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October 20}, 2005

US. Department of Transportation ' /D((J('Z..lf)(

National Highway Traffic Safoty Administration
Office of Defiots Investigation
NVS-210, 400 7th Street, SW

Wesdungton, DC 20590
To Whom I May Concern:

We are writing o raquest your assistance in resolving e matier related oor family vehicie, s 2002
Toyots 4Rvmner.

ﬂvxﬁepﬂﬁrmmwhmhﬂmpnﬂmwﬂhﬁammﬁnﬂmwofw
vehicle. We addressed the issucs with the dealer, but to 5o avail. We gpecifically brought to the
attention of the service siaff at the dealership about a problem with the front end of the vehicle
that regulted in noise, high bumps and some stiffivess of the steering wheel. We were instructed
st the time to wait for a recell notice from Toyoia. ‘We reesived the recall notioe relaied to the
Fromnt Suspension Lower Ball Joinis mnd agsin we agked the dealer for assistance, and apain, we
were turned down becanse the problem lies *with Toyota™; the scrvice staff admitted that shocks
should not Ieak at 36,992 miles, -

We wrote to Toyota Corporation a3 we were instruched, and again wo have yet o recsive acall, &
letter or anything acknowledging the situation. Six months have gone by and we are still waiting
for an angwer (see sttached lotter and documentstion). No one has contacted vs from Toyota or
the dealer. Owr inquiries have been met with the following comments: “the dealer is an
indenendent corparation, we cen't help (from Toyuote)” or “call Toyata Cospiration for help
becaume it may be o manufacturing problem dealing with defective parts (from the: dealer)”,

We are waiting for relicf for a problem, we believe, may be linked to the faulty parts in the
Toyota 2002 4Rumner. In any caze, all those who we have spoken to, reputable mechanics and
sarvice staff, agres that shocks shoudd not leak at 36,992 miles. Wa havs & problem witha
vehicle we purchased as new and no one is willing to eddress our concern deapite our repeated
Attempin

As citizens and consumers, we need Tovota and it deater, Champion Toyota of Austin, to
addreas the poor custamer service they are providing and to fix the problems associated with the
vehicle for the safety and security of our family. Your essistance is approcinted. If you cannot
help us, would you please refer us to the appropriste agency, cither federal or state for assistence




August 18, 2005

Toyota Motor Sales, USA, Inc,
Department WC 11

19001 South Western Avenue
Torrance, CA 90509-2551

RE: 2002 Toyota 4Runner -mc.mmzn-
To Whom It May Concern:

T am writing this Ietter to inform you of my displeasure and disappomtment with the
service we have so far received at Champion Toyota of Austin, TX, In addition, we have
a problem with the vehicle and are requesting your assistance to resolve both matters.

In October 2001 I raded in the family’s Toyota Corulla station wagon and purchased a
2002 Toyota 4Runner. My wife drives the vehicle for transportation to and from work,
our children’s school and to run household related errands {(all of which are in town). This
has been the extent of the vehicle usage for over three and a half years. The vehicle has
never gone on rough roads or terrain, sand or placed in strenuous driving conditions. We
have allowed only the staff at Champion Tayota to service the vehicle since its purchase.

We have had some concemns about the quality and thorougimess of the routine
maintenance being petformed at Champion Toyote. At a scheduled mamtenance check
scoording to the “Scheduled Maintenance Passport” the tires were to be rotated at a
certain nurnber of miles. My wife presented her invalidated book (that she had left on the
front passenger seat) to the gervice manager and inguired about the tire rotation. The
manager stated the tires were not rotated, thet “they missed it™ but “it would not cause
harm “and “they (service staff) would be sure to do it af the next scheduled sexrvice™. At
the next scheduled service vizit, we were told of rapid uneven wear on the tires. We have
since had two reputsble tire businesses informed us that the tires do not appear to bave
been retated according to the scheduled mainiehancs, which would lead to prematurs
wanr of the tires.

