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Abstract: Determining what drives the employees to be more engaged with their work is essential for developing better human resource 

practices in any organizations. Organizational and supervisor support are two aspects which have been linked to work engagement in 

different studies over the years. This study specifically aims to understand the relationship between organizational support and supervisor 

support to work engagement among Business Process Outsourcing employees, specifically workers from Recruitment Process Outsourcing 

industry in Metro Manila, Philippines. A descriptive correlational method of research was used in this study, using three tools: 8-item 

Survey of Perceived Organizational Support by Eisenberger, Huntington, Hutchison, and Sowa (1986), Perceived Supervisor Support Scale 

by Hammer, Kossek, Yragui, Bodner, and Hanson (2009), and the 17-statement Utrecht Work Engagement Scale by Bakker and Schaufeli 

(2003).  The survey questionnaire was administered to a sample of 328 respondents from a population of 2,217 BPO-RPO employees from 

five (5) companies in Metro Manila. Data collection took place from March 5 to March 30, 2018.  The analysis of the collected data 

included percentage, weighted mean, and standard deviation to summarize and describe the data, and Pearson r Correlation Coefficient to 

measure the relationship of perceived organizational support and perceived supervisor support to work engagement of employees. The 

findings showed that there was a strong organizational and supervisor support to the BPO-RPO employees from their current companies. 

Moreover, the results revealed that there is a high and significant relationship between the companies’ organizational and supervisor support 

with the BPO-RPO employees’ work engagement. 
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1. Introduction 
According to Abara and Heo (2013), the Philippine business 

process outsourcing (BPO) industry is on the edge to be a 

significant sector contributing to the country’s fast economic 

growth. Due to the rapid development of information and 

communication technology in the past decade, the industry 

persistently boasts double-digit growth rates in revenue and 

in manpower. Business Process Outsourcing in the 

Philippines started in 1992. According to Natividad (2015), 

BPO industry is one of the largest and fastest growing 

industries here in the Philippines and that there is no denying 

that Business Process Outsourcing sector has a major role in 

providing quality jobs and encouraging economic activity 

and investment even in the areas outside Metro Manila. 

Based on 2017 A.T. Kearney Global Services Location 

Index, the Philippines ranked 7
th

 out of 55 countries in the 

BPO sector; the evaluation of which was based on three 

major categories, namely financial attractiveness, people 

skills and availability, and business environment. 

Particularly, with regards to the people skills and availability 

alone, the Philippines, with a score of 1.57, ranked 13th out 

of 55.  This rank in people skills and availability was because 

of qualities such as level of education, relevant experience, 

language capabilities, size and availability of the labor force, 

based on the observation by Tullao, Fernandez, Cabuay, and 

Serrano (2012) in the previous 2011 index. On the other 

hand, the Philippines ranked 47th
 
out of 55. As also stated by 

Tullao et al. (2012), this low ranking was due to the 

Philippines having relatively great country risk, low country 

infrastructure and cultural exposure, as well as low security 

against piracy and intellectual property theft. According to 

Miranda (2015), there is a need for these companies to 

provide care for the psychological and physical welfare of 

their people such as conducting seminars or 

advisory/counseling on physical wellness and emotional 

health, physical activities such as a gym or membership in a 

gym, nutritional awareness and monitoring the right foods 

served in the canteen or pantries, group bonding aside from 

the technical trainings. This means that in this industry, the 

all-around support of the company is important to their 

employees. May it be physical, psychological and even 

spiritual, all of these kinds of support are necessary. 

Colakoglu, Culha, and Atay (2010) pointed out that 

organizational support is one of the most important 

organizational concepts that keep the employees in the 

organization, since it was known to be a key factor for 

increasing the job satisfaction and the organizational 

commitment of the employees. That is why, the support of 

the organization, as viewed by an employee is essential. 

Organizational support has been found to have important 

consequences on an employee’s performance and well-being. 

If the organizational support wouldn’t be present in the life 

of an employee, chances are they might feel that they are 

unappreciated in the workplace, and also they might 

experience lack of motivation when it comes to going to 

work. That is why, it is important for the employees to feel 

that they are supported by the organization or the company. 

