INTRODUCTION

On September 29, 2011, the VOLUNTARY CODE OF GOOD
PRACTICES IN BUSINESS PROCESS OUTSOURCING AND INFORMATION
COMMUNICATIONS TECHNOLOGY TC (TC-BPO/ICT) was forged by and
between the Department of Labor and Employment (DOLE), Clark
Development Corporation (CDC), and various Business Process
Outsourcing (BPO) and Information Communications Technology (ICT)
locators in Clark Special Economic Zone, in Clarkfield, Pampanga. The
collaborative signing of this VCGP in the BPO and ICT Industry aims to
foster a proactive approach in ensuring voluntary compliance with the
general labor standards (GLS) and occupational safety and health
standards (OSHS). Accordingly, the code carries with it a sense of
corporate social responsibility (CSR) in the promotion of good neighbor
communication principles allowing healthy competition in the field of
labor relations, employee welfare benefits, productivity and
competitiveness of manpower in the concerned industry.
The code likewise sets forth an avenue for collaboration with
different agencies and organizations, public and private, allowing
benchmarking of strategies and unification of programs for a more
facilitative approach in meeting global challenges. In partnering with an
organized group of BPOs and ICTs in the eco-zone, and with the joint
monitoring of the Department and of the CDC, we trust that a peaceful
industrial front can further be ascertained in the province, particularly in
Clark Special Economic Zone, as evidenced by a decreased number of filed
cases and / or requests for assistance through Single Entry Approach
(SENA), by parties emanating from the eco-zone, and most especially by
member parties of the voluntary code. More so, it is expected that through
this collaborative endeavor, a 100% labor standards compliance rate
within the eco-zone would be duly accounted during the conduct of annual
routine inspections.
As an upshot of the ‘team’ approach with CDC and VCGP member
locators, DOLE Pampanga envisions a not far-reaching goal to achieve a
BPO-ICT industry in Clarkfield, Pampanga, free from irreconcilable labormanagement disputes and abundant with manpower resources fully
motivated towards the attainment of fair return of investments; and with
the initial institution of this code in the BPO-ICT industry, it is hoped that
this endeavor shall become an antecedent in the further creation of
voluntary codes of good practices in other industries within the provincial
jurisdiction.
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BRIEF BACKGROUND OF PARTNER COMPANIES
IN THE VOLUNTARY CODE OF GOOD PRACTICES IN BPOs AND ICTs

South East Asian Airlines (SEAIR) is the Philippines’ premier leisure
airline. SEAIR is the second-oldest airline in the Philippines with a firm
foundation
in
leisure
travel.
Since 1995, we have been flying passengers to some of the most beautiful
destinations in the world. Consistency, quality and reliability characterize
SEAIR’s operations.







Awarded Best Airline of the Year for 2002, 2003 and 2009 by the
Philippines’ Consumer Excellence Award. In 2010, SEAIR was awarded
Gold Brand by the Gold Brands Council Philippines for brand image
appeal and trust and market acceptance.
Serves the following destinations nationwide – Manila, Boracay, Batanes,
Tablas (Romblon), Clark, Cebu, El Nido and Vigan — and the following
international destinations — Singapore, Hong Kong, Macau and Bangkok.
SEAIR offers the fastest flights and most number of connections to
Boracay and fly daily to Batanes, and now offers the lowest fares to
Singapore, Hong Kong, Macau and Bangkok.
Employs over 350 people in SEAIR group of companies ready to provide
excellent service to our passengers.
Our fleet is made up of four Dornier 328′s and one LET410 for use in
domestic scheduled and chartered flights, and 2 Airbus 319′s for
international flights from Clark to Singapore, Hong Kong, Macau and
Bangkok.

Vision To provide world-renowned domestic and international airline and
aviation related services which follow the highest quality and safety standards.
Mission To satisfy customer needs and surpass their expectations and
requirements






To fulfill the requirements of shareholders, business partners, employees
and suppliers, following ethical business practices
To foster and atmosphere of team building through commitment and
dedication to employees’ welfare and to achieve the highest sense of
company identity
To be a benchmark model in the application of Quality Management
System in the aviation industry
Our philosophical outlook is to support environmental conservation and
community empowerment through educational awareness and direct
involvement.

