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Abstract 

The IT-BPO industry in the Philippines has experienced significant growth 

over the past decade and has now established itself as a global leader it. How-

ever, despite being a high growth sector, the industry is still troubled by high 

attrition rates annually. The research focused on the factors that affect employ-

ee retention, and identify the ways how the applicants, majority young workers, 

navigate the application, selection, hiring, and training processes in the indus-

try. The mechanism that the government, industry, and other stakeholders 

have put in place to address this issue was also discussed. 

The study used a mix of both qualitative and quantitative approaches. An 

online survey was used to ask former and current IT-BPO employees about 

their experiences in the industry, their primary reason for applying and their 

motivations for quitting, if applicable. Interviews with other stakeholders like 

the government, industry association representatives, and HR practitioners, 

were used to supplement the primary data derived from the online survey. The 

study employed a development framework highlighting the changes on how 

the labour market has used educated workers to contribute to national devel-

opment. Moreover, it highlights the initiatives the government and its major 

role in human capital development through education and training. 

Relevance to Development Studies 

Education is one of the primary human capital development initiatives of any 
nation. The study highlights the roles of different stakeholders in national de-
velopment, and how these stakeholders like the government, households, edu-
cational institutions, and the industry, affect the entire development frame-
work. It illustrates the decisions that dictate the demand and supply of skilled 
labour, and why these decisions do not lead the desired development outcomes 
like economic growth and general wellbeing. The reason for this then dictates 
the role of the government to introduce interventions, in this case, the preva-
lence of attrition and skills mismatch in the industry.  

Keywords 

Young people, IT-BPO, attrition, retention, human capital, labour market 
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Chapter 1  
Introduction 

1.1. Background of the Study 

A number of authors (Mattoo & Wunsch, 2004; Shamounki & Orme, 2003; 

Pande, 2006) have attributed the growth of economies in Asia-Pacific to the 

increased investment in education, skills development, and the use of technol-

ogy. Moreover, Pande (2006) stresses the importance of the use of technology-

oriented curriculum to address the labor market demands and improve com-

petitiveness. This highlights the role of education as a primary tool in human 

capital development. Creating education policies that take into consideration 

the changing demands of the market due to globalization facilitates this.  

The IT-BPM industry in the Philippines is a clear example of investing 

in human capital and technology that translates to growth. The country is now 

a global market leader in the Information Technology and Business Process 

Management (IT-BPM) sector. It is number 1 in voice and number 2 in non-

voice IT-BPM outsourcing destination with 1 million full time employees 

(FTEs), and has been credited to be one of the major drivers of economic 

growth in the Philippines (DOST-ICTO, 2015). Industry reports (Tholons, 

2012 & 2014; IBAP & TeamAsia, 2014) attribute the exponential growth of the 

industry in a short amount of time to the massive talent pool available in the 

Philippines, producing over 500,000 graduates annually. Aside from talent and 

skills, these reports note that the success of the industry is largely due to the 

fact that the labor force is service oriented and able to speak English. 

Among other industries in the Philippine labour market, IT-BPO has 

the highest employment generation potential due to its rapid growth for the 

past few years and it’s projected growth in the next five years. Moreover, the 

jobs being generated in this sector is parallel to the human capital investment 

initiatives of the government through the introduction of educational reforms 

like the implementation of the K-12 Program, Science, Technology, Engineer-

ing, Agriculture, and Mathematics or STEAM, and the strengthening of the 

Technical-Vocational Education and Training or TVET. The government is 

also funding other capacity building programs nationwide for graduates and 

‘near-hires’, or those who were able to complete the recruitment process but 

were not hired. However, aside from academic skills, graduates are now ex-

pected to have technical and soft skills to be considered employable. The gen-

eration before the implementation of these educational reforms are now find-

ing it difficult to enter the labour market.  

 

The ‘old curriculum’ is more focused on obtaining a degree, or the 

more traditional approach in higher education, while the new or ‘revitalised 
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curriculum’ focuses on developing well rounded individuals and equipping stu-

dents with 21st century skills. While they are technically qualified by satisfying 

the minimum requirement of having some college education, the necessary 

skills that the industry requires are lacking because they are not previously 

taught in universities. This results into massive skills mismatch. 

Cedefop (2010) discussed the negative effects of skills mismatch in 

both micro and macro levels. On a macro level, skills mismatch can cause loss 

of competitiveness and slow down national economic growth. This happens 

when firms are forced to fill positions with unmatched skills due to shortage of 

qualified labour or worse, leave it unfilled. On the other hand, on the micro 

level, having workers who are overqualified in terms of academic qualifications 

but lack the necessary skills and competencies is a definite loss. Young workers 

especially, who are entering the labour market, suffer from ‘constrained oppor-

tunities’ and wages in the domestic economy that may prompt them to seek 

employment elsewhere, eventually resulting to brain drain (Ra, Chin, & Liu, 

2015).   

1.2. Research Problem 

In as much as it is celebrated, there are issues and concerns about the industry, 

especially the gap in supply and demand of talents and its quality. The Bureau 

of Labor and Employment Statistics (BLES) reports that call center agent re-

mains to be the top identified hard-to-fill jobs across major occupation groups 

in the country with 63,212 vacancies or 42.4% of the total 149,226, citing the 

difficulty in finding applicants that have the right skills and competencies as the 

primary reason (BLES, 2014). This is further validated by industry reports, ex-

plaining that the hiring rate is only at 5-10%, wherein out of 100 applicants, 

only 5-10 get hired. Moreover, the contact center sector consistently records 

high attrition rates compared to other major industries with 60% company at-

trition, 20% leave industry (IBPAP & TeamAsia, 2014).  

Ofreneo et al. (2007) highlights the importance of investigating high 

turnover and replenishment rates in the industry, as it reflects deeper human 

resources development problems that doesn’t only affect the firm but the indi-

vidual employee and the industry in general. High turnover indicate that the 

industry is unable to address the concerns of its workforce. While it has been 

declining for the past few years, from as high as 50% in 2007,  20% attrition is 

still considered high for any industry. Moreover, Ofreneo et al. (2007:542) 

notes that 5% is already considered “atrocious, enough to fuel demands by stockholders 

for the resignation of the human resource and other managers, including the CEO”. Fur-

ther, if the 20% were retained, the shortage for agents will be minimized and 

reduce the costs incurred by the firm as well as the government in recruitment, 

training, and job orientation.  

A number of researches have been conducted over the years on the 

importance of examining employee turnover. The most apparent reason, as 
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articulated by Darmon (1990), is the reduction of recruitment cost and sociali-

zation. Rao & Argote (2006) explains that companies seek to prevent voluntary 

turnover to keep and preserve important knowledge and practices within the 

organization. Reilly et al., (2014) focuses on labour by highlighting the im-

portance of enhancing job performance, while Nyberg and Ployhart (2013) 

considers it important to develop human resources as a competitive advantage. 

Moreover, Fazio et al. (2017) discussed that turnover intention is heavily re-

searched because it is a good indicator of turnover behaviour. Early detection 

of employee attitude could prevent voluntary turnover. Key indicators of turn-

over intentions may include plans to leave their jobs and plans to search for a 

new one. 

This phenomenon was also observed and heavily researched in India. It 

is the original prime global destination of offshored work from USA, Europe, 

and Australia, before the Philippines overtook it in 2012. Vira and James 

(2012) describes the industry as a significant player in absorbing the growing 

number of young ‘educated unemployed’ in the country, and vital provider of 

‘decent work’. However, there are also criticisms especially in the quality of 

work and employment opportunities the industry offers. Tharoor (2007:17-18) 

describes it as the industry “providing well-educated, urban, middle class graduates”, 

who form the majority of the workforce, with extremely high salaries but only 

a fraction compared to what an American would be receiving for the same 

work. This, according to them, characterizes the India’s globalized workforce. 

Moreover, Vira and James (2012) reiterate Mirchandani (2005) in describing it 

as a process of offshoring work from the Global North to the Global South. 

While they recognize its significant contribution to the India’s global service 

economy, it is being criticized because it is considered to be a waste of India’s 

‘educated elite’. It is viewed as an exploitative neo-colonial scheme because 

“highly educated men and women of colour in the Global South are engaged in the type of 

employment that is conventionally associated with deskilled and feminized work in the 

North” (Mirchandani, 2005:114). 

 Moreover, as observed in India, it is important to examine the signifi-

cance of the IT-BPO industry as employers in the relatively new service econ-

omy of the Philippines. Chandrashekhar (2010) views the case of India in the 

post-reform growth context wherein economic growth doesn’t translate to job 

creation, which eventually leads to unemployment and underemployment 

(Thite & Russell, 2007). Moreover, Jeffrey et al. (2008) describes this phenom-

enon wherein more young people are recognizing the benefits and advantages 

of having education for personal improvement but is hampered by limited op-

portunities in securing a well-paying job. This, according to Jeffrey (2008) is a 

trend observed in the Global South. The IT-BPO industry creates a stir by 

providing new and decent work opportunities to the young and educated, ur-

ban middle class workers (Ramesh, 2005). It also provides young workers with 

financial independence by offering relatively high salaries and more disposable 

incomes (Kamdar, 2007). 
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1.3. Concepts and Definitions of Term 

1.3.1. Working Definition of Young Workers 

O’Higgins notes the UN standard definition of ‘youth’ as people who are aged 
15-24. However, this varies due to cultural, social, and political factors, as in 
the case of different conceptions of youth in European and developing coun-
tries. On the other hand, UNESCO (2004) provides an alternative definition 
by describing youth as a life phase of transitioning from childhood to adult-
hood. 

While there are many definitions of youth used all throughout the litera-

ture, the study would specifically look into workers aged 22-39 years. An aver-

age Filipino student, prior to the implementation of K-12 program, graduates 

and completes a four-year college degree at 20 years old, while those who are 

enrolled to science courses, like engineering and biology, completes the pro-

gram after five years or at 21 years old. Adding another year for the prepara-

tion to enter the formal labor market like licensure exam review, licensure ex-

am, and the actual job hunting, an average Filipino college graduate will most 

likely find a job and start working at the age 22, and would go job-hopping for 

the next five years or so, according to the study conducted by Future Work-

place in 2012. Moreover, the study explains that 91% of Millennials (born be-

tween 1977-1997) expect to stay in a job for less than three years. The age limit 

was set to 39 years to accommodate more ‘millennial’ respondents. 

1.3.2. Working Definition of Motivation 

Victor H. Vroom (1964) defines motivation as a process that governs an 

individual’s choices among alternative forms of voluntary activities. Therefore, 

individuals choose by estimating which among the alternatives and their ex-

pected results will match or lead to their desired results, also known as the va-

lence. This illustrates that individuals expect that their effort will lead to in-

tended performance or outcome. 

1.3.3. Working Definition of Turnover and Attrition 

The industry uses the word turnover and attrition interchangeably. 

They define attrition by using this formula: [Voluntary resigns of full-time em-

ployees in a calendar year / (Opening Headcount at the beginning of year + 

Closing headcount at the end of the year/2)]*100 (Vigroux, 2016). 

1.4. Justification of the Study 

While there is already an established problem in recruitment and selection, a 

bigger problem lies in employee retention. Industry data on attrition largely 

depends on exit interviews of employees resigning. While this may provide 
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good information, it may not be reliable because employees tend to hold back 

their real reason/s for leaving to prevent straining former professional relation-

ships. They are therefore inclined to give reasons that are generally more polite 

or acceptable rather than the real one, which could be more serious than what 

is put on paper. 

