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Abstract 

This study was made at the localization section at Sony Ericsson Mobile Communications 

and investigates the part of a localization process where language issues are handled. The 

purpose of the thesis is to investigate which main factors influence the language quality in a 

real world localization of a mobile phone.  

The study is divided into two parts, one initial study and one main study. In the initial study, 

the five tasks of the localization process were identified as organization, coordination, 

technical preparation, creation of source text, and creation of target text. 

In the main study, the employees’ views on language-specific quality issues in the process of 

localizing mobile phones were mapped out through deep-interviews. The results from the 

interviews were divided into the categories organization, technical preparation, linguistic 

issues, and language tools. Organizational prerequisites for achieving high quality were 

awareness, updated material and structured communication. The linguistic issues were 

unambiguous and understandable language, correct language level, standardization of 

terminology, providing sufficient context to the translators and validation of the target text. 

Concerning the language tools, both manual and repetitive labor as well as the absence of 

spell and grammar checkers were two main factors considered to influence the quality of the 

final text strings in the mobile phone. 

To contribute to the overall picture of the process, some parts should be further investigated, 

like the translators’ working situation and the end-users’ expectations of the product.  

To conclude, the most challenging part is determining what the highly subjective term quality 

means in the context of language, which demands clear guidelines for expected outcomes 

and especially for whom. Only then can it be determined how it should be done. 
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Sammanfattning 

Denna studie utfördes på Sony Ericsson Mobile Communications och inriktar sig mot den 

specifika del av lokaliseringsprocessen som hanterar språkliga problem. Syftet med uppsatsen 

är att i en verklig lokaliseringsprocess undersöka vilka huvudfaktorer som påverkar den 

språkliga kvaliteten i den slutgiltiga produkten.  

I förstudien identifierades de fem huvudsakliga uppgifterna i denna del av processen som 

organisering, koordinering, teknisk förberedelse, skapande av källtext och skapande av 

måltext. 

I huvudstudien kartlades de anställdas syn på språkliga kvalitetsaspekter i 

lokaliseringsprocessen genom djupintervjuer. Resultaten delades in i kategorierna 

organisation, teknisk förberedelse, lingvistiska aspekter och språkverktyg. Nödvändiga 

organisatoriska förutsättningar var: medvetenhet, uppdaterat material och strukturerad 

kommunikation. Avgörande lingvistiska faktorer var: otvetydigt och förståeligt språk, korrekt 

språknivå, standardisering av terminologi, tillräcklig kontext till översättarna och validering 

av måltexten. Vad gäller språkverktygen ansågs manuellt och repetitivt arbete samt 

frånvaron av stavnings- och grammatikkontroll vara två faktorer som påverkar den slutliga 

kvaliteten hos textsträngarna i en mobiltelefon. 

Vidare undersökning om översättarnas arbetssituation och slutanvändarnas förväntningar på 

produkten skulle ge en bättre bild av processen som helhet. 

Den största utmaningen är troligen att fastställa vad begreppet språklig kvalitet innebär, 

vilket är problematiskt och kräver tydliga riktlinjer för vad det är som ska uppnås och för vem. 

Först därefter kan man tala om hur det ska utföras. 
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Introduction 

Localizations are all around us. This very text was written using Microsoft Word, localized 

into a large number of languages, such as Colombian Spanish, Cherokee, Indian English and 

Swedish. This word processing software has had its visible natural-language strings 

translated, its models for letters adapted, its alphabetical orders adjusted, its dialogue boxes 

widened for the changed lengths, its dates reordered, and so on and so forth. Those are all 

part of the localization process, where localization is used to reach more and more markets 

including more and more languages. (Pym 2004a)  

Over the past decades, localization has progressed from being an added effort by some 

software publishers to a multi-billion dollar professional industry. Localization, web site 

globalization, language engineering, and software internationalization have all become 

important issues for companies that want to market and sell their products in international 

markets. In many cases, localization has proven to be the key factor for international product 

acceptance and success. (Esselink 2000) 

The reaching of international markets depends on how effectively the resources are used. 

Success requires reducing engineering and technical obstacles, and supplying qualified staff 

with the right mix of linguistic, engineering, and project-management skills. (Brooks 2000) 

In a practical sense, localization is the adaptation and translation of a text (e.g. in a software 

program) to suit a particular locale, for example Catalan-speaking computer-users in Spain, 

i.e. particular recipients in a certain culture (Pym 2004a). The more the user must interact 

with a product, the more localization it will require (Lommel and Ray 2007). Consequently, 

the localization of mobile phones is as crucial as it gets, and needless to say, it is often the 

end-users who become the victims of poor localization (DiFranco 2006). 

Localization emerged from the computer software and hardware industries, which makes it 

easy to understand why the U.S. English is often the source language for these types of 

products or services. It is in fact the source language in approximately three quarters of the 

language pairs used in localization. (Lommel and Ray 2007) This is also the case within the 

products of Sony Ericsson Mobile Communications. 
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Sony Ericsson Mobile Communications 

The process of translating and localizing text in mobile phones has been part of the Ericsson 

organization since the 1980’s. Since 2001 it is part of Sony Ericsson Mobile 

Communications (SEMC). Today, they localize their products into over 55 different 

languages. An increased number of languages and text strings have made the localization 

more difficult. As a leading player on the market, the demands for high quality results are 

high, manifested in their organization, where localization has its own department. 

Organization 

The specific localization department is subordinated the SEMC organization in the 

following way: 

 
 

 

 

 

 

 

 

 

 

 

 

 

Figure 1: Location of UI Localization department in the SEMC organization. (Source: Internal 

documents at http://agora.sonyericsson.net) 
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The UI Localization & Customization department is in turn divided into four sections: 

 

Figure 2: Organization chart of UI Design. (Source: Internal Documents, no 120120-LXE10858-

Uen19) 

All sections are primarily located in Lund, Sweden, except the UI Localization lab in 

Manchester, England. Central and Entry are two types of hardware platforms which in turn 

affect the software platform. Central phones are made of hardware from Ericsson and have 

the software platform OSE (Operating System Enea), as do some Entry phones. However, 

most of the Entry phones have other types of hardware and software. UI Localization lab in 

Manchester develops phones with the operating system Symbian, often made of Ericsson 

hardware platforms. Another translation vendor is used to translate the text string in these 

phones.  

The localization department at SEMC has the overall responsibility for text string 

localization, language tool development, font supply, operator requirements and other 

language related issues in the process. They also have their own tool to administrate text 

strings, the LabelTool suite, developed in cooperation with another company - AU Systems. 

SEMC is also putting resources into developing their term database, TermBase, a trademark 

purchased from TRADOS. 
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Problem Definition 

To begin with, a theoretical understanding of the term localization needs to be investigated. 

The initial study then explores a part of a localization process in the real world, examining 

what localization means and which key tasks it includes.  

It is very difficult to aim for high quality if there is not a clear understanding and a common 

notion about what it is, which is why the main study starts with examining the notion of 

quality in this context. It continues with a gathering of which factors in the process have the 

most influence on the quality of the mobile phone text strings. These include short terms 

(“Save”, “Try again”) as well as longer help texts available to the end-user. The question is 

where the largest problems are located, where they arise and how they may be resolved.  

More precisely, the aim is to map out where the largest obstacles are located and how they 

are affecting and influencing, direct as well as indirect, the quality of the language in the end 

product. Narrowing it down, the central question is:  

Which main factors influence the natural language in a mobile phone in a real world localization 

process? 

This question is divided into several clarification questions: 

○ What does localization mean in the real world?  

○ Which tasks are included in a localization process? 

○ What is the notion of high quality in this context? 

○ From whose perspective should the quality be reviewed? 

○ Which main factors influence the quality? 

The questions will be explored in a qualitative case study with expert interviews, aiming for 

a quality-centred problem inventory of the issues in a localization process in the real world. 

The first two will be dealt with in Part I of the report, leaving the final three to be explored in 

Part II. A glossary defining specific terms and expressions can be found in the end of the 

report. 

Delimitations 

○ This study will only include one case of a localization process, namely the one 

performed at SEMC. 
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○ Only a part of a localization process will be studied, namely the part where most of 

the natural language issues are handled. 

○ Not all actors in the process will participate in the deep-interviews, simply those who 

perform tasks of interest. 

○ No end-user quality survey will be conducted. 

Outcomes 

The first part of the study will result in a description of a specific part of the localization 

process at SEMC, its discrete levels and the tasks included in each step. The main study 

contains a more thorough examination of the employees’ notion of localization issues, such 

as how to define quality, how to achieve quality in the process, which advantages and 

disadvantages the tools they use have and if the communication between actors in the 

process is satisfying. 

Scope of the Thesis 

The overall aim behind this thesis is to deliver suitable and high quality language to the end-

user of a Sony Ericsson mobile phone. For this reason, it is important to reach for a common 

notion of quality within the organization, concerning text and terms which function as 

bearers of information. The outcome is supposed to contribute to the process with a 

theoretical background as well as an awareness of where the process stands today and where 

it is heading.  
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Results 

Process in Practice 

Method 

All research questions were explored with a qualitative method and within the framework of 

a case study. Case studies are an advantageous method when the aim is a description of how 

a process is carried out in the real world or why something is performed in a certain way. 

(Yin 1984) The approach of the study is everyday practices rather than an idealized account 

which suggests interviews as a research method (Preece et al 2002).  

The data was gathered from several sources, illustrated in the thesis progress in the figure 

below. 

 
Process in Theory 

 

 

 

   
 

 

 

 

 

Figure 3: Thesis progress from data collection to results. 

Each type of data collection technique generates a certain kind of information. To use 

different methods is one way to make sure that different perspectives and issues are being 

found. (Preece et al 2002) 
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Literature study 

A thorough review of the available literature within the domain localization was initially 

made, before embarking on the actual study. The objective was to obtain a profound 

understanding about the localization process and its characteristics. The established common 

and principal issues were studied, as well as the quality assurance and quality control 

standardizations in the localization business. 

Internal documentation study 

This method is used when learning about procedures, regulations and standards of a 

company. It requires no time commitment from users, which is an advantage. It is however 

important to be aware of the fact that the procedures in the real world may, and probably 

will, differ from the documented procedures. (Preece et al 2002) This issue has been carefully 

considered while studying the internal documents at SEMC. The purpose was to get an 

understanding about the overall procedures and processes, guiding principles and 

specifications concerning work tasks, tool requirements etc. Even more interesting for this 

case were the existing style guides, check lists, results from performed surveys and other 

documents created to ensure quality of the language in the final product. 

Process in Practice 

Since one of the fundamental ambitions in this study is to examine a process in reality, it was 

important to be physically present at the place of work. To conduct a set of interviews 

without seeing and experiencing the actual work setting might be deceiving. Not because 

people tend to be dishonest, but because there might be a risk of discrepancy between the 

perceived process and the actual process (Kvale 1997). The bias that might arise from this risk 

is hopefully avoided by combining the interviews with tool studies and informal sessions 

with the interviewees. One of the contributions of this study was to try and see through this 

misconception, not to point out people’s possible flaws, but to supply awareness and 

establish a connection between the perception and the reality. To visualize issues to the 

people involved makes them easier to deal with; the most common reason for confusion and 

insecurities about a process is to not know why something is happening (Dicander 

Alexandersson et al 1998). 

Tool study 

When conducting a tool analysis one of the most important things to avoid, although 

frequently neglected, is ad-hoc-testing. This is principally unstructured testing without a clear 

goal or course of action. To sit down and simply try things is usually thought upon as 
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something time-saving, but in reality this kind of testing always costs more in the long run. 

Selecting cases at random is not an effective approach to testing tools, which has been shown 

both in experiments and from experience. (Fewster and Graham 1999)  

However, since the main purpose of the tool testing in this case is to reproduce the situation 

in which the employees work, without any deeper usability perspective, only a few functions 

were distinguished and tested. The tool analysis was made at an early stage in the study and 

served as a basis for comprehending the discussions made during the interviews in the latter 

stage of the study. 

LabelTool 

To explore and describe a tool like the LabelTool suite has its difficulties. The users perform 

very different tasks depending on their job situation; to solely collect descriptions from them 

was not seen as sufficient. For this reason, it was important to study the tool practically. 

First of all, the LabelTool suite was created to administrate the increasing number of text 

strings in the database. The LabelTool suite contains three applications: LabelTool, 

TranslatorTool and ValidatorTool. The tool makes it possible to reuse text strings from old 

projects and makes it easier for the users to categorize, weed out, search, filter, validate and 

in other ways handle the large amount of text strings. A main feature is the out of range-

check, i.e. if the text exceeds the actual product’s display limits. 

The picture below shows an example of the LabelTool interface. (See page 31 for more 

information about LabelTool.) 
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Picture 1: Screendump of the LabelTool interface. (www-d-localizer.com) 

To obtain a basic understanding about the tool’s usability, features and capacities, five major 

functions were selected and briefly tested. These functions were: 

○ Open a project and choose a stored translation to this project 

○ Search for a specific master text, change and validate it 

○ Filter the labels on a specific term, chosen from the termbase 

○ Import a translation file into a project 

○ Export a project to a translation file 

Input through informal meetings from the actual users established these specific tasks. 

TermBase 

Another important source to study is the TermBase, which includes specific SEMC terms. 

The aim of the TermBase is to define, collect, and standardize terms that should be used in 

both the mobile phones as well as in the user manuals. The TermBase is under construction 

but is available for employees at SEMC and external translators, providing source and target 

terms, descriptions and possible comments to the terms. 
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The purpose is to get an understanding of how the TermBase works in use, test the search 

functions, and consider how the information is presented in the term entries. 

Informal sessions 

To study a process without including the people involved is destined to fail. A process 

materializes in a system with people and tasks; they steer and develop the system. One of the 

most important issues when improving a process is to make sure the human competence is 

exploited in an appropriate way. (Johansson 1988) This is why much information about the 

localization work was gathered through informal sessions, trying to get the most accurate 

picture as possible of the process. 

Interviews 

This method was chosen because of its ability to explore the work situation of the key people 

on a deep level, assemble their specific subject knowledge, and their opinions about quality 

issues. An advantage is also the opportunity to explore the reasons behind the respondent’s 

answers with further questioning (Keats 2000). 

Generally, interviews are classified as structured, unstructured or semi-structured, depending 

on how strictly the interviewer follows a prepared series of questions (Preece et al 2002). The 

interviews in this study were conducted in a semi-structured fashion. The reason for this was 

the importance to both follow a certain series of questions, and to let the interviewees feel 

free to express themselves if any thoughts emerged during the interview. This was also a way 

to fulfil the aim of completeness of the study and to guarantee that nothing essential was 

being neglected because of the possible rigidness of the prepared questions. 

