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August 28, 2003

DearSinMat_lam.

Please find incloded copics of a letter and attachments sent to Lexus regarding issucs
encoutitered with ny vehicle. Please alzo find a copy of their reaponse.

Please note that I am also eware that other customers have the same complaimt. 1was in
the Raltye Loxus dealer for the issue at hand, when an older gentleman came in and
complained about "his car not starting again™! 1 briefly spake to him and discovered that
he also owned a 2000 LS430. He complained to me that his car did not start numercus
times. 1 unfortunately did not have time to take his neme down.

Specific conments were also made about "constantly having to give the 2000 LS 430 a
"boost” because they would not start.”

As you can see, the issucs with the car are mgjor and do not seam to be isolated to my
car. Lexus, however, has refugad to take regponsibility for their product and to help in any
WHY.

Imnmnﬁdmtthatwmmgamnhonwﬂlhplpmamulmthsmmueﬂbﬂwﬂymd

- expeditiously.

Haaaudumtham'tntetocaﬂ?wﬂﬂtnﬂif;nuhﬁcmyaddiﬁnﬂu]quuﬁum.
Thanking you in advance for your help,
Regards,




June 5, 2003

Umiondale, H.Yl -

W)
)
©
lmCm&u&mDmt

PO Box 2091
Torrance, CA 90509-299

Re: LS 430 |
© VIN Number: JTTHBN30F510035360

Deear Sir or Madam:

As steed sbove, my same is I <o 1 resic << I
Umnmhle,NewYu:k. I purchased 4 Lexus LS 430 in May of 2001 wath the hope to have s
the commercial says: "the grestest driving experience”. T have, however, been very
unhappy with both velucle pecformance and Lexos customer service. Please find below a
chronological account of the issues I have encountermd since the time of the purchase of the

The vehicle was ondered via the Massrpequa dealer in November 2000 a0d became’
svadable for pack up in Mgy 2001. delﬂssmﬂjr,lmamyhnppymdmusmma,
_ tn&nallyhe:ﬂemyckupﬂmcuafmrnﬂ:hagm

mm
1- May 2001 o

I went to pick up the vehicle at the Massapequa dealership. The vehicle was purchased
without any outstanding Yicn and paid via my Credit Union account snd a perscanel
check When I inspected the vehicle with my friends and my cluldren, we noticed that
the driver’s chair was dirty. The Sales Manager, Jey Sarasky, stated that it was "nothing
and that I could bring the car back the following week tn have the chair cleaned
m-“

I also notced that the special gold plates were not instlled cnto the car, as per previous
agreement, and inquired sbout them. Mr Sarasky responded that "they did not get




-2 _ June &, 2003

mmmdhdn:t,bnt[nnlduuﬁmlymhmkudﬁﬁwiﬂmnﬂthmhr
me", Ilgmadtnmnhn:kumnspmsiblumddmwmthmynzwm

Dmmgﬂ::ﬁntmekofdmmgmrcu,lnnﬂcedlhnt he dniver's 1o %
Sratched Imdnqﬂymrpmedufthatﬁctmdp:muedmyu]fmmpmt:ttuﬂm

2- June 4.m:|(u-m}

Asagmad,[mporhdmthelﬂ'ﬂmpnqmmm The service represeniative
seemed to be wware of whet was needed for the car He also mentioned to me that 2
"scu:ﬂ’phm hﬂdheenmdemdfntmgm Imqm:mpnmdnhsmmm

_ Aqmy,ﬂ:egoﬂplﬂuwﬁemﬂﬂeﬂmdﬂmchmdeuﬂImmHﬂu:Imﬂdh:

mﬂndmhmgﬂ::mbackumulhenmﬂ'phmmm.

" The car did not start, Claim number 1060054

I called Lexus service that mformed me that I should be calling the Lewis Rosdaide
Assistance. I proceeded to do so and the Lexus Roadside Agmistwnce Service sent in 2
truck bo jump mry car with cables. Iﬂ:eudmdwmto&ebhmapeqmmm
See attached meport.

4= October 14,2001 (9/14/01) |

1 returned the car to the Musspequs. Service dealer for addiionsl work. See attached
eport.

5- Navember 23, 200 (11-23-01)

The car did not start. Claim nomber 1084603, -

Iwmtd:m:ghﬂienm:masdm’bﬂibom ‘The car wan pamp-starved again. 1
Himdmdedmgnmh[t.]aySmalqt Irdamdtoh:mtheuthadmﬂ:ﬂmmm

Scrrioe deales, 1 slao caised doubt sbout having been soki s NEW car due 1o the
numerous ssues I had encountered o far with 4 car barely 6 months old! He reaffirmed
to me that the car was sold new...

& December 5, 2001 (12-5-01)

I reported to the Service Lexus desler. See attached teport.

7- December 17, 2001 (12-17-01)

I reported to the Lexus Service center. See attached report.




-5 Jume 5, 2003

8- March 13, 2002 (4-18-02)

‘The car did not start. Claim number 2030497,

Saowe scenano s before.

