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Summary

The aim of this literature review article was to analyse the importance of process
management and human talent in service quality: a literature review of the literature. The
methodology used was a qualitative approach, documentary analysis method, the sample
consisted of the body of scientific literature on process management and human talent in
service quality, using criteria such as original sources and review articles in several
languages from journals indexed in Scopus and Scielo. Specific search terms and Boolean
operators AND, OR Y NOT in search engines were used to access relevant information
from the last five years. The results show that process management is of vital importance
to the organisation, just as human talent influences the quality of service in a university
higher education institution. It is therefore concluded that the integration of process
management and human talent in a public university an significantly improve the quality
of service offered to students, faculty and staff by optimising operations, ensuring
satisfaction and strengthening institutional reputation.
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Resumen

Mediante este articulo de revision bibliografica, se tuvo el objetivo de analizar la importancia
de la gestién por procesos y el talento humano en la calidad del servicio: una revision
bibliografica de la literatura, la metodologia empleada fue bajo el enfoque cualitativo, método
deanalisis documental, la muestra estuvo conformado por el acervo documental de la literatura
cientifica sobre la gestion por procesos y el talento humano en la calidad del servicio,
utilizando criterios como fuentes originales y articulos de revisién en varios idiomas de
revistas indexadas en Scopus y Scielo. Se emplearon términos de busqueda especificos y
operadores booleanos AND, OR Y NOT en motores de busqueda para acceder a informacion
relevante de los Ultimos cinco afios. Los resultados muestran que la gestién por procesos es de
vital importancia para la organizacion, asi como el talento humano tiene influencia en la
calidad de servicio de una institucion de educacion superior universitaria. Por lo que se
concluye que la integracion de la gestion por procesos y el talento humano en una universidad
publica puede mejorar significativamente la calidad del servicio ofrecido a estudiantes,
profesores y personal, mediante la optimizacion de operaciones, que garantizan la satisfaccion
y fortalecen la reputacion institucional.

Palabras claves: Gestion, talento humano, calidad de servicio, estudiantes, universidad

1. INTRODUCTION

In an increasingly competitive and demanding business environment, companies are
constantly seeking to improve the excellence of their services to meet the needs and
expectations of their customers, and it is in this scenario that process management and human
capital emerge as two essential pillars to achieve this purpose (Agudelo, 2019).

Process management focuses on the identification, documentation, analysis and
optimisation of the processes that make up a company, which is why this approach allows the
efficiency, effectiveness and quality of work to be enhanced, while reducing costs, errors and
waiting times. (Medina et al., 2019) all based on the benefits (Gutiérrez et al., 2022) for both

the company and the customer (Salimbeni,2019). On the other hand, human talent is related to
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the skills, knowledge and experience possessed by the employees of an organisation (Ramirez
et al., 2019). In this sense, a talented and committed team is fundamental to the success of any
company, as they are the ones who execute the processes and maintain direct contact with
customers (Calle, 2021).

The research is justified on the grounds that process management, human talent and
service quality are valuable are as of knowledge, in that organisations recognise the
importance of effective management of these processes to achieve optimal service quality,
because it has a directimpact on customer satisfaction, loyalty and the overall success of an
organisation.

This paper conducts a literature review of the literature that examines the importance of
the interaction between process management and human talent in service quality. This leads to
the objective of analysing the importance of process management and human talent in service
quality: a literature review, in which the main findings of the research carried out on this topic
are presented, and the practical implications for companies seeking to improve the quality of
their services are analysed.

RESULTS

Importance of process management and human talent in service quality

In this sense, it is important to define process management as a systematic approach to design,
implement, evaluate and improve the processes of an organisation (Macédo et al., 2024).
Process management improves the quality of service in the institution by identifying and
optimising key processes, thereby increasing user satisfaction and institutional reputation
(Goémez & Rodriguez, 2024a). In addition, process management helps the university to be more
efficient and effective in resource allocation and decision-making (Guerra et al., 2024).

