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Abstract 

The emergence of different hotels that fundamentally offers the same lodging services have made 

marketing strategies an integral part of the hotel industry. This study focuses on resolving the 

problems encountered by the RVA Budget Hotel by exploiting the opportunity to use marketing 

strategies and plans to achieve the company’s targeted increase in service income. The researcher 

utilized different Engineering Management tools in order to analyze the current situation of the 

RVA Budget Hotel. These tools include the RATER survey model that determines the expectations 

and perceived experience of the customers through numerical rating, the Job Evaluation that 

classifies the performance ranking of an employee, the 7P Framework that examines the marketing 

mix of a company and the Competitive Profile Matrix that compares the operational performance 

of a company against its competitors. The results from the tools revealed the root causes presented 

in the Why-Why Diagram and influenced the nature of recommendations used in the How-How 

Diagram. The expenses incurred from these recommendations that involves plans and marketing 

strategies were outweighed by the monetary gains that increased the service income of RVA 

Budget Hotel by 92% as shown in the Cost Benefit Analysis. 

Keywords: Budget Hotel, Service Income, Facility, Service Quality, Marketing Strategy 

1. Introduction

The Philippines adopted the use of motels to meet the shortage of accommodation for travelers after World War II. 

Since then, the concept of motels in the country transformed from lodging areas to venues that were used by partners 

to have sexual affairs. In 1970, motels initiated an effort to remodel the image of the industry and renovated their 

facilities to give their customers a hotel- like ambiance. (Dennis Villegas, 2011) Motels or budget hotels differ from 

a hotel in a way that the unnecessary services are removed to cut costs. Hotels are focused on offering their services for 

the upper social class while budget hotels cater to all walks of life. Cleanliness, comfortability and convenience are the 

core values of budget hotels that attracts customers to patronize their establishments. (Shen Han, 2006) 

To be able to satisfy customers, there are important success factors that need to be recognized and applied by the 

management of a budget hotel. One of these factors is security as it is associated to both the safety of life and property 

of the guests. Another significant component of a budget hotel is the speed of service delivery and cleanliness of the 

rooms that signify that the management gives importance to customer experience. Brand differentiation serve as 

another factor for success for budget hotels as this distinguish one establishment from another. Uniqueness in design, 

ambiance and discounts for loyal customers create brand loyalty and differentiation. Location and reservation system 

also play a role as a factor of success for budget hotels as it determines the number of potential guests that may avail 

the services of the establishment through walk-ins or virtual payments. (Wen Hua, Andrew Chan, and Zhenxing Mao, 

2009 

After the analyzing of the success factors of a budget hotel, the importance of facility management, service quality 

and marketing were found to be vital in achieving an edge against competitors. 
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Facility management is crucial to a budget hotel’s operations as it helps the company conform with technology and 

compete with its rivals, increase market share by continually satisfying customers, improve productivity, establish and 

maintain brand image, comply with government requirements as well as recover from damages sustained during 

calamities. (Facility Management Qatar) 

 

The choice of budget hotel becomes an issue due to the rapid growth of the industry. The variety of services, its quality 

and reliability as well as the prices become narrow. Budget hotels need to attract as well as retain customers and in 

order to do so, it is necessary that they provide qualitative services. (Edmundas Jasinskas, Dalia Streimikiene, Biruta 

Svagzdiene and Arturas Simanavicius, 2016) Service quality is undeniably a huge part of the success of budget hotels 

but to maximize its effects, the management must be able to identify the expectations and the dimension of the service 

quality of the company that is perceived as important by the customers. (Atilla Akbaba, 2006) But to be able to deliver 

a service quality that secures guest satisfaction, employee training should be a first priority as it is beneficial to the 

company in safeguarding a competitive edge and the key to developing a successful training program involves 

conducting a job evaluation that helps establish the job specifications and performance standards expected from an 

employee. (Susan Heathfield, 2016) Without company standards and proper training, employees in service companies 

tend to displease customers and affect the image as well as the profitability of their employers. Veteran employee 

training should focus on areas that need improvement while the training of newly hired employees should focus on 

establishing the standard operating procedures of the company as well as the expected output from each of them. 

