Lux Veritatis 12.1 Special Edition: 1-14, 2026 © 2020

The Lived Experiences of Hybrid
Business Process Outsourcing Employees
of the Key Cities in Bicol

Lailani Mikaela Y. Antonio
lailanimikaela.antonio@ust-legazpi.edu.ph
Master of Arts in Education Major in
Guidance and Counseling
University of Santo Tomas — Legazpi
Graduate School

ABSTRACT

The transition to hybrid work models
has fundamentally reshaped the professional
landscape of the Business Process
Outsourcing (BPO) industry, introducing
unique challenges to employee welfare. This
phenomenological study explored the lived
experiences of seven hybrid BPO employees
in Bicol to describe the nature of their work
arrangement, analyze their psychological
well-being, and propose an intervention
program. Anchored in Ryff’s Six-Factor
Model, the findings reveal a complex duality
in the hybrid setup. Participants
characterized their role as “Providing
Remote Assistance” burdened by
“Stipulated Stressors” like rigid metrics and
infrastructural  instability.  While  the
arrangement serves as a psychological
dividend by enhancing Autonomy and
Positive Relations through “Strengthened
Family Ties,” it simultaneously acts as a
deficit,  compromising  Environmental
Mastery and Self-Acceptance due to
“Systemic  Barriers” and  isolation.
Consequently, the research proposes the
Hybrid Care Wellness Initiative, a holistic
intervention offering psycho-social safety
nets, tangible operational investment, and
authentic recognition to sustain the well-
being of the hybrid workforce.
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INTRODUCTION

The study situates hybrid work
within the broader transformation of
contemporary  workplaces shaped by
Industry 5.0’s human-centered orientation
and the post-pandemic restructuring of
organizational  practices.  The  rapid
institutionalization of hybrid arrangements
combining remote and onsite work has
redefined  employee  experiences  of
flexibility, productivity, and work-life
integration, particularly within high-demand
sectors such as the Philippine Business
Process Outsourcing (BPO) industry. While
hybrid  work offers autonomy and
convenience, it also presents psychological
complexities, including blurred boundaries,
social disconnection, performance pressures,
and technological strain. Psychological well-
being, understood as a multidimensional
construct encompassing autonomy,
environmental mastery, personal growth,
positive relations, purpose in life, and self-
acceptance, is therefore central to
understanding how employees navigate
these structural shifts (Ryff, 1989, 2017).
Despite growing international scholarship on
hybrid work, limited phenomenological
research has examined how Filipino BPO
employees interpret and make meaning of
these experiences in relation to their
psychological well-being, thereby
highlighting a contextual and theoretical gap
the present study seeks to address.

The conceptual framework integrates
Ryff’s  multidimensional ~ model  of
psychological well-being (1989, 2017) with
the Job Demands—Resources (JD-R) model
(Demerouti et al., 2001) to provide both
descriptive and explanatory depth. Ryff’s
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framework guides the interpretation of
employees’ lived experiences across core
well-being dimensions, while the JD-R
model structures the analysis of hybrid work
conditions by categorizing workplace factors
into job demands (e.g., performance metrics,
schedule instability, technological pressures)
and job resources (e.g., flexibility,
supervisory support, family assistance). By
synthesizing these frameworks, the study
moves beyond surface-level accounts to
examine how specific structural demands
and available resources interact to shape
psychological functioning among hybrid
BPO employees in Bicol. This integrative
lens enables a contextualized understanding
of well-being and informs the development
of responsive organizational interventions
grounded in both theory and lived
experience.

METHODOLOGY

This study employed a qualitative
phenomenological research design to
explore the lived experiences of hybrid
Business  Process Outsourcing (BPO)
employees in relation to their psychological
well-being.  Qualitative  research  is
appropriate for examining complex human
experiences, perceptions, and behaviors
within real-world contexts (Korstjens, 2017;
Timonen et al., 2015). Specifically, a
phenomenological approach was adopted to
capture the meaning participants attribute to
their experiences and to understand how
they interpret and navigate their hybrid work
arrangements (Tenny et al., 2017). This
design enabled an in-depth exploration of
subjective accounts rather than quantifiable
outcomes.

