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ABSTRACT 

 

In the Knowledge Process Outsourcing market, the Philippines is 

slowly gaining traction as a genuine challenger. Despite the effect of 

the pandemic, BPO industries in the Philippines continue to advance, 

with a promising future in the years ahead. The study focuses on the 

KPO practices in the Philippine setting and the factors affecting them. 

The researchers used a descriptive cross-sectional design to analyze 

the factors affecting the KPO industries and their practices. This study 

used a purposive sampling technique to 100 supervisory and key ac-

count managers as respondents from six BPO firms with KPO services. 

This study included measures of central tendency and inferential sta-

tistics to determine the relationship between KPO practices and the 

factors affecting them. The result of the study shows that among the 

three (3) KPO practices, the provider capability gained the highest 

level, followed by client-retained capacity and contractual govern-

ance. In addition, among the four (4) factors affecting KPO practices, 

regulatory aspects got the highest level, followed closely by innova-

tive elements, technological factors, and human resource factors. 

Moreover, the study observed low to moderate associations between 

the KPO practices and the factors. Finally, the technological aspect 

emerged as a predictor of industry KPO practices. 

 

Keywords: Human resource factors, Innovation factor, Knowledge Pro-

cess Outsourcing (KPO), Provider capability, Regulatory 

factors, Technological factor 
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Introduction 
After remittances from Filipino workers, 

the Philippine BPO sector has created over a 

million employees. It is now the country's sec-
ond-largest contributor to GDP. As the industry 
matures, technological advancements will 
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usher in a new era of growth, necessitating hir-
ing more highly skilled personnel. The Philip-
pines faces a difficult task in remaining compet-
itive as a BPO destination while also providing 
quality work for over a million workers, many 
of whom are women (Boldwell & Errighi, 
2016). In the Philippines, the Business Process 
Outsourcing (BPO) business has thrived for 
decades. Investors are still drawn to the coun-
try to outsource their services less than 30 
years after the government enacted the Special 
Economic Zone Act. The BPO sector has devel-
oped to the point where it is now one of the 
"two legs" of the country's economy, alongside 
remittances from OFWs (Davis, 2020). 

The relevance of the BPO industry in the 
Philippines solidified its foundations to create 
millions of employment for Filipinos. Despite 
its strong basis, the industry was still severely 
impacted by the global pandemic's conse-
quences, forcing businesses to reassess their 
operations. Despite its strong basis, the indus-
try was still severely impacted by the global 
pandemic's consequences, forcing businesses 
to reassess their operations. Despite tremen-
dous challenges, the BPO industry continues to 
advance, with a promising future in the years 
ahead. Filipinos have excellent communication 
skills and are knowledgeable in various fields. 
The nation provides high-quality voice, non-
voice, and back-office services to a wide range 
of industries, encouraging more companies to 
look into outsourcing options in the country. 

Furthermore, our familiarity with Western 
culture gives us an advantage in providing effi-
cient and effective services (Davis, 2020). 
Knowledge process outsourcing is another BPO 
spinoff (KPO). In a nutshell, KPO is outsourcing 
knowledge-intensive business procedures that 
necessitate specific area knowledge. Because 
the strength of KPO added value rather than 
cost savings, changing from a voiced base to 
KPO might be advantageous for the BPO sec-
tor's continued growth (Herguner, 2013). 

Offshoring describes a company's decision 
to relocate its business procedures to another 
country. These business processes include 
manufacturing, operations, and support activi-
ties like accounting and customer service. A 
global production network, for example, where 
various production processes originate in  

different countries: in computers, microchips 
are typically assembled in the United States as-
sembles the microchips. In contrast, other parts 
in Asian countries manufacture them. This con-
cept involves providing professional labor and 
substituting service from any foreign source for 
one supplied by business members (Tullao et 
al., 2019). 

As stated by Sako (2006), outsourcing oc-
curs when companies purchase rather than 
'make' products in-house. This process is due 
to the shift from sourcing goods and services 
domestically to sourcing them from inde-
pendently held providers. Outsourcing re-
quires specialization. Offshoring happens when 
a company's productive activities in an over-
seas move, whether via separately held suppli-
ers or entirely owned (captive) subsidiaries. 

