technology, including its unique hybrid technology which important in develop

environmentally-friendly products.

Furthermore, the corporate also aim to maintain the market share of Toyota in
Yemeni market. Certain signature Toyota models had become a distinctive part of
Yemeni culture. So Toyota has to strive to increase the market share in Yemeni market,
in order to make Toyota become ubiquitous in major cities, especially in the countryside.
Lastly, corporate also fulfilled the social responsibilities by carrying out its corporate
social responsibility through philanthropic activities. The activities will be undertaken
through corporate ethics, including full compliance with applicable laws and reglations.

Besides that, the company inspired to service the Nation and thﬁ@mu social

responsibilities to the society through ap%ne)%@%%ach towards customers.

In additional, Toyota cor%eﬁm e need { t@?&stomers through the social

N O
respPon%bléW\e\N Page Ac

1.3.Corporate Mission

Mission of Toyota is to provide safe along journey when using the Toyota product.
Toyota had developed various new technologies to improve fuel efficiency and designs
for its vehicles. Toyota also manufactured a plenty of appealing cars, while cutting costs
by 30 percent through the use of shared parts. Except of it, mission of develop
environmentally-friendly products also highly focused to reduce the harmful production

to the environment.



Finally, motivation is equally important for the success of any firm. This is due to
the importance of the workforce to organizations. The workforce is the most important
resource irrespective of the levels of mechanization. Motivation levels in Toyota are high
mainly due to involvement of employees in making decisions and ease of communication
within the organization. Toyota also uses a combination of non-financial and financial
means of motivation such as adequate remuneration, shares in the company, praise for
employees, non-interference in duties by management amongst others. However, the
global financial crisis has lowered employee motivation levels since they are unsure
about their job security. The management should take steps to reassure them of its
support. O ‘u\(

The major aspects of the organizational culture %Pa\@ne&e leadership, team

work, motivation, conflict resolutiog.and Srcationé'h‘ise are all essential aspects

that enable them (¢ve Xcgs in theinbugine “
P (eNNE éa@e ¥
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TOYOTA

Markets vehicles in over
170 countries/regions.

66 Manufacturing facilities in
27 countries/regions
AUTOMOTIVE @ TOYOTA OTHER
Design, Manufacturing, Distribution | FINANCIAL SERVICES I BUSINESSES
@ TOYOTA Consumer Financing Housing
@ LeallsS Dealer Support & Financing Marine
AN Badling Telecommunications
@ e-Business
E DAIHATSU Secudtias Seivicas Intelligent Transport Services
CEEE) Rucks) Ancillary Products & Services Biotechnology & Afforestation

Figure 1.13.1 represents the business segment of Toyota \)\(
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accelerator pedal sometimes sticks down. Nearby 10,000 Toyota customers have so
far contacted a hotline to air concerns.

Toyota was damage their image after the safety question of its cars and claims
that the irresponsible of the Toyota management system which did not take a possible
action immediately once the problem had been noted and recognized. This is also
known as one of the quality management problem in Toyota.

Determine the risks early and eliminate them while they are still minor
problems is the fundamental of risk management. Toyota managers had a number of
notices about its deteriorating quality. In early 2009, for instant, before the recalls,
Toyota disbanded a high-level task force that had been set up in 2005 t“&ﬁge the

quality issues. A Toyota manager mentions that t%@*@negfhad come to trust

that quality control was part of ﬁ{ow NA a%ﬂ?erefore they did not need a

special team \t@qﬂa fx eggentatiom?;z O“
P ( %re are seve@@gar y signs of Toyota’s quality problems as reported

in Consumer Reports. In January 2008, Chris Tinto, Toyota’s U.S. vice president who
in charge of the technical and regulatory affairs, further warned his fellow executives
that “some of the quality issues we are experiencing are showing up in defect
investigations (rear gas struts, ball joints and some more). These and other early
advices were being ignored. In a pat-tern not uncommon in large organizations,
politically powerful executives shrugged off early warnings of lower-ranking
executives.

Other than the quality problem that mentioned about, there is appear to be two

causes for Toyota’s quality problems. The first is an outgrowth of management’s
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company’s ability to cut prices in order to gain market share but must focus on
company image for reliability and durability.Okuda convinced corporate leaders to
chase rapid sales development and profits while downplaying the risks associated
with this strategy. The 15% market share target meant surpassing GM as the global
volume leader and expanding production to new locations.

