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cultures have some sort of inter-
action with nearly every other 
culture. No wonder then, that the 
complexity and sheer volume of 
translations has spurred an entire 
industry that according to recent 
figures surpassed US$38 billion 
in revenue last year.
In more modern times, nothing 
has changed the translation in-
dustry quite as drastically as the 
arrival of advanced technology, 
stretching from the introduction 
of personal computers and word 
processing software to the launch 
of computer-assisted translation 
(CAT) tools.
Today, the rise of the Chi-
nese economy is changing the 
established translation industry, 
providing not only opportunities 

magazine for international
information management

magazine for international
information management
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From the editor

Translation is almost as 
old as language itself
The story of translation dates 
back several millennia, to a time 
when first transactions between 
different cultural groups high-
lighted the need for interpreters, 
who understood both languages 
and could act as a communica-
tion bridge. It is assumed that the 
early traders themselves became 
the predecessors of modern 
translators. These traders often 
spent many months in a foreign 
port, giving them the opportunity 
to study the language and observe 
the culture of their host country. 
Since then, translation has been 
the main driver of all internation-
al relations, facilitating commu-
nication between the estimated 
6500 languages spoken in the 
world today. Nearly all of these 

but also challenges for service 
providers (page 12). In addition, 
in this issue of our magazine we 
describe the new standard ISO 
17100 and how it affects the work 
of translators (page 17).
Language service provid-
ers, translators, localizers and 
technical writers will share their 
knowledge and experience at the 
tcworld India conference this 
month. If you are headed to Ban-
galore, check out our must-do list 
for the inquisitive traveler (page 
35) and the business directory 
of companies exhibiting at this 
international event (page 36).

Corinna Melville
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A comparison of Western and 

Chinese language markets

the rise of the Chinese economy is posing 
both opportunities and challenges to the 
language industry. but there are significant 
differences between the european, north 
american and Chinese translation markets.

page 13

A brief introduction to writing a 

post-editing guide

Post-editing of machine translation is a crucial 
part of most translation projects. While every 
project is unique, here are some general tips 
for creating an effective post-editing guide. 

page 21

Are PDFs a thing of the past?

a study by the university of Leuven in the 
netherlands reveals how users navigate 
through technical content, what content is 
particularly relevant to them and whether 
they prefer PDFs or videos to gather technical 
information.

page 28
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The OASIS open standards con-

sortium has announced that its 

members have approved the Dar-

win Information Typing Architec-

ture (DITA) version 1.3 as an OASIS 

standard, a status that signifies the 

highest level of ratification. DITA 

defines an XML architecture for 

designing, writing, and publishing 

information in numerous formats, 

including print, Web-based, mobile, 

and electronic publications. DITA 

is widely used for professionally-

published books and magazines, 

technical documentation, online 

DITA 1.3 is ready for implemen-

tation. Prior to its approval, 14 

Statements of Use for DITA 1.3 were 

provided by Comtech Services, 

IXIASOFT, PTC, and eleven other 

organizations and open source 

initiatives, including the DITA Open 

Toolkit.

Participation in the OASIS DITA 

Technical Committee and the DITA 

Adoption Committee is open to all 

companies, non-profit groups, gov-

ernments, academic institutions, 

and individuals. As with all OASIS 

projects, archives of the Commit-

tees’ work are accessible to both 

members and non-members, and 

OASIS hosts an open mailing list for 

public comment.

www.oasis-

open.org/

standards#ditav1.3

Image: © D3Damon/istockphoto.com

 

Safety-critical instructions use Simplified Technical English (STE) 
STE specification: www.asd-ste100.org 

Checker: www.simplified-english.co.uk 

Safety-critical instructions 

Not-approved 
technical terms 

� arm 
� cargo arm 
� Chicksan 
� chicksan arm 
� Chiksan 
� loading arm 
� mechanical loading arm 

Terms unknown in STE 
have STE alternatives 

� emerge > � come into view 
  � find 
  � occur 

� possibility > � risk 
  � possible 

Approved STE terms 
� orient > � point 

   � turn 
� serious > � dangerous 

   � important 

Approved technical terms 
� marine loading arm (MLA) 
� MLA 

Plain English 
� It is very important to know 

that the MLA is… 
� The MLA is… 
� Note: The MLA is… 

Approved STE grammar 
� If the test has been done … 
� If you did the test … 
� If the test is completed … 

Possible technical terms 

? arm 
? cargo arm 
? Chicksan 
? chicksan arm 
? Chiksan 
? loading arm 
? marine loading arm 
? mechanical loading arm 
? MLA 

DITA 1.3 becomes an official 
OASIS standard

Help, training and course develop-

ment, marketing materials, and 

medical information because of its 

modular, topic-based approach and 

its ability to support content reuse.

This release of DITA comes in three 

parts, optimized for different audi-

ences:

•  Base Edition is designed for appli-

cation developers and users who 

need only the most fundamental 

pieces of the DITA framework.

•  Technical Content Edition in-

cludes specializations usually used 

by technical communicators.

•  All Inclusive Edition is designed 

for implementers who want all 

OASIS-approved specializations, as 

well as users who develop learn-

ing and training materials.

“The unique feature of the DITA 

standard is specialization,” said 

Kristen James Eberlein, chair of 

the OASIS DITA Technical Commit-

tee. “DITA enables practitioners to 

create new elements from existing 

ones in order to increase semantic 

precision. For example, a section 

element can be specialized to 

represent more specific types of 

sections such as ‘Introduction’, ‘Main 

point’, and ‘Conclusion’; this enables 

more precise semantic searching 

and better guidance for authors.” 

“Done correctly,” Eberlein contin-

ued, “output processors will always 

understand the specialization hi-

erarchy – a section is always a sec-

tion, after all – and be able to apply 

general processing transformations. 

Together the re-use and 

interoperation pos-

sibilities of DITA al-

low great 

cost  

sharing 

and cost 

reduc-

tions.”

Advertisement
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The International Data Corpora-

tion (IDC) estimates that 3.2 billion 

people, or 44 percent of the world’s 

population, will have access to the 

Internet in 2016. Out of this number, 

more than two billion will be using 

mobile devices to do so. But what 

are the world’s Internet users doing 

online? A new IDC infographic, How 

the World Uses the Internet, looks 

at the global Internet population 

and some of its online activities (see 

right).

Connecting the world
Growth in Internet access is tak-

ing place around the world, but 

some countries are seeing particu-

larly rapid growth. China, India, and 

Indonesia lead the way and will 

account for almost half of the gains 

in access globally over the course of 

the next five years. The combination 

of lower-cost devices and inexpen-

sive wireless networks are making 

accessibility easier in countries with 

populations that could not previ-

ously afford them.

The total number of mobile Internet 

users is forecast to rise at a pace of 

two percent annually through 2020 

unless significant new methods of 

accessing the Internet are intro-

duced. 

Efforts by Google, SpaceX, and Fa-

cebook, among others, to make the 

Internet available to the remaining 

four billion people via high altitude 

planes, balloons, and satellites are 

underway. However, it remains un-

clear how successful these endeav-

ors will be and when they will be 

operational at scale.

Favorite online activities
Measuring what Internet users 

are doing online shows that many 

activities are enjoyed by billions of 

people. For example, more than a 

billion people use the Internet to 

bank online, to stream music, and 

to find a job. More than two billion 

use email and read news online. 

And more people than ever are 

making purchases online. In 2015, 

more than US$100 billion was spent 

online on each of the following 

categories: travel, books, CDs and 

DVDs, downloading apps, and online 

classes. These purchases are enabled 

by online payment platforms that are 

making payments, online and offline, 

easier and more secure.

New focus for advertisers
As more people are spending more 

time and money online, increasingly 

through mobile devices, advertis-

ers are recognizing this trend and 

shifting their spending accordingly. 

Almost all of the growth in advertis-

ing spending across all of its forms 

is attributable to the growth in 

mobile advertising and online video. 

Advertisers are able to direct ads to 

users based on their preferences as 

indicated by online behavior, which 

allows them to better understand 

how their content is being absorbed 

in comparison to ads on television 

and radio. 

Data for the infographic comes from 

IDC’s Worldwide New Media Market 

Model, which offers a detailed view 

of Internet demographics, access 

devices and broadband households, 

online activities, e-commerce, 

Internet advertising, and consumer 

spending on online media for more 

than 40 countries. 

www.idc.com

Mobile Internet users to 
top two billion in 2016

All IDC research is © 2015 by IDC. All rights reserved.  

What we are buying (2015)

How the World
Uses the Internet

Of worldwide 
Internet 
users

44%
Asia

Of worldwide 
Internet 
buyers

12%
Western Europe

Mobile advertising 
spent on search 

vs. display

61%
Middle East/Africa

Of worldwide mobile 
devices used 
to access the 

Internet

10%
Latin America

Of worldwide 
Internet 

advertising 
spend

47%
North America

Highest % of population 
using the Internet in 

North America:

Highest broadband 
penetration in 

Western Europe:

Highest  per capita 
ecommerce spending 

on mobile devices:

Highest amount spent 
buying clothing online in 

South America:

Highest total spending on 
Internet advertising in the 

Middle East & Africa:

Canada Netherlands Singapore TurkeyBrasil

87% 91% $2,094 $5.5 billion $744 million

Highest usage per 
month per person in 

North America:

Highest number of 
mobile Internet buyers 

in Western Europe:

Highest number of people 
using search websites in 

Eastern Europe:

Highest number 
of mobile devices 

in Asia:

Highest anticipated 
growth rate in number of 

Internet users in Asia

United States Germany Russia IndonesiaChina

92 hours/month 42 million 78 million 981 million 17%

Percent of World Wide Internet 
Users (per Capita GDP weighted)
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90%
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0%
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(excl. Japan)
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Japan

Percent of World Wide 
Internet Users
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Online banking

1.7B
people

Using email

2.1B
people

Streaming music

1.2B
people

What we are doing (2015)
Finding a new job

1B
people

$810B
Travel

$105B
Online classes

Online games

$92B

$109B
Books, CDs & DVDs

people

Reading news

2B

people

Using maps

1.4B

Downloading 
videos

$35B

Downloading 
apps

$120B

people

Using social
networks

1.9B
people

Using instant
messaging

1.5B

Buying computer 
hardware

$70B

Downloading
e-books

$51B

Source: IDC New Media Market Model 
IDC’s NMMM is the industry-leading resource for Internet statistics and spending across the world, including 43 countries and 7 regions.
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More than half of major new business processes 

and systems will incorporate some elements of 

the Internet of Things (IoT) by 2020, according 

to research firm Gartner, Inc. The impact of the 

IoT on consumers’ lives and corporate business 

models is rapidly increasing as the cost of 

“instrumenting” physical things with sensors 

and connecting them to other things – devices, 

systems and people – continues to drop.

“The IoT is relevant in virtually every industry, 

although not in every application. There will be 

no purely ‘IoT applications.’ Rather, there will be 

many applications that leverage the IoT in some 

small or large aspect of their work. As a result, 

business analysts and developers 

of information-centric processes 

need to have the expertise and 

the tools to implement IoT aspects that play a 

role in their systems,” says W. Roy Schulte, vice 

president and analyst at Gartner.