An interview should not be looked upon as an informal chat, but rather a controlled 

interaction between a researcher and a respondent. It serves a specific purpose and is created 

for a specific individual or group of individuals. (Keats 2000) For the interviewee, this 

human and direct contact with the researcher can make the assignment more agreeable, 

compared to an impersonal survey or electronic questionnaire. The interaction itself also 

encourages the respondent to answer the questions. The researcher may also guide the 

interviewee to remain focused and give relevant answers. Interviews tend to be conducted 

face-to-face with one respondent at a time, obtaining one person’s individual point of view at 

a time. (Preece et al 2002)  

Martin Weisbord, who has great experience in organizational diagnosis, claims that an 

interview concerning a working process, which he calls a diagnostic interview, can be 

summed up in these three questions (Johansson 1988): 

1. What are you doing here anyway? 
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2. How do you feel about it? 

3. What are you going to do about it? 

This is a method of exploring possible problems in a working process, to be able to make it 

more efficient (ibid). These are of course simplifications of more profound and deeper-going 

questions, but they still reflect the essence of the objective. 

Objective 

The objective of the interviews is to gather information about how the actual labor is 

performed in the real world, what perception the interviewees had concerning quality, 

quality control and customer awareness. The aim is to map out how different factors in the 

process complicate or facilitate their work in the localization process. 

Selection of users 

The respondents must be selected according to certain established criteria, in line with the 

research plan (Keats 2000). 

Since a broad range of opinions from several steps in the process wanted to be gathered, 

eleven people were asked to be interviewed, all with different assignments and perspectives 

on the localization process. The only requirement was that they were involved in the 

localization process at SEMC. Two of the interviewees worked outside the company, 

performing services essential to the process; translation and language tool support. The other 

respondents had tasks concerning terminology, validation, customization, language fonts, 

process management and support. 
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Official Title Task Work Experience (in 
localization business) 

Company 

Senior Manager Process management 7 years SEMC 

Staff Engineer Terminology 1,5 years SEMC 

Engineer Terminology 5 years SEMC 

Senior Staff Engineer Language validation 7 years SEMC 

Hourly Worker Localization process 
support (bidirectional 
languages) 

11 years SEMC 

Engineer Language validation 9 months (5 years in 
translation) 

SEMC 

Development Engineer Customization validation 2,5 years SEMC 

Senior Staff Engineer Language fonts 23 years SEMC 

Consultant Designer and specification 

author 

- SEMC 

Translator Translation 8 years Alinoma 

Application manager Development and support 

of language tool 

8 years CyberCom 

Sweden South 

Table 1: All participating interviewees. 

Except for the eleven interviews with key people working with tasks in the core of the 

process being studied, three additional meetings were arranged to get the view from people 

working a few steps away from the core activity. Before final approval of the questions, a 

pilot interview was performed with a localization engineer within the section. 

Realization 

There are countless pieces of advices as to how to conduct during an interview to ensure 

honest and complete answers from the interviewee. Numerous factors may affect the 

situation negatively; from the concrete location to the more subtle relationship between the 

actors. (Häger 2001) Several of these factors have been taken into account in the realization 

of the interviews.  

The sessions start out following a set of prepared questions, which had been carefully 

designed to meet the purpose of the problem definition and tested with a pilot interview, 

which resulted in some rephrasing, before being used in the main study. Since the 

respondents within the group have different tasks in the localization process, some of the 

questions are not relevant in all situations. According to Keats (2000) the relationship 

between the two participants will quickly worsen if the questions are not seen to be relevant 

by the respondent. Therefore some of them were cut out, either because they had already 

been answered, or because they were not relevant to a specific interviewee. A few follow-up 

questions had been prepared; most of them were posed to clarify or develop previous 
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statements by the interviewee. Side-track topics introduced by the respondent were not 

dismissed unless they were directly irrelevant. (For complete questionnaire, see Appendix) 

All interviews except one were conducted in the actual work environment of the respondent. 

The interviewees were therefore assumed to feel safe and confident, thus not holding out on 

information because of insecurities concerning the immediate setting.  

All the interviews were recorded with an audio device. Notes were made with the main 

purpose to facilitate the position of the respondent. The recordings were inspected shortly 

after the actual interview, a way to structure the data with the session fresh in mind. 

Analysis 

For the answers to be correctly analyzed, the questions must be consistent from one 

interview to another and as free from bias as possible. In interpreting the respondent’s 

answers, it is important to understand the bias of, for example inconsistency, evasion, 

inaccuracy, and conceptual difficulty affecting the answers. The answers may also be 

influenced by the respondents’ emotional states or verbal skills. Needless to say, the 

interviewer’s verbal and listening skills also have to be taken into account when interpreting 

the interview data. (Keats 2000) 

First of all, a summarization of the collected material was made to identify patterns and to 

get a general view of the responses. This also made it easier to compare the answers in a 

standardized format. Categorizations of the data were created, following the results from the 

initial study. This way, frequently raised issues from the interviewees could be identified and 

revealed. After this preparation, the information in each category could be interpreted in a 

controlled way to form the results. (Kvale 1997) 

Outline of the Report 

Part I of the report offers a theoretical background concerning the concept of localization 

and its process in theory. The results in this section present how practitioners within the area 

choose to define localization and, consequently, which specific localization tasks are handled 

in this real world process. This is the initial study. 

Part II of the report opens with a background covering localization quality issues established 

on a theoretical level, followed by the results of the deep-interviews on the same topic. This 

is the main study. 

Each theoretical section is completed with a summary and each result section is followed by 

a conclusion of the questions at issue, defined above under Problem Definition. 
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PART I PART I PART I PART I ––––    

Localization Localization Localization Localization 

ProcessProcessProcessProcess    
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Perspectives on Localization 

The localization industry has been expanding considerably over the past 15 years. In spite of 

this, the notion about the concept remains within a secluded area of practitioners and their 

clients. Because of the wide perception of the term, there is no consensus as to what it 

represents exactly. (Dunne 2006) 

But localization can not be fully or correctly understood without being contextualized in 

reference to a number of interdependent processes. These are referred to as a group by the 

acronym GILT - Globalization, Internationalization, Localization and Translation. (Dunne 

2006)  

One common way to explain the relationship between these terms is that, in order to 

globalize, an internationalization of the product must be implemented to make it general, 

and then the adaptation (localization) to specific locales is possible. Although translation is 

an essential part of the process, these terms rarely appear in the area of linguistics and they 

are still far from standardized in the business. (Pym 2004a) 

Translation 

Even though translation could be seen as a general adaptation of anything, as long as it 

concerns a source culture and a target culture, translation is within the GILT framework 

seen as just a part of localization. The terms are intertwined in the process and there are 

evident connections between them. Translation and localization are for example both most 

visible when neglected and when containing shortages (Fry and Lommel 2003). But 

localization generally also attends to important non-textual components of products or 

services in addition to translation (Lommel and Ray 2007). 

A product or service is well-localized when its origin is not visible, e.g. the material should 

not be perceived by the user as localized (Esselink 2000; Fry and Lommel 2003). The same 

principle is valid for translations which are done according to dynamic equivalence. They 

should function according to the premises of the target locale and the reaction of the 

perceiver should carefully be taken into account. The content should have the same effect on 

both the user in the source locale as well as the user in the target locale. In translation studies 

this is called dynamic equivalence, as opposed to formal equivalence. (Ingo 1999) 
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However, the old restricted view of translation has been seriously challenged. Today’s 

software companies who translate their products and services often choose to distinguish 

themselves from the traditional translation business by “localizing” instead of “translating”. 

(Fry and Lommel 2003) Some think there has been a shift to a more market-driven 

translation theory which means specific readerships and client-defined purposes are being 

emphasized and cultural problems are seen as more important than questions of lexis and 

grammar (Pym 2004a). 

From a localization perspective, translation means to, on a natural language level, replace 

the source text string with a target text string, and this is considered to be a relatively small 

part of the localization process (Fry and Lommel 2003). Localization also generally has 

stronger emphasis on translation tools and technologies, compared to the traditional 

translation industry (Esselink 2000). The customization from one market to another is less a 

transfer from one language to another and more a global adaptation into several markets. 

Globalization 

Localization is an integral part of globalization, and without it, other globalization efforts are ineffective.  

(Lommel and Ray 2007, page 11)  

The somewhat wide term of globalization includes the business issues and decisions 

associated with taking a product global. It involves integrating both internationalization and 

localization throughout a company, as well as having an appropriate sale and support 

strategy. The term contains thus the change of business and processes to support customers 

around the world, regardless of which language they prefer, which country they live in, or 

which culture they belong to. (Lommel and Ray 2007; Pym 2004a) 

Globalization has become more and more of an irreversible process if a company seriously 

wants to expand. It is no longer an option to not globalize but there is, however, an option to 

globalize responsibly and in a way that provides value to the customers and pays respects to 

their local languages and their cultures. (Lommel and Ray 2007)  

It can be argued that the globalization helps to restore economic inequalities through letting 

speakers of less common languages use products and services which otherwise would not be 

available to them. Rather than imposing English as the global language, it indicates a 

motivation to form a multilingual world.  Through localization a world without exclusion 

could be possible. (Fry and Lommel 2003) 

Another definition is to view globalization as the process of separating localizable content 

from source code and assuring that a product has capacity for foreign-language data (Brooks 
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2000; DiFranco 2006). This means that the goal of globalization is to eliminate the need to 

completely re-engineer the product for multiple languages simultaneously (DiFranco 2006, page 59). 

This is however what many others choose to call internationalization, but perhaps the term 

“delocalization” is more accurate for what has come to be called internationalization. In 

reality it has nothing to do with nations and borders, but with locales. The term 

“interlocalization” could be even more appropriate, since it would accurately represent the 

preparation of a product for many features. (Pym 2004b) Nevertheless, the most common 

term, internationalization, will be used for now. 

Internationalization 

Today’s business climate, with all the more focus on globalization, has made it ever more 

important to internationalize products. This process includes the technical preparation of a 

product to be localized. (Fry and Lommel 2003) 

On a technical level, this means the product has been designed and built to be easily adapted 

to a specific market after the engineering phase and that it does not need redesigning or 

reengineering at the time of localization (Lommel and Ray 2007). At an early stage, target 

language fonts should be set up and icons should be designed to be interchangeable (Pym 

2005). 

On a text level, internationalization means to simplify the source material and remove 

locale-specific content to reduce the problems later in the process (LISA 2004; Pym 2004a). 

Although the internationalization problems which could arise have serious consequences, 

they are usually “simple” mistakes. For example, when English commands are replaced with 

translated versions, the number of spaces set aside in the code for the command (i.e. the size 

of the string buffer) may be insufficient to handle the translated command. This is easy to 

attend to, but since hundreds of people may work on a piece of software it is almost 

inevitable that someone makes a mistake. (Brooks 2000) 

Take the date 11.12.03 for example, which has different interpretations in different locales. It 

is the 11th of December 2003 in British English, November 12th 2003 in American English, 

and December 3rd 2011 in Swedish. In order to internationalize either of these versions, it is 

enough to move a level up and generalize with a variable like DATE FIELD. That field can 

then be formatted in each specific locale. (Pym 2004a) 

Without proper internationalization, the localization step may in the end be an expensive 

ordeal (ibid). 
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Localization 

According to the Localization Industry Standards Association localization involves the 

following issues (Lommel and Ray 2007): 

○ Linguistic 

○ Physical 

○ Business and cultural 

○ Technical 

Aside from linguistic tasks like translation of interfaces, the physical constraints may evoke a 

form of localization. It can be explained by a car example: in countries with left-hand traffic, 

the driver seat and steering wheel need to be physically adjusted in the production of the 

vehicles. 

The cultural issues include aspects like icons, colours, abbreviations and address formats 

which are not used in the same way in all cultures. A fourth characteristic is the technical 

aspects of localization. (Fry 2003; Pym 2005)  

These issues often coincide with each other. An example of both a technical and cultural 

issue is a US produced car racing computer game which needs to be adapted to function on 

other markets. If “miles per hour” is to be translated into the Swedish rate of motion 

(“kilometer i timmen”), the translation has consequences for both the graphical 

representation of the speedometer on the screen as well as the source code which needs to be 

changed, hence the need for a localization process. 

In short, localization is about combining language and technology to produce a product that can 

cross cultural and language barriers. (Esselink 2003, referred to in Dunne 2006, page 1) 

Localization projects include several tasks, such as project management, software 

engineering, testing, and desktop publishing (Esselink 2000). 

Roles 

The key actor in the process is the manager, serving as a central point of communication for 

people involved in a localization project (Esselink 2000). In addition, the localization market 

with its broad range invites several types of actors (Lommel and Ray 2007): 

○ Clients, creating products and services  

○ Localization service providers, providing local-language engineering and linguistic 

services 

○ Consultants of various types, providing expert services 
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○ Tool developers, providing technology tools make the process more efficient 

○ Academics, providing research in localization-related topics and skills 

Key actors in the actual process are executives, developers, authors, translators and foreign 

language educators. These different areas of expertise require a significant amount of people 

and a process management that can handle the complexity of the process. (Dunne 2006) 

Tasks 

Localization does not consist of a discrete process or a defined set of tasks, but rather represents a focal 

point in the corporate matrix at which various business units, objectives, and processes intersect.  

(Dunne 2006, page 2) 

However, some typical steps for a localization project sequence have been identified 

(Esselink 2000): 

○ Scheduling and budgeting 

○ Analysis of source material 

○ Identification and setup of both source and target language terminology 

○ Translation of software 

○ Engineering and testing of software and online help 

○ Processing updates 

○ Product quality assurance and delivery 

These basic steps are not applicable to all projects, but are to be seen as general goals in the 

localization chain. The workload, duration and productivity levels are influenced by many 

factors, for example the complexity and size of the source material, the quality of the source 

material and the tools used. Language tools like translation memories often have a positive 

effect on both efficiency and productivity in the process, since for new components 

translated, or as additional products are localized, the larger the database will get, and the 

more matches will be found automatically. The efficiency also depends on the target 

language; for Asian languages the process will be longer, because of the complexity of 

entering and processing Asian characters. (Esselink 2000) 

Language Tools 

There are several language tools to use as support in the localization process, with the overall 

aim to produce better results quicker. Localization activities are often hunted by tight 
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deadlines as a result of being last in the process. This time constraint together with its large 

volumes of material and complicated management means that the industry has always been 

greatly dependent on language technology tools. (Fry and Lommel 2003) 

The prediction that language technologies would replace skilled human translators entirely 

was made in the early 1950s (Fry and Lommel 2003), when the computational linguistics 

discipline was progressing rapidly and the faith among researchers was strong, especially in 

machine translation and computerized tools for translators (Hutchins 1986). In spite of this 

progress, the machines continued to produce useless results, and the optimism soon 

diminished. Martin Kay, an esteemed professor in linguistics at Stanford University, wrote 

in 1980 that even if many tasks in translation are mechanic and repetitive, it is not possible to 

mechanize the things that are non-mechanical, that is to say the things whose structure we 

do not yet understand. An example is the human activity and cognitive mystery that takes 

place when a translation from one natural language to another is made. (Kay 1980) It is not 

a realistic assumption that technology will completely replace human tasks. However the 

tools can be, with the right design, capable of supporting both the activities of localization 

and the localization process.  

