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Figure 11.5c. COSTS OF POOR QUALITY AND PRO D UCTIVITY: The Aut o mot ive Industry
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GM Oshawa get s lo w marks
By Tony Van Alphe n

TORONTO STAR

Gene r al Moto rs assemb ly pla n t sin Osh a-
wa are near the bottom of the parent com -
pany’s lis t in produ ctivity in Nor thAmer ica,
says a study by a prominent indust ry con -
sulting firm.

The two GM car assemb ly operation salso
rank among the lowe s tag ain st Cana dian com -
petito rs in mea s uring how many wor-

His firm’s study rev ealed that GM’s Num -
ber 1  Osh awa assemb ly pla n tne e ds 3.7 6wo r-
ke r days to produ c ethe Lum in awhile the
Number 2 operation, whi c h ma kes the Lu-
mina and Rega lmodels , ne e ds 4.43 wor kers.
The truck pla n t, whi c h ma n ufacture spi ck-
ups, needs only 3.1 wor ker days .

GM is clo sing 21 pla n t sarou nd the world
by 1995 and at lea ston eof five operation s

producing mid -si zed cars is on the hit lis t.
That has put the future of the two Osh awa
plants in que s tion, but GM has assure dpro-
du ction into 1994.

Harbou r’s statis ti cs – whi c h rated 58 Big
Three pla n t sand 12 operation sow ned by off-
sh ore comp anies – are impor tant in calcula -
ting produ ctivity but are only a par tia l yard -
stick. The best way to mea s ure it is by the

ke r days it takes to build a car, says
Harbou rand Associat es Inc. of Troy,
Mi c h.

On the othe rhand, Harbour not e d
in its repor t on indu s try competitive -
ness that Ford’s Oakvi lle pla n t is the
fo urth-mos t ef fi cie n t car assemb ly
operation among the Nor thAmer ican -
base dau to makers while Chr ysler’s
Br ama lea facto ry ranke dfif th.

"C hrysler and Ford operation s in
Cana daare among the top in their
re spectiv e co mpanies," Jim Harbour,
fo unde rof the con sul t i ng firm, said
in an int e rvie w ye s terday. "GM is
cl ose to the bottom ."

Bu t Harbou r, a retired directo r of
co rporate manufactur ing eng ine e ring
at Chr ysler, has relea s ed speci fi c
fig ure s fo r only a few of the 70as -
semb ly pla n t sin Nor thAmer ica and
woul d not say exactly how low the
GM Cana daplants ranke d among
them .

tot al cos t of produ ction, said GM
spoke sperson Stew Low.

Bu t GM ref uses to rev eal its pro -
du ction cos t s ,cl aim ing the infor ma-
tion wou ld aid its its competito rs.

Althou gh the GM pla n t sin Cana da
ranked low in the company’s ove r-all
li st, the Number 1 and truck operation s
have improve dsubs tantia l ly dur ing the
past two years, the study not es.

The Number 1 pla n t im prove d 23
per cent while the truck operation in-
crea s ed produ ctivity by 22 per cent.

Harbou r’s study showe dFo r d’s Oak-
vi lle pla n tne e ds only 2.80 wor ker days
to produ c ethe Tem po and Topaz while
Chrysler uses 3.03 emplo yees per day
to make the Con corde, Int repid and
Vi sio n models at its Brama lea oper-
ation.

It rev ealed that Ford’s St. Thomas
plant needs 3.39 wor ker days to
ma ke the Crown Victo ria . Chrysler’s
mini-van pla n t in Windso rus es3.75
wo rke rdays per veh icle, the study says .
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*Exc ludes ove rtime and abs ent e eism

SOURCE: Detroit Fre ePres s; Automakers; J.D. Powe rand Associat es.
Ba s ed on custome rfe e dback after 90 days of ownership.

Knig ht-Ridder Tribune/HANK SZERLAG

Me asuring pro ductiv ity
Si nce 1979, Ford has been the lea de rin produ ctivity
ga ins among Det roit automakers. Chr ysler is cat ching
up fast, but GM is plodding along.