Other predictions for the IoT include: 

1. Through 2018, 75 percent of IoT projects 
will take up to twice as long as planned.
Gartner expects three out of four IoT projects to 

face schedule extensions of up to 100 percent 

with the consequent cost overruns. The more 

ambitious and complicated the project, the 

greater the schedule overruns. For some pro-

jects, compromises will be made to keep them 

on schedule, leading to significant weaknesses 

in performance, security or integration into ex-

isting processes. In the mid-to-long term, these 

Image: © andongob/istockphoto.com

Plunet BusinessManager 6.3

Plunet GmbH, a provider of business man-
agement software for translation services 
and agencies, has released Plunet business-
Manager 6.3. Design updates center around 
enhanced user experience and a focus on au-
tomation and customer collaboration. Further 
new features include automatic reminders for 
interpreting jobs, enhanced navigation, prop-
erties for language combinations, SDL group-
share integration, and others.

www.plunet.com

Csa researCh adds senior 
analyst

Market research firm Common Sense advisory 
(CSa research) has added a new member to 
its team of senior analysts: Dr. arle Lommel 
has 20 years of experience in the translation 
and localization industry, where he has been 
particularly active in language technology and 
standardization. Prior to joining CSa research, 
he was the Director of Open Standards for the 
former Localization Industry Standards asso-
ciation (LISa).

www.commonsenseadvisory.com

Moravia iso 17100 Certified

Moravia, a globalization solutions provider 
focused primarily on the IT and life science 
industry sectors, has achieved ISO 17100 certi-
fication. The international standard covers the 
core translation process, quality assurance and 
traceability.

www.moravia.com

lionBridge unveils geoflu-
ent® real-tiMe translation 

Lionbridge Technologies, Inc. has broadened 
its GeoFluent real-time translation technol-
ogy to include new omni-channel customer 
care features. GeoFluent’s multi-channel sup-
port allows brands to consistently engage in 
customers’ and prospects’ preferred languages 
and channels. With the new features, custom-
ers can deliver real-time multilingual interac-
tions across all communication channels, from 
virtual and agent-assisted chat, to email, in-call 
voice, social, SMS, forums, knowledge bases, 
helpdesk and ticketing.

www.lionbridge.com

Gartner reveals 
unexpected implications 

arising from the IoT
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compromises will require that the IoT project 

be refactored and perhaps even recalled and 

redeployed.

2. By 2020, a black market exceeding $5 
billion will exist to sell fake sensor and 
video data for enabling criminal activity 
and protecting personal privacy.
The nature of IoT solutions, how they are 

deployed, and the types of data they generate 

and consume are giving rise to new security 

and privacy implications that organizations 

must begin to address. This is a rapidly escalat-

ing risk to the organization, bringing complex-

ity unfamiliar to most IT and business leaders.

“The IoT has enormous potential to collect con-

tinuous data about our environment,” said Ted 

Friedman, vice president and analyst at Gartner. 

“The integrity of this data will be important in 

making personal and business decisions, from 

medical diagnoses to environmental protec-

tion, from commands to modify actions of 

machinery to identification and authorization 

of physical access. A black market for fake or 

corrupted sensor and video data will mean that 

data can be compromised or substituted with 

inaccurate or deliberately manipulated data. 

This scenario will spur the growth of privacy 

products and services, resulting in an exten-

sive public discussion regarding the future of 

privacy, the means to protect individual privacy, 

and the role of technology and government in 

privacy protection.”

3. By 2020, addressing compromises in IoT 
security will have increased security costs 
to 20 percent of annual security budgets, 
from less than one percent in 2015.
As use of IoT devices grows, however, the 

unique requirements of IoT architecture, design 

and implementation over multiple industry seg-

ments and scenarios will also grow. As a result, 

Gartner believes that the average security 

budget for IT, operational technology (OT) and 

IoT security requirements will respond to the 

growth of IoT devices across all business seg-

ments and scenarios, rising from less than one 

percent of annual security budgets in 2015 to 

20 percent in 2020.

More detailed analysis is available in the report 

“Predicts 2016: Unexpected Implications Arising 

from the Internet of Things.” 

www.gartner.com

The Globalization and Localization Association 

(GALA) has announced the following offices for the 

2016 Board of Directors: 

•  Chair: Véronique Özkaya (Xplanation, Belgium) 

•  Vice Chair: Jesper Sandberg (Sandberg Translation 

Partners, United Kingdom) 

•  Secretary: Manal Amin (Arabaize, Egypt) 

•  Treasurer: Robert Etches (TextMinded, Denmark) 

•  Ambassador Liaison: Tea Dietterich (2M Language 

Services, Australia & France) 

•  Membership Liaison: Klaus Fleischmann (Kaleido-

scope GmbH, Austria) 

•  2017 Conference Program Committee Liaison: Wa-

faa Mohiy (Saudisoft, Egypt) 

“The language industry is a dynamic place to be 

right now,” said Véronique Özkaya. “Being elected 

as Chair for the GALA Board of Directors during this 

time of growth and evolution in the industry, and in 

our association, is truly an honor. My fellow board 

members and I are focused on providing ongoing 

value, with learning and development opportuni-

ties for GALA’s 400+ member companies.” 

The new Board and officers will be present at GALA’s 

annual meeting following the Language of Busi-

ness Conference 2016, March 20-23 in New York.

www.gala-global.org

Your fast track  
to success  
in any language

✔  Translation and localisation  
services in all languages

✔  Use of specialised translation  
memory systems  
and localisation tools

✔  Document, software and  
website localisation

✔  45 years of experience in  
markets worldwide

KERN Global Language Services
Kurfuerstenstrasse 1 · 60486 Frankfurt / Main
kern.frankfurt@e-kern.com · Fax: 74 99 98

www.e-kern.com
info@e-kern.com

+49 (0) 69 75 60 73-0
International:
Amsterdam · Berlin · Cologne ·  Frankfurt  
Hong Kong · London · Lyon · Munich 
New York Paris · San Francisco ·  Salzburg  
Vienna · Warsaw 

GALA announces its 
Board of Directors for 2016
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By Leah Guren

As I sit down to write this, a troubled and challeng-

ing 2015 has just drawn to a close. It has been a 

difficult year filled with terrifying violence and outra-

geous acts of intolerance. Whenever another hateful 

act of terrorism filled the news feed, I would find 

myself despairing for the future of humanity. 

Luckily, all I had to do to return to a more optimis-

tic frame of mind was to remember what I do: 

creating orderly meaning out of chaos and making 

life-changing technology accessible to users. I make 

things better. In fact, all of us as technical communi-

cators (TCs) make things better.

And what makes this even more optimistic is that 

most of us do so in an environment of open-mind-

ed pluralism. After over 35 years in hi-tech, I can 

honestly say that I have been exposed to endless 

examples of optimism, creativity, generosity, and 

other fine characteristics that raise the human spirit. 

I can think of few professions that so consistently 

build bridges of international cooperation than the 

technical fraternity of software and documentation.

At the beginning of my career, I worked for a small 

software startup in southern California. The com-

pany developed highly technical software for signal 

processing. That meant that the SMEs (software 

developers, designers, etc.) included many PhDs in 

physics, as well as some of the most cutting-edge 

coders available. They came from all over the world: 

at one point, we had twelve different nationalities all 

working together to solve problems and make the 

products work. The lunch room was like a mini-UN, 

with many strange pairings of nationalities that 

would normally be at odds with each other: China 

and Taiwan, India and Pakistan, Israel and Egypt, 

France and Germany. Politics, religion, ethnicity, na-

tionality, gender, and skin color simply didn’t enter 

into the equation. It was one long collaborative 

process conducted in heavily accented English. At 

times, two developers from the same country might 

launch into a fast and furious discussion in their na-

tive language, but it was always peppered with “FFT,” 

“VAX/VMS,” and other terms related to our project.

It was my first exposure to the pure joy of working 

in a meritocracy, where status and respect came 

from one’s knowledge and abilities. As the only TC 

working on a major part of the project, I was given 

great autonomy for all things related to documenta-

tion, usability, design, clear writing, etc. In return, I 

naturally deferred to the SMEs for all technical issues. 

They had a distinct understanding of who was 

the reigning expert on any particular issue. Jenny 

might have the last word on FORTRAN overlays, 

while Mansour was the go-to man for voice signal 

analysis. There was remarkably little concern for of-

ficial job titles or a person’s position in the corporate 

hierarchy. We worked long hours, argued a lot, 

laughed a lot, and celebrated the solution to each 

tricky problem.

This was not a unique experience. I have seen the 

same atmosphere of cooperation and equality in 

many hi-tech companies, particularly small start-

ups. Despite often feeling at odds with the SMEs 

when it comes to prioritizing documentation, most 

TCs working on software products are still part of 

this progressive and optimistic environment. 

Sadly, this atmosphere is not present in all STEM 

(Science, Technology, Engineering and Mathemat-

ics) areas. In a recent article about the dearth of 

diversity in the 2016 American Chemical Society 

Awards, STEM Women talks about the Matilda 

Effect, in which research conducted by women is 

undervalued or ignored. Clearly, not all science and 

technology fields are the same even playing field 

that we enjoy in TC. 

Just take a look at the tcworld conference (or any 

other TC-related international conference). You 

will see men and women from all over the world, 

of different races, religions, and nationalities, all 

sharing ideas to make the documentation process 

better. We talk about improving the usability of the 

product through better information; we talk about 

optimizing our workflow through better tool usage; 

we talk about improving the localization process to 

make information more accessible to more people, 

while saving our companies time and money. And 

we share ideas freely and generously. Almost all 

TC-related social media sites are also places where 

people can safely share ideas and help each other 

in the spirit of encouragement and bridge-building.

Do you have another story about the power of 

TechComm to unite people? We’d love to hear 

from you.

Building bridges with 
TechComm: a ray of hope 

in troubled times

Leah Guren
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Translation in transition
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By Elanna Mariniello, Yasin Steiert 

and Afaf Steiert

Less than ten years ago, if you were 

a multinational company, a small 

boutique firm or an independent con-

sultant seeking translation assistance, you 

would likely seek services provided in the 

US or Europe. For years, the West has been 

the leading provider of language services, 

known for attention to detail, quality 

control, education and expertise.  

In October 2014, however, news outlets 

published the long-anticipated headlines 

that China had surpassed the United 

States GDP in purchasing power parity (Bird, 

2014; China surpasses US, 2014). To the majority of 

economists and citizens alike, this news came as 

no surprise, yet the incredible rate at which 

the Chinese economy had been able to 

maneuver such gains has created a ripple 

effect in industries around the globe. 

Of course, our particular interest is the language 

services industry, which has experienced a 

significant disruption as translation services have 

emerged and expanded in China. China’s presence 

in the market has brought many new elements 

to the industry: lower prices, the outsourcing of 

translation projects originally sourced in-country, 

a focus on machine translation, and an in-

creased speed in project turnover. As with any 

major shift in any given industry, this period of 

transition has posed both opportunities and chal-

lenges to the translation services sector and has 

led us to ask the question: what are our translation 

needs and how is the industry evolving?

