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CAPÍTULO I. BREVES COMENTARIOS ACERCA DEL CONCEPTO DE RENTA...

Frontline employees’ behavior in service 
recovery: the combination causes  

of self-regulating process

Mo Zhang 

Shanghai Maritime University

mozhang0226@qq.com

Shengce Ren 

Shanghai Maritime University

scren@shmtu.edu.cn

Ruoqi Geng 

Brunel University

ruoqi.geng@brunel.ac.uk

This study aims to extend previous research on the structural 
relationships between organisational empowerment and frontline 
employees’ behaviors by exploring the role of the self-regulating process 
(awareness, work involvement and emotional exhaustion) and its impact 
on service recovery performance using fuzzy-set qualitative comparative 
analysis (fsQCA). Following the procedure of applying fsQCA (data 
calibration, truth table construction and fsQCA analysis) on the data of 
656 frontline couriers from express mail firms in China, the results explore 
the combination of several causes as solutions that lead to both high and 
low service recovery performance. The findings 1) explore the bright 
side of frontline employees’ emotional exhaustion in service recovery 

Income inequality and entrepreneurship

Antonio Lecuna

Universidad del Desarrollo
alecuna@udd.cl

Many scholars argue that entrepreneurship concentrates wealth; not 
only because rich families choose entrepreneurial occupations more 
often, but also because entrepreneurs tend to earn and save more income 
compared to workers. However, based on panel data from 54 countries 
over the 2006–2012 period, we conclude that public policies which target 
formal and informal entrepreneurs are strongly associated with decreasing 
inequalities in the distribution of income. High aspiration entrepreneurs 
and newly registered firms do not report a significant effect in income 
distribution, which suggests that the informality information captured 
in the “total entrepreneurial activity” measurement is a key factor that 
explains the variations observed in income inequality.
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Innovative culture and leadership in 
technological companies from Argentina and 

Colombia

Marina Santucci

Universidad de la Empresa
msantucci@uade.edu.ar

The exponential evolution of technological advances is generating 
disruptive changes in organizational paradigms. This research focused 
on explaining the type of culture and leadership necessary to drive 
innovation in information and communication technological companies 
(ICT). Under a mixed quantitative and qualitative paradigm, a descriptive 
research was carried out with a study of transversal cases of companies 
from Argentina and Colombia. The field study was triangulated by 
applying a questionnaire with 54 indicators, interviews with experts 
in the sector and interviews with managers. The questionnaire was 
designed as a combination of IMQ instruments 5Q (6S) by Weintrab and 
Rao (2013), the model by Bolman and Deal (1991) supplemented with 
the OCAI instrument by Quinn and Cameron (2005) for the study of the 
organizational cultures. This research showed that the culture of innovation 
is a clearly dynamic concept, from its decision to its application. Leaders 
must provide tools and an ecosystem that favors the creative process. 
Considering the items of the OCAI Test on pure cultures, ICT companies 
present an adequate culture in terms of innovation, this responding to 
an adhocratic culture. However, the field study also showed that the 
mechanisms and processes that evaluate the best innovation ideas are not 
carried out with a systematic process to enhance the best opportunities, 
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hindering innovation. Finally, the most innovative company made a 
difference by the speed of implementation, selection mechanisms that 
favor innovation, the fluidity of customer feedback, and the reward for 
participation in risky opportunities regardless of their result.
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Entrepreneurial intention of university 
students, an asymmetrical perspective

Jorge Espinoza

Universidad Católica de la Santísima Concepción
	 jespinoza@ucsc.cl

Karla Soria

Universidad Católica del Norte
	 ksoria@ucn.cl

Manuel Alonso

	 Universidad Católica de la Santísima Concepción
malonso@ucsc.cl

The objective of this study is to explore the antecedents of the formation 
of university students’ entrepreneurial intention from a linear, causal and 
asymmetrical perspective. We have combined the Ajzen model applied 
to entrepreneurship, including two personality variables (self-confidence 
and creativity) for an in-depth analysis of the interrelationships of the 
entrepreneurial intention (EI) model. The study sample consists of 210 
business management university students from two regional universities 
(99 students from Universidad Católica del Norte and 111 from 
Universidad Católica de la Santísima Concepción). This study involves 
two analysis methods: a structural equation model based on partial least 
squares (PLS) and fuzzy set qualitative comparative analysis (fsQCA). 
All of the hypotheses were supported except for the influence of the 
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variables subjective norms and self-confidence on EI. The PLS model 
explains 68.7% of the variance of EI. According to the QCA results, four 
models explain 88.1% of the existence of EI. The two models with the 
greatest degree of coverage are: Self-Confidence × Attitude Towards 
Entrepreneurial Behavior × Subjective Norms, and Perceived Behavior 
Control × Creativity × Subjective Norms. Theoretical and managerial 
implications are also discussed.
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Leadership in political discourse: An 
experimental study about the influence of 

challenging speech on Peruvian voter’s 
emotions

Luis Ortigueira

Universidad del Pacífico
lc.ortigueiras@up.edu.pe

Ana Cárdenas

Universidad del Pacífico
al.cardenase@up.edu.pe

This article seeks to analyze the influence of voters’ political tendencies 
on their emotional responses as they observe and listen to the discourse 
of a political leader. To this end, an experiment was conducted, in which 
participants watched the last debate of the campaign leading up the Peruvian 
presidential elections held in June 2016. During the experiment, the Emotient 
FACET technology codifies the facial micro-expressions of participants. The 
results reveal that a voter’s political tendencies influence the intensity of their 
positive emotions, when the political leader communicated a challenging 
message. Rhetorical strategies and nonverbal behaviors accompany this type 
of message in order to emphasize the discourse and persuade the audience. 
Additionally, the findings suggest that the gender gap in attitudes toward 
female politicians could change the relationship found, influencing negative 
emotions instead of positive emotions. Finally, the implications of the findings 
for achieving political success are discussed.
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The price of success: Balancing the effects 
of entrepreneurial commitment, work-family 

conflict and emotional exhaustion on job 
satisfaction

Willam McDowell
Bradley University

	 wmcdowell@bradley.edu

Lucy Matthews
Middle Tennessee State University

lucy.matthews@mtsu.edu

Ryan Matthews
RLM Enterprises, LLC

r.lmatthews@hotmail.com

Joshua Aaron
Middle Tennessee State University

	 joshua.aaron@mtsu.edu

Diane Edmondson
Middle Tennessee State University

diane.edmondson@mtsu.edu

Cheryl Ward
Middle Tennessee State University

cheryl.ward@mtsu.edu
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This research explores job satisfaction among entrepreneurs 
to investigate two paths from entrepreneurial commitment to job 
satisfaction: the direct path and the family path that includes work-family 
conflict and emotional exhaustion. An empirical study of 232 small and 
micro firm business owners are used to test the hypotheses seeking to 
understand which path to job satisfaction has the greatest influence. The 
results indicate that although being committed to your business increases 
job satisfaction, emotional exhaustion takes a greater toll. We conclude 
that negative aspects of entrepreneurship exert an important influence on 
entrepreneurs’ satisfaction with their job. These findings offer important 
theoretical and practical implications.
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Presencia de poder de mercado en mercado 
de dos lados: el caso de Transbank

