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I. ForEword by the Director
Dear reader,
Five years ago, the Centre published its Annual Activity Report (AAR) following an innovative approach aimed at both readerfriendliness and client focus. Since then, our Annual Activity Reports have given not only a general overview of the Centre’s core
business and other activities, but have also highlighted how the Centre responded to the needs of each of its clients. By presenting
the ‘Client Profile’, we demonstrated the diversity of our activities and the wide range of responses required to cater for the varying
needs of our clients.
This need to report on client-specific activities, in my firm belief, is still valid. Clients are our raison d’être, and the Centre’s very
existence is based on serving them.
However, the European legal environment requires much more than that. As an EU body, the Centre needs to report on the results
of operations by reference to the objectives set in its Annual Work Programme, taking into account the corresponding human and
financial resources used during the reporting year. We have to list the risks associated with these operations, report in detail on
the building blocks of assurance, cover all management aspects, including the implementation of Internal Control Standards, and
report on the efficiency and effectiveness of our internal control system. Finally, as the Authorising Officer of the Centre, I have to
present my declaration of assurance covering the legality and regularity of all the Centre’s financial transactions.
This information is analysed by the Centre’s Management Board, the European Parliament, the Council, the Commission and the
Court of Auditors. However, is this level of detail relevant to the general public? Is a reader in a Member State university or staff
member of an agency really interested in, say, the efficiency and effectiveness of the Centre’s internal control system?
Over the past few years, we have been constantly engaged in a fine balancing act: to provide reams of highly specialised information
by way of assurance to the budgetary authority, and at the same time make it understandable to the general public. Our reports
became thicker and thicker, as we tried to satisfy both target audiences.
Therefore, for the year 2011 we have taken the decision to publish two separate documents. The ‘Annual Activity Report 2011’
covers all the legal reporting aspects, and is destined for the Centre’s Management Board and the budgetary authority. The
‘Client Report 2011’, which you now hold in your hands, presents our main achievements in 2011 through the eyes of the service
provider; it also outlines our activities in implementing our second mission, interinstitutional cooperation. Moreover, through this
‘Client Report’ we, indirectly, also spread the knowledge of the family of EU agencies and bodies, of which the Translation Centre
is a member. A nice additional touch.
I hope that the reader-friendly style of the Centre’s ‘Client Report 2011’ will encourage you to read it cover-to-cover in one go.
Happy reading!

Gailė Dagilienė
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II. CLIENTS – THE Translation CENTRE’S RAISON D’ÊTRE
New client agreements
The Translation Centre signed agreements with four new
clients in the course of 2011, bringing its portfolio to 56
clients by the end of the year: with the three new financial
supervisory authorities (European Banking Authority –
EBA, European Securities and Markets Authority – ESMA,
European Insurance and Occupational Pensions Authority –
EIOPA), which became operational on 1 January 2011 and
are located in London, Paris and Frankfurt a. M. respectively,
and with the Body of European Regulators for Electronic
Communications (BEREC), with which the Centre signed
an agreement in March and which moved to its permanent
location in Riga in October.
The basis for smooth cooperation with these new clients
was set by creating a Client Portal account for submitting
translation requests, appointing a Coordinator for each client,
providing clients with the relevant contact information and
description of tasks of the Centre’s sections, and gathering
basic reference material on the Centre’s central facility for
reference material (One-Stop-Shop). The first translation
requests were processed successfully, and the Centre is
looking forward to intensifying interaction in 2012.

Potential clients
In 2011, eager to broaden its client portfolio as outlined in the
current Strategy 2008-2012 and in the new ‘Strategy 20122014: Embracing the challenges’, which was adopted by the
Centre’s Management Board at its meeting in October 2011,
the Centre continued to look for new business opportunities.
It started negotiating an agreement with the European
Economic and Social Committee, which has a joint translation
service with the Committee of the Regions. Likewise, it
submitted a draft agreement to the European Agency for the
Operational Management of Large-scale IT Systems in the
Area of Freedom, Security and Justice, which was officially
established on 25 October 2011 and will be based in Tallin.
Both agreements are expected to be signed in early 2012.
In 2011, in response to the challenge of the earlier than
expected reduction in the volume of translation of Community
trademarks, the Centre drafted, in cooperation with the
Commission’s Directorate-General for Translation, the
‘Options for a sustainable future of the Centre’. This paper,
submitted to the Management Board in October 2011,
foresees three ways forward for the Centre to offset the
reduction in the workload, the most forward-looking of which
is a strategic partnership with the Commission. The meetings
to this effect have already started.
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Evolution of client portfolio

Report on meetings, seminars and
projects with clients1
With a view to fostering information exchange and cooperation
with its stakeholders, the Translation Centre continued visiting
clients or receiving them at its premises. In total, 20 out of 56
clients were met in 2011.
The meetings with clients ranged from fact-finding visits with
new clients to general information exchange about workflows,
day-to-day translation business and project-specific issues,
as well as Client Portal training and follow-up.
The Centre met the following clients and/or implemented the
following projects in the course of 20112:

ETF
In 2011, the volume of work commissioned by the European
Training Foundation (ETF) was fairly stable compared with
2010. The ETF requested translations from English only in
2011. The target languages were German, French, Italian
and Spanish, and the languages of countries participating in
the EU neighborhood policy cooperation, such as Russian
and Arabic. The type of documents included the countryspecific reports, the annual report, programme descriptions,
minutes and correspondence.
An intense exchange took place at the beginning of the
year with the ETF, which was in charge of coordinating the
contributions from the agencies belonging to the ‘Education,
business and innovation for growth’ cluster (of which the
Centre was a member) for the ‘EU Agencies – The way
ahead’ exhibition organised at the European Parliament in
Brussels early in 20113.
→ ETF’s translation volume: 2 905 pages (3 135 in 2010)

1 For a detailed overview of the overall evolution of volumes, see Chapter III. A detailed breakdown of the volume by client is given in the annexes.
2 Clients are presented in the order they appear in the Centre’s budget.
3 See ‘Interagency events’ on page16.
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EMCDDA
The main documents translated and revised during the
year for the European Monitoring Centre for Drugs and
Drug Addiction (EMCDDA) were the Annual Report 2010
and briefings on drugs and drugs addiction, studies on the
drug situation in individual countries, and an analysis of the
use of drugs and drug populations among young people in
a number of European countries.
The Centre appreciated its collaboration with the EMCDDA
on the ‘EU Agencies – The way ahead’ exhibition at
the European Parliament in February 2011, of which
the Monitoring Centre was the driving force and main
coordinator4.
→ EMCDDA’s translation volume: 6 130 pages (6 681 in 2010)

EMA
The majority of translations requested by the European
Medicines Agency (EMA) in 2011 were EPAR (European
Public Assessment Report) summaries, as in previous
years.
Throughout the year, the Centre actively participated in the
update and linguistic review of various template documents
in all EU languages: the EPAR summary and QRD5
templates for human medicinal products – the key reference
documents used for products marketed in Europe under
the centralised procedure – were brought into line with
the latest legislative requirements. The EPAR template for
generics was created for the first time, while the templates
for other related documents (Questions and Answers) were
updated and harmonised. The Centre’s contribution to this
review process and its close cooperation with the national
regulatory authorities across Europe was welcomed by
the EMA as it resulted in more coherent and linguistically
mature template documents, which were published on
the EMA website. Following this standardisation work, the
Centre reorganised and optimised the translation memories
to reflect the latest status of the documents and thus serve
the translators more efficiently.
The Centre continued to translate product information for
new medicinal products developed by small and mediumsized enterprises (SMEs). 12 of these extensive documents
(eight for human medicinal products and four for veterinary
medicinal products) were processed by the Centre – three
times as many as in the previous year. Given the scope
and increased number of these translation projects, and
their challenges with respect to managing both internal and
external resources, in 2011 the Centre strived to optimise

See ‘Interagency events’ on page 16.
QRD – Quality Review of Documents
6
See page 18.
4
5

the timetable for these translations. The topic was put
on the agenda of the June plenary meeting of the QRD
Working Group, at which the Centre presented its proposal
for gaining time to translate these product information
documents, with a view to finding a viable solution with all
parties involved in the translation preparation and review
work. Subsequently, a compromise solution was reached
with the EMA in a dedicated conference call, about which
EMA informed the national authorities at the QRD plenary
meeting in September. After a trial period ending in January
2012, the topic will be reviewed in the first quarter of 2012.
On the occasion of the ‘Client Portal follow-up meeting with
pilot users’6 in November, the EMA discussed its needs
for very urgent translations with the Centre, as well as the
question of the Centre’s resources in the event of several
urgent translations having to be processed in parallel, and
the translation into all EU languages of the ‘Clinical Trial
Register’ website, a project which was launched at the end
of 2011.
→ EMA’s translation volume: 30 927 pages (33 304 in 2010)

Translator at work

EU-OSHA
The European Agency for Safety and Health at Work (EUOSHA) reduced its translation volume by half in 2011.
The main types of documents translated included website
material/documents on the ‘European Week’ campaign,
factsheets, the annual work programme, annual report,
budget, minutes of meetings and brochures.
Cooperation with the Agency continued to be very effective
and positive. Two meetings took place with representatives
from EU-OSHA in 2011.
At the first meeting, EU-OSHA brainstormed with the
Centre about future potential cooperation opportunities,
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such as editing of website text, direct translation onto the
agency’s website, and localising the content for specific
language versions of OSHwiki, a restricted Wikipedia on
OSH topics, for which EU-OSHA has signed a partnership
with the US. EU-OSHA informed the Centre that the Agency
was putting great emphasis on text standardisation, and
was therefore working on an internal style guide. It was
also mentioned that a Translation Project Team had been
set up at the Agency with people from each unit to examine
how translations were planned, do some forward-thinking,
talk about editing, which was increasingly important to the
Agency, and, in general, reflect upon how to implement a
business approach to publication projects.
At the second meeting, EU-OSHA went into further detail
about the standardisation projects, i. e. the creation of
templates for most common document formats, such as
press releases, E-facts, etc., underway at the Agency, and
clarified workflow related matters with the Centre’s staff.
→ EU-OSHA’s translation volume: 6 224 pages (12 734 in 2010)

