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Complaint against Toyota of Greenville/ Toyota Corp
Mondsy, January 31, 2005 - YEsEER | £ “sh ﬂfj:?‘} ¢

What my experience with Toyota of Greenvilfe/ Toyota Corp. has been is no Jess than an example rogsamer frapd, at it's
WOrse.

Background information:

In April of 2002, amidst consumer complaints Toyots Corp. established a support program for owners of Avalons, Lexus,
Canryy, Celicas, Highlanders, Siermas, & Solaray, The affectad enginea were from the years 1997-2002. Of the
aforementioned I hewe n 97 Avalon. This program was to cover, in part, and I quots fron the compwory leteer “The
Customer Support Program will provide coverage for engine il pel related danwage for § years....”. The policy wonld elso
cover rentals and other related expemses. Tovota stated that they were netifving all 3.3 million owmers of these vehicles, 1
purchased oy vebicle 3 manths prior to this progrem. But, [ was never natifisd aven thongh 1 was in the computer at The
loczsl Toyota of Greenville. How they discriminated 2a to who received 8 letter and whe didn’t is pot of interest to nae,

In 204)3 it bacame obvicus that the Avalon was having serions internal oil conmmpéion problems. We contacted Phyllia et
Toyota of Greenville. She statad that it was 2 * Enown Problem with Avalons bt that thers were no recalls on it®  This is
tme since technically the program wasn't & recall. Over the following months, we began to experience the symptoms in &
more pronounced way to the point of, the vehicle consoming a qt of oil evety week, and spark plugs repeatedly fonling.

I then called Toyota of Greenville, back and spolke with Sherwood. [ told him what the car was doing, blwe smoke etc. 1
told him what I theught was the problem, engine oil gel. At thiz point I still didn't kaorw of the program, 1 asked him if
there was "y assistance that Toyoia provides for owners since it°s 4 known problem™, His response wan ne, there are no
tocalls, I then hrought the vehicle in 30 that they conald disgrone the problem more specifically. In the meantime I called
and spoke to Phyllis once more snd mked if their “any refief that Foyota offered to it customets” Apain the answer was no,
and a3 it was with Sherwood she reiterated that the problem develops because of Iack of vehicle mainierance.

After Toyota finishes dingnosing the process the mechmmics evaluation is ehpine ofl gel. and fhe engine needs 1o be

oveshauled for over 4500.040. In making this svaluation they never aven removed the valve cover, s the sludpe
on the cutside of the engine waa ndistarbed.  Sherwood sgain refuses 2y knvwiedpes of any asxictancs from Toyota,
because the problem was oy filt At this point still I didn't know of the program. So I'went to get a second opinion,
before I let Toyota do the wotk., When I went to independent mechanic They responded thet what Iwes having was a
problem thet Toyota was compeneating it’s owners for. 1 argoed with him fior a few minotss, s T had bean told a nomber of
times by Toyota that there was no such thing!! Thankfally he didn't back down, but produced the company letter
acknowledging the problem. He stated that a previous customer had aimilar issues and Toyota dropped a new sogine in her
carl!

Amudwiﬂ]pmofnfﬂ::pmgmlwmtbwkmwmwmﬂuymbhy He volundeer little informetion shoat

quelifies. Hemmmmanymhdahmdyhﬂndﬂmymmddmmjmﬂﬂqubhmwnﬂgﬂ.mm
deniad existence of the program amd was charping 4500.00 to fix 11! When he checked the mechanics work, he sakd “well
the reason pd one told you was peobably becanse when they checked the ¢ar out there was something that thew saw.” He
checked fhw report a9 wall as questioned the mechanics, but foond nothing, I1seggesied that it was prebebly because they
naver even removed the valve cover,

1 then produced information frem Toyots Corp. end read the Consuener support letter, to Guy. Both made it clear that
Tovots was vohmtarity providing this information about the Support program on the basis of ownership, and not on the
bagis of 2 mechanica evaluntion. And yet I had both, and becaune Twas ignornt, they willfully lied, end were conteat to
bhilk me out of 4500.00.

Mr. Mcbley, began to talk shout the qualifications for the programs. And the need to prodkice receipts of oil chinges. Whet
I went back 1o the two of tha moet recent oil chenge servicos that we used, they produce racords bot both were incomplete,
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one place even forgot to updste mikcage on the receipts.  Mr, Mobloy mentioned that I could bring o) purchase receipts,
but gince thers is no proof of which vebicle the oil went &, or the mileape they aren’t proof.

