2] HHEEENE S - IRSIMI RS

BEHROM %4 HIEEH O E B ™y

Hie 55 H P BE i

ENGLISH FOR OUTSOURCING

F 4 O BRFE

e FEARXZFHRE



P EARXFEH MRt
cE -



EHEMS%E (CIP) #iE

fR S5 MO /BRRAE T - b PEARKSZE R, 2012.1
21 HEAL AR & AR Bt . AR5 SML RS
ISBN 978-7-300-14850-2

1. O 1. O/ M. ORSL-3shRE-EE-HFRLEF-#M N. OHs1

v R A R 4 CIP BdlE#% - (2011) 58 248978 5

21 -2 FHIRFHF AR EAM « IRFIME F 7]
R &E5M R

T4 BRE

Fuwu Waibao Yingyu

HARZAT
#
B
Moo
g M
B Rl
-1
B
F OB

o N R R A

bR K 31 5 HRIEI4RA3 100080

010- 62511242 (4R 010 - 62511398 ()
010 - 82501766 (HBAES) 010 - 62514148 ([ THIH)
010 - 62515195 (KATAFD 010 - 62515275 (¥4

http: //www. crup. com. cn

http: //www. ttrnet. com( A KEHF )
FeAs)E

b5 5 FERIA FRSTAEA A

185mmX 260mm 16 Ff74 AR & 20124E2 A% 1R
13.5 ED WRO20124F 2 A% 1 RERRI
257 000 7E fir  34.80 70 (M4

IRAIRFTH BRARNIKET EPZR 4y I



20 A fE i, FERAIREN ALy THiksl T, RE ML IFHREIEZ L
k55 B R AR il AN E b iR S AR BE R e A, DAREAIRRAS . $R R ok
A IR OTES ST, XWURARFFIMI . IR 55 ML i A 3l 57 22 By & J i) —
BRI, BN T AKX ZEERRR . W4, L0 T &EiLr L
&, URHE ., WHRMEBA A REN B =R E S BR M R, E2BRTEH
WIGES T Pl SR A EE R PR TR, Al 0S4 J1 B SR IE 22 5 3 M\ AR 3K 3l
mEGETL . — R IREh M AE . FHLIESKEIIGEESE . iPad B 2BRIE . BK
W2 e RSO B S, X —DIEEEsh it R BT dE— P M M, WBURE
fik 5 AMEL PR L BT — R R

BAZRGEPREEZMALKE - U - FEEORRIND, RREM. +
AR\ ARBK ., BTSRRI BT % i B oK Y 22 B BUBURE & BUAE B Kk
K, X “FNmIHHHL”. B 2006 FRSHESRSG ML “TE T
TAE” Lok, T DURERE) & R BB & T i 5 E R A2 3, KK, BATE
TG AL R R Al by B (36 R el AL RZ RS . RIWRE, DLRARGLOER 6
fRULTT R RS I et WMk FETTE LR, MXLEEA
FAARSHE . IREIMLIMEN AU B ERAGH L WA, REFLLniEs



RS MRS

A, HE TR IMLX —HR AR R R, AT, M TkREIX
FR 5 S M BRL 2B 5 v BN RO AL B SE Rk S5 ML A S0, S ERRR T —
ERPRETHELEN — “21 e ERETAES - RFSMLRS”, G
R T BB & 2RI AR 55 S ML AT 5 57 DL BIR 55 L 4lk A ol 25 64

MR S5 AMAER B9 S AR T R RE B M WS . &5, Eh— A=
b, ARSIMLY KBTS Z, FRER. Ml ERE, ZREHHFESTL
FUREEX — e . HK, RSN EiERSCAYE, HAFLBTI& A
Ak, FlkSERR, WML GE B R TR BE, IRFIMLRE—AHEE
i, FERERRENEEAC, HERALES), KIBb a9 mIR R R R
i Ml 2 FRe AN T ST

BTU LS, AEBIPEEIRE L EM WS HSoR MR b, eI
RS RTRHE SRR b, SEhE RS, BT (RSIMIBEL) . (3K
o B EBSL55) . (BARSML J2EE #/2) . (ASP. NET M H 3K 3h H#2) |
(BPO ZAtH# it 5HHISHT) . (BPO L5) . (ANFESMILS) . (IRFIMLE
). CEFHEIRGIMIBNLESE) 3t 9 A%, WRERER, BEER, £
WANESFELATTE, R TR SCBERE R IR AEE 5

RSMAEEM AR S N FChREIRSIMIAA BRI 5 1, REOH
IR Dol b X R 55 S MR B 22 B RE S R SR I E SR FHIR SAMINA, E/R
At—&tesh “hEBLE" [ PERST BER,

P ERS IO E T EAE
PRRE R L FREK
REBERA



4k 20 el SR KEBZ G, RSHMIL (outsourcing) B &R AHFT—%
SRR EMAE ARG, AL, 2BRUE 1000 3 95 LB S
HlE T RFSIMuiRng . FEEEEA RS ERENHE—PEE, EROLFHNER
4Ma (offshore outsourcing) Y& FE#EH:, EPRRFIMITZIETR 52T M.

