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Tucker Johnson is the co-author of The General Theory
of the Translation Company

and Managing Director of Nimdzi Insights, one of the
language industry's leading analyst and consulting firms

He has a great experience in LSP’s (Language Service
Providers) managing operations

Tucker focuses on large account management and
building out large scale global programs



Iryna Vizir
UTIC PR Manager



Nimdzi

Agenda

* The General Theory of the Translation Company
« Adding value through the LSP Core Functions
* What clients want

* The future: Rage against the machine!



Nimdzi

The General Theory of the Translation Company

Market
Influencers Market Industry forces leading to risk

and opportunity

Support Vendor

Activities Manageme Create a framework to minimize
Core Proiect Support risk and maximize opportunity

Functions Manageme QIR .fo empower the Core Functions

Today we focus on the Core Functions



The Three Core Functions®

new Entrang¢

Market
Influencers
Support Vendor
Activities Management
core Project
Functions

Management

*Important note: “Function” # Job Title

Nimdzi



The Three Core Functions®

Language Services Buyers (LSBs)

Massive Multiple Language
Service Provider (MMLSP)

Multiple Language Service

OR Provider (MLSP)

* Project Management

Regional Multiple Regional Multiple Regional Multiple

Language Services Language Services Language Services
Provider (RMLSP) Provider (RMLSP) Provider (RMLSP)
* Vendor Management el

° S I Local In-Country Local In-Country Local In-Country Local In-Country
a. eS Single-Language Single-Language Single-Language Single-Language
Service Provider Service Provider Service Provider Service Provider

(sLsP) (SLsP) (SLSP) (SLSP)

*Important note: “Function” # Job Title

Nimdzi



Nimdzi

The Three Core Functions®

* Project Management
* Vendor Management
« Sales

*Important note:

LSB

Markup
¢ Global vendor management

Core Functions Optimized global project

management
Local freelancer Markup Desktop Markup Test case
management publishing creation
Local project Fur(\:gtrlgns Printing Fuggtrlgns Testing
management

DTP Vendor Test Vendor

Figure 5: Each player in the industry contributes

Ll to the language services value chain.

“Function” # Job Title



Nimdzi

The Project Management Core Function™

Customer

Value

Project Management

Value Value

People

* People .
° Tlme e Engineers

e Developers
e Desktop publishing

® Money e Quality managers

Value

¢ TeChnOIOgy ;ne_ [ eoc:hj;::dCATtools

e MT

e QMS
e Automation

*Important note: “Function” # Job Title



Nimdzi

The Vendor Management Core Function™

Vendor Management
 Structured vendor management

Value * Strategic Improvisation

(Strategic) Vendor Management

Value Value

Structured Vendor Management Strategic Improvisation

e Vendor price negotiations e Agility and flexibility
e Best value evaluation e Speed

e Vendor database e React/respond to
e Volume discounts customer needs

e Preparedness e Diversification
¢ In sync with sales funnel e Low overhead

*Important note: “Function” # Job Title



The Sales Core Function®

Sales

* Marketing
* Selling
« Account Management Value

Language Services Value Chain (Customer)

Value Value Value
Marketing Selling Account Management
e Education RFP responses e Business reviews
Webinars Consulting and o Health checks
Speaking guidance e Trust building
Blogs Understanding e Communication

Lead generation Defining Solutions e Off-sites

Networking

*Important note: “Function” # Job Title

Nimdzi



So what do clients want?
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Clients don’t want another tool

How many tools do you use DAILY to perform your job?

1-5
® 510
® 1115
16-20
® 2125
@25

30

24

18

12

1-5

5-10 11-15 16-20 21-25 >25

Source: Nimdzi Insights Research (yet unpublished), 2018



Nimdzi
Clients want customer service

Top factors that are personally important to individuals when buying localization

I Extremely important Important M Relevant [ Irrelevant

BRIGEENNE 12:.03%
85.42% §13%84%

Quality of translation
On-time delivery

Customer service
Technology

Mumber of languages offered
Price

Brand/reputation of LSP
Pre-existing relationship

14.58% 45.83% -l”aﬂa:. 1 T’ o
14.43% 35.05% I 14.43%

13.4% 42.27% 8.25%

Referrals and references

Client portal / dashboarding 10.31% 32.90% 30.93%
Location of account manager 9.28% 27.84%

