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VII.   Conclusion 

In February 2012 CLSA Asia-Pacific Markets reported that  the Philippines is undergoing a renaissance 

characterized by political stability, rising business confidence, low interest rates, a robust fiscal position 

and long-term demographic opportunities. All these are expected to lead to a major investment cycle 

last seen 15 years ago.22 On top of the huge remittances from overseas Filipinos, CLSA said the country 

could now count on other major growth drivers: 

 Driven by the IT-BPM industry, the service sector will continue to grow underpinning rising 

employment and per capita spend; 

 As the country approaches a demographic “sweet spot” in 2015, the country’s middle class will 

represent a fifth of the Philippines’ population; and 

 Tourism and gaming are forecasted to grow at double-digit rates. 

This ostensible Philippine renaissance is occurring even as the aging of the global population is leading 

to a talent shortage for most multinational businesses. The opportunities are heartening but that these 

will translate to the eventual attainment of the accelerated target of 1.3 million new jobs in Road Map 

2016 is far from assured. New methods, new approaches and perspectives, and new technologies are in 

order. Indeed, the Philippines is in the midst of a strategic inflection point that, to paraphrase Intel co-

founder Andy Grove, should compel us to change the very way we think and act.23 A strategic inflection 

point is when the balance of forces shifts from the old structure of doing business and the old ways of 

competing, to the new.24 A Corporate Services Segment strategic growth plan is essential and should 

introduce profound change that will foster transition out of the contact-center centricity of the IT-BPM 

industry. 

NEXT STEPS 

The activities undertaken by the project have identified a wide array of activities that can be initiated 

even as the CSS organizes to formulate its next steps.  

Some of the initiatives can be undertaken individually by market participants and stakeholders and do 

not necessarily require collaborative effort, e.g., the pursuit of specific niches such as those suggested in 

the sidebars to this report (XBRL, business domain modelling, etc.). 

Other initiatives will require coordinated action. The government and the private sector must 

successfully partner in order to properly nurture and grow the talent pipeline and to assist and guide the 
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Doris Dumlao, “CLSA believes Phl economy heading toward high-growth path”, Philippine Daily Inquirer, March 1, 2012, 

http://goodnewspilipinas.com/2012/03/01/clsa-believes-phl-economy-heading-toward-high-growth-path/. 
23http://www.investopedia.com/terms/i/inflectionpoint.asp#ixzz2IRXn8BUi. 
24http://www.vedpuriswar.org/book_review/only_the_paranoid_survive.pdf.  

http://goodnewspilipinas.com/2012/03/01/clsa-believes-phl-economy-heading-toward-high-growth-path/
http://www.investopedia.com/terms/i/inflectionpoint.asp#ixzz2IRXn8BUi
http://www.vedpuriswar.org/book_review/only_the_paranoid_survive.pdf
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Next Wave Cities™ to become viable destinations for IT-BPM operations. This will not only disperse the 

economic benefits of the growth of the industry, it may also ease the wage pressures in the existing 

hubs and mitigate the effects of a strengthening Philippine Peso. 

It will be useful to try to assemble the many initiatives in an Urgency-Importance Matrix similar to Figure 

16 (perhaps in a new workshop called for this purpose) in order to focus on the activities that have the 

biggest impact at the soonest possible time and with the least possible investment (resourcing being 

represented by the size of the ovals in the Figure).25While Figure 18 was prepared solely for illustrative 

purposes, a number of views nonetheless can be gathered from it: 

1. Important initiatives like adopting global best practices on the development of industry 

standards and metrics, curriculum redesign and the publication of industry data (particularly 

regarding the labor market) will have enormous impact at a relatively low cost. 

2. TESDA near-hire courses and AdEPT should be ramped up: the incremental benefit per peso of 

investment in these programs is higher than, say, in physical infrastructure. 

Figure 18 Urgency-Importance Matrix for CSS Initiatives 

 

Existing talent development programs must be fine-tuned and updated to better address the rapidly 

evolving offshore services environment. To this end, program accountability must be clearly defined and 
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The initiatives in the upper right quadrant of the matrix represent the most critical activities. The initiatives in the lower right quadrant may not presently demand 

attention but nevertheless represent important goals. While the initiatives on the upper left quadrant should be pursued, it is important that these do not 
monopolize attention away from the critical and the important proposals. 
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better metrics developed in order to ensure proper tracking of program performance and allow a 

constant re-examination of plans and programs. There are specific proposals that can gain traction with 

a joint push from DOST-ICTO and IBPAP: 

1. Initiate discussions to define collaboration programs with other outsourcing nations; 

2. Focusing government and industry marketing efforts on established multinational consumer 

companies in the Philippines to set up their respective GICs; 

3. Define and communicate a strategy for moving up the value chain (for instance, establishing the 

country as the preferred location for GICs); 

4. Promote the sharing of best practices among the Next Wave Cities™ for their integrative 

responsibility in bringing together schools, the community and other stakeholders in developing 

their ecosystem to support IT-BPM investments. 

The inescapable conclusion is that the Philippines has tremendous potential to capture a larger share of 

the Corporate Services Segment of the global IT-BPM industry. A unique combination of trainability, 

technical skills, communication skills, and interpersonal skills makes the Filipino ideally suited to the 

work. The City of London Investment Group PLC, a US$4.5-billiondollar investment management fund 

that specializes in emerging markets, has given a bold prognosis that best describes the strategic 

inflection point at which the country is situated.  

In its 4th Quarter 2012 Emerging Markets report, City of London declares that “within the ASEAN group 

of countries, the Philippines is shaping up to become one of the most exciting medium-to-long-term 

growth stories, with huge potential for catch-up with more advanced economies, such as Singapore and 

Malaysia.”26 [Italics eds.] 

The Corporate Services strategic growth plan will be a key navigational tool for CS businesses to manage 

this transition to upcoming modalities and adjust to emerging trends. In doing so, it will enable the 

Philippines preserve its lofty position in the global business process outsourcing industry. 

  

                                                           
26 Emerging Markets Macroeconomic Outlook, City of London Investment Management Company Ltd., October 

2012,http://www.citlon.com/special_reports/MacroQ.pdf 

http://www.citlon.com/special_reports/MacroQ.pdf
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____________________________________________________ 

This study is based on anecdotal evidence culled from the views 
presented by the CSS companies through the Industry Survey, 
the Focus Group Discussions and the Culminating Workshop 
supplemented by secondary data rather than firm and direct 
statistical data. 
 
Despite the challenges of driving voluntary participation during 
traditionally hectic periods in the IT-BPM calendar, the IBPAP 
team was able to muster enough of the industry brain trust so 
that lively discussions ensued and valuable insights were 
gleaned from the sessions. 
 
The Study Team is hopeful that the results of this effort will drive 
strategic initiatives that, in turn, will produce sustainable, long-
lasting benefits for the stakeholders in the Corporate Services 
Segment, the IT-BPM industry as a whole, and the country at 
large. 
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