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Abstract

Business Process Outsourcing (BPO) companies often experiencerh@retuates, but employees tend to stay longer if there is
strong organizational commitment. Organizational citizenship\diets are believed to foster organizational commitment, and this
behavior is enhanced by workforce diversity and inclusion. nMestigate this relationship, this study gathered 273 BPO
professionals through an online call for respondents to answadtipeed instruments. The researchers used statistical tools such
as mean and standard deviation to measure workforce diversity ansldncind organizational citizenship behavior. Pearson
correlation coefficient and Multiple Linear Regression were used to meegdationship and influence among the variables. The
findings revealed that there were slightly-higkhigh levels of workforce diversity and inclusion, as well agritlicators, and a
moderate level of organizational citizenship behaviors. The $tunhd a significant relationship between workforce diversity an
inclusion, and organizational citizenship behaviors. Furthalysis suggests that workforce diversity and inclusion Bagmitly
influence organizational citizenship behaviors. Thus, BPO eniep are encouraged to foster workforce diversity and inclusio
to increase organizational citizenship behaviors, leadingt®horganizational commitment and employee retention.

Keywords: Workforce diversity; workforce inclusion; organizational citizenbhipaviors; business process outsourcing

1. Introduction

Recognizing and respecting employees’ perspectives and valuing their individuality may increase their trust
and genuine commitment to their workplace. These differences may stem from age, gemdedig@an or disability
and promoting these differences is an essential aspect of effective people managaesdtiiyAalance of a diverse
workforce will lead to more valuable ideas and innovations, which could help the company or dogeoizperform
its competitors. When original ideas are exchanged in a diverse atmosphere, emyibyeelsmore comfortable
sharing them with others. Through this, a company may stand out from those that still speak with only one voice.

In a study conducted by Whitfield (2022), diverse organizations see a 2.5 times greatfovegser
employee. Diverse management has also been found to produce a 19% increase inTeramoet of four job
seekers and workers favor diversified organizations, and they are 15% more liketgdadorm the sector's median
financial results. In addition, Wright (2021) stated that individuals' potential to innovate increases by 83% when they
feel valued and involved in organizations that value diversity. Some Asian nations appear tothegglithg with
the issue or to have only just started talking about workplace prejudice and discrimination. The ¢hadasrdfes
to workplace equality are historically, politically, and culturally based. For instaneatill debated whether women
are underrepresented in upper management and gender disparity inid&path Korea, giving "seniors" who are
older or have more experience more control than others are still a standard gefieticeconflicts are still very
prevalent in Malaysia (Wang, 2020). On the other hand, according to Hunt et al. (2020), businesiseadhaiewed
diversity and inclusion as strengths before the COVID-19 pandemic are likely to benefit &noanuise this time to
look for new opportunities to increase representation and inclusion in order to improve performangardanatianal
health.
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A recent survey conducted by JobStreet, as mentioned by Bernales (2022), revealea ttamadr percent
of Filipinos would decline work opportunities if their employers’ beliefs did not align with theirs. The findings of
JobStreet's Global Talent Survey also indicate that, in addition to competitive wage packagssclurs prioritize
inclusive and diverse work environments, emphasizing the significance of these two essential aspevesr, dohe
17% of corporations have SOGIE-inclusive policies, according to The Philippine LBGT Chanemaoferce's
Corporate SOGIE Diversity & Inclusiveness (CSDI) Index, which was created in 2018. Thertearises and
businesses, however, are still at 0% when it comes to offering an inclusive and diverse envimrati@mployees,
notably the LGBT population, as this number only includes businesses with foreign headquarters (Guillermo, 2022).

Because of better opportunities, there is a high influx of local migration, especiallyaimzed cities such
as Davao. However, discrimination pushes some to consider leaving for a job overseassulis the Red Flag
project, in collaboration with the Mindanao Business Council (MinBC), provides practical guidelinest agains
employees' discrimination based on their ethnic and religious background (Passion, 2017). Additomhadlia a
continues to struggle with a rise in cases brought on by the more contagious Delta variant of the wothseasge,
more international Business Process Outsourcing (BPO) companies operating in India airgpepaove their
operations to Davao City. BPO firms in Davao City have reported increased demaddifional workers (Carolina,
2021). However, little to no research on the Davao region's BPO workers regarding warighlesien and diversity.
For the longest time, BPO companies have struggled with high employee turnover rates. This is brought about by
several factors, such as the job's difficulty, erratic shifts, mainly in the gravapardiscontent with the compensation
and benefits. However, with the promise brought about by organizational citizenship behavioisgfdatersity
and inclusion will increase positive and constructive employee actions and behaviors, contributisgtiefgdtion.
This mitigates the high turnover rates in BPO companies locally and internationally. Hencegtiinsas the urgency
and novelty of this study.