Our concems abont the lack of proper service maintenance were further confirmad on
Tune 6, 2005 when we took the vehicle in for regular mamtensnce, The vehicle was
nmning fine when we dropped it, but it would not start after we were told it was ready for
pick up. The battery needed to be replaced because it had little or no fluids. However,
and the copies attached to this letter show, that it was checked an hour earlier and marked
s being in good condition. Could the battery go out within the hour? Possibly.
Certainly not after someone has supposedly checked it, documented it on papex that the
battery had been checked and is in good condition. The tire rotation incident and the
hattery problem caused vs to question the kind of service we received at Champion
Toyota. Was the oil ever changed? Was the battery ever checked? Had our vehicle been




serviced at all? The service depariment at the dealer bhas checked every document after
every maintenance visit, but as you can sec from the enclosed documents, had any
maintenance been properiy done to the vehicle? We know the tites wete not rotated as
per Toyota racommendations and we know the battery was not properly checked as
documented. Again we wonder what kind of service we have been getting.

On May 20, 2005, we took the vehicle to the dealer for the regularly scheduled
maintenance, i.e. oil change, fluid and brake checks, tire rotation, ete. At that time, we
also informed the zervice manager on duty about a squeaking noise coming from the front
end of the vehicle which was at tires, accompanied by sorne tightness in the steering
wheel. The vehicle had 36,992 miles on that day. The service departrnent informed us
that leaking front shocks were the cause of the noise at the front end, which in turn may
affect the steering wheel. Needless ta say we wero stunned and disappeinted by the
Naws.

We asked the manager to verify the problem and fix it. On Morday May 23, 2003, it was
confirmed that the aqueaking noise was caused by the leaking shocks and that we must
pay for all parts and labor to have it fixed because the warranty had expired a couple of
wezks carlier, at 36,000 miles (how convenient that the shocks on a supposedly sport
utility vehicle start leaking two weeks afier the expiration of the wartanty). We declined
to pey for the repairs as we felt thers is no reason for the shocks to be leaking at 36,992
miles, and certainly not on a supposedly fairly new Toyota 4Runner wnless there were
other factozs, such as those posed in the recall notice,

Knowing at the time of the impending Front Suspension Lower Ball Joint recall, and
verifying with the National Highway Traffic Safety Admirnistration that owur vehicle falls
within the recall specifications, we asked the service manager if it is possible that the
leaking shocks were a result of problem that prompted the recall. He informed us first
that he would verify the information with Teyeta Corporation to see what could be done

'to assist us with the problem. He replied that he was unable to disclose any information

relating to the recall, and that regardless of whether we are experiencing problems at this
time, we need to wait until we receive the official notice of the recall. The official notice,
he said, would come anytime between July and December 2005. For the record we
complained of a problem in the front-end area of the vehicle in May 2005.

1 feel that someone, namely Toyota Corporation and Champion Toyeta of Aunstin, as
agentt, has neglected to properly service our Toyota vehicle. [ believe this conduct is
irresponsible and unacceptable as it puts passenger’s safety at risk, purchased our
vehicle with the belief that it would be a reliable and safe vehicle for a long time. To
rectify this problem I feel that a comprehensive investipation 1o evaluate knowledpe,
qualifications and commitment to those who are managing sud providing service to
Toyota vehicles at Champion Toyota of Austin is in order.

The Toyota Corporation must take active siepa to ensure the staff is competent and the
gerviee is of the highest quality to guarantee not cnly the safety of the passengers, but
also the reliability of the vehicle. Toyota has a reputation to presetve and anything less
would be detrimental to itz image. Toyota customers have high expectations becanse we
believe we make 8 quality and reliable purchase; please do not take our business for

granted.




I believe that the leaking shocks are a result of the problems that are described in the
recall. By telling customers who are sxperiencing problems within the spectnm of the
recall that they must wait for formal notice, the Toyota dealer showed little regard for the
safety of its customers, We are requesting that you replace the Front Suspension Lower
Ball Joints and the leaking shocks at no cost to us. We are convinced that the two
problems are related. .

We take great care of our vehmlns,wccurrenﬂymaNmnnMammmth 150,000
miles, an Isuzu pick-up, 230,000 miles, and had traded in the Toyotd Corolla station
wagon with 180,00 miles. Wehavehadmanycmmﬂmksnverthaymrs,bmm
have leaking sbocks with a Toyote is the ultimate disappointment.

As I stated previouely, as a loyal repeat Toyota customer, I did not purchased our 4
Runner with the expectation of having shock problems at 36,992 miles. We purc.hasad
the vehicle for what we believed was Toyota’s reputation for quality and reliebility, for
making a tough, sturdy and safe sport utility vehicle. We drove the vehicle with care,
maintained it as recommended by Toyota and never exposed it to any stressfhl sitnations
1o that would cause the shocks or any other parts to leak at 36,992 miles.