My arpument was that Toyota Corp acknowledges that the problem will onty occur in cars that heve not received routine il
changes. So if my ar has oil ged, according to company policy 1 shouldn’t have receipts! Why hive the consumer then try

to produce sumething that is impossible for them to produce. The issue of receipta in just a means of pointing the fmper at

the cnstomer and producing 2 reason for denying them coverage,

When the grogeam initially started , afl you had to show was one receipt from the past year. The updated program requires
more frequent receipts. Had I known that this was even an issue (I.¢. received the SPA or CSF), might I have been more
dilipent in keeping reccipts. 1 coukd have even had the probiem bandled by Toyots sconcr. At keast I could heve then
reweacched the issue, began to uee synthetic oil, and to use routine oil flush products, end the problee wonld have never
ocorred,

M. Mobley then stated that the reason things tightened up restriction-wise between the programs waa that initielly, they
were replacing Inmdreds of engines at that dealership, and 30 thers was abuse of & “good thing”, and so | was suffering as a
result of thet abuse. So 1 produce B Toyota Corp. news article which atated thet, of the 3.3 miflion cwaare that were
notified ty the original program, that only 3400 respoaded patiouwide , and so the “supposed problem™ was not a big issue
atall. I asked Mr. Mobley, if you all were replacing hundreds of mators here in little ol Greenville, wera they oaly
replacing 10 and 15 in big cifica, like New York? Clearty his initinl reasoning, was just more of the same finger pointing
double talk, that T was becoming fumilipr with,

Two days later T meet with Mr. Mobley again. T produced just 5 roceipts. 1 stated that from Toyota’s standpoint I don’t
qualifyy, tut then their progeam is designed foe just that reason. To make & public appearance of being concernad about their
customers but behind closed doory o help as little as possible. T told him that I can accepted my responsibility for oot
keeping my receipts, even though my engine would ook the same with or without. 1 meationed that throughout the process
1 was told by them that they cannot volyteer information of this program to their costomers. Sherwood Channel even at coe
time said that “theose things ate muters of termination™,

My viewpoint is that they cen vohmteer, {and readily do volunieer infermation) about amything thet needs ficing on your
vehicle when you bring it in if you are going to be charged for it But here is & common problem that they can't volunteer
informetion on, bacause Toyola will have to pay for it.

I requested finm Mr. Moblkey informaticn concerming the company regional directars. 1 infremed him that T eould accept my
loss, but what [ had found through the crdeal was that, there wers people in my same sitwstion that didn’t know about the
program. Thers were used Avalons, and other qualifying vehicles on the used car lot. Was Toyota dealerships informing the
ngw buyers that this progrem is in placs for 2 “kmown problem”. And that thia program meybe expiring for themn. On the
Satarday of my 1™ comversation with Mr. Mobley iy tivae limit for the program expired!!. 1said also there are lending
instituticens that are loening money for the purchaze of these vehicles, I spole with two inclnding my own and they didn’t
know of the problems, or the program. There were alsa (w0 suto repair services that had customens who had gume through
this and they didn’t inow sbouat this grogramp, Auto parts stores didn’t know as well  And infact the ooty person T had
gpoke with that knew was that one mechanic. I told him that T could accept my loss but [ couldn’t accept that othets would be
blatantly left in the dark, snd not informed, so I wonld do what T could to mform then,

In addition, I produced reports like that from AERA (Engrine Rebuilders Association of America) Stating shat the flavr exints
in the engine design. From a combinetion of 3 things from “cold spots” deficicnt ventilation design. and too small of an
oll retorn charmel from the head to the ofl pan. Thess reporta were from independeni sngine rebuilders, and mstructcra,
who studied the engine design. Incidentslly, in 2003 when Toyeta finally redesigned the enging, gpuess what things they
alterod??? Toyota’s take wes thet the new degign was not acknowledging a defiect in the previous model, is was juat to
prevent simiter problems fivm happening!

