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ABSTRACT 

The main objective of this research was to analyze the socio-demographic characteristics of the 

respondents including age, sex, civil status, educational attainment, position, accommodation 

classifications, and years in business. Another aim was to assess the satisfaction levels of accredited 

accommodation establishments in Puerto Princesa City with the implementation of the Business One Stop 

Shop program by the city government, specifically focusing on pre-registration, assessment and payment, 

and release of business permits. Additionally, the study aimed to identify the challenges encountered by 

the respondents in the operation of the Business One Stop Shop program and to establish if there is a 

significant correlation between the socio-demographic profile of the respondents and their satisfaction 

level with the program, as well as the problems encountered. 

The research employed a descriptive research design and utilized a survey questionnaire to collect data 

from participants selected through a stratified random sampling method. The hypotheses were tested using 

Pearson correlation at significance levels of .05 and .01, providing valuable insights into the perceptions 

and satisfaction of accommodation establishments regarding the Business One Stop Shop program in 

Puerto Princesa. 

The study of respondent’s demographics revealed that most respondents are single, females, aged 30-36 

with a college degree, and holding managerial positions in the mabuhay accommodations industry. They 

showed satisfaction with the Business One Stop Shop program, particularly in pre-registration, assessment 

and payment, and the release of business permits. While there were differing opinions on encountered 

problems, overall satisfaction ratings for the program remain satisfactory, contradicting the common 

perception of dissatisfaction. 

The analysis also found a significant correlation between respondents’ demographics and their satisfaction 

levels, as well as a relationship between their positions and premise problems in the program's operation 

by the city government of Puerto Princesa. 

 

CHAPTER 1 

INTRODUCTION 

Background of the Study 

One-stop-shops (OSSs) have been a longstanding approach to public service delivery, but they have gained  
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renewed popularity as governments seek to streamline and improve the efficiency of their services. In 

response to public complaints about the fragmentation and complexity of accessing various government 

services, one-stop-shops have emerged as a solution to provide a centralized and convenient point of 

access for citizens. By consolidating multiple services under one roof, OSSs aim to simplify the process 

for individuals and businesses to interact with the government, ultimately enhancing the overall customer 

experience. This approach not only benefits the public by saving time and reducing frustration, but it also 

allows governments to optimize resource allocation and improve service delivery. As governments 

continue to prioritize citizen-centric service delivery, one-stop-shops are likely to remain a key strategy in 

addressing the challenges of fragmented public services (Askim et al., 2011). 

In addition, according to (Fredriksson, 2020) one-stop shops have become a key component of New Public 

Management, aimed at enhancing the delivery of government services to the public. By adopting a 

customer-centric approach inspired by successful private sector models, government entities seek to 

improve citizen satisfaction and accessibility to essential services. The implementation of one-stop shops 

is designed to facilitate easy access to necessary services, thereby fostering a sense of convenience and 

efficiency for citizens. Ultimately, this streamlined process is intended to promote greater compliance with 

government regulations, as individuals find it easier to fulfill their obligations through the one-stop shop 

framework. 

Moreover, in the Philippine context the Republic Act No. 11032, also known as RA 11032, was enacted 

in May 2018 with the aim of enhancing the Ease of Doing Business and Efficient Government Services 

Delivery Act of 2018. This legislation builds upon the Anti-Red Tape Act of 2007, Republic Act No. 9485, 

by requiring local government units and the Bureau of Fire Protection (BFP) to streamline their processes. 

The Anti-Red Tape Authority (ARTA) was given the authority to propose policies, procedures, and systems 

to enhance regulatory management and provide technical support for the evaluation of existing procedures. 

The Implementing Rules and Regulations (IRR) of Republic Act No. 11032 mandates ARTA, in 

collaboration with relevant government departments, to issue a Joint Memorandum Circular (JMC) to 

further implement the streamlining requirement for Local Government Units (LGUs) under Section 11 of 

RA 11032. This includes the use of a unified form, the organization of Business One-Stop Shops (BOSS), 

automation of business permitting and licensing systems, integration of barangay clearances, and the 

provision of software for computerization. 

The Anti-Red Tape Authority (ARTA) has called upon all Local Government Units (LGUs) to diligently 

execute their Business One-Stop Shops (BOSS) for business registration and license renewals. Non-

compliance with the stipulations outlined in Republic Act 11032 may result in auditing and potential 

investigation. The ARTA also expects BOSS to provide a singular platform for submission, a streamlined 

three-step process, a transparent Citizen’s Charter, and an application processing system not exceeding 

three days. Failure to comply may result in a Notice of Deficiencies and formal investigation. 

On the other hand, according to the Ordinance No. 408 also known as “an ordinance institutionalizing the 

business one stop shop program of the city government of Puerto Princesa and appropriating funds therefor 

and for other purposes” Puerto Princesa is committed to achieving financial self-sufficiency and promoting 

a business-friendly environment. It aims to implement efficient procedures for revenue generation and the 

issuance of permits and licenses to support the business community and attract new ventures, ultimately 

leading to increased employment opportunities and economic growth. 

The diligent efforts of the concerned departments and personnel of the City Government in fulfilling 

supplementary responsibilities alongside their regular duties have significantly enhanced the quality of 
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services provided and the revenue generated. This initiative has achieved commendable accomplishments 

in fulfilling its objectives. 

Furthermore, it is imperative to conduct a comprehensive study in order to identify potential areas for 

future innovation aimed at enhancing the delivery of services to the general public. Such an in-depth 

analysis will effectively highlight the advantages and disadvantages of the program, thus serving as a 

valuable reference for the development of the Business One-Stop Shop. 

In conclusion, the implementation of the Business One-Stop Shop (BOSS) program is crucial for 

streamlining processes, enhancing efficiency, and promoting economic growth in local government units. 

Compliance with relevant legislation and the commitment to providing quality services are essential for 

achieving these objectives. 

 

Statement of the Problem 

This study aimed to determine the level of clients’ satisfaction on the Business One Stop Shop (BOSS) 

program of the city government of Puerto Princesa among accommodation establishments. Specially, it 

sought to answer the following questions: 

1. What is the socio-demographic profile of the respondents in terms of; 

1.1.Age; 

1.2.Sex; 

1.3.Civil status; 

1.4.Educational attainment; 

1.5.Position; 

1.6.Accommodation classification; and 

1.7.Years in business? 

2. What is the level of clients’ satisfaction on Business One Stop Shop program (BOSS) of the city 

government of Puerto Princesa among accommodation establishments in applying and renewing 

business permits in terms of: 

2.1.Pre-registrations; 

2.2.Assessment and Payments; and 

2.3.Release of Business Permits? 

3. What are the problems encountered by the respondents in the operation of Business One Stop Shop 

(BOSS) of the city government? 

4. Is there a significant relationship between the socio-demographic profile of the respondents and the 

level of satisfaction on the Business One Stop Shop (BOSS) of the city government? 

5. Is there a significant relationship between the socio-demographic profile of the respondents and the 

problems encountered in the operation of Business One Stop Shop (BOSS) of city government? 

 

Objectives of the Study 

Generally, this study aimed to determine the level of clients’ satisfaction on the Business One Stop Shop 

(BOSS) program of the city government of Puerto Princesa among accommodation establishments. 

Specifically, the study aimed: 

1. To determine the socio-demographic profile of the respondents in terms of: 

1.1 Age; 

1.2 Sex; 
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1.3 Civil Status; 

1.4 Educational attainment; 

1.5 Position; 

1.6 Accommodation classification; and 

1.7 Years in business. 

2. To determine the level of clients’ satisfaction on Business One Stop Shop program (BOSS) of the city 

government of Puerto Princesa among accommodation establishments in applying and renewing 

business permits in terms of; 

2.1 Pre-registration; 

2.2 Assessment and Payments; and 

2.3 Payment and Release of Business Permits. 

3. To identify the problems encountered by the respondents in the operation of Business One Stop Shop 

(BOSS) of the city government; 

4. To determine if there is a significant relationship between the socio-demographic profile of the 

respondents and the level of satisfaction on the Business One Stop Shop (BOSS) program of the city 

government; and 

5. To determine if there is a significant relationship between the socio-demographic profile of the 

respondents and the problems encountered in the operation of Business One Stop Shop (BOSS) 

program of the city government. 

 

Significance of the Study 

This study provides contribution to the existing literature of the Business One Stop Shop (BOSS) in the 

Philippines. Hence, contributing to the following: 

To the City Government of Puerto Princesa. This study will provide valuable insights for the city 

government of Puerto Princesa, particularly in understanding the perspectives of their clients towards the 

Business One Stop Shop (BOSS) program. The feedback obtained will enable the city government to 

gauge the satisfaction levels of their constituents with the services offered through the BOSS program. 

This assessment will in turn indicate the effectiveness of the program in achieving its intended purpose of 

streamlining the application and renewal processes for business permits. 

To the Clients’ (Accommodation Owners). This study aims to effectively convey the viewpoints and 

suggestions of accommodation owners to the city government in relation to the Business One Stop Shop 

(BOSS) program. The objective is for this study to prompt the city government to proactively strive for 

the enhancement and advancement of the BOSS program, ultimately resulting in benefits for the clients. 

To the future investors. This study aims to offer in-depth insights into the strategies and mechanisms 

employed by the city government of Puerto Princesa to safeguard and promote the interests of potential 

investors. By examining the policies, initiatives, and support systems in place, the research will shed light 

on the city's commitment to creating a conducive environment for investment. Through a thorough 

analysis of the regulatory framework, investment incentives, and business support services, this study 

seeks to uncover the ways in which the city government fosters a pro-business climate. 

Additionally, by exploring the experiences and perspectives of current investors, the research aims to 

highlight the effectiveness of the city's efforts in attracting and retaining investment. 

Ultimately, this study endeavors to provide valuable insights that can inform decision-making and policy 

development, contributing to the sustainable economic growth and development of Puerto Princesa City. 

https://www.ijfmr.com/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250136100 Volume 7, Issue 1, January-February 2025 5 

 

To the future researchers. The study can serve as a valuable point of reference for other researchers 

conducting similar study. 

The findings of this study will yield valuable data that can be effectively utilized in related research 

endeavors. The results will offer insights and information that can contribute to the advancement of 

knowledge in the relevant field. 

To the general public. The research findings are expected to offer valuable perspectives not only to 

academics but also to professionals, and policymakers involved in accommodation businesses related 

initiatives. The insights derived from the study could potentially influence decision-making processes and 

strategic planning within the business community. 

 

Hypotheses of the Study 

Ho1.  There is no significant relationship between the socio-demographic profile of the respondents and 

the level of satisfaction on the Business One Stop Shop (BOSS) program of the city government of Puerto 

Princesa. 

Ho2.  There is no significant relationship between the socio-demographic profile of the respondents and 

the problems encountered in the operation of Business One Stop Shop (BOSS) program of the city 

government of Puerto Princesa. 

 

Scope and limitation of the Study 

The research was focused on the 79 Department of Tourism accredited accommodation establishments in 

Puerto Princesa and was conducted during the 2nd quarter of 2024. 

Moreover, the study documented the challenges faced by their accommodation sector clients and their 

satisfaction with the city government's business one-stop shop program. 

The scope of the respondents was limited to the 79 accredited accommodation establishments of Puerto 

Princesa, specifically, resorts, hotels and mabuhay accommodations (tourist inns, Pension houses, motels, 

bed and breakfast, vacation homes, hostels, and other similar accommodation establishments). 

Furthermore, the actual respondents have included the following individuals; owners, managers, 

supervisors, secretaries, or specifically the individuals responsible for processing the business permits of 

the accommodation establishment. 

Certainly, there is potential to broaden the scope in future research endeavors. This presents an opportunity 

for further exploration and progress in the field. This expansion could lead to valuable advancements and 

contribute to the overall development of the subject matter. 

 

CHAPTER II 

REVIEW OF RELATED LITERATURE 

This chapter provides an overview of relevant literature and previous studies, as well as the hypothesis of 

the study. Additionally, it includes the theoretical framework and conceptual framework that will guide 

the research. 

 

Satisfaction 

Satisfaction is a psychological state experienced when an individual's needs or desires are fulfilled. It is 

the result of meeting or exceeding one's expectations. As described by Kotler & Keller (2004), satisfaction 

is the emotional response, whether positive or negative, that arises from comparing perceived performance 
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with initial expectations. Similarly, Oliver (1977), views satisfaction as the perception of achieving a 

pleasurable service experience. When individuals believe that a service meets their standards, they 

experience satisfaction; conversely, if the service falls short of their expectations, they experience 

dissatisfaction. 

Satisfaction is a multifaceted concept that holds various meanings and has diverse applications. It is 

utilized in disciplines such as sociology, economics, religion, law, psychology, urban and regional 

planning, marketing, music, and entertainment, showcasing its widespread relevance. Conceptually, 

satisfaction is generally subjective and laden with values, as it is based on individual standards, including 

expectations, cherished values, and beliefs, as evident from literature on the topic (Sirgy, 2012). 

