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File Memo

‘This captures & meeting imd conversation betwesn Robert MacKnight, Tawan Perry, Bruca Biven (of
Lexps US) and Chris Nelson of Laxus of Servens Cresk,

Meeting dated 03/17A05 ot spproximetely 12:00 noon
Memo daled 03/1703%

This meeting was criginelly scheduled at my request to moet with someone who was techavigally
knowiedgeable regarding the Tire Pressure Warning Syatem (TPWS) on my 2004Lexus LS 430, This was
W be a follow up to tha discussions and mectings had in early Februmy. The dete for this meethsg was set
based on the svailshility of Mr, Rruce Biven
4 r [] l‘.
At the heginping of the meeting | mentionsd that the purpose of ihe meating was
1) Validate the imformation that had previously boen providad by Mr, Tobin Heriford meganding the
design, peoblams, indtialization requirements end performance of the TEWS.
2.) Te obtain a detiled technka] understanding of the TPWS as t relates (0 fts operstion md
boundary conditions,
1) To (since | had driven the prescribed 1000+ milew) have them demmonstrate thet the TPWS had
succossfully nitalized and thet it was operating property.

The imterchangs was initiated by Mr. Tawan Perry who indicated thet they had additional ieabnical
materiak for my review and onderstanding. quurjmm!m(m}hwﬁthﬂg
publication No NCF255U and n variety of copled pages fom what appoars to have been various maoual
pages). After reviowing pages 88 through 93 of the New Car Featires book { indécated that thia wasn't
sufficiently sechnical to answer my questions, Mr. Biven did soywer a couple of questions regerding the
simple block diagram appearing on the botiom half of page 88, Mr, Biveny suggested that this wee all the
informtion they had. T indicated that [ understood that this wes all they had and bt still didn’t mvoct y
request and I was opect thet they were apperanily wasting my Lime as my roquest for the meeting sod the
parpose of the meeting had remained unchenged since enrly February and had tiven clearly commanicated.

I introduced ory graph of the Tire Pressure Warting Systen (see sttached) and expressed to Mr. Biven that
I wanted to uxdersinnd ot what level of deflntion the TPWS zont 2 signsl, what thet signal strength peeded
to be in electrical undts of measure, whet refierencs valoe that was golng to be compared ko snd what the
time apd signal tolerance were around that mepure, My, Biven indiceiad that not only dida’t he huve that
Inowledge bat that it wis mavnilable. 1 opined thet the information wiuld be made availeble if they
thonght it wea safficlently impontant to customer sstisfaction 1o go obtain it Both individenls indicated
that this wasn't going to happen. :

Singe iems one and two shove weren't golag to be able to be satisfictorily covered [ asked that the
grotieinen defisic ane or more tires on mty car and that we could then drive the car to validate the proper
performence of the TPWS. This was rafired with the explanation thet tire defiation had & ocoar
dynamicalty under driving conditions and that it wae inposside to sccompiish thig test. '

Pressuring both individuals it was acknowledged that there wes po way thet they either knew of or would
get addifional mformation abowt io vabidete elther whether the TPWS was initiolized cornectly ov that it was
working properly. Further I asked thet they simply tall me bow they could knew or bow Beey could test
whether the TPWS was even opertfonal and hadn’t (baiting & diccormected wine) biesn totaily dissbled.
Both individuals indicated that they could ot show me validarion thet the system kadi't been ditebled

I expressed my anger and disbelief at their imowledge, level of costomer sopport and efforts and terminsted

After walking to my car [ went back @ Chris Netson's offlce and was providert the organizatiooe] chain of
'mb}'ldr.hry..: P T i .




M. Tawan Perry snd Mr, Brece Biven report to Mr, Panl Clark wha reports fo Mr. Jeff Bracksa GM of the
Westera region which apparently covers 12 states - all of these individumls work out of the Ivine
Office. Mr. Jcff Bracken reposts wo Mr, Deany Clements 8 Vics President who works ot of the Torrsmce

headquarters.



File Memo

Conversation with i €635 360
Conversation date February 4, 2005
Memo date February 8, 2005

On the afternoon of February 4, 2005 at approximately 4:30 pm [ engaged in g
conversation about the low tive pressure wamning system with Mr. Chris Nelson of Lexus
of Stevems Creek.

What follows are statements concerning that discussion,

Mr. Nelson made and gave me copies of Lexus TSIB*s # PD003-03 and PG003-04 both
regarding the Tire Pressure Warning System.

