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Abstract 

As modern lifestyles demand convenience, 

the fast-food industry has rapidly expanded, 

and in order to stay competitive in the 

dynamic market, many fast-food chain 

franchisees have been implementing various 

measures and strategies to sustain their 

operations. In this context, fast-food chain 

must provide and adapt exceptional service 

and product quality to differentiate 

themselves, and attract and retain customers 

which has a big impact in profitability. This 

study examines challenges and strategies for 

sustainable operations of fast-food chains in 

Legazpi City through a descriptive 

qualitative twin case study designed for in-

depth analysis. This is a combination of 

descriptive research to analyze business 

profiles and exploratory research to identify 

challenges, strategies and competitive 

approach used by the fast-food chains. The 

study’s goal is to determine their similarities 

and differences in terms of their applied 

strategies on sustaining their business 

operations. Data were gathered through 

interview conducted face-to-face, guided by 

the semi-structured interview guide 

questionnaires. A within case analysis 

followed by cross case analysis is employed 

in the data analysis. The results of the study 

showed that each fast-food chain has a goal 

of efficiently sustaining their operations but 

their approaches are different. One chain 

sustained success through simplicity, 

consistent in service, affordability, and 

energy-efficient design of store complying 

with the market expectations, while the other 

utilized technological innovation, strong 

brand identity, and continuous innovation. 

Despite diverse approaches, both 

emphasized how important it is to align 

business strategies with customer needs and 

satisfaction in order to achieve long-term 

success. 

The study implies that by creating a balance 

between standardized operations, employee 

engagement, performance and quality, 

innovation and technology integration, cost-

efficiency, inventory management, strategic 

location, revenue boosting initiatives, and 

financial management, the fast-food 

franchising can achieve long-term growth. 

Future researches could examine how 

sustainability practices, digital 

transformation and how a balance in quality 

and profitability further influence 

competitiveness in developing cities. 

Implementing recommended strategies 

actions of fast-food chains operations is 

important to address the challenges and 

issues, promote sustainability in the dynamic 

market and enhance competitiveness of fast-

food chain. In conclusion, this study 

provided a valuable insight into the success 

and sustainability of local fast-food chains 

which largely depend on maintaining 

consistent product quality through Total 

Quality Management principles and 

adapting to market changes through 

Dynamic Capabilities. Their ability to 

combine quality assurance with flexibility in 

operations enables them to stay competitive 

and profitable in a dynamic market. 

Keywords: Challenges, Strategies, 

Sustainable Operations, Fast-food chains, 

Franchising 

 

INTRODUCTION 

 

Background 

Food is one of the basic necessities of 

humans, and it stands first among all basic 

needs – food, shelter, and clothing. It is 

important as it nourishes the human body- 
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sustaining the very existences of humans 

(Shilpa, 2019). Humans are motivated to 

fulfill this basic need before trying to fulfill 

the more complex needs like education, 

safety and security (Howard, 2018). 

Nowadays, food serves as a social tool. In 

order to establish interpersonal bond, people 

invite others over for dinner, lunch, or meet 

and connect with one another through a cup 

of coffee or tea. Food is always a comfort 

zone to fuel and give energy, so people 

always search for food or something to eat 

after a tiring day, to nourish the bodies, or to 

satisfy their cravings. People look around 

the community where they can find a 

suitable food, preferences of their taste, and 

somehow fast-food chains are one that could 

bring fast satisfaction with their cravings.  

As a result of this type of human food 

consumption, fast-food industry is one of the 

most dynamic sectors that rise in the global 

economy. Fast food chains are eateries that 

serve food either through the self-benefit 

counter or the drive through window. These 

restaurants are known to serve food on order 

and have the shortest processing time which 

is why they are considered fast food by 

name (Kolhe, 2023). In recent years, the 

global food industry has witnessed an 

explosion in the growth of food franchises. 

From small local eateries to international 

chains, food franchises are popping up 

everywhere, captivating consumers with 

their convenience, consistency, and variety 

(Ciancio, 2024). The franchisees will benefit 

from this extraordinary growth and 

remarkable expansion on the food industry. 

According to International Franchise 

Association, the fast-food chain industry has 

a remarkable global expansion because of 

the shifting of consumer preferences, 

economic progress, and innovations in 

franchising methods (IFA, 2022). 

Approximately, 37% of franchises are 

classified under food-related category, 

encompassing a wide range of 

establishments from quick-service 

restaurants to full-service dining options 

(WebFX, 2025). People are spending more 

on fast-food because of their busy schedules, 

the growing popularity of drive-thru’s, and 

online delivery services. A report from IBIS 

world says that global market size of fast-

food industry hit $978.4 billion in 2023, 

with its presence in over 100 countries 

across the globe, McDonald’s is 

undoubtedly the biggest fast-food chain in 

the world with 40,000 stores worldwide. 

About one-third of its stores are in the 

United States, followed by Starbucks 

(38,000 stores), Subway (37,000 stores), 

Kentucky Fried Chicken - KFC (30,000 

stores), Domino’s (20,000 stores), Burger 

King (19,500 stores), Pizza Hut (19,000 

stores), Dunkin Donuts (13,000 stores), 

Hunt Brothers Pizza (9,500 stores) and Taco 

Bell (8,500 stores) (Behera, 2024). One 

thing is certain as franchising of fast-food 

chain keeps growing and changing, they will 

always be around and will continue to 

innovate what it means to eat on the go.  

In the Philippines, the fast-food chain sector 

continues to be the important engine in 

economic sector, where some of the well-

known franchise food chains like, Jollibee, 

Mang Inasal, Mc Donalds, and Chowking, 

are still widely available. Food franchises 

have become an integral part of the 

Philippine food scene. They offer 

convenience, consistency, and familiarity to 

customers, while providing a business 

opportunity for aspiring entrepreneurs 

(RichestPHilippines, 2024). Market research 

indicates that the Philippine food service 

industry is projected to reach PHP 1 trillion 

by 2025. This growth is fueling the food 

franchise market, emphasizing a trend where 

consumers are seeking convenience, value, 

and quality in their dining experiences. 

(RichestPHilippines, 2024).  

In Legazpi City franchised fast food chain is 

also increasing in numbers, due to economic 
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activities, consumer demand and increasing 

tourism.  Legazpi City is a growing business 

center in the Bicol area. According to Solis 

(2018), Legazpi was the number one most 

competitive city in the Philippines as of 

2018. The continuous increase of tourist 

arrival in Legazpi city will benefit the food 

service industry which could also help the 

franchisee in determining their preferences 

in choosing a fast-food chain best suit the 

taste of the tourist coming in Legazpi City. 

According to International Franchise 

Association (IFA), franchising is a proven 

business model that enables entrepreneurs to 

launch and operate their own business under 

the brand and guidance of an established 

company. For many companies around the 

world, including huge companies of fast-

food chain franchising has proven to be 

essential of their expansion.  

As stated by the Richest Philippines, the 

Philippines is a country where people love to 

eat. Several bustling markets, street food 

stalls, and restaurants everywhere are the 

reasons that food franchises have become 

popular over the past few decades. Food 

franchises are restaurants that are part of a 

larger brand, like a popular burger chain or a 

fried chicken place, and they are now a big 

part of the Philippine food scene (Richest 

Philippines).  

In fast-food restaurants, quality plays a 

significant role. Restaurant profitability 

depends on offering quality products and 

services, satisfying customer’s needs and 

cultivating customer loyalty (Tulbure & 

Neacsu, 2023). Profitability on the other 

hand, depends not only the large volume of 

sales but the capacity to adjust to changing 

market trends, effective supply chains and 

cost control. Franchisees must know how to 

adapt cost cutting measures without 

sacrificing the quality of the product and 

services that is made more difficult because 

of the circumstances like rising ingredient 

cost, labor issues and the growing desire for 

menu items that are healthier or more 

environmentally friendly. 

 

 

Rationale 

The fast-food industry in the Philippines has 

become increasingly competitive, including 

in Legazpi City. Known for its scenic beauty 

and vibrant culture, Legazpi is also home to 

a growing number of fast-food chains that 

cater to rising consumer demand for 

convenience and quick service. As 

franchising continues to expand, this study 

examines how franchisees in Legazpi City 

balance quality standards and profitability to 

achieve long-term sustainability. It also aims 

to identify strategies that promote 

sustainable growth in a highly competitive 

market. 

Previous studies highlight that effective 

marketing strategies, employee training, 

customer service, and sustainable business 

practices significantly influence franchise 

success and competitiveness (Neacsu & 

Tulbure, 2023; Alvarez, 2023; Obonyo & 

Nyamogosa, 2022). The Philippine food 

service industry has shown strong growth, 

generating ₱535.9 billion in 2016, with 

revenues projected to increase further in 

succeeding years (Masigan, 2019). This 

growth makes franchising attractive, but 

operating a fast-food franchise requires 

compliance with various legal frameworks, 

including the Food Safety Act of 2013 (RA 

10611), Consumer Act of the Philippines 

(RA 7394), National Internal Revenue Code 

(RA 8424), and environmental regulations 

enforced by the DENR. 

