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Purpose and Objectives 
 



The purpose of our interview project was to research and determine the reaction of Toyota car 

owners to the recall.  

 

We established three objectives to be explored in this project: 

 

 The initial impression of the Toyota brand before the recall. 

 The awareness and knowledge of the recall crisis. 

 The current impression of the Toyota brand after the recall. 

 

 

Methodology 
 

The method of research was a personal interview. We each interviewed one person for a total of 

three interviews. We identified Toyota owners falling under different demographics: young adult, 

adult and elderly.  

 

Interview participants included: 

  

 Dana of New Port Richey, Fla. 

A 22-year-old student at the University of South Florida, working towards a bachelor’s 

degree in psychology  

 Diana of Dunedin, Fla. 

A 50-year-old interior designer  

 Cliff and Elaine of Winter Haven, Fla. 

Both 75-years-old and retired, but Cliff works for a local retailer and Elaine volunteers at a 

local school 

 

Each interview was conducted at the residence of the participant and took place between March 8 

and March 17. Each participant was asked the same eight questions regarding impression of the 

brand, awareness and knowledge of the recall, and the impact felt after the recall. Each interview 

lasted from two to four minutes. 

 

Multiple technology programs were used to support the interviews and retain as audio files. Both 

Dana and Diana were recorded using Audacity, a free online audio recorder and editor. Cliff and 

Elaine were interviewed using the iPhone Voice Memo App. All audio files were converted to MP3 

format for upload to a blog. 

 

 

 

Results 
 

Initial impression of the Toyota brand before the recall 



 

The Toyota brand had a generally positive impression among Toyota owners before the recall crisis. 

Owners believed Toyota cars to be reliable and they were very satisfied with their Toyota 

experiences prior to the recall crisis. 

 

 “I've always known Toyota cars as being reliable and well-made.”– Dana 

  “I thought they do a great job of branding with their products and even the Toyota emblem 

is very recognizable so I think they do a really good job of that.”– Diana 

 “Superior [impression].” – Cliff 

 

Awareness and knowledge around the recall 

 

Toyota owners mostly gained knowledge about the recall through the media. Toyota owners 

became aware of the crisis at different stages, and with very little communication from Toyota 

directly. None of the interview participants had cars that were on the recall list. 

 

 “It was all over the news. The recall was such a huge story.”– Dana 

 “Television. All over the news.” – Elaine  

 “Just through the media, on the radio.” – Diana  

 

Toyota owners had a good understanding of the recall impact on them. 

 

 “Luckily my car wasn't one of the models with a problem so it didn't personally affect me. “ 

– Dana   

 “My car wasn’t affected.” – Cliff 

 “I didn’t feel much impact to me because I don’t have one of the models that’s in the 

recall.” – Diana  

 

Toyota owners had a negative impression of how the brand handled the situation. 

 

 “I didn't know how Toyota responded to the crisis at first. I know they recalled millions of 

cars, but I am still hearing that there are more problems and that the situation hasn't been 

fully taken care of.” – Dana 

 “I think they were hesitant really. For the people that got affected by it, they got hurt a little 

bit.” – Cliff 

 “I think they were slow to respond.” – Diana  

Current impression of the Toyota brand after the recall 

 

The Toyota recall has changed how Toyota owners feel about the brand, leaving many with a less 

positive impression. 

 



  “I am a little more skeptical about buying a Toyota next time because of how large the 

recall crisis was. “ – Dana 

 “I think Toyota could have handled the crisis a little better. I heard about cars being 

recalled, fixed, and then the problem still occurring.” – Dana 

 “I would probably not buy another Toyota right now.” – Cliff 

 

Conclusion 
 

After interviewing current Toyota owners and analyzing the results, we have a better idea of owners’ 

feelings about Toyota prior to the recall, about the recall and as a result of the recall. It has made 

an impact on Toyota owners and their impression of the brand.  

 

Our research suggests that most Toyota owners had a positive impression of Toyota prior to the 

recall. However, their impression has changed after the recall crisis. Many owners developed a 

negative perception of Toyota based on the company’s actions in handling the recall. They felt 

Toyota was slow to respond and could have better handled the situation. However, it does seem 

that some people who may be categorized as "Toyota Loyalists," have not let the recall affect their 

opinion about Toyota or their products.  

