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ABSTRACT  
 
This descriptive-quantitative study examines the public value of the Business Permits and 
Licensing Office (BPLO) in San Pablo City, focusing on business owners' perceptions of 
service quality, organizational effectiveness, and trust development. The study utilized a 
researcher-made questionnaire to assess the efficiency of the BPLO and respondent 
satisfaction. Stratified sampling was employed to survey 435 business owners from 
various business types, including sole proprietors, cooperatives, partnerships, and 
corporations. Data analysis was conducted using mean, percentage, and Chi-Square 
Test of Independence. The findings revealed that while business owners expressed 
overall satisfaction with BPLO services, certain areas for improvement were identified, 
particularly in organizational efficiency. These results emphasize the need for ongoing 
monitoring and evaluation to sustain positive feedback and ensure continued service 
quality. To further enhance BPLO's performance and solidify its status as a premier 
frontline service provider, the study recommends addressing low-performing areas 
highlighted by the research and adopting the proposed guidelines for improved service 
delivery and management. 
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INTRODUCTION 
 

Public value, as conceptualized by Mark Moore in 1995, represents the value 
created by public managers through their actions, policies, and programs that address 
societal needs. Moore's seminal framework posits that public managers create value by 
navigating a strategic triangle comprising valuable results, resource limitations, and 
adherence to formal and informal mandates (Wylie, 2021). This framework has profoundly 
influenced public administration, emphasizing that public managers must generate 
outcomes that are both beneficial and sustainable. Building on this foundation, Moore's 
research has extended to collaborative processes between governments and 
stakeholders, aimed at resolving social challenges and achieving collective goals (Moore 
et al., 2023). 
 

However, public value is not always guaranteed in public service delivery. 
Liljeroos-Cork and Luhtala (2024) highlight the phenomenon of value co-destruction, 
which occurs when interactions between parties fail to generate mutual benefits. 
Instances of value loss in public services include insufficient communication, professional 
errors, and citizens' inadequate knowledge of bureaucratic systems. Such inefficiencies 
undermine the trust in public services and their overall effectiveness. Public services, 
defined as resources provided by governments or organizations to serve local 
populations, encompass a wide array of programs, including transportation, healthcare, 
and waste management (Adekugbe and Ibeh, 2024). These services are critical to 
societal well-being and often face systemic challenges. 
 

In the context of the Philippines, despite its dynamic economy, it grapples with 
structural issues that hinder efficient governance. These challenges include bureaucracy, 
corruption, infrastructure deficits, inconsistent law enforcement, and high energy costs 
(Villareal et al., 2024). Bureaucratic red tape, deeply entrenched in the Filipino culture, 
exacerbates these issues. According to Wilson and Mergel (2022), citizens seeking 
certifications or licenses often face complex processes, long waiting times, and excessive 
regulations. For those who are financially constrained, these barriers become even more 
daunting. While the Ease of Doing Business (EODB) Act was enacted to streamline these 
processes, compliance remains limited, with only 13% of local government units (LGUs) 
adhering to digitalization mandates (ESCAP, 2024). Such inefficiencies highlight the 
critical need for effective public administration reforms. 
 

The legal framework governing public administration in the Philippines is 
extensive, reflecting the country's rich historical and cultural diversity. Key legislations, 
including Republic Act 9485 (Anti-Red Tape Act of 2007), Republic Act 11032 (Ease of 
Doing Business and Efficient Government Service Delivery Act of 2018), and Republic 
Act 6713 (Code of Conduct and Ethical Standards for Public Officials and Employees), 
set standards for public service delivery and ethical conduct (Official Gazette of the 
Republic of the Philippines, n.d.). These laws aim to foster transparency, accountability, 
and efficiency in governance. However, their implementation remains inconsistent, 
necessitating further study and innovation to ensure compliance and effectiveness. 
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The Business Permits and Licensing Office (BPLO) serves as a critical frontline 
service in the Philippines, facilitating business activities and ensuring regulatory 
compliance. In San Pablo City, the BPLO is responsible for processing business 
applications, issuing permits, and enforcing regulations (San Pablo City Government 
Manual, 2023). The office plays a pivotal role in the local economy, as evidenced by the 
7,703 businesses registered in 2023 and the 6,617 transactions for new and renewed 
permits during the annual renewal period. Despite its achievements, the BPLO faces 
challenges in fully automating processes, as only 50% of its operations are digitized. The 
remaining manual procedures highlight the need for further advancements to enhance 
efficiency and reduce processing times (BPLO Manual, 2022). 
 

Citizen satisfaction is central to public value creation. Effective public 
administration must align with citizen's expectations, emphasizing transparency, 
efficiency, and responsiveness. The Citizen's Charter of San Pablo City (2022) 
underscores the significance of understanding and adhering to the EODB law, particularly 
its salient features, such as the 3-7-20 rule for transaction processing and zero-contact 
policies. Additionally, the Anti-Red Tape Authority (ARTA) plays a crucial role in 
monitoring compliance with these standards. ARTA's on-site inspections, like the one 
conducted in November 2023 in San Pablo City, aim to evaluate adherence to R.A. 11032 
and promote electronic systems like the Electronic Business One-Stop Shop (eBOSS). 
Such initiatives are instrumental in fostering accountability and enhancing service 
delivery. 
 