Oliver (1997) discussed the concept of satisfaction, focusing primarily on consumer satisfaction. They 

define satisfaction as a judgment of the pleasurable level of consumption-related fulfillment, 

encompassing both under-fulfillment and over-fulfillment. This definition emphasizes the subjective 

nature of satisfaction, as it can vary from person to person. Additionally, Rai (2013) views satisfaction as 

the gratification, pleasure, or fulfillment of desires. According to Rai, satisfaction can be understood as 

either an emotional or cognitive experience, and its assessment is based on the comparison between what 

is received and what was expected. In essence, satisfaction is deeply rooted in the fulfillment of needs and 

wants, and its interpretation can differ based on individual perspectives. 

Moreover, satisfaction is influenced by both psychological and physical variables, and is considered a 

latent construct that can only be estimated through indicators (Geise et al., 2000). This suggests that 

satisfaction has both causes (determinants) and consequences. As noted, the concept of satisfaction does 

not have a single universal meaning, and its determinants are diverse. Satisfaction can be based on 

individual or group standards and the extent to which these standards are met, or it can be related to one's 

state of mind or attitude, which can significantly impact an individual's thought patterns (Fisher., 2000). 

It can also be conceptualized as stepping away from an experience and evaluating it. Satisfaction can 

manifest in various contexts, such as the accomplishment of life goals, outstanding performance, job 

satisfaction, basic bodily functions, and more. Ultimately, satisfaction represents a state of happiness, 

contentment, or fulfillment; therefore, it is possible for an individual to lack satisfaction and experience 

negative feelings such as discontent, boredom, or sadness, leading to a state of dissatisfaction. 

Furthermore, the level of satisfaction experienced by individuals can be significantly influenced by a 

variety of factors, including environmental, socio-cultural, psychological, and personal characteristics. 

The specific determinants of satisfaction are heavily influenced by the type of satisfaction being 

considered and the individual's subjective judgment. Research by Rai (2013), suggests that an individual 

or group's knowledge base, worldview, perception, and environmental factors play a crucial role in either 

facilitating or inhibiting satisfaction in various situations. It is evident that personality traits, belief 

systems, and the surrounding environment all contribute to shaping an individual's level of satisfaction. 

 

Customer Satisfaction 

According to Hill et al, (2007), customer satisfaction is undeniably a critical factor in the success of any 

business. It encompasses the overall evaluation of a customer's experience with a product or service over 

time, as well as their expectations regarding the facilitation of goods and services by the company. It is 

essential for companies to gather actionable information on how to enhance customer satisfaction, as this 

directly impacts customer retention and product repurchase. Maximizing customer satisfaction involves 

not only selling products or services, but also providing comprehensive information and documentation 
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to ensure that customers are fully informed before making a purchase. For example, when purchasing a 

car, customers expect to have a thorough understanding of its specifications, condition, and any potential 

issues, in order to avoid post-purchase disappointment. Failing to meet these expectations can result in 

customer dissatisfaction and complaints. Ultimately, customer satisfaction serves as a barometer for 

predicting future customer behavior, making it a crucial aspect of a business strategy. Therefore, it is 

imperative for companies to prioritize customer satisfaction as a means to drive success and longevity in 

the marketplace. 

In order to meet or exceed customer satisfaction, it is crucial for organizations to focus on the product and 

its features, functions, reliability, sales activity, and customer support. Satisfied customers not only tend 

to make repeat purchases, but also act as advocates for the brand, sharing their positive experiences with 

potential customers (Hague et al., 2016). The value of retaining a customer is significantly higher than 

acquiring a new one, emphasizing the importance of maintaining strong relationships with existing clients. 

Providing high-quality goods and services in the 21st century is not only about satisfying customers, but 

also about establishing a secure market position, benefiting customers by offering qualitative products 

(Rebekah et al., 2004). 

Customers seek value in the overall service, necessitating internal collaboration among departments 

responsible for different elements of the offering, including the core product (goods or services), product 

documentation, and more. From a profitability and productivity standpoint, it is essential to focus on 

activities that add value for customers. This requires a deep understanding of customers' needs and 

preferences, as well as building trust to facilitate effective feedback collection. Developing customer-

oriented products or services hinges on this understanding and trust (Hill et al., 2007). 

Moreover, prioritizing the product and its associated aspects, as well as understanding and meeting 

customer needs, is essential for achieving and maintaining customer satisfaction. This approach not only 

leads to repeat business and positive word-of-mouth marketing, but also contributes to the organization's 

long-term success in the marketplace. 

Customer satisfaction is a dynamic and relative concept that is crucial for the success of any business. 

Adopting a customer-centric approach is essential for companies to continuously improve satisfaction and 

retain their customer base. Conversely, failure to prioritize customer satisfaction may result in the loss of 

corporate customers to competitors who excel in this area. It is important to note that customer 

expectations play a significant role in shaping satisfaction levels, and factors such as service quality, 

product quality, and value for money directly impact customer satisfaction. 

Furthermore, employee satisfaction is equally vital as it ultimately contributes to the overall customer 

satisfaction. Satisfied employees can have a positive influence on customer interactions, thereby 

enhancing the level of customer satisfaction. It is essential for companies to recognize that satisfaction is 

a dynamic and evolving target, influenced by various factors. Particularly in cases where product usage or 

service experience occurs over time, satisfaction levels may vary at different stages of the customer 

journey. 

Customer satisfaction is also influenced by specific product or service features, as well as perceptions of 

quality. Emotional responses and perceptions of equity also play a significant role in shaping customer 

satisfaction. The benefits of increased customer satisfaction are substantial, including improved customer 

loyalty, prolonged customer life cycle, extended merchandise life, and positive word-of-mouth 

communication. 
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When customers are satisfied with a company's products or services, they are more likely to make frequent 

purchases and recommend the company to potential customers. It is evident that neglecting the needs of 

customers can hinder the growth of a business organization. Therefore, prioritizing and continuously 

improving customer satisfaction is imperative for long-term success and sustainability in the competitive 

business landscape. (Lovelock et al., 2007.) 

 

Measuring Customer Satisfaction 

Measuring customer satisfaction is a critical aspect of business performance and is often included in the 

balanced scorecard. The primary objective of measuring customer satisfaction is to enable timely decision-

making for the continual enhancement of business transactions. It is essential to measure customer 

satisfaction in order to attract new customers and build on existing relationships. Similarly, retaining the 

current customer base also necessitates the measurement of customer satisfaction. Obtaining actionable 

information on how to increase customer satisfaction is crucial, as it enables organizations to focus their 

improvement efforts in the right areas and maintain competitiveness in the market. Recognizing and 

satisfying customer needs is paramount, and measuring customer satisfaction is instrumental in achieving 

this goal. The methods for measuring customer satisfaction may vary across different organizations, but 

the ultimate aim is to monitor customer perception and ensure that their requirements are being met. 

Organizations strive to understand customer satisfaction in order to tailor their services accordingly. 

Possible dimensions for measuring customer satisfaction include quality, price, trust, relationships, 

complaints, and other factors. The key focus of measuring customer satisfaction is to identify opportunities 

for improvement and to cultivate strong relationships with both existing and potential customers. 

The International Organization for Standardization (ISO) 9000: 2000 emphasizes the importance of 

monitoring customer perception as a key measurement of the Quality Management System's performance. 

It is stated that organizations should gather information regarding customer satisfaction and whether their 

requirements have been met, and determine the methods for obtaining and utilizing this information. This 

requirement is outlined in the Quality Management System (QMS) 9000 standard clause 4.1.6, which 

specifies the documentation of trends in customer satisfaction and indicators of dissatisfaction, supported 

by objective information. These trends are to be compared with those of competitors or appropriate 

benchmarks, and reviewed by senior management. International Customer Satisfaction (ICS) serves as a 

global quality guideline that promotes the establishment and implementation of a Quality Management 

System (QMS), while ISO certification 9001 enables organizations to work towards achieving quality 

goals. While numerous strategies exist for measuring customer satisfaction, overlooking the fundamentals 

of how to do so can have detrimental effects on a business. Measurement of customer satisfaction involves 

the collection of data to provide insights into customer satisfaction levels with products and services, 

enabling organizations to understand the underlying reasons for satisfaction or dissatisfaction. This 

understanding can drive customer focus and contribute to improvements in service delivery. 

Engaging in negotiations with customers enables a deeper understanding of their needs and requirements. 

Establishing mutual cooperation and trust between customers and suppliers is essential for soliciting 

feedback on customer contentment. Furthermore, comprehensive consideration of factors such as product 

pricing, quality, and variety is imperative when addressing customer satisfaction. Key dimensions for 

measuring customer satisfaction include service quality, speed, pricing, handling of complaints, trust in 

employees, relationship closeness with the firm's contacts, additional service requirements, and brand 

recognition (National Business Research Institute, 2009). 
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Importance of Customer Satisfaction 

Customer satisfaction is a critical component for businesses as it provides valuable feedback for managing 

and improving operations. It serves as an indicator of future prospects and aids in conducting SWOT 

analysis to facilitate business development in a strategic manner. Additionally, it assists in making 

informed decisions regarding resource allocation for product manufacturing. Furthermore, maintaining 

strong relationships with existing customers and attracting new ones are also outcomes of ensuring 

customer satisfaction (SSRS research 2016). In a market flooded with similar products, customers seek 

perfection over quantity, presenting an opportunity for businesses to understand and cater to these 

preferences. Customer satisfaction serves as a key metric for evaluating organizational success in the 

marketplace, taking into account the diverse tastes and expectations of consumers, which may vary across 

national and international markets (Kotler & Keller, 2004). 

The evaluation of customer satisfaction must adhere to international market standards in order to meet 

global requirements. The process of ensuring customer satisfaction, encompassing both physical and 

technological aspects, has undergone significant changes. Despite this, there remains a lack of 

standardized methods for measuring customer satisfaction. However, customer feedback serves as a 

crucial tool in this regard (European Institute of Publication Administration, 2017). It is important to note 

that retaining existing customers is more cost-effective than acquiring new ones. The marketing team 

expends substantial resources in convincing customers of the company's excellence. Ultimately, customer 

satisfaction is a primary objective for every business, as it ensures repeat purchases and positive 

recommendations to friends and family, thereby contributing to business growth. Conversely, a 

dissatisfied customer can lead to decreased revenue, while a satisfied customer has a positive impact on 

profitability. 

 

Citizen/Public Satisfaction 

Public satisfaction with government services is a multifaceted concept that encompasses various factors 

such as accessibility, affordability, courtesy, and timeliness. This comprehensive measure provides 

valuable insights into the overall performance of services at a national level (Baredes, 2022). Moreover, 

public satisfaction with services plays a crucial role in shaping trust towards the government and related 

institutions, including the civil service (OECD, 2022). Recognizing and addressing the diverse 

components that contribute to public satisfaction is essential for governments and public institutions 

aiming to improve their service delivery and establish trust with their constituents. By acknowledging the 

complex nature of public satisfaction, policymakers and service providers can collaborate to enhance the 

overall quality and effectiveness of public services, ultimately fostering a stronger sense of confidence 

and trust in the government and public institutions. 

Citizen satisfaction with public services is a multifaceted concept that encompasses various factors, as 

discussed in the literature. It is influenced by the interplay of expectations, experiences, and previous 

attitudes (Van de Walle, 2018). According to Oliver (1997), satisfaction is essentially a judgment that 

stems from comparing the pre-service provision with the post-service provision evaluation of the product 

or service experience. This comparison between expectations and actual service experience forms the basis 

of citizen satisfaction. It represents a mental state that emerges after interacting with a service and 

evaluating it against prior experiences (Oliver, 1980). 

Citizens gauge their satisfaction by comparing their initial service expectations with the actual service 

experience, ultimately determining whether they are satisfied or not. Therefore, satisfaction is essentially 
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the result of disparities between expected and perceived service (Parasuraman et al., 1988). In essence, 

citizens are more likely to be satisfied if the quality of public service meets their expectations. The quality 

of public services exerts a significant influence on citizen satisfaction, with higher-quality services leading 

to greater satisfaction. This underscores the argument put forth by Oliver (1977) that satisfaction is 

intricately linked to service quality, with satisfaction levels increasing in tandem with enhanced service 

quality (Engdaw, 2020). As a result, maintaining high-quality service delivery generally leads to high 

levels of satisfaction. 

Furthermore, it is important to note that high-quality public service not only fosters satisfaction but also 

nurtures citizen confidence and trust. Thus, it is imperative for public sector institutions to prioritize the 

delivery of high-quality services to meet the expectations of citizens. By doing so, public sector 

organizations can not only enhance citizen satisfaction but also cultivate a sense of confidence and trust 

among the populace. Therefore, a focus on delivering high-quality services is essential for public sector 

institutions seeking to effectively meet the needs and expectations of citizens. 

The increase in citizen satisfaction with public services is a positive indicator of successful governance. 

As public service institutions face growing demands for efficient and high-quality services, ensuring 

citizen satisfaction remains a priority. This topic has gained significant interest among academics and 

managers studying governance and public administration (Chatterjee et al., 2019).  It is essential for public 

service institutions to continue striving for excellence in meeting the needs and expectations of citizens. 

(Hailu et al., 2019). 

