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Acronyms and Abbreviations 
 
ADEPT  Advanced English Proficiency Training 
AIM   Asian Institute of Management 
BAMS   Bachelor of Arts in Multimedia Studies 
BES   Bachelor of Education Studies 
BPM   Business Process Management 
BEST   Basic English Skills Training 
BPO/M   Business Process Outsourcing/Management 
CC   Creative Commons 
CHED   Commission on Higher Education 
DeL   Distance eLearning 
FIC   Faculty in Charge 
GCAT   Global Competitiveness Assessment Tool 
HEI   Higher Education Institution 
HRCC   Human Resource Champions Circle 
LMS   Learning Management System 
MOOC   Massive Open Online Course 
NWC   Next Wave Cities 
OFW   Overseas Filipino Workers 
SMP   Service Management Program 
SUC   State Universities and Colleges 
TESDA  Technical Skills and Development Authority   
TOR   Terms of Reference 
UPOU   University of the Philippines Open University   
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Executive Summary 
 

 The University of the Philippines Open University (UPOU) was tapped as one of 
the consultants for the project together with the IT Business Process Association 
of the Philippines (IBPAP) and the Asian Institute of Management (AIM).  UPOU 
was initially contracted from 16 October 2013 to 14 November 2015.  A project 
extension was also granted in October 2015 to cover additional deliverables for 
the project. 

 
 In general, the project aimed to provide skills upgrading opportunities that would 

increase the manpower pool for the Business Process Management (BPM 
industry).  Specifically, the project aimed at increasing the hiring rate of BPM 
companies from the current figure of 3%. 

 
 For the original contract, the following deliverables were covered: 1).  Learners 

Profile; 2).  enhanced Study Guides and Course Modules for BPM101; Business 
Communication; and Service Culture; 3).  course accreditation system for IT-BPM 
courses in HEIs and SUCs; 4). training on course delivery for e-learning tutors; 
and 5). design for online resource repository hub.  The extension period covered 
additional deliverable consisting of the enhanced Study Guides and Course 
Modules for Systems Thinking and BPM102.  All the five courses had been 
accredited by CHED to be electives/specialization track of Information Technology 
Education programs and Bachelor of Science in Business Administration program 
as per CMO#6 Series of 2012 and CMO34 Series of 2012 (Appendix 2 and 3, 
respectively).  All the materials developed under this project were made available 
as Open Educational Resources (OERs). 

 
 The project was dubbed as eSMP to distinguish it from the CHED-funded project 

which IBPAP was implementing in partnership with 17 SUCs.  The same set of 
courses also composed the SMP implemented through the conventional mode of 
instructional delivery. 

 
 The five (5) courses under eSMP were enhanced using the framework of Massive 

Open Online Courses and were offered as such for scalability of reach. 
 
● Eight individual consultants were tapped by UPOU to work on the various 

deliverables. 
 
● Various activities were undertaken to shape the project design and achieve the 

objectives set.  These included immersion in various BPM companies; discussion 
with the HR Council of IBPAP to look into the industry’s hiring parameters; and 
discussions with project partners to better understand the industry situationer. 

 
● As a result of these immersion and dialogues and in consideration of the overall 

objective of the project, two more modules were added to the eSMP:  Oral 
Communication and Conversational Fluency in English; and Teacher Module 
which will guide the teachers on teaching the courses and assessing the students. 

 
● The eSMP was officially launched on 19 June 2014 through a media conference 

which also became a venue to promote the eSMP courses and campaign for 
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enrollment.  As an offshoot of this media conference which was aired in ABS-CBN 
TFC, majority of the 1st batch of enrollees were OFWs. 

 
● Several forums with the different Higher Education Institutions from the Next 

Wave Cities were also held in 2015.  These forums served as opportunities for 
dialogues with HEIs and present to them the different accreditation models which 
they can consider for eSMP MOOCs. 

 
● A Learning Management System (LMS) powered by Moodle was developed to 

facilitate the offering of eSMP courses as MOOCs.  Various plug-ins were also 
identified and integrated in the LMS in consideration of the learning objectives and 
assessment design of the courses.  Multiple paths to learning facility was also 
integrated into the LMS to cater to the different learning preferences. 

 
● Two instances of face-to-face training of tutors/teachers were conducted: 7 

November and 5 December 2015.  In these instances, the teachers from selected 
HEIs were trained on the content of the eSMP courses and on blended teaching 
using the OERs produced for the courses.  

 
● The UPOU Networks was designated as the online repository of the materials 

produced under this project.  This facilitated and will facilitate access to these 
materials even after project duration. 

 
● Process documentation was integrated in the project implementation as the 

research component.  Several research papers were written and presented in 
various conferences and academic fora as a result of the research component of 
the project. 

 
● Regular monitoring of project activities was implemented.  To address the concern 

of digital divide for some of the learners, UPOU collaborated with selected public 
libraries and Community eCenters, which helped in promoting the eSMP courses, 
and provided free Internet access to interested learners from their respective 
communities. 

 
● The major challenges encountered were: scheduling of activities due to other 

commitments of the individuals involved in the project; need to comply with the 
government procurement law which also caused some delays in the 
implementation of some activities; and low completion rates of the eSMP courses 
which could be attributed to the fact the Filipinos don’t have that long history of 
doing online learning. 

 
● Moving Forward:  After project implementation, UPOU will continue to offer the 

courses as MOOCs, through the MODeL Portal, to continue providing training 
opportunities for those who want to work in a BPM company; make available all 
materials as OERs through the UPOU Network and which can be accessed and 
used by HEIs offering the courses; and continue linking with the IBPAP for further 
research and improvement/updating of course content.  To increase the exposure 
of the courses, the link to the LMS will be part of the following landing portal:  
IBPAP Knowledge Hub; the Asia MOOCs Portal; the Department of Information 
and Communications Technology Tech4ED portal; and the Microsoft 
Philanthropies Portal. 
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INTRODUCTION 
 
1.1 Project Background and Objectives 
 
The Philippine IT-BPO is one of the top performing economic sectors and employers 
in the country.  By 2016, the industry can grow to $25B in revenues and employ 1.3 
million Filipinos.  However, threat is posed by countries with large populations like 
China and India.  The Industry needs to expand its potential pool of talent.  
 
The BPAP has made efforts to increase the preparedness of prospective employees 
through a range of educational programs (BEST, ADEPT, and Service Management 
Program).  However, there is a need to train more teachers who can effectively teach 
Service Management to university students as well as university graduates and other 
Filipinos who may be interested to work in the industry. 
Such educational program must be widely accessible. Hence it shall adopt e-learning 
as a mode of delivery. It will make use of specially designed multimedia materials 
that will impart relevant content and delivered in a manner that shall equip the target 
learners with the appropriate skills, as well as enhance the attractiveness of BPO-
focused service management as a viable career. 
 
The technical assistance (TA) Strengthening-Knowledge Based Economic and Social 
Development will support strategic investments to make available e-learning modules 
through establishment of knowledge hubs. The knowledge hubs will provide facilities 
allowing higher education institutions (HEIs) and state universities and colleges 
(SUCs) to access e-learning products for teaching and learning IT-BPM industry 
designed courses. The TA will be implemented in phases from September 2013 to 
November 2015. The TA has been designed to flexibly respond to the request of 
both government and industry.  
 
The UPOU component aims to:  
 
1 Review and enhance the IT-BPO industry-designed courses;  
2 Develop a system for accreditation of the program’s graduates;  
3 Develop online learning modules, multimedia materials, and study guides for the 

following courses in service  management: Business Communication, 
Service Culture, and BPO 101,  

4 Train online tutors for the online delivery of the courses, and; 
5 Deliver the courses to teacher-learners and other students as Massive Open 

Online Courses (MOOC). 
 
Note that the courses to be developed were changed from the latest version of the 
TOR to make them consistent with the CHED-approved program study in IT-BPO 
service management. 
 
In the latest TOR, the project ends with the training of the online tutors. To expand 
the project’s reach and impact, the courses to be developed will be delivered as 
MOOC or web-based courses that are open to all. Those who wish to be credited for 
the courses they completed will have to express their intent to be certified and be 
properly assessed by UPOU.  
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1.2. Scope of Work 
 
In the original contract, three courses under the existing Service Management 
Program of the IBPAP were enhanced and revised to make them appropriate for 
delivery in the open distance e-learning mode (ODeL). The list of courses indicated 
in the latest version of the contract’s Terms of Reference (TOR) was changed in the 
Inception Report to make the consistent with the CHED-approved program study in 
IT-BPM service management.  These courses were:  BPO101/BPM101 
(Fundamentals of Business Process Outsourcing/Management I); Business 
Communication; and Service Culture.   
 
When the project implementation was extended for 10 months, two more SMP 
courses were added for course materials enhancement:  Business Process 
Management 102 (BPM102) and Systems Thinking.   
 
To distinguish this project from the then existing CHED-funded project of IBPAP with 
17 SUCs, this ADB-funded project was dubbed as “eSMP” to also denote the mode 
of delivering instructional content (online).  eSMP adopted the logo shown below 
(Figure 1).  This logo was used in all project documents. 
 

 
    Figure 1.  Official Logo of the TA-UPOU 
 
To expand the project’s reach and impact and to address the deliverable of training 
900 teachers and 3,000 students, the courses that were enhanced were offered as 
Massive Open Online Courses (MOOCs) or web-based courses that are open to all. 
MOOC was also seen by UPOU to be a mechanism for the continuing and sustained 
offering of the courses in the eSMP program in a way that will benefit individuals 
interested to work in a BPM company and a form of OER which can be accessed by 
HEIs offering the SMP program. 
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1.3. UPOU Team of Consultants and Project Management Team 
 
The UPOU Team consisted of eight (8) individual consultants/experts assigned to 
work on the different aspects of developing distance elearning modules and 
delivering instruction through distance elearning mode specifically as Massive Open 
Online Courses or MOOCs.  These experts who handled the different aspects of the 
TA were the following:  

● education system Integration;  
● online course development and delivery;  
● learner support;  
● multimedia production;  
● instructional design and assessment;  
● research and evaluation;  
● learning management system; and  
● education technology. 

 
Specifically, the following were designated by UPOU for the specific tasks: 

1. Melinda dela Pena Bandalaria, PhD as Education System Integration 
Expert  

Qualifications:  Experienced in managing education projects and integrating 
communication network systems including hardware, software, and interfaces.  

Tasks: 

(i) Determine the project schedule from evaluation to procurement, 
installation, test run, and handover 

(ii) Identify staffing requirements 
(iii) Propose annual budget requirements, including capital and operating 

expenditures, to maintain the e-learning system, which will be made part 
of the envisaged knowledge hubs 

(iv) Monitor and evaluate the teaching and learning components of the 
courses, including the accreditation system, to ensure quality and 
relevance to industry needs 

(v) Coordinate the integration and implementation of research and training 
components of the project 

(vi) Oversee the system installation, test run, and handover  
(vii) Prepare TA inception, progress, and completion/final reports 

2. Primo G. Garcia, PhD as Online Course Development and Delivery 
Expert  

Qualifications:  Background in any post graduate degree and experience in 
developing/designing courses to be delivered online; doing instructional design 
for online courses; teaching online courses using various technologies; and 
training teachers to teach online.  
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Tasks: 

(i) Prepare the online course material development and delivery plan. 
(ii) Monitor and supervise the development of the online modules and its 

subsequent quality assessment by the Quality Circle and enhancement 
after the pilot runs.  

(iii) Organize and conduct online course development and development 
trainings for course module writers and course faculties.  

(iv) Work with industry experts to convert the existing learning materials for 
online mode of delivering instruction.  

(v) Document the course development and delivery process.  

3. Maria Fe V. Mendoza, PhD as Learner Support Expert  

Qualifications:  Background in any post baccalaureate degree program and 
experience in designing and implementing learner support services system in an 
online teaching and learning environment; training teachers to provide learner 
support services.  

Tasks: 

(i) Assess student support requirements based on target student profile 
(ii) Coordinate the registration of students from participating educational 

institutions  
(iii) Develop a system of providing learner support  

4. Grace Javier Alfonso, PhD: Multimedia Production Expert  

Qualifications:  Background in fine arts, humanities, and communication as well 
as experience in directing, supervising, conceptualizing and writing scripts for 
video production.  

Tasks: 

(i) Select media formats for the course content including the learning 
activities.  

(ii) Recommend multimedia learning activities or objects appropriate to the 
courses.  

(iii) Supervise the design and production of multimedia materials (graphics, 
animations, videos, Web interfaces for Web portals, and marketing and 
communications products).  

(iv) Prepare a multimedia production evaluation report.  

5. Patricia B. Arinto, PhD: Instructional Design and Assessment Expert  

Qualifications:  Background in education and experience in doing instructional 
design for online courses; developing/designing assessments.  
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Tasks: 

(i) Review and enhance the existing curriculum in the light of the target 
learner profiles, e-learning requirements, and professional trends.  

(ii) Review and recommend online teaching and learning approaches for the 
courses.  

(iii) Review and refine formative and summative assessment in line with 
GCAT for each course.  

6. Melinda F. Lumanta, PhD: Research and Evaluation Expert  

Qualifications:  Background in research methods and statistics and experience 
in designing and implementing research programs in online teaching and 
learning.  

Tasks: 

(i) Coordinate the process documentation of the whole project  
(ii) Coordinate and conduct research and evaluation studies on the courses 

content and pedagogical approaches 
(iii) Coordinate and conduct the monitoring and evaluation study of the project 
(iv) Recommend appropriate sustainable models for subsequent scaling up of 

the courses 

7. Roberto B. Figueroa, MSc: Learning Management System Expert  

Qualifications:  Background in computer science and experience in evaluating 
and designing Learning Management Systems (LMS); evaluating hardware and 
software requirements for delivering courses online; providing technical support 
to both faculty and learners in an online learning environment.  

Tasks: 

(i) Setup and manage a suitable e-learning system infrastructure 
(ii) Troubleshoot LMS and other system issues 
(iii) Design Tech support system for learners 

8. Reinald Adrian Pugoy, MSc:  Education Technology Expert 

Qualifications:  Background in computer science and experience in designing 
and visualizing content management system (CMS); evaluating technologies 
appropriate to delivering instructional content and achieving learning goals; and 
training teachers on the use of technologies for teaching.  

Tasks: 

(i) Coordinate with the Learning Management System Expert the setting of 
the e-learning system infrastructure 

(ii) Design e-learning repositories in knowledge hubs in consultation with 
participating educational institutions  
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(iii) Recommend appropriate tools and technologies for e-learning 

The consultants were supported by three staff who handled the administrative 
component of the project implementation.  Likewise, additional staff were contracted 
on a per need basis to facilitate implementation of specific project activities. A 
multimedia/video production crew were also engaged for the production of video 
materials which became a major component of the enhanced course 
materials/modules. 
 
II. Project Accomplishments, Outputs and Outcomes 
 
Two major outputs were set for this project:  1).  Digitized materials for the courses 
under the Service Management Program (SMP) in the Digital Hub (DH); and 2).  
Training of 900 teachers and 3,000 learners/students.  In the process of producing 
these outputs, several activities were conducted, the outputs from which became the 
project deliverables.  Five deliverables were set for the project: 

1. Profile of Target Learners of the eSMP Courses  
2. Course materials for five IT-BPM courses (BPM 101, Business 

Communication, Service Culture, BPM102, and Systems Thinking) designed 
for distance eLearning instructional delivery 

3. Development and establishment of Course Accreditation System for IT-BPM 
in HEIs and SUCs 

4. Training on course delivery for eLearning tutors 
5. Design for online repository hub/Digital Hub (DH) 

 
 
Output 1:  Enhanced Materials for the SMP Courses in the Digital Hubs 
 
Five courses under the existing Service Management Program of the IBPAP were 
enhanced and revised to make them appropriate for delivery in the distance e-
learning mode (DeL). These courses were:  BPO101/BPM101 (Fundamentals of 
Business Process Outsourcing/Management I); Business Communication; Service 
Culture; BPM102; and Systems Thinking.  Below are the descriptions of these 
courses: 
 
Business Process Management 101 (BPM 101) 

This course discusses the role and contributions of the BPM sector in the 
national and global economies, as well as the nature, functions, and 
applications of business process outsourcing. It also engages the students in 
analyzing how business processing engagements, operations, and continuity 
are managed. 

 
Business Communication (BUSCOM) 

This course aims to develop knowledge and skills in effective business 
communication in the IT and business process management industry. 

 
Service Culture (SVCUU) 

This course is an introductory course on service culture, with specific 
emphasis on the basic concepts, principles and practices of service culture in 
the business process management (BPM) industry.  
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Business Process Management 102 (BPM102)  
This course focuses on organizations as compendiums of processes and 
explain the interdependencies of these processes across organizational 
boundaries as well as  identify the role and value-add of information 
technology to business process efficiency and management  

 
Systems Thinking  

The course aims to prepare the learners for the 21st century workplace by 
building their foundations in systems thinking and enabling them to examine 
business systems through the identification of the inter-dependencies of 
specific systems within an organization, and recommend suggestions to 
improve systems performance within organizations.  It introduces students to 
concepts in systems architecture and systems optimization, with the intent of 
developing the students’ analytical skills in identifying and resolving issues in 
business systems. 

 
The enhanced course materials consisted of the following: 

 Study Guide:  Course modules with specific learning objectives per module, 
lessons to be studied to achieve the learning objectives; how to use the 
learning resources included in the module; list of online resources to be 
read/viewed, self-assessment activities, learning activities, and other 
requirements  

 Course Guide: Contains the course schedule, academic policies, instructions 
on course requirements, and house rules.  

 Online resources:  lecture notes, online articles, websites, slide presentations, 
videos, podcast, etc. 

 Recommended Learning activities: Assignments, online quizzes, online 
discussions, examinations, etc. 

 Teaching Guide: Approaches on how the teacher can teach the course in 
his/her class and possible assessment mechanisms 

 
 
Several activities were undertaken to produce the enhanced materials. 
 
1. Determine the Target Student Profile  (Deliverable 1)  
 
The profiling the target learners of the eSMP courses helped address the following 
objectives: 

1. Determine the level of interest to work in the BPM industry by the sectors 
which can be potential sources of manpower; 

2. Determine the level of interest of these various sectors to enroll in online 
SMP courses, if offered; and    

3. Determine the technology readiness of the target students to undertake 
distance eLearning study. 

 
UPOU, together with IBPAP, identified the following as the potential students of the 
SMP courses:  

1. Teachers in HEIs/SUCs who will be handling courses in IT-BPM service 
management; 

2. Students of other HEI’s in the service management track who want to 
take the online version of the courses by cross-enrolling with UPOU 
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3. Other learners (e.g., career shifters, college graduates, out-of-school 
youth, and OFWs) who wish to work in the IT-BPM sector 

 
For this deliverable, a survey research was conducted from December 2013-
February 2014 to determine the profile of the target students of the SMP courses 
listed above. The survey was conducted in two modes:  onsite where 15 HEIs from 
the Next Wave Cities participated, and online for the OFW group. 
 
A total of 1280 accomplished questionnaires were collected during the data collection 
period with the following breakdown: 194 teachers; 980 students; 100 possible 
career shifters; 6 OFWs. 

 
The major observations which resulted from this survey research were as follows: 
 

1. Majority of the teacher-respondents (66%) are interested to learn how to 
teach service management and/or IT courses.  Most of them are interested to 
teach Business Communication (37%) and Service Culture (22%).  Half of the 
respondents (50%) are interested to enroll in service management courses 
for BPO specifically Business  
 
Communication (31%) and Introduction to BPO (24%).  If offered online, 50% 
of the respondents said “yes, they will surely enroll.  Results also show that 
teachers are technology ready to undertake online courses since majority of 
them (91%) have Internet access and are very comfortable using the Internet 
and using the social media. 
 

2. Majority of the student-respondents (44%) were not sure whether they want 
to work in the BPO industry although 35% expressed their interest to be part 
of this industry, specifically the Voice/Call Center sector. If offered, most of 
the students (33%) are most interested to enroll in the Business 
Communication course.  A significant portion of the  
respondents (43%) expressed interest to enroll in online service management 
courses although majority of them (87%) have not experienced taking an 
online course.  Most of the student-respondents  
(89%) have access to the Internet and are very much comfortable using it. 
The students, expectedly, showed that they are heavy users of social media. 
 

3. In the case of potential career shifters, 30% of the respondents indicated that 
they may consider shifting to a BPO work.  Moreover, 60% of them showed 
interest to enroll in SMP courses if ever they will be offered and 61% said 
they are willing to take these courses online.  Majority of them (89%) have 
access to the Internet and are very comfortable using it.  This group of 
respondents are also heavy social media users. 
 

4. There was a very low rate of response for the group Overseas Filipino 
Workers (OFWs).  The trend of the results from the few respondents showed 
a good interest to work in the BPO industry specifically the Voice/Call Center 
sector.  As expected, this sector also showed technology readiness to 
undertake online courses. 
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The results of this profiling of potential learners of the online courses in the Service 
Management for the BPO industry provided insights on the following:  
 

1. The need to develop additional communication materials to promote the BPM 
industry and the nature and content of these materials  

2. Orientation materials on MOOCs, and DeL 
3. Components of the learner services framework to support learner so they can 

complete the eSMP courses which will be offered as MOOCs.    
4. Course enhancement process may consider the characteristics of the 
  potential learners in terms of learning activities, content presentation 

 
 A copy of the report which contains the respondents’ description in terms of age, 
gender, location, educational background, and computer proficiency is in Attachment 
D.  
 
 

2. Enhancing the Existing SMP Materials (Deliverable 2) 
 
The enhancement of the existing SMP materials for the five courses involved several 
as follows: 

 Workshops for the following purposes: review the existing materials; drawing 
the course enhancement/revision plan; identification of the multimedia 
materials needed to be produced; assessment types/mechanisms as per 
learning goals set; and the schedule of activities that will be undertaken to 
produce the enhanced course materials.  The review of the existing materials 
involved the assessment of the fit between the graduate outcomes required 
by the industry, the content coverage of the courses, the learning 
methodologies currently adopted, and the assessment tools used to measure 
these outcomes.   
 
Based on the results of the workshop, the Instructional Design and 
Assessment Expert made recommendations on how the structure and 
approach of the courses can be enhanced to better meet the targeted 
learning outcomes and industry competencies. 
 