The concept of public value is deeply rooted in the principles of participatory 
governance and citizen-centric policies. As highlighted by Osborne and Strokosch (2022), 
delivering high-quality public services requires a comprehensive understanding of citizen 
needs, active participation in decision-making processes, and the adoption of innovative 
policy frameworks. By prioritizing these elements, public administrators can address 
systemic inefficiencies and enhance the overall quality of public services. 
 

Focusing on the BPLO's role in San Pablo City provides valuable insights into the 
broader challenges and opportunities in public administration. As a frontline service 
provider, the BPLO's performance significantly impacts the local business environment 
and citizen satisfaction. Its efforts to streamline processes, enhance transparency, and 
comply with national standards reflect the potential for LGUs to drive meaningful reforms. 
However, the persistent challenges in digitalization, resource allocation, and citizen 
engagement underscore the need for continued innovation and collaboration (Attah et al., 
2024). 
 

This study examines the BPLO's operations within the context of public value 
creation, focusing on its compliance with the EODB law and its impact on citizen 
satisfaction. By exploring the intersection of legal mandates, organizational processes, 
and citizen expectations, this research aims to contribute to the growing discourse on 
public value and governance. Ultimately, understanding the dynamics of public value 
creation in local governance can inform policies and practices that promote efficiency, 
transparency, and inclusivity in public service delivery. 
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Research Questions 

The study aims to ascertain the adherence to public value in the processing of 
business permits by the BPLO in the City of San Pablo. Specifically, it seeks to answer 
the following questions: 

1. What is the demographic profile of the respondents in terms of educational 
attainment, nature of business, monthly income, length of owning the business, 
type of business registered, and position/designation? 

2. How do respondents assess the quality of public service delivery, level of 
effectiveness, and development of trust in the BPLO, San Pablo City? 

3. Is there a significant relationship between the respondents' demographic profile 
and their assessment of public service delivery, effectiveness, and trust in the 
BPLO? 

4. What guidelines can be proposed to enhance the public value in the business 
permit processing of BPLO, San Pablo City? 

 
METHODOLOGY 
 

The study employed a quantitative approach to gather and analyze numerical data, 
as this method is instrumental in identifying patterns and trends in public policy research 
and evaluating the effectiveness of programs. Specifically, a descriptive correlational 
design was utilized to explore relationships between variables without making causal 
claims. Business owners in San Pablo City, who were direct beneficiaries of BPLO 
services, served as respondents, as they were familiar with the permit-processing 
transactions. A total of 435 participants, categorized based on the type of business 
registered (e.g., sole proprietorship, cooperative, partnership, and corporation) were 
surveyed using a researcher-made questionnaire. 
 

The study adopted stratified sampling to ensure representation from various 
subgroups, enabling a deeper understanding of the characteristics and differences 
among these subpopulations. This method allowed for the accurate evaluation of each 
group's attributes and facilitated the identification of relationships between variables. 
 

The researcher-developed questionnaire was structured into four parts. Part I 
focused on the respondents' demographic profile, including educational attainment, 
business nature, monthly income, length of business ownership, type of business 
registered, and position or designation. Part II assessed the quality of public service 
delivery based on variables like service availability, fairness, and citizen satisfaction. Part 
III evaluated the effectiveness of BPLO services through aspects such as efficiency and 
interactive communication. Part IV examined the development of trust, incorporating 
factors like security, transparency, and participation. The questionnaire underwent 
validation and pilot testing with 10 business establishments to ensure reliability and 
validity. Statistical measures, including Cronbach's Alpha, confirmed the instrument's 
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internal consistency, yielding excellent to good reliability scores across the assessed 
variables. 

 
Data collection involved securing authorization from the relevant authorities. Upon 

approval, survey questionnaires were distributed to the respondents, who were briefed 
on the study's purpose, benefits, and implications for the business community. 
Participation was voluntary, with assurances of anonymity and confidentiality. The survey 
responses were subsequently collated and tabulated for analysis. 
 

The statistical treatment of data was meticulous and comprehensive. Frequency 
and percentage were used to describe the demographic profile of respondents, providing 
a clear distribution of their characteristics. A Likert Scale, with appropriate verbal 
interpretations, measured the quality of public service delivery, effectiveness of BPLO 
operations, and trust development. Mean scores were calculated to identify central 
tendencies and were supplemented with adjectival ratings and verbal interpretations for 
clarity. 
 

To examine relationships between variables, the Chi-Square Test of 
Independence was employed. This test determined significant associations among 
respondents' demographic profiles and their assessments of service quality, 
effectiveness, and trust. The results guided the study in addressing specific research 
questions and developing recommendations. 
 

Ethical considerations were paramount throughout the study. Participation was 
voluntary, with respondents free to withdraw at any point. Measures were taken to ensure 
the confidentiality and anonymity of responses. These steps fostered trust and 
compliance, ensuring the integrity of the research process. 
 
 
RESULTS AND DISCUSSION 
 
Table 1 
 
Demographic Profile of the Respondents in terms of Educational Attainment 
 

Educational Attainment Count Percentage 

Elementary 13 2.99% 

High School 96 22.07% 

Vocational 70 16.09% 

College 248 57.01% 

Master 6 1.38% 

Doctorate 2 0.46% 

        Total 435 100% 

 
The data in Table 1 reveals that a majority of the respondents, 248 or 57.01%, are 

either college-level students or degree holders, dominating the survey population. In 
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contrast, only 2 respondents, or 0.46%, hold a doctorate degree, making this the least 
represented educational category. These findings suggest that most business owners 
possess a significant level of formal education, reflecting a strong educational background 
within the surveyed group. 
 

