UNITED NATIONS SYSTEM IAMLADP

Distr.
Inter-Agency Meeting on Language Arrangements, RESTRICTED
Documentation and Publications IAMLADP/2004/R.13*
28 June 2005
ENGLISH ONLY

Directorate General for Interpretation
European Commission

Brussels

7-9 July 2004

Report of the Inter-Agency Meeting on
Language Arrangements, Documentation and Publications

Held at the European Commission
Brussels, Belgium
7-9 July 2004

Agenda
Plenary session

Opening proceedings

Adoption of the report of IAMLADP 2003

Matters arising from the report of IAMLADP 2003

Adoption of the agenda for IAMPADP 2004

Nomination and approval of the host organization for IAMLADP 2005

Report of the Web Action Group

Report of the Working Group on Training of Language Staff

Translation activities

7(a) Task Force on External Translation Activities

7(b) Translation and multilingualism in the European Commission

8. Report of the Task Force on the Quality Management Approach

9. Information technology
9(a) Report of the Task Force on Multilingual Web Sites — Translation Issues
9(b) Report of the Task Force on Electronic Distribution

10. IAMCATT

10(a) Report of JIAMCATT to [AMLADP

Aol

*reissued for technical reasons



10(b) Report of the Task Force on IAMCATT
11. Report of the Action Group on Workload Standards
12. The new IAMLADP working structure
13. Other business

Executive session

1. Host’s item for discussion: Managing change, i.a. to improve efficiency and productivity,
demonstrating how quality multilingual services contribute to international organizations

Annexes

L. List of participants
IL. New IAMLADP working structure



Opening proceedings
Co-Chairpersons: Mr. Benedetti and Ms. Kane

1. The twenty-third Inter-Agency Meeting on Language Arrangements, Documentation and
Publications (IAMLADP) took place at the European Commission in Brussels from 7 to 9 July
2004.

2. Mr. Benedetti, Director-General of the Directorate-General for Interpretation (DG SCIC)
of the European Commission, and Ms. Kane, Assistant Secretary-General of the Department for
General Assembly and Conference Management of United Nations Headquarters in New York,
served as Co-Chairpersons, and Mr. Fox, Head of Unit, DG SCIC of the European Commission,
served as Secretary.

3. Mr. Koopman, representing Mr. Kinnock, European Commissioner and Vice-President
for Administrative Reform, gave an introductory statement, conveying the best wishes of Mr.
Kinnock for a successful conference. IAMLADP was a unique forum where senior managers for
language services in international organizations (I0s) could share ideas and experiences for
advances in multilingual language services. The enlargement of the European Union and the
doubling of the number of working languages showed the crucial role language service staff
played. Regulation No. 1 (1958) of the European Union enshrined the importance of
multilingualism, which was fundamental to communication and close connections with its
citizens and symbolized respect for the different cultures. Language services cost the European
Union the extremely small sum of 3 euros per citizen per year. However, common sense and the
increase to 20 working languages had led to rationalization, with not all documents being
translated into all languages. It was a challenge to rationalize while still retaining high standards
of quality. The issues of effectiveness of organizations, quality control and management of
human and budgetary resources were now high on the agenda. The theme of management change
in language and conference services, with emphasis on efficiency, productivity and contribution
to the success of organizations, was timely. He looked forward to hearing the outcome of the
meeting.

4. Ms. Kane welcomed the opportunity for conference managers from diverse fora to
discuss common goals and shared experiences to help establish understanding and formulate a
unified approach. IAMLADP continued to be the best hope for effective and collective reflection
that could be translated into universal policy planning for conference management and services.
IAMLADP facilitated discussion of real issues and promotion of durable solutions. Cooperation
and coordination were vital in the face of budgetary constraints and policy reforms and the ever-
present pressure to meet demands with limited human and financial resources. IAMLADP should
continue to use its potential for a collective approach and develop guidelines of best practices that
governing bodies should also heed. The United Nations was committed to the ideals and plans of
IAMLADP and to active participation in its work.

5. Mr. Benedetti warmly welcomed participants to the annual meeting of IAMLADP and
wished the meeting every success in its work. It was the first time that IAMLADP was being held
outside the headquarters cities of the United Nations organizations. IAMLADP was the only
forum to bring together managers of conference and language services from international and
supranational organizations. [AMLADP now went beyond the “Inter-Agency” part of its title,
which symbolized the progress that had been made. That new dimension was justified in the light
of the challenges to be tackled. Cooperation was essential. The now firmly established
cooperation between the three European Union interpretation services to incorporate the nine new



languages required with enlargement had allowed them to double the amount they could achieve
individually.

6. The host’s item for discussion — managing change — was an obvious choice. While
change remained inevitable, the speed of change had increased. The greatest challenge was to
assign resources to changing needs appropriately. It was often difficult to find people with the
required skills. In the information and communication technologies, well-known companies and
the European Commission had jointly formed the Career Space consortium to identify and
implement new solutions. Career Space established generic profiles of jobs and required skills. It
worked with universities to establish guidelines for new study programmes and to provide
support for activities in specialized and relevant subjects. That approach was almost identical to
the one that had been taken by DG SCIC to set up a broad-based, permanent dialogue with
trainers. When there was a vast difference in supply and demand, it was important to work not
only to manage demand but also to develop quality of supply. IAMLADP had an important role
in ensuring synchronization in the evolution of supply and demand. A unified front would double
the effect of individual efforts.

7. The status of language and conference services, which were too often seen as an
accessory rather than a vital and integral part of multilingual organizations, needed to be
improved. It did not reflect the valuable training completed by language staff and their
contribution to communication, justice and reconciliation. The role of management was important
in improving the way language services were perceived.

8. Multilingualism was the solution, not the problem, and cost very little. Studies showed
that an excellent communicator with an average idea would always prevail over an average
communicator with an excellent idea. When people had to communicate in another language,
their ability to convey their message was reduced and the organization had fewer possibilities of
benefiting from the best ideas. Those who used a more widely spoken language were more
convincing in meetings, which led to impoverished discussion and limited vision.

9. A study carried out in 1927 at the Hawthorn Plant of the Western Electric Company in
Cicero, Illinois, was an oft-cited experiment in management science. Increased factory lighting
led to a significant improvement in productivity, which then returned to normal levels.
Subsequently, decreased factory lighting also led to a significant improvement in productivity.
The lighting itself did not affect productivity; staff realization that management was thinking
about them did.

10. It was important that management worked to make change beneficial for all. Change
often met fierce resistance because it was instinctively identified with a threat to employment or a
deterioration of working conditions. When change was viewed as positive and in everyone’s
interests it was welcomed with open arms. Involving the users themselves in planning and
developing change would help to remove the final resistance. The timing of change was also
important: change should be introduced when things were going well, to anticipate evolution in a
specific area, not merely react to it.

1. Adoption of the report of IAMLADP 2003

11. The report of IAMLADP 2003 (IAMLADP/2003) was adopted.



2. Matters arising from the report of IAMLADP 2003

12. Mr. Marshall (ILO) submitted a summary of [AMLADP 2003 outcomes
(IAMLADP/2004/R.2). Most of the issues in the report had been tackled by the task forces and
placed on the agenda of IAMLADP 2004 for discussion. The issue of publishing, which was
discussed at IAMLADP 2003 under agenda items 7 and 9, and recognized as part of the mandate
of IAMLADP, should be placed on the agenda for 2004 under the item on other business to
discuss how it should be approached.

