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VI.   CSS Workshop Findings and Recommendations 

This preliminary study on the CSS of the IT-BPM industry tackles four elements of strategy, as shown in 

Figure 14 below, stopping short of defining a strategic vision and values as well as carrying out a full-

scale strategic planning process: 

 current and emerging needs of the IT-BPM industry in the areas of talent management and 

development 

 strategic objectives that need to be met in relation to the needs expressed 

 competitive conditions that need to be considered 

 priority areas for action and development 

As such, the value gaps expressed as current and emerging needs here are necessarily anecdotal and 

intuitive but still fundamentally valid. 

Figure 14:    Elements of strategy in the CSS study  
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CURRENT AND EMERGENT NEEDS 
 
The CSS strategic growth plan will need to effectively address the following needs articulated by the CSS 

firms in relation to talent sourcing and talent development: 

Need to improve employability of university graduates 

The issue has been deliberated numerous times: although many Filipinos apply for work in IT-BPM 

companies, the hiring rate is presently just 5 percent to 10 percent. Most applicants do not make 

the cut because they lack the necessary qualifications, skills, and professional expertise. Some 

companies are even reported to be logging a dismal 3% hit rate.11 Outside the IT-BPM industry 

however, employability in the country was registered at around 46% according to a UNESCO study.12   

Another point of comparison is India. It is reported that 25% of technical graduates and 10%-15% of 

general college graduates are employable in the BPO industry in India.13 (There is some dispute 

about this particular statistic. Other reports disclose that this is true only for metropolitan hubs. 

Outside of the hubs, the averages drops down to 5%.)14 

What seems clear is that even BPO powerhouse India struggles with talent quality issues and no less 

than Nirmalaya Kumar, one of the authorities on Indian business and a thought leader in strategy 

and marketing did not mince his words in describing India’s talent quality problem: 

“. . . India has the youngest growing population in the world. This demographic dividend is 

incredible, but paradoxically, there's also the mirage of mighty labor pools. Indian institutes and 

educational system, with a few exceptions, are incapable of producing students in the quantity and 

quality needed to keep this innovation engine going, so companies are finding innovative ways to 

overcome this, but in the end it does not absolve the government of the responsibility for creating 

this educational structure.”15 

In the Philippines, the data suggests that universities are lagging behind in training students for 

employment in the IT-BPM industry, hence the job and skill mismatch. The industry has claimed that 

proper training can bridge the skills gap. As much as 30% of job applicants were identified as near 

hires, that is, those individuals that exhibit good potential for employment.  Also close to 70% of 

near hires can be made employable with about 100 hours of English-proficiency training.  

To help address the need to improve the employability of graduates, President Benigno S. Aquino III 

allocated ₱500 million in October 2011 for TESDA's ITWSP. Some ₱416 million of this fund 

administered by TESDA was spent in 20122013 to train 67,000 near-hire scholars, with 46,000 of 

these finding employment. Part of the original allocation was used to train trainers and other 

scholars.  

                                                           
11

Guia P. Bengzon, Where have all the English Speakers Gone?, July 11, 2007, http://www.johnclements.com/wazzup0707/Recruitment_and_Retention.pdf.  
12

Graduate Employability in Asia, UNESCO, 2012.http://unesdoc.unesco.org/images/0021/002157/215706e.pdf. 
13 India Reports, http://india-reports.com/articles/top-obstacles-outsourcing.aspx. 
14The Employability Factor in BPOs, Value Notes, 2008,http://www.sourcingnotes.com//content/view/328/65/.  
15Nirmalaya Kumar: India’s Invisible Innovation, http:/www.ted.com/talks/nirmalya_kumar_india_s_invisible_entrepreneurs.html 

http://www.johnclements.com/wazzup0707/Recruitment_and_Retention.pdf
http://unesdoc.unesco.org/images/0021/002157/215706e.pdf
http://india-reports.com/articles/top-obstacles-outsourcing.aspx
http://www.sourcingnotes.com/content/view/328/65/
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Discussions on employability tend to focus on supply-side concerns (i.e., the attributes of 

individuals) and this study will dwell considerably on these concerns. But the variability in hiring 

success of similar firms suggest that the differences in employers’ formal and informal recruitment 

and selection procedures, access to university graduate information, and the search channels and 

job-matching technologies used are also important. 

