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ACRONYMS 

 

Acronyms English Spanish 

BPM Business Process Management Gestión por Procesos de Negocio 

DNM National Directorate of Medicines Dirección Nacional de Medicamentos 

SIECA 
Secretariat for Central American 

Economic Integration 

Secretaría de Integración Económica 

Centroamericana 

TFA Trade Facilitation Agreement Acuerdo de Facilitación de Comercio 

USAID 
United States Agency for International 

Development 

Agencia de los Estados Unidos para el 

Desarrollo Internacional 

WTO World Trade Organization Organización Mundial de Comercio 
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EXECUTIVE SUMMARY 

The Regional Trade Facilitation and Border Management Project (hereinafter “TFB”), implemented by 

Nathan Associates Inc. and financed by the United States Agency for International Development 

(USAID), seeks to strengthen capacity and commercial competitiveness of the countries in Central 

America through activities that improve border management and facilitate trade. To that end, the 

Project works with key regional and national institutions such as: customs, sanitary registration 

authorities, ministries of economy, health and agriculture, and representatives of the private sector in El 

Salvador, Guatemala, and Honduras. 

TFB is providing technical assistance to the National Directorate of Medicines (DNM) of El Salvador to 

improve and streamline the sanitary registration procedures for medicines, medical equipment, 

pharmaceutical and cosmetic products, among others, with the purpose of facilitating trade. The 

assistance includes the development of the Business Process Management (BPM) IT System, capacity 

building, and other IT developments.  

When the COVID-19 pandemic began, DNM experienced an increase of special import licenses 

requests, for products such as donations or products that would not be for sale. With the Project’s 

assistance, DNM automated these procedures in an IT system, which allowed for a faster response to 

importing items, such as face masks, thermometers, hand sanitizer, and COVID-19 tests and vaccines, 

which are of high importance during the current pandemic. 

This Technical Assistance was originally set to be completed in December 2020; however, due to the 

ever-evolving COVID-19 emergency, the period of implementation was extended through December 

2021. This extension was discussed at an executive-level meeting in October 2020 and approved by 

USAID through an official note dated November 4, 2020. 

 

The Technical Assistance consists of the following: 

 

 

 

 

 

 

 

 

 

 

Automation of the 

procedure for special import 

licenses 

 

 

Development of a 

Business Process 

Management (BPM) IT 

system to automate 

registration, control, and 

complementary procedures 

 

 

Training program 

“Trainer of Trainers” to 

develop skills in DNM 

employees  

COMPLETED IN PROCESS IN PROCESS 

75% 
Reduction

\ 

In response time for 

Special Import licenses  200% 
Increase 

In number of Special 

Importation licenses handled 

per month.  

Accelerated imports of essential products 

to prevent the spread of COVID-19.  

 

Support for DNM self-reliance through 
private sector trainings. 
 

KEY ACHIEVEMENTS 
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TFB achieved the following progress to date: 

 

 

 

 

 

Due to the COVID-19 pandemic and upon DNM’s request, TFB worked to digitalize special import 

licenses for products, such as donations or products not for sale, which significantly reduced the 

associated response time.  

 

 

 

 

 

 

 

The BPM IT system will be an online tool for the DNM to streamline procedures for businesses and 

producers of medicines, supplies, and medical equipment, cosmetic and beauty products, among others, 

allowing them to increase their competitiveness by ensuring they have their products on time, and 

they are able to meet consumer demand. The BPM IT system will increase transparency in trade, as it 

enables detailed and centralized control of the sanitary registrations issued. 

 

 

 

TFB is supporting the DNM on its journey to self-reliance through the transfer of knowledge and 

capacity building. TFB improved teaching techniques of DNM’s staff, building their capacity to teach 

other staff and end users (companies) on streamlined use of the IT developments and tools for an 

optimized management of their requests. 

