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Post Editing

Healthcare has been in the news a lot recently 
thanks to the United States’ current political circus. 
And I wonder, not for the first time, why the version 
of universal healthcare that we have here is so 
much more expensive per capita than anywhere 
else.

It’s a question I’ve tried to research anecdotally 
for decades, having grown up homeschooled 
behind the scenes of small clinics, helping nurses 
file charts and listening to doctors and staff talk 
among themselves. Many of the elevated costs have 
to do with American capitalism and many have to 
do with the fear of litigation. The cost of a test at 
one clinic is not the same as it is at a different clinic 
and it’s not even the same for different patients at 
the same clinic: the actual costs in staff hours are 
higher, especially for small clinics, when you have 
to navigate multiple penny-pinching insurance 
companies instead of having a patient pay up-
front in two seconds. Additionally, if doctors order 
unnecessary treatments or tests, either for fear of 
being sued or because (as some but certainly not 
all are) they’re getting some kind of incentive to do 
so, that obviously drives costs up, and higher costs 
don’t correlate with better health care results. 

NPR reported in an April 2016 article that 
healthcare tended to be more expensive where 
hospitals had consolidated, for example, leading to 
monopolies. In 2016, the Health Care Cost Institute 
published a study showing that in some states, the 
cost of healthcare is over double what it is in other 
states, and even from city to city and hospital to 
hospital, costs for the same procedure vary by tens 
of thousands of dollars.

One would hope that more streamlined 
approaches to healthcare could be localized into 
the American system. Although that would almost 
certainly require a political and legal overhaul. 
In the meantime, there’s always more traditional 
localization to research in the healthcare field.   

mailto:advertising@multilingual.com
https://multilingual.com/magazine-ads
mailto:subscriptions@multilingual.com
https://multilingual.com/subscription-information
mailto:editor@multilingual.com
https://multilingual.com/editorial-submissions
mailto:reprints@multilingual.com
mailto:info@multilingual.com
https://multilingual.com
mailto:reprints@multilingual.com


6 July/August 2017

     Contents 

A hand-painted sign 
marking an oral medicine 
and surgery clinic in Trinidad, Cuba.

Focus:
 Life Sciences

30 
Ethnobotanical 
medicine queries
Frieda Wiley

40 
MT application
to localization 
of life sciences
Laura Casanellas Luri

48 
Trials and translations
Mark Aiello

36 
Updating healthcare 
localization
Kevin Donovan &
Joni Minear

44 
Biotech and  
translation mergers 
and acquisitions
Luke Sewell

52 
Why zero-shot  
translation may be the 
most important MT 
development in  
localization
Arle Lommel

Technology

36

55 
Linguistic 
quality assurance 
in localization
Vassilis Korkas

30



Contents 

7July/August 2017

Up Front

5 Post Editing

News
   

   8   Recaps
13  News

  16   Calendar

Columns

18 Community Lives
Jeannette Stewart

22 Word on the Street
Adam Wooten

25 Culture Clashes
Emily deTar

70 Takeaway
Erin Wynn

61 Buyer’s Guide
 69 Advertiser Index

8

11

40

22 web-exclusive articles at  
multilingual.com/insights

https://multilingual.com/insights/


8 July/August 2017

      Recaps 

LocWorld34 Barcelona considers the industry’s place in current events

LocWorld Barcelona took place 
June 14-16, 2017, a sunny few days that 
included plenty of outdoor networking 
in the balmy weather, in the gardens of 
the Palau de Congressos and offsite at 
the Smartling-sponsored dinner.

Andreas Ekström of Sydvenskan 
newspaper gave the June 15 keynote 
on the big five and the digital revolu-
tion. “�e world currently is owned 
by five big companies: Google, Face-
book, Apple, Microsoft and Ama-
zon,” he said. “�e world is screaming 
for digital democracy,” and we’re not 
really delivering it.

Ekström talked about the move from 
customer to fan and how that influences 
how much people are willing to pay 
for a product. “If Henry Ford capital-
ism is about cutting prices, Steve Jobs 
capitalism is about marking the prices 
up as much as you can and still having 
everyone buy it.”

Sessions on neural machine trans-
lation (MT) were well-attended given 
the current buzz on the topic, and 
“Neural MT: Revolution or Evolu-
tion” presented by Jean Senellart of 
SYSTRAN, Dimitar Shterinov of 
KantanMT, Lori �icke of Lexcelera 
and John Tinsley of Iconic Translation 
Machines Ltd, was standing-room 
only. �icke’s opinion on the matter 
was that “we’re entering a post-post-
editing world.” Tinsley stated that 
although nobody quite knows what 
goes on under the hood of neural MT 
and therefore correcting problems is 
tricky, eventually, someone’s going to 
figure it out.

How to get accurate news in a 
fake news era was discussed in the 
June 16 panel keynote. Robert Lane 
Greene, columnist at �e Economist, 
noted that deliberately fake news 
is not a problem in the language 
industry, but people’s judgment and 
conclusions can be wrong even if the 
data is correct.



9July/August 2017

Recaps 

�e first running of the Process 
Innovation Challenge (PIC) took 
place at LocWorld34 Barcelona over 
two sessions on June 15 and 16. �e 
challenge is a competition for process 
innovators, and each had ten minutes 
to pitch their idea and take questions 
from the Process Dragons — a panel 
of three experts — and the audience. 

Six participants, pictured at right, 
were shortlisted to take part and give 
their mini-presentations: Wei Zhang 
(Microsoft) with Conversation-based 
Localization Process; José Juan 
Martínez Carrascosa (Prompsit Lan-
guage Engineering) with Enriching 
Translation Memories with Multilin-
gual Websites; Leigh Blaylock (Red 
Hat) with Marketing Localization:  
Adventures in Planning; Constantino 
de Miguel (Prime Multimedia) with 
Web-based MM Video Localization; 
Klaus Fleischmann (Kaleidoscope) 
with Transforming Review: From 
Last-minute Rescue Operations to 
Strategic Quality Evaluation; and 
George Zhao (VideoLocalize) with 
Interpreting Video: Combine Transla-
tion, Voiceover and Post-engineering 
in the Video Localization Process. �e 
Process Dragons were Alessandra Bin-
azzi (Alessandra Binazzi Consulting), 
Jonas Ryberg (Pactera) and Willem 
Stoeller (�e Localization Institute). 
�e event was moderated by Dave 
Ruane (Xplanation). 

Two innovators made it to the final 
round on June 16, voted by the audi-
ence. �e winner and Process Innova-
tor of the year for Europe 2017 was 
George Zhao with the VideoLocalize 
technology and the runner up was 
Wei Zhang with a community local-
ization platform. 

�e nontraditional format of the 
challenge gave an opportunity for 
innovations to be showcased on stage 
and gave a platform for sharing impor-
tant process insights and knowledge. 

“We must always strive for inno-
vation in localization rather than 
struggle to keep up with innovations 
around us. It only makes sense for 
us to focus on process innovation. 
Some sectors touched by localization 
champion innovation, and others 
take some time to catch up. Shar-
ing process innovation can greatly 
enrich the discipline of localization 

as a whole, as well as stimulate more 
innovation. Innovation is like your 
favorite potato chip; you can’t just 
stop at one!” said Alessandra Binazzi.

“For the first event we got over 30 
submissions. With the right momen-
tum and backing there is no reason 
some of these innovations won’t ‘cross 
the chasm’ and bring about true dis-
ruptive change,” said Dave Ruane. 

First Process Innovation Challenge held at LocWorld34

https://rheinschrift.de/
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GALA 2017 Amsterdam

GALA 2017 was held at the Hotel 
Okura in Amsterdam March 26-29. 
With a Dutch-themed welcome 
reception hosted by local GALA 
members, the 470 delegates enjoyed 
bitterballen, pickled herring and beer 
from Brouwerij ‘t IJ. Monday morning’s 
keynote by Amsterdam local �imon 
de Jong examined Future Human 
Behavior in the Connected Society. 

John Tinsley’s talk entitled “�e New 
Frontier for Machine Translation: �e 
Neural Frontier,” was well-rated by 
participants, as was Jonathan Bowring’s 
“Introduction to Coaching as a Man-
agement Skill.” Other highlights were 
“Size Matters! Exploring Big Questions 
on Change, Innovation, and Success 
from a Small LSP’s Point of View” 
with Burckhardt Rueffer and Miguel 
Sevener, and “�e 6 Immutable Laws 
of Selling Language Services,” a master 
class with Renato Beninnato and Anne-
Marie Colliander Lind. Recordings are 
available on the GALA website.

Keeping with tradition, the confer-
ence also included contests and awards. 
In support of Translators without Bor-

ders, delegates wore wristbands, dyed 
their hair, sported henna tattoos and 
shaved their impressive beards as part 
of a fundraiser organized by member 
company Euro-Com International. 
GALA’s seventh annual Film Fest grand 
prize was awarded to Diskusija, with 
the runner-up prize earned by GM 
Voices. Two students were recognized 
as winners of the Rising Star contest:   
Marion Hernandez from the Univer-
sity of Geneva and Sijing Yu from the 
Middlebury Institute of International 
Studies at Monterey.

After GALA’s annual general busi-
ness meeting, István Lengyel, former 
CEO of Kilgray, delivered the closing 
keynote, a personal reflection on 
growth, development and breaking 
the rules. 

https://www.kaleidoscope.at/de/
mailto:info@kaleidoscope.at
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Arben Seva, founder and ex-
ecutive director of Albaglobal 
Group, a translation and localiza-
tion service provider based in 
Albania.
Where do you live?
I split my time between Tirana,  
Albania, and Thessaloniki, 
Greece, where my family lives.
How long have you worked in the 
industry?
I have been in the translation 
business for 15 years.
Which languages do you speak?
I am a native speaker of Albanian 
and Greek, I am fluent in Eng-
lish and Italian and I have basic 
training in French, German and 
Russian. 
How did you get started in this 
industry?
People say there is no such 
thing as a truly native bilingual, 
but I think I just might be it. I 
was born in a Greek commu-
nity in Albania, learning both 
languages from a young age. I 
started working as a freelance 

translator during my student 
years in Edinburgh, Scotland, 
where I lived for eight years. I 
used my computer knowledge 
in applying the early SEO tech-
niques to my simple website, 
managing to become quite 
visible in search engines to po-
tential clients. Requests grew 
steadily and I started cooper-
ating with fellow translators 
to cover the demand. Soon I 
realized that a proper structure 
had to be put in place. Together 
with my friend and now busi-
ness partner Elton Puka, we 
decided to found Albaglobal 
and provide quality services to 
the Albanian and international 
markets. We now supply enti-
ties such as the UN.
What do you like to do in your 
spare time?
In my spare time I do stand up 
paddle boarding, I dance Cuban 
salsa and I take long walks with 
my dog.
Why do you read MultiLingual?
Multilingual is a reliable source 

of information in our industry. 
It helps me to keep up with the 
new trends and the opinions 
of our esteemed colleagues. I 
love the fact that it is available 
in hard copy.

Featured Reader

https://www.vistatec.com/en
https://www.vistatec.com/en
mailto:info@vistatec.com
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Business
Rosetta Foundation merges with TWB

�e Rosetta Foundation, a not-for-profit organization 
with the aim to advance the rights of individuals to ac-
cess life-critical information in their native languages, 
has merged with Translators without Borders (TWB), a 
not-for-profit focused on spreading knowledge through 
humanitarian translations.
The Rosetta Foundation www.therosettafoundation.org
Translators without Borders www.translatorswithoutborders.org

AV Cluster
A group of six consolidated companies have joined forces 

to offer post-production audiovisual language services for 
the film, audiovisual and videogame industries. AV Cluster 
members include: Connections SI, GR Translation Studio, 
MGO-Traducciones, Sound in Words, Talkbox Subtitling 
Studio and True Subtitles. 
AV Cluster www.avcluster.com.ar

o o
lidolang, a SeproTec company specializing in translation 

services, has moved into a new office space. �e company 
also offers full support in the preparation of files for print-
ing, conversion and formatting, while managing the trans-
lation memories and terminology databases. 
lidolang www.lidolang.com

Websites and rebranding 
 ■ Ciklopea d.o.o., a provider of translation, interpret-

ing, localization and consulting services, has launched a 
new website. 
Ciklopea d.o.o. www.ciklopea.com

 ■ Indie Localizers, a team of translators, SEOs, devel-
opers and testers, has redesigned its website and added a 
localization platform to its services pack.
Indie Localizers www.indielocalization.com

 ■ Rheinschrift Language Services has launched a new 
website and new logo.
Rheinschrift Language Services www.rheinschrift.de

 ■ Lacrosse Language Consultancy has launched a new 
website.
Lacrosse Language Consultancy http://lacrosse-translations.com

People
t t

 ■ Commit, a language solutions provider based in Athens, 
Greece, has hired David Serra as senior business develop-
ment manager for the US West Coast region.
Commit www.commit-global.com

 ■ Janus Worldwide Inc., a language service provider, 
has hired Peter Smith as chief strategy officer.  
Janus Worldwide Inc. www.janusww.com

 ■ Memsource, a developer of cloud translation soft-
ware, has hired John Terninko as the events marketing 
manager. 
Memsource www.memsource.com

http://www.therosettafoundation.org
http://www.translatorswithoutborders.org
http://www.avcluster.com.ar
http://www.lidolang.com
http://www.ciklopea.com
http://www.indielocalization.com
http://www.rheinschrift.de
http://lacrosse-translations.com
http://www.commit-global.com
http://www.janusww.com
http://www.memsource.com
https://www.yarakuzen.com/
https://www.yarakuzen.com/
mailto:contact@yarakuzen.com
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■ Venga, a language service provider focused on the 
software, legal, life science and game industries, has hired 
Larisa Makshanova as a program manager. 
Venga http://vengaglobal.com

■ Andrä AG, supplier of the enterprise translation 
management system ONTRAM, has hired Dirk Krause as 
senior sales manager. 
Andrä AG www.ontram.com

■ On Global Language Marketing, a provider of transla-
tion and documentation services, has hired Rüdiger Wolf 
as client manager and Andreas Beck as sales engineer.
On Global Language Marketing www.on-global.com

■ �e Language Group has hired �omas Edwards as 
senior vice president and general manager.
The Language Group http://thelanguagegroup.com

Resources
o

�e Unicode Consortium has announced version 10.0.0 
of the Unicode Standard. Updates include new scripts and 
characters that add support for lesser-used languages. 
Additions include, four new scripts and 56 new emoji 
characters.
The Unicode Consortium www.unicode.org

o t t o t t o t o o
o t o o

Common Sense Advisory, Inc., has published the reports 
“Optimizing Content for MT: A Checklist,” “Tech-Savvy 
Providers Nail the LSP Metrix” and “Gender and Family 

in the Language Services Industry” — the first in a series 
of reports dealing with gender and family issues among 
those who are employed in the language industry or who 
work with language services.
Common Sense Advisory, Inc. www.commonsenseadvisory.com

Products and Services
t o t o t

Ulatus, the translation arm of Crimson Interactive, has 
launched a website localization solution that uses transla-
tion proxy technology and content management system 
integration.
Crimson Interactive www.ulatus.com

Schaudin.com, a software localization tool developer, 
has released version 11 of RC-WinTrans. �e latest ver-
sion introduces a customizable user interface, available in 
Japanese, in addition to a command line editor, comment/
review system and built-in access to machine translations.
Schaudin.com www.schaudin.com

Advanced International Translations, a developer of 
translation management software, has released version 3D 
of its TO3000 translation management system. Updates 
include: a module for prospects management; knowledge-
base, built-in mail sender and email templates; 3D reports 
and a dashboard.
Advanced International Translations www.translation3000.com

http://vengaglobal.com
http://www.ontram.com
http://www.on-global.com
http://thelanguagegroup.com
http://www.unicode.org
http://www.commonsenseadvisory.com
http://www.ulatus.com
http://www.schaudin.com
http://www.translation3000.com
https://www.videolocalize.com/
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t to o o t t t o
Net-Translators Ltd., a provider of localization and multi-

lingual testing services, has added phone interpreter services 
with linguists who are certified to interpret health care- and 
medical-related information.
Net-Translators Ltd. www.net-translators.com

t o t
Omniscien Technologies, a developer of automated 

translation technology, has released updates to Language 
Studio, its machine translation (MT) platform, that in-
clude a revised workflow and new REST API (represen-
tational state transfer application program interface) for 
integration with customers’ own solutions and third-party 
products.
Omniscien Technologies https://omniscien.com

o o  
o to o
Wordbee, a provider of translation management tech-

nology, has announced integration of a WordPress multi-
lingual (WPML) plugin for Beebox.

�e company has also released a Beebox connector for 
Censhare, a digital experience platform.
Wordbee www.wordbee.com

Clients and Partners
t t o t o

Janus Worldwide Inc., a language service provider, has 
partnered with CycleLabs Solutions Inc., the company be-
hind the SmartHalo smart device for bicycles, to localize 
the device’s software and mobile app.
Janus Worldwide Inc. www.janusww.com

o t t
Moravia IT, LLC, a provider of translation, localization 

and testing services, has partnered with Oban Interna-
tional, a media and marketing  localization agency, to help 
companies develop, deploy and manage digital marketing 
initiatives.
Moravia IT, LLC www.moravia.com
Oban International https://obaninternational.com

o t t
o t

MGO-Traducciones, a translation service provider, has 
partnered with Percepciones Textuales to provide Span-
ish-only audiovisual translation, and performing arts and 
audiovisual accessibility services.
MGO-Traducciones www.mgo-traducciones.com.ar

o o
Memsource, a developer of cloud translation software, 

has been chosen by  Skrivanek Group, a provider of local-
ization solutions, as one of its language technology tools.
Memsource www.memsource.com
Skrivanek Group www.skrivanek.com

t o t
ZOO Digital Group, a provider of localization and me-

dia production services for the entertainment industry, 
has partnered with three in-territory providers of localiza-
tion services: WhatSub Pro in South Korea, Bossdom in 
Taiwan, and Studio Ares in Turkey.
ZOO Digital Group www.zoodigital.com

o t
Andrä AG, supplier of the enterprise translation man-

agement system ONTRAM, has been chosen by W. L. 
Gore & Associates GmbH, known mainly for waterproof 
and breathable functional textiles (GORE-TEX), to pro-
vide company-wide translation services.
Andrä AG www.ontram.com

http://www.net-translators.com
https://omniscien.com
http://www.wordbee.com
http://www.janusww.com
http://www.moravia.com
https://obaninternational.com
http://www.mgo-traducciones.com.ar
http://www.memsource.com
http://www.skrivanek.com
http://www.zoodigital.com
http://www.ontram.com
http://www.birotranslations.com/
http://www.birotranslations.com/
mailto:biro2000@biro2000.com
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July
t t t to

July 20, 2017, Mountain View, California USA
The International Multilingual User Group 
www.meetup.com/IMUG-Silicon-Valley/events/234430097

August
o t t t o o

August 1-4, 2017, Monterey, California USA
Middlebury Institute of International Studies at Monterey 
www.miis.edu/academics/short/translation-interpretation/computer-assisted

FIT XXI World Congress
August 3-5, 2017, Brisbane, Australia
n erna ional e era ion of ran la or  .fi .org

o o t
August 4-6, 2017, Cordoba, Argentina
Translated in Argentina, www.translated-in-argentina.com/clint

August 16-18, 2017, Yangon, Myanmar
acific ocia ion for om a ional ing i ic  

http://pacling.ucsy.edu.mm/pacling/index.html

t
August 20-24, 2017, Stockholm, Sweden

onglomera e  .in er eech .org

September

September 2-8, 2017, Varna, Bulgaria
ni er i  of ol erham on   n i e of nforma ion an   
omm nica ion echnologie   h : lml.ba .bg ranl ar . h

o o o t o  
in a Globalising World
September 4-5, 2017, Dublin, Ireland

 en re  h : ml .com ing. c .ie

t t o t o  
o o oo

September 4-8, 2017, Antwerp, Belgium
ni er i  of e en  .ar . le en.be conference ran ech mmer chool

o t t t o
September 5-8, 2017, Cleveland, Ohio USA

on en  ar e ing n i e  h : con en mar e ing orl .com

September 7-8, 2017, Copenhagen, Denmark
E ro ean ha er of he  . a m .org m in e .h ml

o t t o o o
t o t t t o

September 9-11, 2017, Montevideo, Uruguay
 h : congre oc .org

http://www.meetup.com/IMUG-Silicon-Valley/events/234430097
http://www.miis.edu/academics/short/translation-interpretation/computer-assisted
http://www.translated-in-argentina.com/clint
http://pacling.ucsy.edu.mm/pacling/index.html
http://lml.bas.bg/ranlp2017/start.php
http://www.fit2017.org
http://www.interspeech2017.org/
http://mlp.computing.dcu.ie
https://www.arts.kuleuven.be/conference/transtech-summerschool/
http://contentmarketingworld.com
http://www.statmt.org/wmt17/index.html
http://congresoctpu2017.org
http://www.localsoft.com/
http://www.localsoft.com/
mailto:info@localsoft.com
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t
September 18-22, 2017, Nagoya, Japan

ia acific ocia ion for achine ran la ion
h : aam .info a ef m mmi

o
September 21-22, 2017, London, UK

ocia ion of ran la ion om anie  .a c.org. conference en

September 27-29, 2017, Port Louis, Mauritius
E mb  .elearning africa.com

t o o o  
t o

September 27-29, 2017, Dalian, China
hine e nforma ion roce ing ocie  of hina 

h : ee. l .e .cn in e en.h ml 

September 28-30, 2017, Mexico City, Mexico
Italia Morayta Foundation, http://en.lenguas.org

o o t o
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Lately I’ve been wondering just how much our associates 
appreciate the extent of the skills translators and interpreters 
bring to their work. I’m not referring to language skills, which are 
taken for granted. I’m talking about the extras that help ensure 
that a target text captures all the nuances of the original for deliv-
ery to a global community.

here. In a sense, they are providing an 
extension of the curricula provided 
by universities and colleges in their 
language and translation courses. 
In particular, governments and 
diplomatic corps set high standards 
for entrants, which usually include test 
pieces that are graded by experienced 
linguists. However, our community 
might do well to take a leaf from tech 
companies and their dreaded “code 
interviews.” �ese can be so daunting 
that consultancies have sprung up to 
tutor prospective engineers in what to 
expect and how to answer challenging 
questions. 