Mr, Nelson indicated that he had been told by Lexus corporate personnel that they
believed the problem with the car was simply improper initialization of the Tire Pressure
Warning System. :

Further Mr. Nelson indicated that he had been told by Lexus corporate personne] that it
might take up to 1000 miles of driving to propetly ensure injtislization, This comiradicts
TSIB # PDO03-03

1t should be noted that of the seven incidences where the TPWS has either provided a
fulse positive or not indicated real tire pressure low condition that the mileage since
TPWS initialization has been as follows:

a) approximetely 4000 miles between Christmas *03 when it was reinitialized at
Lexus of Monterey and February 2, 2004

b) 9594 miles between February 2, 2004 and August 10, 2004 (note during this time
both level A service and Level B service had been conducted and it was only 88
miles after the level B service that the TPWS provided a false indicator)

) 1050 miles between August 10, 2004 and August 25, 2004 (note that TSIB #
PGO03-04 wid performed on August 25, 2004)

d) 5401 miles botween August 25, 2004 and December 2, 2004 (note that it had been
1428 miles since B level A service had been performed)

e) 4115 miles between December 2, 2004 and Janumry 21, 2005 (nots it had been
492 miles since a level A service had been performed)

fy 253 miles between January 21, 2005 and January 25, 2005

) 492 miles between January 25, 2005 and Jannary 31, 2005 (note this was the first
incidence when instead of a false pressure low signal there was actually no signal
and the tire went completely flat}

h) At no time in the above sequence was the tire pressure ever measurad to neorrect
either by myself or Lexus of Stevens Creek




Note that with the exception of the very first reset at Lexus of Monterey (no recond exists
of this, however, my wife took the car in personally and will discuss as neaded) all
service has been performed by and at Lexus of Stevens Creek.

Both of us wondered gloud about the efficacy of a design that needed such time when
specific driving conditions to cause the TPWS to propetly initialize were not apecified,

I indicated clearly that I thought Lexus (corporate not dealership) was refusing to deal
with the issue.
M.Nehmh“dmhadmmrymofm&cia:nexpeﬁemepdmmmnﬁnginm
management indicated that he didn’t understand or find credible the information that was
being supplied by Lexus.

I mentioned to Mr. Nelson that if it took 1000 miles to properly initialize the system and
to be certain of same that I would authorize Lexus to drive my car for that distance.

When initially taking the car to Lexus on this last occurance I requested that before I
would take the car back [ wanted to know whatded %= dons, whet problem it had
solved, why it had occwred and wanted to be taleen through a test protocol that would

validate the service and the system were performed, performing propexly.

I mentioned to Chris that previously I had owned a 1999 LS400 and that Lexus had

repurchased that car after an acoelerator pedal position sensor failure and a 9 month

process of discussion and arguments with Lexus. | was also mentioned that | had oo
interest in having this outcome repeated.

When queried as to the end game if this problem couldn’t be corrected propexly Chris did
indicate that T had remedies under the lemon laws. My commment was that I didn™t want to
hegqd in that direction and thet a suitable solution for me was to find an equitable way to
move me into an LX 470 which has a different TPWS system (as explained to me by Mr.
Nelson),




On the afictnoon of February 7, 2005 et approximetely 4:00 pm John of Lexus called me
HmyoﬂicaﬂMaﬁmTodmologyhdimmtheTPWSpﬁhlmwwﬁhmylﬂNIm
LS 430,

Themnvmwnﬁunlmtudh:tum!ﬂandmminmﬁthtbemtmnhnken@m&
immuplewnaluhnwasmﬁngthucauﬁmamﬂphmmﬂwhmeﬁugmhund
on Highway 152 between Highway 5 and Highway 101, The call was ultimately
mmimmabyalostsisnalmdmtminiﬁmdby]uhn. No conclusions were resched snd
[ was angry at the treatment from John.

What follow are statements concemning the discussion.

John indicated that he was calling me regarding«:-y oo -at the request of Lexus of Stevens
Creek

}kbegmﬂmmnvmiunuﬁmthumﬂmﬂwmha&bemﬁxed,ﬂmlsbw}dgu
pickhq:md&ﬂhem;mpmdhdhuumthemdmimliﬂmMm&:gﬂmmﬂm
with the TPWS.