The research is not only concerned with identifying the reasons why 

young workers leave but to help identify ways to develop a more sustainable and 

value-adding industry (Ofreneo et al., 2007:554) by identifying factors that affect 

retention. This is in consideration of the fact that many young talented workers 

are encouraged to consider the IT-BPO as a career option. While programs are 

already in place to entice and prepare young workers to join the industry, an 

industry-wide retention program is necessary to ensure that resources that go 

into selection, hiring, and training, both from the government and the compa-

nies, won’t go to waste. Moreover, the career track of future graduates is 

geared towards the industry’s needs. It is therefore necessary to make it as a 

fulfilling choice to ensure sustainability and productivity. 

Moreover, previous researches done (Ofreneo et al (2007); Asuncion 

(2008); Amante (2008); Domingo-Cobbarrubias (2012); ) were focused on the 

call center industry. While contact or call centers account for the majority of 

the IT-BPO industry, it also has other sub-sectors that involve complex ser-

vices and processes that greatly affect the dynamics of work and working con-

ditions. These complex services now also require specific skill sets that are not 

covered in the previous studies. This study would therefore address those gaps 

and compare across sub-sectors. Additionally, the previous studies were delim-

ited to the workplace and how it consequently affects their personal relation-

ships, especially within their families. The research would also include their ca-

reer prospects while in the industry, as well as their plans to permanently leave 

it.    

1.5. Research Objectives and Questions 

The primary objective of the research is to examine the experiences of 

young and relatively educated young workers in the IT-BPO industry. Specifi-

cally, it aims to determine the reasons of former IT-BPO workers for leaving 

the industry, despite having relatively higher pay compared to other industries. 

At the same time, the study will also identify the factors that affect those who 

decided to stay in the industry and examine their career prospects. The central 

research question that guides the study is: 

 What are the determinants of employee retention in the IT-BPO indus-

try? 

The central research question can be broken down into the following sub-

questions: 

1. What is the primary reason for applying for an IT-BPO job; 
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2. How do IT-BPO employees perceive the nature of their job; 

3. In what ways does their work affect their general sense of wellbeing; 

and 

4. What factors contribute to organizational commitment or their deci-

sion to leave/stay? 

1.6.  Structure of the Paper  

Chapter one provided a general background of the study, statements of the 

problem justification for conducting the research, objective of the research and 

research questions. Chapter two presents relevant theories and concepts and 

how these are used to frame the research. It explains how human capital theo-

ry, and other concepts in motivation and retention affect employee’s commit-

ment to stay. Chapter three presents the strategies used in the study by explain-

ing the methodology, describing the target population, instrument, data 

gathering procedure as well as data analysis. Chapter four provides background 

the IT-BPO industry in the Philippines as well as its issues and concerns. 

Chapter five present and discuss the findings of the study relative to the theo-

ries and concepts reviewed in chapter two. Finally chapter six gives a synthesis 

of the previous chapters by providing concluding remarks of the study based 

on the results and discussions presented. 
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Chapter 2 
Theories and Concepts 

The theoretical and conceptual framework used in this study was the human 
capital theory, employee motivation and retention theories, education, labour 
market, and development theories and concepts. This was in consideration that 
these theories and concepts explain how the lives of young people are con-
strained and/or improved by political, economic, social and technological 
changes that affect young peoples career prospects and choices.  

5.13  Human Capital Theory 

Human capital theory (e.g., Becker, 1993) provides an explanation for 

any employment-related inquiry. It argues that individuals invest in their own 

human capital through education and training with the end goal of deriving 

economic rewards and outcomes as a result of their acquired human capital. 

Lepak & Snell (1999) explains that this is demonstrated by the way organiza-

tions hire employees based on the human capital of applicants. Therefore, hu-

man capital theory explains that the labour market normally works by matching 

the employee’s human capital and the job’s required skills and education 

(McKee-Ryan, 2011).   

The current Philippine educational system is gearing towards a revised 

curriculum to ensure global competitiveness. Students are now taught technical 

skills that are appropriate to the global standards of the labour market. Gradu-

ates are therefore hired and trained to fit the needs of the companies as college 

graduates are highly trainable. This could mean that their educational back-

ground may or may not be related to their current jobs. This is a reiteration of 

the findings of McGuinness (2006), Walker and Zhu (2005), and Ng & Feld-

man (2009) that overeducated individuals are predisposed to underemployment 

due to limited employment options. Moreover, due to limited opportunities in 

the job market, educated graduates turn to the IT-BPO industry as a stepping-

stone to their prospective career paths. Noting that the industry offers relative-

ly higher starting salary across all industries, young graduates see this an alter-

native rather than being unemployed. While this is true for young graduates, 

the industry also provides decent work opportunities for those who do not 

have a college degree. However, this further illustrates a loss to the graduates 

who have invested considerable amount of resources for their college educa-

tion. Canlas (2016) notes that the demand for educated and skilled workers has 

been increasing, and this is observed in the ICT subsector. This phenomenon 

also widens the wage gap between skilled and unskilled workers. And from a 

policy persepctive, this can be addressed by further investing in education to 

address income inquality despite the growth in the sector. 
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5.13  Theories on Employee Motivation and Retention 

Several theories explain employee needs and motivations that serve as the basis 
for employee retention program. For this study, the following theories were 
use: Equity theory (1965); Expectancy theory (1964); and Hertzberg (1959) two 
factor theory. 

2.2.1 Adams’ Equity Theory 

Equity theory by Adams (1965), as the name suggests, deals with the in-

dividual’s perception about how they are treated compared to others by main-

taining equity between their input into the and the outcome that they receive in 

return. Inputs come in the form of education, effort, work experience, and 

dedication, while outcome can be in the form of salary increase, promotion, 

and recognition. The inability to find equity can lead to actions and decisions 

that eventually result to leaving the organization. The main idea of this theory 

is that all the other inputs combined should be recognized in order to find eq-

uity.  

While the unit of analysis is the individual, it highlights the role of the 

organization, and how it affects the individual employee. This can explain what 

influences IT-BPO employees to compare their inputs to their contemporaries 

from other companies, in terms of salary and benefits for example, and even-

tually decide to leave to achieve equity between their inputs and outputs. This 

can also explain labour mobility within and outside the industry. However, 

there are also criticisms to this theory since it largely rests on the subjective 

comparison with others. Moreover, Beardwell et al, (2007) notes that there is a 

tendency for individuals to misrepresent or oversetimate their inputs, especially 

in terms of effort, and make subjective comparisons. 

2.2.2 Expectancy Theory 

Another widely used theory to explain employee motivation and retention 
is expectancy theory (Vroom, 1964; Porter & Lawler, 1968: Lawler, 1973). The 
main idea of the theory is that individuals join organizations with a set of ex-
pectations and if these are met, they will stay with the organization. The theory 
explains the relationship between structural, psychological, and environmental 
variables. Structural variables include work environment, autonomy, and work-
load. Psychological variables include job satisfaction and organizational com-
mitment. Finally, environmental variables include availability of job opportuni-
ties or career prospects. Critics like Lawler (1973) argue that Vroom’s theory is 
too simplistic, limiting the motivation of employees to be productive due to 
rewards like a raise or promotion. All of these factors were considered in the 
analysis of the motivation of respondents to either leave their organization or 
stay.  
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2.2.3 Herzberg Two Factor Theory 

Herzberg (1959) argues that there are job factors that lead to satisfaction 
while there are job factors that prevent dissatisfaction. Employees are motivat-
ed by internal values rather than external values at work. These factors are clas-
sified into two categories: hygiene and motivational. Hygiene factors are factors 
that are essential to the work that lead to motivation. These factors include pay 
or salary, work environment, benefits, and leadership to name a few. Moreo-
ver, these factors causes dissatisfaction and therefore should be eliminated. 
Motivational factors, on the other hand, lead to satisfaction from conditions 
intrinsic to the job like recognition, opportunity for growth, and responsibility 
among others. In other words, people show their dissatisfaction with salary, 
job security or organisation policy. However, improvement regarding these 
dissatisfying factors does not necessarily mean having satisfied employees. 

5.13 Education, Labour Market, and Development 
Framework 

Orbeta (2003) proposed a framework that shows the roles of the five agents, 
which are the government, households, education/training institutions, pro-
ducers, and the external sector, and how the decisions of these actors affect the 
demand and supply of skilled and unskilled labor. This is summarized in figure 
1.  

Orbeta (2003) explains that the primary motivation of households in in-
vesting in education and participating in the workforce is future income pro-
spects and personal wellbeing. Further, he notes that education does not only 
contribute to higher wages but also other non labor market benefits such as 
better quality of life. Education, therefore is both motivated by investment and 
consumption. Education entails costs such as tuition, transportation, and other 
allowances while in school, as well as indirect cost or opportunity cost meas-
ured by earnings lost by going to school instead of going to work. It also high-
lights the effect of labour force participation in schooling that is why these two 
are decided at the same time. 

Education and training institutions decide in consideration of courses that 
companies demand to ensure revenues from enrollment. However, this will be 
largely affected by their ability to hire good professors, which is highly depend-
ent on how much they would charge their tuition and other fees. 

All of these decisions combined, the entire process produce both skilled 
and unskilled workers. Firms and/or producers decide on “production volumes, 
pricing of outputs and hiring and input price offers” (Orbeta, 2003:5). Production vol-
umes are dependent on demand prospects, which is determined by product 
prices. Moreover, “input hiring and price offer decisions, including those for 
skilled/unskilled workers, are dependent on the production volume and product pricing” 
(Orbeta, 2003:5). Therefore, education-labor market outcomes are determined 
by factors within the sector as well as the general economic environment. 
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Figure 1. Education, Labour Market, and Development Framework 

Source: Orbeta, Aniceto C. (2003). Education, Labor Market, and Development: A Review of the Trends 
and Issues in the Philippines for the Past 25 Years. Philippine Institute for Development Studies. p4. 

 

The framework proposes that the demand for skilled and unskilled labor is 
the result of private decisions of these actors. In the event that these decisions 
do not lead to desired outcomes like economic growth, equity, and personal 
wellbeing, the government steps in. The government, in turn, will introduce 
interventions in the form of policies and regulations. 

5.13 Conceptual Framework 

The study came up with the the framework that relies heavily on Equity theory, 
wherein both intrinsic and extrinsic factors were identified as independent var-
iables. Intrinsic factors include salary, work environment, superior-subordinate 
relationship, while extrinsic factors include career development, autonomy, 
recognition. These factors combined lead to decisions that affect employees’ 
commitment to the organization. This is illustrated in figure 2. Relating it back 
to the education, labour market and development framework of Orbeta (2003), 
while personal wellbeing focuses in the individual, it is also the ultimate goal of 
every decision maker in the framework, so much so that it is considered to be 
parallel with economic growth and equity. While equity theory is directed to 
the individual employee, its effect on personal wellbeing and the ripples it cre-
ate affect the entire system. These were explored in this study, as illustrated the 
development framework of Orbeta (2003.) 
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Previous studies have highlighted high attrition rates in the IT-BPO in-

dustry, particularly in the contact center sector. This study also included other 

sectors like BPO and KPO that requires more complex skills and higher level 

of education. Recent studies have reported that there is a significant decline in 

the attrition rates, but still remain high according to industry standards. The 

study examined the factors that contributed to its decline.  

