
Vol. 75/2025
A New Decade for Social Changes

www
.tec
hniu
msc
ienc
e.co
m



 

 

 

 

 

 

Occupational Stress and Coping Mechanisms of Inbound Call 

Center Agents of a Business Process Outsourcing (BPO) in the 

Philippines 

Isabel Moral1*, Chris Feli Joy P. Tajonera2, and Dennis V. Madrigal3 

1,2,3University of Negros Occidental-Recoletos, Bacolod City, Philippines 

*Corresponding author:isabelmoral0725@gmail.com 

Abstract. This study examined the levels of occupational stress and coping mechanisms among 

132 inbound call center agents of a Business Process Outsourcing (BPO) in the Philippines using 

a quantitative descriptive-correlational design. The findings revealed that agents experience a 

moderate level of stress, with workload identified as the primary stressor. Despite this, agents 

demonstrated a high capacity for coping, primarily using problem-solving strategies. While 

demographic variables like age, marital status, and tenure did not significantly influence stress 

levels, sex was found to be a factor in coping, with female agents reporting a greater use of 

coping strategies. These results suggest a need for tailored, gender-sensitive wellness programs 

that promote resilience through problem-solving and positive emotional regulation. This research 

contributes to the academic understanding of stress in the Southeast Asian service industry and 

offers practical insights for developing evidence-based mental health programs.  
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1.0. Introduction 

Occupational stress is a significant global issue that severely impacts the well-being 

and job performance of call center representatives. This stress stems from factors like heavy 

workloads, extensive technology use, and the demanding nature of customer interactions, which 

directly affect agents' mental health and performance [1]. High stress levels are also linked to 

various work-related illnesses, highlighting the detrimental effects on an agent's overall health 

and job status. In response to these pressures, particularly inbound agents develop coping 

mechanisms, which are specific behaviors used to manage stress. However, these mechanisms 

can sometimes be counterproductive, leading to emotional outbursts, exhaustion, and reduced 

commitment to the organization [2]. 

Understanding and utilizing effective coping mechanisms are crucial for managing 

stress in the demanding call center environment. Coping mechanisms range from adaptive 

strategies, like taking naps and stretching, to maladaptive ones, such as using stimulants [3]. 

Research indicates a strong link between coping styles and burnout: adaptive coping is 

associated with lower burnout levels, while maladaptive coping increases the risk of burnout. 
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Therefore, promoting adaptive coping strategies is essential for reducing burnout among 

inbound call center agents [4, 5]. 

In the Philippines, inbound call center agents face unique stressors, including a heavy 

workload, emotional exhaustion, and difficult customer interactions. Local research shows that 

factors like resilience, income stability, and even access to urban green spaces can influence 

stress levels [6, 7]. Coping mechanisms are particularly vital for younger, single agents or those 

in leadership roles who may be more susceptible to burnout [8]. Strengthening adaptive coping 

strategies is key to managing emotional stress and preserving the well-being of agents in this 

high-pressure industry [9]. 

Filipino BPO agents encounter distinct stressors related to their work culture, such as 

demanding schedules, working on holidays, and missing important personal and family events. 

Interpersonal conflicts with supervisors and colleagues, along with negative office politics, also 

contribute to the pressure. To cope, agents develop various strategies, including prioritizing 

financial security, maintaining a positive outlook, and building resilience. They also engage in 

leisure activities like playing video games or cooking, acquire new skills, and seek support from 

colleagues and partners. 

This study addresses a gap in existing literature by focusing specifically on the 

occupational stress and coping mechanisms of inbound BPO employees in Metro Manila. While 

previous research has identified general stressors and the benefits of resilience, it often failed 

to differentiate between specific roles or analyze coping strategies in detail [6, 9, 7]. Our 

research aims to provide a more nuanced understanding by assessing stress levels and providing 

a detailed analysis of coping strategies, classifying them into specific categories like problem-

solving, religiosity, and emotional release. 

Hence, this study assessed the extent of occupational stress and the specific coping 

mechanisms employed by inbound call center agents of a BPO in the Philippines during the 

year 2024. The findings from this research will serve as the foundation for a proposed wellness 

plan designed to meet the specific needs of inbound call center agents. The study sought to 

answer whether there is a significant relationship between agents' demographics (age, sex, civil 

status, and length of service) and their levels of occupational stress and coping mechanisms. 

