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META Trend: During 1999/2000, enterprises will adopt piecemeal approaches to operational CRM (i.e., sales,

service, marketing) and associated analytical applications. Through 2001/02, IT organizations will increasingly

craft CRM application architectures to integrate operational, analytical, and collaborative front/back-office

applications; maturing enterprise marketing automation applications and call centers will converge into unified

customer interaction frameworks (mobile and multi-channel).
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Global customer relationship management

deployments enable enterprises to leverage

customer information across countries and

create a global panoramic customer view to

optimize customer lifetime value.



M
E

T
A

 D
elta

Copyright © 1999 META Group Inc.

I N s i g h t s Business-Focused Analysis

ADS 14 Oct 99.783

Bottom Line
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Organizations requiring worldwide, real-time call escalation, lead sharing, or order management must

choose between supporting local language requirements by implementing stovepiped application

instances or creating the panoramic view of the customer by standardizing on a single language (often

English). Currently, users should look to Siebel for the richest multilingual capabilities and insist that

all vendors support Unicode in the long term.
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Figure 1 — Internationalization versus Localization

An internationalized application is one that supports various  (operating system) languages and locales using

the same code base (i.e., no modifications in the source code). Internationalized products must:

• Manipulate data independently of the operating system “language” (i.e., locale)

• Have a common user interface that does not require modification for use in a particular country

• Enable the creation of reports that can be easily translated into other languages outside of the application,

if required

Internationalization does not include translating a product into any particular language. For instance, many

organizations need to deploy applications in different countries using an English user interface and English error

messages while running on a non-US/non-English operating system, with locale settings appropriate to the

particular country.

A localized application  is one that has been modified to support cultural norms of a specific country, including

the language. In particular, this includes translation of the product (user interface, error messages, and

documentation) into a particular language (e.g., French, German, kanji).

Character Set Limitations

• When a database server is configured, the code page for the supported character set is defined. If the system

is installed in Japan on Oracle, for instance, the code page is specified for Japanese (e.g., code page JIS).

The code page for Japan supports kanji and English; the code page for Western Europe supports all

European languages and English. English is the common denominator of all databases.

• Western European languages cannot be combined with Japanese. This is a limitation of the database that

can  be resolved only with Unicode.

• Unicode alone is not the panacea, however. The OS, database, application software, and third-party

products must all support Unicode, with one code page supporting all databases. Vendors are moving to

support Unicode in the long term.

• Two separate instances are needed for Japan and Europe. English is the lowest common denominator and is

supported in all code pages. So, if English is the “master language,” data in English can be entered in the same

database as data in other languages, but the data can be viewed only in the language in which it was entered.

Multilingual requirements include real-time call escalation as well as lead/opportunity sharing and management.

Source: META Group
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