This result aligns with Ndofirepi's (2020) assertion that individuals with higher 
educational attainment are more inclined to engage in entrepreneurial ventures. Similarly, 
Cui et al. (2021) observed that educational background influences entrepreneurial 
aspirations, highlighting distinctions in personality traits and career intentions between 
those who pursue business ownership and those who do not. Furthermore, studies by 
Ahn et al. (2023) and Cruzat et al. (2019) corroborate these findings, emphasizing that 
formal education enhances entrepreneurial capabilities and that individuals with 
advanced educational attainment tend to exhibit a deeper understanding of business 
operations. 
 

Contrarily, Saah (2022) highlights the adverse effects of inadequate education and 
training, identifying them as key contributors to the high failure rates of small and medium 
enterprises (SMEs). This contrasting perspective underscores the critical role of 
education in equipping entrepreneurs with the necessary skills and knowledge to navigate 
complex business environments successfully. 
 
Table 2  
 
Demographic Profile of the Respondents in terms of Nature of Business 
 

   Nature of Business Count Percentage 

Food and Beverage 100 22.99% 

Health and Wellness 16 3.78% 

Finance/Insurance 13 2.99% 

Wholesale/Retail 66 15.17% 

Leasing/Rental 21 4.83% 

Others 219 50.34% 

             Total 435 100% 

 
The data in Table 2 indicates that the "Others" category, representing various 

types of businesses, comprises the majority of respondents with a frequency of 219 or 
50.34%. Conversely, the Finance/Insurance sector accounts for only 13 respondents or 
2.99%, making it the least represented group in the survey. These findings suggest that 
the respondents come from diverse industries, each with unique operational 
characteristics and requirements. 
 

This outcome aligns with Mixon's (2024) assertion that a solid understanding of 
the nature of business is essential for entrepreneurs, investors, and stakeholders to 
effectively manage risks, make informed decisions, and identify growth opportunities. The 
study also emphasized the impracticality of registering multiple companies under a single 
entity when operating in distinct industries, highlighting the necessity of tailored 
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registrations. It was also noted that maintaining an organized business structure supports 
operational efficiency and contributes to a cohesive business environment. Cox (2022) 
further argued that a firm's business nature should always be considered when planning 
new ventures or strategies, as it directly impacts future operations and initiatives. Lavoie 
(2023) reinforced this view, underscoring the importance of organizational structure in 
defining ownership, taxation, costs, and jurisdictional requirements. 
 

The findings emphasize the significance of understanding industry-specific 
operations when designing policies or support mechanisms for businesses. Policymakers 
and business advisors must consider the diversity of industries represented in the 
entrepreneurial landscape to ensure tailored programs and regulatory frameworks. For 
entrepreneurs, recognizing the distinct requirements and dynamics of their industry can 
enhance strategic decision-making, operational efficiency, and long-term growth. 
Furthermore, these insights highlight the importance of providing targeted educational 
resources and advisory services to help business owners navigate the complexities of 
their respective industries effectively. 
 
Table 3  
 
Demographic Profile of the Respondents in terms of Monthly Income 
 

Monthly Income Count Percentage 

Less than 12,030 133 30.57% 

Between 12,031 and 24,060 112 25.75% 

Between 24,061 and 48,120 89 20.46% 

Between 48,121 and 84,210 63 14.48% 

Between 84,211 and 144,360 26 5.98% 

Between 144,361 and 240,600 8 1.84% 

At least 240,601 4 0.92% 

Total 435 100% 

 
The data in Table 3 reveals that the majority of respondents, 133 or 30.57%, 

reported earning less than ₱12,030 per month, while only 4 respondents, or 0.92%, 
earned a monthly income of at least ₱240,601. This disparity suggests that starting and 
sustaining a business poses significant challenges for owners with limited income. 

 
This finding aligns with Biglete (2023), who noted that respondents earning 

between ₱10,100 and ₱30,000 were most prominent despite operating small-scale 
businesses. These individuals face many of the challenges inherent to business 
operations, such as navigating bureaucratic systems like the Business One-Stop Shop. 
The study further highlighted the influence of demographic variables, such as family 
income, on the financial behaviors of business owners. Similarly, San Jose (2023) found 
that financial constraints limit the ability of struggling citizens to access convenience-
based services, underscoring the financial hurdles faced by low-income entrepreneurs. 
Moreover, Gonzalvo and Avila (2019) emphasized that microbusiness owners' incomes 
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often increase with improved financial literacy, pointing to a potential avenue for 
enhancing business outcomes among this demographic. 

 
The findings underline the need for targeted support for low-income business 

owners, particularly in the form of accessible financial literacy programs and microfinance 
opportunities. Policymakers and financial institutions should consider designing inclusive 
financial products and services tailored to the unique needs of small-scale entrepreneurs. 
Additionally, local governments and business development organizations must simplify 
bureaucratic processes, ensuring that low-income business owners can efficiently access 
necessary permits and services. For business owners, enhancing financial literacy and 
seeking resources that improve income management can mitigate financial barriers, 
enabling sustained growth and resilience in a competitive business environment. 
 