In the review process, the Online Course Development and Delivery Expert, 
in consultation with the Instructional Design and Assessment Expert, 
evaluated the existing course materials in the light of the course objectives 
and their suitability for online delivery. Recommendations were made on how 
the materials can be adopted, enhanced, or revised for online learning. 
 
Specifically, the course development plan course development plan consisted 
of the following: 
 
1. Course content 

a. Learning modules and topics 
b. Learning objectives/module 
c. Study schedule 
d. List of learning of multimedia resources to be adopted, revised, 

produced 
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2. Course development process 
a. Identifying course writers  
b. Quality circle team composition 
c. Detailed work schedule as well as schedule of course pilot run 
d. Potential administrative issues and proposed strategies to address 

them 
 

 Several workshops were held for the following: pre-production meetings with 
the talents/industry-based resource persons for the video materials to be 
produced.  In all these workshops, representatives from the IT-BPM industry 
were present to provide inputs to the processes being undertaken. 
 

 Immersion in selected BPM companies to better understand the industry and 
their manpower requirements.  Companies: Accenture; Point West 
Technologies; and Visaya KPO.  At the Visayas KPO, UPOU was able to take 
some footages that were used in the video materials produced in the 
enhanced course materials.  Talking to the employees, directly observing 
BPM employees, and observing first hand the BPO industry work 
environment provided the needed insights on the knowledge and skills 
requirements of a BPO employee which also served as additional inputs in 
the design of course content and assessment mechanism. 

 
 Interactions with the industry people especially with the members of the 

Human Resource Champions' Circle (HRCC) through UPOU’s participating in 
the HRCC meetings on 29 January 2014.  In this forum, the HR people of the 
member BPM companies explained their hiring process, the qualifications 
that they look for when hiring applicants, and the most common reasons why 
the companies did not hire applicants despite the big need for manpower. 

 

 
Figure 2.  Invitation to the HRCC Meeting (29 January 2014) 

participated in by UPOU 
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 Coordination meetings/regular discussions with the Project team members 
especially with IBPAP. 
 

 Production of multimedia/video materials for the five (5) courses 
Enhancement of the course materials involved the production of multimedia/video 
materials for the various lessons contained in the courses.  The integration of the 
video materials was also deemed necessary since the courses were planned to be 
delivered under the Massive Open Online Course (MOOC) framework.  The 
Multimedia Production Expert spearheaded the production of video and other 
multimedia resources required in the courses. The production involved organization 
of the creative and technical production of these materials. The Instructional Design 
and Assessment Expert and Online Course Development and Delivery Expert 
reviewed the scripts and other concept papers for the production of the said 
materials to ascertain the pedagogical soundness of the learning design.  The video 
materials were produced for the five courses and were used during the offering of the 
courses as MOOCs (see Figure 3). In all these materials, the experts from the 
industry served as the resource persons. 

 

 
Figure 3.  Screenshots of multimedia/video materials  

 
 Design assessment tools   

Part of the enhancement process of the course materials was the design of 
appropriate assessment tools and mechanisms in consideration of the following:  the 
learning goals of the courses; the mode of delivering instructional content; and the 
overall goal of the project of increasing the hiring rate by BPM companies by 
addressing the knowledge and skills requirements like good communication skills 
and critical thinking. 
 
As such the course activities and assessment mechanisms developed, both the 
formative and summative assessments, not only assess the instructional content but 
also the communication skills and critical thinking ability of the learners.  Examples of 
course activities include:  participation in online Discussion Forums (DFs) which 
harnessed the written communication skills; case analysis; and online/virtual 
conversations between learners for oral communication skills.  To simulate the work 
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environment in a BPM company and taking into consideration the online nature of the 
teaching-learning environment, an assessment mechanism was developed wherein 
the learners where given cases to analyze which they will answer orally on a given 
time frame (3 minutes).  The response would be video captured using YouTube 
Anywhere (https://moodle.org/plugins/tinymce_youtube) and automatically uploaded 
to YouTube for assessment by the course teacher.  For formative assessments or 
assessment in aid of learning, automated assessments were developed in 
consideration of the massive course enrollment. 
 
Below is an example of the assessment developed for BPM101: 
 
============================================= 
 
This examination is open on 20 December 2014 (Philippine time). You may take it 
anytime on the said date. The examination will close on 12:00 am of 21 December 
(Philippine time), so you will need to start your exam at the latest at 9:00 PM (21:00 
hours, local time). Those who are based abroad should take the time difference into 
consideration. 
 
For this examination, you will be required to answer a number of questions 
based on situations presented either in written format. You have to do a video 
recording of yourself answering the questions using the guide provided to 
you. When video recording yourself, please state the relevant question before 
reciting your answer so that your teacher can identify the specific question 
you are responding to. Once you are through with video recording, copy and 
paste the URL (web address) of your recorded video response on the assigned 
form in the examination site. 
 
The examination consists of three items, with several questions per item. Your video 
response to each examination question should not exceed 3 minutes. The guidelines 
on how you can video shoot yourself have been uploaded in the course site. 
You have anywhere from 60 to 90 minutes to complete each of the three examination 
items. Make sure that you answer all the three examination items within the day. 
Answer all the questions concisely in English. Your answers will be graded based on 
the following: 
 
6 Accuracy (correctness of answer) 
7 References and support (use of given data/information to justify answer) 
3 Presentation (clarity of expression, brevity, and organization of ideas) 
 
The answer looked like this in the course site: 
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Figure 4.  Screenshot of a sample assessment mechanism for BPM101 

 
================================ 
 

 Review and revisions of the course packages/materials 
The review/evaluation of the enhanced course materials/packages was done 
following two mechanisms:  pilot run of the courses as MOOCs; and Industry Expert 
Review for validity and relevance. 
 
Educause (2011:1) defined MOOC as “a model for delivering learning content online 
to virtually any person—with no limit on attendance—who wants to take the course.” 
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It “provides access to large numbers of people who might otherwise be excluded for 
reasons ranging from time, to geographic location, to formal prerequisites, to 
financial hardship” and facilitates the entry of individuals into communities of practice 
without the usual pressures and limitations of conventional modes of learning 
(McAuley 2010: 6). In MOOCs, the learning activities are modified to suit the 
requirements of a more fluid and much large class. Social media platforms are also 
maximized to connect highly dispersed students and experts (Educause 2011).  
Examples of MOOCs abroad are Coursera, EdX, Udacity, and FutureLearn. In the 
Philippines, the UP Open University first offered MOOCs through its @ral platform for 
the course “Development of Apps Using Android Platform”. 
 
 

 
Figure 5.  The MODeL (Massive Open Distance eLearning) Platform of the UPOU 

where the open online courses like the eSMP courses are contained 
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Figure 6.  Screenshot of the eSMP website http://esmp.upou.edu.ph/ 

 
 
The pilot run of the courses facilitated the evaluation from the learners’ perspective; 
teachers’ evaluation of the content, mode of delivering instructional content (MOOC), 
validity of assessment mechanism, and technology used in delivering instructional 
content. 
 
Likewise, the course materials were reviewed by Industry Experts for validity and 
relevance by having themselves enrolled in the courses during their pilot run.  
 
 
Results of Course Evaluation 
 
The following were noted as results of the course evaluation process and served as 
basis in the revision/finalization of the course packages: 
 

1. On the Duration of Course Offering.  The pilot run of the courses was 
designed to have a duration of eight weeks.  Despite the usual MOOC 
duration of 4-6 weeks, eight weeks became the option in consideration of the 
fact that the target learners may need time to adjust to the online mode of 
instructional delivery.  Hence, the first two weeks was seen to be a “period of 
adjustment” wherein learners can learn navigating and familiarizing 
themselves with the features of the online course site while doing some 
activities like posting and replying to self-introductions in the Discussion 
Forum (DF) and watching the video materials.  However, it was also noted 
that the course content can be managed in six weeks, hence the 
succeeding/second offering reflected this already. 
 

http://esmp.upou.edu.ph/


  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

21 

2. On Course Content.  The intent of the TA is to increase the manpower pool 
for the BPM industry.  However, based on the profile of the learners, many 
indicated that they are already working in the BPM industry and looked into 
courses/MOOCs as a way to professionalize advancement.  Moreover, the 
courses also attracted the interest even those who don’t have plans of 
working in the BPM industry or were engaged in another industry but still see 
the content as relevant to their professions. 
 
In view of this specific observation, additional module was developed (Oral 
Communication and Conversation Fluency in English).   

 
3. On the Mode of Delivery.   MOOC is a viable and scalable mechanism to 

address the need to increase the manpower pool for the BPM industry, hence 
offering of SMP courses under this framework should be continued.  
Moreover, this mechanism can also address the concern of increasing the 
awareness of the general public about nature of work in the BPM industry. 
 
Taking SMP courses as MOOCs also provide learners with the opportunity to 
be familiar or get accustomed with working and communicating in a virtual 
environment which is a major feature of a BPM work environment. 
 

4. On Activities and Assessment.  In an online mode of delivering instructional 
content, it is so easy for learners to be complacent, hence it is important to 
have activities that will keep them engaged and at the same time facilitate 
their learning of the course content or lessons and help achieve the learning 
goals.  The assessments and activities designed to take into consideration 
the important skills/competencies  
 
required in the BPM industry such as communication skills, both oral and 
written, and critical thinking were proved to be effective, hence they were 
further enhanced in the final versions of the course packages/modules. 

 
Based on the results of the evaluation and feedback from the different groups, the 
Online Course Development and Delivery Expert revised and finalized the course 
materials.  

 
The enhanced versions of the course materials were licensed under Creative 
Commons (CC) By Attribution, Share Alike, No Commercial Derivatives. 
 
The enhanced modules/course materials as follows: 

 
Business Process Management 101 (BPM 101) 
 
This course discusses the role and contributions of the BPM sector in the national 
and global economies, as well as the nature, functions, and applications of business 
process outsourcing. It also engages the students in analyzing how business 
processing engagements, operations, and continuity are managed. The BPM 101 
Course Package can be found in Attachment A. 
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Figure 7.  Screenshot of Business Process Management 101  
(BPM 101) Course Site 

 

 

Business Communication (BUSCOM) 

This course aims to develop knowledge and skills in effective business 
communication in the IT and business process management industry.  

Specifically, the course should enable students to: 

1. Discuss the nature and key features of business communication especially in 
the IT and business process management industry;  

2. Describe the different modes of business communication that are utilized in 
the IT and business process management industry; and  

3. Discuss and apply the principles of effective oral and written business 
communications in the IT and business process management industry. 

The BUSCOM Course Package can be found in Attachment B. 
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Figure 8.  Screenshot of Business Communication (BUSCOM) Course Site 

 
In the design of these courses, the primary concern was not just the specific course 
objectives or course content but also the overall outcome that the eSMP program 
hopes to achieve and that is for the learners to be qualified for employment in the 
BPO industry.  Hence, an associate objective is to enable learners to enhance their 
oral and written communication skills while doing the course requirements. 
 
In this regard, learning was designed such that oral and written communication, 
although not a direct learning goal of the course has been integrated in the learning 
design.  Example, exercises were developed that will make the learners converse 
with fellow learners through online discussion forums and voice communication 
through Google hangout.  In BPM101, for instance, there were discussion forums to 
facilitate interaction among the learners (written).  There were assignments for 
submission.  The final assessment of learning was through a case analysis which the 
learner has to answer in a given time through video using YouTube Anywhere.  The 
exercise, hopefully, will enhance the individual’s critical thinking and ability to think 
and respond to a given scenario under a given time frame/duration which is the usual 
scenario in a BPO setting. 
 
Each of the two courses were divided into 2 parts (Part 1 and 2) with each 
component/part offered for 8 weeks. 
 
For the initial/pilot offering of the courses (Parts 1), the following statistics were 
gathered: 

o 390 enrolled in BPM101 
o 425 enrolled in BUSCOM 
o 289 are enrolled in both courses (101 enrolled in just BPM101 and 

136 are enrolled in BUSCOM alone) 
 

Course enrollment totaled 815 and 526 students.  An individual is considered a 
learner/student if he/she has completed at least one activity of the course. 
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Probing deeper into the activities of the learners of BUSCOM, the following were also 
revealed which can provide insights on how to improve learning and course 
completion in the succeeding offerings: 

   
1. 129 online learners just signed up for the course and did not do 

anything.  This implies that the interest is there and they can be 
included in the campaign for enrollment the next time the course is 
offered. 
 

2. 124 online learners managed to get as far as self-introduction and 
interacted with the fellow learners. 

 
3. 172 online learners managed to post in the Discussion Forum; 43 

submitted Exercise 1; 39 Assignment 1; and 29 Exercise 2 
 

4. 30 online learners are teachers who are actually connected with an 
academic institution.  These learners can be links to enrollment 
campaign and offering of courses; there are OFWs who want to 
prepare for their eventual come back to the Philippines; many are 
already in the BPO industry and who enrolled because of professional 
advancement which gave rise to the question “Are we offering the 
right course for them?; a number are online English tutors to Koreans 
and Japanese learners who want to learn English. 

 
5. In terms of the profile of those who were able to submit 2 of 3 

requirements: full time mom who wants to work again (2); did not 
indicate any info about himself/herself (2); one provides IT support to 
a Utah-based company and who is also a part time teacher; one is a 
freelancer (headhunter for BPM companies); already working at BPO 
(6);  teacher (5); one is a domestic helper (DH) in Mongolia and 
another is an OFW in SG; one is a real estate agent; one is 
unemployed and hoping to get a job in a BPO company (2); IT officer 
of a company (not BPO); one graduate student; freelancer; OFW who 
wants to experience distance education; already working in a non-
BPO company (6); UN Staff; one wants to run her own BPO company; 
a trainer in a pharmaceutical company; one retired (but not yet expired 
according to him); and a blind helping in family business.  Completing 
the course requirements implies interest and motivation on the part of 
the learners.  On the part of UPOU, this profile provides insights on 
who are the potential learners of the courses offered as MOOCs in 
general and courses related to BPM industry, in particular. 

 
The pilot run of the two courses was monitored to take note of learners progress, 
concerns and challenges encountered and other aspects which can also be factors in 
enhancing the course materials and course delivery in distance elearning mode 
specifically as MOOCs.  The aspects looked into included: profile of the learners; 
participation of the learners in the course activities and completion of course 
requirements that can be indicative of the progress of the learners; and topics 
covered in the discussion forums.  Basic learning analytics was employed to look into 
these aspects.  The technical aspects of MOOC delivery were also monitored like 
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LMS hosting requirements; technical requirements of the learning design and 
assessments; and the technical concerns encountered by the learners. 
 
Pilot offering of the second part of BPM101 was done from 20 October to 20 
December 2014. It was also noted that some 32 learners accessed the 1st part after 
course completion date which brought the total number of learners in the 1st part to 
422. Out of this number, 132 continued on to the 2nd part of the course and nine (9) 
submitted themselves to the final assessment for certification.   The completion of 
the pilot run of the 2nd part of BPM 101 also produced the final draft of the Course 
Guide and the assessment  which form part of the deliverables from UPOU.    
 
The pilot run of BUSCOM was continued during this period which included the 
monitoring of the learners engagement.   Initial evaluation of the performance of the 
learners in BPM101 was also done for possible reference to BPO companies who 
may be interested to hire them. These learners include those who submitted 
themselves to the assessment and certification process. The idea is for these BPM 
companies to evaluate these learners and feedback to UPOU and IBPAP the results 
of their initial evaluation.  

Service Culture (SVCUU) 
 
This course is an introductory course on service culture course, with specific 
emphasis on the basic concepts, principles and practices of service culture in the 
business process management (BPM) industry.  
 
At the end of the course, participants should be able to:  

1. Discuss and explain customer service concepts, principles and practice in the 
BPM industry; 

2. Describe the importance of excellent customer service;  
3. Draw a concrete image of the customer as a driver of business success; and 
4. Apply the concepts, principles and practices of excellent customer service in 

the BPM industry.  
 

The SVCUU Course Package can be found in Attachment C. 
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Figure 9.  Screenshot of Service Culture (SVCUU) Course Site 

 

Business Process Management 102 (BPM 102) 

This course focuses on organizations as compendiums of processes and explain the 
interdependencies of these processes across organizational boundaries as well 
as  identify the role and value-add of information technology to business process 
efficiency and management  
 

At the end of this course, students should be able to: 

1. discuss organizations as compendiums of processes    
2. analyze business operations as processes and understand their value 

contribution to business   performance    
3. improve process definition and efficiency by the application of process 

documentation, modelling,   and quantitative analysis methods    
4. define basic process operations management, process improvement 

methodologies, and core concepts of process quality   
5. explain interdependencies of business processes across organizational 

boundaries  identify the role and value-add of information technology to business 
process efficiency and management  

The Business Process Management 102 (BPM 102) Course Package can be found 
in Attachment D. 
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Figure 10.  Screenshot of Business Process Management 102  

(BPM 102) Course Site 

 

Systems Thinking 

The course aims to prepare the student for the 21st century workplace by building 
their foundation in systems thinking and enabling them to examine business 
systems, in particular, thereby making them effective and efficient members of the 
business organization. It introduces students to concepts in general systems theory 
with the intent of developing the students’ analytical skills in identifying and resolving 
issues in business systems. 
 
At the end of the course, the student is expected to acquire a systems mindset that 
will enable them to: 
 

1. appreciate systems thinking as a world view 
2. understand basic system concepts and principles 
3. apply system concepts and principles in the BPO sector 

 

The Systems Thinking Course Package can be found in Attachment E. 
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Figure 11.  Screenshot of Systems Thinking Course Site 

 
Development and establishment of Course Accreditation System for IT-BPM in 
HEIs and SUCs (Deliverable 3) 
 
In view of the issuance of CMO6 s.2012 and CMO34 s2012, the TA also explored 
the development and establishment of accreditation system of the eSMP courses by 
other HEIs and SUCs. 
 
The Education Systems Integration Expert, in consultation with IBPAP, 
representatives from HEIs/SUCs and the UPOU Project Team, developed program 
accreditation models for the eSMP courses.  Accreditation was looked into from the 
perspective of teachers who enrolled in eSMP courses and learners who were able 
to complete the courses.  Teachers’ accreditation was proposed to be in the form of 
certifying teachers for the teaching of SMP courses.  This implies that these teachers 
were able to learn the content of the courses, the teaching of the content, and 
assessing the learning of the students.  Likewise, teacher certification also covers the 
acquisition of the knowledge and skills for the blended learning mode of instructional 
delivery making use of the Open Educational Resources produced through this 
TA/project.  On the part of the learners, accreditation models imply that the 
courses/MOOCs completed at UPOU can be credited towards the degree that the 
student has enrolled in his/her mother unit/university.  
 
As a result of UPOU team’s continued discussion on possible system or model of 
accreditation of eSMP courses by HEIs and SUCs, an idea came up that 
accreditation is assessment driven and that assessment is to be developed through 
collaboration with the industry. 
 
eSMP Accreditation Models 
 
For Teachers:  Direct certification of teachers who will qualify for certification as 
assessed by the Course Faculty in Charge (FIC).  This certification also implies that 
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the teacher has completed the content module of the course and the Teacher 
Module.  HEIs/SUCs can require their teachers to enroll in the MOOCs offered by 
UPOU as part of their on-the-job training program and to ensure quality of the 
courses that they offer. 
 
For Students:  HEIs/SUCs can consider the following models for the accreditation of 
the eSMP courses: 

1. Enroll their students taking SMP as elective track in equivalent MOOCs 
offered by university and use the face to face meetings as tutorial sessions to 
clarify lessons as may be necessary or opportunities for various types of 
assessments.  This can lead to immediate crediting of MOOCs to the degree 
being taken by the student in the HEI/SUC. 

2. Enroll their students in equivalent MOOCs and direct crediting of these 
MOOCs to the degree program of the student.  This model takes into 
consideration that the MOOCs certificates are being conferred by the 
University of the Philippines Open University (UPOU) which somehow gives 
the brand of excellence and integrity to the certificates issued. 

3. Enroll their students in equivalent MOOCs and credit the courses to the 
degree program of the student after passing a validation exam to be given by 
the home university/school. 

 
It should be noted that the models of accreditation should take into consideration the 
university’s/school’s academic policies and procedures for transfer credits. These 
proposed models for eSMP course accreditation by HEIs and SUCs were presented 
in various occasions specifically in the various HEI Forums organized by IBPAP and 
UPOU.  Four HEI Forums were organized in Luzon (UPOU Headquarters, Los 
Baños, Laguna), Metro Manila, Cebu, and Clark City.  In these HEI Forums, 
universities/HEIs from areas included in the list of Next Wave Cities were invited.  
Next Wave Cities or NWC is a “Philippine-specific term that identifies ICT hubs 
beyond Manila, based on criteria such as worker supply, telecom infrastructure and 
other factors necessary to sustain a local BPO industry       
(http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-
program).  As of 2012, four major hubs emerged for IT-BPM services: Metro Manila, 
Metro Cebu, Metro Clark, and Bacolod City. The top-ten NWCs for 2012 in 
alphabetical order:  Baguio City, Davao City, Dumaguete City, Iloilo City, Lipa City, 
Metro Bulacan (Baliuag, Calumpit, Malolos City, Marilao, and Meycauayan City), 
Metro Cavite (Bacoor City, Dasmariñas City, and Imus City), Metro Laguna (Calamba 
City, Los Baños, and Sta. Rosa City), Metro Naga (Naga City and Pili), and Metro 
Rizal (Antipolo City, Cainta, and Taytay). (url:   
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-
program).   These HEIs/SUCs in the Next Wave Cities are more likely to be 
interested to offer SMP given the potential of employment of their graduates in the 
BPM companies that would be established in their areas. 

 
The CHED directory of HEIs was used in identifying institutions which can be directly 
included in the project.  Institutions that offer IT, management, and health related 
courses were prioritized. 
 
 
Output 2:  Trained Teachers and Learners on the BPM Courses Under the 
eSMP 

http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program)
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program)
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One of the outputs indicated in the TOR of UPOU is the training of teachers (900) 
and students (3,000), 50% of which are females.  This output was looked at as a 
mechanism to achieve the following:  

1. Pilot the offering of eSMP courses to these groups which can be the direction 
of eSMP course offerings to achieve scalability of training and help address 
the manpower requirement of the BPM industry;  

2. Have a pool of trained teachers who can be teaching the various SMP 
courses both in the residential and distance eLearning modes of instruction 
as a direct support to the implementation of CMO6 s.2012 and CMO34 
s2012.  