Toyota’s production is more than doubled between 1985 and 2008.
Specifically, production grew from slightly less than 4 million world-wide vehicles
sold in 1985 to approximately 8.9 million vehicles sold in 2008. To support this
growth, It also meant hiring significant numbers of new employees, contracting with
new non-Japanese suppliers and hiring large numbers of contract en%iseﬂ\(

The Toyota Production System (TPS)eisga\@ sg’tem ‘build on the
scientific method which require aNIQr ning %\ﬂ?en the trainers and trainee.
Because of the JOIN dﬁe(ogpce problemy, Aoy@i unable to scale up and provide a

@‘i@}!}ll of the @v&g)%es and suppliers that were added. This training
problem issue will cause the company unable to duplicate the Toyota DNA. Toyota’s
overseas manufacturing facilities increased from 37 to 53, and for each year the
average sales was increase around 9% which gave management a little opportunity
for adjusting its systems and practices to accommodate such strong growth.
Organizational incentives especially for the informal form became skewed toward
growth. Without specific policies that preserved the traditional quality focus, key
decisions affecting product development, supplier management and production
became biased in favor of meeting sales, delivery, cost-cutting and profit targets.

Many of the changes were subtle (for example, tilting promotion criteria more in
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countries and regions besides Japan.

During FY2012, the company produced
7,435,781 vehicles, including 3,940,000
vehicles in Japan and 3,495,000 vehicles
across all other manufacturing locations.

In addition, Toyota has an extensive
distribution network. While the company’s
geographically well spread production base
its extensive

diversifies business risks,

distribution network provides

reach, thus boostléWmﬁ( m
preV'* oage

compared to Toyota. Honda Motor's ROE
was 4.8%, while Nissan Motor's ROE was
8% in FY2012. In contrast, Toyota's ROE

was 2.7% in FY2012.

Lower ROE and ROA compared to its
peers indicates that the company is not
using the shareholders' money efficiently
and that it is not generating high returns for

d w\ﬁon of
resource @r‘tgﬁareholders value
seel

its shareholders. Thus,

oNQX‘on‘f‘lde%e‘T the long term.

20

Opportunities

Threats

Growing global automotive industry:

The global automotive industry was

severely affected the economic

by
downturn, with a decline in revenues being
recorded in 2008 and 2009. However, 2011

saw a strong rebound which has continued

into 2012. According to MarketLine, the

Intense competition:

The worldwide automotive market is
highly competitive. Toyota faces strong
competition from automotive
manufacturers in its various markets. The

competition among various auto players is

likely to intensify in light of continuing
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3.2.Stress on Customers Feedback

Another suggestion for Toyota after the 2009 recall tragedy is that they
should seek for consumers feedback from time to time after purchasing their
product in order to cater into the market more successfully by producing what
customers need and looking for in the market rather than stressing more on
generating high profit from sales. The arrogance and ignorance on the warning
regarding quality of the company’s product when the defects start to rise in
alarming alert is a major issue that Toyota company should improve in.

Toyota did not take necessary actions even after several cases on Toyota
Frius had been detected. They only start to realize the serlousneéof\ly%blem

after the number of cases and media outcr becg&\@s tnough to get through

their in-defiance skulls. Qm Ngrodui Gﬁithe only issue in causing
e

Toyota 1né$QNur§‘do tragedy, m%
P cr@hasue when a@axgty incidents emerge. Toyota should have design and

manufacture information and traceable information in order to provide their

ty of the leadership is also being

suppliers with sufficient information to undergo root cause analysis due to every

existing quality issues emerge after customers’ complaints.

The current president of Toyota, also being known as the grandson of the
Founder of Toyota, Akio Toyoda has announced in front of an American congress
that ‘Toyota’s priority has traditionally been the following: First: safety; second:
quality; and third: volume’. He also mentioned that the quick pace of Toyota
growth may be the major reason in leading to current quality problems and

incidents. Thus, an advice to Toyoda is that a business should return back to the
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lead to customers satisfaction and to achieve excellence in manufacturing quality
products to be produced in the market. Therefore, in order to comply with their
principle, and ensure zero defects for their end user product, Toyota had set up a
quality assurance system through development, purchasing and production
departments. Toyota also adopted ‘Toyota Way’- a set of management principles
in order to overcome any quality problems caused by rapid globalization. It is
being communicated to all of the overseas manufacturing plants.

But unfortunately, Toyota had become the victim of its own success.
Around year 2000, Toyota had already expanded its production facilities in a
rapid pace in order to achieve their aim in getting the first place '\n)ééamatic
world. However, the rapid growth had brought @l_\@np t to t;1e production
quality when Toyota custo Mg&gsaf%'rflated problems in Toyota
motor ve@WT&‘igen fol%ﬂ_bﬁﬁ]umber of recalls which put the

P Qﬁp\a!l}s hard-e@c&@@ons in danger.

