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Abstract  

 
The West Corner hotel (WCH) is located in downtown Olongapo city, at the center of the city. The Hotel has 68 
adequately furnished rooms complete with amenities for travelers. This paper aims to create a conceptual model or an 
applicable information system strategy to improve the use of information at the hotel staff’s disposal. The paper 
utilizes porter’s five forces of competition to analyze the external factors affecting the Hotel. The current strategies of 
West Corner are Technology as a tool, Staff Training, Budget-Friendly, Accommodations, and Location Strategy. 
Their computing environment includes Wi-Fi, local area network, and their Hotel Management System software: A 
custom-built software. They also utilize Facebook and Google mail to communicate with customers. This paper has 
found that West Corner is underutilizing their technology and the papers recommends to improve their Facebook 
Page’s messaging bot to improve their communication between customers and staff. The paper concludes that utilizing 
the Facebook Messaging Bot through their Facebook page would be able to improve the Hotel’s day-to-day functions. 

 
Keywords  
Hotel Management, Information System Planning, SWOT/TOWS, Porter’s 5, GAP Analysis 
 
1. Introduction  
Economies today are primarily based upon information technology. Considering that IS/IT strategy provides and 
defines the business needs, it is crucial for hospitality industries to plan and implement these strategies to provide 
general guidance on building and developing future data information systems. Vicente Teng Gui (Owner) came up 
with the name "West Corner" because it is located in the West District and corner of the street. West Corner Hotel is 
a newly built five-story budget-friendly travelers' hotel strategically situated in the heart of downtown Olongapo City. 
Being at the city's center, public transportation, fast food, recreational facilities, shopping malls, and tourist attractions 
are easily accessible. The hotel has 68 adequately furnished rooms complete with amenities for travelers. The hotel is 
also five minutes away from Subic Bay Freeport Zone, which is convenient for travelers. Managed by experienced 
hoteliers, West Corner Hotel was established on July 11, 2014, to meet the demand for convenient, comfortable, and 
budget-friendly accommodations in downtown Olongapo City. West corner Hotel is a 2-star hotel, and it started 
because some hotels near the bus terminal (Victory Liner) offer a high price, and they rarely offer wash-up. As a result, 
some preparation is required to integrate IS strategy with West Corner's Hotel business activities. Hence, this paper 
aims to create a conceptual model or an appropriate information system strategy to improve the documentation, 
processes, storage, and use of information at the hotel staff's disposal. This system would be based on the requirements 
that West Corner will ask of as well as improvements that may be found possible through this paper's analysis. The 
objectivesos this paper is to create a detailed analysis of the current status of West Corner’s IT/IS technologies and to 
To propose a model, strategy, or system that provides more uses for West Corner’s collected data, and or information, 
from their current IT/IS system in accordance with their customer’s needs. 
 
2. Literature Review  
Google Duplex is an innovative application of AI chatbot, which can create any reservations over a phone call, wherein 
a client may not notice that they are already engaging in conversations with a bot. Instead of giving direct interaction 
with an individual, the ChatBot program is utilized for communicating via online chat via text or text speaking. But a 
FAQ (Frequently Asked Questions) ChatBot is a web bot or helpful program to answer some of your customers' most 
commonly asked concerns (Sethi 2020). A novel architecture for recruiting chatbots was described in Vakili and 
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Shakery (2019). The new architecture considers scenarios inside the training set that might match the candidate 
response. It compares them with the present context in forecasting the matching level between the candidate response. 
Sugusuki (2019) has launched a web-based chat platform for Computer-mediated communication (CMC), human-
computer interaction (HCI), and natural language processing (NLP). Sugusuki aims to expand the number of wizard 
support techniques for wizard study in HCI in the future that integrate machine learning and allow models to be trained 
iteratively throughout the study. Ruf et al. (2019) introduced a top-down method to knowledge engineering, which 
improves converse agents' capabilities. The method offers better, dynamic solutions as opposed to the static answers 
of typical FAQ bots. The user-friendly graphical interface enables quick preparation and modification of contract 
statements without requiring technical knowledge. In open domain talk, Zhou et al. (2019) studied context-modeling. 
It offers a paradigm of uncontrolled context rewriting, which helps the retrieval and controlled dialogue of candidates. 
Empirical results demonstrate that the rewriting contexts are comparable to human references. The re-writing 
procedure enables multiturn answer selection, a multiturn response to be generated, and chatbots to be found at the 
end. 
 