Quality Policy To provide excellent, safe, and reliable air transport that exceeds
customer requirement of the established Quality Management System.
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CYBER CITY
Corporate Structure
CCT Group Limited - Portfolio Company Comprising wholly-owned subsidiary
companies operating domestically, nearshore & offshore.
Cyber City Teleservices Marketing, Inc - CCT Marketing is responsible for the
sales, marketing, technology, financial management and client account
management/support of the CCT Group of Companies and its affiliates.
Cyber City Teleservices (Phils), Inc. - CCT Philippines is the offshore delivery arm
of our contact center and back office services from our three (3) contact center
locations within the Philippines.
CCT Panama, Inc. - CCT Panama is the nearshore delivery arm of our contact
center and back office services from our location in Panama City, Panama.
Interactive Response Technologies - IRT is the delivery arm of our domestic
based solutions through five (5) state of the art centers situated in the attractive
markets of Ft. Lauderdale and Miramar FL, Houston, TX and Ada, Oklahoma.
eSolutionNow, LLC - eSolutionNow is responsible for the development of our
custom CRM applications, ecommerce and programming/development for
various CCT Group clients.
Sutherland Global Services, a global Business Process Outsourcing (BPO)
company is planning to put up a call center facility General Santos City. The
company has already started the recruitment for its manpower needs and will
hire a minimum of 200 employees to start its operation. The company is having
the recruitment at the Mabuhay IT Park, the first PEZA-accredited IT Park in
General
Santos.
The company has decided to expand its presence in General Santos due to the
availability of skilled human resource pool, quality of infrastructure and low cost
of doing business. The company urged colleges and universities especially in
General Santos to integrate course that would enhance the skills currently
needed by the industry.
Sutherland Global Services has been operating in the Philippines since 2005 and
their facility in Davao is the third largest in the Philippines. The facility is
equipped with modern infrastructure, efficient connectivity, excellent employee
recreational areas and as well as safe working environment. Sutherland is one of
the largest call centers in Davao when it comes to number of employees.
Since the start of their operation, Sutherland Global Services has been giving
amazing career opportunities to many talented and dedicated employees. The
company even received the “2011 Outstanding Employer” award by the
Philippine Economic Zone Authority.
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Clark Data Center, Inc. (CDCI) is a company engaged in general electronic
data processing and computer services such as translation and transfer of source
data into computer media, technical consultation, and/or management services
in connection with electronic data processing problems, needs and
requirements, computer programming, procedures, and systems analyses and
designs. CDCI’s mission is to provide high quality, reliable, timely and costeffective transcription/encoding services to client companies. We are looking for
results-oriented individuals to join our team.

iQor, Inc., based in New York City (formerly known as Intellirisk Management,
formerly known as Allied Interstate, and formerly known as Collectech Systems,
and formerly known as First Contact), is a business process outsourcing
company that provides call center services -- including customer care, customer
retention and revenue recovery services to large and mid-sized companies. It has
more than 10,000 employees based in 21 call centers in the United States,
Canada, India, the Philippines and the United Kingdom.
The company was one of the first in the business process outsourcing (BPO)
industry to expand into the Philippines, where it now operates three call centers–two in the Clark Freeport Zone, a former U.S. air force base. It has developed
and deployed some of the most innovative technology in the call center industry-including desktop virtualization, speech recognition, and credit analytics.
Vikas Kapoor is the president and chief executive officer of iQor. He joined the
leadership team in 2004, and is credited with a turnaround in the performance of
the company--including a 50% increase in the company's revenues over the last
four years. As a result of iQor’s Philippine expansion, Kapoor was asked to join
the International Board of Advisors for former Philippine President Gloria
Arroyo.

Stream Global Services is a premium, global business process outsource
(BPO) service provider specializing in customer relationship management
services. Our broad portfolio of sales, customer care and technical support
services enable Fortune 1000 companies to increase revenue generation,
operational efficiencies and brand loyalty. We are the provider of choice to some
of the world's leading technology, computing, telecommunications, retail,
entertainment/media, and financial services companies.