With globalization and an increased need for the 

translation industry (expected to grow to $47 

billion by 2018, Common Sense Advisory), China’s 

emerging market is forcing the translation industry 

to adapt global standards and reevaluate that fine 

balance between quality and speed. A closer look 

at language service industries in emerging China, 

compared to those historically provided in the US 

and Europe, allows us to distinguish both the differ-

ences between the services and the clues regard-

ing the future of this ever-diversifying industry.

The roots of the transla-
tion industry in europe 
and the uS
Ask anyone in the field of translation and they 

will tell you that the largest slice of the language 

industry pie has historically belonged to the US 

and Europe. With language diversity, deeply varied 

cultural knowledge, strong customer service and a 

strong demand for English translation, both loca-

tions have been well-primed to lead the industry. 

Historically, translation services in Europe have also 

been advantageous for translating into the com-

monly sought-out “FIGS” (French, Italian, German 

and Spanish) (The Economist, 2015).

According to Common Sense Advisory’s 2015 

report on the Language Services Industry, over half 

of the $38.16 billion industry was dominated by 

Europe alone in 2015. An independent consult-

ing and research firm founded in 2001, Com-

mon Sense Advisory (CSA) has tactically maneu-

vered to fill the niche void of the language 

services market at the cusp of the globalization 

movement. At its genesis, the global language 

A comparison of Western 
and Chinese language 

markets
After decades of helping international companies adjust their products to local 

requirements, the language industry itself might be in for some adapting. An emerg-

ing Chinese industry challenges translation companies in the US and Europe.
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market was only a third of its size, at around $11 

billion in value. Only a few other companies 

such as Allied Business Intelligence published 

documented analysis on the market (Daelmans, 

2008). 

While Europe has dominated the market this 

year, the top Language Services Provider for 

2015, Lionbridge Technologies, Inc., is based 

in the United States. Lionbridge has been in 

the top ten for the past eleven years. Through-

out the history of CSA’s reporting, the US and 

Europe have led the industry. Europe is also 

known for having developed key measures for 

quality control, including the EN 15038 standard 

developed in Europe for service providers (Wiki-

pedia). A peek at industry trends of the past five 

years shows North America owning a consist-

ently large percentage of market control, almost 

matched with the whole of Europe (North, 

South, East and West, as indicated in table 1). 

A closer look at the translation industry in the 

US and Europe reveals just how far it has come 

over the years. The US Bureau of Labor Statistics 

shows that the number of jobs for translators 

and interpreters in 2010 was 58,400, a number 

that is expected to increase by 42 percent be-

tween 2010 and 2020. The American Translators 

Association, founded in 1959, is now the leading 

professional organization of translators and 

interpreters in the US and boasts over 10,000 

members in over 90 countries. In addition, there 

are a handful of national associations as well 

as regional state and local organizations. The 

European Union is reported by the Commission 

as comprising over 103 associations of transla-

tors and interpreters, and the Union is extremely 

invested in examining and developing this 

sector, as evidenced by the 2012 report released 

by the European Commission titled The Status of 

the Translation Profession in the European Union. 

While the trends clearly point to increased 

growth in the US and Europe, the global indus-

try as a whole is expected to grow by 6.46 per-

cent (Common Sense Advisory), and attention is 

focused on Asian industry growth, particularly in 

China. What was once an industry dominated by 

two major players is now beginning to shift and 

both clientele and market analysts are taking 

notice. 

China emerges
China’s rise to economic prominence came quite 

easily: all the country had to do is offer foreign 

access to capital and allow the labor market 

to maintain cheap costs (China’s Production 

Costs, 2015). This mechanism became incred-

ibly lucrative and was cloned and implemented 

across all industries at various scales including 

the language services market. According to the 

Translators Association of China (TAC), market-

oriented translation services started appearing 

in the country in the late 1990’s. Although TAC 

was established in 1982, it served more as an 

academic membership institution in its early 

Figure 1: Language market growth from 2009–2015 as reported by Common Sense Advisory

Language Market Growth, 2009 to 2015

u
S$

 b
ill

io
ns

Region Market share (%) 2010 (US$ M) 2011 (US$ M) 2012 (US$ M) 2013 (US$ M) 2014 (US$ M)

North america 49.25 14,415 15,483 16,631 17,864 19,188

Western europe 21.13 6,186 6,644 7,137 7,666 8,234

Northern europe 12.71 3,720 3,995 4,292 4,610 4,951

asia 7.43 2,175 2,336 2,509 2,695 2,895

Southern europe 5.39 1,577 1,694 1,820 1,955 2,100

eastern europe 2.84 832 894 960 1,031 1,107

Oceania 0.66 192 207 222 238 256

Latin america 0.32 95 102 110 118 126

africa 0.26 77 83 89 96 103

Growth totals 100 29,268 31,438 33,768 36,271 38,960

Table 1: Projected language services revenues and regional distribution Source: Common Sense Advisory, Inc.

as of 2011, Common Sense advisory calculates that the language services market is growing at an annual rate of 7.41 percent.



February 2016 February 2016   14 15

Focus

years rather than a translation hub for Chinese 

professionals. In the early 1990’s, translation rates 

were less than half of those of European and 

North American competitors, and the turnover 

rate for projects was extremely timely. 

This sudden influx mainly attracted two groups 

of translation buyers: Small to mid-level clients 

who did not require high-quality translation 

and were on a low budget, as well as large-scale 

firms who would contract a Chinese provider 

while hiring an editor to conduct quality control. 

In turn, costs were cut to scale, and the industry 

burgeoned. As stated by Chuanmao Tian, Profes-

sor of Translation at Yangtze University, “The 

economic prosperity of China, the great demand 

of the product localization market, the rich hu-

man resources, the competitive cost of human 

capital and the government’s policy to promote 

the IT industry put the domestic localization sec-

tor on the freeway of development.” (Translation 

Journal, 2012)

Tracking the size and the growth of the Chinese 

language service industry has been a challenge. 

While the industry growth as a whole has been 

continuously followed and studied by CSA (see 

chart below), variance in reports by the Chinese 

language service industry have made it difficult 

to pinpoint the exact rate at which the sector 

is growing. The Report on China’s Translation 

Industry by TAC reported that from 2012 to 2013, 

China had 18,778 new companies providing 

language-based services, with an average annual 

increase of up to 25 percent. The 2012 report 

by TAC on revenue generated by the language 

services sector for the previous year estimated 

the industry at $11 billion. Others in the industry 

have disputed this claim, estimating the figure to 

be lower. However, the growth of the industry is 

indisputable. 

Interpreting the 
patterns: east vs. West
In examining the industries in the East and the 

West, two major differences point to interesting 

indicators for the future of the industry. First, the 

industries vary greatly in age and quality control. 

The US and Europe have clearly paved a path for 

the industry based on quality, standard-setting 

and information sharing. China, whose industry 

emerged just recently in the late 1990’s, is in the 

midst of creating its own standards, industry 

history and building its own associations for in-

formation sharing, which will inevitably intersect 

with those standards already set by the West. 

Although China’s industry is emerging, it is clear 

that the quality control and customer service 

offered in the US and Europe is currently unpar-

alleled and highly valued by language service 

clients. Quick response rates, 24/7 support and 

convenient time zones keep the West highly 

competitive as they continue to dominate the 

industry. As China’s language services sector 

grows, it will be important for the country to fo-

cus on strengthening its translator associations, 

methods of communication, translator develop-

ment programs, reporting on quality control, and 

customer services.

Second, China’s emergence in the industry has 

highlighted both the importance and the risks of 

focusing on project turnaround time and price 

in an industry historically focused on quality. 

This attention to price and speed of translation 

services, which concerns clients at all levels, has 

led to invigorated efforts to bring down costs in 

addition to a market-wide increased attentive-

ness to quality at various price points. However, 

it has also led to important industry discussions 

around quality standards across the sector. Chi-

na’s focus has been primarily on machine transla-

tion and post-editing, a less costly and more 

efficient process. That being said, the process 

also allows for far higher human error in the final 

product. The US and Europe primarily apply the 

traditional process of human translation and CAT 

(computer-assisted translation) tools to achieve 

a more accurate, more finely tuned translation. 

Growth in the sector continues to recognize the 

importance of quality and human translation tra-

ditionally offered in the US and Europe; however, 

China brings business into the conversation as 

well. China’s language service industry certainly 

fills an important role in a rapidly globalizing 

world with its ability to accommodate quick 

project turnaround and an attention to varied 

language service budgets. It is important, how-

ever, to recognize the continued demand for the 

historical quality that the industry is known for, a 

key element that is unlikely to fade despite other 

less costly options.

As the world changes and new technologies cre-

ate an increasingly high-speed and connected 

world, translation needs have become more 

multifaceted than ever. No one can predict what 

the future will hold, but it will likely be a combi-

nation of techniques and strategies used both 

in the East and the West, incorporating the need 

for speed and budget and the importance of 

quality, customer service and localization. Which 

is all to say that the translation industry is doing 

quite a bit of translating itself to fit and adapt to 

the modernized world – one more in need of 

translation services than ever.
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By Carsten Mende

In May 2015, a new global norm for translation 

services was introduced – ISO 17100* (Transla-

tion services – Requirements for translation services). 

However, reactions in Europe regarding the new 

international standard were restrained. Perhaps 

this was due to the fact that another 

standard already existed: EN 15038 

(Translation services - Service requirements). The 

similarity of the two standards is already reflected 

in their titles. This article will take a closer look at 

the two norms, their differences and similarities, 

and the resulting consequences for language ser-

vice providers and their clients.

eN 15038 – the former stand-
ard for translation services

European Norm (EN) 15038 was published in 

2006. Usually a standard is subject to review eve-

ry five years, during which the scope and 

conditions are rechecked and amend-

ed to reflect the current status. 

Accordingly, a review for this 

European standard was sched-

uled for 2011. However, as 

the British Standards 

A new standard 
for translation services?

How does ISO 17100 differ from its predecessor EN 15038? And what are the consequences 

for language service providers and their clients?

*  This article is about the ISO17100:2015 version. Currently the 
status of the norm has changed to Committee Draft (under 
development) again, which means the standard is subject to 
review. You can follow the process on the website of the Inter-
national Standard Organization: 
www.iso.org/iso/home/store/catalogue_ics/ 
catalogue_detail_ics.htm?csnumber=70575
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Institution (BSI) intended to broaden 

the framework and to initiate an in-

ternational standard, the revision of 

EN 15038 was suspended. The rea-

son for the suspension was based on 

the Vienna Agreement between the 

International Standard Organization 

(ISO) and the European Committee 

for Standardization (CEN). According 

to this agreement, every standard 

should only ever be issued at the 

highest international level.

Global reach for a 
new standard

So, the aim for shifting the standard 

was clear: its modernization had to 

address an international audience. 

New participants from other nation-

al standard organizations became 

involved in the process of issuing 

the new standard and enhanced 

the discussion with new interests 

and experiences.

Although the titles of both stand-

ards are nearly identical, the differ-

ences of the content in terms of fo-

cus and scope are quite substantial: 

While EN 15038 focuses mainly on 

the product itself (the translation), 

ISO 17100 outlines the process of 

translation. The process includes 

pre-production activities, the pro-

duction itself (translation and revi-

sion) as well as post-production 

(feedback and preservation or de-

letion of the documents). The new 

norm also puts a special emphasis 

on the key players as well as their 

functions and qualifications.