1.1. Statement of the Problem

This study aims to determine the level of workforce diversity and inclusion and their influesrgan@ational
citizenship behaviors among Business Process Outsourcing Professionals in Davao CijafBarthe study aims
to address the following:

1. What is the level of workforce diversity among the among BPO professionals in Davao City infterms
1.1. Organizational Fairness
1.2. Organizational Inclusion

1.3. Personal Diversity Value
1.4. Personal Comfort with Diversity
2. What is the level of workforce inclusion among the among BPO professionals in Davao City in terms of
2.1 Decision-Making Process
2.2, Information Networks
2.3. Participation/Involvement

3. What is the level of organizational citizenship behavior among the BPO professionals inTigvas
measured through the Organizational Citizenship Behavior Checklist?

4. Is there a significant relationship between the indicators of the predictors of workplace diversity and
inclusion, and the outcome variable organizational citizenship behavior among BPO professionals in Davao
City?

5. Is there a combined significant influence between workforce diversity and inclusion, and organizational
citizenship behavior among BPO professionals in Davao City?

1.2. Hypotheses
The following were tested at 0.05 level of significance:
Hol: There is no significant relationship between the indicators of the predictors of
workplace diversity and inclusion, and the outcome variable organizational citizenship behavior among BPO

professionals in Davao City.

Ho2: There is no combined significant influence between workforce diversity and
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inclusion, and organizational citizenship behaviors among BPO professionals in Davao City.
1.3. Theoretical Framework

Organizational citizenship behavior (OCB) refers to positive and constructive actions oyeespthat are
not part of their formal job description and are not rewarded by the formal reward system.ofpeth@anned
behavior (TPB) can better explain OCB, which includes three types of beliefs: behbelms, normative beliefs,
and control beliefs. These beliefs guide an individual's attitude and behavior. Bdhaeliefa bridge the behavior
of interest to expected outcomes and experiences, normative beliefs account for perceivedhbekpeaations of
important referent individuals or groups, and control beliefs refer to perceived factomnhahainfluence a
performance towards the target behavior. TPB has been found to predict an individual's behtemi@hs and
behavior itself. Furthermore, attitudes towards diversity and inclusion cover salient points inrilegefactors that
facilitate planned behavior towards OCB. (Armitage et al., 2001; Hammer et al., 2018; 2028).

1.4. Conceptual Framework

Predictors Outcome

Workforce Diversity
+ QOrganizational Fairness
* Organizational Inclusion
+ Personal Diversity Value
* Personal Comfort with
Diversity

Organizational Citizenship
Behaviors

Workforce inclusion
¢ Decision-Making Process
« Information Netwaorks
¢ Participation/Involvement

Fig 1. Conceptual Framework of the Study

The figure shows the predicted relationship between the predictor variables and the outcome variable in the study.
it is theorized that workforce diversity, with its indicators: organizational fairness, organaaticlusion, personal
diversity value, personal comfort with diversity; and workforce inclusion and its indicators: workgroampization,
supervisor, higher management, and social/informational would significantly influence organizational citizenship
behaviors among BPO Professionals.

2. Review of Related Literature

Organizational Fairness. Organizational justice and its impact on job satisfaction have been the focus of various
studies in organizational psychology. Several studies have explored the relationship betweenrdaeagigment,
perceived organizational fairness, and workers' job satisfaction. Others have investigaiadebgans between job
satisfaction and employees' perceptions of organizational justice, which consistsilofitilistr procedural, and
interactional justice. The studies have shown that justice within the workplace is a piterdquisccupational
happiness, and organizational fairness has a significant positive relationship with job satisfactewerHbe impact
of different components of organizational justice on job satisfaction varies. Proceduralgndtingeractional justice
exhibit a positive link with job satisfaction, while distributive justice does not. The stuldiessaggest that
organizational structure and design should be considered when assessing organizationalAdditiesslly, a
principal's experience plays a crucial role in delivering better performance and upholdingnpseloeols, and
organizational justice and psychological contract influence organizational commitment among employees. (Choi &
Rainey, 2013; Fujishiro, 200%-Zu'bi, 2010; Nojani et al., 2012; Schminke et al., 2000; Sia & Tan, 2016; Tepace,
2021; Guevarra, 2020; Pateno, 2016).
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Organizational Inclusion. Workplace inclusion is a crucial factor in creating a productive and positive work
environment. Inclusion refers to removing barriers to employee involvement and contribution, anmd) @eati
supportive leadership style that encourages workers to voice their opinions and takes their input intattamsider
Employers are recognizing the importance of creating inclusive organizational environments, as evidenced by a
CNBC/SurveyMonkey Workforce Survey in which nearly 80% of workers desired tofaodn organization that
valued diversity, equity, and inclusion. Studies have found that workplace inclusion can be improved by leaders who
enhance sentiments of inclusion through positive exchanges with members and by cultivating a culture of responsible
leadership that fosters an atmosphere of respect, equality, and sameness in the workpkgptaceMan and
meaningful employment are also positively impacted by organizational inclusiveness. Additionally, structural
equation modeling has shown that organizational inclusiveness, human resource policies, and trusthip leaders
positively impact organizational commitment. While workplace inclusion is gaining recognition, some countries still
have a long way to go, such as the Philippines where only 17% of companies have SOGIE-ipalicges and only
57% of persons with disabilities are employed (Shore et al., 2011; Miller, 1998; Rol28@6nBasu Mallick, 2020;
Caminiti, 2021; Sabharwal et al., 2014; Perales et al., 2021; Brimhall et al., 2013; Mous&k&a?@ha9; Mousa et
al., 2021; Ligans et al., 2019; Bush, 2021; Philippine Business Coalition for Women Empowerment, 202@), Ber
2020).

