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Abstract: This study aims to assess the digital innovation and service quality of selected fast casual restaurants in
Metro Manila as a basis for developing a competitive v advantage plan. Specifically, it seeks to evaluate how
restaurant managers, staff, and customers perceive digital innovation in terms of online ordering systems, mobile
application features, integration with third-party delivery platforms, data analytics usage, contactless payment
solutions, and loyalty program automation; determine whether significant differences exist among the assessments
of these groups; examine the level of service quality in terms of responsiveness, reliability, tangibles, assurance,
empathy, and complaint handling; and identify any significant relationship between digital innovation and service
quality. Furthermore, the study aims to determine the problems encountered in both areas, develop a competitive
advantage plan based on the findings, and assess its acceptability among the respondents.
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The Problem and Its Background
Introduction

The rapid advancement of digital technologies has

transformed the way organizations create value, deliver

services, and sustain competitiveness in today's business

environment. Across the service sector, digital innovation has

become an essential strategic capability that enables

organizations to improve operational efficiency, enhance

customer experiences, and respond more effectively to

changing consumer demands. In the restaurant industry,

technologies such as online ordering systems, mobile

applications, contactless payment solutions, data analytics,

loyalty program automation, and third-party delivery platform

integration have fundamentally changed how businesses

interact with customers and manage daily operations.

According to Statista (2024), the continuous growth of the

global online food delivery market reflects consumers'

increasing preference for digitally enabled dining experiences,

highlighting the growing importance of digital transformation

as a driver of business competitiveness.

Concurrently, service quality remains a pivotal determinant

of customer satisfaction and long-term business

competitiveness in service industries. Established dimensions

of service quality--responsiveness, reliability, tangibles,

assurance, and empathy--continue to guide the evaluation of

customer experiences. Digital innovations have the potential to

enhance these dimensions by enabling greater speed, accuracy,

and accessibility in service delivery. However, the mere

adoption of technology does not guarantee improved service

outcomes; its effectiveness hinges on the degree of integration

into frontline operations and on employee engagement with

these tools. When properly aligned, digital innovation reduces

wait times, minimizes order errors, and enables real-time

customer interaction, thereby bolstering customer loyalty and

retention.

The fast-casual restaurant industry in Metro Manila has

witnessed significant growth, driven by urbanization, rising

disposable income, and evolving consumer preferences for

convenient dining options. This segment--characterized by a

balance between quick-service and higher-quality food

offerings--operates in an increasingly competitive, digitally

focused market landscape. Prominent brands such as Shakey's

Pizza, Kenny Rogers Roasters, Tokyo Tokyo, Yellow Cab

Pizza Co., and BonChon Chicken have adopted a range of

digital solutions, including online ordering platforms, mobile

applications, third-party delivery integrations, contactless

payments, data analytics, and loyalty program automation.

These digital initiatives aim to optimize operational efficiency,

enhance customer convenience, and solidify competitive

positioning. The implementation of such technologies is further

reinforced by Republic Act No. 8792, which institutionalizes

electronic transactions and promotes digital business practices
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nationwide.

Challenges persist in consistently translating digital

innovations into superior service quality. Service quality

inconsistencies remain evident, particularly regarding

responsiveness, complaint handling, and system reliability. For

example, delays in online order processing, integration issues

with delivery platforms, and inconsistent mobile app

performance continue to hinder a seamless customer

experience. Additionally, variability in employees' readiness

and adaptation to digital systems contributes to fluctuations in

service delivery standards. These practical challenges highlight

critical research gaps, notably the insufficient understanding of

how digital innovation affects service quality from the

perspectives of multiple stakeholders--namely, managers, staff,

and customers--within fast-casual restaurants in Metro Manila.

In recognition of this gap, the present study assesses the

digital innovation practices of selected fast-casual restaurants in

Metro Manila with respect to online ordering systems, mobile

application features, integration with third-party delivery

platforms, data analytics use, contactless payment solutions,

and loyalty program automation. It likewise evaluates service

quality in terms of responsiveness, reliability, tangibles,

assurance, empathy, and complaint handling; identifies the

problems encountered in relation to digital innovation and

service quality; determines the relationship between digital

innovation and service quality; examines the differences in the

assessments of restaurant managers, staff, and customers; and

evaluates the acceptability of the proposed Competitive

Advantage Plan.

The findings of the study are expected to provide practical,

evidence-based insights that will help fast-casual restaurants

strengthen their digital capabilities, improve service quality,

enhance customer satisfaction, and sustain competitive

advantage in an increasingly digital and customer-oriented

business environment.

Theoretical Framework

This study is anchored on two complementary theories that

explain how digital technologies contribute to service

excellence in the fast casual restaurant industry: the Technology

Acceptance Model (TAM) developed by Fred D. Davis (1989)

and the SERVQUAL Model developed by A. Parasuraman,

Valarie A. Zeithaml, and Leonard L. Berry (1991).

The Technology Acceptance Model (TAM), introduced by

Davis (1989), explains that an individual's intention to adopt

and use a technology is primarily influenced by two key beliefs:

perceived usefulness and perceived ease of use. Perceived

usefulness refers to the extent to which users believe that a

technology enhances their performance or experience, while

perceived ease of use refers to the degree to which the

technology is perceived as simple and effortless to operate. In

the context of this study, digital innovations such as online

ordering systems, mobile applications, contactless payment

solutions, loyalty program automation, data analytics, and

third-party delivery platform integration are more likely to be

accepted and utilized when restaurant managers, staff, and

customers recognize their benefits and find them convenient to

use. As these technologies become integrated into restaurant

operations, they contribute to improved operational efficiency,

faster service delivery, greater customer convenience, and

enhanced overall dining experiences. Thus, TAM provides an

appropriate theoretical basis for explaining how technology

acceptance supports the successful implementation of digital

innovation in fast casual restaurants.

Complementing TAM, the SERVQUAL Model, developed

by Parasuraman, Zeithaml, and Berry (1991), provides a

well-established framework for measuring service quality

across five dimensions: reliability, responsiveness, assurance,

empathy, and tangibles. The model emphasizes that customers

evaluate service quality by comparing their expectations with

their actual service experiences across these dimensions. In

fast-casual restaurants, where customer satisfaction and repeat

patronage are essential for maintaining competitiveness,

consistently delivering high-quality service remains a strategic

priority even amid increasing digital transformation. The

SERVQUAL Model is particularly relevant to this study

because it enables the assessment of how digital innovation

influences service performance in areas such as promptness in

responding to customer requests, reliability of service delivery,

employee competence, personalized customer care, physical

facilities, and effective complaint handling.

By integrating the principles of SERVQUAL with digital

innovation practices, the study recognizes that technological

advancement alone is insufficient to achieve organizational

success unless it is accompanied by excellent service delivery.

Consequently, the combination of TAM and SERVQUAL

provides a strong theoretical foundation for understanding how

technology adoption and service quality collectively strengthen

the competitive advantage of selected fast-casual restaurants in

Metro Manila.

Conceptual Framework

The study is anchored in the Input-Process-Output (IPO)

Model, a widely used framework in research for systematically

presenting the flow of information and the logical connections

among the components of a study.

In the INPUT [I] box, the study draws on various references,

including books, journals, magazines, theses, dissertations, and

online sources, to support the literature review and conceptual
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understanding. The study's respondents include three key

groups: restaurant managers, staff, and customers, who provide

diverse perspectives on the practices and outcomes of digital

innovation and service quality. The survey collects data on four

major areas: the current state of digital innovation, service

quality, the problems encountered in implementing and using

digital services, and the acceptability of the proposed

competitive advantage plan.

The PROCESS [P] box involves a series of steps beginning

with data gathering through survey questionnaires. Digital

innovation is assessed based on key features such as online

ordering systems, mobile application features, integration with

third-party delivery platforms, data analytics usage, contactless

payment solutions, and loyalty program automation. Service

quality is evaluated using dimensions like responsiveness to

customer requests, reliability, tangibles, assurance, empathy,

and complaint handling. The survey also gathers feedback on

problems encountered in using or managing digital tools and

services. After collecting the data, the researcher proceeds to

analyze and interpret it, followed by presenting the findings to

draw conclusions and insights.

The study's OUTPUT [O] box is the proposed Competitive

Advantage Plan.

Figure 1 The Research Paradigm of Study

Statement of the Problem

This study aimed to assess the Digital Innovation and

Service Quality of Selected Fast Casual Restaurants in Metro

Manila as a basis for a competitive advantage plan.

Specifically, it sought to answer the following:

1. How do restaurant managers, staff, and customers assess

the digital innovation of selected fast casual restaurants in terms

of:

1.1. Online ordering system;

1.2. Mobile application features;

1.3. Integration with third-party delivery platforms;

1.1. Data analytics usage;

1.2. Contactless payment solutions; and

1.3. Loyalty program automation?

2. Is there a significant difference in the assessment of the

three groups of respondents as to the aforementioned variables?

3. How do the respondents assess the service quality of

selected fast casual restaurants as to:

1.1. Responsiveness to customer requests;

1.2. Reliability of service delivery;

1.3. Tangibles;

1.4. Assurance;

1.5. Empathy; and

1.6. Handling of complaints?

4. Is there a significant relationship between digital

innovation and service quality of selected fast casual

restaurants?

5. What are the problems encountered in terms of digital

innovation and service quality?

6. Based on the findings, what competitive advantage plan

may be proposed?

7. How acceptable is the proposed competitive advantage

plan?

Hypotheses

This study hypothesized the following:

1. There is no significant difference among the assessments

of the restaurant managers, staff and customers as to digital

innovation of fast casual restaurants in Metro Manila such as:

online ordering system, mobile application features, integration

with third-party delivery platforms, data analytics usage,

contactless payment solutions, and loyalty program automation;

and

2. There is no significant relationship between digital

innovation and service quality of selected fast casual restaurant

in Metro Manila.

Scope and Limitation of the Study

This study focused on the digital innovation and service

quality of selected fast casual restaurants in Metro Manila.

Specifically, it investigated how restaurant managers, staff, and

customers assessed digital innovation in areas such as online
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ordering systems, mobile application features, integration with

third-party delivery platforms, data analytics usage, contactless

payment solutions, and loyalty program automation, assessment

of service quality through six dimensions: responsiveness to

customer requests, reliability of service delivery, tangibles,

assurance, empathy, and complaint handling, problems

encountered relative to digital innovations and service quality,

respondents of the study, and acceptability of a proposed

competitive advantage plan.

The respondents of the study consisted of a total of 249

participants, including twelve (12) restaurant managers,

seventy-four (74) staff members, and one hundred sixty-three

(163) customers. These participants were selected to provide a

comprehensive perspective on digital innovation and service

quality from multiple stakeholder groups involved in restaurant

operations and patronage.

The study was conducted in five selected fast casual

restaurant branches located in Metro Manila: Shakey's Pizza

Restaurant, Kenny Rogers Roasters, Tokyo Tokyo, Yellow Cab

Pizza Co., and BonChon Chicken, all situated within SM

Manila. Data collection utilized both face-to-face and online

survey methods to ensure accessibility and convenience for

respondents across different locations and schedules. Physical

surveys were distributed on-site to staff and dine-in customers,

while online surveys were disseminated via email and social

media platforms to reach off-duty staff and frequent customers

who could not be reached physically.

The time frame of the study was from April 2025 to June

2026.

The study was delimited by its focus on selected fast casual

restaurants within a specific geographic area (Metro Manila)

and by targeting only certain stakeholder groups (managers,

staff, and customers).

Significance of the Study

The findings of this study will be beneficial to the following:

Restaurant Managers. The study will help managers

understand which digital tools work best and where

improvements are needed. This will allow them to make better

decisions to improve operations and meet customer

expectations, helping their restaurants stay competitive.

Restaurant Staff. The results will guide managers in creating

better training and support for staff. This will help employees

use digital systems more effectively, work more efficiently, and

provide better service.

Customers. Customers will enjoy faster ordering, easier

payments, and more responsive service thanks to the

improvements suggested by this study. This will make their

dining experience more convenient and satisfying.

Restaurant Owners and Investors. The findings will help

owners and investors decide which technology and service

improvements are worth investing in. This can lead to better

customer loyalty and higher profits.

Prospective Customers. Improvements in service and

technology may attract new customers and improve how

fast-casual restaurants are perceived in Metro Manila.

Future Researchers. This study will serve as a useful guide

for researchers examining digital innovation and service quality

in restaurants and similar industries. It can help shape future

studies in business, hospitality, and technology.

Definition of Terms

The following terms used are hereby defined operationally

and conceptually:

Assurance - Refers to employees' knowledge, courtesy, and

ability to inspire trust and confidence. It includes competence,

credibility, and security in the service process. (Parasuraman,

Zeithaml, &amp; Berry, as cited in Chen &amp; Lin, 2021).

Contactless payment solutions - refer to digital tools such as

QR codes, e-wallets, or tap-to-pay cards that allow customers to

complete transactions without physical contact at fast-casual

restaurants.

Customers - refer to individuals who have dined at or availed

of services from the selected fast-casual restaurants in Metro

Manila and participated in the survey.

Data analytics usage - Refers to the collection, processing,

and interpretation of customer-related and operational data to

inform strategic decisions. In restaurants, it is used to predict

trends, monitor customer behavior, and personalize marketing.

(Nguyen &amp; Simkin, 2023).

Digital innovation - Refers to the integration of digital

technologies in business models to enhance customer

experience, streamline operations, and drive competitive

advantage (Wang &amp; Ahmed, 2022).

Empathy - the degree of caring and individualized attention

the firm provides to its customers (Alzoubi et al., 2020).

Fast casual restaurants - dining establishments that offer

higher-quality food than traditional fast food, with limited table

service and moderately priced meals, often featuring

customizable options and digital ordering capabilities (Kim

&amp; Park, 2021).

Handling of complaints - Refer to how restaurant staff

manage and resolve customer issues or negative feedback

during or after the service transaction.

Integration with third-party delivery platforms - refer to the

restaurant's connection to and operation with digital delivery

partners such as GrabFood, Foodpanda, and other food delivery
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apps.

Loyalty program automation - Refers to the use of digital

systems or applications that automatically track customer

purchases and reward repeat visits or spending with points,

discounts, or perks.

Mobile application features - Refer to the functions within a

restaurant's mobile app, such as browsing menus, placing

orders, tracking deliveries, earning rewards, and accessing

customer service.

Online ordering system - refer to a digital platform (website

or app) that allows customers to place food orders remotely for

pickup or delivery, streamlining the ordering process.

Problems encountered - Refers to the challenges reported by

restaurant managers, staff, and customers in using or managing

digital innovations and delivering or receiving quality service.

Proposed competitive advantage plan - Refers to the strategic

plan developed as an output of the study, based on survey

findings, aimed at helping fast casual restaurants gain a

sustainable edge in the market.

Reliability of service delivery - Refers to the ability of the

service provider to perform the promised service dependably

and accurately (Parasuraman et al., as cited in Lin &amp; Lin,

2020).

Restaurant managers - individuals responsible for overseeing

operations, digital implementation, and customer service

strategies in the selected fast-casual restaurants.

Responsiveness to customer requests - the willingness to

help customers and provide prompt service (Chen &amp; Lin,

2021).

Service quality-refers to the overall assessment of a service

by the customer, determined by expectations and perceptions

across dimensions such as reliability, assurance, tangibles,

empathy, and responsiveness (Alzoubi et al., 2020).

Staff refers to the service crew and employees working

under restaurant operations who interact with customers and

utilize digital tools in service delivery.

Tangibles refers to the physical facilities, equipment,

personnel appearance, and communication materials that

influence customers' service perceptions (Nguyen &amp;

Simkin, 2023).

Review of Related Literature and Studies

Local Literature

Digital innovation strategies posits that advanced technology

deployment serves as a mandatory tool for aligning business

workflows with the expectations of the contemporary Filipino

consumer demographic. Fast-casual dining establishments must

continually integrate systems such as mobile wallets and online

ordering platforms to improve front-end execution metrics. This

operational evolution serves as an existential requirement rather

than an optional upgrade in highly competitive local urban

hubs. By standardizing these customer-facing touchpoints,

restaurants can improve transactional speed and overall

responsiveness. Ultimately, these targeted adjustments enable

management to cultivate trust and retain market relevance in

dynamic commerce zones (Cruz, 2023).

According to Mangahas (2022), specialized applications

have evolved into an indispensable bridge linking brand

aesthetics to immediate transactional capabilities in the

Philippine foodservice market. Digital features such as

automated reward platforms and real-time processing updates

are fundamentally designed to build emotional ties with

consumers. This high-touch interactive environment directly

encourages repeat patronage while optimizing the customer

journey across multiple touchpoints. Casual dining operators

are therefore compelled to maximize the simplicity of the user

interface to sustain consumer engagement. Consequently,

mobile application integration transforms transactional portals

into highly effective avenues for long-term customer retention.

Similarly, the Bangko Sentral ng Pilipinas (2022) sets forth a

structured operational framework under Circular No. 1157 to

govern electronic fund transactions and standard payment

networks nationwide. This comprehensive regulatory policy

serves as the mandatory baseline ensuring that digital

marketplace operations maintain high transactional integrity.

Local restaurants and service enterprises are required to

configure their point-of-sale systems to meet these central bank

safety requirements. By standardizing these financial protocols,

the state provides an architecture that mitigates payment

friction and builds public confidence. Thus, aligning corporate

technology with this macro policy remains essential for

legitimate digital payment deployment.

Meanwhile, the Department of Information and

Communications Technology (2023) outlines systemic data

protection requirements through the official National

Cybersecurity Plan 2022-2027. This broad operational blueprint

addresses critical vulnerabilities in modern corporate digital

expansions and cloud storage networks. Service operators

utilizing online customer records must strictly align their

back-end environments with these state-level digital defense

paradigms. Minimizing cyber risks ensures that proprietary

transactional nodes remain well-protected against systemic

breaches. Accordingly, this national strategy provides

businesses with the exact technical guidelines required to foster

digital safety and operational longevity.

Likewise, the Department of Trade and Industry (2022)

maps the strategic operational milestones necessary to expand
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domestic digital marketplaces via the Philippine E-Commerce

Roadmap 2022-2025. This industrial publication establishes

institutional targets regarding digital network readiness and

cross-sector technology adoptions. Foodservice operators and

retail networks are encouraged to aggressively digitize their

supply chains and point-of-sale systems to capture market

opportunities. Building this collaborative technical environment

prepares local establishments to comfortably service highly

connected urban consumers. Ultimately, this foundational

roadmap serves as a blueprint for standardizing corporate

technological modernization programs.

According to the Department of Trade and Industry (2023),

the structural guidelines in the revised edition of the

e-commerce roadmap emphasize transaction trust metrics. This

policy framework asserts that modern corporate digital

environments must transparently protect consumer financial

records to encourage long-term economic participation.

Restaurant management teams must verify that their digital

payment solutions maintain maximum encryption and low

system downtime. Eliminating electronic terminal errors

satisfies both state guidelines and consumer safety expectations

simultaneously. Therefore, adhering to this revised trade plan

allows establishments to build deep brand equity anchored on

verified structural credibility.

Further, the National Economic and Development Authority

(2023) targets large-scale economic revitalization through the

digital transformation strategies outlined in the Philippine

Development Plan (PDP) 2023-2028. This comprehensive

national blueprint mandates that workplace-wide technological

implementations foster a shared operational understanding

between corporate managers and rank-and-file employees.

Disjointed software applications or partial technical

transformations often create internal operational friction that

undermines customer care delivery. Cultivating a uniform

environment of technical readiness enables service firms to

unlock the full potential of their front-end platforms.

Consequently, this state plan anchors commercial growth on

collective technological proficiency.

Also, National Privacy Commission (2023) enforces rigid

transactional data confidentiality standards through the updated

Implementing Rules and Regulations of the Data Privacy Act of

2012. This crucial regulatory framework establishes that any

organization that captures customer information must guarantee

absolute privacy rights and maintain secure storage networks.

Casual dining establishments that use mobile features or digital

loyalty systems have a legal obligation to protect consumers'

identities from data leaks. Restricting unverified third-party

access to internal financial databases serves as a primary pillar

of modern corporate assurance. As a result, this regulatory

mandate ensures that local digital growth does not compromise

baseline customer privacy protections.

Furthermore, Republic Act No. 11032 (2018), the Ease of

Doing Business and Efficient Government Service Delivery

Act, provides a powerful statutory mandate to eliminate friction

in manual systems. This national law heavily influences public

service expectations by establishing rapid transaction

processing as a baseline norm. Corporate organizations must

systematically re-engineer their internal workflows to eliminate

bureaucratic delays and front-of-house bottlenecking. Aligning

service turnaround times with this legislative standard naturally

results in heightened efficiency and reduced consumer

irritation. Hence, this statutory paradigm compels service

industries to prioritize rapid, error-free transaction workflows.

Foreign Literature

According to Parasuraman (2020), customer perceptions of

organizational excellence are primarily anchored in baseline

trust and structural safety metrics before speed factors come

into play. Service operators who prioritize rapid transaction

turnover at the absolute expense of security often suffer severe

damage to customer relationships. A firm must establish

procedural reliability and secure its payment systems to foster

genuine customer confidence. Once this bedrock of

organizational trust is stabilized, secondary efficiency

characteristics can be integrated to optimize market

performance. Therefore, strategic management models must

construct a reliable service ecosystem before accelerating

operational velocities.

Similarly, Venkatesh (2021) noted that intuitive system

design and effortless interaction paradigms are the primary

drivers of sustained user engagement. Complex digital tools

that confuse front-line operating staff or final consumers

inevitably trigger high system rejection rates. Modern service

architectures must prioritize interface clarity to enable

seamless, everyday use of technology in fast-paced commercial

environments. When an organization reduces the cognitive load

required to operate a service application, consumer satisfaction

naturally rises. This conceptual literature establishes that

software simplicity remains a primary prerequisite for

executing successful enterprise digital integrations.

As mentioned, Smith (2021) discusses the international

business trend toward standardizing front-end digital

transactional tools to achieve rapid commercial expansion.

Fast-casual establishments worldwide consistently secure

competitive advantages by deploying uniform online payment

gateways and structured ordering configurations. Prioritizing

these consumer-facing portals enables international service

firms to mitigate local workforce constraints and minimize

peak-hour floor traffic congestion. This operational model
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transforms digital customer touchpoints into highly scalable

revenue-generating pathways. Thus, this global overview

indicates that front-end interface standardization is a mandatory

baseline for modern corporate growth.

As mentioned, Schneider (2022) emphasizes that the

perceived quality of modern service environments depends

heavily on balancing physical spatial conditions with functional

digital assets. Incorporating advanced self-order kiosks or

digital displays does not yield positive customer assessments if

the surrounding floor layout causes employee collisions or

customer confusion. Physical environment cleanliness and

intuitive paths remain essential prerequisites for maintaining

operational efficiency under high-volume pressure.

Technological tools must be positioned in context to augment

the physical workflow rather than clutter the customer service

arena. Therefore, design models must treat physical layout and

digital hardware as a singular unified ecosystem.

Meanwhile, Laudon (2023) explains inManagement

Information Systemsthat contemporary data analytics tools

serve as the core engine for maximizing operational intelligence

and improving management choices. Modern business analytics

allow firms to monitor consumer habits, fine-tune pricing

mechanisms, and optimize inventory pipelines with absolute

statistical precision. Operating an enterprise without

data-driven tracking architectures places the organization at a

severe competitive disadvantage in fast-paced service markets.

Management must utilize integrated information systems to

transform raw transactional data into structured strategic

decisions. Thus, this classic textbook frames business

intelligence as a premier requirement for modern corporate

administration.

According to Evans (2023), system reliability within

digital-first dining environments forms the absolute bedrock of

customer retention and brand equity. When an ordering

platform consistently eliminates processing errors and

maintains strict time predictability, consumer trust rises

naturally. Technical inconsistencies or structural order

inaccuracies rapidly destroy an organization's credibility,

regardless of its initial marketing appeal. Management must

invest heavily in stabilizing its technical infrastructure to secure

long-term consumer assurance. In short, this theoretical text

demonstrates that flawless system reliability is the primary

pillar of digital consumer loyalty.

Kwon (2023) identifies secure operational settings as the

most vital driver of consumer assurance and brand trust across

modern service industries. Customers require clear evidence

that their digital transactions and private profiles are fully

protected against data vulnerabilities. Service networks that

experience frequent security hesitations or terminal breakdowns

risk immediate customer defection to more stable competitors.

Corporate leaders must implement rigorous security protocols

to project unwavering operational integrity. Therefore, this

conceptual literature establishes that structural safety is the

absolute foundation upon which all modern transactional tools

must sit.

According to Thomas (2023), the longevity of service

relationships depends heavily on an organization's emotional

capacity to validate consumer grievances before deploying

logistical fixes. When digital ordering systems or payment

gateways fail, frontline employees must first utilize active

listening to diffuse customer irritation. Rushing to apply

mechanical solutions without addressing the consumer's

immediate frustration often results in permanent damage to

brand loyalty. Training personnel to execute empathetic,

face-to-face service recovery is essential for protecting brand

equity during tech breakdowns. Consequently, this

communication literature frames psychological validation as the

premier component of operational conflict resolution.

As mentioned by Carranza (2024), competitive advantage is

a direct outcome of successful digital-human structural

harmony across fast-casual operations. True operational

efficiency is achieved only when an organization's software

infrastructure aligns with both executive strategies and

employees' operational realities. Deploying complex

applications that clash with the physical capabilities of the

workforce results in immediate system failure and internal

friction. Strategic plans must systematically bridge the gap

between back-of-house technical readiness and front-of-house

consumer interactions. In summary, this conceptual text

demonstrates that sustainable growth requires complete

operational balance between software assets and human

personnel.

According to Schallmo &amp; Williams (2024), who assert

inDigital Transformation Frameworksthat modern service

firms must specialize in the deliberate augmentation of manual

human operations through automated technological workflows.

