/3

CL-10241570-4164

National Highway Traffic Safety Administration
Office of Defects Investigation

1200 New Jersey Avenue SE West Building
Washington, DC 20590

Albany NY,
P:

Re: VIN#5tewm72n 01N
ODI confirmation #10241570
Re: Toyota Motor Sales Corp.
November 7, 2008

To whom it may concern:

This follow-up letter is in regards to my ongoing dispute with Toyota Motor Corporation and the
defective frame in my 2001 Toyota Tacoma Truck. My online complaint was confirmed with the ODI
confirmation #10241570.

On September 22, a case manger from Toyota’s customer care center, Ms. Autumn Branch, called to
make a verbal offer on the buy-back of my vehicle. Ms. Branch denied my request for a written copy of
the buy-back offer, or its terms, threatened me that if 1 turned down the offer, or hung up the phone
before accepting the offer, then Toyota’s offer would be rescinded and | would risk a lower offer in the
future. Only after | declined the offer, citing a lack of clarity for the terms, did Ms. Branch inform me |
had “30 days to make up my mind.”

On September 24 Mr. Joey Lopez, my original point of contact at Toyota Customer Care, called to
remind me of Toyota’s offer to purchase my vehicle. Mr. Lopez also denied my request to put the offer
in writing. He did, however, inform me there “could be some flexibility” of Toyota’s part to pay more if
| could prove the case | was entitled to additional money.

The letter | have attached is was my counter-offer and request for terms. As mentioned, Toyota is has
been unwilling to put terms and the offer itself in writing, but I'm hoping that my request will be
considered anyway. | have enclosed a copy of my latest correspondence to Toyota, repair records,
estimates for vehicle value and a rental car.

Toyota causally denied my request to reimburse me for recent repairs to my vehicle. in addition, they
refused to take the actually Kelley Blue Book Value of my vehicle into consideration. Never mind they
have offered owners of 1995-2004 trucks 150% of KBB's “excellent value” —they have offered me
$995 less than the documented value of my truck.
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New York State Consumer Protection Board
5 Empire State Plaza

Suite 201

Albany, NY 12223-1556

Amanda Vennard

Director of Constituent Services
New York State Senator Neil Breslin
Capitol Building, Room 414

Albany, NY 12247

Sara Lear
Division of Economic Justice
Consumer Frauds and Protection Bureau

State of New York Ofﬂce of Attorney General Andrew Cuomo

The Capital :
Albany, NY 12224-0341

United States Federal Trade Commission
Federal Trade Commission

Consumer Response Center

600 Pennsylvania Avenue, NW
Washington, DC 20580









the customer in a Toyota loaner vehicle... if a customer requires a loaner truck which . -
exceed the current $35 per day guideline, the dealership can submit the higher rate with
DSPM authorization. B

If Toyota is unwilling to compensate me for the cost to rent a comparable vehicle, is it possible
to obtain a comparable complimentary loaner vehicle from a dealership as per the POL08-03..
guidelines? .

I have not been able to drive my truck since September 11, when Lia Toyota informed me the frame had: -
failed inspection. I bave been kind enough not to request refunds of costs associated with alternative - -
transportation retroactive to that date. Ihave attached the complete invoice of each requested-

reimbursement, and documentation of the Kelly Blue Book Value, cost of repairs, Toyota’s inspection, -
and the comparable rental quote. Please review my request for the appropriate reimbursement of

$13,865.

My request for a written copy of the offer and terms of the buy-back has been repeatedly denied. I bave-
additional questions about the process that should be provided in writing. Please post, email, or fax me

answers to the following questions so I am able to determine how the proposed buy-back is tobe . -
handled.

When should I expect the check for my truck? : o

Will Toyota be taking ownership of the truck? If so, when — before or after I am paid?.

How should I make out the bill of sale and title to transfer ownership? - - -
When the frame of my vehicle failed inspection, Lia Toyota of Colonie, NY informed: me the
vehicle was umsafe to drive. The dealership refused to allow me to store-the truck on site while I
pursued and negotiated a buy-back from Toyota corporate. The truck is now stored on private -
property, and cannot be driven, it must be towed. Will Toyota be providing this service? If not,-
will I be reimbursed for the cost of towing to return the truck to a dealership? :

N N e

As mentioned previously, this is my second attempt to contact you about the offer Toyota has made for-
the buy-back of my vehicle. Please contact me as soon as possible so that we may develop a satisfactory:
resolution to this issue. : S e

e

y Sincerel

Enclosures
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Warranty Policy Bulletin POL08-03
03/07/08
Page 4 of 6

Claim Submission for Vehicle Inspection Process and Repurchase

Claim Type Op Labor Description Rental
CPS Legacy Code | Hours
8711B1 0.5 | DealerVenhicle ~ 1 Norental
Inspection, No Rust allowed.

