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ABSTRACT

Startup businesses play a crucial role in local economic development; however, variations in
management practices and service quality between online and offline enterprises remain
insufficiently examined, particularly in rural municipalities. This study addressed this gap by
investigating the business management practices and service quality of startup businesses in
Daanbantayan, Cebu, and determining whether significant differences exist between online and
offline business modalities. The purpose of the study was to evaluate management practices in
terms of leadership, delivery modality, business environment, financial and resource
management, and human resource development, as well as service quality in terms of
responsiveness, assurance, tangibility, empathy, and reliability. It also aimed to provide a basis
for a proposed business development plan. A quantitative-descriptive comparative research
design was employed. Data were collected from 100 startup business owners using a structured
questionnaire. Statistical tools included frequency, percentage, weighted mean, standard
deviation, and an independent-samples t-test to assess differences between groups. Findings
revealed that most entrepreneurs were female, aged 2645, and operated retail or food-related
businesses, with an equal distribution of online and offline modalities. Management practices
(M = 3.98) and service quality (M = 4.07) were both rated “Often,” indicating consistent
application. Significant differences were found in leadership, delivery modality,
responsiveness, tangibility, empathy, and reliability, with online businesses demonstrating
higher performance across these dimensions. However, no significant differences were
observed in the business environment, financial management, human resource development,
and assurance. The study implies that digital integration enhances managerial efficiency and
service delivery. It recommends implementing a business development plan focused on digital
transformation, leadership training, and service quality improvement to strengthen the
competitiveness and sustainability of startup businesses.
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INTRODUCTION

Business enterprises, particularly small and startup firms, play a fundamental role in
economic development by generating employment, facilitating the distribution of goods and
services, and stimulating community growth. In the Philippines, micro, small, and medium
enterprises comprise the majority of registered businesses and contribute substantially to
regional economic activity, highlighting their significance in sustaining local economies and
fostering resilience (World Bank, 2020; DTI, 2022). As these enterprises continue to expand
amid increasingly competitive and dynamic market environments, effective business
management has become a critical determinant of organizational performance, consumer
welfare, and long term sustainability. Central to this process is the ability of business owners
to implement sound managerial practices that enhance operational efficiency while delivering
services that meet or exceed customer expectations. Service quality has consistently been
identified as a major driver of customer satisfaction, loyalty, and competitive advantage. The
dimensions of reliability, responsiveness, assurance, empathy, and tangibility collectively
shape customers' perceptions of organizational performance and influence financial outcomes
and long term business success (Parasuraman et al., 1988; Kotler & Keller, 2016; Homburg et
al.,, 2017). Similarly, effective management practices encompassing leadership, financial
oversight, operational planning, resource mobilization, and human resource development
strengthen organizational capabilities by improving employee competence, motivation, and
service delivery, thereby contributing to higher levels of customer satisfaction and
organizational effectiveness (Fayol, 1949; Bloom et al., 2017; Jiang et al., 2012).

Despite the recognized importance of management practices and service quality,
existing literature has largely concentrated on large organizations and urban based enterprises,
leaving limited empirical evidence regarding startup businesses operating in small
municipalities and semi-rural communities. This gap is particularly evident in the Philippine
context, where many startup entrepreneurs simultaneously manage online and offline business
operations despite having limited formal managerial training. The transformation of business
environments following the Coronavirus Disease 2019 pandemic further intensified this
concern as the rapid expansion of online commerce required entrepreneurs to integrate digital
and traditional business models while addressing new operational challenges (Donthu &
Gustafsson, 2020). Resource limitations, managerial capability, technological adaptation, and
hybrid service delivery systems have consequently become significant factors influencing
business performance and customer experiences. Although previous studies acknowledge the
importance of effective management in improving service quality, few have comparatively
examined how management practices affect service outcomes across online and offline startup
businesses within provincial settings such as Daanbantayan, Cebu. This absence of localized
evidence underscores the need to investigate whether variations in leadership, delivery
modality, business environment, financial and resource mobilization, and human resource
development influence the dimensions of responsiveness, assurance, tangibility, empathy, and
reliability. Addressing this gap is expected to provide empirical evidence that will support
continuous business development planning, strengthen entrepreneurial capabilities, inform
management literature, and guide local policies and training initiatives aimed at enhancing the
competitiveness of startup enterprises in rapidly evolving markets.

The study is anchored on established management theories and supported by relevant
Philippine legislation that collectively explain the relationship between business management
practices and service quality in startup enterprises. Its theoretical foundation integrates
Scientific Management Theory developed by Taylor (1911) and Administrative Management
Theory proposed by Fayol (1916), both of which explain how managerial planning, leadership,
coordination, efficient resource utilization, and organizational control shape service delivery
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outcomes. These theoretical perspectives are complemented by the SERVQUAL Model
developed by Parasuraman et al. (1988), which provides a comprehensive framework for
evaluating service quality through the dimensions of responsiveness, assurance, tangibility,
empathy, and reliability. Together, these theories establish a coherent conceptual foundation
for understanding how effective managerial practices influence customer perceptions of service
quality across different business modalities. In addition, the study is supported by Republic Act
No. 7394, otherwise known as the Consumer Act of the Philippines, and Republic Act No.
11967, or the Internet Transactions Act of 2023, both of which emphasize consumer protection,
ethical business conduct, transparency, accountability, and quality service delivery in
conventional and digital business environments. These legal frameworks reinforce the
obligation of startup enterprises to maintain high standards of service while ensuring
compliance with national regulations governing business operations.