Gonzalo Escobar

Universidad Andrés Bello
gonzalo.escobar@unab.cl

Luego de más de una década de iniciado el proceso de autorregulación 
de Transbank, empresa que tiene la característica de que participa en un 
mercado de dos lados, como también a diferencia de lo que sucede en otros 
países con este tipo de operadores, es una empresa integrada verticalmente, 
es decir, cumple otros roles en el mercado a parte de la autenticación de las 
operaciones realizadas a través de tarjetas de crédito y débito. Aprovecha 
tal situación para ejercer su poder de mercado, especialmente a través de 
las comisiones cobradas a los comercios. Para desarrollar este tema es que 
a partir de la revisión de la literatura relacionada tanto a los mercados de 
dos lados y a los medios de pagos, sumado a él plan de autorregulación 
de la empresa, y a partir de los análisis de la información disponible, es 
posible inferir por el momento el ejercicio del poder de mercado a través 
de la dispersión de Marchant Discount aplicados por la empresa a los 
comercios asociados a su red no presentando un criterio económico que 
justifique dichas diferencias.
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Consumer value creation through whatsapp 
use: A qualitative multimethod approach in a 

Latin American scenario

Jorge Cruz

Universidad Tecnológica Indoamérica
jorgecruz@uti.edu.ec

Jorge Guadalupe

Universidad Tecnológica Indoamérica
jorgeguadalupe@uti.edu.ec

Ekaterina Zabellina

Chelyabinsk State University
katya_k@mail.ru

Andrés Palacio

Universidad Tecnológica Indoamérica
andrespalacio@uti.edu.ec

Margarita Velín

Universidad de Alcalá
	 margarita.velin@edu.uah.es
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Marcin Staniewski