OHIM
2011 was marked by a significant drop in Community
trademarks7 due to the technological developments that the
Office for Harmonization in the Internal Market (Trade Marks
and Designs) (OHIM) has introduced internally. However,
considerably more documents were processed than in
2010.
The editing of the opposition and cancellation decisions from
the OHIM continued to constitute a significant part of the
English team’s workload in 2011, with around 75 documents
each week. Opposition decisions are based on standard
document templates, and the macro that was designed inhouse to highlight the non-standard passages to be edited
was improved and became a much-valued aid for reducing
duplication of effort and, ultimately, allowing the in-house
editors to be more efficient.
Cooperation with the OHIM was as close as ever and
any language queries sent by the Centre were handled
quickly and efficiently. The OHIM’s central contact person
for document translation requests provided very detailed
feedback on the Centre’s Client Portal.
The Centre had released the new Tr@Mark workflow tool
in mid-2010, which reduced the overall processing time
and gave greater flexibility with regard to the number of
trademark batches that could be handled per week. As a
result of this development, the Centre was able to switch
to three batches per week in January 2011, then to daily
batches as of May 2011. This has allowed for a significant

reduction in the turnaround times for individual batches,
which contributed to improving the overall processing time
of trademark requests at the Office.
In 2009 and 2010, the Centre had provided, in the framework
of the EuroAce8 project, the translation of extensive lists of
goods and services from English into all EU languages.
In a joint effort to improve the quality of the services
offered by the Centre, in 2011 the OHIM sent feedback
on the EuroAce translations. The feedback was carefully
analysed and followed-up by the translators. In general, the
duplicate translations detected by the OHIM proved to be
due to spelling variants and synonyms of the original term.
Nevertheless, the exercise was an interesting and useful
one, and confirmed the good quality of the services provided
by the Centre.
In order to pave the way for the future accession of Croatia,
the Office also asked the Centre to translate its EuroAce
database of around 90 000 terms into Croatian. The
translation started in July 2011 and should be finished during
the first half of 2012.
Several coordination meetings took place between the two
agencies. Two in Luxembourg, just before the Management
Board meetings of March and October, and two in Alicante
(one in August, focusing on technical issues and requests,
and one in October, focusing on financial aspects). The
President of the Office and the Director of the Centre
also met on several occasions to discuss the future of the
collaboration between the two bodies.
These meetings and discussions led to the setting up of a
new project aimed at automating and continuously enriching
the EuroClass9 terminology databases. This project was
first discussed in August, then defined in September and
October, with a development phase which started in October.
The project will create a business-to-business infrastructure
based on web services, and will be operational in early
2012.
→ OHIM’s translation volume: 36 955 pages (29 458 in 2010) for
documents and 433 885 for Trademarks and Designs (565 312
in 2010)

Europol
In 2011, the number of documents translated for the
European Police Office (Europol) decreased. The types of
documents translated ranged from administrative documents
(i.e. agendas and draft minutes of the Management Board’s
meetings, decisions of the Management Board, decisions
of the Appeals Committee of the JSB and letters), reports
(General Report, report on Counterfeit Medicines, data

7

For more details on trademarks, see page 19.
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The EuroAce project is the validation of lists of goods and services that the OHIM uses to enable industry to file applications for trademark registration.
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EuroClass is a tool that helps applicants with the classification of goods and services, allowing them to compare the classification databases of 23 national trademark offices.
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protection reports, etc.) to website content and budget
documents.
In December, the Centre visited Europol in order to learn
how Europol moved from one building to another with
minimal IT service interruption, and to discuss business
continuity, IT workstation equipment and services. This was
a good opportunity for the Centre to prepare for the move of
its own Data Centre.
→ Europol’s translation volume: 7 068 pages (9 990 in 2010)

FRA
The pages translated for the Fundamental Rights Agency
(FRA) decreased in 2011. The documents included
topic reports, the annual activity report and annual work
programme, the budget, newsletters, press releases,
minutes of meetings, letters, guides, website material and
speeches. The Agency reacted quickly and on time to any
queries relating to their source texts and provided regular
feedback on translations. The Centre compiled a glossary of
155 core terms in 23 languages.
A major publication of over 170 pages into all EU languages
was the Handbook on European non-discrimination law
that the Agency produced in cooperation with the European
Court of Human Rights. The first batch of language versions
had been returned to the FRA at the end of 2010, while the
second batch was delivered in April 2011. Throughout 2011,
the Centre received detailed comments from the Agency
on these translations, which revealed the complexity of the
subject, as well as inconsistencies in the terminology and
reference documents used by the EU translation services
and the Council of Europe. In order to address these
issues and to understand the Agency’s requirements and
expectations better, the Centre contacted the FRA with the
proposal to deepen the information exchange via a seminar
for the Centre’s translators and supporting sections in early
2012.

The EIB requested several translations, including annual
reports of the Audit Committee for the Bank’s Board of
Governors that had been translated into Greek, Spanish
and Portuguese.
→EIB’s translation volume: 176 pages (13 in 2010)

EFSA
Unlike previous years, when the absolute majority of
translations for this client had been summaries of scientific
opinions, a large volume of translations commissioned by
the European Food Safety Authority (EFSA) in 2011 was
rather of an administrative (minutes of meetings, tender
specifications, letters, etc.) and legal nature (statements
of defence in various court cases etc.). Press releases on
current issues, e.g. the E.coli outbreak in Germany, were
another significant part of the translation jobs commissioned
by EFSA this year. The agency also put a significant effort into
sharing (by means of translations) interesting publications
and articles from its monitoring of the EU press media and
results of various studies conducted worldwide. Therefore,
the source texts were also in some Eastern European and
more exotic languages, such as Japanese. Nevertheless,
French, German and Italian remained the predominant
target languages for this type of document.
EFSA continued to send valuable feedback via the Client
Satisfaction Forms (CSFs), based on proofreading of the
Centre’s translations. This and the frequent terminology
exchanges between the Centre and EFSA have allowed the
Centre to tailor its style and terminology to EFSA’s specific
needs.
The Centre also liaised between EFSA and the
interinstitutional Coordinating Committee on Translation
(CCT) on access to the meta-search tool ‘QUEST’. EFSA
had become aware of this tool, that allows searching in a
number of language resources in one go, during a visit to
the Centre.

→ FRA’s translation volume: 10 005 pages (15 290 in 2010)

→ EFSA’s translation volume: 3 456 pages (5 541 in 2010)

EIB

EASA

In May, the Centre welcomed an EIB delegation as part
of a general benchmarking exercise in which many EU
institutions/bodies are engaged. The purpose of the visit
was to learn how the Centre’s workflow operates and find
out more about the Centre’s quality assurance management
scheme, freelance network and pre- and post-treatment of
documents.

Translating aviation texts is a real challenge as the
terminology is very specific. In 2011, the major event was
a seminar held in Luxembourg in February, which brought
together the Centre, EASA and 19 representatives from 14
national aviation authorities. The main aim of this seminar
was to foster mutual understanding of the missions,
structures and work processes of EASA and the Centre,
and of the challenges they both face. Another important
aim was to discuss ways of strengthening/systematising

As a follow up, the Centre visited the EIB and gave a more
in-depth presentation of the Centre’s working methods.
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cooperation with the national aviation authorities to ensure
the common goal of high-quality translations of rule-making
material for EASA. The focus was on exchange of reference
material and advice on how to deal with some of the many
idiosyncrasies in EU-national terminology.

Seminar with EASA and the National Aviation Authorities

Since the texts the Centre translates for EASA are used
as reference material for the Commission’s translations of
final legislative acts, the seminar was followed by a trilateral
meeting between EASA, the Centre and the European
Commission (DG MOVE and DGT). The parties agreed on
an optimised workflow, especially with regard to the review
of translations relating to the planned new legislation on
the expansion of EASA’s fields of activity. As an initial step
towards harmonising terminology, the Centre submitted a
list of doubtful terms to both EASA and the Commission, for
guidance to be provided on their preferred use.
Throughout the year, the Centre was involved in the
translation of Opinions falling under the Agency’s extended
remit. For some of them, EASA sent language-specific
feedback received from DG MOVE’s national experts and
DGT’s translators.
→ EASA’s translation volume: 15 399 pages (13 797 in 2010)

ECDC
In 2011, the translation volume for the European Centre for
Disease Prevention and Control (ECDC) was more or less
stable. Translation requests mostly concerned documents
explaining the symptoms of various diseases in order to
enable the public to recognise them correctly, and advise
them on the prevention measures to take. In addition, the
ECDC focused greatly on antibiotics and their responsible
use and prescribing. A number of factsheets and leaflets on
this issue were translated into all EU languages.
Another part of the Centre’s translation work for the ECDC
in 2011 comprised general publications, such as the
director’s annual report for 2010 and the summary of key
publications. There was also a request for an update to
the ECDC’s organisational structure, which was completed

through an extensive exchange of feedback and terminology
consultations.
The Centre also translated large parts of the ECDC’s
website into all EU languages, as well as into Icelandic and
Norwegian. Parts of the site had been translated by the
Centre in the past. In some cases, however, the English
source texts had evolved over the years. Part of the project
was thus to provide the ECDC with a detailed analysis of the
multilingual status of the site. Finally, the translation of the
website, which consisted of over 200 individual files, was
managed as a single project. This allowed the structural
integrity of the pages to be maintained, and facilitated their
integration into the ECDC’s website.
To foster the Centre’s understanding of the agency’s mission
and multilingual communication needs, the ECDC agreed to
the Centre’s proposal to organise a seminar for translators
in 2012.
→ ECDC’s translation volume: 6 427 pages (6 397 in 2010)

EACEA
The volume of translation requests from the Education,
Audiovisual and Culture Executive Agency (EACEA)
decreased in 2011, with the majority of the originals being
in English and project proposals coming in some other EU
languages, such as Polish and Dutch. Documents in the
field of lifelong learning, including educational exchange
programmes such as Erasmus, Leonardo, Comenius, etc.,
were commissioned mostly in the three working languages of
the European Commission – English, French and German.
Calls for proposals for the various programmes managed by
the Agency and for publication in the Official Journal were
translated and updated in all EU languages.
At the Client Portal training session held in January 2011
in Brussels, the Centre discussed the Agency’s needs for
exporting data from the Client Portal to their local systems.
The Agency also raised specific translation-related issues,
such as quality assurance, providing translation feedback,
workload programming and page count.
→ EACEA’s translation volume: 7 103 pages (8 928 in 2010)

ECHA
In 2011, the translation volume for the European Chemicals
Agency (ECHA) was lower than in 2010. The type of
documents translated and revised for ECHA were long
guidance documents, short, but often complex, press releases
or news alerts, mainly concerning REACH (Registration,
Evaluation, Authorisation and Restriction of Chemicals) and
CLP (Classification, Labelling and Packaging) functionalities,
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and technical and operational characteristics, decisions
of the Board of Appeals, plans for substance evaluations,
ECHA internal procedures (e.g. restriction procedures), and
the multiannual work programme 2012-2014.

