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IV.   The IBPAP Programs 

The Philippine IT-BPM strategic growth plan 20112016 was developed to outline how to dramatically 

enhance the country’s value proposition through a concerted effort between industry and government, 

to increase the industry’s visibility internationally, and to enhance awareness of the range of non-voice, 

complex services that the Philippines is able to provide. The strategic growth plan put forth a revenue 

target of US$20 billion to US$25 billion for the IT-BPM industry and the generation of a total of 

3.1 million to 4.5 million direct and indirect jobs (Figure 4). Participants took note that the industry 

generated sufficient tax revenues from IT-BPM Industry salaries and wages, alone, that was said to be 

equivalent to 4 times to 6 times what it received in PEZA and other incentives. It was suggested that the 

IBPAP could enhance the industry’s negotiating position with government by quantifying and 

documenting its beneficial impact on the country’s GDP as well as the government’s fiscal position. 

Figure 4:    The goals of the IT-BPM Strategic growth plan 2016 

 
Source: BPAP. 2012. “Accelerating Global Leadership in IT-BPO and Job Creation by Transforming Our Public-Private 

Partnership.” (PowerPoint presentation.) 

The workshop touched on the current role of the IBPAP in meeting the goals of its strategic growth plan 

2016 for the industry and of the need to continually revisit and update that role in order to better 

address the evolving landscape of issues and challenges facing the industry. Based on the results of the 

survey and the focus group discussions (FGDs), the key areas of concern were: 
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 rising attrition rates and, consequently, staff costs 

 sourcing scarce specialist staff and executives 

 rising relative cost versus India, mostly due to a strengthening Philippine peso and energy costs 

 infrastructure challenges, principally in the Next Wave Cities™ 

 incipient threat of changes in government policies 

Figure 5:  The IT-BPM initiatives being orchestrated by IBPAP to achieve US$25 billion in revenues 

 
Source: BPAP 2012 

 

About 90% of the IBPAP’s time and resources is spent on talent development. Over a million university 

graduates need to be hired over the next 5 years to make the industry’s programs scalable. This 

translates to a net increase in talent supply of 530,000 new entrants over the current projections 

(Figure 5). The looming talent supply gap in the industry, defined as available supply versus total 

demand is increasingly significant (Figure 6).  
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Figure 6:  A widening talent supply gap will accelerate cost and quality pressures 

 

Lastly, the current IBPAP programs on talent management presented in Figure 7 below were discussed: 

 The Global Competitiveness Assessment Tool (GCAT) is an industry-developed assessment tool 

benchmarked to the skills of those currently employed in the industry. IBPAP tested over 15,000 

students and 3,000 IT-BPM employees using GCAT and documented a serious gap between the 

competencies of students compared with the employees in key areas identified by industry for 

basic employment. These areas include learning ability (verbal and numerical), English 

proficiency, perceptual speed and accuracy, computer literacy, and service orientation. 

 The Advance English Pre-employment Training (AdEPT), based on then eTelecare’s (now Stream 

International Global Solutions Philippines) in-house courseware and created in partnership with 

the Coordinating Council of Private Educational Associations (COCOPEA) is cornerstone of 

IBPAP’s English-development program. A concrete example of this 100-hour course taking root 

and becoming self-funding is in Far Eastern University–Fern College where the course 

(abbreviated to 80 hours) is offered to graduating students as part of their practicum or 

internship. Further, a Basic English Skills Training (BEST) course has been developed to augment 

AdEPT in areas where even basic English skills are lacking, including some of the identified Next 

Wave Cities™. 
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Figure 7:    IBPAP Talent Development Programs  

 
Source: BPAP 2012 

 The Industry Training for Work Scholarship Program (ITWSP) with the Technical Education and 

Skills Development Authority (TESDA) for near-hire training successfully scaled because of the 

investment that government has poured into it over the years. The program includes the TESDA 

train-the-trainers (T3) program. In late 2011, TESDA allocated ₱500 million for IT-BPMrelated 

training. By March 2013, in partnership with IBPAP and its partner associations, 65,000 had been 

trained and 46,000 had been employed. 

 IBPAP’s Service Management Program (SMP) is a specialization track for business and IT courses 

offered in colleges and universities. Competencies taught are aligned with GCAT and include 3 

units of business communication, 3 units of system thinking, 3 units of Fundamentals of BPO 

101, and 3 units of Fundamentals of BPO 102. To complete the track, SMP students must also 

undergo a 600-hour internship in an IT-BPM company. In academic year 20112012, SMP was 

piloted in University of Makati, University of Santo Tomas (UST), Lyceum of Laguna, and Asia-

Pacific College. In 2013 to 2015, through a partnership with the Commission on Higher 

Education (CHEd) and IBPAP, SMP will be rolled out in 17 state universities and colleges (SUCs) 

throughout the country. CHED has allocated ₱125 million for the implementation of the initial roll 

out of SMP in the selected SUCs.   

The presentation on IBPAP Programs ended with some forward-looking concerns that IBPAP sought to 

address: 

 attainment of leadership in new markets 

 achievement of sustainability, that is, how do the programs become self-funding? 

 devolution of the development programs to the school and company level  
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WORKSHOP DISCUSSION ON THE IBPAP PROGRAMS 

The discussions about the IBPAP programs centered on a few themes: 

a. Long time-fuse for IBPAP programs 

The long lead time required for the incubation, maturation, and expansion of some of the IBPAP 

programs presented a significant challenge for many expanding IT-BPM companies struggling to 

meet current deadlines to recruit manpower, especially against the backdrop of a 10% pass rate 

for candidates: 

 It was going to take at least a couple of years before BPO Fundamentals (BPO 101) course 

takes root, particularly in the provinces. There could also be an opportunity for the 

IBPAP to undertake brand building to create awareness of career opportunities in the IT-

BPM industry beyond contact center work. This would reinforce any academic programs 

along the lines of BPO 101. [IBPAP response: IT-BPM career education was done through 

print and online media releases, career road shows with DOST-ICTO, and, for a limited 

time, through social media. The SMP roll out with CHEd funding also includes resources 

for career marketing.] 

