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Abstract

This study evaluates the productivity in terms of number of transactions, earnings, and profit of a local online delivery
service operated by a tech start-up company that has seen increased sales but not profit. Through PDCA, this study
identified the problems that affect the productivity of the company the most, the root causes of the top problem, and
their correlation with the productivity of the company. Furthermore, solutions were formulated to help the company
improve its productivity for the next year. The assessment began with data collection through interviews and survey
questionnaires which were run through various quality control tools as well as correlation analysis. At this stage, it
was determined that the poor user interface of the application causes the most problems for the company in terms of
productivity. From here, various concrete solutions were formulated for high-impact root causes that were controllable
and a corresponding risk assessment plan was developed. With a detailed monitoring and response plan, the solutions
provided will help the company as well as other companies within the delivery services industry.
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1. Introduction

The Philippines is part of the growing start-up scene alongside other countries in Southeast Asia including Singapore
and Indonesia. Some of the most popular online applications in the Philippines backed by start-up companies include
Grab and Food Panda which offer services such as online taxi booking, as well as food and grocery delivery. With
this, many start-ups have considered launching delivery services as a result of their popularity and demand in the
market, especially because of the COVID-19 pandemic and people who prefer not to go out can use these services for
convenience.

In connection with the influence of delivery applications in the Philippines, this study focused on a local online
delivery service application hereinafter referred to as “the app” which is operated by a local tech start-up company
that aims to represent Filipino developers in the tech space and be a viable competitor to established international
companies in the delivery industry. Founded at the height of the COVID-19 pandemic, the company launched the app
in the middle of 2021 which is a service most similar to Grab and Lalamove providing same-day delivery in Metro
Manila and the surrounding provinces of Bulacan, Cavite, Rizal, and Laguna. Similar to existing platforms, the app
also uses high-performing application-based technology. It provides three main verticals including (1) a point-to-point
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delivery service in which riders deliver parcels, documents, and other delivery needs to specified locations throughout
the cities, (2) a food delivery service wherein customers are connected with a variety of partner merchants and can
have food delivered to their homes within minutes, and finally (3) a personalized logistical needs service where
customers can request the riders for essential items like groceries that can be delivered to the customers’ homes.

In an initial interview with the founder of the company, it was mentioned that the app is still in the Beta test process
of preparing for the official launch as teams are still being built, talents are still being onboarded, and systems are still
being strengthened to achieve operational excellence prior to securing funding from investors. The company is
currently securing funds through seed financing. Upon launching the app, the number of transactions increased along
with the number of losses as per the company’s sales report between June and December 2021. With the need to act
fast, deliver fast, and avoid a backlog in the system, the app should be able to accommodate more orders from
customers should the system be able to manage order-matching and rider-matching effectively. From a financial
perspective, the company experienced the highest loss (earnings subtracted from cost) with the food delivery service.
From a marketing perspective, the company is aiming to keep the number of app users uninstalling the app lower than
the number of users installing the app.

This paper aims to deploy QC tools in order to analyze the problems within each department namely: HR, Operations,
Marketing, Commercial & Sales, and IT and to determine the root causes of the problems that affect the profit
contribution of the company the most. With problems in these areas addressed, the company will be able to increase
its performance in terms of profit by the end of 2023.

1.1 Objectives
This study is framed toward the local online delivery service company. It aims to analyze their existing processes and
identify the root causes that significantly affect the growth of the company as well as to formulate solutions to address
the issues using QC tools. The study will have the following aims:
e To identify the problem/s in each department that affects the ability of the company to improve its productivity.
e To identify the root cause of the problem/s that affect the productivity of the company the most.
e To determine the relationship of the identified root causes to the productivity of the company in terms of their
profit
e To recommend strategies in improving the productivity of the company

