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ABSTRACT

As a result of continuous advancements in the field of Information
Technology (IT), many concepts are being introduced. Given that most renderings
focused on subfields including: web technologies, applications, and other various IT
subjects, less attempts are made within new interdisciplinary sub-fields. Specifically,
within IT Service Management (ITSM), consistent terminology has been established
in many languages such as English and Dutch. However, for Arabic language,
keeping up with this newly introduced field is tardily progressing. This study aims to
investigate ITSM arabicized terminology using the book Introduction to ITIL and the
edited Arabic version, 4l 4iSe) Jid e savied) Gleglaall 408 desd 3
Gl slaall 3 43530 (ITIL), as a case study to answer questions around the translation
strategies adopted to deal with ITSM terminology, the most frequently used strategies,
and how are the problematic aspects of ITSM terms dealt with? The selection of terms
is based on frequency of occurrences. Terms are studied at a lexical level and
translation strategies are identified. The findings of this study are presented in terms
of a general discussion of translation strategies within which variations are found.
Mainly, calque is found as the most used strategy while other strategies included:
literal, modulation, borrowing, explicitation, omission, and expanding. A combination
of more than one strategy and multiplicity of Arabic suggested terms are also found.
In dealing with abbreviations, omission is mostly used. Considering the importance of
this newly found field, it is vital for more arabicization initiatives to be held.
Standardization of ITSM terminology is also crucial, leading to the unification of
terms and concepts among languages. The existing Arabic version of the book needs

to be revised before republication.

Search Terms: Arabicization, Terminology, ITSM, ITIL, Translation

strategies, Term formation, LSP.
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1. INTRODUCTION

1.1 Background

Given that continuous advancements in various knowledge and work
fields subsequently lead to the emergence of new concepts and terms, an
incessant need arises for effective transfer of those new linguistic elements
into different languages to facilitate global communication. As new technical
fields emerge, new associated terms follow; and because information
technology (IT) is considered a global field that is constantly developing,
continuous linguistic transfer is of huge importance as it insures the follow up
with international advancements and enables the rest of the world to catch up
with the latest in the field.

Generally, many contributions have been made to transfer IT terms
from one language to another. Regardless of their forms, those renderings
mainly focused on technical subfields including: web technologies,
applications, network technologies, and many other technical subjects. On the
other hand, business management and organizational wise, new concepts and
their associated terms have been recently introduced, specifically within the
scope of managing IT services. Compared to other working fields, IT Service
Management (ITSM) is newly introduced and has recently established
consistent terminology in languages such as English, French, and Dutch (Bon
et al., 2005).

As the term implies, ITSM is mainly concerned with aspects of
managing IT services. This includes all services provided to internal and
external clients within an organization. An example would be regulating the
support desk and the services it provides to the end-users. Another example
would be process of managing web applications provided to external users.
ITSM focuses mainly on the management of an IT department including
services and all associated processes. ITSM provides a framework that
facilitates the management of IT services along with documenting all the

processes based on international quality standards.



From a linguistic point of view, what is special about the field of ITSM
is that it is an interdisciplinary field of both IT and service management;
which means that it combines terminology of both areas of business and
technology.

Within the field of IT service management, IT Infrastructure Library
(ITIL) standards are conjoined with the International Standardization
Organization (ISO) 20000 quality standards in managing IT services (“ISO
20000, BS15000 and ITIL,” n.d.). In view of that, and from an international
perspective, ITIL is being adopted in many organizations worldwide as means

to achieve the internationally known ISO 20000 certification.

On the other hand, and from a national perspective, the UAE
government strategy 2011 2013, promotes improvement in performance and
providing high-quality services in all government sectors (UAE Cabinet, 2011,
p.9). Supporting that is H.H. Sheikh Mohammed Bin Rashid Al Maktoum’s
affirmation for all federal ministries and authorities to adopt the e-Government
plan aiming toward enhancing UAE competitiveness in e-Governance,
including enhanced electronic services, thus achieving “eTransformation”
within the next two years (EIDA, 2012). Accordingly, many government
ministries and authorities in the UAE are currently adopting international
standards in managing their IT services and seek meeting high-quality

standards.

Referring back to the resolution issued by the UAE Cabinet under the
chairmanship of His Highness Sheikh Mohammed Bin Rashid Al Maktoum,
the Arabic language is to be adopted as an official language in all federal
authorities across the UAE (llaes Lsile, 2008). In addition, the UAE
government strategy 2011-2013: “Emphasize(s) the national identity by [...]
preserving and propagating the use of the Arabic language” (UAE Cabinet,
2011, p.9). Moreover, on April 2012, H.H. Sheikh Mohammed Bin Rashid Al
Maktoum launched the Arabic Language charter in a way “to promote Arabic
as the language of science and technology” (“UAE to be a ‘centre of

excellence”, 2012).



Despite the fact that many organizations in the UAE are gradually
adopting ITSM standards that are set by ITIL (Bon et al., 2005), to manage
their 1T services, still publications, accreditations, and trainings of this
particular field are mainly offered in languages other than Arabic. The Arabic

language is still struggling to catch up with advancements in this field.

Searching through ITSM publications, it is found that the first and only
official arabicized contribution was introduced in 2007 as a translated version
of “Introduction to ITIL" (2005):

& vigt] diatl) Al A ITIL) "Jaul" Batisall O 3005 4028 5 yla) & i
(e sbrall Al Agiacl) Al 40S0) ( ) " Sitoall Cila slaall 4, Ol bl

(2007 o 85 O 5)

, hereafter called “the Arabic version”. Both versions are publications of the IT
Service Management Forum (ITSMF), a leading international organization
that sets best practices, frameworks, quality standards, grants accredited
trainings, and offers qualification schemes in the field of IT service

management (Bon et al., 2005, p. 5-6).

Having that, increases the need for effective and up-to-date Arabicized
terminology to assist in the application of the country’s strategic goals. As a
person working in the field of IT in a government authority and as a member
of the UAE government leaders program in managing organizational
performance, | sense an urgent need for efficient standardized Arabic
terminology supporting the field of ITSM and enabling -effective

communication among professionals in the field.

Taking the lead in setting grounds for future arabicization projects in
the field of ITSM, this thesis looks at the project of arabicization of ITSM;
providing a focused study and an analysis of the only tangible prominent

Arabicized product in the field of ITSM as introduced in the Arabic version.

The purpose of this study is to investigate the translation of ITSM
arabicized terminology and answer questions including: What are the
translation strategies adopted to deal with ITSM terminology? What are most
frequently used strategies? How are the problematic aspects of ITSM terms

dealt with?



The study endeavors to identify the translation tendencies and trends in
the domain-specific context of ITSM. Based on the findings, it is hoped that
this study will promote further arabicization initiatives in the newly introduced
field of ITSM along with the unification and standardization of its

terminology.

1.2 Thesis Structure

This thesis is divided into six chapters. The present chapter presents a
brief introduction on the field of ITSM and addresses the significance of the
research. The second chapter reviews three pivotal aspects pertaining to
literature: translation, terminology, and arabicization in a way to form a solid
ground for the analysis and discussion in the chapters that follow. The third
chapter describes the data and the methodology that are used in the analysis of
the arabicized version of ITSM terminology. The forth chapter provides a
thorough analysis of a selection of ITSM arabicized terminology along with
tracing and analyzing translation strategies trends. The fifth chapter provides a
discussion of the main findings. The sixth chapter finally concludes with a

summary of research elements and recommendations for further research.

This chapter introduced the research topic by providing background
information on the field of ITSM and addressing the growing importance of
arabicization. In addition, the chapter provides a brief outline of the thesis and
an identification of research questions which will assist in serving the main
objectives of this paper. The next chapter, chapter two, will identify a solid
ground of related literature to be used as a reference in the chapters that

follow.



2. LITERATURE REVIEW

2.1 Introduction

Acknowledging that translation is generally concerned with rendering
linguistic elements from a source language (SL) to a target language (TL),
while terminology is concerned with the collection, description and
presentation of specialized vocabulary, there are a number of other factors
differentiating them in terms of focus and function.

Tracing the relationship between translation and terminology, Sager
(1992) explains main differences, stressing that each functions within different
cognitive and linguistic levels; and each has a different focus. Sager further
explains that terminology is more focused on concepts and their representation
through the usage of terms that are originally extracted from texts; while in
translation, the focus comes initially on transferring “units of meaning” and
later comes the association of concepts with contexts ( Sager, 1992. P. 111
113).

Moving from general to specific, and as an attempt to map this paper to
the broader framework of translation studies, this chapter starts with a general
briefing on translation studies. The chapter then sets out to present a logical
sequence that reviews various contributions to the specific field of
terminology: starting with a discussion of language for special purposes
(LSP), moving to discuss associated theories on the field of terminology, and
ending with the discussion on the arabicization of terms. This review will be
used as basis for data analysis and will ultimately assist in forming

conclusions in relation to ITSM arabicized terminology.

2.2 Translation Studies

In his book, Introducing Translation Studies (2008), Jeremy Munday
provides a theoretical and practical introduction to translation studies,
describing it as an interdisciplinary field that is established based on various
contributions from different scholars throughout history (p. 7-10). Munday

further discusses the history of translation studies, starting from the late 18th



century when translation studies were regarded as part of ‘language learning’,
and progressing towards the ‘systematic’ approach (1950s- 1960s); which he
describes as more ‘linguistic-oriented’. Starting onwards, many other scholars
proposed frameworks defining translation studies. Examples include: Vinay
and Darbelnet, Malblanc, Mounin, and Nida (Munday, 2008, p. 9). However,
it is Holmes’s ‘map’ for translation studies that have gained general
acceptance. According to Gentzler (1993), as quoted by Munday, Holmes
‘map’ of translation studies is “generally accepted as the founding statement
for the field” (Munday, 2008, p. 10).

In his map, and as discussed by Munday (2008), Holmes divides
translation studies into two areas named: ‘Pure’ and ‘Applied’. In one hand,
‘Pure’ translation studies focuses on the theoretical and descriptive studies,
while on the other hand, the ‘Applied’ studies focuses on the practical
application of translation (Munday, 2008, p.11).

Munday further explains how Holmes’s map works in providing a
profound categorization to both areas of research. As within ‘pure’ translation
studies, he explains that research can be ‘theoretical’, discussing ‘general’ or
‘partial’ translation theories; or ‘descriptive’, discussing the product, process,
or function of translation. Furthermore, Holmes subdivides ‘partial’ theories

into six restrictions that can either stand alone or co-occur:

e Medium-restricted theory: focusing on the translation medium
including human translation, machine translation, or both.

e Area-restricted theory: focusing on the language or the culture in
translations.

e Rank-restricted theory: focusing on a specific linguistic level in
translated texts

e Text-type-restricted theory: focusing on specific text types
including genre or discourse

e Time-restricted theory: focusing on the time or period of
translation.

e Problem-restricted theory: focusing on specific issues in
translation. (Munday, 2008, p. 11-12).



In addition, and with reference to ‘descriptive’ studies, Holmes
explicates: ‘product-oriented” research works on analyzing existing
translations. For example, comparing the translation of a text by analyzing the
ST and the TT (Munday, 2008, p. 12). Additionally, the ‘process-oriented’
research focuses on the process of translation, having the translator as the
main subject of the study. Moreover, ‘function-oriented’ research studies the
function of the translation, for example, the influence a translation on target
readers or a target culture (p. 12).

With reference to Holmes’s map, it can be said that this study falls
under the ‘pure’, partial, area restricted, text-type restricted, descriptive, and
product-oriented translation studies. To explain more, this study is regarded as
partial as it is restricted to studying the arabicization of the terminology of the
specific area of ITSM, adding that it is of a restricted technical text-type.
Moreover, it is regarded as a descriptive and product oriented study as it
focuses on analyzing and describing ITSM terminology by comparing SL and

TL renderings.

Situating this study within Holmes’s map assists in relating this
terminology focused study to the general framework of translation studies.
Moving forward, a specific review for terminology associated literature is

provided below.

2.3 Language for Special Purposes

New technologies resulted in the emergence of new subjects and
consequently, initiated the need for specialized linguistic elements to be used
as a means of communication. This has led to the development of special
languages as subsets of the general language. Many contributions have been
made in discussing the notion of special languages and sublanguages as

opposed to general, natural language.

Sager (1989) argues that it is due to communicative needs of special
language users that more terms are being introduced, and that is mainly in an

answer to the developments in science and technology (Sager, 1989, p. 9).



Similarly, Kittredge (1982) explains that a sublanguage emerges when
the ‘natural-language’ is used within a restricted domain, purpose, and mode;

and is used by certain community.

Lehrberger (1986) provides a broader analysis as he discusses the
differences between a sublanguage, artificial language, and natural language.
Lehrberger explains that a sublanguage uses specific norms of the natural
language within restricted subject matter; while a ‘constructed’, also named
‘artificial’, language is identified when “adequate generative grammar can be

written for a sublanguage” (1986, p. 19).

It is also important to address the structure of sublanguages and how
they differ from the structure of the natural language. Accordingly,
sublanguages might be regarded as independent systems or subsystems of
natural language. Lehrberger (1986) explains that the distinction between
natural and artificial language is hard to be determined and the boundaries are
described as fuzzy.

Generally, the sublanguage theory investigates on whether to consider
a sublanguage as a subset of natural language and that applies when the
sublanguage follows the grammar of the natural language (Lehrberger, 1986).
However, the question that remains here is what would be the case when a

sublanguage has its own grammatical characteristics?

Thomas (1993) extends these definitions through identifying the
difference between LSP and the Language for General Purpose (LGP).
Accordingly, the former is used within a specific subject domain while the
latter is not domain-restricted. She also explains that in some disciplines,
linguistic elements of the LSP and the LGP might overlap or be combined to
form new terms (Thomas, 1993, p. 43).

At a structural level, Riggs (1989, p. 89) clarifies the distinction
between lexicography in LGP and terminography in LSP. Accordingly, LGP is
concerned with the lexicography and the ‘semasiological’ models, which focus
on words and their meanings. While LSP adopts ‘onomasiological’ models

which traces the line from concepts to terms (as cited in Thomas, 1993, p. 44).



2.4 Theories of Terminology

As a result of its extensive nature, it has been hard to categorize
terminology as an independent discipline. Contributions to terminology
studies have been made by many authors from a wide variety of disciplines.
Waster, as quoted in Sager (1990) states that terminology is mainly regarded
as: “an interdisciplinary field of study, relating linguistics, logic, ontology, and

information science with the various subject fields” (p. 2).

In a broader sense, Sager defines terminology as a subject rather than a
discipline; that is because it is based on practices and theories that came as a
response to the ‘information explosion’ and in an answer to emerging

communicative needs of specialized communities (1990, p. 1).

Alternative definitions have also been provided. In her article,
“Choosing headwords from language-for-special-purposes (LSP) collocations
for entry into a terminology data bank (database)”, Thomas states that the
word ‘terminology’ has different meanings depending on the context that it is
used within. In the field of terminology studies: “it refers to the study of the
‘terms’, be they single words, phrases, mathematical symbols, chemical
formulae, etc.; which represent the ‘concepts’ of a domain” (Thomas, 1993, p.

43).

Adopting a similar stance, Ananiadou and McNaught (1995) argue that
terminology is mainly concerned with: “determining the concepts of some
special language and establishing equivalence links between the concept
systems of corresponding special languages of different natural language. [...]
terminology is often concerned with establishing names for concepts”

(Ananiadou and McNaught, 1995, p. 16).

Referring back to Juan Sager (1990), terminology is defined as: “a
number of practices that have evolved around the creation of terms, their
collection and explication and finally their presentation in various printed and
electronic media” (Sager, 1990, p. 1). Stressing that terminology is based on a
set of practices rather than theories, he further defines it as: “the study of and

the field of activity concerned with the collection, description, processing and



presentation of terms, i.e. lexical items belonging to specialized areas of usage

of one or more languages” (Sager, 1990, p. 2).

In his book, “A4 practical course in terminology processing” (1990),
and according to modern usage, Sager associates three meanings to the word
terminology, defined as follows:

1. [...] the set of practices and methods used for the collection,
description and presentation of terms;

2. a theory, i.e. the set of premises, arguments and conclusions
required for explaining the relationships between concepts and
terms which are fundamental for a coherent activity under 1;

3. avocabulary of a special subject field. (Sager, 1990, p. 3)

Analyzing those meanings, it could be said that, terminology can be
looked at from three different perspectives. For each of these perspectives,
there are supporting arguments by practitioners, specialists, and theorists, and

that is based on their predilection.

Referring back to earlier contributions, Wiister’s theoretical model is
considered as the first and basic foreground to further studies in this field. His
work was later referred to as: The Traditional Theory of Terminology. Cabré
has provided a comprehensive discussion of Wiister’s principles that were
considered as the traditional theory of terminology. As quoted by Cabré,
Wiister regarded terminology “as an autonomous interdisciplinary field of

study” and he defined terms as concepts and not as language units (Cabré,
2003).

According to Cabré (2003),

If we take Wiister’s posthumous book as point of reference, it is
obvious that it represents an attempt to sharpen the distinction
between terminology and linguistics in order to arrive at an
autonomous discipline the object of which are no longer terms
considered as units of natural language, but concepts considered as
clusters of internationally unified features which are expressed by
means of equivalent signs of different linguistic and non-linguistic
systems. (p. 167).

10



Moreover, Cabré (2003) explains that Wiister’s model was mainly set

as an attempt:

1. To eliminate ambiguity from technical languages by means of
standardization of terminology in order to make them efficient
tools of communication.

2. To convince all users of technical languages of the benefits of
standardized terminology.

3. To establish terminology as a discipline for all practical purposes
and to give it the status of a science. (p. 165)

However, Wiister’s model has received many criticisms and
objections, and by the year 2003, several seminars, studies, and publications
had evoked; mainly criticizing the traditional theory of terminology, and
aiming to re-establish the foundations of the theory of terminology.
Eventually, the General Theory of Terminology (GTT) was introduced as a
result of many contributions by supporters of the traditional theory and as an

attempt to fix the points that were criticized in Wiister’s traditional theory.

Later on, certain aspects within the GTT have also fallen under
criticism and according to L’Homme, Heid, and Sager, it was argued in recent
literature that terms should not be always regarded as “context-independent”
units. Instead, terms may also occur as “context-dependent” units based on

their function within a particular text (2003, p. 152-153).

Subsequently, Cabré’s reflections on the GTT were used as a basis to
form the Communicative Theory of Terminology (Campo and Cormier, 2005,
p. 4). According to Cabré’s communicative theory of terminology, terms
should be studied in a situation of natural communication and from a social
perspective (Cabré, 2003, p. 178).

On the other hand, as cited and discussed by L’Homme, Heid, and
Sager (2003) different authors have suggested alternative approaches and

principles to terminology stated as follows:

— Socio-terminology (Gambier 1993; Gaudin 1993, 2003) has
advocated the necessity to take into account the social dimension of
terms as they are subject to variation according to the social
context in which they are used.

11



— Textual terminology (Fr. “terminologie textuelle”) (Bourigault

and Slodzian, 1999) bases its proposal on corpus linguistics. Its

advocates claim that several applications require a better

understanding of the functioning of terms in texts.

— Communicative theory of terminology (Cabré, 2000) stresses the

communicative dimension of terms in addition to their cognitive

and linguistic aspects.

— Socio-cognitive terminology (Temmerman, 2000) insists on the

need for a definition of the concept to be based on prototype

theory, and on the inclusion of a diachronic and social perspective

in the description of terms. (L’Homme, Heid, and Sager, 2003, p.

154).

Cabreé (2003) explains that “in terminology we are still in the collective

stage of theory construction [...] There is no doubt that from the contributions

to this cooperative effort a more appropriate theoretical model will emerge”
(Cabre, 2003, p. 194).

Terminology nowadays is ever more widely taught as an independent
subject in university degree courses. This fact alone will ensure that the
particular approach of combining cognitive and linguistic experience is
essential for a proper understanding, and success in practical work will
continue to inform the exploration of this exciting field of human invention
(L’Homme, et al., 2003).

2.5 Term Formation

Term formation is a major aspect of the field of terminology. As
discussed by Sager (1998), there are two processes of term formation and they
are different because they are ruled by different motivations and influences (p.
253). Sager also explains that Primary Term Formation is the process of
monolingual terminology creation that accompanies concept formation as a
result of scientific and technological innovation or change (1998). Secondary
Term Formation is the process of creating a new term for an existing concept

and happens in two distinct situations:

1. When a designation is changed at a later stage as a result of

monolingual revision of a terminology.

12



2. On the occasion of the transfer of scientific and technological
knowledge from one linguistic community to another. (Sager, 1998, p.
253).

It is in the latter stage that terms are translated into other languages
which could also fall within term formation processes in the target language
(TL). For that reason, and in order to effectively discuss term formation, a

reference to the associated literature is needed.

To start with, it is important to understand the meaning of a term and
what makes it different from words of general language. In ISO 1087 (1990),
and as quoted by Thomas (1993), a term is “any conventional symbol for a
concept which consists of articulated sounds or of their written representation

(= of letters). A term may be a word or a phrase.” (p. 45-46).

Wright (1997) defines terms as “words that are assigned to concepts
used in the special languages that occur in subject-field or domain-related
texts” (p. 13). Moreover, Wright identifies different kinds of terms,
terminological units, including: single word, multi-word, set phrases,
collocations, standard text, abbreviated form of terms, and canonical forms of
terms (Wright, 1997, p. 14-18).

On the other hand, Landau (1984), as quoted by Varantola states that
“the borderline area between words and terms is by no means stable” and as
Varantola describes it, the choice is left for the translator “to decide whether a

lexical item is used as a word, term or something in-between” (1992, p. 121).

Sager (1997) defines term formation as a process that is carried out to
answer the needs of a special community to name a concept in a way to serve
communicative purposes (p. 25). Moreover, there are many aspects involved
in the process of term formation including: the subject field, human factors
such as the people working in the field, and the stimulus that triggers the need
to form a term (Sager, 1997, p. 25-27).

Additionally, and similar to Wright’s (1997, p. 14) “single word, multi
word” term forms, Sager categorizes terms as “simple” or “complex” based on

the number of lexical elements. Sager also explains that term formation
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methods can include either the creation of a new term, “Primary term”, when

no direct linguistic precedent is available, or the creation of “secondary terms”

when existing lexical elements are used instead (Sager, 1997, p. 25-27).

Kageura (2002) proposes a descriptive term formation framework that

is based on the argued interrelation between conceptual studies of term

formation and the semantic studies of word formation. He explains that the

semantic patterns of word formation can also be used as patterns for term

formation. Accordingly, the replacement of “the word ‘“semantic” with

“conceptual” and “word” with “term” is all that needs to be done to obtain the

following pattern of term formation:

1. Present conceptual characteristics or categories for terms as well
as constituent elements of terms.

2. Present classes of intra-term relations which can be used to
describe the relationships that constituent elements have within
complex terms.

Present restrictions of tendencies of the combinability of
constituent elements in terms of conceptual categories and classes
of intra-term relations [...] (Kageura, 2002, p. 46-47).

With regards to term formation methods and strategies, Sager (1997)

presents three distinguished patterns. In the first pattern Sager states that terms

can be created by using existing lexical resources to define new concepts. This

term formation pattern may use any of the following:

The extension of meaning of an existing term to reflect a new
concept

Using a simile: “to name a concept in analogy to another, familiar
one” (p. 28)

Using metaphors: “produces metaphorical combined names whose
motivation can be found in similarities of form, function, and

position” (p. 28)

On the other hand, and for the second pattern Sager states that terms

can be created by modifying existing resources using one of these methods:

Derivation or affixation, which is the addition of suffixes and/or

prefixes
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Compounding, which is the combination of existing words into
new ones

Creating phrasal terms

Conversion, which is neither affixation nor compounding, but a
syntagmatically varied use of the same form (e.g., a noun used as a
verb, an adjective used as a noun)

Compression, (e.g., any form of shortening of an expression

formed by means of abbreviation, clipping, acronym, etc). (p. 30)

Finally, for the third pattern Sager states that terms can also be created

by the creation of new linguistic entities, “Neologism”. This method is used

when no linguistic precedent is found. Neologism can also come in two forms:

either coining a totally new term, or borrowing the term from other languages

(p. 38).

