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ABOUT THIS SERIES - VOLUME 15

Every multilingual RFP response lists the languages a provider will "support." Almost none states the
accuracy it holds in each, or how many trained people stand behind the thinnest one. This volume is about
that gap — the difference between a language printed on a capability slide and a language a back-office
can actually process at quality, at volume, on a Tuesday when one specialist is out sick. The full series lives

at piton-global.com.
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John has bought multilingual back-office
capacity from the client chair across three
decades, and learned to distrust the language
grid on page nine of every proposal. His
standing question turns a list into a fact: show
me per-language accuracy, show me who
covers the thinnest language when one person
is out, show me the QA done by someone who
reads it. Applied at PITON-Global, that
question is what clients get on every
multilingual sourcing decision — personally,

with no account layer in between.
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ABOUT PITON-GLOBAL

Ralf has spent twenty-five years building
Philippine back-office floors, including Nihongo
and European-language programs, and he has
seen the same failure up close: a language
held by a single specialist, quietly carrying a
client's risk until the day that person resigns.
The continuity clause in Section 3 is what he
learned rebuilding operations where a
language had a headcount of one. He now
reads multilingual providers the way he

once staffed them — from the thinnest

language forward.

r.ellspermann@piton-global.com

Manila, Philippines

PITON-Global is a buyer-side advisory practice, Manila-based since 2001, that has never operated a

delivery floor or taken a placement commission. Its stock-in-trade is knowing the Philippine provider

market at the operating level — 1,000+ mapped operations, re-verified continuously, including each

provider's genuine language depth rather than its advertised language list — and converting that

knowledge into a shortlist of six to ten genuinely qualified partners per engagement. Buyers from

Tripadvisor, Garmin, TSYS, HealthPartners, Yetipay, Workrise, and Norman Disney & Young have run their

searches through the practice.
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SECTION 01

Executive summary

-58% 99.2% 3%

Fully-loaded cost per Per-language accuracy Minimum trained
1,000 processed items floor on vetted headcount per language
vs. US onshore operations — every on a depth-graded floor
multilingual staffed language, not the

average

5.9%

First-year ROI,
reconstructed case
(Section 6)

Multilingual back-office work is bought on a list and paid for on a number that the list conceals. The

proposal names fifteen languages; the invoice reflects a floor whose Spanish and Portuguese run deep and

whose Korean and Dutch are each held by one tired specialist with no reviewer. The floor's blended

accuracy looks fine — because the high-volume languages carry it — while the thin languages quietly leak

errors, rework, and, in regulated work, compliance exposure. That gap between the average and the worst

language is the language tax, and it is almost always invisible until an audit or a resignation exposes it.

The Philippines is where multilingual back-office is being built with the most process discipline, because a

deep English operating culture and maturing European- and Asian-language programs let providers add

languages without abandoning the accuracy and QA habits that back-office work demands. Five findings:

1 The floor average is the industry's most flattering number. A blended 97% accuracy can hide a language

running at 88%. Vetted operations report accuracy per language, and hold a floor under the worst one.

Section 2 shows how far the average can lie.

2 A language with one person is a liability, not a capability. Single-point-of-language coverage has no QA,

no surge capacity, and no continuity. The day the specialist leaves, the language leaves with them. Depth

— three trained people minimum — is the difference between a service and a risk.

3 QA that cannot read the language is theater. If the reviewer checks non-English work against a checklist

in English, errors of meaning pass untouched. Real operations staff in-language QA — a second qualified

reader per language — which is what actually holds the per-language accuracy floor.

4 The rework, not the wage, is where multilingual budgets are lost. A non-English item that fails and

returns costs two to three times its first pass. Floors that hold per-language accuracy convert a thin-
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language rework rate of 6-12% down under 1.5% — and that collapse, not the hourly rate alone, is where

the case study's return is built.

5 Contract per language, not per floor. The contracting failure of multilingual programs is a single SLA
averaged across all languages, which lets the strong ones subsidize the weak. Vetted deals set per-
language accuracy floors, depth minimums, and turnaround parity — making the thinnest language the

provider's problem, which is where it belongs.

The intended reader owns a shared-services, operations, or back-office function processing work in
languages beyond English and being pitched wide language lists at attractive blended rates. Sections 2-4

separate depth from coverage; Sections 5-7, the method and the proof.

SECTION 02

Coverage is not depth: the language
tax hidden in the floor average

Figure 1 shows the same six-language back-office two ways: as the blended average a weak vendor reports,
and as the per-language reality a recontact-grade audit exposes. The floor average is identical in spirit to
the containment rate of a bad chatbot — a single number engineered to look like performance while the

failure hides one level down.

