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ABSTRACT

The study investigated the capability of establishing a call center 
in Surigao del Sur, Philippines. Thus, a positive result can benefit young 
professionals, business people, provincial government, and future 
researchers. The study utilized the quantitative research method. The 
respondents of the study selected through random sampling were the local 
government units, real estate professionals and the private sector. The 
results of the study disclosed that the communication facilities in Surigao del 
Sur are moderately favorable. For the area, it is highly capable of establishing 
a call center. Finally, the study recommends the proposed action plan, 
intervention program, and project proposal to any entrepreneur or investor 
who wants to venture into the call center business. Moreover, this research 
can also be a baseline data for those researchers who would like to conduct 
a feasibility study in establishing a call center in Caraga Region XIII.
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INTRODUCTION

A call center is a centralized division where phone calls from current 
and potential clients are engaged (Tech Target, 2016). The Philippines, 
a developing country, remains an attractive site for offshore voice BPO 
services due to its supply of English-speaking professionals, low labor costs, 
and accessibility of a good telecommunications organization. Call centers 
can manage inbound and outbound calls and be situated either within a 
company or outsourced to another company that focuses on handling 
communication. Critical factors in site location are the size and type of labor 
available. The right mix of people helps managers hire successfully. Thus, 
they meet the objectives of the center. The number and type of employees 
it can appoint and retain lies in the location of a call center. According to 
Asian Briefing News, the Philippines Development Plan regarded the BPO 
(call center) industry as a priority since it is necessary to the country’s ten 
high significance development areas.

BPO is defined by the Philippines Department of Trade and Industry (DTI) 
as the delegation of service-type businesses handled to a third-party service 
provider. The following sectors are generally divided into contact centers, 
back-office services, data transcription, animation, software development, 
engineering development, and game development. The Philippines 
constantly ranks among the top five BPO locations. English proficiency is 
much higher in rate in the Philippines (Tech Target, 2016). Filipinos think in 
English, unlike most of their Indian counterparts. Thus, the dominance of 
English in the Philippines is very high. The Philippines has the utmost standard 
of English in Asia, followed by India, Sri Lanka, and Nepal, according to The 
Asian Call Centre Review. The Australian-based HR Company reported that 
the Philippines has a 92.5 percent English proficiency rating. Also, Filipinos 
have many Western cultural influences known and accepted internationally.

Though the industry viewpoint is very positive, future difficulties 
remain, mainly due to possible policy shifts announced by the Philippines 
Government.  One primary concern is the possibility of proposed changes 
to the tax holiday benefits that currently are in place that allow temporary 
declines or eliminations of corporate taxes.  This plan has discussed the 
reduction of tax holidays for the BPO industry, with the cooperation of 
having their income tax reduced from 30 percent to 15 percent (Asian 
Briefing News, 2017).  The danger here, according to industry experts, is that 