If the employee can see that they are being taken good care 

of the organization, the chances of them performing well can 

help the organization, according to Shoss, Eisenberger, 

Restubog and Zagenczyk (2012), damaged relationships 

between employees and the organization or company can be 

harmful to both parties. Similar to the Organizational 

Support, it is also important to receive support from their 

supervisor. Supervisors guide the employees to further 

understand their jobs; same with the workers towards their 

work. Supervisors acts as the mediator of the organization or 

company to its employees and vice versa. Perceived 

Supervisor Support (PSS) is described as a common view of 

employees concerning the extent to which supervisors value 
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their contributions and care about their well-being, interests 

and welfare (Anjum & Naqvi, 2012). Rewards and 

acknowledgement can be used as a form of support by the 

supervisor. Powell (2011) stated that it was mentioned that 

leaders who exemplify PSS makes their subordinates or 

employees feel that they are heard, valued and taken cared 

by the organization. One of the outcomes of showing high 

supervisor support is the improved perceived organization 

support of the employees and PSS was said to have 

numerous positive outcomes. Work Engagement is one of 

the top 10 concerns of HR Managers and HR Leaders 

(Verma, 2015). Since work engagement represents good 

work experience, and has good effect in organizational life 

that can produce different benefits to the organization (Park 

& Gursoy, 2012), it is necessary to know on the part of the 

companies to know what can help the employees to more 

engaged to their job or work. Schaufeli and Bakker (2010) 

defined work engagement as a positive, fulfilling, work-

related state of mind that is characterized by vigor, 

dedication and absorption. They also said that it captures 

how employees and workers experience their work or job: as 

stimulating and energetic and something to which they really 

want to devote time and effort, which is the vigor component 

of work engagement; is significant and a meaningful pursuit 

of dedication; as the dedication; and lastly, as engrossing and 

something on which they really concentrate which was said 

to be the absorption. Young (2011) pointed out that 

engagement as psychological state makes employees believe 

in their work, proud of their roles, feel enthusiastic about 

daily work, feel meaningfulness of their work roles, feels 

satisfaction about their roles, feel energized when do their 

work, and value their daily accomplishments. These also 

show that it is a form of positive work experience and creates 

a positive impact on the employee’s well-being and welfare. 

Work Engagement was defined by Khan (1990) as an 

expression of preferred self during tasks that promote 

communications to work and to others, personal presence 

and active full performances. The researchers think that work 

engagement can possibly be related to Perceived 

Organizational Support and Perceived Supervisor Support. 

Since POS is viewed and considered as positive treatment 

that can create an impact or influence the perceived value of 

the person in an organizational concept (Arsh & Itayavi, 

2013) and PSS is viewed to provide concerns to the well-

being and welfare of the employees, both POS and PSS can 

be related to Work Engagement since both of them 

represents positive work experience (Park & Gursoy, 2012) 

and that positive work experience can also be linked to their 

views about their organization’s support and supervisor’s 

concern about their welfare and well-being. This paper 

examined how Perceived Organizational Support and 

Perceived Supervisor Support affect the Work Engagement 

of the Business Process Outsourcing Employees. It sought to 

determine the following: 1.) Respondents’ Profile, 2.) 

Respondents’ Level of Perceived Organizational Support, 3.) 

Respondents’ Level of Perceived Supervisor Support, 4.) 

Respondents’ Level of Work Engagement, and 5.) 

Relationship of Perceived Organizational Support and 

Perceived Supervisor Support to Work Engagement of the 

respondents. 

 

 

 

2. Materials and Methods 
 

2.1. Research Design 

This study used the descriptive correlational research design 

specifically to describe the relationship of perceived 

organizational support and perceived supervisor support to 

work engagement of business process outsourcing 

employees. Correlation, according to King (2013), refers to 

the degree of relationship between two variables and the 

greater the correlation between two variables the better one 

can be able to predict the value of one from knowledge of the 

other. The study aims to determine if there is a significant 

relationship in Perceived Organizational Support and 

Perceived Supervisor Support to Work Engagement. 

 

2.2. Population and Sample 

The population of the study consisted of 2,217 entry level 

employees from five (5) business process outsourcing – 

recruitment process outsourcing companies located in Metro 

Manila, Philippines. Using the Cochran’s formula, with 95% 

confidence interval and  5% margin of error, the calculated 

sample size is 328. The respondents were identified using 

simple random sampling. The data were collected from 

March 5 to March 30, 2018. 

 

2.3. Research Instrument 

The researchers used three tools 8-item: (1) Survey of 

Perceived Organizational Support by Eisenberger et al. 

(1986), (2) Perceived Supervisor Support Scale by Hammer 

et al. (2009), and (3) 17-statement Utrecht Work 

Engagement Scale by Bakker and Schaufeli (2003). In 

Survey of Perceived Organizational Support by Eisenberger 

et al. (1986), the respondents indicate their response on a 7-

point Likert-scale (0 for strongly disagree to 6 for strongly 

agree). Perceived supervisor support was measured using a 

14-item questionnaire. Using a 5-point Likert scale, 

respondents were asked to indicate their level of agreement 

on a scale from (1) strongly disagree to (5) strongly agree. 