Training students, on the other hand, will address two specific objectives:  1).  Have 
a pool of qualified manpower who can already be part of the industry; and 2).  
Increase awareness about the BPM industry among sectors or groups who are 
potential sources of manpower for this industry.   
As indicated on the discussion of Deliverable 1 “Profiling the Target Learners of the 
eSMP Courses”, students, in the context of this TA, refers to the following as 
identified by UPOU and IBPAP: 

1. Teachers in HEIs/SUCs who will be handling courses in IT-BPM service 
management; 

2. Students of other HEI’s in the service management track who want to take 
the online version of the courses by cross-enrolling with UPOU 

3. Other learners (e.g., career shifters, college graduates, out-of-school youth, 
and OFWs) who wish to work in the IT-BPM sector 

 
Training on course delivery for e-learning tutors (Deliverable 4) 
 
Training of eTutors is one of the planned activities for this project. The UPOU Team 
conducted trainings both in the F2F and online modes and was able to train a total of 
53 teachers from 25 schools/universities.  
 
 
MOOC as Mode of Training 
 
Training was done through the offering of the five courses as MOOCs.  In MOOCs, 
individuals interested to enroll in these courses need not pay 
course/tuition/registration fee and need not satisfy entry qualification requirements.  
Anyone who is interested to learn about the course can enroll.  The mode of 
instructional delivery is online, thus, there is a need to have an access to the Internet 
using any device such as computer, tablet, mobile, or phone. MOOC as a framework 
for offering the courses also implies that the structure of teaching is similar to any 
other courses: that is with set learning goals; with instruction or inputs which can be 
teacher-led (direct instruction) or participatory (with students directly and actively 
participating in the systematic gathering of content and constructing of knowledge 
using pedagogically sound approaches (constructivism, connectivism, problem-
based, etc.); with various forms of assessment which can be integrated into the 
learning design of the course. 
 
The other feature that eSMP MOOCs took into consideration was the duration of 
each course/MOOC offering, that is 4-6 weeks only.  Each of the five courses is 
equivalent to 3-unit credit, which requires about 16-18 weeks of contact between the 
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teacher and the students in a residential/face to face instruction.  Hence, each of the 
3-unit eSMP course was divided into 2-3 standalone MOOCs.  Completing the 2-3 
MOOCs would be equivalent to completing one 3-unit course.   
 
The following MOOCs were offered as part of the pilot run/evaluation of the course 
packages and training of teachers and learners: 
 
Business Process Management 101 (BPM 101) 
 

 
 

MOOC1:   Fundamentals of Business Outsourcing 
Module 1. Introduction 
Module 2. Fundamentals of Outsourcing  
Module 3. BPO Engagements  

 
MOOC2:    Managing Business Outsourcing 

Module 1. Managing Outsourcing Transition  
Module 2. BPO Operations Management  
Module 3. Business Continuity Management  

 
Business Communication (BUSCO) 
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MOOC1:   Business Communication in the Global Workplace 
   Module 1.  Communication Competence 
   Module 2 - Culture and Communication 

Module 3 - Communication Model and Channels of 
Communication  

Module 4 - Face-to-Face Communication   
Module 5 - Variables in Telephone Conversations  
Module 6 - Telephone Call Flow and Procedures  
Module 7 – Customer Service Calls 
Module 8 - Sales Calls  

 
MOOC2:   Written Business Documentation  

Module 1.  Business Correspondence ABCs (Audiences, 
Benefits, Costs)  

Module 2.  Elements and Principles of Effective Messages 
Module 3.  Types of Business Correspondence 1: Informative 
and Positive Messages  
Module 4.  Types of Business Correspondence 2: Negative 

Messages  
 
MOOC3:  Writing for Project Planning and Management, Client 

Presentations, and  
Employment Documentation 
Module 1.  Proposal Writing 
Module 2.  Report Writing 
Module 3.  Presentations  
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Service Culture (SVCCU) 
 

 
 

MOOC1:   Theoretical and Practical Concepts of Service Culture 
   Module 1. Self Awareness and Regulation? 

Module 2. Motivation   
Module 3. Personal Vision and Mission  
Module 4. Empathy  
Module 5. Social Skills  
Module 6. Taking Charge of Your Learning and Development during 

your  
Professional Life  

 
MOOC2:   Collaboration in the Global Environment  

   Module 1. Collaborating in a Global Environment  
Module 2. Asian Service Expectations 
Module 3. American Service Expectations 
Module 4. European Service Expectations 

 
MOOC3:  Team Management Skills and Competencies 

   Module 1. Competencies Valued in the IT-BPM Industry 
Module 2. Coaching Sessions as Learning Opportunities  
Module 3. Project Management Initiation and Planning  
Module 4. Project Implementation  
Module 5. Project Evaluation and Closure  
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Business Process Management 102 (BPM 102) 
 

 
 

MOOC1:  Quality Management Systems  
Module 1. Introduction to QMS and Process Improvement  
Module 2. Business Process Mapping and Notation 
Module 3. Quality Management Systems in the IT-BPM 

Industry  
Module 4. Basic Quality Tools: Root Cause Analysis 

 
MOOC 2:  Project Management 

Module 1. Project Management – Introduction 
Module 2. Planning Processes 
Module 3. Activity and Gantt Chart 
Module 4. Project Plan 
Module 5. Project Reporting 

 
MOOC 3:  Client Presentation Development and Delivery  

Module 1. Course Title, Description and SMART Objectives 
Developing  
      Course Outlines 
Module 2. Developing Session Objectives 
Module 3. Content Development Suggestions 
Module 4. Be Professional: Prepare, Manage time, Respect  
Module 5. Manage the Questions, Keep It Interactive 

 
The stipulation of “50% females” was included to make sure that this group 
will not be marginalized as a result of the mode of instructional delivery, open 
distance eLearning. 
 

 
Training Data:  A total of 2,321 individuals enrolled in the eSMP courses offered as 
MOOCs, 331 of whom declared that they are teachers. 
 
For the content training, both students and teachers enrolled in the same course 
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offering.  Teachers, however, were given extra activities to prepare them for the 
teaching of the courses.  The extra activity was in terms of Reflection Questions that 
they need to answer for each course.  Listed below (Table 1) is an example of the set 
of reflection questions, this one for BPM101. 
 
In addition, two face-to-face (F2F) training sessions were conducted for teachers as 
follows: 

1. 1st Face to Face Training for Teachers:  6 November 2015 at Crowne Plaza 
Galleria 
Objectives: 
(i). Introduce the eSMP MOOCs and the resources which they can use in 

their teaching of the SMP courses  
(ii). Introduce Blended Teaching specifically Flipped classroom and how 

to use the Open Educational Resources produced for the SMP 
courses 

2. 2nd Face to Face Training for Teachers:  5 December 2015 at the UPOU 
Multimedia Center, NCC Bldg, Diliman, Quezon City 
Objective: 
(i) Train the teachers on the content of the courses Service Culture; 

Systems Thinking and BPM102 
 
 
Table 1. Reflection Questions for Teachers (Business Process Outsourcing 101) 

 
Module Learning 

Objectives 
Topic Learning 

activity 
Task 

Analysis 
Reflection 
questions 
on Content 

Reflection 
questions on 
Assessment 

Part I 

1. 
Introduction 

Define 
outsourcin
g 

Definition of 
IT-BPM 
Outsourcing 

        

Discuss 
the 
evolution 
and 
prospects 
of BPO 
globally 
and 
nationally  

Overview of 
the 
outsourcing 
in the world 
and the 
Philippines 

Online 
discussion 
on impact 
of BPO on 
personal 
life 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

Considering 
your 
instructional 
context, how 
would you 
make your 
students 
understand 
the role of 
outsourcing 
in their own 
lives?  

Given the 
profile of your 
students, can 
you think of 
specific 
learning 
activities that 
will enable 
them to 
understand the 
role of 
outsourcing in 
their everyday 
lives?  

Explain the 
reasons for 
outsourcin
g 

Rationale for 
outsourcing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
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Describe 
the 
functions 
for 
outsourcin
g 

Functions 
and services 
being 
outsourced 

do you 
propose to 
address 
this?  

  

Discuss 
the 
advantage
s and 
disadvanta
ges of 
outsourcin
g 

Advantages 
and 
disadvantag
es of 
outsourcing 

The 
advantages 
and 
disadvantag
es of 
outsourcing 
were 
presented 
here from 
the point of 
view of the 
employers 
and the 
employees. 
Would 
discussing 
these topics 
from these 
two 
perspectives 
pose certain 
problems in 
terms of 
student 
comprehensi
on?  

  

    Online quiz 
on 
concepts 
covered 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 
  

2. 
Fundamenta
ls of 
Outsourcing 

Identify 
types of 
outsourcin
g 

Types of 
outsourcing 

  Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
address 
this? 
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  Describe 
the 
different 
outsourcin
g 
strategies 

Outsourcing 
as a strategy 

  What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
  

  

  Describe 
the 
common 
types of 
activities 
and 
processes 
for 
outsourcin
g 

Outsourced 
Activities 
and 
Processes 

Online 
discussion 
on 
functions 
to be 
outsourced 
for a type 
of business 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

  How would 
implement this 
learning 
activity in your 
own context? 
Can you think 
of other 
learning 
activities that 
can also 
achieve the 
same learning 
outcome?  

  Discuss 
the key 
technologi
es and 
trends in 
outsourcin
g 

Technologie
s and Trends 
in 
Outsourcing 

        

      Online quiz 
on 
concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

3. BPO 
Engagemen
ts 

Describe 
the 
attributes 
of a client 
and 
service 
provider 
relationshi
p 

Client-
Vendor 
relationship 

    Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 
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  Define the 
BPO 
Contract, 
Scope of 
Work 
(SOW), 
Master 
Services 
Agreement
s (MSA), 
SLA 
(Service 
Level 
Agreement
), KPI (Key 
Performan
ce 
Indicators) 

Attributes of 
a BPO 
Contract 

    What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
  

  

What other 
learning 
activities do 
you think your 
students can 
do so they can 
better 
understand the 
attributes of 
contracts?  

  Discuss 
the core 
elements 
of a BPO 
contract 

Core 
elements of 
a BPO 
contract 

        

  Define the 
BPO 
financials 

BPO 
Contract 
Financials 

        

  Differentiat
e CAPEX 
and OPEX 

          

  Discuss 
the 
different 
regulatory 
requiremen
ts 

Regulatory 
Requirement
s 

      What learning 
activities can 
your students 
do so they can 
better 
understand 
and appreciate 
the role of 
regulatory 
agencies in 
the industry? 

      Online quiz 
on 
concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 
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      Oral 
Examinatio
n: Case 
analysis on 
experience
s of a BPO 
company 
on issues 
and 
concepts 
covered in 
Modules 1-
3 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 
  

Evaluating 
information 
  

Part 2 

4. Managing 
Outsourcing 
Transition 

Define 
transition 
manageme
nt 

Transition 
Management 

    Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
activity, if any, 
will you do? 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
  
  
  

  Analyze 
the 
migration 
strategies 
and 
knowledge 
transfer 
framework 

Transition 
Strategies 
and 
Knowledge 
Transfer 
Framework 

  

  Define 
what are 
transaction 
risks 

Transaction 
Pitfalls and 
Risks 

  
  
  
  
  
  

  List the 
critical 
success 
factors 

Transition 
Critical 
Success 
factors 

  Identify the 
transition 
effectivene
ss 

Transition 
Effectivenes
s Measures 



  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

40 

  Outline the 
requiremen
ts for good 
transition 

Document 
readiness 

  Explain 
work 
shadowing 

Work 
shadowing 

  Define the 
component
s of 
readiness 

Readiness 
Assessment 

  Define 
hands off 

Hands Off       

  Explain the 
concept of 
scale 

Scale in 
Relation to 
Work Force 

Online 
discussion 
on 
applying 
scale in 
outsourcin
g in a 
specific 
business 
context  

    

  Explain 
Time 
Tracking 

Time 
Tracking 

      

      Online quiz Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

5. BPO 
Operations 
Management 

Define 
operations 
manageme
nt 

Operations 
Management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 

(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 
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the course? 

  Explain the 
importance 
of 
operations 
manageme
nt 

      

  Analyze 
the 
component
s of 
operations 
manageme
nt 

Components 
of operations 
management 

Online 
discussion 
on  
similarities 
and 
differences 
between ‘6 
Componen
ts’ and the 
‘People, 
Process, 
Technolog
y, and 
Policy’ 
framework
s to 
managing 
IT-BPM 
operations 

Analysis 
and 
application 
of 
concepts 

  

  

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
activity, if any, 
will you do? 

  Identify 
process 
mapping 
and 
notation 
shapes 

Process 
Mapping 

Assignmen
t on 
process 
mapping 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
an assignment 
on process 
mapping, what 
other learning 
activity do you 
think can you 
students to: 

  Explain the 
importance 
of process 
mapping  

    (1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

  Map a 
process 

      

6. Business 
Continuity 
Management 

Define 
Continuity 
Manageme
nt 

Business 
continuity 
management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
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propose to 
make it 
easier to 
understand? 

  Discuss 
the seven 
steps of 
manageme
nt 

Business 
continuity 
management 
steps 

  (1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

  Discuss 
interruption 
event 

Critical 
situations in 
BPO 
engagement
s 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 

  

  Discuss 
the “tell 
tale” signs 
of a critical 
situation 

Critical 
situation 
management 
method 

  
  

  

  

  Explain the 
8 
disciplines 
of the 8D 
approach 

8D Approach     

  Analyze 
the 
processes 
in 
managing 
issues and 
changes 

Managing 
Issues and 
Changes 

    

      Oral 
Examinatio
n: Case 
analysis on 
experience
s of a BPO 
company 
on issues 
and 
concepts 
covered in 
Modules 4-
6 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 
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In the offering of MOOCs, two major activities were implemented: 1).  Design and 
setting up of Learning Management System (LMS); and 2).  Design and development 
of learner support system 
 
Design and setting up of Learning Management System (LMS) 
 
The Learning Management System Expert, in consultation with the UPOU Project 
Team, evaluated possible learning platforms for online delivery. In coordination with 
the Online Course Development Delivery Expert, the virtual classrooms for the eSMP 
courses were created and the course materials uploaded in their respective sites.  A 
Technical Team was also created to help in technology research for the 
requirements of the different activities of the courses, including customizing the 
Moodle (https://moodle.org/) which powered the eSMP LMS; man the HelpDesk or 
provide technical assistance to both the Course Coordinators and the learners; and 
monitor accessibility of the online courses.  Given that the courses are open, the 
number of students could not be projected and there’s a need to monitor scalability of 
the hosting services secured.  
 
Design Thinking Workshop for the eSMP LMS 
 
The development of the LMS for the eSMP MOOCs started during the 2nd Quarter of 
2014.  The technical team took off from the results of the “MOOCathon (Start of an 
Unending Conversation on MOOCs)”, a workshop dedicated to identifying the needs 
of UPOU in implementing Massive Open Online Courses (MOOCs), held in 26 
February 2014 as part of the UPOU 19th anniversary celebration.  Through this 
workshop, those who were able to experience MOOC as learners shared what they 
think are the desirable features of an LMS for MOOCs.  
 
As a result of the workshop, the following technical components were considered and 
configured for the LMS for the eSMP MOOCs: 
 

▪ Server  
Linode’s virtual private server was availed to house the learning management system 
(LMS) for eSMP. It was setup from scratch, and the system administrators made 
sure that all the necessary programs were first installed to ensure that the LMS 
would run successfully.  These programs include the database (MySQL), the server 
engine (NGINX), the web platform (PHP), and the LMS itself (Moodle). 
 

▪ Mail Engine 
One of the first technical issues encountered is that the system-generated email 
notifications were not apparently received by the eSMP Moodle users. Some 
received it in their inbox, but many received it in their Spam folder. In this regard, the 
server was reconfigured so that it would use the IPV4 protocol/technology instead of 
IPV6, which was the cause of identifying legitimate email from Moodle as Spam. 
 

▪ Customized Fields 
To gather information for future research works, the following customized fields that a 
user sees whenever he registers in eSMP, were included: 

a) Background: Gender, Nationality, Highest Educational Attainment 
b) Online Learning: Experience as an Online Learner, Reasons for Enrolling 

These customized fields were modified in Moodle.  
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▪ Essential Theme 

The Essential Theme is a clean and customizable theme that is tried and tested by 
thousands of users. It is user-friendly, and it ranks number one for all available third 
party themes. For these reasons, Essential Theme was installed and used as the 
main theme of the eSMP Moodle. 
 

▪ Plug-ins and other e-learning Systems 
The Digital Certificates plugin (see Figure 12) was utilized to automatically issue 
certificates to students who completed any eSMP course. It can be customized so 
that the name of the certificate, name and logo of the issuing authority, name of the 
course coordinator and other details can be modified. The QR code technology was 
used such that whenever the QR code in the certificate (see Figure 13) is scanned, it 
will automatically redirect to a site, which contains the list of course, who completed 
the course for verification purposes. 
 

 
Figure 12.  Screenshot of Digital certificate plug-in set up in the MODeL eSMP Portal 
 

 
Figure 13.  Sample certificate with QR code 

 
 
Table 2 below presents the summary of the various plug-ins used in the eSMP 
MOOCs and the respective purposes. 
 
Table 2.          Various technologies used in eSMP MOOCs 
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Tool/Plug-in Description Use/Purpose 

 
YouTube 
Anywhere 
 

YouTube Anywhere is a moodle 
plug-in that allows students and 
teachers to record directly from 
webcams and mobile devices, or to 
upload video files, into YouTube. 
YouTube takes care of the storage. 
(https://moodle.org/plugins/ 
view/tinymce_youtube)  

For assessment purposes.  
Learners will answer exam 
questions through this plug-
in.  Addresses the concern 
of integrity of exam process; 
plagiarism.  Very useful for 
assessment for certification 
purposes.  

 
Jing (Image 
from 
https://en.wik
ipedia.org/wi
ki/Jing_(soft
ware)  
 

Jing is a fast and easy way to 
capture images and create videos 
of what you see on your screen. 
(https://it.usu.edu/plugins/work/site
maps/ 
107/files/Jing%20What%20is%20it
%20and%20How%20Do%20I%20I
nstall%20it.pdf)  

Professors use Jing to 
provide supplementary 
materials to the course and 
further enhance quality of 
the materials and instruction.  

 
Mahara/ePor
tfolio 

Mahara is a fully featured web 
application to build the learners 
electronic portfolio.  Learners can 
create journals, upload files, embed 
social media resources (e.g. the 
video created by the learners 
through YouTube Anywhere) and 
collaborate with other users in 
groups. (https://mahara.org/)  
 

For a learner to create 
his/her own portfolio which 
will be a collection of his/her 
works as a learner of the 
course. This will facilitate 
assessment of learners who 
are applying for certification.  
The ePortfolios can also be 
linked to potential employers 
which can be a motivation 
for a learner to complete the 
MOOC.  
 

 
Google 
Hangout 

Google Hangout is a free plug-in 
which allows one to have a voice 
and video conversation using one’s 
computer. 
(https://www.google.com/tools/dlpa
ge/hangoutplugin)  

Course requirements which 
require learners to interact 
with one another or with the 
professors use Google 
Hangout.  This plug-in is 
especially useful for courses 
which require development 
of oral communication skills 
using a particular language. 
Since the plug-in allows 
recording of conversations, 
professors can view the 
conversation 
especially for evaluation for 
certification purposes. 

      Email 

Electronic mail is a transmission of 
digital messages over 
communication networks 

Facilitates one to many 
communication with learners 
to provide learner support 

https://moodle.org/plugins/
https://en.wikipedia.org/wiki/Jing_(software)
https://en.wikipedia.org/wiki/Jing_(software)
https://en.wikipedia.org/wiki/Jing_(software)
https://en.wikipedia.org/wiki/Jing_(software)
https://it.usu.edu/plugins/work/sitemaps/
https://it.usu.edu/plugins/work/sitemaps/
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before course start; while 
course is on-going, and post 
course completion.  Email 
facilitates giving of 
instructions on how to 
access course site and also 
provide links to orientation 
materials to help learners 
familiarize themselves with 
the course and other related 
concerns. 

HelpDesk 
 

A Help desk offers a single point of 
contact for users to get assistance. 
Normally, the help desks handle 
requests by using help desk 
software, or issue tracking system, 
which enables the help desk 
operators to keep track of the user 
requests using a unique identifier, 
easily find solutions to common 
queries, prioritize cases, and so on. 
http://www.techopedia.com/definitio
n/353/help-desk)  
 

A plug-in so learners can 
easily contact the university 
to seek course-related 
assistance.  This also aims 
to increase course 
completion rates.  

Basic 
Learning 
Analytics 

Learning analytics is about 
collecting traces that learners leave 
behind and using those traces to 
improve learning” 
(http://www.laceproject.eu/faqs/lear
ning-analytics/) 

Aside from improving 
learning, real time analysis 
(analytics while the student 
is taking the course) will 
enable “just-in-time” learner 
support to prevent learner 
from dropping from the 
course.  An example is the 
level of activity of the 
students for a particular 
period of time.  

Multiple 
Paths to 
Learning  
 

Presents course content in 
multimedia formats (video, text, 
podcasts).  Also dubbed as 
“learning cube” or “learning on the 
go  
 

Tools/software allowing 
course/LMS designers to 
present the multimedia 
formats of course content in 
a cohesive way and which 
makes it easy for learners to 
choose which path to follow 
depending on current 
context e.g. podcast if riding 
a public transportation. 
Jogging, etc.  This also 
provides for different 
learning preferences by the 
students.  
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Design learner support system (Development of learner support system) 
 
The Education Systems Integration Expert in coordination with IBPAP identified the 
schools included in the training. The list of the teacher-learners to be enrolled was 
prepared before the opening of the online classes. In addition, IBPAP facilitated the 
promotion of the MOOCs to the general public. 

