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Language Neutralization
in Customer Service:
The How & Why of

Real-time Translation




Turn your
customers

into brand
loyalists by
breaking

down language
barriers

According to a report by ICMI, 74* of
customers surveyed said they would

be more likely to purchase from a brand
again if they received customer support
in their native language. As brands expand
their reach in hopes of gaining market
share, effective communication across
diverse languages is critical. This demand
has given rise to the concept of language
neutralization — a process that enables
brands to transcend linguistic barriers and
cater to a global audience.

A study conducted
by the European
Commiission found
that 42” of European
consumers hever
purchase products or
services in languages
other than their
native language,
underscoring the
importance of being
able to offer this kind
of experience.

Language neutralization refers to the process of making
communication content, such as customer service interactions,
understandable and relatable to speakers of various languages
without favoring any particular language. In short, it's real-time
translation. It's about creating a bridge between languages and
cultures while maintaining clarity and accuracy. Four key pieces of
technology make this possible.

At the heart of language neutralization lies Natural Language

Processing (NLP), a branch of artificial intelligence (AI) that
empowers computers to understand, interpret, and generate
human language. NLP algorithms analyze customer queries and
responses, breaking them down into meaningful components,
which can then be transformed into a language-neutral format.

Text-to-Speech (TTS) technology also plays a vital role in

language neutralization by converting written content into
spoken words. TTS systems employ advanced algorithms to mimic
human speech patterns, tone, and inflections, ensuring that the
message resonates with the intended audience, regardless of
language barriers.

Transcription technology converts spoken language into

written text. This is particularly valuable for customer service
calls or interactions conducted via voice messages. Transcriptions
provide a textual reference for understanding customer needs and
concerns, enabling efficient responses.

Translation technology acts as the cornerstone of language

neutralization. Advanced machine translation systems can
swiftly and accurately translate text from one language to another.
These systems leverage vast datasets and machine learning (ML)
algorithms to enhance translation quality over time.




Many brands recognize the importance of offering multilingual
customer service to cater to a diverse customer base, however,
the penetration of this capability varies greatly across industries,
regions, and company sizes. A study conducted by the European
Commission found that 42* of European consumers never
purchase products or services in languages other than their
native language, underscoring the importance of being able
to offer this kind of experience if nurturing an international
customer base is part of a brand’s strategy. Other benefits include:

« Expanded market reach
By breaking down language barriers, brands can
engage with a wider audience, tapping into new markets
& customers segments.

« Enhanced customer experiences \
Language-neutral customer service fosters inclusivity,
making customers feel valued & understood, leading to
improved satisfaction levels.

« Efficiency & scalability
Automated language neutralization processes enable
brands to handle a larger volume of customer interactions
efficiently, reducing response times & ensuring consistent
service quality.

o Brand reputation & loyalty

Brands that prioritize language-neutral communication
demonstrate cultural sensitivity, building trust & loyalty
among customers.

Final thoughts

Language neutralization is more than just a technological advancement; it's a strategic tool that helps brands
transcend barriers and connect with a diverse global audience. Through the integration of technologies like
NLP, TTS, transcription, and translation, businesses can create an inclusive and efficient customer service
experience that leaves a lasting impression - in any language.
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Edify connects businesses with customers and employees with each other, making
enterprise communications as easy as personal ones. Its flagship product, Edify CX, unites
contact center (CCaaS), unified communications (UCaaS), and real-time communications
platform (CPaaS/API) functionality in a no-code cloud-native solution that lets users move
seamlessly among channels within one conversation. Learn more at edify.cx.