 

2.0. Framework of the Study 

This paper examines how demographic factors like age, sex, civil status, and length of 

service influence occupational stress and coping mechanisms among inbound Business Process 

Outsourcing (BPO) call center agents. The core idea is that an agent's personal characteristics 

affect their stress levels and their ability to handle job demands. It's assumed that individuals 

who are more experienced, educated, or have strong social support are more resilient, while 

younger, less experienced, or isolated agents might struggle more. Understanding these 

connections is vital for BPO companies to create specific interventions like training programs, 

support systems, and well-being initiatives that address the unique needs of their workforce, 

ultimately enhancing employee resilience and job satisfaction.This study is grounded in two 

key theories.  

First, the Job Demand-Control (JDC) Model [10] suggests that high job demands 

combined with little job autonomy lead to significant stress. An agent's sense of control over 

their job is often shaped by their demographics, such as age and experience. For example, 

experienced agents might feel more in control due to their expertise, which can lower stress. In 

contrast, new agents facing the same high demands might feel overwhelmed and lack the coping 

skills needed to manage stress effectively. 
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Second, the Conservation of Resources (COR) Theory [11] further explains how 

demographics like age, sex, and social support affect stress and coping. This theory states that 

stress happens when people feel their personal resources—like emotional energy, time, or social 

support—are threatened or lost. An agent's civil status, for instance, can affect the availability 

of support networks. Individuals with stronger family support may experience less emotional 

exhaustion and use better coping strategies. 

In this study, coping mechanisms are viewed as a key component of resilience, which 

is critical for managing the varied stressors in call center work, from difficult client calls to 

administrative pressures. Although call center agents often get thorough operational training, 

there's a notable absence of programs dedicated to mental health and building better coping 

skills. Therefore, promoting these coping mechanisms is essential for improving employee 

well-being and performance. 

 

3.0. Methods 

This study employed a quantitative descriptive-correlational research design to 

systematically investigate occupational stress and coping mechanisms among inbound call 

center agents. The descriptive component aimed to define the prevalence and distribution of 

stress and coping strategies, providing a comprehensive overview of the key workplace 

stressors and coping techniques. The correlational component sought to determine the strength 

and direction of associations between occupational stress and coping mechanisms, as well as 

the relationships between these variables and demographic factors, such as age, gender, marital 

status, and tenure. This design allowed for the examination of these relationships without direct 

intervention. 

The study's respondents were 132 inbound call center agents from business process 

outsourcing companies located in Quezon City, Philippines. A stratified random sampling 

technique was utilized to select the participants, ensuring a representative sample of the target 

population. 

 

 
 

Two primary instruments were used to collect data. The Occupational Stress Scale 

[12] was used to measure occupational stress. This standardized questionnaire assesses five key 

dimensions: responsibility pressure, quality concerns, role conflict, job versus non-job conflict, 

and workload. Respondents rated each item on a five-point Likert scale (0-4). The reliability of 

this instrument was ensured through a pilot test on at least 30 non-participating BPO employees, 

with internal consistency measured using Cronbach's Alpha. To assess coping mechanisms, the 

study utilized the Filipino Coping Mechanisms Scale [13]. This 37-item questionnaire uses a 

four-point Likert scale (1 = Never/Hindi to 4 = Often/Madalas) to determine the frequency with 

which individuals employ specific coping methods. 

Prior to data collection, permission was secured from the call center manager, and 

participants were briefed on the study’s nature and purpose. Informed consent was obtained 

before digital questionnaires were distributed via email. Once collected, the data was tabulated 
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and analyzed using appropriate statistical techniques. Descriptive statistics, including mean, 

standard deviation, frequency, and percentage distribution, were used to determine the extent 

of occupational stress and coping. Correlational analysis, specifically the Spearman rank-order 

correlation, was employed to examine the relationships between occupational stress, coping, 

and demographic variables. The findings will be shared with the management. 