On the other hand, human talent also plays an important role in the quality of service in
a publicuniversity (Hernandez-Andreu et al., 2024). University staff are the ones who interact
directly with students and other users, and their attitude and behaviour can significantly
affect the quality of service. Effective human talent management can help the university
recruit, train and retain the right people, which can lead to increased user satisfaction and a
better reputation for the university (Alcala-Otero et al., 2024). In addition, effective human
talent management can helpfoster a culture of service and collaboration in the university,

which can further improve thequality of service (Rocha et al., 2024).
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Effective process management and human talent are especially important in the context

of apublic university (Anaisse et al., 2023). Public universities often face unique challenges,
such asthe need to balance quality service delivery with limited resource allocation and the
need to comply with government policies and regulations (Soares et al., 2023). In addition,
effective process and human talent management can help the university to be more
competitive and attract the best students and employees (Fava et al., 2023). Consequently,
process management and human talent are essential tools to improve the quality of service in a
public university and ensure its long-term success.
Implementation of management by processes and human talent in a public university.
The implementation of process management in a public university can lead to significant
improvements in service quality. One of the key steps in this process is the identification of
the university's key processes (Benavides-Moreno et al., 2023). By identifying these
processes, the university can develop a clear understanding of how work is done and
identify areas for improvement. This can help streamline processes, reduce was te and
ultimately improvethe quality of service provided to students, faculty and staff. By
adopting a process-based management approach, the university can créate amore efficient
and effective organisation that isbetter equipped to meet the needs of its stakeholders.

In addition to process management, the recruitment and development of human talentis
also crucial to improve the quality of service in a public university (Midolo-Ramos et al., 2023).
By hiring talented individuals who are passionate about education and have the skills and
knowledge to excel in their roles, the university can create a motivated and engaged
workforce. Furthermore, by investing in the development of this talent, the university can
helpits employees grow and develop their skills, which can lead to better job performance
andservice quality (Assisetal.,2023). This approach to human talent management can help create
a positive and supportive work environment where employees feel valued and supported in
their professional growth.

The integration of process management and human talent management is essential to
ensure high quality service by aligning the university's key processes with the skills and
capabilities of its staff, resulting in a more efficient and effective organisation, ready to meet
the demands of its stakeholders (Da Silva et al., 2023). This involves focusing on developing

training programmes that help employees understand how their work fitsin to the broader
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context of the university's processes, as well as creating performance metrics that measure the
effectiveness of these processes and the contribution of the workforce (Solano-Castro et al.,
2023). By adopting a holistic approach to management that takes into account both processes
and people, the university can create a culture of continuous improvement, focused on
delivering a high quality service to all stakeholders (Giraldo et al., 2023a).

Impact of process and human talent management on the quality of service in a public
university.

The implementation of process management and human talent in a public university has
improved service quality metrics (Ferreira et al., 2023). By establishing clear processes and
procedures for service delivery, the university has been able to optimise its operations and
ensure a consistent and high quality service for students and faculty. This has resulted in
improved satisfaction rates and feedback from both groups, as evidenced by studies such as
those carried out by (Renan et al. en 2019). By measuring and tracking these metrics, the
university can continue to identify areas for improvement and make data-driven decisions to
improve the overall quality of its services.

In addition to improving metrics and satisfaction rates, the implementation of process
management and human talent has also had a positive impact on the university's reputation and
community relations (Moreira & Rodrigues, 2023). By demonstrating a commitment toproviding
high quality services and investing in the development of its employees, the university has
earned the trust and respect of its stakeholders.

This has led to increased collaboration andpartnerships with other organisations, as
well as a greater sense of pride and commitmentamong faculty and staff. Studies such as
those conducted by researchers in Mexico (Marin-Gonzales & Carrera, 2023) Yy Venezuela
(Becerra Vasquez et al., 2023) have highlighted the importance of human talent management in
improving public management and labour performance, underlining the potential long-term
benefits of this approach.

The impact of process management and human talent on service quality is not limited
to the university environment. Research in other sectors, such as mobile banking, has shown
that the impact of process (Pedraja-Rejas et al., 2023) and professional education, have also
demonstrated the potential benefits of this approach. By focusing on the theoretical
underpinnings of human talent management and its impact on service quality, as seen in

studies such as those carried out by researchers in Peru (Bernardes&Ferreira,2023) and
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Colombia (Faustino et al., 2023) Organisations can develop more effective strategies to deliver
high quality services and improve overall performance. As more organisations recognise the
value of this approach, we are likely to continue to see its impact on service quality in a wide
range of environments.