According to LISA (the Localization Industry Standards Association) these linguistic tools 

traditionally have been developed in-house, much because of the requirements of rapid 

updates and substantial customization to satisfy the individual needs of an organization or its 

clients. Statistics show that almost 70% of clients and nearly 50% of translation service 

providers still do some system development internally and these tools have a tendency to be 

more complex and considerably larger than other tools used by companies who do not have 

internal development. (Fry and Lommel 2003) One problem is that software publishers have 

lacked to structure their work and create documentation in a way that would have made the 

use of translation tools easier and more cost-effective. Since the multilingual business is 

increasing and the software publishers are getting more aware of the advantages of high 

quality localized products, they are now working harder to find ways to reduce their costs 

and solve their localization problems. (Esselink 2000) Industry experts predict further 

expansion in this field, much because there is a need for smoothing the process of the 

integration of stand-alone technologies. (Fry and Lommel 2003) 

What has happened so far is that language technologies have made some of the most 

monotonous and repetitive tasks automatic which has resulted in, among other things, 

translation volumes that otherwise would be impossible to provide (Lommel and Ray 2007). 

Another great advantage in using language tools is that they offer the ability to recall and 

reuse pre-existing translations, which in turn leads to major cost savings, improved language 

consistency and higher productivity (Bass 2006). 
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Esselink (2000) divides the linguistic resources (or “translation tools” as he denotes them) 

into three different types: 

○ Translation memory tools 

○ Terminology tools 

○ Software localization tools 

The first two are often combined in a tool set for the translation of documentation and other 

large pieces of text, called “Localization Workbenches” by the LISA and referring to tools 

which combine translation technologies together into a single application. (Lommel and Ray 

2007) Software localization tools are used to translate, localize and test software user 

interfaces, i.e. dialog boxes, menus and messages. Most of these tools combine resource 

editing, translation memory, reusing, validation, and spell checking functionality. (Esselink 

2000)  

DiFranco (2006) defines the term “tool” as a reference to any specific piece of software used 

in the localization process. He divides the tools into two different categories: CAT (i.e. 

computer-assisted translation) tools and localization tools. CAT tools are widely used 

because of the frequency of repetitive content, such as text strings in user interfaces and 

manuals, that can be reused throughout a product, or a platform of similar products. They 

support the reuse and recycling of pre-existing translations during the update or renewal of 

old material. They also ensure the consistency of the localized content. A localization tool 

includes all the functions of a CAT tool but it also supports the solution of basic technical 

issues. For example, it supports the resizing of dialog boxes and their controls to have 

capacity for expansion in languages such as Finnish, German or Indic. Since these languages 

typically take up 40% more space than English, the localization tool ensures the correct 

display of all the strings in the localized interface. (ibid) 

All in all, there are more than one way of categorizing the tools for localization that exist on 

today’s market. In this paper, the term “language tool” will refer to all software application 

such as terminology databases, translation memories and localization tools. 

Localization Tools 

A comparison between localization tools and common resource editors shows that the latter 

have neither statistics, spell checking or validation functionality. Also, each new update must 

be translated from scratch, since resource editors are without any connection to translation 

memories. Moreover, localization tools prevent unintentional changes or deletions of 

interface items or encoding and they contain markers indicating which translated strings 

have been recycled from previous version, which strings need review and which strings are 
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signed-off. Some localization tools also support pseudo-translation tasks, an important 

feature to solve problems related to both language and technology. (Esselink 2000) 

Terminology Management 

Terminology management is essential for maintaining consistent terminology in a product 

and across different products and releases (Esselink 2000). During translation and editing, 

the terminological equivalents can be automatically looked up in a term database which 

reduces time spent on repetitive tasks. Furthermore, it will save costs through increased 

consistency among products. (Esselink 2000; Lommel and Ray 2007) 

The term database TRADOS MULTITERM is an application that allows the user to create, 

manage and present terminology. Apart from entering equivalents in multiple languages, the 

user can also enter a variety of user-defined text and attribute fields such as definitions, 

context, grammatical information, and images. The information can be commented, 

imported and exported, and shared over a network. (Esselink 2000) 

 

 

 

 

 

 

 

 

 

 

 

 

 

Picture 2: An example of the interface of TRADOS MULTITERM database. 

In working with a terminology database, it is important to be able to have access to 

information about the situational context for each term. It is often advantageous to know 

whether a term is a menu item, a dialog box option, or a dialog box title. If the contextual 
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reference is unclear, it is recommended to add this type of information manually. (Esselink 

2000) 

Summary 

In sum, localization is more about the processes by which products and services are adapted 

than about specific tasks, which can vary between different projects (Dunne 2006). To 

globalize products and develop a completely language-neutral development process is 

difficult. The technology is constantly developing, and the dynamic natural languages will 

never stop evolving, which means there will always be plenty of opportunities for new 

globalization issues to arise. (DiFranco 2006) 

The four different concepts presented above are indeed in close relations to each other, but 

they have different functions. To summarize, the definition of the terms are henceforth 

perceived in the following way: 

○ Globalization  » concept 

○ Internationalization » design 

○ Localization  » process 

○ Translation  » implementation 

This means localization could be a superordinate to internationalization, since the latter is 

about the concrete design and the former about the process in which the design is made. In 

any case, localization is not per se something that comes after internationalization or a 

subordinate to it. Globalization is more on a theoretical level, and translation is more 

independent – you can translate without globalize or without internationalizing, although 

translations are greatly affected by the awareness of the other three concepts, especially in 

the software localization business. 

Although difficult to define specific tasks in the process of localization, some general 

objectives are important to implement: analysis of source material, identification of source 

and target terminology, translation, technical preparation, product quality assurance and 

product delivery. 

The use of language tools such as terminology databases and localization tools, which can 

handle often large amounts of data, usually have a positive effect on both efficiency and 

productivity, especially when localizing into many markets. 

The following results of the case study will present one part of a localization process in the 

real world, its actors and tasks as well as the key tools involved. 
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Process in Practice 

This specific part of the localization process is currently situated at Sony Ericsson Mobile 

Communications in the section UI Localization & Support, subordinated to UI Localization 

& Customization in the organization. All of the results presented below are either data from 

internal documents or key people within the organization, if nothing else is stated. 

Defining Localization 

The interviewees have quite a unison perspective on localization; it involves not just 

translation of natural language text strings but also technical functionality, for example the 

implementation of bidirectional languages. A third factor is the cultural which affects 

applications like the calendar, the clock, measuring systems and other applications. The 

technical and cultural localizations are prepared before the actual translation. 

One interviewee said: “Localization is the converting of information so the local target 

culture may understand and comprehend it the same way as the source culture. Translation 

is the converting of text strings which has to be grammatically correct, but it doesn’t 

necessarily mean it will be understood in the same way in the target culture. Localization is 

an adaptation - the language is the core. “ 

Another respondent pointed out that localization is about being aware of factors like dialects, 

fonts and language styles which are different from one language to another and which must 

be taken into account during the process.  

The awareness of the importance of localization has during the past years developed into a 

complex process with many roles and tasks involved. The process is directed by heartbeats 

(often called platforms), which put the technical restraints on the physical products. A project 

is divided into milestones which each have specific task deadlines. Every platform triggers a 

new mother text, i.e. general text strings used in all products and every mother text generates 

daughter texts, i.e. specific text strings used in certain applications. These English source 

texts are all called master texts. Every master text has a description to provide context to the 

text strings. A master text instance can contain everything from one single term (“Save”) to a 

longer help text with several sentences. Source text will be used when referring to both master 

text and descriptions. They are grouped into applications, for example Contacts or E-mail 

client, which are called modules in the language tool. The LabelTool suite functions as a core 
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through the whole process, being opened and closed to certain actors during a certain 

amount of time in the process. 

Tasks 

For each platform a new project with organizing, coordinating, preparing as well as creating 

both source and target text is required. The following tasks and roles have been distinguished 

on the basis of the data analysis. Each role may include several people. 

 
Task Role Function 

Organizing Process manager Supervise the process 

Function group leader Coordinate the function group  Coordinating 

Coordinator Create project and handle 
deadlines 

Text parameter setup Set text constraints Technical preparation 

Font supplier Provide correct fonts 

Source text author Write source text suggestion 

Source text validator Edit source text suggestion 

Terminology specialist Define and determine terms 

Creating source text 

Customization validator Adapt source text to operator 
demands 

Translator Translate from source to target 
text 

Creating target text 

Target text validator Review market specific issues in 

target text 

Table 2: Tasks and functions of roles significant to the process. 

Every task except for the actual translation is performed within the same sector at SEMC. 

Some fonts may also be ordered from an external business partner. All but the text parameter 

setup, source text author, translator and target text validator work within the same section in 

the organization. 

Organizing 

The process manager has the role of supervising the process, setting up a localization team, 

making sure deadlines, development and project plans are followed and reports to the 

superordinate step in the organization. The task is also to lead the sections in the right 

direction, according to the company’s overall goals, and spread awareness about the 

importance of localization issues.  
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Coordinating 

The Function Group Leader (FGL) operates as the overall coordinator between the steps 

both within and outside the section, makes sure the time plan for each project is created and 

updates the project regularly. This role also includes requesting project resources from the 

management, such as labour required for each specific project. The function group is 

dynamic and the members change as the project advance. Different points demand different 

expertise, one of these points is the source language creation. The FGL is primarily 

responsible for the tasks undertaken by the function group. 

Besides the FGL, each project has an assigned coordinator who handles issues concerning 

the planning of deadlines and communication with other sections within the company. The 

coordinator is in charge of the database, import and exports files and handles and delegates 

bug reports, both from internal (e.g. software implementation) and external sources (e.g. end-

users). The task includes LabelTool coordination, i.e. opening and closing it for specific 

users. The coordinator also delivers files to the translation company and handles queries 

from them. The coordinator’s delivery consists of files with translated material, which must 

be ready for the product’s user manual handoff, operator acceptance and software 

implementation. 

Technical preparation 

Introducing natural language text in a digital product like a mobile phone, with a limited 

display area, requires careful technical preparation. The goal of the technical preparations is 

to arrange all necessary prerequisites for every languages of interest (i.e. multilingual 

support) which includes font setup with characters according to UNICODE standard. The 

technical preparation also ensures that all characters are correctly displayed in the tools used. 

Two main tasks are the setup of text parameters and the fonts. 

Text parameter setup 

The text parameter is an obligation and prerequisite for each master text instance in a 

LabelTool project. It contains a restriction of length and height for the text string. In old 

mobile phone displays, the limit was easier to set since each character had its own square. 

Today it depends on fonts, which are proportional, e.g. one text can be 88 pixels long and 10 

pixels high. It also depends on the languages and the size of the current product display. The 

text parameter is a way to control and ensure that the text strings do not exceed the display 

limits in the end-product, to avoid toggling and disruptions. One text parameter can be 

connected to several master texts. 
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There are presently 80 general (including common labels, e.g. yes/no) text parameters to 

choose from, and 56 application-specific (including detailed labels, e.g. “Öppna 

linsskyddet”). The general text parameters apply to all languages, both source and target. 

Any adjustments due to specific target language features are handled later in the process. 

Font supplier 

For each new language, new characters might need to be put into the font file connected to 

LabelTool. The proper displaying, i.e. the rendering, of the text strings requires the necessary 

fonts for all languages. Certain font types are outsourced. Without fonts, the next step in the 

process would be futile. 

Creating source text 

The creation of the source text involves not only the actual writing, but also the validation, 

customization and terminology work which will be explained below. Figure 4 shows the 

author’s interpretation of the work flow. The source text language is English. 
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Figure 4: Flow chart of the creation of the source text. 
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Although many of the tasks in the process involve taking language-specific problems into 

account, the work with the actual natural language strings has been located to the above 

steps in the chain. 

Source text author 

The source text author, called specification writer, works closely to the interaction designer. 

Often they work as a team, but sometimes the same person holds both roles.  

When creating a new application flow, i.e. the steps in the interface for a certain application, 

the specification writer decides which label names to be used as commands in the end 

product. A label can not be inserted into LabelTool unless a text parameter has been 

selected. 

 
Label Name Master text 

 

Msg_small_txt 

 

Small 

Figure 5: Example of a label with its name and master text. 

For each label name, a master text is proposed, for example “Small” or “Battery low”. The 

label name functions as the link between the software program code and the natural 

language to be displayed in the end-product. 

Together with the display’s limitations, the flow in the application often strictly limits what 

can be expressed. The source text authors have guidelines to follow when formulating the 

master text and the interaction designer must always approve the proposed master text. The 

source text author also creates the descriptions to the master text. They are both edited and 

validated in the next step. 

Source text validator 

The editing and validation of the proposed source text are handled by the language validator, 

who is also in contact with specification writers to provide them with advice and consult 

them as they are creating the source text. The head assignment is to ensure that the source text is 

easy to translate. Some of the tasks, concerning the form of the text, are: 

○ grammatical check (e.g. spelling, orthography) 

○ terminology check 

○ punctuation check 
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Examples of tasks concerning the content of the text are: 

○ language style check 

○ reduce possible technical jargon 

○ review of the information in the descriptions 

Other language connected tasks are: 

○ empty string and out of range check in LabelTool 

○ review of consistency and standardization 

The language validator also handles queries from the translation company, updates style 

guides, educates specification writers and identifies terminology issues. The validated master 

texts and descriptions are handed over for translation, customization and terminology work. 

Customization validator 

The customization validator handles the demands on terminology from the operators 

(Vodafone, Orange etc) and changes the generic master texts according to their specific 

conditions. For example, “Contacts” must be changed to “My Friends” in all Vodafone 

products. Only the English master text is changed in-house, each term needs to be changed 

in every label where it occurs in LabelTool. Often the demands of customization do not 

apply for all applications, neither for all languages.  