Personal Diversity Value. A diverse workplace can have its difficulties, but its advantages outweigh them. Having
a diverse workforce can lead to higher performance in creative jobs, wider pool of rpplacad a variety of
perspectives that can result in better decision-making and improve workplace etiquette/eeés who value self-
transcendence and openness to change have more positive perceptions about diversity. distwdyeshowed that
age diversity, gender diversity, and ethnic diversity had a negative impact on employemshgrerd. The
management of conflict, cultural diversity, and employees’ perceptions of marginalization, as well as teamwork and
employee work attitude, can influence diversity management, which, in turn, can improve orgahiztiieracy .
Successfully managing diversity can lead to more committed, better satisfied, and idteripg employees and
better financial performance. Effective diversity training can raise organizational assaeut inclusion and
diversity and develop inclusive thinking and actions. The Philippines is a nation with tremendous national diversity
(Cabrera, 2019; Dike, 2013; Dyson, 2022; Inegbedion et al., 2020; Morris, 2021; Neale, 1®80&R&imar, 2012;
Sawyer & Strauss, 2005; Singson, 2021; Stahl, 2021)

Personal Comfort with Diversity. Workplace diversity refers to the employment of individuals from different
backgrounds, such as gender, race, ethnicity, sexual orientation, and religion, and tfogiricdhe workplace is
critical to employee performance. Comfort increases employees' well-being, which leads sethpreauctivity.
Organizations that are committed to diversity and inclusion are likely to have employees whoréeebmfortable
while discriminatory practices predict less cultural comfort among employees of color. Employeet aamfbe
increased by providing effective diversity training, and leaders can encourage emplapesktap by creating an
environment in which employees feel comfortable expressing their opinions. Cultural diversity proinmoadea
range of skills, and employees who are part of minority groups should feel welcome and vaheeddampany.
Moreover, millennials are more tolerant of people from different backgrounds than angetbeation (Stanley et
al., 2014; Jain & Silva, 2017; Roberts-Clarke, 2004; Singson, 2021; Slepian, 2020; Kakkar & |aa2git8;
Ainomugisha, 2022; Caruthers, 2022; Zeigler & Rauh, 2020; Bondoc, 2020).

Workforce Inclusion. The promotion of inclusiveness has developed as a way for organizations to acknowledge
and benefit from the wide range of demographic and other differences that exist within the woHéovever, as a
relatively new concept there are still different meanings and definitions of inclusiveness eBaclusiveness is still
a relatively new term in the literature, it is important to look at potentially related constructs sftgicémate,
fairness, belongingness, uniqueness, and discrimination.

Diversity climate. Theoretical and practical overlap between diversity climate and workplace inclusiveness has

been noted in research. Although diversity climate has a longer history, more recenhreseaclusiveness has

been built on the foundation provided by diversity climate. Early research on diversity climagegfoousie impact

of relative numbers of minority employees, which led to the development of Kanter's "token theory" \thleza"a

is defined as someone from a minority subgroup that makes up 15% or less of the grenfxeRearch supports the

idea that relative representation is important and related to how employees perceive their organization. Tokenism
intersects with social context, and token status is a negative experience for lower-status tokafly, wwemen and

racial or ethnic minorities. Perceptions of an organization's psychological climate may éghpain the relationship
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between token status and joidated outcomes. The Interactional Model of Cultural Diversity (IMCD) has emphasized
the importance of perceptions of diversity climate over the mere existence of diversitgdHIganmas (2001) have
identified three organizational diversity perspectives based on employee perceptions of meatie) divel of value

and respect, and significance of racial identity at work. Integration-and-learning pigespeltaracterized by high
value of cultural identities and differences, has shown the most success. (&&tagesik, 2010; Mor Barak, 2011,
Roberson, 2006; Yoder, 2002; King et al., 2010; Ely, 1994; Kanter, 1977; Cox, 1993; Cox & Beale, 1997; Ely &
Thomas, 2001).