 
An assessment of the learning support needs of the target learners was done by the 
Education Systems Integration Expert, together with the Learner Support Expert and 
the Online Course Development and Delivery Expert. The Learner Support Expert 
prepared and submitted a learner support plan to mitigate the anticipated 
adjustments of the students to the online mode of learning. A student support system 
was put in place to assist the geographically dispersed students. The Learning 
Management System Expert, in consultation with the Learner Support Expert, 
prepared the student guide for navigating the online classroom. The Multimedia 
Production Expert was in-charge for producing the multimedia orientation materials 
for the students. On the other hand, the Learning Management System Expert was 
in-charge to facilitate the provision of technical support to students and the 
maintenance of the learning management system and to ensure that all 
administrative concerns of students (e.g., registration, scheduling of exams, etc.) are 
addressed. 

 
An initial concept for the provision of learner support to MOOCs learners was drawn 
with the following components: 
 

 A dedicated email account was set up where learners and even prospective 
applicants can address their concerns (see Figure 14). 
 

 
Figure 14.  Screenshot of the email messages of the learners and  

prospective applicants 
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 A technical team was formed to provide technical assistance to the learners 

(see Figure 15). 
 

 
Figure 15.  Screenshot of the MODEL Helpdesk to provide technical 
assistance to the learners 
 

 Tutorials and orientation guides such as Orientation on the eService 
Management Program (eSMP), Guidelines on How to Take the Oral 
Communication, Guidelines on How to make a good video on YouTube, 
Google Hangouts for Small Group Discussion, Changing the Quality of you 
Video were also provided to further help the learners in completing their 
courses (see Figure 10).  
 

 A Distance Education Readiness module was made available as an 
orientation material to distance elearning.  Through this module, the learners 
familiarize themselves to the virtual learning environment that UPOU uses for 
its online classes.  They get to experience how to participate in online 
discussions and take online quizzes.  
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Figure 16.  Screenshots of tutorials and orientation guidelines 
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Distance Education Readiness Module 
 
This module was designed to give the student a preview of what it will be like to be 
an online distance education student at the UP Open University (UPOU). This is the 
first module that learners need to take to acquaint them on how to be an online 
learner. It is also designed to assess student’s readiness or preparedness for online 
distance education.  
 
Orientation videos about UPOU, MOOCs and eSMP were also included in the 
orientation materials to be made available to the students in the eSMP website (see 
Figure 6). 
 
The portal itself contains basic information about the courses.  Other materials 
(videos, podcasts, texts) will also be made integral component of the on-demand 
information available at the MOOCs portal. 
 

 

Figure 17.  Screenshot of the Distance Education Readiness Course Site 

 
Another tool, Academiacs (http://academiacs.org), was also integrated into the 
course site to facilitate learners to connect with one another, form study groups and 
learn through social interaction.  Mahara for the ePortfolios of the learners was also 
integrated in the LMS (see Figure 18).  This will enable the learners to 
develop/create their portfolios where all the requirements submitted for the courses 
enrolled can be uploaded.  This ePortfolio will showcase the development of the 
learner and the knowledge and skills acquired through the courses.  ePortfolio also 
aimed at addressing the concern of integrity of the exam process and results which 
will serve as basis for the Certification of Learners.  Links to the ePortfolios of the 
learners will also be made available to the HR units of the BPO companies (upon 
consent of the learners) through the Knowledge Hub.  This will facilitate hiring of the 
new talents by the BPM companies and job hunting/employment of learners. 
 



  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

51 

 
Figure 18.  Screenshot of ePortfolio page (url: http://esmp.upou.edu.ph/portfolios/) 

 
 
 
Design for online repository hub/Digital Hub (DH)  (Deliverable 5) 
 
UPOU Networks (www.upounetworks.net) served as Online Resource Repository 
Hub for the Open Educational Resources (OERs), which was developed by UPOU 
for the BPM industry.  The specific links to these OERs will be made available, 
through the Knowledge Hub, to HEIs/education institutions who are offering SMP 
courses in the residential/conventional, blended and online learning mode.   The link 
continued linkage between UPOU and the industry partners (again through the 
Knowledge Hub) will ensure continuous updating of the course materials, which can 
be considered as one of the pillars of quality in instruction. 
 
Here is the list of the OERs produced by UPOU Team: 
 
Table 3. List of the OERs produced by UPOU Team 
 
COURSE TOPIC URL 

Business Process 
Management 101 
(BPM 101) 

BPM 101 Introduction (URL: https://youtu.be/Ej7CS0C1Vpw) 

Two Types of Outsourcing (URL https://youtu.be/L4_IluWQvpQ) 

Culture, Gender and 
Business Communication 

(URL https://youtu.be/b7sfW9vQ6E4) 
 

Overview of the IT-BPM 
Industry 

(URL https://youtu.be/a8_J9xbbB1o) 
 

Establishing a Client-Service 
Provider Relationship 

(URL https://youtu.be/pkFa9423QBg) 

BPM 101 Module 3 IT-BPM 
Engagements (Part 1) 

(URL https://youtu.be/PbdtfycXgPo) 
 

BPM 101 Module 3 IT-BPM (URL https://youtu.be/Mvvyb7sssI8) 

https://youtu.be/Ej7CS0C1Vpw
https://youtu.be/L4_IluWQvpQ
https://youtu.be/b7sfW9vQ6E4
https://youtu.be/a8_J9xbbB1o
https://youtu.be/pkFa9423QBg
https://youtu.be/PbdtfycXgPo
https://youtu.be/Mvvyb7sssI8
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Engagements (Part 2)  

BPM 101 Module 3 IT-BPM 
Engagements (Part 3)  

(URL https://youtu.be/ctxOL2ZWB7U) 
 

Module 1 - History, 
Contribution and Profile  

(URL https://youtu.be/x69xgWbrY9U) 
 

Module 1 - History, 
Contribution and Profile (1) 

(URL https://youtu.be/V6oySO_tdj8) 
 

Module 1 - History, 
Contribution and Profile (2) 

(URL https://youtu.be/OXAodNLezEE
  
 

Module 1 - History, 
Contribution and Profile (3) 

(URL https://youtu.be/IA-WgeaIYp8) 

Business Communication - 
Telephone Interaction 

(URL https://youtu.be/inAzOVIA2cw) 
 

Business Communication- 
Non-Verbal Communication 

 

(URL https://youtu.be/gOR2o_r_14E) 
 

Business Continuity 
Management, The 8D 
Approach Problem 

 

(URL https://youtu.be/GrraZaoqMK4) 
 

Business Continuity 
Management, Managing 
Issues and Changes 

 

(URL https://youtu.be/9iLdsUrtY1M) 
 

Business Continuity 
Management, Example of 
Critical Situations in the IT-
BPM Industry 

(URL https://youtu.be/WudxXGIyHRs) 
 

Business Continuity 
Management, Critical 
Situation Management 
Method 

 

(URL https://youtu.be/XNdVBrv-DGI) 
 

Business Continuity 
Management, Critical 
Situations in the IT-BPM 
Industry 

 

(URL https://youtu.be/6p-IebvoRlU) 
 

Business Continuity 
Management, Basic 
Concepts and Processes 

 

(URL https://youtu.be/wx2UjKyZDJk) 
 

BPO Operation 
Management 

 

(URL https://youtu.be/We7h4Nx3s9A) 
 

https://youtu.be/ctxOL2ZWB7U
https://youtu.be/x69xgWbrY9U
https://youtu.be/V6oySO_tdj8
https://youtu.be/OXAodNLezEE
https://youtu.be/OXAodNLezEE
https://youtu.be/IA-WgeaIYp8
https://youtu.be/inAzOVIA2cw
https://youtu.be/gOR2o_r_14E
https://youtu.be/GrraZaoqMK4
https://youtu.be/9iLdsUrtY1M
https://youtu.be/WudxXGIyHRs
https://youtu.be/XNdVBrv-DGI
https://youtu.be/6p-IebvoRlU
https://youtu.be/wx2UjKyZDJk
https://youtu.be/We7h4Nx3s9A
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Managing Outsourcing 
Transition 

 

(URL https://youtu.be/b8jxcEHcwyI) 
 

Managing People, Process, 
Technology and Policy 

 

(URL https://youtu.be/aEwsgzKClWI) 
 

Managing Client 
Relationships 

 

(URL https://youtu.be/NEZG4lCA8a8) 

Module 5 Managing IT-BPM 
Operations, BPM 101 
Fundamentals of Business 
Processing Management 

 

(URL: https://youtu.be/n1abVUxlc3M) 
 

Business 
Communication 
(BUSCO) 
 

Business Communication 
and Culture 
 

(URL: https://youtu.be/u41PTjtHiOg) 

Communication and Culture 
(Session 2) 

(URL: https://youtu.be/ZPz49yGjGpY) 

Business Communication - 
Customer Service Calls and 
Sales Calls 
 

(URL: https://youtu.be/PIKEgxXFX0M) 

Business Correspondence I (URL: https://youtu.be/-YhqTTmI5qM) 
Business Correspondence II (URL: https://youtu.be/HxZpi9Q8OTs) 
Employment 
Communication 

(URL: https://youtu.be/-wFpjxALM5s) 

Face-to-Face 
Communication 

(URL: https://youtu.be/EqbQwHZaztY) 

Service Culture 
 

Competencies Needed to 
Work in BPM Industry 

(URL: https://youtu.be/J6KYyEQdPFk) 

Coaching in the Workplace (URL: https://youtu.be/QjkX7Seytnc) 
Personal and Social 
Competencies for 
Performance Excellence 

(URL: https://youtu.be/9AzFK0qfULw) 
 

Achieving the Service 
Culture 

(URL: https://youtu.be/kvppb5_c0ck) 

Collaboration in a Global 
Environment 

(URL: https://youtu.be/JEN2dWaWmr0) 

Systems 
Thinking 
 

Critical Systems in a BPM 
Environment 
 

(URL: https://youtu.be/zMIZFQRdvjU) 

Understanding Systems (URL: https://youtu.be/D23QwUMFzyY) 
Systems Thinking (URL: https://youtu.be/rXmFHLT_hqI) 

Business 
Process 
Management 
102 (BPM 102) 

 

Business Process Map (URL: https://youtu.be/Gpez3KGzA-k) 
Using a Business Process 
Map 

(URL: https://youtu.be/DdgQuMLu_Xw) 

Project Management (URL: https://youtu.be/H7rOPQQeASE) 

 
 
 

https://youtu.be/b8jxcEHcwyI
https://youtu.be/aEwsgzKClWI
https://youtu.be/NEZG4lCA8a8
https://youtu.be/n1abVUxlc3M
https://youtu.be/u41PTjtHiOg
https://youtu.be/ZPz49yGjGpY
https://youtu.be/PIKEgxXFX0M
https://youtu.be/-YhqTTmI5qM
https://youtu.be/HxZpi9Q8OTs
https://youtu.be/-wFpjxALM5s
https://youtu.be/EqbQwHZaztY
https://youtu.be/J6KYyEQdPFk
https://youtu.be/QjkX7Seytnc
https://youtu.be/9AzFK0qfULw
https://youtu.be/kvppb5_c0ck
https://youtu.be/JEN2dWaWmr0
https://youtu.be/zMIZFQRdvjU
https://youtu.be/D23QwUMFzyY
https://youtu.be/rXmFHLT_hqI
https://youtu.be/Gpez3KGzA-k
https://youtu.be/DdgQuMLu_Xw
https://youtu.be/H7rOPQQeASE
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Other Activities and Outputs 
 
 
Additional Modules 
 
Various activities were undertaken to shape the project design and achieve the 
objectives set.  These included immersion in various BPM companies; discussion 
with the HR Council of IBPAP to look into the industry’s hiring parameters; and 
discussions with project partners to better understand the industry situationer. 
 
As a result of these immersion and dialogues and in consideration of the overall 
objective of the project, two more modules were added to the eSMP:  Oral 
Communication and Conversational Fluency in English; and Teacher Module which 
will guide the teachers on teaching the courses and assessing the students. 
 
Oral Communication and Conversational Fluency 101 (CFE 101) 
 
Based on the monitoring and formative assessment of the project that a major 
problem of the applicant for the BPO companies is the communication skills in 
English. Thus, an additional course on CFE 101 was developed to address this 
problem.   

This course aims for participants to develop listening and speaking skills using the 
English language, necessary for a more successful communication in real-life 
situations. The learning activities will feature pronunciation practices, listening 
exercises, short speech delivery or oral presentations.  

Specifically, at the end of the short course, participants shall be able to: 

● Articulate thoughts clearly using English as a medium; 
● Demonstrate perceptiveness and critical thinking in everyday speaking and 

listening experiences; and 
● Apply the principles of effective oral communication as shown in the responses to 

questions or statements in conversations that are comprehensible to, and 
suitable for, a specific audience. 

The Oral Communication and Conversational Fluency 101 (CFE 101) Course 
Package can be found in Attachment F. 
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Figure 19.  Screenshot of Oral Communication and Conversational  

Fluency 101 (CFE 101)  Course Site 

 
Additional OERs 
Students who signed up for the course/expressed interest to be part of the course 
were directed to the video materials for them to know what eSMP is all about.  This 
also provided a glimpse of the BPO industry which has been included as associated 
objective of the project: orientation about the BPM industry; promote employment in 
the BPM industry. 
The following video materials were also uploaded in the eSMP site to know the 
organization/academic institution in charge of delivering the courses: 
 

1. eSMP thru UPOU's MODeL  
(URL: https://youtu.be/m-rJ8ssbQOc) 

2. The Philippine IT-BPM Industry - Helping Build Careers of Tomorrow, Today 
(URL: https://youtu.be/REfi5jTRLqg) 
 

 
 

Figure 20.  Screenshot of  UPOU eSMP YouTube Channel 

 

 

https://youtu.be/m-rJ8ssbQOc
https://youtu.be/REfi5jTRLqg
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Other Activities 
 
Participation in the Inception Mission  
UPOU as one of the Consultants participated in the Inception Mission on 2,3 and 9 
June 2014 held at the Department of Finance Office, AIM, and ADB respectively. In 
this occasion, UPOU was able to validate the Inception Report it submitted to ADB 
vis a vis those of the other consultants and the expectations of ADB from this 
TA/project. With almost six months of project implementation, UPOU as well as the 
other consultants got the opportunity to discuss with ADB and the members of the 
Project Steering Committee the challenges (real and perceived) which may have an 
impact on the schedule of activities and consequently on the deliverables by each 
consultant.  

 
Press Conference for the eSMP 
A Press Conference was held on 18 June 2014 at the Crowne Plaza Galleria.  It was 
attended by the invited members of the Press (print, radio and television) and by the 
key officials of both IBPAP and UPOU.  A news feature was aired on the same day at 
the ABS-CBN (thru its reporter Ms. Apples Jalandoni) TFC which resulted in the 
numerous emails inquiring about the program.  Phone-in inquiries were also received 
by IBPAP, AIM, and UPOU since the phone numbers of these partner 
agencies/consultants were included in the news feature.   
 
This Press Conference has been envisioned to produce the following outcomes: 

1. Massive enrollment in the eSMP courses to help achieve the 900 trained 
teachers and 3000 trained students which are UPOU’s deliverables 

2. Increased awareness about the eSMP courses which will facilitate forging of 
partnerships with HEIs and other stakeholders 

3. Increased awareness about the IT-BPM industry which will hopefully result in 
interest to be part of this industry. 
 

 
UPOU Chancellor Grace Javier Alfonso speaking before the members of  
the press during the eSMP Press Conference 
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Mr. Ronald L. Arambulo, Executive Director for Finance and Shared 
 Services of IBPAP speaking before the members of the press during the 
 eSMP Press Conference 
 

 
Members of the press during the eSMP Press Conference 
 
  

Launching of eSMP 
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The eSMP was launched on 19 August, 2014 at the Crowne Plaza Galleria during 
the Welcome Dinner of the 2nd International Conference on Open and Distance 
eLearning (ICODeL) which UPOU hosted.  Key officials of IBPAP were present 
during the event.  The launching of the eSMP has signaled the official start of the 
eSMP by making available as MOOCs the first two courses:  BPO101 and Business 
Communication.  The eSMP online registration site was opened to the public the day 
following the launching. 

 

 
Mr. Benedict Hernandez, Chair of IBPAP Executive Committee delivering his 
message during the launching of the eSMP on 19 June 2014 at the Crowne 
Plaza Galleria  
 

             
UP Vice President for Academic Affairs, Dr. Gisella Concepcion, delivering 
her message during the eSMP Launching  
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UPOU Chancellor Dr. Grace Javier Alfonso with the foreign guests during the 
launching of the eSMP at Crowne Plaza Galleria  

 
The audience during the launching of the eSMP on 19 June at Crowne Plaza 
Galleria, Manila which was held during the Welcome Dinner of the 2nd 

International Conference on Open and Distance eLearning (ICODeL)  
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III. Project Disbursement Summary 
Please refer to Attachment G for the summary of the project disbursement. 
 

IV. Challenges 
 

Among the challenges encountered during this period of project implementation are 
scheduling of activities due to other commitments of the individuals involved in the 
project and the need to comply with the government procurement law, which also 
caused delays in the implementation of some activities. 
 
Scheduling project activities has always been a challenge for projects like this where 
most of the personnel are working on a part time or consultancy basis. To address 
this concern, some project activities were scheduled during nighttime and weekends. 
Adjustment in the schedule of meetings and other project activities was considered 
and online coordination became the automatic option in case face to face (F2F) 
meetings became difficult to arrange. 

 
On the other hand, the challenge of complying with the government procurement law 
has caused delays in the implementation of some activities.  This eventually affects 
the timely submission of the deliverables, and thus affects the release of funding. 
 
V. Moving Forward 

 
After the implementation of this project, UPOU is committed to spearhead the 
following initiatives to make sure that the outputs of this project will be utilized and 
accessible to everyone:  

1. Integrate Oral Communication and Conversational Fluency 101 (CFE 101 
Module as eSMP course, for the reason that this course can build the 
confidence of the learners and increase their opportunity of being hired; 

2. Continue offering the ESMP Courses as MOOCS through the MODeL Portal; 
3. Make available all materials as OERs through the UPOU Network and which 

can be accessed and used by HEIs offering the courses;  
4. Maintain the online repository hub/Digital Hub (DH) of digital materials 

through the UPOU Network and make all OERs available and accessible to 
all HEIs who wish to use them; 

5. Study the possibility of institutionalizing eSMP courses as part of the 
undergraduate program at UPOU, making eSMP courses as electives for the 
Bachelor of Arts in Multimedia Studies (BAMS) and Bachelor of Education 
Studies (BES); 

6. Institute the eSMP as certification programs; 
7. Continue providing training opportunities for those who want to work in a BPM 

company;  
8. Continue linking with BPAP for further research and improvement and 

updating of course content; and 
9. To increase the exposure of the courses by linking the LMS as part of the 

following landing portal:  IBPAP Knowledge Hub; the Asia MOOCs Portal; the 
Department of Information and Communications Technology Tech4ED portal; 
and the Microsoft Philanthropies Portal. 
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EXECUTIVE SUMMARY 

 
 The rapid growth of the BPO industry presents a challenge in terms of 

providing the manpower needs of the industry which was estimated to be 
180,000 workers by 2016.  Hence, the Industry needs to expand its potential 
pool of talent through non-conventional mechanisms.  eLearning or online 
learning was seen to be a mechanism to scale up the training of potential 
manpower for the industry. 
 

 The elearning will make use of specially designed multimedia materials that 
will impart relevant content and delivered in a manner that shall equip the 
target learners with the appropriate skills, as well as enhance the 
attractiveness of BPO-focused service management as a viable career. 

 
 The Technical Assistance (TA) focused on the enhancement of the existing 

industry-developed materials for Service Management Program (SMP) for 
elearning/online mode of instructional delivery. 

 
 Several activities were conducted that served as inputs to the course 

enhancement or revision of the course materials which included among 
others the review of the existing materials, developing the course 
enhancement plan, production of multimedia materials as the major feature of 
the enhanced materials, the development of assessment mechanisms that 
are appropriate for the online mode of delivery and the knowledge and skills 
required by the industry. 

 
 The enhanced course materials were used in the pilot run of the courses as 

Massive Open Online Courses (MOOCs). 
 

 The course materials were finalized based on the results of the pilot offering. 
 

 Several insights were drawn during the course enhancement process and 
recommendations were also made as a way of moving forward.  One major 
recommendation was the development of a supplemental module that will 
address the need to enhance the oral communication skills of the learners. 
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I. INTRODUCTION 
 
1.1. Background 
 
The Philippine IT-BPM is one of the top performing economic sectors and employers 
in the country.  By 2016, the industry can grow to $25B in revenues, employ 1.3 
million Filipinos and register 17% annual growth (www.rappler.com).  For the past 
several years, the Philippines had become the country of destination for business 
outsourcing because of the low cost of living and labor in the country, quality work, 
superior work ethics, degree of loyalty and flexibility, cultural adaptability, and 
customer service orientation by the Filipino manpower. 
(kittelsoncarpo.com/outsourcing/).  However, the rapid growth of the industry 
presents a challenge in terms of providing the manpower needs of the industry which 
was estimated to be 180,000 workers by 2016 (www.virtualdonewell.com, 28 August 
2012).    The Industry needs to expand its potential pool of talent through non-
conventional mechanisms. 
  
The IBPAP has made efforts to increase the preparedness of prospective employees 
through a range of educational programs (BEST, ADEPT, and Service Management 
Program).  The education sector was likewise mobilized through issuance of CMO 6 
Series of 2012 (Addendum to CMO39 s.2006 Entitled Policies, Standards and 
Guidelines for Bachelor of Science in Business Administration (BSBA) Prescribing 
Additional Electives on Service Management for Business Process Outsourcing), and 
CMO 34 Series of 2012 (Addendum to CMO53 s.20006, Revised Policies, Standards 
and Guidelines for Information Technology Education (ITE) Programs Prescribing 
Specialization Track on Service Management for Business Process Outsourcing) 
which accredit courses under the Service Management Program as electives of 
relevant degree programs. 
 
This context of the IT-BPM industry and the issuance of the aforementioned CMOs 
highlighted the following needs: 

1. Training of more teachers who can effectively teach Service Management to 
university students 

2. Learning/Training mechanism that would significantly increase the manpower 
pool of the IT-BPM industry  

 
Such educational program must be widely accessible, hence the adoption of e-
learning as a mode of delivery. The elearning will make use of specially designed 
multimedia materials that will impart relevant content and delivered in a manner that 
shall equip the target learners with the appropriate skills, as well as enhance the 
attractiveness of BPO-focused service management as a viable career. 
 