Need for better functioning recruitment markets  

Mid- to high-level professional managers and technical specialists can often be scarce resources and 

difficult to locate in a labor market that is both opaque and fragmented. In the World Economic 

Forum Global Competitiveness Report for 20122013, the Philippines was one of the most-

improved countries, advancing 22 places to rank 65th globally. Nevertheless, in terms of labor-

market efficiency, the Philippines languishes at 103rd place out of 144 countries. 

One group of participants in the study articulated the power of establishing clear and objective 

standards for determining proficiency in key skills areas such as oral and written communication and 

project management so that schools and universities could track the capabilities of their graduates 

and the effectiveness of their programs. A valuable offshoot of rolling out GCAT across the country 

would be to establish these standards and thus provide the mechanism for measuring attainment of 

these standards through a feedback loop linking recruiters and the sources of future talent. 

Need to manage attrition 

An AON Hewitt study for AmCham Thailand shows that overall attrition rate across all industries and 

positions in the Philippines rose slightly to 12.6% in 2011 from 12.0% in 2010; though up from 8.0% 

in 2009 (Figure 15). The experience during the same 20082011 period, however, has been broadly 

similar in India, China, Malaysia, and Vietnam. Additionally, a Towers Watson 20112012 survey 

(conducted between late April through early June 2012 among 1,605 companies globally, including 

796 from Asia Pacific) found that the attrition rate in the Philippines in 2012 was lower than in other 

fast-growing economies such as China, India, Indonesia, Malaysia, Thailand, and Vietnam. The 

Philippines also reported higher hiring activity than other countries in the region.16 

 

  

                                                           
16Low Attrition Rate, Julito G. Rada, 06 December 2012, http://manilastandardtoday.com/2012/12/06/low-attrition-rate/. 

http://manilastandardtoday.com/2012/12/06/low-attrition-rate/
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Figure 15:    Year on Year Attrition Rate in Asia Pacific 

   Source: AON Hewitt 

Focusing on the IT-BPM industry, it is estimated that more than 18% of employees leave their jobs 

every year mostly to join other IT-BPM companies. This is particularly true among contact centers. 

Further, the Towers Watson survey reveals that employees in the BPO industry in the Philippines are 

more willing to relocate to other countries compared with other nationalities in Asia Pacific and thus 

this mobility is seen as a major contributor to employee turnover.  

Attrition can be managed by focusing on retention factors. The 2012 Towers Watson Global Talent 

Management and Rewards survey found that Philippine-based employers perceived health care and 

wellness benefits among the top attraction drivers. In contrast, employees were attracted by 

learning and development opportunities. Further, the study reported that employers in the 

Philippines underrated the impact of trust or confidence in senior leadership, job security, and 

convenient work location as retention drivers.  

In recent years, companies that have located in cities such as Davao and Cebu have also started to 

experience rising attrition. These companies have resorted to salary and incentives reviews as 

corrective measures. 

Need for interventional training in employability skills 

Traditional tertiary education is geared more towards textbook knowledge and less about analytics. 

As previously mentioned, there is a consensus on the immediate need for interventional training to 

address this flaw. Improving generic (as opposed to technical) skills among university graduates will 

enhance their employability. This view is neither surprising nor unusual—a slew of literature exists 

that refer to the so-called generic skills as employability skills. There are four areas of employability 

skills that can be the subject of interventional training in Figure 16 below (loosely based on a 1998 

Coopers & Lybrand study on employability skills).  
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Finishing school–type short courses are critical under today’s circumstances of worsening demand-

supply imbalances but these are stop-gap measures at best. In order to achieve sustainability, these 

training programs will need to be incorporated into the secondary and tertiary education study 

programs; IBPAP's SMP is an example of how this can be done.  