 

None of the Toyota owners we interviewed had models affected by the recall, but because the crisis 

was large and a threat to consumer safety, some are skeptical about buying a Toyota next time. 

Ultimately, the recall crisis has changed the way consumers view the Toyota brand and its products.  

 

We suggest that Toyota take a more proactive approach in communicating with its customers in the 

future. Toyota should make an effort to inform before information is communicated through the 

media. An immediate and transparent explanation to all customers – even those not impacted, 

would have resulted in a more positive impression.  
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A 

Interview Guide 



 

Purpose: 

To find out the reaction of Toyota car owners to the recall crisis. 

 

To objectives of this research study are: 

 

1. To determine initial impression of the Toyota brand before the recall. 

2. To determine awareness and knowledge of the recall crisis. 

3. To determine current impression of the Toyota brand after the recall. 

 

The following interview questions will be used: 

 

1. Why did you choose Toyota? 

2. What was your impression of Toyota's brand and product before the recall? 

3. How did you find out about the recall? 

4. What do you think about how Toyota responded to the crisis? 

5. What information did you learn as a result of the recall? 

6. What kind of impact did you feel as a result of the recall? 

7. What was your impression of Toyota's brand and product after the recall? 

8. Would you still buy Toyota? Why or why not? 

 

 

 

 

B 

Holly Morris Audio Transcript 

HOLLY: Hi, my name is Holly Morris and I am going to be interviewing Dana, a senior at USF. She drives a 

2004 Corolla and has owned a Toyota for five years. 

HOLLY: So Dana, why did you choose Toyota? 

DANA: Well, I've always known Toyota cars as being reliable and well-made. A used Corolla was an 

affordable option for me at the time. 

HOLLY: What was your impression of Toyota's brand and product before the recall? 



DANA: I've always heard of Toyotas as having a pretty consistent reputation. I meet many people that are 

happy with their Toyota and continue to buy them. I have owned my car for five years and I have yet to have 

any complaints. 

HOLLY: So, how did you find out about the recall? 

DANA: Well, it was all over the news. The recall was such a huge story. People never expected Toyota, of all 

brands, to have such a huge crisis on their hands. 

HOLLY: What do you think about how Toyota responded to the crisis? 

DANA: To be completely honest, I didn't know how Toyota responded to the crisis at first. I know they 

recalled millions of cars, but I am still hearing that there are more problems and that the situation hasn't 

been fully taken care of. Toyota should make sure their customers are safe more than anything. 

HOLLY: What information did you learn as a result of the recall? 

DANA: I learned that reputation doesn't mean everything. Even thought Toyota had years and years of good 

customer feedback, their cars still ended up having problems that affected millions of people. 

HOLLY: What kind of impact did you feel as a result of the recall? 

DANA: I definitely was surprised to hear of the recall, but luckily my car wasn't one of the models with a 

problem so it didn't personally affect me.    

HOLLY: What was your impression of Toyota's brand and product after the recall? 

DANA: I think Toyota could have handled the crisis a little better. I heard about cars being recalled, fixed, 

and then the problem still occurring. That isn't a very comfortable feeling. I still believe, however, that Toyota 

cars have a lot of positives and that they will eventually bounce back from the crisis.    

HOLLY: Would you still buy Toyota? Why or why not? 

DANA: I am a little more skeptical about buying a Toyota next time because of how large the recall crisis was. 

I am not going to rule them out completely, but I am going to look into other brands that have a good 

reputation as well.  

HOLLY: Ok, thanks Dana. I appreciate your time. 

 

C 

Melissa Silvia Audio Transcript 



Interviewer: Melissa Silvia 

Interviewee: Cliff and Elaine of Winter Haven, Fl 

 

MELISSA: The first question is why did you choose a Toyota when you bought the Toyota you now own? 

CLIFF: Because consumer reports rated it as one of the highest cars in that class.  

ELAINE: Exactly. And I wanted a Volvo, and I couldn’t get a Volvo so we went to Toyota. Besides, Cliff – our 

son, had a Toyota and very good results with it and has still got it.  

MELISSA: What was your impression of Toyota as a brand, and their products, before the whole recall thing 

happened? 

CLIFF: Superior. 

ELAINE:  Very good impression. 

MELISSA: How did you find out about the recall? 

CLIFF: The paper – because my car wasn’t affected.  