Fairness and justice. Organizational fairness and justice have been studied as interchangeable cetategttor
important organizational outcomes. While distributive justice relates to perceptions ofSaiegarding resource
allocation, procedural justice concerns the fairness of decision-making processesC@abash & Spector, 2001).
Mixed evidence exists regarding demographic differences in perceptions of justicegmétistaidies finding lower
perceptions of fairness among women and minorities, and others finding no relationship betweenegnbership
and perceptions of justice (Mor Barak et al., 1998). However, it is importamistweefair business practices for
underrepresented groups due to past and current experiences of injustice (Sh@@ldf)alOrganizational practices
and perceptions of fairness are directly linked to inclusiveness, but formal policies and stateagerdsnecessarily
correspond to informal practices and employee perceptions (Ely & Thomas, 2001; Trigr20&0xl.Perceptions of
justice and fairness are related to employee satisfaction, commitment, andrintemjiit.

Belongingness. Belongingness is a fundamental human need that is critical to how individuals experience social
interactions, including being part of a work group or organization. Lack of belongingness leadstioe effects,
including depression, anxiety, increased stress, and poorer health. Employee perceptitorggioighess to an
organization and workgroup attachment are related to outcomes such as job satisfaction andeconirhérquality
of relationships among workers is critical to employee satisfaction and may be more important thgobother
experiences, such as receiving incentives. Effective diversity management can promote belsngihgresan lead
to greater perceptions of attachment and commitment in all groups (Gilbert & Ivancevich, 2004t &ar2003;

Shore et al., 2011).

Uniqueness. Valuing an individual’s uniqueness is an important concept in the workplace, distinct from diversity
climate perception, which is often overlooked in literature (Shore et al., 2011). Whikidentity theory suggests
that group membership can contribute to self-concept, honoring differences beyond social categorialstion is
important (Gilbert et al., 1999). Perceptions of valuing uniqueness can be distinct from pesoafobirganizational-
level support for diversity, and may affect employee well-being (Triana & Garcia, 2009gviEigvemphasizing
unigueness can also lead to negative outcomes for minorities, such as increasatidtpesssure to conform or
assimilate (Gustafson, 2008). While diverse organizations may benefit from unique perspeghiseg uniqueness
solely for business purposes can be problematic (Ely & Thomas, 2001). Further reseadbddmeetermine how
valuing uniqueness connects to climate perception and outcomes in the workplace

Discrimination. Discrimination at work, which refers to biased behavior towards a person based on their group
identity, can occur at individual, organizational, and institutional levels and can negatively impact employee
perceptions and outcomes. Even though overt discrimination is now illegal, it still ocedrspeert or subtle
discrimination, such as homosocial reproduction or limited access to informal social networksdsadre
problematic. Both overt and covert discrimination can lead to negative outcomes such as low commitreasgddecr
motivation, and decreased job satisfaction. Perceptions of co-worker, supemiarganizational discrimination
are negatively related to job satisfaction, organizational commitment, and organizationashiiZzeehavior, and
may have negative effects for all employees, regardless of social identity. Formadiotsnphy not necessarily be
the best indicator for understanding the diversity climate at an organization. Therefore, mgssgepgions of
climate in addition to objective measures can help organizations to understand their inclusiveness bedtegt(Ens
al., 2001).

Organizational Citizenship Behaviors. Organizational citizenship behavior (OCB) refers to behavior that goes
beyond the sense of duty and the scope of applicable laws, rules, and regulations. Recemthaessaown that
satisfaction is closely related to OCB, and there have been efforts to undésstatationship to culture, attitudes,
personality, mood state, stress, and organizational performance. Studies haveralsec differences in OCB
between full-time and part-time employees and antecedents of OCB in various work envirpsnchras leadership
support, professional development, and job attitudes. Additionally, research has found tlegtlsie of clarity on
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the distinction between irole and extra-role behavior and that OCB is a function of how widely people define their
job responsibilities (Organ, 2018; Podsakoff et al., 2000; Smith et al., 1983; Stanipgne% 2001; Tambe &
Shanker, 2014).

3. Research Design and M ethodology
3.1. Research Design

The researchers curtailed this study through quantitative research by means of correlaibctale design
to predict the factors of BPO Employees’ Organizational Citizenship Behaviors. A quantitative research design tests
the generated hypotheses and enables a deeper understanding and explanation through observing a sample populatio
(Morgan, 2015). There are different types of quantitative research. Irutlis the researchers utilized a predictive
guantitative research design. Forecasting the perceived predictive relationship between the \Ggainiisgfor a
prediction to what extent an individual will perform the behavior when surrounded by these variables is the key
concept in predictive quantitative research design (Wollman, 2018).