The next moming before I'm petting ready to contect the BEB, Guy Mobley, gives me & call steting thet | quealify for the
ptogram. ‘Which again makes you wonder what quelifics vom? Does qualification have anything to o with your car, ar
what you kowrw , how bad you have been lisd 10, and your desire to let others koo, : ;
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Bul mayhe there i 2 sineere effort restore trust? So when [ drop the vehicle in they again have o check it out, 10 ses
whet’s needed to fix i 1 then requested a rental car, per conmuner suppart program ditectives. Mr. Mobley then denies that
I’m entitfed to one under the progrem. 1 begln to reach for the program papetwotk 16 06ce sgaln 10 prove what I'm entitled
to, when be maked Sherwood Channel, who say yes he’s eifitled 1o a rental for onty 3-4 days. This again was a blatant
deception or He as the program covers rentals for as long as they have your vehicle making the rophirs, But I was tired of
arpuing, I told them I wouald sactifice having B vehicle for the weeloend, and pick it upy en Monday.

On Mouday or Tuesdey Toyota Corp comtacts me and estsblishes a case #200501 190517, They reaffiem whet 1 imow about
the rental.  And that they will call the local dealer. I expresscd to Joanne my frestration in baving to prove the corporate
policy to the local dealer in order not to be taken advantage of 1 told her that 1 have not potton the siraight “truth” from
anyone, unless they get backed into a corner by their lies, 1tokd her that I still hed some research to do on OZ sensors, but I
would give them the opportunity to give me the atraipht trath. This wery [ could have at lenst some hasis for “trust” in fishire
deatings, pfterall they were putting i a new short block. Joamne want on to #ell me shout the scnsors readity and that under
10 circumsiences wers they connected with the oil gel. Wit she chose not to tell me is thet the sensors are ivolved in
another case scttled by the BEPA against Toyota, where Toyote hes to contact owners of affectad vehicles, by March of this

VHET,

I'm thinking to myself ¢ this paimt here we go again. 5o I call apain fhe next day to sk about thet aetdernent. Mind v,
that the settlement notice stetes that if yon have not received your feter from Toyota 1o call the same oumber I was calling,
1 saked the rssistant shont the issues regarding emissions and EPA lawsadt that was settled. She claimed ignorance, and
repeatedly askad me what I waa talking sbout, and what it deaft with!! 1started resding off the government websits address,
so that she could type it in and see.  Then She stops end asid that she wa kirving problems pulling np the page. At thin pofmt
I'm frustreted 5o I hang np, Icall back again, end request Joanns, And we do the same dence inatead this time I*ve got the
actilement notice printed out. So Fimally § 2aid, “Let ine read it to you" 1 ves no apener through the first temn sentraceos
hefore she raftled & st of componemss and things that were imvolved. 1 didn't know that 2 introdictory sentences conld
miraculounsly mstored amnesin that way!!

Joemne, goes va to asswie inc that anything related to emissicns iy not ol relsted. 1 said, but If & car is buming, end
consuming tasge portions of oil internally where in it expelled? She stated thet the O2 and Catelytic comverters ace not
covered or commected to odl pel damnage, that*s Toyotes stéand.  So ace agein I did some research.  In the meantime, they
finished up with the car. They reported that the Catalytic Converter was partinlly clogged and that if it i driven in this
condition the engine would refisse to start, and thet thet’s wity the ¢ar even though it had & navw engine woukl not accellerste.

1 found manufacturer article after article on the internet stating 3 predominent reasons for catalytic converter fhiture. 1)
Fluids--oil consxnption by engine, or other Hiuds 2) Fuel mix is toe RICH-—oily Fouled spack plugs can lead to this 3)
Phrysical damage, hit & boulder etc. Ofthose 3 teasons 2 are directly related to Odl Gel damage. At this poiot, 't thinking
for sure afisr putting in B new engine Toyota is nat going to try to cover-up aod bilk mz out of mors money. After all this
whole process was supposedly to encourage and restore TRUST andd bera they are blatantly kying again. But sure coough
were wanking to charge my wife 4,000 for a new catadyiic converter. When it way directly related the oil gel

When I arived to talk with Mr. Mobley, this maming he apain agk me to produce the support progrizn policy, abd 1o tead
off the poction thet said that they would cover related damages. Once this way done, [ asked thae ¢ fiew poimted questions .
At this point fhey did not keow of my rescerch into the matter. They figured the T wae just had sncther mark.

Question 13 Is it your cotemtion that the catalytic comverter clogping cannai be caused oil gel in my engine?

Amswer: Guy, and Shervrood both resolutely, maid “Correct”. The converter involved the emiyshons, so it can damage the
engine, but engine probiem coudd not damege it Guy then goes on t say that the only thing o his knowledge that will niin
a converter is dumping raw fixl into the comyertcr.