Similarly, Cabré (1999) has explained that neology refers to the

“appearance of new words, or lexical neologisms [...] lexical neology covers

all those lexical units that can constitute a dictionary entry, regardless of their

form” (p. 204). Furthermore, she proposes a number of parameters that helps

in identifying neology in lexical units:

a. diachrony: a unit is a neologism if it has arisen recently

b. lexicography: a unit is neologism if it is not in dictionaries

c. systematic instability: a unit is a neologism if it exhibits signs of
formal instability (e.g. morphological, graphic, phonetic) or
semantic instability

d. psychology: a unit is a neologism if speakers perceive it as a new
unit (Cabré, 1999, p. 205)

As suggested by Sager and Nkwenti-Azeh (1989), the naming of new

concepts can be done using any of the following three modes:

1.
2.

Using existing resources (e.g., a simile or a metaphor)

Modifying existing resources by derivation, compounding, use of
affixes, compression, symbols

Using new resources by: “blending, by the use of eponyms, by the

use of letters of alphabets, by borrowing stems from classical
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languages, by borrowing whole words, with or without adaptation,

and by loan translation” (p. 11-13)
Rey (1995) also provides a description for three types of neology:
formal, semantic, or pragmatic; where formal neology occurs through “the
application of grammatical rules to the morpheme store of the language”,

while semantic neology can come in three categories:

e Total: borrowing
e Partial: affixation, composition, agglutination into complex
words, or syntagmatic formations into word groups

e Weak: acronyms and abbreviations. (Rey, 1995, p. 68-71)

Pragmatic neology is “identified in relation to communication [. . .] A
functional form, an old lexical sign, but limited to one subsystem, such as a
dialect, sociolect, usage or objective norm, may move to another subsystem,

where it is perceived as a neologism” (Rey, 1995, p. 68—71).

Refering back to translation studies, Munday (2008) discusses Vinay
and Darbelnet’s Model which identifies two strategies that can be applied to
term formation including: ‘direct” and ‘oblique’ translation (Munday, 2008, p.

56). According to Vinay and Darbelnet’s model, ‘direct’ translation includes:

- Borrowing, where the “SL word is transferred directly to the TL”
(2008, p. 56).

- Calque, “where the SL expression or structure is transferred in a

literal translation” (2008, p. 56).

- Literal translation, which is defined as “word-for-word” translation
(2008, p. 57).

On the other hand, and according to Munday, Vinay and Darbelney's
second strategy, “oblique” translation, can be used when literal translation is
not suitable and it includes (2008, p. 57- 58):

- Transposition, which promotes changing parts of speech without

affecting the sense.
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- Modulation, which allows changing the semantics when literal
process produces grammatically correct translations but are awkward to the
TL.

- Equivalence, which allows using “different stylistic or structural
means” that are more suitable in the TL. For example, using equivalent TL

idioms instead of literal translation (2008, p. 58).

- Adaptation, which allows ‘“changing the cultural reference when a
situation in the source culture does not exist in the target culture” (2008, p.
58).

2.6 Arabicization of Terms

In discussion of the translation and arabicization, Al-Khouri defines
the interrelation between translation, arabicization, terminology, and
knowledge transfer (¢_sal), 1992). Accordingly, translation is defined as the
process that leads to the arabicization of knowledge and education. Starting
with early forms of translation to serve general communicative purposes
within different aspects of life and moving to the growing need for arabicized
terminology in specialized domains. Al-Khouri explains that the translation
process cannot be completed unless terminology is used. Similarly,
terminology cannot be made common and achieve constancy unless used

within the process of translation.

Similar to translation, and according to Issa (=, 2001), early forms
of arabicization were triggered by earlier commercial and political interaction
with neighboring nations and the consistent need to name objects that were
known in those nations and not still recognized in the Arab region (p. 100-
101). Moreover, and in terms of knowledge transfer, early attempts to transfer
terminology of specialized knowledge were initiated by Khalid Bin Yazeed
Bin Moawiya, who ordered to have a number of Greek philosophers’ who
came to Egypt and learned Arabic to translate books on chemistry. This was
considered as a first form of specialized knowledge transfer between Greek

and Arabic during the Islamic period (2=, 2001).
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According to Shraybom-Shivtiel (1993), starting from the middle of
the nineteenth century, and due to the encounter with western culture, many
terms and concepts were introduced and the Arabic language encountered
linguistic problems. Shraybom-Shivtiel further explains that “the lack of
words and terms, to express the new concepts, was striking in all spheres, but

most particularly in the scientific domains” (Shraybom-Shivtiel, 1993, p. 195).

In an answer to these linguistic problems, various solutions were
adopted to express the new concepts; varying from haphazard coinage of
terms by individuals, the usage of the Arabic dialect in representing foreign
terms, and arabicization: “the process of tarib — the adoption of a foreign word
and its absorption into Arabic” (Shraybom-Shivtiel, 1993, p. 194). However,
the ‘overload’ of those ‘innovative’ solutions threatened the purity of standard
Arabic (Shraybom-Shivtiel, 1993, p. 194).

Referring back to different contributions within arabicization literature,
Isaa (~u=, 2001) explains that arabicization could be defined as: giving a
foreign word an Arabic pronunciation when an equivalent is not found. Within
the context of this definition, Isaa (2001) stresses that arabicization should be
last resorted to when other term formation methods such as: direct
equivalence, derivation, metaphor, and blending (Al-naht) are not applicable.
With a similar stance, Al-Khouri defines arabicization as taking a foreign
word and pronouncing it in an Arabic way or giving it an Arabic form (s_sa,
1992). This method was used long ago as many terms were taken from Farsi,
Indian, Syriac, and Hebrew (.53, 1992).

According to Wright and Budin (1997), the rules of term formation
varies from one language to another. Accordingly, Al-Khouri (1992) identifies
multiple methods of term formation in the Arabic language. This mainly
includes: derivation, the use of metaphors, blending and arabicization. Al-
Khouri defines derivation as the process of deriving terms from existing words
that provide suitability in meaning or pronunciation. He explains that
derivation can be “major”, for when the new term contains additional letters to
the original word; or “minor”, for when the new term includes the letters of

the original word. Using metaphors in term formation is also defined as: using
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a word for a different purpose while it holds a metaphorical similarity to the
original word. Moreover, Al-Khouri defines blending “Al-naht”, as the
process of forming a new term by combining two or more words while

ensuring the suitability of meaning and pronunciation (1992).

Moreover, there are other linguistic aspects to consider while forming
terms in Arabic. According to Habash (2010), morphological generation of
Arabic lexical items is guided by certain rules. These includes: “allowed root-
pattern combinations (open class information), affixations (closed class
information), word inflectional classes (morphological order and compatibility
information)” (Habash, 2010, p. 68).

Al-Daidawi (52, 2002) discusses a number of Arabic term
formation methods. Starting with blending, Al-Daidawi explains that it was
used by Arabs as a form of abbreviation applied by combining two or more
words or combining selective letters of two words to form a single word that
carries a combined meaning; related to the originally combined words (p. 45).
More important, and similar to its occurrence in English, is the usage of
collocations, defined as: the consistent co-occurrence of two or more words
within different contexts (gs'xwl, 2002 , p.46). In the case of using
collocations as terms within the context of special language, they are then
considered as compounds (ss'x, 2002 , p.47). Al-Daidawi also defines
derivation as the extraction of a new word from an existing word through

applying grammatical derivation rules (2001, p. 51).

Similarly, Al-Kasimi (1979) describes the situation of translation to
Arabic as a “chaos” and that is due to multiple ‘intra-lingual’ and ‘inter-
lingual’ linguistic problems. Intralingual problems includes: “diglossia,
multiplicity of dialects, and the richness of Arabic vocabulary (Al-Kasimi,
1979, p. 114). On the other hand, interlingual problems include: “(a) multiple
sources of borrowing, (b) duplication of terminology in the source language,
(c) polysemy in the source language” (Al-Kasimi, 1979, p. 115).

Likewise, Binabdallah (&)= 1976), describes the status of
arabicization as being chaotic and explained that, being compared with the
huge advancement in the field of technology, the process of arabicization and
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translation is slow. Binabdallah identified the main problems including: terms
having different pronunciations among Arab countries due to the usage of
different Arabic dialects, and Arabic terms having multiple synonyms. This
takes us back to Al-Kasimi’s statement: “in creative literary expression,
richness of vocabulary is an advantage, but in scientific and technical literature

it may by decidedly disadvantageous” (1979, p. 114).

In the nineteenth and twentieth centuries, translations were mainly
carried out in Egypt and Syria, and there were many attempts to teach in
Arabic at that time. Nowadays, contributions to the field of terminology are
noticed through the publications of general and specialized dictionaries and
encyclopedias. Moreover, many Arabic language academies have been
established in Amman, Baghdad, Cairo, and Damascus. Furthermore, the
Bureau of Coordination of Arabicization was established in Rabat and it is
responsible of coordinating arabicization processes between the Arabic
language academies, conducting terminology standardization conferences, and
reporting back to the Arab League (s3], 1992).

This chapter provides a review of literature related to theories of
language for special purposes, terminology, term formation, and arabicization
to be used as a basis for data analysis. The next chapter, chapter three,
identifies the data that is going to be used in this research, the data selection

criteria, and the data analysis methodology.
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3. DATA AND METHODOLOGY

This chapter provides a description of the data and the methodology
used in serving the main purpose of this thesis, which is to study ITSM

terminology.

3.1 Data

This thesis looks at the terminology of the field of ITSM; providing a
an analysis of the first and only official arabicized attempt, published in 2007,
as an edited translated version of the book entitled: “Introduction to ITIL”
(2005) (85 Os, 2007) . Terminology from both, the English and the

Arabic versions of the book will be used in this study.

To study the terms, the database of ITSM terminology is referred to
(see Appendix A). The database is provided as an electronic spreadsheet
containing ITSM terms, their frequency of term occurrences, and their
translation as found in the ST and the TT (e.g., the Arabic version of the
book).

The original database lists 934 entries that are used within the field of
ITSM in both English and their suggested Arabic translation. This includes
words of general language in addition to specialized terms that are single or
multiple worded. Filtering and correspondent refining of the original database
is carried out to accommodate the requirements of this study. Accordingly,
omission of terms having zero occurrences in the ST is done® which brings us
to a database with a total of 506 terms listed. An addition is also made for a

column specifying the translation strategy (Appendix B).

A selection of entries of above 200 occurrences, a total of nine terms,
is used as a case study of arabicization of ITSM terminology. In addition, top
frequent sub-entries are also selected for further analysis, resulting in a total of
18 terms. Moreover, and due to their problematic nature, resulting in TL
variations, a selection of key abbreviations, 65 in total, are also investigated
(Appendix C).
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3.2 Methodology

To account for the translation strategies used, the database is utilized
for the purpose of this study. Referring back to Sager (1990), a database is
traditionally defined as: “an automated collection of the vocabularies of a
subset of specialized knowledge created to serve a particular user group” (p.
167). Accordingly, terms from the ST and their equivalents in the TT are
comparatively listed, along with the frequency of term occurrence, translation
strategies, term form, definition availability, and consistency. The database is
the spring board to trace the general translation tendency in translating ITSM
terminology and analyze the strategies used in translating those terms.

The created database (Appendix B) is used as a main reference for
terminology analysis and discussion. Reference to terms and their definitions,
as occurring in the context of the ST is made. Accordingly, terms from the
database are studied, along with providing a discussion and categorization of
the strategies adopted in the translation of the terms.

Terms that are investigated are selected according to their frequency of
occurrence in the source text. In order to provide a focused study, only entries
with frequencies above 200 are looked at. In addition, for entries with the
highest occurrences, their associated most frequent sub-entries are also
analyzed. To illustrate more, each selected entry is found to be combined with
other words to formulate terms that consist of one word or more. Moreover,
some entries are multiple worded, phrasal terms, or acronyms. However,
frequency is not the only parameter in the analysis; terms that are problematic
in their translation such as abbreviations are also included in the analysis. A

sample of the top most frequent terms is provided in Table 1 as follows:
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Table 1 Terms with frequencies above 200 and their top sub-entries

# Term Frequency Top Sub-entries Frequency
1 | Business 610 Business process 52
2 | Change 500 Change management 209
3 | Information 416 Information system 25
4 | Incident 335 Incident management 138
5 | Service level 296 Service level manager 14
6 | Customer 294 Customer Relationship 10
Management (CRM)

7 | Application 291 Application sizing 9
8 | Availability 288 Availability management 113
9 | Configuration 214 Configuration Management 165

To begin with, a study of term form will be provided to determine
whether a term is simple, complex, single, phrasal, or a compound in both the
source and the target language using its definition if provided in the ST.
Terms, concepts; and their associated definitions as well as their formulation
in the source language and the target language are discussed. In the TT, a
number of aspects are discussed including: morphology, and semantics.
Additionally, a discussion of the translation strategies that are adopted,
whether: literal translation, borrowing, calque, loan, and so on, is provided.
Moreover, and in relation to the source text terms, a study of terms’ usage,
concept relevance, and consistency of usage in the target language will be

provided.

Addressing its problematic nature in translation, and to assist in
determining associated tendencies and trends within the field of ITSM, a
section is also allocated to analyze strategies used in translating abbreviated
forms. Serving this purpose, a manual count of abbreviations is made, along

with the tracing of frequencies in the TT.

Further analysis is provided with regard to the translation strategies
used to render terms in the whole database (Appendix B); that is to trace the
most frequent strategy, and determine the tendency of translation in the
domain-specific context of ITSM. The analysis is mainly used as a basis to
draw conclusions from and put forward recommendations regarding the

translation of ITSM terminology.
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This chapter provides a detailed description of data and methodology that are going to
be used in this study. The first section described the data source and the selection
criteria while the second part explained the methodology deployed in screening and
utilizing the data, the term assessment method, along with specifying problematic
issues to be discussed in the analysis. The next chapter provides an analysis of a
selection of top frequent ITSM terms along with analyzing abbreviated forms as a

sample of problematic issues related to this field.
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Footnotes

! The term bank includes terms that are not found in the ST, i.e. the English
version of the book Introduction to ITIL (2005), and therefore they have zero

occurrences.
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4. DISCUSSION AND ANALYSIS

Following the selection criteria and analysis methodology outlined in chapter

three, this chapter provides an analysis for a selection of ITSM terms. The analysis

methodology generally includes: description, explanation, and comment on each term

concerning: term form, translation strategy, consistency, root tracing in TL

dictionaries, and studying term definition to determine concept relevance. To start

with, a general overview of the terms investigated is presented in Table 2 below.

Table 2 Preliminary terminology analysis

. Avrabic Term form Term form | Definition Consistency of
# English term Frequency translation in SL in TL in ST usage
: two word - . .
. PR
1 | Business 610 ¢ d‘“" Simple, one one word nc_>t differs according to
dwuie | word term term provided the context
Business Silel 2y phrasal not differs according to
11 process 52 Akl phrasal term term provided the context
one word one word not .
- _
2 | Change 500 il term term orovided consistent
Change oy phrasal .
1503)
2.1 management 209 owadll sl | phrasal term term P. 104 consistent
. one word one word not .
e sladll -
3 | Information 416 sl term term provided consistent
Information .. phrasal .
“iLa slall
3.1 system 25 Glaglaall a33 | phrasal term term P. 41 consistent
4 | Incident 335 Gl 5l el one word one word P 53 differs according to
term term the context
. PP 1)P.482) . .
ENRR
a1 Incident 138 /..,@ 95 = 3 phrasal term phrasal P.523)P. differs according to
management Shaa¥ sl term 53 the context
5 | Service level 296 4ol s sise | phrasal term p?er;a;al P.33 consistent
Service level S sie e complex complex .
5.1 14 . phrasal P. 153 consistent
manager 423l | phrasal term term
one word one word not .
SEYS\ | .
6 | Customer 294 U/ dedd term term orovided consistent
Customer complex
. : . e % complex . .
6.1 Relationship 10 e )l | phrasal term hrasal P 32 differs according to
"~ | Management & Saall - pterm ’ the context
(CRM) abbreviation
L Ly one word one word not differs according to
b / Gukad
7| Application 291 ks term term provided the context
Application axa juad phrasal .
7.1 sizing 9 sl phrasal term term P. 169 consistent
U / a5 one word one word differs according to
8 | Availability 288 daly term term P. 197 the context
- L complex
30 .
8.1 Availability 113 )fs’f o phrasal term phrasal P. 47 consistent
management Gllsay)
term
9 | Configuration 214 A< /4,8 5 one word one word not consistent
term term provided
9.1 Configuration 165 S5 | phrasal term phrasal P g2 consistent
management term
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4.1 Business

This is the most frequent term among all other entries. With reference to
literature in determining term forms, this entry is categorized as a simple, one-word
term and it is used within the context of a special language domain, ITSM. The word
business is used in general language. However, in the field of ITSM, other words are
attached to this entry in a way to form new compounds that are assigned to a specific

field and therefore, limit it to the terminology of a special domain.

Table 3 Main entry—business

ST term Frequency TT term

Business 610 Aange — s )i e

The TT provides two translations: 4ww3< as a simple one-word term and
@3 Jee as a two-word compound term. Whereas one term for a concept is a basic
rule in standardized terminology, the word business carries multiple synonyms in the

TL and it is the context and collocations that determine the one suitable for the TT.

Tracing the number of occurrences of the TL suggestions reveals that 4w s
has occurred 186 times, while a3 Jee has occurred 58 times only. Other renditions
for business were also found in fewer frequencies: three for s2b<3l, one for a3,
except for Ja= which occurred 110 times. In view of that, it is clear that the translators
did not comply with the database suggestions. Instead, they have used other renditions
as seen appropriate to the context. Examples from ST and corresponding TT are

shown below?:

1) When considering the policies and planning of an IT department, we
should be aware of the links between planning for the business as a whole,
the application systems and the technical infrastructure. (p. 29)
a5 ¢SS Runns sl Taglaatl (s Jagh 5 )1 e o ang el sl 45 sl Tagladtll dulgud) ) 3] i
(p. 21) Al dnail) dud) o cliudail)
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2) Application Management provides an outline of the Application
Management life cycle and is a guide for business users, developers, and
service managers of how applications can be managed from a service
management perspective. (p. 49)

e) 35 cp )y shaall 5 eyl Jarll eadiiea Jula g Badaill 3 500) Bls 55 53 (o 1 3 g0 Buadaill 3 l3) 25 33
(p. 39) Aeadll 3 )a) ) shaia (pe ilindail) 5 ,la) 48K e Aol

3) These potential problems and mistakes could of course be avoided by
understanding and using ITIL best practices in line with the needs of the
business that the IT organization is there to support (p. 35)

i AUl il jlaall aladiad 5 agh (3 5k (e @l dlaiaal ¢UadYl g JSLiall o328 i Sy aakally g
(p. 33)<le sbrall A5 daliia dac X 53 Jard) Cilaliial ae G385l

4) These incidents may be signaled to the Incident Management process by a
business manager, by a system manager or by the system itself (p. 48)

Adaill 35k e ol Aalai¥l jae gl cgoladll uaall 3y sk e VA sl &3l 51y a8

(P. A7) A o2
Despite the fact that one preferable principle in terminology work is to have
one-to-one correspondence between the concept and the term, not one-to-two,
studying the examples above, it could be said that due to having multiple synonyms in
the TL for business, two translations are provided in the database and the choice was
left for the translator to decide on which better suites the context. Therefore, it could
be assumed that the alternative translation suggestions in the database are provided to
have flexibility of term usage in relation to the context, in addition to considering the
aspect of establishing concept relevance. However, and as illustrated in some
examples above, translators have opted for renditions that are not listed in the

database and used them as seen appropriate to the context.

In terms of consistency of term usage throughout the target text, it is found
that the TT varies in usage between the two suggested translations as provided in the
database and a third rendition provided as J«zll. Examples listed below show the
different occurrences to which different translations are used in a way to maintain

concept relevance between the SL and the TL.
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5) If the IT department supports the interests of the business, the objectives of
the IT department will be derived from the business objectives. (p. 29)
Calaal e Gt e glaall 448 aud Calaal 8 s sall mllias acyy Gl sleall 48 and IS 1)
(. 21) Fusss 5l
6) The EFQM ‘Model of Business Excellence’, generally known simply as
the EFQM model, is widely accepted as the major strategic framework for
managing an organization aimed at the balanced, continuing improvement
of all aspects relevant to the business. (p. 25)
ol S Gl g) zisen Al dale Cigaally (EFQM aie i) 3 "daadl el z3 sl maal
plall g ¢ 3l siall Canll ) Coags dalaia 50 (o) (ol yiul IS al 5 JS5 Y gie «(EFQM)
(P 17) .Joally Aaleiall 45 Y1 zanl
7) Over 600 European businesses and research organizations have now joined
the EFQM (p. 25)
50Y s el ) alall Ganll ladaia g Ayl A 50 600 (0 SST Y s Cranail N
(EFQM). (p. 17) &) 5 <l ) 5352
Business is a broad term that has various usages however; it shares a common
characteristic which is the commercial aspect. Depending on the context, it can be
used to refer to: a firm, an organization, an institution, a company, a foundation, an
establishment, or it can be used to refer to commercial activities and processes, and
the same applies to the target language: a3 Jas 3 e sliia dlalaia s e S 15,

In examples 1, 5, and 7, the word business is translated into 4w« as the
context is referring to an organization or a business entity. On the other hand, in
examples 2, 3, and 6 the term business is used to refer to the business processes that
run within an organization. Accordingly, the target language translates the word
business to: 4l Glleadl or Jeadl, Tt could be generally assumed that the translator’s
choice is mainly based on considering the context and the delivery of meaning to the

target readers.

A standard definition for this entry is not being provided in the original text.
However, a definition is provided for some of the terms that fall under this entry. An

example of those terms is discussed in the following section.
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4.1.1 Business Process

The term form is a compound, in both, the SL and the TL. This term is listed
under the main entry business and it has 52 occurrences throughout the ST, which is

regarded as the highest among other sub-entries.

Table 4 Sub-entry—business process

ST term Frequency TT term

Business process 52 Il Gl jay)

A standard in-text definition is not found for this entry in the ST. However, it
is reflected indirectly as the meaning can be easily inferred from the context within
which the term occurs. A definition is a very important aspect of term formation as
well as a basis of identifying the term, concept, and thus a significant aid to the

translator to provide a TL counterpart.

In both languages, two general words are used to form a new compound to be
used within the field of ITSM. The database provides 4,3l &lel 2Y) as a translation
for the term. The translation strategy could have been marked as calque but that
would not fit when using the word <ls)_aY¥) as a translation for processes instead of
4kl alleall, However, and by studying the consistency of occurrences within the
TT, a variation was found in renditions. To illustrate more, a selection of occurrences

and their renditions are provided as follows:

8) Impact of the incident—extent of the deviation from the normal service
level, in terms of the number of users or business processes affected.
(p. 53-54)

Cllee o Cperdiival aae Gady Lad @l g qgalall 2aadd) (5 sine e ol aiY) sae 1 — &8l S
(p. 42) & el dsss 4l
9) Urgency of the incident—the acceptable delay, to the user or business
process, in solving the incident. (p. 54)
(P. 42) 2851 Jad 4 el o) 2V ol andiivsall (8 (e Jsitall ualill ga — 2318 5l Jlaaind da 50
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As illustrated above, two variations are found. First, in translating business
and the second is in translating processes. Apart from what is being listed in the
database, the TT varies in renditions as in some sections processes are translated to
<lel_al which is equivalent to procedures. Moreover, business has multiple renditions
as in some sections it is being translated to 4:,=3 which falls under business activities

and in other cases it is being translated to 4w which is equivalent to an institution.