The implementation of process management and human talent in service quality has
proven to be crucial to the success of public universities. By identifying key processes,
recruiting and developing talented individuals, and integrating processes and human talent,
universities have seen improved service quality metrics, increased satisfaction among students
and faculty, and a positive impact on their reputation and community relations. It is clear that
effective process and human talent management is essential to the continued success and
growth of public universities and beyond.

The importance of process management and human talent in service quality is that of
process management, which plays a decisive role in ensuring high service quality. According
to Juran (1995), service quality refers to the ability to satisfy customer needs, expectations and
requirements (Viola & Sales, 2022). Effective process management helps organisations to
optimise their operations, identify inefficiencies and improve overall service delivery. By
implementing standardised processes and procedures, organisations can ensure consistency in
service quality, reduce errors and increase efficiency. Process management also allows
organisations to monitor their performance and make data- driven decisions to improve service
quality over time. It is therefore essential that organisations prioritise process management to
ensure the delivery of high quality services.

Human talent management is another critical factor in ensuring high service quality (R.
C. Silva & Caldas, 2023). Human talent refers to the skills, knowledge and capabilities of
anorganisation's employees. Effective human talent management involves recruiting, training
and retaining employees who possess the skills and experience necessaryto deliver high
quality services. It also involves providing employees with ongoing support, feedback and
opportunities for growth and development. By investing inhuman talent management,
organisations can ensure that their employees are equipped to provide the best possible service
to their customers, resulting in higher levels of customer satisfaction and loyalty.

Process management and human talent management is essential to ensure a high
quality of service (Camargo & Pinzon, 2022). Effective process and human talent management
complement each other to create a culture of continuous improvement in organisations.

Employees trained instandar dised processes can implement procedures consistently. Effective
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human talent management requires well-defined processes to ensure consistency in staff

recruitment and development. By integrating the two, it fosters the identification of
opportunities for improvement and drives organisational success (de Oliveira Borges Neto et
al., 2023). It is therefore crucial that organisations prioritise both process management and
human talent management to ensure high service quality.

Researchers are exploring a wider range of topics and methodologies, reflecting the
increasing complexity of organisational challenges inthis area. This diversification has
important implicationsfor future research, as it highlights the need for interdisciplinary
collaboration and a holistic approach to process management and human talent development
(Xavier et al., 2023). By integrating knowledge from diverse fields, researchers can develop
more comprehensive and effective strategies to improve service quality and optimise human
resource management. In addition, this growing body of research can inform policy and
practice, providing valuable information for organisations seeking to improve their
performance and competitiveness (G. C. C. Silva et al., 2023).

METHODOLOGY

This study adopts a methodology based on the documentary review of the literature on process
management and human talent in the quality of service, in this sense the following criteria
were adopted, it was delimited by original sources and review articles in several languages,
Spanish, English and Portuguese articles from journals indexed in the data bases of Scopus
and Scielo. The search engines were: management, human talent and quality of service,
management, human talent, quality of service, as wellas articles from the last five years, using
the Boolean operators AND, OR and NOT in the advanced search, which allowed access to

quality information.

Research Flow chart

Data bases Initial search Delimitation and search
_ strategy
Scopus(n=0) Scopus(n=1,204,149)
Scopus(n=17,461)
Scielo (n=0) Scielo (n=23815) )
Scielo (n=2 168)
Exclude di tems Items included
Scopus(n=17,432) Scopus(n=29) Total item sused

: . (n=37)
Scielo (n=2 161) Scielo(n=7)
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DISCUSSIONOF THE RESULTS

The results presented highlight the importance of process management and human talent in
improving service quality in a public university. Process management, as a Systematic
approach to identify and improve key processes, can contribute significantly to user
satisfaction and institutional reputation, while increasing efficiency and effectiveness in
resource allocation and decision making (Gémez & Rodriguez, 2024b; Macédo et al., 2024).
On the other hand, human talent plays a crucial role in direct interaction with students and
users, influencing the quality of service. Effective human talent management, including
appropriate recruitment, training and retention of staff, can have a positive impact on user
satisfaction, the reputation of the university and the promotion of a culture of service and
collaboration (Alcal&-Otero et al., 2024; Hernandez-Andreu et al., 2024).