Figure 16:    Areas of employability skills 

 
 

Need for continuing professional education 

IT-BPM companies operate in an environment that demands new and constantly developing skills to 

retain global competitiveness. There is a strong apprehension among the local F&A service providers 

that local accounting education will remain very traditional and largely geared toward public 

accounting practice if local universities do not urgently revamp their curricula. In an ideal case, 

universities should create formal means to understand employer needs and tailor the training 

accordingly. Courses should recognize the constantly evolving contemporary issues and deliver the 

requisite multidisciplinary knowledge, system thinking, and an understanding of social context. 

Punongbayan & Araullo (P&A) together with a number of private industry associations—People 

Management Association of the Philippines (PMAP), Financial Executives of the Philippines (FINEX), 

Philippine Institute of Certified Public Accountants (PICPA)—are supporting a 3-month study by the 

University of Asia and the Pacific (UA&P) on how best to strengthen the accounting curriculum 

starting with the identification of gaps in the competencies required by the business sector. Some 
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participants of the study suggested that topics such as those below be included in undergraduate 

accounting courses in order to reduce the gap between education and practice: 

 user training in SAP (particularly in financials and controlling or FI-CO) and other Enterprise 

Resource Planning software 

 preparatory courses to the ongoing international convergence of accounting standards  

 COSO’s Internal Control Integrated Framework 

 implications of the Sarbanes-Oxley Act of 2002, the Dodd-Frank Wall Street Reform and 

Consumer Protection Act, the Bank for International Settlements (BIS) pronouncements, and 

the OECD transfer pricing guidelines, etc. 

Best practice in curriculum adaptation is demonstrated by Holy Angel University (HAU) in Pampanga 

and can serve as a model for local business and accounting schools. The HAU College of Information 

and Communication Technology offers a Bachelor of Science in Information Technology major in 

Network Administration. HAU ensures that the course is tailored toward industry requirements 

because of its partnership with CISCO Systems Networking Academy. Graduating Network 

Administration students usually take the Cisco Certified Network Associate (CCNA) exam. This 

certification assures a prospective employer that the candidate can install, configure, operate, and 

troubleshoot medium-size route and switched networks, as well as implement and verify 

connections to remote sites in a WAN. HAU faculty include CISCO instructors who can provide 

review classes for the CCNA exams. 

Workshop participants noted that since IT-BPM companies are in the business of supplying cross-

border services, the universities with outdated curricula may benefit by cultivating tie-ups with 

these companies and with international organizations.  

The UNESCO Institute for Educational Planning published a report in 2007 citing that only 60 higher 

education institutions (HEIs) in the Philippines out of more than 1,400 have active linkages with 

foreign institutions. Most of these linkages are for academic and cultural exchanges and only five 

Philippine HEIs—inclusive of Holy Angel University—are known to have arrangements with foreign 

providers involving importation of transnational higher education.17 (Note that the observation 

about the gap between the academe and industry practice will, thus, apply not only to F&A but 

perhaps to the entire CSS). 

There is also a need for stop-gap measures to bring new graduates up to speed. On its own 

initiative, P&A has been conducting seminars on industry trends, sponsoring quiz bees, and 

providing support for career day programs in order to share the firm’s industry expertise with 

faculty and students of a number of universities including Bicol University, De La Salle University, 

Saint Louis University, Holy Angel University, Polytechnic University of the Philippines, San Beda 

                                                           
17

Cross-border higher education: regulation, quality assurance and impact (Chile, Oman, Philippines, South  Africa), UNESCO Institute for Educational Planning,  

http://unesdoc.unesco.org/images/0015/001538/153897e.pdf. 