Perforation Found.

Repair 8711B3 0.5 | Dealer and Region - - More than 10
Frogram Regular o Vehicle Inspection, No days rental

Rust Perforation Found. | requires DSPM
: authorization.

8711B2* | 0.6 | Dealer and/or Region More than 20
Vehicle Inspection, Rust | days rental

Perforation Found, requires DSPM
Repurchase Process authorization™.
Initiated.

*As a special requirement for this CSP, rental invoices need to be faxed along
with a completed copy of the attached fax cover sheet to the TMS Warranty
Department at 310-381-7068 when this operation code is used.

Complimentary Loaner Vehicles

Camplimentary loaner vehicles are allowed for customers waiting for their.:
vehicles to be inspected further by a DSPM, FTS or other Region/Private
Distributor associate and while the optional repurchase process is being
conducted. All efforts should be made fo place the customer in'a Toyota-loaner
vehicle. If a Toyota loaner vehicle is not available, DSPM authorization is.. .
required. In addition, specific to this CSP, if the customer requires a loaner truck
which exceeds the current $35 per day guideline, the dealership can submit the
higher rate with DSPM authorization. The maximum number of rental days
allowed beginning with the initial inspection is not to exceed 30 days.. If.the
repurchase process is initiated and the customer is provided a loaner car, the
rental invoice needs to be faxed along with a completed copy of the attached fax
cover sheet to TMS Warranty at 310-381-7068 once the customer returns the
loaner vehicle. Failure to provide this information will result in a debit of the
entire cla:m

| Dealer Procedures for Vehicle Inspection or RepurchaSe

The customer letter will ask if they have experienced a frame rust perforation
concern and if so, to contact their local Toyota dealer for assistance. As this
program is an extension of the Warranty, Warranty Policy 5.21 applies. The
dealer is then instructed to perform the following:

e e



Asoutur

Lemanaur ¢

Plus

Lofar B LEasyiipre

Membsrs' Bonafit Program

£nd- Hov d, 2008 45 Hoon

Stait” S9p 7T, 2008 1§ Hoon

PR (Whemwnel] Fick 3 Vehlcle: fio Rt
: L *1 11 of 12 vehlcis Classes To chodsa fram.
Yo satections Velncto Class Deacrgtion Prico Quoto

Equiprise Locofigh - ghanae e e e e
51 5. BEARL STPEPSH

m&..-u ~ihen 505 RT3 KNGS R T6RISL weha L3 plan ke 4u,
Lginmere

AREUA .

ALBANY, NY17707.1500

Todz (18 ATEAL

Rl BN ™ ; . @ Easey ua e« 5 mwmmmw.r_mu _am_..o_..ws
DatisTimas: sane seeogiite L s fihts

;Crioeacz. & B49.9¥ USD/
ad Codge Daneta o
P S R

month
T

Pckup Teuck

G s, Fug
e g L

e

[ Qu Pk, Pabieri™

Rent S| Bue b O | Hianan Yane Fion ] Corsars | Abounses | Coniiey

Besseamar fxehuie Hasaore |

Byzinag Bk

Eenat Yous Reosm [Help

Try. ¢l Snoat } S tan

ozttt Dyanas

mEmIdangt Car Rental $Iks.

Crr Rantal 15 | Qat Ramat

axds | Car Mie 4k

CarHice irelanz | Lar Reoll Gemmany,




SEP 16, 2008 SUMMARY HISTORY DISPLAY . LIA TOYOTA-COLONIE PORT 5171 3010

cusrover ¥aveE (G S ser1atn no. sTEwv72N01z [

TOTAL R/0'S 2 TOTAL SERV. DAYS 1 MAKE TT TOYOTA TRUCK
IN# RO.NO. RO. DATE.. MILES. ADV/TECH J# T OPERATION CODE. DESCRIPTION. . ...
1 325856 09/06/2008 129274 A 85699 '

T 85611 1 W 09TOZFRAMECSP  INSPECT FRAME
2 288562 03/23/2007 103528 A 78764 _ :
o T 70434 1 C 15TOES000 5000 MILE SERVIC
T 70434 2 C 14TCZ0031n 4X4 ALIGNMENT
T 70434 3 C 09T025330 VENTILATOR LOUVE
T 70434 4 C 14TOZ0028 BALANCE 2 WHEELS
T 70434 .5 ¢ 16TOZFUELINDSER PERFORM FUEL IND

e i R —— . R —— e - [T






LIACARS.COM

ERTOYOTA

2116 Central Ave. « SCHENECTADY, NY 12304

(518) 374-3700

TAG NO.

