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Abstract

This study investigates the prevalence of ISO standards for interpreting (ISOI)

implementation within the UK language services industry. It also explores the underlying

motivations driving ISOI adoption by language services companies (LSCs), identifies the

challenges encountered during the implementation and certification processes, and proposes

potential solutions to address these challenges. Using a qualitative methodology following

desk research, the study involved interviews with five participants conducted between June

and August. The desk research findings reveal that at least 14 companies in the UK have

obtained ISOI certifications, although its overall implementation remains relatively

uncommon. Additionally, participant transcripts indicate that among the six identified

motivations, differentiating from competitors is a primary factor; meeting client requirements,

establishing a compliance framework, and demonstrating adherence are also key drivers.

Other motivations include achieving operational improvements, increasing customer trust,

and collaborating with ATC Certification. The study also highlights the primary challenge of

the time-consuming certification process, alongside other notable obstacles such as complex

implementation procedures, demanding compliance requirements, high costs and budget

constraints, staffing limitations, and technological shortcomings. To address these challenges,

eight solutions are proposed and employed. Based on these findings, it is recommended that

LSCs considering ISOI certifications conduct thorough assessments to determine whether it

aligns with their needs before starting the certification process. Additionally, LSCs aiming to

achieve and implement ISOI certifications are advised to consider the eight strategies as a

foundational framework, adapting them to their unique circumstances for optimal results.
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1. Introduction

1.1 Research context

The topic of this dissertation is to investigate the implementation of ISO standards for

interpreting (ISOI) in the UK language services industry: Drivers and challenges. These

standards include ISO 18841:2018 for interpreting services, ISO 20228:2019 for legal

interpreting, and ISO 21998:2020 for healthcare interpreting. The research is contextualized

within an environment where a growing number of companies offering both spoken and non-

spoken interpreting services are seeking certification to interpreting standards from the

Association of Translation Companies (ATC) Certification (Admin, 2021). Although there is

a growing interest in obtaining these certifications, the certification process for these

standards remains in its early stages, with the earliest standard being published only six years

ago and the most recent one just four years ago. Additionally, this research is one of several

collaborative MA projects with the ATC, which proposes project topics related to the

language services industry and provides support to partner universities and interested students.

1.2 Research rationale

The choice of topic for this research stems from the recognition of the significance of

ISO standards in the context of globalization, as they serve as a foundational framework for

international trade (Elizabeth, 2017). Moreover, LSCs certified by ISO standards and display

an ISO label on their website stand to enhance their reputation and credibility among

stakeholders (MasterWord, 2024) through improved performance and efficiency. This can

ultimately lead to clients’ willingness to pay a premium for their high-quality services (See,

2021). Hence, in my view, companies and organizations engaged in global business or

providing translation and interpretation services to facilitate cross-cultural communication

should prioritize obtaining the relevant ISOI certifications.

Figure 1: Certifications of language companies
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Source: From ELIS (2024, p. 10)

However, according to Figure 1 from the European Language Industry Survey 2024

(ELIS) (2024), the number of LSCs certified by ISO 18841 does not exceed 10% of all LSCs.

Similarly, certifications for ISO 20228 and ISO 21998 have not exceeded 5% respectively.

The obtaining of these ISOI certifications is far less prioritized compared to ISO 17100 for

translation services, which exceeds 60% of the total LSCs. Given that the results from ELIS

may not accurately reflect the real situation, as it did not involve LSCs from every country

(e.g., Georgia, Kosovo, Iceland, etc.) (2024), it is necessary to study a specific country to

understand the implementation of ISOI certifications comprehensively.

Table 1: Language companies in ELIS

Region Countries Companies Countries Companies

Central &

Eastern

Albania 0 Poland 11

Bosnia-Herzegovina 0 Romania 3

Bulgaria 4 Russia 6

Croatia 4 Serbia 1
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Europe

(66)

Czech Republic 10 Slovakia 4

Georgia 0 Slovenia 7

Hungary 11 Turkey 1

Kosovo 0 Ukraine 3

North Macedonia 1

Northern

Europe &

Baltics

(22)

Denmark 3 Latvia 2

Estonia 4 Lithuania 8

Finland 2 Norway 0

Iceland 0 Sweden 3

Western &

Southern

Europe

(154)

Austria 8 Luxembourg 5

Belgium 10 Malta 0

France 15 Netherlands 10

Germany 17 Portugal 12

Greece 9 Spain 17

Ireland 1 Switzerland 2

Italy 25 United Kingdom 23

Americas

(8)

Argentina 1 Mexico 0

Brazil 1 Paraguay 0

Canada 1 USA 5

Africa,

Asia &

Oceania

(7)

Algeria 0 India 5

Australia 0 South Africa 1

Cameroon 0 Togo/ Nigeria 0

China 0 United Arab Emirates 0

Egypt 0 Vietnam 7

Source: Adapted from ELIS (2024)
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Among the 55 countries summarized in Table 1 above, participants from the UK are

chosen for this study, despite the fact that the number of participants from both the UK (23)

and Italy (25) exceeds 20. The UK group is selected because it provides a comparatively

large sample for meaningful analysis and reliable statistical conclusions. Additionally, since

this is a collaborative project with ATC, they are also interested in understanding the

prevalence of ISOI certifications in the UK. With their assistance, and given my current

presence in the UK for study, I could have more access to data and information. Therefore,

this study will focus on the UK language service industry.

Considering that only 23 UK LSCs participated in the ELIS, the certification rate of

ISOI could vary slightly or dramatically. When searching for companies using the Standard

Industrial Classification code related to translation and interpretation activities on Companies

House, the results show 7,525 companies (GOV.UK, 2024). This significant discrepancy

between the number of companies participating in the ELIS survey and the total number of

translation and interpretation companies in the UK indicates a potential underrepresentation

in the survey data. Additionally, previous research has primarily focused on ISO standards

for translation (Duro Moreno, 2020; Vandepitte, 2017), with few studies examining ISO

standards for interpreting. Consequently, it becomes crucial to conduct a comprehensive

investigation into the actual state of ISOI certification among UK LSCs.

1.3 Research purposes and questions

The primary purpose of this study is to evaluate the degree to which LSCs in the UK

have integrated and attained certifications for ISOI. Furthermore, the research aims to delve

into the underlying motivations driving the adoption of ISOI within these LSCs, identify the

challenges encountered during the implementation and certification processes, and propose

possible solutions. To achieve these objectives, the study identifies eligible companies using

data from Companies House and the ATC Certification websites. It gathers information on

the motivations for seeking ISOI certifications and the challenges encountered during the

certification process through questionnaires and explores potential solutions via follow-up

interviews. Based on the purposes, the research questions (RQs) will be:
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RQ1: What is the prevalence of ISOI implementation and certification among LSCs in the

UK?

RQ2: What are the motivations for these LSCs in the UK to adopt ISOI certifications?

RQ3: What challenges do these LSCs face when certifying ISOI?

By addressing the aforementioned RQs, the study is expected to contribute to the

broader body of literature on ISO standards within the field of interpreting. Practically, the

findings of this research are expected to offer valuable insights into the current adoption and

implementation of ISOI among LSCs in the UK. Furthermore, the study’s findings will

provide LSCs seeking to attain and implement ISOI certifications with practical ideas and

suggestions to overcome potential challenges that may hinder the adoption of these standards.

1.4 Outline of the dissertation

The dissertation is structured into five chapters. The initial chapter introduces the

context and rationale for investigating the implementation of ISOI in the UK language

service industry, along with the research objectives and questions. Chapter 2 reviews the

literature on the development of ISO standards and the significance of certification, and

provides an overview of ISOI. It also explores the specific motivations for obtaining ISOI

certifications, its impacts, and the challenges encountered during implementation. Chapter 3

outlines the study’s underlying paradigm, explains the rationale for adopting a qualitative

approach, and details the data collection and analysis processes, while also addressing

research ethics and limitations. Moving forward, Chapter 4 presents and discusses the

findings on the prevalence of ISOI certifications among 14 LSCs and explores six

motivations, six challenges, and eight effective direct and indirect strategies identified from

the in-depth analysis of five ISOI-certified LSCs. Finally, Chapter 6 concludes the research,

offers practical implications, outlines its limitations, and proposes potential directions for

future research related to the implementation and certifications of ISOI.
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2. Literature Review

This chapter is organized into three sections. The first section introduces the concept of

ISO, detailing its historical development, the impact of its standards, and the significance of

its certifications. It also discusses the obstacles companies face in obtaining these

certifications. The second section provides an overview of ISOI, exploring the motivations,

impacts, and challenges associated with obtaining these standards. The final section

summarizes the findings from the literature review.

Despite the growing number of LSCs seeking certifications to ISOI from ATC

Certification, there remains a notable gap in the academic literature on this subject. The

increasing demand for ISOI certifications suggests that this topic could be of significant

interest; however, a comprehensive ProQuest search using the syntax “summary(ISO 18841)

OR summary(ISO 20228) OR summary(ISO 21998) AND summary(certification)” across 45

databases revealed no relevant studies. In addition, a search in Google Scholar with the

Boolean operators “‘ISO 18841’ OR ‘ISO 20228’ OR ‘ISO 21998’ AND ‘certification’ also

failed to uncover any accessible and relevant studies. These searches specifically targeted

certifications to ISOI, including the certifications to ISO 18841 for interpreting services, ISO

20228 for legal interpreting, and ISO 21998 for healthcare interpreting. Consequently, much

of the evidence cited in this chapter draws primarily from websites and other non-academic

sources.

2.1 International Organization for Standardization

2.1.1 Development of ISO standards

ISO, established as a non-governmental international organization (Loshin, 2021), is

dedicated to developing and disseminating standards that ensure quality, safety, sustainability,

and more (ISO, 2019e). As stated by ISO (n.d., cited in Katschinka, 2016), standards are

documents outlining requirements, specifications, guidelines, or characteristics that ensure

the consistent suitability of materials, products, processes, and services for their intended

purposes. The primary aim of ISO is to facilitate standardization across a wide range of

technical and non-technical domains (Britannica, 2024). Notably, ISO does not cover

standards for electrical and electronic engineering, which are managed by the International
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Electrotechnical Commission (Britannica, 2024). Although ISO was officially founded in

Geneva in 1947, its efforts to promote global trade and cooperation among individuals and

businesses began in 1946 (ISO, 2019a).

In 1951, ISO published its inaugural standard initially known as Recommendations,

which underwent multiple updates and evolved into ISO 1:2022 Geometrical Product

Specifications - Standard reference temperature for geometrical product specification (ISO,

2019a). Subsequently, in 1968, ISO released its pioneering standard concerning freight

containers (ISO, 2019a). As time progressed, ISO continued to expand its scope and publish

new standards across various fields. For instance, in 2015, ISO published ISO 17100:2015,

which was the first standard for language services, specifying requirements for delivering

quality translation services (ISO, 2015c). Two years later, ISO introduced ISO 18587:2017,

which outlines requirements for the post-editing of machine translation output (ISO, 2017). In

2020, ISO further addressed the need for accurate legal translation by publishing ISO

20771:2020, which sets requirements for legal translation to avoid serious legal issues and

other consequences (ISO, 2020a).

The development of a standard usually takes about three years, from the initial proposal

to final publication (ISO, 2019c). According to ISO (2019c), technical experts commence the

process by developing a draft that addresses a market need within a specific area. This draft is

then circulated for comments and further discussion. The voting process is crucial for

achieving consensus; if consensus is reached, the draft progresses towards becoming an ISO

standard. If agreement is not achieved, the draft is revised and subjected to additional rounds

of voting. Each standard is reviewed at least every five years after publication to verify its

validity and to determine whether it should be updated or withdrawn, ensuring that it remains

current and globally relevant (ISO, 2019d).