PITON- EXECUTIVE WHITE PAPER SERIES - WP-15 - MULTILINGUAL BACK-OFFICE OUTSOURCING - PITON-
GLOBAL PHILIPPINES - JULY 2026 GLOBAL.COM



FIG. 1 — PER-LANGUAGE ACCURACY VS. THE REPORTED FLOOR AVERAGE (SIX-LANGUAGE BACK-

OFFICE)

VETTED — DEPTH-GRADED, PER-LANGUAGE WEAK VENDOR — REPORTED AS A FLOOR

AUDIT AVERAGE

Spanish - 9 trained 99.4% Blended "floor accuracy" 96.8%

. |

Portuguese - 6 trained 99.3% ..Korean - 1 person, no reviewer 88.1%

|

Japanese - 5 trained 99.2% ..Dutch - 1 person, no reviewer 89.5%

] |

German - 4 trained 99.2%

- The 96.8% s real — and useless. Two languages

Korean - 3 trained 99.1% are running below .90%-wit(h. no reviewer a.nd no

o B
volume

Dutch - 3 trained 99.0%

|

Left: PITON-Global engagement instrumentation, 2025-26, per-language audited. Right: composite of pre-
engagement vendor reporting reviewed in diligence.

The economics live in the two red bars. Every item that goes through Korean and Dutch at ~89% comes
back at a rework rate two to three times the deep-language norm, and in regulated work each error carries
a compliance cost the accuracy chart never shows. The single instrument that exposes it is trivial: ask for
accuracy broken out by language, with headcount and reviewer coverage beside each. Any honest provider

produces it in a day; the floor average is what you get when they would rather you did not look.

SECTION 03

The language operating contract: staffed
depth, in-language OA, and continuity

Figure 2 lays out the three clauses of a working language operating contract — the machinery a floor read

verifies before any language line item is believed.

PITON- EXECUTIVE WHITE PAPER SERIES - WP-15 - MULTILINGUAL BACK-OFFICE OUTSOURCING - PITON-
GLOBAL PHILIPPINES - JULY 2026 GLOBAL.COM



FIG.

2 — THE LANGUAGE OPERATING CONTRACT,

AS OPERATED ON VETTED FLOORS

STAFF FOR DEPTH

Every production language
carries a minimum of three
trained people — never one.
Depth buys surge capacity,
cross-checking, and the
continuity that survives a
resignation. The thinnest
language sets the floor's real
ceiling, so it is staffed first, not
last.

REVIEW IN LANGUAGE

QA is performed by a second
qualified reader of the same
language, not against an
English checklist. Errors of
meaning, register, and
regulated terminology are
caught by someone who can
actually read them. This single
clause is what holds the per-
language accuracy floor.

! yields !

PROVE CONTINUITY

Every language has a named
backup and a documented
handover, tested — not
assumed. Attrition in a thin
language triggers a pre-agreed
backfill clock, so the day a
specialist resigns is a
scheduling event, not a service
outage the client discovers in a
backlog.

THE DEPTH-GRADED FLOOR

99.2% PER-LANGUAGE FLOOR <1.5% REWORK, ALL LANGUAGES ZERO SINGLE-POINT LANGUAGES

Accuracy holds under the worst language, not the average; rework collapses because in-language QA catches

errors before the client does; and no language is one resignation away from going dark. The floor gets cheaper

— through rework avoided — and safer at the same time, which is the whole point of buying depth instead of a

list.

Operating parameters from PITON-Global multilingual engagements, 2025-26.

In diligence, the contract is tested one language at a time, starting with the thinnest: how many trained
people, who reviews their work, who covers them next week, and what the accuracy has been for that
language specifically over the last quarter. Perhaps one provider in ten answers cleanly for every language
it lists. Steps 3 and 5 of the framework exist to find that one before the contract does — because

everything in Table 3 of Section 6 depends on the thinnest language, not the loudest one.

SECTION 04

Cost and performance: per-item
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economics and multilingual benchmarks

TABLE 1 - COST PER 1,000 PROCESSED ITEMS: THREE DELIVERY MODELS (US$, 2026)

DELIVERY MODEL COST / 1,000 ITEMS VS. US BASELINE
US onshore multilingual back-office $7,200
European nearshore (Lisbon / Krakéw multilingual) $4,900 -32%

Vetted Manila multilingual floor — depth-graded, in-
language QA

TABLE 2 — MULTILINGUAL BACK-OFFICE BENCHMARKS, VETTED VS. BASELINE (2025-26)

METRIC VETTED TOP TIER BASELINE EXECUTIVE READING

Per-language accuracy floor (worst The only accuracy number

99.0%+
language) worth an SLA
. . Every one is a resignation from
Single-point-of-language coverage 0%
an outage
"Review in language" — kept or
In-language QA coverage 100% langs
guag & & broken
L Where the multilingual budget is
Rework rate on non-English items <1.5%
actually lost
Turnaround parity (non-English vs. +5% Thin languages queue, or they
English) = don't

The strategic read: the -58% is not the whole prize, and treating it as such is how buyers overpay from a
cheaper floor. European nearshore's -32% comes with genuine language proximity but a higher wage base;

the vetted Manila floor's deeper discount holds only when the depth, QA, and continuity of Sections 2-3 are



contracted per language. Buy the blended rate alone, from a list-staffed floor, and the thin-language rework
quietly refunds the arbitrage — the same lesson every volume in this series keeps arriving at from a

different door.

