
Sustainability Report 2013
TOYOTA SOUTH AFRICA MOTORS 



Contents About this report
This sustainability report describes Toyota South Africa 
Motors’ (TSAM) strategy and performance during the 
2013 financial year (hereafter referred to as ‘2013’) 
running from 1 April 2013 to 31 March 2014. It also 
describes the company’s future targets, plans and 
ambitions for the 2014 financial year and beyond. 

To us, operating sustainability means managing our 
environmental, social and economic activities in a 
manner that delivers the best possible impact on our 
stakeholders while enabling the company to achieve 
strong long-term financial performance. Ultimately, 
sustainability is about TSAM’s ability to remain in 
business, supported by – and distributing value to – its 
stakeholders.

We are committed to improving our sustainability 
performance and reporting in a transparent 
and balanced way. In this report, we share our 
successes and challenges, and offer a candid view 
of our performance.

This report focuses on TSAM’s operations, 
encompassing the Toyota, Lexus and Hino brands. 
Because the scope of our impact extends beyond 
our offices and production plants, we also discuss our 
relationships with key external stakeholders including 
dealers, suppliers and the communities where we 
operate. There were no significant changes during the 
reporting period regarding size, structure or ownership 
of TSAM.

As the company continues on its reporting journey, 
it draws on international best practice, and follows the 
reporting guidelines established by the Global Reporting 
Initiative (GRI). We believe this report represents a 
C application level and hope to build on our efforts in 
the future.

This report is available in print and online at  
www.toyota.co.za/corporate 

Any questions or comments regarding this report 
should be directed to:

Charmaine Reddy
Company Secretary and Legal Adviser

creddy3@tsb.toyota.co.za
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Depicting the Vision
The image of a tree has been used to symbolise the Toyota 
Vision from ‘roots to fruits’. The tree is a symbol of natural 
strength. It is useful and long-lasting, something that 
continues to grow and flourish year after year.

The Toyota principles are represented as the roots because 
everything we do as a company must grow from the 
foundation of our beliefs. These roots support the trunk 
of the tree, which signifies the strength and stability of 
our operations.

From the trunk, the branches lead to the 12 tenets that 
make up the Toyota Vision – the ‘fruits’ of the tree. The 
tree allows all of this imagery to be connected together, a 
metaphor for how closely we at Toyota work together to 
achieve success.

Finally, the tree is set in a human environment, to remind 
us of who we work for – our customers. The backdrop is 
universal, to represent our customers across the globe.

The Toyota Global Vision
Toyota will lead the way to the future of mobility, 
enriching lives around the world with the safest and 
most responsible ways of moving people.

Through our commitment to quality, constant 
innovation and respect for the planet, we aim to 
exceed expectations and be rewarded with a smile.

We will meet our challenging goals by engaging the 
talent and passion of people, who believe there is 
always a better way.

•	 Employees
•	 Customers
•	 	Business	partners,	including	our	suppliers	and	

dealerships
•	 	Shareholder	(TMC)	
•	 	Global	society	and	local	communities,	including	our	

communities and the environment.

This sustainability report seeks to address the issues most 
important to these stakeholder groups, and, following the 
philosophy of the Toyota Global Vision, is structured around 
them. Throughout, we highlight examples of where we 
have tried to embody the ‘fruits’ of the Vision, and have 
been rewarded with a smile as a result.

Toyota South Africa Motors (TSAM) draws on the 
philosophy of its parent company, the Toyota Motor 
Corporation (TMC) in its values, principles and strategies. 
These are articulated through TMC’s ‘Toyota Global Vision’, 
which was launched at TSAM in 2012 and outlines the 
factors that have supported Toyota’s success for more 
than 70 years. More importantly, the Vision defines our 
ambitions for sustainable growth in the future and how we 
expect to achieve them. 

Achieving the Vision requires the support of our employees 
as well as collaboration between different divisions, 
departments, operations and even between different 
Toyota affiliates. TSAM must remain responsive to the 
needs of its stakeholders, which include:
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It is my honour to present the Toyota South Africa Motors 
(TSAM) 2013 Sustainability Report representing the 
company’s performance against its social, environmental and 
economic commitments during the year. 

2013 was a dynamic year for TSAM. Revenue increased 
10% from the previous year, supported by continued strong 
sales in the domestic market as well as growth in exports as 
the Rand weakened. Volatile exchange rates also presented 
challenges during the year however; increasing the cost of 
certain imported components and vehicles. Our focus on 
efficiency and continuous improvement, or Kaizen, helped to 
mitigate the resulting pressure on margins. 

We remain committed to the South 
African economy and in January 2014 
announced a substantial R1 billion 
investment to expand our production 
plant in Prospecton, Durban. This 
investment has enabled TSAM 
to assemble the new generation 
Corolla for both domestic and export 
markets and brings additional jobs 
and trade to the country. We are 
proud of our growing production 
operations in Durban and of our role 
in bolstering South Africa’s reputation 
as a prime destination for automotive 
manufacturing. It is telling that during 
the same financial year, we celebrated 
the one millionth Corolla to roll off our 
production line.

Customer satisfaction is our core motivation, and this 
dedication continues to bear fruit. Our commitment to 
producing safe, reliable and high quality products locally 
will ensure that we continue to create customer smiles 
and excitement, or Waku Doki, for our products.  In 2013, 
Toyota remained entrenched as South Africa’s most popular 
automotive brand for the 34th consecutive year. Underlying 
our strong sales is the commitment of TSAM and its dealers 
to providing an unfailingly exceptional experience for all 
current and potential customers. Indeed, during the year, 
customers rated us above the industry average for their 
loyalty to both our Lexus and Toyota brands. 

The year was not without its challenges however. Work 
stoppages continued to affect the South African economy 
in 2013 and TSAM, like its automotive manufacturing peers, 
experienced production disruptions as a result of a protected 
strike among workers at the plant. The strike followed sector-
level wage negotiations and, paired with similar disputes at a 
number of our suppliers, briefly impacted output at the plant. 

We are cognisant that maintaining a strong, collaborative 
relationship with our workforce is essential to our success as 
a business and to our standing as a responsible corporate 
citizen. Our priorities are attracting and retaining a talented, 
committed workforce; developing their skills and wellbeing; 
and forging an engaging, diverse and safe work environment. 
TSAM has invested substantially in its employees and in 2013 
introduced the Senior Manager Advancement Programme 
(SMAP) to accelerate the development of promising 
previously-disadvantaged staff. 

          I am pleased to announce that 
2013 was our safest year yet. By 
strengthening our safety culture and 
learning from each other in a unique 
inter-plant safety competition, we 
decreased our minor injury frequency 
rate by 17% during the year. In 
addition, we reached the milestone 
of 10.5 million man hours worked 
without a lost work day injury case in 
May. While this progress is promising 
to say the least, we must never take 
workplace safety for granted and will 
continue to strive for improvement.

By the nature of our operations, we 
are significantly dependent on a 
variety of resources, both renewable 
and finite. Conserving these 

resources is not only the right thing to do; it also provides 
valuable cost savings. Our plant made further strides to 
lessen our environmental impact, and has decreased its 
water consumption and carbon emissions while increasing 
production volumes over the years. 

My colleagues, suppliers and dealers are to be commended 
for their contribution to TSAM in 2013. Amidst challenging 
economic conditions, their support has been invaluable to 
delivering on our promise to our customers. I would also like 
to thank the individuals and businesses who remain loyal 
Toyota, Lexus and Hino customers – we appreciate your 
businesses and aim honour it by remaining South Africa’s 
favourite automotive group.

Dr Johan van Zyl
President and CEO
Toyota South Africa Motors

Chief executive officer’s message

We are proud of our growing 

production operations in Durban 

and of our role in bolstering 

South Africa’s reputation 

as a prime destination for 

automotive manufacturing. It is 

telling that during the same 

financial year, we celebrated the 

one millionth Corolla to roll off our 

production line.
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Toyota South Africa Motors (Pty) Ltd (TSAM) is at the heart 
of Southern Africa’s automotive sector. We hold the rights 
for the importation, assembly, manufacture and distribution 
of Toyota, Lexus and Hino vehicles and components in 
the region. We serve the local markets in South Africa, 
Namibia, Lesotho, Swaziland and Botswana, through a 
combination of imported vehicles and those assembled at 
our Prospecton plant. In addition to serving the domestic 
South African market, we also export Toyota vehicles to 
58 countries, and rank among the top 10 Toyota Motor 
Corporation (TMC) distributors worldwide in terms of 
production and export volumes. 

TSAM is owned by holding company, Toyota South Africa 
(TSA), who in turn, is 100% owned by TMC. TSAM is the 
largest vehicle manufacturer in Africa, the largest vehicle 
exporter in South Africa and the biggest investor in the 
automotive sector in the country.

The company was established by Albert Wessels in 1961 
and, over the subsequent 53 years, has evolved into the 
longstanding automotive market leader in South Africa. 
From our manufacturing plant in Prospecton, near Durban, 
we produce the Hilux, Fortuner, Quantum Ses’fikile, 
Quantum and Corolla. We are supported by a workforce 

Not all vehicles are assembled ‘from scratch’. Automotive 
manufacturers choose to assemble vehicles from varying 
degrees of ‘completeness’ based on the availability and 
quality of parts, labour as well as the dynamics of the local 
tax environment. 

A completely-built-unit (CBU) is a vehicle that is imported 
entirely intact from another production plant abroad. All 
Lexus models and many Toyota models sold in South Africa 
are produced in this way. 

A complete-knock-down vehicle (CKD) is assembled 
from its individual components entirely on-site. This requires 
a substantial investment in the production site, workforce as 
well as supply chain.

An introduction to Toyota South Africa Motors

of 8 170 employees and a network of over 50 major 
component manufacturers, and therefore are a source of 
direct and indirect employment in our communities.

We believe that our responsibility as a South African 
business extends to supporting the communities in which 
we operate. Since our earliest days, we have given back to 
them, both through corporate social investment (CSI) and 
the activities of the Toyota South Africa Foundation, which 
is run jointly with TMC.

From TSAM’s offices in Sandton, Johannesburg, the Sales 
and Marketing team supports a network of 192 dealers 
who sell TSAM vehicles. The Toyota Academy of Learning 
and Hino are also located in Sandton, with our National 
Parts Distribution Centre located in Boksburg.

Toyota South Africa Limited (TSA) 
Ultimate holding company
Toyota Motor Corporation (TMC)

Registered office
Toyota Building
Stand 1
Wesco Park
Sandton 2146

A semi-knocked-down (SKD) assembly produces 
vehicles from incompletely-assembled kits. This is 
less labour-intensive than a complete-knock-down 
approach, however does provide employment for 
people both directly and indirectly.

Model Assembly

Corolla CKD

Hilux CKD

Fortuner CKD

Quantum SKD

Quantum Ses’fikile SKD

Hino and Dyna SKD

TSAM’s levels of vehicle assembly
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Since our establishment in South Africa in 1961, Toyota has become as much a part of the country’s 

culture as the vibrant people that drive our vehicles. With this in mind we’ve shaped Toyota’s culture 

around positive contribution to the country we love.

Toyota

Toyota Hilux makes South 
Africa proud
It was the longest, highest and toughest Dakar Rally 
since the iconic event moved from North Africa to 
South America in 2009.

Only 204 vehicles out of the 450 that started the 
race in Rosario in Argentina on January 5, 2014 
made it to the finish.

And among the survivors after a two-week 
9 500 kilometre haul through Argentina and Chile 
were both of the proudly South African Toyota 
Imperial Team’s Hilux 4x4 pickups.

Once again, South Africa’s top-selling bakkie 
demonstrated its toughness and reliability in the 
supreme challenge in world cross-country racing. 
Giniel de Villiers and Dirk von Zitzewitz finished 
fourth overall and first in the T1.1 class for petrol-
powered 4x4 improved cross-country vehicles. 
De Villiers was the only driver to take the fight to 
an armada of Minis all the way to the finish at the 
Chilean port city of Valparaiso, winning the last 
stage on his way to his seventh top-five finish 
in 10 Dakar races. In their first Dakar outing, 
Leeroy Poulter and Rob Howie were 33rd overall 
and 13th in class.

The Toyota brand spans a wide array of models, offering 
a vehicle for nearly every taste. From the economical Etios 
to the rugged Land Cruiser, our vehicles meet the needs 
of a diverse nation and are built to withstand the rigours 
of the road for years to come. Toyota’s legendary reliability 
and quality comes from the company’s deep-seated 
commitment to continuous improvement. This intense 
focus has been rewarded over the years with a long record 
of strong sales. Indeed, 2013 marked the 34th year of 
market leadership for TSAM.

In November 2013, TSAM celebrated the one millionth 
proudly South African manufactured Corolla to roll off 
the production line at the company’s Prospecton plant. 
The white Toyota Corolla crowns six years of successful 
production during which the model was produced in 
both left and right hand drive variants and exported to 
Eastern and Western Europe, the Caribbean and Africa. 
Not long after, TSAM followed up the milestone with the 
launch of the new generation Corolla, also manufactured 
in Prospecton. 

Our set of values, beliefs, principals and business models 
are embodied in ‘The Toyota Way’, which is founded on 
our respect for people and commitment to continuous 
improvement, the Japanese concept of ‘Kaizen’.
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“It is very symbolic that the 

Corolla reaches this milestone 

now. It not only celebrates a 

very successful production 

run for the 10th generation 

world’s favourite car, but it 

heralds the introduction of 

the new Corolla in 2014,” 

– President and CEO of TSAM 

Dr Johan van Zyl
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Lexus, Toyota’s premium brand, was first introduced in the United States in 1989. It has since 

become a globally-recognised luxury brand, and is now available in more than 70 countries 

including South Africa. 

Lexus

Through the unique Lexus customer care philosophy, 
Omotenashi (Japanese for ‘hospitality’), Lexus delivers world-
class luxury with exceptional service. We believe in treating 
our customers as we would guests in our own home, and 
this includes personal attention to their unique needs. 

Lexus vehicles are manufactured in Japan and have been 
imported to the southern African market since 1993. They 
are distributed through 17 dealerships in South Africa, 
Namibia and Botswana.

In 2013, we extended our range of premium vehicles, 
introducing the Lexus ES range in southern Africa. It is 
available in two models: the petrol 250 and 300 hybrid. 
The ES offers a spacious, comfortable option for luxury-
minded customers at a more competitive price than its 
competitors. The ES has been well-accepted in the market 
and contributed significantly to Lexus’s growth during the 
latter half of 2013. 

The new generation IS 350, launched in July 2013, was 
recognised as a Wesbank South African Guild of Motoring 
Journalists Car of the Year finalist. Built for lightness and 
strength, its highly refined drivetrain offers superb balance 
and durability. Smooth and fun to drive, the IS 350 can 
reach a top speed of 225 kilometres per hour, yet achieved 
the best pedestrian protection score among all the large 

family cars Euro NCAP has ever tested. Sensors in the 
bumper can detect pedestrians and in the case of impact, 
lift the bonnet to create extra clearance above the hard 
structures in the engine compartment. The system can 
detect pedestrians of different heights, and operates over a 
range of vehicle speeds. 

To gain a better understanding of our customers’ needs, 
in 2013 we began to map the ‘emotional journey’ they 
undergo during the purchase and after-sales phases of 
Lexus ownership. Through focus groups and one-on-one 
interviews with Lexus and competitors’ customers, we are 
able to evaluate our success in exceeding expectations. 
Based on these findings, we will introduce tailored 
interventions at our dealerships in 2014, aimed at the 
unique requirements of customers in their region. For more 
on how TSAM improved customer service during the year, 
see ‘Customers’, page 13. 

In 2013, we launched the Lexus Strategic Partner 
programme, a formal lead-sharing agreement between 
Lexus and Toyota dealers. As part of the agreement, 
Toyota dealers will receive certain benefits including profit-
sharing opportunities with their Lexus host dealer. This 
programme was created to leverage the greater Toyota 
dealer network, to increase awareness of the Lexus brand 
and to retain loyal customers seeking a premium vehicle.

The Lexus Covenant
Lexus will enter the most competitive, prestigious automobile 
race in the world. Over 50 years of Toyota automotive experience 
has culminated in the creation of Lexus automobiles.  
They will be the finest automobiles ever built. 

Lexus will win the race because: Lexus will do it right from the 
start. Lexus will have the finest dealer network in the industry. 
Lexus will treat each customer as we would a guest in our home.

If you think you can’t, you won’t…If you think you can, you will.

We can, we will.
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Hino South Africa, TSAM’s commercial vehicle brand, has provided trucks for South African 

businesses for 41 years. From our plant in Prospecton, TSAM assembles the Hino 300, Hino 500 

and Hino 700 and Dyna model ranges. 

Hino

Hino Vision
To be the preferred 
provider of products and 
services to professional 
truck users and freight 
operators in the Southern 
African transport and 
logistics industry. 

In 2013, Hino continued to add to its model line-up. With the 
introduction of our new Hino 500 1626 Tipper and the Hino 
700 Euro 4 range, we are meeting our customers’ unique 
needs while lessening our impact on the environment. For 
example, the Hino 700 range’s Euro 4 engine reduces carbon 
dioxide and nitrogen oxide emissions and features improved 
fuel economy. 

Sales were strong in 2013, with a total of 3 792 units sold, 
a new sales record since 2008 for the Hino branded trucks. 
This growth reflects recovery in the South African economy.

We recognise the critical role that transport and logistics 
play in the South African economy and are proud of the role 
our trucks play in supporting these businesses. During the 
year, we reconfirmed our commitment to our customers in 
a ‘Keep on Truckin’ campaign, reminding the market that 
trucking is in our blood and that Hino will always be there to 
keep customers – and their businesses – moving. 