2. Literature Review

Start-ups are organizations that look for a business model that is repeatable and scalable. This challenges organizations
that use traditional business models because start-ups must build a business model that appeals to the public because
they are venturing into markets that have not been explored before (Voinea et al. 2019). Because of this risk, start-up
companies often face uncertainties. Identifying the factors that contribute to the success or failure of start-up
companies is essential especially if there are already players that have the majority of the market share. By examining
five start-up companies that started out successful but eventually failed, Kusumaningtyas et al. (2021) used the SHELL
methodology which is an approach that has been adopted for over 40 years in the aviation industry to describe accident
causes. In order to be appropriate to the methodology of the study, the SHELL model was modified such that the
model explains five categories of start-ups failure: (1) Software - Business model: some companies employ the wrong
business model and do not suit the market, (2) Hardware - Product: Poor and not an agile quality product, (3)
Environment: Lack of initiate funding and competition to get venture capital, (4) Liveware - Customer/User: Few
customers need the product, and (5) L - Organization: Bad organization, running out of cash, problems with the team,
and co-founder misalignment. (Kusumaningtyas et al. 2021).

The growing popularity of food delivery applications like Grab and FoodPanda has stimulated the development of a
number of OFD start-ups. From a business standpoint, the OFD apps’ long-term sustainability is dependent on two
factors: (1) to meet the needs of expectations of its current customers, and (2) as the number of OFD service providers
grows, the competition between these businesses grows as well. Through the uses and gratifications approach theory,
it shows that the eight main gratifications behind the use of OFD apps include: convenience, societal pressure,
customer experience, delivery experience, a search of restaurants, quality control, and listing and ease-of-use with the
search of restaurants, ease-of-use, customer experience, and listing as the most significant intentions in using OFD
apps (Ray et al. 2019). A study that aimed to create an integrated model to analyze and investigates their relationship
with the behavioral intention of Malaysian urban consumers towards OFD services found that there is a positive effect
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of time-saving orientation, convenience motivation, and privacy and security towards the behavioral intention of OFD
services (Chai and Yat 2019). By analyzing control, service convenience, customer service, and service fulfillment as
factors that influence consumers, it shows that (a) the e-service quality of the food ordering experience and (b) the
quality of the food received are the two most important (Annaraud and Berezina 2020). Furthermore, the correlations
among performance expectation, effort expectation, social influence, and promoting factors positively affect purchase
intention while the perception of risk negatively affects purchase intention (Zhu et al. 2021).

In the influence of service quality on customer satisfaction when it comes to supply chain, with the goal of examining
the delivery process quality in the supply chain as well as the level of logistics service using the Six Sigma DMAIC
process, improvements focused on material handling and packaging were analyzed by identifying the most important
root causes of defectives. QC tools including run charts, Pareto charts, check sheets, and cause-and-effect diagrams
were utilized to analyze the results. After identifying the root causes of the supply chain defects, some of them being
process-related particularly in material handling, improvements were piloted and a control plan was developed to
monitor the effectiveness of these implementations (Leppanen 2015). According to Rajagopal et al. (2018), focusing
on strategic aspects of businesses, such as logistic capability, can help a company gain a competitive advantage and
improve overall performance. Furthermore, time-based strategies like marketing, production, and product
development can help companies achieve a competitive advantage. When managers focus on increasing customer
engagement regularly and attending to customer concerns, positive post-purchase evaluations, customer loyalty, and
repeat purchases could occur (Rajagopal et al. 2018).

Quality Control is a technique in the industry that is effective in solving problems in the industry while lowering
waste. In a study conducted by Kumar et al. (2020), the following techniques were used: (1) 80/20 rule, (2) Fishbone
Diagram, (3) Cause and Effect Analysis, which was used to analyze the root cause of the problem, and (4) Why-why
Analysis, which is said to be effective in maintaining the focus on the layer of causes that can lead to the root cause
of the problem. In the automobile industry where this study was conducted, rejection quantity decreased from 7,000
pieces to 0, and customer satisfaction and product reliability increased. This technique was also used in a case study
led by Kumar (2019) who investigated the problems faced by one of India's leading automobile manufacturing
companies which had a large number of defects through QC tools such as Pareto charts, histograms, and check sheets,
and further categorized the defects by severity.