SMIARSS R RIS ER —5r, ek EAEL, #REORIRS
PRULRTRE S R ARG HEA T A R BE T, MRS BER, PR 558 L 2 1E 7= i)
AR, HFRFIMLI SRR, SMEISERET B ML G S RE .

MBS BRI FABORE, RS IMIIEE R RS IV S a3, HIR
ESP (English for Special Purposes) . #f[E|H At ESP —#f, ARFEIMIIEIER—FF
FEERER, RIAKEREAE T W, EARITHERRRR: —&%T
EREWHROER, NATRENRLSSE; ——RAERKNANE, B RS ZERL
SUFAHR LT TLNE . WXTIRFFMI ML A B FEH BB K A ABIRE , flf]
FEFERAZUTERS: OMBERES . PSR ERBRES . AR OER
WEEST . WRAFACHEE A RP A E R T B AS AR T .

EF LRMEER, RIEE T (RFIMIEE) —F, BERHBRS I
M RAERER T SEE VB TAEE S . AL R TFRFAMIATIL, HKHE4



&35 9 R %5

A B TAE BB EeE N E. 2 RE /Ao, BB RS AT,
AT e—A 8, DB TAERR. WA TAEES B EL, B EERE
HERNBERBIHES, SRiES AR SR RS . AW & EHEHFE Un-
derstanding Outsourcing (T f# Kk 5 4h1). A Day at Work (H % T.4E). Cul-
tural Aspects (3 4k &% ). Communication Practices (74 i 3£ ). Business
Meetings (B4 . Dealing with Customers (5% F'$738iH) . Project Man-
agement (WiH% ) 5 Career Development (HRMEHLRI) . F/N#ICH Starting
Up. Listening & Speaking Skills Development, Reading, Writing, Mini-Project
F1 Tips for Outsourcing Professionals 7NN P4 2H A%

AR GRS R EEZ R T ILA T

L UFEEEXAANE, HOERFRSIMLO SR LA FE, 5—
AHITH) B EA SC MR R, SRS IV TAEM &N EERT, i
AR SRR, S SE BRI ZRT T RS HAt .

2. Bt “TAEGEE, BBAA” AR, SEEl “BUAM—RIL”. B EERR
ISR . SERA RN ) Bt TR S BRI 2406 B i 5
8 EFRITRFSEMEZAEYE, R geRIER AR Za T 1.

3. RGBS L, RPRES HWEh, GO 58E. 5
25, BAWAMNE. NS, AEREMEEEIETR, BEI5LERE
LgE G . dat SEBRRISE BRI SR, B B2 AR AE T AR 5t v R 318 317 0 8
Yela) EHIRE ST .

4. BAHITH “PartV Mini-Project” #4r AT H ML, M2FA4 R4ELE
BRI, BERTERET “HESHEE” W—ANATED,

5. HANHITH) “Part VI Tips for Outsourcing Professionals” #4r#24E T
MR35 A M A B3 F TR R SR EEHE, 4N work attitude (TAEZSEE) | cultural
differences (k2= ). stress management (JE 7% ). communication skills
QEEETY), BFERARGHRE R R EE M.

6. BifsRER T SRALFITIENCRAIT I FESCA, R AL T H Y ITO 1 BPO £k
ARif, DK 2010 SE2BRIRFIMIE RN AR, BERREAERN LV ATRFRE,

A< 45 i 95 olle Bl DX AR 55 Ah L BRI 2= Be PR B AE AL 9. SRS AR
AH: FAE. EMME. #R%1E. 83555, Sharmishta Sharma, Naveed ul Muzaffar,
. B, FER. BBIP. B, &RE. KUK, ERELIES, RIE3
T IR Toolke el X R 55 S M RO 2 Be 40 T F A A R K 7 328, TtV B 445



L]

MRE B AT T RAEMIES, EIEREL K Sharmishta Sharma &4, RFEE K
Kevin David SEAEH BMES T #5r Bii, FEEARELHEZM AR B INE
P TRGFHRDL, B AR KRB AB BT THE . b, PEARKSE
H R B 4 S o A B HH RRAR Bt TR KB, ZEME—FF b 12RO i
55 SML R — 2B AT, A9 S R TR S M IR B X — B
I E2F K, HEBPRRMAZZAEERES, BEAALLTRE. T
EEMIFHEIE, DU —PBITHEE.