To many business owners, a stationary truck can mean lost 
business. To reduce this risk, we design and build our trucks 
to the highest standard, ensuring that all Hino vehicles hold 
up under the most challenging conditions. When break-
downs do occur, our team of master technicians is trained 
and equipped to respond immediately, getting the trucks 
back on the roads as quickly as possible. Through this ‘Total 
support’ programme, we aim to foster deep and trusting 
relationships with our customers by keeping their trucks on 
the road and by minimising vehicles’ lifetime running cost. 
Our support package includes a broad array of services, 
including financing, maintenance, service and driver training. 

Hino’s production facility relocated to a new plant in 2013, 
giving us the opportunity to revisit our safety and production 
processes. Our new assembly line embraces the Jundate 
(‘sequential supply’) principle which sees components made 
available just in time (JIT) for manufacturing each unit. This 
lean manufacturing philosophy is at the heart of Toyota’s 
manufacturing philosophy implemented world-wide. The new 
plant also enables all processes and testing to be completed 
within one location, eliminating the need for unfinished trucks 
to be driven between areas of the plant. 

TOYOTA SOUTH AFRICA MOTORS | Sustainability Report 2013 
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Performance highlights

Customers 
(page 12)

Competitive customer experience (CCE) 2013 2012 2011

Toyota 90.1% 90.3% 89.6%

Lexus 91.4% 90.4% N/A

Hino 89.8% 90.6% 90.0%

Employees
(page 24)

2013 2012 2011

Headcount (full-time employees) 8 170 8 261 7 926

Fatalities 0 0 1

Lost work day case frequency rate 0.19 0.18 0.48

Dti broad-based black economic empowerment (B-BBEE ) contribution level 5 5 5

Business partners
(page 39)

Suppliers (page 39) 2013 2012 2011

Number of ISO 14001 – certified suppliers 111 93 91

Dealers (page 42) 2013 2012 2011

Total dealerships

Toyota 192 199 194

Lexus 17 16 14

Hino 61 58 53

Kodawari-certified dealers: Toyota 112 
(target: 109)

69 
(target: 60)

25

Kodawari-certified dealers: Lexus 0 (target: 4) N/A N/A

Enterprise development (page 45) 2013 2012 2011

Economic benefit to the South African taxi industry R123m R96m R70m

Community support
(page 47)

2013 2012 2011

Total social investment (Rm) 27.8 27.50 19.61
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Environmental stewardship
(page 52)

2013 2012 2011

Carbon intensity (kg CO2/vehicle manufactured 765.17 799.90 854.26

Water intensity (kl/vehicle manufactured) 3.93 3.88 4.22

Waste intensity (kg/vehicle manufactured) 20.22 16.82 22.49

Volatile organic compounds emitted (g/m2 body paint applied) 19.36 20.57 22.26

Shareholder
(page 60)

2013 2012 2011

Production volume – Toyota 148 263 187 720 173 336

Domestic sales – Toyota 70 604 98 217 87 231

Exports – Toyota 77 380 89 503 86 105

Domestic sales – Lexus 1 210 1 257 1 280

Production volume – Hino 3 571 4 015 3 242

Domestic sales – Hino 3 792 2 197 2 084

Revenue (Rm) 49 604 44 984 40 168

TOYOTA SOUTH AFRICA MOTORS | Sustainability Report 2013 
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Awards and accoladesAwards and accolades

Motorsport
SAGMJ Colin Watling award – Glyn Hall
SAGMJ Motorsportsman of the Year – Giniel de Villiers
Goodwood Driver’s award – Giniel de Villiers

Product
People’s Wheels Single Cab workhorse – Hilux
People’s Wheels SUVs and Crossovers – Fortuner
People’s Wheels Cool Coupes – 86 
Women On Wheels Award – Top Sedan: Lexus GS; 

 – Top Green Car: Yaris HSD

Corporate
TGI – Icon brands Top Automotive
Interbrand: Most valued Automotive Brand
Interbrand: Best Global Green Brand
Reader’s Digest Icon Award

Customer Service
TMC Customer Service Excellence Award
IPSOS Gold Award: LCV Vehicle Servicing
Kinsey Report – 1st place for Fortuner and Avanza
Orange Index – Top Automotive and 2nd overall

Sales
IPSOS Gold Award: Passenger Vehicle Purchasing
IPSOS Gold Award: LCV Purchasing Experience
NADA Sales – Hino: Silver; Lexus: Silver; Toyota: Silver

Marketing
Pendoring Awards: 2
Loerie Awards: 4
Saturday Star Orchids: 2
Bookmark Awards: 3

International
Brand Z – Top Automotive brand
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Highlights TSAM achieved a defect rate of 0.15 in its annual shipping quality 
audit, an improvement from 2012 (0.26) and 2011 (0.4). 

Challenges
Strikes at the plant and our parts suppliers hindered our ability to 
respond to customer queries. Our call centres were able to resolve 
81% of customer issues within 15 days, down from 93% in 2012.
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Ensuring customer satisfaction
Our aim is to exceed customers’ expectations by providing 
innovative, reliable vehicles with excellent service. Continual 
improvement is at the core of Toyota’s business philosophy 
and this commitment applies not only to the vehicles 
we deliver, but also to the way we interact with current 
and potential customers. The Toyota Customer Service 
Philosophy signifies that customers must always come first. 

TSAM uses industry surveys conducted by research firm 
IPSOS to gauge its progress on improving its Toyota 
and Lexus customer experience. These surveys allow us 
to benchmark ourselves against our peers and to track 
ongoing performance at dealer, regional and national 
levels. By questioning owners about their experience with 
our sales and service, the survey gives each automotive 
manufacturer a competitive customer experience score 
as well as a ranking. At the time of publishing, the 
latest figures reflected our performance from January – 
December 2013. These results demonstrated that both 
brands’ customers were more loyal than the industry 
average, and we believe this reflects our efforts to form 
strong, trusting and long-lasting relationships with each 
owner and to always exceed their expectations. 

In 2013, we introduced a new customer experience 
strategy aimed at achieving the number one customer 
experience position amongst automotive manufacturers. 

This strategy also includes new approaches to increase 
dealer engagement. Interventions are targeted at 
both dealer staff and leadership in order to ensure full 
commitment. In addition, it also includes incentives for 
dealers achieving high scores in dealer development 
programmes. For more on how we work with our dealers 
to improve service, see ‘Dealers’, page 42. During the 
year, Toyota’s overall ranking remained constant at seventh 
place, however we are pleased that Lexus improved from 
fifth to fourth place. We hope that our new strategy will 
help us to move both brands to the top of the list. 

Customers
TSAM’s customers are the individuals and businesses who rely on our Toyota, Lexus and Hino 

vehicles to get around. Our vehicles bring them to work and pick their children up from school. 

It’s our vehicles that take them on holiday and keep their businesses running. One in five vehicles 

on South African roads is a Toyota and because these vehicles make an important difference in the 

lives of our customers, we keep them at the core of everything we do.

Overall competitive customer experience

Industry average Lexus Toyota 

2013
%

2012
%

2013
%

2012
%

2013
%

2012
%

Loyalty  88.9 89.0  90.9  89.7  89.0  90.3

Rational  87.3 87.3  89.1  88.5  86.8  88.0

Emotional  87.3 87.6  87.0  88.6  87.5  90.0

Relationship  89.3 88.9 90.3 90.4 88.7 89.7

TOYOTA SOUTH AFRICA MOTORS | Sustainability Report 2013 

Our customer pledge promises  
to our customers that: 

•	 We	honour	our	commitment	to	you.

•	 We	provide	sound	advice.

•	 We	will	always	keep	you	informed.

•	 	We	provide	quality	technical	
expertise.

•	 We	value	your	input.

•	 	We	strive	to	strengthen	our	
relationship with you.
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Customers (continued)

In 2014, we have set specific targets for the service 
and sales components of our IPSOS survey scores. By 
increasing the focus on customer experience in our dealer 
development programmes as well as within our field staff, 
we hope to achieve a score of 90 for service and 96 
for sales, up from our 2013 performance of 87 and 92, 
respectively. For more on how we are working with our 
dealer network to improve service, see ‘Dealers’, page 42. 

Resolving issues
Our goal is for all Toyota, Lexus and Hino vehicles to work 
flawlessly from the moment they leave the production line. 
Unfortunately, problems do occasionally arise over the 
lifespan of a vehicle. When they do, our engineers and 
service staff work together to rectify them. Any lessons 
learnt are shared across the Toyota network to prevent 
similar challenges from occurring in other vehicles. 
Customers typically submit concerns through dealers, or 
directly to our customer call centre.

Customer satisfaction 2013 2012 2011

Overall passenger vehicles

Competitive customer experience score – Toyota 90.1 90.3 89.6

IPSOS ranking – Toyota 7 7 11

Competitive customer experience score – Lexus 91.4 90.4 N/A

IPSOS ranking – Lexus 4 5 N/A

Overall light commercial vehicles

Competitive customer experience score – Toyota 89.8 90.6 90.0

IPSOS ranking – Toyota 4 2 3

In 2013, labour instability in the automotive sector 
negatively impacted our ability to resolve complaints. 
While most customers understood that the strikes were 
industry-wide and affecting all automotive manufacturers, 
as time went on, some understandably became frustrated 
with delays in receiving parts. This was the primary reason 
for the decline in our ability to resolve issues quickly during 
the year. Despite these challenges, we nonetheless met 
our target of resolving 70% of issues within 15 days and 
85% within 30 days. Going forward, we are increasing the 
15-day target to 75%.

Dealers
TSAM does not own its dealers, 
however it works closely with 
these business partners to ensure 
they are equipped to satisfy 
customer needs and respond to 
their concerns. (See page 42, 
‘Dealers’).

Customer call centre
All calls are attended to by 
customer service agents equipped 
to respond to a wide range of 
technical questions. Collectively, 
our agents are able to serve 
customers in all 11 official 
South African languages, ensuring 
that we can meet the needs of a 
diverse customer base.

Issue resolution 2013 2012 2011

Customer issues received 
(call centre) 4 798 5 806 3 487

% resolved within 15 days 81% 93% 95%

% resolved within 30 days 90% 94% 97%
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Hino owners are covered by similar roadside assistance 
support through the Hino Care programme. Our dedicated 
call centre is available 24/7 and responds to customers’ 
problems, connecting them with our team of master 
technicians when required. These technicians are specially 
trained on Hino’s commercial vehicles and are available 
on 24-hour standby. Currently 27 of these technicians are 
associated with dealerships and a further seven work from 
our head office in Sandton. 

Hino’s warranties are designed to keep trucks on the road, 
where they belong. Warranties for the 300 and 500 series 
now cover two years (unlimited kilometres) and our 
700 series carries a three-year unlimited mileage warranty 
on the entire vehicle. 

Service excellence
Exceeding customer expectations means that we provide 
friendly, convenient and reliable service from the day they 
first enter a dealership for as long as they drive a Toyota, 
Lexus or Hino vehicle. We believe that providing this level 
of service builds loyalty within our customer base and helps 
us to retain these customers in the long-term. 

Customer Care Programmes
Our Toyota Care programme embodies our commitment 
to our customers’ ongoing satisfaction. Among its many 
benefits, it includes access to AA roadside assistance for 
three years or 100 000 kilometres from the date of sale. 
This service helps drivers solve common problems like flat 
tyres, dead batteries and keys locked inside cars.

Our goal is to reach customers within 60 minutes in urban 
areas and 110 minutes in semi-rural and rural areas. In 
2013, there were 9 135 requests for assistance and on 
average, we met our targets with a wide margin in all areas. 

Roadside assistance – Lexus and Toyota owners 2013 2012

Number of requests for roadside assistance 9 135 8 014

Number of cancelled requests 422 479

Urban Number of call-outs 5 656 4 885

Target response time 60 min

Actual average response time 44 min 48 min

Semi-rural Number of call-outs 876 263

Target response time 110 min

Actual average response time 69 min 60 min

Rural Number of call-outs 2 603 2 387

Target response time 110 min

Actual average response time 68 min 97 min

TOYOTA SOUTH AFRICA MOTORS | Sustainability Report 2013 
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Customers (continued)

Express Maintenance 
We realise that our customers are busy and count on 
their vehicles in order to get around. To make services 
and maintenance more convenient, TSAM started 
piloting a new ‘Express Maintenance’ programme at one 
Johannesburg dealership in July 2013. 

Typically, customers book their vehicles in for a service, 
drop them off in the morning and pick them up at the 
end of the day. On average, vehicles stay on-site for 
seven hours, of which nearly half the time is ‘down-time’. 
The goal of Express Maintenance is to eliminate wasted 
time, using the dealers’ staff, space and resources more 
efficiently so the customers’ vehicle can be serviced within 
60 minutes at a convenient time for them. 

Express Maintenance customers are encouraged to spend 
the 60 minutes at the dealer, taking advantage of the 
comfortable waiting area, refreshments, reading material 
and WiFi internet access. 

The goal is to service 16 vehicles in a single Express 
Maintenance bay each day – more than five times the 
typical through-put of a normal bay. In the coming year, 
we plan to introduce Express Maintenance at selected 
Toyota dealerships and increase promotion of the service 
to our customers. 

Early Detection, Early Resolution
When technical issues are identified by dealers, our Early 
Detection, Early Resolution system ensures that we not 
only fix the individual problem as quickly as possible, but 
also prevent future occurrences by addressing components 
or processes at the source.

•	 	Dealers	submit	product	feedback	through	our	
electronic e-Toyota system to their dedicated TSAM 
field technical manager.

•	 	The	field	technical	manager	contacts	the	technical	
liaison specialist who works with the specific model 
in question.

•	 	The	technical	liaison	specialist	then	communicates	the	
issue to the global Toyota network.

•	 	He	or	she	then	contacts	the	original	engineer	
responsible for the component, who devises a solution.

•	 	This	solution	is	applied	to	ensure	the	problem	does	not	
reoccur during manufacturing or assembly. It is then 
communicated to the dealer network.

Through Early Detection, Early Resolution, we assign each 
report a category based on the safety risk, compliance 
requirements and customer feedback. In 2013, we 
introduced a ‘top priority’ system in line with practices at 

Gold Service Excellence Award
In the spirit of improving customer service worldwide, TMC 
assigns specific targets for each affiliate at the beginning 
of the year. These are aligned with six ‘customer service 
essentials’, namely distributor fundamentals; customer 
service improvement; technical service and quality; service 
capacity and operations; parts logistics and value chain. 
Targets are tailored to each affiliate’s past performance, 
and based on their success against these, affiliates are 
scored out of a possible 1 000 points. According to this 
scale, any affiliate receiving more than 900 points has 
demonstrated exemplary commitment to customer service 
during the year and is recognised with a Gold Service 
Excellence Award.

TSAM scored 909 points during 2013 and was pleased to have received this distinction. In total, 22 distributors 
received the award out of the 106 who participated in the programme during the year. TSAM is one of three 
distributors who achieved this award out of 40 on the continent. 

From left: Leon Theron, Dr Johan van Zyl, 
John Oliver, Mitsunobu Hattori, John Thomson
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TMC. This triage approach helps us to fast-track response 
in cases with high potential impact by working closely with 
TMC’s designers and engineers.

In addition, we introduced training designed to help our 
field technical managers and technical liaison specialists to 
more clearly express problems and their context; conduct 
more robust and thorough analysis; and use electronic 
technology to diagnose problems. 

Our goal is to resolve all reported problems within 
100 days. TSAM tracks performance against this target 
separately for the vehicles it manufacturers at the plant 
(complete knock-down, or ‘CKD’ vehicles) and for the 
vehicles it exports (complete built-up, or ‘CBU’). In some 
complex cases, the process can take more than the 
prescribed 100 days, however we aim to keep this under 
10.0% of all cases. During the year, 12.0% of CKD reports 
remained open after 100 days, while only 5.6% of CBU 
reports were open after the same period. 

Service campaigns
Across the global Toyota network, affiliates work together 
and remain vigilant to potential problems. When problems 
are identified, we respond in accordance with a specified 
set of global campaign types depending on the severity 
and potential impact of the identified problem.

The table below outlines the different types of campaigns 
we execute to address potential issues. While some 
are initiated in response to identified defects, others are 
implemented as a courtesy to owners when engineers 
improve upon existing components. Unfortunately the 
nuances between the various types of service campaigns 
are often misunderstood in the media, with routine 
campaigns labelled as ‘recalls’, for example. In reality, 
there were no vehicle recalls issued for TSAM vehicles 
during 2013. 

Campaign type Description Incidence in 2013

Recall campaigns Recall campaigns are initiated only when an identified problem does not meet 
local regulations and presents a specific safety risk. This may relate to critical 
systems. Owners are notified of the campaign and requested to bring their 
vehicles to their nearest dealer for repair. Recalls are rolled out against the 
shortest timeframe with a target of three months to completion.

0

Special service 
and customer 
satisfaction 
campaigns

Both special service and customer satisfaction campaigns address issues 
that do not present an accident or safety risk. They are initiated as an 
added service to owners, ensuring that their vehicles are up to Toyota’s high 
standards. Owners are notified of the campaign and invited to bring their 
vehicles to their nearest dealer for inspection and, if necessary, servicing. 
Special service campaigns are implemented against a tighter timeframe than 
customer satisfaction campaigns.

Toyota: 10

Lexus: 1

Hino: 2

Incoming customer 
service campaigns

These campaigns relate to minor issues presenting no notable risks. 
Customers are not contacted directly. Instead, it is an added service provided 
through our dealer network.

