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ABSTRACT

Human Resource Outsourcing (HRO) has become popular in
business firms today as it is considered effective in reducing overhead
costs, gaining expertise from outside agencies, minimizing the regular
workload of HR staff and improving quality and efficiency of the
organization. Utilizing mixed method, this study aimed to examine
the views of Paulinian employees on the contribution of Human
Resource Outsourcing on the delivery of services as well as problems
and challenges encountered by the department. Participants involved
administrators, faculty members, support staff and maintenance
personnel. A validated questionnaire and interview were the
main data gathering tools. Data were treated using descriptive,
inferential statistical tools and thematic analysis. Results reveal that
participants perceived that Human Resource Outsourcing scheme in
hiring employees reduces operating expenses on manpower services;
frees employees from laborious duties; saves time for training and
development of employees; shares risk with human resource provider.
Among the perceived challenges in Human Resource Outsourcing were
as follows: employees do not share the vision of the school; employees
feel like an outsider from the organization; employees are dependent
on their agency; employees show lack of motivation. As an offshoot
of the study, it is recommended that St. Paul University Philippines
and the Management of the Human Resource Outsource Agency must
clarify terms and conditions that employees should adhere to attain
higher level of customer satisfaction.

Keywords: Human resource outsourcing, human resource, human
resource staffing, human resource management
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INTRODUCTION

Human resource outsourcing is one of the global trends in the
corporate world. It has become a pri@ B [Fla@ross all organizal® B & be
it private or public as well as medium and startup companies.

Before its intr iel the 1990s, outsourcing was not yet used
as a business strategy (Supply Chain Resource Cooperal B, 2006).
Companies before that @vanted to “own, manage, and directly
control” their resources. However, because of self
companies started outsourcing those tasks for which they had no
internal experts. Employing external suppliers for these tasks started
the need for outsourcing. As companies began to concentrate on some
cost-saving measures, outsourcing some services that are not directly
related to their business has become a trending strategy.

There are many del B B B & human resource outsourcing.
Recent studies del [ PBit as a process in which a company contracts
with a vendor/service provider and rents its skills, knowledge,
technology, service, and manpower for an agreed price and period to
perform Bvhich the clients no longer want to do. However,
HR managers around the world are I @n confused when it comes to
decision making on subscribing to outsourcing services. Researches
and surveys in the past do not provide Bt Bnd conclusive
evidences in the cost-eRl? B &ness of outsourcing services. Making
the right choice to make human resource Bt is a key
factor in sustaining a company’s compel? Fefadvantage and is one of
the most important tasks of successful management (Bajec, 2010).

A lot of literature stressed that human resource outsourcing
has its advantages and disadvantages. Usually, companies decide to
outsource some of their HR fo reduce cost, focus on their
core competencies, and to ensure quality service. However, some
companies are reluctant to outsourcing because they cannot ensure
loyaltyand dedical [ flom outsourced employeesand carrytheburden
of correl [ Phegall B public image in case of poor or unsal@ factory
outsource services. A study on outsourcing human resource revealed
that companies have the utmost sal? KUt on outsource services
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reduces the el [ &ness of human capital management (Mahmud et
al., 2012).

In late 2016, Prism HR surveyed human resource service provider
professionals about key business issues and trends (Pisarkiewicz,
2018). The result indicates that HR service providers including
Professional Employees Organizal B B (PEOs) and Administraf
Service Organizall [ HASOs) con B o grow and B Br more services
to streamline human resource for small and medium-sized
businesses (SMBs). In fact, human resource service providers reported
a 27% growth for 2016 (Pisarkiewicz, 2018).

One crucial study conducted was on the result of outsourcing.
The study revealed that the gaps were on lack of @ metrics for
outsourcing results evalual B Hack of research on the relaR
between outsourcing implemental & &nd Bl\@lue, and lack of
research on the outsourcing contract itself (Jiang, 2006). In
there were risks iden B Binfoutsourcing human resources (Kodwani,
2007). These include the following: business risk, spillover risk, a threat
to organizal@ Ral culture, loss of personal touch, giving up the right to
hir e etc.