Enhancing skills in these training programs also ensure that the company is honing employees that can be promoted in 

the future while consistently delivering their established guest satisfaction over time. (Michelle Reynolds) 

“Repeat customers bring in a sizeable portion of revenue, so marketing strategy must be split between maintaining 

relationships with past customers while seeking out new ones.” (Tricia Hussung, 2016) A successful marketing 

strategy establishes a brand image for a budget hotel that interests customers and promotes loyalty. Marketing in 

today’s society includes both printed and digital content that is systematically used to endorse an establishment’s 

product or services. In the case of a budget hotel, both tangible and intangible products are being offered which needs 

an experience based approach in marketing. This approach is used to build customer relationship that encourages them 

to avail of the budget hotel’s services in a repetitive manner. 

 

2. Methods 
 

2.1 Research Design 
 

The researcher used the appropriate engineering tools in improving the overall service quality, facilities and marketing 

strategy of the RVA Budget Hotel in order for the management to increase the company’s service income. 

 

2.2 Research Locale 
 

The personnel and customers described in this study were either interviewed or surveyed within the premises of the 

RVA budget hotel with the exception of the acting general manager who was visited by the researcher in his own 

home and the competitors who were interviewed through calls. 

 

2.3 Procedures and Instrumentation (IPO) 
 

Objective 1: To assess the existing operation of the company. 

Input Process Output 

Interview Internal Analysis 

 SWOT Analysis 

 

Data Gathered 

 Financial Statement 

 Room Utilization 

 List of Complaints 

External Analysis 

 Porter’s Five Forces Model 

 PESTLE Analysis 

Initial Assessment of the existing 

operation of the company. 

Observation of the internal 

facilities of the company 

Walk-in Audit  
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Interview – The researcher conducted an interview with the acting general manager of RVA budget hotel discussing 

the background of the company, its services, strengths, weaknesses and the problems that were encountered by the 

management that might have led to the decrease of profit in 2015. 

 

 
Figure 1: RVA Budget Hotel Service Process 

 

The flow chart above is an additional data presented to the researcher illustrating the company’s service process which 

indicates that there are numerous problems encountered on its service delivery such as lack of initiative by the 

receptionist and room personnel to greet and assist the guests, and failure to check the used rooms before a guest 

checks out and leave the premises of the budget hotel. 

 

SWOT Analysis – This analysis is a framework that determines the internal strengths and weaknesses of the company 

as well as its external opportunities and threats. During the interview, the researcher was able to assess the capabilities 

of the RVA budget hotel through the words of the acting general manager and by using a SWOT analysis it was 

possible to initially determine the areas wherein the company needed improvement. 

 

Data Gathered – The researcher gathered the financial statements, average room utilization and list of complaints in a 5 

day visit to the RVA budget hotel that spanned within the last 2 weeks of November 2016. The data were used to help 

the researcher understand the situation of the company in a technical manner which further supported the details given 

in the interview. 

 

Porter’s Five Forces Model and PESLTE Analysis – The researcher used these tools to analyze the macro environment 

of the budget hotel industry and determine the factors that will affect RVA budget hotel. 

Observation of the internal facilities of the company – The researcher visited RVA budget hotel on December 3, 2016 

in order to do a walk-in audit and personally experience the service of the employees and evaluate the rooms and 

facilities that are being offered by the company. 

 

Objective 2: To identify the causes of the decrease in the company’s service income. 

Input Process Output 

 

Data Gathered 

 Survey 

Observation of competitors’  

service and facilities 

RATER Model Job Evaluation  

7P Framework Benchmarking 

 Competitive Profile  

Matrix (CPM) 

 

 

Identified causes of the decrease in the 

company’s service income. 

Initial assessment of the 

existing operation of the company. 

