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Abstract — This study assessed the role of External Affairs Department: Leveraging as a Strategic 

Pillar to Enhance Management Practices and Organizational Resilience in a Business Process 

Outsourcing Company. Using an embedded single case study design, the research examined 

Qualfon Philippines operations in Cebu and Dumaguete during 2024. Eight participants provided 

data through interviews analyzed using thematic analysis revealing six themes: multifaceted 

stakeholder relationship management, assessment frameworks, crisis management strategies, 

organizational stability mechanisms, cross-site coordination approaches, and strategic optimization 

recommendations. Results demonstrated that External Affairs Departments serve as critical strategic 

pillars enhancing organizational resilience through systematic stakeholder engagement, regulatory 

compliance, and adaptive governance. The study developed comprehensive strategic frameworks 

optimizing External Affairs functions through enhanced communication, cross-functional 

integration, and performance evaluation. 
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I. INTRODUCTION 

  External affairs management represents fundamental bridges between organizations and 

stakeholder ecosystems. Sustainable success depends on balancing multiple stakeholder interests, 

making external affairs strategic organizational capabilities essential for operational effectiveness 

(Fukuyama, 2022). In BPO sectors, stakeholder engagement determines operational success and 

organizational resilience. External affairs functions require heightened stakeholder engagement and 

understanding, as organizations must navigate complex regulatory frameworks, community 

relations, government partnerships, and corporate compliance requirements. The efficacy of these 

functions profoundly impacts operational efficiency, organizational sustainability, and strategic 

positioning within competitive BPO landscapes. 

  Globally, 80 percent of multinational corporations implemented stakeholder feedback 

mechanisms, yet only 37 percent effectively utilized data to improve operations, highlighting 

critical implementation gaps in translating stakeholder input into tangible organizational 

improvements (Setyawan et al., 2024). Companies with transparent engagement frameworks 

experience 32 percent higher trust ratings (Sadykova & Galy, 2024), with top quartile companies 

showing 1.5 percent higher revenue growth (Pandey, 2023). These international trends underscore 

strategic importance of understanding stakeholder perspectives in business operations. Excellence 

in external affairs has evolved from peripheral functions to central components of organizational 

legitimacy, particularly as stakeholders increasingly expect corporate transparency, responsiveness, 

and meaningful engagement. 

  In the Philippines, Republic Act 11032 mandated improved business-government 

interfaces. Despite this framework, only 68 percent of BPO companies demonstrated full 

compliance awareness, with stakeholder satisfaction averaging 71 percent nationwide (Mata et al., 

2022). Provincial operations reported satisfaction 17 percent below Metro Manila averages 

(Camarillo & Bellotindos, 2021), with BPO companies averaging 8 percent below other service 

sectors (Treceñe, 2021). Visayas region ranked 14th among 17 regions in business stakeholder 

satisfaction (Borongan & Naranong, 2022), with BPO engagement ratings 12 percent below 

regional averages (Samaniego et al., 2022). Only 56 percent of local stakeholders reported CSR 
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awareness despite significant economic contributions (Baco, 2023). In Cebu and Dumaguete, only 

41 percent actively engaged with BPO initiatives in 2023 (Alegado, 2021). 

  Research gaps exist regarding External Affairs impact on organizational resilience in multi-

site BPO operations. While BPO companies collect performance data, few studies examined 

strategic relationships between external affairs effectiveness, stakeholder engagement, and 

organizational resilience across multiple Philippine locations. This study addresses gaps by 

exploring interconnections within Qualfon Philippines multi-site operations, developing evidence-

based frameworks for enhancing stakeholder-centered BPO operations. Recent research 

emphasizes systematic stakeholder engagement and organizational development (Panela, 2025a; 

Panela, 2025d), external challenges on organizational functioning (Panela, 2025b; Panela, 2025c), 

and resilience mechanisms during crisis periods (Panela, 2025e).  