Automated solutions should handle repetitive checkout

procedures and inventory tracking tasks to reduce human error

metrics. Simultaneously, human workers must be strategically

positioned to manage complex customer care exceptions that

software cannot resolve. This dual-layered framework

optimizes operational velocity while preserving the crucial

human touch points of hospitality. Ultimately, this handbook

provides management teams with a clear roadmap for balancing

automation with human capital.

Lastly, Anderson (2024) stated that strategic plans targeting

market dominance are accepted by stakeholders only when they

maintain absolute practicality and clear financial viability.
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Executive teams must verify that proposed technological

modifications directly address current market trends and

real-world customer friction points. Plans that demand

substantial financial capital without offering measurable

improvements in service-quality parameters are routinely

rejected by internal staff. Strategy formulation must remain

anchored on realistic execution capabilities to secure uniform

corporate commitment. Therefore, this planning literature notes

that practical responsiveness is the premier trait of an effective

business roadmap.

Local Studies

As mentioned, Delos Santos (2020) performed a

descriptive-quantitative survey investigating the operational

metrics of web-based ordering adoptions among selected

fast-casual dining establishments across Metro Manila. The

gathered data statistically demonstrated that modern digital

platform rollouts successfully minimize front-of-house

bottlenecks while meeting consumer convenience benchmarks.

However, the study identified significant operational strains in

backend order-tracking accuracy during high-volume periods.

Establishments running non-integrated software portals scored

lower on overall operational efficiency indexes. Therefore, the

researchers concluded that the responsive deployment of

web-based front-end configurations is a primary driver of

long-term consumer transaction satisfaction in urban Philippine

commercial centers.

Meanwhile, Ramos (2021) conducted a data-driven field

investigation to track the operational workflows of independent

food delivery application linkages operating within Quezon

City. The empirical evidence highlighted a substantial

expansion in total off-premise sales volumes directly

attributable to aggregate digital application platforms.

Nevertheless, the quantitative data exposed immediate

operational strains surrounding manual rider coordination loops

and real-time product profile updates. Casual dining managers

without automated inventory hubs faced frequent order

cancellations and severe fulfillment errors. Consequently, the

study concluded that third-party digital delivery platform

integrations require robust internal software controls and

automated menu synchronization protocols to effectively

maintain organizational service reliability.

On the other hand, Cruz (2021) conducted a study that

collected quantitative data from fast-casual dining customers in

select Metro Manila commercial centers to evaluate the

adoption of electronic payments. The statistical outcomes

demonstrated that the integration of modern digital checkout

pathways significantly improves table turnover and

counter-level processing speeds. However, the gathered data

uncovered widespread consumer hesitation regarding

point-of-sale data privacy vulnerabilities and hardware

processing lag during final bill settlements. These localized

security fears frequently prompt tech-savvy customer groups to

revert to cash handoffs at the absolute expense of digital

innovation features. In short, the investigator reached the

definitive conclusion that maximizing digital payment

efficiency requires firms to actively minimize platform security

concerns to secure sustained consumer adoption.

Likewise, Santiago (2022) conducted a study tracking trends

in data analytics utilization across several prominent chain

restaurant networks operating in Metro Manila. The statistical

findings confirmed that processing real-time consumer-tracking

metrics dramatically improves corporate pricing adjustments

and targeted menu positioning. Interestingly, these distinct

strategic management advantages were realized despite

back-of-house inventory systems remaining structurally

immature. Local management teams successfully leveraged

standalone data nodes to eliminate administrative guesswork

during high-pressure market shifts. Hence, the study concluded

that modern business analytics software is an essential strategic

engine that can drive immediate improvements in corporate

performance, even within partially digitized business structures.

Similarly, Tan (2022) conducted a data-driven survey to

track consumer interaction loops, point-tracking systems, and

digital enrollment tools in the Metro Manila fast-casual sector.

The statistical findings indicated that while automated rewards

applications optimize initial transaction velocities, converting

these touchpoints into genuine customer commitment requires a

holistic approach. Local consumers routinely abandon

specialized loyalty software if the promotional program fails to

match the physical quality of the dining experience.

Management must verify that automated incentives are

consistently backed by exceptional front-of-house hospitality

frameworks. In summary, the researcher concluded that

automated loyalty-tracking architectures yield sustainable

competitive advantages only when paired with high physical

service quality.

Also, Bautista (2022) conducted a study in casual dining

environments in the Philippines to identify the specific drivers

of long-term consumer retention. While advanced technology

upgrades streamline the initial phases of the ordering journey,

the data proved that an establishment's concrete physical

capability to eliminate errors determines its true reliability

score. Consumers consistently link service excellence to time

predictability and order accuracy during peak-hour foot-traffic

strain. The study noted that digital updates lose their

psychological value the moment a consumer receives an

inaccurate order. Ultimately, the field investigation concluded

that absolute order accuracy and tight operational
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synchronization between kitchen lines and digital queues

represent the primary pillars of domestic service quality.

Likewise, Santos (2022) conducted a localized service

quality analysis across selected Metro Manila restaurants to

measure the direct correlation between workforce training

investments and customer assurance. The empirical field data

indicated that while advanced digital kiosks and physical

protocols boost initial brand trust, employees must be able to

accurately explain evolving menu details to dining guests.

Frontline workers who struggle to navigate updated terminal

interfaces create immediate transactional bottlenecks that

irritate tech-savvy consumers. The study verified that

continuous investments in ongoing digital and soft-skills

training directly correlate with higher customer assurance

marks. Hence, the research concluded that modern

technological deployments require matching human capital

investments to prevent severe operational execution failures.

Similarly, Navarro (2022) conducted a study on Philippine

quick-casual businesses assessing compliance with statutory

structural accommodations for seniors and PWDs against

frontline emotional labor strains. The data reveals that while

physical infrastructure modifications are well-regarded and

legally enforced across Metro Manila, intense peak-hour

operational pressures heavily strain staff patience. Frontline

personnel frequently struggle to maintain empathetic service

quality standards when balancing high-volume digital queues

with high-touch physical care requests. The study emphasizes

that local operators must implement ongoing soft-skills

reinforcement to support their staff under intense operational

strain. Thus, the researcher concluded that the execution of

inclusive hospitality requires active management intervention

and balanced workflow design to protect frontline staff from

emotional exhaustion.

As discussed by Fernandez (2022), research on Manila's

casual dining sector tracks face-to-face problem-solving against

systematic CRM follow-up behaviors. The findings indicate

that while Filipino hospitality culture naturally excels at

delivering empathetic, immediate fixes on the restaurant floor,

casual food establishments frequently struggle to sustain

structured digital follow-ups once the initial conflict is settled.

This failure to record and analyze complaint data prevents local

firms from identifying chronic operational bugs within their

digital ordering platforms. Management must implement digital

tracking systems to monitor complaint resolutions past the

initial floor encounter. Therefore, the study concluded that

protecting long-term customer relationships demands the

systematic transition from manual floor patches to data-driven

digital service recovery tracking.

Similarly, Reyes &amp; Santos (2023) conducted a

hospitality research study that validates structural platform

satisfaction disparities between back-of-house operating staff

and final consumers. The field data confirms that digital

platform rollouts in domestic settings frequently generate

friction because terminal interfaces are designed without

consulting frontline workers. While customers praise the

system's rapid service speed, operating staff report high stress

due to complex terminal layouts and frequent system lag. This

role-based divergence demonstrates that role-based interaction

shapes how technological value is perceived in the workplace.

Consequently, the study concluded that local strategic plans

must prioritize interface usability to ensure smooth execution

and consistent stakeholder acceptance.

Likewise, Alvarez (2023) conducted a study across key

Philippine business districts, verifying the direct structural

interdependence between high-performing digital frameworks

and superior organizational service marks. The gathered data

demonstrates that high-performing tech systems consistently

yield superior service marks across all dimensions of

responsiveness, reliability, and assurance. The study concludes

that modern fast-casual business models can no longer separate

operational quality from their digital infrastructure assets. Local

operators using outdated, non-integrated software portals score

significantly lower on customer retention indices. In

conclusion, the research found that digital transformation is the

primary architectural force driving modern local service

excellence.

Meanwhile, Villanueva (2023) presented data-driven

research analyzing casual dining networks to evaluate

consumer friction metrics stemming from payment gateway

instability. The statistical findings reveal that while local

restaurant consumers are highly forgiving of minor app layout

bugs, electronic payment failures generate immediate

operational friction that pressures frontline staff. When a

payment gateway experiences downtime, it directly interrupts

the core transaction phase, leading to double-billing scares and

delayed table turnovers. Frontline employees bear the brunt of

customer irritation during these technical breakdowns.

Ultimately, the study concluded that securing redundant

payment networks and instant backup communication links is

vital to protecting real-time service delivery.

Likewise, Aguirre (2024) presents a comprehensive study of

the fast-casual restaurant ecosystem in Metro Manila,

confirming that unwavering transactional trust ultimately

secures brand equity. The empirical data indicate that while

physical aesthetics and empathetic service recovery are highly

prized by the local dining public, these elements fail to

compensate for a fractured sense of security. When peak-hour
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foot traffic strains operational responsiveness, establishments

that maintain transparent, error-free financial processing protect

their market share. The study concludes that trust operates as

the primary metric anchoring customer loyalty during periods

of high operational stress. Hence, the research established the

definitive conclusion that local strategic management plans

must prioritize transaction safety over speed to preserve brand

equity.

Finally, Lopez (2024) conducted a spatial and empirical field

study of Metro Manila dining locations, demonstrating that

physical cleanliness and floor layouts are necessary to prevent

staff friction despite upgrades to self-order kiosks. The

quantitative data reveal that installing advanced digital

hardware in poorly planned dining spaces leads to severe

bottlenecks near payment counters. Frontline employees face

heightened operational confusion when physical customer

flows conflict with digital queue structures. The study proves

that maximizing customer satisfaction scores requires equal

investment in spatial design and software updates. Therefore,

the investigator concluded that the optimization of modern

digital innovations remains fundamentally dependent on the

upkeep of traditional physical tangibles.

Foreign Studies

In the study by Lemon &amp; Verhoef (2021), an advanced

conceptual marketing framework is presented that prioritizes

the systematic tracking of consumer touchpoints across the

entire service experience. A successful digital transition relies

entirely on an organization's structural capability to match

consumer expectations for accessibility at every stage. Any

operational disconnect between initial digital ordering steps and

final physical product fulfillment severely damages brand

equity. Management must design continuous loops where

mobile app tools seamlessly hand off tasks to physical

operations staff. Ultimately, this marketing theory demonstrates

that service excellence requires complete architectural harmony

across all interactive nodes.

In Bharadwaj (2021), digital transformation is defined as an

all-encompassing architectural force that fundamentally

modernizes every metric of organizational service delivery.

Integrating digital platforms alters how value is created,

processed, and distributed to the final consumer. This

comprehensive evolution forces traditional firms to re-engineer

their legacy workflows to keep pace with modern digital

ecosystems. Companies that delay these digital structural

changes face rapid market obsolescence in highly competitive

service industries. Therefore, this theoretical literature

emphasizes that modern corporate sustainability is inextricably

intertwined with the systemic adoption of technology.

Likewise, Vial (2023) outlines a conceptual operational

framework stating that digital transformation must be viewed as

an architectural force meant to support, rather than fully

replace, human frontline touchpoints. Service firms that entirely

automate their customer journeys often create cold, mechanical

environments that alienate core consumer groups.

Technological assets must be deployed to handle standard

processing tasks, thereby freeing human workers to manage

complex customer inquiries. This balanced configuration

ensures that the human element of hospitality remains intact

during high-volume periods. Hence, digital optimization

succeeds when automation and human empathy are seamlessly

blended.

In Patel (2022), modern contactless payment frameworks are

framed as essential service modernization catalysts that

drastically optimize counter-level velocity. Eliminating

physical cash handoffs naturally reduces manual payment

processing delays and improves overall table turnover. This

conceptual overview positions electronic payment solutions as

a structural requirement for any service firm operating in

high-volume urban centers. However, the author stresses that

sustained consumer adoption depends heavily on an enterprise's

ability to minimize transaction failures. Service operators must

consequently back their contactless hardware with strong

processing links to ensure absolute system stability.

In the study by Chen (2022), data-driven journal research on

digital food platforms demonstrated that well-integrated

ordering tools successfully optimize transactional velocity and

customer satisfaction metrics. The statistical analysis proves

that minimizing manual entry points directly correlates with

reduced order processing times and enhanced customer

evaluations. Customers consistently award higher-quality

ratings to platforms that offer clear navigation and seamless

payment processing. The study examines how international

service platforms achieve rapid market success by embedding

technology that reduces user friction during the selection phase.

In short, the researchers concluded that intuitive digital

innovation directly optimizes transaction speed and service

quality parameters within competitive global markets.

According to Alzoubi &amp; Yanamandra (2022),

data-driven research reveals that distinct functional roles

strongly influence how the overall value and execution of an

information system are perceived. Executive management

teams frequently evaluate digital platform rollouts through the

lens of strategic alignment and long-term financial returns.

Conversely, front-line employees judge identical systems based

on terminal interface usability, backend stability, and daily

operational friction. Meanwhile, final consumers remain

focused entirely on the speed, convenience, and security of their
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individual checkout journeys. Bridging these distinct

experiential gaps requires organizations to deploy

multi-dimensional training programs and balanced user designs.

Furthermore, Kim (2020) conducted a journal article study

using quantitative analysis to examine digital complaint

management challenges across fast-casual restaurants in South

Korea. The field data demonstrated that when automated

applications encounter software glitches, the efficiency of the

subsequent service recovery path determines the survival of the

customer relationship. Delayed problem resolution and

confusing interface navigation during transaction crises

drastically accelerate customer defection rates to competing

brands. Frontline staff must be equipped with immediate

override protocols to handle platform failures face-to-face. As a

result, the researcher concluded that digital service operations

must embed real-time human-intervention backups into their

software frameworks to protect consumer loyalty during

systemic failures.

Also, Bianchi (2021) conducted a data-driven field

investigation to evaluate the correlation between highly

interactive mobile food-ordering networks and customer

retention indices in the Italian urban hospitality market. The

statistical models showed that platforms integrating immersive

touchpoints--such as visually customized order builders and

real-time delivery maps--consistently achieve higher consumer

engagement metrics. However, the study found that user

retention scores decline sharply when the underlying software

experiences frequent gateway crashes during peak hours.

Ensuring persistent backend system stability remains a

mandatory prerequisite for protecting the commercial utility of

mobile investments. In conclusion, the research established that

interactive smartphone architectures function as effective brand

stabilizers only when supported by rigid interface uptime

baselines.

Likewise, Johnson (2022) published a comparative empirical

study tracking mobile application utility and consumer friction

points across fast-casual dining sectors in several developed

Western economies. The gathered data indicated that while

international consumers highly prioritize transaction velocity

during digital collections, their overall quality assessments are

heavily anchored on ordering accuracy. Establishing strict

software quality assurance routines is an essential requirement

for service operators seeking to reach broad consumer

segments. Systemic order-mapping deviations or

payment-terminal failures immediately prompt customers to

take defection paths. Ultimately, the investigator concluded that

standardizing international front-end applications requires

simultaneous, comprehensive backend supply chain automation

to secure high satisfaction metrics.

Further, Chen (2023) directed an investigation evaluating the

deployment of advanced predictive analytics tools across a

multi-location fast-casual restaurant enterprise. The statistical

tracking models revealed that processing live sales profiles and

consumer queue data allows store management to forecast

inventory requirements with immense statistical precision.

These data-driven frameworks successfully eliminated product

waste indices while maximizing peak-hour order processing

velocities across testing nodes. However, the study confirmed

that data analytics setups achieve peak strategic value when

local frontline staff are trained to act immediately on real-time

interface alerts. Therefore, the researcher concluded that data

analytics engines directly drive operational excellence by

converting historical consumer actions into structured, daily

management decisions.

Similarly, Kim &amp; Lee (2023) conducted a quantitative

field survey to measure the direct link between user-centric

mobile features and customer retention metrics among chain

restaurants in South Korea. The statistical outcomes showed

that automated loyalty tracking, stored profile quick-checkouts,

and personalized reward coupons significantly boost long-term

customer life-cycle value. Despite these clear strategic

advantages, the researchers observed that consumers express

immediate frustration when applications update frequently

without clear navigation adjustments. Management must

enforce strict software deployment protocols to prevent user

fatigue caused by shifting interface designs. In short, the study

officially concluded that specialized mobile features secure

exceptional consumer brand loyalty only when the system

maintains long-term structural consistency.

As mentioned, Anderson (2024) managed a large-scale

data-driven journal study exploring the operational integration

of third-party aggregate delivery services across the North

American restaurant sector. The empirical findings

demonstrated that while third-party partnerships expand an

establishment's market reach, they also impose severe logistical

strain due to manual order re-entry and courier arrival

mismatches. Restaurants that used automated intermediary

software hubs to sync aggregate channels with internal

point-of-sale systems recorded substantially fewer fulfillment

errors. Managers who ignore these digital coordination

touchpoints suffer immediate damage to brand equity due to

extended delivery delays. Consequently, the research concluded

that third-party platform integration requires strict, automated

operational controls to ensure service reliability.

Likewise, Carranza (2024) conducted a multi-firm empirical

investigation to map the structural alignment between digital

innovations and frontline human capital across fast-casual

dining networks. The statistical evidence showed that true
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operational efficiency is maximized only when software

infrastructure matches the workforce's daily physical

capabilities. Companies that deploy complex terminal

architectures without providing extensive frontline training

suffer immediate execution failures and heightened staff

friction. Strategic management plans must treat advanced

technological tools as support loops meant to augment, rather

than fully replace, frontline human care. Ultimately, the

data-driven study concluded that establishing deep

digital-human structural harmony is the primary prerequisite for

securing a sustainable commercial competitive advantage.

According to Kim &amp; Lee (2024), the study analyzes the

combined influence of the physical environment, tangibles, and

digital app touchpoints on modern consumer satisfaction. The

statistical results indicated that high-technology assets fail to

elevate brand equity if the physical dining environment suffers

from poor cleanliness or layout bottlenecks. Customers evaluate

the modern dining journey as a single, fully integrated space

where physical order pickup cleanliness must match digital

checkout ease. Establishments that heavily prioritize mobile

software while neglecting counter-level physical upkeep score

significantly lower on customer assurance scales. Hence, the

study concluded that optimizing service quality requires equal

strategic investment in software updates and traditional

physical tangibles.

As David (2022) asserts in Strategic Management: Concepts

and Cases, securing a sustainable competitive advantage

requires firms to align long-term corporate visions with

day-to-day employee capabilities. Any proposed operational

plan must undergo rigorous feasibility testing to verify its

financial viability and market responsiveness before wide-scale

deployment. Strategic plans that ignore the actual technical

readiness of frontline staff inevitably suffer from execution

failures. Management must cultivate internal structural

harmony in which advanced digital assets directly support the

workforce's manual operations. Ultimately, this textbook

establishes that corporate excellence is achieved by linking

technology, human capital, and sound financial planning.

In the study, Gartner (2022) provides an industry-wide

market evaluation confirming that point-of-sale payment

gateway disruptions carry an outsized negative impact on

customer experience metrics. Because these technical failures

occur at the definitive transaction phase, they instantly trigger

severe front-of-house friction and crush employee morale.

Frontline operations staff face immediate emotional labor

strains when payment terminals fail to process customer

transactions smoothly. Enterprises must establish robust backup

networks and real-time technical fail-safes to protect their

workflows from these operational breakdowns. Consequently,

this corporate report highlights that the stability of electronic

transactions is vital to ensuring real-time service delivery.

As stated by Gibson (2023), empathy-driven service

architectures significantly elevate customer satisfaction scores

when physical spaces and employee interactions adapt to

diverse consumer groups. Modern technology interfaces must

feature accessible configurations to ensure that vulnerable

demographics can utilize digital touchpoints without friction.

Frontline staff must complement these digital assets by

demonstrating patience and proactive care during peak

operational hours. Neglecting the emotional labor required to

maintain inclusive hospitality results in cold and uninviting

service spaces. Ultimately, this framework establishes that true

service quality is defined by an organization's collective

capacity for empathetic execution.

Likewise, Al-Emran &amp; Granić (2022) reviewed the

theoretical mechanics of automated loyalty architectures and

personalized user analytics within modernized service

environments. The authors argue that automated point tracking

and simple digital enrollment procedures yield clear

transactional advantages by eliminating system friction. When

an establishment leverages data-driven consumer tracking, it

can easily distribute customized incentives that maximize

customer retention. However, transforming these digital

interactions into authentic brand commitment requires a holistic

operational strategy. Hence, automated loyalty systems achieve

maximum utility only when paired with high levels of physical

dining satisfaction.

Lastly, Kumar (2024) conducted a study tracking the

deployment of artificial intelligence-driven menu

recommendation systems and automated loyalty loops within

the fast-casual restaurant industry of urban India. The gathered

field data confirmed that AI algorithms processing past

purchasing habits generate highly accurate cross-selling

suggestions, thereby raising average transaction values.

However, the research found widespread consumer hesitation

about the handling of private financial records and

data-tracking permissions in smartphone applications.

Management must integrate transparent data security

certificates into their user interfaces to maintain absolute user

trust. In conclusion, the data-driven journal article concluded

that automated personalization tools optimize corporate

retention marks only when paired with visible, robust data

privacy protections.

Synthesis

Regarding digital innovation strategies and mobile interface

functionalities, a strong consensus exists across conceptual

frameworks and empirical data, demonstrating that intuitive

front-end configurations are mandatory tools for optimizing
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transactional velocity and consumer satisfaction. Cruz (2023)

and Mangahas (2022) establish that integrating mobile wallets,

specialized applications, and online ordering networks is an

existential requirement to align workflows with the tech-savvy

Filipino consumer base, transforming standard transaction

portals into interactive avenues for emotional engagement and

repeat patronage. This conceptual premise is heavily supported

by the quantitative field data of Delos Santos (2020) and Ramos

(2021), whose local investigations across Metro Manila and

Quezon City statistically confirm that responsive web-based

layouts and third-party delivery connections successfully

eliminate front-of-house bottlenecking and drive off-premise

sales volumes, though they introduce immediate backend

synchronization challenges. On the international scale, the

empirical findings of Chen, Zhang, &amp; Lee (2022), Bianchi

(2021), and Johnson (2022) validate these localized trends by

proving that minimizing manual user touchpoints directly

reduces processing times and boosts international satisfaction

scores. However, these global studies show sharp declines in

consumer evaluations when the underlying application

experiences frequent interface update delays, payment terminal

errors, or order mapping deviations during high-volume

periods.

The intersection of state-level policy-mandated blueprints,

macroeconomic goals, and corporate information security

requirements requires service enterprises to build standardized

technological environments that insulate consumer records

from structural vulnerabilities. Bangko Sentral ng Pilipinas

(2022) via Circular No. 1157, the Department of Information

and Communications Technology (2023) through the National

Cybersecurity Plan 2022-2027, and the National Privacy

Commission (2023) collectively institute rigid legal baselines

that command local retail and foodservice operations to lock

down cloud storage setups and restrict unverified third-party

database access. These strict confidentiality protections are

conceptually and operationally intertwined with National

Economic and Development Authority (2023) mandates in the

Philippine Development Plan 2023-2028 and the statutory

parameters of Republic Act No. 11032 (2018) and Republic Act

No. 11967 (2023), which enforce rapid transaction velocities,

eliminate manual administrative guesswork, and penalize

deceptive digital platforms. This multi-layered regulatory

architecture directly dictates the parameters of domestic

commercial readiness, forcing casual dining establishments to

re-engineer their internal front-of-house workflows to protect

customer data privacy rights while maximizing processing

efficiency. Ultimately, these national blueprints provide

organizations with the precise parameters needed to establish

institutional compliance while cultivating broad public trust in

competitive local business districts.

Methodology
Research Design

The study employed a descriptive research design to

systematically examine the existing conditions and perceptions

of digital innovation and service quality among selected

fast-casual restaurants in Metro Manila. Descriptive research is

appropriate for studies that seek to describe characteristics,

behaviors, opinions, or relationships among variables as they

naturally occur without manipulating the research environment.

According to Creswell and Creswell (2023), descriptive

research enables researchers to collect quantitative data through

structured instruments to accurately describe the attitudes,

practices, and characteristics of a particular population.

Through this approach, the researcher can obtain factual and

objective information that serves as the basis for analyzing

current organizational conditions and stakeholder perceptions.

The use of a descriptive research design was appropriate for

this study because it enabled the researcher to assess the extent

of digital innovation practices and the level of service quality as

perceived by restaurant managers, staff, and customers.

Likewise, it facilitated the identification of problems

encountered in implementing digital innovation and delivering

quality service, as well as the assessment of the proposed

Competitive Advantage Plan's acceptability. Since the study

also sought to determine significant differences among

respondent groups and examine the relationship between digital

innovation and service quality, the descriptive design provided

a suitable framework for collecting reliable quantitative data

using survey questionnaires and applying appropriate statistical

analyses. Ultimately, the findings from this design provided an

empirical basis for developing practical strategies to strengthen

the competitive advantage of selected fast-casual restaurants in

Metro Manila.

Population and Sampling

The study population comprised 449 respondents from

selected fast-casual restaurants in Metro Manila, including

restaurant managers, restaurant staff, and customers from five

participating establishments: Shakey's Pizza Restaurant, Kenny

Rogers Roasters, Tokyo Tokyo, Yellow Cab Pizza Co., and

Bonchon Chicken. These respondent groups were selected

because they possess first-hand knowledge and actual

experience regarding the restaurants' digital innovation

initiatives and service quality practices. Restaurant managers

provided information on strategic and operational

implementation, restaurant staff contributed insights into

day-to-day service delivery and technology use, while

customers evaluated their actual dining experiences and

perceptions of digital services.
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From the total population, 249 qualified respondents were

selected as study participants: 12 restaurant managers, 74

restaurant staff, and 163 customers, as presented in Table 1.