3. Adoption of the agenda for IAMLADP 2004

13. The provisional agenda (IAMLADP/2004/R.1 (Rev.1)) was approved and adopted.

4. Nomination and approval of the host organization for IAMLADP 2005

14. Ms. Kane nominated the United Nations Office at Nairobi as the host organization for
IAMLADP 2005.

15. Mr. Van-Dijck, Chief of the Division of Conference Services of the United Nations
Office at Nairobi, confirmed that Nairobi would be honoured to host IAMLADP 2005 and would
work in close cooperation with the European Commission and United Nations Headquarters
(UNHQ) in New York to do so. The Nairobi Office worked on a charge-back system and was,
therefore, very client-oriented, which was the only way it could survive. It would be the first time
that the IAMLADP annual meeting was to be held in the southern hemisphere.

16. The United Nations Office at Nairobi was accepted as host of IAMLADP 2005, which
would be held in the second week of July. The European Commission, as outgoing host, would
provide full cooperation and assistance, as the International Labour Organization had done for it
and for which it expressed its appreciation.

5. Report of the Web Action Group

17. The Chairperson, Mr. Chambers (WIPO), submitted the report of the Web Action Group
on setting up and identifying the operational needs and anticipated costs of establishing and
maintaining the IAMLADP web site (IAMLADP/2004/R.9). At IAMLADP 2003, WIPO had
agreed to establish and host the new IAMLADP web site. The web site was set up immediately
following the meeting and could be found at http://www.wipo.int/iamladp/en . The web site was
not visible on the general WIPO web site, and no password protection had been used in the initial
phase, as only IAMLADP participants would know the address. Alternative hosting arrangements
could be made, for a cost, with the United Nations International Computing Centre (UNICC) or
by registering the domain name iamladp.org in order to use the address http://www.iamladp.org.

18. Mr. Chambers described the web-site design and structure, and web-site content. He
emphasized that content would be provided by IAMLADP members, but that it would be
formatted and posted by the web master. A web master should be appointed for approximately
two person-months per year to ensure that the web site was correctly maintained and updated on a
regular basis.



19. It was considered appropriate to design a logo for the IAMPADP web site and to have a
public site and a members’ site, the latter having username- and password-protected access.
Requests by IAMLADP members for access should be through the IAMLADP chair or UNHQ.
An electronic discussion forum was available through the web site for exchange and discussion of
ideas. As that forum had so far received very few hits, members should decide whether it was
required. He recommended a search tool and a disclaimer for the web site.

20. The projected costs for an organization such as UNICC to run the web site were
submitted in the report. That covered hosting the web site, running the electronic discussion
forum, the services of a web master, the registration of a domain name and the use of a search
engine.

21. It was proposed that IAMLADP 2004 approve the recommendations of the Web Action
Group to:

1. Take advantage of the WIPO offer to continue to host the web site and the electronic

discussion forum free of charge.

2. Make funding provision for a web master to maintain and update the web site on a
regular basis. The appointed web master could draw on the expertise of the Web Action
Group, which [AMLADP might wish to retain in a consultative role to ensure continuity
and further development of the web site.

Establish procedures for granting access rights to the restricted area of the web site.
4. Arrange for a full collection of IAMLADP and associated documents to be made
available in electronic form.

Draft and approve a disclaimer for the web site.

Contribute to the content of the web site.

7. Run a competition to design a logo for the IAMLADP web site.
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22. Mr. Benedetti encouraged members to use the web site and the electronic forum and to
make contributions to both so that issues of relevance to IAMLADP might be discussed.

23. Ms. Kane stated that UNHQ was prepared to take over the hosting and funding of the
web site. She appealed for interim web-master assistance because recruitment of a web master
might take some time.

24, Mr. Capitaine (ITU) offered the services of the ITU as interim web master and it was
decided that the interim period should be no longer than one year.

25, Mr. Benedetti and Ms. Kane both reiterated the importance of IAMLADP members
providing content for the web site. Ms. Kane suggested that proposals for a logo for the web site
be submitted within three months. She emphasized that web-site content would be in the original
language. It was decided to disband the Web Action Group and replace it with a web-monitoring
group. Content should be sent to that group, which would develop guidelines on appropriate
content but would not be responsible for regulating content. The pros and cons of a domain name
or continued hosting of the web site through an organization would need to be discussed.

26. The ILO suggested that IAMLADP should have its own domain name to ensure visibility
of the web site and easy access.

27. It was decided that (1) the UNHQ offer to host and maintain the web site should be
accepted; (2) WIPO should host the web site in the interim, (3) the ITU should provide an interim
web master.



6. Report of the Working Group on Training of Language Staff

28. The Chairperson, Mr. Muylle (European Commission), submitted the report of the
Working Group on Training of Language Staff (IAMLADP/2004/R.6). While 2003 had been
“time for a change”, 2004 was “time for action”. IAMLADP 2003 had mandated the Working
Group to set up three task forces: placements and internships, pooling resources, and the status of
language professions, and also a Standing Committee for contacts with universities.

29. The report of the task force on placements and internships indicated a wide range of work
experience categories. It could be fine-tuned to produce guidelines for best practices to be
adopted by 10s and universities. Placements and internships had proved highly successful,
practical and productive, and both organizations and students benefited greatly. Resources should
be found to invest in that area as it provided a guaranteed return on investment.

30. The report of the task force on pooling resources focused on style guides, sharing benefits
and an innovative approach to reviser training as a management tool. While it was not possible to
run the pilot training course in 2003-04, the progress made would pave the way to implementing
the course in the near future. Both revisers and managers were targeted in the blueprint training
module, which had theoretical and practical components and would be organized jointly by
several 10s.

31. The task force on the status of language professions extended its mandate to include
image de marque in the concept of status. Multilingualism was part of status, and language
services in 10s, while understood to be essential, were poorly perceived and under continuous
pressure to account for productivity through page/word counts and output, something that was
maybe not always the case for other staff. The tendency was to expect language services to
produce more, with fewer resources. Therefore, language services needed to become proactive. It
was suggested that a study be made of the cost of non-multilingualism. Recognition of the
profession and the development of a universally accepted accreditation system needed to be
addressed. Were the mandate of the task force to be extended, it was felt that it should come
under a working group other than training.

32. The Standing Committee, comprising members of IOs and universities, outlined a work
programme based on the need for more systematic contact between the two. The committee
would continue that work through the IAMLADP web site and the electronic discussion forum so
that IOs were able to make their needs better and more widely known and to set up a permanent
dialogue with universities.

33. It was proposed that IAMLADP 2004 approve the recommendations of the Working
Group to:

1. Oversee the work of the Standing Committee to channel contacts with universities,
focusing on exchange and interaction between 1Os and universities, posting information
and promoting discussion through the IAMLADP web site and the electronic discussion
forum.

2. Finalize the conclusions of the task force on placements and internships, to be used as
guidelines for best practices and post those on the web site, with the Standing Committee
to promote their implementation under the Working Group, monitor results and report
back to [AMLADP 2005.

3. Disband the task force on placements and internships, which had completed its work.



4. Follow up on the work of the task force on pooling resources to implement a training
programme for revisers and managers jointly run by several 10s.

5. Setup a new task force on life-long learning for language and conference staff,
researching in-house training programmes in I0s and producing practical proposals for
shared training activities.

6. Follow up the results of questionnaires sent out by the Working Group to IOs during its
first mandate.

7. Retain the task force on the status of language professions, but place it under another
working group.

8. Continue to promote and monitor staff exchanges.

34. The European Patent Office (EPO) expressed its appreciation for the work of Mr. Muylle
as Chairperson and remarked that his absence in 2005, owing to retirement, would be a great loss.
It asked if Mr. Muylle would be available to work with IAMLADP or chair the Working Group.
Referring to the statement by Mr. Benedetti that an excellent communicator with an average idea
would always prevail over an average communicator with an excellent idea, the EPO informed
the meeting that, with regard to improving the status of its own language services, and under the
EPO joint-agenda building system, a group of employees had developed a presentation to inform
other departments about who they were and what they did. A communications expert was then
employed to teach staff how to give that presentation. The result was a considerable improvement
in the status of language services in the organization.

