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What is the best course of action 
if you need more context but are 
running out of time?

 
Translate using your best
judgment. 

Ask the customer for clarification 
and risk losing the job if you don’t 
hear back in time.
 
Ask the customer but if you don’t 
receive a response, submit with 
a brief explanation.

In what language should
you communicate with the
customer?

 
Your native language. 

Your foreign language. 

The customer’s language as
displayed at the top of the
Comments section.

What should you do if the  
customer orders a text that is too 
technical for the Standard level?

 
Flag the job and wait for Gengo’s 
Support Team to intervene.

Accuse the customer of trying
to game the system.

Directly request that the
customer reorder the job at
the Pro level.

Pre-Lesson Warm Up

These questions are designed to get you thinking about the subject at hand: Communication skills.



Intro

Why communication skills?

Great translators are expert communicators — 
they can successfully interpret the meaning of one 
language and effectively convey it in another.

Excellent translators are distinguished by their  
interpersonal and customer service skills.

This lesson introduces best practices for customer in-
teraction. These will help you establish  
positive working relationships with your customers,  
which are crucial to your and Gengo’s success.



The Translationship

1. Getting to Know You

2. Dealing with Differences

3. Building Trust



1. Getting to Know You

Understand your customer to better meet their needs. 
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Getting to Know You
The beginning of a new translationship can 
be scary. Establish a solid foundation for 
working together and avoid heartbreak by 
getting to know your customer early on.

Take proactive steps to do this by:
Making a note of their language setting
Clarifying any ambiguities  
at the beginning
Checking their company website



The Case for Space
While we encourage you to ask questions, 
remember that customers, like you, are 
busy people.

Foster a healthy, happy relationship by:
Keeping your communications brief or as 
we say at Gengo, “weniger, aber besser” 
(“less, but better”)
Accepting that customers won’t always be 
available to answer questions
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http://en.wikipedia.org/wiki/Dieter_Rams


2. Dealing with Differences

Managing conflict is key to a successful translationship.



Dealing with Differences
“The height of human wisdom is to bring  
our tempers down to our circumstances,  
and to make a calm within, under the weight 
of the greatest storm without.”  
— Daniel Defoe

Sometimes customers request corrections  
or an early deadline. Instead of getting  
frustrated or defensive, stay cool and always 
communicate with diplomacy and tact.
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Don’t Shoot the Messenger 
Remember, customers have no control 
over rates and timelines; these are set by 
Gengo. Please raise concerns about these 
topics with a Gengo staff member.
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3. Building Trust

Build trust by being reliable and responsive.
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Building Trust
Trust is an essential factor in online translationships. 
Well, all translationships, for that matter, but online 
relationships arguably need more attention.

Here are 4 simple trust-building strategies:
Answer all questions in a timely manner
Confirm receipt of new instructions/information
Act responsibly, e.g., don’t wait until the last  
minute to cancel a job or request an extension
Proactively offer assistance (if necessary)  
or contact Support and we’ll step in.



Further Reading & Watching 
There are many useful and interesting resources aimed at developing 
communication and customer service skills. If you want to explore these 
topics in greater detail, we recommend:

Delivering Happiness by Tony Hsieh
The currency of the new economy is trust by Rachel Botsman
Write Less, Say More by Danny Rubin
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http://www.amazon.com/Delivering-Happiness-Profits-Passion-Purpose/dp/0446576220/ref=tmm_pap_title_1
http://www.ted.com/talks/rachel_botsman_the_currency_of_the_new_economy_is_trust.html
http://lifehacker.com/5909543/write-less-say-more-the-power-of-brevity


We’ve prepared some real-life scenarios for you  
to test your translationship skills.

To talk about the lesson or ask questions,  
join our discussion in the Translator Forums.  

Practice what you’ve learned

Download Exercise
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http://gengo-lessons.s3.amazonaws.com/07-communication-skills-exercise.pdf
https://support.gengo.com/forums/20480176-Translation-Resources