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2. Conceptual Framework of the Study 

 

Independent variable 

Intrinsic Factors 

 Salary 

 Work environment 

 Leadership 

 Organizational  
structure 

Employee retention 

 Intention to leave 
or stay Extrinsic Factors 

 Training and devel-
opment 

 Benefits 

 Recognition 

 Career/promotion op-
portunities 

Dependent variable 
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Chapter 3 

Methodology 

The study used a mix of qualitative and quantitative approaches. For the quan-
titative approach, a total of 97 respondents was targeted. Target respondents 
are young workers form the IT-BPO industry in the 20-39 age group from IT-
BPO companies in Metro Manila. While there are many definitions of youth 
used all throughout the literature, the study specifically looked  into workers 
aged 20-39 years.  

 

An average Filipino student, prior to the implementation of K-12 pro-
gram, graduates and completes a four-year college degree at 20 years old, while 
those who are enrolled to science courses, like engineering and biology, com-
pletes the program after five years or at 21 years old. Adding another year for 
the preparation to enter the formal labor market like licensure exam review, 
licensure exam, and the actual job hunting, an average Filipino college graduate 
will most likely find a job and start working at the age 22, and would go job-
hopping for the next five years or so, according to the study conducted by Fu-
ture Workplace in 2012. Moreover, the study explains that 91% of Millennials 
(born between 1977-1997) expect to stay in a job for less than three years. 
However, the IT-BPO industry, especially call centers, hire workers as young 
as 18 years provided that they have some college education and have excellent 
communications skills.To account for job-hopping within the industry, as it 
has been noted to be common among IT-BPO workers, and all the other fac-
tors combined, the study accepted responses from respondents who are be-
tween 20-39 years old. 

 

3.1 Sampling 

 

The size is computed using a standard sample size formula  

 

ss = Z 2* (p) * (1-p) 

c2 

where: 

Z = Z value (1.96 for 95% confidence level)  

p = percentage picking a choice, expressed as decimal (.5 used for sample size  

       needed) 
c = confidence interval, expressed as decimal (.10 = ±10) 
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Moreover, 97 is the standard number of respondents at ±10 confidence 
interval and 95% confidence level. This still holds true regardless if the popula-
tion is too large or unknown. For this computation, 20%, the average annual 
industry attrition, of 1.2M FTE or 240,000 was used as population size. 

 

The respondents were a mix of young workers who left the industry and 
those who are still currently employed but have tendencies of quitting. For this 
reason, respondents were chosen through snowball or chain-referral sampling. 
The researcher started from personal contacts and requested the initial re-
spondents to forward the survey to their former colleagues and friends from 
the industry. This was done by sending the link directing them to the online 
survey form.  

 

To supplement the quantitative data, a qualitative approach was used 
through in-depth interviews. The researcher interviewed one representative 
from the each of the following government agencies: 

 

 Department of ICT – the primary agency mandated to promote the IT-
BPM industry, among other things; 

 CHED – the primary agency mandated to oversee the delivery of high-
er education; and 

 TESDA – the primary agency mandated to monitor technical voca-
tional education & training in the country. 

 

A representative from industry associations and an HR practitioner from 
an IT-BPO company were also interviewed. This is to obtain data and mean-
ingful discussions on the initiatives of the government to address the issues 
and how the industry is responding to support these initiatives, and how they 
deal with the issue within their organization 

 

3.2 Instrument 

The online survey was created using esurveycreator.com. It is an online survey 
platform that supports educational institutions by offering its service for free 
with limited features. Aside from being free, this service provider was selected 
because the interface is easy to understand and use and the responses are up-
dated real-time. 

 

The survey has 25 close-ended questions and divided into three parts. 
The first part is composed of questions about the respondent’s demographic 
profile. The second part is composed of questions referring to their experienc-
es while in the industry. The third and last part is composed of questions that 
inquire about their likelihood of staying with the industry or organizational 
commitment.  
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The second part is further divided into two subparts. The first half was 
composed of questions about intrinsic factors of employment like their salary, 
work environment, and leadership/organizational structure. The second half is 
composed of extrinsic factor of employment like training and development, 
benefits, recognition, and career/promotion opportunities. The second and 
third part of the survey was a modified version of Dockel’s (2003) list of fac-
tors that affect employee retention. A copy of the online survey is attached as 
Appendix A. 

The online survey was launched last 5 October 2017 and was open until 
3 November 2017. It was closed when the 97th respondent completed the sur-
vey.  

An interview guide was used for the respondents from government 
agencies, IT-BPO companies, and industry association representatives. A copy 
is attached as Appendix B. 

 

3.3 Data Gathering 

The study used an online survey, considering the profile of the target respond-
ents. IT-BPM workers, or young workers in the 20-39 age cohort in general, 
are almost always online either through their personal computers or their 
smartphones. Using an online survey is more practical for both the researcher 
and respondents due to time constraints. Most of IT-BPM employees work on 
shifts that changes on a weekly basis. This would mean that scheduling a face-
to-face interview would be difficult given the limited amount of time. Also, the 
online survey would facilitate faster turnout of responses since they can com-
plete the survey during their free time or whenever convenient. The use of an 
online survey also guarantees the respondent’s anonymity compared to face-to-
face interviews, which is also one of the main reasons why some refuse to par-
ticipate. Most respondents feel reluctant discussing details about their work 
life. Moreover, a self-administered online questionnaire eliminates errors in 
encoding because the answers are recorded as the respondents complete the 
survey. It also eliminates the bias and errors in recording open-ended respons-
es. 

As for the interviews, a copy of the interview guide/questionnaire was 
sent to the respondents through email. They were requested to answer the 
questions and send the form back to the researcher. This was done to familiar-
ize the respondents to the questions and give them time to look for relevant 
data to support/explain their answers the questions. The interviews were con-
ducted between 15-28 October 2017, almost a week after the interview 
guides/questionnaire were sent through email. The interviews conducted were 
relatively short, lasting for 15-30 minutes each, since the questions were already 
answered and the interviews are for clarification purposes. This was done 
through phone or video-conferencing. Similar to the responses for the open 
ended questions, content analysis was used to process the answers. Their re-
sponses were used to validate and support the data from the survey. This will 
be done by discussing the experiences of the workers against the programs and 
policies of the government and the industry through their representatives.  

 

3.4 Data Analysis 
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Responses from the online survey was processed and analyzed using descrip-
tive statistics and frequency distribution tables and means. Standard deviation 
was also used to determine the variation of responses. Open ended responses 
was coded for emerging themes and processed using content analysis. 
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Chapter 4  
The IT-BPO Industry of  the Philippines 

4.1 The Philippine Information Technology and Business Process 

Management (IT-BPM) Industry: overview of services provided and 

processes involved 

 

The IT-BPM is a relatively new industry and it is virtually non-existent decades 

ago. Nowadays, almost every industry is largely dependent on technology. ICT-

enabled services and BPM therefore include a variety of services and cover dif-

ferent sectors. Therefore, as technology continues to develop, so does the cov-

erage of ICT-enabled services. Due to fast-changing nature of its services, it’s 

difficult to create a standard global definition (Del Prado, 2015). 

The Philippine of Trade and Industry (DTI) defines Business Pro-

cessing and Outsourcing (BPO) as the “delegation of service-type business processed to 

a third-party service provider” (Shead, 2017). The IT-BPO sector in the Philippines 

is one of the country’s fastest-growing industry (Cullimore, 2016). From 1,000 

employees in 2000, it grew exponentially with 236,00 FTEs and generated a 

total of US $3.4 billion in just 6 years. From 2006 to 2010, the industry record-

ed almost 30% compounded annual growth rate in revenues, making it a global 

center of excellence (DOST-ICTO, 2015). 

The  IT-BPM industry is broadly classified into two sectors: voice and 

non-voice. The voice sector is often is either labelled as  'call center industry', 

'contact center industry' or 'customer service industry' due to the nature of 

substantial interactive communication with the clients or customers (Ofreneo 

et al., 2007). The non-voice includes data encoding, database development, 

market research, handling of credit and billing problems loan processing, ac-

count management, data search, architectural blueprints, engineering and de-

sign, health and benefits management, pension benefits management, stock 

and options administration, payroll, finance and accounting, and other busi-

ness-related activities (Domingo-Cabarrubias, 2012; Ofreneo et al., 2007). 

Moreover, Ofreneo et al. (2007) argue that although call center opera-

tors work usually at night to synchronize their time with North America and 

Europe while most BPO workers work at daytime, other BPO activities like 

insurance claims processing also involves a certain level of interactive commu-

nication. They are therefore required to synchronize their work time and han-

dle interactive communication with clients. For this reason, the difference be-

tween voice and non-voice in terms of processes and time of work becomes 

ambiguous. 
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4.2 Growth throughout the years: revenues and FTEs 

In 2013, the IT-BPM industry’s revenue reached US $16.1 billion 

which is around 11% of global market share from only 5% in 2006. For the 

same year, it generated more than 917,000 jobs (see Table 1). Out of this num-

ber, 64% works in the voice BPM sector while 19% belong to non-voice and 

knowledge process outsourcing (KPO) sector. KPOs include financial and 

business research, and emerging fields such as online learning, marketing, and 

analytics. The remaining 18% is from IT and software development, health 

information management (HIM), engineering, animation, and game develop-

ment  (IBPAP, 2014). While majority of employment is generated by the voice 

sector, non-voice complex services, such as banking and financial services, in-

surance, healthcare, media, engineering, and creative services are expected to 

grow as global demand doubles. The global demand for IT-BPM services was 

estimated to double in 2016 with US $245 billion in revenues and 1.3 million 

FTEs (DOST-ICTO, 2015). 

  

  

  

  

 

 

 

 

 

Aside from revenues and direct employment, every job in the IT-BPO 

export industry creates an estimated 2.5 additional jobs (Mitra, 2011). Indirect 

job opportunities created by the IT-BPO include the following: construction, 

facility maintenance and security workers, transportation, telecommunication 

and other communication services, water, energy and other public utility ser-

vices, hotel and travel industry, entertainment, retail trade, banking-financial 

services, education, health, domestic help and other social services. 

Moreover, Mitra (2011) noted that the rapid growth of the IT-BPO in-

dustry translates to the rise in income generation and tax collections. The in-

dustry and its employees contributed around US$ 1 billion in personal taxes in 

2010. The bulk of the government tax collections from the industry and its 

employees come from employee‘s personal income tax, wealth and property 

tax plus VAT, sales, excise, stamp and registration revenue collections and var-

ious other taxes. Further, he estimates that the industry and its employees, to-

gether with revenues collected from indirect taxes, contributed US$ 2.5 to 3.5 

billion dollars in tax (Mitra, 2011). 

 

Table 1. IT-BPO Employment per Sector 
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4.3 Issues and Concerns within the Industry 

 

4.3.1 IT-BPM Industry Skills Mismatch 

In its white paper on finishing schools, Tholons (2012) listed samples 

of skill sets and academic disciplines that correspond to selected IT-BPM seg-

ments (Table 2). Technical skills are the skill sets, like programming for IT or 

3D animation, required by a specific IT-BPM service line. On the other had, 

soft skills are basic competencies required across all IT-BPM sub sectors and 

other professions in general. A study by IBPAP and ICTO in 2013 published 

the same results, highlighting the need for the soft skills such as critical evalua-

tion, communication, motivation, self-reliance and teamwork, among others. 

These are the skill sets that both the government and private institutions are 

addressing through their talent development initiatives (DOST-ICTO, 2015).  

 

Table 2. Tholon's sample list of skill set for IT-BPO Industry 

 

Source: Tholons, 2012 in DOST-ICTO Talent Deep Dive, 2015:9 

One of the major concerns of the industry is the continued supply of 

talents to address the growing demand for IT-BPM services. Moreover, due to 
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the changing landscape brought about by advancements in technology, the ser-

vices get more complex and require advanced skills to perform. Sue et al. 

