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Abstract

The underlying paper is an attempt to further dgveQuality Management and Quality
Assurance processes and approaches in the translatdustry. In this regard, a
descriptive analysis is to unveil blind spots andaknesses in approaches that have
hitherto been applied, for quality regulations anitiatives have neglected the role of
output (translation) assessment and quantitatiieanors.

An empirical study is to complement this informatigroving the validity of the
introductory hypotheses on the efficiency of keinpindicators and holistic quantification

of measurable data.

Der folgenden Arbeit liegt die Weiterentwicklung @@ualitdtsmanagementkonzepts in der
Ubersetzungsindustrie zugrunde. Somit dient eirgkrigtive Analyse dem Zweck der
Demaskierung von schwarzen Punkten und Schwéachedern bisher angewandten
Ansatzen. Im Genauen zeigt sie auf, dass die Bawgeries Resultats (Translat) und
quantitative Indikatoren in Qualitdtsnormen undititiven bisher vernachlassigt wurden.
Diese Erkenntnis wird von den Ergebnissen einerigsopen Studie komplementiert.
Diese verifiziert die einganglichen Thesen, indeim die Effizienz von Key Point

Indikatoren und holistischer Quantifizierung messidaten aufzeigt.
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“The man who gets the most satisfactory resultsoisalways the man with the
most brilliant single mind, but rather the man wdan best coordinate the brains

and talents of his associates.”

— W. Alton Jones



Chapter 1

| ntroduction

Multi-Language Vendors (MLVS) are characterisedthgir bidirectional way of acting:
Receiving documents from customers they distribthem between (freelance)
subcontractors. Project and Quality Management efgxdor revision in some cases)
remain tasks to be performed in-house. This is wiates the difference between them
and freelance translators (hereinafter referredstwendors). The reason for their way of
proceeding lies in the fluctuations in demand, WHitlL.Vs have to consider (i.e. different
volumes of the respective source/target languagér($ translations, subject area, and
volume). By not employing their vendors, they remanore flexible and incur fewer

expenses.

Yet, as some experts correctly pointed out: Théndrighe number of actors who are
involved in translation processes and the highertltsourcing rate, the more vital it is to
implement strict project management procedureslu@nege of jobs tracking, in-house
performance tracking and tracking of subcontracfelds, control/filing of source

documents, translated files, and company data basiesnation of technical mistakes,

vendor support and briefing/education). [cf. Vadgar2004]



Riewe, for instance, assigns the following advaesag outsourcing:
» ‘“less training of new employees
» less interviewing of employee candidates
» less complicated employee paper work like tax fostiseduling, retirement plans

etc.

A\

no need to buy extra office, work space and othaipenent

A\

less expenditures for employee costs like taxedjcaleissues, vacation time,
holidays, workers compensation, unemployment ebsts
faster job completion and delivery

expansion of market share

YV V VYV

potential orders from subcontractors
» higher capacity”
[Riewe 2012]

Despite the numerous challenges and extra effojegrmanagement entails, it is — for the
above-stated reasons — so central to any translagiency that it can hardly be avoided. In

fact, it would be unwise for a MLV to refrain frooutsourcing activities.

It can be derived from the above-presented nonwesthe list alone that without sound
project management, it is virtually impossible tarably ensure tangibility and
transparency.

Consequently, the workflow cycle is, even if hoplgfa virtuous one for the company,
still a very complex one, for the MLV is, at thensa time, the customer/buyer of
translation services as well as the producer/veaddr as such, is liable for the products
and services provided to the end-customer.

Without doubt, only by means of actions like ohjestsetting (in terms of quality),
analysis, corrective action and evaluation of venttanslation quality will a MLV

successfully ensure and maintain quality.

It should also be noted in this discussion thagrasother services, translation services are

highly shaped by questions of cost vs. revenue.nEie at the beginning, initial
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investments might be needed, TQM will — in the long — generate many advantages

even outside any quality framework. [Muzii 2009 a]

Admittedly, the language and translation industhase created initiatives and standards
targeted at Translation Quality Management (TQMt there definitely is need for further
action. TQM remains “work in progress” since sonlad spots remain, which, for
whatever reason, have hardly been addressed dtislthis paper’'s aim not only to reveal
which blind spots exist, but also — and even manpoirtantly — to address these

challenges.



Chapter 2

M ethodology

The following paper is an attempt to unveil exigttheoretical and practical blind spots in
the translation industry as well as to presentva, meore holistic way of TQM in the MLV
industry, assuming that (Translation) Quality Coh{iTQC) concepts will henceforth be
complemented by (Translation) Quality Assurance AJ.QIt starts from the basic
assumption that transparency is vital in a knowdedgciety and that this also applies to

things and areas as difficult to measure and taadkanslations.

Indeed, a translation and, even more so, a tramsajuality may be difficult to measure
and evaluate: Translation science proves that ithxeigion of translation services requires
more than just dictionaries and literal translagioiet, the challenge is much wider in
scope. So far, it has been unclear, what translaovices really are. By way of example,
scholar literature is divided about a translat@ls profile as well as their liability towards
their customers. The challenge becomes particulddgr when looking at translational
workflow processes. The actors involved in the @iown of translation services are highly
heterogeneous and the process can take differenisfoEither the end customers
commission freelance translators with such task#hey commission translation agencies

that subcontract vendors and carry out the traosl@aroject management.
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With the introduction of DIN EN 15038, the procéeTame more tangible, yet even more

complex, as there is the need for revision.

This paper’s case study is to present an exampereatne end costumer commissions a
translation service provider with a translatiorkiashereby the service provider virtually
exclusively ensures project management and cononis&xternal parties, more often than
not, other translation agencies, with the provisantranslation services, who, again
subcontract this task, perform revision tasks anebnt to the MLV. The latter will carry

out the necessary PM measures and then transnmtddact to the end customer.

What may be neglected in the quality debate is thaasuring and assessing quality
definitely has become crucial, as poor-quality rhaye severe consequences for the end
customer. It might lead to the customer denyingrantb, or even misunderstanding a
product. The latter has been acknowledged on arleizl: Faulty or inappropriate
technical product documentation (including tranetat) automatically turns a commaodity
into a defective one. As a result, the entire pobaoust be withdrawn from the market in
this case; often at considerable expense to thefi@emrer and distributor. (cf. [TCeurope
2004] [Resolution C411 1998] in [Byrne 2007])

Even if standards and guidelines exist, realitygemnbetween “do what is necessary” and
tremendously complex workflows.

The workflow cycle chosen notwithstanding, the Misvliable for the quality of the end
product in the end. Naturally, measuring qualitydohelp them not only to get a clearer
picture about their vendors, but also to defendrtbad products in case of serious

reclamations and to transparently ensure high (amebke) quality.

This reality requires control, monitoring and ealan in order to ensure that a top-quality

workflow warrants a top-quality product.

This paper will deal with the difficulties concengi terminology, cultural aspects in LSP
translation, orimperfect” STs in this paper, as these topics were alreadyeased by
several experts (cf. [Feidel 1970] [Horn-Helf 1998chmitt 1999]). It will exclusively
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deal with the role of LSP, as they have increadet tmarket share in the industry and
since the end customer, is exclusively interested top-quality product. As a result of
highly complex workflow chains, the crux of the thage lies in identifying and ensuring

the latter.

Hypothes's:
It is my assumption that the industry lacks traistafocused guidelines, and that

gquantitative measures such as translation dategsowy (TDP) would enhance quality and

transparency as well as harmonise the overall tngashus enhancing overall quality.

To prove this, the following research questiond bél assessed:
» How can translation service providers working witlsP translation manage
vendor/translation quality?
» Have some dimensions of Quality Assurance and Qudlssessment been
neglected so far?
» What role will Translation Data Processing playterms of Quality Management

for LSP translation?

The contents and reasoning presented herein angosegh to contribute to Quality
Enhancement (QE). Yet, the scope of this papemged to LSP texts (processed in
translation agencies for the sake of translatianyl it particularly deals with questions of
how to evaluate outsourced LSP vendor productshemwd to further process any such

information on quality output.

By using scholarly publications and existing normigndards and best practices, | will
present a comparative analysis in the first part) present an empirical study of TQM,
portraying the implementation of Quality Enhancetnamcedures (QE) and Translation

Data Processing (TDP) in form of a vendor evaluagioogramme.

The case study will show that, first, TQM means parating at all stages to make
improvements, and this while avoiding continuougidacapital investments — a fact that

might be neglected in the scholarly discourse whith is crucial to most stakeholders in
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real life — as well as that, second, TQM has cotmaggd on Quality Control (TQC) for too
long a time. Indeed, the time seems ripe for a ghaowards a sustainable and steady

form of Quality Assurance (TQA).

The first chapters are to present different apgres¢o TQM as commonly addressed and
put forward in the translation industry as wellaselection of the most important and
most recent languages initiatives, in order tostllate the state-of-the art, as well as to
underline that quantitative elements have beenestgd in TQM so far and that most
actions in this field only are of a normative natuBy means of a case study, | shall then
present an attempt of introducing a TQA concept dioas beyond TQC, proving that TDP
is the key to sound and steady TQA. It is vitahtie that the case study describes the
introduction of key point indicators for a TDP st and that the information thereabout,
as presented herein, dates as of June 2012. Tteesgs implemented at the company in
question may be subject to modification. As a cqosace, no warranty and claim of

completeness is raised.



Chapter 3

Definitions

Quality is holistic concept entailing numerous wtits and aspects. As such, it is an
“endless work cycle where deliverables are analypedposed, developed, delivered, and
then once again analyzedMuzii 2009 a] wherebythe respective quality aspects and
activities to engage in or to measure must be ohitted and properly defined before any

assessment, maintenance or enhancement can takeapkl. [Muzii 2009 a]

As its assurance entails an all-encompassing marege process that comprises
numerous activities and aspedtse respective quality aspects and activities waga in

or to measure must be determined and properly efin

It is worthwhile mentioning that the notion of qgalwill always refer to translation

quality in this paper. Therefore, the terms QM &Q@M shall be used interchangeably. As
follows, the definitions found most suitable argeyi. However, the list is far from being
exhaustive for definitions of quality are so numerohat one could dedicate full books to
this topic. It is also noteworthy that whilst otheations of quality are more closely defined
below, the term (Translation) Quality Managemerdlisbe perceived literally as any way
of managing quality and therefore is consideredtrezarching principle (and read thread)

of this work

13
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3.1 Quality

The definition of quality, as stated in 1ISO 8402493.1 reads'The totality of features
and characteristics of a product or service thatben its ability to satisfy stated or
implied needs.[ISO 8402:1994]

It can be derived therefrom that TQAfers to the full set of procedures applied in all
stages of the translation production process (dicly pre-, in- and post-production
stagé), by all members of an MLV to ensure that the dyalbjectives, which matter for

the end customer, are being met.

It may be sometimes neglected in the scholarlyadige that in real life monetary issues
do matter, too — at times even more than otherss Tactor shall be taken into
consideration here, too. On the one hégdality means those features of products which
meet customer needs and thereby provide custortisfaséion.” [Juran et al. 1999: p2.1]
As providing better quality usually requires andatment in time, equipment or staff, it
implies higher costs. As a result, higher quakityleemed to entail higher investme@gs
the other, quality can also be seerifeeedom from deficiencies[Juran et al. 1999: p2.2]
This implies freedom from errors, failures, customissatisfaction, customer claims, etc.
(as displayed in Figure 3.1). Looking at qualitistivay, quality means more economy and
less costs in the end. [EC Report 2012]

! Defined by the author as translation preparatiantive translation, translation

control/editing and translation processing phaselding TM and Term management).
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Costs of Poor Quality
(COPQ)
Internal Failure and External Failure costs.

The obvious and *visible” costs are a small portion of the overall
COPQ, The bottom of the iceberg represents the majority of the
CORQ and are not as easily identified and quantified.

Inspection Scrap

Warranties Sorting

Rework Reprocess
Set-ups Expediting
Scheduling Conflicts Higher risk

Time value of money Buffer Inventory

Unpredictable P&L Administration Costs
Returns and Allowances Lost Sales

Morale Loss Customer Scorecard Impact

Customer Loyalty

Source: Six- Sigme-haterial com
Tty SAmarr siv-cigracrnaterial com

Figure 3.1: Costs of Poor-Quality [EC Report 201&):

3.2 (Trandation) Quality Assurance ([T]QA)

According to Apex Translations Inc., this include measures and processes that serve
the purpose of preventing errors from being ma@&pex 2010: p2] while according to
Schiaffino and Zearo, it refers t&Sampling techniques, control of quality over a
(statistically significant) sample of the whole ttéx{Schiaffino et al. 2012: p18] They

explicitly refer to Quality Measurement as an elatrad Quality Assurance.

Muzii, on the other hand, distinguishes between lQuaAssurance and Quality
Assessment, claiming that whereas Quality Assurtaless place before the end product is
delivered to the customer, Quality Assessment neagdrried out in the aftermath as it is
not part of the production process and only setiespurpose of identifying — not of
correcting — any errors in order to evaluate pemforce and compliance with contract
conditions. [Muzii 2009 a]
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It is not the aim of this paper to discuss theaddhces between these notions. Instead, here
the widest possible definition shall be appliedeTotion of TQA is meant to include
Quality Assessment and Quality Measurement. Insigfadefining any TQA actions
(whether reviewing, including or excluding correctj etc.), any and all actions shall be
deemed to be part of TQA as long as they are seppmsentail steady high quality and

are carried out in a transparent (and thereforageable) way.

3.3 (Trandation) Quality Control ([T]QC)

According to Apex Translations Inc., this includedi measures and processes that serve
to detect and correct any errors that may have beede in spite of Quality Assurance
(QA)" [Apex 2010: p2], while according to Schiaffino addaro, it refers tdQuality

verification over the whole text. Example: editinfSchiaffino et al. 2012: p18]

3.4 (Trandation) Quality Verification ([T]QV)

This meansall measures and processes that serve to meahareroduct’[...] “for the
purpose of providing feedback to our quality systernontinuously enhance our methods

and processes[Apex 2010: p2]

3.5 Error

According to Apex Translations Inc., this term d&sd‘any objective and verifiable
linguistic error or inaccurate content translationdbn the one handias well as any
objective and verifiable error concerning termingyo orthography, punctuation, or style”
on the other. [Apex 2010: p2] Explicitly excluded bhis concept are'subjective
preferences of terminology and style, retroactiiarnges to the meaning or structure of
the original source text, as well as changes toaadlation that are not supported by the

original source text”[Apex 2010: p2])
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3.6 Native Speaker

A native speaker i%a speaker who grew up with that language and a@ftand who is
intricately familiar with all facets and levels wfriting and speaking that exist within that
language.”[Apex 2010: p2] However, this does not refer tiizenship or place/country of
birth [Apex 2010: p2]

3.7 Continuous I mprovement

This term describes the perpetual and steady ingpnewnt efforts which can be both
“incremental” and“breakthrough” (improvement over time vs. improvement all at gnce
[ASQ 2012] It implies constant evaluation and imgnment of processes in terms of their

economy, efficiency, effectiveness, and flexibility

As can be seen above, the notion of quality entaifeerous activities carried out at any of
the diverse stages of the translation process. Y@M is not meant to criticise vendors,
but rather to monitor and enhance quality by giviegdback as well as to assess whether
contract conditions (between vendor and MLV as aslbetween MLV and end customer)
have been met. [Muzii 2009 a] Otherwise, MLVs canrawedibly assume full
responsibility for the end product. Naturally, stin an MLV’s interest to work with top-

quality vendors.

Quality Assessment — being an integral part of TQAlays an important role in the
quality cluster, for it also helps MLVs produce jouwit that is to the satisfaction of the end-
consumer. If properly processed, the informatioinegg through Quality Assessment

contributes to steady translation quality.

3.8 Trandation

There are numerous definitions of what translagrgctly is. The definition below best

describes the fluctuation of trends in the transtet field:
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“Translation can be seen as a kind of ecosystemingothrough time,
modifying itself under the pressure of influencesaeating from its socio-
cultural environment, and evolving successfullyrfrane into another.”
([Shreve 2000: p217] in [Calvo 2011])

A current standard definition goes as follows:
“the translator shall transfer the meaning in theusce language into the
target language in order to produce a text thahisiccordance with the rules
of the linguistic system of the target language #rat meets the instructions
received in the project assignment”
[DIN EN 15038:2006].

DIN EN 15038 stipulates that it is crucial to ussnfatting, grammar, lexis, local
conventions, register, style and terminology inamsistent and correct manner while
perpetually considering the scopos of the trarsia{DIN EN 15038:2006].

3.9 Checking

DIN EN 15038's definition corresponds to Horguelamd Brunette’s definition of
“relecture” or “autorévision”. ([Horguelin et al. 1998: p4] in [Rasmussen et24l11])
This process aims to ensure deliverable qualityutin self-revision (including checks on
accuracy, on omissions or errors, and on fulfilmefrapecifications against the ST) by the
vendor. [DIN EN 15038:2006].

Breedveld claims self-revision to be a sub-procéssthe translational workflow.
[Breedveld 2002: p91 et seq.]

3.10 Revision

According to DIN EN 15038, revision includes checkgainst the ST as far as its
“suitability for the agreed purposels concerned (inclusive of consistency, registges
and terminology). [DIN EN 15038] Its main charagttc, also highlighted by Shih ([Shih
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2006: p296] in [Rasmussen et al. 2011]), is thét darried out by another translator who
knows both the SL and the TL and has translatigpeegnce in the relevant domain.

Regrettably, revision, proofreading and the like, @& reality, often used interchangeably.

Even if Mossop’s definition of revision is too shsighted as he claims it to be the stage
in which translators identify deficiencies in orday make appropriate corrections.

([Mossop 2007 b: p109] in [Rasmussen et al. 20Iri}jact, he rather defines what EN

15038 understands as checking (self-revision). ¥ee ought to bear in mind that he

introduced his very own distinction of processesmaly the one of self-revision and

other-revision. ([Mossop 2007 b: p109] in [Rasmusseal. 2011])

3.11 Review

In contrast to revision, review is an optional @s&in DIN EN 15038 and it is carried out
upon the customer’s request. It is another attexhphecking the TTon its suitability for
the agreed purpose and respect for the conventibribe domain to which it belongs”.
[DIN EN 15038:2006] The main difference to revisig®m that it is monolingual.
Furthermore, it is not carried out by a translabut by an expert fluent and active in the
TL, who does not necessarily have any translatkpegence, not to mention know the SL.
[DIN EN 15038:2006]

In contrast to revision, the sole differences séerie in the competences of the revisers
(translator vs. technical expert) and in the natafethe process (monolingual vs.