The study involved seven (7)
Filipino hybrid BPO employees working in
key cities in the Bicol Region. Participants
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met the following inclusion criteria: (a) at
least 18 years old, (b) currently employed in
a hybrid work arrangement requiring onsite
reporting two to three times per week, and
(c) with at least two years of experience in
such an arrangement. Recruitment was
conducted through online postings and
social media invitations. The sample size
aligns  with recommendations  for
phenomenological studies, where six to
seven participants are considered sufficient
to reach thematic saturation (Guest et al.,
2020).

Data were gathered through semi-
structured in-depth interviews conducted via
secure online platforms (e.g., Google Meet
or Zoom), depending on participant
preference. Each interview lasted
approximately 30-45 minutes and was
conducted in either English or Filipino to
ensure participant comfort and clarity of
expression. Prior to data collection,
participants were provided with a soft copy
of the informed consent form detailing the
study’s  purpose,  voluntary  nature,
confidentiality measures, and their right to
withdraw without penalty. Consent was
obtained before proceeding with the
interviews.

The data were analyzed using
Thematic Analysis following the six-phase
framework of Braun and Clarke (2006). The
process involved: (1) familiarization with
the data through repeated reading of
transcripts, (2) generation of initial codes,
(3) searching for potential themes, (4)
reviewing and refining themes, (5) defining
and naming themes, and (6) producing the
final analytical report. A combined
inductive—deductive approach was utilized.
Initial codes emerged inductively from
participants’ narratives, while deductive
interpretation was guided by Ryff’s
Psychological ~ Well-Being  framework.



Lux Veritatis 12.1 Special Edition: 1-14, 2026 © 2020

Analysis was conducted at the semantic
level, focusing on the explicit meanings
expressed in the participants’ accounts.

To enhance analytic rigor, member
checking was employed. Participants were
given the opportunity to review their
transcripts to  verify accuracy and
authenticity of the recorded data.
Additionally, an Al Large Language Model
(LLM) was used as a supplementary tool to
assist in identifying recurring patterns;
however, primary coding and theme
development were conducted by the

researcher to  maintain  interpretative
integrity.
Ethical standards were strictly

upheld throughout the study. Participation
was voluntary, and informed consent was
obtained prior to data collection.
Confidentiality was ensured through the use
of pseudonyms and secure storage of digital
files in  password-protected  devices
accessible only to the researcher. Although
the study did not involve a wvulnerable
population, participants were informed of
potential minor discomfort, such as
emotional strain when recounting stressful
work experiences.

The study focused exclusively on
hybrid BPO employees within the Bicol
Region, which may limit the generalizability
of findings to other geographic or
organizational contexts. Additionally, the
analysis centered primarily on lived
experiences related to psychological well-
being and did not extensively examine
broader socioeconomic or organizational
variables.

RESULT AND DISCUSSION
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This  phenomenological inquiry
explored the lived experiences of seven
hybrid Business Process Outsourcing (BPO)
employees in key cities in Bicol, with
specific emphasis on how hybrid work
arrangements shape their psychological
well-being. Anchored in Ryff’s (1989)
multidimensional model of Psychological
Well-Being (PWB) and supported by the Job
Demands—Resources (JD-R) model
(Demerouti et al.,, 2001), the findings
revealed a complex duality: hybrid work
functions simultaneously as a psychological
resource and a psychological demand.

Six overarching themes emerged
from the data: Providing Remote Assistance,
Stipulated Stressors, Strengthened Family
Ties, Cultivating Self-Regulation, Hybrid’s
Psychological Contradictions, and
Enhancing Well-Being Through Holistic
Support. These themes illustrate how hybrid

BPO employees navigate autonomy,
relational connection, environmental
constraints, and performance pressures
within a digitally mediated  work

environment.
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Table 1.