4.2 Change

The high frequency of this entry signals the importance of studying this entry
along with analyzing a sample of its occurrences. To begin with, the entry type is
defined as a simple, one-word term in the SL and the TL. The translation strategy
used here is literal translation where a direct equivalent _x3l is found and is generally

used within the target language.

Table 5 Main entry—change

ST term Frequency TT term

Change 500 ol

A standard definition is not provided for this entry; however, it is provided for
some terms that are listed under this entry in the database. The word change is used in
the general language and it could be defined as a term when it is used within a special

domain.

Within the context of ITSM, change is understood as a process that is initiated
within a business entity aiming to achieve improvement. In both, the source text and
the target text, the concept is relevant as the meaning of the term could be clearly
understood from the context within which it is used. The TL term acquires

consistency as the same translation _x=3 is used throughout the text.
A sample of term usage and its translation is provided as follows:

10)  The daily planning of change often fails to take the increasing pressure
of work into account (p.104)
(p. 87) Jkie¥) (pe (&l i) Jaall Jarm 321 Qs sl (e 58S (8 il e gal) Jaladil
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4.2.1 Change Management

The term change management is listed as a sub-entry under change and it has
the highest occurrences among other sub-entries. Therefore, it is selected for further

analysis in order to trace translation trends.

Table 6 Sub-entry—change management

ST term Frequency TT term

Change management 209 Sl 303

The term form is identified as a two-word term in both the source and the
target texts. Compounding is the strategy used in forming the term in both languages;
as two general words are combined to form a new term that holds a defined concept

and is used within the context of ITSM.

A standard definition is provided for this term in the source text and it has
been translated to the target language as demonstrated in the example below:

11) Change Management aims to manage the process of change and
consequently limit the introduction of errors and so incidents related to
changes. (p. 104)
(P. 87) < yprilly i yal) Eaal sall UL g eUndY) (e 2l 5 sl dilae 5510} ) il 5] s
Having a standard definition in the ST helps in identifying the concept and
establishes concept relevance. Consequently, it provides a solid ground for term

formation in both languages.

The translation strategy used here is calque translation where a direct
equivalent is provided for both words involved in forming the new compound term.
The word =2l is a direct equivalent to change and the word 3,3 is equivalent to
management. Moreover, the term acquires consistency as translation variations are
not spotted in the target text and a standard translation _x3)l 5 ,13) is used throughout

the target text.
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4.3 Information

This is a simple, one-word term that gives a general word the specificity of
terms by using it within a certain domain. Moreover, information is involved in
forming many new compound terms that are listed in the ITSM database as sub-

entries under this entry.

Table 7 Main entry—information

ST term Frequency TT term

Information 416 Sl glaal)

The translation strategy used here is literal translation where a direct
equivalent < sl=dll is already found and used in the TL. The concept and meaning of
the term could be easily driven out of the context as no extension of meaning or
differences in concept occurs between the SL and the TL. Therefore, concept

relevance is achieved.

The term translation achieves consistency of usage throughout the text as the
same rendition <l slasll is used. An example of the term and its translation is listed

below:

12) Inthe information age, everything has become faster and more dynamic.
(p. 18)
(. 11) &8sl s de ju ST o 23 IS raal e sledl) joac 8
As mentioned above, the translation is regarded as appropriate to the context

as a direct equivalent is used and the meaning is reflected clearly to the target reader.
4.3.1 Information System

The term information system has the highest number of occurrences among the
other sub-entries which are listed under the entry information. The term form is
identified as a two-word compound that is formed by combining two general words to
produce a new term of a new concept and is used within a special domain. The term

form is similar in both languages as they both use a compound of two words.
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Table 8 Sub-entry—information system

ST term Frequency TT term

Information system 25 Gilaslaall alas

A definition for the term is provided in the text in a way to establish the

concept and outline the meaning to include specific aspects as follows:

13) An IT application (sometimes referred to as an information system) only
contributes to realizing corporate objectives if the system is available to
users (p. 41)
Onediioaall Allaill b 63 13) add Zaladl Calaaly) ias 3 (o slra alay Glad 43l) Liall) Gadaill aalasy
(p. 31)
The definition above limits the concept of information system to the IT
applications used within an organization. Having that, the term acquires a specific

meaning and it is used and communicated within a special field, ITSM.

The translation strategy is calque translation as a direct equivalent exists for
both words used in forming the term: <l sl=s equivalent to information and alas

equivalent to system.

Consistency of translation is achieved as the same rendition is used throughout
the target text. Moreover, the translation fits the context of the target text and achieves

concept relevance. Examples from the ST and the TT are provided as follows:

14) If Configuration Management is applied to Information Systems rather
than Information Technology alone (p. 83)
(P. 68) 18 o sbeal) 485 sl 5 il slaall dadail & CaS 5l 3 la) Bkt o 13)
4.4 Incident
The term form of this entry is defined as a simple, one-word term and this
applies to both the ST and the TT. In both languages a single word is used; however,

the database provides two TL renditions and the choice is left for the translator to

choose which term is more suitable to the context.
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Table 9 Main entry—incident

ST term Frequency TT term

Incident 335 doals ji :\-’j\j

The translation strategy is literal translation within which 485 or &as are
provided in the database as suggestions for incident. The term incident is used in
general language and it has a number of synonyms in the target language that can be
used in accordance with the concept. However, the concept of any general word can
change based on the definition provided; consequently leading to acquire new
associations that convert that word into a term to be used within a special domain.
Within the context of ITSM, a standard definition for the term incident is defined as

follows:

15) Incident—Any event which is not part of the standard operation of a
service and which causes, or may cause, an interruption to, or a reduction
in the quality of that service. (p. 53)

S ABle) (& a8 ) Gy 63 5 Aipee 1A Apulu) Alanll (e o Ja iy Y Caaa IS o4 — &35

p. 41)?) Aexsll olli sy sa L5

According to the definition provided in the source text, an incident is defined

as an unplanned event that occurs accidentally and results in a service interruption.
Translating incident into Arabic can have multiple synonyms including: a8l 5 s
dun e dls, Based on the definition provided, the translation should reflect the
predefined characteristics of an incident. These include being unplanned, incidental,

accidental, and problematic as it leads to service interruption.

As the term incident is widely used throughout the text and the book assigns a
whole chapter to discuss this term, consistency is of high importance to establish
standard usage of the term. Going back to the TT, consistency is hardly achieved as
fluctuation in term renditions is noted throughout the TT. The examples below reflect

some of the different renditions that occurred in the target text:

35



16) Once the causes have been identified and a workaround has been
identified, the problem is classified as a known error and a business
decision is taken whether or not to make a permanent fix to prevent new
incidents. (p.48)

Ol (galail ) B 33ty g yre Und€ AICa Canieat iy 4adld iy da alag) s w48 a5l
(p. 38) s JSLie cuiail ¥ ol aila #3ba) Jee

17) For this reason, incidents are recorded, classified and allocated to
appropriate specialists. (p. 52)

(p. 41) oDkl paind) o Jae V) a5 585 ool s cdmadt ol el 2g]

Studying the above examples, it is clearly noticed that the renditions are not

just limited to the two suggestions provided in the database. In example (15), the term
incident was translated into 4=8 5 which has a negative connotation, and that takes us
back to the standard definition provided in the ST. In addition, in example (16), JStis
was the translation used for incident, which is more relevant to problems than
incidents. Moreover, in example (17) the term incident was also translated into Jdac|,
which is equivalent to faults, or damages. That could be due to understanding an
incident as an odd-case in which a disruption of a service or a breakdown of a system

occurs.

Notably, consistency is hardly achieved as multiple renditions for incident are
used throughout the TT. Tracing the term renditions in the TT, it was found that the
two translations suggested in the database are of different frequencies: 4235 has 197
occurrences, and < has 82 occurrences. Other renditions such as 4Sie «Jhe s are

with fewer occurrences.

It could be generally said that the translator has focused on using multiple
renditions in a way to achieve context relevance, and to reflect the main
characteristics of an incident. However, considering the nature of the ST and its
educational purpose, reverting to such strategy may cause readers’ confusion as no

single standard term is used to name this predefined concept.

Studying the used renditions and the definition provided in the ST, a choice
can be made for a single term to be used throughout the text. Starting with the

rendition 42315, it is not commonly used in the TL and may be regarded opaque as the
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word is already used to name other concepts such as: 43 5)l as the Day of Judgment, a
battle, and a disaster. In addition, the rendition JSi« reflects a conflict or a
complication, which fails to reflect the accidentalness of an incident to the TL readers.
Similarly, the rendition Jda=i reflects a fault or dysfunction that is more focused on the
causes and not events. The term <o~ js a better option as it reflects main
characteristics of an incident: incidental, accidental, and problematic as it may cause

interruption to service delivery.
4.4.1 Incident Management

The term incident management is listed as sub-entry under incident and it has
the highest occurrences among other sub-entries. The term form is identified as a two-
word term and the translation strategy is identified as calque translation where a direct
equivalent, already found in the TL, is used for each of the words that are involved in

forming the term.

Table 10 Sub-entry—incident management

ST term Frequency TT term

Incident management 138 a3 1ol / &8sl 5l

The term-formation method in both the source and the target language is
compounding, within which two general words are combined to form a new term
incident management, <laa¥V/aEs ) to be used within the field of ITSM.

Compounding in the TL is a product of the calque translation of the term.

The term is linguistically correct but by reading the term alone, the reader will
fail to associate the special language concept to it. Therefore, having a standard
definition in the ST helps in defining the concept and therefore, set boundaries to its
usage according to the specialized concept it is formed to reflect. The text provides a

standard definition for the term incident management as follows:

18) The Incident Management process aims to resolve the incident and
restore the provision of services quickly. (p. 48)
(D. 38) de yusy ladall i isale] g JSLaal) da ) 238 511 5 5l0) dilee Cangs
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19) Incident Management is a reactive task, i.e. reducing or eliminating the
effects of actual or potential disturbances in IT services. (p. 52)

Laliaall @l geall dlainal ol il HEY) Qo5 sl JIa el ol dulelds dulae 238 ) 3 )] dage yiad

(p. 41) Oilo glaall Auis) il
In terms of consistency of term usage, though the database provides two
suggestions for Incident Management, the TT uses &35l 3_)3) more frequently to refer
to the main concept throughout the whole TT. Exceptionally, and out of the ST’s 138
occurrences mostly translated to &@sl s 0, a few occurrences are found for 3,
&laY) in the TT. Tracing the number of occurrences in the TT, 99 occurrences are
found for &5l 5, whereas 19 occurrences are found for &laa¥)s ), . As shown in
example (22) below, the rest of ST occurrences were mostly represented in the TT by
the use of a reference pronoun instead of the full term or omitted to avoid repetition in
a single sentence. Below are samples of the different translations as shown in both

texts:

20) Incident Management is essential to the other ITIL processes as it
provides valuable information about infrastructure errors. (p. 52)
sladl e dad e glaay a3 o st Can gAY (ITIL) din¥) Gllee 8 aga 50 a5l 510y
(p. 41) anaall Al
21) Incident Management has a two-sided relationship with Change
Management. (p. 108)
(P. 90) Ll 5 1a) ae (g 5 13 A8Day Calaa) 5l pia
22) Relevant personnel in Incident Management must be informed of the
implementation of changes, so that they can quickly identify and remedy
any related incidents. (p. 90)
Aallas s de jpun Sasadll (e 1 iy (S e piall a5l 5 1aY) o208 () saixall ) ila sall W3le ) Cangy LS
(p. 90) 4 G3laia Eula (g
Having a preset definition helps in establishing a relevant concept in both
languages. However, and in terms of transparency, the term &85l 3 alis regarded as
opaque when reading the term with no reference to the definition, the concept will not
be straightforward for the target readers. The definition provided in the Arabic

dictionary for the word &35 is as follows:

(sl pnaall <p. 678) Lersm oll 1 all @il g5 Aad s z0a s Sl ) ga Y o 501)

38



Accordingly, the word &% means events and it may have a negative
connotation as it is more often used within the context of wars. Similarly, the second
suggestion provided by the database, <2aY) 33, may also be regarded as opaque as
the word <laaf can be used in the general language to present other concepts such as:
events or youngsters. Referring to the dictionary, the root of the word <ulaad) js cuaa
and a number of derivations are provided, each presenting a different concept but they
are all conjoined in reflecting the sense of recency: asaall) caaall @alall (sl (il
el p. 138).

Going back to the analysis provided in section 4.4 above, translating incident
into &als is more suitable to the definition provided in the ITSM ST. Generally, ITIL
provides a standard tool to manage IT services within an organization. Reviewing the
above examples and based on the context of the ST, management is used to resemble

managing processes related to IT services within an organization.

4.5 Service Level

The term form of the above entry is identified as a two-word term where two
general words are combined. Accordingly, the translation strategy used here is calque

and a compound is produced in the TL.

Table 11 Main entry—service level

ST term Frequency TT term

Service level 296 fasll (s e

A standard definition is not provided in the ST; however, a definition is stated

within the context of the source text. An example is provided as follows:

23) For instance, most Service Desks act on an operational level, while the
control of Service Levels is a task for Service Level Management, at a
more tactical level of the organization. (p. 33)
O s Aeadll il siie b aSall ()5S Lt o Ll (6 siuall o Gyt deadl) CailSa ST Ui
(p. 25) Aakiiall & A8 ST (5 sie o gl daadll (5 siua 5 ) alga
Reading the above example, it could be understood that a service level can

come in different types including operational and tactical levels within an
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organization. Consequently, concept relevance is established in both, the ST and the
TT as the concept is the reference for the term in both languages and the meaning is

explained through the text.

The translation strategy used here is calque translation where a direct
equivalent, of each of the words that are used in forming the term, is already found
and used in the TL. The word service is literally translated to 4«33; similarly the word
level is literally translated to s siss. In both languages, compounding those two words
produced a single term that refers to a certain concept and holds a special meaning
within the field of ITSM.

The translation achieves consistency as the same translation 4eall (s siwe is

used throughout the target text. Examples are provided as follows:

24) The agreements with the customer about the services to be provided are
then developed into service level proposals through Service Level
Management. (p. 34)

Oe deadll (s gie clal 8 ) a3 et S cleadll G o Dandl g lBENT ) ol &5 (e
(p. 25) Ae2al) 5 sisa s o) JDa

4.5.1 Service Level Manager

The term above is listed as a sub-entry under the term service level and it has
the highest number of occurrences among other sub-entries. The type of this term is
identified as a complex term in which three general words are combined to form a
new term. The term formation method is compounding and it is the similar method in

both the SL and the TL as a result of using calque translation.

Table 12 Sub-entry—service level manager

ST term Frequency TT term

Service level manager 14 il 6 siin

Concept relevance is achieved as the term semantics is transferred to the TT.

The concept is predefined by providing a standard definition of the main
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responsibilities of a service level manager. A sample of the main responsibilities is

listed as follows:

25) The Service Level Manager is responsible for:
(1) Creating and updating the Service Catalogue. (p. 153)
100 Yo daddll (5 slse e ey
(. 135) deadll & IS Cuaass alae) (1

Though the ST does not provide a standard definition for a service level
manager, defining the main responsibilities throughout the text helps in clarifying the
concept and the characteristics associated with this term. Consequently, meaning and
understandability are established and communicated in the TT. The term achieves
consistency and appropriateness of usage as the same rendition is adopted throughout

the TT. An example of the translation is provided as follows:

26) The Service Level Manager draws up a list of the user groups, and their
requirements and authority. (p. 148)
(p. 130) peia JS Aals 5 pgilillaia g (peddivuall e ganay aild dlae b Aaddl) (5 sl jada o gl g
4.6 Customer

The term form is simple, one-word term and the translation strategy is literal
translation within which a direct equivalent is already found in the TL. However, the
database provides two TL words s /Jsxall as translation suggestions for customer,
meaning that the choice is left for the translator to decide on which is more suitable;
and that is based on the context. Providing two suggestions is regarded as
inappropriate as it affects the consistency of use and terminology standardization.
Depending on the context and definition of the concept used, a standard rendition

should be adopted.

Table 13 Main entry—customer

ST term Frequency TT term

Customer 294 O/ Jaend)

Going back to the ST, a standard definition for customer is not provided

separately. However, the concept and meaning of the term could be easily driven out
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of the context. The entry customer is also used within general language and has
gained the status of a term, being used within a specialized subject. It is also used in
forming a number of other subentries that are used within the field of ITSM. Based on
the context of the ST, it is notable that an IT customer is more associated with
receiving services instead of products. Going back to the definitions provided in

Arabic dictionaries:

(P 285 <1996 « san sl aazall) jali e (g yidall :(05)))
(P. 435 ¢1996 ¢ s sl paadll) edae (z) .0l (e Gld et Jala (e 1(Jaeall)

Tracing the root J= in the modern Arabic dictionary (2008)
reveals the following definition:

b 5 58 Gl e (s (ot daled ] e3ae g ]l 1 dee
Juee" Lial A allal Jory ol 2 "oade duee -ASLEN iy e
et 4w e glae gamy 4l Sgad (i 1 hm Jree © " jlexinll) /) jLaia)
Odisae il pn Glual aaly Ciy (8 Jany (esuls iz 5350 Juee o Dal Ay

(P. 1556 ¢ yalzall 4y =l d2ll) aaza)

Throughout the TT, the renditions have varied mainly between the two
suggested translations Jw=!l and o523V, Tracing occurrences in the TT, 50 occurrences
are found for ¢3! whereas 250 occurrences are found for Jwall. A third translation,
cxexdiudl which is not suggested in the database, is also found with 14 occurrences.

Examples are listed for illustration as follows:

27) The quality of IT services largely depends on good relationships with the
customers of the IT organization. (p. 32)
P. ) Sloshaall 48 Aadaia oSlae ae saall GlESlall e € IS0 Cila glaal) A58 CLad 83 g daiad
(24
28) During closure, the incident record must be updated to show the
incident’s final category and priority, the affected
service(s)/users/customers (p. 64)
Oeadiaall 5 ccleadll 5 4 o1 W) 5 ANal Aleal) Ll Cpaad w8 gl G pan oy 3D ) A yo oL
(p. 51) ol il
29) The Service Catalogue provides a detailed description of the operational
services in the customer’s language, along with a summary of the
associated service levels that the IT organization can provide to its
customers (p. 121-122)

42



oadle I ALaYl uerdiedl s Zal Jaiill et ge Slate (s i daadl) z UK aad) LS
(P. 124) LeDtead Ly 5 55 il slaall 468 dalaie wdaio il ddagi yal) Ciladil) il giasa]

As seen in the above examples, the discrepancy of translation is notable as
three different renditions, <ALl ¢edeall (ueasiudl) are used. In example 29, two
different TL renditions are used in one sentence as the first is translated to (e3ius to
identify customers as users of the catalog, while the second is translated to 3« to

identify customers as recipients of IT services.

Referring to the definition provided in the dictionary, o3\ is more associated
with buying products than receiving services; whereas, Jw=ll is more associated with
dealing with others and, it may hold a negative connotation due to the usage ofdxe to

refer to a spy or a secret agent.

To eliminate the negative connotation, a rendition such as J«lxiall reflects

dealing with other parties and that is more related to business terminology such as
4l @Ok,

4.6.1 Customer Relationship Management (CRM)

This entry is listed under customer and it has the highest number of
occurrences among other related terms. The term form is identified as a three-word
term and it has a predefined abbreviation to be used instead of the whole term. The
term formation method is identified as complex compounding within which three
words are combined to form a new term that refers to a new concept within a special
field.

Table 14 Sub-entry—customer relationship management

ST term Frequency TT term

Customer Relationship Management (CRM) 10 ¢ Maal) Ee 3 )2

The translation strategy used is a calque translation where a direct equivalent
is already found in the TL for each of the three words involved in forming this term. It

is also noted that the database does not provide a rendition for the abbreviation
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“CRM” (See Appendix A). Searching through the content of the ST and the TT, it was
found that “CRM” has zero occurrences and the full form of the term customer

relationship management is used instead.

Concept relevance is achieved as a definition is provided in the ST.
Accordingly; the meaning of the term is established and transferred to the TT. The

definition and its rendition in the TT are provided as follows:

30) In IT Customer Relationship Management, the major challenge is to
ensure that there are good and effective relationships between the IT
organization and the customer organization at all levels. (p. 33)

O Allad s 3 ClEe Sga s o U sa il sleall A3 ¢ Dlae ClBDe B0 A il sl )
(P. 25) <l sisall JS e e Dlanll cilalaia 5 e shaall 41685 Lalaia

The above definition limits the concept of customer relationship management

to the customers of IT within specific levels. Consistency is achieved as the same

translation seall @ 3 )3 is used throughout the TT.

4.7 Application

The term form of this entry is identified as a simple, one-word term in both the
SL and the TL. However, the database provides two translations for the translator to
be used as seen appropriate to the context. The database lists suggestions considering
that application is a general word and there is a possibility of having multiple
occurrences in the text within which it may refer to the concept of a general word
instead of a term of special language. Within general context, application may be
used to refer to a form that is used to request or apply for service. On the other hand,

and within the field of IT, application is mainly used to refer to computer programs.

Table 15 Main entry—application

ST term Frequency TT term

Application 291 lla / (gl

Tracing renditions of the term application in the TT revealed that the database

suggestion, é=ki has 111 occurrences, whereas the suggestion <k has no occurrences

44




as it not used by the translators. Instead, 15 occurrences are found of z<\ » or zl»
and a deletion of a number of occurrences as Chapter 17 on Application Management
in the TT was omitted by the publisher and this has reduced the number of
occurrences of the term application in the TT.

Generally, the translation strategy used is based on the context of the ST and
its associated concept. The translation strategy is literal translation within which
concept relevance is ensured by using a direct equivalent in the TL. As no standard
definition is provided in the ST, the context is the only way to determine the right
rendition. Examples are listed for illustration as follows:

31) When planning the network and applications of a business, the IT
department will have to stay ahead of the overall planning to ensure that
the business has an IT infrastructure in which it can develop. (p. 29)
oo Ladfia Ay o Cilashaal) 465 i e Can g s sall Al geal gl 5 o gualall 4805 Jalads dind
(P 21) W sk o 5085 o glaall il dint iy e (5 it A all O (0 SSUD alall Jayladsl)
32) The planning horizon is shorter for applications as they are designed for
specific business purposes. (p. 30)
(P. 22) A 3all (A 33330 ial 2 Y Crenna Ll Cua iliadaill juadl Tadadll 38 yiiay
33) That way, the Service Desk will not be overloaded with questions related
to the use of applications (p. 134)
(P. 116) geal ol alasvialy Aalaial) oYl deadl) CiiSa Jan 2133 O Ay yhall o3¢

Variation in renditions in the TT is noted as a number of terms are used to
refer to the term application. In some cases, and as illustrated in the above examples,
explanatory words such as z/_J! are attached to the term <liwkill in a way to clarify
the intended meaning and to avoid ambiguity. Generally stated, the translator used
explicitation strategy by adding the wordz=_» to <lawlill, Using the word Gsks alone
is opaque as the TL reader will probably fail to associate the term with the concept of
an electronic program. Moreover, it may result in ambiguity as the word Gk is also
equivalent to the noun referring to the process of applying. Therefore, the word z-!_»

was used in some cases in a way to limit the word’s meaning to electronic programs.

Based on the context of the source text, the database should eliminate the

second suggestion: <k, as it is a general word that is usually used to represent a
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request, and it is not intended to reflect any new concept within ITSM. Instead, the
term application is used to refer to electronic programs within the specialized field of
ITSM and this should be clearly reflected in the TT as well.