According to SCRC (2006), there are no criteria to assess
elE B &ness of outsourcing versus in-house services. There are
benell @ &sociated with outsourcing most especially in reducing
operal@ B [Bclist. As concluded by Kodwani (2007), outsourcing human
resources must be “carefully evaluated and weighed against issues
such as control, stal@ B responsiveness, accountability, and, overall
costs.” In Sriwongwanna (2009) deduced that “organizal?
should (1) establish e @ & communicall B &cross all levels of the
organizal B [2) be aware of knowledge per @&lissues, especially
internal knowledge, provider knowledge, and knowledge transfer; and
(3) involve employees in the phases of the outsourcing HR process if
HRO is to be considered a successful strategy.”

St. Paul University Philippines (SPUP), an educal? B Binsk
subscribed to the outsourcing services for security and janitorial/
housekeeping. The security service has been outsourced since the
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operal@ B &f the University whereas the janitorial and housekeeping
services were outsourced in the early 2000s. For the past ten (10)
years, there have been changes in the service providers. Recently,
the service providers have been Blue Cavaliers for security services
and MEGA for food and janitorial services. As these two service
providers conl Bmployed their workforce to SPUP, there were
observal? [ Fas regards the delivery of their services. Consequently,
there is a need to assess their performance to help the University in
its future decision-making. P [Fthere is a need to look into the
pert & of Paulinian employees on human resource outsourcing.

Conceptual Framework

The model in Figure 1 presents the inputs, the processes that the
researchers went through, and the expected outputs of the study.

Input Process Output
Assessment of
PR Atd the PE atd
P2l @ B & Percepl B B B @ B
PR EIt&) Advantages and .
. Baseline Data
Percepl® Disadvantages,
™~ . »| Related to
Sa@ fa Aval, and their Level Outsource
and Problems on of Sal@ .
Services of SPUP
Human Resource and Problems
Oursourcing Encountered
(HRO) on Outsource
services

4 |

— — —| FEEDBACK |¢— — —

Figure 1. Paradigm of the study

As rel B &, the study considered the responses of the
B in the survey quesl @B B thedr percepl
on the advantages and disadvantages of outsource services, as inputs
of the study. Other inputs included were their sall fl f&aeE B én
the services B @red by the outsource personnel and the problems
they encountered regarding the services I Bred by the outsource
workforce.
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These inputs were subjected to analysis in order to come up with
a baseline data related to outsource services.

Statement of the Problem

This study aimed to determine the Paulinian employees’
pert &on human resource outsourcing. [ @lly, it sought to
answer the following quesf

1. What is the s’ percepl B Bn the advantages and
disadvantages of human resource outsourcing?

2. What is the &’ level of sall fl @n the services of
outsource service providers?

3. Is there a B &t B Berence on the s’ level of
sa@ fil @ the outsource services when grouped according to
work designal?

4. What are the problems encountered by the B on the
services of outsource manpower?

METHODOLOGY
Research Design

The mixed approach was used in the study ally
the descrip B research design. The quanf B approach was
used in assessing s’ sal f @k B &n the services of
outsource manpower. The qualital B approach was used in obtaining
the s’ percepl B &n the advantages and disadvantages of
human resource outsourcing as well as the problems they encountered
on outsource services.

Pz @8 of the Study
The study s include random samples of 150 employees

of SPUP of which the stall, faculty, maintenance, and administrators
were represented.
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Table 1
Participants of the Study
Designall Frequency Percentage
Administrator 20 13.33
Faculty 80 53.33
Stald 40 26.67
Maintenance 10 6.67
Total 150 100.00

Instrumental? [

An assessment tool was used to assess s’ sal fi
ra@ B Bn the services of outsource employees. The Focus Group
Discussion (FGD) guide was used in the conduct of FGD with the
ideni B BEcRister of s to elicit data on the problems they
have met regarding outsource services.