The technical assistance (TA) Strengthening-Knowledge Based Economic and Social 
Development supported strategic investments to make available e-learning modules.  
The mechanism also involved the use of industry-developed modules to ensure the 
validity of the content as well as the the credibility since the materials were 
developed by the industry experts. 
 
Deliverable #2 of the TA specifies the enhance course package for the three SMP 
courses:  BPM101 (Fundamentals of Business Process Outsourcing); BUSCO 
(Business Communication); and SVCCU (Service Culture).  This deliverable is part of 

http://www.virtualdonewell.com/
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the original contract with the duration of 16 October16 2013 to 14 November 2015.   
 
1.2. Objectives 
 
This component of the project aimed to: 

1. Review the existing materials for BPM101; BUSCO; and SVCCU developed by 
the industry experts for the Service Management Program (SMP) 

2. Develop course enhancement plan in consideration of the following: 
a. Mode of instructional delivery which is as Massive Open Online 

Course (MOOC) 
b. Profile of the potential learners as determined in Deliverable #1 

3. Enhance the course materials for BPM101; BUSCO; and SVCCU 
4. Pilot run the courses as MOOCs  
5. Revise the course materials based on the evaluation of the pilot run 
6. Produce the enhanced course materials for BPM101; BUSCO; and SVCCU 

 
 
1.3. Methodology 
 
The enhancement of the existing SMP materials for the three courses BPM101; 
BUSCO; and SVCCU involved several activities as follows: 

 Compilation of the existing/industry developed materials for BPM101; 
BUSCO; and SVCCU.  In coordination with IBPAP, the existing materials for 
BPM101; BUSCO; and SVCCU were compiled and prepared for review.  
Other relevant materials were also collected which included the GCAT 
components and downloaded materials from the Internet.  Access to ADEPT 
and BEST materials were also provided by IBPAP for the UPOU consultants 
to have a background as to what types of training materials are being used by 
IBPAP to enhance the skills deemed important by the BPO companies. 
 

 Workshops:  
A series of workshops was conducted with the following objectives and 
outputs: 
1. Workshop to develop the course revision/enhancement plan.  The Online 

Course Development and Delivery Expert, in consultation with the 
Instructional Design and Assessment Expert, evaluated the existing 
course materials in the light of the course objectives and their suitability 
for online delivery. Recommendations were made on how the materials 
can be adopted, enhanced, or revised for online learning.  The multimedia 
materials to be produced were also listed, the assessment 
types/mechanisms as per learning goals set were identified; and the 
schedule of activities that will be undertaken to produce the enhanced 
course materials.   
The review of the existing materials involved the assessment of the fit 
between the graduate outcomes required by the industry, the content 
coverage of the courses, the learning methodologies currently adopted, 
and the assessment tools used to measure these outcomes.   

 
Specifically, the course development plan course development plan consisted 
of the following: 

 Course content 
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o Learning modules and topics 
o Learning objectives/module 
o Study schedule 
o List of learning of multimedia resources to be adopted, revised, 

produced 
 

 Course development process 
o Identifying course writers  
o Quality circle team composition 
o Detailed work schedule as well as schedule of course pilot run 
o Potential administrative issues and proposed strategies to 

address them 
 

2. Pre-production workshops.  Several workshops were held for the pre-
production meetings with the talents/industry-based resource persons for 
the video materials to be produced and the production crew.  The 
resource persons were all from the industry identified and recommended 
by IBPAP. 

 
In all these workshops, representatives from the IT-BPM industry were 
present to provide inputs to the processes being undertaken. 
 

 Immersion in selected BPM companies to better understand the industry and 
their manpower requirements.  Companies: Accenture; Point West 
Technologies; and Visaya KPO.  At the Visayas KPO, UPOU was able to take 
some footages that were used in the video materials produced in the 
enhanced course materials.  Talking to the employees, directly observing 
BPM employees, and observing first hand the BPO industry work 
environment provided the needed insights on the knowledge and skills 
requirements of a BPO employee which also served as additional inputs in 
the design of course content and assessment mechanism. 

 
 Interactions with the industry people especially with the members of the 

Human Resource Champions' Circle (HRCC) through UPOU’s participating in 
the HRCC meetings on 29 January 2014.  In this forum, the HR people of the 
member BPM companies explained their hiring process, the qualifications 
that they look for when hiring applicants, and the most common reasons why 
applicants were not hired despite the big need for manpower by the 
companies.  An invitation to the HRCC meeting is shown in Figure 1. 

 
 Coordination meetings/regular discussions with the Project team members 

especially with IBPAP. 
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Figure 1.  Invitation to the HRCC Meeting (29 January 2014) participated in 
by UPOU 

 
 
Production of multimedia/video materials for the three (3) courses 

Enhancement of the course materials involved the production of multimedia/video 
materials for the various lessons contained in the courses.  The integration of the 
video materials was also deemed necessary since the courses were planned to 
be delivered under the Massive Open Online Course (MOOC) framework.  The 
Multimedia Production Expert spearheaded the production of video and other 
multimedia resources required in the courses. The production involved 
organization of the creative and technical production of these materials. The 
Instructional Design and Assessment Expert and Online Course Development 
and Delivery Expert reviewed the scripts and other concept papers for the 
production of the said materials to ascertain the pedagogical soundness of the 
learning design.   
 
The following video materials were produced for the three courses and were used 
during the offering of the courses as MOOCs: 
 
BPM 101 

 
1. BPM 101 Introduction 
2. Two Types of Outsourcing 
3. Culture, Gender and Business Communication 
4. Overview of the IT-BPM Industry 
5. Establishing a Client-Service Provider Relationship 
6. BPM 101 Module 3 IT-BPM Engagements (Part 1) 
7. BPM 101 Module 3 IT-BPM Engagements (Part 2) 



  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

5 

8. 8 BPM 101 Module 3 IT-BPM Engagements (Part 3) 
9. Module 1 - History, Contribution and Profile 
10. Module 1 - History, Contribution and Profile (1) 
11. Module 1 - History, Contribution and Profile (2) 
12. Module 1 - History, Contribution and Profile (3) 
13. Business Communication - Telephone Interaction 
14. Business Communication- Non-Verbal Communication 
15. Business Continuity Management, The 8D Approach Problem 
16. Business Continuity Management, Managing Issues and Changes 
17. Business Continuity Management, Example of Critical Situations in the IT-

BPM Industry 
18. Business Continuity Management, Critical Situation Management Method 
19. Business Continuity Management, Critical Situations in the IT-BPM Industry 
20. Business Continuity Management, Basic Concepts and Processes 
21. BPO Operation Management 
22. Managing Outsourcing Transition 
23. Managing People, Process, Technology and Policy 
24. Managing Client Relationships 
25. Module 5 Managing IT-BPM Operations, BPM 101 Fundamentals of Business 

Processing Management 
 

 
Business Communication (BUSCO) 
1. Business Communication and Culture 
2. Communication and Culture (Session 2) 
3. Business Communication - Customer Service Calls and Sales Calls 
4. Business Correspondence I 
5. Business Correspondence II 
6. Employment Communication 
7. Face-to-Face Communication 

 
 

Service Culture (SVCCU) 
 

1. Competencies Needed to Work in BPM Industry 
2. Coaching in the Workplace 
3. Personal and social competencies for performance excellence 
4. Achieving the Service Culture 
5. Collaboration in a Global Environment 

 
In all these materials, the experts from the industry served as the resource persons. 
 

 Design assessment tools   
Part of the enhancement process of the course materials was the design of 
appropriate assessment tools and mechanisms in consideration of the following:  the 
learning goals of the courses; the mode of delivering instructional content; and the 
overall goal of the project of increasing the hiring rate by BPM companies by 
addressing the knowledge and skills requirements like good communication skills 
and critical thinking. 
 
As such the course activities and assessment mechanisms developed, both the 
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formative and summative assessments, not only assess the instructional content but 
also the communication skills and critical thinking ability of the learners.  Examples of 
course activities include:  participation in online Discussion Forums (DFs) which 
harnessed the written communication skills; case analysis; and online/virtual 
conversations between learners for oral communication skills.  To simulate the work 
environment in a BPM company and taking into consideration the online nature of the 
teaching-learning environment, an assessment mechanism was developed wherein 
the learners where given cases to analyze which they will answer orally on a given 
time frame (3 minutes).  The response would be video captured using youtube 
anywhere (https://moodle.org/plugins/tinymce_youtube) and automatically uploaded 
to youtube for assessment by the course teacher.  For formative assessments or 
assessment in aid of learning, automated assessments were developed in 
consideration of the massive course enrollment. 
 
Below is an example of the assessment developed for BPM101: 
 
============================================= 

 
This examination is open on 20 December 2014 (Philippine time). You may 
take it anytime on the said date. The examination will close on 12:00 am of 21 
December (Philippine time), so you will need to start your exam at the latest 
at 9:00 PM (21:00 hours, local time). Those who are based abroad should 
take the time difference into consideration. 
 
For this examination, you will be required to answer a number of 
questions based on situations presented either in written format. You 
have to do a video recording of yourself answering the questions using 
the guide provided to you. When video recording yourself, please state 
the relevant question before reciting your answer so that your teacher 
can identify the specific question you are responding to. Once you are 
through with video recording, copy and paste the URL (web address) of 
your recorded video response on the assigned form in the examination 
site. 
 
The examination consists of three items, with several questions per item. 
Your video response to each examination question should not exceed 3 
minutes. The guidelines on how you can video shoot yourself have been 
uploaded in the course site. 
You have anywhere from 60 to 90 minutes to complete each of the three 
examination items. Make sure that you answer all the three examination 
items within the day. 
Answer all the questions concisely in English. Your answers will be graded 
based on the following: 
 
1 Accuracy (correctness of answer) 
2 References and support (use of given data/information to justify 

answer) 
3         Presentation (clarity of expression, brevity, and organization of ideas) 
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The answer looked like this (Figure 2) in the course site: 
 

 

 

 
 

Figure 2.  Screenshot of a sample assessment mechanism for BPM101 
 
============================================= 
 
The enhanced course materials consisted of the following: 

 Study Guide:  Course modules with specific learning objectives per module, 
lessons to be studied to achieve the learning objectives; how to use the 
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learning resources included in the module; list of online resources to be 
read/viewed, self-assessment activities, learning activities, and other 
requirements  

 Course Guide: Contains the course schedule, academic policies, instructions 
on course requirements, and house rules.  

 Online resources:  lecture notes, online articles, websites, slide presentations, 
videos, podcast, etc. 

 Recommended Learning activities: Assignments, online quizzes, online 
discussions, examinations, etc. 

 Teaching Guide: Approaches on how the teacher can teach the course in 
his/her class and possible assessment mechanisms 

 
 

 Review and revisions of the enhanced course packages/materials 
The review/evaluation of the enhanced course materials/packages was done 
following two mechanisms:  pilot run of the courses as MOOCs; and Industry Expert 
Review for validity and relevance. 
 
Educause (2011:1) defined MOOC as “a model for delivering learning content online 
to virtually any person—with no limit on attendance—who wants to take the course.” 
It “provides access to large numbers of people who might otherwise be excluded for 
reasons ranging from time, to geographic location, to formal prerequisites, to 
financial hardship” and facilitates the entry of individuals into communities of practice 
without the usual pressures and limitations of conventional modes of learning 
(McAuley 2010: 6). In MOOCs, the learning activities are modified to suit the 
requirements of a more fluid and much large class. Social media platforms are also 
maximized to connect highly dispersed students and experts (Educause 2011).  
Examples of MOOCs abroad are Coursera, EdX, Udacity, and FutureLearn. In the 
Philippines, the UP Open University first offered MOOCs through its @ral platform for 
the course “Development of Apps Using Android Platform”. 
 
Project Branding: 
To provide the project with its own identity, the following were done: 

1. Provide a shorter project name “eSMP” or elearning Service Management 
Program.  The “e” connotes the online mode of delivery to differentiate it from 
the existing CHED-funded project of IBPAP which was being implemented 
with 17 State Colleges and Universities (SUCs). 

2. Development of a logo for the project as shown in Figure 3. 
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Figure 3.  Project logo used during the TA implementation 
 
 
Design and setting up of Learning Management System (LMS) 
 
The Learning Management System Expert, in consultation with the UPOU Project 
Team, evaluated possible learning platforms for online delivery. In coordination with 
the Online Course Development Delivery Expert, the virtual classrooms for the eSMP 
courses were created and the course materials uploaded in their respective sites.  A 
Technical Team was also created to help in technology research for the 
requirements of the different activities of the courses, including customizing the 
Moodle (https://moodle.org/) which powered the eSMP LMS; man the HelpDesk or 
provide technical assistance to both the Course Coordinators and the learners; and 
monitor accessibility of the online courses.  Given that the courses are open, the 
number of students could not be projected and there’s a need to monitor scalability of 
the hosting services secured.  
 
Design Thinking Workshop for the eSMP LMS 
 
The development of the LMS for the eSMP MOOCs started during the 2nd Quarter of 
2014.  The technical team took off from the results of the “MOOCathon (Start of an 
Unending Conversation on MOOCs)”, a workshop dedicated to identifying the needs 
of UPOU in implementing Massive Open Online Courses (MOOCs), held in 26 
February 2014 as part of the UPOU 19th anniversary celebration.  Through this 
workshop, those who were able to experience MOOC as learners shared what they 
think are the desirable features of an LMS for MOOCs.  
 
As a result of the workshop, the following technical components were considered and 
configured for the LMS for the eSMP MOOCs: 
 

▪ Server  
Linode’s virtual private server was availed to house the learning management system 
(LMS) for eSMP. It was setup from scratch, and the system administrators made 
sure that all the necessary programs were first installed to ensure that the LMS 
would run successfully.  These programs include the database (MySQL), the server 
engine (NGINX), the web platform (PHP), and the LMS itself (Moodle). 
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▪ Mail Engine 
One of the first technical issues encountered is that the system-generated email 
notifications were not apparently received by the eSMP Moodle users. Some 
received it in their inbox, but many received it in their Spam folder. In this regard, the 
server was reconfigured so that it would use the IPV4 protocol/technology instead of 
IPV6, which was the cause of identifying legitimate email from Moodle as Spam. 
 

▪ Customized Fields 
To gather information for future research works, the following customized fields that a 
user sees whenever he registers in eSMP, were included: 

a) Background: Gender, Nationality, Highest Educational Attainment 
b) Online Learning: Experience as an Online Learner, Reasons for Enrolling 

These customized fields were modified in Moodle.  
 

▪ Essential Theme 
The Essential Theme is a clean and customizable theme that is tried and tested by 
thousands of users. It is user-friendly, and it ranks number one for all available third 
party themes. For these reasons, Essential Theme was installed and used as the 
main theme of the eSMP Moodle.  Figure 4 shows the Learning Management 
System (LMS) developed for UPOU MOOCs.  It was dubbed as MODeL (Massive 
Open Distance eLearning) to describe the MOOC framework and to carry the UPOU 
branding for the model of instructional delivery that it is implementing.  Figure 6, on 
the other hand, shows the course site for eSMP which can be accessed at 
http://esmp.upou.edu.ph/. 
 
 

 
 

Figure 4.  The MODeL (Massive Open Distance eLearning) Platform of the UPOU 
where the open online courses like the eSMP courses are contained 

 

http://esmp.upou.edu.ph/
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Figure 5.  the eSMP site was developed and which can be accessed at 
http://esmp.upou.edu.ph/ 

 
 

 
▪ Plug-ins and other e-learning Systems 

The delivery of eSMP courses as MOOCs required various plug-ins to facilitate 
achievement of the course goals.  These plug-ins were identified as essential to 
deliver the lesson and conduct the assessment mechanisms for the courses.  Table 
1 shows the various plug-ins that were integrated in the course sites. 
 
The other plug-in integrated into the course sites was for the Digital Certificates (see 
Figure 6).  This plug-in facilitates automatic issuance of certificates to students who 
completed any eSMP course. It can be customized so that the name of the 
certificate, name and logo of the issuing authority, name of the course coordinator 
and other details can be modified. The QR code technology was used such that 
whenever the QR code in the certificate (see Figure 7) is scanned, it will 
automatically redirect to a site, which contains the list of course, who completed the 
course for verification purposes. 
 

http://esmp.upou.edu.ph/
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Figure 6.  Screenshot of Digital certificate plug-in set up in the MODeL eSMP Portal 
 

 
Figure 7.  Sample certificate with QR code 

 
 
Table 1.          Various technologies used in eSMP MOOCs 
 

Tool/Plug-in Description Use/Purpose 

 
YouTube 
Anywhere 
 

YouTube Anywhere is a moodle plug-in 
that allows students and teachers to 
record directly from webcams and 
mobile devices, or to upload video files, 
into YouTube. YouTube takes care of 
the storage. (https://moodle.org/plugins/ 
view/tinymce_youtube)  

For assessment purposes.  
Learners will answer exam 
questions through this plug-in.  
Addresses the concern of 
integrity of exam process; 
plagiarism.  Very useful for 
assessment for certification 
purposes.  

 
Jing (Image 
from 
https://en.wikip
edia.org/wiki/Ji
ng_(software)  

Jing is a fast and easy way to capture 
images and create videos of what you 
see on your screen. 
(https://it.usu.edu/plugins/work/sitemaps
/ 
107/files/Jing%20What%20is%20it%20
and%20How%20Do%20I%20Install%2
0it.pdf)  

Professors use Jing to provide 
supplementary materials to the 
course and further enhance 
quality of the materials and 
instruction.  

https://moodle.org/plugins/
https://en.wikipedia.org/wiki/Jing_(software)
https://en.wikipedia.org/wiki/Jing_(software)
https://en.wikipedia.org/wiki/Jing_(software)
https://it.usu.edu/plugins/work/sitemaps/
https://it.usu.edu/plugins/work/sitemaps/
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Mahara/ePortf
olio 

Mahara is a fully featured web 
application to build the learners 
electronic portfolio.  Learners can 
create journals, upload files, embed 
social media resources (e.g. the video 
created by the learners through 
YouTube Anywhere) and collaborate 
with other users in groups. 
(https://mahara.org/)  
 

For a learner to create his/her 
own portfolio which will be a 
collection of his/her works as a 
learner of the course. This will 
facilitate assessment of learners 
who are applying for 
certification.  The ePortfolios can 
also be linked to potential 
employers which can be a 
motivation for a learner to 
complete the MOOC.  
 

 
Google 
Hangout 

Google Hangout is a free plug-in which 
allows one to have a voice and video 
conversation using one’s computer. 
(https://www.google.com/tools/dlpage/h
angoutplugin)  

Course requirements which 
require learners to interact with 
one another or with the 
professors use Google Hangout.  
This plug-in is especially useful 
for courses which require 
development of oral 
communication skills using a 
particular language. Since the 
plug-in allows recording of 
conversations, professors can 
view the conversation 
especially for evaluation for 
certification purposes. 

 
      Email 

Electronic mail is a transmission of 
digital messages over communication 
networks 

Facilitates one to many 
communication with learners to 
provide learner support before 
course start; while course is on-
going, and post course 
completion.  Email facilitates 
giving of instructions on how to 
access course site and also 
provide links to orientation 
materials to help learners 
familiarize themselves with the 
course and other related 
concerns. 

 
HelpDesk 
 

A Help desk offers a single point of 
contact for users to get assistance. 
Normally, the help desks handle 
requests by using help desk software, 
or issue tracking system, which enables 
the help desk operators to keep track of 
the user requests using a unique 
identifier, easily find solutions to 
common queries, prioritize cases, and 
so on. 
http://www.techopedia.com/definition/35

A plug-in so learners can easily 
contact the university to seek 
course-related assistance.  This 
also aims to increase course 
completion rates.  
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3/help-desk)  
 

 
Basic Learning 
Analytics 

Learning analytics is about collecting 
traces that learners leave behind and 
using those traces to improve learning” 
(http://www.laceproject.eu/faqs/learning
-analytics/) 

Aside from improving learning, 
real time analysis (analytics 
while the student is taking the 
course) will enable “just-in-time” 
learner support to prevent 
learner from dropping from the 
course.  An example is the level 
of activity of the students for a 
particular period of time.  

Multiple Paths 
to Learning  
 

Presents course content in multimedia 
formats (video, text, podcasts).  Also 
dubbed as “learning cube” or “learning 
on the go  
 

Tools/software allowing 
course/LMS designers to 
present the multimedia formats 
of course content in a cohesive 
way and which makes it easy for 
learners to choose which path to 
follow depending on current 
context e.g. podcast if riding a 
public transportation. Jogging, 
etc.  This also provides for 
different learning preferences by 
the students.  

 
 
 
The pilot run of the courses facilitated the evaluation from the learners’ perspective; 
teachers’ evaluation of the content, mode of delivering instructional content (MOOC), 
validity of assessment mechanism, and technology used in delivering instructional 
content. 
 
Likewise, the course materials were reviewed by Industry Experts for validity and 
relevance by having themselves enrolled in the courses during their pilot run.  
 
 
Results of Course Evaluation 
The following were noted as results of the course evaluation process and served as 
basis in the revision/finalization of the course packages: 

1. On the Duration of Course Offering.  The pilot run of the courses was 
designed to have a duration of eight weeks.  Despite the usual MOOC 
duration of 4-6 weeks, eight weeks became the option in consideration of the 
fact that the target learners may need time to adjust to the online mode of 
instructional delivery.  Hence, the first two weeks was seen to be a “period of 
adjustment” wherein learners can learn navigating and familiarizing 
themselves with the features of the online course site while doing some 
activities like posting and replying to self-introductions in the Discussion 
Forum (DF) and watching the video materials.  However, it was also noted 
that the course content can be managed in six weeks, hence the 
succeeding/second offering reflected this already. 
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2. On Course Content.  The intent of the TA is to increase the manpower pool 
for the BPM industry.  However, based on the profile of the learners, many 
indicated that they are already working in the BPM industry and looked into 
courses/MOOCs as a way to professionalize advancement.  Moreover, the 
courses also attracted the interest even those who don’t have plans of 
working in the BPM industry or were engaged in another industry but still see 
the content as relevant to their professions. 
 