In the study of Mudambi and Tallman 
(2010), they suggested three significant waves 
in the outsourcing industry: Information Tech-
nology Outsourcing (ITO), Business Process 
Outsourcing (BPO), and Knowledge Process 
Outsourcing (KPO). Outsourcing entails hiring 
a third party to complete the relevant tasks 
within the organization. The ability of firms to 
outsource suppliers outside of the country has 
recently developed, giving rise to the notion of 
offshore. In addition, Tullao et al. (2019) men-
tioned that offshoring does not imply that in-
puts from other nations must work for the com-
pany domestically. It also implies they might 
have cross-country collaborations without 
physically relocating to the client's country. 
Outsourcing has become a global phenomenon 
because of business integration and severe 
competition; it provides qualified yet cost-ef-
fective labor (Tullao et al., 2011). In terms of 
employment, service exports have increased 
significantly, and the IT-BPO industry has cre-
ated many jobs. However, employers continue 
to struggle to find qualified candidates. Some 
scholars define outsourcing as the "purchase of 
a good or service previously provided inter-
nally" (Lacity & Hirschheim, 1993; Lacity & 
Willcocks, 2012). 

Information Technology Outsourcing (ITO), 
as defined by Lacity and Willcocks (2012), in-
volves the practice of using IT services like ap-
plication development and communications, 
network administration, and distribution to 
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third parties." Furthermore, according to some 
academics, certain corporations began out-
sourcing IT services to third parties as early as 
1963. 

Business Process Outsourcing (BPO), ac-
cording to Hergüner (2013), is the process of 
contracting outcome business functions to an-
other organization. BPO stands for "business 
process outsourcing," which includes financial 
and accounting services, human resource man-
agement, procurement, research and develop-
ment, and legal services (Lacity & Willcocks, 
2012). Another branch of BPO is knowledge 
process outsourcing (KPO). Briefly, KPO is out-
sourcing knowledge-intensive business pro-
cesses requiring specialized field expertise. The 
strength of KPO is not the cost-saving but the 
added value. Thus, shifting from the voiced 
base sector to KPO may benefit the continuity 
of growth in the BPO Sector (Herguner, 2013). 

 
The emergence of Knowledge Process Out-
sourcing in the Philippines  

According to Optimum Source Inc. (2018), 
the idea of KPO is said to have its inception in 
India in the 80s. The Philippines is continu-
ously acquiring momentum as a significant 
contender in the Knowledge Process Outsourc-
ing industry. As a former American colony 
where the educational system is patterned sim-
ilarly to the States, the Philippines was the call-
center hobnob in Asia for years. Most of the 
working class in the Philippines are highly edu-
cated and, more importantly, English speakers. 
Fortunately, because of globalization, the num-
ber of Filipinos skilled in the specialized fields 
of Finance, International Law, Research, Design 
and Animation, and Asset Management is 
steadily increasing. These fields are on a differ-
ent level than the services which comprise the 
BPO industry. The Philippines has significantly 
contributed to the country's economic growth 
because of voice contact centers. However, the 
government tries to expand high-value and 
non-voice services like financial analysis, in-
surance, and banking. These fields, as well as 
the ones mentioned above, need professionals 
with certifications, licenses, and PhDs. These 
qualifications are very costly in the Western 
 
 

world. If a European company, for example, is 
planning on taking a team of lawyers and re-
search engineers to handle its patent design 
and licensing departments. In addition, the con-
fidence of the global market in the stability of 
the workforce of the Philippines has improved. 
The government has supported the nation's 
students in educational programs that will fill 
the demand for jobs in KPO. All this positive 
news will fuel the Philippines as a critical 
player in the international arena for KPO in the 
coming years. 

 
The Knowledge Process Outsourcing 

The purpose of KPO is to provide value by 
enhancing enterprise decision-making rather 
than focusing solely on cost savings. Aleman 
(2014) reconciles the taxonomies of KPOs into 
two types: captives, pure-play, or hybrids, de-
pending on how services are delivered. At the 
same time, the classification includes Inte-
grated providers (having both BPO and KPO so-
lutions), Professional knowledge taskers (lim-
ited to a specific niche or industry), or 
Knowledge Builders.  

Voice-based BPOs (call centers) offer value-
added services to clients and rely on a limited 
pool of highly talented, educated personnel. 
KPO relies on a more limited pool of highly 
skilled, educated employees and focuses on de-
livering value-added services to clients (Baldia, 
2010). KPO is outsourcing knowledge-inten-
sive business processes, which needed a spe-
cialization. The strength of KPO is not the cost-
saving but the added value. It provides a sus-
tainable competitive advantage for customers 
in all knowledge-intensive industries (Mireau, 
2007). 