Social media in business is becoming acknowledged by companies worldwide in the recent period of technological 
progress. This is because the internet is seen as the new boundary for doing business (Venkateswaran 2019). Social 
media is an essential element of the modern century; however, concerns must be highlighted. Social media has 
provided women with a fantastic platform for entrepreneurship and small companies to set up and flourish (Duggal 
and Gupta 2020). Social networking websites like Facebook are superior to other advertising paths, according to 
Curran et al. (2011), as they store information on all their customers so that Marketing reaches a particular merchant 
target market. Social media sites are an excellent platform for distributors to build an experience, and retailers may 
utilize information collected on social media sites to better their brand experience. Some of the advantages of an 
internet company are that it is cheap, but efficient to reach customers 24/7. The use of digital or virtual environments 
in advertising and offering products and services is part of online marketing (Santos 2020).  
 
3. Methods  
The following are the frameworks utilized in order to get the data needed:  

a. Internal Business Analysis: Value Chain Analysis was used to map the different major and supporting 
business processes for internal analysis. SWOT analysis was used to determine the company's internal 
understanding of its numerous advantages and weaknesses.  

b. External Business Analysis: SWOT analysis was utilized to identify numerous elements that influence 
opportunities and threats in the organization's operations. Furthermore, a study of the company's activity 
patterns is carried out by comparing trends and best practices with those of other businesses in the same 
industry with the use of Porter’s Five Forces of Completion. 

c. Internal Information Systems Analysis: This research is carried out by looking through existing papers 
and mapping current IS application portfolios. It was also accomplished by analyzing WCH's present 
strategy. This internal assessment is meant to show how far IS applications can help the company's business 
success. To add, Gap Analysis was also utilized to determine whether the company's current operating state 
is far from ideal.  

d. Information Systems Strategy Planning (Proposed Improvements): The optimal IS business plan to 
support the company's success in the future may be decided based on the Gap Analysis and SWOT analysis 
of the company's business strategy. The next stage is to develop an information technology strategy to aid 
the company's success in providing information technology services to its workers and consumers.  

e. Decision Analysis of Information Systems Development (Validation): Furthermore, milestones or phases 
of IS development must be established, which may be done using a project/strategy assessment and scoring 
methodology. These will decide the WCH's recommended/strategy 

 
In order to find the best project to take for the business, the following criteria will be used: 
 
To determine a feasible project for the company, the researchers created criteria with corresponding weighted 
percentages. The gathered data will help the study determine the most fitted project as a solution for the company's 
problem. Proposed projects will be rated according to their flexibility, Initial cost, project completion schedule, 
customer satisfaction, and the most important is the return of investment. The following criteria used in 
project/strategy assessment and project evaluation is seen in table 1 and table 2.  
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Table 1. The criteria weight used for project/strategy assessment. 
 

Criteria Importance Weight Criteria Description 

Utility/Flexibility 
of uses 

1 0.30 
or 30% 

The amount of uses a certain project will be able to provide. This also means if that 
project could be utilized by more than one department of the hotel as well as if the project 
can be used for more than its original purpose. 

Initial and 
Running Cost 

2 0.25 
or 25% 

The amount of the initial cost to start the project as well as the cost that is required to 
keep the project running during its active duration. The lower the project’s initial and 
running cost, the higher the project score will be. 

Project 
Development 
Time 

3 0.20 
 or 20% 

The amount of time it will take for the project to be accomplished. The less the time it 
takes to finish developing or accomplishing the project, the higher its score will be. 

Potential 
Customer 
Satisfaction 

4 0.15 
or 15% 

The potential customer satisfaction that the project/strategy will provide. The score for 
this criteria will be higher if there is greater potential for customers to have a better 
customer experience. 