Scientific Management Theory emphasizes that organizational efficiency is achieved
through the systematic analysis of work processes, standardization of procedures, effective
resource allocation, and continuous performance improvement (Taylor, 1911). These
principles are particularly relevant to startup businesses that operate under resource constraints
and must maximize efficiency in inventory management, financial control, customer service,
and product distribution. Online businesses depend heavily on efficient digital systems that
facilitate prompt order processing, customer communication, and timely delivery, while offline
businesses rely on organized operational procedures that ensure consistency and reliability in
service provision. The theory therefore provides a direct explanation of how delivery modality,
financial management, and resource mobilization influence service quality by strengthening
responsiveness, reliability, and tangibility. Efficient operational systems enable businesses to
respond promptly to customer inquiries, reduce service delays, ensure consistent product and
service delivery, and improve both physical and digital aspects of customer interaction.
Contemporary research further supports Taylor's propositions by demonstrating that
organizations implementing structured management systems, standardized procedures, and
efficient resource allocation consistently achieve higher productivity and superior service
performance (Bloom et al., 2017; Grover et al., 2022). These findings reinforce the proposition
that startup enterprises capable of institutionalizing efficient management practices are better
positioned to deliver high quality services regardless of whether they operate through online or
offline platforms.

Complementing this operational perspective, Administrative Management Theory
emphasizes the importance of managerial functions such as planning, organizing, commanding,
coordinating, and controlling in achieving organizational effectiveness (Fayol, 1916). The
theory highlights leadership as a critical mechanism for directing organizational efforts,
motivating employees, and cultivating a culture of accountability and service excellence.
Human resource development and team capability building further strengthen organizational
performance by equipping employees with the competencies, motivation, and customer
orientation necessary to deliver quality services. Likewise, the creation of a positive business
environment encourages collaboration, innovation, professionalism, and customer centered
behavior that enhances organizational effectiveness. These managerial functions directly
support the SERVQUAL dimensions of assurance, empathy, reliability, and responsiveness.
Effective leadership strengthens customer confidence in organizational competence and
credibility, while employee training enhances the ability to understand and respond to
individual customer needs. Careful planning, coordination, and supervision further promote
consistency and efficiency in service delivery, ultimately improving customer satisfaction.
Recent empirical evidence similarly demonstrates that organizations investing in leadership
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development and employee capability enhancement consistently achieve superior customer
satisfaction and service quality outcomes, confirming the continuing relevance of Fayol's
management principles within contemporary business environments (Jiang et al., 2012; Ali et
al., 2021).

The SERVQUAL Model provides the framework through which service quality is
systematically assessed in this study by evaluating responsiveness, assurance, tangibility,
empathy, and reliability as the primary indicators of customer perceived service performance
(Parasuraman et al., 1988). These dimensions remain widely recognized as reliable measures
of service quality across both traditional and digital business environments, with recent studies
affirming the continued validity of SERVQUAL in assessing customer experiences in diverse
organizational contexts (Homburg et al., 2017; Ali et al., 2021). Within startup businesses,
responsiveness reflects the promptness of customer support and service delivery, particularly
in online transactions where timely communication is essential. Assurance refers to the
competence, credibility, and trustworthiness demonstrated by business owners and personnel,
while tangibility encompasses physical facilities, technological platforms, equipment, and the
visual presentation of products and services. Empathy represents personalized attention and
genuine concern for customers, whereas reliability reflects the consistency and accuracy of
service performance (Parasuraman et al., 1988). Recent literature further indicates that
leadership quality, employee development, financial discipline, and effective resource
mobilization significantly predict favorable SERVQUAL outcomes, including improved
customer satisfaction and loyalty among online and offline startup enterprises (Jiang et al.,
2012; Ali et al., 2021; Peteraf et al., 2022). The convergence of these findings suggests that
effective management practices function as key antecedents of service quality regardless of
business modality.

The integration of Scientific Management Theory, Administrative Management
Theory, and the SERVQUAL Model establishes the conceptual framework of the present
investigation by explaining how efficient operational systems, effective leadership, coordinated
resource management, and employee development collectively influence service quality
outcomes. Scientific Management Theory clarifies the contribution of operational efficiency
and standardized procedures to organizational performance, while Administrative
Management Theory explains how leadership, organizational coordination, and human
resource development cultivate customer oriented service delivery. The SERVQUAL Model
operationalizes these theoretical relationships by measuring service quality through
responsiveness, assurance, tangibility, empathy, and reliability. Collectively, these
perspectives support the assumption that startup businesses capable of effectively managing
their operations, resources, personnel, and business environment are more likely to provide
superior service quality and achieve higher customer satisfaction. They likewise suggest that
differences in management practices between online and offline startup enterprises may
produce corresponding variations in service quality outcomes, thereby providing the theoretical
justification for examining these relationships within the context of Daanbantayan, Cebu.

The study is further strengthened by Philippine legal frameworks that institutionalize
ethical business practices and consumer protection across traditional and digital markets.
Republic Act No. 7394, or the Consumer Act of the Philippines, establishes policies that protect
consumer interests by ensuring product quality, service reliability, safety, transparency, and
fair business practices, thereby reinforcing the dimensions of reliability, assurance, and
tangibility examined in this investigation (DTI, 2022). Complementing this legislation,
Republic Act No. 11967, or the Internet Transactions Act of 2023, responds to the rapid
expansion of electronic commerce by promoting accountability, transparency, consumer
protection, merchant rights, data privacy, and regulatory oversight through the establishment
of the Electronic Commerce Bureau under the Department of Trade and Industry. These legal
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provisions recognize the evolving nature of business operations and underscore the
responsibility of entrepreneurs to uphold quality service regardless of delivery modality.
Together with the principle of continuous business development, which views management
practices as dynamic processes capable of continuous improvement through effective
leadership, financial management, human resource development, and operational refinement
(Kaplan & Norton, 2008; Peteraf et al., 2022), these theoretical and legal foundations provide
a comprehensive basis for examining management practices and service quality among startup
businesses. Consequently, the study seeks to generate empirical evidence that will support the
formulation of continuous business development plans, strengthen management practices,
improve service quality, and contribute to the sustainable growth and competitiveness of
startup enterprises operating in Daanbantayan, Cebu.