Kulkarni et al. (2017) found that techniques like ABC Analysis and 3P Analysis were used to finalize the problem
statement in a study about effective QC implementation. These tools were used to categorize problems based on their
involvement in other departments and management. The root cause was then discovered using Root-Cause Analysis,
4W and 1H Analysis, Cause and Elimination Analysis, and Why-Why Analysis. Following the implementation of the
proposed solution, they were able to reduce waste to zero and save Rs. 3,08,460 per year. Fipiana and Susanto (2019)
used the eight steps of PDCA and seven statistical tools, such as the inspection sheet, stratification, Pareto diagram,
fishbone diagram, scatter diagram, histogram, and control chart, to determine employee work productivity. They
began by identifying the problem, looking for factors that contributed to the problem, determining the dominant cause,
and developing a plan for improvement. They were able to determine the leading cause of defects, as well as the
dominant factors in equipment, material, human, method, and environment. They were also able to identify the
increase in work productivity from 12 defects per month to 0 defects per month.

In the manufacturing industry, specifically in a micro-scale manufacturing industry of automotive parts where the aim
is to minimize lead time without significantly changing the present system, lean approaches were applied. Through
the proper application of lean approaches, an attempt was executed to improve the machining cell capacity. Ultimately,
capacity expansion was accomplished without a significant capital investment (Nallusamy and Saravanan 2016). A
case study was conducted in a medium-scale aluminum coating industry and implemented QCs to improve the quality,
productivity, and safety of the operations. Moreover, the same tool was used to train workers in improving their
positive and problem-solving attitudes in their workplaces. With the objective of improving the productivity of one of
the most important processes in the plant being studied, Kulkarni et al. (2017) formed a QC of 8 members and 1
facilitator. After thorough planning and discussion were done, several plant problems were identified. The study
utilized the Ishikawa Diagram (Fishbone Diagram), problem selection was done with the 3P (Proprietary, Priority,
and Preference) Analysis, and a pie chart of plant expenditures to identify the main problem: high gas consumption.
Several causes were then identified using the Affinity Diagram and then improvement points and action plans were
done. In a span of 3 months, the study concluded that the plant had around 38% of savings and a productivity increase
was achieved after the QC implementations. Therefore, demonstrates how QCs can handle problems related to
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productivity improvement in a workplace and aid small to medium-scale industries in their savings and increase
productivity.

3. Methods

Process H Qutput ‘
; L l l

Factors Affecting the Status of Solutions Formulation and
Company Performance Quality Circle Tools
Company Productivity Recommendation
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« Project Implementation
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Figure 1. Conceptual Framework Flow Diagram

The study examined the factors influencing the productivity of the company in terms of their employee, operations,
marketing, merchant, technical, competitors, and company. Along with these were the determination of a company's
performance through the analysis of different financial documents. Company productivity was measured in terms of
their profit. These data served as the input of the research itself. In order to do this, this research underwent data
gathering and data processing. Data gathering entailed information needed to address the research problems and
achieve its objectives. In this study, data was provided by the selected company in this research through an online
interview with the different departments of the company concerned.

Afterward, the input of the study underwent a process with the use of different QC tools specified in figure 2.5. The
research findings included all corresponding output from each QC tool, particularly, problems to be prioritized, their
root causes, and the solutions to be formulated to address these problems. Upon proper utilization of the QC tools,
analysis and accurate interpretation was produced that was then needed to address the research problem and attain the
research objectives, thus the formulation of a solution and recommendation to the company were performed.

4. Data Collection

The researchers conducted the study in an online local delivery service company, thus the data were collected from
its employees and department heads. Online interviews with the department heads, requests for documents needed
for the study, and surveys with the employees were conducted for data collection.

