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QUALITY
Mazda enriches the lives of its customers by providing products and services that reflect steady and

uncompromising work.

Items FY March 2019 targets FY March 2019 results
Self-

assessment FY March 2020 targets
ISO 26000

core subjects

Quality

Establish a quality assurance system that 
covers production sites in Japan and 
overseas, ports and dealerships, to globally 
enable delivery of products of equal quality.

Introduced a vehicle evaluation (MQIC) system, in which quality 
comparison and improvement can be made using the same 
standards on a global basis. All the production sites (9 sites) 
completed the introduction of the system in FY March 2018. In 
addition, the system’s introduction into shipping ports in Japan 
and overseas was completed in FY March 2019. The system is 
also being introduced into major arrival ports.

○

Establish a quality assurance system that 
covers production sites in Japan and 
overseas, ports and dealerships, to globally 
enable delivery of products of the same 
quality.

6.7
Consumer 
issues
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COMMITMENT TO QUALITY

Spirit of Quality Policy 

Under its Corporate Vision, Mazda further advances the efforts it has made and 

promotes united collaboration among all areas, continuing to enhance Mazda’s 

unique value.

Approach to Quality Improvement

To deliver customers safety, trust and excitement through automotive lifestyles, 

Mazda makes Group-wide efforts based on the three principles below: 

1. Establishing quality for new products

2. Achieving quality that exceeds customer expectations

3. Cultivating human resources capable of considering and acting toward the 

happiness of customers

a a Mazda Quality Policy

Spirits of Quality Policy

Vision for Quality Assurance

Vehicle production based on the “100−1=0” belief

1. Establishing consistent quality from planning to production: 

“100−1=0” expresses Mazda’s strong desire to provide good quality to all customers, 

under the belief that for an individual customer, his/her vehicle is not one out of 100 

vehicles but the only one. Mazda pursues a kind of vehicle production that respects 

each vehicle as a certain customer’s “one-and-only,” and aims to achieve “zero 

defects.” Standing firmly on the basic principles and mechanisms of manufacturing, 

all related departments make consistent efforts to establish quality in all processes, 

from planning to production.

Initiative for the process to change “100−1=0” to “100+1”

2. Early detection and early solution of market problems

If an unpredictable problem arises in the market, it may result in loss of trust from 

customers (“100−1=0”). To avoid this, Mazda promotes quality assurance activities 

for the early detection and early solution of any trouble pointed out by customers.

3. Building special bonds with customers

Mazda aims to build special bonds of ever-lasting trust with its customers by 

keeping contact with customers in good faith and with a sense of commitment to 

them (“100−1” ⇒ “100+1”).

Mazda Quality Policy

To enrich the lives of our customers by 

providing products and services that reflect 

steady and uncompromising work.

1. Establishing consistent quality from planning 
to production

2. Early detection and early solution of 
market problems

3. Building special bonds with 
customers
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Recurrence prevention

Troubles pointed out by customers

100-1=0

100-1=0⇒100+1

100-1=0⇒100+1

P
D

A
C

Customer First
(Customer-Oriented)

Active Participation 
(Everyone, self initiative)

Process-Based 
Approach

Relationship Management 
(Interdependence)

Decision-Making 
Based on Objective 

Facts

Improvement

Leadership

③

② 

Our wish is to make our customers happy.③

We will continue to improve the work systems 
which our predecessors have established.

Each one of us will fulfill what we are supposed to do 
(Ensuring implementation of basic actions).

② 

①
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Mazda Quality Management System (M-QMS) 

To make faithful and unceasing efforts and constantly ensure quality in products, 

sales and after-sales services that can always satisfy the expectations and trust 

of customers, Mazda has established the Mazda Quality Management System 

(M-QMS) based on ISO 9001*1, and has applied it to the series of processes from 

product design and development to production, sales and after-sales services. In 

January 2018 Mazda acquired ISO 9001:2015 certification, which was revised in 

September 2016.

At overseas production sites, Mazda also promotes the establishment of systems 

that encourage local employees of new sites to make self-reliant efforts to improve 

quality, and encourages them to acquire ISO 9001, thereby promoting the quality 

improvement of Mazda vehicles, which are produced and sold worldwide.

1. Establishing Quality for New Products

To satisfy the diverse needs of customers and offer greater trust, joy and excitement, 

Mazda is engaged in establishing a consistent quality level to be assured at all stages 

from planning/development to the delivery of products to customers.

Establishing Stable Quality 

Not only to improve the performance and reliability of products but also to 

improve the quality of new technologies including the initiatives to address 

environment issues, Mazda is committed to “process assurance.” Process assurance 

is the approach of ensuring a consistent quality level at all stages from engineering 

(planning, product development) to manufacturing (purchasing, vehicle 

production, logistics, after-sales services). Based on the correct understanding 

of customer needs and expectations, the elements necessary to ensure each 

function/performance are identified. The Company has established a system to 

maintain and manage them in every stage from engineering to manufacturing.

