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clientprofile

clientchallenge

For Blackboard Inc., a global provider of
enterprise education software and learning
management systems, linguistic accuracy
and consistency with the English version are
no longer enough to define a successful
localized solution.
User experience (UX) is key and what matters
most. Using translations that are too much of
a direct reflection of the source English can
feel unnatural to the user and can drive
down satisfaction and overall product usage.

Blackboard and Welocalize set out in 2015 to build a localization program designed to produce a User Interface
that truly feels like it is written for the student, regardless of where in the world that student may be. The
ultimate goal was to generate a user experience that inspires confidence in the product, drives adoption,
improves usability metrics and ensures the international success of Blackboard.

welocalizesolution
To achieve this, Blackboard and Welocalize put in place new localization rules where:
✓ Content writers would no longer feel constraint to create globally neutral content
✓ Translators would no longer feel they had to linguistically respect source content and follow rigid language

assets
✓ Quality Assurance (QA) testers would no longer restrict their changes to grammar and spelling

Facts
175 Languages
1000+ Employees
21 Global Offices
4th Largest US LSP*
7th Largest LSP worldwide*

These new rules were aimed at creating content that is not only accurate but most importantly, locally relevant
with user satisfaction as the main quality metric. Translation teams would also be provided with “in-context”
knowledge and support, to minimize the traditional limitations of “translating blindfolded.”

*Source: Common Sense Advisory,2016
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global content strategy manifesto
At the start of this localization program, which centered on User Experience, came the creation of a Global
Content Strategy Manifesto. This was generated from a three day workshop attended by both Blackboard and
Welocalize, where Design Thinking was applied to identify a shared vision, insights, principles, definitions,
journey maps, personas, needs, opportunities and action plans. The collaborative effort ensured every
participant through the global content supply chain worked closely together on the localization process. This
way the translation was no longer perceived as a task where one simply “throws the English strings over the
fence.”

“Good user experience is ultimately what leads to user satisfaction. Localization programs that keep their focus on
linguistic accuracy are not likely to deliver content that is most natural to users in their target language. Welocalize and
Blackboard have collaboratively built a program with the user experience central to all activities. It has been a great
success for all teams, and most importantly for our users.”
Marie Hanabusa, Localization Manager, Blackboard
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certificationprogram
With the Manifesto in place, a Certification program was created to deliver the message across extended teams throughout the localization supply chain. User
satisfaction and good user experience had to become the main success metrics against which the localization program would be measured, not the traditional
linguistic accuracy.
This Certification program became the mandatory on-boarding tool for all 250+ Welocalize resources working on the Blackboard account. It provided the
necessary information on Blackboard’s products, students, style, and stressed an approach to localization that required linguists to look at Blackboard’s products
from the perspective of the user and encouraged linguists to apply bold adaptation and creative thinking. Translators and testers alike were told to “forget the
English” and were encouraged to stray from direct translation in an effort to produce the most natural user experience possible for students in their respective
geographies.
The Certification program also acknowledged the human element in translation, aiming to engage, empower, and generate excitement among linguists with the
belief that a committed team of translators would produce localized content at the highest level of usability. The response was incredibly positive. The translators,
testers and other project team members saw the localization approach as fresh, playful and inspiring.

in-contexttranslation
With new localization guidelines in place, another challenge was to ensure translators were working “in-context”. Linguists, translators, and reviewers need as much
content in-context as possible. A new position, named User Experience Language Lead (UX Lead), was created at Welocalize to help gather contextual references
and offer guidance. Further support was provided by in-context quality assurance (QA). As translators are empowered to stray from direct translation to produce a
more natural user experience, in-context QA testers validate the translation and confirm it is appropriate. The testers are able to make further adjustments that
could not be made by the translators at the string level.

thefeatures

thebenefits

✓ Translators & Reviewers encouraged to produce natural UX

✓ User experience central to localization program

✓ QA Testers not limited to linguistic accuracy

✓ User satisfaction is main quality metric

✓ Global Content Strategy Manifesto

✓ Positive impact on a wide range of Blackboard products in up to 26 locales

✓ Certification Program for the full supply chain

✓ Localization of UI, Help, mobile and multimedia content all follow a consistent strategy

✓ Focus on “in-context cultural relevance”

✓ Freedom for English content creation, based on the confidence that translations will not be direct

About Us
Welocalize, Inc., founded in 1997, offers innovative translation and localization solutions helping global
brands to grow and reach audiences around the world in more than 175 languages. Our solutions include
global localization management, translation, supply chain management, people sourcing, language services
and automation tools including MT, testing and staffing solutions and enterprise translation management
technologies. welocalize.com

