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September 18, 2007

MW7 P &y
Via Facsimiler (310) 468-7814 ¥la Facsimile: (303) 789-6687
TOYOTA MOTOR SALES, US.A  INC. BURTTOYOTA SCION, ING/ #1025 3.0 7 A
19001 Scuth Western Ave. George Schoenecker
Dept. WC11 Customer Relations Manager
Torrance, CA 90501 £450 South Broadway

Esglewood, CO 80113

Toyota Case No.: 200709180548
NHTSA ODI No.: 10203430

To Whom It May Concern:

During the early part of September 2007 [ began experiencing problems with my 2002 Toyota
4Runner, The vehicle felt strampgely kose and unstable driving over bumpas and uneven
pevement. - On Friday, September 14, 2007, 1 took my track to The Toy Doctor an Seuth Parker
Road in Denver, They diagnosed the problern as being a wom and loose front right lower ball
joint and recommended replacement (gee aitached paperwork). Per my request, they contacted
Burt Toyota for me (where I purchased the vehicle new in December 2001) md confirmed that
thia ball joint had besn replaced by Burt’s service department on approximatety August 30, 2005
in connection with & Toyota initiated recall. I then went over to Burt, expleined the situation,
e made an appointment with the service department for Monday, September 17, 2007, to have
the problem inspected. '

Afier three (3) hours of waiting, Burt’s Service Departinent finally confirmed the diagnosis made
by The Toy Doctor and recommended replacemnent of the ball joint at & cost of over

Scott Obwon, the service adviser, explained that there was only a one (1) year warranty on
prior replacement so [ would have to pay for this one. Obviously, I am pot happy with this
regponse. Why is it that I get almost four (4) years of good, solid use out of a supposedly
defective ball joint — a problem Toyota itself acknowledged and iszued a recall notice about — but
oaly two (2) years from the “good” ball joint used to fix the rnanufactorer’s original problem? I
think this is bad policy and bad business. If the original part had sinrply worn out aftex 6 years of
use, that I can uederstand; but 1 think its poor business and poor customer relations to make me
pay to fix a problem that Toyota acknowledged was its responsibility and was probably never
fixed correctly in the first place (when I called the Toyota Customer Service nutrber yestesday,
September 18, 2007, to voice my concerns, the reprezentative put me on hold for a few minutes
to investigate my complaint and when she retuuned stated that she had been advised that the
replacement ball joint should last longer than 2 years).

Lﬁmstnte'ﬂ:ntumﬂl-ﬁvehmveryhnppywﬂhthevaluamdpuﬁ:rmmnfmy4kmﬂer
{I would buy one again or another Toyota product) and the service that I received at Burt prior to
this experience. -Huw:ver,la;nvarydisappoiﬂedahuuthuwﬂﬁspaﬁicularmﬁﬂ'hﬁham
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handled. I think that either Toyota or Burt should replace this ball joint free of charge to me
because of the Toyota initiated recall on this part (and acknowledgement of the defoct) and the
]Ikeh]nudﬂntﬂmmhnmmtbaﬂpmmmtherdafem“auweﬂortlmw:nkm replace it not

property performed.

' Idﬂmauﬂﬁ‘omﬂwrgem Bunt’s Cistomer Relations Manager, today and we
discugsed the problem. Mr. Schosnscker ssemed sympathetic but mdicated that he would have
to discuss this firther with the Regional Service Manager and would get back to me,

The Toyota Customer Service Representative indicated to me that I would have a definitive
response to this matter by Friday, Septetober 21, 2007. Thersfore, please respond by this time as
thnbndhﬂpnipmuntaumgmﬁmﬂhtymmdasmchlnwdmmhnhmmﬂtﬂu
qmcklyaspussilﬂc. .

Thank you ﬁ:r}mn'timennd ettention to this mpatter,

Very tuly yours,

Bnclosores
oc:
NATIONAL HIGHWAY TRAFFIC SAFETY DENVER/BOULDER BETTER BUSINESS
ADMINISTRATION HEADORTARTERS BUREALS
1200 New Jersey Avenne, SE F.O. Box 48179
West Buildmg _ Denver, CO 80204-4039
- Washington, DC 20590
ToyoTA/DENVER REGKRIAL OFFICE

ATTN: REGIONAL SERVICE MANAGER
9676 Scuth Marocn Circle

Englewood, CO 80112
Facsimile: 303-799-7504
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