35. Ms. Kane invited the EPO to submit its presentation and noted that, although it took a
long time to change people’s perceptions, the idea of how one might go about that was extremely
useful.

36. Mr Benedetti confirmed that DG SCIC would continue to chair the Working Group. He
thanked Mr. Muylle for the excellent work he had done for IAMLADP. He was sure that Mr.
Muylle would be able to continue to contribute to the future work of IAMLADP.

37. Mr. Guilmard asked whether the Working Group had considered how much time staff
should be allowed for training over the course of their career. In the area of information
technology there were strict standards on staff training and the same might prove valuable for
language services. The Working Group should consider whether staff should be trained in areas
not directly related to their work, but not wholly outside their skills area, to make them more
mobile. He commented that studies carried out several years previously had shown that the cost
of producing an original document could be up to eight times more than translating it. When
looked at in perspective, translation was not expensive.

38. Ms. Kane indicated that in-house training was supported by the United Nations and that it
was good for motivation, and, more importantly, for enhancing staff mobility. A pilot programme
was under way in departmental cross-training in New York, which would be evaluated. External
training in subjects not related to current functions was not supported by the United Nations.

39. The United Nations Office at Geneva suggested that a group of “wise persons” be
established, nominating Mr. Muylle and Mr. Alcoba as candidates. They represented the
institutional memory of [AMLADP and could guide it in its future work. That suggestion was
greeted with unreserved applause.

40. The African Development Bank (ADB) stated that it was modernizing its language
services and had unofficially submitted a document on that process, which was being circulated



during the meeting and which had so far received encouraging responses with regard to
cooperation and assistance for exchanges with other 10s. Organizations stood to benefit as much
as trainees from internship programmes. The ADB was prepared to contribute to the Working
Group and considered that the recommendations were a step in the right direction.

41. Mr. Durand, Head of the Training Unit of DG SCIC (European Commission) suggested
that there were a variety of ways to go about life-long learning. In the European institutions, and
particularly in the European Commission, training time was calculated in training days per year
and the institution aimed to give every employee between eight and ten days of training per year.
DG SCIC offered its interpreters around 12 days of training per year. Although language training
comprised the major part, other areas of training to improve the knowledge base of interpreters
for their daily work and encourage adaptation to new technologies through computer training
were also included. The Working Group had proposed the establishment of a new working group
on life-long learning and he was prepared to participate in that group in his capacity as Head of
the Training Unit of DG SCIC. Training in the European institutions was multifaceted and carried
out both in collaboration with a central unit of the Directorate-General for Personnel and
Administration of the European Commission and through internal activities set up using the
training unit’s own resources. Interpreters had access to external training with the support of the
institution when neither the central unit nor the training unit were able to provide what was
requested.

42. The ILO stated that one of the problems identified the previous year was that training
budgets were often managed through human resources departments and were not under the direct
control of managers. There had been a recommendation encouraging organizations to provide a
departmental-level training budget. The ILO had done that in 2004 and it would allow it to move
towards the European Commission concept. Two per cent of the payroll was now allocated to
training at the departmental level.

43. Ms. Kane believed that it was important to know what other organizations were doing to
help press the point for a dedicated budget. The United Nations training budget did not cover
eight, let alone 12, days of training per person per year.

44. 1t was decided to continue the mandate of the Working Group on Training of Language
Staff, with a representative of DG SCIC acting as chairperson.

45. 1t was decided to approve the recommendation to maintain the Standing Committee and
the task force on pooling resources, the latter focusing on the priority areas of establishing
guidelines for best practices, implementing pilot training courses and following up on style
guides, with information being exchanged through the IAMLADP web site.

46. The task force on life-long learning was important and could be established under the
Working Group on Training of Language Staff. It was decided that the task force on the status of
language professions was a long-term effort and that a new, separate working group should be
set up to tackle that issue.

47. Mr Benedetti stated that there might be further subjects for the new working group to
address and that the name could be decided subsequently.

48. Mr. Capitaine (ITU) stated that, when he took over the Conferences Department of the
ITU, he had thought that his job would be to tackle issues of budget, personnel, and management
and planning. He soon found that his problem was how to inform both Member States and his



own hierarchy about what the Conferences Department did, particularly with regard to language
services. At the most recent ITU Governing Body meeting, regardless of the lobbying carried out
by heads of language units with heads of delegations to explain their work, the Member States
had reduced the budget for that work. Therefore, the working group that would address the status
of language professions was of paramount importance to help managers in their public relations
role of securing the budget to carry out that work.

49. Ms. Kane reiterated that all members of IAMLADP could benefit from the EPO
presentation idea. As there was agreement on the establishment of a further working group, she
asked for a volunteer to lead it, to be decided before the end of the meeting. One of the task forces
under that working group would focus on the status of language professions.

50. 1t was decided that the task force on placements and internships had completed its work
and would be disbanded.
51 The Working Group would continue to monitor staff exchanges. All members were urged

to implement those and there would be a report to IAMLADP 2005 on results.

52. Mr. Benedetti summarized the approach so far: approval of extended mandate for the
Working Group on Training of Language Staff, chaired by DG SCIC; establishment of a second
working group, to address status of language professions and other issues arising out of the
meeting; and establishment of a third working group, to deal with technology issues.

7. Translation activities
7(a) Task Force on External Translation Activities

53. Mr. Graas (European Parliament) gave a presentation on the work of the Task Force on
External Translation Activities (no written report). Ms. West, who had recently changed posts,
had been working on the evaluation of external translation quality. The Task Force direction had
subsequently changed to examining the synergies between the different participating
organizations, whether standards might be harmonized and the future work of the Task Force.

54, There was a significant difference between the approach of the United Nations
organizations and that of the European Union institutions. The European Union was obliged to
recruit its freelance translators from the public market under Directive No. 9250 and strict
financial regulations, while the United Nations organizations did not have a strictly regulated
recruitment policy. He wondered if the United Nations organizations were reaching the entire
available market, which would increase the likelihood of reducing costs and meeting budget
criteria. The Task Force could address the issues that the various organizations faced.

55. He believed that there should be synergy on evaluation of quality. There was always the
concern that external translation quality was not as good as internal translation quality. The
European Parliament used the same evaluation criteria to compare internal and external
translation quality, and there was generally a 1:3 ratio in the number of mistakes. Opportunities
for synergy with the very structured recruitment process of the European Union institutions
would have to be investigated; however, the latter had a great deal of experience with external
translation contracts, which included both compulsory and optional clauses for the institutions,
and similar clauses for tenderers.
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56. The European Parliament was the first institution to issue invitations to tender over the
Internet, thereby attaining a degree of protection against recommendations of possibly less-than-
qualified translators and ensuring transparency. Invitations to tender were also published in the
Official Journal of the European Communities. In Parliamentary debates, English was used as the
pivotal language as it was not possible to cover all languages using another language. The
invitations to tender had resulted in a notable reduction in cost and a fall of 30 per cent in the
volume of translation. The web site of the European Parliament
(www.europarl.eu.int/tenders/invitations.htm) currently showed an invitation to tender for
translation into English and into German from 19 other European Union languages as a result of
cooperation between the European Commission, the Translation Centre and the European
Parliament. The budget was adjusted yearly on the basis of the average cost of contracts awarded
according to tenders received. The budget had decreased over the previous three years owing to
the types of invitation to tender.