Over the past eight decades, ISO has established 25,419 International Standards that set

essential criteria for the functionality of products and services (ISO, n.d.). These standards

offer numerous benefits, including ensuring reliability, building trust, and simplifying choices

(ISO, 2019e). This is because they define what excellence looks like, establishing consistent

benchmarks for both businesses and consumers (ISO, 2019e). In addition, these standards

assist regulators and governments in developing better regulations, as they are grounded in a

sound basis established through the involvement of globally-recognized experts (ISO, 2019b).
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2.1.2 Certification to ISO standards

According to ISO (2015a), the certification of ISO standards is granted by an

independent body, which issues a certificate verifying that a product, process, service, or

system meets specific criteria. Certification is not a one-time event but an ongoing process

ensuring continuous compliance with the selected standard (British Assessment Bureau,

2022). The certification remains valid for three years (Brand Compliance, 2022), after which

a recertification audit is required (British Assessment Bureau, 2022). Although ISO itself

does not engage in certification or issue certificates, this does not diminish the importance of

certification to ISO standards.

In fact, in certain industries, certification is a legal or contractual necessity (ISO, 2015a).

Furthermore, certification serves as a valuable tool for adding credibility by demonstrating

that a product or service meets customer expectations (ISO, 2015a). For instance,

certification to ISO 14001, available through ATC Certification—a specialist ISO

certification body providing certification and training to the language services industry (ATC

Certification, 2022)—offers companies opportunities to enhance their credentials with

stakeholders (Camilleri, 2022). However, this is not always the case. Cabecinhas, Sampaio,

and Casadesús (2021) find that not all certified companies achieve benefits or improve

organizational performance through ISO 14001 certification. The impact of certification can

also depend on the size of the company as Blyde (2021) notes that the positive effects of

certification are predominantly seen among large firms in the export industry.

In addition to these limitations, the process of certifying ISO 14001 can also involve

superficial adoption, high certification costs, time constraints, increased paperwork and red

tape, and employee resistance to change or lack of capability to meet the standard’s

requirements (Camilleri, 2022). Similar limitations are observed with other ISO certifications

as well. Sfakianaki and Kakouris (2018) found that bureaucracy, insufficient guidance from

top management, demands on time and resources, and employee resistance commonly hinder

ISO 9001 certification for small-to-medium enterprises in the Greek food and beverage

industry. Additionally, other challenges include the failure to define personnel responsibilities

and authorities, a lack of experience in establishing quality systems, and insufficient quality

education and training (Aamer, Al-Awlaqi, & Mandahawi, 2020).

While ISO 14001 and ISO 9001 certifications share common challenges, it is essential

for this dissertation to identify the specific obstacles faced by UK-based LSCs during the
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implementation and certification of ISOI. This focus is particularly important due to the

limited research in this area and the varying challenges that the same ISO standard can

present across different countries and regions (Tayo Tene, Yuriev and Boiral, 2017).

Therefore, the following section provides a detailed exploration of ISOI.

2.2 International Organization for Standardization standards for interpreting

Although ISO has established numerous standards related to the interpreting industry,

this discussion will focus solely on ISO 18841:2018, ISO 20228:2019, and ISO 21998:2020.

Since these standards all include sections on Introduction, Scope, Normative References, and

Terms and Definitions, this section will begin by providing an overview of their specific and

distinctive features.

2.2.1 Overview of ISOI

As one of the ISO standards specifically tailored to particular sectors, ISO 18841

addresses interpreting services for both spoken and signed communication (ISO, 2018).

Published in 2018, it establishes fundamental requirements for the qualifications and

competencies of interpreters (ATC Certification, n.d.). Additionally, the standard covers

critical issues such as confidentiality and privacy, offering guidance on proper and ethical

practices for language service providers (ISO, 2018). ISO 18841 serves as an overarching

standard applicable to all types of interpreting services (Acutrans, 2021a). Under its umbrella,

there are two sector-specific standards: ISO 20228, which pertains to legal interpreting, and

ISO 21998, which focuses on healthcare interpreting (Admin, 2021).

Unlike ISO 18841, which sets the baseline for interpreting services (Admin, 2021), ISO

20228, issued in 2019, is specifically tailored for legal interpreting (ISO, 2019f). Beyond

setting quality standards for interpreting services, it imposes additional requirements on

interpreters in the legal sector and outlines critical best practices (Acutrans, 2021c). The

standard also outlines various legal settings and offers recommendations for the appropriate

interpreting modes (ATC Certification, n.d.). It applies to all parties involved in facilitating

communication between users of legal services who use spoken or signed languages (ISO,

2024a). This includes legal practitioners, interpreters, clients, and other stakeholders involved
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in legal proceedings requiring interpreting services (International Localization Industry

Certification System, n.d.). This standard ensures that interpreters involved in legal

proceedings are properly qualified, thereby guaranteeing the accuracy and confidentiality

crucial in legal settings (International Localization Industry Certification System, 2024).

Complementing ISO 18841 (Acutrans, 2021b), ISO 21998, published in 2020,

specifically addresses healthcare interpreting. It provides explicit guidance for medical

settings, healthcare data, and industry-specific concerns (ISO, 2020b). Furthermore, it

specifies various required competencies within the healthcare domain, as well as the formal

qualifications that interpreters must document and maintain (ATC Certification, n.d.). Given

the complexity of medical terminology and the potential consequences of misinterpretation

(Acutrans, 2021b), this standard also emphasizes the importance of accurately conveying

medical information, understanding healthcare terminology, and navigating the cultural

nuances of patient-provider interactions (International Localization Industry Certification

System, 2024).

2.2.2 Reasons for obtaining ISOI certifications

Although ISOI certification is voluntary (ISO, n.d.), there are numerous reasons why a

company or freelance interpreter might pursue them. One significant reason is the enhanced

credibility and marketability these certifications provide. As an internationally recognized

mark of quality, certification helps distinguish a business from its competitors (Certly

Consulting, 2023). By obtaining ISO 18841 certification, interpreters and interpreting service

providers can bolster their credibility and demonstrate their commitment to quality, aiding in

attracting new clients and expanding their market reach (Certly Consulting, 2023).

Another compelling reason for seeking ISOI certification is to enhance customer

satisfaction. By adhering to the requirements and recommendations of ISO 18841,

interpreting service providers can consistently deliver high-quality services, thereby boosting

customer satisfaction and loyalty (Certly Consulting, 2023). Additionally, ISO 20228 and ISO

21998 establish best practices for handling sensitive client information in legal and healthcare

settings (Acutrans, 2021b). Certification to these standards provides clients with confidence

that their sensitive information is handled securely and with appropriate sensitivity, further

enhancing customer satisfaction. Satisfied clients are more likely to return and recommend
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the service to others, contributing to business growth and profitability (Certly Consulting,

2023).

Enhancing efficiency and productivity is another rationale for pursuing ISOI

certification. ISO 18841 emphasizes the importance of clear and effective communication

between interpreters and clients, as well as the need for effective project management and

quality control measures (Certly Consulting, 2023). Additionally, ISO 20228 and ISO 21998

address sight translations, specifying the correct approach for interpreters to convey

information from written documents that have not undergone formal translation into the

participant’s language (Acutrans, 2021b). By implementing these guidelines, interpreting

service providers can enhance their operational efficiency and productivity, which can

ultimately result in lower costs and higher profitability (Certly Consulting, 2023).

Furthermore, enhancing risk management can be a significant rationale for LSCs to

pursue ISOI certification. ISO 18841 requires interpreters and interpreting service providers

to identify and address potential risks, such as language and cultural barriers or technical

challenges (Certly Consulting, 2023). Similarly, ISO 21998 emphasizes the importance of

navigating cultural differences while bridging linguistic gaps in healthcare settings, ensuring

interpreters are culturally sensitive and adaptable (Acutrans, 2021b). By implementing

effective risk management strategies, businesses can mitigate the likelihood of these risks and

minimize their impact when they arise (Certly Consulting, 2023).

In addition to reasons such as enhancing credibility, marketability, customer satisfaction,

efficiency, and risk management, meeting “government demands, requirements, or pressures”

(Aamer, Al-Awlaqi, & Mandahawi, 2020, p. 367) can also justify pursuing ISOI certification.

Although Aamer, Al-Awlaqi, and Mandahawi’s (2020) findings do not specifically address

ISOI certification, they provide relevant evidence. That is because sometimes, as discussed in

Section 2.1, certification is legally or contractually mandated in certain industries (ISO,

2015a). While these factors are significant reasons for pursuing ISOI certification, they are

considered motivations in this study. According to Kanfer and Chen (2016), motivation

functions as an overarching concept that encompasses both the underlying purposes and the

reasons guiding decision-making processes and goal-setting.

2.2.3 Impacts of motivations on LSCs
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The term “motivation” originates from the Latin word motivus, meaning “a driving

force,” highlighting the energizing characteristics inherent in psychological motivation

processes (Cofer & Petri, 2018). As Ekhsan et al. (2019) state, motivation is the driving force

behind actions that lead individuals to engage in activities aimed at achieving specific goals.

However, motivation is not only influential at the individual level; it is also a vital factor in a

firm’s decision-making process (He, Ribeiro-Navarrete, and Botella-Carrubí, 2023).

Furthermore, the motivations mentioned above are also able to influence the

development of LSCs. For instance, strengthening credibility can lead to increased customer

retention (Oppong, Mensah, & Addae, 2021), enhanced long-term buyer-supplier

relationships (Dang, Pham, & Wang, 2019), and boosted market competitiveness (Lorek,

2020). Similarly, improving customer satisfaction allows for greater client loyalty and

retention (Rohmayati & Hidayat, 2022), generates positive referrals and recommendations

(Díaz & Duque, 2021), and enhances competitive advantage (Awad & Mahmoud, 2024).

Additionally, enhancing risk management can ensure service continuity (Silverman &

Eisenhardt, 2023), optimize operational efficiency (Imran, Ratnayake, & Okdinawati, 2023),

and strengthen competitive advantage (Kwak, Seo, & Mason, 2018).

Beyond these impacts, increasing marketability enables companies to grow earnings

(Abbas et al., 2022) and expand market opportunities (Herdiana & Rusdiana, 2022). Meeting

government requirements allows companies to qualify for opportunities in the public sector

(Ducatel et al., 2020), build client trust (Hasani et al., 2023), and improve overall operational

efficiency (Stratigaki et al., 2016) and consistency in service delivery (Rahmi and Wijaya,

2022). Enhancing efficiency and productivity can lower operational costs (Moon, 2024),

increase capacity to manage higher workloads (Realyvásquez-Vargas et al., 2019), and

improve client satisfaction (Liu et al., 2017).

2.2.4 Challenges in obtaining ISOI certifications

While the motivations for obtaining ISOI certifications and their impacts on companies

are substantial and compelling, it is equally important to acknowledge the challenges that

organizations may encounter in the certification process. These challenges can significantly

impact the feasibility and practicality of achieving and maintaining ISOI certifications.

Current literature reveals a scarcity of empirical studies directly investigating these
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challenges and their solutions. Therefore, I will draw insights from ISO 9001, a globally

recognized standard for quality management (ISO, 2015b) that has certified numerous LSCs,

to infer potential challenges faced by organizations involved in ISOI certifications.

The possible challenges in obtaining ISOI certifications can be broadly classified into

two main categories based on the nature and source of the obstacles encountered during the

certification process: resource-related challenges and organizational challenges. Resource-

related challenges include high certification cost (Ab Wahid, 2019), insufficient internal

expertise (Bounabri et al., 2018) and time-consuming procedures (Sfakianaki and Kakouris,

2018). On the other hand, organizational challenges involve complex implementation process

(Aamer, Al-Awlaqi and Mandahawi, 2020), poor communication (Ab Wahid, 2019) and

organizational resistance to change (Bounabri et al., 2018).

The impact of these potential challenges extends beyond compromising LSCs’ ability to

achieve and maintain ISOI certifications; they can also have significant repercussions for the

companies overall. Specifically, high certification cost has the potential to divert resources

from other essential business areas and slow down other business activities or strategic

initiatives (Liu, Liu, & Luo, 2016). Insufficient internal expertise can lead to inconsistent

quality, defects, or service issues, as well as difficulties in maintaining consistent quality over

time (Duma and Zavtura, 2021). Moreover, a time-consuming procedure is likely to reduce a

company’s operational efficiency (Skoff et al., 2023) and increase employee fatigue and

pressure (Kumar et al., 2006).