But let us start at the beginning: The 

scope of ISO 17100 is more elabo-

rate than EN 15038. However, inter-

preting services are still not includ-

ed, while machine translation and 

post-editing are explicitly excluded 

from the new standard.

A look at the chapter “Terms and 

Definitions” allows a first compari-

son. While the list of terms in EN 

15038 is relatively short, the list in 

ISO 17100 is longer and more de-

tailed. Terms have been updated 

and supplemented using the terms 

of ISO/TS 11669 (Translation projects 

– General guidance). Besides the re-

naming of some terms, their defini-

tions are often expanded, and new 

terms have been added. For exam-

ple, the expanded term “translation 

service provider” has been supple-

mented with the new generic term 

“language service provider” (i.e. a 

provider of language-related ser-

vices). 

Another new elementary term is 

“project management”. While its 

role in the previous standard was 

relatively minor, project manage-

ment is now a key element of the 

translation process. An example of 

the more detailed definitions is the 

distinction between “revision” (i.e. 

bilingual check) and “review” (i.e. 

checking of the target text for suita-

bility for the agreed-upon purpose). 

These are just three examples of the 

more elaborate composition of ISO 

17100, bearing in mind that the fo-

cus has switched from the product 

(translation) to the production pro-

cess (translation workflow). Figure 

1 allows a glimpse of the scope of 

these changes.

Main actors in the 
translation process

The main actors in the translation 

process have already been de-

scribed in EN 15038: the translator, 

the reviser and, where required, 

the reviewer or the proofreader. 

The requirements regarding their 

competences have remained nearly 

unchanged. Although the require-

ments of the proofreader are not 

specified, it can be assumed that 

they are identical to those of the re-

viewer (relevant qualification in the 

target language). 

Two additional key players have 

been integrated into the translation 

process: the project manager and 

the client. Although the compe-

Figure 1: Terms and definitions in ISO 17100 in comparison to EN 15038

tences of the project manager are 

not as well-defined as those of the 

translator and the reviser, the speci-

fication of his (basic) skill set is a big 

step toward increasing the quality of 

the translation process. The project 

manager controls the entire work-

flow while he is – at the same time 

– actively involved in the process. 

Thus, the project manager not only 

needs a thorough understanding of 

the translation services industry, but 

also of the competences of the ac-

tors involved to choose the appro-

priate translator and reviser. In addi-

tion, it is important that the project 

manager is well-versed in project 

management itself (see 3.1.7).

Given the definition of translation 

services as a result of the interac-

tion between client and translation 

service provider, the client is also a 

fundamental part of the translation 

project. In contrast to EN 15038, 

the translation process is now a 

workflow involving both transla-

tion service provider and client. The 

specification includes the initial re-

quest, the planning stage as well as 

the handling of feedback, and post-

production activities. For example, 

in addition to delivering the source 

content, the client should assist the 

translation process by providing the 

translation service provider with ter-

minology lists or any other helpful 

Figure 2: The role of the project manager in the workflow

Figure 3: The workflow in a translation project

• Enquiry and feasibility
• Quotation
• Agreement
• Preparation

Planning stage Production process Postproduction activities

• Translation (incl. check)
• Revision
•  (Optional: review 

and/or proofreading)
• Final release

• Feedback 
•  Closing administration 

(incl. storing or delet-
ing documents)
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information. In fact, the new standard 

underscores the importance of ter-

minology work and the use of style 

guides. If available, the translation 

service provider should refer to the 

client’s style guide. If the client does 

not provide such a style guide, the 

translation service provider can refer 

to his own set of style rules. However, 

the client is encouraged to play a 

more active role.

Other key elements
Some key elements help achieve 

high-quality translations. For one, the 

aim of the new norm is to achieve a 

well-founded and clear work process. 

Further, two main factors guarantee 

high-class work: the cross-check prin-

ciple (also called the “four-eyes prin-

ciple”) and the preferred method of 

choosing a translator who is a native 

speaker of the target language (“na-

tive speaker principle”). 

The cross-check principle is explic-

itly included in the standard, as the 

revision of any translation is manda-

tory (see 5.3.3). The reason for this is 

obvious: A second and independent 

check of the translation by comparing 

source and target text helps improve 

the quality, ensure the consistency 

of terminology, and avoid misunder-

standings and careless mistakes.

Surprisingly, the native speaker princi-

ple is ignored in the standard process. 

What could be the reason for omit-

ting this principle? Actually, the norm 

describes how to handle translation 

projects that suffer from limited re-

sources. For example, if a document 

has to be translated from Igbo (official 

language of Nigeria) into Finnish, it 

might be very difficult to find a Finn-

ish native speaker who is qualified 

to translate the Igbo source text. To 

master this dilemma, there are two 

options:

The first one would be to use a relais 

language (probably English). After 

translating the Igbo text into English, 

it would then be translated from Eng-

lish to Finnish. This process increases 

the possibility of mistakes and might 

alter the content as it is being trans-

ferred twice (“Chinese whispers syn-

drome”).

The second option is defined by ISO 

17100: An Igbo native speaker is se-

lected whose competence in Finnish 

is sufficient for meeting the appropri-

ate style and terminology in the tar-

get text (see 3.1.3f ). However, keep 

in mind that a standard always needs 

to cover a wide range of cases and 

thus needs to be kept very general. 

Therefore, the second option is more 

appropriate for solving this kind of 

bottleneck.

Information security is a new aspect 

that was not taken into account in 

EN 15038. According to some current 

events, the awareness of this part of 

the translation process (i.e. sending, 

storing and/or deleting documents) 

has increased significantly (see 4.5 

and 6.2). 

Another new principle introduced in 

the standard is domain competence. 

The actors in the translation process 

should not have mere linguistic and 

grammatical skills, but should also be 

able to adapt the domain style and 

address the audience appropriately. 

This is another factor in improving the 

translation.

Consequences of the 
new global standard

a)  For a translation service provider
As the predecessor of ISO 17100, EN 

15038 is a very common standard in 

the translation industry (especially for 

European providers or providers deal-

ing with European companies). The 

challenges for translation service pro-

viders who are already EN 15038-cer-

tified are manageable. There is a need 

for creating a more detailed databank 

for translators and revisers (respec-

tively reviewers and/or proofreaders). 

In addition, the translation service 

provider must document the project 

manager’s qualifications and update 

them regularly. A record of regular 
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client pays to get listed in a databank. However, 

there is no auditing and, again, the conformity 

is not guaranteed. The highest level is certifica-

tion, where an external certifier examines the 

processes of the translation service provider. The 

certification is received only after having suc-

cessfully passed the auditing. 

Although ISO 17100 is currently being reviewed, 

its certification will remain valid. Translation ser-

vice providers that are planning to be certified 

shall be advised to wait for the new version, if 

possible.

training sessions to ensure the required compe-

tences of all professionals involved in the transla-

tion process is also necessary.

However, if the translation service provider is 

not EN 15038-certified, the implementation of 

the required procedures might be extensive and 

time-consuming. The main aspect to be consid-

ered is the qualifications of the project manager. 

As this standard has a global range, it will be-

come more and more important in winning over 

new clients. This certification might be helpful to 

show clients that their needs and demands can 

be met.

b)  For a translation buyer
The new ISO 17100 gives clients an insight into 

the work process: The former “black box” (turn-

ing source text into target text) is now more 

transparent and therefore easier to understand. 

The standard also helps create a personalized, 

nice-to-have list when the client is searching for 

translation services.

ISO 17100 suggests a lot of preparatory work 

before the start of the translation. While this 

might be quite time-consuming and generate 

additional costs, it will most likely also result in 

a better outcome. 

Combined with ISO 9001 (Quality management 

systems – Requirements) and ISO/IEC 82079-1 

(Preparation of instructions for use – Structuring, 

content and presentation – Part 1: General prin-

ciples and detailed requirements), ISO 17100 is a 

helpful tool to raise awareness of technical com-

munication. The technical editor can refer to this 

standard when he needs good product informa-

tion (e.g. instructions) for both domestic and for-

eign markets (or languages). Thanks to the new 

standard, the cooperation between client and 

translation service provider is improving, and the 

synergy of the dialogue will help raise the quality 

of source and target text. 

How to deal with the new 
standard

If a translation service provider wants to work in 

accordance with ISO 17100, there are three lev-

els of adapting to its requirements: a declaration 

of conformity, registration and certification. 

The easiest way is to declare a willingness of 

conformity. However, there is no guarantee for 

conformity on this lowest level. Secondly, some 

companies offer a registration service, where the www.acrolinx.com
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to post-editing of machine translation. Over the 

course of several months, the conversation among 

round-table participants, as well as members of aca-

demic, business and government communities en-

gaged in post-editing resulted in what is arguably 

the first publicly available guide on post-editing 

best practices. The TAUS MT Post-editing Guidelines 

actually provide advice on both pre- and post-edit-

ing, and they include clear and concise recommen-

dations for light post-editing and full post-editing. It 

deserves mentioning that this guide is one of more 

Don’t reinvent the wheel
I have some good news for anyone interested in 

writing a guide for post-editors: You do not have 

to start from scratch – and in fact, you shouldn’t! 

Here are two easily available guideline documents 

that will help you jump-start your own PEMT guide 

project.

TauS MT Post-editing Guidelines
In August 2010, the Translation Automation User So-

ciety (TAUS) devoted one of their round-table events 

Image: © SandraKavas/istockphoto.com

A brief introduction to writing a 
post-editing guide

As post-editing of machine translation (PEMT) is no less trivial than human translation from 

scratch, it is generally a good idea to provide linguists engaged in this activity with guidance. 

Here are some practical tips to help you create your own post-editing guide. 

By Uwe Muegge 

A post-editing guide is particularly helpful if a con-

sistently high level of output quality is required, and/

or if multiple and/or different linguists are working 

on a post-editing project in the same language for 

the same client. Of course, different clients have dif-

ferent quality requirements, and different MT sys-

tems/engines produce different outputs. All of the 

above makes writing a post-editing guide a difficult 

task. While every PEMT environment is unique, here 

are a few general tips for creating an effective post-

editing guide quickly and efficiently.
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than a dozen best-practice guides re-

lated to machine translation that TAUS 

makes available to anyone for free at 

http://ow.ly/Xt5MB.

ISO/DIS 18587 Translation 
services – Post-editing of 
machine translation output – 
Requirements
ISO 18587 has been under develop-

ment for several years, and as the “DIS” 

in its title indicates, this standard is cur-

rently in draft status where public input 

is sought and significant changes are 

still possible. The title also states that 

this is a requirements (as opposed to 

a guidelines) standard. Consequently, 

the 13 pages of this standard are full of 

definitions, specifications and require-

ments: from qualifications and com-

petencies of post-editors to quality 

requirements to activities before and 

after post-editing production. While 

ISO 18587 does not cover every aspect 

of post-editing – e.g. it focuses mainly 

on full post-editing, covering light 

post-editing only in a two-paragraph 

section of the annex – this standard is 

as comprehensive as it is concise. 

