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1. Abstract

In a world where sustainable practices and environment preservation is getting more
important every day due to all the problematics it is facing and in a country like Colombia where
their economic activities are based on the use of natural resources, sustainable practices are
something companies need to start implementing. Sustainable practices could bring different

benefits not just to the environment but also to the companies implementing it.

This graduating project pretend to analyze the impact that sustainable practices have in the
customers loyalty strategy of Colombian companies as sustainability is getting more important
nowadays and customers are starting to change their consumption behavior being more oriented
to a more environmentally friendly one so as a result companies should be reacting to these new

tendencies and start the implementation of it inside their organizations.

To develop the research of this study there were two different methodologies, the first one
was the review and analysis of corporate sustainable reports from the most sustainable Colombian
companies and the second was a survey to Colombian small companies who are actually

developing sustainable practices inside their companies.

Results of the study do not show a clear relationship between the implementation of
sustainable practices and the purpose of setting it as part of the customer loyalty strategy of the
companies, however it did show that companies do consider that customers are not changing their

consumption behavior into a more sustainable one and some of the companies make the
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implementation because customer were asking for those products. Even though companies do not
consider sustainable practices as a method to promote customer loyalty, in an indirect way they
could be doing so as there are some studies that proves that customers feel more engage with a

company when they feel identify by their sustainable practices.

Keywords: Sustainability, sustainable practices, Colombia, customer loyalty, corporate

sustainable reporting.
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2. Resumen

En un mundo donde las practicas sostenibles y la preservacion del medio ambiente se
vuelve cada dia mas importante debido a todas las problematicas que se estdn presentando y en
un pais como Colombia donde sus actividades econdomicas estan basadas en el uso de recursos
naturales, las précticas sostenibles son algo que las compatfiias necesitan empezar a implementar.
Las practicas sostenibles pueden traer diferentes beneficios no solo al medio ambiente sino

también a las compaiiias que las estdn implementando.

Este proyecto de grado pretende analizar el impacto que tienen las practicas sostenibles en
la estrategia de lealtad del consumidor en las compaiiias colombianas entendiendo que las practicas
sostenibles estan obteniendo mayor importancia actualmente y que los consumidores estan
comenzando a cambiar sus comportamiento de consumo orientandolo mas hacia uno mas amigable
con el medio ambiente y como resultado las compafiias deberian reaccionar a estas nuevas

tendencias y empezar la implementacion de estas dentro de la organizacion.

Para desarrollar la investigacion de este estudio, hay dos metodologias diferentes. La
primera la revision y analisis de reportes corporativos sostenibles de las empresas colombianas
mas sostenibles y la segunda metodologia fue el desarrollo de una encuesta aplicada a pequefias
compafiias colombianas las cuales estan desarrollando actualmente las précticas sostenibles dentro

de sus compaiiias.

Los resultados de este estudio no muestran una relacion clara entre la implementacion de
practicas sostenibles y el proposito de establecer estas como parte de la estrategia de lealtad del

consumidor de las compaiiias. Sin embargo, si se demuestra que las compaiiias consideran que los



13

consumidores no estan cambiando su comportamiento de consumo en uno mas sostenible y
algunas de las compaiiias hacen la implementacion de estas practicas debido a que algunos de los
consumidores estaban requiriendo este tipo de productos. Aunque las compafiias no consideran la
implementacion de practicas sostenibles como un método para promover la lealtad del consumidor,
de forma indirecta ellos podrian estar haciéndolo debido a que hay diferentes estudios que
demuestran que los consumidores se sientes mas comprometidos con una compaiiia cuando ellos

se sienten identificados con sus practicas sostenibles.

Palabras clave: Sostenibilidad, practicas sostenibles, Colombia, lealtad del consumidor, reportes

corporativos sostenibles.
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3. Introduction

Sustainability is a relative new concept that has different definitions all around the
world and it changes depending the study area people are working on. This term was first use
around 1980s and it aims to be related with social, environmental and economic aspects; by
1990s it was a common term use and know around the world (Caradonna, 2014). The United
Nations define sustainability as the action of meeting the needs of the present without

compromising the ability of future generations to meet their own needs (Nations, n.d.).

Considering the importance that sustainability has gain over the years and the need of
taking actions over different issues in the world related with sustainability, the United
Nations create and propose 17 Sustainable Development Goals to all the countries around
the world. With these goals, all countries are invited to join by making an implementation of
these goals in their government to protect the planet with their actions willing to make their

sustainable development (Neshovski, n.d.).

On February 18" of 2015, the President of the Colombian Republic announced the
implementation of the SDG, they developed a document CONPES where they define the
main goals, indicators, actions and set the responsible for each activity from the government
to achieve the SDG by 2030 (Colombia en la implementacion de la Agenda 2030, 2012). In
this plan they focus on involving no governmental actors like the society, the private sector
and the academy to work all together to identify different ways to achieve those main goals

by 2030. Colombia also participates as one of the countries that develop the Voluntary
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National Report (Colombia consolida sus avances en el cumplimiento de los Objetivos de
Desarrollo Sostenible, n.d.) to show the progress that the country has made over the years, it
shows how it is represented in numbers and indicators. Additionally, in their report for the

year 2021, they also consider the report of 137 companies contributing to the 17 SDG.

Considering the compromise that the Colombian government took, companies also
join to this initiative and started to do their own sustainable reporting and they developed
different actions to follow and approach some of the 17 SDG they compromise with.
According to a study make to Colombian companies, the issues that companies highlight and
focus more on their reports are mostly the ones related with the planet, with people and
prosperity (Gallego Navarro, n.d.). From their analysis in this study, they also came up to the
conclusion that those companies have developed the ability to quantify their impact and relate

it with the SDG.

The consciousness of consumers have improved over the year and people started to
prefer products that support sustainable practices and they are becoming more eco-friendly,
according to ACIS (Asociacion Colombiana de Ingenieros de Sistemas), after all the changes
generated by COVID-19, people want to change and improve the world they live in, when
consumers are about to buy a new product they now take into consideration quality and
functionality but also its impact on the environment (Colombianos Consumiran En 2021 Mas
Productos Sostenibles y Con Tecnologia Consciente | ACIS, n.d.). It is also mention that there
has been a tendency of customers preferring more sustainable products not just since the
pandemic but more years ago and because of that reason, companies are looking for new

developing strategies relate with sustainability to keep and attract more customers.
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According to a new publication by an important magazine in Colombia, they consider
a report made by Nielsen were they conclude that around 59% of the Colombians, from the
ones that were interviewed, would change their consumption behavior preferring products
more environmental friendly instead of the popularity of the brand (Semana, 2019). Nielsen’s
report also mention that they are willing to pay more if the product is more sustainable and

around 90% of the country population are really worry for our actual environmental issues.

Considering this changes in the consumption behavior of people, companies need to
take that into consideration when developing their strategies for the business in order to keep
their customers. The term of customer loyalty refers to the desire of the customer to come
back to its supplier in the future to acquire its goods (Sargeant & West, 2001) and it is divided
into four main levels. The first one is the no loyalty where the consumers go to any brand
because he or she has the perception that all are similar and they do not have any problem if
they have to change from supplier. The second level is where the customer comes back to its
supplier because they do not find any reason to change from it and then come back to it. The
third one is known as latent loyalty and is when the customer in fact have a feeling of loyalty
to some specific good from that supplier and do not want to change it. Finally, at the four
level is the true loyalty when the customer prefers just one specific brand or supplier

(Sargeant & West, 2001).

Colombia is a country that is moving forward to meet sustainable goals but at the
same time, companies are moving slow to include those practices as part of their strategy as

it also means a high investment into new technologies. Even though of those limitations,
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companies are trying to move fast to those changes as it could improve their image and their
impact on the environment, including those improvements into their practices could bring

them more benefits than limitations (Leon Gaitan, 2017).

The aim of this work if to study and see if there are any intentions from companies to
include and use sustainable practices in their corporate strategy as a way to keep and increase
their customer loyalty. It is important to study because it can show the perception that
companies have about the importance of sustainability and also at the same time it could
show the level of consciousness that people have at the moment of making their decisions of
what to buy, if a standard product or if they prefer a sustainable product and are willing to
change to new products just because they could reduce impact on the environment. If
companies consider sustainability at the moment of developing their strategy and driving
their business, this could also change the way the industry works and how they compete so
they would have to create new strategies not just considering how are they going to approach
their customers but also on how they plan to enter into new markets and which is their plan
to compete with other brands that could or could not be implementing also sustainable

strategies.

4. Literature review

4.1 Introduction to the region LATAM
According to the Real Academia Espafiola, Latin America refers to the group of countries
that belong to the American continent and whose languages have their origin in Latin

language (Spanish, French and Portuguese) (RAE, n.d.).
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The territory belonging to Latin America is more than 20 million kilometers square which
represents around 13,5% of the territory in the Earth. This region has a wide variety of
biodiversity, different types of geographies and has almost all the types of weather that exist
around the world. This region is characterized because of all the colonization around 1942

made mainly by Spain and Portugal in the new continent (Definista, n.d.).

Six countries of the region (Brazil, Colombia, Ecuador, Mexico, Peru and Venezuela) are
considered as megadiverse because of the amount of biodiversity in its territory, it is even
more important that in the region and in every city are different endemic species meaning
they are just present in this specific area due to different factors like natural barriers,

geography, weather and behavior (Barcena & Vereinte Nationen, 2002).

By 2017, the region of Latin America and the Caribbean, represented 8% of the gross
domestic product (GDP) globally and represented the same percentage for the global
population (Caribe, 2020). Even though, after the crisis due to the COVID 19 and the
consequences it develop as the uncertainty in the economy behavior and the increasing level
in the global inflation, the region decreased its participation in the GDP and by 2021 reported
a 6.9% or participation in the global economy; however, it is plan to have a growth in 2,3%

in 2022 and 2,2% in 2023 (América Latina y el Caribe, n.d.).

From all the countries that belong to the Latin American region, the biggest economies
are represented in first place by Brazil and in second place by Mexico whose GDP are
considerably high in comparison to the other economies in the region. Colombia is situates
at the fifth place after Argentina and Chile with a GDP of 314,27 thousands of millions

dollars (PIB por pais en América Latina y el Caribe 2021, n.d.).
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4.2 Sustainability in LATAM

From the total global emission, Latin America represented just 9% of them but
unfortunately is extremely vulnerable and affected by the climate changes happening
nowadays. There are some evidences that show that climate change has a high impact on
biodiversity, water, increasing sea levels, forest, tourism, health, cities and more; being these
some of the main economic activities in the region they are increasing their poverty levels
and making the region find new ways to growth their economy and give their population

options to develop themselves and their families (Alvarez Restrepo, 2017).

Contamination is a big problematic in the region, this is coming mainly from the
economic growth of the region additionally to the growth in population and certain
production and consumption habits. This speed in growing was no expected for the region
and because of this reasons they were not prepare to it and had to adapt and make fast changes
in order to increase the production capacity bus this at the same time has different
consequences like air pollution, the increase volume of dangerous left overs, contamination
in the water between other environmental consequences (Barcena & Vereinte Nationen,

2002).

Being conscious about the climate changes the world is facing, the need of cooperation
and action, and being member of different organizations like the United Nations following
the Sustainable Principles, there has been planning and implementing actions in order to
reduce their impact on the environment. One example is the mining sector, where the
importance of human rights and the environment are fundamental. For this specific reason is

that even when this sector generates lots of employment and economic incomes, it must be
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control and must follow different regulations to protect the environment and ensure the
preservation of it for future generations, here lays the importance of government to support
each other in order to follow those regulation and growth as a region in general as well as
they export their product and foreign countries like Germany are already requesting the origin
of the products or services they are acquiring and they want to be sure those products are

being environmentally friendly (Caribe, 2018).

Other sector that is starting to implement sustainable practices and thinking about the
future is the electronic sector, the waste management of electronics is one of the main issue
when thinking about sustainable electronic considering also that the amount of waste
generated every year is a lot as it does not only come from the waste companies generate in
their production process but also when customers acquire different technological products
like computers, cellphones, cables and others, and for any reason just thrown it away after is
used or because they want to buy a new version, etc (Conozca El Concepto de Electronica

Sostenible | AVI Latinoamérica, n.d.).

Knowing the impact that the electronic sector is having on the environment, companies
in the region have develop a new practice named as sustainable electronic that aims to reduce
less electronic components and less toxic components. The idea is to produce with the
smallest possible impact on the environment and at the same time having products of good
quality and that could last longer even if this concept is not a good idea for the sector
considering that the base of it is renewing products so in this way customers could buy new
versions and throw the old ones away (Conozca El Concepto de Electronica Sostenible | AVI

Latinoamérica, n.d.).
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According to a study where they interview different companies from the region, the
results showed that 45% from the total of the companies participating are already using
sustainable practices in their organizations and 22% of them also said they were working on
it do make a final implementation. One of the most important conclusions obtained after the
study was that every six from ten executives think that sustainability is actually profitable,
also they ensure that sustainable practices inside the organization does not only help the
environment and the communities around it but is a way they can develop a competitive
advantage in comparison to their competitors and other companies in the industry and make

their customers feel more satisfy with their products or services (Noticias, 2021).

Sustainable practices are going from being an option for companies to be required in their
operations, some studies have shown that around 64% of the millennials would accept a job
if inside the company there are sustainable initiatives showing a high interest in
environmental preservation. The use of technology is fundamental and really helpful when
promoting and developing sustainable practices inside the organizations (Noticias, 2021), in
this way by mixing all this characteristics, every single day is more effort coming from
different companies in the region to develop more sustainable practices due to the awareness
of the actual problem the entire world is facing and that is already affecting the economy of

every country in the region and as a result also the economy of Latin America.