Table 4 
 
Demographic Profile of the Respondents in terms of Length of Owning the Business 
 

Length of Owning the 
Business 

Count Percentage 

Less than 1 year 48 11.03% 

1 to 5 years 128 29.43% 

6 to 10 years 120 27.59% 

11 years and above 139 31.95% 

         Total 435 100% 

 
The data in Table 4 indicates that 139 respondents, or 31.95%, have owned a 

business for 11 years or more, representing the largest group of respondents. 
Conversely, 48 respondents, or 11.03%, have been in business for less than one year. 
These results suggest that long-established businesses tend to plan strategically, adapt 
to changing market conditions, and optimize their processes more effectively. 
 

This observation aligns with Isebor (2024), who noted that long-running 
businesses often develop strategies to navigate new challenges, although longevity does 
not guarantee success. Burns (2021) similarly emphasized that extended years of 
operation enable businesses to expand their clientele and gain a deep understanding of 
customer needs. Cruzat et al. (2019) further supported this by asserting that businesses 
with more years of operation tend to be more seasoned in their respective industries, 
allowing them to refine their practices over time. 
 

The findings highlight the value of experience and longevity in business operations. 
Entrepreneurs and business owners should prioritize building sustainable practices and 
continuously adapting to industry trends to enhance their long-term viability. Policymakers 
and business development organizations can support newer businesses by offering 
mentorship programs and training that leverage the insights of seasoned entrepreneurs. 
Additionally, fostering a culture of strategic planning and resilience from the outset can 
help newer businesses navigate challenges and position themselves for sustained 
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success. For long-established businesses, continual innovation and investment in 
process optimization can further solidify their market presence and competitive 
advantage. 
 
Table 5  
 
Demographic Profile of the Respondents in terms of Type of Business Registered 
 

Type of Business 
Registered 

Count Percentage 

Sole Proprietorship 315 72.41% 
Partnership 32 7.36% 
Cooperative 33 7.59% 
Corporation 55 12.64% 

        Total 435 100% 

 
The data in Table 5 reveals that 315 respondents, or 72.41%, operate as sole 

proprietors, making this the most common business structure among respondents. In 
contrast, 55 respondents (12.64%) are part of corporations, 33 respondents (7.59%) are 
members of cooperatives, and 32 respondents (7.36%) run partnerships. These findings 
suggest that the type of business registration often reflects the entrepreneur's willingness 
to take risks and their preferences for ownership and management control. 
 

These results align with Steingold (2022), who described sole proprietorships as 
the simplest and most common type of business structure. Similarly, Malaluan (2019) 
noted that most microenterprises—typically with one to nine employees—are sole 
proprietorships due to their accessibility and ease of setup. Merrit (2019) emphasized that 
deciding on an ownership structure is a critical consideration when starting a small 
business. Tan et al. (2021) further asserted that positive reinforcement and supportive 
social networks significantly boost entrepreneurs' confidence to establish and sustain 
their businesses. 
 

The prevalence of sole proprietorships highlights the appeal of simplicity and 
independence in business ownership. This finding suggests the need for tailored support 
systems and resources, such as financial literacy programs and risk management 
training, to empower sole proprietors. Policymakers and business development 
organizations could also focus on creating initiatives that encourage diversification into 
other business structures, such as partnerships and cooperatives, to foster collaboration 
and shared resources. Entrepreneurs should carefully assess their goals, risk tolerance, 
and operational requirements when selecting a business structure, as this decision 
significantly impacts their long-term success and growth potential. 
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Table 6 
 
Demographic Profile of the Respondents in terms Position/Designation 
 

Position/Designation Count Percentage 

Owner 239 54.94% 

Representative 109 25.06% 

Employee/Staff 87 20.00% 

      Total 435 100% 

 
The data in Table 6 indicates that 239 respondents (54.94%) were business 

owners, making them the majority of the survey participants. They were followed by 109 
respondents (25.06%) identified as representatives and 87 respondents (20.00%) as 
employees or staff. These results suggest that business owners generally assume 
primary responsibility for registering and legitimizing their enterprises, reflecting a direct 
engagement in the legal and operational aspects of their businesses. 
 

The findings support Lim (2022), who observed that most businesses, regardless 
of size, are managed by a single individual or a small group. It also emphasized the 
significance of an employee's title in defining organizational hierarchy and roles. Gandrita 
(2023) also highlighted the critical role of business representatives in contributing to a 
company's success, whether as advisors or counselors. However, Cussen and Brock 
(2024) noted that obtaining professional designations often requires meeting stringent 
educational and experiential standards, underscoring the importance of advanced 
knowledge and expertise. 
 

The findings have several implications for business management and policy 
development. First, the predominance of owners as survey respondents reflects the need 
for targeted support programs that address their unique challenges. For instance, 
business owners often face complex regulatory and compliance requirements, 
necessitating training initiatives that enhance their legal and managerial competencies. 
Workshops on financial management, risk mitigation, and strategic planning could 
empower owners to make informed decisions and sustain business growth. 

 
Second, the significant role of representatives highlights the importance of building 

their expertise in areas such as negotiation, stakeholder management, and legal 
compliance. By investing in the professional development of representatives, businesses 
can strengthen their ability to adapt to changing market conditions and regulatory 
landscapes. This approach not only benefits the representatives but also contributes to 
the overall resilience and adaptability of the organization. 