Potential Return 
on Investment 

5 0.10 
or 10% 

The potential for a project/strategy to be able to make back the cost of its implementation 
as well as its ability to make profit. The higher its ability to do so, the higher the score. 

  Total 
Weight 

1 or 100%   

 
Table 2.  The criteria measurement scale used for evaluation of projects. 

 
Criteria Measurement Scale (1-5, 5 as highest) 

5 4 3 2 1 

Utility/Flexibility of 
uses 

All of the departments 
within the store can 
utilize the project upon its 
completion. 

Most departments 
may use the system. 

Some of the 
departments within the 
store can utilize the 
project upon its 
completion. 

The project is 
expected to be only 
beneficial to the 
department it was 
intended for. 

The project is not 
expected to be 
useful for any 
department other 
than the one it is 
intended for. 

Initial and Running 
Cost 

. Maintaining the project 
is sustainable and can 
fund itself. Due to this, 
there may be spare budget 
to look into other possible 
strategies or projects. 

Maintaining the 
project is sustainable 
and can fund itself. 

Maintaining the project 
is sustainable and may 
fund itself. 

Maintaining the 
project might be 
difficult due to it 
having few ways to 
self sustain its 
running cost. 

The initial and 
running cost of the 
project/strategy falls 
too close to the 
given budget and 
maybe too risky to 
implement given the 
situation of the 
store. 

Project Development 
Time 

The development time of 
the project spans between 
a few days at most. 

The development 
time of the project 
spans between a few 
days to a week at 
most. 

The development time 
of the project spans 
between a couple to a 
few weeks at most. 

The development 
time of the project 
might take place for 
a month at most. 

The development 
time of the project 
will take more than a 
month. 

Potential Customer 
Satisfaction 

Customers will have an 
easier time and have a 
significantly better 
experience within the 
hotel. They will also 
potentially be able to be 

Customers will have 
an easier time and 
have a better 
experience within the 
hotel. They will also 
potentially be able to 

Customers may have 
an easier time within 
the hotel. 

The customers may 
be given a slightly 
better experience 
within the hotel. 

The customer’s 
situation within the 
hotel will only be 
improved slightly or 
not at all. 
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less stressed while within 
the hotel and be served 
better by the staff. 

be less stressed while 
within the hotel. 

Potential Return on 
Investment 

Investment will be 
returned almost 
immediately after 
implementation with 
significant profits coming 
after that. 

Investment will be 
returned almost 
immediately after 
implementation with 
profits coming after 
that. 

Investment will be 
returned shortly after 
implementation with 
profits coming after 
that. 

Investment will be 
returned after a 
couple weeks of 
implementation with 
profits coming after 
that. 

Investment will be 
returned after a few 
weeks of 
implementation 
with profits coming 
after that. 

 
4. Data Collection  
Data has to be collected in order to get a clearer understanding of the system requirements to be proposed. The 
following information was collected: The firm infrastructure, how the hotel managed their human resources, their 
available technology, procurement of supplies, the hotel's strategies, potential threats or rivals, planned projects and 
or technologies, and business processes. Data collection was done during the month of June, specifically on the week 
days between the days of June 1 to 21. Due to the situation imposed on the Philippines by Covid19, the researchers 
had to focus on indirect contact between the researchers and respondents. Primary data, information straight from the 
source, was utilized for this paper. The following data collection methods were used:  Interview: Interviews were 
conducted directly with the Accountant of WCH, a few employees, as well as one of their managing staff. These 
interviewees became the initial research objects. Review of Online Resources: through the analysis of customer’s 
feedbacks, ratings, and reviews from online sources, a general customer’s perspective was found. The findings from 
the data collection are compiled and analyzed in the results and discussion section of the paper along with figures and 
tables that represent the compiled information. 
 
5. Results and Discussion  

            Figure 1. The value chain analysis for West Corner Hotel…………. 
Figure 1 shows the internal analysis of the hotel’s business. This is done by using the Value Chain Analysis Method 
which shows how the entire work process occurs within the hotel’s organization. The Value Chain Analysis is 
divided into two categories of activity. Primary Activities and Support Activities.  
 