The study adhered to the ethical guidelines of the Philippine Health Research Ethics 

Board (PHREB), following the principles of respect for persons, beneficence, and justice. All 

participants were provided with comprehensive information about the study, and their 

participation was voluntary. Confidentiality and anonymity were maintained throughout the 

research process. 

 

4.0. Results and Discussion 

Profile of the Respondents 

Based on the data presented in Table 2, the inbound call center agents in Metro Manila 

BPOs exhibit a diverse demographic profile. The workforce is almost evenly split between two 

age groups: agents who are 25 years old and younger (50.8%, n=67) and those who are 26 years 

old and older (49.2%, n=65). The majority of agents are female (59.8%, n=79) and single 

(71.2%, n=94), which could suggest a younger workforce still establishing their careers. A 

significant 88.6% (n=117) of the respondents have worked in the industry for over two years, 

indicating strong employee retention. 

The demographic findings suggest important considerations for occupational stress 

and coping mechanisms among the agents. The age diversity may mean that stress and coping 

strategies vary across different life stages, with younger agents possibly facing stressors related 

to career development, while older agents may be balancing work with other life commitments. 

The high percentage of female employees suggests a need for gender-specific stress 

management programs, as some studies indicate differences in how genders cope with 

workplace stress [14]. Lastly, the high retention rate among experienced agents might imply 

they have developed effective coping strategies over time, though it could also mean they have 

been exposed to prolonged stress, highlighting the need for robust support systems. 

 

 

172

Technium Social Sciences Journal
Vol. 75, 169-178, September, 2025

ISSN: 2668-7798
www.techniumscience.com

https://techniumscience.com/index.php/socialsciences/index
https://techniumscience.com/index.php/socialsciences/index


 

 

 

 

 

 

Extent of Occupational Stress of Inbound Call Center Agents 

Inbound call center agents in Metro Manila face a moderate level of occupational 

stress, with a mean score of 1.66 (SD=0.99). The most significant stressor identified was 

workload (M=2.10, SD=1.11), followed by job versus non-job conflict, responsibility pressure, 

and role conflict. Quality concerns were the least reported source of stress (M=1.47, SD=1.09). 

Stress levels were found to be higher among specific demographics: married agents (M=1.81, 

SD=0.97), those with less than two years of service (M=1.67, SD=1.03), and female agents 

(M=1.69, SD=0.98), while younger agents reported the lowest overall stress (M=1.50, 

SD=0.98). 

These findings are consistent with existing research, which highlights workload as a 

primary stressor for call center agents due to back-to-back calls and performance monitoring 

[1, 15, 17]. The study also underscores the role of work-life balance and role conflict in 

contributing to stress, particularly for married agents and those with longer tenure. However, 

while workload is a significant factor, structured protocols and coaching in BPO operations [16] 

appear to mitigate stress from responsibility pressure and quality concerns. The study's 

demographic findings align with previous researches [17, 8] who also found that age, gender, 

marital status, and tenure influence how individuals perceive and manage stress. Addressing 

these moderate stress levels is crucial to prevent escalation into more severe issues like burnout, 

absenteeism, and high attrition rates [18]. 
 

 
 

Extent of Coping Mechanisms of Inbound Call Center Agents 

Inbound call center agents in Metro Manila predominantly use proactive and 

constructive coping mechanisms to manage job-related stress, such as problem-solving, 

cognitive reappraisal, and engaging in relaxation/recreation (M = 2.89, SD = 0.42). They utilize 

these strategies to a "great" extent, suggesting a healthy and adaptive approach to their work 

environment. Conversely, less constructive methods like substance use (M = 1.48), overactivity 

(M = 2.24), and emotional release (M = 2.40) are rarely employed. Interestingly, demographic 

factors like being female, single, or having a shorter service tenure correlate with more frequent 

use of these coping strategies. 

The strong reliance on problem-solving aligns with Lazarus and Folkman's 

transactional model of stress[ 19], which highlights directly confronting a stressor. This finding 

is further supported previous research [20], which emphasizes how proactive coping strategies 

can enhance control in high-pressure roles. Similarly, the frequent use of cognitive reappraisal 

demonstrates a healthy way of managing emotions by reframing difficult interactions for 
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personal growth, a practice [4, 7]. Spirituality is another crucial coping mechanism, serving as 

a buffer against stress and a means of disengaging from work demands [21]. The prevalence of 

these constructive strategies suggests that agents prioritize their professional well-being and 

seek to manage stress in a healthy way. 

