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This BPO Company cuts your costs with virtual assistants By Iris Jacinto

It used to be imaginary—but now, one
can actually work and reside in one country
and have an executive assistant in another.
Live2Sell Inc., a business process outsourc-
ing company based in Mandaue City, Cebu,
is doing just that, providing clients abroad
with remote executive assistants— ‘virtual
assistants,” they are called.

A Live2Sell virtual assistant performs
tasks similar to those of a typical executive
assistant in a company: preparing reports
and presentations, putting together market-
ing plans, doing research and gathering
information, even arranging meetings and
activity schedules.

Live2Sell was put up in 2008 by Chris C.
Ducker, a British national who made the
Philippines his home after marrying a
Cebuana, Ercille Alcuitas, who is now the
company’s director of operations. Ducker,
who is chairman and CEO, says he came up
with the “virtual assistant” idea after observ-
ing that the quality of work done by his
personal assistant was at par with those in
the United States and other Western
countries.

He recalls: “The way Filipino assistants
work is no different from how the PAs
[personal assistants] in the US and other
Western countries do the work. So, I
thought, why not offer a high-quality, cost
effective version of the PA from right here in
Cebu? It took a while for my idea to take off,
and we tried a number of different ways to
market it, but once it got off the ground, the
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‘virtual assistant’ side of things definitely has
been our fastest-growing venture.

We now have clients for this particular
service in practically every English-speaking
country in the world.”

Live2Sell, which also offers Web develop-
ment and search engine optimization
(SEO), traces its roots to a company known
as Callback Direct, which was set up by
Ducker and a partner in 2004 as an accred-
ited telemarketing agency of Standard
Chartered Bank. Callback Direct served the
bank’s local operations for credit cards and
personal loans.

“As the BPO market expands locally, 1
was drawn more towards the idea of doing
something on an international basis,” he
says. “With my personal contacts overseas,
all it took was a simple transition and
Live2Sell was born.”

Pooling an initial capital of P4.5 million,
Ducker and his partner transformed
Callback Direct from a telemarketing
agency into a BPO company, now called
Live2Sell, offering inbound
service and  outbound  telemarketing
services. He says that the Mandaue-based
business initially started with 15 seats.

“We focus on working with small and
medium-sized business owners and other
entrepreneurs worldwide,” he says. “We
generate basically all of our leads via the
Internet in a host of ways. We have four
separate websites that we also use to
promote our various services.”

customer

Cebu was Ducker’s logical choice for doing the
Live2Sell business: “I've been travelling to and
from the Philippines for around nine years and
have been based in Cebu for almost five years,
full-time. So Cebu was always where I wanted
to operate (a BPO) business. The talent pool
for potential employees is vast and besides,
recently got married here.”

CHRIS Like most other BPO,
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‘Steady growth Live2Sell’s biggest
is more challenge is the high
importantthan turn-over of employees.
any kind of He explains how the
overnight company is coping with
growth! it: “Through a lot of trial

and error and by offering a
host of commission and bonus packages on
a test basis, we believe we now have a good
balance of what our employees want with
regard to compensation. Our turnover rates
have dropped considerably because of this.”

Ducker says that aside from offering
financial incentives, the company promotes
professionalism at all levels and rewards
exceptional performance with promotion.
“We give everyone recognition at all levels,
and we genuinely only promote from
within,” he says. “You'll never see us adver-
tising for team leaders or management of
any kind. Our employees appreciate that.”

He and Ercille are both very much
involved in staff training. Having done
corporate sales training and public training
seminars for companies in Cebu, Ducker
himself oversees the training of Live2Sell’s
telemarketing and customer service agents.
Ercille, on the other hand, trains the virtual
assistants.

From only 15 seats four years ago,
Live2Sell now has 75 full-time seats and a
back-office support team of 10 people
handling  the

resource, finance and information technol-

administrative, human
ogy aspects of the business.

Ducker says he is looking at expanding to
at least 200 seats by the end of 2009. “We
now have early plans of expanding over to
Manila as well,” he says. “I believe steady
growth is more important than any kind of
‘overnight growth.” You learn more that way,
and [ personally want to continue to be very
involved with the business on a day-to-day
basis.” =
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