Specify the 
quality level
Just like in traditional human transla-

tion, there are no generally accepted 

quality standards for post-edited ma-

chine translation output. Therefore, it 

is of critical importance that any post-

editing guide clearly specifies the char-

acteristics of the desired quality level(s) 

for post-edited machine translation. 

Without such guidance, the risk is high 

that the post-editing project fails: Post-

editors might either edit too little and 

deliver poor quality or edit too much, 

which might cause schedule delays 

and budget overruns. Here are three 

possible quality levels for post-editing 

of machine translation.

Light post-editing
In my experience, if you ask three 

post-editors what the term “light post-

editing” means, you get four different 

opinions. Experts seem to agree on 

only one feature of light post-editing: 

In a light post-editing project, post-

editors should try to preserve as much 

of the original raw machine translation 

as possible. But does light post-editing 

include researching specialized ter-

minology or is it okay to use “generic” 

terms? And do post-editors in a light 

post-editing project check for meaning 

errors? In fact, does light post-editing 

even involve checking the machine 

translation against the source? A use-

ful post-editing guide should address 

all of these questions – especially the 

last one.

Full post-editing
There is typically less controversy about 

the level of quality expected in the final 

deliverable of a full post-editing project. 

The general consensus seems to be that 

after full post-editing, at a minimum, a 

machine translation should be:

•   Complete (i.e. no omissions or addi-

tions);

•   Free of errors in meaning and termi-

nology;

•   Free of grammar, spelling and punc-

tuation errors.

 Market Leading 
Software for 
Translation 
Professionals
SDL Language Solutions offer a unique 
language technology platform

From translation memory productivity  
tools for the individual translator to project 
management software for translator teams,  
from translation management solutions to 
cloud-based machine translation for  
enterprises and LSPs. 

You are not just investing in a  
market-leading translation productivity  
tool when you buy SDL Trados Studio,  
you are investing in a CAT tool that integrates 
with the full SDL language technology  
platform including the new innovative  
Language Cloud.

Follow us on twitter @sdltrados, YouTube “SDL Trados” or LinkedIn “SDL Trados Group”.

Find out more: www.translationzone.com

www.sdl.com

SDL_ad_Language Cloud_TCworld_105x280_EN.indd   1 19/01/2016   14:22

Definitions

Machine translation (MT)

An automated translation from one 

natural language into another that is 

created by a computer application.

Post-edit (PEMT)

Edit and correct machine translation 

output.

Translate

Render source language content into 

target language content in written 

form.

Translation memory system

A type of translation software that 

supports linguists by automating 

many translation-related tasks, in-

cluding making previous translations 

easily available for re-use.
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One area that is still hotly debated 

is the matter of style: Does full post-

editing require stylistic changes to the 

point that make a machine translation 

indistinguishable from a human trans-

lation? Clarifying this particular point 

will add a lot of value to any post-ed-

iting guide.

Transcreation
The term “transcreation” refers to the 

process of adapting content to a local 

market to a much higher degree than 

a typical (human) translation does. 

Therefore, it may seem counterintui-

tive to post-edit a machine translation 

as part of a transcreation project. The 

primary objective of PEMT typically is 

to make the translation process more 

efficient. Transcreation, on the other 

hand, with its focus on producing the 

most compelling messaging in a for-

eign language, is a quality-driven pro-

cess. Does it make sense to post-edit 

a machine translation to transcreation 

level? One of the clients I am currently 

working for answers this question in 

the affirmative. To ensure the success 

of post-editing projects at the tran-

screation level, the following resources 

should be available:

•   Post-editing guide with comprehen-

sive specifications regarding tone 

and voice of messaging;

•   Linguists with deep subject-matter 

(brand and product/service) exper-

tise.

PEMT at the transcreation level may in-

volve a second round of post-editing, 

as is the case in my client’s project, but 

it doesn’t have to.

Specify the tools
Unfortunately, one aspect that is ab-

sent from most post-editing guides 

that I have seen, including ISO 18587 

and the TAUS PEMT guide, is guidance 

on the tools environment for post-ed-

iting machine translations. It is a lesson 

that I have learned the hard way: Fail-

ing to specify what types of translation 

tools to use in a post-editing project 

typically leads, at the very least, to less-

than-optimal linguist productivity and 

output quality.

Translation memory 
system
Many linguists seem to prefer a word 

processor over a translation memory 

system for post-editing. I have ex-

plained elsewhere that translation 

memory systems have many benefits 

over word processors for translation 

(see Resources). And the same ad-

vantages apply to post-editing. Here 

are a few examples of the benefits of 

post-editing in a translation memory 

system:

•   Simplified editing (source and target 

are in sync and in close proximity);

•   Simplified completeness check (it 

is hard to accidentally skip a sen-

tence);

•   Automatic terminology lookup 

(more on that below).

For these reasons, I strongly recom-

mend including a section in your 

post-editing guide that specifies 

that, as a general rule, linguists use a 

translation memory system for post-

editing projects.

Terminology management 
system
As in human translation, handling 

terminology efficiently can be a chal-

lenge in post-editing of machine 

translation. Of course, the most ef-

ficient way of managing terminol-

ogy in PEMT is to get the terminol-

ogy right during the MT stage of the 

project. So how do you ensure that 

the post-editors use the same (and 

ideally correct) terms in an efficient 

manner throughout the project? By 

creating a project-specific dictionary 

at the beginning of the project, and 

by using a terminology manage-

ment system that is part of a trans-

lation memory system. If a compre-

hensive, project-specific termbase 

is available in a built-in terminology 

management module, the transla-

tion memory system automatically 

recognizes these terms. In this type of 

post-editing environment, linguists 

not only use terms more consistently, 

their productivity can also be much 

higher (can’t beat automation when 

it comes to efficiency)!

automatic quality checker
When post-editing a machine trans-

lation in a translation memory sys-

tem, the system links each source 

sentence to the corresponding tar-

get sentence. Of course, when post-

editing in a word processor, there is 

no such connection. By working with 

a repository of linked source and tar-

get sentences, post-editors using a 

translation memory system can con-

duct automatic quality checks. Here 

are a few examples of the types of 

automatic quality checks post-edi-

tors can perform:

•   Consistency of terminology;

•   Integrity of numbers;

•   Integrity of formatting and tags.

Today, many translation memory 

systems offer some kind of auto-

matic quality checking as a standard 

feature. In addition to built-in quality 

resources

•   ISO. 2015. ISO/DIS 18587 Translation services – Post-editing of machine 

translation output – Requirements. International Organization for Standardi-

zation. [Online] 5 19, 2015.  

www.iso.org/iso/catalogue_detail.htm?csnumber=62970.

•   Muegge, uwe. 2015. Do translation standards encourage effective terminol-

ogy management? revista Tradumàtica. 1 2015, Vol. 13

•   Muegge, uwe. 2010. Ten good reasons for using a translation memory. 

tcworld. [Online] 2010.  

www.tcworld.info/e-magazine/translation-and-localization/article/ 

ten-good-reasons-for-using-a-translation-memory

•   Muegge, uwe. 2014. The great leap forward that never was. The aTa Chroni-

cle. [Online] 2014. http://works.bepress.com/uwe_muegge/92

•   TauS. 2010. MT Post-editing Guidelines. TauS website. [Online] 12 30, 2010.  

www.taus.net/academy/best-practices/postedit-best-practices/ 

machine-translation-post-editing-guidelines.
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checking, there are a number of spe-

cialized tools such as ApSIC Xbench 

and D.O.G. ErrorSpy that can be used 

for this task.
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By Annette D. Reilly

Standards for software documentation are impor-

tant tools for technical writers. They provide con-

tent creators with the requirements for information 

products and guide them through the process of 

developing such products. They ensure that the in-

formation content, structure and format are suitable 

for the intended audience. And they can help other 

stakeholders concerned with software processes, 

including software users.

This article is intended to help content creators 

evaluate, select, and apply appropriate standards. 

It focuses on international standards from ISO, IEC, 

and IEEE.

Why we need standards
Software providers want their products to be usable. 

Usability is the “extent to which a system, product 

or service can be used by specified users to achieve 

specified goals with effectiveness, efficiency and 

satisfaction in a specified context of use” (ISO/IEC 

25064:2013). 

Software users consult documentation in three 

main modes:

•  Conceptual: to help understand goals, principles 

and methods involved in completing a process or 

task

•  Instruction: to learn how to complete a procedure 

•  Reference: to search for details when something 

has been forgotten or when something unexpect-

ed happens (troubleshooting).

Thus, software providers have an obligation to 

warn users when the software might create hazard-

ous conditions, and to advise users when incorrect 

use of the software could result in unsatisfactory 

results. Software user documentation standards 

such as ISO/IEC 26514:2008, Systems and software 

Standards for software 
documentation

Standards can greatly assist technical writers, documentation managers, designers and 

developers. But which standard applies to which team member and which ones are most 

useful in software documentation?

Image: © MistikaS/istockphoto.com
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Content of software documentation is tied to ful-

filling data quality characteristics of completeness 

and accuracy. Sections on the information content 

allow for minimalist approaches while making sure 

that all critical software functions are covered in 

the documentation (“software whose failure could 

have an impact on safety, or could cause large fi-

nancial or social loss”). Detailed requirements for the 

content and structure of procedures (instructions) 

reflect their importance for software documenta-

tion users. The standard also includes requirements 

for the content of error messages and warnings 

(critical safety information).

Regarding format, 26514 discusses the choice of 

appropriate printed or electronic media. For exam-

ple, certain topics (such as software installation) are 

required to be available in printed form separate 

from the software. It also covers formats for illustra-

tions and page design.

ISO/IEC/IEEE 26515: 2011, Systems and software 

engineering – Developing user documentation in 

an agile environment, considers the challenges for 

information developers when they participate in 

one or more agile teams. As team members, they 

can contribute to several tasks along with design-

ing and developing user documentation, such 

as recording development plans and user stories, 

contributing to GUI design, managing changes to 

requirements, leading or performing usability test-

ing, and tracking progress during sprints. This stand-

ard recommends that documentation be complete 

and tested before a sprint is closed.

Websites can provide quick access to information, 

an accessible way to acquire and evaluate knowl-

edge and concepts, and a way to share information 

and opinions among a user community. ISO/IEC/
IEEE 23026:2015, Systems and software engineer-

ing – Engineering and management of websites for 

systems, software, and services information, is intend-

ed to improve the usability of technical information 

provided in a website. It includes requirements for 

the processes of strategy and planning, designing, 

engineering, evaluating and testing, and sustaining 

websites for technical information. Website man-

engineering – Requirements for designers and develop-

ers of user documentation, and ISO/IEC/IEEE 82079-1 

(in revision), Information technology: Information for 

use of products – Part 1: General requirements and 

processes, explain how to do this in a consistent and 

useful way.

Just as software and its user documentation should 

be aligned with the needs of its audiences, a set of 

standards for software user documentation, num-

bered ISO/IEC/IEEE 2651N, is aligned with the needs 

of those involved in documentation (Figure 1). 