Utrecht work engagement scale, consisting of 17 statements, 

will check the feeling of employees toward their work and 

level of commitment that they exhibit during work 

performance. It has three domains: Vigor, Absorption, and 

Dedication, the scores of which will be interpreted as one. It 

is scored on a 7-point Likert-type scale from 0 (never) to 6 

(always/everyday).  

 

2.4. Data Analysis 

Data collected was encoded in MS Excel and exported to 

SPSS Version 20 (Statistical Software for Social Sciences) 

for analysis. The researchers used statistical analysis 

including percentage, weighted mean, and standard deviation 

to summarize the data and describe the following variables: 

work engagement, organizational support, and supervisor 

support. Pearson r Correlation Coefficient was used to 

measure the relationship of perceived organizational support 

and perceived supervisor support to work engagement of 

employees. 

 

3. Results 
 

3.1. Respondents Profile 

The respondents composed of 328 entry level employees 

sampled from five (5) business process outsourcing – 

recruitment process outsourcing companies. Their 
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demographics, including sex, age as of the conduct of study, 

civil status, highest educational attainment, position, monthly 

salary, and tenure with their current company, were 

collected. As shown in Table 1, based on the respondents’ 

sex, there are more female respondents (52.4%), than male 

respondents (47.6%). In terms of age, it can be observed that 

the distribution of the respondents is decreasing with older 

age. A large percentage of them are in 20 – 25 years old 

(36.3%) and 26 – 30 years old (32.9%) age brackets; while 

the smallest percentage are in 36 – 40 years old (6.7%) and 

41 years old and above (8.2%). With regard to their civil 

status, majority are single (85.4%); while the remaining 

others are married (13.1%), separated (1.2%), and being the 

least, widow (0.3%). Moreover, based on their highest 

educational attainment, most of them are college graduate 

(63.7%), followed by college undergraduate (27.4%), and 

associate’s degree holder (8.2%); while the least are high 

school graduate (0.6%). In terms of monthly salary, more 

than half of them earn Php 15,001 – Php 20,000 (56.7%), 

while the remaining earn Php 20,001 – Php 25,000 a month 

(43.3%). Lastly, based on their tenure with the company they 

are currently working, majority of them are in the company 

for 1 year and above (69.5%), while the remaining are  in the 

company for less than a year (30.5%). 

Table 1: Socio-demographic Profile of the Respondents 

 

Demographic Profile % 

Sex 

 
Male 47.6 

Female 52.4 

Age 

 

20 – 25 years old 36.3% 

26 – 30 years old 32.9% 

31 – 35 years old 15.9% 
36 – 40 years old 6.7% 

41 years old and above 8.2% 

Civil Status 

 

Single 85.4 
Married 13.1 

Separated 1.2 

Widow 0.3 

Highest Educational Attainment 

 

High School Graduate 0.6 

Associate’s Degree 8.2 

College Undergraduate 27.4 
College Graduate 63.7 

Monthly Salary 

 
Php 15,001 – Php 20,000 56.7 

Php 20,001 – Php 25,000 43.3 

Tenure with the Current Company 

 
Less than 1 year 30.5 

1 year and above 69.5 

N 328 

 

3.2. Respondents’ Level of Perceived Organizational 

Support 

As shown in the Table 2, the results revealed that there is a 

strong organizational support (x =5.65, SD=1.37) being felt 

by the business process outsourcing employees. Moreover, 

on the average, they moderately agree that the organization 

values their contribution to its well-being, cares about their 

well-being, and cares about their general satisfaction at work. 

On the other hand, they slightly disagree that the 

organization fails to appreciate any extra effort from them, 

and that it shows very little concern for them. Finally, they 

moderately disagree that the organization would ignore any 

complaint from them, and even if they did the best job 

possible, the organization would fail to notice. 

Table 2: Level of Perceived Organizational Support 

 

Statement 
Weighted 

Mean 
SD VI 

Perceived Organizational Support 

Score 
5.65 1.37 Strong 

1. The organization values my 
contribution to its well-being. 

6.00 1.25 
Moderately 

Agree 

2. The organization fails to 

appreciate any extra effort from 

me. 

2.72 1.94 
Slightly 
Disagree 

3. The organization would ignore 
any complaint from me. 

2.53 1.81 
Moderately 

Disagree 

4. The organization really cares 
about my well-being. 

5.91 1.37 
Moderately 

Agree 

5. Even if I did the best job 

possible, the organization would 

fail to notice. 