 

Why-Why Diagram 

 

 

Survey (RATER) – The researcher used a service quality framework called the RATER model as a form of survey to 

compare the expectations of a customer regarding a budget hotel against the actual service provided to them by RVA. 
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This tool is also expected by the researcher to support the complaints given by past customers and determine the gaps 

present in the operation of the host company. 

 

Job Evaluation – This tool is used by the researcher to further confirm the ratings given in the survey and verify 

whether the current job performance of RVA’s employees is able to satisfy company standards as well as customer 

expectations. 

 

7P Framework – This framework is used as a marketing tool and will be utilized by the researcher in pursuance of a 

better marketing strategy that will align the services of the RVA budget hotel to its pricing, place, promotions, people, 

processes and physical evidence in comparison to its competitors. 

 

Table 1: Price List of the Hotel Based on Type and Length of Stay 

 
 

Benchmarking – The researcher used Competitive Profile Matrix as a tool to benchmark the strengths and weaknesses 

of RVA budget hotel against its surrounding competitors and determine the areas in the operations of the company 

that needs improvement. 

Why-Why Diagram – Using the data gathered through the first objective, the researcher is able to break down the root 

causes in a concise and simple manner by means of a Why-Why Diagram. This helps both the readers and the 

researcher in understanding the reasons behind the problem experienced by the company 

 
How-How Diagram – This diagram exhibits the recommendations given by the researcher on how to solve the 

problems of the RVA budget hotel and is presented as an opposite image of the Why-Why Diagram. 

Cost Benefit Analysis – This process evaluates the cost that is associated with the benefits of the proposed 

improvements of the researcher. It is a requirement for the study that the profit generated using the recommendations 

outweighs the cost of implementation.

Objective 3: To propose solutions that will help increase the company’s service income by atleast 20% 

equivalent to at least ₱787,320. 

Input Process Output 

Identified causes of decrease 

in the company’s service income. 

How-How Diagram Cost-Benefit 

Analysis 

Proposed solutions that will 

help increase the company’s service 

income. 
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3. Results 

 
RVA Budget Hotel’s service income received a 3.85% decrease amounting to ₱128,507.00 that is associated 

with the drop of room utilization from 51% in 2014 to 48% in 2015. Based on the results from the Engineering 

Management tools used by the researcher, the decrease in customer retention is due to a number of reasons 

that made the customers avail the services of the other budget hotels or hotels in the area. 

 

The Expectations and Perceptions survey sheets are tools to determine if the services and facilities of an 

establishment are able to achieve a high Perceptions rating that matches a high Expectations rating. 

Unfortunately for RVA Budget Hotel, a 0.81 average rating deficit of the survey results display the inability 

of the company to meet the expectations of their customers. The average Perceptions rating received by the 

RVA is 3.59 (Good) which indicates that the factors indicated in the survey are being delivered at a good (3) 

rate but is actually expected to be delivered at a very good (4) rate as the average Expectations rating is 4.40 

(Quite Important). Accompanying the Perceptions survey sheets are attached Overall Experience survey 

sheets that had a question regarding the likeliness of a customer to stay at RVA Budget Hotel if they were 

returning to the area and the results are as follows. The Overall Experience survey sheets above shows that 

there are a total of 43 respondents that would probably or definitely would not return to RVA Budget Hotel 

which is considered by the researcher as opportunity loss amounting to ₱25,540.00 for a 1 month period.  

Assuming that the same amount is lost during a 12 month period, then the sum would equal to ₱306,480.00.  

 

Moreover, the survey results, job evaluation and the 7P framework that is based on observation and inquiries 

led to the CPM ratings given by the researcher. These ratings further illustrated the factors that ensure the 

success of a budget hotel wherein RVA failed to accomplish against its competitors. Having the score of 

2.71 indicated that improvements in certain areas of the company’s services and facilities are needed in 

order for RVA to have the upper hand in the budget hotel market in the area. These findings from the results 

of the survey, the 7P framework and the CPM implicate the probable causes of the decrease in service 

income and room utilization back in 2015. 