The validator weeds out the terms to be customized from documents, which include all 

demands to SEMC, not only language-specific, created by the operators. This way the 

translators are provided only with the accepted, validated terms. The work results in 

operator-specific master texts, which are called variants and handled in the LabelTool suite. 

As an example, in a project with 8880 labels, 1291 of them are customized (14,5%) for 10 

different operators. 

Terminology specialist 

The term candidates are defined on the basis of the validated master texts and the 

descriptions of it. Once defined, a TermBase entry is created, which sometimes includes 

several fields of information, such as comment, example etc. Translators complements the 

translated term with this extra information if needed. The specific process of translating the 

terms means a small translation process is performed in addition to the actual translation of 

the master texts. The output is robust, standardized, stable, consistent and information-

bearing terms which fulfil the checklist of demands and correspond to the company’s style. 

The goal is to have all new TermBase entries completed for a certain project before the main 
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Creation of 

target text 

translation round is executed. This way, the translators will already have all the terms 

defined and set up as they get started with the source text strings. 

Creating target text 

The actual translation is outsourced. The files, called trt-files, containing the validated source 

texts (generic and customized) are exported to the translation firm and then to the 

responsible translator. Figure 6 shows the author’s interpretation of the work flow. 
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Figure 6: Flow chart of the creation of the target text. 
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The translator’s task involves everything in translating the master text to the target text by 
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to the source text and writing rights in their specific target text field. From SEMC, they are 
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from their employer Lionbridge who, among other things, provides them with translation 

memories. 

Target text validator 

The target text validator assignment includes checking the target text for local and market 

specific matters. They are employees at SEMC in the specific target locale, at a department 

near the actual market, which is contacted by a validator responsible at UI Localization. 

Target validators should be in contact with the translator, especially when issues arise, and 

they are assigned to discuss and solve the problems between themselves. If there is no 

available validator, this step is skipped until further notice. Sometimes the market for the 

language might be too small for it to pay off. At the moment, the target validators have no 

updated guidelines. They use ValidatorTool in their work, a tool similar to LabelTool, but 

which only gives them reading rights to the translator’s proposition of target text. They may 

then make remarks and new suggestions if they disagree. 

Language Tools 

To produce better results quicker, many resources have been put into developing appropriate 

language tools which suit the process and SEMC’s individual needs. The LabelTool suite is 

most accurately defined as a software localization tool. It has been developed for SEMC at 

AU Systems, who calls the suite “D-Localizer” (www.d-localizer.com). TermBase is another 

language technology tool used to recall and reuse previously defined translated terms. 

LabelTool 

The LabelTool suite is a language tool which had its first release in 1997. It was ordered and 

financed by SEMC and developed by AU Systems. Its development was a result of three 

main reasons. First of all, as the company was expanding, the text string database became 

larger and larger. The information became difficult to keep track of and administrate. The 

second reason was the technical progress concerning the mobile phone displays. The display 

constraints which set the boundaries for the text string length needed to be controlled. The 

third reason was that as the text string database expanded, more material could be reused in 

new projects, and by this the process could be made more efficient. At present, it is still 

SEMC who owns the suite, although AU Systems has the right to put it on the market. 

Basically, the tool was originally developed to administrate text strings. Today, the 

LabelTool suite contains three different sub tools: TranslatorTool, ValidatorTool and 

LabelTool. TranslatorTool provides the translators with the content they need, 

ValidatorTool is for the text validation of the translated text string and LabelTool is used by 
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project managers, administrators, UI designers, terminologists and validators of the source 

text. The suites for translating and validating have restricted functionality. (www.d-

localizer.com) 

Picture 3 below shows an opened project with the columns of module name, label name, 

label description, master text, and the French and Swedish translations. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Picture 3: Screen dump of the LabelTool interface. 

Each row is called a label, and every label has a unique label name.  

Another important feature restricts the length of the master text. This means, especially for 

software key alternatives, that there is only space enough for the label to contain a fixed 

number of characters. If this number is exceeded, the text will be marked with a red colour, 

as shown above. The descriptions were introduced to provide context to the label and help 

translators find alternatives in their languages. 
Master text Label description 

 

Message sent 

 

Informs the user that the message 
has been sent. 

Figure 7: Example of a master text and its description. 
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The LabelTool suite has about 100 different users, performing many tasks throughout the 

localization process such as inserting values to the columns, validating master texts, 

searching for the use of terms, and translating. The tool has features including indicating 

validated and un-validated labels, filtering on several levels and categorizing labels in 

application modules. 

The users are able to create different versions of a project, which means they can make a 

baseline of a project, change whichever master texts they want, and then filter the project on 

“changed since latest revision” to revise their latest work. 

As many labels as possible are recycled from earlier projects into the new database when 

creating a project. At the moment one project may contain 11,000 labels, of which about 

8,000 are reused from earlier projects. 

TermBase 

The content of the TermBase has been under development since 2004 at SEMC. At first, the 

terminologists were located at the Phone Kit Material section, handling everything in the kit 

except the actual phone, but the work with the TermBase later moved to the localization 

section where it is currently under development.  

A major release is approaching; in 2008 the 7.5 version is being launched. The most 

immediate improvement is the performance of the online version, so that translators working 

in other countries can perform online editing without system delays for each update. There 

are extensive network problems at several locations, which means the translators cannot 

make use of its fully potential. 

 

 

 

 

 

 

 

 

 

 

Picture 4: Screen dump from the online version of TermBase. 
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Picture 4, copied from the TermBase available for SEMC employees at 

http://termbase.sonyericsson.net, shows an English term and its Swedish correspondence. 

Each term entry contains the term itself, a description, the corresponding term in the target 

language and its validity. A term entry could also contain possible rejected terms, 

abbreviations, comments, and examples, if any. 

As things stand today, the TermBase has one online version and one administrative version. 

The database is continuously fed with new entries, but at the moment it contains about 500 

English terms, which means the total amount of terms is about 27,000, including the 

equivalents in all languages. The online version is available in the internal network for all 

employees at SEMC, as well as for the translators. 



 - 35 - 

Part I - Conclusions  

This first part answers the first two questions from the problem definition. 

What does localization mean in the real world? 

Globalization and internationalization were never mentioned in the context of the practical 

work. To “internationalize a product” does not seem to be an acknowledged expression.  

On a theoretical level, localization means being aware of factors like dialects, fonts and 

language styles which are different from one language to another, according to one 

respondent. A general consensus was that localization means more than just the translation 

of natural language text strings. In accordance with the literature, no matter how crucial the 

actual translations are, they are not a big part of the localization process at SEMC. They are 

outsourced to a translation vendor and the translation process is more or less a black box 

with English master texts as input and target texts as output. 

Technical functionality and cultural adaptation were also mentioned as contributing factors 

to a successful localization process. 

Which tasks are included in a localization process? 

This specific part of the localization process appears to be more about the preparation of the 

actual localization, rather than the adaptation to the target locale itself. When comparing to 

theories from the literature, this part of the process involves preparing the source text for 

translation and solving the issues that follows this task, mainly linguistic and technical. 

Indeed, this is also a form of adaptation.  

On the basis of the above presented localization literature and case study, the following 

factors have been identified as key factors in the process of creating, validating, translating 

and coordinating mobile phone text strings:  

○ Organization and Coordination 

○ Technical Preparation 

○ Linguistic Conditions 

○ Language Tools 
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These four factors will be explored in the second part of the thesis. The main study begins 

with a theoretical approach of the notion of quality in the localization process on the basis of 

the above mentioned factors, followed by the results from the interviews. 
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PART II PART II PART II PART II ––––    

Localization Localization Localization Localization 

Quality FactorsQuality FactorsQuality FactorsQuality Factors    
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Quality Factors from Theory 

Even though the key factors in this localization process have been pinpointed above, there 

are many different views on what high quality consists of in the context of localization and 

what issues to address in trying to achieve high quality localized products. Companies 

embarking on the localization journey should always investigate the notion of quality, which 

can vary significantly in different cultures (Meersseman 2004). 

Quality methods in the localization domain can deal with linguistic quality, functionality 

and cosmetic issues. The latter is not as serious as the two preceding. Functionality issues are 

usually the most critical, but linguistic quality can range from minor irritations to major 

problems. (LISA 2004) Important to point out is that there is a distinction between quality 

assurance and quality control. Quality assurance deals with the pro-active work and the 

preparation processes to ensure high quality of the end-product. Quality control on the other 

hand, focuses on the already produced products. (Esselink 2000) In this section the focus will 

be on quality assurance of the linguistic issues. 

Defining Quality 

Ask two different translators to evaluate a translation and you’ll get three opinions. 

(Globalization Insider XIII 2004)  

Although it is a general consensus that quality is something that should pervade the 

localization process as well as being something a product needs to be a success, there is little 

consensus on what it actually means in the real world. To have a clear consensus as to what 

constitutes quality is assumed to significantly improve the ability to achieve quality. 

(Bonthrone and Fry 2004) One of the major problems is the subjectivity in this matter, which 

makes it problematic to establish a definite quality standard. 

The idea of quality depends exclusively on the perspective of the viewer. Bass (2006) defines 

three players on the translation and localization market who all have different perspectives 

on quality: translation service providers, translators, and the clients, i.e. the actor who orders 

the translation. 

Dunne (2006) argues that localization should let itself be more influenced by user-centred 

design, because increased collaboration would benefit both the practitioners in the fields and 
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those who are the most important actors in the process, namely the end-users of the product. 

The current ISO standard also states that it is the customer’s expectations of quality which 

should be fulfilled and the customer satisfaction which should be ensured (Bass 2006). 

Translation services become more and more sensitive to the customer’s real needs and the 

idea of quality is no longer always taken in a purist sense but in the context of customer 

requirements (O’Hagan 2004). 

To establish an objective quality standard in this case would be somewhat unrealistic. 

However, a review of the above stated key factors will provide a starting point and a 

common ground for further discussion and thereby further improvements to be made.  

Organization and Coordination 

Why do those who work in localization spend time putting out fires instead of preventing them?  

(DiFranco 2006, page 53) 

With the increasing globalization of world markets, together with general reduced 

production time, the need for project management and formalized quality control procedures 

becomes vital. A key to good quality is project preparation. Poor planning often results in 

time pressure for the project which inevitably causes decreased quality. (Bass 2006) 

As a project manager, when ordering a translation for a product, it is important to remember 

that the quality of the translation is neither only in the hands of the actual translators, nor 

does a localization tool by itself guarantee high quality (Meersseman 2004). Considering the 

following issues when ordering a translation will positively influence the translation quality 

of the product (ibid): 

○ have a clear notion about what translation quality is 

○ ensure the quality of the original product 

○ facilitate the product and develop efficient procedures 

A localization manager should make sure there is enough time for proper preparation tasks 

such as (Esselink 2000): 

○ testing and preparing source material 

○ configuring computers and constructing build environments 

○ assembling reference material such as aligning previously translated material and 

creating terminology lists 

○ preparing the localization team 
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Many companies often have a lack of realistic quality expectations and a blindness of the 

shortcomings of their source documents. If they are poorly created or not enough 

internationalized, this will have a negative influence on translation and localization efforts. 

To establish and maintain a close collaboration between the two actors, i.e. the client and the 

translation company, is the best way for both parties to preserve a suitable quality 

perspective. (Bass 2006)  

One attempt to help organizations manage the quality assurance process for activities in a 

localization project was made by the LISA. Their QA (Quality Assurance) model contains 

reference manuals which explain the localization process and QA checkpoints for 

documentation, software, computer-based training etc. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Picture 5: LISA QA Model interface. 

As shown in picture 5, the model also contains check lists and templates which can be used 

to track errors and judge the severity of them. (Read more at: www.lisa.org) It was 

developed by a group of companies active in the localization business, including publishers 

and localization vendors (Esselink 2000).  

Localization team 

First of all, a localization team demands competence from several domains. The team 

should ideally be a mix of people with both linguistic and technical backgrounds. (Esselink 
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2000) Translators posses linguistic and cross-cultural expertise, but might lack technical 

knowledge. Executives might be unaware of the ways in which linguistic, legal, and cultural 

issues can impact a product’s usability and image in the target market. Because of this range 

of expertise, the awareness of each other’s needs and demands might be low. (Dunne 2006) 

It is in the process manager’s hands to make sure the interests of all actors are fulfilled and 

that awareness of the importance of localization quality is spread (Esselink 2000). The 

following guidelines for setting up a localization team have traditionally been left to the 

practitioners, and have never been formalized (O’Hagan 2004). 

When setting up a team of linguists and engineers, the manager should try to find the right 

mix between freelance and internal staff. It is advantageous if the translators have worked 

with similar projects, or previous versions of the same product, before and have knowledge 

of the product. A problem in one language is likely to appear in another. Therefore one 

engineer can be assigned to work on a single task across all languages. Also, preferably, only 

one person should be in charge of terminology work to ensure consistency. (Esselink 2000) 

The testing of the language should be performed by a native speaker and a localization 

engineer or a test program (Bass 2006). 

For engineers, it is not important to be native speakers of the language they are working with 

in the localized files. In fact, they can even be distracted by it when engineering or 

formatting files for a localized product. Translators, however, should always be native 

speakers of the language they are translating into. Preferably they should also work in-

country, this way they are close and up-to-date with the everyday language. At a minimum, 

the translation should be reviewed by a native speaker editor. (Esselink 2000; O’Hagan 2004) 

Another guide line is that the translator should have an appropriate level of subject 

knowledge of the domain in question in order to carry out technical translation work (Ingo 

1991; O’Hagan 2004).  

Today, language experts, such as translators, can no longer rely on their linguistic abilities if 

they want to fit into the localization market. They still have to fulfil all the traditionally 

requirements, but they must also be able to handle various language tools such as translation 

memory management and terminology databases. (Bass 2006; Esselink 2000; Ingo 1991; 

Uren et al 2004)  

Furthermore, they need to have knowledge of computer applications and be skilled users of 

Internet research engines, competent users of standard business software such as Microsoft 

Office software and have at least some conceptual understanding of software development. 