4.3 Introduction to Colombia
Colombia is the fourth largest country in South America with around 1,1 million square

kilometers of territory and the only country in the region surrounded by the Atlantic Ocean
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and the Pacific Ocean. The entire country is divided in 6 different main regions and the total
population is around the 51 millions of people and contains around the 10% of the total

biodiversity in the world (4si es Colombia, 2012).

In 2021, Colombia reported a total of 41.387,3 millions of US dollars in its exportation
activities where the main goods exported were oil, coals, coffee, gold and flowers; its main
countries of destination were the United States, China, Panama, India, Brazil and Ecuador

(Perfil de Colombia, n.d.).

Additionally to the exportations, the total amount of importations was 61.101,4 millions
of US dollars where the most imported goods were medicine, corn and blood for therapeutic
uses and the main countries were China, the United States, Mexico, Brazil, Germany and

France (Perfil de Colombia, n.d.).

Colombia is the fourth largest economy in Latin America after Brazil, Mexico and
Argentina; is the sixth largest from America and is in thirty third from the world. The main
activities develop in Colombia and that are key in order for the country to be able to export
goods and services to others countries are based on the extraction activities like oil, coal,
emeralds, silvers and platinum. This main activities receive high amounts of foreign
inversion and just for this activities, the foreign direct investment represents a 61% from the

total foreign investment made for the country (area, n.d.).

Considering the agricultural activities in the country, the main production is for flowers,
coffee, sugar cane, bananas, potato, plantain, milk, meet, pork, avocado, eggs and others

(4rea, n.d.). Here is where lays some of the importance of the environment and natural
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resources use and preservation for the country as they mainly need those in order to produce

their goods and services to keep their economic activity and growth it.

Colombia is the second country with more diversity in the world so it is one of the
countries considered and defined as megadiverse. There are more than 50.000 different
species registered and around 31 million hectares of protected area which represent 15% of
the national territory and these areas pretend to protect and preserve all the different species
and biodiversity present in the country. It is important to highlight the importance of the
preservation of the diversity in the country, there are different activities that depend on the
biodiversity like food production, nutrition and health in humans beings (“Colombia, el

segundo pais mas biodiverso del mundo, celebra el Dia Mundial de la Biodiversidad,” 2019).

There are some ideas that the key for Colombia to have an economic and sustainable
development could be its biodiversity, there is a need of understanding and protect
biodiversity because there is where could be the answer to actual environmental problems,

the answer could be on the nature (E! desarrollo sostenible de Colombia, 2021).

One of the opportunities offered by biodiversity is called as biomimicry which is based
on understanding how and with which materials have different problems been solve in the
nature environment and in this way, humans could try to replicate those solutions, or imitate
the nature, in order to solve problems in the society (E! desarrollo sostenible de Colombia,
2021). There are nine principles highlighted by Janine M. Benyus in her book Biomimicry:
Innovation inspired by the nature; nature first flows with solar light, second use just the

needed amount of energy, adapts the form to the function, recycles everything, reward
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cooperation, bet for diversity, requires local experience, prevent excess from inside and take

approach of the power of limits.

Considering the importance that biodiversity has in and for the country, there has been
an increasing concern between the population and environmental communities due to the
high percentage of loss in biodiversity that is around 18% just in Colombia, the biggest threat
is the loss of their natural habitat; there is around 1200 different species that are in danger
and around 1503 species are being use as a commercial trade (Webmaster, n.d.). With this
worrying numbers, different communities, international and national organization and even
the Colombian government had started to develop different strategies in order to preserve
and keep safe the natural environment and all the species, that is the reason why sustainable
practices and every practice related to the preservation of natural resources, natural habitats
and the environment in general have increase their importance and have been promoted and

regulated between the communities and population.

Colombia as a country and as a society has the big challenge of understanding and
protecting the biodiversity of the country and to take advantage of the big opportunities that
biodiversity brings in order to continue its economic and sustainable development to at the
same time improve the living conditions of its population and the awareness and relationship
of people with the environment. In this way, biodiversity could be the key for the future

development of Colombia (E! desarrollo sostenible de Colombia, 2021).
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4.4 Sustainability in Colombia

Reporting has become a more common activity to do from the companies in order to
communicate their information, it is mainly focusing in communicating to their stakeholder’s
essential information they think is important for them to know. Developing these reports is
something that requires not just economic resources for the company but also time, mainly
big companies are the ones investing in the development of these reports for their companies
but sometimes those reports are not clear enough to communicate what they are supposed to

the stakeholders.

CSR is being included in the strategy of the companies where they also report their
sustainable activities inside the company (Ueberwimmer et al., 2015), all of these reports are
suppose to the truthful by everyone that read it as they are supposed to follow some
regulations and international standards. The sector that makes and publish more CSR report
in Colombia is the energy sector followed by the food and beverage sector in the country;
even thought, one of the main reasons of why those specific companies make those reports
is because of following regulations more than being completely compromise with sustainable
development (Corporate Social Responsibility Reports: Evolution and Trends in the

Intern...: Sistema Integrado de Busqueda, n.d.).

Even though, companies have been compromising more and more over the years with
CSR and because of that they have been putting a lot of effort to improve their performance
when reporting, they have been informing and following international practices, then they
try to put it into national practice too; for a better performance and improving, some policies
and regulations have been also helpful when developing those reports (Ueberwimmer et al.,

2015). CSR is directly link to the core of the business, it is a strategic part of the company
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more than any other additional element that could or could not add value to the company,
because of that reason it requires the compromise and support from all the essential actors
for the company in order that it can be develop in the best possible way for the company

(Perdomo-Ortiz et al., 2017).

Sustainable reporting is not only a good initiative but also has transformed into a good
business, actually there are around 230 Colombian companies that are being part of the
Global Reporting Initiative that develop sustainable reports. The implementation of
sustainable practices is being more notable in companies that export their products to other
countries as the sustainable practices are really appreciated and required in the foreign
market, for this reason they must implement sustainable practices to the production of their
goods in order to be competitive at the moment of exportation and trading as sustainability
is not negotiable (Procolombia, 2020). This is an example of the importance that the
companies are giving to sustainable practices also considering that Colombia is a country
that make exportations to around 153 different countries (Exportaciones de Colombia, n.d.)
so to keep this number and increase it is important to follow and meet all the sustainable

requirements from others.

4.5 Sustainable and green consumption behaviors

By the implementation of the term green, it usually refers to the actions that are
environmentally responsible and friendly meaning they try to reduce in the most possible
way the impact is going to have in the environment and in the resources use for future

generations (Rustam et al., 2020).
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In this way, when referring to a green consumer is someone that tries to protect the planet
with actions like buying from eco brands or buying eco products and with daily activities like
recycling and reusing because of its consciousness of the environmental problems the world
is facing nowadays and the possible results it could have if there is not any corrective action

taken (Rustam et al., 2020).

Green consumers consider the impact of all their actions like buying, using, final disposal
of the products, etc.; and try to minimize the negative impacts and maximize the positive
ones in which they could help (Wu & Yang, 2018). Sustainable consumption is composed
by the ecological and socio economic dimensions where there are three stages considered,
the acquisition of a product or service, the actual use of it and finally, the disposal it has
referring to what happen at the end of the life of the product or service (Salciuviene et al.,

2022), for example it can be thrown in the garbage or can be recycle.

When referring to green consumption, there is an implication for the customers to change
their old behavior of consumption and sometimes could also bring some tradeoffs as this
could increase the time or effort needed for certain actions but beneficiate the environment
and its preservation. As a result this could be a self-sacrifice for some benefits in order to

increase the environment benefits (Wu & Yang, 2018).

Moral identity is the degree in which people give the importance of being a moral person
as part of their self-conception (Tissot et al., 2022), there are a set of moral traits that are

needed for the individual self-conception (Salciuviene et al., 2022).

Considering that moral identity is one of the main drivers for people when they have to

make decisions and give them an idea of what actions are good and which are not, some
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studies have shown that because of their moral identity, customers are more likely to
compromise and engage and support sustainable consumption not just for them but also with
the ones around them; when the moral identity is stronger, there is going to be a higher level

of engagement in sustainable consumption (Salciuviene et al., 2022).

Other study also shown that consumers whose moral identity is activated in comparison
to the ones whose not activated, are most likely to engage in green consumption because this
would make them feel greater for its responsibility preventing and reducing the

environmental damage (Wu & Yang, 2018).

Consumption behavior is influenced by different factors as economic, physical and social
that are at the same time also influence by other factors like nature, circumstances,
geography, culture, laws, politics and infrastructure. Additionally, there are two different
types of needs people have, the first ones are the basic or intrinsic needs that are essential for
the human being in order to continue living like food, drinks, clothes, security and others
related to the basic and more primitive needs. The second ones are the social and emotional
needs, an example of these needs could be the need of acceptance, the status, love or self-
fulfillment. This type of needs change depending on every single person as those are the
specific wants, change with every lifestyle and society surrounding the person (Peattie,

2010).

There are different factors that influence green or more sustainable consumers behavior,
those factors are explain in one publication focused on green consumption investigation and
all the factors that are going to be explain in the following part are based on that specific

publication (Peattie, 2010).
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Economic rationality; this refers basically to the interest of the customer and the
perception they have from the cost of the product or service and the benefits they
perceive are receiving from it.

Demographics, where communities are divided by different characteristics and
analyze for it even though there has not been find a relationship between this factor
and the green consumption behavior of customers.

Impact income-spending relationship, different studies have shown that there is a
relationship between the income and the environmental impact meaning that if the
income is higher then, their footprint and impact on the environment is also going to
be higher as the income is also determining sometimes the different lifestyles people
have.

Environmental knowledge, there has been found that if there is a well understanding
of the environment, it could have a positive impact on green consumer behavior. Even
though sometimes people could have the knowledge like for example how to recycle,
but it does not mean there is going to be an actual change on the consumption behavior
oriented to green consumption and practices. When it comes to information and
knowledge, it could have a bigger impact if it is familiar and related to similar
activities people actually do in their daily life, if the new information takes the
customer to think different about their own consumption, it is more likely to change
its behavior to a greener one.

Attitudes, beliefs and values; those are factors that have a high level of influence for
the change of behavior into a greener one because is someone has disposition and is
open to the change then its level of resistance is lower and is more likely to engage

with different behaviors contributing to the benefit of the environment. Even though
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those attitudes could help to practice green activities and buy from green brands and
green products or services, it does not always mean is going to be in a full way so for
example someone could recycle but is not willing to buy organic food or pay more
for a more sustainable product or service.

Responsibility, control and personal effectiveness; here is how the customer see itself
and the way they believe their actions could have a meaningful impact or not. The
importance of believing on the power of their actions and the influence they could
generate is extremely important because if this feeling is stronger, their willingness
to change for a more sustainable actions is going to be higher to and they could change
to better practices easier.

Lifestyles and habits, change is easily done when it comes as a collective change
instead of and individual change. Most of the actions people do every day are coming
from their habits instead of conscious thoughts, here is where the importance of
collective changes and lifestyles change lays because is there is a change make as a
group, it could be easier to remember and act based on consciousness instead of old
habits; after acting with consciousness the result would be a change on the behavior
of people creating a new habit like for example the implementation of recycling inside
the house.

Green consumer identity and personality, how someone sees themselves is going to
influence the actions someone is actually going to make. There are different
interpretations of what does it mean to be a green consumer taking to different
adoptions of the role, there are mainly three different types of it, the first one is the
antihero that is when people reject to actually implement and practice green

consumption and staying with their traditional behavior. The second type is the
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environmental hero that is characterized because has a big compromise with green
consumption and wants to help and contribute in the best possible way to the
preservation of the environment. Finally, the third type is the anarchist that perceive
green consumption just as a reaction against the traditional consumption culture.
Consumption context, people can be influenced by situational factors meaning that if
they are surrounded with strong environmental values this could influence their
consumption behavior. Even if someone is used to practice green actions every day,
it does not mean that it could be always this way as if there is any change in their
environment and context around them, they are most likely to change their behavior
again and adapt to the new context they are in. however, those extremely changes that
could create a change on consumption behavior are difficult to create and are not that
usual.

Spatial dimensions, when using the term spatial it is referring to spatial variations as
local, regional and national levels that could influence consumers behavior. Because
of this reason is that depending on the country there are different types of
consumption as they are exposed to different living styles, agricultural practices and
different types of energy used. Even inside the same country and in the same city,
there are differences between the population that has a strong influence on green
consumption.

Consumption as a social process, many of the consumption behavior of an individual
reflect not only themselves and their circumstances but also their social relationships
and obligations as part of different groups in the society like a family or a community.
A change of attitude and behavior could make people feel they are getting away from

their social identity and here could be a resistance to the change but if green
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consumption is included as part of the social identity of a group or community, the
resistance to change is going to be lower and people could compromise easier to it.
Social norms about the environment, social norms include what someone perceive to
the normal or common do be done and the actions they also perceive as right. When
recycling or any other sustainable and green activities are perceived as normal for
others and in the community, it is easier to adopt those practices too as they are normal
and good not just for you but most important for the environment meaning is good
for everyone living in it.

Media, it is an essential component when it comes to green consumption. Media is
one of the best and common ways used by people in order to get informed about the
environment, what are the opinions and concerns about it. The amount of people
media can achieve to is surprisingly high and super high velocity, here people can
share their experience and sometime they can build communities where sustainable
practices are promoted and this could motivate other to also implement those

sustainable practices and change their consumption behavior to a greener one.