JU (42 pages in 2011 and 0 in 2010), FCH JU (66 pages in 2011
and 0 in 2010), SESAR JU (197 pages in 2011 and 268 pages in
2010), CSJU (42 pages in 2011 and 105 pages in 2010).

The Centre appreciated the swiftness and punctuality with
which any queries on source documents were answered,
and regularly updated the Agency’s folder on the Centre’s
central repository for reference material, the One Stop
Shop, by inserting new regulations and legislative texts, the
latest organisation chart and ‘useful links’ containing links
to glossaries, guidance documents, information on REACH
and CLP, ECHA publications and other valuable sources.
The Centre attended a workshop on the REACH and CLP
Regulations, which not only provided a theoretical overview
of these regulations, but also dealt with practical aspects: a
report on the industry’s experience with the registration of
substances under REACH, legal and commercial aspects
and constraints on SMEs due to REACH, and a discussion
on the challenges posed by the implementation of future
measures under REACH and CLP.

EASO

The major achievement for this Agency in 2011 was
undoubtedly the release of the ECHA-term database10.
→ ECHA’s translation volume: 36 811 pages (39 938 in 2010)

Joint Undertakings
In November 2011, the Centre visited the following four
Joint Undertakings, which are all located in Brussels and
are among the Centre’s most recent clients: ARTEMIS JU,
active in the field of embedded computing systems, IMI JU,
dealing with innovative medicines, ENIAC JU, working in the
area of nanotechnologies, and FCH JU, responsible for fuel
cells and hydrogen technologies.
The discussions during the meeting focused on the various
language services that the Centre can offer, as well as
deadlines, prices and the translation quality assurance
process. Several representatives said that they were very
satisfied with the new Client Portal which the Centre had
launched in early 2011, a tool which was ‘very user-friendly
and well-designed’, to quote the IMI JU representative.
The translation volumes from these Joint Undertakings,
although on the increase, are rather small for the time being
because they conduct their operations mainly in English. In
2011, the Centre translated their annual accounts, some call
for tender documents, and replies to the Court of Auditors.
However, the Joint Undertakings expect that their future
translation volumes will increase with the expansion of their
remit.
→ Translation volumes: ARTEMIS JU (86 pages in 2011 and
21 in 2010), IMI JU (285 pages in 2011 and 85 in 2010), ENIAC

The European Asylum Support Office (EASO), which
became a client in September 2010, officially inaugurated
its premises in Valetta, Malta, in June 2011.
In May 2011, the Centre received its first translation requests
from the EASO – modules from the European Asylum
Curriculum (EAC), which amounted to over 1 000 pages, to
be translated from English into Greek. Whenever translation
difficulties arose, the Office provided swift answers to any
questions forwarded.
The EASO will organise training activities for civil servants
in the Member States specialised in asylum law. These
experts usually do not speak English and will need to be
trained in their mother tongues. Such activities have a
significant impact on translation: the EASO has created a
dozen e-learning EAC modules which will be translated by
the Centre.
In order to prepare for the coming work, the Centre’s central
repository for reference material, the One Stop Shop,
was updated with a significant number of documents. In
September 2011, the Centre participated in a seminar on
‘Improving Member States’ asylum systems and defining
good practices’ organised by the European Institute of
Public Administration (EIPA) in Maastricht, and thus gained
valuable insight into the Office’s field of activity.
→ EASO’s translation volume: 1 163 pages (0 in 2010)

ACER
The agreement with the Agency for the Cooperation of
Energy Regulators (ACER) was signed in December
2010. As is frequently the case with new agencies, ACER
first spent time hiring staff and defining its own processes
and activities, which explains why there were no specific
language needs to be met initially, apart from the translation
of the agency’s budget, which was requested at the end
of December 2011 and delivered in January 2012. The
Centre visited the Agency in Ljubljana in June 2011. As
usual with first visits to a new client, the goal was to foster
mutual understanding and strengthen the new relationship
between the two agencies, thus facilitating their day-to-day
interaction in the future. At the time, ACER still had to define
its future language policies: the type of documents which
would need to be translated had not yet been decided (apart
from the budget).

10
For more information on the ECHA-term project, see pages 15 and 19, as well as the article published in the first issue of the Translation Centre’s client newsletter, The language
hub.
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→ ACER’s translation volume: 0 pages

CCE-EMPLOI
The Centre has been cooperating with the Commission’s
DG Employment (DG EMPL) since 2003 regarding the
translation of country-specific information for the European
Job Mobility Portal ‘EURES’. In 2011, this cooperation was
extended to the translation and revision into 24 languages
of the country description files for the Mutual Information
System on Social Protection in Europe (MISSOC), an
enterprise involving around 1 300 pages per language. This
explains the significant increase in translation volume.
In October, the Centre met colleagues from DG EMPL for
a coordination meeting in Brussels. Besides questions
concerning the Centre’s regular work for the EURES Portal,
the MISSOC project was on the agenda.
Due to the MISSOC project’s volume and its technical
complexity, the different departments of the Centre involved
in the translation process had to coordinate their efforts to
deliver the expected product. But it was worthwhile, as at
the meeting the MISSOC coordinator stated her satisfaction
with the translations provided, both in terms of timing and
quality of content and format. The full guide has been online
since August.
In December 2011, the Centre received the first update of
the MISSOC guide due for March 2012, and a request for
translation of the whole guide into Icelandic and Norwegian,
due for completion in September 2012. According to
the MISSOC coordinator, it is planned that MISSOC will
replace, at least in part, the current EURES pages on social
security.
→ CCE-EMPLOI’s translation volume: 28 870 pages
(12 954 in 2010)

CJEU
In 2011, the Centre received a series of documents from
the Court of Justice of the EU (CJEU) to be translated from
French. The documents in question concerned calls for
tenders organised by the Court.
The Court also approached the Centre to investigate some
areas where the two bodies could cooperate more closely,
and a number of tests were carried out to see to what extent
the Centre could translate certain types of documents for
the Court, mainly from other EU languages into French.
→ CJEU’s translation volume: 253 pages (0 in 2010)

ECB
During the first quarter of 2011, a member of the Centre’s
English team continued a six-month contract at the European
Central Bank (ECB) and returned to the Centre with greater
experience in editing financial documents. The ECB has its
own Style Guide, which differs in some rather crucial aspects
from the Interinstitutional Style Guide, in order to meet the
rigorous quality criteria set for its highly sensitive banking
and monetary policy texts. In view of the documents to be
edited for the three new financial authorities in the future,
the Centre is very grateful for the experience thus gained.
The ECB, for its part, contacted the Centre in November
with a request to visit Luxembourg in 2012 to learn more
about the Centre’s automated workflow systems.
In 2011, the Centre translated fewer documents for the ECB
than in the previous year. The target languages were GA,
IS, HR, RU and EN. It completed an English glossary of 150
terms and synonyms provided by the ECB with their Irish
equivalents. The ECB confirmed its wish to continue to use
the Centre as a ‘one stop shop’ for non-EU languages or
future EU languages.
→ ECB’s translation volume: 30 pages (260 in 2010)

Three new supervisory authorities

The MISSOC project

In 2011, the Centre visited the three new supervisory
authorities (European Banking Authority – EBA, European
Securities and Markets Authority – ESMA, European
Insurance and Occupational Pensions Authority – EIOPA)
with the twofold objective of presenting the Centre and find
ing out what the Centre could actually expect from these
new clients, both in terms of volumes and nature of work.
The Centre returned from these meetings with the prospect
of future translation/editing projects of rather sizeable
volumes.
→ Translation volumes: EBA (341 pages), ESMA (487 pages)
and EIOPA (43 pages)
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the Research Executive Agency (REA) and the European
Research Council Executive Agency (ERCEA), which, due
to the very nature of their mission consisting in implementing
specific programmes or projects, predominantly requested
translations of calls for proposals and tender specifications.
→ Translation volumes: REA 204 pages (43 in 2010); ERCEA
400 pages (298 in 2010)

the European Data Protection Supervisor (EDPS), who
usually requests translations from English into German and
French, except for Opinions which are translated into all EU
languages.
→ EDPS’ translation volume: 14 356 pages (9 667 in 2010)

Translation revision

The Centre continued cooperating efficiently with all other
stakeholders. The distribution in terms of volume
evolution was as follows:
An increase could be perceived for seven clients, which, in
some cases, was significant:
the European Foundation for the Improvement of Living
and Working Conditions (Eurofound), for which, just as
in 2010, the Centre continued to cover needs for translation
of executive summaries, the annual report (Yearbook), the
annual work programme, infosheets/factsheets, website
material, minutes of meetings, letters, selection procedures,
and other publication material.
→ Eurofound’s translation volume: 9 461 pages (6 341 in 2010)

the European Railway Agency (ERA), which has a statutory
requirement for the national railway agencies to report on
incidents occurring on their national railway systems. These
reports have to be translated into English, the main working
language of the Agency.
→ ERA’s translation volume: 8 185 pages (3 146 pages in 2010)

the European Agency for the Management of Operational
Cooperation at the External Borders of the Member
States of the European Union (Frontex) which, besides
administrative documents (i.e. work programme and general
report), requested translations of legal texts intended for the
Courts of the European Union.
→ Frontex translation volume: 4 080 pages (2 755 in 2010)

the Community Fisheries Control Agency (CFCA), which
predominantly commissioned the translation of call for tender
documents, also sent a series of confidential documents that
had to be processed in the Centre’s Europol room in order to
ensure proper treatment.
→ CFCA’s translation volume: 1 547 pages (601 in 2010)

Within the Centre’s client portfolio, there are three clients
with whom cooperation remained stable with a positive
trend in terms of volumes, document types and language
combinations. This was the case for:
the European Police College (CEPOL), for which the Centre
translated mainly Common Curricula, but also budget and
website-related documents.
→ CEPOL’s translation volume: 863 pages (860 in 2010)

the Executive Agency for Health and Consumers (EAHC)
for which the documents almost exclusively dealt with
tenders, the source language being mainly English and the
target languages being predominantly German and French;
an extensive report of the Commission’s DG for Health and
Consumers on its ‘Better Training for Safer Food’ (BTSF)
programme was translated into German, French and
Spanish.
→ EAHC’s translation volume: 927 pages (868 in 2010)

the European Court of Auditors (ECA), for which requests
for translating targeted documents from specific languages
into specific languages achieved a similar volume to 2010.
→ ECA’s translation volume: 288 pages (219 in 2010)