9= May 24, 2002 (3-24-02)

Tﬁtwﬁdnntmﬂ-imqnmhum,i’ML

Same scenario 3 before. |

I reported to the Massapoqua Scrvice dealer on 5/350/02. T asked to speak to the Serviee
Maniges Dan Dailey. I spoke to him at Jength and listed all issues encountered with the
car since the purchase date. He stated that "be would keep the car and run a
thorough check and he advised me to drive the car more frequenty.”

See amached Lexus report. |
Mmhuu,mm.m'

I reported to the Massapequa dealer becsuse the AC fler ight was on.
11-December 28, 2002 (12-28-02)

The car did not start. Claim number 2006948,

Same scenario a5 before

1 reported to the Msssapequa service dealer on 1/3/03.

See attached Lexus report

YEAR 2005
12-January 3, 2003 (1-3-03)
As stated above, I zeporied to the Massapequa Secvice center. See sttached repoct.




g June 6, 2003

| Mmmma-m
‘I'hen-'d{dnntmft. ﬂmmu:mwm

Same scenario as hefore Imﬂumﬁmﬂohn}dnmdmmhmguqmm
hﬂm@ulmummﬁm:nm%whilidmﬂﬁm& See
attached Lanus report.

14-Masch 3, 2003 (#/3/03y

~ The eagine light is "on” and it ig red Impmmdmﬂ:emmCmeSum:emmd
mﬂﬁmﬂtﬁiﬂumufﬂ:emﬁuaﬂndudlmmpmt

15-Mazch 25, 2003 {4}3{0&)

The engine Light is "on"end red again. T reporied to the Glen Cove Service center and
made Pamela Gallo swam of the issue again. See attached Lexus report.

16-May 30 2003 (5/30/03)
The car did not start. Claim number 3047751,

I reported the car to the Glen Cove secvice center an 5/31/03. Ptm:lathhulledme
oo 6/2/03 vo pick up the car. I told her that my achedule has not yet sllowed me to do
s0y, and that T will pick up the car as soon as I am eble to free myself o dove to Glen
Cove. The car is sill there ag of 6/5/03,

Nudlmmuyﬂmlmouu:gedmdduplymtﬂhdbyﬂnmyﬂnmmmﬂum
have been dealt with. 1 have heen giving 4 ran-around for the past two years and the
cmummhashnmappﬂmgmdmmlmduplrmwmd
dissppointed that such a reputable comprany such rg Lexus will teeat customers as it has
treated me. Myh&hubemtnﬂymmmdfmﬂupnttwnmlhmb&m
stressed out by these events, I have wasted time going back and forth oo many times to
these dealers, I have missed scheduled appoiniments, 1 have sooved to work: late and hed
to Jeave eady in drop and pick up the car, 1 have had o searrange my schedule each time
the car did not gt so I could find the time to dove it o the dealers, I had to
inconverience memberz of my family, end T will repeat it again, this situation has
frogtrated me, siressed me out (o the extreme... and muck, much more.... I sm
outraged, angry, appalled, discussed, dissppointed, felt diminished by thie
expericnice and by the way my patience and good will were pushed to their
limits... and much, much more and I am REATFY FOR ACTION. I will not stop
vntil I feel T have been adequately compensated for all the events T have described
abawe,




8- June 6, 2003

I sm sending thic letter via express and certified mail to the Lexus Customer Satisfaction,
I will also send a copy o both the Maesspequa and Glen Cove dealers I will wait 5
wminmgdaysfutmmmmnm{ﬁhzfﬂa}mdmlfﬁmmbemhud

My and to my © action.  1f I do not hear anything by 6/12/08, T will
ﬂlmamdnﬁﬂlmpynfﬂmkﬂﬂmdﬂmmchmmmﬂ:eﬂﬂﬂhumlmﬁthum
toﬂ:.aH:wYo:kSmmDepn:mmtanumr?dndumdmtthnmhmeme&ﬂ
offwce. T have also slready contected s Jewyer who is standing by,

'Amchmqt:encbned{&zmgs}'
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June 27, 2003 -

Uniondale, NY .

Dear I

Thank you for cantacting the Laxue Customer Satisfaction Dapartment regarding
your vehicle not starting and the check engine light. We appreciate the time you

have taken to share your thoughts. As you requested, we are responding In
witting. .

Railye Lexus has indicated that your 2001 LS 430, Vehicle Identification Number

JTHBN30F510035360, was inspected and found to be dperating within Lexus
speciiications. We apologize that the vehicle has not met your expectation.
Please be assured that your dissatisfaction has been documented in aur records
for praduct mprovement conzideration. '

Please contact the Lexus Gustomer Satisfaction Dapartment at 1-800-255-3087,
Monday through Friday, 8:00 a.m. to 5:00 p.m., Pacific Time, ¥ you require
further assistanca. . :

Sincarely, |

Y

Devena E. Chiles
Custormer Satisfaction Representative

 de/2003061701981
ce: Mr. Andrew Jones, Service Manager — Rallye Laxus

DI ¥ISTION OF TOYOTA M OTOR S ALES L 5 A,




~ THE ATTACHMENTS TO THIS

. DOCUMENT HAVE BEEN REMOVED
~ TO PROTECT UNWARRANTED

INVASION OF PERSONAL PRIVACY
PURSUANT TO EXEMPTION 6 OF

THE FREEDOM OF INFORMATION

- ACT (FOIA), 5 U.S.C. 552(b)(6).