0

Pre-delivery 
correction

Often, adjustments or improvements are identified in advance of delivery. In 
this case, inspections and repairs are carried out on vehicles at local unloading 
ports, distributors or dealers.

Toyota: 4

1
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Customers (continued)

Model range

Through its three vehicle brands – Toyota, Lexus and Hino 
– TSAM is in the unique position to deliver an unusually 
wide range of vehicles to the passenger and commercial 
vehicle markets in Southern Africa. These range from entry-
level vehicles such as the Toyota Etios, to luxury passenger 
cars like the Lexus LX 570 and commercial vehicles such 
as the Hino 300.

While five Toyota models (Hilux, Fortuner, Quantum Ses’fikile, 
Quantum and Corolla) and four Hino model ranges (Dyna, 
300, 500 and 700-series) are assembled in South Africa, our 
customers have access to an additional 20 models that we 
import from other Toyota affiliates around the world.  

From our production plant in Prospecton, we assemble 
vehicles for both the domestic and export markets. Of the 
148 263 vehicles produced in 2013, 52% were exported, 
with the remainder sold in South Africa. 

Passenger vehicles: Toyota and Lexus

Market size

TSAM market share

445 857 units

68 662 units 15.40%

GS  
(hybrid and petrol)

IS

Aygo

Fortuner

Prius 
(hybrid)

Land Cruiser 200

LX

Corolla

RAV4

Land Cruiser Prado

Avanza

Auris 
(hybrid and petrol)

RX
(hybrid and petrol)

Land Cruiser 76 Series

Yaris 
(hybrid and petrol)

Innova

CT

86

Etios

Verso

LS

FJ Cruiser
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Mobility is an important factor in economic empowerment 
in South Africa and we are proud to offer vehicles across 
a range of classes, enabling access to transport for 
customers in many price points, including entry-level. 
We strive to keep our vehicles affordable to as many 
customers as possible, however pricing is impacted by 
many factors such as exchange rates and import/export 
taxes. Fluctuations in these factors can impact our prices 
both negatively and positively. In 2013, the average price 
increase for most Toyota and Lexus models remained 
below inflation. 

The Etios, for example, increased by 3.3%, helping to keep 
the entry-level model affordable for its customers.   

We believe that safety should be affordable for everyone, 
and therefore include a comprehensive safety kit standard 
in all models. This includes anti-lock braking systems 
(ABS), electronic brakeforce distribution (EBD) and dual 
front airbags. In addition, the Lexus range and selected 
Toyota models are built with additional active and 
passive equipment conforming to five-star EuroNCAP 
safety standard. 

HILUX Land Cruiser 79 Series

Light commercial vehicles: Toyota

Market size

TSAM market share

168 383 units

54 893 units 32.60%

Dyna Hino 300

Medium commercial vehicles: Hino

Market size

TSAM market share

11 602 units

2 332 units 20.10%

Hino 500 Hino 700

Heavy commercial vehicles: Hino

Market size

TSAM market share

19 730 units

1 460 units 7.40%

Quantum Ses’fikileQuantum
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Customers (continued)

TSAM invests in the  
new generation of Corolla 

In February 2014, TSAM celebrated the start of local production of the new Toyota 
Corolla – the 11th generation of the world’s best-selling car.

The celebration was held at its Prospecton manufacturing facility and was attended 
by the honourable Premier of KwaZulu-Natal, Mr Edward Senzo Mchunu, the mayor 
of the Ethekwini metropole, Mr James Nxumalo and representatives of TMC, TSAM, 
labour unions and staff.

“This celebration is the culmination of several years of planning and preparation and 
over R1 billion of direct investment in the production capabilities of the Prospecton 
manufacturing facility,” said Dr Johan van Zyl, President and CEO of TSAM.

He explained that the R1 billion investment is the second to be announced in the 
current phase of capital expansion that started with the R363 million new Parts 
Distribution Centre in Gauteng in 2012. This phase follows an R8 billion investment 
programme that was completed in 2008 that saw Toyota’s local production capacity 
increase to 220 000 units.

“It is hard to believe that a mere two generations of the Corolla ago we were a 
manufacturing operation with South Africa as our sole market. Today the Corolla, a 
good example of leading-edge technology, is manufactured in high volumes for both 
the local and the export markets,” said Dr Van Zyl.

The success of Toyota and the automotive industry’s transformation from local 
manufacturing and assembly operations to globally focused manufacturing facilities 
is due to the successful implementation of the government’s Motor Industry 
Development Programme, which was designed to encourage high volume local 
manufacturing and export programmes.

“The decision to invest in the production of the new Toyota Corolla is one taken well 
in advance of the start of production and one that considers the future economic 
prospects of South Africa and that of major Corolla export markets. We believe that 
despite the current economic slowdown and currency pressures the South African-
built Corolla will prove to be a good long-term investment,” said Dr Van Zyl.

Said Calvyn Hamman, Senior Vice President of Sales and Marketing at Toyota 
South Africa Motors: “The new Corolla is a new vehicle in every way and represents 
some of the best technology that Toyota has to offer in this very important market 
segment. The fact that Corollas produced in South Africa will be on sale in Africa and 
Europe is a feather in the cap of local engineering capabilities.”

Toyota South Africa Motors celebrated the production of its one millionth 
South African-produced Corolla in December 2013. This follows a similar global 
celebration in September 2013, after the 40 millionth Corolla was delivered to a 
customer in July of the same year. This means that a Corolla is sold every 30 seconds 
to a customer, ensuring its position as the world’s most popular nameplate.
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The New Toyota Corolla – 
a car to be proud of.
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Ensuring quality
Building safe, reliable vehicles requires the 

commitment of many stakeholders and is verified 

through a series of robust checks and inspections. 

The following elements are essential in driving 

TSAM’s legendary quality.

Employees
In 2013, our Prospecton plant strengthened its 
drive to build quality in to each of its vehicles 
through awareness campaigns and greater 
focus on following up on repeat defects. 
We expect all employees to take ownership for 
quality in everything they do and, as a result, 
the quality of our vehicles continues to improve 
with each passing year. 

All employees sign a symbolic pledge 
committing to strive for the best quality. 
In 2013, we reviewed the activities performed 
by each job role with an aim of reducing the 
amount of non-value adding work and more 
clearly defining the aspects that contribute 
to safety and quality. This exercise was 
applied to line workers as well as shop floor 
management, helping to embed a greater 
sense of accountability and ownership. 

Material inspection control function
Each batch of bulk material – such as paint, sealers 
and adhesives – is tested and approved at our quality 
assurance lab. As a matter of policy, no batch delivery is 
accepted at our plant without the lab’s confirmation that 
the sample is in line with specifications. This provides an 
important safeguard against the possible profound negative 
effects of inconsistent and poor quality bulk materials. 

Critical process quality assurance
The quality of some manufacturing processes – such as 
welding, steel heat treatments and plastic jointing – can 
only be confirmed by destructive methods. We call this 
‘hidden’ quality because it is not possible to assess by 
superficial inspection. Confirming hidden quality requires 
that we evaluate the processes for performance and 
robustness. Specially trained TSAM representatives visit 
suppliers and conduct these evaluations, ensuring that 
their processes will produce the expected quality. 

Components 
The ultimate quality of our vehicles is dependent to a large extent on the quality of the bulk 
materials, parts and assemblies from our suppliers. TSAM has many programmes in place to 
proactively assure the quality of parts and materials supplied. Two of these programmes are 
described below:

Global  
Toyota network

As a Toyota affiliate, we are part of a prestigious network of 
global affiliates who manufacture Toyota, Lexus and Hino 
vehicles. Through this network, we share our challenges, 

successes and innovations and receive guidance from our 
peers in the spirit of continual improvement. 

In 2013, TMC began the process of relaunching its FA05 
quality standard – the backbone of Toyota’s renowned 

quality and reliability. FA05 was developed in the 1950s and 
’60s and is being reviewed over the coming years to ensure 
its continued relevance and excellence. The process is built 

on the collective experience of the Toyota network, and 
TSAM is contributing by reviewing the rules and standards 
and suggesting improvements based on our local context. 

At its completion in 2015, over 400 rules and standards 
will have been reviewed and adopted at all Toyota 

plants worldwide.

Customers (continued)
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Inspection gates: Throughout the manufacturing and 
assembly processes, inspectors check that work undertaken 
on each vehicle conforms to the required specifications. All 
defects are escalated to the appropriate manager or engineer 
according to the level of severity, and are investigated, repaired, 
then rechecked before the vehicle is delivered to a customer. 
Our specialised measuring laboratories in the welding, chassis 
and suspension plants measure and confirm both quality levels 
and process stability. 

Appearance checks: Each vehicle that comes off the 
production line is carefully inspected to make sure that all parts 
are in place and are correct according to the individual vehicle’s 
specifications. With over 25 000 possible combinations of parts 
that can be assembled into one Toyota vehicle, it is important 
that plant inspectors confirm that the right components (such 
as radios, mirrors and seats) are in place and installed correctly. 
At this stage, inspectors also verify the results of the previous 
inspection gate checks.

Functional testing: This stage confirms that all completed 
vehicles are mechanically sound. A machine-driven test 
analyses the performance of components such as engines, 
clutches and brakes.

Water test: Next, all vehicles are subjected to jets of water at 
high pressure to confirm that the body is properly sealed and 
that no leaks occur.

Test track: By driving all vehicles over a variety of road 
surfaces, inspectors identify and rectify any defaults resulting in 
vibrations, rattles or abnormal noises.

1

Quality audits
On a daily basis, vehicles are taken from the 
end of the production line at random and are 
checked for defects by TMC-trained auditors. 
Results are presented to the manufacturing 
plants each day, and all defects are fully 
investigated to identify the root cause and 
to establish and implement necessary 
countermeasures. 

Each year, TMC carries out a separate 
shipping quality audit to confirm the overall 
quality of TSAM’s vehicles. TSAM’s target is 
0.15 (corresponding to 15 defects per every 
one hundred vehicles audited) and in 2013, we 
met this target exactly, an improvement from 
2012 (0.26) and 2011 (0.4). 

Manufacturing
We have built numerous quality checks into the manufacturing process  
at our plant in Prospecton. These include:

After-sales servicing
Our commitment to quality doesn’t end when 
our vehicles leave the manufacturing plant. 
TSAM’s network of dealers plays an important 
role in ensuring that Toyota, Lexus and Hino 
vehicles remain up to standard. 

For more 
information on our 
dealer network, 
see ‘Dealers’, 
page 42.
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TSAM had its safest year ever. Our minor injury frequency 
rate was 3.93 incidents per one million hours worked, down from 

4.74 in 2012 and below our target of 4.23. 

TSAM lost 540 168 worker hours as a result of a 
protected strike.

Highlights

Challenges
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Employees
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Employee engagement
Gauging satisfaction
TSAM gathers employee perceptions every second 
year through its Employee Opinion Survey (EOS). In the 
previous financial year, this survey asked the workforce 
to consider their roles, relationships, policies and the 
general direction of the company and identified three key 
areas for improvement, namely interpersonal relations 
with management, interpersonal relations within the team 
and pay and benefits. Our executive management team 
is taking these findings seriously and have been tasked 
with implementing plans to address the specific issues 
raised. For example, TSAM conducted a review of salaries 
for certain band levels to ensure they are in line with 
market benchmarks. See ‘Compensation’, page 29, for 
more information.

In 2014, we are moving from the previous EOS to a 
new, more succinct Employee Engagement Survey. This 
survey will be more convenient for employees to fill in and 
will focus on the factors that drive commitment to the 
company. We hope that the findings will help the company 
to increase discretionary effort and improve retention 
among its valued workforce. In addition, we will participate 
in TMC’s global morale survey in September 2014. 

Trade unions
TSAM employees are represented by two unions, the 
National Union of Metalworkers of South Africa (NUMSA) 
and the United Association of South Africa (UASA). NUMSA 
holds collective bargaining rights for TSAM’s hourly paid 
employees and at year-end had a total membership 
of 6 032 (representing 73.8% of our workforce). UASA 
represents 789 staff, representing 9.7% of all employees – 
and holds organisational rights. In total, 6 821 of our 
employees are members of NUMSA or UASA, comprising 
83.5% of our total permanent workforce.

TSAM has established a number of committees to 
allow appropriate and ongoing engagement between 
management and the unions on various issues. These are:

•	 	The Central Negotiating Committee, which focuses 
on labour policy matters

•	 	The	monthly	Industrial Relations Committees in 
Prospecton and Sandton addressing industrial 
relations and operational issues

•	 	The Group Salaried Staff Consultative Forum, 
a consultative body comprising management and 
salaried staff representatives

2013 was a year of wage negotiations for the automotive 
industry. Every three years, automotive manufacturers in 
South Africa negotiate hourly wages and benefits with the 
National Union of Metalworkers of South Africa (NUMSA) 
at the National Bargaining Forum (NBF). Manufacturers 
are represented through the Automobile Manufacturers 

2

“The seven-week long production 
disruption in the last quarter of 
2013 damaged our reputation as a 
trustworthy and stable supplier of 
vehicles. We will have to work hard 
to find a mutually beneficial solution 
with our labour partners to stabilise 
production for both the local and 
export market.” 

– TSAM CEO Dr Van Zyl

Employment type

% of segment headcount

2013 2012 2011

NUMSA Hourly 91.2 89.4 90.6

Salaried 21.0 20.5 22.2

Total 73.8 70.8 72.5

UASA Hourly 0.5 0.9 0.2

Salaried 34.7 33.1 34.5

Total 9.7 9.6 9.3
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Employees (continued)

Organisation (AMEO), an employers’ association. These 
negotiations can result in strikes when no satisfactory 
agreement is reached, as was the case in 2013. Following 
a three-week industry-wide protected strike, a negotiated 
settlement was reached in which hourly employees 
received a 10% wage increase as well as other additional 
benefits. Production lines were stopped for 15 days during 
work stoppage. As a result, we lost 540 168 worker hours 
and were unable to produce 14 996 vehicles planned for 
that period. 

This experience reinforced the importance of direct 
management communication with employees before, 
during and after wage negotiations. This ensures that 
employees are kept aware and informed of matters 
affecting wage negotiations. Going forward, TSAM 
management is building a strategy to strengthen direct 
communication with all TSAM employees. 

Temporary workforce
Production levels at the plant fluctuate in line with new 
vehicle demand, which is greatly influenced by affordability, 
duties and fleet renewal cycles. To meet this demand 
efficiently, we make use of temporary employees during 
times of peak production. Although their prevalence 
fluctuates throughout the year, these temporary workers 
account for approximately 20% of our hourly paid 
production workforce. 

We manage our temporary workforce in close consultation 
with the unions and in 2013 we hired 245 temporary 
workers to help deliver the new generation Corolla. 
Unfortunately, when export volumes of the Hilux dropped 
during the year, we no longer required the help of 
423 temporary workers. We take our responsibility to these 
individuals seriously however, and were able to redeploy 
200 elsewhere in production. The remaining workers 
were sent to our training programme in preparation for 
the launch of future models. An additional 174 temporary 
employees were converted to permanent employment 
during the year.

Employee grievances
The commitment and satisfaction of our employees is an 
important factor in our ability to remain a market leader. 
We want to know when employees are dissatisfied and 
encourage them to come forward with any problems 
or grievances.

Employees can raise grievances with their supervisor, who 
in turn attempts to resolve the grievance directly within two 
days. If this is unsuccessful, the employee can then lodge a 
formal grievance with the HR department for recording and 
further processing. We communicate this procedure with 
employees during induction training and in ongoing policy 
awareness campaigns. In 2013, seven formal grievances 
were logged, of which one was outstanding at the end of 
the financial year. Most grievances relate to issues such as 
unfair treatment. 
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Training and development
It is through the skills and commitment of our employees 
that we are able to fulfil our business obligations and 
maintain market leadership. We recognise their important 
contribution and therefore invest significantly in their 
ongoing development. The total training and development 
expenditure in 2013 amounted to R88 million, of which 
R73 million benefited black employees (including those 
from African, Indian and Coloured backgrounds). 
Unfortunately, unanticipated policy changes significantly 
reduced the mandatory grant refund we received from 
merSETA, however we absorbed the added cost and 
delivered our training programme according to our strategy 
and commitments. 

From our Johannesburg offices, our training and 
development team oversees the development of TSAM 
employees as well as its dealer network. For more on 
dealer training, see ‘Dealers’, page 42. Our Durban team 
manages the unique skills needs of staff at the plant. 

Our in-house training academy gives employees access 
to an array of courses and programmes. Life skills 
programmes help employees to balance the demands of 
their professional and private lives, while supervisory skills 
and performance management courses develop a pipeline 
of future TSAM leaders. During the year, 5 981 employees 
attended in-house training. A further 891 staff received 
study assistance bursaries to pursue further education. On 
average, TSAM employees received 10 hours of training 
during the year.

Employee category Average hours of training 
per employee

Top management 8

Senior management 8

Middle management 1

Junior management 16

Semi-skilled 16

Unskilled 8

Temporary 16

A major developmental focus in 2013 was the rolling out 
of global content within our training offering. As a wholly-
owned subsidiary of a global company, it is important 
that our employees approach business with the same 
‘language’ and business mentality as their peers around 
the world. During the year, we trained our people on 
Toyota concepts such as the Toyota Way, Jikotei Kanketsu 
(‘Building in quality with ownership’) and Toyota Business 

Practices and are working to embed these principles in 
employees’ day-to-day lives with the company.

A second focus was on legislative training, including 
employment equity, sexual harassment and diversity 
management. During the year, more than 655 employees 
across all levels attended sessions on these topics. 