4.7.1 Application Sizing

Table 16.Sub-entry—application sizing

ST term Frequency TT term

Application sizing 9 Gahaill aan juss

This term is listed under the entry application and it has the highest
occurrences among other sub-entries. The term form is a complex term and the term-
formation method is compounding in both the SL and the TL. The SL term is a two-
word term while the TT provides a three-word rendition. As explained in section 4.7,
application within the context of ITSM refers to electronic programs <k the term
= is less likely to be used as it is used to refer to software. On the other hand,
literally translating sizing as ~>=3 will fail to reflect the meaning to users. Instead, two
words are used ~a> Luxi, changing size, to reflect the act involved in the process of
sizing. Accordingly, the translation strategy adopted here is successful by combining
words that reflect the process in the TL. In terms of transparency, literal translation of
sizing to ~>=3 will be considered opaqgue as the concept will not be straight forward to
the TL reader. Whereas, using a two-word equivalent by describing the process
denoted by the term >~ Lua5 will reflect the designated concept and be more
understandable to the TL reader.

In a way to define the concept of the term, a standard definition is provided in
the ST and a translation is naturally found in the TT as in the example listed below:
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34) Application Sizing—determining the hardware or network capacity
needed to support new or modified services and the predicted future
workload. (p. 169)
Jeall 40aS 5 Alanall 5l saaal) Cileddl) acal 4y 5 juiall 403N Zas 5 3 3¢a ) paad — Gubaill aas 513
(p. 151) siall sl
The definition clarifies that application sizing is equivalent to determining the
element of capacity. Within this specified characteristic, the concept is rendered in the

TL by focusing on the element of size.

4.8 Availability

The term form is defined as simple, one-word term in both the SL and the TL.
However, the database provides two suggestions 4abY)/aal sl to be used as seen
appropriate to the context. The translation strategy used is literal translation where an
equivalent exists in the target language and this eliminates the need to form a new

term.

Table 17 Main entry —availability

ST term Frequency TT term

Availability 288 LAl / as) gl

The appropriateness of terms can be determined by defining the root of the
suggested terms and their associated meanings. Looking up the root of first
suggestion, 4=y, in the Modern Arabic dictionary (2008), reveals the following:

LA‘)S'.‘;‘ A.AA‘)SS\ 4l CL"}\ . :CL"\Z Jsaddll c@;\i sd c:ﬂa\:}\ cé_j}i c@ﬁé Cb\ : C.,_\'i"
—olaase 8 lail) Cag plall ad caalil™ sy Jglite A Lelen 5 40 Lyl clalia 5l
anna) oAl Aald) Tane —asm gl a8 e 7 BAN 3 pan 8 Maseall #L4 Tl

(p. 306 <2008 «_yalasll iy jall A2l

The term 4=UY is a synthetic source noun that is formed by adding 4 to the
root. The above definition associates certain characteristics to the root of byl

including: facilitation and accessibility.
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On the other hand, in studying the second suggestion 2!l looking up the
root 2> in the Modern Arabic Dictionary (2008), reveals multiple derivations. In the

first, 21 53 was defined as follows:

Jal alal sl 53" (0 5A1) 5f 3o ) ad (g sela (i) anl i e ran) 534 5ed (1340 55 canl g a1 aa g
)P... 2401 2008 ¢ yalaal) i yall A2 anae) "2l

While the second 25> 5, was defined as follows:

ke dga’y:dag
a5 yuaa- ]

G ole s s R e G cang o (Sa sl 3gn5e a L OS2 2
_4:\1:;‘;@—\ gl e le _APJHBJJ’J;J\BJC.\J\Q)@_L"eM\MSQ ‘;ﬁJBJ

oagny ull Maga gl Ya A agasll
(P. 2403 <2008 « jalaall 4y jall 431l aazs)
Similarly, the Alwajeez dictionary has listed multiple derivations of the root
a5 and their associated meanings as follows:
-5l i o ume s B Sa le — 5 o3A0INR5 () -0 (235
- Ladls eléj‘ Gang s s, 4S50 : agstha JLe1d Jla r Biag a3y (ol
e galale
Ssnie se o2 A T35 08 Ge 2 (32))
c e B e Cpeolial ; 30 A0 (33 50)
a5 Dallas: (3 (330 5)
(660 <1996 ¢ ya 5l anzall)

Studying the definitions above, it is found that each of the multiple
derivations of the root 2, taking 25> ,2a) 55 as examples, is associated with different
concepts. As defined above, those concepts may include: expressing sadness,
indicating presence, reflecting the state of existence, or referring to ontology and
Islamic mysticism. Thus, rendition using the root 2> or any of its derivations should
be made with cautious consideration to its multiple associations with different
concepts. When such rendition is used incorrectly, it may affect the term’s
transparency, causing uncertainty to the target readers due to failure of correct
association to the intended meaning, or leading to the wrong reference when linked

to subjects that are not related to ITSM, for example mysticism.
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To determine the appropriateness of the suggested terms and determine a
standard rendition, an association should also be made to the definition provided in

the source text:

35) High availability means that the IT service is continuously
available to the customer, as there is little downtime and rapid service
recovery. (p. 197)

Jeall (e 8l 520 o pucd Cam cpanl] s (S o slaall A i g Jal) 2a) sl sy
(p. 177) Jadall 3alatinl Ay <l 3

In the example above, it is noted that the TT uses 2! 5 for the term availability

while it uses 4 s as an equivalent for the word available.

36) The quality, availability, reliability and cost of the services are managed
better. (p. 42)
(p. 32) duadl (S ) clanalll 4l 5 Lgialaie | 5 3l 5553 9
37) For example, the availability of a workaround or a temporary fix may
reduce the urgency and impact of a problem, while new incidents may
increase its impact and urgency. (p. 75)
s 2y 8 Lay AICEAN 5l 5 Jlaain¥) a0 e el 23] ol daadl Jall a5 JI8y 88 1Dl

(P. 60) Lellarival An 535 La L5 (g Ba0a

Evaluating the above examples, inconsistency is also found as different
renditions are used throughout the TT. Tracing the terms renditions in the TT revealed
118 occurrences of 158 ,2al 55 occurrences for L 53, and no occurrences of 4abY. It is
important to note here that the term _4l s is not listed as a suggested rendition for the
term availability in the database. Nevertheless, multiple derivations of the root 45 are

found in the TT as renditions for the subentries listed under availability.

Tracing the root of the term _4s5 in the Modern Arabic Dictionary (2008)

reveals the following:
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cadde gt Jsmiall g A gih sed A5 hgd Dhgi /L ke hg/ A g

/ / 5! g
o g ) /elalall 4 ¢ 8 g5 -0 @l ae sie Ch i any el 185 ek
oW e 8 ) 4% Cinla Al ol 858 /aLlEG ol o i

(p. 2472 2008 ¢ yalzall 4y jall 421 anns)

Moreover, the Alwajeez dictionary (1996) provides the following:
alnlie Dy Jlgs . gldly )38 Tysh%s 1,05 (D) — Ll (D35)
Adbasolaa s osled 5l M (e — 5 JNEa Al a0
D35 10l (Dakn) — LAl (D3)
T8 alaa g 4laliy alg ala s anlads ) 5 6,58 2l (D)
Alae 4l —

(676 <1996 « 33 51l ananll)

Looking up derivations including s and_4's8 in multiple dictionaries with
reference to its root L, < 5, it is found that most of the derivations reflect: large
quantity and numbering while the meaning intended here is the existence and

readiness of service within a specific period of time.

In terms of achieving consistency and transparency, a standard term should be
decided upon and consistently used throughout the text especially while giving titles
to the main chapters and naming key concepts. Accordingly, within the context of
ITSM, a definition for availability was only provided for its compounded subentries
and therefore, should be reverted to as the main base while selecting a standard term
to name the new concept including the main entry and all its associated subentries.
The section below provides further discussion of one of the subentries listed under

availability.
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4.8.1 Availability Management

Table 18 Sub-entry—availability management

ST term Frequency TT term

Availability management 113 SLilSaY) b 635 )

The term form is identified as a complex term in which a compound of two-
words is used in the source language and a compound of three words is used in the
target language. The translation strategy adopted is explicitation in which literal
equivalents were used for the head noun, while the modifier is translated into two
words where one word is added for clarification purposes. Such translation strategy
resulted in a multiword term. Moreover, in this term, availability is not being
translated into any of the renditions listed for the main term, 2/ 53 or 4aUY) (see 4.8
above). Instead, it was translated into _s 5. This indicates inconsistency between the

renditions provided for the main term and the terms listed under it in the database.

Apart from 22155 which was listed for the main entry availability and might be
associated with concepts on ontology and Islamic mysticism, opting for _3s might
have been used by the translators to avoid those misconceptions. Also, the third word
<lilsaY) equivalent to resources is driven out of the context of the source text and is

based on the definition of the term stated as follows:

38) Availability Management is the process of ensuring the appropriate
deployment of resources, methods and techniques, to support the
availability of IT services agreed with the customer (p. 47)
Gladd 2al g8 sl ccula@ll 5 3kl 5 a0 pall AB aladiny) las dolee oo QLAWY 5 65 510
(p. 37) Jread) ae Lgle (Bdiall il slaal) 4
According to the definition, availability management works in providing all
the resources that are required to ensure the continuous availability of IT services.
Therefore, the translation attaches the word, <<l to establish a link between the
concept and the term, and ensures that the term is transparent and associated with the

availability of IT services achieved through the availability of IT resources.

51



In terms consistency, the rendition <WiSeY) yé553,0a or its short form
a5l 3, is used throughout the target text. This can be shown in the following

examples:

39) Awvailability Management is responsible for realizing and optimizing the
availability of the services. (p. 145)
(P. 128) Cleadll Gawati s (3t o A s pane CLSY) 58535 5)0) uiad
40) Effective Availability Management requires a thorough understanding of
both the business and the IT environment. (p. 198)
(p. 178) o sbaall 4 g Jaall i (pe JSU Lrae Lagd LilSaY) yad il Alladl) 3 jlay) b

4.9 Configuration

The term form is a simple, one-word term. This is applicable to both, the SL
and the TL. Despite having an alternative suggestion in the database: 4<a, a count
through the TT revealed that only 4S5 was used and the second suggestionilSxa  had

no occurrences in the TT.

Table 19 Main entry—configuration

ST term Frequency TT term

Configuration 214 S /4,8 5

A standard definition is not provided for this term; however, in many sections
of the ST, it was involved in forming compounds for new specialized concepts.
Accordingly, special definitions were provided for those sub-entries such as:

Configuration Item (CI) and Configuration Management.

A lookup in the dictionaries is made to assess concept relevance with the
rendition provided in the TL. In the field of information technology and as stated in
the Alkilani Dictionary of Computer & Internet Terminology:
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Configuration A group of machines which are interconnected and
are programmed to operate as a system.

JalSiia oS Jaall daa yaall 5 ddaii jall 3 3eaY) (o de sana 1A ili Sa,
(Al-Kilani, 2004. p. 162)

In the above definition, the term is considered as technical and more related to
hardware as it is defined to represent a group of machines. Moreover, the TL

renditions above, uses <L sSe and 44 to represent configuration.

On the other hand, the Dictionary of Computers, by The Academy of Arabic
Language (1995) provided TL renditions: 4S5 and 4w, while similarly defining
configuration to be hardware related as follows:

Configuration, computer (cxlall S 5 caulall 45 )

Lgnany Lol )l 5 cansdall alai Lgia () 5S3 313 3ga Y] s izl (he Ae gana

(Dictionary of Computers, 1995, p. 44-45).

To determine the suitability of the TL renditions suggested, a reference should
be made to the context within which the term Configuration occurs. Following this
method helps in deciding whether the term is more related to machines, or if it
represents a new concept. For that, and due to the absence of a standard definition for
configuration in the ST, referring to the definition provided for the sub-entry

configuration item is used instead:

41) In the terminology of Configuration Management, IT components and
the services provided with them are known as Configuration Items
(CI’s). (p. 82)
Sl paabic” o a5l 5 la) clalhias 8 Led daliad) cileaadll s il sheall 485 < K (o yas

(CD" (p. 68)
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42) CI’s can include PC hardware, all kinds of software, active and passive
network components, servers, central processors, documentation,
procedures, services and all other IT components to be controlled by the
IT organization. (p. 82-83)

Aled jall y ddadil) 3GaN by zal ) g5l aaens 53eaY) Sl jualic GeB of (Sa
oA e gladl) A58 jualic (S5 claddlly Slel jaYl s G5l 5 43S el Ciladlaall 5 iyl
(p. 68) e slaall 485 434 3 jlars Ciad &

Studying the above definition, it is clear that configuration holds different

associations in the field of ITSM. Apart from its association with computer hardware,

in ITSM it is defined to represent all IT components and services.

Starting with the renditions provided by Al-Kilani dictionary 4 «2UsSs the
usage of <lisSs is more related to components and still it carries no representation of
services, as defined in ITSM. Using <UL S« as translation for configuration will result
in a calque translation for its sub-entries. An illustrative example will be: CI's—
configuration items, translated to <l sSall ualic, The second suggestion 4 in both,
Al-Kilani dictionary (2004) and The Dictionary of Computers (1995), represents
formation and carries no representation of components and services. It may also result
in a calque translation and the disassociation of meaning for configuration sub-entries.
An illustrative example will be: configuration items — 4!l »alic and configuration
management — el 3 1),

Going back to the rendition: «Sill/AuS 5l provided in the Dictionary of
Computers (1995) and ITSM database, a look up in the dictionaries returned multiple
meanings including: alignment, arrangement, creation, joining, etc. tracing the root

<« & definitions from different dictionaries are found as follows:

o sl Cadls (Aadal Gle 8 (LR | o3 s Gl 1S5 1S e 8 SR s (R
(P. 368 <2004 s 51l anaall) "Jdail ralliy s Aapedl atlizSe

In Alwajeez dictionary, «S. can represent: formation, formulation, and

accumulation:

(D. 275 ¢1996¢ e sl amacal) "G5 5 Calls +(S& ) A1 of ¢ Lmay aliniy S8 - 400 (L)

54



Studying the above defined meanings, it can be summed that << i is generally
associated with formation by accumulating or combining a number of elements or
components. Apart from other suggested renditions and in terms of concept relevance,
S i is the closest in representing the meaning as defined in ITSM but still, the
term’s association to services will need to be declared in the definition as done in the
ST. The below discussion of the top frequent sub-entry of configuration will provide

further assessment of the TL rendition.
4.9.1 Configuration Management

This term has the highest occurrences among other sub-entries listed under
configuration. The term form is a two-word compound term in both, the SL and the
TL.

Table 20 Sub-entry—configuration management

ST term Frequency TT term

Configuration management 165 Sl 3 )

The translation strategy adopted is literal translation as an equivalent is found
for each of the words involved in forming the term. However, the term is regarded as
opaque since the meaning is not straightforward to the readers unless a reference to
the definition provided in the ST and the TT is made. When reading the term
configuration management alone, it will be hard to link it to the concept and
determine how the term is specifically used within the context of ITSM. As a result, a
definition is certainly needed to form a correct association with its new ITSM’s

concept.

In an answer to this need, the text provides a standard definition and a
thorough discussion of the concept to clarify the meaning to the reader, and to
promote its usage by professionals working in the field. To illustrate more, a selection

of the discussion that defines configuration management is provided below:

55



43) Configuration Management aims to provide reliable and up-to-date
details about the IT infrastructure. (p. 82)
P. ) bVl 5 e shaall il dsiall Apiil) (e Lgale aaing 5 A Jaald o ) S 5ill 5510 Caags
(67
Taking the above definition from the ST and in comparison to the concept
defined in the field of Information Technology, as found in Al-Kailani Dictionary of

Computer & Internet Terminology:

configuration management: the process of controlling a software system to
prevent unauthorized changes.

Radaidl) e il el aied geal ) aadaii g oSl A yla gl 5 l3)
(Al-Kilani, 2004. p. 162)

It is clear that configuration management in the field of ITSM represents a
new broader concept that includes the management and control of not only software

systems, but also all IT components and their associated services.

In continuation of the discussion provided for the main term configuration in
section 4.9 above, further searches in dictionaries were made to assess the term’s

suitability in representing the new concept.

In Alwaseet dictionary (2004), and as part of the main root « < _, the term

S yiwas defined as follows:

Oaanll Al s Adapal) a3l <A e el ol s (Rawlall ale b)) CuSTEN LK
(p. 368 <2004 ¢l 5} anaall)

In addition, looking up the root < <€l in Lisan Al ‘Arab dictionary (1984):

N SAN ES AL Al dede S L&Y (K5 B G oS,
Sy (Gl Gllas da s cdoa 354 G5y Jesd S 300 OS JRiadl; JRaad)
R PLr RSSO JU R PRYEV Y Y[R SppE YO PR 5 I
. «1984ccall glud) Eudally Qoo load (&N, C0ly5 S804 548

(433
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Moreover, in the Modern Arabic dictionary (2008), multiple definitions were

listed for «S 5 as follows:

c(‘)i.;.a.aj\ ‘)ﬁij) :_1_15“)3‘5 (‘)J.AAAJ‘ Jﬂij) QL.HSJ:\ C :[J‘)é.ﬂ] k._las‘)ﬂ
:( Jdaauall J::ij) YR

k’._fS) JReaa - l

r“};:’ el 9d 1S 53 el g0 - caSMul 324l g Adaaa 3 1 98213 S 3 e

5 )lgm GJ:’ dalizd g 4S84a La }\)A\ 1S i Aol o (o jananly ;;JA::..AJ\
b slall e gina ruS RN il - gl al fm s LenS 53 L e SU)
;\_};i }i J...al..'i.:: %) &_ﬁiﬁﬂ }i g._ais‘):a:g :c._gs‘);ﬂ\ cacliaa - M._HS‘)S
(’LSA}" 45054 1..@.3\_9;5 ledalgd 0 sS3 Alay 1S i dlay - Mual 3..3&).4
A G A8 e

(p 932 <2008¢ palzall 4 yall 4210 ?*‘") .

Based on the definitions above and the definition provided in the ITSM text, it
can be said that S5 is more appropriate among other suggestions to represent
configuration as «S i was defined in dictionaries to represent an item that consists of
other smaller items. Similarly, configuration management is mainly concerned with
managing and controlling smaller elements, configuration items, including all their
processes, services, and relations. Accordingly, and with such a term, concept
relevance can be achieved when referring to the standard definition that is provided in
the text. Moreover, conducting a verification check for the TT, consistency was found

as the same rendition =S i) 5\ is used throughout the TT.

4.10 ITSM Abbreviations

Abbreviations, acronyms, and initialisms definitions overlap (Crowley, 1982).
According to Oxford Dictionaries Online (2012), an abbreviation is “a shortened form
of a word or a phrase”, while an acronym is an abbreviation of the first letters of a
multiword term pronounced as a single word, and intialism is an abbreviation of the
first letters of a multiword term with each letter pronounced on its own (Oxford
Dictionaries Online, 2012). In this study, abbreviation is used as a generic term for all

initialisms and acronyms found in the database.

The database provides a number of terms, out of which many are listed with
their abbreviations. A count through the database returned 65 terms listed with their
abbreviations out of which 63 initialisms and only 2 acronyms (ex. ISO and ITIL) are
listed (Appendix C). Difference in occurrences is notable as some abbreviations come
with few or zero occurrences, while others are of large numbers, with the highest
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reaching 207 occurrences. The huge number of listed abbreviations necessitates a
study of their occurrences in the ST and their translation strategies as found in the TT.
Another reason for studying abbreviations is that during the analysis of the above
selected main and sub-entries, abbreviations have caught my attention as they are
found in huge numbers, causing a notable variance in the count for terms’ occurrences
in the ST and the TT. Studying abbreviations will give us a general idea about their

translation strategies within the technical context of ITSM.

With reference to the original database and in order to facilitate the study, only
the terms that are listed with their abbreviated form are selected for further sturdy (see
Appendix C). The first ten most frequent abbreviations are listed in Table 21 below

for illustration:

Table 21 Top frequent abbreviations

i ENGLISH TERM Agrbe;ea’;ﬁﬂ;”
1 Configuration Item (CI) 207
2 ITIL 154
3 Configuration Management Database (CMDB) 128
4 Service Level Agreement (SLA) 127
5 Request for Change (RFC) 89
6 IT Service Management Forum (ITSMF) 69
7 IT Service Management (ITSM) 43
8 Change Advisory Board (CAB) 38
9 | Continuous Service Improvement Programme (CSIP) 32
10 | International Organization for Standardization (1ISO) 20

Manual verification count of term occurrences in the ST reveals that three
forms are used: full form, abbreviated form, or both, the full form and the
abbreviation adjacent (see Appendix C). Accordingly and as shown in Table 22
below, there are three categorization columns of term occurrences with reference to

their usage in the ST.
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Table 22 ST term form frequency—configuration item

Abbreviation Full form Full form with Abbreviation
Cl Configuration item Configuration item (CI)
207 9 6

Counting occurrences for each of those categories reveals a trend and
tendency in using abbreviated forms in the ST, which is regarded of a technical
nature. Reasons for that vary as in order to avoid repetition of the full term throughout
the text, ST have opted for using abbreviated forms. The full form with its
abbreviation adjacent in brackets is generally used when introducing a new chapter or
when introducing a new concept for the first time. Whereas, using the full form alone
is found in the ST when there is no need to mention the abbreviation because it will
not be used in the text that follows and when a reference is not needed for
clarification. The use of abbreviations is mainly noted when a need exists to repeat the

term for a number of times in the same sentence, paragraph, or page.

To determine which category (full form, abbreviated form, or full form and
abbreviation adjacent) is mostly used throughout the ST, a sum for the frequency of
occurrences for each of the categories is conducted. Abbreviated forms have the

highest frequency; with a total of 1227 occurrences (see Appendix C).

The fact that the use of abbreviations is the highest among other categories in
the ST raises the need to conduct an analysis for the strategies used in translating
abbreviations and how are they represented in the TT. For this purpose, two terms of
highest abbreviation frequencies are selected for further study. Below is a discussion

of the translation of the two top abbreviations found in the ST.

To start with, a study of the term configuration item is selected as its
abbreviated form CI has the highest occurrences compared to other abbreviations in
the ST. Table 23 below illustrates the number of occurrences of each form as found in
the ST.
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Verifying equivalent term occurrences in the TT, multiple strategies are found
to be used by the translators. Table 23 as shown below, is set to record various

occurrences found as renditions in the TT.

Table 23 TT term form frequency - configuration item

ST forms TT forms TT # of occurrences
S il palic 176
Cl (Cl) =S Al jalie 9
Omitted 22
Configuration Item €h ij: :z ;
Configuration Item (CI) (Cl) Sl palic 6

As illustrated in Table 23 above, when using the full form in the ST, the TT
uses the full term as well. Similarly, when using the full form with the abbreviation in
the ST, the TT uses the same. An exception that is of huge importance is found when
translating the abbreviated form. As shown in the above table, the TT uses multiple
forms to represent the ST abbreviated form. Those forms includes: TT full form, TT
full form with abbreviation adjacent, or the omission of the abbreviation. The TT top
used form is the full form with no abbreviation attached, reaching 176 occurrences.
Expanding abbreviations to their full form is mostly applied throughout the TT.
Adopting such strategy therefore lead to an increase in the full form usage in the TT
compared to their occurrences in the ST.

Omissions is recorded in the TT for a number of cases, 22, within which a
pronoun is used for reference instead of using the full form as an equivalent for the ST
abbreviated form. In other cases, the abbreviations are omitted and no reference is
used; mostly due to having a repetition of the same abbreviation in the same sentence

which eliminates the need for including the second occurrence.

Using the full form with the abbreviation adjacent had few occurrences in the
ST as such strategy is only used to familiarize the readers with the abbreviation in

order to be solely used in the sections that follow. Such strategy will not be successful
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in the TT as the TL does not support the use of abbreviated forms. To solve this issue,
and as found in the TT, translators have used the full form in the TT as an equivalent

for when the abbreviation is used in the ST.

