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ULG: Written Translation Quality Processes and Overview

United Language Group has nearly four decades of experience providing qualified written translation and
localization services for the U.S. healthcare, health insurance and medical industries in over 235 languages.
We approach language access with evidence-based solutions, proactive measures and culturally-sensitive
communication to ensure equitable, meaningful access for all diverse communities and populations

From health education and vital documents to member outreach and enrollment materials, ULG delivers high
service standards with every translation project, delivering language translation with quality, service and
speed. Our ISO-certified quality assurance processes, rigorous linguist assessment and qualification
requirements, and metric-driven reporting ensure that all translated materials meet the high level of accuracy
that is required while still resonating on a cultural level.

1. Translator Qualifications and Language Proficiency Assessments

ULG has adopted a rigorous screening and training process to assess, evaluate, and qualify our
healthcare translators. All translators must be native speakers of the language into which they
translate, and most average ten or more years of experience in most languages, hold language
certification and/or advanced degrees, and all must pass a variety of tests and questionnaires to
measure each applicant’s language skill and proficiency in source and target languages, as well as
healthcare terminology and cultural appropriateness. The results, combined with the applicant’s
background and experience, indicate whether a linguist is skilled and proficient enough to work with
ULG. We further continue this with training, rating, and assigning the most appropriate translators to
work on any given project. Please see below for requirements for our translators in our linguist
qualification policy:

e Must pass a rigorous translation test for accuracy and regional nuance.

e Most hold a verifiable language certification and at least one advanced degree from a recognized
university. Additional degree(s) in industry subject matter are preferred and prioritized

e Must be a native and primary speaker of their target language(s).

e Must have >5 years of professional translations experience. >10 years is preferred and
prioritized.

e Must provide 3+ contactable references from clients and samples of previous work to be
assessed.

¢ Ongoing assessment: In addition to these entry criteria, ULG linguists are continuously assessed
at the project level as part of the QA step.

Additionally, ULG looks to ensure the following:

e ATA Accreditation: Many of our translators are certified by the American Translators Association
(ATA). However, ATA certification is not available in many of the language pairs of the U.S. LEP
populations. Due to our high standards of linguist proficiency requirements, we rely on our
multi-step qualification process and translator’s background, assessment results, education and
references to determine their skill level.

e Technical capabilities: We require translators have appropriate electronic tools, working
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knowledge of translation memory, automated term lists and other software programs.

e Onboarding: Once a translator is qualified and approved through the recruitment and
qualification process mentioned above, an on-boarding process is in place that includes contract
signing, confidentiality agreements, portal training and customer-specific training as well as
process and policy review.

e Ongoing monitoring: Work completed by our active translators undergoes our internal quality
assessment audits on a regular sample of translation projects. All linguists must maintain high
guality scores on these audits to continue working with us.

2. Metrics and KPI's For Consistent Service Delivery
ULG’s Quality/Information Security Management System (QMS/ISMS) guides our policies, principles,
processes and procedures which describe how ULG manages organizational goals, meets applicable
customer and regulatory requirements and complies with our ISO certifications (see attached)

Our quality process enables us to optimize our services and deliver consistent quality, and timely
language services. This approach also facilitates achieving consistent results by measuring KPI’s such
as turnaround time, accuracy and more, thereby helping to ensure timely, accurate and reliable
translations that meet client requirements. Metrics and KPIs tracked include:

e On-time deliveries: ULG maintains a 99% on-time delivery (OTD) rating. On-time delivery is
automatically tracked through our secure portal and Translation Management System. ULG
translation services and timelines are aligned to meet customer-specific or product-specific
timelines, such as rapid-turn Grievance and Appeals, annual enrollment materials, and more.

e Translation Quality: Measuring translation quality is vital to understanding and evaluating
final deliverables. Regular quality-level audits help to identify any potential issues with
processes/resources and allow us to identify trends that require immediate corrective
action.

e Customer Satisfaction: Gathering feedback directly from our clients allows us to identify
potential issues which are not visible/identifiable from other reports/KPls. As well, it
indicates where improvements and innovations may be needed.

e TM leveraging analysis: By analyzing TM (translation memory) we identify content trends and
savings to maximize the TM leveraging.

e Utilization: Comparing translation volumes against utilization numbers is a great way to
identify ULG’s capacity for scalability planning for account growth and managing volume
projects.

3. Language Quality Control and Quality Assessment Process
Language quality control is at the heart of ULG’s ability to help ensure accurate, effective and
culturally appropriate translations. Our documented quality-driven policies, procedures, evaluation
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standards, and multi-step translation processes, help ensure consistently high quality for every
translation in every language.

