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What’s Behind the

PhiliPPine BPO 
Market

“Take care of the Filipino 
worker, and they begin to 
identify themselves with 
their company; the success 
of the company becomes a 
personal matter to them.” 
His Excellency Benigno S. Aquino III, President 
of the Philippines
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When news broke out that US-based JPMorgan Chase & Co. could transfer more BPO jobs to the 
Philippines as the company bared its plans to generate at least $1 billion in annual operating cost-
savings, it was met with a sense of elation – and zero surprise. Probably because news like these have 
become quite a common fare in a country that has seen its share of the global BPO market rise at such 
breakneck speed. 

THE BPO SECTOR SIZZLES
Latest available information revealed that the Philippine IT-BPO industry has 30-per cent share of the 
US market and 15-20 per cent of Asia Pacific; the BPO sector accounted for 630,000 workers and $11 
billion in revenues in 2011 according to Stratbase Research Institute (SRI) report.

In recent years, the Philippines has earned a reputation as one of the most preferred Outsourcing 
destinations in the world. In a latest study of Philippine IT-BPO Road Map 2011-2016 commissioned by 
the Business Processing Association of the Philippines (BPAP), the country’s largest business process 
outsourcing group, plans were laid out for the industry to achieve US$25 billion in annual revenue by 
2016 and to directly employ 1.3 million workers. 

500

Revenue
(US$M)

1000

1500

2000

2500

3000

3500

4000

4500

5000

5500

Voice
BPO

Non-voice 
BPO/KPO

Engineering 
Services

Game 
Development

AnimationITO Health 
Information 

Management
and Care

6000

6500

7000

7500 7,400

2,058

993

277
172 128 8

THE PHILIPPINE IT-BPO 
INDUSTRY: BY THE NUMBERS

“The Philippines, 
Malaysia and Indonesia 
were amongst the most 
promising Southeast 
Asian destinations in 
2012. Among the three, 
the Philippines remains 
to have the most vibrant 
IT-BPO industry.” 
Tholons, 2013 Top 100 Outsourcing 
Destinations Rankings and Report
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THE ROAD (BUMPS) AHEAD
While the headlines hitting the newswires lately seem to be all positive, some serious challenges 
also loom in the horizon. Strong competition posed by countries such as Malaysia, China and of 
course, the formidable India continues to put pressure on the Philippine BPO market. 

In a recent industry paper entitled Digital Malaysia 2020, it was reported that in 2011, “nearly US$11 
million was invested in Malaysia, the highest amount in the last six years and indicating a steady 
rise.” Coincidentally, 2011 was also remarkable for the significant jump in BPO/SSC employment. 
While still not yet considered a major global player, Malaysia is surely inching its way forward.

China, on the other hand, pursues a growth path that is both aggressive and consistent. In 2011, 
China’s onshore and offshore outsourcing market posted a 63.6% year-on-year increase. China’s 
focus on the Asian market and domestic demand to grow its size vis-à-vis the strategy of gaining 
dominant share of the US outsourcing market pursued by other countries, is proving to be effective. 

Meantime, India still holds the top position in terms of outsourcing revenue with a reported US$ 63.2 
billion in 2012 – greater than China (US$ 43.1b) and Philippines (US$ 12.7b) combined. That stellar 
result has been achieved even while India lost 10 per cent share in global BPO market in the last five 
years.

STRONGER PESO, WEAKER BPO?
Putting external factors aside, key internal factors also pose serious challenge for the Philippine 
BPO market, one of which is the rising value of its currency. In 2012, the Philippine Peso registered 
as one of Asia’s best performing currencies. While arguably a good news for the economy, this could 
spell bad news for the BPO sector. 

Between 2010 and 2012, the Philippine peso rose over 6% against the US dollar, making outsourcing 
services to Philippines more expensive. In a survey conducted by BPAP, 40 per cent of the executives 
interviewed revealed that they had a slight difficulty in achieving target revenues due to the 
appreciating peso value. Another 40 per cent of those interviewed also said that they have deferred 
the idea of expanding their business.

THE ITCH TO GO OVERSEAS
The growing number of students and professionals considering working abroad is also a challenge. 
In 2012, remittances from about 9.5 million to 12.5 million Filipinos living and working abroad hit a 
record high of $21.39 billion, a growth rate of 6.3 per cent from a year ago. Looking at the big picture, 
this staggering amount of remittances is a great boost for the Philippine economy – but may not 
necessarily be good for the BPO players looking for employees. 