We already spent too much time going to and from the dealer, researching about shocks,
talking to other macharmics, leaming about the vehicle and worrying. We reluctently
replaced prematurely worn out tires, purchased a new battery, but we will not pay for
shoclks that, in most vehicles aceording to reputable mechanics, are expected to last
longer than 36,992 milee.

We considered, prior to the problems we experienced, the purchase of a Toyota
Highlander Hybrid. Since my wife drives primarily in town and because of the safety
features it offers we believe that our next purchase should be & Toyota Hybrid. Needless
1o say that we have shelved that consideration until our current ongoing issucs are
resolved. Your actions will be a factor in our next vehicle purchase.

We need a resolution of the problems we identified in this letter, to include any other
incidental igsues that may arise becanse of the had shocks and/or the recalled parts. We
hope to hear from you within 30 days of the receipt of this letter. We will do what ever is
requested of us to esolve the isgues raised in this letter, but we are determined to refex
the matter a8 necessary to the appropriate federal and state authorities and our attorney.

Sincerely,

Ce: Alejandra Villareal, Aftorney At Law




@& TOYOTA

Toyoln Motar Sales, USA., Ine
19007 Soarth Weatern Avenus
PO, Box 299

" Torrance, CA 905002091

SSC 50J — FRONT SUSPENSION LOWER BALL JOMNT
2001 THROUGH 2002 4AUNNER
SAFETY RECALL NOTICE

Creer Toyota Custmar:
Thia notice ks baing eant to you in anoordance with ﬂuwmmnfthﬂmiunalmandhlntor!uwlﬂasawm.Tnyuhrmdwdadmau
defect, which relates to molor vehicla selaty, exims in the Frord Buspansion Lower Bafl Joint of certsin 2001 through 2002 4Hunner vahites.

What ia the problem’?

Durng tha manutechiring process, there is & passbifity that the surfaes of the ball poriion of the From Suspension Balf Jaind in your vahicla
may have been acratched. In this condition, the Front Suspension Lows: Ball Joint In yaur vehicla may sxperiance excesstve wear and loseness
crusing increoead stearing efior, reduced wehice seff-oentering ang noiee In the front suspension. I your vehiola is operated in this zondition, in
extrama cases, the Frant Suspension Lower Bal Joint may separate from thalnwddamldruahmnfmmmml thus meragsing
the posabilty of e cresgh.

Plaase ncte that the Fmsuspamhnlmerﬁauulnﬂumhm wmmmmwmnmmmu
wehides Schioduled Maintenancs Quida.

What will Toyota do? . -
Ay Toyota dealer will replaca the laft and right elde Front Suspension Lewsr Ball Joint wih an improved one af B0 CHARGE to you.
' Hammﬂaﬂmnﬂmﬂmdkrnﬁtndanhrhmm'anmmubmhmﬂmﬁmmndmﬂm.hw,mmmpmm.mm'

mont will take approdmataly 3 hours. Howevar, dependng upen the daalar's work achadule, I may be nocasaary o mete your yehicla evatlable
for & longer peded of tima.

Wa requast that you present this notice to the dealer &t the tima of your servios appolntment. .
f you no longer dwn the vehicie, pleess indicate so on the sndosed postege-peid form, providing 1= with the neme and addrasa of the new owner.

mwmmmummmmmwﬁmmmu #1 sppolriment io parform the inspection
and if neceasary replecemard. i you require further sssistonca, yau nwmmuthmemﬂhmcmaﬂ-ﬂﬂﬂﬂﬂm—ﬁﬂ
HWWMWEWWWEBDW,WWHWTNWMMH 300 pm Paciiic Standses Time.

ihlnu hmprﬂlmal'fpuldu'mrqﬂmmofﬂuﬁ'mSlﬁpenslmtmuﬂalmmmlsspodtbmrdﬂnnmb receiving this letter,
phaaumallamprufymr rapuruldu' proof-of-payment, and proof-of-ownarship bo the foliowing address for reimbursemant consideration.
Twutaﬂahr&nhn USA, Inc.
Toyota Customer Evperience, WG 10
19021 South Westamn Avenus
Torfance, CA 90500

Include your name, eddress, and tatephona nunbar{s] In your requasst. Flagae aliow 4 to 6 weaks 10 review your raqmat

K you believe thal the dealer or U!Fﬂa has failed or is unable to remedy the defect within a reasonable time, you may submit a complaint to
the Administrater, Mational Highwey Traffic Sefety Acministration, 400 Saoventh Strast 5.W., Washingtan, D.C. 20860, or call the toll free Auta Safsty
Haot Line at 1-888-327-4238, .

