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New Quality Assurance Systems to Realize Safety and
Security from the Customers’ Point of View

Toyota is redoubling efforts to quickly regain the trust of its 
customers. Positioning quality from the customer’s point of 
view, we aim to ensure a system that will raise awareness and 
facilitate rapid response to market information.
　In the past, Toyota’s quality standards focused more on 
technical issues. Now, we are incorporating an awareness 
of the customer’s perspective as suppliers and dealers work 
together to alleviate customer concerns. To this end, we 
have established the Special Committee for Global Quality to 
develop and strengthen a more advanced quality assurance 
system and promote the global and rapid reform of all business 
processes from the customer’s point of view. As a result, amid 
the procurement of parts from developing countries and other 
advances of globalization in the automobile industry, we aspire 
to enhance our quality and service.

Customers’
expectations/demands

Excellence of hardware 

・Few problems
・Well-produced
・High performance

Sense of safety

・Adequate explanation to
　customers
・Understanding of
　customers’  feelings
・Consideration to
　customers’ usage

Focus on sense of
safety as well as
excellence of
hardware
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In March 2010, the Special Committee for Global Quality, chaired by TMC President Akio Toyoda, 
was established. This Global Quality Committee launched initiatives to address the deterioration 
of communications capabilities between the head office and other regions resulting from rapid 
globalization. One of the goals of the Global Quality Committee is to eliminate the haphazard 
sharing of quality information. The Global Quality Committee aims to strengthen quality 
assurance systems through meticulous quality control in each region where Toyota operates. 
To this end, chief quality officers (CQOs), representatives, and related personnel in each region 
gather to discuss quality issues with third-party experts and propose improvement plans. In the 
past, Senior Managing Director−level Quality Function Meetings were held five times a year to 
review quality assurance systems and mechanisms. From this point forward, we will conduct 
these meetings three times a year, with the Special Committee for Global Quality meeting 
semiannually. The first meeting of the Special Committee for Global Quality, held on March 30, 
2010, focused on 1) recalls and other safety decisions; 2) improvement of information gathering; 
3) timely and accurate disclosure; 4) overall product safety; and 5) quality assurance and human 
resource development. By focusing on these priority objectives, we will reinforce improvement 
efforts in tandem with overseas operations and dealerships.

Establishment of the Special Committee for Global QualityGeneral Overview of Quality Issues

Today, as in the past, Toyota is focused on the customer. When problems arise, we thoroughly 
investigate the cause and make all necessary countermeasures and corrections. The idea of 
creating better cars through repeated improvement has been the foundation of quality control 
efforts at Toyota since the Company was founded. We are confident that our quality efforts, 
embodied by the Toyota Production System, are among the very best in the world. 
　Toyota has grown by quickly responding to market needs. In order to ensure that Toyota’s growth 
does not come at the expense of safety, we will reemphasize an alignment of our customers’ 
expectations with our quality control processes.
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■ Current and Future Technical Offices

＜North America＞We have plans to establish technical offices in five locations across the United States, including in New York, which has been in operation since 
　　　　　　　　September 2009. We also have plans to establish two technical offices in Canada.
　　　　　　　　　Locations：❶New York, ❷San Francisco, ❸Denver, ❹Florida, ❺Texas, ❻Toronto, ❼Calgary
＜Europe＞New technical offices are scheduled to be established in ❽England, ❾Germany, 10France, 11Spain, 12Italy, 13Russia and 14Northern Europe.
＜China＞New technical offices are scheduled to be established in 15Beijing, 16Shanghai, 17Guangzhou, 18Chengdu, 19Tianjin and 20Changchun.
　　　　　In addition, we will strengthen the function of the existing 　Bahrain and 　Panama representative offices. We also plan to respond with direct visits to 
　　　　　distributors in each country.
＜Japan＞There are a total of 12 technical offices conducting operations across Japan.
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　２）Increasing the Number of Technical Offices
Consisting of several experts in the service, R&D and quality control areas, technical offices 
have been established in each region to enhance the gathering and communication of 
technical information that is used to determine the necessity of recalls and to improve 
overall quality. We are increasing the number of technical offices in North America from 
one to seven; we are also establishing new technical offices in other regions, including 
seven in Europe and six in China. 