 

Business One Stop Shop (BOSS) 

One Stop Shops (OSSs) have become a widely utilized tool for government service delivery, offering a 

centralized location, whether physical, virtual, or both, for the public to access a variety of products and 

services (Reid et al., 2015). While the concept of OSSs is not new, their popularity has surged in recent 

years due to concerns about the fragmentation of public service delivery, which can lead to inefficiency 

and suboptimal outcomes for service users. Additionally, there is a growing emphasis on treating 

government service users as 'customers' and minimizing the inconvenience of dealing with multiple 

dispersed and disconnected service providers (Dutil et al., 2008) 

As a result, OSSs have been implemented across the OECD, spanning various levels of government and 

service areas such as social assistance, health care, environmental regulation, and business licensing. The 

OSS model draws inspiration from the private sector department store model and reflects a longstanding 

interest in integrating public service delivery dating back to at least the 1970s (Sharkansky, 1979). 

Concerning one-stop shop services, the introduction of these services has been discovered to have a 

favorable influence on business start-up rates and local progress. 

Illustrate, the establishment of a Business Creation Support Office in Senegal significantly decreased the 

time needed to register a business, resulting in heightened business investments and reduced corruption. 

Likewise, the One Stop Shop (OSS) approach in Bangladesh endeavors to render public services centered 

on the needs of citizens and inclusive, although challenges like a scarcity of personnel and absence of 

innovation have been identified. Overall, while research specifically focusing on the satisfaction of 

entrepreneurs with one-stop shop services is limited, the implementation of such services has 

demonstrated positive effects on business operations. 

In public administration, One-stop shop (OSS) is a governmental establishment that provides various 

services, enabling customers to access these services in a centralized location rather than multiple separate 
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locations. The term was initially coined in the late 1920s or early 1930s in the United States to depict a 

business model that offers customers the convenience of addressing multiple needs in a single physical 

setting, similar to department stores and big-box stores, which offer a diverse range of products. The phrase 

is commonly used informally to describe platforms such as websites, television shows, and mobile apps 

that provide users with most of their necessary resources, including information, in one place. 

One-stop shops are a component of New Public Management, aiming to enhance the provision of 

government services to the public. By leveraging the successful approach employed by the private sector 

in delivering customer-focused service to enhance customer satisfaction, government organizations adopt 

the one-stop shop model to facilitate citizens' seamless access to essential services. Consequently, the 

convenience offered by the one-stop shop, similar to that of private sector services, promotes wider 

adherence to government regulations. 

According to Janenova (2016), the objective of one-stop shops is to establish public services that prioritize 

customer satisfaction by providing a single point of contact for citizens to manage various interactions 

with the government, encompassing both local and regional as well as national levels. These 

establishments contribute to the enhancement of convenience, reduction of waiting times, and streamlining 

of bureaucratic procedures. Furthermore, in certain countries, they have proven effective in supporting 

anti-corruption initiatives by eliminating opportunities for public officials to solicit bribes during the 

process of document application. Presently, more than 80 nations, such as Brazil, India, Canada, Australia, 

Sweden, and several South-East Asian countries, have implemented some form of one-stop shop. 

Segal (2024) stated that, in numerous instances, the accessibility of citizens is enhanced by the 

establishment of one-stop shops. This is achieved by simplifying the process of acquiring similar or related 

services, which may not necessarily align in terms of focus or governmental approach, but are often 

utilized in conjunction. A notable example can be observed in Norway, where municipalities are tasked 

with providing welfare benefits, while the national government oversees pensions and unemployment 

benefits. Instead of compelling unemployed individuals to visit separate offices, located in different 

buildings and operated by distinct government entities, in order to access their complete entitlements, the 

one-stop shop empowers them to save both time and effort. 

According to Arash et al. (2021), the notion of a one-stop shop is associated with the facilitation of 

conducting business. The implementation of the one-stop shop concept can be observed across different 

fields, encompassing research, public services, and service provision. In the realm of research, a novel 

tool known as Dataset Statistical View (DSV) has been devised to grant easy access to question-answering 

datasets for emerging researchers in the domain of question answering. In the realm of public service 

delivery, the one-stop shop concept has been put into practice in Bangladesh to offer citizens effortless 

access to a multitude of services, although challenges such as a scarcity of manpower and a lack of 

innovation have been recognized. All in all, the model of the "One-stop shop" confers convenience and 

efficiency by consolidating services in a singular location or through a sole provider. 

The emergence of Business One-Stop Shop (BOSS) marks a paradigm shift in administrative processes, 

aiming to create conducive environments for business growth. By consolidating regulatory requirements 

and services into a single platform, BOSS endeavors to simplify procedures, expedite business setups, and 

enhance overall competitiveness. 

According to the statement provided by Arifur et al, (2023), the "One-stop shop" business model has 

gained significant popularity across different industries, such as building redevelopment, medical imaging, 

and public service delivery. This particular approach entails the involvement of a solitary entity or 
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contractor responsible for undertaking all essential tasks or services, thereby streamlining the process for 

the customer. 

OECD (2020), asserted that the notion of one-stop shops originated as a comparatively modest concept 

aimed at providing information to users of public services in a singular location, while also aiding citizens 

in navigating the intricacies of multiple service providers. Over time, the business sector model expedited 

the advancement of one-stop shops into a new phase of digitization, influenced by the emergence of New 

Public Management, which prioritizes placing users at the forefront of public service provision. 

Technological advancements have granted citizens access to the state, consequently facilitating 

interactions between the state and its citizens through various digital and physical channels. One-stop 

shops have become inseparably entwined with e-government, thereby impacting both developed and 

developing nations, including states governed by authoritarian regimes. Despite the limited evidence 

regarding the impact of one-stop shops, primarily due to the evolving nature of the concept, notable 

improvements include heightened citizen satisfaction, decreased corruption, and enhanced efficiency. 

According to Howard, (2017), one-stop shops (OSSs) are popular tools of government service delivery. 

An OSS is a place – physical, virtual, or both – where the public can obtain multiple products and services. 

The OSS concept has gained new popularity with governments in recent years, there is growing concern 

that public service delivery is excessively fragmented, leading to duplication and therefore inefficiency, 

and to poor outcomes for vulnerable service users. OSSs face a different threat and conquer it by updating 

and innovating the process so that the customers make it easily to use. 

As stated by Hamed (2011), the term "one stop shop" is a concise way to describe a comprehensive range 

of services provided. This phrase originated in the late 1920s as a strategic positioning approach for an 

automotive repair shop. During that time, the business model was quite unique. Auto parts, auto repairs, 

and auto sales were operated as distinct entities. Consequently, a customer requiring car repairs would 

have to visit multiple stores. The integration of parts and services within a single establishment at a single 

location represented a significant shift in the automotive industry during the 1920s and 30s. Ultimately, 

this innovation offered considerable value to customers. 

In addition, according to Fox (2020), the phrase one-stop shop alludes to a retail establishment that 

presents a broad range of goods or services, attending to varied consumer requirements within a solitary 

setting. Throughout time, the notion has developed to encompass diverse industries, such as retail, 

healthcare, and e-commerce. In the context of retail, a one-stop shop endeavors to furnish patrons with the 

convenience of discovering a comprehensive assortment of items in one place, obviating the necessity to 

frequent multiple establishments for distinct purchases. 

Moreover, as stated by Fox (2020), a one-stop shop can be defined as a retailer that provides customers 

with a wide range of products, all conveniently located on a single website or in a single store. This 

eliminates the need for consumers to visit multiple websites or stores to fulfill their various needs. By 

offering a one-stop shopping experience, retailers not only save consumers time and effort, but also reduce 

shipping costs. Additionally, one-stop shops enhance the perception of product availability and assortment, 

which plays a crucial role in building relationships between retailers and consumers. 

On the other hand, according to European Union, a company or consortium that provides a wide range of 

products or services to its customers is known as a one-stop shop. This term can also refer to a specific 

location where all of a client's requirements can be fulfilled. For instance, a bank may not only offer 

personal banking services and loans, but also provide investment advice, investment options, and 
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insurance policies. The one-stop shop is advantageous to consumers as it saves them significant amounts 

of time and energy compared to visiting multiple institutions for each specific need. 

According to the OECD (2020), the expeditious and timely provision of services to a significant number 

of citizens on an annual basis has proven to be one of the most immediate advantages. The feedback 

received thus far, primarily from citizens who have availed themselves of the services offered by the five 

currently operational CSCs, has been overwhelmingly positive. 

The impact on the economy is as follows: 1. The establishment of the one-stop shop is contributing to the 

increased competitiveness of businesses in Mexico and enhancing the country's appeal to foreign 

investors. 2. Efforts are being made to develop electronic centers that complement the existing physical 

centers, aiming to make modern government services more easily accessible to users nationwide. 3. The 

centralization of databases and the augmentation of available information regarding economic activity in 

Mexico are contributing to better policy decisions and result monitoring. The introduction of the new 

electronic one-stop shop, which creates a more favorable business environment, is attracting both domestic 

and foreign investors, regardless of their size. 4. By consolidating the current federal procedures into 

simplified processes and providing user-friendly access to a business portal, entrepreneurs are directly 

benefiting from these improvements. Smaller businesses, which bear a disproportionate burden of 

conforming to regulations, are likely to experience the most significant advantages as a result of this 

process of simplifying administrative procedures. The reform is clearing the path for the establishment of 

new enterprises in the official sector, which, over time, is expected to expand the tax foundation. 

Consequently, both businesses and individuals will reap the benefits. As enterprises, whether new or 

established, and especially smaller businesses, transition to the official sector, they will discover that the 

working conditions for their employees will enhance, encompassing safety and social security. 

Angelique Diop, in the year 2002, expressed that the establishment of a one-stop shop was deemed the 

most optimal choice due to its potential to eradicate the inconvenience associated with visiting multiple 

agencies, which was identified as the primary cause of delays. Additionally, according to OECD (2020), 

the presence of a business-oriented environment within the one stop shop instilled a sense of business 

culture among the employees, as business-related discussions and facilitation were prevalent. For 

individuals accustomed to government practices, the perspective of the private sector could serve as a 

valuable source of motivation. 

World Bank (2024), indicates that, these centers act as a citizens’ primary contact point for accessing 

multiple public services and information, and vary in both scope and form. Some deliver a variety of 

services under one roof, others focus on a single sector, such as judicial or transport services. They can be 

operated by a central government or by municipal authorities and can target different groups such as 

citizens or firms. 

The model of a one-stop-shop can encompass a variety of structures, ranging from complex singular 

agencies at the forefront to umbrella structures for multiple agencies. It can also include integrated 

technological platforms that provide access to various government agencies and services, as well as 

physically collocated services within one building or on one floor to ensure a single point of access. In 

essence, the one-stop-shop model shares characteristics with customer service models seen in business 

organizations, such as physical locations, internet services, service center kiosks, and call centers spread 

across different locations. Numerous studies conducted worldwide have recognized the one-stop-shop 

model for its ability to enhance efficiency in public service delivery through improved accessibility and 

coordination. While the one-stop-shop model in Kenya may not explicitly address accountability or policy 
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reforms, it has to some extent reduced instances of extortion and bribery in government agencies (Askim 

et al. 2011). 

One of the main objectives of one-stop-shop models is to create a seamless experience for users by 

providing a single-entry point for government services through the use of modern information and 

communication technology. These models also strive to deliver services in a customer-focused and 

responsive manner, ensuring easy accessibility. Many governments around the world have adopted the 

one-stop-shop model as part of their efforts to establish efficient, accessible, coordinated, and cost-

effective public service delivery mechanisms. However, despite its popularity in service delivery, the one-

stop-shop model remains underdeveloped as a concept in public administration. There is still confusion 

regarding whether the one-stop-shop and e-governance should be considered separate models or one and 

the same (Askim et al., 2011). 

 

Drivers of Adaptation of One Stop Shop 

The increasing complexity of business and citizen interactions with governments reflects the 

interconnected nature of our modern economy. As businesses, citizens, and governments become more 

intertwined, it is essential to streamline the interface between them to avoid unnecessary impediments to 

growth opportunities. 

One-stop shops have been introduced by governments as a solution to reduce transaction costs and 

simplify the process of interacting with them. This initiative aims to create a more efficient and user-

friendly environment for businesses and citizens when dealing with regulatory requirements. 

Economic prosperity is closely tied to the development of a pro-business environment. By making it easier 

for existing firms to operate and facilitating the entry of new businesses into the marketplace, governments 

can promote competitiveness and growth. However, while regulations governing business operations are 

important, their implementation can sometimes become burdensome and costly, which may discourage 

entrepreneurial activity. 

Citizen interaction with governments often occurs during stressful times in their lives, such as when they 

move to a new area, purchase a house, or experience a family loss. Therefore, it is crucial to ensure that 

the interfaces between citizens and governments are as stress-free as possible. 

The OECD (2012) Recommendation on Regulatory Policy and Governance emphasizes the need for 

countries to review the means by which citizens and businesses interact with the government to satisfy 

regulatory requirements and reduce transaction costs. It also encourages governments to leverage 

information technology and one-stop shops for licenses, permits, and other procedural requirements to 

make service delivery more streamlined and user-focused. 

In conclusion, creating a more efficient and user-friendly interface between businesses, citizens, and 

governments is crucial for promoting economic growth and prosperity. By reducing transaction costs and 

simplifying regulatory requirements, governments can foster a more conducive environment for 

businesses to thrive and for citizens to navigate important life events with ease. 

The establishment of one-stop shops is driven by several interrelated reasons, as identified in the literature. 