 The telecommunications infrastructure has managed to keep in step with the emerging 

opportunities for the IT-BPM industry. However, educational institutions and local 

governments have not been able to provide both the English and BPO 101 skills critical 

to potential locators. The universities and the local government units (LGUs) in the Next 

Wave Cities™ urgently needed blueprints and plans to put the educational building 

blocks in place. In this context, IBPAP’s programs could prove effective in building 

capacities for these universities and Next Wave Cities™. [IBPAP response: SMP is being 

rolled out in the Next Wave Cities™ and ITWSP is a nationwide program.] 

 Furthermore, the private universities and other SUCs need the resources to execute on 

their plans and, in the absence of a game-changing intervention (such as additional 

funding or a sustainable business model), these institutions might be unable to bridge 

the training resources gap. [IBPAP response: CHEd has provided funding for the first 17 

SUCs to offer SMP. However, private higher-education institutions must fund SMP and 

other programs if they would like to offer them. Funding will also have to be provided 

for rolling out SMP in the balance of the SUCs.] 

 English skills training is difficult for individual companies to independently offer. Often, 

technical skills are less of problem to teach than English education. Is there anything 

that the IBPAP can offer in the form of flexible, modular, and effective online English 

courses to be taken by individual employees? Or, is there an alternative way to 

otherwise employ computer technology in English education such as web-based 

learning? [IBPAP response: IBPAP’s programs have online and web-based components. 

Others are being developed and many are already commercially available.] 
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 Leverage on the partnership with CHEd to promote SMP in other education institutions. 

[IBPAP response: SMP is being rolled out in 17 SUCs under the current IBPAP-CHEd 

partnership.] 

 

b. Demand for generic skills 

The need for generic (as opposed to technical) skills was a prevalent perception across the 

verticals in the CSS: 

 Multi-lingual services has great potential but generic skills are needed:  

o Mandarin Chinese and European languages in particular were identified as necessary 

to communicate with the clients 

o targeted culture and history lessons to understand and relate better to clients 

 The demand for experienced HR professionals has always been high. Multi-lingual skills 

for these HR individuals would highly improve their value proposition. 

 Technical skills training provided by the IT-BPM companies through their internal 

development programs needed to be complemented by training in service values. 

 A more extensive version (i.e., longer than 100 hours) of English-proficiency training 

(AdEPT) should be made available in the short-term. The Department of Education 

invited IBPAP to provide inputs to the K to 12 Basic Education Program and, as a result, 

it is in a unique position to craft a more permanent and sustainable solution to the poor 

quality of English skills. 

 

c. TESDA 

Can entrepreneurs be enticed to partner with TESDA to offer skills training other than English 

proficiency, e.g., SAP user training or other foreign languages? 

d. IT-BPM Industry Brand 

Increasing the attractiveness of the industry to the labor force is a challenge. People join 

IT-BPMs not as a career but instead either for the (relatively high) salaries or as a stepping 

stone. The industry is still synonymous with contact centers. Because of that contact center 

stigma, parents of graduates are disappointed when they learn that their children are joining a 

BPO. The wider implementation of SMP will create the awareness and appreciation of the 

industry. Next Wave Cities™ will bring the jobs to other areas.  

e. Effective Tripartite Partnerships 

The collaboration among the academe, the IT-BPM industry, and the government agencies for 

education (led by CHEd) is necessary for the improvement of curriculum for CPAs. Accounting 

remains a very traditional profession and accounting courses are geared too much towards 

external audit. This is despite the global sea change in the F&A stemming from such 

developments as the international global convergence of accounting standards (principally 

revolving around International Financial Reporting Standards), the Sarbanes-Oxley and the 

Dodd-Frank legislation in the United States, new technological tools for business intelligence 
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and data analysis like eXtensible Markup Language (XML) and eXtensible Business Reporting 

Language (XBRL) tags (see box below), and Committee of Sponsoring Organizations of the 

Treadway Commission’s (COSO’s) internal control and risk management standards, among 

others. How do you start the collaboration process between academe and the industry? Where 

government will not have a direct hand, it should consider pump-priming like allowing triple tax 

deductions for experimental type courses. 

Editors Notes 

Is XBRL a Disruptive Technology? 

XBRL or eXtensible Business Reporting Language is a standards-based means of exchanging business 
information between systems built on XML (eXtensible Markup Language) protocols. XBRL allows data 
to be tagged and enriched to allow the reader to understand the business facts being reported. For 
example, data tags for Foreign Exchange Reserve accounts could contain, among others, information 
regarding the company or trader involved and the time period for which the data is valid. 

Because the data reported contains imbedded information that uses a standard set of definitions or 
taxonomies, this allows the recipient to automate the extraction and exchange of data. These 
interactive data taxonomies allow reported data to be identified, in the same way that bar codes 
identify products, and feed these to the appropriate analytical tools. Using XBRL will allow individual 
investors, for example, to quickly sift through financial reports without having to deal with voluminous 
footnotes and disclosure statements. 

In a major development US Federal Reserve Bank and the US SEC has adopted XBRL as the standard for 
reports filed by large listed companies.  

This will have an enormous impact on the business models for the finance and accounting and audit 
segments of corporate services and will most likely consign a large number of lower-skilled roles 
currently outsourced to the Philippines to obsolescence. On the positive side, the next few years will 
see a large demand for accountants with the expertise to apply XBRL tags to the data in innumerable 
financial reports. 

 


