
Reforging Bonds of Trust

Special Feature
Leading the Automobile Industry in a New Age
Toyota Business Revolution

As emerging markets such as China and India gain 
traction in the global economy, shifting the focus 
of growth and other strategies from developed 
countries to developing countries is an urgent 
issue. Aware of these changes, Toyota has already 
begun to advance a global strategy, which takes 
the concepts of Customer First and 
to the next level.
　This special feature focuses on Toyota business 
innovat ion through examples  of  bus iness  
development in the two largest developing nations.

Genchi Genbutsu 
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Improving Dealer Operations with e-TOYOTA
The “e” in our e-TOYOTA business comes from the word “evolutionary.” Accordingly, this business 
represents the cutting edge in terms of Toyota’s evolution, a business started in Japan that will lead 
the automobile industry into a new era, the scope of which has already been expanded overseas to 
Asia, China and North America. GAC Toyota Motor Co., Ltd. (GTMC), located in the city of Guangzhou 
in Guangdong, China, is engaged in flagship e-TOYOTA business projects.
　The basic strategy underlying our e-TOYOTA business, the spearhead of our next-generation 
business model, is to provide services that maximize customer satisfaction when searching for, 
purchasing and owning a vehicle, with all stages supported by an information network system. Rather 
than just planning IT solutions and tools, we apply them across the entire business domain, including 
production, distribution, sales and aftercare, aiming to establish an optimal link to the materialization 
of supply chain management.

From Design to Production, 100% Local Procurement:
The Development of Vehicles Based on Regional Specifications
From now on, the starting point for vehicle production will be the idea that the road makes 
the vehicle. Consumer needs differ by road maintenance conditions and fuel prices. To achieve 
growth in fast-growing, ever-changing developing nations, it is particularly important to make 
vehicles that take into consideration regional characteristics including consumer needs and road 
maintenance conditions. To this end, rather than the superimposition of a global model, the 
commercialization of the Etios, a compact car for the Indian market, represents a breakthrough in 
terms of construction methods that incorporated locally procured materials and local production 
technologies from the design stage. Aiming to create high-quality vehicles at affordable prices, 
we promoted localization, from the meticulous procurement of parts through the entire 
manufacturing process, as well as perfecting the optimal design for local conditions. We will use 
this experience and expertise to develop other emerging markets in countries around the world.

Further Refinement of Our Customer First Principle

Taking Genchi Genbutsu  to the Next Level

The era of mass production and mass consumption, along with the 20th century, is behind us. Auto 
manufacturers must evolve and adapt to the demands of the 21st century. Traditionally, the automotive 
business has flowed downstream in one direction, from manufacturers (production), to dealers (sales), 
to customers (purchase). At Toyota, we believe it is important to forge bonds that strengthen the link 
between these three parties and build a long-term trusting relationship. These bonds partner the ”
hard power” of the basic vehicle functions of “go, turn and stop” with the ”soft power” of the function 
“get connected.” In China, we are building innovative relationships with customers through the forging 
of these bonds. In India, we are having success developing vehicles based on the needs of regional 
customers, rather than superimposing our global models on local markets. Providing the ultimate user 
experience through new relationships and realizing high-quality services that maximize customer 
satisfaction are linchpins of our business model for this new era, which seeks to redefine Customer First 
and Genchi Genbutsu for the next generation of automobile users.

At Toyota, we believe consideration of the user’s total experience is an important factor in providing a 
service that maximizes customer satisfaction. This total experience involves strengthening bonds and 
building new relationships with customers by providing attractive sales services at three stages. The 
first stage seeks to convey the appeal of a space containing a Toyota vehicle and instill the desire to 
experience the inside of a Toyota dealership when viewed from the outside. The second stage focuses 
on the customer’s experience inside the dealership, while the third stage concentrates on the customer 
support experience provided by the aftercare service. By providing customers with this multi-staged 
total experience, we can reproduce the essence of the Toyota brand and, in the process, develop 
innovative services that we believe will accelerate our growth.

Maximizing Customer Satisfaction by Strengthening Bonds and
Building a Long-Term Trusting Relationship

Accelerating the Creation and Growth of the Toyota Brand through Total Experience

The Transformation to an Evolutionary Business Model

Traditional Business Structure

The car is a product.

Sales/Service

■ Transformation of Business Structure

Dealership CustomerManufacturer

Production
Total Life Service Total Life Service

Collaboration

Telematics

Dealership

New Business Structure

The car is an item to provide a lifestyle.

