


WHAT DOES “I AM A DRAGON” MEAN 

IN ASIA? 

1) I am a brave man or Hero 

2) I am vicious 

3) I was born in 19** 

4) I am a Asian 



CRISIS 



OOPS! 





STATISTICS 

60(135) employees 

3 offices  

5 AM(Account Managers) 

15 Project Managers 

30 in-house translators 

10+Asian  languages 

1000 jobs/month= 40~50 jobs/day 

2~3 claims per month on average 



1. INPUT 

AMs need to enter all Feedback whether good or 
bad, big or small — special compliments, late 
deliveries, miscommunications,  anything 
directly related to costs.  Everything that we 
need to 'learn from' and 'need to be shared’, 
are to be entered into feedbackDB.   



VOCABULARY 1. AM VS. PM 



2.NOTIFICATION 

Once created, a notification is automatically 
sent to all Committee members (HR 
manager Will, Resource Director Eileen, 
PM advisor Joyce, Senior PM Sophia) and 
Marketing Manager Pricilla and CEO. 



3.ACKNOWLEDGMENT 

CEO will send apology email to the client  

 

https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx
https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx
https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx
https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx
https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx
https://www.dropbox.com/s/whjdt0va84qy126/Quality Problem Letter.docx


4.ACTION1 

Senior PM immediately calls or talks to the PM 

and AM of the project and prepares the 

action items required in order to close the 

situation or to follow up. 



5.COMMITTEE MEETING 

Committee leader sends notice to 

all committee members and 

related AM/PM/Linguists for a 

feedback meeting. In the 

meeting, the related people 

report to the committee 

members what happened and 

why. Committee members ask 

questions and discuss 

suggestions and corrective 

actions. If needed, committee 

leader can ask senior linguist 

to check the files and 

participate in the meeting too. 



VOCABULARY 2. LANGUAGE LEADER 

AND RESOURCE MANAGER 

 
 

 



6. REPORT  

After the meeting, the committee leader 

collects more information, talk with more 

people (e.g.: marketing, technician, L10N 

Engineer, resource manager, PM, QA team 

leader) as needed and make decisions and 

report to CEO and cc Marketing Manager. 

The report should include: timeline, causes, 

causer (can be divided to multiple people by 

%), corrective action plan, estimated time 

and cost.  



REPORT FOR CLIENTS 



MONTHLY INTERNAL REPORT 



NOTIFICATION 

Once the report is approved, committee 

leader sends notice to the committee 

members and related people. 



CLOSING 

Committee leader closes the record on feedbackDB and 

reports to all related people include CEO and 

Marketing Manager. This report should include but 

not limited to : Who? Time, related numbers, result of 

the corrective actions.  



CHALLENGES ARE ENDLESS 

• 24*7 operations 

• No minimum fees,  

• No DTP Charges,  

• No Urgent Fees 

• Too many conferences 

• Too many CAT tools 

• Too many file formats 

• Customized MT 

• Too much educated Clients  

• Too much Transparency 

• Too much educated Translators 






