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THE LANGUAGE
~ OFINTERNATIONAL BUSINESS

All Business in the Twenty-First Century is International

B T MW

Mathematics may be the language of the universe, but there’s no common language
for doing business on Earth. And these days, all business has the potential to be inter-
national.

Global logistics and the internet have accelerated the pace of business, expanded its
scale, and opened up the world to even small enterprises. You no longer have to travel to
India to do business there, and it no longer takes weeks for a package to arrive in Japan.
The internet has opened up international buying directly to the consumer. Retail is now
global.
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But to do business internationally, it helps to
speak the language of the consumer you're
trying to reach, or who is trying to reach you.
While Americans may be less likely to shop on-
line through foreign e-commerce sites,* almost
40% of online shoppers internationally made
cross-border purchases in 2016.2 If your busi-
ness has a website, you have the potential for
international sales.

Just as new technology has made global com-
munication convenient and immediate, much
of this same technology has also given us the
ability to speak any language. There’s no reason
you can’t connect with customers all over the
world in the language they speak.

SPEAK ANY LANGUAGE

Apple, Inc. hasn’t always done a great job ad-
vertising in China. The translated slogans for
its iPhone 7 were awkward and not well re-
ceived. The company overlooked the impor-
tance of localizing its slogans for different Chi-
nese markets, and its advertising subsequently
failed to attract consumers like it should have.?

You know your local audience well, and you
know how important content and copy are for
promoting your product. The same goes for

international sales. You're not going to draw
in customers if your slogan is clunky or your
website looks like it's been run through Google
Translate. We've all seen how that comes out.
Machine-translated text isn’t engaging and it
makes websites look untrustworthy.

If you do end up selling your product to some-
one in another country, that person will expect
to conduct business in the language they feel
most comfortable speaking. If they have ques-
tions about the product or need support from

While Americans may be less likely to
shop online through foreign e-commerce
sites, almost 40% of online shoppers inter-
nationally made cross border purchases in
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your company, you'll want to be able to com-
municate with your client in their preferred lan-
guage.

There are two types of services that businesses
can use to engage international markets and
support cross-border clients: remote interpret-
ing and localized translation. In a globalized
world, these types of services have the poten-
tial to provide significant ROI for any company
with a website and a compelling product.
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INTERPRETATION AND
CUSTOMER SERVICE

Many large multinational companies are ac-
tively hiring bilingual and multilingual service
representatives to accommodate their inter-
national audiences.* It makes sense. If you of-
fer service to a lot of different people in a lot of
different countries, it's worth investing in per-
sonnel who can speak multiple languages.

But even large multinational corporations with
a lot of multilingual staff are often not able to
meet global demand for service in the thou-
sands of languages spoken around the world.
Companies with giant global operations still
rely on the service of professional interpreters
to communicate and connect with customers.

The good news is that it's easy for businesses,
no matter their size, to get access to the same
high-quality language services that hospitals,
banks, and large corporations rely on daily. In-
terpreter services are available on demand
around the clock in hundreds of different lan-
guages at a low cost to the business.

If a customer from another country buys a
product from your website and calls you with
guestions about it, how will you talk to your cli-
ent? Using a language service provider like Cer-
tified Languages International, you can connect
to an interpreter within seconds and use the in-
terpreter to communicate with and satisfy the

needs of your customer. CLI offers interpreting
services in over 200 languages, so no matter
where your customer is calling from, you'll al-
ways be able to communicate with them.

Companies like CLI offer remote interpreta-
tion services that are easily integrated into any
company’s normal operations. You and your
employees can access interpreters on demand
by picking up a phone or through a video con-
nection.

And most important, CLI’s interpreting services
are affordable. You pay by the minute and you
only pay for the time you're connected with
an interpreter. There are no monthly fees and
you're never locked into a contract. The service
is there when you need it, and you only pay for
it when you utilize it.

LOCALIZATION

Consumers are 75% more likely to make a
purchase if the content they're looking at is in
their primary language, according to a study by
the Common Sense Advisory.” And you can't
effectively attract new customers if you're rely-
ing on Google Translate to market your product
in another language.

A good translation means more than just per-

fectly copying each word from one language to
another. A quality translation is the difference
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BIG POTENTIAL FOR INTERNATIONAL GROWTH
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internationally expected to
make cross-border purchas-
es by 20222

between an awkward slogan and the hook that
draws a customer in.

Quality translation targets the audience for
whom the message is intended. And the more
localized it is, the more effective that message
can be. For example, Spanish differs from coun-
try to country. A general Spanish translation
might be effective if you have clients from all
over Central or South America, but if you know
most of your customers are in Bolivia, it would
be prudent to localize your business’s message
to that country.