 
Third, while employees constituted the smallest group in the survey, their role 

should not be underestimated. Providing opportunities for employee training and career 
advancement can enhance job satisfaction, reduce turnover, and improve organizational 
performance. Employees equipped with the skills to innovate and efficiently manage tasks 
can significantly contribute to the competitiveness of businesses. 
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Finally, the findings emphasize the importance of fostering a collaborative 
ecosystem within enterprises. Encouraging a culture of shared responsibility among 
owners, representatives, and employees can lead to more inclusive decision-making and 
a more robust organizational structure. By recognizing and supporting the contributions 
of all stakeholders, businesses can build a solid foundation for sustained growth and 
success. 

 
Table 7 
 
Quality of Public Service Delivery of BPLO 
 

Indicators x̅ 
Verbal 

Interpretation 

1. Information regarding my transaction 
was readily obtained from the office 
and the staff complied with the 
conditions and procedures of the 
transaction.  

3.29 Optimal Quality 

2. They provided me with a fair amount 
of time to complete my transaction 

3.26 Optimal Quality 

3. I got what I asked for from this office, 
or was given a clear explanation if my 
request was turned down 

3.33 Optimal Quality 

4. I believe that during my transaction, 
the office treated everyone fairly 

3.29 Optimal Quality 

5. I was provided with a comprehensive 
list of all the things I need to save 
money and effort in the event that I 
failed to comply with the requirements  

3.31 Optimal Quality 

6. I am satisfied with the overall service 
that I availed 

3.29 Optimal Quality 

Overall Mean 3.29 Optimal Quality 
Legend:  3.26 - 4.00 - Optimal Quality; 2.51 - 3.25 - Good Quality; 1.26 - 2.50 - Acceptable Quality; 1.00 - 1.75 - Poor Quality 

 

The data presented in Table 7 reveals that the quality of public service delivery by 
the BPLO is rated as of Optimal Quality, with a mean value of 3.29. This indicates that 
the respondents express confidence and satisfaction with the services provided by the 
BPLO. The respondents perceived all the service indicators as being of optimal quality, 
with the highest mean score of 3.33 and the lowest score of 3.26. This suggests that 
BPLO adheres to good governance practices, maintaining a consistently high standard in 
its service delivery. 
 

This finding is consistent with previous studies that have examined the quality of 
public services. For instance, Lardizabal et al. (2023) found that client satisfaction in the 
Department of Agrarian Reform (DAR) was rated highly across various service metrics, 
further reinforcing the positive reception of public services. Similarly, Sarande et al. (2022) 
reported that consumers of the Government Service Insurance System (GSIS) held high 
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regard for the quality of services received, often perceiving them as exceeding 
expectations. This aligns with the favorable view of BPLO services, suggesting that public 
agencies that prioritize quality often enjoy similar levels of client satisfaction. 
 

Moreover, Perez and Ilagan (2019) observed that while government higher 
education institutions generally provided satisfactory services to their clientele, there were 
some gaps in service delivery. This finding points to the need for continuous 
improvement, even in high-quality service environments. Gumba (2020) similarly noted 
that although service delivery was rated highly in certain government programs, attention 
to specific issues was still required, reinforcing the idea that no service is immune to areas 
needing enhancement. Tomas and Reario (2020) echoed this sentiment, noting that while 
Santiago City's government services were generally well-received, there remained 
opportunities for further improvement. 
 

The findings from this study underline the importance of maintaining high-quality 
service delivery within government offices like the BPLO. While the results indicate that 
BPLO services are rated highly, the slight variation in the indicator scores (3.33 to 3.26) 
suggests that there may be areas for improvement, particularly in addressing any gaps 
that could affect client satisfaction. These results emphasize the need for continuous 
monitoring and refinement of service delivery practices to ensure sustained customer 
satisfaction and optimal service outcomes. Moreover, the alignment with previous studies 
suggests that public agencies should consistently seek feedback from their clients to 
identify areas for development, reinforcing the importance of client-centered governance 
in enhancing public service quality. 
 
Table 8 
 
Level of Effectiveness of BPLO 
 

Indicators x̅ Verbal Interpretation 

1. The business permit application and or 
renewal process was handled 
professionally 

3.21 Moderately Effective 

2. I am satisfied with the business 
application process's speed 

2.71 Moderately Effective 

3. The number of steps involved in the 
business application and renewal 
process are reasonable 

3.20 Moderately Effective 

4. The processing and renewal of 
business application is affixed to a 
reasonable number of signatories 

3.24 Moderately Effective 

5. BPLO is making good efforts in 
providing information and resources 
accessible. 

3.20 Moderately Effective 

6. BPLO provides a range of ways to 
interact with business applicants 

3.19 Moderately Effective 
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Overall Mean 3.12 Moderately Effective 
Legend: 3.26 - 4.00 - Highly Effective; 2.51 - 3.25 - Moderately Effective; 1.26 - 2.50 -  Less Effective; 1.00 - 1.75 - Not Effective 

 
The data presented in Table 8 reveals that the level of effectiveness of the BPLO 

is rated as Moderately Effective, with an overall mean value of 3.12. The highest mean 
score among the indicators is 3.24, while the lowest is 2.71. This suggests that the 
organization is functioning effectively, with productive collaboration among its members 
and a generally favorable workplace culture, although there may be some areas that 
require further improvement to optimize overall effectiveness. 