Employees’ individual development programmes (IDP) 
were the third driver of training activity in 2013. In the 
coming year, we will be introducing specific developmental 
pathways for employees according to their specific 
roles, competencies and expected career progression. 
This framework will be aligned to our integrated HR 
development plan and will help the company to build a 
stronger pipeline of talent.

The academy also houses the Toyota Motor SA Technical 
Training Centre, a hands-on technical training school 
of excellence for artisan and apprentice development. 
These keep employees up to date on best practice in 
line with changing manufacturing, legislative and work 
environments. The centre has trained nearly 30 000 
students to date, with a focus on training and developing 
TSAM apprentices and artisans as well as TSAM suppliers 
and other private candidates. The technical training centre 
holds certifications from the following organisations and 
training schemes: 

•	 	South	African	Qualifications	Authority	recognition	as	an	
Institute of Sectoral or Occupational Excellence (ISOE)

•	 	Accreditation	from	the	Institute	for	the	National	
Development of Learnerships Employment Skills 
and Labour Assessments (INDLELA) for various 
learnerships, apprenticeships and artisan programmes  

•	 	Accreditation	from	the	Manufacturing,	Engineering		
and Related Sector Education and Training Authority 
(merSETA) for various training programmes and our 
decentralised trade test centre
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Employees (continued)

Programme

Number of
 participants
 commenced % African % Indian % Coloured % Female

Training academy 5 981 57 26 6 21

Study assistance 891 67 21 0 27

Adult basic education and training 49 98 0 0 3

Team leader and group leader development programme 96 74 6 4 10

Technical training centre 141 74 15 8 28

Learnership programme 388 88 5 9 30

Graduate programme 334 74 20 4 61

Senior manager advancement programme 14 64 1 14 57

Total workforce by employment type, gender, race and region

 Women Total 
women

Men Total
 men

Grand
 totalA C I W FN A C I W FN

Occupational level

Top management 1  1 3 5 3  12 33 22 70 75

Senior management 1 7 7 17 32 15 1 46 58 17 137 169

Middle management 87 10 64 49 210 163 21 190 144 5 523 732

Junior management 149 43 102 72 2 368 323 78 310 116 3 830 1 198

Semi-skilled 13  2  15 101 21 70 32 224 239

Unskilled 773 67 78 9 927 4 160 180 449 41 4 830 5 757

Total 1 023 127 254 150 2 1 556 4 765 301 1 077 424 47 6 614 8 170

Region

Johannesburg 117 32 27 74 250 446 39 46 127 31 689 939

Prospecton 906 95 227 76 2 1 306 4 319 262 1 031 297 16 5 925 7 231

A = African, C = Coloured, I = Indian, W = White, FN = Foreign National

Diversity and inclusion 
South Africa is a country rich with diversity, and this unique mix of race, gender, experience and age forms one of TSAM’s 
greatest competitive advantages. We aim to embrace an inclusive environment throughout our operations and in 2013 
continued our progress against our second employment equity plan, endorsed by the Department of Labour. This plan 
outlines our ambitions for embedding equity in the workplace as well as our strategy for achieving them. It is a three-year 
plan running until 30 September 2015 and designates the roles accountable for achieving the various objectives (see 
‘Accountability for achieving TSAM’s second employment equity plan’, page 29).

We aim to fill the majority of our skills requirements through our three feeder programmes: TSAM’s graduate, apprenticeship 
and learnership programmes. Collectively, these three programmes help the company to build a workforce with the required 
competencies, as well as to embed marketable skills within South Africa’s youth and young professionals. 

In 2013, we introduced the Senior Manager Advancement Programme (SMAP) to accelerate the development plan for 
promising previously disadvantaged staff. The two-year programme combines internal and external courses and assigns 
all participants mentors and coaches to ensure their successful completion of the programme. Fourteen TSAM managers 
were selected for the inaugural intake during the year, and upon completion in 2015, they are expected to be promoted to 
senior management.
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Accountability for achieving TSAM’s second employment 
equity plan
•	 	EE Manager: Responsible for the overall management 

of employment equity throughout the company. 

•	 	Divisional EE Advisers: Responsible for day-to-
day support to line managers in relation to divisional 
employment equity activities.

•	 	Senior Managers: Responsible for their allocated 
employment equity functions, e.g. training, projects, etc.

•	 	General Managers: Responsible for achievement of 
employment equity objectives within their departments.

•	 	Senior/Vice President: Responsible for achievement 
of employment equity objectives within their  
divisions/groups.

•	 	Human Resources and Training Vice President: 
Responsible for monitoring, advising and supporting 
the achievement of company employment 
equity objectives.

•	 	Chief Executive Officer: Accountable for the 
achievement of company’s overall employment 
equity objectives.

•	 	Board: Oversees the progress of the company in 
relation to its employment equity objectives and 
provides necessary direction.
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Competition for talent is fierce, and attracting and retaining 
skilled and diverse top and senior management remains a 
challenge, especially black employees as defined by the 
Broad-based Black Economic Empowerment legislation. 
Such employee categories are in high demand and while 
we made progress hiring in these segments during the 
year, we also lost some employees in the same areas 
during the year. As a result, we were unable to make 
significant progress towards closing the gap. In 2013, 
we introduced the Senior Management Advancement 
Programme (SMAP) to address this gap and to strengthen 
our leadership pipeline. For more information on the 
programme, see ‘Training and development’, page 27.

Within middle management, representation among 
African males and females is not yet sufficient; however 
our longstanding graduate placement programme is 
helping us to make strides in this area. Each year, our 
divisions indicate the number of graduates they require, 
and programme participants are matched based on their 
profiles, skills, and experience. Not only does this help 
TSAM to embed scarce skills in the workforce; it has 
also provided an important starting point for a number of 
current TSAM executives. For more detail, see ‘Training 
and development’, page 27.

Women have not historically formed a large portion of the 
shop floor workforce, and increasing their representation 
is a challenge at both national and industry levels. Indeed, 
women make up 15.7% of our hourly workers at our plant 

and 7.8% at the parts distribution warehouse. We aim to 
raise female representation by encouraging participation 
in our various training and feeder programmes. In 2013, 
women accounted for 32.9% of learnership, 20.3% 
of apprenticeship and 44.0% of graduate programme 
participants. 

At the end of 2013, the board approved a new approach 
to pursuing, measuring and reporting employment equity 
progress by division, based on the Broad-based Black 
Economic Empowerment Scorecard. In the coming 
financial year, we will introduce tailored strategies and 
targets taking into account the unique characteristics, 
requirements and challenges of each division. 

Our disabled employees currently represent 0.9% of the 
total workforce. Going forward, we will identify ways to 
provide a more inclusive work environment for disabled 
staff. This process will incorporate a combination of 
awareness-raising activities and physical changes to make 
our operations more accessible for those with impairments.

Compensation
Remuneration is an important driver of performance and 
our aim is to compensate all TSAM employees fairly, in line 
with market benchmarks and in a manner that inspires high 
performance and commitment to the company. During 
the year, we focused on bringing TSAM in line with market 
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Setting employee remuneration
TSAM’s workforce comprises hourly paid workers (such as shop floor plant employees) and salaried staff (including 
those who work in corporate functions such as marketing, finance and human resources). Remuneration for these 
two groups of employees is determined in different processes.

Salaried staff pay is set by the TSA Remuneration Committee, which is comprised of representatives from TSAM 
and TMC, and reports in to the TMC board. Compensation is set according to performance and job grade and is 
adjusted annually to reflect employee advancement and increases to the consumer price index (CPI).

Hourly pay is negotiated at an industry level with the National Bargaining Forum (NBF). These discussions are 
held every three years and were held during the 2013 financial year (see ‘Employee engagement’, page 25, for 
detail). Further incentives for this employee group is determined by the Masibambane scheme, which distributes 
bonuses based on targets related to production and sales volumes, after-sales and manufacturing quality and stable 
production (no unprocedural stoppages due to labour unrest).

pay. Each year we benchmark our compensation level 
against other South African businesses and our automotive 
industry peers through studies undertaken by Deloitte and 
the Automotive Manufacturers Employers Organisation 
(AMEO). In 2013, we adjusted our pay scale to be more 
market-related and performance-driven. As a basic rule, 
we believe that:

•	 	No	employee	should	earn	below	the	market’s	25th	
percentile

•	 Solid	performers	should	be	at	the	50th	percentile

•	 	High	performers	should	be	paid	in	line	with	the	60th	
percentile

•	 Excellent	performers	should	fall	at	the	75th	percentile

Based on this, we issued a supplementary salary 
adjustment for employees in certain job grades identified 
as below our target pay percentiles. This increase affected 
approximately 75% of our salaried staff and represented 
a weighted average increase of 3%. In 2013, the lowest 
paid worker at TSAM, an unskilled team member, earned 
R8 916 per month.

In 2013, South African automotive manufacturers again 
negotiated with the NBF to agree pay increases for hourly 
workers over the next three years. Following the conclusion 
of the talks – and the associated strikes – hourly workers 
received a 10% hourly pay increase for the 2013 year and 
will receive 8.5% increases in both the 2014 and 2015 
financial years. For more detail on the negotiation process, 
see ‘Employee engagement’, page 25. 

All TSAM employees have access to preferential 
pricing for Toyota and Lexus vehicles, insurance and 

Employees (continued)

financing. While more than half of our staff members 
take advantage of this opportunity, the fact remains that 
even with these, automotive ownership is nonetheless 
prohibitively expensive.

Garnishee orders – the legal obligation for employers to 
deduct money owed directly from employees’ wages – 
are having a significant impact on South Africa’s working 
class. Approximately 3 000 TSAM hourly workers have 
at least one such order in place, and some have as many 
as seven or eight. We have appointed an independent 
service provider to manage these orders, ensuring that 
they are legally correct and advocating in the courts 
for extended payment periods to reduce the financial 
burden on employees. We also refer employees to our 
network of financial advisers to help them manage their 
money responsibly.

Retention
Retaining our workforce is critical to our ability to remain 
the market leader. Each TSAM employee has a clearly 
defined and important role to play in our operations and it 
is therefore important to our competitive advantage to keep 
employees within our team wherever possible.

In 2013, turnover among our salaried staff was 8.4%, 
slightly lower than in our hourly workforce (8.5%). Overall 
turnover across permanent employees was 8.5%. 

When salaried employees resign, we conduct exit 
interviews to understand why they are leaving the company 
and to learn what – if anything – could be done to better 
retain similar staff in the future.

30



TOYOTA SOUTH AFRICA MOTORS | Sustainability Report 2013 

2

31



Performance management
TSAM’s integrated performance management process 
(IPMP) encourages employees to perform their roles in a 
manner that supports the company’s overarching strategy. 
All salaried staff discuss and commit to an individual 
development plan (IDP) with their manager. These plans 
include specific target outcomes and performance is 
evaluated each quarter. Twice a year, results are submitted 
to the Remuneration Department and form the basis of 
annual merit-based pay increases.

In the coming year, we will begin to measure performance 
against a wider performance scale (one-to-five, as 
opposed to one-to-four). This will enable us to more 
accurately reflect performance and will provide a more 
neutral rating for employees functioning in line with 
company expectations.

Employees (continued)

Safety
TSAM considers the health and safety of its workforce to 
be a top priority. Our operations contain safety risks that 
demand constant vigilance, particularly at the production 
plant and parts warehouse. We strive for continual 
improvement however, and our commitment begins at the 
top. TSAM’s Chief Executive holds ultimate responsibility 
for health and safety; and the company’s Safety, Health 
and Environment (SHE) Department is responsible for the 
day-to-day management of safety in the workplace. The 
department works closely with management to embed a 
safety culture throughout the company. 

Both TSAM’s Prospecton and Sandton operations maintain 
separate Executive Health and Safety Committees 
comprised of top and executive management. The SHE 
Department serves as the secretariat at these meetings. 
These committees review TSAM’s safety performance, 
discuss and review safety incidents at TSAM as well as at 
other Toyota affiliates, formulate instruction for corrective 
or preventive action and act as the health and safety 
policy-making authority for TSAM. Decisions taken at these 
committees are followed up and supported on a day-to-
day basis by the SHE Department.
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Top safety hazards 

Prospecton Sandton and Alberton Warehouse

Contact with vehicles Contact with vehicles

Using tools Contact with heavy objects

Foreign body in eye

At shop floor level, each TSAM plant maintains a Health 
and Safety Committee comprised of elected health and 
safety representatives, plant management, maintenance 
departments, the Human Resource Department and union 
representatives. These committees discuss and action 
health and safety matters relevant to the individual plants. 
The effectiveness of these meetings is closely tracked to 
ensure health and safety concerns are addressed as close 
to shop floor level as possible. The Health and Safety 
Committees and the organisation of health and safety 
representatives comply and exceed the legal requirements 
for these structures.

Our safety hazards
Due to the varied nature of the work undertaken within 
TSAM, safety hazards vary widely according to our various 
processes and activities. The table below illustrates 
the most significant hazards identified at our two major 
locations: Prospecton and Sandton. During the past year, 
TSAM continued to make progress in reducing the injuries 
caused due to exposure to these hazards. For example, 
our Durban operations only incurred four accidents related 
to contact with a vehicle, compared to seven in 2012. 
Risk management activity in our operations ensures that 
the prominent hazards are prioritised when planning and 
implementing corrective or preventive actions.

TSAM follows a three-pillar approach to reducing 
injuries in the workplace.
This encompasses:

•	 	Felt leadership – Genuine commitment from management to embody a zero injury philosophy and to lead 
employees towards achieving this goal.

•	 	Safe workplace – Creating a safe environment in which accidents, injuries and occupational illnesses are 
not possible.

•	  Team member understanding and participation – Encouraging employee commitment to safety through 
training and awareness activities.
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Employees (continued)

Improving safety
While no injury is acceptable, in 2013 TSAM was pleased to have further improved its safety record and again met all 
its ambitious targets. Our safety activity centres on strengthening our safety culture and continually improving safety 
management in the company. We set stringent targets for all levels and operations, and by implementing action plans, 
all operations work together to achieve these targets. As a result of the concerted efforts made across the company, 
we had our safest year ever. On 10 May 2013, we achieved an important milestone – 10.5 million man hours worked 
without a lost work day injury case. This is our best-ever safety performance, and have now set ourselves a challenge to 
reach 15 million hours in 2014.

2014 2013 2012 2011

Target Target Actual Target Actual Target Actual

Fatalities 0 0 0 0 0 0 1

Minor injury frequency rate 0.21 4.23 3.93 6.00 4.74 10.00 10.34

Lost work day case frequency rate 3.98 0.23 0.19 0.30 0.18 0.40 0.48

In line with our ambition to continually improve, we 
introduced an inter-plant safety competition in 2013, 
encouraging the various plants to strengthen their 
management of health and safety issues. While the 
competitive spirit was strong among participants, so too 
was the spirit of sharing. The competition judged plants 
on their ability to improve on their incident records, comply 
with legal requirements, reduce risks, lead by example and 
inspire active support by employees.

Ultimately, the suspension plant won the competition as 
a result of high levels of commitment demonstrated by 
management and co-operation shown by employees. 
The Vehicle Logistics Department was recognised as 
the most improved operation. We plan to continue this 
inter-plant safety initiative, adjusting it to focus on aspects 
that will improve the company’s future health and safety 
performance and culture. 

We communicate and reinforce our safety expectations 
and practices through a series of training sessions for 
employees. In 2013, these included:

•	 Office	safety	training

•	 Contractor	safety	induction	training	

•	 Training	on	legal	requirements

•	 Ergonomics	training	

Our daily safety hour continued at the plant, giving 
employees and management an opportunity to observe 
safety practices and address poor habits. In 2013, these 
were attended daily by an average of 82% of TSAM’s 
management, demonstrating senior-level commitment 
to strengthening compliance with safety rules. Similar 
safety hours are also run at our warehouse and at 
administrative sites.

We also share information on accidents or near misses 
occurring within TSAM or at Toyota affiliates around the 
world. Where same or similar conditions are present and 
injury is possible, preventive action is implemented.

As a result of the commitment and efforts of our staff, our 
lost work case frequency rate (the number of incidents 
resulting in missed work per one million man hours worked) 
increased marginally to 0.19 (2012: 0.18), and our minor 
injury frequency rate (the number of minor incidents per 
one million man hours worked) decreased to 3.93 over the 
same period (2012: 4.74). The total number of injuries that 
occurred in 2013 was 65, down from 84 in 2012. 

TSAM reports its safety performance to TMC according 
to standardised metrics. In 2013, we were among the 
strongest-performing Toyota affiliates, however we 
recognise that opportunity still exists to improve. In the 
coming year, we hope to learn from our peers and to 
continue sharing lessons learned among our South African 
colleagues and with other affiliates around the world. See 
below for our safety performance (as measured by total 
injury rate) compared to other Toyota affiliates.

TSAM’s 2013 total injury rate compared with 
other affiliates*

* All figures reflect performance as at November 2013

17.15 4.29 0.34 0.24
European  
union

TSAM Asia  
Pacific

Japan
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Health and wellbeing
In safeguarding our employees’ wellbeing, we support 
them in adopting healthy habits both on the job and in their 
private lives. Our Health Services Department provides 
education, primary health assessments and medical 
treatment as required. In 2013, TSAM spent more than 
R30.1 million on its employees’ health and wellness. 

Occupational disease
All employees undergo a baseline pre-employment 
medical prior to commencing work at TSAM. These 
medical examinations are intended to identify and 
support employees with existing conditions. They cover 
a wide range of tests, including blood pressure, glucose, 
cholesterol, vision, hearing, lung and drug testing as well as 
additional tests as required by the condition of the patient. 