　１）Strengthening the Information Gathering Function
The inspection of Customer Vehicles: In the United States, Swift Market Analysis Response 
Teams (SMARTs) are committed to responding to customers within 24 hours of contact by 
the customer. A SMART dispatches trained technical field staff to inspect customer vehicles. 
In addition to evaluating customer vehicles, the SMART gathers data and parts as needed to 
ensure a thorough understanding of customer concerns in the field. 
　In May 2010, the Design Quality Innovation Division 
was established within the technical  divis ions to 
reflect customer feedback in vehicle design, improve 
the quality of design drawings and develop human 
resources .  A lso ,  we are  implement ing thorough 
preventative measures that include gathering Japanese 
and overseas market information by SMART members 
as well as the inclusion of appropriate countermeasures 
in the development of each design. A SMART vehicle inspection

　３）Using EDRs and Remote Communications Functions to Assist Root Cause Analysis
Onboard event data recorders* (EDRs) record driver operation and vehicle performance data 
before and after an impact and are used in investigating the cause of an accident. Many 
vehicle models in Japan and the United States already have onboard EDRs, and by the end 
of 2010, EDRs will be included in all Toyota vehicles distributed in the United States. We are 
also working to improve the data readout function. Furthermore, the use of existing remote 
communications functions such as G-BOOK will help create a mechanism for information 
collection that is linked to quality improvements and useful for root cause analysis.
* Event data recorder (EDR): A device that records acceleration, braking and other vehicle performance conditions for analysis when an impact occurs.

（１） Strengthened Monitoring Function: The Early Detection and Resolution of Problems
We are improving the safety decision-making process and speed of implementation by 
strengthening the process for gathering quality information from our customers in each 
region and rapidly and accurately analyzing the information. Furthermore, we will take the 
following measures to prevent safety issues before they occur.

Specif ic Measures to Improve Safety and Quali ty

　４）Strengthening Information Analysis and Improving the Safety Decision-Making Process
We have created an Integrated Quality Information System for the uniform management 
of customer complaint information from dealers and distributors, as well as warranty repair 
and technical information from a variety of sources, to strengthen our analysis capabilities. 
This effort targets the early detection and resolution of problem areas. In the safety 
decision-making process, customer representatives from each region participate in recall 
review meetings to improve the mechanism for accurately reflecting customer feedback 
and regional concerns.
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This facility conducts assessments, investigations and meetings on vehicles, parts and materials 
collected from the market based on customer suggestions.

Primary

analysis

Detailed

analysis

Human

resources

development

Main Activities Conducted at the Head Office Quality Inspection Building

Example of analysis

Taking a part returned from the market and
installing it in a vehicle to re-create use and
analyze the cause of the problem.

Three-dimensional measurement

Using a three-dimensional measuring
instrument to produce pinpoint coordinates
for checking against an original schematic.

CT scanner

Using a CT scanner to produce a 3D image of
the internal structure of  parts and materials for analysis.

Scanning Electron Microscope（SEM）

The state of the object surface is observed
clearly with high magnification.

Introduction to how Toyota trains
quality-assurance enployees to
confirm defects with real parts and
passes on analytical know-how.

Using a process of assumption to confirm

how parts are used and operated in the field.

Confirmation by simulating field problem condition. Analysis in environment chamber.

Analysis without dissection

Parts investigation

Checking of parts; Checking against schematic

Environment testing chamber

Chamber capable of producing 
various temperature conditions
(from minus 40℃ to 120℃).

Hi-function shower

Testing for water leaks with showers
from various angles and also tilting
the vehicle.

4-wheel chassis dynamo-meter

Running a vehicle on quiet rollers
to analyze cabin sound levels and
isolate noise sources.

（３） Human Resource Development
In July 2010, we established five Customer First Training Centers to maintain quality and 
further develop our human resources. These Customer First Training Centers are in Japan, 
North America, Europe, Southeast Asia and China. The HR training programs specialize in 
the cultivation of quality control experts and location-specific concerns and employ people 
who have been trained for specific regional programs. The programs include Basic Training
—which focuses on the essence of the customer-first philosophy, the importance of quality 
and quality the Toyota way—and Expert Training, which cultivates expertise based on 
quality case studies. The first training center was set up in Japan in May 2009 and is already 
developing additional programs to be conducted at new centers as they are established.

（２） Strengthening Information Disclosure: Regaining Trust through Comprehensive Communication
In addition to strengthening our processes for the gathering of field performance data, we are 
also enhancing the effectiveness of other quality improvement activities. Toyota will release 
the results of third-party expert reviews and assessments of the improvement measures 
adopted by the Special Committee for Global Quality. Also, Toyota is working closely with its 
dealers to promote safer driving by providing customers with comprehensive information 
regarding safety technology, safe driving methods, and other awareness tools that contribute 
to the safe use of vehicles.

■ Early Detection and Early Resolution based on Reinforced Information Gathering and

Customer

Reinforce investigation of
customers’ vehicles
・Team aiming to investigate certain
　vehicles within 24 hours (SMART team)
・Technical branch office (NA: 7, Euro: 6, China: 6)
・Distribution of Event Data Recorder (EDR)
・Utilization of remote function

Expand intake of
information such
as incidents

Dealer/Distributor

Gather
info.Integrated Quality Information System

Strengthen Analysis of Information
(Integrated IT system of variety quality info.)

Technical info.
Warranty info.

Customer
complaint info.

Customer Quality Engineering Div.
TMC Each region

Authorities

Enhance Speed/Contents/Quantity of Information Gathering and Analysis
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Note: Quality Inspection Building established in 2004
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