Government agencies such as the 

Department of Trade and Industry (DTI) and 

the Philippine Franchise Association (PFA) 

actively support franchising through 

registration assistance, training, and policy 

guidance. These initiatives promote 

franchising as a driver of MSME growth, 
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employment generation, and economic 

development. 

In Legazpi City, fast-food franchises 

contribute significantly to local employment, 

tourism, and economic activity. However, 

franchisees face challenges in maintaining 

product quality and service standards while 

ensuring profitability amid changing 

consumer preferences and strong 

competition. This study provides insights to 

help franchisees select appropriate brands, 

adopt effective operational and marketing 

strategies, and implement sustainable 

practices suited to the local market. 

The findings of this study will benefit 

franchisees, franchisors, policymakers, 

consumers, and future researchers. 

Franchisees can use the results to improve 

decision-making and long-term viability. 

Franchisors can refine support systems and 

adapt business models to local conditions. 

Policymakers may encourage sustainable 

business practices, while consumers benefit 

from improved service quality and value. 

Finally, this research serves as a foundation 

for future studies on quality management, 

profitability strategies, and sustainable 

operations in regional fast-food industries. 

 

Problems in the Field 

There is always the flip side of nearly 

everything, it does not matter whether it is 

research or any story (Escobal, 2022). 

Likewise, when it comes to sustainable 

operations, specifically in the fast-food 

chain industry, although fast-food chain is a 

proven business model, sustaining 

operations is critical due to some issues and 

challenges. The main problem that arose was 

the competition in the dynamic market.  

Legazpi City, a prominent urban center in 

the Bicol Region, hosts a variety of fast-food 

establishments, including international 

chains like Jollibee and McDonald's. The 

city's official website lists several fast-food 

outlets, indicating a competitive market 

environment (legazpi.gov.ph). With the 

numbers of fast-food franchises functioning 

in the city, franchise owners find it 

challenging to differentiate their products 

and brand to attract a loyal customer. 

Creating a distinct value proposition is vital 

for enduring viability. Market saturation and 

competition have a big impact on how 

franchisees choose, manage and maintain 

their businesses in the fast-food industry. 

The fast-food chain industry faces the 

ongoing challenge of balancing quality and 

profitability. While improving food quality 

is essential, franchisees must maintain 

operational efficiency, competitive pricing, 

and customer satisfaction. Growing 

consumer awareness of hygiene and 

nutritional health, along with increasing 

demand for healthier food options, is 

reshaping traditional fast-food menus. At the 

same time, competition from local food 

businesses offering affordable and culturally 

relevant meals, as well as negative reviews 

and service issues, can affect customer 

loyalty. Franchisees must also comply with 

complex regulatory requirements and 

sustainability standards, including health 

regulations, taxation policies, and 

environmental practices such as eco-friendly 

packaging and waste management often 

amid financial constraints. Maintaining 

consistent quality across multiple franchise 

units remains difficult due to varying 

management styles and regional differences. 

Furthermore, rising operational costs for 

labor, utilities, materials, and rent, combined 

with intense market competition and price 

wars, continue to put pressure on profit 

margins, making long-term sustainability a 

significant challenge for both franchisors 

and franchisees. 

 

Research Gap of the Study 

This study aimed to bridge the gap on the 

lack of research on examining how 

assurance of sustaining fast-food chain 
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operations can be maintained for the long 

run. Most of the research and existing 

literature often treat challenges and 

strategies for sustainable operations 

separately without completely integrating 

them into a single strategic framework 

which has a big impact on sustaining fast-

food chains operations. Existing research 

found mostly focusing either on strategies 

for operational effectiveness and cost 

management for profit maximization or on 

product or service quality for customer 

satisfaction. Few studies present a more 

comprehensive and integrated scenario of 

how challenges address directly to 

sustainability strategies that the fast-food 

chain must adopt. Addressing this gap can 

provide to the franchisor and franchisee of 

the fast-food chain a comprehensive 

understanding of how challenges and 

strategies for sustainable operations interact 

in a market that is extremely competitive 

and dynamic. This will provide a practical 

insight into the fast-food chain industry to 

create a plan and develop strategies that will 

improve sustainable growth and market 

competitiveness in the fast-food chain 

industry in Legazpi City. 

 

Objectives of the Study 

The study aimed to determine the fast-food 

chains industry franchising in Legazpi City 

and explore challenges and strategies for 

sustainable operations. Specifically, this 

study aimed to (1) Determine the business 

profile of fast-food chains franchising in 

Legazpi City along the number of years in 

operation, types of business structure, 

capitalization, number of employees, types 

of fast-food chain, (2) To identify the 

challenges for the sustainable operations of 

fast-food chains franchising in Legazpi City, 

(3) To determine strategies for sustainable 

operations of fast-food chains franchising in 

Legazpi City and (4) To recommend 

strategies for sustainable growth and 

competitive advantages of fast-food chains 

franchising in Legazpi City. 

 

Theoretical and Conceptual Framework  

This study is anchored on Total Quality 

Management (TQM) and Clark’s Dynamic 

Theory of Profit as its theoretical 

foundations. TQM emphasizes continuous 

improvement, employee involvement, 

customer satisfaction, waste reduction, 

supplier partnership, and leadership 

commitment to achieve quality excellence 

and long-term competitiveness. It highlights 

the importance of integrating quality into all 

organizational processes to reduce costs, 

eliminate defects, and enhance operational 

efficiency—making it highly relevant for 

sustaining quality and profitability in fast-

food franchising. The second theory that tjis 

study utilized is Clark’s Dynamic Theory 

explains that profit arises in a dynamic 

economy where businesses must 

continuously adapt to changes such as 

population growth, capital expansion, 

technological advancement, and shifting 

consumer preferences. According to Clark, 

entrepreneurs who effectively respond to 

these changes through innovation, cost 

control, and strategic management gain 

competitive advantage and higher profits. 

Together, these theories provide a 

framework for understanding how fast-food 

franchises sustain operations by maintaining 

consistent quality through TQM principles 

while remaining adaptable and innovative in 

a dynamic and competitive market 

environment. 
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METHODOLOGY 

 

Research Design 

This study employed a descriptive twin case 

study design to determine, explore, and 

analyze the strategies for sustainable 

operations of two fast-food chain franchises 

in Legazpi City. The research combined 

descriptive and exploratory qualitative 

approaches. 

The descriptive research design was used to 

analyze the business profile of the selected 

fast-food chains in terms of years in 

operation, type of business structure, 

capitalization, number of employees, and 

type of fast-food chain. Meanwhile, the 

exploratory approach was utilized to 

investigate the challenges encountered in 

starting and sustaining operations, as well as 

the strategies adopted to achieve sustainable 

growth and competitive advantage. 

The twin case study approach was deemed 

appropriate because it allowed an in-depth 

examination of each fast-food chain as an 

individual case while also enabling a 

systematic comparison between the two 

cases. By treating the selected fast-food 

chains as ―twin cases,‖ the study identified 

both unique and common strategies that 

contribute to quality service, operational 

efficiency, and financial sustainability. 

A qualitative descriptive approach was 

adopted to capture and understand the actual 

operational experiences of each fast-food 

chain. Qualitative data were gathered from 

key informants (KIs), particularly the 

owners or franchisees, to gain insights into 

their challenges and strategic responses. 

This approach enabled the researcher to 

explore different perspectives and 

experiences in sustaining operations within 

the fast-food industry. 

The analysis involved both within-case 

analysis and cross-case analysis. Each fast-

food chain was first analyzed individually to 

identify its unique strategies and challenges. 

Thereafter, a comparative cross-case 

analysis was conducted to determine 

patterns, similarities, and differences in 

sustaining efficient operations. 

Both primary and secondary sources of data 

were utilized. Secondary data included 

journal articles, scholarly research papers, 

and credible websites, which were primarily 

used in developing the literature review. 

Primary data were collected through 

interviews using a semi-structured interview 

guide questionnaire. The integration of 

primary and secondary sources enhanced the 

credibility and depth of the study. 

 

Data Gathering Procedure 

Prior to data collection, careful planning and 

preparation were undertaken. The researcher 

clearly defined the research objectives and 

developed a research instrument in the form 

of a semi-structured interview guide 

questionnaire. Approval from the academic 

research panel was secured before 

conducting the study. Consent forms were 

prepared and presented to respondents to 

ensure voluntary participation and ethical 

compliance. 

The respondents of the study were the 

owners or franchisees of two selected fast-
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food chain franchises in Legazpi City. 

Formal letters of request were submitted to 

the management of the selected fast-food 

chains. Upon approval, interview schedules 

were arranged at the respondents’ 

convenience. 