In the specific context of a public university, where challenges such as limited resources and
the need to comply with government regulations are faced, process and human talent
management become even more critical. These tools not only help address the unique
challenges of public universities, but also position them to be more competitive and attractive
to students and high-level workers (Anaisse et al., 2023; Fava et al., 2023).

There fore, the implementation of process management and human talent in a public university
cangenerate significant improvements in the quality of service offered to students, faculty and
staff (Benavides-Moreno et al., 2023). Identifying the university's key processes is
fundamental to understanding how work is done and finding areas for improvement, whichcan
optimise processes and improve the efficiency and effectiveness of the organisation
(Benavides-Moreno et al., 2023). On the other hand, the recruitment and development of
human talent is crucial to create a motivate dand committed workforce, capable of deliveringa
high quality service (Midolo-Ramos et al., 2023). Investing in staff development can improve
job performance and service quality, creating a positive and supportive work environment
(Assiset al., 2023).

Consequently, the integration of process and human talent management is essential to a lignthe
university's key processes with the skills of its staff, resulting in a more efficient and effective
organisation (Da Silva et al., 2023). This involves developing training programmes and
establishing performance metrics to measure the effectiveness of processes and the
contribution of the work forcé (Solano-Castroetal.,2023). By adopting ah olistica pproach
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that considers both processes and people, the university can foster a culture of continuous
improvement and deliver a high quality service to all stakeholders (Giraldo et al., 2023a).

The implementation of process management and human talent in a public university has
resulted in a substantial improvement in service quality metrics, according to Ferreira et al.
(2023). Optimising operations and ensuring high quality service through clarity in processes
and procedures is reflected in the satisfaction of students and teachers, as indicated by the
studies of Renan et al. (2019). Also, Moreira & Rodrigues (2023) have found that this
management has improved the reputation of the university and its relations with the
community, fostering collaboration and partnerships. The importance of human talent
management in improving job performance has been highlighted in research in Mexico and
Venezuela by Marin-Gonzales & Carrera (2023) y Becerra VVasquez et al. (2023), respectively.
Process management, as described by Juran (1995), is crucial to ensurehigh quality serviceby
standardising processes that enable efficiency and consistency in service quality. On the other
hand, the management of human talent, according to R. C. Silva & Caldas (2023), is
fundamental to maintaining high standards of service in recruiting, training and retaining
qualified employees. The integration of process management and human talent management,
emphasised by Camargo & Pinzon (2022) and Oliveira Borges Neto et al. (2023), is essential
to create a culture of continuous improvement and organisational success. Diversification in
research, as suggested by Xavier et al. (2023) y G. C. C. Silva et al. (2023), reflects the
complexity of organisational challenges and the need for an interdisciplinary and holistic
approach to improve service quality and human resource management. In summary, process
management and human talent are vital elements for improving service quality in various
organisations, with significant potential to positively influence different sectors.
CONCLUSIONS

In conclusion, the integration between process management and human talent is essential to
ensure optimal service quality in organisations. This union enables the establishment of
efficient processes supported by the expertise of employees, strengthening collaboration,
communication, continuous improvement and innovacion. This synergy not only improves
service quality, but also drives growth and competitiveness by adapting to a changing
environment. Investing in people development and process optimisation enables organisations
to differentiate themselves in the market place and meet customer needs effectively,
highlighting the strategic importance of process management and human talent in

organisational excellence.
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The implementation of process and human talent management in a public university can lead
to significant improvements in the quality of service offered to students, faculty and staff.
Identifying key processes and developing staff appropriately are crucial steps to optimise the
efficiency and effectiveness of the organisation.

The integration of process and human talent management is essential to align the university's
key processes with the skills of its staff, resulting in a more efficient and effective
organisation. Developing training programmes and establishing performance metrics are key
strategies to measure the effectiveness of processes and the contribution of the workforce.
Process and human talent management in a public university has been shown to substantially
improve service quality metrics, optimising operations and ensuring high quality service. This
integration has led to increased student and faculty satisfaction, enhanced institutional

reputation and strengthened community relations.
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