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SCALABILITY and GROWTH

OAMPI prides itself in its capability to grow its operations to provide the needs of its clients. Upon client
request, the company can expand its campaigns to support up to 35 languages across multiple
communication channels within a year, or to differeountries within a quarter. What enables OAMPI to

do this is its comprehensive and customizable recruitment strategy, availability of facilities, and multiple
operation sites.
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overall performance as basis for transferring them to otbeitable campaigns.
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its dedicated staff. Growth is strongly evident in two areas:

w Workforce

Both traditional and digital strategies are used to hihe employees needed for each campaign. The .
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to thrive in their specific roles as they work to produce quality outputs for clients.

w Facilities and operation sites

OAMPI began with a twfloor site in Manila in 2009. The increase in campaigns and workforce prompted
operations to expand to four other floors. Soon, a campus in Taipei, Taiwan was launched (January 2015)
followed by a secaodh Philippine office in Davao (August 2015), and an offshore campus in Xiamen, China
(June 2017).

OAMPI Expansion Timeline

OAMPI acquired half
of PH1 floor, Jaka
Building for its initial

operations. The OAMPI acquired OAMPI moved its
executive office was half of 6F to house operuiions in 6F

Q4 2011 @ new campaign. Q2 2013 fo PHI. January 2014

Q2 2009 OAMPI acquired half June 2012 The HR and finance August 2014 OAMPI expands

of 10F for its back departments were to first offshore

office department moved from 10F campus in Taipei,

(admin, HR, finance) to 12F Taiwan.
and QA team.

located at 15F.

From 25%, OAMPI
occupied 50% of 5F
OAMPI acquired to accommodate

OAMPI opens second 25% of 5F to house one of its growing
Philippine office in Dava¢ i campaigns.
PP City September 2015 a new campaign. June 2016 pals June 2017
A t 2014 The travel campaign May 2016 OAMPI acquired April 2017 OAMPI’s latest
ugus occupied half of 8F 3F to house its campus to open
executive office, in Xiamen City in
marketing China

department, and
other operations.



On the Travel Campaign

The travel campaign started its operations in March 2014, with 13 skilled employees in the forefront,
serving customers in Singapore, Hong Kong, Malaysia, and Thailand. This pioneer team provided
customer custfomer support in Cantonese, Mandarin, Thai, and Bahasa Malaysia to representive and
members contacting the client’s business line.

With the campaign’s performance over the years, the client soon added European languages to its
steadily expanding customer support campaign. They eventually entrusted their OAMPI team with
their other lines of business. The Manila-based campaign now has 96 employees.

OAMPI’s scalability proved to be an asset, enabling the campaign to keep up with the subsequent
waves of hiring needed. Here, OAMPI's recruitment and employee retention strategies play significant

roles.
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With the travel campaign’s continued progress, OAMPI established its first campus outside
the country—specifically in Taipei, Taiwan—toward the end of 2014. This also enabled the company
to address the shortage of qualified Mandarin-speaking professionals in the Philippines.

The Taipei branch began its operations in January 2015 solely to fully support the travel client’s
needs. Its initial recruitment wave consisted of 11 employees, all trained to provide customer
service in Mandarin. They were then managed by two supervisors.

Since then, the Taipei-based program team has grown significantly. Today, it has 128
employees, including 2 contact center managers, 12 team supervisors, 2 trainers, and 11 QA
analysts lead by 1 QA supervisor. In addition to Mandarin, the Taipei team now supports additional
languages: Cantonese, Korean, and Thai. The team occupies three floors.

Between the Manila and Taipei campuses, the travel account has 224 employees assisting
global representatives and members over the phone, via chat, and through email in 14 languages:

e Cantonese e Hungarian e Russian

e English e Korean e Swedish
e German e Bahasa Malaysia e Thai

e Greek e Mandarin e Romanian
e Hebrew e Polish
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Customer service languages in the campaign's Manila operations
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RECRUITMENT

OAMPI’s recruitment strategies enable it to become a highly scalable and flexible company. It
focuses not only on attracting a huge volume of talents but also on employing skilled professionals.
Thus, stringent applicant screening and evaluation procedures are used.

From January to mid-June 2017, two of the company’s biggest customer support campaigns
received 686 applications. Out of this number, only 230 (33.53%) passed the assessments and
were given job offers, while only 198 (28.86%) signed an employment contract.