The study aims to know the variables that would predict the Organizational Citizenship Behaviors of BPO
Professionals. By utilizing the predictive quantitative research design, it guided the researéinerotb what
predictors had influence to OCB. To do this, the relationship between the variables tablishes first before
predicting the relationship between the predictor variables to the outcome variable. The unit of analysisncame f
BPO Professionals in Davao City. With this, the alternative hypothesis of the study warentordil. It asserts that
there was a relationship between the predictor variables to the outcome variable. The alpha value thatwitas used
study was 0.05. Then proceeded with multiple linear regression.

3.2. Respondents of the Study

The respondents of this study were 273 BPO Professionals in Davao City regardess, skxual
orientation, gender identity, gender expression, sex characteristics, nature of workdcgsimine representative,
technical support representative, back office, etc.), length of tenure. Everyone was encoutaigegdd in this
study so long as they are employed in the BPO industry.

3.3. Research Instruments

The researchensilized the following scales: the Mor Barak and Colleagues’ Diversity Climate Scale, the
Mor Barak Inclusion-Exclusion Scale, and the Organizational Citizenship Behavior Checklisini2@ersion).

Mor Barak and Colleagues’ Diversity Climate Scale. The diversity climate scale examines employees’
views about the diversity climate in the organization (Mor Barak et al., 1998). It includes 16 items with two
dimensions: the organizational and the personal, each containing two factors. The organizational diefiersston
the perception of management’s policies and procedures that affect members of minority groups and women—such
as discrimination or preferential treatment in hiring and promotion procedures (fadt@so refers to management
actions that affect inclusion or exclusion of women and members of minority greups as mentorship programs
or the preservation of the “old boys’ network” factor b). The personal dimension refers to individuals’ views of the
importance of diversity to work groups and to the organization (factor c) and their level of donmiantactions with
members of other groups (factor d). The 16 scale items are summed to create catiyeositg perceptions score
with four reverse-scored questions (items 1, 9, 15, and 16, noted by the letter R§¢ihd rEponse sets in answering
the questions. Higher scores on the scale reflect a positive perception of diversity Glivaat®nensions and factors
can be separatelummed and analyzed to gain insight into the composition of employees’ views of the diversity
climate.

Mor Barak Inclusion-Exclusion Scal&€he Mor Barak inclusion-exclusion scale (MBIE) (2005) 1 builds on
an earlier measure of inclusion offered by Mor Barak and Cherin (1998), with additiomahbitel a more structured
conceptual framework. It measures the degree to which individuals feel a part of critical timzadipeocesses such
as access to information, involvement and participation with the organization, and influence in tbe-deaking
process. It uses a matrix system of five work-organization system levels (work gromizatiga, supervisor, higher
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management, and social/informal) intersected by three inclusion dimensions (decision making, information, networks
and participation/involvement). The measure thus includes 15 items that evaluate a worker’s sense of inclusion.

Organizational Citizenship Behavior Checklist (20-item Versidihe original Organizational Citizenship
Behavior Checklist (OCB-C) was a 42-item instrument designed to assess the frexfuegeyizational citizenship
behaviors performed by employees. It has since been refined and shortene@®@irsenos and then to the final 20
item scale that the authors recommend (Fox, Spector, Goh, Bruursema, & KR&4¢rThe OCB-C was specifically
designed to minimize overlap with scale of counterproductive work behavior, a limitation noted ingleis(Balal,
2005 Spector, Bauer, & Fox, 2010). Included were items that reflected acts directed ttogvardanization as well
as people in the organization, such as coworkers. Some items asked about altrutsiét betged coworkers with
personal as opposed to workplace issues. Separate subscale scores can be compfitt Htas directed toward
the organization that benefit the organization (OCBO) and acts directed toward coworkers thih edpk-related
issues (OCBP).

3.4. Ethical Considerations

The researchers adhered to the ethical guidelines established by the Philippine Heaith Edsea Board
(PHREB, 2017). The measures that the researchers took, the nine ethical consideratera value, informed
consent, risk, benefits, and safety, privacy and confidentiality of information, justicgatramsy, qualification of
the researchers, adequacy of facilities, and community involvement, are in line wiHREB's goals. The
researchers protextand respect the respondents' rights and roles and ensure a balance between thestwo partie

3.5.Data Gathering Procedure

Prior to gathering the data, the researchers sent a concept paper for approvaidfesiser of the course.
Upon approval, the researchers adaptedMbe Barak and Colleagues’ Diversity Climate Scale, the Mor Barak
Inclusion-Exclusion Scale, and the Organizational Citizenship Behavior Checklist (20-item Varsampnline
version for wide dissemination, with the consent form and data privacy notice as preglipararof the said form.
Once the online form is set, the researchiess posted a “call for respondents” post in his social media platforms.
The said form was rolled out last 30 October 2022 and ceased accepting respo@gdddasimber 2022. By then,
the researchers were able to gather 273 total responses.

