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NEW CALL CENTER. Sen. Mar Roxas (third from left) and Quezon City Mayor Feliciano Belmonte (second
from right) try out one of the call center work stations during the inauguration of TELUS at the Araneta
Center in Quezon City. Looking on are Eng Boon Lau (left), chairman of TELUS International; Paul Egger
(second from left), SVP, TELLUS International Philippines; and Javier Infante (right), president and CEO,
TELUS International.
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70 persons awarded
call center scholarships

At least 70 persons belonging to low-income "“force, said the scholarship covers payment for
families in Quezon City have been awarded the training program, which also provide recipi-
scholarships for a 320-hour free call center ents free meals and transportation allowance.
competency course at the Central Colleges of Also, some 50 residents from different villages
the Philippines (CCP) on Aurora Boulevard. in District 1 have started a series of weekend

Manuel Sabalza, assistant city administrator Seminar on Call Center Course at the San An-
for operations and concurrent chair of the QC tonio Barangay “Doray” Delarmente and the
Information and Communication Technology/ I-Hunt, a call center specialist outfit.

Business Process Outsourcing (ICTBPO) task Councilor Delarmente said after the session,

the I-Hunt firm will look for employers of suc- ing Association of the Philippines predicted that
cessful participants. : the manpower demand for the outsourcing and
Sabalza and Delarmente urged participants off-shoring sectors is likely to reach the one mil-
to take advantage of the program “and be part of lion mark for the period 2008-2010.
an industry that is geometrically growing.” Over the past few years, the Philippines has
A study by the Quezon City ICT Council established itself as one of the top countries in
showed about 5 of 100 applicants to Business the call center industry, together with India and
Process OQutsourcing (BPO) career-releated jobs Canada. Last year, the Philippines was named
get hired outright while a similar number are best outsourcing destination by the National
x near-hired. : Outsourcing Association of the Philippines.

In the year 2010, the city govern- In addition to call center training program,
ment hopes to produce at least 20,000 the Quezon City ICT/BPO task force has plans
potential manpower for the outsourc- to offer separate training programs on medi-
ing and offshoring sectors. cal transcription and back office processing.

Meantime, the Business Process- (Sel Baysa)
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QUEZON CITY CALL CENTER: Quezon City Mayor Feliciano Belmonte Jr.
leads city officials during the groundbreaking ceremony of the four-story call center
Telus International Phlllpglneg at the Araneta Center in Cubao. Also shown are Paul

ger, Telus International Philippines senior vice president for o| ns; Javier Infante,
officer; and Rene dela Cruz, chief operating officer of Araneta Center.
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By Riza T, Olchondra

DELL ™ PHILIPPINES, THE LOCAL
contact center of US computer maker
Dell Inc., opened on Thursday its sec-
ond“hb in the country at the East-
wood-€yberpark in Libis, Quezon City.

The new site will further boost
Del}’s ‘customer contact network,
which includes more than 25 loca-
tioris Worldwide. £

The success of the company’s first
hub at the Mall of Asia in Pasay City
apparently prompted Dell to open the
second center.

In-the Asia Pacific region, Dell
maintains direct sales operations in
Australia, Brunei, China, Hong Kong,
“dia, Japan, Macau, Malaysia, New

Aland, Singapore, South Korea,

PRESIDENT Macapagal-Arroyo, Quezon city Mayor Sonny Belmonte,
Dick Hunter cheer the opening of Dell’

Dell Inc. opens secon

Taiwan and Thailand.

The company has manufacturing
operations in in Penang, Malaysia,
and China for customers in the re-
gion. Technical support for customers
in the region is provided by contact
centers in the Philippines, China and
Malaysia.

Dell has started recruiting people
for its Quezon City site, which will
have a workforce of 1,200.

- Company officials declined to dis-
cuss details of its investments in the
second contact center. Trade Secre-

tary Peter Favila, however, was earlier

quoted in reports as saying that Dell
had invested P466 million in the sec-
ond call center site.

Dell reportedly invested P366 mil-

“lion last year for its first customer

and Dell vice president
s customer support center at the Eastwood Cyberpark
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contact center inRP
Q;if_j‘lez'on City hub will employ 1,200 people

support facility in Manila, whose
workforce has already grown from
100 in January 2006 to about 1,400
at present.

Dell Philippines Quezon Gity site
manager Susheel Bhasin said that
based on the performance of the com-
pany’s site in Pasay City, there was de-
mand for its services.

“Dell is growing and we will contin-
ue to provide technical support to our
global network,” Bhasin said when
asked about the firm’s expansion plans.

He said that while the company
was always on the lookout for new
opportunities, it had no expansion
plans outside of Manila for the near
future.