These include enhancing coordination across different levels of government, providing holistic and user-

friendly services, integrating multi-policy service delivery, and serving as a mechanism for joined-up 

government services. Additionally, one-stop shops are established to reduce regulatory and administrative 

burdens, ultimately improving the provision of public services. From an economic standpoint, the main 

rationale for introducing one-stop shops is to enhance overall economic welfare by reducing transaction 
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costs, which can disproportionately affect SMEs and hinder competition and societal welfare. Moreover, 

there are costs associated with navigating unstructured government services, which can be challenging for 

citizens. Therefore, improving the provision of various government services through one-stop shops is 

justified to address these difficulties and enhance overall efficiency. 

Moreover, One-stop shops for government services are diverse in their operations, spanning various policy 

areas and geographical locations. They can range from small, specialized entities to large organizations 

with over 10,000 staff members. The scope, purpose, and communication tools used by these one-stop 

shops also vary significantly. As a result, the design, operation, and improvement of these models present 

unique challenges for both governments and the users of the services. 

It is important to recognize the vast differences among one-stop shops and view the principles as general 

advice rather than strict guidelines. Additionally, the relative importance of these principles may change 

over time as the landscape of government services evolves. Therefore, the principles aim to address issues 

associated with the establishment, operation, and continual improvement of one-stop shops. 

Furthermore, physical one-stop shops bring together a range of information requirements in a single 

location, allowing citizens and businesses to access multiple public services under one roof. These offices 

can be established at new or existing government facilities, or by utilizing the network of offices of other 

public entities. In some cases, informational one-stop shops may also provide advice and guidance for 

carrying out transactions with the administration. 

There are two basic models for physical one-stop shops: individual services and integrated services. In the 

individual services model, different government entities are present at the one-stop shop, each providing 

their own services through separate counters. On the other hand, the integrated services model aims to 

address a single life event (e.g., "having a child" or "starting a business") by allowing a single official to 

resolve all related transactions in a holistic manner. 

Online one-stop shops primarily provide individual or integrated services based on user needs. These 

"umbrella" portals typically encompass all government services, with some specialized ones existing 

alongside individually focused platforms. Central management and oversight ensure seamless service 

delivery for users, maintaining a consistent look and feel across websites depending on the required 

services. Online one-stop shops offer the most comprehensive range of services. 

In conclusion, one-stop shops for government services play a crucial role in providing convenient access 

to a wide array of public services. Understanding the diverse nature of these one-stop shops and addressing 

the associated challenges is essential for governments to effectively meet the needs of their citizens and 

businesses. 

The establishment of one-stop shop offices for government services is a crucial initiative that aims to 

streamline and simplify the process for citizens to access various government services. While the focus is 

often on central government procedures, it is important to note that these offices can also offer services 

from regional and local governments. This comprehensive approach ensures that citizens can access a 

wide range of services in one convenient location. 

It is essential to recognize that the configuration of these offices and the services provided can vary based 

on the specific needs and demands of the local population. What works well in one region may not 

necessarily be the best approach for another. Therefore, it is important to tailor the setup and services of 

each office to meet the unique requirements of the local community. 

Furthermore, the availability of resources plays a significant role in determining the scope of services that 

can be offered at these offices. Local governments may have varying levels of resources and capabilities, 
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which can impact the range of services that can be provided. Collaboration with other entities at the local 

level, such as non-profit organizations or community groups, can also enhance the services available at 

these one-stop shop offices. 

Flexibility and adaptability are key principles when it comes to the establishment of these offices. It is 

crucial to assess the specific needs of the community and adjust the services provided accordingly. This 

may involve conducting thorough research and engaging with local stakeholders to understand their 

requirements. 

In addition to providing convenience for citizens, one-stop shop offices can also contribute to greater 

efficiency within government operations. By centralizing services and eliminating bureaucratic hurdles, 

these offices can improve the overall delivery of government services. This, in turn, can lead to higher 

levels of citizen satisfaction and trust in the government. 

Ultimately, the goal of one-stop shop offices is to make government services more accessible, efficient, 

and citizen-centric. By considering the unique needs of each locality and fostering collaboration with local 

entities, these offices can truly become valuable hubs for accessing a wide array of government services. 

 

Business One Stop Shop in the Philippines 

The National Business One-Stop Shop (NBOSS) is set to revolutionize the process of registering new 

businesses in the Philippines. With the launch scheduled for early 2020, this one-stop facility will 

streamline the entire registration process, allowing applicants to complete all necessary procedures from 

one central access point. This includes company name verification, unified form submission, employer 

and employee reporting, and fee payment. Currently, the cumbersome process requires visits to multiple 

government agencies. Initially available in the National Capital Region before expanding nationwide, 

NBOSS will integrate services from various agencies and local government units. While the facility will 

offer an offline interface, inter-agency coordination will be conducted online through the Central Business 

Portal (CBP). The government anticipates a significant reduction in the time and steps required to start a 

business, aiming to cut the current 31-day process down to less than six days and streamline the 13 required 

steps to just three. This initiative aligns with efforts to improve the country's Ease of Doing Business Index 

and enhance government service delivery while combatting corruption. 

On the initial day of January in the year 2021, The Anti-Red Tape Authority (ARTA) is issuing a 

proclamation to all Local Government Units (LGUs) to diligently carry out their Business One-Stop Shops 

(BOSS) in order to accomplish the procedures for this year's business registration and business license 

renewals. The adherence of the Local Government Units (LGUs) will undergo examination in accordance 

with the provisions delineated in Republic Act 11032, as well as other current regulations established by 

the Anti-Red Tape Authority (ARTA), the Department of Interior and Local Government, the Department 

of Trade and Industry, and the Department of Information and Communications Technology pertaining to 

the Business One-Stop Shop (BOSS). 

The inception of one-stop shops, as an advancement in customer service provision, originated within the 

private sector. The government sector has also embraced this concept due to the convenience and 

effectiveness it offers to clients. 

When it comes to Local Government Units (LGUs), the establishment of a one-stop shop entails the 

allocation of a specific area either within the vicinity (onsite) or outside (offsite) the premises of the city 

or municipal hall. This designated space serves as the central hub for all transactions related to business 

permits. In this arrangement, the applicant is spared the need to visit multiple offices such as the BPLO, 
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local health, engineering or planning offices, BIR, SSS, and others. The applicant simply needs to visit the 

one-stop shop and will be able to fulfill all the requirements for the Business Permit License (BPL). 

For an instance, according to the official website of LGU Naga, One-Stop Shop Registration in Naga for 

four (4) consecutive years has been adjudged by the National Competitiveness Council as among the most 

competitive Cities in the country and at the top, in terms of government efficiency in adding the needs of 

business. Among other institutions, measures have been adopted to speed-up the processing of business-

related permits and documents. 

Business Registration is a service that seeks to facilitate the registration of businesses by providing central 

access to government agencies involved in the registration process. There are 2 modes of one-stop business 

registration in Naga, each complementing the other: Annual One-Stop Business Registration All city hall 

departments and government agencies involved in the processing of business licenses or permits form a 

one-stop processing center from January 2 to 20, every year. This period corresponds to the time for 

renewal of permits. Business licenses are secured within 30 minutes. 

While, according to the Inquirer.net, the local government of Manila introduced the Bagong Maynila 

Business One-Stop Shop (BOSS) with the aim of streamlining the process for obtaining business permits 

and licenses. This initiative, led by Manila Mayor Isko Moreno and Department of Trade and Industry 

Secretary Ramon Lopez, is designed to reduce red tape and lower the processing time from one week to 

just one day. 

According to, Atty. Paul Vega, chief of the Manila Business Permits and Licenses Office, outlined the 

simplified three-step process of "File, Pay and Claim" for permit applicants. With the assurance that 

complete requirements are filed, permits and licenses can now be obtained within a day. The BOSS 

features seven windows, including a dedicated one for senior citizens, pregnant women, and PWDs, and 

is conveniently located inside the Manila City Hall. Furthermore, an agreement between Mayor Moreno 

and the SM Group will establish a satellite branch for the BOSS at SM City Manila, set to open in January 

2020. This development comes after the signing of Executive Order No. 8 by Mayor Moreno, emphasizing 

the promotion of ease of doing business in the city. 

On the other hand, according to the official website of LGU of Tacurong, they initiated the Business One 

Stop Shop (BOSS), aimed at expediting the processing of permits for individuals and companies engaged 

in business activities within the city. Under the BOSS, clients can complete the business permit processing 

in less than thirty minutes, provided all necessary requirements are submitted. 

According to Licensing Officer Rene Torreflores, business operators were given ample time since October 

last year to fulfill the requirements. The renewal process involves three main steps: completing the 

Business Permit Unified Form, making payment and obtaining the business permit with the City 

Treasurer's signature, and obtaining approval from the City Mayor or City Administrator. Additional steps 

are required for new business applications, such as registration with the Bureau of Internal Revenue (BIR). 

For those who have yet to comply with the requirements, relevant offices under the LGU and national line 

agencies are available at the BOSS venue. The venue is staffed by personnel from seven LGU offices and 

six national line agencies involved in business licensing. While initial attendance at the BOSS venue was 

limited, City Administrator Eduardo Nicolo anticipates a higher turnout from business operators in the 

coming weeks. 

 

Business Permits and Licensing Office 

The Business Permit and Licensing Office (BPLO) in the Philippines plays a crucial role in facilitating  
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business operations within the country. Established under the Republic Act 11032, also known as the 

“Ease of Doing Business and Efficient Government Service Delivery Act of 2018”, the BPLO is mandated 

to streamline the process of applying for and renewing business permits. 

The primary purpose of the BPLO is to handle business permit applications and renewals, ensuring that 

businesses comply with local government policies and directives. By doing so, the BPLO aims to create a 

more competitive and business-friendly environment, ultimately contributing to the growth and 

development of the economy. 

In line with its mandate, the BPLO is committed to making it easier for business owners to navigate the 

administrative procedures involved in operating a business. Through its streamlined processes, the BPLO 

seeks to enhance efficiency and reduce bureaucratic red tape, ultimately improving the overall ease of 

doing business in the Philippines. 

The mission of the BPLO is centered on fostering a business environment that is conducive to growth and 

innovation. By simplifying the permit application and renewal process, the BPLO aims to empower 

entrepreneurs and promote economic development. Furthermore, the BPLO envisions a fully-automated 

Integrated Business One Stop Shop, which will further enhance client satisfaction and convenience. 

In pursuit of its vision, the BPLO is dedicated to leveraging technology to create a seamless and efficient 

experience for business owners. By embracing automation and digitalization, the BPLO aims to eliminate 

unnecessary delays and enhance transparency in its operations. This aligns with its vision of establishing 

an Integrated Business One Stop Shop, where entrepreneurs can access all necessary services in one 

centralized location. 

Overall, the BPLO's role is integral to the facilitation of business activities in the Philippines. Through its 

commitment to simplifying processes and embracing technological advancements, the BPLO is actively 

contributing to the country's goal of fostering a conducive environment for business growth and prosperity. 

 

Business One Stop Shop in Puerto Princesa City 

In accordance with Section 11 of Republic Act No. 11032, which promotes Ease of Doing Business and 

Efficient Delivery of Government Services, the local government of Puerto Princesa annually organizes 

the Business One-Stop Shop (BOSS) every January. This initiative aims to streamline and simplify the 

process for business registration and permit applications, providing a convenient and efficient experience 

for entrepreneurs and business owners. The BOSS serves as a centralized platform where various 

government agencies come together to facilitate the issuance of permits and licenses, reducing the time 

and effort required to start or renew a business. By bringing all necessary services under one roof, the local 

government is committed to fostering a more business-friendly environment and supporting economic 

development in Puerto Princesa. 

According to, Mayor Lucilo Bayron in one of his interviews, he observed that through the Business One-

Stop Shop (BOSS), he aspires for the city government to enhance the customer experience of current 

business proprietors and potential investors. Mayor Bayron stated, "We highly value the manner in which 

our constituents experience the services we provide. Our intention is for members of the business sector 

to experience convenience in conducting their operations here. Our aim is to provide them with prompt, 

effective, and efficient service." The BOSS has been meticulously crafted to accommodate three vital 

sections essential for business application, which include filing/submission, assessment and payment, and 

release of business permits. This streamlined process now allows business owners to complete the 

necessary steps in order to secure a permit, which include receiving and assessing requirements, making 
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the necessary fee payments, and obtaining the permit. In order to ensure that establishments continuously 

adhere to all regulatory measures and requirements, the Business Permits and Licensing Office will 

conduct a post-audit one month after the approval of a business application. Furthermore, the number of 

documents required for a business application has been reduced from 12-14 to a more manageable 10. The 

processing time for permits has also been significantly reduced from more than two days to a mere 20-30 

minutes. Additionally, the BOSS will house the Department of Trade and Industry-Negosyo Center, which 

will provide services such as business name registration and business consultancy. 

Mayor Bayron stated, "Underlying this endeavor is a desire to bring about improvement not only in our 

work processes, but also in how we provide public service. Our aim is to promote a cultural transformation 

within the workplace. This entails ensuring that employees exhibit care for their work and clients, and that 

they actively contribute towards achieving the city government's vision." 

 

Barriers to successful implementation of One Stop Shop 

The successful implementation of one-stop-shops can be influenced by various barriers and drivers, as 

identified in the literature. These factors can be classified into four main groups: turf, culture, resources, 

and capabilities. 