Therefore, in order to make up to customers expectation and continue
maintaining the quality principle of the company, Toyota must make quality
become a part of company’s DNA, may it be in production field or administrative
departments. Toyota should stress on building quality product with a sense of
ownership. Every employee in Toyota, from engineers to hourly production
workers, must see quality as their personal responsibility and defects as personal
failing. They must look through customers heart whenever they received a
complaint regarding the defects in Toyota motor vehicles. Never do a company

have the ability to control the quality externally unless the individual who perform
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and work on the value-added process feel the passion and need to always satisfy
customers’ needs and want.

Besides, regardless of the job rank in the organization, the quality
professionals should get their hand dirty. Toyota quality engineers are advised to
spend little time on the office. On top of that, they need to increase the time spend
on the manufacturing floor, in the engineering reviews, with the dealers, and
examine the data gained from first line workers to understand thoroughly on the
situations that caused any defects.

Quality professionals play a facilitator role. They must be knowledgeable
regarding the technology and Toyota Business Practices used in mv‘ement

.

process. Engineers which is being assigned togaak@rirg must be expert in

Toyota Production System R@N@Sﬂ%be %If(o provide training and act
as facilit@q\'o"r inOthe tra%, p@l‘Se quality data, develop visual

Pﬁgﬂsu e}nent syst@ ago%ing with supervisors to solve evolving difficult
problems. Therefore, quality engineering in Toyota should have develope a sense
of responsibility to the quality requirements process, in order to detect the
problems and further solving it. Without such quality engineers, the quality
reputation of Toyota will only degrade over time due to lack of commitment from
the operation units.

Although the existence of quality professionals are important in a
company, but we must also not to forget on the shared responsibility existed in
operating units, mainly product development, manufacturing, logistics and sales.

These quality departments need to participate thoroughly in order to help Toyota
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6. Appendix

Appendix 1

Personal Recall Letter sent from Jim Lentz, President and CEO Toyota Motors U.S.A., Inc.

Asked owners to bring in cars if problems were experienced/Announced “entire organization” was involved in the

effort.
(G TOYOTA

There’s been a
lot of talk about
the recall.
Here are the
facts for our
customers.

Owver the past faw days, thare haabaenal ml.r stu::kmg
Our message to Toyota owners is |fy panenl::lng
pedal, we are confident ﬂ1 iz 8 drwa H'yl:lLI acce

to dapt\aaa tha.n n ra m, plaaaa cont alay

sUMRE DurcuEm:lmElB undarstand that this
itufnaon i iatances whers it does ocour, the wehicls

EIEIIJEI wary aer'u:lusly
E E.I"Id panerally dossn’t ocour
controllad with firm and steady applicBtion clfihﬂ brakas.
Hera's the latest update on the recall:

1. We're starting to send letters this waskend to ownars involved in tha recall to schaduls an
appointment at their dealar.

2. Dealerships have extended their hours — some of them working 24/7 — fo fix your vehicle as
quickly a8 possible.

3. Trained technicians have bagun meaking repairs.

Wa've hatted production of thess modals this wesk to focus fully on fixing this proflem for the
wahicles that are on the road.

Owr entire arganization of 172,000 Morth American employeas and dealarship parsonnal has bean
mobilized. And we'rs redoubling our quality control efforts across the company.

Ensuring your safety is our highest priority. | will continue to update you with accurate and timaly
information about the status of tha ecall in tha days and wesks ahsad.

SHmion®

Preaiciont amd Chie! Oparuting Omosr
Tieota Miohor Sakes, ULSA., o

To get all the latest information about the recalls, please visit:
toyota.com

A0 eyt oter Gakas, L84 na Terpotia Cusitinriad Expraibaccs Curili:
EO0-E-4aE

64

Sich

The body of the letter:

Over the past few days, there has been a lot of
speculation about our sticking accelerator
pedal recall. Our message to Toyota owners is
this — if you are not experiencing any issues
with your accelerator pedal, we are confident
that your vehicle is safe to drive. If your
accelerator pedal becomes harder to depress
than normal or slower to return, please contact
your dealer without delay.

At Toyota, we take this issue very seriously,
but | want to make sure our customers
understand that this situation is rare and
generally doesn’t ocgursuddenly. In the
instance Where ¥cur the vehicle can

and steady application

Here’s the update on the recall:

1. We’re starting to send letter this weekend
to owners involved in the recall to schedule an
appointment at their dealer.

2. Dealerships have extended their hours —
some of them working 24/7 — to fix your
vehicle as quickly as possible.

3. Trained technicians have begun making
repairs

We’ve halted production of these models this
week to focus fully on fixing this problem for
the vehicles that are on the road.

Our entire organization of 172,000 North
American employees and dealership personnel
has been mobilized. And we’re redoubling our
quality control efforts across the company.

Ensuring your safety is our highest priority. |
will continue to update you with accurate and
timely information about the status of the
recall in the days and weeks ahead.

Sincerely,
Jim Lentz