The study employed purposive sampling, a non-probability

sampling technique in which respondents are deliberately

selected based on predetermined qualifications relevant to the

research objectives. According to Sekaran and Bougie (2021),

purposive sampling is appropriate when researchers

intentionally select participants who possess specific

knowledge, experience, or characteristics necessary to obtain

accurate and meaningful information about the phenomenon

under investigation.

The use of purposive sampling was appropriate because not

all individuals in the population had sufficient experience to

provide reliable responses on digital innovation and service

quality. Restaurant managers were included because they are

directly involved in planning, supervising, and implementing

digital initiatives and operational strategies. Restaurant staff

were selected because they regularly utilize digital technologies

and deliver services to customers. Customers, on the other

hand, were selected based on their actual experience

patronizing the selected fast-casual restaurants and using

available digital service platforms, such as online ordering

systems, mobile applications, digital payment facilities, and

third-party delivery applications. By selecting respondents who

had direct exposure to these practices, the study ensured that the

information gathered was relevant, reliable, and aligned with

the objectives of assessing digital innovation, evaluating service

quality, identifying operational challenges, and formulating a

Competitive Advantage Plan.

Table 1 Population and Sample

Fast
Cas
ual
Res
taur
ants

Res
taur
ant
Ma
nag
ers

Staf
f

Cus
tom
ers

Tot
al

N n % N n % N n % N n %

Sha
key'
s Pi
zza
Res
taur
ant

3 3
25.
00

31 24
32.
43

72 36
22.
09

106 63
25.
30

Ken
ny
Rog
ers
Roa
ster
s

2 2
16.
67

23 11
14.
86

56 28
17.
18

81 41
16.
47

Fast
Cas
ual
Res
taur
ants

Res
taur
ant
Ma
nag
ers

Staf
f

Cus
tom
ers

Tot
al

Tok
yo
Tok
yo
Res
taur
ants

2 2
16.
67

21 15
20.
27

60 30
18.
40

83 47
18.
88

Yel
low
Cab
Piz
za
Co.

2 2
16.
67

17 8
10.
81

78 39
23.
93

97 49
19.
68

Bon
cho
n C
hic
ken

3 3
25.
00

19 16
21.
62

60 30
18.
40

82 49
19.
68

Tot
al

12 12
100
.00

111 74
100
.00

326 163
100
.00

449 249
100
.00

Table 1 presents the distribution of the study population and

sample across five selected fast-casual restaurants in Metro

Manila, categorized by role as restaurant managers, staff, and

customers. The total population comprised 449 individuals,

with 12 managers, 111 staff members, and 326 customers.

From this population, 249 respondents were sampled, including

all 12 managers, 74 staff (approximately 67% of the total staff

population), and 163 customers (about 50% of the total

customer population). Sampling proportions varied across

groups, with full inclusion of managers, substantial

representation of staff, and a moderate share of customers.

Among the restaurants, Shakey's Pizza accounted for the largest

share, with 106 individuals (24% of the total population) and 63

respondents (25% of the total sample), followed closely by

Yellow Cab Pizza Co., with 97 individuals and 49 respondents.

The other establishments, Kenny Rogers Roasters, Tokyo

Tokyo, and Bonchon Chicken, had similar population

distributions with slightly smaller sample sizes.

This distribution suggests that the study successfully

captured comprehensive insights from multiple stakeholders

across the fast-casual restaurant ecosystem. The full

representation of managers ensures that strategic and

operational perspectives on digital innovation and service

delivery are fully documented. The substantial sampling of staff

members allows for a solid understanding of frontline

experiences and challenges related to technology adoption and

service quality. Meanwhile, sampling half of the customer

population provides a meaningful, though not exhaustive, view

of customer perceptions and satisfaction. The reasonably

balanced representation across the five restaurants supports

comparative analysis and enhances the generalizability of the
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findings within the Metro Manila fast casual dining sector.

Table 2 Respondents as to Age

Age
(in
years)

Restau
rant M
anager
s

Staff
Custo
mers

Total

f % f % f % f %

51
years
old
and
above

1 1.35 5 3.07 6 2.41

41 -
50
years
old

7 58.33 3 4.05 25 15.34 35 14.06

31 -
40
years
old

5 41.67 24 32.43 48 29.45 77 30.92

21 -
30
years
old

42 56.76 67 41.10 109 43.78

20
years
old
and
below

4 5.41 18 11.04 22 8.84

Total 12 100.00 74 100.00 163 100.00 249 100.00

Table 2 manifests the distribution of respondents as to age

such as: 109 or 43.78 percent are aged 21-30 years old, 77 or

30.92 percent are aged 31-40 years old, 35 or 14.06 percent are

aged 41-50 years old, 22 or 8.84 percent are aged 20 years old

and below, and 6 or 2.41 percent are aged 51 years old and

above.

The age distribution indicates that the study is largely

represented by respondents in the economically active and

technologically adaptive age groups, particularly those aged

21-30 and 31-40 years. This suggests that the findings on digital

innovation and service quality are primarily informed by

individuals who are more likely to be familiar with and

regularly utilize digital technologies in restaurant transactions,

such as mobile ordering applications, contactless payment

systems, and online delivery platforms. The presence of

respondents from older age groups also provides additional

perspectives, allowing the study to capture varying experiences

and expectations across different generations. Consequently,

age diversity enhances the credibility of the findings and

supports the development of a Competitive Advantage Plan that

addresses the preferences and service expectations of a broad

customer and employee demographic in the fast-casual

restaurant industry.

Table 3 Respondents as to Sex

Sex

Restau
rant ]
Manag
ers

Staff
Custo
mers

Total

f % f % f % f %

Male 4 33.33 40 54.05 67 41.10 111 44.58

Femal
e

8 66.67 34 45.95 96 58.90 138 55.42

Total 12 100.00 74 100.00 163 100.00 249 100.00

Table 3 shows the distribution of respondents by gender,

with 138 (55.42 percent) female and 111 (44.58 percent) male.

The distribution of respondents by sex indicates a relatively

balanced representation of males and females, with a slightly

higher proportion of females. This balanced composition

enhances the study's comprehensiveness by incorporating

diverse perspectives on digital innovation and service quality

from both genders. Since consumer preferences, technology

adoption, and service expectations may differ by sex, including

both male and female respondents contributes to a more

objective assessment of the study variables. Consequently, the

findings are expected to provide a well-rounded understanding

of stakeholders' perceptions, thereby supporting the formulation

of a Competitive Advantage Plan that is responsive to the needs

and expectations of a diverse customer base and workforce in

the fast-casual restaurant industry.

Table 4 Respondents as to Civil Status

Civil
Status

Restau
rant M
anager
s

Staff
Custo
mers

Total

f % f % f % f %

Single 2 16.67 38 51.35 93 57.06 133 53.41

Marrie
d

10 83.33 36 48.65 69 42.33 115 46.18

Wido
w/er

1 0.61 1 0.40

Total 12 100.00 74 100.00 163 100.00 249 100.00

Table 4 depicts the distribution of respondents by civil

status: 133 (53.41 percent) are single, 115 (46.18 percent) are

married, and 1 (0.40 percent) is a widower/widow.

The distribution of respondents by civil status reveals that

the majority are single, followed by married individuals, while

only a minimal proportion are widowed. This demographic

composition suggests that the study primarily reflects the

perceptions of individuals with varying lifestyle preferences,

purchasing behaviors, and service expectations. Single

respondents, who constitute the largest group, may demonstrate

greater engagement with digital technologies and

convenience-oriented services, whereas married respondents

may offer insights informed by family-oriented dining

experiences and service expectations. The inclusion of

respondents with different civil statuses enriches the study by
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capturing a wider range of viewpoints, thereby strengthening

the relevance of the findings for developing a Competitive

Advantage Plan that accommodates the diverse characteristics

and preferences of fast-casual restaurant customers and

personnel.

Table 5 Respondents on Educational Attainment

Educat
ional
Attain
ment

Restau
rant M
anager
s

Staff
Custo
mers

Total

f % f % f % f %

Doctor
ate De
gree

2 1.23 2 0.80

Doctor
ate
with
earned
units

Master
's Deg
ree

2 16.67 2 0.80

Master
s with
earned
units

1 8.33 7 9.46 12 7.36 20 8.03

Bachel
or's D
egree

9 75.00 26 35.14 63 38.65 98 39.36

Under
gradua
te

41 55.41 86 52.76 127 51.00

Total 12 100.00 74 100.00 163 100.00 249 100.00

Table 5 displays the distribution of respondents by

educational attainment: 127 (51.00 percent) are undergraduates;

98 (39.36 percent) have a bachelor's degree; 20 (8.03 percent)

have a master's degree with earned units; and 2 (0.80 percent)

have both a master's degree and a doctoral degree.

The distribution reveals that most respondents are

undergraduates, followed by those with bachelor's degrees,

while only a small proportion have graduate-level education,

indicating that the study's findings are primarily shaped by

respondents with undergraduate and bachelor's educational

backgrounds regarding digital innovation and service quality.

Research Instrument

The study utilized a researcher-made survey questionnaire as

the primary data-gathering instrument. The questionnaire was

carefully developed based on the research objectives, the

variables identified in the conceptual framework, and the

related literature and studies reviewed by the researcher. It was

designed to gather reliable, relevant information from restaurant

managers, restaurant staff, and customers on digital innovation,

service quality, encountered problems, and the acceptability of

the proposed Competitive Advantage Plan. The instrument

underwent content validation by experts in business

management and research to ensure its clarity, relevance,

consistency, and adequacy in measuring the intended

constructs. Comments and recommendations from the

validators were carefully incorporated to improve the

questionnaire's overall quality prior to its final administration.

The questionnaire consisted of five major parts to facilitate

systematic data collection.

Part I. Gathered the demographic profile of the respondents,

including age, sex, civil status, and educational attainment.

These variables were included to describe the characteristics of

the respondents and to provide a demographic context for

interpreting the study's findings.

Part II.Assessment of Digital Innovationimplemented by

selected fast casual restaurants in Metro Manila. The indicators

focused on online ordering systems, mobile application

features, integration with third-party delivery platforms, data

analytics utilization, contactless payment solutions, and loyalty

program automation. These dimensions were intended to

evaluate the extent to which restaurants adopted digital

technologies to improve operational efficiency and enhance

customer experience. This was used to answer the statement of

problem number one.

Part III. Assessment ofthe ServiceQualityof the selected

fast casual restaurants using indicators that examined

responsiveness to customer requests, reliability of service

delivery, tangibles, assurance, empathy, and complaint

handling. These dimensions were included to assess the quality

of services provided by the restaurants and to identify areas that

contribute to customer satisfaction and organizational

performance. This was used to answer the statement of problem

number three.

Part IV.Identified theproblems encounteredin relation to

digital innovation and service quality. This section enabled the

respondents to assess the challenges experienced during the

implementation of digital technologies and the delivery of

restaurant services. The information gathered from this part

served as the basis for identifying operational gaps and

determining areas requiring improvement. This was used to

answer the statement of problem number five.

Part V.Determined theacceptability of the proposed

Competitive Advantage Plan. The respondents evaluated the

proposed strategies based on their relevance, practicality,

feasibility, and potential effectiveness in enhancing digital

innovation and service quality at the selected fast-casual

restaurants. The responses obtained from this section served as

an important basis in validating the proposed plan before its

recommendation for implementation. Overall, the

researcher-developed questionnaire provided a comprehensive,
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valid, and reliable means of collecting the quantitative data

necessary to achieve the study's objectives. This was used to

answer the statement of problem number seven.

Data Gathering Procedures

The following steps were undertaken to gather relevant data

for the study in a systematic and reliable manner:

1.Prepared and submittedpermission letters to the

management of the selected fast casual restaurants to request

approval for data collection.

2.Distributedthe validated survey questionnaires to

restaurant managers, staff, and customers after approval was

granted, with clear instructions provided.

3.Collectedthe completed questionnaires, checked them for

completeness, and organized them for processing.

4.Tallied, tabulated, analyzed,and interpretedthe data

using appropriate statistical tools with the help of the adviser

and statistician.

5.Presentedthe results in tabular and textual form.

Statistical Treatment of Data

The study applied the following statistical techniques:

1.Percentagewas used to describe the profile of respondents

by showing the proportion of each category in relation to the

total population. According to Agresti (2021), a percentage is a

basic descriptive tool used to express part-to-whole

relationships in data.

Formula:

%=f / N x 100

Where:

f = frequencyN = total number of respondents

2.Weighted meanwas used to determine the average

assessment of respondents on digital innovation, service

quality, problems encountered, and acceptability of the

proposed plan. According to Triola (2021), it is used to

compute averages when responses are weighted or assigned

frequencies.

Formula:

wm = (w1f1 + w2f2 + ... + wnfn) / NWhere:

wm = weighted meanw = weight of each itemf = frequency

of each responseN = total number of respondents

The Five-point Likert Scale was used to assess supervisors,

reading coordinators, school heads, and teachers. The scales of

statistical values adopted in this study were as follows:

2.1.For the Assessment on the Digital Innovation of Fast

Casual Restaurants in Metro Manila

Scale Range
Verbal
Interpretation

Symbol

5 4.20 - 5.00 Highly Evident HE

4 3.40 - 4.19 Evident E

3 2.60 - 3.39
Moderately
Evident

ME

2 1.80 - 2.59 Least Evident LE

1 1.00 - 1.79
Very Least
Evident

VLE

2.2.For the Assessment on the Service Quality of Fast

Casual Restaurants in Metro Manila

Scale Range
Verbal
Interpretation

Symbol

5 4.20 - 5.00 Excellent E

4 3.40 - 4.19 Very Satisfactory VS

3 2.60 - 3.39 Satisfactory S

2 1.80 - 2.59 Fair F

1 1.00 - 1.79 Poor P

2.3.For the Assessment on the ProblemsEncountered

inRelationto the Digital Innovation and Service Quality of

Selected Fast CasualRestaurantsin Metro Manila

Scale Range
Verbal
Interpretation

Symbol

5 4.20 - 5.00
Highly
Encountered

HE

4 3.40 - 4.19 Encountered E

3 2.60 - 3.39
Moderately
Encountered

ME

2 1.80 - 2.59
Least
Encountered

LE

1 1.00 - 1.79
Very Least
Encountered

VLE

2.4.For the Acceptability oftheProposed Competitive

Advantage Plan

Scale Range
Verbal
Interpretation

Symbol

5 4.20 - 5.00
Highly
Acceptable

HA

4 3.40 - 4.19 Acceptable A

3 2.60 - 3.39
Moderately
Acceptable

MA

2 1.80 - 2.59 Least Acceptable LA

1 1.00 - 1.79
Very Least
Acceptable

VLA

Analysis of Variance (ANOVA)was used to determine

significant differences among the three groups of respondents.

According to Hassan (2024), ANOVA compares the means of

three or more groups to test if differences are significant.

Formula:

F = MSS
b

MSS
w

Where:

MSS
b=

Mean Sum of Squares Between
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MSS
w=

Mean Sum of Squares Within

Pearson correlationwas used to determine the relationship

between digital innovation and service quality. According to

Paguio et al. (2019), it measures the strength and direction of

linear relationships between variables.

Formula:r = ΣXY / √(ΣX2 ΣY2)Where:X = digital

innovation scoresY = service quality scoresXY = product of X

and Y

At-testwas used to determine whether the correlation

between variables was significant. According to Paguio et al.

(2019), it tests whether a correlation coefficient is significantly

different from zero.

Formula:t = r√(n-2) / √(1-r2)Where:

t = computed valuer = correlation coefficientn = number of

respondents

Formula:

Where:

t = computed valuer = correlation coefficientn = number of

respondents

The critical t-value at 0.5 alpha (ɑ) with respective degrees

of freedom was used to set the region of acceptance and

rejection.

Guide in interpreting the Coefficient Correlation.

RangeVerbal InterpretationSymbol

1.00 Perfect Correlation PC

0.80 - 0.99Very Strong Correlation VSC

0.60 - 0.79Strong Correlation SC

0.40 - 0.59 Moderate Correlation MC

0.20 - 0.39 Weak Correlation WC

0.01 - 0.19 Negligible Correlation NC

Presentation, Analysis,and Interpretation of Data

Sub-problem No. 1:How do therestaurantmanagers,staff,

andcustomersassess theDigitalInnovation of Selected Fast

Casual Restaurantsin terms of:

Online Ordering System

Table 6 Digital Innovation for the Online Ordering System

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant's
onlin
e ord
ering
syste
m is
easy
to na
vigate
and u
ser-fri
endly
.

5.00 HE 4.64 HE 4.70 HE 4.78 HE 2

Custo
mers
can
easily
custo
mize
their
order
s
(e.g.,
add/r
emov
e ingr
edient
s, cho
ose si
zes).

5.00 HE 4.57 HE 4.67 HE 4.75 HE 3

The o
nline
orderi
ng sy
stem
provi
des a
ccurat
e and
updat
ed
menu
infor
matio
n.

5.00 HE 4.55 HE 4.56 HE 4.70 HE 5

The s
ystem
allow
s cust
omers
to
track
their
order
s in
real
time.

4.92 HE 4.55 HE 4.61 HE 4.69 HE 6.5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant's
onlin
e plat
form
is reli
able
and
rarely
exper
ience
s tech
nical
issues
.

5.00 HE 4.59 HE 4.48 HE 4.69 HE 6.5

Custo
mers
receiv
e tim
ely n
otific
ations
and c
onfir
matio
ns for
their
onlin
e ord
ers.

5.00 HE 4.66 HE 4.46 HE 4.71 HE 4

The o
nline
orderi
ng pr
ocess
reduc
es wa
iting
time
and e
nhanc
es cus
tomer
conve
nienc
e.

5.00 HE 4.65 HE 4.72 HE 4.79 HE 1

Overa
ll We
ighte
d
Mean

4.99 HE 4.60 HE 4.60 HE 4.73 HE

Legend:

RangeScaleVerbal InterpretationSymbol

54.20-5.00Highly EvidentHE

43.40-4.19EvidentE

32.60-3.39Moderately EvidentME

21.80-2.59Least EvidentLE

11.00-1.79Very Least EvidentVLE

As presented in Table 6, the assessment of digital innovation

as to the online ordering system is rated as Highly Evident with

an overall weighted mean of 4.73. All items rated as Highly

Evident, namely: the online ordering process reduces waiting

time and enhances customer convenience with a composite

weighted mean of 4.79 as rank 1; the restaurant's online

ordering system is easy to navigate and user-friendly with a

composite weighted mean of 4.78 as rank 2; customers can

easily customize their orders (e.g., add/remove ingredients,

choose sizes) with a composite weighted mean of 4.75 as rank

3; customers receive timely notifications and confirmations for

their online orders with a composite weighted mean of 4.71 as

rank 4; the online ordering system provides accurate and

updated menu information with a composite weighted mean of

4.70 as rank 5; and the system allows customers to track their

orders in real time; and the restaurant's online platform is

reliable and rarely experiences technical issues with both the

composite weighted mean of 4.69 as rank 6 and 7.

As to assessments of the groups of respondents on digital

innovation, the online ordering system was rated as Highly

Evident by restaurant managers (overall weighted mean of

4.99) and by staff and customers (overall weighted mean of

4.60).

The exceptionally high rating for the online ordering system

reveals that speed and ease of use are the most critical factors

for modern restaurant consumers and workers. Because

reducing wait time emerged as the top-ranked indicator, it is

clear that digital tools provide the most value when they

directly eliminate delays and speed up the service. Additionally,

the near-perfect scores from restaurant managers indicate that

management views a strong online platform as an essential

operational asset for handling customer traffic and keeping

daily service running smoothly.

The significance of these findings aligns closely with the

perspectives offered by Chen et al. (2022), whose research on

digital food platforms demonstrates that well-integrated

ordering tools optimize transaction speeds and elevate overall

customer satisfaction. In tandem with this, the insights

established by Delos Santos (2020) mirror these results in the

domestic landscape, confirming that the adoption of web-based

ordering frameworks in Metro Manila's fast-casual sector is

primarily driven by a shared desire among consumers and

establishments to enhance service convenience and minimize

manual processing delays.

1.2Mobile App Features

Table 7 Digital Innovation in Mobile App Features

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The
mobil
e app
provi
des a
smoot
h and
intuiti
ve
user e
xperi
ence.

4.92 HE 4.53 HE 4.63 HE 4.69 HE 1.5

Custo
mers
can
easily
acces
s pro
motio
ns
and d
iscou
nts th
rough
the
app.

4.75 HE 4.59 HE 4.56 HE 4.63 HE 5

The
app al
lows
for
quick
reord
ering
of pre
vious
meals
.

5.00 HE 4.53 HE 4.53 HE 4.69 HE 1.5

Push
notifi
cation
s effe
ctivel
y info
rm cu
stome
rs
about
new p
roduc
ts/off
ers.

5.00 HE 4.49 HE 4.54 HE 4.68 HE 3.5

The
mobil
e app
integr
ates f
eature
s like
GPS l
ocatio
n for
nearb
y bra
nches
.

4.83 HE 4.49 HE 4.46 HE 4.59 HE 7

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The
app's
interf
ace d
esign
is vis
ually
appea
ling
and r
eflect
s the r
estaur
ant's
brand
.

5.00 HE 4.51 HE 4.53 HE 4.68 HE 3.5

The
mobil
e appl
icatio
n
loads
quick
ly
and p
erfor
ms
well a
cross
differ
ent de
vices.

4.83 HE 4.51 HE 4.49 HE 4.61 HE 6

Overa
ll We
ighte
d
Mean

4.90 HE 4.52 HE 4.53 HE 4.65 HE

As shown in Table 7, the assessment of digital innovation

regarding mobile app features is rated as Highly Evident, with

an overall weighted mean of 4.65. All items rated as Highly

Evident, these are: the mobile app provides smooth and

intuitive user experience; and the app allows for quick

reordering of previous meals with both the composite weighted

mean of 4.69 as rank 1 and 2; push notifications effectively

inform customers about new products/offers; and the app's

interface design is visually appealing and reflects the

restaurant's brand with both the composite weighted mean of

4.68 as rank 3 and 4; customers can easily access promotions

and discounts through the app with a composite weighted mean

of 4.63 as rank 5; the mobile application loads quickly and

performs well across different devices with a composite

weighted mean of 4.61 as rank 6; and the mobile app integrates

features like GPS location for nearby branches with a

composite weighted mean of 4.59 as rank 7.

As to assessments of the groups of respondents on digital

innovation, mobile app features rated as Highly Evident were:

restaurant managers (overall weighted mean of 4.90),

customers (4.53), and staff (4.52).
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The tied top rankings show that a mobile app works best

when it is easy to navigate and lets customers reorder past

meals with a single tap. Users prefer shortcuts over complicated

designs because they save time and effort. At the same time, the

high scores for visual layout and push notifications show that

the app is a powerful marketing tool, helping the restaurant stay

top of mind with customers.

The core focus on user convenience and interface simplicity

is deeply rooted in the foundational concepts discussed by

Venkatesh (2021), who asserts that system design and effortless

technology acceptance are critical drivers of sustained user

engagement in fast-paced service environments. This aligns

with the reality of the domestic fast-casual marketplace, as

Mangahas (2021) notes that mobile application features in

Philippine casual dining settings serve as crucial touchpoints

that elevate customer service by bridging the gap between

brand aesthetic appeal and transactional speed.

1.3Integrationwith Third-Party Delivery Platforms

Table 8 Digital Innovation as to Integration with Third-Party

Delivery Platforms

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant pa
rtners
with r
eliabl
e thir
d-part
y deli
very s
ervice
s
(e.g.,
Grab
Food,
Food
panda
).

4.75 HE 4.58 HE 4.77 HE 4.70 HE 1

Order
s plac
ed thr
ough
third-
party
platfo
rms
are pr
ocess
ed ac
curate
ly
and p
rompt
ly.

4.42 HE 4.59 HE 4.67 HE 4.56 HE 6

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The
menu
items
displa
yed
on de
livery
apps
are co
nsiste
nt
with i
n-stor
e offe
rings.

4.67 HE 4.61 HE 4.60 HE 4.63 HE 4

Deliv
ery tr
ackin
g via
third-
party
platfo
rms is
accur
ate
and
up to
date.

4.67 HE 4.64 HE 4.47 HE 4.59 HE 5

The r
estaur
ant m
aintai
ns str
ong c
oordi
natio
n
with t
hird-p
arty d
eliver
y ride
rs.

4.50 HE 4.43 HE 4.40 HE 4.44 HE 7

Custo
mer c
ompl
aints
from
third-
party
platfo
rms
are ad
dress
ed eff
icient
ly.

4.83 HE 4.53 HE 4.69 HE 4.68 HE 2
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant
gains
greate
r mar
ket
reach
throu
gh its
third-
party
delive
ry par
tnersh
ips.

4.75 HE 4.55 HE 4.69 HE 4.66 HE 3

Overa
ll We
ighte
d
Mean

4.66 HE 4.56 HE 4.61 HE 4.61 HE

As shown in Table 8, the assessment of digital innovation

regarding integration with third-party delivery platforms is

rated as Highly Evident, with an overall weighted mean of 4.61.

All items rated as Highly Evident, such as: the restaurant

partners with reliable third-party delivery services (e.g.,

GrabFood, Foodpanda) with a composite weighted mean of

4.70 as rank 1; customer complaints from third-party platforms

are addressed efficiently with a composite weighted mean of

4.68 as rank 2; the restaurant gains greater market reach

through its third-party delivery partnerships with a composite

weighted mean of 4.66 as rank 3; the menu items displayed on

delivery apps are consistent with in-store offerings with a

composite weighted mean of 4.63 as rank 4; delivery tracking

via third-party platforms is accurate and up to date with a

composite weighted mean of 4.59 as rank 5; orders placed

through third-party platforms are processed accurately and

promptly with a composite weighted mean of 4.56 as rank 6;

and the restaurant maintains strong coordination with

third-party delivery riders with a composite weighted mean of

4.44 as rank 7.