BREE
2011410 A



Unit 1

Understanding QULSOUrCINg . «sessessessssaanraruranssanss ssassssonsassnsen 1

Part I Starting Up ««eteeseesereeroeromentniiii, 2

Part II Listening & Speaking Skills Development -:--::coceveeeererennns 3

Dialogue 1 Outsourcing Business Processes «-::s:ssesereersrecesees 3

Dialogue 2 Opinions about Outsourcing ««««+xssesresrrecereaceees 4

Part III Reading  «--ccereeeeerrmimtmiiiiiiii i 6

Passage 1 What Is QUESOUrGING? «««++resererssssesnsersnnmennniniianen 6

Passage 2 Types of OUtSOUIGING  «+«s++reessermssermensennnniiininns 10
Passage 3 India Is World’s Best Outsourcing Destination:

A. T. KEAN@Y +++reesserrrnssesenninntniiinintiiiiiniiien. 13

Passage 4 2010 Top Ten World Outsourcing Companies ~ «+-+-+ 15

Part IV Writing  c-cceereeeesrrmrmtntii e 18

BUSineSS Letter Of 'ntrOdUCtiOn .......................................... 18

Part V. Mini-Project — «----eeeeeersesememmimeniie 19

Part VI TlpS for Outsourcing Professionals :-cocovevereriiiiiiiiiiiiii., 20

Skills Required by Professionals in Outsourcing «:««=«-eseseeeeeeseee 20



Part I Starting Up  «-+--eeeersersremmmmimtmmmiiniiiit it 22
Part II Listening & Speaking Skills Development — -+-«ccoreveereeeeees 23
Dialogue 1 Preparing a Teleconference — =«r=esersereecencneeeenes 23
Dialogue 2 The First Day in New Horizon Computers «:«-«=«-«-+ 24
Part III  Reading ««eccereerresersrmtmmiii s 26
Passage 1 A Call Center Agent’s Smile ceeereecerenenriienniene. 26

Passage 2 A Typical Day in the Life of a Project Manager -+ 29

Passage 3 How Business Outsourcing Has Reshaped the

Ph|||pp|nes ................................................... 33
Passage 4 A Day in the Life of an IT Project Manager -+--«---- 35
Part IV Writing  cceoeererreermi 38
Baval] sennvessussuommsnonne s snansvonsons sxoass srsnes assnebbanniesiansions 38
Part V. Mini-Project «««-+«sseeeeeuemrmimtuiiiiiii e 40
Part VI Tips for Outsourcing Professionals -«-«:ceeeeeeeiraniecininnnns 41
WOIHK AHIUAE: wo-sssussvvnns ssonns snsass snses swonss sasmssassas enssns nasoss ssie 41
Cultural ASPECLS wwsrousws sessme susion s smsns svmans sssnbsoosesssosss somms snsess vs 43
Part I Starting Up  «+eoeeoremresemt e, 44
Part II Listening & Speaking Skills Development — «---cccceeeeeeeennes 45
Text 1 Avoiding Culture Clash — ««++ssseserrsensennenininiii, 45
Text 2 Company CUltUre «++=+ressrerrerrnermmmiimieie. 46
Part III  Reading «-«--coeeeeeremrermmiimiiiiiiii e 47
Passage 1 Understanding Cultural Differences in Offshore
OULSOUFGING  ++errerereennssennessrunerruensieeiiienaen, 47
Passage 2 Cultural Barriers to Offshore Outsourcing ««-=«---+ 50
Passage 3 Working Environment in Infosys «ereeeecerereniiciies 53
Passage 4 Key Issues in Offshore Outsourcing ««=«-+=ssereeeecees 55
Part IV Writing  --cccoeerememmi 57
1= 1 170 I R L R T T TP 57
Part V. Mini-Project -««-+«+cseseeetermetuniiiii 58
Part VI TlpS for Outsourcing Professionals :-crrececerrrricncniiiiiiiia. 59