Location of production centers 5.15% I . 26.8%
Number of offices |09 N 44.33%

16.49% 34.02%

6% 12% 18% 24% 0% J6% 42% 48% % 60% B6% T2% 8% B4% 90% 96%

Wumber of employees 1%

Source: What Buyers Want, Nimdzi Insight Report, 2018



How to “rage against the machine”



Be client facing

THIS IS OUR ATOM~O~-TRON 3000,
IT TAKES YOUR EXISTING SYSTEM
ANP OVERLY COMPLICATES IT BY
BUILPING UNNECESSARY
INTEGRATIONS, MAKING IT
IMPOSSIBLE FOR YOU TO SWITCH
TO ANOTHER VENPOR,

HELLO NEW
CUSTOMER/

THIS SOUNPS
HORRIBLE, EXPENSIVE,
ANP POINTLESS. WHY
WOULP | WANT THAT?

UM... TO BE
INNOVATIVE?

I'LL TAKE TWO!/

Nimdzi



Anticipate customer needs

ALRIGHT, SIR, YOUR
TOILET IS ALL
INSTALLEV. THAT
WiLL BE $600.

YOU CAN'T BE
SERIOUS/! IT'S LEAKING
WATER ANP IT
POESN’T EVEN FLUSH/!

WELL LA-TI-PA MR.
FANCY~-PANTS!/ YOU
PIPN'T TELL ME YOU
WANTEP THE PREMIUM
SERVICE!

Nimdzi



Talk about technology

INNOVATION. MACHINE
LEARNING. NEURAL
NETWORKS. THOUGHT
LEAPER. THE CLOUPF.
CROWPSOURCING.

SYNERGY. AUTOMATION.

YOUW'RE JUST STRINGING
TOGETHER A BUNCH OF
BUZZWORPS HOPING
THAT | WiLL BUY YOUR
PROPUCT. HOW STUPIP PO
YOU THINK | AM?

Al-PRIVEN
MULTICHANNEL
ENGAGEMENT PATA
VISUALIZATION/

Nimdzi



Accept and evolve

HEY BRETT, HAVE You
REVIEWEP THE Q1
REPORT | EMAILEP YOU?

EMAIL? THAT IS
5000 2009/

EMAIL IS AN INEFFICIENT TOOL
THAT LEAPS TO COUNTLESS
WASTEP HOURS. SINCE I'VE
STOPPEP USING EMAIL I'VE

CUT MY WORK BY 80%/

BUT I'M YOUR BOSS...
HOW AM | SUPPOSEP TO
SENP YOU WORK?

EXACTLY/

Nimdzi



Nimdzi

Don’t worry, you'll be fine

* (Business) Relationships are built on trust
* Technology breaks (all the time)
 Clients are bad at their jobs

Automation won't replace you because you will be prepared...
but it might replace the person sitting next to you.



Nimdzi

"At the end of the day, the language services industry is
still relationship-driven. Nobody has yet been able to
find a suitable substitute for human relationships.”

Source: The General Theory of the Translation Company



Questions welcome!

THE GENERAL THEORY OF THE

e Nimdzi

m : : FatMotherTucker
tucker@nimdzi.com (978) 394-7004 0 gnimdzi insights



Nimdzi

Thank you!



Join us on social media

03 YouTube

€, Ukrainian Translation Industry Conference -
utic ¢ . 2017

Let's have a look at linguistics from a different point of view. We invite you to discover
computational linguistics and take a glimpse under the hood of Grammarly. What magic:
does it use 10 detect all text errors and free mankind from grammar illiteracy
find more and more lawbreaker mistakes?

All the secrets and magic will be r
it, and take a peek into the day

spells

Who teaches it to

ealed! We will talk about

what NLP is, why and where we need

f a Computational Linguist

About the speaker
After graduating from Lviv Polytechnic National University
as a Computational Lingui immarly, she is working in the area of Natural Language
ing. Her curr rojects are focused on error correction and s! ]

passionate about coding. She is one of the organizs
that aim 10 teach Jg code in Python.

two years ago, Oksana joined Grammarly

the DjangoGirls workshops

Follow us on

Facebook

@UTIConf

utic.eu/en

Standard YouTube License
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