In addition to these impacts, complex implementation processes are likely to increase

employee workloads (Zhang et al., 2023). Poor communication risks undermining

collaboration across departments (De Sisto and Handmer, 2020) and leading to increased

conflict and misunderstandings among team members or departments (Li, 2024). Furthermore,

organizational resistance to change can result in higher training and support costs (Milliken,

2012) to educate employees and facilitate their understanding and adoption of new standards.

2.3 Summary

In summary, while motivations such as increasing credibility and marketability,

improving customer satisfaction, enhancing efficiency and productivity, managing risks, and

meeting government requirements can drive LSCs to pursue ISOI certifications and yield
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numerous positive impacts, they may also face challenges like high certification costs,

insufficient internal expertise, time-consuming procedures, complex implementation

processes, poor communication, and organizational resistance to change. These challenges

not only affect the viability and maintenance of ISOI certification but also significantly

impact the company’s overall operational effectiveness. Therefore, it is essential for

organizations to carefully consider these factors and develop strategic approaches to

overcome them, ensuring the successful attainment and maintenance of ISOI certifications.
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3. Methodology

This chapter outlines the methodological approach used in this research. It commences

with an explanation of the study’s underlying paradigm and the rationale for adopting a

qualitative approach. It then describes the sampling and recruitment processes. Finally, the

chapter delves into research ethics and addresses limitations.

3.1 Research paradigm and approach

Given the importance of research paradigms in shaping an appropriate research

framework (Ulz, 2023), this section begins by discussing my research paradigm. The

paradigm position for this study was aligned with interpretivism, which includes a relativist

ontology acknowledging multiple realities and ways of accessing them, and a constructivist

epistemology viewing knowledge as constructed through social interactions and individual

interpretations (Gray, 2021). Due to the lack of empirical studies on ISOI certifications, this

study aimed to understand the underlying motivations driving the adoption of ISOI within

UK-based LSCs, identify in-process challenges and propose possible solutions, rather than

attempting to generalize findings to a larger population or predict and control outcomes. In

fact, it explored the personal experiences and subjective explanations of LSCs’ managers,

which is consistent with the multiple realities posited by a relativist ontology (Merriam and

Tisdell, 2015). Hence, this study was well-aligned with the interpretivism. Considering that

interpretivism is commonly linked with qualitative approaches (Saldanha and O’Brien, 2014),

a qualitative methodology was consequently adopted.

3.2 Sampling and recruitment

The present study planned to enlist managers accountable for ISOI implementation and

certification at LSCs who are eager to learn about and assist in integrating ISOI into the

interpreting industry. Therefore, purposive sampling was employed to select participants

based on principled criteria, ensuring that key aspects of the research question are covered

(Gray, 2021). Due to the lack of a comprehensive list of UK-based companies that provide

interpreting services and their ISOI certification status, desk research was conducted to

identify suitable participants prior to recruiting participants. To ensure all the results (no more

than 5,000) from the Companies House could be downloaded, the filter of Company status
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“active” was utilized to narrow down the results. Eventually, 4,213 results were obtained.

These results were imported into a spreadsheet for further screening.

Upon reviewing the data, it was noted that some entries under the “nature of business”

column included not only 74300 (translation and interpretation activities) but also other

business activities. To more accurately target relevant companies, only those with “nature of

business” listed solely as 74300 were retained. This refinement resulted in a final list of 2,123

companies. Specific eligibility criteria presented in Table 2 below were then applied to this

refined list to identify companies suitable for recruitment. Although eligible LSCs were

required to have obtained at least one ISOI certification and display the corresponding label

on their websites, this criterion was not strictly enforced in the screening. This decision was

made because some certifications may be outdated, or LSCs may have obtained certifications

without updating their websites to reflect this status.

Table 2: Eligibility criteria

Criterion Description

Presence of Online Website LSCs have publicly accessible and safe online

websites.

Provision of Interpreting Services LSCs offer interpreting services as part of their

business operations.

Availability of Contact Information LSCs have email addresses listed on their website for

communication purposes.

Due to limited time and resources and the difficulty of locating companies’ websites by

name, a random sample of 430 LSCs was studied from this final list of 2,123 companies. To

ensure the accuracy of the companies’ websites, I used triangulation by first locating them

through Google and then verifying the URLs via Endole. After screening their websites for

business activities, email addresses, and ISOI certifications, 351 companies were excluded,

leaving 79 companies to decide whether to send the invitation email with the Participant

Information Sheet. The reasons for these exclusions included 292 companies that did not

have publicly accessible and secure websites, 58 LSCs that did not offer interpreting services,

and one that did not have an email address.
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Apart from downloading results from Companies House to identify eligible LSCs, the

list of All Certified Clients from the ATC Certification website was also used, as it records

the ISOI certification status of these LSCs. This approach could significantly help in finding

the desired participants. Furthermore, it was believed that seeking assistance from ATC

Certification to send the emails would result in a higher response rate compared to sending

them myself, as ATC Certification’s clients are familiar with the organization but not with

me. After an initial screening of the ISOI certifications for 129 LSCs in May and confirming

their status as UK-based companies, 118 were excluded. This left 11 LSCs as eligible. At the

same time, in an effort to comprehensively identify all eligible LSCs, attempts were made to

find other UK-based certification companies that provide ISOI certification through Google

and Bing searches, but none were found. To ensure the accuracy of the screening and to avoid

missing any LSCs that might have obtained ISOI certifications after the initial review, a

second screening of the list of all certified clients was conducted on July 10th. This second

screening identified 14 eligible companies (11 from the initial screening plus three additional

ones).

This study initially planned to recruit at least eight respondents from LSCs certified by

ISOI for questionnaires and interviews, as 6-12 interviews are generally sufficient for a

qualitative research project (Guest, Bunce, and Johnson, 2006). However, after reviewing the

relevant literature and considering the methods to approach eligible LSCs, I realized that one

reason for the scarcity of sufficient literature could be the difficulty in recruiting participants

on short notice. These individuals may be busy and not perceive direct benefits from

participating in this type of research. Consequently, the target number of ISOI-certified

respondents was reduced from eight to six.

At the beginning of June, invitations to participate in this study were sent to all 90

eligible LSCs. I personally sent the invitation email, which included a brief description of the

research and the Participant Information Sheet, to 79 companies. Of the 79 companies

contacted, one declined the invitation, indicating a lack of interest and requesting to be

removed from further communications. Additionally, one company without ISO certification

expressed interest in the project and inquired about the possibility of participation. The

remaining companies have not yet responded.

Simultaneously, I sought assistance from ATC Certification to directly send invitation

emails to its clients. However, the initial response rate was quite low, with only one company

agreeing to participate. To recruit a sufficient number of participants, I followed up with

phone calls, text messages, and additional emails. These communications were directed to the
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remaining ten clients of ATC Certification using general contact information obtained from

their websites, rather than through direct personal contacts. Fortunately, two of these

companies agreed to participate in the study. However, this number still fell short of meeting

my needs. After leaving messages on LinkedIn and seeking additional assistance from ATC

Certification to directly send invitation emails to its 11 clients in July, a total of eight LSCs

agreed to participate in the research. Despite this, due to participants’ workloads and

timelines, two expressed regret at being unable to continue participating, and one did not

return the completed consent form or respond to follow-up attempts to schedule the interview.

As a result, only five participants were ultimately recruited. The details of the participants

were presented below in Table 3.

Table 3: Details of the participants

Pseudonym Interview Business type Obtained ISOI (year)

240601 Agreed

Desktop publishing;

Interpreting; Subtitling;

Transcription; Translation;

Voice over

ISO 188411 (1-3 years)

240603 Agreed Interpreting; Localization;

Subtitling; Translation;

ISO 188411 (More than 4 years)

ISO 20228 (More than 4 years)

240604 Agreed Interpreting; Translation ISO 188411 (Less than 1 year)

240605 Agreed

Desktop publishing;

Dubbing; Interpreting;

Localization; Subtitling;

Translation; Voice over

ISO 188411 (Less than 1 year)

240606 Agreed Interpreting; Localization;

Subtitling; Translation

ISO 188411 (Less than 1 year)

3.3 Data collection

Considering that the aims of this study are not only “to collect background information
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on research participants; to collect data on facts, opinions, attitudes, behaviour” (p. 152) from

LSCs that have integrated and attained certifications for ISOI, but also to gather explanatory

data on managers’ opinions and personal experiences through more in-depth interviews

(Saldanha and O’Brien, 2014), data were consequently collected through both questionnaires

and interviews. Although Merriam and Tisdell (2015) suggest that observation can also be

employed in qualitative research, it was deemed impractical and discarded, as it does not

provide the same access to a person’s thoughts and opinions as interviews do (Saldanha and

O’Brien, 2014).

3.3.1 Questionnaire

Answers to the questionnaire were collected through China’s largest online

questionnaire distribution platform (Luo, Wang, and Wang, 2023), Wenjuanxing. Although

SurveyMonkey is a global leader in survey software (SurveyMonkey, 2024) and could be

more familiar to participants, it was not used due to the limitations of its free version, which

restricts surveys to ten questions and 100 respondents (University of Birmingham, 2024).

Since the number of questions exceeded ten and were logically linked, Wenjuanxing was

chosen instead. The blank questionnaire was displayed in Appendix I.

The questionnaire consists of 17 questions. Questions 1-5 and 12-17 were applicable to

all participants, regardless of whether their companies have been certified by ISOI. Question

6 was specifically for participants whose companies have not yet been certified by ISOI, and

question 7 was for those who intend to seek certifications in the future. Questions 8-11 were

designed for participants whose companies have already been certified by ISOI. Options C

and D in question 5 included open-ended prompts, allowing participants to provide their

responses (Gray, 2021) regarding reasons for pursuing other ISO standards. Additionally,

option A in question 17 featured an open-ended query, asking participants to specify a

suitable time for the follow-up interview. The remaining 15 questions were closed-ended,

enabling the collection of “structured data that can be analyzed quantitatively” (p. 157) and

saving time (Saldanha and O’Brien, 2014). To mitigate the risk of none of the provided

categories being suitable for a participant (Saldanha and O’Brien, 2014) or to accommodate

additional options, the “other” choice with a free-text box was included for multiple-choice

questions.
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3.3.2 Interview

The interviews were conducted via Zoom and recorded using a mobile recording

application with the participants’ consent. Although face-to-face interviews provide greater

opportunities for rapport building (SublimePeople, 2023), which can give informants more

scope to express themselves (Gray, 2021), online interviews were chosen due to the

geographical distance between participants and myself, as well as their flexibility in

scheduling. The interviews were semi-structured and lasted, on average, 35 minutes each.

Unlike structured or unstructured formats, semi-structured interviews allow for in-depth

probing of participants’ views and opinions, encouraging them to elaborate on their responses

(Gray, 2021), while minimizing the likelihood of leaving questions unanswered (Saldanha

and O’Brien, 2014). Consequently, the semi-structured interview format was selected.

In this study, the interviews detailed in Appendix II explored participants’ motivations

for pursuing ISOI certifications, the benefits and challenges associated with obtaining them,

and potential solutions to these challenges. To enhance participant reflexivity, reduce

interview anxiety, and elicit more thoughtful responses (Haukås and Tishakov, 2024),

interviewees were provided with six fundamental questions at least one day before the

interviews. Despite the potential risks of participant bias and predetermined answers (Haukås

and Tishakov, 2024), this strategy was eventually employed due to the limited number of

participants.