Social support is also a vital coping mechanism for call center agents, as they believe 

it reduces stress by fostering a sense of understanding and connection [22]. This is reinforced 

by the strong family ties prevalent in Filipino culture [23], which encourages agents to seek 

guidance and emotional closeness from family members. Demographic factors also play a role, 

as younger, less experienced, and single agents tend to favor adaptive mechanisms like social 

support and religious coping, highlighting the importance of both external and internal 

resources for managing daily stressors [21, 24, 25, 26]. 
 

 
 

Relationship between the demographics and the occupational stress of inbound call 

center agents  

Based on statistical analysis, there's no significant relationship between selected 

demographic characteristics and occupational stress among inbound call center agents in Metro 

Manila. The study found that variables such as age, sex, length of service, and civil status all 

had p-values greater than 0.05, meaning they don't significantly influence the level of stress 
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experienced by agents. This indicates that an agent's personal background doesn't determine 

how they cope with job-related stress, suggesting that other, non-demographic factors are at 

play. 

The findings align with the Job Demands-Resources (JD-R) model and other research, 

which posits that occupational stress in this field is primarily driven by organizational demands 

rather than individual characteristics. Specifically, factors like responsibility pressure, quality 

concerns, workload, and repetitive tasks are the main contributors to stress [15, 1]. This suggests 

that stress is a widespread experience within the BPO environment, largely stemming from the 

nature of the work itself and the institutional structures in place, such as quotas and limited 

recovery time, rather than an agent's personal attributes. 

 

 
 

Relationship between the demographics and the coping mechanisms of inbound 

call center agents  

Based on the statistical analysis, there is a significant relationship between an inbound 

call center agent's sex and their chosen coping mechanisms (r_s(130)=0.178,p=0.041). This 

suggests that men and women may cope with occupational stress differently. All other 

demographic variables—age (r_s(130)=0.037,p=0.673), length of service 

(r_s(130)=0.093,p=0.287), and civil status (r_s(130)=0.087,p=0.320)—did not show a 

significant relationship with coping mechanisms. This finding indicates that, aside from sex, 

these demographic factors are not primary determinants of how an agent copes with stress. 

This observation suggests that while gender plays a role in coping strategies, other 

demographic factors like age, tenure, and marital status have no significant influence. This 

could be because the standardized corporate wellness and stress management programs offered 

by call center companies provide a consistent set of coping resources to all employees, 

regardless of their personal background. This aligns with Conservation of Resources Theory 

[11], which posits that a uniform supply of resources can help neutralize individual differences 

in coping abilities. The finding also supports that BPO employees are exposed to similar 

resources, leading to more consistent coping behaviors across these groups [17]. 
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Overall, demographic factors like age, marital status, and length of service did not 

significantly correlate with the coping mechanisms of inbound BPO agents; only sex showed a 

significant correlation. The moderate stress levels observed align with the Job Demand-Control 

(JDC) Model  [10], suggesting stress is more influenced by workplace factors—such as 

workload, shift schedules, and customer demands—rather than personal demographics. Agents 

demonstrated strong psychological resilience, with female agents reporting more frequent use 

of coping mechanisms than their male counterparts. Consequently, BPO organizations should 

implement gender-sensitive stress management interventions and wellness programs that focus 

on enhancing problem-solving, recreation, and emotional regulation to build workforce 

resilience. 

 

5.0. Conclusion 

This study found that inbound call center agents experience a moderate level of 

occupational stress, with workload being the primary stressor due to demanding performance 

metrics. While agents have effectively internalized procedures, making quality concerns the 

least stressful factor, the high workload often leads to physical fatigue. Agents show a proactive 

and high overall capacity for coping, primarily through problem-solving. Less common coping 

methods include overactivity and emotional release, with substance use being the least 

preferred. Interestingly, while demographic factors like age, civil status, and tenure didn't 

significantly impact stress levels, female agents displayed a slightly stronger use of coping 

mechanisms, possibly due to a greater inclination to express emotions and seek support. These 

insights highlight the need for management to focus on mitigating workload pressures to 

improve employee well-being. 