 
Table 2:  Average RATER Rating 

AVERAG
E RATING 

CRITERIA EXPECTATIONS PERCEPTIONS 

RELIABILITY 

Record system available for client data and other transactions 4.00 3.47 
Speed of check-in process 4.32 3.39 

Speed of check-out process 4.34 3.37 
Knowledge of staff regarding budget hotel and local area 4.25 3.46 

Receipt is free of error 4.36 3.93 
AVERAGE RELIABILITY RATING 4.26 3.53 

ASSURANCE 

Staff appear to know what they are doing 4.39 3.69 
Responses given by the staff are accurate and consistent with reliable 
sources 

4.25 3.80 

Entry to the premises of the budget hotel is safe 4.51 3.46 
AVERAGE ASSURANCE RATING 4.38 3.65 

TANGIBLES 

Appearance of budget hotel exterior 4.42 3.27 
Condition of lobby and reception area 4.40 3.30 

Cleanliness and condition of bedding 4.62 3.36 
Comfort of mattress 4.66 3.54 

Comfort of pillows 4.65 3.51 

Condition and function of curtains 4.42 2.90 

Function & features of intercom 4.39 2.92 
Overall operation of A/C or Electric Fan 4.71 3.41 
Lighting in guest room 4.44 3.29 

Feeling of safety and security 4.57 3.28 

Bathroom cleanliness 4.66 2.70 
Physical condition of bathroom 4.63 2.68 

Quality of bath amenities 4.51 3.15 
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Lighting in bathroom 4.43 3.15 
AVERAGE TANGIBLES RATING 4.54 3.17 

EMPATHY 

Staff has a pleasant demeanour who demonstrates politeness, respect, 
consideration and friendliness 

4.35 3.82 

Staff has an initiative to determine the needs and objectives of the client 4.25 3.71 
Staff recognizes and addresses client by name 4.21 3.71 

Professional appearance of staff 4.38 3.76 
Security of client’s personal belongings is given importance 4.56 3.76 

AVERAGE EMPATHY RATING 4.35 3.75 

RESPONSIVENESS 

Staff is responsive to client’s needs 4.41 3.67 

Public situations are treated with care and seriousness (e.g. fights within 
budget hotel premises) 

4.46 3.96 

Manager is available when needed 4.51 3.96 

AVERAGE RESPONSIVENESS RATING 4.46 3.86 

   TOTAL AVERAGE  RATING 4.40 3.59 

 

The survey questions used by the researcher were based upon a sample RATER questionnaire and a 

Wyndham Deerfield Beach Resort satisfactory survey sheet which were combined and edited in order for 

each factor to be applicable to RVA Budget Hotel. From these collective questionnaires, two types of survey 

sheets were made, one being the Expectations and the other being the Perceptions. Each survey sheet were 

given five types of rating, the Expectations is rated based on how important each factor is to the customers 

(Least Important, Somehow Important, Moderately Important, Quite Important and Most Important) while 

the Perceptions is rated based on how well each factor was delivered to the customers (Poor, Fair, Good, 

Very Good and Excellent).  

 

The Expectations survey sheets were handed out before the customer checks in to a room and its purpose 

is to determine a customer’s expectation from the services and facilities that a budget hotel may offer. On 

the other hand, the Perceptions survey sheets were given to the customers before they check out in order 

for them to evaluate the experience of their stay. In doing so, the researcher was able to compare the 

Expectations and Perceptions of the customers and use the data to determine the gaps that affects the 

operations of the budget hotel. 