2.48 1.85 
Moderately 

Disagree 

6. The organization cares about 
my general satisfaction at work. 

5.98 1.30 
Moderately 

Agree 

7. The organization shows very 
little concern for me. 

2.89 1.99 
Slightly 
Disagree 

8. The organization takes pride in 
my accomplishments at work. 

5.92 1.33 
Moderately 

Agree 

Verbal Interpretation (VI): “7 – Strongly Agree (6.16 – 

7.00)”, “6 – Moderately Agree (5.30 – 6.15), “5 – Slightly 

Agree (4.44 – 5.29), “4 – Neither Agree nor Disagree (3.58 

– 4.43), “3 – Slightly Disagree (2.72 – 3.57)”, “2 – 

Moderately Disagree (1.86 – 2.71)”, and “1 – Strongly 

Disagree (1.00 – 1.85)” 

 

3.3. Respondents’ Level of Perceived Supervisor Support 

The perceived supervisor support scale is divided into four 

(4) dimensions, namely: emotional support, instrumental 

support, role model, and creative work-family management. 

Each dimension has underlying statements which the 

respondents rated based on their level of agreement, from 

which the mean of the following categories are obtained. The 

results in Table 3 showed that in general, there is a strong 

supervisor support felt by the BPO-RPO employees, based 

on its high mean (x  3.  , SD  .52). While it can be 

observed that there is a high level of perceived supervisor 

support in four (4) aforementioned dimensions, it can be also 

noted that the mean scale is highest in emotional support 

(x =4.04, SD=0.52), followed by the role model (x  4. 2, 

SD=0.55), creative work-family management (x =3.94, 

SD=0.57), and lastly, instrumental support (x =3.95, 

SD=0.58). Moreover, the respondents agreed to all of the 

underlying statements supervisor support. 

Table 3: Level of Perceived Supervisor Support 

 

Statement 
Weighted 

Mean 
SD VI 

Perceived Supervisor Support 3.99 0.52 Strong 

Emotional Support 4.04 0.52 High 

1. My supervisor is willing to 
listen to my problems in 

juggling work and non-work life 

3.99 0.56 Agree 

2. My supervisor takes the time 
to learn about my personal 

needs. 

4.05 0.72 Agree 
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3. My supervisor makes me feel 

comfortable talking to him or 
her about my conflicts between 

work and non-work. 

4.03 0.59 Agree 

4. My supervisor and I can talk 
effectively to solve conflicts 

between work and non-work 

issues. 

4.09 0.65 Agree 

Instrumental Support 3.94 0.57 Strong 

5. I can depend on my 

supervisor to help me with 

scheduling conflicts if I need it. 

3.91 0.62 Agree 

6. I can rely on my supervisor to 

make sure my work 

responsibilities are handled 
when I have unanticipated non-

work demands. 

4.01 0.70 Agree 

7. My supervisor works 
effectively with workers to 

creatively solve conflicts 

between work and non-work. 

3.91 0.72 Agree 

Role Model 4.02 0.55 Strong 

8. My supervisor is a good role 

model for work and non-work 

balance. 

4.10 0.59 Agree 

9. My supervisor demonstrates 

effective behaviors in how to 

juggle work and non-work 
balance. 

3.98 0.63 Agree 

10. My supervisor demonstrates 
how a person can jointly be 

successful on and off the job. 

3.99 0.71 Agree 

Creative work-family 
Management 

3.95 0.58 Strong 

11. My supervisor thinks about 

how the work in my department 
can be organized to jointly 

benefit employees and the 

company. 

3.98 0.71 Agree 

12. My supervisor asks for 

suggestions to make it easier for 

employees to balance work and 
non-work demands. 

3.97 0.67 Agree 

13. My supervisor is creative in 

reallocating job duties to help 
my department work well as a 

team. 

3.92 0.69 Agree 

14. My supervisor is able to 
manage the department as a 

whole team to enable everyone's 

needs to be met. 

3.92 0.69 Agree 

Verbal Interpretation (VI): “5 – Strongly Agree (4.20 – 5.00)”, “4 – 

Agree (3.40 – 4.19), “3 – Neutral (2.60 – 3.39),” “2 – Disagree (1.80 – 
2.59),” “1 – Strongly Disagree (1.00 – 1.79),” 

 

3.4. Respondents’ Level of Work Engagement 

The Ultrecht Work Engagement Scale (Baker & Schaufeli, 

2003) consist three (3) categories: vigor scale, dedication 

scale, and absorption scale; each of which consists of six (6), 

five (5), and six (6) statements, respectively. As shown in 

Table 4, it can be observed that in general, there is a strong 

work engagement among the BPO-RPO employees. 

Specifically, of the three (3) aforementioned scales, 

dedication is highest level among them (x =4.57, SD=0.97), 

followed by vigor (x =4.47, SD=0.84), and absorption 

(x =4.37, SD=0.87).  In addition, majority of the statements 

are regarded as happening often or once a week. Meanwhile, 

it can be noted that there are two (2) statements which the 

BPO-RPO employees regarded as happening sometimes or a 

few times a month. These are, “I can continue working for 

very long periods at a time” and “It is difficult to detach 

myself from my job.” 