Io]mmmuﬂnpmﬂemmﬁmplyﬂmmemhadmbmmyk&ﬁaﬁmd,
that it took about one hour of driving between 31 and 61 miles per hour to properly
initialize and that the time didn’t necessarily have to be at one time but could occur over
multiple uses of the automobile. This contradicts the information previoualy received
about it taking 1000 miles of driving to properly initistize,

Engaged John in a discussion regending the technical functioning of the TPWS. He wes
either unable Sunwilling to discuss the details of the system, There were atiempts to
mumm;mmﬁwwmmmmmmﬁmby
sensing changes in rotational speed caused by the smaller diameter of the tire with the
low pregsure. Whenpmaedﬁamﬁdedetaﬂmgudingthaﬂnmholduwhlﬂhﬂmsym
in&icﬂesaluwprmmmdhhmhemﬂdn‘tfwﬂdn'tpmﬁdethawm.

Iindicmedthatlhadmmwmednmnvmaﬁmhiﬂmtmhnicauyknmgmbh
individual and that he didn’t meet that criteria,

Fmﬂmritwasdlsmswdwitlﬂohn(nswim[ﬂusufStcmCreek)thatIdidn’twnmm
take the car back mﬁlmmmmmmmmmmm :
ﬁnlﬁmmmmmmmmmmmd,ﬂmam
protocol, demonstrate that in was working properly. John indicated that Lexus was
utrwilling to do this,




John kept refterating thatth:pmblmhadhumﬁxedbysﬁnp]ymetﬁngthem
switchhmmmfthcﬁheform:whyitmﬁxedthisﬁmemanauthepmﬂmu
seven incidences — the implication was that the dealership had bext incompetent in
performing this activity.

mqmummemmafﬂnmﬁmmwnwmum
very simple. I asked why, ifitmsmﬁmpleh&ditheenimpmp:ﬂydmmﬁmmbf
more than & singbe individusal, No credible answer was provided.

1 told Johm that if it took one or more hours of driving under certain conditions to
effecﬁwlymizﬁﬁaﬁuthemﬂmlmmeﬂmﬁllhgmhmﬂmdmbyhms
(nslclearljrhadnuthemabhmdoﬂmpﬂyueﬁmwmcmhiﬂmy},md
ﬂmmpmpuminiﬁaHMMIhmmdmﬁewatﬁtpmmlthmindicmﬂum
wes working properly. Both of the above were refused. Many Himes.

John offerad {0 replace all four existing tires (factory originals) with new tires to ensure
thatallti:esmeufﬂmmemﬂdimunimhcﬁmimteﬂ:iaﬁumnpnm*blemnf
the TPWS failures. My reaction was to question fxe zrsount of difference that would
!mwmeﬂﬂbamﬁmmnhwaﬁ]mmﬁgmlmamufmmif
this wes A reasomable approach. John couldnt / wouldn't answer the question. Further I
inquhedasuhyluhnmulduﬂhmdotﬁsifhemmmnﬂmﬂmpmﬂemm
improper system initislization. He provided no cradible snswer.

Imawnyﬁomihﬂabnvedimusﬁmfulingmshmglythmlmuﬁngmh
bouglnoﬂ'memb!an-huuiugiﬁh{r.&mmwmpbmheﬂngm.

John was ablusdve dmhlgthiummwﬁmmdmmﬂdn’twinwdiswmimtuhﬂp
my detailed understanding of the problem, the fix or the test protocol that validated the
fix had beert properly implemented.

therlmqu:stedtnmmjohnmdhh.ﬂclmnatthedmlmhipnaﬁmeufhh
choosing to discuss this further — this was refused severs] times. He indicated that his
schesduic was too complex 1o be able 1o pick a time when we could meet.

Dvumdmluhnﬁﬂicﬁedﬂlﬂmymhudbunﬁmd,dﬁlhﬂdmmtheirwdfw
this, that I had to pick the car up mnd that Lexus was bot going to work with me any
further on this problem. I re-iterated to John that I didn't want to take the car back until
mhﬁmuthmmemquﬁmmmﬁdnﬂm&uimpledmummﬁmthat
the TPWS was working was observed by me.

As mentioned earlier the last ten mimmtes or so of the conversation were broken and
incomplete duef{my guess) a weak cell phone aignal in Jokn's calling ocgtion. The call
broke off completely and was not re-initisted by John.