5. Results and Discussion

5.1 Graphical Results
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Table 1. Affinity Diagram

Human Resources

Operations

Marketing

Commercial & Sales

IT/Tech

Insufficient number of
departments because
the company is still in
the beta stage

Frequent cancellation
of orders when it
comes to merchants
due to information not
updated

Inability to secure
rider when orders
from other
competitors come in
simultaneously

Repeatedly occurring
problems in
partnering with
merchants

Several glitches in the
technical system

Insufficient turnover
procedures with
resigning
employees/new hires

Low number of orders
received by the rider
in
a day

Lack of preference by
riders for the brand
over other competitors

Failure to meet
expectations of key
accounts in terms of

number of users

Poor user interface of
application

No pre-onboarding
and social benefits for
riders

Frequent delay in
delivering the orders

Lack of on-the-
ground activities

Outdated merchant
operational status

Lack of standardized
system

Inexclusive hiring of
riders

Poor order-matching
for riders

Lack of budget for
promotional activities

Poor task performance
of employees

Lack of particular
employee trainings

High number of
similar food delivery
applications

Lack of customer
loyalty

To sort through the data collected from the identified problems during the interview with the company department
heads, the affinity diagram was used. These problems were organized under 5 categories namely: Human Resources,
Operations, Marketing, Commercial & Sales, and [T/Tech. After which, the matrix diagram was used for the problem
prioritization phase of the study.
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Table 2. Matrix Diagram of Employee Survey Results

Criteria
Problems
F I S U DA | Total | Rank
HR Lack of particular employee trainings 6 3 7 3 2 21 22
Poor task performance of employees 4 6 6 5 3 24 17
Insufficient turnover procedures with 4 3 6 4 4 21 22

resigning employees/new hires

Inexclusive hiring of riders 4 5 6 4 4 23 19
Insufficient number of departments 4 4 6 5 4 23 19
because the company is still in the beta
stage
No pre-onboarding and social benefits 4 4 6 4 4 22 21
for riders

Operations |Low number of orders received by the 7 7 4 7 7 32 5
rider in a day
Frequent cancellation of orders when it 7 7 4 5 7 30 10
comes to merchants due to information
not updated
Poor order-matching for riders 7 7 4 7 7 32 5
Frequent delay in delivering the orders 7 7 4 7 7 32 5

Marketing |Lack of budget for promotional activities | 7 4 6 4 6 27 14
Insufficient promotional activities 7 4 6 4 6 27 14
Lack of on-the-ground activities 7 4 6 4 6 27 14
Lack of customer loyalty 7 6 5 7 6 31 9
High number of similar food delivery 7 6 1 4 6 24 17
applications
Inability to secure rider when orders 3 7 6 7 6 29 12
from other competitors come in
simultaneously
Lack of preference by riders for the 3 7 6 7 6 29 12
brand over other competitors

IT/Tech Several glitches in the technical system 7 6 7 6 7 33 3

Poor user interface of application 7 7 7 7 7 35 1
Lack of standardized system 7 4 7 5 7 30 10
Outdated merchant operational status 7 7 6 7 5 32 5
Failure to meet expectations of key 7 7 6 7 7 34 2

accounts in terms of number of users
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Commercial |Repeatedly occurring problems in 7 7 7 7 5 33 3
& Sales partnering with merchants

Based on the categorization of the problems in the affinity diagram, a questionnaire was deployed to employees of the
company based on their respective departments to determine the ratings for each problem based on the following
criteria: familiarity, impact, solvability, urgency, and data availability. Each problem was ranked using the ratings of
1-2 for low, 3-5 for medium, and 6-7 for high. Upon getting the total for each problem, they were ranked against each
other and the problems with the highest overall total ratings were prioritized in this study. From the results of the
matrix diagram, the problem that ranked the highest is IT.Tech category: Poor user interface (UI) of application. With
this, the problem is explored and analyzed further in the next QC tool: the cause and effect diagram.