Studying the translated forms in the TT as shown in Table 23 above, few
occurrences are found for using the full term in the TL along with including the
abbreviated form in the SL, for example, <SSl yalie (CI). It could be said that
including the abbreviated form in the TT might be regarded as ambiguous and carries
no meaning to the target readers if they are new to the concept and have no familiarity
with the term usage in the SL. However, and as in many technical fields, professionals
happen to be using terms in both: source and target languages. It is therefore assumed
that the main reason for adopting such strategy is to help professionals in associating

SL terms with their TL translation.

The second term, of which abbreviated form is of high occurrences, is
information technology infrastructure library (ITIL). This term has the second most
frequently used abbreviation as found in the ST. Similar to configuration item (CI),
discussed above; this term is found to be used in three different forms throughout the
ST. The term comes in either full form, abbreviated form, or the full form with its
abbreviation adjacent. Table 24 below shows the number of occurrences resulting
from a verifying lookup of term usage throughout the ST. Only one occurrence is
found for the full form. Similarly, the full form with its abbreviation has three
occurrences, whereas the abbreviated form is mostly used with a record of 154

occurrences.

Table 24 ST term form frequency — ITIL

Abbreviation Full form Full form with Abbreviation

Information Technology
Infrastructure Library

154 1 3

ITIL IT Infrastructure Library (ITIL)

As noted, the term is regarded complex as it constitutes of four combined

words. Consequently, it is found to be more convenient to use the abbreviated form
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for the ease of reference and to avoid the repetition of this long phrasal term as it

might be disturbing to the readers. The full form is initially used to introduce the

concept and set the grounds for the abbreviation to be used as a short form throughout

the text.

Tracing translation strategy of this term and its associated abbreviation is also

important. On the other hand, and as the use of abbreviations is not supported in the

TL, it is important to analyze the strategies used in dealing with the abbreviation of

this term. A verifying lookup for term representation in the TT is conducted and listed

in Table 25 below.

Table 25 Term frequency — ITIL

ST form TT form Number of TT
occurrences
(Sl e shaal) il A gail) Al A€ 1
(TIL) J ¢l & ! 1
Jdo'Sy 2
ITIL T 93
(ITIL) Jd 48
Omitted 9
IT Infrastructure Library Cla glaall duuail dial) ) dvSa 1
IT Infrastructure Library A dal) Al A - (ITIL) Js )
(ITIL) il sladll
E‘II'TIIrII_f)rastructure Library e slaal 2 At Al A€ - Ji 1
Information Tec_hnology A Al Al A - (ITIL) i
Infrastructure Library 1

(ITIL)

Cila slaal)

Inconsistency in the strategies used in representing the abbreviations is noted.

Throughout the TT, almost six abbreviation representations are recorded including:

1. usage of full form with borrowed abbreviation adjacent

2. Transliteration of abbreviation

abbreviation in brackets

3. Transliteration of abbreviation

4. Borrowing of abbreviation into TL
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5. Borrowing of abbreviation into TL adjacent to SL abbreviation in
brackets

6. Non-presentation ( omission)

Considering the number of occurrences of each of the translated forms reveals
that borrowing Js& is mostly resorted to as it has a record of 93 occurrences. On the
other hand, despite having few occurrences, the usage of transliterated form of the ST
intialism J) ) 5 ¢! is regarded as confusing as it carries no clear representation unless
the aim for opting for such form is to help the target readers with its pronunciation.
There are no TL words that this transliterated form may refer to. Omissions are also
recorded in the TT for cases in which the ST abbreviated form is used twice in the
same sentence or a pronoun is used in TT instead. Such omissions in the TT are
inconsiderable as they have no effect on sentence structure or the delivery of meaning
to the target readers.

Studying the full form occurrences in the TT also reveals inconsistency and
the lack of standardization as multiple representations are found throughout the TT.
Resorting to borrowing and transliteration as strategies in dealing with the abbreviated
form is questionable. Including SL forms in the TT might lead to confusing target
readers due to the possible difficulty of associating those forms with any concept
unless initially defined.

Going back to the context, it is found that the full form with borrowed
abbreviation is used in the beginning to establish the concept and facilitate its
association when using the abbreviated form. Moreover, and having the associated
field in mind, the abbreviation ITIL is promoted to be commonly used as brand name
and a title for certifications in this field. A similar example is the 1SO certification
which has achieved recognition and is commonly used and included in its
transliterated form, s, in many publications. Likewise, ITIL Jgi, is set to be

commonly used and recognized by professionals in the field of ITSM.

It is therefore a better strategy to have a consistent representation for this
abbreviation to be used throughout the TT. As done in the ST, the translator can
choose a single form such asds to be used throughout the text, and that will come

after defining the term in full form with its abbreviated form in the beginning.
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This chapter provides an analysis of a selection of top frequent ITSM terms
based on certain analysis criteria including: term form, translation strategy,
consistency of term usage, term root, and the study of definitions as part of evaluating
the establishment of concept relevance. Moreover, as a sample of problematic issues,
abbreviated forms are also analyzed. The next chapter provides a discussion on the
findings and conclusions with regards to ITSM translation strategies trends,

concluding with recommendations for further research.

64



Footnotes
2 The ST and TT terms in the examples are in bold typeface. My emphasis.

% The text is reproduced here with all its grammatical and spelling mistakes.
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5. FINDINGS

This chapter provides a discussion of the key findings in the course of the
analysis presented in the previous chapter. Appendix B and appendix C are also used
as a reference to acquire frequencies and percentages of translation strategies used.
Accordingly, the findings are discussed in terms of strategies used in translating

terms, sub-terms, and abbreviations.

To identify findings in terms of trends and frequencies of translation strategies
of the TL terminology of ITSM, an analysis of the terminology listed in the database
is conducted. It is worth noting that the original database is not a terminology work
proper, but rather a resource for the translation team to resort to as a unified data-base

of term translations.

As shown in Appendix B, the English terms and their Arabic translations are
listed along with a column that is allocated to identify the translation strategy used for
each term. The table is used to identify translation strategies and calculate percentages
of most used strategies. Having that facilitates the process of identifying tendencies

and trends in translating the terminology of ITSM’s publications.

Assessing inputs from the analysis chapter and the appendices, findings are
discussed as follows. To start with, variation is found in the translation strategies
adopted to deal with ITSM terms. Main translation strategies that are found according
to their usage frequency are: calque, literal, modulation, borrowing, explicitation,
omission, and expanding. The latter strategy, expanding, is more often used within
this context to deal with abbreviated forms. In addition, some SL terms were listed
with two TL suggestions; therefore, two translation strategies, “multiple strategies”,
are found used in translating each of the suggestions. This result in an increase in the
total number of strategies used (Appendix B). Table 26 below calculates the

percentage of each of the identified strategies:
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Table 26 Frequencies of translation strategies

Strategy Frequency Percentage
Calque 290 57.31
Literal 171 33.79
Omission 48 9.49
Modulation 28 5.53
Borrowing 26 5.14
Explicitation 21 4.15
Expanding 14 2.77

Reviewing the above table, it is noted that the total number of frequencies, 598
exceeds the total number of terms, 506. That is mainly due to having some terms
listed with two suggestions. In some cases, a different strategy is used for each
suggestion, therefore leading to an increase in the total number of strategies used for a
single SL term. An example for using multiple strategies is in listing two TL
suggestions for the term business, 4wwe/slad dee, within which two translation
strategies are used: explicitation and modulation. Another example occurs in
translating Business Relationship Management (BRM) 4l <&lall 5 03 using calque
strategy in translating the full form while using omittion for the abbreviated form.
Apart from omission, translating abbreviations using borrowing strategy have also

caused an increase in the total frequency.

As illustrated in Table 26 above, calque translation is the highest with a
percentage of 57.31; making it the most used translation strategy. Following that is
literal translation, with a percentage of 33.79. Having in mind that the ST is of
technical nature, opting for such strategies is justifiable. Generally, literal translation
is commonly used in technical texts and for most of TL terms, existing direct

equivalents are usually found and therefore, require no coinage of new terms.

With reference to the terms listed in the database, terms mostly included:
single word terms, multi-word - two-word terms, and complex terms for those of three
or above words. For one-word terms, literal translation is mostly reverted to.
However, the issue of multiplicity is noted as some terms have multiple TL suggested
translations listed to be used as seen appropriate to the context. In addition, a number
of borrowed terms are also noted. Borrowing of one-word terms is found for cases

such as:
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e Using an already borrowed, established, and frequently used term in
the TL such as: computer — sissesS, catalog — zs\S, delta — Uy, and
VIrus — o548,

e Borrowing of abbreviations either by including the SL form in the TT
or by transliterating those abbreviations as intialisms such as: CSF —
il al o, SMART — & jlass,

Analyzing two-word terms reveals that similar strategies are used. Calque is
mostly opted for as direct literal word for word equivalents are used to form a
compound. Examples include: acceptance test —Jsall sl application maintenance —
Gkl Aua, definitive software library — saasall zal il 458, Multiplicity is also noted
for two word terms as the database provides multiple TL suggestions for some of the
terms. Examples include: technical support — (Sl acall/dud)sacludl  incident
management — <l 3 lal/«38 0 5 ), Calquing usually results in creating new word

associations in the TL.

Noting that the original database is generally set to be used by translators for
all ITIL publications, multiple TL suggestions might have been listed to give the
translators flexibility in using the different renditions with relevance to the context.
Within the ST publication, Introduction to ITIL (Bon, Pieper, and Veen, 2005),
multiplicity can have a huge impact on key terms as providing two translations for
one SL term leads to inconsistency of term usage throughout the TT and therefore,
affects the standardization of TL terms. Multiplicity in translating technical terms is
not a terminology work proper as a single term for a single concept is sought and
promoted especially in specialized fields. Opting for multiplicity as a strategy in

dealing with such technical terms will lessen their eligibility for standardization.

Other found translation strategies included: explicitation, modulation,
expanding, and omission. Compared with other strategies illustrated in Table 26,
those strategies are less frequently opted for. For example, modulation as a translation
strategy has a usage record of 5.53%, and it is mostly used when strategies such as
literal translation fail to establish concept relevance in the TL. Instead, modulation is
used as a dynamic translation strategy as it focuses on delivering the meaning to the

target readers by using a different phrase.
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Using modulation as a translation strategy, variation in term form from the SL
to the TL is noted. As found in some cases in the ST, a one-word term in the SL
changes to a phrasal term of two or more words in the TL. As long as literal
translation cannot be applied here, opting for such strategy is sought to maintain

concept relevance in the TL and is regarded as justifiable.

Additionally, explicitation came with a percentage of 4.15 while expanding as
the lowest with a percentage of 2.77. Examples of explicitation includes: application
sizing Gkl aas uas business o3 dee,  completeness oG il downtime
Jeall e B sill 30, Rendering such terms, the translator reverted to explicitly
translating the implicit element in the SL term in order to convey meaning to the

target readers.

On the other hand, omission is used in some cases while dealing with
abbreviated forms, and that is when the full form is used in the TT instead of the
abbreviation. Omitting abbreviations in such a case is acceptable as expanding to full
forms will lead to the repetition of terms in the TL. In some cases, the abbreviated
form is included as an adjacent to the full form. Few occurrences of transliteration of
abbreviations are also noted, however, they are opaque in the TL since they are not

established in the TL nor do they have clear reference to the words they stand for.

The multiplicity of translation suggestions and the use of abbreviations for
some of the terms have lead to the occurrence of joint strategies. Generally, and for
most of the terms listed in the database, a single translation strategy is used. However,
in a number of cases, a combination of two strategies or a maximum of three
strategies are used in translating a single term. As illustrated in Table 27 below, joint
strategies such as calque and omission have the highest frequency, 40, within which
omissions are mainly applied for the abbreviated forms. Expanding and borrowing is
the least used joint strategy with a frequency of only 1 application in the database.

Other joint strategies came with frequencies ranging between 2 to 14.
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Table 27 Frequencies of joint strategies

# Joint strategies | Frequency Example
1 Calque_+.Omission of 40 Capacity Database (CDB) Jald) iy sacld
abbreviation
. PRojects IN Controlled b ) AeSak iy A ag jlie
2 | Calque + Borrowing 14 Environments (PRINCE?2) 2
. - —— et A ) o3 )
3 | Calque + Expanding 7 :T-:—azzrg\jlelfe continuity R :1: ,ﬁ:;
Modulation + ‘
4 | Omission of 5 Balanced Scorecard (BSC) O siall elaY) adlay

abbreviation

Calque + Expanding + IT Infrastructure Library il slrall 483 4 giadl) Al dSa

S Borrowing 4 (ITIL) Vel &gh)
Explicitation + o
. Auvailability Management Al w3 ] i e s
iy 5l calily sac\d
6 Omlss[on.of 3 Database (AMDB) 3 o8 5Bl Sl Bae
abbreviation
7 | Literal + Borrowing 2 Delta release "l
8 | Literal + Explicitation 1 Support ac ) / Adll sacLuall / 3acLall
Jeall dalins dagi pad il / ol )i
9 | Literal + Modulation 1 Stakeholder Jals / dusall & Capal 53/
A/ aeY)
i il gheall det) A giactll day) A0€a
10 Expanding + 1 ITIL slaall A 4y sl A
Borrowing (IO
Total 78

Referring to Table 27, we can see that calquing is the highest strategy opted
for as it occurs in high frequency and is used in 4 of the above listed joint strategies.
This seems to be a straight forward outcome since calquing is the most used strategy
in translating ITSM terms (see Table 26). However, variation of usage in joint
strategies is found when it comes to other strategies such as: borrowing, omission,
expanding, explicitation, modulation, and literal translation; as those strategies have

fewer frequencies.

Additionally, records are also found for terms with two suggested translations;
however, those are found in fewer frequencies. As illustrated in Table 28 below, a
single SL term is provided with two TL suggestions within which two different
translation strategies are used. Such multiplicity of suggested translations will
obstruct standardization of terms as a single term for a single concept is recommended

as a fundamental rule for terminology and standardization practices.
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Table 28 Frequencies of multiplicity

Multiplicity — terms

# with two alternatives Frequency Examples
. . . - - 5 o Jear E 1 - \
! Explicitation & Calque 3 Gradual recovery /s o f, .
@g‘)m o
2 . Maintenance . e T
A Loa 3380 o)
Modulation & Calque 2 window Alpa 330 ) dua
3 A L. . J.JL;AA e\m\ /.J:I.@_z::
Literal & Explicitation 2 Outsourcing i s
4 | Explicitation & . . .
. o — BN
Modulation 1 Business dsse — )3 dee
5 | Modulation & Literal 1 Live e JS
Total 9

Generally, most technical texts aim to achieve consistency of terms. In such

case, translations may fall at the expense as adopting literal translation may produce

terms that are not as specific. Exceptions may be regarded as more justifiable for the

sake of achieving accuracy and concept relevance in the TL. However, and as found

in some examples in the TT, translators used different renditions for a single term

throughout the text. It is important when deciding on using joint strategies to ensure

achieving consistency, and that can be achieved by using the same translation

throughout the TT.
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6. CONCLUSIONS

Focusing on the research topic in particular and reviewing the findings, this
chapter provides an overall summary for this study, outlining the findings, and finally

concluding with recommendations for further research.

Starting with the objective of the study, which is to investigate ITSM
arabicized terminology and determine the tendencies of translation in the domain-
specific context of this field, the research sets out with questions on the translation
strategies adopted to deal with ITSM terminology, the most frequently used strategies,
and how are the problematic aspects of ITSM terms dealt with? Setting the grounds,
the study provided a general introduction on the field of ITSM, addressing the
significance of this newly established field and the focus on the arabicization attempt
of its terminology as introduced in the book: Introduction to ITIL (2005). The study
then provided a general review of translation literature and its interrelation with
terminology, moving to the specific focus on the arabicization of special field

terminology.

To answer the research questions, the research selected ITSM terms as data
from the Arabic version of the ST (U85 03, 2007). The selection criteria of
ITSM’s terms was mainly based on frequency. Highly frequent abbreviated term
forms were also selected. The main difficulty was the manual calculation of the
selected TT term occurrences as attempts have failed to acquire an electronic copy of
the TT and this has extended the time of research. Following occurrences calculation,

the selected terms were ready for analysis and identification of translation strategies.

In the analysis, the study provided a thorough discussion of top frequent terms,
which included: analysis of term form, translation strategy, consistency, root tracing
in TL dictionaries, and the study of term definition leading to the determination of
concept relevance. Moreover, being crucial to technical contexts, translation strategies

used in dealing with highly frequent abbreviated term forms were also investigated.

Based on the analysis, the study presented the findings in terms of a general
discussion of translation strategies used. Calculation of translation strategies’
percentages helped in identifying trends in translating ITSM terminology based on the
ST and the TT, the first official arabicized attempt in the field. The findings of the
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study demonstrated that linguistic incompetence was found in the database and this
might be due to having the database of terms as an unofficial draft of candidate terms
to assist translations of this initiative. Variation was also found in the number of
strategies adopted in translating the terms. The main strategies identified according to
frequency of usage were: calque, literal, modulation, borrowing, explicitation,
omission, and expanding. Terms were also translated using more than one translation
strategy. Records were also found for multiplicity of Arabic suggested terms within
which two Arabic suggestions are given for a single SL term; thus leading to a hurdle

to future standardization attempts.

Additionally, the discussion of problematic aspects included the analysis of
abbreviations, within which omission was found to be used as a strategy in dealing
with some abbreviated forms. Having in mind that such publication readership is
mostly of technical background and the translation is more likely to be used as study
material for professionals in the field attending ITIL training courses, omitting
abbreviations in such a case may be regarded as acceptable as expanding to full form

will lead to the tedious repetition of the full form of those terms.

Tracing abbreviation usage throughout the TT revealed that in some cases, the
abbreviated form was included as an adjacent to the full form. Few occurrences of
transliteration of abbreviations as initialisims were also noted, however, they are
regarded as opaque since they are not established in the TL and they do not have clear
reference to the words they stand for. As in most technical fields, consistency of key
terms is of great importance; however, translators in this case might have opted to
include the Arabic translation along with the abbreviated form to assist in relating
concepts between the SL and TL. Considering the nature of the field of IT and having
bilingual professionals in most cases, repetition of expanding to the full form or
transliteration as strategies are not seen as necessary when the familiarity of terms is

already achieved when having professionals as content readers.

However exploratory, this study is the first in the field and therefore, it offers
insights to other ITSM broader elements including: publications, accreditations, and
trainings; eventually leading to advancement in ITSM’s arabicization project.
Considering the importance of this newly found field, it is vital for more arabicization

initiatives to be promoted and supported. Moreover, the standardization of ITSM
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terminology is crucial to the unification of ITSM terminology, leading to the
facilitation of association and interrelation of concepts in different languages. It is
therefore recommended for the existing Arabic version of the book ( «sa A5 O
2007) to be revised for a new edited republication and further research to address
standardizing ITSM terminology to develop effective arabicized attempts in the

future.
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Terminology Translation
Table for IT Service

Management
Language: Arabic
Version: 2.0
Date: 2006-03-25
ENGLISH TERM No Final Arabic Translation Synonym Notes
Total : 934
Absorbed overhead 0 Aaane Al calads
Absorption costing 0 . GL“‘ J‘;(.\ CallSs
Acceptance 0 Jsd
Acceptance criteria 0 Jsadll Hulaa
Acceptance environment 0 Jsall Ja gy o) J gl Ay
Acceptance test 15 Jsadll sl
Access control 0 Jsaall = r,SA:\S\
Account manager 0 eSandl Clua e
Accounting 0 Lo o aulae
Accounting period 0 Jonalaal) 5 yiall — ALl 5 yall
Accredited 3 e
Accuracy 0 o daa oAl
Acquisition 0 LSy /o3 5kaldl
Action lists 0 Janll 23
Activity 0 BRI
Activity Based Costing (ABC) 0 iyl e satiual) A8l
Actual Spend 0 il By
Adaptive maintenance 0 LKl Aluall
Additive maintenance 0 Hdla) Dl
Adjustability 0 ey -J.u’.\” 4_\14\_».
Agreed Service Time (AST) 0 Lede (Baiall Aaadl) 5 yid
Agreement 45 agdle) /o caladl
Alert 0 BIAY IR
Alert phase 0 DAY Al e
Allocated cost 0 alade dal
Analytical modeling 0 (shlaill 23 gaill
Application 291 b/ ok
Application maintenance 3 Glaphill Llua
Application management 78 Gkl 3 )
Application portfolio 9 Gkl Claviiee
Application Service Provider (ASP) 0 Gukill Ciladd A4S 55
Application sizing 9 Gubaill ana juad
Application software 0 Al al pll
Apportioned cost 0 dacadall 483l
Approval 13 48| ga - J 5
Architecture 6 Skl 7 dgul
Archive 1 - s gina - Ol - Cadi )
Joaaill cilala
Assembly CI 0 il Al S
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Asset 12 Gl s ga - J sl
Asset management 9 il ea gall 3yl
Asset register 0 il g gall Jas
Assurance 10 el - ) - asls
Attribute 7 duald
Audit 18 RN
Auditability 0 dzal yall Jil8
Auditing for Compliance 0 Aataall (e XSG Zaal) yall
Authentication 3 & gl
Authenticity 0 Ay
Authorisation 0 o ofill /oy paaall
Authorised Examination Centre (AEC) 0 daliza ladal S e
Authority 20 adali)
Automatic Call Distribution (ACD) 0 N EE N TN PP
Availability 288 Laliy) / aal sl
Auvailability management 113 CLal&ay) i o8 5l
Availability Management Database 113 Lol 5 ¢35 yla) liln sac @
(AMDB)
Availability plan 5 Y] b g3 ddad
Back-out plan 17 FENBHIRSTEN
Backup 12 (hlial
Balance check 0 2o ) and /ope KB Context
‘ unclear
Balanced Scorecard (BSC) 0 O siall ela¥) ddUay
Baseline 21 Y/ el Laall
Baseline security 0 e oY) aal)
Batch processing rate 0 @53 S Jaza
Benchmark 2 A (alusd
Best practice 34 Al A jladll
Billing 0 il laal
Biometrics 0 Ao gl gl bl
Brainstorming 0 B3 Chae / JSil £ 5l
British Standards Institution (BSI) 0 Aglay bl dpulall el 4
Budget 38 a3 el
Budgeting 25 4 e puiag
Bug 0 JPEEGTAY
Build 35 el / Jac
Build environment 0 slll / Jaall 45y
Business 610 T e — g lad dae
Business Capacity Management 2 A el clplSal) 5yl
(BCM)
Business case 5 G all Aalaidy) Allal)
Business continuity 16 Labaid@y) 4y ) yaiu)
Business Continuity Management 2 LalaiiVl 4 ) il 3l
(B?nge)ss Continuity Plan (BCP) 1 LalaBBy) 4 ) painy) ddad
Business continuity planning 0 LalaiiVl 4 ) i aylassl)
Business continuity team 0 ALt 4 ) et (31 58
Business customer 1 A8l / A sall Jaee
Business driver 22 Gl adla
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Business function 15 Joon ) A8k ¢ / Fis 5l Calaaf Context driven
‘ translation
Business Impact Analysis (BIA) 5 A sall Ao V) Jalas
Business IT Alignment (BITA) 0 408 Jlantio A gall Jagad Intended
A latll o slaal meaning here
Business objective 13 Al Calaaty)
Business operations 8 Al cillaal)
Business perspective 34 EB NS ghaia
Business process 52 Al cled )
Business recovery objective 0 ] Dladll Galaay) () j.‘\
Business recovery plan 0 < Dladll Gilasy) ddas
Business recovery plan framework 0 ol iyl Aad Jee
Business recovery team 1 okl i) & 4
Business Relationship Management 1 Al CEdad) 31y
(BRM)
Business relationship manager 1 Al GlEdall paa
Business representative ol Jiee
Business request 0 EBENREIY
Business requirement 20 et allbia
Business service 4 L Hjlaidand
Business Unit (BU) 11 LHladsasg
Bypass 1 GL;_,
Call 16 s / Jbail
Call centre 2 OYLatY) Ky
Call type 0 Juai¥l g 5
Capability Maturity Model (CMM) 0 ALl 5 a8l 3 gad
Capability Maturity Model Integration 1 Alal<ll 3 aal) E.* gt JalS3
(CMMI) ‘
Capacity 119 Ao ¢ Agla ) Al ¢ 5 yadl)
Capacity Database (CDB) 3 Al by 3ac @
Capacity management 66 Axlall 3yl
Capacity Management Database 1 Ol 5yl lily sacd
(CDB)
Capacity plan 27 Al s ylal ddas
Capacity planning 7 Aol Jadaasl)
Capital cost 2 Il Gl A
Capital Expenditure (CAPEX) 0 Clland N By
Capital investment appraisal 0 Jual Gl il TGy
Capital item 0 JUl il 5 yealic
Capitalisation 0 eyl
Categorization 0 Cayiaill
Category 21 Cabn /4%
Cause / Effect Diagram (CED) 0 Aol 5l (Sl an I
CCTA Risk Analysis & Management 0 Liylal s il Jilai dyagia
Method (CRAMM). ‘
Central Communications and 8 54 S yall VLAY Al
Telecommunication Agency (CCTA) ENLEN) L ) 635
Central point of contact 1 4 S all Jlaiy) ddads
Certificate 9 Balgd
Certification 4 Balgd eldac)
Certification Authority (CA) 3 G sl Adal
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Certify 0 2l - e Baay