In view of this specific observation, additional module was developed (Oral 
Communication and Conversation Fluency in English).   

 
3. On the Mode of Delivery.   MOOC is a viable and scalable mechanism to 

address the need to increase the manpower pool for the BPM industry, hence 
offering of SMP courses under this framework should be continued.  
Moreover, this mechanism can also address the concern of increasing the 
awareness of the general public about nature of work in the BPM industry. 
 
Taking SMP courses as MOOCs also provide learners with the opportunity to 
be familiar or get accustomed with working and communicating in a virtual 
environment which is a major feature of a BPM work environment. 
 

4. On Activities and Assessment.  In an online mode of delivering instructional 
content, it is so easy for learners to be complacent, hence it is important to 
have activities that will keep them engaged and at the same time facilitate 
their learning of the course content or lessons and help achieve the learning 
goals.  The assessments and activities designed to take into consideration 
the important skills/competencies required in the BPM industry such as 
communication skills, both oral and written, and critical thinking were proved 
to be effective, hence they were further enhanced in the final versions of the 
course packages/modules. 

 
Based on the results of the evaluation and feedback from the different groups, the 
Online Course Development and Delivery Expert revised and finalized the course 
materials.  

 
 
II. RESULTS 
 
The enhanced versions of the courses described below were produced.  
 
Business Process Management 101 (BPM 101) 

This course discusses the role and contributions of the BPM sector in the 
national and global economies, as well as the nature, functions, and 
applications of business process outsourcing. It also engages the students in 
analyzing how business processing engagements, operations, and continuity 
are managed. 
 
The enhanced course package for BPM 101 is in Attachment A. 

 
Business Communication (BUSCOM) 

This course aims to develop knowledge and skills in effective business 
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communication in the IT and business process management industry. 
 
The enhanced course material for BUSCOM is in Attachment B. 

 
Service Culture (SVCCU) 

This course is an introductory course on service culture, with specific 
emphasis on the basic concepts, principles and practices of service culture in 
the business process management (BPM) industry.  
 
The enhanced course package for Service Culture is in Attachment C. 

 
The enhanced versions of the course materials were licensed under Creative 
Commons (CC) By Attribution, Share Alike, No Commercial Derivatives. 
 
An initial attempt to evaluate the outcome of the project implementation was done in 
terms of looking at the employability of the course completers by a BPO company.  
The course completers were emailed to request their permission so their contact 
points can be shared with IBPAP and eventually be linked to interested BPO 
companies.  A total of 19 course completers from various locations were included in 
this evaluation activity.  Eight course completers responded in the affirmative 
indicating their consent to share their contact points with BPO companies and be 
evaluated for hiring by interested companies.  The contact points of these eight 
individuals were shared with IBPAP for referral to partner BPO companies.   
 
Noteworthy to mention is one course taker who responded as follows: 
 

“Many thanks your e-mail of 11th January.  I am glad that process of 
evaluating requirements to obtain our Certificate of Accomplishment is now in 
progress.  I certainly would like to be part of the succeeding improved version 
of the content and implementation of this course both as a student of 
continuing  education and sharer/resource person in the future as my paying 
it forward. 

  
In providing our contact information to HR of B.P.O. companies, I interpose 
no objection and welcome this development to explore avenues of 
opportunities as well. 

  
For your information, while I was taking this course I have imposed upon 
myself of looking for opportunities/opening to get a hands-on experience in a 
B.P.O. setting just that I will have a feel of what is it to be on the ground.  And 
I landed at a B.P.O. firm that employed me as a financial specialist in one of 
their client accounts.  During this employment that serves as my self-
constructed OJT (on-the-job) paid training, I was allowed to interview and 
discuss with the workforce team to comprehensively understand the 
management and process map the flow.  I am now on my way to a tenured 
specialist achieving and complying with K.P.Is of S.L.A. such as balancing 
various Q.A. parameters on A.H.T, C.S.A.T and R.P.M.  My next step-up 
journey is a management trainee as TL moving towards a senior 
management post henceforth.” 

 
 

http://k.p.is/
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III. INSIGHTS AND RECOMMENDATIONS 
 
Insights 
 
The following insights and observations were drawn in the implementation of the 
activities under this deliverable.  These are as follows: 

1. The course BUSCO (Business Communication) is not enough to enhance the 
basic oral communication skills using the English language that most BPO 
companies are looking for as qualification for employment 

2. The three courses BPO101, BUSCO, SVCCU attracted even those who were 
already part of the BPO industry and were considered by these individuals as 
a training opportunity to advance in the profession. 

3. The three courses attracted even those who were working in other industries 
like Hotel and Restaurant Management (HRM).  Specific to BUSCO, 
communication teachers, especially those teaching online to foreign students 
and those teaching Business Communication in the conventional mode, were 
also attracted to the course. 

4. If the goal of the project is to increase the manpower pool for the BPO 
industry, completion of the courses may not be necessary as the content of 
the three courses were not part of the evaluation of applicants during the 
hiring process.  However, the content of the courses will be critical for 
professional advancement in the industry. 

5. MOOC can be a mechanism to scale the training of manpower for the BPO 
industry. 

6. The online course sites can also be a venue to upload video materials to 
increase awareness about the BPO industry and working in a BPO industry. 

 
Recommendations 
 
In consideration of these insights and observations, the following recommendations 
are forwarded: 

1. Development of another module that will focus on enhancing the oral 
communication skills in English 

2. Continue offering the eSMP as MOOCs and which can be taken by interested 
learners depending on their specific purposes. 

3. Upload additional video materials in the eSMP site about the BPO industry 
4. Rethink the MOOC framework in terms of putting much emphasis on course 

completion rather than learning 
5. Continue the initial attempt to evaluate the impact of MOOCs in terms of 

increasing the possibility of being hired by a BPO company.   
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EXECUTIVE SUMMARY 

 
 CMO6 s.2012 (Addendum to CMO39 s.2006 Entitled Policies, Standards and 

Guidelines for Bachelor of Science in Business Administration (BSBA) 
Prescribing Additional Electives on Service Management for Business 
Process Outsourcing) and CMO34 s2012 (Addendum to CMO53, s2006, 
Revised Policies, Standards and Guidelines for Information Technology 
Education (ITE) Programs Prescribing Specialization Track on Service 
Management for Business Process Outsourcing) were the enabling 
mechanisms for the development of accreditation models for the eSMP 
courses by HEIs/SUCs. 
 

 Three models of accreditation for students were developed which took into 
consideration the MOOCs for eSMP offered by UPOU as well as the usual 
systems of transfer credits by HEIs and SUCs.  These models were 
presented to the HEIs/SUCs during the various HIE Forums organized by IT-
BPAP and UPOU. 

 
 The Teacher Accreditation model was in the form of UPOU certifying the 

teacher’s completion of the eSMP MOOCs for content and the Teacher 
Module which covers the teaching of the content and assessment of learning 
by students. 

 
 Industry Accreditation of the MOOCs Certificates of Completion conferred by 

UPOU was also presented as a model for learners who are not part of any 
HEI/SUC. 

 
 Accreditation is assessment-based and took into consideration the knowledge 

and skill requirements specified by the IT-BPM companies in their hiring 
process.  These include the GCAT, communication skills, and critical thinking. 

 
 One insight drawn from working on this deliverable was that despite the 

increasing awareness on MOOC by the HEIs/SUCs, they were still wary 
about the proposed mechanism which can be attributed to the mode of 
instructional delivery (distance elearning) and the possible impact to the 
business model, especially of the private HEIs given that UPOU is offering 
the courses for free. 

 
 Several recommendations were provided which include among others the 

continuous offering of eSMP courses as MOOCs and for UPOU to continue 
collaborating with various HEIs and SUCs for this initiative and as per 
mandate of RA10650; continue collaborating with IT-BPM industry for 
possible research initiatives, industry recognition of MOOCs certificate, and 
updating of the content of the courses. 
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I. INTRODUCTION 
 
1.1. Background 

 
In view of the issuance of CMO6 s.2012 (Addendum to CMO39 s.2006 Entitled 
Policies, Standards and Guidelines for Bachelor of Science in Business 
Administration (BSBA) Prescribing Additional Electives on Service Management for 
Business Process Outsourcing) and CMO34 s2012 (Addendum to CMO53, s2006, 
Revised Policies, Standards and Guidelines for Information Technology Education 
(ITE) Programs Prescribing Specialization Track on Service Management for 
Business Process Outsourcing), the TA  explored the development and 
establishment of accreditation system of the eSMP courses by other HEIs and SUCs.   
 
The accreditation system spells out the policies and procedures for accrediting 
teachers and other completers of courses in IT-BPO service management.  It will be 
labor-market driven, competency-based, and assessment based. The assessment 
system shall take into consideration the students’ preparation to take and pass 
Global Competitiveness Assessment Tool (GCAT) as well as the National 
Competency requirements set by the Technical Skills and Development Authority 
(TESDA).  
 
In addition, the accreditation system model was designed for students enrolled in 
other HEIs/SUCs to transfer the equivalent credit units towards the degree that they 
are enrolled in their mother unit.  For teachers, this accreditation system would 
provide assurance that the teachers who would be teaching the SMP courses in the 
residential/conventional, blended, or online mode of teaching are very well trained on 
the content and pedagogical underpinnings. 
 
 
1.2  Objectives 
 
This accreditation system will provide added value to the courses offered by UPOU 
as MOOCs and will likewise address the following objectives: 

1. Increase the attraction of eSMP courses offered as MOOCs or open online 
courses as a mechanism to be trained for a BPM-related job 

2. Facilitate the fast and massive training of potential applicants/manpower for 
the BPM industry 

3. Provide HEIs/SUCs who are offering SMP/interested to offer SMP, as per 
relevant CMOs, with acceptable mechanisms to transfer the credits earned 
through MOOCs completion by their students 

4. Provide HEIs/SUCs who are offering SMP/interested to offer SMP, as per 
relevant CMOs, with acceptable mechanisms to train their teachers who will 
be teaching the courses at the very least cost to the university while at the 
same time ensuring the quality of education that they would provide to their 
students. 

5. Provide opportunities for learners outside the formal education system to 
acquire certification recognized by the industry through the UPOU 
Certification and TESDA Competency certification 

6. Provide opportunities for teachers not connected with an HEI/SUC a possible 
teaching opportunity for the SMP courses. 
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1.3.  Methodology 
 
The Education Systems Integration Expert, in consultation with IBPAP, 
representatives from HEIs/SUCs and the UPOU Project Team, developed program 
accreditation models for the eSMP courses.  Accreditation was looked into from the 
perspective of teachers who enrolled in eSMP courses and learners who were able 
to complete the courses.  Teachers’ accreditation was proposed to be in the form of 
certifying teachers for the teaching of SMP courses.  This implies that these teachers 
were able to learn the content of the courses, the teaching of the content, and 
assessing the learning of the students.  Likewise, teacher certification also covers the 
acquisition of the knowledge and skills for the blended learning mode of instructional 
delivery making use of the Open Educational Resources produced through this 
TA/project.  On the part of the learners, accreditation models imply that the 
courses/MOOCs completed at UPOU can be credited towards the degree that the 
student has enrolled in his/her mother unit/university since they were able to achieve 
the learning goals and competencies stipulated in the relevant CMOs. 
 
The proposed models for eSMP course accreditation by HEIs and SUCs were 
presented to the HEIs/SUCs in the various HEI Forums organized by IBPAP and 
UPOU for feedback.  Four HEI Forums were organized in Luzon (UPOU 
Headquarters, Los Baños, Laguna), Metro Manila, Cebu, and Clark City.  In these 
HEI Forums, universities/HEIs from areas included in the list of Next Wave Cities 
were invited.  Next Wave Cities or NWC is a “Philippine-specific term that identifies 
ICT hubs beyond Manila, based on criteria such as worker supply, telecom 
infrastructure and other factors necessary to sustain a local BPO industry       
(http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-
program).  As of 2012, four major hubs emerged for IT-BPM services: Metro Manila, 
Metro Cebu, Metro Clark, and Bacolod City. The top-ten NWCs for 2012 in 
alphabetical order:  Baguio City, Davao City, Dumaguete City, Iloilo City, Lipa City, 
Metro Bulacan (Baliuag, Calumpit, Malolos City, Marilao, and Meycauayan City), 
Metro Cavite (Bacoor City, Dasmariñas City, and Imus City), Metro Laguna (Calamba 
City, Los Baños, and Sta. Rosa City), Metro Naga (Naga City and Pili), and Metro 
Rizal (Antipolo City, Cainta, and Taytay). (url:   
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-
program).   These HEIs/SUCs in the Next Wave Cities are more likely to be 
interested to offer SMP given the potential of employment of their graduates in the 
BPM companies that would be established in their areas. 
 
The CHED directory of HEIs was used in identifying institutions which can be directly 
included in the project.  Institutions that offer IT, management, and health related 
courses were prioritized. 

 
The presentation of the proposed accreditation models was also coupled with an 
orientation on what MOOCs are and the quality assurance framework that UPOU has 
integrated into the mechanism.  Likewise, the MOOCs equivalent to the CHED-
approved courses were also presented to assure the HEIs/SUCs that there can really 
be a possibility for the accreditation models to work. 
 
 
 

http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program)
http://www.icto.dost.gov.ph/index.php/ict-industry-development/next-wave-cities-program)


  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

3 

 
II. RESULTS 
 
The eSMP Accreditation Models 
 
The following accreditation models were developed: 
 
For Teachers:  Direct certification of teachers who will qualify for certification as 
assessed by the Course Faculty in Charge (FIC).  This certification implies that the 
teacher has completed the content module of the course (equivalent MOOCs as 
shown in Table 1) and the Teacher Module.  The Teacher Module consists of the 
Reflection Questions which can aid in their teaching of the courses.  A sample of 
these reflection questions used in BPM101 is in Table 2.  This set of questions was 
used as pattern for other modules/MOOCs. HEIs/SUCs can require their teachers to 
enroll in the MOOCs offered by UPOU as part of their on-the-job training program 
and to ensure quality of the courses that they offer. 
 
For Students:  HEIs/SUCs can consider the following models for the accreditation of 
the eSMP courses: 

1. eSMP + F2F.  Under this model, the HEI/SUC enroll their students taking 
SMP as elective track in equivalent MOOCs offered by UPOU and use the 
face to face (F2F) meetings as tutorial sessions to clarify lessons or concepts 
that may be difficult to the students.  The F2F sessions can also be 
opportunities for various types of assessments: formative or summative to 
assess the students learning.  This can lead to immediate crediting of 
MOOCs to the degree being taken by the student in the HEI/SUC. 

2. eSMP Direct Credit.  In this model, HEIs/SUCs enroll their students in 
equivalent MOOCs and those who will be able to earn the Certificate of 
Completion can directly credit these MOOCs to the degree program of the 
student.  This model takes into consideration that the MOOC certificates are 
being conferred by the University of the Philippines Open University (UPOU) 
which gives the brand of excellence and integrity to the certificates issued.   

3. eSMP+HEI-based Challenge/Validation Exam.  Enroll their students in 
equivalent MOOCs and credit the courses to the degree program of the 
student after passing a validation exam to be given by the home 
university/school. 

 
It should be noted that the MOOCs were based on the CHED-approved course 
syllabus as contained in the relevant CMOs and the course materials were the 
enhance version of the IBPAP developed materials for the SMP courses which are 
being used in the residential mode of instruction.  Likewise, it should be noted that 
these  models of accreditation should take into consideration the university’s/school’s 
academic policies and procedures for transfer credits.  
 
The MOOCs offered by UPOU under the eSMP and their equivalents in the CHED-
approved courses are indicated in Table 1. 
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Table 1.  CHED-approved SMP courses and the equivalent UPOU MOOCs 
 

CHED-Approved SMP 
courses 

Equivalent UPOU MOOCs 

BPO101 (Fundamentals of 
Business Process 
Outsourcing) 

MOOC 1:  Fundamentals of Business Outsourcing 
     Module 1. Introduction 
     Module 2. Fundamentals of Outsourcing  
     Module 3. BPO Engagements  

 
MOOC 2:  Managing Business Outsourcing 
     Module 1. Managing Outsourcing Transition  
     Module 2. BPO Operations Management  
     Module 3. Business Continuity Management  

BUSCO (Business 
Communication) 

MOOC 1:  Business Communication in the Global 
Workplace 
     Module 1.  Communication Competence 
     Module 2 - Culture and Communication 
     Module 3 - Communication Model and Channels 
of Communication  
     Module 4 - Face-to-Face Communication   
     Module 5 - Variables in Telephone 
Conversations  
     Module 6 - Telephone Call Flow and Procedures  
     Module 7 – Customer Service Calls 
     Module 8 - Sales Calls  

 
MOOC 2:  Written Business Documentation  
     Module 1.  Business Correspondence ABCs 
(Audiences, Benefits, Costs)  
     Module 2.  Elements and Principles of Effective 
Messages 
     Module 3.  Types of Business Correspondence 
1: Informative and Positive Messages  
     Module 4.  Types of Business Correspondence 
2: Negative Messages  

 
MOOC 3: Writing for Project Planning and 
Management, Client Presentations, and 
Employment Documentation 
     Module 1.  Proposal Writing 
     Module 2.  Report Writing 
     Module 3.  Presentations  

SVCCU (Service Culture) MOOC 1:  Theoretical and Practical Concepts of 
Service Culture 
     Module 1. Self Awareness and Regulation 
     Module 2. Motivation   
     Module 3. Personal Vision and Mission  
     Module 4. Empathy  
     Module 5. Social Skills  
     Module 6. Taking Charge of Your Learning and 
Development during your Professional Life  
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MOOC 2:  Collaboration in the Global Environment  
     Module 1. Collaborating in a Global Environment  
     Module 2. Asian Service Expectations 
     Module 3. American Service Expectations 
     Module 4. European Service Expectations 

 
MOOC 3: Team Management Skills and 
Competencies 
     Module 1. Competencies Valued in the IT-BPM 
Industry 
     Module 2. Coaching Sessions as Learning 
Opportunities  
     Module 3. Project Management Initiation and 
Planning  
     Module 4. Project Implementation  
     Module 5. Project Evaluation and Closure  

BPM102 (Business Process 
Management 102) 
 

MOOC 1: Quality Management Systems  
     Module 1. Introduction to QMS and Process 
Improvement  
     Module 2. Business Process Mapping and 
Notation 
     Module 3. Quality Management Systems in the 
IT-BPM Industry  
     Module 4. Basic Quality Tools: Root Cause 
Analysis 

 
MOOC 2: Project Management 
     Module 1. Project Management – Introduction 
     Module 2. Planning Processes 
     Module 3. Activity and Gantt Chart 
     Module 4. Project Plan 
     Module 5. Project Reporting 
 
MOOC 3: Client Presentation Development and 
Delivery  
     Module 1. Course Title, Description and SMART 
Objectives Developing Course Outlines 
     Module 2. Developing Session Objectives 
     Module 3. Content Development Suggestions 
     Module 4. Be Professional: Prepare, Manage 
time, Respect  
     Module 5. Manage the Questions, Keep It 
Interactive 

Systems Thinking MOOC 1: Systems as a World View 
     Module 1. Understanding the System    
     Module 2. Two types of Systems 
     Module 3. Dynamic Systems 
 
MOOC 2:  Systems Concepts and Principles 
     Module 1. Fundamental Principles of Open 
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Systems 
     Module 2. Systems Illustrative of the Principles 

 
MOOC 3: Systems Thinking in the BPO Sector 
     Module 1. Importance of systems thinking in the 
BPO sector 
     Module 2. Systems thinking approach in 
addressing issues in the BPO sector 
 

 
 
 
Table 2.  Reflection Questions for Teachers (Business Process Outsourcing 
101) 
 
Module Learning 

Objectives 
Topic Learning 

activity 
Task 

Analysis 
Reflection 
questions 

on Content 

Reflection 
questions 

on 
Assessment 

Part I 

1. 
Introduct
ion 

Define 
outsourcing 

Definition 
of IT-
BPM 
Outsourci
ng 

        

Discuss the 
evolution and 
prospects of 
BPO globally 
and nationally  

Overview 
of the 
outsourci
ng in the 
world 
and the 
Philippin
es 

Online 
discussion 
on impact of 
BPO on 
personal life 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

Considering 
your 
instructional 
context, how 
would you 
make your 
students 
understand the 
role of 
outsourcing in 
their own 
lives?  

Given the 
profile of your 
students, can 
you think of 
specific 
learning 
activities that 
will enable 
them to 
understand the 
role of 
outsourcing in 
their everyday 
lives?  

Explain the 
reasons for 
outsourcing 

Rationale 
for 
outsourci
ng 

Are there any 
topics, which 
you think your 
students would 
find difficult to 
comprehend? 
If yes, how do 
you propose to 
address this?  

  

Describe the 
functions for 
outsourcing 

Function
s and 
services 
being 
outsourc
ed 
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Discuss the 
advantages 
and 
disadvantages 
of outsourcing 

Advantag
es and 
disadvant
ages of 
outsourci
ng 

The 
advantages 
and 
disadvantages 
of outsourcing 
were 
presented 
here from the 
point of view of 
the employers 
and the 
employees. 
Would 
discussing 
these topics 
from these two 
perspectives 
pose certain 
problems in 
terms of 
student 
comprehensio
n?  

  

    Online quiz 
on concepts 
covered 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 
  

2. 
Fundam
entals of 
Outsour
cing 

Identify types 
of outsourcing 

Types of 
outsourci
ng 

  Are there any 
topics, which 
you think your 
students would 
find difficult to 
comprehend? 
If yes, how do 
you propose to 
address this? 

  

  Describe the 
different 
outsourcing 
strategies 

Outsourci
ng as a 
strategy 

  What other 
learning 
resources do 
you think can 
supplement 
the content 
provided in the 
course? 
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  Describe the 
common types 
of activities 
and processes 
for outsourcing 

Outsourc
ed 
Activities 
and 
Processe
s 

Online 
discussion 
on functions 
to be 
outsourced 
for a type of 
business 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

  How would 
implement this 
learning 
activity in your 
own context? 
Can you think 
of other 
learning 
activities that 
can also 
achieve the 
same learning 
outcome?  

