pointed out that the service offered by SMEs in terms of social responsibility depends

on low service quality.
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In the service innovation subcategory, the managers interviewed mentioned that there
IS a need to conduct customer surveys to find out whether the innovations being made in the
company have improved the services offered to customers, and that the increase in this type of
business has led to the implementation of measures to measure the performance and efficiency
linked to the training of each of its customers, since this allows reducing as far as possible the
complaints of buyers.

In the IT subcategory, the interviewees agree that the lack of constant evaluation of the
personnel has caused them not to take the time to know the final perception of the clients, which
has caused them to lose part of the market positioning due to the lack of a marked and high
differentiation compared to other companies in the same field. The interviewees agreed that
having human capital with experience in the use of ICTs is very important for this type of
companies because this allows them to guide and serve customers in a personalized way, but
despite knowing this, they do not comply with the appropriate personnel selection processes,
resulting in having employees with experience in the field.

Likewise, they agree that the VC of the companies they manage are the delivery of
tickets, offers, promotions and social events, totally neglecting the evaluation of the principles
and values of each of their workers when serving their customers, which has generated that they
do not have a VC among their main competitors. Likewise, they agree that they encourage an
adequate organizational culture in all areas of the company, but the rules implemented by the
shareholders do not fully contribute to the constant management of this, which is one of the
reasons why they are holding meetings with the Board of Directors to modify these institutional
policies.

They also mentioned that the companies do not provide total autonomy to the workers,
which has generated that they are not able to solve any complication with the clients, generating
a work overload for the managers, since they are the ones who must solve cases that are easy
to solve, being caused because the collaborators do not have the human and productive
capacities to solve these small, but very important details.

At the same time, they pointed out that organizations do not have the capacity to create
or offer new services that allow them to maintain a VC despite the changes that occur in the
environment, as evidenced in times of pandemic, since most of them reduced their sales levels.
This is complicated by the fact that the interviewees agreed that the organization does not plan,
which leads to slow operational processes, since the goals set at the beginning of the year have

not been achieved.
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In the value added subcategory, they pointed out that after the pandemic they have
trained their personnel, thus allowing them to improve the service offered to the customer, but
despite this, there is still a very high gap to improve, which is why they have presented different
differentiation strategies to the board in order to increase and improve technological services
and thus increase the CS offered to their customers, since with these measures sales will begin
to increase until they achieve the positioning of the business in the market.

On the other hand, Del Carpio and Miralles (2020) found that to optimize their
innovation capacity, firms need access to the external market. Likewise, Velez et al. (2019)
corroborated that there is a relationship between the variables, for the performance of

innovative firms in Ecuador.
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Figure 2 Analysis of El in CS in companies in the sports betting sector, Bagua.
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To obtain the quantitative results, the data from the applied surveys had to be
added to an Excel sheet, after which they were transferred to SPSS to achieve the tables
that allow measuring the connection that exists or does not exist with the variables and
with one of the dimensions, since this is the main purpose of this scientific research.

Table 1 shows that EIl reached a sigma of less than 0.05 with CS, with TE and
with CR, thus demonstrating that hi is accepted; in addition, the Pearson coefficient
achieved is from 0.374 to 0.474, which reveals that they maintain a medium positive link.
On the other hand, with security and empathy the sigma was higher than 0.05, thus
accepting Ho, which shows that there is no connection.

In contrast, the payment methods reached a sigma lower than 0.05, with CS, ET,
with CR and S, which allows us to accept Hi, likewise, a Pearson was reached between
0.335 to 0.458, demonstrating that the connection is positive on average. It is not related
to empathy. In contrast, Sl achieved a sigma of less than 0.05 with CR and S, consenting
to accept Hi, with a Pearson of 0.350 and 0.378 respectively, indicating that they retain a
medium connection. It does not link with CS, with ET and with E.

Similarly, Bustamante et al. (2019) noted that the measure, even after more than
30 years since its creation, continues to be widely used in health care. Also, Silva et. al
(2021) hinted that the service provided by accommodation was of good quality,
restaurants had positive and negative aspects, and transportation provided poor service.

