SOP: Translation and Interpretation Service

Procedures

This SOP details the translation and interpretation service procedures, including client intake and needs
assessment, project scope definition, language pair selection, translator and interpreter qualification criteria, document
and audio material handling, quality assurance and review processes, confidentiality and data security measures,

equipment and technology utilization, scheduling and coordination of services, billing and payment protocols, and

feedback and continuous improvement mechanisms. The goal is to provide accurate, timely, and culturally appropriate

language services that meet client expectations and industry standards.

1. Purpose

To define standardized procedures for delivering high-quality translation and interpretation services that ensure client
satisfaction, legal compliance, and consistency.

2. Scope

This SOP applies to all staff, contractors, and partners involved in translation and interpretation services across all
supported languages and service formats.

3. Procedure Overview

Step

Client Intake & Needs
Assessment

Project Scope Definition

Language Pair
Selection

Qualification Criteria

Material Handling

Translation/Interpretation
Process

Quality Assurance &
Review

Confidentiality & Data
Security

Equipment &
Technology Utilization

Scheduling &
Coordination

Billing & Payment

Description

Gather client contact information, requirements, context, deadlines, and preferred
communication methods.

Determine service type (translation or interpretation), document/audio volume, complexity,
and delivery timelines.

Clarify source and target languages and any specific dialect or regional preferences.

Select translators and interpreters based on language proficiency, subject-matter expertise,
certifications, and experience.

Securely collect, log, and store all project files (documents and audio); ensure version
control and authorized access.

Assign tasks, provide necessary reference materials, and use approved methodologies
and technologies (CAT tools, remote interpretation platforms, etc.).

Review and proofread translations; conduct accuracy and cultural appropriateness checks;
record interpreter performance feedback.

Ensure all team members sign NDAs; apply data encryption, controlled access, and secure
data disposal protocols.

Deploy and maintain necessary software, hardware, and communication tools; provide staff
training on new equipment.

Coordinate schedules with clients and linguists, send confirmations and reminders, manage
contingencies.

Issue accurate invoices based on project scope; process payments securely and in a timely
fashion.



Feedback & Continuous = Solicit and review client feedback; analyze errors and complaints; implement corrective and
Improvement preventive actions.

4. Roles & Responsibilities

Project Manager: Oversees all steps, coordinates teams, serves as primary client contact.

Translator/Interpreter: Executes project deliverables to required standards.
Reviewer/Proofreader: Checks accuracy, style, and cultural relevance of deliverables.
IT/Data Security Officer: Manages secure handling, transfer, and disposal of sensitive materials.

Billing Specialist: Manages invoicing and payment processing.

5. Documentation & Records

¢ Client intake forms and contracts

¢ Translator/interpreter qualification records

¢ Quality assurance checklists

¢ Confidentiality agreements and access logs
¢ Invoices and payment confirmations

e Client feedback and improvement logs

6. Confidentiality & Data Security Standards

All personnel must adhere to confidentiality agreements and data protection laws. Sensitive documents must be
encrypted, with access strictly controlled and monitored.

7. Quality Assurance

Every deliverable must undergo review by a second qualified linguist or subject-matter expert. Implement corrective
actions in response to errors or client concerns.

8. Review & Continuous Improvement

This SOP will be reviewed annually or as needed. Feedback will be used to update procedures and improve service
quality.
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