5.1 Internal Business Analysis: 
Internal Analysis of the hotel’s business is done using the Value Chain Analysis Method. This method will show how 
the entire work process occurs within the hotel's organization. The Value Chain Analysis is divided into two categories 
of activity: Primary Activities and Support Activities. The results of the internal business study may then be translated 
into a Strengths and Weakness analysis, as shown in table 3. 
 

Table 3. SWOT analysis of West Corner Hotel 
… 

STRENGTHS WEAKNESSES 
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S1 - Well known and good reputation within their area 
S2 - Attractive and unique store design 
S3 - Good communication service with the customers 
S4 - Semi-automated bookings of customers and reservation of rooms 
S5 - Have an active social media presence with their facebook page 
S6 - Has fast internet connection, both for their LAN (for staff use) 
and WiFi (Employee and guest use) 
S7 - Strategic position of the facility 

W1 - Doesn’t accept a credit/debit mode of payment 
W2 - Their website/domain for a website is inactive 
W3 - No active Q&A bot for their Facebook page/social 
media 
W4 - They have had no projects or upgrades in queue in 
terms IT/IS Systems in recent times.  

OPPORTUNITIES THREATS 

O1 - Tourists are now searching for hotels online to book in advance 
O2 - Using different distribution channels for promotions 
O3 - Their Hotel Management Software application has a variety of 
stored information from previous customers 
O4 - They have a respectable level of technology available 
O5 - The seasonal events or attractions that bring customers 

T1 - Economic instability due to the current situation with 
Covid19  
T2 - Customers feedback on social media 
T3 - Nearby Competitors/Rivals 
T4 - No other branches 

 
5.2 External Business Analysis: 

Figure 2. Porter’s five forces of competition for West Corner Hotel. 
 

Figure 2 is a basic but effective technique for assessing the competitiveness of West Corner's business environment 
and determining the strategy's profitability potential. The Bargaining Power of Suppliers is marked as medium due to 
various suppliers present. Threat of Substitutes is marked it as high due to West Corner’s vulnerability among other 
hotels. Bargaining Power of Buyers is also marked it as high due to the customer’s sensitivity in terms of weighing 
the quality of services between existing hotels. Threat of New Entrants is marked low since the hotel is well-known 
in the area due to its time in the industry. For further elaboration on each of the threats, each of the threats shown in 
the diagram are discussed further in the following section. 
 
Discussion of Threats 
Threat of New Entrants:  
Key Points: Attractive marketing, Capital cost, relatively relaxed government regulation. 
There is a low threat of new entrants. Due to its strategic location and being well known. Threat of new entrants can 
be reduced by its brand recognition, accommodation, and its reputation. A few factors to barriers of entry are as 
follows: (1) Economy of scale: the bigger the hotel, the more accommodations possible. (2) Cost of entry: the capital 
cost of actually starting the hotel has a significant cost due to various requirements in order to set up the facility: 
Various licenses, permits, and staffing requirements. (3) Production differentiation focuses on the services within the 
facility, although it doesn’t generally cost as much as starting the facility itself, it’s a major factor in the on-going 
business process of the hotels. 
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Bargaining Power of Buyers:  
Key Points: Number of customers, Customer preferences and safety, Huge offers and packages  
In occasions that customers are too demanding due to various preferences of their customers, they prefer the best 
offers by paying the lowest minimum price possible. This puts the Hotel under pressure in the long run. Customers 
are very sensitive to hotel prices since hotels with the same rating night not provide the same quality of services. From 
this perspective, the customer’s bargaining power is high. Aside from this, due to Covid-19, certain precautions would 
be taken by the customers such as minimizing their use of recreational spaces and public areas within the hotel/s, 
requiring places or items to place their items for safety (such as bags to keep their masks while eating). These changes 
to customer’s habits might potentially affect their overall use of the hotel’s facilities. 
 