Data Gathering Procedure

Prior to data gathering, permission was sought from the VP
administral [ dhd VP academics for the conduct of the study. Informed
consent was secured from the [t prior to the administral?
of the survey tools. Four (4) clusters of FGDs were conducted. These
clustersinclude the following: Cluster 1: Stal? @luster 2: Faculty; Cluster
3: Maintenance; and Cluster 4: Administrators. Each cluster includes
eigh B @Who were selected fri? B.2

Data Analysis
The frequency and percentage were used to present s’

sal fal @ B Bn the HRO services. The means were further
interpreted using the following scale:

Arbitrary Scale Qualital @ DescripZ
3.25-4.00 Very Sall @
2.50-3.24 Sa B
1.75-2.49 DissalZ @
1.00-1.74 Very DissalZ &
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The Analysis of Variance(ANOVA) was used to test the hypothesis,
whose results are interpreted based on 0.05 level of dhce.
ShelZle f Briaparisons was used for pairwise comparison.

The qualital® @ data was analyzed and organized using themaf
analysis.

RESULTS AND DISCUSSION

PR EIte Percepl B ®f the Advantages and Disadvantages of
Human Resource Outsourcing

Perceived Advantages of Human Resource Outsourcing

The s’ views on the advantages of HRO are clustered
into four (4) main themes, namely, cost r& Ryjuality services,
reduced risks, and allached presl @&.

Cost RA

HRO reduces recruitment costs for the University. The University
informs the agency on the needed services and the task of &
and training the employees is lel@ b the agency. Through Human
Resource Outsourcing, Bnd resources for recruitment and training
are saved. The University saves the Bpent and other resources
needed for adve Bjdb vacancies, for interviewing job applicants
and training as the agency does this. In HRO, the needed
equipment, and technical e Rlafe provided by the agency. The
burden of monitoring the aRendance and work performance of the
HRO employees are given to the agency. The burden of cZ @nd
giving of salaries and other employee benel Blike paying the taxes of
the HRO employees are lell @ the agency.

This response is supported by ScB F(n.d.) as she menk
that “Outsourcing helps reduce the cost of maintaining non-revenue-
generall B Back? Bxpenses.” Blakeslee (2017) added that HR
outsourcing would help agencies to avoid expensive overhead and
sudden costs by sending tasks which call for added expenses to the HR
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outsour@ Britless.

This is further supported by Reddy (2018) who menE
that human resource outsourcing could save a lot of money
for the company both in terms of infrastructure and in terms
of maintaining a large employee pool. This also prevents the
company to hire @ople for various tasks which entail
more expenses.

Quality Services

With the HRO, the University can focus on its core
@BnZlinsk Having entrusted the maintenance
and security services to the agency, the University can focus more
on monitoring its in-house employees.

Outsource service providers handle service areas where
University’s in-house workforce lacks el TFhe outsource
employees have the el Rlifl the service areas which may
bring a beller quality of outputs. In this case, the quality of
maintenance and security services in the University is assured as
the outsource agency provides the workforce who possesses the
needed el

From the outsource employees, the University can scout
employees with good work performance who can be recruited as
in-house employees.

In the University may gain access to world-class
outsource providers which has established systems to ensure
quality assurance on their services. Outsource employees have
Peduipment and technical el Thus, the University
is assured of the quality of their services.

This is consistent with the claim of Jennings (2002) that

when a company subscribes to human resource outsourcing, it
can focus on its core business.
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Reduced Risk

In human resource management, the risk is indispensable.
In the case of HRO, potenl [rikks that may occur in the workplace
are both shared by the University and the outsource provider.
To reduce these probable risks, the outsource agency and
the University may plan together for eRlR riski B [l d#
strategies.