Comparative and bilingual).

3.12 Proofreading

Proofreading is often confused with revision. Ading to DIN EN 15038 it is optional.
However, as Schopp mentions, it is unclear whichdkof check is required (e.g.
substantial check which upgrades a TT quality famtiverable to publishable or rather a

check of technical aspects). [Schopp 2007: p8]
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3.13 Final Verification

Final verification is carried out by a DIN EN 15088rtified MLV (or DIN EN 15038-
certified translators) in order to verify that thied product to be provided is fit for purpose.
[DIN EN 15038:2006]

3.14 L SP Trandation

One of the earliest definitions of Georges Moungéeras according to which technical
translation covers everything not yet covered by fileld of literary translation seems
rather trivial from today’s point of view. Accordinto him, the crux of the problems
inherent in defining LSP translation starts withmiology. [Mounin 1967: p21]

In fact, there are numerous terms denominating laimactions (special language
translation, technical translation, scientific skation, language for special purposes (LSP)

translation ...).

Not only this definition excludes normal, genematts, but also it neglects that there is a
difference between LSP translation and its numesoliscategories. As Jody Byrne put it
“it is useful to make the distinction between spksed and technical translation”.
[Byrne, 2006: p3]

And this is but one example of the different subgaties LSP translation entails.
Likewise, Jumpelt called for a more careful divisi@t a very early stage already. [Jumpelt
1961: p28]

According to Budin, LSP translation is a form ofdrcultural LSP communication as it

allows for interlingual and intercultural knowledgyansfer (cf. [Budin 2002: p82]).
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What basically and most importantly defines LSRgtation is the following:
.Fur das Fachiubersetzen charakteristisch ist dik&ssierung auf den Inhalt
der zu Ubersetzenden Fachtexte, namlich das sogen&achwissen, das im
Ausgangstext explizit gemacht wurde.”
[Budin in 2002: p76]

As Budin and Stolze claim:
»,0Ohne umfangreiches Sachwissen ist es jedenfaltsogich, einen Fachtext
zu verstehenf...] ,Dies wiederum ist Voraussetzung fir den Transferisic
bzw. die Zieltextproduktion“[...] [Budin 2001: p77] and thateine
unverzichtbar Voraussetzung des Ubersetzens inemieBereich® [sind]
»=auch Fachkenntnisse.”
[Stolze 1999: p150]

? Translation by the authok:SP translation is characterised by an emphasisd@iut on
the content of the source texts to be translated, #herefore the technical knowledge

inherent and expressed in the source text.



Chapter 4

Measuring Quality - Assuring

Quality - Enhancing Quality

As a result of the non-definition of market comulits and criteria, the translation market
remains to be a rather undefined conglomerate tofa€at least in Austria) — with prices
running the gamut from all-time lows to all-timeghs and virtually no transparent quality
criteria (for the customers). In order to bettefireand regulate the market, the academia
and the industry have tried to find ways of howrt@taphorically speaking, separate the
wheat from the chaff. Meanwhile, norms, standagisdelines, whitepapers, and best
practices have been issued by the economy (congpatnging to excel), as well as by

associations, organisations, the academia ando fo

These measures notwithstanding, the task of ragglatorkflows, services, prices and
quality standards remains work in progress. Adttieslation industry has come to include
formerly non-translational fields, the discussiars quality are not only increasing, but
they have become wider and more multifaceted, dicoty localisation, CAT-tools,
statistical data processing (herein TDP], the ofleutsourcing tasks, terminology, and so
forth.

22
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The following section is to present a selectionimportant approaches, standards, and
initiatives in the translation industry that dealthwTQM. This will allow for a better
understanding of the subject-matter. It is meantlltstrate that some approaches are
translator-focused, that many more are focused mimam workflows and, that the
quantitative dimension (targeted at the translapooduct) has been neglected so far.
Naturally, a quality-sensitive and quality-affirrivegt workflow is likely to produce better
results. However, standardising the workflow alism@ot enough. As long as the results
are not measured, norms such as DIN EN 15038, iétkay enhance transparency, will
remain but a normative certificate. This is paficly so, since the translation industry
does not use the same tools. In fact, there alsm isvorkflow tool covering the entire
workflow. Even those translators and agencies/Mthét work with each other do not use
the same tools (to give a short overview, AcrosemdQ, SDL Trados (Studio), XBench,
Verifika, TLC Worx). Consequently, the definitiofi the single workflow stages is clearly
insufficient as long as no standard settings ferthe TQC process) are defined or an all-

encompassing workflow tool has been developed.

Furthermore, as mentioned in the previous sectiogs,industry also lacks a common
terminology (i.e. revision vs. review vs. proofreavs. self checks...), in the sense that
terms are (even if an official definition existschuas in DIN EN 15038) used

interchangeably.

4.1 Qualitative Language and Trandation Initiatives

The following section presents a non-exhaustivecsiein of the most important qualitative
language and translation norms, recommendationsstardlards and initiatives. This is

followed by a presentation on quantitative languaige translation norms.

As presented below, the 1ISO 9000 series, EUATC iQuatandard, and DIN 2345 are
primarily targeted at the translation process, wag/DIN EN 15038 and ASTM Standards
for language translation are targeted at the taémglendor. As the DIN EN 15038

standard is the most far-reaching and well-knowandard in Europe, it will be considered
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in a more detailed way. This shall not only undexlits merits, but help determine its
limits and thus emphasize this paper’s aim, whictoiprove that there is need for either
updating/adapting one of the norms (i.e. DIN EN3®0or developing new, more holistic

TQM models that go beyond TQC.

4.1.1 UNI 10547

The UNI 10547 standardDgfinizione dei servizi e delle attivita delle irepe di
traduzione ed interpretariajowas a joint project developed by FEDER.CEN.TRd a
UNITER and covers both, translation and interpietaservices. Yet, the provisions for
interpretation services shall not be dealt witheher

After having been approved by UNErfte Nazionale Italiano di Unificaziohén 1996, it
was the first quality standard in Europe that dat target individual translators but

translation service providers. [Corpas Pastor 20@8]

Unfortunately, it does not contain any information how to achieve service quality
through TQC, with the exception that vendors shooéle a degree or diploma in
translation studies or else, documented evidengerafessional experience in the field.
Instead, it rather refers to other general normeataferences such as UNI EN ISO 8402
(Management of Quality and Quality Assurance. Teotoigy and Definitionsand UNI
EN 29004-2 Quality Management and Quality System ManagemaritdeBneg. [Corpas
Pastor 2006: p48 et seq.]

The standard identifies planning of service , prafian of contract (fees, invoicing,
payment, delivery, customer specifications, langsagnvolved, translation purpose,
technical details, human resources, working andvel®l conditions, confidentiality
clauses, and dispute settlement provisions), ekecwof service, service monitoring and
control (nter alia revision, correction and completion of alreadyslated texts) as work
stages. The planning phase comprises functionalisinents (i.e. target text style,

translation end use and customer specificatio@s)rdas Pastor 2006: p48 et seq.]
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4.1.2 1S0 9000 Series

The ISO 9000 series deals with (managing) qualigsically, it is a quality manual that
presents a process-oriented quality control praeeddowever, it is not addressed at any
particular industry. The accreditation process @syvexpensive. In the late 1990s, ISO
9000 ff was split into different norms (ISO 900002 and 9003). The difference between
ISO 9001, ISO 9002, and ISO 9003 predominantlydessin their scope. Whereas 1SO
9001 lays down certain criteria for design and tgwaent, production, installation and
servicing; 1ISO 9002 does not cover issues of desigmy control requirements. 1ISO 9003
merely deals with the inspection and testing océlfiproducts. [Binner 2002: p57 et seq.]
However, ISO 9002 and ISO 9003 were withdrawn. Sdvle/s prefer 1ISO 9000
certification to other forms of certification agstwell-known and renowned in many other
industries. [Witzel 2011: p34]

Yet, it is very general in scope, for it exclusivetertifies the existence of quality
management in form of defined workflows in virtyalany industrial sector. It is
incumbent upon the certified actor to define thesrcesses and have them certified. The

translation product is not covered by it.

4.1.3 EUATC Quality Standard for Translation Companies

The EUATC European Union of Associations of Translation Comeg was the result
of DG XllI's fear that translation service suppfierincluding MLVs, might be too
scattered, and too unorganised to cope with thegneinformation society [Kingscott
1996: pl]

Today, the EUATC is an umbrella organisation fotioraal associations of translation
companies in Europe and beyond its borders. Itsigito provide a united voice in the
industry, to further the highest standards of qualind business practice and to enhance

translator training possibilities. [EUATC 2012 a]

% Citing the French writer Claude Hagégk'Europe sera multilingue, ou elle ne sera

pas.*
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The final version of its quality standard was psitsid in 1999. [Corpas Pastor 2006: p51]

It clearly builds on earlier standards and initiei such as UNI 10547, ATA Taalmerk,
DIN 23445, ISO 9000 and the EUATC Code of Cond@tnversely to DIN 2345 but
similarly to UNI 10547, it is targeted at transtetiservice providers or MLVs (rather than
translators), therein defined as companies regdteas an independent legal body,
adequately insured for liability and member of dioral association of translation
companies (which is a member of the EUATC and gilss to their Code of Conduct)
who incorporate translations into a complete pitesal work process (through value-

added services) and employ more than one full-tivf@use translator.

It goes somehow further than any previously dewatioporms, standards and initiatives
with regard to TQM (and TQC). By way of illustratipit calls for close cooperation
between the stakeholders as well as for thorougfegr management. The latter ensures
compliance with the standard by determining thee@dores, monitoring internal statistics
and evaluating the quality systems.

Unfortunately, it does neither refer to the resntiy to the qualification of translators (it
only says they should be natives as a rule and appeopriate linguistic qualifications).
[Corpas Pastor 2006: p51 et seq.]

According to their website, the standard was regaldny DIN EN 15038. [EUATC 2012 b]

4.1.4 DIN 2345

The German DIN 2345 standar@llersetzungsauftrageis often referred to as the
predecessor of DIN EN 15038. It is no longer vdlidaussteiner et al. 2007] Prepared in
1998 within the German Terminology Standards Contemiby the Technical Committee
.Praxis der Terminologiearbeit; it was originally intended to become a European o

International Standard.

Basically, it defines the relationship between costrs and translation service providers
(individual freelancers, companies, MLVs, agenciet;.). It contains provisions on

contract requirements and specifications conceri§gand TT (deadlines, file format,
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query, offer, use of special hard- or softwarecgyrinon-disclosure, additional services,
reference to the translator, potential return ahsmitted materials, etc.), revisions, the
contractual parties and work procedures. It isviaié for the scope of this paper that it
defines the responsibilities incumbent upon MLValislation service provider) and
translator (e.g. the choice of suitable translafonsversity degree in translation or foreign
languages or any other proof of translation compmdk liability for the ST, responsibility
to provide information on the function, purpose amdnded audience of the TT as well as
end-customer specifications and appropriate referematerial regarding special
terminology requirements, such as particular lagguaolicies, in-house terminology and
existing and relevant in-house style guides, &tesides customer responsibilities. [Corpas
Pastor 2006: p50 et seq.]

4.1.5 DIN EN 15038

DIN EN 15038 is the European standard currentiyuge that defines the translation
process and establishes translation service reqgeires. It was approved of by the CEN in
2006 and has got national status in all its mensietes (incl. of Austria), replacing the
provisions as set forth by DIN 2345. [Haussteirteale 2007] Dealing witfthuman and
technical resources, quality and project managemémd contractual framework, and
service procedures[DIN EN 15038: 2008, it is one of the most thorough quality norms

that currently exist, yet, also targeted at theegss as such.

The standard also defines tefrfi®IN EN 15038:2006] that were (and are still) tiates,
used interchangeably and inconsistently. It is rhemsharpen the profile of the translation
industry by creating a more professional image eoaltributing to harmonisation with
other standardised industries ([Hubner 2007: ph3|Biel 2011]) and to recognise the

4 Terms defined in DIN EN 150384added value services, competence, document,
interpreting, locale, proofreading, register, rewig reviewer, revise, reviser, source
language, source text, target language, target,tes&kt type convention, translate,
translation service providerand translator.” [DIN EN 15038: 2006] Regrettably, the

terms are still used interchangeably at times.
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versatility of the translation market. In factdefines the translain process as a proce
that entails the following stag

Translation

Checking by Translator

Revision by another Translator

Review by Third-party-domain Expert

Proofreading

Final Verification

Figure 4.1.DIN EN 15038 TQMN-Proces$DIN EN 15038:200¢

Interestingly (and may be this was to avoid trensaisdadditional efforts, notably fi
PMEs and freelancerspnly the revision stagecémparative check) is mandatc the

review stage (unilingual sta on the correct use of LSP for the target grouppi.

In fact, the value added generated through unibhgand comparative checks I
provoked considerable controversy in the debates abauthtim. While Gile favour
unilingual checks ([Gile 1995: pl111Mossopgives priority to comparative process
starting with a check of the TT in order not toibfuenced by the S [Mossop 200 b:
p153] in [Rasmussen et al. 2011] Likewise, the usecaparative analyses as sl
provokes controversy. By way of example, Horguelimd Brunette plead for skippil
through the ST before checking the TT. ([Horgueliral. 1998: p39] in [Rasmussen et
2011))
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Brunette, Gagnon and Hine’'s study showed that comtipa checks/revisions are more
efficient in terms of accuracy, appropriateness{pse and target group) and correctness.
[Brunette et al. 2005] Yet, it ought to be notedttthe latter is but one study and that the

suspects were not used to unilingual checks/rewssio

Krings study, which is far wider in scope, raisesimportant question with regard to
unilingual translation. Research focused on theuwtujenerated by unilingual revision and

the risk to leave errors in meaning undetectedihfisr2001: p544]

Building on DIN 2345, the standard also lays dowertain preconditions for the
acceptance and execution of orders, such as apsanafl the order according to certain
criteria and a feasibility study, as well as maondaproject documentation (order number
for cost estimates, and the actual job, includedra@nd scope of work, delivery dates). It
equally includes provisions on mandatory proofregdiy qualified third persors|DIN

EN 15038]

Furthermore, involved sub-contractors must alsdeby these rules. In case of deviation
of any of these rules (e.qg. if revision is impo&sittue to time limits) the customer has to
be given notice thereof, and a document needs togoed stating that the norm does not
apply for that particular product. Besides, thenméoresees regular feedback and dialogue
(concerning queries (translation questions) betwdba stakeholders). [DIN EN
15038:2006]

Finally, it lays down necessary criteria for a slator to qualify for DIN EN 15038
certification:
a) “Trangdating competence: Translating competence comprises the ability to
translate texts to the required level’..] “It includes the ability to assess the

problems of text comprehension and text produa®well as the ability to render

®> This makes it particularly difficult for freelandeanslators to seek certification as they

will not have the resources to ensure all thedestas
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b)

d)
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the target text in accordance with the customer-EgReement’[...] “and to
justify the results.

Linguistic and textual competence in the source language and the target
language: Linguistic and textual competence includes theitgttib understand the
source language and mastery of the target languiggtual competence requires
knowledge of text type conventions for as widergeaof standard-language and
specialised texts as possible, and includes thigyatm apply this knowledge when
producing texts.

Research competence, information acquisition and processing: Research
competence includes the ability to efficiently amgthe additional linguistic and
specialised knowledge necessary to understandaimee text and to produce the
target text. Research competence also requiresriexpe in the use of research
tools and the ability to develop suitable stratsgfer the efficient use of the
information sources available.

Cultural competence: Cultural competence includes the ability to make o$
information on the locale, behavioural standardsdamalue systems that
characterise the source and target cultures.

Technical competence: Technical competence comprises the abilities aiilts sk
required for the professional preparation and protion of translations; which
are deemed to have been met, if somebody makes$ pfo@ formal higher
education in translation (recognised degree); amieglent qualification in any
other subject plus a minimum of two years of docuetk experience in
translating; at least five years of documented essfonal experience in

translating.”

[DIN EN 15038:2006]

The standard is increasingly gaining recognitiomisTis supposed to exert pressure on the

market {nter alia on training institutions for it calls for marketiented training). Despite

it being the most widely applied norm, there anmadhorough limitations. For instance, it

presumes that a standardised and controlled ttaslprocess will automatically lead to

translation quality. Yet, it does not define thegaess in detail (for instance by determining

KPIs). Neither are university curricula globallyfisked (cf. requirements for translators to
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qualify for DIN EN 15038 certification describedae) nor does the norm distinguish
between first cycle and second cycle translatiagret=s. [cf. Calvo 2011] It might also be
viewed as insufficient to establish independentdtpiarty revision as an obligatory key
component of TQA if there are no minimum criteremnected to it. Yet, this is the case in
DIN EN 15038.

Even if two translation agencies equally abide hg provisions set forth in DIN EN
15038, one may thus demand its revisers to re\ds@0R characters a day, another one
demanding them to revise only 8,000 charactersyaNiaturally, this will have an impact

on the proof-readers’/revisers’ performance andityuaf the end-product.

This may also be derived from Kinzli, who recordgmbken comments made by 10
subjects when revising. He concluded that the spent on revision as well as the overall
conception of the revision task (incl. review, dreading, etc.) is decisive. Paraphrasing
him, it might be more constructive to have a persave a more diverse job portfolio (so
that they can free there mind at some point(s)iré) than spending the entire day on

revision. [Kinzli 2004]

Still, one should not undervalue the main objecttled norm, which is to create a
competitive advantage for MLVs by furnishing somet ®f evidence of their commitment
to quality. Some even argue that adherence to DNN1EO38 may promote cooperation

among certified MLVs or translation companies. [#akdlo 2005]

® As Calvo notes, it does not take into considerattmat the deficient understanding of
curriculum processes and the random applicatidraoElation skills may result in training
programmes that are ineffective or do not meetsihecific purposes (despite probably

well-presented and rhetorically convincing contgritSalvo 2011]
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416 ASTM Standards

The ASTM Standard for Language Translation F15i48 process-oriented consumer-
focused guide to quality language translation. Waofwately, no information was available
for free by the time this paper was written. ASThed not spread its ideas and approaches
to the wider translation community or to end custesn Admittedly, other norms, such as
DIN norms, are not available for free either. Orighthwonder, why the end customers are

not granted access to norms that are supposedjtadre transparency for them (for free).