As to assessments of the groups of respondents on digital

innovation and its integration with third-party delivery

platforms, rated as Highly Evident, these are: restaurant

managers with an overall weighted mean of 4.66, customers

with an overall weighted mean of 4.61, and staff with an overall

weighted mean of 4.56.

The top ranking for partnering with reliable third-party

networks indicates that a restaurant's digital presence relies

heavily on the trust and operational strength of its delivery

partners (such as GrabFood or Foodpanda). While gaining

market reach and handling complaints scored highly, the lowest

rank for coordination with delivery riders highlights a critical

operational gap. This indicates that while the digital partnership

successfully attracts external customers, maintaining real-time

physical coordination with external delivery personnel remains

the hardest part of the process to manage smoothly.

The strategic value and operational hurdles highlighted by

these findings are well reflected in Ramos's (2021) study on

food delivery integration in Quezon City, which confirms that

while external applications drastically boost a restaurant's sales

volume and customer base, the actual success of the system

depends heavily on managing rider coordination and keeping

menu updates aligned.

1.4Data Analytics Usage

Table 9 Digital Innovation as to Data Analytics Usage

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant
uses c
ustom
er
data
to un
dersta
nd di
ning
prefer
ences
and b
ehavi
or.

4.75 HE 4.51 HE 4.53 HE 4.60 HE 2.33

Data
analyt
ics
help
the re
staura
nt opt
imize
menu
offeri
ngs
and p
ricing
strate
gies.

4.83 HE 4.54 HE 4.56 HE 4.64 HE 1

Sales
data
are re
gularl
y anal
yzed
to im
prove
opera
tional
perfor
manc
e.

4.67 HE 4.54 HE 4.56 HE 4.59 HE 5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant
uses a
nalyti
cs to f
oreca
st de
mand
and
mana
ge in
vento
ry eff
ective
ly.

4.58 HE 4.51 HE 4.51 HE 4.53 HE 7

Mark
eting
decisi
ons
are su
pport
ed by
insigh
ts dra
wn
from
custo
mer
data.

4.58 HE 4.59 HE 4.50 HE 4.56 HE 6

The r
estaur
ant
uses
data a
nalyti
cs to
meas
ure c
ustom
er sati
sfacti
on
and l
oyalt
y.

4.83 HE 4.47 HE 4.49 HE 4.60 HE 2.33

Mana
geme
nt
uses
data-
drive
n insi
ghts
to en
hance
busin
ess de
cision
-maki
ng.

4.67 HE 4.61 HE 4.52 HE 4.60 HE 2.33

Overa
ll We
ighte
d
Mean

4.70 HE 4.54 HE 4.52 HE 4.59 HE

As depicted in Table 9, the assessment of digital innovation

regarding data analytics usage is rated as Highly Evident, with

an overall weighted mean of 4.59. All items rated as Highly

Evident, namely: data analytics help the restaurant optimize

menu offerings and pricing strategies with a composite

weighted mean of 4.64 as rank 1; the restaurant uses customer

data to understand dining preferences and behavior; the

restaurant uses data analytics to measure customer satisfaction

and loyalty; and management uses data-driven insights to

enhance business decision-making with a similar composite

weighted mean of 4.60 as rank 2, 3, and 4; sales data are

regularly analyzed to improve operational performance with a

composite weighted mean of 4.59 as rank

5; marketing decisions are supported by insights drawn from

customer data, with a composite weighted mean of 4.56 as rank

6; and the restaurant uses analytics to forecast demand and

manage inventory effectively, with a composite weighted mean

of 4.53 as rank 7.

As to assessments of the groups of respondents on digital

innovation, data analytics usage was rated as Highly Evident,

with restaurant managers at an overall weighted mean of 4.70,

staff at 4.54, and customers at 4.52.

The top ranking for optimizing menu offerings and pricing

strategies shows that data analytics is most valuable when it

directly impacts product development and profit margins.

Restaurants are utilizing data to see what sells best and adjust

their menus accordingly. Meanwhile, the lowest ranking for

forecasting demand and managing inventory suggests an

operational blind spot: while data is successfully used for

customer-facing and strategic decisions, integrating it into

back-of-house daily stock management remains a challenge.

The strategic role of information systems in tracking trends

is emphasized by Laudon &amp; Laudon (2023), who discuss

how business analytics allow firms to fine-tune consumer

touchpoints and maximize operational intelligence. Locally,

this pattern is corroborated by Santiago, C. A. (2022), whose

research on chain restaurants in Metro Manila finds that data

analytics tools significantly improve management

decision-making on pricing and product positioning, even as

back-of-house inventory integration is still maturing.

Contactless Payment Solutions

As shown in Table 10, the assessment of digital innovation

regarding contactless payment solutions is rated as Highly

Evident, with an overall weighted mean of 4.68. All items rated

as Highly Evident, these are: the contactless payment process is

fast and efficient with a composite weighted mean of 4.77 as

rank 1; the restaurant offers multiple contactless payment

options (e.g., GCash, PayMaya, cards) with a composite
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weighted mean of 4.76 as rank 2; payment terminals and QR

codes are easily accessible to customers with a composite

weighted mean of 4.72 as rank 3; the restaurant

Table 10 Digital Innovation as to Contactless Payment

Solutions

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant
offers
multi
ple co
ntactl
ess pa
ymen
t opti
ons
(e.g.,
GCas
h, Pa
yMay
a, car
ds).

5.00 HE 4.54 HE 4.74 HE 4.76 HE 2

The c
ontact
less p
ayme
nt pro
cess
is fast
and e
fficie
nt.

4.92 HE 4.70 HE 4.69 HE 4.77 HE 1

Custo
mers
feel s
ecure
using
digita
l pay
ment
meth
ods in
the re
staura
nt.

4.58 HE 4.55 HE 4.57 HE 4.57 HE 7

Conta
ctless
paym
ents
help r
educe
transa
ction
errors
.

4.75 HE 4.58 HE 4.50 HE 4.61 HE 6

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant
staff
are k
nowle
dgeab
le in a
ssisti
ng
with
conta
ctless
transa
ctions
.

4.92 HE 4.55 HE 4.52 HE 4.66 HE 4

Paym
ent te
rmina
ls and
QR
codes
are
easily
acces
sible
to cus
tomer
s.

4.83 HE 4.57 HE 4.77 HE 4.72 HE 3

Conta
ctless
paym
ent i
mpro
ves
the o
verall
conve
nienc
e of d
ining
or ord
ering.

4.58 HE 4.59 HE 4.74 HE 4.64 HE 5

Overa
ll We
ighte
d
Mean

4.80 HE 4.58 HE 4.65 HE 4.68 HE

staff are knowledgeable in assisting with contactless

transactions with a composite weighted mean of 4.66 as rank 4;

contactless payment improves the overall convenience of

dining or ordering with a composite weighted mean of 4.64 as

rank 5; contactless payments help reduce transaction errors with

a composite weighted mean of 4.61 as rank 6; and customers

feel secure using digital payment methods in the restaurant with

a composite weighted mean of 4.57 as rank 7.

As to assessments of the groups of respondents on digital

innovation, particularly contactless payment solutions, rated as

Highly Evident, namely: restaurant managers with an overall

weighted mean of 4.80, customers with an overall weighted

mean of 4.65, and staff with an overall weighted mean of 4.58.
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The primary emphasis on speed, efficiency, and the

availability of multiple mobile wallet options (such as GCash

and PayMaya) shows that consumers and operators highly

value convenience and transactional versatility at the point of

sale. Contactless payment is treated as an essential utility to

speed up checkout queues. Conversely, the lowest ranking

among customers feeling secure using digital payment methods

reveals an underlying tension: while users embrace the speed

and immediate accessibility of digital wallets, anxiety about

cybersecurity, data privacy, and transaction vulnerabilities

remains a persistent concern.

The structural transformation of modern checkout

transactions is well captured by Patel (2022), who views

contactless frameworks as essential catalysts for service

modernization that optimize retail operational speed. Locally,

this exact trend is reflected in Cruz (2021), whose study on

fast-casual dining in Metro Manila notes that while digital

payments significantly improve table turnover and transactional

efficiency, addressing consumer hesitations about digital

financial security and terminal reliability remains vital for

sustained adoption.

1.5Loyalty Program Automation

Table 11 Digital Innovation as to Loyalty Program

Automation

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant's l
oyalt
y pro
gram
is
fully i
ntegr
ated
into
its di
gital
platfo
rms.

4.92 HE 4.49 HE 4.53 HE 4.65 HE 4.5

Custo
mers
can
easily
track
points
and r
eward
s thro
ugh
the
app
or we
bsite.

4.83 HE 4.57 HE 4.61 HE 4.67 HE 2.5

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The l
oyalt
y pro
gram
offers
perso
nalize
d rew
ards
based
on pu
rchas
e hist
ory.

4.92 HE 4.58 HE 4.57 HE 4.69 HE 1

Auto
mated
notifi
cation
s rem
ind c
ustom
ers
about
their r
eward
status
or ex
piry.

4.75 HE 4.59 HE 4.60 HE 4.65 HE 4.5

The d
igital
loyalt
y syst
em en
coura
ges
repeat
purch
ases.

4.92 HE 4.49 HE 4.52 HE 4.64 HE 6

Regis
tratio
n and
partic
ipatio
n in
the lo
yalty
progr
am
are
quick
and si
mple.

4.92 HE 4.50 HE 4.58 HE 4.67 HE 2.5

The l
oyalt
y pro
gram
effect
ively
enhan
ces c
ustom
er en
gage
ment
and r
etenti
on.

4.75 HE 4.55 HE 4.41 HE 4.57 HE 7
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Overa
ll We
ighte
d
Mean

4.86 HE 4.54 HE 4.55 HE 4.65 HE

As shown in Table 11, the assessment of digital innovation

regarding loyalty program automation is rated as Highly

Evident, with an overall weighted mean of 4.65. All items rated

as Highly Evident, such as: the loyalty program offers

personalized rewards based on purchase history with a

composite weighted mean of 4.69 as rank 1; customers can

easily track points and rewards through the app or website; and

registration and participation in the loyalty program are quick

and simple with a composite weighted mean of 4.67 as rank 2

and 3; the restaurant's loyalty program is fullyintegrated into its

digital platforms; and automated notifications remind customers

about their reward status or expiry with both the composite

weighted mean of 4.65 as rank 4 and 5; the digital loyalty

system encourages repeat purchases with a composite weighted

mean of 4.64 as rank 6; and the loyalty program effectively

enhances customer engagement and retention with a composite

weighted mean of 4.57 as rank 7.

As to assessments of the groups of respondents on digital

innovation, loyalty program automation was rated as Highly

Evident; the respondents were restaurant managers (overall

weighted mean of 4.86), customers (4.55), and staff (4.54).

The high placement of personalized rewards based on

purchase history implies that modern loyalty initiatives derive

their greatest value from targeted, data-driven incentives rather

than generic promotions. Customers respond positively when

automated platforms acknowledge their specific buying habits

and offer relevant rewards without manual friction. Conversely,

the lowest ranking for the loyalty program's overall

effectiveness in enhancing customer retention reveals a critical

disconnect; while users value tracking points and earning

customized rewards on an individual basis, the automated

system alone may not be enough to sustain long-term brand

devotion if it isn't backed up by consistent service quality or

deeper emotional engagement.

The strategic value of tailored consumer incentives is deeply

rooted in the concepts discussed by Al-Emran, &amp; Granić
(2022), who argue that automated loyalty architectures within

digital service environments are vital for maximizing customer

retention when they leverage personalized user analytics.

Locally, this balance is corroborated by Tan, F. (2022), whose

study on the fast-casual industry in Metro Manila highlights

that while automated point tracking and simple digital

enrollment processes create clear transactional advantages,

transforming these digital touchpoints into true brand

commitment requires a holistic approach that aligns tech

features with overall dining satisfaction.

Table 12 Summary on Digital Innovation

Criter
ia

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM WM VI WM

Onlin
e Ord
ering
Syste
m

4.99 HE 4.60 HE 4.60 HE 4.73 HE 1

Mobil
e App
Featu
res

4.90 HE 4.52 HE 4.53 HE 4.65 HE 3.5

Integr
ation
with
Third
-Party
Deliv
ery Pl
atfor
ms

4.66 HE 4.56 HE 4.61 HE 4.61 HE 5

Data
Analy
tics U
sage

4.70 HE 4.54 HE 4.52 HE 4.59 HE 6

Conta
ctless
Paym
ent S
olutio
ns

4.80 HE 4.58 HE 4.65 HE 4.68 HE 2

Loyal
ty Pro
gram
Auto
matio
n

4.86 HE 4.54 HE 4.55 HE 4.65 HE 3.5

Gran
d
Mean

4.82 HE 4.56 HE 4.58 HE 4.65 HE

Table 12 summarizes the assessment of digital innovation,

which is rated as Highly Evident with a grand mean of 4.65. All

items rated as Highly Evident, namely: online ordering system

with a composite weighted mean of 4.73 as rank 1; contactless

payment solutions with a composite weighted mean of 4.68 as

rank 2; mobile app features; and loyalty program automation

with both the composite weighted mean of 4.65 as rank 3 and 4;

integration with third-party delivery platforms with a composite

weighted mean of 4.61 as rank 5; and data analytics usage with

a composite weighted mean of 4.59 as rank 6.

Generally, the assessments of the groups of respondents on

digital innovation are rated as Highly Evident, with restaurant

managers at 4.82, customers at 4.58, and staff at 4.56.
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The primary emphasis on the online ordering system and

contactless payment solutions implies that digital innovation in

the fast-casual sector is most successful when it targets

immediate transactional convenience and queue reduction.

Stakeholders prioritize technologies that streamline the core

purchasing journey over back-of-house analytics or secondary

partnerships. Furthermore, the highest grand mean among

restaurant managers indicates that leadership perceives these

digital implementations as clear operational successes, whereas

the slightly lower means among staff and customers suggest

that frontline users still experience minor day-to-day friction

during actual system use.

The strategic prioritization of consumer-facing digital

touchpoints to elevate service delivery is well noted by Smith

(2021), who explains that fast-casual establishments globally

achieve rapid market success by standardizing online

transactions and automated payment gateways. Within the

Philippine business environment, this trend is directly

reinforced by Cruz (2023), whose study on digital innovations

confirms that, while comprehensive tech adoption is recognized

as a necessity across Metro Manila restaurants, transactional

front-end tools consistently yield the highest perceived value

and execution scores among industry operators.

Sub-problem No.2.Is there a significant differenceinthe

assessment of thethree groups of respondentsas tothe

abovementioned variables?

Table 13 presents a comparative assessment of digital

innovation among restaurant managers, staff, and customers at

the 0.05 level of significance, with df = 2, 18, and a critical

value of 3.55. The results reveal that Online Ordering System

(F = 10.7234), Mobile App Features (F = 9.77765), and Loyalty

Program Automation (F = 7.57462) all exceeded the critical

value, indicating significant differences among the three groups

and leading to the rejection of the null hypothesis,

Table 13 Comparative Assessment of Digital Innovation

Areas
of Con
cern

SS MSS df
F-valu
e

Critica
l
Value

Interpr
etation

Decisi
on

Online
Orderi
ng Sys
tem

Bet.
Grp.
Within
Grp

0.100
0.064

0.050
0.005

2 18
10.723
4

3.55
Signifi
cant

Reject
Ho

Mobil
e App
Featur
es

Bet.
Grp.
Within
Grp.

0.095
0.087

0.047
0.005

2 18
9.7776
5

3.55
Signifi
cant

Reject
Ho

Integr
ation
with T
hird-P
arty D
elivery
Platfor
ms

Bet.
Grp.
Within
Grp.

0.004
0.262

0.002
0.015

2 18
0.1529
9

3.55
Signifi
cant

Reject
Ho

Areas
of Con
cern

SS MSS df
F-valu
e

Critica
l
Value

Interpr
etation

Decisi
on

Data
Analyt
ics
Usage

Bet.
Grp.
Within
Grp.

0.019
0.086

0.010
0.005

2 18
2.0377
9

3.55
Not Si
gnifica
nt

Failed
to
Reject
Ho

Conta
ctless
Payme
nt Sol
utions

Bet.
Grp.
Within
Grp.

0.024
0.265

0.012
0.015

2 18
0.8218
6

3.55
Not Si
gnifica
nt

Failed
to
Reject
Ho

Loyalt
y Prog
ram A
utomat
ion

Bet.
Grp.
Within
Grp.

0.067
0.079

0.033
0.004

2 18
7.5746
2

3.55
Signifi
cant

Reject
Ho

Level of Significance: 0.05

which implies varying perceptions likely due to differences

in usage experience and operational roles.

In contrast, Integration with Third-Party Delivery Platforms

(F = 0.15299), Data Analytics Usage (F = 2.03779), and

Contactless Payment Solutions (F = 0.82186) all yielded

F-values lower than the critical value, indicating no significant

differences and a failure to reject the null hypothesis,

suggesting that the respondents share relatively similar views

on these aspects of digital innovation.

The significant differences in how managers, staff, and

customers assess online ordering, mobile app features, and

loyalty automation suggest that a respondent's role shapes their

expectations and experiences with digital innovations.

Managers view these systems through the lens of business

oversight and ROI; staff focus on ease of handling orders under

pressure; and customers care only about personal convenience.

When these tools do not perfectly align with the daily needs of

all three groups, it creates contrasting viewpoints. Conversely,

the lack of significant differences in data analytics and

contactless payments suggests a shared, uniform baseline--all

three groups view payment tools as a standard utility and

recognize analytics as a behind-the-scenes management

function that does not alter front-of-house roles.

The structural variances in how different organizational

stakeholders perceive information system implementations are

highlighted by Alzoubi &amp; Yanamandra (2022), who state

that achieving strategic alignment and stakeholder acceptance

across service industries requires addressing the distinct

functional demands of management, front-line employees, and

final consumers. Within the Philippine hospitality sector, this

divergence in localized user experiences is reinforced by Reyes

&amp; Santos (2023), whose study confirms that digital

platform rollouts in domestic settings frequently yield varied

satisfaction levels between operating staff dealing with terminal

interfaces and customers seeking quick service, proving that
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role-based interaction dictates how technological value is

perceived.

Table 14 Post-Hoc Comparative Assessment Between

Restaurant Managers and Staff on Digital Innovation

Indic
ator

Resta
urant
Mana
gers

Staff df
critic
al
value

t-valu
e

Decis
ion

Interp
retati
on

WM SD WM SD

1. On
line
Order
ing S
ystem

4.99 0.001 4.60 0.002 12 1.782
0375
04

Faile
d to R
eject
Ho

Not S
ignifi
cant

Mobil
e App
Featu
res

4.90 0.011 4.52 0.001 12 1.782
0.374
11

Faile
d to R
eject
Ho

Not S
ignifi
cant

Loyal
ty Pro
gram
Auto
matio
n

4.86 0.005 4.54 0.002 12 1.782
0.313
17

Faile
d to R
eject
Ho

Not S
ignifi
cant

Legend: 0.05 level of significance

Table 14 presents the post hoc comparative assessment

between restaurant managers and staff on digital innovation at

the 0.05 level of significance, with df = 12 and a critical t-value

of 1.782. The results show that all computed t-values for Online

Ordering System (t = 0.37504), Mobile App Features (t =

0.37411), and Loyalty Program Automation (t = 0.31317) are

below the critical value, resulting in failure to reject the null

hypothesis.

The post hoc comparison showing no significant differences

between the assessments of restaurant managers and operating

staff suggests a high level of operational alignment and shared

reality within the establishment's internal hierarchy. Because

both groups interact directly with the backend interfaces of the

online ordering systems, mobile applications, and automated

loyalty frameworks, they encounter the same technical

efficiencies and workflow bottlenecks during daily shifts. This

statistical consensus indicates that the digital infrastructure is

consistently deployed, meaning management's strategic vision

for technology implementation aligns with frontline personnel's

real-world execution.

This internal structural harmony closely aligns with the

conceptual frameworks presented by Carranza (2024), who

emphasizes that achieving true competitive advantage in

fast-casual dining relies heavily on successful digital-human

alignment, in which business infrastructure satisfies both

executive strategies and employees' operational realities.

Locally, this cohesive baseline is mirrored by the perspectives

outlined in the Philippine Development Plan (PDP) 2023-2028

(National Economic and Development Authority, 2023), which

notes that systematic, workplace-wide digitalization efforts

succeed when they build uniform technical readiness and

shared operational understanding among managers and staff

members alike.

Table 15 Post-Hoc Comparative Assessment Between

Restaurant Managers and Customers on Digital Innovation

Indic
ator

Resta
urant
Mana
gers

Custo
mers

df
critic
al
value

t-valu
e

Decis
ion

Interp
retati
on

WM SD WM SD

1. On
line
Order
ing S
ystem

4.99 0.001 4.60 0.012 12 1.782
0.376
46

Faile
d to R
eject
Ho

Not S
ignifi
cant

Mobil
e App
Featu
res

4.90 0.011 4.53 0.003 12 1.782
0.361
30

Faile
d to R
eject
Ho

Not S
ignifi
cant

Loyal
ty Pro
gram
Auto
matio
n

4.86 0.005 4.55 0.002 12 1.782
0.306
06

Faile
d to R
eject
Ho

Not S
ignifi
cant

Legend: 0.05 level of significance

Table 15 presents the post hoc comparison between

restaurant managers and customers on digital innovation at the

0.05 level of significance, with df = 12 and a critical t-value of

1.782. The findings reveal that all computed t-values for Online

Ordering System (t = 0.37646), Mobile App Features (t =

0.36130), and Loyalty Program Automation (t = 0.30606) are

below the critical value, resulting in failure to reject the null

hypothesis.

The result implies that restaurant managers and customers

share a similar perception of digital innovation tools, indicating

consistent acceptance and understanding of online ordering

systems, mobile app features, and loyalty program automation.

Table 16 Post-Hoc Comparative Assessment Between Staff

and Customers on Digital Innovation

Indic
ator

Staff
Custo
mers

df
critic
al
value

t-valu
e

Decis
ion

Interp
retati
on

WM SD WM SD

1. On
line
Order
ing S
ystem

4.60 0.002 4.60 0.012 12 1.782
0.001
41

Faile
d to R
eject
Ho

Not S
ignifi
cant

Mobil
e App
Featu
res

4.52 0.001 4.53 0.003 12 1.782
0.012
82

Faile
d to R
eject
Ho

Not S
ignifi
cant
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Indic
ator

Staff
Custo
mers

df
critic
al
value

t-valu
e

Decis
ion

Interp
retati
on

Loyal
ty Pro
gram
Auto
matio
n

4.54 0.002 4.55 0.002 12 1.782
0.007
11

Faile
d to R
eject
Ho

Not S
ignifi
cant

Legend: 0.05 level of significance

Table 16 shows the post hoc comparative assessment

between staff and customers on digital innovation at the 0.05

level of significance, with df = 12 and a critical t-value of

1.782. The results reveal that all computed t-values for Online

Ordering System (t = 0.00141), Mobile App Features (t =

0.01282), and Loyalty Program Automation (t = 0.00711) are

far below the critical value, leading to the failure to reject the

null hypothesis.

The post hoc test showing no statistically significant

differences between restaurant managers and customers

suggests strong alignment between what the business provides

and what the consumer experiences. Because both groups

evaluate the online ordering system, mobile app features, and

loyalty program automation with similarly high praise, it

indicates that the technology successfully delivers on its

external promises. This perceptual consensus shows that

management's operational standards for digital convenience

match the real-world utility and user-friendliness expected by

the dining public, creating a balanced and effective digital

customer journey.

This perceptual alignment between service providers and

consumers is strongly supported by Lemon &amp; Verhoef

(2021), who emphasize that a successful digital customer

journey occurs when business touchpoints are systematically

designed to match consumer expectations for ease and

accessibility. Locally, this uniform acceptance is reinforced by

Delos Santos (2020), whose work on online systems in Metro

Manila fast-casual chains highlights that when digital dining

interfaces are robust and customer-centric, they naturally bridge

the gap between operational management goals and user

convenience, resulting in a shared positive evaluation from both

groups.

Sub-problem No.3.Howdotherespondents assess the

Service Qualityof Selected Fast Casual Restaurants as to:

3.1Responsivenessto Customer Requests

Table 17 Service Quality as to Responsiveness to Customer

Requests

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Staff
prom
ptly
attend
to cus
tomer
needs
and i
nquiri
es.

4.92 E 4.69 E 4.79 E 4.80 E 1

Order
s and
speci
al req
uests
are ha
ndled
witho
ut un
neces
sary
delay.

4.58 E 4.55 E 4.69 E 4.61 E 4

Empl
oyees
demo
nstrat
e will
ingne
ss to
alway
s help
custo
mers.

4.83 E 4.57 E 4.48 E 4.63 E 3

The r
estaur
ant pr
ovide
s time
ly res
ponse
s to o
nline
or
phone
inquir
ies.

4.58 E 4.51 E 4.54 E 4.54 E 6

Servi
ce per
sonne
l rem
ain at
tentiv
e
even
durin
g
peak
hours
.

4.50 E 4.50 E 4.39 E 4.46 E 7
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant
offers
quick
soluti
ons
when
custo
mers
have
issues
or co
ncern
s.

4.92 E 4.55 E 4.58 E 4.68 E 2

The
staff
are pr
oactiv
e in o
fferin
g assi
stanc
e or a
dditio
nal se
rvices
.

