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Abstract 

Problem: La Muela SAS’s International Supply and Logistics department encountered problems 

regarding limited visibility of logistics costs, coordinating various active import projects, and lack 

of established processes pertaining to cross-border warranty claims and communicating with 

suppliers. Objective: The aim of the work was to enhance import operations by coordinating 

shipping processes, designing a logistics cost matrix (Factor Logístico model), coordinating a 

warranty claim across borders, and ensuring efficient communication with suppliers in nine 

countries. Method: The intern was involved in all stages of import coordination and used logistics 

tools for efficient importation, followed Incoterm rules, conducted customs clearance, and 

designed a logistics cost matrix used for calculating logistics costs of every import project. Market 

study focused on Colombia’s healthcare sector and contained the overview of market regulation, 

competitors, and supplier assessment. According to the output of the study, import of Carestream 

Dental and Sri Trang Gloves was conducted from initial supplier contact to the final delivery stage. 

The Factor Logístico accounting model including information on 17+ import projects in the past 

was delivered to the department. There was a successful third party warranty claim against NSK 

Nakanishi Inc. covering full import costs. Communication was ongoing with 45+ suppliers around 

9 countries. Overall, the experience shows that good technical capabilities in logistics should be 

accompanied with effective and pro-active communication management system. 

Keywords: international logistics, import operations, supply chain, INVIMA, Incoterms, 

Factor Logístico, warranty claim management 
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Resumen 

 

Problema: El área de Abastecimiento y Logística de La Muela SAS se veía afectada y tenía 

inconvenientes asociados a la escasa visibilidad de los costos logísticos, el manejo de varias 

operaciones activas de importación al mismo tiempo, y la falta de protocolos estructurados para 

reclamaciones de garantía internacionales y para la comunicación con los proveedores. Objetivo: 

Optimizar los procesos de importación, sincronizando las operaciones de importación activas y 

realizando la matriz de costos logísticos (modelo Factor Logístico), gestionando una reclamación 

de garantía internacional y la comunicación directa con proveedores de nueve países. Método: Se 

aplicaron herramientas de gestión logística, procedimientos de cumplimiento de Incoterms y 

sistemas de seguimiento estructurado, se diseñó e implementó una matriz de costos logísticos que 

cubre once variables por operación y se gestionó la garantía de reclamación con proveedor japonés. 

Se llevó a cabo una investigación de mercado en el sector salud colombiano. Resultados: Se 

coordinó el proyecto de importaciones de Carestream Dental y Sri Trang Gloves. Se entregó un 

modelo de Factor Logístico con más de 17 proyectos históricos. Había reembolso en reclamaciones 

con NSK Nakanishi Inc. Discusión: La experiencia enfatiza la importancia de los sistemas de 

gestión de costos y la gestión proactiva de la comunicación en servicios de importaciones 

altamente regulados.  

Palabras clave: logística internacional, operaciones de importación, cadena de suministro, 

INVIMA, Incoterms, Factor Logístico, gestión de reclamaciones de garantía.  
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Glossary 

B2B (Business-to-Business): Commercial transactions conducted between companies, 

such as between a manufacturer and a wholesaler or between La Muela SAS and hospital 

institutions. 

B2C (Business-to-Consumer): Commercial model in which a company sells products or 

services directly to end consumers, such as individual healthcare professionals. 

B2G (Business-to-Government): Commercial model in which a company sells products or 

services directly to government entities, public institutions, or state organizations through 

procurement or public tender processes (e.g., SECOP II in Colombia). 

Customs Documentation: Set of official documents required by the Colombian customs 

authority (DIAN) to authorize the entry of imported goods into national territory, including 

commercial invoice, packing list, and bill of lading. 

DIAN (Dirección de Impuestos y Aduanas Nacionales): Colombian national tax and 

customs authority responsible for regulating import and export processes through the MUISCA 

digital platform. 

Factor Logístico: A cost management ratio that expresses total logistics costs (customs 

duties, freight, insurance, customs agency fees, bonded warehouse, national transport, tariffs, 

interest, delays, and transport damages) as a proportion of the FOB merchandise value in COP, 

enabling precise calculation of the real landed cost of imported products. 