For a wide variety of reasons, apart from the general
budgetary cuts which all EU institutions and bodies have
to face, translation volumes decreased in 2011 for the
following 13 clients:
the European Environment Agency (EEA), whose main
texts concerned issues relating to climate change, press
releases, projects concerning a shared environmental
information system, the annual publication of the Agency’s
‘Signals’ report, a corporate video, but also targeted reports
into specific non-European languages, such as Chinese,
Russian and Arabic.
→ EEA’s translation volume: 3247 pages (5 121 in 2010)
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the Community Plant Variety Office (CPVO), which stated
that, apart from some Administrative Council meetings,
there were very few new requests due to the fact that most
standard documents and information had by now already
been translated.
→ CPVO’s translation volume: 470 pages (893 in 2010)

the European Centre for the Development of Vocational
Training (Cedefop), for which most of the documents
concerned vocational training policy, labour market skills and
some legal documents, mainly from English into German
and French.
→ Cedefop’s translation volume: 819 pages (1 197 in 2010)

the European Maritime Safety Agency (EMSA), for which
there had been no major oil spills or maritime disasters
to report on in 2011, so crisis communications and press
releases in this area had not been necessary.
→ EMSA’s translation volume: 1165 (1721 in 2010)

the European Network and Information Security Agency
(ENISA), for which, besides administrative documents and
reports, there was a whole series of correspondence to be
translated from Greek into English.
→ ENISA’s translation volume: 948 pages (1 186 in 2010)

the European Agency for Competitiveness and Innovation
(EACI), whose documents ranged from calls for proposals,
translated into German and French, to a legal document
to be translated from Dutch into English and reports falling
under the Enterprise Europe Network, to be translated from
Slovak and Czech into English.
→ EACI’s translation volume: 126 pages (550 in 2010)

the European GNSS Agency (GSA) and Fusion for
Energy (F4E), which mainly requested translation of basic
administrative documents, such as replies to the Court of
Auditors or recruitment-related documents.
→ Translation volumes: GSA 42 pages (155 in 2010);
F4E 151 pages (310 in 2010)

the European DefenceAgency (EDA), for which all documents
were technical translations (project arrangements) from
English into French, or vice versa.
→ EDA’s translation volume: 89 pages (174 in 2010)

the Trans-European Transport Network Executive Agency
(TEN-T EA), for which letters and news releases were the
most frequent types of document.
→ TEN-T EA’s translation volume: 203 pages (400 in 2010)

the European Institute for Gender Equality (EIGE), which

started sending translation requests in 2010 and seems
to be slowly shifting its requests beyond its annual activity
report, budget and annual work programme towards more
targeted publications.
→ EIGE’s translation volume: 1560 pages (2246 in 2010)

the Council of the European Union, for which the Centre
is pleased to have gained experience in the field of non-EU
languages. The documents included mainly declarations/
statements of the EU High Representative, documents
relating to cooperation/partnership agreements, and
sensitive human case studies, translated into languages
such as Farsi, Arabic, Uzbek and Vietnamese.
→ Council’s translation volume: 337 pages (896 in 2010)

the Ombudsman, for whom the Centre continued to
translate the summaries of decisions and the Annual Report
into all EU languages.
→ Ombudsman’s translation volume: 6110 pages (8 512 in
2010)

The Centre was pleased to see that three of its clients
which had not sent any requests during the previous year(s)
started once again to rely on its services in 2011:
the European Judicial Cooperation Unit (Eurojust),
which attended the Client Portal training session in May
and requested translation of a budget document into 21
languages.
→ Eurojust’s translation volume: 21 pages

the European Union Satellite Centre (EUSC), for which the
Centre translated administrative decisions and its Rules of
Procedure.
→ EUSC’s translation volume: 10 pages

the European Institute of Innovation and Technology (EIT),
which, apart from one major document, the EIT’s Strategic
Innovation Agenda, that was commissioned in all EU
languages, requested translation of a few administrative
documents into a few languages.
→ EIT’s translation volume: 886 pages
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The Body of European Regulators for Electronic
Communications (BEREC), which is one of the Centre’s new
clients since it signed the agreement in March 2011, ordered
mainly the translation of recruitment documents. It used the
opportunity of the Interagency Terminology Workshop to
attend the Client Portal training session held for clients during
the afternoon of 8 December.
→ BEREC’s translation volume: 127 pages

The Committee of the Regions (CoR) indicated its willingness
to cooperate more with the Centre in the future at the Client
Portal training session in June.
→ CoR’s translation volume: 0 pages

As in previous years, the Centre coordinated the translation
and publication in the Official Journal of the European Union
of the summaries of the agencies’ budgets and amending
budgets with the Publications Office. In total, 64 documents
were published by the end of the year.

The Centre serves its clients all over Europe
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Interagency events
Interagency terminology workshop
On 9 December 2011, the Centre organised an interagency
terminology workshop which attracted 19 clients and
allowed them to discuss how they tackle terminology in
their organisations. Meeting representatives from so many
stakeholders was a clear sign that terminology matters very
much and is one of the key elements of the communication
strategy in our multilingual environment.
The workshop allowed the Centre to reflect upon the role
of terminology as a communication tool and to present its
own activities in the field. The initial presentations focused
on the Centre’s management of and participation in the
interinstitutional terminology database IATE11, and the language
services it offers to its clients, ranging from the compilation of
subject-related glossaries and terminology collections, to the
development of tailor-made solutions responding to specific
requirements of clients.
The round of client presentations started with the EEA
which outlined its work on environmental terminology in the
framework of the GEMET (General Multilingual Environmental
Thesaurus) project. The initial purpose of this project was
to manually index all sources of environmental data and
information in Europe. GEMET is now widely distributed,
frequently downloaded and regularly praised by users. A
terminologist from the ECB described the terminological
activities carried out at the Bank, focusing on its collaboration
with the Centre, for instance in the field of Irish terminology.
The EFSA representative showed how their activities in the
field of language revision and terminology enable the agency
to provide easily understandable information and to improve
the style, clarity and readability of translations, while ensuring
a consistent use of terminology. ECHA presented the ECHAterm database. Both the language content of the database and
the IT system were developed by the Centre in cooperation
with ECHA12.
The EMCDDA showed how their work towards the creation
of a multilingual glossary in all EU languages, but also in
Norwegian and Turkish, was worth the investment and how their
linguistic data has found its way into the IATE database. The
ERA representative explained the benefits of terminological
resources for the Agency. The need for commonly agreed
definitions was highlighted, the aim being to support the National
Safety Authorities in harmonising decision-making criteria using
appropriate terms and relevant translations. She discussed the
creation of a glossary which was intended to be prepared in
a format that can be updated and possibly shared with other

parties outside the Agency. Finally, the representative from the
OHIM illustrated the value of managing terminology in the field
of goods and services. He listed the various applications of
a whole range of natural language processing techniques for
the management of millions of terms, phrases, and multi-word
units, ranging from compound analysis to spell-checking to the
building of lexical resources (term lists, translation memories
and ontologies) for indexing purposes and for translation
technology.
The workshop was a great opportunity to reflect upon ideas
and brainstorm about how clients and the Centre can most
effectively collaborate and exchange best practices in this fastmoving field. Identifying new terms in a given domain is one
thing – providing their equivalents in all EU official and even
non-EU languages is another. Making sure that the resulting
terminology can be disseminated and used appropriately
by document authors as well as by freelance and in-house
translators is yet another challenge. What is at stake is the
quality of the documents produced for the different target
audiences, wherever they are, whoever they are and whatever
language they speak.

Seven clients presented their terminology work at the workshop
EEA: ‘Environment Terminology and Discovery Service’
ECB: ‘Terminology work at the ECB’
EFSA: ‘Linguistic revision and terminology work at EFSA’
ECHA: ‘The ECHA-term project’
EMCDDA: ‘Creating a multilingual glossary: our IATE journey’
ERA: ‘Terminology work at the ERA’
OHIM: ‘G&S Terminology Management at OHIM’

IATE = Inter-Active Terminology for Europe; for more details on IATE, see pages 23-24.
For more information on the ECHA-term project, see page 19, as well as the article published in the first issue of the Translation Centre’s client newsletter, The language
hub.
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‘EU Agencies – The Way ahead’ exhibition at
the European Parliament

The Centre is part of the troika leading the
Interagency Accountants Network (IAAN)

From 31 January to 3 February 2011, the Centre took part
in the first joint interagency communication event: the
‘EU-Agencies – The Way Ahead’ exhibition, held, at the
European Parliament in Brussels. The purpose was to create
a collective view of why the agencies had been set up, what
their activities were, and how they could make a difference to
the lives of Europe’s 500 million citizens.

The Centre’s Accounting Officer was appointed member of the
troika leading the Interagency Accountants Network (IAAN) at
the meeting held in Lisbon in September. As of September
2012, he will chair the IAAN for one year.

During the four days, there was a wide range of activities
divided in four thematic sessions in which 29 Agencies
highlighted the work they carried out together, as well as their
cooperation with the EP committees.
The event was organised very successfully by the EMCDDA,
which was chairing the agencies’ ‘Heads of Communication
and Information Network’. The ETF coordinated the thematic
cluster ‘Education, business and innovation for growth’, in
which the Centre participated.
At the event, the Centre promoted actively the advantages of
multilingualism in the EU. The Centre’s Director was invited
to join in the debate ‘The role of education and innovation
in creating jobs’, moderated by a BBC journalist. She
defended multilingualism as an investment in the future that
serves growth not only by increasing people’s mobility and
employability, but also by creating highly qualified jobs. The
statements were illustrated by figures, for example, the value
generated by the language industry as part of the economic
output of the EU in 2009 was 8.4 billion EUR, and was
estimated to reach 16.5 billion EUR in 2015.
The Centre projected on an ongoing basis a slideshow
presenting multilingual slogans and photos from the agencies
that were members of its cluster, and it also ran continuously
on one of the computers at the stand a language recognition
game, specially designed for the event. On another computer,
visitors could become acquainted with the interinstitutional
terminology tool IATE.

EU Agencies’ exhibition at the European Parliament

The IAAN, of which almost all the Centre’s clients are
members, promotes cooperation and knowledge sharing on
common accounting-related issues between the Agencies.

