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i. PROBLEM STATEMENT ïWhy need to do recall?
Case study on Savvyôs Recall campaign from Nov 2007 ïApril 2008.

Was conducted worldwide due to Savvyôs Rear Wheel Hub Spindle/Bearing Failure, whereby the 

bearing may break leading to spindle breakage and or wheel coming off while driving.

1st case which saw the rear wheel came off/jammed was reported in Malaysia on 22/6/08. From 

there onwards, a total of more than 200 cases were reported with 23 cases worldwide 

involving wheel coming off/jammed while driving the vehicle (Australia ï2 cases, South 

Africa ï3 cases, United Kingdom ï11 cases, Malaysia ï7 cases).

By October 2007, GQM had identified the root cause and defined the countermeasures. However 

the activities on Part Management and issuance of Service Bulletin were delayed to 

February 2008 due to:

a) New failure detected in Sept 07 whereby the rear wheel come off despite the spindle not 

being broken.

b) Technical & commercial issues relating to vendorsô part production from October ï

December 2007.

c) To avoid any negative impact in view of the launching of Proton Saga in Malaysia in January 

2008.
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Nationalôs Car Product Recall

Recall for 
fitting of 
rear seat 
belt 
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EXAMPLE OF STATUS ON RECALL CAMPAIGN

AS of 13/JULY/2008. For Study Purpose only

Items Affected vehicles Branches Dealers Grand total % Done Balance

Jack assy 

replacement

76,000 2,330 206 2,536 3.34 73,464

Replacement of 

Satria Neo 

transmission 

mounting- recall 

only

7002 985 339 1,324 18.91 5,678

Savvy Rear Hub 

inspection & 

replacement

22,220 2435 724 3,159 14.22 19,061

Stud lock nut 

inspection & 

replacement

TBC 630 829 1,459 TBC TBC

To add washer to 

LH & RH on top 

subframe (recall)

13,000 798 37 835 6.42 12,165
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IMPACT TO COMPANY FROM PRODUCT 

DEFECTS

MCM and Board of Directors of Proton Holding had approved the 

implementation of the worldwide recall with an estimated cost of 

RM5.286 million.

The campaign would affect a total of 34,000 Savvys worldwide (22,220 ï

Domestic market / 11,780 ïExport Market) since the model was 

introduced in Malaysia in June 2005 until December 2007. 

Date of implementation of Savvyôs recall campaign was from 1st April 2008. 

For Malaysia, service outlet must meet 4M requirements and for Edar there 

were 34 service branches and 43 service dealers involved.
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Questions.

What happen if car company not 
doing the product recall 

activities? Or what are the impact 
toward society, legal, cultural, and 
health & safety on product recall 

exercises? 



Answers.

Society ςLoss of life and loss of assets. Big loss to 
country.

Legal ςend user can summon the car company and 
possibility company can go bankruptcy.

Cultural ςpeople not concern on safety and doing 
Ƨƻō ά¢L5!Y !t! !ǘǘƛǘǳŘŜέ ƛƴǎǘŜŀŘ ƻŦ ά{!C9¢¸ L{ 

¢I9 ¢ht twLhwL¢¸έ
Health & Safety ςoff course loss of life or assets 

when using the defective products



AS PROJECT MANAGER/ 
ENGINEER, 

HOW TO SOLVE THE PROBLEMIF NEED TO DO THE PRODUCT RECALL WHILE 
SATISFYING CUSTOMER NEEDS?



ii) CONCEPT 
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BTP

(profit 

improv.)

Key

enablers

Value 

creation

EBIT 

Asset

productivity

Sales 

activation

Cost 

reduction

Cash

Enhance 

frontline 
execution

Expand 

customer 
segment

Offer attractive 

promotional 
package

Brand 

enhancement
initiatives

Overhead/ 

General cost 
reduction

Improve

Debt Collection

Asset 

liquidation

Dealer Network 

Consolidation

Aspirational Targets For FYXXX/XX

3

4

5

6

7

8

9

PIC

Enhance 

product 
portfolio

1

2

Enhance 

Frontline 
Execution 
Capability

10

ÅReduce total network to 250

ÅIncrease lead generation through constant/consistent prospecting 
of high potentials
ÅIncrease conversion rates by aggressively promoting USPs, and 

constant follow-up.

ÅExplore new high potential segments: staff packages for GLCs, 
Government Agencies, Private Companies.
ÅFleet sales, Taxi.

ÅTo create and offer effective promotional package that will result in 
higher purchase interest (by addressing blockage issues like trade-
in, down-payment, installment/interest rates) 

ÅTo broadcast USPs/customer benefits (eg. Savvy fuel efficiency)

Åé

Åé

ÅSale of sponsorship cars, & company cars
ÅSales of land

Chandy/RH

Teo/Alfiah

Teo

RH

Alfiah/HjFouzi

/Philip

Lai Fong

Fuad

ÅTactically ensure Savvy facelift, MC3, Gen 2 Sedan and BLM are 
launched on-time and within target cost in FY2007 and FY2008 

Azlan

ÅEnhance Sales Leadership capability

ÅEnhance salesman product knowledge

Badrul/Zakii

Sukhairul

CHALLENGES

A) IDENTIFY COMPANYôS KPIs ïOVERALL CHALLENGES TOWARD SURVIVABILITY

Earning before 
interest and tax

iii) MITIGATION - PLAN

P
DC

A

Case study: Roles since March 2006 ςJanuary 2008




