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VIII.   Appendix 1 – Survey, Focus Group Discussion and Workshop 

Participants 

The Project Team would like to express their appreciation to the following who participated in the 
Survey, FGD and Workshop conducted and held during the months of September, October and 
November 2012. The participants include:  
 

Accenture Canlas, Neil  

Alexander Mann BPO Ltd.  Salipsip, Dennis  

Amdatex Osias Jr., Mandy  

BPO International Mapua, Victoria  

Citigroup Technology Infrastructure Africa, Jose  

Deutsche Knowledge  
Services Pte. Ltd. 

Aquino, Jojo  

DSM Manila Ventura , Franchot   

Globe Telecoms Velasco, Gedwin  

IBM Global Process Services Mirasol , Carina  

Integris Offshore Business Solutions, Inc. Chua , Alexis  

Logica Soriano, Charles  

P&A Grant Thornton Dizon, Gonzalo Benedicto   

Dy, Melanie  

Ramon, Maryll San  

Maceda, Jorj  

Carpio, Jessie C.  

Wells Fargo Philippines Solutions, Inc. Caldwell, David 
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X.   Appendix 3 – A Postscript Report to the Preliminary Study for  

 the Corporate Services Segment of the IT-BPM Industry 
 

 

There were many significant economic, social, and political developments in the short 

period from the conclusion of the Preliminary Study for the Corporate Services Segment 

of the IT-BPM Industry (Preliminary Study or Study). An additional activity was 

undertaken in April 2013 with some GICs where the following were discussed: 

1. The anxiety about the “Fiscal Cliff” and the debt ceiling negotiations had subsided and it was 

clear that a slow, structural recovery for the United States was underway. Cautious consumer 

spending and business investment as well as moderate labor market growth would characterize 

the short-term economic performance of the world’s premier developed economy. Conditions 

were rife for domestic sourcing to take off. 

2. The US$13 billion partial bail-out of Cyprus highlighted the reality that Germany and the other 

northern European countries had still not curbed the economic free-fall of their southern 

European counterparts and that nervousness over the Euro would linger. European companies 

were expected to explore back-sourcing to Central and Eastern European countries that are 

already members of the European Union—notably Poland, the Czech Republic, and Slovakia. The 

labor costs in these countries were already comparatively lower than China’s, especially for 

certain high-value skills. 

3. Despite the consensus in the last few years  of India becoming the next global superpower, it 

nevertheless saw its appeal as an outsourcing location continue to wane as global companies 

discover the strategic niches of talent in a growing number of emergent outsourcing locations. 

Recent adverse economic developments including lower GDP growth, consumer inflation, fiscal 

imbalances, and bureaucratic corruption also tarnished India’s image. In response to stiffer 

competition in outsourcing services and also to promote the lagging growth its manufacturing 

sector, India quietly adopted a policy of “preferential market access,” essentially mandating that 

half of all government procurement of computer hardware come from domestic sources. The 

Central Government also offered US$2.7 billion in incentives to promote the development of a 

domestic semi-conductor manufacturing industry. 

4. The Philippines received an early credit rating upgrade from Fitch Ratings, providing further 

support for an already strong Philippine peso. A 36% drop in the value of electronic product 

exports cut export earnings by almost 16%, a reversal that was deeper than what was 

experienced by all our other Asian neighbors and it highlighted the sensitivity of the electronics 

industry to currency trends. Because of this, economic growth was again expected to draw 

strength from buoyant private consumption and government spending. Although the Aquino 

administration was updating the Philippine Development Plan: 20112016 to ensure 

sustainability and inclusiveness of economic growth, the continued reliance on remittances of 

OFWs and the growth of the IT-BPM industry as pillars of economic performance would 

continue to be the dominant features of the Philippine economy in 2013. 
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Against this backdrop of rapid economic changes, a number of global in-house centers or GICs were 

invited to a presentation on the findings of the Preliminary Study to confirm the continued validity of 

the observations and the continued applicability of the recommendations, particularly the Talent 

Development Strategy Framework it proposes for an envisioned Corporate Services Segment Strategic 

growth plan within a national IT-BPM strategy. The participants to this presentation cum feedback 

session are listed in Annex A to this Postscript Report. 

It was no surprise that the comments to the Preliminary Study focused primarily on the issues relating to 

the talent and skills gap in the local labor market that are perceived as obstacles to both the growth and 

the sustainability of the industry. Overall, the response to the study was positive with comments on the 

depth of the secondary research that supported the survey, the focus group discussions, the workshop, 

and on the presentation of insights and ideas that are pertinent to the key issues facing the Corporate 

Services Segment.  

The discussions touched on many of the points raised in the Preliminary Study, to wit: 

 The improvement in employability skills of graduates was a major need. Industry programs 

could be organized according to the C&L Employability Skills quadrants to allow companies to 

systematically assess and improve the attributes of graduates prior to investment in technical 

skills training. 