The CdT website in the spotlight at the Heads
of Communication meeting
The annual meeting of the European Agencies’ Heads of
Communication and Information Network (HCIN) took place
in Helsinki in February. Representatives from 24 Agencies
attended this meeting, organised by ECHA.
The Centre was invited to present its new website, which
contributes to increasing the visibility of EU Agencies with
its updated list of clients and the interactive map of Europe.
Visitors are encouraged to discover the diversity of the
thematic areas in which the Agencies are active.
The presentation was also an opportunity to showcase the
range of language services offered by the Centre. The multilingual support provided by the website was emphasised
(not many EU sites offered localised content in the 23 official
languages), and participants unanimously agreed that the
website contributed to the promotion of the EU agency brand
and the implementation of the EU’s multilingual policy.
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Client Satisfaction Survey 2011
During autumn 2011, the Translation Centre conducted a general Client Satisfaction Survey of 53 clients. Following its surveys of
2004 and 2008, this was the third time that the Centre had measured general client satisfaction. Whereas, in 2008, the response
rate had been 57%, this year, it was 50%. The individual replies to the questionnaire returned by clients revealed their priorities and
future needs, thus giving the Centre an opportunity to take the corresponding strategic decisions and come up with client-specific
action plans.
Like for the previous surveys, the questionnaire consisted of 9 building blocks13:

Clients’ priorities

IT infrastructure

The clients’ priorities, in descending order of importance, are:
quality of translation, deadlines, quality of relations, pricing,
language combinations offered, and formatting.

Satisfaction with the reliability of the Centre’s IT infrastructure
for communications other than via the Client Portal increased
considerably. Almost half of the respondents do foresee the
need for new file formats in the near future.

Quality of translations
Significant increase in satisfaction with the quality of translations and with the translators’ understanding and usage of
technical language, compared with 2008.

Clients are more satisfied with the information on the Centre’s
products/services and the Centre’s publications than in the
past.

General questions

69.2%

Clients continue to consider relations with the Centre as being
‘excellent’ or ‘quite good’. More than half of the respondents
found the services offered to be ‘absolutely reliable’.

57.1%

23.8%

Centre’s information policy

26.9%

53.8%

19.0%

47.6%
42.3%

3.8%

33.3%
Very satisfied

Fairly satisfied
2008

Satisfied to a limited
extent

2011

Linguistic quality of translations
4.8% 3.8%

Quality of service
The Centre’s responsiveness was rated as high overall. Clients
also seems to be satisfied with the information received in the
event of delayed deliveries. In the clients’ perception, there is
still room for improvement regarding the respect of deadlines.

Range of services
An increase in satisfaction of 35% with the range of services
offered by the Centre, compared with 2008. Some clients made
interesting suggestions for new services.

Pricing
Clients are satisfied with the explanations for the Centre’s new
pricing structure, although a large number of clients still consider it to be quite ‘rigid’. A large number of respondents know
that their organisation could benefit from a discount (-25%) for
scheduled documents. However, more than half of the respondents indicated that their organisation was not able to provide
reliable forecasts.

Administrative services
Satisfaction with the Centre’s invoicing and statistics remained
high.

Absolutely

Mostly
2008

Ocassionally

2011

Reliability of services

Conclusions
On the whole, the clients which participated in the survey
appeared to be more satisfied than in 2008. Nevertheless,
based on the clients’ opinions, the Centre should examine and
act upon certain interesting suggestions for improvement, such
as:
ÎÎ More linguistic specialisation in specific fields and emphasis
on follow-up of clients’ terminology preferences.
ÎÎ The Centre should continue with its proactive
communication policy towards clients.
ÎÎ Forecasts need to be promoted by better advertising their
advantages and providing greater guidance at meetings
with clients.
ÎÎ The Centre will study the suggestions for new services
made by the clients.

Clients were explicitly asked to indicate how many colleagues had been consulted and to provide one single consolidated reply in order for the Centre to be able to generate
meaningful, organisation-based results.

13
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Client Portal
Main figures
Following a training day in Luxembourg in December 2010,
which was attended by most of the Centre’s clients, the Client
Portal was launched on 3 January 2011, as planned, replacing
the previous long-standing workflow system ‘FlosysWeb’.
In 2011, 8 040 orders were placed, and 36 198 individual
jobs (translations, edited documents, term lists, etc.) were
delivered through the Portal. By the end of the year, there were
593 registered users connecting to the Portal for various
reasons, such as to request translations, monitor deadlines,
download the resulting files, view the monthly invoices or
submit feedback.
Throughout 2011, additional training sessions were organised
by the Centre with those clients who could not attend the
December event and/or new clients. In total, 17 clients were
trained.
New features added since the launch
Following users‘ feedback, the Centre’s IT Development Section
added a number of new features during 2011. These include the
ability:
ÎÎ to download all translated files in one zip,
ÎÎ to import forecasts in one go from a csv-file prepared in
Excel,
ÎÎ to view the tracking history of a request,
ÎÎ to link the associated original and translated file to the
language-specific CSF when assigning it to a reviser, as well
as
ÎÎ to access directly the information posted on the Portal’s
Calendar.

it quick and easy to use and considered the amount of data to
fill in to be adequate.
With regard to certain functionalities, even though the training
courses were of great help, it was felt that additional training
on specific features that would greatly facilitate users’ tasks
were to be recommended. The Centre has already started to
organise such sessions.
Few clients worked with the forecasts module. Their comments
revealed that the problems are rather related to the difficulty
of having to programme requests in advance than to the
Portal itself, which confirms the finding in the general Client
Satisfaction Survey14.
Some comments indicated the need to make certain
adjustments, such as to the automatic message to clients
confirming requests that have been approved by the Centre,
and to the CSF module.

Follow-up meeting with pilot users
With a view to complementing the findings of the Client Portal
Survey, in November 2011, the Centre organised a ‘Client
Portal follow-up meeting with the pilot users EMA and EUOSHA’, who had been testing the Portal for two months prior
to its launch and had then made extensive use of it during
the year. The two clients presented their experience and made
suggestions for improvement.
Some of these suggestions, such as the automatic price
calculation and the possibility to cancel requests will become
available as from January 2012 with the implementation of the
Management Board’s decision on the Centre’s new pricing
structure. Others will be considered for further Client Portal
releases in 2012.
52.50%

Client Portal Survey
In order to gain an understanding of clients’ first working
experience with the Client Portal, and to identify any necessary
improvements as early as possible, the Centre conducted a
Client Portal Survey of its clients in May/June 2011. To this
end, a questionnaire with 35 questions was sent to users of
the clients’ site who used the various modules of the Portal.
In total, 51 replies were received, representing 27 client
organisations.
Conclusions
It has to be borne in mind that, at the time of the survey, the
Client Portal had only been up and running for a few months,
while clients had been used to working with Flosys for years.
Overall, respondents seemed satisfied with the centrepiece of
the Client Portal: the translation request module. They found
14

See previous page.

12.50%
22.50%
Very good
12.50%

Good
Satisfactory
Unsatisfactory

Users’ experience with the Client Portal
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Translation/Revision – key figures

Other language services

In 2011, the Centre clocked up a total of 712 813 pages in
terms of translation volume, marking a return to the levels of
2007-2009 after the historic peak of 2010 (819 598 pages).

Terminology

Documents
In 2011, the number of documents translated reached a total
of 278 928 pages – a 9.7% increase on 2010.
The Centre renewed its long-standing commitment to meeting
deadlines: in 98.5% of cases, translations were delivered within
the set deadlines (98.3% in 2010 and 99.3% in 2009). Around
49.5% of document translations had a normal deadline, while
33.1% were scheduled and 17.4% urgent. In 2010, these
figures were 53.4%, 26% and 20.6%, respectively.
The Centre outsourced a total of 436 445 pages (61% of total
volume), i.e. 6% more than in 2010. Within the framework of
translation quality assurance, all these pages were revised by
in-house translators, who, as in 2010, in 99.5% of the cases,
judged them to be of good or excellent quality.
The volume of documents for translation was 11.6% less than
the 315 624 pages planned in the Work Programme 2011. The
reduction in the planned volume of documents for translation
can be explained by the tightening of the budget due to the
global economic situation.

Trademarks
The volume of Community trademarks (CTMs) and designs
decreased by 23.3% in 2011 compared to the previous year,
reaching a total of 433 885 pages.
The initial budget estimates set the annual total page count at
around 520 000 pages. Due to improved pre-processing of the
CTMs sent for translation, the OHIM decreased significantly
its number of trademark translation requests in 2011. The
amended OHIM translation budget consequently reflected
a drop in production to around 450 000 pages for the year,
which was still higher than the final figures.

The work on the multilingual terminology database ECHAterm15 that the Centre had been developing on behalf of
ECHA from 2010 was completed in 2011. The Centre had
not only been in charge of the language content of the
database, but also of the design and implementation of the
IT tool used to disseminate and maintain the terminology.
The ECHA terminology project was launched to provide the
agency’s stakeholders and language experts with a reliable
multilingual terminology tool in the field of the REACH and
CLP Regulations16.
Users of the ECHA website now have free access to over
900 concepts in 22 EU languages. The database provides
definitions, contexts, and sources. The website provides
advanced search features, online editing and data review, as
well as the possibility to download the glossary and support
documentation.
The Centre will continue to enlarge the ECHA-term glossary
in the future.
As from mid-2011 the Centre also maintained and hosted the
ECHA-term IT system.
In addition, the Centre devoted 283 man-days to the
preparation of terminological glossaries. This represented a
46.6% decrease compared to 2010.
In the framework of the ECHA-term project, the Centre
prepared a glossary of 55 core terms in 22 EU languages.
For Frontex it compiled a glossary of 46 core terms in 22 EU
languages. In addition, the Centre provided terminology watch
for EFSA and added 103 terms to the agency’s glossary, in
German, English, French and Italian. For the ECB, it completed
an English glossary of 150 terms and synonyms provided
by the client with their Irish equivalents. Finally, the Centre
extracted 45 core terms from a document on communicable
diseases into 22 languages for the ECDC, in order to prepare
a multilingual glossary in 2012.

Term lists
900 000

Total: 712 813 pages

800 000
700 000

Community trademarks and designs:
433 885 pages

Pages

600 000
500 000
400 000

Documents: 278 928 pages

300 000
200 000

2011 saw a significant drop in the number of requests for term
lists. Since the introduction of this new service in 2007, clients
had been requesting the translation of an average of 25 000
terms per year (not including the 652 540 terms for the OHIM’s
EuroAce17 project in 2010).
In 2011, seven clients requested a total of 13 634 terms. An
additional 33 576 were translated for the OHIM in the context
of trademark classification.

Editing
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In 2011, nine clients requested the editing of a total number of
13 087 pages. Among these pages, 11 241 were Opposition
Decisions from the OHIM. Although the Centre can provide
editing in all official EU languages, most requests were for the
editing of English texts.