Since time constraints are constantly present throughout the localization process, it would be 

impossible to deliver high quality translations without efficient use of these tools. (Esselink 

2000; Bass 2006) 
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To be effective localizers, and thereby producing high quality deliveries, translators should 

also try to have a holistic view of the text they are working on. It is very common for their 

view to turn myopic as they dig deeper and deeper into the maze of thousands of text strings 

in the tool. They might no longer see the forest for all the trees. Translators should be able to 

perceive the whole product, still maintaining focus upon the details. A crucial issue to 

translation quality is the translator’s ability to see and understand the context of the text 

strings. On a holistic level they should have, except general application knowledge, a solid 

understanding of the software’s purpose and knowledge about style guidelines and usage 

preferred in the application. Another important necessity is that translators obtain a mental 

map of the software’s topography, i.e. background information about the application’s 

different data sources and how they are related. (Bass 2006) 

Additionally, the translators should also have knowledge about the localization history of 

the product, the terminology specific to various components, and customer preferences in 

terms of terminology and usage. The experience dealing with technical constraints which 

have a direct effect on translation, such as string length and the use of abbreviations, is a big 

advantage. (Bass 2006) 

Another continuous task is the feedback exchange between actors, both within and outside 

the localization team. It is critical to report quality issues in the product whenever noticed, 

from all the actors in the localization chain. Without an understanding of the importance of 

feedback, the errors might be re-produced in the following releases of the product and the 

problems will have to be handled all over again. (DiFranco 2006) Local language feedback 

can be difficult because of the lack of contact between the links in the chain, which means 

product developers are often unaware of serious problems in localized versions which in turn 

have a negative effect on customer satisfaction (Lommel and Ray 2007). 

Since the notion of quality is a highly subjective matter, the only feasible way to set up 

quality measures is to assemble input from all actors in the process. The struggle for high 

quality needs to be a joint effort. (Bass 2006; O’Hagan 2004) 

Technical Preparation 

Technical preparation of the product is important so that reengineering is not required 

during localization (Brooks 2000). When preparing for localization it is important to make 

sure that the basic conditions are fulfilled. Text strings should be put in resource files and 

never embedded in the program code, since it will be a major impediment for the translators 

in their work. There should be support for characters to be displayed and printed correctly. 

(Esselink 2000; Uren et al 2004) Text expansion should be expected during translation, 
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which is a reason for leaving an adequate amount of room in dialog and message boxes. 

(Esselink 2000; LISA 2004; Uren et al 2004) They should either be dynamically sized, or 

preparations should be made for truncations and toggling. Word boundaries should be 

correctly defined. (Esselink 2000; Uren et al 2004) 

Technical preparing also means establishing whether a certain tool supports all languages 

into which localization or translation is currently performed and, preferably, also future 

target languages. Multilingual support concerns for example space requirements and 

technological issues such as UNICODE support. This also includes the rendering of 

bidirectional languages, such as Arabic. (DiFranco 2006; Esselink 2000) 

The importance of the preparation of the source materials, not only the source text but also 

files, tools and previous translations can not be enough stressed. The consequence of not 

controlling these factors may be significant; one error in the source text is multiplied by the 

number of target languages it is being translated into. Without checks, one mistake might 

have to be fixed 5, 15 or 50 times more, once for each language. (Esselink 2000) 

Linguistic Conditions 

As stated earlier, it is recommended that the authors of the source text write in their native 

language. Today, English is the most frequently used foreign language in the software 

development business and it is usually easy to find translators who work with translations 

from English into their native language. The source text is therefore required to be in 

English, which means authors often do not write in their own first language. To ensure the 

delivery of a high quality source text, it is also advised to have a properly structured 

workflow which includes standardization, proofreading and close contact with the 

translators. (von Niman 2006) 

According to the characteristics of mobile phone texts they can be categorized into the 

informative type of texts. In this type of text, the content has a higher priority than the form 

when translating. (Ingo 1991; Reiss 1971) Furthermore, according to the text categorization 

in Ingo (1991), mobile phone texts usually fall under a pragmatic category. The translation 

should therefore be as unambiguous and efficient as possible (ibid). The translator should not 

strive for total equivalence between each word, but adapt the text to the target language so 

that the relation between the user and the message are the same (Nida 1964). A good 

translation is, according to Leonard Foster, who is quoted on page 131 (ibid), one that fulfils 

the same purpose in the new language as the original did in the language in which it was written. 

According to Meersseman (2004), translations at their best will only preserve quality from 

the original material, which means it is of utmost importance to ensure the highest possible 
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standards of the original. Any company working with preparation should be aware of the 

weight of creating good and suitable source texts, since it will make for easier translations. 

To put resources into the source text will also derive long-term value from it, thus lowering 

future costs. (Eye-for-Image 2005) 

Both source and target language should be checked by an assigned validator. It may be an 

unclear task, but the validator has an important role in the localization process. The checker 

should give criticism constructively while briefly and clearly reporting the errors. The 

requested corrections must also be unambiguous and actionable. The result of the validation 

should show if the delivery fulfils the expectations of quality. (Bass 2006) 

There exists a translation quality standard specified by DIN 2345, but it is less a quality 

standard and more a set of expectations with regard to quality (ibid). DIN 2345 includes the 

following points: 

○ Completeness  

○ Correct grammar 

○ Terminological consistency 

○ Adherence to agreed-upon style 

The three last points may be applicable to the source text as well, since it is a quality 

dependent delivery to the translators. Based on this standard, a clarification of the points will 

be made below, with the addition of two points specific to the source text: 

○ Simplification 

○ Context 

Although not described in any defined quality standard, these two are well-known issues 

within the industry, according to the literature (e.g. Lommel and Ray 2007).  

Completeness 

The first point checks if the translation is exhaustive, i.e. if all text has been translated. The 

accuracy of the translation, i.e. if there area any obvious mistranslations and if the text suits 

local conventions are two other important factors when validating the target text (Bass 2006; 

Esselink 2000; Meersseman 2004). An example is capitalization, e.g. when “Open File” 

becomes “Datei öffnen” in German. A text like “Congratulations, you have successfully 

installed this application!” might become simply “Congratulations.” or “You have 

successfully installed the application.” when adapted to the target language. (Esselink 2000) 
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Correct grammar 

It is important to ensure basis conditions like correct grammar, orthography, punctuation 

and hyphenation. A performed linguistic review and spell check on the localized material 

should be a minimum (LISA 2004). 

Terminological consistency 

The coherency of terminology improves the quality of the language, which relies on the 

correct use of specialized terms (Lommel and Ray 2007). Good terminology management is 

of utmost importance in the creation of both the source material and the translated versions 

(LISA 2004). A standardized terminology is important in maintaining and improving 

international communication in a specific market. Standardized terms and clear definitions 

lead to more efficient communication and thereby a better possibility to make progress 

within the domain. (Ingo 1991) Source language terminology is the key to consistent and 

accurate localization, and it also plays a major role in customer satisfaction, usability, and 

trustworthiness in all languages (Lombard 2006). 

The constant development of software applications requires new terms to be invented. They 

are often created in English, could be very specific to a certain software application, and may 

not even exist in the target language. These factors make it difficult when translators search 

for an equivalent that accurately reflects the source term. (Esselink 2000)  

The conditions of the target language influence the stability of the terminology. It can be 

very stable in one language, while several actors on the market may be promoting different 

terminology in another. Linguistic resources should therefore be consistently reviewed and 

updated to reflect current widespread usage. (Esselink 2000) 

If terms are used inconsistently in the source material, it will lead to uncertainties during 

translation. This will in turn entail increased costs not only because time will be spent 

dealing with and solving the issues, but also since the potential of 100% matches in the 

translation memory is lost. If terminology resources are not provided, a lot of time will be 

dedicated to researching and resolving terminology issues for all phases in the localization 

process. (DiFranco 2006)  

Terminology also needs to be checked for accuracy and consistency in the target material. A 

review phase must be planned to inspect whether translations for specific user interface terms 

match the actual application. (Esselink 2000) A related mistake is when the shortcut key 

“Q”, symbolizing “Quit”, remains the same even when translated. There is no logic between 

“Q” and, for example, “Stäng” or “Sluta” in Swedish. This is a result of neglecting the text’s 

connection to the physical product during translation. (Meersseman 2004) 
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It is important to be aware of the fact that the end-user’s interpretation of a certain term may 

differ from the author’s interpretation. It is easy to make the right interpretation if you have 

the contextual knowledge. But the translator must treat every change in form as a change in 

meaning. For example, the expressions “log on” and “log in” may be synonyms in English, 

but not in other languages. To figure out the actual meaning in a certain context might cost 

hours of labour. (Lombard 2006) 

Adherence to agreed-upon style 

The last point handles the compliance to the agreed-upon style guide. A style guide is often 

adapted to the company’s general guidelines and policies. There are however a few general 

points which should be considered when editing resource files or software texts (Esselink 

2000). First (I, we) and second (you) person should not be used in the texts, exclamation 

marks should be used with caution, it is important to ensure consistency between a menu 

option and the actual menu name (Ny kontakt) and the imperative mood should be used, 

since it makes the text easier to follow and increases readability. (ibid) 

Moreover, no sports or religious metaphors should be used, nor should any idioms or figures 

of speech appear, since these can be very difficult to adapt to another locale (LISA 2004). 

Simplification 

To simplify means, in this domain, to avoid putting together long and complex sentences in 

the source text, since they are generally harder to localize and may entail unexpected 

ambiguities and complexities, especially long strings of nouns which are very hard to 

translate, such as “handbrake connector retract cord”. Another goal with simplifying is to 

avoid text expansion in the localized version, since one of the most critical steps when 

creating the source text is to leave room for text expansion (LISA 2004). For example, short 

texts like titles or single terms can be two to three times longer in German compared to 

English, while texts in Chinese often is much shorter (Lommel and Ray 2007). The 

expansion varies from one language pair to another (e.g. English - French or English - 

Finnish) and depends on what type of text it is, as well as the length of the source text (LISA 

2004). Since text space is normally strictly limited, it often results in translated versions filled 

with abbreviations, which in turn makes the readability suffer and, in worse cases, the 

understanding of the text (Meersseman 2004). In short, a simplified text should be easy to 

understand, fluent, logical and consistent. 

Context 

Short source texts and limited space influence the amount of context provided to the 

translator. The more information put in one term, the more precise the translation has to be. 
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This is why context is so important, as well as a general understanding of the product. The 

closer the localization team, including the translators, get to the end-user view of the 

product, the better the quality will be. (Meersseman 2004) A clear understanding of the 

context of the source text is of primary importance, translators need clarity and an 

understanding about the circumstances to be able to deliver adequate translations. (Bass 

2006) Context-related issues and errors like these are often not identified until tests are made 

of the final product. An example is the word “copy”, which can be translated into the noun - 

“a copy” - whereas the running application might use it as a verb - “to copy”. (Esselink 2000) 

These standards (correct grammar, terminological consistency, simplification, etc) are an 

attempt to go around the fact that quality is a highly subjective issue. When reviewing a 

translation, it is important to remember that it should be a quality control and not an 

editorial rewrite, to avoid preferential changes. The reviewer must approach the task with a 

collaborative position and try not to impose personal preferences on the produced material, 

which is why knowledge about the topic and linguistic qualifications should be a validator 

requirement. (Bass 2006) 

There is a surprisingly high amount of poorly written source texts which are not even close 

to a sufficient standard. It is not uncommon for source text strings to be put in a single file, in 

alphabetical order, and without additional information. Nor is it unusual that they contain 

inconsistent terminology, poor orthography and inadequate punctuation. (Bass 2006; 

Meersseman 2004)  

Unsurprisingly, no translator performs well under these conditions. Understanding is the key 

to translation quality and nobody can make much sense out of a pile of words and strings 

without a minimum of context. (Meersseman 2004) Needless to say, this will have a negative 

affect on the following steps in the localization process and the quality of the final product 

(Bass 2006). 

Language Tools 

To adopt a common set of localization tools across the company is one way to a successful 

localization process (Brooks 2000). One major benefit is the ability to gather up, store, 

centralize and ensure consistent use of huge amounts of knowledge in forms of term bases, 

translation memories, project logs, and query tracking databases. (Uren et al 2004; Bass 

2006) 

It is important to be aware of the performance of the linguistic tools being used, since they 

will be a direct reflection of the quality of the final translation. Also, a lot of the time they are 
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in conflict with the final version of the translations since corrections and changes might have 

been done on the fly, i.e. without updating the linguistic resources. (LISA 2004) 

Localization tools 

In a well-localized product the target language in the application should run smoothly. The 

correctness of a well-localized product is invisible, but the errors created by a non-functional 

localization tool are clearly visible. For example, you do not notice if your digital calendar 

contains the accurate abbreviations of the days of the week – you expect it. On the other 

hand, if all the days of the week on your Catalan digital calendar are all represented with a 

single “D” (Dilluns, Dimarts, Dimerces…), instead of “M, T, W…”, the failure is obvious. 

These types of errors would probably not occur if it were not for technologies such as 

translation tools. This particular kind of error is either a result of a translator having applied 

rules written to address a large number of locales or perhaps a translator working with a 

special tool that does not give the accurate contextual information, which made the output 

difficult to see or check. Either way, the translator evidently did not consider the interaction 

with the product and the end-user, and therefore the localization was unsuccessful. (Pym 

2004a) 

Testing the internationalized product using pseudo-translation at an early stage will reduce 

the amount of problems that may occur later-on in the process (Esselink 2000; Lommel and 

Ray 2007; Uren et al 2004). To perform a pseudo-translation means to replace the source text 

with garbage text that includes the characteristics of the real target language, such as accent 

marks or other fonts (Lommel and Ray 2007). By performing this task, using specified 

characters or string length parameters, not only do technical problems in generating the 

target language appear but the test also anticipates the size of menus and dialog boxes to 

investigate if the target language fits in the area reserved for the text. If the source text is 

integrated with the code in the software, a tool that could perform a pseudo-translation 

would also reduce the amount time that there are two different versions of the code, the one 

being developed by the engineers, and the one being worked on by the translators. (Esselink 

2000; Uren et al 2004) Instead of waiting for the problems, a pseudo-translation will foresee 

any target language specific problems that may result during the translation cycle. To resolve 

the issues early-on will also reduce costs which otherwise would have grown for each target 

language. (Esselink 2000; Lommel and Ray 2007) 

Another advantage with a language tool is the ability to divide the application into different 

modules. The preferred method to avoid accidental changes during translation is to separate 

program code from the source text, which means that applications can be run in another 

language by replacing only the file with the translated source text. This prevents surrounding 

code to be changed during localization. (Esselink 2000) 
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Terminology management 

Just like other types of data, terminology is most useful when it is documented, organized 

and managed in a structured manner (Lombard 2006). Besides productivity, the quality of 

the translations is also increased with the help of terminology management. 