University of Finance and Management in Warsaw
staniewski@vizja.pl

The recent vertiginous growth in mobile instant messaging (MIM) 
services and applications has profound economic and social consequences, 
but research remains underdeveloped in this field of human and 
consumer behavior. The present study contributes to this important area 
of knowledge by deepening understanding of how consumers create 
value in their lives using WhatsApp, the leading instant messaging 
application. To this end, the study adopts the perspective of customer-
dominant logic and uses a qualitative multimethod design involving 
three focus groups and 25 subsequent in-depth interviews. The research 
setting was Ecuador, a country ascribed to Latin American collectivism. 
Analysis and interpretation of the participants’ stories made it possible to 
identify and understand the creation of four types of value: maintaining 
and strengthening relationships, improving role performance, emotional 
support, and fun and entertainment. In addition, the present study 
proposes a conceptual model of consumer value creation as it applies to 
MIM and discusses the implications of these findings for the theory and 
practice of marketing, promotion, and communication.
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Co-creation activities in service ecosystems: 
Effects on well-being
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People’s daily lives are spent by constantly interacting with service 
entities. These interactions occur in a service ecosystem, where actors of 
the ecosystem share resources on a co-creation process that influences 
their well-being. However, there is limited research that has looked into 
the effects of co-creation activities in the service ecosystem. This research 
proposal looks to close this gap by investigating how service ecosystem 
actors interact via co-creation activities and the effects on their well-being. 
To have a compelling investigation, a qualitative research method was 
used to allow for a holistic and profound description of this complex 
phenomena. The context in which the investigation was performed was 
the service ecosystem of a retailer. The actors that have been analyzed 
are the customers, employees and suppliers of these service ecosystem, 
who not only take part on the resource sharing but also expressed how 
other actors of the ecosystem such as their families, external employees, 
the infrastructure, etc. affected the way in which they participated in 
the co-creation process and the consequences this brings to their well-
being. In-depth interviews and direct observation were used to obtain 
detailed information regarding the diverse ecosystem’s actors, its co-
creation activities and the well-being effects. These research techniques 
complemented each other and will allow for the development of a novel 
theoretical model.
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What happens in the international financial markets in terms of 
volatility, have an impact on the results of the local stock market financial 
markets, as a result of the spread and transmission of larger stock market 
volatility to smaller markets such as the Peruvian, assertion that goes 
in accordance with the results obtained in the study in reference. The 
statistical evaluation of econometric models, suggest that the model 
obtained can be used for forecasting volatility expected in the very short 
term, very important estimates for agents involved, because these models 
can contribute to properly align the attitude to be adopted in certain 
circumstances of high volatility. This work comprises four well-defined 
sections; a brief history of the financial volatility of the last 15 years, a tight 
summary of the background and a dense summary of the methodology 
used in the process of the study, exposure of the results obtained and 
the declaration of the main conclusions which led us mention research, 
which allows writing, evidence of transmission and spread of the larger 
stock markets toward the Peruvian stock market volatility, as in the case 
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of the American market to the market Peruvian stock market with the 
coefficient of dynamic correlation of 0.32, followed by the Spanish market 
and the market of China. Additionally, the coefficient of interrelation 
found by means of the dcc mgarch model is a very important indicator in 
the structure of portfolios of investment with instruments that they quote 
on the financial global markets.
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Pay-it-forward (PIF) behavior ensures virtuous cycles in society with 
acts of kindness passed on from one individual to another. However, there 
are mixed findings regarding how cultural context may affect PIF. While 
some scholars show that PIF varies by culture (Buchan, Croson, & Dawes, 
2002), others suggest that culture has no effect on individuals’ PIF behavior 
(Willer et al., 2013; Yamagishi, 2003). Also, the literature is indecisive with 
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respect to the impact of social distance on PIF across different cultures. 
Some research shows that reducing social distance increases PIF behavior 
in individualistic cultures but not in collectivistic cultures (Buchan, 
Croson & Dawes, 2002), whereas other studies indicate that reduced 
social distance increases PIF among collectivistic people (Liang & Meng, 
2013), but does not affect PIF among individualistic individuals (Jung, 
Nelson, Gneezy, & Gneezy, 2013). To advance our understanding about 
how cultural orientation (individualism-collectivism) and social distance 
affect individuals’ PIF behavior, this research presents a meta-analysis 
on the interactive effects of these two factors. The findings show that, 
when social distance is high, collectivistic cultures induce higher PIF than 
individualistic cultures. However, when social distance is low, there is no 
difference in PIF behavior between these two cultures. These patterns are 
replicated by an experimental study with participants from US and India. 
A follow-up Implicit Association Test further provides insights that the 
interactive effect of cultural orientation and social distance is driven by 
the reciprocity norm embedded in these two cultures.
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technology industry
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This study analyses the relationship between board gender diversity 
and company performance for a sample of 311 technology companies 
listed on the Nasdaq stock exchange using data from 2007 until 2016. 
Board gender diversity is defined as the percentage of women on the 
board of directors, and by using the Shannon index. We also compare 
the companies with at least 1 woman on their board of directors with 
companies that do not, using a dummy variable stating 1 if there is at 
least 1 woman present on the board of directors, and 0 otherwise. Tobin’s 
Q, the return on assets using the net income, and the annual stock returns 
are used as measures for performance. Using a two-stage least squares 
estimation, and after controlling for several board characteristics and firm 
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characteristics, we find a statistically significant impact of board gender 
diversity on the company performance for the dependent variables 
Tobin’s Q and the market returns. Using a robustness model, we find 
similar results. This impact is negative for Tobin’s Q, and positive for the 
annual stock returns.
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Latin America lacks of studies related with corporate hedging and 
the region is denoted by his international commerce of goods and 
commodities, in which those operations carry on an explicit exposure to a 
foreign exchange risk. This paper researches the determinants of hedging of 
foreign exchange risk in Latin America, considering the use of derivatives 
as a corporate risk management strategy by 342 nonfinancial firms listed 
in stock exchanges in Argentina, Brazil, Chile, Colombia, Mexico and 
Peru from 2008 to 2016. Moreover, we investigate whether to hedge or 
not foreign exchange risk is related to the use of financial derivatives. 
The explanatory variables are derived from considering variables related 
with capital structure, and corporate governance theories. We test logit 
models under the following contexts: if firms i) reveal to be exposed to 
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Foreign Exchange Risk FXR; ii) reveal to hedge; and iii) use derivatives. 
Our results show that Chile and Brazil firms are more likely to hedge and 
have more persistent holding derivatives positions over time. Peru, Brazil, 
Chile and Colombia are countries that report more exposure in Annual 
Reports than Mexico and Argentina; and, Chile, Colombia and Brazil 
are the countries with the most reports of hedging in Annual Reports. 
Our findings contribute to the corporate risk management literature 
and hedging policy as corporate financial strategy. Specifically, we find 
statistical significance in leverage, women manager, CEO compensation 
link to total shareholder return, size, level exposure, and in lesser extend 
for tax loss as main determinants of FXR hedging.
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Las actuales tendencias dejan de lado el secretismo empresarial, siendo 
la transparencia el paradigma vigente. De esta manera, los stakeholder 
demandan cada vez más información estratégica, con presencia de 
aspectos financieros y no financieros (Stewart, 2015) (Rupley, Brown, 
& Marshall, 2017) (Larrán, 2004) (Malgioglio & Fernández, 2012). Este 
fenómeno tiene variados sustentos conceptuales, tales como la teoría de 
la legitimidad (Ashforth & Gibbs, 1990), teoría institucional (Farooq & 
Maroun, 2018), teoría de agencia (Villiers & Hsiao, 2018) y teoría de los 
stakeholders (Fernández & Sanjuan, 2012). En este escenario y dada la 
abundancia de información y múltiples reportes, se hace difícil establecer 
una imagen global de la compañía (Jensen & Berg, 2012) (Rivera, Zorio, & 
García, 2017). En función de esto, el Reporte Integrado tiene por objetivo 
mostrar en tan solo un documento la potencialidad de la empresa para 
crear valor en el corto y largo plazo, a través de una visión holística de 
la entidad (Lizcano, Flores, & Rejón, 2015) (IIRC, 2013) (Fernández & 
Ramón, 2013) (Rivera, Zorio, & García, 2016), y se ha transformado en 
una innovadora herramienta para informar aspectos esenciales y útiles 
para las partes interesadas (Hauque & Rabasedas, 2014). A pesar de que 
la mayor parte de las empresas que emiten el reporte son europeas (Lopes 
& Coelho, 2018), esta tendencia también llegó a Chile, donde ya existe un 
reducido número de empresas que, voluntariamente han decidido emitir 
este reporte.
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Eco-innovation research has been continuously increasing, especially 
at firm level, nevertheless there are still numerous aspects that remains 
unclear. Most studie have been focused to explain the main drivers of eco-
innovation, however, there are still scarce studies applied on developing 
countries, focused on other economic sectors different from industrial, 
or allowing to analyze the dynamics of eco-innovation decisions. By 
using the firm innovation survey for Chile between 2009-2015, the aim of 
this paper is to analyze the evolution of eco-innovation in a developing 
country by, first, analyzing the main determinants of eco-innovation 
compared to other type of innovation and how these determinants evolve 
over time, and second, by analyzing differences between non innovative, 
eco-innovative, and other non-eco innovative firms. The preliminary 
results confirm that regulatory factors are important drivers of econ-
innovation, and that the probability of eco-innovate has increased during 
last 4 years. In addition, the firm’s economic sector is determinant both 
for eco-innovation decision among other types of innovation and for eco-
innovation decision compared to no innovation.
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An increasing number of people and organizations use crowdfunding 
to raise funds for their causes and projects. In a crowdfunding campaign, 
potential funders make two decisions: (1) to visit the campaign page, 
and (2) to donate to the project. While the first decision is influenced by 
advertising and word-of-mouth, the second decision is very likely to 
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be influenced by circumstantial information (e.g., the time a potential 
donor has left to contribute, or the amount raised relative to the funding 
target). Using a dataset of about 3.5 million webpage visits and 80,000 
contributions to more than 900 projects, we assess the extent to which 
the number of past contributions (NPC), the relative amount raised 
(RAR), and the time left in the campaign (TLC) influence the effectiveness 
of projects in converting webpage visits into actual contributions (i.e., 
funding rate). We found that potential funders worry about the usefulness 