Face-to-face interviews were conducted and 

lasted approximately 30 minutes to one 

hour. With the respondents’ permission, the 

interviews were audio-recorded to ensure 

accuracy. Field notes were also taken to 

capture non-verbal cues and additional 

observations. The interviews provided 

opportunities for participants to share their 

experiences, challenges, and strategies for 

sustaining operations. All collected data 

were kept confidential and used strictly for 

academic purposes. Credibility was 

established through in-depth interviews and 

member checking. The researcher 

summarized key points during the interviews 

to confirm the accuracy of interpretations 

with the respondents. An audit trail was 

maintained, including documentation of 

interview recordings, transcriptions, coding 

processes, and theme development. This 

ensured transparency and consistency in the 

research process. Triangulation was 

achieved by using both primary data 

(interviews) and secondary data (scholarly 

articles and credible sources). Cross-case 

comparison also strengthened the validation 

of findings. The researcher-maintained 

objectivity throughout the study. Findings 

were based on actual participant responses 

and supported by recorded data, minimizing 

personal bias. 

 

Data Analysis 

Collected data were analyze by using 

appropriate techniques, using a thematic 

analysis for qualitative data to identify 

common practices, challenges and strategies 

used by the two fast-food chain franchises. 

The study made use of qualitative case study 

analysis to find out strategies of two fast-

food chain franchises in sustaining their 

operations. The responses were coded, 

grouped and sorted into themes that emerged 

and matched the objectives of the study.  

The analysis followed two steps. First by 

employing the within-case analysis wherein 

each fast-food chain was analyzed 

individually to determine its main strategies, 

practices, and challenges in sustaining 

operations. Each case’s themes were 

determined independently to highlight the 

uniqueness of their methods. After the 

analysis of each respondent the Cross-Case 

Analysis was employed in the study wherein 

the findings from the two cases were then 

compared and contrasted. The two fast-food 

chain similarities, differences were 

determined in order to emphasized their 

shared strategies and distinctives practices. 

This phase gave a more comprehensive 

understanding of how Legazpi City’s fast-

food chain franchises maintain quality and 

efficient operations despite operating in 

various conditions. 

 

Research Instrument 

Material used in this study was the 

structured interview guide questionnaire for 

qualitative data gathering. A research-made 

interview guide questionnaire was used to 

gather the data in this study. Part I intends to 

answer the first objective of the study by 

getting the business profile of the two fast-

food chains in Legazpi City in terms of 

number of years in operation, types of 

business structure, capitalization, number of 

employees, and types of fast- food chain. 

The second part of the interview guide 

questionnaire covered the second objective 

of the study which identified the challenges 

for sustainable operations of fast-food chain 

in Legazpi City. Furthermore, Part III was 

composed of an interview guide regarding 

the third and fourth objectives of the study. 

It aimed to gather the informant’s narrative 

of their success, and challenges encountered 
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by franchisee and their initiatives and 

strategies on sustaining operations and 

focusing for sustainable growth and 

competitive advantage in fast-food chain 

industry in Legazpi City. 

To ensure the validity of the research 

instrument, the interview guide 

questionnaire underwent content validation. 

The instrument was reviewed by the 

research adviser and panel members with 

expertise in qualitative research and business 

studies. Their suggestions focused on 

improving clarity, relevance to research 

objectives, logical sequencing, and 

neutrality of questions. 

Revisions were made to eliminate 

ambiguous and leading questions. The 

refined instrument was pilot-tested with a 

respondent who possessed similar 

characteristics to the study participants but 

was not included in the actual study. The 

pilot test helped assess the clarity of 

instructions, flow of questions, and 

estimated interview duration. Necessary 

modifications were made prior to the actual 

data collection. 

An interview protocol was developed to 

guide the systematic conduct of interviews. 

The protocol included an introductory 

statement explaining the purpose of the 

study, assurance of confidentiality and 

voluntary participation, permission to record 

the interview, a structured sequence of open-

ended questions aligned with the study 

objectives, and probing questions to deepen 

responses. The semi-structured design 

ensured that all key topics were covered 

while allowing flexibility to explore 

emerging themes. 

 

Ethical Consideration 

Throughout the data-gathering procedure, 

ethical considerations were given a top 

priority in order to protect the participant’s 

rights, privacy and welfare. Confidentiality 

was maintained, and necessary precautions 

were taken to reduce any potential harm or 

discomfort to the participants. Fabrication 

and falsifications were avoided and the 

sources of information and concepts were 

properly acknowledged. 

The goal of the study is to obtain thorough, 

trustworthy data that will offer important 

insights on franchisee of fast-food chains in 

Legazpi City by following a systematic and 

rigorous data gathering procedure. The 

integrity and validity of the study’s findings 

were guaranteed by the careful planning, 

implementation, and supervision of the data 

gathering procedure. 

 

 

RESULTS AND DISCUSSION 

 

Business Profile of Fast-Food Chains 

Franchising in Legazpi City 

 

Case 1 – Fast-food Chain A 

The franchisee of Fast-food Chain A, 27 

years old, was a former Human resource 

officer at franchisor of her fast-food chain. 

Driven by her entrepreneurial mindset, she 

pursued her dream of owning her own 

franchise store and successfully established 

multiple branches. The franchise branch in 

Legazpi City has been in operation for 

almost three years and has experienced 

steady growth in terms of both its workforce 

and market presence. To date, the business 

employs 17 permanent employees, six of 

which is assigned to Legazpi branch, as 

evidenced by its contribution to local 

employment and economic activity. Each 

franchise store has an initial capitalization 

ranging between ₱500,000 to 

₱1,000,000.00. This investment shows how 

dedicated and financially prepared the 

franchisee in managing a competitive fast-

food venture. Fast-food Chain A is a local 

fast-food chain brand that caters to the 

Filipino market. It provides reasonable 

priced meals while maintaining consistent 
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quality and prompt service, making it a 

popular choice among consumers. 

 

Case 2 – Fast-food chain B 

Fast-food Chain B, is a homegrown fast-

food chain in Bicol with a goal of ―making 

every meal delightful‖ as they believe that in 

their fast-food chain every meal should be 

an experience that delights everyone’s 

senses and satisfies cravings. More than just 

a fast-food they are dedicated to serving 

good food – the kind that takes time to 

prepare according to their fast-food chain 

goals. Fast-food Chain B branch has been 

operating for more than six years. It 

employes 12 casual employees, operates as a 

corporation and started with an initial 

capitalization of more than ₱5,000,000 a 

local brand type of fast-food chain. Fast-

food Chain B continues to uphold its 

dedication to excellence and client 

satisfaction. 
 

Table 1- Business Profile 
Business Profile CASE 1- Fast-food 

chain A 

CASE 2- Fast-

food chain B 

Number of years in 

operation 

3 years More than 6 years 

Type of Business 

Structure 

Sole Proprietorship Corporation 

Capitalization ₱500,000-

₱1,000,000 

More than 

₱5,000,000 

Number of 

Employees 

6 Permanent 

Employees 

12 Casual 

Employees 

Type of fast-food 

chain 

Local Brand Local Brand 

 

The profile of the two fast-food chains in 

Legazpi City provided valuable insights into 

the dynamics and characteristics of fast-food 

chain industry. It revealed significant 

differences that impacted their capacity to 

sustainable operations. Two different fast-

food chains aiming one goal that is to 

sustain long-term growth and competitive 

advantage. In Case 1 Fast-food Chain A, as 

a sole proprietorship with a smaller 

capitalization and fewer employees, might 
encounter difficulties in terms of financial 

resources and manpower that can affect 

product consistency, market visibility and 

operational visibility but its smaller scale 

can bring to closer quality control, faster 

decision-making and build a strong customer 

relationships which can retain customer 

loyalty and satisfaction. However, in Case 2, 

Fast-food Chain B established as a 

corporation with a larger capitalization and a 

greater number of employees had a stronger 

financial capacity to invest into more 

advanced technology, tools and equipment, 

employee training, and quality assurance 

procedure. Its longer years of operation for 

more than six years indicates brand trust and 

business stability which support long-term 

profitability. This kind of large workforce 

effective management is necessary to 

maintain quality across operations. 

Challenges for the Sustainable Operations 

of Fast-food Chains Franchising in 

Legazpi City 

 

Case 1 – Fast-food chain A 

One of the main challenges in starting the 

fast-food franchise was securing sufficient 

capital. The required start-up investment 

covered franchise fees, equipment, 

construction, and initial operating expenses. 

As a former employee with limited income 

and assets, the franchisee struggled to 

qualify for a bank loan due to collateral 

requirements and the need for a strong credit 

history. However, with the help of her 

financially stable sister who applied for the 

loan on her behalf, she was able to secure 

the needed funds and proceed with the 

business. 

She also faced regulatory and licensing 

delays in opening her branch in Legazpi 

City. The rented building lacked a valid 

structural permit, requiring her to complete 

additional documentation before legally 

operating. Despite these delays, her 

persistence and compliance enabled her to 

successfully open the store. 

Location selection was another major 

challenge. She prioritized areas with high 
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foot traffic or what she described as ―daanan 

ng mga tao pauwi.‖ However, securing such 

spaces was difficult due to strong demand 

and first-come, first-served leasing. Legazpi 

City, identified as one of the competitive 

cities in the Philippines (Solis, 2022), has 

become attractive to franchise investors due 

to its growing population and economic 

activity. Even after finding a suitable site, 

renovations increased her initial costs. 