Terminology management often raises great issues during localization processes, and what 

makes it worse is that terminological and stylistic consistency is even more problematic in 

the real world due to the time and budget constraints of  projects (DiFranco 2006; Bass 

2006). This is why it is important not to underestimate the value of the terminology 

management feature in a tool. Most software localization projects entail last-minute 

terminology changes because the software code and user interface strings are rarely frozen 

until shortly before the product is ready to be released to the market. That is why it is 

necessary that the tool allow updating of terminology during the project. (DiFranco 2006) 

Terminology databases store terms and their translations, special terminology management 

systems are often integrated with translation memory systems and word processors to 

improve translator productivity and ensure terminology consistency (Lommel and Ray 

2007). Terminology management systems can also contain concept information such as 

grammatical categories, definitions, and descriptions (Esselink 2000). But a terminology 

database is more than a list of terms; it is a tool for gathering knowledge from all possible 

places in an organization, standardizing the entries for ease of use, and then reusing and 

improving the database over time. It is a place for employees to exchange knowledge and 

resolve linguistic issues. A tool which enables and facilitates feedback is ideal for this social 

process. (Dunne 2006) 

In working with a terminology database, it is important to be able to have access to 

information about the situational context for each term. It may be useful to know whether a 

term is a menu item, a dialog box option, or a dialog box title. Some tools add this 

information, but in other cases, where the contextual reference is unclear, it is recommended 

to add this type of information manually. The ability to define terms and the relationships 

between them in a structured way is a great benefit with terminology tools (LISA 2004). 

If terminology management is intentionally planned and integrated in the process, the source 

language documentation will be unambiguous and standardized, which means it will be 

easier to read, comprehend and translate (Esselink 2000). The vocabulary will be company-

wide, thus helping to establish a corporate image, and the translation phase will be more 

time efficient (Lommel and Ray 2007). 

Even though the use of terminology resources, such as a term database, has major 

advantages in localization projects, it is one of the most frequently neglected and 
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underestimated tasks. Unfortunately, software companies in general do not understand the 

importance of documenting and managing terminology systematically (Bass 2006; Esselink 

2000; Lombard 2006). In fact, most software companies lack processes for managing 

terminology, except for maybe a simple collection of their source glossary. It is uncommon 

to check source terminology for internal consistency, or consistency across products, and 

many smaller companies may rely on terms used by large software publishers, such as 

Microsoft, a source that is not reliable for consistent terminology. (Lombard 2006) 

Translation memory 

The language tool translation memory (TM) plays a vital role in the localization process. 

TM systems are useful in the software localization industry because of the short life cycle of 

software products and web sites. The products are updated at least once a year and web sites 

often on a daily basis. To reuse translations from previous versions of text reduces labour 

and time to market for localized versions. (Esselink 2000) TM management is crucial to 

ensure consistent quality in the process (Bass 2006). 

A translation memory is set up with the help of previous translations. The translated files 

need to be aligned with the original in order to create a translation memory. The tool then 

has to contain an alignment feature to handle the text. The alignment is a functionality 

which defines translation correspondences between source and target text on a specific level 

(e.g. sentence, paragraph or heading). (Esselink 2000) 

There are several advantages in using a translation memory in the localization process. As 

already stated, software documentation has a tendency to be repetitive and software 

applications are frequently updated or revised, which means that translations can be reused 

with a TM. Moreover, the database can be used when translating and localizing new or 

similar products. TM tools can also be integrated with other tools, such as terminology 

management applications, which will provide consistency in terminology. Several translators 

can work on one project to speed up the translation process, and most tools are integrated in 

text editors, therefore no lengthy training is needed. Another advantage is that the TM 

system generates detailed statistics, which provide valuable information to project managers. 

(ibid) 

Productivity levels can be improved by 30%, costs can be reduced 15% or 30% when using a 

translation memory (ibid). Although translation memories bring cost benefits, they also 

require implementation and maintenance costs (Bass 2006). 

One problem concerning translation memories is that translators are not allowed to change 

the overall structure of the text. This also means that the sequence of sentences within a 
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paragraph cannot be changed, which leads to a rather inflexible way of dealing with a 

natural language. (Esselink 2000) 

With the help of modern technologies, like term databases and translation memories, there 

are great possibilities to gather up and store large amounts of data. However, one should be 

aware of the limitations of the technology and not rely too much on the language tools. (Bass 

2006; LISA 2004) A perfect tool does not guarantee a perfect job (Meersseman 2004). Too 

often, technology acts as a crutch for weak production processes or poorly skilled linguistics. 

(Bass 2006) One mistake is to presume that dialog boxes and the rendering of characters look 

the same in the language tool as in the actual product, which is a dangerous assumption 

(Esselink 2000). 

In conclusion, errors are statistically inevitable when handling hundreds of thousands of 

words in a process. Typos sneak in, bugs are a part of software development, and confusion 

may arise concerning a certain term in the database. This means that there must be processes 

in place to minimize these errors and efficiently correct them. (Bass 2006) 

Summary 

Based on the quality-centred factors presented in this section and the previously stated key 

factors in the process, a list of the most important quality issues according to the literature is 

presented below. 

Organization and coordination 

When managing a localization process, it is important to ensure: 

○ Appropriate project planning including realistic deadlines and budget constraints 

○ The efficiency of the current processes 

○ A qualified localization team 

○ Common awareness of quality within this team 

○ Communication and feedback between actors 

○ Quality of the original product as well as the quality of the localized product 

The competence of the linguists in the localization process should fulfil the following issues: 

○ Native speaker of the language in question 

○ Familiar to terminology work 

○ Close to the end-product and the end-users (especially translators) 
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○ Sufficient technical knowledge to be able to use language tools 

○ Sufficient domain knowledge 

Technical preparation 

When performing the technical preparation, it is important to: 

○ Choose language tools which support the languages and the process 

○ Ensure support for character printing, 

○ Put text strings in resource files, and not in the actual program code 

○ Set text string boundaries considering expansion in target language 

○ Structure files and translations from previous projects 

Linguistic conditions 

The texts should be written, translated and validated by native speakers. The quality control 

lists brought up in today’s literature are almost exclusively written for target texts, i.e. the 

translations. The following quality control points concern both source and target text: 

○ Correct grammar, orthography, punctuation and hyphenation 

○ Terminological consistency 

○ Adherence to an agreed-upon style 

○ Fluency and readability 

Other issues to consider when preparing the source text are that it should: 

○ Be simplified to an appropriate level and not include any long text strings which are 

hard to translate (“handbrake connector retract cord”) 

○ Be provided with a clarification of the master text and sufficient context 

○ Leave adequate amount of space for target language expansion 

Every change in form should be treated as a change of meaning, since this could be the 

reality for the translators. The specific issues concerning the target text is that it should: 

○ Be exhaustive (i.e. no missing translations)  

○ Not contain mistranslations 

○ Be equivalent to the source text (i.e. content over form) 

○ Be suitable to local conventions 
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○ Not have damaged the product’s functionality 

All the above issues should be checked by an assigned validator. It is important to have an 

objective position when approaching the validation task, even though quality is highly 

subjective and it can be tempting to perform a rewrite rather than a quality control.  

Language tools 

In reaching for high quality, language tools should be: 

○ Able to handle an extensive amount of data 

○ Common throughout the company 

○ Able to update information during a project to avoid old terms and phrases 

In managing terminology, the term database should: 

○ Contain the complete set of identified terms 

○ Contain well-structured information 

○ Provide a correct situational context for each term 

○ Allow commenting terms and sharing over network 

○ Be able to be integrated with other tools such as Translation Memory 

In managing translation memories, the tool should: 

○ Have an alignment feature to define and handle the matches 

○ Be provided with plenty of text strings to obtain many matches 

○ Be able to integrate with other tools such as the term database 

Although technologies may assist humans in their work, it is important not to rely too much 

on their abilities. Any new software means a risk of bugs in the system, and in turn problems 

with the quality of the end-product. The following results of the case study will present the 

interviewees’ perception of quality as well as their reflections on quality issues in the 

localization process. 
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Quality Factors from Interviews 

These results presented are drawn from the deep-interviews with key people within 

localization process at SEMC. The responses have been prepared and worked on through 

categorization and comparison to present valid opinions concerning the specific issues. 

The following presentation will include both the quality issues for which there exist a clear 

strategy already as well as the issues which are yet to be handled. All issues are to be 

considered with the natural language text strings in mind. 

Defining Quality 

Quality is a subjective notion. To me it’s about performing tasks in a consistent way and thereby getting 

an expected result. That means good quality, regardless of the outcome. 

(Statement from a respondent) 

According to several interviewees, the hardest thing in their daily work is to draw the good 

enough-line. “Good enough is when you come to a point where you stop refining and start 

taking action”, says one.  

If not, the improvement could be never-ending when working with language and terms. 

Although almost impossible to make it “perfect”, because of subjective opinions and time 

limits, there can not be too many flaws, deteriorating the quality of the overall impression of 

the product. 

“On the basis of subjective opinions, and knowledge about language and culture, you 

argument and motivate why something is good enough or not”, says one respondent and 

continues: “Often you embark on a project with perfection in mind, and then you have to 

start compromising.” 

One respondent says the expression ”good enough” stands for a language which is not 

perfect on a regional market, but which works very well on the global market. The English 

language, for example, which is not adapted to the relatively small markets, like the Irish 

market, but which still works particularly well from a global perspective. 

When working with support issues, one respondent says the important thing is to give people 

the right and complete information in time, and enlighten people about the importance of 
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language quality. The mobile phone text is the first thing after the fundamental functionality 

that the end-user will notice in the product, maybe even before usability problems. 

Quality is often mentioned in concordance with the end-user of the product. One interviewee 

says that quality is a way of valuating one’s work. It is important to consider how much a 

modification will actually affect the end-user, and by this determining if it will be worth the 

effort.  

Organization and Coordination 

Considering the resources put into the localization process and the tools supporting this 

process, SEMC is a mature company regarding localization. This was reflected in the 

interviews, where no complaints were given concerning budget constraints, and the process 

is definitely not looked upon as an add-on feature. The general notion was that localization 

has an integrated position in the process and is taken seriously in the overall product 

planning. 

However, the time constraints are perceived as a large difficulty. The projects are always 

under a lot of time pressure and the smallest mistake can lead to severe complications for the 

next steps. The deadlines are established for a reason, but somehow they are not being 

respected. No respondent thought this had anything to do with people being lazy or 

disrespectful. The problem was explained by other reasons, such as time schedules being 

under constant change and changes in the next step in the chain which require updates and 

last-minute changes. This is a concern, since a crucial quality issue is to get the material in 

time and to deliver it in time to the next step, emphasized by three interviewees.  

Another reason is the size of the projects. Although divided into smaller function groups, the 

different parts all have to merge at a critical point. The great amount of people involved 

makes changes and mistakes inevitable, thus postponing deadlines and affecting other steps 

in the process.  

In some parts of the section, the reason may be that the work flow is yet to be structured, 

since it is a relatively new element in the process. Deadlines have to be set and responsibility 

has to be delegated for the output to reach a sufficient standard and for the individuals to be 

able to perform efficiently. 

One issue which came forward through the interviews was the fact that the team does not 

work on one project at a time. Updates, new products in old platforms, corrections and 

missed items, such as a missing label, force the actors to return to old projects, thus working 

on several parallel projects at a time. 
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Localization team 

Internal as well as external staff members work together in the localization process. This 

particular section joins several types of domain-specific knowledge. The translators are 

outsourced by practical and quality reasons; all translators are situated in the target language 

country. There are profound humanists as well as confirmed technologists working together. 

The subjective knowledge about the product was not mentioned as a problem for the 

members working in-house. It could be a good idea to obtain even more background 

information about, for example, the functions in the phone and the expected target groups of 

a certain product. It must however be a recurring function or issue if it is to be worth the 

investment. 

Not all people working with the English language has it as their native language. This was 

mentioned by one person as something which could reduce the nuances in the source 

language, for example the English words “holiday” and “vacation”, which can appear to be 

synonymous but are used differently in British and American English. However, those who 

are native English speakers are available to support their co-workers if any questions arise. 

Other team member language skills like Chinese and Spanish come in handy when 

clarifications or other smaller issues need to be dealt with. 

Communication and feedback  

It is not always easy working with language issues in a technology focused business, 

according to some respondents: 

Sometimes people just don’t understand what the fuss is about and they get irritated when you ask.  

Communication with partners who may lack awareness of the linguistic conditions, 

sometimes between sections and more often with external partners, can indeed lead to 

misunderstandings.  

Nevertheless, according to the interviewees the communication seems to work well between 

many teams within the company. Sitting in the same building and using the same tool 

probably has a good influence on the communication. The contact with the preceding or 

following step in the chain was by some respondents criticized as lacking structure. “Why do 

people not understand that it is important to keep the deadlines?” As soon as a small mistake 

is made, every following step in the process will be affected. 

Furthermore, a respondent says that a high-quality target text depends on how thorough and 

carefully it has been worked through. To discuss and examine the text several times will 

hopefully make it better. 
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A related communication problem which was brought up several times is the fact that much 

of the information is spread informally. The type of information stretches from incoming 

new languages that have to be implemented, to subject-specific knowledge, i.e. expert know-

how and skills that are not properly documented. It can also be a question of important 

decisions documented in private e-mails. Further on, this means key people might get 

indispensable to the company. Although there is a well-built database with lots of style 

guides, guiding and outline principles, it is difficult to know to what extent it is being used, 

by whom and for what purpose. In addition, the stored material is not always up-to-date 

which may discourage the usage of the database. 

The amount of information can also be a factor. A translator says the information from the 

translation company sometimes might be excessive and not relevant for all translators to 

whom it is sent. “Look at this and this label… “. This results in time-consuming weeding 

out, which in turn reduces the time spent on the actual translation. The greatest issue when 

validating customized master texts also appears to be keeping track of all the information. 

Operators demand their own terms for certain applications and languages. These terms 

might be renewed for every new project, which means the customization validator and the 

translators must be kept informed about which terms to change, and which term to leave 

untouched in both the old and the new projects. The communication with the operators 

could also cause problems during the customization, since there is no direct contact between 

customization and operators. 

There are two feedback systems at SEMC, BOSS and DMS, containing bug reports which are 

handled on a continual basis. Both players from the market (BOSS) and in-house players 

(DMS) are allowed to report bugs or opinions about the text strings in the products. These 

language specific complaints are forwarded to the localization section, where the problems 

are managed and solved. For translators, there exist no structured way of leaving feedback to 

the translation company, it is on one’s own responsibility. 

Technical Preparation 

The technical preparation becomes more and more complicated as the business expands to 

markets with languages very different to the source language. Special care has been given to 

the rendering of complex languages, such as Arabic and Bengali. The introduction of new 

languages, like bidirectional languages with difficulties like ligature of letters (e.g. a + e → œ), 

is complicated to handle on a technical level. This affects the whole process, since it is hard 

to foresee all problems that could arise in advance. 
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In LabelTool, several well-known localization problems are solved. First of all, the very 

same program code which renders the fonts is used in both LabelTool as well as in the actual 

end-products. This is a valuable step in the process and a way of controlling the outcome at 

an early stage. Another quality issue is the levelling out of fonts in the product, which makes 

the characters less uneven and thereby smoother and easier for the end-user to read. 