In the context of establishing and operating one-stop-shops, several barriers and challenges may arise, 

stemming from various organizational, cultural, and resource-related factors. These barriers can impede 

the effective implementation of one-stop-shop initiatives and hinder their success. It is crucial for 

organizations to understand and address these barriers while leveraging the drivers that promote 

collaboration and efficiency in order to create streamlined and customer-centric service delivery models. 

According to Askim et al. (2011), one of the primary challenges that organizations may face when 

implementing one-stop-shops is the potential for turf issues to arise. This can occur when different 

organizations or departments are involved, leading to conflicts over jurisdiction and responsibilities. In 

order to mitigate these issues, clear communication and collaboration protocols should be established to 

delineate the roles and responsibilities of each party involved in the one-stop-shop initiative. Additionally, 

establishing a governance structure that outlines decision-making processes and dispute resolution 

mechanisms can help address turf issues and ensure smooth operation. 

On the other hand, as stated by (Flumian et al. 2007), cultural barriers can also pose a significant challenge 

to the effective implementation of one-stop-shops. Resistance to change or differing attitudes towards 

collaboration can hinder the willingness of stakeholders to fully engage in the initiative. Overcoming these 

cultural barriers requires proactive efforts to foster a culture of openness, collaboration, and continuous 

improvement. This may involve change management strategies, stakeholder engagement activities, and 

ongoing communication to build trust and buy-in for the one-stop-shop concept. 

While, according to Howard (2017), limited resources, both in terms of funding and personnel, can present 

another obstacle to the establishment and operation of one-stop-shops. Inadequate funding may restrict 

the ability to invest in necessary infrastructure, technology, and staff training, while understaffing can 

impact the capacity to deliver comprehensive services effectively. Organizations need to explore creative 

funding mechanisms, such as public-private partnerships or grant opportunities, and prioritize resource 

allocation to support the successful implementation of one-stop-shops. Additionally, investing in staff 

development and cross-training can enhance the capabilities of personnel to handle diverse service needs 

within the one-stop-shop framework. 
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Furthermore, as explained by Blackburn (2014). the capabilities of the involved parties play a crucial role 

in determining the success of one-stop-shop initiatives. Technical expertise, organizational skills, and 

operational capacity are essential for delivering integrated services efficiently. Organizations should 

conduct thorough assessments of their own capabilities and those of their partners to identify gaps and 

develop capacity-building strategies. This may involve training programs, knowledge sharing initiatives, 

and performance monitoring to ensure that all stakeholders possess the necessary skills and resources to 

contribute effectively to the one-stop-shop model. 

Despite these barriers, there are several drivers that can promote collaboration and efficiency in the 

implementation of one-stop-shops. For instance, aligning organizational goals and incentives towards the 

success of the initiative can foster a shared sense of purpose among stakeholders. Creating a governance 

structure that facilitates joint decision-making and fosters a sense of ownership can also promote 

collaboration and accountability. Additionally, leveraging technology to enable seamless information 

sharing and service delivery across different agencies or departments can enhance efficiency and improve 

the overall customer experience. 

Finally, by understanding and addressing these barriers while capitalizing on the enabling factors, 

organizations can create streamlined and customer-centric service delivery models through one-stop-shops 

Askim et.al (2011). These models not only benefit service providers by improving operational efficiency 

but also enhance the experience of recipients by providing convenient access to integrated services. 

Ultimately, overcoming these challenges and leveraging the drivers of collaboration and efficiency is 

essential for the successful implementation of one-stop-shops and the realization of their full potential in 

meeting the diverse needs of service recipients. 

 

Accommodations 

According to Cooper, (2008), tourism is a multifaceted phenomenon encompassing social, cultural, and 

economic dimensions, involving the displacement of individuals from their habitual environment to other 

countries or locations. The purpose of such movement may vary, ranging from personal leisure to 

professional or business objectives. These individuals, referred to as visitors, encompass a diverse range 

of categories including tourists, excursionists, residents, and non-residents. The essence of tourism lies in 

the activities they engage in during their travels, many of which incur tourism-related expenditures such 

as accommodation and dining. Accommodation serves as the cornerstone of their travel experience, 

providing a base from which tourists can partake in various activities at their chosen destination. 

Therefore, the concept of travel is inherently intertwined with the provision of suitable accommodation, 

without which the travel experience would be incomplete. 

Meanwhile, as stated by Raju (2009), accommodation is an essential aspect of travel for tourists, providing 

them with the necessary facilities to rest and rejuvenate during their journey. The diverse range of 

accommodation options caters to the varying needs and preferences of travelers based on factors such as 

price, location, visitor type, and services offered. 

From luxurious five-star hotels to economical one-star camping sites, the accommodation industry offers 

a wide spectrum of choices for travelers. These options also vary based on geographical location and target 

clientele, with some establishments catering specifically to business travelers, families, or leisure tourists. 

In addition, as explained by Raju (2009) traditional hotels, supplementary accommodation options have 

emerged to meet the evolving needs of travelers. These alternatives, such as youth hostels, motels, camping 

sites, and bed and breakfast establishments, provide more economical and minimal services, making them 
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a cost-effective choice for many guests. Despite the reduced amenities, supplementary accommodation 

plays a crucial role in accommodating both domestic and international tourists, contributing to the overall 

tourist accommodation in destination countries. 

Overall, the accommodation industry continues to evolve to meet the diverse needs of travelers, offering 

a range of options to suit different preferences and budgets. 

Meanwhile, in the Philippine context According to Memorandum Circular No. 2022-001 

“Accommodation Establishments” shall refer to establishments operating primarily for accommodation 

purposes including, but not limited to, hotels, resorts, apartment hotels, mabuhay accommodation 

establishments (tourist inns, motels, pension houses, bed and breakfast, vacation homes, hostels, and other 

similar accommodation establishments) private homes used for homestay, ecolodges, serviced apartments, 

and condotels. 

 

Accommodation Classifications 

As stated by, Cooper et al. (2008), accommodation classification is a crucial process for categorizing 

different types of accommodation establishments based on the services they offer. This process involves 

comparing quality through various grading and classification schemes, which can be on a national or 

regional basis, as well as public or private. While this system can be applied to all sub-sectors of 

accommodation, it is primarily used for hotels, guesthouses, bed and breakfasts (B&Bs), farmhouse 

accommodations, camping, and caravans. 

In addition, according to VisitBritain, (2016), the assessment of quality is essential for customers to make 

informed decisions based on their budget and preferences. It is important to note that there is currently no 

international standard classification, leading to varying classification methods across different countries.  

For instance, the United Kingdom has a Quality Assessment Scheme that uses a one to five-star rating 

system for all types of accommodations, providing customers with an indication of the general quality of 

the establishment. This assessment takes into account tangible and intangible elements, including personal 

service and the quality of products. 

However, challenges arise in creating a transnational classification system due to the diverse nature of the 

tourism industry in each country. Despite these challenges, accommodation classification remains a 

valuable tool for both customers and establishments (Cooper et al., 2008). 

Meanwhile, in the Philippine context according to the Department of Tourism, the implementation of the 

new National Accommodation Standards for Hotels, Resorts, and Apartment Hotels utilizing the Star 

Rating System is currently underway. These updated standards utilize a points-based rating system that 

focuses on the inventory, availability, condition, and quality of specific facilities and services. This 

initiative is in line with the DOT Memorandum Circular 2012-02 and is part of the DOT’s policy reforms 

as mandated by the Tourism Act of 2009. The Tourism Act empowers the DOT to establish and uphold 

standards for the operation and maintenance of tourism enterprises, setting forth minimum and progressive 

levels of operating quality and efficiency that align with both local and international standards. 

Furthermore, the Tourism Act also calls for the establishment and enforcement of a comprehensive system 

for mandatory accreditation for primary tourism enterprises, as well as voluntary accreditation for 

secondary tourism enterprises, in accordance with prescribed guidelines and standards. 

According to the secretary of Tourism, Ramon Jimenez Jr., The implementation of the new standards and 

star rating system for classifying hotels, resorts, and apartment hotels is a crucial step in enhancing industry 

competitiveness, particularly in anticipation of upcoming significant events such as the World 
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Competitiveness Forum next year, APEC in 2015, and the ASEAN Tourism Forum in 2016. To ensure 

the integrity and credibility of this process, the Department of Tourism (DOT) will be enlisting the services 

of a private quality assurance firm to engage external auditors for conducting the assessment. This use of 

a third-party auditing firm is designed to uphold the impartiality of the audit team and guarantee the 

credibility of the results. It is worth noting that many developed countries employ a similar scheme, 

recognizing the enhanced credibility that independent audits bring to such processes. 

 

Accreditation 

Accreditation plays a crucial role in the process of securing the mayor’s permit for businesses, whether 

they are start-ups or seeking renewal. According to Republic Act 9593 (Tourism Act of 2009), 

accreditation is the certification issued by the Department of Tourism to recognize a tourism enterprise as 

having met the minimum standards for operating tourism facilities and services. 

Moreover, as stated in the Tourism Act of 2009, the objectives of accreditation include promoting global 

competitiveness, enhancing data collection and research in tourism, and supporting the promotion of 

individual enterprises and the industry as a whole. Additionally, accreditation serves as a means to ensure 

quality customer service, security, and the protection of tourists from unscrupulous establishments. It is 

important to note that under RA 9593, accreditation is mandatory for primary tourism enterprises and 

voluntary for secondary tourism enterprises. For primary tourism enterprises, obtaining DOT accreditation 

is a prerequisite for obtaining the mayor’s permit. 

Furthermore, According to Republic Act 9593 (Tourism Act of 2009), Tourism enterprises refers to 

facilities, services and attractions involved in tourism, such as, but not limited to: travel and tour services; 

tourist transport services, whether for land, sea or air transportation; tour guides; adventure sports services 

involving such sports as mountaineering, spelunking, scuba diving and other sports activities of significant 

tourism potential; convention organizers; accommodation establishments, including, but not limited to, 

hotels, resorts, apartelles, tourist inns, motels, pension houses and home stay operators; tourism estate 

management services, restaurants, shops and department stores, sports and recreational centers, spas, 

museums and galleries, theme parks, convention centers and zoos. 

In addition, tourism enterprises are divided into two parts specifically, primary tourism enterprises and 

secondary enterprises. According to Tourism act of 2009, Primary tourism enterprises refer to travel and 

tour services; land, sea and air transport services exclusively for tourist use; accommodation 

establishments; convention and exhibition organizers; tourism estate management services; and such other 

enterprises as may be identified by the Secretary, after due consultation with concerned sectors. On the 

other hand, Secondary Tourism Enterprises refers to the tourism related facilities and services. They can 

apply for accreditation on a voluntary basis. They cover health and wellness services, tourism related 

establishments, and tourism trainers. 

Also, according to the Tourism Act of 2009, the accreditation process typically involves several important 

steps. First, the organization seeking accreditation must conduct a thorough self-assessment to evaluate its 

own compliance with relevant standards and requirements. Following this, the organization must file an 

application for accreditation and submit all necessary documentary evidence to support their request. 

Subsequently, designated inspectors from the Department of Tourism will conduct an inspection of the 

organization to verify its compliance with accreditation criteria. Finally, upon successful completion of 

the inspection and review process, the organization will receive official accreditation status. These steps 
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are essential in ensuring that accredited organizations meet the necessary standards and requirements, and 

demonstrate their commitment to upholding quality and professionalism in their respective fields. 

 

Theoretical Framework of the Study 

Thomassen’s Theory of Customer Satisfaction 

Thomassen's comprehensive overview of customer satisfaction highlights the importance of understanding 

the customer's perception in relation to their expectations. This perception, whether conscious or 

unconscious, plays a significant role in determining the level of satisfaction. Building on this, Kotler 

(2004) emphasizes that customer satisfaction is closely linked to the degree of happiness or 

disappointment with the actual performance of a product compared to their expectations. When 

performance falls short, it leads to dissatisfied customers, while meeting or exceeding expectations results 

in satisfied customers. Thomassen's customer satisfaction model identifies key factors such as word-of-

mouth, personal requirements, previous experiences, and marketing efforts that influence customer 

satisfaction. These factors play a crucial role in shaping the overall level of satisfaction by comparing 

experiences and expectations. Therefore, Thomassen's model provides valuable insights into customer 

satisfaction levels and areas for potential improvement. 

Ultimately, understanding the dynamics of customer satisfaction is essential for businesses aiming to 

enhance their products and services. By considering the interplay between customer experiences and 

expectations, organizations can effectively gauge and address customer satisfaction levels, leading to 

improved customer relationships and business success. 

In conclusion, upon thorough examination of existing theories, the researcher determines that ensuring 

client satisfaction is indispensable within the organization. This theory may offer valuable guidance to 

individuals seeking to prioritize satisfaction as providers of products or services. 

 

Conceptual Framework of the Study 

 
Figure 2. Conceptual framework of the study showing the relationship of variables. 
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Operational Definition of Terms 

To facilitate comprehension of this research, the terms will be operationally defined. 

Accreditation – refers to a certification issued by the Department to a tourism enterprise that officially 

recognizes it as having complied with the minimum standards for the operation of tourism facilities and 

services. 