Nevertheless, her focus on strategic location 

contributed to the branch’s success. 

Market competition in Legazpi City is 

intense. She shared, ―sobrang taas ng 

competition lalo na sa chicken chain 

franchising to the point na ginagaya na yung 

design ng store namin.‖ To stay competitive, 

she created a ―pang-masa vibe‖ that is 

welcoming and ―hindi intimidating sa mga 

customer na papasok,‖ helping attract and 

retain a broad customer base. 

Supply chain dependency also posed 

challenges. The ―secret ingredients‖ for 

marinating chicken are sourced from the 

mother company in Leyte and transported by 

sea. Typhoons and severe weather often 

delay deliveries, risking stock shortages and 

disrupting operations. 

As a franchisee, she experienced limited 

decision-making power. She explained, 

―kelangan laging may approval si mother 

company.‖ According to Haarsma Lawyers 

Franchise and Business, one disadvantage of 

franchising is reduced control on the part of 

the franchisee due to standardized systems 

imposed by the franchisor, which may lead 

to brand and quality control issues. 

Financially, the 20% royalty fee 

significantly affects profitability, as it is an 

ongoing percentage of revenue paid to the 

franchisor (FasterCapital). 

Lastly, the store’s digital capabilities are 

limited. Transactions are manually 

computed since they do not use a POS 

system without franchisor approval. Online 

ordering is only available through 

Messenger for pick-up, with no delivery 

service offered. 

 

Case 2 – Fast-food chain B 

Fast-food Chain B’s branch manager 

discussed a number of difficulties and 

challenges they encountered in managing 

and sustaining their fast-food business 

operations. One of the main issues was the 

price increase or continuous rise of the cost 

of food and raw materials which had a direct 

impact on their profit margin. The stores 

profitability and customer satisfaction may 

suffer if the price of ingredients and raw 

materials will continuously increase. To 

manage this, the store must either adjust to 

raise its selling price or absorb the extra 

expenses. 

Another challenge according to the store 

manager was on hiring employees. The store 

often encountered applicants who were 

considered ―quick gamer‖ especially the 

first-time job seekers. These are the 

applicants that when hired do not take their 

work responsibility seriously, give up easily, 

or lack the dedication and flexibility needed 

in fast-paced work environment of fast-food 

chain. It becomes more challenging to 

develop a stable and dependable workforce 

because additional time and resources must 

be spent on supervision and training to 

guarantee a high-quality service and smooth 

operations. 

The store manager also mentioned that 

obtaining supplies and ingredients was 

another challenge. Raw materials are 

regularly raised by suppliers, making it more 

difficult to regulate costs and maintain 

consistent product quality. Equipment 

breakdown can also cause delays in service, 

disrupt operations and eventually result to 

lower daily sales. These technical problems 

might impact costumer experience and 

satisfaction. 

Like Fast-food Chain A, Fast-food Chain B 

also faced financial obligation such as 6% 
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royalty fee charge on net sales which 

lowered their overall earnings. Even though 

this fee supports the brand and its marketing 

initiatives, it can be a burden especially 

when sales are slow. These factors are 

complex challenge that affect a stable and 

profitable operations. 

The franchisees implemented several 

strategies to maintain the quality on product 

and service and to remain competitive in the 

fast-food chain industry. Despite the 

presence of a larger and more well-known 

fast-food chain they continued to uphold 

their strong reputation as well-known 

Bicolano Fast-food Chains recognized for 

good food, warm hospitality and reliable 

food quality. The store viewed competition 

in the dynamic market positively, treating it 

as a healthy kind of competition that 

promotes innovation and improvement 

rather than conflict. 

 
 

Table 2 - Challenges for Sustainable Operations 

 
Challenges Fast-food 

Chain A 

Fast-food 

chain B 

Cross-Case 

Analysis 
 

 

 

Capitalization 

and Financial 

Obligation 

-Faced 

difficulty on 

securing the 

required 

capitals 

through bank 

loan due to 

high start-up 

investment to 

cover up the 

cost. 

Continuous 

payment of 

20% Royalty 

Fee that 

directly impact 

the profitability 

-Also faces 

burden on 

financial 

obligation 

such as the 

6% Royalty 

Fee charge 

on the Net 

income 

which 

directly affect 

profitability 

especially on 

lower sales. 

-Price 

increase or 

continuous 

rise of the 

cost of raw 

materials 

which affect 

their profit 

margin 

Both 

franchisees 

experienced 

financial 

strain on 

Royalty Fee 

and 

operational 

cost. 

However, 

fast-food 

chain A 

struggled 

more on start-

up capital, 

fast-food 

chain B issues 

is more on 

sustaining 

profitability 

during price 

hike and 

royalty 

deduction 

 

 

 

Licensing and 

Regulatory 

Issues 

Had a problem 

on the building 

that the 

franchisee 

rented on valid 

structural 

permit, need to 

No Licensing 

issues 

mention. 

Regulatory 

delays were 

more 

important for 

Case 1 

indicating that 

small 

undergo with 
the procedure 

on completing 

the necessary 

permits before 

she could 

legally operate 

the business. 

franchises 
often face 

bureaucratic 

barriers that 

established 

franchises 

like Case 2 

diner have 

already 

overcome.   

 

 

 

 

 

Market 

Competition 

and Location 

-Due to 

increasing 

interest in 

Legazpi City as 

a competitive 

and promising 

area for fast-

food chain the 

Fast-food chain 

A franchisee 

find it difficult 

to find her 

dream store 

location 

-When find the 

right spot some 

locations are 

needed to be 

renovated or 

improved 

which added to 

the operational 

cost 

-Experienced 

stiff 

competition 

from other 

established 

chicken chain 

fast-food chain 

but managed to 

attract 

customers due 

to ―pang-masa‖ 

vibe of their 

store. 

Their branch 

is located in a 

competitive 

area which is 

in the mall, 

also thy 

experience 

strong market 

competition 

among 

established 

brands but 

they view 

competion as 

a healthy 

motivation 

for 

innovation 

and 

improvement. 

Both faces 

location 

challenges but 

they are both 

situated in 

highly 

competitive 

locations in 

the city, 

showing that 

Legazpi City 

has grown to 

be a desirable 

location that 

has a strong 

consumer 

market for 

fast-food 

chain 

industry. Fast-

food chain A 

have earned 

due to their 

mass market 

appeal while 

Fast-food 

chain B relies 

on Brand 

reputation in 

maintaining 

their franchise 

store a strong 

Bicolano 

Identity. 

Supply Chain 

and Logistic 

Issues 

Dependent on 

―secret 

Ingredient‖ 

used for 

marination 

shipped from 

Leyte. The 

delivery is 

highly 

dependent on 

sea 

transportation 

which may 

cause delays 

and affect 

operations 

during weather 

disturbances. 

-They 

experience 

raw materials 

price 

fluctuations 

making it 

more difficult 

to maintain 

consistent 

product 

quality. 

-Technical 

problems 

such as 

equipment 

breakdown 

that may 

cause delays 

in service and 

disrupt 

operations. 

Both 

franchise 

store face 

supply chain 

vulnerability, 

fast-food 

chain A issues 

on 

environmental 

disruption 

while fast-

food chain B 

challenges are 

cost related 

and 

operational. 

This shows 

how both 

small or large 

franchises 

experienced 

external 

issues. 

Brand and Encounter No brand and Fast-food 
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Franchising 

limitations 

limitations in 
managing and 

innovation on 

store operations 

due to the 

standard set up 

of the 

franchisors (no 

independent 

decision 

making on 

store hours, 

promos)  

franchising 
limitation 

mention.  

chain A 
franchisor has 

strict control 

on policies 

that affect to 

boost 

innovation 

and 

flexibility. 

Maybe, Fast-

food chain B 

doesn’t 

mention on 

Brand control 

as they enjoy 

greater 

independence 

on operations. 

Technological 

Gaps 

Limited 

technologies, 

they rely on 

manual 

computation 

and messenger 

for online 

orders, POS 

set-up needs 

franchisor 

approval 

They use 

POS and 

their 

Restaurant 

excellence 

program to 

asses 

performance 

and quality. 

Fast-food 

chain A has it 

difficulty on 

adapting 

technologies 

that requires 

franchisor 

approval 

while Fast-

food chain B 

has a stable 

technology to 

ensure 

smooth and 

organized 

transaction. 

Recruitment 

of Staff Issues 

No human 

resource issue 

mention, they 

have an 

inclusive hiring 

approach which 

is prioritizing 

attitude and 

communication 

skills over 

educational 

attainment. 

They always 

encounter 

applicants 

who are 

considered as 

―quick 

gamer‖ those 

who are 

when hired 

didn’t take 

their work 

responsibility 

seriously and 

give up 

easily. 

The two fast-

food chains 

reveal a 

contrasting 

outcome on 

recruitment 

practices. A 

positive and 

progressive 

approach of 

Fast-food 

chain A on 

their inclusive 

hiring 

approach for a 

more diverse 

and motivated 

workforce 

and the 

recurring 

issue ―quick 

gamer‖ that 

fast-food 

chain B 

experienced 

who needs a 

proper 

evaluation 

method upon 

hiring. 