The text parameters set the constraints for both source and target text, which controls the 

length of the texts. This means no text string will exceed the limit unnoticed, which is a 

significant quality issue. 

The interviewees working with text parameters and fonts see the satisfaction of the end-user 

as the main goal, even though they are aware of the fact that the receiver of the produced 

material is actually the internal customer.  

Linguistic Conditions 

The aim is not to create a language the user should notice as extremely good - it is to make it invisible to 

the user, and to make it act as a guide so that the functionality in the product runs smoothly. 

(Statement from a respondent) 

The authors write the source texts together with the application flow in a specific tool. They 

have no support in forms of spell check or grammar check in the software they are using. 

They do however have access to all former used labels, which is a good source of solutions to 

certain problems and which the authors could take advantage of. Whether they actually do it 

or not, and to what extent, depend on who you ask. Nobody said that the existing style 

guides were frequently used. 

They have guidelines available, but they are optional and the usage depends on the interest 

of the individual more than a standardized course of action. Source text authors are not 

language specialists, and the linguistic part of their work is relatively small. Some of the 

authors, but far from all of them, are native speakers of English. The texts are then 

forwarded to the validators, language experts who perform the crucial quality review. 

Source text validation 

Besides supporting the authors in the creation of the source text, the tasks of the source text 

validator includes editing and proofreading as well as checking consistency, accuracy, terms, 

fluency and adherence to style guides. 

The interviewees working with the source text has established at least three different types of 

receivers of their output. First of all, the translators, who requires high-quality translatable 
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text and context. Second, the English speaking end-users are a direct, external customer of 

the produced master texts, who require a language which must function in a usability 

situation. Internal employees at SEMC might also use the terms when performing their 

work, therefore the validators must fulfil their requirements too. The software 

implementation section, however, is not seen as an internal customer, since they never 

handle the actual language, which is connected to the program code via label names. 

Correct grammar 

Validation of the source text often means a lot of repetitive work. Spelling errors and other 

banal faults like punctuation is often corrected numerous times, over and over again. The 

grammar, spelling and punctuation are at present checked automatically in another tool, 

since this features is not yet integrated in LabelTool. The spell check does not work on 

abbreviations and specific terms, but it is not a time-consuming labour and it is a good way 

to ensure quality, says one validator. 

Terminological consistency 

One way of ensuring terminological consistency is the TermBase, which is on its way of 

expanding, but some interviewees feel it is a constant battle to try and convince people the 

importance of employing standardized terms. Much of the validation work therefore 

involves standardizing the source language, for example: 

○  “We don’t use ‘Enter number: ‘, but simply the term ‘Number: ‘” 

The documentation of theses standards often lack structure, says one respondent, which is 

why the establishment of the TermBase is so important. Robust and standardized master 

texts and terms are a great investment for the future, says one respondent. The company 

standard is closely related to the image mediated through the language style. 

Adherence to agreed-upon style 

If it’s a pink mobile phone with lots of games, you hardly expect business consultants to use it.  

(Statement from a respondent) 

An issue mentioned is that the target language should be of a particular type, adapted to the 

target user group. A certain mobile phone, created for a certain user type, may require a 

different language than others to match the specific target group. This has an affect on what 

terms to choose, explains one of the respondents. The reach for quality in translating into 

target language is for the end-user, who is an important factor when choosing words. 

The external validator is assigned to check local conventions, adherence to style guides and 

appropriateness. An example of a style specific issue is that SEMC do not address their 
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customers as “vous” in French mobile phones, but as “tu”, i.e. the more familiar choice. An 

example of a cultural, or maybe a more political, decision is whether Arabic translation 

should address the user with a male, female or neutral word. Another example is when 

setting up the language package in a mobile phone, it is not politically correct to put in 

Hebraic in products which are to be sold in Arabic locales. 

Simplification 

Because of the prior technical knowledge of the source text authors, they may have 

difficulties to explain certain things in a more common language, which is why one of the 

assignments of the validator is to simplify the language to the level of a common user. 

○ “We don’t say ‘Failed to locate’, we say ‘Could not find’” 

This is both for the sake of the translators as well as for the sake of the end-users. One issue 

for the validator is to keep a fresh mind in determining what is comprehensible and what is 

too complicated. 

Context 

One of the major things to provide the translators with is context to the master text. This is 

solved with descriptions to each master text, which describes the situation where the text is 

to be used. Examples of expressions in a description: 

○ “The other choices in this menu are …” 

○ “Will be followed by …” 

○ “Is shown together with …” 

Other information is provided with additional documents, explaining term changes, some 

functions and occasionally also screen dumps of the mobile phone display, by the source text 

validator. According to several of the interviewees, to not define a word with a description 

leads to user confusion and errors, for example if “Save” means to save a picture or to save a 

message, as well as to unnecessarily abbreviated texts that are ugly and difficult to 

understand. 

Many localization companies have great issues with providing enough context to the 

translators, according to a respondent. Another one, working with translation, says that the 

descriptions do not always work too well. Sometimes they are not updated and sometimes 

they do not match the master text. They are therefore regarded with some reservations. At 

the same time, it is the only context given, except for the user manual which could provide 

helpful information when translating certain texts, such as sketches of the phone. 
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One respondent says the working situation for the translators must be terrible, since they 

have no possibilities to ask the authors if clarification is needed or to get any context except 

for the descriptions. To get an understanding about the product, they need information about 

new terms, new modules, and sometimes screenshots and toolbars which is sometimes 

added when handing off the source text. 

Target text validation 

In practice, according to the interviews, the translators are not just translating, but they also 

perform a validation of both source and target text. Since they receive and work with the 

source text, they report errors concerning master text, descriptions and sometimes other 

things like incorrect text parameters. They are also assigned to do all linguistic review on the 

target text. In short, they seem to be an indispensable quality instance for SEMC. 

After being translated, the text is forwarded to a validator and returned to the translator with 

or without comments. The translator is supposed to contact the validator if any changes have 

been made, but it is often a question of time, says one respondent. Usually, the changes are 

small and do not need to be discussed. In fact, the actual discussion takes place before the 

validation, in conversations with other translators in trying to find a correct translation. 

Except for this, the translators are quite isolated in performing their tasks. 

The target language validators are required to work close to the target language market, this 

way they should be up-to-date with the end-users’ general preferences. Often the target text 

validators do not work with language-specific questions on a daily basis, but are assigned to 

perform a language review anyway. This could mean they perform an editorial rewrite rather 

than a quality control and impose their subjective preferences on the text, when their actual 

assignment is to check for any local or market-driven issues.  

The competence of these in-country reviewers is hard to control, according to several 

respondents. This is a common problem for localization companies ordering translations and 

reviewers of the target texts, according to one respondent. In fact, it can not be guaranteed 

that the validators are contributing to the quality of the target text. However insecure, it is a 

way to eliminate possible culture-specific offensive elements in the end-product. 

Validator-specific problem areas, according to a survey performed by a validator within the 

section (UI_language_survey 2007), are space restrictions and technical expressions. 

There exists no control devoted only to whether the text corresponds to the physical product 

and how to text functions in the end-product. However, the products’ functionality are 

always thoroughly tested before the actual launch, and any language-specific problems 

should be discovered and reported during this step. Several interviewees pointed out that the 

validators are needed, but they are not applied in the best way at the moment. 
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Finally, the natural language conditions are also the reason for multiple labels with the same 

term in LabelTool. In Turkish, for example, you need one label with the term “Play” which 

means to play a video file and another one which means to play a music file, since they are 

different verbs in that target language. 

Language Tools 

No tool in the world can solve all problems. 

(Statement from a respondent) 

At the moment, several tools are needed to perform different tasks such as spell check and 

comparison between text strings, which the original language tool can not handle. A link 

between TermBase and LabelTool would facilitate the consistency check. The source text 

authors’ tool and LabelTool could also be connected, thus avoiding errors occurring when 

transferring data from one tool to another. 

LabelTool 

Everything is LabelTool-dependent. It is the mother. 

(Statement from a respondent) 

When using LabelTool, only the natural text strings with their corresponding fields are 

presented to the user. This assures the consistency of all surrounding code. The label name in 

LabelTool functions as a link between the natural language strings and the software program 

code, regardless of which language. Thus, the software implementation does not handle the 

actual languages at all. They are protected in resource files since the risk of involuntary 

changes wants to be avoided. 

LabelTool fulfils the expected outcome when it comes to storing large amount of data and 

filtering it to present relevant information to each specific user in the process. 

According to several interviewees, the filtering function is the most frequently used. It is 

important for the filtering and search to be precise, so that no label is overlooked. This is 

crucial when making updates, e.g. wanting to look at all labels dealing with “conference 

calls”. This means several filter steps need to be made, both on label name and master text, 

and sometimes even in the descriptions, where the unabbreviated term always should be 

written. This means, in spite of much filtering and searching options, the user must still 

perform repetitive and monotonous tasks in handling all this data. 

To recycle as much data and information as possible, for each new created project the 

preceding project’s labels are being copied. Since a normal project contains about 10,000 
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labels for each language, a huge amount of data is stored for every new project. This requires 

high demands on the technical resources in forms of memory and disk space. 

As earlier stated, the LabelTool suite has been a development ordered by SEMC. 

Consequently, they are aware of the tool’s advantages and shortcomings. Many of the 

interviewees were pleased with the performance of LabelTool, arguing that the daily work 

would be exhaustive and nearly impossible without it. Wishes of more extensive integration 

with other tools were mentioned by several respondents during the interviews, for example 

with the TermBase and with a language spell check. 

TermBase 

The people involved in terminology work believe that the repositioning from the old section 

to UI Localization has made a big difference as to the awareness of the importance of 

terminology. The terminology effort gets better support, attention and acknowledgement in 

the sector where the terms are being employed. 

All the information needed must be present in a TermBase entry, not just a description. For 

example, old rejected terms should be present, as well as context and which projects the 

terms belong to. The database needs to be updated for each change, but at the same time the 

user must be able to track changes, like rejected terms and terms used in old projects. If 

information is missing, people will stop using the resource, says one respondent. 

In TermBase the terminologists are able to upload and comment the terms. The tool is 

shared over a network, although in some countries the network is so slow that it takes 

several minutes to upload a single term. 

At the moment, the visitor statistics are not very encouraging, mostly because the TermBase 

is not yet large enough to be of much use to the translators, although great effort is put into 

getting it ready. This way the labour of the translator would be reduced and the term 

consistency controlled in a superior way. 

Translation memory 

It would be completely bizarre to translate every sentence over and over again, and damaging for both 

consistency and quality. It is absolutely necessary to use a translation memory. 

(Statement from a respondent) 

A translation memory is a useful and time-saving tool when aiming for consistency. It also 

provides statistics which can be valuable for process managers. The translation memories 

used in the process are owned by SEMC but created, administrated and used by Lionbridge. 

Translation memories are handed to the translator for each new translation round. 
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One respondent says that the department is aware of not yet having put resources into 

creating their own translation memories, and that this may be a strategic move in the future. 

To own the translation memories and integrate those with other tools would most likely 

increase both consistency and efficiency, although an initial investment needs to be made. 

Summary 

Almost everybody has the end-user in mind when trying to determine what high quality 

consists of, and what could be considered as “good enough”. However, there is a common 

understanding that language quality is a subjective matter which is not easily solved. In the 

real world, the deadlines draw the good enough line. 

Although a mature localization company, there is always room for improvements within the 

organization. Some of the issues mentioned are: 

○ Time constraints 

○ Many people involved in large projects 

○ Communication between actors 

○ Informal spreading of information 

○ The competence of the external actors (especially outside SEMC) 

The technical preparation is well-developed at SEMC. During the past decade they have 

worked with issues like rendering, fonts, text parameters and display limitations which affect 

the natural language. New and more complicated languages are being implemented, which 

makes it hard to foresee possible complications. 

In the attempt of standardize the source text, style guides have been written available to all 

employees. However, the actual usage of them is unclear. Language quality issues 

mentioned, in order of frequency: 

○ Consistency and standardization 

○ A master text which is well-defined, and carefully thought through 

○ Translatable master texts, which also means sufficient context: as important for the 

translators as it is for the validators  

○ An invisible mobile phone language 

○ Robust and future-proof master texts and terms – it is an investment 

○ Unambiguous and understandable language 
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○ Follow documented style guides 

Specific quality issues concerning the target text are translation memories, subjective 

knowledge about the product, and appropriate target text validation. According to a survey, 

the greatest problems when validating the target text were technical expressions and space 

restrictions. Working with text strings means handling much information and weeding out 

what is important, which means there must be satisfactory functions for filtering and 

searching in the tool used.  

The LabelTool suite functions as a core in the process, in a way used as more than a 

language tool. It holds all information in the database and restricts users in their access 

rights. The text is separated from the source code, the user is informed if the space limits are 

exceeded, the tool makes it possible for recycling between projects and contains extensive 

filter and search functions. Specific language tool quality issues: 

○ Handling large amounts of data 

○ Presenting the appropriate data to a certain kind of user 

○ Searching and filtering functions 

○ Language grammar and spell check 

○ Link with TermBase 

To get people to use TermBase, they must be aware of the importance of a consistent 

language throughout the company. A contributing factor is whether the database is updated 

or not. It must contain all information available, including rejected terms, for the user to 

understand what has happened. The lack of an internally managed translation memory was 

not seen as a significant issue during the interviews. 
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Part II - Conclusions 

The remaining questions will be answered on the basis of the initial study, the literature and 

the results from the interviews. 

What is the notion of high quality in this context? 

It appears the quality of the material depends on how much time is devoted to it. The good 

enough-line is drawn whenever the deadline is set. This is because certain basic conditions 

like receiving and delivering the material in time to the next step in the localization chain are 

superior to high quality language. Something is probably good enough just as it is about to 

be delivered. Then again, giving people more time to perform their tasks, does not 

necessarily mean higher quality in the end, since the quality goals are neither clearly defined, 

nor does the refining of a text have a apparent goal; it could go on forever. 

Because of the subjectivity that strongly characterizes the language quality issue, one can not 

set up an objective collection of quality points to fulfill. The answer must lie in the quality 

perceived by those who in the end are meant to actually read and use the output material. 

The quality question must be narrowed down to quality for whom. 

From whose perspective should the quality be reviewed? 