Thematic Analysis in Describing Business Process Outsourcing Type of Hybrid Work

Main Theme Sub-themes Illustrative Quotes Interpretation/Meaning
Providing Serves as “My main The core functional
Remote customer responsibility is to mandate of the hybrid
Assistance support assist customers with  BPO  role is the
their concerns, continuous, direct
process requests, and provision  of  client
provide solutions solutions via multiple
through calls and digital channels (phone,
emails.” (P3) chat, email). This
requires employees to
accurately resolve
inquiries to uphold the
organization's  service
objectives.
Connect-ing  "We have a group The proactive methods
through Digital chat with the team utilized by  hybrid
Channels and supervisors.” (P3) employees to ensure
team  cohesion  and
"Via  email and communication
webex." (P4) continuity despite
physical distance. The
entire internal structure
of collaboration,
coordination, and
relational  maintenance
shifts onto digital
platforms, primarily
messaging applications
(e.g., Messenger, group
chats), email, and video
calls (e.g., Webex).
Stipulated Fast-paced "The job is a The inherent
Stressors workload stressful... as we have occupational stress
pressures to resolve issues, placed on hybrid workers
meet quotas and pass to maintain a fast-paced,
the  weekly QA intensive workload. This
score." (P1) continuous pressure
demands strict adherence
to rigid performance
monitoring and
successful delivery of
high-stakes targets,
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including quotas,
deadlines, and weekly
QA scores.

The operational burden
placed on hybrid workers
to ensure continuous
service delivery despite
environmental risks. It
highlights the mandatory
shift from a reliance on
organizational
infrastructure to personal
responsibility for
maintaining stable utility
access, such as acquiring
backup power supply and
internet service.

Work-from-  "Sometimes when |
home have technical issues
contingency  with my computer or
planning no electricity | need
report onsite." (P2)

Body Clock and "The body clock it's
Com-mute greatly affected
Shock because | need to

wake up earlier when
it's onsite since | need
to travel.” (P2)

"Weekly changes in
schedule... was quite
exhausting.” (P7)

The physiological and
scheduling strain caused
by the inconsistent
hybrid environment. The
alternating  requirement
for early commuting
versus flexible home
routines forces frequent
and exhausting
adjustments that disrupt

the workers' stable daily
rhythm

Providing Remote Assistance

Participants  consistently  defined
their role as digital service mediators
responsible for delivering timely and
accurate customer assistance through voice
and non-voice channels. Despite spatial
flexibility, the core mandate of customer
support remained rigid and performance-
driven. This confirms that hybrid work alters
the location of labor, but not the intensity of
service expectations.

This finding aligns with research
indicating that hybrid work enhances

flexibility but does not necessarily reduce
workload demands (Sharma & Aggarwal,
2024; Santillan et al., 2023). From a PWB
lens, the clear role structure supported
Purpose in Life, as participants expressed
pride in fulfilling client needs. However,
when reduced to metrics and quotas, this
same  structure  compromised  Self-
Acceptance, as performance became the
primary basis of evaluation.

Stipulated Stressors
The hybrid model introduced non-

negotiable stressors categorized into three
subthemes: (1) Fast-paced workload



Lux Veritatis 12.1 Special Edition: 1-14, 2026 © 2020

pressures (metrics, QA scores, deadlines),
(2) Work-from-home contingency planning
(internet instability, power outages) and (3)
Body clock and commute shock (schedule
disruptions, alternating routines).

Participants reported that hybrid
flexibility did not mitigate performance
monitoring. Instead, they internalized the
responsibility of ensuring technological
readiness at home, shifting infrastructural
burdens from the organization to the
individual.

Table 2.
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Consistent with the JD-R model
(Demerouti et al., 2001), these stressors
represent job demands that depleted
psychological resources. The need to self-
manage outages and performance metrics
undermined Environmental Mastery, as
employees felt vulnerable to uncontrollable
disruptions. Additionally, repeated schedule
shifts affected Autonomy, as flexibility was
often constrained by operational demands.

These findings corroborate studies
highlighting technostress and boundary
blurring in hybrid arrangements (Gualano et
al., 2022; Kumari, 2023).