 

The study finds out that both fast-food 

franchisees encountered several challenges 

in sustaining their business operations. Such 

challenges included on financial, operational 

and management related issues. It is then 

important for the fast-food chains to 

overcome these challenges in order to 

sustain in the field. While operating a 

franchise presents various challenges, 

strategic focus on areas such as maintaining 

consistency in quality, investing in training 

and skill development, and enhancing online 

presence can greatly contribute to success 

(Bamnoliya et al., 2024). The following are 

the summary and analysis of challenges and 

issues encountered by the two fast-food 

chain franchisees in Legazpi City: 

On capitalization and financial obligation, 

both fast-food chains experienced financial 

strain on royalty fee and operational cost. 

However, Fast-food Chain A struggled more 

on start-up capital, Fast-food Chain B issues 

were more on sustaining profitability during 

price hike and royalty deduction. Challenges 

on licensing and regulatory issues were 

more emphasized in Fast-food Chain A 

indicating that small franchises often face 

bureaucratic barriers than established 

franchises like Fast-food Chain B have 

already overcome.  Challenges in market 

competition and finding strategic locations, 

both fast-food chains encountered finding 

strategic locations but they were both 

situated in highly competitive locations in 

the city, showing that Legazpi City has 

grown to be a desirable location that has a 

strong consumer market for fast-food chain 

industry. Fast-food Chain A has earned due 

to their mass market appeal while Fast-food 

Chain B relied on brand reputation in 

maintaining their franchise store as a strong 

Bicolano identity. On supply chain and 

logistic issues, both fast-food chains faced 

supply chain vulnerability. Fast-food Chain 

A had issues on environmental disruption, 

while Fast-food Chain B’s challenges were 

cost related and operational. This shows how 

both small or large franchises experienced 

external issues. When it comes to brand and 
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franchising limitations Fast-food Chain A’s 

franchisor had strict control on policies that 

boost innovation and flexibility. Maybe, 

Fast-food Chain B did not mention on brand 

control as they enjoyed greater 

independence on operations. On challenges 

on technological gaps, Fast-food Chain A 

had its difficulty on adapting technologies 

that required franchisor approval while Fast-

food Chain B had a stable technology to 

ensure smooth and organized transaction. 

The two fast-food chains revealed a 

contrasting outcome on recruitment 

practices. There was a positive and 

progressive approach of Fast-food Chain A 

on their inclusive hiring approach for a more 

diverse and motivated workforce and the 

recurring issue ―quick gamer‖ applicants, 

while Fast-food Chain B experienced the 

need for a proper evaluation method upon 

hiring. 

Challenges in sustaining the operations are 

critical aspect to be understood by the fast-

food chain franchisees for their survival in 

the industry. In order to survive in the 

industry, this fast-food chain needs to 

overcome the external challenges such as 

workforce management, quality 

management, cost control, customer 

experience, efficient operations management 

and the external challenges like market 

competition, pricing strategy, fluctuations in 

seasonal demand, meeting legal 

requirements and staying current with 

industry trends by becoming more organized 

and make efforts to retain their workforce 

(Udayalakshmi et al., 2024). 

 

Strategies for Sustainable Operations of 

Fast-food Chains Franchising 

 

Case 1 – Fast-food chain A 

 

Fast-food Chain A ensured sustainable 

operations by strictly following the 

franchisor’s standardized operating 

procedures, covering food preparation, 

service, and equipment use. The franchisor 

sends weekly representatives including 

technicians, sales supervisors, and quality 

assurance (QA) personnel to monitor 

compliance, conduct audits, and evaluate 

performance to ensure brand standards are 

consistently met. 

To maintain service quality, employees 

undergo 14 days of initial training before 

deployment. Ongoing training and surprise 

audits are conducted by the QA team to 

reinforce skills and procedural compliance. 

In hiring, the franchisee adopts a ―pang-

masa vibe‖ approach, stating, ―kahit 

elementary graduate basta kaya utasan at 

marunong makipag usap ng maayos sa tao 

ay pwede na‖. This inclusive strategy allows 

her to build a service-oriented team while 

remaining competitive. 

To sustain food quality, she implements the 

FIFO (first-in, first-out) method to reduce 

waste and maintain freshness. She 

personally supervises food preparation, 

particularly the ―timpla at pagluluto,‖ to 

ensure proper cooking standards. Expiration 

dates are closely monitored, and weekly 

general cleaning is conducted. Daily 

sanitation protocols are strictly enforced, 

requiring staff to wear proper attire such as 

hairnets, aprons, and gloves, with non-

compliance resulting in memos or warnings. 

Employees also follow shifting schedules to 

prevent fatigue and maintain productivity. 

For cost control, she regularly checks tools 

and equipment to avoid unnecessary 

replacements and schedules repairs one at a 

time to minimize expenses and operational 

disruption. Effective inventory management 

further strengthens profitability by reducing 

spoilage, preventing overstocking or 

shortages, and enabling bulk purchasing 

discounts. These strategies improve 

operational efficiency without sacrificing 

quality. 
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Marketing also plays a key role in 

profitability. She emphasized that ―dapat 

maraming tao lagi ang lugar, para lahat ng 

klase ng customer mula sa estudyante at nag 

oopisina ay maging target market.‖ Thus, 

branches are located in high-foot-traffic 

areas where ―ang mga tao dumadaan pa uwi 

ng kanilang bahay,‖ such as near schools, 

hospitals, offices, and transport terminals in 

Legazpi City. This strategic location 

selection increases visibility, customer flow, 

and repeat purchases. 

In pricing, she strictly follows the 

franchisor’s standard pricing policy. 

Although she cannot adjust prices 

independently, she recognizes that 

standardized pricing strengthens brand 

consistency and customer trust. The 

relatively affordable pricing compared to 

larger fried chicken chains helps attract 

price-sensitive consumers while maintaining 

profitability through higher sales volume. 

Labor cost management is another 

profitability strategy. As noted by Parinitaa 

(2025), reducing labor costs can help 

maximize profits. The franchisee 

implements structured shifting schedules to 

avoid unnecessary overtime pay, ensuring 

smooth operations while controlling 

expenses (Parinitaa, 2025). 

During the pandemic, the store’s open and 

well-ventilated design without air 

conditioning helped reduce electricity costs 

while providing a comfortable environment. 

This energy-efficient layout supported 

operational resilience during crises and 

minimized monthly expenses. 

Lastly, to reduce logistics costs, she works 

closely with local suppliers and orders 

directly to benefit from free delivery 

services. This approach ensures fresher 

stocks, lowers transportation costs, 

eliminates unnecessary middlemen, and 

strengthens supply reliability during 

disruptions. 

 

Case 2 – Fast-food chain B 

 To maintain its high-quality service 

standards in sustaining the operations Fast-

food Chain B prioritized employee training 

and adherence to Standard Operating 

Procedures (SOPs). To guarantee that they 

deliver excellent customer service and 

maintain company’s brand values employees 

underwent continues training.  Every six 

months refresher training is conducted to 

improve employee performance and re 

affirm company protocols. The management 

also used Key Performance Indicators 

(KPIs) to assess both service and product 

quality standard though their ―Restaurant 

Excellence Program‖ 

Fast-food Chain B embraced innovation in 

their operations to improve customer 

satisfaction and efficiency. To increase 

accuracy, speed and management processes 

the restaurant has adopted LED Hanging 

menus, A POS system and the Management 

Services System. Food safety and quality 

assurance were also top priorities, with 

audits conducted three times a month to 

make sure that the branch upholds the 

highest standards. To sustain product 

quality, they constantly monitored the 

quality of supplies, making sure that only 

the finest ingredients are used in food 

preparation. Their daily routine included 

cleanliness and sanitation, governed by the 

―Clean as you work‖ (CLAYWO) and 

―Clean as you go‖ (CLAYGO) concepts 

which encouraged staff members to be 

disciplined and responsible for keeping a 

hygienic work and dining environment 

which in result can bring customer access to 

quality and comfortable place to dine in. 

Additionally, Fast-food Chain B viewed 

consumer feedback as a vital tool for 

improvement. To evaluate service quality 

and pinpoint areas for improvement, the 

management regularly gathered feedback 

from clients. They effectively upheld its 

reputation for high quality food and first-rate 
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service by integrating continuous training, 

innovation, operational discipline and 

customer engagement and successfully 

maintain its place as one of Bicol’s most 

trusted local dining brands. 

One of Fast-food Chain B’s key strategies to 

measure profitability and uphold the high 

standards in sustainable operations was to 

employ a range of strategic measures. One 

of their main strategies was the careful 

selection of strategic locations, typically 

within a 5-kilometer radius of offices, 

schools, malls and areas frequently visited 

by the travelers. These prominent locations 

contributed to a consistent flow of customers 

including commuters, families, workers, and 

students. Additionally, Fast-food Chain B, 

being a mall tenant, benefited from strong 

seasonal demand during events, holidays, 

back-to-school period, which greatly 

increased revenue and foot traffic for 

franchisees.  