Stream's multi-channel support solutions leverage a robust global footprint,
operational expertise and proven contact center technology to deliver superior
sales, support and back-office solutions around the world. And, because of our
proven, scalable deliver methods, clients can be assured that the level of support
and service they receive will be consistent in every Stream service center
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worldwide. Stream offers a full suite of outsourcing services such as revenue
generation, inbound and outbound sales, customer retention and recovery
services, and warranty support.
Creating maximum value for our clients and building customer brand loyalty
keeps Stream at the forefront of the industry. Year after year, companies choose
Stream for their outsourcing partner for:







Customer lifecycle services that enhance brand loyalty
Diverse global footprint and extensive language support
Quick ramp for complex projects
A highly skilled and technical workforce
Consistency in delivery of service excellence
Growth potential with a proven industry leader

Clark Online IT Hub Inc Our road map starts with our mission, which is
enduring. It declares our purpose as a company and serves as the standard
against which we weigh our actions and decisions.
* To teach students all over the world
* To inspire moments of optimism and happiness to students
* To create value and make difference in learning English

AusPhil Outsourcing Solutions was formed due to the increasing demand
in
offshore
outsourcing
solutions
Why Choose AusPhil Solutions?

for

Australian

Businesses.

AusPhil Outsourcing Solutions offer companies a wide array of features and
benefits. With locations in the Philippines and Australia we are able to deliver
superior cost efficiencies and maximum results. Here are just a few of the
features and benefits of AusPhil Outsourcing Solutions:






Reduced Operational Costs
Reliable & Well-Educated Labor Pools
Low Agent Attrition
Highest Levels of Data Security
State-of-the-Art & Innovative Technology

In today’s fast-paced world, companies are under intense pressure to reduce
costs while still providing excellent service to their valued customers. At AusPhil
Outsourcing Solutions we will help you do both. We can provide you with
solutions that will help you lower your costs and still give you the quality and
results you need to meet your goals.
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Eagle Sky Technology Co. Limited
Since Eagle Sky Technology Co. Ltd. was established in 1986 with its
exclusive brand (AMAX) introduced in year 2000, we have been at the
forefront as a mobile entertainment manufacturer, and we create high
quality products which give the perfect experience and solution in-car
sound for worldwide consumers. With our innovative ideas and first class
designs, we have also gained a high reputation in mobile entertainment field
throughout
the
past
years.
Being one of the most advanced OEM & ODM manufacturers of car
entertainment system in mainland China with its headquarter in Hong Kong,
every piece of product from us is quality assured and price competitiveness.
Entering year 2005 in China, it is understood that auto industry will
improve significantly in advanced technologies and innovative design, so do
mobile entertainment products. To keep up with the trend, we have largely
invested in our R&D department as our dominant section to maintain our
competitiveness
in
such
advanced
world.
In the coming years, we also intend to expand a larger and more effective
marketing department to meet the demand for all consumers at global, and
to position total system supplier by strengthening our technical suggestions
to
car
manufacturers.
At AMAX, we aim to stay on course as a strong, vital, superior brand,
delivering true joy and satisfaction to our customers. We sincerely hope for
your continuous support and confidence.

