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ABSTRACT

Set in a background of globalization and the digital era, this study set out to investigate
miscommunication errors in Bank Standard Operating Procedures translated by untrained
translators. These errors were identified and their causes assessed. It also went further to look into
strategies that could be used to mitigate against them. In order to achieve it purpose, data on
miscommunication errors was collected from Standard Operating Procedure texts that were
selected through purposive sampling. Miscommunication errors were then identified based on the
basic concepts of the skopos theory and the pedagogical assessment model and were grouped into
three categories; miscommunication errors in the titles of roles and functions, in special terms and
abbreviations used and in sentences and phrases. The analysis of these errors revealed that they
arose mainly from failure by the target text to transfer meaning, meet its purpose and have the
intended effect on the target audience. There were also cases of expression errors and lack of
accountability by the translator. The study also recommended strategies that could be used to
prevent these errors from occurring. These were; synonymy, hyponymy, cultural filtering and
information change. Furthermore, the study provided a basis for further studies on the decision
making process by translators of Standard Operating Procedures and also the expectations of their
consumers. Finally, in also provided insight on translator training especially in the area of
specialized language use.



TL:

SL:

SOP:

TT:

ST:

WAEMU:

LSP:

ABBREVIATIONS AND ACCRONYMS

Target Language

Source Language

Standard Operating Procedure

Target Text

Source Text

West African Economic and Monetary Union

Language for Special Purposes



TABLE OF CONTENTS

DECLARATION. ...ttt sttt s et st e e se st et e se e b e s be e s e ate st eneereee [
DEDICATION . ...ttt ettt b s b et e e st et et e st e be st e s e reabe e enenseneens i
ACKNOWLEDGEMENT ...ttt sttt bt nne s iii
ABSTRACT ..ottt st b et et s b e st et e R e b et e Rt e R e bt e R et et Ee et e nean s iv
ABBREVIATIONS AND ACCRONYMS ..ottt Y
LIST OF TABLES ...ttt sttt sttt neene s iX
(O 1 e I G ] | S 1
0T [ 11 €T (1T { [ ISP PR TR 1
1.1 Background Of the STUAY.........ccoiiiiiii s 1
1.2 Statement Of the ProbIEM ..o s 3
1.3 Objectives Of the StUAY ........cceiiiiece e 4
1.4 ReSEArCN QUESTIONS ......iiviiiiieieitie ittt sttt sttt e et ene e re e e aneesreeneeenee e 5
1.5 JUSHITICALION ..ttt ettt bbb 5
1.6 Scope and Limitations 0f the StUAY ..........ccccviiiiiiiiicic e 6
O A I (=] - (1] £ =AY 1 OSSR 6
1.8  Theoretical FrameWOIK ..........ccoiiiiiiiiie et ane s 11
1.8.1 A Brief History of Translation TheOriES.........ccccveiiiiiiiiciececeee e 11
1.8.2  The Functionalist APPrOACI..........ccccuiiieiiiii et 11
1.8.3  The Pedagogical Error Assessment Model ............ccccoevveiiiiiiieie e 13

LS Y [=1 1 To T (o] (oo YA SO U OSSPSR 14
L T A B - - B O] | 1= od 1 o] o SRS PR 15
1.9.2  SAMPIING ittt 15
1.9.3  Data ANAIYSIS ....ceiiiiiiiiieiieeee bbb 15
CHAPTER TWO: TRANSLATION OF STANDARD OPERATING PROCEDURES..... 16
PO [ 11 oo U Tod o] IR 16
2.1 Standard Operating ProCedures (SOPS) .......cccuuiiirieieienie ettt 16
2.1.1 Definition of a Standard Operating Procedure ...........cccvevieiieeniie e 16
2.1.2 The SErUCLUIE OF SOPS .....ceiiiiiiiiieiie ettt b e 18

Vi



2.1.3 The PUIPOSE OF SOPS ......cciiiiiiiecie ettt sre et nte e snaennas 18

2.1.4 SOPs and BanKing INSHLULIONS ........c.ccverieiiiiieie et 19

2.2 Translation Domain Of BanK SOPS ..ot 20
2.2.1 The Register, Genre, Function and Text Type 0f SOPS .......c.cccceveviieivevesiese e 20
2.2.2 Characteristics of Language used in Banking SOPS ..........ccccocvvieviieve e 23

2.3 Language QUAality and SOPS ........c.cciueiiiieiieie e 25
2.3.1 Definition of Quality in Translation .............cocoiiiiiiiii s 26
2.3.2 Importance of Language Quality in SOPS........cccoiiiiiiiieiieee e 27
2.3.3 Cost of Poor Quality in Translation............ccooieiiiiiieiiee e 27

2.3 TranSIatioN STrATEQIES .......ocui ettt ene s 28
CHAPTER THREE: FINDINGS AND DATA PRESENTATION......ccoccc v 31
B 2O 111 0o [ od o] PSP PR 31
3.1 Common Miscommunication Errors in the Translation of Bank SOpsS.........cccccceevvevveivnenne. 32
3.1.1 Miscommunication Errors in the Titles of RoleS/FUNCLIONS...........cccceveveieicienennnn 32
3.1.2 Miscommunication Errors in Abbreviations and Terms Used ...........ccocceverereienennenn 35
3.1.3 Miscommunication Errors in Sentences/ Phrases Used In the SOPS ...........ccccocevenee. 39
CHAPTER FOUR: DISCUSSION OF FINDINGS........ccccoiiiiiiictse e 46
OO [ oo [FTox o] ST PPPRPR 46
4.1 Miscommunication Errors and Assessment Of their CauSeS .........cccovevvrieerieeriesieeseereenene 46
4.1.1 The Pedagogical ASSeSSMENt MOUE .........cccuviiiiiiiiiiereee e 47
4.1.2 Miscommunication Errors in the Titles or Roles and FuUNCtions............cccoccevverirnnene. 47
4.1.3 Miscommunication Errors in the Abbreviations and Terms Used ..........ccccccoveveverenene. 52
4.1.4 Miscommunication Errors in Sentences and Phrases Used...........cccccvvverviieieenennnnne. 56

4.2 TransSlation STTALEGIES ........oiiitiieeiiiie ettt e bbb enes 60
4.2.1 SEMANTIC STFAEOIES. .. eiuviiieeitii et sttt e et e st e et e e s e e be e beeeteesrne e 61
4.2.2 PragmatiC STralBOIES .......eiviiueitiiiiiieeiieieie ettt bbb 62
CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATIONS .............. 64
5.0 Introduction: Summary of the Previous Chapters...........ccoveieiiiinineeiieieie e 64
5.1 Summary of Main FINAINGS .....ooviiiiiiiie e 65

Vii



B2 CONCIUSION. .ottt e e ettt e e e e e e e e e et e e e e e e e ea e ereeeeeeeaaaae 68

5.3 RECOMMENAALIONS .....vveuiiiiieieiete ettt sttt e et e esbe e teeneesteenbeeneenneenrs 68
BIBLIOGRAPHY ...ttt ettt ettt be et e ta e s e st et e nnentestenneene e 70
APPENDICES ... ..ottt ettt b et n e n ettt nre et re e reens 73

Appendix I Source TexXts (FIrenCh) ......coooii e 73

Appendix 11: Target Texts (ENGHSN) ....cooiiiicece e 85

viii



LIST OF TABLES

Table 1: Miscommunication errors in Function and RoOIE titleS..........veeeeeeeeeeieiie
Table 2: Miscommunication errors in terms and abbreviationS.............eeeeeeeeieeeeeiiens
Table 3: Miscommunication errors in Sentences/PRrases. .........coooveveririninisieeieee s



CHAPTER ONE

1.0 Introduction

This chapter provides an overview of the study and how it was carried out. It begins by giving a
background in which the study is set i.e. the current trends, concepts and context surrounding the
study. Secondly, it provides the main focus and objectives of the research, its justification, scope
and limitations. Furthermore, literature on the main focus area of the study has been discussed. It
also details the theoretical framework that guided the research. Finally the methodology used in

the study is also explained in this chapter.

1.1 Background of the Study

According to Nida, E A (2001), translation is considered as the transfer of meaning, this is because
for a translator, the “effective transfer of meaning” is what the client expects of them. The amount
and speed at which information has been transferred globally is increasing daily in the world today.
Since this information is being consumed by people of different cultures and walks of life then
translation of this information into different languages is inevitable. The effective transfer of
meaning therefore has become a need that is increasing by the day. This increase in the volumes

and movement of information is attributed to globalization and the digital era.

The term “Globalization” refers to the economic, social, cultural and political changes that have
occurred in the world in the last 50 years, according to Guttal (2007). It has been credited with the
diminishing of geographical boundaries of countries, revolution in technology, movement of
people, goods and services across state boundaries etc. Digital era on the other hand refers to the
period that began with the move from the use of analogue electronics and mechanical devices to
the use of digital devices. This two phenomena have revolutionized the world and the business
world is not an exception, since 1948 the number of trade agreements both regional and
international has been increasing creating an environment in which business operations are able to
be carried out across borders. Some of these have since grown into regional communities examples
of these include the European Union, West African Economic and Monetary Union, the East

Africa Community etc.

This has created challenges, one of them is that in business institutions, it is now necessary to

communicate in several languages in order to achieve commercial objectives. In addition to this,
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because language takes place in a social context, business institutions now also have to deal with
different cultures and social settings on a daily basis. In order to resolve this challenge, one of the
directions that the business world has taken is multilingualism. According to Franceschini (2011),
the term “multilingualism” refers to the aspect of societies, institutions, groups, and individuals

being able to use more than one language regularly as they go about their everyday lives over time.

Multilingualism in the current business world has therefore become of paramount importance. One
of the recommendations of the European Union’s studies on translation and multilingualism
(European commission, 2011), is that in order for businesses to obtain competitive advantages they
need to adopt multilingualism at all levels of their operations. The aim of this is to facilitate the
movement of information within the organization and with other key stakeholders such as
customers, suppliers etc., through translation of all business communication into the languages

present in all the countries or regions of the institution’s operations.

Secondly, in the current world, terminology and concepts in specialized fields is very dynamic and
is changing rapidly, new concepts are being discovered replacing old concepts. The specialized
field of business which includes, management, finances and economics is not an exception. As a
result of this dynamic and rapid growth, new terms are constantly being coined to describe new
economic concepts according to Fuertes (2010) e.g. in Kenya the term “deposit run” became a new
concept referring to the withdrawal of savings from banks by depositors due to fear, as a result of
two major banks that were put under statutory management by the Central Bank or “NY'S money”
referring to money that was embezzled from the National Youth Service through corruption. In
business communication concepts now have to be expressed in different languages since their

operations are cutting across borders.

According to Biel (2017) little research has been carried out in the area of economics and by
extension, business and financial translation yet it is an area that has tremendously grown over the
years. Concepts in finance, marketing, business operations and accounting keep changing and
being redefined. The changes are due to the shift in the structure of economic systems requiring
concepts to be redefined. The financial sector is one to the key sectors in the business world that
cannot be ignored and like the rest of the business world, it has been affected by globalization and

the digital era.



In the world today, the financial sector and specifically global banking has become a major trend,
with the need for borderless banking increasing daily. According to Kaynak (1986) this is due to
“the declining and saturated demand at home as well as heavy competition”. To meet this need,

banks are expanding globally to establish their operations in major financial hubs across the world.

In the Kenyan banking industry is not an exception, it now boasts of several global banks such
Barclays and Standard Chartered Banks etc., Pan African Banks such as Bank of Africa, United
Bank of Africa, Ecobank etc. and Kenyan domestic owned banks i.e. Banks that were setup in
Kenya, whose operations have crossed borders such as; Equity Bank and Kenya Commercial Bank.
In order to standardize their operations these financial institutions are now required to have more
effective communication in the various languages spoken at their locations. This has brought about
the need to translate their official communication with the aim of effectively communicating to its
staff and other related parties and standardizing their operations. However little has been written
on the challenges the translators involved in translating business texts from French to English in

Kenya face and the strategies they use.

1.2 Statement of the Problem

Standard Operating Procedures (SOPs) are detailed instructions that are given in writing with the
goal of ensuring uniformity in the performance of a specific function, Manghani (2011). They
define who does what and when, therefore becoming key quality assurance tools for an
organization. Business institutions and especially financial institutions use them to standardize
their operations, either across their branches within the same country or subsidiaries in other
countries. These documents are a means via which communication to staff members, customers
and other related parties such as suppliers, service providers etc. receive information that is used
to carry out daily transactions and make decisions. They therefore must be clearly relayed and
understood by their target audience. This target audience; however, consists of people who operate
in different locations using different business languages. For instance, for financial institutions
with subsidiaries across Africa, standard operating procedures need to be provided in French,
English, Kiswahili, Portuguese etc., bringing about the need for their translation into the various
relevant languages. These institutions carryout the translation of SOPs internally using bilingual

staff that do not have training in translation skills and as a result, miscommunication arises. This



study therefore aims to explore the miscommunication caused by the translation of SOPs from

French to English by non-professional translators.

Furthermore, financial institutions and especially those in the banking sector rely on Standard
Operating Manuals to guide their transactions, these documents therefore require to be easily
understood by all the stakeholders in the transaction, whether in their original language or the
translated versions. In situations where the original documents are provided in French, Kenyan
banking institutions then have to rely on the English translations. This is because, despite French
being one of the official languages used in business, it is not a widely spoken language in Kenya
where English is considered the lingua francae of business transactions. This is confirmed by
Abdulaziz (1991) who asserts that English is the official language generally used in the
socioeconomic activity, commercial and industrial sectors in Kenya. With Kenyan banking
institutions adopting the approach of translating SOPs from French to English using untrained staff
internally and the resultant miscommunication, this study also seeks to investigate what causes the

miscommunication.

The term “specialized documents” refers to texts that contain technical terminology related to a
specific field and that follow specific formats. Standard Operating Procedure documents fall under
this general category of specialized documents. Budin (1994) highlights one challenge
encountered in the translation of specialized documents, which is that the various parties in the
communication are unaware of the cultural issues that govern the communication and therefore he
proposed that it should be done by professional translators and in addition communication experts
in specialized fields to bridge this gap. It is therefore important that institution have clear plans of
how they will tackle the translation of their Standard Operating Procedures. This study hence,
seeks identify strategies that Kenyan Banking Institutions can use in the translation of Standard

Operating Procedures.

1.3 Objectives of the Study
This study aims to;

1. Identify the common miscommunication errors that occur when untrained translators, translate

Standard Operating Procedures from French to English.

2. Assess the causes of miscommunication errors in SOPs translated from French to English.
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3. ldentify translation strategies that can be used in the translation of SOPs.

1.4 Research Questions
1. What are the common miscommunication errors that occur when untrained translators,
translate Standard Operating Procedures from French to English?
2. How are the miscommunication errors in SOPs translated from French to English caused?

3. Which translation strategies can be used in the translation of SOPs?

1.5 Justification

This study aims to supplement the work that has been done in the field of translation studies and
specifically in the area of language in specialized fields (LSP) by shedding more light in the
translation of Standard operational documents in banking and financial services. These documents
are critical in the Banking sector because they are used by the institutions to; ensure their service
standards are maintained, the processing of transactions is efficient and to mitigate risks resulting
from fraud, theft, cybercrime, failure to comply with regulators etc. and therefore it is critical that
their translation is accurate. This study will provide some insight to translators handling standard

operating procedure on how they can increase the accuracy of their target texts.

SOP documents are a means of providing information, giving instruction, sharing knowledge and
best practice within an organization or even across a certain industry. With the growth of Kenyan
Banking sector in recent times, in terms expansion to the Eastern Africa Region and also
investment from Pan African Banks that have set up operations in Kenya, translation is
increasingly becoming an inevitable activity within this institutions. This study will assist in
helping the policy makers in this institutions by pointing out some of the factors they may need to

consider when making their language and translation decisions.

By shedding light on the translation issues that translators face when translating standard operating
procedures, this study will also provide information that can be used by decision makers in
institutions of higher learning on the skills that could be integrated in the domain of translation of
business texts to equip translators in training, with the relevant tools and techniques to tackle

translations in this domain.



1.6 Scope and Limitations of the Study

The scope of this study was limited to the analysis of the translation of standard operating
procedures for Banks in Kenya and specifically Bank of Africa. This is because the researcher was
able to easily access the translated SOP texts. The study mainly focused the translation from French
to English languages and it analyzed the miscommunication errors apparent in the text translated
by untrained translators. These translators were mainly bank employees who had varying

competencies in French and English. Their competency levels could however not be ascertained.

This study will be limited to the analysis of SOP texts that have been translated from French to
English. In addition, the text will be chosen base on their availability to the researcher, the data
used is that which is available in public knowledge that shall not require the permission of the
banks involved and that can be collected within the time frame allocated for the research, any

additional data shall form a basis for further research.

1.7 Literature Review

There have been various scholars who have tackled the area of translation in the domain of
business, financial, economic and management. Zheng (2017), describes the translation of business
texts as being a key factor in the bridging the information and cultural gaps amongst nations. He
categorizes business text in the category of informative texts which therefore means that a
translator must ensure that their key characteristics of conciseness, accuracy, objectiveness,
practicality, briefness and courtesy, are retained in the source text. He further adds that the main
aim of these texts is to provide clarification of facts and convey information, this therefore should
guide of the approach a translator should use in the translation of this texts. In his study on the
characteristics and translation of business texts, the domestication approach is seen as the most
appropriate for these texts. He also highlights that the biggest problem that a translator of this type
of text could run into, is having errors in the meaning more than preservation of the beauty of the
language used. In this research, it is noted however that despite this challenge, business
terminology English has one beneficial characteristic that eases its translation, which is that it is
less ambiguous than the English terms used in literary writings or even those terms used in day-
to-day conversations and interactions. This characteristic makes it easier to get equivalents that
can be used during translation. The research then goes further to analyze business texts translated

from English to Chinese and concludes that the best strategy for these is domestication.



This research by Zheng (2017), is helpful to this study because firstly, it provides useful insights
in the categorization of business text, in their characteristics and possible impact of errors in
translation. Standard operating manuals and procedures fall under this category of text and
therefore should display these characteristics. It also shows the function these texts play in
communication which should be born in mind by the translator. However due to its general
approach towards business texts, is does not provide further information on the specific challenges

that may be encountered in the translation of operational manuals and procedures.

With regard to business and financial terminology, Fuertes-Olivera (2014), have tackled
accounting terminology specifically. They assert that accounting terminology is dynamic because
the concepts they represent are constantly changing i.e. new terms are introduced, old ones become
obsolete or are adapted to new concepts. They proceed to demonstrate how accounting
terminology in Spanish is highly influenced by the translation process from English. This therefore
brings about the aspect of “terminological globalization” that reduces the cultural factor in
accounting terminology making it a more and more “culture — independent” domain. This means
that obtaining equivalents of accounting terminology and by extension business terminology from
Spanish to English will continue to be easier. Drawing from this study and in consideration of the
fact that English is considered the lingua franca of business terminologyi, it can then be generalized
that there is a possibility of the same trend taking place in the business terminology of other
languages as well. It also raises the possibility of getting equivalents without having to overcome

major cultural barriers exists.

For the purposes of this study, Fuertes-Olivera (2014) provide useful insight into the characteristics
of economic terminology and the possibility of obtaining their equivalents during translation from
English to Spanish, since economic terminology is also present in business operating manuals and
procedures. However since operating procedures and manuals contain other terminology other

than the economic terminology its conclusions can therefore not be fully generalized to this study.

On translation strategies, Hervey (2002) look into the strategies of translation of legal and financial
text from French to English. They mainly focus on the translation of financial reports and
statements which they identify as one of the most commonly translated genre of business text. In
this area, translation of these texts not only has to do with the mastery of the source language and

target language terminology but also with knowledge of the two systems i.e. the different
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accounting conventions applied to each system and the ability to conceptualize the closest
equivalents between them. They acknowledge that there are already internationally agreed
translations of accounting captions. The translator therefore has little freedom of choice, in
addition to these, various organizations already have standard titles/ headings that they use in this
reports and the translator is then forced to stick to them. The translation strategy recommended in
this case is faithfulness; the target text needs to be as close to the source text as possible and the
emphasis in translation needs to be placed on accuracy, clarity and avoidance of ambiguity. In
addition to this, obtaining the help of professionals in accounting to assist in understanding the

source text is also provided as a translation strategy.

The above is useful to this study because it shows the kind of competence that needs to be
developed by a translator of financial texts, it also provides strategies that they can use to overcome
the challenges faced such as; pairing up with a finance or accounting professional in order to ensure
the quality of the target text and ensuring faithfulness to the source text. It however concentrates
on financial statements and reports, which differ with business operational manuals and procedures
that will be discussed in this study, in that the aforementioned have internationally agreed
translations while the latter differ from one organization to another in terms of structure and even

the use of terminology.

Holden (2014), have also contributed to the area of the translation of business texts by studying
the translation of management terms and concepts across languages by applying the concepts of
equivalence, ambiguity and cross cultural interference. In their research, they classify literature on
translation in international business in three broad categories; the first category is the literature that
is concerned with the translation of business operational documents and materials i.e. those texts
that are used within the organization or with its collaborators. The second category are those
concerned with back translation as a translation strategy and lastly are those concerned with the
translation of management materials such as general management text books. Their research
demonstrates that translation in the international business context is a mode of corporate cross
cultural knowledge transfer and not just a mere search for equivalence between the source text and

the target text.

Holden (2014) provide insight to this study by identifying the function that business operational

manual and procedures play in international businesses which is also the function that should be
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played by their translations. Firstly, they demonstrate that the translation of the operational
documents plays a big role in the learning of their members of staff across the language and the
larger cultural divide. Secondly, it could also lead to the learning of business concepts and
practices that were previously not known in the target audience’s context. Thirdly, it could lead to
the spread of good or bad business practice. They finally go further to underline the importance

that international organizations need to place on the translation of their operational texts.

Holden (1994) in a compilation of studies in Terminology, Language for Special Purposes (LSP)
and Translation edited by Somers (1996) also studied management language in Russian and Polish.
However, he noted that the expression of everyday management terms in Russian presented
difficulties making direct translation impossible and paraphrasing then becomes the only viable
option to translating them. He provides examples of terms like; product champion, organizational
learning, performance etc. that could not be translated since the matching concept is not available
in the target language. He identifies the cause of this difficulty being that these terms represent
certain concepts in English that trigger certain realities in the Western world that were not present
in the Russian context due to their communist legacy. He then develops the idea that the
translatability of some of the management terms may depend on the existence of a similar concept
that the term represents in the day to day business practices of the audience of the target text. In
addition to this, the processes that these terms describe should also be similar in both the source

language and the target language contexts.

Holden’s exposition therefore becomes a key pointer to the challenges that may come about in
translation of management terms into other languages as well, an area which this study intends to
delve further into. He also provides a useful insight into the translatability of management terms
which are part of the terminology used in business operational manuals and procedures. His study
is however based on the translation from English to the Russian language whose cultural context

is different from French which shall be discussed in this study.