As part of their financial management 

strategy, the store closely monitored both 

controllable and non-controllable expenses. 

The management regularly reviewed 

financial statements and daily sales reports 

to evaluate performance and find areas 

where cost may be reduced without 

sacrificing quality. They carefully managed 

operational expenses, ensuring that daily 

operations remained efficient and cost-

effective. One of their notable cost-control 

measures included maintaining labor 

expenses at no more than 10% of their net 

sales, which struck a balance between 

employee productivity and financial 

efficiency. During economic downturns or 

crisis such as inflations or market changes 

the management strategically adjusted its 

workforce or pricing to sustain operations 

and profitability.  

To further increase profitability, the 

company focused on cost control through 

supplier and equipment management. They 

invested in high-quality and efficient kitchen 

equipment to reduce waste and maintenance 

costs over time. In sourcing raw materials, 

Fast-food Chain B prioritized suppliers who 

offered ―dekalidad at mas mura‖ (high-

quality but more affordable) ingredients 

compared to competitors, helping them 

maintain product standards while managing 

costs. 

The company also used revenue-boosting 

strategies to connect with wider costumers 

by including catering and bulk orders for 

external events, which expand their market 

beyond dine-in customers. Excellent 

customer service remained at the heart of 

their approach, as it encouraged repeat visits 

and fosters customer loyalty. Furthermore, 

their digital marketing initiatives like online 

campaigns and partnerships with vloggers 

have become crucial for expanding their 

audience and enhancing their brand’s 

visibility online. 

To stay competitive, relevant and sustain 

their operations, Fast-food Chain B 

constantly innovated its menu offerings. 

Every year, they introduced new products 

based on consumer trends and seasonal 

preferences, keeping customers interested 

and engaged. Together with their world-

class store design, reliable product quality, 

and strong service culture, these strategies 

allowed Fast-food Chain B to maintain a 

loyal customer base, adjust to changing 

market conditions, and turn a profit over the 

long run in the highly competitive fast-food 

chain industry.  

The saying ―quality over quantity‖ poses a 

problem to the food sector specifically to the 

fast-food chain industry. Improving food 

quality is crucial but behind the 

improvement of food quality franchisees 

should find balance where they can maintain 

efficiency, competitive pricing and ensure 

customer satisfaction for sustaining the fast-

food chains operations. According to Journal 

of service Science and Management raising 

consumer satisfaction and achieving long-
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term success in the fast-food industry 

heavily rely on improving service quality 

(Bankole, 2024). According to Bankole 

businesses must provide exceptional service 

quality to differentiate themselves, and 

attract, and retain consumers. Product 

quality has also a positive influence on 

customer satisfaction because product 

quality is one of the features a customer has 

been looking for in patronizing a fast-food 

chain.  If the quality meets their perceived 

standard in their minds, they are likely to be 

satisfied with the products they are offered 

(Imaobong & Kehinde, 2020). 

 
Table 3 - Strategies for Sustainable Operations 

 

Strategies  Similarities/Differe

nces On sustaining 

operations 

Fast-food 

chain A 

Fast-food 

chain B 

Standard 

Operating 

procedure 

for Quality 

Assurance 

Both Implement 

Standard Operating 

Procedures (SOP’s) 

for food preparation 

and customer service 

to ensure service and 

quality remain 

uniform across 

branches. 

 

 

 

-weekly 

monitoring 

visits by the 

franchisor 

-regular 

audits and 

performanc

e 

evaluation 

-used Key 

performan

ce 

indicator 

to asses 

performan

ce 

-Had a 

―Restauran

t 

Excellence 

Program‖ 

to monitor 

quality 

-frequent 

quality 

audits (3x 

a month) 

 

Customer 

Feedback 

Both fast-food chain 

value customer 

feedback  

-feedback 

applied to 

improve 

operations 

--used 

feedback 

to evaluate 

service and 

identify 

areas for 

improveme

nt 

-to refine 

operations 

and 

strengthen 

customer 

satisfaction 

Employee 

Training 

and 

Developme

nt 

Each fast-food chain 
continues employee 

trainings to uphold 

brand values and 

service standards 

-14 days 
initial 

training 

before 

deployment

-ongoing 

training and 

monitoring 

by the 

quality 

assurance 

team-used 

inclusive 

hiring 

approach 

-refresher 
trainings 

every 6 

months 

Cleanliness 

and 

Sanitation 

Both highly 

prioritized 

cleanliness and 

sanitation to uphold 

a hygienic and safe 

dining experience. 

-staff 

required to 

wear proper 

attire 

(hairnets, 

aprons, 

gloves)  

-weekly 

general 

cleaning 

-daily 

sanitations 

protocol 

-

Implement

s 

CLAYWO 

and 

CLAYGO 

Food 

handling, 

safety and 

preparatio

n 

They Both 

implements method 

for the product 

freshness and reduce 

waste. 

-FIFO 

method 

-Franchisee 

personally 

supervise 

food 

preparation 

-Strict 

monitoring 

of 

expiration 

dates 

-strict 

monitoring 

of supply 

quality for 

a high-

grade 

ingredient 

Innovation 

and 

Technology 

Fast-food chain A 

focuses on manual 

quality checks and 

supplier consistency 

while fast-food chain 

B utilizes 

technological 

innovations to 

enhance accuracy 

and service speed 

 -led 

hanging 

menus 

-POS 

System 

-

Manageme

nt Services 

System 

(MS) 

Quality 

Principles 

Fast-food chain A 

integrates TQM 

Principles while fast-

food chain B 

employs structured 

performance 

assessment tools 

-focusing 

on 

continuous 

improveme

nt and 

customer-

centered 

processes 

has KPIs 

―Restauran

t 

Excellence 

Program‖ 

to assess 

and 

maintain 

quality 

standard 
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Location Both fast-food 
chains used strategic 

location selection to 

maintain visibility 

-choose 
high foot-

traffic areas 

―daanan ng 

mga tao 

pauwi ng 

bahay‖-

targets 

diverse 

market 

segments to 

increase 

sales and 

repeat 

customers 

 

-chooses 
also high-

traffic 

location 

5km radius 

of schools, 

offices and 

travel 

areas 

-Mall 

branches 

benefits 

from 

seasonal 

demand 

-ensure 

steady 

customer 

flow 

Inventory 

Manageme

nt 

Both used effective 

inventory 

management strategy 

for better cost control 

and profitability 

-Regular 

stock 

monitoring 

to prevent 

overstocki

ng, 

shortages 

and 

spoilage-

bulk 

purchasing 

of raw 

materials 

for 

discount 

and cost 

savings-

improves 

resource 

allocation 

-sources 

high 

quality but 

affordable 

raw 

materials 

―dekalidad 

at mas 

mura‖ 

 

The findings of the study showed strategies 

on sustaining the business operations that 

both fast-food chains employed on their 

business operations.  Both fast-food chains 

focused on quality assurance by 

implementing Key Performance Indicator 

(KPIs) and Standard Operating Procedures 

(SOP’s) for food preparation and customer 

service to ensure service and quality remain 

uniform across branches. Each fast-food 

chain continued employee trainings to 

uphold brand values and service standard. 

Continues employee trainings can boost 

productivity among staff by aligning them 

with the business goals and provides a 

competitive advantage.  Both fast-food 

chains valued customer feedback to evaluate 

service quality and identify areas for 

improvement to strengthen customer 

satisfaction. The level of client’s 

satisfactions is a big impact on a company’s 

success; a happy and satisfied customers are 

the source of any successful fast-food chain 

because they lead to customer and brand 

loyalty with repeat purchase and a positive 

word of mouth. Cleanliness and sanitations 

were also highly prioritized by both fast-

food chains employing different method to 

uphold a hygienic and safe dining 

experience. On food handling, safety and 

preparations both fast-food chains 

implemented methods to maintain product 

freshness and reduce waste. Fast-food Chain 

B utilized technological innovations to 

enhance accuracy and speed while Fast-food 

Chain A focused on manual quality checks 

and supplier consistency. Competitors 

adopting to modern food service innovations 

may outperform those franchisees using the 

old- school methods of marketing. On 

quality principles, Fast-food Chain A 

integrated Total quality management 

principles focusing on continuous 

improvement and customer-centered 

processes while Fast-food Chain B 

employed structured performance 

assessment tools to assess and maintain 

quality standard. 

One of the strategies for sustaining 

operations of fast-food chain is to maintain 

its profitability. Maintaining the profitability 

helps continuous cash flow, supports the 

daily operations on expenses and possible 

investments, and it allows business to stay 

competitive in the dynamic market. 

Restaurant profitability depends on offering 

quality products and services, satisfying 

customer’s needs and cultivating customer 

loyalty (Tulbure & Neacsu, 2023). Both 

franchises had their own initiatives to boost 

their profitability since profitability has 

become a critical issue in the industry in 

addition to quality issues. Both franchisors 

and franchisees have been facing mounting 

financial strain as a result of rising operating 

costs, including those associated with labor, 
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electricity, materials, and rent. In this study 

both franchisees implemented a systematic 

strategy to sustain business and service, 

product quality and profitability in their 

operations. Fast-food chain profitability 

depends on offering quality products and 

services and satisfying customers’ needs and 

expectations. 