4.75 E 4.57 E 4.43 E 4.58 E 5

Overa
ll We
ighte
d
Mean

4.73 E 4.56 E 4.56 E 4.62 E

Legend:

RangeScaleVerbal InterpretationSymbol

54.20-5.00ExcellentE

43.40-4.19Very SatisfactoryVS

32.60-3.39SatisfactoryS

21.80-2.59FairF

11.00-1.79PoorP

As shown in Table 17, the assessment of service quality in

terms of responsiveness to customer requests is rated Excellent,

with an overall weighted mean of 4.62. All items rated as

Excellent, these are: staff promptly attend to customer needs

and inquiries with a composite weighted mean of 4.80 as rank

1; the restaurant offers quick solutions when customers have

issues or concerns with a composite weighted mean of 4.68 as

rank 2; employees demonstrate willingness to always help

customers with a composite weighted mean of 4.63 as rank 3;

orders and special requests are handled without unnecessary

delay with a composite weighted mean of 4.61 as rank 4; the

staff are proactive in offering assistance or additional services

with a composite weighted mean of 4.58 as rank 5; the

restaurant provides timely responses to online or phone

inquiries with a composite weighted mean of 4.54 as rank 6;

and service personnel remain attentive even during peak hours

with a composite weighted mean of 4.46 as rank 7.

As to assessments of the groups of respondents on service

quality, responsiveness to customer requests was rated

Excellent, namely: restaurant managers with an overall

weighted mean of 4.73, and staff and customers, with both at an

overall weighted mean of 4.56.

The primary emphasis on staff promptly attending to

customer needs and inquiries implies that human

responsiveness remains the most vital cornerstone of

high-quality food service, even in an increasingly digitized

dining landscape. Customers place the highest value on

immediate, attentive interactions when resolving questions,

suggesting that a restaurant's operational speed should not rely

solely on software, but must be matched by frontline agility.

Conversely, the lowest ranking for service personnel remaining

attentive during peak hours points to a critical resource-stress

test; it indicates that when foot traffic spikes, real-world

operational pressure makes it highly challenging for human

staff to maintain the same meticulous level of dedication and

individual care.

The fundamental necessity of maintaining a highly

responsive frontline team during service encounters is well

aligned with the operational frameworks highlighted by Vial

(2023), who argues that digital business structures achieve

maximum utility only when they successfully enhance--rather

than replace--the human touchpoints within the customer

journey. Locally, this exact challenge is underscored by Rivera

(2021), whose research on restaurant systems in the Philippines

shows that while automated solutions handle standard

transactions smoothly, the ultimate standard of customer

service excellence is dictated by how dynamically and

proactively physical personnel manage customer inquiries

under high-volume pressure.

3.2Reliability of Service Delivery

Table 18 Service Quality as to Reliability of Service

Delivery

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant co
nsiste
ntly d
eliver
s orde
rs acc
uratel
y.

4.75 E 4.61 E 4.73 E 4.70 E 1



Ryan Tapiador, IJSRM Volume 14 Issue 08 August 2026 3009

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Custo
mers
receiv
e
their
meals
withi
n the
promi
sed
time f
rame.

4.58 E 4.50 E 4.54 E 4.54 E 7

The r
estaur
ant m
aintai
ns co
nsiste
ncy
in
food
qualit
y and
taste.

5.00 E 4.51 E 4.43 E 4.65 E 3.5

Servi
ce per
forma
nce is
depen
dable
regar
dless
of cus
tomer
volu
me.

4.58 E 4.43 E 4.70 E 4.57 E 5

Onlin
e and
dine-i
n ord
ers
are pr
ocess
ed
with
mini
mal e
rrors.

4.83 E 4.45 E 4.68 E 4.65 E 3.5

Custo
mers
can
rely
on
the re
staura
nt to
delive
r
what
it pro
mises
.

4.67 E 4.53 E 4.44 E 4.55 E 6

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant pr
ovide
s con
sisten
t oper
ating
hours
and a
vailab
ility.

4.92 E 4.58 E 4.52 E 4.67 E 2

Overa
ll We
ighte
d
Mean

4.76 E 4.52 E 4.58 E 4.62 E

As established in Table 18, the assessment of service quality

with respect to the reliability of service delivery is rated

Excellent, with an overall weighted mean of 4.62. All items

rated as Excellent, such as: the restaurant consistently delivers

orders accurately with a composite weighted mean of 4.70 as

rank 1; the restaurant provides consistent operating hours and

availability with a composite weighted mean of 4.67 as rank 2;

the restaurant maintains consistency in food quality and taste;

and online and dine-in orders are processed with minimal errors

with both the composite weighted mean of 4.65 as rank 3 and 4;

service performance is dependable regardless of customer

volume with a composite weighted mean of 4.57 as rank 5;

customers can rely on the restaurant to deliver what it promises

with a composite weighted mean of 4.55 as rank 6; and

customers receive their meals within the promised time frame

with a composite weighted mean of 4.54 as rank 7.

As to assessments of the groups of respondents on service

quality, the reliability of service delivery was rated Excellent;

these are: restaurant managers with an overall weighted mean

of 4.76, customers with an overall weighted mean of 4.58, and

staff with an overall weighted mean of 4.52.

The top positioning of the restaurant for consistently

delivering orders accurately implies that precision in execution

is the most crucial element in building trust in service quality.

While consumers and employees value speed, an accurate order

serves as the baseline for a reliable dining experience. On the

other hand, the lowest ranking among customers receiving their

meals within the promised timeframe reveals an operational

vulnerability: even when order accuracy is mastered,

maintaining predictable delivery and preparation speeds

remains a logistical hurdle during busy restaurant periods.

The fundamental connection between operational accuracy

and consumer trust is emphasized by Evans (2023), who

explains that service reliability in digital-first dining
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environments forms the bedrock of customer retention and

long-term trust. In the context of the domestic market, this

reality is corroborated by Bautista (2022), whose research on

casual dining environments highlights that while tech-driven

updates improve ordering workflows, an establishment's

physical capability to eliminate errors and maintain time

predictability ultimately defines exceptional service reliability.

3.3.Tangibles

Table 19 Service Quality as to Tangibles

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The r
estaur
ant m
aintai
ns a
clean
and o
rderly
dinin
g
area.

4.83 E 4.68 E 4.62 E 4.71 E 1

Table
s, cha
irs,
and u
tensil
s are
well-
maint
ained
and h
ygien
ic.

4.75 E 4.70 E 4.53 E 4.66 E 4

The
staff's
unifor
ms
are
neat
and p
resent
able.

4.83 E 4.55 E 4.56 E 4.65 E 5

The r
estaur
ant's
digita
l facil
ities
(e.g.,
self-o
rder k
iosks,
scree
ns)
are fu
nctio
nal
and
mode
rn.

5.00 E 4.54 E 4.47 E 4.67 E 2.5

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The o
verall
ambia
nce
of the
restau
rant
is ple
asant
and c
omfor
table.

4.67 E 4.66 E 4.56 E 4.63 E 6

The r
estaur
ant's l
ayout
allow
s for
easy
move
ment
of cus
tomer
s and
staff.

4.75 E 4.54 E 4.56 E 4.62 E 7

Printe
d and
digita
l mat
erials
(e.g.,
menu
s, dis
plays)
are vi
sually
appea
ling
and u
pdate
d.

4.92 E 4.55 E 4.53 E 4.67 E 2.5

Overa
ll We
ighte
d
Mean

4.82 E 4.60 E 4.55 E 4.66 E

As shown in Table 19, the assessment of service quality

regarding tangibles is rated Excellent, with an overall weighted

mean of 4.66. All items rated as Excellent, namely: the

restaurant maintains a clean and orderly dining area with a

composite weighted mean of 4.71 as rank 1; the restaurant's

digital facilities (e.g., self-order kiosks, screens) are functional

and modern; and printed and digital materials (e.g., menus,

displays) are visually appealing and updated with both the

composite weighted mean of 4.67 as rank 2 and 3; tables,

chairs, and utensils are well-maintained and hygienic with a

composite weighted mean of 4.66 as rank 4; the staff's uniforms

are neat and presentable with a composite weighted mean of

4.65 as rank 5; the overall ambiance of the restaurant is pleasant

and comfortable with a composite weighted mean of 4.63 as

rank 6; and the restaurant's layout allows for easy movement of
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customers and staff with a composite weighted mean of 4.62 as

rank 7.

As to assessments of the groups of respondents on service

quality, tangibles were rated as Excellent, with restaurant

managers at an overall weighted mean of 4.82, staff at 4.60, and

customers at 4.55.

The strong emphasis on maintaining a clean and orderly

dining area suggests that physical hygiene and foundational

cleanliness remain the top priority for consumers and workers,

even as digital features expand. Traditional hospitality basics

remain the core drivers of a customer's sensory impression. On

the other hand, the lowest ranking for the restaurant's layout,

allowing easy movement of customers and staff, highlights a

common architectural and operational pain point; it indicates

that while digital ordering and functional modern kiosks

successfully speed up transactions, physical spaces can become

congested bottlenecks if spatial flow and floor layout are not

optimized to handle the resulting customer traffic.

The strategic role of physical design elements in shaping

consumer evaluation is highlighted by Schneider (2022), who

notes that the perceived quality of service environments relies

heavily on a firm's ability to maintain excellent physical

conditions alongside functional digital assets. On a local scale,

this finding relates closely to the work of Lopez (2024), whose

study on fast-casual dining spaces in Metro Manila details that

while modern digital displays and self-order kiosks add strong

modern value, a clean environment and well-planned spatial

floor layout are essential to prevent staff friction and maintain

high overall customer satisfaction.

3.4Assurance

Table 20 Service Quality as to Assurance

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Staff
demo
nstrat
e con
fiden
ce
and c
ompe
tence
in per
formi
ng
their
duties
.

4.92 E 4.57 E 4.70 E 4.73 E 2

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Empl
oyees
provi
de
clear
and a
ccurat
e info
rmati
on
about
menu
items.

4.92 E 4.53 E 4.34 E 4.60 E 7

Custo
mers
feel
safe
when
maki
ng tra
nsacti
ons w
ithin
the re
staura
nt.

5.00 E 4.62 E 4.69 E 4.77 E 1

Staff
handl
e pay
ments
and d
igital
transa
ctions
profe
ssion
ally.

4.83 E 4.58 E 4.70 E 4.70 E 3

The r
estaur
ant en
forces
prope
r hygi
ene
and
food
safety
stand
ards.

4.92 E 4.51 E 4.39 E 4.61 E 6

Empl
oyees
alway
s disp
lay co
urteo
us
and r
espec
tful b
ehavi
or.

4.75 E 4.57 E 4.60 E 4.64 E 5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Custo
mers
trust
the re
staura
nt's
brand
and s
ervice
qualit
y.

5.00 E 4.59 E 4.44 E 4.68 E 4

Overa
ll We
ighte
d
Mean

4.91 E 4.57 E 4.55 E 4.67 E

As shown in Table 20, the assessment of service quality

regarding assurance is rated Excellent, with an overall weighted

mean of 4.67. All items rated as Excellent, these are: customers

feel safe when making transactions within the restaurant with a

composite weighted mean of 4.77 as rank 1; staff demonstrate

confidence and competence in performing their duties with a

composite weighted mean of 4.73 as rank 2; staff handle

payments and digital transactions professionally with a

composite weighted mean of 4.70 as rank 3; customers trust the

restaurant's brand and service quality with a composite

weighted mean of 4.68 as rank 4; employees always display

courteous and respectful behavior with a composite weighted

mean of 4.64 as rank 5; the restaurant enforces proper hygiene

and food safety standards with a composite weighted mean of

4.61 as rank 6; and employees provide clear and accurate

information about menu items with a composite weighted mean

of 4.60 as rank 7.

As to assessments of the groups of respondents on the

service quality, assurance was rated as Excellent, namely:

restaurant managers with an overall weighted mean of 4.91,

staff with an overall weighted mean of 4.57, and customers with

an overall weighted mean of 4.55.

The fact that customers feel safe when making transactions

within the restaurant scored highest implies that trust and

financial security serve as the ultimate foundation for consumer

assurance in food establishments. While digital tools, hygiene,

and product knowledge are highly valued, an environment in

which patrons feel their information and assets are safe is

critical to overall peace of mind. Conversely, the lowest ranking

among employees providing clear and accurate information

about menu items highlights a communication bottleneck:

while staff behave courteously and handle payments

professionally, keeping them fully up to date on fast-moving

menu developments, allergen specifics, or recipe details

remains a persistent training challenge.

The vital relationship between transactional security and

consumer confidence is well recognized by Kwon (2023), who

observes that establishing a secure operational environment is

the single most important factor in building customer

confidence and corporate trust in modern service environments.

Within the Philippine context, this dynamic is supported by

Santos (2022), whose analysis of service quality in Metro

Manila restaurants shows that while digital systems and

physical protocols boost business credibility, systematic

workforce training programs are essential to ensure employees

can accurately convey changing menu details to dining guests.

3.5Empathy

As identified in Table 21, the assessment of service quality

regarding empathy is rated Excellent, with an overall weighted

mean of 4.64. All items rated as Excellent, such as: the

restaurant provides special accommodation for customers with

specific needs (e.g., elderly, PWDs) with a composite weighted

mean of 4.75 as rank 1; staff show genuine care and attention

toward customers' needs; and the restaurant promotes a

welcoming and inclusive atmosphere with both the composite

weighted mean of 4.70 as rank 2 and 3; management ensures

that customers feel valued and appreciated with a composite

weighted mean of 4.62 as rank 4; employees take time to listen

to customer feedback and suggestions; and the

Table 21 Service Quality as to Empathy

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Staff
show
genui
ne
care
and at
tentio
n tow
ard c
ustom
ers' n
eeds.

4.83 E 4.59 E 4.67 E 4.70 E 2.5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
estaur
ant pr
ovide
s spec
ial ac
com
moda
tion
for cu
stome
rs
with s
pecifi
c
needs
(e.g.,
elderl
y, P
WDs)
.

5.00 E 4.64 E 4.60 E 4.75 E 1

Empl
oyees
take
time
to
listen
to cus
tomer
feedb
ack
and s
ugges
tions.

4.75 E 4.45 E 4.56 E 4.59 E 5.5

The r
estaur
ant va
lues r
egula
r cust
omers
and r
emem
bers
their
prefer
ences
.

4.75 E 4.49 E 4.52 E 4.59 E 5.5

Servi
ce per
sonne
l disp
lay pa
tience
when
dealin
g
with
custo
mer c
oncer
ns.

4.67 E 4.50 E 4.48 E 4.55 E 7

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Mana
geme
nt ens
ures
that c
ustom
ers
feel v
alued
and a
pprec
iated.

4.83 E 4.51 E 4.53 E 4.62 E 4

The r
estaur
ant pr
omot
es a
welco
ming
and i
nclusi
ve at
mosp
here.

5.00 E 4.59 E 4.50 E 4.70 E 2.5

Overa
ll We
ighte
d
Mean

4.83 E 4.54 E 4.55 E 4.64 E

restaurant values regular customers and remembers their

preferences with both the composite weighted mean of 4.59 as

rank 5 and 6; and service personnel display patience when

dealing with customer concerns with a composite weighted

mean of 4.55 as rank 7.

As to assessments of the groups of respondents on the

service quality, empathy was rated as Excellent; these are:

restaurant managers with an overall weighted mean of 4.83,

customers with an overall weighted mean of 4.55, and staff with

an overall weighted mean of 4.54.

The highest ranking for providing special accommodations

for customers with specific needs (such as the elderly and

PWDs) implies that empathy in service quality is most strongly

felt when a restaurant builds inclusive, equitable dining

experiences. Consumers and staff recognize that true care goes

beyond standardized politeness; it requires active hospitality

that supports vulnerable groups. Conversely, the lowest ranking

for service personnel displaying patience when dealing with

customer concerns reveals a predictable human limitation.

When restaurants face high stress or fast-paced volumes, staff

members find it increasingly difficult to slow down, regulate

their emotions, and maintain a deeply patient demeanor during

challenging customer complaints.

The operational value of proactive, inclusive hospitality

within service frameworks is emphasized by Gibson (2023),

who states that empathy-driven service architectures drastically
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elevate customer satisfaction when physical facilities and

employee interactions adapt to diverse consumer groups.

Locally, this standard of personalized care aligns with Navarro

(2022), whose analysis of service culture in Philippine

quick-casual businesses notes that while structural

accommodations for seniors and PWDs are well-regarded and

statutory across Metro Manila, the emotional labor required to

maintain consistency in staff patience under intense operational

pressure demands ongoing soft-skills reinforcement.

3.6Handling of Complaints

Table 22 Service Quality as to Handling of Complaints

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Custo
mer c
ompl
aints
are ad
dress
ed qu
ickly
and p
rofess
ionall
y.

5.00 E 4.57 E 4.63 E 4.73 E 2

Staff
listen
caref
ully
to cus
tomer
griev
ances
befor
e pro
vidin
g a so
lution
.

4.92 E 4.69 E 4.72 E 4.78 E 1

The r
estaur
ant
has a
clear
and a
ccessi
ble co
mplai
nt res
olutio
n pro
cess.

4.67 E 4.53 E 4.64 E 4.61 E 5.5

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Corre
ctive
action
s are
taken
imme
diatel
y
when
servic
e
lapses
occur
.

4.83 E 4.57 E 4.42 E 4.61 E 5.5

Custo
mers
receiv
e feed
back
or fol
low-u
p
after
filing
a com
plaint
.

4.75 E 4.51 E 4.50 E 4.59 E 7

Mana
geme
nt
uses c
ustom
er co
mplai
nts to
impro
ve
future
servic
e deli
very.

4.92 E 4.50 E 4.51 E 4.64 E 4

The r
estaur
ant m
aintai
ns a p
ositiv
e attit
ude
when
resolv
ing c
onflic
ts.

5.00 E 4.53 E 4.42 E 4.65 E 3

Overa
ll We
ighte
d
Mean

4.87 E 4.56 E 4.55 E 4.66 E

As illustrated in Table 22, the assessment of service quality

regarding empathy, rated as handling of complaints, is rated

Excellent, with an overall weighted mean of 4.66. All items

rated as Excellent, namely: staff listen carefully to customer

grievances before providing a solution with a composite

weighted mean of 4.78 as rank 1; customer complaints are
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addressed quickly and professionally with a composite

weighted mean of 4.73 as rank 2; the restaurant maintains a

positive attitude when resolving conflicts with a composite

weighted mean of 4.65 as rank 3; management uses customer

complaints to improve future service delivery with a composite

weighted mean of 4.64 as rank 4; the restaurant has a clear and

accessible complaint resolution process; and corrective actions

are taken immediately when service lapses occur with both the

composite weighted mean of 4.61 as rank 5 and 6; and

customers receive feedback or follow-up after filing a

complaint with a composite weighted mean of 4.59 as rank 7.

As to assessments of the groups of respondents on service

quality, empathy was rated as Excellent for the handling of

complaints, with restaurant managers at an overall weighted

mean of 4.87, staff at 4.56, and customers at 4.55.

The top ranking for staff listening carefully to customer

grievances before providing a solution implies that deep

validation and emotional pacing are the most valued elements

in service recovery. Customers prioritize being heard and

understood over a rushed fix, showing that interpersonal respect

is essential when a system breakdown occurs. Conversely, the

lowest ranking among customers receiving feedback or a

follow-up after filing a complaint reveals a post-incident gap:

while establishments excel at de-escalating issues face-to-face

on the floor, their administrative structure lacks the systematic

tracking needed to maintain long-term communication once the

customer leaves.

The strategic value of active listening during service

recovery encounters is well supported by Thomas (2023), who

argues that the longevity of service relationships hinges on an

organization's emotional capacity to validate consumer

grievances before implementing logistical fixes. Locally, this

communication trend aligns with Fernandez's (2022)

observations on operational service quality in Manila's casual

dining sector, which explain that while Filipino hospitality

culture naturally fosters empathetic, face-to-face

problem-solving, casual food establishments frequently

struggle to sustain structured CRM follow-ups once a localized

conflict has been initially settled.

Table 23 Summary on Service Quality

Criter
ia

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM WM VI WM

Resp
onsiv
eness
to Cu
stome
r Req
uests

4.73 E 4.56 E 4.56 E 4.62 E 5.5

Criter
ia

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Relia
bility
of Ser
vice
Deliv
ery

4.76 E 4.52 E 4.58 E 4.62 E 5.5

Tangi
bles

4.82 E 4.60 E 4.55 E 4.66 E 2.5

Assur
ance

4.91 E 4.57 E 4.55 E 4.67 E 1

Empa
thy

4.83 E 4.54 E 4.55 E 4.64 E 4

Handl
ing of
Comp
laints

4.87 E 4.56 E 4.55 E 4.66 E 2.5

Gran
d
Mean

4.82 E 4.56 E 4.56 E 4.65 E

Table 23 summarizes the assessment of the service quality

rated as Excellent, with a grand mean of 4.65. All items rated as

Excellent, these are: assurance with a composite weighted mean

of 4.67 as rank 1; tangibles; and handling of complaints with

both the composite weighted mean of 4.66 as rank 2 and 3;

empathy with a composite weighted mean of 4.64 as rank 4;

and responsiveness to customer requests; and reliability of

service delivery with both the composite weighted mean of 4.62

as rank 5 and 6.

Generally, the assessments of the groups of respondents on

service quality were rated as Excellent, namely, restaurant

managers with a grand mean of 4.82 and staff and customers

with a grand mean of 4.56.

The high overall evaluation of service quality suggests that

fast-casual restaurants consistently deliver well-balanced

service performance across responsiveness, reliability,

tangibles, assurance, empathy, and complaint handling,

resulting in strong customer satisfaction and trust.

The top ranking for assurance implies that building

transactional safety, technical confidence, and credibility is the

most fundamental driver of overall service quality in

modernized casual dining. Customers prioritize feeling secure

and trusting the establishment above all other dimensions.

Conversely, the tie for the lowest positions between

responsiveness to customer requests and reliability of service

delivery points to a common operational bottleneck: while an

establishment may possess excellent modern tangibles and

empathetic staff, consistently meeting promised mealtime

frames and maintaining flawless frontline attention during

high-volume spikes remain the most vulnerable areas of

day-to-day operations.
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The strategic dominance of security and credibility over

secondary transactional traits is highlighted by Parasuraman,

Zeithaml, &amp; Malhotra (2020), who argue that customer

perceptions of service quality are anchored primarily on

foundational trust and structural safety metrics before

operational speed factors come into play. Locally, this exact

structural hierarchy matches the conclusions of Aguirre (2024),

whose work on the fast-casual restaurant ecosystem in urban

centers like Metro Manila notes that while physical aesthetics

and empathetic service recovery are highly prized by the dining

public, establishing unwavering transactional trust is what

secures brand equity, even when peak-hour foot traffic strains

operational responsiveness and delivery timeframes.

Sub-problem No.4.Is there a significant

relationshipbetween digital innovation and service quality

of selected fast casualrestaurants?

Table 24 Correlation Between Digital Innovation and

Service Quality of Selected Fast Casual Restaurants

Indicat
ors

r-value VI df t-value
Critical
value

Int.
Decisio
n

Respon
sivenes
s to Cus
tomer
Request
s

0.99 VSC 12
3.4636
9

1.782
Signific
ant

Reject
Ho

Reliabil
ity of
Service
Deliver
y

0.99 VSC 12
3.4637
3

1.782
Signific
ant

Reject
Ho

Tangibl
es

1.00 PC 12
3.4640
2

1.782
Signific
ant

Reject
Ho

Assura
nce

0.99 VSC 12
3.4638
1

1.782
Signific
ant

Reject
Ho

Empath
y

0.99 VSC 12
3.4638
9

1.782
Signific
ant

Reject
Ho

Handlin
g of Co
mplaint
s

0.99 VSC 12
3.4639
2

1.782
Signific
ant

Reject
Ho

Legend:

RangeVerbal InterpretationSymbol

1.0Perfect CorrelationPC

0.71 - 0.99Very Strong CorrelationVSC

0.51 - 0.70Strong CorrelationSC

0.31 - 0.50Moderate CorrelationMC

0.11 - 0.30Weak CorrelationWC

0.0 -0.10Weak CorrelationWC

Table 24 presents the correlation between digital innovation

and service quality for selected fast-casual restaurants, showing

that all indicators exhibit very strong to perfect positive

relationships. Specifically, Responsiveness to Customer

Requests obtained an r-value of 0.99 (Very Strong Correlation)

with a t-value of 3.46369, while Reliability of Service Delivery

also recorded an r-value of 0.99 (Very Strong Correlation) and

a t-value of 3.46373. In terms of Tangibles, the result showed a

perfect correlation (r = 1.00) with a t-value of 3.46402. For

Assurance, the r-value is 0.99 (Very Strong Correlation) with a

t-value of 3.46381, while Empathy obtained an r-value of 0.99

(Very Strong Correlation) and a t-value of 3.46389. Lastly,

Handling of Complaints registered an r-value of 0.99 (Very

Strong Correlation) with a t-value of 3.46392. All computed

t-values exceeded the critical value of 1.782 at the 0.05 level of

significance (df = 12), leading to the rejection of the null

hypothesis and confirming that digital innovation has a

significant and positive relationship with all dimensions of

service quality.

The near-perfect and perfect positive correlations between

digital innovation and all service quality dimensions imply that

technological advancements are completely interwoven with

modern hospitality performance. Digital tools do not act merely

as standalone operational upgrades; instead, they serve as the

direct engine driving enhanced customer interactions,

reliability, and store environments. When a restaurant's digital

execution excels, its perceived service quality rises

symmetrically. In particular, the perfect correlation with

tangibles reveals that digital infrastructure (like self-order

kiosks, digital displays, and modern terminal designs) has

redefined the physical dining environment itself, making

technology an inseparable component of a restaurant's modern

physical presence.