During the year, we improved our medical surveillance 
programme (MSP) to proactively target occupational health 
risks based on plant employees’ specific job profiles. We 
engage an independent firm to conduct hazard and risk 
identification exercises at all operations. These evaluations 
are conducted every two years, based on legislative 
requirements and potential health risks. The findings inform 
the design of TSAM’s new MSP, helping us to flag specific 
medical outcomes to test for during ongoing periodic 
employee check-ups. This targeted approach helps to 
address occupational health risks before they become 
serious and also evaluates the efficacy of three forms of 
control measures used to mitigate inherent health and 
safety risks:

•	 	Engineering control measures, such as a physical 
barricade to reduce noise

•	  Administrative controls such as standard operating 
procedures

•	 	Personal protective equipment including earplugs or 
safety goggles

Occupational risk assessments continue to identify the 
welding, chassis manufacturing and paint plants as posing 
the highest risk to employees in our vehicle manufacturing 
operation. In 2013, we began the roll-out of the MSP 
with the chassis plant; however we manage occupational 
health risks in all areas through strict adherence to control 
measures, reducing exposure to hazards. Employees in 
high-risk areas are expected to undergo annual medical 
check-ups at our on-site medical centre, whereas those in 
lower-risk environments such as offices typically undergo 
similar examinations every two to three years. 

In 2013, TSAM also introduced a programme to manage 
musculoskeletal disorders. The programme is run in 
partnership between the SHE Department and Health 
Services and aims to reduce the impact of musculoskeletal 
disorders such as repetitive strain injuries and backaches 
on our workforce through early identification, tracking and 
incidence reporting. Qualified ergonomists are working with 
management on an ongoing basis to identify opportunities 
to improve employees’ posture through adjustments to the 
working environment and individuals’ behaviours.

In the coming year, we aim to continue the roll-out of the 
new risk-based MSP, extending the programme to other 
high-risk areas of the plant. We hope to increase employee 
uptake of the medical examinations through careful co-
ordination with plant management to ensure production 
remains stable while giving employees time to visit the 
medical centre.

Employee Assistance Programme
All TSAM employees and their immediate families have 
access to our Employee Assistance Programme (EAP), 
encompassing a wide range of treatment and support 
services for the health and wellbeing challenges they face. 
This includes: 

•	 	Access	to	counselling	on	stress	management,	
substance abuse, financial and legal issues

•	 	Free	primary	healthcare

•	 	Use	of	a	toll-free	EAP	hotline

•	 	On-site	education	sessions	based	on	developing	
trends and needs among the workforce. This can range 
from substance abuse, stress management, couple 
and family-related issues to conflict management 
awareness sessions.

In 2013, 795 employees took advantage of the services 
offered by the EAP. Although TSAM employees are 
proactive about their health, managers also take an interest 
in the wellbeing of their staff. During the year, 30% of 
employees using the EAP were referred by their managers, 
above the industry standard of 12%. 
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HIV/Aids
HIV/Aids continues to have a significant impact on 
South African society. The disease affects not only those 
stricken by it as well as their loved ones; it also diminishes 
the productivity of the country’s economy as well as 
the stability of its social fibre. Like many South African 
employers, TSAM is affected by the disease and remains 
committed to reducing its impact through a combination of 
preventative measures, counselling and treatment for HIV-
positive employees. 

Our HIV/Aids programme offers all TSAM employees 
access to on-site health counselling and testing. 
Individuals testing positive are referred to the HIV Wellness 
Programme, which provides monitoring, monthly check-
ups, treatment and counselling services. Employees with 
a CD4 count less than 350 are registered into the anti-
retroviral therapy (ARV) programme. This programme is 
offered in partnership with the KwaZulu-Natal Department 
of Health and the Prince Myshiyeni Hospital in Durban. 
TSAM provides a doctor to the hospital who consults 
patients one day per week. In addition, we fund a full-time 
HIV counsellor as well as a pharmacist who prepares the 
medications. In instances where employees are identified 
as having advanced cases (as indicated by significantly 
lower CD4 counts), they are placed on a ‘fast-track’ 
programme to ensure they receive the treatment they need 
as a matter of urgency. 

At the end of 2013, 388 TSAM employees were on ARVs 
and 481 had been referred to the Wellness Programme 
during the year. We are pleased that the proportion of 

Employees (continued)

HIV/Aids-related mortalities among employees continues 
to decline. In 2013, the disease and its related illnesses 
accounted for 31% of total employee deaths (2012: 38%). 

Raising awareness of HIV/Aids among employees remains 
a high priority. In 2013, we continued our efforts through 
initiatives such as our World Aids Day Campaign and 
ongoing testing incentives. HIV testing is offered to all 
TSAM employees; however in 2013 we ran a special 
campaign targeting graduate trainees. 

Our philosophy is to ‘test while you’re healthy’ in order to 
ensure that HIV-positive individuals have the opportunity 
to achieve the best possible outcome through treatment 
and support. In 2013, we aimed to encourage 75% of 
our workforce to undergo free voluntary HIV testing. 
While we surpassed this target within the ranks of senior 
management (92%), as a whole we did not achieve our 
target. At the end of the year, 65% of TSAM employees 
had been tested. In the future, we hope to increase 

95%

HIV testing (% of workforce)

2014201320122011

92%65%65%65%62% 64%

75%

Target

75%75%

(All)

(Senior)

Senior management

All employees
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this proportion through increased communication and 
awareness-raising activities. Our HIV/Aids policy ensures 
that no employee is discriminated against or otherwise 
victimised as a result of their status, and we aim to improve 
our employees’ familiarity with this policy in order to reduce 
the stigma often associated with the disease.

Tuberculosis
Preventing, detecting and treating tuberculosis is a matter 
of priority in South Africa and within TSAM because the 
disease has a close link to Aids-related mortalities. As 
a result, we encourage all employees diagnosed with 
tuberculosis to take voluntary HIV tests. During the year, 
49 employees contracted tuberculosis, of whom 89% took 
advantage of our free HIV testing service.

We offer on-site tuberculosis screening and treatment to 
employees with the illness. All individuals testing positive 
are given sick leave during the infectious period and their 
health is closely monitored throughout their recovery. 

Tuberculosis

497954 89%82%67%

% of tuberculosis patients who took voluntary HIV tests

Number of employee tuberculosis cases

201320122011
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Business partners

Suppliers
Stability
All Toyota affiliates practice just-in-time manufacturing. 
While this approach is highly efficient, it means that the 
stability and reliability of our suppliers is critical. When 
parts aren’t available when expected, our plant is unable to 
produce vehicles. 

The South African economy continued to experience 
labour strikes in 2013, and our suppliers – like many other 
businesses – were affected by work stoppages. The Motor 
Industry Bargaining Council (MIBCO) provides a forum 
for the negotiation of minimum wages and benefits for 
suppliers to the automotive industry. These discussions 
occur every three years, most recently between February 
and September 2013.

In the lead-up to the negotiations, TSAM introduced a 
Labour Risk Forum to share information and updates with 
our suppliers. Monthly presentations from labour and legal 
specialists helped both TSAM and its suppliers to prepare 
for the negotiations and possible outcomes. In September, 

Our network of business partners includes our suppliers, who provide our operations with parts, 

components and services; and the dealers who represent the Toyota, Lexus and Hino brands to 

current and potential customers. These partners are critical to our ability to deliver reliably against 

customer standards and to maintain market leadership. We also work closely with South African 

enterprises in related industries with a focus on bringing affordable transport to the local population.

The quality of relationships with these partners is essential to TSAM’s continued success and, 

as such, the company invests in maintaining effective and trustworthy relationships from which 

everyone benefits. We have high expectations for our business partners, and expect them to 

adhere to our quality and service standards while also adopting a similar commitment to social and 

environmental responsibility. 

after eight months of negotiations, participants were unable 
to reach an agreement and employees at 38 suppliers 
went on a three-week strike. Ultimately, the employers 
and unions settled at a 10% wage increase for 2013 
and a further 9% in 2014 and 2015. TSAM’s Prospecton 
plant kept production going in a limited capacity for 
10 days, however ultimately closed for four days as a 
result of the strike. This resulted in a production shortage 
of 11 979 units, however we were able to make up the 
production shortfall by March 2014 through extra shifts. 

At our warehouse, the supplier strike impacted our ability 
to distribute required parts to customers as promptly as 
usual; however through contingency planning we were able 
to clear the backlog within three weeks.

We have learned the importance of addressing unresolved 
labour issues and ask our suppliers to report on any such 
issues in their workforce. This helps us to support the 
business and implement solutions before the problem has 
a major impact.
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Suppliers are now 
ISO14001-certified, 
up from 93 in 2012.

Highlights

111
Workers at 38 
suppliers went on 
a four-week strike 
during the year.

Challenges
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Quality
The quality of our vehicles is critically dependent on the 
quality of their components. As a result, we work closely 
with our suppliers to ensure that each part is designed, 
manufactured and delivered in a manner in line with our 
high quality standards. TSAM’s Supplier Technical Support 
(STS) team maintains close relationships with suppliers, 
helping them to identify and implement opportunities 
for improvement. 

In 2013, the team’s key focus was on preparing the 
supply chain for the launch of the new generation Corolla 
(see page 20 for more detail on the launch). Toyota’s 
philosophy is to continually monitor progress and quality at 
all stages – from blueprint to delivery – rather than at the 
very end. In following this philosophy, the STS team works 
in partnership with suppliers to design and implement key 
specifications to all aspects of the suppliers’ businesses 
including facilities, tooling, production lines and employee 
training. We encourage suppliers to adopt the Toyota 
Production System (TPS) when relevant, and provide free 
training on its principles and methods for implementing 
them. The production preparation process began 
approximately 18 months prior to the model launch, but 
the team continues its relationship with suppliers even after 
the first models roll off the production line. 

See page 22 for more detail on how we ensure our vehicles 
are made and remain at the highest quality standard.

Environment
We strive continually to lessen the environmental impact 
of our operations and expect the same from our suppliers. 
All suppliers are expected to carry the ISO14001 
environmental certification and in 2013, 111 met this 
requirement, up significantly from 93 in 2012. This includes 
18 new certifications and 21 businesses that renewed their 
certification. In practice, encouraging compliance is most 
difficult with small suppliers who provide ancillary services 
such as cleaning or landscaping. As a result, we only 
enforce this expectation for these suppliers who do at least 
R2 million in business with TSAM.

Our Green Purchasing Guidelines were first published in 
2006 and communicate Toyota’s global requirements for 
providing clean and safe products. This includes a list of 
substances of concern (SOCs) that we expect suppliers 
to avoid using in their products or services. In 2013, we 
updated our Green Purchasing Guidelines to increase the 
number of SOCs to 11 substances. These include mercury, 
cadmium, asbestos and lead, among others. 

Business partners (continued)

In addition to the materials used in parts manufacturing, 
we are conscious that the transport of components can 
also have a substantial environmental impact. To reduce 
this, we aim to source components from suppliers within 
100 kilometres of our Prospecton plant. At the end of our 
financial year, 70% of suppliers fell within this range, up 
significantly from 46% in 2012. 

Safety
As an extension of our production team, our suppliers’ 
safety is of paramount importance and we remain 
committed to working with our business partners to 
improve their safety performance. In 2013, the average 
lost work case frequency rate (LWCFR) among all parts 
suppliers was 4.1 incidents per million man hours worked, 
down 18% from 2012. We are pleased with this progress, 
but as this rate is still notably higher than at our own plant 
(0.14 in 2013), we realise that there is more work to do. 

During the year, a working group of purchasing managers 
and engineers conducted safety assessments at priority 
suppliers to identify potentially dangerous aspects of their 
operations. These visits were supplemented by coaching 
and safety workshops aimed at reducing risks and 
encouraging safer behaviour. We monitor progress through 
monthly reports submitted by suppliers and follow-up visits 
made every two to three months. 

In the previous year, TSAM identified the top five priority 
suppliers contributing 45% of all supplier lost work case 
injuries. Through committed engagement and support over 
the year, we have helped these partners to improve their 
safety performance considerably. This group now accounts 
for 31% of significant injuries. 
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Number of existing suppliers ISO14001-certifications

Number of new certifications

Number of renewals

ISO14001-certification
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Transformation
Transformation requires the widespread commitment of 
the South African business community. We aim to support 
black-owned business within our supply chain and to 
encourage suppliers to embody the spirit of transformation. 

Preferential Procurement
TSAM encourages its suppliers to commit to transformation 
and work towards attaining a level four contribution status. 
As part of the launch of the new Corolla model, TSAM took 
the opportunity to engage with its suppliers on the matter 
and expects to follow a similar process in the coming year 
with the suppliers to the Hilux model.

Localisation
Our goal is to support the local South African economy by 
sourcing as many components as possible from domestic 
suppliers. In particular, we aim to procure more than 60% 
of the parts per vehicle from South Africa. In 2013, we 
made small strides towards this goal, with 41% of parts 
currently domestically procured (2012: 39%). The greatest 

Recognising our top suppliers
Each year, TSAM thanks its top suppliers through its ‘Supplier of the Year’ awards. These awards recognise 
commitment to quality, reliability and innovation. Below is a selection of award recipients who exemplified supply chain 
excellence in 2013:

•	 Safety: Toyota Tsusho South Africa Processing (Pty) Ltd

•	 Quality Management: Maxion Wheels – Hayes Lemmerz South Africa (Pty) Ltd

•	 Stable Production: Hesto Harnesses (Pty) Ltd

•	 Cost Management: Columbus Stainless Steel (Pty) Ltd

•	 Services and Consumables: Unitrans Supply Chain Solutions (Pty) Ltd

•	 Parts and Accessories: Schaeffler South Africa (Pty) Ltd

•	 Conversions and Accessories Service Suppliers: Imvusa Trading cc

•	 Conversions and Accessories Parts Suppliers: Bosal Afrika (Pty) Ltd

In addition, L & J Tool and Engineering Works (Pty) Ltd was presented with a Regional Contribution Award from TMC 
at the 2014 Global Supplier Convention held in Nagoya, Japan in February 2014.

3

opportunity to increase this proportion comes with the 
introduction of new models produced in South Africa, so as 
we prepare for these future models, we work closely with 
the local market to determine what parts can be procured 
in sufficient quantities and at the required quality to meet 
our demand. 

Localisation was an area of strategic focus for TSAM 
during the 2013 financial year – an ambition further 
supported by TMC. 

Knowledge transfer
TSAM expects its suppliers to have an affiliation with a 
global partner through a joint venture or technical aid 
agreement. This ensures that the local business has 
access to the resources and expertise necessary to be 
competitive in the South African market and to deliver the 
level of quality we require. The proportion of suppliers in 
such relationships has remained constant at 81% in 2012 
and 2013.
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Business partners (continued)

Dealers

In 2013, 112 Toyota 
dealerships were 
Kodawari-certified, 
up from 69 in 2012 
and above our target 
of 109.

Highlights

112
The roll-out of the 
Kodawari programme 
at Lexus dealerships 
has been delayed 
and as a result, zero 
dealers are currently 
certified.

Challenges

0

Our network of Toyota, Lexus and Hino dealers serve as the primary interface between TSAM and 

its customers. It is therefore essential that we work closely with our business partners to ensure 

a positive customer experience that exceeds expectations. In total, we distribute and service our 

vehicles through 199 Toyota, 17 Lexus and 61 Hino dealers in Southern Africa.

Cultivating customer care with 
Kodawari 
Maintaining a close working relationship with our dealers 
helps us to embed our customer care standards within 
their operations. TSAM articulates and shares these 
expectations through Toyota’s global Kodawari programme, 
which prescribes correct practices for 79 specific physical 
and operational aspects of customers’ experience, from 
their first visit through to their periodic maintenance and 
servicing. Dealers are trained and certified based on these 
aspects, with particular focus on facilities, processes and 
staff behaviour. These aspects are aligned to the elements 
measured by Ipsos’ customer experience surveys, helping 
us to meet these universal service standards. 

Our goal is to ultimately provide the best customer 
experience among our peers. In pursuing this goal, we 
have seen that Kodawari-certification is highly correlated 
with better customer experience. In 2013, 63% of 
Kodawari-certified dealers scored above 90% on the 
Ipsos survey, compared with 22% of the non-certified 
dealers. Through targeted training at under-performing 
dealerships (those scoring below 82% in the customer 
experience survey) we have reduced the number of these 
under-performing dealers from 47 in 2012 to six at the end 
of 2013. 

What does it take to be Kodawari-certified?
Dealers monitor actions and accountability online through our E-Toyota dealer portal and submit monthly self-audits. 
These are validated by TSAM after-sales managers who also visit each South African dealer frequently to conduct 
site assessments. Once fully compliant with all Kodawari requirements, dealers are certified by TMC. They are then 
recertified yearly through self-audits and biannual assessments.
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We have developed ‘training pathways’ to embed the 
necessary competencies within our dealer partners. 
Each pathway is tailored to the unique skills requirements 
of the various roles within a dealership including sales 
professionals, managers and technicians. A series of 
e-learning modules guide participants through lessons 
relevant to their role, and at the end of each series, 
participants are tested at face-to-face workshops. Upon 
successful completion of each series, employees advance 
through successive levels of qualification, signifying their 
increasing competency. 

In 2014, TSAM will introduce a similar qualification for 
Dealer Principals – the individuals who own and oversee 
dealerships.

At the end of 2013, 112 Toyota dealerships were Kodawari-
certified. This surpassed our target of 109 and marks a 
significant increase from 69 in 2012. The roll-out of Kodawari 
to Lexus dealerships has been delayed while the brand 
refreshes its corporate identity, however we expect to 
commence the programme at Lexus dealers during 2014.