Incoterms (International Commercial Terms): Internationally recognized set of trade terms 

published by the International Chamber of Commerce (ICC, 2019) that define the responsibilities 

of buyers and sellers in international transactions. 
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INVIMA (Instituto Nacional de Vigilancia de Medicamentos y Alimentos): Colombian 

national institute responsible for the sanitary surveillance of medical devices, medicines, and food 

products. All medical and dental equipment must hold valid INVIMA sanitary registration before 

commercialization. 

Import Traceability: The ability to track and document each stage of an import operation 

from purchase order to final delivery, ensuring regulatory and contractual compliance. 

Logistics Coordination: The process of planning, implementing, and controlling the 

efficient flow of goods, services, and related information from point of origin to point of delivery 

(Chopra & Meindl, 2016). 

Supply Chain: The network of organizations, people, activities, information, and resources 

involved in the movement of a product or service from supplier to customer (Chopra & Meindl, 

2016). 

Warranty Claim Management: The formal process through which a buyer documents, 

communicates, and pursues remedies for defective or damaged goods received from an 

international supplier, involving coordination with freight carriers, insurance providers, customs 

brokers, and the supplier’s international team. 
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Introduction 

International supply chain management has become a cornerstone of competitive strategy 

for companies operating in specialized sectors such as healthcare. As global trade expands, 

organizations must navigate increasingly complex regulatory frameworks, multicultural supplier 

relationships, and logistical challenges that require both technical expertise and adaptive 

communication. In the Colombian healthcare sector, these dynamics are further shaped by strict 

national oversight bodies such as INVIMA, which regulate the entry and distribution of medical 

and dental products, creating a demanding environment for import-dependent companies (Ramos 

et al., 2004). The formulation of clear and verifiable objectives is essential to guide professional 

practice within such environments, ensuring that each activity contributes measurably to the host 

organization’s operational goals (Bernal, 2006). 

La Muela SAS, an organization based in Bucaramanga that is involved in the importation 

and commercialization of medical, dental and occupational health and safety products, survives in 

its field of activity. Its competitive advantage lies in the network of international suppliers which 

consists of over 45 partners from 9 countries as well as its ability to manage complex import 

processes. Having carried out the internship in the Dpto. de Abastecimiento y Logística, I received 

a chance to apply my academic skills gained at the International Business program in practice. 

Details and findings of the practical training that took place at La Muela SAS from January 

to June 2026 are presented in this report. The structure of the paper is as follows: Section 1 provides 

information about the context and reasons of the internship; Section 2 includes the detailed 

description of the intern’s company; Section 3 discusses the position and job responsibilities held 

by the intern; Section 4 provides theoretical basis and legislation influencing the part of training; 
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Section 5 describes the input made by the intern during practice; Section 6 summarizes findings 

and suggestions. 
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1. Business Practice Report Carried Out at La Muela SAS 

The present chapter lays the surrounding and the professional environment for the 

internship experience undertaken at La Muela SAS. It gives the reasoning behind choosing this 

company as the venue for the degree option and sets forth the general and particular aims followed 

in the course of the internship. 

 

1.1 Context of Business Practice 

La Muela SAS is a Colombian importing company based in Bucaramanga, Santander, 

which is known for its medical, dental, and occupational safety and health supplies. The company 

is operated in B2B, B2C, and B2G sectors, serving clinics, hospitals, health promoting companies, 

independent health professionals, and government agencies such as Armed Forces and Air Forces 

that make the use of public procurement (SECOP II) (SECOP II). The competitive advantage of 

the company is the strong and diverse network of suppliers used for the imports, which constitutes 

45 suppliers from 9 countries across the world. 

The intern was placed in the Department of Supply and Logistics, where the intern is 

serving alongside the Imports Coordinator, Daniel Valenzuela. This department performs the task 

of managing all activities related to imports starting from procurement of good and materials from 

suppliers till regulation of relations with suppliers and controlling logistics costs. 