 

Table 4: Perceived Level of Work Engagement 

 

Statement 
Weighted 

Mean 
SD VI 

Perceived Work Engagement 4.47 0.87 Strong 

Vigor 4.47 0.84 Strong 

1. At my work, I feel 
bursting with energy 

4.69 0.75 Often 

4. At my job, I feel strong 
and vigorous 

4.46 1.06 Often 

8. When I get up in the 

morning, I feel like going 

to work 

4.45 1.00 Often 

12. I can continue working 

for very long periods at a 

time. 

4.25 0.91 Sometimes 

15. At my job, I am very 
resilient, mentally. 

4.42 0.85 Often 

17. At my work, I always 

persevere, even when 

things do not go well. 

4.52 1.16 Often 

Dedication 4.57 0.97 Strong 

2. I find the work that I do 

full of meaning and 

purpose. 

4.55 1.09 Often 

5. I am enthusiastic about 
my job. 

4.54 1.05 Often 

7. My job inspires me. 4.50 1.09 Often 

10. I am proud of the work 
that I do. 

4.67 1.05 Often 

13. To me, my job is 
challenging. 

4.58 0.94 Often 

Absorption 4.37 0.87 Strong 

3. Time flies when I am 

working. 
4.41 1.02 Often 

6. When I am working, I 

forget everything else 

around me. 

4.40 0.98 Often 

9. I feel happy when I am 
working intensely. 

4.39 0.91 Often 

11. I am immersed in my 
work 

4.34 1.09 Often 

14. I get carried away when 
I am working. 

4.45 0.94 Often 

16. It is difficult to detach 
myself from my job. 

4.24 0.96 Sometimes 

Verbal Interpretation (VI): “6 – Always/Every day (5.16 – 6.00)”, “5 – 

Very Often/A few times a week(4.30 – 5.00), “4 – Often/Once a week 
(3.44 – 4.29),” “3 – Sometimes/A few times a month (2.58 – 3.43),” “2 – 

Rarely/Once a month or less (1.72 – 2.57),” “1 – Almost Never/A few 

times a year or less (0.86 – 1.71),” “0 – Never (0.00 – 0.85)” 

 

3.5. Relationship of Perceived Organizational Support 

and Perceived Supervisor Support to Work 

Engagement of the respondents 

Pearson Product-Moment Correlation was used to test the 

relationship of Perceived Organizational Support and 

Perceived Supervisor Support to Work Engagement. The 

hypotheses, which the researchers aimed to test were stated 

as “There is no significant relationship between perceived 

organizational support and work engagement” and “There is 

no significant relationship between perceived supervisor 

support and work engagement.” As shown in Table 5, the 

relationship between organizational support and work 

engagement is defined by r(528)=0.8759, p<0.05. This 

indicates that there is a significantly high positive 

relationship between these two variables, since the p-value is 

less than 0.05, leading the researchers to reject the 
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hypothesis. Likewise, the relationship between the supervisor 

support and work engagement is r(328)=0.8535, p<0.05; that 

is, there is a significantly high positive relationship between 

these two variables. 

Table 5: Pearson Product-Moment Correlations of 

Perceived Organizational Support and Perceived Supervisor 

Support to Work Engagement (N=528) 

 

Variables 
Organizational 

Support 
Supervisor 

Support 
Work 

Engagement 

Organizational 
Support 

1   

Supervisor 
Support 

0.7427* 1  

Work 
Engagement 

0.8759* 0.8435* 1 

*p-value<0.05 

 