For more on how we are improving our customer service, 
see ‘Ensuring customer satisfaction’, page 13.

Training pathways
As the first point of contact for most customers, 
salespeople are a critical factor in maintaining market 
leadership. A skilled salesperson is knowledgeable about 
our product range including the specifications and unique 
selling points for each model. They also demonstrate 
unwavering professionalism and earn customers’ trust in all 
interactions. In this manner, we expect dealership staff to 
build lasting relationships with all their customers, whether 
new or lifelong buyers. 

Toyota environmental dealer of the year
TSAM was pleased to recognise Northam Toyota as the environmental dealer of the 
year 2013. In the spirit of the Toyota Earth Charter, Northam implemented numerous 
environmental initiatives, including a water purification system that filters run-off car 
wash water before releasing it into the drains. The system also reuses 25% of this 
water. In addition, Northam Toyota collects and safely discards of the leftover oil from 
services. The savings from these initiatives are substantial – between R50 000 and 
R70 000 per year – and help to fund future initiatives. In the coming year, Northam 
plans to grow a vegetable garden and hopes to distribute seedlings to customers, 
passing on the spirit of environmental stewardship. From left: 

John Oliver and Shaun Finn
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Environmental responsibility
We expect our dealers to show the same commitment to the environment as we do. Through our ECO Status Programme, 
dealers receive guidance on sound environmental management in line with TMC’s Dealer Environmental Risk Audit 
Programme (DERAP). By implementing various practices, technologies and embracing certain behaviours, dealers are 
certified first as ECO I, and ultimately ECO III-compliant. Dealers submit biannual compliance audits and are also subject to 
monthly validation audits conducted by TSAM’s after-sales managers. We also expect our dealers to allocate a portion of 
their budget for environmental upgrades such as water and waste management systems. 

Business partners (continued)

Dealers in the community
Dealers are motivated by DERAP to implement environmental community programmes and participate in projects of their 
choice. Support frequently takes the form of vehicle sponsorship or donation. For example, Northam Toyota has supported 
the Makoppa Community Policing Forum in its quest to prevent poaching, farm attacks and all other crime through a 50% 
donation of a Toyota Hilux to be used as a much-needed patrol vehicle.

ECO status

ECO I ECO III

•	 	Basic	responsibilities	assigned	for	environmental	
management

•	 	Implement	standard	operating	procedures	outlining	
approach to waste disposal

•	 Person	appointed	to	oversee	environmental	matters •	 Make	use	of	reputable	waste	removal	companies

•	 	Maintain	environmental	policy	and	declare	legislative	
compliance

•	 	Audit	waste	removal	companies	to	ensure	waste	is	
correctly disposed

•	 Manage	hazardous	waste •	 	Implement	environmental	and	social	projects	within	the	
community•	 Basic	HFC/CFC	recovery

Toyota: 176 dealers Toyota: 87 dealers

Lexus: 15 dealers Lexus: 4 dealers

Hino: 62 dealers Hino: 30 dealers

Dealer of the year
TSAM rewards dealers and their employees for 
hard work and commitment through the Dealer of 
the Year awards. Each dealer is assessed on their 
performance in customer service, environmental 
protection, financial performance and vehicle sales. 
In 2013, the following dealers were recognised for 
excellence within the TSAM network: 

•	 	Lexus	Dealer	of	the	Year:	Lexus	Midrand,	
headed by Leon Brand

•	 	Toyota	Dealer	of	the	Year:	Barloworld	Toyota	
Centurion, headed by Alex Frielingsdorf

•	 	Hino	Dealer	of	the	Year:	Hino	East	Rand,	
headed by Frans Cloete 

From left: Leon Brand, Alex Frielingsdorf, Frans Cloete
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Enterprise development
As a longstanding member of the South African business community, we feel it is our duty to 

give back to others, particularly the small, medium and micro enterprises (SMMEs) within in our 

value chain. 

Supporting SMMEs is an important aspect of our Broad-
based Black Economic Empowerment strategy because 
by strengthening our business partners and the general 
business community, we believe that the entire economy 
(ourselves included) stands to gain. 

In 2013, our approach to enterprise development 
continued to centre on supporting the taxi industry and 
small businesses in the Durban metropolitan area. 

Supporting mobility in 
South Africa
The minibus taxi industry sits at the heart of South African 
mobility. The sector transports between 60 – 70% of the 
country’s commuting public, bringing nearly 15 million 
commuters to work each day. More than 600 000 people 
are employed in the sector, which remains one of the 
only black-founded, owned and controlled sectors in 
the country. 

We offer registered taxi 
owners discounted pricing 
for the vehicles, translating 
into more than R123 million 
in savings for the industry. 

Highlights

R123
million

TSAM salutes this empowered example of black 
entrepreneurship and has supported the taxi industry for 
many years. Toyota’s Quantum Ses’fikile minibus taxi is one 
of the most popular vehicles in the industry and the model 
is now locally produced at TSAM’s Durban plant. We offer 
registered taxi owners discounted pricing for the vehicles, 
translating into more than R123 million in savings for the 
industry in 2013 alone (2012: R96.4 million). 

In addition to our support for the taxi industry, we are also 
helping small businesses to grow while reducing our own 
environmental impact. Left-over fabric from seat covers 
has no intrinsic value to our company, but in the hands 
of artisans at various small enterprises, they are being 
transformed into handbags and furniture. The material we 
donated gave these enterprises the resources to generate 
income while reducing the volume of waste we send to 
landfill. We are currently working with the Department of 
Trade and Industry to source additional sewing machines 
to further support the endeavour. 
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Highlights TSAM invested R27.8 million in its communities in 2013.
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We draw many of our employees, customers and business partners from our local communities and 

believe that strengthening this core is not only our duty as a responsible corporate citizen, but will also 

contribute to the ultimate growth and upliftment of South Africa.

We give back to our communities through two channels: 
the Toyota South Africa Foundation and our corporate 
social investment (CSI) department. Our strategic focus 
is derived from TMC’s global focus areas: environment, 
road safety, education and local needs. In South Africa, we 
have addressed ‘local need’ through initiatives supporting 
welfare. These focus primarily on supporting orphaned 
or vulnerable children and elderly care in disadvantaged 
communities. Our education interventions target early 
childhood development and primary education projects. 
The greatest proportion (95%) of our community 
investment is earmarked for the flagship Toyota Teach 
project run by the Toyota South Africa Foundation. TSAM 
supports environmental and road safety initiatives through 
smaller campaigns and ad-hoc contributions managed by 
various departments and divisions.

In 2013 our CSI Budget amounted to R29.1 million, of 
which R1.5 million was distributed by our CSI Department 
and the remaining R26.3 million was allocated to the 
Toyota South Africa Foundation. Our actual social 
investment during the year was slightly less than our 
budget because while all funding has been allocated, some 
transfers have been delayed until the 2014 financial year.

NPOs approach TSAM for funding and based on need 
and direct benefit from our support, the General Manager 
Corporate Affairs approves their projects. Over the last 
three years our CSI spend has been as shown in the 
table below.

Community support
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Social investment (Rm)

27.8 27.5 19.6
2013 2012 2011

Toyota South Africa Foundation
The Toyota South Africa Foundation was established by 
Dr Albert Wessels, TSAM’s founder, in 1989 and was 
supported by a donation from TMC. The Foundation 
employs six full-time employees and receives 88% of 
its annual funding from TSAM. In 2013, the company’s 
contribution amounted to R26.3 million. 

Dr Wessels was passionate about education and specified 
that the Foundation should support primary school 
education projects in the fields of mathematics, science 
and technology.
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Corporate Social Investment
Our CSI department employs one full-time person and 
reports in to the General Manager Corporate Affairs. We 
support 20 education and welfare projects in the Durban 
and Johannesburg metropolitan areas through financial and 
non-financial support. Our employees get involved directly 
by donating money and goods to the projects we support. 
During the year, TSAM employees donated and distributed 
toys to children in TSAM-identified orphanages. 

Through automatic payroll deductions, employees can 
contribute to the Ubuntu Community Chest programme, 
supporting organisations involved in HIV/Aids initiatives, 
child care, crime prevention, job creation, empowerment of 
the disabled and elderly care. The company matches these 
donations Rand for Rand.

TSAM jointly sponsored Rally to Read project for the 
15th year in 2013. Our involvement has grown over the 
years from monetary donations to physical participation in 
the rally. This year, two Toyota vehicles joined a convoy of 
more than 50 off-road vehicles loaded with school shoes, 

Community support (continued)

Toyota Teach Primary School Project
Toyota Teach is the Toyota South Africa Foundation’s flagship programme. Since 1991, the project has benefited more 
than 250 schools and 20 000 learners by improving the quality of education at schools in KwaZulu-Natal. Toyota Teach 
takes a whole school approach to its interventions, working with selected schools for a four-year period to address 10 
focus areas including teaching skills, curriculum development, school management and governance. 

In early 2013, Toyota Teach Primary School Project (TTPSP) began a new four-year cycle with an intake of nine new 
schools. Toyota Teach spent R3.6 million on the programme during the financial year. The teachers welcomed and 
participated in the curriculum support programme. Due to the popularity of our workshops former TTPSP schools 
attended additional workshops. These workshops are sponsored by TSAM and other major companies.

A new reading and extensive language intervention programme has targeted literacy for learners in grades 1 and 4. Initial 
feedback has indicated that literacy has improved quickly, and we are now training grades 2 and 5 teachers to implement 
the same programme. Toyota Teach plans to continue with the programme until teachers at all grade levels are equipped 
to deliver the programme. Teachers attend a two-day reading workshop where English and IsiZulu facilitators will train 
teachers on the use and implementation of different reading strategies. Suitable reading books are provided to learners 
according to their literacy development. 

books, toys, and other teaching aids. We visited two 
different KwaZulu-Natal rural schools from those visited 
in 2012 to distribute learning materials for 380 learners. 
TSAM also provided school shoes to the learners, many of 
whom are from disadvantaged or vulnerable backgrounds. 
Rally participants were met with speeches, poetry and 
songs by learners as demonstration of thanks for the 
donations and visit. 

In 2013, Hino South Africa again provided a four-tonne 
truck to Touch Africa, an organisation that rehabilitates 
schools and initiates self-sustaining projects in schools. 
The truck helps to transport school supplies and furniture 
to rural schools in the Eastern Cape. 

We encourage our business partners to also give back to 
their communities. For more on our dealers’ initiatives, see 
‘Dealers’, page 42. 

TSAM project support is intended to have a meaningful 
impact through medium- to long-term relationships with the 
projects we fund. 
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Community support (continued)

A selection of our social 
investments

Toyota South Africa 
Foundation
In 2013, TSAM donated 95% of its CSI 
budget – amounting to R26.3 million – 
to the Foundation, whose activities are 
focused on the education pillar of our 
community strategy. 

Toyota Teach Primary School Project
(KwaZulu-Natal)

The Foundation’s flagship community programme began work 
with nine new schools in January 2013. The new cycle will run 
for four years to 2016 and in the coming year the programme 
will focus on improving the effectiveness of both teaching and 
learning through better adherence to Departmental education 
policies. For more information, see the Toyota Teach case 
study, page 48.

Protec
(KwaZulu-Natal)

Protec provides extra classes in math 
and science and helps learners to 
build career skills through ‘World of 
Work’ lessons. During 2013, TSAM’s 
CSI department provided R75 000 to 
the programme, helping 17 learners 
in grades 10 and 11 to attend extra 
lessons at Mangosuthu University in 
KwaZulu-Natal. Our aim is to increase 
South Africa’s skilled human resource 
pool and we plan to continue our 
support for the programme in 
the future. 

Junior Achievement
(Gauteng and KwaZulu-Natal)

Junior Achievement offers a range of 
programmes with a focus on entrepreneurship, 
financial and workplace readiness. In 2013, 
TSAM’s CSI department supported the 
project in Johannesburg and Durban, enabling 
70 high school learners to participate in the 
mini-enterprise programme. This focused 
on helping the young people to understand 
what is required to establish and manage a 
small business. 

Education

Rally to Read
(KwaZulu-Natal)

Rally to Read is a joint project involving 
private sponsors, members of the 
South African business community and 
rural schools. Each year, convoys of 
vehicles deliver educational material and 
resources to remote schools across 
the country, helping to improve literacy 
in rural communities. In 2013, TSAM 
increased its sponsorship to two vehicles 
and seven employees. In addition, the 
company and its employees donated 
school shoes to learners at beneficiary 
schools. In the coming year TSAM 
will continue its sponsorship of the 
programme and will send two vehicles to 
participate in the rally.
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Highway Hospice
(KwaZulu-Natal)

We strive to make a difference in the lives 
of terminally ill patients by supporting this 
programme, which improves quality of life and 
dignity in death. Our R55 000 donation in 2013 
helped the NPO to provide home-based care for 
nearly 1 000 patients.

Welfare

Ubuntu Community Chest
(KwaZulu-Natal)

Ubuntu Community Chest provides resources and 
support to welfare and development organisations 
in the Durban and coastal region of KwaZulu-
Natal. We encourage our employees to donate 
to the non-profit and in 2013 they contributed 
R12 500. TSAM matched these funds Rand 
for Rand. In 2014, we plan to publish an article 
in the TSAM Manufacturing News to increase 
awareness and participation among new and 
current employees.
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Highlights

Challenges

In 2013 we reduced our carbon emissions per unit produced to 

765.17 kg, from 799.90 kg in 2012.

We sent 20.22 kg of waste to landfill for each unit produced, 

up from 16.82 kg in 2012.
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While we realise that it is impossible to produce and distribute cars without an environmental impact, 

TSAM is committed to minimising its environmental footprint through innovative practices and eco-

conscious behaviour. 

2013 2012 2011

Target Actual Target Actual Target Actual

Energy (CO2 emitted per unit – kg) 790.96 765.17 851.50 799.90 970.31 854.26

Water (kl consumed per unit) 4.00 3.93 4.02 3.88 4.80 4.22

Waste (kg produced per unit) 18.13 20.22 21.98 16.82 23.45 22.49

VOC (g/m2 body paint) 20.00 19.36 20.00 20.57 25.00 22.26

VOC (g/m2 bumper paint) 238.72 205.55 250.00 210.00 – –

Environmental 
stewardship
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DURBAN
Water consumption

VOC emissions

Logistics CO2 emissions
Waste management

Chemical management
Managing substances of 

concern
Waste water management

Storm water pollution 
prevention

Energy consumption

BOTH SANDTON
Packaging use

Influencing dealers’ 
environmental  
performance

Managing potential 
impacts of Atlas Road 
Warehouse on adjacent 
wetland, a conservation 
area

Our most significant environmental aspects vary 
significantly between our Durban and Sandton operations, 
as illustrated below:

Ultimate responsibility for TSAM’s environmental 
performance is held by the South Africa Environmental 
Committee (SAEC). The committee is comprised of 
executive management from various operations and 
functions, and oversees our progress against targets, the 
efficacy of our environmental management systems, legal 
compliance and mitigation of environmental risks. It reports 
in to TMC to ensure consistency and alignment with global 
initiatives and is chaired by the CEO and President of TSAM. 
Three environmental working groups support the SAEC, 
namely the Manufacturing, Manufacturing Support, and 
Marketing and Sales functions.
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Environmental stewardship (continued)

We draw guidance and inspiration from the Toyota 
Earth Charter, which has reflected TMC’s environmental 
philosophy since 1992. To date, over 530 affiliates – 
including TSAM – have adopted the charter. 

TSAM’s third environmental action plan directs its 
environmental actions and objectives, and is in effect 
between 2011 and 2015. It is closely aligned with TMC’s 
Fifth Environmental Action Plan, which in turn follows the 
principles of the Toyota Earth Charter and Global Vision. 

We have not had an environmental incident since 2007 and 
our last environmental complaint was in 2009. 

Raising ECO awareness
Lowering our impact begins with our employees. We share 
our philosophy, performance, expectations and tips with 
the TSAM workforce through periodic ‘ECO awareness’ 
communications. Over the course of the year, we reminded 
employees of environmental activities and events such as 
Arbor Day and Earth Hour, and shared tips on reducing 
their impact in the workplace and at home. 

In addition, we improved the facility and management 
controls in 109 significant environmental process areas 
at the Prospecton plant, ensuring that equipment 
functions correctly, that it is used appropriately and that 
environmental risk is therefore reduced.

Toyota Earth Charter

Toyota Global Vision

TMC’s Fifth Environmental Action Plan

Toyota Environment Committee

South Africa Environmental Committee (SAEC)

TSAM’s Group Safety, Health and Environment Department

Marketing 
& Sales 

Environmental 
Working 
Group

Manufacturing 
Environmental 
Working Group

TSAM’s Third Environmental Action Plan

Manufacturing 
Support 

Environmental 
Working 
Group
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Emissions reductions
Manufacturing vehicles requires energy in three forms: 
electricity, liquefied petroleum gas (LPG) and methane gas. 
The CO2 emitted by our operations is in direct proportion 
to our consumption of these three energy sources. Our 
approach to lowering our carbon footprint centres on 
reducing our consumption of these sources by correcting 
inefficient behaviour, reducing waste and, where necessary, 
introducing technology to safeguard against waste or 
inefficient behaviour. Examples of these solutions include:

•	 	We	initiated	a	process	to	convert	122	forklifts	at	the	
plant from LPG power to natural gas. During the year, 
we converted the first 15 and, when completed, the 
change is expected to save the company R7.2 million 
per year and reduce emissions 10% from the current 
LPG source. 