Tl achieved a sigma of less than 0.05 with CR and S, consenting to accept Hi,
with a Pearson of 0.304 and 0.337 respectively, indicating that they retain a medium
connection. It does not link with CS, with ET and with E. The 1A and VA reached a sigma
greater than 0.05, which has consented to accept the Ho, revealing that they do not
maintain any connection with all the variables. C achieved a sigma of less than 0.05 with
ET consenting to accept Hi, with a Pearson of 0.308, indicating that they retain a medium
connection. It does not link with CS, with CR, with S and with E.

Ramos et al. (2020) indicated that there is a correlation between CS and
satisfaction who underwent minimally invasive facial aesthetic procedures. On the other
hand, Valencia, and Duche (2019) mentioned that there is a high correlation between ElI
and the competitiveness of manufacturing Mypes in the metropolitan area. At the same
time, Flores et al. (2019) stated that IT management has many perspectives. From an
economic point of view, the benefits of its progress and its impact on corporate progress
are protected; while the more human issue of using technology to replace skilled human
capital is detrimental to the workforce and to the social conditions of workers.
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Table 1 Correlation of variables and dimensions

Variable Coefficient / P value CS ET CR S E
IE Pe_arson ,410™ ,374™ 474 ,223 ,087
Sigma ,003 ,007 ,000 ,119 ,547
MP Pe_arson ,335" ,384™ ,458™ ,335" -,009
Sigma ,017 ,006 ,001 ,017 ,952
IS Pe_arson ,142 ,214 ,350" 378" -,015
Sigma ,326 ,136 ,013 ,007 917
IT Pe_arson ,196 ,200 337" ,304" ,039
Sigma ,173 ,164 ,017 ,032 ,788
Al Pe_arson ,200 ,031 ,096 ,000 -,069
Sigma ,164 ,829 ,508 1,000 ,635
C Pearson ,250 ,308" ,245 ,250 ,078
Sigma ,080 ,030 ,087 ,080 ,588
VA Pe_arson ,234 ,230 ,239 ,156 ,032
Sigma ,102 ,109 ,094 279 ,824

Sample 50 50 50 50 50

Source: Own elaboration 2023

Where:

IE: Entrepreneurial innovation; CS: Quality of service; MP: Payment methods; IS: Innovation in services;
IT: Technological innovation; Al: Innovative attitude; C: Competitiveness; VA: Value added; ET: Tangible
elements; F: Reliability; CR: Responsiveness; S: Safety; E: Empathy.

CONCLUSIONS

To achieve competitiveness in the constantly growing demands in the market, it
IS necessary that organizations take advantage of every opportunity that arises, being
essential that they have an EI that allows these companies to have human elements and
organizations with innovative attitudes that aim to offer a high CS to their customers.

The results showed that these businesses have not yet achieved a balance between
security and privacy, as certain people are always looking for ways to disrupt systems and
take advantage of people , but that they are working tirelessly to remedy this .In addition,
it is important to conduct customer surveys to find out whether or not the company's
innovations have enabled it to improve the services it provides to its customers.
Furthermore, the expansion of these businesses has required the introduction of
performance and efficiency measurement techniques linked to the individual capacity of
each customer, as this enables the business to minimize customer complaints to the
greatest extent possible.

In light of this, it can be deduced that the lack of consistent evaluation of
employees has caused these fees to not have enough time to understand the final
perception of their customers, which has caused them to lose market share due to the lack
of significant participation and high differentiation against other companies in the sector

.Despite knowing this, some companies do not follow proper procedures to select
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personnel with experience in the use of ICT, which is essential to guide and serve
customers in a personalized way.

The findings showed that the VVC of the firms disappears when they direct ticket
sales, advertising campaigns and social events without considering the principles and
values of the employees. Thus, the companies in this industry foster a proper corporate
culture in all their locations; however, the standards that the players have implemented
do not fully contribute to the ongoing management of this, which is one of the reasons
why they remain in the industry.