User experience Employee

\

Not easy to use the firsttime  Preference towards other app:

Inefficient design Features not at par Esh on the market SCETDA

/ \ with other apps
Limited features
on software
uc

A t
DD”;];)mngShe‘:Se Lack of planning prior
to designing
(o}

Not likeable user interface Not user friendly

difficulty in app navigation Little to no employee training

ack of Funding
(o}

) Low profits due to poor user
interface of application

Unnecessary clicks and scrolls

Inefficient design

C C

App not assessed Gk of planning prioT
thoroughly to designing

Not extensive wireframe

/

{imited features on sorwar  UC

Lack of tech development

\

Little to no employee training ~ Not extensive wireframe
e \ e
Lack of funding Limited features on software
(o3

Innovation

Software

Figure 2. Cause and Effect Diagram (Ishikawa)

The cause and effect diagram, famously known as the Ishikawa or the fishbone diagram, is a widely used QC tool that
examines the potential causes of a problem and turns it into smaller categories. From here, the relationship between
subcategories and their causes is identified. For this study, the following categories were set to determine the causes
of why the application of the company is having low profits due to poor UI of the application: Employee, Software,
User interface, and Innovation. The determined root causes are the following: (a) the app is not assessed thoroughly,
(b) there is a lack of planning prior to designing the app, (c) lack of funding, (d) there are limited features available
on the app, and (e) that the app is new to the market.

Each root cause was categorized into controllable and uncontrollable and high or low impact to further narrow down
the areas to be prioritized during the data analysis process. From the diagram above, three root causes were identified
to be controllable and have a high impact on the poor UI of the application of the company: (a) the app is not assessed
thoroughly, (b) lack of planning prior to designing, and (c) lack of funding. The “limited features” root cause was
determined to be uncontrollable with high impact. The “fresh on the market” root cause was determined to be
uncontrollable with low impact.
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In preparation for the solutions formulation, three objectives were developed for the three controllable and high-
impact root causes of poor Ul on the app. The first objective for “app is not assessed thoroughly” is to improve app
testing procedures by 70% by the end of June 2023. The next objective is to increase the planning scope by 80% by
the end of June 2023 for the root cause of the lack of planning prior to designing. Finally, to address the lack of
funding, the objective to increase funding for app improvement by 40% by the end of June 2023 was developed.

Perform periodic app
maintenance to test
wireframe functionality

*>{ Increase frequency of app
testing Release regular updates to

fix bugs

To improve app testing : i
procedures by 70% by the }7 Provide beta version for

end of June 2023 users before releasing
major updates
Have customers test the Incentivize users with
ap \vouchers for evaluating their|

experience on the app

Receive and review
customer feedback and use
them for improvements

Figure 3. Tree Diagram for “To Improve App Testing Procedures”

Develop action plan to fulfill
stakeholder demands

Benchmark planning
strategies from similar
companies

Create standardized
checklists for app

improvement

To increase planning scope
by 80% by the end of June
2023

Conduct meetings with
developers and designers

Increase collaboration
between developers and
designers

Utilize software
development life cycle

Figure 4. Tree Diagram for “To Increase Planning Scope”

© IEOM Society International 2179



Proceedings of the International Conference on Industrial Engineering and Operations Management
Manila, Philippines, March 7-9, 2023

Provide trainings for
employees working on the
app

Prioritize funding for app
improvement

Invest in a good app
development software

Re-align budget allocation
——{ based on company

objectives

Improve existing project to

make them more efficient
Decrease variable costs in
F F ther areas
To increase funding for app © o
improvement by 40% by the}— Implement additional

end of June 2023 projects in sprints

Consider additional
investors

Seek multiple sources of
funding Settle receivables from
partner merchants at most

within 45 days

Figure 5. Tree Diagram for “To Increase Funding for App Improvement”

With the tree diagram, solutions were formulated by continuously developing potential solutions and branching out
from the objective until they were concrete and implementable.

To assess the effectiveness of the higher-order factors which are the alternative solutions, a prioritization matrix was
developed using the same criteria and ratings as the matrix diagram. From the last branch in the tree diagram, the
solutions that ranked first based on the criteria in the prioritization matrix were then given priority. The alternative
solutions that ranked first for the “app not assessed thoroughly” problem are: to perform periodic app maintenance to
test wireframe functionality and receive and review customer feedback and use them for improvements. For “lack of
funding”, the solutions are to provide training for employees working on the app, improve existing projects to make
them more efficient, and to settle receivables from partner merchants at most within 45 days. Lastly, for “lack of
planning prior to designing”, the top solutions are to create standardized checklists for app improvement and conduct
meetings with developers and designers.

