
High-speed, winding roads.

The latter  half  of  the Asian stage 

started out on the Malaysian island of 

Penang. The city of George Town still 

retains its  historical character, but  

with motorcycles in numbers never  

seen in Japan waiting at traffic signals. 

Many people walk in the roads, while 

trucks also try to pass by on narrow 

s t r e e t s .  B e i n g  s u r r o u n d e d  b y  

conditions so unlike  Japan made a 

strong impression on the Drive Project 

members.

On the first day, the team aimed to 

reach the Cameron Highlands, located 

more than 1,500 meters above sea 

level. The team lef t  behind the city  

streets to drive along a highway and 

then went  up the winding road. The 

area is not only a thriving agricultural 

district; it’ s also a popular  spot  for  

m o t o r c y c l e  t o u r i n g ,  a n d  m a n y  

motorcycles were heading into the 

Cameron Highlands  at  high speed.  

Shinsuk e  Iha t a  o f  t he  A d v anc e d  

Vehic le  Engineer ing De velopment  

Division, who is primarily  engaged in 

crash safe ty  testing,  talked about  

want ing  to  think  dur ing  the  Dr ive  

Pr o jec t  about  ho w  to  spread  the  

mindset  of  accident  prevention and 

safety.

“I  usually  work in  crash safety, 

where it’ s impossible to know the 

situation unless you’ re in it, but our 

goal is to have zero accidents. The 

r a t e  o f  s e at b e l t  u s e  i s  l ow  i n  

Malaysia too, and we still  need to 

c o m mu n i c a t e  m o r e  a b out  t h e  

importance of safety. So what can I 

do  then?  My ob jective  here  is  to  

explore this idea while talking with 

local people.”

Listening with an open and 
s i n c e r e  a t t i t u d e  t o  
customer feedback.

People drive Toyota Hiaces to take 

tourists on tours and Hiluxes to carry 

agricultural products in the Cameron 

Highlands. A  local dealer  set  up an 

opportunity for the team to talk with 
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number of  Hiluxes working amongst 

the  plas t ic -covered greenhouses.  

Without driving up to these highlands, 

the  team would have  never  known 

abou t  the  par t icular  w a y  T o y o t a  

vehicles are used in highland farming.

Getting back to lower elevation, the 

team headed for  the  c i t y  o f  Shah 

Alam. Cars  dr iv ing fas ter  than the  

highway’ s 110-kph speed limit passed 

by the team. High-speed driving on any 

road is a hallmark of Malaysia. Almost 

as  soon as  the  team no t iced rain  

clouds ahead, they were engulfed by a 

squal l .  The  loc al  Mala y s ian  t eam 

members and those riding along from 

Thailand thought nothing of  it, but it  

was an intense experience for  the  

customers who use Toyota vehicles in 

demanding ways like these. The team 

got  to  hear  a  lo t  o f  de tailed,  real  

feedback, from dissatisfaction with the 

durability of the drive shaft and brakes 

to  the  nar r o w  Hiace  sea t s ,  while  

surrounded by the actual vehicles with 

flatbeds customized for hauling large 

amounts of goods. Kenichi Hirai of the 

L e x us  D e s ign  D i v i s ion  r eminde d  

himself  of  the need to listen with an 

o p e n  a n d  s i n c e r e  a t t i t u d e  t o  

c u s t ome r s  s ha r ing  t he i r  s t r ong  

opinions, so strong at times that they 

raised their voices.

“The words of people who actually 

use our vehicles in demanding ways 

hold a lot of weight. It made me feel 

like we should not only make sure 

to collect feedback from customers 

in large markets like North America, 

India, and China, but also in smaller 

markets. Isn’ t  that what ‘Customer 

First’ means? I think the goal of the 

Drive Project is not just to have us 

drive  here ,  but  also  to  l isten  to  

feedback with an open and sincere 

attitude.”

On the road coming down from the 

Cameron Highlands, the team saw a 

TMC  member s.  A l though  the  r a in  

reduced visibility  to practically  zero, 

the surrounding cars merely reduced 

their  speed slightly but continued to 

drive as normal without even turning 

on their headlights.   

“You have to judge the situation 

you are in by local standards, by a 

different yardstick than standards in 

Ja pan.  I f  you  don’ t ,  you  won’ t  

u n d e r s t a n d  a  l o t  o f  t h i n g s ,”  

comments  Osamu Sadataka,  F ield 

General  Manager  o f  the  Customer  

F ir s t  P r omo t ion  Gr oup ,  w ho  ha s  

participated in the Drive Project on all 

five continents, as the team members 

nod deeply in agreement. 



Thinking about the future 
of cars in Singapore.

The team crossed the border from 

Malaysia  to  Singapore  over  a  land 

route. The two countries used to be 

one, but now you’ re transported to a 

di f ferent  wor ld jus t  by  crossing a  

bridge. Luxury vehicles rarely spotted 

in Malaysia drive on well-maintained 

roads  here.  Even so,  a  tra f f ic  jam 

formed like clockwork when evening 

hit.

The  nex t  day,  the  team toured a 

maintenance  shop for  the  car  hire  

service Grab. The team heard that the 

s e r v ic e  r en t s  c ar s  t o  dr i v e r s  in  

Southeast Asia owing to the low car 

ownership rate. The time needed for 

m a i n t e n a n c e  a n d  c l e a n i n g  i s  

considered downtime, in other words 

operating loss. But by partnering with 

Toyota and implementing kaizen, they 

s a y  tha t  the y  ha v e  be en  ab le  t o  

increase work efficiency and shorten 

this time. According to Kenichi Adachi 

of Sales and Product Planning Division 

No. 1, the relationship with services 

where  one  vehicle  is  dr iven some 

90,000 km per  year  is  the  key  to  

thinking about cars in the future.  

“Before,  we  didn’ t  see  car  hire  

services as a welcome development, 

because it  is  not in our interest  if  

they cause more people to not own 

cars. But in urban areas, Grab is a 

logical  choice for  the people who 

use the service and who work for it 

too, and is closely aligned with its 

customers. Grab has the same goal 

as  we  do,  of  helping  people  live  

richer lives, and that is something I 

really understand now.” 

Looking ahead in this partnership, 

the  team discuss  the  likelihood of  

services also using self-driving cars. 

After a week that has made the team 

think about many diverse things, from 

demanding driving in highlands to the 

future of cars, the team is headed to 

their  ne x t  des t ina t ion  o f  Jakar ta,  

Indonesia. 

Distance :  845km

Duration :  November 5-8, 2019

Days :  4 days

Vehicles :  Fortuner, Hilux Double Cab,   

 Vios, Rush, Corolla Altis, C-HR, 

 Innova, Yaris Hatch Back
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