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■Creating Ever-Better Cars

As we develop products at Toyota Auto Body, we imagine the smiling 
faces of our customers as we look to exceed expectations and deliver 
happiness and excitement.
In order to do so, our technical development engineers travel not only 
in Japan but around the world to see with their own eyes and listen to 
the customers, and to determine how our vehicles are actually used in 
the markets as they carry out development.

Providing smiles to our customers 
through “Creating Ever-Better Cars”

Development Management Headquarters
Hiroshi Ohashi, 

Executive Vice President

Fundamental Thinking for Our Efforts
1. Sincerely listen to the voice of our customer, and 
deliver products that surpass their expectations 
and requests from customer’s point of view.

2. Prov ide balanced products wi th des ign, 
marketability, performance, quality and safety.

Placement Product Development
Toyo t a  Au to  Body  i s  a  comp l e t e  v eh i c l e  
manufacturer that is involved in the overall process 
from design to development, and we have unified 
ourselves to work on “Creating Ever-Better Cars.”

Our customers’ 
smiling faces

MarketabilityStyling

Safety

Environmental 
performance

Quality Usability
Durability Off-road 

performanceReliability

Creating high-quality
 cars that provide safety and security

Safety and Security QualityDevelopment (planning, image design, technical design)

Meeting the expectations of our customers

Creating Ever-Better Cars

Invest igat ing how 
customers use our 
products

Act iv i t ies  to ins t i l l  the 
“customer first” mentality 
in all employees (example: 
exhibits of quality case 
studies)

From 
development 
to quality 
assurance

Creating plans based on 
market investigations

Imaginative designs

Making models that 
express the design 
image

High-quality designs

Using CAE to achieve 
both stylishness and 
performance

A c t u a l  v e h i c l e s  a r e  
produced to confirm safety 
performance
(E.g.: Collision testing)

Performance verification 
using actual vehicles based 
on predicted usage and 
environmental conditions

Product planning Image design Technical design Testing and evaluation Quality assurance

Customer evaluations:
Positively evaluated at IQS 
(Init ial Quality Surveys) 
conducted in the US and 
Japan by J.D. Power.

(E.g.:Poor road condition testing)
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■Creating Ever-Better Cars

We place great value on our customers’ opinions, and we carry out product 
development aiming to create ever-better cars that exceed the customers’ expectations.
(The re-designed model Land Cruiser was released in August 2015, and re-designed 
model LX in September 2015.)

Aiming to Create Cars that Exceed Customer Expectations

Meeting Customer Expectations

Working to Satisfy Customers around the world
The re-designed model Land Cruiser and LX are used in 

harsh environments around the world.

The Land Cruiser features new advances while also 

inheriting the DNA of earlier models.

The Lexus LX is an evolved model suitable to be our 

flagship SUV, and is making its first appearance in the 

Japan market.

Making best use of our customers’ valuable 
opinions and feedback

In response to the many different opinions that we 

receive from customers, our development engineers 

travel to the markets themselves to observe how the cars 

are actually used and listen directly to the customers.

Interviews with local (Kazakhstan) customers about the conditions of 
product use, and check of interior conditions

• Nice, large interior
• Good stylish design
• Visibil ity and field of view from the 
driver’s seat are excellent.
• A higher-grade interior would be better.

...others

＜Feedback from customers:＞

The re-designed model Land Cruiser features a 

horizontally-styled plated gri l le together with LED 

headlights and daytime running lights.

The re-designed model LX features the characteristic 

Lexus design for the front mask, and the iconic large 

spindle grille gives it a higher-grade feel.

In the interior, a 4.2-inch multi-information display is 

used, together with a large rear seat entertainment 

system and switch layout that groups functions together, 

delivering improved convenience and a further feeling of 

quality.

Responding to customer demands for a 
higher-grade feel and improved ease of use

Product Planning Center　Tadanobu Ide

Comment by a Land Cruiser and LX developer

I clearly felt that there is much that we can learn 
from how our products are used in the market, 
and understood the importance of the customer 
perspect ive, in order to carry out product 
development which does not interfere with the 
reliability that we have developed over many 
years.