Appreciating Cultural Differences «:-ssereereseerettertieiiicnieicananns 59



OITUIIINICALION FTaclICes ceessessasccsscsstossassessssscscsssssscsosssscnnss

Part I Starting Up  eeeceeeeeeesrrnmremssmmmmiiiene et
Part II Listening & Speaking Skills Development — ----ecoeveeeeeneeeens
Dialogue 1 Communication Problems  reteeeeesereesrmeenieeiinee.
Dialogue 2 Solving Programming Problem — «:-eceeeeeeeeeseneeens
Part IIT  Reading «--cooeooreeeessmmmmmmmmmmmiiiiiitiiittain,
Passage 1 Communication in offshore Outsourcing -««--«x-ex----
Passage 2 The Importance of Communication in Qutsourcing  «-----
Passage 3 Effective Communication Methods  «-««+seseeereeeenees
Passage 4 Communicating in Your Organization =-:--sceoeeeeeeeees
Part IV WEItIRE  -veveeversrreeeseeemeemmnneiiii s
WOTK REPOIt  +++rerssrnnssesnnsssisitte ettt ettt
Part V. Mini-Project — ---oeoeeeeeeeeemermmmmmiimimiiiii s
Part VI Tips for Outsourcing Professionals :-««-oresoeeeeeeencanneinninns

Effective Communication Is Vital to Success ::::reeeeeerreerennenne.

¥ -] e N S
BUSINESS VICCTINTS  ceeretettatititatitetitisststesatssasstotssssesassscsnasns

Part I Starting Up  ceeoreereeresrmmsmmmen s
Part II Listening & Speaking Skills Development — -+-c--vcoeeeeceeees
Dialogue 1 Tomorrow’s Meeting — «««s++eseseressrerummmneniniinnne
DialOgue 2 PrOjeCt DiSCUSSION  +rrceeererseeretssrotcncnccencnsncnnes
Part 111 Read]ng ...............................................................
Passage 1 Business Meeting Et|quette ..............................
Passage 2 Video Conferencing—Communication Made
S|mp|e ......................................................
Passage 3 What Is Skype‘? ..........................................
Passage 4 Eight Ways to Make Meetings Better ««-«-«oeeeeeeeeees
Part IV WEting  occoreersermememmn e
Announcement and INVItation «««««-ss-rererrenemreneemieeneainenananns
Part V. Mini-Project — «-cseeeserseremerniiniiia
Part VI Tips for Outsourcing Professionals ---:c-coreeseeeceeeeineees

Stress Management ......................................................




252 6k G155 56
75 B s

m Uinit 6 Dealing with CUSTOMEES  seeeeresetrtatsttiitittieiiiatatiiisiieisnnsnenes 99

) Part I Starting Up -c-ccoeeeeeersrri, 100
B Part II Listening and Speaking Skills Development = --«ceceeveereeees 101
Text 1 Managing Outsourcing Relationship ««««=«=seseeerereeeses 101
Text 2 Ending a Business Relationship — ««eerereereesenereereenee 102
Part III Reading  -c-oceereremsrmemme e 103
Passage 1 Winning Customers through Effective Telephone
Etiquette «-ereereeressrmnneieeni 103
Passage 2 Convergys Corporation—Top Outsourcing
COMPANY =+ ++esrrresensssnnsntumeniietietetianieannns 105
Passage 3 Ways to Handle Angry Customers ««-«--exseeeeeeeeees 108
Passage 4 Cautions in Outsourcing Your Customer Service
Center rereerrererstitiiiiiiiiiiiiii ittt 1 10
Part IV Writing «-c-ceeeeememrmm 112
Complaint Response Letter ««+«+«+esrerereeremiiiiiiiniiiini, 112
Part V. Mini-Project «-«-ceeoereeeeemei, 113
Part VI Tips for Outsourcing Professionals ««-««««cceeeeeeceecincian. 114
Skill Sets for Customer CentfiC JObS terreriiiiiiiiiie ]]4
Unit 7 Project Management  ecececcersrsaieieniicesstiseetosascecessnsnrossnsnses 117
Part I Starting Up ««--+eseeeserereemtmietiiiii i 118
Part II Listening & Speaking Skills Development «---ccccoveveeerene. 119
Dia|ogue ] Work Assignment ....................................... ]]g
Dialogue 2 Checking about the Project Schedule «-+---=-x--x--- 120
Part III Reading  -+--ccrerverrerrnrmrniiiii s 121
Passage 1 The Five Steps in the Project Management Life
CyCle  werrerrreerie 121
Passage 2 Tips on Offshore Software Project Management  ----+- 124
Passage 3 The Importance of Teamwork — «ecceereereeeerienianne. 127
Passage 4 Something about Team Building — =+--=cseveeeeeeeeenes 129
Part IV Writing «-+eoceeeeeerenemii e 131
Action Plan  seeererrreertiiiieiiiiiiiiiiiiiiiitiitsitetiiiiiiintatananans ]3]
Part V. Mini-Project -----e-eeeeeeeeememmmimmiii e, 132
Part VI Tips for Outsourcing Professionals -+« «---ccoveeeererennanes 132