 

 

 

 

 

 

Procedures for Special 

Import licenses are now 

100% digital  

Reduced response time 
for requests  

200% Increase 
in requests processed 

 per month 

In-person 

procedures 

eliminated 14 3 

Before Now 

(Business days) 

 

 

Development of the 

BPM IT System 

is underway  

Modules for Registration of 

Pharmaceutical Businesses, 
Legal Representatives, and 

Pharmaceutical Products 

 
Module for 

Sanitary 
Registration of 

Cosmetic Products  

Started 
 Completed and tested with 

DNM staff 

 

 

Training of Trainers 

program underway  

5 DNM employees 

enhanced their 
teaching techniques  

16 representatives of the 

private sector trained by 
DNM on the current IT 

systems 

12 companies received 
training from DNM on the 

use of their current IT 
system 
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In the next phase, TFB and the DNM will make operational improvements to the special import licenses 

module based on feedback from the private sector. Similarly, the development of the BPM IT system will 

continue as planned. 

  

“We have noted streamlined procedures and these 

initiatives are essential to our importation processes. 

With these tools, we can ensure that shipments of 
humanitarian aid reach their destination as quickly as 

possible.” 

 
Andrea Flores / Imports Assistant 

Salvadoran Foundation for Health and Development 

(FUSAL) 

“Working hand in hand with USAID, the National 

Directorate of Medicines is digitalizing user services. 

The technical assistance we received meets our 
expectations and we are certain that the 

developments will translate into many benefits that 

simplify various procedures, directly benefitting 

users.” 

 
Sulay Mejía / Cooperation and Strategic Alliances 

National Directorate of Medicines 
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INTRODUCTION 

The Regional Trade Facilitation and Border Management Project (hereinafter “TFB”), implemented by 

Nathan Associates Inc. and financed by the United States Agency for International Development 

(USAID), aims to strengthen the trade competitiveness and capacity of the countries in Central America. 

The Project supports the implementation of key elements in the framework of the Trade Facilitation 

Agreement (TFA) of the World Trade Organization (WTO), the Deep Integration Process Towards the 

Free Transit of People and Goods between El Salvador, Guatemala and Honduras; and the Central 

American Trade Facilitation and Competitiveness Strategy, working on the regional and national levels 

with key government institutions such as Customs, Health, Agriculture and Economy in Guatemala, El 

Salvador and Honduras (hereinafter “the three countries”), and with the Secretariat for Central 

American Economic Integration (SIECA).  

 

 

 

 

 

 

 

 

 

 

 

 

To that end, TFB is providing Technical Assistance to the National Directorate of Medicines (DNM) of 

El Salvador to streamline and increase the efficiency of sanitary registration procedures and their 

compatibility across institutions, with the goal of facilitating trade. This Technical Assistance consists of 

developing a Business Process Management (BPM) IT System for the following sanitary registration 

procedures: 

 

 

 

 

 

 

 

 

This report details the progress of the Technical Assistance provided to the DNM and also presents 

some results achieved to date. 

Reduce time and cost 

of transborder trade 
Facilitate trade 

Contribute to the economic 

growth of Central America 

Enhance Central  

American Economic Integration  

Support the implementation of the Trade 

Facilitation Agreement  

Pharmaceutical Products 

farmacéuticos 

Cosmetics 

Hygienic Products 

Supplies and Medical Devices 

Chemical Products 

Registration and control 

of facilities 

Regulation of promotion 

and advertising  

Business Process Management (BPM) IT System 

Product Registration 

Registration and 

Control 
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BACKGROUND 

The United States Agency for International Development (USAID) seeks to improve economic growth 

in Central America by strengthening the commercial capacity and competitiveness of the region. The 

United States government has a direct interest in strong, stable economies in the region to stop the 

flow of illegal immigration from Central American countries. 