This B asserted by Lee (2017) as he men@ that
outsourcing HR services help reduce business risks. This is because
outsourcing Bhave HR professionals who keep themselves
abreast of the latest laws and services. In short, “outsourcing
HR services give agencies access to a pool of talent sthat has
knowledge about the latest changes in the market”(Lee, 2017).

Moreover, employee turnover troubles are minimized
since human resource providers have their way of ERVE)
the vacant eIfar employees who get absent or resigned.
Human resources have a pool of manpower services with
skills and el fhus, can easily provide replacements for
vacancies.

Human resource outsourcing helps reduce the risks faced
by employers when it comes to turnover (Blakeslee, 2017). In
human resource outsourcing even if one employee leaves, the
core ful @f the company will not B Ber since the HRO
the empl Drly.

Gives Presi B to the University

Subscribing to outsource manpower services is now the
common trend in the global business industry. Thus, the
partnership with HRO gives pres? @ to the university. Through
HRO, the University gains access to the world-class outsourced
provider. It gives the University a compel BEelledge as it has
access to employees with appropriate training for their assigned
tasks. Moreover, the best pr& @f an outsource provider may
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be unveiled by the University in its partnership with HRO.
Disadvantages of Human Resource Outsourcing

No Assurance of Loyalty and Commitment Among Outsource
Employees

The University is not assured of the loyalty and commitment
of outsource employees since these employees ascribed their
loyalty and commitment to the agency but not the University.
In Bince they consider themselves as outsiders to the
University, there is a tendency that outsource employees may
behave B Berently from what is expected of them as Paulinian
service providers.

The University’s idenB B @& culture may be aRlected by the
behavior of the outsource employees. The outsource provider
may recruit employees who do not @ Rvith the overall culture of
the University. The University, only accepts employees who are
Catholics which is not a requirement for HRO partner agency.

Conkl @ @ R BhaRlers which should be kept within the
University domain may have the risk of being exposed because
outsource employees somell B Elconsider that they are not part
of the system.

It is the image or reputal@ B f the University which is
tarnished not the agency’s when HRO employees manifested
untoward behavior or performed poorly in their assigned tasks.
Furthermore, the University carries the burden of 2 B ying
negal?l @ public opinion caused by the faulty or unsal factory
services of outsource personnel.

The University’s quality control may B Ber from that of the
outsource agency. While the University tries to maintain a high
level of performance to remain compel Reflif the outsource
personnel is not at par with them, it will aBlect the enl &
University as well.
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Tendency of Rell @ @source Personnelin Other Departments

If the services for a Bld@partment are outsourced,
this may lead to the possibility of outsource services of other
departments. This phenomenon may lead to the ri2 of in-
house manpower and increase in outsource manpower. In this
case, the University may lose its idenl

Agency’s Cost-Saving Measures

In any business, cost-saving is a part of the system. HRO as
a business enterprise has integrated cost-saving measures in
its processes. One of its cost-saving Bs is to reduce stal
thr@ @sk assignments.

An outsource provider may lack complete focus on the
University’s tasks if it caters to several organizald B Bt a
An HRO agency tends to compare the B Berent organizal B Bt
is serving. The level of loyalty and commitment of an outsource
agency may vary from one organizal? B @ the other and might be
a source of conl@

Legal Impediments

In any organizal? B @olicies and procedures are always in place
asthesedel [ dilleghl @ Riffthe workarea. Legal complianceisat
high risk if its outsource processes are not formally documented.

Outsourcing companies somef need to be privy to
conl B B Blifformal [ flich as payroll, and personal employee
informall @ BNhen internal services are outsourced, exposing
the company’s conl B B Biffformal B Eb outside elements is
highly probable.

Poor Choice of HRO Agencies

There are some cases that the University does not choose a
right partner for outsourcing which may result in delayed services
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and substandard outputs. Poor performance from the outsource
provider causes an overall negall B impact on the company as a
whole.

Too much Dependence on Agency

The University may become too dependent on the outsource
employees who may pose risks to the University for not being
able to operate successfully.