ULG knows the importance of ensuring linguistic accuracy, readability, and cultural appropriateness
in written translations. Our teams take special care to ensure cultural nuance and appropriate literacy
levels are applied to each delivery. We also follow industry-leading best practices from healthcare-
focused institutes such as Centers for Medicare & Medicaid Services, Department of Health and
Human Services, American Medical Association and more. Some examples include:

e Utilizing qualified, subject-matter professional translators who have the appropriate cultural
knowledge, translation and writing skills needed to for high-quality, culturally appropriate
translations.

e Arequirement for using multiple, separate and qualified professionals listed above for every
translation.

e Providing linguists with training, reference/ background information, target audience insight,
and any specific requirements to better result in a translation that resonates with the
intended recipient.

e Ensuring translations preserve the content and meaning of the original text, easy to
understand, and translated with cultural and linguistic sensitivity as needed.

e Multiple QA steps to ensure translated text is reviewed for accuracy, cultural and linguistic
appropriateness, and literacy level consistency.

Quality Control is measured across the process. Separate, experienced, native-speaking linguists
translate, edit and proofread each translation as well as perform an auto check to ensure
content matches any approved term lists/glossaries. Separate, qualified proofreaders are utilized
with every language pair and service we offer. Proofreaders check for any errors in the grammar,
syntax, punctuation, sentence structure and more. They also can check to ensure that the
translated text is contextually correct and culturally appropriate. Translated and formatted
documents can also go through an additional multi-step Third-Party Quality Assurance (QA)
process that includes tasks such as checking sizing and placement of text or headers/footers,
text and graphic formatting, function of hyperlinks, updating/ formatting of tables of contents
and indices, formatting/placement of bullets and margins and column and page breaks. Quality e
assurance representative sign off on the process once complete and is saved for tracking
purposes.

Leslie 16urg

Leslie Iburg

Director of Healthcare Accounts
United Language Group,
September 27, 2023
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This certifies that the Information Security Management System of

United Language Group, Inc.

1550 Utica Avenue
Suite 420
Minneapolis, Minnesota, 55416, United States

has been assessed by NSF-ISR and found to be in conformance to the following standard(s):

1SO 27001:2013

Scope of Certification:
The ULG Information Security Management System will provide the framework of processes and
best practices for the protection of client and employee information and the management of risk to
information security in accordance with the Statement of Applicability version 7.0 27th Jan 2020

Statement of Applicability (SOA): January 27, 2020 V 7.0

Certificate Number: C0748976-IM3

- Certificate Decision Date: 17-MAR-2023
Certificate Issue Date: 24-MAR-2023

Cycle Effective Date: 11-APR-2023

Sameer Vachani Certificate Expiration Date*: 10-APR-2026

Senior Director, NSF-ISR

Issued by:
NSF International Strategic Registrations (NSF-ISR) )

789 N. Dixboro Road, Ann Arbor, Ml 48105 USA - P

ANSI National Accreditation Board
Authorized Certification and/or Accreditation Marks. This certificate is property ACCREDITED
of NSF-ISR and must be returned upon request. — IR
*Company is audited for conformance at regular intervals. To verify M"EEQ?FF'Y'CEANJOSNYSZEMS

certification call (888) NSF-9000 or visit our web site at www.nsf-isr.org


http://www.nsf-isr.org/
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ANNEX PAGE FOR CERTIFICATE NUMBER: C0748976-IM3

This Annex is only Valid in connection with the above-mentioned certificate issued by NSF-ISR

CERTIFICATE ISSUE DATE:
24-MAR-2023

CERTIFICATE EXPIRATION DATE:
10-APR-2026

United Language Group, Inc.

1550 Utica Avenue

Suite 420

Minneapolis, Minnesota, 55416, United
States

Issued by:

NSF International Strategic Registrations (NSF-ISR)

789 N. Dixboro Road, Ann Arbor, Ml 48105 USA

Authorized Certification and/or Accreditation Marks. This certificate is property

of NSF-ISR and must be returned upon request.

*Company is audited for conformance at regular intervals. To verify
certification call (888) NSF-9000 or visit our web site at www.nsf-isr.org

Location:

United Language Group, Inc. - 67852

Unit 27

Glenrock Business Park
Ballybane, Galway, H91 AE12,
Ireland

Location:

United Language Group, Inc.-
C0359514

Office No. 713- 714, Neelkanth
Corporate IT Park

Neelkanth Corporate IT Park
Kirol Road, Vidyavihar (West)
Mumbai, 400086, India

ANAB

Scope:

The ULG Information Security
Management System will
provide the framework of
processes and best practices
for the protection of client and
employee information and the
management of risk to
information security in
accordance with the Statement
of Applicability version 7.0 27th
Jan 2020

Scope:

The ULG Information Security
Management System will
provide the framework of
processes and best practices
for the protection of client and
employee information and the
management of risk to
information security in
accordance with the Statement
of Applicability version 7.0 27th
Jan 2020

ANSI National Accreditation Board

ACCREDITED

B ISO/IEC (7021-1_ gy
MANAGEMENT SYSTEMS

CERTIFICATION BODY


http://www.nsf-isr.org/
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