Change 500 il

Change Advisory Board (CAB) 4 oill (g LI Galaall

Change Advisory Board / Emergency 0/2 Aal/ fobinny) Huail) (ulsa

Committee (CAB/EC) s )Ll\

Change authority 0 Dl A

Change builder 0 JEYTE S| VLN

Change control 2 il 8 a8l

Change document 0 i) A&

Change history 0 ol e ) 6/ il Apd )

Change log 0 sl s

Change management 209 il 34l

Change manager 14 udll e

Change model 5 Dwadll 23 g

Change processing 0 il g sl

Change record 4 wsdl) e

Change request 5 FECTURIA

Change schedule 0 ouedll Jgan

Change slot 0 il A i

Chargeable item 0 PYNGUREICIENE Y

Chargeable unit 0 el Aniald Baa

Charging 65 Ol bl / e/ jaw (b Context driven
translation

Charging policy 5 Al A / ) Al Context driven

& Slaall translation

Charging process 1 e Saall dplaa Gilel ya) Context driven
translation

Charging System 5 Dmndl) ol Context driven
translation

Cl level 2 5l 2 g (5 gl

Cl Type 9 S il gl e 6

Clarity 0 sl

Classification 47 u gl / Cnuail)

Clean desk 0 2aa (e el similar to
"clean sheet of
paper"

Client 3 Jaaall

Client access licence 0 Jaardl J 630 (s 3

Closed 19 Glae

Closure 12 e

Closure code 0 eV

COBIT 0 5 o glaall e 346 ) Caloal

Aiaal) Al

Code of Practice (COP) 4 A jlaall 2c ) 58

Cold standby 0 )L **

Command, control and 0 SVl 5 a8aill g 3 ylasall

communications

Communication facility 0 YL (38 5

Compatibility 0 8 gl

Completeness 1 A slaal

Complexity 11 2l
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Compliance 14 o A1

Component 29 _aic

Component CI 0 S gill Bas g ¢l 3al

Component Failure Impact Analysis 5 b Kl Jid i Jalas

(CFIA)

Compromise 0 Lo gl Jall / 4 slsall

Computer 32 Fana S/ Ggula

Computer Aided Systems Engineering 0 A gmaaSll e Luay alail) dinia

(CASE)

Computer center 1 Cgulall S 5

Computer operations 3 (Pisnasll) G gulall Sllec

Computer platform 0 Ssma KU aa yall sl platform
means system
here

Computer system 8 (sl @ pulall alas

Computer Telephony Integration 1 YL 5 se oS O lalra JalS3 Fkk

(CTI)

Concurrency 0 (el 3

Confidentiality 11 Ayl / dpa padll

Confidentiality, Integrity and 4 2l gl g JalSill g 4y yudl

Auvailability (CIA)

Configuration 214 Al /4uS 5

Configuration and Change 0 Gl urall 5 Al 5 )l

Management (C&CM)

Configuration baseline 0 S gl e

Configuration breakdown structure 0 S il e s8e JSaa

Configuration control 0 S il A

Configuration documentation 0 @S il Gilatioe

Configuration identification 0 S il anaas

Configuration Item (CI) 15 @S il paic

Configuration Management 165 s il 3}

Configuration Management Database 11 @S il 3 la) clily sac @

(CMDB)

Configuration management plan 0 S il 3l ddad

Configuration manager 3 @S il e

Configuration record 0 @S il Jaw

Configuration status accounting 0 Sl Al e Audal) Translated as
Accounting
based on
config. Status

Configuration structure 0 il JS

Configuration verification and audit 0 Sl e Bl (g8l

Configure 1 RV P translated as a
verb

Connectivity 0 Joa gill 4,18

Contingency manager 0 Al YLD e

Contingency plan 8 sy shll ddas

Contingency planning 4 5 shall aYa] Jaylasl)

Contingency planning and control 0 Lz oSall 5 g5yl shall YT daudaadl)

Continuity 13 Al aia)

Continuity manager 1 )l i) e

Continuous availability 0 el 2a) 5

Continuous improvement 4 el Cpuaniil)
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Continuous operation 0 3 e Aglec

Continuous Service Improvement 1 YNNI UXEN TER Y Y aelill el

Programme (CSIP)

Contract 18 285/ Nac

Contract manager 0 Cladladll jiaaa /2 g8all e

Contractor 1 Mlaia /] 5l8a

Control 83 pSail 44

Control Objectives for Information 1 Al 5 e glaall 16 ) Calaa

and related Technology (COBIT) Siadll

Control processes 0 oSl Ql;\ )

Controllability 0 Aphluaiyl

Cookie 0 S8 S8

Correctability 0 Zsaaill Ll

Corrective controls 0 Aniaiai oyl ga

Corrective maintenance 0 donanai Ailua

Corrective measures 3 doasaaill ilel )

Cost 168 aalil)

Cost benefit analysis 0 adliall g cadisall Julas translated as
analysis of
costs and
benefits

Cost by Customer Cost Model 0 Jreall 73 gad Coa A3l

(cccMm)

Cost by Service Cost Model (CSCM) 0 4.4l GL\A}" Cuea 43l

Cost centre 0 aalkill < ya

Cost effectiveness 2 aalal) le d

Cost element 11 PRI

Cost management 2 aalil) 3 1)

Cost model 0 AalKil) 3 gad

Cost of failure 0 Jhal) dalSs Jasal) o

Cost plus 1 AalKil) 348 +

Cost type 10 dalsl) g o

Cost unit 11 Al 3as

Cost-effectiveness 1 aalal) le d

Costing 1 Callsil) dvidaa

Countermeasure 0 salcaall / ALEall el jaY)

Cracker 0 il ua B/ abana / (3 yida / SIS

588

Crisis 5 ey

Crisis Management 2 Gl Y 5l

Critical Success Factor (CSF) 36 (<) ol o) g Cl;fd\ Jale

Cryptanalysis 0 B adall ) sa ) Julas

Cryptography 0 5_adll ale

Culture 43 dalal)

Customer 294 O M/ Jaendl

Customer focus 4 O e Sl

Customer liaison 0 L e Jaal 53l

Customer Relationship Management 10 ¢ Sazll Clddle 3 1)

(CRM)

Customer Satisfaction Survey (CSS) 2 Ol el (s2a &M.u\

Customer-managed use 0 Ol Bl s Jlaniinl
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Customer-supplier relationship 0 )y sall 5 e Skardl CEe 3 o)

Data 82 bitall

Data center 1 bl K e

Data collection 0 Gkl pes

Data infrastructure 0 bl Al 4l

Data management 0 cbiladl 3 l)

Data mining 0 Sl & sl

Data processing 1 bl Aslles

Data transfer time 0 bl Jas s

Data warehouse 0 Gblall 53

Database 0 Lkl sac 18

Decryption 0 3 yadll sl

Definitive Hardware Store (DHS) 6 a0l 3 eaY) e

Definitive Software Library (DSL) 11 3aaaall o ol 4k

Degradability 0 saaill 4allE

Degradation 1 saaill

Deliverable 0 Aarlidt Saa

Delta release 8 "l laa)

Demand Management 7 lhall 3,0

Deming cycle 0 FEIPRLETIEN

Dependency 0 Lalaie V)

Deployment 80 i)

Depreciation 6 Sty

Detection 13 I IV I W

Detection controls 0 aiSl) Jayl gun

Detection measures 0 isll Gilel yal

Detection time 4 adSl ¢ 4

Development 120 a2 gkl

Development environment 12 aohaill Ay

Diagnosis 22 i il

Diagnostic script 0 sad &l ad

Differential charging 1 e izl translated as
variable
charging as in
the text

Digital signature 0 ) ad g

Direct cost 12 B_pdlaall A<l

Disaster 38 YRS

Disaster recovery 12 458 2y Jaril) okt

Disaster recovery management 0 Gyl S ary Jarill saleial 3,000

Disaster recovery plan 4 Gyl Sl amy Jaridl) salaiad ddad

Disaster recovery planning 0 Ay Jasdidl) salainy Jadadsl)

RS

Discounted cash flow 0 pseadia (58 (34N

Discounting 0 JNUCEN

Distributed computing 1 de ) sall AV Aslaall Qe ) gall sl sl

Distributed system 1 & e pllad

Do nothing 3 oM Adee
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Document 19 dad,
Documentation 37 G gl
Domain 4 )
Dormant contract 6 Aalaall 3 gaall
Downsizing 0 Ualsil)
Downtime (DT) 21 Jendl (e a8 gl 30a
EDP-audit 0 G o Alall b Calins) Lalis (58
Ly S il dadles
Effectiveness 15 aaleal)
Efficiency 20 3elasl)
Elapsed time 1 Gl (a3l
Electronic Data Interchange (EDI) 0 (&2 u)) L gyl enbiball Jals
Elements of cost 0 kil yalie
Emergency change 2 ot
Emergency release 0 Ayl Jaed 3alaiul
Encipher 0 il
Encryption 0 il
End user 3 PRECNON]
End User Availability (EUA) 0 (4 ) Sl paiiall Loyl
End User Down Time (EUDT) 0 Sl ardiiall gl Jlantll 54
End User Processing Time (EUPT) 0 el lalial eliad (ga ) Translated as
the time to
deal with end
user
Environment 7 2l & Jaadll
Equipment level 0 3 ey (5 sinee / Claxall (5 gica
Error 77 Uax
Error control 0 Lol Sl
Escalation 24 Jzaaill
Escalation threshold 0 2xaill ddady
Escrow 0 Olasall
Estimation 0 _aadil)
European Foundation for Quality 1 ) ) 335l 3y 43 5¥) Al sall
Management (EFQM) (&) 58l
Evaluation 29 andi
Event 36 s
Event management 0 Gaall sl
Examination Board (EB) 1 @) Oaia¥) Galaa / LAY A
(&
Examination Institute for Information 0 @)) Glaglaall alal laie¥) gaa
Science (EXIN) (o) Lﬁj US|
Exception report 4 (Sl 8
Exclusiveness 0 s
Expert system 0 BITEQABEY
Expert user 0 BYEUPREGN|
Exploitation 0 i)
External audit 4 > Al
External customer 1 oAl daaall
External Service Provider (ESP) 2

BPNOWAPENG ENEVXEN{IPEN
(o) ) e Al daxall
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Facilities (environmental) 0 OBlgud

Facilities management 2 O gl 3510

Failure 2 S/ Jlans / 3lea)

Fall back 1 shlis) / Aalatin

Fault 20 Jlae /Uas

Fault tolerance 1 Jhaall daalen / JIAT) dalans

Fault Tree Analysis (FTA) 5&3 IS\ PERE AN

Financial management 44 Al s lay

Financial management for IT services 13 Cila glaal) 4 cileadd 401 3 5aY)

Financial year 2 ALl dnl)

Firmware 0 Aina mal

First Time Fix Rate (FTFR) 0 U slae Jsl 2ie #3a¥) Jaze

First-line support 7 J¥ sacluall Jad

Fishbone diagram 0 PENTCP Uy g N

Fit for purpose 0 oaall Culia

Fix 18 ohal / il

Fix notes 0 oY) cillaadl

Fixed cost 3 Al 4als

Fixed facility 2 i Jagod

Fixed price 0 Gl jrw

Flexibility 10 EATPY

Follow the sun support 1 el Hlae e sacliw Translated as
round the
clock support

Forward Schedule of Changes (FSC) 2 (stiiuall i)l mals o

Front office 2 Jlaiay) (aiSa

Full cost 2 ALaLal) / Al sl

Full release 7 Jal&I goUay)

Function 20 gk

Functional escalation 6 sl sl il

Functional maintenance 0 dpads ol Alual)

Functional management 0 agands i3 lay)

Functionality 12 aads )

Going rate 1 bl rall /z Hlall Janall

Gradual recovery 1 Gt/ A i Balaciul

e

Guideline 3 ilgaa 51/ Jadal)

Hacker 0 Oda - Sy S

Hard charging 0

Hardware 0 i snaSll o) 3l /5 el il K

Help desk 4 sac Lol CiiSa

Helpfulness 0 sacluall e 5 a8l

Hierarchical escalation 5 PPRVANIRTE SO PPN A | IR IO

Hoax 0 A/ danad

Hot standby 0 a1 el / 051 doad) Translated as
"first" or
"important"
standby

ICT 122 L) 5 il slaall Ay
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Identification 48 A sa/Cay g2t
Immediate recovery 1 S8 (el [ Ay ) 98 Jai Balatiual
Impact 2 S/ sl
Impact analysis e S Jalas /el Jalas
Impact code 0 BB
Impact scenario 0 Ealall Cagyla/ AV sl
Incident 335 Gaala 5l Aadl
Incident call 0 Galall f A8 5l AdiKa
Incident control 0 & e 3yl / a8 gl oSasl)
Incident life cycle 0 Tl gl o) Caaladl sla 55 00
Incident management 138 ElaaY s lal / @G}S\ 5yl
Incident processing 0 PP\ EN(EY
Incident record 23 &85l o
Incident Report (IR) 1 By 8
Indirect cost 8 il yud) dal<al)
Information 416 Cila sleall
Information & Communication 0 il glaall (4438) o Lo gl <8
Technology (ICT) VLAYl
Information function 0 Gl slaall dapls o
Information management 1 Cila glaall 3l
Information security management 5 e Dl / Gl glaall dles 35100
Oila slaall
Information security manager 0 Tl e/ Glaslaall (el jue
il gladl)
Information security officer 3 Oila gleall ‘é_'mi)l\ Jgsall
Information security plan 0 Sl slaall (el ddad
Information security policy 3 e slaall el Al
Information system 25 Sila laall ala
Information Systems Examination 1 o) ) il slas alas claial ulaa
Board (ISEB) (g
Information Technology (IT) 4 Cila slaall Ay
Information Technology Infrastructure 1 Oila sleall 4t dviatl) Ayl 43<a
Library (ITIL)
Informed customer 1 4 e 53/ adlas Jaas
Infrastructure 8 Al aud)
Infrastructure service 4 il ) daad
Initiator 1 (eiiall / g galdl
Insource 0
Install 2 @S 3
Installability 0 s Sl s
Installation 34 Ll
Institute of IT Service Management 0 A8 ladd 3 1) A e/ g2
(1oSM) e slzall
Integrated life-cycle management 0 3Ll 3 sal Alal<iall 3 lay)
(ILM) Ll Y
Integration 4 T/ JalSs
Integration testing 0 Jalsil) el
Integrity 0 aaly/ Al
Intelligent customer 0 Sy dwe
Interactive processing rate 0 el Aallaall Jana
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Interactive Voice Response (IVR) 1 el S gall o glasll
Interconnectivity 0 Joal 51l 18
Interface 5 dgaly
Interfaceability 0 dgaly s dlls
Intermediate recovery 1 Lo gie et / Adai g Jardi 3aladia)
Internal customer 0 3 Oe)/ AR e
Internal service provider 0 PAENK EPREN ICPRW
International Organization for 1& (59) mlaall 430 gal) digel)
Standardization (ISO) 19
Internet Service Provider (ISP) 0 i i) A0l 39
Interoperability 0 Jalutall Jardsl) 4,008
Inventory management 0 2yl 408 5 500
Investment appraisal 1 Dby and
Invocation (of business recovery 0 o Jand) o Llal) Ll
plans) (Baas 30l
Invocation (of stand by arrangements) 0 (Aaxinay) Gl ) K¥E]
Invocation and recovery phase 0 Jardiill salaiad o lapivill Als ya
Invoicing 0 il sall alac )
Ishikawa diagram 0 Sl )iy hhis
ISO quality standards 0 sagall goal yulaa
IT 13 il sleall (A 5 L ol i
IT accounting 0 Cile slrall 485 Apdaa
IT accounting System 0 Sl slaall 4085 Ailaa alas
IT audit 3 il glaall Ln 5 635 8 (3803
IT Availability Metrics Model 0 ) Sl slaall 43385 Aals] (alil 3 gad
(ITAMM) (¢ o ) 5 )
IT directorate 0 e glaall 4085 3 ol Galaa
IT infrastructure 1 Aiadll Cila sleall 45 Ay
IT Infrastructure Library (ITIL) 5 ) Sla sleall dgiasl dgasl) Al 450
(G
IT manager 0 Cila glaall 4385 pae
IT operations 0 ila slaall 48 Cillae
IT service 3 Oile sleall 4085 daad
IT Service Continuity Management 45 3085 Aa0d Ay ) patial 3yl
(ITSCM) () o ) (5 Lﬁi)au slaall
IT service continuity manager 1 4005 Aead Ay ) et 3 la) e
Gila slaall
IT service continuity plan 0 Cila glaall 40387 dadd 4 ) yaliasd Adad
IT service continuity planning 0 40087 Al Ay )yt Jaylasil)
Gila slaall
IT Service Management (ITSM) 72 & Lﬁi ) Dl slaall 41385 add 3,10
(p)
IT Service Management Forum 1 Lia 5l iS5 404 5 )yl (satia
(itSMF) (S o ) (5 1) il slel)
IT service provider 18 Cile slaall 41387 4028 35 Ye
IT steering group 0 Oile slrall L 5l 6305 4 g5 Ae gana
ITIL 155 ) il glaall Ayl driail) Ayl diiSa Jig
(G
ITIL Certification Management Board 0 ) Jd @l S Gl pulaa
(ICMB) (o) o
Job description 2 Aaks ) Caa
Key ¢ il
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Key business drivers 16 Ganll Ay 1) 8) 5all correct
meaning from
context

Key Performance Indicator (KPI) 17 (@ - u_s ) 45“‘"")‘“ Y e

Key Success Factor (KSF) 0 (qj w\ é ) (oot B\l Cl_f_a!\ Jale

Knowledge base 4 3 yrasacld

Knowledge engineering 0 48 yaall dia

Knowledge management 4 48 el 3,04

Knowledge-based system 0 MERPA| Ll (,U_:._a

Known Error (KE) 74 (&) S ) s yaall Uadll

Known error database 2 3y prall eUadl) iy sacld

Known Error Record (KER) 1 (»S) oy pmal) Uadl) Jass

Latency 0 DU ey / L) /() 9eS

Learnability 0 el 4,108

Legacy system 1 S/ &) 58 plas

Level of detail 12 Jaadil) (5 siunn

License management 1 a5l 5l

Lifecycle 0 3lall 5 50

Lifecycle management 0 3l 5535,

Live 13 L/ e U

Live Build Environment 0 3 ydlae el day

Live Environment 0 Jal) dayl)

Load 3 desy /‘U}-‘; / d-u

Logging 8 2oV Jaaas

Logical control 0 dgalaiall 3 ol

logical /0 0 PO ABNEYSEN

Logical measure 0 sahidl ) 2y

Maintainability 15 luall 4,18

Maintenance 68 * 4_.Lua5\

Maintenance window 2 Hlaea 3285 A_m 55

Major incident 1 ) Sl

Major Incident Management (MIM) 0 Al Eal gadl 35100

Manageability 2 agle 5yl Sa /5 laY) A8

Managed Object (MO) 4 b ylaesas g translated as
managed unit.
Better than
object in
Arabic

Managed services 0 33 gudiial) ilaaall

Management 1 3,

Management information 8 alal la glaa

Management Information System 0 Y ) LY Gl slaall pllas

(MIS) (!