57. Tenderers submitted their bids over the Internet but were also requested to send
documents in hard copy as electronic signatures were not recognized. The European Union
institutions used the reference of 1,500 printed characters per page in the source language for
comparison. Quality was judged against price on a 50-50 weighting. It was difficult to judge
quality on the basis of an offer over the Internet. Texts used for quality assessment included a
written methodology by contractors showing how they would ensure the service requested. All
offers with more than five grammatical or spelling errors were automatically rejected.
Punctuation use as an assessment of quality was too sensitive. Mistakes, designated either high-
relevance or low-relevance, had to be unambiguous. The types of mistake made and the
corrections were noted on both rejected tenders and on work submitted by successful tenderers to
serve in any recourse to legal proceedings as proof of why tenders were rejected or contracts
terminated.

58. The checking process was rigourous and impartial: an internal reviser sent the corrected
translation and an evaluation form to the Inter-institutional Committee for the Evaluation of
Quality (CIEQ). The Committee then checked the evaluation made by the first reviser against an
evaluation carried out by a second reviser from an institution other than the one where the first
reviser worked. The final evaluation was thus completely objective. To date, there had been no
legal appeal against any contract terminations.

59. Once the bids had been compiled, tenderers were contacted in order of priority and had
15 minutes to send a refusal by email. The time limit was short to retain the maximum amount of
time for the work to be done because almost half the documents in the European Parliament had a
turn-around time of 48 hours. The European Parliament produced 800,000 pages per year, 33 per
cent of which were contracted out. For that reason, it was currently testing the market for a single
contractor instead of having to work through the list of potential tenderers.

60. The comparison of the costs of internal and external translation was an extremely
sensitive subject. External translation costs included page cost depending on technicality of
translation and other requirements such as formatting, as well as administrative costs. The
European Parliament had a code of conduct that stipulated that all legislative and confidential
texts were to be translated internally, while non-legislative texts could be translated externally if
internal capacity was not available. Some translation could only be done in-house through
simultaneous work by all divisions.
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61. If the Task Force were to continue he suggested that the four points on the agenda should
be evaluation of quality, methods of recruitment, contracts, and comparison of internal and
external costs, the latter being a somewhat difficult issue.

62. The EPO asked whether the European Parliament was still using individual freelancers,
some of whom produced very good quality work and were paid less for that work if they worked
through an agency.

63. Mr. Graas stated that some individual translators were still contracted, depending on the
context of the work to be done. The European Parliament would be sending out 50 per cent of its
work to external contractors by 2009. Translators were unable to meet that demand individually.
The market was being tested for a single contractor to cover the coordination of translation. The
procedure had worked for the parliamentary debates. If an agency did not provide good quality,
its contract was terminated. The European Parliament had always encouraged groups of
translators with whom it could work, as political and financial constraints made it difficult to
employ individual contractors.

64. The OECD commented that the United Nations organizations and others did not have
total freedom. There were budgetary constraints, fixed rates and only the most experienced
translators were to be used. Quality was an important factor. Freedom of choice gave some
flexibility in managing the cost of external translation. In the OECD, analytical accountancy was
used to compare audits of external and internal translation. However, a more important goal
would be to have a single universal rate for external translation at the level of quality required by
the client. Internal translation always had a higher cost and it would be preferable to provide
information only on overall cost, as it was hard to defend the need for internal translation,
particularly if there were cost differences of 1:2 or greater.

65. The ILO raised the issue of meetings held outside headquarters, where partial translation
teams were sent to the country concerned and local recruitment was used to make up the shortfall.
Often, as had occurred recently at a meeting in Africa, local translators were not up to standard
and their work had to be either completed or redone by the staff from headquarters, with less than
adequate tools and working to impossible deadlines. The Task Force should take those issues into
account when seeking to harmonize the approach.

66. The European Parliament acknowledged that the European Union institutions did not
have that problem as they used their own translator network and provided their own teams.

67. UNHQ stated that the United Nations organizations were subject to strict criteria
governing the selection of contractors. The organizations mainly contracted individual translators
on a consultancy basis from a list of translators. The lists were established according to certain
criteria: translators had to be self-revising, with proven experience and the required language
combinations. Those not providing acceptable translations were removed from the list. There was
an important balance made between cost and quality. The greater freedom of the United Nations
organizations meant that they could choose good quality. Comparisons should not be made
between internal and external translators, as in-house translators were required not only to
translate but also to perform other tasks. A higher cost was sometimes necessary to ensure better
quality overall.

68.

Mr. Benedetti stated that the Task Force would probably continue under the planned new working
group on services for conferences and languages.
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7(b) Translation and multilingualism in the European Commission

69. Mr. Lonnroth, Director-General of the European Commission Directorate-General for
Translation, said that DG Translation was the largest translation service in the world, with
currently some 2,000 staff and responsible for the translation of 1.5 million printed and web
pages per year. Staff numbers would increase to 2,500 in the following two years and the
workload would increase by 40 per cent by 2006. DG Translation comprised 20 language
departments and 90 units, including support for modern language technology and translation
tools, freelance translation management, training, and human resources management. The total
cost of linguistic services in the European Union was estimated to be a little over a billion euros —
1 per cent of the total budget.

70. The principle of multilingualism was enshrined in Article 21 of the European Treaty and
in its first legal instrument, Regulation No. 1 of 1958. Uniquely, the European Union had adopted
the official languages of each of its Member States as its own. Multilingualism gave citizens the
right of access, with decisions concerning them being issued in their own language, ensuring
equal treatment between peoples and individuals. It contributed to peace, promoting
communication and understanding, and it promoted a multicultural society, which was an
important part of the European Union’s cultural and cohesion policies.

71. Multilingualism was a challenge. Translation services in the Commission were large and
complex, but the work of translators and interpreters in upholding multilingualism and thereby
contributing to the legitimacy and daily functioning of the European Union was not always
sufficiently visible. And the enlargement of the European Union, by ten new Members, doubling
the number of official languages from 11 to 20 and language combinations from 110 to 380, had
led to radical measures.

72. On the demand side, documents had been categorized in order of priority, as core
documents for in-house translation and non-core documents that could be outsourced. There were
strict guidelines for document length, based on 1,500 printed characters per page, and an editing
service was being developed to improve the quality of source documents and help translation.

73. On the supply side, production capacity and potential supply of translation services were
being developed and internal redeployment and restructuring were under way. That included
strengthening the translators’ labour market through cooperation with training institutions to
increase the supply of qualified translators, enhancing the profile of translators, establishing a
European Master of Translation qualification, developing new ways of measuring productivity,
taking into account document quality, degree of difficulty and time-sensitiveness, and promoting
information technology and training.

74. It was important to create the appropriate structures for monitoring and managing
demand, including greater coordination and interaction with clients and the development of
indicators and computer applications to evaluate evolution of demand and supply and to support
the negotiation process of priorities. All European Union institution translation services were
facing similar challenges. Inter-institutional cooperation at the European level was important. The
Inter-institutional Committee for Translation and Interpreting (CITI) had established an action
plan to optimize cooperation in the translation field, including improved document flow
management, further development of the terminology data bank, sharing of computer applications
and translation support, exchange of production capacity, and pooling of resources for invitations
to tender and external translation management.
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75. IAMLADP could contribute to enhancing the translation profession by developing a
definition of the skills required and by promoting cooperation with training institutions.
IAMLADP was a welcome framework for the exchange of ideas, experience and even people.