•	 	In	Johannesburg,	we	introduced	timers	to	automatically	
switch off canteen air conditioning and lighting outside 
of meal times, saving an estimated 100 000 kWh 
per year. 

•	 	We	conducted	an	energy	audit	at	our	new	Atlas	Road	
Warehouse to identify opportunities for reducing our 
energy consumption. As a result of the audit, we are 
in the process of automating warehouse lights so they 
switch off during tea and lunch times.

•	 	By	enforcing	a	‘no	work,	no	watt’	philosophy	at	the	
plant, we have shut down non-essential appliances, 
machines and systems on Sundays, saving nearly 
1 000 000 kWh per year.

•	 	Running	a	smaller	chiller	unit	over	the	weekend	in	the	
paint plant has reduced energy consumption by almost 
600 000 kWh per year. 

As a result of these and other initiatives, our carbon 
emissions per unit continued to decrease in 2013, to 
765.17 kg CO2, below our target of 790.96 kg CO2. 
Perhaps more exciting, however, is the reduction in total 
electricity consumption we have seen since 2010, despite 
an increase in production volumes.

The impact of our logistics operations is primarily due to 
the transport of vehicles, service parts and components 
to and from our network of business partners. We met 
our logistics emissions reductions target in 2013 through 
a series of adjustments and improvements. By mixing the 
type of vehicle models loaded onto a transport truck, for 
example, we were able to fit an average of 7.75 units per 
trailer, up from 7 previously. This enabled us to make less 
delivery trips, thereby decreasing our fuel requirements and 
saving 6 332 tons of CO2 annually. 

TSAM is also moving toward a greater use of railways to 
transport its vehicles from its Durban distribution centre to 
the port. We began the year using 100% road transport 
and by year-end, were moving 25% of units by rail.
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Logistics control division (kilotonnes CO2)

Vehicle logistics division (kilotonnes CO2)

Service parts (kilotonnes CO2)

Logistics emissions

2013

15.3

8.6

53.0

76.9

2012

16.8

8.3

58.8

83.9

2011

14.1

8.5

78.6

101.1

2012 201320112010

136.2

154.8
161.7

152.4

Reduction of total CO2 emissions as  
production volume increases

133.4 132.3 116.6129.3

production

Total emissions (kilotonnes CO2)

Production volume (units ’000)
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Environmental stewardship (continued)

SAEE energy company of the year 2013
Each year, the Southern African Association for Energy Efficiency (SAEE) recognises individuals’ and companies’ 
outstanding accomplishments in the energy industry. TSAM was honoured to receive SAEE’s Energy Company of the Year 
award for 2013 in recognition of its ambitious environmental commitments and the aggressive approach taken to reduce 
energy usage, vehicle emissions and waste. Our energy reduction projects have yielded over R11.5 million savings over 
the past four years and plans are in place to double this number in the following two years.

Resource efficiency
TSAM requires a variety of raw materials, from those 
that ultimately become vehicle components, to others 
such as water, paper and fuel that help to support our 
manufacturing and office processes. We realise that 
many of these are finite resources, and that it is therefore 
incumbent upon us to use them responsibly and efficiently.

Water
With waterways surrounding our Prospecton plant, 
the contamination of this surface water represents the 
plant’s greatest environmental risk. Our operations use 
a pokeyoke system (Japanese for ‘absolute control’) to 
ensure that any leaks or overflows are contained so that 
no chemicals, materials or contaminated water are able to 
flow to the surrounding water system. As a result of these 
controls, we have had no incidents of water contamination. 
Nonetheless, we check the surrounding water courses on 
a weekly basis and report to the municipality. 

During the year, we reduced water consumption at 
the plant by 70 504 kl, installing 366 low-flow shower 
heads and 1 037 flow restrictors in taps at various 
ablution facilities.

Water consumption (kl/unit)

20132012201120102009

3.933.884.225.126.19

4.00
4.80

5.55
5.05

Target 4.14

Reduction of total water consumption as 
production volume increases

2013201220112010

Total water consumption (kl)

Production volume (units ’000)

599 007627 446653 391697 421

Production

152.4
161.7154.8

136.2

Water consumed per unit produced (kl)
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Waste
TSAM strives to use its resource inputs so efficiently that 
zero waste is sent to landfill as a result of our operating 
activities. Meeting this ambition requires that we address 
both the sources of waste as well as the technologies and 
behaviours that can eliminate it.

Waste reduction has been the most challenging 
environmental aspect for TSAM during the year, with our 
target missed due to an increase in sludge (‘special waste’) 
produced through various processes at the plant. However, 
we reduced the landfill waste generated per unit by 0.12 kg 
by dewatering bumper paint sludge.  

Silver award for 
on-site Kaizen 
activity 
In 2013 we reduced the volume 
of municipal water used to top 
up sludge pools at our plastics 
plant by using water captured 
as condensate from other plant 
processes. This saved the plant 
1 544 kl per year and earned 
recognition from TMC. 

We continue to investigate the sources of sludge and 
evaluate options for reducing related waste in the 
coming year.

General waste has been reduced by 5% at TSAM’s Durban 
plant as a result of better segregation of materials and 
recovery of recyclable materials.

In Johannesburg, we have introduced a dedicated waste 
focus group at the Atlas Road Warehouse and expanded 
facilities for separating recyclables. We have also improved 
our ability to separate food waste and recyclables at the 
warehouse canteen, further improving the facility’s recycling 
rate. At year-end, the warehouse recycled 93% of its waste 
by mass, up from 85% in 2012.

Hybrid vehicles contain batteries that present an 
environmental risk if not disposed of properly. TSAM 
recovers and tracks all batteries through its ‘one-for-one 
policy’ requiring that each battery sold by a dealer is 
returned to TSAM for correct disposal. Warranty claims 
are only paid upon receipt of the old battery. We are 
considering introducing a deposit-based system for 
hybrid batteries to further improve the success of our 
recovery process.

In addition, we have reduced the volume of packaging 
at the warehouse by using returnable containers for 
dealer and export shipping, and more space-efficient 
packing procedures.

Prospecton waste (kg/unit)

2013201220112010

Target

18.13
21.98

23.45
24.16

20.2216.8222.4923.91
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Environmental stewardship (continued)

TSAM wins TMC’s 2013 Global ECO  
Award for Waste Reduction
TSAM is pleased to have been recognised with TMC’s 2013 Global ECO Award for waste reduction. The award 
was given in recognition of the significant progress made in reducing landfill waste. This reduction was achieved 
largely as a result of the lower volumes of sludge waste sent to landfill by the body and bumper paint plants. 
This was achieved through a combination of technical and procedural adjustments that reduced the moisture 
content of sludge waste. The body paint plant alone reduced the moisture content of its sludge waste from 85% 
to approximately 55% during the year and, in total, we reduced landfill waste by 2.36 kg per unit produced. 
Increased recycling of waste streams containing oil further reduced landfill waste by 1.04 kg per unit. 

Banned chemicals and 
substances of concern
Producing safe vehicles isn’t just about adding more 
airbags. TSAM believes that the materials involved in the 
manufacturing process should be as safe as possible. 
Whenever feasible, we replace potentially harmful substances 
with more benign equivalents. This approach is articulated in 
our Zero-Use Policy, which includes 574 banned substances. 
We work closely with our suppliers to ensure that these 
are not used in any component in the vehicles we sell to 
our customers. 

Our Chemical Management Task Team oversees our 
screening and verification system and again reported no 
incidents of banned substances within our plant. 

While not banned, some substances nonetheless can 
negatively affect health and the environment. In particular, 
TSAM is working to reduce the amount of volatile organic 
compounds (VOC) used in its painting processes. During the 

year, we introduced new spray guns in the paint plant that 
more efficiently transfer paint, thereby reducing the overall 
VOC per unit by 0.1 g/m2. We saved a further 0.3 g/m2 by 
replacing the paint-filling units with ones that can better 
control the amount of paint discarded and refilled. 

Protecting conservation areas
Our Atlas Road Warehouse is located adjacent to a 
wetland, a conservation area. We designed the facility to 
incorporate a number of engineering features to minimise 
potential impacts. These include a biofilter zone, a storm 
water absorption channel and bunded storage areas for 
chemical products. We conduct regular maintenance of 
these features to ensure their continued functionality and 
have standard operating procedures in place for higher risk 
activities to prevent storm water contamination.

In 2013 the warehouse achieved ISO14001-certification for 
the first time, a significant milestone given the ecologically 
sensitive area next to the site. 

 

22.26 20.57 19.36

2012 20132011

20 20

Volatile organic compounds (g/m2 body paint)

25 

289.72 210.06 205.55

2012 20132011

600

250
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Volatile organic compounds (g/m2 bumper paint)

Target

Target
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Highlights

Challenges

Revenue increased 10.3% to R99.6 billion in 2013.

Exports declined 17.3% to 74 023 units during the year
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As a wholly-owned subsidiary, TSAM (through its holding company Toyota South Africa) is 

accountable to a single shareholder, the Toyota Motor Corporation. The global Toyota network 

carries high standards, not only in terms of financial returns, but also with regard to the non-financial 

performance elements that can impact a company’s success. In everything we do, we strive to meet 

and exceed these expectations.

Shareholder

Financial highlights
2013 was another strong year for TSAM despite significant 
volatility in the labour and currency markets. Protected 
strikes at our plant halted production for 25 days. 
Though challenging in the immediate term, we were able 
to make up for lost production time by running extra 
shifts. As South Africa’s economy begins to show signs 
of rebounding, our three brands were able to increase 
turnover on the back of market growth. 

Our export business grew in terms of revenue during the 
year, influenced notably by the relative weakness of the 
South African Rand. On the other hand, the currency’s 
slide put pressure on the domestic market. We rely on 
many imported components for the vehicles we produce, 

and import a number of Toyota and Lexus models for the 
Southern African market. The increased cost of these 
imports impacted our margins during the year, as the 
domestic market was unable to absorb the cost of these 
currency fluctuations.

In 2013, our sales volumes increased in total domestic, 
light commercial, and medium commercial segments, 
however market share declined marginally in all segments 
except for light commercial vehicles. Despite this slight dip, 
we are pleased to have retained our position as market 
leader for the 34th consecutive year and look forward to 
serving the Southern African automotive market for many 
more years to come.
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TSAM sales and market share

Market 
share (%)

Units

127 34719.7
124 75919.8

107 90818.8
Total domestic: Toyota, Lexus and Hino

2013 2012 2011

2 33220.1
2 24822.7
1 93122.2

Medium commercial vehicles: Hino

68 66215.4
69 64515.7

52 38313.1
Passenger cars: Toyota and Lexus

1 4607.4
1 5618.7
1 4138.5

Heavy commercial vehicles: Hino

54 89332.6
51 30532.2
52 18134.9

Light commercial vehicles: Toyota

74 023
89 503

86 105
Export units: Toyota
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Statement of responsibility by 
the board of directors
The company directors are responsible for the 
maintenance of adequate accounting records and the 
preparation and integrity of financial statements and related 
information. The auditors are responsible for reporting 
on the fair presentation of the financial statements. The 
financial statements have been prepared in accordance 
with International Financial Reporting Standards and the 
Companies Act, 2008.

The directors are also responsible for the company’s 
system of internal financial control. These are designed 
to provide reasonable, but not absolute, assurance as to 
the reliability of the financial statements and to adequately 
safeguard, verify and maintain accountability of assets, and 
to prevent and detect misstatement and loss.

The financial statements have been prepared on the basis 
that TSAM is a going concern, since the directors have 
every reason to believe that the company has adequate 
resources in place to continue in operation for the 
foreseeable future.

As TSAM is not a listed company in South Africa, it is not 
legally obligated to publicly disclose its financial statements. 
The company shares these with its holding company, 
Toyota South Africa, as well as its parent company, Toyota 
Motor Corporation.

Shareholder (continued)

Economic impact on 
stakeholders
Our ongoing business activities stimulate economic 
activity across numerous sectors and stakeholders. We 
distribute resources as a matter of doing business, and 
this contributes to the flow of capital throughout the 
South African economy and beyond. 

The proportion of expenditure across these stakeholders 
varies from year to year depending on factors such as 
financing terms, workforce size, changes to tax obligations, 
the degree of production localisation and other strategic 
factors.

In 2013, TSAM distributed value across its key 
stakeholders as follows:

Stakeholder Description

Community TSAM’s community investment remained constant at 1% of net profit after taxes (NPAT) of 
the current financial year.

Local suppliers TSAM continues to increase its commitment to local suppliers and contributes to a 
substantial level of economic activity within the country.

Imported procurement TSAM imports fully built-up vehicles as well as some raw materials and parts from Japan 
and other countries. The fluctuating foreign exchange rate has a direct bearing on the 
ratio of imported to local procurement. In 2013, the proportion of imported procurement 
remained fairly consistent. 

Government We support the government by meeting our tax obligations and remain committed to 
complying with all relevant laws and regulations.

Shareholder Our shareholder continues to support our operations with an appropriate mix of funding 
between equity and short-term financing within the confines of the law.

Reinvestment in the 
company

TSAM continued to prioritise reinvestment in terms of asset maintenance and future 
investments.

Employees Total payroll expense grew by 2% during 2013 despite a 1% decrease in overall headcount. 
The growth reflects the general increase in employee costs. 
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Our integrity is the cornerstone of our long history of market leadership. Maintaining this requires 

strict adherence to a clear set of systems, policies and codes of practice. Combined, these drive 

business success in a manner that protects our stakeholders’ long-term interests while safeguarding 

the environment. Good governance also demands our adherence to international and South African 

regulation, legislation and standards. We also aim to uphold the values and principles of our parent 

company, the Toyota Motor Corporation, while applying them in a locally relevant manner.
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Legislation, regulation and standards
Companies Act No. 71 
of 2008

The board’s mission is to operate in the best interest of the shareholder and the company. 
In doing so, directors are both agents of the shareholder and trustees of the company. 
Consequently, maintaining a balance of executive and non-executive directors is fundamental to 
ensuring both interests are met.

Protection of Personal 
Information Act No. 4 of 
2013 (POPI)

The Protection of Personal Information Act aims to regulate the processing of personal 
information, protect persons (both natural and juristic) from the abuse of personal information and 
provides rights and remedies to victims of the unlawful processing of personal information.

Consumer Protection Act 
No. 68 of 2008

The Act promotes a fair, accessible and sustainable marketplace for consumer products and 
services. It aims to improve consumer access to information, prohibits certain unfair marketing 
and business practices and encourages responsible consumer behaviour.

Employment Equity Act No. 
55 of 1998

The Employment Equity Act encourages equal opportunities and fair treatment for all. It 
implements measures to protect those previously disadvantaged by unfair discrimination.

Broad-based Black 
Economic Empowerment 
Act No. 53 of 2003

The Act establishes a legislative framework for the promotion of black economic empowerment; 
empowers the Minister to issue codes of good practice and publish transformation charters; and 
to provide for matters connected therewith.

Labour Relations Act No. 
66 of 1995

The Act establishes the law governing labour relations in the workplace.

Occupational Health and 
Safety Act No. 85 1993

The Act safeguards the health and safety of people in the workplace and includes stipulations for 
protecting persons using machinery.

Trade Marks Act No. 194 
of 1993

The Act establishes guidance on issues related to intellectual property laws.

King III A South African code that calls for the integration of good governance, sustainability and long-
term performance into the fabric of a company. Though its legal requirements pertain only to 
companies listed in South Africa, TSAM nonetheless strives to follow its tenets as a matter of best 
practice.

Sarbanes-Oxley Act (US) As a wholly-owned subsidiary TSAM is required to perform testing on key financial controls in line 
with certain Sarbanes-Oxley (SOX) requirements. Results of SOX tests are then submitted to TMC 
for collation and final submission to the New York Stock Exchange. TSAM has subscribed to SOX 
principles since FY2007, and FY2012 was the sixth year we have participated in SOX testing. In this 
time, no significant deficiencies have been identified or reported on in relation to TSAM’s controls.

Codes, practices and principles to which TSAM adheres

Toyota Global Vision The articulation of Toyota’s path to sustainable growth, encapsulating our commitment to quality, 
innovation and respect for the planet.

The Toyota Way The Toyota Way is based on respect for the people, customs and laws of each operating country, 
and encourages teamwork and the pursuit of excellence.

Corporate Social 
Responsibility (CSR) Policy

The CSR policy outlines the company’s and its subsidiaries’ commitment to sustainable 
development as well as expected responsible behaviours.

Toyota’s Guiding Principles The articulation of the company’s business philosophy, reflecting the importance of respect and 
honour in all business activities.

Toyota Earth Charter The founding philosophy that informs environmental policies and activities in all TMC operations 
around the world. The Charter outlines the ambitions, actions and accountability for environmental 
stewardship within the company.

The Whistle-Blowing Policy A policy encouraging employees to speak up when they witness unethical behaviour.

TSAM’s governing internal codes, practices and principles

Core values TSAM’s core values demonstrate the integration of sustainability with everyday business.

Code of Conduct The Code of Conduct outlines the behaviour expected of all TSAM employees.

Hoshin Kanri A strategic planning approach, in which TSAM identifies a shared goal, communicates it to all 
leaders, involves them in planning and holds everyone accountable for their contribution to the 
agreed plan.

TSAM Environmental Action 
Plan

A plan which translates long-term vision and policy into annual and mid-term objectives. It also 
articulates specific actions to meet these goals.

Masibambane Pact An agreement between TSAM employees and the company wherein the parties agree that all 
stakeholders must commit to and share in the success or otherwise of the company. Employees 
in particular must be rewarded if they contribute to the achievement of certain objectives.