Linguistic competence
So, we understand that the skills 

that translators and interpreters 
bring to their day-to-day work 
are manifold, and this is not at all 
surprising since human interests 
are vast. But not all subjects are 
equally specialized. Dictionaries 
and other reference materials 
play an important role in assisting 
translators to find the right word. 
However, there is more involved in 
that than just looking up a word. 
Pocket dictionaries may well be 
a tourist’s friend, but they are 
usually very limited in semantic 

Community Lives

The human element

Jeannette Stewart is the former CEO of CommuniCare, a 
translation company for life sciences. An advocate for the 
language industry, she founded Translation Commons, a 
nonprofit online platform facilitatin  communit  colla oration.  

Jeannette Stewart

In fact, in my experience, it is thanks to the high standards most lan-
guage professionals bring to their work that deliverables may even exceed 
the quality of their sources. Credit is often given where credit is due, but 
our status in the professional world does not always reflect this. It’s easy to 
point fingers at some fairly obvious culprits, but maybe we ourselves need 
to look at ways in which we can make our clients look at us more favorably 
than simply being word machines that crank out the goods on time, or 
earlier, on budget, or under, and with accuracy, precision and clarity. I’d 
like to use this issue’s column to examine some of the bonuses we bring to 
our work that might help elevate our standing in the professional world.

Professional translators must be expert linguists and knowledgeable on a 
diverse range of subjects. But different translation tasks require different skills 
and specialist knowledge. How are these prioritized? How does a translator 
reconcile linguistic accuracy with the need to communicate technical details? 
It’s impossible to generalize in answering this. �ere are differences between 
languages, and there is sometimes awkward phraseology used in source texts 
by writers who may be experts in their subject but not necessarily expert writ-
ers. Add in project deadlines and whatever other complications we regularly 
deal with, and it’s difficult to know how to advise new graduates on how to 
acquire the expertise demanded by the industry. All we can do is to encourage 
them to apply as much diligence as they can to work on their skills as analysts, 
encyclopedists and researchers, not forgetting their project management and 
people skills. Perhaps a more explicit and structured skill tree would benefit 
the entire language community.

�e recruitment process undertaken by corporations employing in-house 
translators and language service providers contracting freelancers can assist 



19

scope. Specialist dictionaries give 
much more information about their 
entries, from etymology to syn-
onyms and antonyms. In fact, in the 
style of the Oxford English Diction-
ary, many specialist publications 
offer quotations that help establish 
context, a feature of particular 
value in technical subjects. In the 
end, we must understand what 
our clients require: expertise in a 
language or a subject? Naturally 
both would be ideal, but what takes 
priority in preparing a target text? I 
have often found that really expert 
translators strive to meet such a 
requirement, but they also know that 
a sensible compromise between the 
two usually works. It’s too bad we 
can’t simply teach expertise, but if a 
graduate knows the nuts and bolts of 
a language thoroughly enough, profi-
ciency transforms into competence.

Linguistic competence was intro-
duced as a concept by Noam Chomsky 
back in the 1960s to denote a measure-
ment of ideal language use. The idea 
has been extended and now also 
denotes a measure of how error-free 
a translation is. But as I’ve mentioned, 
the deeper and broader the knowledge 
that is brought to a translation, the less 
likely that errors will occur. As a way of 
managing any shortcomings, projects 
may have an error-checking phase 
carried out by a similarly qualified 
professional as the translator. This can 
be a bit like being graded on a college 
assignment. But who is to say what is 
an error and what is not? Errors arise 
from sloppy work, ill-judged choices 
and deficient knowledge. Techniques 
like back translation can be helpful, 
but they are time consuming and not 
necessarily focused on micro-problem 
solving. Revising texts is consequently 
not always the best way of achieving 
a successful delivery. On the positive 
side, a reviser with a keen eye can save 
a deliverable from certain disaster. It is, 
I think, fair to say that the less revision 
a text goes through, the better.

What does the language provider 
do if there isn’t budget or time 
to assure the competence of a 
translated text? It must be said that 
providers need to have trust in those 
they appoint to do work for them. 
But their faith cannot be blind. An 
appraisal of a source text should 
register the level of source-language 
competence of its author and some 
description of the task in hand to 
be given to the translator. Conse-
quently, issues of comprehensibility, 
technical complexity and factual 
accuracy should be communicated 
to a translator who not only under-
stands them, but is equipped with 
the skillset to handle them. Com-
petence and the avoidance of errors 
are much more than added extras 
and if the commissioning business 
or enterprise is fair, this will not be 
taken for granted.

Linguistic competence
Steve Jobs, with his now famous 

teasing tagline “one more thing” 
loved to give his audiences big news 
as if it were some coincidental, 
added bonus. I think that’s a lesson 
our language community could learn 
to its benefit. When a translator 
delivers the finished goods, does the 
client truly appreciate the built-in 
extras they are getting? Some do; 
some don’t. Giving clients error-
free work will most certainly be 
appreciated, but do they also value 
the extra care a translator has taken 
to format the text perfectly? That’s 
not always easy when translations 
expand or contract the space taken 
in the source. Do they appreciate the 
judgments made in resolving issues 
of language variety to maximize the 
chances of full comprehension? A 
translator’s depth of knowledge is not 
necessarily easy to see in the flow of 
long and difficult texts. Or what about 
the analytical skills brought to bear 
on complex subject matter or obscure 
terms and references, not to mention 

https://xtm-intl.com/
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actual errors of fact? A translator 
might well ‘wing it’ when faced with 
an unfamiliar topic, but it is part of 
the job to render even jargon-laden 
techno-blarney in a coherent and 
sensible form.

Target texts set challenges that lie 
beyond the obvious, but for many in 
the community, these are challenges 
that they relish. In general, we often 
are unaware of that portion of the 
iceberg that lies below the waterline. 
But the polished quality of a well-
worked target text will deflect the 
reader’s attention from much that 
remains hidden. Elegant phrasing, 
smoothly flowing style and clever 
lexical choice make for good reader 
experiences. Sloppy punctuation, 
terminological ambiguity or out-of-
place idioms, no matter how slight, 
can have an adverse impact on a 
target audience.

Specialist language skills
While our amazing educators 

work their academic magic in pre-
paring new entrants to the language 
industry, they really cannot possibly 
equip students with the wits to slot 
right into the myriad permutations 

of corporate standards. Nor can 
we expect the growing number of 
enterprises making use of localiza-
tion to loosen their requirements for 
language graduates. After all, they 
are the ones creating the demand. 
Governments are in the same boat. 
Diplomacy requires multilingualism 
in many departments, but they all 
differ so much in what they need 
from translators and interpreters 
that generalization is impossible. 
�is brings me to the other added-
value skill that language profes-
sionals offer and that is specialist 
language knowledge.

Monolinguists may possess 
cutting-edge knowledge of their 
chosen field, but they can only 
share that with their fellow native 
speakers. Or they rely on foreign-
ers learning their language. Our 
community has always supported 
a range of specialist subjects 
— medical, legal, technical, for 
example — but that range is 
proliferating rapidly as innovation 
drives us relentlessly into new 
pastures. In my own experience in 
the early 1990s, guiding a project 
involving virtual reality toward 

successful delivery required a high 
degree of language innovation to 
match the technical innovation. 
Language professionals need to 
be smart and have the ability to 
quickly research and master new 
subjects on a regular basis. But 
there’s more to this skill than 
simply becoming acquainted with 
source subject matter. Translators 
must also be in touch with any 
precedents already existing in the 
target language. Further still, they 
must exercise some judgment on 
the quality of that translation. Is a 
certain word or phrase as accurate 
and precise a rendering of the 
original as it could be? It may well 
be that a translator must be able 
to defend their lexical choices. 
That’s not always easy if a long 
text has been split and pos-
sibly even harder if a translation 
memory (TM) has been used.

Technology skills
I am a huge supporter of transla-

tion tools. �ey enhance productiv-
ity and help manage terminology 
with little effort. However, I am 
not such a fan of the idea that they 

A thousand different workflows. One Solution.
The Business Management Solution for the Translation Industry 

www.plunet.com

http://www.plunet.com
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will replace the diverse skills that 
so many different members of our 
community have and do so for the 
better. I have always found that those 
who are fanatical technophiles lack 
the understanding of the extras that 
human translators and interpreters 
bring to their tasks. Perhaps when 
the singularity eventually does 
arrive, if it ever does, I shall have to 
eat my words, but I suspect time is 
on my side on this count. Please tell 
me I’m right!

�e corporate and commercial 
world expects professionals to 
possess the standard set of computer 
skills. Office is a must, but so are 
the variants we find in Google Docs 
or OpenOffice. However, the use 
of translation tools built into such 
packages adds a level of required 
skill not always evident to mono-
linguists. Translation memories, 
terminology apps and their quirks 
need to be mastered. �e time taken 
to deal with this is very much an 
investment that will pay off, but just 
as we see elsewhere, investments 
are not often cheap. But who under-
stands this? When we download an 
app on our iPhones, we never give 
the injection of venture capital that 
made development happen a first, 
never mind a second, thought. I 
believe it’s the same with deliverables 
from our community.

�ere was a time when reference 
material was by and large found in 
libraries. But while the book world 
is still thankfully thriving, we now 
have the added research tools that 
the internet provides. However, as 
any user of Google knows, searching 
efficiently requires its own kind 
of competence, and multilingual 
searches require even more. We 
still distinguish ourselves by our 
resourcefulness when it comes to 
uncovering the lexical gems we seek 
in our labyrinthine data mines. �at 
resourcefulness also includes keen 
judgment in knowing just when we 

have a reliable find and when we 
have a shard of broken glass.

The human touch
“Human, all too human,” wrote 

Friedrich Nietzsche and even he, a 
nihilist, got it right. Our humanity is 
our strength in so many ways. We find 
ourselves constantly tested and use 
our ingenuity to guide us through all 
manner of situations from the sublime 
to the ridiculous. Language workers 
live with stress, but as professionals, 
we maintain our equilibrium, attaining 
high-quality work under pressure. In 
that, we’re no different from any other 
profession, but our stresses and strains 
come from the constant demand for 
high quality and beyond. We deliver 
on time under pressure. 

�e process of rendering texts 
anew in different languages does 

require unique skills. �e work the 
language community is engaged in is 
of enormous importance to com-
merce and to global culture. I would 
urge everyone out there, regardless of 
function, to keep drawing attention 
to the fact that this is a multilingual 
world and that the language com-
munity is responsible in so many 
ways for making it a connected one. 
I would love to see more of our large 
number speaking up and telling 
others what an amazing feat we pull 
off every day as source texts are 
transformed into target texts. It’s not 
alchemy! It’s sheer skill that does it. 
More than that it’s talent. �at’s not 
easy to come by and it’s certainly not 
easy to make a fortune from. But we 
really do need to sing our own praises 
and let the world hear them. If we 
don’t, no one else will.  M]
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Million-dollar translation projects are supposed to make language 
service providers (LSPs) happy, right? �e project managers in one 
unnamed North American agency had delivered one such project to 
the satisfaction of its Fortune 500 client, meeting all required techni-
cal and linguistic specifications. Everyone was already talking about 
the client’s next big project in the pipeline. 

However, despite the successful delivery and promise of future work, proj-
ect managers were frustrated, translators threatened legal action and company 
executives felt powerless to resolve the situation. So, what was the problem?

�e problem — all too common in the language industry — was cash 
flow. �e client had delayed payment for months and the agency conse-
quently delayed its payments to translators. �e problem dragged on long 
enough that dozens of translators had publicly trashed the agency’s reputa-
tion online. A barrage of emails and phone calls from unpaid translators 
was slowing project managers. �e same managers could barely make 
project assignments because other freelancers now refused to work with a 
company gaining infamy for slow payment. And executives felt helpless to 
resolve the situation without the cash needed.

�e finance department desperately pointed employees to a glimmer 
of hope; at least this large client announced it had finished working in 
those language pairs. Consequently, the agency might be able to search 
out a fresh batch of unwitting translators for the next big project while 
repairing relationships with the previous linguists. �at faint hope was 
crushed when the client surprisingly continued with the same language 
pairs. Project managers and vendor coordinators could no longer recruit 
translators who refused to trust the company without payment in advance. 
Service levels plummeted, and the client fired the agency. 

�e example above is one of the more extreme cases — although unpaid 
translators might call it deserved — but slow payment to freelancers 
is regrettably common in service industries.  Such delays are common 
enough that New York City recently adopted a law to fine companies that 
fail to pay freelancers in full by a date set forth in writing or within 30 
days of completing an assigned task.

Common reasons  
for slow payment

Why are so many translation services 
companies slow to pay freelancers? �e 
reasons are not usually as sinister as 
some translators might suspect. 

LSPs often start with minimal invest-
ment. As in many service industries, 
the language service industry generally 
has very low barriers to entry, meaning 
companies can start up with very little 
upfront investment. With a little time, 
effort and an internet connection, just 
about anyone can declare themselves 
an LSP in its simplest form, accepting 
customer requests and making assign-
ments to independent contractors. 
Since fixed start-up costs are not much 
of a hurdle, a new agency can cover its 
variable costs by paying suppliers after 
it receives payment from customers. 
For that reason, upwards of 28,000 LSPs 
have crowded the industry worldwide 
according to reports by Common Sense 
Advisory.

Cash flow is not well managed. As 
these LSPs grow, they begin to acquire 
slow-paying clients, including large cus-
tomers that appreciate the time value of 
money and consequently use their size 
to impose very slow payment terms. 
Consider the typical cash flow timing 
of a $50,000 project. Can a small new 

Word on the Street
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agency afford to pay out $35,000 to 
cover freelancer costs within 30 days 
if it is not going to receive the $50,000 
payment from the client for 60 or 90 
days? Could you afford to finance 
$35,000 for a month or two? And can 
the same company access funding to 
do that again the following month as 
the amount of cash needed quickly 
rises? Many entrepreneurs do not 
consider this when calculating start-up 
costs, for which reason an oft-cited 
U.S. Bank report by Jessie Hagen states 
that 82% of business failures are due to 
“poor cash flow management skills” or 
“poor understanding of cash flow.” 

Some chief financial officers will 
even use the ubiquity of this problem 
to justify slow payment.

“Finance people often focus on 
dollars and cents, saying it doesn’t 
make sense to pay translators quickly 
because no one pays them quickly,” 
said a translation startup CFO during 
an interview where he required that I 
refer to him only as Daniel to maintain 
his anonymity. “It seemed counterin-
tuitive to others, but I wanted to see if 
there would be a benefit to handling 
payments differently…. I believed 
there would be benefits to paying 
translators quickly, and I believed it so 
much that I put my money where my 
mouth was, providing cash from my 
own pocket to fund the first rounds of 
translator payments.”

What benefits could justify buck-
ing the trend of slow payment and 
aggressively tying up so much cash?

Advantages of prompt 
vendor payment

Loyal relationships with 
freelancers. “When we first started 
the company, I knew our success 
depended on having access to 
the industry’s best translators,” 
continued Daniel. “I wanted to see 
translators as partners, and I wanted 
them to want to work with us. What 
leverage would we have to entice 
them to do that? �e carrot normally 

offered is consistent volume. But if 
we were carefully selecting special-
ized translators instead of generalists 
on a project-by-project basis, we 
couldn’t always control the volume 
each translator would get. �e one 
thing I could control to earn their 
loyalty was fast payment.”

Daniel is not the only executive 
who sees benefits to paying transla-
tors quickly, but it requires a long-
term perspective to see beyond an 
immediate need for cash.

“Freelance resources have choices 
about who they do business with 
and, in our view, it's both unethical 
and incredibly short-sighted to 
dismiss them as expendable,” agreed 
Wordbank CEO Lindsay Johnson, 
whose freelancers have given her 
company a perfect 5.0 reliability 
score on PaymentPractices.net.

Preferential treatment and 
exclusivity. On PaymentPractices.net, 
where freelancers give numeric scores 
and free form comments to evaluate 
timely payment of thousands of LSPs, 
you see some interesting trends. Many 
firms that have earned the highest 
ratings are those targeting specialized 
industries like life sciences and patent 
translation, domains where companies 
must actively compete for the avail-
ability of limited expert freelancers.

“We know we get preferential 
treatment from our freelancers,” says 
Elisabete Miranda, president and 
CEO of CQ Fluency, whose transla-
tors have given the company not 
only a perfect 5.0 reliability score 
on PaymentPractices.net but also a 
perfect 5.0 score on the ProZ.com Blue 
Board. “When a translator simultane-
ously receives two project offers and 
they must choose between us and a 
company that has 90-day payment 
terms, which project do you think 
they choose to accept? Our official 
payment terms are 30 days but we try 
to beat that by at least one week every 
time, helping to make us the obvious 
preferred choice for translators.”

Translators show their loyalty not 
only when faced with two conflicting 
project offers but also when choosing 
long-term associations. Personally, 
I know translators in high demand 

Four tips for succeeding 
with prompt payment

1. Be consistent
“Once you set the expectation, 

you can’t change it,” advises 
Daniel. “Doing the right thing 
nine times and failing once makes 
you a disappointment. It is all or 
nothing. Make the decision once. 
You can’t be going back and forth.”

2. Find alternative ways to 
improve cash flow

The timing of vendor payments is 
not the only way to improve cash 
flow. Daniel recommends seeking 
down payments and progressive 
payments from customers when 
appropriate. He also suggests re-
ducing transaction fees in many 
ways including the use of in-coun-
try bank accounts to reduce cur-
rency exchange fees.

3. Be vigilant
Companies can be vigilant on-

line to help prevent payments 
from falling through the cracks. 
PaymentPractices.net owner Ted 
Wozniak notes that attentive 
companies regularly subscribe 
to his website, find vendors who 
have reported nonpayment and 
reach out to resolve outstanding 
issues that were simply honest 
mistakes.

4. Automate
Finally, payment automation is 

one way a company can avoid 
falling behind in payments when 
human involvement might often 
become a bottleneck.
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who work almost exclusively with 
fast-paying direct clients and refuse 
to work with LSPs except the rare one 
that has earned a reputation for almost 
instant payment.

Referrals and reputation. Fast-
paying LSPs see benefits beyond 
just translator availability. Daniel’s 
company aggressively completes 
all payments daily in most regions 
and weekly in others. His colleagues 
report that freelancers happy with 
their payment terms have gratefully 
helped bolster his company’s image. 
Not only do Daniel’s freelancers 
write positive online reviews and 
refer other good translators to the 
company but they also refer major 
clients that have contributed signifi-
cantly to revenue growth.

Streamlined operations and high 
employee satisfaction. Prompt pay-
ment practices not only help freelancer 
relationships but also benefit in-house 
operations very directly. Contrast the 
experience of the slow-paying company 
mentioned earlier.

Easier project assignment. That 
cash-crunched company’s project 
managers wasted many hours 
making assignments before each 

project because translators refused 
to work with them. Even companies 
with 45-day payment policies can be 
inefficient in recruiting because the 
industry’s best translators may refuse 
such assignments to selectively work 
with faster-paying firms. And when 
managers are desperate for anyone to 
fill an assignment, they do not have 
the luxury of requesting special favors.

“Our project managers and 
interpreter coordinators don’t have 
a problem convincing anyone to 
work with us,” affirms Miranda, who 
explains another advantage of CQ 
Fluency’s reputation. “More than just 
accepting work, freelancers often go 
above and beyond to help us, and 
that makes a project manager’s job 
much easier.”

Unburdened project managers.
Project managers at these slow-
paying companies also waste many 
painful hours triaging the complaints 
that filled their email inboxes and 
voice mailboxes. �is additional 
burden can contribute to employee 
burnout and eventually affects the 
service offered to clients.

“People always do better work when 
they feel valued, and we work hard to 

develop lasting relationships with our 
in-country resources,” says Johnson. 
“�at results in better linguistic quality, 
better support for project managers 
who know they can rely on our 
linguists to deliver and, ultimately, a 
better service for our clients.”

Streamlined accounting. 
Would all this help for freelancers 
and project managers come with 
increased burdens for accounting 
and finance departments? Daniel 
affirms it does not.

“Fast payment actually makes 
things easy for people working in 
accounting,” explains Daniel. “Our 
work is much more efficient because 
invoices and payables are only handled 
once when we make payments almost 
immediately.”

Every company needs to weigh its 
options surrounding payment terms. 
Slow payment of vendors may help 
with cash flow in the short term and 
quick payment will unavoidably tie up 
some cash in the short term. However, 
prompt payment brings many long-
term advantages to a company’s vendor 
relationships and internal operations 
that companies would be wise to 
consider.  M]

http://www.across.net/
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In the heart of London, in the overheated halls of a political office, 
I usually filled my strenuously long days with the usual parliamen-
tary assistant work of booking travel, replying to correspondence, 
updating the schedule and writing speeches. 

I was poised to take my morning notes of items urgently needing to 
be dealt with, when I was informed that I would be spending the next 
three days as an unofficial political attaché to an activist from the Middle 
East. She was in London to address a special committee regarding the 
threats of ISIS to minority communities, targeting them especially for 
their slave trade and ritual humiliation and torture. Since she was com-
ing all the way to London to address various members of Parliament, 
religious leaders, embassy staff, leaders of various nonprofits and politi-
cians with special interest in the Middle East and human rights, she had 
asked to spend her free time before her address receiving medical care. 
She needed someone to book and guide her to all her appointments, 
and she was willing to pay for the very best private clinics on arrival.