4. Discussion 
 

4.1. Level of Perceived Organizational Support 

The level of perceived organizational support of BPO-RPO 

employees was strong which means they feel that the 

organization value them as employees and feel that their 

contribution in the company is vital. They are more 

motivated to work in the company, and their performance is 

good. Their organization rewards them when their 

performance is better to make sure that the employees are 

happy in their work. They are more loyal and committed to 

the organization when they feel that the organization 

provides their needs, gives them support and values them as 

an employee especially when given recognition, promotion 

and job security. It was noted by Levinson (1965) (as cited 

by Eisenberger & Rhoades, 2002), that actions taken by 

agents of the organization are often viewed as indications of 

the organization’s intent rather than attributed solely to the 

agents’ personal motives. An organization that treats their 

employees fairly conveys a sense of concern for their well-

being. Fair treatment is a factor of Perceived Organizational 

Support. Fairness in distributing pay, promotions and daily 

task assignment, consideration in the treatment of 

employees, like respect and dignity, courtesy in giving 

necessary job-related information to employees, fairness in 

giving resources and rewards to employees, fairness in 

giving opportunities to employees for active involvement in 

the organization. These are some of fair treatment that the 

organization should provide to their employees to feel 

engaged at work. Organizational support is more important 

to new employees because they can feel if that is the right 

company for them to work with. When the new employees 

understand that the organization support and cares for them 

as a well-being, they tend to perform better and feel 

motivated to work every day. Many Filipino employees 

return the favor if the organization supports and gives their 

needs. As a Filipino, we help the people who help us and 

who give us support and reward. We tend to give more 

because we are thankful for what we receive, particularly in 

the performance at work. An employee feels motivated and 

enjoys what they do every day. When the employees perform 

better, it will also benefit the company. “Filipinos, in 

particular, have been described as personalistic, familial, and 

paternalistic. Personalism involves placing a high concern 

for the welfare of individuals. Familialism, on the other 

hand, is manifested in a spirit of collective concern and 

sentiment as if the organization is one big family. The value 

of paternalism is manifested in the expectation that leaders 

treat workers with concern and compassion as if they were 

family members” (Jocano, 1   ). This supports the findings 

of the present study, that business process outsourcing 

employees here in the Philippines; they are also concern for 

others as they treat them like a family and help them in 

conflicts or problems in their life. There were remarks that 

the Filipinos have a close bond with their families. 

Organizations here in the Philippines also provide healthcare 

not only for their employees but also for the relatives of the 

employees. Since Filipinos are known to have a close 

relationship with their families, receiving benefits such as 

healthcare from the companies is also a form of 

organizational support, which can potentially increase the 

engagement of the employees while doing their work. This 

can also explain why employees stay loyal in a company. 

Employees also consider the support of the organization for 

them. The more they feel that they are supported, the more 

they are engaged in their work and are also engaged in 

returning the favor to their respective companies. There are 

many ways that an organization can show their support to 

their employees. Receiving benefits is not the only thing that 

an organization can give to their employees to express their 

support to them. Companies can also provide training and 

seminars for the betterment of their employees. Providing 

such activities can also strengthen their bond with the 

organization and their supervisors. The human resources 

practices showing recognition of employee contributions 

should be positively related to perceived organizational 

support, as suggested by Shore and Shore (1995). There are 

so many ways to show the organization's support to their 

employees. Activities like seminars that will discuss health, 

dealing with stress in a workplace, workshops about 

personality development and others would let the employees 

would feel that their organization cares about their well-

being, thus can grow as better person and can gain a high 

level of perceived organizational support from their 

employees. In the Philippines, the concept of utang na loob 

is defined as a “debt of gratitude” that one feels in the face of 

kindness or aid, utang na loob is a motivational force that 

shapes Filipino social interactions and behaviors (Church, 

1986). It is possible that the employees would feel that they 

are obliged to pay the company back not through monetary 

payment but rather working for the company and being 

engaged in their work. Since they feel like they have an 

utang na loob to the company, they are most likely to stay in 

the company and be loyal.  

 

4.2. Level of Perceived Supervisor Support 

The results of the study about perceived supervisor support 

are high, it shows BPO-RPO employees feel that their 

respective supervisors listen to them and their supervisors 

make them feel comfortable when talking to them. 

According to Cole et al., (2006), perceived supervisor 

support specifically refers on how supervisors provide 

employees with support as agents of the organization. The 

level of perceived supervisor support of the employees 

increases with positive interactions with their supervisors 

(Cole et al., 2006). As a Filipino, we are known to be 

generous, helpful and caring; these are all seen in the results 

of the findings. Filipinos always help a friend in need. It 

shows how good the Filipinos are, especially at work. It also 
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suggests that business process outsourcing employees can 

depend on their supervisors in helping them during conflicts 

and make sure that the employees' responsibilities are 

handled properly. In our culture, we idolize a good and 

talented person who will motivate and inspire us. Employees 

will try to imitate the good actions of his supervisor for 

his/her improvement as an employee. The results indicate 

that their supervisors think about how they work can benefit 

the employees and the company. Their supervisor also asks 

suggestions to balance their work and non-work demands for 

BPO employees; their supervisor helps them to work as a 

team. Their supervisor always finds a way on how to help all 

employees and the company. The researchers observed that 

the Filipino culture among business process outsourcing 

employees are very different dominant. In another study 

regarding POS, it is also viewed that there is a good 

organizational support in different companies and different 

kind of work in the industry. It is evidence that 

organizational support is very important for employees’ 

performance and satisfaction at work. Among all the four 

dimensions, emotional support and role model have highest 

level of perceived supervisor support. Emotional support is 

one of the important ways to give support to employees. 