3.6.Data Analysis

In determining the levels of workforce diversity, inclusion, and organizational citizenship behavior, dstandar
deviation and mean were used.

Prior to the computation of the inferential statistics, the data were tested to normal distribution throughitthe Sha
Wilk’s test. To establish the relationship between the predictor variables to the outcome variables, the researchers
used Pearson product moment correlation. Then, multiple linear regression was utilizedmindehe factors that
predicted the organizational citizenship behavior among BPO Professionals.

4. Resultsand Discussion
4.1. Level of Workforce Diversity among Business Process Outsourcing Professionals

Shown in Table 1 is the level of workforce diversity among business process outsourcisgjgmafe in Davao
City as measured through the Mor Barak and Colleagues’ Diversity Climate Scale. The instrument has 16 items with
four indicators namely Organizational Factors, Organizational Inclusion, Personal Diversity Pdahoes, and

Personal Comfort with Diversity.

Table 1. Level of Workforce Diversity among Business Process Outsour cing Professionals

Indicator Mean SD Description
Organizational Factors 4.09 0.92 Slightly High
Organizational Inclusion 3.83 1.20 Slightly High
Personal Diversity Value Factors 4.67 1.16 High
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Personal Comfort with Diversity 3.79 0.89 Slightly High
Overall 4.08 0.83 Slightly High

1- 1.82 = Very Low; 1.83 2.66 = Low; 2.67- 3.50 = Slightly Low; 3.49- 4.32 = Slightly High; 4.33 5.16 = High; 5.17 6 = Very High

As seen in the table above, organizational factors, organizational inclusion, and personal wimfort
diversity all yielded a slightly high level with a mean of 4.09, 3.83, and 3.79 respeatiitalthe subsequent standard
deviation of 0.92, 1.20, and 0.89. Personal diversity value factors stood out which yielded a high leveleaitioé
4.67 and a standard deviation of 1.16. Overall, the level of workforce diversity among BPQGignafeswas
described as slightly high with a mean of 4.08 and a standard deviation of 0.83.

The study's respondents rated their perception of workforce diversity in their respeatpanies as slightly
high to high on the dimensions above. They do not feel they are treated differentl\elsdthas race, gender, sexual
orientation, religion, or age. They strongly sense that managers have a track rbaard ahd promoting employees
objectively, regardless of race, gender, sexual orientation, religion, or agde&hie their superiors give feedback,
evaluate employees fairly, and reasonably make "possible" layoff decisions. People innnesgmmsitions are
perceived as fair in implementing policies and providing assignments based on the skills and abifites
employees and not by other factors. The management encourages the formation of support groapsnemteling,
highlighting females and all minority groups. The "old boys' network” is unacceptable, and the copwrals/ s
enough resources on diversity training and awareness. Further, the respondents believe thatiorevaibgut the
norms of diverse groups would help them become more effective and add value to their jabfndiimgs support
the study of Al-Zu'bi (2010), Nojani et al. (2012), Zainalipour et al. (2010), Tepace (Z@HBnd Tan (2016), and
Guevarra (2020) on organizational justice and fairness. In the same manner, the esitegin Table 1 further
affirm the literature provided by Shore (2011), Sabharwal et al. (2014), Mobsaakka (2019), Mousa et al. (2021),
and Bush (2021) on organizational inclusion. On personal diversity value, the results support thfeSsaidy2021),
Ahmad and Rahman (2019), and Inegbedion et al. (2020). Lastly, personal comfort with divauigyfuethers the
study of Stanley et al. (2014), Singson (2021), and Ainomugisha (2022).

4.2. Level of Workforce Inclusion among Business Process Outsourcing Professionals
Shown in Table 2 is the level of workforce inclusion among business process outsourcingopedfess
Davao City as measured through the Mor Barak Inclusion-Exclusion Scale. The instrument has Witit#mese

indicators namely Decision-Making Process, Information Networks, and Participation/Involvement.

Table 2. Level of Workforce | nclusion among Business Process Outsour cing Professionals

Indicator Mean SD Description

Decision-Making Process 4.09 1.02 Slightly High
Information Networks 4.55 0.84 High
Participation/Involvement. 4.37 1.01 High
Overall 4.34 0.83 High

1-1.82 = Very Low; 1.83-2.66 = Low; 2.67- 3.50 = Slightly Low; 3.49- 4.32 = Slightly High; 4.33 5.16 = High; 5.17 6 = Very High

As seen in the table above, decision-making process generated a slightly high level with a meamof 4.09 a
a standard deviation of 1.02. this is the only nonconformity among the inclusion indicators as the other two yielded a
high level with average of 4.55 and 4.37 and standard deviation of 0.84 and 1.01 respectivelerdhéevel of
workforce inclusion among the respondents yielded a high level with a mean of 4.34 and a standard dev&Rion of 0.