Customer

Manufacturer
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In 2004, GAC Toyota Motor Co., Ltd. (GTMC), was created as a factory that was the culmination of innovative 
technology and the latest equipment for that time. The factory was innovative in terms of equipment as 
well as the various elements that comprised its overall business approach, such as Just-In-Time, Jidoka, 
standardization, process management and other Toyota fundamentals. Kaizen (improvements) were 
implemented across the entire business domain by visualizing all vehicle-related operations in the areas of 
manufacturing, distribution, sales and aftercare service, affecting GTMC as well as dealerships.
　These activities have been put into practice as a result of the business revolution that united Toyota’s
cutting-edge IT technology, knowledge gained through dealer operation improvements and 
cumulative human resource experience.

Using e-CRB to Strengthen our Connection with Customers
e-CRB (evolutionary customer relationship building) is a suite of IT systems centered on a cutting-edge 
customer management system that has significantly contributed to the standardization of service in the 
massive Chinese market.
　In 2009, the GTMC flagship dealer sold 4,300 new vehicles with the assistance of e-CRB in negotiations 
and the strengthening of customer relations. Supporting the ongoing approach of potential customers 
as well as regular contact with existing customers, the e-CRB assists with orders by standardizing and 
partitioning the various processes involved in sales and service activities and provides integrated 
management through IT. e-Dealers use e-CRB to share customer information with GTMC, which has 
been introduced at all GTMC dealer facilities.

Toward the Realization of Innovative Customer Relationships

Standardizing Service Quality

State-of-the-Art Developments for the Immense China Market A Favorable Contact Experience with i-CROP*4

i-CROP, the core of the e-CRB system, provides integrated customer relationship management 
and automatically creates customer approach plans for dealers involving periodic inspections and 
services, enabling timely follow-ups in conjunction with call centers, the Toyota Car Viewer (TCV) 
3D negotiation support system and the Service Management Board (SMB) appointment and work 
management system. i-CROP uses customer information to coordinate after-sales customer support, 
aftercare service and vehicle replacement support, and provide a sophisticated dealer experience 
with a service that thoroughly meets the needs of each customer.

Telematics Service for the Realization of Excellence in Customer Service
As part of our efforts to provide a satisfying ownership experience in China, we developed the 
interactive information service G-BOOK, which makes use of an on-board telematics terminal. This 
system, which connects to e-CRB via a wireless network, is able to determine specific customer vehicle 
information, such as the timing of necessary maintenance. The service regularly gathers information 
regarding the status of vehicle operation and is able to determine vehicle speed and location, which 
enables it to understand what kind of region the purchased vehicle is being used in. G-BOOK is installed 
in high-end Camry and Crown vehicles, and almost all Lexus vehicles (excluding certain low-end 
models), and has been increasingly well received as a premium service. From 2010, we are expanding 
the application of G-BOOK to include low-end Camry vehicles to increase the penetration ratio.

Extending the Kanban System to the Customer with the SLIM*6 Management Board
The most advanced and specialized component of the IT system used by GTMC is the Sales Logistics 
Integrated Management (SLIM) system, a giant, multi-display management board that displays the real-
time status of production, inventory, distribution and sales at a single 
glance. This system extends Toyota’s Kanban system by alerting users 
to excess or insufficient inventory conditions, changing production 
and distribution schedules, and allocating inventory to dealers as 
necessary. During the global financial crisis of autumn 2008, the SLIM 
management board showed high inventory levels, but emergency 
measures were executed with the aid of real-time information that 
enabled factory production to proceed without interruption.

Responding to Chinese Customers’ Demand for Shorter Delivery Times with TOSS*7

The Total Order Support System (TOSS) makes further use of SLIM functionality to optimize the receipt 
and placement of orders at dealerships. TOSS regulates long-term inventory based on a cautionary notice 
regarding the difference between the number of ideal orders based on dealer sales performance and 
other factors, and the actual number of orders. In China, customers select the vehicles they want from 
available dealer inventories, which they then purchase and drive home as-is. Lost sales opportunities 
are a direct result of running out of top-selling vehicle inventory. TOSS facilitates high dealer inventory 
rotation while responding to Chinese customers’ demands for shorter delivery times.

Customer experience after purchase is categorized into five 
experiences: “Purchase Experience” “Delivery Experience,” 
“Owner Experience,” “Contact Experience,” and “Service-in 
Experience.” In each experience, e-CRB provides customers 
with exclusive and sophisticated experience.

■ CS Cycle of e-CRB

*1  e-CRB（evolutionary Customer Relationship Building）
*2  TCV（Toyota Car Viewer）
*3  SPM（Sales Process Management）
*4  i-CROP（Intelligent Customer Relationship Optimization Program）
*5  SMB（Service Management Board）
*6  SLIM（Sales Logistics Integrated Management）
*7  TOSS（Total Order Support System）

*1

*2

*3

*5

*4
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Ivan Yu, President

e-Dealer
Guangzhou Denker Lexus
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We introduced the e-CRB system in August 2005. 
As a result, the daily recording of sales, CR and 
service staff activities has become a significant 
asset to our organization. Of course, this is also 
directly linked to our staff’s effectiveness and sense 
of achievement. In this way, we believe the e-CRB 
system contributes both to customer satisfaction 
(CS) and employee satisfaction (ES). 