  Discuss the 
key 
technologies 
and trends in 
outsourcing 

Technolo
gies and 
Trends in 
Outsourci
ng 

        

      Online quiz 
on concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

3. BPO 
Engage
ments 

Describe the 
attributes of a 
client and 
service 
provider 
relationship 

Client-
Vendor 
relations
hip 

    Are there any 
topics, which 
you think your 
students would 
find difficult to 
comprehend? 
If yes, how do 
you propose to 
make it easier 
to understand? 

  

  Define the 
BPO Contract, 
Scope of Work 
(SOW), Master 
Services 
Agreements 
(MSA), SLA 
(Service Level 
Agreement), 
KPI (Key 
Performance 
Indicators) 

Attributes 
of a BPO 
Contract 

    What other 
learning 
resources do 
you think can 
supplement 
the content 
provided in the 
course? 
  
  

What other 
learning 
activities do 
you think your 
students can 
do so they can 
better 
understand the 
attributes of 
contracts?  
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  Discuss the 
core elements 
of a BPO 
contract 

Core 
elements 
of a BPO 
contract 

        

  Define the 
BPO financials 

BPO 
Contract 
Financial
s 

        

  Differentiate 
CAPEX and 
OPEX 

          

  Discuss the 
different 
regulatory 
requirements 

Regulato
ry 
Require
ments 

      What learning 
activities can 
your students 
do so they can 
better 
understand 
and appreciate 
the role of 
regulatory 
agencies in 
the industry? 

      Online quiz 
on concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

      Oral 
Examination: 
Case 
analysis on 
experiences 
of a BPO 
company on 
issues and 
concepts 
covered in 
Modules 1-3 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 
  

Evaluating 
information 
  

Part 2 

4. 
Managing 
Outsourci
ng 
Transition 

Define 
transition 
management 

Transitio
n 
Manage
ment 

    Are there any 
topics, which 
you think your 
students would 
find difficult to 
comprehend? 
If yes, how do 
you propose to 
make it easier 
to understand? 

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
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What other 
learning 
resources do 
you think can 
supplement 
the content 
provided in the 
course? 
  
  
  

activity, if any, 
will you do? 

  Analyze the 
migration 
strategies and 
knowledge 
transfer 
framework 

Transitio
n 
Strategie
s and 
Knowled
ge 
Transfer 
Framewo
rk 

  

  Define what 
are transaction 
risks 

Transacti
on 
Pitfalls 
and 
Risks 

  
  
  
  
  
    List the critical 

success 
factors 

Transitio
n Critical 
Success 
factors 

  Identify the 
transition 
effectiveness 

Transitio
n 
Effective
ness 
Measure
s 

  Outline the 
requirements 
for good 
transition 

Documen
t 
readines
s 

  Explain work 
shadowing 

Work 
shadowin
g 

  Define the 
components of 
readiness 

Readines
s 
Assessm
ent 

  Define hands 
off 

Hands 
Off 

      

  Explain the 
concept of 
scale 

Scale in 
Relation 
to Work 
Force 

Online 
discussion 
on applying 
scale in 
outsourcing 
in a specific 
business 
context  
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  Explain 
Time 
Tracking 

Time 
Tracking 

      

 

      Online quiz Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

5. BPO 
Operations 
Management 

Define 
operations 
manageme
nt 

Operations 
Management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 

(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

  Explain the 
importance 
of 
operations 
manageme
nt 
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  Analyze 
the 
component
s of 
operations 
manageme
nt 

Components 
of operations 
management 

Online 
discussion 
on  
similarities 
and 
differences 
between ‘6 
Componen
ts’ and the 
‘People, 
Process, 
Technolog
y, and 
Policy’ 
framework
s to 
managing 
IT-BPM 
operations 

Analysis 
and 
application 
of 
concepts 

  
  

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
activity, if any, 
will you do? 

  Identify 
process 
mapping 
and 
notation 
shapes 

Process 
Mapping 

Assignmen
t on 
process 
mapping 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
an assignment 
on process 
mapping, what 
other learning 
activity do you 
think can you 
students to: 

  Explain the 
importance 
of process 
mapping  

    (1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

  Map a 
process 

      

6. Business 
Continuity 
Management 

Define 
Continuity 
Manageme
nt 

Business 
continuity 
management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 

  Discuss 
the seven 
steps of 
manageme
nt 

Business 
continuity 
management 
steps 

  (1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 
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  Discuss 
interruption 
event 

Critical 
situations in 
BPO 
engagement
s 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 

  

  Discuss 
the “tell 
tale” signs 
of a critical 
situation 

Critical 
situation 
management 
method 

  
  

  
  

  Explain the 
8 
disciplines 
of the 8D 
approach 

8D Approach     

  Analyze 
the 
processes 
in 
managing 
issues and 
changes 

Managing 
Issues and 
Changes 

    

      Oral 
Examinatio
n: Case 
analysis on 
experience
s of a BPO 
company 
on issues 
and 
concepts 
covered in 
Modules 4-
6 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 

 
 

 
III. INSIGHTS AND RECOMMENDATIONS 
 
Insights 
 
The following insights were drawn from working on this deliverable: 

1. MOOCs is a new trend in education worldwide.  While there was already 
awareness on the part of some HEIs/SUCs about this mode of instructional 
delivery given that the movement was spearheaded by big and known 
universities abroad like Stanford University and Massachusetts Institute of 
Technology , there still exist wariness among the HEIs which can be 
attributed to the following: 

a. The mode of delivery is online and there still exist the perception that 
quality education can only be achieved if teachers and students meet 
F2F in a brick and mortar setting 
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b. The question of how these MOOCs offered by UPOU will impact into 
the business model especially for the private institutions 

 
2. There is a growing interest among many HEIs/SUCs to offer the SMP 

courses given the employment potential for their graduates through the IT-
BPM industry.  This can be gleaned from the number of HEIs/universities who 
participated in the various HEI Forums which IBPAP and UPOU organized.  
The number of HEIs/SUCs who sent their teachers for training can also be 
considered as indicator of this interest. 
 

3. MOOCs can offer a cost-efficient way of increasing the manpower pool for the 
IT-BPM industry but a recognized certification system will have to be put in 
place and worked-out with the industry and other HEIs. 

 
 
Recommendations 
 

1. UPOU should continue promoting these models of accreditation through 
dialogues with other HEIs/SUCs.  A series of Focus Group Discussions 
(FGDs) can be held for this purpose. 

2. UPOU should continue to work with HEIs for the recognition of the MOOCs 
Certificates of Completion for eSMP courses.  UPOU’s mandate as stipulated 
in RA10650 (Open Distance Learning Act) can provide the enabling 
mechanism for this task. 

3. UPOU should continue coordination with the IT-BPM industry for the 
recognition of the Certificates of Completion for the eSMP courses. 

4. UPOU should continue to offer MOOCs equivalent to the SMP courses for the 
recommended accreditation system to work. 

5. A research should be conducted to evaluate the employability of the MOOCs 
completers in order to provide metadata ascertaining the rigors of the 
instructional delivery as well as the realization of the original intent of the 
project of increasing the manpower pool for the IT-BPM industry.   

6. UPOU should look into the possibility of institutionalizing the eSMP courses 
as credit courses to be part of the undergraduate degree programs that it 
offers (Bachelor of Arts in Multimedia Studies and Bachelor of Education 
Studies) as elective courses. 

7. UPOU should look into the possibility of having a Nanodegree for the eSMP 
courses.  A nanodegree requires a learner to take a series of related courses 
to which they can be given a relevant Certification for the knowledge and 
skills required by specific industries.  Nanodegrees are modeled by Udacity, 
one of the three biggest MOOC providers, and which can be a relevant 
mechanism for eSMP MOOCs. 

8. UPOU to develop the complete Teacher Module to consist of the following:  
a. Teaching the Content which was offered through the reflection 

questions integrated into the content MOOCs; 
b. Teaching through the Distance eLearning and Blended mode of 

delivering instructional content using the OERs on SMP courses 
which were presented during the F2F sessions with the teachers. 

9. Documentation and inclusion of the success stories of course completers in 
the eSMP Learning Portal and the IBPAP-developed Knowledge Hub. 
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EXECUTIVE SUMMARY 
 
 

 The important role of eTutors in an online learning necessitated the inclusion 
of the training of eTutors as a one of the deliverables of the TA. 
 

 Many terms were used for eTutors like coach, leader, moderator, etc in 
consideration of their roles in the online learning environment.  However,  the 
most important of this role is that of an academic tutors that support the 
students throughout their learning process. 

 
 Two mechanisms were used for the training of eTutors:  one is immersion by 

being part of the actual class when the courses were being offered; and two, 
the training of teachers which also provided for an opportunity to address this 
deliverable.  Two partners from IBPAP were given access as teachers in the 
eSMP courses during their pilot run to give them the first hand experience of 
doing online teaching.  Likewise, four partners from IBPAP experienced 
immersion by enrolling in the courses. 

 
 eTutors can also come from HEIs and they can be the group of teachers who 

enrolled in the courses.  Course completers, likewise, can be given additional 
training should the need for additional eTutors arises. 
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I. INTRODUCTION 
 
1.1. Background 

 
In the Technical Assistance (TA), online learning or eLearning was considered as the 
mechanism for scalable training to increase the talent pool for the BPO industry. 
Because of this, one of the deliverables of the TA is the “Training on Course Delivery 
for eLearning Tutors”. 
 
The role of a tutor in a Distance eLearning (DeL) mode of instructional delivery has 
been articulated by McPherson and Nunes (2004) as follows: 
 

“Online tutoring and leadership has been widely considered as a crucial factor 
in the success of computer-mediated collaborative learning activities. 
Different and alternative names have been used in the literature referring to 
the role of the tutor in on-line interaction, such as coach, leader, tutor, 
moderator, facilitator, motivator, mentor, mediator and even production 
coordinator.” 

 
The “academic tutors that support the students throughout their learning process” 
were the ones identified by the two authors as the more important one as they are 
also expected to perform the following functions (McPherson and Nunes, 2004):    
 
1 Pedagogical or intellectual roles which would require etutors to use questions and 

probes for student responses that focus discussions on critical concepts, 
principles and skills.  These roles may include a number of tasks such as: 
opening the discussions, focusing on relevant content and issues, intervening 
in order to promote interest and productive conversation, guiding and 
maintaining students' involvement in discussions, and summarizing debates. 
Additionally, these roles may encompass directing and focusing discussions 
on vital points, synthesizing points made by the participants and providing 
summaries and interpreting on-line discussions. 

2 Social roles which involve the creation of friendly and comfortable social 
environments in which students feel that learning is possible. In this context, 
e-tutors are responsible for: guaranteeing opportunities for participants to 
introduce themselves; identifying and dealing with lurkers who are reticent 
and sometimes reluctant to participate; ensuring that appropriate 
communication takes place; taking into consideration cultural and ethnic 
backgrounds by minimizing humoristic, offensive and disruptive behaviour; 
promoting interactivity between students; and finally, dealing with flaming, 
should this occur, by reminding participants of the appropriate netiquette. 

3 Managerial or organizational roles which involve setting learning objectives; 
establishing agendas for the learning activities; timetabling learning activities 
and tasks; clarifying procedural rules and decision-making norms. These 
roles also include: encouraging participants to be clear, responding to the 
participants' contributions, being patient, following the flow of the conversation 
and encouraging comments, synchronizing, handling overload of information, 
encouraging participation, and ending the sessions. 

4 Technical roles, possibly the most daunting for academics, involve becoming 
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familiar, comfortable and competent with the ICT systems and software that 
compose the e-learning environment. Additionally, this role includes 
supporting the students in becoming competent and comfortable themselves 
by providing technical guidance such as: offering study guides, directions and 
feedback on technical problems, ensuring that time to harness the ICT 
systems is made available and encouraging peer learning. 

 
 
1.2  Objective 
 
This component of the TA has the following as its objective:   train tutors for the 
eLearning delivery of the tutor. 
 
1.3.  Methodology 
 
The approach to training of eLearning tutors should take into consideration the 
following: 

1. That they are adult learners; 
2. They are already experts in the content of the courses; and 
3. They are already adept in using the modern ICTs 

 
Two mechanisms were employed in the training of eTutors: 

1. Immersion in the pilot run of the eSMP courses as MOOCs.  Under this 
mechanism, the potential eTutors also enrolled in the courses to enable them 
to observe how eTutoring is done.  Many of them are already part of the BPO 
companies. 

2. The training of teachers who enrolled in the eSMP courses during the pilot run 
offered as MOOCs. These teachers were also given training on teaching and 
since they have been part of the MOOCs, they also observed how eTutoring 
is done. 
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II. RESULTS 
 
Under mechanism #1, two senior officers from IBPAP, one of whom was also a 
trainer in the residential SMP, were given direct access to the course sites as 
Teachers.  This provided them with the opportunity to experience, first hand, online 
teaching with a UPOU teachers as partners.  Four other project partners from IBPAP 
also gained access by enrolling as students of the course and observe how online 
teaching and learning was done.  Under the immersion mechanism, those who 
enrolled and who were already part of the BPO industry can also be considered as 
potential eTutors.  About 38 of them can be included under this group.  Likewise, the 
19 course completers can also be considered as potential eTutors especially the 9 
who completed an eSMP course or two and who expressed interest to be part of the 
BPO industry. 
 
Under mechanism #2, the 331 teachers who enrolled in the course and underwent 
the studying of the content of the eSMP courses as well as the Teacher’s module 
can also be potential eTutors. 
 
 
The training for teachers consisted of two parts:  content learning by enrolling in the 
eSMP courses, and the extra activities to prepare them for the teaching of the 
courses.  The extra activity was in terms of Reflection Questions that they need to 
answer for each course.  Listed below (Table 1) is an example of the set of reflection 
questions, this one for BPM101. 
 
In addition, two face-to-face (F2F) training sessions were conducted for teachers as 
follows: 

1. 1st Face to Face Training for Teachers:  6 November 2015 at Crowne Plaza 
Galleria 
Objectives: 
(i). Introduce the eSMP MOOCs and the resources which they can use in 

their teaching of the SMP courses  
(ii). Introduce Blended Teaching specifically Flipped classroom and how 

to use the Open Educational Resources produced for the SMP 
courses 

2. 2nd Face to Face Training for Teachers:  5 December 2015 at the UPOU 
Multimedia Center, NCC Bldg, Diliman, Quezon City 
Objective: 
(i) Train the teachers on the content of the courses Service Culture; 

Systems Thinking and BPM102 
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Table 1. Reflection Questions for Teachers (Business Process Outsourcing 101) 

 
Module Learning 

Objectives 
Topic Learning 

activity 
Task 

Analysis 
Reflection 
questions 
on Content 

Reflection 
questions on 
Assessment 

Part I 

1. 
Introduction 

Define 
outsourcin
g 

Definition of 
IT-BPM 
Outsourcing 

        

Discuss 
the 
evolution 
and 
prospects 
of BPO 
globally 
and 
nationally  

Overview of 
the 
outsourcing 
in the world 
and the 
Philippines 

Online 
discussion 
on impact 
of BPO on 
personal 
life 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

Considering 
your 
instructional 
context, how 
would you 
make your 
students 
understand 
the role of 
outsourcing 
in their own 
lives?  

Given the 
profile of your 
students, can 
you think of 
specific 
learning 
activities that 
will enable 
them to 
understand the 
role of 
outsourcing in 
their everyday 
lives?  

Explain the 
reasons for 
outsourcin
g 

Rationale for 
outsourcing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
address 
this?  

  

Describe 
the 
functions 
for 
outsourcin
g 

Functions 
and services 
being 
outsourced 

  

Discuss 
the 
advantage
s and 
disadvanta
ges of 
outsourcin
g 

Advantages 
and 
disadvantag
es of 
outsourcing 

The 
advantages 
and 
disadvantag
es of 
outsourcing 
were 
presented 
here from 
the point of 
view of the 
employers 
and the 
employees. 
Would 
discussing 
these topics 
from these 

  



  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

 

UP OPEN UNIVERSITY  

 

 

5 

two 
perspectives 
pose certain 
problems in 
terms of 
student 
comprehensi
on?  

    Online quiz 
on 
concepts 
covered 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 
  

2. 
Fundamenta
ls of 
Outsourcing 

Identify 
types of 
outsourcin
g 

Types of 
outsourcing 

  Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
address 
this? 

  

  Describe 
the 
different 
outsourcin
g 
strategies 

Outsourcing 
as a strategy 

  What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
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  Describe 
the 
common 
types of 
activities 
and 
processes 
for 
outsourcin
g 

Outsourced 
Activities 
and 
Processes 

Online 
discussion 
on 
functions 
to be 
outsourced 
for a type 
of business 

Synthesis 
of 
concepts 
and 
application 
in own 
context 

  How would 
implement this 
learning 
activity in your 
own context? 
Can you think 
of other 
learning 
activities that 
can also 
achieve the 
same learning 
outcome?  

  Discuss 
the key 
technologi
es and 
trends in 
outsourcin
g 

Technologie
s and Trends 
in 
Outsourcing 

        

      Online quiz 
on 
concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

3. BPO 
Engagemen
ts 

Describe 
the 
attributes 
of a client 
and 
service 
provider 
relationshi
p 

Client-
Vendor 
relationship 

    Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 
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  Define the 
BPO 
Contract, 
Scope of 
Work 
(SOW), 
Master 
Services 
Agreement
s (MSA), 
SLA 
(Service 
Level 
Agreement
), KPI (Key 
Performan
ce 
Indicators) 

Attributes of 
a BPO 
Contract 

    What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
  

  

What other 
learning 
activities do 
you think your 
students can 
do so they can 
better 
understand the 
attributes of 
contracts?  

  Discuss 
the core 
elements 
of a BPO 
contract 

Core 
elements of 
a BPO 
contract 

        

  Define the 
BPO 
financials 

BPO 
Contract 
Financials 

        

  Differentiat
e CAPEX 
and OPEX 

          

  Discuss 
the 
different 
regulatory 
requiremen
ts 

Regulatory 
Requirement
s 

      What learning 
activities can 
your students 
do so they can 
better 
understand 
and appreciate 
the role of 
regulatory 
agencies in 
the industry? 

      Online quiz 
on 
concepts 
covered 

Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 
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      Oral 
Examinatio
n: Case 
analysis on 
experience
s of a BPO 
company 
on issues 
and 
concepts 
covered in 
Modules 1-
3 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 
  

Evaluating 
information 
  

Part 2 

4. Managing 
Outsourcing 
Transition 

Define 
transition 
manageme
nt 

Transition 
Management 

    Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
activity, if any, 
will you do? 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 
  
  
  

  Analyze 
the 
migration 
strategies 
and 
knowledge 
transfer 
framework 

Transition 
Strategies 
and 
Knowledge 
Transfer 
Framework 

  

  Define 
what are 
transaction 
risks 

Transaction 
Pitfalls and 
Risks 

  
  
  
  
  
  

  List the 
critical 
success 
factors 

Transition 
Critical 
Success 
factors 
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  Identify the 
transition 
effectivene
ss 

Transition 
Effectivenes
s Measures 

  Outline the 
requiremen
ts for good 
transition 

Document 
readiness 

  Explain 
work 
shadowing 

Work 
shadowing 

  Define the 
component
s of 
readiness 

Readiness 
Assessment 

  Define 
hands off 

Hands Off       

  Explain the 
concept of 
scale 

Scale in 
Relation to 
Work Force 

Online 
discussion 
on 
applying 
scale in 
outsourcin
g in a 
specific 
business 
context  

    

  Explain 
Time 
Tracking 

Time 
Tracking 

      

      Online quiz Remember
ing 

  Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

5. BPO 
Operations 
Management 

Define 
operations 
manageme
nt 

Operations 
Management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 
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What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 

(1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

  Explain the 
importance 
of 
operations 
manageme
nt 

      

  Analyze 
the 
component
s of 
operations 
manageme
nt 

Components 
of operations 
management 

Online 
discussion 
on  
similarities 
and 
differences 
between ‘6 
Componen
ts’ and the 
‘People, 
Process, 
Technolog
y, and 
Policy’ 
framework
s to 
managing 
IT-BPM 
operations 

Analysis 
and 
application 
of 
concepts 

  

  

How do you 
plan to 
implement this 
learning 
activity in your 
own 
classroom? 
What 
modifications 
to the learning 
activity, if any, 
will you do? 

  Identify 
process 
mapping 
and 
notation 
shapes 

Process 
Mapping 

Assignmen
t on 
process 
mapping 

Analysis 
and 
application 
of 
concepts 

  Aside from a 
an assignment 
on process 
mapping, what 
other learning 
activity do you 
think can you 
students to: 

  Explain the 
importance 
of process 
mapping  

    (1) help them 
test their 
understanding 
of the lessons, 
and  (1) allow 
you to assess 
their learning? 

  Map a 
process 
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6. Business 
Continuity 
Management 

Define 
Continuity 
Manageme
nt 

Business 
continuity 
management 

Online quiz Remember
ing 

Are there 
any topics, 
which you 
think your 
students 
would find 
difficult to 
comprehend
? If yes, how 
do you 
propose to 
make it 
easier to 
understand? 

Aside from a 
quiz, what 
other learning 
activity do you 
think can you 
students to: 

  Discuss 
the seven 
steps of 
manageme
nt 

Business 
continuity 
management 
steps 

  (1) help them 
test their 
understanding 
of the lessons, 
and  (2) allow 
you to assess 
their learning? 

  Discuss 
interruption 
event 

Critical 
situations in 
BPO 
engagement
s 

What other 
learning 
resources do 
you think 
can 
supplement 
the content 
provided in 
the course? 

  

  Discuss 
the “tell 
tale” signs 
of a critical 
situation 

Critical 
situation 
management 
method 

  
  

  

  

  Explain the 
8 
disciplines 
of the 8D 
approach 

8D Approach     

  Analyze 
the 
processes 
in 
managing 
issues and 
changes 

Managing 
Issues and 
Changes 
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      Oral 
Examinatio
n: Case 
analysis on 
experience
s of a BPO 
company 
on issues 
and 
concepts 
covered in 
Modules 4-
6 

  Aside from a 
final 
examination, 
what other 
forms of 
assessment 
do you think 
can you 
students to 
allow you to 
assess their 
learning? 