Threat of Substitutes:  
Key Points: Airbnb, Lodging/housing, Homestays  
The hotel appears vulnerable to rivalry due to various nearby competitions, with a high threat level. Although the hotel 
has many good reviews, the presence of competitors in Zambales such as other hotels, inns, or lodges present in the 
area each providing different degrees of services and amenities, substitutes for better accommodations are likely.The 
rise of technology also increased the substitute threats with platforms like Airbnb. Given its importance, existing hotels 
must have an online presence. 
 
Bargaining Power of Supplies:  
Key Points: Profit margin, Labor-intensive  
Hotels have several suppliers where they can buy materials; supplies in dominant positions lessen the margin that 
hotels can earn in the market. This has an impact on lowering the profitability of the hotel. However, hotels can 
integrate it backward and operate on their own. Due to the labor intensive nature of hotels, staff cost is a significant 
successes for WCH: Influenced by the high quality of service they provide to their customers. 
Rivalry Among Competitors:  
Key Points: RedDoorz, Budget-friendly hotels  
The hotel faces medium competition for differentiation. One of their rivals is the RedDoorz near the Olongapo Bus 
Terminal: a budget friendly hotel also in the central business district of Olongapo City. However, the RedDoorz near 
Olongapo Bus Terminal only offers regular accommodation like other hotels unlike the WCH which has a variety of 
accommodations for its customers.  
 
5.3 Internal IS Analysis: 

Figure 3. Mapping of business processes 
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In figure 3, a few pain points have been found. These pain points are as follows: 
Pain Point 1:  
Inquiring through email to know the available rooms and dates might cause inconvenience for the clients who instantly 
need to know if there are some room vacancies. Since the hotel doesn’t have its own website aside from Facebook to 
see whether the rooms are available on the said date. 
Pain Point 2:  
Advance cash deposit for room reservation is not necessary since the hotel implements the No Refund Policy, so a 
customer who confirmed their booking can cancel or not show up on the said date. 
Pain Point 3:  
Since the hotel does not have a working website for the customer to fill out all the necessary form and is also accepting 
a cash basis mode of payment only, it will only inconvenience the customer who made an online booking to fill out 
necessary forms and pay for the reservation made online at the hotel’s front desk upon check-in. 
 
West Corner Hotels' current state has been identified together with the firm’s objective. This will help the researchers 
to focus on what the hotel lacks and to come up with a solution that is feasible to consider. As seen in table 4, the hotel 
has already the resources, what they need is to put remedial action to fulfill the gaps needed to run the firm smoothly 
and provide the best quality of service to their new and loyal customers. 
 

Table 4. Current gap analysis of West Corner Hotel 
 

Objective Current State  Desired State Gap 
Identificatio

n  

Gap 
Description 

Remedial Actions 

To provide cost 
effective service in 
terms of 
affordability, 
accessibility, 
cleanliness, and 
comfort. 

Though it satisfies the 
demand for quick, 
pleasant, and budget-
friendly lodgings, 
WCH is still a 2-star 
hotel. 

Having higher star 
ratings would lead to 
customers making 
faster decisions, 
enticing customers in a 
competitive market. 

Yes There are no 
embellishments and 
it only offers basic 
accommodations 

Doing an active promotion and 
having a higher quality service 
and upgrading its 
embellishment could make the 
WCH to be a sought-after hotel 
making it a 3 star hotel. 

To provide a 
welcome, safe, and 
warm environment 
through the staff’s, 
excellent service and 
hospitality. 

Upon observation of 
online reviews: WCH 
has obtained 68 google 
reviews, with 8 out of 
10 being negative. 

Have positive reviews 
so that when potential 
customers look for 
WCH on the internet, it 
will appear in the top 
result. 

Yes This information 
affects the building 
of a mental image of 
what the quality of 
services and its 
expected value 
should be. 

A customer-generated 
communication information 
system is required. It is possible 
to construct a dynamic system 
for capturing and analyzing 
market data. 