Chidlow (2014) studied the use of translation in international business research and especially
analyzed the translation decisions by researchers. This researches were mostly carried out in
multilingual environments such context with multiple national languages, multinational
enterprises and expatriate communities. The research was both qualitative and quantitative, the

qualitative part covered the reasons provided by researchers for their translation decisions while
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the quantitative aspects of the research showed which strategies were most common among the
researchers and generally how popular discussions on translation were in international business
literature. The research showed that the main objective of most of the researchers was to achieve
equivalence of meaning between the sources texts and the target texts. In this case equivalence
was considered as the effective transfer of meaning and it was also considered a synonym of
“consistency”. They also found that in order to achieve equivalence, most of the researchers
favoured the back translation method of translation. In this study however, they propose that,
based on current research it is necessary to go “beyond equivalence” i.e. the simple lexical transfer
of meaning. They propose that the translation has to go further to examining the purpose of the
source text and achieving the same in the target text with reference to the skopos theory. Secondly,
they expose two additional approaches to translation which are foreignisation and domestication,
the choice of which is determined by the purpose for which the translation is being carried out.
This study therefore gives direction on the language decision researches should make and this

should be approached from the research angle.

Childow (2014) paper provides a good basis for this study in the area of translation choices made
by translators and also the theoretical framework that can be used to provide guidance on these
choices. It however concentrated on the translation of research questionnaires used to conduct
research in international business, this study shall seek to find out whether their conclusion can

also apply to business operational manuals and procedure documents.

In summary, various studies explored in this section provide useful insight in the translation of a
variety of texts that fall under the business, financial or economic texts domain, by shading light
on; their categorization, their communicative functions, the various aspects that come into play
when translating business terminology in various language combinations, the role that these
translated texts play in organizations and also in the organizational culture, challenges that may be
encountered, proposed strategies to be used by translators and theoretical framework. While
business operational manuals and procedures fall under this general domain, meaning that the
terminology in these documents is generally present in the texts explored in this review, this area
also has its own unique and specific terminology that needs to be explored together with the
challenges a translator may have to overcome in order to render good quality translations of the

texts.
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1.8 Theoretical Framework
This study shall be guided by the functionalist approach, which is based on the skopos theory by

Hans Vameer.

1.8.1 A Brief History of Translation Theories

Historically, according to Lonsdale (1996), theories of translation date as far back as 871 AD,
when King Alfred the great in his attempt to solve the problem of whether to be “faithful” to the
source text or to render “free” translations, came up with the solution of concentrating on the
function which the translation is supposed to achieve. Since then theories in the area of translation
have been developed and can be grouped into three categories; pre-linguistic theories that focused
on free versus faithful translation, linguistic theories that consider that the main function of
language is communication and Hermeneutic theories that focus on the interpretation of the source

text. This study will be based the linguistic theories.

1.8.2 The Functionalist Approach

As part of the linguistic theories that prioritize the communicative function of language, the
functionalist approach to translation has gained more traction, in more recent times as asserted by
Gambier (2010). In this approach, language is considered to vary according to the function it plays
in a specific context, therefore various strategies or rules can be used during translation in order to
ensure the function of the target text is achieved. This approach is based on the skopostheorie that
was forwarded by Hans Vermeer in the 1970s and 1980s. The central concept of the theory is

purpose (skopos in Greek) which refers to the intended communicative function, Gambier (2010).
Basic Concepts of the Skopostheorie

The skopostheorie has four main basic concepts, which will guide this study. This section will

therefore highlight these concepts in detail.
1.8.2.1 Purpose

The first concept is purpose (skopos) which is related to the terms function, intention and
adequacy. Cristian Nord, as quoted by Gambier (2010), considered these three terms to mean the

same and therefore could be used interchangeably. In this theory, the translation is considered to
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be a process which is a collaborative activity between the translator and their target audience. In
other words, the choices made by a translator are guided by the communicative intention of the
translated text. Building this theory further, Christian Nord then differentiated the terms
“intention” and “function”. This differentiation required that the term “intention” is defined from
the view point of the originator of the source text and the term “function” is defined from the view
of the audience of the translated text, who uses the text for a particular purpose, Gambier (2010).
In the skopostherie therefore, unlike in the equivalence approach, the target text is appraised based
on its ability to fulfill its function and not the source text. This ability of the target text to fulfill its
function is considered as adequacy. The translator is consequently required to get as much
information about the situation for which the translation is needed from the commissioner of the

translation in order to produce an adequate target text.
1.8.2.2 The Offer of Information

The second concept is that the text is seen as an offer of information to a target audience who then
decides which areas of the information they require and are able use in their own culture specific
environment. A translation therefore becomes an offer of information to a particular audience
about an offer of information that was made to the source culture audience. This then follows that
the meaning of a text is not in the words it contains that are evident to the reader or the ability to
make sense of them but it is determined by the receiver, who can allocate diverse meanings to the
text depending on the context in which they are in at the point of reception. This therefore means
that a text can have as many versions of the translation as the intended functions in the target

culture.
1.8.2.3 Culture and Culture Specificity

The third concept is that of culture and culture specificity. Here translation is seen as an activity
that cuts across cultures and culture is considered to be “dynamic, focusing on human action and
behavior, and comprehensive in which each phenomenon is assigned a position in a complex
system of values, and every individual is an element in a system of space-time coordinates”
Cristian Nord as edited by Gambier (2010: p123). This therefore means that a translation has to

consider cultural dissimilarities in relation to behavior, evaluation and communicative situations.
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1.8.2.4 Intertextual and Intratextual Coherence

The fourth basic concept according to Cristian Nord as edited by Gambier (2010: p123), is that of
intertextual and intratextual coherence. Intratextual coherence refers to the ability of the target
audience to understand and accept the translated text. Intertextual coherence refers to the idea that
the target text should have a certain level of correlation with the source text. This relationship is
determined by the translator’s understanding of the source text and the instructions provided by
the commissioner of the translation. The relationship can be range in between a close reproduction

of the source text and an adaptation of the source text to the target cultures norms and conventions.

1.8.3 The Pedagogical Error Assessment Model

The four basic concepts of the skopos theory provided the basis for identification of
miscommunication errors in this study, they however allowed only for a descriptive analysis of
the errors. The objectives of this study required it to go beyond just describing the error, to getting
its causes and subsequently prescribing strategies of mitigating the errors. Therefore, the
pedagogical error assessment model proposed by Chesterman (1997) was used in addition to the

skopos theory, which allowed the data analysis to be prescriptive.

Chesterman (1997) proposed, five error assessment models, which are based on translation norms.
He considers an assessment model to stand for a tentative theory of the method that can be used to
assess a translation. The first one is the retrospective assessment model which focuses on the
relationship between the ST and the TT. This model focuses on the relation norm and is
“retrospective” because it refers back to the ST. It describes the relationship in terms of the extent
to which the various aspects of the ST were preserved in the TT, these aspects include; sense, style,
form etc. It can also be used to judge the relationship in terms of whether it is “too free” or “literal”.
The second model is the prospective assessment model, this one focuses on the TT and the
“sameness of effect” only. The norm assessed in this model is the communication norm. It checks
the effect of the TT on its audience and whether it is the desired effect. This assessment is based
on the assessor’s view and the target audience’s opinion. The third model is the lateral assessment
model, it evaluates the TT based on the resemblance it has with other untranslated texts that belong
to the same family in the target language i.e. “parallel texts”. The goal is to have a more objective
assessment. The norm that is checked in this model is the expectancy norm. The fourth model is

the introspective model, which focuses on the translator’s decision making process. It seeks to
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understand the reason behind the choices that the translator made during the translation process.

In the model, the evaluation focuses on the accountability norm.

The fifth model is the pedagogical assessment model, which was used for error assessment in this
study. It was chosen because it comprises all the aspects of the other models described in the
paragraph above. It therefore provides a broad basis on which to evaluate errors. Secondly it is
prescriptive i.e. it seeks to provide guidance on improving the quality of a translation. This

therefore makes it the best option that will allow the objectives of this study to be met.

In this model, the evaluation begins with the identification of translation errors, which are basically
defined as; an “unwanted deviations” from the norms, by Chesterman (1997, p139). He then goes
further to define the four main norms: The expectancy norm, in this case the translation fails to
meet the expectation in relation to other similar texts produced originally in the target language.
The focus here is on the target text and whether it contains clearly visible errors such as
grammatical ones or expressions that do not read naturally to the native speaker. Breaking this
norm results in an error of expression. The second norm is the relation norm which is assessment
carried out by comparing the target text with the source text. It is retrospective in nature because
it goes back to the ST and what it meant and then to the TT and the meaning it brings out. When
this norm is not respected, it leads to the error of comprehension i.e. wrong meaning or a
translation that is deviating too far from the original “too free” or stick so close “too literal”. The
second norm is the communication norm, which looks at the target text without regard to the source
text. It focuses on whether the target text has the intended effect on the readers i.e. whether the
purpose of the translation is met. When this norm is broken, it results in; the text becoming difficult
to read and it leaves the reader puzzled. The fourth norm is the accountability norm, which has to
do with an assessment of the reason why a translator made the choices that they made. It is
introspective and by extension touches on the translator’s ethics. Deviation from this norm leads

to a translation that is careless, incorrect and misleading.

1.9 Methodology
The study used the Qualitative research design approach because it seeks to understand
miscommunication errors that occur in the translation of Standard Operating Procedures i.e.

identify them and know their causes. To this end SOP text were sourced and reviewed, to provide
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required data for analysis. To achieve this, it focused on the section of SOPs that had been

translated from French to English.

1.9.1 Data Collection
Primary data was collected by carrying out an in-depth review of a select number of translated
bank SOP texts and comparing the French versions to the English versions. Using the basic tenets
of the skopos theory and the pedagogical assessment method, miscommunication errors present in
the TTs were identified.

1.9.2 Sampling
The nonprobability sampling methods were used to select the SOPs that were used in the study.
To begin which the purposive sampling technique was used, because the texts to be used were

required to have the following specific criteria;

I.  They must qualify as Standard Operating Procedures.
ii.  They must be specifically from the banking industry.
iili.  They must have been written originally in French then translated into English.
iv.  Both the ST and the TT must be available.
Secondly, the convenience sampling technique was also used. The researcher selected the samples
from what was readily available in their environment. This is because, bank SOPs are highly
controlled documents and are not easily accessible to all. Five SOPs that met the above criteria

were therefore selected and used to provide data on miscommunication errors.

1.9.3 Data Analysis

The data collected was analyzed through the content analysis method, in which the
miscommunication errors in the target text were reviewed and analyzed to show patterns. The
analysis was based on the skopos theory and the pedagogical assessment model, through which
the various segments of the text were examined on whether they fulfill their function of providing
instruction to the target audience and whether they broke any translation norms. In addition to
this, the researcher’s evaluation was included based on their experience in the banking industry in
Kenya and in the translation of banking documents. The data was then presented in narrative form

and also using tables that illustrated the trends and comparisons in the data collected.
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CHAPTER TWO

The Translation of Standard Operating Procedures

2.0 Introduction

This chapter aims to demystify standard operating procedures (SOPs) and their translation. In
order to meet this objective, this chapter will discuss SOPs by defining them, discussing their
structure, purpose and their relation to banking. It will also go further to identify the translation
domain in which these texts belong to. Finally, a discussion of the language quality and its
importance in SOPs will also be undertaken. All these areas will serve to provide a deep

understanding of the translation of SOPs.

2.1 Standard Operating Procedures (SOPs)

Before delving deep into the translation of SOPs it is important to take some time to understand
them, in terms of what they are, what they do and how they look like. This section will therefore,
focus on defining them, showing the function they serve, their structure and specifically how they
relate to Banking institutions. Furthermore the specific sphere in terms of translation, in which
Bank SOPs fall, will be explored in order to clearly define their translation domain. It will also
look into the aspect of the language quality of a translated SOP and its importance. Finally, this

chapter will cover various translation strategies that are relevant to the translation of SOPs.

2.1.1 Definition of a Standard Operating Procedure

An operating procedure, according to Berman (2014), is a document that shows how a process is
carried out. It also clearly defines the individuals responsible for each activity in the process, how
the activities follow each other i.e. the order of activities and other additional information as
required by the organization i.e. risks and how they are controlled, specific output documents and
how they are filed etc. For a text to qualify as a procedure it must always be presented in writing.
In a nutshell, Operating procedures can be described as detailed written instructions of how to do

an activity.

Procedures also contain an aspect of standardization. This, according to Manghani (2011), refers

to the process that brings about the ability to apply a certain solution repetitively to a particular
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problem. It also refers to the characteristic of agreement i.e. the solution is agreed across an
organization, a group of professionals in a specific etc. This in turn leads to uniformity of
application by all parties involved. When the standardization aspect is added to Operating

Procedures, they become Standard Operating Procedures (SOPS).

Organizations need to ensure that the output of the activities they carry out meets a certain defined
standard. For example; for a manufacturing plant this could mean the product manufactured, for
medical procedures this could mean prevention of infections or treatment of an ailment, in the
service industry this refers to the customer’s experience while using the service etc. The aspect of
ensuring set standards are met is often referred to as quality assurance. According to Manghani
(2011), quality assurance in an organization consists of, among other things, putting in place
various quality documents. SOPs fall under this category of documents together with others such
as company policies, company guidelines, operating manuals, forms etc. SOPs are mostly written
by the people involved in carrying out a specific activity or in other cases a body is chosen by an
organization to write them based on information provided by the subject experts and the final
documents are then reviewed and approved by them in consensus. They are used to ensure that
there is order and consistency in the activities being carried out. In addition to this, all the activities
carried out in an organization are documented in SOPs to provide a wholesome view of the
organization and how the various parts interact with each other. They therefore form an

indispensable part of an organization’s day to day activities.

Due to the key role that SOPs play in an organization, Manghani (2011), refers to them as
controlled documents. This means that their documentation, content, circulation and storage must
be well-ordered and within certain parameters. To this end therefore, they normally go through an
approval process defined by the organization. During the approval process they are checked for
compliance and completeness with respect to; company rules, regulatory rules, laws currently in
place, professional standards in place etc. They are also regularly reviewed within a set period of
time, with the reviewed versions going through the same approval process and the review dates
being clearly indicated. Finally, a distribution list is usually indicated on them and their distribution

is then limited to that list. These parameters therefore ensure their control.
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2.1.2 The Structure of SOPs

The structures of SOPs vary from organization to organization. Different formats are used such
that, while others may prefer writing in continuous prose in the various sections, other
organizations may prefer using table formats with the various sections organized in columns and
rows. There are however, sections that must be included in an SOP for it to be complete. Berman
(2014) identifies two sections of a procedure document, whose order of arrangement on the

document may vary from one organization to another.

The first section is the process map, which is a graphical representation of the stages in a process
and the order in which they are carried out including their explanations. In higher level procedures,
one stage can be broken down in to a whole other procedure. In some organizations, a flow chart
is included in this section to show a summary of the flow of activities. Additionally, the flow chart
can also show the functions and individuals responsible for every stage. Very complex procedures

can include various phases in which the activities included take place.

The second section of the document contains information supporting the process map. This
includes; Definition of main terms used in the procedure, the scope of activities the procedure
covers, a distribution list containing names of other units in the organization that may require to
have the information provided etc. It may also provide supplementary information for carrying out
the various activities outlined in the process map. Additionally, subsections may be added to this
section containing information such as; References or other documents that may be referred to e.g.
regulatory circulars, published legal documents, professional guidelines etc. How and where the
output documents are expected to be stored. It could also include appendices such as templates,
registers or forms that have been mentioned in the SOP document. In summary, this section

provides further explanation of the first section for the consumer of the SOP.

2.1.3 The Purpose of SOPs

SOPs play a crucial role in an organization. They do this by firstly, ensuring quality service or
products. Quality of service is attained by ensuring consistency in the activities carried out by
employees. Through SOPs employees are able to do particular processes repeatedly in the same
way and because the output is clearly specified, they are able to produce the same level or type of
output each time. Berman (2014) asserts that despite there being many ways “to kill a cat”, SOPs

give an organization the opportunity to choose the best one and ensure that all the employees
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involved have the same understanding of the procedure. This leads to a reduction in the variation
of the output and therefore consistency in customer experience. Other than consistency, SOPs also
provide good grounds for carrying out process improvements. This is because by documenting the
processes, it makes it easier to measure them and also to critically analyze the various steps of the
process. As a result of this critical analysis processes are then improved. In summary, by ensuring

consistency and continuous improvement, SOPs fulfill the purpose of quality assurance.

Another purpose of SOPs is to improve efficiency. Efficiency comes about through doing things
faster and with fewer resources. Manghani (2011) explains that this comes about due to the fact
that they prevent errors from occurring and/or having to repeat work that has already been done.
During the documentation of procedures all possible scenarios of process failure are usually
considered and mitigated therefore ensuring that errors do not occur. Employees also have all the
information they require to carry out their tasks therefore reducing the possibility of errors
occurring. When errors occur they lead to wastages in an organization. This wastage can be in
the form of time, loss of physical or even financial assets. Since SOPs are standardized, they also
allow for activities to be carried out faster. In addition, SOPs serve the purpose of providing critical
information to employees. SOPs as mentioned in section 2.1.1, are written by or approved by the
process experts, this means that they contain all the information needed to perform a particular
process. As a result, new employees or those with less experience are able to follow them and
produce the same output as the experts. In addition, they ensure that processing information is
always available even when older employees leave the organization, therefore ensuring that the
service quality is maintained. Other than providing information to employees, SOPs also provide
information to customers who can refer to them to assure themselves of the quality of service to
expect from an organization. In summary, SOPs are an indispensable source of information for

both employees and customers.

2.1.4 SOPs and Banking Institutions

Banks like all other organizations cannot run their operations without SOPs, this is more so
because of the risks they run in their operations. Banks need SOPs for the purposes of service
quality, mitigating errors and sharing of information. In addition to these, SOPs are a key to the
mitigation of operational risk. Apostolik (2009) defines operational risk as potential risks that are

caused by failed internal processes or systems, human factors or external events. They also add
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that documenting, reviewing and improving processes leads to efficiency and therefore. increased
profitability for a Bank. This therefore shows that SOPs have a direct link to a bank’s profitability

due to the role they play in mitigating operational risks and increasing efficiency.

2.2 Translation Domain of Bank SOPs

The translation domain in which Bank SOPs is important to this study because it will allow for
the identification of the text type, genre, and register in which they belong.. This section will
therefore discuss it in detail. It will also discuss the characteristics of the language used in SOPs,
including the language requirements when writing an SOP. Furthermore aspects of language for
special purposes (LSP) and how it relates to SOPs will be explored. All these areas will provide

clarity on the translation domain of banking SOPs.

2.2.1 The Register, Genre, Function and Text Type of SOPs

In order to determine the translation domain of SOPs, a discussion on their genre, register and text
type is inevitable. Trosborg (1997) provides a good starting point for this discussion by defining
the terms genre and register in translation. Reid (1956) as cited by Trosborg (1997) found that
language has variations that are determined by its function, which led to the definition of “register”
as variations in the use language. Variations of language that are based on the use, are typical of
professional fields e.g. language used in banking, language used in legal documents, the language
of sports etc. Registers are therefore defined by the use of the language in a particular context.
Using this definitions therefore, we can deduce the register used in Bank SOPs by identifying the
context in which it occurs, which is banking. Therefore, the register used in Bank SOPs mainly
contains the language used by banking professionals who belong to the larger category of business
professionals. This can be differentiated by SOPs used in other professional contexts such as; the
Medical profession, Chemical manufacturing, Cloth production etc., in which the register is

determined by the occupational context in which they occur.

Trosborg (1997), however adds that register analysis is too broad because it disregards the different
genres in a particular field. For example in the banking field, referring to banking language as a
register may be misleading because there are genres that are not reflected in that general label i.e.
“banking language”, such as marketing language, legal language etc. This therefore raises the
discussion on genres, which allows the text analysis to go further than just the particular context

in which it used to the specific purpose of the text. The social purpose of the text then allows for
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the definition of the genre in which the text belongs. For instance, while a text may contain
technical legal language, it may be serving the purposes of a contract between two parties or it
may be used in a newspaper to educate the general public. In the case of Bank SOPs, the translator
is therefore required to go further than just the fact that they contain banking language and to
determine the communicative function that they serve. The purpose of SOPs was discussed in
detail section 2.1.3 from which therefore, their communicative function can be deduced. Their
communicative function is to provide detailed instruction to the audience on how they are required
to carry out their allocated tasks. The audience in turn gets the “know how” of carrying out a
certain activity. This can be contrasted for example with a memo issued in a bank informing the
staff of a change in management. The communicative function of the memo is to provide general
information and not necessarily require any action from the audience. Therefore whilst the

language register may be the same, they two texts belong to different genres.

This leads us then to the discussion of the text function. Nord (1997) provides a good basis for this
discussion. She asserts that the function of a text is key to its translation, and function is attributed
to the text by the receiver. She then provides a model for basic text functions which are the
referential, expressive, appellative and phatic functions. Using this model, each text function can

be analyzed in detail in order to identify the text function attributed SOPs.

The expressive function allows the originator of the text to express their attitude or feelings toward
an object or phenomena. Its subcategories are; the emotive function, evaluative function etc. An
example of a text that carries out this function is a poem, which allows its target audience to interact
with the feelings of the author toward something or someone. This function cannot be attributed
to SOPs, because they do not express attitudes or feelings of the author. In fact, they are very
objective and focus on knowledge transfer.

The appellative function on the other hand, is the attribute of the text that makes it appeal to the
receiver’s emotions in order to trigger a specific reaction from them. Its subcategories are;
illustrative function, persuasive function, imperative function, advertising function etc. An
example of a text that fulfills this function is a sermon in which the preacher persuades the

congregation towards a certain belief or an advertisement that convinces to public to by a certain
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product. This function is not found in SOPs because they do not seek to elicit a reaction from the

target audience.

A text serves the phatic function when it initiates, sustains or finishes contact. It includes sub
functions such as; the salutational function, “small-talk function” etc. While it plays an important
role in all forms of discourse, this function is not found in SOPs. This is because they require to
be straight to the point and are not used for day to day conversation. They simply state facts as

they are.

Finally, the referential function refers to when the text serves the purpose of giving reference to
objects and phenomena of the world and contains subcategories such as; informative, instructive
and teaching functions. This function serves to give the audience information or knowledge on a
phenomenon. Since this is the main focus of SOPs, they can then be categorized under this function
for purposes of translation. They can be further place into the instructive function subcategory
because they transfer knowledge to their audience about a particular process. In addition, they also

provide instruction on how to carry out a certain activity.

SOPs can also be categorized based on the text type. Sager (1997:30) defines text type as patterns
of messages for specific communicative situations. He explains that as messages are given over
time they form certain patterns that are repeated each time that particular message is given. The
result of this to the recipient of the message is that, by identifying the patterns, they are able to
anticipate how they will receive the message. An example of this is a school timetable is normally
produced in a certain format. When a student looks at it, they already know that it is providing
information about their class schedule. Some of the information may be abbreviated or not
expressed in full, but the student is able to understand what is required of them i.e. it is not just for
information but some action is required from them. Text types therefore influence the reader’s
reaction to the text and in turn the use of standard text types then makes the transfer of information
more effective. The text type can be determined by the context and the characteristics of the text.
In addition to role they play in the conveyance of information, according to Sager (1997) the

analysis of the text type is also useful in determining its translation strategies.
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2.2.2 Characteristics of Language used in Banking SOPs

The language used in SOPs can be characterized as “special language”. Holden (1996) as edited
by Sommers (1996), describes “special language” as a domain-specific subcategory of "general
language"” which enables professional communication among specialists in a certain area. In line
with this definition, the English words used in the day to day discourse by English speakers is
considered “general language”. The English language spoken by a group of specialists in a specific
domain such as medicine, engineering, agriculture etc. to communicate amongst themselves then
becomes “special language”. Since SOPs used in banking institutions facilitate communications
within the institution, amongst bankers, it is then correct to categorise the language used as a
“special language”. To further demonstrate the special language used, we will therefore delve

further into the characteristics of the language used in SOPs.