Supervisor expresses empathy, understands their employees 

and offers help when the employees are in need. The 

employees are free to talk anything to their supervisor 

because their supervisor is a good listener and can help them 

when they have problems. The supervisor knows what the 

employee's personal needs are by observing and talking to 

them. BPO-RPO employees feel that their supervisor is 

willing to help them in non-work issues and make sure that 

they honestly say what they would like to say. For role 

model support, supervisor gives advice to the employees to 

help their daily assigned task. They help the employees 

perform better. Employees feel that their supervisor is a good 

role model for them because they see that their supervisor is 

smart and talented and can always offer help at their work 

and share knowledge with them. For instrumental support, 

the employees can depend on their supervisor with 

scheduling conflicts when they need it. They can also rely on 

their supervisor to make sure that their work responsibilities 

are handled when they have unanticipated non-work 

demands. They work with their employees to solve conflicts 

in a creative way between work and non-work. For creative 

work-family management, their respective supervisor was 

always thinking a way on how to help each department 

effectively that will benefit the employees and the company. 

Their supervisors also ask them suggestions to make it easier 

for them to balance work and non-work demands. In our 

culture, Filipinos see to it that they have a healthy 

relationship with their supervisors. Filipinos are known to be 

hospitable and also known to be friendly. The possibility of 

the employees being close to their supervisors is high. And 

through that relationship, the support of the supervisors can 

manifest through the bond that they have with their 

employees.  The results of the level of the perceived 

supervisor support among business process outsourcing 

employees is high. It shows that business process 

outsourcing employees feel that their respective supervisors 

listen to them and their supervisors make them feel 

comfortable when talking to them. This signifies that there is 

a strong supervisor-employee relationship, for the employees 

feel that they are not just an employee, not just a part of the 

company but part of a family, a family inside the 

organization. Filipinos are known to have a harmonious 

relationship with other people because of their natural 

characteristics. Since the supervisors are the role models of 

the employees, they mimic and follow their supervisors. The 

results also suggest that the employees can depend on their 

supervisors to help them with the conflicts and make sure 

that their responsibilities are handled well.  

 

4.3. Level of Work Engagement 

The results of the study reveal that there is a high level of 

work engagement among business process outsourcing 

employees. Engaged employees have high energy, self-

efficacy and are enthusiastic about their work. Engaged 

employees create their positive feedback, regarding 

appreciation, recognition, and success. They also feel 

exhausted, but it is because they accomplished something 

and feeling tired is not a bad thing for them. They are not 

only focused on their work, but they also enjoy something 

outside the office, and it is a good thing for them that they 

are engaged outside work. For engaged employees, they 

think that work is fun, they feel motivated, and they are 

satisfied with their job, and they have the good relationship 

with their co-workers. Some reasons why engaged people 

perform better at work is because of positive emotions and 

they experience good health. For all the three dimensions, 

Vigor, is an experience of positive emotions. Employees 

with high level of vigor perform better than disengaged 

employees as supported by the findings of Schaufeli and 

Bakker (2001). BPO-RPO employees feel energetic at work, 

and they are in the mood to work every day because for them 

work is fun. They can also work for a very long period at a 

time. They are also resilient at work; they can recover easily 

in a difficult situation and able to return to a strong and good 

condition. It reveals that they have a high level of dedication 

because they feel enthusiastic, they feel proud of their job, 

they feel inspired at work, and they are challenged by it. This 

conclusion is mainly supported by the statement of Schaufeli 

and Bakker (2001) that "those who score high on dedication 

strongly identify with their work because it is experienced as 

meaningful, inspiring, and challenging one. Besides, they 

usually feel enthusiastic and proud about their work". They 

find their work full of meaning and purpose. They believe 

that their contributions in the company are important and 

they have a purpose in their job. They also feel enthusiastic 

in their job; they enjoy what they are doing and never get 

tired of doing it. Their jobs inspire them and help them 

become a better person, and they are proud of what their job 

is and what they are doing. For them, their job is challenging 

and satisfying. They want challenging task because they 

enjoy every assigned task given to them. They are happy 

with what they are doing. High score on absorption suggests 

that employees are happily engrossed in their work 

(Schaufeli & Bakker, 2001). This supports the researchers' 

conclusion that employees' who are more engaged are more 

likely to feel positive while doing their work. They forget the 

time when they are intensely working. They are fully 

involved in their work, and they make sure that they 

contributed something. They feel happy and contented when 

they finish a lot of work; they feel satisfied. So, 

organizational support and supervisor support are important 

for the employees to feel engaged at work.  
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4.4. Perceived Organizational Support and Work 

Engagement 

The results are consistent with the findings of Saks (2006) 

that employees with high perceived organizational support 

were more likely to feel engaged at their work. As the results 

revealed, there is a significant positive relationship between 

Perceived Organizational Support and Work Engagement of 

BPO-RPO employees because when the level of perceived 

organizational support is high, the employees feel more 

engaged. 