ELAINE: Television. All over the news. 

MELISSA: What do you think about how they responded to or handled the recall crisis? 

CLIFF: Probably a little slow. I think they were hesitant really.  

ELAINE: They’re picking up, though. 

CLIFF: For the people that got affected by it, they got hurt a little bit. 

MELISSA: What information did you learn as a result of the recall? Did you get any notifications or any 

information that you learned? 

ELAINE: We didn’t get nothing, did we? 

MELISSA: What, if any, impact, did you feel as a result of the recall? 

CLIFF: None in my case. 

ELAINE: No. 

MELISSA: And that’s because you weren’t – your vehicle wasn’t part of the recall? 

ELAINE: Probably. 

CLIFF: Yeah. 



MELISSA: After the recall has now happened, what is your impression of the Toyota brand and product now? 

Has it changed at all? 

CLIFF: A little bit. If they had been more up front with the customers. I would probably not buy another Toyota 

right now. 

MELISSA: Well that’s the last question. Moving forward, would you still buy another Toyota if you purchased 

another car? 

CLIFF: I don’t think so. I think other cars out there are just as well. Honda’s a fine car.  

ELAINE: I guess that ended your too. 

MELISSA: Do you have any other thoughts? 

ELAINE: The only thing – the [Toyota] car that we have right now – we get excellent gas mileage with it. 

CLIFF: Superior really.  

ELAINE: Knock wood, we have not had any – 

CLIFF: 39 miles [per gallon] sometimes going up to see Cliffy [our son].  36 on average. 

MELISSA: That’s way above what the average is? 

ELAINE: The older it is, the more mileage we get. 

CLIFF: It’s recommended 32 when we bought the car. We’ve always gotten more than that. That’s one factor 

we’d probably have to consider for buying something else. I’d hate to drop down to 25 or 30 miles to the 

gallon. 

 

D 

Stephanie Wielinski Audio Transcript 

STEPHANIE: Ok, this is Stephanie, and please state your name, your age and your ethnicity. 

DIANA: Diana Wielinski and I am 50 and I am a white female, I guess that’s good enough. 

STEPHANIE: okay, how long have you owned a Toyota? 

DIANA:  Well my first Toyota was in 1994.  

STEPHANIE: okay and what car do you currently drive?  

DIANA: I drive a 2004 Toyota Avalon. 

STEPHANIE: okay, so why did you choose Toyota? 



DIANA: Well the big reason was dependability. I used to have American cars and I had so many problems 

with them and kind of got tired of you know all the problems and breaking down. And I really liked the style 

of the Toyota when I first bought my first Toyota, it was a Camry. And I drove it, it had over 100,000 miles on 

it when I sold it. And I got another one and then I’ve always bought another one. I’ve never had any problems. 

STEPHANIE: What was your impression of Toyota’s brand and product before the recall? 

DIANA: I thought it was great. I thought they do a great job of branding with their products and even the 

Toyota emblem is very recognizable so I think they do a really good job of that. 

STEPHANIE: How did you find out about the recall? 

DIANA: Actually just through the media, on the radio. Since I have an older car it’s not one that you know I 

would get a notice for. 

STEPHANIE: What do you think about how Toyota responded to the crisis? 

DIANA: I think they were slow to respond but being a foreign automobile company, they probably don’t 

realize how the American people perceive problems. And I think the Japanese culture is totally different from 

our culture. So in my opinion I don’t think they were aware of you know the impact plus from what I have 

heard the recall there aren’t as many instances as the number of cars out there on the road so it’s probably 

you know 1 in I don’t know thousands that have a problem. 

STEPHANIE: What information did you learn as a result of the recall? 

DIANA: Well I just learned about the problems basically, that’s about it. 

STEPHANIE: What kind of impact did you feel as a result of the recall? 

DIANA: I didn’t feel much impact to me because I don’t have one of the models that’s in the recall. 

STEPHANIE: What was your impression of Toyota's brand and product after the recall? 

DIANA: My opinion hasn’t changed, so. 

STEPHANIE: Would you still buy a Toyota? 

DIANA: Absolutely. 

STEPHANIE: Why? 

DIANA: Just because I have always had good luck with it and they’ve always fixed any problem I ever have 

had, which were minimal. I think they’ll resolve the problem. 

 