INVOICE,

INVOICE NO.,

e RICHARD MOORE 85699 05706/08 | T0CS325856
: uﬁ%ﬂﬁb LIGENSE.MD. WILEAGE 129,274 coRLEFb 7 STOOK 0,
_ YEARIMAKE:‘ MDDEL . DELWERY DATE DELIVERY MILES
ALBANY, NY | 01/TOYOTA- TRUCK/
L . | VEHICLE |, D NO. SELLING DEALER NO. PRODUCTION DATE
o 5TEWMZ72NO012Z 1 '
F.:TE NO R O.NO. ROD7E06/08

[ COMMENTS

BUSINESS PHONE

MO: 129274

The Reynolds and Reynolds Company ERANTSIIGE CCE44191 Q (04405)

WATT

W 1 09TOZFRAMECSP

S INSPECT/FRAME - o

CUSTOMER REQUESTS THAT THE FRAME BE INSPECTED AS PER THE
CUSTOMER SUPPORT PROGRAM FOR FRAME CORROSION PERFORATION ON

CERTAIN 1995-2000) TACOMAS
FRAME FAILS INSPECTION

JOB # 1 TOTAL LABOR & PARTS

COMMENTS - « - == =< === - == e s msm s e e e oo maeaees L W S R

*% 1 AM HONORED THAT YQU HAVE CHOSEN COLONIE TOYQTA FOR YOUR
SERVICE NEEDS.MY GOAL IS FOR ALL OF OUR CUSTOMERS TO BE MORE
THAN SATISFIED WITH OUR SERVICE DEPT.IF FOR ANY REASON, WHAT
SO EVER,YOU ARE NOT COMPLETLY SATISFIED WITH YOUR SERVICE
EXPERIENCE PLEASE FEEL FREE TO CONTACT ME AT (518} 374-3700

SINCERELY .
THOMAS J SINKORA
SERVICE MANAGER

BODY SHOP FACILITY ON PREMISES

%% REMEMBER THAT WE: HAVE A FULL SERVICE BODY SHOP THAT | R
CAN' TAKE - CAREOF- ALL. OF YOUR' BODY REPAIRS BOTH . R
DOMESTIC AND IMPORT CARS-ARE WELCOME, CALLNSOAREI WP

. YOUR APPOINTHENT."ALSOFREE ESTTHATES
" CUSTOMER SIGNATURE
PAGE 1 OF 1 CUSTOMER COPY

" TOTAL INVOICE $

“TOTAL LABOR. ...

0.00

TOTAL PARTS.... 0.00

. TOTAL SUBLET... . 0.00
TOTAL G.0.6G. ... 0.00
.- JOTAL MISC CHG. 0.00
TOTAL MISC DISC 0.00
TOTAL TAX...... 0.00
0.00

[ END OF INVOICE ]02:39%pm

ALL PARTS ARE NEW UNLESS
OTHERWISE SPECIFIED

ANY WARRANTIES ON THE PRODUCTS
SOLD HEREBY ARE THOSE MADE BY THE
MANUFACTURERS. THE SELLER HEREBY
EXPRESSLY DISCLAIMS ALL WARRAN-
TIES, EITHER EXPRESS OR IMPLIED,
INCLUDING ANY IMPLIED. WARRANTY OF
MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE, AND NEITHER
ASSUMES NOR AUTHORIZES ANY OTHER
PERSON TO ASSUME FOR IT ANY LIABIL-
ITY IN CONNECTION WITH THE SALE OF
SAID PRODUCT.

DMV REG. NC. R3010714

CONVENIENT SERVICE
HOURS TO FIT YOUR
SCHEDULE!

Monday - Thursday
7:00am - 7:00pm

Friday 7:00am - 6:00pm
SATURDAY 8:00am - 5:00pm

SFa02300 {10/01)