Furthermore, Tullao et al. (2019) explained 
that back office or Knowledge Process Out-
sourcing (KPO) provides services related to fi-
nance, accounting, and human resource admin-
istration. Knowledge Process Outsourcing 
(KPO) involves delegating knowledge-inten-
sive business processes. This process requires 
a third-service provider's significant domain 
expertise, analytic skills, and judgments and 
decision-making capabilities.  

 
 

http://www.optimum-source.com/services/business-operations-support
http://www.optimum-source.com/services/accounting-finance
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Factors Affecting the Growth of the 
Knowledge Process Outsourcing Sector in the 
Philippines  

Regulatory Factor-All developments that 
the IT-BPO industry will facilitate anchor on 
how the government act to enhance the sector. 
Without adequate and sufficient government 
policies, the industry will be inefficient (Tullao 
et al., 2012). The Department of Information 
and Communications Technology (DICT) and 
the Department of Trade and Industry (DTI) 
ensure the facilitation and implementation of 
policies that boost BPO firms. Through the cre-
ation of DICT, the government continues to 
maintain strong collaboration with 
BPOs/KPOs. According to the work of Herguner 
(2013), the Philippine government is quite sup-
portive.  However, the law enforcement is still 
a problem. 

 
Human Resources – In the ideas of Her-

guner (2013), for a successful transition from a 
voice-based BPO sector to a stronger ITO and 
KTO for continuous growth, the Philippines 
should solve its two main problems (i.e., human 
resources and capital). It is essential to know 
what, where, and how to outsource. It should 
be the subject of internal and external analysis. 
Conducting training sessions with outsourcing 
experts who deeply understand the industry 
and know how to create and manage outsourc-
ing relationships is a must. The organization 
encourages the collaboration and growth of its 
community by providing sufficient training 
programs and career planning. Education and 
training at the company highlight the signifi-
cance of acquiring the requirements, the needs, 
and assumptions of the customer and other in-
terested parties. 

 
Technology – As mentioned by Mireau 

(2007), technology helps to improve the flow of 
information and management's control. Tools 
such as knowledge- and project management 
helps companies improve their outsourcing 
ROI in three ways: a) They avoid duplication of 
services and billing errors. b) They increase the 
quality of outsourcing processes. c) They re-
duce the management costs that tend to grow 
exponentially as the amount of outsourcing ac-
tivities increases. Using technology to link the 

company's internal and external people and 
processes will enable companies to build and 
manage strategic outsourcing partnerships 
much more efficiently.  

In relation, Tullao et al. (2019) stated that 
modern telecommunications and information 
technology are vital to the industry's develop-
ment and the Philippine economy's growth and 
efficiency. Different cable and satellite technol-
ogies help businesses perform their daily oper-
ations. New technological advances, like cloud 
computing and automation, transform indus-
tries such as the BPO sector. Companies en-
gaged in offshoring non-core businesses will in-
creasingly recognize a country's ability to 
adapt to new technology and innovation be-
yond any cost advantages from low wages 
(Deloitte, 2014). 

 
Innovation- Mireau (2007) asserted that it 

is no longer enough to provide clients with a 
better, faster, and less expensive solution for 
something they are currently doing. Providers 
wishing to persuade customers to switch from 
project-oriented to process-oriented outsourc-
ing must collaborate to create and deploy inno-
vative solutions well ahead of their customer's 
demands. Suppose KPO providers are to con-
tinue to out-innovate and out-perform their cli-
ents. In that case, they must establish deep sub-
ject expertise and know-how and invest in R&D 
like any other sector. One of the most challeng-
ing components of the outsourcing process is 
defining needs in clear, complete, and measur-
able language and technical and management 
knowledge within the organization. Opportuni-
ties for improvement by the client enhance the 
growth of the BPO firms.  

 
Methodology 
Design 

The study implored the use of Descriptive 
Cross-Sectional Studies. According to Ihudie-
bube-Splendor and Chikeme (2020), Descrip-
tive cross-sectional studies generate data for 
describing the status of phenomena or relation-
ships among phenomena at a fixed point in 
time.  