Furthermore, to allow customers feel driving pleasure through its products, Mazda 

identifies the functions and performance that embody “driving pleasure” for each 

stage from before getting in the car to after starting driving, so as to enhance 

consistency in establishing quality.

Global Quality Assurance

To ensure the same quality on a global scale, Mazda has adopted the “global 

common” concept, under which overseas production sites establish the same 

quality by employing the same indicators, the same operations, and the same 

structures as those of the Mazda Head Office. With the aim of achieving and 

maintaining the same quality into the future, the roles and responsibilities of 

the Mazda Head Office and overseas production sites have been clarified for 

management. Mazda continuously organizes collective training for persons in 

charge of quality control of purchased parts or quality evaluation of finished 

vehicles to help deepen understanding of their roles and to encourage 

communication and opinion exchange by formulating a human resources 

development plan and other activities. In cooperation with Mazda North 

American Operations, Mazda is currently in the process of developing a quality 

assurance system toward the commencement of mass production at a new joint-

venture plant that will start operations in Alabama, the United States, in 2021.

c

b

d

b Acquisition of ISO 9000 series

＊1 International standard for product and after-sales service 
quality assurance

＊2 AutoAlliance (Thailand) Co., Ltd.
＊3 Changan Mazda Automobile Co., Ltd.
＊4 Changan Ford Mazda Engine Co., Ltd.
＊5 Mazda de Mexico Vehicle Operation
＊6 Mazda Powertrain Manufacturing (Thailand) Co., Ltd.
＊7 MAZDA SOLLERS Manufacturing Rus
＊8 Changan Mazda Engine Co., Ltd.

■ 1994: Acquired ISO 9002*1

(first Japanese automaker)
Apply to: Vehicles produced at Hiroshima 
Plant and Hofu Plant

■ 1996: Acquired ISO 9001
Apply to: Engineering, product 
development, manufacturing and after-sales 
service

■ 2001: Expanded the ISO 9001 application 
range
Apply to: Accessories, KD, product planning, 
design, specially equipped vehicles (TESMA), 
etc.

■ 2001: AAT*2 acquired ISO 9001
■ 2007: CMA*3 and CFME*4 acquired TS16949 

(ISO 9001 sector certificate)
■ 2015: MMVO*5 and MPMT*6 acquired ISO 

9001
■ 2016: MSMR*7 acquired ISO 9001:2015
■ 2018: Hiroshima Plant, Hofu Plant, MMVO 

and AAT acquired ISO 9001:2015
■ 2018: CMA*3 and CFME*4 (now CME*8) 

acquired IIATF16949:2016 (ISO 9001 sector 
certificate)

c Consistent Process Assurance based on 
Major Characteristics

Engineering stage

Plan-Do-Check-Act (PDCA)

Manufacturing stage

Parts suppliers

Mass production preparation – 
Mass production – Market launch

Planning/development – 
Function deployment – 
Detailed engineering

Consistency
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d Initiative for Global Quality Assurance

AAT
Persons / Skills

Processes
(Standards, 
procedures)

Parts 
/ Vehicles

MMVO

CMA

Overseas production sitesMC Head Office

Quality 
management

Assuring “the same” = Global common

(2) Same 
Operations

(1) Same 
Indicators

(3) Same 
structure

Sharing

*1 International standard for quality maintenance and 
assurance
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Real-time sharing of 
information

Expediting quality 
improvement

Customer 
service

Quality
Global 

procurement

Development
Global 

production 
bases

Dealerships, 
distributors

Suppliers

Utilization

Integrating quality 
related information

Analysis

Customers

External 
information

Failure diagnosisQuality 
information in 
market, etc.

One-time 
complete repair

SNS
Vehicle 

information

h Real-time information gathering

<Initiatives for Developing Human Resources>
To develop human resources who play the key roles in the “global common” 
concept, the Mazda Head Office provides back-office support for overseas 
production sites to encourage their autonomous efforts. Mazda gathers leaders of 
overseas production sites for collective training in Japan, to monitor the growth of 
the site leaders and raise their sense of responsibility, as well as to promote quality 
improvement through encouraging mutual learning between sites.

Enhancing Quality Assurance after Shipment 

To ensure that the high quality at factory shipment is maintained until delivery to 
customers around the world, Mazda has introduced the same quality evaluation 
indicators for production plants, distribution centers in Japan, overseas ports, 
dealerships in Japan and overseas distributors and dealers, with the aim of 
delivering products maintaining high quality to customers around the world under 
a consistent evaluation system.