Statement of the problem

The research evaluated the influence of management practices on service quality in
selected startup businesses, both online and offline, in Daanbantayan, Cebu, during the
calendar year 2025 as the basis for continuous business development plans.

Specifically, it sought to answer the following research questions:

1. What is the profile of the business owners of selected online and offline startup
businesses in terms of personal background, including gender, age, civil status,
combined family income, type of business, and business modality implemented, as well
as professional qualification, including degree earned, major or minor field of
specialization, and years of selling?

2. What are the management practices of the selected startup businesses in terms of
leadership, delivery modality, business environment, finance and resource management
mobilization, and human resource and development?

3. What is the service quality of the selected startup businesses in Daanbantayan, Cebu, in
terms of responsiveness, assurance, tangibility, empathy, and reliability?

4. Is there a significant difference between online and offline startup businesses in terms
of management practices and service quality?

5. Based on the findings of the study, what continuous business development plans can be
proposed?

METHODOLOGY

This study employed a quantitative research design utilizing the descriptive-normative
survey method through a modified questionnaire on business management practices and service
qualities. The study aimed to determine the prevalent factors affecting the implementation of
business management practices for delivering quality products and services, both online and
offline, to residents of Daanbantayan, the northernmost part of Cebu, and the findings served
as the basis for developing continuous business development plans. The study focused on the
business management practices and service qualities of offline and online sellers in delivering
excellent products and services to direct consumers in the Municipality of Daanbantayan, and
the researcher used the descriptive questionnaire technique in gathering the data. The collected
data were treated using the simple percentage formula, weighted mean, coefficient of
contingency, Pearson r, and t test, and the outcomes of the study were used as the basis for
proposing continuous business development plans that may help deliver quality products and
services to customers and contribute to improving the country's economic level.
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The study was conducted in Daanbantayan, or the Municipality of Daanbantayan, one
of the first class municipalities in the province of Cebu, Philippines, which, according to the
2020 census, has a population of 93,502 people. The name Daanbantayan was derived from
two words, the word "daan," which means "old" in Cebuano, and the word "bantayan," which
refers to a place that served as a lookout for Moro raiders during the pre Hispanic Philippines,
and the original site of the town might have been at an elevated vantage point near Punta, in
Tapilon. Located at the northern tip of Cebu Island, Daanbantayan celebrates its annual fiesta
along with the Haladaya Festival, an attraction to local and foreign vacationers, which starts on
August 21 and ends with street dancing on August 30, in honor of Datu Daya, the legendary
founder of the town. Daanbantayan is bordered on the north by the Visayan Sea, to the west by
Bantayan Island, on the east by the Camotes Sea, and on the south by the town of Medellin,
and it is 136 kilometres (85 mi) away from Cebu City and is accessible by private van or public
utility buses for 4 to 5 hours of travel. Daanbantayan is now known for its pristine, white
powder like sandy long beaches, one of which is Malapascua Island and the other Carnaza
Island, and with its vast and rich marine resources, it hosts a long string of dive sites offering
unique marine life and beauty.

The study employed stratified sampling in selecting one hundred (100) startup business
owners in the Municipality of Daanbantayan, Cebu, who served as the primary source of data
in assessing the management practices and service quality of startup businesses and in
formulating a continuous business development plan. The respondents were equally divided
into two groups, consisting of fifty (50) online business owners and fifty (50) offline business
owners, to facilitate a balanced comparison between the two business modalities. To ensure the
relevance of the respondents to the study, specific inclusion criteria were established:
participants were required to be startup business owners operating within the Municipality of
Daanbantayan, Cebu, and must have been actively engaged in business operations for at least
one (1) year prior to the conduct of the study; they were also required to be directly involved
in managing the day to day operations of their businesses and to be primarily engaged in either
online or offline business activities; and only those who voluntarily agreed to participate and
provided informed consent were included in the study. On the other hand, business owners
whose enterprises had been operating for less than one year, were temporarily inactive or closed
during the data gathering period, or were not directly involved in the management of their
businesses were excluded from the study, and businesses operating outside the Municipality of
Daanbantayan and respondents who failed to complete the survey questionnaire were likewise
excluded from the final sample. These criteria were established to ensure that the respondents
possessed sufficient business experience and relevant information to address the objectives of
the study. Of the 100 respondents distributed according to the delivery modality of products
and services, 50, or 50%, were classified as online business owners, while the remaining 50, or
50%, were classified as offline business owners, for a total of 100 respondents representing
100.00%.

The study used descriptive normative survey questionnaires as the primary research
instrument. The first modified questionnaire, which focused on the personal and professional
profile of online and offline business owners, was adapted from the works of Clamares and
Villanueva (2018; 2021). The questionnaire on management practices was also adapted from
the Revised School Based Management Tool (2021), while the instrument used to measure
service qualities of startup businesses in delivering excellent products and services was adapted
from the SERVQUAL 22 Scale developed by Parasuraman, Zeithaml, and Berry (1988). Part |
of the research questionnaire collected data on respondents' personal and professional
backgrounds, including information on age, gender, civil status, type of business, business
modality used, combined monthly family income, degree earned, field of specialization, and
number of years in the selling business. Part Il of the questionnaire highlighted the sellers'
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management practices, adapted from the Revised School Based Management Tool (2021), and
covered five dimensions: leadership, delivery modality, business environment, finance and
resource management, and mobilization, and human resource and team development. Part 111
of the questionnaire measured the service qualities rendered by online and offline sellers to
consumers, with indicators including responsiveness, assurance, tangibility, empathy, and
reliability, as measured by the SERVQUAL 22 Scale. The same set of questionnaires
underwent small scale testing to ensure clarity and reliability, and this testing was conducted
with a limited group of respondents selected through simple random sampling among identified
online and offline sellers in the Municipality of Daanbantayan.