of their funds: they are more likely to donate when the project is close to 
reach its target and when there is little time left to contribute.
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This paper presents a new modeling technique that uses a modified 
K-mean clustering technique combined with the evaluation of the time-
shifting data to study the delayed effect of the currency exchange rate on 
the tourism. The algorithm is designed to select an optimal time delay 
duration that minimizes the errors of the regression models. The result 
of this approach is a set of clusters of elongated shapes representable by 
linear regression models that allow further analysis and prediction. The 
newly modified K-mean technique is applied to a set of 2-dimensional 
data consisting of currency exchange rate and the number of tourists 
entering Chile on a monthly basis and clusters of data of similar nature 
are extracted, modeled, and optimized at the same time. Numerical 
results are presented to allow visual confirmation of the workability of 
the modeling techniques. Future expansions of data with more than 2 
dimensions are presented.
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In the digital world, many firms struggle in employing a freemium 
business model (simultaneous-ly offering restricted free options and full 
featured premium options). Although this is an increas-ingly popular 
revenue strategy, conversion rates for premium options are relatively 
low as free options provide users an irrationally high value, the so-
called zero-price effect. This research de-velops a framework of the zero-
price mechanism by shifting the attention to the more intuitive mode of 
decision making. When being confronted with freemium offers, users 
are expected to rely on different naïve intuitions, which diverge and, 
ironically, may even have opposite implica-tions. This research identifies 
two central intuitions about freemium offers: a free mentality (the 
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tendency to intuitively expect that all digital services should be available 
at no cost) and price-quality inference (the tendency to intuitively expect a 
positive relationship between price and quality). Individuals are expected 
to greatly vary in their degree of subscription to both intui-tions. Even 
more importantly, it is this paper’s overarching premise that the interplay 
between both opposing intuitions shapes user’s response to freemium 
offers thereby providing a lever to tackle the issue of low conversions 
for premium options. The zero-price framework is tested in two studies. 
First, the Implicit Association Test identifies the opposing intuitions, 
and second, a choice-based conjoint study for a highly relevant digital 
service (media streaming) examines the catalyzing role of both intuitions 
as well as their intricate interplay. Implications for marketing theory and 
directives for future research are developed.
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The aim of this article is to analyze the role of brand-related variables as 
congruence and brand trust on the traditional model formed by perceived 
quality, perceived value and satisfaction, in order to compare predictive 
models for the variables of perceived value, satisfaction and future 
intentions of 683 users of sports services, of whom 54.8% are men (n=374) 
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and 45.2% women (n=309). The analysis has been carried out using two 
different methodologies. First, 3 models have been proposed to be analyzed 
by hierarchical regression models (HRM), in order to subsequently 
propose a fuzzy-set qualitative comparative analysis (fsQCA) to verify the 
existence or not of necessary and sufficient conditions. The results indicate 
that both the classic service variables and the elements related to the brand 
significantly predict perceived value, satisfaction and future intentions, 
in some cases with greater predictive weight being given to congruence 
and trust than the classic service variables. In addition, linear models 
have been shown to improve their predictive capability by including 
brand-related variables, especially the future intentions model. After the 
fuzzy-set qualitative comparative analysis (fsQCA), congruence and trust 
have proved to be sufficient combinations in themselves to achieve high 
levels of perceived value and satisfaction, while this is not the case for 
future intentions, although in this case brand trust is part of several of the 
most important combinations to achieve future intentions. Therefore, the 
importance of the aspects related to the brand, either on their own or in 
combination with the classic service variables, is demonstrated.
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The purpose of this research is to measure the degree of efficiency of 
the Chilean stock market. To do this, we use the methodology of event 
or event studies to check the semi-strong efficiency of the stock market 
in Chile, through merger and / or acquisition announcements of the 
companies included in the selective stock price index (SSPI), published by 
the stock exchange of Santiago, Chile. This methodology is appropriate 
to measure this type of efficiency. The results should indicate that the 
abnormal returns are statistically significant, therefore concluding that 
the stock market behaves efficiently in a semi-strong manner. The above 
is in line with the efficient markets hypothesis.
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This paper presents the initial results of the exploration and 
identification of motivations within the domain of beauty-self-esteem 
among adolescent girls. Two qualitative stages of research were carried 
out, including girls from 10 to 17 years old of four SEL, from high to low. 
Academic, social, ethical, affective and physical dimensions affecting 
the construction of self-esteem, as well as their inter-relationships were 
identified. Applying the theoretical framework of Fennell (1978), the 
research explores the following motivational classes in the usage of 
personal care products: Problem solving, Problem prevention, Routine 
maintenance, Exploratory interest opportunity, Sensory pleasure 
opportunity, Product–caused problem and Frustration. The results 
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sustain the importance for brands with purpose in adapting a more 
mindful approach to the female portrayals they use in their advertising. 
This study will be the basis for identifying and cataloging inclusive 
activities pertaining to self-esteem. The outcome will allow joined efforts 
from government institutions, media, parents and a personal care brand, 
to work together, using the motivations uncovered, to understand and 
perhaps improve self-esteem in adolescents.
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The sport industry has experienced great growth in recent years 
worlwide, and especially in the European Union (EU) countries. 
However, despite the role that this industry can play in improving the 
competitiveness of these countries (Gross Domestic Product (GDP) per 
capita and innovation performance), no studies have been found that 
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analyse its influence. So, the main aim of this study is, firstly, to analyse the 
relationship between the innovation performance and the GDP per capita 
of EU countries, and, secondly, to find out how sport-related indicators 
and different innovation-related indicators influence the innovation 
performance and GDP per capita of the EU countries. To this end, two 
different methodologies have been used: hierarchical regression models 
and qualitative comparative analysis (QCA). A total sample of 23 EU 
countries have been analysed. The results show that GDP per capita and 
innovation performance are highly correlated in a positive and significant 
way (0.76; p<.0001), and that the variables related to sport help explain 
the variance of these two variables, highlighting as necessary variable 
in both cases the growth in the sports sector (consistency >0.90). Finally, 
a number of practical implications are presented that can help policy 
makers to improve the competitiveness of EU countries.
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The relationship between the worker’s perception of the good labour 
practices (GLP) and the multidimensional organizational commitment 
(OC) construct is analyzed through cross-sectional research for a 
sample of 460 individuals, belonging to 19 companies from different 
areas (forestry, agro-industry, tourism, etc.) in the city of Chillán, Chile. 
Two models were proposed. The first model was oriented to study the 
relationships between GLP and OC, using a single latent variable to OC 
measurement. Alternatively, in the second model a latent variable for each 
one of the commitment dimensions identified in the theory was used. 
Partial Least Squares (PLS) method was used to hypotheses contrast. This 
study provides evidence to affirm that the implementation of good labor 
practices, related to: workers’ emotional health, attention to complaints 
and suggestions of the employees, representation of the workers’ interests, 
and non-monetary recognitions, would have a significant influence on 
employees’ affective commitment.
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The proposed research is to address the question of how tourism 
entrepreneurs, based in international emerging tourist destinations, such 
as the Northern Chilean Patagonia, experience business disruptions 
induced by natural disasters? The objective of the proposed study is to 
develop better understanding of the TEs’ experiences of operating their 
businesses in the context of an emerging international tourist destination 
susceptible to natural disasters. It is important to consider how individual 
experiences of business disruption feed collective interactions yielding 
place-based practices. The purpose of this research is to produce 
actionable knowledge on the individual organizational scale by exploring 
tourism entrepreneurs’ dealing with the notion of actual or potential 
business disruption by a natural disaster onset in a tourist destination 
where business operates.
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Las personas con trastornos permanentes suelen tener índices de 
bienestar por debajo del promedio de las personas, lo que también ocurre 
con sus familiares. Este estudio investiga cómo los familiares de personas 
con el Trastornos del Espectro Autista (TEA), como actores relevantes del 
ecosistema, pueden co-crear valor de un servicio de terapia para obtener 
el mayor provecho de ella y mejorar el bienestar de los pacientes y de ellos 
mismos. Mediante entrevistas en profundidad con padres de personas 
con Trastornos del Espectro Autista, se captura un conjunto de actividades 
de co-creación de valor realizadas por los familiares de los pacientes que 
influyen positivamente sobre las distintas dimensiones del bienestar de 
los pacientes y sus familiares. Los resultados de este estudio contribuyen 
a la literatura existente de servicios transformadores y pretenden ser 
útiles para los prestadores de servicios de terapia para poder maximizar 
el valor de ésta.
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In recent years, the scientific community has devoted considerable 
attention to organizational citizenship behaviors (OCB), which can be 
defined as discretional, voluntary, and useful informal behavior that is not 
directly or explicitly acknowledged by the organization’s formal reward 
system. Such behaviors include acts such as helping others, assuming 
additional responsibilities, and defending the organization. Studies have 
shown that organizations that promote OCB can notably improve their 
productivity and efficiency. It is therefore important to know what leads 
employees to engage in OCB at work. However, it is more important 
to know what causes employees who do not engage in OCB to limit 
themselves to doing what is strictly expected at work. To date, no study has 
examined how the combination of different factors leads to the absence of 
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OCB. Using a sample of Spanish prison employees (n = 488) and fuzzy-set 
qualitative comparative analysis (fsQCA), this study examined how the 
combined effects of individual characteristics (perception of interactional 
justice, affective commitment, and job satisfaction), leadership behaviors 
(laissez-faire leadership), and organizational characteristics (bullying at 
work) lead to the absence of OCB. The results indicate that the absence of 
interactional justice, affective commitment, or job satisfaction is a necessary 
condition for the absence of OCB. Four conditions were identified as 
sufficient for the absence of OCB. The absence of affective commitment 
was present in all four configurations and was thus found to be the most 
relevant condition for the absence of OCB. Managerial implications and 
directions for future studies are commented.