2.2.2.1 The Consumers Determine the Language Used

The language used in SOPs it that which is suitable for the users. This means that the terminology
used is must be familiar to the target recipients of the SOP. They should be able to understand it
with ease and it should contain terms that they use in their day-to-day tasks. The implication of
this therefore is that the text will contain terminology typical to the specific professional field in
which the SOP is used. In the case of bank SOPs then, the terminology used contains banking
terms and in some cases it may even use terms that are specific to a particular bank. Some

examples are;

a. The term “Teller” is used in banking to refer to the person who receives cash from
customers in the banking hall, in any other business place e.g. supermarket, spare parts
shop etc., the term used is “Cashier”. Therefore while both “Teller” and “cashier” refer to
the same concept, the consumers or users of these terms in the banking industry seem to
prefer to use the term “Teller”.

b. The phrase “Posting a transaction” in banking language is used to refer to entering the data
of a customer’s instruction into the bank’s computer system. In other organizations
commonly use the term is “data entry”.

2.2.2.2 The Use of Special Terms or Technical Terms

Bank SOPs fall under the general category of business texts, they therefore have features typically

found in business texts, Zeng (2017) identifies the use of special terms as one of them. Bank SOPs
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therefore, being texts that contain business terminology have this feature as well. This feature
refers to the use of terms that are very specific to business and are not used in any other context.
A translator of these terms therefore has to have knowledge of what they mean in business.

Examples of these terms are;

a. “Cash cover” which refers to collateral given for a loan or credit given in the form of cash.
While the two words “cash” and “cover” are used in everyday English their use in banking
is very specific.

b. “Call over” refers to the process of checking of all transactions carried out during the day,
to confirm that they have been recorded correctly.

2.2.2.3. Use of the Contextual Meaning of Words

Here Words that are commonly used in everyday English but adopt a different meaning in banking.
This characteristic requires the translator to go beyond the semantic meaning of the words and
consider their contextual meaning. According to Zeng (2017) this feature is present in most
business texts, and can pose a challenge to a translator because whilst the word is commonly used
in ordinary English to mean one thing, it adopts a very different meaning in business English.

These terms are also present in Bank SOPs, some examples are;

a. “Bill” according to the oxford dictionary refers to “a printed or written statement of the
money owed for goods or services”, Or “a draft of a proposed law presented to parliament
for discussion”. In banking, however; it is used to refer to a bank note e.g. 20 dollar bills,

b. “Security” in ordinary English means being free from danger, in banking however; it means

something given in pledge for a loan and which may be forfeited in case of nonpayment.

2.2.2.4 Frequent Use of Abbreviations

Abbreviations are also a common feature in bank SOPs, they however, require to be clarified in
full at the beginning of the document before being used in the body of the document. This is also

a key feature found generally in business texts Zeng (2017). Some examples are;

a. LOO used to refer to a Letter of Offer.
b. EOD used to refer to End of Day.

c. EFT used to refer to an Electronic Funds Transfer.
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d. RTGS used to refer to Real Time Gross Settlement.
2.2.2.5 Specific Tense is Used

The clinical research hub (2011) SOPs are always written in the third person, present tense and
using an active voice,. Reference to gender such as “he/she” “his/hers” is also avoided. This allows
them to fulfill their instructive function and prompts the readers to respond to the text by following

the instructions provided. An example is a follows;

a. Receive the cash deposit slip from the customer and confirm that all the fields have been
filled correctly or
b. Obtain a signature from the Head of Department and proceed to file the documents.

2.2.2.6 Clarity, Simplicity, Unambiguity, Objectivity

This feature is expressed in SOPs through the use of short sentences and avoiding ambiguous
words. It also requires that, despite the use of technical words in SOPs, these terms should be
explained in the simplest terms possible to allow the recipient of the text to be able to understand
it clearly. To reduce ambiguity details are provided and where items need to be listed, the full list
must be provided without using words like “etc.”, “and so on”, ... and others” etc. This ensures
that the recipients are very clear on what should and should not be done. For example a step in an

SOP on how to confirm a customer’s instruction can be written as follows;

a. Receive the filled form from the customer and confirm that;
All the sections have been fully filled.
All amendments have been counter signed.
The customer’s signature is appended.
b. If all the conditions are present, proceed to step 2.
These characteristics must come out clearly in the translated text in order for the text to provide

the same information and produce the same effect as that the source text.

2.3 Language Quality and SOPs

SOPs contain information that is critical to a bank. They play a key role part in the management
of risk and can also be linked to the bank’s profitability. The quality of the language used can
therefore not be overlooked since it is a means by which the message contained is transferred to

the recipient. If not carefully handled during translation, it can be a source of miscommunication
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within the bank. In this section we shall therefore define what quality is, its importance in a SOP

and the cost of poor quality.

2.3.1 Definition of Quality in Translation

According to Lilova (1987) notes that the concept of quality in translation has been in discussion
for ages by many scholars and its meaning has also evolved over time from word for word
translation to literal translation to free translation. She goes further to define a perfect translation
as one that is adequate, i.e. it preserves the sense and transfers the effect, ideas, beauty, and the
entire value of the original into a new linguistic context. In this case adequacy is closely linked to
the concept of equivalence in translation. The equivalence is obtained by being faithful to the
original while aiming at a balance in the qualitative features of the original and the translation. In
addition to adequacy, she proposes that the perfect translation is a result of the talent of the

translator and it must possess the best linguistic and stylistic qualities.

In the case of SOPs then, we can deduce that a good quality translation of an SOP must fully
transfer the meaning of the original text, then elicit the same effect as that of the original text and
preserve the style and the linguistic qualities of the original text. In terms of meaning and effect,
SOPs are instructive texts and therefore their translations must mean the same as the original in
order for them to serve their function to be fulfilled. A good quality translation of an SOP therefore

must clearly transfer its meaning.

In addition, the translation must have the same effect as the original. The function of SOPs is to
provide instruction so that the recipient is able to replicate the process several times and produce
the same output. To produce this effect, SOPs are written using specific language and stylistic
features as discussed in section 2.2.2. The translated SOP therefore must be able to produce this
effect on the user. Hence, a good quality translation of an SOP is one that elicits the instructive

effect on the recipient of the text.

Gaddis (1987) identifies additional determiners of quality in commercial and technical texts.
These are; the translation should read natural as if it was the original and the client’s opinion. The
client’s opinion is important because they are the ones who know the function of the text and
therefore they are the best judges of whether this function is met by the translation. In addition to

this, the European Commission (2012) also states that customer satisfaction is an indicator of
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quality. The implication of this to a translated SOP is that the users should not even notice that the
text they are interacting with is a translation. Furthermore, the opinion of the user in terms of how

good the translated SOP is, key to establishing its quality.

There are several determinants of quality in translation. To begin with, the European Commission
(2012) identifies the translation process as a key factor. The quality of the process used in
translating determines the quality of the output i.e. the translated text. A defective process leads to
a defective output i.e. errors in the translated text. A translator therefore has to carefully choose
the translation strategies and plan the translation process in order to come up with a quality
translation. Other determinants are; the quality of the original text, the resources available i.e.

reference material, tools, time available, and lastly effective revision of the translated work.

2.3.2 Importance of Language Quality in SOPs

Manghani (2011) states that a poorly written SOP can be a source of misinformation to the
employees who rely on it to carryout processes. This speaks to the language used in the SOP. The
oxford dictionary defines misinformation as misleading or false information. The information can
be misleading when certain elements are left out i.e. miscommunication, or misrepresented i.e. in
relation to the context. False information arises from distortion of meaning in the translated text
such as negation, use of the wrong terms etc. When information provided to an employee through
an SOP is misleading or false, then this means that the SOP has failed in its communicative
function. The process of relaying information to the recipient is thus interrupted. This interruption
in the communication leads to inability of the employee in carrying out their tasks or errors in the

output.

2.3.3 Cost of Poor Quality in Translation

The European Commission (2012) states that poor quality translations can have very serious
ramifications to an organization, these could be legal, financial or even political in nature. The
same can be said for SOPs in the banking sector. The first obvious cost is that of reworks. When
an employee is unable to understand the translation or, if it contains misleading information, this
will result in the process being repeated. To a bank this implies a loss in time which is crucial both
the customer receiving the service and the employee carrying out the task. Fewer transactions will
be carried out due to having to repeat the work leading to a loss in revenue that would have

otherwise been earned.
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Furthermore, the European Commission (2012) sites reputation loss as another cost that can be
brought about by a poor translation. According to Apostolik (2009), the reputation of an
organization refers the image that external parties and their opinion of the organization. Due to the
sensitivity of the financial sector, banks rely on their good reputation to attract and retain their
business. A poor quality SOP reflects poorly on the image of a bank and especially if it affects the
service levels. In addition, if customers are not able to understand the instructions provided on how
to interact with the various bank services offered, then they will lose trust in the organization as

whole. This can also translate to the loss of revenue to decreased use of services by customers.

2.3 Translation Strategies

This section will discuss various translations strategies available in literature and their relevance
to the translation of SOPs. Translation is a process which requires the translator to make choices
on how to render the TT. These choices are guided by the function the TT is required to serve, the
context of the ST and TT, the requirements of the commissioner of the translation and finally the
target audience that will consume the TT. There are therefore various available techniques that the

translator can use to meet their objectives.

To begin with, Darblenet and Vinay (1995) proposed seven translation methods that can be used
in a translation. They can be categorized broadly into two categories; direct and oblique methods.
The first category which is direct translation, consists of the translator transferring the components
of the ST directly to the TT. In this case the structure of the sentence/phrase may be retained or
the concepts may be retained in the TT as they are in the ST. This is a simple technique that can
easily be applied in the translation of bank SOPs since most of the contexts in banking are similar.
In most cases even the sentence structure can be retained. For example; “Cette procédure a pour
objet ...” and “This procedure aims to ...”, “etc. The second method is borrowing. This method is
used by the translator to fill in gaps that may exist in the TT for concepts that either do not exist in
the TL or in order to create a stylistic effect. In this method the translator uses the word as it is in
the SL. An example is the use of words like “croissant” and “safari” in an English sentence. This
method may however not be very useful in translating bank SOPs since the adoption of a new term
would in itself break the language requirements of writing SOPs, which is that they need to use
simple and clear language that can easily be understood by the user. The third method is calque,

which is similar to borrowing but in this case the borrowed word is translated to in to the target
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language. This method on the other hand can be useful in the translation of a bank SOP because it
allows the translator come up with words that will allow them to express the foreign concept to
the TT readers. For example; “La banque modiale” and “The world bank”. The third method is
literal translation which can also be referred to as word for word translation. In this method the
translator transfers the ST directly to the TT and additionally ensures that it is grammatically and

idiomatically correct in the TL. For example; “Date d’application” and “Application date”.

The second category of translation methods are the oblique methods. These methods require more
skill on the part of the translator. They normally are used when the direct methods do not produce
the desired effect. The first one is transposition, which consists of substituting one word group
with another without loss of meaning. In this case a word that was, for example, a noun in the ST
can be a verb in the TT. The second technique is modulation, in this method the perspective
changes and therefore the message is changed as well. It is used when both direct translation
methods and even transposition still result in inappropriate or even unnatural expressions in the
TT. This can involve a negative expression in the ST being changed into a positive one inthe TT.
An example is the phrase: “si le client ne dispose pas déja d’'une autre carte bancaire” translated
as « if the client already holds another bank card ». The third method is equivalence, which allows
the translator to look for words of phrases in the TL that mean the same as the ones provided in
the TT. This is common for idiomatic expressions but can also be used in the translation of bank
SOPs though they, in most cases, do not contain idiomatic expressions. An example of the use of
this method is in the translation of “profiter de I’ occasion pour ....” to “take advantage of the
opportunity to ...”. Finally the, the adaptation method also falls under this category. This strategy
is used in cases where the kind circumstances present in the SL message are completely inexistent
in the TL culture. It calls for the translator to create a “situational equivalent”. This means that the
translator has to come up with a situation that will have the same effect as the one in the SL culture.
While this strategy is very useful in literary texts, certain situations in the translation of bank SOPs
may also require the translator to use this strategy. These cases include titles and functions, bank

regulations and laws that are nonexistent in the SL banking environment.

Chesterman (1997) built on these strategies and broke them further into three categories, which
are; syntactic/grammatical strategies, semantic strategies and pragmatic strategies.

Syntactic/grammatical strategies are those that solely consist of syntactic changes. They mainly
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deal with the form of the text. The second category are the semantic strategies that focus on the
manipulating the meaning of the texts. And thirdly, the pragmatic strategies that mainly deal with
the manipulation of the information in the ST based of the translator’s knowledge of the audience
of the text. These strategies will be explored in the study with the aim of providing solutions for
miscommunication errors in the translated SOPs and therefore providing useful techniques for

improvement of the overall quality of the TTs.
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CHAPTER THREE

Findings and Data Presentation

3.0 Introduction

This chapter aims to discuss the data collected and patterns that came out from it based on the
objectives of the study. These objectives were; to identify common miscommunication errors that
occur when untrained translators translate Standard Operating Procedures from French to English
in Kenyan banking institutions, to assess their causes and to identify strategies can be used in the

translation of these documents.
Data collection

The data collected was primary data which was sourced from five texts translated by untrained
translators in the banking industry. The texts were chosen using purposive sampling method since
they had to meet the set criteria which were; they had to have been translated from French to
English by an untrained translator, they also required to have been used in a Kenyan banking
institution. Secondly the choice of SOP was also based on their availability since they are
documents designed for limited distribution mostly internally in the bank. The sampled texts have
been attached as appendix 1,2,3,4 and 5. The researcher then read both the French version (ST)
and the English versions (TT) in detail. The errors were then identified using the pedagogical
translation error assessment model. The same model was also used to analyze the data which will

be handled in chapter four.

The data collected has been presented in three categories. The categorization was based on areas
in which the miscommunication errors emanated from i.e. Titles of roles and functions, technical
banking terms and sentences/phrases selected from the sampled SOPs. The findings have been
presented using tables in order to clearly display the emerging patterns. The tables contain three
columns; the first column displays the source text, the second column represents the target text,
while the last column represents the miscommunication errors. Definitions of terms was based on
the online lexico dictionary powered by oxford, https://www.lexico.com, [September 2019] and the
researcher’s own knowledge of banking terminology. Finally each table is followed by a short

discussion of the data it contains.
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3.1 Common Miscommunication Errors in the Translation of Bank Sops

While the sampled documents were generally legible, could be understood and were being used
by banking employees in carrying out their daily tasks, certain miscommunication errors were
identified. This section of the study will display data on miscommunication errors in the sampled
bank SOPs. A miscommunication error occurs when there is inadequate information given during
the transfer of a message from the source to the recipient. It is also arises from false information
conveyed in the translated text or when the effect of the TT is not produced by the ST. As discussed
in chapter 2, section 2.3.1, adequacy is achieved when there is complete transfer of meaning and
effect of the source text. In this section therefore, data on miscommunication errors in the titles of
roles/functions will be presented. In addition to this, data on miscommunication errors in various
translated terms will be displayed and lastly miscommunication errors in the sentences/ phrases

will also be exposed.

3.1.1 Miscommunication Errors in the Titles of Roles/Functions
The miscommunication errors in the titles of roles/ functions found in the sampled SOPs are as

follows;

Table 1: Miscommunication errors in Function and Role titles

No COLUMN A: COLUMN B COLUMN C
Source text (ST) | Target Text (TT) Miscommunication error
1. | P6le Exploitation | Business The ST refers to a division or department
Development that carries out operations in a bank. The

TT generally refers to the activity of
generating more business e.g. sales. In

this case there was loss of meaning.

2. | Pole Support Support The ST refers to a department that
provides technical support to the
organization, while the TT does not refer
to any common department found in a
typical Kenyan banking environment, the
result then is that users of the SOP will

not be able to understand which
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department it refers to, therefore the TT

has lost the original meaning.

Direction des

Risques

Risk

The ST refers to a department that
handles the bank’s risks while the TT
refers the possibility of harm, loss or a

threat. In this case meaning has been lost

because the user of the TT is has not
received the same information as
intended in the ST.

Direction Retalil,
Commercial &

Reseau

Retail, Commercial

& Network

ST refers to a department that manages
the retail and commercial sections and
the branch network of a bank while the
TT is not clear on clear on whether is
refers to the two departments, also
“network” does not mean anything to a
Kenyan bank. This shows that the
meaning of the ST has not been fully
transferred to the TT.

Service Monetique
& Multimedia

E-banking

Multichannels

and

ST refers to a department that handles
banking transactions generated by
electronic means/ using information
technology using different types of
media. The TT on the other hand refers
to “multichannels” which is not used in
the Kenyan banking industry and
therefore cannot be understood. There is
therefore a loss in the meaning intended
by the ST.

Administration des
Produits
Monétiques

E-banking Products

Administration

The ST refers to a bank department

responsible for managing e-banking
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services while the TT means the process

of managing e-banking services.

Responsable
Administratif

Administrative

Assistant

The TT refers to a role in a bank that is
responsible for manage bank cards stock
however the ST is not a typical role
found in a bank, it refers to a role that
supports the running of a particular office
e.g. by facilitating correspondence,
ordering stationery etc. There is therefore
a difference in meaning of the ST and the
TT, leading to provision of false

information.

Section Courrier

Courier Section

The ST refers to a unit that manages the
mail i.e. receiving, sending, distributing
while the TT refers to a dedicated unit for
staff involved in commercial
transportation of documents and
packages. This type of function is not
typical to a bank in Kenya. The
difference in meaning of the ST and the

TT leads a provision of false information.

Marketing &
Veille

Marketing &
Research

“Veille” in this context refers to market
intelligence/ insights on market trends,
projections etc., while the TT refers to
investigating or studying the market
whose outcome can be market
intelligence amongst others. There is
therefore a distortion of sense between
the ST and the TT.

10

GPP : Guichetier
Payeur Polyvalent

PT: Payments Teller

The ST refers to a bank teller who

handles various types of payments. The
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TT refers to a teller who handles
payment transactions only. The
abbreviation “PT is also not known in the
Kenyan banking environment. This
indicates a difference in the meaning of
the ST and the TT.

Table 1 above contains role or function titles in the original text in French, captured in column A.

The corresponding translated text is captured in B and the miscommunication error is explained in

column C. In the sampled texts, ten errors were identified in the role and functions titles that were

used in the English version of the SOPs. In the ten miscommunication errors identified, eight show

loss of the meaning intended in the ST, such that the function/role communicated by the ST is not

presented in the same way in the TT. In two cases, i.e. case 7 and 8, the meaning of the TT was so

different from that of the TT that it led to false information being communicated to the target

audience.

3.1.2 Miscommunication Errors in Abbreviations and Terms used

The term “terms” in this section refers to technical words that are used specifically in banking

and may not be found in other professional fields. The data collected is as follows;

Table 2: Miscommunication errors in terms and abbreviations

No COLUMN A: COLUMN B COLUMN C
Source text (ST) | Target Text (TT) Miscommunication error
1. | Carte monétique Debit card The ST refers to a card generally used to

make electronic payments, the TT is specific
to a card that is linked to an account and is
used to withdraw money from it. The TT in

this case has given more specific

information that that provided by the ST.

2. | Systeme

d’exploitation

Core banking system

The ST refers to a computer operating
system while the TT refers to specific

35




software used by a bank to manage all its
data. The TT therefore has given more
specific _information that which was

communicated by the ST.

Signer I’endos

Sign the

endorsement

The ST is an instruction to sign at the back
of a document e.g. a cheque, the TT refers
to endorsing someone for something. Here
the ST and TT are referring to two
completely different things, therefore
leading to the communication of false
information in the TT.

Date de saisie

Date of order

The ST refers to the date when an entry was
made in the banking system, while the TT
refers to the date when the order was made
it is not specific to making an entry in the
banking system, it can also include the date
when the application was made. In this case

there is a loss of meaning because the

meaning intended in the TT is not clearly

conveyed in the ST.

Cartes créées

Produced cards

The TT refers to cards that have been
processed and are ready for use by
customers. The ST refers to cards that have
gone through a process but is not specific to
whether they are blank cards or can be used

by customers. There is a loss of meaning

because the meaning intended in the TT is

not clearly conveyed in the ST.

Personnalisateur

Personaliser

The ST referrers to a unit or an organization
that personalizes blank cards. The TT does
not refer to any banking term used in the
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processing of bank cards. In this case there

is complete loss of meaning because the TT

cannot be understood by a Kenyan bank

employee.

Vérification

d’usage

Verification of

utilization

The ST refers to the process of checking in
detail to confirm something; the TT on the
other hand refers to confirmation of how
The
conveyed by the TT is therefore false in
relation that intended by the ST.

something is used. information

TTHU : Taxe De

Transfert
UEMOA

Hors

TTHU
Outside WAEMU

Transfer

The ST refers to the tax charged on each
transfer to countries outside the WAEMU
region. In the TT the abbreviation has been
retained as is and the “tax” aspect is missing.
In addition, this type of tax does not exist in
the Kenyan banking environment. The TT in
this case has conveyed completely different
(false) information from that provided in the

ST. The context also has not been
considered in the translation leading to the
communication of information that is

irrelevant to a Kenyan bank employee.

Banque

D'operation

Operational Bank

The ST refers to a bank that is licensed and
has signed conventions that allow it to
provide the specific type of transfer service.
The TT is a more general term (i.e. a
hypernym) referring to a bank that is open
for business. It does not specifically refer to
the ability to carry out a particular transfer

service. The TT in this case has provided
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inadequate information in relation to the
intended meaning of the ST.

10.

L'argent liquide

Liquid money

The TT refers to money in cash form, the ST
is a direct translation of the TT, it is a term
that is not commonly used in the Kenyan
Banking context and therefore may not be
readily understood. The more common term
used in this case is “Money in Cash”. This

has led to inadequacy in the TT.

11.

Formulaire de

réception d’argent

Cash receipt form

The ST refers to a form filled by a customer
to enable them to receive funds that have
been sent to them. The TT however bring
about confusion because, “Cash receipt”
refers to the document given to the customer
to acknowledge payment, it is usually not a
“form” that requires to be filled in. There
have the terms “cash receipt form” used
together distorts the meaning. The common
banking term to use is “Cash withdrawal
form”. In this case the TT has inadequate

information.

Table 2 above identifies miscommunication errors in the terms and abbreviations used in the

sampled SOPs. The use of terms and abbreviations are a characteristic of business texts and

therefore by extension SOPs used in the banking industry, they play a key role in providing

information in the SOP. The terms used in the source text is captured in column A, the translated

term in English from the target text is indicated in column B. A discussion identifying the

distortion or loss of meaning or effect is presented in Column C. Eleven errors were identified in

this category and are explained in column C. Out to the eleven identified errors, two consisted of

more specific information being provided in the TT as compared the information provided by the
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ST. Three consisted of wrong/false information being communicated by the TT and lastly six

consisted of inadequate information conveyed or loss of meaning.