2. Achieving Quality that Exceeds Customer Expectations

To satisfy customer needs, Mazda makes constant efforts to gather market/
quality-related information both in Japan and overseas, while sincerely listening to 
customer voices, and to take speedy actions to improve the quality of present and 
future products.

Speedy and Comprehensive Quality Improvement 

Mazda makes Group-wide efforts to ensure stable and speedy quality 
improvement by comprehensive gathering and management of the voices of 
customers from around the world.
All relevant divisions at the Head Office, such as those in the customer services, 
product development, and manufacturing areas, share all items of quality 
information gathered from customers, dealerships in Japan and distributors 
overseas, and the management team monitors the daily progress, so as to 
expedite stable quality improvement.

Responding to Customer’s Complaints and Expectations

To faithfully respond to customers’ expectations and complaints, regarding such 
matters as what additional functions Mazda vehicles should have and in what 
ways Mazda vehicles are less user-friendly, Mazda proactively gathers voices of 
expectations and complaints annually from over 160,000 customers worldwide 
by employing the results of surveys by outside survey institutions and conducting 
its own market research. Based on the principle of early detection and early 
solution, all related divisions, including product development, production, quality 
assurance and customer services, make united efforts to improve or solve quality 
problems in response to the gathered customer voices.
Mazda takes advantage of various opportunities, such as motor shows and 
fan events, to have its engineers engage in direct talks with customers on new 
functions and safety performance of Mazda vehicles so as to communicate 
their passion about Mazda vehicles that cannot be fully expressed in written 
materials, hoping to help improve the car ownership experience of customers. 
The customer voices obtained through such communication are also reflected in 
the development of new model vehicles, with the aim of delivering to customers 
products that exceed their expectations.
<Examples of Surveys/Analyses>
■ Gathering customer voices through Mazda-unique market survey
■ Market surveys conducted by third parties
■ Questionnaire surveys Mazda has developed
■ Analysis of customer voices on social media
■ Centralized management of global quality information
■ Enhancing information to support dealerships to ensure repair completion 

at one time

e

f

e Initiatives for Global Human Resources 
Development

f Consistent evaluation system

Production 
sites

Ports / 
Distribution centers

Sales / 
Customers

g h

Overseas production site

Local training

Local staff

Local trainer

Prospective leaders

Group training (Japan)

Mazda

Thailand Mexico

Local leaderSkilled staff

China

g Expediting Quality Improvement

● On-site survey data from dispatched local staff
● Detailed data from dealerships

● Decide necessity 
of additional 
investigation

● Clarify contents 
of investigation

● Review investigation 
   policy
● Check progress of 
   investigation

List of problems

Visualising improvement

Collecting 
actual product

Vehicle 
investigation

Management Review

● Comprehend all 
    problems
● Visualize progress
● Share information 
    with relevant 
    departments

● Implementation status of 
   improvement measures　
● Quality after improvements
● Report on results

● Examine actual 
   products with 
   problem
● Check degree of 
   deterioration

● Examine vehicle 
   with trouble
● Conduct 
   simulation test
● Analyze vehicle 
   data

Periodical progress 
review

Gathering information

Investigation Policy Meeting

Held daily
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Corporate Activities with Highest Priority on Customer Safety and Comfort

Mazda prioritizes safety and comfort of vehicles above all. Under a strict quality 
assurance system, Mazda conducts inspections on conformity with laws and 
regulations of each country and on functions to be used by customers, with a view 
to manufacturing vehicles that customers feel safe using.
This quality assurance system is maintained and managed by the development, 
production and quality divisions auditing each other from independent 
standpoints.
Recall Procedures (Overview)*1

■ Registration with authorities in each jurisdiction, according to the laws and 
regulations of each country and region

■ Disclosure to customers via direct mail, telephone, and other methods, and 
explanations at dealerships