8. Report of the Task Force on the Quality Management Approach

76. The Chairperson, Mr. Chambers (WIPO), submitted the report of the Task Force on the
Quality Management Approach IAMLADP/2004/R.8). A more holistic view to quality was
necessary. IAMLADP 2003 had set up a task force to produce a set of best-practice guidelines for
the application of the quality management approach (QMA). While the Task Force had restricted
its focus to the QMA in translation, the results were applicable to other areas of activity. In
addition to the United Nations family, the EU, the OECD and WIPO had made contributions.
Quality could be defined as a set of characteristics of an entity. It was an integral part of the
translation process and as such should be built into the process at source and managed at all
times. Quality could be measured according to the ISO 9000 series of standards, which did not,
however, define translation quality per se; the DIN 2345 from the German Standards Institute,
which set a framework for producing translations but did not define translation quality either; or
the Society of Automotive Engineers (SAE) J2450, which was a quality metric for language
translation of service information for the automobile industry, which established categories of
errors in translation. Reporting systems for metrics should be devised.

77. He defined quality management, quality assurance, quality control, quality improvement
and acceptable quality level, which was the maximum acceptable percentage of non-conformities
in a batch. The Task Force had defined “fit-for-purpose” as determining the quality of a document
according to its intended purpose. The status, and consequently purpose, of a document could
vary over time. Electronic storage allowed documents to be archived and retrieved over many
years. A translation could be retrieved, in full or in part, for a purpose that differed from that for
which it had originally been intended. The concept of rough translation should be banned; it
would be more appropriate to refer to an English gist of a French original, for example.

78. The Task Force proposed the idea of quality at source. It was important to apply quality
measures at an early stage to avoid subsequent problems, and not to rely on end-of-process
corrective measures, such as revision.

79. Various stages in the translation process were identified, where corrective feedback loops
should be introduced and quality managed. Special attention should be paid to recruitment.
Training, which was often haphazard and sometimes inexistent, was essential, both initially and
throughout a translator’s career. Problems associated with training should be identified and steps
taken to ensure that it occurred, with translation and revision guidelines being prepared. Staff
should be informed of the existence of resources, know how to use them and be asked to assess
their usefulness. Individual expertise was a key resource of language services. It should be shared
so that resources would multiply in value. Quality management principles should also be applied
to terminology development activities. The quality of source documents and referencing had a
major impact. Translators were doing more referencing, which reflected a change in the
profession. It was important that sources were traceable to avoid duplication of work by revisers.
Effective work planning and document management could enhance translation efficiency and
quality. Revision was often seen as a means of providing quality. It would be useful to feed the
results of revision back to translators and thus build quality into the early stages. There was great
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diversity in quality and approach to revision; reviser training would be beneficial. Motivation was
an important factor, and management was an essential feature in injecting quality at source.

80. Quantity was often seen in opposition to quality; in fact, quantity was an integral element
of quality. To provide quality of service, the required quantity of work must be delivered. If
quality was present at source, it would be present in the end product. Lack of quality at one stage
became a cost at the next stage. End-of-process corrective measures were expensive. There was
no control possible when translations were sent out to contractors or agencies, and the necessary
additional quality control measures were costly.

81. A lack of quality was always visible and prejudicial to the image of a language service
and the organization itself. Through the concept of quality at source, quality was introduced,
maintained and managed at all stages of the translation process. The recommendations in the
report should be used as a basis for best-practice guidelines in quality management. The Task
Force would be pleased to report on the work of organizations to IAMLADP 2005. It was
suggested that other topics be examined separately.

82. To conclude, quality management (QM) was a great deal of quality at source (Q@S) plus
some quality control (QC), and feedback into the system to ensure that quality was present in the
translation process: QM = Q@S + QC.

83. Eurocontrol said that quality was the area in which linguists made a real difference. They
must be seen as custodians of language. Professional linguists should provide a professional
service. The ideas raised concerning acceptable quality levels and fit-for-purpose guidelines
might be an objective way of explaining to non-linguists that linguists provided a further
necessary level of quality.

84. The European Commission noted that quality control must be fed back into management,
but said that client satisfaction was also a parameter to consider in quality.

85. Mr. Chambers believed that it was important to state exactly what they were hoping to
achieve and to communicate that to clients, using certain linguistic qualifiers, but not to get lost in
them. He recalled that clients saw texts as original documents, which should read well. Clients
could not always give objective views of the quality of a translation because they would not know
if the content was absolutely correct. That was for the provider of the translation to ensure.

86. The World Bank noted that it was the client’s perception of quality that was important.
The Bank provided translation into 67 languages, but covered only five in house. It conducted
client review cycles; somewhere in the client’s chain of distribution someone would be able to
read and assess the document. He asked whether any of the people involved in the creation of
quality assessment models had been consulted.

87. The IAEA shared concerns about how to reconcile the question of fit-for-purpose while
avoiding terms such as rough translation. It referred to the outsourcing of translation and
subsequent in-house revision, and asked if some in-house translations were revised and some not.

88. Mr. Chambers stated that the Task Force had looked at the Localization Industry
Standards Association (LISA) model documents when examining the QMA but had not consulted
the people directly concerned with establishing quality assessment models. He considered that a
translation was always good, but that it may simply be of a different level of quality. The term
“rough translation” gave the impression of a bad translation. A translation service must always be
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seen to produce good work. A return to a fit-for-purpose concept was preferable to defining
higher or lower levels of quality.

89. 1t was decided that the Task Force on the Quality Management Approach should
continue its work and should submit a compilation of results from 10s and agencies to IAMLADP
2005, which could constitute best-practices guidelines that would be helpful to compare positions
and find common ground.

90.  The World Bank recommended that the Working Group contact the SAE and LISA.

91. Ms. Kane noted that the second recommendation involved looking at the quality of
source documents, referencing, terminology and workflow planning. A future task force, to be
decided by the meeting, could address those issues.

9. Information technology
9(a) Report of the Task Force on Multilingual Web Sites — Translation Issues

92. The Chairperson, Mr. McCarey (WHO), submitted the report of the Task Force on
Multilingual Web Sites — Translation Issues (IAMLADP/2004/R.5). The web sites of 10s tended
to cover three areas: governing body documentation, public information and technical
information. Governing body documentation that was previously only printed was now also
posted on the web in the relevant languages. Public and technical information was not so readily
available on the web. There were some 1 billion web users, of whom 35 per cent consulted the
web in English, 14 per cent in Chinese and 9 per cent in Spanish. Some 10 web sites did an
excellent job of conveying public and technical information, but many did not. There was
considerable improvisation, with web practices decided by people for whom electronic
dissemination was not a priority. Organizations that provided information in several languages on
their web sites would reach a greater percentage of the potential global audience; however, public
expectation of finding a specific language on a web site governed whether that language group
accessed it. IOs needed explicit web policies for public information and technical data that were
guided by language experts and managers who could advise on the best way of having material
translated and posted. It was now for IAMLADP to decide whether it wished to take the matter
further and produce guidelines for a multilingual web policy.

93. The ILO agreed with the suggestion of a task force to produce a framework web language
policy.
94. The European Commission said that it had been an uphill struggle to gain recognition and

that translation for web sites was important, perhaps even more so than for written documents. It
was a question not just of language policy, but also of focusing the resources to be applied with
the language policy.

95. Ms. Kane said there was no money available for web-site translation at the United
Nations and that it had simply been added to the usual workload. Documents that already existed
could be posted. It would be important to compile and compare web policies to extract a best-
practices guideline. The issue was closely associated with public image. Financing and resources
for translation for the web were separate issues.

