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Communication Skills
(Verbal & Written)

Why it matters: Clear, concise, and
professional communication is
essential, especially for voice or
email/chat-based processes.

What it looks like: Speaking fluently,
active listening, using appropriate
tone, and writing grammatically
correct messages.

Empathy & Emotional
Intelligence

Why it matters: BPO roles often involve
handling customer issues or complaints.
Understanding and responding to
emotions respectfully helps build
rapport.

What it looks like: Remaining calm,
acknowledging customer feelings, and
providing thoughtful responses.

Problem-Solving Ability

Why it matters: Customers come
with problems. You’re expected to
offer solutions, not just answers.

What it looks like: Thinking on your
feet, analysing issues, and resolving
complaints without constant
escalation.

Adaptability & Flexibility

Why it matters: BPO environments
are fast-paced and ever-changing—
shift timings, processes, or client
needs may evolve.

What it looks like: Being open to
changes, quick to learn new
tools/processes, and staying
productive during transitions.
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