4.1.7 Plan-Do-Check-Act Approaches

Basic approaches such as those presented heregsgxpitial ideas on the form any TQM
model could take, as well as normative check ligisey shall not be dealt with

exhaustively, here.

As most other industries, the translation indusiag taken notice of the followiriglan-
Do-Check-Ac{PDCA) approach that was first formulated in tl8&Qs in Japan:
» “Plan - Objectives and processes are establishearer to deliver results in
accordance with specifications.
Do - Processes are implemented.
Check - The processes and results are monitored evaduated against the
objectives and specifications, and the outcomep®nted.
> Act - Actions are applied to the outcome for nemgssnprovement.”
[Moen et al. 2009]

Muzii basically rephrased the PDCA approach and ldown four basic rules for
reviewing or implementing TQM processes:

1. “Write down what to do.

2. Do what you have written.

3. Substantiate what you have done.

4. Reflect on how to improve it.”

[Muzii 2009 a]
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Zhang found one of the most challenging factor§ @M to be outsourcing. [Zhang 2007]
This argument is to be repeatedly mentioned heaeitnis concerns on outsourcing are
only being marginally discussed in literature whéstually being overwhelmingly present
in real life. Therefore, they are of utmost reles@artoday. In fact, he points to the
following challenges project managers (PMs) ardrooed with:

» ‘“Little knowledge on non-native languages,

» Little knowledge about localization suppliers,

> Potential bottlenecks due to cultural differenaes@mmunication.”

[Zhang 2007]

Using the PDCA (Plan-Do-Check-Act) principle, heposed a rather normative and basic
model which also relates to the EN ISO 9001 ansujgposed to heighten transparency
within a company. He defined the following stages TQM: planning, definition of
standards and quality objectives, measurement amitoning processes (also resulting in
quality control measures), as well as review, aiglyassessment and follow-up actions.
[Zhang 2007]

As briefly summarised by means of Figure 4.2, d#fé action sets comprise different

actions and documentation standards that can bertaken electronically or manually.

N

v

Standard Set Process Set

Translation standards; 3 party QA;

Evaluation standards; Terminology confirmation;
Vendor performance Review;
Analyze and Monitor;

Quality model review regularly,

Repository
Process execution records
Document Library

Terminology DB

Figure 4.2: Standard Set - Process Set - RepogZbang 2007]
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Standard Set
The Standard Set is divided into two categories iasdnply entails the collection of all

relevant documents for translation.

Translation Standard
This set is part of the Standard Set and it indugleneral translation standards, specific
local translation standards (to be applied in desied language), and company-specific

translation standards to be used and abided byoverehd PMs. [Zhang 2007]

Evaluation Standard
The notion of an evaluation standard is also piatthe Standard Set and it basically refers
to Quality Assessment procedures (in terms of nreh$eidata). In accordance with Zhang
(and EN ISO 9001), this involves:

1. “Classification for translation error.

2. The weight of the identified translation error

3. Quantified index for quality (It can be labelled MQranslation Quality Index”

or other)

4. The formula to get the quantified quality index.

5. Bonus: the positive score given to some good taiosl.”

[Zhang 2007]

Process Set
The Process Set refers to the collection of all F@Mted steps and documents and is

supposed to contribute to QM effectiveness.

According to Zhang, the processes are meant tar ¢cbeefollowing areas, whereby 1. can
be outsourced and 2. to 5. are deemed to be lpsspjate for outsourcing:

1. “Quality evaluation process - Measure vendor's dualaccording to defined
translation standard and evaluation standard (swgjgesing 3rd party QA vendor
to measure the quality)

2. Vendor performance management process - Monitordafs performance

(Quality index, customers feedback) and pursueimootis improvement action.
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3. QMS review process - Analyze and review translatigumality Management
system, provide improvement plan

4. Terminology Management Process - Create terminotbgy is consistent among
all localization suppliers.

5. Training Process - Provide necessary training tieinal staff and vendor.”

[Zhang 2007]

Repository
The repository serves the purpose of saving andngt@locuments, records, necessary

information, terminology, etc.

Take Linguistic QA by

native 3™ party vendor
Review QA report by

Send completed translation vendor
translation by PM

Get translation confirmed
{Judged by explanation or

sends to  another reviewer)

Save all reports to Repository

Figure 4.3: Zhang's TQM Model [Zhang 2007]

Unfortunately, Zhang's model only touches the sefaln fact, his model is rather a
description of different processing steps. Everhéf points to some very important
characteristics of everyday life in the field ofnslation, the model he actually puts

forward still lacks practical examples (particwarlith regard to implementation,
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assessment and follow-up stage). However, it isulise the extent that it does describe

workflow and documentation processes.

418 TEKOM

Founded in 1978, the German association deals teithnical writing and information
management. Accordingly, translation is but onédfief its activities. [Schafer 2011]
Besides regular publications on issues like TQA TCAekom’'s TQM work groupAG
Qualitditsmanagementdeveloped a catalogue on common standards fdn-duglity
translations, including the following criteria:
» The ST is correctly and expressed in full in the TT
» The translation is
» comprehensible,
» free from spelling and grammar errors,
* unambiguous
» terminologically consistent (including the use ofrect terminology)
» [The content of the ST has been localised (= adafudinguistic, cultural and
legal conditions and particularities in the TC)],

» Consistency in comparison to any earlier trangtatio

A\ 4

Dates of delivery were respected,

» The layout is in conformity with the conditions dfie ST (screen masks,
formatting, character sets, ...)

[Oehmig 2006]

In contrast to other approaches, norms and inigatiTekom’'s catalogue includes
questions of formatting and layout. It also attacheportance to formal criteria such as
delivery dates. [Oehmig 2006] While the first mapyoke controversy, the latter is, in
fact, an integral part of a quality check list,iagact, the end customer will be, first, less
able to judge the quality of the translation thae tespect of deadlines, second, may
encounter problems if the translation is not deéden time (e.g. release of a new product,

marketing campaigns, etc.), and third pays fortthaslation being delivered at a certain
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date, for which any delay may damage the translatigency’s reputation and, besides,
incur costs.

However, the catalogue as presented by TEKOM mdy serve the purpose of creating
check lists. Without any metrics and defined wesglianslation quality cannot be clearly

assessed.

4.2 Quantitative Trandation Quality Initiatives

As outlined in the previous section, there is selgrany initiative that focuses on the
translation product and its quality. The followirsgection presents the few existing
language and translation initiatives that are tedims/product-focused and/or include

Translation Data Processing (TDP).

Revision and similar actions are not only vitaltiaments for TQC; but also they provide
information on vendor and output quality. This imf@ation could be used in TQA in a
more sustainable form than “just” correction. Thiss been somehow neglected by the
industry or, at least, not been promoted so fanwBy of illustration: Having collected any
such information through quality control in a trpasent and reproducible way, a
translation agency could use it to prove any custactomplaints wrong or use it for PR by

transparently reproducing their quality success.rat

The major advantage inherent in metrics is thaty tlalow for both, measuring

performance and identifying specific problems tfragy) affect performance. Despite
some reluctance in the field of quantitative TQRIsi therefore, becoming increasingly
necessary, as, and this has been admitted by #demea and the industry, error-free
translations are ideal but a utopian presuppositiben commanding translations. [Muzii
2009 a]

As such, TDP could prove a vital tool in TQA. Eviéthe subjective elements inherent in
the translation activity will remain inassessilbjective criteria can be measured indeed.

[Hoffmann et al. 1999: p41 et seq.] It could prpeaticularly significant in LSP, as it is its
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underlying aim to communicate across language bsradile avoiding cultural and
stylistic elements as much as possible. [Stolz€)2013 et seq.]

There, an emphasis is put on clarity, precision &nduistic economy (inclusive of
specification and condensation). As a consequér&fe texts contain less (yet, not none at
all) cultural and stylistic elements. ([Glaser 198806] in [Stolze 2009])

Still, even though it ought to be in all stakehofdenterest to have an objective and fair
evaluation tool, rather than let translations kgpd by lay people, who can be subjective
and unfair, TDP remains an issue unheard of forynadithem:

“The unsuccessful attempt to introduce servicellageeements and metrics

in the aforementioned European Standard, EN 15@8#2lies on the belief

that, generally speaking, the clients of a trariskatservice do not have the

necessary skills and competencies to drive theigiowv of service through

requirements. In effect, they rely on the serviewvider to deliver a certain

degree of intrinsic quality.”

[Muzii 2009 a]

In their qualitative study based on interviews, iRassen and Schjoldager came to the
same conclusion. It showed that only few compame®enmark possess formalised
guidelines and use revision parameters; yet thegtlyncare aware of textual and
communicative aspects. [Rasmussen et al. 2011] Bewnimark is likely to be but one

example.

The training and education of translators may bdigly held accountable for this
situation (cf. Nicole Martinez Melis who criticist#sat didactical evaluation in training and
education claiming that evaluation is only scaraagressed and that professors develop,
use and teach (if at all) their very own evaluatioiteria. ([Martinez et al. 2001: p101 et
seq.] in [Collombat 2009])
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Still, it is the basic assumption of the underlypaper that quality and quality awareness

can only be determined if they are meastred.

4.2.1 Quantitative Quality M anagement/M easur ement

“The key here is quality over quantityf.”.] “When establishing a metric, you
need to know why you’'re measuring it, why it's intgiat, and what's causing
the results.”

[Brue et al. 2006: p87]

Vitray, Operations Manager at McElroy Translatian Austin, Texas, highlights the
importance of steady goal-setting at all stageswgmdting up a metric. According to him,
it is crucial to limit the number of goals to appiroately three goals, to make them
specific and achievable and to monitor and to regoy accomplishments or failures. (cf.
[Vitray 2003])

This goes in line with general TDP approaches, whecommend the selection of small
sets of important categories which are deemedfloeimce the target variable (quality in
our cas8.

Setting up TDP models and defining KPIs is a prectdsat runs the gamut from
preparation to statistical analysis, passing thinocajibration, sampling and measurement
and resulting in continuous process improvementié®iino et al. 2012: p83] Sound

definitions are needed in order to obtain valid asttaceable results. Also, adjusted

" It goes without saying that it is vital to cleadgfine what is to be measured and what is
not. If, for instance, the pace of work is measurdeaving out an assessment of quality or
errors — this might distort the results or resultsloppy work. Therefore, sound and
meaningful KPIs need to be developed.

8 The less biased an assessment is meant to bettwmapre important it is to determine
categorise that can be measured by referring tee dugher authorities (e.g. I'’Académie

Francaise, etc).
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weights are needed in order to be able to beaind the diverse facets and significance of

different errors and actions. [Schiaffino et al120p35]

An analysis of the existing literature showed tiaist initiatives in TDP are based on the
depiction of errors. [Conde2011] As Schiaffino atero put it:
“What | like and what you like may be very differdsut we should have some
means to agree on certain standards. We beliergesiasier to agree on what
constitutes an error rather than on what constisutquality” in the abstract,
and that an important factor in quality is the abse of errors.”
[Schiaffino et al. 2005: p2]

This approach is supported by the provisions in ED2:1994, according to which a
“defect” may be defined a%he non-fulfiiment of intended usage requirementgSO

8402:1994]Consequently, the number of defects (or errors) lmamused in a metric to
single out the How's and Why's for a product orvese not meeting any previously

defined requirements.

Therefore, most attempts are targeted at factaagilble errors and voluntarily neglect
style. Naturally, judging style could result in ®iaand would not be constructive.
Admittedly, most existing proposals on sound TDPTQA would, following this line of

reason, not be appropriate for use in marketingstetion or any other translation

activities concerning non-technical texts.

Particularly in highly entangled production proessthat apply for MLVs (being customer
and service-provider at the same time), there eandall-encompassing metric — a fact
highlighted by numerous stakeholders (cf. also i{@tiho et al. 2005]). TDP is not about

finding the reasons behind errors, but rather abm#suring them, in order to both deliver
high-quality services and be able to evaluate vepadormance. As already said, quality
must be measured in terms of translation defecsiteby a comprehensive set of metrics
and from several perspectives, as well as at sepenats during the production process.
[Muzii 2009 a]
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Unfortunately, the classification of errors stitbgokes controversy. On the one hand, the
existing literature underlines that not only theéune, but also the importance of errors
must be measured (cf. [Rieche 2004] [Darwish 20®dsenmund 2001] [Koo et al.

2000]). Some relate error importance directly sdatcation.

Whilst Vollmar considers errors that (may) leadthe@ misinterpretation of significant
portions of the text to be critical ([Vollmar 200426] in [Conde 2011]), Hajdu considers
the importance to depend on the point of the doctiimewhich it is found [Hajda 2002:
p249]. Likewise, house names titles, addressespeplmambers and indexes are critical
errors. ([House 2001: p151] in [Conde 2011])

The following three questions seem to be the cstores of any review model:
1) Is the translation grammatically correct?
2) Is the translation accurate?
3) Is the translation compliant with the glossary,lestguide, guidelines, and

customer instructions?

Below, different approaches on that issue shallpbesented. However, it should be
reiteratedthat quantitative assessment methods will alwallssfeort on cultural traces
represented in the syntactic structures, stylethadpragmatic social function of certain

texts (cf. [Stolze 2009]) and that they, therefare, beyond the scope of any TDP model.

4.2.2 Trandation Quality Index

Schiaffino and Zearo developed a Translation Qualitdex (TQI) (a score being
calculated on the basis of number and type of gfimrnd in a translation and presented on
a scale — whereby a score of 100 refers to an-fgertranslation (negative values are
possible). [Schiaffino et al. 2005: p3]

According to them, any company developing TDP mediest needs to select variables
and sub-categories (, and sub-variables) (call@cérto Quality Categories = CTQs) and
weights and determine the threshold for TQA toleealevels. Yet, they do not claim their
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categories, weights and tolerance thresholds tthedittest ones for everybody in the

translation industry. [Schiaffino et al. 2005: p3]

They propose to determine weights by looking atcthresequences:
» “Critical errors may require the recall of the localised producir the market
» Major errors may require a correction to the current releasetloé¢ localised
product
» Minor errors may require a correction for the next release lé focalised
product”
[Schiaffino et al. 2012]

Their model comprises error-classification and &gyeclassification (error points
attributed to the error). They propose a rathedilfle approach when it comes to judging
severity as, according to them, revisers/reviewars to decide upon the category.
[Schiaffino et al. 2005: p3]

Pursuing such a liberal approach, severity of atakés might be judged higher, if it

occurred on the cover of a manual than if it oadirm a footnote. Indeed, there is a
difference in reception if a mistake occurs onc¢heer of a manual or if it is located in a
footnote. On the other hand, it is a subjectiveiaghdo make. Situations are not always
clear. Uncontrolled liberal approaches might bthtodetriment of the overall industry and
transparency in TQA. Furthermore, it bears risksm& actors might be determined to
respect threshold levels or to “let them becomeee®d” and therefore not measure
quality diligently. Unfortunately, Schiaffino andedro’s TQI approach remains but a
normative concept; (even though this can be expthibpy them arguing that TQIs and
metrics have to be adapted to the purpose theyraent to fulfii by the single

stakeholders). A practical implementation of thmiodel could look somewhat like the

following:
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Table 4.1: Example of a Quality Metric

Language Setup

1 - Give appropriate weight to the four following categories (total must add up to 100%)

Accuracy 50%

. Style 15%
Categories Grammar 30%
Fomatting 5%

Total| 100%

2 - Within the Accuracy category, give appropriate weight to the four following items (total must add up to 100%)

Accuracy

Incorrect meaning

40%

Non-standard terminolgy

20%

Inconsistent terminolgy

20%

Untranslated SL

20%

Total

100%

3 - Within the Style category, give appropriate weight to the three following items (total must add up to 100%)

Style

Wrong register

40%

Inappropriate anglicisms

30%

Inappropriate use of passive/active wice

30%

Total

100%

4 - Within the Grammar category, give appropriate wei

ht to the five following items (total must add up to 100%)

Grammar

Spelling emors

20%

Typos

15%

Grammar errors

35%

Syntax errors

25%

Punctuation errors

5%

Total

100%

5 - Within the Formatting category, give appropriate weight to the five following items (total must add up to 100%)

Formatting

Layout errors

50%

Font emors

40%

Double spaces

10%

Total

100%

Schiaffino and Zearo made an important
stakeholders in the translation industry put an lemss on different targets, so that

parameters cannot be universally defined. Yet,rth#empt scarcely exceeds the basic

principles of statistical data management.

4.2.3 SAE J2450

One of the most extensive approaches to statistiatd processing, SAE J2450, was
presented by the Society of Automotive Engineessmost TDP approaches for TQA, it
proposes to calculate weighted numeric scores baséide number and severity of tagged

errors. It outdoes other approaches, as it is narmative initiative, but makes tangible

propositions for how to design and conceive TDP emd

contributtonTDP. Naturally, actors and
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Their metric consists of the following four parts:

a) 7 error categories,

b) 2 error subcategories (e.g., serious and minor)

Cc) 2 meta-rules:

1) the earliest listed primary category is to be chdse ambiguous errors.
2) serious dominates over minor in case of doubt

d) numeric weights (1-5, whereby 1 is the least atitkGmost severe one)).

e) if an error in the TT results from an error in BE, it is is to be marked as “-SLT”
(weight to be chosen=0)

f) if an error in the TT results from an error in tieéerence material as provided by
the customer, the error is to be marked as LD (tgdaata) (weight to be
chosen=0)

[Dalla-Zuanna 2010: 23ff]

Meta-rules c1) and c2) are meant to ensure greateistency in classification (given that
different evaluators/reviewers/revisers are invdlirethe TQA process and might classify
differently in case of doubt). The second one isamdo assign a priority to safety in
technical translation. Yet, it might be worthwhikdflecting if — with regard to meta-rule 1)

— it was not wiser to always choose the severest eategory.

Errors — if subject to human judgement — are alvaaysgect to over- or undervaluation in
terms of severity ; yet a “normal” regression te tmean is expected to normalise the

results (the larger the text material being revigvtbe higher the “normalisation effect”).

