January 3, 2005

11.S. Department of Tremsportation

Netional Highway Traffic Safety Administration
Office of Defect Investipations

NSA-10.01, 400 7 St, SW

Washington, DC 20590

Dear Sit/Madam: .

Enclosed is a history of our new 2005 Toyota Prius, which was purchased NEW on
October 9, 2004, There is obviously a defect with this car reganding filling the tank with
gasoline, The dealers obviously don't know what to do about it, so they mgke us feel like
we'te making up the whole problem.

We just wanted to file this official complaint with your office, in case there are other
consumers i there expericncing the smne problern

Thank you for your aitertion to this matter.

Sincerely,




History of Our 2005 Toyota Prius
Updated - 12-29-§4

October 9, 2004 — Purchased new Toyots Prius {rom Toyota of Danville, Danville, I1..

Oct 9-Nov 28, 2004 — We were enjoying driving the new Prins and the good mileage we
were gefting.

November 29, 2004 — Stopped at gas station on Cunningham Ave, Urbapa, IL to fill up
Prius, even though gas gauge showed only half empty. Pump shut off after only taking
1.1 gals. Thought something was wrong with pump, so moved to another gas pump at the
same gas station. Omly took 28 cents worth of gas. Figured we obviously had s problem
with new car after driving it only 49 days. Drove approximately another 4 miles on way
home and decided to atop at one more gas station to try to f7] car up with gas. This time I
played around with gaa pump hose and finally got it 1o take some gas (o 2o I thoupht).
When the pamp clicked off [ pulled the hose out and pas shot out of fuel line on me and
tie pround. The gas gauge inside the car still showed half full. Now we were convincad
we had a real problem.

November 34, 2004 — Took the car back to Toyota of Danville Service Department.
Waited while they checked it out. Service manager t0ld us we needed a new fuel cutoff
valve and it would be about two (2) weeks before they could get the part. However, he
told us we could go abead and drive the car and that he was 99% sure that the ges gauge
would work, so we would Xnow when to stop driving it before we ran cut of gas. We
drove the car many miles the next day and noticed the gas gauge was not moving, so took
it back to desler, since it was dungerous to drive vehicle—~not knowing how much gas we
had & knowing we could not even get any gas in the car and left it at the dealer,

December 1, 2004 —The Service Menager called smd said the car is fixed and reedy for
us to pick up. I asked him how he got the part so fast, when he zaid there would be 2 two
{2) week wait. He gaid, "It just showed upt" His diagnosis—water had gotten in fuel cut
off valve and caused the vehicle to not accept fuel. He was not sure how water got in
valve, We picked the car up today.

December 22, 2004 — The gas pange was almost half empty and sincee we don't have any
confidence in being able to get gas in this car and the fact we were experioncing subzero
temperatures, we decided to £l the car with gas. The fucl pump hose clicked off
immediately, This time we took it o O'Brien's Toyola Service Department in Urbana, IL
gince it is nouch closer and the fact that Toyota of Danville had obviously not fixed the
car. They told us they couldn't ook st it until Monday, December 27 since we didn't have
an appointment. The reason we didn't make an appointment was the Service Manager in
Darrville told us when we have thiz problem, we should bring the car in immediatety for
service,
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December 27, 2004 -- (Bricn's called and said they couldn't find anything wrong with
the gas filler area and drove 1o gas station and put 3-4 gallons of gas in car. 'They said
we had to jam the gas pump hose in really far (which 1 trled when we first experienced
this problem~and it stiit did not allow me to fill with gas at that ime, and [ almost was
unable io get the hose out). 'We picked the car up today.

December 28, 2004 — Afier picking the car up yesterday we decided to drive it out of
town and we manaped to use up four-tenths of the gas tank. Because we can't figure out
why they can get gas in the car af the station near their deatership, we decided to
videotape our experience of irying to put gas in the Prius. Sure enough it did not work et
the Wal Mart gas station near us. So, we decided to drive up the road to Total gas station.
The same thing happened—the pump clicks off immediately and each time we try it, i just
keeps clicking off as though it is full of gas, when the gauge is showing near half empty.

We immediately drove the car over to O'Brien's Toyota in Urtema. By now we are
really getting quite upset with this car and the whole ordeal. When we arrived , we were
sent to the Service Manager, John Satterthwalte, The staff are lucated right near the arca
where they are working on cars and the noise level was onbearable et the time.
Consequertly, we literally had to yell 2t Mr. Satterthwaite in order for him to hear what
Wwe were saying. At one point, he wanted 0 know why we were mad at him, We told
him we were not mad at him, but realty upset with the car situation. He had his wife,
Melissa, who apparently works in the sales area to come over to the service
and she was going to accompany us to the gas station to sce why we conldn't pet gasin
the car. 'Well, in the meantime Mr. Satterthwaife became upset with something nay
husbandmdandﬂnybepnmmgm. After this, they demanded we leave mnd tuke the
car over 1o Danville Toyota dealer where we purchased the car. I was under the
impression that part of a Service Manager's job is to fry to go out of his way o help calm
down someone that is upset, not purpesely try to antagonize him morel

To back up a week and half prior to this incident, 1 had called up O'Brien's to
mnke an gppeintment to have the oil chenged in the Prius, and 1 was algo asking them if
they could check the car over because we have heen getting much worse ges mileage
since the Danville dealer initilly worked on the car. Afier I gave ber a short synopsis of
the car, she pointedly said we should probably take it back to Dunville since they knew
the history of the car. I said, why would I want to do thet becanss | had lost confidence in
them. I feel that the Service Manager deliberately started an argument with my husband,
ginee he knew we were already upset, as an excuse to send us back to Danville, Thave
felt all slong they don't really want to deal with thiz car since we did not purchase it from
them. 1 think Toyotz Headquarters needs to be aware of this fact.

After we left the Service Deparanent we immediately went over to the main office
to talk to & manager. We spoke to one gentlemen who «quickly referred us ta Trindty, we
assumed she was a PR person, ‘Well, she agreed to accompany us to the gas station.
However, she refosed to go back to the station thet we had just come frorn and
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had had no luck getting gas to go into the car. We ended up just poing down the street 1o
the station where they had put gas into the car the day before. Her excuse was that if it
accepts gas at one station, it will accept gas at any station. [ don't think this is being fair
10 us the consumer at all. ‘They make us feei like we are lying about this whole sitvation—~
like we have nothing better to do than run over to their dealership every time we need gas.
When we got home this evening, we viewed the videotape and it clearly shows how the
car would not allow us to put gas into it. We hope some day to show this to a Toyota
Customer Sexrvice Roprosentative.

Decemaber 29, 2 — We have now become very, very diseonraged with our NEW
522,000 2005 Toyots Prins. We camnot trust this car anymore, We cannot take a long
trip in it becemse we never know if we can get gaa in it. Our confidence is completely
shattered. We don't enjoy driving the car anymore becanse all we do iz watch the gas
gaugell]l Now we camnot even have the comfort of being able to take it to O'Brien's for
this problem or heaven forbid any other problem that may arise. 'We have driven Toyota
products for over 20 yeears and this is the first ime we have ever been thia dissatisfied
with one. This is just not FAIRIl Toyota Corporation should refond our money if they
cannot fix something 100%!1}

December 29, 2004—-Ironically, someone called today to take a survey that they recorded
te. our recent experience with OBrien's Service Deparment. 1 hope this tepe is
forwarded to Toyota Headquarters in California. Semeone needs to know what is going
on at O'Brien's in Urbana, Illinois.




