
A few years ago, emissaries
from the California win-
ery Kendall-Jackson met

with restaurateurs inChina.
Pouring a glass of pinot noir,

the Kendall representative de-
scribed the wine as having hints
of strawberry. He was met with
blank looks; no one in his audi-
ence had ever tasted the fruit.
The company went back to the
drawing board to adapt its de-
scriptors to theChinesepalate.
The strawberry analogy is one

amyriad of missteps companies
can make when they troll inter-
nationalmarkets for customers.
With more and more North

American businesses expanding
their reachusingwebsites,Huip-
ing Iler sawanichewaiting to be
filled. She started Ottawa-based
Wintranslation.com to not on-
ly translate corporate websites,
but also adapt them to other cul-
tures.
Now a decade old, her compa-

ny has done work for heavy-
weight clients like Maple Leaf
Foods and Caterpillar, and Iler
is a sought-after speaker.
Iler, 33, learned about cultural

adaptationfirst-hand.
After growing up near Heng

Yang, an industrial city in south-
ern China, she left on a scholar-
ship to study communications at
theUniversity of Windsor inOn-
tario.
At the top of her class in Chi-

na, Iler had a tough time at
Windsor; she had never used a
computer, didn’t graspCanadian
cultural references and had to
learn a different style of reason-
ingandwriting.
“It was a huge struggle,” she

said.
But the transition gave Iler a

leg-up when it came to under-
standing cross-cultural differ-
ences. So after graduation and
working at a few clerical jobs,
Iler launched her own transla-
tionbusiness fromhome.
Her first clients included peo-

ple who needed to translate offi-
cial documents like marriage
certificates. The immigration
section of the Canadian Con-
sulate General in Detroit was
her first important corporate
client.
While Iler did some Chinese-

to-English translation, she hired
freelance translators for most of
thework.
“My goal was not to become a

great translator myself, al-
though I do translation,” she
said. “I was more interested in
thebusiness side.”
But Iler admits it tookher time

to master some business skills
and she finally farmed some out,
like accounting. Employee
turnover was also a problem un-
til she figured out what qualities
to look for.
“I realized it wasn’t necessary

to have a superb-looking re-
sumé,” she said.
In 1999, Iler’s business took a

turn when she won a contract
from Planet Intra Inc. (now
called Vialect) to translate and
adapt the documentation and
user interface for a software pro-
gram for the company’s office in
Germany.
From then on, Iler grew her

expertise in “localization,” or
adapting websites for foreign
markets or users from different
cultures.
“A lot of firms have the chance

touse the Internet to goglobal, to
get international customers.” Il-
er said. “Sometimes translation
isnot enough, youhave to cultur-
ally adapt the content.”
Iler pointed to a faux pas com-

mitted by computer giant Dell a

while back: The company’s web-
site had images of people mak-
ing the OK sign – joining their
index fingers to their thumbs to
make a circle – a gesture famil-
iar to most North Americans.
Theproblem?Thegesture is con-
sideredobscene inBrazil.
Along with her team of four

employees, Iler now audits web-
sites to make sure images and
sounds are appropriate in the
targetmarket.
She also makes sure design

features stand up to internation-
al use. For example, sites that
send automatic acknowledge-
ments to customers often use a
first name only, a practice con-
sidered much too informal in
somecultures.
Clients in other countries

might also be used to a different
style of website. North Ameri-
cans tend to favour clean, simple
sites. In China, the trend now is
toward “busy” sites with flash-
ing features, according to Iler.
On the technical side, Win-

translation.com helps clients
with such issues as language
meta tags that tell Internet
search engines which language
Webpagesarewritten in.
Once concepts, images and

technical features have been
adapted, Iler turns her attention
towrittencontent.
“The words on your website

are your salesperson, the person
behind the counter,” Iler said.
Too many businesses skimp

onwritingquality insteadof hir-
ingprofessionals, sheadded.
Many companies also fall into

the trap of assuming an English
site is enough.
“In North America, because it

has been a leading economic su-
perpower for so long, people as-
sume everyone speaks English,”
Iler said.
Even Internet searches are not

usually done in English. On
Google, the popular search en-
gine, 60 per cent of searches are
done in a language other than
English. InChina, aChinese-lan-
guage product called Baidu is
the most frequently used search
engine.
Iler says her translators are

trained in knowing which key
words international users turn
to most when searching the In-
ternet.
A laptop computer, for exam-

ple, can also be called a portable
or notebook computer. “If you
use the wrong term, you won’t
showup in searchengines.”
With the growing importance

of Asianmarkets, Iler is now not
alone in the localization field.
Montreal-basedOrchimédia, for
example, specializes in helping
Quebec companies, educational
institutions and government

agencies adapt their websites
anddealwithAsiagenerally.
Louis Bertrand, a consultant

to small andmedium-sized busi-
nesses at the Business Develop-
ment Bank of Canada, says
Canadians are probably more
alert to cultural differences than
their U.S. neighbours because of
Canada’s place in the globalmar-
ketplace.
“We’re more of a niche-type

economy,” Bertrand said. “We’re
used to thinking about what the
customerneeds.”
With government agencies

now an important clientele for
Wintranslation.com, Iler relocat-
ed to Ottawa in 2006, but kept a
office inWindsor.
The company works with

about 150 freelance translators
on amonthly basis and employs
specialists in Web marketing
and software localization. Iler’s
company also provides inter-
preters and foreign-language
typesetters.
She declined to reveal Win-

translation.com’s revenues, but
the company website indicates
theyhave topped$1million.
In workshops, Iler repeats one

essential message: Don’t make
assumptions. “A dose of humble-
ness helps. Somethingmight not
work inanotherculture.”

sarahdougherty@videotron.ca
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Fine-tuning websites
lost in translation

THE ENTREPRENEURS Huiping Iler’s firm helps companies
trolling global markets for customers adapt their sites to other cultures
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Huiping Iler, 33, runs Ottawa-based Wintranslation.com. Her mantra: Don’t make assumptions.