The National Directorate of Medicines (DNM) of El Salvador is the agency responsible for regulation 

and oversight of pharmaceutical, cosmetic, hygiene and chemical products, medical devices, and raw 

materials in order to ensure their quality, safety, accessibility, and efficacy. The current DNM IT systems 

were inherited from the Superior Council of Public Health and they do not explain or connect the 

procedures that the DNM carries out relative to sanitary regulation and control. These current systems 

represent inefficiency in the services provided to the companies and lack of credibility of the 

information; for the year 2019 alone, internal users at the DNM reported over 700 incidents that reflect 

the lack of functionality of the systems in place. Similarly, the distribution of information is detailed in 

different systems that process information according to indiscriminate procedures, creating bureaucracy 

for end users, and directly affecting the logistics of trade.  

Therefore, upon DNM’s request, TFB is providing technical assistance to develop an integrated Business 

Process Management (BPM) IT System to improve and increase the efficiency of DNM’s services in 

terms of sanitary registration, thus contributing to trade facilitation. It is expected that this system will 

allow companies to register and obtain their products faster, thus increasing their competitiveness to 

strengthen, which will generate more opportunities for the people in the region to stay here and thrive. 
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OBJECTIVE OF THE TECHNICAL ASSISTANCE 

GENERAL OBJECTIVE 

Streamline and increase the efficiency of the management of 

sanitary registration procedures and increase their 

compatibility within the DNM, through the creation of an IT 

system aligned with the current requirements of this 

institution.  

SPECIFIC OBJECTIVES 

• Integrate information throughout the DNM and standardize the processing of sanitary regulation 

procedures by developing the BPM IT system.  

 

• Modernize DNM processes through the implementation of technologies that contribute to 

establishing a Smart Government according to the new government guidelines and current 

national standards on administrative procedures.  
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DESCRIPTION OF THE ASSISTENCE 

The Technical Assistance consists of the following: 

 

 

 

 

 

 

 

 

SUPPORT DURING THE COVID-19 EMERGENCY 

This Technical Assistance was formalized and accepted by TFB and the DNM at the start of 2020. The 

original plan consisted of developing an integrated system for all activities related to sanitary registration. 

However, the COVID-19 emergency has increased the amount of DNM’s work, especially in import 

procedures. Therefore, given the demand of special import licenses applications, TFB Project and the 

DNM agreed to first automate this procedure, which was previously conducted in person with a large 

number of hard copy documents. 

 

 

 

 

 

Special import licenses are utilized for pharmaceutical and similar products that are not for commercial 

sale, for example: products for scientific research, products for special treatments, products for personal 

use, samples, and donations. These categories include products for personal biosafety during the 

pandemic such as: masks, gloves, thermometers, hand sanitizer, and even COVID-19 tests and vaccines. 

This part of the Technical Assistance was not initially considered, and therefore, prolonged the planning 

and implementation period. Nevertheless, the Technical Assistance provided has proven to be an 

important benefit to El Salvador. 

With the increase in 

COVID-19 cases 

Applications to import 
donations and products that 

required visas and special 
licenses increased 

At the request of 
DNM, USAID 

prioritized the 
automation of these 

procedures 

Streamlining the 
importation of essential 

products during the 
emergency  

 

 

 

Automation of the 
procedure for special import 

licenses  

 

 

 

Development of a 

Business Process 
Management (BPM)  

IT system to automate 

registration, control and 

complementary procedures 

 

 

 

Training program 

“Trainer of Trainers” to 

develop skills in DNM 

employees  
 

COMPLETED IN PROCESS   IN PROCESS 
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BPM IT SYSTEM 

Business Process Management (BPM) is a management 

discipline that includes methods and techniques to improve 

the performance and optimize the processes of an 

organization; it concerns operational change and migration 

from one functional operation to an operation administered 

by processes. 

DNM’s BPM IT system is designed to manage and monitor all 

relevant processes of the DNM, in terms of regular users. This 

type of system was selected by the DNM to resolve day-to-

day issues. 