Business One Stop Shop (BOSS) – refers to a singular shared site or place, or a singular online website 

or portal that is specifically designated for the Business Permit and Licensing System (BPLS) of a Local 

Government Unit (LGU) to accept and handle applications, collect payments, and grant approved licenses, 

clearances, permits, or authorizations. 

Business Permit and Licensing System (BPLS) – refers to the simplification of business permits and 

licensing operations through the automation of the process of applying for permits, evaluating taxes and 

fees, issuing bills, making payments, and settling collections. 

Customer Centric Service Delivery – refers to the business strategy used by Business one stop shop that 

focuses on understanding and meeting customer needs and expectations throughout the service delivery 

process. 

Homestay - refers to the accommodation classification, an alternative form of tourism where tourists will 

stay with the host family in the same house to experience the everyday way of life of the family and the 

local community. 

Hotel – refers to the accommodation classification, a full-service accommodation with reception and guest 

rooms generally offering private facilities with dining facility and services. 

Mabuhay Accommodations - refers to accommodation classification, a Tourist Inns, Pension Houses, 

Motels, Bed and Breakfast, Vacation Homes, Hostels, and other similar accommodation establishments. 

Problems Encountered- refers to the premise statements used in the survey questionnaire of this study. 

Resort – refers to accommodation classification, a full-service accommodation located in a more natural, 

relaxed environment, with a reception and guest rooms generally offering private facilities with dining 

and recreation facilities and services. 

Satisfaction- refers to the fulfillment of accommodation establishments to the Business One Stop Shop 

program of Puerto Princesa.  

 

CHAPTER III 

METHODOLOGY 

This chapter presents the process and methodologies used to enable the researcher to know how the study 

was conducted. This chapter introduces the locale of the study, sampling procedure, instrumentation, 

respondents of the study, data collection procedure and treatment of data. 

 

Locale of the Study 

The study was conducted in Puerto Princesa City which is located on the elongated and slender island of 

Palawan. As a first-class highly urbanized city, Puerto Princesa has become a significant hub for tourism 

in the Philippines. In addition to its prominence in the tourism sector, the city also serves as a major center 

for commercial activities and trade within the province. 

The city is comprised of 66 barangays, with 35 of them classified as urban and the remaining 31 designated 

as rural. This diverse composition offers a unique blend of urban and rural dynamics, providing an 

interesting context for research and study. 
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Overall, Puerto Princesa City's unique position as a first-class highly urbanized city, its role as a tourism 

focal point, and its recognition for environmental cleanliness make it an intriguing and relevant locale for 

research endeavors. The city's blend of urban and rural barangays offers a rich tapestry of socio-economic 

and environmental dynamics that can enrich scholarly inquiries and contribute to a deeper understanding 

of various subject areas 

 

 
Figure 3. Map of Puerto Princesa showing the study area 

(Source: https://puertoprincesa.ph/?q=about-our-city/google-maps) 

 

Research Design 

This study utilized a descriptive survey methodology to assess the level of clients’ satisfaction on Business 

One Stop Shop program of the City government among the accommodation establishments of Puerto 

Princesa, Palawan. 
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The questionnaire is comprised of close-ended inquiries that pertain to the respondents' demographic 

background. On the other hand, some questions were succeeded by alternative inquiries that offer 

corresponding alternative responses for selection. 

 

Respondents of the Study 

The respondents mainly came from the 79 Department of Tourism accredited accommodation 

establishments located in Puerto Princesa City, Palawan., this included hotels, resorts, and Mabuhay 

accommodations (Tourist Inns, Pension Houses, Motels, Bed and Breakfast, Vacation Homes, Hostels and 

etc.). These establishments were formed the basis of the respondent pool for the survey. 

The respondents included individuals such as the owners, managers, supervisors, secretaries, or 

individuals responsible for processing the business permits of the accommodation establishment. 

 

Sampling Procedures 

Slovin’s Formula was used to determine the number of the respondents since there is no available estimate 

of p showing 50% of the satisfied respondents from the past related studies (Tejada and Punzalan, 2012). 

Likewise, the study have looked into the level of satisfaction thus, the variable of interest is proportion of 

the satisfied clients. A total of 79 target respondents were randomly selected based on the following 

categories and apportioned sample size: 

Slovin Formula: 𝑛 =
N

1+Ne2
 

N- Total Population 

e- 0.05 

n- Sample size 

𝑛 =
98

1 + 98 (0.05)2
 

𝑛 =
98

1 + 98 (0.0025)
 

𝑛 =
98

1.245
 

𝑛 = 78.713 

𝑛 = 79 

The sample size required for stratified random sampling was drawn from a population of size N= 98 and 

assuming e= 0.05, conservative estimate with 95% confidence level that the estimate of the proportion of 

Accommodation establishments in Puerto Princesa is within the target margin of at least 79. Table 1. 

Shows the distribution of respondents. 

 

Table 1. Population distribution of the respondents of the study 

Accommodation classifications Population size Sample size needed 

Resorts 7 6 

Hotels 19 15 

Mabuhay accommodations 

(Tourist Inns, Pension Houses, 

Motels, Bed and Breakfast, 

72 58 
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Vacation Homes, Hostels and 

etc.) 

 98 79 

Source: List of DOT accredited tourism enterprises and frontliners MIMAROPA REGION as of May 5, 

2024. (http://www.tourism.gov.ph/files/08-2022/08-23-2022/MIMAROPA/TOR.pdf) 

 

Research Instrumentation 

A structured survey questionnaire was formulated based on the review of previous studies as well as 

questionnaires used in other theses related to the study. To gather the necessary data, the research 

instrument was divided into three sections as follows:  Part I is consist of the socio-demographic profile 

of the respondents including their age, sex, civil status, educational attainment, accommodation 

classification, and years in business; Part II is consist of questions that measured the clients’ level of 

satisfaction on business one stop shop program of the city government of Puerto Princesa among 

accommodation establishments in applying and renewing business permits in terms of a.) filing; b.) 

assessment & payment; and c.) release of business permits; Part III Contains questions that helped assess 

the problems encountered by the respondents in the operations of the Business One Stop Shop. 

To interpret the problems encountered by the respondents, the responses were examined using a 5-point 

rating Likert scale and its corresponding equivalents. 

Numerical Rating Adjectival Rating 

5 Strongly Agree 

4 Agree 

3 Moderately Agree 

2 Disagree 

1 Strongly Disagree 

To interpret the respondent’s level of satisfaction on Business One Stop Shop (BOSS) the 5-point Likert 

scale and its corresponding equivalent was used. 

Range of Scale Adjectival Rating 

4.50 - 5.0 Very much Satisfied 

3.50 – 4.49 Satisfied 

2.50 – 3.49 Moderately satisfied 

1.50 – 2.49 Dissatisfied 

1.0 – 1.49 Very much Dissatisfied 

 

Data Gathering Procedures 

The initial process was sending a formal request letter, endorsed by the adviser, to the owners of the 

accommodation establishments. The purpose of the letter is to seek authorization for the implementation 

of the research project. This step was to ensure that the necessary permissions and cooperation was 

obtained from the authorities before proceeding with the study. The template for this correspondence can 

be found in Appendix "C". 

Following the receipt of a favorable response from the owner of the accommodations, granting permission 

for the administration of the survey questionnaire, this research was conducted through the distribution of 

questionnaire to the accredited accommodation establishments of Puerto Princesa City. All respondents 
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were given sufficient time to thoroughly review and complete the questionnaire. The data collected were 

subsequently processed and subjected to analysis. 

 

Treatment of Data 

The data collected were carefully analyzed using various statistical methods such as frequency counts, 

percentages, and means. This analysis was focused on the socio-demographic characteristics of the 

respondents. 

The responses on the satisfaction of the Business One Stop Shop (BOSS) Program and the issues 

encountered were evaluated using a 5-point Likert rating scale. Furthermore, the corresponding 

equivalents of the Likert scale were taken into consideration for interpretation. 

In order to test the null hypothesis of the study, statistical methods such as Pearson's correlation and t-tests 

for analyzing suggested means was utilized. These methods would provide valuable insights into the 

relationships within the data, allowing for a comprehensive understanding of the factors at play. 

 

CHAPTER IV 

RESULTS AND DISCUSSION 

This chapter presents the results of the analysis of data and the discussion. Presentations are logically 

arranged parallel to the formulated statement of the problems. 

 

Socio- Demographic Profile of the Respondents 

The socio-demographic profile of the respondents in terms of age, sex, educational attainment, position, 

accommodation classification, and years in business are shown in Table 2. 

The data presented in the table indicates that the age range of the respondents spans from 23 years old to 

64 years old. The majority of respondents, comprising 28 or 35.4%, fall within the 30 to 36 years old 

category, followed by 19 or 24.1% in the 37 to 43 years old category, and 14 or 17.7% in the 23 to 29 

years old category. There are also smaller percentages in the 44 to 50 years old (10 or 12.7%), 51 to 57 

years old (5 or 6.3%), and 58 to 64 years old (3 or 3.8%) categories. This distribution shows a 

predominance of respondents in the 30 to 36 years old age group. It implies that the hospitality industry 

in Puerto Princesa tends to employ a younger workforce over older individuals. This observation aligns 

with a study by Lucas (1993), which states that the hospitality industry has a preference for younger 

employees, resulting in a smaller representation of older workers in comparison to their younger 

counterparts. In addition, Idowu et al., (2020), states that hospitality industry hires younger workers 

primarily due to their flexibility and willingness to fill entry-level positions, which are crucial as older 

generations retire. However, Brown (2020), states that older employees often bring valuable skills in 

customer service and problem solving, developed over years of experience, which can enhance overall 

service quality. On the other hand, it is possible that older workers are not attached to working in the 

hospitality industry, however, it is also possible that employer’s discriminatory attitudes limit the ability 

of older job seekers to secure hotel employment (Poulston & Jenkins, 2013). 

In terms of sex, the data reveals that the majority of respondents, accounting for 89.9%, are female, while 

a smaller proportion, comprising 10.1%, are male. This implies that accommodation establishments in 

Puerto Princesa prefer hiring female employees over male employees. This finding aligns with a study by 

Darioly (2019), which highlights the prevalent stereotype of the hospitality industry as a service-oriented 

“care” sector where women have historically had greater access to employment opportunities. Also, 
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research revealed that women constituted 55.5% of the workforce in the hospitality industry but are 

underrepresented in leadership roles, indicating systemic gender inequities (Campbell et al, 2017). 

However, the hospitality sector remains traditional and male-dominated. It notes that while women 

represent a significant portion of the workforce, they are often relegated to roles that align with societal 

expectations of femininity, such as housekeeping or service positions. In contrast, men are more frequently 

assigned to management and physically demanding roles, which are often better compensated. This 

segregation reinforces gender stereotypes and limits women's advancement into leadership positions 

(Silva, 2023) 

In terms of civil status, the result shows that the largest proportion of respondents, comprising 40 or 50.6%, 

are categorized as single. This is closely followed by married individuals, accounting for 37 or 46.8% of 

the total respondents. A smaller percentage, 2 or 2.5%, are identified as widowed. It is consistent with the 

study of Dayoub (2021), which found that 53.55 of hospitality workers were single, influenced by factors 

such as low pay, irregular hours, and high stress, which strain their civil status. 

The table further shows that the majority of the respondents, comprising 70 individuals or 88.6% of the 

total sample, hold a college degree. This is followed by 6 individuals or 7.6% who have completed some 

college-level education. Additionally, 2 individuals or 2.5% of the respondents are high school graduates. 

Interestingly, only 1 individual or 1.3% has pursued post-graduate education. These findings shed light on 

the educational attainment of the surveyed population and highlight the prevalence of college graduates 

among the respondents. It is evident that a significant proportion of the sample possess at least a college 

degree, indicating a relatively high level of educational attainment within the surveyed group. This implies 

that accommodation establishments in Puerto Princesa typically employ individuals with a college degree. 

This finding is in line with the study by Hsu et al. (2017), which emphasizes the significance of having 

adequate education of employees in the hotel industry is of paramount importance to achieve such goal. 

In addition, the study also emphasizes the importance of education in the hospitality industry dates back 

to 1893. Furthermore, the result of analysis also conforms with the statement by UNWTO (2022), in its 

document Tourism in the 2030 Agenda, where importance of education is also highlighted which identifies 

education as a Goal 4; Quality Education and points out that a well-educated and skilled workforce is 

critical for hospitality industry to thrive. Moreover, the results aligned with the study of Elsharnouby et 

al. (2021) which states that hospitality industries rely heavily on the experience, knowledge, and skills of 

its employees. 

In addition, the data reveals that the majority of respondents hold managerial positions, accounting with 

24 or 30.4% of the total, followed by human resource officers at 20 or 25.3%, supervisors with 16 or 

20.3%, owners with 15 or 19.0%, and accounting officers with 4 or 5.15%. These findings shed light on 

the distribution of positions within the surveyed population and indicate a significant presence of 

managerial and human resource roles. It implies that the managerial and human resource functions play a 

prominent role within the accommodation establishments in Puerto Princesa, with supervisors and owners 

also making substantial contributions. The findings agree with Baker (2001), that the nature of these 

establishments requires managers who can handle a variety of situations and adapt to changes on a daily 

basis. Also, it conforms to the study of Mayaka et al. (2007), that all employees, particularly managers, 

are key players in the delivery of service and a hands-on management style contributes greatly to guest 

satisfaction, good service and organizational performance. 