 

1.2 Justification 

La Muela SAS recognized the necessity of enhancing its capacity to monitor logistics costs, 

enhance the assessment of total import costs by means of a systematic model, and improve direct 

communication with international suppliers. As the volume of simultaneous import operations 
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started increasing, the company felt it ought to be supplied with issues relevant to keeping the 

quality of operations at a high level, implementing structured cost management practices, resolving 

cross-border warranty claims, and building relations with suppliers in strategic markets. In turn, 

this operational environment opened the door for the intern to have a significant contribution into 

the operational department effectiveness. 

The choice of starting this internship for completion of the degree was informed by the fact 

that the operational requirements of the company are aligned with the knowledge acquired during 

the International Business studies at Santo Tomás University. The double-degree program in 

International Business Administration at KEDGE Business School added more theoretical 

knowledge and cross-cultural understanding in regard to how to manage relationships with 

international suppliers and navigate international trade environments. Working at the company 

provided the practical opportunity to improve such competencies as logistics coordination, cost 

analysis, the preparation of international trade documents, and communication skills in English. 

La Muela SAS received a value proposition involving direct operational support in active 

importing processes, creation of a comprehensive logistics cost matrix (Factor Logístico model), 

supervision of the warranty claim process with NSK Nakanishi Inc. (Japan), development of 

standardized supplier communication documents, and conduct of market research on the 

Colombian medical sector. All the input translated into significant advances in terms of costs 

visibility, traceability of processes, and operational efficiency in Dpto. de Abastecimiento y 

Logística. 

 

1.3 Objectives 
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The listed objectives were set at the early stages of internship taking into account the needs 

of the organization as well as the requirements of the program being pursued. 

 

1.3.1 General Objective 

By streamlining import activities of La Muela SAS through the coordination of shipping 

arrangements, making and using a logistics cost matrix, processing of cross-border warranty 

claims and enhancing collaboration with suppliers across the world, we want to boost the quality 

of operations in the Abastecimiento y Logística department from January to June 2026. 

 

1.3.2 Specific Objectives 

• To oversee the import operations, from the time of getting in touch with the supplier to the 

delivery time, in adherence with Incoterms and customs documentation practices with 

respect to the key suppliers: Carestream Dental, and Sri Trang Gloves.  

To formulate and execute a logistics cost matrix which defines the Logistics Factor in each 

of the import projects through the consolidation of eleven cost variables so that an 

improvement in cost visibility and facilitation of price-related decisions could be achieved. 

• To establish and sustain open professional interaction with international suppliers from 

nine nations in order to reinforce cross-cultural relations and foster the expansion of the 

suppliers network through a standardized communication framework. 

• To handle the process of claiming for damages caused during transportation of the 

equipment from NSK Nakanishi Inc. (Japan) by coordinating all documents and interactive 

communication until the payment is fully received. 
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• To carry out the market research in the Colombian healthcare sector by assessing the 

regulatory conditions, competitive environment, and sourcing structure of imports to 

provide support for decision-making processes within the department (see Appendix D). 

 

2. Company Profile 
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In this chapter, a complete overview of La Muela SAS is provided. Various aspects of the 

company are mentioned such as its name and purpose, how to contact them, the way they are 

structured, their economic surroundings, the types of products they sell, and the markets in which 

they create revenue. 

 

2.1 Company Name 

La Muela SAS is the entirety of the company's name. The company is a simplified joint-

stock company as defined under Colombian law and has the goal of bringing in and selling 

medical, dental as well as work safety & health products in Colombia. 

 

2.2 Corporate Purpose of the Company 

La Muela SAS's business goal includes importing and selling, distributing and advising 

regarding medical-odontological materials and equipment, medical-surgical instruments, 

biomedical equipment, clinical laboratory consumables, and elements of industrial safety as well 

as providing maintenance and repair services related to these files. The firm offers its services to 

government and private healthcare establishments, state social enterprises, state bodies, and 

representatives of medical, dental, bacteriological, and labor protection area (La Muela SAS, 

2024). 

 

2.3 Address, Telephone Number, Email Address and Immediate Supervisor 

The company’s contact and supervision details are as follows: 

• Address: Cl. 38 #35-53, El Prado, Bucaramanga, Santander, Colombia 

• Telephone: +57 320 221 9161 
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• Institutional email: importaciones@lamuela.com.co 

• Immediate supervisor: Daniel Valenzuela, Imports Coordinator 

 

2.4 Organizational Structure 

La Muela SAS maintains a functional organizational structure aligned with its commercial 

and logistical operations. 