In gathering the data, the researcher prepared a formal letter requesting permission from
the Local Government Unit, specifically from the Municipal Mayor, as well as from the
business owners, to access their personal and professional profiles. The data gathering process
employed a descriptive normative approach to gather information on the personal and
professional backgrounds of online and offline business owners, and the study also examined
the implementation of business management practices and service qualities in delivering
excellent products and services to consumers. After the data were collected and verified for
completeness, the statistical treatment was conducted with assistance from a statistician, and
the results served as the basis for the proposed business development plans.

The data gathered in the study were quantified and analyzed using the following
statistical tools. Percentage was used to determine the distribution of respondents among the
identified online and offline business owners of Daanbantayan. Weighted mean was used to
assess the extent of the respondents' demographic profiles and to evaluate the level of business
management practices and service quality of store owners, both online and offline, in delivering
excellent products and services. To determine whether there was a statistically significant
difference in management practices and service quality between online and offline startup
businesses, the Independent Samples t test was employed; this test compared the mean scores
of two independent groups and identified whether the observed differences were statistically
significant, and given the sample size of 100 respondents and the use of composite scores for
management practices and service quality, the t test was considered appropriate, as the data
were expected to approximate normal distribution.

The gathered data were tallied and analyzed accordingly, and the questionnaire was
designed to extract valid and reliable responses from the target population. The results were
categorized by the performance of management practices and the level of service quality among
both online and offline store owners in delivering excellent products and services, and these
factors were classified using the adapted management practices tool and the SERVQUAL 22
Scale as references for each indicator. The interpretation of the findings was presented in
statistical and technical language to ensure clarity and accuracy for both readers and the
participants of the study.

The following scales were used to score the data gathered on management practices and
service quality rendered in delivering quality products and services to consumers. Management
practices, as a variable, determined the extent to which business owners practiced effective
management and the influence of these practices on the delivery of quality products and
services, and the assessment was based on the adapted Revised School Based Management
Tool (2021), which included four dimensions: leadership; business environment; finance and
resource management and mobilization; and human resource and team development. A score
of 5, corresponding to a range of 4.21 to 5.00, was categorized as Always, described as
permanently using the management practices in the delivery of quality products and services.
A score of 4, corresponding to a range of 3.41 to 4.20, was categorized as Often, described as
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having often tried using the management practices in the delivery of quality products and
services. A score of 3, corresponding to a range of 2.61 to 3.40, was categorized as Sometimes,
described as utilizing sometimes the management practices in the delivery of quality products
and services. A score of 2, corresponding to a range of 1.81 to 2.60, was categorized as Rarely,
described as rarely using the management practices in the delivery of quality products and
services. A score of 1, corresponding to a range of 1.00 to 1.80, was categorized as Never,
described as having absolutely not tried any of the management practices in the delivery of
quality products and services.

To further examine factors affecting the delivery of excellent products and services,
service quality indicators were evaluated using items 1 to 22 of the survey questionnaire, and
these indicators included responsiveness, assurance, tangibility, empathy, and reliability. A
score of 5, corresponding to a range of 4.21 to 5.00, was categorized as Always, described as
permanently using the service qualities in the delivery of quality products and services. A score
of 4, corresponding to a range of 3.41 to 4.20, was categorized as Often, described as having
often tried using the service qualities in the delivery of quality products and services. A score
of 3, corresponding to a range of 2.61 to 3.40, was categorized as Sometimes, described as
utilizing sometimes the service qualities in the delivery of quality products and services. A
score of 2, corresponding to a range of 1.81 to 2.60, was categorized as Rarely, described as
rarely using the service qualities in the delivery of quality products and services. A score of 1,
corresponding to a range of 1.00 to 1.80, was categorized as Never, described as having
absolutely not tried any of the service qualities in the delivery of quality products and services.

For clarity, certain terms are herein defined as utilized in this study and shall be
understood to mean as accordingly indicated, unless otherwise specified. Administrative
support was government aid to online and offline business owners to address issues by
providing interventions, continuous improvements, and even development programs.
Continuous business development plan referred to the possible solutions aimed at addressing
issues in business to deliver quality products and services. Educational attainment referred to
the highest level of education completed by the business owners, who are the main respondents
of the study, including postgraduate, college graduate, high school, and elementary graduate
levels, which served as the basis for one's occupation or work. Factors affecting business
owners' management practices referred to the dimensions associated with the store that have,
in one way or another, influenced business owners' management practices. Delivery modality
referred to the delivery method used by the business owners, which can be delivered online or
offline. Management meant directing and controlling a group or organization to achieve a
desired goal. Management practices referred to the methods and innovations that business
owners use to improve delivery efficiency. Offline and online sellers referred to producers of
the said products and services, who communicate effectively and build better relationships with
customers. Personal background referred to the respondents' personal information as the
subject under study. Service qualities referred to a measure of how well a service is delivered
to meet or exceed customer expectations, concerning the customer's perception of the service
experience, which is influenced by factors like responsiveness, assurance, tangibility, empathy,
and reliability. Socio economic status was an indicator of the social and economic position of
an individual or a group.

RESULTS AND DISCUSSION

This study involved one hundred respondents who were startup business owners in
Daanbantayan, Cebu, selected to examine the demographic and professional profile of
entrepreneurs and to compare management practices and service quality between online and
offline startup businesses. The data were gathered through a structured survey instrument
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administered to the respondents and were analyzed using descriptive statistics, including
frequency counts, percentages, weighted means, and standard deviations, as well as inferential
statistics through independent samples t-tests to determine significant differences between
online and offline business modalities. The discussion that follows is grounded entirely in the
data collected and is interpreted in direct relation to the objectives of the study, namely to
describe the personal and professional background of the respondents, to assess the level of
management practices and service quality among startup businesses, and to determine whether
significant differences exist between online and offline enterprises in these areas.