In order to apply this discipline to sanitary registration authorizations, the DNM agreed to follow a 

single, standardized process based on its requirements to guarantee the regulation of sanitary 

registration. Therefore, the DNM designed the following macroprocess, which is the backbone of the 

BPM IT system: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Outdated systems 

User information not shared between 
the units 

Different processes between units 

entre unidades 

Problems to be solved with the 

BPM IT system 

Application 

from users  
Preliminary 

validation  
Technical 
validation  

Resolution  

Technical 
observations 

Allows review of user history of procedures  

Standard notifications made for status changes 

Traceability of procedures 

Standardized process 

Clear and up-to-date information 

Information available for decision making 

Advantages of the BPM IT system for the DNM 

This BPM IT system was developed for ease of 

maintenance and modification, and to also enable 

process modifications through configurations. 

This system also allows different versions for a 

single process; for example, if a new law with 

different requirements enters into force, 

procedures that were entered with the previous 

process can still be accessed and managed.   

BPM IT 

System 

One system for all sanitary registration processes 

Approved 

Procedure 

filed 

Procedure 
dropped 

Lack of data and management 

information for decision making 
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“TRAINER OF TRAINERS” TRAININGS 

With the goal of creating and strengthening capacities at the DNM, TFB identified the 

need to conduct capacity building trainings for the staff at the institution to enable 

staff to transfer knowledge to staff from other units, and companies’ representatives 

that use the new computer modules developed. These trainings aim to strengthening 

teaching techniques of the DNM staff. With this capacity building, TFB supports the 

DNM on its journey to self-reliance.  

 

WORK METHOD 

1. GOVERNANCE 

As part of the technical assistance planning, TFB and the DNM defined a governance framework that 

established the functions of each key party involved. The following committees were formed: 

 

 

 

 

 

 

2. WORK PLAN 

In order to carry out this technical assistance, TFB and the DNM established a work plan that describes 

in detail the activities, tasks, their respective times, and responsible parties. 

In the original work plan, the technical assistance was programmed to end in December 2020. However, 

upon DNM’s request and as agreed at an Executive Committee meeting in October 2020, the 

implementation period for the technical assistance was extended through December 2021. This 

extension is primarily due to attend the urgent need of the DNM to handle the COVID-19 pandemic 

emergency and developing the IT system to issue special import licenses.  

 

 

 

 

EXECUTIVE COMMITTEE  
Its function is to monitor the implementation 

of the technical assistance and provide the 
necessary guidelines and approvals, as 

granted by its members. It is composed of 

representatives with decision making 

capabilities.  

TECHNICAL COMMITTEE 
Its role is to ensure that the technical 

assistance is implemented in a timely and 
appropriate manner. This committee is 

composed of TFB’s representatives and the 

DNM on a technical level.  



11      |     DNM TECHNICAL ASSISTANCE PROGRESS   USAID.GOV 

The technical assistance’s work plan is as follows: 

 

 

 

 

3. WORK ROLES 

In order to meet each milestone, both TFB and the DNM have specified roles, as presented in the table 

below: 

 

 
 

Definition of 

functional 

requirements 

 
 

IT 

Developments 

 
 

Internal Tests 

of the System 

 

Internal 

Trainings 

 
 

Trainings for 

internal users 

 

 
 

Trainings for 

external users 

(companies and 
others) 

 
 

System 

Implementation 

DNM X X X  X X X 

TFB  X X X   X 

 

 

 

 

 

 

 

 

MILESTONE 1

Special Importation 
licenses module

MILESTONE 2

Sanitary Registration 
Authorizations 

module

MILESTONE 3

Control of 
Complementary 

Procedures

MILESTONE 4

Administrative 
Procedures

Completed In process Scheduled Scheduled 

Across Milestones: 

Internal Trainings 

In process 
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PROGRESS IN THE ACTIVITIES 

1. MILESTONE 1: SPECIAL IMPORT LICENSES  

On July 28, 2020, the DNM launched the online module to issue special import licenses. This module 

was developed with TFB’s support to streamline import procedures for products used as part of the 

COVID-19 biosafety measures, such as: thermometers, masks, hand sanitizer, COVID-19 tests, and 

vaccines, among others.  