Based on their accommodation classifications, the majority of them fall under the category of mabuhay 

accommodations (tourist inns, Pension houses, motels, bed and breakfast, vacation homes, hostels, and 
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other similar accommodation establishments), comprising 57 or 72.2% of the total. This is followed by 

hotels, accounting for 16 or 20.3%, and lastly resorts, with 6 or 7.6%. This implies that majority of the 

accommodation establishments in Puerto Princesa are mabuhay accommodations. This conforms with the 

Department of Tourism that mabuhay accommodations are predominant in the Philippines due to their 

affordability and accessibility, catering primarily to budget-conscious travelers. The result conforms with 

the principle of Memorandum Circular No. series 2018-03, which established the mabuhay 

accommodation standards to enhance service quality across various low-end lodging types, including 

tourist inns, pension houses and the like. This initiative aims to elevate the hospitality sector’s 

competitiveness by ensuring consistent quality and improving market perceptions of these establishments. 

Moreover, the survey revealed that the range of years in business for the respondents varies from 1 year 

to over 21 years. The majority of respondents, comprising 27 or 34.2%, reported having been in business 

for 6 to 10 years, followed closely by those with 1 to 5 years and 11 to 15 years, each accounting for 23 

or 29.1% of the respondents. A smaller percentage, 4 or 5.1%, indicated having been in business for 16 to 

20 years, while only 2 or 2.5% reported 21 years or more in business. This finding implies a younger 

demographic of hospitality businesses in Puerto Princesa. The finding is aligned with Philippine News 

Agency (2024), which states that Puerto Princesa City’s hospitality industry is relatively new due to its 

rapid urban development and increased tourist arrivals, which surged by 76% in 2023 compared to the 

previous year. In addition, according to Alvior (2024), this growth is attributed to the local government’s 

efforts in improving infrastructure and promoting the city as a prime investment hub for tourism and real 

estate. Moreover, the results conform with the study of Lock (2022), which states that high growth rate in 

hospitality industry is partly due to recovery from global travel restrictions. 

 

Table 2. Socio-demographic profile of the Respondents 

Characteristics Frequency 

n=79 

Percentage 

(%) 

Age   

23 – 29 14 17.7 

30 – 36 28 35.4 

37 – 43 19 24.1 

44 – 50 10 12.7 

51 – 57 5 6.3 

58 – 64 3 3.8 

Mean = 43.5   

   

Sex   

Male 8 10.1 

Female 71 89.9 

   

Civil Status   

Single 40 50.6 

Married 37 46.8 

Widowed 2 2.5 
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Educational Attainment   

High School Graduate 2 2.5 

College Level 6 7.6 

College Graduate 70 88.6 

Post Graduate 1 1.3 

   

Position   

Owner 15 19.0 

Manager 24 30.4 

Supervisor 16 20.3 

Accounting Officer 4 5.1 

HR Officer 20 25.3 

   

Accommodation classifications   

Resort 6 7.6 

Hotel 16 20.3 

Mabuhay Accommodation 57 72.2 

   

Years in Business   

1 – 5 23 29.1 

6 – 10 27 34.2 

11 – 15 23 29.1 

16 – 20 4 5.1 

21 and above 2 2.5 

 

Level of Satisfaction on Business One Stop Shop (BOSS) of the City Government of Puerto Princesa 

among Accommodation Establishments. 

The level of satisfaction on Business One Stop Shop of the city government of Puerto Princesa among 

accommodation establishments is shown in Table 3. Their assessment is based on three factors; pre-

registration, assessment and payments, and release of business permits. 

The findings presented in Table 3 indicates that, in terms of pre-registration category, the satisfaction 

ratings for various statements related to the application and renewal of business permits were notably 

satisfied with a 4.13 overall mean rating. While, in terms of assessment and payment, respondents show 

also satisfaction with the process with an overall mean rating of 4.04, it is evident that all assessment and 

payment indicators have been well received and are considered satisfactorily. On the other hand, with 

regards to the release of business permits, it received also a satisfied ratings from the respondents with an 

overall mean rating of 4.34, reflecting a collective affirmation of the strides made in enhancing the 

business permit release procedures. 

These results implies that the purpose of Business One stop shop to streamline and simplify the process 

for applying and renewing business permits have been positively received by the accommodation 

establishments in Puerto Princesa, reflecting a positive impact on their operations. These findings agree 
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with the OECD (2020), which states that one stop shops have emerged as a way for governments to provide 

better services and improve regulatory delivery to citizens and businesses. Also, the results agree with the 

study of Peters et al. (2007), that one-stop-shop is a public service delivery process that makes exchange 

between citizens and the public bureaucracy easier in transparent and accessible manner which results to 

the high satisfaction of citizens. 

Based on the data, it is clear that the assessment and payment stage received the lowest overall mean 

rating, while the release of business permits obtained the highest mean rating in terms of overall 

satisfaction. Implying that the processes involved in the assessment and payment stage are more intricate 

compared to those in the release of business permits. This complexity may require a more detailed 

approach and thorough understanding of the requirements and regulations involved. It is important to 

allocate sufficient resources and expertise to ensure the smooth execution of these processes. Thus, the 

cost-efficient indicator under the assessment and payment stage received a lowest mean rating of 3.86. 

This result conforms with World Bank (2012), which states that many governments still rely on outdated 

methods, leading to delays and increased costs, which diminish user satisfaction. Additionally, the 

complexity of payment systems, combined with insufficient customer service and high transaction fees, 

further alienates users (GFOA, 2018). 

Moreover, the reduce time in the issuance of business permits indicator under the release of business 

permit stage received a highest mean rating of 4.35. Implying that clients experienced the difference when 

there is Business one stop shop compared to the time when it’s not yet implemented. This result conforms 

with Garph (2019), that local government have implemented measures to reduce processing times, often 

to just two days, for new registrations and one day for renewals, fostering a more business-friendly 

environment. Additionally, the establishment of one-stop shops simplifies procedures by consolidating 

services, minimizing bureaucratic hurdles (DILG, 2017). 

 

Table 3. Level of Satisfaction on the Business one stop shop of the city government of        Puerto 

Princesa among Accommodation Establishment. 

Indicator/Statement Mean Rating Descriptive Rating 

Pre – registration   

Streamlined the process for the 

Application/renewal of business permits. 

4.13 Satisfied 

Meets/exceeds your expectations in 

applying/renewal of business permits. 

4.05 Satisfied 

Removes unnecessary requirements for the 

applications/renewal of permits. 

4.01 Satisfied 

Eased time in applying/renewing of business 

permits. 

4.04 Satisfied 

Helps gather the requirements faster for the 

application and renewal of business permits. 

4.23 Satisfied 

Elimination of long lines in processing 

business permits. 

4.15 Satisfied 

Uncomplicated processing of applications 

and renewal of business permits. 

4.11 Satisfied 

Unified Form is easy to understand 4.28 Satisfied 
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Overall Mean 4.13 Satisfied 

   

Assessment and Payment   

   

Co-location of other government offices. 4.04 Satisfied 

Eliminate delays/inconvenience in the 

assessment process. 

4.04 Satisfied 

Cost efficient processing of 

applications/renewal of business permits. 

3.86 Satisfied 

Streamlined the process of assessment for 

application and renewal of business permits. 

4.08 Satisfied 

Streamlined financial operations (Faster tax 

computation) 

4.10 Satisfied 

Quick feedback on the assessment process. 4.13 Satisfied 

Offers customer-friendly assessment 

processes. 

4.00 Satisfied 

Overall Mean 4.04 Satisfied 

   

 

Table 3 (continued.) 

Indicator/Statement Mean Rating Descriptive Rating 

Release of Business Permits   

Reduce time of issuance of business permits. 4.35 Satisfied 

Eliminate irrelevant process in the issuance 

of business permits. 

4.33 Satisfied 

Efficient issuance of business permits. 4.34 Satisfied 

Fast paced release of permits better than the 

previous experience without BOSS. 

4.32 Satisfied 

Overall Mean 4.34 Satisfied 

Legend: 

4.50 – 5.00 Very much satisfied 

3.50 – 4.49 Satisfied 

2.50 – 3.49 Moderately satisfied 

1.50 – 2.49 Dissatisfied 

1.00 – 1.49 Very much dissatisfied 

 

Problems Encountered by the Respondents in the Operation of Business One Stop Shop of the City 

Government of Puerto Princesa. 

The findings from the survey on the operation of the Business One Stop Shop (BOSS) program of the 

Puerto Princesa city government reveal a significant level of disagreement among the respondents 

regarding the premise statements. Specifically, the data presented in Table 4 demonstrates a notable level 
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of disagreement, with overall mean rating of 2.01, suggesting that the respondents did not concur with it, 

indicating that the respondents disagreed with the presumptive statements. 

This implies that the accommodation establishments in Puerto Princesa disagreed with the premise 

problems and are satisfied with the current operation of the Business one stop shop program. The results 

agree with the principle of expectation confirmation theory (Oliver, 1977), which states that satisfaction 

is influenced by the disconfirmation of prior expectations and perceived performance. When actual 

performance meets or exceeds expectations, it results in positive confirmation, leading to satisfaction 

Based on the data, the duration of boss’s annual event is not enough indicator gained a highest mean rating 

of 2.14, which implies that the respondents are satisfied with the current duration of Business one stop 

shop program in processing the application and renewal of business permits. It is aligned with the study 

of Fox (2024), which states that businesses are satisfied with annual durations of one stop shops due to 

their convenience and efficiency. Such systems foster better coordination among agencies and improve 

service delivery, benefiting both businesses and government entities (OECD, 2020). 

 

Table 4. Problems Encountered by the Respondents in the operation of Business One Stop Shop of 

the City Government of Puerto Princesa. 

Statement/Indicator Mean Rating Descriptive Rating 

The agencies’ location is far from each other. 1.87 Disagree 

The duration of BOSS’s annual event is not enough. 2.14 Disagree 

The location is not accessible to the public. 1.84 Disagree 

Time consuming processes. 2.01 Disagree 

The respective agencies are tied-up to their other 

tasks. 

1.91 Disagree 

The given requirements are hard to comply. 1.90 Disagree 

Plenty of requirements to comply. 1.80 Disagree 

Complicated processing for application and renewal 

of business permits. 

1.91 Disagree 

Expensive processing of application and renewal of 

business permits. 

1.78 Disagree 

Long lines for processing the application and renewal 

of business permits. 

1.87 Disagree 

Slow computation of tax 1.77 Disagree 

Slow assessment feedbacks. 1.84 Disagree 

Delayed release of the business permits. 1.84 Disagree 

 

Table 4 (continued.) 

Indicator/Statement Mean Rating Descriptive Rating 

Unreliable / slow internet connections. 1.90 Disagree 

Not everyone is willing to avail electronic 

application 

1.81 Disagree 

Overall Mean 2.01 Disagree 

Legend: 
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4.50 – 5.00 Strongly agree 

3.50 – 4.49 Agree 

2.50 – 3.49 Moderately agree 

1.50 – 2.49 Disagree 

1.00 – 1.49 Strongly disagree 

 

Relationship between the socio-demographic profile of the respondents and the level of satisfaction 

on the Business One Stop Shop (BOSS) program of the city government of Puerto Princesa. 

Pre-registration 

The hypothesis that there is no significant relationship between the socio-demographic profile of the 

respondents and the level of satisfaction on the business one stop shop program of the city government of 

Puerto Princesa was tested using Pearson correlation coefficient (r) for the degree of relationship and t-

test for the significance. The degree of relationship ranges from .041 to .274 with a description of 

negligible to low correlation. Nevertheless, the findings, presented in Table 5, under the key factor of pre-

registration indicates that there is a significant relationship between accommodation classification and 

satisfaction level, as evidenced by a p-value of .014, which is deemed significant at the .05 level. 

Furthermore, the coefficient of .274 implies that bigger establishments like hotels and resorts, exhibited a 

higher level of satisfaction with the program compared to the smaller accommodation establishments like 

mabuhay accommodations (tourist inns, pension houses, motels, bed and breakfast, vacation homes, 

hostels, and other similar accommodation establishments). The results agree with Saliendres (2023), that 

bigger businesses often have more resources to navigate complex regulations and benefit from economies 

of scale, allowing them to leverage government services more effectively thus, resulting to their 

satisfaction. Also, the results conform with the study of Mckinsey (2022), which states that larger firms 

typically possess better access to information and networks, enabling them to influence policy and service 

delivery. Conversely, smaller businesses may struggle with bureaucratic hurdles and lack the same level 

of engagement, leading to greater dissatisfaction (DAP-PDC, 2023). 

In relation to the pre-registration category within the level of satisfaction assessment, the analysis reveals 

a significant relationship between the number of years in business and the satisfaction levels reported by 

the respondents, with a p-value of .024, indicating significance at the .05 level. Furthermore, the 

coefficient of .253 implies that accommodations with a longer duration of business operations tend to 

provide higher satisfaction ratings compared to those with a shorter tenure in the industry. This result 

affirms the study of Edin et al. (2022), that businesses with long tenure typically have better understanding 

of service expectations and may benefit from a history of consistent service quality and also often report 

higher satisfaction with government services due to established relationships and familiarity with 

processes. 