With respect to personal background, the gender profile of the respondents showed that
33% were male with a frequency of 33, while 67% were female with a frequency of 67, yielding
a cumulative percentage of 100%. This finding indicates that women play a dominant role in
startup business activities in Daanbantayan, suggesting a shift in entrepreneurial dynamics
wherein women are increasingly engaging in income generating activities to supplement
household finances and achieve economic independence. The prominence of female
entrepreneurs may be attributed to the accessibility of small scale enterprises such as retailing,
food vending, and online selling, which generally require lower capital investment and offer
flexible work arrangements. This result supports Beliaeva et al. (2020), who emphasized that
women owned enterprises significantly contribute to employment generation, poverty
reduction, and community resilience, particularly in developing economies, and it reflects
changing social norms that increasingly recognize women as active economic agents. From the
standpoint of Fayol's Administrative Management Theory (1949), effective leadership and
organizational coordination are not dependent on gender but on managerial competence and
the ability to mobilize resources effectively, which highlights women's capacity to perform
critical managerial functions necessary for business success. This implies that entrepreneurship
development programs should continue supporting women owned enterprises through
leadership training, financial literacy initiatives, and digital entrepreneurship programs.

In terms of age, the results revealed that 4% of respondents (frequency of 4) were below
25 years old, 45% (frequency of 45) belonged to the 26 to 35 years old bracket, 38% (frequency
of 38) were 36 to 45 years old, 12% (frequency of 12) were 46 to 55 years old, and 1%
(frequency of 1) were 55 years old and above, cumulatively totaling 100%. The concentration
of respondents in the 26 to 35 and 36 to 45 age brackets indicates that startup entrepreneurship
in Daanbantayan is largely driven by individuals in their most economically productive years,
who possess both the energy to explore opportunities and sufficient experience to manage
business operations effectively. This concentration may be explained by greater willingness to
adopt innovation and technology among younger entrepreneurs and stronger professional
networks and managerial skills among middle aged entrepreneurs, consistent with Nambisan
et al. (2021), who argued that digital entrepreneurship is strongly associated with younger and
middle aged individuals due to their familiarity with technological platforms and changing
market trends. This finding aligns with Taylor's Scientific Management Theory (1911), which
emphasizes efficiency, innovation, and the systematic use of resources to improve
organizational performance, implying that entrepreneurship support programs should focus on
developing innovation, digital competencies, and strategic management skills among
entrepreneurs within these highly productive age groups.

Regarding civil status, 32% of respondents (frequency of 32) were single, 67%
(frequency of 67) were married, 1% (frequency of 1) were widowed or widowers, and 0%
(frequency of 0) were annulled, cumulatively reaching 100%. The high proportion of married
entrepreneurs suggests that entrepreneurship in Daanbantayan serves not only as an individual
economic activity but also as a family centered livelihood strategy, providing financial security,
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supporting household needs, and diversifying income sources. This is consistent with Block et
al. (2022), who emphasized that family involvement frequently influences entrepreneurial
decision making, resource allocation, and long term business sustainability, as family members
often contribute labor, capital, and managerial support. Viewed through Administrative
Management Theory, family support may strengthen managerial functions such as
coordination, supervision, and resource management, implying that entrepreneurship programs
should recognize the role of families in business success by providing family oriented training
in financial management, succession planning, and business sustainability.

Concerning combined monthly income, 33% of respondents (frequency of 33) earned
below £20,000, 37% (frequency of 37) earned 20,001 to 30,000, 23% (frequency of 23)
earned P30,001 to P40,000, 4% (frequency of 4) earned P40,001 to 50,000, and 3%
(frequency of 3) earned P50,001 and above, cumulatively totaling 100%. With 70% of
respondents earning P30,000 or less combined monthly income, most startup business owners
belong to the lower to middle income bracket, suggesting that many enterprises remain in the
early stages of growth and are still developing sustainable revenue streams. Limited income
may constrain entrepreneurs' ability to invest in technology, employee development,
marketing, and business expansion, which is consistent with Kraus et al. (2022), who identified
financial constraints as among the most significant barriers to startup growth, often limiting
innovation and competitiveness. Nonetheless, modest income levels may also reflect strategic
reinvestment of earnings into business operations. Drawing on Taylor's Scientific Management
Theory, which emphasizes efficient use of resources to maximize productivity despite limited
availability, the implication is that startup businesses require greater access to financial literacy
programs, microfinance opportunities, and business development support.

In relation to the type of business, 18% of respondents (frequency of 18) operated sari-
sari stores, 16% (frequency of 16) operated ready to wear businesses, 13% (frequency of 13)
operated refreshment businesses, 13% (frequency of 13) operated vegetable and fruit
businesses, 21% (frequency of 21) operated beef, chevon, meat, or frozen product businesses,
and 19% (frequency of 19) fell under others, cumulatively totaling 100%. This distribution
indicates that startup businesses in Daanbantayan are concentrated in sectors providing
essential consumer goods and services, which typically require lower startup costs and generate
relatively immediate returns, consistent with Donthu and Gustafsson (2020), who observed that
retail and food enterprises remain among the most resilient sectors due to their ability to meet
recurring consumer needs. The concentration of businesses within similar industries may also
indicate intense competition, which, from a management perspective, highlights the importance
of service quality as a competitive advantage as suggested by the SERVQUAL model of
Parasuraman et al. (1988), which identifies responsiveness, reliability, assurance, empathy, and
tangibility as bases for differentiation.