69

GYKA-LATAM CONFERENCE PROCEEDINGS

The relationship between factors that 
contribute to support and future intentions in 

relation to a major sporting event

David Parra

Universidad Católica de Valencia
davparcam@gmail.com

Manuel Alonso

Universidad Católica de la Santísima Concepción
malonso@ucsc.cl

Daniel Duclos

Pontificia Universidad Católica de Valparaíso
daniel.duclos@ucv.cl

Purpose: To compare and contrast the influence of enthusiasm, fair 
social distribution of costs and benefits and the quality of the information 
received through the media in the support for holding sporting events 
and in future intentions of the Football Copa America (CAF) held in Chile. 

Design/methodology/approach: Through PLS-SEM two samples 
from two host cities (Concepción=373; Viña del Mar=267) are analysed. 

Findings: Enthusiasm, the perception of the fair distribution and the 
quality of the information positively influence the support for sporting 
events and the future intentions. In the same way, the quality of the 
information positively influences enthusiasm and fair social distribution. 
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Significant changes were observed between the two cities in the 
relationships between the quality of the information and the variables of 
future intentions and enthusiasm and between this variable and those of 
support and the future intentions of the residents. 

Research limitations/implications: The convenience sampling limits 
the extrapolation of the results. 

Practical implications: An adequate management of the quality of 
the information, social justice and enthusiasm can contribute to forming 
a social representation of the event that determines the backing or the 
behaviour of the citizens. 

Social implications: Examination of the negative perceptions that cause 
bad feeling amongst the population that receives a mega-event. 

Originality/value: The contribution of theoretical evidence about 
possible data that can determine the social backing and the behaviour of 
the residents in welcoming a major sporting event.
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New digital fabrication technologies are being rapidly adopted by 
business schools, with the implicit assumption that students will use 
them to bring their ideas and concepts to life and enable them to test their 
viability and market potential. While past research has shown that mastery 
experiences – such as the use of guest speakers, hands on activities or 
case studies– can positively raise the level or entrepreneurial self-efficacy, 
which in turn is directly linked to entrepreneurial career preferences, 
there’s little evidence that exposure to digital fabrication technology has 
the same impact. Using structural equation modeling with a sample of 
131 undergraduate students from a large Midwestern university in the 
US, we investigate the roles technology and entrepreneurial self-efficacy 
play in the development of entrepreneurial intentions. Results show that 
entrepreneurial self-efficacy plays a mediating role between technology 
self-efficacy and entrepreneurial intentions.
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The current research aims to deepen and expand knowledge 
about motivation factors for crowd to be engaged in digital enhanced 
communities’ activities. The subject of the research is the online community 
projects considered as a catalyst for emergence of wisdom of crowd 
effect. The cases of social innovation oriented online communities, which 
include collective decision-making tools, new forms of self-regulation and 
self-governance, were analyzed during the qualitative research process. 
The participants of digital urban communities, functioning in Lithuania, 
and communities’ platforms initiators were interviewed face-to-face by 
implementing qualitative re-search. The analysis of the empirical data 
revealed 3 different motivation factors groups behind engaging crowd in 
community activities (material, intellectual and social).
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El conocimiento de las firmas se ha transformado en unos recursos 
valiosos, reconocidos como una capacidad dinámica que es fuente 
de ventaja competitiva. La literatura ha avanzado en definir (y 
reconceptualizar) como la capacidad de absorción de las firmas permite 
internalizar conocimiento y apalancarlo en los procesos internos. En este 
trabajo se presenta una conceptualización teórica desde la importancia 
de la administración del conocimiento en una firma considerando para 
ello el desarrollo de la capacidad de adquisición de conocimiento interno 
y externos como fuente de innovaciones. La literatura empírica entrega 
luces de cómo medir la capacidad de absorción de las firmas, en contextos 
de países desarrollados, y su efecto sobre los resultados de innovación. En 
base a ello se presentan una propuesta de metodología para estudiar las 
fuentes de adquisición de conocimiento de las firmas chilenas y el efecto 
que estas tienen sobre innovaciones organizacionales.
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Gift givers often seek to learn how much recipients liked what they got. 
When recipients are unable (e.g., small children) or unwilling (e.g., because 
of etiquette) to provide this information reliably, givers need to infer 
liking from observing how the gift is used or consumed. In this research, 
the author shows that, independently of the amount of consumption, the 
pattern of consumption matters for making this judgment. Specifically, 
givers infer greater liking when the gift is consumed more discretely 
(i.e., over high-numbered but shorter consumption events) rather than 
more continuously (i.e., over fewer but longer consumption events). 
He reports five studies that support his hypothesis and that test two 
potential explanations, one relating to the signaled intentionality, and 
the other to the perceived amount of consumption, of the discrete (vs. 
the continuous) pattern of consumption. He discusses theoretical and 
managerial implications of his findings and offer some suggestions for 
future research.
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An empirical study on the variables that influence innovation in 
experiential services within the creative gastronomy sector is presented. 
Experience has become a unique selling point for companies that 
incorporate it as part of their innovative philosophy. More companies 
created to sell experiences to consumers are looking for new sensations 
and emotions. This study is based on a survey conducted with 239 
companies in the region of Catalonia (Spain). Through the path analysis 
(PA) methodology and the partial least squares (PLS) technique, we were 
able to analyse the variables on which innovation in experiential services 
in the creative gastronomy sector depends. Also we define the influence 
of art professionals in multidisciplinary teams and in their collaboration 
with the chef in creative processes. The study shows that organizational 
structures that include art professionals in the creative process, combined 
with the chef’s experience, have a positive influence on innovation in 
experiential services.
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This article seeks to determine the effects of the institutional 
environment on the female entrepreneurship rate in Chile. For this, you 
can consider the formal and informal factors according to the institutional 
theory. To carry out this study, data from 15 regions of Chile obtained 
from the Global Entrepreneurship Monitor are used (GEM) from the year 
2009 to 2015. A panel of data is proposed that considers as dependent 
variables, the Total Early Stage Entrepreneurial Activity (TEA) for women, 
and also for Opportunity and Necessity. As independent variables, factors 
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of the institutional environment are considered: formal and informal. 
The hypotheses defined in the literature are compared with the results 
obtained from the analysis, where three models were identified. In the case 
of total female TEA, the variables of Primary Education, Unemployment, 
Skills and Recognition are significant. By disaggregating the TEA by 
Opportunity, the Abilities, Recognition, Unemployment, Variation of the 
Gross Domestic Product (GDP) are identified, while for the TEA for need, 
it is explained by the variables of Income, Primary Education, Recognition, 
Unemployment and Variation of GDP. These results provide guidelines to 
establish policies and incentives that generate an institutional environment 
favorable to female entrepreneurship in Chile.
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Creativity and moral justifications
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Although creativity is a truly desirable and often scarce commodity in 
organizations, its moral implications have not been fully explored. This 
research takes a new approach to investigate creativity as a moral tool, 
predicting that creativity is more related to justifications of morally datable 
behavior than clearly immoral behavior. A study using 4,833 managers 
and business professionals showed that experiencing more workplace 
creativity was related to justifications of morally debatable issues (e.g., 
euthanasia and homosexuality) but not justifications of clearly immoral 
issues (e.g., bribery and cheating). The discussion section explores both 
the theoretical and practical implications of these findings.
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The study investigates how consumers’ perceptions of the parent brand 
influences the perceived value of the brand extension in the hotel industry 
and, importantly, how the aforementioned relationships are moderated 
by the nature of the brand extension in question. Specifically, the study 
draws from general branding literature to propose that perceived positive 
attributes, awareness, positive attitudes, and loyalty towards the parent 
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hotel brand relates positively to higher perceived value of the brand 
extension, and that these positive relationships grow stronger in cases of 
step-down extensions rather than step-up extensions. Study results from 
a survey of 335 hotel customers reveal that only perceived parent brand 
attributes and attitudes seem to positively impact perceived value of the 
extension and subsequent (re)visit intentions. Interestingly, the moderation 
analysis reveals that the previously detected positive relationships indeed 
turn stronger in cases of step-down extension but become insignificant in 
cases of step-up brand extensions. In other words, the positive linkages 
between favorable parent brand features and perceived brand extension 
value are only activated in cases of step-down extension. Managers are 
therefore cautioned to apply step-up extensions too frivolously as they 
seem to be largely ineffective in generating consumer value perception 
and subsequent visit and revisit intentions whereas the effectiveness is 
heightened in cases of step-down extensions.
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The academic literature in management does not offer a consensus 
regarding the meaning of reputation. This suggests that the construct 
is multidimensional and integrates interactions and relationships of 
multiple attributes, which are perceived by the internal and external 
stakeholders of the firm. Existing approaches to address organizational 
reputation consider only some limited aspects of it. 