SECTION 05

Sourcing discipline: the 7-Step Vendor Vetting
Framework, applied to multilingual operations

Multilingual diligence adds one hard requirement to every step: a language is real only when its depth, QA,

and continuity survive inspection. The funnel below is representative of a 30-70-seat multilingual search.



FIG. 3 — THE 7-STEP FRAMEWORK AS A MULTILINGUAL FUNNEL

STEP WHAT IT ELIMINATES IN A MULTILINGUAL SEARCH FIELD REMAINING

List-first scoping: fixes the language set by volume and
. . risk, the per-language accuracy floor, the depth
1 Requirements definition o . 1,000+
minimum, and which languages are regulated and

therefore non-negotiable on QA

List-only providers: floors that advertise the language
. set but staff it through agencies or one-deep hires, and
2 Market mapping . i ) ~42
giants whose real depth is reserved for their largest

accounts

Floors without the machinery: per-language accuracy
history, three-deep staffing on every language, in-

3 Capability screening v . P . € ylanguag o ~11
language QA in production, and a tested continuity plan

for the thinnest languages

Weak data governance on non-English PII: regulated-
. . . terminology handling, data residency for EU-language
4 Compliance & security audit . ~8
records, SOC 2 / ISO 27001 scope covering every

language team, not just the English floor

The per-language read: pull accuracy by language for a
. . quarter; meet the thinnest-language teams and their
5 Operational diligence . . . . 4-7
reviewers; test a live handover; send a blind sample in

every language and grade what comes back

Floor-average SLAs: finalists price with per-language

. Lo accuracy floors, depth minimums, turnaround parity,
6 Competitive RFP & negotiation L . . 2-3
and continuity clocks — each carrying credits — so no

strong language subsidizes a weak one

All-languages-at-once cutover: the deep languages

. launch and stabilize first; thin languages phase in only
7 Transition & launch governance . . . 1
once depth and in-language QA are certified, with

PITON-Global embedded buyer-side to steady state
Field-remaining counts represent a 30-70-seat multilingual search, PITON-Global engagements 2024-26.

The standing guarantees hold: vendor neutrality — PITON-Global operates no floors, employs no language
teams, and takes no placement economics, so the shortlist reflects audited depth, not inventory; right-
sizing — providers for whom your language set is a flagship program, not a rounding error. Six to ten
genuinely qualified providers, delivered within 48-72 hours, free to the buyer, competing through a fully

transparent, fair, comprehensive, and highly competitive RFP.
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SECTION 06 - ANONYMIZED CASE STUDY

Rebuilding to depth: a 45-seat, six-
language back-office, reconstructed

Engagement MB-027 is a US-headquartered global e-commerce platform — roughly $680 million in
revenue, 1.4 million back-office items a year across order documentation, dispute files, and seller KYC in six
languages — that had been running on a list-staffed vendor. The blended accuracy read 96.7%; the reality
was Korean and Dutch each held by one person, an unnoticed backlog whenever either took leave, and a
European regulator's query about a mishandled Dutch KYC file that finally forced the review. The board

wanted the languages kept and the risk removed. Identifying details are anonymized under NDA.

SELECTION (WEEKS 0-8, PER-LANGUAGE
READS)

Requirements fixed a per-language accuracy floor

of 99% and a three-deep minimum on every

language, with Dutch and Korean flagged regulated.

Mapping produced 39 claimants; the machinery
screen — per-language history, in-language QA,
continuity — left 10; the data-governance audit
across all six language teams left 7. Blind samples
in every language, graded by independent readers,
and interviews with the thinnest-language teams
shortlisted 5. A Manila floor won at a $12.40
blended rate with per-language SLAs and a tested

backfill clock written into the contract.

TRANSITION (MONTHS 3-8, DEEP-FIRST
PHASING)

Spanish and Portuguese migrated and certified
first; Japanese and German followed at month 4.
Korean and Dutch phased in last and only once
each had three trained people and a named in-
language reviewer — the opposite of the
incumbent's launch order. Per-language
dashboards went live from day one. By month 8 all
six languages held above the 99% floor, non-English
rework had fallen from 9.1% to 1.3%, and
turnaround parity was within 4%. PITON-Global
chaired the per-language review board to

steady state.
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TABLE 3 — MB-027 FIRST-YEAR VALUE BUILD-UP (US$)

VALUE COMPONENT YEAR 1 BASIS
Labor arbitrage on the 45-seat multilingual floor $1.48M 84.4k productive hrs x ($30.00 - $12.40)

Rework collapse on non-English items (9.1% — Avoided reprocessing hours across six

$0.46M .