 

2.4.1 Company Mission 

According to its official documentation, the mission of La Muela SAS is as follows: 

La Muela SAS is a Santanderean company that imports, commercializes, 

distributes, and provides advisory services on the use of medical-odontological materials 

and equipment, medical-surgical instruments, biomedical equipment, clinical laboratory 

supplies, and industrial safety elements and equipment, as well as their maintenance and 

repair, to healthcare service providers and institutions at the national level, state social 

enterprises, and professionals in the areas of dentistry, medicine, bacteriology, and 

occupational health and safety, thereby contributing to improving the quality of life of 

people and the professional and technological development of the country (La Muela SAS, 

2024). 

 

2.4.2 Company Vision 

The official vision of La Muela SAS establishes the following strategic direction: 

By 2025, La Muela SAS will be positioned as a commercialization and distribution 

company of broad national and international recognition, with a comprehensive portfolio 
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of products and services that ensure customer satisfaction, through the improvement of our 

processes, the strengthening of competencies, the well-being of our associates, and 

sustained and profitable growth (La Muela SAS, 2024). 

 

2.4.3 Company Organization Chart 

The organizational structure of La Muela SAS reflects its functional areas. The Dpto. de 

Abastecimiento y Logística, where the internship was carried out, operates under the General 

Management and is coordinated by the Imports Coordinator. 

Figure 1. Organizational Chart — La Muela SAS 

 

 

2.5 Economic Aspects 

The subsequent sections present an analysis of the macro and microeconomic setting that 

characterizes La Muela SAS regarding the overall conditions that shape its strategies and 

operations. 
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2.5.1 Macroeconomic Environment 

The macroeconomic environment of La Muela SAS is conditioned by Colombia’s 

healthcare regulatory landscape, economic trends, and trade policies. A PEST analysis of the 

relevant factors is presented in Figure 2 below. 
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Figure 2. PEST Analysis — La Muela SAS 
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2.5.2 Microeconomic Environment 

The microeconomic landscape of La Muela SAS is marked by direct engagement with both 

international providers, including local intermediaries, institutional clients, and competitors. La 

Muela buys products (over 45 suppliers located in 9 different countries such as Italy, China, USA, 

Japan, Thailand, Brazil, South Korea, Pakistan, and Argentina). Major customers for the company 

are private clinics, public hospitals, and health-promoting institutions, individual professionals, 

and the government through the public procurement process. The competition includes medical 

and dental products distributors operating on the regional and national level, including GlobalDentt 

SAS, Casa Dental Eduardo Daza, and Representaciones Dentales de Colombia. The main way how 

La Muela distinguishes itself from competitors includes provision of personalized services, 

exclusivity agreements with the suppliers, and its direct international network (IOE Business 

School, 2019). The analysis of the competitive forces and the value chain is presented in Figures 

3 and 4. 
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Figure 3. Porter’s Five Forces — La Muela SAS 
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Figure 4. Input-Output Matrix — La Muela SAS 
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2.6 Portfolio of Products and/or Services of the Company 

La Muela SAS has a wide variety of imported goods and auxiliary services. The operations 

of the entity match ISIC code number 4644 (wholesale trade in respect to drugs, medical 

instruments, and dental instruments). The product groups comprise:  

• Medical-odontological materials and instruments: chairs for dentists, meters for 

sterilization, instruments, consumables, and materials for restorative therapy. 

• Medical-surgical instruments: instruments for surgeries, personal protective equipment, 

and single-use medical materials like latex and nitrile gloves made by Sri Trang. 

• Biomedical devices: equipment for diagnostics, including digital X-ray systems 

manufactured by Carestream Dental, intraoral scanners, and monitoring devices. 

• Clinical laboratory supplies: reagents, diagnostic devices, and laboratory consumables. 

• Occupational health and safety devices: PPE, safety signs, and ergonomic tools. 