To address this challenge, BPAP is running campaigns such as “Work Abroad, Live Here” to increase 
awareness of employment opportunities in the IT-BPO industry. 
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“The Philippines’ sovereign 
external balance sheet is 
considered strong relative 
to ‘A’ range peers, let alone 
‘BB’ and ‘BBB’ category 
medians.” 
Fitch Ratings, after Philippines receives ratings 
upgrade



Real and pretty significant road bumps notwithstanding, the Philippine BPO industry continues to 
surprise many observers as it continues its ascent towards market dominance. Between 2006 and 2011, 
the Philippine IT-BPO industry posted a compounded annual growth rate (CAGR) of 28% - a sterling 
achievement by any standards.

In 2012, the industry exceeded its revenue target when it generated a combined $13.4 billion in revenues, 
slightly higher than the $13 billion target and 22 per cent more than the previous year’s $11 billion, 
according to preliminary data cited by Information Technology and Business Process Association of the 
Philippines (IBPAP) president and chief executive, Jose Mari P. Mercado. Employment stood at 720,000 in 
the same year. (Editor’s Note: BPAP changed its name to IBPAP in March 2013). 

In a speech delivered by President Benigno S. Aquino III last year, he encapsulated what seems to be the 
Philippines’ ‘secret sauce’ in achieving quite an impressive feat: “Our people are our greatest asset. Their 
combination of skill, work ethic, eagerness to learn, creativity, and loyalty is a major part of what makes 
this nation competitive. Give them the right environment, they flourish, and reap praises from all their 
employers.”

1

2

3

4

5

6

7

8

9

10

11

US$
Billion

CAGR:
~28%

Year
2006 2007 2008 2009 2010 2011

3.2

4.8

6.1

7.1

8.9

11

~50%

~26%

~16%

~25%

~24%

PHILIPPINE IT-BPO INDUSTRY 
SIZE - 2006-2011 (IN US$ 
BILLION)

“Only the Philippines 
attained a score 
above 7.0, a BEI 
level within range of 
high proficiency that 
indicates an ability to 
take an active role in 
business discussions 
and perform relatively 
complex tasks.” 
GlobalEnglish, The Business English 
Index 2012 Report
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SOuTHEAST ASIA’S NO.1 OuTSOurcINg 
DESTINATION
The 2013 Top 100 Outsourcing Destinations by Tholons proves the point. In its latest 
report that tracks the rankings of outsourcing destinations all over the world, the 
Philippines claimed the top spot among its Southeast Asian neighbours. In addition,
7 out of 14 preferred Southeast Asian destinations were all from the Philippines. 

The report further added: “The Philippines, Malaysia and Indonesia were amongst 
the most promising Southeast Asian destinations in 2012. Among the three, the 
Philippines remains to have the most vibrant IT-BPO industry, led by the emerged 
outsourcing destinations in the country, Manila NCR, which claimed the third top 
outsourcing destination spot in this year’s List, and deposing India’s Delhi NCR (now 
4th). Cebu City has likewise increased one notch in the List, from 9th place to 8th spot. 
In 2012, the Philippines IT-BPO industry was fueled by increased new investments 
from large and mid-sized foreign providers, as well as greater expansions of 
established locators and captives across many of the country’s established delivery 
locations.”

cOuNTry cITy rANk 2013

Philippines Manila (NCR) 3

Philippines Cebu City 8

Vietnam Ho Chi Minh City 16

Malaysia Kuala Lumpur 19

Vietnam Hanoi 23

Singapore Singapore 31

Indonesia Jakarta 61

Philippines Davao 70

Malaysia Penang 73

Thailand Bangkok 83

Philippines Santa Rosa, Laguna 84

Philippines Iloilo City 93

Philippines Bacolod City 94

Philippines Baguio City 99

www.ssophil ippines.com5

4th ANNUAL SHARED SERVICES & BPO IN THE PHILIPPINES  |  PHILIPPINES 2013



BETTEr ENgLISH SPEAkErS THAN AMErIcANS
Recent study by GlobalEnglish Corporation named the Philippines as the world’s 
top country in business English proficiency surpassing even, United States in the 
global ranking. In this study, the Philippines scored 7.11 – a result representing 
“high proficiency.” Other countries in the top 5 were Norway (6.54), Estonia (6.45), 
Serbia (6.38) and Slovenia (6.19).