■ Disclosure of information on recalls on the Mazda Official Website

3. Cultivating Human Resources Capable of Thinking and Acting 
for the Happiness of Customers

To encourage every employee to think about what they should do to please 
customers and to act accordingly, Mazda places emphasis on cultivating a 
customeroriented corporate culture/mind. Specifically, the entire Mazda Group 
is committed to promoting quality awareness-raising activities, quality control 
education, and QC (Quality Control) circle activities.
<Major Activities>
Quality Awareness-Raising Activities
Quality meetings with the consequent aim of enhancing brand value are held on 
a regular basis. The meetings encourage all employees to obtain new findings 
through discussions and to improve their quality awareness and quality of action.
Each meeting is intended to provide opportunities for individual employees to 
consider issues on the theme of quality, to discuss how they should change their 
awareness and behavior to achieve their ideal state, and to share the results with 
the aim of reflecting them in their work.
Quality Control Education
For the purpose of developing human resources capable of proactively finding/
solving problems from a customer viewpoint and working for continuous 
improvement, quality control education is provided for employees. Quality 
education courses taught by internal instructors are offered, and employees take 
appropriate courses when their job type or management level changes.
Mazda QC (Quality Control) Circle Activities 
Mazda promotes QC circle activities to encourage members of each workplace 
to find and solve problems by themselves. QC circle activities, which have been 
implemented for over 50 years as key activities for the company, have evolved into 
global activities, being conducted not only inside Mazda but also at its suppliers 
and dealerships. The All Mazda QC Circle Competition held every year at the 
Mazda Head Office is now participated by QC circles of overseas sites, such as 
those in China, Thailand, and Mexico.
Training Program to Deepen Employees’ Understanding of the Mazda Brand
To enable Mazda employees to explain Mazda’s products and communicate the 
concept of Mazda’s monotsukuri, or product development and manufacturing, 
with their own words to Mazda’s stakeholders, Mazda offers a training program 
for employees, designed to help them deepen their understanding of the Mazda 
brand by actually experiencing the products. Through test rides in the latest 
models, program participants are expected to deepen their understanding of not 
only each product‘s characteristics, but also the spirit and philosophy common 
in all Mazda products. Another initiative is under way to help employees reaffirm 
Mazda’s commitment to and concept of monotsukuri that have been handed 
down since the Company’s founding, through restoration of Mazda’s historic 
vehicles.

i

j

j All Mazda QC Circle Competition 
President's Award

i Group-wide Quality Education Courses

Course Objective (for FY March 2019)

1
Quality program for 
freshmen

To understand basic quality 
control concepts (customer-
oriented attitude, continuous 
improvement efforts)

2
Problem-solving 
story course

To understand the concept, 
processes and basic techniques 
of problem solving

3
Quality 
management 
elementary course

To apply the concepts, 
processes, and basic techniques 
of problemsolving to daily 
operations, thereby obtaining 
problem-solving abilities

4
Quality 
management 
intermediate course

To become capable of applying 
and practically implementing 
specialized quality management 
techniques

5

Quality 
Improvement 
Seminar for 
Assistant Managers

To reaffirm Mazda’s vision for 
quality assurance, as a team 
leader

*1 Recall procedures may vary among countries/regions.
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4. Results of Quality Improvement Initiatives

Mazda’s initiatives to improve quality have been highly praised worldwide.

Country Name of the Study Vehicle Type and Rankings Name of Company

U.S. Reliability/Road Test by Consumer 
Report

�Recommend � acquired for 4  
models
Mazda 6, CX-5, CX-9, MX-5

Consumer Reports

Japan 2018 Automotive Performance 
Execution and Layout (APEAL)*2

CX-3 : 2nd,CX-5 : 2nd, 
Demio (Mazda 2) : 3rd J.D. Power

China 2018 Initial Quality Study (IQS)*3 Mazda 6 Atenza: 3rd J.D. Power

Thailand 2018 Initial Quality Study (IQS)*5 Mazda 2 : 1st,
Mazda 3 : 2nd J.D. Power

*1 Details of the studies for other countries by J.D. Power and J.D. Power Asia Pacific are available at the J.D. Power global 
website (https://www.jdpower.com/).

*2 The J.D. Power 2018 Japan Automotive Performance Execution And Layout (APEAL) is based on responses from around 
23,000 purchasers of new cars. The study was fielded between May and June 2018.

*3 The J.D Power 2018 China Initial Quality Study (IQS) is based on responses from around 33,000 purchasers of new cars.
The study was fielded between March and July 2018.

*4 The J.D. Power Asia Pacific 2018 Thailand Initial Quality Study (IQS) is based on responses from around 5,000 purchasers of 
new cars. The study was fielded between May and September 2018.

FY March 2019 Results (April 2018 – March 2019)*1

Addressing Issues Associated with the Measurement of Fuel Economy and Emissions in Final Inspections

Last year, in response to a request from Japan’s Ministry of Land, Infrastructure, Transport and Tourism (MLIT), 

the Mazda Group conducted an investigation into its sample testing of fuel economy and emissions during final 

vehicle inspections. The investigation found that there were instances in which data was handled inappropriately. 

Specifically, test results were judged valid despite vehicle speed having deviated more than the permitted amount 

from the speed trace pattern prescribed by the JC08 test cycle (a condition known as a speed trace error). Mazda 

reported the findings of its investigation to MLIT.

To prevent similar occurrences in the future, Mazda has introduced systems that automatically invalidates test results 

in the event of a speed trace error (excluding gear shift timing in manual transmission vehicles) and automatically 

store test data (excluding particulate matter in exhaust gas (PM)) and create test reports.

Mazda will continue its efforts to raise compliance awareness and promote constant process improvement, in order

to earn customers’ trust.
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