3.3.3 Piloting

A small-scale pilot study was conducted to evaluate the processes and refine the

research questionnaires before implementing the large-scale survey (Gray, 2021). Given the

specific knowledge required about ISOI certification, despite Gillham’s (2008)

recommendation to test the initial list of questions with individuals outside the target group, I

had to seek feedback from both my supervisor and a participant from the target group to

refine the questionnaires. For example, the second question: “What is the approximate

number of interpreters employed by your company?” was revised to “What is the

approximate number of interpreters your company works with (including both employees and

freelancers)?” as most LSCs don’t employ interpreters directly but work with numerous

freelancers.
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To ensure that the questions did not make assumptions, were not leading, and did not

attempt to elicit more than one piece of information at a time (Saldanha and O’Brien, 2014), a

piloting interview was conducted with a friend who is studying ISO standards for Digital

Product Passports. This was done prior to the main data collection phase, even though using

just one interview as a pilot is not cost-effective when only a small number of participants are

to be interviewed (Saldanha and O’Brien, 2014). Drawing from my personal experience

during the interview and the feedback from her, I revised one question to enhance its clarity

and precision. Specifically, the complex question “Could you please rank these four

aspects—client requirements, operational improvements, competitive advantage, and

customer trust—in order of priority and explain the reasons behind your ranking?” was

divided into two separate questions with added context. The first question asks, “When

deciding whether to adopt ISO standards, which factors do you consider first? Please rank the

following aspects in order of priority: client requirements, operational improvements,

competitive advantage, and customer trust.” The second question seeks clarification: “Could

you explain the reasons behind your ranking?”

3.4 Data analysis

The questionnaire data were automatically exported from the Wenjuanxing platform into

an Excel spreadsheet. Upon export, the data were meticulously reviewed to ensure

completeness and consistency, addressing any missing data appropriately. Subsequently, the

data were manually reformatted and organized in accordance with the RQs, providing a

foundation for further analysis and interpretation.

The interviews were transcribed into electronic files for the purpose of analyzing and

identifying key themes. Participants were given the opportunity to review and verify their

transcripts to ensure accuracy. The data then underwent thematic analysis, a method used to

systematically extract and interpret significant ideas or themes from the raw data (Matthews

and Ross, 2010). The analysis followed Braun and Clarke’s (2006) six-phase framework:

familiarizing with the data, generating initial codes, searching for themes, reviewing themes,

defining and naming themes, and producing the report.

Due to the limited amount of data, I opted not to use text analysis software such as

NVivo, a crucial tool for qualitative data analysis (Gray, 2021). Instead, I personally
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reviewed the notes I took during the interviews and the transcripts included in Appendix III

to familiarize myself with the content during the initial phase. In the second phase, as I read

through each transcript, I highlighted relevant sections pertaining to RQ2 and RQ3 in yellow

and blue, respectively, and annotated them with concise labels that encapsulated the essence

of the statements for these RQs. The summarized short codes for the RQs were presented in

Table I (see Appendix IV).

Subsequently, I organized related codes into potential themes to identify overarching

themes, which were illustrated in Table II (see Appendix IV). As the analysis progressed,

these themes were reviewed, refined, renamed and separated to ensure their validity

concerning both the coded extracts and the entire dataset (Braun and Clarke, 2006).

Subsequently, each theme was further refined and clearly defined in no more than two

sentences, as recommended by Braun and Clarke (2006), and reported in Chapter 4.

3.5 Ethical considerations

According to Saldanha and O’Brien (2014), translation research involves studying

human behavior and society, as well as language and text, which necessitates careful

consideration of ethical issues. Consequently, ethical considerations were prioritized

throughout all stages of this study through two strategies. First, ethical approval was granted

before data collection via questionnaires and interviews. Both methods were employed only

after participants had read the Participant Information Form and signed the Consent Form,

presented in Appendix V and Appendix VI, respectively. Interviewees were also informed

that their interviews would be audio-recorded via the Zoom platform.

Second, pseudonymization was used to protect the participants’ right to privacy

(University College London, 2019). All participant names were replaced with artificial

identifiers. Questionnaire data were stored on the online platform (https://www.wjx.cn) and

protected by a password. The audio recordings of interviews were destroyed once transcribed,

and the transcripts were stored on the researcher’s password-protected laptop for up to one

year. Participants were given opportunities to review the transcripts of their data and the

researcher’s interpretations throughout the data analysis process.
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3.6 Limitations

Although the study employed several measures to establish credibility and warrantability,

alternative parameters for assessing validity in qualitative research (Saldanha and O’Brien,

2014), certain limitations could remain. A major limitation was the potential bias resulting

from the lack of a second reviewer to cross-check the screening outcomes. This could

inadvertently lead to the omission of eligible LSCs, thereby introducing a possible source of

bias (Yuan & Hunt, 2009). Furthermore, interviewer bias may have influenced the study. As

a novice researcher conducting semi-structured interviews, I ensured that the questions were

asked consistently to a large extent. However, maintaining the same tone of voice with all

respondents was not guaranteed, potentially affecting the study’s credibility (Gray, 2021).

In addition, I acknowledge that my own biases could influence the data analysis process.

Having participated in the preparation for ISO 9001 certification, I might bring preconceived

notions about the challenges involved. This could lead me to over-interpret participants’

responses, potentially reading too much into their statements based on my own experiences.

As a result, there is a risk of disproportionately emphasizing certain difficulties, which might

not fully reflect the participants’ intended meanings or the range of challenges they

encountered.
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4. Results and Discussion

This chapter, structured into three sections based on the research questions, presents and

discusses the findings from the desk research, questionnaire and thematic analysis. The first

section addresses the initial research question regarding the prevalence of ISOI

implementation and certification among LSCs in the UK. The second section, organized

under the main themes identified in the analysis, explores the motivations driving these UK-

based LSCs to adopt ISOI. The final section explores the challenges these LSCs faced during

the ISOI implementation process and the solutions they employed to address them.

4.1 Prevalence of ISOI certification

As mentioned in Section 3.2, according to the information available on the ATC website,

there are currently 14 LSCs in the UK that have obtained ISOI certifications. Although it is

possible that additional LSCs may have received ISOI certifications from other authorities, in

the absence of concrete evidence, this study assumes that at least 14 companies in the UK

have obtained ISOI certifications. Table 4 below provided detailed information about these

companies’ ISOI certifications.

Table 4: ISOI-Certified LSCs

No. Company Name ISO 18841 ISO 20228 ISO 21998

1 Absolute Translations Ltd √

2 AA Global Language Services Ltd √

3 Cintra Language Services Group Ltd √ √

4 DA Languages Ltd √ √

5 Eurasian Linguistic Services Ltd √

6 Language Line TI Ltd √

7 Lifeline Language Services Ltd √
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8
Radical Thinking LTD (dba Accentus

Language Services)
√

9 Sign Language Interactions Ltd √

10
Sign Solutions (Sign Language

Interpreting Agency) Ltd
√

11 Silent Sounds Communications Ltd √

12 TJC Global Ltd √

13 Topp Language Solutions √

14 Translate UK Limited √

Source: From ATC Certification (2024)

Out of the 14 LSCs, although all have gained ISO 18841 certification for interpreting

services, the prevalence of ISO 20228 and ISO 21998 certifications is quite low. Only one

company, Cintra Language Services Group Ltd, has obtained ISO 20228 certification for

legal interpreting, and one company, DA Languages Ltd, has obtained ISO 21998

certification for healthcare interpreting. These findings suggested that the implementation and

certification of ISOI are limited among LSCs in the UK. While screening the websites of 430

LSCs randomly selected from the final list of 2,123 companies for business activities, 372

were identified as offering interpreting services, indicating that at least 372 companies

provide such services. However, only 14 companies have been confirmed to have obtained

one of the ISOI certifications. Therefore, it can be inferred that the implementation and

certification of ISOI are relatively uncommon in the UK. To understand why these LSCs

have still obtained ISOI certifications despite this rarity, the following sections will discuss

the factors motivating these LSCs to adopt ISOI and the challenges they face in implementing

the standards.

4.2 Motivations for adopting ISOI
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As outlined in Section 3.3, questionnaires were employed to collect background

information and fundamental data on facts, opinions, attitudes, and behaviors from managers

responsible for ISOI certification. This initial data collection established a foundation for the

subsequent in-depth interviews. Consequently, the analysis commenced with the results from

the questionnaires, followed by a detailed examination of the findings from the interviews.

4.2.1 Preliminary findings from questionnaires

Considering that company characteristics significantly affect the decision-making

process (Nadolna & Beyer, 2021), it is essential to understand the background of the six

interviewed companies before analyzing the motivations behind their adoption of ISOI

certifications. The following table presented the key characteristics of the LSCs.

Table 5: Key characteristics of the LSCs

Pseudonym Number of employees
Number of interpreters
(in-house & freelancer) Years in operation

240601 1-50 51-250 More than 10 years

240603 1-50 250+ More than 10 years

240604 51-250 51-250 More than 10 years

240605 1-50 1-50 More than 10 years

240606 1-50 250+ More than 10 years

According to government statistics from GOV.UK (2023), company size is classified as

small (0 to 49 employees), medium-sized (50 to 249 employees), and large (250 or more

employees) based on the number of employees. However, for the purposes of this study, I

redefined the categories: small companies as those with 1 to 50 employees, medium-sized

companies as those with 51 to 250 employees, and large companies as those with more than

250 employees. This adjustment was made based on my preference for using whole numbers

as boundaries, which I believe facilitates clearer categorization and simplifies statistical

analysis.
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Among the five LSCs in the study, most are small enterprises with over 10 years of

operation, except for the company of Participant 240604, which is medium-sized. Despite the

similarities in company size and experience, the motivations for obtaining ISOI certifications

varied significantly among the companies. As shown in Table 6, only two companies pursued

ISOI certifications for a single motivation, while others had multiple or different reasons for

their certifications.

Table 6:Motivations for adopting ISOI certification

Motivations 240601 240603 240604 240605 240606

To meet the requirements of public

sector clients
√ √ √

To achieve operational improvements √

To differentiate from competitors √ √ √ √

To increase customer trust √ √ √

Other

The motivations for these companies to adopt ISOI included meeting the requirements

of public sector clients, achieving operational improvements, differentiating from competitors,

and increasing customer trust. This finding indicated that these four factors were the primary

motivations for companies to pursue ISOI certifications, as no participants specified any

other motivations. Furthermore, when participants were asked to evaluate the importance of

client requirements, operational improvements, competitive advantage, and customer trust in

their decision to adopt ISOI standards, as shown in Table 7, competitive advantage was the

only factor regarded as important by all participants. This suggested that, among these four

factors, competitive advantage may be the primary motivation for pursuing ISOI

certifications. These findings were further supported by the motivation data, which frequently

highlight competitive advantage as a major reason for ISOI adoption.

Table 7: Importance of the general factors
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Pseudonym
Client

requirements

Operational

improvements

Competitive

advantage
Customer trust

240601 Very important Very important Very important Neutral

240603 Very important Neutral Important Not very important

240604 Neutral Neutral Important Neutral

240605 Important Very important Very important Very important

240606 Very important Very important Very important Very important

Given that the results of the questionnaire could not be freely altered by participants,

especially when they identified new motivations, and considering the potential limitations of

the questionnaire in capturing detailed and nuanced insights (Lindemann, 2023), data from

the interviews were used to explore the motivations for pursuing ISOI certifications in more

detail in the subsequent analysis.

4.2.2 Detailed motivations from interviews

As shown in Table 8, six overarching themes emerged from participants’ responses

regarding their motivations. Although these themes were closely related, to fully explore the

motivations for obtaining ISOI certifications, each theme was analyzed and discussed

separately, with the analysis organized according to the frequency with which participants

mentioned each theme.

Table 8: Driving motivations

No Overarching themes Frequency

1 Differentiating from competitors 4/5

2 Meeting client requirements 3/5

3 Establishing a framework for compliance and demonstrating adherence 3/5
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4 Increasing customer trust 2/5

5 Achieving operational improvements 2/5

6 Cooperating with ATC Certification for mutual benefit 1/5

4.2.2.1 Differentiating from competitors

The first theme—differentiating from competitors—was mentioned by four participants,

as indicated by terms and phrases such as “advantage,” “prestige,” and “distinguish from the

competition.” Participant 240601 stated:

There’s not many of us for what I know in the profession who have

achieved this accreditation or even sought to have it. So I wanted to

distinguish us from the competition.