After the analysis of all the factors that have influence for people to change their

consumption behavior and adopt a greener and more sustainable way of consumption, in the

same study (Peattie, 2010), they also propose some ways to motivate customers to change

into a green consumption.

1.

Green labeling, this kind of initiatives give information to customers bout different
components of the product or service they could buy and additionally to that,
sometimes it also includes extra information regarding what could happen when the

product is used like extra uses the customer could make with it. Labels could be a



33

combination between visual and textual information but is important to promote
consumption into the optimal level instead of promote it to a level where customers
buy more than what they need and, in this case, would be using more resources than
needed not really helping the preservation of the environment.

Choice editing, the idea is to just offer the customer the more sustainable options by
removing the least sustainable ones and in this way, customers could only opt for
sustainable options even if they want another one. This option could be useful when
it comes to the use of resources and environmental preservation but on the other hand,
it takes off some kind of freedom and variety to the customers as the idea would be
that they prefer sustainable options instead of the traditional one because of their
choice and not because they do not have any other option to choose from.

Social marketing, this type of marketing practices focuses on promoting messages
that make the customer want to change their behavior into actions that could make
them meet social goals, this could be apply to different areas like health but recently
has been used in sustainable and environmental applications. This is now promoting
a low-carbon emissions behaviors, consumptions reduction and sustainable life cycles
for the products or services.

Collective action and activism, a real change could be meet when there is a collective
change instead of an individual one. It is true that the change star from an individual
but to really get to the point to make an impact is necessary to have a collective
solution that could really generate an impact, one of the best examples if the use of
renewable energies in a neighborhood. After those changes in community, people is
going to change their mindsets and in the future they would be willing to implement

more sustainable practices in the community and could start influences people around
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them not necessarily inside the neighborhood and this would create a chain effect
where others are going to implement those practices until hopefully everyone is
implementing it.

Alternative consumption communities, people could join those communities to
inform themselves about sustainable and environmentally friendly practices and start
being part of a community where they can learn about it. When people join this type
of communities they tend to engage with in and develop certain kind of behaviors
inside it where they follow some principles, in this case sustainable principles, where
they actions are based on the idea of reducing the consumption of plastic for example,
or recycle or any practice related to it that they promote and support each other to do
inside these groups.

Integrating production and consumption, communities are starting to implement
practices like growing their own food in small scales and also the implementation of
circle economies or the products that after being used are taken back to the systems
so they can enter again the production line and be transform; those practices are
breaking the traditional idea of production and consumption where people used to
buy from a supplier, use the product and when is done with it then throw it away and
the company just continue with the production of more products or services with new
resources. Nowadays there is the idea of reuse, remanufacture, recycle and everything
related to the use of resources that could be useful for production processes instead
of using new resources that are limited; those practices are driving people and
companies to sustainability applications where there is a cooperation between

companies and customers in order to promote and preserve the environment.
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4.6 Colombian consumers

Colombia is a country that has too much diversity in their food, in the regions, in the way
people speaks and other characteristics that it makes its consumers full of different
characteristics that make them all diverse but the thing they all have in common is their
origin, they grew up in a developing country that is trying to follow the peace of bigger ones,
this bring some impacts on the culture and one of them is the consumption behavior where
people want to satisfy their own needs as fast as possible and started increasing their demand
in different goods. Even though, they are known for not being so demanding when it comes
to quality to the companies, they tend to satisfy more easily compared to consumers from
other countries. Some life foundation for Colombian consumers are their beliefs, their
compromise with the country and their family so they feel more attracted and loyal to
companies when they give some direct or indirect benefit to one of those foundations. They
usually do not search for a lot of information so the main source for their knowledge comes
from what they see and heard from others so it is important that companies know how to give
a clear message to them so they are able to understand what is the message companies are

providing them with (Martinez et al., 2015).

As it is happening all around the world, Colombians have been noticing the
environmental impact and changes that have come over the years as a result of human
activities but they have decided at the same time to start implementing and compromising to
different strategies in order to reduce their environmental impact. They have decided to
modify and adapt their usual daily routines to new ones that focus on more environmentally
friendly actions that could start making little changes like changing their diet, searching for

better ways for waste management like recycling and reusing, reducing natural resources
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consumption and many others (Pardo & Alfonso, 2018), showing us that the population is
not just aware of all the damage the environment has suffered over human history but also
that they decide to compromise with it and with its preservation and recovery letting future

generations enjoy from a healthy environment.

There are two main drivers that make that Colombian people actually buy something,
those are the necessity and the enjoyment; because of the wide diversity of geography in the
country people may change those drivers depending on their location so when it comes to
tradition like in food and flavors for example, Colombians prefer to buy local as it keeps its
origins and makes them feel identify with the product. Unfortunately, when is related to other
more standard products, few people take into consideration if the products are made in
Colombia or in foreign countries, the fact they appreciate and consider the most important is
that in fact it satisfies its necessities however, people is also willing to pay more for a

Colombian product with quality that satisfy their needs (Herrera Mora et al., n.d.).

To promote local consumption in the country, the Government developed and strategy
called Compra Lo Nuestro which aims to increase local consumption and preference for the
population, it helps by improving the communication between the consumers and the supplier
giving all the needed information to consumers (Compra Lo Nuestro, n.d.). this strategy is
also support by others and by different movement like Economia Naranja that is a
development model aiming to transform the economic and social aspects of the country in
the different regions, their foundation is in creating, producing and delivering local goods
and services (ABC Economia Naranja, n.d.). Those changes and implementations also make

Colombian consumers more conscious and demanding from the country so here is where
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comes the importance that local companies and the ones place in the country develop

sustainable practices to be able to supply the local needs.

There is a common and relatively new concept that has been spreading all around the
world, when it was first introduce, people did not imagine the impact and approach that was
going to generate in the future years for everyone and everywhere, this term is the word
Globalization. There are thousands of definitions from different authors and organizations
for this word but, it can be defined as everything that conducts to or whose consequence gets
to the transnational or transcultural integration of every kind of activities (Stoudmann, n.d.).
Colombia is a country that trade every year with other countries and recently some of those
foreign countries started the implementation of new regulations that aims to ensure
sustainable practices in everything they produce and develop inside the country and
everything that enter to their territory, this is making that every country that wants to trade
with them must then follow and make a full implementation of those practices to meet their
requirements (Martinelli & Midttun, 2010). As a result, from those relationships with others,
Colombia have started to implement those practices but is has also impacted its population
and they have started to changed their consumption behavior and promoting more conscious

consumption and practices as well.

In Colombia, customers value a company with good practices not just with the
environment but also with their employees and the society. Some of the main actions that the
population have implemented is to reduce their resources consumption and just using the
needed amount, they appreciate companies following the CSR models and protecting the

environment (Villa Castaio et al., 2016).
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4.7 Customer loyalty

Customer loyalty is composed and build by different elements, the first element for it is
the attitude, those attitudes are built from the information collected by people from their
experiences with something and has a lot of influence when it comes to make a final decision
on something (Watson et al., 2015). Here lays the importance and all the effort companies
put on giving the best possible experience to their customers so as a result they would be able
to create good memories and pleasant situations in their minds and would be more likely to

come back and buy or take the services the company is offering to them.

The second element is purchase behavior as it is the intention or actual action of buying
in repetitive times to a specific company, there are different models, theories and methods
that companies implement to analyze their customer behavior like the frequency, monetary
theory and others. Purchase behavior is also influenced and affected by the attitude because
if customers have a bad experience like lack of alternatives or bad usage experience, they are

most likely to change their purchase experience (Watson et al., 2015).

Customer loyalty could be evaluated as the customer satisfaction with the products or
services offered by the company creating a long term relationship based on trust with the
company that takes the customer to make repeated purchases and promote the company with
its own community attracting more customers to the company by sharing their good
experiences and high expectations (THE IMPORTANCE OF CREATING CUSTOMER
LOYALTY IN ACHIEVING SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest,

n.d.).
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Actually, holding loyal customer is less expensive than attracting new ones. For this
reason, companies are focusing more in developing strong relationships with their customers
to create customer loyalty and as a result they will have a competitive advantage making
them different from their competitors in the market and keeping their customers. In order to
achieve this purpose, companies are implementing different strategies to better understand
their customers, their desires, wishes and needs so they could improve customer satisfaction
and the quality of their service (THE IMPORTANCE OF CREATING CUSTOMER
LOYALTY IN ACHIEVING SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest,

n.d.).

The main factors to build customer loyalty customer value and customer satisfaction.
When referring to customer value, it refers to which are the needs and desires the customer
have and what do they actually get when they buy the product or service. It is shown that is
more effective the value perceives by the customer from the product or service rather than
the customer satisfaction after the purchase. Even if the customers if satisfied with its
purchase, it does not mean they are going to buy it again or will prefer a specific brand in
comparison to the others. Here is the importance for the companies not just to focus on the
satisfaction of the needs of their customers but also focusing on creating an emotional bond
so they could perceive the product not just as a satisfaction of their needs but also as a high
value. When there is a high level of satisfaction for the customer, it could increase the general
level of customer loyalty by the combination of high satisfaction levels and high value levels
(THE IMPORTANCE OF CREATING CUSTOMER LOYALTY IN ACHIEVING

SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest, n.d.).
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4.8 Types of customer loyalty

A customer could have an attitudinal loyalty, others could have a behavioral loyalty and
other could have both of them at the same time. Depending on the type of loyalty a customer
has, it represents different things to the company as the benefits it could bring are different.
Additionally, according to Watson’s research, it is highlighted that customer loyalty is built
with relational strategies more than incentive strategies; incentive strategies do not build
honest loyalty but is just another loyalty card from another company to the customer (Watson

et al., 2015).

Another way to divide the types of customer loyalty is the single brand loyalty, the split
loyalty and the weak loyalty or also known as disloyalty. The single brand loyalty is when
the customer has a strong positive attitude and beliefs to a single brand, there are certain
products or services that could have a high impact and value in the customer’s life or cover

basic issues that could create this type of loyalty.

Split loyalty is the behavioral loyalty to different brands in any product group based on
the usual buying behavior and the previous buying experiences. This type of loyalty could be
due because customers do not perceive any difference within the same product from different

brands or the usual presence of new brands regarding the product.

Finally, the weak loyalty or disloyalty comes when the customers want to try different
products or services having more opportunities and searching for changes. This could happen
when the customer need the product or service as an urgency or when they face promotional
products (THE IMPORTANCE OF CREATING CUSTOMER LOYALTY IN ACHIEVING

SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest, n.d.).
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There could be other different classifications to the type of loyalty for the customer like
loyalty, latent loyalty, spurious loyalty and no loyalty. Or also there is the cognitive, affective,
conative and actionable loyalty types (THE IMPORTANCE OF CREATING CUSTOMER
LOYALTY IN ACHIEVING SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest,
n.d.). for all these different classifications, they all follow kind of the same structure where
the customer could show a strong attachment to a single product of a brand or to the entire
brand and make continuous purchases and recommend it to its close circle being this the
higher level of loyalty until the lower one where the customer is not really attach to any brand
and just want to satisfy its needs with a product and does not care the brand but take into

consideration any other kind of factors like the price, promotions, etc.

4.9 Impact of customer satisfaction and customer complains in customer loyalty

In order to ensure customer loyalty, it is necessary to have customer satisfaction and
continuous improvement. When customers feel their needs are being satisfied by a product
or a specific brand, their willingness to change to other brands or products is lower and they
could increase their resistance to the change. When a company has a loyal customer, they
could reduce their costs to keep this customer and at the same time they could increase their
profitability in the long term by taking advantage of the customer satisfaction and previous

relationship they developed.

Satisfied customers are most likely to share their positive opinions and recommend the
brand, product or service to their relatives and people they know, so as a consequence this
could also increase the amount of new possible customers for the company increasing their

sales. Nowadays, when people want to share their opinions, they usually go to their social



42

media or to the internet in order to communicate their opinions with other. Research
developed by the Penn State University shows that the how and why something is
recommended give a shape on consumer opinions and help them to make the final decision
of choosing product, service or brand over other different options in the market (Consumers’
Buying Decision Based on Product Recommendation Online, Here’s How, 2021). There are
some studies that show that even when someone wants to buy something expensive or
something more cheaper, they are going to the recommendations of others that they consider
as not influencers or leaders, they trust more the opinion of people like them instead of
influential one so here lay the importance for companies to motive their daily customers to
comments about their products, to talk about their experiences and if those comments are
positive, it is most likely that others will see those comments and will buy it (Forbes &

Forbes, 2013).

On the other hand, if the customers do not feel their needs are being covered and satisfied
by the product or service, they are going to complain not only directly with the company but
also with people around them and something on bigger platforms like social media where a
lot of people is going to see its thoughts and could prevent themselves of buying the specific
product and sometimes event prevent of buying any product for that specific company (THE
IMPORTANCE OF CREATING CUSTOMER LOYALTY IN ACHIEVING SUSTAINABLE

COMPETITIVE ADVANTAGE - ProQuest, n.d.).

According to a study whose purpose was to analyze the impact that a negative comment
or opinion could make when it comes for customer decision making, the study results show

that a single negative review over a product or service could reduce the probability of
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purchase in 18.3%, additional results show that when it comes to a critical opinion, customers

are around 10.5% most likely to search for other items (Varga & Albuquerque, n.d.).

Another study also showed that every nine of ten customers first check others customers
review before making a purchase, the study also shows that when there is an increase in just
one start (depending on the qualification methodology used in different web sites), the
revenue could increase between five to nine percent. Around 88% of people have the same
amount of trust to online recommendations as well as personal recommendation showing the
high impact that comments from people that they do not even know can make in their
purchase decision and behavior. Finally, when customers notice and see good reviews for a
specific brand, product or service, they are likely to spend 31% more of their money. On the
other hand, if they notice a bad review and comment, around 86% of the customers will
hesitate and not buy in the business, product or service with the negative comment (How

Negative Reviews Affect Business, n.d.).