3.1.3 Miscommunication Errors in Sentences/ Phrases Used In the SOPs

This section presents data collected from the examination of sentences and phrases in the

sampled SOPs. The texts have been compared to check for any distortion in meaning. The data

collected is as follows;

Table 3: Miscommunication errors in sentences/phrases

No COLUMN A:
Source text (ST)

COLUMN B
Target Text (TT)

COLUMNC

Miscommunication error

1. | La monétique est un
ensemble de dispositifs
basé sur I'électronique et
I'informatique dans les

transactions bancaires.

E-banking refers to a group
of electronic or data
processing devices used to
carry out banking

transactions.

The ST offers two definitions of
the word “monétique”; The first
one (i) which is the phrase
sampled here, refers to devices
used in banking transactions.
The second one (ii) refers to the
meaning in banking language,
which refers to the different
modes used to carry out
banking transaction that are not
initiated using the traditional
pen and paper instructions.
Meaning (i) in the ST is not a
meaning associated with the
word “E-banking” as it is used
in banking in English. The
common term used to bring out
this meaning is “alternate
channels”. Meaning (i1) is

however the one associated
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with the term “E-banking” in
English.
In this case the TT therefore is

giving false information to its

audience because it proposes a
meaning of the technical term
“E-banking” that does not exist

in the English banking context.

Renseigner ... carte
mandataire si la demande
est au profit du mandaté

Fill in ... authorized card if
the request is in favour of an

agent

The term “mandataire” as used
in this phrase in the ST refers to
a person given authority to
operate the bank account on
behalf another. The phrase in
the ST is giving instruction that
this type of customer should fill
in a “carte mandataire” form i.e.
a form made specifically
designated to be filled by
authorized persons who are
applying for cards on account in
which they are authorized to do
S0 in their names.

In Kenyan banking an agent
refers to a person who is
authorized by an account holder
to present instructions e.g.
cheques, transfer requests etc.
to the bank on behalf of the
account holder but they cannot
initiate, sign or authorize them.

They therefore cannot apply for
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a card as required by the TT.
However, a person who has
power to operate a bank account
on behalf of another is usually
given a “power of attorney”
therefore becoming a signatory
to the account. In this context
therefore the TT has given the

false information to its target

audience by informing them
that an agent can apply for a

card in their names.

Contrdler I'état des cartes a

confectionner.

Confirm the state of the

cards to be produced.

The ST is an instruction that
requires the user to verify the
“état” of a card to be processed.
The term “état” refers to a
document that contains a listing
of cards to be processed. The
ST on the other hand refers to
the condition of a card,
normally the physical condition
of the card. The TT is therefore
referring to a very different idea
from the one referred to by the
ST.

In addition, the use of the word
“confirm” indicates that the
condition of the card was
already known and is therefore
being reaffirmed. This is not the

case since the verb used in the
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ST is “Contrdler” which refers
to “making sure” without the
connotation of having some
previous knowledge of the
matter.

The TT in this case has given

the wrong information to its

audience and in addition there is

a difference in the effect

produced by the instruction in
the TT and the ST on the

audience.

Composer le code qu’il
recevra sur son numeéro de

téléphone mobile,

Compose the code that they
will receive on their mobile

phone

The TT is giving instruction for
the client to be advised to enter
a series of numbers that he will
receive through his mobile
number. The ST on the other
hand has used the verb
“compose” which implies
coming up with something new
yet the ST refers to simply
inputting that which is already
provided. The use of the term
“code” also may mislead the
customer because it does not
necessarily refer to a series of
numbers, it can also refer to a
combination of letters and
signs. It is also not commonly
used in the Kenyan banking

context, which uses the term
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“PIN” instead. This leads to a

distortion in the meaning of the

phrase in the TT.

S'assurer que le demandeur
est bien le titulaire de la

carte.

Ensure that the applicant is

the actual cardholder.

The ST requires its audience to
check that the person who has
presented themselves at the
counter is indeed the one who
the card belongs to. The TT
however used the term
“applicant” meaning the person
who applied for the card. This
implies that the bank staff
should check the application
record to confirm that the
cardholder is indeed the one
who applied for the card.
There is therefore difference in
meaning, between the
instruction given in the ST and
the one given in the TT.
Because while one is referring
to checking the person present
at the counter, the other is
referring checking the person

who applied for the card.

Cette modification de statut
concerne exclusivement la
mise en opposition ou la
main levée suite a une mise

en opposition.

This modification of the
concerned status, exclusively
concerns the blocking or a

release after blocking.

The TT is providing further
information about the
“modification de statut” i.e.
modification of the status of a
card. It specifically refers to

stopping a card completely
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from transacting or
subsequently returning it to be
operational. The TT however

has distorted this meaning by;

a) referring to “concerned
status” implying a specific card
status is being discussed. Which
is not the case in the ST, since it
has not laid any emphasis on a
particular card status.

b) referring to “release after
blocking” while it may make
sense in regular day to day
English, in banking, release will
mostly refer to letting go of the
physical card. A change in card
status is commonly referred to
as “unblocking”. This would
also match the technical
language used in the ST i.e.
“main levée”. In this case the
TT has also the conveyed the

same effect as the ST.

Toute réception d’un
transfert fait ’objet d’un
ordre écrit du bénéficiaire
sur un formulaire de
réception disponible en

agence.

A written instruction in the
form of a receive form must
be obtained for all transfer

receipts.

The ST informs the teller that
all withdrawals from transfers
must be carried out using
written instructions captured on
the receive forms available at
the branch. The TT however is

not fully conveying this

meaning because;
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It refers to a “written
instruction in the
form of a receive
form” this means
that the receive form
represents the
written instruction
and leaves out the
fact that the form
must contain the
written information.
The ST has also left
out some relevant
information for its
audience which is
that the forms are
available in the

branch.

Table 3 above presents miscommunication errors that were identified in various phrases and
sentences, in the sampled text. Column A indicates the phrase/ sentence as captured in the original
text (ST), Column B indicates the translated phrase/text (TT). A comparison of the sense and effect
of both the original and translated phrase was carried out in order to identify the miscommunication
error, this can be seen in column C. Nine miscommunication errors were identified; three that
consisted of conveying false information. In two occasions, the effect of the ST was not conveyed

in the TT and in four instances the meaning of the ST was distorted or partially lost in the ST.




CHAPTER FOUR

Discussion of Findings

4.0 Introduction

This study had three objectives; to identify the common miscommunication errors that occur when
untrained translators, translate Standard Operating Procedures from French to English. To assess
the causes of miscommunication errors in SOPs translated from French to English. Finally to
identify translation strategies that can be used in the translation of SOPs. To achieve these
objectives, data was collected in chapter three. The identified miscommunication errors were
presented in three categories. The categories were; miscommunication errors in the titles or roles
and functions, miscommunication errors in the abbreviations and terms used and
miscommunication errors in sentences and phrases used. This data was presented in tables that
contained the source text, the target text and a brief explanation of the miscommunication error
identified.

This chapter focuses on the in depth analysis of the findings presented in chapter three. In order to
do this, the findings were analyzed using the same categories used in chapter three. The analysis
was guided by the skopos theory and the pedagogical assessment model, it also explained the cause
of the miscommunication errors. The evaluation of the causes then led to proposals of the

appropriate translation strategies that should have been employed in the translation of the SOPs.

4.1 Miscommunication Errors and Assessment of their Causes

This section analyses the identified miscommunication errors. This analysis was carried out using
the pedagological model of assessment as developed by Chesterman (1997, p128). It is geared
toward evaluation of translated texts in order to prescribe how the quality of a translation can be
improved or for certification purposes. It was selected for this study because its objectives are in
line with the objectives of this study which were to assess the causes of errors and propose
translation strategies. This section also discusses the skopos theory and specifically its basic

concepts which were used in the data analysis.
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4.1.1 The Pedagogical Assessment Model

This model was used to identify the translation errors in chapter three and will be used in this
chapter to analyze them and their causes. The model assesses the deviation from four main
translation norms: The expectancy norm, which requires that the translation should meet the
expectation in relation to other similar texts produced originally in the target language. It focuses
on clearly visible errors such as grammatical ones or expressions that do not read naturally to the
native speaker in the target text. The second norm is the relation norm which is assessed by
comparing the target text with the source text. It brings about the error of comprehension. The
third norm is the communication norm, which is assessed by focusing on whether the target text
achieved the intended effect on the readers i.e. whether the purpose/ skopos of the translation is
met. When this norm is broken, it results in; the text becoming difficult to read and it leaves the
reader puzzled. The fourth norm is the accountability norm, which is assessed by checking the
reason why a translator made the choices that they made and it also touches on the translator’s

ethics. Deviation from this norm leads to a translation that is careless, incorrect and misleading.

4.1.2 Miscommunication Errors in the Titles or Roles and Functions

The titles of roles and functions in an SOP are a key part of the document. This is because the
tasks being defined and described in the SOP must be carried out by a specific actor. This person
has to be clearly identified to avoid inefficiencies. Secondly the tasks are also matched to the
specific competencies and location of the actors. Any mistake in this could lead to errors or even
the inability of the various actors to coordinate and produce the required output. The following is

an analysis of 3 sampled errors identified in this category.
Sample 1

As presented in table 1, one of the errors identified was the role in the ST titled “Pdle Exploitation”
which was translated as “Business Development”. In this text the TT exhibits deviation from three
translation norms and therefore three translation errors. The norms that were deviated from are;

relation norm, the communication norm and the accountability norm.

The first one is the relational norm which requires a comparison of the ST and the TT. The ST
refers to a division or department that carries out operations in a bank. The term “operations” is a

general term that refers to the activities that are involved in ensuring the various banking services
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are offered. These include data entry of the various transactions, processing of customer
instructions using various systems, supporting the various channels through which customers
interact with the bank etc. The TT generally refers to the activity of generating more business for
the bank e.g. interacting with customers to convince them to take up more services, preparing
reports that show how many new clients the bank has acquired, coming up with new services that
customers may require, advising the client on which services best suits them and how much it costs
etc. By comparing the meaning of the ST and TT, there is a clear difference of sense in the two
words. Hence there is a discrepancy the relation between the ST and the TT. In this case the relation
norm was broken and it led to the wrong meaning being expressed by the TT. For the meaning to

have been correct, the translation should have been “Operations Department”.

The second error is the deviation from the communication norm. This has to do with the skopos of
the text. The TT is merely mentioning an activity “Business Development” yet the particular
section in which the term was placed was naming roles and functions involved in the SOP. The
TT is not specific as to whether it is referring to a particular department or an activity carried out
in the bank. This is because the term “department” was omitted in the TT which would have
allowed the audience to clearly understand what the TT meant to convey. The result of this is was
ambiguity which left the target audience, reading the English version of the SOP puzzled as to
what the text was clearly referring to The function of the text was therefore not met, hence the

communication norm was broken.

Furthermore, as an outcome of deviating from relation and communication norms, the
accountability norm was also broken by the translator. The result of the translation errors was
rendering of the wrong meaning and ambiguity. This means that, the choice of the term used in
the TT, is misleading the target audience. When the translator misleads the audience, then they
have deviated from the accountability norm which requires them to be ethical when carrying out

their translation tasks.

These three translation errors i.e. rendering of the wrong meaning, ambiguity in the TT and
misleading the audience can then also be categorized as miscommunication errors. This is because,
for miscommunication to occur, the information given requires to be either misleading, incomplete

or fail to produce the required effect. All these miscommunication characteristics are present in
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the identified translation errors. Therefore, these translation errors can also be referred to as

miscommunication errors.

From the discussion above, it is clear that the miscommunication errors can be attributed to the
wrong choice of terms by the translator and omission of key information. Wrong choice of word
is illustrated in the translator’s choice to use “Business Development” instead of “Operations
Department”. The error could have come up as a result of lack of competence in the source banking
culture, which would have caused the translator not to come up with an equivalent term in the
source organizational culture i.e. the francophone banking institutions’ organization culture. It
could also have been caused by the translator’s lack of competence in the target organization
culture i.e. the Kenyan Banking Institutions, which would have allowed correct identification of

the department that carries out the role intended by the ST.
Sample 2

The second sampled error is the title of the role “Responsable Administratif” which was translated
as Administrative Assistant. This translation has deviated from the relation norm, communicative

and the accountability norm. These deviations then mean that three translation errors are present.

The first error is as a result of the deviation from the relation norm. In this case the meaning of
the ST is different from that of the TT. The TT refers to a role in a bank that is responsible for
managing bank cards stock. This role as derived from the context in which it occurs in the SOP, is
responsible for; recording the bank cards available in the bank branch, ensuring they are kept safe
and issuing them to the customer. The ST however, refers to a role that supports the running of a
particular office e.g. by facilitating correspondence, ordering stationery etc. In its organizational
use, the term does not refer to a typical role found in a bank branch. In a bank branch in Kenya,
the roles that are found are; a teller, a customer service officer or manager, a relationship manager
or officer, a credit manager or officer, a branch manager or assistant branch manager, a banking
officer or cash officer. The management of bank cards will therefore fall under one of these roles,
usually a customer service officer or a teller manning the cards issuance counter. There is therefore
a clear difference in meaning of the ST and the TT. This difference then demonstrates the deviation

of the relation norm. The result of this deviation is the provision of wrong meaning.
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The second error stems from the deviation from the communication norm. The purpose of this text
was to give instruction to the “Responsable Administratif” or the teller responsible for receive the
stock of cards on how they should manage the cards. This purpose was intended to be fulfilled by
the TT as well. However, the TT was addressed to the wrong role which in the typical Bank branch
context does not exist. The effect therefore leaves the target audience perplexed as to who should
carry out this task at the branch. The audience is then left to their own devices in implementing
this instruction. The effect of the text is also lost because, whilst an experience banker would
quickly know who should carry out the task and therefore proceed to do it, there is still the
unintended effect of ambiguity as to who exactly the task has been assigned to. The ambiguity the

text has produced in the audience, illustrates a slight deviation from the communicative norm.

The third error is as a result of the deviation from the accountability norm. The translator’s ethics
require them to provide information that is as accurate as possible. In this sample the translator’s
choice term led to the conveyance of misleading information. The very important task of managing
the bank cards has been assigned to a role which, even if it existed in a bank branch, would not be
able to handle the task. In consideration of the fact that the aim of the SOP was also to ensure
uniformity in the bank’s processes, then a bank branch that implements its processes based on the
term used in the TT would definitely not carry out its processing in this same way as the one that
is required by the ST. The translator therefore has failed in his/her responsibility to provide an

accurate translation.

In all the three errors demonstrated above, it can clearly be seen that the TT conveyed misleading
information and produced an unintended effect. This then led to miscommunication between the
initiator of the ST and the audience of the TT.

An analysis of the errors also points toward the causes of the errors. To begin with, the errors
could have been caused by the translator being too faithful to the original. This is illustrated by the
close proximity, in form, of the words “Responsable Administratif” and “Administrative assistant”,
and especially because of the term “Administrative” which means the same in the two languages.
However, the second term “responsable” when literally translated does not lead to the term
“assistant”. This could have been caused by outright carelessness. Secondly, the error could also
have been caused by failure of the translator to take into consideration the organizational culture

of the francophone bank and its Kenyan counterpart. This could have been brought about by a
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lack of proper background knowledge. It is demonstrated by the inappropriate title role provided

1.e. “Administrative Assistant” instead of the “Teller — Card issuance”.
Sample 3

The third sampled error is the translation of the department title “Section Courrier” which was
translated as Courier Section. In this text two translation norms were deviated from therefore
leading to a translation error, i.e. the relation norm and the communication norm. Further

assessment of the errors illustrates how they came about.

To begin with, the determination of the deviation from the relation norm requires a retrospective
assessment. This means that the TT is evaluated by referring to the ST. In this case, the ST refers
to a unit that manages the mail in the bank, this function involves receiving mail or delivered
packages/parcels from outside parties, distributing them internally within the organization,
delivery of internal mail etc. On the other hand the TT refers to a dedicated unit or even institution
involved in commercial transportation of documents and packages. This refers to the receiving of
documents and packages from various parties who do not necessarily have any relation with the
organization. They are then distributed to various other parties, who also are not related in any way
with the organization, at a fee. From the description of the meaning of the ST and the TT, there is
a clear difference in meaning of the two terms. The difference in meaning of the ST and the TT
leads to the provision of misleading information. The deviation from the relation norm is therefore

clearly demonstrated including the resultant conveyance of the wrong meaning.

On the other hand, in order to determine the communication norm, a prospective assessment is
carried out. This involves looking at the TT independently without comparison with the ST. The
assessment is based on the skopos of the TT and whether it was fulfilled or not. The intended
purpose of the TT was to provide a department in the bank that was responsible for receiving card
packages from the external service provider and then manage the distribution of the same to
various branches of the bank. The term “courier section” was then used to fulfill this purpose.
While the distribution of the packages to various branches may require the involvement of a courier
service, the instruction in the text is not addressed to them. It is addressed to a department within
the banking institution. The use of the term “courier section” hampers the fulfillment of the skopos

because the audience of the TT is not able to associate the activity to be carried out with the
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department title provided. The reason is that, courier services are not typically offered by banks in

Kenya. The more appropriate term that could have been used is “mailing room” or “dispatch unit”.

These two translation errors led to conveyance of wrong information and failure of the TT to
produce the intended effect as illustrated above. These errors therefore caused miscommunication.

They can therefore also be categorized as miscommunication errors.

The analysis of these two errors also sheds some light on their causes. The first cause was that the
translator made a word for word translation i.e. “Section Courrier” and “courier section”.
Unfortunately, the literal translation led the translator to fall into the trap of false friends. False
friends are two words that have a similar spelling but have completely different meanings,
Muhindo (2017). Secondly, this error could also have been caused by lack of background
knowledge which made it impossible for the translator to determine the appropriate terms i.e.
“mailing room” or “dispatch unit”. These terms require appropriate knowledge of banking

institutions in Kenya and the how the departments are organized within these institutions.

4.1.3 Miscommunication Errors in the Abbreviations and Terms Used

This section analyses four samples of the identified errors in the use of abbreviations and terms
identified in chapter three, table 2. According to the lexico dictionary, an abbreviation is a
shortened version of a word or a phrase. The use of abbreviations is a key characteristic of business
texts under which SOPs for banking institutions lay. “Terms” refer to words that are very specific
to business, specifically banking, and are not used in any other context. Each sample was assessed

individually.
Sample 1

The first term is “Carte monétique” which was translated as Debit card in the SOP. This
translation contains two main errors. The first one is the deviation from the relation norm and the
second one is the deviation from the communication norm. A detailed analysis of the translation

demonstrates this.

In order to demonstrate the deviation from the relation norm the ST was assessed in comparison
to the TT. The ST “Carte monétique” refers to a card that is used to carryout electronic
transactions. This term can be considered a hypernym and comprises of many different kinds of
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cards. Some examples are; Credit cards, these are cards issued to customers who have a
preapproved limit to utilize funds that they currently do not have. They then pay back the funds
utilized in agreed periods/installments with interest. Another card is the Prepaid debit card that
allows a customer to deposit funds which are loaded onto the card and can then be used to make
all kinds of payments. Other cards include ATM or debit cards, priority cards etc. All these cards
can be considered subordinates of the hyponym “Carte monétique”. The TT i.e. the term debit
card is specific to a card that is linked to a bank account. It is then issued to a customer to allow
them to access the funds in their account(s) by various means e.g. ATM, online purchases, cashless
purchase of goods from various outlets etc. The more appropriate term to use would have been
“Bank card” because it is also a general term that can be used to refer to any other types of
electronic cards used for financial transactions. In as much as the ST is not specific to banking, the
use of “bank card” is acceptable because the context of the SOP is very specific to a bank. It
therefore allows for the use of the term “bank”. The translation in this case has given more specific

information than that provided by the ST therefore deviating from the relation norm.

In addition, the communication norm has also been deviated from. The reason for this assertion
is that the ST refers to the production process of bank cards. By using the term “debit card”, the
audience is limited to thinking that the production process given is specific to debit cards only.
The effect of this is that the audience loses out on the knowledge that other cards can also be
processed in the same way. The purpose of the text, i.e. an SOP, is to give knowledge, in this case
only partial knowledge has been provided. This clearly illustrates a deviation from the function

and therefor a deviation from the communication norm.

The reason behind the two errors illustrated in the two paragraphs above also point to can also be
deduced. Firstly, the translator may have lacked sufficient background knowledge on bank cards,
which led them to the assumption the debit cards may be the only cards that are produced by the
bank. Based on this assumption them “debit card” could then have been considered a complete
synonym of “Carte monétique”. Secondly, the translation may not have been reviewed. A review
would have allowed for a discussion on the terminology decisions of the translator and possibly a

more appropriate term agreed upon.
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Sample 2

The second sample analyzed from the collected data is the term “Personnalisateur” which was
translated as “Personaliser”. This sampled text, contains three translation errors i.e. deviations
from the expectancy, relation and communication norms. This is illustrated in the assessment of

each error.

To begin with, a lateral assessment of the text is carried out in order to determine the deviation
from the expectancy norm. A lateral assessment refers to the comparison of the sampled text with
other texts in the target language. The expectation, and hence the term “expectancy”, is that the
translation will be similar in the use of language to other texts in the target language. In the sample,
the term “personaliser” was used in the TT, however, this term does not exist in the current English
vocabulary and even in the terminology specific to banking. It therefore qualitatively does not
meet the expectation of a text that contains English banking terminology. Chesterman (1997,
pl34), says that when the expectancy norm is broken qualitatively, it results in “nonnative
expressions”, expressions that are not grammatically correct or other obvious errors. This can

clearly be seen in the use of the term “personaliser” in the sampled text.

Secondly, the translation has also broken the relation norm. The ST referrers to a department or a
firm that carries out the personalization of blank cards. This means that they carry out processes
that put the bank identification details of a customer in to the card e.g. account details, customer
name etc. The appropriate banking terms for this concept is “Card personalization bureau” or
“Card personalization servicer provider”. Unfortunately in this sample, the TT does not refer to
any banking term used in the processing of bank cards or any English term. The relation norm

therefore has been deviated from.

The third norm that has been broken in this case is the communication norm. The translation is not
able to fulfill its skopos because the term used in the TT cannot be understood by a Kenyan bank
employee. Its purpose was to transfer knowledge, however, since the term used is not an English
vocabulary nor banking terminology, then no knowledge has been transferred. Secondly, the
intended effect has not been met, instead, the text has a puzzling effect on the audience receiving

the TT. This demonstrates the deviation from the communication norm.
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From the analysis, the cause of this error could have been lack of competency in banking
terminology. The translator was therefore not able to come up with a term that could have been
used in that specific context. The translator also lacked the skill of how to maneuver complexities
such as the one presented in this sample. He/ She was not able to find an equivalent of the ST in
the target language. Thirdly, lack of review of this text also contributed to the errors analyzed. A
reviewer who is a native speaker of the target language could have easily been able to identify this

error and engaged the translator in its correction.
Sample 3

The third sample is an analysis of the translation of abbreviations in the sampled texts. The
abbreviation “TTHU” which in full means “Taxe De Transfert Hors UEMOA”, was translated as
“TTHU” and its meaning given as “Transfer Outside WAEMU?”. In this translation there are three
errors that were identified, namely; the deviation from the expectancy, relation and communication

norms. The assessment was on both the abbreviation and its meaning.

For status, the expectancy norm in the translation of the abbreviation was deviated from. A
qualitative lateral assessment of the text i.e. a qualitative comparison of the TT with the language
used in other Kenyan bank SOPs was used to determine this error. The TT retained the abbreviation
in “TTHU” in the English translation. Unfortunately this abbreviation does not exist in English
and would not, in most cases, appear in an English banking or tax related text. This therefore

illustrates that the expectancy norm was deviated from.