(1998) describes this phenomenon as a “changing complexion of the workforce”. This 

means that technological advancements, increased global competitiveness, and 

consequently the work environment do not only affect the nature of work, it 

also affects the characteristics of the workforce. Further, Dockel (2003:9) notes 

that this change is characterized by a shift from a labor-intensive industrial society to 

an automated information society.    

It has been previously mentioned that difficulty in finding applicants 

with the right skills is the main reason for the low hiring rate. The minimum 

qualification for a contact center agent is completion of 2nd year college. Indus-

try reports reveal that while most of the employees are overqualified, especially 

for contact center jobs, most of them lack the necessary skills. This can be fur-

ther illustrated by skills mismatch. According to Bird & Ernst (2009), IT-BPM 

employees are predominantly young (23-28 years), and 80-90% employees are 

college graduates. ILO (2014) defines skills mismatch as various types of im-

balances between skills offered and skills needed in the world of work. It is 

classified into two types: vertical and horizontal mismatch. Vertical mismatch 

occurs when level of education or skill is less or more than required while hori-

zontal mismatch is having skills and education that is inappropriate for the job 

(see Table 3). Various forms of mismatch have always been a concern in the 

labour market for both developed and developing economies because he sup-

ply and demand for skills is largely affected by the general composition of the 

population, technological advancements, and the socio-economic state of the 

country. 

Skills mismatch largely affect economies and the labour market, which 

in turn affects economic productivity, growth, and competitiveness (see figure 

3). It is therefore necessary to implement enabling policies that facilitate the 

creation of education and training systems that respond to the needs of the 

labour market. This would entail collaborative efforts among stakeholders like 

the government, educational institutions, communities, non-government or-

ganizations, and private sector to support an economy that facilitates job-

creation and supplying the necessary talent through training and education 

(ILO, 2014). 
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Table 3.Types of mismatch and theoretical explanations 

 

Source: Organisation for Economic Co-operation and Development, in Quintini (2011). p8. 

 

 

Figure 3. Economic context of skills mismatch 

Source: ILO, 2014. p6. 

 

 

 

 

4.3.2 High Attrition Rates 
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According to the Contact Center Association of the Philippines’ (CCAP) An-

nual Report (2011), manpower and recruitment remains to be the biggest chal-

lenge in achieving their annual FTE target. The contact center industry is one 

of the biggest contributors to the country’s Gross Domestic Product (GDP), 

comprising 80% of the total Information Technology and Business Process 

Management (IT-BPM) industry, with a total of US $16.1Billion worth of rev-

enues in 2013, next to Overseas Filipino Workers (OFW) remittances (DOST-

ICTO, 2015). Despite the fact that the industry offers significantly higher-

paying jobs, it is still struggling to fill the gap of the talent-supply demand. Ac-

cording to Ofreneo et al. (2007), the average salary in the industry is twice to 

thrice the statutory minimum wage, while high-performing telemarketers can 

earn 4-5 times more with bonuses. Also, the contact center industry consistent-

ly record high attrition rates compared to other major industries with 60% 

company attrition, 20 % leave industry each year (IBPAP, 2014). Ofreneo et al. 

(2007:540) observes that most of them stay up to two years at the most while 

some last only two months. Further, he notes that this implies that “agents do 

not consider their work a career”. 

 

4.3.3 Talent Development Initiatives 

The government, in partnership with the industry associations through 

public-private partnerships (PPPs), developed talent development programs to 

address the issues on talent supply. The Philippine government, through the 

Department of Budget and Management (DBM), allocated US $12 million for 

the Industry-based Training for Work Scholarship Program (I-TWSP) under 

TESDA. The program offers scholarships for industry-approved courses on 

animation, software development, medical transcription, and voice. According 

to industry data, seven out of 10 I-SWTP scholars get employed. As of 2012, 

the program was able to train a total of 41,000 scholars, 20,000 of which were 

successfully hired. 

Improvements were also introduced in existing training and educational 

programs. It has been expanded to cover 100,000 students and 8,000 teachers 

and trainers. The 8,000 teachers and trainers are estimated to teach 50,000 

more students after certification. In addition, CHED launched the 21-unit Ser-

vice Management Program (SMP) course jointly developed by the industry and 

the academe (DOST-ICTO, 2015). The following programs are the higher ed-

ucation-based interventions introduced by the industry associations and the 

government: 

 Global Competitiveness Assessment Tool (GCAT) – an online test to 

assess the skill and gap areas that will be used by schools and compa-

nies in designing and creating interventions; 

 

 Service Management Program (SMP) - Mandated by CHED and de-

signed by IBPAP composed of 21 units geared towards the specializa-
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tion of business administration and IT college students who plan to 

work for the IT-BPM and global in-house center (GIC) industry; and 

 Advanced English Pre-employment Training (AdEPT), a two-week 

crash course to improve English proficiency of university students and 

employees already in the industry. 

There are other programs and initiatives being developed to strengthen the 

capacity building PPPs. These include the development of e-learning programs 

and courses for corporate services and other specialized fields. The industry, 

through its associations, is also working on promoting the career options in the 

IT-BPM industry. Their career marketing initiatives focus on the choice to 

work in the industry rather than going abroad called  “Work Abroad, Live 

Here”. This is done by promoting the opportunity of working for multination-

al companies without having to leave the country. This is heavily advertised by 

the industry through print, online, and other media campaigns. The govern-

ment, through the DOST-ICTO, is also promoting the industry through road-

shows in the Next Wave Cities or potential locations and sources of talent oth-

er than Metro Manila and Cebu. They conduct orientation and forums among 

students and members of the academe to discuss the trends and opportuni-

ties  in the IT-BPM industry. 

 

4.4 Education in response to Globalization  

Commission on Higher Education (CHED) Chairperson Licuanan said that 

the role of higher education in the Philippines is to expand and enhance career and 

life choices and chances of individuals. Specifically, it is an instrument for poverty allevia-

tion, human capital formation and technology driven national development & global competi-

tiveness (Licuanan, 2014). 

The Philippines, together with Angola and Djibouti, is one of the last 

three countries that have a 10-year pre-university education system among 155 

member countries of the United Nations Educational, Scientific and Cultural 

Organization (UNESCO). This prompted stakeholders to push for reforms in 

its educational system for the past few years. In 2012, then-President Aquino 

implemented the K-12 program. The primary objective of its implementation 

is ‘to decongest the curriculum, prepare the students for higher education, prepare the students 

for the labor market, and to comply with the global standards’ (Department of Educa-

tion, 2010). The program now requires Kindergarten and an additional two 

years for Senior High School.  

 

 

The Commission on Higher Education (CHED) is the primary govern-

ment agency mandated to oversee the operation of higher education system in 

the Philippines provided by both private and public institutions. As of the 

2013-2014 academic year data, there are a total of 1,923 higher education insti-
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tutions in the Philippines. Out of this number, 88% or 1,699 are private institu-

tions. The remaining 12% or 224 are public institutions, excluding 451 State 

Universities and Colleges (SUCs).  

For the same academic year, there are a total of 3.56M registered stu-

dents, 2.02M (57%) are from private institutions while 1.54 (43%) are from 

public colleges and/or universities. Majority of those enrolled in higher educa-

tion are in the National Capital Region (NCR).  

Undergraduate programs are classified into STEAM and non-STEAM 

courses. STEAM stands for Science, Technology, Engineering, Agriculture, 

and Math programs and only comprises 17.5% on the total enrolment in 203-

2014 academic year. Majority (82.5%) of the total enrolment in 2013-2014 aca-

demic year are from the non-STEAM programs that include Arts and Humani-

ties, Business Administration, Social and Behavioral Sciences, Education and 

Teacher Training, Medical, and other programs. 

With the implementation of K-12, the technical vocational education & 

training (TVET) track has been strengthened through the Technical Education 

and Skills Development Authority (TESDA). After finishing Grade 10, a stu-

dent can obtain Certificates of Competency (COC) or a National Certificate 

Level I (NC I). After completing Technical-Vocational-Livelihood track in 

Grade 12, a student is eligible for National Certificate Level II (NC II) after 

successfully passing the assessment of TESDA.  

The major change in primary and secondary curriculum, as well as the 

strengthening of TVET programs, is in response to the global demand for tal-

ent with advanced skills, which is now a prerequisite by employers due to tech-

nological advancement and competitiveness. The old curriculum focuses on 

achieving functional literacy while the K-12 curriculum aims for a more holistic 

development and obtaining 21st century skills. This is also in line with the hu-

man capital development thrust and national development initiatives through 

technology of the former administration. 

McLaren (2002) explains that a country benefits when young people 

grow up to be healthy, well-educated, skilled and employable, honest and law-

abiding citizens, who in turn become responsible parents. This has prompted 

families and governments to heavily invest on human capital development 

programs, specifically in higher education. This in turn created a sudden in-

crease in the number of young people graduating from higher education. Trow 

(2005) calls this a shift from elite mass to higher education systems. 

 

While this is can be viewed positively, the phenomenon has invited criti-

cisms. The capacity of the labour market to absorb the pool of graduates be-

came the subject of inquiries of several authors (Brint, 2001; Brown and Hes-

keth, 2004; Livingstone, 1998; Sutherland, 2008). Moreover, the phenomenon 

has led to the predisposition of these graduates in situations of underemploy-
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ment due to the nature of limited employment opportunities available 

(McGuinness, 2006; Walker and Zhu, 2005). Ng & Feldman (2009) further ex-

plains that as the average education of workers increases, workers are more 

likely to experience underemployment.  

While a number of research establishes that underemployment is also 

experienced by other groups like individuals nearing retirement age and ethnic 

minorities (Feldman, 1996; Ruiz-Quintanilla and Claes, 1996), the focus would 

be on young adults due to the high levels of investment made by individuals, 

organizations and societies in this group (Scurry & Blenkinsopp, 2011).  

Educational attainment is one of the primary drivers of a region’s in-

come and economic growth. Recent research (Berger and Fisher, 2013) shows 

that regions with a well-educated population experience greater growth in per 

capita income. In 2012-2013, a total of 12,626 CPAs, 71,939 nurses, and 29,712 

engineers nationwide passed the licensure examinations of the Professional 

Regulation Commission of the Philippines (PRC) (PRC, 2014). However, ac-

cording to World Development Indicators, out of the out of the 15% youth 

unemployment in 2015, more than half or 8.5% have advanced degrees.  
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Chapter 5 

Results and Discussion 

5.1 Respondent’s Demographic Profile 

The first part of the survey is composed of questions about the demo-

graphic profile that include the respondent’s age, gender, marital status, level of 

education, and housing. A summary of the data is provided in Table 1. Their 

demographic data is cross-tabulated with questions from other parts of the 

survey. These will be further explained as we move forward with the discus-

sion. 

Table 4. Summary of Respondent's Demographic Profile 

 (N = 97) 

n % 

Age 

20-24 

25-29 

30-34 

35-39 

 

10 

35 

44 

8 

 

10 

36 

49 

8 

Gender 

Male 

Female 

Others (Gay, Bisexual) 

 

41 

50 

6 

 

42 

52 

6 

Civil Status 

Never Married (Single) 

Married/With Domestic Partner 

Separated 

 

80 

14 

3 

 

80 

14 

3 

Highest Degree Completed 

Vocational 

Some College (1 or more years of college, no degree) 

Bachelor’s Degree (BA, AB, BS) 

Master’s Degree 

Professional Degree (MD, DDM, DVM, LLB, JD) 

 

2 

23 

61 

8 

3 

 

2 

24 

63 

8 

3 

Housing 

Owned 

Living With Parents 

Rented 

 

13 

52 

32 

 

13 

54 

33 

* Values used for discussion are rounded up/down to report whole numbers 
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Almost half of the respondents or 49% are from the 30-34 age bracket. 

