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Philippine Call Centers Overtake India

Its young workforce, well trained in English, is luring call center operations
from Bangalore and Guragon
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decade working in government programs to encourage digg this
outsourcing and now heads communications for SPi Global,
a call center operator owned by the Philippines' largest

telecom company.
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To better understand India's success, Filipino officials

visited industry representatives in that country. The Filipino

government streamlined the approval process for companies setting up call centers and
changed its rules to allow individual buildings to be designated special economic zones. Such
zones offer tax breaks, quick clearances for building permits, and an exemption from import
duties on computers and telecom gear. And some 40,000 students have benefited from
government-sponsored training to improve their English and communication skills.

Call centers are changing the rhythms of Filipino life. Malls, bars, cinemas, and cafés have
popped up near buildings where young, nocturnal workers earn as much as 300,000 pesos
($6,850) a year in a country where annual per capita GDP in 2009 was about 83,000 pesos,
Bloomberg data show. Weaned on radio stations that play U.S. Top 40 pop and hip-hop, teens
seeking jobs in call centers can banter in English as naturally as their native Tagalog. "There
used to be some doubts about letting young people work so late at night, but now this has
become an industry that young people aspire to," says Thea Lu, a 30-year-old team leader with
24/7 Customer.

A big part of the Philippines industry is run by companies that participated in India's
outsourcing revolution and are now looking to expand abroad. A tax break for Indian
outsourcing shops is set to expire in 2011, though the industry is lobbying hard against it. In
Bangalore and Gurgaon, India's biggest outsourcing hubs, companies must rely on diesel
generators to ensure electricity, run fleets of buses to ferry employees to and from work, and
struggle with attrition that can reach 50 percent a year.

Those hassles, as well as a desire to diversify geographically, have spurred both Indians and
Americans who operate call centers in India to shift work to the Philippines. Bangalore-based
Wipro (WIT) set up in the Philippine city of Cebu in 2007 and now has 2,000 workers in the
country; by 2014 it expects to increase that to 8,000. And 24/7 Customer, a California company
that started operations in India in 2000, opened a Philippines office in 2005. It now has 4,000
employees in the country, vs. 3,000 in India. "It's very sad that India could not keep up with its
neighbors," says 24/7 co-founder Shanmugam Nagarajan.

As the Philippines government aims to double overall outsourcing revenues, to $18 billion by
2015, it faces big hurdles. While it's easy to hire new recruits who speak English, finding
experienced managers is tougher; in an industry so young, few people have been around long
enough to handle management or strategy jobs. "Where are we going to find the right kind of
managers who can make our operations stand out?" asks Steve Barker, who heads Asian
operations for Sitel, a Nashville-based company that has 10,000 workers and seven facilities in
the Philippines.

Another obstacle is that the Philippines produces only about 10 percent as many engineers as
India. Indian outsourcing shops have gone from answering phone calls to account
management, tech support, and consulting gigs such as helping banks manage financial
derivatives and improving retailers' supply chains. While it's fairly easy to handle customer
phone calls, higher-level work requires the kind of specialized education that India provides the
400,000 engineers it graduates annually. "Ten years down the line the Philippines may be a
hotter destination," says Sanjeev Bhatia, who oversees international operations for Wipro BPO.
"But in IT and software, India really doesn't have any competition."

The bottom line: The Philippines has overtaken India in call centers, though it remains far
behind in more sophisticated outsourcing services.

Srivastava reports for BusinessWeek from New Delhi.

READER DISCUSSION

http://www.businessweek.com/magazine/content/10_50/b4207017538393.htm[1/3/2011 9:10:35 PM]

ADS BY GOOGLE

Google Apps for Business

Get email for your domain & reduce IT costs. Start
your free trial!

www.google.com/apps/business

New York Coupons

1 ridiculously huge coupon a day. It's like doing NYC
at 90% off!

www.Groupon.com/New-York

BW MALL - SPONSORED LINKS

Employee Performance Appraisal Software
Award-Winning Performance Appraisal Software. Try
eAppraisal Free Today!

Refinance Now at 3.4% FIXED
$160,000 Mortgage For $547/mo. Free. No obligation.
Get 4 Quotes!

Employee Assessments
Bersin research on the application of assessments.
Read report.

Manhattan Review -Worldwide Online/ln-
Person Cl

Max your potential with a 770! Most effective GMAT &
MBA prep. Unigue interactive online GMAT courses &
popular in-person crash/long courses. Members scored
99% with actual B-school teaching experience.
Thousands of happy customers.

Transform Your Employee Evaluations

Learn why even the best employees need more than an
evaluation. Free white paper

Buy a link now!