SAE J2450 leaves out any specifications about impfgation and information processing
and exclusively deals with the evaluation procdecisely, the evaluation goes as
follows:

Any non-stylistic error is first marked and classif according to its error category or, in
case of doubt, according to the first error catg@mpearing on the list in conformity with
meta-rule 1, and, second, marked according tceitergly in conformity with meta-rule 2.
Subsequently, the respective weight for the eg@piplied as a multiplicator to each error

so identified.
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The sum of weighted scores is then divided by theber of word$ which gives the
Overall Documented Weighted Score (ODWS). As SAEJ2was developed in order to
measure translation quality in the car industrye example making use of this norm is
VW, where the threshold lies at an ODWS equal tbedow 0.03.

The authors also point to the necessity of progdavaluators with ST and TT and

available reference material. [Dalla-Zuanna 202%]p

4.2.3.1 Parameters

Table 4.2: SAE J2450 Categories

Category Name/Abbrev. Sub-Classification/ Weight
Abbrev. (according to /m)

Wrong Term/WT Serious/s 5/2
Syntactic Error/SE Minor/m 4/2
Omission/OM 4/2
Word Structure or Agreement Error/SA 4/2
Misspelling/SP 3/1
Punctuation Error/PE 2/1
Miscellaneous Error/ME 3/1

SAE J2450 draws up the following error categorighich are needed in order to
standardise their approach:

Wrongterm (WT)
WT comprises the following notions:
a) “Single word,

b) Multi-word phrase used as a single, lexical coustitt (i.e. part of speech),

° Even if words are not considered to be appropeatéies, they appear more useful than

any other entities in quantitative measurement.
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c) Abbreviation,

d) Acronym,

e) Number or numeral,

f) or proper name, including trade names, brand nanmmegjstered trademarks,
place names, and personal names.”

[SAE 2001: p5]

Any term so defined is marked if it

» “Violates a customer term glossary;

» Is in clear conflict with de facto standard transta(s) of the source language
term in the specific]...] “field

» Is inconsistent with other translations of the smutanguage term in the same
document or type of document unless the contexthforsource language term
justifies the use of a different target languagentefor example due to ambiguity
of the source language term;

» Denotes a concept in the target language thateéarty and significantly different
from the concept denoted by the source language.ier

[SAE 2001: p5]

Syntactic Error (SE)
A ST comprises the following incidents:
a) “A source term is assigned the wrong part of speecthits target language
counterpart.
b) The target text contains an incorrect phrase suiete.g., a relative clause when
a verb phrase is needed.
c) The target language words are correct, but in thheng linear order according to
the syntactic rules of the target language.”
[SAE 2001: p6]

Omission (OM)

An error should be classified as OM, if:
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a) “A continuous block of text in the source langudges no counterpart in the
target language text and, as a result, the semamfche source text is absent in
the translation;

b) A graphic which contains source language text bb@sn deleted from the target
language deliverable®

[SAE 2001: p7]

Word Structure or Agreement Error (SA)
A SA has occurred if:

a) “An error of incorrect word structure has occurréfdan otherwise correct target
language word (or term) is expressed in an incarmorphological form, e.g.,
case, gender, number, tense, prefix, suffix, infiany other inflection.

b) An error of agreement has occurred when two or ntarget language words
disagree in any form of inflection as would be rieggh by the grammatical rules
of that language.”

[SAE 2001: p7]

Misspelling (MS)
The following actions fall under MS. A term that
a) “Violates the spelling as stated in a customer gy,
b) Violates the accepted norms for spelling in thgéadanguage,
c) Is written in an incorrect or inappropriate writingystem for the target language.”
[SAE 2001: p8]

Punctuation Error (PE)
This includes any error that is considered to be according to the grammatical rules of
the TL.

19 yet, this does not imply that the translation reetlbe word-by-word or that there has

to be 100% correspondence.
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Miscellaneous Error (ME)
This category includes any linguistic error in TiB which is not clearly attributable to the

existing categories other than stylistic error. E52001: p8 et seq.]

While SAE J2450 is by far the farthest developedrimen the translation industry, the
difference betweerSyntactic Errorand Word Agreemenseems unclear. Furthermore,

Miscellaneousnight be a category too vague and wide to befiuke.

SAE J2450 does not take into account the folloveisgects:

Variablesreferring to style
» Idiomacy as to the use of typical and customaryitenlogy for the pertinent
subject matter field?
» Competence and familiarity with the idiomatic, np#taric, symbolic, ethical, and
colloquial aspects

» Equivalency in style and level of speech betweersthurce and target text?

Misinter pretation
» Understanding of content and subject matter osthwce document

Format™
» Formatting

» Overall formatting and appearance (neat, clearvandlly, appealing)

Additions
» Existence of any text in the target document teatat contained in the source

document and not deemed appropriate; this migbtfalsunder Misinterpretation

Customer -specific provisions

» Customer requirements

yet, usually this would be a proof of the cornesé of CAT-tools.
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Even though weighting dimensions would have todassessed, this illustrates how actors

might adapt the norm to their very own needs.

4.2.4 LISA Quality Metric

It has become hard to retrieve any information &blol$A since it shut down its

operations in February 2011.

Created in 1990, the Swiss-based trade body iffigtte of computer software translation
Localization Industry Standards Association (LISégased to exist in 2011. [LISA
2012][DePalma 2011] Until then, it was the onlyts@ire translation association in the
translation industry working out standards andguénd representing its partners at ISO.
[ISO 2011]

Basically its activities comprised the followinglfils:

» “To gather, process and distribute information pewdiarly relevant to the
interests of LISA members in the fields of prodimternationalisation,
localisation, multilingual documentation, translati technology, and production
methods.

» To propose methodologies and standards that wouoklble all members and
associates to achieve highest possible qualityideategreatest efficiency levels.

» To share non-proprietary processes and informatand to establish a repository
of such information.

» To run conferences, workshops and other exclusiests.

» To conduct studies and sponsor the investigatioimts of interest that further
the association’s aims.”

[LISA 2012]

Among others, it developed a TDP approach in tedizgl. Back then, this was a major
breakthrough for the translation industry and itstdl often referred to by numerous
MLVs. The following graphic visualises LISA’s app@ah to TDP:
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Table 4.3: LISA - Quality Assurance Form [Appliediguage 2010]

Language: Reviewer: Date: Overall Pass Comments:

Result:

Category Pass

Result:
Customer Name
Project Name
Project Number
Project Manager

Minor 1 point
Number of words 0 Major 5 points
Max error points allowed 0 Critical max. error points + 1
Error Number | Number | Number of | Total Max. Result
Category of of Errors- Error Error
Errors- | Errors- | CRITICAL | Points Points
MINOR | MAJOR Scored | Allowed

Mistranslation 0 0 Pass
Accuracy 0 0 Pass
Terminology 0 0 Pass
Language 0 0 Pass

0 0 Pass
Grammar

0 0 Pass
Semantics

0 0 Pass
Spelling

0 0 Pass
Punctuation
Style 0 0 Pass
Country 0 0 Pass
Consistency 0 0 Pass
Total 0 0 0 0 0 Pass

In comparison, it seems as if SAE J2450 built 08A.1In the LISA metric no threshold,
but three severity weights were defined. The categaneasured are similar to those of

SAE J2450. Yet, in contrast, LISA does not exclgdestions of style.

Unfortunately, some category names are misleaddygway of examplecountry as a

category seems somehow misleading if no furthetaggpion is available. It may only be
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guessed whether this category refers to questidngliamacy or not since detailed
information on this metric was and the LISA websviere completely withdrawn.

Interestingly, SAE J2450 and TQI put an emphasiarooverall score. LISA also looks at
the individual scores for each category (cf. PaskfFiteria). Unfortunately, the graphical

illustration alone would not tell anything on howuse, judge or assess these single scores.

425 Further Parameters

For the sake of completeness, some further modeds thoughts about errors, the
production of errors and error-free translation #émelimportance of style shall be briefly
presented here.

Mossop developed a framework of parameters fosi@vj as set forth below:

Table 4.4: Mossop’s Model of Revision Parametees¢d on [Mossop 2007 b: p125 et

seq.] in [Rasmussen et al. 2011])

D. Presentation

Sub-language
Idiom
Mechanics
Layout
Typography
Organisation

Parameters Specific parameters Errors

A. Transfer Accuracy Does not mean what the sotaxtemeans.
Completeness Deletes from the source-text messagie to it.

B. Content Logic Does not make sense, e.g. is ineolhecontradictory or

otherwise nonsensical.

Facts Is not true.

C. Language Smoothness Is not clear on first readigg is incohesive.
Tailoring Wrong choice of formality, technicalityone, vocabulary.

Wrong choice of words according toaeield, etc.
Wrong word combination.
Wrong spelling, punctuation, usage, bage, etc.
Wrong margin, spacing,ngtietc.
Wrong fonts.

Wrong pages, references, numbereaglihgs, etc.

As can be seen above, he differently assemblediffieeent sub-categories (in comparison

with the above-presented models).
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Interestingly, Horguelin and Brunette’s developednadel that also takes into account

economic viability. ([Horguelin et al. 1998: p36s#q.] in [Rasmussen et al. 2011])

They propose the following categories:

» “Accuracy

» Correct Usage

» Readability

» Functional Adaptation

> Profitability”

([Horguelin et al. 1998: p36 et seq.] in [Rasmussteal. 2011])
The latter is also callegkntabilité and it determines, if it is efficient revise oiitifis more
efficient to require retranslation instead (e.gghhhumber of mistakes). ([Horguelin et al.
1998: p36 et seq.] in [Rasmussen et al. 2011]) dkefrg from TQM and sending the
entire document back to the translator/revisewnimmon practice for PMs if a translation

shows drastic deficiencies as everything else wbaltbo time-consuming.

Daniel Gouadec distinguishes betwéémaluation empirique’; “évaluation raisonnée”
and“évaluation positive”.

The first consists of a global evaluation whethenot a translation is receivable and is
based on intuition and experience (of the evalu@aser/reviewer, etc.), as well as of an
evaluation of the time it took to produce a tratsta of acceptable quality and an
evaluation of the importance of errors made.

The second revolves around the application of ticadil error categories (wrong meaning,
no meaning, grammar, etc.), the application ofedéht weights/coefficients with regard to
the importance of errors (error type + importamopAct and place).

Third, positive evaluation strategies highlightnskation success (cf. [Gouadec 1989: p42
et seq.] in [Collombat 2009]).

It should be noted that this model was develope@¥aluation processes in education and
training cycles in translation (particularly hightited by the third method) and not for
MLVs.
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It should also be noted that some scientists pmintultural elements in LSP texts,
represented in their syntdxtext structure (which is less relevant in transkgt and

pragmatics. [Stolze 2009]

Others stress the importance of time pressure asortant push-factor for errors to be
made, as there is a statistically significant datien between time pressure and translation
quality ([De Rooze 2003] in [Bayer 2008]). They mamtly claim that there is a higher
tendency to neglect TQC the higher time pressu@@idnig 1998: p341 et seq.] in [Bayer
2008)), and point to a correlation between outpuipr coping strategies, proper reflection
and time pressure, ([Jensen 1999] in [Bayer 2008%),well as a higher risk of
consequential errors ([De Rooze 2003] in [Bayer&@DM herefore, it might be worthwhile
to include assumptions on whether there was any-diveensional time pressure or not

into quantitative assessments of translation qualihis is also outlined by the magic

triangle of process management

2 For instance, German legal language is more iivauban legal English.
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Analysedimensionen
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Figure 4.4: Analysis Dimensions [Bayer 2008]

4.2.6 (Poor) Quality Costs: Measuring TQA in Terms of Sustainable
Economy

A common issue in translation (as well as elsewiref@M) is the trade-off between time,
price and qualit}’. From an economic point of view, the faster agtation is completed,
the better it is for the MLV Yet, quality takes time. Achieving accuracy, intjgailar, is

time-consuming.

13 Unfortunately, this is, at times, being negledtethe scholarly discourse.
4 Prices are normed in the translation industryhégibased on characters or norm lines)
and competition (unfortunately for lower pricesghex than quality) is high, so extra QM
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As the underlying aim of this work is to propose Q#ategies to be implemented in

translation agencies, economic aspects shouldeneglected at this place.

Let us once again look at the dilemma: Customens Wwapay the lowest price possible,
while still demanding the best service quality eodrovided with. Vendors, however, want
to get fair prices for their work. Comparable toiaterwoven triple helix structure, these
variables intersect and exert an influence upoh e#uer. If we are to define the value of
quality as the benefit of an activity minus its tspghe value of the end products or

services can be calculated in terms of money

It is noteworthy that poor-quality results in a veasf time and effort for the user (e.g. plus
extra support time and the cost of revision for tustomer) whereas good quality is
expressed via customer satisfaction and probalblyenieconomic profit and will pay off

in the long run.

Since the economic sustainability of a translatimrst be valid as much for the translator
as for the customer Muzii, for instance, argues @harice must be chosen, which reflects
service capability rather than the value of the prodiuct. [Muzii 2009 b]

During the first international conference on spsga translation in Barcelona, the
following formula to calculate the real cost ofrarslation referring to exactly this issue
was presented in March 2000:

[1+ej
q=t:-|— |+tr+a
l—¢

- “Q" = quotation
« “t" =translation

- “e”=error rate (percentage0e<1)

or work or time, though incurring higher processtsp need not necessarily generate
higher revenues at first glance, not to mentioedmomically viable.
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« “r"=revision
« “a” = accessories
[Muzii 2009 b]

In addition, Harrington provides a full descriptiohkinds of poor-quality costs:

>

“Prevention of poor quality: all costs involved hrelping the employee to do the
job right every time (also called cost-avoidanceeistment).

Appraisal of poor quality: all costs expended taedmine if an activity was done
right every time. Often appraisal activities ar@ tate and too little.

Internal failure costs: the costs incurred by thempany before a product is
accepted by the customer because everyone didrtbedob right every time.
External failure costs: the costs incurred by tlmenpany because the appraisal
system did not detect all errors before the produrcservice was delivered to the
customer.

Equipment poor quality costs: the investment inimgent used to measure,
accept or control the product or service plus tlostoof the space that equipment
occupies. This includes the cost of the equipmeead to print and report quality

data (computers, printer...).”

[EC Report 2012: p8]

More details are given in the table below, whiclsalibes the effects poor-quality costs

may have.
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Table 4.5: Cost of Poor-Quality according to Hagton [EC Report 2012: p8]

Cost Description
Direct poor-quality costs Direct COPQ can be directly derived from entries in the company
ledger.
+ Controllable poor-quality ¢ Controllable COPQ are directly controllable costs to
cost ensure that only acceptable products and services reach

) the customer.
— Prevention cost

— Appraisal cost e Resultant COPQ are costs incurred because unacceptable
products and services were delivered to the customer,
e Resultant poor-quality cost resulting from earlier decisions about how much to
invest in controllable COPQ, i.e. all the money an
— Internal error cost organisation spends because things were not done right

— External error cost the first time every time?®.

¢ Internal error costs are the costs made to repair poor
quality of a product before it has reached the customer;
external error costs are the costs incurred when the
product has already reached the customer.

Equipment COPQ is costs to invest in equipment to measure,
accept, or control a product or service. It is treated separately
Equipment poor-quality cost | from controllable costs to accommodate the effects of
depreciation.

Indirect poor-quality costs
Indirect COPQ is difficult to measure because it is a delayed
result of time, effort, and financial costs incurred by the
customer. These customer costs add up to lost sales and
therefore do not appear in the company's ledger.

¢ Customer-incurred cost

« Customer-dissatisfaction
cost

« Loss-of-reputation cost

The table below includes examples of the aboveribest dimensions of poor-quality

costs:
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Table 4.6: Examples of Poor-Quality Costs [EC Rep0L2: p9]

Cost element Examples
= Quality planning (for test, inspection, audits,
. process control)
Controllable Prevention costs | ,  Eqycation and training
poor-quality + Performing capability analyses
costs + Conducting design reviews
. + Test and inspection
Appraisal costs +  Supplier acceptance sampling
Auditing processes
* In-process scrap and rework
Direct poor- « Troubleshooting and repairing
quality costs Internal error = Design changes .
costs e Additional inventory required to support poor
Resultant process yields and rejected lots
poor-quality * Re-inspection and retest of reworked items
costs * Downgrading
e Sales returns and allowances
External error *  Service level agreement penalties
costs « Complaint handling
« Field service labour and parts costs incurred due
to warranty ohligations
Equipment poor-quality costs Micrometers, voltmeters, automated test equipment
(but not equipment used to make the product)
« Loss of productivity due to product or service
downtime
« Travel costs and time spent to return defective
Customer-incurred costs product
Indirect poor- « Repair costs after warranty period
quality costs e Backup product or service to cover failure
periods
Customer dissatisfaction costs + Dissatisfaction shared by word of mouth
Loos-of-reputation costs + Customer perception of firm

In addition to the price problem, TQM measures nhestthosen efficiently (in terms of
economic viability). Therefore, stakeholders (imstbase translation agencies) must find

out where the break-even point lies:
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Figure 4.5: Balancing Cost of Quality Program ahBaor-Quality [EC Report 2012: p10]

4.3 Practical Examples

The following sub-chapter will present two reakléxamples. It is worthwhile to note that
substantive comparative data was lacking at the this paper was set up so that a direct
comparison is not possible. The examples shalkrdib regarded as a stimulus for TQA

and indicate possible forms of practical implemgata

4.3.1 APEX Trandations- How to Implement SAE J2450

APEX Translations is one of the translation agescighich have implemented SAE
J2450. It provides an example of how to use andqwd with the SAE J2450 metric.
Basically, their quality approach fosters all of #ibove-mentioned principles of TQA, and
TQC. Their approach illustrates how important atidithensional TQM system is.
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They use memory-based assisted translation andt6@#(3”° In addition, they charge TCs
(Terminology Coordinators) with terminological TQ# cases where more than one

translator works at a single source docum@pApex 2010: p5 et seq.]