For more information on the ECHA-term project, see page 15, as well as the article published in the first issue of the Translation Centre’s client newsletter, The language hub.
For a definition of REACH and CLP, see the ECHA article on page 9.
17
The EuroAce project is the validation of lists of goods and services that the OHIM uses to enable industry to introduce applications for trademark registration.
15
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Translation quality assurance
Status of implementation of the Translation
Quality Assurance Action Plan
During the year, the Translation Quality Assurance Action Plan
underwent a major restructuring. Indeed, an action plan cannot
be a static, unchangeable tool, but rather a work in progress
which takes new actions on board following a constant
monitoring of the situation. The actions included in the Action
Plan as originally adopted were all kept, new actions were
added and a clearer presentation of the progress achieved
was introduced.
It should be recalled that the final deadline for the completion
of all actions foreseen in the Translation Quality Assurance
Action Plan is 2012, whereas 80% had to be reached by the
end of 2011. At the end of the year, approximately 88% of the
original plan had been implemented, with improvements in all
areas, especially in those where they were most needed.
The reorganisation of the working methods of the Language
and Technology Support Section in the Translation Support
Department required changes to the internal workflow system
in order to include the pre-treatment, mid-treatment and
post-treatment of documents. In the technical pre-treatment
phase, incoming documents are analysed before being sent
to freelance or in-house translators, and thus the number of
technical problems – which in the past were multiplied by up to
22 times – have been considerably reduced. This activity has
involved the development of tools for checking the technical
components of files sent for translation, in particular in less
user-friendly formats. During the mid-treatment phase, files
are checked from a technical point of view before revision
to avoid problems for internal revisers and a multiplication of
technical problems during the post-treatment phase. This has
enhanced the efficiency of the final formatting, completeness
and consistency check of documents.
However, one of the Section’s most forward-looking activities
in 2011 was – and will continue to be – the migration of the
Centre’s translation memories to the interinstitutional Euramis
database; this will involve the import of all clients’ documents,
except confidential ones, into one single central translation
memory. In the longer run, this action will create a better
integration with the systems of the EU institutions, ensure
a greater consistency of the Centre’s linguistic assets and
further improve the efficiency of the translation process.
During the year, one of the results of interinstitutional
cooperation was the installation on all in-house translators’
computers of ‘DocFinder’, a tool which speeds up the search
for official EU documents.
The measure with the most far-reaching impact in the
Translation Department was the refocusing of the training

plan on training actions aimed at honing mother-tongue skills
(e.g. journalistic style and writing for the web workshops, style
seminars, etc.) and acquiring specialised knowledge in the
fields of activity of the Centre’s clients (e.g. seminars – in the
different EU languages – in the medical field or in the field
of chemical substances). This was coupled with a reduction
of efforts in traditional language courses, except for the pivot
languages.
In 2010 the Centre had introduced random ex-post quality
checks of its in-house translations. This exercise, considered
to be very useful, continued in 2011 and showed that the
quality was in general good.

Optimisation of core business structure
Several organisational and procedural changes were put in
place in 2011 in order to optimise the core business process,
namely the translation workflow, the client feedback process
and relations with clients, namely:
ÎÎ Merger of the Demand Management and Freelance
Management Sections, resulting in the new Demand
Management Section (DMS) to optimise the overall
organisation of the workflow;
ÎÎ Creation of the post of Translation Workflow Administrator
(TWA) for staff with a strong linguistic background,
handling projects from beginning to end;
ÎÎ Full integration of the Language Support and Technology
Section (LTS) in the workflow to ensure the efficient pre-,
mid- and post-processing of requests.
2011 was the first full year of operation of the External Relations
and Communication Section (ER&CS), which was set up at
the end of 2010. It resulted from the merger of the Client
Coordination Section with the Interinstitutional and Public
Relations Group within the General Affairs Department.
The Section’s main responsibility continues to be maintaining
close relations with clients in order to identify their specific
needs and measure their satisfaction with the services
provided.
With a view to streamlining internal processes and optimising
interaction with clients in the field of language matters, the
network of Client Coordinators was reorganised following a
survey. The new client group structure and the staff changes
relating to it will become effective in 2012.
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Regarding the areas of weakness marked on the CSFs, the
spread was as follows:

Handling client feedback
The new online CSF
With the introduction of the Client Portal18 in January 2011, the
Centre’s tool for measuring client satisfaction with the Centre’s
translations and other language work underwent a substantial
change: the Client Satisfaction Form (CSF), hitherto a Word file
attached to each document returned to clients, was launched as
an online form accessible via the CSF module on the Portal, in
line with clients’ wishes expressed in the ‘CSF Online Survey’
conducted in 2009. The new form also means a more nuanced
approach to quality assessment, as it no longer gives only the
two response options ‘satisfied’/’not satisfied’ but offers the
four options: ‘very satisfied’, ‘satisfied’, ‘fairly satisfied’ and ‘not
satisfied at all’, corresponding to the quality marks ‘excellent’,
‘good’, ‘acceptable’ and ‘unacceptable’. All incoming CSFs are
followed up via the Centre’s CSF database, which allows the
tracking of each CSF, as well as of the actions undertaken in
relation to it.
CSF statistics and improvements deriving from the CSF
monthly analysis meetings
Most of the clients responded well to the new online CSF. The
overall return rate of CSFs, although still low considering the
total number of documents delivered to clients, increased quite
considerably compared to previous years: some 1 415 CSFs
(3.91%) were returned in the course of the year. For com
parison, in 2009, the total number was 980 (2.96%), and in 2010
the figure was 1051 (2.87%). The distribution of CSFs over the
four categories was as follows: very satisfied: 254 (17.95%);
satisfied: 702 (49.61%); fairly satisfied: 359 (25.27%); and not
satisfied at all: 100 (7.13%). The ratio between satisfaction
(response options: very satisfied, satisfied and fairly satisfied)
and true dissatisfaction (not satisfied at all) was thus 100:7
(1 315 positive CSFs, i.e. 3.63%, against 100 negative CSFs,
i.e. 0.28%).
Total

Positive

Negative

4.00

980

1051

3.50
3.00

100

472

378

579

602
363

221

302

654
83

197

114

0.50

433

1.50
1.00

665

2.50
2.00

0.00

2006

2007

2008

2009

Evolution of CSFs
18

See page 18.

2010

2011

109

110

56

27

32

86

60

40
26

39
10

Areas of weakness

The table clearly shows that the main areas for improvement
are: inaccuracy, mistranslation and terminology, which is only
natural given the very technical nature of many documents sent
for translation.
The monthly CSF analysis meetings continued to serve as a
regular platform for discussing quality improvement measures.
At these meetings, the feedback received from clients during
the previous month is reviewed case by case, as well as the
conclusions of the translator concerned after having analysed
the client’s comments or revised document. The group defined
31 concrete actions, set clear deadlines for their completion,
and assigned ‘action owners’. The implementation rate of the
defined actions was: 90.33%. Reports on the CSFs received
and the actions taken were presented quarterly to the Centre’s
Director.
After intense consultation of all parties involved in the feedback
workflow, the official Quality Process C12, ‘Measuring and
handling of client satisfaction’ was brought into line with the
changes resulting from the Centre’s internal reorganisation, the
introduction of the new Client Portal, the online CSF and the
recommendations of two internal quality audits, conducted in
October 2009 and February 2011, respectively.

%
1415

4.50

1315

%

142
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Workflow optimisation and innovation
Designing a new Translation Workflow
Management system
The Centre continued to work
on the e-CdT programme (ex
Corporate Portal project),
which covers some of its main
IT development projects. The first module, the new ‘Client
Portal’, a secured software interface that addresses the needs
of the clients, was released in January 201119.
A second, important part of the e-CdT programme is the
replacement of the IT systems currently used for the
management of the translation workflow and the working
environments of translators. This has become necessary as the
legacy systems have reached the end of their lifecycle both from
a technical and functional point of view. The expected benefits
of this project are increased efficiency of the workflow though
automation and streamlining, an improved overall quality of
service by better communication between the stakeholders and
sharing of language resources, as well as greater flexibility in
the implementation of emerging clients’ needs.

Technology Watch as a tool for innovation
The Centre was an active member of the interinstitutional
Language Technology Watch Group. In addition to presenting a
report on proofing tools, it coordinated the exchange of custom
dictionaries among the EU institutions.
In discussions between the Commission’s machine translation
team and the Centre, it was proposed that the Centre become the
single point of contact for the EU Agencies for this project. This
would mean that requests for access to the machine translation
service, and especially the development of agency-specific
translation engines, would be coordinated by the Centre.
The Centre participated in an interinstitutional exchange
programme with the European Parliament Euramis Team. This
experience provided important input for the Centre’s own project
for a more systematic use of translation memory software in the
pre-processing of translation requests.

Early in 2011, the Centre’s management took the decision to
purchase a market product, rather than to launch an in-house
development. In preparation for the launching of a call for tenders
procedure in early 2012, the Centre mandated an external
company with a market study on translation workflow systems.
This study confirmed that there are several competitors in the
market today offering valid, mature and customisable workflow
tools that could satisfy the Centre’s needs. In parallel, the
Centre made progress in drafting the technical and functional
specifications of the new system, that will be a key element of
the call for tenders.

Programme

Client Portal
19

See page 18.
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Interinstitutional activities
ICTI meetings and working groups

Inter-Active Terminology for Europe (IATE)

The Centre has for many years been actively involved
in in-terinstitutional cooperation. It is a member of ICTI
(Interinstitutional Committee for Translation and Interpretation)
and its subgroups, the Executive Committee for Translation
(ECT) and – at operational level – the Coordination Committee
on Translation (CCT). The mission of these bodies is to
anticipate and enable change; to foster joint activities; to
develop synergies; to build on what others are doing; to share
products and costs; and to promote exchange of information
and best practices in the area of translation.

The ICTI partners continued
to entrust the Centre with the
management of IATE, the European
Union’s interinstitutional terminology
database containing over nine
million terms. As in previous years,
the Centre was in charge of the
administrative and technical support for the internal and
public sites on behalf of the project partners, and chaired the
interinstitutional IATE Management Group.

ate

Apart from actively participating in several working groups and
initiatives, the Centre was in particular involved in:
ÎÎ The definition of a joint training path for translators, through
the establishment of common requirements following
recruitment and recommended areas of intervention for
lifelong training. In this context, the Centre promoted once
again its ‘revision seminar’ as a potential training module
for implementation at interinstitutional level.
ÎÎ Interinstitutional exchanges of translators, translation
assistants and staff working in horizontal services. This
activity materialised in the exchange of a number of staff
from the Centre with other institutions.
ÎÎ The definition of Key Interinstitutional Activity and
Performance Indicators, in order to benchmark translation
activities in different organisations. In this respect, the
Centre shared with the other participating institutions its
analysis of the ‘cost and time intensiveness of document
modifications’.
These activities, together with the other ICTI activities in which
the Centre participated were of crucial importance for keeping
in touch with interinstitutional developments and for anticipating
future changes, risks and opportunities. Furthermore, they
contributed to the rationalisation of initiatives and reduction of
costs.