I was excited to meet her, and was also, I admit, eager to spend a 
few days walking around London in the May sunshine. �e moment 
before this woman, whom I will call Miriam, was brought in for an 
introduction, I was informed that she spoke no English and that her 
first language was a minority language hardly even known in her home 
country outside of the borders of her people’s territories. �e gist of 
how I was told to get around the language barrier was: “You are expres-
sive, so be expressive. Or use Google translate.” All other questions, I 
was informed, could be answered by some of the other staff who had 
already met her and were more aware of her particular mission. 

A brief chat with the only Middle Eastern employee in the office told 
me little, but enough: Miriam had given up her successful law career 
to join her country’s parliament, and had won the only seat awarded 
to a woman of her minority background. She served with passion and 
intensity, but felt shackled by ineffective measures to secure religious, 
minority and gender protection for her constituents, and so she did not 
run for re-election; instead, she set out alone. Or rather, with her husband. 

She created a clandestine network of 
people willing to smuggle phones to 
women taken as sex slaves by ISIS, 
and whenever she got a call she and 
her husband would drive into the 
desert in the pitch dark seeking girls 
who had fled slavery, sometimes 
finding them near death from 
exhaustion, abuse or from injuries 
sustained during their escape. She 
dragged family heirlooms out of her 
own house to make room for girls 
she was desperate to rehabilitate 
and reunite with their families. 
She, her husband and their intrepid 
undercover agents rescued hundreds 
of young women. �e government of 
her country had yet to offer assistance 
in any substantial way, and so Miriam 
looked west. She was sponsored by 
a charity, along with six girls she 
had rescued, to come and beg the 
British to intervene immediately. 

Miriam had had a career in law 
before she had been elected to public 
office, and she had done well in both. 
When I met her I found her warm 
and personable, even without truly 
being able to converse. As I led her to 
clinics I had booked in Chelsea, she 
offered me short, faltering sentences, 
but I understood the two major points 
she was trying to convey: that she 
would not rest until the thousands of 
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sex slaves were rescued, and that she 
was desperate to conceive a child, 
but worried there was something 
wrong. Although I would never 
dream of doing such a thing with any 
of the other diplomats and politi-
cians I had met in the course of my 
work, I took her hand and squeezed 
it without thinking. Miriam looked 
at me steadily and I saw in her face 
that she had complete faith that I 
would direct her to good physicians. 
�e woman was facing cold, danger-
ous deserts crawling with violent 
men each week to save runaway 
slaves; the least I could do was 
find a doctor who could help her. 

Health conversations 
I had booked an appointment 

with a top Chelsea medical clinic 
specializing in women’s health, and 
had explained in advance that I was 
going to be accompanying a patient 
who was a guest of the British 
government who spoke a minority 
dialect but was also fluent in Arabic. 
I had been assured that the language 
barrier was not an issue, and that 
two days was sufficient time for an 
examination followed by tests. It 
was made clear to me that as long 
as the patient paid cash up front, 
that she ought to leave London 
with a diagnosis and the medical 
advice that would help her and her 
husband to have a child. On arrival, 
we sat on elegant white leather sofas, 
sipping sparkling water and feeling 
optimistic. When Miriam was called 
in, she beckoned me to follow, 
which earned us a small frown. Her 
doctor was brusque and elegant, 
and she told me that while she was 
informed the patient required a 
doctor to speak Arabic that none 
was available and we would have to 
conduct an examination and have 
the notes translated at a later time. 

�is small annoyance seemed 
manageable for the sake of a speedy 
examination, I thought, although 

I was silently irritated that we had 
been given a doctor who spoke 
English and Spanish, instead of the 
fluent Arabic speaker we had been 
silkily assured would be available. 
Miriam and the doctor went behind 
a privacy screen and I waited, 
reading work emails and planning a 
suitable place to get Miriam lunch. 
Within five minutes the doctor 
emerged and without waiting for 
Miriam to dress, she began to 
explain to me that Miriam had con-
tracted herpes and that the infection 
had obviously been attacking her 
body for quite some time without 
treatment. I was not surprised, as 
I knew the women she rescued 
were riddled with venereal diseases 
caused by months of rape. Some also 
contracted hepatitis, tuberculosis 
and various skin conditions due to 
their horrendous lodgings. What I 
was surprised by was the doctor’s 
tone — she dismissed Miriam’s 
worries of infertility with a wave of 
a bejeweled hand, and said if she 
had only practiced “proper hygiene” 
that she should have been able to get 
pregnant within the two years she 
had been trying. I felt uncomfort-
able at this nonchalant dismissal 
and angry that she spoke as if 
Miriam was not in the room at all. 

I was given a prescription for 
herpes medication, and an awkward 
silence settled around us as the 
doctor waited for us to rise and go. 
I got stubborn, and said I would like 
a referral to a doctor who could give 
Miriam a transvaginal ultrasound, 
to rule out any internal damage. 
�e doctor condescendingly told 
me that if Miriam needed such an 
invasive exam she would have told 
me so herself. I looked her dead in 
the eye and said: she has two days to 
figure out everything about the state 
of her fertility, and I am not letting 
her leave London until this happens. 
I knew from my own struggle to 
get pregnant over the previous four 

years that a transvaginal ultrasound 
was the first step to ascertain the 
health of her ovaries, fallopian tubes 
and uterus. Miriam clutched my 
arm, her eyes full of questions. I 
asked for a translated copy of her 
medical notes to be sent to me, 
and we left the chill of the clinic 
behind and went to the hospital. 

In the hospital we waited not one 
hour, but two, as multiple people 
tried to see us without offering a 
translator (which again, I had been 
assured would be provided when I 
called en route to our appointment). 
At last we were sitting in a hot, 
small office with a cheerful doctor 
who told me she had been born and 
raised in Egypt before coming to 
London for her medical education 
and subsequent career. She read 
the notes I had been emailed and 
then looked at us both. Speaking 
to me in English, she said that once 
the herpes was treated that Miriam 
should be able to conceive. My 
patience was short by this point, 
and I said Miriam needed and was 
happy to pay for a full internal 
exam. And would the doctor please 
speak to the patient in her own 
language, instead of speaking to me. 

For ten minutes they spoke, and 
the tone of the doctor’s voice got 
less and less polite, her face more 
and more disapproving. Miriam 
stood suddenly and reached for my 
hand, and in my confusion, I stood 
as well, letting her pull me toward 
the door. �e doctor was standing 
and not smiling, and I asked her if we 
would get an examination. She said 
she would call a different hospital as 
she did not have time, and said the 
appointment would be tomorrow 
and all the relevant information was 
being emailed to me. I was startled 
and left with Miriam, whose hand 
was shaking. On the train Miriam 
tried to explain: she told me that the 
doctor had criticized her Arabic, had 
told her she would have a child if “her 
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people” were cleaner and less primi-
tive, had told her she was causing 
a fuss over nothing, that women of 
her age should count having the one 
daughter she had as a blessing and 
not try to have more children “in her 
circumstances.” I was in complete 
shock, imagining if my own doctor 
had used my ethnic background, my 
language, my age or occupation to 
shame me for trying to have a family. 

I was angry, but confused. I told 
Miriam we would try again tomor-
row. Back at my office, I bolted 
upstairs to find my Iraqi colleague 
and try to see if she could illuminate 
things for me. She spoke to Miriam 
for a few moments and then told 
me that Miriam felt that the woman 
was racist. I asked if there was some 
reason that an Egyptian doctor would 
feel hostility toward Miriam’s race or 
her work in general, and my friend 
shrugged helplessly and said she 
didn’t understand it either, that she 
had been raised in the UK and didn’t 
know the intricate prejudices in that 
part of the world. She said Miriam 
was disheartened, ashamed that she 
was infected with herpes, frustrated 
by her lack of knowledge and by the 
nearly nonexistent language support 
we had been assured we would have. 

Going to a doctor about fertility 
is daunting enough, even in a first 
language. I imagined all the medical 
terms in English I didn’t understand, 
and remembered how difficult 
seeing a doctor had been in France, 
even with my conversational French 
being far above average. Miriam 
seemed sad and tired, and I hoped 
the next day would bring answers 
and at the very least some respect 
from whomever saw us next. 

�e next morning, back in Chelsea, 
Miriam and I were told that it was 
highly irregular to have a full internal 
ultrasound done at such short notice, 
and that a translator was unavailable. 
I wanted to scream, knowing full 
well that Arabic-speaking doctors 
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were available all over London, and 
I could tell that the tone of voice 
alone was making Miriam shrink 
again, being made to feel like an 
inconvenience. I wanted to shout 
at the receptionist that this was 
a hero, that she was paying them 
hundreds of dollars for one test, that 
the least she deserved was a smile 
and an apology for the translator 
being unavailable. We were sent 
like errant schoolchildren to wait. 

Half an hour later Miriam and I 
were in a dark examination room, 
faced with a white-mustached man 
who blithely explained Miriam’s likely 
infertility to me with the ultrasound 
wand still inside her. Miriam held 
my hand and watched us intently as 
the doctor repeated himself to me, 
using the same dozen or so words as 
he had before, assuming that would 
help. I turned to her and I could 
tell she knew something was not 
right. �e doctor’s patience ran out 
and he abruptly said, “Well? Aren’t 
you going to explain to her?” I told 
him I did not speak Arabic and he 
looked at the ceiling and sighed with 
irritation. Overwhelmed and feeling 
as though keeping Miriam waiting 
was cruel, I attempted, using words 
like “problem” and “damage.” She 
nodded but the question in her eyes 
never left, and I knew she did not 
understand. She could not bear one 
more mysterious diagnosis, and she 
Skyped her brother, who is a doctor 
in Baghdad. Her brother’s confusion 
at a call from a dim exam room made 
way for his absolute horror at being 
asked by the doctor to explain to 
Miriam she would not be able to have 
another child. He began to speak 
in their own dialect, and he spoke 
slowly, and I knew the moment he 
had reached the final point by how 
hard Miriam’s nails began to dig into 
my hand that she’d held through 
the examination. Her voice was low 
and even, her face steady, but the 
half moons burning into the back 

of my hand told me she knew and 
she was braver than I had thought. 

After the exams 
Outside the sun was glaring 

and the heat oppressive. Miriam 
looked vacantly across the street, 
still holding onto my hand, and I 
noticed my phone had 30 missed 
calls. I was supposed to bring her 
to the office immediately for a press 
briefing before her address that 
would take place in three hours. 

I hung up my phone and 
Miriam pointed to a shop. I 
crossed the street with her to 
enter a pharmacy advertising hair 
appliances and cheap mascara 
in the front windows. Miriam 
scanned the shelves quickly and 
walked to the register with hand 
cream, a bottle of water and three 
pregnancy tests. She turned to me 
apologetically and said too brightly, 
“Just in case!” In order to buy her 
some more time before she had 
to be brave and brilliant in front 
of cameras, I stopped to get us 
sandwiches and it was then, with 
her mouth full in a busy commuter 
café, that Miriam finally cried. 

I would later that day be 
screamed at for stepping out of 
our tight schedule to get those 
sandwiches, and I didn’t in all 
honestly give a damn. Miriam 
held my hand again on the train, 
and when we finally reached our 
stop, she paused on the street and 
took out her phone. She opened a 
gallery and handed her phone to 
me, showing me her six-year-old 
daughter. The girl was lovely and 
her eyes bright, her smile huge, 
and when I passed her phone back 
I told Miriam, “Beautiful.” “Yes,” 
she answered, “Beautiful. Beautiful 
daughter. Beautiful and good.” 

Miriam went to her address two 
hours later and, this time with a 
proper translator of every variety of 
Arabic under the sun, she stunned 

me with her powerful demands 
that the British government at 
least verbalize their understanding 
to the wider world that ISIS was 
in fact perpetuating a genocide, 
and that tens of thousands of girls 
and women had been enslaved as 
part of a formula for reducing a 
people to nothingness. Ambas-
sadors made weak excuses for their 
neighboring state’s inability to get 
involved, religious leaders sighed 
about persecution, politicians 
recited the notes their aids had 
written them the day before and 
I knew all would go on as before. 
Miriam would return to drive 
in the desert with her husband, 
filling her house with traumatized 
and injured girls she found by the 
roadside. My bitterness at them 
all was overwhelming, and I could 
feel my face grow stiffer the longer 
my jaw clenched at the absurdity 
of their empty words. Miriam 
looked over their heads and saw 
me by the door and she bowed 
her head and gave me a smile. I 
returned her smile, left Parliament, 
and quit my job the next morning, 
shortly after receiving her medical 
notes, typed in English, with a note 
suggesting I use Google translate.

One of the young women Miriam 
brought to London is now a UN 
Goodwill Ambassador, and I see 
her in articles every now and then, 
have met refugees who idolize 
her and are enthralled when I tell 
them I have met her. �e victim 
who forged a path as a humanitar-
ian is indeed an inspiration and 
deserves to be, but I always think 
sadly to myself that nobody will 
ever know Miriam’s name and face 
this way, that she never has sought 
or received the recognition she 
deserves, nor likely can she, for her 
own safety. Miriam and I are still 
in touch. She still sends me photos 
of her daughter, and still is working 
to be a mother to many.  M]
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Moringa oleifera, the 
plant shown here, is 
popularly known in 
many countries as a 
“miracle plant” because 
of its nutritional and 
medical properties. 
Primarily it grows in 
tropical, subtropical and 
semi-arid climates. It has 
been used in traditional 
Indian medicine for 
centuries.
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Sixteen: �e minimum 
number of patients on my 
schedule each day. �irty: �e 
number of minutes I have to 
earn the confidence of a total 
stranger over the phone. Make 
that 20 minutes if you consider 
the time I spend document-
ing each case and action items. 
Divide that number in half for 
a two-way dialogue. 

�is means I have a maximum of 
ten minutes to make a person who 
has never met or seen me become so 
comfortable she will share with me inti-
macies she might never tell her mother, 
best friend, her doctor or her lover. In 
less time than it takes to brew a cup of 
coffee, I must earn a stranger’s trust so 
she will confess her most intimate fears, 
her insecurities and her problems. 

And not only am I racing against the 
clock, I am also competing to gain her 
confidence in a world where telemar-
keters and professional telescammers 
also vie for her invaluable trust. Cell 
phones, televisions and other home 
occupants threaten to decrease the sig-
nificance of my patient encounter with 
untimely distractions. Unforeseen cul-
tural nuances create additional barriers 
threatening to amplify the preexisting 
disconnect — even when I’m speak-
ing to a patient who speaks English or 
Spanish, languages I have spoken for 
most of my life. 

�e stakes are high, the pres-
sure intensified by the fact that each 
encounter falls under the intense 
scrutiny of my managers, who use the 
federal government’s predefined met-
rics as the moral yardsticks by which 
they quantify the value of my calls. 

While government and corporate 
parameters generally require that 
I focus on solving health problems 
related to prescription medications, 
following this convention is risky and 
does my patients — and the healthcare 

system — an extreme disservice. Focus-
ing on the bare minimum requirements 
means I might inadvertently overlook 
an herbal sedative taken by a patient 
who is about to undergo surgery. What 
if the herb makes it more difficult to 
reverse the effects of anesthesia and 
“wake the patient up” after surgery? Or 
perhaps the same patient uses Gingko 
biloba to support memory, without 
realizing it might enhance the effects 
of his prescription blood thinner before 
he goes under the knife?

But my hurdles do not end here. 
Many patients do not consider over-
the-counter medications or herbal 
products to be medications even 
though they may use them for medici-
nal effects. Whether the patient speaks 
English, Spanish or a language that 
requires me to use an interpreter, the 
challenge remains the same.

“¿Ahora que he revisado todos sus 
medicamentos recetados, hay otros 
medicamentos que usted se toma, 
señora? Now that I’ve reviewed all 
your prescription medications, are 
there any other medications you’re 
taking, ma’am?” I ask Maria*, a 

67-year-old woman from the Domin-
ican Republic who lives in the Bronx. 
“Pueden ser vitaminas, medicamentos 
sin recetas, or hierbas. �ese may be 
vitamins, over-the-counter medica-
tions or herbal products that don’t 
require a prescription,” I explain.

“Ya te dije toda mi medicina. I’ve 
already told you all the medication 
I’m taking,” Maria responds, a slightly 
defiant inflection in her voice. “No 
tomo nada más. I’m not taking any-
thing else.”

I sense her growing irritation, but 
conceding to her initial reluctance 
might come with some major con-
sequences. At least 38%, more than 
one in every three adults living in 
the United States, uses some form of 
herbal or “natural” therapy, accord-
ing to the World Health Organiza-
tion. �at number almost doubles 
or triples among some international 
populations. As many as 90% of 
African residents and 70% of people 
living in India rely on traditional 
medicines, many of which invoke the 
healing powers of plants. My patient 
population includes international, 
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multiracial and multiethnic immi-
grants, increasing my sensitivity to 
this potential issue.

According to a 2004 survey con-
ducted by the American Society of 
Health-System Pharmacists, 72% of 
participants stated they did not report 
their use of complementary and alter-
native therapies to their healthcare 
providers. A 2002 study found that 
not only did 40% of Latina women opt 
not to tell their healthcare providers 
about their supplements and alterna-
tive medications, but that more than 
60% of healthcare providers did not ask 
patients about their use of complemen-
tary and alternative medicine. Similarly, 
only about 30% of patients with chronic 
diseases such as heart disease and dia-
betes tell their doctors about their alter-
native treatments. Many healthcare 
providers report feeling uncomfortable 

discussing alternative treatments with 
their patients, which makes initiating 
these conversations even more difficult. 

My dilemma is a precarious one. 
Should I remain silent, I will risk a 
potential herbal-drug interaction. If I 
push too hard, an already frustrated 
Maria might hang up on me. While 
I certainly don’t want to irritate her 
further, I am determined to break down 
the barrier while treading very carefully. 

My decision to go above and beyond 
corporate expectations is a gamble well 
worth the risk. Earning Maria’s con-
fidence will grant me access into her 
world, allowing me to gather important 
information that could transform her 
health, and ultimately her life. If I’m 
successful, not only will she confess 
invaluable information about her medi-
cation use and challenges, but she’ll 
also divulge intimate clues about her 

culture, her language, her perception of 
the health information she has received 
to date and her understanding of how 
her medications work. 

�ose benefits are multifold. Not 
only will I gain Maria’s trust, but our 
new relationship will facilitate my 
ability to connect with other patients 
who come from the same region of 
the Dominican Republic. �is could 
further delineate cultural habits and 
practices among people from other 
Latin American countries who reside in 
the United States. 

“Entiendo si usted no quisiera dis-
cutir otras cosas, señora, pero como 
usted ya sabe, productos naturales 
tienen effectos medicinales también. 
Y estas cosas pueden tener una reac-
ción con los medicamentos que su 
doctor la recetó. I understand if you’d 
rather not talk about other things, 
ma’am, but as you already know, 
natural products also have medicinal 
effects. And these things can have a 
reaction with the medications your 
doctor prescribed you.”

If I’m exceptionally lucky during 
these precious 20 minutes, Maria 
will give me exclusive insight into her 
personal care regimen that includes 
her use of prescription and over-the-
counter medications, but she will also 
reveal the precious home remedies and 
ethnobotanical practices she secretly 
combines with her doctor’s orders.

“Me tomo la moringa pa’ las vita-
minas. I take moringa for its vitamins,” 
says Maria. “Y cada mañana, me tomo 
un puñado de la avena cruda porque 
es bueno para mi colesterol. And every 
morning, I eat a handful of raw oatmeal 
because it’s good for my cholesterol.”

Maria’s statement confirms that I 
have managed to earn her trust. Her 
confession might seem trite, but it is 
especially significant for Maria, a patient 
who also takes medication for high 
blood pressure, diabetes and arrhyth-
mias. Native to the sub-Himalayan 
regions of South Asia, Moringa oleifera 
(Moringaceae) now grows throughout 
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these regions as well as Africa, China 
and the Caribbean. 

In recent years, the plant has gained 
popularity in the United States as a 
superfood. Like many superfoods 
touted for their nutrient-dense proper-
ties, moringa is significantly high in 
many nutrients including vitamins, 
minerals, antioxidants and other 
phytonutrients. Additionally, it is so 
loaded with vital nutrients that many 
healers use it to help address medical 
conditions where the body suffers from 
inflammation and nutrient depletion. 

A whole food plant, moringa has 
been used in poor countries endemic 
to starvation and malnutrition. Some 
proponents believe the plant can help 
solve global problems of food shortage 
and starvation crises. 

Used for thousands of years by 
indigenous peoples in various parts 
of the world, the plant also exhibits 
significant medicinal properties that 
ethnobotanical healers have relied on 
to treat conditions such as anemia, 
diabetes and digestive disorders.

Researchers are studying the plant 
and some of its constituents for its 
medicinal properties, including its 
effects on diabetes. �e amount and 
frequency of moringa Maria takes 
might affect her blood sugar, heighten-
ing the significance of gaining her trust 
and sparking her invaluable confession. 

Maria told me she takes moringa 
every day, although she didn’t always 
remember to take diabetes medica-
tion. She also noticed that her blood 
sugar seemed lower some days than 
others. Expanding our dialogue cre-
ated an opportunity for me to help her 
prevent another episode of hypogly-
cemia. I asked her what she thought 
about recording her blood sugar in 
addition to the days when she remem-
bered to take her diabetes medication. 
�is might help her remember to take 
her medications and observe how her 
daily routine affected her blood sugar. 
�is gesture placed Maria in a position 
of power over her health.

I also learned that Maria had trouble 
getting to the pharmacy to pick up her 
medications regularly, complicated by 
her long commute to the pharmacy.