As required by most accreditation initiatives, thegve introduced a mandatory revision
stage; this is ensured by a third person, who chirk
» Completeness
Correctness
Spelling

Punctuation

YV V V V

Syntax
» Unusual style
[Apex 2010: p6]

Using — as mentioned above — the method describdidei SAE Recommended Practice
J2450 (Translation Quality Metric), Apex Translaso Inc. calculates ariOverall
Document Weighted ScoréODWS) based on the provisions set forth in the SRESO,

to quantitatively measure translation qualjypex 2010: p6]

Their threshold lies at 0.02 (ODWS), whereby thoeeurrences of exceeding this limit
will lead to the exclusion of any approved vendont their list of approved vendors. This

score lies at 0.002 for yet unapproved translatdrs submit test translations. [Apex 2010:
p7]

In fact, 100% of translations are proofread oneetiB0% are proofread twice and 5% of
them undergo sample checks. It is also importamote that any translation that contains
errors in an ODWS score of 0.02 or higher aftersoty evaluation by the first proof-
reader is sent back to the translator for corractiod re-submission before any additional
revision is done on this translation. In the secaision stage, an error score between 0O -

0.002 is tolerable. Any results achieved in theofreading stage are randomly checked by

' which is common practice in the translation indyust

'8 Unfortunately, this step of quality control mighe too expensive for some agencies.
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a Chief Linguist. At this stage, there is no toflem level with regard to mistakes
(threshold=0). If any mistakes are, however, fouhd,translation is returned to the proof-

reader. [Apex 2010: p6 et seq.]

4.3.1.1 Steady Data Processing

APEX Translations Inc. is but one example of MLVWatt have introduced thorough and
continuous monitoring systems which rely on the afseound databases. With the help of
their database, the following steps are carriechoPEX Translations Inc:
» Calculation and documentation of error frequency vesll as nature and
seriousness of errors per vendor
» Feedback (to vendor)

Maintenance of individual performance records

A\

» Translator database (decline in overall performaqeaity=indicated in database
and visible for PMs ); if deterioration of a vendoperformance according to
results in database=vendor contacted by produotamager

» Database including further information as to subjeatter skills, educational

background, etc. of all translators (employed, i@pplts, ...)

As to post-production TQA measures, APEX closelgparates with their customérdy
using semi-annual customer surveys (with questiamgeted at the variables price, quality,

delivery, and customer interaction).

4.3.2 TheEuropean Union

The European Union is probably the actor with #rgést amount of in-house and external
translators (including MLVs and freelance trangisito
Naturally, it has integrated TQM in its daily adti®s, pursuing a poor-quality cost model.

As such, it maintains the following action catalegu

7 Called Quality Verification
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Table 4.7: Poor-Quality Costs in DGT [EC Report20d11 et seq.]

Quality control of in-house translations (revision/cross-reading)
Specifications of calls for tender
Terminology
B Documentary and language resources, style guides
Prevention Translation tools
costs

Planning of translation (so as to ensure deadline compliance)

Dealing with unclear or poorly drafted originals®*

Pre-processing of translation

Recruitment - selection procedures

Training

Evaluations of operations

Customer satisfaction surveys

Evaluations of external translations

Audits

Quality control of external translations + corrections

Internal_ Applications of penalties to external translators in case of late delivery or
error/failure insufficient quality

costs Handling of unsolicited feedback before publication

IT problems, leading to a slow-down of the translation process

Handling of corrigendum requests

Handling unsolicited feedback after publication

Extra work created for managers who have to take action in case of poor
quality

¢ Costs of publishing a corrigendum (adoption of corrective act by the
Commission + the EU Publications Office).

Appraisal costs

External_ + Handling of Ombudsman complaints
error/failure e Loss of reputation for DGT (because of translation errors or late delivery)
costs « Image damage for the Commission and the EU, passible political

consequences (absence of response to political initiatives, less adherence to
the EU project...)

s Legal uncertainty; costs incurred by economic operators because of court
cases and/or corrigenda with retroactive legal effects

e Possible lawsuits holding the EU/the Commission liable for a damages
suffered

As can be seen in Table 4.7 it has implemented pQlkies on all levels. However, they
deal rather with poor-quality cost avoidance. Thakffow chain at the European Union
goes as follows:

1) “Contacts with the requesting services: monitorimj translation demand,
suggesting ways in which DGs could control demaorthritising, anticipating
time-table constraints.

2) Contacts with DGT'’s translation units (TUs): infamg TUs of the translation
forecasts, helping to organise the operational aspef complex files or files
accompanied by specific instructions (General Repdyudget amended
proposals, codifications/recasts, etc.).

3) Applying the Commission’s Translation Strategy SE006) 1486 (length,

languages, type of document) and assessing thebifagsof the deadline
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indicated by the requester. Where necessary thanitlg unit renegotiates the
deadline with the requester.

4) Quality checks of the originals of documents suleahitfor adoption by the
Commission (Legis Write51, format, etc., not theteot), availability of reference
documents + categorising the documents as belongirgne type of text, which
automatically allocates a quality control level tile document. If a TU detects
errors or omissions, the Planning unit correctsshe

5) Random quality checks on formatting after the tiaien unit has closed them
(LegisWrite, pictures and tables, number of foatsot.).”

[EC Report 2012: p26]

Looking at all these aspects would go beyond tlopesof this paper. Therefore, | will

exclusively consider the aspects that concern veenluation and vendor policies.

As of 2010, the EU had outsourced virtually 30%t®fvorkload (= some 100,000 papers).
The EU applies a 60:40 quality-price ratio and sgspDIN EN 15038. [Ahrend 2011]
Their vendor ranking is subject to monthly modifioa based on the translation quality
provided as well as other variables. [EC Report22@ll7] Since evaluation is an integral
part of their translation policy, samples of allisnurced translations are evaluated on a
regular basis (evaluation concerns 10% of the dectiymo less than 2 pages and no more
than 10 pages per document). [EC Report 2012: fg&74uality criteria comprise the
following dimensions:

» Completeness (no unjustified omissions or addijions
Coherence, accuracy and faithfulness (also in coswato the ST);
Proper quotations (includes checking them);
Consistent terminologyirter aliain accordance with reference material);
Clarity and register of target text;

Syntax, spelling, punctuation, grammar, typography;

YV V.V V VYV V

Formatting (respecting the format of the ST (Legig®y including Codes und
Tags);

» Deadline(s)

[EC Report 2008: p6 et seq.]
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The above-listed variables determine the grade€thassigns to a translation product.
Grades range fromery goodto unacceptableincluding the hierarchygood, acceptable
(new criterion) — just acceptabl@mplies the need for revision and is rather negti

below standardVendors will be ranked in accordance with theiutess [EC Report 2008:
p6]

Poor quality is not always immediately penalised las an immediate effect on one’s
ranking order (below standard is penalised withaaning and a 10% penalty (cf. Table
4.8)). [EC Report 2012] Actual delays in renderitige translation are immediately
penalised by the EU (10% discount for each dayetdyd[EC Report 2012: p17]). More

information on the grades is presented in Table 4.8

Table 4.8: EU Quality Points [EC Report 2012: p17]

Unacceptable Requires extensive revision + involvement of DGT's internal

(0 points) committee for the evaluation of external translations.

Below standard Warning to the contractor + 10 % penalty.

(4 points)

Acceptable Mediocre quality, just about sufficient, but contractor moves down

(6 points) in the dynamic ranking>3.

Good (8 points) Meets the quality criteria required in the tender specifications and
is usable "as is" ("en état")>*.

Very good (10 points) Requires no modifications by DGT.

For all translations deemed to represent any godluer tharvery good feedback must (!)
be provided to the vendor. All evaluations beingptyegood have to be modified so that
the end customer in the EU receives proper quahtyslations. While in theory, the DGT
could have the translation sent back to the ventiar hardly happens, since it would, first,
imply higher costs due to the necessity of a searaduation, and, second, result in a
delay so that deadlines might not be met. [EC Regik2: p18]

Even if each translation is revised and reviewiid, is an integral part of TQA. In theory
(and even if this is not the case), each translatioght to be of perfect quality upon
delivery, even more so, as DIN EN 15038 is perpgitagoplied. While in 2010 virtually
60% and 30% of total translation work were graded/ goodor good respectively, 10%
had to be revised and adapted. [EC Report 2013: p18
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This will also have incurred internal costs in terof poor external translation costs.
Further, it implies that in 40% of all cases feedbb&ad to be given to the vendors

involved. Again, this will have caused further poprality costs?

Arthern (who once headed the former Council of Bueopean Communities) developed
an evaluation model of revisers for the EU in t®80s and 1990s. He calculated their

scores on the basis of the following formulae:

“S= X+F/2 + U/3" ([Arthern 1983] in [Mossop 2007 a])
and
“S= X+F" 1 ([Arthern 1991] in [Mossop 2007 a])

whereby

X designs a substantive error left unchanged apdokced by the reviser, F refers to a
formal error left unchanged, U stands for an unssm&y modification made and C
represents a necessary correction or improvemergadability. Both formulae produced
virtually the same results. [Arthern 1983] in [Mops2007 a])

4.4 Remarksand State-of-the-Art

As illustrated in this chapter, quality is a buignigsue in the translation industry. There is

a common understanding that TQM is more than teeofi€AT tools.

¥ TQA and TQC are, even if separated by virtue ebti, closely connected so that often
TQA will still result in TQC or at least in feeddato the vendor. Still, any agency should
think about the degree at which any action shcalté place, as each action costs time and
money.

19 Revised formula
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Even if they have simplified work in the translatiandustry by overwhelmingly
contributing to consistency, coherence and a higlzee, they are somehow limited in
scopejnter alia, due to the risk of:

» Misinterpretation of the ST

> Non-detection of poor stylistics or an inapprog@iahoice of language register

» Limitations (cannot do more than defined in thesglry being used for the check)

> Detection of false errors due to different paramseie ST and TT

> No rectification of errors inherent in the ST

[Gerasimov 2006]

At present, norms, approaches, initiatives anddstats are either of normative nature or
too vague. Even the ground-breaking DIN EN 1503@&ismed to be vague as it does not
make provisions with regard to how revision shallet place (i.e. how many pages does a
reviser (have to) revise per day; when will they dercharged?), and reviewing is
optional.

Moreover, most initiatives are targeted at the ilovk While optimising the workflow is
likely to have an impact on the end product, tluesinot diminish the necessity to monitor
the end result. Yet, only few initiatives reallyadlevith the possibility of quantitatively

assessing translation output and, what is moréegond any normative ideas.

Martinez et al. are not the only actors that uayetie introduction of scales. This includes
the use of objective criteria that define erroretypa scale concerning error seriousness
based on functionalist criteria, yet without fixemefficients, non-neglect of good
solutions, and a flexible assessment methodologyhekgby the latter provokes

controversy). [Martinez et al. 2001]

It seems that until now, the fact that the trammhafield is so heterogeneous (with texts
ranging from email correspondence to literary wahkd highly specialised LSP texts) has
been widely used as a counter-argument to the ijaatibn of data, not to mention TDP,
and Quality Assessment. | dare claim that priodiszussing the degree of flexibility of
any approaches, there is need to develop theseaqgtmms and formulate a sound basic

methodology which allows for measuring those thitigg can objectively measured.
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Performance Measurement Systems (PMS) are defsédlaws:
.Prozess zur ldentifizierung und Quantifizierungnvaeistungsindikatoren
(Kennzahlen), die eine Aussage Uber das Mal} deleriehung bez.
Qualitat, Zeit und Kosten ermdglichen (Performand®@)e Leistung ganzer
Unternehmen, von Geschaftsbereichen, AbteilungeA. unuss aus
verschiedenen Perspektiven gemessen werden.*
[Gabler 2012]

They are already being frequently used by busisestiger than the translation industry.
They use key performance indicators (KPIs) andigthinbe worthwhile considering their

introduction in the translation industry.

% Translation by the authoProcess to identify and quantify performance inttics (key
numbers) which allow for information about the degrto which objectives have been
reached, quality, time and costs incurred (perfonog). The performance of entities,

sectors, departments and so on need to be meadwimgdifferent angles.



Chapter 5

|mplementation of a TDP Model for
TQA - A Real Life Example

In real life, TQM is often exclusively carried outthe form of TQC and on a per-project
basis. This results in inconsistent and subjecata, a lack of case and vendor histories as
well as subjective data gathered from multiple sest (that may, at times, express many
subjective and preferential opinions). Even ifdtwidely acknowledged that TQA and
TQC are closely connected, T&As, as mentioned in the first part of the undexyi

document, just normatively addressed in the tréoslaiscourse as such.

Having scrutinised existing ideas, approaches,dst@s and initiatives, the question of
how to (best) design and implement holistic TQM miedare deemed to remain

unanswered, for there i tangibleguarantee for quality-output.

“e.g. PMs
?2 (meaning how to steadily and sustainably measemelar performance and the evolution

of the translation processes and quality delivered)

68
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Since it is this paper’s aim to prove that a mooéistic TQM and thus a shift towards
TQA are necessary, the following sections will,réfere, be dedicated to an empirical

case study:

eurocom Translation Services GmbH. (hereinafteo@m) — a DIN EN 15038-certified

Vienna-based MLV that provides its customers wittmglation and localisation services —
has implemented a set of procedures to ensure T@hg eurocom as an example, the
case study will present ways to implement a hali$®A model including a new (steady)

vendor and translation quality evaluation scheme.

The Workflow and Quality Metric developed by thengmany shall serve as a point of
departure. Maintaining the principles of the Qualtetric, the following sections deal
with both the respective tools used at the diffestages of the workflow and the question

of how TQA is implemented at each different stage.

5.1 Workflow and Quality Metric

The following sub-chapters will be dedicated to thenpany structure at eurocom, as well
as the tools it uses for TQA, and more importanthgir new TQA approach, which is
currently being developét (The modification of their TQM model and implentetion of

a new quality architecture was the result of tla@in to enhance quality and transparency
through a more holistic and multifaceted TDP mathelt can merge all relevant results

into a retraceable total quality indicator.)

3 Empirical investigation of action chains and wéokfs are deemed to be the best and
only way of formulating more holistic models. Sinttee entire industry uses different
technology in their work processes, normative digdims of KPls and TDP models would
remain limited in scope.

* The process started in January 2012 and is stithmpleted.
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Head of
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Head of
PM
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[ I J [ VM J [Maggfiem} [ PM JPM JPM }PM ] }

Figure 5.1: eurocom Company Structure

Having completely outsourced their translation @y by assigning vendors who work
according to the principles of DIN EN 15038 witlosle tasks, eurocom offers translation
project management (whereby non-DIN-EN-15038- confdraft translations are only
accepted if required; machine translations or draftslations are not part of their offer)
and other activities such as TDP, terminology mansnt, et€. To do so, eurocom uses
the tools below for TQM:
» LTC Worx
VM Tool
Verifika
SDL Trados Studio
SDL Passolo
SDL Multiterm
goAnalyze
X-Bench (yet, used only by vendors)
globalReview
quickTerm
smartQuery
Additional smaller tools such as in-house develapadros
Internal WIKI

YV V.V V V V V V V V V V

> The scope of this paper, however, is too limitedconsider any aspects apart from

translation project management targeted at TQA.
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It is worthwhile mentioning that eurocom closely llaborates with Vienna-based
Kaleidoscope Ges.m.b.H. This has proven a veryfificooperation, as it has led to both
further development of Kaleidoscope language smhgtias well as the production of
tailor-made solutions for eurocom. The followingtsens will deal with the roles of VM

and PM, inclusive of all stakeholders involvedhiege processes.

In order to implement a thorough TQA model, the kflow cycle and the different tiers of
action (where TQA checks and TDP make sense) neusklarly defined. Therefore, let us

first take a look at their traditional workflow dgc
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State of the Art Processing Model

Translate + (1) Proofreading by
Third Person + Quality Check:
Consistency, Spelling, Grammar,
Terminology/

—

Quality Assurance:
Terminology, Consistency,
Grammar, Spelling,
Customer Requests

Upload Target File

Acknowledgement
of Mistakes found;

J Correction

No Minor Severe

Mistakes Mistakes Mistakes
Share File(s) with |
Reviewer
Commenton

Share File(s)
with Vendor

Reviewer's Remarks

Accept Reviewer's
| Remarks

l

Share Target Text(s)

Receipt of
Translation

with Customer/
Create Invoice

Post-Management:
Enter terms into TM;
fillin End Report;
Calculate Price-Quality Ratio

Customer Project Manager Vendor Reviewer
Translation
Request \
System Notification /
Receipt of E-Mail/
J, J Formulation of Offer
Receipt of Receipt of
Offer-Not Offer -
approved Approved
UploadsT
File(s)
Share File(s) (+ Customer
Requests as ified in
Order) with Vendor N
Receipt of Order/
Formulate Questions
{Queries), if any
Communicate Questions
{Queries) to Vendor
Answer
Questons! ‘ M
{Queries) |

Reviewing (NOT
Copywriting)/
Share End File(s) with PM

Reviews Vendor's
Comments{Reviewer's
decisions are binding)

Figure 5.2:

eurocom OIld Workflow
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It makes sense that, if meant to collect data fatinstages of the workflow, TQA must be
implemented at both the review and TQC-level (e@rrout by the PMs) and take into
consideration other factors (, which are more d#f¢ to tangibly measure) such as
queries, feedback or customer complaints. Only ttzenit produce steady and meaningful
results. Besides, additional factors, including bat limited to general information on
deadlines, and constructive input by vendors, ety also play a role when measuring

vendor performance.

Against this background an optimised TQA workflowodel was developed at eurocom.
The boxes in red are the modified stages and tkesbframed in red as well as the red

arrows illustrate the intersections where TDP itat@ place and produce KPIs:
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Translation Data Processing Model

Customer Project Manager Vendor Reviewer
Translation
Request l

System Notification /
Receipt of E-Mail/
L l Formulation of Offer

Share File(s) (+ Customer
Requests as specified in
Order) with Vendor

Receipt of Receipt of
Offer -Not Offer -
approved Approved
Upload ST | §
File(s) |

i database or formulate
| questions, if any

inthe
database tool

] Translate + (1) Proofreading by

| Third Person + Quality Check:

-——| Consistency, Spelling, Grammar,
Terminology/

Upload Target File

Quality Assurance:
Terminology, Consistency,

Grammar, Spelling, |
Customer Requests |

Acknowledgement
of Mistakes found;

[ Correction
No Minor Severe
Mistakes Mistakes Mistakes

Share File(s) with

Reviewing {(NOT
Copywriting)/

hetEe: Share End File with PM
. Commenton
! Reviewer's Remarks
i Share File(s) i 3 !
| with Vendor ' |
Accept Reviewer's Review Vendor's
Remarks Comments(Reviewer's
Decisions are binding)

|

Share Target Text(s)
with Customer/ S +
Create Invoice |

v

Receipt of Post-Management:

Translation Enter terms into TM;
fillin End Report;

Calculate Price-Quality Ratio

Figure 5.3: eurocom New Workflow
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The next step in developing TDP models is to comevith a sound metric. As SAE J2450
seemed to be the best developed and thereforesmitstl language initiative for eurocom,

it was chosen as a basis.