• Post-sale maintenance services include keeping biomedical and dental devices serviceable, 

maintenance of spare part stock, and management of warranty claims.  

Furthermore, La Muela SAS takes part in exhibitions and congresses at the national and 

international levels, thus strengthening the status of a supplier of reference in the niche of 

Colombian medical and dental markets. 

 

2.7 Aspects of the Market Served by the Company 

La Muela SAS is engaged in a narrow-market operation governed by many regulations and 

continuous institutional demand. Its target markets include public hospitals and private healthcare 

institutions, doctors in private practice, companies looking for products related to occupational 

health and safety, and public bodies using public procurement processes (Colombia Compra 
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Eficiente). The firm operates from Bucaramanga and has national presence in the market 

characterized by long procurement cycles, institutional sourcing procedures, and extensive 

sensitivity to the compliance with the INVIMA regulations. By using quality of products, 

international sourcing, exclusivity agreements, and technical consulting as competitive 

differentiators, the firm succeeds in fulfilling the market requirements (Belén et al., n.d.). The 

Ansoff Growth Matrix provided in figure 5 demonstrates the company’s strategy of market 

penetration. More detailed analysis of the Pakistan market can be found in appendix D of this 

report. 
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Figure 5. Ansoff Growth Matrix — La Muela SAS 
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3. Position and Duties Performed 

The current chapter describes the position maintained during the internship at La Muela 

SAS, the duties assigned to the intern, and the activities and tools used while carrying out daily 

tasks within the Dpto. de Abastecimiento y Logística. 

 

3.1 Position Held 

An internship agreement between Santo Tomás University and the intern indicated that the 

intern worked as an International Supply and Logistics Intern. The intern worked efficiently as 

part of the Imports Coordination team under the direct supervision of Imports Coordinator Daniel 

Valenzuela and performed a variety of tasks including communicating with suppliers, managing 

customs documentation, monitoring import operations, analyzing logistics costs, managing 

warranty claims, and conducting market research. 

 

3.2 Assigned Functions 

Table 1 illustrates the functions performed during the internship period (January–June 

2026) and the hours allocated to each task on a weekly basis. 

Table 1. List of Assigned Functions and Hours 

Function Name Hours per 

week 

Import operation coordination (Carestream Dental and Sri Trang Gloves) 10 

Customs documentation management and follow-up 8 

International supplier communication and follow-up (9 countries, 45+ suppliers) 8 
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Logistics cost matrix development — Prospect 360 project (Factor Logístico model) 6 

Quotation analysis and invoice processing 6 

Import records maintenance and traceability tracking 4 

Market research in the Colombian healthcare sector 4 

INVIMA regulatory follow-up 4 

Communication materials preparation and standardization 4 

NSK Nakanishi warranty claim management 2 

Team meetings and operational coordination 2 

Total 58 

 

3.3 Processes, Procedures and Tools 

The actions done during the internship are divided into three main groups: processes, 

procedures, and tools (Robledo, 2017). Processes are viewed as the principal operational flows in 

every work sphere; procedures are regarded as the particular sequence of actions taken in every 

process and tools are perceived as the devices, systems, and programs needed for the 

implementation of each activity. Figure 6 illustrates the entire connection between the activity 

accomplished and respective processes, procedures, and tools. 
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Figure 6. Processes, Procedures and Tools — La Muela SAS Internship
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4. Conceptual and Regulatory Framework 

The establishment of concept and regulatory basis for the professional work undertaken 

during the internship period at La Muela SAS has been outlined in this particular chapter. 

 

4.1 Conceptual Framework 

By definition, international supply chain refers to a complex web of organizations, 

resources, activities and technologies which are employed in the process of creating and delivering 

goods from raw materials suppliers, through intermediaries and manufacturers to customers across 

borders (Chopra & Meindl, 2016). In order to manage international supply chains effectively, it is 

necessary to ensure coordination between various players, as well as to factor in the specific 

features of the regulatory environment, cultural context and logistic constraints. 