Vegas Means Business

See how CEOs are boosting the bottom line by
bringing meetings to Las Vegas.
VegasMeansBusiness.com/testimonials


http://ad.doubleclick.net/click;h=v8/3a85/0/0/%2a/q;44306;0-0;0;27620923;209-120/40;0/0/0;;~sscs=%3f
http://investing.businessweek.com/research/stocks/snapshot/snapshot.asp?symbol=WIT
http://www.businessweek.com/bios/Mehul.htm
http://ad.doubleclick.net/click;h=v8/3a85/0/0/%2a/j;233825428;0-0;0;27620923;6-120/60;39314378/39332165/1;;~sscs=%3fhttps://bloombergmarkets.bloomberg.com/?KeyCode=IBWSBLM
http://ad.doubleclick.net/click;h=v8/3a85/0/0/%2a/e;44306;0-0;0;27620923;6-120/60;0/0/0;;~sscs=%3f

http://digg.com/submit?phase=2&url=http%3A%2F%2Fwww.businessweek.com%2Fmagazine%2Fcontent%2F10_50%2Fb4207017538393.htm&title=Philippine+Call+Centers+Overtake+India&bodytext=Its+young+workforce%2C+well+trained+in+English%2C+is+luring+call+center+operations+from+Bangalore+and+Guragon%0A
javascript:void(window.open('http://bx.businessweek.com/api/add-article-to-bx.tn?url=http%3A%2F%2Fwww.businessweek.com%2Fmagazine%2Fcontent%2F10_50%2Fb4207017538393.htm', 'bx','toolbar=no,width=610,height=670,resizable=yes,scrollbars=yes'));
http://www.google.com/url?ct=abg&q=https://www.google.com/adsense/support/bin/request.py%3Fcontact%3Dabg_afc%26url%3Dhttp://www.businessweek.com/magazine/content/10_50/b4207017538393.htm%26hl%3Den%26client%3Dca-pub-6185772592614621%26adU%3Dwww.google.com/apps/business%26adT%3DGoogle%2BApps%2Bfor%2BBusiness%26adU%3Dwww.Groupon.com/New-York%26adT%3DNew%2BYork%2BCoupons%26gl%3DUS&usg=AFQjCNFe3ZPxmuQuNkAVzHSgEPduCcZG8A
http://googleads.g.doubleclick.net/aclk?sa=l&ai=Bj23SqH8iTc-5O5L8lQeU5fDaBZHyoNMBwcbrgBXhmebxRKCF0AQQARgBILrAxAcoAjgAUJe1x9_5_____wFgycapi8Ck2A-gAa_v0u4DsgEUd3d3LmJ1c2luZXNzd2Vlay5jb23IAQHaAUVodHRwOi8vd3d3LmJ1c2luZXNzd2Vlay5jb20vbWFnYXppbmUvY29udGVudC8xMF81MC9iNDIwNzAxNzUzODM5My5odG3AAgWoAwHoA9Un6APKJ-gDwgPoA84F6APEBPUDAgAABPUDIAACAA&num=1&sig=AGiWqtwqd_jDJPeXEFV6xc11XK06Pt6kmg&utm_source=en-ha-na-us-ct&utm_medium=ha&utm_term=remktg_fp&client=ca-pub-6185772592614621&adurl=http://www.google.com/apps/intl/en/business/savecosts.html%23utm_campaign%3Den
http://googleads.g.doubleclick.net/aclk?sa=l&ai=Bj23SqH8iTc-5O5L8lQeU5fDaBZHyoNMBwcbrgBXhmebxRKCF0AQQARgBILrAxAcoAjgAUJe1x9_5_____wFgycapi8Ck2A-gAa_v0u4DsgEUd3d3LmJ1c2luZXNzd2Vlay5jb23IAQHaAUVodHRwOi8vd3d3LmJ1c2luZXNzd2Vlay5jb20vbWFnYXppbmUvY29udGVudC8xMF81MC9iNDIwNzAxNzUzODM5My5odG3AAgWoAwHoA9Un6APKJ-gDwgPoA84F6APEBPUDAgAABPUDIAACAA&num=1&sig=AGiWqtwqd_jDJPeXEFV6xc11XK06Pt6kmg&utm_source=en-ha-na-us-ct&utm_medium=ha&utm_term=remktg_fp&client=ca-pub-6185772592614621&adurl=http://www.google.com/apps/intl/en/business/savecosts.html%23utm_campaign%3Den
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BnDJmqH8iTc-5O5L8lQeU5fDaBcSGwJ8CvMv6pBrcmZXHU-ChkQEQAhgCILrAxAcoAjgAUKq1wY4FYMnGqYvApNgPoAG8parlA7IBFHd3dy5idXNpbmVzc3dlZWsuY29tyAEB2gFFaHR0cDovL3d3dy5idXNpbmVzc3dlZWsuY29tL21hZ2F6aW5lL2NvbnRlbnQvMTBfNTAvYjQyMDcwMTc1MzgzOTMuaHRt-AEBwAIBqAMB6APVJ-gDyifoA8ID6APOBegDxAT1AwIAAAT1AyAAAgA&num=2&sig=AGiWqtzHtzhrI1e4e5ijZAYCK49m5hA-rA&client=ca-pub-6185772592614621&adurl=http://www.groupon.com/new-york/subscribe%3Futm_source%3DGoogle%26utm_medium%3Dcpc%26utm_campaign%3DExplorer%26d%3DNew_York_-_New_York%26p%3D%7Bsite%7D%26a%3DText