Guangzhou Denker Lexus and e-CRB
Guangzhou Denker Lexus is a Lexus dealership in Guangzhou, China, that opened in 
February 2005. In August of the same year, we launched the e-CRB system with the 
goal of improving customer satisfaction. Using i-CROP, we were able to consolidate 
the management of all service appointment information in one place as opposed to 
the former method, which was spread out across individual employee memos and 
computers. Furthermore, we are also able to share information regarding service 
appointments and work in progress via the SMB system. We established a specialized 

customer support division that uses e-CRB to develop 
regular customer follow-up activities. As a result, we are 
able to approach customers in a timely manner and have 
improved the retention ratio from 50% to 90%. Also, the 
introduction of System Trolleys in an attempt to improve 
operating efficiency during maintenance resulted in the 
reduction of time required for maintenance activities from 
one hour to 26 minutes. We have expanded the scope of 
the effective use of IT in sales activities such as potential 
customer follow-ups in an effort to continue providing 
customers with a high level of service every time we are 
in contact with them.

The e-CRB System
Improves Customer
Service and Employee 
Satisfaction

Changing Awareness through Human Resource Training
In addition to the SLIM and e-CRB IT systems, GTMC’s true leadership lies in its efforts to transform the 
way working people think. These efforts focus on two areas, the first of which is the standardization 
of business operations. The process management and standardization that have been thoroughly 
implemented in our factory operations were also introduced in our on-site sales and aftercare services. 
e-CRB supports and displays the optimal movement of each employee.
　The other area of leadership involves human resource training. The smooth operation of excellent IT 
systems and customer visits to dealers, car sales and aftercare support are all activities conducted by 
people. Regardless of how superior the SLIM and e-CRB systems may be, if users neglect to register data 
into these systems, they will not work effectively. For this reason, the improvement of personnel skills 
is an important issue with regard to the operation of this mechanism. GTMC focuses efforts on human 
resource training for the stable operation of e-CRB, with particular emphasis on strengthening the 
structure for educating dealers with daily training and guidance efforts.
　In China, employees are extremely enthusiastic in their efforts to acquire advanced technologies 
and expertise. As a company created from the ground up and employing many young people with no 
previous training, GTMC has benefited from these improvements and is learning new operational skills.

Efforts toward the Establishment of Quality Service

■ Overall System Outline of e-TOYOTA Business
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■ Forecast of Vehicle Market in India ■ Sales Forecast of Toyota Vehicles

Commercial vehicles Others B-segment sedans

B-segment hatchbacks A-segment OthersForiuner

Etios/Etios Liva Innova Corolla

（Data compiled by TMC） （Data compiled by TMC）Note: Figures in parentheses indicate market share.

In recent years, the compact car market has been expanding rapidly, primarily in developing nations. 
This trend is also true in India, as customer demands for affordably priced, convenient vehicles are 
increasing by the day. Amid the rapid economic development of the past several years, India’s middle 
class has grown significantly, from 8% of households earning between 200 thousand and 1 million 
rupees in fiscal 2005 to 13% of households earning the same amount in fiscal 2009. One consequence 
of this trend was the sale of 2.27 million new vehicles in India in 2009, a 14% increase compared with 
the previous year. To achieve growth in the fast-growing Indian market, Toyota engineers personally 
conducted market research to review function and performance from a local perspective. The new 
compact car Etios is the result of these efforts.

In the Indian market in the second half of 2008, automotive manufacturers launched new models 
in the B-segment (subcompact), increasing the percentage of this segment in the passenger 
vehicle market. As a class of vehicles positioned to attract new customers, B-segment or smaller 
vehicles are expected to continue to play an important role in the market.
　Toyota has established an image as a top-name brand in India because of our achievement of 
advanced levels of quality, durability and reliability (QDR) with models such as the Corolla, Camry, 
Innova, Fortuner and Land Cruiser. However, until now, Toyota did not offer entry-level vehicles 
for Indian customers. This was what led to Toyota’s development of a compact vehicle that 
sought to provide high QDR standards at an affordable price.