MC ICTC In 2009, Metro Clark played host to the most successful National ICT
SummitA to date highlighting its true potentials in ICT. The following year, Metro
Clark was nationally recognized as a Philippine Center of Excellence in ICTB,
while Clark Freeport was awarded as the Top Economic Zone for Cost
Competitiveness, Top 7th for Economic Potential and 19th Ranked Over-all
among some 200 zones worldwide by a prestigious,UK-based financial
publication.
MCICTC is a founding member of the National ICT Confederation of the
Philippines (NICP) BAwarded in June 2010 by CICT, DTI and BPAP in CebuCity at
the Next Wave Cities Recognition CFDi Magazine / Financial Times of London.
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International Voice Online a.k.a. IVOLINE, Inc. is an international company
offering English Language Tutorial services for Korean students in a call center
environment. Ivoline Inc, envisions bridging the cutural gap among nations by
crossing barriers of language communication. To ensure exceptional service is
given to all clients, Ivoline Inc. would set an immense standard in the line of
service by employing innovative and impeccable methods in teaching. Online
books, textbooks, and free talking are deemed essential in meeting the
objectives.
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OUR PARTNERS’ SEALS
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Preliminary Consultative Meeting with Prospective
Company Partners in the Voluntary Code
September 13, 2011
CDC Office, Clarkfield, Pampanga
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VOLUNTARY CODE OF GOOD PRACTICES IN BUSINESS PROCESS
OUTSOURCING AND INFORMATION COMMUNICATIONS TECHNOLOGY
This code is a collaborative effort developed in various stages from the
deliberations of the members of the Board of Trustees of the TRIPARTITE
COUNCIL IN BUSINESS PROCESS OUTSOURCING AND INFORMATION
COMMUNICATIONS TECHNOLOGY TC (TC-BPO/ICT); The Voluntary Code of
Good Practices is a “living document” which will continually be updated to be
relevant to the changes of times.
This code does not set a binding effect on members who have adopted or joined
the code. The commitment to this code is voluntary.
Members are to observe monitoring mechanisms through self-regulation, best
practice/s recognition, and benchmarking.

OBJECTIVES OF THE CODE
1. To promote continuous growth and development of BPOs and ICTs through
proactive strategies in meeting global challenges;
2. To promote good communication principles, thru sharing, benchmarking,
policy consultations, training programs and social dialogues;
3. To promote positive interactions between employers and employees of BPOs
and ICTs;
4. To promote best occupational safety, security, health and environmental
practice;
5. To institutionalize voluntary conciliation mechanisms among the BPO-ICTs at
plant level and to encourage creation of Labor Management Councils for
dispute resolution among member schools;
6. To stabilize and self-regulate labor management relations in the industry;
7. To strengthen our collaboration and partnership with different government
agencies for unified strategies, approaches and programs in advancement of
BPO-ICTs.
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TRAINING AND EDUCATION
1) Building a collaborative partnership with the academe to enhance the skills
and preparedness of faculty and students alike thru faculty internship
programs, career talks, technical forums, and curriculum review;
2) Collaboration with the Labor Tripartite Council in Education to provide an
environment that will support learning thru the use of efficient facilities;

ON SALARIES AND BENEFITS
1. We should give program based incentives and allowances attached to
the accounts our employees handle in addition to the basic salaries which
are over and above the minimum wage;
2. We shall give at least ten (10) days either vacation or sick leave;
3. Considering the night work schedule of our employees, we shall give a
minimum of one (1) rest day per week for personal and family time;
4. Regular merit increases/ loyalty awards /performance incentives to
encourage employees’ loyalty to the company and to our clients;
5. We give health insurance, retirement plans, and or educational assistance.

ON OCCUPATIONAL SAFETY, SECURITY AND HEALTH
1. We shall observe proper waste segregation and disposal of our hazardous
waste as we adopt green environment programs in our workplaces and
among our employees;
2. We will promote drug free workplace program by advocating good health
and happy life. We will monitor illegal activities within our premises and
shall report them to the proper government authorities;
3. We shall ensure the management of Health and Safety Hazards, conduct
regular inspection on application of office ergonomics, provision of indoor
air quality and observance of good work practices to prevent:
a) Computer related health disorders ensuring that our
employees use low radiation equipment
b) Hearing & voice problems linked to telephone use
c) Prolonged night work
d) Stress at work
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4. We shall provide a wholesome, safe and healthy environment and ensure
that all employees have sufficient information, instruction and
supervision as to the culture of safety and health as integral part of their
discipline as persons thru continuing health and safety education and
training relevant to the emerging risks in the changing environment;
5. We should provide and maintain adequate facilities, transportation
allowances, sleeping lounge (separate for male and female) for
employees’ welfare;
6. We shall work towards Zero Accident and lay down procedures to be
followed in case of accidents and emergencies;
7. We shall provide free health services and subsidized vaccines to our
employees to protect them from flu virus, cervical cancers and other
threats to their health.