With regard to business modality implemented, 50% of respondents (frequency of 50)
engaged in offline selling and 50% (frequency of 50) engaged in online selling, cumulatively
totaling 100%. This equal distribution reflects the growing coexistence of traditional and digital
entrepreneurship in Daanbantayan, indicating that entrepreneurs recognize the value of both
physical and digital channels in reaching customers and sustaining business operations. The
increasing adoption of online selling can be attributed to the accessibility of social media
platforms, e-commerce technologies, and digital payment systems, consistent with Verhoef et
al. (2021), who emphasized that digital transformation enables businesses to improve market
reach, operational efficiency, and customer engagement, while offline businesses continue to
offer advantages through direct customer interaction and relationship building. From the
perspective of Taylor's Scientific Management Theory, online businesses may achieve greater
efficiency through technology enabled processes, whereas Fayol's Administrative Management
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Theory emphasizes that leadership and coordination remain essential regardless of business
modality.

Turning to professional background, the degree earned by respondents showed that 0%
(frequency of 0) held a doctorate degree, 0% (frequency of 0) had doctorate units, 1%
(frequency of 1) held a master's degree, 4% (frequency of 4) had master's units, 50% (frequency
of 50) held a bachelor's degree, and 45% (frequency of 45) fell under others, cumulatively
totaling 100%. These results show that a significant portion of entrepreneurs possess formal
higher education, which is important because entrepreneurs with higher educational attainment
often demonstrate improved decision making skills and strategic thinking in managing their
businesses, consistent with Marvel et al. (2021), who found that human capital acquired
through education significantly contributes to entrepreneurial performance and business
growth. However, the large proportion categorized as others suggests that entrepreneurship in
Daanbantayan is accessible even to individuals without formal higher education, relying
instead on practical experience, informal training, or community based learning, which aligns
with Shepherd and Patzelt (2022), who noted that entrepreneurial success is not solely
determined by formal education but also by experiential learning and adaptability. This implies
that entrepreneurship development programs should provide continuous learning opportunities
for business owners regardless of educational background, particularly in financial literacy,
marketing strategies, and digital entrepreneurship.

For major or minor field of specialization, 3% of respondents (frequency of 3)
specialized in Office Administration, 1% (frequency of 1) in Public Administration, 14%
(frequency of 14) in Business Administration, 3% (frequency of 3) in Marketing Management,
1% (frequency of 1) in Financial Management, and 78% (frequency of 78) in others,
cumulatively totaling 100%. These findings suggest that the majority of entrepreneurs do not
necessarily come from business related academic backgrounds, and that entrepreneurship in
the municipality is open to individuals from diverse educational fields, driven more by
opportunity recognition and livelihood needs than by formal academic specialization,
consistent with Kraus et al. (2022). While practical experience can compensate for limited
business knowledge, research by Marvel et al. (2021) has shown that entrepreneurs with
business education may have advantages in understanding market dynamics, financial analysis,
and business planning, which are essential for informed managerial decisions. This implies that
entrepreneurship education and training programs should be made accessible to individuals
from all educational backgrounds through workshops in financial management, marketing, and
digital business operations.

With respect to years of selling, 12% of respondents (frequency of 12) had one year and
below of experience, 44% (frequency of 44) had 2 to 5 years, 39% (frequency of 39) had 6 to
10 years, 4% (frequency of 4) had 11 to 15 years, 1% (frequency of 1) had 16 to 20 years, and
0% (frequency of 0) had 21 years and above, cumulatively totaling 100%. These findings
indicate that most businesses in the study are relatively young, with the largest proportion of
entrepreneurs having 2 to 5 years of sales experience, a stage during which entrepreneurs often
focus on establishing market presence, building customer relationships, and refining business
operations, consistent with Beliaeva et al. (2020), who noted that early stage businesses
typically experience significant learning processes as entrepreneurs adapt to market demands.
The presence of entrepreneurs with 6 to 10 years of experience indicates that some businesses
have successfully survived beyond the initial startup phase, demonstrating resilience and
effective management practices, consistent with Kraus et al. (2022), who found that
entrepreneurial experience contributes to improved decision making and business performance.
The smaller percentage of entrepreneurs with more than 10 years of experience may reflect
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challenges small businesses face in maintaining long term sustainability due to market
competition, limited capital, and economic fluctuations, implying that startup entrepreneurs
require continuous support and capacity building initiatives, including mentorship programs
that connect experienced entrepreneurs with new business owners.

The level of management practices among startup businesses in Daanbantayan was
assessed across five dimensions. Leadership obtained a weighted mean of 3.95 with a standard
deviation of 0.74, verbally interpreted as Often. Delivery Modality obtained a weighted mean
of 3.96 with a standard deviation of 0.74, interpreted as Often. Business Environment obtained
a weighted mean of 4.01 with a standard deviation of 0.74, interpreted as Often. Finance and
Resource Management Mobilization obtained the highest weighted mean of 4.04 with a
standard deviation of 0.72, interpreted as Often. Human Resource and Development obtained
a weighted mean of 3.95 with a standard deviation of 0.76, interpreted as Often. The overall
mean across all dimensions was 3.98 with a standard deviation of 0.72, verbally interpreted as
Often, indicating that startup business owners consistently implement management practices in
their operations. These findings support Taylor's Scientific Management Theory (1911), which
emphasizes efficiency, resource utilization, and systematic work processes as essential
components of organizational performance, and are consistent with Bloom, Sadun, and Van
Reenen (2017), who found that businesses adopting structured management practices achieve
higher productivity and organizational effectiveness. The positive ratings for delivery modality
and business environment reflect the continuing relevance of Scientific Management Theory
in modern entrepreneurial settings, as businesses that integrate operational efficiency with
customer focused service systems demonstrate stronger resilience and competitiveness, as
noted by Kraus et al. (2022). Likewise, the positive ratings for leadership and human resource
development support Fayol's Administrative Management Theory (1949), which highlights
planning, organizing, leading, coordinating, and controlling as fundamental management
functions, and align with Jiang et al. (2012), who emphasized that leadership and human
resource practices significantly influence organizational performance and service outcomes.
These results imply that strengthening leadership competencies, resource management skills,
and employee development programs, along with continuous training and mentorship
programs, may further improve management effectiveness among startup businesses.