1 143 280

660 876

10 934

31 607

108 361

171 594

186 197

IATE Scorecard 2011

Technical developments are carried out by the Centre’s IATE
Support and Development Team, which consists of four
external experts financed by ICTI members. Among the new
features developed by this team in 2011 was a mechanism
that simplifies interinstitutional updates and validation and
a Word macro that enhances the integration of terminology
work into the translation working environment. The group
also developed a project proposal for the creation of an
interinstitutional terminology portal.
IATE and the translation world
The interest of the translation world in IATE remained high.
For example, the Interinstitutional IATE Management Group
received a request from the United Nations Headquarters in
New York to access IATE internal. The UNHQ was interested
in studying how certain problems had been solved by IATE in
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the context of a review of the UN’s terminology arrangements.
A second request that could be granted came from the TERTEL
project that wished to integrate IATE into a meta-search tool.
TERTEL aims at developing a meta-search website for the
languages of the ‘Trois espaces linguistiques’ (TEL), namely
French, Spanish and Portuguese.
The Interinstitutional IATE Management Group also received
three cooperation proposals from companies or universities
that wanted IATE to be a partner in an EU-funded research and
development project, namely:
ÎÎ The LISE (Legal Language Interoperability Services) project
wanted IATE to join the project’s user group, and to use
IATE terminology to demonstrate the usefulness of the
data consolidation tools that will be developed in the LISE
framework;
ÎÎ The Sensunique project requested meta-searching in IATE.
This project, funded by the French Agence nationale de la
recherche, will provide linguists with a tool that supports
the creation of controlled vocabularies in specific domains.
The project will access IATE via a web service to check the
validity of the proposal made by this IT tool.
ÎÎ The MONNET (Multilingual Ontologies for Networked
Knowledge) project. This EU-funded research project has
developed a tool that translates ontologies automatically
using publically available machine translation engines
(namely Google Translate). The project leader would like to
use IATE as a more reliable source for translations.
One of the Centre’s tasks as IATE’s tool manager is to monitor
and report possible copyright infringements of the IATE partners.
One case was detected and followed-up at interinstitutional level
according to the official procedures in place.

1%
4%

1%

IAMLADP 2011

IAM

As in the past years, the Centre actively
participated in the various groups of
the IAMLADP (International Annual
Meeting on Language Arrangements,
Documentation and Publications) family, including the Task Force
on Joint Training Ventures and the University Contact Group.

LADP

The Centre attended IAMLADP’s annual meeting, held at the
Food and Agriculture Organization (FAO) of the United Nations
in Rome, in July 2011. The meeting focused on several hot topics
such as the difficulty in hiring and retaining language service
staff, and especially the shortage of qualified staff for certain
languages. Succession planning was also debated at length,
which is not surprising given that 43% of UN translators will have
retired within five years.

JIAMCATT 2011
The Centre attended the
JIAMCATT meeting held
in Turin, in April. On this
occasion, it had the opportunity
to approach various institutions and organisations (e.g. the
World Trade Organization, WTO and the International Labour
Organisation, ILO) and software companies to share ideas
and solutions, and to discuss needs in the field of document
referencing and retrieval. At some participants’ requests, the
Centre’s representative explained the functioning of the PreIATE
macro (a virtual separate part of IATE hosting provisional entries
or raw material to be verified, completed and then transferred
into IATE).

en - English
1%

fr - French

4% 1%

de - German

16%

it - Italian

6%

nl - Dutch

6%

16%

es - Spanish

da - Danish

7%

pt - Portuguese
7%

12%
8%

8%

el - Greek
fi - Finnish
sv - Swedish
la - Latin
pl - Polish
lt - Lithuanian
hu - Hungarian

Terms by language in IATE at end-2011
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Other external outreach activities
‘Best practices in translation revision’ seminar
The ‘Best practices
in
translation
revision’ seminar
promotes exchange,
opens up debate
and
harmonises
good practice in the
field of translation
revision. Set up in 2009, the one-day seminar has been
given 13 times in different countries by a team of three of
the Centre’s translators to IAMLAPD member organisations,
translation students and new colleagues. This year, it was
presented at Tallinn University and in-house to newcomers.
In the framework of this initiative, the Centre welcomed
Professor Louise Brunette from the University of Quebec, an
eminent specialist in the field of revision, to exchange views
on the subject.
At the IAMLADP meeting in Rome, the training course on
‘Best practices in translation revision’ was again mentioned as
a positive example for sharing knowledge among international
organisations. The Centre proposed developing a new joint
training venture in the field of proofing tools to be offered to
IAMLADP members from 2012 onwards.

Professor Luisa Giacoma from the University of Torino

Trainees at the Centre
In 2011, the Centre recruited four trainees who were university
students or young professionals following postgraduate
studies. They completed their traineeships in the fields of
translation, terminology and Computer-Assisted Translation
management.
The Centre continued hosting visits of trainees from the other
EU institutions, welcoming six groups from the European
Parliament (over 150 trainees).

Contact with Member State universities
The Centre gave presentations on its activities at the
Universities of Pisa, Bergen, Valladolid and Leicester.
As a result of the keynote speech given in Bergen, the
Centre was featured in the first online issue of SYNAPS, a
professional communication journal published by the Bergen
NHH Business School.
One of these contacts, namely at the University of Pisa,
resulted in an agreement for cooperation in the language field.
An online consultation line was opened between a professor
from this university and the Centre’s Italian team, who can
now seek advice on specific linguistic issues from this expert.
The Centre also hosted a visit from the University of Palermo
at its premises, and an interinstitutional seminar on a bilingual
dictionary by Professor Luisa Giacoma from the University of
Torino.
The traineeship selection procedure (see next paragraph)
contributed to reaching out to a number of universities
throughout Europe.

Group of trainees from the other EU institutions

Other external outreach activities
A government delegation from the Korean Ministry of Foreign
Affairs and Trade visited the Centre to learn about how
translation is organised here.
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V. EXTERNAL COMMUNICATION
The Translation Centre – a practical
guide for clients
At the end of the year, the Centre released a practical
guide for clients to facilitate their day-to-day business. The
brochure, entitled ‘The Translation Centre – a practical guide
for clients’, gives information on the Centre’s organisational
structure, language services and pricing, and provides handson guidelines regarding the placing of (translation) requests. It
is available in PDF format on the Client Portal.
ÎÎ https://clientportal.cdt.europa.eu

The language hub – the Translation
Centre’s client newsletter
The Centre released the first
issue of its client newsletter
The language hub to the
No1
Management Board at
The language hub
its October meeting. The
purpose of this publication is
to bring the Centre closer to
clients, to give them an insight
into operational matters, and
to focus on current events or
projects. It will be published
annually, in October, on
the Client Portal whereas the present Client Report will be
distributed at the March meetings of the Management Board
and published on the Centre’s public website.
CdT - Translation Centre for the Bodies of the European Union

The Translation Centre’s client newsletter

Editorial

It is with great pleasure that we invite you to discover the Translation
Centre’s first Client Newsletter. The launch of a new publication is obviously
an exciting endeavour. There are so many things to say about the Centre
and about what we do for and with our 56 clients…

For this very first issue, we decided to focus on some of the teams whose
raison d’être is to work closely with the client organisations who benefit
from our language services, in order to understand and meet their needs.
These teams are in three of the Centre’s five departments: the Demand
Management Section, in the Translation Support Department, manages
the workflow from the receipt of the client’s request to the delivery of the
final product. The Client Coordination Group, which is part of the External
Relations and Communication Section in the General Affairs Department, is
in charge of the analysis of client feedback and communication activities at
the Centre and with its stakeholders. To facilitate the work of the translators,
a team of Client Coordinators in the Translation Department centralises
language queries that frequently arise during the translation process, and
clarifies them in liaison with the client.

In this newsletter, we would also like to take the opportunity to describe
what happens to your request when it arrives at the Centre, and how we
treat your feedback submitted via the Client Satisfaction Form. We are
pleased to showcase a project recently completed for one of our clients
(ECHA) in the field of chemical terminology, and to present the status of
the Client Portal, now that 10 months have gone by since its launch. Our
objective is thus to bring the Centre closer to you and to give you an insight
into our day-to-day business.
We sincerely hope you will enjoy discovering the people who, with their
experience and commitment, help you carry out your mission in our
multilingual Europe. Working in 23 official languages (and many non-EU
languages), with sometimes very tight deadlines, in numerous specialised
domains, is a real challenge. We are happy to take up this challenge and
proud to serve your organisation. May our cooperation be long-lasting and
fruitful!
Thierry Fontenelle & Stephanie Busse
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“

Our clients are
our raison d’être.
It is therefore
only normal that
we do our best
to accommodate
them.
Gailė Dagilienė

Bâtiment Nouvel Hémicycle  1 rue du Fort Thüngen  L-1499 Luxembourg  Tel.: +352 42 17 11 1  Fax: +352 42 17 11 220  cdt@cdt.europa.eu

Huge audience for the Translation
Centre’s public website
The Centre’s new public website, which was launched in
November 2010, registered almost 97 000 visits in 2011. It is
one of the few EU sites that offer localised content in the 23
official languages. Statistics show that visitors appreciate it
since the site is regularly consulted in all languages.
ÎÎ http://www.cdt.europa.eu

The Translation Centre is now also
on Facebook
The Centre enriched its external communications profile by
joining the social media community with its Facebook page
launched in October, with the hope of raising awareness of
its work among the citizens of the European Union and of
reaching new audiences.
ÎÎ www.facebook.com/translationcentre

ÎÎ https://clientportal.cdt.europa.eu

Drafting of the External Communication Framework
In order to take a systematic corporate approach to external
communication, the Centre drafted the ‘External Communication Framework’, for adoption in early January 2012.
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VI.