Management system 12 Bl alk

Manual workaround 0 Ok (530 des

Marginal cost 1 aal) daial)

Market price 1 ;_“”.HJ\ o

Matching 11 a5l

Maturity 8 &l Jaad
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10

Maturity level C““"” 6 siue
Mean Time Between Failures (MTBF) 1 S al) Jae VI s dia YY) Il i
(H
z\/llvle_?_ré;l?e Between Service Incidents 0 al ) Aeadll wild g 0 ?;\)ii:g
Mean Time To Fix (MTTF) 0 Sdpl) mmaaill el fia
(<
Mean Time To Repair (MTTR) 1 (j ol ) bl (ha )y Jan sia
Metric 2 el sUaill / (5 sia
Mission statement 2 dagall s
Modelling 0 Tigad gy
Modification 10 Juasil]
Monitoring 99 480l
Network 56 PEORAl
Network administrator 0 Al e q)@\
Network management 4 A5,
Network manager 0 A0S
n-line support 0
Nonrepudiation 0 o=l axe
Notional charging 1 L) pem o gaa )
Objective 52 Cangll
Observation point 0 iaa e lads
Office of Government Commerce 0 .
(0GC) (o o> 5)) A sSall s )lall i
Office of Public Sector Information 0 ) pladl g sl il glaa iiSa
(OPSI) ( L"sj ol
Ongoing service 0 3 yaiuuall deaill
Open Systems Interconnection (OSI) 0 (gﬁi ol o ) s idal) Adayl Lyl 5
Operability 2 el 408
Operate 22 S/ duu
Operation 23 Hlaal)
Operational 129 Sale / dbu
Operational acceptance 0 (bl Jsd
Operational cost 4 Jarditl) 4al<5
Operational Expenditure (OPEX) 0 (oS Lﬁi e o) il gy
Operational Level Agreement (OLA) 2 ( t.ﬁi O 51) sl (5 sine i)
Operational process 6 Al iall cilel jay)
Operational reliability 0 Jasiall slaie
Operations 5 illaall
Operations bridge 1 cililee .)u.;
Operations department 1 clilee ('u.nﬁ
Opportunity cost (or true cost) 0 translated as
) opportunistic
(Gl AalSal) f) AdMatio) A4S cost
Optimise 0 Alelazaly )
Organisation 0 Sdaiall
Organisational controls 0 Lpapdaitl) Ly gual)
Organisational measures 0 Lahatll) cile) yay)
Outsource 0 doa A alias aladiul /faseas
Outsourcing 5 Ta la jolias aladiul fageas
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Overhead 8 B3 pdilie ) colaal)
Owner 17 S
Package release 5 = lual
Pareto principle 0 b las
Partnership 3 Ayl
Password 4 ) A
Patch 0 dad
Penalty clause 0 RPNl
People 40 ol
Percentage utilisation 0 22210 A gial) Al
Performance 6 Sy
Performance criteria 2 oo alaa
Performance indicator (PI) 4 (gs‘ ) o dise
Performance management 6 el 3,0
Personal Computer (PC) 0 isne Sl
(o ) o) gl (il
Physical control 0 Llaa iy
Physical measures 0 Llad e ja)
Plan ¢ idadll
Plan-Do-Check-Act (PDCA) 0 [ Capal g pandi g dee) glald
ey dd
Planned downtime 0 Llia o e caig
Planning 38 el
Policy 2 J\._AL\“J\
Portability 0 Jall ;LLa
Portable facility 3 Jaiie By
Portfolio management 3 managing a
number of
5l | projects
dpkdas sl sds 5 | together
Portfolio of services 1 Gleadl) cilala
Post Implementation Review (PIR) 2 (S ) 2l aale dxa) 1
Preventative action 0 AR PYBENY
Preventive controls 0 F TR ERER
Preventive maintenance 4 008 1) Al
Preventive measures 1 A ) el Yl
Pricing 5 il
Prime cost 0 PRI
Priority 50 3—.!;3;%1\
Private key 0 Salall Cw‘
Proactive 31 el
Proactive action 0 alelst el ja)
Proactive problem management 11 Aol Lail) AKEL 5 1)
Problem 9 ad<sal
Problem analysis 0 Ul Jalas
Problem control 0 JSLaal e 3 k)
Problem diagnosis 0 UEA Lardis
Problem management 4 RN o alatl]
Problem manager 6 Uie pde
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Problem processing il datlae

Problem record 8 A< JM

Procedure 28 el Yl

Process 118 el

Process control 0 leal) (:S;ﬂ\

Process improvement plan 0 Alaall s ddad

Process manager 10 Glel ja Y e

Process maturity 0

Process model 4 Blaall 23 gl

Process owner 0 Alaall el

Processing rate 0 Alac Y / dadledd) Jaza

Procurement 12 Gl yida

Product 38 il

Production 57 v

Production environment 0 Lyl Ay

Production plan 1 Yl adad

Profit centre 0 bl S

Programme 10 b

Project 60 & 5 e

Project control 0 g ol 48,

Project management 5 & s il 33

Project manager 2 & s riall e

Project plan 9 & sl dad ol i

Projected Service Availability (PSA) 1 4l gial) Cladall 3 61 (saa

PRojects IN Controlled Environments 1 (2 L) Al iy (& o jliia 2 s p

(PRINCE2)

Provider 8 25 e

Public key ale Zlda

Public Key Infrastructure (PKI) 0 plall ~lsall Gl A

Quality 62 fae 5ill - Belall 5o )

Quality Assurance (QA) 0 335l Gleia

Quality control 2 Basall 44

Quality level 1 Ao gll - elakl - 83 gall (5 gla

Quality management 6 3asall 3 1)

Quality Management System (QMS) 1 83 gall 3 1) allas

Quality of Service (QoS) 4 Oledall 33 e

Quality plan 14 32 gall ahada o ddad

Quality policy 0 33 sall Al

Quality surveillance 0 3asall 44

Quality system 8 53 gal) alas

Quality system review 0 53 gal) aUai daa) e

Query 0 i

Quick win 14 Ay o i translated as
quick results
as the English
term implies

Reaction time 0 Jadll oy (e

Reactive 11 PACEICE)

Real charging 0 Alad o g )
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Reciprocal agreement 0 Jaluiall Galasy)
Record 1 Jdadl
Recoverability 6 ol salatiad 4,008
Recovery 6 Jaadil) 3aladial
Recovery centre 0 Jardiill saleind S e
Recovery option 16 gla iyl s
Recovery point objective 0 el salatinad ddads Cana
Recovery time 3 Jardal) alatinl 3ae
Recovery time objective 0 Jordil) salatinl Baa oA
Redundancy 0 sy /58
Reference data 0 daa e Glily
Registered Certification Body (RCB) 0 A8aladll da
Registration 3 el
Registration Authority (RA) 0 Jaaalll ddall
Relationship 0 A8l
Relationship processes 0 OlENall Gl yal
Relationships 82 CalEall
Release 89 ALY/ ali /)
Release acceptance 0 Dyl Jsd
Release identification ¢ Dl iy s
Release management 103 Dl s lal
Release mechanism 0 sadll ) laayi Al
Release notes 0 sadll S laay) cillaad
Release plan 1 o) Y/ @aY) das
Release policy ¢ o) ¥/ G Al
Release process 0 ¢/ Y clel jal
Release record 0 e/ eV Ja
Release schedule 2 el ¥/ G Jsas
Release type 3 eI )/ @Y ¢ s
Release unit 6 e/ GALY) sas
Reliability 23 aal _alaie V)
Remedial action 1 =S LY
Remote fix 0 2 (e bl
Repair 7 b
Repair time 3 sl 3ae
Repairability 0 sl 4,4
Replaceability 0 JSaY /Iyl s
Report 28 Brgri]
Reporting 47 ool alac
Repressive controls 0 )l /e A6 5 Jil g
Repressive measures 0 lal / A Qe yal
Request for Change (RFC) 6 BrEEREni
Request for Information (RFI) 0 Cila glaa alla
Request for Proposal (RFP) 0 uae b
Requirement 12 cldlatall
Resilience 9 Caill 5 ya
Resolution 46 Jall
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Resolution processes 0 dall gl yal
Resolution time 9 Jdall sae
Resource 23 3y sall gl yuadll
Resource capacity management 4 Al sall / aliaall &l 4848 1)
Resource Capacity Management ¢ abadl Gl yaa s la)
(RCM) i
Resource cost 0 3 )l sall o) Haliaall 48l<3
Resource management 7 2l sall 3 l)
Resource requirements 3 3 ) sall cilillatia
Resource unit costs 0 2 ) gall Bas 5 AlS
Resources 116 2l gall 5 jaleadll
Response rate 0 Gl Jasa
Response time 13 G slaill 3aa
Responsibility 22 Al 5yl
Responsiveness 0 gl /d=all o
Restoration of service 0 Laadll pla il
Restore 9 cpoadll sale)
Retire 1 ( d,j) ac &,
Retirement 0 (Lraall) ac el
Return on Capital Employed (ROCE) 0 il JUdl Gl e ailadl
Return on Investment (ROI) 0 Dl aile
Return to normal 0 @lall puasll e sa M)
Reusability 0 plaiuy ale) A48
Review 9 FENBYR ENEW
Revision 1 dxal
Risk 70 oha
Risk analysis 9 hall Jidas
Risk assessment 2 bl auds
Risk management 5 halaal sl
Risk reduction measure 2 Dhlaadl e aall Gl yal
Risk treatment 0 hladd) dldlea
Robustness 0 Jaaill 3,08 /5 g8l /ANl (s2a
Role 64 BEY
Roll In Roll Out (RIRO) 0
Rollout 17 Uae Jais s
Root cause 15 SO G
Root Cause Analysis (RCA) 2 L;uei)” o) Jalas
Running costs 1 Aabe il /4 el calll)
Safety 3 POy Al
SAM database 0 SAM <lly sacld
Scalability 0 paall 5uad LA 7 4uall Ability to scale
up or down
Scope 57 (aUas
Second-line support 2 Sl sacbual) aa
Secondment 1 5l
Secret key 0 s lida
Securability 0 el 318 ability to be
; secured
Security 8 !
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Security awareness 1 oY /5L o Sl

Security incident 23 JERJCEN

Security level 6 Y (5 sl

Security management 20 QASI\ 5l

Security manager 10 oY) pae

Security officer 1 eV J she

Security plan 14 EREITRS

Security policy 0 R

Security principle 2 el T

Security section 2 Y and

Seek time 0 Eaanl) 30a

Segregation of duties 0 Glaad sl Jaad

Self-insurance 0 ERYEME

Senior management 7 Llall 3 lay)

Serial number 3 stadoall o8 I

Server 12 PREN|QEPEN|] By

Service 1 UREY

Service achievement 0 daadll &l el

Service Capacity Management (SCM) 3 ) (5 siwa Bl

Service catalogue 26 daadll = Sl

Service charter 0 42l gl

Service contract 1 FUREN(JRTS

Service culture 1 Aaaal) 44l

Service delivery 29 Aaaall yé g

Service dependency modelling 0 Aaadl) dpalaie ) Jalas

Service desk 168 Aandl) (iiSa

Service hours 1 aadll el

Service Improvement Plan (SIP) 0 Gladdl) st ddad

Service level 296 Aa2dll (5 siue

Service Level Agreement (SLA) 6 ) (5 slue d8lE)

Service Level Management (SLM) 1 da2dl) (5 siua 3l

Service level manager 14 aadll 5 gie e

Service Level Objective (SLO) 0 ) (5 siua o

Service level report 5 Aandll (5 giwa 8

Service Level Requirement (SLR) 0 Aa2dll (5 sl calidlaia

Service level target 1 Aa2dll (5 siue b

Service Maintenance Objective (SMO) 0 Aaaall Ay ) yatl Cana the objective
of
mainntaining
Service

Service management 0 Gleadll 3,1y

Service manager 6 Gleaddl yiaa

Service opening hours 0 el Jae el

Service Outage Analysis (SOA) 3 4aaall tuas.sj Jalas

Service planning 0 QL;.\Q\ Ly

Service point 0 ieadl) ddasa

Service portfolio 1 Aaadl) sl o8 g service
package?
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Service profit chain 0 aodll 7L ) Al
Service provider 0 Gleaddl yiga
Service provision 10 Laadll yd g
Service Quality Plan (SQP) 2 al) 33 ga Al
Service reporting 0 daadll e &l
Service request 6 ieadl) (s
Service support 22 Glaadll aea
Service window 0 s da i
Serviceability 7 luall 4,08
Severity code 0 Bl ey
Signature 0 gl
Simulation modelling 0 Gsu Sae
slSlall
Single Point of Contact (SPOC) 3 saa gl Jlaty) ddass
Single Point of Failure (SPOF) 0 B ol slady) ddassy
SLA Monitoring (SLAM) 0 addll (5 siue 481 408
SLAM chart 0 Al (5 gia A8lE) 408 ) A 4
SMART 6 Ol
Software 0 el sl gelin
Software asset management 2 el Cla g gall 3l translated as
"management
of S/W assets"”
Software Configuration Item (SCI) 0 @\ Dl Jasa slal
Software control and distribution 0 L oSl 5 amal yall )y 8
Software environment 0 el Ay
Software item 2 el sl el
Software Process Improvement and 0 83l st g illeall (et al
Capability determination (SPICE)
Spamming 0 Led o8 e ardl VLGN Sl )
Specification 11 Claial gall
Specsheet 0 il gall 48ay
Spoofing 0 gala Al / el / oSl Depends on
context
Staff 37 58l sall
Stakeholder 8 [ Senl) dalina dagi (ot / ¢l )i +
penY) Jala / A sall A a5
Sl /
Standard 70 odlade - jliza
Standard change 0 @ obmall il
Standard cost 0 PPV eI
Standard costing 0 obd e
Standardisation 0 3dea / Guul@all a6
Standby 0 Shlaay) /7 daadl
Standby arrangements 1 by / dala) calu i
State 15 s
Statement of requirements (SOR) 1 Gldlaial Gl
Status 76 A Jouay
Status accounting 0 Al Gl
Steadiness 0 bl
Storage management 1 OBl 3 )
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Storage occupancy 0 ookl Jad

Strategic 38 > il

Strategic Alignment Objectives Model 1 al yiaY) —alaa Y Julaa ESJA:\ Correct word

(SAOM) order

Strategy 61 Aoa) i) | sl i)

Structured Systems Analysis and 0 Aalat 5 areatl Aallai 45 Hla Structured

Design Method (SSADM) Qi here means
properly
ordered

Super user 1 s addiua

Supplier 50 3 gall

Supplier management 0 )y sall 3]

Supply chain 0 ey Aol

Support 12 r..;3!\ / 48!l 3ac Luall / ac Lsal) Depends on
context

Support center 0 Al saclaall X ya

Support desk 3 48l 3ac Lol (iSa

Support group 26 Ll sac bl de gana

Support hours 0 adl) 3ac Lusal) i f

Surcharging 0 A8lical 4alSS

Surveyability 0 Al pall L8 / msall 23108

System 0 Al

System management 4 Aadaiyl 8l )

System opening hours 0 iday) Jee Cilela

System software 2 Uil el

Systems Outage Analysis (SOA) 0 Al Jlaas Jalas

Tactical 10 NN (SSSS

Task 13 iaga

Technical management 1 aqail) 3 ylay) /Al 5 lay)

Technical Observation Post (TOP) 2 AT A) ) B

Technical support 16 S8l acall /4] sac bl

Technology 2 Lia ol g3EN / Al

Telematics 0 oSailaali

Tender 0 ¢ Uaxll

Terms of Reference (TOR) 0 GlaSall Correct
meaning here

Test 0 BITEQY

Test environment 13 DOUWiAY) day

Testability 0 DLaaY) i

Testing 81 lasl

Third party 2 Sl oyl

Third-line support 5 Gl sacluall Jad

Third-party supplier 0 b i yhaa ) ga

Threat 2 KYAVS

Threshold 1 Jead ddagy

Throughput 0 Laliy) da)

Tied users 0 e ada

Tier one support 0 acall J Y1 (s siuall

Tier three support 0 acall GG (5 giuall
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Tier two support 0 pcall SEI (5 gl
Timeliness 1 ey producing a
‘ time line

Tool 30 313

Total Cost of Ownership (TCO) 1 ASLall 441K Aal<sl)

Total Quality Management (TQM) 0 <) 30 all 3 )

Traceability 0 il AL

Training 48 il

Transaction 2 d8acall / Jaladll

Transaction rate 1 Caladlall Jazs / EOMladll JAza

Transaction response times 0 B lalaill dlarinl) ol i Correct
meaning here

Transfer cost 2 o gaiil) 4813

Transferability 0 o gaill 408

Transparency 0 aa8lasl)

Transportability 0 Ja aa

Tree structures 0 il Ll

Trend analysis 9 ol Jalas

Trigger 2 GOa) /ol

Trojan horse 0 3305 sk las

Trusted Third Party (TTP) 0 Cpad 5all il Ca ylall

Tuning 13 Ll

Unabsorbed overhead 0 Aaias ye a6

Underpinning Contract (UC) PENSIENRTRP S External
supply
contract

Understandability 0 aedl) LG / agdll e 5 50l

Uninterruptible Power Supply (UPS) 0 CLS.\A BT PRIy

Unit cost 0 Baa 5l AalSs

Untied users 0 Oshil e pe () seddiune

Upgrade 2 skl

Upgrade notes 0 Ja ekl cillas Sl

Uptime 6 4 adiil) < gl

Urgency 30 Jlaainl¥l ds )

Urgent change 13 dale s

Usability 2 pladiuy) Al

User 64 PREGASY

User acceptance 0 eqs;wd\ Jsd

User support 2 PREGHON| PV

User-friendliness 0 Al Al e

Utility Cost Center (UCC) 0 Gleadl) A8l S e

Validity 1 due Lyl / dadal)

Value chain 6 Al bl

Value for money 0 ) il dal) Value for
money means
good value

Variable cost B _yaiall AalSH)

Variance 1 )

Variance analysis 0 cpll) Jalss
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Variant 7 BUEPWER A variant of
something is a
version of it

Vendor-managed use 0 il 3 ) a Jlazind

Verifiability 1 Caadaiill 4018

Verification 15 (Saaail)

Version 49 Dlaayl /4l

Version control 0 Gllaay) 8 LSl

Version identifier 1 Dlaal¥l G e

Version number 11 a8, For software
VErsions

virtual memory system 0 ‘;"a\)ié‘g\ 5 SIA aUas

Virtual service desk 5 Al yi8Y) deadll S e

Virtual Storage Interrupt (VSI) 0 a1 Al a6

Virus 3 o sl

Vision 33 a5

Vital Business Function (VBF) 0 gaa Jae Al

Vulnerability 0 iligl) — Camazall

Warm standby 0 Oalall daal)

Waterline 0 (5 Siua

Work in Progress (WIP) 0 20t a8 Jaall

Work instruction 3 Jazll Cilagdas

Workaround 17 Jaadl Jad)

Workflow Diagram (WFD) 0 el ania s )

Workflow position 2 Jaall Jlas e gzl Correct
meaning here

Workload 20 Jendl 408

Workload management 1 Jaall Cilaliia) 3 )l) Appropriate
translation
here

Workplace 0 Janll 2 50

Workstation 10 Jac ddana

Worm 0 53 9all

Source: R. Haleem (Personal communication, March 21, 2010).
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Footnotes

* The original terminology database is pasted here as is with no changes applied

to the text, including typos and font formatting.

> It is reproduced as the stated in the original.
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APPENDIX B

ST terms, their Arabic translations, and translation strategies



ENGLISH TERM

ARABIC TRANSLATION

TRANSLATION

# STRATEGY

1 Acceptance test Jsall sl Calque

2 Accredited aina Literal

3 | Agreement Al /el Literal

4 | Application b/ Bdas Literal

5 | Application maintenance Gkl Blpa Calque

6 Application management Gaall 510 Calque

7 Application sizing Gkl aan s Explicitation

8 Approval 48 50 - J 58 Literal

9 | Architecture Skl /A Literal

10 | Archive e j:ﬂj: Literal

11 | Asset Gl g g - J saal Literal

12 | Asset management Clasasall 314 Calque

13 | Assurance Ol - i) - 2 Literal

14 | Attribute el Literal

15 | Audit daal e Literal

16 | Authentication G5l Literal

17 | Authority ALl Literal

18 | Availability 4l /sl 5l Literal

19 | Availability management GlLlSaY) i g8 5l Explicitation
Availability Management CLilSaY) d ¢35 Hla) Dlilw 328 | Explicitation + omission

20 | Database (AMDB)

21 | Availability plan LY b g ddad Explicitation

22 | Back-out plan el i ddas Calque

23 | Backup shlisl Literal

24 | Balanced Scorecard (BSC) O siall ¢)2¥) &8sy | Modulation + Omission

o5 | Baseline SR Calque

26 | Benchmark o s Literal

27 | Best practice Aall A laall Calque

og | Budget A5 Jaall Literal

29 | Budgeting 430 jae padag Calque

30 | Build sl / dae Literal
Business dsnse — sl das 1. Explicitation 2.

31 Modulation
Business Capacity Management A jlaall cllsay) 3,0 Calque + omission

32 | (BCM)

33 | Business case A pall ApalaiBY) Al Explicitation

34 | Business continuity Aol 4y ) jain) Calque
Business Continuity ALYl Ay ) painy) 5,10 Calque + Omission

35 | Management (BCM)

36 | Business Continuity Plan (BCP) ALY 4y ) et ddad Calque + Omission

37 | Business customer Al / A el Jpee Calque

38 | Business driver EBESFCN Calque

39 | Business function Ao 5ol Aipka g / Asns pall ilaa] Calque

40 | Business Impact Analysis (BIA) gl e V) Jilas Calque + Omission

41 | Business objective Al Calaa Y Calque
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42 | Business operations Al cllesl Calque

43 | Business perspective Golad sk Calque

44 | Business process Aoladll @lel oyl Calque

45 | Business recovery team bl i) & 4 Calque
Business Relationship A )ladll GER 3l Calque + Omission

46 | Management (BRM)

47 | Business relationship manager Al GlEbal) o Calque

48 | Business requirement Al bl Calque

49 | Business service 4l ded Calque

5o | Business Unit (BU) ENPIENIAEN Calque + Omission

51 | Bypass (oAd Literal

52 | Call Al / Juat Literal

53 | Call centre VL) S e Calque
Capability Maturity Model ALalsll 5508 3 503 Ja\S5 | Modulation + Omission

54 | Integration (CMMI) ‘

55 | Capacity Lo el Y] dlsay) ¢ 3 ) Literal

56 | Capacity Database (CDB) Ll by sac Calque + Omission

57 | Capacity management Zaldl 5yl Calque
Capacity Management Database Sl 3 ly) il 3acE Calque + Omission

58 | (CDB)

59 | Capacity plan Zaudl 5 la) Abd Calque

60 | Capacity planning EETRIRSN A Calque

61 | Capital cost Judl (ol a8 Modulation

62 | Category Cha /A0 Literal
Central Communications and L 5155 5 4538 el LY s, | explicitation + Omission
Telecommunication Agency aYlatyl

63 | (CCTA)

64 | Central point of contact 408 el Juaty) e Calque

65 | Certificate Balgd Literal

66 | Certification salgd slhac) Modulation

67 | Certification Authority (CA) &350 akls | Modulation + Omission

68 | Change oadll Literal

69 | Change Advisory Board (CAB) Ol (g HLILY) udaall Calque + Omission
Change Advisory Board / Al / Gl asdll Gulaa Calque + Omission
Emergency Committee (5)) skl

70 | (CAB/EC)

71 | Change control Ol 8 LSl Calque

72 | Change management Ll 3)1) Calque

73 | Change manager el e Calque

74 | Change model Dwdll 23 g Calque

75 | Change record owadl) Jane Calque

76 | Change request ond Calque

77 | Charging Ol bl / jumadi [z (ya b Literal

78 | Charging policy & Saadl dpudae dulis / el Aulis | 1. Calque, 2. Modulation

79 | Charging process e anll dpnlae Cilel ) Modulation

80 | Charging System Dmanal) s Calque

g1 | Cllevel S 3 5 (6 sl Expanding + Calque

g2 | Cl Type Sl g e 6 Expanding + Calque

g3 | Classification sl / ol Literal

g4 | Client el Literal
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g5 | Closed Glae Literal

g6 | Closure ae) Literal

g7 | Code of Practice (COP) A jlaall 2e) 8 Calque

gg | Completeness el Sl Explicitation

g9 | Complexity il Literal

90 | Compliance ol A Literal

g1 | Component i Literal
Component Failure Impact b Sl Js i Jalas Calque + Omission

92 | Analysis (CFIA)

93 | Computer S sS [ Qgula Borrowing

94 | Computer center Cpmlall S 5 Calque

95 | Computer operations (Pisnasl) G gulall Sllec Calque

96 | Computer system (FsaSl) o gulall s Calque
Computer Telephony VL) i sae oS Clalae Jols Calque + Omission

97 Integration (CTI)

o8 | Confidentiality Al / dpa sasll Literal
Confidentiality, Integrity and a5l Jalsill g 4, ) Calque + Omission

99 | Availability (CIA)

100 | Configuration ASw /48 55 Literal

101 | Configuration Item (CI) Sl juaic Calque + Omission

102 | Configuration Management S il el Calque
Configuration Management Sl 5 la) by Bac Calque + Omission

103 | Database (CMDB)

104 | Configuration manager QS e Calque

105 | Configure S sl e e Literal

106 | Contingency plan (sl shll das Calque

107 | Contingency planning (51 shll @¥lad Ladaasl) Modulation

108 | Continuity Al ey Literal

109 | Continuity manager Al i) de Calque

110 | Continuous improvement aiaaall el Calque
Continuous Service bl Aaodl (ppunt el Calque + Omission
Improvement Programme

111 | (CSIP)

112 | Contract Al / 2ac Literal

113 | Contractor ABlaia /J 5laa Literal

114 | Control pSail\ 48 Literal
Control Objectives for Ainal) A 5 o sbeall 48 )1 Cilaa Calque + Omission
Information and related

115 | Technology (COBIT)

116 | Corrective measures Lapaaaill Clel) ja ¥ Calque

117 | Cost sl Literal

118 | Cost effectiveness adsil) el Calque

119 | Cost element LK jaie Calque

120 | Cost management il 5 1) Calque

121 | Cost plus ) 548 Calque

122 | Cost type alsill ¢ 55 Calque

123 | Cost unit Al s Calque

124 | Cost-effectiveness Al Adeld Calque

125 | Costing oSl Al Calque

126 | Crisis <la3Y) Literal
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127 | Crisis Management Sla ¥l a )l Calque

128 | Critical Success Factor (CSF) (@l ol ) zoall W dele | Calque + Borrowing

129 | Culture Adlal) Literal

130 | Customer O30/ deandl Literal

131 | Customer focus Ol Gle 58 Calque
Customer Relationship & Maall CHEMe 5 1) Calque + Omission

132 | Management (CRM)
Customer Satisfaction Survey LY el (sae & Uil Calque + Omission

133 | (CSS)

134 | Data bl Literal

135 | Data center Skl S 5 Calque

136 | Data processing Sl dallee Calque
Definitive Hardware Store saaaall 3 36aY) ) s Calque

137 | (DHS)
Definitive Software Library Baxaall zeal ) ASa Calque

138 | (DSL)

139 | Degradation osaill Literal

140 | Delta release alt ) Literal + Borrowing

141 | Demand Management dlall 314 Calque

142 | Deployment ) Literal

143 | Depreciation gy Literal

144 | Detection CBLEES) /ads Literal

145 | Detection time il i Calque

146 | Development ekl Literal

147 | Development environment D2kl Ay Calque

148 | Diagnosis o il Literal

149 | Differential charging PPN Calque

150 | Direct cost 5 bl dlsall Calque

151 | Disaster LB Literal

152 | Disaster recovery 48 2xy Jedl) sakacin) Explicitation

153 | Disaster recovery plan )5S ey el Balatin) Adass Explicitation

154 | Distributed computing de ) gall A0V Aulaal) Calque

155 | Distributed system g S pllai Calque

156 | Do nothing oM dnlee Calque+ Modulation

157 | Document 4ads Literal

158 | Documentation G sl Literal

159 | Domain BES Literal

160 | Dormant contract Aalaal) 3 gl Calque
Downtime (DT) deadl e a8 53l B explicitation +

Omission (of the

161 abbreviation)

162 | Effectiveness el Literal

163 | Efficiency N Literal

164 | Elapsed time Guaisall (g ) Calque

165 | Emergency change e s Calque

166 | End user il Literal

167 | Environment 4l / Ll Literal

168 | Error Uas Literal

169 | Escalation il Literal

170 | Evaluation i Literal
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171 | Event Gaa Literal
Examination Board (EB) @) Ot (ulaa / Lol dae Calque + Borrowing

172

173 | External audit e omﬂ(\ Calque

174 | External customer B daeall Calque
External Service Provider (ESP) Aeadl) J gise / o AN Aaddll 35 3e Calque + Borrowing

175 (olgl) 2l

176 | Facilities management S gl 3 ) Calque

177 | Failure Jud / Jlansi / (3las) Literal

178 | Fall back (hlial / Aalaiv) Literal

179 | Fault Jhae / Uaa Literal

180 | Fault tolerance sl dalas / Jiad) dalass Calque

181 | Fault Tree Analysis (FTA) JIaT (g ol s Calque

182 | Financial management Al 5 lay) Calque
Financial management for IT Cile slaall 485 Claadd 4Ll 5 1Y) Calque

183 | services

184 | Financial year Al dsd) Calque

185 | First-line support Js¥) saelud) bha Calque

186 | Fix chal / mlat Literal

187 | Fixed cost RERpE R Calque

188 | Fixed facility Sl Jagss Calque

189 | Flexibility Ly Literal

190 | Follow the sun support Aeludl jlae o sacluw Modulation
Forward Schedule of Changes (il ol il ali Calque + Omission

191 | (FSC)

192 | Front office JLiiny) e Calque

193 | Full cost Alalil) / alal<l) dalall Calque

194 | Full release Jalsll 33Uy Calque

195 | Function LD Literal

196 | Functional escalation bl aeall Calque

197 | Functionality Al Literal

198 | Going rate Al )/ plall Jasall Calque
Gradual recovery 2 Cpa /a3 L Balatul 1. Explicitation, 2.