 

http://unesdoc.unesco.org/images/0015/001538/153897e.pdf
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College, University of the Cordilleras, University of the East, University of the Philippines, University 

of San Carlos, and University of San Jose-Recoletos.  

The suggestion from the workshop is to institutionalize the individual company initiatives similar to 

that of P&A and to offer the undergraduate topics above as part of the Professional Regulation 

Commission (PRC) and PICPA’s Continuing Professional Education (CPE) topics, as an interim 

measure. CPE courses should also facilitate the achievement of internal certifications such as the 

International Financial Reporting Standards (IFRS) certificate program or the certified internal audit 

program. Companies that want to outsource or handle offshored work will look to recognizable 

standards. International professional certifications can help give visibility about the quality of talent. 

Finally, there is a recognition that the best accounting graduates will still be found in Metro Manila. 

However, this is not to say that there is no meaningful role for the Next Wave Cities™ to fulfil. There 

is still a large need for graduates of courses such as BS in Accounting Technology to satisfy roles that 

involve bookkeeping, among other things. Nonetheless, there are standards to be met (and 

disclosed) in this regard. 

 

COMPETITIVE CONDITIONS 

It is important to accurately represent the prevailing competitive conditions because this will shape how 

any CSS strategy will be effective in achieving the priorities concerning the IT-BPM industry. Some of the 

competitive conditions include the following: 

Heterogeneous companies in the Corporate Services Segment 

There is considerable diversity in the service offerings—if not the business models—of companies 

lumped together in the CSS. It is a challenge to define the common needs across these diverse 

companies. Defining the needs for continuing professional education will need to be done at a more 

granular level, for instance. 

Appreciating peso 

The continuous inflow of foreign exchange in the country has led to a steady climb in the value of 

the Philippine peso. [The Philippine peso has depreciated in late 2013-Ed.]The country’s gross 

international reserves stood at US$84.1 billion in November 2012, the highest on record.  The 

amount is enough to cover the country’s import requirements for over a year and is also nearly 

seven times the combined short-term debt of private and government entities in the Philippines. 
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The BSP has been incurring foreign exchange losses at more than ₱36 billion a year in the last two 

years in its efforts to stem the appreciation of the peso. The likelihood that the BSP can slow down 

the appreciation of the currency with the same effectiveness as in the past is unlikely.18 

Graveyard shift and the contact center stigma 

The technical (and consequently the value-adding) content of most CSS roles is appreciably higher 

compared with a typical contact center job. So while there is relatively less concentration of roles in 

the CSS in the graveyard shift, there is also a higher concentration of professional staff in the CSS 

service teams with a strong aversion to working in that shift even if the offered role is directly 

coupled with an attractive career ladder.  

Parental influence is strong with single, young professionals and their views typically reflect the 

largely unwarranted perception that contact center jobs are good only for the short term and have 

serious negative safety and health effects on employees. These views are usually fed by media 

reports reflecting little understanding of contact center work  but which unfortunately affects other 

IT-BPM sectors including the CSS. 

Concentration of talent in NCR 

Firms in the CSS have a common perception that there persists a concentration of talent in the NCR. 

That the best accounting professionals are predominantly in the NCR best illustrates this 

observation. To be sure, the more populous cities in the Philippines will be more successful in 

contributing to the overall talent pool than the less populous areas. Nonetheless, a quick inspection 

of the number of accounting graduates passing the CPA Board examination last May 2012 reveals 

that roughly 40% of all the successful candidates graduated from universities in the NCR—compared 

with NCR’s 13% share in the country’s population (2010).  

By comparison, the greater Cebu and Davao regions only managed single-digit percentage shares of 

the country’s successful CPA examinees—a far cry from the NCR’s performance. For one, there is a 

need in the Next Wave Cities™ for more CPA review schools and more anchor universities, like the 

University of Santo Tomas in the NCR, which can produce a large number of high-quality graduates. 