Be st North American owned car plant s Wrke rs
Company Locat ion Pro duct per Unit*

Fo r d Kans as City, Mo. Tem po/To paz 2.37
Fo r d At lant a, Ga. Tau rus/Sable 2.49
Fo r d Chicago, Ill. Tau rus/Sable 2.49
Fo r d Oakvil le, Ont. Tem po/To paz 2.80
Fo r d Wa yne, Mich. Escor t 3.03

Closing the qual ity gap, 1980-1992
Defe c ts per Pro ble ms per Proble ms per
100 vehicles 100 vehicles 100 vehicles

Company 1980 1989 1992

Ja pan es e 205 119 117
Fo r d 670 143 125
GM 740 162 133
Chrysler 810 178 142
Euro peans 270 204 161

In addit ion to illust r ating the theme of the cos t sof poor quali ty and produ ctivity, the article EM9212 reprint e dabov erais es
two matt e rs of more gen eral int e rest in the con tex tof thes eCourse Mat e ria ls:

* the measurem ent of produ ctivity;

* the direc t rela tionship between produ ctivity and quali ty.
Thes ematt e rs are taken up in the que s tion sbelow.

What index of produ ctivity is use din the article EM9212 reprint e dabov e?

• Comment brief ly on this index from the perspective of a measur ing proces s.
1

What index of produ ctivity does Gen eral Moto rs sugge s tas abetter in d ex?

• Br ief ly compare and con trast this index wit h the one in Que s tion 1 from the perspective of a mea s uring process.
2

What evi denc eis provi ded in the article EM9212 and its accompanyi ng table that hig her quali ty is associat e dwith high er
productivity? Exp lain brief ly.

• What contrar y ev idenc eis provi ded Exp lain brief ly.

3

Comment brief ly on on the use of De fec t s per 100 veh icles andPr oble ms per 100 veh icles as mea s ure sof qu ali ty.4
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GM makes Satur nre call a happy eve n t
Re cord news ser vic es
DETROIT – Satur n, the newest car div isi on of Gen eral Moto rs,
announ ced its first recall recently and seeme ddeter min ed to make
the occasio n a che e rful one.

The company, base din Spring Hil l, Te nn., said that it was notify-
ing owners of 1,210 Satur ns– rou ghly 15 per cent of the cars it has
built – of a pos sib le problem wit h the front seat recli ner mechanisms.

The seatbacks might sli p a few not cheson their own, "so of cou rse
you’ ll want to get this rep aired rig ht away," Satur n said in letters it
sent by ove rnight mail this week to affected owners.

To make sure the re is no conf usi on, Satur n notifie d all the othe r
buye rs of its car by ove rnight mail that their veh icle sare not affe cted
by the recall.

And to be ext r afo rthright, Satur nrepre sent ative stele phone drepor-
ters in Los Ang eles, Det roit and othe rcities to aler t them to the recall,
in addit ion to issuing the usual news relea s e.

Dealers, meanwhile, were gearing up to visit owne rs of the affe c-

ted cars and offer to fix the problem at their homes, at wor k, or
wherev er they wou ld like.

The respons eof Satur n, whi c h ha sha dproduction start-up prob-
le ms but receiv ed gen erally hig h marks for its cars, recalls the ful l-
cour t pres sby Toyot a’s luxur y Lexu sdivi sio nwhen it faced a sim ilar
early recall.

"Satur n ha san oppor tun ity to really tur n this into a posit ive thing",
said Chris Ceder gre n, analys t at J.D. Powe r& Associat es in Agou ra
Hil ls , Calif. "When they go to such lengt hs, a lot of buyers wil l
actually be somewhat flatt e red at all the att entio n they’r e ge tting for
a $10 ,000 U.S. car".

Satur n officia ls said that they knew of no accid e n t sor inj uries re-
sulting from the problem . Mi ke Smith , ge neral manage rof Satur nof
Sa n ta Ana, Calif., said that non eof his custome rs had eve nco mplaine d
of the problem . He learned of it when Satur n officia ls divulg ed the
rep air progr am ,he said.