Incoterms or International Commercial Terms are set of internationally recognized terms 

of trade. They are published by International Chamber of Commerce (ICC) and provide 

distribution of responsibilities, costs and risks between buyers and sellers in international trade 

transactions. The latest edition of the terms is the Incoterm 2020 and it defines a total of eleven 

different terms of trade applicable to certain modes of transport (International Chamber of 

Commerce, 2019). 

Import traceability is the ability to keep track of and organize every aspect of an import 

process in a systematic and verifiable manner starting from a purchase order to the end delivery 

confirmation. This capability is important for regulatory compliance, dispute resolution, and 

continuous improvement of processes (Robledo, 2017). Factor Logístico, which has been 

developed during the internship, realizes imports traceability on the level of costs: by aggregating 
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eleven cost factors per operation into a single ratio it leads to transparent and verifiable cost 

management throughout the entire logistics chain. 

B2B and B2G business models pertain to the transactions between businesses and 

government buyers, respectively. Both models share a variety of features, e.g. extended sales cycle, 

formal processes that provide for buying and larger volumes of the transactions. Knowledge of 

these particularities helped in analyzing the company’s relations with hospitals, clinics, and public 

institutions, including Armed Forces. 

Cross-cultural communication in international trade means that on must be able to 

communicate effectively with business partners of different cultures and languages (Hofstede, 

2010). This skill became relevant while communicating daily with suppliers from nine different 

countries, requiring adjustments to communication style, level of formality, and business 

techniques. 

In the cross-country B2B transactions warranty management refers to the mechanisms 

through which the buyer notifies, communicates, and seeks solutions for the defective or damaged 

goods supplied by the overseas supplier. The process involves a number of parties including 

shipping company, insurer, brokers, and supplier’s international partner, and requires thorough 

documentation of the damaged goods facts and trade records. 

 

4.2 Regulatory Framework 

The import operations coordinated during the internship were governed by the following 

regulatory instruments: 

• INVIMA (Instituto Nacional de Vigilancia de Medicamentos y Alimentos): All medical 

and dental equipment imported by La Muela SAS must hold a valid INVIMA sanitary 
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registration prior to commercialization in Colombia. Retrieved from 

https://www.invima.gov.co, June 2026. 

• Decree 4725 of 2005 (Colombian Ministry of Social Protection): Establishes the regulatory 

framework for medical devices in Colombia, defining requirements for importation, 

commercialization, and post-market surveillance. 

• DIAN (Dirección de Impuestos y Aduanas Nacionales): The Colombian customs authority 

responsible for supervising import declarations and customs duties through the MUISCA 

digital platform. Retrieved from https://www.dian.gov.co, June 2026. 

• Incoterms 2020 (International Chamber of Commerce): Trade terms governing the 

allocation of costs, risks, and responsibilities between buyer and seller (International 

Chamber of Commerce, 2019). 

• Colombian Customs Statute (Decree 1165 of 2019): The comprehensive regulatory 

framework governing customs procedures and import regimes. 

 

5. Contributions 
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This section relates to the contributions made by the student to La Muela SAS during the 

internship period, as well as the contributions made by the company to the student’s training. It 

includes identification of the problem addressed, knowledge used, obtained results, elaborated 

improvement plan with mathematical indicators, and the Gantt chart for the implementation 

process. 

 

5.1 Added Value Proposition to the Company 

La Muela SAS was presented four operational axes by the intern’s value proposition: 

provision of direct assistance in ongoing importation activities, developing and setting up a full 

logistics cost matrix, regulation of a cross-border warranty claim system, and enhancement of 

direct communication with foreign vendors. The fifth contribution included market research on the 

Colombian healthcare industry which can be found in Appendix D. 

 

5.1.1 Identification of the Problematic Situation 

When a trainee joined the Dpto. de Abastecimiento y Logística, he found three 

interconnected operational problems. First, it is important to mention that the simultaneous 

carrying out of several active import operations made it difficult to have an up-to-date picture of 

each import operation. Secondly, the absence of a common cost calculation model made it 

impossible to define the real landed cost of imported products. Finally, the transport damage of 

the equipment from NSK Nakanishi Inc. (Japan) resulted in the necessity to implement a formal 

warranty claim process. These problems affected the performance of the department. 

