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1. Abstract

In today's IT industry, the speed of information
delivery has become more important than ever.
Customers who are considering NetApp products
are searching for technical information available

online on their own.

In response, our Globalization team at NetApp,
called Globalization Programs Strategy Office
(GPSO), decided to meet the expectations of the
Japanese market by incorporating Machine
Translation (MT) engine into the localization

workflows for a variety of content.

For technical documentation, GPSO collaborated
with technical documentation development team who
decided to move most of the product documentation to
the GitHub platform and make it publicly available.
GitHub  is translations

providing  Japanese

simultaneously with the English version.

Even though MT engine quality is evolving day by
day, post-editing (PE) is usually considered essential
for the Japanese market before publishing a Japanese
translation. By prioritizing the speed of information
delivery by applying MT without PE (Raw MT), we

were able to still achieve high customer satisfaction.
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2. Introduction

Now, to give you some background on this case, we
would like to talk a little bit about NetApp. NetApp
empowers customers with hybrid multi-cloud
solutions. In a world of hybrid multicloud complexity,
under the vision to provide a better IT experience, we
build solutions that drive faster innovation — an
evolved cloud state where on-premises and cloud
environments are united as one, always delivering

simplicity, security, savings, and sustainability with

unified management and Al-driven optimization.

Customers are now looking for a solution on our
website that fits their requirements, investigating
the advantages of products by comparing products

by themselves.

To keep up with the growing volume of content
and keep up with frequent updates, we have
decided to publish our product manuals on GitHub

and make it publicly available.

When a foreign company sells a product in Japan, it
is necessary to think about delivering product
information in Japanese. Combined with the
grammatical characteristics of the Japanese language,
Japan has long maintained a low ranking in English

acceptance rankings.

*Director, Globalization Strategy and Localization Operations, NetApp Inc.
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When NetApp provided product manuals as PDFs,

localization was initially done via Human
Translation (HT). In 2017, we implemented MT
with PE. The process took a long time and
publishing of localized content was done few weeks
after the English content was published.

However, as we started publishing English
content on the GitHub platform, we realized that we
customers

couldn’t keep non-English-speaking

waiting for localization process to finish.

MT has been a major topic in the localization
industry both domestically and internationally for
many years, but especially for Japanese. Until the
introduction of Neural Machine Translation (NMT),
in general, presenting Raw MT to customers was
rarely an option. It was often a headache for
Japanese localization service providers (LSPs).
Japanese LSPs see this as a research cost for their
own company, and it has been common to hear that
they accept requests at a lower rate than HT, even

in cases where PE requires more time than HT.

When NMT first appeared as a game changer in the
industry, many people were skeptical about whether it
would work well in Japanese. The output of NMT has
steadily improved, and the use of NMT in Japanese
has increased. However, despite the significant
improvement of NMT quality, and many years dealing
with difficult experiences with Rules-based MT
(RbMT) and Statistical MT (SMT), it is still not widely

accepted for Japanese people to decide to provide Raw

NMT output to their customers.

NetApp invests in localization to help our customers

understand how great our products are, to gain access
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to cutting-edge technology, to try our products, to
make purchasing decisions, and use them.

GPSO is not just a Localization Services
organization, but a Center of Excellence (CoE) that
applies our globalization strategy and methodology to
all NetApp departments. Based on our content
localization strategy, we identified Raw NMT as a
solution to provide our Japanese customers with the
same customer experience as our English-speaking

customers.

3. Methodology

To cater to the Japanese market, NetApp
integrated NMT engine with GitHub platform for
product manuals in 2020. While the MT quality has
improved significantly with the introduction of
NMT engines, the expectation for high-quality
translations among Japanese readers remains high.
Therefore, our decision to introduce Raw NMT was
a risky one. However, we believed that prioritizing

the speed of information delivery was crucial to

staying competitive in the cloud age.

To ensure a successful Raw NMT implementation,
we worked on the following:

®  English content to be published must be
prepared in accordance with the writing
standards

®  Train NMT engine with a huge corpus of HT
accumulated over the past decade

® Work with Legal to include an appropriate
disclaimer on each page to notify readers of

the usage of MT



® Communicate with customer-facing teams
such as sales team and partners to ensure that
this approach meets customer expectations

®  Add feedback loop mechanism and establish a

workflow to capture and incorporate feedback

4. Results

NetApp’s decision to implement Raw NMT for
product documentation translation has been positively

received by partners and customers in Japan.

In August 2022, NetApp was ranked #1 in the
storage category in the Nikkei Computer Customer
Satisfaction Survey 2022-2023. Partners have told
us that NetApp's way of delivering product
documentation has had a significant impact on their
efforts. The focus on the speed of delivery of
information to the Japanese market is a reflection
of our US-headquartered company prioritizing the
which essential for the

Japanese market, 1s

fast-paced world of cloud computing.

GPSO has also noticed that the Japanese pages of
NetApp’s product manuals are highly visited by

Japanese audiences.

5. Discussion

We have successfully leveraged Raw NMT for our
product documentation website, it is important to
note that there are potential risks and challenges
associated with this approach. There are three key
requirements to consider when an enterprise wants
to deploy Raw NMT for customer-facing content:

®  C(Clearly state the use of MT in a disclaimer

®  Use well-trained, high-quality engine
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® Incorporate feedback loops to take advantage

of useful user feedback

While not many people in Japan are willing to
publish raw NMT results, we believe that our
success with Raw NMT serves as a model case for
looking for ways to

other companies stay

competitive in the cloud era.

6. Conclusion

In conclusion, the implementation of Raw NMT
for product manuals has allowed NetApp to
prioritize the speed of information delivery and
achieve high levels of customer satisfaction. While
there are potential risks and challenges associated
with this approach, NetApp's success shows that it
is possible to achieve positive results through
careful implementation and management. Using
Raw NMT can be a viable solution for keeping up

with the increasing demand for getting the latest

information in Japan.

The request of "high quality" is something that
Japan has been proud of and that should not change.
But the speed of business is getting faster around
the world. In order for Japan's economy to continue
to grow, we must give top priority to understand
and apply latest technologies. In a rapidly changing
world, speed is key. We can't wait for a high-quality

translation to be completed.

We hope that sharing this success story will
inspire you to try out NMT and implement it to

solve your customer’s needs.
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