Furthermore, in the TT the meaning of the abbreviation is offer and it is at this point that the
deviation from the relation norm then comes in. The ST refers to the tax charged on each transfer
to countries outside the WAEMU region. This means that any money transfer whose recipient is
based out of the West African Economic and Monetary Union is subject to “TTHU” tax. In the
TT the “tax” aspect is missing. It simply renders the meaning of the abbreviation as a “transfer
outside WAEMU”. What this means is that the abbreviation is referring to the activity of moving
funds to an area outside the WAEMU region. The correct translation should have been “Tax
applied to transfers that will be received in areas that are out of the WAEMU region”. This
illustrates that the meaning in the TT is clearly different from that conveyed by the ST. This is

therefore a deviation from the relation norm.
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In addition, the communication norm has also not been respected. The TT is providing an
abbreviation “TTHU” which does not refer to any abbreviation used in the Kenyan banking
context. The abbreviation therefore is not fulfilling any function in the TT, it however is produced
the wrong effect, which is confusion in the target audience. The confusion is as a result of the
inability to understand the abbreviation. The intended effect should have been a transfer of
knowledge on the relevant tax. This is compounded by the fact that this type of tax does not exist
in the Kenyan banking industry. The translator could have left is out or substituted it with the

applicable tax in Kenya which is the “excise duty” and it is normally not abbreviated.

The two errors illustrated in this sample could have been as a result of the translator’s lack of skill
and knowledge of techniques used in tackling the complication of how to render an abbreviation
of a concept that is not existent in the target audience’s culture. The lack of background knowledge
on the taxes applicable in the Kenyan banking industry could also have led to this error. Lastly,
the error could also have resulted from the careless omission of the term “tax” in the TT which

would have prevented to an extent the deviation from the relation norm.

4.1.4 Miscommunication Errors in Sentences and Phrases Used
This section of the analysis will focus on errors in sentences and phrases found in the sampled text
which were presented in Chapter three, table 3. Three phrases/ sentences were chosen from table

3 in this analysis.
Sample 1

This was presented in chapter 3, table 1, error number 1. The TT and the ST are as follows;

transactions bancaires. transactions.

ST: La monétique est un ensemble de dispositifs | TT: E-banking refers to a group of electronic or
basé sur I'électronique et I'informatique dans les | data processing devices used to carry out banking

In this sample both the relation norm and communication norm have not been respected. The
relation norm was evaluated by comparing the ST and the TT. On the other hand the
communication norm was evaluated by checking the intended function of the TT and whether this

was met. These evaluations then explain the translation errors present in the TT.
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The first analysis in on the relation norm deviation between the ST and the TT. In the sampled
SOP, the term “monétique” was given two definitions. The first one, which is the phrase sampled
above, refers to electronic or information technology based devices that are used to facilitate
banking transactions. The meaning is expressed by the ST; “un ensemble de dispositifs basé sur
I'électronique et I'informatique dans les transactions bancaires”. The TT then offers the term “e-
banking” as the translation of “monétique” in this phrase, then proceeds to offer its meaning as; “a
group of electronic or data processing devices used to carry out banking transactions”. The while
this meaning is correct in the French context, it is not correct in the English context. This is because
the meaning provided in the translation is not a meaning attributed to e-banking in English. The
more appropriate technical term in Kenyan banking, associated with the meaning given inthe TT
is an “alternate channel(s)”. For this reason therefore the relation norm was broken in this phrase,
leading to a translation error. The result of this error is the provision of wrong information to the

TT’s audience and therefore miscommunication.

The intended function of the TT was to provide knowledge on the meaning of various terms used
in electronic banking. The intended effect therefore was for the readers to be more informed about
the term e-banking and other related terms. In order for the TT to respect the communication norm
and avoid a translation error, it needed to fulfill this function. The TT however did not achieve
this, because it associated the term “Ebanking” with the meaning “a group of electronic or data
processing devices used to carry out banking transactions”, which is not correct. The TT audience
was therefore misinformed. Secondly, since the audience are banking employees who may have
already interacted with these technical terms, the effect on them will definitely not be that of being
more informed, instead it will raise more questions in their minds as to the correctness of the

document. This demonstrates that the intended function was not met.

The accountability norm was also not respected. A translator is required to produce a text that is
as accurate as possible, based on the clients brief. In this case the requirement is that the translation
is supposed to provide an SOP that will be used by Kenyan banking staff for processing. The two
errors illustrated above mean that the client’s needs may not have been fully met. Secondly, as a

result of the wrong choice of terms in the TT, the information provided is inaccurate.

These errors were caused by a lack the lack of translation skills and techniques on the part of the

translator. This is evidenced by the inability to handle the complexity brought about by the two
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meanings of the term “monétique”. The translator in this case opted to direct translate without
consideration of the context. It can be deduced that the translator is ignorant of their responsibility
to provide an accurate translation. The third cause is the failure to have the translations reviewed

by technical experts who have a good knowledge of banking terminology.
Sample 2

The second sample is drawn also from table 3, identified error number 7, that was captured as

follows;

d’un ordre écrit du bénéficiaire sur un formulaire | form must be obtained for all transfer receipts.

de réception disponible en agence.

ST: Toute réception d’un transfert fait 1’objet | TT: A written instruction in the form of a receive

This sampled sentence contains two translation errors. These errors are as a result of the deviation
from the relation norm and the communication norm. A retrogressive assessment of the TT enabled
the researcher to identify the deviation from the relation norm. While a prospective assessment of

the TT provided evidence of the deviation from the communication norm.

The evaluation of the TT against the ST brought out two areas of divergence from the relation
norm. To begin with, the ST is very specific about the aspects of “how” the form should be filled,
“where” it can be found and “who” should fill it, when carrying out withdrawals from transfers.
The “how” is; they must be carried out using written instructions i.e. “ordre écrit” captured on the
receive forms i.e. “sur un formulaire de reception”. The “where” is; at the branch ie. “en agence”.
Finally, the “who” is; the beneficiary i.e. “bénéficiaire”. The TT however does not contain all these
aspects. The “who” and “where” aspects of the sentence have been left out. Secondly it refers to
a “written instruction in the form of a receive form” this means that the receive form represents
the written instruction. However this is not the case, it the form that must contain the written
information i.e. it needs to be filled in. The TT in this case has generalized the information while

the ST is very specific. This illustrates the deviation from the relation norm.

Secondly, the text also displays a deviation from the communication norm. Following the

argument in the paragraph above. It is clear that the instruction given in the TT contains
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ambiguities that cause it not to fulfill its instructive function as well as not to produce the required
effect i.e. get its audience to carry out the required action. It has omitted key information that may
lead to a very different outcome than the one intended. For example the teller handling the
transaction could fill in the form on behalf of the beneficiary. Also, the beneficiary could present
a blank form that is not filled in etc. The communication norm in this case therefore has not been

respected.

The above discussion on the two errors present in this text provides an insight as to their causes.
The first cause may have been the failure to revise the translation. A reviewer with insight in
banking could have been able to pick out the omission or even notice the ambiguity in the
instruction provided. Secondly, technical skill in translation would also have helped the translator
to pick out the most important parts of the ST and would also have enabled the translator to render

a more accurate translation.
Sample 3

The third sample is also drawn from table 3 in chapter three, error number 2. It was presented as

follows;

au profit du mandaté of an agent

Renseigner ... carte mandataire si la demande est | Fill in ... authorized card if the request is in favour

In this phrase, two translation errors can be identified. The first one is the deviation from the
relation norm while the second one is the deviation from the communication norm. Each deviation

has been evaluated in order to analyzed the error.

The first error is the deviation from the relation norm. The ST and the TT need to be compared to
illustrate this error. In the ST, the term “mandataire”, as used in this phrase to refer to a person
given authority to operate the bank account on behalf another. In most cases this authority is given
by the account holder. The phrase in the ST is giving instruction that this type of customer should
fill in a “carte mandataire” form i.e. a form designated specifically to be filled by these type
persons who are applying for cards on accounts in which they are authorized to do so, in their

names. The TT has provided the translation of this term as “agent”. In Kenyan banking an agent
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refers to a person who is authorized by an account holder to present instructions e.g. cheques,
transfer requests etc. to the bank on behalf of the account holder but they cannot initiate, sign or
authorize them. They therefore cannot apply for a card as instructed by the TT. However, a person
who has power to operate a bank account on behalf of another is usually given a “power of
attorney” therefore becoming a signatory to the account. The appropriate term in this case should
have been “power of attorney holder” or simply “attorney”. This illustrates that the relation norm

was not respected in this case.

Building further on the argument above, the function of the text is instructive and the desired effect
on the audience is that they will be able to carry out the instruction. However, the instruction
provided in the TT cannot be carried out by the audience who are bank employees in the Kenyan
banking environment. This is because by carrying it out, they would be going against their set
business rules. The effect therefore on the consumer of the text is confusion, they have first to
decide whether to proceed with the instruction against best practice or proceed according to the set
business rules and ignore the instruction. This therefore illustrates the deviation from the

communication norm that requires that the TT fulfills its function and produces the intended effect.

In view of the text assessment carried out the two paragraphs above, some insight on the causes of
the errors was obtained. The first one is that there was a lack of background knowledge. The back
ground knowledge would have assisted the translator to know which appropriate terms to use in
describing both the application form as well as the applicant so as to render a more accurate
translation. A revision of the text by a person with the technical know how could also have assisted
in raising issues in the TT that would have allowed the translator to revise some of the terms used

in the translation.

4.2 Translation Strategies

From the pedagogical assessment carried out on the sampled texts, the researcher was able to
identify some translation strategies that could have been used by the translators of the sampled
SOPs to improve the quality of the translated texts. However, before delving into the translation
strategies, a definition is necessary because it will guide the discussion. Chesterman (1997)
defines translation strategies as a conscious process in which techniques are employed to solve
translation problems with the objective of achieving the intended TT. The translations strategies

discussed in this section are those that the researcher considered relevant to solving the translation
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errors identified. These can be categorized as; Semantic strategies and pragmatic strategies,
Chesterman (1997).

4.2.1 Semantic Strategies

Semantic strategies as their title implies, deal with techniques of resolving meaning problems in
translation. This strategies deal with specifically lexical semantics i.e. the meanings of words and
the relations between them. They are closely linked to the modulation concept by Vinay and
Darblenet as quoted by Chesterman (1997, p 101). The focus in this section is those that resolve

the identified meaning problems. These are the Synonymy and Hyponymy strategies.

The synonymy strategy is the technique in which the translator chooses terms that may not be the
exact equivalent i.e. complete synonymy, of the term in the ST, but are near synonyms. This
techniques helps the translator to retain the inter textual coherence and at the same time allow the
text to read as natural as possible to its target audience. Some examples of the application of this
technique in the translation of roles and functions are; for term “P6le Exploitation” identified in
table 1, error 1, the near synonym is “Operations department”. For the term identified in table 1,
error 2, “P0le Support” the near synonym is “IT Department” since it carries out the technical
support in the bank. For the term “Direction des Risques” the near synonym is “Enterprise Risk
Department” which is the title of the department responsible for managing all the bank’s risks. For
the department “Marketing & Veille” the near synonym would have been “Marketing & Market

intelligence” department.

The second strategy that is relevant in the resolution of the identified translation problems is the
Hyponymy strategy. In this strategy the translator has the options to interchange a hyponym with
its subordinates, subordinates with their hyponym or retain the hyponymy depending on the
purpose of the translation. In this study, the text’s (i.e. SOP) function was instructive and therefore
the TT had to be as accurate as possible in order to achieve its desired effect. With this in mind
therefore, the most preferred option for the translator was to retain the hyponymy as much as
possible. Examples from the identified errors are; For the term identified in table 2, error 1, “Carte
monétique” which is a hyponym, then to retain the hyponymy the appropriate term is “Bank card”

which refers to all types of cards issued by a bank.
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There are however cases in the samples in which the hyponym could have been interchanged with
the subordinate in order to make the TT more explicit to its audience. For example the error 2, in
table 2 in which the ST term “systéme d’exploitation” is a general term referring to all manner of
operating systems. It was identified as a translation error because the TT given for it was a more
specific term “core banking system”. This strategy despite interchanging the hyponym for its
subordinate, actually enhanced the function of the TT by making is more clear as to which system

they should use for processing that particular transaction.

4.2.2 Pragmatic Strategies

These strategies involve the choice of information in the ST to be transferred to the TT depending
on the needs or expectations of the target audience, Chesterman, A (1997). They consist of a
change in the message that is being transmitted to the target audience. The objective of changes is
to make the message more appropriate to its audience. Some of its subcategories that are
appropriate to the resolution of the problems identified in this study are; Cultural filtering and

information change.

Cultural filtering can also be referred to as adaptation or domestication. In this case the TT is
changed in such a way that it fits into the target audience’s culture. In this study the SOPs which
were the source texts had been translated from French for an audience that largely comprised of
bank employees in Kenyan banks. This strategy is therefore very relevant because it allows the
translator to filter the information in the source text and render it in a way that fits in to the target

audience’s culture, the Kenyan banking environment.

An example of the use of this strategy in the identified translation errors is as follows; In table 2,
error 8, in the phrase “Taxe De Transfert Hors UEMOA” using this strategy the translator would
have adopted the phrase to a Kenyan audience by choosing a tax that is applicable in the Kenyan
context i.e. Excise duty — tax charged per transaction. The Kenyan audience would therefore have
known how to handle the relevant taxes involved in the transaction. The second example in table
2, error 11 is the phrase; “Formulaire de réception d’argent” which in the TT was the name of the
form that is filled by customers who want to withdraw money sent via a money transfer. The
domesticated version for would have been “Money transfer receive form”. Thirdly the sentence
found in table 3, error 1; “La monétique est un ensemble de dispositifs basé sur I'électronique et

I'informatique dans les transactions bancaires”. The domesticated translation of this sentence
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would have been “Alternate channels are a collection of electronic or information technology

devices used to facilitate banking transactions”.

The second strategy is translation change. Using this technique the translator either adds
information they consider was inferred in the ST or removes information they consider irrelevant
for the target audience. An example of the use of omission in the identified errors is in the
abbreviation in table 2 error 8, “TTHU” since the type of tax referred to by this abbreviation does
not exist in Kenya, it would have been omitted in the TT, since the information is irrelevant. The
second example is the phrase in table 3 error 2; “Renseigner ... carte mandataire si la demande
est au profit du mandaté”, which could have been omitted in the TT. This is because the practise
of authorized people applying for cards on accounts they have been authorized to operate is not
common in Kenyan banking. When it happens, as in the case of people given power of attorney,

they fill in the available card application forms, no special forms are provided.
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CHAPTER FIVE

Summary, Conclusion and Recommendations

5.0 Introduction: Summary of the Previous Chapters

The study set out to find out the dynamics of the translation of Bank SOPs by untrained translators
from English to French. Its objectives were to; identify the common miscommunication errors that
occur when untrained translators, translate Standard Operating Procedures from French to English.
In addition, it aimed at assessing the causes of miscommunication errors in SOPs that were
translated from French to English. Finally it also had the goal of identifying translation strategies

that could be used to prevent the identified miscommunication errors.

Various aspects surrounding the translation of SOPs were looked into. Detailed information on
SOPs was provided in an effort to understand SOPs well before delving into their translation. They
were defined as detailed written instructions on how a certain activity can be carried out. In
addition, the form in which they are written and their structure was also discussed. This was
followed by a description of their connection with banking institutions and why they are vital to
their operations. Furthermore the purpose for which organization and specifically banking
institutions write procedures was also discussed. This discussion was important because it
clarified the expectations of the target audience of the translated SOPs and the function the texts
were to fulfill. The translation domain of SOP texts was also discussed, in terms of the register
they use, their text type, genre and function. This determined the translation expectations in terms
of the language expectations of the TT and the communicative function of the TT as well. Finally,
the characteristics of the language used in SOPs were defined and illustrated, including a
description of what a good quality translation is and what a poor translation can cost a banking
institution. This provided the context and importance of the study especially to banking

institutions.

To achieve the objectives of the study, five texts, the original texts in French and their translated
version in English, from banking institutions were sampled. These texts were then examined in
order to identify miscommunication errors present in them. They were selected through purposive
sampling because they had to meet the set criteria. The sampled texts were then examined in order

to identify miscommunication errors, which were presented in three tables. The examination was
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carried out using the pedagogical assessment model in order to identify translation errors which
led to miscommunication. The identified miscommunication errors were then categorized into
three categories. Firstly, miscommunication errors in the titles of roles/functions were identified,
and then the errors in special words and abbreviations were also presented. Lastly

miscommunication errors in various sentences and phrases in the TTs were also presented.

Finally the identified errors were analyzed in detail. The analysis was based on the pedagogical
assessment model and guided by the basic concepts of the skopos theory. For each category of
identified miscommunication errors, a minimum of three of the errors were evaluated to show how
they deviated from the norms identified in the pedagogical assessment model. In addition to

identification of the errors, the evaluation also looked into how they came about and their causes.

5.1 Summary of Main Findings

Through evaluation of the translated SOPs using the pedagogical assessment model and the skpos
theory, various miscommunication errors were identified and analyzed. The analysis was carried
out by demonstrating the various translation norms that had been deviated from. In addition,
various possible causes of the errors were derived from the evaluation and finally strategies that

could be used to overcome the identified errors were proposed.

To begin with, though the translated SOPs were generally functional, certain errors were identified
from the sampled. A translation error was defined as a deviation from the translation norms i.e.
the communication, relation, expressive and accountability norms. After carrying out an evaluation
of the ST and TT based on these norms, the study showed that in all the identified errors, the
relation norm and the communication norms had been deviated from. These two translation errors
led to misleading the audience, failure to transfer the required information and production of the
wrong effect. In addition, the accountability norm was also deviated from. And in at least one case,

the expression norm had been broken.

Miscommunication errors occur when inadequate information is given during the transfer of a
message from to the recipient. This means that the message given in the TT does not fully meet its
purpose. It is also arises from false information conveyed in the translated text or when the
intended effect of the TT is not produced. These components of miscommunication errors were

clearly demonstrated through the analysis of translation errors. The inadequacy of information
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and wrong effect were demonstrated in the deviation from the communication norm and the
conveyance of false information was demonstrated through the deviation from the relation norm.
All the sampled errors in the titles of roles and functions, abbreviations and special words and

phrases or sentences, contained these identified errors.

The second objective of the study was to assess the causes of the miscommunication errors
identified in the SOPs. During the analysis of the various miscommunication errors and their
causes were also assessed. The assessment revealed seven distinct causes of the errors. The first
cause was the use of wrong terms by the translator. This was found in two of the sampled texts.

Its source was traced back to the possible lack of competence in the ST’s organizational culture.

The second and third causes of errors were closely related because they both had to do with the
translator’s skill or ability to use the available translation techniques. The second cause came about
due to the translator sticking too close to the ST i.e. being “too faithful” or rendering a “word for
word” or literal translation. This came to light in the assessment of two of the sampled errors. The
third cause was very close to this, and it was the lack of skill or knowledge of techniques on the
translator’s part, to enable him/her to tackle the translation complexities that presented themselves
in the texts. There were four instances of this in the sampled texts, which means it was present in

a third of the sampled errors.

The fourth cause was outright carelessness on the part of the translator. This was seen in two of
the identified errors. It was closely linked to the lack of knowledge of translator’s ethics which
would have caused the translators to be more sensitive to their responsibility toward the
commissioner of the translation and the target audience as well. The translator would therefore

have taken due care to ensure the accuracy in the TTs.

In addition, the fifth and sixth causes are closely related because they deal with the terminological
competence of the translator. In four of the sampled errors, the lack of background knowledge in
banking which includes; the terms used, the organization itself i.e. roles, functions and departments
and how they interrelate etc. by the translator emerged as a possible cause. This was evidenced in
the translator’s wrong choice of terminology. The sixth cause is the lack of competence in banking

terminology which brought about the inability to choose appropriate terms.

66



Lastly, the lack of review of the TT was identified as a cause of the errors. The study indicated
that a thorough review, by a person who had technical banking knowledge and a native speaker of
English could have mitigated against some of the errors identified. It would have also improved

the overall quality of the translation.

The last objective of this study was to identify translation strategies that the translators could have
used to prevent the miscommunication errors that were identified. The study identified four
translation strategies, which were captured under two broad categories. These categories are;

Semantic strategies and pragmatic strategies.

Under the semantic strategies category, two specific subcategories were identified, these were;
Synonymy and Hyponymy strategies. The synonymy strategy was proposed for terms and
abbreviations in the SL that did not have a direct equivalent in the TL. For these terms then, the
study recommended the use of near synonyms. This allowed the texts to have intertextual
coherence and sound natural to the English speaking audience. The hyponymy strategy on the
other hand proposed two ways of handling the terms in the ST. The first one was to render a
hyponym in the TT from a term that was also a hyponym in the ST. In some cases however it was
found that while the term in the ST was a hyponym, the use of its subordinate in the TT was
appropriate because it allowed the TT to be clearer to its audience and therefore achieve its

purpose.

The second translation strategy category identified in the study is the pragmatic strategies which
allow the translator to choose the information in the ST that is relevant to the receivers. From this
category, two subcategories were identified; cultural filtering and translation change. Cultural
filtering which can also be referred to as domestication was recommended for areas in which the
concept present in the source text’s context was nonexistent in the TT’s context. This strategy
allowed the translator to change the information in the ST so that it would fit into the TT’s context.
The result of this strategy was a TT that reads more naturally and transferred the relevant
information to its audience. The second subcategory identified was the translation change strategy.
This technique was identified because it allows the translator to add information that is in implied
in the ST and also to omit information that is completely irrelevant in the TT’s context. The use of

these strategies therefore would have prevented the errors that were identified in the study.
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5.2 Conclusion

In conclusion, the fact that one has two hands does not mean that they can play the piano.
Multilingualism plays an important communicative role in businesses that operate across different
cultural contexts and regional or international banks are not an exception. However in the
translation of SOPs from banking institutions, more is required than the ability to speak,
understand and even write in two different languages. SOPs are critical documents in the operation
of a banking institution, and even more critical is their ability to communicate to the audience who
need the information therein to carry out their daily processing activities. Hence the importance
of quality in their translation cannot be underrated. Their translation therefore requires the use of

technical translation skills and thorough review as demonstrated in this study.

5.3 Recommendations

Following this study, the researcher recommends further research may be needed in getting more
insight on the thought process behind translator’s choices. This study focused on the analysis of
the texts themselves and based on that analysis the translator’s causes of the errors were inferred.
An insight in the reasons behind the choices the translators made when translating and also the

expectations of the audience, will give more information on translation strategies that can be used.

Further research is also needed in the area of translating business texts and especially techniques
and approaches that can be used to improve the quality of the translated documents. In this study,
the researcher was able to identify some strategies that can be used to overcome the challenges
that presented themselves in the sampled texts. However, more research is needed in the area of
the most effective approaches that translators and organizations can use in translating technical

banking documents

In addition, the research also provides useful insights to banking institutions and general other
institutions that rely on translated SOPs. They need to invest in translation training for their staff
who are involved in the translation of the SOPs. Alternatively they need to partner with
professional translation agencies, despite the fact that these documents are controlled, non-

disclosure agreements can be signed to ensure the safety of the information they contain.