 

Stable government incentives 

While the relative cost of operating in the country remains to be a fraction of retaining the same 

operations in the parent organization, the one-time costs of migration and transition including the 

costs of establishing a governance framework and an IT network can be considerable. The stable set 

of fiscal incentives (i.e., national through the BOI and PEZA and local through the LGUs) granted to 

                                                           
18BSP losses balloon to ₱68.36 billion in third quarter, The Philippine Star, November 19, 2012, http://www.philstar.com/business/2012/11/19/868261/bsp-

losses-balloon-p6836-billion-third-quarter. [Note: In December 2013, on signs of a meaningful recovery by the US economy, the dollar strengthened vis-à-vis 

currencies in the region including the Philippine peso. –IBPAP] 

http://www.philstar.com/business/2012/11/19/868261/bsp-losses-balloon-p6836-billion-third-quarter
http://www.philstar.com/business/2012/11/19/868261/bsp-losses-balloon-p6836-billion-third-quarter
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the IT-BPM industry has been effective in countervailing the switching costs involved in setting up in 

the country. 

Weak Global Demand 

The high unemployment rate in developed countries, particularly in Western Europe, will remain 

intractable due to the continuing global recession. The recovery of employment to its pre-recession 

peaks is expected to be achieved only sometime in 2016. These factors will contribute to tepid 

demand for offshoring as developed economies put priority to creating employment in their own 

backyard.  

Telecommunications infrastructure 

Telecommunication companies (Telcos) follow their customers and customer demand drives the 

continuous infrastructure investments by the Telcos. Telecommunications infrastructure has been 

built in the Next Wave Cities™ and Telco capacity is not seen as a limiting factor to growth in the 

short to medium term. Communications costs are moderate. 

Despite this, there is a strong reason for concern because Philippines has been steadily dropping in 

the World Economic Forum’s global ranking for Networked Readiness—from 58th place in 2001 to 

86th place in 2012. The Networked Readiness Index (NRI) measures the capability of countries to 

take advantage of opportunities offered by ICT for development and increased competitiveness. 

 

Continuing shortage in teachers 

While initiatives such as the TESDA Train the Trainor program are laudable, any serious attempt at 

large-scale, geographically distributed talent development program will inevitably be met with a 

shortage of teachers. Further, many of the generic skills required by the CSS will be more 

appropriately taught as part of secondary and tertiary education.  

Thus, the investment with the most direct impact on the scalability of talent development is the 

upgrade of the salaries of teachers. This is a structural issue that has been apparent since the 1970s: 

teachers are not paid well because students will not otherwise be able to afford the tuition.  

The recent economic growth spurt has not materially benefited teachers. In terms of pay, teachers 

have been losing ground for most of the last decade. About 30% of teaching and education degree 

holders work outside of teaching.19 Further, the country already has a relatively old teaching force 

and can expect the supply gap to become more acute before it gets better. In contrast, Singapore 

has seen a 27% increase in the number of teachers in the 10-year period up to 2005. While the 

structural correctives may be out of the scope of this study, the continuing shortage of teachers will 

nevertheless have a pervasive impact on the dominant issue of talent development. 

                                                           
19Do Countries Paying Teachers Higher Relative Salaries Have HigherStudent MathematicsAchievement?, TEDS-M, Stanford University, 2009, 
http://www.iea.nl/fileadmin/user_upload/Publications/Electronic_versions/TEDS-M_Cost_Study.pdf. [Note: More and more of the Philippines’ best teachers are 
being hired to teach in other countries. –IBPAP] 

http://www.iea.nl/fileadmin/user_upload/Publications/Electronic_versions/TEDS-M_Cost_Study.pdf
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OBJECTIVES OF THE CSS STRATEGIC GROWTH PLAN 

The objectives of the CSS strategy can be better expressed once the CSS vision has been defined. 

Nevertheless, the following should be included: 

 Quality – The CSS quality standards for talent sourcing and development need to be defined, 

measured against recognized global benchmarks (including professional certifications), and 

periodically reported. 