This research analyzes the reputation as a strategic resource to propose 
a theoretical model that incorporates four dimensions in its evaluation: 
prominence, legitimacy, quality and distinctive aspects. 

The proposed model allows the integration of different perspectives 
based on approaches that arise from reputation literature, incorporating 
the socio-cognitive perspective and the institutional and economic 
approach. 

Understanding the relationship between the variables of the model 
allows organizations to have a general idea of the situation in which 
they find themselves and to know which aspects should be reinforced. 
In the same way, the availability of resources and skills developed by 
each organization and, depending on its objectives, reputation can be 
addressed through one or more of the dimensions.

	





89

A brand-new world: Brand-endorsers-users 
fit on social media

Teresa Borges

University of the Azores
teresa.tiago@gmail.com

Flavio Tiago

University of the Azores
flavio.gb.tiago@uac.pt

Previous research has shown the relevance of the personality 
resemblance between the brand, the celebrities, and its users. Nonetheless, 
there is still a limited understanding of this personality congruence over 
in a digital context. This study explores this gap, by researching the 
brand personality dimensions communicated online by a hotel chain, the 
celebrity, and customers, acknowledging that tourists are co-creators of 
brand image. The Sincerity dimension of brand personality was confirmed 
in both communications. However, tourists’ brand image impacts brand 
personality differently than the hotels themselves. Furthermore, an 
analysis of the influence of customers on social networks indicates that 
celebrity personal traits seem to impact on the image of a hotel brand. 
This research can be used to help brand managers to understand better 
consumers’ perceptions and attitudes concerning digital branding and 
celebrity endorsement, as well as to identify gaps in brand personality.
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Drawing on a quasi-experimental design, this study shows a pervasive 
gap between what university students judge as ethical or unethical 
behavior and what they intend to do accordingly. The examined (un)
ethical behavior centers on cheating and plagiarizing in academic work. 
Applying the theory of marketing ethics and employing large samples of 
university business students in two distinct countries, U.S. and Chile, the 
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results reveal that students are fundamentally moral (deontological) when 
they form ethical judgments, e.g., when they judge cheating or plagiarizing 
acts as right or wrong. Nonetheless, many students do not follow the 
logic of moral reasoning when they make decisions such as rewarding 
or punishing acts entangling cheating or plagiarizing. Instead, a good 
number of students follow a selfish or consequential (teleological) route 
to reward a behavior that is immoral but brings positive consequences or 
punish a moral behavior that result in negative consequences. The gap 
is very similar in the two countries, but it varies somewhat as a result 
of moderating effects of key demographic characteristics and uncovering 
measured motivations to cheat or plagiarize. Theoretical and pedagogical 
implications are drawn.
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In this study we analyze the impact of corporate governance practices 
on the performance of Chilean companies. The relevant variables to 
analyze are independence, gender diversity in the directory of Chilean 
companies. 

The sample is composed of 141 companies, for the years 2010 to 2015, 
obtaining a total of 800 observations per company-year 

The preliminary results do not allow to conclude satisfactorily on the 
hypotheses.
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We test whether decisions to increase dividend are based on working 
capital accruals that reflect economic performance. We find that dividend-
increasing firms are associated with higher working capital accruals 
compared to other firms. Specifically, these firms have higher noncash 
operating assets, receivables and inventories. Growth in business 
operations will cause the firm to accrue more working capital, which 
would translate into higher future operating cash flows. Expectations of 
increased cash flows would form the basis for management and directors 
to decide on dividend increases. Consequently, dividend-increasing 
decisions are based on sound accounting fundamentals.
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Entrepreneurial intent has been studied primarily by mobilizing the 
theory of planned behavior or the entrepreneurial event model (EEM). 
Career shift factors cited by the EEM are generally absent from studies 
seeking to understand the development of entrepreneurial intentions, 
although they are generally considered in career transitions. Based on a 
sample of employees the 2013 Global Entrepreneurship Monitor Adult 
Population Survey in 70 different economies (N= 36,129), we show that 
work dissatisfaction and other difficulties balancing work with family 
increase the likelihood of an employee’s intention to start his own business 
only in advanced innovation-driven economies. This empirical result 
suggests other displacement factors are needed to understand smooth 
career transitions from salaried employee work to entrepreneurial careers 
in resource intensive factor-driven and efficiency-driven economies.
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Purpose - This research aims at explaining student loyalty beyond 
its customary relationship with student satisfaction by including two 
relational variables, trust and commitment, two cognitive traits (service 
familiarity and communication) and one affective trait (opportunism) as 
moderators of the impact of trust and commitment on loyalty. 

Design/methodology/approach - Two relational constructs (trust 
and commitment) are employed to improve the loyalty model and key 
comparisons are performed to know if career, cohort, and sourcing school 
generate differences in the explanation of student loyalty. 

Findings – Results show that the explanation chain that starts with 
student satisfaction but continues with the development of student 
trust and the reaching of student commitment culminates with student 
loyalty. The moderators (student opportunism, service familiarity, 
communication, age, and available income for education) significantly 
contribute to the explanatory power of the model. Career is a meaningful 
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differentiator in reaching student loyalty as are student cohort and the 
type of high school from which the student came. 

Research limitations/implications – This is one of first empirical 
studies on university student loyalty. Future research could test the same 
or new hypotheses using different samples and contexts. 

Practical implications - University policies may benefit from the 
inclusion of norms regarding relational processes and outcomes such 
as the value of trust in the interactions and systematic recognition and 
awards assigned to student commitment achievements. 