If you think about it, something similar happens
when businesses market their products within
the United States: the message that draws a
New Yorker to your product may be different
than the hook that captures the attention of
someone living in Kansas.

VIDEO IS THE FUTURE

Video is reshaping the internet. New video
technology is not only influencing our personal
communication with friends and family through
Facebook, Snapchat, or Instagram, but compa-
nies are increasingly offering video supported
customer service, just as healthcare providers
are beginning to rely on telemedicine to aug-
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Percentage by which shop-
pers are more likely to make
a purchase if content is in
the language they speak.

ment care.

Organizations that are looking to offer cus-
tomer service via video need to consider how
they'll integrate language access into those of-
ferings. Seeing the person we're talking to helps
us understand what another person is saying,
but there’s no technology yet that can provide

I£'s easy for any business, no matter their
size, to get access to the same high-quality
langnage services hospitals, banks, and
large corporations rely on daily.

an instant transcription and translation of ev-
erything someone says — at least not a transla-
tion that wouldn’t embarrass you. Video remote
interpreters can render accurate interpretations
quickly, and are able to consider the context
and intimacy of the situation.

VRl is flexible, too. Many platforms can be ac-
cessed through a computer, tablet, or smart-
phone. With so many small businesses using
iPads to ring up customers, it makes sense for
those businesses to take advantage of that
screen to access an interpreter when they need
one.

Page 4



THE LANGUAGE OF INTERNATIONAL BUSINESS EI

For companies who have invested in custom-
ized communications platforms, some VRI pro-
viders like Certified Languages International of-
fer flexible solutions that can be integrated into
pre-existing platforms. For example, telehealth
providers can embed video remote interpreters
into their already established systems to accom-
modate patients who speak other languages.

No matter how big your company is or what in-
dustry you work in, video remote interpreting is
a cutting-edge technology that could enhance
the customer experience your business pro-
vides.

GET READY FOR BUSINESS

Here are 5 ways companies in any industry can prepare for international business:

1. Maintain active data about where your buyers live and what languages they speak.

2. Retain a language service provider (LSP). Many language services providers offer over-
the-phone interpreting (OPI), video remote interpreting (VRI), and translation services.
Some even offer on-site interpreting services.

3. Translate and localize information about your business. Start with the top languages
spoken in your local area, and update your site as you collect data about buyers and their
preferences. You can use the Census Bureau’s ACS data to find out which languages have
large communities of speakers in your area.®

4. Maintain a Spanish-language mirror of your website. There are more than 400 million
people internationally who speak Spanish natively, and the U.S. has the 2nd largest pop-
ulation of Spanish speakers in the world. Over 60 million people speak Spanish in the
United States.

5. Be sure to mention on your website and in promotional materials that you have access
to interpreters. Make it easy for customers to connect with you in the language they feel
comfortable speaking.

6. If you provide customer support through a video connection, find out if third-party vid-
eo remote interpreters can be integrated into that service.

Still have questions about how you can best be prepared to communicate with clients who
speak other languages? Click here to contact Certified Languages International.



http://www.certifiedlanguages.com/contact/
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CITATIONS

1. https:/retail.emarketer.com/article/new-emarketer-report-looks-how-us-consumers-cross-

border-shop/58c83f0eebd400016cd37b79?ecid=NL1001

http:/www.practicalecommerce.com/the-explosive-growth-of-cross-border-ecommerce

3. https:/qz.com/777628/the-slogan-for-apples-aapl-new-iphone-7-translates-into-this-is-pe-
nis-in-hong-kong/

4. https:/qz.com/927660/people-who-speak-multiple-languages-make-the-best-employees-
for-one-big-reason/

5. https:/www.commonsenseadvisory.com/default.aspx?Contenttype=ArticleDet&tablD=648&m
oduleld=392&Aid=21500&PR=PR

6. https:/www.census.gov/programs-surveys/acs/
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ABOUT CL

Certified Languages International (CLI) stands at the forefront of world-class interpreting services,
and has since its inception in 1996. Thousands of organizations across the country rely on CLI to
help them communicate with a growing demographic of limited English proficient (LEP) speakers

Harnessing innovative technology, the most secure connections, and the highest caliber of profes-
sional interpreters, CLI is transforming the landscape of language services, enabling their custom-
ers to participate in today’s global economy.

CLlI is consistently identified among the leading providers of over-the-phone interpreting services,
according to reports released by the Common Sense Advisory (CSA). CLI was ranked among the
top 3 leading telephone interpreting service providers in North America in a 2016 industry report
from the CSA; has been included on the Inc. 5000 list of fastest-growing private companies in
2016, 2015, 2014, 2013, and 2010; was named to Portland Business Journal’s list of fastest-growing
private companies in 2016, 2015, and 2014; and is one of Oregon’s 10 largest woman-owned busi-
nesses according to Portland Business Journal.
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