






50% +

Languages

90+
Markets

200+ 50% +

Words localized each year

1,000,000,000+











Constant focus on Customer Satisfaction





Our experience of applying MT on Support.Office.Com
Help and support articles 



We care about Customer Satisfaction (CSAT)

“Was this information helpful?  Yes / No”  

We increase MT use so long as CSAT close to HT CSAT

We control the impact of MT with min threshold of recycled text in 
an article and choosing non-critical articles. 

We set the threshold based on reviewing aggregate CSAT
Lower thresholds mean we MT more text
We start conservatively and iterate over time to increase threshold
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English

Modern software development 
Emphasis on getting features to customers, listen and react fast
Feedback and Telemetry impact business decisions

Lots of feedback
Sources like Forums, Feedback Verbatims, Store Reviews, etc
7.6 million individual pieces past 6 months 

Microsoft speaks English
Classifying, monitoring, responding, anomaly detection

Can MT give these customers a voice?
Evaluated influence of different domain tuned MT engines
Neural MT vs domain tuned SMT

Office Customer Voice



Virtual Agents are here
In English, for the USA

Intents and Entities
Language Understanding (LUIS) 
Proprietary Internal Tooling

Can MT help us?
We will be working to find out. 

Customers Need Help





“Second-language assistance” – get quick 
translations while collaborating

Translate full email, document, page, or chat

Translate live speech & display subtitles in any 
language

On the phone, the PC, and the web
Transcript feed – Teams Broadcast 
(vision)

Presentation Translator live captioning
– PPT Win32 (Garage add-in)

Contextual email translation – OWA (in-
development)







Thank You