5.2 Numerical Results

Observing the significant relationships between the number of registered users and other variables such as the number
of transactions, earnings, and costs, different relationships can be observed. Firstly, the number of registered users
and the number of transactions have a strong positive relationship (r = 0.822) which indicates that as the number of
registered users increases, the number of transactions made on the app increases as well. In addition, the number of
registered users and the costs incurred by the company in fulfilling customer orders have a strong positive relationship
(r = 0.814) which indicates that as the number of registered users increases, the costs incurred by the company
increase as well by a lot.

Table 3. Correlation table for the number of registered users and profit

No. of
Registered No. of
Users Transactions| Earning Cost Profit
No. of Pearson Correlation 1 0.822%* 0.343 0.814* -0.686
Registered g7, "> _tailed) 0.045 0.506 0.049 0.133
Users
N 6 6 6 6 6
No. of Pearson Correlation 0.822* 1 0.283 0.819* -0.778
Transactions [o; "5 _tailed) 0.045 0.587 0.046 0.068
N 6 6 6 6 6
Earning Pearson Correlation 0.343 0.283 1 0.751 0.323
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Sig. (2-tailed) 0.506 0.587 0.085 0.532

N 6 6 6 6 6
Cost Pearson Correlation 0.814* 0.819* 0.751 1 -0.382

Sig. (2-tailed) 0.049 0.046 0.085 0.455

N 6 6 6 6 6
Profit Pearson Correlation -0.686 -0.778 0.323 -0.382 1

Sig. (2-tailed) 0.133 0.068 0.532 0.455

N 6 6 6 6 6

*_Correlation is significant at the 0.05 level (2-tailed).

By looking at the relationship between other variables, it can be seen that the number of transactions and cost have a
strong positive relationship (r = 0.819). With that, even though the relationship between the number of registered
users and the number of transactions has a strong positive correlation that implies the company’s success in
converting users into customers, the company is still unable to sustain profit that is enough to cover their expenses
in fulfilling customer orders. Moreover, costs increase more significantly as the number of transactions increases.

5.3 Proposed Improvements

Table 4. Corrective Action Plan

A.q Responsible Estimated
Activity Person/Unit When Where Resources Needed Budget
Perform periodic app Every end Application, Program
maintenance to test Head Software, Historical
. . . IT Staff of the . P0.00
wireframe functionality month Office data/results from previous
maintenance
Receive and review . Every end '
customer feedback and Marketing fth Head |App Reviews on Google Play| £0.00
use them for Department oft i Office Store or Apple App Store ’
improvements mont
Provide trainings for . Program, Surveys
E 2-3 ’ ’
employees working on the HR Training very . Assessments, Training £67,360.00
Officer months Office
app manuals
Improve existing projects Project L.
to make them more Management Every Head Hlstorl.ca.l data/r§sults of £0.00
efficient Dept. Head quarter Office existing projects
Settle receivables from .
E 45 . .
partner merchants at most D?E?;;Zn t ery g f?je Financial-related documents £0.00
within 45 days p ays
Create standardized Every first Head
checklists for app IT Staff  |week of the Office Productivity software $59,483.00
improvement month
Conduct meetings with | IT Department Head
developers and designers Head Every week Office Journal/tracker $3,400.00
© IEOM Society International 2181
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In the project implementation and control phase, the corrective action plan was used to identify the factors needed to
implement the alternative solutions. There are no expected additional fees for the first two activities because the
responsible units are already covered by salary and the resources are already accounted for prior to the implementation
of this solution. Moving forward, the “provide training” activity has an estimated budget of P67,360 for four
employees. According to the Philippine Statistical Research and Training Institute (n.d.), the 2022 fee or rate for face-
to-face training courses for those employed in private agencies/offices cost about £16,840.00 per person. Meanwhile,
no budget was allocated for the next two activities since the resources needed for these alternatives are available within
the company.