Previously, applications for these types of products were made in-person with hard copy documents; 

now, with the new module, the entire procedure is carried out virtually. 

   

 

 

TFB and the DNM will make some adjustments and improvements to this module based on feedback 

from the companies. These improvements involve, mainly: (i) uploading product listings, (ii) traceability 

of the status of the requests, (iii) option to cancel or drop procedures, and (iv) consultation of history of 

procedures. 

 

 

 

 

 

 

 

 

 

 

 

  

70% Reduction 
In the time to carry out 

procedures 

145% Increase 
In procedures handled per 

month 

Elimination of in-
person procedures 

14 3 

Before Now 

Source: Calculated based on data provided by the prices’ unit of the DNM, see Annex C. 

 

Streamlined importation of 

essential products during the 
pandemic, and COVID-19 

tests and vaccines.  

“For over 30 years, I have worked to help importers of 

chemical and hygienic products, medical equipment and 
supplies and other products regulated by the National 

Directorate of Medicines. 

 

I have seen a transformation from the manual to the 
electronic system, which has greatly reduced time in the 

procedures. Before, I had to appear in person at the DNM 

almost every day; now, most of the procedures can be 

carried out with a single click, and these time reductions 
translate into cost reductions for importers.  

 

The acceleration of importation procedures has facilitated 

and will positively impact the country’s economy.” 
 

Socorro Valdés / Regulation and Importation Expert 

 Socorro Valdés is a satisfied user of the new DNM 

IT module for special importation licenses.  
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RESULTS ACHIEVED TO DATE 
 

According to data provided by the DNM, with the implementation of the new module for Special Import 

Licenses the DNM increased the number of licenses issued per month, and companies are benefiting 

with faster response times.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As shown in the graphic, issuance time decreased from an average of 14 days to 3 days, which 

represents a reduction of 75 percent.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As shown in the graphic, the monthly average of special import licenses issued increased by 200 percent 

after the new module implementation.  
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2. MILESTONE 2: REGISTRATION AUTHORIZATIONS 

This milestone consists of the development of the IT modules specified below: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

To guarantee the quality of the Technical Assistance, TFB follows the steps below in coordination with 

the DNM: 

IT Development

Tasks performed 
by IT consultants 

according to DNM 
requirements.

QA Testing

Performed at the 
end development 

to ensure 
requirements are 

fulfilled and to 
avoid functionality 

errors. 

DNM Internal 
Pilot

DNM experts test 
the developments 
to confirm they 

are adapted to the 
daily tasks. This 

process is 
reinforced with 

trainings. 

Pilot with 
Companies

Selected 
companies carry 

out actual 
procedures to 

confirm that they 
meet their needs.

Launching to 
end users

At the end of the 
previous steps, the 
developments are 
launched to end 

users. This step is 
accompanied by 

trainings.

Pharmaceutical 

Facilities 
COMPLETED 

Registration of 
Authority 

COMPLETED 
 

Pharmaceutical 
Products 

COMPLETED 

Cosmetic Products IN PROCCESS 

Hygienic Products SCHEDULED 

Medical Devices SCHEDULED 

Chemical Products 

Raw Materials 

Advertising 

SCHEDULED 

SCHEDULED 
 

SCHEDULED 
 

Post-registration  
procedures 

SCHEDULED 
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To date, TFB and the DNM completed the modules for the registration 

of Pharmaceutical Businesses, Pharmaceutical Products, and Legal 

Representatives. An internal test was conducted for each module with 

DNM’s staff, who validated their functionality (see acceptance 

certificate in Annex D). These modules, which are part of the 

BPM IT system, will be made available to the public once the 

entire system is developed and pilot phase presents satisfactory 

results.  

TFB and the DNM are currently developing the module for 

sanitary registration of Cosmetic Products. 