Figure 5.2 illustrates the traditional quality netased by eurocom. In fact, two factors
made it necessary to simplify the metric:

Firstly, TDP ought not to become too time-consuniicfg break-even point and economic
aspects in Chapter 4.2.6). Secondly, some actodvied in the TQA-process are not
linguists (e.g. reviewers) but technical expertsergfore, the set of chosen variables must
be chosen and formulated in a way that it is ceneisd understandable even for non-

linguists.

Table 5.1: eurocom Old Quality Metric - Example

S eurocom’

TRANSLATE YOUR BIZ

Vendor

L anguages

Project number

Date

#Wordsin the

Sour ce Text

Deadlines

Error categories WT WM OoM SE SP|PE]| E

Points 2 5] 2 51 2 4 2 4 13]1 2|1 3

Document 1 1 5

Document 2 1

Document 3 1 1 6
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Document 4

Document 5 1 1

Document 6 1

Document 7 1

Document 8

Document 9

Document 10

Document 11

Document 12

Document 13

Document 14

O| O] O O] O] O] O] O | N OO ©

Document 15

P

FINAL )

RESULT
Total 0| 5 2| 5| 2| 0| 2| 4{1/0/0({0(1|0 -

5 7 2 6 1| ol 1 0,0275

Style Assessment Comment(s)

Please choose

General Comment(s)

Key WT Wrong Term | Wrong term used

Wrong
WM Meaning Wrong meaning expressed
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oM Omission Omission
Structural
SE Error Grammar, syntax, etc.
SP Misspelling Spelling
Punctuation
PE Error punctuationinter alia numbers
ME Miscellaneoug diverse, tags

green = mandatory fields (in accordance with the respective
number of documents)
yellow = facultative fields (additional

infor mation)

In order to, thus, simplify the “old” metric, theanables as laid down in SAE J2450 were
regrouped into Terminology, Grammar, Spelling, Wyomeaning, Styf8 and Other

including a mandatory “Comment” field.

Table 5.2: eurocom New Quality Metric in ComparisorSAE J2450

Category Name/Abbrev. Sub-Classification/Abbrev.
Wrong Term/WT Serious/s Terminology
Syntactic Error/SE Minor/m Grammar, St§fle
Omission/OM Wrong meaning
Word Structure or Agreement Wrong Meaning,
Error/SA Style/Grammat®
Misspelling/SP Grammar

® This is where eurocom’s approach strongly difféfrsm SAE J2450 and other
approaches for TQM in LSP.

2" Categorisation subject to modification

28 Categorisation subject to modification
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Punctuation Error/PE Grammar
Miscellaneous Error/ME Other
Style

Regrouping the categories into new classes meanttia weights assigned by SAE J2450
could be maintainéd The following weights were finally jointly decideupon by
eurocom and Committee 239 (ON-K 239) of the Austri&tandards Institute

(Osterreichisches Normungsinstitut), yet they alget to modification.

Table 5.3: Adjusted Weights for eurocom TDP Model

Error categories Terminology Grammar/ Wrong Style Other

Spelling M eaning

Points (minor/serious) 2 5 1 3 2 5 o 2 1 3
The above-presented quality metric will, hencefooehused in the event of serious
complaints. Then, a proven vendor will fill in thew quality metric (cf.

Table 5.4). The end result will be inserted inmamon VM toof’.

Table 5.4: eurocom New Quality Metric

S eurocom’

TRANSLATE YOUR BIZ

Vendor

Language
combination

Project no.

9 |t was proposed to take the average of the reg@@AE J2450 categories.

%0 At present, a solution on how to automaticallygerss these results and merge them into
a common VM tool, which collects, stores and preesshe numerical end results of the
new TQM process is being developed. One difficidtyo merge KPIs tangibly and weigh
them correctly.
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Client

Reviewer

Date

Word count source
text

Delivery period
(days)
TERMINOLO | SRAMMA T WRONG | o1y | oTHE
_ GY R/ MEANIN “E | R
Error categories - SPELLING G = —
Points
(minor/serious) 2 5 1 3 2 510 211 3

Samplefilel

ENTER NUMBER OF ERRORSBEL OW

Samplefile 2

Samplefile 3

Samplefile4

Samplefile5

Samplefile 6

Samplefile 7

Samplefile 8

Samplefile 9

Samplefile 10

Samplefile 11

Samplefile 12

Samplefile 13

Samplefile 14

Samplefile 15

O|O|0O|0O|0O|O(O|O|O|O|O|O|O|O|O

TOTAL

FINAL
RESULT

GENERAL
IMPRESSION

Evaluation

Comment

MISCELLANEOUS

Comment
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green = obligatory
fields
yellow = optional fields (additional infor mation)

As highlighted by some authors (cf. [Cruces Cola@01: p816] [Martinez et al. 2001.:
p281 et seq.] Sager 1989 in [Waddington 1999: p3Seq.] [Larose 1998: pl6]), the
error's effect or impact on the entire text mustthken into account when measuring
translation quality. Accordingly, the two most coomn criteria relating to this

characterisation are the nature/type of error hait importancémpact. [Conde 2011]

Yet, the question of how to objectively measure determine the latter still provokes
controversy. eurocom — and generally-speakingintiaestry — will have to decide on how

the criterion of importance should be successfatig coherently measured.

On the one hand, SAE J2450 already suggests anceategorisation framework. On the
other hand, some scientists also highlight anadtheortant fact: the location of the error

and its influence on the impact, to which SAE J2d66s not refer to (cf. Chapter 4.1.7).

5.2 Vendor Management - Scope of Activities

Vendor Management (VM) lies at the core of a ML¥isccess. At eurocom, the VM unit
screens applications for fitness. | have developeliaft for a candidate evaluation form
for them, which is presented in Table 5.5, and exthio modification by eurocom. Any
assessed criteria were integrated in accordanck wxisting norms and initiatives
(particularly DIN EN 15038).
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Candidate Evaluation Form (Dr aft)

Mandatory Criteria

Scoring

1. Recognised higher education degree in transtation

OR: Equivalent qualification in any other subjeatgph minimum of two
years of documented experience in translating;

OR: At least five years of documented professiorpkgence in
translating.

translating;

2. Price-quality-ratio

3. SDL/Trados

4. Revision

5. References

6. Only translates into mother tongue

7. Overall impression

8. Additional years of experience (in accordandd ywoint 1)

9. Field(s) of specialisation

Optional Criteria

member of an association

court-certified translator

(Austrian) Trade Licence

Result

Note:

PASS/FAIL Criteria | Scoring

Scoring - highest score: 45

1. Recognised higher| Field(s) of specialisation
education degree in
translation;

OR: Equivalent
qualification in any

other subject plus a

1/field; max. score:dns
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minimum of two
years of documented
experience in
translating;

OR: At least five
years of documented
professional
experience in
translating.

translating;

Price Additional years of experiencg 2/year; max. score: 20 points

(in accordance with point 1)

Only translates into mother 1 point

tongue

References 1- points
Overall impression +, -
Revision/DIN EN 15038 5/15
certified

SDL/Trados 5 points
Optional criteria +/-

At this point, it should be mentioned that, evethi criterion of association membership
has been integrated into this form, it provokestimmersy among experts. For instance,
McDonough Dolmaya from York University, Canada, weg that associations have
different codes of conduct for which the evaluatimh membership as a measurable,
meaningful variable is difficult. After having ayakd 17 codes of conducts from different

associations, she reached the following conclugiobonough Dolmaya 2011]:
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Table 5.6: Ethical Issues addressed by differespéiations [McDonough Dolmaya 2011]

Topicsdiscussed in the Transator sCafe.com " Ethics and

No. of codes with principles

Professionalism" Forum addressing these issues

Rates 245 posts 9 of 17
Professional development 222 posts 9 of 17
gl);;hi%tcrlﬁzggtilr?Trates") 85 posts 11of17
Professionalism 75 posts 17 of 17
Accuracy 74 posts 12 of 17
Subcontracting 50 posts 15 of 17
Advertising 43 posts 9 of 17
Working languages 25 posts 8 of 17
Software/Technology 33 posts 0of 17
Competence 16 posts 17 of 17
Terms/Working conditions 23 posts 3o0f17
Texts for illegal/immoral ends 17 posts 50f 17
Copyright 11 posts 2 0of 17

Nevertheless, the criterion of associate membensiaip be viewed as a plus since it is an
attempt to attain increased transparency and eetanality.

Those applicants who fulfil the necessary critédabe eligible and who attain the best
results in the vendor evaluation form (cf. Tablg)3nake it into the final selection stage
where they must provide eurocom with a test traiasiaOnly if the latter contains a total
of errors lower than the threshold of 0.03 (acauydp eurocom’s quality metric), will the

vendor be added to the vendor pool that is patte@tompany’s own VM tool.

At present, one employee is in charge of VM. Hetieduinclude vendor recruiting and
vendor development as well as the newly implememt@d supervision. Overall strategic

VM is situated with the Head of Operations.

Once a vendor has been added to the vendor ligtantinished their first project, the VM

unit decides on their position on the ranking lisénceforth, according to the results
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obtained in TQA (cf. Table 5.7). They are rankedoading to a hierarchy of points from
0-20. This is illustrated below:

Table 5.7: Vendor Ranking

Points Result

0 Blacklisted (after a project showed severe migta@kehere are continuous quality issued)
1 Worst alternative

3 Entered into system, no project assigned yepmetended by VM

4 As 3 but already completed test translation

5 Good vendor, used regularly

10 Excellent vendor

20 Vendor of trust

This is a huge step forward. Until now, this hasrbdone in accordance to the discussions
led in the weekly PM meetings. The latter beatssrizf bias. In the worst case of errors, a
vendor was (and will be) blacklisted internally.tYthis is the very last step after all other
quality measures (including feedback and commuigicathave failed, and such action

will not be generally communicated to vendors.

5.3 Project Management - Scope of Activities

Project Managers (PMs) are eurocom’s motor andrensmooth functioning processes.
Their activities range from the receipt of any resps and orders by customers to the
transfer of the target text(s), including TM manaeet, invoicing, eté*

On the one hand, eurocom — as a DIN EN 15038 igglthiusiness — exclusively works
with subcontractors (in this case: vendors) whokworconformity with DIN EN 15038.
On the other hand, there are two further stageBQA they use in order to provide top-

quality work, whereby one of them is mandatory #ralother one is a facultative service

%1t is worthwhile noting that big and regular custrs work with PM teams at eurocom.
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(subject to the customer’s requirements). In thedatory stage the PMs check the entire

translation (cf. Chapter 5)

The voluntary stage of reviewing is — as proposgdiN EN 15038 — an in-country
review supervised by the PM and carried out by resleexperts at the customer’'s
company.

Furthermore, in addition to their duties of projezanagement, each PM is assigned one
task of specialisation such as DTP or terminoloblyis way, the company can harness

synergies.

PMs receive customer requests either through Mifrd3utlook or directly via the Project

Management tool LTC Worx. As stipulated by DIN EBOBS, requests (even though they
need not necessarily be followed by an order) ssggaed quote numbers. LTC Worx can
be used for the entire management process, as liecaccessed (with different rights and

features) by PMs, vendors and customers alike.

Once the customer approves the order and all qusséire settled, they upload the files to
be translated and add all relevant data. The Plcteln available vendor considered
appropriate for the task (the vendor list is digpthin LTC Worx), bearing in mind a great
number of variables such as price or that tramsiatvorks ordered by big and regular
customers always require the same vendor. Besatggiting an appropriate vendor, the
PM forwards the customer an offer, which is gerestdty automatically analysing the

source document via goAnalyze or SDL Studio.

Offering CAT-assisted translation, eurocom offeenslation-adjusted prices (taking into
consideration repetition and n%-matches in the cgouext) for each translation task.

Customer price lists are stored in LTC Worx, anel gjuote is produced automatically by

%2 which would not be necessary according to DIN E3038 as translation and revisions
are assured by the subcontractors and a translatoeemed to be "perfect” by the time it

is transmitted to eurocom
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the system. Similarly, vendor price lists are dfoire the system, and on the basis of the

word count, POs (purchase orders) for vendors raduged.

In the translation process, vendors may send qumsst{queries) to the PM by using
smartQuery (cf. Chapter 5.4.1). The PM contactsdh&tomer (who may then contact
experts in the respective fields) and gets batkeo/endors as soon as an answer has been
obtained. Vendors can directly access the datdbasee respective customer. This also is
an advantage if the same question has not beardraigd answered, yet, for it needs to be

formulated once and will be stored in the datalimsase it might pop up again.

After the vendor submits the proofread translattbe, PM uses Verifika (cf. Chapter 5.5)
in order to recheck the translation (yet, the gramaiheck remains with Microsoft Word).

It is worthwhile noting that the parameters used dioecking are communicated to the
vendors in advance. The latter are required toren@tia SDL Trados and Xbench (free
program)) that the parameters have been respdeted. if this is not always the case, the

PM check ought to prove that a translation is efiree.

531 LTCWorx

LTC Worx is the main project management tool usedusocom. It connects translation
process management and global content managemeonlyowith accounting and VM
tools, but also with front-end tools for lead angtomer relationship management.
Its main features include:

» Integration with SDL Trados Studio 2009 and Autaorabf the quoting process
General Project Management
Translation Management
Request Management
Order Management

Vendor Management

V V.V V VYV V

Reduced time, effort, and cost of large multilinigu@jects.
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> Integration betwee@uickquoterfunction and Trados Studio 2099
» Finances/Invoicing (cf. [LTC 2010])

o, EUrocom

Startseite
Swisie | Worcensos | Kortskie | Frwm | Gewhie | Aden  Menfofl il

Anfragen..

na

..............

Newe Koatakte (warten auf Fresgabe)

naoas B M QG " b

Figure 5.4: LTC Worx Menu

Once a request has been formulated by the custtheegvailable information is inserted
into LTC Worx, where it is assigned a number arldvant customer data is added (cf.
upper left column in Figure 5.5). If approved (afte proposal and cost estimate were
forwarded to the end-customer), the request isstoamed into a project (cf. upper right

column in Figure 5.5). The cost estimate is producging an LTC Worx and Trados:

% a CAT translation suite, which present a platf@mapable of generating accurate quotes
in a faster and more fluid fashion
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o, €urocom
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[ Praject warkfon - Gffen -

=Dsiem

Daten

Startdatum Lisfertermin (Kunde) Lisfardatum Abschiussdatum
] e ROl [iific]

Figure 5.5: LTC Worx Request Management

Having selected the documents to be analysed, ke ®ibsequently choose the TM

against which the source texts are to be analysked-igure 5.6, Figure 5.7 and Figure
5.8).

Batch-Tasks —g
Wahlen Sie eine(n) vordefiniete(n) Task bzw. Task-Sequenz, oder erstellen Sie eine benutzerdefinierte Co
Task-Sequenz.

Task-Sequenz; [.‘haiys-e V] ['_I'a_sk-§equer;aaﬂ... ]
Details I
|

Beschreibung:

Analy?.leri Dateien gegen das Translation Memony und erstellt Statistiken Ober die zu erwartende Wiedervervendung
friherer Ubersetzungen in dem Projekt. Disser Task verwendet Master-Translation Memorys, falls verflighar.

| <Zuick | [ Weter> | [Fotgstelen | [ Abbrechen

Figure 5.6: eurocom Source Text Analysis 1
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Prifen Sie die Einstellungen fir die ausgewahlten Tasks und klicken Sie auf ‘Fertig stellen’, um die Tasks zu
starten.

Dateitypen Translation Memorys und automatisierte Ubersetzung
Uberpriifung Wahlen Sie Translation Memorys sowie automatisierte
Sprachpaare [betsetutgssuvuﬁraleSpmd‘paaeaumdbaMnmSeob
= Alle Sprachpaare
= i EEEEEEEREETN b Hinzu - @ Anlegen - | (7 Einstellungen... | 3 4 |
+ Suchen
- Abziige Name Aktiviert Suche Abzug Konkordanz /
-~ Filter o I 0
- Aktualisieren
sv-SE\PR12_0014
Sprachressourcen - 4

([ Termbanken
([ Batch-Verarbeitung Sprachpaare mit anderen Ubersetzungsquellen

) German (Austria)->Swedish (Swede Fur die folgenden Sprachpaare werden Cbetsetzu_ugsmelen verwendet, die
nicht unter allen Sprachpaaren aufgefuhrt sind. Prufen Sie je nach Bedarf die
Eintrage auf dieser Liste.

Name Aktiviert Suche Abzug Konkordanz Akt

sz [ wee> | (Fsigasin] [otmomn

Figure 5.7: eurocom Source Text Analysis 2
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Figure 5.8: eurocom Source Text Analysis 3
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54 Trandation Data Processing for Quality Control

The following section is dedicated to the integnatbf TDP into TQA. By retracing the

workflow at eurocom, | will demonstrate how TQCdarried out at eurocom and prove
that TDP can be inserted into an existing TQC &echire in order to create a holistic
TQA model. It goes without saying that the toolplained below are, like the case study

presented herein, an example used for the sakamfieism.

54.1 smartQuery

smartQuery is Kaleidoscope's approach on how to wueries into know-how. The
company summarizes its inherent advantages asviallo
» ‘“log and categorise translator queries accordingset but customisable criteria
» answer, return and delegate queries between venBdis, customers and subject
matter experts
» search existing queries according to languagestacusrs, projects, vendors, etc.
» push language-independent queries and answerset@ittire translator team in
all target languages
» report errors in the source text back to the authiora structured manner
» re-use terminological queries as term candidates doickTerm or as a TBX
export for term bases”
[smartQuery 2011: p3]

The system - a role- and web-based web-portal tufes status and user filters, which
enable users to receive task lists of open quarieseverything related thereto (inclusive

of a digest function). [smartQuery 2012 c]

The categorised query management system hides aumadvantages:

First and beforehand categorised query managentiemtsafor traceability. Furthermore,
the program ensures that all actors are up-to-ddteady before submitting a query, they
can check in the system if a query has already babmitted and answered in the past.