16



96. The United Nations Office at Vienna supported the report. The focus should be on
finding one or two best practices to implement the findings as web-page translation was
important.

97. 1t was decided that the Task Force should continue its work on the production of a
framework policy for multilingual web sites under the Working Group on Services for
Conferences and Languages.

9(b) Report of the Task Force on Electronic Distribution

98. The Chairperson, Mr. Witzig (ILO), submitted the report of the Task Force on Electronic
Distribution (IAMLADP/2004/R.10). Electronic distribution had come into existence ten years
previously. An electronic document could provide access to more information than a printed one.
The report looked at traditional distribution methods, physical warehousing, dispatch services, the
introduction of electronic distribution, the role of the Internet, data-base publishing, the exchange
of electronic documents and the risk of involuntary disclosure of information, metadata
(information regarding the nature of other information), the digital divide, formats used,
alternative formats for electronic document distribution, mailing lists and related ILO experience
in 2003. The advantages of electronic distribution were cost-effective and more timely and
efficient distribution and easy updating of information, a reduction in storage and distribution
charges, an increase in customer involvement and satisfaction, and easy access to information and
content.

99. The Internet could be seen as a dissemination channel that provided flexibility and
savings. There could be greater coordination and exchange of information among 10Os, and
standardized mailing lists throughout the United Nations system. The less positive aspects were
that electronic distribution was not very advanced, there were no relevant policies in place, there
was political resistance and there were no cost indicators available.

100.  The Internet had fundamentally changed the way official documents and publications
were distributed. Electronic technology was bringing about unanticipated change and even
eliminating previous distinctions between publications, reports, databases and other information
sources.

101.  Ms. Kane noted that many United Nations Member States were not ready to receive
documents electronically.

102.  The IMO Council had decided to restrict hard copy distribution of documents to
encourage Member States to use its web sites. The IMO had a trilingual password-protected site.

103.  UNHQ had started printing on demand to stop paper and ink wastage and to limit storage
space and the use of specialist printers. All the necessary technology was in place. Initially it had
focused on restricting or eliminating distribution of previously distributed paper documents
(secondary distribution) available in electronic format. Unfortunately, clients had resisted and did
not understand the benefits of electronic document distribution. Paper documents were no longer
distributed to United Nations staff; paper distribution had been reduced to non-United Nations
bodies, and it was hoped to reduce secondary distribution to Member States. The department had
set up an electronic document flow programme from source to final publication; any corrigenda
were introduced electronically. Member States might suddenly decide that on-demand printing or
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electronic distribution of documents should become compulsory and it was important to be ready;
therefore, despite resistance from clients, it must forge ahead.

104,  The IMF pointed out the importance of many of the other systems involved in the life
cycle of documents, including publications. The difference between documentation and
publications was fast disappearing.

105.  The IMF had a strong mandate from member countries to make its work available to the
world. It had set up an Extranet for distribution of all official documents to its Executive Board
and, through it, to Member States. Many institutions still operated in silos. The focus should be
on sharing information internally and externally. The Smart Enterprise Suite comprised document
management, web content management, portals, repositories, digital asset management and
collaboration. The IMF suggested that IAMLADP members create their own Smart Enterprise
Suites, pointing to the importance of open architecture.

106.  The distribution process could only advance if upstream elements were improved. The
IMF was using a document management system based on Hummingbird Enterprise 2004 with a
plum-tree portal, which had an open architecture. A Fund-wide order and fulfilment system was
being created. The IMF had a digital asset management system called TeleScope, which allowed
storage of moving and still images, as well as of publications. Hard copies previously sent by
DHL were now shared on web sites created for each executive director. Discussion forums
allowed for the almost instantaneous exchange of views. Users should be involved so that they
could indicate the IT help they required. It was necessary to agree on agency-wide taxonomy and
workflow.

107.  The Organization for the Prohibition of Chemical Weapons (OPCW) noted that many
issues in the report would require ongoing reflection. There had been initial reticence about
providing access to documents at the OPCW. A special policy-making document was needed.
Two aspects of the report should be addressed in greater detail: whether it was right to have
parallel dissemination via paper and the Internet, and the extent to which electronic dissemination
should mimic paper dissemination. Corrigenda were mentioned, and the fact that attempts should
not be made to replicate paper copies, but instead the electronic database should be developed to
reflect the full cycle of the document. Members would always mention security aspects and there
would always be some restricted access; therefore, guidelines for security would be a useful item
for future discussion.

108.  Mr. Witzig stated that the ILO had reduced print copies to the absolute minimum to cut
back on parallel dissemination.

109.  Inview of the debate, Ms. Kane suggested setting up a group focusing on technology
used for conference and language services of which the Task Force on Electronic Distribution
would be a part. It was so decided.

10. JIAMCATT

10(a) Report of JIAMCATT to IAMLADP

110.  Mr. Guilmard noted that the 2004 session of IAMCATT had been held at the European

Space Agency, Paris. IAMCATT was a unique body that incorporated people who worked with
technology on a daily basis, members of transnational bodies, universities and people
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representing software companies. JIAMCATT allowed for an exchange of views between
organizations and representatives of the various institutions in terms of tests conducted by
different institutions — each could benefit from the experience of others. JIAMCATT had debated
whether software company representatives should participate fully or only be available for
consultation. It had decided that the group benefited from the presence of designers and
developers of translation assistance tools to facilitate discussion about the quality of the products
being tested and to enable an exchange of information on members’ needs. Discussion was also
possible on the web-site forum.

111. JIAMCATTs status vis-a-vis IAMLADP had never really been clarified and a group had
been set up by IAMLADP 2003, chaired by Mr. Marshall, for that purpose. Participants had
welcomed the idea of clarifying the link between JIAMCATT and IAMLADP, particularly as
they wanted the role of JJAMCATT to be recognized as essential to the exchange of
technological information.

112.  Ms. de Saint Robert (United Nations, Geneva) submitted the JIAMCATT report to
IAMLADP (IAMLADP/2004/R.12). Many discussions had been held during the year and there
were three major emerging trends. The first trend involved discussions to move to web-based
rather than client-based architecture, although there were certain disadvantages to that approach,
and it implied some delays. The second trend involved greater focus on an open environment,
which would ensure interchangeability (e.g. Trados and MultiTrans). The third trend related to
access to multiple resources through a single application with a single interface. The objective
was to create a convivial working environment. A further element was the current use by 10s of
computer-assisted translation tools (Trados, MultiTrans, Metaread, Transit). Transit had proposed
to make a presentation to JIAMCATT 2005. Trados and MultiTrans were mutually
complementary and made for good quality translations.

113.  How to calculate productivity remained a problem for them all. There was consensus that
the word-count method in those translations produced using computer-assisted translation should
be the same as for normal translations produced using traditional methods, given that the
computer-assisted translation results could not always be used. Cost evaluation of translation
should take all steps into consideration, including planning of work, referencing, translation,
revision and typing.

114.  With regard to voice recognition tools, Dragon was running well. However, it did not
exist in Arabic or Russian. The use of such tools was recommended. JJAMCATT would be happy
to incorporate any managerial ideas on the matter into its future thinking.

115. JIAMCATT wished to encourage the linguistic services of 10s to become involved in the
annual JIAMCATT session — the following session would be held at the FAO in Rome from 20 to
22 April 2005. Members of IAMLADP were invited to update the data in their linguistic services
list on the JIAMCATT site regularly. IAMCATT was not yet able to offer access to organigrams
of language services. The site was currently being updated; maintenance costs were relatively
low. She regretted that for two years there had been no multi-site search facility owing to a
European Commission policy. A single search platform for IOs was being established and
JIAMCATT would welcome programmers to assist in that endeavour.