“We will decide as we go along,” he
said.



3

wmaimn VMETRO MANILA Burppmmy i

QC likely to benefit from demand
for call center workers, says Inton

Quezon .City
Council  Majority
Floor Leader Ariel In-
ton said yesterday
Quezon City stands
to benefit more in the
demand for 2-million
call center workers by |
2010.

. This claim was
made in the wake of
reports that 2 million
jobs from call centers
will be generated up
to year 2010.

“Quezon City has
attracted many call
centers and business
process outsourcing
(BPO) to locate their
operations in the city”
Inton said.

He said the main
factor considered by
call centers and BPO
to do business in
Quezon City is the
favorable business
environment that was
started by Quezon
City Mayor Feliciano

Belmonte.

“Mayor Belmonte
has realized early on
the vast potentials of
call centers and BPO
in Quezon City and
what we are reaping
today is a product of

his sound business
police being imple-
mented in the city,”
Inton said.

More call centers
have expressed con-
fidence in the city’s
capability to sustain
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conducive business
climate. (Rico C. Na-
varro)
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Call center training pushed

A resolution urging the olytechnic
University of Quezon City (PUQC) to
include call center training in its courses
in Information and Communications Tech-
nology (ICT) was recently filed before the
Quezon City Council.

In his resolution, Quezon City District
2 Councilor Winston “Winnie” Castelo
stressed the need for the training, citing
the emergence of calls for the establish.
ment of call centers not only in Quezon
City but all over the country.

Dubbed as the “ICT Capital of the Phil-
ippines,” Quezon City, under the leader-
ship of Quezon City Mayor Feliciano Bel-
monte Jr., is cognizant of the importance of
information technology as one of the major
factors for accelerating social and economic
development, he said.

Last year, the PUQC, a public school
funded by the Quezon City government,
started offering new courses, including
Bachelor of Science in Information and
Commupication Technology. It has two
campuses, one in San Francisco and an-
other in San Bartolqme. .
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Editor: ROMEL A. LARA

Call centers get big
boost from QC gov't

A resolution urging the Poly- social and economic develop-

technic University of Quezon
City (PUQC) to include call cen-

ter training in its courses on in-
formation and communication

technology (ICT) has been filed
before the City Council. -

In his resolution, Quezon City
Councilor Winston “Winnie”
Castelo (District 2) stressed the
need for such measure, saying the
em ce of ICT calls for the es-

tablishments of call centers not

only in Quezon City, but all over
the country. : ;

Recognized as the ICT capi-
tal of the Philippines, Quezon
City, under the leadership of
Mayor Feliciano Belmonte Jr., is
cognizant of the importance of

information technology asone of

the major factors for accelerating

A

ment, he said. :

Last year, PUQC, a public
school funded by the Quezon
City government, started offer-

- elor of Science in Information

and Communication Technolo-
gy. It has two campuses, one in
San Francisco de Monte and an-
other in San Bartolome.
“The city government has re-

“solved to fully implement a pro-

gram that will optimize the uti-
lization of information and com-
munication and its facilities,”
Castelo said.

. Oncea roved, the resolution

is ¢ to further boost the
call center industry, which is cur-

 rently providing employment

to
many Filipinos, he added.
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Quezon City Mayor Feliciano Belmonte Jr. receives from Robert Dawson, principal dlroqt;)r of Asian
Development Bank’s office of administrative services, one of 30 brand new laptops to be donated to
the E. Roqgguez Jr. High School following its selection as the country’s first mobile Internet

laboratory. Some 3,500 students enrolled at the school stand to benefit from the donation. Looking
onare cltxlseh'ools division superintendent Dr. Victoria Fuentes (second from right), school principal
Dr. Maria Noemi Moncada and John Aloysius Bernas (left), director of Project Gi , a multi-sectoral
initiative aimed at providing Internet access to students and basic Internet literacy programs to the
ﬁum%’i; different public secondary schg:is. Also in photo are Council ority floorleader Ariel
nton Jr.

and representatives of the differen ranmr agencies of Project GILAS, which stands for
Gear Up Internet Literacy and Access for Students. JOEY VIDUYA
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Convergys expands
to Quezon City

EXPANDING its Philippine
operations, Convergys Corp., the
world’s largest provider of
outsourced customer care services,
has just brought an array of new jobs
to one the country’s most affluent
cities. Convergys, which reported
$2.5 billion in revenues for 2004, has
strategically built its seventh
integrated contact center in the light
commercial district of Quezon City.

Located along Commonwealth
Avenue, the new Convergys
contact center is perhaps the
closest to residential areas of all its
facilities in the Philippines. Other

contact centers in the Philippines
have typically been centered in
mixed-use economic zones.
Convergys chose Commonwealth
Avenue to bring the work closer to
its employees.