Teamwork: A Key to Successful Outsourcing «-«e-eeeereereereeees 132



Contents

......................................................... 135
Part 1 Starting Up ............................................................ ]36
Part II Listening & Speaking Skills Development ---«:-ccceereeeeeeee 137
Dialogue 1 Making Preparations for a Job Interview ««-«::c.:- 137
Dialogue 2 Talklng about NeW JOb ................................. 138
Part III  Reading  «reoceoerereesrmeemm e 140
Passage 1 Questions to Be Asked before Applying for Call
Center INQUSErY  ++rreeerrssrsssenemreeiiiiietiiaa, 140
Passage 2 My IBM Summer Internship = seceeeeeeeeseeeneneenene. 142
Passage 3 Recruitment Process Outsourcing Leads to
Better HireS ................................................ ‘]45
Passage 4 Career Plans in Your Life secreeeeeereeeeiiiiiiinie.. 147
Part IV WIting «+ceeeereerermmrmomm e 149
Résumé and Cover Letter cceceeeeeeereiiiiiiiiiiiiiiiiiiiiiiiiiia, 149
Part V. Mini-Project «««-eeeseeeeeermemmmmimii 152
Part VI Tips for Outsourcing Professionals ««««-+-cooeeeeeeeiniininnn. 153
Career Training  «««++eessresressernsmimtiiminitiiitii, 153
............................................................... 155
................................................... 167
[AS 5% iewis & 3@0sp s4WanE SRR A0 § vaide 8 179




Unit 1

Understanding Qutsourcing
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@ Skills Required by Professionals in Outsourcing



Part I Starting Up

D)

Discuss the following questions with your partner.

Have you ever heard the following companies? What do they specialize in (%

FIAETH?

‘accenture Deedfrys

‘ High performance. Delivered.

\
|
o x
' |

&

WIGRESOFT® Neusoft
Outsourcing - Technology-Service - Experience

NG

Match the words 1-5 with \-;vords A-E.

1 outsourcing A HHARESMY
2 offshore B FEHEANE
3 ITO C BE

4 BPO D sMu

5 KPO E W HEnEsiM



Understanding Outsourcing

Make a list about which activities in a company could be outsourced.

Part II Listening & Speaking Skills Development

1. offishore  adj. in or under the sea and not far from the coast &5 F#

Examples:
1) Offshore outsourcing is the practice of hiring organizations or employees to

perform company tasks overseas.

B AMI R R AL B TR AR A AL 55

2) Proponents of offshore outsourcing often point to the fact that a great deal
of money can be saved using this method.

B R AML SRR E AR R — S, SRR A ik AT LA A KRBT & .

2. cutsource  vt. to arrange for someone outside a company to do work or provide
goods for that company #M

Examples:
1) Content providers have a choice of locating a speech browser at their
facilities or outsourcing to an application service provider, carrier or service

bureau.

A SR AR RE AT LA R 15 3 D YA 28 226 7E A O Wi & b, thmT UK A
F0.25 97 FF AR 45 44E 197 75 (ASP) {5 A Rl B IR 5 A A .
2)Outsourcing doesn’t really solve the problem.

SMIIH A REELIE AR PRI,

3. confidentiality  n. a situation in which you trust someone not to tell secret or
private information to anyone else #HL% , L2 M

Examples:

1) confidentiality agreement

PR BIY

2)All replies will be treated with complete confidentiality.

A )2 S AR B R 5



B35S Y 525

4. ielecommunication  n. the sending and receiving of messages by telephone,
radio, television or telegraph, etc. Hiifl, Hif5

Examples:

1)a telecommunication satellite

HiE PR

2) international telecommunication service

FE PR (Rl 55

* Listening Task

Listen to the conversation and decide whether the following statements are true
(T) or false(F). Then write key words to support your answers.

1. Companies could do things more economically if they reduced some of their
processes.

2. Lots of companies outsourced their IT service.

3. Companies should not outsource the customer service department.

4. Qutsourcing professionals need to be properly trained.

® Dialogue 2  Opinions about Outsourcing

Key Words and Expressions ———

1. sympathize  vt. & vi. to feel sorry for someone because you understand their

problems  [F]1# , # A%,

Examples:

1)While | sympathize your point of view, | cannot accept it.
BRBB R, HRAEBEZE .

2)| sympathize with you in your loss of family.

BRI KRN R

2. back-office n. the department of a bank or other financial institution that
manages or organizes the work of the institution, but that does not deal with
customers 5 &