Since these companies do not give their workers full autonomy, it follows that
they are not well equipped to handle customer complaints. This, in turn, puts additional
pressure on company managers, who must deal with simple problems because their
workers lack the human capacity and productive resources to deal with them.

It is concluded that companies urgently need to have a competitive trend that
allows them to increase the demand for the services they are offering, being unavoidable
to implement strategic management systems with emphasis on service, costs, technology,
and the provision of services, as it allows the long-term positioning of the firm in the

market, leading to increase profitability.

REFERENCES

Alkhodary, D. (2023). Integrating Sustainability into Strategic Management: a Path
Towards Long-Term Business Success. International Journal of Professional Business
Review, 8(4), 1-32. https://doi.org/10.26668/businessreview/2023.v8i4.1627

Alonso, L. A., Martinez, O., & Dominguez, I. (2019). El desarrollo de cualidades
laborales en nifios, nifias, adolescentes, jovenes y adultos. Opuntia Brava, 11(2), 116-
131. https://opuntiabrava.ult.edu.cu/index.php/opuntiabrava/article/view/747

Arambulo, M., Pefialoza, E., & Chavez, C. (2022). Analisis del comportamiento de
medios de pago distintos a efectivo, cajeros y banca virtual, 2013 — 2021. Veritas Et
Scientia, 11(1), 7-17. https://revistas.upt.edu.pe/ojs/index.php/vestsc/article/view/599

Arellano, H. (2017). La calidad en el servicio como ventaja competitiva. Revista cientifica
dominio de las ciencias, 3(1), 72-83.
https://dialnet.unirioja.es/servlet/articulo?codigo=6093282

Avila, M. A., & Morales, M. A. (2019). Innovaciéon de proceso y de gestion en un sistema
de gestion de la calidad para una industria de servicios. Revista Chilena de Economia y
Sociedad, 13(1), 37-56. https://rches.utem.cl/wp-content/uploads/sites/8/2019/07/revista-
CHES-vo0l13-n1-2019-Avila-Alfonso.pdf

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

16




Nachucho, M. C,, Estela, Y. Y. P, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Bustamante, M. A., Zerda, E. R., Obando, F., & Tello, M. G. (2019). Fundamentos de
calidad de servicio, el modelo Servqual. Revista Empresarial - Dialnet, 13(2), 1-15.
https://doi.org/10.23878/empr.v13i2.001

Canizales, L. (2020). Elementos clave de la innovacion empresarial. una revision desde
las tendencias contemporaneas. Revista innova ITFIP, 50-609.
https://doi.org/10.54198/innova06.03

Cantero, H., Herrera, Y., & Leiva, E. (2021). La gestion por procesos en una empresa
comercializadora del territorio holguinero. Ciencias holguin, 27(2), 1-14.
https://www.redalyc.org/articulo.0a?id=181566671001

Cantillo, N., Pedraza, C., & Suarez, H. (2020). Estrategias de marketing como factor de
percepcion de los clientes del sector farmacéutico del departamento de la Guajira. Revista
Aglala, 11(1), 33-46. https://revistas.curn.edu.co/index.php/aglala/article/view/1561

Castillo, R. (2019). Rol de la disposicién a la tecnologia en la evaluacion de elementos
tangibles e intangibles de los servicios postventa. TEC Empresarial, 13(2), 3-18.
https://doi.org/10.18845/te.v13i2.4491

Cevallos, J. E., Lucas, X., Paredes, J., & Tomala, J. L. (2020). Beneficios del uso de
herramientas tecnoldgicas en el aula para generar motivacién en los estudiantes. Revista
Ciencias Pedagogicas e Innovacion, 7(2), 86-93. https://doi.org/10.26423/rcpi.v7i2.304

Conga, F., Alarcon, N., & Pedraja, L. (2019). Medicién de calidad de servicio mediante
el modelo SERVQUAL.: el caso del Juzgado de Garantia de la ciudad de Puerto Montt -
Chile. The Scientific Electronic Library Online - SciELO, 27(4), 668-681.
http://dx.doi.org/10.4067/S0718-33052019000400668