Maria lives in a part of the United 
States where independent pharmacies 
tend to flourish and patients often 
remain loyal to a specific pharmacy 
even if they move to a different area. 
I told Maria she could transfer her 
medications to a pharmacy in her new 
neighborhood or sign up for mail order. 
She refused both options, stating that 
she really liked her current pharmacy 
and the staff. Her relationship with the 
staff was worth the trip, she said.

I might have lost the battle of helping 
Maria take her prescription medica-
tions regularly, but I still managed to 
make an impact on her health. Since 
Maria took moringa every day, I sold 
her on the idea of sharing her blood 
sugar log and moringa use with her 
doctor to help her figure out whether 
the dose of her diabetes medication 
might need an adjustment. 

At the end of the day, I know I made 
a difference in Maria’s life, even though 
my score sheet from the government 
evaluation may suggest otherwise. 
But not every patient encounter will 
be a slam dunk. I’ve learned to make 
baby steps and celebrate the smallest 
successes. �e government does not 
quantify or recognize them, but I can. 

Patient victories are sometimes a 
struggle, especially when patients are 
reluctant to open up or feel healthcare 
professionals won’t understand them 
for whatever reason. But by showing 
empathy and interest in their situation 
as well as a respect for cultural habits 
and practices, we can lay the founda-
tion for a dialogue that transforms 
our relationships and our patients’ 
lives. True relationships take time. 
As healthcare providers, we may not 
always have all the answers, but we 
won’t know until we start asking those 
important questions. 

*Patient’s name changed for confi-
dentiality.  M]
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Recently the mid-sized, regional health-
care company where I work revamped its local-
ization tools and processes. �e story of how it 
accomplished this and how the improvements 
that it made have resulted in greater productiv-
ity is an interesting one, and may be of interest to 
other healthcare organizations that are expanding 
overseas. 

�e products that benefited from this project differed 
somewhat from each other — one is a client-server dis-
ease management telemedicine platform, and the other 
a web-based behavior modification application. As you 
might expect, the localization challenges were different for 
each product. As it happened, however, a careful analysis 
of the existing architectures and prior localization efforts 
helped an in-house team to assemble requirements, obtain 
approval from upper management, implement a solution 
and then use it successfully. 

In tandem with this project, the company set about 
defining how any localization project should get done. �e 
translation process that resulted defines exactly what dif-
ferent team members and customers must do in order to 
prepare, implement and conclude any localization project. 
It also established guidelines for partner companies such 
as translation agencies and software development firms. 

Some background
�e company began selling its products several years ago. 

Its first overseas customer was a German medical insurance 
company. Due to the fact that this client did not need mul-
tilingual functionality — its staff and all of its insured were 
assumed to speak and read German — the decision was 
made to translate the products without first international-
izing them. Since healthcare systems are usually country-
specific, it was thought that every future customer would 
be based in one single country with one dominant language.

�e development team created a utility that reflected 
the unilingual nature of the products. It gathered the Eng-
lish language strings from sources such as database tables, 
RESX files for the web application and DLL files for the 
disease management application, and stored them in its 
own database. �is tool then exported to different Excel 
files the English language strings requiring translation. 
Typically, these files were sent to an agency for translation. 
On their return, the files — now with translated strings 
— would be uploaded into the translation utility and new 
language packs would be created. 

�is rather simple localization process worked fairly 
well for a while. Since the telemedicine product sold in 
Germany was seen only by its own employees and not by 

the public at large, review of the translated user interface 
(UI) could take place at a relaxed pace. Most of the strings 
requiring translation consisted of two or three words, so 
the structure of the Excel files did not pose any big prob-
lems for the translators. �e web application at that time 
was not very complex and was considered as an add-on to 
the disease management product that was used by nurses 
to call patients and monitor their health. Any changes to 
the translated strings that were suggested by the customer 
could be made in the Excel files that were subsequently 
uploaded. Language packs containing the updated transla-
tions were deployed as part of service packs. 

As the company’s products evolved, however, the limi-
tations of this process and of the utility at its center began 
to be noticed. 60,000 words of HTML formatted text were 
added to the database in support of the behavior change 
web application. Translators on one project complained 
about having to insert HTML tags in Excel cells that some-
times contained three or four paragraphs. In addition, 
several newer database tables had three or more columns 
with text requiring translations and the resulting Excel files 
were not easy to translate. �e import-export tool itself, it 
was discovered, did not always import HTML formatted 
text translated database strings successfully and I often 
had to load the translated database strings via SQL scripts, 
bypassing the tool altogether. Sometimes it was difficult 
to learn which Excel file contained the string requiring 
modification. In addition, the tool had a complicated UI 
that required extensive training and was accessible only by 
the release engineer, who was busy with other tasks.

A turning point
As the company expanded its sales efforts, the problems 

with the translation process became known beyond the 
localization team. �e head of development, for example, 
was concerned that the release engineer was spending too 
much time on tasks related to translation. Project man-
agers wondered why it took two people to fix a language 
bug — one to find and modify the string in the Excel file 
and another to load it into the translation utility. But it 
was a translation vendor’s inability to supply a quote that 
marked the start of a translation initiative. 

Shortly thereafter, the head of development asked for 
user requirements for a new translation utility. In the 
meetings that followed, one of the main requirements 
to emerge was the export and import of strings in XML 
and not in Excel. In part this was due to comments made 
by the translation agency, but there were other reasons 
as well. XML offered several advantages. First, it was 
much easier to load into SDL Trados. Second, the cus-
tomer could review and modify the translated text with 
an XML editor and not with Excel. �ird, text that was 
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spread across several columns of an 
Excel file would be displayed in linear 
fashion in XML, making reading and 
translating easier. 

�e user requirements that I col-
lected included other items as well, 
some practical, others less so. Mak-
ing the translation utility accessible 
to more users was one suggestion 
that was retained. �e tool would 
also support modularization — in 
other words, searching for the files 
and database tables associated with 
a particular functionality to make it 
easier to find the string needing to 
be changed. In addition, the utility 
had to support the changes to the 
database schema that a future multi-
lingual capability would require. 

A request for the real-time “live” 
editing of translated UI strings was 
also made but ultimately rejected. 
Such a feature would allow the cus-
tomer to modify translations rapidly, 
but would complicate the creation 
of service packs and other releases. 
�ere was no easy way to update 
development source code in response 
to this kind of editing and so any 

RESX files modified by the customer 
through “live” editing could be over-
written by a service pack. In addition, 
even minor changes to the screens of 
a customer installation could lead to 
problems in testing and bug tracking.   

A blessing in disguise
Work on the new utility was delayed 

during the implementation of the 
web-based product at a new customer 
site. Certain events related to this 
effort, ironically enough, helped speed 
up development of the tool and the 
redefinition of the translation process. 

Unlike earlier customer projects, this 
one had a much higher public profile. 
Parts of the behavior change web appli-
cation would be visible to the public at 
large and all of the application would 
be accessible to tens of thousands of 
policy subscribers. Since the customer’s 
image was very much on the line with 
what was an unknown technology in 
this market, an extensive review of the 
translated UI was a necessity. 

Given this situation, as you might 
expect, the customer demanded sub-
stantial changes to the translated web 

application. Making changes to the 
static text took more time than planned. 
Some developers had neglected to 
put English language strings in RESX 
files where the translation tool could 
capture them. �is resulted in cod-
ing changes that required code builds 
before an actual translation could be 
uploaded via the translation tool. 

As challenging as this was, entering 
changes to HTML text in database 
tables proved a bigger problem. �e 
customer was ill-prepared to modify 
the contents of Excel files, and copied 
the translated text into Word, delet-
ing all formatting in the process. �is 
entailed the manual reformatting of 
HTML text on each occasion when 
the customer made changes to the 
translation. Since several different 
groups in the customer organiza-
tion reviewed and modified this text, 
reformatting the translation into 
HTML became a full-time job for one 
staff member for a time.

�e labor-intensive character of 
this translation process, the related 
inadequacies of the existing tool and 
the length of time required to change 
UI language strings did not go unno-
ticed by upper management. Once the 
customer approved the translation 
and the wellness web application went 
live, the push to complete the tool 
and update the localization process 
became a company-wide goal. 

A new way of translating a UI
A thorough after action review took 

place following the launch of the cus-
tomer website. Representatives from 
development, project management, 
the in-country team and the translation 
coordinator, were all consulted on what 
worked well and what improvements 
were needed. �e review confirmed, as 
expected, that the turnaround required 
to fix a translation change request was 
too long. �e review also highlighted 
the need to 1) have every engineer put 
strings in resource files religiously, 2) 
hire and train in-country personnel 
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prior to a localization project and 3) 
have a local employee review every 
version of the translated UI. 

�ere were other lessons learned 
as well. Moving forward, translations 
would be performed only by profes-
sionals with domain knowledge. 
While most of the customer-facing 
text had been translated by an agency, 
some of the text had been translated 
by a native speaking employee who 
volunteered to help (fortunately, a 
local employee was able to review and 
modify this translation). It was also 
learned that a local employee should 
be in near constant engagement with 
the customer concerning translation 
review and have a backup plan ready 
when a customer wanted to modify 
translations in their own way.  

At the same time, with require-
ments in hand and a customer 
deployment behind it, the develop-
ment team began work on the new 
translation utility. In the months that 
followed, the developers prototyped a 
tool that anyone could use to export 
both XML and Excel files. �is new 
utility was shown to process strings 
from database tables, RESX files and 
DLL files effectively. In addition, a 
translation vendor confirmed that 
XML output files were significantly 
easier to process in SDL Trados than 
the Excel files. 

A new translation process was 
defined around the new tool, taking 
into account the lessons learned from 
the after action review. �e release 
engineer was all but removed from the 
translation process and the translation 
coordinator assumed responsibility for 
translation exports and imports. In-
country employees with knowledge of 
the local language were to review the 
translations before and after they were 
loaded into the product. Each version 
of the translated UI would have to pass 
a quick sanity check before a customer 
would be allowed to view it.

�is new process was communi-
cated to all participants in the transla-

tion process, including the translation 
vendors. One agency modified its 
workflow tool to incorporate the in-
country employee review into its own 
translation process, using a web-
based workflow management system. 
Language defect fixing was sped up 
dramatically, in large part due to the 
new utility but also due to the way 
engineers routinely put translatable 
strings in resource files.  

As for the review and modifica-
tion of certain translated text, the 
new translation process admittedly 
left a gap. �e HTML content — all 
60,000 words’ worth — required 
special handling during review and 
modification if the formatting were 
to be preserved. After some investiga-
tion, a workaround was found. With 
minimal training, the customer could 
use the WYSIWYG XML Serna editor 
to modify the translated text while at 
the same time preserving the format-
ting. Preparing the modified HTML 
formatted translations for uploading 
now takes minutes and not hours and 
can be done whenever the customer 
needs to make changes. 

As the world’s population ages, well-
ness and healthcare companies will find 
themselves exporting their technology 
to all parts of the world. As they do this, 
they will need to adapt their products to 
local markets and cultures, as software, 
automotive and other companies have 
already done. For companies that are 
selling wellness and disease manage-
ment programs, the translation chal-
lenges are likely to be greater than those 
facing other industries. Any company 
in this field should expect intense trans-
lation reviews from medical, usability 
and marketing experts who are affili-
ated with the foreign customer. 

Having the tools and processes that 
will let a company rapidly integrate 
customer comments is therefore an 
essential part of a successful localiza-
tion strategy. �rough trial and error, 
one mid-sized American company 
was able to develop an effective local-
ization process by determining what 
its needs were and by creating the 
tools and the system to meet them. 
Before venturing to sell its solution 
abroad, any other healthcare company 
should do the same.  M]

Continuous  
Localization

Technological  
Excellence

24х7 Operation
Compliance with 

ISO 9001:2008 
and ISO 17100:2015

LOCALIZE 
SMARTLY

sales@janusww.com 
www.janusww.com

mailto:sales@janusww.com
http://www.janusww.com
http://www.janusww.com/


      Focus

40 July/August 2017

MT application
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Ireland, my country of 
adoption, has a large phar-
maceutical industry dating 
from the 1960s. Originally 
created to produce active 
ingredients that would 
then be exported to 
other countries for packaging and introduction 
to the market, Irish pharmaceutical companies 
have evolved to offer expertise in areas like pro-
duction of finished products, research and techni-
cal support. 

�e fact that Ireland offers tax incentives and a highly-
educated workforce has attracted a large number of 
international players. According to the IPHA (Irish Phar-
maceutical Healthcare Association), “approximately 120 
overseas companies have plants in Ireland including 9 of 
the 10 largest pharmaceutical companies in the world.”

To me this means endless opportunities for localization 
and, dare I say, machine translation (MT).

Getting close to convergence
I have been working in the MT industry for over 15 

years and I have seen reluctant reticence become mild 
curiosity, and such curiosity changed to enthusiastic 
embrace or mild acceptance, almost in equal measures. 
One way or another it is quite clear to me (from where I 
sit at this very moment) that this technology is here to stay 
and can be used in many different ways in the localization 
industry. Paraphrasing TAUS, we are approaching the age 
of convergence.

One of the main pushes of MT adoption is the amount of 
data shared across the globe and available in digital format; 
as digital usually means easily accessible and localizable. 

Peers and buyers in the localization industry have 
begun to realize that MT is good to have; sometimes the 
reason might be that their clients require it, or that their 
competitors offer it and are able to lower prices because of 
it. Often, the deadlines are too tight. �ere are literally not 
enough well-prepared translators to deal with the volume 
of words that are being produced and published today.

Specialized publications are issuing abundant articles 
about the technology (taking this very article as an exam-
ple). Still, how easy is it to discern what type of content is 
adequate for an MT program? What about language pairs, 
do they all produce the same results? What are the real ben-
efits of this technology? Is this for me?  How will I make sure 
that I improve my return on investment while paying for a 
technological investment? And the latest dilemma, what is 
neural MT (NMT)? Is it more expensive? Do I really need it?

The road to MT
�ese are some of the ques-

tions that I encounter daily 
from localization clients. MT is 
an investment, not only in the 
monetary terms, but also from 
the point of view of logistics 

(let’s think of connectors to the various computer-aided 
translation tools, translation memory systems and con-
tent management tools). And above all, it is an emotional 
investment.

When a localization company embarks on the adoption 
of MT technology, buy-in from all departments is required 
if deployment is to be smooth and successful. Production 
teams need to understand at which step in the workflow MT 
is incorporated, vendor managers need to know how to pay 
for the post-edited word, quality managers want reassurance 
that quality levels are not going to drop, and finally, transla-
tors (future post-editors) need to be shown that MT can be a 
productive tool, just like translation memory (TM) is.

For experienced translators, the change to post-editing 
can be emotional and sometimes disruptive; cognitive 
requirements are different. Upsetting the language force 
is one of the things that MT buyers are most concerned 
about, as specialized linguists with good subject matter 
knowledge are difficult to come by. 

When success occurs 
Success occurs when the mental paradigm shifts. After a 

learning curve that can take a few weeks, translators begin 
to learn how to deal with MT output, and to be able to 
assess at a glance what needs to be edited in the segment. 
Information about how the MT system works, and what 
type of issues are likely to be present in the MT output, is 
usually welcomed by post-editors. In my opinion this is the 
most difficult part of MT deployment. Once acceptance 
from all involved parties exists, the next steps would be 
to analyze content types, assess pros and cons of different 
technology providers, readjust rates and set up connec-
tions with required workflows. 

Going back to life sciences, and taking the example of 
the pharmaceutical industry, I would like to go through 
some cases where MT can be beneficial. To that end, we 
can associate some content types with localization for the 
pharma industry: documentation related to clinical trials, 
research papers, patient’s brochures, packaging and label-
ing of medicines or medical devices, marketing materials, 
online help and software.

�ere is already reuse of this kind of translated content 
in the form of TMs and glossaries, which means that the 
in-domain bilingual data required for the creation of MT 
systems is already available. 

MT is becoming more mainstream 
in the life sciences sector, and there 
are a number of reasons why.

chat version
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Given the fact that some of the 
pharmaceutical processes from 
beginning to end are lengthy — for 
example, testing and releasing a new 
drug from clinical trials to labeling, 
packaging and marketing — agile 
workflows are a must. Speed is a 
requirement that can be addressed by 
deploying an MT workflow.

�ere are two other important 
requirements. Readability is one of 
them and it is very closely associated 
with patient information. Two exam-
ples of this content that requires good 
readability would be pharmaceutical 
documentation and consent forms. 
It is essential that this information is 
understood by most patients, and for 
that reason, it needs to be easy to read. 

Finally, quality is the most impor-
tant requirement in this industry; 
understandably so, considering that 

a patient’s wellbeing is at stake. Qual-
ity in this context refers to the level 
of accuracy with which the source is 
reflected in the target. Related to this 
point, translated content originated in 
machine translation is often viewed 
as lacking in quality. I have had this 
question asked by clients on numerous 
occasions. Originally there was a latent 
mistrust on the reliability of MT out-
put that seems to be slowly easing off. 

�e reality is that post-edited con-
tent does not necessarily contain any 
more errors than content that has been 
translated from scratch or translated 
with the aid of a TM. Studies put forth 
by Ana Guerberof Arenas and Elaine 
O’Curran show evidence of this.

�e fact is that machine translated 
content will go through the same strin-
gent quality processes as any other 
translated content for this industry. 

In fact, the reviewers who assess the 
final quality of the translated content 
should not know whether this origi-
nates in an MT workflow or not. 

Highly customized statistical 
machine translation (SMT) will deal 
with terminology requirements in 
an efficient way; it will also deal with 
figures and measurements with accu-
racy, if it has been trained properly 
and is supported with the right auto-
matic rules. For that reason, all con-
tent related to documentation, stock 
keeping unit codes, user manuals of 
technical devices and so on can be 
successfully translated using SMT sys-
tems, provided that those have been 
trained with the relevant data and that 
there is a process of post-editing to 
repair the MT output afterward. 

The wonders of neural
When dealing with critical con-

tent that needs to be fully understood 
by most people who read it, being 
able to grasp the meaning without 
difficulty becomes a priority. In this 
case, translation must be accurate 
and cannot contain any factual errors 
or misinformation. For this type of 
content, translation needs to be eas-
ily comprehensible as well, providing 
fluent language and avoiding unidi-
omatic structures that might make it 
difficult to be understood. And here 
is where NMT can make a difference. 

I have been lucky enough to 
coordinate an evaluation study that 
compared NMT with SMT, as part 
of a research initiative led by my col-
league Dimitar Shterionov, head of 
KantanLabs. We evaluated content 
translated by SMT and NMT engines 
trained on the same data. �is was 
done for five different language pairs 
and performed by three different tes-
ters per language. �e results, which 
were presented at the European 
Association for Machine Translation 
Conference (EAMT 2017) last May 
in Prague, were conclusive: all 15 
testers, independently of the target 

http://www.ptsgi.com/
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language they evaluated, scored the 
NMT output as the best of the two. 

I was one of those testers. It was a 
great experience for me to see firsthand 
the differences between the two out-
puts, and even though this was a blind 
test and the testers could not see the 
origin of the segments at any given time, 
sometimes it was clear what translation 
came from SMT and what came from 
neural. In my case (the Spanish test), 
the quality of the SMT engine was very 
good, if I had been doing a straight-
forward human evaluation I would 
have possibly given it a 3.5 or 4 out of 5, 
but the quality of the NMT output was 
better in a subtle way. As well as being 
accurate, it conveyed the nuances of 
the language. Sometimes it was only a 
matter of choosing an indefinite article 
instead of a definite one, or a change 
in the structure of the sentence. In my 
experience, fluency greatly increased 
when compared with the output origi-
nating from the SMT engine. 

Of course, more evaluations need 
to be carried out. We are already 
researching and looking to see more 
specifically where the strengths and 
weaknesses of each system lie.

The joy of gisting
�ere are other uses of MT, and one 

that is taking prevalence is gisting. �e 
act of gisting, in MT terms, is the act of 
reading raw MT output, or output that 
has not been post-edited or altered by 
a person, with the purpose of getting 
the central idea of a piece of content. 

Raw MT is already being used by 
large ecommerce platforms to trans-
late product descriptions, and by 
travel sites to translate user reviews. 
It is a good solution for making user 
generated content available in other 
languages as, due to the large vol-
ume and highly perishable nature of 
the content, it would not have been 
translated otherwise.

If we go back to our subject mat-
ter, life sciences, MT becomes highly 
useful for information and dissemi-

nation of research papers. English 
is the lingua franca when it comes 
to writing and publishing research 
papers. Such papers are stored in 
large medical related searchable 
databases like PubMed. �e abstracts 
of those papers are usually written in 
English, but sometimes the main text 

is not available in that language. �e 
use of MT for gisting by medical pro-
fessionals can be of great help when 
searching for appropriate research in 
a subject of interest.

At the end of the day, MT is a 
productivity tool used to make con-
tent.  M]
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Biotech and translation 
mergers and acquisitions  

Luke Sewell has a background in medical writing and biology. 
He now works for LatinLink.com providing innovative scientific 

translation solutions in Spanish, English, French and Portuguese. Luke Sewell
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We seem to be living through a period of 
great consolidation within the translation indus-
try, as each new month brings with it a new 
major merger. At the same time, we are at the tail 
end of a considerable acquisition boom in the 
biotechnology industry. But what are the factors 
driving these extensive mergers? Most impor-
tantly, what does this mean for the prospective 
industries?
Given the right conditions, such as significant economy 

of scale advantages or natural monopolies, capitalism in 
certain industries tends to give companies competitive 
advantages until the point where a few major titans battle 
for dominance. As the battle for the number-one life sci-
ence language service provider (LSP) is being played out, 
a parallel battle in the biotechnology sector for the largest 
and most innovative drug producer has similarly unrav-
eled. The factors behind these congruent phenomena are 
fundamentally similar, yet appear quite different on the 
surface.  