 Immediacy – There are industry needs that are immediate, if not urgent. Solutions should be 

capable of producing near-term results. 

 Sustainability – Governmental and industry intervention should be designed to permanently 

alter the CSS’s industry structure and competitive framework. Programs that provide upkeep, 

support, or financial assistance should necessarily have defined exits or end dates.  

 Scalability–Programs should be designed according to principles of modularity, scope economies 

(i.e., co-location), replicability, and work distribution. 

 Sourcing efficiency – This will require an efficient information-sharing network and striking a 

balance between collaboration and competition among the industry players. 

DEVELOPMENT AREAS 

CSS firms have identified four broad areas for development that need to be addressed in a CSS strategic 

growth plan: 

Tripartite Partnership among the CSS, the Academe, and the Public Sector 

There are already a few research and data-gathering activities as well as support programs in place 

involving private-public partnerships. For example, with respect to the need for a university degree 

program for the BPO industry, SMP has been rolled out in four private colleges and universities—

University of Makati, Asia Pacific College, Lyceum of the Philippines University (Calamba, Laguna), 

and the Jose Rizal University. SMP will also be rolled out in 17 SUCs over the next two academic 

years by IBPAP with funding from CHEd.  

The following are other areas for possible improvement: 

 Public-Private Partnership Council 

To better coordinate efforts, the creation of a Public-Private Partnership Council would be a 

good first step. This PPP Council would ensure that the different ancillary programs, e.g., the 

Technology Panel on IT Education, act in concert with or in reinforcement of the other 

programs and strategic initiatives. It would also serve as a hub for data gathering and 

research and the single point of contact for potential locators, investors, host locations, and 

other stakeholders. To achieve this, the PPP Council should be composed of industry 
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association representatives and the key government agencies, including DOST-ICTO and the 

DTI. 

  

 Student Internship Programs 

A 6-month (600-hour) internship program is integrated into SMP and is the final step in 

completing the specialization track. By institutionalizing the internship program, it is hoped 

that strong links between schools and companies will become self-sustaining and 

widespread.  

Internships of this length (rather than shorter-term ones) can be structured to address soft 

skills requirements such as cultural intelligence, and practical English proficiency. The 

program’s success will also require pre-internship training in the university (in association 

with IBPAP or its accredited trainers for schools outside the NCR, if necessary) on corporate 

behavior—covering such topics as punctuality, corporate dress code, office productivity 

tools and equipment, and how to function in an office setting. Teacher and school 

monitoring will have to be agreed on. The advantage of this design to the CS firms is that 

this provides them with more time to decide whether they want to select an individual 

trainee for permanent employment, it provides them productivity from individuals that are 

not usually counted in the headcount, and provides them capacity in case of contingencies. 

The GCAT may be used as a basis for selecting both the interns and the schools.  

 Teacher-Immersion Programs 

There was extensive discussion and a broad consensus that teacher-immersion programs 

should be a staple of industry-academe partnerships20. The immersion will involve a 

combination of academic research, consultancy, and a customized management 

development program and should be for a 3- to 6-month period. The immersion programs 

should address a few concerns, such as: 

a. Teachers need to better appreciate the IT-BPM industry; they represent a strong 

influence on graduates on the latter’s alternative career opportunities. University 

relationships address not only talent supply but also the imperatives of brand. 

b. The interaction will update the professional skills of teachers in the latest global 

developments. 

c. Ahead of the slow and deliberate process of the university aligning its curriculum, 

teachers can adjust what they actually teach to reflect current realities. 

d. The teachers will be entitled to performance-based allowances that will mitigate some 

of the structural concerns on low salaries of university faculties. 