Land Cruiser LX

Rear seat entertainment system
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■Creating Ever-Better Cars

Meeting Customer Expectations
Responding to customer demands for even higher safety performance

Creation of the Toyota Safety Sense P package for active safety performance

When the second-row and 
third-row seats are stored

[Preventing accidents and reducing 

damage in the event of a collision]

Detection of vehicles and pedestrians provides 

support for avoiding accidents and reducing 

damage.

[Tracking driving that maintains a 

suitable following distance]

Millimeter-wave radar identifies the car ahead, 

allowing this car to follow behind it at a suitable 

distance by matching the speed of the vehicle 

ahead within the set speed range.

[Lane departure alert]

A buzzer and screen display warn the driver 

when there is the possibility that the vehicle will 

depart the lane.

[Contributing to early detection of pedestrians at night]

Automatic switching between high beams and 

low beams helps support the early detection of 

pedestrians and other obstacles at night.

Seats can be rearranged to expand the luggage compartment.

The third-row seats can be split between left and right sides and folded 

up, while tumble-up storage moves the second-row seats out of the way.  

This creates an expansive space that can be used to carry large amounts 

of baggage or other cargo.

1100mm

990mm

1685mm

(Automatic high beams)

Detection of 
car ahead 
or pedestrian

Possibility
 of collision

Large 
possibility
 of collision

Collision is 
unavoidable Collision Millimeter-wave radar

Monocular camera

Warning buzzer and screen display to notify driver of danger

A: Powerful assistance to brake depressing force is provided.

B: Car decelerates even if the brake pedal is not depressed.

Ａ

Ｂ

Elapsed time

[Constant-speed driving]

100km/h
(set speed) No car ahead 100→80km/h 80km/h

Car ahead detected

[Deceleration control]

Begins constant-speed driving when 
the desired speed is set.

When a car ahead travelling at a slower speed 
than this car is detected, it tracks that car and 
maintains a suitable following distance.

Topics

Victory in the Production Vehicles Class at Dakar Rally 2016

Said to be the toughest race in the world, the 

Dakar Rally has proven the Land Cruiser durability, 

off-road performance, and reliability.

3 consecutive victories in 2014 ‒ 2016!

In  th is  race, we use eco-f r iendly 100% 

biodiesel fuel that is refined from used cooking 

oil provided by people in areas nearby our 

company.

Dakar Rally HP

http://www.toyota-body.co.jp/dakar/pc/index.html
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■Creating Ever-Better Cars

We are continuing to develop cars that can take our customers around the world safely 
and securely to their destinations and back.

For the Safety and Security of Our Customers

Meeting Customer Expectations

Aiming to Create Cars that Customers Can Feel Secure in Driving on All Kinds 
of Roads and in All Kinds of Environments around the World
Investigating the roads, environments, 
and how our products are used in 
countries around the world
The developers themselves travel to countries around 
the world to investigate the local road conditions, 
environments, and ways in which our products are 
used.  They gain input directly from the customers and 
utilize it in product development.

<Investigating roads, environments, and how products are used>

A muddy road where tires disappear Transporting large loads on unpaved roads
Checking suitability with a wide range 
of roads and environments
Based on the results of on-site investigations and input from the customers, the 
developers create models for all kinds of worldwide roads, environments, and ways of 
use, and check product suitability in laboratories, on test courses, and by other means. <Checking performance in a laboratory>

For Customer Safety, Working to Prevent Accidents and Reduce Damage 
in the Event of a Collision
Active safety

The re-designed model Land Cruiser includes the “Toyota Safety Sense P” accident 
avoidance support package, and as a result it gained a perfect score at the JNCAP* 
active safety performance evaluation and obtained the highest rank of ASV+.

[We obtained the highest rank of ASV+ at the JNCAP* active safety performance evaluation.]

*JNCAP: Japan New Car Assessment Program

Collision safety
In order to protect the passenger space in the event of 
a collision, we have increased the cabin strength and 
used a structure that absorbs a collision by allowing 
the front of the cabin to fold when crushed.