This systemic link between technological maturity and

multi-dimensional service excellence is strongly supported by

Bharadwaj (2021), who posits that digital transformation within

consumer-facing sectors operates as an architectural force that

fundamentally elevates every metric of organizational service

delivery. In the domestic restaurant landscape, this

comprehensive interdependence is reflected in Alvarez (2023),

whose study on digital-first dining in key Philippine business

districts demonstrates that high-performing tech systems

consistently yield higher service marks, reinforcing the reality

that modern fast-casual business models can no longer decouple

operational quality from their digital infrastructure.

Sub-problem No.5.What are theproblemsencounteredin

terms of digital innovation and service quality?

As indicated in Table 25, the problems encountered

regarding digital innovation and service quality are rated as

Very Least Encountered, with an overall weighted mean of

1.53. All items rated as Very Least Encountered, such as: some

digital payment options are not consistently available, with a

composite weighted mean of 1.66 as rank 1; frequent
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Table 25 Problems Encountered in terms of Digital

Innovation and Service Quality

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

Frequ
ent sy
stem
glitch
es
make
orderi
ng in
conve
nient.

1.50 VLE 1.73 VLE 1.68 VLE 1.64 VLE 2

The
app
lacks
user-f
riendl
y feat
ures
for
easy
navig
ation.

1.33 VLE 1.85 LE 1.56 VLE 1.58 VLE 3

Delay
s
occur
when
proce
ssing
order
s thro
ugh d
eliver
y part
ners.

1.17 VLE 1.70 VLE 1.58 VLE 1.48 VLE 8.5

The r
estaur
ant
does
not
fully
utiliz
e cust
omer
data
for i
mpro
veme
nt.

1.17 VLE 1.74 VLE 1.52 VLE 1.48 VLE 8.5

Some
digita
l pay
ment
optio
ns are
not c
onsist
ently
availa
ble.

1.42 VLE 1.70 VLE 1.87 LE 1.66 VLE 1

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The r
eward
s syst
em
often
fails
to up
date
or rec
ord
points
corre
ctly.

1.08 VLE 1.66 VLE 1.67 VLE 1.47 VLE 10.5

Staff
are so
meti
mes
slow
to res
pond
to cus
tomer
inquir
ies or
needs
.

1.08 VLE 1.73 VLE 1.77 VLE 1.53 VLE 5

Order
s are
occas
ionall
y inac
curate
or inc
ompl
ete.

1.17 VLE 1.73 VLE 1.67 VLE 1.52 VLE 6.5

Dinin
g
areas
and f
aciliti
es are
not c
onsist
ently
well-
maint
ained.

1.08 VLE 1.72 VLE 1.76 VLE 1.52 VLE 6.5

Some
staff
lack c
onfid
ence
and k
nowle
dge
when
addre
ssing
custo
mer c
oncer
ns.

1.08 VLE 1.65 VLE 1.69 VLE 1.47 VLE 10.5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

Empl
oyees
rarely
show
genui
ne co
ncern
for cu
stome
r satis
factio
n.

1.25 VLE 1.69 VLE 1.77 VLE 1.57 VLE 4

Custo
mer c
ompl
aints
are
not al
ways
resolv
ed in
a tim
ely
and s
atisfa
ctory
mann
er.

1.00 VLE 1.58 VLE 1.69 VLE 1.42 VLE 12

Overa
ll We
ighte
d
Mean

1.19 VLE 1.71 VLE 1.69 VLE 1.53 VLE

Legend:

RangeScaleVerbal InterpretationSymbol

54.20-5.00Highly EncounteredHE

43.40-4.19EncounteredE

32.60-3.39Moderately EncounteredME

21.80-2.59Least EncounteredLE

11.00-1.79Very LeastEncounteredVLE

system glitches make ordering inconvenient with a

composite weighted mean of 1.64 as rank 2; the app lacks

user-friendly features for easy navigation with a composite

weighted mean of 1.58 as rank 3; employees rarely show

genuine concern for customer satisfaction with a composite

weighted mean of 1.57 as rank 4; staff are sometimes slow to

respond to customer inquiries or needs with a composite

weighted mean of 1.53 as rank 5; orders are occasionally

inaccurate or incomplete; and dining areas and facilities are not

consistently well-maintained with both the composite weighted

mean of 1.52 as rank 6 and 7; delays occur when processing

orders through delivery partners; and the restaurant does not

fully utilize customer data for improvement with both the

composite weighted mean of 1.48 as rank 8 and 9; the rewards

system often fails to update or record points correctly; and some

staff lack confidence and knowledge when addressing customer

concerns with both the composite weighted mean of 1.47 as

rank 10 and 11; and customer complaints are not always

resolved in a timely and satisfactory manner with a composite

weighted mean of 1.42 as rank 12.

As to assessments of the groups of respondents on the

problems encountered in terms of digital innovation and service

quality, rated as Very Least Encountered, these are: staff

(overall weighted mean: 1.71), customers (overall weighted

mean: 1.69), and restaurant managers (overall weighted mean:

1.19).

The fact that inconsistent availability of digital payment

options ranked highest among the problems encountered

implies that transactional friction remains a primary

vulnerability in digitized quick-service ecosystems. Even when

overall problems are minimal, customers and frontline staff are

acutely sensitive to payment terminal dropouts or unsupported

mobile wallets because they immediately stall the checkout

process. Conversely, the fact that the timely resolution of

customer complaints scored lowest (the absolute least

encountered problem) implies an exceptional baseline for

immediate, on-the-floor troubleshooting. It indicates that while

backend digital networks or payment gateways may

occasionally experience minor connectivity hiccups, the

restaurant's operational personnel are highly efficient at

stepping in to fix issues before they escalate into lasting

grievances.

The critical importance of payment stability in tech-enabled

environments is well supported by Gartner (2022), which

observes that operational disruptions at the point of sale (POS)

have an outsized negative impact on user experience because

they directly interrupt the core transaction phase. In the

domestic environment, this dynamic aligns closely with

findings by Villanueva(2023), whose research on casual dining

networks in the Philippines reveals that while local restaurant

consumers are generally highly forgiving of minor app layout

bugs, payment gateway inconsistencies cause immediate

operational friction that pressures frontline staff and strains

real-time service delivery.

Sub-problem No.6.Based on the findings,

whatcompetitive advantage planmay be proposed?

The proposed Competitive Advantage Plan is anchored on

transforming excellent operational performance outcomes into

sustainable competitive advantages. While fast-casual

restaurants demonstrate robust capabilities in digital innovation

and service quality, sustaining market leadership requires

systematic planning, resource allocation, and continuous

monitoring. The plan addresses minor operational gaps and

reinforces core strengths to dynamically adapt to shifting
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customer expectations, technological trends, and market

competition.

The structured action matrix organized by Key Result Areas

(KRAs), encompassing objectives, strategies, specific activities,

departments responsible, exact timelines, budgets, and

performance indicators directly drawn from the operational

framework:

Proposed Competitive Advantage Plan

Introduction

The proposed Competitive Advantage Plan is based on

findings that both the Digital Innovation and Service Quality

dimensions in selected fast-casual restaurants are consistently

rated as highly evident and excellent by restaurant managers,

staff, and customers. These results indicate that the

establishments already possess strong operational capabilities

and customer-oriented practices that contribute to their current

market performance. However, in an increasingly competitive

and technology-driven food service industry, maintaining these

high levels of performance requires continuous improvement,

innovation, and sustainability-focused strategies.

Thus, the plan is designed not only to address minor gaps

identified in lower-ranked indicators but, more importantly, to

sustain and strengthen existing best practices that support

long-term competitiveness.

Title:Competitive Advantage Plan

Rationale

The proposed plan is anchored on the need to transform

strong performance outcomes into sustainable competitive

advantages. While the findings reveal that digital systems (e.g.,

online ordering, mobile applications, contactless payments, and

data analytics) and service quality dimensions (e.g.,

responsiveness, reliability, assurance, empathy, tangibles, and

complaint handling) are already well-established, sustaining

these requires systematic planning, resource allocation, and

continuous monitoring. Moreover, the dynamic nature of

customer expectations, technological advancements, and

market competition necessitates proactive strategies to ensure

that service excellence and innovation are consistently

delivered. The plan therefore focuses on reinforcing strengths,

improving weaker areas, and integrating data-driven and

customer-centric approaches to sustain long-term business

success.

Objectives

The proposed Competitive Advantage Plan aims to:

1. Sustain and enhance the current high levels of digital

innovation and service quality across all operational areas of the

restaurant.

2. Strengthen lower-ranked indicators through targeted

strategies that improve efficiency, responsiveness, and

customer experience.

3. Institutionalize customer-centric and data-driven

decision-making processes to support continuous improvement.

4. Improve operational efficiency, service reliability, and

service consistency through technology integration and

workforce development.

5. Enhance customer satisfaction, loyalty, and retention by

delivering consistent, high-quality, and personalized service

experiences.

6. Establish a sustainable framework that enables the

restaurant to adapt to changing market trends, customer

expectations, and technological developments from 2026 to

2027.

Sub-problem No.7.How acceptable is the

proposedcompetitiveadvantage plan?

Table 26 Acceptability of the Proposed Competitive

Advantage Plan

Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

WM VI WM VI WM VI WM VI

The p
ropos
ed
plan
is alig
ned
with
the re
staura
nt's vi
sion,
missi
on,
and st
rategi
c
goals.

5.00 HA 4.69 HA 4.70 HA 4.80 HA 1

The
plan
is fea
sible
and p
ractic
al to i
mple
ment
given
the re
staura
nt's a
vailab
le res
ource
s.

4.92 HA 4.66 HA 4.36 HA 4.65 HA 5
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Indic
ators

Resta
urant
Mana
gers

Staff
Custo
mers

Comp
osite

Rank

The p
ropos
ed str
ategie
s can
effect
ively
streng
then
the re
staura
nt's m
arket
positi
on.

4.83 HA 4.68 HA 4.79 HA 4.77 HA 2

The
plan
is fin
ancial
ly
viable
and e
xpect
ed to
yield
positi
ve bu
siness
outco
mes.

4.75 HA 4.66 HA 4.71 HA 4.71 HA 3.5

The p
ropos
ed ini
tiativ
es are
accep
table
to
both
mana
geme
nt
and e
mplo
yees.

4.75 HA 4.58 HA 4.46 HA 4.60 HA 6

The
plan
is res
ponsi
ve to
custo
mer
needs
and c
urrent
indust
ry tre
nds.

4.92 HA 4.77 HA 4.45 HA 4.71 HA 3.5

Overa
ll We
ighte
d
Mean

4.86 HA 4.67 HA 4.58 HA 4.70 HA

Legend:

RangeScaleVerbal InterpretationSymbol

54.20-5.00HighlyAcceptableHA

43.40-4.19AcceptableA

32.60-3.39ModeratelyAcceptableMA

21.80-2.59LeastAcceptableLA

11.00-1.79Very LeastAcceptableVLA

As presented in Table 26, the assessment of the acceptability

of the proposed competitive advantage plan is rated as Highly

Acceptable with an overall weighted mean of 4.70. All items

rated as Highly Acceptable, namely: the proposed plan is

aligned with the restaurant's vision, mission, and strategic goals

with a composite weighted mean of 4.80 as rank 1; the

proposed strategies can effectively strengthen the restaurant's

market position with a composite weighted mean of 4.77 as

rank 2; the plan is financially viable and expected to yield

positive business outcomes; and the plan is responsive to

customer needs and current industry trends with both the

composite weighted mean of 4.71 as rank 3 and 4; the plan is

feasible and practical to implement given the restaurant's

available resources with a composite weighted mean of 4.65 as

rank 5; and the proposed initiatives are acceptable to both

management and employees with a composite weighted mean

of 4.60 as rank 6.

As to assessments of the groups of respondents on the

acceptability of the proposed competitive advantage plan rated

as Highly Acceptable, such as: restaurant managers with an

overall weighted mean of 4.86, staff with an overall weighted

mean of 4.67, and customers with an overall weighted mean of

4.58.

The high degree of consistency between the assessments of

managers, staff, and customers implies a unified operational

reality across fast-casual dining establishments. When

leadership, front-line personnel, and guests all rate digital

innovation and service quality at identically high levels, it

shows that strategic corporate goals are successfully reaching

the customer. Conversely, the minor variation in which

customers score certain metrics slightly lower reveals a subtle

perception gap: while internal teams evaluate their service

based on operational effort and technical design, customers

judge the final experience purely on real-time convenience and

personal interactions on the floor.

The high acceptability of the proposed competitive

advantage plan is supported by Anderson (2024), who

highlights that strategic plans integrating digital innovation

with operational realities tend to be more acceptable among

restaurant stakeholders when they are practical, financially

sound, and responsive to current market trends.

Summary, Conclusions and Recommendations

Summary
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The following are the findings of the specific problems

raised in the study:

1.Onthe assessment ofrestaurant managers, staff, and

customers as to the Digital Innovation of Selected Fast

Casual Restaurants.

Digital innovation among the selected fast-casual restaurants

is assessed as Highly Evident, with a grand mean of 4.65.

2.Onthe significant difference in the assessment

ofrestaurant managers, staff, and customers as to the

Digital Innovation of Selected Fast Casual Restaurants.

The comparative assessment of digital innovation at a 0.05

significance level revealed significant differences among

restaurant managers, staff, and customers in their assessments

of online ordering systems, mobile app features, and loyalty

program automation, leading to the rejection of the null

hypothesis in these areas. However, no significant differences

were found in their evaluation of integration with third-party

delivery platforms, data analytics usage, and contactless

payment solutions. Despite these initial differences, post-hoc

tests showed that pairwise comparisons among the three groups

were not significant, indicating that overall perceptions of

digital innovation are generally aligned across managers, staff,

and customers.

3.OntheAssessmentof the Service Quality of Selected Fast

Casual Restaurants.

Service quality is assessed asExcellentwith a grand mean

of4.65.

On the significant relationship between digital innovation

and service quality of selected fast casual restaurants?

There is a very strong to perfect positive relationship

between digital innovation and service quality in the selected

fast-casual restaurants. All service quality

indicators--responsiveness, reliability, tangibles, assurance,

empathy, and handling of complaints--showed correlation

coefficients (r-values) between 0.99 and 1.00, with

corresponding t-values exceeding the critical value. This leads

to rejection of the null hypothesis and indicates that

enhancements in digital innovation are closely linked to

improvements in all aspects of service quality.

4.On the problems encountered in terms of digital

innovation and service quality.

The problems encountered regarding digital innovation and

service quality are assessed as Very Least Encountered, with an

overall weighted mean of 1.53.

On the findings, the competitive advantage plan was

proposed.

The proposed competitive advantage plan comprises key

areas, objectives, strategy, activities, and a time frame from

August 2026 to July 2027, along with a budget and

performance indicators.

5.Onthe acceptability of the proposedcompetitive

advantage plan.

The proposed competitive advantage plan is assessed as

Highly Acceptable with an overall weighted mean of 4.70.

Top of Form

Bottom of Form

Conclusions

Based on the findings of the study, the following conclusions

are drawn:

6.Digital innovation in the selected fast casual restaurants is

strongly observed, with online ordering systems leading,

followed by contactless payments, mobile app features, loyalty

programs, and delivery integration and data analytics.

7. Managers, staff, and customers showed similarities and

some variations in their assessment of digital innovation,

particularly in online ordering systems, mobile app features,

and loyalty program automation, while they generally share

aligned perceptions on integration with third-party delivery

platforms, data analytics usage, and contactless payment

solutions.

8 Service quality is rated very positively overall, led by

assurance, followed by tangibles and handling of complaints,

then empathy, responsiveness, and reliability of service

delivery, with consistently positive assessments from restaurant

managers, staff, and customers.

9. Digital innovation and service quality are closely and

significantly related, as all service quality dimensions, such as

responsiveness, reliability, tangibles, assurance, empathy, and

handling of complaints, show very strong to near-perfect

relationships.

10. Problems in digital innovation and service quality are

rarely encountered, with issues such as inconsistent digital

payments, system glitches, and limited app usability being the

most noted, while other concerns like staff response, order

accuracy, facility upkeep, delivery delays, data use, rewards

system errors, staff competence, and complaint handling are

least observed across all groups.

11. The proposed competitive advantage plan aims to

strengthen and sustain digital innovation and service quality

through technology, data-driven systems, workforce

development, and customer-focused strategies to improve

operations, customer satisfaction, and long-term

competitiveness.
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12. The proposed competitive advantage plan is rated as

highly acceptable, particularly due to its alignment with the

restaurant's vision, mission, and goals, its potential to

strengthen market position, financial viability, responsiveness

to customer needs and industry trends, feasibility, and

acceptability among restaurant managers, staff, and customers.

Recommendations

Based on the findings and conclusions presented, the

following recommendations are suggested:

1. Restaurant managers, IT department, and operations team

may continuously enhance digital innovation by prioritizing

improvements in online ordering systems, contactless

payments, mobile app features, loyalty programs, delivery

integration, and data analytics to sustain strong performance.

2. Management, IT department, marketing team, and

operations staff, consider standardizing and aligning digital

innovation practices while addressing variations in perceptions

through training, system integration, and consistent technology

utilization across all platforms.

3. The restaurant management, operations team, and human

resource department can maintain and further improve service

quality by strengthening assurance, tangibles, complaint

handling, empathy, responsiveness, and reliability through

continuous training and service monitoring.

4. Top management, IT department, and quality assurance

team may integrate digital innovation initiatives with service

quality improvement strategies to sustain and enhance their

strong positive relationship through data-driven

decision-making and technology optimization.

5. Operations team, IT department, customer service unit,

and finance department, consider minimizing remaining issues

in digital innovation and service quality by strengthening

system reliability, improving app usability, enhancing staff

responsiveness, and ensuring efficient complaint and payment

handling.

6. Top management, IT department, marketing department,

and human resource department may implement the proposed

competitive advantage plan by reinforcing digital

transformation, workforce capability, customer-focused

strategies, and data-driven operations to improve performance

and competitiveness.

7. Top management, planning committee, and concerned

departments may adopt and implement the highly acceptable

competitive advantage plan by ensuring alignment with

organizational goals, strengthening market position, and

sustaining financial and operational viability through

coordinated execution.

8. Future researchers, academic institutions, and hospitality

industry practitioners should consider conducting further

studies to explore other factors affecting digital innovation and

service quality in fast casual restaurants, focusing on broader

locations, larger samples, and emerging technologies to deepen

understanding and enhance the applicability of findings.
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Appendix
Proposed Competitive Advantage Plan

Introduction

The proposed Competitive Advantage Plan is based on

findings that both the Digital Innovation and Service Quality

dimensions in selected fast-casual restaurants are consistently

rated as highly evident and excellent by restaurant managers,

staff, and customers. These results indicate that the

establishments already possess strong operational capabilities

and customer-oriented practices that contribute to their current

market performance. However, in an increasingly competitive

and technology-driven food service industry, maintaining these

high levels of performance requires continuous improvement,

innovation, and sustainability-focused strategies.

Thus, the plan is designed not only to address minor gaps

identified in lower-ranked indicators but, more importantly, to

sustain and strengthen existing best practices that support

long-term competitiveness.

Rationale

The rationale for the proposed plan is anchored on the need

to transform strong performance outcomes into sustainable

competitive advantages. While the findings reveal that digital

systems (e.g., online ordering, mobile applications, contactless

payments, and data analytics) and service quality dimensions

(e.g., responsiveness, reliability, assurance, empathy, tangibles,

and complaint handling) are already well-established,

sustaining these requires systematic planning, resource

allocation, and continuous monitoring. Moreover, the dynamic

nature of customer expectations, technological advancements,

and market competition necessitates proactive strategies to

ensure that service excellence and innovation are consistently

delivered. The plan, therefore, focuses on reinforcing strengths,

enhancing lower-ranked areas, and integrating data-driven and

customer-centric approaches to maintain long-term business

success.

Objectives

The proposed Competitive Advantage Plan aims to:

Sustain and enhance the current high levels of digital

innovation and service quality across all operational areas of the

restaurant.

Strengthen lower-ranked indicators through targeted

strategies that improve efficiency, responsiveness, and

customer experience.

Institutionalize customer-centric and data-driven

decision-making processes to support continuous improvement.

Improve operational efficiency, service reliability, and

service consistency through technology integration and

workforce development.

Enhance customer satisfaction, loyalty, and retention by

delivering consistent, high-quality, and personalized service

experiences.

Establish a sustainable framework that enables the restaurant

to adapt to changing market trends, customer expectations, and

technological developments from 2026 to 2027.

Figure

A. Digital Innovation of Selected Fast Casual Restaurants

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Data A
nalytics
Usage

Achiev
e accur
ate
demand
forecast
ing and
reduce
stock
issues

Implem
ent
simple
AI fore
casting
tool

Assess
current
invento
ry mana
gement
Adopt a
ffordabl
e foreca
sting so
ftware
Train o
peratio
ns staff
on
usage

Operati
ons De
partme
nt IT D
epartme
nt
Supply
Chain
Unit

Aug 1 -
Sept
15,
2026

₱300,0
00 (soft
ware, tr
aining, 
implem
entation
)

90% for
ecastin
g tool a
doption
and
usage
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Automa
te sales
reportin
g to
support
timely,
accurat
e decisi
ons

Use
existing
POS
data
with
basic an
alytics
tools

Setup d
ashboar
ds
Train s
upervis
ors
Weekly
sales
review

Finance
Depart
ment O
peratio
ns Depa
rtment
IT Dep
artment

Aug 1 -
Sept 7,
2026
&amp; 
ongoin
g

₱100,0
00 (das
hboard
setup, tr
aining, 
monitor
ing)

95%
timely
sales
reports
generat
ed

Increas
e engag
ement
through
persona
lized m
arketin
g

Use
CRM
features
in affor
dable pl
atforms

Segmen
tation
data gat
hering
Marketi
ng team
training
Launch
campai
gns

Marketi
ng Dep
artment
IT Dep
artment

Aug 1 -
Oct 31,
2026

₱150,0
00
(CRM s
ubscript
ion, ca
mpaign
s, traini
ng)

90%
targeted
campai
gn deli
very

Enhanc
e perso
nalizati
on via o
ngoing
custom
er feedb
ack

Use
simple
feedbac
k collec
tion
tools

Deploy
feedbac
k tools
Staff
training
Analyz
e feedb
ack mo
nthly

Custom
er Relat
ions De
partme
nt, IT D
epartme
nt

Aug 1 -
Dec 31,
2026

₱200,0
00 (fee
dback
tools,
data an
alysis, t
raining)

95% cu
stomer
feedbac
k collec
ted and
analyze
d mont
hly

Sustain
high cu
stomer
satisfac
tion via
real-tim
e feedb
ack

Implem
ent user
-friendl
y
digital f
eedbac
k
system

Install
digital f
eedbac
k termi
nals Inc
entivize
custom
er parti
cipation
Track
and
report s
atisfacti
on
trends

Custom
er Relat
ions De
partme
nt Mark
eting D
epartme
nt IT D
epartme
nt

Aug 1 -
Dec 31,
2026

₱250,0
00 (har
dware/s
oftware
, reporti
ng, ince
ntives)

95% cu
stomer
feedbac
k partic
ipation

Integrat
e analyt
ics into
manage
ment
for fast,
accurat
e decisi
ons

Use cen
tralized
Busines
s Intelli
gence d
ashboar
ds

Build c
entraliz
ed BI d
ashboar
ds
Train m
anagers
on dash
board
use Co
nduct
monthl
y decisi
on
review
meeting
s

Top Ma
nageme
nt, IT D
epartme
nt, All
Functio
nal Dep
artment
s

Aug 1 -
Dec 31,
2026

₱200,0
00 (BI s
oftware
, trainin
g,
meeting 
facilitat
ion)

95% da
shboard
usage

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Increas
e profit
ability
with da
ta-drive
n menu
&amp;
pricing
updates

Adopt a
ffordabl
e AI
menu a
nalytics

Setup
menu p
erforma
nce trac
king an
alytics
Train
staff on
menu
data use
Conduc
t quarte
rly
pricing
reviews

Operati
ons De
partme
nt, Mar
keting
Depart
ment,
Finance
Depart
ment,
IT Dep
artment

Aug 1 -
Nov 30,
2026

₱300,0
00 (anal
ytics so
ftware, 
training
, review
s)

100% c
ompleti
on of q
uarterly
menu
&amp;
pricing
reviews

Integrat
ion
with Th
ird-Part
y Deliv
ery Plat
forms

Strengt
hen real
-time c
oordina
tion
with de
livery p
artners.