However, factors such as age, sex, civil status, educational attainment, and position did not show a 

significant correlation with satisfaction levels. Therefore, based on the data analysis, the null hypothesis 

that there is no significant relationship between the socio-demographic profile of the respondents and the 

level of satisfaction on the BOSS program is accepted. 
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Table 5. Relationship between the respondent’s socio-demographic profile and the level of 

satisfaction on business one stop shop of the city government of Puerto Princesa in terms of pre-

registration. 

Profile Characteristics Coefficient r P. Value Decision 

Age 

Sex 

Civil Status 

Educational Attainment 

Position 

Accommodation Classification 

Years in Business 

.068 

.151 

.041 

.054 

.118 

.274* 

.253* 

.549 

.184 

.719 

.635 

.301 

.014 

.024 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Reject Null Hypothesis 

Reject Null Hypothesis 

Legend: 

0.01 – 0.09 Negligible 

0.10 – 0.29 Low 

0.30 – 0.49 Moderate 

0.50 – 0.79 High 

0.80 – 0.99 Very High 

 

Assessment and Payment 

The results show the degree of relationship ranges from .020 to .329 with the description of negligible to 

moderate correlation. However, the results, as presented in table 6, specifically focusing on the assessment 

and payment aspect, revealed a significant correlation between the number of years in business and the 

level of satisfaction. This correlation was supported by a p-value of .003, indicating statistical significance 

at the .01 level. Moreover, the coefficient of .329 implies that accommodation establishments with a longer 

duration of operation tend to give higher satisfaction ratings compared to those with a shorter tenure in 

the industry. The result aligned with Development Academy of the Philippines (2022), which states that 

long term businesses benefit from consistent service interactions that build trust and reliability, leading to 

higher satisfaction ratings compared to newer businesses that may face more bureaucratic hurdles or lack 

experience navigating government processes. Additionally, established firms often have a better access to 

resources and support, enhancing their overall experience with government services (DAP, 2022). 

Based on the analysis of the socio-demographic profile of the respondents, which includes factors such as 

age, sex, civil status, educational attainment, position, and accommodation classifications, it is apparent 

from the data presented in table 6 that there is negligible correlation between these factors and the level 

of satisfaction. As a result, the null hypothesis is accepted. 

 

Table 6. Relationship between the respondent’s socio-demographic profile and the level of 

satisfaction on business one stop shop of the city government of Puerto Princesa in terms of 

assessment and payment. 

Profile Characteristics Coefficient r P. Value Decision 

Age 

Sex 

Civil Status 

Educational Attainment 

.020 

.131 

.059 

.087 

.863 

.248 

.605 

.445 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 
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Position 

Accommodation Classification 

Years in Business 

.037 

.138 

.329** 

.746 

.226 

.003 

Accept Null Hypothesis 

Accept Null Hypothesis 

Reject Null Hypothesis 

Legend: 

0.01 – 0.09 Negligible 

0.10 – 0.29 Low 

0.30 – 0.49 Moderate 

0.50 – 0.79 High 

0.80 – 0.99 Very High 

 

Release of Business Permits 

The results show the degree of relationship ranges from .112 to .297 with the description of low 

correlation. But, the findings, as outlined in Table 7 with a specific emphasis on the release of business 

permits, have unveiled a significant correlation between educational attainment and satisfaction levels. 

This association is substantiated by a p-value of .032, signifying statistical significance at the .05 level. 

Furthermore, the negative coefficient of .241 indicates that individuals with lower educational attainment 

tend to provide higher ratings for the satisfaction level on the business one-stop shop program. This result 

disagrees with the study of OECD (2022), that higher educated people have a higher average rate of 

satisfaction than lower educated people. 

In addition, the results, as outlined in Table 7, regarding the issuance of business permits reveal a 

significant correlation between accommodation classification and satisfaction level. This is supported by 

a statistically significant p-value of .008, indicating significance at the .01 level. Moreover, with a 

coefficient of .297, it implies that bigger establishments such as hotels and resorts have demonstrated a 

higher satisfaction level with the program in comparison to smaller accommodations such as mabuhay 

accommodations. The findings aligned with the study of Gabiana et al. (2011), which states that larger 

accommodations tend to be more satisfied with the Business One-Stop Shop program due to better service 

quality, resource availability, and alignment with their operational needs. Smaller accommodations, on the 

other hand, may not fully utilize or benefit from these services, leading to lower satisfaction levels. 

Based on the comprehensive analysis of the socio-demographic profile of the respondents, which 

encompasses factors such as age, sex, civil status, position, and years in business, it is evident from the 

data outlined in table 7 that there is no significant correlation between these factors and the level of 

satisfaction. Consequently, based on the statistical analysis, the null hypothesis is accepted. 

 

Table 7. Relationship between the respondent’s socio-demographic profile and the level of 

satisfaction on Business one stop shop of the city government of Puerto Princesa in terms of 

release of Business Permits. 

Profile Characteristics Coefficient r P. Value Decision 

Age 

Sex 

Civil Status 

Educational Attainment 

Position 

Accommodation Classification 

.137 

.189 

.112 

-.241* 

.185 

.297** 

.230 

.095 

.326 

.032 

.103 

.008 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Reject Null Hypothesis 

Accept Null Hypothesis 

Reject Null Hypothesis 
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Years in Business .221 .050 Accept Null Hypothesis 

Legend: 

0.01 – 0.09 Negligible 

0.10 – 0.29 Low 

0.30 – 0.49 Moderate 

0.50 – 0.79 High 

0.80 – 0.99 Very High 

 

Relationship between socio-demographic profile and the problems encountered in the operation of 

business one stop shop program of the city government of Puerto Princesa. 

The results show the degree of relationship ranges from .006 to -.245 with the description of negligible to 

low correlation. However, the results presented in Table 8 reveal a significant correlation between job 

position and the presumptive statements. This connection is supported by a p-value of .029, indicating 

statistical significance at the .05 level. Moreover, the negative coefficient of .245 implies that individuals 

in lower positions are more likely to express stronger disagreement with the premise problems. The result 

affirms the study of Lopez et al. (2020), which states that individual in lower job positions often appreciate 

government services more than those in higher positions due to their direct reliance on these services. 

Additionally, the study elaborate that they may feel more connected to community outcomes, unlike higher 

ranking officials who might view services through a bureaucratic lens, resulting to lower satisfaction in 

government services. 

In terms of the analysis of the socio-demographic profile of the respondents, which includes factors such 

as age, sex, civil status, educational attainment, accommodation classifications, and years in business it is 

apparent from the data presented in table 8 that there is a negligible correlation between these factors and 

the presumptive statements. As a result, the null hypothesis is accepted. 

 

Table 8. Relationship between socio-demographic profile and the problems encountered in the 

operation of business one stop shop of the city government of Puerto Princesa. 

Profile Characteristics Coefficient r P. Value Decision 

Age 

Sex 

Civil Status 

Educational Attainment 

Position 

Accommodation Classification 

Years in Business 

.025 

.074 

.117 

.042 

-.245* 

.006 

.098 

.829 

.515 

.304 

.716 

.029 

.957 

.391 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Reject Null Hypothesis 

Accept Null Hypothesis 

Accept Null Hypothesis 

Legend: 

0.01 – 0.09 Negligible 

0.10 – 0.29 Low 

0.30 – 0.49 Moderate 

0.50 – 0.79 High 

0.80 – 0.99 Very High 
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CHAPTER V 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

This chapter contains the summary, conclusions and recommendations based on the findings of the study. 

 

Summary 

The characteristics of the respondents as shown in their socio-demographic profile are as follows: 

The survey indicates that the majority of respondents are single, female between the ages of 30 and 36, 

holding a college degree and serving in managerial positions within the mabuhay accommodations 

industry. It is noteworthy that a large number are employed by establishments that have been operational 

for 6 to 10 years. 

In terms to the satisfaction level of the respondents on the Business One stop shop program. The Puerto 

Princesa City Government's Business One Stop Shop program earned exceptionally satisfaction ratings 

across vital areas such as pre-registration, assessment and payment, and the release of business permits. 

Particularly, pre-registration received an overall mean of 4.13, assessment and payment garnered overall 

mean of 4.04, and the release of business permits achieved a rating of 4.34, showcasing a favorable 

experience for users availing the services. 

As to the problems encountered in the operations of Business one stop shop, the survey shows a clear 

difference in the opinions of the respondents about the premise statements in the operation of Business 

One Stop Shop (BOSS) program by the Puerto Princesa city government. Despite the overall mean rating 

of 2.01, indicating varied views on the specified statements, it contradicts the common belief of 

widespread dissatisfaction. Satisfaction indicators demonstrate a favorable rating for the BOSS program's 

services, highlighting the current satisfaction of the respondents with the program. 

Moreover, the survey results show a significant relationship between respondents' socio-demographic 

characteristics and their satisfaction levels in pre-registration, assessment and payment, and release of 

business permits. Specifically, data indicates that accommodation classification and years in business are 

significant factors in pre-registration satisfaction, while years in business is influential during assessment 

and payment. Moreover, the satisfaction levels during the release of business permits are significantly 

correlated to educational attainment and accommodation classification. 

Furthermore, the analysis also uncovers a low correlation between the respondents' positions and the 

presumptive statements in the operation of the business one-stop shop program by the city government of 

Puerto Princesa. 

 

Conclusions 

The following conjectures are deduced from the summary of findings of the study: 

1. The survey reveals that the majority of participants are 30 to 36 years old, predominantly single 

females. Most hold college degrees and work in managerial roles in the mabuhay accommodations 

industry. Additionally, a significant proportion are associated with businesses operating for 6 to 10 

years. 

2. Puerto Princesa's business one-stop-shop program has garnered satisfied ratings, reflecting respondent 

satisfaction. The program's streamlined processes for pre-registration, assessment and payment, and 

release of permits have notably influenced stakeholder perceptions. 
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3. A significant number of respondents expressed their disagreement with the presumptive statements in 

the operation of the business one-stop shop program implemented by the city government of Puerto 

Princesa. 

4. The survey analysis has found significant relationship between the socio-demographic characteristics 

of respondents and their satisfaction levels at three key stages: pre-registration, assessment and 

payment, and release of business permits. At pre-registration, a low correlation exists between 

accommodation classification, years in business, and satisfaction levels. Similarly, at the assessment 

and payment stage, there is a moderate correlation with years in business. Conversely, the release of 

business permits shows a low degree of relationship with educational attainment and accommodation 

classification impacting satisfaction levels. 

5. The analysis reveals a low degree of relationship between the position held by the respondents and the 

presumptive statements in the operation of the business one-stop shop program by the city government 

of Puerto Princesa. 

 

Recommendations 

From the aforementioned conclusion the following are recommended: 

Business Permit and Licensing Office. Ensuring high satisfaction and effective change management 

hinges on continuous program monitoring. Regular surveys are key to reassessing needs, offering vital 

feedback for necessary improvements. This proactive method emphasizes continuous enhancement and 

customer satisfaction, allowing issue resolution before escalation. Moreover, surveys detect changing 

preferences or trends, aiding in adaptation and innovation. Staying tuned to evolving needs strengthens 

relationships and preserves satisfaction. 

City Government of Puerto Princesa. It is imperative for policy makers and those responsible for the 

business one stop shop program to continuously innovate and adapt the program to meet the evolving 

needs of society. As societal changes are inevitable, it is crucial that the program remains responsive and 

relevant. By staying abreast of technological advancements, regulatory shifts, and the ever-changing 

business landscape, the program can effectively support businesses and streamline processes. Embracing 

innovation will ensure that the program remains a valuable resource for entrepreneurs and businesses 

seeking to navigate the complexities of starting and operating a business. Therefore, a commitment to 

ongoing improvement and modernization is essential to uphold the program's effectiveness and efficiency 

in serving the needs of the business community. 

Clients (Accommodation establishments). It is essential to actively engage in the government's 

innovation programs in order to directly experience their potential benefits for your business. By doing 

so, you are fulfilling your role as a beneficiary of these services, and in turn, you can expect more efficient 

and tailored services. Your involvement in this study also functions as a representation of other businesses 

with similar classification perspectives on the BOSS. As a result, the local government will gain valuable 

insight into your position regarding the program. 

Future Investors. The results of this study demonstrate the readiness of the Puerto Princesa government 

to support a growing number of business ventures and partnerships. This study is a valuable tool for 

gaining insight into the creative strategies being utilized by the local government to prioritize the needs of 

business organizations. As a result, potential investors can be confident that Puerto Princesa offers a 

favorable environment for establishing business ventures, making it a perfect destination for investment. 

https://www.ijfmr.com/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250136100 Volume 7, Issue 1, January-February 2025 41 

 

Future Researchers. Further studies can be recommended to expand and validate the findings of the 

current study. Conducting additional research can help to deepen our understanding of the topic and 

provide more comprehensive insights. By broadening the scope of the investigation, we can gain a more 

complete picture of the subject matter and identify any potential limitations or areas for improvement. 

Furthermore, exploring related areas or conducting follow-up studies can help to confirm the validity and 

generalizability of the current study's conclusions. This approach can contribute to the advancement of 

knowledge in the field and provide a more robust foundation for future research and decision-making. 
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