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ABSTRACT

This thesis attempts to research the quality in translation service. With the progress
of economic globalization, the deepening of China’ s reform and opening up, and
the acceleration of internationalization, all-around, wide-range, multi-layer foreign
exchanges and cooperation are increasingly frequent, giving rise to a huge demand
for translation. In particular, the “bringing in” and “going out” policy of the Chinese
government has further activated foreign investment in China and China’ s overseas
investment after China’ s accession to the WTO, further promoting the development of
the Chinese translation service industry. The success of the Beijing Olympic Games, the
Shanghai World Expo, the Guangzh?;u Asian Games and the 18th FIT World Congress in
Shanghai has brought unprecedented opportunities to the translation service industry.

However, although the number of companies and the market size in the domestic
translation industry have undergone explosive growth over 30 years of development,
making China a “major translation country” in the world, quality has become a crucial
issue in the translation services in recent years, which severely restricts and hinders the
development of translation companies and even the entire industry. Negative comments
or voices on translation quality can be seen or heard from time to time. In Guangzhou. a
pioneer Chinese city in translation services, some translation companies have been forced
to switch to other trades, engage in mixed operation or exit from the market due to quality
problems.

In 2010, the author conducted a quality survey on 50 translation companies nationwide.
The results showed that the translation quality of only 12 companies was “stable and
sound” , that of 26 companies “generally passable and sometimes unacceptable” , and
that of 8 companies “ordinary and unstable” , and the other two companies expressed
that they “cannot reach higher quality levels.” It can be seen that quality is a common
and extensive issue for translation companies. By summing up the 36 quality problems
reflected by the subject companies, the author has found that quality preblems of
translation companies today are mainly shown in ineffective leadership and management,
ineffective resource support (including workforce, working environment, technical
equipment and finance), ineffective procedures and institutions, ineffective marketing
(including blind or excessive marketing), ineffective production process, ineffective
customer relations, and ineffective education and training.

For a long time, studies on the translation industry and translation services have
remained marginal and scattered, so that there is a lack of a theoretical base of scientific
and healthy development for the translation industry. Mu Lei and Lan Hongjun have
classified 690 articles on translation published in 26 specialized foreign language
periodicals in 2010, in which there were 3 articles on translation management research
only, accounting for 0.5% of the 621 research papers.

The author has sorted out and analyzed relevant domestic and foreign quality research



findings, and found that current professional or commercial studies on translation quality
are divided into three categories mainly. The first category includes text—centered quality
studies, such as functional theories, where text functions are studied, and such views as
the purpose of a text determines its translation are proposed. Functional theories surpass
the traditional linguistic restrictions, divert translation studies from narrow textual
equivalence to textual function innovatively, and propose the concept of translation
adequacy. Such studies are based on the standpoint of individual translators, but give no
consideration to the business environment of modern translation service providers, and
fail to describe the production and formation process of quality. However, the views of
text teleology and translation adequacy are still of great significance for quality studies in
translation services, and reflect that quality is the essence of customer satisfaction. The
second category includes studies on quality—affecting factors, such as Gile and Brown.
They also pay attention to and study quality—affecting factors in professional translation
from the perspective of individual translators, such as textual factors, and purpose, steps,
speed, time and price of translation. Factor studies can solve problems arising from the
quality process pertinently, and improve process quality continually by tracking and
measuring such factors. However, in translation services and operations, quality—affecting
factors are so complex and changeable that simply studying factors away from the process
is undoubtedly to put the incidental before the fundamental, because factors always lie
in the quality process, and impose influence on quality through the process. The third
category includes studies on the production process of quality, such as the studies of Lu
Hefa and Zhu Jianmin. Their quality studies are just focused on translation, proofreading,
review, typesetting and other production operations of translation, while undervalue or
ignore the management, support and marketing processes that are equally important for
the quality outcome by thinking that the quality of a translation company is the outcome of
the production process.

In the survey on the quality processes of 50 translation companies the author has found
that the quality formation process of any translation company involves all its departments.
The success experience of the 12 companies with “stable and sound” quality reveals that
the quality of a company is the outcome of the joint efforts of all processes and aspects of
the company.

The author further studies and analyzes the quality processes of 50 translation
companies using a combination of theoretical and empirical methods as well as qualitative
and quantitative methods within the framework of total quality management theory. Total
quality theory thinks that quality is the degree to which customer needs are met, results
from the whole process of an organization and is the outcome of the joint efforts of all
staff members. Translation quality begins with the identification of customer needs and
ends with the satisfaction of customer needs. All quality efforts of an organization are
aimed at customer satisfaction, and customer satisfaction runs through the whole process
of the organization. Total quality is dynamic and evolving in process, and continual
improvement is realized through the constant improvement of process quality. Based on

the study on the quality processes of 50 translation companies, this thesis concludes



that the typical processes of a translation company include the translation, proofreading,
review, inspection, typesetting, planning, pre—treatment, staffing, resource allocation,
training/education and marketing processes. This thesis further concludes that the quality
of a translation company is derived from the whole process of the company by analyzing
the impacts of these processes on quality, and demonstrates that all quality efforts in
translation services are aimed to meet customer needs and realize customer satisfaction
by analyzing customer needs. Therefore, in translation services, quality is total quality.
Based on total quality requirements, a translation company should strengthen whole
process building proactively and self-consciously rather than simply production process
building in practice, and make continual improvement to improve customer satisfaction
and loyalty based on customer needs. Due to the diversity and disparity of customer
needs, a translation company should.implement a differentiation strategy, avoid accepting
orders blindly, respond to customer needs selectively and flexibly based on its process
capabilities and quality capability maturity, and realize continual quality improvement
through constant customer satisfaction.

Through a field survey on the entire translation process of the Mitsubishi Service
Manual by Guangzhou LangPro Translation Limited (LangPro), the author has analyzed
and studied all quality processes of LangPro at the customer negotiation, preparation,
translation and post—translation stages, including over 20 processes of response to
customer inquiry, trial translation, quotation, signing of the commission order and the
translation service contract, issue of the Notice to Proceed, preparation of project estimate
and translation proposal, staff (translators, revisers, proofreaders, typesetters and Trados
operalors) preparation, working environment preparation, TRADOS platform and database
preparation, literature and reference book preparation, process design, translation process,
revision process, sampling inspection process, proofreading process, inspection process,
delivery, customer feedback, modification, second submission, filing, database entry and
closing. Each of these processes involves implementation planning, method and standard.
The participants include those from almost all functional departments of the company,
from corporate leaders, personnel administrators, treasurers, translators, revisers,
proofreaders, inspectors, typesetters, database operators to filing personnel and even
drivers. The above project has verified that translation quality is derived from the whole
process of the company, and is the outcome of all departments and staff members involved.
The translation process is conducted around the main thread of “customer satisfaction” .
From the bidding stage, all processes embody the company’ s pursuit for delivering
personalized customer services and surpassing customer expectations. In translation
services, quality is total quality.

This thesis makes a tentative study on written translation in domestic translation
services only, and may have deficiencies in coverage. This study will be improved and
extended gradually in the future.

Key Words: translation service, translation quality, total quality, customer satisfaction,
quality management, quality capability maturity, translation industry.
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