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The implementation of administrative strategies to improve the quality of intercultural institutions is reflected in
benefit of the main actor of higher education institutions which is the student. It is for this reason that the objective
of this research is to analyze the strategies designed and implemented and the impact on the quality observed by the
stakeholders. The analysis was carried out from the qualitative approach, collecting information through
observation, review of documents, and interviews. As main findings, it can be mentioned that the educational
management has a priority role as a substantive activity in the intercultural university which guarantees the quality

of the services.
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Introduction

Higher education is a key element for the economic development of a country, through which, knowledge,
skills, and abilities for the performance of a profession are accredited and is the best guarantee of stable
employment. In this sense in Mexico, intercultural universities are an emerging field of both academic research
as well as political and institutional planning (Alvarez, Cecefia, & Bojorquez, 2013).

In the application of administrative strategies, characteristics that are implemented to improve the
educational management of the institution arise and this benefits the whole university community, but mainly in
the formation of the student, with high standards of educational quality that are able to meet the needs and the
challenges of the labor market; the student is the main element of the interest groups of higher education
institutions and their demands must be met (Cervantes & Aldeanueva, 2016).

This research is carried out in the Universidad Autonoma Indigena de Mexico (UAIM), located in the

northern part of the State of Sinaloa, in the community of Mochicahui, corresponding to the municipality of El
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Fuerte, Sinaloa and provides relevant information on the application of administrative strategies with focus on

quality and the improvement of services in intercultural higher education institutions.

Research Problems

The interest in studying this problem has as objective the growing need for knowledge related to
educational management specifically in the application of administrative strategies that bring about substantial
changes in intercultural institutions, in order to improve the quality of education, the services are to be
considered by society as an attractive option for the development of knowledge, skills, attitudes, and values
needed in professional life.

For this reason, the qualitative method was used to analyze the relationship between administrative
strategies in educational management for service quality at the Universidad Auténoma Indigena de México
(UAIM) as an object of study, located in Mochicahui, El Fuerte, Sinaloa, Mexico.

Literature Review

The proposal of the intercultural approach focuses on contact and reciprocal influence and it also promotes
positively the interaction between cultures, having its premises that these are not static but dynamic and are
enriched and dynamized as a result of their exchange, by which agrees with Diez and Zuany (2008),
intercultural education has been fundamentally oriented towards the attention of indigenous peoples, with a
limited vision of diversity and the concept of cultural.

In this context, in the UAIM, interculturalism helps to attend and improve the axis of language, culture and,
the link with the community, through deep recognition of the diversity of the human species in terms of
cultures or world views, to which not only corresponds to dances and costumes, but also different value
systems, diverse accumulations of knowledge, different modes of knowledge production, and different
modalities of learning.

There are many theoretical models and empirical studies on the structure and functioning of the
educational system and social organizations in general, including the psycho-sociological model of Getzels and
Guba (1957), and they reduce organizational behavior the interrelationship of three-dimensional: institutional
dimension, individual dimension, and group dimension.

In this sense, the administration fulfills a mediating role between the three dimensions, determining
significantly the nature of the organizational behavior according to the type of administrative mediation that has
been adopted, therefore, it is possible to conceive three different perspectives of administration or educational
management with their respective types of mediation and their corresponding predominant criteria of
administrative performance (Sander, 1994).

The following is an analysis of the nature of the three functionalist management perspectives with their
respective types of mediation, the objectives they pursue, and the prevailing administrative criteria.

Bureaucratic Administration

The bureaucratic administration is a conceptual derivation of the sociological theories of the classic school
of administration exposed by Taylor (1987), Fayol, and Weber, at the beginning of century XX, in times of the
consolidation of the industrial revolution. Applied to educational management, the bureaucratic perspective
takes the form of an administrative style that emphasizes the institutional dimension of the education system
and is oriented, primarily, by the expectations, rules, and bureaucratic regulations; according to this orientation,



252 EDUCATIONAL MANAGEMENT AND QUALITY IN AN INTERCULTURAL UNIVERSITY

the educational organization is conceived structurally as a closed system of functions or roles to which
corresponds rights and institutional duties (Sander, 1994).

In this sense (Baldridge, 1977; Petrella, 2007), it has applied Weber’s typical-ideal construction to
universities in their bureaucratic aspect; he stressed, therefore, that the university is a complex organization,
with dependence on the state and with bureaucratic relations of authority, formal hierarchy, formal channels of
communication, and formal political rules Bureaucratic aspects are found throughout the university, can be
noticed even more in the areas of processing school control, archiving, registration, accreditation and qualification
requirements, routine activities, among others; designed to address the mass management of students.

In his professional work, the bureaucratic administrator is attentive to the compliance with the laws and
norms that govern the functioning of the educational organization and the defense of its interests as a system,
without taking into account the importance of its participants as individuals. Their concern is to create an
organizational climate that favors the effectiveness of the educational system for the achievements of its
objectives, relegating the individual efficiency of participants to a plane of secondary importance (Sander,
1994).