In the development CAE analysis is used extensively to 
study a variety of structural proposals, which are 
verified in collision tests using actual vehicles.

Collision test CAE analysis

Reliability Laboratory 　Koji Sakamoto

Comment by a strength and durability evaluator

I have travelled to the Middle East and Africa to observe how 
the Land Cruiser is used in these regions.  In one country, I 
saw people transporting essential living supplies in an 
environment that was beyond imagining, and clearly 
understood the importance of products that do not fail no 
matter how harsh the environment.  I will continue working in 
the future to improve performance to meet customer needs.

Results of Programs for Creating Safe Vehicles

Reproducing road conditions and 
checking for vehicle damage [Video]

http://www.toyota-body.co.jp/english/csr/pdf/2016/reproduction_test.wmv
http://www.toyota-body.co.jp/english/csr/pdf/2016/anzen_seika_english.pdf
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■Creating Ever-Better Cars

We are working on developing the most suitable products by monitoring and analyzing how our 
vehicles are used in countries and regions around the world using the genchi-genbutsu (going to 
see the actual site and actual object) approach in consideration of the customers’ tastes and 
conditions of usage.

Developing Commercial Vehicles that are Designed 
for the Ways the Customers Use Them

Meeting Customer Expectations

Incorporating the Ways Customers Use our Products around the World to Product Development

Responding to requests for Hiace improvements

The Hiace is widely used not only in Japan but 
around the world.  To meet customer expectations, 
we conduct on-site investigations of the actual 
products and obtain customer input at an early stage, 
and apply the results to product development. Based on investigations of the customer markets, for shuttle and tourism 

use, we installed 4 captain’s seats and a long sliding mechanism to 
create a comfortable interior space that matches customer preferences.  
[Models for SE Asia and the Middle East (from Jan. 2015)]

[Creating a luxury wagon with the ultimate in 
comfort and roominess]

466mm slide 766mm slide

Responding to requests for Coaster improvements

The Coaster is a popular model in Japan and around 
the world.  In order to apply customer requests and 
detailed information about how the vehicle is used 
to product development, we are strengthening 
programs such as on-site investigations of the 
actual products, and obtaining customer input at an 
early stage.

[Larger luggage space]

830mm

In response to demands to carry more luggage, we created a 
luggage space in the rear and ensured that luggage could be 
easily loaded and unloaded through the double doors.
[25-passenger models in Japan, 26-passenger models overseas 
(from Jan. 2015)]TOPICS

Hiace was awarded the Long Life Design Award at the Good Design Award (2015*).

For nearly a half-century since it was born in 1967, 
the Hiace has been transporting people and cargo 
around the world.

It is used by large numbers of customers in more 
than 150 countries, including Japan, Asia, Africa, 
and Central and Latin America.

It is also contributing to society as ambulances and 
assisted mobility vehicles, and has been customized 
in many ways by car enthusiasts.

* This was the first time in 6 years that a vehicle received this award.
[Wagon R (2009), Crown Comfort / Jimny (2008)]

Tough and strong, simple 
yet refined ‒ designed for 
functional beauty

A wide range of specifications and designs to meet all 
kinds of customer needs
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■Creating Ever-Better Cars

We are developing assisted mobility vehicles that can be enjoyed by disabled persons, as 
well as by elderly persons, nursing caregivers, and family members, and are also developing 
and providing a wide range of special purpose vehicles that are built to meet market needs.

Producing Cars to Meet the Needs of a Diverse 
Range of Customers Around the World

Meeting Customer Expectations

In order to satisfy our customers, we visited nursing care 
facilities, facilities for the elderly, and dealerships  to see how 
our products are actually used and to acquire user opinions ‒ 
information which we apply to product development.

We are also actively carrying out activities in Japan and 
overseas so that more people know about these vehicles.