Thematic Analysis on the lived experiences in relation to psychological well-being

Main Theme Sub-themes Illustrative Quotes Interpretation/ Meaning
Strengthened  Satisfaction from “Work from home can The emotional dividend of
Family Ties familial presence be more helpful for me the work-from-home perk,
since | was a mother where familial presence
of 2 young children provides vital comfort and
who really needs [sic] support amidst  work
attentions [sic] and demands.
care.” (P6)

Integrated “..was able to attend to The hybrid model’s
professional and my children's flexibility allows for the
personal roles  activities and make efficient integration of roles,

adjustments when enabling employees to
needed.” (P1) multitask and
simultaneously fulfill both
professional and family
duties.
Cultivating Establishing "It can also be difficult The hybrid setup

Self-Regulation

self-discipline

to create boundaries
between work and
personal life  when
working from home."”
(P3)

necessitates significant self-
discipline and the conscious
establishment of routines
and strict boundaries to
resist domestic distractions
and prevent work from
encroaching on personal
time.
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Need for Self-  "You should be more The mandatory shift to
Reliance flexible and time internal self-sufficiency
management is really required by the remote
important.” (P4) setup, Wwhere accessing

support is more difficult
Hybrid’s Comforting "Working at home is The  convenience  and
Psychological work flexibility very  convenient.... comfort of working in a
Contradictions Feeling more relaxed "safe space”. This directly
and at ease" (P1) improves well-being and
personal control by
eliminating the physical and
mental taxation of the daily

commute.

Concerns over "Sometimes when | The structural and
systemic and have technical issues operational challenges that
operational with my computer or disrupt flexibility, stemming
barriers no electricity, 1 need from unstable power and

to report onsite. | have
no choice.” (P2)

internet, and barriers to
accessing remote support.

These concerns are
compounded by the
negative emotional

consequence of feeling
unseen and undervalued by
management.

Strengthened Family Ties

A central positive theme was the
strengthening of familial relationships.
Participants valued being physically present
at home, sharing meals, and attending to
family responsibilities. Married participants
especially described hybrid work as
enhancing relational satisfaction.

This theme directly supports Positive
Relations with Others, a core dimension of
Ryff’s (1989) model. Hybrid work served as
a psychological resource by fostering
belongingness and emotional connection,
particularly in collectivist contexts such as
the Philippines.

However, this benefit was not
universal. Participants living alone reported

intensified isolation, highlighting that hybrid
advantages are context-dependent.

Cultivating Self-Regulation

Participants  developed  coping
mechanisms such as time management
strategies, emotional compartmentalization,
and boundary-setting. These behaviors
reflect adaptive self-regulation processes
necessary for thriving in hybrid contexts.

Such findings align with literature
suggesting that autonomy enhances intrinsic
motivation when adequately supported
(Aprilina & Martdianty, 2023). In Ryff’s
framework, these  coping  strategies
reinforced Autonomy and Personal Growth,
as employees learned to manage distractions
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and regulate emotions in high-pressure
settings.

Yet, these adaptations were effortful
rather than automatic, reinforcing that
hybrid  resilience requires intentional
resource development.

Hybrid’s Psychological Contradictions

Participants articulated a recurring
paradox: hybrid work simultaneously
enhanced comfort  and intensified
disconnection. While some experienced
relief from commuting stress, others felt
socially detached despite digital
communication channels.

Table 3.
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This contradiction echoes research
noting both improved well-being and
increased loneliness in hybrid environments
(Hanzis & Hallo, 2024; Petrova &
Mymuacskuit, 2024). The data revealed that
digital communication-maintained  task
coordination but did not always fulfill
emotional belongingness.

In PWB terms, hybrid work
enhanced  Autonomy  yet  sometimes
compromised Positive Relations and Self-
Acceptance, particularly when employees
felt reduced to productivity metrics.