Considering the importance and the difference that good and bad reviews generate for a
business, it is important that companies are aware and put a lot of attention and effort when
it comes to complains as this could be used as a reference for future customers. When there
is a negative review, the most important thing to do is to make the customer feel heard and
start working in order to correct those problems, by showing the customer the importance he
or she has to the company it could be possible that they still buy from the business and do
not continue the propagation of its bad experience to others affecting the image of the
company but instead, could share all the attention received by the business and how they care

about the issue and work hard in order to bring a solution (THE IMPORTANCE OF
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CREATING CUSTOMER LOYALTY IN ACHIEVING SUSTAINABLE COMPETITIVE

ADVANTAGE - ProQuest, n.d.).

4.10 Green marketing and sustainable practices

Green marketing is a communication channel companies are using nowadays in order to
share with their actual customers and possible customers, information regarding their green
practices not only in their production and all internal processes of the company but also in
their final product or service which customer is actually going to be able to buy and enjoy.
This is with the main purpose of showing not only their social responsibility but more
important, their environmental responsibility (Stoica, 2021). Another definition to this
concept is the promotion of products and services by the implementation of messages focused

on the ecology (Robert K. Dzogbenuku et al., 2021).

This kind of communication is being implemented with two main purposes, the first one
is to give ecological education to all the interested groups of the company or the specific
product itself and, the second purpose is to create, support and robust their image as a

company that is environmental responsible (Stoica, 2021).

Green marketing is composed by different elements and strategies like the use of
ecological marketing, ecofriendly marketing and sustainable marketing between other
options. The main idea when using those king of messages and strategies is not only to show
the customer the environmental and sustainable practices a company is following and
implementing but also to create some kind of consciousness in every person that sees this

information so they could orientate and change their actions and behavior with a more
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sustainable orientation base on sustainable behavioral policies (Robert K. Dzogbenuku et al.,

2021).

This marketing practices must follow some policies which they must meet in order to use
green marketing or anything related to that, otherwise if they do not follow the policies, they
may be doing greenwashing. The idea is that their products or services could satisfy the needs
of their customers in the best possible way and at the same time that they make the smallest

impact on the environment (Robert K. Dzogbenuku et al., 2021).

The success when implementing this kind of strategies depends on the willingness that
companies have to actually change their production and business practices. There are three
main changes to implement when changing to a green marketing strategy (Green Marketing,
n.d.), the first one is claiming social responsibility for the previous changes focused on
sustainability and also showing the future initiatives that will help them to implement other

eco-friendly practices getting closer to sustainability and changing the image of the brand.

The second change is manufacturing eco-friendly products, it would be ideal to
implement the strategy of manufacturing sustainable products with local sources as this
strategy could increase customer loyalty. There are two reasons for that, first it means that
the company is going to invest on the environment preservation and would be an important
factor for brand-conscious consumers and second, by implementing local production they
could promote and generate new jobs in the community and at the same time help local

economies.

The third change would be the promotion of sustainable business practices, by the

implementation of sustainable practices and actually promoting environmentally friendly
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practices, a chain effect could be produced by making customers change their normal
consumption behavior and change it to a more sustainable one changing to new brands,
products and services that support and preserve the environment. There are some incentives

like sustainable packaging, the use of recycled products, donations, etc.

There has been identify some positive aspects coming from green marketing (Green
Marketing, n.d.); the first one is the identification of new resources and renewable ones, by
changing production activities more orientated to sustainability, companies need to find new
alternatives that at the beginning could represent a reduction in production while they get use
to the new ways and sources but in the future they could develop more productive processes

and harmless to the environment.

The second positive aspect is the increasing loyalty by customers to the brand and also
the increasing of conversions, by the implementation of sustainable practices companies

could experience increasing sales and additionally could engage more with their customers.

The third positive aspect is the reduction of overhead costs, by the implementation of
sustainable practices companies could reduce the use of other resources like water or
electricity, this change could also help them become more self-sufficient and, the reduction
of costs could help them to increase their profit and could invest in other aspects of the

company.

Even though there are positive aspects as a consequence, there are also some negative
aspects generated as a result of the implementation of green marketing due to the
misunderstood of some companies (Green Marketing, n.d.). The first negative aspects could

be the high expenses required for the production of sustainable products, even when
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sustainable products or services could help the environment, there is a need of new resources
in order to manufacture it and for the implementation of renewable energy systems a high
investment is needed by companies. For small businesses this could seem as almost an
impossible investment and at the same time for some customers this could become as an
inaccessible product as the price could increase and then they would not be able to afford it

and may need to change to other non-sustainable options but less expensive.

The second negative aspect is the skeptical consumers, though the companies
implementing sustainable practices is increasing, unfortunately there is also an increasing
number of companies greenwashing and eco-bleaching customers. Greenwashing could be
defined as a situation when a company is spending more money and resources in marketing
its “environmentally friendly” practices instead of actually trying to minimize its
environmental impact, in order to attract and engage with more customers considering the
willingness of new generations to spend their money on businesses and products that are
sustainable and promote the preservation of the environment (What Is Greenwashing and
How to Avoid It, 2021). As a result of those nontruthful strategies, consumers are skeptical
and are not completely sure on which are the brands and product they could completely trust

and which of them are lying.

Finally, the third negative aspect is the unforeseen industry-wide consequences, with
sustainable practices customers could tend to prefer those businesses instead of the traditional
ones but this may cause also a change on different industries where some companies with
traditional productions may need to slow down because of the decrease on demand for their
products affecting its profit and maybe the future of the company but on the other hand, other

companies may need to increase their production speed and maybe with this they may need
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more resources so as a consequence they will still affect the environment and would not be

able to control well the use of resources for the production.

4.11 Sustainable practices and customer loyalty

For customers, green brands and companies implementing sustainable practices are link
with the engagement and commitment with the environment and its preservation (Robert K.
Dzogbenuku et al., 2021). There are some facts showing the influence that sustainability
could create on the relationship customers have with a brand, product or service (The Role of

Sustainability in Customer Loyalty | CustomerThink, n.d.).

The first impact that sustainability aligns with customer values, there are different studies
showing the importance that sustainability has acquired over the years at the moment of
customers making purchasing decisions, around 47% of people is willing to pay more for a
product if it is sustainable and this trend is going to increase in the next years with the new
generations that are more concerned about the environment and sustainable practices. One of
the main drivers of loyalty in customers is the emotional involvement they develop with a
product or service; sustainability drives a lot of emotions and issues whose people are caring
about by developing a commitment and increasing customer loyalty with brands they feel
identify and connected with by caring for the same issue (The Role of Sustainability in

Customer Loyalty | CustomerThink, n.d.).

The second impact is that sustainability helps customers uphold personal values,
customers search for brand that not only implement sustainable practices but that at the same

time help their consumers make their difference and support. When companies change their
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traditional behavior for more sustainable ones and align to customers beliefs and desires,
customers could develop a stronger engagement and increase its loyalty to the brand as they

feel identify with it (The Role of Sustainability in Customer Loyalty | CustomerThink, n.d.).

The third impact is that sustainability helps customers become brand advocates, when a
customer notice shared values and develop and emotional relationship with a sustainable
brand, around 72% of them will share its positive experience with 6 or more people. By
implementing sustainability, customers would be more likely to become brand advocates,
there is also the “social proof” where people want to show they are compromise with
something that has value and as sustainability is becoming more important every day, for
people is important to compromise with it (7he Role of Sustainability in Customer Loyalty |

CustomerThink, n.d.).

It is important that brands show with real actions their commitment as a sustainable
business, customers will feel more comfortable if they can actually be sure about the products
they are planning to buy, it would be also more interesting and motivating if in all the
production process they include sustainable practices from the beginning to the end, with this
actions customers could gain confidence in sustainable brands as they have the perception of

a transparent brand (“Why Does Sustainability Play A Role In Customer Loyalty?,” 2022).

One of the business practices or values in a company making employees lost their loyalty
are first mistreat to employees specially on the supply chain process. Additionally, the link
between a company that has any process related with polluted practices. To implement and

develop customer loyalty is important to make those previous practices out of the radar and
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also keep in mind that the key is to create and emotional link, focusing on a personal

relationship and an actual action in it and its sustainable practices (McKeever, 2022).

4.12 External incentives to implement sustainable practices
Considering the importance sustainability has on actual practices and the need of preserve
the environment, there are different types of incentives used in order to motivate and promote

the implementation of sustainable practices inside the organizations.

The first are the administrative incentives, this type of incentives help the companies by
reducing their needed time and resources to follow the regulations and legal requirements,
these types of incentive are quickly and simply to implement for companies and other
additional benefits could be the reduction of public sector administration costs. By
implementing sustainable and good environmental practices, they have the perception that
their administrative burdens are reduce. There are two different types of administrative
incentives, the mandatory ones and the voluntary ones, one example of the mandatory one is
the incentive from the UK Environment Agency where companies that have a certification
on environmental management systems (EMS) will have less inspections reducing also their
administrative obligations. An example for the voluntary one is the EPA Project XL where
the US Environmental Protection agency lets companies extend their permit schedule if they

are compliant with some standards (ECORYS, 2012).

The second are the economic incentives, there are different ways of using these
incentives, one of the most common is the tax incentive which try to promote the

improvement on the environmental performance of the organizations, there is also the
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tradable permit schemes more related with GHG (greenhouse gases) and other air pollution
emissions, there are also the direct economic incentives like loans or subsidies. One voluntary
program is the remake vouchers made by the EU funded program which provides vouchers
for companies so they could have free consultancy support to learn and understand how they
could increase their resource efficiency, another examples is the eco-driving test in Sweden
where drivers from transport companies can save costs and reduce emissions by taking the

eco-driving test (ECORYS, 2012).

The third incentive is the reputational incentives, one of the main motivations for
companies is to improve and promote a good image between not just their consumers but
also everyone around. One example is the global reporting initiative where organizations are
motivated to make a public report of their environmental, economic and social performance

(ECORYS, 2012).

4.13 External incentives to implement sustainable practices in Colombia

As Colombia is one of the countries following the Sustainable Development Goals, the
government has compromise with it with the collaboration of different organizations like the
Business Environment Corporation (CAEM by its initials in Spanish), the National Authority
of Environmental Licenses (ANLA by its initials in Spanish), and others. There are different
economic benefits and tax incentives that companies could enjoy with the creation and
implementation of different projects with efficient energy use but unfortunately those are not

well known by them (Respaldo, 2019).
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The tax benefits accepted and certified by the Ministry of Environment and Sustainable
Development are the equipment used to execute any sustainable practice like recycling, waste
management, water treatment, etc. all the energy coming from wind energy or agricultural
residuals are exempted of paying income taxes. Other initiatives is the Business recognition
for the environmental and sustainable actions, the business entrepreneurship with the main
goal of environmental and sustainable development, reconversion programs to change and
substitute the use of fuels, a reduction in the taxes for companies whose emissions where
lower than expected and finally, the promotion and tax reduction by the use of vehicles whose

energy come from electricity, gas or that are hybrid (Incentivos tributarios, n.d.).

4.14 Corporate sustainability reporting

In the European Union (EU), there are some companies who must provide some
information on a public report where they show their management regarding social and
environmental challenges. The companies that have to reports may follow some different
requirements like having more than 500 employees and in its report they have to include
topics regarding their environmental matter, the social matters and treatment of their
employees, the respect for human rights, their anti-corruption policies and talk about the

diversity they have inside the organization (Corporate Sustainability Reporting, n.d.).

As this documents main intention is to provide information and data regarding
information of the company and its contribution to achieve the Sustainable Development
Objectives, it is necessary to be have a transparent document every stakeholder could be able

to trust, it could be also be useful for the companies itself as they could use those documents
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and compare it in the following years in order to be able to see their progress regarding this

important goals (Environment, 2018).

There are some regulations that make sure those reports are following all the required
standards in order to avoid greenwashing companies. Due to the important and high level of
impact environmental changes are creating nowadays, the regulation for this type of reporting
is being updated and changing a lot, not in the reports companies may need to expose how
sustainability issues can affect the company and additionally to it, also show how does the
company impact the society and the environment. Finally, there is also a required audit who
may need to look at the document and certified the information presented on the reports.
Even when the development of this type of documents may require from the company
financial resources, time and any other effort, it is important they compromise with this
documents as they are not only a requirement from the government and the legislation but is
also something that could help them as an organization with their stakeholders and also it
could be useful information for themselves (What Business Needs to Know about the EU

Corporate Sustainability Reporting Directive | Blog | BSR, n.d.).

4.15 Corporate environmental sustainability reporting (EnvCSR or CESR)
Corporate environmental sustainability reporting (EnvCSR or CESR) is a practice
implemented by different companies around the world where they communicate to their
stakeholders all the information regarding their plans and strategies for the short and long
term to implement and develop environmental activities in the company, this information

must be completely transparent and as a consequence truthful (Rustam et al., 2020).
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At the beginning it was being implemented as a result of the constant pressure from the
stakeholders as they wanted the organization to behave and be more environmentally
friendly, this reporting is sometimes seen by the companies as an added tool they could use

with its stakeholders (Gallego-Alvarez & Ortas, 2017).