Verifying rainy day operability

Assisted mobility vehicles:　
Providing Freedom of Mobility and Joy to Everyone

<Investigating how customers use our products and 
applying the results to development>

<Japanese and overseas promotion activities>

Explaining the characteristics 
using an actual vehicle
(Barrier-free exhibition in Japan)

Introducing an assisted mobil i ty 
vehicle to a customer in Beij ing 
(China  International Exhibition of 
Rehabilitation, Nursing & Healthcare)

- Want to be able to operate 
quickly on rainy days.

- Standing up and sitting down 
puts a large strain on the legs.

Customer input

2

1

TiltingRotating

1
1

2
1

3

Universal Design 
Awards (Germany)

1 Tilting keeps the position of the buttocks high.

2 Because the feet touch the ground, standing up is easy.

3 Allows boarding and exiting while also saving space.

<Support for standing up and sitting down (rotating and tilting seats)>

Manual operation allows the seats to be operated quickly.

Space-saving

Our subsidiary Tokai Utility Motor Co., 

Ltd.  proposes ut i l i ty  vehic les and 

mul t ipurpose vehic les sui table for  

commuting and recreation to meet a 

broad range of customer needs.

[Special purpose vehicles]　
Supporting everyday living for more fulfilling lives

Mobile sales vehicles Airport utility vehicle Overseas vehicle 
for patient transport

Conversion & Mobility Vehicle Center  Yukio Inaguma

Comment from a developer of assisted mobility vehicles

The addition of a tilting mechanism makes it 
easier to get into and out of the vehicle, and 
also reduces the space required for boarding.  
This makes it easier to board and exit the 
vehicle in ordinary parking areas.  Another key 
concept for development was “ordinary 
vehicle”, meaning that riding comfort must be 
as good as the base vehicle.
In the future, we will continue to develop 
assisted mobility vehicle that truly please the 
customers.

Lineup of Assisted Mobility Vehicles and Equipment

Lineup of Special Purpose Vehicle Equipment Activities of Tokai Utility Motor Co., Ltd.

http://www.toyota-body.co.jp/english/products/welfare.html
http://www.toyota-body.co.jp/english/products/special.html
http://www.toyota-body.co.jp/english/csr/pdf/2016/TUM_english.pdf


14

■Creating Ever-Better Cars

Meeting Customer Expectations

TOPICS

Exhibiting at the Tokyo Motor Show as we aim to create cars that deliver happiness and excitement!

The entire company worked together and exhibited five cars based 
on the exhibit concept of “Active Life Vehicle: Vehicles with 
distinctive individuality that offer new lifestyles ” .  The focus of the 
exhibit was on how the originality of a car can open up new life 
scenes for the customer.

Exhibit of concept cars focused on the future of product development

Open cruiser with high-grade 
interior filled with a sense of 
openness and freedom
＜ALPHARD Hercule Concept＞

Night exclusive wagon for a taste 
of luxury in a top-class space
＜HIACE PLATINUM LOUNGE＞

Cross-over that brings advanced 
styling to the Land Cruiser 70 Series
＜LAND CRUISER XJ700＞

Seven-seater cross-over for urban 
and active lifestyles
＜NOAH ACTIVE CROSS＞

Multipurpose compact mobility 
connecting people, cars, and society
＜Coms CONNECT＞

Design Division  Kenichi Onoue

Comment from the person in charge 
of the Tokyo Motor Show exhibit

The exhibit was a success.  It was 
highly popular and generated a lot 
of comments from the visitors.  We 
will continue to come up with new 
ideas that will delight the customers 
as we work to create ever-better 
cars.

2015 Tokyo Motor Show HP

http://www.toyota-body.co.jp/tms2015/
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■Creating Ever-Better Cars

We have begun a range of verification testing using COMS as we travel on the road to a 
low-carbon society. We are working to develop and produce the core components for 
Toyota’s fuel cell vehicles that are leading the way to a hydrogen society.

Preparing for a New Kind of Automotive Society

Meeting Customer Expectations

The environmentally-friendly COMS is a new means of transportation for deliveries and sales.

New societies and lifestyles using COMS are expanding in locations across Japan.