Senior management at growing firms have important 
decisions to make about the most efficient way to redeploy 
retained profits or investor capital to maximize future 
shareholder returns, regardless of the industry. To grow 
organically involves competing directly for existing clients. 
Resources and energy are invested in persuading clients to 
move, or improving current service levels to entice oth-
ers to move. Or it means investing significant funds in 
high risk research and development into either new drug 
pipelines or disruptive technology. Both of which do not 
come with any certainty, and require extensive strategy 
and management. 

Redeploying capital internally can have several advan-
tages over acquisitions:
¯ Lower cost
¯ Lower single risk
¯ More control over strategy
¯ No need to source external opportunities
¯ Costs are set internally
The risks, however, include the fact that there are no 

guaranteed results of investment. It can take a long time 
for organic growth or strategy change to filter down to 
financial results, which requires longer-term thinking and 
management.

In growing industries, with developed smaller firms, 
an attractive way to deploy capital that can result in many 
benefits at a fixed price is to acquire other firms, either 
competitors or owners of intellectual property that will 
result in competitive advantages. The benefits are:
¯ Instant removal of a competitor from the market

¯ Increased economies of scale
¯ Known and instant revenue increase
¯ Known client base
¯ Staffing improvements
¯ Intellectual property acquisition
¯ Technology acquisition
¯ Fast results, following exchange
The risks are numerous, of course. There may be bumps 

associated with integration into an existing company, which 
may result in less flexibility in the long run, thanks to coor-
dinating ever-larger numbers of staff. Multiple systems and 
branding will need to be merged into a single company. 
Additionally, it’s a high-cost transaction. The acquisi-
tion price may be especially high in a competitive merger 
environment.

In the current business climate, however, a guarantee 
seems to be an easier sell to shareholders than a lower cost 
risk. Biotechnology companies would rather pay more 
for a developed promising pipeline of drug developments 
rather than investing in their own high-risk research and 
development. Especially as drug development is inherently 
high risk — only one in up to 10,000 drug ideas pass all 
the hurdles and reach the actual US market. The risk gets 
passed down to those firms that believe strongly enough 
in their ideas to place their own capital at risk and reach a 
stage where a successful outcome looks promising. 

Large biotechnology firms tend to make acquisitions 
in an attempt to fill upcoming patent expirations, and to 
improve their upcoming product pipeline. For smaller 
biotech firms, taking the risk of proving a drug has poten-
tial and selling to a larger firm is a standard exit strategy. 
Smaller firms look to be acquired by larger clients with 
management and marketing expertise to leverage intel-
lectual property, while larger firms seek solid intellectual 
property and promising drug developments. The two-tier 
ecosystem relies, however, on new, smaller companies 
entering the market and taking a risk. In a similar vein, 
small translation agencies or translation technology busi-
nesses seek to become acquired by larger firms by way of 
an exit strategy. The recent spate of large LSPs acquiring 
tech firms with intellectual property in machine transla-
tion or neural learning is the equivalent of a pharmaceuti-
cal company filling its upcoming product expirations; they 
are all planning for the future as cost effectively as possible. 

As the number of promising small biotech firms sell, 
it has slowly reached a point where firms may have to 
start looking at directly investing in their own research 
and development to improve the drug discovery rate. In 
a similar vein, as the number of promising, available life-
science focused LSPs diminishes from being acquired, we 
may reach a stage over the coming decade where it finally 
becomes advantageous to reinvest capital in competition 
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over acquisition due to the reduction 
in the number of potential targets. 

The translation industry has been 
slowly moving toward an ecosystem 
of several thousand suppliers with 
greater than $1 million in turnover, 
and then a select few titans with over 
$100 million in turnover. We are cur-
rently in a transition phase from a 
fairly segmented market toward one 
that is much less so. Already, the year 
2017 has seen an advancement of this 
consolidation. 

What are the results on service? 
The impact in the end might stifle 
competition as the large company 
size required in order to get larger 
clients acts as a huge barrier to entry. 
One view is that given the decentral-
ized nature of many buyers, there will 
always be some room for an opportu-
nistic motivated smaller firm to work 
to gain some market share. 

And as the two markets consoli-
date toward a peak, with the number 
of large LSPs reduced at the same 
time that the number of large clients 
is increased, is the life science transla-
tion world heading toward a select 
few giant clients dealing with a select 
few giant companies?

The answer remains to be seen, but 
the current path would indicate that 
this scenario is a possibility. Before we 
accept the industry’s fate, it is worth 
remembering that the rate of change in 
translation, technology and in the bio-
technology world can be breathtaking. 

Larger LSPs understand that small 
disruptive technologies can threaten 
their positions if they do not have 
their own developments in the pipe-
line, and this is currently obvious in 
how large LSPs are increasing their 
investments and interests in machine 
translation, neural machine transla-
tion and artificial intelligence. With 
great size can come complacency, and 
without the right rhythm of change, 
large firms could get left behind. Large 
is vulnerable to disruption. Large 
firms are aware of this and often have 

the balance sheet to back this change, 
as long as management keeps looking 
to the future. 

The forces that drive a market 
to promote mergers can be similar 
across industries with similar benefits 
and consequences on stakeholders. 
Often this may be at the expense of the 
consumer or public, either through 
less actual investment in research and 
development, or in reduced competi-
tion in a market.

With no individual or institution in 
control of this process, it can feel unfair 
as the number of options decreases 
and the likelihood of free markets and 
management teams making the most 
efficient use of their capital to provide 
returns or not is open to debate. 

Is the most efficient way to promote 
quality translation services and drug 
development through acquisition? 
With no central control, the debate 
is almost irrelevant as management 
teams are at the mercy of market 
forces as to how to best deploy capital 
to generate results.  [M]
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ANGLOC Translations 
Feel the Care!

Founded in 2008, ANGLOC is a digital content 
company that develops and adapts digital content 
targeted at the +600 million Spanish-speaker 
markets, including the US Hispanic market. 

We are known for our quality, innovation, 
collaboration-focus and long-term partnership 
approach. 

From medical devices and eLearning content 
to clinical trials, our translation and localization 
services help you get a competitive advantage with 
your Hispanic users. 

Go beyond ‘hola’ and feel the care!

Montero Traducciones S.L.
Brunete, Madrid 

info@montero-traducciones.com
 www.montero-traducciones.com

Quality Specialized 
In-house Translations

We are a company with more than 15 years 
of experience, offering a specialized translation 
service aimed at delivering excellent quality and 
the highest possible client satisfaction.

Through our multilingual team of more than  
30 highly specialized and qualified in-house 
translators (natives from Spain, Brazil, Portugal, 
France, Germany, Italy, UK and US) and over 
200 freelancers, and by using our own proven 
methodology, we work hard every day to lead 
the field of technical translation and localization 
services, both in Spain and abroad.

economy of scale: a proportion-
ate cost reduction gained by an 
increased level of production. 
The cost per unit of output gen-
erally decreases with increasing 
scale as fixed costs are spread 
out over more units of output, 
although this model has limita-
tions.

neural learning: a biological-
ly-inspired programming para-
digm that enables a computer 
to learn from observational data. 
The computer learns to perform 
some task by analyzing training 
examples. Usually, the examples 
have been labeled in advance. 
An object recognition system, for 
instance, might be fed thousands 
of labeled images of cars, houses 
and coffee cups, and it would 
find visual patterns in the images 
that consistently correlate with 
particular labels.
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Clear Words Translations
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www.clearwordstranslations.com

Your Partner in  
Medical Translations

Are you looking for a HIPAA compliant medical 
translations provider with a strong track record?

With over 20,000,000 words translated for the 
medical industry, we’ve worked with a vast array of 
pharmaceutical, biotech and life science materials. 

We can also help your company fulfill more 
orders and hit the ground running with your 
localization and translation projects. Guaranteed 
quality and fast turnaround. 

We’re here to help you raise your game.
Are you ready? 
Contact us today.

Careful Weighing for 
Medical Accuracy 

LINGMASTER is your Baltic translation partner 
for successful life sciences projects. We are here  
to help you with:

• Medical translations
• Medical devices (IFUs, software, documentation)
• Healthcare information systems
• Clinical reports and studies
• Patient information
• Language Quality Services
 - Language QA, testing, proofreading
 - Terminology management and glossary creation
 - Language Style Guide development
Send your request with the password “Multilingual” 

and get a 10% discount for your first translation project.

  LINGMASTER SIA
Riga, Latvia

info@lingmaster.com • www.lingmaster.com

Medical Translation and 
Localization Services

55% of consumers prefer to buy products in their 
own language.

Are your products ready?
Our expertise in producing high-quality  

translations for the medical industry makes us the 
perfect choice for your global strategy. ISO 9001 
and ISO 13485 certified, our services include:

• Medical translations
• Device and software localization
• ICR management
• Multilingual publishing
• EU and Asian languages including Japanese, 

Korean, Chinese, Thai

JLS Language Corporation
Menlo Park, California, USA • Yokohama, Japan

info@jls.com • www.jls.com

Medical Translation and 
Localization Services

Babylon Expert offers innovative multilingual 
translation services in over 100 languages.

Working closely with our clients, ranging from 
small entrepreneurial life science companies 
to large global corporations, we aim to achieve 
increased performance by offering efficient  
translation services. Babylon Expert's trusted con-
sultants and professional advisors use their wealth 
of industry-based experience, knowledge and 
expertise to help our clients evaluate their strategic 
business options, improve quality assurance and 
control and identify cost saving initiatives.

Babylon Expert
Romania • Moldova • UAE • USA

info@babylonexpert.com
www.babylonexpert.com

Termologic
Toronto, Canada • Hong Kong

info@termologic.com
www.termologic.com

Need Help with 
Terminology?

Call us. We guarantee results. 

Termologic is the leading expert in  
managing terminology for global enterprises  
and organizations. We have expertise in all  
aspects of terminology management including 
term harvesting, selecting and configuring  
software, developing a terminology database, 
setting up workflows, training your staff and  
much more. We make your terminology work 
in all production systems including authoring, 
translation and search engine optimization (SEO).

Ryszard Jarża Translations
Wrocław, Poland

info@jarza.pl
http://jarza.pl

Your Polish  
Competency Center

We are a translation and localization company 
founded and run by biomedical engineers, 
focusing exclusively on the Polish language. 

We translate user, patient and technical 
documentation as well as marketing content 
covering a range of subjects, including medical 
devices, laboratory equipment, clinical trials and 
in vitro diagnostic products.

• Established in 2000
• In-house translators and revisers
• Certified to ISO 17100
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In the world of pharmaceuticals, the primary 
objective is to produce drugs that can help patient 
populations safely while turning a profit. While 
this seems like a straightforward mission, the road 
from drug inception to distribution is anything but. 
�e industry as a whole faces regulatory hurdles, 
complex clinical trial processes and significant 
financial risk when developing a drug and nurtur-
ing it through the stages to market availability. 
At any given time, there are roughly 7,000 drugs in clini-

cal development. Of those, only one in 10,000 will make it 

to market and of the ones that make it that far, only two in 
ten will return revenues that are equal to or exceed their 
research and development costs. While these numbers are 
daunting, the opportunity for significant return on invest-
ment continues to drive innovation forward. 

With a number of demands to consider, pharma compa-
nies are increasingly seeking solutions to control risk and 
manage costs in order to optimize the drug development 
process and boost their opportunity for success in an uphill 
battle. While many of the world’s leading pharmaceutical 
and life sciences companies reside within the United States, 
their reach of products and services extends to encompass 

Trials and translations 
Making the most of global clinical trials 

Mark Aiello joined Lionbridge in 
2016 as vice president and general 
manager of Regulated Industries, a 
high-growth business unit within 
Lionbridge’s organization. Prior to 
joining Lionbridge, Mark was most 
recently vice president and gen-
eral manager of Virtual Data Room 
Solutions at RR Donnelley.

Mark Aiello
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the entire globe. As globalization 
continues to eliminate geographic 
borders, new challenges and oppor-
tunities have entered the picture. 

One of the most important and 
often overlooked pillars of success 
is ensuring that global participants 
can easily take part in clinical tri-
als, no matter what language they 
speak. �is is a tall order, as drug 
descriptions, clinical phase instruc-
tions, clinical outcome assessment 
instruments and all other material 
needed for a successful global clini-
cal trial and eventual launch must be 
translated with the utmost care to 
ensure desired and accurate results. 
Organizations must take a strategic 
approach to global clinical trials in 
order to overcome massive language 
challenges and take advantage of 
available tools to help streamline 

the translation process. With the 
help of highly accurate translation, 
pharma companies can ultimately 
devote their in-house team’s focus to 
increasing their chances of profitable 
returns on drug creation. 

Clinical trial expansion
Pharmaceutical companies and 

contract research organizations 
(CROs) have significantly changed 
their launch plans for global clinical 
trials in the past decade. Regulators 
are demanding ever-increasing popu-
lation pools, longer-term monitoring 
and more trials. All of this means more 
red tape, longer lead times and more 
areas to potentially trip up a trial. In 
response, the pharmaceutical indus-
try is seeking access to larger popula-
tions experiencing a wider range of 
diseases. �is change in strategy has 

pushed the market boundaries farther 
and farther across the globe into the 
ascending markets of Eastern Europe, 
Asia and Latin America. 

Conducting a trial on a global 
scale introduces significant manage-
ment challenges, many of which can 
be attributed to communication. 
In India, for example, there are 11 
languages spoken by more than 25 
million people each and dozens 
more non-primary languages spoken 
by sizable populations. �is makes 
it challenging to recruit a patient 
population, since materials being dis-
tributed to a single study site must be 
delivered in multiple Indic languages. 
As the pharmaceutical industry pur-
sues multi-geography clinical trials, 
translation has become a critical 
step and a potential roadblock in the 
global clinical trials process.

mailto:lifesciences@csoftintl.com
https://www.csoftintl.com/
https://www.csoftintl.com/
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A focus on the peripheral tactics 
that surround the pharma industry is 
just as important as the direct objec-
tive. While the overall cost to conduct 
a clinical trial may be attractive in 
some markets, it is critical to take into 
consideration how to communicate 
with all of the participants in a trial. 
Consider this: nearly all of the materi-
als involved in a clinical trial, including 
the clinical brochure, clinical study 
protocol, subject information and 
consent forms, study reports, patient 
reported outcome and other recent 
trials, will need to be translated into 
the target languages of the partici-
pants. Once the trial is underway, the 
patient diaries and other in-country 
trial materials will need to be trans-
lated back into the trial language, as 
well as evaluated to ensure its cultural 
appropriateness, in order to ensure 
accurate data collection and analysis. 
Companies can’t afford for trial par-
ticipant instructions or feedback to 
get lost in translation. �e potential 
impact on patient safety and on the 
overall outcome is too significant. 
With the already slim chances of suc-
cess in a highly competitive market, 
a translation error is the last thing a 
company will want to address.

What to translate
Rapid expansion into diverse cul-

tures and languages adds significant 

complexity to the clinical trials pro-
cess. �e issue of language is as criti-
cal to the process as patient screening 
or any other trial planning element. 

Virtually every component of the 
trial should be evaluated to deter-
mine if it should be translated and 
the impact on trial quality if it is not. 
Most critical are all of the materials 
that will be provided to the patient 
population and physician sponsors in 
advance, as well as during and after 
the trial. �ink about all the materials 
needed to create a drug, run a trial in 
a native language and then replicate it 
in additional markets. �is should be 
obvious, but if you merely machine 
translate these critical materials, 
you might have linguistically correct 
translations, but the documents will 
be missing key nuances, making them 
difficult to understand and potentially 
inaccurate. Language, especially when 
it is related to a topic as important as 
an individual’s health, includes termi-
nology and slang that is harder to rep-
licate in basic one-to-one translation 
efforts. Considering the nuances of the 
native dialect, the proper word choice 
for the industry and making sure that 
understanding is shared across popu-
lations is of utmost importance. 

If the translation process becomes 
the bottleneck to beginning a trial, 
the financial impact can be signifi-
cant. It is estimated that bringing a 

compound from the lab to the market 
can cost from $800 million to more 
than $1 billion. �is means that every 
delay in getting the drug to pharmacy 
shelves can equate to hundreds of 
thousands of dollars in lost revenue 
opportunity; or worse, the difference 
between a blockbuster drug and a 
complete market miss.

�ere is no shortage of examples of 
how things can go wrong during trans-
lation processes, and it is much easier 
to alleviate these challenges in clinical 
trials if you plan for them during the 
initial design phases. �e worst possible 
outcome of a bad translation is a serious 
adverse patient reaction. However, the 
more likely problem is a delay — and 
lost time means lost money. Regulatory 
bodies are demanding greater scrutiny 
into drug discovery and clinical trials. 
More trials with more participants only 
drive up the cost of drug discovery and 
delivery, increasing the associated risk 
and potentially slowing down innova-
tion. As pharmaceutical companies 
and CROs look to streamline the parts 
of the chain they can control, they will 
look to the clinical trials process as a 
key competitive advantage. Planning 
for translation well in advance of mov-
ing a product through the development 
pipeline will ensure that clinical trials 
have the best chance at success and 
lead to real advantages in achieving 
profitability.  M]
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Arle Lommel

Why zero-shot translation 
may be the most important
MT development in localization

Arle Lommel is a senior analyst for Common Sense Advisory (CSA Research).
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In the months since Google’s announcement 
about its deployment of neural machine transla-
tion (NMT) caught the tech press’ eye, NMT has 
rapidly transformed from a pie-in-the-sky dream 
into a mainstream MT method. As MT devel-
opers, language services providers (LSPs), and 
social media enterprises have rushed to jump on 
the bandwagon, what the technology can realisti-
cally deliver often gets lost in the hype.
One basic point needs to be clear: NMT is a kind of 

statistical MT, not an artificial super intelligence. It differs 
from formerly state-of-the-art phrase-based (PbMT) sta-
tistical systems in key ways, but at its heart, it still relies on 
large amounts of human translation to work. It does not 
“understand” human language, nor does it learn languages 
in the same fashion as people do. �e advantage of NMT 
over PbMT is that it can consider entire segments in one 
pass, and it can see layers of correlations. Where older 

systems would be able to see simple if… then correlations 
to determine translations, NMT can deduce much more 
complex correlations that involve multiple items and even 
correlations of correlations. �e resulting translations 
should be more accurate and the system better able to 
learn from heterogeneous data.

Common Sense Advisory (CSA Research) finds that 
NMT does represent a major advance in MT technology, 
but the claims about the degree of improvement over PbMT 
from some early adopters relied on somewhat dubious 
methods that significantly overstated the difference. As a 
result, mainstream tech reporting quickly rehashed vari-
ants of the perennial claim that MT is five years away from 
replacing human translators. Others stated that NMT learns 
languages just like humans do, because it relies on neural 
networks that emulate the function of mammalian brains, or 
that Google's NMT system had invented its own language.

In the midst of these hyperbolic claims, it was easy to 
lose sight of one of the most significant advances in the 
field. In November of 2016, Google announced that its 

Pivot vs. zero-shot translation. Source: Common Sense Advisory.
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system had acquired a new capability: 
zero-shot translation (ZST), the abil-
ity to translate in language pairs for 
which a system has not been trained.

With traditional PbMT technol-
ogy, a system that translates bi-
directionally between three languages 
would have six engines — one for 
each source and target pair. Each of 
them would have its own training data 
(although pairs like English > Spanish 
and Spanish > English might use the 
same underlying data) because an 
engine can handle only one language 
pair. However, Google’s NMT engine 
can handle multiple language pairs 
simultaneously. �e ability to learn 
layers of correlations also allows it to 
learn correlations between language 
pairs. For example, it could observe 
that English frog typically translates 
as Spanish rana and as Hungarian 
béka and then use that association 
to predict that rana translates as 
béka, even in the absence of any 
Spanish<>Hungarian training data.

�is capability becomes crucially 
important for language combinations 
with little or no training data. For 

example, very little Greek<>Finnish 
data exists. However, substantial 
amounts of training data can be found 
for each of those languages in com-
bination with English. With PbMT 
systems, the English data would not 
directly help the Greek<>Finnish case.

By contrast, ZST allows NMT sys-
tems to fill in gaps in the training data, 
even if they do not share particular 
sentences in common — although per-
formance improves as overlap increases 
and they work best with training data in 
the language pair. For example, a ZST 
system for news data could use transla-
tions of different articles for different 
languages and still learn from them. 
�is ability is tremendously important 
for language pairs like Greek<>Finnish. 
In such cases, the ability to learn from 
all available data can make the differ-
ence between having an engine and 
having insufficient training material to 
do anything.

�e alternative to ZST is classic 
pivot translation in which text is 
translated into one language and from 
that one into another (such as Finnish 
> English > Greek). Pivot translation 

can be useful, but tends to compound 
MT errors with each step. In addition, 
it only uses data from those language 
pairs involved in the translation task 
(such as Finnish <> English and Greek 
<> English in this case), even if other 
pairs might have relevant information. 
By contrast, ZST in an NMT system 
can simultaneously leverage all train-
ing data from all combinations. In 
the Finnish <> Greek case, this ability 
means it might benefit from relevant 
data in four or five other languages.

ZST stands to be one of the most 
important developments in MT. Con-
sider the European Union’s 24 official 
languages. By law, citizens have the 
right to use their languages to commu-
nicate with government, but in prac-
tice this works only if they speak one 
of a handful of languages — a speaker 
of Maltese who needs to communicate 
with a Latvian-speaking official will 
invoke this right in vain. �e EU faces 
a daunting if not impossible task in 
collecting the training data it would 
need for the 552 engines required 
to cover all official combinations. A 
ZST system would drastically cut this 
burden and enable the EU to provide 
more support in more languages, while 
providing better results than would be 
possible with a pivot-based process.