Table 3: Root Cause Identification Using Why-Why Diagram 

  
 

 

The first of these causes is the outdated exterior and interior design of the budget hotel which is based on 

the rating given by the survey respondents to the Tangible dimension of the questionnaire having an average 

Perception score of 3.17 against its Expectations score of 4.54. This dimension is solely based on the 

physical appearance and condition of the budget hotel interior and exterior facilities therefore the researcher 

correspondingly inspected the company to further confirm the scores given in the survey and observed that 

renovations are indeed needed from the pathway entrance up to the waiting area and corridors that lead to 

each room. 
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The second root cause was discovered through the 7P Framework. In this framework the researcher noted 

that there is a lack of promotion that affects the flow of new customers and the retention of past patrons 

which was supported by the Promotional rating given by the researcher in the CPM. According to the 

researcher’s observation, the competitors of RVA Budget Hotel make use of discount cards, 

billboards/posters around the establishment, the use of social media (Facebook), company websites and 

online booking system to reach and retain as much customers as possible. However, the current promotional 

strategy of RVA only includes the use of word of mouth marketing and a Facebook page that is not utilized 

to its full potential as the management fails to increase its page’s online activities. This shortage of 

promotional means hinder the company to reach the number of customers that could prevent further 

decrease in room utilization.  

 

The third apparent root cause was discovered through the job evaluation of the hotel’s employees. The 

observation and assessment of the researcher revealed that there is a lack in customer service skills as each 

employee displayed an inconsistent courteous manner towards their guests. They are untrained on how to 

provide their services with an attitude and demeanor that will attract new and regular customers. It can also 

be noted that the other four dimensions of RATER in the survey results, namely Reliability, Assurance, 

Empathy and Responsiveness, received an average Perceptions rating of 3.53, 3.65, 3.75 and 3.86 

respectively that is lower than the average Expectations rating of 4.26, 4.38, 4.35 and 4.46 correspondingly. 

These four dimensions focus on the capabilities of the employees in delivering the services of the company 

to each customer and the low ratings show that RVA is unable to live up to the expectations of their patrons. 

Both the job evaluation and the survey results led to a low CPM rating that was given by the researcher 

considering that the lack of employee training is also a factor that affects the daily operations of the 

company. 

 

These results are further supported by interview of the researcher with the General Manager of RVA 

wherein it was mentioned that the average time of preparing a room is 15 to 20 minutes while the ideal time 

should only be 10 to 15 minutes which frustrates and dissatisfies customers as they wait for their rooms to 

be prepared. This was proven during the job evaluation wherein the researcher witnessed that the room 

personnel were having conversations during room preparation that slowed down the pacing of their work. 

 

Moreover, it was stated in the interview and incorporated to the 7P framework that the employees do not 

receive training from the company, instead the senior employees teach the newly hired of their duty. This 

is an unacceptable practice as it does not promote the standards that RVA Budget Hotel should uphold. It 

strays from the idea of providing the best services to the customers when training is solely assigned to rank 

and file employees. The management should always have a hands on approach when it comes to training 

to determine if the applicant is worthy of the position he or she is applying to, RVA is a service type of 

business after all and their employees represent the company itself. Using these information, the researcher 

is able to confirm that the decrease in service income and room utilizations is related to the failure of RVA 

to satisfy their customers through their services. 

 

4. Discussion 

 
To resolve the problems being encountered by RVA Budget Hotel, it is apparent that the two most notable 

causes is addressed and taken care of in order to propose and implement a new marketing strategy for the 

company that will help increase its service income by at least 20% equivalent to at least ₱787,320.00. 

 

The first problem that poses further threat to the profit of the company is the physical appearance of its 

facilities. It was discussed in the previous sections of this study that the customers are discontented with 

the current ambience of the budget hotel, therefore the researcher co-wrote a Bill of Materials and Estimates 

with an established Civil Engineer, who wants to remain anonymous, to quote the costing of the proposed 

renovation plan. The payment for the plan will be loaned from the bank and will be paid at an amortization 
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rate of ₱1,004,182.56 for 5 years. 

 
RVA is located within a building that houses other establishments which limits the possible renovation for the exterior 

of the budget hotel, therefore the researcher focused on renovating its interior. The proposed renovation for each area 

of the budget hotel are as follows. 

 

Table 4: Areas Requiring Renovation 

 

AREA RENOVATION NEEDED 

Pathway Entrance Repainting of walls, installation of new tiles and lighting 

fixtures. 

