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Abstract

The Business Process Outsourcing (BPO) industry is one of the leading economic drivers in the
Philippines, providing employment opportunities and contributing significantly to the country’s
GDP. This study explores the factors that cultivate and shape exemplary BPO agents in the
Philippines by examining two main factors — (1) individual characteristics—such as cognitive
abilities, emotional intelligence, family and social support, self-drive (willpower) and education &
competencies — and (2) organizational practices, categorized into compensation & benefits,
training programs & performance management systems, leadership style and engagement activities.
The research aims to provide valuable insights and recommendations that aim to help BPO
companies achieve optimal performance consistently. A qualitative research approach was
employed, utilizing surveys, individual interviews, and focus group discussions. The qualitative
insights were derived from narrative analysis and thematic coding. The results indicate that both
individual characteristics and organizational practices play vital roles in cultivating and shaping
exemplary BPO agents. However, among these factors, self-drive (willpower) turns out to be the
core influence, as it significantly impacts agents’ motivation, resilience, and ability to meet
performance targets, even when faced with challenges in the demanding BPO work environment.
The study concludes that BPO companies and management should establish a structured approach
and strategies to enhance individual characteristics and implement effective organizational practices
that drive exemplary performance. This structured and effective approach will also contribute to the
overall success and sustainable growth of the BPO industry in the Philippines.

Keywords: Business Process Outsourcing, Self-Drive, Individual Characteristics, Organizational
Practices, Qualitative Research, Philippines

Asia Pacific Journal of Advanced Education and Technology o o

P- ISSN 2815 — 245X/ E — ISSN 2815 — 2468 / www.apjaet.com
APJAET


http://www.apjaet.com/