Used for home delivery of shop 
merchandise (Seven-Eleven)

Used for regular package delivery 
(Yakult)

Used as transportation for sales staff 
(Bank of Nagoya)

Aiming to expand the ways in which 
COMS a re  used,  we a re  us ing  the  
Ultra-Compact Mobi l i ty Cert ificat ion 
S y s t em  o f  t h e  M i n i s t r y  o f  L a n d ,  
Infrastructure, Transport and Tourism and 
conduct ing ver ificat ion test ing of  a 
package delivery COMS with increased 
cargo capacity, as well as a two-seater 
COMS for government serv ices and 
ride-sharing purposes.

Two-seater COMS (ride-sharing)

Use for mail collection and 
delivery (Japan Post)

Ise City, 
Mie Prefecture

Tottori Prefecture

Tsuyama City, 
Okayama Prefecture

Hagi City, 
Yamaguchi Prefecture

Satsumasendai City 
(isolated island), 
Kagoshima Prefecture

Satsumasendai City 
(city center), 
Kagoshima prefecture

Minami-Alps City, 
Yamanashi Prefecture

Tsukuba City, 
Ibaraki Prefecture

Toyota City and others, 
Aichi Prefecture

Anjo City, 
Aichi Prefecture

Nagoya City, 
Aichi Prefecture

Verification testing using the Ultra-Compact Mobility Certification System 
of the Ministry of Land, Infrastructure, Transport and Tourism

The world’s first 3D fine-mesh flow field that was developed by 
our company is a core component in the fuel cell stack of the 
Mirai fuel cell vehicle that was marketed by Toyota.
We are also producing components developed using the 
original ultra-precise stamping technology that was developed 
by Toyota Auto Body.

Production of the core components is gradually being 
increased so that i t  can benefit a greater number of 
customers.

Creating the Ultimate Eco-Car

3D fine-mesh flow field (magnified view) Fuel cell stack

Development and production of the core 
components for fuel cells

<Toyota Mirai fuel cell vehicle>

(Image provided by Toyota Motor Corporation)
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■Creating Ever-Better Cars

We are working to create global No. 1 quality products that our customers can always use in safety 
and with confidence.  We check for customer input regarding actual products in markets around 
the world, and carry out daily activities for improvements and preventive action, and work to 
ensure that all employees share the understanding that “quality is the lifeline of a company”.

Delivering High Quality Products by Putting the Customer First

Creating High Quality Cars

To set the Customer First and Quality First ideals deeply into the 
minds of all of our employees, we regularly conduct quality 
lectures and exhibit quality case studies, and provide multi-level 
quality training.

To mark the 70th year since Toyota Auto Body was founded, the 
fiscal year 2015 Quality Lecture was conducted by the director in 
charge of the Quality Assurance Division based on the theme of 
“For Customer Smiles”. The lecture looked back on past 
quality programs of the company and established a shared 
direction for future efforts.

Putting Customer First into Practice Throughout the Company
<Quality Lecture> <Exhibit of quality case studies>

Participants at the lecture Exhibit of quality case studies using 
actual parts

The Toyota Auto Body divisions responsible for development, production engineering, and production, and our suppliers, work together beginning 
from the development phase so that production work can be performed easily.

Creating High Quality Cars at the Development Phase 

<Example of re-designed LX improvements made during the design phase>

<Improving workability for new-design parts>

Instrument panel assembly process
The outlet port duct shape was elongated, 
allowing the long part to be temporarily set down.

<Improvement>
• Actual parts were checked by the divis ions responsible for 
development, production engineering, and production, and an 
improvement was made.

Shape which allows 
the part to be temporarily 
set down

New-design part

<Comment from an operator>

Because the part is long, if I 
hold i t in one hand whi le I 
connect the wi r ing on the 
reverse side, there is the risk of 
scratch ing the inst rument 
panel.

In cooperation with Toyota Motor Corporation, we obtain input from customers around the world and apply 
it to product development.  During fiscal year 2015, staff from our Quality Assurance Division  investigated 
commercial vehicle markets in 5 major regions (11 countries) worldwide in order to directly determine 
customer and market needs on-site and hands-on.