Interest rates on savings ac-
counts, U.S. rental income and
RRSP withdrawals were among
the topics raised in the latest
batchof readerquestions.
Q: My bank (the Royal) now of-
fers four-per-cent interest on an
eSavings account, which is
much better than my present
savingsat zero. I do realize that it
can only be accessed by comput-
er, but is this not better than
GICsorCanadaSavingsBonds?
A: That rate is competitive for a
no-fee, no-minimum savings ac-
count (even topping INGDirect’s
current rate of 3.75 per cent,
though a tad below the 4.25 per
cent now offered by HSBC Di-
rect). Note, however, that the
small print on the website indi-
cates the rate “is subject to
change at any time without no-
tice.” One-year GICs with banks
currently are paying slightly
more than four per cent. Regular
Canada Savings Bonds, which
are cashable with accumulated
interest after three months, are
paying3.25per cent thisyear.

Q: I own four weeks of time-
share in the U.S. The association
that administers the place rents
it out for me. They told me there
would be a withholding fee of 30
per cent of the rental (income),
unless I have a U.S. tax ID num-
ber. I applied for such a number
andwas told that I’d have to sub-
mit a U.S. income-tax return. I
find this request rather strange
because I do not have verymuch
U.S. income.
A: Tax expert Jonathan Bicher
of Nexia Friedman says the re-
quest to file a U.S. income-tax re-
turn is a function of the kind of
income, not the amount. “Rental
income earned in the U.S., as
well as the sale of U.S. real prop-
erty, will always be taxed in the
U.S. first. If the tax payable is
less than the amount withheld,
you’ll get a refund.” The income
has to be reported as well on
Canadian tax returns; U.S. taxes

paid can be credited against
Canadian income taxpayable.

Q: I’m strapped for cash at the
moment and contemplating
making a withdrawal from my
RRSP.Whathappens if I do that?
A: The financial institution ad-
ministering your RRSP is re-
quired to withhold a portion for
taxes of the amount you ask to
take out. The percentage de-
pends on the size of the with-
drawal. Elsewhere in Canada,
thewithholding tax is 10 per cent
on amounts below $5,000, 20 per
cent between $5,000 and $15,000,
and 30 per cent over $15,000. In
Quebec, naturally, it’s more. The
combined federal-provincial re-
tentionratehere is 21per centbe-
low $5,000, 26 per cent up to
$15,000 and 31 per cent for larger
amounts.You’ll get slips fromthe
institution (a T4RSP for the fed-
eral, aTRL2 for the provincial) to
include with your tax returns
showing the amount withdrawn
and the amount retained for tax-
es. Thewithdrawal is includedas
income in the year it’s taken out.
If your overall income is low
enough,youmayget some (orall)
of the taxes refunded. Or you
couldendupowingevenmore.

TThhee GGaazzeettttee wweellccoommeess reader
questions on tax and invest-
ment matters. If you have a
query you’d like addressed in
this column, send it to Paul De-
lean, Montreal Gazette Busi-
ness Section, Suite 200, 1010
Ste. Catherine St. W., Montreal,
Que. H3B 5L1, or pdelean@
thegazette.canwest.com

RRSP withdrawals
and U.S. rental income
Keep an eye on rates and the taxman
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After so much progress, it’s
hardly surprising to have a
downyear in themarket.
“People have a tendency to

have a short-term focus,” said
Matthews, whose currently
working on an expanded second
editionof hisbook.
“There’s definitely lots of

things going on in the world
right now and it’s definitely a

challenging investment year. But
themarket is doing exactly what
it has done for the last many,
many decades. … There is al-
waysworry.”
If it’s any consolation, it’s not

just ordinary investors that fall
prey to their emotions. Even the
world’s most sophisticated mon-
ey manager regularly succumbs
to mind games that hurt long-
termportfolioperformance.
Matthews pointed to the work

of JamesMontier, equity strate-
gist for investment bank Dresd-
ner Kleinwort Wasserstein, who
has written at length about the
performance-destroying psycho-
logical habits of professional
fund managers, including a ten-
dency to be too active in themar-
kets and too overconfident in
their ability to outsmart other
participants.
Investors should focus on the

things they can actually control.

That means developing a long-
term investment plan, ensuring
your portfolio is well diversified
across asset classes and geogra-
phy and keeping management
and trading costs as low as possi-
ble.
After that, patience and a long-

term view are the best defence
againstunforcederrors.

dmacdonald@
thegazette.canwest.com
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MACDONALD Even veteran investors fall prey to emotions