One of the main purposes of the environmental reporting is for the companies to openly
show their sustainable practices to everyone that reads their report but most importantly to
their stakeholders so in this way, they are able to see and trust that their investments and
resources are being use on eco-responsible decisions and actions (Rustam et al., 2020). The
structure of the reports is almost the same for all the companies around the world but it could
be modified depending on the geographical location of the organization as companies could
adapt their policies depending on national regulations or the environmental institutions they

follow up with (Gallego-Alvarez & Ortas, 2017).

5. Methodology

This research has been developed with a sample of different Colombian organizations
that are actually implementing sustainable practices inside their organization in any part of
the life cycle production process, use and disposal of their products. Colombia is a country
where more companies are being created with the main idea of sustainable development and
environment preservation by considering the importance natural resources and biodiversity
represent not just for people but also for the development of the country and its relation with

foreign countries.

Also, Colombian population is starting to be more conscious about its consumption

behavior, it is important to understand if this new mindset is impacting the local companies
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and making them modify their strategies to focus on sustainability or if it does not have a big

impact on the market behavior.

5.1 Research methodology

The purpose of this paper is to collect information and analyze if there is any impact
regarding the preservation and promotion of the customer loyalty strategies implemented by
different companies in Colombia and if there is any influence to consider the development
and implementation of sustainable practices. The idea is to use the collected data to see if
there is any relation between those two variables or if there is any other relation with other

variables not considered from the beginning.

To collect all the needed information to develop this investigation work, the first step
to collect data is to go to the actual corporate sustainable reports from different Colombian
companies where they mention their current sustainable practices they have been
implementing inside the company and its processes. Additionally, other information provided
on those reports related to sustainable practices or more eco-friendly are also going to be
consider to analyze if there is any relation between their strategy to increase customer loyalty
and the implementation of sustainable practices or if it is just related to any other issue,

initiative or strategy from the company.

In the Sustainability yearbook 2022 that analyze information from companies all
around the world that are implementing sustainable practices in their operations, 14
Colombian companies were present in this list (Tiempo, n.d., p. 14) showing that they already

start this journey and could be an example to other companies that would also like to be
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recognized not just in that list because of their good sustainable practices but also recognize

in the country and in the world for doing their work but in a more sustainable way.

The reports and information from those 14 recognized companies are the first one to
be analyze as a first approach to the actions that has been taken by those companies to fit a
basis of the activities that are already being use and the new ones they also plan to use as
they can be the role model to other starting companies when referring to sustainable

practices’ implementations inside the corporations in the country.

Additionally to this first approach to the information, a survey was made to different
companies with the main purpose of getting more specific information related to the initial
question of this work and also have a closer approach of how important is for companies,
especially the ones that are just being conformed in the recent years, to consider sustainable
practices inside their corporative practices as an strategy and how they perceive that
Colombian people value sustainability nowadays. Additional questions were made referring
to implementation of sustainability itself in Colombia and which could be the barriers they
face when it comes to incentives and the use of resources and any other benefit they perceive

from their practices.

After all the research and collecting all the results from the survey, the main
methodology implemented for the analysis was the qualitative as it took into consideration
the information published by different companies on their reports, additionally to this
information, the result from the applied surveys is algo going to be taken into consideration
and even when those results could have a quantitative analysis, there is a higher influence of

the qualitative interpretation for the results.
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For the qualitative part, it would be focus mainly on the reports from the big
companies of the country as those are the ones that are already developing and posting those
reports. Even though, there could be some exceptions from smaller companies that indeed
have those reports too so in this situation those are also going to be taken into consideration

when collecting all the information and then getting to the final analysis.

The main idea when doing this research is going to be focus on everything related to
sustainability and sustainable practices inside the company, it is important to understand the
value that each company gives to those specific practices, what is their motivation to
implement them inside the corporation and which are their plans for the future regarding
these practices. In addition to those questions, it is also important to understand the role of
the customer for each company and how valuable is it for each one of the companies, how
much is taken into consideration at the moment of making final decisions and implementing
new strategies or practices in the company. There are companies that are more focus on a
bigger market because of the naturality of the goods they sell so if they lose some customers,
it would not affect their business a lot but, it is also the case for companies that have a closer
loop with fewer customers and they try to develop different strategies in order to preserve

their actual customers and make them more loyal to their brand.

These questions are important to consider because they can give a better interpretation
for the information as the reports are going to be taken from companies that are from different
industries so because of that, every company could give a different interpretation and focus
to their sustainable practices. Considering that these could divide the results at the end, the

conclusion could be separated between industries in the country or otherwise, the results
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could show that it does not matter the industry a company belongs to, they all give the same

value and focus their sustainable practices in the same goal.

Then to add to that qualitative analysis more information to have a more complete
idea and actual data, the survey is going to be done to different companies that would
previously agree to collaborate and provide their internal information to this work. The
survey is going to be in an online approach and it is going to be focus in getting more in deep
information from companies, to understand the role that sustainable practices play inside the
company, which are their motivations to implement them and the importance it has to
implement them. For the companies that have not implemented it yet but are planning to or
would like to, the idea is to understand how do they plan to make that implementation in the

company and with which purpose they plan to do that.

The role of the customer is so important when collecting all the data from the previous
methodology because understanding that is one of the main purposes of this work. It is
important to remember that without customers then companies would not be able to succeed
so, developing strategies to keep customer loyalty is also an essential part when
implementing sustainable practices because companies must understand their customers’
needs to make decisions. As a customer you would always expect the product to have the
same or better quality you are used to so if the companies change their products just because
of sustainable practices but compromise their quality it can affect their customers preference
for them and could make them change to another supplier in the market that could provide

them the quality they expect and, in some cases, including the sustainability added value.
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Now regarding the quantitative part, it is going to be focus on the number of
companies that are already developing sustainable practices inside their corporations but also
is going to consider the companies that are planning to implement it in short term. Those
numbers are important to take into consideration and compare it with other statistics
information like for example the total number of companies in the country or to see which is
the industry that is focusing their activities more to the sustainable practices, does it have
something to do with their impact on the environment or they do it with the purely intention

of helping the environment preservation in the country.

The quantitative methodology can also be implemented when referring and analyzing
different statistics regarding the behavior of consumptions from the population of the
country, which king of factors do they take into consideration when making the decision of
buying and from all the facts they take into consideration, which one is the one they consider

as the most important one that could make then not to buy the products if it lacks from it.

5.2 Sample selection

The population selected for this specific study by using the online survey where 80
different Colombian companies, most of them small companies currently implementing
sustainable practices inside their companies in any part of the production process of their
products or services, or any other process in the company. The sample for this study was
limited just to Colombian companies currently implementing sustainable practices inside the
country and selling it to the local population without taking off the possibility of being present

on the international market.
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The survey was sent to the companies with different communications channels like mail
or different social media like Instagram and Facebook in order to achieve a biggest audience
to complete a significant sample to analyze. The structure of the survey was originally
developed and send to the companies in Spanish as it is the local language of the country of
study. All the survey answers are anonymous to keep their personal information safe and to
make them feel more confident on answering by not having to reveal their identity or internal

aspects of their business.

Regarding the corporate sustainable reports from different companies considering the
availability of these types of reports, a total number of 10 reports were considered and
analyze by considering that all the reports may belong to companies who at least have one
location in Colombia and whose report is public and trustful. All the reports are also from
companies that were recognized on the “The Sustainability Yearbook™ of S&P Global in

2022 as the most sustainable companies of Colombia.

5.3 Corporate sustainable reports analysis

To collect the useful information from the corporate sustainable reports of the most
sustainable Colombian companies for 2022, the main source of information was the official
reports submitted by each company on their web sites or official sites, to be sure the

information is completely trustful and can be actually help us get to better conclusions.

When reaching the reports and considering they all have different structures, certain kind
of information was search in order to have homogeneous information which could be actually

be compared with the others company and have a final conclusion from it.
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The main information extracted from the reports was:

e Does the report mention any compromise with the Sustainable Development
Goals?

e /Do they follow any other international models apart from the Sustainable
Development Goals, like the Global Compact?

e (Which are the strategies they mention in order to support and promote
sustainable practices inside their organizations?

e ;Do they mention any specific strategy that links their sustainable practices with
the wellbeing of their stakeholders apart from the environment, like communities,
employees, clients, suppliers, etc.?

e (Are there any statistics which could support the impact of their sustainable
practices?

e /Apart from their sustainable practices, do they have any other actions supporting
the environment preservation like investments?

e What is the role of their clients for the company?

5.4 Survey structure

The questions that this study wants to answer is presented below:

Do Colombian companies consider sustainable practice implementation as part of a

customer-loyalty strategy?

To collect information and useful data to be able to study and answer the research

question, a series of questions were developed to understand the perspective of the
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companies. Each question was made with the purpose of getting important information to
have a complete overview of the actual status of sustainable practices in Colombia. The
questions where most of them open question giving freedom to the answers and avoiding the
limitation of the study even though in some cases there where different suggestion for the

answer in order for people answering to have a better understanding of the question itself.

All the questions are related with their actual sustainable practices inside their companies,
their perception of the behavior of their customers, their motivations to continue
implementing sustainable practices, their perception of implementing sustainable processes
inside Colombia and which are the benefits they perceive are receiving as a consequence of

their sustainability. All the data was collected on the 2022 period.

The questions included on the survey are the following:

e ;Does you company have sustainable practices currently?
o Yes
o No
e ;Since when are you implementing sustainable practices?
e ;What is the main purpose of your sustainable practices?
o Business growth
o Attract more customers
o Preservation of the environment
o Follow and meet the regulations

o Other
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e ;After de implementation of sustainable practices in your company, have you

notice any change on your customers loyalty behavior?

o Yes

o No

o Other
e Why?

e ;Do you consider that customers are changing their preferences being more

oriented to goods or services more sustainable?

o Yes

o No

o Other
o (Why?

e ;Do you think that implementing sustainable practices in Colombia is difficult?

o Yes

o No

o Other
o (Why?

e ;Which changes have you notice after the implementation of sustainable practices
in your company like for example, an increase on the sales volume or a cost
reduction, in case there is any change?

e ;When implementing sustainable practices, one of the main purposes of it was
focus on increasing the customers loyalty?

o Yes
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o No
(Currently on your business strategy, are you considering the 17 Sustainable
Development Goals?
o Yes
o No
{Which ones?
(Do you think that all industries are able to implement sustainable practices inside
their companies?
o Yes
o No
(Why?
(Do you consider sustainable practices implementation as the foundation of your
business strategy or as one of the components of your business strategy?
o One of the components of the strategy
o As foundation of the strategy
o Other
(Do you have any external incentives, like government incentives or others, in
order to make the implementation of sustainable practices inside your company?
o Yes
o No

({Which one?



6.1 Reports analysis

The following table shows the collected information from the 10 Colombian companies

reports analysis and based on this came some initial insights of the behavior and tendencies

results

6. Analysis and results

in the Colombian market related to the sustainable practices.

Table 1: Corporate Sustainable Report Analysis
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Summary of the information presented on the sustainable corporate reports of the Colombian
companies and taken into consideration when developing this graduating project.
Source: Author’s own work
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All the links to the organization’s corporate sustainable reports are on the Appendix A of

this document.

The first thing to highlight after the research and analysis of the reports is that all this
organizations are developing and planning their future sustainable strategies using as a
foundation the Sustainable Development Goals specially those related with the climate

change referring to the Goal 13: Climate Action and Goal 15: Life on Land.

There are some of the organizations that also use additional organizations and
information like the Dow Jones Sustainability Indices or Global Compact in order to also
have more complete information and define their future goals in the short, medium and long

term.

The importance and influence of the policies and regulations of sustainable organizations
inside companies is huge. This could be due for the compromises that the Colombian
government agree on with international organizations like the reduction of greenhouse gases
emissions or the use of renewable energies. However, it could be also the result for the level
of consciousness and awareness that companies, especially the big ones and the ones that

have a bigger impact on the environment, are developing.

Even when all the studied companies belong to different industries, from the reports it
can be seen that there is a common tendency for all of them in the similarity of their
sustainable practices inside of their organizations even when each one is focusing it to their
industry and the core of their business. For example, Grupo Exito, that is a supermarket with
presence all around the country, is focusing its sustainable practices on the day-to-day

practices of their customers by taking off plastic bags from their stores or buying locally from
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farmers in order not to just involve their employees on the process but also their suppliers
and their customers. They are taking their sustainable practices outside of the internal
organization but also including external stakeholders to increase the impact of their practices,
this strategy implies the cooperation between the company and stakeholders as for the case
of plastic bags, customers are the ones stopping the use of it helping to meet the company’s

goal.

Other interesting example is the one of Promigas whose core business is the collection of
gas to then sell it as a service to the community. Being conscious of the impact its business
has on the environment and the use of natural resources, they are searching and implementing
new ways to keep the environmental impact the lowest possible. Internally they are investing
to run different studies and analysis of the environment before running any project in order
to ensure the best practice and the least impact, they are also involving their suppliers by
asking them to have sustainable practices and use less plastic in their processes as part of
their environmental compromise. When it comes to their input to other environmental
practice, they are investing resources in order to promote the biodiversity preservation; for
example, they have implemented a plan to relocate trees present on territories where they
plan to develop extraction projects, to other territories in order to avoid felling trees but at

the same time being able to develop their business.

In all the reports, the companies stated that they focus their activities and strategies in
order to meet their stakeholders’ interests and when it comes to their customers, their needs.
Some of them also mention in their reports that when they start the implementation of
sustainable practices inside the organization was mainly in order to start helping the

environment but additionally, because they want to also include and promote this sustainable
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culture with their employees, suppliers and customers for them to understand and implement

it as part of their lifestyles.