 
5.4 IS Strategy Planning (Proposed Improvements): 
WCH has the edge to take advantage of its opportunities by using all the identified strengths seen in table 5. The hotel 
must take into consideration upgrading its system that would cover its sales, booking reservations, and website. The 
weaknesses of the hotel can be overcome through opportunities such as redesigning its website to lure customers to 
book a reservation. This proves that first impression matters. Threats can be minimized by using the hotel's strengths 
like making use of their social media platforms to bring brand awareness. It is proven by many that at least one satisfied 
and happy customer can surely bring more potential clients to the firm. Offering the best experience that WCH has 
can sustain the inconsistent preferences of a customer. This will be the edge of the hotel among other hotels located 
within the vicinity. In addition, strategies can be converted to be the solution to the hotel's weaknesses and threats. 
These strategies are discussed in table 6.  
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Table 5. TOWS Matrix 
 

 Strengths 
 
S1 - Well known and good reputation within 
their area 
S2 - Attractive and unique store design 
S3 - Good communication service with the 
customers 
S4 - Semi - automated bookings of customers 
and reservation of rooms 
S5 - Have an active social media presence 
with their facebook page 
S6 - Has fast internet connection, both 
for their LAN (for staff use) and WiFi 
(Employee and guest use) 
S7 - Strategic position of the facility 
 

Weaknesses 
 
W1 -  
Doesn’t accept a credit/debit mode of 
payment 
W2 - 
Their website/domain for a website is inactive 
W3 - No active Q&A bot for their Facebook 
page/social media 
W4 - 
They have had no projects or upgrades in 
queue in terms IT/IS Systems in recent times. 

Opportunities 
 
O1 - Tourists are now searching for hotels 
online to book in advance 
O2 - Using different distribution channels 
for promotions 
O3 - Their Hotel Management Software 
application has a variety of stored information 
from previous customers 
O4 - They have a respectable level of 
technology available 
O5 - The seasonal events or attractions 
that bring customers 
 

S4S6O3O4: 
HMS Application Upgrade 1: Sales 
Information System Upgrade 
 
S4S6O3O4: 
HMS Application Upgrade 2: Check-in / 
Monitor System Upgrade 
 
S5S6O1O4: 
FAQ Bot Programming 
 
S5S6O1O4: 
Website Development. 

W2W4O4O5: 
Website setup 
 
W3W4O4O5: 
Updating the West Corner’s Facebook page’s 
bot 

Threats 
T1 - Economic instability due to the current 
situation with Covid19  
T2 - 
Customers feedback on social media 
T3 - 
Nearby Competitors / Rivals 
T4 - No 
other branches 

S1S3S5S6T2: 
Setup of a Public Relations Department for 
the Hotel’s Social Media. 
 
S1S3S6T3T4: 
Membership Program 
 

W2W3T2: 
Setup of a Public Relations Department for 
the Hotel’s Social Media. 
  
W1T3: 
Application for a debit mode of payment with 
banking companies. 
 

 
Table 6. Discussion of strategies from the TOWS matrix. 

 
S5S6O1O4: HMS Application Upgrade 1: Sales Information System Upgrade (Proposed Project 1) 
Description: This project aims to implement an additional function to the Sales Information aspect of the Hotel Management System 
Application: Adding a way to quickly search and compile information from the Sales Information section of the program, the 
information they gain will help the management find customer preferences and points for improvement based on their customer’s 
previous transactions. WCH will have to invest in a programmer for this project, but aside from that, there is not much investment other 
than the time it will take to upgrade their system. 
 
S4S6O3O4: HMS Application Upgrade 2: Check-in / Monitor System Upgrade (Proposed Project 2) 
Description: This is a two-part project that aims to implement the same storing functionality they have already implemented in the 
Sales Information function of their custom software into the Check-in/Monitoring System. Afterward, by adding a way to quickly 
search and compile information from the Check-in/Monitoring System, they will process various information from all their previous 
customers. The information they gain will help the management find customer preferences and points based on their customer’s previous 
transactions. WCH will have to invest in a programmer for this project, but aside from that, there is not much investment other than the 
time it will take to upgrade their system. 
 
S4S6O3O4: FAQ Bot Programming (Proposed Project 3) 
Description: WCH has a Facebook page which employs the use of a basic messaging bot. This messaging bot is underutilized and 
could be used to become an FAQ bot which customers could contact for information rather than asking the employees themselves; this 
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would significantly reduce waiting times for question’s answers and allow employees to focus on other tasks rather than frequently 
going towards the hotel’s social media. 
 