Based on the findings both fast-food chains 

sustained their operations through their 

strategies on maintaining a profitable 

business. Both fast-food chains used 

strategic location selection to maintain 

visibility and as a key profitability driver by 

situating branches in a high traffic area. 

They both practiced cost control and 

financial monitoring to reduce unnecessary 

expenses while maintaining quality 

standards. They both focused on customer 

loyalty and customer excellence giving 

emphasize on the repeat customers that 

contribute significantly to long term 

profitability. Different effective inventory 

management strategies have been employed 

also by both fast-food chain for better cost 

control and profitability, regular monitoring 

of stocks to prevent overstocking, shortages 

and spoilage, bulk purchasing of raw 

materials for discount and sourcing of high 

quality but affordable raw materials are 

some of the strategies they are using for 

efficient business operations. When it comes 

to pricing Fast-food Chain A prioritized 

consistency by following the standard price 

set up by the franchisor to maintain brand 

trust and while Fast-food Chain B 

implemented adaptability on economic 

situations, wherein they adjusted pricing 

strategically during crisis or inflations. Fast-

food Chain B has a wider marketing strategy 

with their strong initiative on revenue-

boosting strategies including collaborations 

with the vloggers, bulk orders, catering and 

digital promotions to expand their market 

visibility. On the other hand, Fast-food 

Chain A emphasized simplicity and 

affordability to attract a budget-conscious 

customers, with their energy efficient store 

design, no aircon, open and well-ventilated 

to reduce electricity consumption and gives 

a ―pang masa‖ vibes of the store. Energy 

efficiency design of store is a concept that 

pushed to a more sustainable operations and 

economically viable future especially in 

promoting resiliency during crises like 

pandemic. In terms of innovation Fast-food 

Chain B used technological innovations such 

as the POS, Management System, LED 

hanging menus to enhance their service 

quality, introducing new menu every year 

based on customer trends and seasonal 

demand to enhance product quality also they 

maintained modern store design to give a 

satisfied customer experience while Fast-

food Chain B focused on practical 

accessibility and manual quality checks to 

maintain quality service and product. 

In summary both fast-food chains illustrated 

that sustainable operations in the fast-food 

chain industry requires different strategies 

and a balance of adaptability on market 

changes, operational efficiency and 

customer satisfaction. Fast-food Chain A 

rose and sustained success through their 

simplicity, affordability yet high quality, and 

the efficient service aligning with the 

common market expectations. While Fast-

food Chain B maintained its brand image 

and profitability through product and service 

innovation, technology integration and 

strong brand identity. 

 

Recommended Strategies for Sustainable 

Growth and Competitive Advantages of 

Fast-food Chains Franchising in Legazpi 

City 

 

Case 1 – Fast-food chain A 

Fast-food Chain A, being a smaller fast-food 

chain compared to a more established and 

large chain, should continue its pricing 

strategy of offering a reasonably priced 
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product while maintaining consistent quality 

and prompt service to position them as a 

first-choice chain of price- conscious 

customers. As the franchisee finds it difficult 

on securing capital, it is crucial to manage 

the profit wisely to secure savings for the 

unexpected expenses and avoid the need for 

an additional capital. Sustaining business 

operations with stable financial is a big help 

in daily operations. Good financial strategy 

is the key to sustainability in business. By 

carefully planning, managing and 

monitoring finances, business can secure 

their future and grow sustainability (Talib et 

al., 2024). Regulatory compliance is also 

one of the important factors that fast-food 

chain should give importance for smooth 

and continuous business operations. In the 

case of Fast-food Chain A, the franchisee 

successfully operated her business by 

processing and completing the necessary 

requirements. However, as the franchisee 

had encountered limitations in innovating 

store operations due to strict control of the 

franchisor, she may strengthen the 

communication with the franchisor and 

provide a clear representation of the 

suggestions, negotiate properly all the 

concerns, since the franchisor’s strict control 

aims to ensure uniformity and quality across 

branches. Better interconnections between 

franchisors and franchisees are positively 

associated with the critical success factors of 

a franchising business (Hanafiah et al., 

2022). The problems arose in Fast-food 

Chain A on sourcing of their secret 

ingredients for marination. To address this 

challenge and sustain the operations, the 

store should have a buffer stock, secure 

additional storage facilities, and source local 

suppliers to ensure continuous operations 

during unexpected delivery delays. 

Collaborative efforts with suppliers and 

partners are pivotal. Companies should 

engage in partnership with suppliers to 

ensure compliance with the sustainability 

requirements and the implementation of best 

practices (Smith et al., 2021). Fast-food 

Chain A should adapt a technological 

advancement in order to thrive into a 

competitive fast-food industry, as they 

mention that they had limited access to 

technologies. The integration of technology 

is not only welcomed but also expected by 

fast-food consumers like the widespread of 

mobile apps and the growing interest in self-

service kiosk indicate that the fast-food 

businesses need to continue investing in 

technology to meet customer expectations 

for convenience and efficiency (O-sot R. et 

al., 2025). Additionally, securing strategic 

location for customer visibility has a big 

impact on profitability, finding the right 

market and location must be prioritized so 

sustain operations. Location accessibility is 

also a motive for consumers when they 

choose a particular outlet, closer restaurants 

are more numerous for easy take away 

(Channa et al., 2021). Location is a key 

factor that they should consider first before 

making an investment to a fast-food chain 

industry. 

 

Case 2 – Fast-food chain B 

Fast-food Chain B, as one of the established 

chains in Legazpi city, showed a more 

strategic process to sustain their business 

operations. However, based on the 

challenges that they encountered some 

strategies are recommended to support 

sustainable growth and competitive 

advantage. Fast-food Chain B faced 

difficulty on supply chain on continuously 

increasing cost of raw materials. They must 

adopt pro-actively on managing the increase 

of cost by monitoring their cost management 

and pricing strategies. They have to find 

more alternatives suppliers to have different 

choices offering good pricing but quality 

products. They should adjust pricing that 

will still be tailored on their procurements 

plans to avoid direct impact on the 
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customers. According to Gitia (2017), It is 

recommended that organizations strive to be 

cost leaders in the market by adopting cost 

cutting measures and improving on the 

quality of products and services they 

provide, thus increasing in profits and 

overall customer satisfaction. Fast-food 

Chain B also often encountered problems on 

recruiting staff as they always encountered 

applicants they considered as a ―quick 

gamer‖ and did not last long in the 

workplace. Employee turnover negatively 

affects organizational productivity and 

profitability (Al Mamun & Hasan, 2017). 

Fast-food managers must develop strategies 

to retain skilled employees because high 

voluntarily employee turnover adversely 

affects organizational performance and 

effectiveness (Cho et al.,2017). Fast-food 

chain must have strict pre-employment 

screening, make sure that applicants know 

and fit the fast-paced environment of fast-

food chains. Additionally, Fast-food Chain 

B has also encountered frequent equipment 

breakdown that caused business operations 

disruption and thus lower sales volume that 

affected profitability. As equipment 

breakdowns directly affect service quality 

and sustaining the operations, the franchisee 

should invest into higher quality of 

equipment to avoid unnecessary expense for 

repair and avoid affecting operations. 

Implement maintenance schedule for 

equipment to monitor its durability and 

unexpected breakdowns. From fine dining to 

fast food chains, and eateries in-between, 

restaurants need to improve their food 

service establishment. The only way to get 

the most benefit and trouble-free service out 

of restaurant equipment is to perform regular 

maintenance (Kanyana et al., 2015). Lastly, 

Fast-food Chain B considered the 

continuous paying of royalty fee to the 

franchisor as a burden to overall 

profitability. With this efficient financial 

management like monitoring the daily sales 

report, cash flow management and financial 

discipline and careful budgeting should 

adapt to sustain operations. Financial 

management strategies are critical for 

organizations in the food service industry to 

overcome the obstacles of a competitive 

market, because applying them can assist 

firms in achieving sustainability, long term 

growth, and profit maximization (Ahmad, 

2016). 

In today’s world, most businesses, including 

fast-food restaurants, recognize 

the value of sustainability in terms of 

earning a good reputation and gaining a 

competitive advantage (Nyamogosa & 

Obonyo, 2022). In considerations of the 

results of the study the following 

recommendations for sustainable growth and 

competitive advantages of the two fast-food 

chains in Legazpi City are gathered. 

Standard Operating Procedures followed by 

the franchisee should be always observed for 

consistent service. Regular audits such as the 

monitoring visits by the franchisor to the 

branch and performance evaluation of the 

services to ensure compliance with brand 

standards should be conducted. The 

capability of a business to have a major 

effect on consumer environments can be 

enhanced by developing its own 

brand (Kotler & Armstrong, 2020). 