“Convergys prides jtself on
outthinking and outdoing on
behalf of its clients every day. With
the opening of this new facility,
which is conveniently located for
many of our employees, Convergys
shows that we are outthinking and
outdoing on behalf of our valued
‘workforce, too,” said Marife
Zamora, vice president and

. country manager for Convergys’
‘customer management group in
‘the Philippines.

Convergys’ new integrated
‘contact center on Commonwealth
Avenue can accommodate up to
11,500 agents and is equipped with
mnearly 600 production stations
iboasting the latest customer care
technologies to serve clients 24/7

in a diverse range of industries. It ~ gys contact centers globally, man-

is also immediately accessible to
'some 47 residential villages and

A9

subdivisions. About 64 percent of
the center’s current employees are
Quezon City residents, some of
whom are even within walking
distance from their jobs.
Commonwealth Avenue stretches
to schools and universities and links
the city to Rizal province, further
expanding job prospects for the area,
With access to all public transport
vehicles from the center, Convergys

employees are afforded greater travel

convenience. %

The Convergys Commonwealth
center is expected to enliven
commercial operations along this
stretch of Quezon City. The build-
to-suit facility already offers several
fast-food establishments and other
commercial businesses, attracting
both clients and prospective
Covergys employees to the site.

Its integrated contact center
on Commonwealth Avenue offers
several amenities for its own em-
ployees such as free parking, pan-
try area with cable television,
vending machines, 24/7 food con-
cessionaire, cyber desk area, staff
lounge, choice of fast-food estab-
lishments and convenience stores
as well as a banking facility within
the building. Added to the dis-
tinction of working for an employ-
er that has been named a “For-
tune’s Most Admired Company”
for five years running, Convergys
offers its Philippine-based em-
ployees a career path to follow
and the same prospects for ad-
vancement as tgeir international
counterparts. Like other Conver-

agement positions are held by the
local team. :
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CONVERGYS COMMONWEALTH CENTER OPENING: Convergys Corp. has built its seventh
integrated contact center in Quezon City. It is also immediately accessible to some 47 residential villages
.and subdivisions. About 64 percent of the center's current employees are Quezon City residents, some of
‘whom are even within walking distance from their jobs. Looking over a Convergys agent's station are
grom‘ left) Convergys vice-president and country manager for Customer Management Group in the

hlllgpines Marife Zamora, Quezon City Councilor Ariel Inton, Mayor Sonny Belmonte, Convergys GM for
Offshore Operations Dennis Ross (partly hidden) and Sen. Mar Roxas.
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©  Most of the call centers ——
[ operating in the country today

are in commercial and financial
“districts because businesses are
| located in these sites. But
Convergys Corp., America’s
largest business process
outsourcing (BPO) company
chose to locate its newest
.center along Commonwealth
“Avenue, near Fairview, because
~most of the employees are
‘residents of Quezon City and
leading educational
“institutions are located in that
‘area. :

This was stressed by
Convergys vice-president and
_country manager for Customer
‘Management Group in the
- Philippines Marife Zamora
even as she said that other
.centers to be put up in the
‘future will have a combination

of factors like bringing the
company closer to the
residences of its labor pool or
proximity to learning centers
where future tie-ups can be
made easier.

Convergys formally opened
its new ce1r§t):'er last Sep); Zl;e but
the Convergys building on
Commonwealth Avenue has

| been operating since March—
mostly tecrumn%and training
agents who will be manning the
center on a 24- hour basis. Thi
' makes Convergys the first call
| center locator in the area.
| Convergys general manager
for Offshore Operations Dennis
Ross said the Philippines is fast
becoming the company’s largest
operations outside of the US|
‘with easily 34,000 employees.
 Convergys set up shop only
in 2003 from 800 people .
:manning two centers to 6,200
employees in all seven centers.
By contrast its operations in
India cover 4,600 agent seats
(with actual employees of 9,300)
| in three operating stations Which
are located two kilometers from
each other. In China, Convergys
has seven c;\ferating sites.
Ross said despite the rapid

that agents have

43?) By ROSE DE LA CRUZ

growth of call centers
worldwide, “there is still a large
market out there waiting to be
served.” He added that for as
long as there is a stable supply of
higlg-d trainablte;nd skilled

e, like in the Philippines,
?heeorz is no way but for call
center operators, like Convergys,
to keep expanding.

Ross said that the average
investment of Convergys per
call center is $5 million, the bulk
of which is in land and
equipment. *

While most call center
operators in the country usually
“pirate” workers from other call
centers, Convergys depends to a
large extent on its partnerships
with educational institutions to
supply the labor requirements of
the company.