Immediate]yaﬂerthamsatimnfﬂnmllwiﬂﬂohnfpimd a call to Mr, Chris Nelson at
Lexus of Stevens Creck. ¥ was informed that be had ledt for the day. At thia point i
pmidﬁmmﬂmmmwmmmplmmﬂm.ﬂﬂm
and request that he call me ASAP as I was quite angry about my conversation with Sohn,




File Memo

Conversation witr i Kt R
Converaation date February 7, 2005

Memo date February 8, 2005

I received & phone call from Mr. Harry Kiriakoplis at about 5:00 pen on the 7. In hat
conversation he indicated that he was returmning my call 1o Mr. Chris Nelson of moments
earlier. '

To his inquﬁyofwhcﬂmheumddlwlp,lexpmmdmyanwandﬁmmﬁmwiﬂﬂohn
of Lexus corporate. I indicated that John would not provide me with any technical detait
mmmmmummmmmwws,mmWMwmmpm.
mﬂthﬂhreﬁsedhhnw[amnmﬁmmye%smﬂﬁspmblm.

Hanyindicﬂedthat]nhnmdueinhﬁeMnndeayFMyﬂ”andﬂmhe
would disenss tho matter with him. Harry indicated that he and Chris were stuck in the
middlehdwnenﬂw“glwsf’mdﬂmfaﬂmymdr&itﬂmmdthnlmufm&mk
really wanted to help me solve the problem, « « .

meypaﬁlnmﬁmedngahthﬂaﬂlmtedwbknuwth&;ﬁoblm,mdmt&nd
what fix muMakenandwhyitsolvedﬂwmhlunthisﬁmamdnmﬂnmﬁm

. sﬂmﬁnmmdmbeahhmﬁmammmwﬁdmadthepmpummu
of the TPWS.

Mr. Kirlakopalis mentioned that it might take up to 1000 miles of driving to ensure
proper re-initialization. Heﬂntherﬂlmmdthatlmightnutm&nmhput 1000
miles onto my car. My response was that if that was what it took 1o be able to ensure
mmﬁﬁﬁmﬁmmmmﬂmmmwmﬁﬁyﬁmam
protocol that I would muthorize them to do it

Harry indicated that he or Chris would call sometime o the 8 with au mpdate,




File Memo

Cmmmmmmmmmmufsmw
Conversation date February 8, 2005
Memo date February 8, 2005

Remdadtoamimmnillcﬂmmyufﬁusysmaﬁ:zsmindimﬁngummf
Sm&wkwmﬂedewemysﬁsfuﬁmwﬁhﬂmmpufomedmjm
21, 2005 .~

s
r

mmvmﬂimﬁﬂaﬂmﬂindicﬂedthatlwm‘tmﬁaﬁedaaﬂwmoﬂmwﬂ,
ZMSwmmmﬁﬂdehndtnmtumﬂwwmlmmaryﬁ,MSmdthatmﬁm
was equally vmsuccessful and I had to return the car on Jarsary 31* gnd that Lexus of
Stevens Creek still had my car es of February 8, 2005

Curt gpologized for calling me and indicated that he had my neme marked as a “do not
m”mm&mmmmmﬂmmmmmuﬁmmm
and that my file was on the desk of Chris Nelaon Director of Service,




File Memo

Conversation with voice mail of Jobn Herford (sp7) Lexus Corporate Representative
Coaversation date February 8, 2005
Memo date February 8, 2005

Responded to a voice mail left on my Mattson desk number (510-492-6153) at about 3:30
pt to 949-727-2518

John indicated that { would need 10 leave & veice mall a5 he was out of the office (on his
original messaps). :
Leﬂ!h:mﬂntlmﬂdheﬂmydeskmdmchaﬂemﬁls:iﬂm&ﬂﬂpmw

and that | could be teached either on my desk extension {510-492-6153) or my cell phone
310-386-9405




File Memo

Cmmﬁonwithh!r.lmnHmd,LemeorpcmReMvc
Conversation date 62-08-05
Memo Pate 02-09-05

Rmeivedammngemmymoﬁlem&atamﬂmhﬁumhﬁ.ldmﬂerfmdat
5:49 pm.

A 6:00 pm [ returned the call to John at 9497372518 and left a message on his
angswering machine,

Atabmuﬁ:lﬂpmJohnmunnudthumﬂmﬂmspuknﬁrmmm. The tone
mﬂtmurufthiscallwmmhmdremdialmﬂpmfenimﬂ.

Juhnapuhgizedfornmmmeﬁnglhemuﬁutmmshmthednymﬁmdmw
insufficient cell phone signal in his area of travel.