Participant 240601’s view was supported by three other participants, who suggested that

ISOI certification was pursued primarily to differentiate from competitors. Participant

240603 stated, “The other reason why we did it is really simple: prestige,” while Participant

240604 noted, “It would be advantageous if we are tendering for work.” The findings

revealed that ISOI certification is primarily pursued for its potential to differentiate a

company from its competitors and to enhance its prestige, particularly in tendering processes.

One critical reason differentiating from competitors is a significant motivation is that it

allows LSCs to stand out in crowded markets, making them more appealing to potential

clients seeking reliable and high-quality partners (Vergara-Streinesberger, Aycardi-Vitola, &

Mendoza-Merchán, 2020). Furthermore, standing out in a competitive market can enhance

the marketability of ISOI-certified LSCs, leading to increased earnings (Abbas et al., 2022)

and expanded market opportunities (Herdiana & Rusdiana, 2022). However, these advantages

may diminish over time. As Participant 240605 noted, with the advent of automatic

interpretation services, people may prefer them—even if they are not very accurate or

compromise privacy—simply because they are free, very inexpensive, or immediate. As a

result, customers might increasingly opt for these services, potentially undermining the

current competitive edge provided by certifications.
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4.2.2.2 Meeting client requirements

Three participants indicated that their motivation for pursuing ISOI certifications was to

meet client requirements. Participants 240601 and 240606 specifically mentioned “asking for

this accreditation” and “asked for ISO certifications” while Participant 240603 employed

“client requirements” to describe this motivation for certifying ISOI certifications. Participant

240601 elaborated:

We’ve noticed with our French operation, particularly that European-based

clients are asking for this in tenders. When they go for competitive tender,

we’ve noticed that is one of the requirements to have. Before you can even

bid for the tender, you must have evidence of the ISOI.

Echoing Participant 240601’s experiences, Participant 240606 noted that “with every

sort of tender that we looked at, they’ve always asked for ISO certifications.” Additionally,

these clients are present in both the private and public sectors. When asked about specific

industries within the public sector, participants 240603 and 240606 mentioned the NHS, local

councils, and the police. The findings suggested that meeting client requirements, whether

from the public or private sector, can be a significant motivation for LSCs to pursue ISOI

certifications. This was backed up by the research of Aamer, Al-Awlaqi, and Mandahawi

(2020), which identifies government demands and requirements as one of the key motivating

factors.

The importance of meeting client requirements can be explained by the fact that meeting

client requirements enables companies to qualify for opportunities in the public sector

(Ducatel et al., 2020). In industries such as interpreting services for the NHS, local councils,

and the police, ISOI certification is often not just a preference but a legal or contractual

necessity. Furthermore, by meeting client requirements, companies can enhance client

satisfaction (Hsiao et al., 2021). This is achieved by ensuring that services align with client

expectations, which is crucial for retaining clients and securing repeat business (Rohmayati &

Hidayat, 2022).

4.2.2.3 Establishing a framework for compliance and demonstrating adherence
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Among the five participants, three emphasized that their motivation for obtaining ISOI

certifications was to establish a compliance framework and demonstrate adherence to

standards. Participant 240601 stated, “We wanted to have a framework to work against, to

ensure that our standards complied with international standards in the profession,” while

Participant 240604 noted, “It would be nice to ... be able to show them that we meet the

criteria required for accreditation.” Similarly, Participant 240606 highlighted that “it is also a

good demonstration to all our clients that this organization, this company, is operating in line

with ISO standards.” This indicated that, while establishing a compliance framework and

demonstrating adherence are important motivations for pursuing ISOI certifications, they are

less predominant compared to the motivation of differentiating from competitors.

The importance of establishing a compliance framework and demonstrating adherence is

underscored by its ability to significantly enhance customer trust. Certification to ISOI

standards visibly demonstrates a company’s commitment to internationally recognized

benchmarks (ISO, 2015a), thereby strengthening its credibility (Certly Consulting, 2023).

Additionally, the motivation to establish such a framework often leads to improved service

quality, as it ensures that a company’s practices are systematically aligned with industry

benchmarks and best practices (Lestal, 2024). This alignment not only helps maintain

consistency in service delivery but also enhances customer satisfaction and loyalty. When

interpreting service providers consistently deliver high-quality services, they are more likely

to see increased customer retention and referrals, which in turn fosters business growth and

enhances profitability (Certly Consulting, 2023).

4.2.2.4 Increasing customer trust

Two participants cited increasing customer trust as their motivation for pursuing ISOI

certifications. Participant 240603 used the term “credibility,” while Participant 240606

referred to “customer assurance” to describe this motivation. According to Participant 240603,

ISOI certification provides recognition to people unfamiliar with the company, demonstrating

that the company has been audited and that all interpreters are compliant, which in turn

enhances satisfaction and credibility. Consistent with this view, Participant 240606 believed

that ISOI certification provides customers with assurance that the company has successfully

undergone quality checks. The findings suggested that enhancing customer trust is a less

common motivation for pursuing ISOI certifications.
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Although enhancing customer trust is a less frequent motivation, it is crucial because it

helps facilitate the establishment and maintenance of long-term relationships with clients

(Dang, Pham, & Wang, 2019). By providing clients with the confidence to continually rely

on the service provider, it fosters a stable and enduring partnership. Additionally, increased

customer trust can lead to higher customer retention (Oppong, Mensah, & Addae, 2021), as

customers who trust a company are more likely to stay loyal, continue using its interpreting

services, and be less inclined to switch to competitors.

4.2.2.5 Achieving operational improvements

The motivation to achieve operational improvements was identified from the responses

of two participants, as indicated by words like “extend,” “update” and “change”. Participant

240603 stated that the company upgraded or extended their CRM to include additional

sections for interpreting assignments, such as the method of delivery, feedback, and breaks,

because they wanted new IT systems and needed to change their project management

approach. Similarly, Participant 240606 mentioned that, in response to the company’s growth

and the influx of new employees, there was a need for consistent processes to maintain

efficiency and ensure that everyone followed the same procedures within the standardized

framework. This indicated that while operational improvements were not the primary

motivation for the majority of participants, they nonetheless represent a significant

motivation for some LSCs seeking ISOI certifications.

One reason that achieving operational improvements is a significant motivation for some

LSCs pursuing ISOI certifications is its potential to increase efficiency and productivity. By

refining workflows (Rinsche, 2007), enhancing operational processes, and reducing errors,

companies can better manage a growing volume of assignments (Realyvásquez-Vargas et al.,

2019) and respond more swiftly to client needs. Additionally, the drive for operational

improvement can lead to lower operational costs (Moon, 2024). Streamlining procedures,

eliminating redundancies, and improving operational practices allow companies to achieve

more efficient operations, thereby reducing the time and resources required for tasks

(Hryhoriev and Habor, 2022) and ultimately lowering overall operational costs.

4.2.2.6 Cooperating with ATC Certification for mutual benefit
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“Cooperating with ATC Certification for mutual benefit” was the least identified

motivation, with only one participant noting that it was truly beneficial for both ATC

Certification and themselves, as they served as a pilot company, helping ATC Certification

fine-tune and develop procedures and requirements of ISOI. On the other hand, Participant

240603 described how ATC Certification was an absolutely fantastic resource, explaining:

They have tons of materials. They can schedule meetings. They can

explain what’s involved. They can help you to assess your system as well,

or your struck, you know, your business how it works. So it for us, it really

have that the sense structured instructions. And they sent us basically the

whole breakdown of the standard we are applying.

The findings demonstrated that while “cooperating with ATC Certification for mutual

benefit” was the least cited motivation, it was still recognized for its value. This motivation’s

importance for ISOI certifications may stem from its potential to provide exclusive training

and support to the pilot company. Such cooperation can help the company better understand

ISOI procedures and requirements, thereby reducing the additional workload and time

required for certifications and enhancing overall operational efficiency. Moreover,

collaborating with ATC Certification for ISOI certifications may enable the pilot company to

drive industry development. By sharing its existing knowledge and high client requirements

with ATC Certification, the company could contribute to the development of certification

standards and set industry trends.

4.2.3 Summary

As detailed and discussed in Section 4.2.2, the primary motivations for pursuing ISOI

certifications are differentiating from competitors, meeting client requirements and

establishing a compliance framework. Although factors such as demonstrating adherence,

increasing customer trust, achieving operational improvements, and cooperating with ATC

Certification are mentioned less frequently, they are still significant motivations.

Each of these factors is likely to contribute significantly to the development of LSCs and

enhance their overall performance. Specifically, these motivations could improve

marketability, enable companies to qualify for public sector opportunities, and potentially

boost client satisfaction and customer trust. They may also lead to enhanced service quality,
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facilitate the establishment and maintenance of long-term relationships, and increase

customer retention. Additionally, these factors might result in greater efficiency and

productivity, reduced operational costs, and a streamlined ISOI certification process by

minimizing additional workload and time requirements. Furthermore, they have the potential

to drive industry development by fostering innovation and setting new trends. Overall, these

benefits are expected to support the growth and competitive edge of LSCs, making them

more effective and resilient in the marketplace. Consequently, securing ISOI certifications

should be an important consideration for LSCs in providing translation and interpretation

services to facilitate cross-cultural communication.

4.3 Challenges in implementing and certifying ISOI

As mentioned in Section 3.3, in-depth interviews were conducted to complement the

initial findings from the questionnaires, aiming to gather explanatory data on managers’

opinions and personal experiences. The subsequent analysis started with the questionnaire

results, outlining the challenges identified by these LSCs, and was then followed by an in-

depth exploration of the interview findings.

4.3.1 Initial findings from questionnaires

As presented in Table 9 below, companies faced two major challenges in implementing

ISOI certifications: the time-consuming nature of the process and the complexity of

implementation. Among these challenges, the time-consuming nature of the process was the

most frequently mentioned. This finding aligned with prior research on ISO 9001 by

Sfakianaki and Kakouris (2018), which identified time-consuming procedures as one of the

most commonly cited obstacles. This suggested that such challenges are likely inherent to the

ISO certification process in general, regardless of the specific standard.

Additionally, two participants chose “other” as a response. Participant 240603 noted that

adapting their project management system and CRM to meet ISO standards was a challenge.

However, Participant 240604 mentioned that since their company already holds other ISO

certifications, they did not encounter significant difficulties in obtaining ISOI certifications.
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Table 9: Challenges in implementing and certifying ISOI

Challenges 240601 240603 240604 240605 240606

Cost of certification

Complexity of implementation √

Lack of internal experience

Resistance to change within the

organization

Time-consuming process √ √ √ √

Other √ √

4.3.2 Detailed challenges from interviews

Regarding the challenges faced by LSCs in implementing and obtaining ISOI

certifications, six overarching themes were identified in the transcripts, as shown in Table 10.

Although these challenges may share similar causes and effects, each was analyzed and

discussed separately, in order of the frequency with which participants mentioned them.

Table 10: Encountered challenges

No Overarching themes Frequency

1 Time-consuming process 5/5

2 Complex implementation process 2/5

3 Demanding compliance requirements 2/5

4 High costs and budget constraints 2/5

5 Staffing limitations 2/5

6 Technology shortcomings 2/5

4.3.2.1 Time-consuming process
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The obstacle of a time-consuming process was identified in all participants’ responses,

as indicated by the frequent mention of the word “time.” Participant 240601 noted that:

Time was the biggest problem to actually map out the processes against the

standard. So we’ve created the flow charts and sub-flow charts from them.

So it took us quite a while. It took several months to do this, to get

everything in place and also aligned with our own system.

