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Effects of the Recall:  
Insight from the Minds of Toyota Owners  

Dave Abbruzese, Stephanie Diaz, Yaday Velazco, Sarah Byrne 

 

 

PURPOSE:  
 

The recall has had obvious ramifications on consumer perception of the Toyota brand 

concerning safety, reliability and ethics. We wanted to understand the effects of the recall in 

the minds of current Toyota owners and gain perspective on customer loyalty, concerns and 

values. Before the interviews were conducted we developed three objectives to help guide the 

interviews and support our purpose. 

 To gauge consumer perception of Toyota before the recall 

 To gauge consumer perception of Toyota after the recall 

 To understand what consumers look for when shopping for a car 

 

 

METHODOLOGY:  
 

Our study was conducted through a series of personal interviews with current Toyota 

owners who may or may not have been affected directly by the recall. The people interviewed 

were chosen because they all currently drive a Toyota and had an opinion on the recall 

situation. 

  

Interviewer: Stephanie Diaz  

Subject: Bryan Higgins  

Subject‟s vehicle: 2002 Toyota Rav4  

Interview date: March 23, 2010 

Interview length: 1 min 50 secs 

Recorded with Voice Memo program on the Iphone, converted to mp3 format via zamzar.com 

and uploaded to blog on stephanielinadiaz.wordpress.com  

 

Interviewer: David Abbruzese  

Subject: Taylor Moskowitz  

Subject‟s vehicle: 2007 Toyota Prius  

Interview date: March 23, 2010  

Interview length: 4 min 11 secs 

Recorded with Audacity and converted with LAME to mp3 format and uploaded to blog on 

dabbruzese89.wordpress.com  

 

Interviewer: Yaday Velazco  

Subject: Nick Bennett 
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Subjects vehicle: 2003 Camry LE 

 

 

 

Interview date: March 24, 2010 

Interview length: 1min 47 secs 

Recorded with Voice Memo program on the Iphone, converted to mp3 format via LAME and 

uploaded to blog on yadayv.wordpress.com 

 

Interviewer: Sarah Byrne 

Subject: Chase Kosterlitz 

Subjects vehicle: 2005 Camry 

Interview date: March 24, 2010 

Interview length: 1 min 24 secs 

Recorded with audacity and converted with LAME to mp3 format and uploaded to blog on 

sarahbyrne.wordpress.com 

 

RESULTS: 
Consumer perception on Toyota before the recall: 

 Consumer perception before the recall was that Toyota was a reliable, 

affordable, and had a good reputation 

o “I bought my Toyota because my family has been buying Toyotas for years and 

we find them to be highly reliable vehicles.” – Bryan Higgins 

o “The number one thing that I was looking for was a car that was affordable, 

because I am a college student,. I also think that a good reputation is mandatory 

because sometimes people that pay less for cars don‟t get as good quality.” – 

Taylor Moskowitz 

o “I bought my Toyota.. well my mom knows a lot about Toyotas, and most of them 

get really good gas mileage. And the interior are real nice and „roomie‟.” – Nick 

Bennet 

 

Consumer perception on Toyota after the recall: 

 Consumer perception after the recall was that Toyota’s reputation would not be 

hurt by the recent recall and that cars could still be trusted. 

o “You get your money‟s worth for them, if not more. As long as again, you stay on 

top of the maintenance I‟ve seen Toyotas that can run for 300,000 miles so long 

as you stay on top of the recommended maintenance.” – Bryan Higgins 

o “I would say Toyotas are good cars overall, they all get go gas mileage, they are 

safe, and Toyota‟s sweet.” – Nick Bennett 

o “I would recommend them. They‟re good cars. The companies a good to deal 

with” – Chase Kosterlitz 
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What consumers look for when shopping for a car: 

 Consumers look for things like high gas mileage, reliability, reputation of the 

dealer, affordability and a spacious interior. 

o “I knew I wanted a car with four doors. Another thing I wanted was comfort, both 

for me and for my friends that are riding in the car with me, and I also wanted 

something that had low monthly payments, under $300.” – Taylor Moskowitz 

o “Just reliable, cheap, something you don‟t have to worry too much about.” – 

Bryan Higgins 

o “When I‟m buying a car, good gas mileage is a big thing because of the economy, 

and trunk space is defiantly a big thing.” – Nick Bennett 

 

 

CONCLUSION: 
 

 After conducting the interviews and reviewing the information that we received, we 

have found that although Toyota did not perform admirably during the recall, their history of 

reliable and affordable cars will not affect their brand loyalty or consumer base significantly. 