Considering the information collected in the literature review made previously the
development of this analysis, there is one important thing to highlight considering the
strategies implemented by the companies regarding sustainable practices and the effect this
could have in their customer loyalty programs. As it is shown on the summary table of the
corporate sustainable reports of the companies, all of them apart from the implementation of
sustainable practices inside the company and its processes, they are also investing their
resources for sustainable practices outside the company like the preservation of biodiversity
in the country, the collection of plastic bottles in order to recycled them and support social
projects like the construction of parks for kids in small communities, different projects whit
the purpose of improving the quality of life of different communities, investment and
development of projects where they involve their consumers and suppliers to teach them how
to start implementing sustainable practices in their life and practices, and many other

practices.

All of those initiatives mentioned previously, could be strategies implemented by the
companies in order to create a relationship with their customers, it could be a way to make
strong connections with their stakeholders. By the implementation of this strategies and its
nature of helping those who needed the most, people could see their desires represented on
the company and their personal values creating a stronger engagement and reinforcement on
their loyalty to the brand beyond the product or service they sell, is the importance of the

wellness they bring to the environment and society.
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Something that also helps the reinforcement of the engagements of customers with the
brand is the way they communicate those actions, when developing all these initiatives and
communicating them by different channels like their social media, in their stores and even in
their public reports where mainly their customers and stakeholders could have access, they

are creating a good image of the brand in the mind of everyone accessing to this information.

The importance of creating a good image on the mind of customers is more important
than just creating a stronger relationship with customers, it is also important because if those
customers share their positives opinions of the brand to others specially in channels with long
range like social media, they could also generate a chain effect where the brand could have
more customers that already have a good perception of the brand from the recommendations

and comment previously heard.

Another important factor to highlight after the analysis, is the importance that biodiversity
preservation has for the companies in Colombia. For the companies analyzed, 7 out of 10
mention any practice related to biodiversity preservation and improving its quality of life. As
mentioned on the literature review, biodiversity has a huge importance in Colombia because
a big part of our economic activity is coming from it so is super important its preservation
and the development of good practices in it in order to ensure the availability of using it in
the future for production. New generations are being more conscious about it so it is a good
strategy for companies to support those kinds of initiatives in order to achieve those
customers and create a link with them by showing them that they care about the same issues
and problems our country is facing nowadays and that they are actually taking action to

change it and improve it.
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Finally, it is important to also mention the importance of buying from local suppliers and
the support given to local communities. Companies are also implementing the strategies of
buying from local suppliers that are usually farmers. Additionally, apart from just buying
from them, companies are also investing some resources in order to help them learn and
actually implement sustainable practices in their productions processes and in this way, they
ensure their suppliers are also being sustainable. There is some evidence showing that
Colombians are willing to buy a product or service that is supporting local producers instead

of international ones.

Also, there is know that Colombian customers also tend to prefer companies who also
support and have social contributions specially when their economic activities affect the
wellness of some communities like the extraction companies who even when they try to
reduce their impact, still generate some pollutions and damage and the most affected ones
apart from the environment are the communities around. This is one of the reasons why it is
important to take into consideration and put as a priority its wellbeing, people will see those
campaigns and would prefer those companies who also care about people instead of the ones
that are selling probably the same product but is not spending additional resources on the

wellbeing of people.

Considering the important points mentioned before, companies are spending more
resources and giving more importance to developing sustainable practices inside their
companies because they understand that the preservation of the environment for our
generation and for future generations is everyone’s job. The strategies they are implementing
apart from helping the environment and their company’s behavior as well, could be also

helping then to keep their customers and create a stronger relationship with them.
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6.2 Survey results

It is important to first make clear that all the 80 answers presented on this study where
answer by companies currently implementing sustainable practices inside their companies
meaning that for the first question of the survey asking if they are implementing sustainable

practices, it was a 100% of yes answers.

In the figure 1, it can be observed that from the all the companies who completed the
survey, there is a higher tendency of implementation of sustainable practices around the years
of 2018 and 2021. For the previous years it can be observed that even when there is not higher
numbers, it was the beginning of the implementation in the companies and was becoming a

more common practice in the country.
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Figure 1: Years of implementation of sustainable practices
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Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

The implementation of sustainable practices could be influence by different factors, one
of the could the global tendency of implementing this type of practices and even more
important because different countries especially European ones, started to demand as a
requirement sustainable practice in order to buy from foreign companies. Additionally, the
Covid-19 pandemic started and this was a fact that make a lot of people rethink their plans
for the future and change a lot of their habits so people started being a little bit more conscious

about their consumption habits and tried being more friendly.

When analyzing and put into different categories the answer for the main purpose when
implementing sustainable practices in the companies, the most common answers where
related to the environment preservation followed by the intention of making the business

growth, acquiring more customers and meeting the environmental regulations.
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Figure 2: Purpose of sustainable practices implementation
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Results of the survey answered by different Colombian companies developing sustainable practices
in their organization.
Source: Author’s own work

Other interesting answers where when companies said they implemented these practices
because they wanted to meet customers’ needs and make a diversification in the market as
there were not many sustainable options and customers start demanding those types of
products so as a result they decided to develop and give new options to customers. Some
other answers were related to the preservation of biodiversity, teaching sustainable practices

and for the tendencies developed as a result of the pandemic period the world went through.

When companies were asked if they notice any change on their customers loyalty
behavior after they implemented sustainable practices it was a 69% of answers saying that in
fact, they noticed changes on their customers behavior and a 29% answer they did not notice

any change and just a 2% said they notice a change in some of them.
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For the ones that notice a change on their customers behavior, they explained that their
customers are feeling identify with the sustainable practices and feel identify with them
because in some way they are helping the environment and creating a positive effect. There
are some others that explained that customers were the ones asking for those specific products

as they already changed their behavior but did not find any sustainable product in the market.

Figure 3: Customer loyalty behavior and sustainable practices

¢After de implementation of sustainable
practices in your company, have you notice
any change on your customers loyalty
behavior?
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Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

Almost all the answers use as a justification of the change of the customer that they are
all being more aware of their impact on the environment and when they find companies and
products or services with sustainable practices, they connect more because if they consume
those products, they would be helping the environment instead of consuming traditional

products.
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Figure 4: Customer sustainable behavior

é¢Do you consider that customers are changing their
preferences being more oriented to goods or services
more sustainable?
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Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

From figure 4, it can also be observed that companies consider that customers are
changing their consumption behavior being more oriented into more sustainable option. Jus
5% of the companies considered that customers are not changing their behavior and 1%
consider that some of them are changing. The reasons why they consider this change is taking
place is first because they are being more conscious about the impact generated in the
environment and the use of resources, another mention reason is that due to the drastic

climate changes the world is living nowadays people is now changing their behavior.

An important factor mentioned by some companies is that this is due to the new
generations and their tendencies, they stated that new generations are more conscious about
the environment and its preservation because they were born in a period of time where they

did not know what was living without being worry of limited resources and increasing
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temperatures. There is a worldwide crisis and it is more than clear that there is just one planet

and everyone needs to work in order to preserve it.

For the ones that did not consider customers are changing their behavior into a more
sustainable one, the reasons they mentioned was that this type of behavior is not in our culture
and there is still missing a lot of information in order that people understand and actually
decide to change their behavior, for now a lot of people still consider the price when making
the decision of buying a product instead of other factors like the type of practices use and the

impact it could have on the environment.

Regarding the culture and the perception that companies have about the implementation
of sustainable practices in the country, it is shown that around 58% of them consider that it
is difficult to implement sustainable practices in Colombia. The main reasons were because
there are still missing regulations for sustainable practices so companies do not completely
understand how does the government regulate it. Also, they said that there is a missing of
incentives and support from the government than even when they said there are some
incentives if they implement sustainable practices, those incentives do not work really well

and are not really incentives.

Apart from that, there is also missing information and technology in order to really
understand and take the action to implement those practices as mainly the information for
these types of practices is coming from developed countries like European countries or the
United States so they do not have a local example to follow for the implementation. Finally,

they also mention that those practices are not part of the culture, people do not really
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understand what sustainable practices mean and are not really interested in that being also a

barrier to implement those practices.

Figure 5: Sustainable practices implementation in Colombia

éDo you think that implementing sustainable
practices in Colombia is difficult?

m Depends on the industry
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m No

= Yes

Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

For the other answers referring that it is not difficult to implement sustainable practices
in Colombia or that it depends on the sector or industry, their justification is based on the
idea that there is always something companies could make in order to be a little bit more
environmentally friendly. There are some industries where is a little bit more difficult to find
and implement sustainable practices than others but, thanks to technological development
and different practices developed they could adapt some of those practices and star making

the difference.
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Regarding the question for the changes companies have noticed since they implemented
sustainable practices, the most common was regarding the reduction in costs or the
redistribution of costs in different processes. Also, they have notice and increasing level of
sales meaning they are also showing higher incomes but there are some cases where they
mention they could increase their sales but at the same times could increase their costs as

sustainable materials are sometimes more costly.

The high need of investment was also mentioned as they need to invest in new
technologies or in educational programs in order for their employees to be able to develop in
the best possible way those sustainable practices and really understand the purpose of it. As
a result, they also mention that they have received acknowledgements for their practices and
this have increased their differentiation in comparison to other companies in the sectors but

without those practices.

Regarding their relationship with customers, they mention that their relationship has
improve as customers feel more identify and connected with the company since they started
sustainable practices implementation and, in some situations, they also reported an increasing

level of customers that were interested on their products.

Other answers said they developed new alliances with local suppliers or international
companies interested in their products, they also developed new policies to control and
regulate those practices inside the company, some others have had a national expansion
reaching new markets and others have had an international expansion, and for the others there
is internal changes in order to control the waste management or recycle strategies or use of

alternative clean energy sources.



80

In the figure 6, it can be observed that more than half of the companies answered that
when implementing sustainable practices in their processes, they did not make it as part of a
strategy with the purpose of increasing customer loyalty even though 41% did considered it

when developing the implementation of these practices in the company.

This is an interesting result because there is not a clear tendency to define if it has
importance or not when it comes to plan the implementation of sustainability inside the
company, this results could also we because of the newness to the practices in the country so
companies are still trying to figure out the best way to implement those practices and the
main key points they should take into consideration when making the final decision and

oriented they strategy to complete their purposes.

Figure 6: Increase customer loyalty strategy

¢When implementing sustainable practices, one of
the main purposes of it was focus on increasing the
customers loyalty?

m No

mYes

Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work
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Also, the influence of the Sustainable Development Goals (SDG) is significant as 73%
of the companies are including at least one of those goals into their business strategy. This is
important because the main objective of those goals is to provide a better future to the world
considering not only the environment, which is really important but, also taking into

consideration society and the wellbeing of the world in general.

Figure 7: SDG on business strategy

éCurrently on your business strategy, are you
considering the 17 Sustainable Development
Goals?

m No

uYes

Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

The most mentioned goals in order of frequency were the Goal 13: Climate Action, Goal
7: Affordable and Clear Energy, Goal 12: Responsible Consumption and Production, Goal
15: Life on Land, Goal 11: Sustainable Cities and Communities and Goal 8: Decent Work

and Economic Growth.
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Apart from taking into consideration the climate action and the preservation of the
environment, companies are also considering the use of renewable energies event though it
represents a high investment for companies and is still not well developed in Colombia. Also,
they are implementing the responsible consumption and production and they are using
themselves as an example when buying from sustainable suppliers in order to produce a

sustainable product or service and provide it to customers promoting this goal.

Regarding the communities and society, companies are also taking them into
consideration by ensuring a good working environment for their employees and also by
developing different projects including local communities and bringing them some kind of
benefits. The importance of bringing good working and living environment for people is
important and for this reason is that customers are also more interested in companies that are
supporting people instead of other companies that are not or in some cases that even have

some proves of bad working environment for their employees.

The answer for the question to see if companies considered that all industries where able
to actually implement sustainable practices are shown in figure 8. From all the answers, 93%
of them considered that all industries are able to implement sustainable practices inside their
companies, their main arguments where because they considered that all the industries could
at least implement one of the Sustainable Development Goals inside their organizations.
Also, there are different ways to innovative meaning that they could find a way to be more
sustainable and environmentally friendly also considering that technology is improving

rapidly giving more options for new sustainable practices development.
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For the 7% who answered that all industries were not able to implement sustainable
practices, they argued that it is because not all the industries behave the same way and some
practices implemented in other companies from other industries could not be implemented

in different industries considering that the practices are completely different.

Figure 8: Sustainable practices in the industries

éDo you think that all industries are able to
implement sustainable practices inside their
companies?
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Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

Then was important to understand the role that sustainable practices play on the business
strategy of the companies so they were asked if those practices where considered as the
foundation of the strategy meaning that all the strategy was based on sustainable practices
and all the environmental impact they want to manage in the company or if in the other hand
they considered them as one of the components of the strategy meaning that they are as

important as the other components of the strategy.
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It is interesting to see that just 26% of the companies consider sustainable practices as
the foundation of the strategy and 74% consider them as one of the components. This result
could be due that some of the companies started without any sustainable practices an
implemented them in their journey including it into their strategy but some other companies
were born with the idea of being a sustainable company so they were created with
sustainability as a foundation. Even though there could also we the situation where
companies still were born with the main idea of being sustainable but decided to considered
it as a component of the strategy and not the main foundation giving the same importance to

other components in order to make the mix, they considered could be the perfect for them.

Figure 9: Role of sustainable practices in the business strategy
¢Do you consider sustainable practices implementation

as the foundation of your business strategy or as one of
the components of your business strategy?

m As foundation of the strategy

One of the components of the
strategy

74%

Results of the survey answered by different Colombian companies developing sustainable practices in
their organization.
Source: Author’s own work
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Another interesting factor to study was if companies have any external incentive to make
the implementation of sustainable practices in their companies of if it was just because of

their own decision.

