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	Toyota’s once unbeatable business model now anything but        Kay Plantes  February 10, 2010                       
Milk is bad for children’s bones. Superman became a serial murderer.

Shocking, yes? But no less shocking than Toyota, the world-class manufacturing quality expert, recalling millions of cars across its product lines. The list of affected vehicles is the result of an exhaustive technical study which covered all Toyota vehicles on sale in South Africa. The affected passenger vehicle models are: Toyota Corolla (February 2007 to January 2010) – 45 040 vehicles;
Toyota Auris (June 2006 to January 2010) – 6 665 vehicles; Toyota Verso (October 2008 to January 2010) – 841 vehicles. Three generations after its founder created Toyota on a philosophy that built quality into every step, it turns out that Toyota’s quality has been steadily eroding.

Today, Toyota’s quality issues are deep and systemic.

After all, the company’s problems:
• 
Involve multiple components, vehicles and years of manufacture.
• 
Create dangerous safety issues – failing brakes and uncontrollable self-accelerating gas 
pedals.
• 
Were surfaced years ago yet are leading to recalls only under regulatory pressure.
• 
May not have had the attention of top management until after all hell broke loose. 
(Toyota’s CEO just recently committed to creating a senior level “quality committee” to 
look into the problem.)
• 
May not yet be truly resolved. While the accelerator fix has been identified, it’s 
unclear whether there’s an electrical system glitch causing some uncontrolled 
accelerations.
• 
Are not being presented truthfully. Toyota’s leaders make false statements
that put 
Toyota in a better light, only to rescind these comments when a government agency points 
out the truth.

The root cause of the Toyota’s quality problems

Quality issues in multiple parts and vehicles and a growing number of recalls over the years point to the deeper cause of Toyota’s quality issues. New automobile component technologies should have led to new quality systems and far more careful attention to drivers’ experiences than Toyota provided. Whether it was over-confidence in its historical quality systems or pressure to keep production and profits rolling as demand grew, internal forces precluded a relentless drive to fine-tune internal systems to Toyota’s value promise as technology changed.

Another piece of evidence that Toyota lost an internal focus on its value promise comes in Toyota’s reactions to its quality issues. Toyota fixed new cars being produced without recalling cars in the field, delayed communicating quality issues to customers and regulators and made many misstatements to the public. Toyota’s reactions have raised frustration and reduced perceived reliability of the Toyota brand, the opposite of its value promise.

Growth often destroys brands. As companies get larger, growth and profits become aims, while delivering on the value promise becomes secondary or even forgotten. A disconnection arises – between what is promised and what is then delivered – that erodes brand equity.

Adapted from: http://wistechnology.com. Retrieved on 12/02/2010


Section A

Question 1


[20]
Indicate the most correct answer by writing down the correct letter for each question.

1.1 The team role that involves the practical execution of the work.
A
investigator

B
administrator

C
activator

D
leader

1.2 Management at Toyota’s head office subscribe to the ‘principle based theory’ towards ethical decision-making. This implies that…

A
Toyota uses different stories to complement each other in order to lead to an understanding between right and wrong.

B
Management uses predetermined rules to determine whether the action is right or wrong.

C
It is the consequence of an action that determines whether the action is right or wrong

D
the character of a person is judged, rather than his/her actions.
1.3 An example of corporate social investment by Toyota South Africa would be …

A
selling motor vehicles at a lower price than its competitors.

B
upgrading its computer systems in the production department.

C
training teachers to develop their maths and science skills.

D
transferring funds into off-shore investments.
1.4 The team role that ensures proper allocation and management of time 

and resources.

A        coordinator

B        initiator

C        administrator

D        motivator
1.5 The section in the Project charter that includes vital guidelines to what 

information needs to be communicated to whom, by when, and in what format.
A         Environmental scanning

B         Project Creep

C         Purpose statement

D         Organogram

1.6 The right to freedom of movement and protection from the state.

A         civil rights

B         political rights

C         social rights

D         all of the above  
1.7 When there is a lack of clarity between the roles that team members 

are expected to play. 
A         role conflict

B         mourning

C         role ambiguity

D         role overload 


1.8 During the execution stage of the team process the following steps 

occur:
A          forming, storming and norming

B          storming, norming and performing

C          norming, performing and adjourning

D          performing and adjourning

1.9 The stakeholder who is known as the beneficiary of a project.

A          client

B          sponsor

C          supplier

D          team leader

1.10 Unethical practice whereby entrepreneurs make unauthorised tax deductions in their tax returns.

A          conflict of interest

B          tax avoidance

C          tax evasion         

D          nepotism


Question 2


[20]
Choose the most correct answer (one word/ concept) from the following possible terms/words provided in the "Business Studies Dictionary" below for the statements/ explanations that follow. 
Write down the most correct answer next to the number. Note: There is only one correct answer for each statement.
	Business Studies Dictionary