This can be attributed to the fact that the researcher is around the same age 

and the initial respondents were personal contacts. Naturally, the other re-

spondents would forward the survey to their colleagues and contemporaries. 

More than a third or 36% of the respondents are from the 25-29 age bracket, 

followed by 10% from 20-24 and 8% from 35-39 age group. The oldest re-

spondent is 39 while the youngest is 20 years old. The mean age is 29.5.  

Out of the 97 respondents, majority or 52% were female while 42% re-

spondents were male. This is consistent with the earlier research by Cabrera-

Balleza (2005) and Pineda Ofreneo (2005) in the Philippines and Belt et al. 

(2002) from other parts of the world. The other 6% identify themselves as ei-

ther gay or bisexual. It is notable that there are a considerable number of 

LGBT workers in the industry who decide to be open about their sexual pref-

erence or orientation. This is also consistent with the observation that the in-

dustry is more open and accepting of the members of the LGBT community. 

Aside from providing new work arrangements with the use of technology, the 

industry also provides a safe space for the members of LGBT by being more 

tolerant and accepting of their sexual presentation and identity. Industry asso-

ciation representatives and HR practitioners describe IT-BPO employees in 

general to be younger and more open-minded compared to their older coun-

terparts. This facilitates the cultivation of a more tolerant and open workplace. 

IT-BPO companies also promote a more progressive attitude and culture in 

the workplace towards sexual orientation and gender identity expression or 

SOGIE. Some even allow their employees who identify themselves as LGBT 

to register their partners as eligible beneficiaries/dependents/recipients of their 

company’s health and wellness benefits. Most companies only allow immediate 

families and spouses to be registered as beneficiaries or dependents. Members 

of the LGBT community are at a disadvantage because same-sex marriage is 

not legal in the Philippines. The fact that IT-BPO companies can relax this rule 

attracts several members of the LGBT community. 

Majority or 83% of the respondents are single or never married while 

14% are either married or with a domestic partner, 3% are separated. Most of 

the respondents or 63% have completed a Bachelor’s degree while 24% have 

completed at least 1 year of college. A total of 8% of the respondents have 

completed their Master’s degree (MA) while 3% have professional degrees, and 

2% have vocational diploma. This is not surprising since most of the jobs 

available in the Philippines require a college degree as a minimum requirement. 

With that, those who do not have a college diploma find it difficult to find a 

decent job. Most of them would end up taking any type of job regardless of its 

quality. However, it is also notable that the industry welcomes applicants with 

at least some years of college education. This gives undergraduate job-seekers a 

fair chance of having decent jobs and, provided that they have the right skills 

and attitude.  
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HR practitioners and industry representatives notes that employees 

who don’t have a college degree are more inclined to work harder than their 

college graduates counterparts as they highly value the opportunity of having a 

job despite being an undergraduate. They also note that these employees are 

aware that no other industry would be able to provide the same working condi-

tions and benefits. This results to a positive outlook towards work and have 

low tendencies of quitting. 

 

When asked about their housing, more than half or 54% of the re-

spondents said they still live with their parents, which is typical of a Filipino 

household. Adult children continue to live with their parents, sometimes even 

after marriage, to help them save on rent and other expenses associated in liv-

ing alone. Moreover, Filipino families are tight-knit. Working adult children 

who live with their parents are also expected to help contribute to household 

expenses. The role of families will be further discussed later on, especially its 

effect on job search and work-life balance. About a third or 33% said they are 

renting while 13% said they own their current housing. 

 

5.2 Work Experiences in the IT-BPO industry 

 

5.2.1 Reasons for leaving the industry 

Moving to the second part of the survey, the respondents were asked if 

they are currently working for the IT-BPO industry. This is to filter those who 

have permanently left the industry to those who decided to stay. Table 5 sum-

marizes the number respondents who left the industry together with their rea-

sons. Majority of the respondents or 68% said yes while the remaining 32% 

have left the industry for good. The 32% who left the industry were further 

asked for their primary reason for leaving the industry. Almost half, or 48% of 

the respondents said they left the industry for professional and personal 

growth. This was followed by 36% saying that they found work that is more 

related to their training and educational background. Stress, burnout, and other 

health issues were identified by 10% of the respondents as the primary reason 

for leaving the industry while 6% said that they had to quit to pursue/continue 

their education. 

 

 

 

 

 

 

 



 28 

Table 5. Summary of the number of respondents who still work in the industry and the 
reasons of those who left 

 (N = 97) 

n % 

Are you currently working in the IT-BPO industry 

Yes 

No 

 

66 

31 

 

68 

32 

What is your primary reason for leaving the industry? 

 

Found work that is related to my educational background 

Stress/burnout/health issues 

Personal/professional growth 

Education 

(n = 31) 

11 

3 

15 

2 

35 

20 

48 

7 

 

 

5.3 Employment in the Industry 

 

Out of the 32% who left the industry, 39% were from the Back Office 

sector followed by 32% from the Contact Center. More than a quarter, or 26% 

were from the KPO sector while the remaining 3% were from HIM. When 

cross tabulated with age, the respondents fall within the 25-32 age bracket. 

This was also cross-tabulated with educational attainment, wherein 64% were 

college graduates, followed by 23% with MA. The remaining 13% were re-

spondents with some college education. This can be attributed to those who 

resigned to finish their college degrees. The cross-tabulated data is summarized 

in Table 6. 
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Table 6. Summary of cross-tabulated data with demographic profile 

 Are you currently working in the in-

dustry? 

Total 

Yes (N = 66) No (N = 31)  

97 n % n % 

Sector 

Contact Center 

Back Office 

ITO 

HIM 

KPO 

 

28 

15 

10 

4 

8 

 

42 

23 

15 

6 

12 

 

10 

12 

1 

-- 

8 

 

32 

39 

3 

-- 

26 

 

Age 

20-24 

25-29 

30-34 

35-39 

 

7 

20 

31 

8 

 

10 

30 

47 

12 

 

3 

15 

13 

-- 

 

10 

48 

42 

 

Gender 

Male 

Female 

Others (Gay, Bisexual) 

 

30 

31 

5 

 

45 

47 

7 

 

11 

19 

1 

 

36 

61 

3 

 

Civil Status 

Never Married (Single) 

Married/With Domestic Partner 

Separated 

 

52 

22 

3 

 

80 

16 

4 

 

28 

3 

-- 

 

90 

10 

-- 

 

Highest level of education complet-
ed 

Vocational 

Some College 

Bachelor’s degree 

Master’s degree 

Professional degree 

 

2 

19 

41 

1 

13 

 

3 

29 

62 

2 

4 

 

-- 

4 

20 

7 

-- 

 

-- 

13 

64 

23 

-- 

 

Housing 

Owned 

Living With Parents 

Rented 

 

9 

35 

24 

 

14 

50 

36 

 

4 

19 

8 

 

13 

61 

26 

 

Length of Service in the IT-BPO 
Industry 

Less than a year 

1-2 years 

3-5 years 

More than 5 years 

 

3 

6 

16 

41 

 

5 

9 

24 

62 

 

10 

14 

4 

3 

 

32 

45 

13 

10 
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Surprisingly, the most number of permanent resignations from the in-

dustry were not from the contact center but from the back office. It is not sur-

prising though among highly-educated young workers, especially those with 

MA. All of the respondents, except one, who have MA, left the industry after 

two years in the industry. Out of those who left with MA, more than half or 

57% said that their primary reason for leaving is to seek personal and profes-

sional growth elsewhere, while 29% said that they found another work that is 

more related to their educational background.  

The result is consistent with the discrepancy theory wherein employees 

exhibit negative outcomes when they experience a ‘discrepancy’ (McKee-Ryan 

& Harvey 2011). In this case, the respondents have different educational back-

ground or skill set required in the actual job requirement that lead to their res-

ignation. From a human capital theory perspective, employees use their formal 

education and training to expand their options in their search for better posi-

tions and income (Becker, 1993). Further, Jeffrey et al (2008) argues that while 

education plays a huge role in transforming lives, it doesn’t guarantee employ-

ment that is suitable for an individual. Moreover, they explain that the greater 

options and opportunities that education provides is largely dependent on the 

society's culture and power. In the context of the Philippines, there are several 

educated young people who are unemployed. This is due to skills mismatch 

that was previously discussed in the earlier chapters. Most of them also don’t 

have the resources to use their skill for self-employment or startup entrepre-

neurial venture.   

 Regardless if the respondent is still working or has left the industry, the 

next set of questions were asked regarding their experiences in application, re-

cruitment and training in their respective organizations. The ones who left the 

industry were given specific instructions to refer to their previous experience as 

an IT-BPO employee to be able to answer the questions. This is to have a uni-

form assessment of their experiences as IT-BPO employees. 

 The respondents were asked which sector does their organization be-

long. Most of the respondents or 40% work for contact or call centers. This is 

not surprising since industry data report that 64% of the IT-BPO industry is 

composed of contact centers. This was followed by 28% from the Back Office 

sector. Back office or business processing usually includes administrative pro-

cesses like HR/payroll and accounting. Knowledge Process Outsourcing or 

KPO workers make up 17% of the respondents. Their jobs vary from market 

research, marketing, advertising, legal, and education. These are considered to 

be high value jobs because that require certain knowledge and skills as well as 

educational background or training.  
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The KPO sector is projected to grow in the next years due to the in-

creasing popularity of research and outsourcing business-related activity that is 

part of a company’s value chain. IT Outsourcing has 10% of the total respond-

ents. Their jobs include software, application, and game development. The re-

maining 5% are from health information management sector. Figure 2 summa-

rizes the distribution of respondents per sector. 

 

Figure 4. Distribution of Respondents per Sector 

The distribution of respondents is consistent with the total share of the sectors 

in the industry in terms of full time employees. 

 

5.4 Application, Hiring, and Training 

The respondents were then asked about the status of their employment. Major-

ity of the respondents or 86% are permanent while 8% were contractual em-

ployees. The rest are probationary with 3% and 2% are consultants while 1% is 

project-based. Table 7 summarizes their employment profile. The Philippine 

labour code mandates that an employee becomes automatically permanent af-

ter six months of satisfactory performance while under a contract.  

 

 

 

 

 

 

 

 

 



 32 

Table 7. Summary of employment profile of respondents 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 (N = 97) 

n % 

Employment Status 

Permanent 

Contractual 

Consultant 

Probationary 

Project-based 

 

83 

8 

2 

3 

1 

 

86 

8 

2 

3 

1 

Length of Service in the IT-BPO Industry 

Less than a year 

1-2 years 

3-5 years 

More than 5 years 

 

13 

20 

20 

44 

 

13 

21 

21 

45 

Level in the Organizational Hierarchy 

Top Management 

Middle Management 

Supervisor 

Staff/Employee 

 

1 

10 

26 

60 

 

1 

10 

27 

62 

Gross Monthly Salary 

P16,000-P20,000 

P21,000-P25,000 

P26,000-P30,000 

More than P30,000 

 

14 

23 

9 

51 

 

14 

24 

9 

53 

Primary Reason for Applying for a Job in the Industry 

The job is interesting 

Relatively high salary 

Good promotion/Career prospects 

Benefits (Health, Insurance, Allowances etc.) 