Figure 10: External incentives for sustainable practices

é¢Do you have any external incentives, like government
incentives or others, in order to make the implementation
of sustainable practices inside your company?

m No

mYes

Results of the survey answered by different Colombian companies developing sustainable
practices in their organization.
Source: Author’s own work

The 89% of the companies answered they do not have any external incentives to make
the implementation of sustainable practices in their organizations and 11% said they do have
external incentives. Some of the incentives they have to implement these practices are
because this is a factor that help them to develop international negotiations and expand their
business. Some other incentives are the reduction of taxes, the economic help for employees

that use bicycles to come to the office.

When comparing the relationship of the role that sustainable practices have on the

strategy of the company, being the foundation or one of the components of the strategy, with
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their customer loyalty strategy; the results show that when companies consider sustainable
practices as the foundation of their strategy, they majority of the companies when making
the implementation of sustainable practices one of their purposes was to increase their

customer loyalty.

Figure 11: Relation between business strategy and customer loyalty
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Results of the survey answered by different Colombian companies developing sustainable practices
in their organization.
Source: Author’s own work

However, when it comes to the companies where the implementation of sustainable
practices is considered as one of the components of the strategy, the majority of them do not

consider as one of their main purposes the customer loyalty programs.

From these results could be said that when companies consider the implementation of
sustainable practices as the foundation of the strategy then they are most likely to also include

in it the promotion of customers loyalty programs but when they consider it as one of the
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components of the strategy, they do not focus so much on customer loyalty programs but

consider other components to build the strategy.

When comparing the perception that companies have related to the consumption behavior
of customer related to sustainable products with their intention of companies of increasing
customer loyalty the results show that just when companies consider that customers are
actually changing their consumption behavior being more interested on changing to
sustainable products, companies do focus their strategies to promote customer loyalty in their

company.

Figure 12: Relation between customer consumption behavior and customer loyalty
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Results of the survey answered by different Colombian companies developing sustainable practices
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Source: Author’s own work
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It is interesting to see that when companies do not consider customers are changing their
consumption behavior or just a part of them is changing, they do not consider the promotion
of customer loyalty into their strategy when implementing sustainable practices. Even when
companies do consider that customers are changing their consumption behavior, the majority
of them do still decide to not include as their main purpose the promotion of customer loyalty

programs.

This could be due to that companies could perceive that even when customers are
changing their consumption behavior, it is more effective to use other type of strategies in
order to promote the customer loyalty in the company because maybe those other strategies
are more effective than the use of sustainable practices as this is a kind of new topic in the
country so Colombian customers could still not feel really identify by it or do not completely

understand it.

Finally, when comparing the perception that companies have on the level of difficulty
when implementing sustainable practices in Colombia compared with their purpose of
promoting customer loyalty when implementing sustainable practices, result show that even
if companies consider it is difficult or not to implement those practices, they still do not set

their purpose as promoting the customer loyalty in their company.
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Figure 13: Relation between difficult to implement and customer loyalty
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Results of the survey answered by different Colombian companies developing sustainable practices in their
organization.
Source: Author’s own work

There is a tendency to not decide to set as one of the purpose the customer loyalty strategy
when it comes to sustainable practices in the companies even if they consider it is difficult
or not to make the implementation. This could we because of other factors like companies
knowing that there are other ways to increase customer loyalty in a most effective way than

based it on sustainable practices and being environmentally friendly.

7. Conclusions and practical recommendations

7.1 Conclusions
Considering that the main purpose of this project was to see if Colombian companies are

considering the implementation of sustainable practices inside their companies as part of their
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customer loyalty strategy, with the collection of literature review, the reports analysis of
companies located in Colombia implementing sustainable practices and reporting it, and the
result of the survey filled by different Colombian companies implementing sustainable

practices; some conclusions can be draw.

First, it can we concluded that the Sustainable Development Goals (SDG) has increased
their influence when it comes to the development of corporate strategies where there is at
least one of them taken into consideration when companies are developing their strategies

with the idea of creating a positive impact on the world.

Second, even when companies are implementing sustainable practices and other actions
related with biodiversity preservation, working with local suppliers or supporting local
communities; it seems like even when they do not take into consideration and make these
practices with the purpose of promoting and as a customer loyalty strategy, those actions
could be helping them to make a stronger relationship with their customer and indirectly

helping their customer loyalty programs.

Sustainable practices are something somehow new for Colombian companies and it is
because of the consciousness that companies are developing regarding their impact on the
environment and the compromises Colombian government has acquired regarding
sustainability. This could be one of the main barriers for companies to consider these types
of implementations as part of their customer loyalty because population is still not super
familiar with these terms and maybe the effect of using it as foundation of their strategy is
not going to be as significant as it could be in other developed countries where sustainability

has years of practice and history.
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Considering that the majority of the companies have notice a change on the consumption
behavior of people and additionally they consider customers are changing their consumption
behavior into a more sustainable one, using the implementation of sustainable practices could
start being more common and useful in the strategy of the companies considering the data

improving they will perceive as example from other companies.

Even though, it is important to considered that more than half of the companies
considered that implementing sustainable practices in Colombia is difficult due to different
factors like the missing regulations and incentives from the government, apart from the high
levels of investment they should do in order to implement appropriate technology and
education to develop well done practices. This could be another reason why companies are
not basing their strategy in those practices because it could make it more difficult for them

to actually achieve and follow their strategy promoting customer loyalty.

For the companies where the sustainable practices are considered as the foundation of the
company it can be seen a tendency to then take into approach it to promote and strengthen
customer loyalty, in the following years more companies could start considering it as the
foundation and the strategy to build a strong relationship with customers. However, while
the country gets more information about sustainability and the population gets more used to
these new terms, they are implementing other strategies to promote their customers loyalty

instead of just using sustainable practices.

Other factors that could promote companies to use sustainable practices as the strategy
for their customer loyalty programs could we the well-done regulation from the government

regarding these practices and the clear understanding and management of how to be able to
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enjoy the incentives the government is promoting in order to be able to make the
implementation with all the support they need and all the information they must know to

make the change.

In conclusion, with the reports analysis research and all the data collected from the
surveys filled by different companies with sustainable practices in Colombia, it Is not
possible to define a clear relationship between the variables to define that in fact Colombian
companies are actually using sustainable practices in order to promote and build the customer
loyalty strategy, even though they considered sustainable practices as an important
component for the company, a new tendency from the new generations and the new
consumptions behaviors; they are not the main components and foundation for their
strategies. It could be possible to increase the importance of sustainable practices role inside
the strategies of the companies when the subject is more developed in the country and
companies have more tools to better understand the impact of these practices in their

customer loyalty programs.

7.2 Practical recommendations

Since this study was developed with the main idea of identifying the use of sustainable
practices related to customers loyalty strategy inside companies, the results of it could be
useful for companies who are looking of data regarding what is their opinion and perception
regarding sustainable practices development in Colombian companies and the role they could
run when it comes to building the customer relationship and developing customer loyalty

strategies.
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They could also identify new ways of also increase the customer loyalty by using
different strategies like social projects or environmental projects that are not fully related

with the core business but that is still generating a positive impact.

This could also be useful for someone who is interested in the sustainable practices that
companies are taking nowadays and which are their main purposes when doing so, there is
still missing a lot of research regarding sustainable practices in Colombia and could be the
beginning and the basis for future studies and investigations, this could be useful to start

building useful literature for future researches.

For companies is important to considered different practices and search for different
models in order to better understand what are sustainable practices, a good model to take into
consideration could be the one from the companies catalogued as the most sustainable of
Colombia and check their reports, those reports have a lot of useful information companies

could use and based their strategies on it.

Even though is important to considered that those companies have years of history and
are large companies meaning that small companies and startups could not follow the exact
way their strategy as they are different size, have different experience but even thought they

could inspire with their information and start building their own strategy.

Is important that companies also take into consideration their customers opinions when
developing loyalty strategies, while customers are getting familiar with sustainability and
feel identify with it, they are going to start asking for those practices and they will value a lot
of they see companies are putting effort in order to meet their needs the way they want. The

worlds tendencies are starting to change and is important to be prepare to react to the new
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demands’ customers are going to make so even when customers are not demanding some

specific practice yet, companies should start investigating and searching for new ways they

could still produce their products or services in a more environmentally friendly way.

8. Limitations and future directions

Despite the result showed on the analysis section and the ones showed in the conclusions

section, there are some limitations that should be taken into consideration for future research

or managerial applications from the results obtained. The limitations were the following:

All the surveys were applied to smalls companies who actually are running
sustainable practices but all the variables were qualitative so they were catalogued
in different types of answers to be able to divide the answers in different types so
the division of the answers depend on the perception of the person developing
these projects. For future investigations it could be better to give already different
options to the companies so in this way the result could be more accurate since
the beginning.

It should be interesting the use of interviews as it could also be helpful when
developing a related study as there is more opportunity to considered different
variables and could be better to run a quantitative study in order to have numeric
results.

In the study it does not specify the industry where companies belong to

differentiate the survey but it could be interesting to analyze if there is a different
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perception regarding sustainable practices implementation on companies
depending on the industry of the company.

The survey was send to companies all around the country but in the survey it did
not ask them to specify their location so for future opportunities, it could be
important to differentiate the location of the companies to also understand the
different perceptions as not all the companies behave the same way due to the
differences they have to face when being located in different parts of the country
as it is not the same to develop sustainable practices in the capital of the country
as develop them in some small village with low resources and technology.

This study was specifically developed with the collaboration of Colombian
companies meaning that the results of this study could not be generalized to other
Latin American countries with similar characteristics as there are different factors
that could affect the development of sustainable practices as the perception of
companies and the behavior of customers.

Finally, sustainable practices is a term with different definitions and
interpretations, that is why the results may vary because of the different
understanding depending on people for example for some companies sustainable
practices could be recycling inside the corporation but for others could be the
actual use of sustainable goods in their production processes like avoiding the use

of plastic.



96

9. References

ABC Economia Naranja. (n.d.). Ministerio de Cultura de Colombia. Retrieved March 17,

2022, from https://economianaranja.gov.co/abc-economia-naranja/

Alvarez Restrepo, V. (2017). Ocho tesis sobre el cambio climdtico y el desarrollo sostenible
en América Latina. Trabajo Social, 19, 234-236.
https://doi.org/10.15446/ts.vOn19.67474

Ameérica Latina y el Caribe: Panorama general. (n.d.). [Text/HTML]. World Bank.
Retrieved August 11, 2022, from

https://www.bancomundial.org/es/region/lac/overview

area, S. el A. J. D. M. P. E. con interés en explicar conceptos claves del. (n.d.). Actividades
economicas de Colombia. Retrieved August 12, 2022, from
https://www.actividadeseconomicas.org/2012/03/principales-actividades-

economicas-de.html

Asi es Colombia. (2012, September 24). Marca Pais Colombia.

https://www.colombia.co/pais-colombia/hechos/asi-es-colombia-1/

Barcena, A., & Vereinte Nationen (Eds.). (2002). La sostenibilidad del desarrollo en
Ameérica Latina y el Caribe: Desafios y oportunidades. CEPAL.

Caradonna, J. L. (2014). Sustainability: A History. Oxford University Press.

Caribe, C. E. para A. L. y el. (2018, August 14). El desarrollo sostenible en América Latina
requiere de una mineria respetuosa de los derechos humanos y el medio ambiente
[Text]. CEPAL. https://www.cepal.org/es/noticias/desarrollo-sostenible-america-

latina-requiere-mineria-respetuosa-derechos-humanos-medio

Caribe, C. E. para A. L. y el. (2020, May 19). América Latina y el Caribe representa el 8%
del PIB global y de la poblacion mundial, segun nuevo informe multilateral [Text].



97

CEPAL. https://www.cepal.org/es/comunicados/america-latina-caribe-representa-

8-pib-global-la-poblacion-mundial-segun-nuevo-informe

Colombia consolida sus avances en el cumplimiento de los Objetivos de Desarrollo
Sostenible. (n.d.). Retrieved February 27, 2022, from
https://www.dnp.gov.co:443/Paginas/Colombia-consolida-sus-avances-en-el-

cumplimiento-de-los-Objetivos-de-Desarrollo-Sostenible-ODS.aspx

Colombia, el segundo pais mds biodiverso del mundo, celebra el Dia Mundial de la
Biodiversidad. (2019, May 21). Ministerio de Ambiente y Desarrollo Sostenible.
https://www.minambiente.gov.co/bosques-biodiversidad-y-servicios-

ecosistemicos/colombia-el-segundo-pais-mas-biodiverso-del-mundo-celebra-el-dia-

mundial-de-la-biodiversidad/

Colombia en la implementacion de la Agenda 2030. (2012, May 22). Cancilleria.

https://www.cancilleria.gov.co/rio/linea

Colombianos consumiran en 2021 mas productos sostenibles y con tecnologia consciente |
ACIS. (n.d.). Retrieved March 5, 2022, from
https://acis.org.co/portal/content/noticiasdeinteres/colombianos-
consumir%C3%A In-en-2021-m%C3%A 1s-productos-sostenibles-y-con-

tecnolog%C3%ADa-consciente

Compra Lo Nuestro. (n.d.). Retrieved March 17, 2022, from

https://compralonuestro.co/about

Conozca el concepto de electronica sostenible | AVI Latinoamérica. (n.d.). Retrieved
August 11, 2022, from
https://www.avilatinoamerica.com/2022080821879/noticias/empresas/conozca-el-

concepto-de-electronica-sostenible. html

Consumers’ buying decision based on product recommendation online, here’s how. (2021,
May 4). Hindustan Times.

https://www.hindustantimes.com/lifestyle/fashion/consumers-buying-decision-



98

based-on-product-recommendation-online-here-s-how-101620104013967.html!