Cotrina, R., & Pumarrumi, A. U. (2020). Billetera Digital: Estrategia de Inclusion
Financiera en las micro y pequefias empresas del Perd. Revista Colombiana de
contabilidad, 8(15), 31-52. https://dialnet.unirioja.es/servlet/articulo?codigo=7830992

Cruz, K. A. (2021). Empatia en personal de salud de urgencias. Psic-Obesidad Boletin
electrénico de Obesidad desde una perspectiva cognitivo conductual, 10(39), 9-14.
https://doi.org/10.22201/fesz.20075502e.2020.10.39.80510

Cruz, M. 1., Collantes, A. J., & Nauca, E. S. (2020). Estrategias de calidad de servicio
para la satisfaccion del cliente de una empresa privada. Revista epistemia, 4(2), 1 - 10.
https://doi.org/10.26495/re.v4i2.1322

Da Silva, D., Fonseca, C. C., Da Silva, P. C., Vicente, A., & Costa, E. R. (2019).
Habilidades empéticas en la consulta de enfermeria al cliente con enfermedad
cardiovascular: una revision integradora. Revista familia, ciclos de vida e saude no
contexto, 7(2), 227-239. https://doi.org/10.18554/refacs.v7i2.3391

Del Carpio, J. F., & Miralles, F. (2020). Analizando la innovaciéon comercial en las
empresas peruanas de manufactura de menor intensidad tecnoldgica. Revista
administracao de empresas, 60(3), 195-207. https://doi.org/10.1590/S0034-
759020200303

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

17




Nachucho, M. C,, Estela, Y. Y. P, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Del Toro, A. (2019). La concepcidn de clientey su repercusion en la calidad del servicio
en el restaurante. RES NON VERBA , 9(2), 9-16.
https://doi.org/10.21855/resnonverba.v9i2.214

Demuner, M. R., Becerril, O. U., & Ibarra, M. A. (2020). Capacidad de respuesta y
capacidad de absorcion. Estudio de empresas manufactureras en México. Noesis. Revista
de ciencias sociales, 27(53-2), 61-77. https://doi.org/10.20983/noesis.2018.4.4

Diaz, G., Quintana, M., & Fierro, D. (2021). La Competitividad como factor de
crecimiento para las organizaciones. INNOVA Research Journal, 6(1), 145-161.
https://doi.org/10.33890/innova.v6.n1.2021.1465

Espinoza, R., Espinoza, S., Partida, A., & Teran, M. M. (2019). Gestion de las redes
sociales y calidad de servicio electronico en los hoteles de 3 estrellas del Cusco. Revista
cientifico cultural, 8(1), 585-589. https://doi.org/10.36881/yachay.v8i1.207

Febres, R. J., & Mercado, M. R. (2020). Satisfaccion del usuario y calidad de atencion
del servicio de medicina interna del hospital daniel alcides carrién, huancayo - perd.
Facultad de Medecina, 20(3), 397-403. DOI 10.25176/RFMH.v20i3.3123

Flores, F. C., Ramos, R. P., Ramos, F., & Ramos, A. M. (2019). Gestion de Innovacion
tecnoldgica y globalizacion como factores impulsadores de la. Redalyc, 24(88), 1 - 13.
https://www.redalyc.org/articulo.0a?id=29062051014

Franco, J., Macias, S., & Lucas, G. (2022). Estrategias de diferenciacion como
herramienta para el crecimiento empresarial de la asociacion de comerciantes “Bahia 3
de diciembre” del cantén Puerto Lopez. Dominio de las Ciencias, 8(3), 2387-2400.
https://dialnet.unirioja.es/servlet/articulo?codigo=8635272

Gallegos, M. (2020). La diferenciacion como estrategia de competitividad en el sector
floricola del Canton Cayambe (Ecuador). Revistas Espacios, 41(10), 1-10.
https://www.revistaespacios.com/a20v41n10/a20v41n10p02.pdf