Standards for designers 
and developers 
ISO/IEC 26514:2008 is the most extensive stand-

ard for the design and development of user docu-

mentation. It covers both the process and the docu-

mentation product (content, structure, and format), 

and includes an annex on the content of style 

guides and another on writing style and techniques 

in English. The process sections include analysis of 

audience profiles, tasks, and usability goals and ob-

jectives, with some coverage of life-cycle manage-

ment. 

Review tasks are treated in more detail in ISO/IEC/
IEEE 26511:2012, Systems and software engineering 

– Requirements for managers of user documentation, 

and ISO/IEC 26513:2009, Systems and software 

engineering – Requirements for testers and reviewers of 

user documentation. 

ISO/IEC/IEEE 26514 considers audience analy-

sis as part of documentation design (choosing 

which functions need to be documented for 

which categories of users when developing a 

documentation set).

Sections on the structure of documentation de-

scribe where to appropriately place information and 

critical information such as warnings. They specify 

document components such as package label or 

title page, table of contents, concept of operations, 

procedures, error messages and problem resolution, 

navigational features, index and search capability.

 Consistent Content
 Corporate Style
 Controlled Language

ee

Figure 1: Audience-oriented standards for software user documentation

ISO/IEC/IEEE Standard number Relation to user documentation

26511 Managers 

26512 Suppliers and acquirers 

26513 Editors, reviewers, testers, and assessors

26514 Designers and developers (writers and illustrators)

26515 Agile team members
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an information model for structured authoring, 

developing authoring guidelines, deciding on the 

content sustainment and reuse strategy, and im-

plementing quality management through content 

review and approval. It includes specific require-

ments for a component CMS: repository manage-

ment, content object management, system ad-

ministration, authoring, workflow control, output 

for publication, management of localization and 

translation, and system interoperability.

ISO/IEC/IEEE 26512:2011, Systems and software 

engineering – Requirements for acquirers and suppli-

ers of user documentation, deals with the agreement 

processes of acquiring and supplying documenta-

tion products and services, from the point of view of 

the acquirer (customer) and the supplier (contrac-

tor for outsourcing). It can be applied within an or-

ganization as well as for external suppliers. It covers 

what to include in a request for proposals (request 

for tender) and in a proposal, as well as monitor-

ing and managing the agreement and handling 

changes that arise during the work. It details what 

needs to be defined in requirements for user docu-

mentation and in a user documentation specifica-

tion and statement of work.

Note: A longer, German version of this article ap-

pears in Anthology on Technical Communication,  

ed. Jörg Hennig and Marita Tjarks-Sobhani Vol. 20: 

Gesetze, Urteile, Normen, Richtlinien, Regelungen für 

die Technische Kommunikation, Stuttgart: tcworld, 

2015. ISBN 978-3-944449-39-5.

It emphasizes planning for reviews for different 

purposes (such as technical accuracy or editorial 

correctness) at different points in the software and 

documentation life cycle. It describes managing 

the output of reviews, and resolving problems dis-

covered during reviews and tests. It describes vari-

ous purposes for testing documentation, including 

a system test for consistency between the software 

performance and the documentation, tests of ac-

cessibility and localization, and usability testing.

Information manage-
ment and content man-
agement standards
Basic requirements for the purpose and outcomes 

of the information management process (includ-

ing documentation management) are found in 

ISO/IEC/IEEE 15288:2015, Systems and software 

engineering – System life cycle processes, and ISO/
IEC/IEEE 12207, Systems and software engineering 

– Software life cycle processes (new 2016 edition in 

preparation): “The purpose of the information man-

agement process is to generate, obtain, confirm, 

transform, retain, retrieve, disseminate and dispose 

of information, to designated stakeholders.” 

Specialized standards provide more information 

on how to manage documentation and content, 

and how to acquire documentation products and 

services.

ISO/IEC/IEEE 26511 is applicable to managers of 

both software and systems user documentation. 

It covers organizing and planning for an ongoing 

workflow and documentation portfolio, including 

developing a team with specific roles, obtaining 

infrastructure resources, and establishing manage-

ment control through measurement. It briefly de-

scribes the vexing concern of estimating resources 

for documentation projects. It suggests measure-

ments of documentation products, productivity, 

quality, and measures for process improvement, 

and includes suggestions to minimize the cost 

and improve the quality of translations. It includes 

requirements for a user documentation manage-

ment plan and a documentation plan.

ISO/IEC/IEEE 26531:2015, Systems and software 

engineering – Content management for product 

lifecycle, user, and service management documenta-

tion, aids in developing a content management 

strategy, preparing a business case for content 

management, defining the content manage-

ment workflow, and selecting the needed content 

management system (CMS) functions: defining 

agement considers the lifespan of the website and 

its information, configuration control, and estima-

tion of resources for site sustainment. Website de-

sign strategy focuses on the separation of content 

and presentation, use of consistent design, separa-

tion of marketing and information, choice of mul-

timedia, performance concerns, and special con-

siderations for website translation and localization. 

Requirements for search functions and site naviga-

tion and privacy policies are emphasized, including 

protecting the security of the website’s technical 

information, user data, and IT resources. (The ISO/

IEC 27000 series has the primary standards for infor-

mation assurance.)

Documentation for soft-
ware organizations and 
projects
Standardized information about software life-cycle 

processes and products helps organizations plan 

strategically, control their results, inform their stake-

holders, and streamline their processes, with the 

goal of improving their software products.

ISO/IEC/IEEE 15289:2015, Systems and software 

engineering – Content of life-cycle information prod-

ucts (documentation), is the primary standard for 

life-cycle documentation (information items). It 

specifies the content of information items from 

several perspectives:

•  Purpose and common content for typical informa-

tion items (generic types)

•  Specific content needed for various life-cycle pro-

cesses

•  Types of data to collect as records in data stores 

and use in documents

The generic types are identified as policies, plans, 

procedures, descriptions, specifications, requests, 

and reports. In theory, it would be possible to pre-

pare each of these types of document for each 

process used in a project. In practice, the specific 

information items produced for a project should be 

limited to those needed by stakeholders, with infor-

mation reused and repurposed throughout a soft-

ware portfolio. Thus, 15289 does not prescribe the 

title, format, structure or exact content of specific 

information items, as long as the required content 

is available in some way.

ISO/IEC 26513:2009 (currently in revision) covers 

the methods for improving the quality of software 

user documentation, primarily reviews and testing. 
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By Birgitta Meex and Geert Brône

Digitalization and connectivity affect all aspects 

of our lives and all industries. The digital revolu-

tion also impacts technical communication in 

that it establishes a new kind of interaction be-

tween users and a product. User expectations are 

changing accordingly. Surveys and recent studies 

reveal a trend towards dynamic content delivery 

systems. Customers not only ask for better search 

capability, possibly using faceted search, they also 

request content on mobile devices as well as vid-

eos, audio, and animations. For example, the re-

cent eDoc project on the (electronic) delivery of 

user information, carried out by tekom, revealed 

the users’ demand for “just-in-time”, context-sen-

sitive, and individualized information. Information 

should be designed in a responsive manner to 

provide an optimal viewing and interaction expe-

rience across multiple media that mutually com-

plement each other (Fritz & Klumpp 2015). The 

eDoc guideline foresees that user information will 

be delivered increasingly electronically across dif-

ferent output media, to the extent that electronic 

delivery will become the standard. In line with this 

finding, the DCL and CIDM 2015 Trends Survey 

observes a move from PDF to HTML publishing.

Pros and cons of PDFs
Some of the often-heard shortcomings of PDF 

(and paper) in comparison to online documenta-

tion are its limited navigation options and multi-

media support as well as its low degree of respon-

siveness. Once designed as a world standard for 

Image: © RoBeDeRo/stockphoto.com

Are PDFs a thing of the past?
How do users navigate through technical content in order to locate and process informa-

tion? A study conducted by the University of Leuven in Antwerp sheds light on navigation 

behavior, user interests and motivation.
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“ “

long-term archiving, PDF is now more and more 

seen as an outdated format, mostly due to the 

availability of an immense variety of ways to de-

liver user information electronically that meets the 

users’ altered needs. However, despite the excel-

lent availability of relevant technologies and the 

fact that people have been predicting its demise 

for a long time, PDF is still the most popular format 

used on the Web today. According to the tekom 

Spring Survey (Straub 2015) and the DCL and 

CIDM 2013, 2014 and 2015 Trends Surveys respec-

tively, most content is still published in printed 

form or as PDFs delivered through the corporate 

website. Of course, every delivery format brings its 

own pros and cons. It is assumed that from a user’s 

perspective, reading PDFs is similar to reading a 

paper copy. Usability arguments in favor of PDFs 

are the search options, the possibility of printing 

on paper, the offline functionality and the large se-

lection of PDF readers available. Cons are the de-

pendency on the availability of a device, the risk of 

incorrect selection when downloading lists, and 

the poor responsiveness (Fritz & Klumpp 2015).

a tracking study
In order to gain more insight into the pros and 

cons of delivery formats in general and PDFs in 

particular, as well as into how information is gath-

ered in a user manual, it is helpful to empirically 

test how users handle documentation. So far, little 

research has been done to investigate this. To fill 

this research gap, we conducted an experimental 

study using screen tracking software to track the 

dynamics of users’ navigation paths through a PDF 

document. The objective of this pilot study was 

to assess participants’ viewing, scrolling, clicking 

and tapping behavior, their choices and linger-

ing time and to relate the information obtained 

to subsequent task performance (viz. an informa-

tion search task) at a later stage. Furthermore, we 

can learn from the navigation behavior whether 

participants prefer modern video formats over 

the more traditional PDFs to acquaint themselves 

with (new) technical content. Moreover, screen 

(inter)actions were captured to measure content 

usage and (re)viewing times.

The navigation metaphor
For our pilot study, we took the navigation 

metaphor as our point of departure. Follow-

ing Guiard & Chapuis (2007), we assumed that 

users navigate over a path when they move 

through the 2D content space of an electronic 

document covered with technical information 

to be discovered:

Traveling one’s virtual camera in Eu-

clidian 3D space, hovering over the 

flat landscape of a document, in such 

a way as to shift spatially and rescale 

one’s view of the document

(Guiard, Du & Chapuis 2007: 2).

The path is understood to be summative, i.e. 

the information is cumulated in time during the 

navigation process.

research questions
We addressed the following questions that 

emerged from the navigation metaphor:

•  How do users navigate through web-based 

technical content space while performing a 

typical exploration task?

•  Which particular contents do they look at 

in which order and how much time do they 

spend lingering on those contents?

•  Do participants prefer PDFs or videos to gath-

er (new) technical information? 

•  Can the preliminary findings of this small-scale 

study confirm the latest industry trends?

•  What can content designers learn from users’ 

navigation behavior to create user-friendly 

technical content and to guide the develop-

ment of future formats?

Method
We set up a controlled experiment in a typical 

task-oriented setting of users navigating in a 

Web environment. The task was designed to re-

flect a semi-real usage scenario in line with HCI 

(human-computer-interaction) reality. As a test 

case, we took two Dutch online PDF manuals of 

“TV Vlaanderen”, a digital satellite television ser-

vice provider for the Flanders region in Belgium. 