Corporate social responsibility reports: Evolution and trends in the intern...: Sistema
Integrado de Busqueda. (n.d.). Retrieved March 13, 2022, from https://eds-p-
ebscohost-com.ez.urosario.edu.co/eds/pdfviewer/pdfviewer?vid=1&sid=6cbbe914-
f79f-43e7-adba-63760d87ed1b%40redis

Corporate sustainability reporting. (n.d.). Retrieved August 19, 2022, from
https://finance.ec.europa.eu/capital-markets-union-and-financial-markets/company-

reporting-and-auditing/company-reporting/corporate-sustainability-reporting en

Definista. (n.d.). ;Qué es Latinoamérica? » Su Definicion y Significado [2022]. Concepto
de - Definicion de. Retrieved August 11, 2022, from

https://conceptodefinicion.de/latinoamerica/

ECORYS (Ed.). (2012). Study on Incentives Driving Improvement of Environmental
Performance of Companies.

https://ec.europa.eu/environment/pubs/pdf/Incentives _Ecorys.pdf

El desarrollo sostenible de Colombia: La biodiversidad es la clave - Territorios
Sostenibles. (2021, June 5). https://territoriossostenibles.com/biodiversidad-y-

ecosistemas/en-la-biodiversidad-esta-la-clave-para-el-desarrollo-de-colombia

Environment, U. N. (2018, December 9). Corporate sustainability reporting. UNEP - UN
Environment Programme. http://www.unep.org/explore-topics/resource-

efficiency/what-we-do/responsible-industry/corporate-sustainability

Exportaciones de Colombia: Proyecciones para 2021 | Colombia Trade. (n.d.). Retrieved
March 13, 2022, from https://www.colombiatrade.com.co/noticias/exportaciones-

de-colombia-proyecciones-para-2021

Forbes, L. P., & Forbes, L. P. (2013). Does Social Media Influence Consumer Buying
Behavior? An Investigation Of Recommendations And Purchases. Journal of
Business & Economics Research (JBER), 11(2), 107-112.
https://doi.org/10.19030/jber.vi1i2.7623



99

Gallego Navarro, J. (n.d.). Nivel de reporte sobre los Objetivos de Desarrollo Sostenible —
ODS.
https://www.fundacioncorona.org/sites/default/files/bdc/Cepei_ODS _Segundo-
informe_v03.pdf

Gallego-Alvarez, Prof. I, & Ortas, Prof. E. (2017). Corporate environmental sustainability
reporting in the context of national cultures: A quantile regression approach.
International Business Review, 26(2), 337-353.
https://doi.org/10.1016/;.ibusrev.2016.09.003

Green Marketing: Sustainable Marketing Pros and Cons - 2022. (n.d.). MasterClass.
Retrieved August 16, 2022, from https://www.masterclass.com/articles/green-

marketing

Herrera Mora, C., Samper, J. R., & Camacho, A. C. (n.d.). ;Qué tan colombiano
compramos los colombianos? Propais. https.//propais.org.co/wp-

content/uploads/inteligencia-mercados/im 1-que-tanto-compramos-colombiano.pdf

How negative reviews affect business. (n.d.). Retrieved August 15, 2022, from

https://blog.reputationx.com/impact-negative-reviews

Incentivos tributarios. (n.d.). Retrieved August 19, 2022, from
https://www.metropol.gov.co:443/ambiental/Paginas/consumo-

sostenible/incentivos-tributarios.aspx

Leon Gaitan, J. C. (2017). Evaluacion de la responsabilidad ambiental como estrategia

empresarial de competitividad en las empresas en Colombia.

http://repository.unimilitar.edu.co/handle/10654/16287

Martinelli, A., & Midttun, A. (2010). Globalization and governance for sustainability.
Corporate Governance: The International Journal of Business in Society, 10(1), 6—

17. https://doi.org/10.1108/14720701011021076

Martinez, M. I. P. del R., Otero, M. E. P., & Célis, D. M. L. (2015). El consumo

socialmente responsable en el mercado colombiano. Cuadernos Latinoamericanos



100

de Administracion, 11(20), 61-70. https://doi.org/10.18270/cuaderlam.vi1i20.624

McKeever, K. (2022, April 13). How Sustainability Drives Brand Loyalty in 2022. Ometria.
https://ometria.com/blog/how-sustainability-drives-brand-loyalty-in-202 208

Nations, U. (n.d.). Sustainability. United Nations; United Nations. Retrieved February 26,

2022, from https://www.un.org/en/academic-impact/sustainability

Neshovski, R. (n.d.). Home. United Nations Sustainable Development. Retrieved February
26, 2022, from https://www.un.org/sustainabledevelopment/

Noticias, S. A. P. (2021, March 11). La sostenibilidad: Un tema prioritario para las
empresas en América Latina. SAP News Center Latinoamérica.

https://news.sap.com/latinamerica/2021/03/reporte-sostenibilidad-2021/

Pardo, M. C. I, & Alfonso, P. W. H. (2018). Climate change in Colombia: A study to
evaluate trends and perspectives for achieving sustainable development from

society. International Journal of Climate Change Strategies and Management,

10(4), 632—652. https.//doi.org/10.1108/IJCCSM-04-2017-0087

Peattie, K. (2010). Green Consumption: Behavior and Norms. Annual Review of
Environment and Resources, 35(1), 195-228. https://doi.org/10.1146/annurev-
environ-032609-094328

Perdomo-Ortiz, J., Castaiio, L. E. V., & Ocampo, S. D. (2017). Corporate Social
Responsibility and Pro-Peace Practices in Colombia. Cuadernos de

Administracion, 33(58), 30—44. https://doi.org/10.25100/cdea.v33i58.4471

Perfil de Colombia. (n.d.). https://www.mincit.gov.co/getattachment/l c8db89b-efed-46ec-
b2al-56513399bd09/Colombia.aspx

PIB por pais en América Latina y el Caribe 2021. (n.d.). Statista. Retrieved August 11,
2022, from https://es.statista.com/estadisticas/1065726/pib-por-paises-america-

latina-y-caribe/



101

Procolombia. (2020, April 22). En Colombia las empresas exportadoras aplican cada vez
mas estandares sostenibles. Sala de Prensa | PROCOLOMBIA.
https://procolombia.co/noticias/en-colombia-las-empresas-exportadoras-aplican-

cada-vez-mas-estandares-sostenibles

RAE. (n.d.). Latinoamérica | Diccionario panhispanico de dudas. « Diccionario
panhispanico de dudasy. Retrieved August 11, 2022, from

https://www.rae.es/dpd/Latinoameérica

Respaldo. (2019, August 31). Ser sostenible si paga: Las empresas en Cundinamarca y el
pais pueden ser beneficiaras de incentivos economicos si se es sostenible. Portal

CAEM. https://www.caem.org.co/noticias/incentivos-tributarios-ambientales/

Robert K. Dzogbenuku, George Kofi Amoako, & Joshua Kofi Doe. (2021). Perceived firm
ethicality and brand loyalty: The mediating role of corporate social responsibility
and perceived green marketing. Society and Business Review, 16, 398-398—419.
OpenAIRE.

Rustam, A., Wang, Y., & Zameer, H. (2020). Environmental awareness, firm sustainability

exposure and green consumption behaviors. Journal of Cleaner Production, 268,

122016. https://doi.org/10.1016/j.jclepro.2020.122016

Salciuviene, L., Banyté, J., Vilkas, M., Dovaliené, A., & Gravelines, Z. (2022). Moral
identity and engagement in sustainable consumption. Journal of Consumer

Marketing, 39(5), 445—459. https://doi.org/10.1108/JCM-03-2021-4506

Sargeant, A., & West, D. C. (2001). Customer Retention—Building Customer Loyalty. In
Direct & Interactive Marketing (7500274, pp. 177-213). Business Source
Complete.
https://search.ebscohost.com/login.aspx?direct=true&db=bth&AN=7500274&site

=eds-live

Semana. (2019, January 31). Colombia, uno de los paises que mads demanda sostenibilidad

corporativa. Semana.com Ultimas Noticias de Colombia y el Mundo.



102

https://www.semana.com/actualidad/articulo/colombia-uno-de-los-paises-que-mas-

demanda-sostenibilidad-corporativa/42819/

Stoica, M. (2021). Green Marketing Communication Strategies: An Integrative Literature
Review. Annals of the University of Oradea, Economic Science Series, 30(1), 388—
396. https.//doi.org/10.47535/1991auoes30(1)043

Stoudmann, A. G. (n.d.). Definitions of Globalization: A Comprehensive Overview and a
Proposed Definition. 22.

THE IMPORTANCE OF CREATING CUSTOMER LOYALTY IN ACHIEVING
SUSTAINABLE COMPETITIVE ADVANTAGE - ProQuest. (n.d.). Retrieved August
8, 2022, from
https://www.proquest.com/openview/b713fccb5e654cec5a2a678a93b67¢89/1?pq-
origsite=gscholar&cbl=4371414

The Role of Sustainability in Customer Loyalty | CustomerThink. (n.d.). Retrieved August
16, 2022, from https://customerthink.com/the-role-of-sustainability-in-customer-
loyalty/

Tiempo, C. E. E. (n.d.). Las 14 empresas colombianas mejor calificadas en sostenibilidad.
Portafolio.co. Retrieved March 13, 2022, from
https://www.portafolio.co/negocios/empresas/argos-y-nutresa-las-mejor-

calificadas-en-sostenibilidad-561282

Tissot, T. T., Van Hiel, A., Haerens, L., & Constandt, B. (2022). The Moral Identity
Questionnaire predicts prosocial behavior better than the Moral Identity Scale.
Current Psychology: A Journal for Diverse Perspectives on Diverse Psychological
Issues, 1-1-7. Springer Nature Journals. https://doi.org/10.1007/s12144-022-
03361-y

Ueberwimmer, M., Gangl, T., Gaisch, M., & Fuereder, R. (2015). Proceedings of Cross-
Cultural Business Conference 2015.

Varga, M., & Albuquerque, P. (n.d.). Measuring the Impact of a Single Negative Consumer



103

Review on Online Search and Purchase Decisions through a Quasi-Natural

Experiment. 40.

Villa Castario, L. E., Perdomo-Ortiz, J., Dueiias Ocampo, S., & Duran Leon, W. F. (2016).
Socially responsible consumption: An application in Colombia. Business Ethics: A

European Review, 25(4), 460—481. https://doi.org/10.1111/beer. 12128

Watson, G., Beck, J., Henderson, C., & Palmatier, R. (2015). Building, measuring, and
profiting from customer loyalty. Journal of the Academy of Marketing Science,
43(6), 790-825. https://doi.org/10.1007/s11747-015-0439-4

Webmaster. (n.d.). Biodiversidad colombiana: Numeros para tener en cuenta. Retrieved
August 15, 2022, from http://www.humboldt.org.co/es/boletines-y-

comunicados/item/1087-biodiversidad-colombiana-numero-tener-en-cuenta

What Business Needs to Know about the EU Corporate Sustainability Reporting Directive |
Blog | BSR. (n.d.). Retrieved August 19, 2022, from https://www.bsr.org/en/our-
insights/blog-view/what-business-needs-to-know-eu-corporate-sustainability-

reporting-directive

What is Greenwashing and How to Avoid It. (2021, July 23). Earth.Org.
https://earth.org/what-is-greenwashing/

Why Does Sustainability Play A Role In Customer Loyalty? (2022, February 16). Deedster.
https://deedster.com/se/sustainability/

Wu, B., & Yang, Z. (2018). The impact of moral identity on consumers’ green consumption
tendency: The role of perceived responsibility for environmental damage. Journal of

Environmental Psychology, 59, 74—-84. https://doi.org/10.1016/j.jenvp.2018.08.01 1



104

10.Appendix A

Isa report link:
https://isasapaginaswebisa001.blob.core.windows.net/paginawebisawordpress/2
021/05/InformeASG _ISA2020 FinalESP.pdf

Banco de Bogota report link:
https://www.bancodebogota.com/wps/themes/html/banco-de-
bogota/pdf/relacion-con-el-inversionista/sobre-el-banco/informe-de-
gestion/2021/idg-bdb-2021-cap-2.pdf

Grupo Energia Bogota report link:
https://docs.google.com/viewerng/viewer?url=https://www.grupoenergiabogota.
com/content/download/33980/file/Informe%2520de%2520sostenibilidad%2520
GEB%25202021.pdf

Colombina report link:
https://colombina.com//uploads/Sostenibilidad/Colombina IS VF 2022.pdf
Davivienda report link:
https://sostenibilidad.davivienda.com/wp-content/uploads/2021/03/Banco-
Davivienda-Informe-Anual-2020.pdf

Promigas report link:
https://www.promigas.com/Documents/INFORME%20INTEGRADO%20PRO
MIGAS%202020.pdf

Ecopetrol report link: https://files.ecopetrol.com.co/web/esp/cargas/ecopetrol-

rigs-2021-esp.pdf
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e Grupo Exito report link:
https://www.grupoexito.com.co/es/informe-sostenibilidad-2021.pdf
e Terpel report link:

https://www.terpel.com/Global/Accionistas/20220224-informe-gestion.pdf

e Nutresa report link:
https://gruponutresa.com/wp-

content/uploads/2022/03/Informelntegrado202 1 GrupoNutresa.pdf