ON PRODUCTIVITY
1. To prevent absenteeism on critical work days (after paydays/holidays,
weekends) where absenteeism is high (even if correspondingly paid), we
shall institute productivity incentive schemes perfect attendance
bonus/awards and inculcate to our employees the impact of productivity
to the nation’s economy growth where an individual’s contribution is a
social and moral obligation to himself and to the nation. We shall adopt
the programs and services of the RTWPB for productivity enhancement;
2. The company shall endeavor for the establishment of a Family Welfare
Program for the promotion and welfare protection of workers and their
families.

ON HIRING AND FIRING
1. We shall endeavor to retain our employees despite the termination of the
account assigned to them by assigning them to the succeeding accounts
the soonest, otherwise we pay them separation pay;
2. We employees, in the event that succeeding accounts are of lower tier, shall
voluntarily accept such assignments despite of lesser allowances attached to
the accounts provided that there will be no diminution of our salaries and
benefits;

3. We key senior technical employees in the BPOs-ICTs, due to the enormous
responsibility of our positions which need time for knowledge transfer and
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turn-over, shall give at least forty five (45) days notice to our employees
before resignation;
4. We endeavor to strengthen the employees’ succession program.
5. The company shall institute an emergency preparedness program to
forestall the effect/s of a possible ‘solar storm’ in the systems of BPOs and
ICTs.

ON CONCILIATION / MEDIATION
AND
MAINTENACE OF INDUSTRIAL PEACE
1. We shall endeavor to prevent labor–management disputes where
management provides the best possible wages, benefits and conditions of
work, within the framework of government policies and where workers
commit to endeavor their best to attain productivity and fair return of
investments;
2. We shall institutionalize dispute settlement mechanisms and utilize
employee volunteer groups/special interest clubs for early detection of
issues. We shall conduct regular FGD/Coffee/Chat and Chew Sessions or
create labor management councils or its equivalent at
production/operations level and industry level through the IT-BPO/ICT;
3. We shall take advantage of the continuing labor management education
program of the Department of Labor and Employment in order to
enhance labor-management relations, human skills and productivity in
our industry;
4. We shall continue to be active members of TC-BPO-ICT as an effective
avenue for social dialogue, policy review and consultations and for
capability trainings and seminars on conciliation/mediation and other
alternative dispute resolution mechanisms through the National
Conciliation and Mediation Board (NCMB).

COLLABORATION OF GOVERNMENT PARTNERS
1. We in the government agencies – DOLE and its attached agencies,
(RTWPB, NCMB, NLRC, OSHC, POEA, TESDA) with CHED, DEP-ED, BIR,
SSS, PHILHEALTH, PAG-IBIG, BID, LGUs, CDC, DTI & its attached agencies,
(BOI, PEZA) and DENR together with NEDA CICT & other government
agencies shall establish collaboration and partnership sharing a common
roadmap to provide the BPOs-ICTs the support and commitment to
achieve the objectives of this code.
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ON MONITORING OF THE CODE
1. The TC-BPO-ICTs shall institutionalize monitoring mechanism to include
best practice recognition and awards, benchmarking, and self-regulating
strategies in keeping up with this code. The TC-BPO-ICT shall be in-charge
in the actual monitoring of its members in their compliance with this
code. Accordingly, we shall continue to upgrade this code to keep its
dynamism and relevance to the industry;
2. The VCGP shall be posted in the DOLE RO3 website to install a feedback
mechanism from the public. Comments and suggestions shall be
entertained online to ensure the active and effective implementation of
subject code;
3. We, members of the Board of Trustees of TC-BPO-ICT in behalf of our
members extend our full support to achieve the noble objectives of this
code.

EFFECTIVITY
The rules of this code shall take effect within a period of one (1) year upon its
approval and adoption by its members. Accordingly, and with the unanimous
approval of the majority of its members, this Voluntary Code of Good
Practices is hereby approved this 29th day of September 2011, in Clarkfield,
Pampanga.
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The Signing of the Voluntary Code of Good Practices in
Business Process Outsourcing and Information
Communications Technology TC (TC BPO-ICT)
September 29, 2011
Sorio Hall, CSEZ, Clarkfield, Pampanga
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OATH of the Newly Elected Officers
of the VCGP TC BPO-ICT

I, ____________________, having been elected as ___________________ of the
Tripartite Council in Business Process Outsourcing and
Information Communications Technology (TC-BPO/ICT), do
solemnly swear to abide by and uphold the ideals and vision of
this organization, to put into practice its noble and democratic
objectives; to perform my duties to the best of my ability and
capacities to advance the interest of all its co-partners and
stakeholders; and to conduct myself in a manner befitting a
good (TC-BPO/ICT) Officer so as to be an effective co-player in
upholding industrial peace and harmony in Clark economic
zone.