 
These findings are consistent with the research of Hamza (2023), who concluded 

that managers' perceptions of leadership style and organizational culture play a 
significant role in influencing organizational effectiveness. In the context of BPLO, this 
reinforces the idea that a positive organizational culture and strong leadership are integral 
to achieving moderate to high levels of effectiveness. Furthermore, Akpa et al. (2021) 
emphasized the importance of an effective organizational culture or set of practices in 
fostering strong relationships between employees and consumers. This finding aligns with 
BPLO's moderately effective performance, as it reflects the value of a cohesive and 
productive work environment. 

 
Additionally, the study supports Agcaoili's (2020) conclusion that a lack of 

information and communications technology (ICT) infrastructure can hinder the 
implementation of an effective governance framework. This suggests that while BPLO 
may be moderately effective in its current state, improvements in ICT infrastructure could 
significantly enhance its operational efficiency and service delivery. 

 
The study's results suggest that BPLO is functioning at a moderate level of 

effectiveness, with areas of strength in organizational collaboration and workplace 
culture. However, the presence of the lower mean score (2.71) highlights potential areas 
for improvement, particularly in specific aspects of organizational effectiveness. It is 
recommended that BPLO invest in enhancing its ICT infrastructure, as this could address 
existing challenges and further improve the organization's overall performance. 
Additionally, the findings underscore the importance of cultivating a strong organizational 
culture and leadership that supports effective communication and productivity. 
Continuous assessment and adaptation of internal practices will be essential in moving 
towards higher levels of organizational effectiveness. 

 
Table 9 
 
Level of Development of Trust of the Respondents 
 

Indicators x̅ 
Verbal 

Interpretation 

1. I am certain that all my information will 
be handled with utmost confidentiality 
and kept anonymous 

3.28 Very High 
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2. Any changes in information and 
processes and their enforcement are 
freely available and directly accessible 

3.23 High 

3. I am inclined to suggest BPLO to other 
citizens 

3.27 Very High 

4. I have faith that BPLO can take care of 
my needs 

3.29 Very High 

5. I believe that the office fosters 
openness, honesty and accountability 

3.02 High 

6. BPLO provides sufficient opportunities 
for citizen's participation in its programs 
and projects 

3.24 High 

Overall Mean 3.22 High 
Legend: 3.26 - 4.00 - Very High; 2.51 - 3.25 - High; 1.26 - 2.50 - Low; 1.00 - 1.75 - Very Low  

 
The data presented in Table 9 reveals a high level of trust among the respondents, 

with an overall mean value of 3.22. Respondents indicated that all service indicators were 
treated with utmost confidentiality, suggesting a strong sense of trust in BPLO's 
operations. This high level of trust is further evidenced by respondents' willingness to 
recommend BPLO to others. Additionally, the respondents expressed a very high level of 
trust in BPLO's ability to cater to their needs, with mean values of 3.28, 3.27, and 3.29 for 
the respective indicators. This suggests that BPLO has established a reliable and 
trustworthy relationship with its clients. 

 
These findings are consistent with the work of Quileza (2022), who emphasized 

that good local governance is characterized by transparency and accountability, which 
are key factors in building public trust. Furthermore, the study outlined that good 
governance creates opportunities for trust, underscoring the importance of transparent 
and accountable practices in fostering positive public perception. Similarly, Dallagnol et 
al. (2022) identified accountability as a core public value contributing to the definition of 
good governance, aligning with BPLO's demonstrated trustworthiness. 

 
Pamintuan (2022) also highlighted that a government that upholds honesty, 

integrity, and transparency in the management of public funds can earn the trust of its 
citizens. This finding supports the notion that BPLO's commitment to confidentiality and 
service quality is integral to maintaining public trust. Additionally, Brillantes Jr. et al. (2023) 
asserted that governments that make records, procedures, and transactions transparent 
and accountable can restore citizens' trust in democratic institutions, further corroborating 
BPLO's effective practices in this regard. 

 
On the other hand, Del Mundo (2021) emphasized that leaders must actively work 

to regain lost trust and cultivate ongoing loyalty. This suggests that BPLO's efforts to 
maintain confidentiality and cater to client needs are vital to sustaining this high level of 
trust. Moreover, Fraser et al. (2021) indicated that governments that fail to achieve key 
goals efficiently risk losing the trust of their constituents, highlighting the importance of 
effective service delivery in maintaining public confidence. 
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The high level of trust demonstrated by the respondents in BPLO underscores the 
importance of transparency, accountability, and confidentiality in government service 
delivery. These factors not only contribute to public trust but also enhance the likelihood 
of positive word-of-mouth recommendations, which are crucial for fostering broader 
community support. The results suggest that BPLO's strong practices in these areas are 
central to its success and serve as a model for other public institutions. To maintain and 
build upon this trust, BPLO should continue to prioritize transparency in its operations, 
ensure the confidentiality of client information, and consistently meet the needs of its 
clientele. Moreover, strengthening communication regarding its procedures and policies 
will further reinforce its reputation as a trustworthy institution. 

 
Table 10 
 
Test of Association Between the Demographic Profile and Quality of Public Service 
Delivery of BPLO 
 

Variables 𝝌𝟐 p-value Verbal Interpretation 

Educational Attainment 4.24 0.936 Not Significant 
Nature of Business 13.2 0.215 Not Significant 

Monthly Income 21.1 0.100 Not Significant 

Length of Owning the 
Business 

1.86 0.932 Not Significant 

Type of Business Registered 7.18 0.305 Not Significant 

Position / Designation 3.89 0.421 Not Significant 
Legend: p<0.05 significant 

The data presented in Table 10 show that the p-values obtained were greater than 
the significance alpha of 0.05, indicating that there is no significant relationship between 
the demographic profile of the respondents and the quality of public service delivery by 
the BPLO. Based on these findings, the null hypothesis—that there is no significant 
relationship between the demographic profile and the quality of public service delivery—
is accepted. 