1.3%) languages, at blended unit cost
Continuity — thin-language backlog & overtime $0.19M Avoided surge/overtime and expedite fees
eliminated ' vs. incumbent-era baseline
Compliance-exposure reduction on regulated- $0.17M Modeled expected-loss avoidance,
language files ' KYC/records error rate, conservative basis
Gross value created $2.30M

Extended dual-running, per-language
Less: engagement & transition costs ($0.39M) certification, backfill hiring, integration;

advisory fee SO (provider-paid model)

Net value = cost = first-year ROI ) $2.30M + $0.39M

Sixty-four percent arbitrage, thirty-six percent from depth, QA, and continuity — squarely in the series'
two-thirds/one-third pattern, earned because the thin languages were rebuilt rather than inherited. Every
line traces to a diligence step: the per-language floors to Step 6's pricing, the rework collapse to Step 3's in-
language QA, the continuity to the tested backfill of Step 5. The shared-services VP's line at the year-one
review: "We used to have fifteen languages on a slide and two of them awake at night. Now we have six that

never sleep alone."

SECTION 07

The executive playbook:
governance tor the first 180 days

A multilingual transition succeeds when it is governed language by language, thinnest first — client in

command throughout.



DAYS 0-30 Rank the language set by volume and risk, and set a per-language accuracy floor, a
Grade the languages, three-deep staffing minimum, and turnaround parity in writing before launch —
contract per language never a single blended SLA. Flag regulated languages for mandatory in-language

QA. Stand up per-language dashboards as the program's arbiter of truth.

DAYS 30-90 Migrate and certify the highest-volume languages first; hold the thin languages
Launch deep first, back until each has three trained people and a named in-language reviewer. Run a
prove continuity early live backup handover on every thin language before it goes to production. Publish

the weekly per-language view: accuracy, rework, headcount, reviewer, turnaround.

DAYS 90-180 Bring each thin language to production only when it clears the accuracy floor for
Phase in the thin two clean weeks with QA and backup in place. Review the per-language board
languages, certify
steady state

monthly. Certify steady state on two clean months including one volume peak and
one planned absence in a thin language; hand over on documented criteria; keep

the quarterly blind-sample read standing.

THE FIVE FAILURE MODES WE ARE HIRED TO PREVENT

Buying a language list instead of language depth - a single blended SLA that hides the worst language - QA
against an English checklist on non-English work - a language held by one person with no backup - launching

every language at once onto an unproven floor. All five are settled at selection and contract.

The multilingual back-office argument, in one sentence: a language is only as real as its thinnest shift, and a
vetted Philippine operation delivers -58% per processed item with every language held above a 99% floor
— for buyers who audit accuracy per language instead of believing the blended average, and compete the
finalists through a fully transparent, fair, comprehensive, and highly competitive RFP. The list is easy to

print. We make sure you buy the depth behind it.

METHODOLOGY & NOTES

How the nhumbers were built

Per-language accuracy and rework figures (Fig. 1, Table 2) derive from production instrumentation in PITON-Global
multilingual engagements, 2025-26. Accuracy is measured per language against an in-language QA sample; rework
counts any item returned for correction after first pass. The weak-vendor column is a composite of pre-engagement
vendor reporting reviewed in diligence, shown for contrast, and the floor-average figure is genuine — the point is

that it conceals the worst language, not that it is falsified.
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Cost-per-item figures (Table 1) are fully loaded — wages including language premiums, benefits and statutory
charges, facilities, technology, management and QA overhead including in-language reviewers, attrition-driven
recruiting — net of shrinkage; US and European comparators reflect metro shared-services labor on the same

basis. A processed item is one document or record completed and passed in-language QA.

The case study (MB-027) is anonymized under NDA; volumes, languages, and dates are generalized, figures rounded.
Accuracy, rework, and continuity effects are audit-verified per language; the compliance-exposure line is a
conservative modeled expected-loss avoidance, not a booked saving. ROI = net first-year value + all engagement-
related client costs. PITON-Global's advisory fee is provider-paid and appears at $0 in the client cost base;

neutrality safeguards are documented at piton-global.com.

Market context draws on IBPAP reporting and PITON-Global's proprietary provider mapping (1,000+ operations;
language depth re-verified April 2026). Estimates and projections are PITON-Global analysis and should be cited as

such. The full series is available at piton-global.com.

Does your provider's accuracy hold in
its thinnest language?

j.maczynski@piton-global.com
Forty-five minutes with John will tell you. Free to buyers, +1 402-598-8740

strictly vendor-neutral — a depth-verified shortlist within
two to three business days.
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