Adoption of digital technology and 

innovation enhances speed, accuracy in 

orders and management processes. The 

emergence of digital technology in the food 

industry has become crucial to stay 

competitive in today’s technology-driven 

marketplace (Sikder, 2024). There should be 

a continuous employee training and 

development to uphold brand values and 

service standards. The importance of using 

training programs, people-focused strategy 

and collaborative team environment in a 

knowledge management strategy produces a 

collaboration effect that leads to competitive 

advantage (Moses, 2017). Strictly 



Lux Veritatis 12.1 Special Edition: 313-337, 2026 © 2020  

University of Santo Tomas-Legazpi Publication  

Printed in the Philippines ISSN no: 2476-5644 

333 

 

monitoring the food handling and 

preparation and supply quality maintains the 

product freshness and high-grade 

ingredients. Cleanliness and sanitation 

practices are needed to promote discipline 

and responsibility among staff in 

maintaining a hygienic environment. Cost 

cutting is crucial to sustain operations this 

can be managed through efficient equipment 

management to prevent unnecessary 

replacements, labor cost management to 

reduce labor expenses, reduce logistics and 

supply cost thru partners with the local 

supplier to minimize transportation cost and 

build reliability and flexibility in supply 

chain management. According to Gitia 

(2017), It is recommended that organizations 

strive to be cost leaders in the market by 

adopting cost cutting measures and 

improving on the quality of products and 

services they provide, thus increasing in 

profits and overall customer satisfaction. 

Revenue boosting initiatives such as digital 

marketing, collaboration to influencer is 

very important to strengthen online visibility 

and brand engagement. According to a 

recent study, 92% of consumers are more 

likely to make a restaurant reservation after 

seeing positive reviews or recommendations 

from an influencer (Goyal, 2025). As Goyal 

emphasized that restaurants leveraging local 

influencers can boost credibility, enhance 

brand awareness, and attract new customers. 

Giving a top priority to customer feedback 

to evaluate service and identify areas for 

improvement should always be observed, 

take time to understand the clients, listened 

to their feedback and improve the strategy. 

Building trust and convenience encourages 

repeat business rather than one-time 

promotions. Location strategy is essential. 

Choosing a strategic location that aligns 

with the franchisee target market will 

enhance visibility and appeal and 

significantly impact profitability. A well-

chosen fast-food chain location strategy is a 

foundation for long-term success, balance 

between customer convenience, competitive 

advantages and effective operations.  

 

Implications of the Findings 

The implication drawn from the findings 

underscored the crucial significance of 

strategies used on sustaining the operations 

of fast-food chain in supporting the growth 

and sustainability of fast-food chain industry 

in Legazpi City. Sustained quality service, 

product and financial stability in fast-food 

industry are essential for fostering economic 

growth and ensuring the viability of fast-

food chain products and brand image. The 

findings align with the principles of Total 

Quality Management (TQM) of which main 

goal is to improve the quality and 

performance which will meet the customers’ 

expectations. They also align with the 

Dynamic Capabilities Theory along fast-

food franchises requiring constant 

innovation and adaptability in order to 

thrive. 

Moreover, implementing the recommended 

strategies and actions on sustainable 

operations is crucial to address the 

challenges and issues, promote sustainability 

in the dynamic market and enhance 

competitiveness of fast-food chain. 

Continuous aligning with the Total Quality 

Management and Dynamic capabilities is 

essential in ensuring efficacy and relevance 

of strategies implemented within the fast-

food chain. 

While the study shed light on various 

aspects on strategies of sustainable 

operations, several unanswered questions 

were raised depending on fast-food chain 

status of business either new or stable, big or 

small franchise. It calls for further research 

to delve deeper into the long-term 

sustainability of the business. Examining 

their development paths, knowing the 

factors influencing their success or failure 

and maintaining the sustainability of their 
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operations overtime are crucial. Moreover, 

uncertainties happen regarding the long-term 

effects of the sustainability on economic and 

social outcomes. Future research endeavors 

should aim to evaluate the sustainability and 

adaptability of fast-food chains strategies on 

quality and profitability comprehensively. 

Furthermore, critical gaps of integrating 

challenges and strategies in single strategic 

framework remain the long-term effects of 

fast-food chain adaptability in the 

competitive market and growth of the 

industry. 

 

Conclusion 

 In conclusion, this study highlighted 

that the success and sustainability of local 

fast-food chains like fast-food chains A and 

B primarily depends on maintaining product 

quality through Total Management 

Principles and adapting to market changes 

through Dynamic capabilities. Giving 

importance on their continuous 

improvement, standard operating 

procedures, customer feedback and the focus 

on cleanliness and monitoring service to 

maintain quality and satisfaction reflect a 

culture of quality at every level. Meanwhile 

their strategies on adaptability as they adjust 

resources and operations to changing market 

conditions such as cost control, innovations, 

integrating technology and responding to 

seasonal demands show that integrating 

quality management with flexible adaptive 

operational strategies is a key to success and 

sustainability.  

The study concludes that the two fast-food 

chains recognize the importance of 

adaptability measures on sustainability and 

competitive advantage to dynamic market. 

Continuous innovation, consistent product 

quality, strong service culture, integration 

Total Quality Management and a focus on 

delivering excellent customer service are 

key to creating an environment that nurtures 

the success of fast-food chains in the 

business world. Continuous monitoring, 

evaluation of the employees and engaging 

customers feedback are important to 

maintain the strategies over time and support 

economic growth through satisfied 

customers. 

Additionally, the study highlighted the 

resilience and resourceful demonstrated by 

the franchisee of fast-food chain in 

overcoming the challenges and issues during 

business start-up and ongoing operations, 

bringing up opportunities within the 

franchise store. Despite the challenges, both 

fast-food chains continue to run their 

business successfully through adaptability 

and strong commitment to customer 

satisfaction, brand integrity and quality 

service.  

Moreover, the study suggested a range of 

strategies to strengthen fast-food chain 

industry, including financial monitoring, 

cost cutting, revenue boosting initiatives, 

supplier management, effective inventory 

management and pricing strategy. Focusing 

on these areas can create an environment of 

development and economic growth within 

the fast-food chain industry. However, 

continous research and engagement in 

customers satisfaction are crucial for 

ensuring sustainability in the future due to 

continuous changing of consumer 

preferences, market and economic changes 

and maintaining competitive advantage 

through identifying new market trends, and 

innovative strategies to stay ahead of the 

competitors. 

 

Recommendations  

 Based on the findings, conclusions 

and implications of the study, the following 

recommendations for sustainable operations 

of fast-food chains in Legazpi City are 

proposed. These recommendations are 

deemed feasible and essential for fostering 

growth, sustainability and bringing customer 

satisfaction. Despite the challenges and 
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issues encountered by the fast-food chain 

during start-up and ongoing operations, it is 

recommended that the franchisee 

continuously uphold brand standard and 

profitability through resilience, adaptability 

and strong dedication to quality service and 

customer satisfaction. They should have 

positive competitive mindset by considering 

competitions as healthy motivation for 

innovation and improvement, an opportunity 

for growth rather than threat. It drives 

continuous progress making sure that the 

business is future-ready despite challenges. 

To sustain business operations, it is 

recommended that fast-food chains 

consistently raise their operational standards 

through regular employees training, 

consistent quality monitoring, and always 

gathering of customer feedback to identify 

and strengthen areas for improvement. To 

enhance speed, service accuracy and 

management processes, the franchisee 

should adopt modern technology and digital 

system. Using POS, online ordering and 

delivery platforms and data analytics 

software is a big help in catering the 

growing demand for convenience among 

consumers. The Franchisee should continue 

to implement sustainable and cost control 

management like that of Fast-food Chain A, 

open and well-ventilated store design is a 

practice that reduces electricity expenses. To 

maintain sustainability that franchisee 

usually focus on income generation, offering 

competitive prices and controlling the 

expenses however with the increasing 

consumer awareness, regulatory demands 

and the possible cost reduction strategies, 

environmental sustainability should not be 

disregarded. Introduction of paper straws, 

recycled paper bags, ecofriendly packaging, 

approaches like decreasing packaging waste, 

establishing energy-efficient procedures also 

boost profitability and brand reputation. 

Boosting customer engagement and 

marketing, such as offering promos, 

discount build a strong community 

connection. It is recommended to engage 

employees on more trainings and 

development to boost their moral and 

enhance employee’s efficiency, customer 

service and work ethics. Strengthening 

Supply chain resilience by building strong 

supplier relationship for reliability and 

flexibility in supply chain management. 

Adopting inventory management systems is 

recommended to monitor stocks and prevent 

overstocking and shortages for better cost 

control and profitability. Strategic marketing 

and selection of location, regular monitoring 

of financial statements to assess 

performance and maintain cost efficiency. 

Adoption of cost cutting measures on labor 

cost and equipment without sacrificing the 

quality of the product and services, and 

lastly, conduct a regular market study and 

continuous research on consumer changing 

behavior, pricing strategy, and competitor’s 

performance that will ensure that fast-food 

chain franchisee will remain adaptive and 

prepared for dynamic market in the future 

are being recommended. 
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