199 Calque

200 | Guideline Sleaa s/ Jaall Literal

201 | Help desk Bac Ll CaiSe Calque

202 | Hierarchical escalation ot el / oyl dpmaill Calque

203 | ICT YL 5 Sla sheall A Expanding

204 | ldentification A /dy i Literal
Immediate recovery S8 ([ 4y ) 8 S salacin) 1. Explicitation, 2.

205 ‘ Calque

206 | Impact o lyaptitil Literal

207 | Impact analysis DY s /L8l Julas Calque

208 | Incident ks 5l a8l Literal

209 | Incident management Calaal) 5,13l / &ilE ) 5l Calque

210 | Incident record Sl Jas Calque

211 | Incident Report (IR) Gl 5 Calque + Omission

212 | Indirect cost Bl yual) Adlll Calque

213 | Information e sladll Literal
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214 | Information management Sl slaall 1) Calque
Information security Gl 3120 / e slaall dles 3 ,12) Calque

215 | management il glaall

216 | Information security officer Sl staall a1 g punall Calque

217 | Information security policy o steall Gal Al Calque

218 | Information system il glaall olas Calque
Information Systems @l ol g1 ) Slashas plai laial das | Calque + Borrowing

219 | Examination Board (ISEB) (&

220 | Information Technology (IT) il sleall 4y Calque + Omission
Information Technology Gile sheall il 4 ail) 4l 4580 Calque + Omission

221 | Infrastructure Library (ITIL)

222 | Informed customer 4 jra 53/ e Jyee Calque

223 | Infrastructure Aadll 4l Calque

224 | Infrastructure service Aiadl) Al dead Calque

225 | Initiator el / e galll Literal

226 | Install S Literal

227 | Installation s Literal

228 | Integration g/ JalSs Literal
Interactive Voice Response Sell S pall o glal) Calque + Omission

229 | (IVR)

230 | Interface iy Literal
Intermediate recovery Joss e Gt / Agdan 5 Jad Salai 1. Explicitation, 2.

231 Calque
International Organization for (500) el A0 sall Al Calque

232 | Standardization (ISO)

233 | Investment appraisal DY ans Calque

234 | IT o laall (i) ) Ln ol 65 Expanding

235 | IT audit Gilasleall Lin 51 <5 & 3800 | Calque + Expanding

236 | IT infrastructure Aial) il glaall 4 A Calque + Expanding
IT Infrastructure Library (ITIL) | ) e sbeal il il 41 2% | Calque + Expanding +

237 J S Borrowing

23g | IT service Glesleall 4 4.4 | Calque + Expanding
IT Service Continuity il slaall 485 dead 4 ) a3l 3,13 | Calque + Expanding +

239 | Management (ITSCM) e Syl Borrowing
IT service continuity manager A8 Add A ) el 3l e Calque + Expanding

240 Sila glaall
IT Service Management (ITSM) | s ¢l ) laslaall Auisidara 500 | Calque + Expanding +

241 (el Borrowing
IT Service Management Forum | ) <ile sbeall L 5l iS5 4a0d 3 )1} sa3ie | Calque + Expanding +

242 | (itSMF) (Gl ol ol Sl Borrowing
IT service provider e glaall 4585 400k 35 30 Calque +

243 Expanding
ITIL &) e sheall 4wl A sl 40l 434 | Expanding + Borrowing

244 Vg

245 | Job description Al Caas Calque

246 | Key ladl) Literal

247 | Key business drivers Jandl &g 1) 24 5l Calque
Key Performance Indicator _ ) Calque + Borrowing

248 | (KPD) (& 2 S ) i A DY) h5e

249 | Knowledge base 3 jrasacld Calque

250 | Knowledge management 4 pall ) Calque

251 | Known Error (KE) (&) S ) g ymall Uail) Calque + Borrowing
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252 | Known error database 45 yeall gUad¥) by 5ac 6 Calque

253 | Known Error Record (KER) (S) Cs_yaall Uadll Jass Calque + Borrowing

254 | Legacy system (S / &) 55 allas Calque

255 | Level of detail ) (5 ginsa Calque

256 | License management ol il 5l Calque

257 | Live oa/ il J<a | 1 Modulation 2. Literal

o5g | Load Jans Al yen / Jan Literal

259 | Logging ) Jamas Explicitation

260 | Maintainability Liluall 2,008 Literal

261 | Maintenance lpnall Literal

262 | Maintenance window Llua 53l 4 4a, | 1. Modulation 2. Calque

263 | Major incident iy Sl Calque

264 | Manageability ale 5 pland) (e /5,109 L3 Literal

265 | Managed Object (MO) [BIAVRAEN Calque + Omission

266 | Management 50l Literal

267 | Management information Lol Cila sl Calque

268 | Management system 5laY) aldas Calque

269 | Marginal cost Jaal) 2alks)) Calque

270 | Market price Gl s Calque

271 | Matching ] Literal

272 | Maturity &l jal /gaias Literal

273 | Maturity level il 5 g Calque
Mean Time Between Failures el ) dae Y G die Y1 Ll sia Calque + Borrowing

274 | (MTBF) (<

275 | Mean Time To Repair (MTTR) () &) beaill (ga ) Jans sie Calque + Borrowing

276 | Metric il JUaill / s 5ie | 1. Literal 2. Explicitation

277 | Mission statement Hagall s Calque

278 | Modification Juaill Literal

279 | Monitoring 480 5l Literal

280 | Network Al Literal

281 | Network management 4055, Calque

282 | Notional charging Ly gem psmiy Calque

283 | Objective aag) Literal

284 | Operability i) 4,108 Modulation

285 | Operate e/ Jady Literal

286 | Operation ileal) Literal

287 | Operational Jde / Jis Literal

2gg | Operational cost Jandal) AdlSs Calque
Operational Level Agreement ‘ Calque + Borrowing

289 | (OLA) (1 5h) Sl (5 gina 48150

290 | Operational process Abasll bl Calque

291 | Operations Cilalasd! Literal

292 | Operations bridge Glilee ua Calque

293 | Operations department cillee and Calque
Outsourcing A a jolias aladiil /agas 1. Literal, 2.

294 Explicitation

295 | Overhead B bl ) cladall Modulation

296 | Owner <L Literal
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297 | Package release e Jlaal Calque
208 | Partnership <)l Literal
299 | Password ) AIS Literal
300 | People ol Literal
301 | Performance Y Literal
302 | Performance criteria elal julea Calque
303 | Performance indicator (PI) (&) ) e yise Calque + Borrowing
304 | Performance management elal 0] Calque
305 | Plan ikl Literal
306 | Planning Lol Literal
307 | Policy o) Literal
308 | Portable facility Jaie 38 5 Calque
309 | Portfolio management Lulaing 5, Calque
310 | Portfolio of services Gleral) il Calque

Post Implementation Review (Dl ) 2l amdadaal | Calque + Borrowing
311 | (PIR)
312 | Preventive maintenance A8 1) Zaloall Calque
313 | Preventive measures L8 ) el Yl Calque
314 | Pricing sl Literal
315 | Priority 45 Literal
316 | Proactive Ssleld Literal
317 | Proactive problem management Adelal) Al 5 )l Calque
318 | Problem i) Literal
319 | Problem management COCEA pe Jalail) Calque
320 | Problem manager Uia e Calque
321 | Problem record Uia Ja Calque
322 | Procedure e Y Literal
323 | Process ileal Literal
324 | Process manager SlelaY) e Calque
325 | Process model Alaad) 73503 Calque
326 | Procurement Gl yida Literal
327 | Product giall Literal
328 | Production Y Literal
329 | Production plan AN ESSEN Calque
330 | Programme el Literal
331 | Project ¢ s e Literal
332 | Project management & s piall 33 Calque
333 | Project manager g sl e Calque
334 | Project plan g s ohall dba 5l Lhis Calque

Projected Service Availability 4ad giall Cleadll g s2e | Modulation + Omission
335 | (PSA)

Projects IN Controlled (2 o) ASal Sl B 2 )l Calque + Borrowing
336 | Environments (PRINCE2)
337 | Provider 35 5a Literal
338 | Quality e sl - 5ol 5o sl Literal
339 | Quality control B sall 48, Calque
340 | Quality level e sl - 5ol - B sall (5 e Calque
341 | Quality management 8 5all sl Calque
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Quality Management System

33 6all 3,13 (,Ué.s

Calque + Omission

342 | (QMS)
343 | Quality of Service (QoS) Gleaadl 3352 Calque + Omission
344 | Quality plan 8352l hhia 5 ddaa Calque
345 | Quality system 33 sall ol Calque
346 | Quick win Ary s 3 Calque
347 | Reactive = Literal
348 | Record dadl Literal
349 | Recoverability Jaadall salaia 4.1 Modulation
350 | Recovery il 3alatind Modulation
351 | Recovery option glaia¥l s Calque
352 | Recovery time Jondall 3alain 320 Modulation
353 | Registration ol Literal
354 | Relationships ClEall Literal
355 | Release GULYI/ a3/ ) Literal
356 | Release identification D) iy e Calque
357 | Release management BES RS Calque
358 | Release plan ¢ oY)/ @AYl dlad Calque
359 | Release policy £ Y1/ BOUaY A Calque
360 | Release schedule 1Y)/ @YY Jsas Calque
361 | Release type s/ @Yl g 5 Calque
362 | Release unit e/ @Y 3as Calque
363 | Reliability @l _alaiey) Literal
364 | Remedial action e sl Calque
365 | Repair gl Literal
366 | Repair time claill 320 Calque
367 | Report D2 Al Literal
368 | Reporting DA lac) Modulation
369 | Request for Change (RFC) st Calque + Omission
370 | Requirement il Literal
371 | Resilience il 435 50 Modulation
372 | Resolution dall Literal
373 | Resolution time dall 30 Calque
374 | Resource 3sall 5l aadl Literal
375 | Resource capacity management 2l gall / abadll &l ) jaa 5yl Calque
Resource Capacity Management oaall &l y8a 30 Calque + Omission
376 | (RCM)
377 | Resource management 2l sall 35l Calque
378 | Resource requirements ) sall i Calque
379 | Resources 3 sall 5l abadll Literal
380 | Response time o slaill B Calque
381 | Responsibility Al psall Literal
382 | Restore Al ke Calque
383 | Retire (J=d) 2elayy Literal
384 | Review )/ Azl e Literal
385 | Revision daal all Literal
386 | Risk SIS Literal
3g7 | Risk analysis ball Jdas Calque
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388 | Risk assessment Ll Calque

389 | Risk management iz ) Calque

390 | Risk reduction measure Dbl e aall @l Calque

391 | Role BYS Literal

392 | Rollout GRe f@ s P Literal

393 | Root cause SO Calque

394 | Root Cause Analysis (RCA) il el Jalas Calque + Omission

395 | Running costs bl /4 sl adisil) Calque

396 | Safety A3l Literal

397 | Scope Gl Literal

398 | Second-line support Gl Bac Lisall Jas Calque

399 | Secondment 5] Literal

400 | Security Ol Literal

401 | Security awareness Y /5l o Calque

402 | Security incident JENJUERN Calque

403 | Security level e (5 sisa Calque

404 | Security management GaY1 Bl Calque

405 | Security manager GaY e Calque

406 | Security officer a1 Jsiuna Calque

407 | Security plan ERVETEY Calque

408 | Security principle OaY) lae Calque

409 | Security section BRI Calque

410 | Senior management Llall 312y Calque

411 | Serial number (sl 8 0 Calque

412 | Server Pl o pulall Explicitation

413 | Service EPLEN Literal
Service Capacity Management daadll (5 a3l Calque + Omission

414 | (SCM)

415 | Service catalogue EONEN{F Calque + Borrowing

416 | Service contract daaal) Jic Calque

417 | Service culture daxal) Ads Calque

418 | Service delivery daxall ,é g Calque

419 | Service desk anall 2% Calque

420 | Service hours i) Slela Calque

421 | Service level deaall (5 siua Calque
Service Level Agreement daaal) (5 giuse 4841 Calque + Omission

422 | (SLA)
Service Level Management A2l (5 s Bl Calque + Omission

423 | (SLM)

424 | Service level manager Laxdl) (5 e e Calque

425 | Service level report Laddl) (5 ey i Calque

426 | Service level target Laddll (5 siune Calque

427 | Service manager Gleadll e Calque

428 | Service Outage Analysis (SOA) Leaall g i) Jolas Calque + Omission

429 | Service portfolio daadll sl sii ) s Borrowing + Literal

430 | Service provision el ,é 4 Calque

431 | Service Quality Plan (SQP) daadll 535 ddad Calque + Omission

432 | Service request dexall il Calque
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433 | Service support Glaadl) aea Calque

434 | Serviceability Llpall 4,146 Modulation

435 | Single Point of Contact (SPOC) s oll Juaty) ddads Calque + Omission

436 | SMART Sl Borrowing

437 | Software asset management L all Dl g 5all 31 Calque

438 | Software item el sl alin Literal

439 | Specification Clial all Literal

440 | Staff O sl sall Literal
Stakeholder 33/ Jeall dabias dagd (il / dly 5 Literal, Modulation

441 il / agu¥) dalas / & 5all (A&

442 | Standard osbda - Jlaa Literal

443 | Standby arrangements by / Adalial Glys 3 Calque

444 | State EAEN Literal
Statement of requirements clliall Calque + Omission

445 | (SOR)

446 | Status A /s Literal

447 | Storage management Ol 30 Calque

448 | Strategic e il Borrowing
Strategic Alignment Objectives LaliY) Celaal) julae g3 g Calque + Omission

449 | Model (SAOM)

450 | Strategy doal iyl Borrowing

451 | Super user s pddiane Calque

452 | Supplier 2,54l Literal

453 | Support acdll /4l saeluall /32¢ludl) | Literal, Explicitation

454 | Support desk ) saeLuall e Calque

455 | Support group 4l 3ac Ll Ao gane Calque

456 | System management FNENETBY Calque

457 | System software Al zeal Calque

458 | Tactical S Borrowing

459 | Task dege Literal

460 | Technical management i) 5 )Y / 4l 5 ,laY) Calque
Technical Observation Post G AE) el 2 Calque + Omission

461 | (TOP)

462 | Technical support Sl acall) / 4ydl) ae Lol Calque

463 | Technology L o A / il Literal

464 | Testenvironment obsay) g Calque

465 | Testing BN Literal

466 | Third party Gl kall Calque

467 | Third-line support Gl Bae Lusall Jad Calque

468 | Threat W Literal

469 | Threshold J g adads Calque

470 | Timeliness e Literal

471 | Tool 3l Literal

472 | Total Cost of Ownership (TCO) EESAIERN TN Calque + Omission

473 | Training Gl Literal

474 | Transaction daiall / Jalall Literal

475 | Transaction rate sl Jara / COledaill Jias Calque

476 | Transfer cost Ja sl Al Calque

477 | Trend analysis ola¥) Jilas Calque
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478 | Trigger G /365 Literal
479 | Tuning Lalall Literal
480 | Underpinning Contract (UC) By, ¢ s | Modulation + Omission
481 | Upgrade skl Literal
482 | Uptime 4 pdiaall i 1) Explicitation
483 | Urgency Jaain¥da Explicitation
484 | Urgent change dale juss Calque
485 | Usability Pl 4L Modulation
486 | User il Literal
487 | User support PRECNON PR Calque
488 | Validity e Ll / dadtall Literal
489 | Value chain Ael) Al Calque
490 | Variable cost 8 il dalsl) Calque
491 | Variance o) Literal
492 | Variant e/ g 5 Literal
493 | Verifiability sl 4L8 Calque
494 | Verification Gl Literal
495 | Version Dlaa¥l /dall Literal
496 | Version identifier BN Calque
497 | Version number Dluall a8, Calque
498 | Virtual service desk Aaal V) dasdl) Sy Calque
499 | Virus o5l Literal
500 | Vision a5 Literal
501 | Work instruction dand) Clayles Calque
502 | Workaround daadl dad) Modulation
503 | Workflow position deall Jliss e gl Calque
504 | Workload Jeadl 4 Calque
505 | Workload management daall Claliia) 314 Calque
506 | Workstation Jee dlasa Calque
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APPENDIX C

ST Terms Involving Abbreviations



ST term categories

ENGLISH TERM - Total
Abbreviation | Full form Full form with
Abbreviation
Availability Management Database 0 0 1 1
1 | (AMDB)
2 Balanced Scorecard (BSC) 1 2 1 4
3 | Business Capacity Management (BCM) 0 2 0 2
4 Business Continuity Management (BCM) 6 6 2 14
5 | Business Continuity Plan (BCP) 0 1 0 1
6 | Business Impact Analysis (BIA) 0 5 0 5
Business Relationship Management 0 1 0 1
7 | (BRM)
g | Business Unit (BU) 0 11 0 11
Capability Maturity Model Integration 0 L
9 | €MMI) 1 0
10 | Capacity Database (CDB) 7 3 3 13
11 | Capacity Management Database (CDB) 0 1 1 2
Central Communications and
1 | Telecommunication Agency (CCTA) 8 0 0 8
13 | Certification Authority (CA) 3 0 0 3
14 | Change Advisory Board (CAB) 38 2 4 44
Change Advisory Board / Emergency
15 Committee (CAB/EC) 4 2 0 6
16 Code of Practice (COP) 0 4 0 4
17 Computer Telephony Integration (CTI) 1 0 1 2
Confidentiality, Integrity and . 0 4
18 | Availability (CIA) 0
19 Configuration Item (CI) 207 9 6 222
fi ion M D
2 ?(?l\r}l I;g;;atlon anagement Database 128 3 g 139
Continuous Service Improvement
21 | Programme (CSIP) 32 ! ! 34
29 | Critical Success Factor (CSF) 12 31 5 48
Customer Relationship Management
23 (CRM) 0 10 0 10
24 | Customer Satisfaction Survey (CSS) 4 0 2 6
o5 | Definitive Hardware Store (DHS) 5 1 5 11
26 | Definitive Software Library (DSL) 17 11 0 28
27 Downtime (DT) 3 21 0 24
og | Examination Board (EB) 0 1 0 1
29 External Service Provider (ESP) 0 2 0 2
30 Fault Tree Analysis (FTA) 1 2 3 6
31 | Forward Schedule of Changes (FSC) 2 2 0 4
32 | Incident Report (IR) 0 1 0 1
Information Systems Examination Board
33 (ISEB) 6 1 0 7
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Information Technology Infrastructure

34 | Library (ITIL) 154 1 0 155
35 | Interactive Voice Response (IVR) 0 0 1 1
International Organization for
36 | Standardization (ISO) 20 1 0 21
37 IT Infrastructure Library (ITIL) 1 3 4
38 | IT Service Management (ITSM) 43 71 4 118
39 | IT Service Management Forum (itSMF) 69 0 1 70
a0 | T 154 1 3 158
41 | Key Performance Indicator (KPI) 14 11 6 31
42 | Known Error (KE) 0 74 0 74
43 | Known Error Record (KER) 0 1 0 1
44 | Managed Object (MO) 7 3 1 11
45 | Mean Time Between Failures (MTBF) 3 0 1 4
46 | Mean Time To Repair (MTTR) 2 0 1 3
47 Operational Level Agreement (OLA) 14 21 6 41
48 | Performance indicator (PI) 15 52 3 70
49 | Post Implementation Review (PIR) 9 0 0 9
50 | Projected Service Availability (PSA) 0 0 1 1
51 | Quality Management System (QMS) 0 1 0 1
52 | Quality of Service (QoS) 0 4 0 4
53 | Request for Change (RFC) 89 7 5 101
54 | Resource Capacity Management (RCM) 0 4 0 4
55 | Root Cause Analysis (RCA) 0 2 0 2
5g | Service Capacity Management (SCM) 0 2 0 2
57 Service Level Agreement (SLA) 127 24 0 151
5g | Service Level Management (SLM) 5 123 0 128
5g | Service Outage Analysis (SOA) 4 0 0 4
60 | Service Quality Plan (SQP) 1 9 0 10
61 | Single Point of Contact (SPOC) 0 2 0 2
62 | Statement of requirements (SOR) 0 0 0 0
63 | Technical Observation Post (TOP) 2 0 0 2
64 | Total Cost of Ownership (TCO) 1 2 0 3
65 | Underpinning Contract (UC) 8 13 0 21
Total 1227 565 80 1873

Source: Data from R. Haleem (Personal communication, March 21, 2010).
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