I take this pledge in full commitment and understanding;
faithfully and without reservation.

So help me God.
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VOLUNTARY CODE OF GOOD PRACTICES IN BUSINESS PROCESS OUTSOURCING AND
INFORMATION COMMUNICATIONS TECHNOLOGY (TC-BPO/ICT)

ACTION PLAN
ELEMENTS OF THE
VCGP

PLANNED ACTIVITIES

RESPONSIBLE AGENCY
(IES) / ORGANIZATIONS

TIMEFRAME

REMARKS / PROOFS OF
ACCOMPLISHMENT

I. ON TRAINING AND
EDUCATION

Continuing Labor Education on Labor
Updates and Related Issuances on LS
and OSHS; Guesting of Speakers from
other Gas to discuss their programs
(old and new)

DOLE, VCGP Members,
GAs (i.e. SSS, Pag-Ibig,
PhilHealth, TESDA, DOH,
etc.), DOLE attached
Agencies (i.e. NCMB,
NLRC, OWWA, RTWPB,
etc.)

Every Quarter

No. of seminars / orientations
conducted, Minutes of Meetings,
photo documentations, attendance
sheets

II. ON SALARIES AND
BENEFITS

Open forum and Sharing of good
practices per member BPO / ICT for
possible benchmarking

DOLE, VCGP Members

Every Quarter

No. of forums conducted, Minutes
of Meetings, photo documentations,
attendance sheets

DOLE, OSHC, DOH

Every Quarter

No. of orientations conducted,
Minutes of Meetings, photo
documentations, attendance sheets

No. of LHPs conducted, photo
documentations, attendance sheets

Advocacy on OSHC Programs and
III. ON OCCUPATIONAL ORLI linked to Health and Safety (i.e.
SAFETY, SECURITY & Drug-Free Workplace policies, AntiHEALTH
TB Program, HIV-AIDS, Sexual
Harrassment, etc.)

IV. ON PRODUCTIVITY

Continuing Seminars on LHP,
Supervisory Seminars, Values etc.

DOLE

As per request

V. ON HIRING AND
FIRING

Continuing Labor Education of
Empoloyment termination and
Discipline, Labor Rights and
Management Prerogatives, etc.

DOLE

No. of seminars / orientations
As per request conducted, photo documentations,
attendance sheets

VI. ON CONCILIATION
/ MEDIATION AND
MAINTENANCE OF
INDUSTRIAL PEACE

Strengthening of LMCs, Tripartite
councils, grievance machineries;
Seminars on Collective Bargaining
negotiations, modes of dispute
settlement, ADR mechanisms

DOLE, VCGP Members

No. of seminars / orientations
As per request conducted, photo documentations,
attendance sheets

VII. COLLABORATION
OF GOVERNMENT
PARTNERS

Establishment of linkages with other
Gos and NGOs to effect the
collaboration of related programs
intended for upholding a peaceful
industrial front in the province

Posting of the VCGP at the DOLE
website for the public's feedback, and
VIII. ON MONITORING monitoring of the submission of
pertinent reports showing compliance
with LS and OSHS

DOLE and its attached
agencies, Chambers of
Commerce, TIPCs and
ITCs in the province, LGUs

DOLE, VCGP Members,
The Public

Every Quarter

No. of meetings held, Minutes of
Meetings, photo documentations,
attendance sheets

Every month /
Every Quarter

Reports submitted to RO3 on a
monthly / quarterly basis (i.e.
Annual Accident and Illness
Reports, Health and Safety
Committee reports, SA Checklists,
LMC reports), and Comments via
DOLE website

Prepared By:

Submitted By:

AURITA L. LIMPIN

MARIA RIMA C. HERNANDEZ

Senior LEO

OIC - DOLE Pampanga
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