The level of service quality among startup businesses was likewise assessed across five
dimensions. Responsiveness obtained a weighted mean of 4.02 with a standard deviation of
0.69, interpreted as Often. Assurance obtained the highest weighted mean of 4.10 with a
standard deviation of 0.71, interpreted as Often. Tangibility obtained a weighted mean of 4.04
with a standard deviation of 0.67, interpreted as Often. Empathy obtained a weighted mean of
4.09 with a standard deviation of 0.68, interpreted as Often. Reliability obtained a weighted
mean of 4.09 with a standard deviation of 0.68, interpreted as Often. The overall mean was
4.07 with a standard deviation of 0.66, verbally interpreted as Often, indicating generally
positive customer service practices among the respondents. Assurance receiving the highest
rating indicates that customers perceive business owners as knowledgeable, trustworthy, and
capable of delivering services effectively, which is consistent with Huang and Rust (2021),
who found that trust and confidence in service providers significantly influence customer
satisfaction and loyalty. The high ratings for empathy and reliability further highlight the
importance of personalized customer service in small businesses, as close interaction with
customers helps build strong relationships and improve service experiences, consistent with
Donthu et al. (2021), who found that businesses demonstrating empathy and reliability tend to
achieve higher levels of customer satisfaction and loyalty. Tangibility and responsiveness also
received positive ratings, indicating that businesses maintain acceptable physical environments
and respond effectively to customer requests, both of which contribute to a positive overall
service experience. These results imply that startup entrepreneurs should continue enhancing
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customer service strategies, including training in customer relationship management,
communication skills, service innovation, and the adoption of digital communication tools, to
sustain long term competitiveness.

To determine whether online and offline startup businesses differ significantly in terms
of management practices and service quality, independent samples t-tests were conducted at a
significance level of 0.05, wherein a p-value less than 0.05 leads to rejection of the null
hypothesis. For management practices, Leadership yielded an online mean of 4.16 and an
offline mean of 3.74, with a t-value of 2.9559 and a p-value of 0.0039, leading to a decision to
reject the null hypothesis, indicating a significant difference. Delivery Modality yielded an
online mean of 4.15 and an offline mean of 3.78, with a t-value of 2.5664 and a p-value of
0.0118, also leading to rejection of the null hypothesis and a significant difference. Business
Environment yielded an online mean of 4.13 and an offline mean of 3.89, with a t-value of
1.6462 and a p-value of 0.1029, resulting in a decision to fail to reject the null hypothesis,
indicating no significant difference. Finance and Resource Management Mobilization yielded
an online mean of 4.13 and an offline mean of 3.94, with a t-value of 1.3060 and a p-value of
0.1946, resulting in failure to reject the null hypothesis, indicating no significant difference.
Human Resource and Development yielded an online mean of 4.10 and an offline mean of 3.81,
with a t-value of 1.8871 and a p-value of 0.0621, resulting in failure to reject the null
hypothesis, indicating no significant difference. The significant differences found in leadership
and delivery modality, with online businesses obtaining higher mean scores than offline
businesses, suggest that online entrepreneurs demonstrate more adaptive leadership practices
and more efficient delivery systems, supporting Fayol's Administrative Management Theory
(1949), which emphasizes leadership as a critical managerial function that enhances
organizational effectiveness through planning, coordination, and control. The significant
difference in delivery modality further supports Taylor's Scientific Management Theory
(1911), which highlights efficiency, standardization, and process optimization as essential
drivers of organizational performance, consistent with studies showing that digital technologies
enhance managerial responsiveness, operational agility, and strategic flexibility among startup
enterprises (Dwivedi et al., 2021; Verhoef et al., 2021; Kraus et al., 2022). In contrast, the
absence of significant differences in business environment, finance and resource management
mobilization, and human resource development indicates that online and offline startup
businesses operate under relatively similar environmental, financial, and workforce conditions,
encountering comparable challenges related to resource acquisition, workforce management,
and market competition regardless of business modality, a finding consistent with Beliaeva et
al. (2020) and Sahoo and Ashwani (2020), who noted that small businesses often face similar
structural and financial constraints particularly in developing and rural economies.

For service quality, Responsiveness yielded an online mean of 4.17 and an offline mean
of 3.87, with a t-value of 2.1924 and a p-value of 0.0307, leading to rejection of the null
hypothesis and a significant difference. Assurance yielded an online mean of 4.21 and an
offline mean of 3.98, with a t-value of 1.6449 and a p-value of 0.1032, resulting in failure to
reject the null hypothesis, indicating no significant difference. Tangibility yielded an online
mean of 4.21 and an offline mean of 3.86, with a t-value of 2.6871 and a p-value of 0.0085,
leading to rejection of the null hypothesis and a significant difference. Empathy yielded an
online mean of 4.24 and an offline mean of 3.93, with a t-value of 2.3198 and a p-value of
0.0224, leading to rejection of the null hypothesis and a significant difference. Reliability
yielded an online mean of 4.24 and an offline mean of 3.95, with a t-value of 2.1245 and a p-
value of 0.0361, leading to rejection of the null hypothesis and a significant difference. These
findings, all favoring online businesses, support the SERVQUAL Model of Parasuraman et al.
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(1988), which identifies responsiveness, assurance, tangibility, empathy, and reliability as key
dimensions of service quality. Online businesses appear more capable of delivering prompt,
customer centered, and consistent services due to their utilization of digital communication
tools, automated processes, and customer feedback systems, with faster responses to customer
inquiries, real time transaction monitoring, and accessible communication channels
contributing to greater responsiveness and reliability. The higher ratings in tangibility may be
attributed to the visual appeal and accessibility of digital platforms, while the higher empathy
ratings suggest that online businesses effectively employ personalized communication and
customer engagement strategies, findings that are supported by Huang and Rust (2021) and
Islam et al. (2021), who reported that digital service technologies improve personalization,
responsiveness, and service consistency, thereby enhancing customer satisfaction and loyalty.
However, assurance showed no significant difference between the two groups, indicating that
both online and offline businesses are equally capable of establishing customer trust and
confidence, suggesting that regardless of business modality, entrepreneurs recognize the
importance of professionalism, credibility, and ethical business conduct in maintaining positive
customer relationships.