Shareholders 



Diversity

Conflict




PESTLE analysis

Triple Bottom Line Reporting                   Team Briefing

Risk Management Strategy                      Synergy

Team dynamics



Moral absolutism
Empowerment



Ambiguity

SWOT analysis



Stakeholders

Vision





Code of conduct
Organisational culture


Moral relativism


2.1
 All people and organisations that have an interest in or that will be affected by a business.
2.2
A specific, precautionary plan of action.
2.3
An analysis of the micro and market environments.

2.4
This happens in an organisation where there is an emphasis on economic profit, environmental and social aspects of organisational activities.
2.5
The process of best possible collaboration where the team together achieves more than the individuals on their own.

2.6      To inform through appropriate communication channels the aim of a project, 
           the assignment of roles and the time-frame for the completion of a task.

2.7      The practice of giving employees the right to control their own 

           activities.
2.8      When more than one team member wants to play a certain role.
2.9      A reflection of norms, values and traditions in a business.
2.10    Only one ethical solution to any problem.
SECTION B

Refer to the Toyota case study before answering the questions in Section B.
Question 3
            [40]
	Toyota South Africa (Pty) Ltd

… Toyota considers a holistic management approach important – it's not only about making and selling cars, but about contributing to the world we live in …
Toyota Core values

Open and honest communication 

Customer satisfaction    

Social responsiveness  

Quality in everything we do

Respect for people and property 

Recognition and reward for effort 

Teamwork 

Fair and equal opportunities
[Adapted from: <http://www.toyota.co.za> Downloaded, May 2008]


3.1  The two extracts above implies that Toyota has an ethical approach to its 
       business operations.
       Evaluate, with reasons, whether or not, the management of Toyota 
       South Africa is acting in an ethical manner in each of the following 
       scenarios:







        (9)



3.1.1 Toyota’s leaders make false statements
that put Toyota in a better light, only to withdraw these comments when a government agency points out the 
truth. 
3.1.2 Directors have password access to all computers that are used by employees at the Toyota South Africa Head Office. This is company policy and is written up in the information accessibility policy document.                                                                                           
3.1.3 Toyota’s vehicles create dangerous safety issues such as failing brakes and uncontrollable self-accelerating gas pedals.



3.2
In the light of the given case study article, would you consider Toyota to be a responsible corporate citizen? Explain your answer.


(5)
3.3
List and briefly explain any two stakeholders that are negatively affected by Toyota’s unethical behaviour. 





(6)
3.4
Explain to the CEO of Toyota how the implementation of business ethics could address some of the company’s problems they are faced with at the moment.








(9)
3.5
What do you suggest Toyota could do to improve the negative publicity they are receiving at the moment?





(4)

3.6      Do consumers have any power? How can consumers show their disapproval of Toyota unethical business practices?




(3)

3.7
Choose one of the ethical theories that you identify with, and relate it to the Toyota article, giving your views.





(4)

Question 4


[20]
Consider the following fictitious scenario:
	Zesipho Mncwango is a female administrative clerk at Toyota who is required to take files her supervisor, Safiyah Patel. On several occasions Safiyah has given Zesipho verbal and written warnings, because she is inappropriately dressed. Zesipho has ignored these warnings. Safiyah has subsequently dismissed Zesipho on the grounds of misconduct. Zesipho is very upset and feels that she has been a victim of prejudice and discrimination as another white employee, who also dresses inappropriately has not been reprimanded.




4.1     Would you consider Zesipho’s to be professional?  Explain.                 (3)


4.2      Would you consider Safiyah’s action to be professional? Explain.       (3)

4.3      Explain how prejudice can be a disadvantage to the goals of teamwork within
           Toyota South Africa.                                                                              (4)
4.4      Explain any three other issues that could also cause problems in 

           teamwork.                                                                                               (6)

4.5      Explain to Safiyah any two benefits of empowering her team of 

           employees.                                                                                             (4)