Originality/value – The explanation chain of customer loyalty was 
successfully applied to student loyalty and strengthened with the addition 
of meaningful moderating variables.
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The purpose of this research is to find the determinants of the economic 
development for the 34 countries that are members of the Organization 
for Economic Cooperation and Development (OECD), and, analyze the 
efficient use of its resource endowment for economic development. The 
methodology used was econometric panel data modeling and stochastic 
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frontiers analysis, using suitable Cobb-Douglas and the translogarithmic 
functional form. The period of analysis covers the years 2003-2012. 
Economic growth is measured by the gross domestic product (GDP) 
of each economy. As a result of the investigation, the determinants of 
economic development are presented, a ranking of efficiency is obtained 
for all OECD economies throughout the period of analysis, as well 
as determine that effectively the ranking of efficiency coincides with 
countries that show higher economic growth, being countries with higher 
efficiencies Luxemburgo and U.S., and lower Chile and Mexico. Finally, 
the results show a positive relationship between growth levels and levels 
of technical efficiency.



103

GYKA-LATAM CONFERENCE PROCEEDINGS

Ownership and board of directors. How 
Iberoamerican is doing it and its impact on the 

firm value

Carlos Cid

Universidad Católica de la Santísima Concepción
carloscid@ucsc.cl

Laura Muro

Saint Louis University
laura.muro@slu.edu

Pablo San Martín

Universidad Católica de la Santísima Concepción
psanmartin@ucsc.cl

Paolo Saona

Saint Louis University
paolo.saona@slu.edu

Firms’ ownership concentration and board of directors as governance 
features play a critical role in driving the performance of public listed 
companies. Hence, this paper intends to advance in the understanding 
of these governance systems and in measuring their impact on the firm 
value. Using a comprehensive sample of Latin American companies, our 
findings demonstrate that board size and board independence impact 
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positively on firm value. The ownership structure, however, seems 
to show that it impacts asymmetrically on firm value. Although two 
competing hypotheses are articulated on this respect, the results support 
an active expropriation of minority shareholders’ wealth by majority 
shareholder. Several implications a derived from the major results that 
can be implemented by policy makers to enhance the governance schemes 
in the Latin American region.
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This paper analyses the impact of both, the ownership structure features 
and the institutional settings, on real-based activities manipulation 
based on a sample of listed companies in the underexplored Latin 
American market for the period of 2004-2016. Using panel data based-
GMM system estimator technique, the results confirm some previous 
literature that the monitoring role of the majority owner is crucial in 
mitigating the opportunistic behavior of managers in engaging in real 
activities manipulation that reduces the informative content of financial 
statements. However, the analysis of the insider ownership revealed 
the negative impact on transparency that entrenched managers cause. 
In this case, we observed that as insider ownership increases, managers 
engage more actively in real earnings management. Other corporate 
governance tools like the institutional ownership and the quality of the 
regulatory system demonstrated to be effective mechanisms in reducing 
the real activities manipulation. Taken together, our results mean that in 
institutional settings characterized by weak protection of the investors 
and possible conflicts of interests among shareholders, the oversight 
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by majority shareholder in conjunction with the legal and regulatory 
framework becomes an important governance mechanism that reduces 
the managerial discretionary decision making concerning the quality of 
reported earnings.
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In this study, we explore how family’s commitment (affective) influence 
family firm’s choice of family vs. non-family CEO in the succession 
process. Drawing on family business and family studies literature, we 
conjecture that family firms with high commitment will prefer family 
CEO as compared to non-family CEO and vice versa. We also conjecture 
that type (business oriented vs. family oriented) of advisors will influence 
the family firm’s CEO preference. Type of advisors will moderate the 
influence of family commitment on family’s preference of family vs. non-
family CEO.