Flexible work arrangements 

No other job opportunities available 

 

9 

53 

3 

7 

9 

16 

 

9 

55 

3 

7 

9 

17 
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However, according to interviews with an industry association repre-

sentative and HR practitioner in the IT-BPO industry, employees have the 

tendency to resign from work after getting their bonus or 13th month pay a few 

weeks before Christmas. This practice is especially common in the contact cen-

ter sector, given the fact that they always fall short on FTE targets. They have 

labelled this phenomenon as “call center-hopping”. This contributes to the 

high attrition rates in the industry. While some of them permanently leave the 

industry, most of them would just apply for another similar or even higher po-

sition in another company within the industry. Industry representatives and 

HR practitioners even call this a lucrative activity for ‘expert hoppers’ since 

some companies offer signing bonus equivalent to a month worth of salary.  

Another problem about this phenomenon is the costs associated to re-

peated recruitment, selection, and training. The industry as well as the govern-

ment spend considerable amount of resources to address this problem. Indus-

try data reveals that some employees leave as early as 3 months after getting 

hired. During this time, workers start to become proficient with their jobs. 

Trainings usually last between 2-6 weeks. At 3 months, an employee has al-

ready been able to complete a number of cycles in the work process, exposing 

them to different that require decision-making skills. By this time, they can al-

ready gain enough training and experience to become effective members of 

their teams. Most of the respondents who left the industry or 45% left after 1-

2 years in the industry while 32% left after less than a year.  

While they recognize this problem within the industry, they admit that 

they cannot stop agents from leaving their organization to seek better oppor-

tunities in other companies. Recognizing that this is not illegal, they somehow 

think that this is unethical. However, they also understand the need to fill up 

positions within their respective organizations so an applicant with skills and 

experience is a most welcome addition to their manpower. For this reason, 

companies have become more creative in their hiring and selection process. 

Some companies have promoted hiring more mature employees who are less 

prone to ‘hop’. The same can be also observed among younger workers who 

have no work experience. This is validated by the variety of age of the re-

spondents wherein the youngest respondent is 20 while the oldest is 39.  

This continuous process of recruiting, selecting, hiring, and training of 

employees increase the mobility of workers within the industry. This has also 

pushed for the increase of salaries as companies compete for the already lim-

ited talent pool. The salary of the respondents will be further discussed later on 

in more detail. 
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 When asked about their position within their organization, 62% are 

staff followed by 27% who are supervisors, 10% are part of the middle man-

agement while 1% belong to the top management. When asked about their 

monthly salary, more than half, or 53% said that they receive more than 30,000 

pesos while 9% get around 26,000-30,000 pesos a month. Almost a quarter, or 

24% receive a monthly salary between 21,000-25,000 while the remaining 14% 

belong to the 10,000-15,000 pesos monthly salary bracket. A summary of the 

distribution of respondents per monthly salary is shown in figure _. The mini-

mum daily wage in the Philippines is 512 pesos. That translates to around 

10,000 pesos a month. The monthly salary of an IT-BPO employee is signifi-

cantly higher than the national average, where some even earn more than three 

times. This validates previous studies that IT-BPO job pay more than the na-

tional average. It was also named one of the reasons why some of them con-

sidered applying to 

Those who receive more than 30,000 pesos are spread among all the 

sectors. Most of them or 35% belong to contact centers followed by 24% from 

the back office sector. ITO and KPO have 18% and 16% shares respectively 

while 6% are from HIM. It has been previously discussed that these sectors are 

high-value jobs and require more complex knowledge and skills. When cross-

tabulated with housing, most of the respondents or 45% who earn more than 

30,000 pesos still live with their parents. As previously mentioned, this is nor-

mal among Filipino households. Adult children still live with their parents even 

if they can obviously afford to rent or buy their own place. 

When asked about the primary reason why they applied for and IT-

BPO job, majority of the respondents or 55% consider the salary to be rela-

tively higher than the average rate. This was followed by 17% saying that they 

applied because there are no other job opportunities available. Out of this 

number, half or 50% eventually left the industry to pursue jobs that is more in 

line with their educational background. Other reasons for applying were flexi-

ble work arrangements (9%) and they consider the job to be interesting 

(9%).  Benefits like signing bonus, allowances, and health insurance as well as 

good promotion or career prospects were also among the reasons with 7% and 

3% respectively.  

 

When asked about how they learned about the job opportunity, most 

of them or 43% found about the vacancy through families and/or friends 

while 24% were through referrals from employees who are already in the in-

dustry. This is probably due to the fact that companies encourage referrals by 

giving a referral incentive. This could go as high as 10,000 pesos for every suc-

cessful referral. Online advertisements and job portals also serve as source of 

information for vacancies with 21% of the total respondents. Other sources 

include job fairs and advertisement form education or training institutions with 

10% and 2% respectively. 
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The data is consistent with the interviews from representatives of the 

government and industry associations that prospective talents are not fully 

aware of the career options in the industry. Though there have been significant 

efforts and initiatives from the government and industry to promote the many 

career opportunities through job fairs and trade shows, it was only identified 

by 10% of the respondents. Young workers still tend to rely on their family 

and friends on their career choices and confirms Gillies’ (2000) findings that 

young people rely on family members and their network to have access to jobs. 

Though this might be considered similar to referrals, relatives and friends only 

serve as the source of information and do not necessarily benefit from them 

being hired in the process. Referrals can be differentiated by being actively re-

cruited and persuaded with the intent to gain referral bonus, among other 

things. However, those who found work through job advertisements online 

and job fairs combine for a total of 31% or a third of the total respondents. 

This can be viewed as a good sign because those who used these facilities are 

actively looking for work within the industry, rather than rely on being actively 

pursued by recruiters or employers. This means that there is a growing interest 

among young workers and starting to consider the IT-BPO industry as a career 

destination.  

 When asked about their experience regarding training, 64% said that 

they have you completed or are you currently attending any training or pro-

gram skills development courses, either on line or in person, for the past 12 

months. The rest, or 36% said no, but out of this number, 43% are attending 

college or university courses. When asked if they have attended or attending 

university, 35% said yes. In other words, almost all the respondents have ac-

quired training and skills development and/or pursued advanced studies while 

employed in the industry. When asked about their primary reason for acquiring 

training and/or pursuing advanced studies, 32% said they need it for their cur-

rent employment. Both promotion and future employment came in second and 

had a 24% share each while 4% said that they did it for personal/professional 

growth or enrichment. A total of 16% said that they did not undergo training 

or pursued advanced studies, or not applicable in the questionnaire options. 

However when checked against their previous answers, some of them an-

swered yes on training while some answered yes on advanced studies, making 

this data problematic and will be dropped from the discussion.  

Most of those who underwent training are from the contact center with 

45%. This can be attributed to the fact that contact center employees follow a 

strict demeanor when handling calls. They also undergo training on neutraliz-

ing their accent or imitating the accent to which their accounts belong to (ie 

British/American English). This confirms Ofreneo’s (2007) findings wherein 

agents are trained to repeat scripted responses for every specific query. Aside 

from grammar and mastery of the English language, typing is also a crucial skill 

in the IT-BPO industry.  
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Most of the processes are documented real time with their computers 

using standard forms that is automatically loaded in the system. Employees are 

also trained to use the company’s programs or softwares used for the day-to-

day operations. 

Employees from other sectors said they also received training or have 

pursued advanced studies for their current employment. Both Back Office and 

ITO had 19% each, 10% from HIM, and 7% from KPO. This question specif-

ically aims to bring out the manifestations of skills mismatch in the industry 

and what is being done by both the companies and the individual about it. 

This validates the interviews conducted among representatives of the 

government on the programs and initiatives that target the shortage of talent 

and skills mismatch. While employers consider potential employees with at 

least some college education to be highly trainable, they still lack soft skills, as 

identified by Tholons (2012). This is consistent with the survey findings where 

most of the respondents who underwent training were from the some college 

and college graduate group with 90% combined. Traditional or formal school 

teaches and equips students with technical skills. Soft skills, on the other hand, 

are acquired or developed mostly on the job. Some companies do this by in-

corporating simulation trainings to develop problem-solving and critical think-

ing skills. This is on top of the general training on systems and programs that is 

essential in operations. When cross-tabulated with other demographic data, 

90% are still working in the industry and 77% earn more than 30,000 pesos. 

Therefore, skills mismatch is addressed within the industry by making new 

hires undergo training or skills development to prepare them for a seamless 

integration in the organization. The data also validates that those who under-

went training or skills development stay within the organization. Going back to 

their reasons for acquiring training and pursuing advanced studies, promotion 

and mandatory training for current employment when combined forms majori-

ty or 56% of total responses. Relating it to Lawler (1973) and Locke’s (1969) 

Discrepancy Theory, employees exhibit negative outcomes when there is dis-

crepancy in terms of skills set or education against the job requirements. In 

order to override the discrepancy, companies and even individuals acquire 

training that equips them with the necessary skills to effectively perform their 

jobs. This leads to positive outcomes like employee productivity, which later 

on leads to commitment to stay. 
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5.5 Employee’s General Well Being and Commitment  to Organiza-

tion 

 The third part of the questionnaire focuses on their assessment of their 

general well being and different aspects of work such as leadership, compensa-

tion, job characteristics, career development, work-life balance, and commit-

ment to organization. This is summarized in Table below. 

 

For their self-rated subjective wellbeing, the respondents were asked to 

rate their career, social, financial, physical, community, and emotional wellbe-

ing using a five-point likert scale from very dissatisfied to very satisfied, where 

1 is equivalent to very dissatisfied while 5 is equivalent to very satisfied. To 

qualify what aspect of their wellbeing is being measured, examples were given 

for each factor. For career wellbeing, factors such as work environment was 

given as an example. The average rating for career wellbeing is 3.80 with a 0.98 

standard deviation. Majority of the respondents are generally satisfied with 

their career wellbeing with 76% while only 10% were dissatisfied and 14% are 

neither satisfied nor dissatisfied.  

As for social wellbeing, the average rating is 3.94 with a standard devia-

tion of 0.84, wherein 86% said they are satisfied while only 7% are dissatisfied, 

and 7% are neither satisfied nor dissatisfied. Social wellbeing refers to their 

personal relationships. It is has the highest average rating among all the factors 

of general wellbeing. This can be attributed to the fact that many of them still 

live with their parents and/or families. Flexible working conditions also con-

tribute to their satisfaction with their social wellbeing. This come in the form 

of shifting work schedules, which can also have negative effects, the possibility 

of working remotely or from home, and having output-based employment in-

stead of an eight-hour daily work. This gives them more time to spend with 

their immediate families and prioritize family milestones like anniversaries, 

graduations, and birthdays to name a few. While only a few of them identified 

it as their primary reason for joining the industry, because higher pay relatively 

Table 8. Summary of self-rated general wellbeing 
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outweighs all other factors, they consider this one of the benefits in working 

for the industry. 

 

As for financial wellbeing, it has the next highest average rating with 

3.9 and a standard deviation of 0.87. This is qualified by being able to manage 

the respondent’s economic life to reduce stress and increase security. Most of 

the respondents are satisfied with their financial wellbeing with a total of 80% 

while 8% are dissatisfied and 12% are neither satisfied nor dissatisfied with 

their financial wellbeing. As previously discussed, IT-BPO employees can earn 

as much as triple the minimum wage. It is not surprising that they have rated 

their financial being high as they consider themselves well-compensated. This 

also emerged as the primary reason of the majority of the respondents in join-

ing the industry, as previously discussed. A total of 75% of the respondents are 

satisfied with their physical wellbeing while 11% are dissatisfied and 14% are 

neither satisfied nor dissatisfied. The average rating is 3.72 with a standard de-

viation of 0.85.  