116.  JIAMCATT was available to IAMLADP for anything that would help achieve progress,

and TAMLADP should feel free to assign it tasks. Managing document flows was on the
JIAMCATT agenda; translation was just one aspect of the document production process.
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117.  Proposed follow-ups included encouraging JIAMCATT decision-makers to create
synergies and common ground between IAMLADP and JIAMCATT; promoting participation in
JIAMCATT sessions, which represented on-the-job training; and developing closer links between
JIAMCATT and IAMLADP to share the benefits of JJAMCATT achievements and strengths.
The link between JIAMCATT and universities was increasingly important and there were
synergies between the two. The JIAMCATT site included a relevant portal of sites with useful
links.

10(b) Report of the Task Force on JIAMCATT

118.  The Chairperson, Mr. Marshall, submitted the report of the IAMLADP Task Force on
JIAMCATT (IAMLADP/2004/R.11). IAMLADP had determined that JIAMCATT had a formal
reporting relationship to it. A task force had been set up at IAMLADP 2003 to make
recommendations on how to strengthen that relationship. Managers should clearly recognize the
value of IAMCATT and ensure that the structures and processes were in place to benefit from
what JIAMCATT could provide. Full added value was not being achieved owing to poor
communication, mainly because managers were not following up after JAMCATT meetings. It
was important for IAMLADP to recognize that JAMCATT was autonomous: it reported to
IAMLADP, but IAMLADP should not seek to control it. JAMCATT’s activities were dynamic;
JIAMCATT should be looking at relevant up-to-date issues and its core activities should be
identified. It was important to promote the appropriate involvement in and attendance and
follow-up of JIAMCATT meetings within the 1Os to try to extract that added value.

119.  The Task Force proposed establishing a small steering committee to work with and assist
the JIAMCATT secretariat, where required, with its agenda, identifying a chairperson and/or a
host for its meetings. JIAMCATT needed to identify the cash or in-kind resources that might be
required for it to fulfil its mandate and the steering committee should be able to act as a facilitator
between JIAMCATT and potential in-kind resource providers. IJAMCATT should undertake
research projects important for the management of IAMLADP. It was recommended that Mr.
Brendan O’Brien and Ms. Corinne Foote continue in a steering capacity between the two bodies.

120.  Mpr. Benedetti stated that JIAMCATT’s importance was unquestioned and encouraged
representatives of 10s to participate in its activities. He proposed that a JIAMCATT steering
committee be set up under a third working group, which would also cover electronic
dissemination and web monitoring. A document would be disseminated summarizing the structure
proposed for IAMLADP'’s future work. It was so decided.

121.  The United Nations Office at Vienna said that the relationship between IAMLADP and
an independent specialized group such as JJAMCATT that provided useful information and
technology advice was unique. He noted that JAMCATT consisted of a constantly changing
group of users/managers. The one possible danger was that the group would either cease to exist
or lose its initiative.

122.  The European Commission asked for an update on the situation relating to automatic
translation.

123.  Ms. de Saint Robert said that IAMCATT had looked into the issue but that there had
been no time for discussion. It was an area of interest that they would continue to follow up.
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124.  Ms. Kane noted the consensus for a third working group to be established, chaired by
UNHQ and led by Mr. Témin.

125.  Mr. Benedetti welcomed the proposal and Mr. Témin’s agreement. It would either
involve people responsible for the Task Force or new volunteers.

11. Report of the Action Group on Workload Standards

126.  The Chairperson, Mr. Sekel, submitted the report of the Action Group on Workload
Standards (IAMLADP/2004/R.7). Although the Action Group on Workload Standards might
have been set up in 2003 as a result of concerns that the outcomes of the United Nations Task
Force on Workload Standards and Performance Measurement would have a universal effect, the
Action Group had also been intended to maintain an inter-agency perspective and to follow on
from the Working Group on Training. The United Nations Task Force was quite different, and the
two task forces complemented each other.

127.  He had been struck by the number of references to productivity during the discussion and
recalled the example of the Hawthorn Plant of the Western Electric Company, where productivity
had improved because managers had shown interest in working conditions. Perhaps varying
working conditions relieved monotony and thus contributed to enhanced performance: variety
was important. Mr. Muylle had said that targeted training was linked to productivity
improvements. Productivity was not necessarily linked to the introduction of IT tools. Motivation
was important and staff exchanges could be helpful in that respect. Ms. de Saint Robert had
spoken of the impact of computer-assisted translation. It should be recalled that IT did not speed
up intellectual processes.

128.  Quantitative targets for individual daily output, particularly for translators, should be
de-emphasized, as the Working Group on Translation had maintained. There was a need to shift
emphasis from quantitative targets for individual daily output to broader, more meaningful
performance indicators, and to provide better quality management information. Governing bodies
were looking for more meaningful ways to determine how well conference services were doing.
The United Nations General Assembly had constantly referred to the introduction of IT into the
conference services area over the previous ten years, maintaining that I'T would result in
productivity gains. The Action Group challenged that assumption. IT speeded up only the
physical transmission of documents, not the intellectual process; indeed, some IT applications
slowed translators down. As translators keyboarded more, they translated less. The more
resources there were available, the more translators felt obliged to search for the perfect result;
they were becoming searchers after knowledge.

129.  The per citizen/per day cost for language services in the European Union institutions was
derisory. He expected that the IT cost in conference services was also very low. Member States
often voiced concern about the amount of money spent, when, in fact, services had to operate in
crisis mode. IT use had been increased to boost productivity, and then IT funding had been
reduced. A dialogue should be held with Member States to define the return on IT investment that
they expected.

130. It was recommended that the Action Group be disbanded and no action taken at present.
It was not the right time to embark on a revision of workload standards. Such a revision should
only occur at long intervals and an additional year of intensive preparation was required. Studies
should be undertaken in a representative cross-section of IAMLADP member organizations to
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develop empirical data on the impact of new technologies on conference services. Desk audits
should be conducted of the various tasks performed by translators, interpreters and typists/text
processors to determine the relative weight of the tasks performed in a typical working day. DG
Translation also had a working group studying workload standards and its conclusions could
provide valuable input.

131.  He had submitted an interim report to the United Nations and would be submitting the
final report the following year. In a briefing to the United Nations Committee on Conferences, he
had stated that he did not consider it the right time for a revision of workload standards, and that
there was a clear sentiment all round that a strong case could be made for revising workload
standards downward. He repeated an anecdote he had told: in 1788, it had taken five musicians 22
minutes to play Mozart’s string quintet in C minor; in 2004, it still took the same number of
musicians the same time to play the same piece of music. It would be misguided to seek
efficiency gains; a significant saving in time would not be possible. The argument could be made
that the number of musicians could be reduced, but there would be an impact on the final product.
He had been told, however, that the General Assembly would never agree to a downward
revision.

132.  Mr. Benedetti said that the issue was sensitive and that they were expected to produce
miracles. He recommended disbanding the group and setting up a monitoring committee to come
under the Working Group on Services for Conferences and Languages, which would report to
IAMLADP 2005.

133.  The European Commission said that the DG Translation working group studying
productivity in the European Commission shared a number of the report’s conclusions. There had
long been keen interest in discovering the exact impact of IT on translation activities. That data
should be gathered.

134.  The IMF hoped that IT was not being rejected, as it offered many advantages; however,
there should be a definition of when to use it. The IMF had saved both time and money by
reducing paper copies and helping to improve the quality of Members’ interventions by giving
them more preparation time. A better idea of standards and work practices was needed. Language
services must set standards rather than have them imposed on them, in order to strengthen their
position at budget time.