Johm did indimthathehadmvimwedthemmi;f::cgardhgmyMBmdthe
recurting TPWS system failures with the staff at Stevens Creek Lexus,

Hemquestedﬂmﬂallqummhimhﬂ#mwﬁruaﬂﬁﬁﬂm&maDﬂTuumbwm
ﬂmearandﬂmgmr_nbinadﬁﬂﬂhemsﬁwuﬂs?lwthews failure problems. My

memﬁusﬂmﬂwyﬂ.m)mbafﬂedhecmm“mm'twmmmm
teported to the control computer. Jolm Herford opined that the TPWS wasn’t even
inmmmdmﬂwmﬂmmputm'mthubsemeofmm“smbﬂxpm
1 asked for validation of this,

Mr. Herforddidnﬂ’etmcreateannppmﬁn&tyfornmminmﬁﬂutechrﬁcaﬂy
Lexus representative that miight be able to provide me with much more
hlfurmnﬁmmgardingﬂmtechnicaldﬁigumdperformmenfﬂmﬁwsm I




Thelmmmmnmtnfﬂmcmmwmminmgmdtﬂanmdm 1 asked repeatedly
uer.HﬂfmdudmImmguhgmdoifhtheﬁmeofﬂlthasumedmhas
there stil evidenced a TPWS problem. The only response | was able to elicit was not to
worry Lexus would stand behind ime, This was and is an unsatisfactory response and I
indicated so.

Once again 1 requested of Mr. Herford that if it took some amount of driving 1o verify a
mmﬁﬁhﬂﬂﬁmlwﬂdmmwdﬂﬁsﬁtﬁmym. Again he

The conversation concluded with nty request that M. Herford follow up on three items
[i)WnﬁrmaﬁmofmrmdunapunbﬂhaTPWS,(ii}aspwiﬁcmhedmﬂwhmlmuld
mect with an individual nvhnwaswchuimllytmndﬁgalﬂsmd{iii}am satisfying

The conversation ended with Mr. Herford indicating be would make contact on 2-09-05




File Memo

Conversation with Mr. Jahn Herford, Lexus Corpomte Representative
Conversation date 02-09-05
Memo date 02-09-05

Atappruximatelyllﬂﬁmm&vedamﬂmmynfﬁceﬁmnm.hhnHﬁfmd.Hc
naﬂedmfoﬁnwupmﬂlemnvmaﬁnnnﬁhuprmwening.
He indicated the following; cr
l.}ThatﬂneTPWSdocsnntmpﬂuemmmﬁereﬁmdm’tm
informetion into a control computer.
I.JThtImtddmﬁniﬂ:himmﬂhistwhﬁcuispecialiﬁei&mMunhlmsur
sometime between March 28t 1 315,
3.}1‘tmtlaxusnnu]:h’tfmuldn‘lmnunittnmmdmubutmmgmal
reassurance that they would continve to work with me.
4.) ThatﬂmywanteﬁtnexecumtheplmofpuﬂﬁQFDm-mwﬁmnnﬂwmasm
offer of and gesture of goodwill,

Iindicnmdlhmlmudmdnﬂmmaﬂmnﬁmmmfamucvmiaﬁmmd it’s Impact on
vm}iugmmtiondspeedsasldﬁn'tmptﬂmﬂﬂswasuﬂlnmbhexphmﬁmof
why the problems ocourred.

He indicated that they {Lexus) were confident ihat the problem had been solved, however

theywaesﬁ]lmﬂbla!muﬁuingmpmﬁdememmthulreqmtedupondmpping

nﬂ‘themwhichm—(i}whntfailed,{ii}whyitfaﬂod,(iii}whatcmmcﬁwmﬁm“m

mkmmdmm{iv]mobsmmutﬁtmlthatmﬁdﬂedﬂmﬂmmrmﬁmmﬁmm
ive.

M.Hrfmdmkedagamiﬂwuldmﬂmiunﬂwﬁ:mmdlrespmdedhﬂnmgaﬁva
He preasured mo to pick up the car, Lindicated that T was unwilling to commi to this and
that I would malee contact with him tomortow (02-10-05)




File Memo

Yoicemail message from Mr. Chris Nelson, Director Customer Service Lexus of Stevens
Creek,

Message date February 15, 2005, 4:45 pm picked up at 5:30m pm,

Memo dated February 16, 2005

Hehdiuﬂedﬂmﬂwﬂhiakopoﬁxmdbehlheﬁciﬁvmﬁlhmﬂﬁwening.

IhiedhmnhMr.Ndsun{ﬂB—ﬁﬂ?—RS?}tnlﬂthimkme would pick up the car — ke
watsn’t available by phone so 1left a message that | was displeased with the sitzation but
mldschedulutimﬂoreu-immy Ccar.

I called Harry Kiriakopolis (408-330-3013) and. =t iza.know that I couldn’t retrieve the
car o the 157 but would pick it up in the aftemoon of the 16® - b indicated thet this
would be fine,
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