Finally, the peculiarities of translating documents containing specialized banking terminology

should be included in translator training. This study has highlighted some of the complexities
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involved in handling banking SOPs, knowledge on the strategies that can be used to maneuver

them will go a long way in preparing translators to handle these texts.
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APPENDICES

Appendix I: Source Texts (French)
Sample 1

- MO HMED

WA MO HMED

i 3
SUIVI DES MODIFICATIONS DU DOCUMENT 11 Objet =
12  Domaine d'application ... 3
Version | Description Date d'application Approbation (signature) 13 péfinition 3
i, i, 14 Termi i 3
io Creation 13 Juin 2017 ok 15  Référence 3
Z. Acteurs A
LISTE DE DIFFUSION
3. Principes de gestio 5
DIRECTION GEMERALE _
POLE EXPLOITATION 4. logigramme b
POLE RISQUES & FINANCES 5 o ire de logi )
POLE SUPPORT 51 Les oplrt A
DIRECTION RETAIL, COMMERCIAL & RESEAU sz Le: i o
DIRECTION DES RISQUES 53 Les procédure wn
DIRECTION CONTROLE PERMANENT & CONFORMITE
CENTRE D'AFFAIRES [ Annegs 11

DIRECTIONS DE ZONES

DEPARTEMENT MOMNETIQUE & TRANSFERTS RAPIDES
DEPARTEMENT INFORMATIQUE & TELECOMS
SERVICE MONETIQUE & MULTIMEDIA

TOUTES LES AGENCES

IVIATRICE DE RESPONSABILITE

Rédacteur(s)

Responsable du processus

Approbation

Validation
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Souscription 3 une carte bancaire

Souscription 3 une carte bancaire

1. GENERALITES

11  Objet
Cette procédurs 3 pour objet de décrire les &tzpes 3 suivre pour I'enregistrement des demandes de

souscription aux cartes bancaires dans le systéme d'exploitation 5B.

Ce processus est valable dans son principe pour le traitement d'une demande de souscription & une
carte bancaire dans toutes les sgences.

1.2 Domaine d'application

Monétique- Gestion des cartes privatives

1.3  Définitions
Lz monétigue 25t un ensemble de dispositifs basé sur P'lectronigue et l'informatique dans les
transactions bancaires. La manétique résultz de |z contraction de « monnaie » et « électronique ». Elle
25t de ce fait, I'snsemble des moyens informatiques st électroniques utilisés comme modes de
paiement.

Dans le langage financier, la monétique est 'ensemble des technigues informatiques, magnétiques,
£lectroniques et télématiques permettant I'échange de fonds sans support papier.

1.4 Terminologies
©C: chargé de clientéle
D& : Directeur Agence
MM : Service Maonétigue & Multimédia

AEM,; administration des Produits MS&%EJQ,U%@.

15 Références

Guide utilisateurs Smartvista

2. ACTEURS
chargé de clientéle
Client
Directeur Agence

bancaire

WO RMEDIA- SOLSCARTEANG-

3. PRINCIPES DE GESTION
RG 1 : Le Chargé de clientéle est Iinterlocuteur principal du client pour le placement des produits en
agencs en particulier et pour Ia gestion de |z relation clientélz de fagon générals.

RG 2 : Lz demande de carte est effectuée en agence et fait Pobjet d'un formulaire de demande signé par
le client at bz chargé de clientéle. Le CC ast tenu de remettre au client les conditions générales régissant
|z carte bancaire, objet de la souscription

RG 3 : Le CC &st tenu de wérifier la cohérence de la demande du client tout en respectant les conditions
bilité pour I'octroi de Iz carte bancaire, confarmémant zux fichas produits.

RG & : Le CC est tenu de vérifier i |z client ne dispose pas @&j& d'une autre carte bancaire de méme
nature. 5i oui, renseigner carte sacondaire pour |2 titulaire, carte mandataire si la demande est au profit
du mandats.

RG 5 : Afin de parmettre 3u client une meillzure gestion de 23 avairs, |2 CC doit Finformer des plafonds
définiz pour les différentes cartes bancaires.

RG & : Le CT doit profiter de toutes les occasions avec le clisnt afin de mettre & jour les informations de
ce dernier dans le systéme. Il doit, en I'occurrence, s'assurer que 2 pigce dlidentité du demandeur est
valide au moment de |a souscription &t que las informations renssignées sur le formulaire sont correctas
et valides.

RG 7 : Le Directeur d'agence st tenu de vérifier et viser la demande du client et le formulaire de
demande de carte bancaire.

= Vue contriles

Contriles

du contréle

Ei du contrile

Contraler Iz formulaire

Charge de Clientele

S'assurer que le formulzire est bien
renseigne =t signe par |z demandeur

Controler le formulaire de
demande de carte bancaire

Directeur Agence

varifier et viser |z demanda du client
2t |z formulaire dz demande de carte
bancairs

Controler 'identite du demandeur

Charge dz Clizntelz

S'assurer gue la piece didentitg du
demandeur est validz

controler I'exactitude des
informations encodées dans Iz
Systéme d'Exploitation

charge de clientele

S'assurer de  [exactitude  des
informations enregistrées dans le SI
notamment noms & prénoms du

client, contacts

4. LOGIGRAMME
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T MORMEDIA- SO0

T MORMEDIA-S00

Transmettre be formulaire au DA Chargé de Clientéle

Le CC deit transmet & son Directeur d'Agence |e formulaire renseigné et cachats.

Demande de carts bancairs contréler le formulaire Directeur Agence
Wérifier la cohérence de la demande du Chargé de clientéle Le D doit vérifier la demande du client et le formulzire de demande de carte bancaire.

client

Le CC contréle Iidentité du cliant et analyse sa demande en vérifiant son ligibilité et son équipement si anomalie, le DA demande au ¢ de rectifier 'anomalie. 5i non, le DA vise le formulaire et I retourne
existant. au CC pour encodags.

Faire renseigner le formulai
de contrat

d'ouverture chargé de clientéle

condition : Formulzirz conforme ?

. . . . R Gas: Non
Le CC communique 3u client, en deux exemplzires, le formulzire de demande de |3 carte bancaire ; _ 5 S
chaisie. Rectifier |z formulaire selon les Chargé de cClientéle
instructions données
p=ssagks/Documents Produity Le CC rectifie I'anomalie selon le cas et retourne le formulaire au DA qui s'assure de la correction
apportée.

Formulaire de souscription 3 |z carte bancaire

Fermulaire de sauscription

Saisir la demande de carte bancai chargé de clientale

Recueillir le formulaire du demandeur Chargé de clientéle Le CC procéde A |z szisie du formulzire sous 58 dans 'écran dédié, tout en s'assurant de I'exactitude des
informaticns enregistrées dans le 51 notamment noms & prénoms du client, contacts téléphoniques,

Le CC wérifie les informations renseignées sur le formulaire. adresses, ..

Le ¢ vérifie Pexistence de |z mention = Lu et Approuvé » et Iz signature du client en confrantant la
signature sur le formulaire & |3 signature scannée dang 58, Classer le formulaire dans le dossier client chargé de Clientéle

Le cC archive = formulzire du client dans le dossier ouvert précisant le numeéro de lot pour faciliter 3

signer le formulaire Chargé de clientéle werification lors de la réception d'un ot de cartes physiques.

Le CC appose son viss sur le formulaire pour mztérizliser son contrale

condition
apposer le cachet de Pagence sur le Chargé de clientéle
formulaire
apposer le cachet de agence sur le formulaire.

52  lesmessages

Formulzire de souscription 2 |a carte bancaire
Formulzire de souscription signé

Remettre une copie du formulaire au chargé de clientéle Demande de carte
client copie formulaire signé
Le CC doft remettre au client une copie du formulaire. 5.3 Les procédures

l=ssages/Documents Produity
Copie formulaire signé

Sample 2

| | - | | Confection
14 Juin 2040 14 Juin
nouse n house
1 Enéralits 3
bu VI DES MODIFICATIONS DU DOCUMENT 11 Objet 3
12  Domaine d'application. 3
Version |Description Date d licatis \pp ion (sig ) 13 Définitions 3
— _ 14 T 3
i0 Création 14 Juin 2017 Ok 15 Référence 3
2. Acteurs 4
LISTE DE DIFFUSION
3. Frincipes de gestion 5
DIRECTION GENERALE R
POLE EXPLOITATION 4 logigrams &
POLE RISQUES & FINANCES c o de logigramme B
POLE SUPPORT —
DIRECTION RETAIL, COMMERCIAL & RESEAU :; t:‘ opratian: 12
DIRECTION DES RISQUES 5'3 Le: rocédures 1
DIRECTION CONTROLE PERMANENT & CONFORMITE ) s
CENTRE D*AFFAIRES 5 Annexes 13
DIRECTIONS DE ZONES
DEPARTEMENT MONETIQUE & TRANSFERTS RAPIDES
DEPARTEMENT INFORMATIQUE & TELECOMS
SERVICE MOMETIQUE & MULTIMEDIA
TOUTES LES AGENCES
MATRICE DE RESPONSABILITE
MNom Visa
Rédacteur(s)
Responsable du processus
Approbation
Validation
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Monétique & Multimédia YHMONMAEDA- MON PERSDHOLISE Monétique & Mulimédia L MONMEDUA-MON-PERSOHOLSE
o B 70614400 o P MITOALE-AL
Monétique Siege Menétique Sigge
tion et personnalisation des cartes bancaires . Confection et personnalisation des carte; -
14 Juin 2017 . 14 Juin 2037
in house in house
1. GENERALITES 2. ACTEURS
- Admini: ion Produits ti
11 Objet Stigue et Multimédi

Cette procedure decrit les etapes a suivre pour l2 lancement quotidien de Iz personnalisation des cartes

bancaires dans Card. Generatar (CG).

12  Domaine d'application

Monétique
13  Définitions

Lz monétigue est un ensemble de dispositifs base sur I'Electronique et linformatique dans les
transactions bancaires. La monétique résulte de |z contraction de & mannaie # et & Electronique #. Elle
est de ce fait, I'ensamble des moyens informatiques et électronigues utilizés comme modes de
paiement.

Dans le langage finznier, la monétique est I'snsemble des technigues informatigues, magnetiques,
élactronigues et télématiques permettant 'échange de fonds sans support papier.

La Banque 2 adopté une solution intsgrée, qui fournit le traitement des transactions en ligne, les
fonctions back office et les servicas de déliviance de cartes bancaires.
Le zystéme comprend plusisurs sgue systémee installés séparément qui sont intégrés par une
architecture orientée services. || 5'agit des sous systémes :
- Front End (FE] qui prend en charge |z Gestion gf, |2 traitament des transactions en ligne,
- Back Office (BO) qui prend en charge |2 traitement |2 traitement financier, la compenzation, Iz
comptabilite, I'analyse et e reRacting des données,
- Card Genergtar [C6) qui compose les données & enregistrer sur la puce EMY pour |z
personnalisation des cartes bancaires. |l crée les fichizrs pour embosszurs de cartes et envais
egalement des demandes d'impression de courriers contenant un code sacret.

14  Terminologies
CC: Chargé de Clientéle
AP : Administration des Produits Monétiques
SMM : Service Manétique & Multimédia

SMG : Service des Moyens Géngraux
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Maonétique & Multim. A RAAE DA-MC - FERS Mongtique & Multimédia A-ORRAE D - PERS CFROUSE
i RE14-01 Montiaue 5i [T
[onetique Sie|
ection et personnalisation des cartes bancaires
in house 14 luin 2017 in house 14 luin 2017
- -
3. PRINCIPES DE GESTION 4. LOGIGRAMME

RG 1 : Lz personnalisstion des cartes banczires doit s= faire de facon quotidienne par Iz Section
Administration des Produits Monétiques. Ceci, afin doptimiser les délais de livrzison des cartes
bancairzs § Iz clientéle.

RG 2 : La Section APM davra fzire le suivi du stock des consommables 3 savair les cartes vierges et
autras consammables.

RG 3 : L2 bordersau de commande doit &tre signé par Iz Saction APM &t le responsable sMm.
RG 4 - L'état récapitulatif des cartes bancaires personnalisées doit £tre signé par le responsable SMM.

RG 5 : Le SMM est responsable de I3 gestion du stock des cartes vierges. Chaque mois il doit s"assurer du
stock disponible auprés des Moyens Généraux &t veiller 3 Papprovisi 5 nécessaire.

Le stock de cartes vierges doit £tre consarvé par b2z Moyens Généraux dans un lizu sécurisé.

*  Vue contréles

Contrales du contrdle | Enregi du contrale
Controler I'etat des cartes 2 Responzable Monetique et | Visa sur ['etst des cartes a
confectionner Multimédia confectionner

contrdler le bon de sortie des cartes | Responsable Monetigueet | Visa sur |2 bon de sortie des
vierges imédi; Cartes vierges

VO AR TR PERSTTTE T AT AT S FERSOOHE-
0 0 p1MSeR4-01

Sila personnalisation ne réussit pas, corriger lorigine du probléme et relancer le traitement de
5. COMMENTAIRE DE LOGIGRAMME P s . # m

personnalisation.
51  Les opérations
Condition : Banne fin de |a personnalisation 7
Lax Nonm
Rectifier 'anomalie et relancer ka Administration Produits Monétiques
personnalisation
Trauwver 'origine de 'anomalie et résoudre cette ano malie.

Editer I'état des cartes & confectionner Administration Produits Monétiques

Les demandes « new gagl » traitées aver succis regoivent de statut o traité avec succis @ et les objets
learte, compte, client titulaire de la carte] sont sutomatiquement eréés.

Exiter I'état cu lot des cartes & canfectionner dans Card Gangraker (CG] Relancer le traitement de personnalisation.

Contréler I'état des cartes et e bon de Responsable Maonétique et Multimidia .
sortie de cartes vierges Sax_Qui
A la réception de 'état des cartes 3 confectisnner, contrales cet Gtat et le confranter au ban de sartie e e i L el i e LUl £ e
des T i .
s cartes vierges At fin de | gersannalisation das, cartes, fditer Titat des cartes personnaiises.
Candition : Cantréle concluant 7 —
Cas: Mon n condition
Demander rectificati Responsable Maonétique et Multimidia
Emancee rectfieation e g ™ Contriler Meshaustivité et la qualité des Administration Produits Monétigues

cartes confectionnées
Procéder au contrile de Fexhaustivité du lat de cartes par rapport aux cartes demandées ot la qualité
des cartes personnalisées.

En cas d'anomalie, retourner Fétat & Fagent de 'Administration Monétique pour rectification.
Rectifier 'anomalie Administration Produits Monétigues

En fonction de 'anomalie détectée, procéder & la rectification soit de I'état des cartes soit du bon de Conditian : Lat eanforme 7

sortie, 583 HWon
. Signaler Fanomalie au Responsable Administration Produits Manétiques

Monétique

L e L Lttt g el e i anarmalie sur les cartes confectionnées, remonter linformation au Respansable du Service Manétigue
& Multimédia.

Si le contrdde est concluant, Apposer Une signature et un cachet sur [4tat des cartes et e bon de sartie.

Fin conditi

Hocopciion Parapher l'état des cartes Administration Produits Monétigues

e e Sile rapprachement entre les cartes canfectionnges et ['état des cartes est concluant alors parapher

- X - ) ) Tétat ot le ettre au R bl du Service Menétique pour validat

Récupérer les cartes wierges suprés des Moyens Généraux, en fonction du nombre de cartes &

canfectionner et sur la base du bon de sortie. i condition

Lancer la personnalisation des cartes Administration Produits Manétigues Contrier Pexhamtivité ot b qualité des
cartes confectionnées

. Présparer be matériel de personnalsation des cartes

. Surveiller la persannafisation des cartes Cantrdler Fexhaustivite du lot de cartes par rapport sux cartes demandées,

Procéder aux tests des cartes physiques confectionnies pour s'assurer de leur qualits,
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Sample 3

h.lnrl DES MODIFICATIONS DU DOCUMENT

Version | Description Date o'

i0 CrEation 14 Juin 2017 ok

LISTE DE DIFFUSION

DIRECTION GENERALE

POLE EXPLOITATION

POLE RISQUES & FINANCES

POLE SUPPORT

DIRECTION RETAIL, COMMERCIAL & RESEAU
DIRECTION DES RISQUES

DIRECTION CONTROLE PERMANENT & CONFORMITE
CENTRE DY AFFAIRES

DIRECTIONS DE ZONES

DEPARTEMENT MOMETIQUE & TRANSFERTS RAPIDES
DEPARTEMENT INFORMATIQUE & TELECOMS
SERVICE MONETIQUE & MULTIMEDIA

TOUTES LES AGENCES

MATRICE DE RESPONSABILITE

Validation

SOMMAIRE
1. cénéralitds 3
11 objet 3
12 Domaine d' 3
13 Efiniti 3
14 3
15  Références 3
2. Acteurs 4
3. Principes de gestion 5
4. 6
3 ire de logigramme 7
51 Les opérati 7
52 Les 7
53 Les procédur a
£.  Annexss 3

1. GENERALITES

11  Objet
Cette procedure décrit les etapes de réception des cartes bancaires au niveau des agences pour remise
3w clignts.

1.2 Domaine d'application

Mongtigue

13  Définitions

14 Terminologies
SMM : Szrvice Menetique et Multimédia
DA : Directeur d'Agence

G, Chargé de gligntéle

15  Références

2. ACTEURS
charge de Clientéle
Responsable Administratif
Section Courrier
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Monétique & Multimédia T BONAED A IO NECEAR-
P
Vionétique
n des cartes bancaires en agence 14 in

- NAON MEDLA TN -NECCARL
HTOELEEL

3. PRINCIPES DE GESTION

RG 1 : L3 réception des cartes crédes doit se faire par e chargé de dientéle.
RG 2 - Pour les agences situdes aux environs du Sidge, c'ast b2 service courrier interne gui soccupe de

I'acheminemsnt des cartes 3ux sgences.
Pour les autres agences, le service courrier fait appel 3 un prestataire externe.

= Vue contriles

Ci & Resp: ble du il i du contréle
‘Contraler bordereau de reception Charge de Clientele Wiser I'accusa de reception
des cartes

5. COMMENTAIRE DE LOGIGRAMME

5.1  Lesopérations
Receptionner les plis des cartes Charge de Clientale

Réceptionner les plis des cartes et rapprocher les plis des cartes avee = relevé des cartes.

contréler le nombre de cartes par rapport au borderzau d'accompagnement. Si anomalie - informer le
Directzur d'Agance at le Service Maonétique et Multimedia.

Accuser réception des cartes recues chargé de clientale
Accuser réception des cartes bancaires (nom & prénom, date et signature) et remetire 'sccusé au
=2rvice courrisr pour |e retourner au SR

Enwaoyer un mail 3u SMM reportant |2 numére de Lot 2t |2 nombrs de cartes recues.

Retourner les accusés de réception au Section Courrier
Service Monétique

Retourner |es accusés de réception au Senvice Monétigus et Multimédia

Sgocker les cartes regues Charge de Clientale

Stocker bes cartes regues dans un endroit s2ourisé non accessible 2 d'zutres personnes/ persannel.

5.2  Les messages

5.3  Lesprocédures

6. ANMEXES
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Sample 4

o

EDIA-MAY
L1-301!

o s womcanons

SOMMAIRE
Version | Description Date d'application Approbation (signature)
1 lité 3
10 Sreation 14 Juillet 2017 ak 11 Objet 3
12  Domaine d'application ............ 3
13 Définition £y
14 Termi i S
LISTE DE DIFFUSION 15  Référence S
DIRECTION GENERALE 2. Actaurs 4
POLE EXPLOITATION
POLE RISQUES & FINANCES 3. Pprincipes de gestion 5
POLE SUPPORT a logigramme e
DIRECTION RETAIL, COMMERCIAL & RESEAL . EE l
DIRECTION DES RISQUES 5. G ire de )
DIRECTION CONTROLE PERMANENT & CONFORMITE o Le .
CENTRE [YAFFAIRES s7 Les i
DIRECTIONS DE ZOMES 55 Les procédure .
DEPARTEMENT MONETIQUE & TRANSFERTS RAPIDES
DEPARTEMENT INFORMATIQUE & TELECOMS 5. Annexs 13
SERVICE MONETIQUE & MULTIMEDIA
TOUTES LES AGENCES
IMIATRICE DE RESPONSABILITE
Nom visa
Rédacteur(s)
Responsaoble du processus
Approbation
Validation
ent . e t
1. GEMNERALITES 2. ACTEURS
ation Produits Mané
11 Objet Chargé de Clientéle

Lz présents procedurs 3 pour objet I description des étapes 3 suivre lors de Iz remise de la carte
bancairs su clignt

1.2 Domaine d'application
Manétique - Agence

13  Définitions

14  Terminologies
CC: chargé de clizntéle
SMM : Service Mongtigue & Multimédia

15  Reférences

Client
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Monstique & Multimadia B ACHR EDIA-3 A
.- REMEARTEODELL- 215030801
Manétique

Remis2 de [a carte bancaire au dient 14 Juillet 2017

Monetique & Multimadia B ACHIED A3 Ad-
.- REMEARTEDRELI-30150308-611
Manétique

Remis2 de la carte b

ire au dient

14 Juillet 2017

3. PRINCIPES DE GESTION

4. LOGIGRAMME

RG 1: La carte bancaire a3t remiss zu client contre décharge.
RE 2 : Le Chargé de Clientéle doit s'assurer gue l2 numérc du teléphone mebile du client est
corractzment enrzgistré dans b2 Systdme d'infarmations dz la Banque. Cans le cas contraire, l2 CC doit | .
procéder # |z mise 3 jour des informations sur le client en bz requalifiant. ; 1
RG 3 : Le Chargé de Clizntéle doit informer le client, qu'il devra ; b b
I
# Serendre au Distributzur Automztique de Eillsts, i '
I
*  Insérersa nouvelle carte, i '
1
+  sélactionner « Définir Code PIN , i i
. | . !
# Compossr le code qu'il recevra sur son numero de téléphone mobils, | i
P . . '
+  Definir son code PIN afin d'activer la carte bancaire. | ;
i "
= Vue contriles ! !
il
Contriles du contrile i du contréle | i
Contraler lidentite du demandeur Charge de Clientels S'assurer que le demandeur ast i "
bien le titulaire de |z carte ' !
Contraler le numzro de t2léphone Charge de Clientelz S'assurer que |2 numere du Iy
du dient qui est enregistré dans le téléphone mobile du client est i 1
Systeémne de |z Bangue correctement enrsgistré  dans ' !
le systéme d'informations de la Iy
Bangus. |
I
'
|
ol
h
]
Dl
i
|
i
il
P
N
M
'
"
'
ls
T
R FAGHAE G TR T TACHBAE A R
REMCARTCODCL RS6H09.01 REMEARTEOOOL 25800001
arit ant .
AN
5. COMMENTAIRE DE LOGIGRAMME 07. Donner feadbatk au clent Chargé de Clientide

51 Lesopérations
01. Contrider I'identité du client Chargé de Clientide

Al demande du dlient pour récupérer sa nouvelle carte, vérifier :

*  Uidentité du cient
= Lavalidité du document d'identité
®  Lasignature du client par rapport & celle scannie dans Ji, system bancaire.