 

5.1.2 Contribution of Knowledge to the Company 
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To solve the problems mentioned before, the intern used structured tracking mechanisms 

that allowed consolidating the necessary details about the ongoing import operations, e.g., contacts 

of the suppliers, the shipment status, Incoterm conditions, customs documentation, and forecasts. 

The major structural introduction was the creation and implementation of the logistics cost 

matrix within the framework of the Prospect 360 project (LISTADO_PROYECTO_COSTOS / 

PROYECTOS_VS_FACTOR_LOGÍSTICO). This mechanism includes 11 cost items for every 

import operation: customs, maritime/air freight, insurance, customs agency, customs warehouse, 

domestic transport, duty, freight delays, maintenance and services, accidents, and interest paid. By 

calculating the Factor Logístico, i.e., the total logistics costs divided by the value of the FOB cargo 

in COP, the model will help the department determine the true landed cost of any item. The matrix 

has been verified based on the experience of 17 historical projects (IMP-TOOTH-8 through IMP-

TOOTH-17) within 2012-2025 and now it incorporates the last sale prices in B2B, B2C, and B2G 

for every SKU. 

Both Carestream Dental and Sri Trang Gloves import procedures were professionally 

conducted from the first contact with suppliers through the customs clearance process and until 

the delivery took place. It was ensured that Incoterms were followed (EXW for Carestream, FOB 

for Sri Trang), that DIAN documentation was available and that INVIMA sanitary registration was 

issued. 

Regarding the warranty claim of NSK Nakanishi: after the biomedical equipment had been 

received from Japan, damage that occurred during international transit was detected and recorded. 

The intern organized the process of submitting the warranty claim, including the preparation of all 

needed documents (the photographs of the damage, commercial invoice, bill of lading, insurance 

policy and the official letter in English) and communicated with the freight forwarder, the 
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insurance company and NSK’s export logistics department simultaneously. The claim has been 

accepted and paid and the incident is registered as Daños en la Operación in logistical expenses 

matrix, which provides the baseline for the future requirements for the packaging of supplies from 

Japan. 

Furthermore, the equipped team created and implemented standard communication 

templates in English for supplier communication, whereupon they also conducted a market 

research in the medical system of Colombia (see Appendix D). 

 

5.1.3 Impact from Results and/or Achievements 

Figure 7 gives the complete evaluation of the results of the work done during the practice, 

including before-and-after comparisons, measurable results and the time needed for resolving NSK 

claim. 
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Figure 7. Impact from Results and Achievements — La Muela SAS Internship
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5.2 Company Contributions to the Training Process 

La Muela SAS significantly contributed to the training of the intern through direct exposure 

to real import operations in a regulated industry. Access to customs documentation, Incoterm 

application, INVIMA requirements and logistics costs modelling, provided a level of technical 

depth that academic knowledge alone does not facilitate. The multicultural supplier context, 

spanning nine countries, has developed cross-cultural communication competencies. The 

management of various complex projects at the same time, including the logistics cost matrix, 

active operations, INVIMA follow-ups, and NSK warranty claim, provided the intern with 

competencies in time management, prioritization, and structured problem solving. 

 

5.3 Improvement Plan 

The improvement plan that is described here is developed based on some operational issues 

determined while the internship was completed. Each indicator contains a mathematical expression 

and a numerical value. Figure 8 demonstrates the complete improvement plan including all 

indicators and formulas. Figure 9 illustrates the time schedule of the project. The following 

improvement plan was developed based on operational challenges identified during the internship. 

Each indicator includes a mathematical formula and a quantitative target. Figure 8 presents the full 

improvement plan including indicators and formulas, and Figure 9 presents the Gantt diagram 

showing the implementation schedule aligned with the defined time horizons. 
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Figure 8. Proposed Improvement Plan — Indicators with Mathematical Formulas and 

Quantitative Targets 
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Figure 9. Gantt Diagram — Improvement Plan Implementation Schedule 

 

 

6. Conclusions and Recommendations 
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The business practice undertaken by La Muela SAS from January to June 2026 facilitated 

the practical implementation and reinforcement of the skills acquired during the International 

Business program, as well as implementing practical and quantifiable solutions to the operational 

efficiency of the Dpto. de Abastecimiento y Logística. 