"Don’t call it a recall," he said. "We’re enhancing the seat mechanisms."
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Re call bugs the Beetle__________________________
Ho t new Vol k swage nmay get hot wires too

BY GREG KEENA N
Aut o Indu stry Reporter

The new Bug has a bug.
The rebor n Vo lkswage nBe etle, whi c hha s

take nthe Nor thAmer ican car-buyi ng pub lic
by storm sin ce it arriv ed back on dealers’
lo t sin March ,wa sre called yest e r day becau se
so m e wire s in the engi ne compartment
might chafe and caus ea fire.

Vo lkswage nof Ame rica Inc. said all 1,600
of the new Beetle s on the roa d in Cana da
and 8,500 sol d in the United States sin ce
March are bei ngre called volun tarily to hav e
the problem fixed . The wires and the bat-
ter y tray that the wires might rub on wil l be
replaced fre eof charge.

"From a marke ting standpoin t, you don’
wa n t this kin d of stuff goi ng on, said Chris
Tr ave ll, directo r of automotiv e re search for
the con sul t i ng firm Maritz Cana da Inc.
"They’ve don e su ch a master ful job at
lau nching the produ ct."

The reall is the first speed bump the new
Be etle has hit sinc e it went on sale amid a
bar rag eof media hype earli er this year.

Dealers hav ebeen sol d ou t and are tak ing
orders for deliv ery in six mon ths. Drive rs
of the ret ro Bug hav e been swarmed on
st reets across Nor thAmer ica and some peo -
ple who have bou ght Beetles are reselling

them to others at a hig her price becau se of
the hig h dema n d.

Vo lkswage nacknow ledge dthis secon d ary
market yest e r day in the news relea s eannoun -
ci ng the recall, urging new Beetle owners
who hav e purcha s ed their cars from non -
Vo lkswage ndealerships to phone a tol l-fre e
number or con tact a nearby Vol k swage n
dealer.

The new Beetle, whi c hst arts at a lit tle less
than $20,000 in Cana da, was gen erating the
kind of pub licity that makes auto makers’
sales exe cutiv es drool – until yest e r day.

The reall came just days after the U.S.
Insuranc eInstitute for Hig hway Safety gav e
the car its hig hest crashtest rating.

Mr.Trave ll said Vol k swage nexecutiv es are
probably studying Daimler-Benz AG and
how its Mercedes -Be nz unit responde dto a
mu ch more ser iou scr isi s la st year after its
new sma l l cars rol led ove r when Swe dis h
jour nalis t s put them throu gh tests desig ned
to avo id elk or moose.

Me rcedes delaye d the int roduction of the
cars and ins talled a new stabiliz ation sys tem
and has avo ide dmajo r damag e.

Indu s try analys t ssaid Vol k swage nwill suf-
fe r li ttle damag e– if any –becaus ecar buyers
have become accustome dto recalls, eve n
fo r new veh icle s.

"I t will not caus eev en a rip ple," ’said Chris
Cede rgren, managi ng directo r of Nex tre n d
Inc., an automotiv e cons ulting firm base din
Thou s a n dOaks, Calif.

"I’l l ev en bet eve ryt hing I’v e go t that sales
will con tin ue to grow on this thing" Mr.
Cede rgren said.

Roge r Mo re, a profe sso r of marke ting at
the Unive rsity of West e rn Ont ario, agreed .
"I t’s embar rassing, for sure, but they’l l fix it,"
Prof. More said yest e r day. "The technol ogi-
cal resou rces this company bring s to bear
are for mid able." The fact the recall is promp t
and volun tar ysh oul d help, as wel l, he said.

The Beetle has been in hiber nation sin ce
1979, when Vol k swage nsto pped sel ling it in
No rth Amer ica after an immensely success -
ful run in the 1960s and 1970s.

It broug ht the car back in par t to resto re
it s name and image in Nor thAmer ica, whe re
Vo lkswage nsales dwindle d in the 1980s and
1990s.

So far, the ret ro Bug has wor ked .
Clarkd a le Moto rs Ltd. in Vancouver, for ex-

ample, has alrea dy deliv ere d40 new Beetle s
and has a six-mon th order backlog, sales mana -
ge rRick Apple g a th said yest e r day. He expects
to sel l abou t200 by the end of the year.

The tol l-fre etele phone numbers for infor-
mation abou t the recall is 1-877-4-BEETLE.
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