Participants could access both manuals (one for 

the satellite and one for the recorder) and their 

corresponding videos from one and the same 

page to assure equal visibility. Moreover, the or-

der of the presentation of the delivery formats 

was randomized. The PDFs contained embed-

ded illustrations and links to websites.

We selected twelve participants, all students at 

the University of Leuven in Antwerp without 
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pants had completed the task, we conducted 

a short post-test interview, asking questions 

about format preferences, technical self-confi-

dence (Beier 2004), and user experience in or-

der to learn about users’ subjective experiences 

and “joy of use”. Upon completion of the view-

ing task, the participants were also presented 

with two content questions to check whether 

they could memorize highlighted content such 

as additional didactic information or safety-

related information.

Participants’ screen (inter)actions were re-

corded, using the screen-capturing program 

Camtasia Studio. The recorded data were ana-

lyzed both manually and by using the multime-

dia annotation tool ELAN. It should be noted 

that the viewing time per page was measured 

as the time between two scroll movements 

across document pages. When participants 

scrolled within a single page, this was calcu-

lated as a single instance of page reading.

results
The data we collected for the student partici-

pants provide a first insight into the typical con-

tent navigation behavior in relatively traditional 

PDF documents. What is apparent is that all par-

ticipants adopted a linear reading mode, mean-

ing that they tended to read the manual from 

beginning to the end, very little direct naviga-

tion to non-adjacent sections of the text or 

clicking to other available resources (through 

links in the document). However, we also came 

across many instances of reviewing certain 

pieces of content. After they had gone through 

the PDF, half of the participants navigated again 

from the end of the document to the beginning 

as if they were following a breadcrumb trail. A 

possible explanation for this behavior might be 

that users tend to keep an overview and look 

at the document in total. This may, however, be 

an effect of the task design, as the participants 

were asked to familiarize themselves with the 

products by perusing the documentation (i.e. 

“reading-to-learn” design). Starting from a spe-

cific task or problem might generate a different 

reading behavior, and this will be the subject of 

future studies. A second observation pertains 

to the interaction with the available content: 

the participants, in general, did not interact 

with the textual or graphical content provided 

in the document by hovering over or highlight-

ing specific segments. Again, this might be due to 

Table 1: Dwelling time

Figure 1: Pages containing special points of interest

a technical background, and equipped them 

with a laptop with a headset and audio & video 

tracking software. They were asked to perform 

an exploratory information search to acquaint 

themselves with the content of the documen-

tation and the functionalities of the devices. 

Consequently, as we asked them to follow an 

information-gathering approach, the viewing 

task was goal-oriented only to an extent. We 

set a time limit of 30 minutes. Once the partici-

1. Cover page of the manual

Tip 1: Directing the satellite receiver

Warning 1: Connecting the receiver

2. Contents

Tip 2: Drilling a hole for the cable

Warning 2: Finding the best signal

Average overall Contents TIP 1 TIP 2 Warning 1 Warning 2

27.28s 27.12s 48.56s 44.97s 34.49s 20.54s

p = 0.97 p = 0.0376*  p = 0.0318* p = 0.27 p = 0.16
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the task design at hand, but it seems to be a more 

general feature of screen-based reading.

In addition to the general observations on naviga-

tion behavior, we measured the lingering time (or 

dwelling time) of the participants on the separate 

pages of the PDF manuals. We were particularly 

interested in whether the participants tended to 

spend more time reading special points of inter-

est in the document, such as warning messages, 

safety-related information, tips & tricks, and an 

overview of the content. We singled out five 

pages in the document (which had 20 pages in 

total) that contained this type of information, 

and which were marked as such (see Figure 1 for 

the cover page of the manual and the five rele-

vant pages). We then calculated the mean view-

ing time for each of these pages and compared 

them to the average length of viewing time per 

page for the entire document. This gave us an 

indication of the relative impact of such special 

points of interest. The findings for this first ex-

ploratory study, as presented in Table 1, reveal 

that only in some cases was there a significantly 

longer dwelling time on these marked pages, 

especially on the two pages referring to specific 

tips & tricks (p. 3 and p. 12).

Another striking (but not surprising) observation 

is that the second part of the second PDF the 

participants looked at was frequently skipped, 

indicating that motivation seems to decrease 

over time. Regarding the question if participants 

viewed the user information in an order that was 

different from the order in which the user infor-

mation was (randomly) presented to them, our 

observations show that two-thirds of them made 

no alternative delivery format choices. Finally, the 

post-test interview revealed that 

•  three-quarters of the content questions were an-

swered correctly, 

•  participants displayed a clear preference for PDFs 

instead of videos, and 

•  fifty percent of them did not think of themselves 

as being competent enough to get started in-

stalling and operating the devices due to a self-

attributed lack of technical aptitude.

Implications and lessons 
learned
Notwithstanding the rather small sample of us-

ers participating in the study, the results of this 

pilot study stress the importance for the technical 

communicator of developing effective user infor-

mation. The ARCS Model of Motivational Design 

(Keller 1983, 1987) distinguishes four aspects of 

effective user information (see also Loorbach, 

Karreman & Steehouder 2006):

•  Attention

•  Relevance

•  Confidence 

•  Satisfaction

First, effective user information increases the dy-

namics of attention and interaction so as to avoid 

users abandoning and giving up on the task. Sec-

ond, it demonstrates the relevance of reading the 

documentation in that it tries to convince users 

of the usefulness for their purposes and to ensure 

continuous engagement with the task. Third, ef-

fective user information appeals to the emotions 

(e.g. fear, frustration) of the user and inspires his/

her confidence in the task. In this way, it supports 

participants in feeling confident to get started us-

ing the product. And finally, effective user infor-

mation yields greater customer satisfaction.

As motivation was shown to decrease dramati-

cally over time, the addition of motivational ele-

ments might be useful to keep the user’s atten-

tion (Loorbach, Karreman & Steehouder 2006). 

Metadata such as breadcrumb trails, tags (e.g. 

a bookmark, a checklist) and overviews may be 

useful to help users find content and to make 

content more searchable, i.e. allow it to be found 

(again) by browsing or searching. Different user 

groups might be identified depending on the 

navigation patterns they follow. In this way, tech-

nical documentation may be personalized to ad-

just it to these different needs.

Conclusion
With this pilot study, we intended to provide 

insights into how users navigate through tech-

nical content space in order to search for and 

process information. We assumed that navi-

gation behavior, keyboard and mouse usage, 

lingering time, viewing order, reviewing times, 

and the format choices made are good implicit 

indicators of user interest and motivation. Navi-

gational behavior gave us information about 

satisfaction and engagement with the task. 

Viewing history and lingering time allowed for 

assessments of attention and relevance. The 

post-test interview provided us with informa-

tion regarding confidence into one’s own tech-

nical competencies as well as relevance of the 

information.
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Note that even adding a preposition does not al-

ways avoid ambiguity. 

“Open the door with the key.”:

Use the key to open the door? Or open the door 

that has a key (not the door that has no key)?

Even a single adjective before a noun can be 

ambiguous and imprecise. For example, is “metal 

saw” made of metal or for sawing metal?

Likewise, a single adjective with an implied dou-

ble subject may require additional explanation. If, 

for example “the coated hinges and fixings must 

not be stacked“, does this apply to all fixings or 

only coated fixings?

Better: The fixings and coated hinges must not 

be stacked.

Or: The coated fixings and coated hinges must 

not be stacked. 

Better still: Do not stack fixings. Stack only un-

coated hinges. 

Or: Stack only uncoated fixings and uncoated 

hinges.

By Susan Grimmette

The complexity of the systems and procedures 

technical writers describe can get in the way of 

clear and concise writing. A consistent choice of 

words can contribute to clarity.

adjectives can cause 
ambiguity
Imagine your developer supplies you with a text 

titled “program-based utilities”. The developer cer-

tainly knows what is meant, but will the reader? 

So, the utilities are based on something, but 

what? There are several possible interpretations 

of the text and it is up to the writer (you) to work 

out which of them is correct and phrase the docu-

mentation accordingly.

Here are the questions you might need to ask 

your developer, who has supplied you with the 

hyphenated double adjective. 

(1) Singular or plural: Are the utilities based on one 

program or on more than one?

(2) “A/an” or “the”: Are the utilities based on a pro-

gram or programs in general or are they based 

on a specific program or programs that you have 

already mentioned? 

(3) Which preposition describes the link between 

the two nouns (with, on, by, to, etc)?

Table 1 shows some examples of unambiguous 

texts. Please note that the left column only con-

tains one of at least four possible interpretations 

of the text in the second column. The entry in the 

first column conveys more information than the 

corresponding text in the second column, so it is 

more useful for the reader.

Use (for example) Avoid

utilities based on the 

program

Program-based utilities

Statements associated 

with a cursor

Cursor-associated 

statements

Text dependent on the 

language

Language-dependent 

text

Values specified by 

the user

user-specified values

Files specific to the 

database

Database-specific files

Table 1: Adding meaning through prepositions

administration enterprise quality

analysis entity relationship

application excellence research

approach foundation resource

assembly issue run

assurance management service

base material solution

business model standard

center path structure

commerce process system

consideration product task

customer program technique

database prototype tool

development provision utility

Table 2: A sample buzz-word generator

avoid buzz-words
You want to sound impressive without actually say-

ing anything? Then the buzz-word generator (see 

Table 2) is just the thing for you. It consists of three 

columns of nouns that can also act interchange-

ably as adjectives and be sorted in any order:

Simply pick one word from each column (or indeed 

any three words in any order) and you will have an 

impressive phrase that makes your text sound im-

posing but means absolutely nothing. In any text 

avoid using long strings of nouns as adjectives. 

Avoid ambiguity and choose 
consistency

Technical writing should produce clear and concise documentation –  

yet, everyone has seen examples of documentation that is imprecise and ambiguous.  

Here are some easy-to-follow writing tips. 
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becoming generic, refer to it only together with 

the descriptive name: for instance, “Hoover vac-

uum cleaner”, not “Hoover”. In this way you can 

also apply your trade name to other products, 

such as a “Hoover washing machine”. This would 

also prevent the term “Hoover”  from becoming 

a common term for a vacuum cleaner (and your 

company risking losing its trademark).

ambiguous terms 
A former sign on the wall at the subway station at 

Frankfurt Airport read:

Intern. Flights =>

Does this mean internal flights, or international 

flights, or flights to be taken by interns?  

In many cases, the meaning can be derived by 

the context, but an isolated sign on a wall has no 

context. The only solution: When in doubt, write it 

out (see Table 3)!

Choose consistency over 
variation
In school we were encouraged to vary the terms 

we used in essays. This was supposed to make our 

writing more interesting and show that we had 

a rich and diversified vocabulary. For example, I 

might refer to a “region” the first time I mention it, 

call it an “area” the next time and a “field” or “zone” 

on another occasion. In technical writing, howev-

er, it is best to stick to one term throughout your 

document to show that you are referring to the 

same thing.

use distinct terms
Imagine you name two commands “close” and 

“quit”. This means that you cannot use the word 

“close” as a general term referring to both com-

mands. The reader then has no way of knowing 

•  when close is being used in the general sense 

(meaning close or quit) and

•  when it might be used in the specific sense 

(meaning close alone). 