In a field where exaggerated and 
fantastic claims are common, ZST may 
be one development whose impor-
tance has largely escaped attention. By 
breaking down some of the walls that 
have confined under-resourced and 
less-common languages to second-
class status in MT, it may have a pro-
found impact on language access and 
the ability of citizens to interact with 
governments, corporations and other 
entities. Despite breathless reporting 
about NMT as realization of Douglas 
Adam’s Babel Fish, it will not replace 
human translators, but zero-shot 
translation will help fill the large gap 
where the alternative to MT is not 
human translation but zero transla-
tion instead  M]
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In pretty much any industry these days, the 
notion of quality crops up all the time. Sometimes 
it feels like it’s used merely as a buzzword, but more 
often than not quality is a real concern, both for the 
seller and the consumer. 
Obviously, when it comes to translation and localiza-

tion, quality has rather unique characteristics compared to 

other services. However, ultimately, it is the expected goal 
in any project. 

Quality assessment and quality assurance
Anyone who has ever been asked to proofread knows that 

task definitions are important. Despite the fact that industry 
standards have been around for quite some time, in practice 
terms such as quality assessment, quality assurance and 

Linguistic 
quality assurance 
in localization

Vassilis Korkas is the COO and a cofounder of lexiQA. Following a 15-year academic 
career in the UK, he decided to channel his expertise in translation technologies, 
technical translation and reviewing into a new tech company. At lexiQA he is now 
involved with content development, product management and business operations.

Vassilis Korkas 
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sometimes even quality evaluation 
are often used interchangeably. �is 
may be due to a misunderstanding of 
what each process involves, but what-
ever the reason, this practice leads to 
confusion and could create mislead-
ing expectations. So, let us take this 
opportunity to clarify. On the one 
hand, translation quality assessment 
(TQA) is the process of evaluating the 
overall quality of a completed transla-
tion by using a model with predeter-
mined values that can be assigned 
to a number of parameters used for 
scoring purposes. On the other hand, 
quality assurance (QA), as defined by 
Joanna Drugan in her book Quality in 
Professional Translation: Assessment 
and Improvement, “refers to systems 
put in place to pre-empt and avoid 
errors or quality problems at any stage 
of a translation job.” 

Quality is an ambiguous 
concept in itself and mak-
ing objective evaluations 
is a very difficult task. 
Even the most rigorous 
assessment model requires 
subjective input by the 
evaluator who is using it. 
However, if we can dis-
tinguish in a translation 
workflow between what a translator 
or reviewer can do while the project is 
still in progress, and what can be done 
after the project is completed, then 
we can get a better sense of what each 
process involves and how we can best 
allocate our human and technological 
resources in order to improve on qual-
ity overall. When it comes to linguistic 
quality in particular, we would be 
looking to improve on issues that have 
to do with punctuation, terminology 

and glossary compliance, locale-
specific conversions and formatting, 
consistency, omissions, untranslat-
able items and others. It is a job that 
requires a lot of attention to detail and 
strict adherence to rules and guide-
lines, and that’s why linguistic quality 
assessment (LQA) — most aspects of 
it, anyway — is a better candidate for 
objective automation. 

Industry practices, 
good and bad

Given the volume of translated 
words in most localization projects 
these days, it is practically prohibitive 
in terms of time and cost to have in 
place a comprehensive QA process, 
which would safeguard certain expec-
tations of quality both during and 
after translation. �erefore it is very 
common that QA, much like TQA, 
is reserved for the post-translation 
stage. A human reviewer, with or 
without the help of technology, will 
be brought in when the translation is 
done and will be asked to revise the 
final product. �e obvious drawback 
of this process is that significant time 
and effort could be saved if somehow 
revision could occur in parallel with 
the translation, perhaps by involv-
ing the translator with the process 
of tracking errors and making these 
corrections along the way. 

�e fact that QA only seems to 
take place after the fact is not the 
only problem, however. Volumes 
are another challenge — too many 
words to revise, too little time and 
too expensive to do it. To address 
this challenge, language service 
providers (LSPs) use sampling (the 

Linguistic quality assurance may 
be overlooked despite overall 
consensus on its importance. 
There are current challenges in 
its application and opportunities 
for its evolution in the future.

chat version
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partial revision of an agreed small 
portion of the translation) and spot-
checking (the partial revision of 
random excerpts of the translation). 
In both cases the proportion of the 
translation that is checked is about 
10% of the total volume of translated 
text, and that is generally considered 
agreeable to be able to say whether 
the whole translation is good or not. 
�is is an established and accepted 
industry practice that was created 
out of necessity. However, one 
doesn’t need to have a degree in 
statistics to appreciate that this small 
sample, whether defined or random, 
is hardly big enough to reflect the 
quality of the overall project. 

�e restrictions described here 
are the effect of the cost involved 
in using human revisers for all the 
tasks required in LQA for very large 
volumes of translated text. It would 
make sense, then, to enlist the help of 
technology in processing these large 
volumes of text and provide the sup-
port necessary for a more thorough 
QA process. �e technology is there, 
but there are a few things to con-
sider. In her 2007 paper Translation 
Quality Assurance Tools: Current 
State and Future Approaches, Julia 
Makushina explains that: “Whereas 
translation memory tools came into 
the market approximately in 1985, 
translation quality assurance tools 
are rather young. �e oldest quality 
check utilities were probably incor-
porated back in 1998.… �is means 
there is a 10-15 years gap in TM and 
QA tools development.” �e progres-
sive increase of the volumes of text 
translated every year (also reflected 
in the growth of the total value of 
the language service industry) and 
the increasing demand for faster 
turnaround times makes it even 
harder for QA-focused technology to 
catch up. �e need for automation is 
greater than ever before. Let us then 
have a brief look at the history and 
the current state of affairs.

The evolution of 
QA technology

When the first computer-assisted 
translation (CAT) tools were intro-
duced in the mid-1980s, the only means 
for quality assurance was effectively 
a human proofreader. Spellcheckers 
then slowly became more diverse and 
more popular in word-processing 
applications. Later on, terminology 
management tools, which started 
emerging as companions to translation 
memories, provided a second layer of 
quality assurance checks, and in the 
late 1990s all these functions were 
incorporated in the first CAT tool to 
offer this kind of range. Other tools 
followed this example for more than a 
decade; CAT tools would develop QA 
functionality and include it in their 
suite of applications and plug-ins. �e 
first tool designed and developed as a 
stand-alone QA-focused application 
was officially launched only in 2004. 

�is staggered evolution of quality 
assurance technology presents an 
interesting dynamic. Over time it is 
obvious that the need for QA checks 
became more and more pressing, as 
the automated processes supported 
by the continuously developing 
CAT tools provided the conditions 
for such functions to be developed. 
When the first standalone QA tools 
came about, CAT tools were already 
well ahead in terms of development. 
However, QA had never been a part 
of the core business for CAT soft-
ware developers. In the early days, 
QA checks were a nice thing to have, 
but it took years before they were 
considered essential. Nowadays the 
situation is different: more and more 
CAT and QA tools have emerged, 
online CAT systems are becoming 
common and the demand for more 
efficient technology is growing fast.

Today we could classify QA tech-
nologies in three broad groups: built-
in QA functionality in CAT tools 
(offline and online); standalone QA 
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tools (offline); and custom QA tools 
developed by LSPs and translation 
buyers (mainly offline).

Built-in QA checks in CAT tools 
range from the completely basic to 
the quite sophisticated, depending 
on which CAT tool you’re looking 
at. Standalone QA tools are mainly 
designed with error detection in 
mind, but there are some that use 
translation quality metrics for assess-
ment purposes — so they’re not quite 
QA tools as such. Custom tools are 
usually developed in order to address 
specific needs for a client or a vendor 
who happens to be using a proprie-
tary translation management system 
or something similar. �is obviously 
presupposes that the technical and 
human resources are available to 
develop such a tool, so this practice 
is rather rare and exclusive to large 
companies that can afford it.

Regardless of which of these three 
types of QA tool we examine, in an 
average localization workflow there 
are issues of integration that are 
worth looking at in more detail. For 
now, let’s focus on what this technol-
ogy can do for us.

Methodology
Terminology and glossary compli-

ance, empty target segments, untrans-
lated target segments, segment 
length, segment-level inconsistency, 
different or missing punctuation, 
different or missing tags, different 
or missing numeric or alphanumeric 
structures — these are the most com-
mon checks that one can find in a 
QA tool. On the surface, at least, this 
looks like a very diverse range that 
should cover the needs of most users. 
All these are effectively consistency 
checks. If a certain element is present 
in the source segment, then it should 
also exist in the target segment. It is 
easy to see why this kind of “pattern 
matching” can be easily automated 
and translators/reviewers certainly 
appreciate a tool that can do this for 

them a lot more quickly and accu-
rately than they can.

Despite the obvious benefits of these 
checks, the methodology on which 
they run has significant drawbacks. 
Consistency checks are effectively 
locale-independent, and that creates 
false positives (the tool detects an error 
when there is none) and false negatives 
(the tool doesn’t detect an error when 
there is one). Let’s look at an example.

Source [en-GB]: Could we meet on 
3/4/2017 at 2:30pm?

Target [fr-FR]: Est-ce qu'on peut se 
rencontrer le 3 avril 2017 à 14h30?

With the exception of a couple of 
systems only after substantial cus-
tomization by the user, QA tools that 
rely on consistency checks would 
produce no less than four instances 
of false positives/negatives in this 
plain-looking segment:

3/4/2017 to 3 avril 2017: number 
4 is missing from the target, so that 
would be marked as an error. How-
ever, we know the date is correctly 
localized, so that’s a false positive.

2:30pm to 14h30: number 2 doesn’t 
exist in the target and number 14 
doesn’t exist in the source, so both 
of these would be marked as errors. 
However, we know the time has been 
correctly localized, so these are both 
false positives.

2:30pm? to 14h30?: the required 
space that is missing before the ques-
tion mark in the target would not 
be marked as an error, but we know 
that’s an error in the target locale, so 
that’s a false negative. Interestingly, 
this would not be a false negative if 
the target locale was fr-CA.

One can imagine how many issues 
such as the above can show up in a 
QA error report. Noise is one of the 
biggest shortcomings of QA tools 
currently available and that is because 
of the lack of locale specificity in the 
checks provided. It is in fact rather 
ironic that the benchmark for QA in 
localization doesn’t involve locale-
specific checks. To be fair, in some 

cases users are allowed to configure 
the tool in greater depth and define 
such focused checks on their own 
(either through existing options in 
the tools or with regular expressions). 
But, this makes the process more 
intensive for the user and it comes as 
no surprise that the majority of users 
of QA tools never bother to do that. 
Instead they perform their QA duties 
relying on the suboptimal consistency 
checks that are available by default. 

Linguistic quality assurance 
is (not) a holistic approach

It is now time to look at the issue 
of workflow. Localization and quality 
assurance are processes more than 
anything else and, when one tries to 
bring the two together, a number of 
challenges emerge. In theory, a QA 
process of some kind should be in 
place for all of the main three stages 
of a localization project:

1) Pre-translation: by ensuring that 
the source content that is to be trans-
lated is written clearly and well (and, 
in cases of large localization projects, 
that it has been properly interna-
tionalized), the risk of having to deal 
with all sorts of issues later on in the 
workflow of the project is minimized. 
�is is a topic that has also been aptly 
discussed in the context of machine 
translation.

2) In-translation: in the process of 
translating the source content when 
various issues arise, such as terminol-
ogy and other types of inconsisten-
cies, and locale- or context-specific 
errors, translators should have the 
tools and be enabled to react quickly 
and make corrections whenever 
required. �is way, they won’t have to 
deal with the same problems further 
down the line in the same project. A 
certain level of support for such issues 
is provided by some CAT tools, but it 
is rather patchy.

3) Post-translation: a thorough 
review of the translated content is 
normally reserved for after the job 



is completed, at which point the 
reviewer needs to find all the errors, 
fix them and make sure that no new 
errors are introduced in the process.

In practice, for the majority of 
large-scale localization projects only 
post-translation LQA takes place, 
mainly due to time pressure and 
associated costs — an issue we also 
explored earlier in connection with 
the practice of sampling. �e larger 
implication of this reality is that: a) 
effectively we should be talking about 
quality control rather than quality 
assurance, as everything takes place 
after the fact; and b) quality assur-
ance becomes a second-class citizen 
in the world of localization. �is 
contradicts everything we see and 
hear about the importance of quality 
in the industry, where both buyers 
and providers of language services 
prioritize quality as a prime directive. 

As already discussed, the technology 
does not always help. CAT tools with 
integrated QA functionality have a lot 
of issues with noise, and that is unlikely 
to change any time soon, because this 
kind of functionality is not a priority 
for a CAT tool. On the other hand, 
standalone QA tools with more exten-
sive functionality work independently, 
which means that any potential collab-
oration between standalone QA tools 
and CAT tools can only be achieved in 
a cumbersome, intermittent workflow: 
complete the translation, export it from 
the CAT tool, import the bilingual file 
in the QA tool, run the QA checks, ana-
lyze the QA report, go back to the CAT 
tool, find the segments that have errors, 
make corrections, update the bilingual 
file and so on. 

All this has to be done manually 
with a lot of configuration in order 
to account for locale conventions 

and user preferences. If the CAT tool 
happens to be an online platform, the 
inherent problems of this workflow 
become even more exacerbated when 
the CAT tool needs to somehow 
be used alongside a desktop offline 
QA tool. It is no surprise, then, that 
translators and reviewers often refuse 
to adopt this kind of workflow, given 
how much time needs to be spent 
analyzing error reports and making 
corrections in different environments. 
Some desktop QA tools have in the last 
few years developed plug-ins for vari-
ous popular CAT tools. However, this 
connectivity doesn’t really address the 
issue of workflow: as a reviewer, you 
still have to switch between platforms 
all the time in order to confirm and 
fix errors, and you are still doing all of 
this after the translation is complete.

�e challenges described above will 
have to be addressed soon. As the trends 
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of online technologies in translation 
and localization become stronger, there 
is an implicit understanding that exist-
ing workflows will have to be uncompli-
cated in order to accommodate future 
needs in the industry. �is can indeed 
be achieved with the adoption of bolder 
QA strategies and more extensive auto-
mation. �e need in the industry for a 
more efficient and effective QA process 
is here now and it is pressing. Is there a 
new workflow model that can produce 
tangible benefits both in terms of time 
and resources? We believe there is, but 
it will take some faith and boldness to 
apply it.

Changing the game of LQA
�ere are a number of use cases by 

language vendors and translation buy-
ers that support the idea that something 
needs to change. We probably all know 
translators, reviewers or managers who 
have expressed their true feelings about 
the QA process they currently have to 
follow in their work. In less than equal 
measure, we probably also know people 
in the industry who are more than 
happy to maintain the current status 
quo. Managing the process of QA can 
obviously be quite a different experience 
when compared to actually performing 
the QA with tools and workflows that 
fall short of the demands for quality in 
the industry today. In many respects, 
change management and making a case 

for a new process can be more chal-
lenging than the new process itself. It is 
easy to stay put and resist change, even 
when you know that what you’re doing 
now is inadequate.

�ere is a way around this stagna-
tion: get ahead of the curve! In the last 
few years, the translation technology 
market has been marked by substantial 
shifts in the market shares occupied by 
offline and online CAT tools respec-
tively, with online tools rapidly gaining 
more ground. �is trend is unlikely to 
change. At the same time the age-old 
problems of connectivity and compat-
ibility between different platforms 
will have to be addressed one way or 
another. For example, slowly transi-
tioning to an online CAT tool and still 
using the same offline QA tool from 
your old workflow is as inefficient as it 
is irrational, especially in the long run.

A deeper integration between CAT 
and QA tools also has other benefits. 
�e QA process can move up a step in 
the translation process. Why have QA 
only in post-translation when you can 
also have it in-translation? �is shift 
is indeed possible by using software 
enabled by application program-
ming interfaces (APIs), which are in 
fact already standard practice for the 
majority of online CAT tools. �ere 
was a time when each CAT tool had its 
own proprietary file formats (as they 
still do), and then the TMX and TBX 

standards were introduced and the 
industry changed forever, as it became 
possible for different CAT tools to 
“communicate” with each other. �e 
same will happen again, only this time 
APIs will be the agent of change.

Looking further ahead, there are also 
some other exciting ideas that could 
bring about truly innovative changes 
to the quality assurance process. �e 
first one is the idea of automated cor-
rections. Much in the same way that 
a text can be pre-translated in a CAT 
tool when a translation memory or a 
machine translation system is available, 
in a QA tool that has been preconfig-
ured with granular settings it would be 
possible to “precorrect” certain errors 
in the translation before a human 
reviewer even starts working on the 
text. With a deeper integration scenario 
in a CAT tool, an error could be cor-
rected in a live QA environment the 
moment a translator makes that error. 

�is kind of advanced automation 
in LQA could be taken even a step 
further, if we consider the principles 
of machine learning. Access to big 
data in the form of bilingual corpora 
that has been checked and confirmed 
by human reviewers makes the poten-
tial of this approach even more likely. 
Imagine a QA tool that collects all the 
corrections a reviewer has made and 
all the false positives the reviewer has 
ignored and then it processes all that 
information and learns from it. Every 
new text processed and the machine 
learning algorithms make the tool 
more accurate in what it should and 
should not consider to be an error. 
�e possibilities are endless.

Despite the various shortcomings of 
current practices in LQA, the potential 
is there to streamline and improve on 
processes and workflows alike, so 
much so that quality assurance will 
not be seen as a “burden” anymore, but 
rather as an inextricable component 
of localization, both in theory and in 
practice. It is up to us to embrace the 
change and move forward.  [M]
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European Language 
Industry Association
Elia is the European not-for-profit association 
of language service companies with a mission 
to accelerate our members’ business success. 
We are committed to creating events and ini-
tiatives that are highly relevant to the needs 
and interests of language companies with a Eu-
ropean business focus, providing wider ben-
efits to the language industry as a whole. Elia 
was founded in 2005 and has since established  
itself as the leading trade association for the lan-
guage services industry in Europe.
Elia, Brussels, Belgium
+39 345 8307084 
Email: info@elia-association.org 
Web: www.elia-association.org

          

 
Globalization and 
Localization Association 
The Globalization and Localization Association 
(GALA) is a global, nonprofit trade association 
for the language industry. As a membership or-
ganization, we support our member companies 
and the language sector by creating communities, 
championing standards, sharing knowledge and 
advancing technology.
Globalization and Localization Association 
Seattle, WA USA
206-494-4686
Email: info@gala-global.org
Web: www.gala-global.org
Ad on page 43

         

AUTOMATED TRANSLATION

YarakuZen – Accelerate Growth  
Today’s language service providers (LSPs) are 
facing multifaceted challenges — the increasing 
cost of human translation services; increasing 
complexity of service delivery; and increasing 
difficulty in customer retention and satisfaction. 
LSPs are looking for a light-weight technology to 
do the heavy lifting. YarakuZen brings together 
an easy-to-use machine translation platform for 
LSPs’ customers to handle day-to-day entry-level 
translation tasks, and a commerce platform that 
allows customers to inquire and order transla-
tion services. Become a YarakuZen partner today 
and learn how to maximize profits and minimize  
costs with YarakuZen.
Yaraku, Inc. Tokyo, Japan
+81-3-6416-5315
Email: contact@yaraku.com
Web: www.yarakuzen.com/en
Ad on page 13

       

SYSTRAN Software, Inc.
For more than four decades, SYSTRAN has been 
the market leader in language/translation prod-
ucts and solutions, covering all types of platforms 
from desktop to internet to enterprise servers. To 
help organizations enhance multilingual com-
munication and increase productivity, SYSTRAN 
delivers real-time language solutions for internal 
collaboration, search, ediscovery, content man-
agement, online customer support and ecom-
merce along with automatic speech recognition 
and optical character recognition. SYSTRAN is 
the leading choice of global companies, defense 
and security organizations and language service 
providers. SYSTRAN is the official translation  
 

solutions provider for the S-Translator, a default-
embedded app on the Samsung Galaxy S and 
Note series.
Languages: 130+ language combinations 
SYSTRAN Software, Inc., San Diego, CA USA
+1 858 457 1900
Email: craig.stern@systrangroup.com 
Web: www.systrangroup.com
Ad on page 54
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41st Internationalization &  
Unicode Conference 
For 26 years, the Internationalization and Unicode 
Conference® (IUC) has been the annual confer-
ence of the Unicode Consortium, where experts 
and industry leaders gather to map the future of 
internationalization, ignite new ideas and present 
the latest in technologies and best practices for the 
creation, management and testing of global web 
and multilingual software solutions.
Unicode Consortium Mountain View, CA USA 
+1-408-401-8915
Email: unicode@unicode.org
Web: www.unicode.org 
Ad on page 51
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LocWorld 
LocWorld conferences are dedicated to the language 
and localization industries. Our constituents are the 
people responsible for communicating across the 
boundaries of language and culture in the global mar-
ketplace. International product and marketing man-
agers participate in LocWorld from all sectors and all 
geographies to meet language service and technology 
providers and to network with their peers. Hands-on 
practitioners come to share their knowledge and ex-
perience and to learn from others. See our website for 
details on upcoming and past conferences. 
Localization World, Ltd. Sandpoint, ID USA 
208-263-8178 
Email: info@locworld.com, Web: https://locworld.com  
Ad on page 12

       

CONSULTING SERVICES

  
LocalizationGuy, LLC
LocalizationGuy, LLC, is a consultancy serving 
buyers and providers of language services. We help 
companies that buy language services to identify 
and deploy optimal localization solutions to fit their 
needs. We offer veteran expertise as our clients 
navigate the many personnel, process and technol-
ogy decisions involved in running effective local-
ization operations, whether in-house or through 
external localization vendors. LocalizationGuy also 
helps language service providers formulate busi-
ness goals, develop and implement sound business 
strategies and launch strategic marketing efforts.  
LocalizationGuy is led by a 20-year localization 
industry veteran and former chairman of the  
Globalization and Localization Association. 
LocalizationGuy, LLC Minneapolis, MN USA 
612-986-3108 
Email: info@localizationguy.com 
Web: www.localizationguy.com