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BnDJmqH8iTc-5O5L8lQeU5fDaBcSGwJ8CvMv6pBrcmZXHU-ChkQEQAhgCILrAxAcoAjgAUKq1wY4FYMnGqYvApNgPoAG8parlA7IBFHd3dy5idXNpbmVzc3dlZWsuY29tyAEB2gFFaHR0cDovL3d3dy5idXNpbmVzc3dlZWsuY29tL21hZ2F6aW5lL2NvbnRlbnQvMTBfNTAvYjQyMDcwMTc1MzgzOTMuaHRt-AEBwAIBqAMB6APVJ-gDyifoA8ID6APOBegDxAT1AwIAAAT1AyAAAgA&num=2&sig=AGiWqtzHtzhrI1e4e5ijZAYCK49m5hA-rA&client=ca-pub-6185772592614621&adurl=http://www.groupon.com/new-york/subscribe%3Futm_source%3DGoogle%26utm_medium%3Dcpc%26utm_campaign%3DExplorer%26d%3DNew_York_-_New_York%26p%3D%7Bsite%7D%26a%3DText
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=1&lid=653524&cid=148650&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=http://www.halogensoftware.com/landing/leading-solution/pa_eAppraisal_PM.php%3fsource%3dIB%26c%3dSearch-eApp%26kw%3dBusinessWeek1
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=2&lid=684125&cid=148389&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=https://www.lendgo.com/la/16/%3ftg_ref%3dib_mo_2010%26camp_id%3dib_mo_3_2010_fixed%26rate%3d3.4%26keyword%3dBusinessWeek.comHPandROS
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=3&lid=658113&cid=148988&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=http://www.profilesinternationalinfo.com/forms/MarchexBersinResearchBulletinPPC
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=4&lid=352982&cid=51842&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=http://www.manhattanreview.com
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=4&lid=352982&cid=51842&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=http://www.manhattanreview.com
http://links.industrybrains.com/click?sid=46&scid=13642&rqctid=395&pos=5&lid=649135&cid=138284&pr=2&tstamp=20110103210218&iip=69.142.147.254&ltype=JSCR&lname=1&url=http://www.profilesinternationalinfo.com/forms/MarchexEmployeeEvaluationMain
http://www.industrybrains.com/businessweek/
http://ad.doubleclick.net/click%3Bh%3Dv8/3a85/3/0/%2a/z%3B226540369%3B0-0%3B0%3B27620923%3B14061-150/1%3B39697274/39715061/1%3B%3B%7Esscs%3D%3fhttp://ad.doubleclick.net/jump/N5664.bloomberg.com/B4628107;sz=1x1;ord=[timestamp]?
http://ad.doubleclick.net/click%3Bh%3Dv8/3a85/3/0/%2a/z%3B226540369%3B0-0%3B0%3B27620923%3B14061-150/1%3B39697274/39715061/1%3B%3B%7Esscs%3D%3fhttp://ad.doubleclick.net/jump/N5664.bloomberg.com/B4628107;sz=1x1;ord=[timestamp]?
http://ad.doubleclick.net/click%3Bh%3Dv8/3a85/3/0/%2a/z%3B226540369%3B0-0%3B0%3B27620923%3B14061-150/1%3B39697274/39715061/1%3B%3B%7Esscs%3D%3fhttp://ad.doubleclick.net/jump/N5664.bloomberg.com/B4628107;sz=1x1;ord=[timestamp]?
http://ad.doubleclick.net/click%3Bh%3Dv8/3a85/3/0/%2a/z%3B226540369%3B0-0%3B0%3B27620923%3B14061-150/1%3B39697274/39715061/1%3B%3B%7Esscs%3D%3fhttp://ad.doubleclick.net/jump/N5664.bloomberg.com/B4628107;sz=1x1;ord=[timestamp]?

Philippine Call Centers Overtake India - BusinessWeek

Name Most Recent Comments View All 32 Comments
roderick sexton

E-mail Dec 19, 2010 5:49 PM GMT
The Filipinos are more accomodating and efficient. They can
think for themselves and make a decision PLUS | can

Comment

understand what they are saying.

Susan

Dec 15, 2010 11:40 AM GMT
RE:Kevin.Although India didn't want this happen and did a lot
to avoid thia,a piece of new on Dec.6th,2010 said that
Phillipine has already overtaken India and has become the

country that has the most market share in outsourcing

globally.It means that Phillipine did made a huge effort to

outsource.
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