In a similar vein, Participant 240604 mentioned that the entire preparation process took

four weeks if worked on full-time, with the most time-consuming part being the identification

and documentation of existing processes to use as evidence. Participant 240606 also reported

that the whole process took nine months and was time-consuming.

Although participants 240603 and 240605 did not specify the approximate time required

for ISOI certifications, they described the process as “a long journey” and “extremely time-

consuming.” Furthermore, Participant 240603 mentioned needing additional time to gather

information from interpreters, while Participant 240605 noted that considering how to ensure

and demonstrate consistent service quality was particularly time-consuming. This indicated

that the ISOI certification process can be universally recognized as highly time-consuming,

despite variations in duration across different companies.

The time-consuming nature of the ISOI certification process is likely due to the

requirement of conducting a thorough internal review, which often leads to comprehensive

adjustments to business practices based on the review’s findings. As described by Participant

240601, mapping their processes to meet the ISOI standards required several months to

develop the necessary flow charts and sub-flow charts. This detailed process of aligning their

operations with ISOI requirements appeared to take significant time and effort. Such

demands tend to increase employee fatigue and pressure (Kumar et al., 2006), resulting in

decreased operational efficiency.

A further reason for the lengthy process can be stringent documentation requirements,

which demand thorough and precise records of all processes and compliance measures (ISO

R2 Consulting, 2023). According to participants 240603, 240604, and 240605, they had to

spend a significant amount of time documenting existing processes as evidence, gathering

interpreters’ information, and addressing the challenge of maintaining and proving consistent

service quality. All their experiences underscore the time-consuming nature of the process,
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particularly due to the need for extensive documentation. This substantial investment of time

and resources in providing comprehensive records to demonstrate compliance can strain the

company’s operational efficiency (Skoff et al., 2023), diverting attention from core business

activities.

4.3.2.2 Complex implementation process

Two participants highlighted the difficulties associated with a complex implementation

process. Participant 240604, from a medium-sized company that already held other ISO

certifications, found that adapting and adjusting existing practices and documentation to meet

ISOI’s specific requirements was a relatively minor challenge. In contrast, Participant 240606,

from a small business, mentioned that balancing regular business operations with the

additional work required for ISOI certifications was challenging. Given that significant

changes to practices and documentation, along with the need to manage regular business

activities simultaneously, add to the complexity of the implementation process, these

challenges were categorized under the theme of a complex implementation process. The

findings demonstrated that the complexity of implementing ISOI certifications is a notable

challenge, which varies considerably depending on the size of the company and its prior

experience with ISO certifications.

The complexity involved in ISOI certification implementation is largely due to the need

for participants 240604 and 240606 to manage multiple tasks simultaneously. For instance,

Participant 240604 had to balance modifying existing practices and documentation with

ongoing business operations, while Participant 240606 faced the challenge of managing the

additional workload required for ISOI certifications alongside regular business activities

without compromising either. This simultaneous management of competing demands

significantly contributes to the overall complexity of the implementation process, likely

increasing employee workloads (Zhang et al., 2023), which in turn causes greater fatigue and

pressure.

In addition to managing multiple tasks, the complexity of the implementation process is

likely driven by the need to consider various factors. For example, when adjusting existing

practices to meet ISOI’s specific requirements, Participant 240606 not only considered the

practicality and sustainability of these changes but also anticipated and managed potential
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employee resistance by working closely with staff, explaining the situation, and outlining the

reasons for the changes to ensure acceptance. Balancing these diverse considerations—

ensuring that changes are both effective and accepted—considerably complicates the

implementation process. This complexity has the potential to increase costs for helping

employees understand and adopt the new changes.

4.3.2.3 Demanding compliance requirements

The theme of demanding compliance requirements emerged from the responses of two

participants. Participant 240603 pointed out that implementing a more robust and specific

Non-Disclosure Agreement (NDA) for DNA requirements posed a challenge. Additionally,

Participant 240605 highlighted difficulties in ensuring consistent service quality and

collecting evidence to demonstrate compliance with ISOI standards. While these challenges

could also fall under the theme of complex implementation processes, they were specifically

categorized as demanding compliance requirements due to the stringent demands of the ISO

certification process, which necessitates precise, detailed documentation (ISO R2 Consulting,

2023). This underscored that the issue of demanding compliance requirements represents a

noteworthy challenge, even though it was highlighted by only two LSCs.

The demanding compliance requirements stem from the strict guidelines of ISOI, which

specify essential requirements for the provision of general, legal, and health care interpreting

services and offer recommendations for best practices. Certification to these rigorous

standards necessitates comprehensive record-keeping (ISO R2 Consulting, 2023), consistent

service quality (ISO, 2024b), and strict adherence to protocols (ISO, 2018), presenting

substantial challenges during the certification process. For instance, Participant 240603

highlighted that their previous, more generic NDA made it challenging to fully adhere to the

stringent protocols required. Moreover, Participant 240605 noted that the real-time nature of

interpreting services made it difficult to verify service quality before delivery, while the

intangible nature of these services complicated evidence collection for demonstrating

consistency. As a result, their company invested substantial time and resources in attempting

to meet these demanding requirements, which likely led to increased operational costs. This

increase in costs, in turn, can redirect resources away from other key operational areas (Liu,

Liu, & Luo, 2016).
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4.3.2.4 High costs and budget constraints

Two participants mentioned high costs and budget constraints. Participant 240601

identified time and IT costs as significant challenges, noting that “the cost was not

insubstantial either for the actual process preparation and the auditing.” In addition,

Participant 240603 mentioned facing budget issues when purchasing new software. These

findings demonstrated that high costs and budget constraints are notable challenges for LSCs.

The primary drivers of high costs and budget constraints are the extensive resources

required for the preparation and auditing processes necessary for ISO certifications. These

processes often involve comprehensive training programs, system enhancements, and

procedural adjustments (ISO R2 Consulting, 2023), all of which contribute to the overall

expense. According to Participant 240601, staff were trained in the new processes mapped

out according to the standard. These processes were then rolled out across different projects

and thoroughly tested before the assessment. The need for extensive staff training,

implementation across multiple projects, and thorough testing are major contributors to high

costs and budget constraints. These high costs and budget constraints are likely to divert

significant resources away from core business activities (Liu, Liu, & Luo, 2016), thereby

straining the company’s financial and operational capacity.

Furthermore, system enhancements can also lead to increased costs and budget

constraints. As stated by Participant 240603, to meet the requirements for ISOI certifications,

they purchased new software to update their old system. However, because the new software

exceeded their budget, they had to shift their strategic focus to invest in these technologies.

This situation illustrates the financial strain resulting from mandatory system upgrades, which

can not only stretch Participant 240603’s company budget but also force them to divert

resources away from other strategic initiatives (Liu, Liu, & Luo, 2016).

4.3.2.5 Staffing limitations

Staffing limitations emerged as a challenge in the responses of two participants. As

described by Participant 240603:
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We had to train ourselves on how to use the software. We had to have

sessions. We had to have meetings with the developers. We had to upskill

our staff, that was quite challenging because we had wide range of people.

Also training someone remotely is not as easy as training someone in house.

So we had a staffing obstacles immediately.

Sharing a similar experience, Participant 240606 stated that as a small business, they

didn’t always have sufficient staffing resources while managing the additional work required

by the ISO standard. Therefore, staffing was a significant obstacle for them. These results

indicated that staffing limitations present a considerable challenge for LSCs during ISOI

certification, particularly for small-sized companies.

One possible cause of staffing limitations is the small staff size of the companies of

participants 240603 and 240606. Both are small-sized enterprises, which may operate with a

relatively small number of employees. This limited staffing can contribute significantly to

their staffing limitations. When operating with a small workforce, they may struggle to

manage the additional workload required for obtaining ISOI certifications. This situation can

lead to increased workloads on existing staff (Tsipour et al., 2024), potentially causing

inefficiencies and disruptions in regular business operations.

Another contributing factor is the companies’ strategic focus. As noted by Participant

240606, their company shifted its strategic focus towards investing in new technologies due

to the high costs associated with new software. This redirection of resources may have

diverted funds away from hiring additional staff, resulting in a shortage of human resources

to manage the increased workload required for ISOI certifications. This shortage could

exacerbate the strain on existing personnel, potentially leading to decreased efficiency and

disruptions in routine business operations.

4.3.2.6 Technology shortcomings

Among the five participants, two discussed challenges that were categorized under the

theme of technology shortcomings. Participant 240603 highlighted outdated IT systems and

project management tools as significant challenges, with inadequate laptop performance also

identified as an obstacle. In addition, Participant 240606 encountered issues related to the

implementation of additional systems and the optimization of existing software. This
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indicated that technology shortcomings, including outdated IT systems, inadequate hardware,

and difficulties with system implementation and software optimization, were notable

challenges for some LSCS during the ISOI certification process.

The primary cause of technology shortcomings stems from outdated IT systems that

hinder the effective implementation and integration of new software. As explained by

Participant 240603, their laptops were not powerful enough to run the new software, which

necessitated a complete system overhaul and investment in new IT equipment. This

inadequacy in hardware directly increased costs and led to budget constraints (Participant

240603), which is likely to slow down other business activities or strategic initiatives (Liu,

Liu, & Luo, 2016).

Another factor contributing to technology shortcomings can be resource strain.

According to Participant 240603, the implementation of additional systems and the

optimization of existing software often require both financial and human resources. However,

Participant 240606 mentioned that they didn’t always have sufficient staffing. This resource

strain poses a risk of limiting the ability to maintain up-to-date hardware and software and

delaying the implementation and optimization of these systems. As a result, Participant

240606’s company’s ability to adapt to new technological advancements and maintain high

standards of service could be compromised.

4.3.3 Strategies and recommendations for addressing challenges

Although all five LSCs faced various obstacles when certifying ISOI, regardless of their

company size and experience with ISO certification, they employed a variety of strategies to

overcome these challenges. Additionally, some recommendations were proposed to help

other companies that might face similar challenges. Since some solutions and suggestions do

not directly address the problems mentioned in Section 4.3.2 with immediate and clear

interventions, they are classified into direct and indirect solutions and recommendations. The

following subsections offer a detailed exploration of how these strategies and

recommendations can address the identified challenges and their potential impact on other

possible challenges.
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4.3.3.1 Direct solutions

According to the responses from the participants, four key strategies emerged as direct

solutions and recommendations to resolve the challenges: establishing framework and

defining responsibilities, modifying grading criteria and implementing post-mortem meetings,

conducting objective reviews and refining processes, and documenting certification process

and future updates.

In order to address the challenge of a time-consuming process, the method of

establishing framework and defining responsibilities was used. This approach, as highlighted

by Participant 240606, involved allocating the necessary time to complete the required work

and setting up priorities. Additionally, as stated by Participant 240604, it involved identifying

areas of responsibility for all the requirements. By clearly creating a structured workflow and

assigning roles, this method can not only streamline the process and reduce delays (Popoola

et al., 2024) but also minimize confusion and ensure that each requirement is managed by the

appropriate person or team (Payne and Joyner, 2006).

In response to the stringent compliance demands of ensuring consistent service quality

and collecting evidence to demonstrate adherence to ISOI standards, the strategy of

modifying grading criteria and implementing post-mortem meetings was employed. As

mentioned by Participant 240605, this method included modifying the grading system to

include relevant items for interpretation, such as punctuality, and conducting post-mortem

meetings to evaluate the outcomes of interpretation services and ensure they meet the set

objectives. Additionally, it involved having some customers listen to the interpretations and

provide feedback, if possible (Participant 240605). Although this approach may not achieve

perfect consistency, it can effectively improve quality control (Andre et al., 2023) and

address compliance requirements by systematically evaluating and refining interpretation

services and providing tangible evidence for compliance.