Employment Equity Plan 
and Policy

The employment equity plan helps TSAM to achieve equity in the workplace. Now in its second 
iteration, it sets out the objectives, procedures and responsibilities that TSAM will undertake.
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Board and committees
Our board of directors provides ongoing oversight 
and guidance to the company on matters of strategic 
importance. Chaired by the President and CEO, 
Dr Johan van Zyl, the TSAM board is comprised of both 
South African and Japanese executive directors based in 
South Africa. We ensure that directors are prepared for 
their role by providing annual training through the Institute 
of Directors. These annual sessions cover responsibilities, 
liabilities and the specifications of their fiduciary duty and 
are particularly helpful for TMC directors who may be less 
familiar with the terms of South African legislation.

When Toyota South Africa (TSA) became wholly owned 
by Toyota Motor Corporation (TMC) in 2008, TSAM’s 
executive committee was reconstituted as the TSAM 
board. It receives leadership and oversight from the TSA 
board, whose members ratify financial statements and 
major decisions taken by the TSAM board. It also relies on 

Governance (continued)

input as required from company executives responsible for 
the oversight of certain strategic topics or areas. In periodic 
executive and cross-functional meetings, employees may 
deliver input directly to the board.

The TSA board comprises executive and non-executive 
directors as well as representatives from TMC.

The TSA directors are the final arbiters of the company’s 
internal financial controls. These are designed to provide 
reasonable assurance that the financial statements are 
reliable, assets are accounted for, and misstatements and 
losses are detected and prevented. During the year under 
review, the board feels that these systems and processes 
functioned adequately.

For an illustration of the reporting structure of TSAM and 
TSA boards and sub-committees, see the diagram below. 

Corporate 
Administration 

EXCO

Sales and 
Marketing 

EXCO

Remuneration 
Committee

Board and committee structure

Toyota  
Motor 

Corporation 
Board

Manufacturing 
EXCO

Toyota  
South Africa 

Board

TSAM  
Board

Risk 
Management 
Committee

Audit & 
Compliance 
and Social 
& Ethics 

Committee
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TSA board of directors
Name Position Service

Johannes Jacobus van Zyl Executive director 1 May 96 – present

Hitoshi Muramoto Executive director 1 Jan 13 – present

Masaaki Iwase Executive director 1 Jan 10 – 31 Dec 13

Motohiro Iida Executive director 1 Jan 10 – present

Marius George Burger Executive director 1 Jan 08 – 10 Jun 13

Andrew Philip Kirby Executive director 10 Jul 13 – present

Hisayuki Inoue Non-executive director 26 Jun 08 – 10 Jun 13

Toshiro Hidaka Non-executive director 10 Jun 13 – present

Sindisiwe Ntombenhle Mabaso-Koyana Non-executive director 1 Jan 10 – present

Keiji Masui Non-executive director 27 Jun 07 – 10 Jun 13

Masayoshi Shirayanagi Non-executive director 10 Jun 13 – present

Baldwin Sipho Ngubane Non-executive director 1 Jan 10 – present

Noluthando Dorian Bahedile Orleyn Non-executive director 1 Nov 04 – present

Yasushi Nakano Non-executive director 1 Jan 13 – present

Masaki Hosoe Alternate director to T Hidaka 1 May 12 – 31 Dec 13

Yu Asano Alternate director to T Hidaka 1 Jan 14 – present

Hirohisa Shibata Alternate director to M Shirayanagi 1 Jan 12 – present

Mikio Hirohashi Alternate director to Y Nakano 1 Jan 12 – present

TSAM board of directors
Name Position Service

Johannes Jacobus van Zyl President and CEO 1 Jul 93 – present

Masaaki Iwase TMC Div EVP: Manufacturing and 
Manufacturing Support Group

1 Jan 10 – 31 Dec 13

Motohiro Iida EVP: Chief Co-ordinating Executive 1 Jan 14 – present

Hitoshi Muramoto EVP: Chief Co-ordinating Executive 1 Jan 13 – present

Marius George Burger SVP: Corporate Admin 1 Jan 08 – 30 Jun 13

Andrew Philip Kirby SVP: Corporate Admin Group 1 Jul 13 – present

David Stephen Finch SVP: Manufacturing 1 Jan 11 – present

Calvyn Nicolaas Hamman SVP: Sales and Marketing 1 Jan 11 – present

Mikio Hirohashi TMC Senior Executive Co-ordinator: 
Finance

1 Jan 12 – present

Masakazu Morito TMC Div Senior Executive Co-ordinator: 
Corporate Admin

1 Apr 09 – present

Hirohisa Shibata TMC Div Senior Executive Co-ordinator: 
PCLD and Manufacturing

11 Nov 11 – present

Masaru Shimada TMC Div Senior Executive Co-ordinator: 
Sales and Marketing

1 Jan 10 – 31 Dec 13

Mitsunobu Hattori TMC Senior Executive Co-ordinator: 
Customer Service Parts

1 Jan 14 – present

Shinji Takabayashi TMC Div Senior Executive Co-ordinator: 
Manufacturing

10 Jun 11 – present

Nigel Grahame Ward SVP: MSG Group 1 Jan 11 – present
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Committees

Our boards are supported by a set of board and executive committees that address specific strategic 

issues and functions. 

Remuneration Committee
The Remuneration Committee comprises members from both TMC and TSAM, reports to the TSA board and meets as 
and when necessary. Its mandate is to ensure that remuneration policies attract and retain critical skills, align with the 
company’s strategy and drive performance. During the year, a newly formed Succession Planning Committee supported the 
Remuneration Committee in building a strong talent pipeline through incentivisation and development. 

Name Position Service

Hitoshi Muramoto EVP: Chief Co-ordinating Executive 1 Jan 13 – present

Johannes Jacobus van Zyl President and CEO 1 Jul 93 – present

Masaaki Iwase TMC Div EVP: Manufacturing and 
Manufacturing Support Group

1 Jan 10 – 31 Dec 13

Motohiro Iida EVP: Chief Co-ordinating Executive 1 Jan 14 – present

Marius George Burger SVP: Corporate Admin 1 Jan 08 – 31 May 13

Andrew Philip Kirby SVP: Corporate Admin Group 1 Jun 13 – present

Masakazu Morito TMC Div Senior Executive Co-ordinator: 
Corporate Admin

1 Apr 09 – present

The role of our non-executive directors
TSAM’s non-executive directors bring unique and diverse breadth of experience to its board. They also add an 
independent perspective to the oversight of the company. 

Thandi Orleyn brings a profound legal background as well as experience garnered through leadership roles related to 
conflict resolution, community initiatives and the private sector. 

Sindi Mabaso Koyana has demonstrated excellence in financial leadership through executive roles in the mining 
and industrial sectors. She is passionate about empowering women and was named one of the country’s 20 most 
powerful business women by the Financial Mail.

Dr Baldwin Sipho Ngubane contributes significant political experience to TSAM’s board, having served as 
South Africa’s Minister of Arts, Culture, Science and Technology and the country’s Ambassador to Japan. Dr Ngubane 
also served as Chairperson of the South African Broadcasting Corporation until 2013.

Governance (continued)
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Audit, Corporate Compliance, Social and Ethics Committee
In line with the Companies Act, TSA extended the mandate of its Audit and Corporate Compliance Committee to include 
oversight of social and ethical issues in 2012. In addition to its previous responsibilities, the committee now oversees social 
and economic development, corporate citizenship, the environment, consumer relationships, labour and employment, 
the environment, health and public safety. Committee members are selected for their experience and knowledge and are 
kept informed by representatives from various areas of the business who provide updates on strategic issues. In 2013, the 
committee focused on issues related to social responsibility, employment equity, skills development and health services. 

Name Position Service Committee role

Noluthando Dorian Bahedile 
Orleyn

Non-executive director 
(Independent)

1 Nov 04 – present Chairperson

Toshiro Hidaka Non-executive director 10 Jun 13 – present Member

Yu Asano Alternate Director to T Hidaka 1 Jan 14 – present Alternate

Johannes Jacobus van Zyl Executive director 1 May 96 – present Member

Hitoshi Muramoto Executive director 1 Jan 13 – present Member

Marius George Burger Executive director 1 Jan 08 – 10 Jun 13

Andrew Philip Kirby Executive director 10 Jun 13 – present Member

Sindisiwe Ntombenhle 
Mabaso-Koyana

Non-executive director 
(Independent)

1 Jan 10 – present Member

Mikio Hirohashi TMC Senior Executive Co-
ordinator: Finance

1 Jan 12 – present Reporting

Jennifer Anne Mare GM: Corporate Affairs 
Department

1 Jan 03 – present Reporting

Tracey Collyer SM: Corporate Compliance 1 Mar 07 – present Reporting

Charmaine Reddy Company Secretary and 
Legal Adviser

1 Apr 06 – present Legal Reporting and 
Secretarial

TSAM executive committees
Our executive committees are in place to oversee the operations of the various TSAM divisions and functions. These include 
sales and marketing, manufacturing and corporate administration.
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Managing our risks
TSAM operates in a complex and ever-evolving business environment, and is therefore impacted by a 

wide array of risks and opportunities. These span topics such as labour, politics and the environment. 

Governance (continued)

We identify and respond to developments in our risk 
environment through a combination of vigilance and robust 
management processes. Our risk management approach 
is based on the following objectives:

•	 	Create	risk	awareness	and	understanding	at	all	levels	
throughout the organisation.

•	 	Instil	a	culture	of	risk	management	and	responsible	
ownership at all staff levels.

•	 	Engage	and	manage	risks	well	within	the	group’s	
risk appetite.

•	 	Embed	risk	management	in	the	way	the	business	
is run.

•	 	Comply	with	appropriate	risk	management	practices	in	
line with corporate governance guidelines.

TSAM’s risk exposure is monitored and managed by TSA’s 
Risk Management Committee. It comprises experts in all 
critical Toyota Business Processes and reports directly to the 
Audit, Corporate Compliance, Social and Ethics Committee.

Building and maintaining our risk register
TSAM first compiled its risk register in 2010 through 
executive engagement and the support of an external 
consultant. All identified risks were classified according 
to likelihood as well as potential monetary, safety or 
reputational impact. The committee then considered the 
controls in place to mitigate each risk and the remaining 
exposure (‘residual risk’) formed the basis of selecting the 
areas of focus for the Risk Management Committee.

Each quarter, the committee meets to review the key 
risks and assess the integrity of their control systems, 

ensuring the effective management of the risk policies 
and strategies. Any emerging risks or areas of concern 
are raised by members and discussed. When necessary, 
a relevant expert is tasked with conducting a deeper 
analysis, rating or rerating the risk and developing a 
mitigation strategy. Formal feedback is given through an 
updated risk register which is presented to the Audit, 
Corporate Compliance, Social and Ethics Committee. 
In addition, the Risk Management Committee conducts 
a formal re-assessment of the entire risk register on an 
annual basis. Emerging risks are part of the quarterly 
assessment and annual assessment.

In 2013, the committee escalated a number of existing 
risks on its register. These included:

•	 	Labour risk: The rating for labour risk rose substantially 
before and during wage negotiations, as well as during 
the resulting industrial action. In response, we initiated 
a targeted communications strategy and labour risk 
forum to share information with our stakeholders.

Some risks were new to the register in 2013 and were 
identified through careful consideration of future scenarios 
and emerging issues with a potential to impact our 
business as well as our business partners. These included:

•	 	Stable supply of water: We believe that South Africa 
could experience water shortages in the coming years. 
Many of our production processes require significant 
quantities of water, so we are working to understand 
the implications and continue to explore ways to reduce 
our consumption and improve our ability to capture and 
reuse water from our various processes.
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GRI Index

Indicator Description Comment Reference
1. Strategy and analysis
1.1 Statement from the most senior decision-maker of 

the organisation. 
Chief executive officer’s message 
(Page 3)

2. Organisational profile
2.1 Name of the organisation Toyota South Africa Motors 

(Pty) Ltd
 

2.2 Primary brands, products, and/or services Toyota, Hino and Lexus 
vehicles

An introduction to Toyota 
South Africa Motors (Page 4)

2.3 Operational structure of the organisation An introduction to Toyota 
South Africa Motors (Page 4)

2.4 Location of organisation’s headquarters Toyota Building
Stand 1
Wesco Park
Sandton 2146

An introduction to Toyota 
South Africa Motors (Page 4)

2.5 Number of countries where the organisation 
operates

South Africa  

2.6 Nature of ownership and legal form An introduction to Toyota 
South Africa Motors (Page 4)

2.7 Markets served South Africa, Namibia, 
Lesotho Swaziland and 
Botswana

An introduction to Toyota 
South Africa Motors (Page 4)

2.8 Scale of the reporting organisation An introduction to Toyota 
South Africa Motors (Page 4)

2.9 Significant changes during the reporting period 
regarding size, structure or ownership

No significant changes 
during the reporting period

 

2.10 Awards Awards and accolades (Page 10)
3. Report parameters
3.1 Reporting period 2013 financial year, 

spanning 1 April 2013 to 
31 March 2014

3.2 Date of most recent previous report The previous sustainability 
report covered the 2012 
financial year, running 
from 1 April 2012 to 
31 March 2013

3.3 Reporting cycle Annually
3.4 Contact point for the report About this report (Inside front 

cover)
3.5 Process for defining report content About this report (Inside front 

cover)
Toyota Global Vision (Page 1)

3.6 Boundary of the report About this report (Inside front 
cover)

3.7 Specific limitations on the scope or boundary of the 
report

None  

3.8 Basis for reporting on joint ventures, subsidiaries, 
leased facilities, outsourced operations and other 
entities that can significantly affect comparability

This report is limited to 
TSAM’s wholly-owned 
operations

3.10 Explanation of the effect of any restatements of 
information provided in earlier reports, and the 
reasons for such restatement

None  

3.11 Significant changes from previous reporting periods 
in the scope, boundary or measurement methods 
applied in the report
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Indicator Description Comment Reference
3.12 Table identifying the location of the standard 

disclosures in the report
GRI Index (Page 71) 

4. Governance, commitments and engagement
4.1 Governance structure of the organsation, including 

committees under the highest governance body 
responsible for specific tasks, such as setting 
strategy or organisational oversight

Board and committees (Page 66)

4.2 Indicate whether the Chair of the highest 
governance body is also an executive officer

The TSAM Chairman, 
Dr Van Zyl, is also the 
President and CEO

 

4.3 Number and gender of members of the highest 
governance body that are independent and/or non-
executive members

TSA board of directors (Page 67)
TSAM board of directors 
(Page 67)

4.4 Mechanisms for shareholders and employees 
to provide recommendations or direction to the 
highest governance body

Employees may deliver 
input directly to the board 
in periodic executive and 
cross-functional meetings

4.8 Internally developed statements of mission or 
values, codes of conduct, and principles relevant to 
economic, environmental and social performance 
and the status of their implementation

Governance (Page 64)

4.9 Procedures of the highest governance body for 
overseeing the organisation’s identification and 
management of economic, environmental and 
social performance

Board and committees (Page 66)

4.14 List of stakeholder groups engaged by the 
organisation

Toyota Global Vision (Page 1)

4.15 Basis for identification and selection of stakeholders 
with whom to engage

Toyota Global Vision (Page 1)

STANDARD DISCLOSURES PART III: Performance Indicators
Economic
Market presence
EC6 Policy, practices and proportion of spending on 

locally-based suppliers at significant locations of 
operation

Suppliers: Localisation (Page 41)

Environmental
Energy
EN5 Energy saved due to conservation and efficiency 

improvements
Emissions reductions (Page 55)

Water
EN8 Total water withdrawal by source Water (Page 56)
Biodiversity
EN11 Location and size of land owned, leased, managed 

in, or adjacent to, protected areas and areas of 
high biodiversity value outside protected areas

Our National Parts 
Distribution Centre is 
adjacent to a wetland 
conservation area

Emissions, effluents and waste
EN16 Total direct and indirect greenhouse gas emissions 

by weight
Emissions reductions (Page 55)

EN18 Initiatives to reduce greenhouse gas emissions and 
reductions achieved

Emissions reductions (Page 55)

GRI Index (continued)
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Indicator Description Comment Reference
EN22 Total weight of waste by type and disposal method Waste is normalised 

against the number of units 
manufactured

Waste (Page 57)

Transport
EN29 Significant environmental impacts of transporting 

products and other goods and materials used 
for the organisation’s operations and transporting 
members of the workforce

Emissions reductions (Page 55)

Social: Labour practices and decent work
Labour/management relations
LA4 Percentage of employees covered by collective 

bargaining agreements
Trade unions (Page 25)

Occupational health and safety
LA7 Rates of injury, occupational diseases, lost days, 

and absenteeism, and number of work-related 
fatalities by region and by gender

Safety (Page 32)

LA8 Education, training, counselling, prevention, 
and risk-control programmes in place to assist 
workforce members, their families, or community 
members regarding serious diseases

Health and wellbeing (Page 35)

Training and education
LA11 Programmes for skills management and lifelong 

learning that support the continued employability 
of employees and assist them in managing career 
endings

Training and development 
(Page 27)

Social: Society
Local communities
SO1 Percentage of operations with implemented local 

community engagement, impact assessments and 
development programmes

Our community investment 
is focused in Durban 
and Sandton, our two 
operational sites

Community support (Page 47)

Public policy
SO5 Public policy positions and participation in public 

policy development and lobbying
Legislation, regulation and 
standards (Page 65)

Social: Product responsibility 
Product and service labelling
PR5 Practices related to customer satisfaction Ensuring customer satisfaction 

(Page 13)
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