The descriptive cross-sectional study ana-
lyzes the factors affecting the KPO industries 
and the practices in the Philippines Settings. 
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The statistics helped to understand the general 
information of the respondent's answers. This 
study enhanced a systematic description that is 
accurate, valid, and reliable as possible regard-
ing the influence of factors in the KPO industry 
and the KPO practices associated with it. Thus, 
the study design was instrumental in gathering 
quantitative data for analysis. 

 
Respondents 

The study used the purposive sampling 
technique to gather respondents for the study. 
Purposive sampling is a nonprobability sam-
pling technique. The main aim of a purposive 
sample is to obtain a sample that can be  

reasonably assumed to be representative of a 
population. (Lavrakas, 2008).  
 
Criteria for the Firm/KPO Company 
1. Determine the population: The Total Num-

ber of KPO Firms in Subic Bay Freeport 
Zone is eight (8) BPOs with KPO Functions; 
and 

2. At least six (6) out of Eight (8) Firms ap-
proved the conduct of the study 

 
Criteria for Selecting the Respondents  
1. Manager or Team Leader/Supervisor; and 
2. Handling KPO Services for the company. 

 
Table 1. Distribution of the Respondents  

KPO Firm Frequency Percentage 
Bs Firm 5 5 
Dn Firm 15 15 
Ex Firm 20 20 
Exl Firm 15 15 

I Firm 25 25 
Z Firm 20 20 
Total 100 100  

 
Instrument 

The study used a self-administered ques-
tionnaire incorporating closed-ended ques-
tions to collect primary data. A usual form is an 
assurance with which the person may agree or 
disagree to a diversed degrees. This closed-
ended questionnaire is answerable by a scale. A 
scale is an arrangement of objects, people, or 
places according to their magnitude in a partic-
ular order. It also distinguishes this ordered ar-
rangement in units of equal intervals. Zikmund 
et al. (2009) also indicate that the interval scale 
has both nominal and ordinal properties but 
captures information about differences in 
quantities of a concept. An interval scale does 
not have a true zero: 1 – strongly disagree, 2 – 
disagree, 3 – neutral, 4 – agree, 5 – strongly 
agree. 

Thus, the instrument used the 5-point Lik-
ert scale with the corresponding descriptive 
ratings. 
 
 
 

Validation of Instrument 
The questionnaire underwent pilot testing 

with a total of six (6) validators; three (3) busi-
ness development practitioners and three (3) 
economics and strategic management profes-
sors. In this study reliability test was carried 
out by pilot test and computing Cronbach's Al-
pha. The researchers used the feedback from 
the pilot study to refine the questionnaire to 
make it reliable during the study. The question-
naire also underwent a Cronbach's alpha to test 
its reliability. Reliability refers to the constancy 
of the measure of concept (Tavakol & Dennick, 
2011). As a rule of thumb, the Cronbach values 
of the items included in the study should not be 
lower than 0.7.  

 
Statistical Treatment of Data 

Before processing the responses, the re-
searchers checked for the completeness and 
consistency of the completed questionnaires. 
For the data analyses, the study used a statisti-
cal software (Statistical Package for Social Sci-
ences 22.0.) The analyses also utilized 
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measures of central tendency (mean) and infer-
ential statistics (correlation and regression 
analysis) for the conclusions on the relation-
ship between KPO practices and the factors af-
fecting them. Pearson correlation coefficient 
analysis and Regression Analysis measure the 
linear relationship between two variables.  

Result and Discussion  
The succeeding tables below present the re-

sults of mean computations for the KPO prac-
tices and the different factors affecting its im-
plementation. 
 

 
Table 2. Contractual Governance 

Contractual Governance WM DR 
CG1 4.21 S 
CG2 3.74 S 
CG2 3.42 F 
CG4 4.08 S 
CG5 3.29 N 
Overall WM 3.75 S 

Legend: 5.00-4.20= Frequently (F); 4.19-3.40= Sometimes(S); 3.39-2.60= Neutral (N); 2.59-1.80= 
Rarely (R); 1.79-1.00= Never (NV) 
 