In addition to this approach, methods such as conducting objective reviews and refining

processes as well as documenting the certification process and future updates have also been

used to address the demanding compliance requirements. According to Participant 240601,

the first method involved having two objective individuals review and validate the processes

to ensure their accuracy and effectiveness, with ongoing updates and refinements to enhance

overall procedures. This approach helps identify and correct potential issues early (Zailani et

al., 2023) and align procedures with evolving standards, thereby preventing costly mistakes
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and ensuring ongoing compliance. Meanwhile, Participant 240603 suggested breaking down

the task of reassessing the system into smaller tasks every few months. This strategy can not

only make the process more manageable (Robinson, Lynn and Lillystone, 2009) but also

optimize resource use and reduce overall preparation time by preventing the accumulation of

backlog. Although these strategies differ, they both contribute to maintaining and

continuously improving compliance by optimizing processes and adapting to new

requirements.

Furthermore, the second method, as mentioned by Participant 240604, involved

maintaining a comprehensive record of the entire process and all updates required in

subsequent years. This strategy is crucial for both the ISO audit and internal reference

(Participant 240604), as it ensures that all necessary updates are thoroughly documented and

easily retrievable. By systematically documenting each step and update, the company can

quickly and accurately demonstrate compliance with ISOI, reducing the likelihood of missing

crucial information or overlooking updates. Consequently, this minimizes the risk of non-

compliance (Nabane, Klingelhöfer, and Geyer, 2024), and can also reduce overall preparation

time by providing a clear and organized reference for future audits and reviews.

4.3.3.2 Indirect solutions

In addition to the four direct solutions and recommendations, participants’ responses

also revealed four indirect approaches: asking for feedback from employees, being honest

and communicating with staff, planning ISOI-related work around workload and seeking

assistance from external resources. Since the participants did not explicitly state the specific

issues these measures were intended to address, the potential purpose of these approaches is

inferred from their responses.

In addressing organizational resistance to change, the method of asking for feedback

from employees was employed. As highlighted by Participant 240603, this approach involved

actively seeking input from employees on the new system through regular meetings and

feedback sessions. By engaging employees in discussions about their experiences and

challenges with the system, the company gathered valuable insights and made necessary

adjustments (Participant 240603). This process enables the early identification of problems
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and ensures that employees feel appreciated (Wrench and McCroskey, 2008), which

contributes to a smoother transition and fosters a cooperative work environment.

Beyond soliciting employee feedback, being honest and communicating with staff

provides an alternative strategy for mitigating organizational resistance to change. As

mentioned by Participant 240605, this approach involved clear communication, ensuring staff

understood the purpose of the changes, reassuring them about job security, and addressing

any concerns. It also included discussing and adopting staff suggestions when appropriate

(Participant 240605). By valuing employee input and involving them in the transition process,

this method can effectively overcome resistance by building trust (Weibel, Schafheitle and

Werff, 2023), reducing uncertainty, and fostering a sense of ownership (Giunipero and Vogt,

1997), making employees more likely to support and engage with the change.

In response to staffing limitations, the approach of planning ISOI-related work around

existing workloads was implemented. According to Participant 240601, this strategy entailed

carefully planning meetings and brainstorming sessions to align with the employees’

workload. While plans might occasionally be disrupted (Participant 240601), this method is

designed to prevent overburdening staff, thereby avoiding additional strain (Tropschuh and

Reinhart, 2020). By ensuring that ISOI-related responsibilities are integrated without

overwhelming employees, this approach is able to maintain the smooth operation of existing

tasks and reduce the risk of burnout.

To tackle the issue of staffing limitations, the solution of seeking assistance from

external resources was implemented. According to participants 240603, 240605, and 240606,

this strategy entailed collaborating with external consultants and organizations, such as ATC

Certification, to provide guidance, additional resources, and expertise. This approach allowed

the LSCs to receive valuable support throughout the transition, access necessary documents,

and gain an objective perspective on internal processes (Participant 240603). However,

Participant 240603 also emphasized that while external help is valuable, it is beneficial for

internal teams to implement systems and processes themselves whenever possible. This can

ensure that the team fully understands and is committed to the new systems, leading to more

effective and sustainable implementation. Additionally, Participant 240605 highlighted the

importance of maintaining a third party to assist with ongoing internal audits, ensuring

objectivity and accuracy in evaluations. By leveraging external expertise, the obstacle of

staffing limitations can be addressed, as these external partners are able to provide specialized
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skills and resources and reduce the workload on internal teams (Raweh and Hashed, 2023),

enabling the company to meet deadlines more efficiently.

4.3.4 Summary

As outlined and analyzed in Section 5.3.2, the primary challenge is the time-consuming

process, while the notable obstacles include the complex implementation process, demanding

compliance requirements, high costs and budget constraints, staffing limitations, and

technology shortcomings. These challenges, driven by factors such as the need for thorough

internal reviews and stringent documentation requirements, the simultaneous management of

multiple tasks and consideration of various factors, adherence to strict ISOI guidelines, the

extensive resources required for preparation and auditing processes, small staff sizes,

strategic focus, outdated IT systems, and resource strain, can negatively impact the

company’s efficiency and overall performance.

To be specific, the time-consuming process tends to increase employee fatigue and

pressure, leading to decreased operational efficiency and diverting attention from core

business activities. Similarly, the complex implementation process is likely to increase

employee workloads, which in turn causes greater fatigue and pressure, as well as raises costs

for helping employees understand and adopt the new changes. In addition, demanding

compliance requirements have the potential to increase operational costs, thereby redirecting

resources away from other key operational areas. Furthermore, high costs and budget

constraints can divert significant resources away from core business activities and other

strategic initiatives, straining the company’s financial and operational capacity. Moreover,

staffing limitations are likely to increase workloads on existing staff, exacerbating strain on

personnel and potentially causing inefficiencies and disruptions in regular business operations.

Finally, technology shortcomings tend to increase costs and lead to budget constraints, which

can slow down other business activities or strategic initiatives, ultimately compromising a

company’s ability to adapt to new technological advancements and maintain high standards

of service.

Despite these challenges posing risks to the company’s organizational performance and

overall effectiveness, six methods were implemented to address and overcome them. These

include establishing a framework and defining responsibilities, modifying grading criteria
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and implementing post-mortem meetings, conducting objective reviews and refining

processes, documenting the certification process and future updates, asking for feedback from

employees, being honest and communicating with staff, planning ISOI-related work around

workload, and seeking assistance from external resources. These methods not only have

effectively alleviated the challenges but also can enhance overall organizational efficiency,

boost employee engagement, and ensure sustained compliance. By addressing immediate

issues and optimizing processes, these approaches are able to facilitate a more streamlined

operation, improve resource management, and foster a supportive work environment.

Therefore, it is highly recommended that companies facing similar challenges consider

adopting these strategies to resolve their issues, enhance operational efficiency, and ensure

ongoing compliance.
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5. Conclusion

This chapter begins with a concise overview of the study’s findings and discussions. It

then offers practical recommendations for LSCs considering ISOI certifications, as well as

for those aiming to achieve and implement it. The chapter concludes by addressing the

limitations of the current study and suggesting potential avenues for future research.

5.1 Summary

Guided by the three RQs: “What is the prevalence of ISOI implementation and

certification among LSCs in the UK?”, “What are the motivations for these LSCs in the UK

to adopt ISOI certifications?”, and “What challenges do these LSCs face when certifying

ISOI?”, this study began with desk research using data from the Companies House website

and the ATC Certification website to identify eligible LSCs. Subsequently, a qualitative

methodology—comprising questionnaires and semi-structured interviews—was employed to

collect data from five ISOI-certified companies. The data were analyzed thematically, and the

findings and discussions are summarized below.

The first research question examined the extent to which LSCs in the UK have

implemented and achieved ISOI certifications. The findings revealed that at least 14

companies in the UK have obtained ISOI certifications, though overall implementation

remains relatively uncommon. Notably, while all of these LSCs have achieved ISO 18841

certification for interpreting services, the prevalence of ISO 20228 and ISO 21998

certifications—specific to legal and healthcare interpreting, respectively—is notably low,

with only one company certified in each.

The second research question focused on understanding the motivations behind LSCs’

decisions to adopt ISOI certifications. Six driving motivations were identified from

participants’ responses. Among these motivations, differentiating from competitors is a

primary factor. In addition to this, meeting client requirements and establishing a framework

for compliance and demonstrating adherence also serve as key drivers. Beyond these primary

drivers, three other notable motivations were identified: achieving operational improvements,

increasing customer trust, and cooperating with ATC Certification. These motivations are

crucial for LSCs as they help to differentiate in crowded markets, enhance marketability, and
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expand opportunities. They also enable qualification for public sector contracts, improve

client satisfaction and trust, and elevate service quality. Additionally, these strategies have

the ability to reduce operational costs, streamline internal processes, foster long-term client

relationships and higher retention, and boost overall efficiency.

The third research question examined the obstacles encountered by LSCs during the

ISOI implementation and certification process. The study identified six key challenges, with

the primary one being the time-consuming nature of the process. Other notable obstacles

include the complex implementation process, demanding compliance requirements, high

costs and budget constraints, staffing limitations, and technology shortcomings. Driven by

factors such as rigorous internal reviews, stringent documentation requirements, multitasking

demands, strict ISOI guidelines, resource-intensive processes, small staff sizes, outdated IT

systems, and overall resource strain, these obstacles are likely to lead to increased costs,

higher workloads, and operational inefficiencies. Additionally, they may strain the

company’s financial and operational capacity.

In response to these challenges, four direct solutions and four indirect solutions were

implemented to mitigate their impact and improve overall efficiency. The direct solutions

included establishing framework and defining responsibilities, modifying grading criteria and

implementing post-mortem meetings, conducting objective reviews and refining processes,

and documenting certification process and future updates. The indirect solutions

encompassed asking for feedback from employees, being honest and communicating with

staff, planning ISOI-related work around workload and seeking assistance from external

resources. By employing these strategies, the LSCs were able to alleviate the challenges they

faced and enhance overall organizational efficiency, boost employee engagement, and ensure

sustained compliance.

5.2 Implication

The present study offers recommendations for LSCs providing interpreting services that

are considering ISOI certifications. As mentioned in Section 2.2.2 and Section 2.2.3,

obtaining ISOI certifications can not only enhance credibility and marketability, improve

customer satisfaction, increase efficiency, and strengthen risk management, but also

positively influence the development of LSCs. Therefore, pursuing ISOI certifications is
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advisable. However, LSCs may face various challenges and obstacles during the

implementation and certification process, regardless of their size or prior experience with ISO

certification. Consequently, it is crucial for LSCs to conduct thorough assessments and

carefully evaluate whether ISOI certifications align with their needs before initiating the

certification process. This approach would prevent wasted resources and increase the

likelihood of successful certification, thereby ensuring a strategic fit with the company’s

objectives and optimizing resource allocation.

In addition, the current study extends suggestions to LSCs seeking to attain and

implement ISOI certifications. As highlighted in Section 4.3.3, eight effective approaches

were employed to address the obstacles encountered during the ISOI certification process.

LSCs are advised to consider these strategies as a foundational framework. For instance,

when dealing with time-consuming processes, LSCs should establish a clear framework and

define responsibilities clearly to streamline procedures and minimize delays (Popoola et al.,

2024). In the face of demanding compliance requirements, conducting objective reviews and

refining processes is recommended to prevent costly mistakes and ensure ongoing

compliance. Additionally, they should document the certification process and future updates

to minimize the risk of non-compliance (Nabane, Klingelhöfer, and Geyer, 2024). Modifying

grading criteria and implementing post-mortem meetings to improve quality control (Andre

et al., 2023) are also advisable strategies.

To overcome organizational resistance to change, LSCs should solicit feedback from

employees to identify problems early and ensure that staff feel valued (Wrench and

McCroskey, 2008). It is also crucial to maintain honest communication with staff to build

trust (Weibel, Schafheitle, and Werff, 2023) and foster a sense of ownership (Giunipero and

Vogt, 1997). Finally, to address staffing limitations, LSCs should plan ISOI-related work

around existing workloads to prevent overburdening staff and consider seeking assistance

from external resources to alleviate the workload on internal teams (Raweh and Hashed,

2023). While these strategies offer a solid foundation, it is essential for each LSC to tailor and

adapt them to their unique circumstances to achieve optimal results.