 

DESKTOP PUBLISHING

  
Global DTP
Global DTP s.r.o., based in the Czech Republic, 
offers professional multilingual desktop publishing 

and media engineering solutions to the localiza-
tion industry. Over the past 13 years, Global DTP 
has become one of the leading DTP/multimedia 
companies. We have been delivering high-quality 
and cost-effective services for at least eight of the 
top 20 LSPs and many other companies/agencies. 
Due to our extensive experience in localization and 
knowledge of the prepress, media and publishing 
industries, our team of 20 in-house professionals 
handles more than 1,000 projects every year. Our 
core services are multilingual desktop publishing, 
multimedia and eLearning engineering.
Global DTP s.r.o. Brno, Czech Republic
+420  3 574 709 
Email: info@global-dtp.com
Web: www.global-dtp.com 

            

  

Studio Gambit DTP –  
Far Beyond... Words
Multiple Platforms
Studio Gambit is your first stop for sourcing com-
prehensive, multilingual DTP and multimedia 
engineering services. If you are seeking a reliable 
and cost-effective partner to sweat the granu-
lar, technical detail of your localization projects,  
Studio Gambit offers the supreme solution. 
Smooth and proactive cooperation with project 
managers to support the most challenging tasks 
of vanguard LSPs and corporate localization has 
been Studio Gambit’s special strength for 20 years. 
You can be certain that even your most complex 
instructions or style guides will be thoroughly 
learned and scrupulously implemented. As you 
would expect, all core production processes are 
ISO 9001:2008 certified.
Languages: All European (Latin, Greek and Cyrillic 
alphabets), most Asian and Middle Eastern
Studio Gambit Sp. z o.o. Gdansk, Poland
+48583453800 
Email: gambit@stgambit.com
Web: www.stgambit.com

EDUCATION

 
Quality Training in  
Localization & Global Marketing
The Localization Institute is the leader in edu-
cational advancement in the field of localization 

— the adaptation of products and services for in-
ternational markets. We organize comprehensive, 
vendor-neutral conferences (LocWorld and Brand-
2Global), seminars and round tables where partici-
pants gain insights that help their companies better 
succeed in international business. In addition, The 
Institute has partnered with top universities and 
professional associations to develop comprehensive 
certification programs in localization project man-
agement, quality management, internationalization 
and global digital marketing.  
The Localization Institute Madison, WI USA 
608-826-5001
Email: kris@localizationinstitute.com  
Web: www.localizationinstitute.com
Ad on page 57

       

ENTERPRISE SOLUTIONS

 
Across Systems
Multiple Platforms
Across Language Server is a market-leading soft-
ware platform for all corporate language resources 
and translation processes. Within a very short time, 
the use of Across can increase the translation quality 
and transparency, while reducing the workload and 
process costs. The Across translation management 
software includes a translation memory, a terminol-
ogy system, a powerful PM and workflow control 
tools. It allows end-to-end processing for a seam-
less collaboration of clients, LSPs and translators. 
Open interfaces enable the direct integration of 
third-party solutions like CMS, ERP or others. Cus-
tomers include Allianz Versicherungs AG, Hypo- 
Vereinsbank, SMA Solar Technology, Thyssen- 
Krupp and hundreds of other leading companies. 
Languages: All
Across Systems GmbH Karlsbad, Germany 
49-7248-925-425, Email: info@across.net 
Across Systems Inc. Glendale, CA USA
877-922-7677, Email: americas@across.net
Web: www.across.net 
Ad on page 24

   

STAR Group
Multiple Platforms
STAR is a leader in information management, lo-
calization, internationalization and globalization 
services and solutions such as GRIPS (Global Real 
Time Information Processing Solution), STAR 
CLM (Corporate Language Management) includ-
ing Transit (Translation & Localization), TermStar/
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WebTerm (Terminology Management), STAR MT 
(Corporate Machine Translation), STAR Web-
Check (Online Translation Reviewing) and Mind-
Reader (Authoring Assistance). With more than 
50 offices in 30 countries and a global network 
of prequalified freelance translators, STAR pro-
vides a unique combination of information man-
agement tools and services required to manage  
all phases of the product information life cycle.
Languages: All
STAR AG (STAR Group headquarters) 
Ramsen, Switzerland, 41-52-742-9200
Email: info@star-group.net
Web: www.star-group.net
STAR Group America, LLC Lyndhurst, OH USA
216-691-7827
Email: lyndhurst@star-group.net
 Ad on page 17

LOCALIZATION SERVICES

 
ADAPT Localization Services 
ADAPT Localization Services offers the full range 
of services that enable clients to be successful in 
international markets, from documentation de-
sign through translation, linguistic and technical 
localization services, prepress and publication 
management. Serving both Fortune 500 and small 
companies, ADAPT has gained a reputation for 
quality, reliability, technological competence and 
a commitment to customer service. Fields of spe-
cialization include diagnostic and medical devices, 
IT/telecom and web content. With offices in Bonn, 
Germany; Stockholm, Sweden; and Barcelona, 
Spain, and a number of certified partner companies, 
ADAPT is well suited to help clients achieve their 
goals in any market. 
Languages: More than 50 
ADAPT Localization Services Bonn, Germany 
49-228-98-22-60
Email: adapt@adapt-localization.com 
Web: www.adapt-localization.com 
Ad on page 33
   

Alliance Localization China (ALC)
ALC offers document, website and software transla-
tion and localization, desktop publishing and inter-
preter services. We focus on English, German and 
other European languages to and from Chinese, Jap-
anese, Korean and other Asian languages. We use 
TRADOS, CATALYST, SDLX, Transit, Wordfast, 

memoQ and other CAT tools, as well as DTP tools 
including CorelDRAW, FrameMaker, FreeHand, 
Illustrator, InDesign, PageMaker, Photoshop and 
QuarkXPress. Our customer-oriented approach is 
supported by strong project management, a team 
of specialists, a large knowledge base and advanced 
methodologies. We always provide service beyond 
our customers’ expectations at a low cost and with 
high quality, speed, dependability and flexibility. 
Languages: Major Asian and European languages  
Alliance Localization China (ALC) Beijing, China 
86-10-8368-2169      
Email: contact@allocalization.com 
Web: www.allocalization.com 

 

Total Solutions for Your Business
E4NET is a total localization solutions pro-

vider, specialized in Asian localization covering 
all major Asian languages and other regional tier 3 
languages. We have 20+ years of successful locali-
zation production experience with many major 
projects for customers such as Google, Facebook, 
Microsoft, Oracle, HP, LG Electronics, Panasonic, 
IKEA and more. E4NET specializes in the fields of 
IT and life science, but also covers other industries 
such as patent, travel, fashion, games, financial, 
governmental and automotive. We continuously 
develop and apply innovative leading-edge tech-
nology such as MT throughout our production 
process, and also provide associated services to 
maximize production/service efficiency.
Languages: 60+
E4NET Co., Ltd. Seoul, South Korea
82-2-3465-8500
Email: l10n@e4net.net
Web: www.e4net.net

 

Precision Matters in Translation
For over 17 years, EC Innovations has specialized 
in customized solutions and subject matter ex-
pertise to fit almost any budget for most industry 
verticals. Originally known as a supplier to sup-
pliers, ECI has quickly become one of the fastest 
growing language service providers in the mar-
ketplace. Today, EC Innovations has grown into 
14 strategically located global offices with 300+ 
full-time employees offering full localization sup-
port into 60+ languages. EC Innovations continues 
to build upon its reputation as a customer-centric 
organization focused on high-quality standards, 
technological creativity and value-added services 

to accommodate any type of localization program. 
Languages: All
EC Innovations, Inc. Wilmington, DE USA
312-863-1966
Email: info@ecinnovations.com  
Web: www.ecinnovations.com

              

 

EuroGreek Translations Limited
Established in 1986, EuroGreek Translations 
Limited is Europe’s number one Greek localizer, 
specializing in technical and medical translations 
from English into Greek and Greek into English. 
EuroGreek’s aim is to provide high-quality, turnkey 
solutions, encompassing a whole range of client 
needs, from plain translation to desktop/web pub-
lishing to localization development and testing. 
Over the years, EuroGreek’s services have been ex-
tended to cover most subject areas, including Ger-
man and French into Greek localization services. 
All of EuroGreek’s work is produced in-house by 
a team of 25 highly qualified specialists and is fully 
guaranteed for quality and on-time delivery. 
Languages: Greek 
EuroGreek Translations Limited 
London, United Kingdom; Athens, Greece
30-210-9605-244  
Email: production@eurogreek.gr 
Web: www.eurogreek.com 
Ad on page 4

      

 

iDISC Information Technologies
iDISC, established in 1987, is an ISO 9001 and  
EN 15038 certified language and software company 
based in Barcelona with branches and teams in  
Argentina, Mexico, Brazil, Bolivia and Guate-
mala. We have dedicated teams for web con-
tent, software localization and translation of 
technical, business, automotive, biomedical and 
marketing documents. Our software development  
 engineers and translation teams provide high-qual-
ity and on-time production solutions that are cost- 
efficient, flexible and scalable. 
Languages: Spanish (all variants), Portuguese (all 
variants),  Catalan, Basque, Galician, Valencian, 
K’iche’,  Quechua, Aymara, Guarani 
iDISC Information Technologies Barcelona, Spain 
34-93-778-73-00
Email: info@idisc.es
Web: www.idisc.es

              

July/August 2017

http://www.linkedin.com/company/adapt-localization-services-gmbh
https://www.linkedin.com/company/alliance-localization-china-alc-
https://www.linkedin.com/company/e4net
http://www.ecinnovations.com/blog
https://www.linkedin.com/company/ec-innovations-inc./
http://www.facebook.com/ECInnovations
https://twitter.com/EC_L10n
http://www.linkedin.com/company/eurogreek-translations-ltd
https://www.facebook.com/EuroGreekTranslations
https://twitter.com/EuroGreekTrans
http://blog.idisc.es
https://www.linkedin.com/company/idisc-information-technologies
https://www.facebook.com/idiscit
https://twitter.com/iDISCit
mailto:info@star-group.net
http://www.star-group.net
mailto:lyndhurst@star-group.net
mailto:adapt@adapt-localization.com
http://www.adapt-localization.com
mailto:contact@allocalization.com
http://www.allocalization.com
mailto:l10n@e4net.net
http://www.e4net.net
mailto:info@ecinnovations.com
http://www.ecinnovations.com
mailto:production@eurogreek.gr
http://www.eurogreek.com
mailto:info@idisc.es
http://www.idisc.es


buyer’s
guide

New markets for your
products and solutions  

Janus Worldwide 
Founded in 1996, Janus Worldwide was built on 
providing unparalleled customer service and sup-
port. With over 280 employees in 12 global offices, 
we are one of the leading language service provid-
ers in Europe. Our in-country, industry specific 
in-house and external subject matter experts 
translate, localize and offer multilingual testing 
in over 100 different languages. Janus Worldwide 
is ISO 9001:2008, ISO 17100:2015 and ISO 
13611:2014 compliant, adding an additional layer 
of quality control process that is used on all of our 
client projects.
Languages: More than 100 
Janus Worldwide Vienna, Austria
+43 680 328 26 22
Email: sales@janusww.com
Web: www.janusww.com 
Ad on page 39

       

 

Localsoft Localization Services
Localsoft, S.L., is one of the leading localization 
companies in Europe. With thousands of localized 
projects completed, we offer premium localiza-
tion services including translation, proofing, desk-
top publishing, subtitling, audio and testing. We 
take pride in our work and guarantee the highest 
quality of service. We specialize in mid- to large-
size projects and set up project teams that match 
your specific requirements. Localsoft provides a 
one-stop solution for all of your localization needs. 
Rest assured that your projects will be delivered 
on time, on budget and with the highest level of 
quality and confidentiality.
Languages: 50
Localsoft, S.L. Málaga, Spain  
+34 952 028 080
Email: info@localsoft.com
Web: www.localsoft.com
Ad on page 16

Moravia IT, LLC
Moravia is a leading globalization solution pro-
vider, enabling companies in the information 
technology, eLearning, life sciences, consumer 
electronics and telecommunications industries 
to enter global markets with high-quality mul-
tilingual products. Moravia’s solutions include 
localization, product testing, multilingual pub-
lishing, technical translation, content creation, 
machine translation and workflow consulting. 
Adobe®, IBM, Microsoft, Oracle and Toshiba are 
among some of the leading companies that de-
pend on Moravia for accurate, on-time and eco-
nomical localization. With global headquarters in 
Brno, Czech Republic, Moravia has local offices 
in Europe, the United States, Japan, China and 
Latin America. To learn more, please visit us at 
www.moravia.com. 
Languages: All 
Moravia IT, LLC 
USA: Thousand Oaks, CA USA
805-262-0055
Email: info@moravia.com, Web: www.moravia.com 
Europe: 420-545-552-222, Email: europe@moravia.com 
Ireland: 353-1-709-9822, Email: ireland@moravia.com 
Asia: 86-25-8689-6500, Email: asia@moravia.com 
Japan: 81-3-3354-3320, Email: japan@moravia.com
Argentina: 54-341-481-2992
Email: argentina@moravia.com 
Ad on page 72

          

We add local flavour 
to your global business

Greek Localization Experts 
Since 1983
Founded in 1983, ORCO S.A. is a leading transla-
tion and localization provider, certified according to 
the EN 15038 and ISO 9001 standards. We special-
ize in software localization and technical transla-
tions into Greek and other languages, in areas such 
as IT, telecommunication, life sciences, automotive, 
engineering, marketing, financial and EU. With our 
experienced in-house team of linguists and project 
managers we offer high-quality services. Our client 
list includes long-term collaborations with compa-
nies such as Abbott, Canon, Cummins, Ford, General  
Electric, Google, IBM, Microsoft, Oracle, Sony and 
important international institutions such as the EU 
(CdT, DGT, European Parliament) and UNHCR. 
Languages: Greek
ORCO S.A. Athens, Greece
+30-210-723-6001 
Email: info@orco.gr, Web: www.orco.gr

   

 

Localization and 
Globalization Partner
Saltlux is a language service provider that special-
izes in supplying Korean, Japanese, S-Chinese, 
T-Chinese and other Asian languages. Our ser-
vices encompass translation, localization, DTP, 
MT post-editing, planning and writing of tech-
nical manuals. We have extensive experience in 
medical equipment and pharmaceutical prod-
ucts, cosmetic and cosmeceutical products, IT, 
software, electrical, automotive and technical 
industry, and so on. With 36 years' accumulated 
know-how, Saltlux will be your ideal global com-
munication partner. To learn more, please visit  
www.saltlux.com. 
Languages: Korean, Traditional and Simplified 
Chinese, Japanese and other Asian languages,  
European languages
Saltlux, Inc. Seoul, South Korea 
822-379-8444
Email: tcsales@saltlux.com
Web: www.saltlux.com

   

  

TOIN Corporation 
TOIN has achieved a 50-year track record of  
excellence by, as our clients say, being consistently 
“present” to meet their needs. TOIN offers a spec-
trum of translation, localization and consulting 
solutions to Global 1000 companies across a range 
of industries including automotive, IT, telecom-
munications, life sciences, eLearning, software, 
gaming, semiconductors and consumer products. 
TOIN provides exceptional strength in Asia as 
well as a global reach, with offices in Japan, China, 
Korea, Hong Kong, Taiwan, the United States, the  
Netherlands, Slovakia and Brazil.  
Languages: Japanese, Traditional and Simpli-
fied Chinese, Korean, Indonesian, Malay, Thai,  
Vietnamese and European languages  
TOIN Corporation 
Japan: Tokyo, Japan, +81-3-6453-6282 
Email: toshihito-hattori@to-in.co.jp, Web: www.to-in.co.jp 
North America: Minneapolis, MN USA, +1-612-986-3108 
Email: aki-ito@to-in.co.jp, Web: www.to-in.com 
Europe: Amsterdam, The Netherlands, +31(0)6 -21-85-85-30 
Email: rene-savelsbergh@to-in.co.jp, Web: www.to-in.com 
China: Shanghai, China, +86-21-3222-0012 
Email: shen-yi@to-in.co.jp, Web: www.to-in.com 
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Find news and views about 
the global language industry
at https://multilingual.com/
insights
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Vistatec
We have been helping some of the world’s most iconic 
brands to optimize their global commercial potential 
since 1997. Vistatec is one of the world's most innova-
tive, progressive and successful localization solutions 
providers. Headquartered in Dublin, Ireland, with of-
fices in Mountain View, California, USA. Think Global. 
Languages: All 
Vistatec 
Europe: Dublin, Ireland, 353-1-416 -8000 
North America: Mountain View, CA USA
409-898-2364 
Email: info@vistatec.com
Web: www.vistatec.com 
Ad on page 11

            

LOCALIZATION TOOLS

VideoLocalize.com
Multiple Platforms
Video localization is complicated. It involves not 
only translation processes and graphic engineering, 
but also voiceover and audio/video editing as well. 
The challenge is how to keep control of the budget 
while meeting client expectations. VideoLocalize 
is the answer. Videolocalize.com is a cloud based 
online platform designed for video localization. 
It is the brainchild of Boffin Language, an Asian-
language service provider led by cofounder George 
Zhao. VideoLocalize’s mission is to make video lo-
calization faster and more cost-effective.
Boffin Language Group Inc. Toronto, Canada
+1 (647) 802 8223
Email: george.zhao@boffin.com
Web: www.videolocalize.com
Ad on page 14

NONPROFIT ORGANIZATIONS

 
Protecting Translators and  
Interpreters Worldwide
Red T is a 501(c)(3) nonprofit organization  
advocating for the protection of translators and in-
terpreters in high-risk settings. 
Red T 
New York, New York USA, +1-212-675-0451
Email: contact@red-t.org, Web: http://red-t.org

   

The following two organizations are not affiliated.  

The Rosetta Foundation
Access to information is a fundamental and uni-
versal human right. It can make the difference 
between prosperity and poverty, freedom and 
captivity, life and death. The Rosetta Foundation 
is a nonprofit organization registered in Ireland 
promoting equal access to information and knowl-
edge across the languages of the world. It maintains 
the Translation Commons (www.trommons.org) 
matching nonprofit translation projects and orga-
nizations with the skills and interests of volunteer 
translators. 
Languages: All
The Rosetta Foundation Dublin, Ireland 
+353-86-7851749
Email: info@therosettafoundation.org
Web: www.therosettafoundation.org

           

Translation Commons
Translation Commons is concerned with helping all 
language professionals to maximize their contribu-
tion to the language industry and to achieve due rec-
ognition for their work. 
Translation Commons Las Vegas, NV USA 
(310) 405-4991
Email: info@translationcommons.org
Web: www.translationcommons.org

 
Translators without Borders
Originally founded in 1993 in France as Traducteurs 
sans Frontières by Lori Thicke and Ros Smith-
Thomas to link the world's translators to vet-
ted NGOs that focus on health and education,  
Translators without Borders (TWB) is a US non-
profit organization that aims to close the language 
gaps that hinder critical humanitarian efforts world-
wide. TWB recognizes that the effectiveness of any 
aid program depends on delivering information in 
the language of the affected population. 
Languages: 190 language pairs
Translators without Borders CT, USA
Email: info@translatorswithoutborders.org  
Web: www.translatorswithoutborders.org

TERMINOLOGY MANAGEMENT

Kaleidoscope
quickTerm manages the entire terminology life 
cycle. If you would like to see your SDL MultiTerm 
terminology used enterprise-wide, Kaleidoscope 
has the ideal add-on: quickTerm. With quickTerm, 
individuals do not need to be terminology-savvy 
power users or have their own MultiTerm license 
to quickly and easily access terminology. Users can 
simply search for terminology from within any ap-
plication or via a web browser. This alone signifi-
cantly raises the level of terminology adherence. 
Additionally, quickTerm enables enterprise-wide 
participation in terminology discovery, approval 
and revision processes, which further ties in col-
leagues in the terminology process. 
Languages: German, English
Kaleidoscope GmbH Vienna, Austria
004 31 253 5352
Email: info@kaleidoscope.at
Web: www.kaleidoscope.at
Ad on page 10

           

TRANSLATION
MANAGEMENT SYSTEMS

Plunet BusinessManager
Multiple Platforms
Plunet develops and markets the business and work-
flow management software Plunet BusinessManager 
— one of the world’s leading management solutions 
for the translation and localization industry. Plunet 
BusinessManager provides a high degree of automa-
tion and flexibility for professional language service 
providers and translation departments. Using a web-
based platform, Plunet integrates translation soft-
ware, financial accounting and quality management 
systems. Various functions and extensions of Plunet 
BusinessManager can be adapted to individual needs 
within a configurable system. Basic functions include 
quote, order and invoice management, comprehen-
sive financial reports, flexible job and workflow man-
agement as well as deadline, document and customer 
relationship management.
Plunet GmbH Berlin, Germany
+49-(0)30-322-971-340 
Email: info@plunet.com
Web: www.plunet.com 
Ad on page 20
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Smartling  
Smartling helps ambitious brands access more mar-
kets, deliver better experiences and build stronger 
relationships by transforming the way their content 
is created and consumed around the world. Our 
translation management software prioritizes pro-
cess automation and intelligent collaboration so that 
companies can quickly and cost-effectively localize 
their websites, apps and documents with minimal IT 
involvement. Additionally, our curated community 
of professional translators is continuously measured 
to ensure the highest quality standards and is readily 
available to serve a variety of linguistic needs. To find 
out how our unique approach has helped brands like 
British Airways, Spotify and WeWork tell a global 
story, visit www.smartling.com. 
Smartling New York, NY USA
1-866-707-6278
Email: hi@smartling.com
Web: www.smartling.com 
Ad on page 71
           