Discriminal Rlyees

The University cannot establish a good relal® EbBtween in-
house and outsourced employees. There is no security of tenure
for the outsourced employees. In cases when an agency ends its
service contract with the University, the agency terminates the
services of the employees who are displaced since there are no
available jobs for them.

Table 2
Participants’ Level of Satisfaction on the Janitorial Services
i Very . Very Descripl
PR B B EtR Dissall @ Dissal B @ Sal B & sad @ @ Mean Value
F 1 7 2
Maintenance 3.10 Satisfied
% 10.00 70.00 20.00
F 1 15 20 4
Staff 2.68 Satisfied
% 2.50 37.50 50.00 10.00
F 8 42 30
Faculty 3.28 Satisfied
% 10.00 52.50 37.50
F 10 9 1
Administrator 2.55 Satisfied
% 50.00 45.00 5.00
F 1 34 78 37
Total 3.05 Satisfied
% 0.70 22.70 52.00 24.70

As rel B &l in the table, the majority of the maintenance, staf,
and faculty expressed sal@ fil @n the HRO janitorial services.
However, for the administrators, half of them are dissal@ B & @With
the work performance of the outsource employees for the janitorial
services. 77
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In general, the s are sall @ B Rvith the janitorial
outsource services. This implies that they are sal Bl B ®ith the
cleanliness of the classrooms, corridors, fdoms, University
Befd up, lawns, and comfort rooms.

Table 3
Participants’ Level of Satisfaction on the Food Services
i Very . Very Descripl
PR B B BtR Dissal @ Dissall B @ Sal B & sad @ @ Mean Value
F 7 3
Maintenance 3.30 Satisfied
% 70.00 30.00
F 1 5 29 5
Staff 2.95 Satisfied
% 2.50 12.50 72.50 12.50
F 6 23 46 5
Faculty 2.63 Satisfied
% 7.50 28.80 57.50 6.20
F 1 3 15 1
Administrator 2.80 Satisfied
% 5.00 15.00 75.00 5.00
F 8 31 97 14
Total 2.78 Satisfied
% 5.30 20.70 64.70 9.30

The performance of the food outsource services was rated as
sal factory by the @ Berent groups of . This indicates that
the s are sal B @ @With the services in the main canteen
and the auxiliary canteens. They also expressed sal f#l @n the
food products, menus served, and the cleanliness of the canteen
utensils and tables. The food services during special occasions are also
sal factory.

Table 4
Participants’ Level of Satisfaction on the Security Services
PR [t Dissal & Sa? @ Very Sal @ @ Mean Descrip® @& Value

F 7 3

Maintenance 3.30 Satisfied
% 70.00 30.00
F 7 27 6

Staff 2.98 Satisfied
% 17.50 67.50 15.00
F 9 51 20

Faculty 3.14 Satisfied
% 11.20 63.80 25.00

(table continues)
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Table 4 (continued)

F 5 13 2
Administrator 2.85 Satisfied
% 25.00 65.00 10.00
F 21 98 31
Total 3.07 Satisfied
% 14.00 65.30 20.70

The s are sall @ B With the security services of the
outsource agency. Their sal 2 @h the security services is traced
to their strict implemental [ of the security policies in the University.

Table 5
Participants’ Level of Satisfaction on the Information Services

Very Very Descrip

PR B B BItR Dissad @ & Dissall @ B Sal @ @ Sad B @ Mean Value
F 7 3
Maintenance 3.30 Satisfied
% 70.00 30.00
F 1 7 29 3
Staff 2.85 Satisfied
% 2.50 17.50 72.50 7.50
F 3 15 52 10
Faculty 2.86 Satisfied
% 3.80 18.80 65.00 12.50
F 2 3 15
Administrator 2.65 Satisfied
% 10.00 15.00 75.00
F 6 25 103 16
Total 2.92 Satisfied
% 4.00 16.70 68.70 10.70

The outsource informall @ Bervices of the University are rated
sal factory by the Bs. This implies that the University
informall & §stem is w&lell through the outsource services.