 

Literature Review  

  External affairs assessment represents critical organizational effectiveness evaluation in 

multi-site BPO companies with complex stakeholder ecosystems. Research demonstrates that 

clearly defined engagement procedures and accessible communication significantly influence 

stakeholder satisfaction, with simplified language showing 27 percent higher engagement than 

complex terminology (Paradji & Asiri, 2024). Decision Support Systems effectively capture 

engagement data for organizational improvement, demonstrating that systematic collection and 

analysis translate stakeholder experiences into actionable improvements, particularly in BPO 

sectors with complex operational frameworks (Tapado et al., 2023). Corporate external affairs 

systems require systematic evaluation frameworks ensuring continuous improvement across 

multiple dimensions of stakeholder engagement and organizational performance. 

  Several critical factors drive stakeholder satisfaction with BPO operations including 

compliance, responsiveness, communication delivery, and procedural transparency, consistently 

ranking among top satisfaction predictors (Lamsal & Gupta, 2022). Awareness initiatives 

significantly improve utilization and satisfaction, with high awareness showing 31 percent higher 
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satisfaction (Bulos, 2021). BPO companies face unique challenges in external affairs management 

due to technical nature of operations and complex stakeholder frameworks requiring sophisticated 

coordination. Community satisfaction analyses with corporate social responsibility services reveal 

that even when technical aspects are handled competently, procedural delays create dissatisfaction 

influencing overall stakeholder perception, suggesting efficiency metrics should be prioritized 

alongside program quality in BPO external affairs. 

  Reliability and assurance dimensions most influence BPO stakeholder satisfaction, 

demonstrating that consistent performance and expertise maintain high satisfaction despite lower 

ratings in other dimensions (Sarande et al., 2022). Systematic quality management produces 

measurable satisfaction improvements, with particular benefits in technically complex services 

similar to multi-site BPO companies (Sabijon et al., 2021). Digital transformation initiatives 

increasingly influence stakeholder satisfaction, with customer satisfaction applications 

demonstrating capacity to streamline feedback collection and enable real-time engagement 

adjustments, with implementation resulting in up to 37 percent increases in problem resolution 

speed and corresponding 29 percent improvements in stakeholder satisfaction ratings (Khairil, 

2021). 

  Khadka and Maharjan (2017) examined customer satisfaction-loyalty relationships 

emphasizing feedback systems and staff training importance, advocating integration into long-term 

organizational goals. Their mixed-methods approach provides valuable frameworks for examining 

multidimensional satisfaction nature, though contextual differences exist as their study focused on 

private cleaning services rather than BPO external affairs operations. Nevertheless, findings 

regarding feedback systems and staff training have direct relevance to external affairs improvement 

recommendations in multi-site BPO operations. Smith (2016) identified service quality dimensions 

predicting customer retention including tangibles, reliability, responsiveness, safety, 

communication, and empathy, with safety showing strongest negative correlation with switching 

intention, providing frameworks for examining which external affairs aspects most significantly 

influence stakeholder satisfaction, potentially guiding resource allocation for engagement 

improvements across multi-site operations.  
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II. METHODOLOGY 

Research Design 

  This study employed Embedded Single Case Study Design examining Qualfon Philippines 

multi-site operations across Cebu and Dumaguete from 2023-2024. The design enabled 

comprehensive examination within unified organizational framework while analyzing site-specific 

manifestations (Creswell & Poth, 2017). 

 

Participants 

  Eight purposively sampled participants included external affairs personnel (minimum one-

year experience), management representatives, external stakeholders, and cross-site coordinators 

across both sites. 

 

Instrument 

  Ten-question interview guide underwent content validity assessment by five experts 

achieving acceptable validity scores across all questions. 

 

Procedures and Analysis 

  Data collection followed systematic phases: formal permission, participant recruitment, 

interviews, and documentary evidence collection. Analysis employed thematic analysis and cross-

case pattern matching using NVivo software with triangulation procedures (Creswell & Poth, 

2017). Ethical protocols aligned with Republic Act 10173 ensuring confidentiality and informed 

consent throughout.This section should contain detailed information about the procedures and steps 

followed. It can be divided into subsections if several methods are described.  
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III. RESULTS AND DISCUSSION 

Theme 1: Multifaceted Stakeholder Relationship Management. External Affairs Departments 

operate through comprehensive stakeholder relationship frameworks encompassing relationship 

building, strategic communication, and community integration, aligning with Stakeholder Theory 

emphasizing that organizations must effectively engage all parties affecting or affected by 

organizational activities (Sinha et al., 2019). Participants demonstrated foundational relationship 

cultivation through statements such as helping build lasting relationships with clients, local 

government officials, and industry players, bridging between organizations and government bodies 

ensuring compliance support, and focusing on bridging relationship gaps between companies and 

communities. These statements demonstrate central roles in establishing strategic relationships 

supporting organizational objectives through sustained engagement and positive stakeholder 

responses. 