With regard to the first specific objective, which entails the implementation of import 

operations in accordance with the Incoterm and customs regulations, the processes related to 

Carestream Dental and Sri Trang Gloves were coordinated perfectly, going from supplier contact 

to final delivery while respecting EXW and FOB Incoterms, respectively, without any custom 

issues or documentation refusal. This proves the fact that logistics management in regulated fields 

requires simultaneous knowledge of technical issues and good communication with numerous 

stakeholders. 

In terms of the second goal to create a logistics cost matrix, the Factor Logístico model 

created as part of the Prospect 360 project brought together eleven cost variables from 17+ 

previous import projects. The result is a tool that allows the department to accurately calculate the 

real landed cost of any product and compare it with the price for B2B, B2C, and B2G, thus bringing 

significant improvements in cost visibility and evidence-based pricing decision-making. 

In connection with the third objective of creating and maintaining supplier relations, a total 

of over 45 suppliers in nine countries were engaged in active communication, whereas bridge 

templates created helped in efficient supplier communication process. 

With respect to the fourth objective: NSK Nakanishi warranty claims were dealt with, with 

process management, including damage identification to damage reimbursement, evident that the 

role of accurate documentation in terms of intercultural transition in post-sale incidents. 
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The Colombian healthcare sector has been extensively analyzed as part of the fifth 

objective involving market research that dealt with both the regulatory framework and competition 

among players in the market, including import logistics solutions and recommendations provided 

as a result of the analysis. The findings of the study are included in Appendix D and were 

referenced throughout the strategic analysis in Section 2.7. 

As for the recommendations for La Muela SAS, the following actions should be taken: 

include the Factor Logístico methodology in the department’s procedures, implement a systematic 

calendar of the INVIMA registration process in order to avoid delays in compliance with the 

legislation, set a procedure for damage claims and losses in transportation based on previous 

experience of the NSK case, and monitor the procurement process through the SECOP II system. 
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Appendix A. Internship Certificate 
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Appendix B. Sample Customs Documentation 
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Appendix C. Intern-Developed Tracking Tools 

The following tools were developed by the intern during the business practice at La Muela SAS 

(January–June 2026) and delivered to the Dpto. de Abastecimiento y Logística: Plan de Trabajo 

2026 (weekly planning tool); Seguimiento Órdenes de Compra Importadas (purchase order 

tracking spreadsheet); LISTADO_PROYECTO_COSTOS.xlsx (logistics cost listing and 

quotation analysis); PROYECTOS_VS_FACTOR_LOGÍSTICO.xlsm (Factor Logístico pivot 

model covering 2012–2025 historical projects and 2026 operations). 

 

• Plan de Trabajo 2026: Weekly work planning tool used to organize and track 

tasks across simultaneous import operations. 

 

• Seguimiento Órdenes de Compra Importadas: Purchase order tracking spreadsheet 

monitoring shipment status, documentation requirements, and delivery timelines. 
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• Prácticas SOFIA.xlsx: Comprehensive activity log documenting all internship 

tasks and outputs. 
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• LISTADO_PROYECTO_COSTOS.xlsx: Logistics cost listing and quotation 

analysis tool.  

 

• PROYECTOS_VS_FACTOR_LOGÍSTICO.xlsm: Pivot-based logistics cost 

matrix calculating the Factor Logístico for each import project (2012–2025 historical data 

+ 2026 operations). 
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Appendix D. Market Research Results — Colombian Healthcare and Medical Device Sector 

This appendix presents the deliverable corresponding to Specific Objective 5 (Section 1.3.2): 

market research conducted on the Colombian healthcare sector during January–June 2026. The 

research covers the regulatory landscape, demand trends, competitive benchmarking, import 

sourcing analysis, and strategic sourcing recommendations derived from the internship activities. 

Results were directly applied in Section 2.5 (PEST, Porter’s Five Forces, Input-Output Matrix), 

Section 2.7 (Ansoff Matrix and market aspects), and Section 5.1.2 (sourcing insights incorporated 

into the Factor Logístico model and supplier communication strategy). 
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