Table 2 shows that the overall computed 
mean for Contractual Governance is 3.75. The 
result has an interpretation of "sometimes." In 
addition, the item with the highest mean for 
Contractual Governance is item 1 with 4.21. 
This result got an interpretation of "some-
times." But the item with the least mean is item 
5 with 3.29. This result corresponds to an inter-
pretation of "neutral." According to Lacity and 
Wilcocks (2012), contractual governance is the 
formal, written rules that govern the client-
provider relationship. It is critical to develop 
contracts for a successful outsourcing opera-
tion so that the supplier behaves in the client's 
best interests. Vendor activities, such as  

capacity decisions, are influenced by contract 
terms. A key risk factor has been identified as a 
lack of adequate contract management, result-
ing in higher service costs and an inability to 
reach cost-cutting objectives (Rantakari, 
2010). The outsourcing company's contract 
and relationship with the service provider are 
constantly linked. Contract management is a 
continuous activity throughout the outsourced 
lifespan; it does not just occur at the start of the 
partnership but is a critical success element for 
outsourcing management (Rantakari,2010). In 
addition, most business process outsourcing 
failures exist due to a lack of proper contract 
management and communication. 

 
Table 3. Provider Capability 

Provider Capability WM DR 
PC6 4.00 S 
PC7 4.37 F 
PC8 4.06 S 
PC9 4.38 F 
PC10 4.33 F 
Overall WM 4.21 F 

Legend: 5.00-4.20= Frequently (F); 4.19-3.40= Sometimes(S); 3.39-2.60= Neutral (N); 2.59-1.80= 
Rarely (R); 1.79-1.00= Never (NV) 
 

Table 3 presents the overall computed 
mean for Provider Capability which is 4.21 
which corresponds to a descriptive  

interpretation of "frequently." Furthermore, 
the item with the highest mean for Provider Ca-
pability is item 9 with 4.38. This result  
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corresponds to a descriptive interpretation of 
"frequently." On the other hand, item six got the 
lowest mean with 4.00 and interpreted as 
"sometimes." According to Lacity and Wilcocks 

(2012), provider capability is the 'ability to 
identify, acquire, develop, and install human re-
sources to accomplish both provider's and cli-
ent's organizational objectives. 

 
Table 4. Client Retained Capability 

Client Retained Capability WM DR 
CRC11 3.98 S 
CRC12 4.31 F 
CRC13 4.26 S 
CRC14 3.90 F 
CRC15 3.73 F 
Overall WM 4.04 S 

Legend: 5.00-4.20= Frequently (F); 4.19-3.40= Sometimes(S); 3.39-2.60= Neutral (N); 2.59-1.80= 
Rarely (R); 1.79-1.00= Never (NV) 
 

Table 4 reveals the overall computed mean 
for Client Retained Capability which is 4.04 
with a descriptive interpretation of “some-
times” in the Likert scale. In particular, item 12 
generated the highest mean for Client Retained 
Capability with 4.04, which translates to 
"sometimes." However, item 15 garnered the 
lowest mean score of 3.73. It has a  

corresponding interpretation of "frequently" in 
the scale. Business Process Outsourcing (BPO) 
Company's ability to retain and manage clients 
by shifting their capabilities from managing re-
sources and processes to managing inputs and 
outputs. This is a great mechanism to attain cli-
ent satisfaction. 

 
Table 5. Regulatory Factor 

Regulatory Factor WM DR 
RF16 4.44 VGE 
RF17 3.91 GE 
RF18 4.24 GE 
RF19 3.96 GE 
RF20 3.72 GE 
Overall WM 4.05 GE 

Legend: 5.00-4.20= Very Great Extent (VGE); 4.19-3.40= Great Extent (GE); 3.39-2.60= Neutral (N); 
2.59-1.80= Little Extent (LE); 1.79-1.00= Very Little Extent (VLE) 
 

Table 5 displays the overall computed 
mean for the Regulatory Factor is 4.05 with a 
descriptive interpretation of "great extent." 
Moreover, the item with the highest mean for 
Regulatory Factor is item 16 with 4.44, which 
corresponds to an interpretation of "very great 
extent." However, the item with the lowest 

mean is item 20 with 3.72 and interpreted as 
"great extent." All developments that the IT-
BPO industry facilitate connect on how the gov-
ernment will act to improve the sector. Without 
adequate and sufficient government policies, 
the industry will be inefficient (Tullao et al., 
2012). 