                                                           
20

 IBPAP has integrated train the trainers (T3) modules under ITWSP and faculty development programs under SMP. The association will also 

manage a project funded by the ADB which includes a faculty development component. 
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The issues that need to be threshed out include: 

a. How to mitigate the risk of losing the best teachers to industry 

b.  Whether companies are able to enlist teachers to undertake research 

c. How to involve professors meaningfully without compromising critical processes and 

data and information security 

 

 IT-BPM Leaders Career Day 

There are many IT-BPM executives and managers who will be willing to participate in IT-

BPM Leaders’ workshops on specific practical topics to be agreed on with the universities as 

culminating activities for some courses. This will increase awareness of students about the 

IT-BPM industry and increase its attractiveness to them. The program’s success will depend 

on a pool of leaders who need to commit to making themselves available. One suggestion 

(that generated some debate) is to tie ROHQ and PEZA tax incentives eligibility to university 

tie-ups such as this to ensure that IT-BPM leaders will be committed to sustainability. 

 Curriculum Redesign 

Universities are not immune to branding and some have built their success around a 

reputation for excellence in specific fields. For example, the University of Colorado is known 

for Mining Engineering and UP Iloilo for Marine Biology. For universities, the active pursuit 

of excellence in a specific discipline will require much effort and extensive cooperation with 

the Next Wave Cities™ and the specific segments of the IT-BPM industry.  

There are several initiatives that may serve as a blueprint for local universities to follow. 

Apart from the DOST-ICTOled broad initiative mentioned earlier involving four colleges and 

universities, there are five classes on-going at the University of Makati on Service 

Management. Another good pilot for curriculum review is being led by P&A to tackle the 

mismatch between accounting education and industry needs. P&A is commissioning the 

University of Asia and Pacific to survey PICPA, Association of Internal Auditors, IBPAP for 

possible curriculum changes and the drafting of metrics other than the CPA certification. 

Finally, what is perhaps the most important output of an institutionalized tripartite 

partnership is the formulation of an education strategy. An education strategy will tie all of 

the different talent development programs together and will allow for better coordinated 

execution. 

 

Standards and Communication 

 

Increasingly, companies that wish to outsource or offshore will look to apply globally accepted 

standards and measures of the competencies and performance history of potential service providers 

before they make their decisions. Professional certifications for key personnel can help give visibility 
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about the quality of talent. (Some certifying organizations even offer discounted fees and charges 

for certification candidates from developing countries.) 

 

The idea of a global set of BPO standards is not new. As early as 2010, China had pushed to attract 

foreign direct investment (FDI) in outsourcing by involving several of its provinces alongside the 

government bodies associated with outsourcing promotion and the BPO companies to establish 

global frameworks and standards on which the BPO companies should operate, as well as 

qualifications and certifications for Chinese BPO employees.21 In order to achieve this, China sought 

the assistance of an international consulting firm. 

 

The matter of agreeing and publishing human management, skills and performance standards can 

be contentious due to the potentially sensitive information that will need to be collected. This is 

where government organizations like the NSO and the BSP or industry bodies such as the IBPAP will 

be indispensable for success. An illustrative metrics chart for an F&A company is shown below as 

Figure 17. The services of the company as well as the performance and talent management metrics 

are presented in detail. 

 

        Figure 17:  Sample metrics chart for an F&A company 

 

Most of the metrics in this chart are self-explanatory. Some, like current skills gap, will need some more 

validation to ensure proper interpretation and reporting. In this instance, a good working definition may 

be: gaps between the skills currently available within a company’s workforce and the skills which the 

organization needs to achieve its business objectives. 

 

                                                           
21

BCI to help China Software Industry Association on Implementing BPO Standards, September 2010, http://www.bpocertifications.com/bci-news.asp?Y=2010. 

 

http://www.bpocertifications.com/bci-news.asp?Y=2010
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The DOST-ICTO and IBPAP talent development programs for the BPO industry already have their key 

performance indicators. Ultimately however, the success of the individual IT-BPM companies as 

indicated through the agreed set of industry standards and measures will have to be consistent with 

outcomes that such program metrics, in turn, reveal over time. Further there may be a handful of 

custom metrics that will need to be agreed to gauge the effectiveness of the various talent development 

programs for the CSS. 

