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Abstract. This paper examines the case of Toyota’s management of the crisis it faced during the last quarter of
2009 which necessitated the withdrawal of a large numbers of cars globally, especially in the U.S. market. This
crisis has serious implications for both the company and the Japanese economy. In this context, this paper presents
an analysis and assessment of this event; extrapolated from the views of researchers and observers about the causes
and handling of this crisis by Toyota and content analysis of the writings about the crisis.

One of the main findings of the research is that Toyota was successful in managing the crisis by implementing a set
of successive strategies which are: the venting strategy to ease the crisis; the penetration strategy to understand the
components of the crisis and its causes and motives; the fragmentation strategy to decompose the high impact crisis
into small pieces to deal with; and finally the gripping strategy of the domestic U.S. operations to tighten control,
stimulate the participation of workers, increase their loyalty to maximize productivity, and improve company
performance.

Although there are signs of success, Toyota’s reputation and market share in the U.S. have suffered. Probably
the biggest failure is the weak response to early warning signals about the technical problems which the company
initially denied. The company started dealing with the crisis on faulty assumptions which lead to a course of
actions to treat the symptoms, not the root cause which is management-related. Large losses were evident but that
could have been minimized.

The main recommendations of this paper to deal with crisis that multinational corporations face is the need to
balance between the elements of quality, technical and international expansion and the needs and desires of
customers. Also, it is imperative that three components are in place to manage crisis: proper information systems,

flexible plans to deal with all possible situations, and effective methods for decision-making.