 
Wordbee Translator  
Web-based
Wordbee is the leading choice for enterprises and 
language service providers that need to save money 
and make their company run more efficiently. 
Wordbee has the most complete feature set of 
any cloud solution:  project management, portal, 
business analytics, reporting, invoicing and a user-
friendly translation editor.  Tasks such as project and 
workflow setup, job assignment, deadline calcula-
tion, multiple phase kick-offs and cost management 
can all be automated in the collaborative translation 
platform. Also, the Beebox connects CMSs, DMSs 
or any propriety database source with the TMS of 
the translation vendor or internal translation team. 
Languages: All
Wordbee Soleuvre, Luxembourg 
+352 2877 1204
Email: info@wordbee.com
Web: www.wordbee.com 

         

XTM: Better Translation Technology
Multiple Platforms
XTM is a fully featured online CAT tool and 
translation management system available as a  

pay-as-you-go SaaS or for installation on your 
server. Built for collaboration and ease of use, XTM 
provides a complete, secure and scalable transla-
tion solution. Implementation of XTM Cloud 
is quick and easy, with no installation, hardware 
costs or maintenance required. Rapidly create new 
projects from all common file types using the tem-
plates provided and allocate your resources to the 
automated workflow. XTM enables you to share 
linguistic assets in real time between translators.  
Discover XTM today. Sign up for a free 30-day trial 
at www.xtm-intl.com/trial. 
Languages: All Unicode languages
XTM International 
Gerrards Cross, United Kingdom 
+44-1753-480-469
Email: sales@xtm-intl.com
Web: www.xtm-intl.com 
Ad on page 19

       

 TRANSLATION SERVICES

 
BiroTranslations 
Founded in 1992, BiroTranslations specializes 
in life science, legal, technical, IT and automo-
tive translations into all East European languages 
(Albanian, Bosnian, Bulgarian, Croatian, Czech, 
Estonian, Hungarian, Latvian, Lithuanian, Mace-
donian, Polish, Romanian, Russian, Serbian, Slo-
vak, Slovenian, Ukrainian). We have a long-term 
partnership with the world's top 100 MLVs and 
many end-clients all around the globe. With our 
experienced project managers, extensive network 
of expert linguists and usage of the latest CAT 
tool technology, your projects will be delivered 
on time, within budget and with the highest stan-
dards of quality. For more information, please con-
tact Mr. Matic Berginc (details below).
Languages: Eastern European languages 
BiroTranslations Ljubljana, Slovenia
+386 590 43 557  
Email: biro2000@biro2000.com
Web: www.birotranslations.com
Ad on page 15

  
Translation Services Provider in SEE
Ciklopea is one of the leading translation and 
localization service providers in the region of 
South East Europe (SEE) specialized in transla-
tion projects, interpreting and localization into 

the languages of the South region (Croatian, 
Slovenian, Serbian, Bosnian, Macedonian, Mon-
tenegrin, Albanian, Bulgarian and Romanian). 
Our fields of specialization are manufactur-
ing, consumer products, engineering, industry, 
technology, IT, medical, pharmaceutical, health 
services, life sciences, law, economics, business, 
finance, insurance, marketing, PR, communica-
tion and tourism. Ciklopea is certified in accor-
dance with ISO 9001: 2008, EN 15038:2006 and 
ISO 27001:2005. 
Languages: More than 25 languages
Ciklopea d.o.o. Zagreb, Croatia
+385-1-3751736
Email: info@ciklopea.com
Web: www.ciklopea.com  
Ad on page 59

             

 

Diskusija – Translation 
and Localization
Diskusija is a regional LSP specializing in the lan-
guages of the Baltic countries and Central, Eastern 
and Southeastern European languages. Our core 
business is serving other LSPs. If you need transla-
tion into any of these languages, we are ready to 
help in whatever way suits you best. Your goal to 
provide your customers with the best services is 
our goal! We always try to be an extension of our 
client’s team in order to understand the require-
ments and the working style, to find the best solu-
tions together, and, in other words, to become real 
partners. If you are looking for a flexible, adaptable 
partner, we are your choice. 
Languages: Baltic, Central, Eastern and Southeast-
ern European languages 
Diskusija Vilnius, Lithuania
370-5-2790574 
Email: diskusija@diskusija.lt
Web: www.diskusija.lt 

      

GlobalWay Co., Ltd.
GlobalWay, a leading localization company in  
Korea, provides professional localization and glo-
balization services with exceptional quality and 
also offers a wide range of content and document 
management services including voiceover, test-
ing and DTP. We have highly qualified in-house 
linguists who translate and review a variety of con-
tent with professional knowledge. Our experienced 
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engineers and project managers can help you to get 
exactly what you want. GlobalWay and its partners 
worldwide are ready to support your growing busi-
ness and localization tasks. Feel free to contact us 
for more information.
Languages: Asian and European
GlobalWay Co., Ltd. Seoul, South Korea 
+82-2-3453-4924
Email: sales@globalway.co.kr
Web: www.globalway.co.kr 

 Asianlization with HansemEUG
With more than 180 trained in-house staff and 
EN15038 and ISO9001 certification, Hansem EUG 
has become the largest LSP in Korea. Specialized  
in Korean, Chinese, Japanese, Vietnamese, Thai,  
Malay, Indonesian, MEA and African languages,  
HansemEUG provides a one-stop solution with 
a broad spectrum of language services including: 
HQAS (Hansem Quality Audit Services) with a 
medical advisory board, expedited services with 
in-house DTP production, MT engine optimi-
zation, data solutions and system development, 
technical authoring and consulting services for 
Chinese GB compliance. Our headquarters are lo-
cated in Korea and a language center is in Vietnam.
Languages: More than 10
HansemEUG, Inc. 
Suwon-si, Gyeonggi-do, Republic of Korea 
Korea: +82-31-226-5042
Email: info@ezuserguide.com 
N. America: +1-800-532-4176 
Email: overseas_sales@ezuserguide.com 
Web: www.ezuserguide.com
Ad on page 31

         

LinguaLinx Language Solutions, Inc.
LinguaLinx is a leading provider of global 
content and language translation to organiza-
tions around the world. The content experts at  
LinguaLinx help manage and localize messaging 
to enhance efficiency and provide consistency 
across all forms of communication. With offices 
around the world, LinguaLinx provides organi-
zations with localization solutions that fit their 
needs including: translation and interpretation, 
marketing communications and website localiza-
tion, translation memory deployment, multilin-
gual SEO, translation readiness assessment and 
global content management. Unify your global 
organization with a customized content intel-
ligence strategy and ensure that your messages 
 

resonate across borders. To learn more, visit  
lingualinx.com. 
Languages: All
LinguaLinx Language Solutions, Inc. Troy, NY USA 
518-388-9000
Email: info@lingualinx.com
Web: www.lingualinx.com

         

 
Lionbridge
Lionbridge enables more than 800 world-leading 
brands to increase international market share, 
speed adoption of products and effectively en-
gage their customers in local markets worldwide. 
We provide translation, online marketing, global 
content management and application testing solu-
tions that ensure global brand consistency, local 
relevancy and technical usability across all touch 
points of the global customer life cycle.  Using our 
innovative cloud technologies, global program 
management expertise and our worldwide crowd of 
more than 100,000 professional cloud workers, we 
provide integrated solutions that enable clients to 
successfully market, sell and support their products 
and services in global markets. 
Languages: All
Lionbridge Waltham, MA USA
781-434-6000
Email: hello@lionbridge.com
Web: www.lionbridge.com
Ad on page 27

           

LocaTran Translations
LocaTran Translations Ltd., established in 2004, 
is an ISO 9001:2008-certified company with its 
headquarters in Shanghai, which is China's most 
progressive city. As a team of dedicated profession-
als, we offer a range of translation and localization 
services encompassing Chinese, Japanese, Korean, 
Thai, Malay, Indonesian, Vietnamese and other 
Asian languages in the diverse fields of marketing, 
legal, IT, manufacturing, medical and many more. 
We count Deloitte, AECOM, AIA, ARM, Samsung 
as well as language service providers worldwide 
among our loyal clientele. At LocaTran Transla-
tions, we consistently ensure that we provide first-
rate quality, beyond expectations. 
Languages: Chinese, Japanese, Korean, Thai, Malay, 
Indonesian, Vietnamese
LocaTran Translations Ltd. Shanghai, China
+86-21-63760188 
Email: info@locatran.com
Web: www.locatran.com

       

Since 2005, No Matter What!
LtoI has consistently been an expert in the local-
ization of the Korean language. With this experi-
ence, we are sincerely striving to grow together 
with our partners through the next decades. Our 
motto is “There are customers who have not 
worked with us yet, but no customers work with 
us just once.” With this in mind, we provide lo-
calization services in the following fields: storage, 
database, IT hardware, medical, travel with TEP, 
MTPE, DTP, marketing, eLearning, UI, UA and 
more. Moreover, LtoI has been a premium vendor 
for MLVs and direct clients with competitive and 
reasonable prices.   
Languages: English into Korean and vice versa,  
Chinese, Japanese, Taiwanese
LtoI, Inc. Seoul, South Korea 
82-2-780-0401 
Email: sales@ltoi.co.kr
Web: www.ltoi.co.kr

 
Medical Translations Only
MediLingua is one of the few medical translation 
specialists in Europe. We only do medical. We 
provide all European languages and the major 
languages of Asia and Africa, as well as transla-
tion-related services to manufacturers of devices, 
instruments, in vitro diagnostics and software; 
pharmaceutical and biotechnology companies; 
medical publishers; national and international 
medical organizations; and other customers in 
the medical sector. Projects include the transla-
tion of documentation for medical devices, surgi-
cal instruments, hospital equipment and medical 
software; medical information for patients, medi-
cal students and physicians; scientific articles; 
press releases; product launches; clinical trial 
documentation; medical news; and articles from 
medical journals. 
Languages: 45, including all EU languages 
MediLingua Medical Translations BV 
Leiden, Netherlands
+31-71-5680862 
Email: info@medilingua.com
Web: www.medilingua.com 
Ads on pages 29, 59
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Think Globally, Act Locally.
PTSGI is one of the largest integrated language 
service providers in Asia and the first multilingual 
translation company in Taiwan. We have over 51 
years of experience covering 133 languages, from 
the commonly used to less frequently demanded 
languages and dialects. Together with our in-house 
translators and over 6,000 highly qualified and 
experienced translators worldwide, we adhere to 
stringent quality control through our standardized 
operating procedures to ensure the best quality 
translation. We view our projects from the custom-
er's perspective and, in turn, gain respect and trust, 
steering our commitment to provide not just trans-
lation services but complete professional solutions.
Languages: All  
PTS Group International Company Ltd 
Taipei, Taiwan
+886-2-87916688 
Email: sales@ptsgi.com
Web: www.ptsgi.com   
Ad on page 42

Rheinschrift Language Services
Outstanding localization requires world-class ex-
perience. Rheinschrift gives your business a na-
tive voice in the German-speaking world. We offer 
more than 20 years’ experience providing transla-
tions and localizations for software and hardware 
manufacturers as well as for the sectors of business, 
technology, legal matters and medicine/medical ap-
plications. Our services also range from glossaries, 
post-editing, project management and desktop pub-
lishing services to many other related services. Rely on  
Rheinschrift to deliver the most competent transla-
tions and meet your deadline, whatever it takes. 
Languages: German to/from major European  
languages 
Rheinschrift Language Services  
Cologne, Germany  
+49-(0)221-80-19-28-0
Email: contact@rheinschrift.de 
Web: www.rheinschrift.de  
Ad on page 9

SEAtongue Ltd.
With production bases across Asia, SEAtongue 
offers unmatched customer-oriented local-
ization services with highly specialized in- 
country, in-house linguists. We listen to our 
customers, explore a solution to the local-
ization challenges they face with Asian lan-
guages, and provide services tailored to meet 
their specific requirements. Over the past de-
cade, we’ve been building a team of carefully  
selected linguists in key Asian language pairs, 
while constantly improving our quality assurance 
measures. We support all time zones, ensuring 
fast communication with our customers around 
the world. Our mission is to help you grow your 
business as your main localization partner in Asia.
Languages: More than 20 languages
SEAtongue Ltd Kuala Lumpur, Malaysia 
+603-2169-7407 
Email: ml@seatongue.com 
Web: http://seatongue.com

           

 
SpanSource
SpanSource provides translation, localization 
and related services from Western European 
languages into all regional varieties of Spanish 
as well as other language combinations through 
our network of select SLV partners. Our domain 
focus is on health care and life sciences, soft-
ware and IT, heavy machinery and automotive, 
legal and financial, oil and gas, corporate train-
ing and educational materials. Our comprehen-
sive service portfolio also includes unparalleled 
desktop publishing and multimedia localization 
engineering support for eLearning materials. 
Our in-house staff of 25 includes project manag-
ers, senior linguists, desktop publishers, software 
engineers and graphic designers, who prove to 
be fundamental in SpanSource’s centralized,  
customer-centric approach. 
Languages: Focus on Spanish and Portuguese, 
other language combinations through partners
SpanSource SRL Rosario, Argentina
54-341-527-5233
Email: info@spansource.com
Web: www.spansource.com  

TripleInk Multilingual 
Communications
As a multilingual communications agency,  
TripleInk has provided industrial and consumer 
products companies with precise translation and 
multilingual production services for audio-visual, 
online and print media since 1991. Our experience 
in adapting technical documentation and market-
ing communication materials covers a wide range 
of industries, including biomedical and health care; 
building and construction; financial services; food 
and agriculture; high-tech and manufacturing; and 
hospitality and leisure, as well as government and 
nonprofit organizations. Using a total quality man-
agement process and state-of-the-art software and 
equipment, our team of  foreign language profes-
sionals delivers the highest quality translations in a 
cost-effective and time-efficient manner. 
Languages: All major commercial languages 
TripleInk Minneapolis, MN USA
612-342-9800 , 800-632-1388 
Email: info@tripleink.com
Web: www.tripleink.com 

     

Tailored APAC Translator Teams
Wiitrans is a technology-driven and innovative 
company that serves the localization industry. 
We provide customized translation solutions for 
clients worldwide, especially for language ser-
vice providers. Wiitrans only works with verified 
subject matter translators. Each and every one of 
Wiitrans' translators is handpicked, verified and 
receives on-going evaluation with QA reports au-
tomatically generated on each project, recording 
translation quality scores for all translators. Trans-
lator KPI data is used to select the most suitable 
translators and reviewers for each project. We 
firmly believe that qualified translators, proven 
translation processes, QA mechanisms and new 
technology produce the best quality.
Languages: More than 30 language pairs. Special-
ized in mainstream Asian languages.
Wiitrans Network, Ltd. Hong Kong
+86 400 612 1216 
Email: services@wiitrans.com
Web: www.wiitrans.com
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1TRANSLATION TOOLS 

Kilgray Translation Technologies Ltd.
Windows
Kilgray Translation Technologies is the world’s 
fastest growing provider of computer-assisted 
translation tools. In 2005 the company launched 
the first version of memoQ, an integrated  
client-server translation environment designed to  
facilitate interoperability and teamwork. All 
of Kilgray’s products — memoQ, the memoQ 
server, memoQWebTrans, qTerm and Language 
Terminal — optimize productivity and control of 
the entire translation process and environment. 
Rated #1 by Common Sense Advisory among 
translation-centric TMS systems, and used by 
thousands of translators, language service provid-
ers and enterprises throughout the world, memoQ 
and other Kilgray tools are accepted and appreci-
ated as premiere translation technologies. 
Languages: All 
Kilgray Translation Technologies Ltd. 
Béke sugárút, Hungary
+36-30-383-9435
Email: sales@kilgray.com
Web: www.kilgray.com

         

The tool you want for your projects
Ever dreamt of increasing your profits by 15%? 
That’s what you get with MateCat. By reusing 
content from public and private translation mem-
ories and artificial intelligence, MateCat lets you 
reduce the cost and turnaround time of all your 
translations. Integrate machine learning in your 
translations. Focus on creative and cognitive pro-
cesses rather than wasting time on repetitive tasks 
that are more suited to machines. Let MateCat 
take care of repetitive and boring tasks like fixing 
machine translation errors and placing the tags 
in the target text. Visit www.matecat.com to start 
translating. It’s free.
Languages: All
MateCat srl Rome, Italy , +39 06 90254001
Email: support@matecat.com
Web: www.matecat.com
Ad on page 3

    

Memsource  
Memsource is an API-enabled translation environ-
ment that supports over 50 file formats. It includes 
translation memory, integrated machine transla-
tion and terminology management, in addition to 
a web-based and desktop translator’s editor. Some 
of the world’s leading translation buyers as well 
as translation providers use Memsource for their  

mission-critical projects. In total, more than 
200,000 Memsource users translate over 1.5 billion 
words every month. Memsource offers powerful 
features, yet it is lightweight, intuitive and fast. 
Languages: All 
Memsource Prague, Czech Republic
+4 20 221 490 441
Email: info@memsource.com
Web: www.memsource.com
Ad on page 56

         

SDL Language Solutions 

SDL Language Solutions offers a unique language 
technology platform — from translation memory 
productivity tools for the individual translator to col-
laboration software for project managers, from trans-
lation management solutions for LSPs to cloud-based 
machine translation for corporate localization teams. 
You are not just investing in a market-leading trans-
lation productivity tool when you buy SDL Trados  
Studio, you are investing in a CAT tool that integrates 
with the full SDL language technology platform in-
cluding the new innovative Language Cloud. Find 
out more from www.translationzone.com. 
Languages: All 
SDL Language Solutions 
Maidenhead, United Kingdom 
+44-1628-417227
Email: swhale@sdl.com
Web: www.translationzone.com 
Ad on page 2 
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Takeaway

I have worked in the globalization and localization industry for nearly 15 
years, nine of those with my current company, and we have seen some big 
changes over the past couple of decades. We’re in the midst of one of the 
most revolutionary times in our industry, witnessing a shift from a myopic 
view of transactional translated content, whether marketing, user interface 
or technical manuals, to language service providers (LSPs) delivering busi-
ness solutions that serve all the “stops” on the global journey. Solution sell-
ing has been part of the industry for many years, but LSPs now have the 
resources to address the broader scope. Whether it be through acquisition 
or maturation of the industry, buyers of language services in any industry 
no longer have to work with multiple providers to cover the many different 
global services needs on their globalization journey.

Global language solution providers must service multiple stops on the 
global journey — from filing a patent application right through to software 
testing and driving global digital marketing campaigns. Moving away from 
content and becoming entrenched in a customer’s business and global brand 
is the evolution. LSPs are becoming an extension of their clients. Many of the 
stops along the journey don’t have anything to do with translation. We’re not 
just delivering translation or pure language services anymore. A global digital 
marketing campaign with targeted search engine optimization activity goes 
through transcreation. �e testing of a localized software product requires 
engineering skills and an in-depth understanding of a client’s product and 
brand, not just linguistic skills. Application programming interfaces that 
ensure streamlined workflow across technology tools may process transla-
tions, but the skills required from LSPs no longer reside only in translation. 
Our industry is moving beyond content and the original niche of linguistics 
and translation. LSPs that will succeed in delivering world-class solutions 
will service clients across the board, at all the stops, with forward-thinking 
solution selling and an innovative value approach.

�e globalization and localization industry is a consolidating and 
maturing industry. In May 2010, Common Sense Advisory (CSA Research) 
calculated that the market for outsourced language services was worth 
$26.327 billion. Last year, CSA valued the market at $40.27 billion, nearly 
doubling in six years. Some of this consolidation is driven by acquisition, 

enabling the delivery of solutions 
across many stops on the journey. In 
2016, Welocalize acquired Spanish-
based NOVA and Californian-based 
Global Language Solutions (GLS). 
�ese acquisitions pointedly look 
to grow solutions into life sciences, 
healthcare, legal, regulatory and 
compliance. �is year we continued 
to see further consolidation in the 
life sciences industry when RWS 
acquired LUZ, a company with its 
roots firmly in life sciences and the 
medical device sector. In May 2017, 
AMPLEXOR, number nine on CSA 
Research’s 2016 list of largest LSPs, 
acquired US-based Sajan to increase 
its presence in North America. 

To better serve clients, it is an intelli-
gent move for global LSPs to gain entry 
to specialist areas like life sciences and 
legal. It completes the full life cycle — 
the global journey — of bringing prod-
ucts and services to global markets. 
Our continued growth and expansion 
mean we are better positioned to mir-
ror the industries we serve.

As we progress and continue to 
mature and consolidate, the industry 
will become driven more by managed 
service providers and less by language 
service providers. It’s about creating 
the ultimate customer experience at 
a global and local level and that will 
transcend translation and content.  M]

Moving beyond content 

Erin Wynn is chief customer officer at Welocalize 
and Park IP Translations.

Erin Wynn  
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Why old-school localization is a threat 
 to your digital content

The content 
localization crisis

moravia.com/manifesto

The way companies communicate has changed 
enormously. The kinds of content, channels for distributing 
it, and the sheer volume of content have all evolved.  
But the way most companies localize that content has 
not. The mindset, processes, and technologies are all still 
the same ones that were developed in a slow, analog,  
print-centric world.

This localization gap has reached crisis proportions. 
But it’s a hidden crisis, where the penalties you pay are 
spread throughout your company in a thousand places. 
We believe that old-school localization won’t cut it anymore. 
It’s time for a faster, better approach suited to the way 
we use content today. Read our manifesto “The content 
localization crisis” and find out why.

http://www.moravia.com/
http://info.moravia.com/content-localization-crisis-manifesto/#/