02, Rechercher le lot comprenant la carte Chargé de Clientide
demandée
Apries vérification concluante de identité du client, procéder a la recherche de s carte du client et dgns

oot

Condition : Carte Dponible 7
Duwil

03. Infoermer le client sur les régles de Chargé de Clientéle
sécurité et de confidentialité

Infarmer e client sur les rdgles de sécurité ot de confidentialité pour I'util

ation de la carte :

#  Leclisnt dait signar Mendos da la carts 3 Femplacement réservé 3 cet effet.
*  Lacarte gt A usage strictement personiel.
Lax: Hono
04, Vérifier ka date de saisie de la carte Chargeé de Clientide
Sila carte est non encore disponible, alars -
= Wérifier dans le systéme, b date de saisie de la carte
= Contacter FAdministration Manétigue
05. S'informer sur les délais de fabrication Chargé de Clientile

aupris de I'Administration Monétigue

Demander & Fagent de FAdministration Monétique du SMM, les délais de fabrication de s carte
cancerndes,

06. Donner feedback  'agence Administration Produits Monétiques

Infarmer 'sgence des délais de fabrication et d"acheminement de la carte.

Informer le client dos délas nécassaires pour que la carte soft dispenible au niveau de lagence et
Firviter & gyl ggupba récupérer.

Feedback
Fin condition
08. Faire signer |a décharge de la carte Chargé de Clientéle

Faire signer la décharge de la carte par le dient et apposer votre visa pour confirmer la signature du
cierit,

Danner au clisnt une copis de la décharge pour remise au Responsabile Administratif,

09, Faire signer I'endas de la carte Charge de Clientide

Inwiter & clignt & signer Pendas de la carts,

10. Remettre la carte au client Charge de Clientide

Remettre ka carte au cient et une copie de la décharge de la carte.,

Carte

11. Informer le client du processus Chargé de Clientéle
dactivation de sa carte

L Charge de Clientéle doit informer le client, guil devra -
*  Serendre sy Distributeur Automatigue de Billets,
= Insérer sa nauvelle carte,
= Sélectivnner o Définir Code PIN »,

«  Composer le code qu'il recevra sur san numérs de tléphane mobile,

«  Définir son code PIN afin d"activer la carte bancairs.
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ODCL- 15630801

Remise de la ¢

5. COMMENTAIRE DE LOGIGRAMME

51 Lesopérations

01. Contréler 'identité du client Chargé de Clientide

A la demande du dient pour récupérer sa nouvelle carte, vérifier :

«  Uidentité du dient
+  Lavalgité du document d' identité
«  Lasignature du client par rapport & celle scannée dans [ syster bancaire.

0Z. Rechercher le lot comprenant la carte
demandée
Aprés wérification concluante de 'identité du chent, procéder & la recherche de la carte du client et dgns,.

a0 ot

Charge de Clientide

Condition : Carte Disponible 7

Owii

03, Informer be dient sur les régles de
sécurité et de confidentialite
Informer e client sur les réghes de séourité ot de confidentialitg pour utilisation de la carte ©

Chargé de Clientide

*  Leclisnt doit signer Fendos de ka carte & Pemplacement riserve i cet effet.
«  Lacarte gt i usage strictement personnel.

04, Vérifier ka date de saisie de la carte Chargé de Clientide

Si la carte est non encore dispanible, alars -
«  erifier dans le systéme, la date de saisie de b carte
+  Contacter FAdministration Manétigue

05. S'informer sur les délais de fabrication
aupris de IAdministration Monétique

Chargé de Clientide

Demander & Fagent de FAdministration Monétique du SMM, les délsis de fabrication de ks cane
concernée.

06. Donner feedbadk & lagence Administration Produits

Infarmer I'agence des délais de fabrication et d’acheminement de la carte.

07. Donner feedback au client Chargé de Clientéle

Informer le client des délais nécesssires pour que la carte soit disponible au niveau de 'agence et

Finviter & geysnil payr T récupérer.
e scages/ Documents Produit

Feedback
Fin condition

08, Faire signer |a décharge de la carte Chargé de Clientide

Faire signer la décharge de la carte par le client et appaser votre visa pour confirmer 12 signature du
chent.

Danner au client une copie de s décharge pour remise au Responsable Administratif.

09, Faire signer I'endos de la carte Chargé de Clientéle

Inwiter le client & signer Fendos de ka carte.

10. Remettre la carte au client Chargé de Clientéle

Remettre ks carte au client et une copie de la décharge de la carte.

e
Carte

Documents Produit:

11, Informer le client du processus
d’activation de sa carte

Chargé de Clientite

Le Chargé de Clientéle doit informer le client, gu’il dewra -
#  Serendre au Distributedr Automatigue de Billets,
*  Insérer sa nouvelle carte,
+  Sélectionner o Définir Code PIN »,
#  Composar la code qu'il recavrs sur son numére da téléphane mobile,

+  Deéfinir son code PIN afin d'activer la carte bancaire.

Sample 5

NE— H180326-

Transfert de 19 il 2

NE— H180326-

Version | Description Date d"application Ap) ition [signature]
Craation 76 Mars 2018

VIWF | valdstion 15 vl 2018

LISTE DE DIFFUSION

AGENCES

ANIMATION COMMERCIALE

CONTROLE PERMANENT

DEPARTEMENT INFORMATIQUE &TELECOM
DIRECTION AUDIT INTERNE

DIRECTION GEMERALE

DIRECTION SUPPORT

DIRECTION EXPLOITATION/CAF
MARKETING & COMMURICATION

MONETIOUE & MULTIMEDIA
RESEAL RETAIL
IMIATRICE DE RESPONSABILITE
Nom Viza
Rédactewr(s) T
Responsable du
processus

1. Généralités
11 Objet
12  Domaine d'application
13 Définitions
14  Terminologies
15  References

2 Artaurs. -4
3 Principes de gestion 5
4. logigramme SRR B
5. Commentairz dz logigramm .. -]
5.1  Lesopérations g
52 Les -8
53  Lesprocédures .10
6. Anneses .11
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PRINCIPES DE GESTION 3. vérifier IE:c:-ndin'on; du transfert | Guichetier Payeur Le GFF se doit de wérifier et
awant d'encaisser les fonds Pohywalent d'encaisser |a rotalitd des fonds
avant finalisation du transfert
dans EXPRESS.

a_werifier les fonds 3 encaisser Le GPP se doit de werifier et

=  Vue cont

Contriles du du contréle dencaisser la totalité des fonds

1. controler le formulaire d'envoi ‘Guichetier Payeur Le GPP réceptionne et controle avant finalisation du transfert
Pohgvalent le formulsire renssigné  par dans EXPRESS

Pexpédivzur. 5i M'ensemble des
champs obigatoires  du
formulgire n'est pas renseigns,
le GPP invite l'expéditeur 2 le
compléter. S le formulsire
comporte  des  anomalies
{ratures, mots illisibles etc_), le
GPP propose 3 Pexpéditeur un
nouveau formulairs 3 remplir.

2. Controler [entite du dient Guichetier Payeur L2 GPP est tenu deffectuer un
donneur d"ardre Polyvalent contréle rigouraux de Iz pitce
didentité remise par
texpéditeur de Fopération de
transfert :

-Verifier I'identité du titulaire,
-Autant que possible, contrdler
Fauthenticité de la pigce,
-Contréler s validité de la pigce
didentité.

Seuls |z catte  nationzle
'identitg, le passeport, la carte
professionnelle militsire, I carte
consulzire des nigériens vivant &
Pétranger {dans la limite des
pays autorisés), le carnet de
voyage CEDEAQ, sont valables
pour effectuer des opérations
de transfart

Le GPP s'assure Egalement qu'il
vy @ une cohérence des noms =t
prénoms de |'sxpediteur entre la
carte diidentit2 et le formulsire
denvoi

En cas de piéce douteuse ou non
valide, le GPP ast tenu de rejetar
Popération sous réserve de
présentation d'una pigce
identité valzble

LOGIGRAMME 11 Commentsire de jogigramme
| g BOA E::Rb;;;m 5.1 Les opérations
1. Récepti et contriler le i Guichetier Payeur Polyvalent
E = L Tout ervai d' un transfert fait Fobjet d'un ordre Acrit de rexpé peur sur un formulzire d'enviai disponible
&n agence 'of. RE1).

Le formulaire d*envoi doit £tre rampli au stylo en LETTRES MAJUSCULES &t doit comporter
aobligatairement l2s infarmations ci-aprés -

La villz 2t le pays de récaption du transfert,

La sommie & envoyer en toutes lettres et en chiffres avec indication de la divise,
Lz nom, bz prénom du benéficiairz,

Le nom, bz prénom et I'zdresse de Pexpéditaur,

La signature datée de 'espéditaur.

Condition : Formulaire conforme ?

Cas: Non

2. Demander au client de compléter ou de Guichetier Paysur Polyvalent
renseigner un nouveau formulzaire

5ile formulaire comparts des snamalies (retures, mots illisibles gte, | L= GPP propose & 'sxpéditeur un
nowvezw formulaire 3 remplir.

Cas: oui
3, Controler Identité de 'expéditeur Guichetier payeur palyvalent
Lz fourniture d'une pigce didentitd validz est obligataire pour les envois de fonds via le systéme
EMFRESS.

Le GPP effectue un contrile rigourewx de |3 pigve d'identité remise par Pexpediteur de I'opération de
transfert -

¥ werifis Videntité du titulairz,

¥ Autant que possible, contréle I'authenticite de la pigce,

¥ contréle |z validité de la pigce didentizé.

Seuls la carte nationale d'identits, | passeport, la carte professionnelle militzire, |z carte consulzire des
nigériens vivant & I'étranger (dans |2 limite des pays autorisés), le camet de voyage CEDEAG, sont
valables pour effectuer des opérations de transfert.

Le GRF s'assure egalement quiil y 3 une cobérence des noms et prénoms de Pexpéditeur entre [ carte
didentite et |2 formulzire d'snvoi.

Fini condition
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Condition : Identité carracte 7

Cas: Non

4. Refuser la tranzaction Guichetier Payeur Polyvalemt
La GPP est tenu da refisar la transaction en cas de pisce d'identits invalida.

Cas: Oui

5_Faire la photocopie de la pikce Guichetier Payeur Polyvalent
d'identité

Le (PP effecue une photocopiz lisible de 1z pidce d'identité de 1'expéditenr et archive dans la joumée
comprtable.

6, Saisir les champs relatifs 3 la
transaction
L= GPP se connectz § 'application de transfert de EXPRESS avec son login et mot de passe.

Guichetier Payeur Polyvalent

A noter : L= login correspondant su matricule qui identifie dz fapon unique chaque employé dz la BoA
NIGER.

& l3 premikre connexion, b2 GPP est invité 3 changer son mot de passe par défaut fowrni par
V'administrateur. Lz politique de mot de passs est la suivante: & caractéres alphanumériques au
minimum, majuscule, minuscule, caractéres spéciaus Attention, 2u bout de 3 tentatives ermonées, le
compte se blogue et il faut contacter 'administrateur pour réinitialiser le compte.

7. Verifier les informations saisies aver
Il'expéditeur

Le GPP wérifie las paramétres du transfert auprés du client [Montant, commissions...) avant de valider
F'opération d'snvoi dans le systéme EXPRESS.

Guichetier Payeur Polyvalent

Le GPP répéts les informations saisies au client, en particulier |2 numére de téléphone du bénéficizire et
Iz somme totale 3 payer (montant & recewair par le bénéficiaire &t commissions TTC).

Les modifications nécessaires doivent &tre effectudes lors de catte vérification.

Fin condition

Condition : Informaticns corractes ?

Gas Non

B. Corriger |3 saisie

Le GPP corrige 53 saisie 5'il y @ une erreur.

Guichetier Payeur Polyvalent

Cax Qui
3, Vérifier et encaisser les fonds Guichetier Payeur Polyvalent
Le GPP vérifie et encaizse |z tatalité des fonds avant finzlistion du transfert dans EXPRESS.

10. Valider I'envoi, imprimer Jes recus et
les signer

Le GPP imprime bas regus d'emvoi générés par le systéma, les signe, kes cachéts et les fait signer par
Vexpéditzur. Puis, il détache son exemplaire pour Parchiver dans |3, jownes comptzble et remet &
I'expéditzur |e sien en lui indiguant le numiéro &'envai 3 communiguer au bénéficiaire.

Meszages/documents Produits

Guichetier Payeur Polyvalent

Aayis d'opére

11. comptabiliser I'écriture sur IGOR et Guichetier payeur Polyvalent
archiver

[ Code IGOR Libelle

1 ED w Enwoi domestique EXFRESS o

2 EJ # Enwoi UEMOA EXPRESS &

= 5aiir dans le champ « Relevé o, le numéro d'envoi suivi du nom du bénéficiaire,
Renseigner Iz bilatazs,

= Moter la référence sur le borderezu de paisment.

walider I'enrzgistrement sous IGOR ou le faire valider par le rasponsable habilité =i une validation est
requise.

Fin Condition

5.2 Les messages

Formulaire d'envoi de fonds via EXPRESS
Awis d'opéré

Transfert

Transfert

5.3 Les procédures

1. Réceptionner et contraler le formulaire

2D au client d Ster ou o SiENET N NOUVEaY
3, contriler I'identité de I'expéditeur

4. Refuser la transaction

5. Faire la phatocopie de |a pigce d'identité

6. Saisir les champs relatifs & la transaction

7. Vérifier les informations saisies avec I'sxpéditeur
&, Cormiger |3 saisie

9, Vérifier et encaisser les fonds

10. valider I'envoi, imprimer Jes recus et les signer
11. Comptabiliser |'écriture sur IGOR et archiver

6. FOCUS SUR LES CLIENTS SUR LISTES NOIRES

Dans un souci de conformits par rapport & la réglementation bancaire en viguewr et de lutts contre le
blanchiment de capitaux et I= financemsent du terrorizme, I'application EXPRESS est dot2e d'un module
“filtrage" permettant de détacter les cients inscrits sur listes noires (blagklistss).

Ainsi, le guichetizr pourrz étre confronts aus deux cas c-dessous.

6.1 Homeonymie imparfaite

Dans Je £z d'une homonymie imparfaite, le nom et b= prénom du client donneur d'ordre correspondent
au nom &t au prénom d'un client sur liste noire. Aprés avoir dique sur le bouton « Pré visualiser s, le
systeme zffiche |2 massage suivant en rouge « Attention transaction suspectz | veuillez vous adresser 3
wotre Sarvice conformité o. Lz conduits  tenir par bz guichetier est 13 suivante ©

. Cliquer sur le bouton = Enregistrer » afin que I3 iransaetian puisse remonter 2u niveau du
service Conformite,

. Cliguer sur « imprimer » zfin dimprimer ke requ d'envol. ATTENTION ne pas remettre au client
son exemplaire du recu tant qu'il n'ya pas |e retour de |3 Conformité.

3. Suspendre le processus d'envoi et demander zu diient de patisntsr en mentionnant qu'il y 2 un

probléme au nivezu de |2 validation de |z transaction (sans donner de motif supplémentaire),

Avertir dans les plus brefs délsis le Responsable Administratif (Ra),

L= RA doit rzpidement contacter b2 service Conformit® afin quiil effectuz les vérfications

nécessaires,

6. Suite aux verifications, le sarvica Conformite peut:

"

o

a) Soit décider de déblogquer |3, tansastian.: Dans o2 cas, powrsuivrs |2 processus d'envoi
normal avec le client,

b] Soit décider de blaquer Iz transaction : Dans o= cas, signifier au chiznt que le prodizme
de validstion de la transaction persiste toujours et demander su RA d'znnuler l3
transaction sur la plateforme en Iui communiquant par mail le code d'envoi de la
transaction.

6.2 Cas 2 : Homonymie parfaite

L’hemanymiz parfaite signifie que le nom, le prénom, |z date de naissance =t |z nationalits du disnt
donneur d'ordre correspondent & 100 % 3 un client sur Fste noire. Dans <& <as, le systéme bloque
d'emblée la transaction et il n'est pas possible d'enregistrer |z trarsaction sur ke systéme. Le guichetier
doit alors indiquer au client quil y 3 un probléme au nivezu de |2 validation de 52 transaction.
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Appendix Il: Target Texts (English)
Sample 1

1. cenerzlinformation 3
thDIFI(‘J\TION HISTORY 11 Objective 3
1.2 area of application 3
Version | Description Application Date Approval (signature) 13 P 3
_ _ 14 T i 3
io Creation 12 Jyin 2017 ok 15  meferencas 3
z. ActOrs a
DisTRIBUTION LIST
3. FRINCIPLES OF PROCESSING (EUSINESS RULES) 5
MAMAGEMENT
BUSINESS DEVELOPMENT 4 Flewchar 5
RISK AND FINANCE 5. on the flowchart 7
SUPPORT "1 oo .
RETAIL, COMMERCIAL & NETWORK o .
RISK 53 Procedure: a
PERMARNENT CONTROL AND COMPLIANCE
BUSINESS CENTRE 5. Appendice: g
REGIONAL MANAGEMENT
EBANKING AND TRANSFERS DEPARTMENT
DEPARTEMENT INFORMATIQUE & TELECOMS
EBANKING AND MULTICHAMNNELS
BRANCHES
ResponsIBLITY MaTRIX
Nom Visa
Reviewer(s)
Process Owner
Approval
Validation
207
1. GENERAL INFORMATION 2. ACTORS
. Relationship Officer
11  Objective Client
The objective of this procadure is to describe the steps to Bg, frllqugd when receiving subscription Branch Manager

requests for debit cards in the core banking system CBS.

This process covers the processing of = debit card subssriction request in all Branches.

1.2  Area of application

Ebanking — Processing of personal cards

L3  Definition
Ebznking refers to a group of electronic or data processing devices used to carry banking transactions.
Ebznking comes from the contraction of “electronic” and “banking”. It is thersfore, a collection of
tachnaological and electronic means used 25 modes of payment.

In finzncial lznguage, Ebanking is a collection of Information technology, magnetic, electronic and datz
processing technics that allow the exchange of funds without hard copy evidence.

14  Terminologies
RO; Relztionship Officer
BM: Branch Manager
EMU: Ebapking and multichannel Unit
EPA: Ebanking Products Administration

15 References

Smariists User guice
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Ebanking and Multichannels

Ebanking
Subscription toa Debit Card

Ebanking and Multichannels H-MONMEDIA- SOUSCARTEANG:
= 2017061300

Ebanking
Subscription to a Debit Card

3. PRINCIPLES OF PROCESSING (BUSINESS RULES)
RG 1 ; The Relztionship Officer is generzlly the point of contact with the client for the positioning of
products particularly in branches and for relationship management.
RG 2, The card application is carried out in branches and requires 2 form signed by the dient and the
Relationship Officer. The RO is required to explzin to the customer all the generzl conditions related to
the debit card, the purpose of the subscription.

RG 3,; The RO should verify the compliance of the client's request while respecting the eligibility
conditions for granting a debit card, in compliance to the product papers.

RG 4 The RO is requirad to verify if the dient already holds another debit card of the same kind. I yes,
fillin a secondary card for the holder, authorized card if the request is in favour of an agent.

RG 5 ; In order to mest the needs of the client, the RO should inform them of the defined limits for the
different cards.

RG g ; The RO should take advantags of the time spent with the dient to update their information in the

system. He/zhe should, in this case, ensyre that the Identity document of the dlient is valid 2t the paint
«of the subscription and the information filled on the form is correct 2nd valid.

RG 7 ; The Branch manager should verify and certify the client’s request and the debit card application
form.

*  Controls View

Controls Responsibility for Implementation of the control
control

Verification of the form Relationship Officer Enzure that the form is well filled and
signed by the applicant.

Verify that the card application Branch Manager Werify and certify the dient’s request

form. and the card applicztion form.,

Confirm the identity of the Relationship Officer Confirm  the walidity of the

applicant Identification document.

Confirm the correctness of the Relationship Officer Confirm the correctness of the

information captured in the core information captured in the CBS

banking system. especially the client’s name and sir
name, telephone contacts, ...

Ebanking and M hannels

5. COMMENTS ON THE FLOWCHART

5.1 Operations

Diebit card application form

Verify the consistency of the client's Relationship Officer
application

The RO confirms the identity of the client and analyses the application verifying its eligibility and

Fill in the contract opening form Relationship Officer

The relationship Officer gives the client the application form for the chosen card, in duplicate.

2ssages/Output Documents

Debit card application form.

Signed subseription farm
collect the application form Relationship officer

The RO verifies the infermation filled on the form.
The RO verifies the existence of the note “read and approved” and the signature of the client by
checking the signature on the form against the scanned signature on CBS.

5ign the form Relationship Officer
The RO appends & stamp on the form to confirm the verification
Append the branch stamp on the form Relationship Officer

append the branch stamp on the form.

Give one copy of the form to the client Relationship Officer

The RO shauld give back ane copy of the form to the cliznt

l2ssages/Output documents

signed copy of the form

Send the form to the BM Relationship Officer

Check the form Branch Manager

The BM should verify the client's application and the dehit card applicatianfarm.

If there is an anomaly, the Branch Manager asks the RO to rectify the anomaly. If not, the BM signs the
form and returns it to the RO for capture.

Canditign ; I= the form compliznt?

Case: Mo
Rectify the form according the instructions Relationship Officer

given
The RO rectifies the anomaly accordingly and returns the form to the BM who confirms the correction
mads.

Case: Yes
Book the debit card request Relationship Officer
The RO proceeds to capturs the form on CBS using the dedicated screen, whilst confirming that the

information captured in the CB5 espedizlly the names and sir names of the client, telephone contacts,
addresses ..

File the form in the clients file Relationship Officer

The RO files the dient’s form in the opened file noting the batch number to facilitate the verification
upon receipt of & batch of physical cards.

End condition

5.2  Messages
Debit card application form
Signed subscription form
card request
signed form copy

53  Procedures

86




Sample 2

- ONNEDIA. MON- PERSOHOLSE
2017061401

Hea: e
enalisation of the debit

0N PERSOHDLSE
2017061401

.

T HISTORY
Version | Description ‘application Date approval [signature]
10 Creation 14 June 2017 ok

DisTRIBUTION LIST

GEMERAL MANAGEMENT

BUSINESS DEVELOPMENT UNIT

RISK AND FINAMNCE

SUPPORT

RETAIL, COMMERCIAL & NETWORK DEPARTMENT
RISK DEPARTMENT

PERMANENT & CONFORMITE PERMANENT CONTROL AND COMPLIANCE
BUSINESS CENTRE

REGIONAL MANAGEMENT

EBANKING AND TRANSFERS DEPARTEMENT

ICT DEPARTEMENT

EBANKING AND MULTICHANMELS UNIT
BRAMNCHES

RESPONSIBILITY MATRIX

Name visa

Reviewer(s)

Process Owner

Approvers

Validation

1. cenerali
11 Ohjective
12 Areacof
13 o
14

15  References

2. Actors 4
3. PRINCIPLES OF PROCESSING {BUSINESS RULES) 5
4. FLOWCHART 5
5. COMMENTS ON THE FLOWCHART.

51

52 B a

53  Procedure: 9
6. Appendic 10

E-TONMEDIA
A17MEL-0L

YN -FERSOHOLSE:

14 Jun

s

W TONMEDIA-WON- PERSOHOUSE
01761400

1. GENERAL INFORMATION

1.1  Objective
Thiz procedure describes the stzps to be fallowed for the daily preparation of dzbit czrd personzlization
in Card Generstor ().

1.2 Area of application
Ebanking
1.3 Definitions

Ebanking refers to 3 group of electronic or data processing devices used to carry benking transactions.
Ebanking comes from the contraction of “electronic’ and “banking”. It is therefors, & collection of
technological and electronic means used as modes of payment.