The next activity has an estimated budget of £59,483.00 taking into account the software acquisition cost of £3,499
per employee. There are currently 17 IT staff as of the time of completing this paper. Lastly, the estimated budget for
the last activity is P3,400 for all the employees within the department. The timeline for the completion and frequency
of checking that each activity is done is provided in the above table. For easier reference during scheduling activities,
a Gantt chart could be used to isolate the time elements for each activity.
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Table 5. Potential Risk Assessment

developers and
designers

and designers due to

schedule meeting conflicts, this
can also lead to

insufficient to no concrete plan
of actions

Solution Risk Item | P | RPN | Preventive Plan Contingency Plan
Perform The performance of an app may |H (7)|M (5) | 35 |Use of five-point Frequent and
periodic app  |eventually be badly impacted by scale assessment consistent review and
maintenance |overlooked coding and errors forms to perform tracking on the status
to test that happen during app detailed team and specification
wireframe maintenance review app updates on the app
functionality functionality before

releasing to end-users
Receive and | By relying just on the customer |H (6)|H(7) | 42 |[Sending regular Offer in-app
review feedback, notifications and incentives such as
customer incorrect solutions for alerts as discount vouchers, to
feedbacks and |improvements may be encouragement for  |encourage customers
use them for |made, which could worsen the customers to leave to review their
improvements |severity of the primary issue. reviews on their app |experience
experience
Provide There will be a waste on H (6)|[M (5)| 30 |[Create an effective Create modern and
trainings for  |spending money on training program relevant training
employees ineffective training courses, and management and contents and assess
working on the | the employees' align the employees after
app productivity on working the app it with the company's |the training program
will still be done inefficiently objectives with right
training metrics
Improve The employee will work either |H (6)| H (6) | 36 |Establish the List all possible
existing inefficiently or ineffectively as a capability of the concerns of the
projects to result of their difficulty team, distribute employees, continue
make them adjusting to their new resources, and if to figure out each
more efficient |responsibilities if processes in necessary, divide up |team's capacity and
ongoing projects are abruptly and modify address their
changed. individual tasks. workloads
Settle The company's cash flow may |H (6)|M (5)| 30 |Establish a Establish updated
receivables still be slowed down, systemized procedure |credit and collection
from partner | and the time and effort spent for billing and policies that partner
merchants at | managing the payment merchants must be
most within 45 | receivables results in missed committed to.
days opportunities.
Create There won't be any established |[H (7)|M (4) | 28 |Take note of Expand scope of
standardized |guidelines for improvement as significant feedbacks |application
checklists for |the from stakeholders evaluation, then
app checklists are subject to and trends in the generate a complete
improvement |unforeseen modifications, industry prior to standardized
making it impossible to follow checklist creation checklist
regularly.
Conduct Inability to communicate M |H(6) | 30 [Utilize a centralized |List coworkers'
meetings with |properly with the developers 5) work schedule availability (range of

date and time)
through a
productivity
software, then set a
meeting schedule
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In order to identify, analyze, and develop controls to counter the hazards and risks of the implemented solutions, a
potential risk assessment plan was developed to identify the risks that come with each solution. Upon determining
the extent to which each risk could impact the company and the probability of occurrence, appropriate preventive
plans were developed to help avoid the risks from occurring. Contingency plans were also put in place to address the
risks should they still occur after following the preventive plans.
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Table 6. Monitoring and Response Plan

MONITORING PLAN RESPONSE PLAN
Method of Unit Trigger Unit .

Sl MO Data Capture When Responsible| Point | Responsible Reaction Plan
App 0] 4-5 Assessment | Every | IT Staff <2 IT Staff |Take action on the
Maintenance assessment| forms from | end of assessment specific app
Assessment scores the IT Staff | the scores problem and relay
Scores month information to end-
(FivePoint users and other
Scale) company