Physical wellbeing refers to good health and having the energy to get 

things done daily. This is contrary to the findings of previous studies which 

highlights health issues among IT-BPO workers, and also identified stress and 

burnout as one of the reasons of high attrition rate in the industry. High satis-

faction on their physical wellbeing can be attributed to several health and well-

ness programs provided by IT-BPO companies. Most of them have in-house 

gym facilities within their buildings to encourage their employees to engage in 

physical activities. Other companies who do not have the facility or space to do 

so have tied up with nearby gyms and sports complex to offer for free mem-

bership for their employees. They offer several activities to choose from like 

sports, boxing, martial arts, yoga, crossfit, and pilates to name a few. Some 

companies also have regular sports festivals, not only to promote physical fit-

ness but to also boost employee morale and promote camaraderie. This is also 

due to the fact that most of IT-BPO companies operate with several shifts dai-

ly. Some of the employees, especially in bigger multinational companies, only 

interact with the people who have the same schedule as theirs. This is also one 

way of addressing the monotony that is always associated with IT-BPO jobs. 

By providing other activities within the workplace, employees have a different 

dimension of shared experiences, aside from work, which develop positive 

professional as well as personal relationships with their colleagues. This trans-

lates to good working relationships and boost employee confidence and morale 

among colleagues and improve their general demeanor in the workplace. 
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A total of 64% are satisfied with their community wellbeing, while 10% 

are dissatisfied, and 26% are neither satisfied nor dissatisfied. The average rat-

ing is 3.61 with a standard deviation of 0.81. Community wellbeing refers to 

the respondent’s engagement and involvement in the area where they live. This 

factor received the lowest satisfaction rating among the aspects of general 

wellbeing. While this is still leaning towards the satisfied spectrum, IT-BPO 

employees have limited interaction with their community due to the shifts in 

work schedules, especially those who regularly take on graveyard shifts. While 

it was earlier mentioned that flexible work conditions have positive effects on 

their personal relationships, this can somehow affect their community relation-

ships negatively. Most community activities occur during the daytime and 

weekends. Most IT-BPO workers operate on multiple eight-hour shifts 

throughout the day. Most of them also have work during weekends and holi-

days. These factors prevent some IT-BPO workers to be involved in their 

communities. 

 

Lastly, 73% said they are satisfied with their emotional wellbeing while 

16% said they are dissatisfied and 11% said they are neither satisfied nor dissat-

isfied. The average rating for emotional wellbeing, which refers to daily experi-

ences, is 3.68 with a standard deviation of 0.84. While previous studies have 

mentioned that IT-BPO work is somewhat monotonous leading to negative 

attitude and behaviour towards work and their colleagues, a positive average 

rating for emotional wellbeing says otherwise. This is somewhat related to the 

efforts of companies and industry associations to create a pleasant work envi-

ronment for their employees by offering a variety of activities and flexibility in 

terms of work schedule and relationship with their peers and superiors. 

 

Based on the results, IT-BPO employees rate themselves positively in 

terms of general wellbeing. All of the individual aspects of wellbeing discussed 

have an average rating leaning towards the ‘satisfied’ side, the lowest being 

community with 3.61 and the highest is social wellbeing with 3.94. This means 

that IT-BPO employees are satisfied with their work relative to the different 

aspect wellbeing. This is also further validated by their responses on the suc-

ceeding questions that refer to employment retention factors. 
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5.6 Employee retention factors 

 

For the next set of questions, the respondents were given statements 

that relate to factors that affect retention like leadership, compensation, job 

characteristics, career development, superior-subordinate relationship, work-

life balance, and commitment to organization. The same five-point likert scale 

was also used for all factors, except commitment to organization, wherein 1 is 

equivalent to strongly disagree while 5 is equivalent to strongly agree. For 

commitment to organization, 1 is equivalent to very unlikely while 5 is equiva-

lent to very likely.     

The beginning of the last part of the questionnaire is composed of four 

statements that test the respondent’s motivation to quit or stay in the organiza-

tion. For the first statement “Right now, staying with my organisation is a matter of 

necessity”, 61% said that they agree with the statement while 13% said they disa-

gree. More than a quarter or 26% neither agree nor disagree with the state-

ment. The average rating is 3.65 with a standard deviation of 0.93. The first 

statement had the highest rating among all statements for this factor. For the 

second statement “I would be very happy to spend the rest of my career with this organisa-

tion”, 69% said they agree to the statement, 22% disagreed, while 9%. The av-

erage rating is 3.52 with a standard deviation of 1.16. The third statement says 

“It would be very hard for me to leave my organisation right now, even if I wanted to”. More 

than a third or 39% said they agree to the statement, while 36% said they disa-

gree. More than a quarter or 26% said they neither agree nor disagree with the 

statement. This had the lowest average rating among the statements with 3.04 

and standard deviation of of 1.15. The last statement, “One of the few negative con-

sequences of leaving this organisation would be the scarcity of other job opportunities”, al-

most half or 49% said they agree while 26% said they disagree. 

 

 

 

 

5.7 Compensation 

Table 9. Summary of respondents' motivation to quit 
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The respondents were then asked whether they are satisfied or not with 

their compensation. This included their benefits, incentives, its competitive-

ness, and most recent raise. Majority or 76% of the respondents said they are 

satisfied with their benefits package, 16% said they are dissatisfied while 7% 

are neither satisfied nor dissatisfied. The average rating is 3.85 with a standard 

deviation of 0.98. For the total salary package, 75% said they are satisfied while 

11% said they are not, the remaining 13% are neither satisfied nor dissatisfied. 

Total salary package got an average rating of 3.91 with a standard deviation of 

0.96. The competitiveness of total salary package got the highest average rating 

with 3.93 and a standard deviation of 0.99. A total of 77% of the respondents 

said they are satisfied, 13% are not, while 10% are neither satisfied nor dissatis-

fied. Most recent raise got the lowest average rating with 3.67 and a standard 

deviation of 1.14. A total of 62% said that they are satisfied with their most 

recent raise, 16% said that they are not, and 22% said they are neither satisfied 

nor dissatisfied. 

 

 

5.8 Job Characteristics 

The next of statements were about the characteristics of their daily 

work. For the first statement, “The job requires me to use a number of complex or high-

level skills”, 72% said they agree, 16% said they disagree, and 12% neither agree 

nor disagree. The average rating of 3.76 with a standard deviation of 0.98. This 

was followed by the next statement, “The job denies me any chance to use my personal 

initiative or judgement in carrying out the work”. It can be noted that it was stated 

negatively, which means a higher rating can be equated to have little or no 

freedom in decision making relative to performing their work. For this state-

ment, the average rating is 2.49 with a standard deviation of 1.07. A quarter or 

25% of the respondents agreed to this statement, 65% disagreed, and 10% nei-

ther agreed nor disagreed. The third statement, “The job is quite simple and repeti-

tive”, is also negatively stated. It can be considered to be similar to the previous 

statement. However, this focuses on the nature of work being done, or the ex-

tent of the variety of work performed. It somehow had similar results having 

2.85 as average rating and a standard deviation of 1.18. Almost half of the re-

Table 10. Summary of respondent's attitude towards compensation 
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spondents, or 49% disagree with the statement, 34% agreed, and 17% neither 

agreed nor disagreed with the statement. The last statement “The job gives me 

considerable opportunity for independence and freedom in how I do the work”, is the exact 

opposite of the previous two and somehow similar to the first statement. It got 

an average rating of 3.67 with a standard deviation of 0.97. The results is con-

sistent regardless if it’s positively or negatively stated.  

 

5.9 Career Development 

The next set of statements refer to their career development prospects 

within their organization. The first statement “My chances for being promoted are 

good” had an average rating of 3.65 with a standard deviation of 1.65. Most of 

the respondents or 70% agree to the statement, 16% said they disagree, while 

13% neither agree nor disagree with the statement. When asked if there are 

enough career opportunities available in their organization (“There are enough 

career opportunities for me in this organisation”), majority or 67% agree to the state-

ment while 22% and 11% neither agree nor disagree to the statement. It has an 

average rating of 3.49 with a standard deviation of 1.10.  

 

 

The next statement is about finding another job within the organization 

or mobility. The responses for statement “It would be easy to find a job in another 

department” varies wherein half or 50% agree while almost a third or 29% nei-

Table 11. Summary of respondents' attitude towards job characteristics 

Table 12. Summary of respondents' attitude towards career development 
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ther agree nor disagree. A considerable amount, or 21% said they disagree with 

the statement. Among all statements about career development, it got the low-

est average rating of 3.34 with a standard deviation of 1.02. The next statement 

tries to inquire about how they feel on external application. With the statement 

“An employee who applies for another job at this organisation has a better chance of getting 

that job than someone from outside this organisation who applies for the job”, 72% said 

they agree to the statement while 22% neither agree nor disagree and only 6% 

disagree. It got the highest rating among the statements with 3.74 and a stand-

ard deviation of 0.82. To wrap up the career development factor, the statement 

“An employee's career development is important to this organisation” was given. The av-

erage rating for this statement is 3.71 with a standard deviation of 0.87. Majori-

ty or 66% agree with the statement while 9% disagree. A quarter or 25% of the 

respondents neither agree nor disagree with the statement. 

 

5.10 Superior-Subordinate Relationship 

Aside from general leadership within the organization, specific superi-

or-subordinate relationship was also examined. This can be done by using 

statements that inquire about feedback on employee performance and recogni-

tion. The first statement “My supervisor looks for opportunities to praise positive employ-

ee performance, both privately and in front of others”, got the highest average rating of 

3.84 with 0.77 standard deviation. A total of 80% said they agree to the state-

ment while only 6% disagree, while 14% neither agree nor disagree. The next 

statement “My supervisor rewards a good idea by implementing it and giving the responsible 

employee(s) credit” got the second highest average rating with 3.77 and 0.82 

standard deviation. 

 

 

 

 

Most of the respondents or 74% said they agree to the statement while 

9% said they disagree, 16% neither agree nor disagree with the statement. An-

other negatively phrased statement was included in this set and it yielded the 

Table 13. Summary of respondents' attitude towards superior-subordinate relationship 
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same result. It got an average rating of 2.56 with a standard deviation of 0.91. 

More than half or 55% disagree with the statement while 16% said they agree. 

Almost a third or 29% said they neither agree nor disagree with the statement. 

The last statement for superior-subordinate relationship deals with feedback. 

The statement “My supervisor often lets me know how well he thinks I am performing the 

job” was used for this purpose. It has an average rating of 3.71 with a standard 

deviation of 0.91. Most of the respondents agree with the statement with 69% 

while 9% said they disagree and 22% neither agree nor disagree. 

 

5.11 Work-Life Balance 

The next set of statement refers to work-life balance. As mentioned in 

previous studies, there is high incidence of stress and burnout in the industry 

causing some of the employees to quit. The first statement “I often feel like there 

is too much work to do” had the highest average rating of 3.44 and standard devia-

tion of 1.00. Most of the respondents agree with the statement with 55% while 

16% disagree. Almost a third or 29% said they neither agree nor disagree with 

the statement. The succeeding statement got low average scores, meaning they 

generally disagree with it. The second statement “My work schedule is often in con-

flict with my personal life” got an average rating of 2.87 and a standard deviation of 

1.14. More than a third or 37% said they agree with the statement while almost 

half or 48% said they disagree while 15% said they neither agree nor disagree 

with the statement. The next statement “My job affects my role as a spouse/partner 

and/or parent” got an average rating of 2.75 with a standard deviation of 1.02. 