Establis
h a
rider co
ordinati
on
system

Develo
p rider
coordin
ation pr
otocols
Implem
ent real
-time c
ommun
ication
tools
Assign
liaison
officers
and
hold m
onthly
coordin
ation m
eetings

Operati
ons De
partme
nt, Logi
stics
Unit, IT
Depart
ment

Aug 1 -
Oct 31,
2026

₱200,0
00 (prot
ocol, so
ftware, 
staffing
)

95%
system
operati
onal
with
liaison
officers
assigne
d

Automa
te and s
treamli
ne
order m
anagem
ent

Integrat
e POS
with de
livery p
latform
s

Integrat
e POS
with de
livery
apps
Train
staff on
system
Implem
ent
order v
erificati
on
process

IT Dep
artment
, Operat
ions De
partme
nt,
Service
Crew

Aug 1 -
Nov 30,
2026

₱300,0
00
(system 
integrat
ion, trai
ning,
process
setup)

95% P
OS-to-p
latform
integrat
ion co
mpleted

Optimi
ze deliv
ery trac
king
and sch
eduling

Develo
p integr
ated log
istics m
onitorin
g

Implem
ent
GPS tra
cking
Create
deliver
y sched
uling
Assign
monitor
ing pers
onnel

Logisti
cs Unit,
Operati
ons De
partme
nt, IT D
epartme
nt

Sep 1 -
Dec 31,
2026

₱400,0
00 (trac
king
system, 
schedul
ing
tools, p
ersonne
l)

95% de
livery tr
acking
and sch
eduling
system
active
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Ensure
menu c
onsiste
ncy

Centrali
ze
digital
menu
manage
ment

Create
centrali
zed
menu d
atabase
Assign
menu
manage
r Synch
ronize
updates
with pl
atforms

Marketi
ng Dep
artment
, IT De
partme
nt, Ope
rations
Depart
ment

Aug 1 -
Oct 31,
2026

₱100,0
00 (data
base, tr
aining,
audits)

100%
menu c
onsiste
ncy
across p
latform
s

Increas
e online
orders
and cus
tomer
reach

Strengt
hen mar
keting
partners
hips

Launch
joint pr
omotio
ns
Train m
arketin
g on pla
tform
ads Ana
lyze
market
reach

Marketi
ng Dep
artment
, Busin
ess Dev
elopme
nt Unit

Aug 1,
2026 -
Jul 31,
2027

₱250,0
00 (pro
motions
, trainin
g, data 
analysis
)

95% de
livery p
latform
promoti
onal ca
mpaign
s launc
hed

Boost c
omplai
nt respo
nsivene
ss and r
esolutio
n

Implem
ent cent
ralized
complai
nt
system

Set up
24/7 co
mplaint
respons
e Train
staff M
onitor c
omplai
nts
weekly

Custom
er
Service
Depart
ment IT
Depart
ment

Aug 1 -
Nov 30,
2026

₱100,0
00
(system
setup, tr
aining, 
monitor
ing)

95% co
mplaint
respons
e
system
operati
onal

Sustain
strong
deliver
y
partner
alliance
s

Formali
ze agre
ements
and
joint ini
tiatives

Review
and
renew a
greeme
nts
Hold q
uarterly
review
meeting
s Devel
op joint
marketi
ng and
SLAs

Top Ma
nageme
nt, Busi
ness De
velopm
ent
Unit,
Legal D
epartme
nt

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (agr
eement
s, meeti
ngs, ma
rketing 
progra
ms)

95% pa
rtnershi
p agree
ments e
valuate
d and p
erforma
nce revi
ewed

Mobile
App Fe
atures

Enhanc
e app fu
nctional
ity with
accurat
e
location
services

Integrat
e advan
ced
GPS m
apping
system

Integrat
e GPS
mappin
g into
app
Update
branch
geoloca
tion dat
abase
Train
IT team
on opti
mizatio
n

Marketi
ng Dep
artment
Custom
er Relat
ions De
partme
nt IT D
epartme
nt

Aug 1 -
Dec 31,
2026

₱500,0
00
(GPS in
tegratio
n, datab
ase
update, 
training
)

100%
GPS
feature
integrat
ion and
usage

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Optimi
ze app
perform
ance
across
all
devices

Upgrad
e
system
and bac
kend in
frastruc
ture

Conduc
t perfor
mance
diagnos
tics Opt
imize
code
and bac
kend Pe
rform
device
compati
bility
testing

IT Dep
artment

Jan 1 -
Jul 31,
2027

₱500,0
00
(system 
upgrade
s and
testing)

100%
stability
and co
mpatibi
lity
testing
complet
ed

Improv
e access
to prom
otions
and per
sonaliz
ed disc
ounts

Centrali
ze and
automat
e prom
otion
system

Develo
p prom
otion d
ashboar
d Integr
ate pers
onalize
d notifi
cations
Train m
arketin
g on
app pro
motion
tools

Marketi
ng Dep
artment
IT Dep
artment

Aug 1 -
Dec 31,
2026

₱300,0
00 (das
hboard 
develop
ment, tr
aining, 
integrat
ion)

95% pr
omotio
n
system
operati
onal

Deliver
timely,
relevant
notifica
tions

Implem
ent AI-
based n
otificati
on pers
onalizat
ion

Develo
p AI no
tificatio
n
system 
Segmen
t custo
mer
groups 
Monito
r
&amp; 
optimiz
e notifi
cation e
ngagem
ent

Marketi
ng Dep
artment
IT Dep
artment

Aug 1 -
Dec 31,
2026

₱250,0
00 (AI
system 
develop
ment, tr
aining, 
analytic
s)

100%
AI notif
ication
system
deploye
d

Align
app
design
with
brand
identity

Redesig
n and
test app
interfac
e

Redesig
n interf
ace Con
duct
UX
testing
Collect
custom
er feedb
ack for
improv
ements

IT Dep
artment
Custom
er
Service
Depart
ment

Aug 1 -
Dec 31,
2026

₱200,0
00
(design,
testing, 
feedbac
k analy
sis)

95% re
designe
d and
tested
UI depl
oyed
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Ensure
promoti
ons are
easily a
ccessibl
e and u
p-to-dat
e

Integrat
e real-ti
me
promo
updates
with
easy na
vigatio
n

Simplif
y prom
otion n
avigatio
n Integr
ate real-
time
promo
updates
Train
staff on
promoti
on man
agemen
t

IT Dep
artment
Marketi
ng Dep
artment
Frontlin
e Staff

Aug 1 -
Jul 31,
2027

₱350,0
00 (inte
gration, 
training
, usabili
ty
testing)

100% p
romotio
n acces
sibility
in app

Continu
ously i
mprove
app UX
and stre
amline
reorderi
ng

Implem
ent UX
audits
and AI-
based r
eorderi
ng

Conduc
t quarte
rly UX
audits
Enhanc
e one-cl
ick reor
dering
Use AI
to track
user be
havior
for imp
roveme
nts

Marketi
ng Dep
artment
IT Dep
artment
Data A
nalytics
Team

Aug 1,
2026 -
Jul 31,
2027

₱500,0
00 (UX
audits, 
develop
ment,
AI trac
king
tools)

100% s
chedule
d UX
audits
and one
-click
system
active

Loyalty
Progra
m Auto
mation

Redesig
n
loyalty
mechan
ics with
gamific
ation
and inc
entives

Use beh
avior-b
ased
rewards
and eng
agemen
t
features

Analyz
e custo
mer beh
avior
Launch
gamifie
d
rewards
(levels,
badges)
Conduc
t
targeted
re-enga
gement
campai
gns

Marketi
ng Dep
artment
Custom
er Relat
ions De
partme
nt IT D
epartme
nt

Aug 1 -
Oct 15,
2026

₱300,0
00 (anal
ysis, ga
mificati
on, cam
paign e
xecutio
n)

95% ga
mified
system
launche
d and o
peratio
nal

Stimula
te
repeat p
urchase
behavio
r with
targeted
rewards

Implem
ent AI-
based p
redictiv
e analyt
ics

Analyz
e purch
ase
patterns
Develo
p
reward
triggers
Launch
persona
lized di
scount
campai
gns

IT Dep
artment

Aug 1 -
Oct 31,
2026

₱350,0
00 (anal
ytics,
reward
design, 
campai
gns)

95% pr
edictive
analytic
s integr
ated

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Ensure
seamles
s
loyalty
experie
nce on
app, we
bsite,
POS

Centrali
ze
loyalty
system
and syn
chroniz
e points

Upgrad
e
system
integrat
ion Test
compati
bility
Train
staff

Marketi
ng Dep
artment
IT Dep
artment

Jan 16 -
Mar 31,
2027

₱500,0
00
(system 
upgrade
s,
testing, 
training
)

100%
system
synchro
nization
and
staff
traine

Automa
te mess
aging
on
rewards
and
expiry
alerts

Develo
p AI-dri
ven not
ificatio
n
system

Set up a
utomate
d notifi
cations
Custom
ize
alerts
Track
and opt
imize e
ngagem
ent

Marketi
ng Dep
artment
IT Dep
artment

Apr 1 -
Jun 15,
2027

₱150,0
00 (noti
fication
system, 
customi
zation, 
analytic
s)

100% n
otificati
on
system
functio
nal

Make
loyalty
trackin
g acces
sible
and tran
sparent

Redesig
n dashb
oard
UI/UX
and
enable r
eal-tim
e data

Redesig
n interf
ace
Enable
real-tim
e tracki
ng Usa
bility
testing
and
staff
training

IT Dep
artment
Custom
er
Service
Depart
ment

Jun 16 -
Jul 31,
2027

₱200,0
00 (UI r
edesign
,
testing, 
training
)

100% d
ashboar
d usabil
ity achi
eved

Streaml
ine
signup
and onb
oarding
process

Automa
te and e
nhance
digital r
egistrati
on

Simplif
y regist
ration
forms
Train fr
ontline
staff M
onitor
and opt
imize re
gistrati
on rates

IT Dep
artment
Marketi
ng Dep
artment
Frontlin
e Staff

Aug 1 -
Jul 31,
2027

₱150,0
00 (pro
cess aut
omatio
n, traini
ng, mo
nitoring
)

100% r
egistrati
on
process
simplifi
ed and
automat
ed

Deliver
customi
zed
rewards
to enha
nce sati
sfaction

Implem
ent AI-
driven
persona
lization
engine

Develo
p AI
reward 
profilin
g Integr
ate
CRM
&amp;
loyalty 
platfor
m Anal
yze and
update
rewards 
quarterl
y

Marketi
ng Dep
artment
IT Dep
artment
Data A
nalytics
Team

Jul 1 -
Jul 31,
2027

₱200,0
00 (AI 
develop
ment, i
ntegrati
on, anal
ytics)

95% AI
-person
alizatio
n
system
implem
ented
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Contact
less Pa
yment
Solutio
ns

Enhanc
e cyber
security
and aw
areness
for cont
actless
paymen
ts

Improv
e
security
protoco
ls and c
ustomer
educati
on

Conduc
t cybers
ecurity
risk ass
essment
Implem
ent mul
ti-factor
authenti
cation
Launch
custom
er awar
eness c
ampaig
n

IT Dep
artment
Finance
Depart
ment C
ustomer
Service
Unit

Aug 1 -
Dec 31,
2026

₱400,0
00 (sec
urity up
grades, 
training
, aware
ness ca
mpaign
s)

95%
security
protoco
ls imple
mented
and aw
areness
conduct
ed

Automa
te and i
ntegrate
paymen
t verific
ation

Upgrad
e POS
and vali
dation
tools

Upgrad
e POS
&amp;
QR pay
ment
systems 
Implem
ent real
-time tr
ansacti
on vali
dation
Train
staff
&amp;
conduct
weekly
error
audit

Finance
Depart
ment IT
Depart
ment O
peratio
ns Depa
rtment

Aug 1 -
Nov 30,
2026

₱400,0
00
(system 
upgrade
s, traini
ng,
audits)

95%
system
integrat
ion co
mpleted

Simplif
y and
speed
up pay
ment pr
ocesses

Optimi
ze pay
ment
process
integrat
ion

Simplif
y check
out
flow Int
egrate
one-tap
mobile 
paymen
ts Impr
ove QR
code ac
cessibil
ity
&amp;
monitor 
satisfac
tion

Operati
ons De
partme
nt IT D
epartme
nt

Aug 1 -
Dec 31,
2026

₱250,0
00 (pro
cess im
provem
ents,
app inte
gration, 
training
)

95% ch
eckout
process
optimiz
ed

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Upskill
staff on
contactl
ess and
digital
paymen
t
systems

Continu
ous
training
&amp; 
certific
ations

Conduc
t quarte
rly train
ings De
velop
digital 
paymen
ts
manual 
Implem
ent sim
ulation-
based s
essions
&amp; 
evaluat
e perfor
mance

Human
Resour
ce Depa
rtment
Finance
Depart
ment IT
Depart
ment

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (trai
ning pr
ograms, 
manual
s, evalu
ation
tools)

100%
staff
trained
and cert
ified

Expand
digital
paymen
t access
points
for cust
omer co
nvenien
ce

Optimi
ze place
ment
and
audit ac
cessibil
ity

Install a
ddition
al QR
stations 
Upgrad
e paym
ent ter
minals 
Conduc
t branch 
accessi
bility
audits
&amp;
gather f
eedbac
k

Operati
ons De
partme
nt IT D
epartme
nt

Aug 1 -
Dec 31,
2026

₱250,0
00 (dev
ices,
audits, f
eedbac
k tools)

100% a
ccessibi
lity cov
erage a
chieved

Strengt
hen part
nership
s
&amp; 
integrat
e multi
ple pay
ment
options

Collabo
rate
with
fintech
and pay
ment pr
oviders

Maintai
n
fintech 
partners
hips Int
egrate
new
digital
wallets 
Conduc
t quarte
rly
updates
&amp; 
promot
e paym
ent

Finance
Depart
ment B
usiness
Develo
pment
Unit

Aug 1,
2026 -
Jul 31,
2027

₱200,0
00 (part
nership
s, integr
ations, 
promoti
ons)

100% p
ayment
method
availabi
lity sati
sfaction

Optimi
ze pay
ment pr
ocessin
g for
speed
and reli
ability

Upgrad
e infrast
ructure
and im
plement
optimiz
ation

Upgrad
e paym
ent proc
essing
systems 
Integrat
e AI tra
nsactio
n
routing 
Monito
r speed
&amp;
train
staff on
fast tran
sactions

IT Dep
artment
Finance
Depart
ment O
peratio
ns Depa
rtment

Aug 1,
2026 -
Jul 31,
2027

₱400,0
00
(system 
upgrade
s, AI in
tegratio
n, traini
ng)

95% tra
nsactio
n speed
and reli
ability
goals
met
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Online
Orderin
g
System

Improv
e order
visibilit
y and c
ustomer
satisfac
tion

Upgrad
e tracki
ng infra
structur
e

Integrat
e GPS
&amp;
order tr
acking 
Upgrad
e backe
nd
system
Train
staff
&amp;
test per
branch

IT Dep
artment
Operati
ons De
partme
nt

Aug 1 -
Dec 31,
2026

₱100,0
00 (syst
ems, tra
ining,
testing)

95% tra
cking
system
integrat
ed and
operati
onal

Maintai
n
system
uptime
&amp; 
uninterr
upted
online 
orderin
g

Strengt
hen
servers
and mai
ntenanc
e.

Upgrad
e server
&amp;
cloud c
apacity 
Perfor
m
weekly 
mainten
ance
Train
IT trou
bleshoo
ting
&amp;
monitor 
downti
me

IT Dep
artment

Aug 1 -
Dec 31,
2026

₱200,0
00 (infr
astructu
re upgr
ade, ma
intenan
ce, train
ing)

95%
uptime
with pr
eventiv
e maint
enance
implem
ented

Keep
online
menu a
ccurate
and con
sistent

Centrali
ze and s
ynchro
nize
menu
manage
ment

Develo
p
digital
menu d
atabase
Assign
menu
control
officer
Conduc
t month
ly
audits
and
staff
training

Marketi
ng Dep
artment
IT Dep
artment
Operati
ons De
partme
nt

Aug 15
- Dec
31,
2026

₱100,0
00 (data
base,
audits, t
raining)

95%
menu a
ccuracy
with
zero cu
stomer
complai
nts

Ensure
custom
ers get
timely
and acc
urate no
tificatio
ns

Upgrad
e autom
ated co
mmuni
cation
system

Upgrad
e notifi
cation
system
Integrat
e multi-
channel
alerts
Monito
r notific
ations
and
gather f
eedbac
k

IT Dep
artment
Custom
er
Service
Depart
ment

Aug 1 -
Dec 15,
2026

₱200,0
00
(system 
upgrade
, trainin
g, moni
toring)

95%
on-time
notifica
tions de
livered

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget

Perfor
mance I
ndicato
rs

Improv
e custo
mer
control
with pe
rsonaliz
ed
options

Enrich
customi
zation
and
UI/UX

Expand
customi
zation
features
Improv
e
UI/UX
design
Conduc
t user
testing
and
staff
training

IT Dep
artment
Marketi
ng Dep
artment

Aug 15
- Dec
31,
2026

₱150,0
00 (dev
elopme
nt, UX
design,
testing)

95% cu
stomiza
tion
features
implem
ented

Maintai
n intuiti
ve and
simple
online
orderin
g

Continu
ous usa
bility e
nhance
ments

Conduc
t quarte
rly usab
ility
tests Si
mplify
navigati
on Impl
ement o
ne-click
orderin
g and
collect f
eedbac
k

IT Dep
artment
Custom
er Expe
rience
Unit

Aug 1,
2026 -
Jul 31,
2027

₱200,0
00 (test
ing, UI 
improv
ements, 
feedbac
k analy
sis)

95% us
ability s
atisfacti
on

Speed
up and
streamli
ne
order pr
ocessin
g

Implem
ent AI-
based
routing
&amp; 
integrat
ion

Implem
ent AI
order
routing
Integrat
e POS
with
kitchen
display
s Train
staff
and
monitor
perform
ance

Operati
ons De
partme
nt IT D
epartme
nt
Kitchen
Operati
ons
Unit

Sep 1,
2026 -
Jul 31,
2027

₱250,0
00 (AI
tools, in
tegratio
n, traini
ng)

95% AI
-assiste
d order
routing
operati
onal

B.Service Quality of Selected Fast Casual Restaurants
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Respon
sivenes
s to Cus
tomer
Request
s

Improv
e staff a
ttentive
ness
and res
ponse
during
peaks

Optimi
ze work
force
and enh
ance pe
ak-hour
service

Analyz
e peak-
hour
staffing
needs
Adjust
shifts
with w
orkforc
e augm
entation
Train
staff on 
multitas
king
&amp;
queue 
manage
ment

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt

Aug 1 -
Nov 30,
2026

₱100,0
00 (staf
fing ana
lysis, tr
aining,
queue s
ystems)

95% pe
ak-hour
respons
iveness
system
implem
ented

Enhanc
e respo
nsivene
ss
across
digital
&amp; 
traditio
nal

Implem
ent inte
grated c
ustomer
respons
e mana
gement

Set up
inquiry
platfor
m Staff
commu
nication
training
Launch
24/7
chat
support

Custom
er
Service
Depart
ment IT
Depart
ment

Aug 15
- Dec
31,
2026

₱100,0
00 (plat
form
setup, tr
aining,
chat su
pport)

95% cu
stomer
inquiry
respons
e
system
operati
onal

Foster
proacti
ve cust
omer as
sistance

Continu
ous
training
and mo
tivation

Conduc
t
service
excelle
nce
training
Implem
ent
rewards
Evaluat
e staff e
ngagem
ent

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt

Sep 1 -
Dec 31,
2026

₱150,0
00 (trai
ning,
reward 
progra
m, eval
uations)

95%
staff en
gageme
nt initia
tive lau
nched

Improv
e order
process
ing
speed
and acc
uracy

Digitall
y integr
ate POS
and
kitchen
order
systems

Upgrad
e POS-
kitchen
integrat
ion
Train
on accu
racy Im
plement
verifica
tion
audits

Operati
ons De
partme
nt IT D
epartme
nt

Aug 1 -
Nov 30,
2026

₱150,0
00
(system 
upgrade
, trainin
g,
audits)

90% ac
curate
order pr
ocessin
g

Promot
e custo
mer-firs
t
service
attitude

Instituti
onalize
service
values
and rec
ognitio
n

Conduc
t
service
values
training
Implem
ent reco
gnition
Use fee
dback
for eval
uations

Human
Resour
ce Depa
rtment

Aug 1,
2026 -
Jul 31,
2027

₱150,0
00 (trai
ning, re
cogniti
on, feed
back sy
stems)

95% cu
stomer-
first
service
culture
instituti
onalize
d

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Improv
e compl
aint han
dling
and res
olution

Real-ti
me reso
lution
&amp; 
escalati
on
system
setup

Establis
h rapid 
respons
e unit
Train
staff on 
proble
m-solvi
ng Mon
itor res
olution
&amp; 
escalati
ons

Custom
er
Service
Depart
ment O
peratio
ns Depa
rtment

Aug 1 -
Jul 31,
2027

₱200,0
00 (unit
setup, tr
aining, 
trackin
g
system)

98% co
mplaint
s resolv
ed
within
24
hours

Ensure
reliable,
fast
service
deliver
y

Use
digital
monitor
ing and
AI-assi
sted tra
cking

Implem
ent
service
dashbo
ard
Train
rapid re
sponse
Monito
r and
reward
top perf
ormers

Operati
ons De
partme
nt IT D
epartme
nt Cust
omer
Service
Unit

Sep 1,
2026 -
Jul 31,
2027

₱300,0
00 (das
hboard, 
training
, AI
tools, re
wards)

95%
service
respons
iveness
monitor
ing imp
lemente
d

Reliabil
ity of
Service
Deliver
y

Enhanc
e time
manage
ment
and
kitchen
workflo
w effici
ency

Optimi
ze
process
workflo
w and r
eal-tim
e monit
oring

Conduc
t time-
motion
study I
mpleme
nt order
monitor
ing
system
Train
staff on
time eff
iciency
standar
ds

Operati
ons De
partme
nt
Kitchen
Operati
ons
Unit

Aug 1 -
Dec 31,
2026

₱100,0
00
(study,
system, 
training
)

95%
on-time
deliver
y monit
oring o
peratio
nal

Improv
e comm
unicatio
n of del
ivery co
mmitm
ents

Standar
dize
service
promise
and inte
grate tr
acking

Standar
dize co
mmuni
cation
scripts I
ntegrate
trackin
g
updates
Train
staff
and
gather f
eedbac
k

Custom
er
Service
Depart
ment O
peratio
ns Depa
rtment

Aug 15
- Dec
31,
2026

₱150,0
00 (co
mmuni
cation, t
raining, 
feedbac
k)

95%
service
promise
commu
nication
standar
d imple
mented
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Ensure
consiste
nt
service
during
peak
demand

Balance
worklo
ad and
optimiz
e
staffing

Analyz
e peak-
hour
patterns 
Implem
ent
flexible
staffing
Deploy
queue 
manage
ment
&amp;
train
staff

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt

Aug 1 -
Nov 30,
2026

₱100,0
00 (anal
ysis, sta
ffing,
queue
system)

95% pe
ak-hour
staffing
and
queue
manage
ment
active

Standar
dize
recipes
and
quality
control

Strengt
hen
quality
control
and
training

Develo
p stand
ard
recipes
Conduc
t
quality
audits
Train
kitchen
staff
and
monitor
supplier
quality

Kitchen
Operati
ons
Unit
Quality
Assura
nce De
partme
nt

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (stan
dards,
audits, t
raining)

100%
food
quality
control
system
in place

Implem
ent inte
grated
order v
erificati
on
systems

Upgrad
e POS
and im
plement
double-
verifica
tion

Upgrad
e POS/
kitchen
integrat
ion
Train
staff on
order ac
curacy
Conduc
t
regular
order
audits

IT Dep
artment
Operati
ons De
partme
nt

Aug 1,
2026 -
Dec 31,
2026

₱250,0
00
(system 
upgrade
, trainin
g,
audits)

95%
order v
erificati
on
system
operati
onal

Improv
e operat
ional sc
alabilit
y and w
orkforc
e flexib
ility

Implem
ent dyn
amic
staffing
and wor
kload b
alancin
g

Implem
ent
flexible
staffing
Develo
p surge
capacit
y plan
Train
staff for
multi-r
oles

Operati
ons De
partme
nt
Human
Resour
ce Depa
rtment

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (staf
fing
system, 
plannin
g, traini
ng)

95% dy
namic
staffing
and
surge
plan est
ablishe
d

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Use AI
and aut
omatio
n to ma
intain
order ac
curacy

Maintai
n advan
ced
order m
anagem
ent and
monitor
ing

Implem
ent AI
verifica
tion Int
egrate P
OS/kitc
hen
display
Train
staff on
precise
order h
andling

Operati
ons De
partme
nt
Human
Resour
ce Depa
rtment

Sep 1,
2026 -
Jul 31,
2027

₱200,0
00 (AI
tools,
system 
integrat
ion, trai
ning)

95% AI
-assiste
d order
accurac
y monit
oring fu
nctional

Empath
y

Improv
e staff p
atience
&amp; 
emotio
nal inte
lligence

Continu
ous beh
avioral
and em
otional
intellig
ence
training

Conduc
t EI and
custom
er handl
ing
training
Implem
ent
stress
manage
ment w
orkshop
s Role-
playing
and fee
dback
monitor
ing

Human
Resour
ce Depa
rtment
Custom
er
Service
Depart
ment

Aug 1 -
Dec 31,
2026

₱100,0
00 (trai
ning, w
orkshop
s, feedb
ack
system)

95%
staff em
pathy
training
and eva
luation
implem
ented

Establis
h struct
ured fee
dback
manage
ment
system

Digital
collecti
on,
staff tra
ining,
and res
olution

Implem
ent
digital f
eedbac
k tools 
Conduc
t month
ly feedb
ack
reviews
Train
staff
&amp;
monitor 
resoluti
on

Custom
er
Service
Depart
ment IT
Depart
ment

Aug 15
- Dec
31,
2026

₱100,0
00 (fee
dback s
ystems, 
training
, CRM 
integrat
ion)

90% fe
edback
respons
e
system
operati
onal

Recogn
ize
repeat c
ustomer
s and pr
eferenc
es

Integrat
e CRM
with
loyalty
systems

Develo
p custo
mer pre
ference
databas
e Integr
ate CR
M-loyal
ty Train
staff
and
monitor
satisfac
tion

Marketi
ng Dep
artment
IT Dep
artment
Custom
er Relat
ions
Unit

Aug 1 -
Dec 31,
2026

₱100,0
00
(CRM i
ntegrati
on, trai
ning, m
onitorin
g

95% C
RM-loy
alty int
egratio
n and
staff
trained
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Instituti
onalize 
appreci
ation
&amp; 
engage
ment pr
ograms

Campai
gns, rec
ognitio
n, and
manage
ment in
volvem
ent

Launch
appreci
ation ca
mpaign
s Imple
ment re
cogniti
on prog
rams C
onduct
manage
ment cu
stomer
walkthr
oughs

Top Ma
nageme
nt Mark
eting D
epartme
nt

Aug 1,
2026 -
Jul 31,
2027

₱150,0
00 (cam
paigns, 
recogni
tion,
events)

95% cu
stomer
appreci
ation pr
ograms
running

Reinfor
ce custo
mer-ce
ntric
culture

Regular
training
and
service
quality
monitor
ing.