Two interview subjects admitted that Toyota messed up with their response and handling of 

the recall, but they still felt confident in their cars and could see themselves buying a Toyota 

in the future, and even recommending them to other car consumers. One of the interview 

subjects did say that the recent recall made her question the brand, and that she would 

consider leaving for another dealer once her lease was up. We found that the positives that 

Toyota offers its consumers, such as high miles-per-gallon and affordability out-weighed the 

negativity that the recall has uncovered. We would recommend that Toyota makes sure that 

they take care of all the current issues in their cars, and makes sure that in the future they 

double check the performance of their cars, because if they have another recall issue, their 

brand equity could take a larger hit. 

 

 

APPENDICES:  
 

1. Interview Guide 

2. Interview with Taylor Moskowitz 

3. Interview With Bryan Higgins 

4. Interview with Nick Bennett 

5. Interview With Chase Kosterlitz 

 

1. Interview Guide: 

 
1. What made you want to buy your Toyota? 

2. What qualities do you look for when you buy a car? 

3. Did you ever have any problems with your Toyota? 
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4. 

How has the recall affected your feelings for buying another Toyota in the future? 

 

 

 

5. How do you think Toyota handled the recall? 

6. If you could recommend any advice to Toyota what would it be? 

7. If you could give insight as a Toyota owner to a person looking to buy a car what would       

    you say? 

 

  

2. Interview with Taylor Moskowitz 
 

Dave: What model Toyota do you drive? 

 

Taylor: I currently drive a 2007 Prius 

 

Dave: What made you want to buy a Toyota? 

 

Taylor: The number one thing that I was looking for was a car that was affordable, because I 

am a college student,. I also think that a good reputation is mandatory because sometimes 

people that pay less for cars don‟t get as good quality. 

 

Dave: When you were shopping for your car, what specific qualities were you looking for? 

 

Taylor: I knew I wanted a car with four doors. Another thing I wanted was comfort, both for 

me and for my friends that are riding in the car with me, and I also wanted something that had 

low monthly payments, under $300.  

 

Dave: When you say comfort, what specifically does that mean to you? 

 

Taylor: I really wanted something spacious, like I said a spacious backseat for my passengers. 

I also couldn‟t afford leather interior, but I wanted interior cloth that was comfy and plush. 

 

Dave: Did you ever have any problems with your Prius prior to Toyota‟s recall? 

 

Taylor: Not really. I never had anything major, but I did have to get my tires re-aligned once 

because my car was drifting while I was driving so I got that taken care of. 

 

Dave: How has the recall affected your feelings for buying another Toyota in the future? 

 

Taylor: After the recall, I personally don‟t think I can trust Toyota anymore, just because of 

the things I‟ve heard and experienced. When my lease is up, around June, I will probably 

moving on and getting another car with another company.  

 



 

 5 

QuickTime™ and a
TIFF (Uncompressed) decompressor

are needed to see this picture.

Dave: How do you think Toyota handled the recall situation, with their apology and 

everything? 

 

 

 

Taylor:  I think that they should definitely have stepped up and taken initiative sooner than 

they did. They definitely did not take responsibility when they are supposed to. 

 

Dave: Did you hear about their apology at all? 

 

Taylor: I mostly heard about the recall and that they failed to apologize, but ultimately in the 

end they got backed into a corner and apologized. 

 

Dave: If you could recommend any advice to Toyota, what would you tell them? 

 

Taylor: I would tell Toyota that they need to be more honest with their customers and when 

they encounter problems, they need to tell them right away instead of making excuses for the 

issues that they come across. 

 

Dave: If you could give insight as a Toyota owner to another person that is looking to buy a 

car right now, what would you tell them? 

 

Taylor: Depending on the car that they‟re interested in, I would say that they need to look up 

the history and speak to the previous people that owned the cars to get information and 

instead of just jumping into a Toyota, find out what they are all about.  

 

Dave: Would you recommend a Toyota to someone? 

 

Taylor: After the latest recall I probably would not because there are other car companies that 

haven‟t had major issues and if they did have issues, they took care of them in a much better 

way.  

 

3. Interview with Bryan Higgins 

 

Stephanie: What made you want to buy your Toyota? 

 

Bryan: I bought my Toyota because my family has been buying Toyotas for years and we find 

them to be highly reliable vehicles. 