If you are a vehicle lexzor, Federal law requires that any vehicls lessor receiving this recall notics must forweard a copy of this notee to tl'laluéaauwimh
5N daya.

Wa have sent this notice in tha nerast of your mrﬂnuadaaﬂﬂacﬁmvﬂm oup pfndLI:‘E. amd w&mahr taghat any INCofvadipnes this nundﬂunmggr
haive caused you

Thank you for driving a Toyola.

Sincarely, ' o o ’ Eparld'l translaton on reverss aide
TOYOTA MOTOR SALES, U.SA., INC. . .| Imaduccitn en aspafiol en el reverso




‘CHAMPION TOYOTA’S

* 27 point inspection

22,50 MILE SERVICE
* Change oil & filter
* 27 point inspection
* Rotate tires

26,5“11 MILE SERVICE

* Change oil & filter
* 27 point inspection

3ﬂ,ﬂﬂll' MILE SERVICE

3,750 MILE SERVICE 37,500 MILE SERVICE
* Change oil & filter : Change oil & filter
* 27 poiot inspection : immunn
7 MILE SERVICE '
,Sﬂﬂ oil & filter 41,250 MIT.LE SERVICE
* 27 point inspection * Change oil & filter
* Rutpate tires * 27 point inspection
s s s d 3
* 27 point inspection : m& 1n.epecz'.l:n:ltl‘:;lmE .
15 I]'Illl MILE SERVICE : gm'wne transm:sﬁs;;m
* Change ofl & filier ervice differen
* 27 point inspection : Flush EFI system
* Rotate & balance tires Replace fuel filter
% Service transmission
® 48,750 MILE SERVICE
? Sos S T e
* Replace foel filter * 27 point inspection
18,750 MILE SERVICE 52,500 MILE SERVICE
B * Change oil & filter * Change oil & filter

* 27 point inspection
* Rotate tites
56,250 MILE SERVICE
¥ Change oil & filter
% 27 point inspection

ﬁﬂ.m MILE SERVICE

C‘hangeml&ﬁll:er
27 point i

Adjust valves
Replace timing belt

Rotate & balance tires

Change: oil & filter
27 point inspection
Rotate & balance tires
Service transmnission
Service differential
Flush EFI gystem
Repiace fuel filter
Flush cooling system
Minor tune-up

2 E E N E B X KX

33,750 MILE SERVICE

* Change oil & filter
* 27 point inspection

o R kR K E RN

Service transmission
Service differemtial
Flush EFI gystem
Replace fuel filter
Flush cooling system
Minor tune-up

Repack wheel bearings

* * REPEAT SCHEDULE AFTER 60,000 MILES * =
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__ Ball Joims and dust covess __ linnietl~slip o MeresrEal ofl {lane Cnies,
_ Wrade 138 ] hoses T Migh Earier and WD RWAE
Brake il nd holke ke __ Fardifieserriial ol {al modiely st
_ummﬂuﬁmmr :ﬂm TWO Highlarcisr and WD 8%}
T R ki Seicla, Taxoma, Tandea and __ Steering goef bax
ARunnatt __ Swrring linkge znd booke
__ Dhaust pipes and moundings __ Tt e iol] (SN High | aarnthay,
__ Fronk ceeventtal ol (all W11 et WA )
Highlandier and BAE)

« Additional Malmieaaace danss fer Spads] Oparating (onditicac! .

a linsped :iw: trnsmisson flubd {Land Cruksr, Sequala, Tacoma, Tundm, '
Kumine

[ Inspedt engine ir filtw

0 Insped front differerttal ol {38 WD exept Highlander and Rk
Q Iraped nuts and bolts on chassls and bdy
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Champion Toyota
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&rfeptace engine ol and o fiker &-Rerice engine ol and of ftes.
Adddticnal Malntenanas lems for 5 pedal Ariitlanal Mafsternance Hans Yor Spedal

the Tokowing: rt the following:
" Balljoints and dest mvess ___ Bl Jodnds el L cowes
__Bmke (it s 2wl Bk pRASAELS __ Hralr P egetirors 2l bakee pracsidiars
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| O Lubrcate propefier shafl (2l WD except 1 Lubricaia propeter shaft {all 40 except
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O Re-tonque propziler shaft bok {all madels ' ard RKHG)
eocept Highlander and R} D Rotate s — WS- Aone. |
O Gotate tres
BeaL Servicy VENIRCATION: DEALFR SERVICE WERIFLANON:
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Champion Toyota
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0 Rotate fins
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Qi