The study's respondents rated their perception of workforce inclusion in their respective coagpsighty
high to high on the dimensions above. In the spirit of inclusion, they feel they have influence in decisions taken by
their work group regarding their tasks, and that they are able to influence decisions that affectsfagiy cA sense
of community feeling at work is fostered as they can openly share with their co-wdrkisrss further felt by the
respondents because they are involved and invited to actively participate in work relatédsactitrieir work group
(Mor Barak, 2017).
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4.3. Level of Organizational Citizenship Behaviors among Business Process Outsourcingiéhrafes

Shown in Table 3 is the level of organizational citizenship behaviors among business process outsourcing
professionals as measured through the Organizational Citizenship Behavior Checklist (20-item.Version)

Table 3. Level of Organizational Citizenship Behaviors among Business Process Outsour cing Professionals
Indicator Mean SD Description

Organizational Citizenship Behavior 3.14 0.79 Moderate
1-1.80 = Very Low; 1.8% 2.60 = Low; 2.61 3.40 = Moderate; 3.414.20 = High; 4.2% 5.00 = Very High

As seen in the table above, the organizational citizenship behaviors among business process outsourcing
professionals in Davao City yielded a mean of 3.14 and a standard deviation of 0.79. This is tantandesotitian
of moderate.

Organizational citizenship behavior is often referred to as "extra-role behavior." It is behavgoes above
and beyond the sense of duty and the scope of applicable laws, rules, and regulations (Tambe &2Bhdhker,
Respondents feel a moderate sense of positive and constructive employee actlmisaginds in their respective
companies.

4.4, Test of Relationship between Workforce Diversity, Inclusion, and Organiza@iizahship
Behaviors

Shown in Table 4 is the statistic on the correlation between the indicators of workforce diversity and
inclusion, and their relationship to organizational citizenship behaviors among business process outsourcing
professionals in Davao City.

Table 4. Test of Relationship between Workforce Diversity, Inclusion, and Organizational Citizenship
Behaviors

Predictors Pear son Strength of the  Sig(2-  Interpretation Decision
Correlation  Relationship taied)

Workforce Diversity

Personal Fairness A43r* Moderate .000 Significant Reject H1
Organizational Inclusion 317 Weak .000 Significant Reject H1
Personal Diversity Value .323** Weak .000 Significant Reject H1
Personal Comfort in Diversity .216** Weak .000 Significant Reject H1
Diversity_total A27** Moderate .000 Significant Reject H1
Workforce Inclusion

Decision-making Process A4Q7** Moderate .000 Significant Reject H1
Information Networks 371 Weak .000 Significant Reject H1
Participation .300** Weak .000 Significant Reject H1
Inclusion_total A405** Moderate .000 Significant Reject H1

Outcome Variable: Organizational Citizenship BehavititsCorrelation is Significant at 0.01 level (2-tailedy = 273

Pearson product moment correlation coefficient was computed to assess the relationshiphmetieee
diversity and organizational citizenship behaviors, and workforce inclusion and organizational citizenshipsehavior

It was found out that there is a significant relationship between workforce diversity amdidégors, and
organizational citizenship behaviors (Personal Fairness [r = .443** n = 273, p =00&) <Organizational inclusion
[r =.317**, n = 273, p = .000 < 0.05], Personal Diversity Value [r = .323*% 273, p = .000 < 0.05], Personal
Comfort in Diversity [r = .216**, n = 273, p = .000 < 0.05], and overatiriforce Diversity [r = .427** n =273, p
.000 < 0.05)).

Additionally, it was also found out that there is a significant relationship between workforce inclusion and
its indicators, and organizational citizenship behaviors (Decision-making Process [r = 4@7273, p = .000 <
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0.05], Information Networks [r = .371**, n = 278,= .000 < 0.05], Participation [r = .300**, n = 273, p = .000 <
0.05], and overall Workforce Inclusion [r = .405**, n = 273, p = .000 < 0.05)).

These results suggest that greater workforce diversity is associated with higher levedsradl gairness,
organizational inclusion, personal diversity value, personal comfort in diversity, and overall ceréfeersity,
which in turn positively predict organizational citizenship behaviors. These findings suggest that highesfleve
workforce inclusion are associated with better decision-making processes, information networlksatpartiand
overall workforce inclusion, which positively predict organizational citizenship behaviors. The skswits above
leads us to reject the null hypothesis and say that there is a significant relationship betwesncenvdirkdrsity and
organizational citizenship behaviors and workforce inclusion and organizational citizenship behaviotso&gyen
there is a weak correlation between the variables presented above, the correlation is staiggtifiabiytsand the
correlation cannot be ignored (Panicker et al, 2018).

4.5. Factors Influencing Organizational Citizenship Behaviors among Business Fouotsess cing
Professionals

Shown in Table 5 is the statistic on factors influencing organizational citizenship behaviors among business
process outsourcing professionals in Davao City.