“We also have entered into a
%Zrtnership with the

partment of Education
(DepEd) where we would be

training secondary public school
teachers on'English proficiency
skills to upgrade their
communication skills in teaching
students,” Ross said adding that
at times, “the teachers may end .
up being the applicants in our
company.”

Zamora said the decision to
offer the oral communication
skills course was arrived at after
the company — like most call
center operators — found
difficulty e’cﬁnithe highly
qualified English proficient
agents to man the centers.

Todate, Convergys has
trained and “graduated” 500
secondary public school teachers
in this special course, Zamora
said. :

Ross said Convergys plans to:
put up in the near future four
other centers in Metro Manila
and Metro Cebu—"because
these places have a steady
supply of manpower.”

e also takes }}));tc:: in the fact

T career -

- said.

pathin Conver%?rs since “our
company recently assigned a
Filipina senior manager to
Jacksonville, Florida as director
for global training.”

“We also exported five
talented agents belonging to the
Red Hat Team to India for two
months to undergo further
training so they can be assigned
in other Convergys sites,” Ross

‘Companies from 60 countries
speaking 30 languages depend
on Convergys in managing the -
increasing complexity and cost
of caring of their customers and
employees. “Our clients are the
world’s leading companies in
industries, communications,
financial services, technology
and consumer products,” Ross
said.

Convergys is the top
providereg%ywireless biﬁing
services in the US (which
accounts for over a third of
wireless calls). Itis also the
number one provider of cable
hel:lfhony bﬂEng in the world as
well as one of the biggest in
outsourced customer services
with 36,000 workstations in the
web-enabled, multichannel
contact centers worldwide.

Among the recognitions
received by the company are |
Fortune’s “Most Admired
Companies” for five consecutive
years; Calvert Social Index for |
corporate social responsibility;
Business Week Global 1000; CRM |
2005 Service Leader Award; *
Customer Inter@ction Solutions
Inbound Agency for 5 consecutive
years; IP Contact Center Pioneer |
2003 Gold MVP Award 2005,
Telestrategies best overall |
company and Billing IT Telecom |
International Forum for best i
product.

In 2004 revenues reached $2.5
billion with operating income of
$185.5 million for the same year.

At the recent openingof
Convergys’ new home in !
Quezon City, QC Mayor Sonny
Belmonte thanked Convergys
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QC growth area welcomes call center

By PERSEUES ECHEMINADA

") Quezon City Mayor Feliciano Belmont,e Jr. and Sen.
,l\?arRoxaswelmmed yesterday the world's largest pro-

Qruezon City

vider of outsourced customer care service as it opened a © Mayor
branch on Commonwealth Avenue, the second major sk Il:‘e.]::;LaS?
call center to in the city in the last two months. and S Mas
Belmonte Eanked Convergys Corp. for its confi-. oxas join a |
\dence in the growth potential of Quezon City and “Convergys
|“believing in our people and the city’s learning in- employee at
stitutions, which would selx;ve as a ready tsiupp!}er of ‘tlao‘r:‘:irxrsl:\ag-
the skilled people needed by your operations. ,
elit the lall)mcging of the seventh call center of Con- o "’t"":“é:
vergys, the mayor said he sees the transformation of 5 conters
Commonwealth Avenue into a “high class area m‘ branch on
the near future because wherever Convergys goes, | o COI;Il:\:'?';
others follow immediately.” A s
~ “Igiveyou the city government’s 101 percent sup- ARG
port in whatever you need in terms of infrastructure, Looking on
roads and peace and order,” the mayor assured com- | is'‘Convergys
pany officials. : | ~_general
Belmonte said he was pleased with the idea of the | B l::\sag:gszi:
company in locating its operation in Quezon City, v

lwliere easil%ygl percent of its workforce will be com-
ing from. '
| Convergys Commonwealth has 1,5000 agent seats
|and is equipped with nearly 600 production stations,
|boasting the latest customer care technologies to serve
Iclients 24/7 in a diverse range of industries.
Belmonte said with “building situation getting
/more tight in other places in Metro Manila, call cen-

|

‘ters will naturally locate themselves in Quezon City

where there are still lots of lands to buiild upon.”

| Convergys has also offered weekend oral commu- |
‘nications seminars for public high schools teachers

in Quezon City. s >

Top Convergys officials led by Timothy Diaz de
Rivera, director general of the conflguher center; Den-
nis Ross, general manager for offshore operations;
and Marife Zamora, vice president and country man- |
ager; joined Belmonte Roxas and council majority |
leader Ariel Inton in the opening ceremonies. |

In August, US based Teletech opened its 67th cus-
tomer service center in Novaliches. =~
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