 

6.0. Limitations of the Findings 

This study, a quantitative cross-sectional analysis, examined only inbound call center 

agents in Metro Manila's BPO companies, omitting those in outbound or blended roles. It was 

further limited by the exclusive focus on demographic data such as age, sex, civil status, and 

length of service, and didn't account for company-specific wellness policies. Consequently, it 

couldn't explore the qualitative experiences of agents regarding occupational stress and coping 

and was unable to determine causal relationships. 

 

7.0. Practical Value of the Paper 

This research provides key insights into occupational stress and coping mechanisms in 

the Philippine business process outsourcing industry. The findings can help human resources 

departments, wellness coordinators, and mental health professionals create evidence-based 

programs that build employee resilience and reduce burnout. Ultimately, the study underscores 

the need for preventive mental health care in high-pressure work settings, advocating for the 

integration of coping-skills training into employee development. It also offers empirical data to 

the academic discourse on occupational stress within Southeast Asian service industries. 

 

8.0. Directions for Future Research 

Future research should use qualitative methods to explore the lived experiences of call 

center agents and longitudinal studies to track stress and coping over time. Expanding the 

demographic scope to include educational background, income level, and job position will 

provide a more comprehensive picture. Additionally, exploring the effectiveness of 
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interventions like mindfulness training, peer support, or hybrid work models in reducing 

occupational stress is crucial. 

 

9.0. Declaration of Conflict of Interest 

No potential conflicts of interest relating to the research, writing, or publishing of this 

work were disclosed by the authors. 

 

 

10.0 References 

[1] Chaudhary, S., Nasir, N., ur Rahman, S., & Sheikh, S. M. (2023). Impact of work load and 

stress in call center employees: evidence from call center employees. Pakistan 

Journal of Humanities and Social Sciences, 11(1), 160-171. 

[2] Harry, N. (2022). Socio-demographic characteristics as predictors of psychosocial 

resources of call centre agents. Journal of Psychology in Africa, 32, 159 - 165 

[3] Omagbemi, A.S., & Onyinye, E.U. (2020). Perception, Health-related Quality Of Life 

Measures and Coping Mechanisms among Call Center Employees: A Case Study of 

Access Bank, Nigeria. International Journal of Health Sciences and Research, 10, 296-

303. 

[4] Kacmaz, M., Ferri, J., & Gomez, S. (2023). Cognitive reappraisal as a coping mechanism 

for emotional labor in call centers: Exploring its impact on burnout and work 

performance. Journal of Organizational Behavior, 44(5), 459-475. 

https://doi.org/10.1002/job.2716 

[6] Villanueva, C. P., Labao, R. B. J., Tran, K. R. A. G., Gonzalez, N. R. B., Luna, J. M., 

Ochava, K. M. R., & Capio, C. M. (2023). Resilience and green spaces: Association with 

stress among contact centre workers in the Philippines. Health Promotion Journal 

of Australia, 34(4), 923-931. 

[7] Jabutay, M., Yu, G., & Mercado, D. (2022). Stress and coping mechanisms among Filipino 

call center agents: Implications for work-related stress management. Journal of 

Applied Psychology and Social Sciences, 5(1), 45-62. 

[8] Charoensukmongkol, P., & Puyod, J.V. (2020). Mindfulness and emotional exhaustion in 

call center agents in the Philippines: moderating roles of work and personal 

characteristics. The Journal of General Psychology, 1-25 

[9] Wamea, Y. & Nompo, R. S. (2024). The Effectiveness of Adaptive Coping Mechanisms for 

Work Stress: A Meta-Analysis . Open Access Indonesian Journal of Medical 

Reviews, 4(3), 634-644. https://doi.org/10.37275/oaijmr.v4i3.591 

[10] Karasek, R.A., & Theorell, T. (1990). Healthy Work : Stress, Productivity, and the 

Reconstruction of Working Life. 