109

Academic research in strategy: A country 
analysis

Nelson Andrade

Universidad de Chile
nandradev@fen.uchile.cl

José Merigo

Universidad de Chile
jmerigo@fen.uchile.cl

Leslier Valenzuela

Universidad de Chile
lvalenzuela@fen.uchile.cl

Carolina Nicolas

Universidad Santo Tomás
cnicolas@santotomas.cl

The present research aims to provide a bibliometric overview of the 
leading trends of the countries about strategic management research 
from the year 1987 to 2016. The objective is to identify the most influential 
countries in strategic research during the last 30 years and for five-year 
periods. In order to see the publication evolution, this study considers 
eight regions of supranational countries and leading countries in research 
strategy that published in the top 10 journals in this discipline. For doing 
so, this study uses the Web of Science Core Collection database and 
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analyses bibliometric indicators including the number of publications and 
citations and the h-index from leading countries. Moreover, this article also 
develops a graphical analysis of the bibliographical material by using the 
visualization of similarities (VOS) viewer software. This software builds 
graphical maps allowing for different bibliometric techniques containing 
bibliographic coupling analysis from leading countries. The results of the 
bibliometric analysis showed the United Stated as the leading country 
in strategic research, followed by UK and Canada. The network analysis 
shows that in general there is a clear tendency to cite studies that come 
from geographically close places. An example of this is that co-citations 
between the United States and Canada are more frequent compared 
between Canada and Latin American countries. Therefore, this study 
is helpful to comprehend the evolution of collaborative relationships in 
strategic research.
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The definition of the structure of capital is considered among the most 
important decisions faced by financial managers due to their effects on 
the value and profitability of the company. This research contributes to the 
literature by offering results on the relationships between the structure of 
capital and financial performance. In the article, through a panel data analysis 
for Brazil, Chile, Mexico and Peru between 2005 and 2014, since the result is 
not conclusive for emerging and developing countries. The results suggest a 
significant negative relationship between the long-term debt and the return 
on assets, the ROA, the return on capital, the ROE and the Tobin Q. Also, 
highlight a positive and significant effect of growth, size, properties, plants and 
equipment to financial performance. Furthermore, it is observed, a non-linear 
relationship between short-term debts which would confirm the theory of the 
tradeoff for Chile and Peru. Nevertheless, for Mexico the results confirm the 
theory of pecking. This research contributes to the literature by establishing a 
relationship between the structure of capital and financial performance, as well 
as the concavity of this relationship in Latin American companies listed on the 
stock market considering the theories of trade-off and pecking order.
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Organizational excellence is critical towards the development of 
organizations and, considering their role in modern world, for the 
economic and social development of societies. Allostasis refers to the 
systematic effort made to ensure the dynamic balance of the organizational 
systems. In this context, this research focuses on the relationship between 
allostasis and organizational excellence, based on a sample of firms from 
Portugal and Spain and, resorting to fsQCA approach, reveals that there 
are different combinations (equifinality) of conditions (adaptive capacity, 
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feedback capacity, stigmergy condition and integration intensity) leading 
high outcomes (employees satisfaction, stakeholders satisfaction and 
organizational performance) occur. Simultaneously, the analysis shows 
that organizations that match those configurations, simultaneously 
achieve high employees satisfaction, stakeholders satisfaction and 
organizational performance (multifinality). Finally, the results reveals 
that there are relevant differences in organizations operating in distinct 
contexts.
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Managers need to help employees in the frontline service and sales 
position to satisfy customers’ needs and, in turn, improve companies’ 
performance. Yet, little is known of potential intervening variables 
that help to improve the use of Customer Value Orientation approach. 
This paper relates important job variables (i.e. supervisor’s support, 
performance’s appraisal knowledge, organizational justice, work 
engagement, role conflict) helping to improve the understanding of the 
relationship of Customer Value Orientation to Performance. In a sample 
of 249 managers, through a Structural Equation Model, this study informs 
that organizational justice has an important role as moderator of the 
relationship between Customer Value Orientation and job engagement. 
Additionally, Customer Value Orientation and supervisor’s support are 
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negatively related to role conflict. No evidence of indirect effect of role 
conflict and work engagement were found between Customer Value 
Orientation and Performance, but a direct effect of Customer Value 
Orientation was found significantly positive. These results improve the 
understanding of some intervening variables but also claim for further 
studies that contribute to strength Customer Value Orientation Theory.
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The purpose of this document is to analyze the influence of the 
type of information and the use of Web 2.0 applications on the web 
positioning of online business information providers (OIPs). 203 OIP 
websites were selected into three search engines (Google, Yahoo and 
Bing). This information is encoded to develop two logistic regression 
models. The results suggest that the knowledge offered and the resources 
used to transfer them play an important role in the web positioning 
of these organizations. This study found that entrepreneurs mainly 
seek technological knowledge, and to acquire it they use various Web 
2.0 applications that do not necessarily include social networks. This 
document is original to links the theory based on knowledge with the 
technologies of the internet (websites, web 2.0 applications), and gives 
evidence of diverse sources of online information that are potentially 
useful for the entrepreneur of the 20th century.
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The notion of time is a central aspect in understanding entrepreneurial 
orientation (EO) and family business dynamic. The socioemotional wealth 
(SEW) perspective enhance not only the relevance of clock time, but also 
the importance of process time to understand changes in these firms’ 
priorities and behavior. This article is focused on determine how shocks 
to family system and shocks to business system influence SEW priorities 
and these firm EO. Following an exploratory multiple case research based 
on critical realism, this article explains the endogenous social dynamic 
among family/business context, family/business priorities and firm 
behavior that leads to change in EO. Following the idea of narrative 
time and distinguishing between process and clock time, this research 
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contribute to understand how critical moments supporting collective 
agreement promoting change and how shock influence the formation and 
evolution of temporal estuaries in family enterprises.
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Managing work and family is a topic of continual interest. Drawing 
on work-family interface theory, we test a model linking family-to-
business enrichment and family-to-business interference, directly and 
indirectly, to the entrepreneurial success of women-owned businesses. 
In a sample of approximately 100 Austrian female entrepreneurs, we 
found that the interference dimension (depicted by gender-related 
personal problems) mediates the relationship between the enrichment 
components (operationalized as family financial and moral support) and 
entrepreneurial success. Specifically, personal problems have a negative 
effect when family financial support is present and a positive effect when 
family moral support is experienced. Implications are discussed.
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The objective of this study is to evaluate the effect of emotional 
shopping experience and affective evaluation of the consumer on 
corporate reputation. The research contributes with the proposal of an 
explanatory model using structural equations that suggests that the 
affective evaluation by the shopping experience is a key antecedent of 
the functional, hedonic and symbolic benefits perceived by the consumer. 
Moreover, the emotional experience and its respective affective evaluation 
play a key role as a precedent for the corporate reputation of a company. 
This study was applied to a non-probabilistic sample based on quotas 
proportionally distributed among the main department stores in Chile 
and Mexico. The findings show for both countries that the functional 
and symbolic benefit perceived by consumers significantly influences the 
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reputation of department stores. However, the hedonic benefit perceived 
by the consumer had a negative effect on the reputation of the store. 
Therefore, managers should implement strategies to improve the hedonic 
experience of their clients. Future studies could use other variables 
inherent to the consumer’s purchasing behavior to evaluate their effects 
on the corporate reputation of the department store.
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The aim of this article is to know the effect of seven dimensions of 
the cooperative learning methodology applied in the classroom in nine 
dimensions of the teamwork competence of students of a business faculty. 
A quasi experimental design is used with a treatment and a control group 
belonging to two cohorts of students. The results demonstrate a significant 
effect of the methodology of cooperative learning in the dimensions of 
collective efficacy, planning, establishment of objectives, problem solving, 
and conflict management, through regressions employing the differences 
in differences approach. It is possible to conclude that cooperative 
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learning is effective in forming the teamwork competence in the most 
basic dimensions of its development. This research supposes an important 
contribution to the student’s formation of a competence that is widely 
valued in the professional industry, considering its multidimensional 
character and to the knowledge of the effect that cooperative learning has 
from its different components in the formation of teamwork.
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Family firms’ risk-taking behaviour is central to these firms’ ability to 
recover from major loses after a natural disaster. Natural disasters pose 
a threat to family firms’ continuity, a primary goal for this type of firm. 
Accordingly, it is important to understand how socioemotional wealth 
importance and entrepreneurial orientation interact to influence family 
firms’ ownership risk, performance hazard risk and control risk in a 
post-disaster scenario. Using a sample of family firms from the Bío-Bío 
region in Chile, which was devastated by a massive earthquake in 2010, 
we performed partial least squares structural equation modelling (PLS-
SEM) and fuzzy-set qualitative comparative analysis (fsQCA). The PLS-
SEM results partially support our hypotheses. The fsQCA results provide 
three, six and seven causal configurations that explain 34%, 67% and 72% 
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of ownership risk, performance hazard risk and control risk, respectively. 
This article shows that the interaction between socioemotional wealth 
importance and entrepreneurial orientation is important to explain risk-
taking behaviour by family firms in a post-disaster scenario.



129

GYKA-LATAM CONFERENCE PROCEEDINGS

Do legal and institutional environments 
matter for banking performance?

José Arias

Universidad Católica de la Santísima Concepción
joseariasmoya@gmail.com

Carlos Maqueira

Universidad del Pacífico
cp.maquieirav@up.edu.pe

Mauricio Jara

Universidad de Chile
mjara@unegocios.cl

Using data of 52 countries’ banking systems from 2005 to 2011, this paper 
contributes by directly considering the influence of legal and institutional 
environment on banking performance. Using panel data, and controlling for 
financial and economic development indicators, we find evidence of several 
relationships related to banking performance, including: 1) a higher degree of 
legal protection to both lenders and borrowers positively affects the banking 
system’s performance, 2) a positive relationship between the degree of law 
enforcement and banking performance, 3) a higher level of credit information 
provided by a public registry positively affects the banking performance and, 4) 
neither the regulatory quality nor the control of corruption show a statistically 
significant effect on banking performance. Finally, we do not find significant 
differences in banking performance when distinguish by type of economy.
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The purpose of this paper is to determine whether image transfer 
theory and the elaboration likelihood model can provide a theoretical 
framework for understanding the effect of communicating family firms’ 
identity through web pages (FFIWeb) on consumer responses. Consistent 
with the image transfer theory, FFIWeb leads to higher attitude toward the 
web page (AttWeb) and intention to buy (IntBuy). Additionally, AttWeb 
mediates the FFIWeb–IntBuy relationship. Consistent with Elaboration 
Likelihood Model, product involvement negatively moderates the 
FFIWeb–IntBuy relationship.