Conduc
t
service
excelle
nce
training
Monito
r
service
quality
Recogn
ize outs
tanding
service

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (trai
ning, m
onitorin
g, recog
nition)

95% cu
stomer-
centric
culture
instituti
onalize
d

Foster
diversit
y and a
ccessibi
lity

Staff
training
and env
ironme
nt adapt
ation

Conduc
t inclusi
vity
training
Improv
e physi
cal acce
ssibility
Monito
r inclus
ivity
and
gather f
eedbac
k

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt Mark
eting D
epartme
nt

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (trai
ning,
facility 
improv
ements, 
monitor
ing

90% in
clusivit
y
training
complet
ed and f
eedbac
k
positive

Sustain
excelle
nt
service
and acc
essibilit
y

Speciali
zed faci
lities,
staff tra
ining, a
dvocac
y

Install
PWD-fr
iendly f
acilities
Train
staff on
special
needs
Regular
accessi
bility
audits
and part
nership
s

Operati
ons De
partme
nt
Human
Resour
ce Depa
rtment
Custom
er
Service
Unit

Aug 1,
2026 -
Jul 31,
2027

₱100,0
00 (faci
lities, tr
aining,
audits)

95% ac
cessibil
ity stan
dards c
omplia
nce ach
ieved

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Tangibl
es

Redesig
n space
for effic
ient cus
tomer
and
staff m
ovemen
t

Analyz
e flows
and test
layout r
edesign

Conduc
t space
&amp;
flow
analysis 
Redesig
n
dining
&amp;
service
layout
Pilot
test adj
ustment
s during
peak
hour

Operati
ons De
partme
nt Facil
ities M
anagem
ent Unit

Aug 1 -
Nov 15,
2026

₱250,0
00 (anal
ysis, re
design,
pilot
testing)

95%
layout
optimiz
ed and
congest
ion
reduced

Upgrad
e
interior
design
aligned
with cu
stomer
prefere
nces

Conduc
t
surveys
and im
prove e
nviron
mental
element
s

Conduc
t ambia
nce
surveys
Upgrad
e lighti
ng, vent
ilation,
sound I
mpleme
nt seaso
nal
theme

Marketi
ng Dep
artment
Operati
ons De
partme
nt

Aug 1,
2026 -
Jul 31,
2027

₱200,0
00
(survey, 
upgrade
s, them
atic
design)

95% a
mbianc
e upgra
ded
with
positive
feedbac
k

Enforce
uniform
policy
and gro
oming s
tandard
s

Standar
dize
and
monitor
appeara
nce

Standar
dize
uniform 
guideli
nes
Daily a
ppearan
ce
checks
Train
staff
&amp; 
recogni
ze best-
groome
d

Human
Resour
ce Depa
rtment
Operati
ons De
partme
nt

Aug 1 -
Dec 31,
2026

₱100,0
00 (unif
orms, tr
aining, 
recogni
tion)

100%
uniform
policy c
omplia
nce

Implem
ent sani
tation p
rotocols
and
monitor
complia
nce

Standar
dize cle
aning
and
conduct
regular
audits

Establis
h cleani
ng proc
edures
Hourly
sanitati
on
checks
Staff
training
and
weekly
audits

Operati
ons De
partme
nt
Quality
Assura
nce
Unit

Aug 1 -
Dec 31,
202

₱200,0
00 (clea
ning pr
otocols,
audits, t
raining)

100% s
anitatio
n proto
col adh
erence
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Upgrad
e and m
aintain
digital i
nfrastru
cture
and equ
ipment

Conduc
t
regular
mainten
ance
and
staff
training

Maintai
n
kiosks
&amp;
screens 
Upgrad
e equip
ment
Train
staff
and
monitor 
functio
nality

IT Dep
artment
Operati
ons De
partme
nt

Aug 1 -
Dec 31,
2026

₱200,0
00 (mai
ntenanc
e, upgra
des, trai
ning)

95%
digital
system
uptime
maintai
ned

Update
brandin
g and m
aintain
visual
appeal

Redesig
n and re
gularly
update
materia
ls

Redesig
n
menus
&amp; 
display
s
Update
promo 
materia
ls Train
staff on 
display
s

Marketi
ng Dep
artment
Creativ
e Team

Aug 1 -
Dec 31,
2026

₱250,0
00
(design, 
updates
, trainin
g)

100% b
randing
consiste
ncy mai
ntained

Implem
ent clea
nliness
manage
ment
and mo
nitoring

Real-ti
me mo
nitoring
and
staff ac
countab
ility

Implem
ent clea
nliness 
checkli
sts
Assign 
sanitati
on
leads. C
onduct
surprise
audits
&amp;
reward
staff

Operati
ons De
partme
nt
Quality
Assura
nce
Unit

Aug 1 -
Dec 31,
2026

₱100,0
00 (mo
nitoring
, person
nel,
audits, r
ewards)

95% cle
anliness
standar
ds main
tained

Handlin
g of Co
mplaint
s

Establis
h struct
ured po
st-resol
ution fo
llow-up
system

Automa
te mess
aging
&amp;
train
staff

Develo
p auto
mated f
ollow-u
p messa
ging
Create f
ollow-u
p timeli
ne
Train
staff;
monitor
complia
nce

Custom
er
Service
Depart
ment IT
Depart
ment

Aug 1 -
Nov 30,
2026

₱200,0
00 (aut
omatio
n, traini
ng, mo
nitoring
)

95% fol
low-up
system
operati
onal

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Digitize
and
clarify
complai
nt hand
ling
process

Publish
guideli
nes, int
egrate
multipl
e chann
els

Develo
p
process 
guideli
nes Inte
grate co
mplaint
system
in app/
website
Staff
training
&amp;
monitor
access

Custom
er
Service
Depart
ment IT
Depart
ment

Sep 1 -
Dec 31,
2026

₱100,0
00 (gui
delines,
digital 
platfor
m, train
ing)

95% ac
cessible
, standa
rdized c
omplai
nt
system

Implem
ent real
-time es
calation
and res
olution

Create
matrice
s and
issue tr
acking

Establis
h escala
tion
matrix
Train
staff pr
oblem-s
olving
Deploy
trackin
g dashb
oard;
monitor
turnaro
und

Operati
ons De
partme
nt Cust
omer
Service
Depart
ment

Aug 15
- Dec
31,
2026

₱100,0
00 (prot
ocols, tr
aining,
system 
deploy
ment)

95% re
al-time
issue es
calation
system
functio
nal

Integrat
e compl
aint
data in
manage
ment de
cision-
making

Build d
ashboar
ds
&amp;
train m
anagers

Develo
p analyt
ics dash
board 
Monthl
y trend
analysis 
Manage
r
training
&amp; 
quarterl
y
impact 
evaluati
on

Top Ma
nageme
nt IT D
epartme
nt
Quality
Assura
nce
Unit

Jan 1 -
Jul 31,
2027

₱100,0
00 (anal
ytics, tr
aining, 
evaluati
ons)

95% co
mplaint
analytic
s dashb
oard op
erationa
l

Promot
e custo
mer-ce
ntric
mindset
through
training

Behavi
oral
training
with rec
ognitio
n

Conduc
t
service
&amp;
conflict 
manage
ment
training 
Implem
ent reco
gnition 
progra
ms
Role
playing
and mo
nitoring

Human
Resour
ce Depa
rtment
Custom
er
Service
Depart
ment

Jan 1 -
Jul 31,
2027

₱100,0
00 (trai
ning, re
cogniti
on, mo
nitoring
)

95% cu
stomer-
centric
behavio
r reinfo
rced
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Maintai
n
digital
complai
nt mana
gement
and
staff
training

Real-ti
me mo
nitoring
and
audits

Launch 
real-tim
e compl
aint mo
nitoring
. Train 
commu
nication
&amp; 
resoluti
on Con
duct
audits
&amp;
reward
staff

Custom
er
Service
Depart
ment O
peratio
ns Depa
rtment

Jan 1 -
Jul 31,
2027

₱100,0
00 (syst
em, trai
ning,
audits)

95% eff
icient c
omplai
nt hand
ling
system
implem
ented

Develo
p listeni
ng
skills as
core co
mpeten
cy

Trainin
g, evalu
ation,
and rec
ognitio
n

Active l
istening
training
Custom
er inter
action e
valuatio
ns Reco
gnize e
xcellent
listener
s

Human
Resour
ce Depa
rtment
Custom
er
Service
Depart
ment

Jan 1 -
Jul 31,
2027

₱100,0
00 (trai
ning, ev
aluation
, recogn
ition)

90%
active li
stening
practice
instituti
onalize
d

Assura
nce

Strengt
hen
product
knowle
dge and
info dis
seminat
ion
systems

Staff tra
ining, st
andardi
zed
guides,
digital
menus

Conduc
t
product
knowle
dge
training
Develo
p menu
guides I
ntegrate
digital
visuals

Operati
ons De
partme
nt Mark
eting D
epartme
nt
Human
Resour
ce Depa
rtment

Aug 1 -
Oct 31,
2026

₱250,0
00 (trai
ning, m
aterials,
digital 
content
)

100%
staff
trained;
info acc
uracy
ensured

Enhanc
e food
safety
manage
ment
and faci
litate co
mplianc
e

Trainin
g,
audits,
equipm
ent upg
rades

Conduc
t food
safety c
ertificat
ion
training
Perfor
m
regular
hygiene
audits
Upgrad
e sanita
tion
systems

Quality
Assura
nce De
partme
nt Oper
ations
Depart
ment

Aug 1 -
Dec 31,
2026

₱200,0
00 (trai
ning,
audits, 
equipm
ent upg
rades)

100% c
omplia
nce
with
health s
tandard
s

Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Reinfor
ce excel
lent
service
culture

Trainin
g, beha
vior mo
nitoring
, recogn
ition

Conduc
t custo
mer
service
&amp; 
etiquett
e
training 
Implem
ent beh
avior ev
aluation 
Recogn
ize exe
mplary
staff

Human
Resour
ce Depa
rtment
Custom
er
Service
Depart
ment

Aug 1 -
Nov 30,
2026

₱100,0
00 (trai
ning, ev
aluation
, recogn
ition)

95%
staff be
havior
meets s
tandard
s

Maintai
n consi
stent
quality
and co
mmuni
cation

Trust ca
mpaign
s, feedb
ack mo
nitoring
, engag
ement.

Launch
brand
trust ca
mpaign
s Monit
or
reviews
and fee
dback
Conduc
t engag
ement p
rogram
s

Marketi
ng Dep
artment
Top Ma
nageme
nt

Aug 1 -
Dec 31,
2026

₱100,0
00 (cam
paigns, 
monitor
ing, eng
agemen
t)

95%
positive
brand p
erceptio
n

Maintai
n effici
ent,
secure t
ransacti
on
systems

Staff tra
ining,
system
upgrade
s,
security
monitor
ing

Train
digital
paymen
t protoc
ols Upg
rade pa
yment
systems
Conduc
t audits
and
fraud pr
eventio
n

Finance
Depart
ment IT
Depart
ment

Aug 1 -
Dec 31,
2026

₱100,0
00 (trai
ning,
system 
upgrade
, audits)

95% tra
nsactio
n accur
acy and
zero
fraud
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Key
Result
Areas

Objecti
ve

Strateg
y

Activiti
es

Depart
ment R
esponsi
ble

Time
Frame

Budget
Success
Indicat
ors

Continu
ous lear
ning pr
ograms
to main
tain
service
quality

Regular
training
, compe
tency as
sessme
nts,
career d
evelop
ment

Conduc
t
regular
skills
training
and cert
ificatio
n Imple
ment co
mpeten
cy asses
sment p
rogram
s
Provide
career d
evelop
ment o
pportun
ities M
onitor
staff pe
rforman
ce eval
uations
Recogn
ize high
-perfor
ming e
mploye
es

Human
Resour
ce Depa
rtment

Aug 1 -
Dec 31,
2026

₱250,0
00 (trai
ning, as
sessme
nt, reco
gnition)

95%
staff co
mpeten
cy main
tained

Maintai
n
secure,
reliable
transact
ion
systems

Advanc
ed
security
systems
, audits,
custom
er com
municat
ion.

Implem
ent pay
ment
security
systems
Conduc
t
security
audits
Train
staff
and co
mmuni
cate
safety
measur
es

IT Dep
artment
Finance
Depart
ment O
peratio
ns Depa
rtment

Aug 1 -
Dec 31,
2026

₱200,0
00 (sec
urity sy
stems,
audits, t
raining)

100% c
ustomer
safety s
atisfacti
on

Prepared by: Ryan A.Tapiador, MBA©
PERMISSIONTO CONDUCT SURVEY

SURVEY QUESTIONNAIRE

Date: ______________

Dear Respondents,

This questionnaire seeks to solicit your opinion and

judgement on the "DIGITAL INNOVATION AND SERVICE

QUALITY OF SELECTED FAST CASUAL RESTAURANTS

IN METRO MANILA: BASIS FOR COMPETITIVE

ADVANTAGE PALN". The information gathered in this

survey will be used as baseline information to determine the

operations of selected Shakey's Pizza Restaurant, Kenny Rogers

Roasters, Tokyo Tokyo Restautant, Yellow Cab Pizza Co., and

BonChon Chicken and identify challenges that need to be

addressed for the purpose of coming up with a "INPUTS TO

EXPANSION PLAN". Rest assured that your responses will be

treated with the utmost confidentiality and will only be used for

the purpose of this study.

Sincerely yours,

RYAN TAPIADOR

Researcher

SURVEY QUESTIONNAIRE

DIGITAL INNOVATION AND SERBVICE QUALITY

OF SELECTED FAST CASUAL RESTAURANTS IN

METRO MANILA: BASIS FOR COMPETITIVE

ADVANTAGE PLAN

SURVEY QUESTIONAIRE

Direction: Please put a check () in the space provided in

each question that best fits your answer.

PART 1. DEMOGRAPHIC PROFILE

Name: ___________________________________________

_______________

(Optional)

Fast Casual Restaurant

_____ Shakey's Pizza Restaurant

_____ Kenny Rogers Roasters

_____ Tokyo Tokyo Restaurant

_____ Yellow Cab Pizza Co.

_____ Bonchon Chicken

Job Type

_____ Restaurant Manager

_____ Staff

_____ Customer

Age

_____ 51 years old and above _____ 41-50 years old

_____ 31-40 years old

_____ 21-30 years old

_____ 20 years old and below

Sex

_____ Male

_____ Female

Civil Status

_____ Single

_____ Married

_____ Widow/er

Educational Attainment
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_____ Doctoral Degree

_____ With Doctoral Units

_____ Master's Degree

_____ With Master's Units

_____ Bachelor Degree

_____ Undergraduate

PART II. DIGITAL INNOVATIONOFSELECTED

FAST CASUAL RESTAURANT IN

METRO MANILA

Direction:Kindly put a check mark () on the number which

accurately corresponds to your assessment of the level of

impact of the following indicators:

Option Range Verbal Interpretation Symbol

5 4.20 - 5.0 Highly Evident HE

4 3.40 - 4.19 Evident E

3 2.60 - 3.39 Moderately Evident ME

2 1.80 - 2.59 Least Evident LE

1 1.00 - 1.79 Very Least Evident VLE

ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant's
online
ordering
system is
easy to
navigate
and user-fr
iendly.

Customers
can easily
customize
their orders
(e.g., add/r
emove ingr
edients,
choose
sizes).

The online
ordering
system
provides
accurate
and
updated
menu infor
mation.

The system
allows
customers
to track
their orders
in real
time.

ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant's
online
platform is
reliable
and rarely
experience
s technical
issues.

Customers
receive
timely noti
fications
and confir
mations for
their online
orders.

The online
ordering
process
reduces
waiting
time and
enhances
customer c
onvenience
.

MOBILE
APPLICA
TION FEA
TURES

HE (5) E (4) ME (3) LE (2) VLE (1)

The mobile
app
provides a
smooth
and
intuitive
user
experience.

Customers
can easily
access
promotions
and
discounts
through the
app.

The app
allows for
quick
reordering
of previous
meals.

Push notifi
cations
effectively
inform
customers
about new
products or
offers.
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ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

The mobile
app
integrates
features
like GPS
location
for nearby
branches.

The app's
interface
design is
visually
appealing
and
reflects the
restaurant's
brand.

The mobile
application
loads
quickly
and
performs
well across
different
devices.

INTEGRA
TION
WITH THI
RD-PART
Y DELIVE
RY PLAT
FORMS

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant
partners
with
reliable
third-party
delivery
services
(e.g.,
GrabFood,
Foodpanda
).

Orders
placed
through
third-party
platforms
are
processed
accurately
and
promptly.

The menu
items
displayed
on delivery
apps are
consistent
with
in-store
offerings.

ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

Delivery
tracking
via
third-party
platforms
is accurate
and
up-to-date

The
restaurant
maintains
strong coor
dination
with
third-party
delivery
riders.

Customer
complaints
from
third-party
platforms
are
addressed
efficiently.

The
restaurant
gains
greater
market
reach
through its
third-party
delivery pa
rtnerships.

DATA AN
ALYTICS
USAGE

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant
uses
customer
data to
understand
dining pref
erences
and
behavior.

Data
analytics
help the
restaurant
optimize
menu
offerings
and pricing
strategies.

Sales data
are
regularly
analyzed to
improve
operational
performan
ce.
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ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant
uses
analytics to
forecast
demand
and
manage
inventory
effectively.

Marketing
decisions
are
supported
by insights
drawn
from
customer
data.

The
restaurant
uses data
analytics to
measure
customer
satisfaction
and
loyalty.

Manageme
nt uses
data-driven
insights to
enhance
business d
ecision-ma
king

CONTAC
TLESS PA
YMENT S
OLUTION
S

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant
offers
multiple
contactless
payment
options
(e.g.,
GCash,
PayMaya,
cards).

The
contactless
payment
process is
fast and
efficient.

Customers
feel secure
using
digital
payment
methods in
the
restaurant.

ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

Contactles
s payments
help
reduce
transaction
errors.

The
restaurant
staff are kn
owledgeab
le in
assisting
with
contactless
transaction
s.

Payment
terminals
and QR
codes are
easily
accessible
to
customers.

Contactles
s payment
improves
the overall
convenienc
e of dining
or
ordering.

LOYALT
Y PROGR
AM AUT
OMATIO
N

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant's
loyalty
program is
fully
integrated
into its
digital
platforms.

Customers
can easily
track
points and
rewards
through the
app or
website.

The loyalty
program
offers pers
onalized
rewards
based on
purchase
history.
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ONLINE
ORDERIN
G
SYSTEM

HE (5) E (4) ME (3) LE (2) VLE (1)

Automated
notificatio
ns remind
customers
about their
reward
status or
expiry

The digital
loyalty
system
encourages
repeat
purchases.

Registratio
n and parti
cipation in
the loyalty
program
are quick
and
simple.

The loyalty
program
effectively
enhances
customer e
ngagement
and
retention.

PART III.SERVICE QUALITY OFSELECTED FAST

CASUAL RESTAURANT IN

METRO MANILA

Direction:Kindly put a check mark () on the number which

accurately corresponds to your assessment of the level of

impact of the following indicators:

Option Range Verbal Interpretation Symbol

5 4.20 - 5.0 Excellent E

4 3.40 - 4.19 Very Satisfactory VS

3 2.60 - 3.39 Moderately Evident S

2 1.80 - 2.59 Fair F

1.00 - 1.79 Poor P

RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Staff
promptly
attend to
customer
needs and
inquiries.

RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Orders and
special
requests
are
handled
without un
necessary
delay.

Employees
demonstrat
e
willingness
to help
customers
at all
times.

The
restaurant
provides
timely
responses
to online
or phone
inquiries.

Service
personnel
remain
attentive
even
during
peak
hours.

The
restaurant
offers
quick
solutions
when
customers
have issues
or
concerns

The staff
are
proactive
in offering
assistance
or
additional
services.

RELIABIL
ITY OF
SERVICE
DELIVER
Y

E (5) VS (4) S (3) F (2) P (1)

The
restaurant
consistentl
y delivers
orders
accurately.
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RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Customers
receive
their meals
within the
promised
time
frame.

The
restaurant
maintains
consistenc
y in food
quality and
taste.

Service per
formance
is
dependable
regardless
of
customer
volume.

Online and
dine-in
orders are
processed
with
minimal
errors.

Customers
can rely on
the
restaurant
to deliver
what it
promises.

The
restaurant
provides
consistent
operating
hours and
availability
.

TANGIBL
ES

E (5) VS (4) S (3) F (2) P (1)

The
restaurant
maintains a
clean and
orderly
dining
area.

Tables,
chairs, and
utensils are
well-maint
ained and
hygienic.

The staff's
uniforms
are neat
and present
able.

RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

The
restaurant's
digital
facilities
(e.g.,
self-order
kiosks,
screens)
are
functional
and
modern.

The overall
ambiance
of the
restaurant
is pleasant
and comfor
table.

The
restaurant's
layout
allows for
easy
movement
of
customers
and staff.

Printed and
digital
materials
(e.g.,
menus,
displays)
are
visually
appealing
and
updated.

ASSURA
NCE

E (5) VS (4) S (3) F (2) P (1)

Staff demo
nstrate
confidence
and compe
tence in
performing
their
duties.

Employees
provide
clear and
accurate in
formation
about
menu
items.

Customers
feel safe
when
making tra
nsactions
within the
restaurant.
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RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Staff
handle
payments
and digital
transaction
s professio
nally.

The
restaurant
enforces
proper
hygiene
and food
safety
standards.

Employees
display
courteous
and
respectful
behavior at
all times.

Customers
trust the
restaurant's
brand and
service
quality.

EMPATH
Y

E (5) VS (4) S (3) F (2) P (1)

Staff show
genuine
care and
attention
toward
customers'
needs.

The
restaurant
provides
special acc
ommodatio
ns for
customers
with
specific
needs (e.g.,
elderly,
PWDs).

Employees
take time
to listen to
customer
feedback
and sugges
tions.

The
restaurant
values
regular
customers
and
remembers
their prefer
ences.

RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Service
personnel
display
patience
when
dealing
with
customer
concerns.

Manageme
nt ensures
that
customers
feel valued
and apprec
iated.

The
restaurant
promotes a
welcoming
and
inclusive a
tmosphere.

HANDLIN
G OF CO
MPLAINT
S

E (5) VS (4) S (3) F (2) P (1)

Customer
complaints
are
addressed
quickly
and profess
ionally.

Staff listen
carefully to
customer
grievances
before
providing a
solution.

The
restaurant
has a clear
and
accessible
complaint
resolution
process.

Corrective
actions are
taken imm
ediately
when
service
lapses
occur.

Customers
receive
feedback
or
follow-up
after filing
a
complaint.
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RESPONS
IVENESS
TO CUST
OMER RE
QUESTS

E (5) VS (4) S (3) F (2) P (1)

Manageme
nt uses
customer
complaints
to improve
future
service
delivery.

The
restaurant
maintains a
positive
attitude
when
resolving
conflicts.

Part IV:PROBLEMS ENCOUNTERED RELATIVE TO

THE DIGITAL INNOVATION AND SERBVICE

QUALITY OF SELECTED FAST CASUAL

RESTAURANT IN METRO MANILA

Direction:Kindly put a check mark () on the number which

accurately corresponds to your assessment of the level of

impact of the following indicators:

OptionRangeInterpretationSymbol

5 4.20 - 5.00 Highly Encountered HE

4 3.40- 4.19Encountered E

2.60 - 3.39 Moderately Encountered ME

2 1.80 - 2.59 Lease Encountered LE

1 1.00 - 1.79 Very Least Encountered VLE

Areas of
Concern

HE (5) E (4) ME (3) LE (2) VLE (1)

Frequent
system
glitches
make
ordering in
convenient
.

The app
lacks user-
friendly
features for
easy
navigation.

Delays
occur
when
processing
orders
through
delivery
partners.

Areas of
Concern

HE (5) E (4) ME (3) LE (2) VLE (1)

The
restaurant
does not
fully
utilize
customer
data for im
provement.

Some
digital
payment
options are
not consist
ently
available.

The
rewards
system
often fails
to update
or record
points
correctly.

Staff are
sometimes
slow to
respond to
customer
inquiries or
needs.

Orders are
occasionall
y
inaccurate
or incompl
ete.

Dining
areas and
facilities
are not con
sistently w
ell-maintai
ned.

Some staff
lack
confidence
and
knowledge
when
addressing
customer
concerns.

Employees
rarely
show
genuine
concern for
customer s
atisfaction.

Customer
complaints
are not
always
resolved in
a timely
and satisfa
ctory
manner.
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PartV:ACCEPTABILITY OF THE PROPOSED

COMPETITIVE ADVANTAGE PLAN

Direction:Kindly put a check mark () on the number which

accurately corresponds to your assessment of the level of

impact of the following indicators:

OptionRangeInterpretationSymbol

5 4.20 - 5.00 Highly Acceptable HA

4 3.40- 4.19Acceptable A

2.60 - 3.39 Moderately Acceptable MA

2 1.80 - 2.59 Lease Acceptable LA

1 1.00 - 1.79 Very Least Acceptable VLA

Areas of
Concern

HA (5) A (4) MA (3) LA (2) VLA (1)

The
proposed
plan is
aligned
with the
restaurant's
vision,
mission,
and
strategic
goals.

The plan is
feasible
and
practical to
implement
given the
restaurant's
available
resources.

The
proposed
strategies
can
effectively
strengthen
the
restaurant's
market
position.

The plan is
financially
viable and
expected to
yield
positive
business
outcomes.

The
proposed
initiatives
are
acceptable
to both ma
nagement
and
employees.

Areas of
Concern

HA (5) A (4) MA (3) LA (2) VLA (1)

The plan is
responsive
to
customer
needs and
current
industry
trends.