 
Table 6. Human Resource Factor 

Human Resource Factor WM DR 
HRF21 3.82 VGE 
HRF22 4.23 GE 
HRF23 3.55 GE 
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Human Resource Factor WM DR 
HRF24 4.15 GE 
HRF25 3.92 GE 
Overall WM 3.93 GE 

Legend: 5.00-4.20= Very Great Extent (VGE); 4.19-3.40= Great Extent (GE); 3.39-2.60= Neutral (N); 
2.59-1.80= Little Extent (LE); 1.79-1.00= Very Little Extent (VLE) 
 

Table 6 illustrated the result of the overall 
computed mean for the Human Resource Fac-
tor which is 3.93 and has a descriptive interpre-
tation of “great extent.” In connection further, 
item 22 produced the highest mean for Human 
Resource Factor which is 4.23. This result has 
an interpretation of "great extent" as well. 
Then, the item with the lowest mean is item 23 
with a score of 3.55. This result has a corre-
sponding interpretation of "great extent" also. 

Accordingly, it should be the subject of internal 
and external analysis. The organization encour-
ages the inclusion and growth of its people by 
coming up with training programs and career 
planning. Education and training at the com-
pany emphasize the importance of meeting re-
quirements and the needs and expectations of 
the customer and other interested parties (Her-
guner, 2013) 

 
Table7. Technology Factor 

Technology Factor WM DR 
TF26 3.91 GE 
TF27 4.31 VGE 
TF28 3.74 GE 
TF29 4.00 GE 
TF30 3.85 GE 
Overall WM 3.96 GE 

Legend: 5.00-4.20= Very Great Extent (VGE); 4.19-3.40= Great Extent (GE); 3.39-2.60= Neutral (N); 
2.59-1.80= Little Extent (LE); 1.79-1.00= Very Little Extent (VLE) 
 

Table 7 presents the result of the overall 
computed mean for the Technology Factor. 
Based on the table, the study obtained a mean 
of 3.96 which has an interpretation of "great ex-
tent." To be more particular, the item with the 
highest mean for Technology Factor is item 27 
with 4.31, which equates to an interpretation of 
"very great extent." On the other hand, item 28 
generated the lowest mean with a score of 3.74 
and interpreted as "great extent" as well.  

According to (Mireau, 2007), technology helps 
to improve the flow of information and man-
agement's control. Tools such as knowledge- 
and project management helps companies im-
prove their outsourcing ROI Using technology 
to link the company's internal and external 
people and processes will enable companies to 
build and manage strategic outsourcing part-
nerships much more efficiently.  

 
Table 8. Innovation Factor 

Innovation Factor WM DR 
IF31 4.26 VGE 
IF32 3.96 GE 
IF33 3.72 GE 
IF34 3.83 GE 
IF35 4.40 VGE 
Overall WM 4.03 GE 

Legend: 5.00-4.20= Very Great Extent (VGE); 4.19-3.40= Great Extent (GE); 3.39-2.60= Neutral (N); 
2.59-1.80= Little Extent (LE); 1.79-1.00= Very Little Extent (VLE) 
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Table 8 presents the overall computed 
mean for the Innovation Factor with a score of 
4.03 which corresponds to a "great extent" in 
the Likert scale. Specifically, the item with the 
highest mean for Innovation Factor is item 35 
with a score of 4.40. The study interpreted this 
result to a "very great extent." However, item 
33 gathered the lowest mean with a score of 
3.72, which corresponds to an interpretation of 

"great extent." According to Mireau (2007), it is 
no longer enough to provide clients with a bet-
ter, faster, and less expensive solution for 
something they are currently doing. Suppose 
providers wish to persuade customers to 
switch from project-oriented to process-ori-
ented outsourcing. In that case, they must col-
laborate to create and deploy innovative solu-
tions well ahead of their customer's demands. 

 
Table 9. Correlation Matrix between the KPO Practices and Factors affecting KPO Industries 

 RF HRF TF IF 
Contractual Governance - .119 

.237 
.242* 
.015 

- .380* 
.000 

- .066 
.512 

Provider Capability .065 
.521 

- .278* 
.005 

.069 

.493 
- .009 
.926 

Client Retained Capability - .252* 
.012 

- .535* 
.000 

.189 

.060 
- .317* 

.001 
Overall KPO Practices - .197* 

.050 
-.211* 
.035 

- .166 
.098 

- .222* 
.026 

Note: * p < .05 
Legend: RF– Regulatory Factor 
 HRF– Human Resource Factor 
 TF– Technological Factor 
 IF– Innovation Factor  
 