  Strategic communication functions extend beyond traditional public relations to 

encompass reputation management and organizational representation. Participants emphasized 

handling public relations and media communications to shape stakeholder perceptions. Community 

integration facilitates organizational integration within local communities ensuring BPO operations 

contribute positively to regional development. Cross-case analysis reveals Cebu operations benefit 

from established business networks and active government partnerships, while Dumaguete 

operations navigate academic-cultural contexts with different engagement expectations, 

demonstrating sophisticated relationship management transcending transactional interactions. 

Theme 2: Assessment and Effectiveness Measurement Frameworks. Evaluation reveals diverse 

approaches ranging from formal KPIs to relationship-based assessments capturing qualitative 

dimensions. Organizations employ structured mechanisms though implementation varies 

significantly across contexts. Participants indicated assessing effectiveness through KPIs aligning 

with communication goals, emphasizing timeliness when relaying information and needs. Success 

evaluation often relies on qualitative indicators reflecting relationship strength and continuity rather 

than quantifiable outcomes. Participants noted lack of formal scorecards but seeing success through 
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repeat partnership instances and vocal stakeholder feedback, sometimes receiving appreciation 

plaques. 

  Effectiveness assessment incorporates informal feedback channels providing real-time 

stakeholder satisfaction insights. The absence of standardized measurement approaches suggests 

effectiveness assessment remains evolving fields balancing quantitative accountability with 

qualitative relationship management indicators. This complexity reflects multifaceted external 

affairs work where success encompasses measurable outcomes and intangible relationship assets 

contributing to organizational resilience, demonstrating systematic documentation and pattern 

identification ensuring methodological rigor. 

Theme 3: Crisis Management and Adaptive Governance Strategies. External Affairs 

implement strategic practices enhancing organizational resilience through crisis management, 

regulatory compliance, and adaptive governance enabling complex operational environment 

navigation. Departments serve as organizational guardians ensuring complex regulatory 

requirement compliance while facilitating operational continuity across jurisdictions. Participants 

emphasized key roles negotiating local government regulatory compliances including business 

permits, sanitary permits, and building fire safety compliances, bridging organizations and 

government bodies ensuring activity support and city law compliance, and going by the book while 

avoiding asking favors. 

  External affairs contributes to stability by building strategic relationships serving as 

protective mechanisms during challenging periods providing early warning systems for potential 

threats. Participants noted maintaining stability by fostering strong stakeholder relationships, 

providing early warning signals, and helping manage crises effectively while capitalizing on good 

community relationships especially with government department heads. Crisis management 

demonstrates External Affairs significantly contribute to organizational resilience through 

systematic regulatory compliance, risk mitigation, ethical governance, and crisis communication 

approaches creating protective mechanisms enabling complex environment navigation. 

Theme 4: Organizational Stability and Continuity Mechanisms. External Affairs create and 

maintain organizational stability through systematic stakeholder management, information sharing, 
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and strategic positioning enabling operational continuity across diverse business environments. 

Departments establish comprehensive information systems providing organizational intelligence 

essential for strategic decision-making and operational planning. Participants emphasized 

information as key, with more details enabling better equipped responses to urgent concerns, and 

external affairs maintaining stability by fostering strong stakeholder relationships providing early 

warning signals about potential threats. External affairs ensures stability through systematic 

relationship management transcending individual transactions creating long-term partnership 

foundations. 

  Departments contribute to stability by facilitating resource access and operational support 

through strategic stakeholder relationships. Participants noted nurturing local government 

connections leading to beneficial outcomes such as providing aspiring applicants for various 

company positions, being consistent responding to partner organization calls, and capitalizing on 

good community relationships. Cross-case analysis reveals stability mechanisms remain essential 

across contexts though implementation must adapt to local ecosystems and operational 

requirements, requiring sophisticated coordination and strategic alignment in multi-site operations 

creating systematic resilience foundations. 