NALEAGE:
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D1 Replace air coreditioning flker {Highiander, [T
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MalHTENGNCE LOG: SUVS AND THUCKS
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the followsing:
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— B Bningsfi e and bk sadeidis
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RN W Sequnhy, Tacerma, Tndes and
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Aty vl bles o chaveks Al bty
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[ Lubrcaie propeller shaft (all WD weot
Highlandes ard i) :
O Repiace air moioning fter (Highlandss, RAs)
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a m ua}dm shaft halt {Highlander,

O Re=torque gropetier st bok (N modeks
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O Rotata e
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Champion Toyola .
42262
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__ Muis and bolts on chassis ard hody
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(3 Replac2 rear diferertial oll {Sequeia)
O Re-torque drive shait okt (Highlander,
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O Re-torque propeller shaft bt {all madeks

except Highlander and S}
O Rotate tines

BEALER SENACE YERRALCATION:

H2262

[J Replace air condRioning fiter &ighiander, RALR
O Replace engine oll and ofl fatar
O Rotate: ties .

DRALER SERVHE VERSACATION:
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MoaiMTEMANLE LOG:

aca englne olf and ol] Aiter
tmes

riczte piopaller shoft (all LW axesat Mgtander and RiG)

bricrts wheal bearings and ditve shaft bearings fland Crufzer)

2 Emted-sAp differertial ol {land Cukar®

are non-pltinum spark plugs {Saquaks, Taroma, Tundra, SRunnerl*
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Bl B and e
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— Debvw shalk boots {Highlander; Land Cruior; Hrmuhlmm

RG] D Seqmoka, Tomme, Tondso and WP Hiphfandar nd 200 R}
Lioarmer} __ Steesing gear box

— Exiuinl plpes and moutings — Spming Brkage and books
ol ftosmtind ol ) oo, __ Trmefor tase ol (N3N0 mioriok)
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[ Inspext nidts and bolts on chassls and body

O Replace alr condiiordng TRtes {Highiander, RAYG

[ Reptace autcHmatic trRinsmission flek (30 medels eept Highkanger and RER)
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ExtraMile Certified Inspcction Form

'f- Haadlights, Tailllghts, NEEDS REPLACEMENT

Brakellghts
.&. State inapectioh NSFECTION NEEDED
. Wiper insarts NEEDXS REPLACEMENT
- Air Filtar | NEEDS REPLAGEMENT
Battery L“:ml:lﬂnn NEEDS REPLAGEMENT
NEEDS CLEANHG
Drive Balt ' CRACKED COMING APAAT

Brake Fluid Condition Damx  LOW-BURNT

Olf Leaks VALVE COVEFKS]  OIL PAN
aTHER
P/Stearing DAFK,  LOW

ﬂ £V Boots DRIVER: YOUR LEXT SE3VICS DUE

Bralw Ingpaction FRONTRADE______ mm
" (if tires rotatad orfy)  REAR PADR/SHOES_____ mm

CUSTOMER COPY




Name: : Repalr Croer #: Swrvica Advisor:

Model: _ . Miag: .
e e

ﬁ Headlights, Tallgits, ~ne=ns sEPUCEIENT
- Brakelights :

INEPECTION NEEDED

Brake Fluld Condiion DasK LOWBURNT

Of Loaks VALVE COVEA(S) OIL PN
OTHER
P/Steering Fl.un:r DAAK  LOW .

Coolant FLUAD: DARK LOW

Tranamlgelon  FLUK: DaARK  BUPNED
LEAKE: - PAN  BHAFFSEALIR|

£V Boos DANVER: GRACKED OPEM-DRY YOUR MCXT SCRVICE DUE
Ma: CRACKED OPEN-DRY :

- Brake Inspa-f:ﬂnn mm%m "

{If tires rotatad only) mmlmmmmm W
TECHNICMN - '

E-Braks Cporation - moaﬁ An.l_;reénen

ﬁ Gabin Alr Filter GHECK FOR FERLAGENENT,
_ F APPLIGABLE .

BT AR Fesfu s




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).