Even if it has not yet been submitted and answeleghing queries results in the
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collection of queries — sound knowledge of which #Ms will always have control of

(due to the database that is being created). [Quary 2012 c]

[- SEeE
/@ Tracking * N i
<« C' | @ localhost:90/smartquery/Tracking/Terminalogy w A
v'\/elr:nmérTrgr!s\atir\

| Engish [=]

¥, ©
)I:t,‘{ smartQuery

My view New query Search Tracking My account

Terminology Other

Logout

show | 10 [=] entries

Author &

e ol e 5w Profect w [peadine s | Assigned to w Upchh::! o sms w

+ Test TestPif1
) 2.
(+) Transiatory  "Vhat doss this mean’ HUZTK i

Test Pt

G i
Was ist das bitte? Dannbrammenstranggiefianlage Project manager

Translatort

Fiter by status [ =]} Fiter by cent [=] Project1 Fiter by assigned user [ ||

Showing 110 2 of 2 entries (fitered from 3 total entries)

Action

Wersion: 1.0.8.0

Figure 5.9: smartQuery - Query Database

Further advantages consist of consistency and eifiidency as the PMs

and the

customers will not be bothered with answering ggemore often than once. [smartQuery

2012 b] The questions are divided into sub-categorfinally, smartQuery ensures that

information is exclusively used in a customer-sfieevay so that no business secrets are

revealed. [smartQuery 2012 a]
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Figure 5.11: smartQuery - Query Categories
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Even though an infinite number of roles can bergsfivia smartQuery, one very typical

setting may look as follows:

)
| smartQuery {1\
> Trenslator - |
= |. database | #,l
\ Y,
| A
Answer New guery
Fy Project manager
Delegate
Answear
Iy Client
Delegate
Answer *
| Subject Matter
Expert
Y Y
/ /
Translation T I
|
v

L .\
Figure 5.12: smartQuery - Workflow [smartQuery 20{4]

5.4.2 globalReview - From Quality Control to Quality Assurance

globalReview (gR) was developed by Kaleidoscope.i@ésH. It is used for reviewing
and approving translations performed with SDL TsadAs eurocom exclusively works
with SDL Trados, the tool is perfectly suited teitih While version 1.0 was targeted at
TQC, version 2.0 is now targeted at overall TQAJ duture amendments will focus on

further implementing TDP.



94 CHAPTERS. IMPLEMENTATION OF AT DP MODEL FORTQA- A REAL LIFE EXAMPLE

It is important to note that Review Management (Rb) third persons who are not
translators but experts meant to work with the enaduct’, is an additional service
offered by eurocom to those customers who wishaiettheir translations checked by in-

country experts in their local subsidiaries.

If a customer decides to opt for an additional@evstage, the PM will control and manage
the entire process. If the customer opts for rewigvas an additional step, a reviewing
stage will be added to the workflow without havithg end customer be noticed thereof.
The latter will therefore not be bothered with mavito file an additional request, or
additionally commission the company with this tdsistead, the end translation submitted

by the vendor will automatically be processed aaddferred to the review-stage.

For a project to be reviewed the PM creates a nmjeqt in globalReview and the
translation to be reviewed is uploaded by the PMaam as it has successfully undergone
the mandatory TQA-check. Then the respective resisvare given notice thereof so that
they can commence their work. Any of their remaatesfirst checked by the PM and made
visible in the system to the vendors for a finaédh If there are any comments on the
reviewed document by the vendor in charge of tedisl, the respective reviewers have to
read the translation through one more fin&heir final decisions following the second
review are binding. Not only do the PMs finally igesthe end product to the customer,
but they also update the TMs and, if necessarytilvarim.

Reviewers are meant to check on the compliancéheftrianslation with the company-
specific terminology and its correctness with relgém technical contents and terms.

However, their role does not extend to checkintgsty the source text (language).

As Kinzli's study showed (even if it is a qualitettistudy and therefore limited in scope),
revisers (their background and experience notvétiding,) tend to neglect questions with
regard to the necessity of any changes, if they asé the TT for review purposes (cf.
[KUnzli 2004: p115 et seq.] [Arthern 1983: p53 eq ).

% As defined in DIN EN 15038
% (They will be given notice thereof by the PM)
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Yet, at eurocom, comparative revisions is a manglaiep in the mandatory TQA process
and vendors are not accepted on the vendor ltseif have not signed a form that third-
party revision is carried out by them (yet, there some minor exceptions to this rule).
With regard to gR 1.0 (the version used beforeqtmity enhancement process started at
eurocom in January 2012), reviewers had to abidféyollowing rules:

Table 5.8: eurocom Review Guidelines

Did the translator stick to the company-specifieri@ology?

Have you made your changes consistently througheudocument?

Do any of your changes falsify the meaning of tharse text?

Are all your corrections/annotations phrased cleanld unambiguously?
Reviewing is not copywriting! Only consider errarfsstyle if relevant.

If you are unsure which category an error belongsake the “severest” one.

If you are unsure of the degree of severity, ch@es®us

gR 2.0 comprises a much more substantive qualityiene

54.3 globalReview 1.0

As displayed in Figure 5.15, the reviewer ticks tlteen arrow between the Translation
and the Review columns if unsatisfied with the ol proposed by the vendor.
Consequently, the respective line in the reviewarewl will turn green and the translated
text be indicated in the translation column appe@iicking on the pencil, the reviewer

may than modify the translated segment or propoethar version.
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Figure 5.13: globalReview - Menu
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The floppy disk saves the changes made. Furthermsieg the i-symbol or ticking the
little white box, the reviewer can add comments alloose not to integrate their

modifications in the TM.

o X
|‘1"_

Figure 5.14: globalReview - Right Column

cﬂ Memo ‘ ‘Memnrysdafsdf }..y ‘Hernnrysdafsdf E)_|
ot — T 1 i

Memary|
M, =
=me =mory sdafsdf = o ()

Figure 5.15: globalReview - Adding a New Translatio

Finally, the tool box at the very bottom presehesfollowing additional features:

Display terms Ul Filter translator changes Ml Show annotated lines only M Match rate: m m U Q Save modifications v *

Ehow all changes M Filter reviewer changes Highlight changes Phrase: - Og @1 @gp Saveandclose Search & replace

Figure 5.16: globalReview - Features

Once done with the review, the reviewer changeséténgs taeview doneand contacts
the PM, who subsequently shares the file(s) withwéndor. In the first review round, the
vendor has the right to acknowledge any modificetimade or to modify the translation
again.

ranslation
Ja ‘Memu }9 ‘Marnnrys E)'” Mamory s
e }nvsm'os HK-5 }3) ‘AVENTDS HK-S E""

Figure 5.17: globalReview - Example of the Revieyitrocess
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Upon pushing the green arrow between the Review tAedTranslation column, the
reviewed entry will be posted in the translatiotuomn and may be edited by the vendor
by ticking the pencil.

Original taxt Translation Review [

Memory

emo » %“ memony = ) —

s s 5 s ;- .

N L] Der Spezialist fur kleine Hochklappen B | The specilist for small stay lifts |

Figure 5.18: globalReview - Vendor Mask

The vendor may also acknowledges any of the madi€ins madet'a ]

If no alterations are made (neither acknowledgementediting), the modifications are
deemed to have been acknowledged.

Translation Review It

3  Memory s ‘déﬂl Memaory = A [C]

 rrrr—— -
The specialist for small stay lifts éﬁl . |
'.'Prcwiding perfect motion for small cabinets with lift up Pru\rldlng perfect motion for small cabinets with lift up

7] doors is the goal of AVENTOS HK-5. It has been specially o G duurs is the goal of AVENTOS HK-5. It has been specially ﬁ D oo
designed in terms of size and performance to provide the designed in terms of size and performance to provide the
consumer a perfect experience. consumer with a perfect experience.

@ It is therefare perfectly suited to the cabinets positioned at & 4 D [E
the top of larder units and over appliances.
AVENTOS HK-S completes the existing lift system -

3} programme which includes: the bi-fold lift system (HF.:!, up é*' ﬂl:‘ [0z
n over lift system (HS), lift up (HL) and stay lift (HK)."'

3 | Less effort sdfsd for assembly and adjustment 543" Little effort for assembly and adjustment ﬁ D fioos
The symmetrical lift mechanism can be used on the left or & 4

Dokt @ ] -

oA o i = —

Figure 5.19: globalReview - Vendor Editing Pos#ileit

After having changed the status to retranslated,camtacted the PM, the PM assigns the

project to the reviewer. It is then the reviewets to reassess the translation.
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BE)  aventos_sample.ingd.xmi R atad - @ starnalt sternal B0 0O
_____ S ]
4
1 emo e e % | Memory s 3
Z
i AVENTOS HK-5 =4 AVENTOS 2 ABC ﬁﬁ |
1 ner Spezialist fur kleine Hachklappen The specialist for small stay lifts o f, | —
. Providing parfact motion for small cabinats with m up Providing parfact motion for small cabinats with m up
§ Mit AVENTOS HK-5 gibt es nun einen Klappenbeschlag, der ?
in GroBe und Kraﬁsuelcher Lelstung spaziell far kleinere doors is the goal of AVENTOS HK-S. It has been s ially ™y doors is the g oal of AVENTOS HK-S. It has been s| ially A)D_
designed in terms of size and performance to pre rovide the designed in terms of size and performance to pre rovide the
Hochklappen entvickelt virde.
nnnnnnnnn parfact axperienca. consumer v th = perfact experianca.
i Er e\gnet sl:h son—ut gut fur k\eme Kornusse =. B. ber dem Itis :herefore nerfe:w suitsd to the cabinats positioned at | 4
schrank ode he top of larde p () I
AVENTOS HK-S rundet das bestehende AVENTOS HK-S (Dmp\ tes t isting lift syste AVENTOS HK-S (Dmp\ tes t g lift syste
B mit Hochfalt- (HF), Hochschwenk- (HS), H Riife (HL) d programme which include: th b fold lift ystem (HF), up .  programme which include: th b F oie lft o ystem (HF), up {)D_
Hochklapp- (HK) Beschlag ab. n over lift system [HS), lift up (HL) and stay lift (HK). n over lift system [HS), lift up (HL) and stay lift (HK).
! einer Aufvand bei Montage und Justierung Less sffort sdfsd for assembly and adjustmant i | LessLittle sffort-sdizd for assembly and adjustmant f) ) —
1 Bis symmetrischen Krafspeicher konnen links und rachts The symmetrical lift mechanism can be used on the left or 2
uuuuuuuuuuuuu - = ol |

Figure 5.20: globalReview "®Review by Reviewer

The reviewer’'s second judgement is binding. The fBvards the end document to the
end customer and carries out all post-TQA stepsisgRrados-compatible so that any

changes made in the review stage can easily beschedged to the TM and multi term.

54.4 globalReview 2.0

globalReview 2.0 contains new features deemed ¥ialTQA. Most importantly, the
quality metric developed by eurocom (cf. Chaptdy) Bvas integrated into globalReview.
While version 1.0 only allowed for comments on tinanslation, the reviewer must
categorise errors when modifying any translatednsegs in gR 2.0. This is done by
clicking on the respective symbols in the right dhasorner. After completion of the
project, the PM can also check if any error categowere differently assigned by the
translator and the reviewer (for instance, theawer marks it as a meaning error, while
the translator marks it as a stylistic change) eswbncile them in order to produce an
objective result. Finally, a numerical value isanétically calculated on the basis of the
categorisations presented in the previous chapters.
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I Fronius String Control 250/30 & appositamente adattato ai requisiti degli Ho -
inverter centralizzati ramm/ape!
H style
@ Other rev
[ savers eror
4 # Cancel
7 e
o eurocom
Vendor Jvendor xyz
Language combination JEN-DE
Project number 12345
Date | (FXENE
Word count source |9.534
Delivery period 7 wveorking days
Error categories WT WM oM SE SP PE ME
points 2 5 2 s |2 a2 a4 [E | 2 1 3
sample file A1 2 3| 1 2 4 3 1 sof
sample file A2 5 1 1 3 2 1 ao]
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|stilistic impression | Evaluation | Comment |
Imedlmr;- I-:I\d notread well,_translation very literal I
|Miscellaneous 1 Comment |

there was enough time for translation therefire this does not explain amount of mistakes

Figure 5.21: Data Fed into TQA Matrix and VM Tool

Subsequently, the PM can download a TQA metricis(itutomatically filled out by
globalReview). In the end, the metric is importetbiLTC Worx, from where the VM
Tool can then pull the information regarding qualiThe merging process is currently

being developed.
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545 Error Categories

The following error catalogue was drawn up for glisteview 2.0:

5451 Terminology

When talking about terminology and terminology stamdisation, one should not forget
that, as ZerfalR mentions, terminology extractioraifighly subjective process, for it

depends on the degree of subject-knowledge. [ZQ08B: p21 et seq.]

Even if standardised LSP partly or completely undees the scope of action translators
have, there is some translational freedom even viheomes to LSP texts. [Horn-Helf
1999: p102 et seq.] Naturally, the use of wrongtein a translation may also be the result
of mistakes in the TM.

By way of example, a term base might contain noR-t8rms which have different
meanings. If the translator lacks knowledge or eepee, or if they just rely on what is
proposed by the term base, this will affect traistaquality. Such a mistake can only be

revealed in the review or the revision stage.

This category is targeted at wrong terms, inclusive
» Single wordgi.e. car),

A\

Multi-word phrases, if used as a single, lexicahsiituent(i.e. powertrain control
module)

Abbreviationdi.e. vol., cm),

AcronymgqGPS),

Numbers or numeral@ and 4,17 respectively),

Y V V VY

Proper names(inter alia trade names, brand names, registered trademdaks, p

names, and personal names) (i.e. European Union)

Table 5.9: Terminology Errors

Error Type Example: Source Text ~ Translation

Wrong Term: Serious
If a target language term
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is not in conformity with a

customer term glossary

Incorrect translation: Field: Automotive Serious
A target language term is  Industry

in clear conflict with de

facto standard English: German:
translation(s) of the source Parking Brake Parkbremsenstead of
language term in the Handbremse

respective field

Inconsistent use: Field: Automotive to be determined
A target language term is  Industry

inconsistent with other

translations of the source English: French:

language term in the same Accelerator Using bothpédale de gaz
document or type of andaccélerateur
document (unless the interchangeably

context for the source
language term justifies the
use of a different target

language ternf

Denotes a concept in the Field: Electrical Serious
target language that is Engineering

clearly and significantly German: English:

different from the concept Schaltplan Circuit planinstead of

denoted by the source circuit diagram

language term

Untranslatables Serious

545.2 Grammar

This category comprises punctuation, apostrophesteg, measurements, syntax, spelling,

typographical, and grammatical errors.

% e.g. due to ambiguity of the source language term
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Punctuation
Punctuation means any kind of punctuation errohwéard to , - ; " etc., concerning

words and numbers and numerals:

Table 5.10;: Grammatical Errors 1

Error Type Example: Source Text  Tranglation

Multiple spacing English: German: Minor
Tiresome screwing is  Daslastige Verschrauben
not required. entfallt.

Unintentional spaces at  English: German: Minor
the beginning/end of a  [...] becomes too hot. In [...] zu hei3 wird.Stellen Sie in

segment this case, put[...] diesem Fall [...]
Punctuation at the end of English: German: Minor
segment Screws Schrauben
Screw nuts Schraubenmuttern;
Spouts Tallen
Double punctuation English: German: Minor

Tiresome screwing is  Das lastige Verschrauben
not required. Instead,  entfallt.. Stattdessen [...]

(-]

Spaces around special  3/4 3/4 Minor
signs

Spaces around English: German: Minor
punctuation Instruction Sheet: Bedienungsanleitung :

Apostrophes and Quotes

Table 5.11: Grammatical Errors 2

Error Type Example: Source Text Trandation
Apostrophe - Wrong use English: German: Minor

eurocom’s eurocom’s

instead of

eurocoms or [...] von

eurocom
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Apostrophe - Wrong sign  English:

eurocom snstead of

eurocom’s

Quotes

M easur ements

Table 5.12; Grammatical Errors 3

Error Type

Example: Source Text

Minor

Minor

Trandation

Temperature and angular
degree signs

Space before

measurement units

Syntax
Table 5.13;: Grammatical Errors 4

Error Type

Example: Source Text

Minor

German: Minor

90 °instead 0®0°

Trandation

A source term is assigned English:
the wrong part of speech The throttle valve
in its target language connects to the

counterpart. accelerator pedal

The target text contains
an incorrect phrase
structure, e.g., a relative
clause when a verb

phrase is needed.

The target language English phrase:
words are correct, but in  This ship was built in
the wrong linear order Germany
according to the syntactic

rules of the target

language.

French: Minor
Le papillon des gaz

connecte a la pédale

instead of

Le papillon des gaz se

connecte a la pédale

Minor

German: to be determined
Dieses Schiff wurde

gebaut in Deutschland

instead of

Dieses Schiff wurde in

Deutschland gebaut
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Spelling
Table 5.14: Grammatical Errors 5

Error Type Example: Source Text Translation

Violation with spelling in
customer glossary (based
on the assumption that the
customer glossary is

correct)

Violation of accepted English: Portuguese: Minor

spelling norms in the Screw atarracharinstead of

target language atarraxar

The use of an incorrect or This refers to languages to be determined
inappropriate writing with different writing

system systems such as Japanese

Typos English: German: Minor

Screw Schruabe

Other Grammatical Errors

Table 5.15;: Grammatical Errors 6

Error Type Example: Source Text  Trandlation

Incorrect Morphology: English: German: to be determined
Incorrect use of the The vehicle is not Gewahlte Fahrzeug wird

morphological form, e.g., supported nicht unterstitzt

case, gender, number, instead of

tense, prefix, suffix, infix, Das gewdhlte Fahrzeug wird

or any other inflection in nicht unterstitzt

the target text
French: French:
Text messages were notLes messages textes n'ont pas
sent été envoyés
instead of
Les messages texte n'ont pas

été envoyés

Disagreement in any form  German: English: to erdeined
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of inflection between two Der Motor lauft The motor are running
or more (!) target language instead of
words the motor is running

5453 Wrong M eaning

This section comprises numbers and ranges, omsgsimditions and other meaning

errors.