Many respondents mentioned the end-user as their customer. But to use the term “customer” 

can be misleading. There are external as well as internal customers. The end-user is external, 

while the internal customer is the person or group who receive(s) the produced material, i.e. 

the next link in the localization process. The end-user’s experience of the product is the 

cathedral they are all building. Everyone contributes with a building block, but each 

individual has different visions about the final outcome. One can not affect the entire 

cathedral; however, one can reassure the quality of the building block delivered to the next 

step in the construction chain. If the following instance in the process is considered as the 

customer of the material, a comparison between prior expectations of the material and the 

actual experience of it will indicate whether the material measures up to sufficient standard. 

Although quality is just as subjective to the receiver, the discrepancy between the receivers’ 

expectations and the actual material handed to them could be a confirmation of whether 

quality is achieved for each step in the localization process. The demands from this client 

can be used as quality goals for the preceding step; asking and getting feedback from co-

workers should lie in the interest of both parts. 
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The communication and feedback with the actor in the chain who directly receives and uses 

the work should make sure both parts know what is being expected of them. By this means, 

quality will be established throughout the whole localization process chain thus also 

ensuring a high quality product in the hands of the end-user, whether he may be in 

Afghanistan, India or Iceland. 

Which main factors influence the quality? 

The perspective of the organization has a great influence on the localization process. If the 

organization does not take this step seriously and understands the importance of putting 

resources into localization, other efforts are futile. The success of the TermBase needs 

awareness within the organization, the importance of standardized terms needs to be 

understood and pervade the company. Other organization issues: 

○ Awareness through education 

○ Correct spreading of information and updated material 

○ Structure of communication and discussions to reach consensus 

The technical preparation is also very important. According to the literature, a common set of 

language tools should be provided to the localization team. At SEMC, this is not the case at 

the moment, the different applications used are not fully integrated, something frequently 

mentioned during the interviews. Devoting time to develop tools with seamless connections 

would provide a basis for increased efficiency and communication in the process. 

The two main issues concerning the technical preparation: 

○ All fonts available 

○ Text parameters set for all strings 

Given the organizational and technical prerequisites, the specific linguistic issues can be 

narrowed down to a single issue for this particular section and part in the localization 

process, namely the creation of a translatable text. This in turn demands: 

○ Context to the text strings 

○ Unambiguous and understandable language 

○ A correct language level 

○ Terminological coherency (standardization) 

The translated target text should then be validated according to certain demands, something 

which is not yet solved in a well functioning and efficient way. The language tools exist to 

support the linguistic labour, however some drawbacks are:  
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○ Manual and repetitive labour 

○ Absence of spell and grammar check in LabelTool 

○ Absence of connections with for example TermBase and the source text author tool 

Even though LabelTool has extensive search and filter functions today, the great amount of 

data together with the lack of structured search paths, makes it difficult for the user to know 

whether the search is exhaustive or not. A more reliable search and filter result would 

improve the work on the linguistic issues. 

All in all, the notion of quality is without doubt a question taken seriously at the localization 

section at SEMC, showing the maturity of the company. The problems with quality 

definition, subjectivity and lack of standards are acknowledged within the section, but there 

is a pronounced need for this awareness to be spread further to make a difference for their 

common goal - a satisfied end-user of their products. 
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Discussion 

It is easy to get consumed by details when performing this type of study. To explore the 

wisdom of ten rather than the knowledge of one person means meeting a lot of people who 

has their own agenda and understanding of the most important issues. The researcher’s 

challenge is to keep a fresh mind, looking at things in a sound way, and trying to see what 

the obstacles really are, and where they are situated in the process. 

Another challenge was to connect the theoretical statements to the real process. For 

example, when a process is described in the literature it is often presumed to have a fixed 

start and end point and does not, in my experience, correspond well to how it works in 

reality. 

Discussion of Method 

Since the approach was to examine a process in the real world, the qualitative method of 

interview was chosen for this thesis. It is difficult to control possible sources of error when 

making interviews, hence the problem of determining the method’s reliability. An interview 

template is enclosed in the appendix, making it easier to rerun the test, getting the same 

results and confirm the reliability. 

If what is said to be measured is actually measured by the chosen method is a matter of 

validity. The interview questions were carefully chosen and also tested with a pilot interview, 

all to ensure their validity. To not miss out on anything the interviews were semi-structured, 

thus letting the respondent talk freely about their thoughts and experiences. When 

interviewing and interpreting people’s responses, there is always a danger of selecting the 

statements which seem interesting and relevant, but which may actually be minor comments 

or exaggerated by the respondent. 

Since the process, tools and material are under constant development, a possible source of 

error is facts that are no longer relevant or up to date. Another very important issue is 

misunderstandings between researcher and interviewee, resulting in unreliable answers and 

incorrect interpretations. Many of the conclusions rely on the interpretation of the 

researcher, which puts a lot of responsibility in his or her hands. 

To secure the conclusions, additional meetings could be a good way to discuss and reach a 

common decision about which factors influence the quality. A greater number of 
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interviewees would probably give an even better picture of how the process works and which 

factors are the most important. For example, more translators and external validators, who 

come in contact with the natural language strings, would contribute to the answering of the 

research questions. 

If more focus were put on the language tool, a user-centred approach would be advisable. 

For example, observations and surveys could have shown how the tool supports every day 

tasks from the user’s perspective. 

To bring more focus to the end-user might also have contributed to the entire process, for 

example by making a survey concerning the usability connected to the language in the 

products. 

Since quality in its nature is subjective, an analysis like this does not lend itself well to 

general conclusions. However, this case study may in the future be used as a comparison to 

other similar studies and used as guideline in how to proceed with the quality issues in this 

specific situation. 

Comments to Conclusions 

The conclusions of this thesis correspond to the initial expectations of outcome, although the 

notion of quality was more difficult to define and measure than first expected. Initially, the 

contribution to the process was supposed to be the theoretical background as well as an 

awareness of where the process stands today and where it is heading, and I personally think 

this is just what has been achieved. 

The most apparent conclusion was the concrete problems of the language tools such as the 

lack of spelling check and connection to the TermBase. Others were how to provide the 

translators with enough context to the text strings, different organizational factors and the 

problems of controlling the external validators. 

The issue with informal spreading of information was important, although not specific for 

the localization process. The UI Localization section has been aware of this problem and are 

at the moment working on a new way of collecting and storing documents. Updated 

material and responsibility for one’s own documents is one step towards an improved 

situation. 

If a clear measurement scale of quality was expected, the conclusions about this issue are a 

bit vaguer. This is however not a problem specific to the localization business, subjective 

notions versus objective guidelines will probably never be coherent, especially not when it 
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comes to language. Everybody has their own preferences about how something should be 

expressed, spelled or pronounced. In the domain of language, everybody is an expert.  

If I were to carry out this study again, I would have focused on one of the four categories 

presented above (organization and coordination, technical preparation, linguistic issues and 

language tools). It would have been more satisfying to conclude the study with concrete 

improvements of, for example, LabelTool. However, this needs to be well planned with the 

company’s own processes and updates. What I would not have changed is the gathering of 

information through interviews which was a unique opportunity to obtain expert knowledge 

as well as interesting thoughts and ideas.  

Future work at SEMC 

First of all, the results showed a need to reach a consensus about certain concepts. For 

example, the notion of the customer needs to be clearly defined since the understanding of 

the quality is highly depending on who judges it. In other words, whom is the quality for? If 

the end-user is as important as many pointed out, it is recommended that a thorough 

investigation is made to make sure the preferences within the section matches the general 

preferences of the end-users. 

On the other hand, if the customer is defined as the next step in the process (internal or 

external), then the communication and feedback throughout the process need to be more 

structured and available. The demands also need to be accessible and agreed upon, ensuring 

that every step has a clear understanding about what is expected from them.  

It is quite possible for both types of customers above to play a part in the process as long as 

there is no confusion about who is directly judging the quality of the work and outcome. As 

earlier mentioned, a way to get higher quality is to ensure the delivery fulfils the expectations 

of the receiver. 

Another relevant point concerns the knowledge about other sections within the organization, 

which was pointed out as something desirable, especially the ones closest to the localization 

section. If the knowledge of other sections is not increased, it will be continuously difficult 

for individuals to fully comprehend their co-workers needs and requirements in their work 

situation leading to misunderstandings and delays. This also concerns the situation of the 

translators. Although already taken seriously, their working situation could be improved and 

thereby resulting in a translation that fulfils the expectations. The context issue is crucial and 

should at least be discussed. Giving the translators the best prerequisites possible is a great 

investment, since the actual translations are hard to validate. 
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Other issues up for discussion and reviewing are: 

○ How can we get advice from today’s localization literature and research and put it 

into practice? 

○ Could our work benefit from a QA Model? 

○ Could a pseudo-translation feature in our language tool improve our language 

quality? 

○ How could the different tools work together in an efficient way? 

○ Is the language properly tested in the actual product before launch or do we rely on 

bug report systems for possible errors to be found? 

○ Can we find a way to spread our documents and information in a better way? 

According to the results presented in this study, the information within the section needs to 

be spread more formally. Documents containing information, like style guides, need to be 

up-to-date and “alive” for them to be attractive and used by others. 

This improvement work could be realized with a workshop with members of the localization 

team going through the issues above and possibly collaborating with other actors would 

make the propositions both well adapted and innovative. For some issues, this is already 

about to be put into effect. It is important to emphasize that the key knowledge is held by the 

actual practitioners, which means they are the ones best suited to develop solution for the 

issues concerning this particular section and step in the process. However, this does not 

mean external sources should not be given the chance to contribute with opinions and 

inspire to different solutions.  

As pioneers within this line of work, this is an opportunity for SEMC to excel and lead the 

market to even better solutions and, ultimately, better products for the end-users of the 

mobile phone. 

Future Research 

When searching for literature for this study, I often had to borrow theories from other 

domains such as translation studies and organizational literature. It was hard to find 

anything about the localization process as well as finding theories about the actual source 

text. The literature seems to concentrate on how to measure the quality of the translated text 

and not so much on the preparations of the source text, something I think is missing in 

today’s literature. 
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It would be interesting to find out more about the end-users expectations and what they 

think about the language in the mobile phones. Is it a decisive factor when choosing between 

different brands? Do they even notice the terms? A test with mobile phones filled with 

inaccurate and incoherent terms and sentences which have been cut off could show just how 

important the work with the text strings is for the satisfaction of the end-user. 

The translators’ point of view would also be interesting investigate. What is their opinion 

about their working situation? What do they need from the source material to perform well? 

The question is also if a company like SEMC would gain anything if not outsourcing the 

translations, or at least have more insight of what is going on during the translation process. 
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Glossary 

Application Denotes a mobile phone program or functionality like Contacts or E-

mail client. 

Customization The change of the generic master texts into operator-specific demands 

Description Attribute to a master text providing context. 

Export Send a file to another software program with a different file format. 

Import Receive a file from another software program with a different file 

format. 

Label Denotes an instance of a master text with its attributes, such as label 

name, description, text parameter, module etc. 

Label name The tag which connects the label to the software program code. 

LabelTool Language tool suite developed by SEMC, divided into three 

applications: LabelTool, TranslatorTool and ValidatorTool. 

Master text The text string which is actually shown to the user in the end-

product. 

Module Application-specific groups into which the labels are classified, e.g. a 

label with master text “Röda ögon-reducering” is grouped to the 

Horizontal Camera module. 

Platform Generates a certain amount of products during a period of time, often 

constrained by the same hardware. 

SEMC Sony Ericsson Mobile Communications 

Source text All source natural language strings, including master text, description 

and terms. 

Target text All target natural language strings, including translated master texts 

and terms. 

Text parameter Size limits for each label, bound to a specific display. 

UNICODE Code system for characters. 
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Variant Collection of all labels altered for a certain operator, e.g. the master 

text “Du kan köpa och hämta låtar till telefonen via Vodafone Music 

Store.” 
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Appendix 

Interview 

All interviews were made in Swedish. An example of an interview question template is 

presented below. 

Deep-interview 

Welcome. First, I would like to say that the purpose with this interview is to look into a 

certain part of the localization process for the master thesis I am writing at Linköping 

university. The paper will be an official document. Your name will not be published together 

with the result. 

This will take about an hour and before we start I would like to know if it’s alright if I record 

the interview? I will be the only one listening to it. Are you ready? 

Warm-up 

1. For how long have you been working with localization? 

2. What does localization of a mobile phone mean from you perspective? 

Main session 

Let’s move on to your work in practice.  

3. What are your main tasks in the localization process? 

4. Does that mean you receive material from the preceding step in the process? 

a. If Yes, which expectations do you have on this material?  

Let’s move on to LabelTool. 

5. Do you use any part of the LabelTool suite in your work? 

a. If Yes, which functions do you mainly use?  

6. Which information in the labels do you use? 

a. Do you think you get the information you need? 

b. Would you like to add anything about LabelTool? 
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Let’s move on to the part where you hand over material to the next step in the process. 

7. What expectations are there on the material you hand over? 

8. What are the possible negative effects on the next step? 

9. Do you get any feedback on the work you deliver? 

a. Who has the responsibility to give feedback? 

10. What do you think high quality means in your daily work? 

11. In a perfect world, what would your work be like? 

Cool-off 

We’re almost done. 

12. Do you have any other thoughts on this subject that you would like to share? 

Now I just need to write down your name and working title.  

Thanks again for taking the time to participate. I will now turn off the recording.  

You have been of much help in my work. If I want to quote you in the paper I will contact 

you for approval. The paper will be sent to you as soon as it is finished. 
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part of a localization process where language issues are handled. The purpose of the thesis is to investigate 

which main factors influence the language quality in a real world localization of a mobile phone.  

The study is divided into two parts, one initial study and one main study. In the initial study, the five tasks of 

the localization process were identified as organization, coordination, technical preparation, creation of source 

text, and creation of target text. 

In the main study, the employees’ views on language-specific quality issues in the process of localizing mobile 

phones were mapped out through deep-interviews. The results from the interviews were divided into the 

categories organization, technical preparation, linguistic issues, and language tools. Organizational 

prerequisites for achieving high quality were awareness, updated material and structured communication. The 

linguistic issues were unambiguous and understandable language, correct language level, standardization of 

terminology, providing sufficient context to the translators and validation of the target text. Concerning the 

language tools, both manual and repetitive labor as well as the absence of spell and grammar checkers were two 

main factors considered to influence the quality of the final text strings. 

To contribute to the overall picture of the process, some parts should be further investigated, like the translators’ 

working situation and the end-users’ expectations of the product.  

To conclude, the most challenging part is determining what the highly subjective term quality means in the 

context of language, which demands clear guidelines for expected outcomes and especially for whom. Only then 

can it be determined how it should be done. 
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