Idiosyncratic Administration

It is a conceptual derivation of the psychological theories of administration associated with the movement
of human relationships that Mayo, Roethlisberger, and Dickson, their application in educational management,
takes the form of an administrative style that emphasizes the individual dimension of the educational system
and is oriented, primarily, to the needs and personal dispositions of its participants (Sander, 1994).

With this orientation, the educational organization is conceived as a partially open system based on the
interpretation of the actions and interactions of the people participating in it, facilitating the development of an
organizational climate appropriate for subjective growth, where each person is considered as a unique
individual with a distinct personality, defined by an own set of needs and dispositions that are reflected in their
behavior, while paying little attention to institutional effectiveness in achieving institutional objectives.

Integrative Management

Integrative management is a conceptual derivation of the psychosociological management theories
formulated by Barnard and Simon (1959) and later developed by Argyris (1964), McGregor (1960), Halpin
(1966), Griffiths and Getzels (1968), their application in educational management, the integrative perspective is
simultaneously or alternately concerned with the sociological and psychological aspects of the educational
system and its schools and universities (Sander, 1994).

That is, it deals with the interaction between the institution and the individual, between role and
personality, and between bureaucratic expectations and needs and personal dispositions, according to this
perspective of interdisciplinary nature, the educational institution is conceived as an open system; the above
implies the scaling down of the sociological reductionism of the bureaucratic administration and the

psychological reductionism of the idiosyncratic administration.

Formulation and Implementation of Strategies

The main activities of the formulation of the Mintzberg’s (1977) strategy include the identification of
opportunities and threats in the environment in which the organization is developed, as well as the attributing
estimation of risk to each of the discernible options, so therefore being inclined by a particular election, the

strengths and weaknesses of the institution must be valued, in addition to the available resources and the
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amplitude of it. Likewise, it will be necessary to determine, as objectively as possible, their actual and potential
capacity to take advantage of perceived needs both internally and externally as well as their ability to cope with
the risks inherent in their performance.

Schools of Strategic Thinking

The strategy considers multiple definitions and its utility has generated debates among diverse authors
throughout the years; in this context, Mintzberg, Lampel, and Ahlstrand (1998), in their book Strategy Safari,
were given the task of bringing together the main schools of strategy designed to apply the best of them; each
school of strategic thinking provides a particular focus on the strategy and its formulation process; for this
research the following strategies were selected:

(1) Strategy of the school of design. The main virtue of this school is the systematic use of analysis of the
external environment, responsible for the development of the SWOT (strength, weakness, opportunity, and
threat) model; the information in this type of studies is used to identify the opportunities that exist and thus to
advance the company to the situations of the market and its purpose is to adapt the opportunities and threats
existing in the environment with the strengths and weaknesses of the organization. Responsible for the
execution of this kind of analysis is the top manager.

(2) The school of power strategy. This school recognizes that power exists within the organization and its
premise is to form strategies based on influence, emphasizing the use of power and politics to negotiate
strategies favorable to particular interests; for this school, strategies are emerging and take the form of positions
or tactics and power relations are given at the micro and macro levels. In this sense, the existence of different
interests supposes the strategy as a political process; at the macro level, power relations reflect the
interdependence of an organization with its environment.

(3) The strategy of the school of learning. It is devised as a process in which patterns of behavior may
arise from which solutions are offered to situations that manifest; the role of the leader is not precisely to
preconceive a strategy but to manage the process of strategic learning, which takes place during the
confrontation of thought and action stimulating the guide’s retrospective thinking about his own behaviors.

It is necessary to experience things, observe the consequences, understand them, and continue to advance;
this mechanism is necessarily given the complex and unforeseen nature of the context of the organizations
within which the actions of the government and external groups are located, this school breaks with the
judgment of conceiving the strategy as a linear process in which the thought ends and then the action begins, in
other words, it does not follow the process of first formulating and then carrying out.

(4) The strategy of the school of planning. The strategy arises from a formal process of conscious and
controlled planning that establishes deadlines, programs, and budgets, which respond optimally to the goals of
the organization; the strategic planning starts from the assumption of stability in the company in such a way
that it is carried out around already existing categories in the same organization which can result in the
incompatibility with unexpected changes or with the latent uncertainty in the companies.

(5) The strategy of the cultural school. Developing a competitive perspective based on the creation of a
culture strongly associated with a strategy; Cultures that “live” all members of the company ensure the
development of the strategy, for example, culture of quality of service or customer orientation, in another
organization may be the culture of accelerated innovation, in another company is the culture of responsiveness;
any of these strategies will be successful if it is deeply rooted in each subject.
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The Quality of Educational Service

The quality of education now occupies a priority place in the processes of university transformation.
Tunnermann (2009) stated that the pertinence, effective and transparent management, and quality in services
offered fidelity to the substantial missions of the University, International dimension of university work and the
exercise of responsible autonomy.