In addition, the Philippines is one of the lowest cost destinations for English work 
and for non-voice and IT services work in the world. 

THE DIFFErENcE IS THE SErvIcE
Philippines’ service-focused culture is may well be considered as the key driver 
in shared services and outsourcing growth of the country. Different accounts of 
Filipinos’ persistence, discipline and courtesy have been well documented in many 
publications and forums. Filipino workers’ familiarity with the western culture, 
particularly US culture, only serves as an advantage as well. 

In one of his landmark speeches about this subject, President Aquino underscored 
the work ethic of his fellowmen: “I am told that in other countries, changing your 
systems and procedures might involve protracted negotiations with unions. Over 
here, again I’m told, the process is much simpler: You call in your employees, tell 
them your objectives, and they readily look for ways and means to effect necessary 
changes to improve your competitiveness. Take care of the Filipino worker, and 
they begin to identify themselves with their company; the success of the company 
becomes a personal matter to them.

THE rISE OF NExT WAvE cITIES  
In order to sustain growth and prepare for the coming challenges on costs (given 
rising labor costs in Manila and other key Asian cities) and supply of talent, the 
Philippines has identified “Next Wave Cities”, that shall be the next key cities of 
growth. These include: Davao, Sta. Rosa in Laguna, Bacolod, Iloilo, Metro Cavite, 
Lipa in Batangas, Cagayan de Oro, Malolos in Bulacan, Baguio, and Dumaguete.

The next wave cities are assessed based on indicators selected by IBPAP and 
Department of Science and Technology (DOST) for a tool called Next Wave Cities 
Scorecard. This tool measures the suitability of a certain location to host IT-BPO 
operations based on a host of factors that include availability of talent and relevant 
infrastructure, connectivity through fiber-optic of other telecommunications networks, 
accessibility, cost of related factor inputs, and the business environment, etc.
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THE IT-BPO INDuSTry OF THE 
PHILIPPINES: LEAvINg NO rOOM FOr 
cOMPLAcENcy
Today’s current global market leader for voice BPO, the 
Philippines has proven that there’s still more to gain in the 
services globalization industry. Based on the events of 2012, the 
Philippines continued to garner interest from large, Western 
providers, not only as an offshore delivery location, but likewise 
as a potential rich domestic market for IT Services.

• Teleperformance – decided to establish yet another 
 delivery center in Mandaluyong City (part of Manila NCR) 
 over Canada

• Convergys - opened its 18th call center in the 
 Philippines in Mandaluyong City

• UnitedHealth – US-based healthcare provider, 
 established back-office operations for healthcare in 
 Taguig City (another city in Manila NCR), as a response 
 to the market demand created by the US Patient 
 Protection and Affordable Care Act.

• EXL - another US service provider will open its third 
 center in Cebu City, Philippines, delivering healthcare 
 and insurance-related services to US clients.

• IBM will continue to grow its BPO services in the country, 
 focusing on higher value analytics and high-value 
 customer support services.

• Wells Fargo & Co. – plans on establishing a business 
 support center in Taguig City to provide customer service 
 and back office services

• A forum jointly conducted by the Philippine Embassy to 
 the UK, the Philippine Trade and Investment Center-UK, 
 Sitel, and UK National Outsourcing Association marketed 
 the Philippines

Source: Tholons’ Top 100 Outsourcing Destinations 2013



STrONg EcONOMy cAN ONLy BE A gOOD THINg
Rising currency issues aside, the Philippines’ economic growth can only be a good thing for 
the BPO sector and other industries in general. Just recently, the Japan Credit Rating Agency 
Ltd. (JCRA) has granted the Philippines an investment grade credit rating following the similar 
upgrades the country received from Fitch Ratings and Standard & Poor’s. 

JCRA said that, “the Philippines has managed to register a current account surplus by offsetting 
its trade deficit with surpluses in the transfer and services accounts brought mainly by solid gains 
in OFW remittances and BPO revenues.”