S5S6O1O4: Website Development (Also the strategy for W2W4O4O5) (Proposed Project 4) 
Description: WCH’s Website is currently down. Having a website down is not a threat in itself, but it does mean that there are 
opportunities not open to West Corner. Some of these are Free advertising through their Website, having a central hub for 
communicating with potential and current customers and having an online member’s lounge if West Corner attempts to start a 
membership project. Programming a website is a significant investment due to its time to develop. Costs come in the form of including 
their domain and the maintenance fees. One way to circumvent these costs is by using a free website creation tool, though it has the 
drawback of not having as much flexibility in development. Development could be flexible or completely free, with the only investment 
being in the development time and the lack of flexibility in the development. 
 
S1S3S5S6T2: Setup of Public Relations Department (Also the strategy for W2W3T2) (Proposed Project 5) 
Description: The construction of a Public Relations Department would be good for the Hotel's short and long-term health. This 
department is not entirely new but more of additional responsibility for a chosen department already set within the organizational 
structure of the Hotel's staff: It would focus on the Social Media of the Hotel and be its way of communicating with customers if an FB 
FAQ chatbot is not yet available. Investment for this might depend on how much an employee may be paid in addition to their current 
salary. However, the return on this investment is that the social media of the Hotel will be utilized better and improve communications 
between the Hotel, potential, and returning customers. 
 
S1S3S6T3T4: Membership Program (Proposed Project 6) 
Description: Implementing a member’s program much like the one that Diamond Hotel currently utilizes, by implementing a 
membership program, the hotel can give members certain perks that non-members of the hotel won’t have available to them. These 
perks would be up to the management to decide; however, the hotel will reduce the threat that rival hotels would have against them due 
to customers now having more incentive to stay with WCH. The needed investment for this project would be minimal because they 
only need an initial list and prepare their member’s perks. Aside from this, the return on this investment would be the reduction of risk 
of customers choosing rival hotels and giving customers incentive to return. 
 
W1T3: Application for a debit mode of payment with banking companies. (Proposed Project 7) 
Description: Although not necessarily a project, one strategy that WCH might be able to implement is adding a debit/credit form of 
payment by partnering with banking companies. The initial investment might be high depending on what kind of partnership or deal is 
done with the bank they will partner with; however, this investment will allow customers to easily make transactions with West Corner. 
This would also add a layer of incentive for customers to stay in the hotel while also incentivizing potential customers to keep due to 
the easy transactions, among other benefits the hotel offers to them. Implementation might take between half a month towards a couple 
of months, and this would depend on the current situation of the area and who the partnership is made with. 
 

 
5.5 Decision Analysis of IS Development:  
Table 7 shows how the proposed projects were evaluated and scored. Projects having possibilities will have each of 
their opportunities independently assessed for the individual evaluation of the projects. This will be done to have a 
better idea of which plan would be the best for the hotel's current situation. New concepts have been analyzed and 
listed as projects within the strategic management. It doesn't give direct to the point guidelines on what the firm must 
do to succeed. But, it gives a deeper look at the operation of the hotel which helps the management to brainstorm and 
decide towards their success. Scoring has been done to weigh what projects are probable to implement that are within 
the firm's budget.  

Table 7. Evaluation of Projects 
 

Criteria Weight PROJECT 1 

HMS 

Application 

Upgrade 1: Sales 

Information 

System Upgrade 

PROJECT 2 

HMS Application 

Upgrade 2: 

Check-in / 

Monitor System 

Upgrade 

PROJECT 3 

FB FAQ Bot 

Programming 

PROJECT 4 

Website 

Development 

PROJECT 5 

Setup of a Public 

Relations 

Department for 

the Hotel’s 

Social Media 

PROJECT 6 

Membership 

Program 

PROJECT 7 

Application for a 

debit mode of 

payment with 

banking 

companies. 