Lobby (Receptionist Desk) Repainting of front desk and walls, installation of new tiles, 

lighting fixtures, chairs and electric fans. 

Waiting Area Repainting of walls, installation of new tiles, lighting fixtures, 

chairs and electric fans. 

 

Econo, Premium and VIP rooms 

Repainting of walls, installation of new vinyl tiles, lighting 

fixtures and electric fans/air-conditioning units. Linen will be replaced with 

new ones. 

Bathrooms Repainting of walls, installation of new doors, tiles, lighting 

fixtures, water closet, shower heads and faucets. 

Hallways and Corridors Repainting of walls, installation of new tiles and lighting 

fixtures. 

Stairs Installation of new tiles 

Kitchen, Laundry Area Reconstruction and repainting of cement walls, installation of 

new tiles, door, lighting fixtures and sink. 

Room Personnel Area Reconstruction and repainting of cement walls and bathroom 

area, installation of new tiles, door and lighting fixtures. 

 

The next problem that needs to be resolved is the lack of training of the RVA employees. It was established in the 

survey results that the employees are unable to properly deliver the four RATER dimensions linked to customer service 

which is the basis of the training seminar that the researcher created specifically for the RVA. In order to produce a 

seminar that is suitable for the company, the researcher used and edited resource materials that discuss courses 

regarding customer service. The following materials include “21 Tips for Excellent Retail Customer Service” and “The 

ABCs of Customers Service” which are online articles published by Business Training Works, Inc. through their 

website www.businesstrainingworks.com, “Communication Skills” published by Raja Shamri through his personal 

website www.rajashamri.com and “Human Resource Development” a book by Randy L. DeSimone and Jon M. 

Werner which was the basis for the format of the proposed training seminar. 

 

To decrease the expenses of the proposals, the researcher decided that the General Manager, Mr. Catalino “Pasky” 

Pascual, is qualified to facilitate the training seminar as he attended a seminar regarding hospitality service and 

previously taught in Cora Doloroso Career Center for personality development, communication management, business 

writing and many more. The only expense of this seminar is the venue fees that include food and beverages for the 

attendees amounting to ₱10,000.00. This training is applicable to both veteran and prospect employees but the venue 

and its corresponding fees may be omitted if the trainees are new and is only composed of not more than five people. 

 

It is recommended by the researcher that this training is implemented to every potential recruit while the more 

experienced employees should attend every 2 years conducive to refreshing and further developing their skill set. After 

attending the seminar, the potential new employees are required to undergo a week of on the job training to qualify for 

his or her position in the company. This ensures that the prospect employees are able to apply their acquired knowledge 

from the seminar and continue to uphold the expected service quality provided by the RVA Budget Hotel. 

Furthermore, this training seminar promotes camaraderie and better relationships between employees which instills 

harmony within the company resulting in more positive productivity. 

 

The implementation of the renovation plan and the training seminar influence the proposed marketing strategy as it 

gives a motive for the researcher to market these improvements into its former set of patrons and a wider array of 
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potential new customers. The survey results revealed that the current customers of RVA Budget Hotel are mostly 

around the areas of Project 7 (Muñoz Market) and Roosevelt Avenue but to increase the room utilization and service 

of the company it is important to expand the reach of the company through the use of technology and other promotional 

means. 

These technologies are being used by modern budget hotels around the world which the researcher adapted into the 

proposed marketing strategy that applies the use of Discount Cards, Agoda (online booking system), Website, Social 

Media (Facebook) and a Partnership with a Bus Company to improve the reach and income of RVA budget hotel with 

an expected cost of ₱3,500.00, ₱572,869.20, ₱16,800.00, ₱42,000.00 and ₱451,783.20 respectively. 

 

According to internetworldstats.com, 52.6% of the Philippine population are active internet users which signifies that 

52.6% of the population that is under the jurisdiction of the barangays around the area of RVA Budget Hotel may be 

considered as customers that can be reached through the use of Agoda, Website and Social Media. The population of 

each barangay is based on a 2010 Census of Population and Housing conducted by the Philippine Statistics Authority 

that was published in July 26, 2013. The total number of customers reached by the internet related marketing strategies 

are shown in the following table bearing in mind of the existing constraints. 