departments
to keep them
updated with the
ongoing
maintenance
App User O | 4 to 5 star | App Reviews | Every | Marketing | <4 stars | Marketing |Respond to the
Reviews app user section on | end of | Department Department |reviews to assess
reviews | Google Play | the how they will
Store or Apple| 1, onh further improve in
App Store the app and their
services and relay
information to
departments of
interest
Training O | 80-100% Training Every HR <80% of HR, Communicate with
Assessment passing Assessment 2-3 | Department totgl Supervisor | each employee and
Scores rate Sheets months passing | o Managers evaluate the.1r
rate knowledge, interest
and capability based
on their assessment
results
The no. of O | Atleast |Software used| Every | Accounts <50% Auditor or |Send reminders on
settled 50% from | for managing | ;,onth | Receivable settled Finance |unpaid invoices and
receivables the partner| accounts and C}erk or from the | epartment establish specific
from partner merchants | other finance Finance partner payment terms and
merchants related Department merf:hants' rules.
concerns receivables
Successrate | P | Atleast |Milestones list| Every Project <50% of | Executive |Review the
of 50% of | and schedule | qyarter| Manager their Board  |company's master
improving their in the project objectives plan and re-
existing objectives charter are not met establish objectives
projects are of the existing
achieved projects
Checklist O |90% of the| Productivity | Every | IT Staff <70% of IT Adjust the criteria
criteria criteria are|  gofiware month the criteria | Department |based on the present
met are not met Head trend in the industry
Number of | O | Atleast | Productivity | Every | IT Staff No IT Follow up with the
meetings one software month conducted | Department | meeting organizer;
with the IT meeting meeting in Head call a meeting if
team per week two weeks there is no response
from the other end
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The monitoring plan is a data collection method that serves to keep the implementation of the solutions on the right
track and keep it at an optimal performance. Meanwhile, the response plan establishes a trigger level that is based on
the measures indicated in the monitoring plan. Once these triggers are reached, specific actions are done in order to
keep and maintain the performance of the implemented measures. Table 6 shows the monitoring and response plan,
the final part of the implementation phase of the study, in achieving its objective where strategies are recommended
to improve the productivity of the company.

6. Conclusion

Upon the completion of data collection and analysis, different problems that affect the company’s productivity were
identified from each department. The top five problems that affect the productivity of the company the most were
found to be as follow respectively: poor user interface of an application, failure to meet expectations of key accounts
in terms of number of users, several glitches in the technical system, repeatedly occurring problems in partnering with
merchants, low number of orders received by the rider in a day, poor order-matching for riders, frequent delay in
delivering the orders, outdated merchant operational status and lack of customer loyalty.

Through the affinity diagram and matrix diagram, it was found that there is a specific department within the company
that affects its productivity and this department was found to be the IT/Tech Department which has the problem of
“poor user interface of the application.” This problem keeps the company from sustaining profit despite the increase
in the number of users that register on the app. Through correlation analysis, it was verified with a Pearson’s r value
of -0.686 that as the number of registered users increases, the profit of the company decreases. However, with a
significance level of 0.133, this relationship is not significant. Looking at the relationship between the number of
registered users and number of transactions (r = 0.822) as well as the costs incurred (r = 0.814), Pearson’s r value
indicates a high positive relationship for both pairs and a significance level below 0.05 thus the relationship is
significant. This means that although the users are converted into paying customers, these customers do not spend
enough to cover the expenses incurred by the company in fulfilling customer orders. The high impact and controllable
root causes of the top 1 problem are the following: (1) App was not assessed thoroughly, (2) Lack of planning prior
to designing and, (3) Lack of funding. By identifying the root causes of this problem through the cause and effect
diagram, the high impact and controllable root causes were identified. Furthermore, the tree diagram and prioritization
matrix were used to determine the alternative solutions that would have the highest impact on the productivity of the
company once implemented.

The following solutions were recommended by the researchers to improve the productivity of the company: (1)
Perform periodic app maintenance to test wireframe functionality, (2) Receive and review customer feedback and use
them for improvements, (3) Provide training for employees working on the app, (4) Improve existing projects to make
them more efficient, (5) Settle receivables from partner merchants at most within 45 days, (6) Create standardized
checklists for app improvement and, (7) Conduct meetings with developers and designers

Along with these solutions, a detailed response and monitoring plan are added to give recommendations to the
company in addressing the root cause that affects its productivity the most.
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