Numbersand Ranges
Table 5.16: Wrong Meaning Errors 1

Error Type Example: Source Text Trangation

Inconsistent numbers English: German : Serious
[...] implemented as of [...] bis Marz 1918

March 1981 umgesetzt
Number formatting German: English: Serious
2,34 2,34instead oR2.34
Number sign Serious
Range Serious

Omissions/Additions

Table 5.17: Wrong Meaning Errors 2

Error Type Example: Source Text Translation

Partially translated English: German: Serious
segments, including a Read off instruments Lies die Geratdthe

missing prefix ab is missing)

term/sentence/paragraph/I
arger block of text in the  English: German:
target text Don't twist or bend the Die Elektrodenteile des
electrode portions of the belt ~ Gurtes durfen nicht
excessively Uberdreht oder
Uberdehnt werden
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Target identical to source Serious

Inconsistent number of Serious

sentences in source and in

target
Empty segments Serious
A missing graphic, if () it English Instruction Sheet with  German Instruction Serious
contains any text in the illustrations: Sheet with illustrations:
source text Step 3: Tighten the tripod stem Schritt 4:

screw in order to fix the

auxiliary tribrach in position
Any addition to the source to be
text, if deemed determined
unnecessary/
inappropriate/wrong

Note that the categomymissiondoes not imply that the source and target languamyes

must be in a 1:1 correspondence!

Further Meaning Errors

Table 5.18: Wrong Meaning Errors 3

Error Type Example: Source Text Example: trandation Severity
Wrong understanding of (a English Instruction Sheet German: Serious
part of the) source text concerning a Computer  Die n&chste Runde ist

Game: erreicht, sobald Sie den

Note: this does not apply to You will get to the next  Ritter mit dem Schirm

wrong translations of round, if you hit the auf seinem Kopf

single terms, since this is to knight with the umbrella schlagen.

be categorised as wrong  on his head

terminology Even if the English
sentence is formulated in
a rather ambiguous way,
it should have rather
meant:
Die nachste Runde ist
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erreicht, sobald Sie mit
dem Schirm den Ritter
am Kopf treffen.

Note: At best, the
translator out to have got
back to the customer on
this, before translating

the sentence

Lacking clarity of meaning English Instruction Sheet: German: Serious
in target text If you see the girl by Wenn Sie das Madchen
using the telescope,... MIT dem Teleskop sehen
5454 Style

This category deals with register, the correct ofgoices, tone and other questions of

style.

Table 5.19: Style Errors

Error Type Example: Source Text Trangation
Inaccurate use of German: English: Minor
active/passive voice Bitte Tlire geschlossen  Door to be kept close,
halten! please!
instead of

Keep door closed

Idiomacy/Wrong register as to the use of typical Minor
and customary
terminology for the
pertinent subject matter
field

Equivalency in style and Minor
level of speech between

source text language and

target text language
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Other
This category comprises linguistic errors relatethe target language text which does not
fall into any of the other categories suchrasr alia:

5455 Miscellaneous

Table 5.20: Miscellaneous Errors 1

Error Types Example: Source Text Trandation

Unexpected characters Minor or do not count

Initial capital letters German: English: Minor or do not count
Milch, Mehl,[...] Milk, Flour, [...]

Uppercase character after English: Minor or do not count

lowercase character Please, bEnd [...]

Bracket matching Minor or do not count

Tags

Table 5.21: Miscellaneous Errors 2

Error Types Example: Source Text Translation

Inconsistent tags in source do not count

and target

Spaces around tags do not count

Entities do not count
55 Verifika

At eurocom, PMs use Verifika, a trademark of Palek (registration pending), for quality
control.

By means of this software, location and formal emesolution is possible in bilingual
translation files. Included in a final report, dittected errors can be corrected. External
software (such as TagEditor) is not needed. Vexifidso features an internal editor
(reviews) and auto-correction. It is noteworthyntention that the software is still being
further developed, [Verifika 2011]
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Verifika supports SDL Trados® TRADOStag Documentix), SDL XLIFF (.sdIxliff),
MemoQ XLIFF (.xIf). [Verifika 2011]

At eurocom, the following settings are used in Yfeat

Common settings

Table 5.22: Verifika - Common Settings at eurocom

Omissions Untrans- Punctuation Quotes Measure-  Tags Numbersand Miscel-
latables and Spacing and Aposs ments Ranges laneous
trophes
Target Missing, Multiple Quotation Tempera- Incon- Inconsistent  Unexpec-
identical wrongly  Spacing marks ture and sistent  numbers (skip ted
to sourcé’  spelled angular tagsin imperial characters
manu- degree source measure-
ally signs and ments in
defined target  parantheses,
untrans- skip Fahren-
latable heit degrees
words® in paran-
thesis)
Partially Punctuation Space Entities Space before Initial
translated at the end of before and after capita-
segment® segment units and range lisation
thermal symbols and
degree number signs
signs required
required

3" Segments where the target text is exactly the santlee source text. It ignores segments
that consist only of untranslatables

% Segments where untranslatable words suchVeslows, Macintostetc. are missing.
Additionally, it will detect segments with spellirgrors occasionally introduced into such
words, e.gWidowsinstead ofWindows

% Segments where parts of the source text are fouthe target text
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Empty Spaces Uppercase
segment? around characters
punctuation after
lowercase
ones
Spaces Bracket
around matching

special signs

Uninten-
tional spaces
at the
beginning/end

of a segment

Double
punctuation

The following extract is an example of a Verifilgport on common errors:

Table 5.23: Verifika - Report on Common Errors

L anguage English (GB)

Error | File Error Posi- | Source Target

# tion

1 d04954.mif.sdIxliff| Different 56 Dieser gewdhrleistet | thus guaranteeing proper
capitalization at einen einwandfreien | protection against corrosion
the beginning of Korrosionsschutz fiir| damage for at least 24
source and target mindestens 24 months.[...].

Monate [...]..

2 d04954.mif.sdIxliff| Different 63 Dieser dient als as it protects the engine
capitalization at Korrosions- und from corrosion and
the beginning of Oxidationsschutz fiir | oxidation.
source and target den Motor.

‘0 Empty segments in files: A segment is empty ifldes not contain any characters. A

segment that consists of a single space is notyempt
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3 d04954.mif.sdIxliff| Different 124 | y-Achse muss normal The y-axis must be
capitalization at (rechtwinkelig) zur | perpendicular to the
the beginning of Flugzeuglangsachse | longitudinal axis of the
source and target stehen. aircraft.

4 d04954.mif.sdIxliff| Different 246 | y-Achse muss normal The y-axis must be
capitalization at (rechtwinkelig) zur | perpendicular to the
the beginning of Flugzeuglangsachse | longitudinal axis of the
source and target stehen. aircraft.

5 d04954.mif.sdIxliff| Inconsistent 98 Insgesamt sind Eight attachment points are

numbers in source
and target

segments

Befestigungspunkte
(4x am Motor und 4x

am Motortrager)

vorgesehen.

provided (4 on the engine
and 4 on the engine

suspension frame).

h

[

Consigtency Errors

Table 5.24: Verifika - Consistency Settings at eoro

Target Source

inconsistency

inconsistency

Treat all kinds of

spaces equally

Check also

ignoring case

Check also ignoring

tags

The following extract is an example of a Verifilgport on common errors:

Table 5.25: Verifika - Report on Consistency Errors

Source

Target

File (position)

Dies muss auch untexgf>Hot

day conditior:/cf>"
gewahrleistet sein!

This must also apply to<cf>hot day

conditions</cf>".

d04960.mif.sdIxliff (228)

<cf>Dies muss auch unter

,<lcf><cf>Hot day
conditiors/cf><cf>*

gewahrleistet seir¥cf>

<cf>This must also apply to</cf><cf>hot
day conditions/cf><cf>".</cf>

d04960.mif.sdIxliff (356)

Dies muss auch unter ,Hot day
condition” gewabhrleistet sein!

conditions.

This must also apply tthot day

d04963.mif.sdIxliff (356)
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Termcheck & Spelling
Work on integrating term-check and spelling funesiags currently in progress.

55.1 VerifikaUpgraded

As already mentioned, a holistic TQA approach mexsuichecks on all levels. If vendor
quality is measured, the different results mustrie¥ged somehow. Yet, this is not the
only challenge, as before the results can be methgey must be derived.
However, the Verifika report cannot be viewed dsllerror report, since the parameters
are so fuzzy that not all displayed errors really arrors. Consequently, the following
method was decided upon by eurocom:
1) The PM filters out all errors displayed in the emeport (Excel file).
2) The amended Excel document is then forwarded towé¢helor who comments on
the errors and returns the file to the PM.
3) The PM then crosses out any sections which aramtact, errors according to the
vendor’'s comments.
4) Now that the real errors have been filtered o, d@lror categories of the tool in
use (here Verifika) are adjusted to the commonityualetric (cf. Table 5.26)

Table 5.26: Verifika - Categories according to e Quality Metric
Verifika eurocom Category Gravity

Omissions Wrong meaning Serious
Empty segments

Target identical to source

Partially translated segments

Inconsistent number of sentences in source aratget

Untranslatables Terminology Serious

Punctuation and Spacing Grammar/Spelling Minor
Multiple spacing

Punctuation at the end of segment

Double punctuation

Spaces around punctuation
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Spaces around special signs

Unintentional spaces at the beginning/end of a segm

Quotes and Apostrophes Grammar/Spelling Minor
Apostrophe

Quotation marks

Measurement Grammar/Spelling Minor
Temperature and angular degree signs

Space before measurement units

Tags Other do not count?
Inconsistent tags in source and target
Spaces around tags

Entities

Numbers and Ranges Wrong meaning Serious
Inconsistent numbers

Number formatting

Number sign

Range

Miscellaneous Other Minor or do not
Unexpected characters count?

Initial capitalization
Uppercase character after lowercase

Bracket matching

Consistency Tab Wrong meaning Serious
Target Inconsistency

Source Inconsistency

The errors are automatically categorised by runaimgxcel macro (done by the PM).

Term-check and Spell-check

As soon as a term-check and spell-check will haaenhintegrated into Verifika, the PM
will carry out nearly all processing steps via Vika (except for the grammar check!!),
subsequently forward the amended excel file tovitredor and edit the returned file in
accordance with the vendor's comments. Once agairexcel macro will categorise the

remaining errors.



Chapter 6

Forecast

The empirical study at eurocom is but one apprdaatards TDP. Yet it is one out of few
that exist at all. eurocom is currently further elewping its KPIs and participates in the
further development of DIN EN 15038. In this regdtds its aim to also include soft data
in their calculations and add them to the KPIs iolet using Verifika and global Review.
As the soft data collection process is in progriéssan only be roughly outlined here. In a
nutshell, the PM must fill in a TQA form after cohafion of a project. It pops up when
they close a project via LTC Worx. The popup feasua survey, which is to be targeted at
the

Quality of the cooperation,

Flexibility,

Innovation,

Questions on whether the checklist was filled ioperly?,

Queries (were questions put forward reasonable?),

V V.V V VYV V

Deadlines (taking account of the number of wordseadranslated)

The answer categories will comprise the optioresy good, good, okand bad
Naturally it will prove difficult to merge not onlthe results obtained in the additional
revision phase with the ones obtained in the reypbase. Yet, only so may valid and

tangible results be produced and translation pedoce as well as translation output be

114
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measured and monitored. Therefore, eurocom is milyrdeveloping a tool to merge this
data and integrate the results in its VM platfoAs.a result, vendors will continuously be
ranked objectively, steadily, and in conformity hwvitheir performance in the future.

Results can also be used in the case of customgslamts.

Even if the tools used in the translation industayy widely, this ought not to affect
translation quality and vendor performance. The tlaat there is more to translations than
the literal transformation of words does not undeenthe necessity to ensure
transparency. eurocom’s Quality Management straiegy important contribution to this
aim. Even if it was not possible to document thelamentation process that is to follow,
it would be worthwhile getting back to their effertonce they have thoroughly
implemented their system. Commercial secrets anahn@rcial innovative freedom
notwithstanding, eurocom ought to share its expede and best practices with the
industry, and, in fact, it does so and sets higitbmarks. If the past was characterised by
a lack of cooperation, the future aim ought to beamonisation of the industry to such a

degree that holistic and tangible TQA is possible.

eurocom’s example also showed how heterogeneoussheof technology is and how
different it is to merge any of the obtained dat#gomatically (and most MLV cannot
benefit from cooperation as fruitful as the onensein Kaleidoscope and eurocom). This
is a highly sensitive issue and will remain difficto address, as it might economically
affect technology developers and providers and rniegrefore, meet wide resistance. Yet,
cooperation is vital so that, at least synergieslm harnessed and merging data becomes

possible.

DIN EN 15038 provided customers with process transmcy. MLVs need transparent
information about vendor performance and clientsitwta be guaranteed good quality.

Process-control without checks and quantitativieiia cannot meet all those goals.



Chapter 7

Conclusion

A selection of approaches, standards and initiatfee TQM targeted at the translation
industry, notably at MLVs, showed that the translaindustry has clearly cut its teeth on
TQM. Yet, there is a long way to go. First, awasmnef end customers for the certified
quality of translations might create peer pressum@n industry where quality criteria have
not yet been defined. Yet, these initiatives arstiganot available to them for free.
Furthermore, as for now, normative and descripthasiels on TQM prevail. Their scope
is, difficult to assess, since vital questions sashHow?, To which degree?, At Which
Cost?have only been marginally addressed so far. Aeenuiinitiatives and guidelines,
mostly on the translation process, lack precisesrggnd numerical targets) there is room

for mistakes even when they have been implemeredatly.

Unfortunately, it is still widely believed that trslation is too creative and complex an
activity to be measured and, thus, that it is sympt possible to quantitatively measure
translation quality. On the one hand, there is mthwdological panacea that will be all-
encompassing and allow for universally assessingyipg and maintaining top quality

vendors and products in an industry as diversenadranslation industry. On the other
hand, numerical goals and settings — if generadlinéd and individually adapted to the
different sectors in the translation industry — cdefinitely contribute to quality

enhancement and overall top quality end productshty in LSP translation.
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The assumption and imperative of a 0-error threlskionply is a utopian one, farrare
humanum estand translation is too complex a process to béy foarried out by
technology. The underlying paper proved that ihd$ only possible but vital to define
KPIs and TDP models, and to use them in TQM wheasmeng and assessing translation
quality. Only then can MLVs enhance transparenay quality, for only then will they
have an overview of the quality of their productsl dheir vendors. It will also enhance
competition in the market, for, not the lowest lEddut the best bidder in terms of price-

quality ration will succeed in the long run.

In this regard, the translation industry ought tealdwith human and technological
fallibility and start to ask questions such as:

» How many may errors do or may vendors make andhwimes?

» What risk/error threshold may be borne by the arsdamer?

» When is a vendor considered to be no longer ecaradiyiviable for the MLV
(poor quality costs underline the need for choosdimgbest bidder as a vendor and
not lowest bidder; furthermore, a vendor who redublaorks for the company and
commits one really severe mistake vs. a vendor negalarly produces good work
with a serious on minor mistakes)?,

» Where is the break-even point in TQM - error rethict/s. economic viability (for
the vendor [price reduction due to the implemeatatf further stages], for the

translation agency (profit margin) and for the endtomer (end price))?

Now that attempts have been made to harmonise réreslation workflow so as to
guarantee best quality control in the translatimfustry, attention should be drawn to the
result: the translation; Even if somehow disregdrbg the translation industry for it was
deemed sufficient to define the workflow steps Kwitt tangibly and numerically defining
the Hows) in order to get good results, quantigatinits are, without doubt, the most
objective units to measure quality at all. As fomn not only the highly normative nature

of any existing quality initiatives in the field somehow regrettable, but also the non-
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existence of or only individual common, universtnslards, in particular on translation

quality and error§'

It was this paper’s aim to show that when outsogy¢translation tasks, the implementation
and control of a thorough workflow in accordancéhwthe existing norms is not enough.
Only if the translation output is controlled, qiyalcan be guaranteed. As MLVs have
numerous big customers, are often commissioned ghprojects, and regularly work

with the same vendors, the future challenge walliti storing and reconciling any sort of

gathered data, and in making it “sustainable”. Tais be achieved by TDP.

In fact, what is herein referred to as TDP coulddmee part of a holistic Performance
Measurement System (PMS) — even if not in the ticadil monetary sense of performance
measurement, as it is supposed to designateAhfbau und Einsatz meist mehrerer
quantifizierbarer Massgrossen verschiedenster Dsimren” [...], ,die zur Beurteilung
der Effektivitat und Effizienz der Leistung und st@ngspotentiale unterschiedlichster
Objekte im Unternehmen (Organisationseinheitenrgntéedlichster Grosse, Mitarbeiter,

Prozesse) herangezogen werdéhGleich 1997]

Yet, there are some major obstacles in establisbuap a holistic TQA-oriented TDP-
model for TQM: As already mentioned, data trackiag neither been on the agenda, nor
even thought of so far, since the translation itrgusimply never used any data
warehouses such as other industrial branches dis Boe not harmonised and produced

by different service providers; be it CAT-tools, workflow tools that are on the market.

“l Yet, admittedly, first the harmonisation of the raftow was necessary, since the
translation market is an unregulated one and aeldfivorkflow serves as a sort of TQA
and transparency for customers.

“2 Translation by the authorThe development and application of quantifiable
measurements of all kind [...], which may be useddssess effectiveness and efficiency in
the performance and potential of divergent objegithin companies (units of different

sizes, employees, processes).
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So, even if single steps qtiality control are measured, it is difficult to merge atyainec

data.

Yet, the example of eurocodemonstrates one approachhofv to, as to sayseparate the
wheat from the chaff at different stacin order to provide qualityTheir model address:
vital questions of how tsteadily measure overall performance by whisking the catie
information togetherand feedingit into a vendor management todt. will become
particularly interesting and important for the isthy to see eurocom find a way to me
the different data and process them in their VMI, a process that is currently bei
developed by themin this regrd, it is highly appreciable that the Austrian Starus
Institute has launched a committee charged wittstipres of further developing DIEN

15038 and dealing with TDPurocom participates in this committee.

| firmly believe that in the futureTQM will go beyond TQCand come to includTQA.

Further, t will become indispensable use ametric on the basis of which all factors t
influence the end result are measulAs this papes evaluation of TQM show, steady
TQA concernsnumerousareas: hardacts such as objectively measurabrrors (TQA
check by PMs, aviews), and soft and formal facts such as coojperatleadlinesand
queries, etcThis is illustratecin the following figure:

uality
sacklist

Qi
Ui

Review

TQl result fed into VM tool

Figure 7.1: TQI Result fed into VM Tool
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What is going to become even more interesting érftiture is how to weigh the categories
and how to merge the data (e.g. the soft factspti#er challenge lies in the determination
of the impact the end result has on the vendorityuanking. Unfortunately, eurocom’s

model has not been finalised yet, when this paer written.
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