Garcia, J. J., Tumbajulca, 1. A., & Cruz, J. J. (2021). Innovacién organizacional como
factor de competitividad empresarial en mypes durante el Covid-19. Revista de
investigacibn  en  comunicacion y  desarrollo, 12(2), 99 -  110.
http://dx.doi.org/10.33595/2226-1478.12.2.500

Garcia, M. (2021). Capacidades humanas, educacion en cienciasycontexto rural:
producciones académicas 2010-2021. Revista tecné, episteme y didaxis: TED, 955-964.
Obtenido de
https://revistas.pedagogica.edu.co/index.php/TED/article/view/15220/10018

Gualda, E., & Ruas, J. (2019). Teorias de la conspiracion, credibilidad y confianza en la
informacién. Communication & Society, 32(1), 179-195. 10.15581/003.32.1.179-195

Henao, L. C. (2019). Calidad de servicio y valor percibido como antecedentes de la
satisfaccion de los clientes de las empresas de telecomunicaciones en Colombia. Revista
Contaduria y Administracion, 65(3), 1-23.
https://dx.doi.org/10.22201/fca.24488410e.2020.2318

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

18




Nachucho, M. C,, Estela, Y. Y. P, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Izquierdo, J. R. (2021). La calidad de servicio en la administracion publica. Revista
Cientifica Horizonte Empresarial, 8(1), 425-437. https://doi.org/10.26495/rce.v8i1.1648

Levy, J. P., Bourgault, N., Calvo, C., & Trudell, M. (2020). La influencia de la confianza
y satisfaccion del cliente en la intencién de uso de los servicios bancarios por internet: un
modelo estructural. CIENCIA ergo-sum, 27(2), 1-22.
https://doi.org/10.30878/ces.v27n2a3

Lopez, E., Lopez, G., & Agudelo, S. (2019). Relacion entre Estrategias Competitivas y
Tipos de Aprendizaje Organizativo en Empresas Colombianas. Informacion tecnolégica,
30(5), 191-202. https://dx.doi.org/10.4067/S0718-07642019000500191

Mahecha, O., Lopez, D. D., & Socarras, C. A. (2020). Percepcion del cliente y su
satisfaccion en el sector bancario del departamento de La Guajira, Colombia. Revista
espacios, 41(17), 12-19. http://ww.revistaespacios.com/a20v41n17/a20v41nl17p12.pdf

Mata, J. P., & Romo, L. (2020). Disefio e implementacion del sistema e-call en la ciudad
de Cuenca para reducir tiempos de respuesta en accidentes de transito. La Revista
Cientifica y Tecnoldgica UPSE (RCTU), 7(1), 36-42.
https://doi.org/10.26423/rctu.v7il.474

Maza, R. L., Guaman, B. D., Benetiz, A. M., & Solis, G. (2020). Importancia del branding
para consolidar el posicionamiento de una marca corporativa. Revista Killkana Sociales,
4(2), 9-18. https://dialnet.unirioja.es/servlet/articulo?codigo=7847135

Medeiros , V., Goncalves, L., & Camargos, E. (2019). La competitividad y sus factores
determinantes: un analisis sistémico para paises en desarrollo. Revista Cepal(129), 9-27.
http://hdl.handle.net/11362/45005

Mero, J. (2018). Empresa, administraciony proceso administrativo. Revista cientifica
FIPCAEC (Fomento De La investigacion Y publicacion cientifico-técnica
multidisciplinaria), 3(8), 84-102. https://doi.org/10.23857/fipcaec.v3i8.59

Milena, C. (2019). Innovacion empresarial al servicio de la micro y pequefia empresa
nortesantandereana: por la competitividad regional. ECONOMICAS CUC, 40(1), 91-104.
https://doi.org/10.17981/econcuc.40.1.2019.06

Montalvo, S., Estrada, E., & Mamani, H. (2020). Calidad de servicio y satisfaccion del
usuario en el Hospital Santa Rosa de Puerto Maldonado. Ciencia y Desarrollo, 23(2), 21-
26. http://dx.doi.org/10.21503/cyd.v23i2.2085