 

3. TRAININGS 

TRAINER OF TRAINERS 

Through this technical assistance, TFB aims not only to develop 

an IT tool for the DNM, but to also strengthen capacities to 

guide the institution on their journey to self-reliance. To this 

end, TFB conducted a capacity building session for five DNM 

employees on best practice teaching techniques to enable them 

to teach staff from different units and company representatives 

on how to efficiently use the new BPM IT system, and other 

additional subjects.  

TFB will continue training trainers as new modules are being 

developed.  

TRAINING CACECOS 

At the request of the Central American and Caribbean 

Chamber of Cosmetics and Cleaning Products (CACECOS), 

in coordination with the DNM, TFB provided capacity 

building for CACECOS’ member companies on the 

utilization of DNM's current IT platform for the sanitary 

registration of cosmetic and cleaning products. The capacity 

building sessions were carried out by the DNM staff whose 

skills were enhanced through the "Trainer for Trainers" 

workshop. 

“Thanks to the training, I strengthened my skills 

and abilities to train staff inside the DNM and 

external users. These trainings are a tool for 
continuous improvement.” 

 

Dania Cortez, Cosmetic and Hygienic 

Products Registration Technician 

DNM staff testing the “Pharmaceutical 
Businesses” and “Legal Representatives” 

registration modules. 
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According to an evaluation conducted by TFB, 100% of the participants reported their knowledge of the 

DNM system increased in the following areas, specifically as a result of these training days:  

0.00 1.00 2.00 3.00 4.00 5.00 6.00 7.00 8.00 9.00 10.00

How to review status of the requests

All kind of status of requests

Most frequent status

Means to verify observations

Means to initiate a remedial process

Entry of formula of a cosmetic

Entry of formula of a hygienic product

Entry of formula of a cosmetic group

Entry of formula of a kit

Before the workshop After the workshop

16  

Private sector 

representatives 
with increased 

knowledge 

12  

Companies 

supported 

2 Trainings on use of 

the online platform  
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NEXT STEPS 

In order to continue this Technical Assistance, the most relevant technical activities are highlighted 

below: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

TFB, along with the DNM, will conduct 
an internal test, and then a pilot with 

private companies for the following 
modules: (i) pharmaceutical products, (ii) 

cosmetic products, (iii) hygienic 

products, and (iv) medical devices.  

TFB, along with the DNM, will make 

improvements to the Special 
Importation Licenses module, taking 
private sector opinions into account. 

TFB and the DNM will continue to work 

on developing other modules 
corresponding to Milestones 2 and 3 of 

the workplan.  

TFB will conduct “Trainer of Trainers” 

workshops so that the DNM staff can 
teach staff from other units and 

companies’ representatives that use the 

modules developed.  

Scheduled for 
April 2021 



USAID.GOV   DNM TECHNICAL ASSISTANCE PROGRESS   |     18 

COMMUNICATIONS PRODUCT 

 

The Communication team interviewed a user of the new digitalized DNM procedures for importing 

products that require special import licenses. 

 

The interview highlighted the digital transformation that the DNM is undergoing thanks to TFB’s 

support, and how these IT developments are optimizing the users’ resources, thus positively 

contributing to the country’s economy.   

 

After the video was reviewed by the Project COR, it was presented to USAID El Salvador Department 

of Communications (DOC). 

 

The video was posted on social media and can be accessed through this link: 

https://www.facebook.com/USAIDElSalvador/videos/759627034984694  

 

 

 

 

 

 

 

  

https://www.facebook.com/USAIDElSalvador/videos/759627034984694
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ANNEXES 

A. DNM EXTENSION REQUEST LETTER 
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B. USAID RESPONSE LETTER TO EXTENSION REQUEST 
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C. MILESTONE I STATISTICS SHARED BY THE DNM 

OCTOBER 2020 
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D. ACCEPTANCE CERTIFICATE – INTERNAL PILOT – PHARMACEUTICAL BUSINESSES 

AND LEGAL REPRESENTATIVES 
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E. ACCEPTANCE CERTIFICATE – INTERNAL PILOT – PHARMACEUTICAL PRODUCTS 

AND APPROVALS 
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