Table 5. Factors Influencing Organizational Citizenship Behaviors among Business Process Outsourcing
Professionals

Model Summary R R? Adjusted R SEE
1 .466 217 211 .69807
Coefficients
Model Unstandardized Coefficients  Standardized t Sig.

1 Coefficients

B SE B B
(Constant) 1.096 241 4.551 .000
Workforce Diversity .258 .066 .273  3.907 .000
Workforce Inclusion 228 .066 241 3.438 .001

As shown in the table above, the results of the regression indicated that the predictors explained 21.7% of
the variance [R=.217, F (2,270) = 37.368, p = .00dt was found out that workforce diversity (B =.258, p = .000 <
.05) and workforce inclusion (f = .228, p = .001 < .05) significantly predicted organizational citizenship behaviors
among BPO professionals in Davao City.

The results show that the predictors (workforce diversity and workforce inclusion) explained 21.7% of the
variance in organizational citizenship behaviors among BPO professionals in Davao City. The vaidameasure
of how much variability there is in the outcome variable (organizational citizenship behaviors)xaidiised by the
predictor variables.

The value of R2 (coefficient of determination) is .217, which means that 21.7% of the Itariabi
organizational citizenship behaviors can be explained by the predictor variables. The F-stati2itOjF=(3.368,
p = .000b) indicates that the model is statistically significant, which means that the predictors are tolielctied
to the outcome variable.

The statement further notes that both predictors, workforce diversity (B =.258, p =.000 <.05) and workforce
inclusion (B = .228, p = .001 < .05), had a significant positive effect on organizational citizenship behaviors among
BPO professionals in Davagity. The B value represents the strength and direction of the relationship between each
predictor and the outcome variable, while the p-value indicates the level of statistical significance.

Results of the multiple regression analysis reflected direct and significant influence betwkfarcaor

diversity and inclusion, and OCB. It has been observed that organizations with a conducive cldivatiesiof and
inclusion, a well formulated inclusive and diverse practices and strong leaders’ commitment will result into high level
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of OCB which is apparent among employees working in BPO Compartiesfindings suggest that promoting
diversity and inclusion in the workplace can enhance employees' citizenship behaviors, whitbreréhat benefit
the organization beyond the formal job requirements (Panicker et al, 2018).

5. Conclusions and Recommendations

This section presents the summary of findings, conclusions drawn, and recommerptatiates] to the
beneficiaries of this study.

5.1.Conclusions

The aim of this study was to discover the influence of workforce diversity and inclusion to atigaaiz
citizenship behaviors. The focus was to determine the level of workforce diversity and its indisatdtforce
inclusion and its indicators, level of organizational citizenship behaviors, the relationship among these \asiables,
well as to determine if diversity and inclusion significantly influence organizational citizenship behawtrg a
business process outsourcing employees in Davao City.

Organizational factors, organizational inclusion, and personal comfort with diversity all yielded & slightl
high level. Personal diversity value factors stood out which yielded a high level. Overall, the level ofagorkfo
diversity among BPO professionals was described as slightly high.

Decision-making process generated a slightly high level.igkii® only nonconformity among the inclusion
indicators as the other two yielded a high level. The overall level of workforce inclusion among the respondents
yielded a high level.

Organizational citizenship behaviors among business process outsourcing professionals in Davao City
yielded a moderate level.

It was found out that there is a significant relationship between workforce diversity and its indaxadors,
organizational citizenship behaviors. Additionally, it was found out that there is a significant relationshipmbetwee
workforce diversity and its indicators, and organizational citizenship behaviors.

The results of the regression indicated that workforce diversity and workforce inchigiaficantly
predicted organizational citizenship behaviors among BPO professionals in Davao City.

5.2.Recommendations
The researchers advocate the results of this study to the following beneficiaries:

BPO Leaders may use the results of this study to come up and promote programs ainuststand
different contexts behind workforce diversity and inclusion. Top Managers, Directors, and othes teagdre
informed of the factors that influence organizational citizenship behaviors, such as inclusioneasity dhence,
promoting programs that will foster them.

Human Resource Managers and Industrial Psychologists may use this study as a bewoclmankehtion
of formal psychological resources in terms of inclusion and diversity. Moreover, HR Maaaddf® Psychologists
may tailor-fit their programs to address the practical needs of the intended population of this switlyatsaihelp
them expand the implementation of their services.

This paper may benefit BPO Professionals in that, as it is proven to have influencétydiverinclusion
fostered, this increases positive and constructive employee actions and behaviors, contrifnidisgtisfaction in
the process.

Given the knowledge that this study provides, Faculty will be better equipped and updated on the current

trends and issues in inclusion and diversity in the workplace which will enable them to present updatationfo
to their students.
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The results of this study may be a stepping stone for future researchers to efalibeatthese topics to a
broader population.
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