Table 9 presents the correlation matrix be-
tween the KPO practices and the factors affect-
ing KPO industries. As observed, there were 
generally significant relationships between the 
practices and factors affecting KPO. The regula-
tory factors yielded a weak negative correla-
tion for the client retained capability (r= -.353) 
and the general KPO practices' mean (r= -.197). 
On the other hand, the human resource factor 
also revealed a weak to moderate association 
among contractual governance, provider capa-
bility, client retention, and overall KPO prac-
tices. The table shows the following Pearson-r 

coefficients, .242 for the contractual govern-
ance; -.278 for the provider capability; - .535 
for the client retained capability, and -.211 for 
the general KPO practices. Regarding techno-
logical factors, only contractual governance 
provided a weak negative correlation with r= 
.380. Lastly, for the innovation factor, the client 
retained, and the general KPO practices pro-
duced a weak negative association with the fol-
lowing coefficients -.317 and -.222, respec-
tively. All the mentioned Pearson-r results are 
significant at the .05 Alpha significance level. 

 
Table 10. Regression Analysis between the KPO Practices and Factors Affecting KPO Industries 

Model B Std. Error Beta t Sig. 
Constant 5.745 1.135  5.060 .000 
RF -.115 .172 -.072 -.670 .504 
HRF .331 .170 .198 1.948 .054 
TF* -.550 .171 -.327 -3.22 .002 
IF -.161  .151 -.105 -1.06 .290 
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Note: F(5,95) = 5.493; p = .001; R2 = .188 
Legend: RF– Regulatory Factor 
 HRF– Human Resource Factor 
 TF– Technological Factor 
 IF– Innovation Factor 
 

Table 10 indicates the linear regression re-
sult between the KPO practices and the factors 
affecting KPO industries. There was substantial 
evidence that the technological factor is a sig-
nificant predictor of KPO practices in the indus-
try. 

A closer look at the model's B coefficients 
revealed a result with a corresponding t-value 
lower than the Alpha significance level of .05. 
This only means that technological factor pre-
dicts KPO practices among industries.  

According to Tullao et al. (2021), modern 
telecommunications and information technol-
ogy are essential not only to the growth of the 
industry but to the progress and efficiency of 
the Philippine economy.  As new technological 
advances, companies engaged in offshoring 
non-core businesses will increasingly recog-
nize a country's ability to adapt to new technol-
ogy and innovation beyond any cost ad-
vantages from low wages (Deloitte, 2014). 

According to Li and Meissner (2008), tech-
nology provides the execution platform for 
benefits such as accelerating the adoption of 
best practices, interfaces, and new upgrades 
and ensuring a consistent level of quality dur-
ing maintenance tasks. Both the purchasers 
and the service providers benefit from the un-
derlying technology. As a result of this value, 
firms seeking BPO are constantly looking for 
ways to capitalize on the advantages by utiliz-
ing technology. Providers cannot drive any 
standardization strategy without a standard 
technology. This uniform platform empowers 
his standardization operations while allowing 
for "personalization." 

The other factors in the study also contrib-
uted to the study, however, not significantly. 
This result means that the regulatory, human 
resource, and innovation factors also account 
for the KPO practices of the industries. 

 
Conclusion  

From the results mentioned above of the 
study, the researchers concluded that: 

1. Respondents perceived the contractual 
governance and client-retained capability 
practices as “sometimes” in the knowledge 
process outsourcing. However, respond-
ents observed provider capability practice 
“frequently.” 

2. Regarding factors, regulatory, human re-
source, technology, and innovation gener-
ated a response of “great extent” among the 
respondents. 

3. Inferential statistics showed moderate in-
direct associations between contractual 
governance, human resource, and techno-
logical factors; provider capability and hu-
man resource factor; client retained capa-
bility, regulatory, human resource, and in-
novation factors. 

4. Regression analysis showed that techno-
logical factors significantly predict 
knowledge process outsourcing practices. 

 
Implications 

From the results and conclusions of the 
study, the researchers believed that knowledge 
process outsourcing has a significant contribu-
tion to the country's economy. Its potential for 
the future is immense. Although the pandemic 
struck the economy, the KPO industries were 
resilient and steadfast. The study found that the 
technological factor is a primary factor affect-
ing KPO practices. It is not that remarkable 
since we are already in the digital world, and 
everything uses technology. Therefore, BPO in-
dustries in the country need to keep abreast 
with the latest innovations and technological 
advancements to be at par with other countries 
in the global aspects of KPO. 
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