This conclusion aligns with the findings of Reyes et al. (2023), who also concluded 
that there is no significant relationship between a member's demographic profile and their 
level of satisfaction with the overall service quality of the Social Security System (SSS). 
Similarly, the study by Jalagat and Sayari (2021) revealed that while customer satisfaction 
and service quality were significantly correlated, demographic factors such as gender, 
marital status, educational attainment, economic standing, and income source showed 
no significant differences in customer assessments of satisfaction and service quality. 

The lack of a significant relationship between demographic factors and the 
perceived quality of BPLO services suggests that BPLO's service quality is perceived 
similarly across various demographic groups. This finding underscores the importance of 
providing uniformly high-quality services to all clients, irrespective of their demographic 
characteristics. BPLO should focus on enhancing service delivery to meet the needs of 
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its diverse clientele, ensuring that all individuals, regardless of their background, receive 
equal levels of satisfaction. The results imply that demographic factors may not be a 
critical determinant of customer satisfaction in this context, suggesting that factors such 
as service efficiency, transparency, and responsiveness may play a more significant role 
in shaping public perception. 
 
Table 11 
 
Test of Association Between the Demographic Profile and Level of Effectiveness of BPLO 
 

Variables 𝝌𝟐 
p-

value 
Verbal Interpretation 

Educational Attainment 15.2 0.125 Not Significant 

Nature of Business 24.9 0.006 Significant 

Monthly Income 23.3 0.056 Not Significant 

Length of Owning the 
Business 

7.54 0.274 Not Significant 

Type of Business Registered 2.93 0.818 Not Significant 

Position 4.05 0.399 Not Significant 
Legend: p<0.05 significant 

 
The data from Table 11 reveal that Nature of Business (𝜒2 = 24.9, p = 0.006) has 

a significant relationship to Level of Effectiveness of BPLO. From the findings above, we 
can infer that the null hypothesis there is no significant relationship between the 
demographic profile and level of effectiveness of BPLO is rejected. Thus, the alternative 
should be accepted which demonstrated that there is a significant relationship between 
them.  

Zaidi and Rao (2019) emphasized the importance of considering socio-
demographic factors such as age, income, education, and job designation to enhance 
organizational effectiveness. Similarly, Castillo et al. (2023) supported this view, noting 
that while demographic attributes may not always have a direct impact on employee 
performance, a well-structured and specialized work environment can significantly 
enhance productivity. 

However, these findings contrast with those of Amegayibor (2021), who asserted 
that employee performance is directly influenced by demographic characteristics, 
particularly age and educational attainment. 
 
Table 12 
 
Test of Association Between the Demographic Profile and Level of Development of Trust 
of the Respondents 
 

Variables 𝝌𝟐 p-value Verbal Interpretation 

Educational Attainment 20.5 0.024 Significant 
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Nature of Business 31.4 <0.001 Significant 
Monthly Income 10.7 0.707 Not Significant 
Length of Owning the Business 2.63 0.854 Not Significant 
Type of Business Registered 23.2 <0.001 Significant 
Position / Designation 10.4 0.034 Significant 

Legend: p<0.05 significant  

The data presented in Table 12 reveal that Educational Attainment (χ² = 20.5, p = 
0.024), Nature of Business (χ² = 31.4, p < 0.001), Type of Business Registered (χ² = 23.2, 
p < 0.001), and Position/Designation (χ² = 10.4, p = 0.034) all show significant 
relationships with the level of trust development among the respondents. Based on these 
findings, the null hypothesis—that there is no significant relationship between 
demographic profile and the level of trust development—is rejected. Therefore, the 
alternative hypothesis, which posits a significant relationship between these variables, is 
accepted. 

This result supports discussion cited by Gabinete et al. (2022), which emphasizes 
that social demography plays a significant role in determining the degree of contentment 
and trust in community government. The findings suggest that demographic factors such 
as educational attainment, business nature, business type, and position/designation are 
influential in shaping the level of trust that respondents develop in government services. 

The significant relationship between various demographic factors and the level of 
trust development indicates that BPLO's service delivery may be perceived differently 
based on these factors. Specifically, educational attainment, the nature of the business, 
the type of business registered, and the respondent's position/designation all influence 
how trust is developed and maintained. To strengthen public trust, BPLO may consider 
tailoring its services and communication strategies to address the specific needs and 
expectations of different demographic groups. This could involve offering targeted 
information or support to businesses with varying educational backgrounds or industries, 
ensuring that all stakeholders feel valued and respected. Furthermore, these findings 
underscore the importance of recognizing the diverse profiles of clients when designing 
policies and services aimed at fostering trust in government institutions. 

 
 
Table 13 
 
Test of Association Between the Level of Effectiveness of the BPLO and the Level of 
Development of Trust of the Respondents 

Variables 𝝌𝟐 p-value Verbal Interpretation 

Level of Effectiveness of the 
BPLO and the Level of 
Development of Trust of the 
Respondents 

100 <0.001 Significant 

Legend: p<0.05 significant  
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The data from Table 13 indicate that the level of effectiveness of the BPLO (p < 
0.001) has a significant relationship with the level of development of trust in BPLO (p < 
0.001). Based on these findings, the null hypothesis—that there is no significant 
relationship between the level of effectiveness of BPLO and the level of development of 
trust—is rejected. Therefore, the alternative hypothesis, which asserts a significant 
relationship between these two variables, is accepted. 