[11] Hobfoll S. E. (1989). Conservation of resources. A new attempt at conceptualizing 

stress. The American psychologist, 44(3), 513–524. https://doi.org/10.1037//0003- 

066x.44.3.513 

[12] House, J. S., Wells, J. A., Landerman, L. R., McMichael, A. J., & Kaplan, B. H. (1979). 

Occupational Stress and Health among Factory Workers. Journal of Health and 

Social Behavior, 20(2), 139–160. https://doi.org/10.2307/2136435 

[13] Rilveria, J. R. C. (2018). The development of the Filipino coping strategies scale. Asia-

Pacific Social Science Review, 18(1), 9. 

177

Technium Social Sciences Journal
Vol. 75, 169-178, September, 2025

ISSN: 2668-7798
www.techniumscience.com

https://doi.org/10.2307/2136435
https://techniumscience.com/index.php/socialsciences/index
https://techniumscience.com/index.php/socialsciences/index


 

 

 

 

 

 

[14] Ersen, M., Çınar, Ç., & Söylemez, K. C. (2024). Demographic Dynamics in Organizational 

Stress and Coping Stress Perceptions: A Comprehensive 

Analysis. Fiscaoeconomia, 8(1), 189-221. https://doi.org/10.25295/fsecon.1345386 

[15] Espiritu, J., & De Guzman, C. (2021). Stress and coping mechanisms of call center agents 

in the Philippines. Journal of Psychology and Mental Health, 13(2), 88–101. 

[16] Respino, Frel Joy & Mabulay, Emmanuel Paciano. (2023). Emotional Labor in Call Center: 

Unveiling the Psychological Strain on Agents A Journal Analysis presented as a final 

requirement for Social Psychology SOCP311. 

[17] Montalbo, A. F. (2016). The burnout level of call center agents in Metro Manila, 

Philippines. International Letters of Social and Humanistic Sciences, 70, 21-29. 

[18] Honorato, A. E. O., & de Oliveira, A. M. B. (2020). Measurement of the level of 

occupational stress perceived by telemarketing attendants in a contact 

center. Management in Analysis Journal, 9(3), 192-206.  

[19] Lazarus, R., & Folkman, S. (1985). Stress and coping. New York, 18(31), 34-42. 

[20] Santos, A. M., & Dela Cruz, M. P. (2021). The role of relaxation and recreation in reducing 

occupational stress among Filipino call center agents. Journal of Occupational 

Stress, 18(2), 122-130. https://doi.org/10.1016/j.jos.2021.02.008 

[21] De Guzman, A. S., & Reyes, M. S. (2019). The impact of religiosity on emotional well- 

being and job stress in the Philippine call center industry. Journal of Applied 

Psychology, 35(3), 56-64. https://doi.org/10.1037/apl0000367 

[22] Acoba, E. F. (2024). Social support and mental health: the mediating role of perceived 

stress. Frontiers in Psychology, 15, 1330720. 

[23] Andrada, A. B., & Doromal, A. C. (2024). Social Connectedness among Emerging Adults 

in a State University in Western Visayas. Technium Soc. Sci. J., 58, 142. 

[24] Tan, J. P. (2020). The effects of recreational activities on stress resilience among Filipino 

call center workers. Asian Journal of Applied Psychology, 8(3), 144-153. 

https://doi.org/10.3109/ajaap.2020.8.3.144 

[25] Tan, J. P. (2020). Spirituality and work-life balance: How religiosity aids Filipino call 

center agents in managing stress. Asian Journal of Social Sciences and Humanities, 9(1), 

72-81. https://doi.org/10.5678/ajssh.2020.9.1.72 

[26] Tan, J. P., & Garcia, L. C. (2020). The consequences of substance use in the workplace: A 

case study of Filipino call center agents. International Journal of Stress 

Management, 27(4), 245-255. https://doi.org/10.1037/str0000163 

178

Technium Social Sciences Journal
Vol. 75, 169-178, September, 2025

ISSN: 2668-7798
www.techniumscience.com

https://doi.org/10.25295/fsecon.1345386
https://techniumscience.com/index.php/socialsciences/index
https://techniumscience.com/index.php/socialsciences/index