  The importance of updating professional standards and introducing these to the Academe was 

stressed. A case in point was the lack of training in the State Universities and Colleges on the use 

of enterprise resource management software. IBPAP and respective councils, together with 

industry members had a significant role to play in proposing standards to Academe.  

 The crucial importance of branding and the need to address wrong perceptions about the 

industry was a major concern. Captive service centers were particularly well-positioned to offset 

the stigma of associated with contact centers, particularly with regard to lending their brand 

identities to create an awareness of the wealth of career opportunities in the IT-BPM industry. 

There were a number of observations that may need further exploration before the Final Corporate 

Services Strategic growth plan could be crafted: 

 One comment was that the biggest value added from talent development programs is in the 

cultivation of leadership skills, specifically the perceived cultural predisposition of Filipinos 

against speaking out.  

 There was a suggestion regarding the establishment of a shared, non-profit Training Center to 

serve the common needs of the individual companies in the BPO Industry – a practice that is 

typical within the industry guilds in Europe.  

 It would be useful to have documented case studies that would trumpet success stories of 

companies/locators in the Next Wave Cities™. 

 Given the significance of the role of GICs, there may be a need to discuss further the formation 

of a Council that will address the CSS’s specific concerns. The assistance of IBPAP would be 

invaluable in this regard. 
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There was a seeming contradiction in the observations of some participants: 

 One remark was that scope of the government support, particularly in the areas of incentives 

and legal and policy framework, needed to extend appreciably beyond what the Study suggests; 

 Another observation was that the multinational captives do have the ability to cope with the 

current issues and that the key contribution to be expected of government was only in the 

articulation of professional qualification standards. 

 

The outwardly contrary views could be explained by the wide assortment of the service offerings of the 

companies expediently grouped together as the Corporate Services Segment as well as the companies’ 

varying maturity levels in service management. This diversity brought to fore the challenge in devising a 

single strategy that would prove beneficial to all industry players. 

The good news was that the study sowed many seeds of ideas that might be nurtured to serve as leaven 

for the formulation of a coherent strategy. IBPAP shared the recent initiatives on SMP partnership with 

CHED and TESDA on near-hire programs, and invited the participating service centers to join the 

IBPAP/Talent Development Council.  

There was a broad consensus that more active participation and commitment of industry players is 

needed, preferably within the ambit of a formal Shared Services Council but also within the different 

working committees of the IBPAP. As a final note, it was suggested to follow through on the Preliminary 

Study through with another workshop aimed to reach a consensus in respect of the focus, programs, 

and strategic direction for corporate services segment. 
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XI.   Appendix 4 – About the Publishers 

Department of Science and Technology –  
Information and Communications Technology Office (DOST-ICTO) 
Undersecretary Louis Napoleon C. Casambre, Executive Director 

The Information and Communications Technology Office (ICTO) is a government agency under the 
policy, technical and administrative supervision of the Department of Science and Technology (DOST). It 
is tasked to lead and harmonize initiatives on ICT using a multi-stakeholder approach. Its primary thrusts 
include ICT industry development, eGovernment, ICT policy development, Internet for all and 
Cybersecurity.  
 
In the area of ICT industry development, the DOST-ICTO is tasked to formulate, recommend and 
implement an appropriate policy and program framework that will promote the rapid development and 
improved global competitiveness of the country’s ICT industry, including the IT-BPM industry. Towards 
this end, the DOST-ICTO implements and coordinates strategic and targeted programs in the areas of 
industry capability development, marketing and research, and workforce development for said industry. 
The programs will also support the national government’s objectives of sustained economic 
development through the generation of investments and creation of jobs from the ICT industry. 
 
Information Technology and Business Process Association of the Philippines (IBPAP)  
Danilo R. Reyes, Chairman 
Jose Mari P. Mercado, President and CEO 
 
The Information Technology and Business Process Association of the Philippines (IBPAP), formerly the 
Business Processing Association of the Philippines (BPAP), is the enabling association for the IT-BPM 
industry in the Philippines. IBPAP serves as the one-stop information and advocacy gateway for the 
industry. With approximately 300 industry and support-industry members, including five associations—
the Animation Council of the Philippines, Inc., Contact Center Association of the Philippines, Game 
Developers Association of the Philippines, Healthcare Information Management Outsourcing Association 
of the Philippines, and the Philippine Software Industry Association—IBPAP plays a pivotal role in 
sustaining rapid growth of the IT-BPM and GIC industry by working to ensure an enduring supply of high-
quality labor, supporting service innovation, and providing country visibility.  
 
IBPAP assists investors in setting up operations easily and quickly in the Philippines. Relevant research, 
introductions to key government and industry officials, and a series of briefings at each step of the 
investment process ensure a seamless development process. Ongoing support is provided through a 
wide variety of initiatives, including programs for HR development, business development, knowledge 
sharing and networking opportunities. 
 

 

Disclaimer: 

The views and opinions presented and expressed herein are those of the authors and do not necessarily reflect and represent the official position 

of the DOST-ICTO and IBPAP.  

 