Applying Customer Input to Our Products

<Examples of local on-site, hands-on investigations of customer input by the Quality Assurance Division>

OmanOman

AustraliaAustralia

The PhilippinesThe Philippines
MexicoMexico

PeruPeru
AngolaAngola

ArgentinaArgentina

SingaporeSingapore

BahrainBahrain
U.A.E.

ThailandThailand

Sharing market information 
with an agent (Angola)

Interview with customers 
(Argentina)

There is absolute trust in the 
Hiace and Land Cruiser...

Customers are sensitive 
to visible corrosion...

Quality Assurance 
Division

Yoshinori Sakai

Comment from a staff 
responsible for local 
investigations

I conducted interviews and 
co l lec ted in fo rmat ion in  
countries I had never been 
to before, and was able to 
obtain valuable customer 
opinions regarding quality.
I wi l l  continue to put the 
customer first and work to 
improve quality in the future.

Examples of Quality Programs: JiKotei Kanketsu activities, EDER activities, customer evaluations

http://www.toyota-body.co.jp/english/csr/pdf/2016/hinshitsu_english.pdf
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■Creating Ever-Better Cars

We are engaged in purchasing activities that are based on open and fair transactions, 
aiming for co-prosperity based on relationships of mutual trust with our suppliers, as 
we work to create ever-better cars.

Working for Ever-Better Cars Production Together with our Suppliers

Creating High Quality Cars

Basic Approach to Purchasing

Towards creating ever-better cars

We provide open and fair bidding opportunities to all suppliers in Japan 
and overseas that would like to do business with Toyota Auto Body, 
regardless of their nationality, size, or lack of previous transactions.

For this purpose, we have established a Basic Purchasing Policy and 
engage in global purchasing activities that aim to achieve the Customer 
First ideal in partnership with our suppliers.

Creating
Ever-Better Cars

Strengthening 
planning and 
development 
capabilities

Production 
innovations

Expansion  
of overseas 
business

related
activities

Basic 
policy

New product 
exhibitions

Policy 
explanation 
meetings

Joint 
development 
and study groups

Open 
and fair

Mutual 
trust

Promoting 
localization

When the time for a model change approaches, in 
addition to creating a wide range of bidding 
opportunities, we also hold part workshops so that 
suppliers can examine the parts and understand 
our work on creat ing cars.  In cooperat ion 
between Toyota Auto Body and all members of the 
supply chain, we are carrying out activities to 
develop new ideas for creating ever-better cars.

Aiming to Create Ever-Better Cars
New ideas for product development and 
manufacturing in conjunction with all 
members of the supply chain

Toyota Auto
Body 

Design

PE Plants

Suppliers
Purchasing

Creating ever-better cars by centralizing the 
four key areas
(Cross-functional development operations)

Part workshops for both 1st-tier and 
2nd-tier suppliers

In order to share changes at our company and our purchasing 
policy with suppliers, we hold the Purchase Policy Presentation 
Meeting (March of each year), Management Lecture (twice 
annually), and CSR Study Meeting (twice annually), and other 
meetings.

To make clear what we expect from our suppliers, we have created 
and implemented the Supplier CSR Guidel ines and Green 
Purchasing Guidelines.

Sharing information with suppliers

Supplier exhibition

We are conducting education activities with a wide range of study 
meetings conducted through the Shatai Kyowakai, a cooperative 
meeting of suppl iers.  These include research meetings, 
exhibitions, and the Transport Study Meeting and Safety and 
Health Liaison Meeting that are intended to eliminate accidents.

Programs that Support Purchasing Activities
Educational activities using study meetings 
with supplier participation

Mutually sharpening our skills at the 
Safety Study Meeting

In order to further reinforce our system of open and fai r  
transactions and relationships of mutual trust, we ask approximately 
340 suppliers to evaluate our company’s purchasing activities, 
and obtain opinions and requests that are applied to future 
purchasing activities.

Applying the results from supplier questionnaire 
surveys to our purchasing activities
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