ANNEXES

The Translation Centre’s organisation chart

Management Board
Rytis Martikonis
Chairman

Strategic Planning and Monitoring
Section

Director
Gailė Dagilienė

Translation Support
Department

Administration
Department

Translation
Department

Deputy Head

Germanic
Language Group

Romance
and Mediterranean Language
Group

Interinstitutional
IATE Group

Demand
Management Section

Budget and Finances Group

Accounting Officer

Language and
Technology Support Section
Human Resources Section

Finno-Ugric and Baltic Language
Group

Director’s Office Secretariat

IT Department

General Affairs Department

Deputy Head

Legal Affairs Section
Slavonic and Greek
Language Group

Director’s Assistant / Management Board Secretariat

Facilities
and Security Group

Development Section

Service Desk Section

IT Infrastructure Section

Project
Management Office

External
Relations and
Communication Section

ARTEMIS-JU
BEREC
CCE-EMPLOI
CDT
CEDEFOP
CEPOL
CFCA
CJCEU
CONSEIL
CPVO
CSJU
EACEA
EACI
EAHC
EASA
EASO
EBA
ECA
ECB
ECDC
ECHA
EDA
EDPS
EEA
EFSA
EIB
EIGE
EIOPA
EIT
EMA
EMCDDA
EMSA
ENIAC JU
ENISA
ERA
ERC
ESMA
ETF
EU-OSHA
EUROFOUND
EUROJUST
EUROPOL
EUSC
F4E
FCH JU
FRA
FRONTEX
GSA
IMI JU
OHIM
OMBUDSMAN
REA
SJU
TEN-T EA

204
197
203

42
285

10
151
66

21

400
487

4080

2905

1165
42
948

176
1560
43
886

3247
3456

6110

9461

8185

7068

6224

6130

6427

7103

15055

14356

15399

15765

30927

28870

36448

36811

Volume per client

89

1163
341
288
30

126
927

819
863
1547
253
337
470
42

86
127

28

Total volume

Community trademarks and
designs
60.87% (433 885 pages)

Documents
39.13% (278 928 pages)
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Documents TrademarksTotal
286367 484350
770717
315624 520415
836039
263790
452126
715916
forecast
263162 433885
697047

Amending budget 2011

697047

Invoicing

433885

452126

520415

484350

263162

263790

315624

286367

715916

Initial budget 2011

770717

Preliminary draft budget 2011

836039

minary draft budget 2011
budget 2011
ding budget
2011
Volume
vs
ing

Documents
Trademarks

Total

Human and financial resources 2011 (forecast(*) vs actual)
Activities

Figure type

Human resources (**)(***)

Financial resources (***)

Officials

Core operational Forecast
activity: translation Actual

62.2%

152.3

31.0

106.3

15.0 17 785 431

3 002 111 14 497 700 35 285 242

75.1%

63.7%

141.5

30.0

96.5

15 15 767 033

2 577 509 13 704 572 32 049 114

75.8%

Forecast

28.3%

69.4

17.0

47.4

5.0

5 604 951

1 355 708

0

6 960 659

14.8%

Actual

26.1%

57.9

17.1

40.8

0

4 752 590

1 047 152

0

5 799 743

13.7%

1.9%

4.7

2.0

2.7

0.0

645 189

90 836

705 000

1 441 025

3.1%

External outreach

Forecast

Title 1

Title 2

Title 3

2.3%

5.1

2.3

2.8

0

712 375

103 028

693 336

1 508 740

3.6%

Management and Forecast
supervision activities Actual

7.6%

18.6

13.0

5.6

0.0

2 906 529

363 345

0

3 269 874

7.0%

7.9%

17.6

11.7

6.0

0

2 508 157

424 706

0

2 932 863

6.9%

Forecast

100.0%

245.0

63.0

162.0

20 26 942 100

4 812 000 15 202 700 46 956 800

100%

Actual

100.0%

222

61

146

15 23 740 155

4 152 396 14 397 908 42 290 460

100%

Grand total

Actual

CA

Budget
(%)

Total

Support activities

TA

Total
budget

Total (%)

(*) See the Annual Work Programme 2011.
(**) Expressed in full-time equivalents (FTE).
(***) Rounded-up figures.
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Key figures 2011 per client(*)
ACER
ARTEMIS JU

Agency for the Cooperation of Energy Regulators
ARTEMIS Joint Undertaking

BEREC

Body of European Regulators for Electronic Communications

CCE-EMPLOI
CoR
Cedefop
CEPOL
CFCA
CJEU
Council
CPVO
CSJU
EACEA
EACI
EAHC
EASA
EASO
EBA
ECA
ECB
ECDC
ECHA
EDA
EDPS
EEA
EFSA
EIB
EIGE
EIOPA
EIT
EMA
EMCDDA
EMSA
ENIAC JU
ENISA
ERA
ERCEA
ESMA
ETF
EU-OSHA
Eurofound
Eurojust
Europol
EUSC
F4E
FCH JU
FRA
Frontex
GSA
IMI JU
OHIM
OHIM TM
Ombudsman
REA
SJU
TEN-T EA

European Commission, Directorate-General for Employment, Social Affairs and Equal Opportunities (DG-EMPL)
Committee of the Regions of the European Union
European Centre for the Development of Vocational Training
European Police College
Community Fisheries Control Agency
Court of Justice of the European Union
Council of the European Union
Community Plant Variety Office
Clean Sky Joint Undertaking
Education, Audiovisual and Culture Executive Agency
Executive Agency for Competitiveness and Innovation
Executive Agency for Health and Consumers
European Aviation Safety Agency
European Asylum Support Office
European Banking Authority
European Court of Auditors
European Central Bank
European Centre for Disease Prevention and Control
European Chemicals Agency
European Defence Agency
European Data Protection Supervisor
European Environment Agency
European Food Safety Agency
European Investment Bank
European Institute for Gender Equality
European Insurance and Occupational Pensions Authority
European Institute of Innovation and Technology
European Medicines Agency
European Monitoring Centre for Drugs and Drug Addiction
European Maritime Safety Agency
ENIAC Joint Undertaking
European Network and Information Security Agency
European Railway Agency
European Research Council Executive Agency
European Securities and Markets Authority
European Training Foundation
European Agency for Safety and Health at Work
European Foundation for the Improvement of Living and Working Conditions
European Judicial Cooperation Unit
European Police Office
European Union Satellite Centre
Fusion for Energy Joint Undertaking
Fuel Cells and Hydrogen Joint Undertaking
European Union Agency for Fundamental Rights
European Agency for the Management of Operational Cooperation at the External Borders of the European Union
European GNSS Agency
IMI Joint Undertaking
Office for Harmonization in the Internal Market (Trade Marks and Designs) – Documents
Office for Harmonization in the Internal Market (Trade Marks and Designs) – Trademarks and Designs
European Ombudsman
Research Executive Agency
SESAR Joint Undertaking
Trans-European Transport Network Executive Agency

(*) The clients are listed in alphabetical order.
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Total number of pages
Translated

Forecast

Respect of deadlines

Requested deadlines

(in documents)

(in pages)

Requested

Delivered

Normal

Scheduled

Client Satisfaction Forms (CSF)
Urgent

Returned

Return Rate

0
86

0
p.m.

0
43

0
43

0
86

0
0

0
0

0
0

0% ACER
0% ARTEMIS JU

127

0

24

24

127

0

0

0

0% BEREC

28870
0
819
863
1547
253
337
470
42
7103
126
927
15399
1163
341
288
30
6427
36811
89
14356
3247
3456
176
1560
43
886
30927
6130
1165
42
948
8185
400
487
2905
6224
9461
21
7068
10
151
66
15055
4080
42
285
36955
433885
6110
204
197
203

13978
0
1240
1183
1613
p.m.
3736
1290
p.m.
8882
400
1398
31673
p.m.
n/a
640
644
7008
45997
54
14600
4301
7097
p.m.
4774
n/a
945
39129
7005
2198
n/a
1075
4839
488
n/a
2590
7813
6989
54
15089
p.m.
538
p.m.
14500
3500
220
p.m.
52210
520415
4839
297
376
423

3133
0
181
85
137
13
41
180
21
718
28
51
388
10
36
59
3
352
4038
5
845
240
632
48
106
22
26
9569
269
65
21
141
300
131
85
241
1349
1777
21
559
3
24
44
897
93
21
42
6520
433885
759
68
153
110

3085
0
178
85
136
13
40
180
21
714
28
47
387
10
36
59
3
349
3990
5
842
238
621
48
105
22
26
9450
269
65
21
141
287
131
85
241
1307
1774
20
557
3
24
43
890
89
21
42
6339
433885
757
68
153
109

8863
0
603
853
1146
213
134
253
42
4653
105
429
1261
0
322
245
26
6427
27573
48
785
2554
1433
160
1492
1
878
2756
1519
1036
0
792
5033
328
382
787
4612
7175
21
5063
0
105
44
13198
3909
0
282
17481
433885
664
197
132
197

18314
0
0
0
0
22
145
0
0
1224
0
0
14117
0
0
0
0
0
6930
0
13204
0
0
0
0
42
0
24407
0
0
0
0
2855
8
0
0
1247
0
0
0
0
0
0
0
0
0
0
4557
0
5378
0
0
0

1693
0
216
10
401
18
58
217
0
1226
21
498
21
1163
19
43
4
0
2308
41
367
693
2023
16
68
0
8
3764
4611
129
42
156
297
64
105
2118
365
2286
0
2005
10
46
22
1857
171
42
3
14917
0
68
7
65
6

52
0
21
2
0
1
2
0
0
4
0
0
36
0
0
1
2
59
15
1
46
2
41
0
9
0
0
967
4
0
0
0
21
23
0
0
19
25
0
0
0
0
1
21
0
0
0
33
0
1
0
0
0

1.65%
0
11.60%
2.35%
0%
7.69%
4.88%
0%
0%
0.56%
0%
0%
9.28%
0%
0%
1.69%
50%
15.69%
0.37%
20%
5.44%
0.83%
6.49%
0%
8.49%
0%
0%
10.04%
1.49%
0%
0%
0%
7%
17.56%
0%
0%
1.41%
1.41%
0%
0%
0%
0%
2.27%
2.34%
0%
0%
0%
0.50%
0.13%
0%
0%
0%

CCE-EMPLOI
CoR
Cedefop
CEPOL
CFCA
CJEU
Council
CPVO
CSJU
EACEA
EACI
EAHC
EASA
EASO
EBA
ECA
ECB
ECDC
ECHA
EDA
EDPS
EEA
EFSA
EIB
EIGE
EIOPA
EIT
EMA
EMCDDA
EMSA
ENIAC JU
ENISA
ERA
ERC
ESMA
ETF
EU-OSHA
Eurofound
Eurojust
Europol
EUSC
F4E
FCH JU
FRA
Frontex
GSA
IMI JU
OHIM
OHIM TM
Ombudsman
REA
SJU
TEN-T EA

TF-AB-12-001-EN-C (print)
TF-AB-12-001-EN-N (web)

CdT - Translation Centre for the Bodies of the European Union

