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Yovabulary 1 Match the words with the definitions.

1 offshoring —. a amount more than is needed

2 call centre S b transfer of operations to lower cost countries

3 surplus ¢ routine administrative tasks

4 outsourcing d regular costs of running a business
{e.g. rent, heating)

5 trade union e amount which is not enough

& shortage f central office dealing with large numbers
of phone calls

7 overheads g buying from outside suppliers

& back-office jobs h organisation that represents the interests
of employees

Complete the sentences with the correct options a—c.

i Alocal team should ¢ complex customer service requests.
# track b contract ¢ handle
2 We can transfer Customer Service to cutside service
g providers b subsidiaries ¢ workforces
3 Businesses are trying to savings through offshoring.
a do b make ¢ take
4 Simple work like credit card receipts is often outsourced.
a dealing b processing ¢ controlling
5 You could up a subsidiary in Eastern Europe.
a hang b put ¢ set
& The trade unions are considering industrial
a action b management ¢ behaviour
¥ Wwill you the pilot project for the offshore centre?
a overdo b overtake ¢ oversee
8 Offshoring will to the improvement of company performance.
a supply b contribute ¢ transfer
9 How will to sensitive areas of information be controlled?
a business b process £ access
10 We've had to make people redundant ito compete with a major __.__
a challenge b rival ¢ competition
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| Reading B8 Read the article about offshoring in India. Use the geadmgs to
make notes about the two types of companies involved,

: .Thémes‘W %er_‘ 5 wh :

Cansmes0-40% Inirease in turnover

Business

A lift from Indig

How offshoring gives companies an advantage

ONE of the reasons why the trade-unionists of Amicus have

nominated David Prosser {Chief Executive of life insurers
Legal & General} Britain’s best boss is that he has promised not
to send jobs abroad. L&'s shareholders may be less happy: its
rivals, and many other companies, are rushing to buy their
service work offshore, to their competitive advantage.

Cotnpanies in india - by far the biggest supplier - think
that business process outsourcing (BPO) may bring that country
84 billicn from abroad this ¥ear, a rise of more than 50%. Over
half of that wiil be from America, but Britain's share wil] be at
least one-enth, the equivalent of some 20,000 lowish-paid jobs.

Just how much companies save by offshoring work wil| :
depend on how good they are at doing it. Steliog Haji-loarnou Central government taxes 0.03
says his easyGroup's hirecar arm actually makes money by it et
outsourcing customer calls, since the customer pays 60p a
minute, more than his firm pays the Indian call centre, But
dealing with Bangalore is not like handling the cafi centre L Source: McKinsey Glabal Institute
down the corridor, even if the Indians concerned are your own
employees.

The more usual call centre client can look to save 30-40%.  some National Health Service IT; Infosys is to help improve a
For more complex offshoring, a round figure might be 25-30%: BT system for getting its staff (o the right place at the right
a worthwhile saving if IT, as it well may, makes up a tenth of  time.
your overall costs. But calculations of savings are imprecise, British firms are much keener on offshoring than are those
because they do not come just from tow Indian wages. Like any  in other EU countries, Although the Indian consultants have
consultants, the three big indian companies seffing these  offices across Europe, TCS gets nearly 20% of its work from
services - Wipro, Tata Consultancy Services {TCS) and stightly Britain, double what it gets from the rest of Europe put
smaller Infosys - are offering better solutions, not just  together. Wipro's trade is more balanced: 12% British, around
cheapness. 20% from other Europeans. (But Britain is only onesixth of the

These are big firms: when the figures are out, their west European economy!) These figures reflect Indja’s historic
combined 2003-04 turnover will he #3.5 billion, a rise of one refationship with the UK: English is widely spoken and the
third. Their lists of British clients are fong and well-known:  countries share AngloAmetican traditions, However, continental
Thames Water, United Utilities, Sainsbury, BT, Ba, P&O, countries are bound to catch up. German, Dutch and Belgian
National Grid, Barclays, Prudential and others in finance, and firms are fooking offshore. Even Ireland, once a place to go
many more. Wipro has worked for years with Thames Water; offshore to, will become a country seeking to outsource
TCS is partt of a consortium that has just signed up to sort out overseas like its rivals,

Everyene’s a winner
Benefit per $1 of YS spending sent offshore, 2002 est

LUnited States

1.12-1.14

i i y
Net benefit to India 0.33

—
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EX Look at the article again. What do these numbers refer to?
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H now complete

i

$4 billion possible income for India this year from BFO
50%

20,600

60p

30-40%

$3.5 billion

12%

/e

§ Look at the article again. Find words with similar meanings.

chosen nominated
competitor
overseas

increase

the same as
dealing with
inexact

answers

sales

business
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Although offshoring creates jc
injob __cuts  in countries
The Bank of America has exper
made 3,700 staff in technical a

Companies shou
Governments #

Unions are beéém;» 108€ active to stop furth
places where jobs have been transferred over.
Inorder = unemployment at honie, 50

tes want
legislation against moving jobs oversess.



Look at the suggestions and conditional sentences. Find and correct

the mistakes. . .
brainstorming

i What about to braiwstori different ways of cutting costs?

% If we would advertise more, we would be better known.

%  We would save money if we will move our back-office work overseas.
4 If T would be you, I'd identify the major cost areas.

% We might be better off if we will consult with the unions.

4 1f we will reduce overheads, we may reach our targets.

7 If we won't get more contracts, we have to take serious steps.

£ I suggest to employ consultants to help us decide what action to take.

I3

tening 10507« KB A group of colleagues discuss outsourcing. Listen and answer the
questions.
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I What business function do they want to outsource? Customer Service
2 What options do they discuss?
2  What do they decide to do?

Listen again and complete the speakers’ suggestions.

1 really think we should ...  outsource our Customer Service division.
How about ...

Omne way would be to ...

What if we ..,

Let’s ...

I suggest ...

7 Couldn’t we ...

B b
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! Writing  Write an email in response to Elena. Use the information from the
conversation above.

i Y

Could you and the team get together to have initial discussions about
the possibility of outsourcing some work to another provider in order
to cut costs. Can you get back to me:

- telling me your suggestion -]
~ summarising the implications of your suggestion
- saying what you think the next step should be.

| Elena ]
[

Then compare your answer with the suggested answer on page 93.
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