5.3 Limitations and future research

Considering that the primary purpose of this study is to evaluate the extent to which
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LSCs in the UK have achieved ISOI certifications, its findings offer limited insights into the

certification status of LSCs in other countries. However, as ISOI standards are not only

internationally recognized but also frequently required in tenders, LSCs in different regions

may have various motivations and encounter distinct challenges when pursuing ISOI

certifications. Therefore, future research could benefit from examining ISOI certifications

across diverse countries and regions to better understand the range of motivations and

obstacles encountered.

Furthermore, constraints related to limited time and data collection experience led to the

selection of only 430 LSCs for identifying eligible companies. Consequently, some

potentially valuable sources of information may have been excluded. To enhance the

comprehensiveness of future studies on ISOI certifications in the UK, including a larger

sample of LSCs obtained from the Companies House website would be beneficial. This

approach could provide a more thorough understanding of the driving motivations and

challenges associated with ISOI certifications.

Another noteworthy limitation of this study is the potential for bias that cannot be

entirely eliminated. As discussed in Section 3.6, all decisions related to the selection of

eligible companies, data analysis, and interpretation were made solely by myself due to the

absence of a second reviewer. As a result, the possibility of subjectivity and bias cannot be

completely ruled out. To address this concern, future research could benefit from involving a

second reviewer or multiple reviewers, which would significantly help in mitigating bias and

enhancing the objectivity of the study’s findings.

Lastly, this study is constrained by the difficulty of sampling. With only 14 LSCs

identified, and many of them particularly busy during the summer, only five participants were

able to take part in this study. This limitation could affect the credibility and warrantability of

the findings. To enhance the reliability of future studies, researchers could either wait for

more UK-based LSCs to obtain ISOI certifications or choose a less busy period, thereby

increasing the likelihood of recruiting more participants and strengthening the study’s

validity.
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Appendix I Questionnaire
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Appendix II Interview schedule and question

Opening (4 mins)

 Self-introduction

 Consent check

Semi-structured questions (25 mins)

Q1: In the questionnaire, you mentioned the primary reasons for your company to pursue the

ISOI certification. Could you please elaborate on your choice(s) and explain the specific

motivations and benefits your company aimed to achieve?

Q2: When deciding whether to adopt ISO standards, which factors do you consider first?

Please rank the following aspects in order of priority: client requirements, operational

improvements, competitive advantage, and customer trust.

Q3: Could you please explain the reasons behind your ranking?

Q4: Could you please describe any specific difficulties or obstacles your company

encountered during the implementation process?

[If not mentioned in questionnaire and interview] Additionally, were there any other

challenges you faced that were not mentioned in the questionnaire, such as poor

communication, lack of resources, or anything else?

Q5: Following up on that, how did your company address or overcome these challenges?

Q6: Based on your experiences, would you recommend other companies facing similar

challenges in pursuing certification to adopt the same methods? Or, what other strategies

would you suggest they consider to overcome these challenges?

Conclusion (6 mins)

 Summary of the discussion

 Explanation of utilization of interview data
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 Expression of gratitude to the interviewee
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Appendix III Transcripts
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Appendix IV Thematic analysis

Table I: Initial codes

Pseudonym Driving motivations Encountered difficulties

240601 To have a framework ensuring

compliance with international

standards;

To meet client requirements;

To differentiate from competition;

To meet client requirements in

tenders

Limited time;

Time-consuming process;

Not insubstantial cost

240603 To cooperate with ATC Certification

for mutual benefit;

To enhance prestige;

To increase credibility;

To meet client requirements;

To achieve operational improvements

Outdated IT systems and project

management tools;

New software purchase and training;

Inadequate staffing;

Limited budget;

More time to collect information

from interpreters;

More robust and specific requirement

for DNA implementation;

Inadequate laptop performance;

Time-consuming process

240604 To differentiate from competition;

To gain a competitive advantage in

tendering for work;

To demonstrate compliance with

accreditation criteria

Adapting and adjusting existing

practices and documentation to meet

the accreditation requirements;

Time-consuming process
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240605 To gain competitive advantage Time-consuming process;

Ensuring consistent service quality;

Collecting evidence to demonstrate

compliance with ISO standards

240606 To meet client requirements in

tenders;

To learn and implement best

practice；

To meet public client requirements;

To achieve operational

improvements;

To increase customer trust;

To demonstrate compliance with

accreditation criteria

Balancing regular business operations

with the additional work required for

ISOI certification;

Lack of resource (staffing);

Time-consuming process;

Implementing additional systems and

optimizing existing software

Table II: Overarching themes

Driving

motivations

Differentiating from

competitors

To differentiate from competition (01);

To enhance prestige (03);

To differentiate from competition (04);

To gain a competitive advantage in tendering

for work (04);

To gain competitive advantage (05)

Increasing customer trust To increase credibility (03);

To increase customer trust (06);

Meeting client

requirements

To meet client requirements (01);
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To meet client requirements in tenders (01);

To meet client requirements (03);

To meet client requirements in tenders (06);

To meet public client requirements (06);

Achieving operational

improvements

To achieve operational improvements (03);

To achieve operational improvements (06);

Establishing a framework

for compliance and

demonstrating adherence

To have a framework ensuring compliance with

international standards (01);

To demonstrate compliance with accreditation

criteria (04);

To demonstrate compliance with accreditation

criteria (06);

To learn and implement best practice (06)

Cooperating with ATC

for mutual benefit

To cooperate with ATC for mutual benefit (03)

Encountered

difficulties

Time-consuming process Limited time (01);

Time-consuming process (01);

More time to collect information from

interpreters (03)；

Time-consuming process (03);

Time-consuming process (04);

Time-consuming process (05);

Time-consuming process (06);

High costs and budget

constraints

Not insubstantial cost (01);

Limited budget (03);
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New software purchase and training (03)

Staffing limitations Inadequate staffing (03);

Lack of resource-staffing (06);

Technology

shortcomings

Outdated IT systems and project management

tools (03);

Inadequate laptop performance (03);

Implementing additional systems and

optimizing existing software (06);

Complex implementation

process

Adapting and adjusting existing practices and

documentation to meet the accreditation

requirements (04);

Balancing regular business operations with the

additional work required for ISOI certification

(06)

Demanding compliance

requirements

More robust and specific requirement for DNA

implementation (03);

Ensuring consistent service quality (05);

Collecting evidence to demonstrate compliance

with ISO standards (05)
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Appendix V Participant information sheet

You are being invited to participate in research on ISO standards for interpreting (ISOI). This

study is being conducted by Kelly Su, a postgraduate student in Modern Language at the

School of Languages, Cultures, Art History, and Music at the University of Birmingham. The

project is not funded by any organizations or funds. Before you decide to take part, it is

important that you understand the purpose of the research and what participation will involve.

Please take the time to read the following information carefully.

What are the purposes of this study?

This study will evaluate the extent to which language service companies (LSCs) in the UK

have integrated and attained certification for ISOI. Additionally, this research will explore the

underlying motivations driving the adoption of ISOI within these LSCs, and identify the

challenges encountered during the implementation and certification processes. The findings

of this study will provide LSCs seeking to attain and implement ISOI certification with

practical ideas and suggestions to overcome potential challenges that may hinder their

adoption of these standards.

Why have I been invited to take part?

I am inviting managers responsible for ISOI implementation and certification at LSCs and are

interested in learning about and helping integrate ISOI into the interpreting industry.

Do I have to take part?

No – it is entirely up to you. If you do decide to take part, please keep this Information Sheet

and complete the Informed Consent Form to show that you understand your rights in relation

to the research, and that you are happy to participate. If you do decide to take part you are

still free to withdraw at any time and without giving a reason. Please note down your

participant number (which is on the Consent Form) and provide this to the researcher if you

seek to withdraw from the study at a later date.
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What will happen if I decide to tale part?

Data will be collected via a short online background information questionnaire and voluntary

follow-up interviews. The questionnaire will gather basic information about your company’s

size, the length of time it has been in the language service industry, the types of services

offered, the duration of ISOI certification, the reasons for pursuing ISOI certification, and the

challenges faced. The data from the questionnaire will be linked to your interview data but it

will not compromise your anonymity in any way as no real names are used at any point. A

numbering system will be used to protect your anonymity. You will be associated with a

number (e.g. 240600-05), and get a questionnaire with the number at the top. When

introducing you in the interview, your associated number will be used (e.g. “In this interview

I’m talking to Participant 240600-05). Pseudonyms will be attached to numbers when writing

up the research.

You will be invited to describe any specific difficulties or obstacles your company

encountered during the implementation process and to share the methods your company used

to address or overcome these challenges. The interview is expected to last around 30 minutes

and will be recorded with your consent. It will be conducted in a safe environment via Zoom

and scheduled at your convenience. Ideally, I would like to audio record the interview

responses, so the location should be a fairly quiet area, and your consent will be required for

this.

The follow-up interview data will be transcribed by the researcher. Opportunities will be also

provided for you to check the transcript of your data and review the interpretations of the

researcher throughout data analysis, if you request. Transcripts will be anonymised upon

transcription. All personal names, places, and any other identifying markers will be changed

and not be disclosed.

What are the possible benefits of taking part?
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By sharing your experiences, you will be helping other companies seeking to attain and

implement ISOI certification to better understand and integrate ISOI into their operations. If

you request, I can share a summary of the research findings with you. I hope you may find

this beneficial for your own ISOI implementation and certification process.

Are there any risks associated with taking part?

There are no significant risks associated with participation.

What if I am unwell prior to the research interaction?

If you feel unwell, then please contact the researcher (Kelly Su and telephone number: +44

7536244799), and we will postpone or cancel the research interaction.

What if I want to withdraw from this study?

Agreeing to participate in this project does not oblige you to remain in the study nor have any

further

obligation to this study. If, at any stage, you no longer want to be part of the study, please

inform the researcher [Kelly Su, ZXS336@student.bham.ac.uk]. You should note that your

data may be

used in the production of formal research outputs (e.g. theses and reports) prior to your

withdrawal and so you are advised to contact the researcher at the earliest opportunity should

you wish to withdraw from the study. On specific request I will destroy all your identifiable

answers, but I will need to use the data collected prior to your withdrawal, and to maintain

our records of your consenting participation up to the time of withdrawal.

Data protection and confidentiality

Your data will be processed in accordance with Data Protection Act 1998. All information

collected about you will be kept strictly confidential. Unless they are anonymised in our
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records, your data will be referred to by a unique participant number rather than by name. If

you consent to being audio video recorded, all recordings will be destroyed once they have

been transcribed. Your data will not be disclosed to other organisations. All electronic data

will be stored on the researcher’s laptop with password protection for up to one year. Your

consent information will be kept separately from your responses in order to minimise risk.

What will happen with results of this study?

The results of this study will be summarised in the researcher’s dissertation. Quotes or key

findings will always be made anonymous in any formal outputs unless I have your prior and

explicit written permission to attribute them to you by name. Information may also be kept

for future research.

Who can I contact?

If you have any further questions about the study, please contact the researcher, [Kelly Su,

ZXS336@student.bham.ac.uk].
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Appendix VI Participant consent form

Study title:

Investigating the implementation of ISO standards for interpreting in the UK language

services industry: Drivers and challenges

Participant number:

Statements of understanding/consent

‒ I confirm that I have read and understand the participant information sheet for this study.

I have had the opportunity to ask questions if necessary and have had these answered

satisfactorily.

‒ I understand that my participation is voluntary and that I am free to withdraw at any time

without giving any reason. If I withdraw my data will be removed from the study and

will be destroyed.

‒ I agree to my interview being audio recorded.

‒ I understand that my personal data will be processed for the purposes detailed above, in

accordance with the Data Protection Act 1998.

‒ Based upon the above, I agree to take part in this study.

Name, signature and date

Name of participant Date Signature .

Name of researcher Kelly Su Date June 18 Signature Kelly Su .
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