Almost a quarter or 22% said they agree to the statement while almost half or 

44% said they disagree, more than a third or 34% said they neither agree nor 

disagree with the statement.  

 

Table 14. Summary of respondents' attitude towards work-life balance 

 

 

The last statement for work-life balance deals with the respondent’s 

personal life relative to work. The statement “My job has negative effects on my per-

sonal life” was used for this purpose. It got an average rating of 2.69 with a 
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standard deviation of 1.03. A quarter of the respondents or 26% said they 

agree with the statement while 22% said they neither agree nor disagree with it. 

Majority of the respondents or 52% said they disagree with the statement and 

their job doesn’t affect their personal life negatively. 

 

5.12 Commitment to Organization 

The last part of the online survey is composed of three questions that 

inquires about their plans in staying with the organization. It uses the same 

five-point likert scale, but this time each response is equivalent to their likeli-

hood of doing what the question asked. The score of 1 is equivalent to very 

unlikely while 5 is equivalent to very likely. The first question, “How would you 

rate your chances of still working at this company a year from now?” had an average rat-

ing of 3.60 and standard deviation of 1.38. Majority of the respondents or 64% 

said they are likely to stay with their company for the next 12 months, while 

28% said they are unlikely to stay, and 8% are still undecided. The next state-

ment is very much like the first but phrased differently, and this time without a 

specific time frame. The statement, “Do you intend to leave this company voluntarily 

in the near future”, got an average rating of 3.01, or neutral, with a standard devi-

ation of 1.48. The total of those who said they will likely or unlikely to leave 

the organization is almost the same, having 40% and 44% respectively. A total 

of 15% of the respondents are still undecided. The last question is also similar 

but differently phrased. It asks “What are your plans for staying with this organisa-

tion?”. It got an average rating of 3.45 with a standard deviation of 1.35. Majori-

ty of the respondents, or 59% said they will likely stay with their organization 

while a little over a quarter or 26% said that they will unlikely stay, and 15% are 

still undecided. 

 

 

 

 

Table 15. Summary of respondents’ attitude on commitment to organization 
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5.13 Analysis on Those Who Permanently Left the 
Industry 

It has been previously discussed that almost a third of the respondents no 
longer work for the industry. While they share the same results in general, there 
are noticeable differences in some factors of employee retention that needs to 
be highlighted. 

The group reported that they are satisfied with the different aspects of 
general wellbeing. However, they exhibit higher tendencies to quit, wherein 
68% disagree with the statement “I would be very happy to spend the rest of my career 
with this organisation”. This is not surprising since the respondents no longer 
work for the industry. This doesn’t explain, however, the factors that lead to 
this attitude. 

 

One of the most notable differences from the general result is if they can 
exercise autonomy at work. The statements “The job denies me any chance to use my 
personal initiative or judgement in carrying out the work” and “The job is quite simple and 
repetitive” were used to test this. Both of the statements gave relatively lower 
ratings compared to the general average. This means that those who left the 
industry perform more complex jobs that require critical thinking and/or deci-
sion making. When cross-tabulated with the sector that they belong to, most of 
them or 39% are from the Back Office sector. It was previously discussed that 
back office include IT, accounting, human resources, and other administrative 
processes that require specific skills and technical knowhow to execute.  

Also about a third or 32% of the respondents are from the contact center. 
In contrast with previous reports, the respondents, even those who left the 
industry, consider that their job as call center agents allow them to exercise 
their autnomy and decision making, as well as problem-solving skills. This can 
be attributed to the fact that call center jobs have evolved to the needs of the 
customers worldwide. Before, they were limited to logging and recoring com-
plaints and request that they just input to the system and sent to another de-
partment for appropriate action. Nowadays, contact centers have evolved into 
customer support wherein agents are now trained to troubleshoot technical 
difficulties and assist in the processing of requests and service modifications.  

They are also trained to use systems and programs needed to carry out 
these processes. These programs need technical knowhow in order to be 

Table 16. Motivation to quit  



 47 

utilzed. Moreover, agents are now trained to handle inquiries and settle com-
plaints on their level to prevent from escalating. This alone requires excellent 
communication and problem solving skills that is far from the nature of the 
work 10 years ago. Companies have incoporated customer satisfaction into 
their services as competition within the industry intensifies. Also, agents are 
now trained to be generalists rather than specialists to be able to cater to dif-
ferent needs of the clients.  

More than a quarter of the respondents or 26% are from the KPO sector. 
Due to the nature of the processes involved in their jobs, it is expected that 
they would disagree with the test statements. KPO jobs are complex and re-
quire analytical and problem-solving skills since it largely forms a company’s 
value chain. KPO workers are experts or specialists in their respective fields. 

 

Another notable difference with this group is how they rated career devel-
opment. Among the statements related to this, “It would be easy to find a job in 
another department”, got significantly lower ratings compared to the general aver-
age. The group had an average rating of 2.94 compared to 3.34 general average. 
This can be attributed to the fact that companies have diversified their services. 
At the same time, they want more generalists rather than specialists because it 
is more cost-effective. Employees can easily cover for missed workload by 
their colleagues because they were trained to perform any task in the day-to-
day operations. This also minimizes the need to re-train employees once up-
grades or modifications are introduced in the system. There is therefore limited 
mobility within the organization since almost everyone has the same skill set 
required for other positions. This is especially true with call center and BPO 
sectors.  

While the same trend can be observed with KPO, the reason for limited 
mobility is different. Since KPO companies have specific departments that 
work on projects, employees cannot freely apply for a position outside their 
department. An example would be a market research firm. They are usually 
divided into groups that deal with data gatheringg, data processing, and report 
writing. Every department requires different skills and expertise which limits 
opportunities for movement within the organization. 

 

Table 17. Job Characteristics 
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Work-life balance also exhibit relatively lower ratings from the group 
compared to the general average. In fact, this section consistently revealed rela-
tively higher ratings. Since all the statements on this section are negatively 
phrased, a higher rating suggests dissatisfaction. For the statement“I often feel 
like there is too much work to do”, the group had an average rating of 3.81 com-
pared to 3.44 from the general average. The group consider the work too 
stressful leading to burnout. This is further supported by relatively higher rat-
ings on the succeeding statements like: “My work schedule is often in conflict with my 
personal life” with 3.42 average rating compared to 2.87 general average;“My job 
affects my role as a spouse/partner and/or parent” had 3.10 average rating compared 
to 2.75 general average; and “My job has negative effects on my personal life” with 3.23 
average rating compared to 2.69 general rating. From this, you can assume that 
this is the largest contributor or determinant of their decision to leave the in-
dustry.  

Personal relationships largely affect one’s concept of work-life balance sat-
isfaction. While 90% of this group are single or never married, this can be at-
tributed to the fact that most of the respondents are still living with their par-
ents or family with 61%. While flexibile working hours offer more 
opportunities for leisure, some who have graveyard shifts think otherwise. 
They spend most of the time sleeping while most of the household is awake. 
They even claim that you can never compensate for missed sleep at night no 
matter how much sleep you get in daytime. This also explains why they feel 
that there is too much work to do, because they never feel fully-rested for the 
next workday.  

Table 19. Work-life balance 

Table 18. Career Development 
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Most of them also have to work on weekends and holidays, which is most-
ly devoted to family and other leisure activities. Employees who quit the indus-
try consider this as the most important factor in their decision. It can also be 
noted that the age of those who left is between 22-30 years. While the lower 
limit accounts for those who left to finish their studies, the majority are already 
in the life phase of planning to have their own families. Having a job that nega-
tively affects their personal relationships at this stage would not be desirable. 

 

Overall, this group displayed low levels of commitment organization. 
Among all the statements used in the study, “Do you intend to leave this company 
voluntarily in the near future” got the highest average rating fort his group with 
4.13 compared to 3.01 general average. The statement “How would you rate your 
chances of still working at this company a year from now?” also got significantly lower 
average rating of 2.35 compared to 3.60 general average. Finally, “What are your 
plans for staying with this organisation?” registered a 2.19 average rating or ‘unlikely’ 
compared to 3.45 average general rating or neutral, bordering likely.   

 

 

 

Table 20. Commitment to Organization 
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Chapter 6 

Concluding Discussion 

The study surveyed 97 current and former IT-BPO employees to. Go-

ing back to the central question of the study, the primary objective is to illus-

trate the extent of skills mismatch in the industry. Reports say that despite the 

exponential growth of the industry in terms of FTE and revenues, it fails to 

actually fill-up the vacancies, especially in contact centers, due to skills mis-

match. This is validated in the study wherein almost all the respondents have 

undergone some form of training, skills development, or advanced schooling, 

to be able to perform their jobs properly. This also enabled them to have bet-

ter career prospects within their organization and the industry. This goes back 

to the type of training and education the respondents received before joining 

the workforce. It has been previously discussed that all of the respondents 

were products of the old curriculum wherein the program is process-centered, 

having the primary goal of acquiring a diploma to enable them to find decent 

jobs. Due to the changing landscape of the global labor market, education sys-

tems have evolved to comply with global standards and incorporated techno-

logical advancements in the curriculum to equip students with the technical 

know-how as well as other skills that are necessary to prepare them for their 

future jobs. The process then becomes student-centric and gives focus on ob-

taining soft skills, aside from hard skills, to be considered hireable and compet-

itive based on global labor standards. 

While there are criticisms against the industry and the quality of work 

that it provides, emerging sub-sectors have proven that IT-BPO jobs are not 

monotonous and require complex skills. This is evidenced by generally positive 

ratings in terms of their commitment to stay with their organizations, and that 

there are career development prospects within their organizations. This can be 

attributed to the fact that IT-BPO companies have diversified their services 

and enabled their employees to learn and acquire new skills in the process. 

These skills are highly transferrable that gives them more mobility within the 

industry. 

As far as those who left the industry permanently are concerned, the 
primary determinant for this decision is the negative effects of their job in their 
personal relationships. While they are generally satisfied with the different as-
pects of their wellbeing and other job characteristics, the conflict that the flexi-
bility of work that the industry offers also has some drawbacks for them. Even 
if their schedules are planned as early as a month, the conflicting schedules 
with family, friends, and society in general leads to great dissatisfaction. There-
fore, general satisfaction of other aspects of work like salary and benefits, does 
not outwiegh dissatisfaction that negatively affect commitment and can still 
lead to attrition. 
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Finally, having all of these factors combined, IT-BPO employees are 

satisfied with their work as well as other aspects of their wellbeing because 

their needs and wants are adequately addressed and provided by their compa-

nies by being innovative in their employee rentention programs. The IT-BPO 

industry has been providing decent and relatively high-paying jobs to young 

people as well as flexible working conditions that give the more time for lei-

sure. While attrition can still be considered a major concern for its sustainabil-

ity, data shows that it is on a decline since it was first explored 10 years ago. 

This can be attributed to the collaborative efforts of the government, industry 

associations, and other stakeholders, to address the problem through its pro-

grams and initiatives.    
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Appendices 

 

Appendix A. Interview Guide  

  

Questions Response 

1. In your knowledge, to what extent is attrition 

affecting the industry? 

 

2. What is your company/agency doing to ad-

dress the issue on attrition? 

 

3. Are there existing projects or initiatives led by 

the government to address this issue? If yes, have 

you participated in these? 

 

4. Do you have existing employee retention pro-

grams in place? 

 

5. Is there a wider industry-wide retention pro-

gram for employees? 

 

 

  

 

Appendix B. Online Survey From 

 

 

 

  

 