Nava, L. (2019). Trabajadores de direccion y de confianza. Vox Juris, 37(1), 161-166.
https://doi.org/10.24265/voxjuris.2019.v37n1.11

Ochoa, R., Nava, N., & Fusil, D. (2020). Comprensién epistemoldgica del tesista sobre
investigaciones cuantitativas, cualitativas y mixtas. ORBIS: Revista cientifica electronica
de ciencias humanas, 15(45), 13-22.
https://dialnet.unirioja.es/servlet/articulo?codigo=7407375

Olivar, N. (2020). EI neuromarketing: una herramienta efectiva para el posicionamiento
de un nuevo producto. Revista Academia & Negocios, 6(1), 127-142.
https://www.redalyc.org/journal/5608/560863786001/560863786001.pdf

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

19




Nachucho, M. C,, Estela, Y. Y. P, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Orozco , C. M., De la Asuncion, T., Correa, A. C., & Mansalve, M. A. (2018).
Credibilidad y confianza del contador publico ante las empresas. Revista Liderazgo
Estratégico, 8(1), 25-45.
https://revistas.unisimon.edu.co/index.php/liderazgo/article/view/3328

Pastor, C. (2020). La digitalizacién del dinero y los pagos en la economia de mercado
digital pos-COVID. Ekonomiaz, 98(2), 296-321. http://hdl.handle.net/10045/111460

Perez, C. (2019). Innovacion empresarial al servicio de la micro y pequefia empresa
nortesantandereana: por la competitividad regional. Econdmicas CUC, 40(1), 91-104.
https://doi.org/10.17981/econcuc.40.1.2019.06

Ramos, K. I., Podesta, L. R., & Ruiz, R. A. (2020). Calidad de servicio y satisfaccion de
pacientes sometidos a tratamientos estéticos faciales minimamente invasivos de una
clinica privada. Lima-Peru. 2019. Horizonte Médico (Lima), 20(3), 43 - 49.
http://dx.doi.org/10.24265/horizmed.2020.v20n3.07

Reyes, J. (2019). La cultura organizacional: principales desafios tedricos y metodoldgicos
para su estudio. Revista estudios del desarrollo social: Cuba y américa latina, 7(1).
http://scielo.sld.cu/scielo.php?script=sci_arttext&pid=52308-01322019000100201#B49

Rojas, C., Niebles, W., Pacheco, C., & Hernandez, H. G. (2020). Calidad de servicio
como elemento clave de la responsabilidad social en pequefias y medianas empresas.
Informacion  tecnologica, 31(4), 221-232.  http://dx.doi.org/10.4067/S0718-
07642020000400221

Rojas, J. (2018). Capital humano: un desglose tedrico para su operatividad en
organizaciones inteligentes. Centro de investigacion de ciencias administrativas y
gerenciales - CICAG, 16(1), 43-54. http://ojs.urbe.edu/index.php/cicag/article/view/2930

Romero, D., Sanchez, S., Rincon, Y., & Romero, M. (2020). Estrategia y ventaja
competitiva: Binomio fundamental para el éxito de pequefias y medianas empresas.
Revista de ciencias sociales : 26(4), 465-475.
https://www.redalyc.org/journal/280/28065077034/html/

Saldarriaga, M., Guzman, M., & Concha, E. (2019). Innovacién Empresarial: Factor de
competitividad y calidad de vida en Popayan, Colombia. Redalyc, 2, 151-164.
https://www.redalyc.org/articulo.0a?id=29063446008

Sariningsih, Y., Albert, W. K. G., & Mariane, 1. (2023). Strategy to Improve KPM’s Start-
Up Business Creativity in the Context of Social Entrepreneurship Program. International
Journal of Professional Business Review, 8(4), 1-27.
https://doi.org/10.26668/businessreview/2023.v8i4.590