Theme 5: Cross-Site Coordination and Standardization Approaches. Analysis reveals 

significant variations in operations across geographical locations, with distinct coordination, 

standardization, and local adaptation approaches reflecting complex multi-site BPO requirements. 

Operations demonstrate significant local context adaptation reflecting unique operational 

environment characteristics and requirements. Participants noted Cebu with established tourism 

industry and air travel hub emphasizes direct tourism marketing and international investor 

attraction, while Dumaguete as smaller site focuses on academic and cultural exchange programs 

reflecting strong university presence and historical ties. Government leaders in Dumaguete not 

prioritizing BPO on agendas, though new young leaders present opportunities for proactive 

partnerships. 

  Multi-site operations reveal significant coordination challenges impacting effectiveness 

and requiring systematic information sharing and strategic alignment approaches. Participants 
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acknowledged insufficient exposure to other site affairs making proper comparisons difficult, 

relying on social media posts knowing about other site activities, and only knowing when teams 

share information. Cross-site coordination demonstrates multi-site External Affairs must balance 

standardization with local adaptation while managing complex coordination challenges. Effective 

multi-site external affairs requires sophisticated local context understanding, systematic 

coordination mechanisms, and flexible strategic positioning maintaining organizational coherence 

while maximizing local effectiveness. 

Theme 6: Strategic Optimization and Enhancement Recommendations. Analysis reveals 

comprehensive recommendations optimizing External Affairs as strategic pillars focusing on 

communication systems, coordination mechanisms, and systematic stakeholder engagement and 

organizational development approaches. Participants identify systematic communication 

improvements as essential for optimizing effectiveness across multi-site operations. 

Recommendations include quarterly or monthly operations team calls for updates on transportation, 

safety and security, or social media posts requiring discussion and clarification bringing initiatives 

from different perspectives. Regular weekly emails detailing upcoming events would help, with 

details currently shared during management committee meetings potentially not immediately 

absorbed by leadership teams. Quarterly newsletters potentially tapping internal communications 

teams would enhance information dissemination. 

  Optimization requires enhanced external affairs and operational function integration 

maximizing organizational effectiveness and stakeholder value creation. Strategic optimization 

emphasizes systematic performance evaluation and continuous improvement requiring 

comprehensive evaluation systems measuring effectiveness and guiding improvement initiatives. 

Unanimous participant recognition reveals strong consensus regarding strategic importance in BPO 

operations. Participants stated having such departments helps BPOs navigate increasingly complex 

business, government, and public relations landscapes, ultimately enhancing competitiveness and 

success. This is highly recommended as site director positions pivot to overseeing operations 

business more closely rather than conventional administration roles, making teams solely handling 

external affairs vital for strategic communication, risk management, and relationship building. 
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Participants definitively stated this is a must, demonstrating organizational consensus regarding 

strategic necessity for sustainable competitive advantages and operational excellence. 

 

IV. CONCLUSION 

  External Affairs Departments demonstrate exceptional effectiveness addressing 

stakeholder engagement challenges through sophisticated relationship management approaches 

creating sustainable ecosystems supporting organizational objectives while maintaining community 

integration and regulatory compliance. The departments serve as critical strategic pillars 

substantially enhancing organizational resilience through systematic crisis management, regulatory 

compliance navigation, and adaptive governance practices creating stability mechanisms enabling 

operational continuity. Effective External Affairs require strategic frameworks balancing 

standardization with local adaptation while maintaining systematic coordination mechanisms 

integrating enhanced communication, cross-functional collaboration, systematic performance 

evaluation, and organizational recognition as strategic functions. Successful implementation 

requires understanding local stakeholder ecosystems, adaptive relationship management strategies, 

and comprehensive approaches to information sharing and strategic alignment across multiple sites, 

contributing to theoretical understanding and practical applications for BPO external affairs 

management while advancing knowledge of stakeholder relationship management and 

organizational resilience in complex multi-site operational environments. 
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