Taken together, the findings of this study, drawn from the responses of one hundred
startup business owners in Daanbantayan, Cebu, demonstrate that entrepreneurship in the
locality is predominantly driven by women in their most economically productive years, largely
married, earning modest combined monthly incomes, engaged mainly in essential retail and
food related trades, and almost evenly divided between online and offline selling modalities.
The professional background of respondents further reveals that entrepreneurship is accessible
across diverse educational attainments and fields of specialization, with most businesses still
in relatively early stages of operation. The overall levels of management practices and service
quality were both rated Often, with overall means of 3.98 and 4.07 respectively, indicating that
startup entrepreneurs consistently apply sound managerial principles and maintain generally
positive customer service standards, findings that are grounded in and directly responsive to
the study's objectives concerning the demographic and professional profile of respondents and
the extent of management practices and service quality among startup enterprises. The
comparative analysis further reveals that business modality alone does not necessarily
influence internal management practices, but it significantly shapes leadership, delivery
modality, responsiveness, tangibility, empathy, and reliability, with online businesses
consistently outperforming offline businesses in these dimensions, while assurance, business
environment, finance and resource management mobilization, and human resource
development remain statistically comparable between the two groups. These results
demonstrate that management practices and service quality are shaped not only by business
modality but also by the extent to which entrepreneurs apply effective managerial principles
and customer focused service strategies, offering a contextualized contribution to the
understanding of startup entrepreneurship in rural municipalities and providing an empirical
foundation upon which the succeeding chapter, presenting the summary of findings,
conclusions, and recommendations of the study, may be built.

CONCLUSION

The study concludes that startup businesses in Daanbantayan, Cebu generally
demonstrate effective management practices and consistently deliver satisfactory service
quality regardless of business modality. The findings reveal that the majority of entrepreneurs
are female, are within the economically active age groups, are predominantly married, and
operate businesses that contribute significantly to household income. Most enterprises belong
to the retail and food sectors, are managed by individuals with bachelor's degrees from various
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fields of specialization, and have two to five years of selling experience, indicating that many
startups remain in the early stages of business development. The equal distribution of online
and offline business modalities further reflects the growing coexistence of traditional and
digitally enabled entrepreneurship within the municipality. Despite operating with relatively
modest income levels, entrepreneurs consistently apply sound management practices that
enable them to sustain their operations and provide quality products and services.

The findings further demonstrate that startup businesses frequently practice effective
leadership, maintain favorable business environments, efficiently manage financial resources,
implement appropriate delivery systems, and support human resource development. Among
these dimensions, finance and resource management mobilization obtained the highest
assessment, indicating that entrepreneurs recognize the importance of prudent financial
management in sustaining business operations. Likewise, service quality was consistently rated
at a high level, with assurance, empathy, and reliability emerging as the strongest dimensions,
reflecting the ability of entrepreneurs to establish customer trust, maintain dependable service,
and foster positive customer relationships. Although responsiveness also received a favorable
evaluation, its comparatively lower rating suggests that entrepreneurs still have opportunities
to improve the speed and efficiency of customer service.

The study also establishes that business modality influences selected aspects of
management practices and service quality. Online startup businesses demonstrated
significantly stronger performance in leadership and delivery modality, suggesting greater
adaptability, more efficient operational systems, and better utilization of digital technologies.
Similarly, online businesses achieved significantly higher levels of responsiveness, tangibility,
empathy, and reliability, highlighting the effectiveness of digital platforms in strengthening
customer engagement and improving service delivery. However, no significant differences
were observed in business environment, finance and resource management, human resource
development, and assurance, indicating that both online and offline businesses operate under
similar organizational conditions and exhibit comparable capabilities in managing financial
resources, developing personnel, and maintaining customer confidence. These findings affirm
that while digitalization provides distinct operational advantages, sound management practices
remain essential determinants of service quality across all startup businesses.

Overall, the findings confirm that effective management practices serve as a strong
foundation for delivering quality products and services and enhancing the sustainability and
competitiveness of startup enterprises. The identified strengths and areas requiring
improvement underscore the importance of continuous entrepreneurial development,
particularly in strengthening leadership capabilities, improving service responsiveness,
expanding digital competencies, and promoting customer centered business practices. In
response to these findings, the proposed Business Development Plan provides a comprehensive
and sustainable framework for enhancing management practices and service quality among
startup businesses in Daanbantayan, Cebu. The plan emphasizes leadership development,
digital transformation, delivery system improvement, financial management enhancement,
human resource development, service quality improvement, marketing and innovation, access
to financial support, and continuous monitoring and evaluation. Through coordinated
implementation involving local government units, financial institutions, business
organizations, training providers, and other stakeholders, the plan seeks to strengthen
entrepreneurial competencies, encourage the adoption of hybrid business models, improve
operational efficiency, expand market opportunities, and enhance customer satisfaction. Its
phased implementation through planning and coordination, capacity building, business strategy
implementation, and continuous monitoring ensures systematic execution and long term
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sustainability. Ultimately, the successful implementation of the proposed Business
Development Plan is expected to improve management practices, increase the competitiveness
of both online and offline startup businesses, promote sustainable enterprise growth, and
contribute meaningfully to the economic development and resilience of Daanbantayan, Cebu.
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