 

Stephanie: What qualities do you look for when you buy a car? 

 

Bryan: Again, the same thing that my family carries. Just reliable, cheap, something you don‟t 

have to worry too much about. 

 

Stephanie: Have you ever had any issues with your Toyota? 
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Bryan: Just minor mechanical ones, things that really weren‟t my fault. I mean, not any sort of 

serious recalls but just minor glitches. 

 

Stephanie: Has the recall affected your feelings about maybe buying another Toyota in the 

future? 

 

Bryan: Absolutely not… 

 

Stephanie: … Any reason for that? 

 

Bryan: I mean again, we‟ve been buying them for years. I‟ve worked at a Toyota dealership. 

I‟ve gotten to see all the types of cars; I just put full trust in them. 

 

Stephanie: Alright, how do you think Toyota handled the recall? 

 

Bryan: I think they could have gone at it a little better. I feel like they probably hid some 

things they shouldn‟t have. I definitely think it could have been handled better but, oh well 

it‟s in the past; they learned. Fix it. Don‟t let it happen again. 

 

Stephanie: If you could recommend any advice to Toyota what would it be? 

 

Bryan: [laughs] Don‟t lie? 

 

Stephanie: [laughs] That‟s good. 

 

Bryan: I don‟t know, just do it right. 

 

Stephanie: If you could give insight as a Toyota owner to a person looking to buy a car what 

would you say? 

 

Bryan: I‟d say they‟re… You get your money‟s worth for them, if not more. As long as again, 

you stay on top of the maintenance I‟ve seen Toyotas that can run for 300,000 miles so long 

as you stay on top of the recommended maintenance. 

 

Stephanie: Okay, thank you. 

 

Bryan: No problem. 

 

4. Interview with Nick Bennett 

 

NB:  My name is Nick and I have 2003 Toyota Camry LE. 
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YV: What made you buy a Toyota? 

 

NB: I bought my Toyota.. well my mom knows a lot about Toyotas, and most of them get 

really good gas mileage. And the interior are real nice and “roomie”. 

 

YV: What qualities do look for when buying a car? 

 

NB: When I‟m buying a car, good gas mileage is a big thing because of the economy, and 

trunk space is defiantly a big thing. 

 

YV: Have you ever had any problems with your Toyota? 

 

NB: Nothing major, my breaks squeak every now and then, but other than that everything is 

good. 

 

YV: Has the recall affected your feelings for buying another Toyota in the future? 

 

NB: No, not really. It seems like with what happened, they got the word out really fast and 

they took care of the problem, so that‟s good. 

 

YV: So your car did not get recalled? 

 

NB: No my car did not get recalled. 

 

YV: How do you think Toyota handled the recall? 

 

NB: I think they did as best as they could, they got the word out fast. And then if your car did 

get recalled, they took care of it fast. 

 

YV: If you could recommend any advice to Toyota, what would it be? 

 

NB: I would tell the engineers to make sure they double check everything, because if they 

have any more recalls it could be really bad for Toyota‟s name. 

 

YV: If you could give insight as a Toyota owner to a person looking to buy a car, what would 

you say? 

 

NB: I would say Toyotas are good cars overall, they all get go gas mileage, they are safe, and 

Toyota‟s sweet. 
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5. Interview with Chase Kosterlitz 

 

SB: What made you want ot buy your Toyota? 

 

 CK: I heard they are really good cars, they seem like they are dependable. A lot of times 

people don‟t have problems with them. 

 

SB: What Qualities do you look for when you buy a car? 

 

CK: Good gas mileage and just easy to drive. 

 

SB: Did you ever have any problems with your Toyota before the recall? 

 

 CK: No, it‟s been fine. 

 

SB: How has the recall affected your feelings for buying another Toyota in the future? 

 

CK: I don‟t really care because I haven‟t had any problems with mine and I think the media is 

just over doing it. 

 

SB: How do you think Toyota handled the recall? 

 

CK: Pretty good. I didn‟t follow it that much, but it seems like they took care of what they 

needed to do to make their customers happy. 

 

SB: If you could recommend any advice to Toyota what would it be? 

 

CK: Keep doing what they are doing. Obviously check their gas pedals a little bit better 

before they send them out. 

 

SB:If you could give insight as a Toyota owner to someone looking to buy a car, what would 

it be? 

 

CK: I would recommend them. They‟re good cars. The companies a good to deal with 

 