Thematic Analysis of identifying needs for the intervention support program

Main Theme

Sub-themes

Illustrative Quotes

|
Enhancing Well-
Being through
Holistic Support

Need for psycho- "I think a support program that
social safety nets

provides flexible wellness resources
such as virtual mindfulness sessions
and mental health check- ins would
make a big difference.” (P3)

"Siguro support from the company
through these seminar workshop and
teambuilding.” (P5)

Need for financial
and operational

investment

"Salary raise and more incentives.
Please make sure your equipments
work because it's hard to go onsite in
the middle of the night." (P2)

"A well paid person... raised on
salary." (P4)

"Should also consider salary raise or
incentives when they have reached
their quota or performance target."
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(P5)

Need for authentic
recognition and
sincere appreciation

"Konting appreciation lang din from
the boss or head na we do well on our
work. It can make a big difference din
naman saamin on our perspective.”
(P5)

"They should be more understanding
and patient and most especially
considerate with their employees.”
(P6)

"Listen to us, treat us as human not a
robot.” (P7)

Enhancing Well-Being Through Holistic
Support

Participants emphasized the need for

stronger mental health programs,
infrastructure  investment,  recognition
systems, and  authentic  leadership

engagement. They expressed appreciation
for leaders who conducted regular check-ins

adaptability and well-being (Kim & Yoon,
2025). It also supports Dale et al. (2024),
who argue that flexible policies alone are
insufficient without psychological safety
mechanisms.

Within the JD-R framework, these
supports function as job resources that
buffer demands and sustain motivation.

and demonstrated trust. When present, they strengthened
Environmental Mastery, Positive Relations,
This  reinforces findings  that and Personal Growth.
empowering leadership enhances
Table 4.
Main Themes Anchored to Ryff’s Psychological Well-Being Theory
Ryff’s
Research . i i Psychological
.. Main Th | M -th .
Objective ain Theme nterpretation/Meaning  Sub-themes Well-Being
Component
To describe Providing Bridge the physical Serves as
the BPO type Remote distance between the customer Purpose in Life
of hybrid Assistance organization and its support
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work clients by delivering

timely support, and Connecting . .
’ through Positive Relations
customer care . .
. Digital with Others
exclusively  through
. Channels
digital channels.
Stipulated Non-negotiable risks  Fast-paced
Stressors of disruptions that are ~ workload Purpose in Life
embedded within the __ Pressures
hybrid  bpo  work Fast-paced Environmental
environment. workload Mastery
pressures
Body Clock Environmental
and Commute Mastery
Shock
To describe Strengthened  Utilizing the work-  Satisfaction . .
. o e Positive Relations
the lived Family Ties from-home perk to be from familial .
experiences with families, who act presence with Others
of hybrid as a vital emotional
BPO workers support system Integrgted
in relation to offering comfort and professional Purpose in Life
their state of understanding amidst and personal
psychological work demands. roles
well-being Cultivating Maintaining focus and Establishing
Self- productivity requires a  gelt_discipline Autonomy
Regulation shift from external
supervision to internal
accountability, which
is achieved through
the conscious process .
of establishing Neli(:lizafeelf Personal Growth
structured routines and
strict boundaries to
effectively resist
domestic distractions.
Hybrid’s Conflicting Comforting Autonomy

Psychological  psychological realities work
Contradictions of the hybrid worker.  flexibility

10
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To propose Enhancing Call for multi- Concerns over Environmental
an Well-Being faceted intervention systemic and Mastery
intervention  through strategy, positing that operational

support Holistic well-being cannot be barriers

rogram to Support sustained by one type

brog PP Y P Need for Personal Growth

enhance the
psychological
well-being of
the
employees
under hybrid
work

of support alone.

psycho-social
safety nets
Need for
financial and
operational
investment
Need for
authentic
recognition
and sincere
appreciation

Environmental
Mastery

Self-Acceptance

Overall, the findings illustrate that
hybrid BPO work in Bicol is neither wholly
beneficial nor entirely detrimental. Rather, it
represents a  dynamic  psychological
landscape shaped by the interaction between
job demands and available resources.