Strong BPO sector brings about strong economy, which in turn contributes to making the BPO 
sector even stronger. We’re now seeing a virtuous cycle that has begun and will likely to continue 
in the coming years. 

uNLOckINg THE vALuE OF OuTSOurcINg
IN THE PHILIPPINES 
Given the enormous advantage that the Philippines now enjoys in its BPO sector, it still cannot 
rest on its laurels. In order to achieve its goal of US$25 billion in annual revenue 1.3 million direct 
employments, it must keep up with the trends and continuously improve productivity to maintain 
its competitive edge. 

At the coming 4th Annual Shared Services and BPO in the Philippines happening in August, a 
rare gathering of multinational and domestic shared services and outsourcing leaders will take 
place. These key decision makers will tackle the most relevant and pressing issues faced by the 
Philippine BPO industry as well as discuss ways to level up business transformation. 

In the end, it’s all about keeping ahead of the game. For many shared services and outsourcing 
leaders of today, it will be about taking that important step to obtain the right knowledge, build the 
right network and leverage on it for your own success.
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“It is clear by our continued 
growth in the country that 
convergys employees in 
the Philippines share our 
steadfast commitment to 
provide our clients wih the 
highest level of customer 
service in the industry.” 
Jeff Fox, Convergys Corporation President and 
CEO
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Disclaimer: 
Please note that we do all we can to ensure accuracy and timeliness of the information presented herein but errors may still understandably occur in some cases. If you believe that a serious inaccuracy has been made please email Darwin.mariano@iqpc.com.
sg. This article is provided for information purposes only. IQPC accepts no responsibility whatsoever for any direct or indirect losses arising from the use of this report or its contents. 
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BPO industry exceeds 2012 revenue target
The information technology-business process outsourcing (IT-BPO) industry exceeded its revenue target last year despite the challenges presented by the peso appreciation and the lack of qualified talent, the Information Technology and Business Process Association of the Philippines (IBPAP) said on Tuesday.

IT-BPO jobs are expected to reach a million by the first quarter of next year on the back of higher demand from clients opting to be served from the Philippines, IBPAP’s new president and chief executive Jose Mari P. Mercado told InterAksyon.com.

JPMorgan seen transferring 
more BPO jobs to Philippines 

MANILA, Philippines - The US-based JPMorgan Chase & Co. 

is likely to transfer more of its business support functions to 

Manila, generating more jobs for the country’s business process 

outsourcing (BPO) sector, a ranking administration lawmaker 

said yesterday.
House Deputy Majority Leader and Pasig City Rep. Roman 

Romulo said JPMorgan, which he described as the largest US-

based financial holding firm by assets, is seen to move more of its 

support operations to the global in-house center (GIC) in Manila 

to reduce costs.

PHL enjoying surplus in
services trade
The Philippines is the only country in Southeast Asia that is enjoying a 
surplus in trade in services, according to the Economic Insight: South 
East Asia report of the Institute of Chartered Accountants in England and 
Wales (Icaew).

But the report, based on the study conducted by the Center for Economics 
and Business Research (CEBR), noted that the Philippines failed to 
take advantage of such growth in intra-Asean tourism. “The Philippines 
exports services worth 8 percent of GDP [gross domestic products], whilst 
importing services worth 6 percent—meaning there is a 2-percent surplus. 
Of other Asean members, even Singapore, with its strength in financial 
and business services and as a logistics hub, has a services deficit of 1 
percent of GDP,” the report said.

Healthcare BPO revenues 
quadruple to $430MMANILA, Philippines – A “hidden jewel.” This was how 

research firm Everest Group described the Philippine 

healthcare outsourcing sector, whose revenues grew fourfold 

to $430 million in 2012 from $102 million in 2010.
In a report, Everest said healthcare information management 

is now one of the fastest-growing sectors in the information 

technology-business process outsourcing industry.

Convergys wins BPO Company of the Year at the International ICT Awards
Corporation (NYSE: CVG), a global leader in customer management and the Philippines’ largest private employer, has won the BPO Company of the Year award at the 2013 International ICT Awards in Manila. 

The BPO Company of the Year 

recognizes all aspects of business management excellence, such as financial and operational performance, depth and breadth of services, client and employee growth, company leadership, as well as social responsibility.  Convergys won over six other finalists in the category.
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