 

4.5. Perceived Supervisor Support and Work 

Engagement 

The results are also consistent with the findings of Dabke 

and Patole (2014) that proves that perceived supervisor 

support have a strong relationship with work engagement. 

The results showed that there is a positive and significant 

relationship between perceived organizational support and 

perceived supervisor support to work engagement. This 

result supports the researchers' hypothesis that there is a 

significant positive relationship between Perceived 

Supervisor Support and Work Engagement of BPO-RPO 

employees. The results are consistent with the study of Saks 

(2006), consisting of 102 employees within a variety of 

organizations, concluded that those with higher perceived 

organizational support and perceived supervisor support 

were more likely to become engaged to their job. The results 

of this study yielded positive and significant relationships 

between both perceived organizational support and perceived 

supervisor support with work engagement.  Another study by 

Dabke and Patole (2014) assumes that perceived 

organizational support and perceived supervisor support have 

a relationship with work. The results yielded positive and 

significant correlations between both perceived 

organizational support and perceived supervisor support and 

work engagement. This implies that while increased 

perceived organizational support and perceived supervisor 

support may lead to predicting higher levels of work 

engagement, perhaps perceived supervisor support  may 

somewhat be a more important factor. This is consistent with 

the finding of the study that perceived supervisor support has 

a stronger relationship with work engagement than perceived 

organizational support. This concludes that supervisor 

support is more important to the employees than the 

organization support. It is important for business process 

outsourcing employees to feel that their respective supervisor 

values them and cares for them at work and gives them what 

they need and listen to their work and non-work issues. 

Filipinos are known to be very jolly and energetic. That is 

why it is important that the employees feel energetic and 

enthusiastic about their work. An employee who is excited to 

go to work every day is said to be more engaged with their 

work. This excitement increases the productivity of an 

employee. And since perceived organizational support and 

perceived supervisor support both have a positive significant 

relationship with WE, this only means that if the employee 

perceives that their organization and their respective 

supervisors support them, their work engagement increases. 

The Human Resource Department and Training and 

Development Department of the business process 

outsourcing companies can take these things into 

consideration. These are facts proven by the results of the 

study that was conducted by the researchers. There are 

various and numerous ways on how the organization and the 

supervisors can make the employees more engaged to their 

work. They can use this as a reference if they want to study 

on how to make their employees engaged in their job or 

work. They can do things like to adjust their strategies, add 

more training, give workshops, have a mini recognition, etc. 

so that the employees would feel that the organization and 

their supervisor’s values them and supports them through 

making them a better person and also helping not only them 

but also their families. Employees want to feel that they are 

valued, supported, they also want to be secured and 

especially happy at work. It is not just for getting a stable 

job, but they want an organization and supervisor who will 

help them perform well at work, and feel that their 

contributions to the company are significant. 

 

5. Conclusion 
The results of the study proved that organizational support 

and supervisor support positively affect the work 

engagement of the business process outsourcing employees. 

These two aspects have a significant positive relationship 

with work engagement. Business process outsourcing 

employees in Metro Manila have high levels of perceived 

organizational support, perceived supervisor support and 

work engagement which is good for the business process 

outsourcing industry. Having a high level of perceived 

organizational among the business process outsourcing 

employees can potentially help the company to have more 

dedicated and engaged employees. The company will 

undoubtedly benefit from these engaged employees because 

they will be more productive and more dedicated to their 

work. Having a high level of perceived supervisor support 

among the business process outsourcing employees can help 

the employees be more engaged since they think and they 

feel that their supervisors support them and are willing to 

guide them all throughout their stay in the company. The 

organizations and the supervisors can do a lot more so that 

their employees will be more engaged like providing 

seminars, training, and activities or programs that can help 

the employees feel that they are being supported and valued 

by their organizations and their supervisors. 

 

6. Recommendations 
The researchers recommend that future researchers should 

not only focus in Metro Manila, but also explore the same 

study in different provinces to see if rurality and urbanity of 

a particular place affect the relationship of the variables. The 

researchers also suggest that future researchers can study the 

relationship of the variables in two specific generations and 

try to compare the results per generation. Studying the 

relationship of perceived organizational support and 

perceived supervisor support to work engagement among 

male and female among business process outsourcing 

employees can also be interesting. The researchers suggest 

that they can also compare the relationship of perceived 

organizational support and perceived supervisor support to 

work engagement among the single employees and the 

married ones. 
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