The solution is to introduce a third term, such as 

“exit”, and to leave the original two words with a 

single definite meaning. Some ambiguities are 

more serious than others. A clear distinction is 

particularly important in computing when deal-

ing with terms such as “delete”, “erase”, “expunge” 

and “purge”. Selecting the wrong command can 

have disastrous effects: data or programs can be 

wiped out, and work can be lost irrevocably.

Coining trademarks
When you coin a trademark, add a descriptive 

name to it and use your trademark as an adjec-

tive. For example, the product with the descrip-

tive name “vacuum cleaner” could bear the trade 

name “Hoover”. To protect the trade name from 

Avoid Use either Or

intern internal international

last screen final screen previous screen

regularly hourly, 

daily or 

weekly

monthly or annu-

ally (as appropri-

ate)

change exchange alter or modify

determine decide find out

locate find put

replace X put X back substitute Y for X

Table 3: Choose clear words
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1.  Savor the omnipresent “Masala Dosa”, for 

example in the popular Vidyarthi Bhavan 

Restaurant, where the waiter skillfully bal-

ances ten plates on one hand, or in the 

nameless dosa joint deep in the bylanes of KR 

Road known only by the name of the owner, 

Siddappa. Water it down with a piping hot 

“by-two” filter coffee.

2.  Catch a “slice-of-life” play at the culturally rich 

Ranga Shankara, one of Bangalore’s most 

famous theaters.

3.  Take a lazy walk on the MG Road Promenade 

and reward yourself with the local fare of 

“Bise Bele Bath” at the al fresco outlet of Das 

Prakash.

4.  Visit the 16th century Cave Temple in South 

Bangalore (Sri Gavi Gangadhareshwara tem-

ple) and marvel at the technical brilliance of a 

different era.

5.  Raise a glass (of beer) at any of the pub city’s 

watering holes. Watson’s at Ulsoor or the 

Arbor Brewing Company is great for strained 

nerves.

6.  Bargain for streetwear at the flea market look-

alike at Commercial Street.

7.  Speak to a local in a smattering of the local 

lingo, Kannada, and win his/her heart.

 

May the city of Bangalore inspire your desire for 

travel and provide you with a comfortable and 

enriching experience much like it did for the 

hungry traveler many centuries ago.

Bangalore exhausted from long-haul journeys 

looking for food (for the stomach and the soul) 

and a place to rest.

Known for its hospitality, multilingual Bengaluru 

welcomes people from around the world in its 

fold. Today, the old-world charms of Bengaluru 

are complemented by the modern comforts of 

Bangalore with its exquisite hotels and restau-

rants.

To make your stay as memorable as possible, 

here is a genuine Bangalorean’s list of must-do’s 

while visiting this vivacious metropolis:

By Amita Jagannath

A long time ago, in a forgotten era, a weary 

traveler on a horseback trudged along a path in 

southern India, looking for comfort and food. The 

road was barren and lonely until he came across 

an old lady with kind eyes, who looked like she 

had a morsel or two on her. Being of a generous 

nature, she gave a handful of boiled beans to the 

statesman, who is credited to have named the 

place that we now know as “Bengaluru”.

Thus, a city was born and history unfolded. To-

day, the story of the weary passenger repeats it-

self day after day: Jetlagged travelers trudge into 
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The Masala Dosa is a must-try food for any visitor to India. In Bangalore, many local eateries specialize 
on this flagship dish, traditionally served on a banana leaf.

Do as the locals do: 
Seven must-do 

tips for Bangalore
Heading to Bangalore for the tcworld India conference? 

Here are some insights from a local.
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sionate writer. Born and 
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Crystal Hues Limited (CHL) is a pioneer 
in localization services combined with 
international marketing communication 
services in India. Our four specialized 
verticals viz. CHL Localization, CHL 
Worldwide, CHL Softech and CHL 
Digital ensure integrated solutions to your 
localization needs. Our services assist 
you in localization of your business to 
reach global markets with ease by helping 
you to communicate with your target 
market in their own language and culture 
and bring you closer to the heart of your 
target audience.

www.crystalhues.com

Knowledgeworks is one of the constituent 
companies of Valuepoint Group, a 
$50million IT/ITES conglomerate. 
Incorporated in 2001, Knowledgeworks 
has leveraged on cutting edge technologies, 
skilled native language professionals, 
domain experts and world-class processes 
to provide high-quality, timely services 
to customers on their content and 
multilingual requirements.
With over 1000 anchor clients across the 
globe we offer versatile business models, 
custom built to suit your needs and 
fortified to meet the ever changing business 
environment. We help you focus on your 
core business objectives by supporting your 
route to success.

www.knowledgew.com

BITS Private Limited is a refreshingly 
innovative language services 
company that offers core translation 
and localization services blended 
with customized language-
enabled mobile and web 
technology solutions. In operation for 23 
years now, our over 1500 clients spread 
across 20 countries are testimony to the 
trust the industry has placed in the BITS 
brand. Our unique services delivery 
model is backed by our 80 plus in-house 
translators, reviewers and a team of 
IT and localization experts that work 
from our offices in India and the UK.

http://bitsindia.co.in
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Adobe revolutionizes how the world 
engages with ideas and information. 
Adobe’s award-winning software and 
technologies have set the standard for 
communication and collaboration for 
more than 25 years. Adobe’s Technical 
Communication group delivers best-in-
class tools and services aimed at facilitating 
the end-to-end process of creating ground-
breaking content, publishing it seamlessly 
across media and devices, and achieving 
greater business success. These tools 
help deliver contextual, consumable and 
actionable content while offering highest 
return on investment.

www.adobe.com/in/products/
technicalcommunicationsuite.htmlIndia 2014

India 2014 India 2016
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Technical Writers of India (TWIN) is 
the largest community of India-based 
technical communicators, editors, and 
language professionals. TWIN offers 
a professional discussion forum with 
4000+ subscribers, a vibrant Facebook 
community of 5000+ technical 
communicators, an active LinkedIn 
group of 2000+ members, and an 
interactive portal with 8000+ registered 
members. In cooperation with tekom, 
TWIN organizes the tcworld India 
conference, India’s largest conference for 
technical communicators and language 
professionals. 

http://twin-india.org

Xeditor allows technical writers and 
occasional contributors to create DITA 
content intuitively and efficiently. The 
user-friendly interface leads authors 
through a defined document structure 
with real-time validation and easy 
collaboration. Our highly extensible 
framework ensures seamless integration 
with any CMS, enabling your content to 
be ready for use, re-use, and life in any 
format.

www.xeditor.com

Trans Infopreneur Inc. is India’s 
premier, professionally managed 
language specialist, providing 
translation, interpretation, DTP, voice-
over, software localization (L10n) 
and internationalization (I18n), Web 
globalization, multilingual project 
management, Trados TM maintenance 
and alignment, terminology management 
and associated services in over 100 Asian, 
European, Indian and African languages. 
The company specializes in technical, IT, 
patent, business, finance, medical and legal 
translations. 

www.transinfopreneur.com 
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Established in 2003, Mayflower Language 
Services is an ISO certified organization, 
helping companies succeed in global 
markets. Serving over 500 clients 
worldwide, Mayflower specializes in 
software, document, eLearning and 
video localization. Our three Centers of 
Excellence use the latest technology and 
innovation to serve our customers with 
speed, quality, accuracy and integrity, and 
to deliver outstanding quality on time 
and on budget.  
 
www.mayflowerlanguages.com
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Being a regional language vendor for 
Czech, Slovak, Polish and Hungarian, 
we are ready to support you in this 
challenging world of translations. At 
QA Czech we are a team with a true 
passion for what we do. For us this means 
striving for excellent communication 
with our partners as well as providing 
top quality and offering an affordable 
price.

www.qaczech.com/en

TCTrainNet is an English-language 
international training and certification 
program for technical communication. 
This online program serves individuals 
like students, technical writers and other 
TC professionals as well as employers 
who want to ensure the standards and 
competencies of their technical writing 
team. The curriculum was developed by 
leading professionals and experts from 
industry and academia and also serves as 
preparation for the international tekom 
certification.

www.technical-writing-training-and- 
certification.com

TCTrainNet

FREE 
GUEST TRIAL

The tekom certification is your pathway for a successful 
career in technical communication! Become a certified 
”technical communicator (tekom)“.
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Corporate groups and Translators
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Information energy is the annual meeting 

of content and information professionals to 

discuss trends in managing, using, editing, find-

ing and sharing knowledge and information. 

Ien was founded by Wim Hooghwinkel and is 

owned by tcworld GmbH. This year’s theme is 

“designing for knowledge” with topics includ-

ing information design, interaction design, 

intelligent information, dynamic delivery and 

online solutions.

Outsourcing World Summit 2016

February 15-17, 2016

  Lake Buena Vista, FL, USA

 www.iaop.org/summit

tcworld India 2016
February 25-26, 2016

  Bangalore, India

 http://conferences.tekom.de/tcworld-

india-2016

tekom spring conference (German 
sessions only)

April 14-15, 2016

  Berlin, Germany

 http://tagungen.tekom.de/f16/startseite/

tcworld China 2016

Information Energy

June 8-9, 2016

  Utrecht, The Netherlands

 www.informationenergy.org

tcworld India provides an international learning 
platform for Indian technical communicators 
and language professionals. The event is jointly 
organized by the Technical Writers of India 
(TWIN) and tekom.

Intelligent Content Conference
March 7-9, 2016

  Las Vegas, NV, USA

 www.intelligentcontentconference.com

GALA 2016

March 20-23, 2016

  New York, NY, USA

 www.gala-global.org/conference

MadWorld 2016
April 10-12, 2016

  San Diego, CA, USA

 www.madcapsoftware.com/ 

events/madworld

ICC 2016 is a content strategy event for market-

ing professionals. In order for you to be truly 

effective at your content marketing, you need 

to scale your content, leverage the right tech-

nology, easily repurpose and reuse content, and 

deliver content to the right person at the right 

time, regardless of device.

TAUS Executive Forum

April 25-26, 2016

  Beijing, China

 https://events.taus.net/events/forums/taus-

executive-forum-beijing-2016

Technical Communication Summit
May 15-18, 2016

  Anaheim, CA, USA

 http://summit.stc.org

Information Energy ››

tcworld China is the annual gathering for all 

decision-makers and specialists in the field of 

technical communication in China. This year’s 

conference will focus on intelligent information, 

terminology management, CCMS, information 

modeling, and more.

LocWorld Dublin
June 8-10, 2016

  Dublin, Ireland 

 http://locworld.com

UA Europe
June 9-10, 2016

  Budapest, Hungary

 www.uaconference.eu

Content Marketing World
September 6-9, 2016

  Cleveland, OH, USA

 http://contentmarketinginstitute.com/events

TAUS Annual Conference
October 24-25, 2016

  Portland, OR, USA

 https://events.taus.net/events/conferences/

taus-annual-conference-2016

LocWorld Seattle
Oct 26-28, 2016

  Montreal, Canada

 http://locworld.com

tcworld conference 2016
November 8-10, 2016

  Stuttgart, Germany

 http://conferences.tekom.de

April 18-19, 2016

  Shanghai, China

April 21, 2016

  Shenzhen, China
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