January—June 2017

686 applications | 34% (or 230) were given job offers
| 29% (or 198) signed a contract

A significant portion of OAMPI’s recruitment process is done online. Job ads are posted on online
job portals and on the company’s social media pages. Interested applicants may send their résumés
via email or visit the OAMPI office to take assessments and have their initial job interviews. Clients
may also require applicants to take additional tests.

All these may be accomplished within the span of four to five hours.

To qualify, OAMPI’s applicants must have the following basic qualifications:
e a degree in any four-year course from an accredited university

e above average oral and written English communication skills

e fluency in the designated language

e proficiency in using basic computer and web-based applications

Depending on the nature of the job, in-house departments and campaigns may require specific
skill sets, educational attainments, and job experience from their applicants.

Applicants who pass the assessments and meet the needed qualifications will be turned over to key
employees from the campaigns who will complete the interview process.




OAMPI’s expanded social media hiring strategy

OAMPI’s digital marketing team creates a custom online recruitment plan to augment the human
resources team’s efforts. This Facebook-based strategy incorporates the following key features:

e applicant tracking
e automated SMS/email notifications
e online appointment scheduling

OAMPI’s Facebook recruitment strategy has been fast-tracking the hiring process. This comes in
useful when clients need to hire in large volumes in a short amount of time.

For this recruitment plan, paid social media ads that target specific age groups and locations are
posted on Facebook.
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Want a new career? Be a non-voice call center associate for a food

delivery service account! Apply online here: https://tinyurl.com/ccahiring.

Open Access BPO Makati is looking for upbeat employees for its customer
support team. Tech-savviness, excellent communication skills, and a
positive personality are also a great plus.

Work with us and earn at least Php20,000/month. Apply now!
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WE’RE HIRING
4 CALL CENTER
A ASSOCIATES!

Call Center Associate | Open Access BPO

Love food? Work as a call center associate for a food delivery service account.
Earn Php20,000/month for this position.

OPENACCESSBPO.COM




When clicked, these ads lead to a landing page where applicants can take their initial examination and

submit their résumés.

OPEN ACCESS

CALL CENTER
ASSOCIATE

EARN AT LEAST PHP 20,000 FOR THIS POSITION
QUALIFICATIONS

Bachelor’s Degree from an accredited college or
university preferred

Experience in live chat / email support / customer
service/call center environment is preferred but not
required

Good written and verbal English communication skills
Basic technical skills (able to navigate through
smartphone and computer applications)

> Upbeat, positive, kind and empathetic personality

preferred

o Amenable to shifting schedules, including the graveyard

shift

Flexible and willing to work in a fast paced and quickly
growing environment

Open-minded and prepared to take on new challenges
and learn new skills

o Food enthusiasts, bloggers, and individuals with F&B

background are welcome to apply
Willing to work in Makati
Can start immediately

RESPONSIBILITIES

Respond to inbound inquiries using email, live chat, and
phone

Conduct outbound verification and order placement calls
(No cold calling)

o Improve the quality of customer interactions on a daily

basis
Resolve issues quickly and creatively
Have fun and work well with a team of awesome people

Please refer to our

Fill out the info below and click
‘Take Job Evaluation Now’ to

apply.

Mobile Number

Upload Resumé (doc, pdf, jpg, docx)

no file selected

TAKE JOB EVALUATION NOW

6780 Ayala Ave., Sth Floor
Makati City, Philippines 1226
1980 Festival Plaza Dr. Suite 300
Las Vegas, NV 89135
U.S.: +1.650.276.5399
Toll Free: +1.888.888.1519
Australia Toll Free:
+61.1800.119.293
email us at
marketing@openaccessbpo.com

Open Access BPO Copyright © 2017

US: 838.888.1519

Behind this setup, an automated tracking system generates a list of qualified applicants for the
recruitment team to peruse. Theecent use of this system yielded at least 500 new employees for just
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On the Travel Campaign

The campaign is one of the biggest and fastest-growing programs handled by OAMPI.
The following graphs show the quarterly employee headcount for the entire campaign
in OAMPI’s Manila and Taipei offices since operations started.

Quarterly Headcount in the campaign's Manila operations
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Quarterly Headcount in the campaign's Taipei operations
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Capitalizing on its scalability and recruitment strategies, OAMPI has consistently been able tatsipply
travel canpaign'srequired headcount for its various customer service languages.

The following chart showthie campaign'fieadcount requirement versus thmimber of customer support

agents employed by both OAMPI Manila and Taipei. The excess staff serves as buffer in case of call center
shrinkages such as absences, vacation leaves, tardiness, break times, and others.

2016 Headcount Requirement vs Actual Headcount
in Manila and Taipei
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