135.  The European Parliament said that some IT projects resulted in a productivity gain while
others did not. Managers should choose wisely. With regard to productivity, it was essential to
consider the type, quality and timeliness of pages produced. A measure of output was necessary
for authorities.

136.  The ITU said that workload standards were the basis for calculations for preparing
budgets. Its current budget was established on an unrealistic basis. Other workload standards
would be used for its next budget and it would report to Members in 2005 on reactions by
Member States to the new approach.

137.  AnIT representative from UNHQ understood that Member States wanted to know the
return on their investment. Analysis of translation in isolation from the rest of the workflow was
not very helpful. Two scenarios could be envisaged: the ideal one, where the source document
and the output of a translator were in textual, searchable and processing-ready format; and the
twentieth century one, when the submitted text, the edited text and output were paper-based. The
addiction to searching the Internet for information was due to poor referencing services.
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IAMLADP should agree on the model of translation, which differed between organizations.
Productivity results could only be compared if the environments and conditions of translation
were the same.

138.  The World Bank was concerned with “on time” and “on budget”, and that translated to
individual performance standards. There was a need for revision, feedback, training and file
handling. Usually no more than 50 per cent of translators’ time was spent translating. Managers
should go beyond monitoring and establish individual performance guidelines so that staff knew
what was expected of them.

139.  Mr. Benedetti said that the evaluation of client satisfaction was more important than
productivity. Satisfaction stemmed from the quality of the product, and involved a multitude of
activities, including training; it was more difficult to quantify and also to defend with budgetary
authorities.

140.  The ILO said that workload standards and the approach to them were management tools.
It was important to differentiate between governance and management. Governance boards
should not be allowed to micro-manage workload standards or performance, which were the
prerogative of managers.

141.  Mr. Sekel said that he had not intended to suggest doing away with IT as it was of great
value in improving work quality by speeding up certain processes. However, it was essential to be
realistic about what IT could provide and the kind of returns on investment that could be
expected. IT could help improve the quality of Members’ interventions in organizations by giving
them the documents in good time. Improvements had been seen in consistency. There had been a
somewhat unrealistic expectation about the potential impact of new technologies. He welcomed
the ITU offer to report on performance measurement the following year. The emphasis should be
on the broader perspective, not just the translation perspective. A desk audit would be useful to
see how much time translators in different organizations spent on tasks other than pure
translation. At UNHQ, that figure was 20 per cent. IAMLADP should examine that and then
make a persuasive case to members’ governing bodies so that they would not constantly have to
produce output figures and micro-management data.

142.  Mr. Benedetti said that was fundamental to the status of their profession. The client was
interested in the document arriving on time or the interpreters being present. Language services
were quantified because they could be. He wondered whether 10s quantified what lawyers and
economists did. For the previous six to eight months, the European Commission had been
conducting an enquiry into client satisfaction. The results were good and would be made
available to [AMLADP members.

143. It was decided that the Action Group would be disbanded and that a committee be
established to monitor developments and report to IAMLADP 2005.

12. The new IAMLADP working structure

144.  Mr. Benedetti introduced the draft of the new IAMLADP working structure (see Annex
II). The Working Group on Training already existed; there was a new Working Group on
Services for Conferences and Languages; and the new Working Group on Technology for
Conferences and Languages was linked to JIAMCATT. Instead of reporting directly to
IAMLADP at the annual meeting, the Working Groups would report once or twice a year to the
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Executive Committee which would comprise the Troika of the outgoing, current and future hosts
plus the chairpersons of the three Working Groups. The study bodies on the Conference
Management Network and Publication and Publishing would propose working methods to the
Executive Committee. The main role of the Executive Committee would be to prepare the annual
meeting.

145. A question was raised with regard to outsourcing translation, which had been on the
agenda but was not included in the new structure, and whether a group would be set up to work
on that issue.

146.  Mr. Benedetti replied that it was an important issue and that there was an overlap
between quality management and status of the profession. The draft structure would be presented
and comments could be made. He called for volunteers for the Working Groups and task forces.

147.  The FAO asked if the Working Group on Electronic Distribution had other areas of
expertise. He hoped the whole workflow process up to distribution would be addressed and
reflected in the title.

148.  Mr. Benedetti explained that the Conference Management Network would be
collaborating with the three Working Groups and would report to the Executive Committee at the
following annual meeting. The idea in respect of both conference services and publications was
not to create working groups, but to draw up inventories of common issues, to take stock and
report the following year in Nairobi.

149.  The ILO indicated support for that approach whilst cautioning against the possibility of
creating a new bureaucracy within IAMLADP. It supported the comments made by the FAO
about the title of the Working Group on Electronic Distribution.

150.  Mr. Benedetti said that the structures were not permanent; they corresponded to a
working method and were being organized according to the work to be done. The titles of the
Working Groups were proposals and would be circulated together with the report of the meeting
for comment.

151.  The IMF noted that simply concentrating on the end of the chain — electronic distribution
— would not be useful for IAMLADDP. It suggested that the study body on Publication and
Publishing should be renamed Documentation and Publishing, given the wide-ranging effects of
that issue, and it would be a useful umbrella for the work of the other groups.

152. It was agreed to change the name to Documentation and Publishing.

153.  Mr. Benedetti indicated that the chairpersons of the Working Groups should be contacted
directly with regard to proposals.

13. Other business

154. It was agreed that the issue of the role of publications had now been addressed.

155.  Mr. Lenga (ACP Group) introduced himself as co-manager of the language and

conference service for the countries of the ACP Group — Africa, the Caribbean and the Pacific.
Recruitment in Africa left something to be desired. There were no interpretation or translation
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schools in Africa and training had to be done in Europe, where visa restrictions applied. DG SCIC
helped to organize tests for ACP interpreters and translators. As there was little opportunity for
practice, the level was not good. IAMLADP offered interesting opportunities in terms of training,
synergy, networking and practical experience. He requested more far-reaching cooperation
between the regions and hoped that the ACP Group would be accepted as a member at the
following IAMLADP session.

156.  Mr. Benedetti noted the request of the ACP Group secretariat to become a fully-fledged
member of [AMLADP.

157.  He concluded that there had been a fruitful exchange on a number of important issues.
Tangible results could be seen and the conditions were present to make progress on other issues.
They had a shared vision of their goals. It was hoped to make multilingualism a practical reality,
while controlling costs. There was a need for high-quality service by highly motivated and
competent staff, with sound initial and ongoing training involving all the necessary IT and other
tools. All stakeholders must play their role, including universities. Managers could exchange
experiences and best practices. The new structures were ones within which they could continue
their work. They should now look to the future.

158.  He thanked the United Nations Office at Nairobi for offering to host IAMLADP 2005.
DG SCIC would provide any assistance required, as the ILO had done for the European
Commission the previous year. He thanked the participants and the technical services and gave
the floor to Mr. Muylle, for whom it was the last IAMLADP meeting.

159.  Mr. Muylle noted that at the TAMLADP meeting in Geneva three years previously he had
said it was time for a change. Although people had frowned at the time, he had no regrets. He was
convinced that IAMLADP was the most appropriate forum for managers of conference and
language services to meet at the global level and that those language services were essential to the
proper functioning of their organizations. Their profession and organizations could only benefit
from the optimum use of human and budgetary resources if they had a shared analysis of their
common problems and sought out a joint solution and the exchange of good practices. They were
gradually achieving that goal. He thanked Ms. Lewis of UNHQ, as well as Ms. Campbell and Ms.
Pouliou of the European Commission, for their invaluable contributions.
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