 
 

 
III. INSIGHTS AND RECOMMENDATIONS 
 
Insights 
 
The following insights were drawn during the implementation of this deliverable: 
 

1. Getting tutors from the industry and training them for online course delivery 
proved to be a good idea as they already have the knowledge of content as 
well as the experience of working for the industry.  However, they should be 
teamed up with teachers from the academe who have the pedagogical 
underpinnings of online teaching and learning.  Longer experience may 
provide the industry-based eTutors with enough eTutoring skills that will 
enable them to handle the courses alone. 
 

2. Teachers from HEIs can also be potential eTutors given their professional 
training as mentors. 

 
3. eTutoring in MOOCs is different from the usual eTutoring in credit online 

courses due to the massiveness of enrollment which also resulted in the 
integration of other mechanisms in the process of teaching and assessment 
of learning. 

 
Recommendations 
 
In consideration of the abovelisted insights, the following recommendations can be 
forwarded: 
 

1. Continue training eTutors both from the industry and academic institutions 
2. Produce the eTutoring manual or a guide on online tutoring to serve as ready 

reference for those who may be engaged for this task.  The manual should be 
in digital format and can be accessed anytime. 
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EXECUTIVE SUMMARY 

 

 In the process of enhancing the existing course materials from IBPAP, a wide 

array of multimedia materials which can also be classified as Learning 

Objects were produced, hence the necessity of having an online repository of 

the digital materials to ensure continuous access of HEIs and SUCs to these 

materials for their SMP offering. 

 

 Sustainability of the online repository was one major consideration in the 

design and development of the Digital Hub (DH) 

 

 UPOU Networks was identified to fulfill the requirements for the eSMP Digital 

Hub in consideration of its sustainability as integral part of UPOU operations. 

 

 A total of 43 digital materials or learning objects for SMP courses were 

uploaded in the eSMP DH Channel of the UPOU Networks.  These materials 

can be used for the five SMP courses:  BPM101; BPM102; Service Culture; 

Business Communication; and Systems Thinking 

 

 The materials were licensed under Creative Commons:  BY-SA-NC and are 

considered as OERs. 
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I. INTRODUCTION 
 
1.1. Background 
 
In the process of enhancing the existing course materials from IBPAP, a wide array 
of multimedia materials which can also be classified as Learning Objects were 
produced.  While there’s no single definition for the term “learning object”, it’s a term 
attached to the following concepts 
(http://www.instructionaldesign.org/learning_objects.html): 
 

 "The smallest independent structural experience that contains an objective, a 
learning activity and an assessment (L'Allier, 1997) 

 "Any digital resource that can be reused to support learning" (David Wiley, 
2002) 

 "Any reusable digital resource that is encapsulated in a lesson or assemblage 
of lessons grouped in units, modules, courses , and even programmes. A 
lesson can be defined as a piece of instruction, normally including a learning 
purpose or purposes. (McGreal, 2002., p. 8) 

 "any element of that [instructional] architecture that can be independently 
drawn into a momentary assembly in order to create an instructional event. 
Instructional objects can included problem environments, interactive models, 
instructional problems or problem sets, instructional function modules, 
modular routines for instructional augmentation (coaching, feedback, etc),), 
instructional message elements, modular routines for presentation of 
information, or logic modules related to instructional purposes (management, 
recording, selecting, etc.). (Gibbons, Nelson, and Richards, n.d., p. 5) 

 "the holy grail" of digital content creation (Polsani, Feb. 2003, p1) 
  
However, there is a consensus as to the purpose of producing learning objects and 
the nature of these digital materials 
(http://www.instructionaldesign.org/learning_objects.html): 

 interoperable - can "plug-and-play" with any system or delivery tool 

 reusable - can be used or adapted for use in multiple learning events 

 accessible - can be stored a way that allows for easy searchability 

 manageable - can be tracked and updated over time 
 
These features and purposes of learning objects highlighted the necessity of having 
an online repository for the digital materials or learning objects produced under this 
TA Strengthening-Knowledge Based Economic and Social Development. 
 
1.2. Objective 
 

 Design a sustainable online repository or hub for the digital materials 
produced as part of enhancing the course materials for SMP to be called the 
eSMP Digital Hub (DH) 

 
 
1.3. Methodology 
 
Sustainability of the Digital HUB became a main consideration in the design of the 
online repository.  This implies that even if after TA completion, the digital materials, 
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which were put under the Creative Commons License, should still be accessible as 
OERs to academic institutions especially HEIs/SUCs who will be offering the SMP.   
 
A mechanism identified to achieve this objective was to integrate it to the operations 
of the UPOU and which it can implement under its Public Service Program or 
function.  Hence, the identification of the UPOU Networks to carry the eSMP Digital 
Hub as one of its channels. 
 
II. RESULTS 
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Figure 1.  The UPOU Networks which can be accessed at www.upounetworks.net to 
carry eSMP DH as one of its channels 

The UPOU Networks (www.upounetworks.net) is a web-based station created in 
2010 as a platform for producing and sharing educational videos and other learning 
resources in rich media. Since its launch, it has performed basically as an online 
repository for video materials, primarily for the use of students formally enrolled in 
any of the University's degree and non-formal courses. (Garcia, 2014 accessed at 
http://aaou2014.ouhk.edu.hk/abs/174.html) (Figure 1). 
 
Given this purpose for the UPOU Networks, it was considered to be the online 
repository for the digital materials/OERs produced under the TA with eSMP DH as 
one of its channels.  Since UPOU Networks has been integrated into the operations 
of UPOU, the sustainability can be assured which would imply continuous access to 
eSMP materials. 
 
Under the eSMP DH Channel of the UPOU Networks, the following 
materials/Learning Objects were made available as OERs: 
 
 

1. eSMP thru UPOU's MODeL  
(URL: https://youtu.be/m-rJ8ssbQOc) 

2. The Philippine IT-BPM Industry - Helping Build Careers of Tomorrow, Today 
(URL: https://youtu.be/REfi5jTRLqg) 
 

 
 

Figure 2.  Screenshot of  UPOU eSMP YouTube Channel 

http://www.upounetworks.net/
http://aaou2014.ouhk.edu.hk/abs/174.html)
https://youtu.be/m-rJ8ssbQOc
https://youtu.be/REfi5jTRLqg
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1. Fundamentals of Business Process Management (BPM101): An Introduction 

(URL: https://youtu.be/Ej7CS0C1Vpw) 
 

2. Two Types of Outsourcing 
(URL https://youtu.be/L4_IluWQvpQ) 
 

3. Culture, Gender and Business Communication 
(URL https://youtu.be/b7sfW9vQ6E4) 
 

4. Overview of the IT-BPM Industry 
(URL https://youtu.be/a8_J9xbbB1o) 
 

5. Establishing a Client-Service Provider Relationship 
(URL https://youtu.be/pkFa9423QBg) 
 

6. IT-BPM Engagements (Part 1) 
(URL https://youtu.be/PbdtfycXgPo) 

7. IT-BPM Engagements (Part 2) 
(URL https://youtu.be/Mvvyb7sssI8) 
 

8. IT-BPM Engagements (Part 3)  
(URL https://youtu.be/ctxOL2ZWB7U) 
 

9. History, Contribution and Profile  
(URL https://youtu.be/x69xgWbrY9U) 
 

10. History, Contribution and Profile (1) 
(URL https://youtu.be/V6oySO_tdj8) 
 

11. History, Contribution and Profile (2) 
(URL https://youtu.be/OXAodNLezEE)  
 

12. History, Contribution and Profile (3) 
(URL https://youtu.be/IA-WgeaIYp8) 
 

13. Business Communication - Telephone Interaction 
(URL https://youtu.be/inAzOVIA2cw) 
 

14. Business Communication- Non-Verbal Communication 
(URL https://youtu.be/gOR2o_r_14E) 
 

15. Business Continuity Management, The 8D Approach Problem 
(URL https://youtu.be/GrraZaoqMK4) 
 

16. Business Continuity Management, Managing Issues and Changes 
(URL https://youtu.be/9iLdsUrtY1M) 
 

17. Business Continuity Management, Example of Critical Situations in the IT-
BPM Industry 
(URL https://youtu.be/WudxXGIyHRs) 

https://youtu.be/Ej7CS0C1Vpw)
https://youtu.be/L4_IluWQvpQ)
https://youtu.be/b7sfW9vQ6E4)
https://youtu.be/a8_J9xbbB1o)
https://youtu.be/pkFa9423QBg)
https://youtu.be/PbdtfycXgPo
https://youtu.be/Mvvyb7sssI8)
https://youtu.be/ctxOL2ZWB7U)
https://youtu.be/x69xgWbrY9U)
https://youtu.be/V6oySO_tdj8)
https://youtu.be/OXAodNLezEE
https://youtu.be/IA-WgeaIYp8)
https://youtu.be/inAzOVIA2cw)
https://youtu.be/gOR2o_r_14E)
https://youtu.be/GrraZaoqMK4)
https://youtu.be/9iLdsUrtY1M)
https://youtu.be/WudxXGIyHRs)
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18. Business Continuity Management, Critical Situation Management Method 

(URL https://youtu.be/XNdVBrv-DGI) 
19. Business Continuity Management, Critical Situations in the IT-BPM Industry 

(URL https://youtu.be/6p-IebvoRlU) 
 

20. Business Continuity Management, Basic Concepts and Processes 
(URL https://youtu.be/wx2UjKyZDJk) 
 

21. BPO Operation Management 
(URL https://youtu.be/We7h4Nx3s9A) 
 

22. Managing Outsourcing Transition 
(URL https://youtu.be/b8jxcEHcwyI) 
 

23. Managing People, Process, Technology and Policy 
(URL https://youtu.be/aEwsgzKClWI) 
 

24. Managing Client Relationships 
(URL https://youtu.be/NEZG4lCA8a8) 
 

25. Managing IT-BPM Operations, BPM 101 Fundamentals of Business 
Processing Management 
(URL: https://youtu.be/n1abVUxlc3M) 
 

 

 
Figure 3.  Screenshot of BPM 101 Video Materials 

 
  

26. Business Communication and Culture 
 (URL: https://youtu.be/u41PTjtHiOg) 
 
27. Communication and Culture (Session 2) 

https://youtu.be/XNdVBrv-DGI
https://youtu.be/6p-IebvoRlU)
https://youtu.be/wx2UjKyZDJk)
https://youtu.be/We7h4Nx3s9A)
https://youtu.be/b8jxcEHcwyI)
https://youtu.be/aEwsgzKClWI)
https://youtu.be/NEZG4lCA8a8)
https://youtu.be/n1abVUxlc3M)
https://youtu.be/u41PTjtHiOg)
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 (URL: https://youtu.be/ZPz49yGjGpY) 
 
28. Business Communication - Customer Service Calls and Sales Calls 
 (URL: https://youtu.be/PIKEgxXFX0M) 
 
29. Business Correspondence I 
 (URL: https://youtu.be/-YhqTTmI5qM) 
 
30. Business Correspondence II 
 (URL: https://youtu.be/HxZpi9Q8OTs) 
 
31. Employment Communication 
 (URL: https://youtu.be/-wFpjxALM5s) 
 
32. Face-to-Face Communication 

  (URL: https://youtu.be/EqbQwHZaztY) 
 

 
Figure 4.  Screenshot of BUSCO Video Materials 

 
 
33. Competencies Needed to Work in BPM Industry  
 (URL: https://youtu.be/J6KYyEQdPFk) 
 
34. Coaching in the Workplace 
 (URL: https://youtu.be/QjkX7Seytnc) 
 
35. Personal and Social Competencies for Performance Excellence 
 (URL: https://youtu.be/9AzFK0qfULw) 
 
36. Achieving the Service Culture  
 (URL: https://youtu.be/kvppb5_c0ck) 
 
37. Collaboration in a Global Environment 
 (URL: https://youtu.be/JEN2dWaWmr0) 
 

https://youtu.be/ZPz49yGjGpY)
https://youtu.be/PIKEgxXFX0M)
https://youtu.be/-YhqTTmI5qM)
https://youtu.be/HxZpi9Q8OTs)
https://youtu.be/-wFpjxALM5s)
https://youtu.be/EqbQwHZaztY
https://youtu.be/J6KYyEQdPFk)
https://youtu.be/QjkX7Seytnc)
https://youtu.be/9AzFK0qfULw)
https://youtu.be/kvppb5_c0ck)
https://youtu.be/JEN2dWaWmr0)
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38. Critical Systems in a BPM Environment 
 (URL: https://youtu.be/zMIZFQRdvjU) 
 
39. Understanding Systems 
 (URL: https://youtu.be/D23QwUMFzyY) 
 
40. Systems Thinking 
 (URL: https://youtu.be/rXmFHLT_hqI) 
 
41. Business Process Map 
 (URL: https://youtu.be/Gpez3KGzA-k) 
 
42. Using a Business Process Map 
 (URL: https://youtu.be/DdgQuMLu_Xw) 
 
43. Project Management 
 (URL: https://youtu.be/H7rOPQQeASE) 
 

 
Figure 5.  Screenshot of Service Culture Video Materials 

 
 

 

https://youtu.be/zMIZFQRdvjU)
https://youtu.be/D23QwUMFzyY)
https://youtu.be/rXmFHLT_hqI)
https://youtu.be/Gpez3KGzA-k)
https://youtu.be/DdgQuMLu_Xw)
https://youtu.be/H7rOPQQeASE
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Figure 6.  Screenshot of Systems Thinking Video Materials 

 
 

.  
Figure 7.  Screenshot of BPM 102 Video Materials 

 
The eSMP DH Channel will also be linked to the Knowledge Hub (KH) which the 
IBPAP developed under the TA.  This linking will serve the following purposes: 
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1. Increase exposure of the OERs/materials through another landing page 
(IBPAP KH) 

2. Facilitate the coordination with the industry partners for the continuous 
updating of the course content which is considered as one of the pillars of 
quality in instruction. 
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Garcia, Primo.  2014.  An open platform for educational resources in rich media: The 
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EXECUTIVE SUMMARY 

 
 The implementation of the TA Strengthening-Knowledge Based Economic 

and Social Development with the overall goal of expanding the talent pool for 
the BPO industry was extended until 30 September 2016 from the original 
project completion deadline of 15 November 2015.  Under this extension, an 
additional deliverable was specified: the enhancement of the existing course 
materials for BPM102 and Systems Thinking. 
 

 The methodology/mechanism for course materials enhancement followed to 
produce Deliverable #2 of the TA (enhancement of the existing course 
materials for BPM101, BUSCO, and SVCCU) were also employed for this 
deliverable: review of the existing course materials; drawing of course 
development plan; production of multimedia materials with industry experts as 
resource persons; and offering of the courses as MOOCs 

 
 One challenge encountered for this deliverable was the major change both in 

UPOU and IBPAP which involved the individuals/consultants working for this 
TA and which in turn affected the schedule of the implementation of the 
activities. 

 
 BPM102 and Systems Thinking are still currently being offered as MOOCs.  

The recommendation is to continue offering these MOOCs to complete the 
cycle of program evaluation and finalization of the course materials. 

 
 Inclusion of BPM102 and Systems Thinking in the set of courses which 

UPOU will continue to offer as part of its Public Service program. 
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I. INTRODUCTION 
 
1.1. Background 
 
The implementation of TA Strengthening-Knowledge Based Economic and Social 

Development with the overall goal of expanding the talent pool for the BPO industry 

was extended until 30 September 2016.  The mechanism adopted by the TA was to 

use eLearning to achieve scalability of the training program, hence the need to have 

course materials that would be appropriate for the eLearning mode of instructional 

delivery. 

 

In the original contract, which was implemented from 16 October 2013 to 14 

November 2015, three courses were covered:  BPM101 (Fundamentals of Business 

Process Management 101); BUSCO (Business Communication); and SVCCU 

(Service Culture).  For the project extension, two courses were added for 

enhancement:  BPM102 (Fundamentals of Process Management 102) and Systems 

Thinking.  These two courses would complete the set of courses under the Service 

Management Program (SMP) that was being implemented by IBPAP in 17 State 

Universities and Colleges (SUCs) with on-the-job training (OJT) as the missing 

component.  On the other hand, these two courses would complete the set of 

courses for the online version of the program, the eSMP. 

 

 
1.2. Objectives 
 
For this deliverable, the following specific objectives were set: 

1. Review the existing materials for BPM102 and Systems Thinking developed by 
the industry experts for SMP 

2. Develop course enhancement plan in consideration of the following: 
a. Mode of instructional delivery which is as Massive Open Online 

Course (MOOC) 
b. Profile of the potential learners as determined in Deliverable #1 

3. Enhance the course materials  
4. Pilot run the courses as MOOCs  
5. Revise the course materials based on the evaluation of the pilot run 
6. Produce the enhanced course materials  

 

Course Descriptions for BPM102 and Systems Thinking: 
 

Business Process Management 102 (BPM102)  

This course focuses on organizations as compendiums of processes and 
explain the interdependencies of these processes across organizational 
boundaries as well as  identify the role and value-add of information 
technology to business process efficiency and management  

 

Systems Thinking  

The course aims to prepare the learners for the 21st century workplace by 
building their foundations in systems thinking and enabling them to examine 
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business systems through the identification of the inter-dependencies of 
specific systems within an organization, and recommend suggestions to 
improve systems performance within organizations.  It introduces students to 
concepts in systems architecture and systems optimization, with the intent of 
developing the students’ analytical skills in identifying and resolving issues in 
business systems. 

 
 
1.3. Methodology 
 
The methodology employed by the consultant to produce the deliverable basically 
followed the model for the TA Deliverable #2 as follows: 
 

 Compilation of the existing/industry developed materials for BPM102 and 

Systems Thinking.  In coordination with IBPAP, the existing materials for 

BPM102 and Systems Thinking were compiled and prepared for review.  

 Workshops:  

A series of workshops was conducted with the following objectives and 

outputs: 

1. Workshop to develop the course revision/enhancement plan.  The Online 

Course Development and Delivery Expert, in consultation with the 

Instructional Design and Assessment Expert, evaluated the existing 

course materials in the light of the course objectives and their suitability 

for online delivery. Recommendations were made on how the materials 

can be adopted, enhanced, or revised for online learning.  The multimedia 

materials to be produced were also listed, the assessment 

types/mechanisms as per learning goals set were identified; and the 

schedule of activities that will be undertaken to produce the enhanced 

course materials.   

The review of the existing materials involved the assessment of the fit 

between the graduate outcomes required by the industry, the content 

coverage of the courses, the learning methodologies currently adopted, 

and the assessment tools used to measure these outcomes.   

 

Specifically, the course development plan course development plan consisted 

of the following: 

 Course content 

o Learning modules and topics 

o Learning objectives/module 

o Study schedule 

o List of learning of multimedia resources to be adopted, revised, 

produced 

 

 Course development process 

o Identifying course writers  

o Quality circle team composition 
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o Detailed work schedule as well as schedule of course pilot run 

o Potential administrative issues and proposed strategies to 

address them 

 

2. Pre-production workshops.  Several workshops were held for the pre-

production meetings with the talents/industry-based resource persons for 

the video materials to be produced and the production crew.  The 

resource persons were all from the industry identified and recommended 

by IBPAP. 

 

 Production of multimedia/video materials for the two (2) courses: 

Enhancement of the course materials involved the production of 

multimedia/video materials for the various lessons contained in the courses.  

The integration of the video materials was also deemed necessary since the 

courses were planned to be delivered under the Massive Open Online 

Course (MOOC) framework.  The Multimedia Production Expert spearheaded 

the production of video and other multimedia resources required in the 

courses. The production involved organization of the creative and technical 

production of these materials. The Instructional Design and Assessment 

Expert and Online Course Development and Delivery Expert reviewed the 

scripts and other concept papers for the production of the said materials to 

ascertain the pedagogical soundness of the learning design.   

 

The following video materials were produced for the two courses and were 

used during the offering of the courses as MOOCs: 

 
Systems Thinking 
1 Critical Systems in a BPM Environment 
2 Understanding Systems 
3 Systems Thinking 
 
BPM 102 
1 Business Process Map 
2 Using a Business Process Map 
3 Project Management 
 

 Evaluation of the enhanced version of the course materials through the Pilot 

Run of the courses as MOOCs: 

Using the LMS developed for the pilot run of the first three courses, BPM102 

and Systems Thinking were also offered as MOOCs to facilitate the 

evaluation of the enhanced course materials.   
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Figure 1.  Screenshot of Business Process Management 102  

(BPM 102) Course Site 

 

 

Figure 2.  Screenshot of Systems Thinking Course Site 

 

For these last two courses, some of the insights drawn from the pilot run of the first 

three courses like the duration of each MOOC, strengthening the connectivism 

feature of the course site, providing automated formative assessment to provide 

immediate feedback to the learners in terms of their progress were already integrated 

into the course design.  The same framework for learner support was also used and 



  TERMINAL REPORT: TA-8164 PHI (UPOU) 

 

UP OPEN UNIVERSITY  

 

5 

the digital certificate feature, which was piloted in the first three courses, also 

became part of the pilot run of BPM102 and Systems Thinking. 

 

The enhanced course materials consisted of the following: 

 Study Guide:  Course modules with specific learning objectives per module, 

lessons to be studied to achieve the learning objectives; how to use the 

learning resources included in the module; list of online resources to be 

read/viewed, self-assessment activities, learning activities, and other 

requirements  

 Course Guide: Contains the course schedule, academic policies, instructions 

on course requirements, and house rules.  

 Online resources:  lecture notes, online articles, websites, slide presentations, 

videos, podcast, etc. 

 Recommended Learning activities: Assignments, online quizzes, online 

discussions, examinations, etc. 

 Teaching Guide: Approaches on how the teacher can teach the course in 

his/her class and possible assessment mechanisms 

 

The enhanced versions of the course materials are included in this report as 

Attachment A (BPM102) and Attachment B (Systems Thinking).  These materials 

were licensed under Creative Commons (CC) By Attribution, Share Alike, No 

Commercial Derivatives. 

 

III. CHALLENGES AND RECOMMENDATIONS 
 
A major challenge encountered for this deliverable centered on the major changes 

that happened both at UPOU and with IBPAP which involved the people 

implementing the TA.  This, in turn, affected the schedule of the implementation of 

some of the activities that were deemed critical to enhance the materials for BPM102 

and Systems Thinking. 

 

BPM 102 and Systems Thinking are still being offered as MOOCs.  Hence, it is 

recommended to continue the offering and still push through with finalizing the 

course materials as necessary based on the results of evaluation of the pilot run. 
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