Consistent with Ryff (1989, 2017),
well-being in this context is not defined by
momentary comfort but by sustained
functioning across multiple dimensions.
Hybrid work enhanced Autonomy, Purpose
in Life, and Positive Relations for many
participants. Simultaneously, infrastructural
instability and metric-driven evaluation
weakened Environmental Mastery and
occasionally Self-Acceptance.

From a JD-R perspective (Demerouti
et al., 2001), the sustainability of hybrid
arrangements depends on maintaining
equilibrium  between  demands (e.g.,
performance metrics, digital dependency,
schedule shifts) and resources (e.g.,
leadership support, family connection,
mental health initiatives). When resources
outweighed demands, hybrid work acted as a

psychological dividend. When demands
dominated, it functioned as a deficit.

Thus, hybrid work in the BPO
industry should not be conceptualized as a
static employment model but as a
psychosocial system requiring continuous
organizational investment. The proposed
Hybrid Care Wellness Initiative is therefore
grounded in empirical evidence
demonstrating that employee flourishing in
hybrid contexts depends on structural,
relational, and psychological reinforcement.

RECOMMENDATION

In light of the findings, the following
recommendations are  proposed  the
following: Hybrid Care Wellness Initiative,
Strengthen  Operational  Infrastructure,
Promote Empowering and Trust Based
Leadership and Reevaluate Performance
Metrics and Scheduling Structures.

Hybrid Care Wellness Initiative.
Organizations should implement a structured
wellness framework that includes: 1)

11
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Regular mental health workshops and
resilience-building programs 2) Access to
confidential counseling or tele-mental health
services 4) Designated mental health days 5)
Peer support circles to strengthen workplace
belongingness

Such initiatives align with evidence
emphasizing proactive mental health support
in hybrid settings (Gonzales, 2023; Caringal
et al., 2023).

Strengthen Operational
Infrastructure. Companies should provide
1)  Subsidies for reliable internet
connectivity 2) Backup power solutions or
contingency  support  allowances  3)
Ergonomic equipment assistance

Reducing environmental instability
enhances employees’ Environmental
Mastery (Ryff, 1989) and mitigates
avoidable stressors.

Promote Empowering and Trust-
Based Leadership. Leaders should cultivate
1) Transparent communication channels 2)
Performance  feedback  grounded in
development rather than surveillance 3)
Recognition systems acknowledging effort
and competence

Empowering leadership has been
shown to enhance motivation, adaptability,
and well-being (Kim & Yoon, 2025).

Reevaluate Performance Metrics
and Scheduling Structures. Rigid, high-
frequency performance monitoring should
be balanced with supportive coaching.
Additionally, organizations should minimize
abrupt  schedule shifts that disrupt
physiological rhythms.

Future researches are encouraged
Include larger and more diverse samples
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across different Philippine regions to
examine  socioeconomic and  family
variables influencing hybrid adaptation,
conduct longitudinal research to explore
long-term well-being outcomes and utilize
mixed-method approaches to integrate
quantitative well-being measures.

CONCLUSION

This study concludes that hybrid
work among BPO employees in Bicol
presents a complex psychological duality.
The arrangement operates simultaneously as
a resource and a demand. On one hand, it
enhances Autonomy and Positive Relations,
particularly through strengthened family
connections and flexible scheduling. On the
other hand, it challenges Environmental
Mastery and Self-Acceptance due to rigid
metrics,  infrastructural ~ vulnerabilities,
schedule disruptions, and social isolation.

Grounded in  Ryff’s  (1989)
multidimensional model of psychological
well-being and contextualized through the
JD-R framework (Demerouti et al., 2001),
the findings demonstrate that hybrid work
does not inherently determine well-being
outcomes. Instead, well-being is shaped by
the dynamic interplay between structural
demands and available resources.

Ultimately, psychological flourishing
in hybrid BPO environments requires
organizational intentionality.  Without
systemic support, the benefits of flexibility
may be undermined by operational strain.
Therefore, hybrid work must be strategically
managed not merely implemented to sustain
employee well-being and organizational
performance.

12
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