Table 6
Mean and Qualitative Description of the Participants’ Level of
Satisfaction on the Services of HRO

Outsourced Services Mean Qualital @ Descrip [
Janitorial Services 3.05 Sa@ @
Security Services 3.07 Sak &
Food Services 2.78 Sak @
Informal@ @ BFstem Services 2.86 Sal B
Overall mean 294 Sad @ @
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In general, the s expressed sall fil Bn the
outsource services of the University. Noteworthy is the highest raf
on the security outsource services. The safety and security of the
University is al B Bed to the sall factory performance of the security
services. Although rated as sal@ factory, the canteen services got the
lowest among the service areas.

Table 7

F-test Results on the Significant Difference on Participants’ Perception
on the Level of Satisfaction of the Outsource Services when Grouped
According to Designations

Designatd @ N Mean F Probability Decision at

ralo Value 0.05 level
Maintenance 10 3.05
Stal 40 3.09
Faculty 80 278 3.90 0.01 @End
Administrator 20  2.89
Total 150 2.94

As shown in the F-test result, there is a &ht B Rerence
on the level of sal f#l af the @ Rerent groups of s of
the outsource services in the University. As shown, the ral@ B @®f the
maintenance personnel and stall Ere a@htly higher than the
faculty.

Problems Encountered by the P& Elt§lon HRO Services

Among the problems encountered by the B on the
outsource services are as follows:

1. The outsource employees show lack of BaR B m performing

Based on the interview with the s, the outsource
employees are not Pated to work because they are not well-

compensated. There is even a delay on the release of salary.
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Outsource employees are not consistent with their work
performance.

The outsource employees have beller work performance
especially when the supervisor is around, however, in the absence
of the supervisor, they tend to mellow in their performance.

Outsourced employees do not share with the vision of the
University.

The outsource employees do not exemplify the values, vision,
and mission of the University as rel & @

Outsource employees feel like outsiders of the University.

The outsource employees felt detached from the University
since they are under the supervision of their own agency.

There is a lack of regular supervision.

There is a lack of regular supervision from the agency. The
agency recruits a supervisor from among the outsource employees
to monitor the work of the outsource personnel. The head of the
agency is not visible, hence, does not know the work cond® & [Fofl
its employees.

Outsource employees lack proper trd Pagkd?

Some of the outsource employees have no special training on
their Ptd8ks. Employees need no training on indoor and
outdoor maintenance since sweeping and cleaning are common
household chores which are expected to have been acquired by
them. The employees are young and have not enough experience
on maintenance work.

CONCLUSION

Human resource outsourcing is considered one of the best
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pri Bf the University when its @re performed el @ Eltlid
and e@R [ @aly. Otherwise, it will not bring &ht impact on the
University. The sal@ factory performance of the outsource personnel
indicates the el & the agency. In any work area, there are
always areas of dissal f#l &né&ly needs to look into.

Reduced costs alone should not be the only driving factor
for outsourcing. The company has to study the advantages and
disadvantages that go along with it.

RECOMMENDATIONS

Based on the Bldf the study, the following are hereby
recommended:

The administrators may consider reviewing the disadvantages of
human resource outsourcing as bases in formulall & g#licies to reduce
if not to prevent the negal@ B impact it may bring to both internal and
external customers of the University.

The administrators may be extremely cfl Rlin making a
choice on prf outsource provider to ensure higher customer
sa@ fil

The Service Level Agreement (SLA) between the two Bhay
be clearly laid out to ensure that there is no ambiguity on the level of
quality required for the serf érel.

The administrators may regularly monitor and evaluate the
performance of the outsource employees.

The administrators may sustain its pri2 @n the conduct of
mentoring &nfl seminars on customer service to outsource
employees to perform belI

The in-house employees may reach out to the outsource
employees to let them feel that they are #ht members of the
Paulinian community.
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The outsource employees may have an open communical@ 2 [ehe
with the administrators.
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