Standards and metrics will have to be agreed right through the entire talent development value chain, 

i.e., for the teacher, the students, the schools, and even the information network. Companies will need 

to see a “Good Housekeeping Seal of Approval” for the teachers and schools they would want to partner 

with. In this way, companies will be better guided about which schools to fall back on for Service 

Management or for training on generic skills, for instance. 

 

Standards and metrics are merely the beginning point of a feedback loop. Thereafter, a couple of critical 

tasks need to be similarly institutionalized: 

 Based on the well-defined and measurable objectives and the related scorecards for the talent 

development programs, there needs to be firm processes to fine-tune the content and delivery  

of these programs based on the tracking of their effectiveness; and 

 A methodology and routine for messaging and more effective communication of the progress of 

these programs to the different stakeholders, current and potential. 

Meeting today’s needs through Finishing Schools for Near-hires and Continuing Professional Education 
(CPE) 
Finishing schools and professional training institutes should be considered part of the Education sector 

and should be brought into the loop as often as necessary when the tripartite partnership of industry, 

government and the academe decide on solutions for the talent development challenges of the 

industry. There will be greater interest from entrepreneurs if only some of their informational 

requirements can be met by the industry, such as: 

a. The extent of training being obtained from abroad 

Where there is enough demand from several companies then entrepreneurs can decide either 

to develop their own courses or arrange to bring trainers into the country instead. 

b. Skills and career maps  

Skills and career maps consolidated and published by organizations such as IBPAP can provide 

training companies a view of where to invest. 

c. Tactical concerns 

Through regular dialog with IBPAP and other industry organizations, entrepreneurial training 

companies can provide stop-gap solutions, anywhere from office productivity training to 

language skills to training on emerging IT applications. 
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Workforce development is a key driver of retention in the CSS given the wide spectrum of talent 

requirements and the prevalence of professional and technical roles. The IBPAP tagline for the IT-BPM 

industry—Work abroad, Live here—rings especially true for the CSS. Finishing school and CPE institutes 

should be part of the brand proposition of the CSS of meritocracy and professionalism. The talent sought 

after by the CSS typically looks at the training as a key benefit of employment. 

Finally, scalability of these trainings is an important concern. A purposeful review of the best way to 

deliver each type of short-term or corrective training should be performed, i.e., online and web-based 

delivery, public courses where cross-disciplinary interaction can occur, or in-house training where 

context and domain knowledge will need to be built upon. 

Employability skills in secondary and tertiary education 

Many of the concerns of the CSS can be considered fundamental and may be best addressed as part of 

the improvements sought after in secondary and/or tertiary education: 

 Relating to English proficiency, how the tide of “Taglish” (i.e., Tagalog-English) may be held back; 

 How to tailor the programs to Gen Y so that the additional content envisaged does not become 

an exercise to cram more information, but instead become an exercise to instill behavior and 

values. 

 

Significance of the Next Wave Cities™ Program 

 

The interest of the CSS companies in the Next Wave Cities™ program is unmistakable. The rapid 

appreciation of the Philippine peso is threatening to make the local service providers pricey and 

uncompetitive. The Next Wave Cities™ offers perhaps the opportunity to manage costs down. It is noted 

that there are companies that have established their principal location in Metro Manila, and others find 

the option of a second site in a Next Wave City appealing for purposes of risk and workload balancing. 

Real estate and facilities management companies continue to offer advice to potential locators as these 

are guided by the assessments made either on their own or other third party sources. Nevertheless, 

efforts to continue to develop and promote the Next Wave Cities™ will continue, noting the program’s 

potential to distribute the economic benefits of the BPO industry across a wider geographical base and 

achieve a more balanced economic growth.  

 

  

 

 

 

 