  Score Weighte
d Score Score Weighte

d Score Score Weighte
d Score Score Weighte

d Score Score Weighte
d Score 

Scor
e 

Weighte
d Score Score Weighte

d Score 

Utility/Flexibility 
of uses 

0.30 4 1.2 4 1.2 4 1.2 5 1.5 4 1.2 5 1.5 2 0.6 
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Initial and 
Running Cost 

0.25 3 0.75 3 0.75 5 1.25 4 1 3 0.75 4 1 3 0.75 

Project 
Development 

Time 

0.20 3 0.6 2 0.4 5 1 3 0.6 3 0.6 4 0.8 2 0.4 

Potential 
Customer 

Satisfaction 

0.15 4 0.6 4 0.6 5 0.75 5 0.75 4 0.6 5 0.75 4 0.6 

Potential Return 
on Investment 

0.10 3 0.3 3 0.3 4 0.4 4 0.4 3 0.3 4 0.4 4 0.4 

Total: 1  3.45  3.25  4.6  4.25  3.45  4.45  2.75 

 
Proposed Project: 
Project 3 FAQ Bot Programming  (Total Score: 4.60) 
This project that can be seen in figure 4 received the highest score since it included a variety of useful functionalities. 
Aside from answering client queries, the bot may be pre-programmed to display additional hotel-related information, 
such as the hotel's address and position on a map, provide recommendations for hotel services to utilize, and display 
past customer reviews. In addition to its cheap initial and ongoing costs, quick project development time, and possible 
client satisfaction, this utility makes it a project that can be started right away without a significant investment. 

 
Figure 4. Facebook’s Automated Response Editor 

 
Project 4 Website Creation  (Total Score: 4.25) 
The project that this paper would recommend would be the republishing or starting the website of WCH. WCH’s 
website is currently down, with that said, they might need to start a new website from scratch if they aren’t able to 
start or gain ownership of their domain. If they need to start a new site, they may inquire upon the help of a professional 
website developer and provide the developer with the necessary features and requirements they need for the website; 
although doing so might be expensive as the rate for website development varies according to the developer. On the 
other hand, the owners of WCH may opt to use an online IDE to create their own website,  examples being Wix or 
Weebly. Doing so will reduce the costs greatly since the only investment that would then be required would be the 
development time needed to create the site itself. FAQ bot for a website are separate features and would need to be 
integrated independently. The researchers have created a prototype website with these features, the proposed website 
would then look somewhat as seen in figure 5.  
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Figure 5. Website Prototype 

 
6. Conclusion 
After a thorough analysis of the current state of the Information Systems and Information Technologies of the West 
Corner Hotel, it was found that the hotel is underutilizing the technology that is currently at its disposal. The paper 
utilized the frameworks of internal and external business analysis in creating a report within this paper, which was 
used to develop several strategies in line with West Corner’s Mission and Vision. The project that scored the highest 
and recommended by this paper would be pursuing Project 3: Facebook Frequently Asked Questions chat robot 
programming. This project achieved the highest score because it has various utility functions and low initial and 
running costs. Aside from answering customer’s questions, the bot could also be pre-programmed to show other 
information related to the hotel. Such as the hotel’s address and location on a map, give customers some 
recommendations for facilities to use in the hotel, and show previous ratings from old customers. In addition to its 
very low initial and running cost, short project development time, and potential customer satisfaction, this utility 
makes it a project that could be initiated immediately without spending too much investment. Programming or setting 
up the messaging bot is relatively easy due to Facebook’s user-friendly integrated development environment. If an 
FAQ bot was finished, then the next course of action would be the creation of a membership system that would allow 
the hotel to provide member only services for its customers, thus increasing the incentive for customers to keep 
utilizing the services of the hotel and reducing the risk of customers looking for substitutes. Lastly, if the hotel would 
opt for both the above strategies and would want to add more as their business grows, the proposed project would be 
the creation of a website for the hotel: this website could be made by a professional, with the owners and managers 
providing the website requirements, or be created by the hotel’s staff themselves reducing the potential cost. This 
website would then be used as an online front desk for the hotel and could be used as a central hub for members and 
staff where member only announcements, offers, and deals could be presented. A FAQ bot could also be integrated 
and programmed into the website in order to gain the benefits of the FAQ bot project. 
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