 

Table 5: Total Customers Reached by Internet Related Marketing Strategies 
 

 

The total potential customers tapped by the proposed marketing strategies are computed in the next table considering 

that a 30% confidence level is applied to the 10,000 customers reached every year through the partnership with Five 

Star Bus Company and the 30,764 customers from Agoda, Website and Social Media. 

 

Table 6: Total Potential Customers using the Proposed Marketing Strategies 

 

 

4.1. Cost Benefit Analysis 
 

The researcher based the annual monetary benefits of the proposed marketing strategies on the percentage distribution 

of the type of rooms availed by the survey respondents as it is difficult to assess the exact type of room and length of 

stay that will be availed by the total potential customers. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

BARANGAY POPULATION ACTIVE USERS (%) CUSTOMERS REACHED 

Katipunan 2814  

 

52.6% 

1480 

Del Monte 11792 6203 

Bungad 10344 5441 

Ramon Magsaysay 16274 8560 

Project 6 14200 7469 

Phil-Am 3062 1611 

TOTAL 30764 

MARKETING STRATEGY CUSTOMERS REACHED CONFIDENCE LEVEL POTENTIAL CUSTOMERS 

Agoda.com  

30764 
 

30% 
 

9229 Website 

Social Media 

Partnership with Five Star Bus Company 10000 3000 

TOTAL 12229 
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Table  7: Cost-Benefit Analysis of the Proposed Renovation 

 
 

The analysis above illustrates that the benefits of the proposed renovation, training seminar and marketing strategies 

prevail over the costs that it will incur. This is a positive indicator that the chosen approach of the researcher to the 

problems of RVA Budget Hotel is profitable and beneficial to the improvement of the entire company. 

 

5. Conclusion 
 

A service focused business relies heavily on the image that it portrays to its customers and a good marketing strategy 

aids in achieving this goal but it requires that the company is able to deliver its services in a manner that satisfies 

guests to successfully apply such a plan. In 2015, RVA, a budget hotel located in Roosevelt Avenue, experienced a 

3.85% decline in service income and 3% decrease in room utilization that led to the conceptualization of this study. 

The researcher applied Engineering Management tools in order to determine the root causes of the problems 

experienced by the company and among these tools are the RATER survey, Job Evaluation, 7P Framework, 

Competitive Profile Matrix (CPM), Why-Why Diagram, How-How Diagram and Cost Benefit Analysis. 

 

Based on the results of the RATER survey and job evaluation, RVA fails to completely fulfill the needs and wants of 

its customers as it received a total average Perception score of 3.59 that is 0.81 lower than its total average Expectations 

score of 4.40. These results shows that RVA needs improvement in both tangible and intangible parts of its services 

that was further established by the comparison of the company’s 7P Framework and Competitive Profile Matrix to its 

competitors. The comparison illustrated that aside from the needed renovation and training seminar of the employees, 

it is also apparent that a good marketing strategy is applied in order to expand the reach of RVA into a wider range of 

customers. And so the researcher recommended a set of marketing approach that included the use of discount cards, 

online booking system (Agoda), company website, social media (Facebook), and a partnership with another company 

(Five Star Bus Company). The cost of these strategies, including the renovation plan and training seminar, accounted 

to a total of ₱2,101,134.96 but the monetary benefits of applying these strategies outweighs that of the sustained cost. 

The additional 12,229 guests and ₱2,959,447.59 from the proposed strategies are able to increase the service income 

of the company by 92% considering that RVA has an established set of customers that is equivalent to 10,585 (based 

on the 29 rooms daily utilization report in 2015) and a ₱3,212,680.00 annual profit. The results of the Cost Benefit 

Analysis therefore satisfies the objective of this study to increase the service income of the RVA budget hotel by at 

least 20% amounting to a total of ₱787,320.00. 
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