According to UNESCO (1998), quality refers to:

To the main functions and activities of higher education: quality of education, training and research, it translates into
quality of staff and programs, as a consequence of teaching and research, attention must also be paid to quality of the
students, of the infrastructure and the environment of the institution. (UNESCO, 1998, p. 33)

UNESCO recognized that in order to achieve quality in higher education, the process of evaluation and
appreciation of quality must count on the active participation of administrative, teaching and research staff,
students, and leaders and should focus on a process of modernization and accountability.

In Mexico, based on State-sponsored educational policies and initiatives of the National Association of
Universities and Institutions of Higher Education (ANUIES), different programs and mechanisms have been
designed and implemented to recover the discourse of quality and focused on the evaluation with the purpose of
configuring a quality higher education system.

In this sense, the quality of education refers to the characteristics of the process and the results in the
formation of man, conditioned historically and socially, which take concrete expression from the prevailing
philosophical, pedagogical, psychological and sociological paradigms in the society in question (Paredes &
Garcia, 2013).

Recalling the purpose of quality management systems to meet customer’s needs, Sangiiesa (2006) and
Mejias, Teixeira, Rodriguez, and Arzola (2010) argued that services must pay special attention to prevention of
errors; since in this case, problems arise as the service is being executed and a solution must be given as
quickly as possible.

In intercultural higher education institutions, it is important to delimit what is meant by clients referring to

this research to students and employees, since the last one, does not provide a service, but is part of it.

Objective

The present research focuses on topics that are widely studied, such as administrative strategies,
educational management, and quality in services with the purpose of improving activities within educational
institutions. In addition, it is intended to make a contribution to knowledge of a theoretical and explanatory
nature, since it is exposed because a phenomenon occurs and under what conditions it is given, as well as a
methodological contribution by the application of data collection tools and techniques. Therefore, the objective
of this research is to analyze the impact of administrative strategies for the achievement of service quality in an

Intercultural Higher Education Institution.

Methods

One of the central aspects in any research project is the methodological design; to support a clear
definition of the object of study is not something simple, since its relevance, as a starting point, supports a
union of elements of analysis structured under a congruence with the results to be achieved.
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In this research, the qualitative approach was used since it explores a social problem from the point of
view of the informants (Rojo, 2003) and it was decided to use the case study method proposed by Taylor and
Bogdan (1987), as a strategy to achieve the research objective and as an instrument of information collection,
the interview was used which allowed to deepen on the explanatory analysis on what is the impact off
administrative strategies for the achievement of quality in the Universidad Autonéma de México.

Results

After applying the interviews, we proceeded to group the information obtained according to categories
finding that in the design and implementation of administrative strategies in the UAIM, wich that is are
includedas indispensable activities to carry out the educational functions from a vision of the business
administration, and have as main objective, to improve and streamline the services, academic and
administrative processes that lead to raise the quality of education.

The UAIM carried out planning strategies (Mintzberg, 1997), which are used as a guide for the
performance of activities, which are supported by the strategies developed in each area of the university, there
is a design of academic strategies, linkage, organization, and postgraduate. The activities mentioned as
guidelines in the UAIM, are similar to Quinn’s (1993) concept of strategy, integrate the main goals and policies
of an organization, and aim to raise quality education management.

With the information obtained from the documentary analysis, the UAIM carried out a planning strategy
that is used as a guide for the performance of the activities, which are supported by the strategies developed in
each area of the university, which means there is a design of academic strategies, educational, liaison,
organization, and postgraduate programs.

The above, it is noticed that the activities indicated as guides in the UAIM coincide with the strategies of
Quinn (1993) that defines them as the pattern or plan that integrates the main goals and policies of an organization.
In this sense, contrasting the opinions of the directors of the UAIM, they recognized the importance and use of the
strategy as a necessary tool to make decisions when required.

Conclusion

This research is carried out assuming the importance of intercultural higher education in Mexico and the
role it plays in teaching, research, and services links with the State, society, and productive sectors; the
university relies on administrative strategies for the performance of its functions, but it is necessary to raise
efficiency aimed at achieving: academic quality, financial resources, administrative processes, and physical and
technological infrastructure; to enable UAIM to provide relevant and quality education for young people of
indigenous origin and poor sectors.

In this sense, the activities developed in the educational management for the quality of services must be
previously analyzed, in order to be as rational as possible at the time of making the corresponding decisions,
which is why it is considered indispensable the design of administrative strategies that structures and orders the
activities and tasks to be developed in order to guarantee the success of the operations.

The current problems in the management of education, to raise the quality of services in the IESI, are
mainly of subjective nature, motivated by a dynamic of development that goes beyond the possibilities of
coordination and execution effective on the part of the executives involved in these processes.
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This causes the expected results to be out of time and partially obtained, giving an idea of inefficiency.
Also conventional or traditional approaches have prevailed so that the old problems are not able to be solved,
for example, the constraints of material and financial resources that are fundamental to the structuring and
consolidation of projects have also prevailed.

Therefore, the quality of service is of vital importance for the success of any organization, since a high
level of the same provides for the companies considerable benefits in terms of productivity, reduction of costs,
motivation of the personnel, differentiation with respect to the competition, loyalty, and training of new clients.
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