Questicn 2} How ko yom koow what demaged a comverter?

Amzwer: Guy- I don’t know if there: is anyway, of tolling without removing the converier and sending it awny. ( If thia is
the case how can they any with eny certainty that the damags to my converter was not from 2oy 3 of the most obviows cawses)
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OQuestion 3) Whar would cause an enging t run to “rich” causing wnbwmt fuel to reach the converter?

Angwer; Guy- Usually a timing fswe, when the engine timing iz off. (this proves they blatantly lied on question mmber
one wien they said that an engine carmot damage a onverter )

Ouestion 43 Could a fouled spark ping, upset the timing?

Answer: Guy-Yes I guess that that could probably happen tat it's veey.. very unlikaly. Sherwood- For thet to heppen your
check engine fight would came on and sty on foe 8 lang time. And your car would be skipping,

My response was that T wae changing my spark plugs out at least every two moaths. In fixt they should know that all the
spatke ware fouled when the checked the engine originally, end when they chacked the engine hefors pulting snother in.
{They heve then have proof of two of the most conmmaon eaans of damage. )

Then I agein mention my disappointment /frustration over angwers like I just received. I then pull out one of my ressarch
articlas, and explain to them the 3 causes of catalytic converter demage.

1) Fluids getting in to the converter, If you have Jeaking vatves seals ail consumption you are going to have this.. And that's
a sympiom of oil gel. .

2) Too rich fuel mixture— Fouled sperk pluga lend to this, ad theye fuled spark pluga are & symptom of oil gel.

3) physical darnage- We can rule this oant, becwuse there i not outside damage to converter wlls.

I then explain to them that I am not & mechanic end yet I zn repeatedly pot in a position where | have to cxplain
fimdamental pringiples of mechanical engineering to them, and they ere the professionalz!!! 1 related to them that of the 10
professional mechanics that 1 spoke with previomaly . All 10 felt it & go-borpiner that exceanive oil conmumption would
cese cutalytic failurs, Teven weot aa far ns check a Japeness engine specialist to sec if there was something unuzual abaut
design that made this engine defy lows of plrysics.  Hin reaponae was that it works the same way. Many mechanica sven
atated that thet oil consummption is what that look for first.

Their fitnl reaponss waa that if the tew things were connected the Corpocation wopld il them to replace it My racponse ,
was that Toyots Corp. said that they depand on their mechanics to it them becauce the dealers are like their eyes, sars and
hends. At this point sy frostration wis too much, The dealer biamea Corp, and Corp Points the finger st the dealar, and no

e does anything.
Conechulon:

This is obviously consumer G, wheiher firsled by complete incompetence, and iggocance, of more likely by protocol.
Tust to see how decp it tuns I called Toyoin of Esaley and Greer, 1toki them I had a 97 Avalon. Itold them what it was
doing. Both sarvice reps nafd that thete was no recall, but if T wanted I could bring it in and see if & qualifies, My respanse
was if it can “qualify” then there must be 3 progam thet it qualifies for, right? * Ughh,, You just need to bring it in and
we'lIt check it out for you™, was the respoase.

Most costomers will oot do the ressarch or have not the mesns, time, or parsistence to do whet I did. The dealership and
Corporation are aware of this end are content to hide and scam those who ere uawary.  In the long nm Toyots give Athe a
new shart block, but they tmde 1w dig throagh all the corporate abd Jocal cow manure to receive it.  IF they have a public
fupport program then they should have to give those that they qualifyy for it what ihe progrem ndvertises. Anything less is
dealing fraudulently with custorners that they publicly claim they care about.

I have beots without the service of mry car fir o manth. T will not wait for Toyols to act, 88 I must travel out of town this
weekend. 1will sending copies of thia letter certified to the following apeariee listed on th= next page.
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Aitn: Afberto Jiminez

Department of Transportation Naticoal Hey Traffic Safety Admitisteation
Office of Defects Tnmvestipations

NEA-10.01

400 7% atreet, SW

Washington, D.C. 20590

1-888-327-4236

1-800-424- 9363

W0 ¥

Federal Trade Commission
CRC-240

Washington, DC 20580
www. fic.pov

Attn Clarence Ditlow

Center for Auto Sefety

1825 Comecticut Ave., NW
Suite 330

Washington, DC 20Q09-5703
waw.antosafety.org

Dateline@nbc com
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