This finding is consistent with Sami et al. (2018), who identified key characteristics 
of a professional public manager, including honesty, competence, accountability, self-
control, and a deep understanding of their role and responsibilities. These qualities 
contribute to building public trust and creating public value, ultimately transforming the 
nation into a welfare state. The study implies that the effectiveness of BPLO's service 
delivery is directly related to the level of trust that respondents place in the organization. 

The significant relationship between the level of effectiveness and the 
development of trust highlights the crucial role that effective service delivery plays in 
fostering public trust in government institutions. For BPLO, this suggests that improving 
the quality and efficiency of its services can enhance the trust respondents have in the 
office. To sustain and strengthen public confidence, BPLO should focus on further 
enhancing its organizational effectiveness by fostering transparency, accountability, and 
responsiveness. Moreover, integrating the key qualities identified by Sami et al. (2018)—
such as professionalism and competence—into the BPLO's daily operations will not only 
improve service delivery but also cultivate a more trusting relationship with the public. 
 
Conclusions 

The findings of this study underscore the critical role of local governments in 
providing public services, with the BPLO of the City Government of San Pablo receiving 
positive feedback for its handling of business permits. This reflects the high quality of 
services delivered, particularly in terms of client satisfaction. However, the organization's 
speed in service delivery was identified as the lowest-ranked indicator, suggesting the 
need for improvements such as the adoption of digital systems and facility upgrades to 
enhance effectiveness, efficiency, and convenience for clients. Continuous improvement 
remains essential, as there is always room for advancement, even when favorable 
feedback is received. 

Based on the study's results, several conclusions were drawn. First, there was no 
significant relationship between the demographic profile of respondents and the quality 
of public service delivery, implying that the demographic profile does not influence service 
quality. Second, the nature of business was found to have a significant relationship with 
the level of BPLO's effectiveness, indicating that the type of business influences the 
perceived effectiveness of the BPLO. Third, demographic factors such as educational 
attainment, nature of business, type of business registered, and position/designation were 
found to significantly impact the development of trust among respondents. Lastly, the 
level of effectiveness of BPLO was shown to have a significant relationship with the 
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development of trust, indicating that the quality of BPLO's service delivery influences 
public trust in the office. 
 
Recommendations 

Local government units must prioritize the development of comprehensive 
guidelines to address perceived or actual inefficiencies within organizations, ensuring the 
continued provision of high-quality services. In the face of evolving challenges, these 
guidelines serve as a strategic response to outdated procedures and suboptimal service 
delivery. The research conducted sought to establish best practices for the BPLO, offering 
guidelines aimed at adopting evidence-based practices that enhance client outcomes and 
serve as a roadmap for the office's operations. The study highlights the importance of 
identifying and addressing service gaps, thus contributing to the overall improvement of 
frontline services within the public sector. 

The goal of these proposed guidelines is to facilitate understanding and 
implementation of necessary organizational changes in line with current demands. The 
primary objective is to elevate the quality of public service delivery at the BPLO, ensuring 
it meets the expectations of business owners and stakeholders. By assessing the 
feasibility of the proposed guidelines, the study aims to align BPLO operations with its 
mission and vision. Based on the study's findings, the guidelines will focus on improving 
the Ease of Doing Business (EODB) and optimizing business permit processing in the 
City of San Pablo. The guidelines are designed to enhance organizational performance, 
improve efficiency, and provide greater value to the public. Key recommendations include 
streamlining procedures to minimize time wastage, fostering a positive work environment 
to boost staff morale, and ensuring the delivery of high-quality public services. 

To achieve these objectives, the guidelines emphasize the refinement of the 
Citizen's Charter for business owners, the modernization of BPLO's database systems, 
and the transition to a computerized processing system to increase operational efficiency. 
Internal coordination processes should also be optimized through support systems 
provided by relevant offices. Additionally, implementing government initiatives such as 
the one-window policy, alternative payment methods, and online customer support will 
enhance accessibility and transparency. Mandatory training programs for BPLO staff, 
aligned with real-world work scenarios, and strict adherence to the city's 15-point standard 
system are also vital components of the guidelines. Finally, the benchmarking of BPLO's 
policies and procedures against best practices in other local government units (LGUs) will 
ensure continuous improvement and the adoption of proven strategies. 
 
Compliance with Ethical Standards 
 

This study adhered to strict ethical standards to ensure the protection of 
participants' rights and confidentiality. Prior to data collection, all participants were fully 
informed about the study's purpose, procedures, and potential risks, and their 
participation was voluntary. Written consent was obtained, and participants were assured 
of their right to withdraw at any time without repercussions. To protect privacy, personal 
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and identifiable information was anonymized, and data was stored securely. The research 
followed ethical guidelines for the proper use of secondary sources, ensuring proper 
citation and acknowledgment. All findings were reported accurately and transparently, 
with no bias in the interpretation of data. The study was conducted in accordance with 
ethical standards set by relevant academic institutions and was reviewed and approved 
by an ethical review committee. This process ensured that the study maintained integrity 
and adhered to the principles of honesty, respect for participants, and academic rigor. 
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