Development of New Compact Car Etios

Toyota’s Position in the Indian Market

Developing Products from the Customer’s Perspective 
in India’s High-Growth Market Toyota began introducing compact strategic vehicles into the Indian market in 2006, which were 

developed specifically for India rather than adapting existing global models for the Indian market. 
Based on the concept of providing an affordably priced vehicle that meets the demands of the Indian 
market, Toyota made painstaking efforts to understand local needs from the customers’ perspective 
and provide optimal products at an appropriate price in an attempt to increase demand.
　While thoroughly pursuing Toyota’s high QDR global standards regarding the strength and reliability 
of the basic performance aspects of “go, turn and stop,” we traveled around India, listening carefully to 
customer concerns with respect to sound and ride comfort, ease of operation and other performance-
related areas, as well as the practicality of vehicle functions and equipment, in an effort to fully 
understand customer needs.
　At the same time, at the development stage, we made an effort to put our Genchi Genbutsu 
(on-site, hands-on experience) principles into practice by placing a priority on examining materials 
that can be procured locally and adopting structures 
and construction methods that are compatible with 
local production technology. The application of Genchi 
Genbutsu  is not limited to India; this is how Toyota 
establishes solid positions in countries throughout 
the world. Etios is a newly developed compact vehicle 
in line with Toyota’s global strategy. The knowledge 
gained through the application of Genchi Genbutsu in 
India will be utilized by Toyota in other projects around 
the world.

Meticulous Adherence to Customer Perspective and Genchi Genbutsu

Etios (Hatchback)
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Yoshinori Noritake

Toyota Passenger Vehicle 
Development Center 2

Chief Engineer
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High QDR Features at an Affordable Price
High QDR features at an affordable price are indispensable in India. Toyota began developing 
its first B-segment car for the Indian market by placing the highest priority on developing an 
affordably priced vehicle that is within reach of middle-class (family users) while providing value 
that is a step above the average and focusing on three selling points: “Highest Quality in its Class” 
with the inheritance of Toyota QDR, “Comfortable and Enjoyable Space for All” with superior 
seating comfort and storage and “Refined Style” that is unique to the market.

Global Safety Standards
Toyota conducted thorough safety research with regard to the Indian Etios. Customers in 
India often use vehicles to transport family members to and from different locations and on 
trips. Therefore, a sense of security when transporting precious family members is an essential 
requirement. Toyota pursued safety performance from both active and passive perspectives, 
focusing on safety requirements that surpass those of the competition.

Local Climate Countermeasures
In addition, when creating measures to counter the rusting and flooding that are possible in 
India’s diverse climate, we began by determining the areas on the body where rusting most easily 
occurs. To this end, body engineers traveled all over India, from coastal to inland regions, to verify 
areas prone to rusting and the severity of its occurrence. Based on this information, we are one of 
the few companies to adopt a rust-resistant sheet for sensitive areas. In consideration of the road 
flooding that frequently occurs during the rainy season in India, parts easily damaged by water, 
such as electrical components, sensors and shock absorbers, were designed to alleviate moisture-
related problems and ensure high reliability.

　By selecting functions and equipment deemed necessary from the customers’ perspective, the 
Etios truly embodies the idea of a high-quality vehicle at an affordable price based on Toyota’s 
high standards of quality, durability and reliability.

Etios Development

“In 2006, I visited India to determine the price range 
that was affordable to customers there and find out 
exactly what customers were looking for in terms of 
performance, functions and equipment. During my 
visit, I encountered severe weather, narrow roads, 
chronic traffic congestion and rough road surfaces, 
and observed that parking spaces were extremely 
limited. Experiencing this environment first hand, 
I understood the importance of B-segment cars 
to this market and was able to gain first-hand 
knowledge of the basic performance most suited 
to this environment.
　After our visit, we interviewed and surveyed a 
total of 700 customers in the summer of 2006 to 
clearly identify and further understand what is important to customers when purchasing a 
B-segment car. We found that cost, fuel efficiency, space and style are all major concerns. 
We also discovered that Indians expect vehicles to break down and that they are prepared 
to fix them if they do.
　By creating a vehicle that thoroughly incorporated these findings and provided 
performance and equipment at a price consistent with the customers’ perspective, we felt 
confident that demand from Indian customers would be high. We also recognized that, 
by incorporating Toyota’s strong QDR qualities to introduce a “failure-proof car” into the 
market, we would also be able to reduce running costs and pleasantly surprise customers 
who have come to expect breakdowns as a fact of life. It was in this spirit that the Etios 
was created as an affordably priced vehicle that is a class above the competition.
　The name Etios is based on the Greek word “ethos,” which means spirit, character and 
ideals. When we conducted local preference 
surveys to determine which name resonated 
most strongly with the people of India, Etios 
stood out as the overwhelming choice.
　The Etios was developed and designed 
from the perspective of customers in India 
and is produced in India. By injecting Toyota 
QDR into every detail of the vehicle, we were 
able to create a high-quality vehicle at an 
affordable price offering the essential functions, 
performance and equipment demanded by 
customers in India.”

Recognizing the Need to
Achieve High QDR
at an Affordable Price

Etios (Sedan)

Financial Section Investor InformationCorporate InformationConsolidated
Performance Highlights Business OverviewSpecial FeatureTop Messages Special Feature

Special Feature
Reforging Bonds of Trust