In financizl language, Ebanking is 3 collection of Information technology, magnetic, electronic and data
processing technics that allows the exchange of funds without hard copy evidence.

The bank has ggdppted an integrated solution, which provides the processing of transactions on ling, the
back office functions and the issuance of bankcards.
The system consist of several systems installed separately that are integrated by a sarvice orented
architecture:
- Front End {FE} that handles the management and processing of transactions on ling,
- Back Office (80) that handles Financial processing, clearing, accounting, analysis and reporting of
data,
- Card Generator (CG) that composss the data to bg encoded in the EMV chip for the
personzlization of debit cards. 1t creates files for card embossing machines and sends request
for the printing of PIN mailers.

1.4  Terminoclogies
RO: Relationship Officer
EPA: Ebanking Products Administration
EMU: Ebanking and multichannels Unit
PU: Procurement Unit

1.5  References

2. ACTORS

Ebanking Products Administration
Ebanking and Multichannels Manager
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0 MONNEDIA- WO PERSOHOLSE 0 MONMEDIA-WON- PERSOHOUSE
2017061401 17061401
Production and persenalisation of the debit cards N Production and personalisation of the debit cards -
v 14 June 2017 v 14 lune 2017
i, AR
3. PRINCIPLES OF PROCESSING (BUSINESS RULES) 4. FLOWCHART
RG 1 ; The persenalisation of debit cards should be dene dzily by the Ebanking products administrative m"'"“"'" dez cartez Inhauze ]

section. This is in order to optimise the delivery timelines of debit cards to the customers,

RG 3, The EPA section should monitor the consumables stock to know the blank cards and other
consumazbles.

RG 3 The order form should be signed by the EPA section and the EMU manager.
RG 4, A summary status of personalised debit cards should be signed by the EMU manager.

RG 5, The EMU is responsible for stock management of the blank cards. Each month, they should
confirm from the procurement unit that they have available stock and ensure supply if necessary.

The sta:

= Controls view

Controls ponsibility for control ion of control

Confirm the state of the cards to bg,, | Manger Ebanking and Certificstion of the state of
I | Multichannels cards to 5

Confirm the reguisition voucher of | Manger Ebanking and Certification of the requisition

blank cards. Multichznnels order of blank cards.

K- MONMEDA-MON- 06 MYONMEDHA-MON-
20170614-00 20170614-00
Production - Productio 0 t d ~
SRS 14 June 2017 SraRsARAnS 14 June 2017
ARGENEE. ARGENEE.

5. COMMENTS ON THE FLOWCHART
5.1  Operations

Change the status of the cards to be
produced
The reguests “new card” processed successfully get the status “processed successfully” and the items

{card, account, and cardholder] 3r2 auipmatically.sreaied.

Change the status of the batch of cards to g gradused on in Card Generator (03]

Ebanking Produits Administration

confirm the status of cards and the
requisition voucher of blank cards.
Upon receipt of the status of cards to bg producgd, confirm this state and comparz it with the
requisition voucher.

Manager Ebanking and Multichannels

15 the confi ion

Case: No
Request rectification Manager Ebanking and Multichannels

In case of anomaly, return the status to the Ebanking administration agent for rectification.

Rectify the anomaly Ebanking products Administrator

Wish resards fp. the detected anomaly, procesd to rectify sither the status of cards or the requisition
woucher.

Case: Yes
Certify the status and send Ebanking products Administrator

If the confirmation is affirmative, append a signature and 2 stamp on the status of card 2nd the
requisition voucher.

End condition
Collect the blank cards. Ebanking products Administrator

Collect the blank cards from procurement, according to the number of cards to be j3zped,and based on
the requisition voucher.

«Carry out the card personalisation Ebanking products Administrator

If the personalisation iz not successful, correct the source of the problem and repeat the personalization
processing.

Candition,; 1s the personalisation well concluded?
Case: No

Rectify the anomaly and repeat the
personalisation

Find the source of the anomaly 2nd resohe it.
Repeat the personalisation processing.

Ebanking products Administrator

Case: Yes

Edit the status of the issued cards. Ebanking products Administrator

&t the end of the card parsonalisation, edit the status of the personalised cards.

End condition

Confirm the completeness and quality of
the issued cards

proceed to confirm the exhaustivity of the batch of cards in relation to the requested cards and the
quality of personalised cards.

Ebanking products Administrator

Ganditinn.; 8ztch compliant?

Case: No

Inform the Ebanking manager of the
anomaly.

If the anomaly is on the izsued cards, excalate the information on the Ebanking and Multichannels
Manzger

Ebanking products Administrator

Case: Yes

Initial on the status of cards. Ebanking products Administrator
If the reconciliation between the izsued cards and the status of cards is O, initial on the status and send
to the Manager Ebanking for the validation.

End condition

«Confirm the exhaustivity and the quality
of the issued cards.

Manager Ebanking and Multichannels
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Sample 3

t cards at the branch

4 [ 2017 4 [ 2017
b&x:mTuomnchm HISTORY
ComTeENTS
Version | Description Application Date Approval {signature)
1. cenerslinformation 3
10 Craation 14 June 2017 ok 11 Objective 3
1.2 Domain of application 3
13 it 3
14 3
DisTriBUTION LiSTE 15  references 3
GEMERAL MANAGEMENT 2. Actors 4
BUSINESS DEVELOPMENT SECTION
RISK & FINAMCES SECTION 3. principles of processing {business rules), 5
SUPPORT SECTION a Flowchart 5
RETAIL, COMMERCIAL & NETWORK DEPARTMENT .
RISK DEPARTMEMNT 5. on the flowchart 7
PERMANENT CONTROL & COMPLIANCE 51 operstions 7
BUSINESS CENTRE sz -
REGIONAL MANAGEMENT 53 Procedure 7
EBANKING AND TRAMSFERS DEPARTEMENT
INFORMATION COMMUNICATION TECHNOLOGY DEPARTEMENT §._ Appendice 8
EBANKING AND MULTICHANNELS UNIT
BRANCHES
RESPONISIBILITY MATRIX
Name Visa
Reviewer(s)
Process owner
Approval
Validation
E;:u Esan.: r:! Tr-na-r;; KH-FAONMEDIA- MON-RECCAR- Eg:u Esan.: r:! Tr-na-r:; IRMEDIA-MACN-RECCAR-
0176614-01 101706 14-01
Recaipt o rds at the brancl Receipt of rds at the branc|
Receipt o cards at the branch 14 2017 Recaipt o cards at the branch 14 e 2017

1. GENERAL INFORMATION
11  Objective

This procedure describes the steps involved in the raceipt of debit cards at branches for issuznce to
clint.

1.2 Domain of application

1.3  Definitions

1.4 Terminologies
EMU: Ebznking and bultichannels Unit
BM: Branch Manager
RO: Relationship Officer

15  References

2. ACTORS
Relationzhip officer
Administrative Assistant
Courier Section
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yTeE14-01

NS EDIA- NAON-NECCAR-

14 2017

Ehankiog.and Kytichannzlz

receipt of ards at the branch

AN EDIA-TA0N-NECCAR-
H4TEE14-01

14 fge.2017

3. PRINCIPLES OF PROCESSING (BUSINESS RULES)
RG 1; The receipt of produced cards should be dons by the Relstionship Officer.

RG 3, ; For branches situated near the Head Office, the internal courier services will be responsible for

the delivery of cards.
For the other branches, the dispatch unit will call an external service provider.

= Controls View

Controls Responsibility for control | Implementation of the
control
confirm the delivery note of the Relationzhip Officer Stamp the acknowledgement of
card. receipt.
Diriu s agen
e
anking and [yltishan HHARCRMEDIA- DA RECEAR- anking and Iultichan WH-FORMEDIA-WON- RECCAR-
Bbwnking.and byltiEha0nels. retin, Bbwnking.and byltiEha0nels. reesin,
Receipt of debit cards at the branch 4 e 2017 Receipt of debit cards at the branch 14 2017
5. COMMENTS ON THE FLOWCHART 6. APPENDICE
51 Operations
Receipt of the card envelopes Relationship Officer

Receive the card envelopes and reconcile the card envelopes against the cards statement.

Gonfirm the number of cards in relation to the delivery note. If there is an anomaly: infarm the Branch

Manager and the Ebznking and multishannals Unit.
Acknowledge receipt of the received cards Relationship Officer

Acknowledge receipt of debit cards (Sir Name & first name, date and signature) and giveback the
acknowledgment to the courier service to return it to the EMU.

send an email to the EMU reparting the batch numbsr and the number of cards received.

Return the acknowledgment documents Dispatch services
to the Ehanking Unit

Return the acknowledgement documents to the Ebanking Unit.

Store the received cards Relationship Officer

Store the received card in 3 secured area that is not accessible to other people/ personnel,

52  Messages

53  Procedures
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Sample 4

14 Juillet 2017 14 Juillet 2017
n
- ComwTent
Version | Description Application Date Approval [signature)
1. General information 2
io Creation 14 July 2017 ok 11 Objective 3
12  ares of application 3
13 L it 3
14  Ter 3
DNSTRIBUTION LIST 15  Rafen =z
GENERAL MANAGEMENT 2. Actors 4
BUSIMESS DEVELOPMENT DEPARTMENT
RISK AND FINANCE DEPARTMENT 3. principles of processing (business rules) 5
SUPPORT UNIT a flowchart 5
RETAIL, COMMERCIAL & NETWORK DEPARTMENT .
RISK DEPARTMENT 5. comments on the flowchart 7
PERMANENT E CONFORMITE PERMANENT CONTROL AND COMPLIANCE 51 Operstions 7
BUSINESS CENTRE s s
REGIONAL MANAGEMENT 53 procedure o
EBAMKING AND TRANSFERS DEPARTMENT
ICT DEPARTEMENT 5 Appendice w0
EBANKING AND MULTICHAMNNELS UNIT
BRANCHES
RESPONSABILITY MATRIX
Name Visa
Reviewer(s)
Process Owner
Approval
Validation
B MONMEDIA WA BLAACHMED A M
REMCARTEOOCLI-201 REMCARTEOOCL-20
14 Juillet 2017 14 Juillet 2017
3. PRINCIPLES OF PROCESSING (BUSINESS RULES) 4. FLOWCHART
RG 1,; The debit card iz given to the client agsinst acknowledgement receipt. ﬁnﬂ AT
bancaire au chern

RG 3 The Relationship Officer should ensurs that the client’s mobile telephone number is correctly

captured in the C85. On the contrary, the RO should proceed to update the client's information. | & | & B

RE 3,; The RO should inform the client, that he should:

a

® Gotoan ATM,

# Imzert the new card,

#  select "Define PIN code

# Composs the code that they will receive on their mobilz phone,

#  Define the PIN code in order to activate the card.

= Controls View

Y e

T
|
I
|
'
|
'
|
1
|
|
|
I
|
'
|
'
|
'
Controls ibility of control ion of the |
control i
Confirm the identity of the applicant | Relationship Officer Enzure that the applicant is the |
actual cardhalder. |
Gonfirm the client’s telephone Relationship Officer Ensure that the client's mobile i
number, which ig capikrzd in the number i, zarRety SERINEE in '
| benks system. the CB. [T ) (e N
I
i '
o
M
'
Iy
-
h
[
i '
X
o
h
'
N
'
la
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5. COMMENTS ON THE FLOWCHART

5.1 Operations
01, Confirm the identity of the client Relationship Officer

Upan the client's request to collect their new card, verify:

*  Theg client identity
+ Thevalidity of the identity document.
*  The signature of the client against the one scanned in the CBS.

02, Find the batch containing the Relationship Officer
requested card.
Aafter an affirmative verification of the client’s identity, proceed to find the dient’s card and in its batch

condition: I the card availzble?

Case: ¥es

03. Inform the client of the security and Relationship Officer
confidentiality rules

Infzrm the client of the security and confidentizlity rules for using the card:

* Thg client should sign the endorsement of the card in the dedicated place for this.

*  Thgcard is strictly for personal use.
Case: Mo
04, Verify the date of order of the card Relationship Officer
If the card is not yet available, then:

«  werify in the system, the date of order of the card.

#  Contact the Ebanking Administration

05. Inquire about the timelines of Relationship Officer
production from the Ebanking
Administration

sk the Ebanking Administration officer from the EMU, of the timelines for production of the card in
question.

06. Give feedback to the Branch Ebanking Products Administration

Infzrm the branch of the production and delivery timelines of the card.

07. Give the feedback to the client Relationship Officer

Infarm the client of the necessary timelines for the card to be availzble at the branch and reguest them
the return to collect it.

=35ages/Output Documents

Feadback
End condition
OE. Obtain a signature of discharge of the Relationship Officer

card
‘Obtzin a signature for the discharge of the card to the client and append a signature verification stamp.

Give the client @ copy of the discharge to take to the Administrative Assistant.

0. Obtain and endorsement signature on Relationship Officer
the card
Request the client to sign the endorsement of the card.

10. Give the card to the dlient Relationship Officer

Give the card and a copy of the discharge of the card to the dient.

5/Qutput Documents

11. Inform the client of the process of Relationship Officer
activation of his/her card

The Ralationship Officar should inform the client that he/she should:
*  GotoanATM,
# Insert their new card,
»  select “Defing PIN code #,
+  Compase the code that they will receive on their mabile telephone number,

#  Define their PIN code in order to activate their debit card.

Sample 5

D\OCUMENT MODIFICATION HISTORY

Version | Description Application Date Approval (signature)
Creation 26 March 2018

WV1VF walidation 10 April 2018

DISTRIBUTION LISTE

BRANCHES

BUSINESS DEVELOPMENT

PERMANENT CONTROL

INFORMATION &TECHNCLOGY DEPARTEMENT
AUDIT INTERMAL DEPARTMENT

DIRECTORATE

SUPPORT UNIT

OPERATIONS

MARKETING & COMMUNICATION

EBANKING

RETAIL NETWORK

RESPONSABILITY MATRIX

Name Signature

Approval

Validation

CONTENT
GEMERAL INFORBATION
11 Objective
1.2 Scope of application
13 Definit
14 Termi

15  References

Actar:

Frinciples OF PROCESSING (BUSINESS RULES)

FLOWCHART

Comments on the flow chart
52
5.3 Procedures

&. focus on client on the blacklist

6.1 Imperfact b yry {match)
6.2 Case 2 : Perfect h (match).
7. Focus on the processing of unclaimed transaction: PO 3
B, annex ]
£.1 EXPRESS domestic transfer « ED » e 13
B2 EXPRESS WAEMU transfer « EU » e 18




Transfer of fun:

GENERAL INFORMATION
11  Objective

This procedure dzzcribes the processing of a funds transfer transaction via EXPRESS.

1.2  Scope of application
Management of movement of funds: Funds transfer via EXPRESS

1.3 Definitions
Funds transfers via EXPRESS transactions involve physical people who want to make a sum of maoney
available for themsahves or a third party.
The beneficiary of 2 transfer gan he Raz=d in NIGER or abroad within suthorised countries.

1.4 Terminologies
EXPRESS: Money transfer application

TRANSACTION NUMBER: Confirmation number of g EXPRESS transfer.

CASH to CASH: Money transfer service that enables sending of liquid cash to & benefidary who receives
the funds in cash.

WA T: Value Added Tex. Corresponds to 18 % in NIGER
TTHL: Tax on transfers outside of WAEMU. Corresponds to 0.5 % of the nominzl amaunt
COMMISSIONS: Fees charged on the transfer of funds to beneficiaries.

OPERATIOMAL BAMK: & financizl institution duly approved by the current banking regulations,
signatories to the EXPRESS membership agreement.

PT: Payments Teller

1.5  References

ACTORS
client
Payment Cashier PG

Transfer of fun:

Ea

PRINCIPLES OF PROCESSING (BUSINESS RULES)

= Controls View

Controls ility for control ion of control

1. checking of the send transfer Payment Cazhier The PC receives and chacks the
form form filled by the sender. If not
all the mandatory fields on the
form are filed, the PC requests
the sznder to fill them. I the
form has anomalies (scratches,
illegible words etc.), the PC
requests the sender to fill in 2

new form.
2. Check the identity of the cliznt Fayment Cashier The PC is expected to Cammy out s
issuing the instructions. rigorous check on the identity

document  provided by the
sender of the transaction :
~verify the identity of the holder
- Confirm the suthenticity of the
document, as much as possible,
-Check the wvalidity of the
identity document.

Only the national identity card,
passport, military card,
diplomatic  card  for  miger
citizens  living  3broad  [for
3uthorized  countries  only],
CEDEAD travel document, are
valid to carry out  transfer
tranzactions.

The PC alsc ensurss  the
sumame and names of the
sender on the identity card and
the transfer form match.

In case the document is
doubtful, reject the tranzaction
with the condition that 2 valid
identity document should be

prasented.
3. verify the transfer conditions Fayment Cashier The PC should verify and receive
before receiving the funds. the full amount for completing

FLOWCHART
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Transt .
Comments on the flow chart )

1. Receive and check the form Payment Cashier Casze: No

A written instruction qust be receiverd for all transfers fram the sender on a send form available at the 4. Reject the transaction Payment cashier

branch [ref. RG1} The cashier is required to reject the transaction in case the identification document is not valid.

The send form shauld b fillad in CAPITAL LETTERS wsing 3 pen and shauld have the following Case: Ves

infarmation: 5_Photocopy the identification document Pavment cashier

#  The city and country of receipt of the transfer,

+  The amount being sent in words and figures with the currency indicated,
#+  The surname, name af the beneficiary

*  The surname, name and address of the sender,

+ A dated signature of the sender.

Condition: s the form compliant?

Lase: No

2. Request the client to complete or fill in Payment Cashier
a new form.

If the farm has anomalies (scratches, illegible words etc..) The PC requests the sender to fill in a2 new
farm.

Case: Yes
3. Check the identity of the sender Payment Cashier
The provision of a valid identity card is mandatory far all funds transfers via the EXPRESS system.

The PC carries out a rigorous control on the identity document presented by the sender of the transfer:
¥ Werify the identity of the holder,
¥ Asmuch as possible, confirm the authenticity of the identity dacument,
¥ Caonfirm the validity of the identity document.

Only the national identity card, passport, military card, diplomatic card for Niger citizens living abroad
Afor authorised countries anly), CEDEAD travel document, are valid to carry aut transfer transactions.

The PC alse ensures the surname and names of the sender on the dentity card and the transter form
match.

Fin condition

m: [s the identity correct?

The cashier t2kes a clear photocopy of the identification document of the sender and files it i the day's
vouchers.

6 Capture the relevant fields for the Payment cashier
transaction
The cashier log in to the EXPRESS transfer application using his login and password.

Mate: The login correspands ta a code that specifically identifies each BOA NIGER emplayee,

At the first login, the cashier j tequested to change the password given by the administrator by default.
The password palicy i as follows: B alphanumeric characters at the minimum, Uppercase, Lowercase,
special characters, Note, after 3 erronegus attempts, the account & blocked and the administrator must
be contatted to activate the account.

7 Verify the information captured with the Payment cashier
sender

The cashier verifies the transfer parameters with the client [Amount, commissions ) befare validating
the send transaction in the EXPRESS system.

The Cashier repeats the captured information to the client, specifically the beneficiary telaphone

number and the total sum ta be paid [amaunt to b (eesiiged by the beneficary and TTC cam missions).

The necessary modifications ghauld be citisd g during this verification.

Condition end

Gandisian,; Is the information correct 7

Lase: No
8. Correct the capture Fayment cashier
The cashier corrects the capture in case there is an error.

Transfer of funds via EXP

NE—_ DAL

9. Receive and verify the cash Payment cashier
The eashier recenves and verifies the cash before completing the transfer on EXPRESS.

10. Validate the transfer, print the Payment cashier
receipts and sign

The cashier prints the recsipts of the transfer generated by the system signs, stamps and obtains signoff
from the sender. Then, he detaches his copy for filing in the day's vouchers and gives the sender his
capy indicating the transfer numbBer ta communicate to the beneficiary.

Messagesdocuments
Produced
Transaction advice

11. Post the entry on IGOR and file Payment cashier
Na. IGOR Cade Description

1 ED « CXPRE3S domestic transher »

2 EU # WAEMU EXPRESS transfer »

*  Capture the transfer number fallowed by the name of the beneficiary, in the “narration™ field.
*  Fillin the nates breakdown,
* Mote the reference an the transfer receipt.

Walidate the baaking in IGOR or give it the parson r ible far vali if a validation is reguired.

Condition end

5.2 Messages

EXPRESS send form
Transaction advice

5.3 Procedures

1. Receive and confirm the form

2. Ask the client to complete or fill in a new form.
3. Confirm the identity of the sender

4. Reject the transaction

5. Make a photocopy of the identification document
6. Capture the fields related to the transaction

7. Verify the information captured by the sender
8. Correct the posting

9, Verify and receive the cash

10. Validate the transfer, print the receipt and sign
11. Post the entry on IGOR and file
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In the interest of conformity to the banking regulation in force and the war against maney laundering
and the financing of terrarism, the CXPRESS spplication is fitted with a “screening” module that allows
far the detection of client featured in the blacklists,

Thus, the cashier can sncounter the twa cases below.

6.1 Imperfect homomymy (match)

In the ggae an imperfect homanymy (match), the sumame and name of the client issuing the
instructions eorresponds to & surname or mame of a client on the blacklise. After having dlicked an the
huttan “Preview”, the system shows the following message in red “Suspicious transaction! Would you
fike to direct it to you compliance unit”. The action to bg taken by the cashier &:

1. Click on the s Capture = button, in arder for the transaction to come up at the compliance unit
level,

2. Click an “Print” in order to print the transfer receipt, ATTENTION do not give the dient their
copy of the receipt as long as Compliance feedback
3. Suspend the tramsfer process and ask the client to wait telling them that there is a problem at

the validation kewel {without giving any additional reason],
A, Alert the supervisar in the shartest time possible,

5. The supervisar should gquickly contact the Compliance unit in erder for them to carry out the
necessary verifications,
. Following the verifications, the Com pliance unit can

a) Lither decide to unblock the transaction @ In this case, follow the normal transfer process
with the client,

bl G decide to black the transaction: In this case, inform the client that the validation
problem is still persisting and reguest the supervisor to cancel the transaction on the
platfarm by communicating the trangaction transfer code an email.

6.2 Case 2, Perfect homonymy (match)

& perfect homonymy (match) means that the surname, name, date of birth and nationality of the client
msuing the instruction 100% correspands to 3 client in the blacklist. In this case, the system blacks the
transaction from the anset snd it s not possible to past the transaction in the system. The cashier
should then tell the client that the transaction has a validation problem.

Following a period of 45 days, & transaction that is not yet paid g locked automatically on the platform
and it is nat available for payment.

Mo action is needed on IGOR {i.e. no accounting entries), the transaction remains in suspense,

The twa cases here below describe the procedure to by followed if the sender or beneficiary presents
himeelf ar herself at the counter to withdraw funds:

Casel

IF the client wha sent the transsction presents himself or herself at the counter in ardar to withdraw
funds, the Supervisor of the branch should contact the local administrator to do the necessary for the
transaction to be unblocked. Then, the cashier thould proceed to refund the transactions (the
commissions remain earmed by BOM).

Case 2

IF the beneficiary presents himself or herself at the counter to withdraw funds, the supervisar of the
branch should contact the local administrater to do the necessary fer the transaction to be unblocked.
Then, the cashier will proceed to do the payment transaction,
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