Siguenza, K., Erazo, J., & Narvéez, C. (2020). Estrategias de marketing viral y el
posicionamiento de marca en el sector farmacéutico. Revista Arbitrada Interdisciplinaria
Koinonia, 5(10), 313-338. https://doi.org/10.35381/r.k.v5i10.697

Silva, R., Julca, F., Lujan, P., & Trelles, L. R. (2021). Calidad del servicio y su relacién
con la satisfaccion del cliente empresas turisticas de Canchaque-Perd. Revista de ciencias
sociales, 27(3), 193-203. https://doi.org/10.31876/rcs.v27i.36502

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

20




Nachucho, M. C,, Estela, Y. Y. P, Rodriguez, V. H. P, Espinoza, J. L., Delgado, F. M. C., Navarro, L. R. R. (2023)

Entrepreneurial Innovation and Quality of Service in the Sports Betting Sector, Bagua - Peru

Tarapuez, E. (2019). Crecimiento empresarial. Desarrollo gerencial, 11(2), 1-8.
https://doi.org/10.17081/dege.11.2.3754

Tenorio, L. E., & Cruz, N. (2019). La innovacion en emprendimientos
microempresariales en Palmira, Valle del Cauca. Revista hojas y hablas(18), 82 - 89.
https://doi.org/10.29151/hojasyhablas.n18a6

Teran, N. T., Gonzales, J., Ramirez, R., & Palomino, G. (2021). Calidad de servicio en
las organizaciones de Latinoamérica. Ciencia latina revista multidisciplinar, 5(1), 1184-
1197. https://doi.org/10.37811/cl_rcm.v5i1.320

Valencia, M. (2019). Relacion entre la innovacion de productos y capacidades
organizacionales. Ingenieria industrial, 40(2), 194-201.
http://scielo.sld.cu/scielo.php?pid=S1815-
59362019000200194&script=sci_arttext&ting=pt

Valencia, R., & Duche, A. B. (2019). Innovacion de la gestion y éxito competitivo en
medianas y grandes empresas del sector manufacturero peruano. Revista universidad y
sociedad, 11(4), 141-153. http://scielo.sld.cu/scielo.php?script=sci_arttext&pid=S2218-
36202019000400141

Valenzuela, N. (2019). La atencion al cliente, el servicio, el producto y el precio como
variables determinantes de la satisfaccion del cliente en una pyme de servicios. Revista
GEON (Gestion, Organizaciones y Negocios), 6(2), 18-24.
https://doi.org/10.22579/23463910.159

Vargas, L. (2019). Incidencia del consumo y marcas en la experiencia de bienestar
subjetivo entre jovenes: una exploracion cualitativa. Revista de comunicacion, 18(1),
166-190. https://doi.org/10.26441/RC18.1-2019-A9

Vasconez, B. E. (2015). “Analisis del proceso de ventas y su incidencia en la rentabilidad
de la empresa INFOQUALITY S.A. en la ciudad Quito, aiio 2014”. Universidad
Internacional SEK.
https://repositorio.uisek.edu.ec/bitstream/123456789/1683/1/TESIS%20-
%20BERTHA%20V%C3%81SCONEZ.pdf

Vega, Y., Olivero, E., & Gastelbondo, E. (2020). Desarrollo de la capacidad de
innovacion en procesos de servicio al cliente del departamento de matricula en
instituciones de educacion superior en Barranquilla, Colombia. Informacion Tecnologica,
31(5), 185-194. http://dx.doi.org/10.4067/S0718-07642020000500185

Velez, C. I., Afcha, S. M., & Bustamante, M. A. (2019). Cooperacion Universidad -
Empresa y su efecto sobre el Desempefio Innovador Empresarial. Informacion
tecnologica, 30(1), 159-168. http://dx.doi.org/10.4067/S0718-07642019000100159

Zunzunegui, F. (2018). La digitalizacion de los servicios de pago (Open Banking).
Regulacion Financiera(1), 1-24.
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3264759

Intern. Journal of Profess. Bus. Review. | Miami,v.8 | n.5 | p. 01-61 | e01761 | 2023.

21




