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U.S. Department of Justice
Office of Consumer Litigation
Civil Division

Washington, DC 20530

October 12, 2010

Bristol, C

Re: Tovota 2002 RAV4

Dear NG

This letter is in reply to your correspondence to the Attorney General, postmarked
September 7, 2010, which was referred to this Office for consideration and response. I regret the
delay in response. Your letter concerns your dealings with Toyota. You indicate that “the ECU
was causing the transmission to malfunction”on your 2002 RAV4 vehicle. Your major concern
seems to be that despite this “malfunction” there was no service notification from Toyota. You
believe that Toyota is responsible for this malfunction and should cover the cost of all the repairs.

Since your inquiry relates to a matter involving questions that do not come within the
immediate jurisdiction of this Department, I am forwarding your letter to the agency indicated below
for consideration.

In addition, you may wish to look online at National Highway Traffic Safety
Administration’s “Defects & Recalls” web page, at http://www-odi.nhtsa.dot.gov/recalls/. I note
you have looked at NHTSA’s web page in researching this matter.

Also, if you have not yet done so, you may wish to consult a private attorney who could
advise you of your rights and any remedies that may be available to you.

Thank you for writing.
Sincerely yours,

Kenneth L. Jost

Deputy Director

Office of Consumer Litigation
Civil Division

By: Jamie Albrecht
Consumer Affairs Specialist
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Bristol, CT

To Whom It May Concern:

We feel that we are being taken advantage of by Toyota. My wife noticed her
Toyota 2002 RAV4 began having shifting problems on her way home from work. We
called the local Toyota dealerships when she got home to get it serviced. We had her
vehicle tested and diagnosed at Middle Town Toyota.

Our Toyota Rav 4 was tested and we were told that the ECU was defective and
needed replacement. We were told the ECU was causing the transmission to malfunction
and most likely caused irreversible damage. The error code was P0758. We asked the
service rep why no check engine or service light ever came on at all. We realized that we
could have been driving the vehicle while damage was being caused without any warning
or notification. While at the Toyota Dealership we were told we likely needed a new
transmission and possible some engine work also. We told the service rep that we were
aware the ECU had a service notice on it and was already serviced. We believed Toyota
required the ECU to be serviced and Toyota’s acknowledgement the ECU was defective.
We believed Toyota should pay of the cost of replacing of the ECU and/or transmission
and any engine work that may be required. The service rep in the beginning denied there
was a service bulletin until we said that we had it at home and would bring it in. The
service rep said that they could do nothing for us and said to call Toyota’s Customer Care
number at 1-800-331-4331 to see if Toyota would help us. The rep alerted us that if we
noticed that problem before 80,000 miles; the labor and ECU and/or transmission would
have been covered under warranty. When we asked how much the costs of repair would
be, we were told it could cost up to $6000 or more in repairs. The service rep said if we
wanted the repairs to be done at this time we would need to pay for any and all repairs at |
this point. |

We did some research online on the error code through the National Highway and
Traffic Safety Administration and we called 3 other Toyota dealerships in Connecticut
and researched the problem on line thorough various web sites. Hundreds of Toyota
customers have had problems with the ECU and made reports under different categories
with NHSA because the computer, transmission, and engine were affected. Again, we
called the Toyota dealerships in Bristol, Vernon, Wallingford and the Middletown again
and after asking many questions on how to get the problems fixed. The Toyota service \
rep’s acknowledged that Toyota has known about the 2001-2003 Toyota RAV4’s ECU i
problems sense 2006. Toyota has known about the ECU and transmission problems and

Toyota knew the ECU will malfunction and need to be replaced while causing o
irreversible damage. Several service reps said that the service update had to do with <
emissions and not the check engine light. The service notice we received (clearly in =
print) says it was issued to correct the problem with the check engine light coming on. é: E




We found that Toyota released a technical service bulletin in 2006 warning the
dealerships of customers reporting shifting problems with the transmission. This notice
alerted the Toyota dealerships to replace the ECU and/or Transmission and that it would
be covered under the federal emissions warranty of 80,000 miles. Toyota the
manufacturer and the Toyota Dealerships made no attempt to alert the customers of this
cestly problem because it was not a safety issue. For those customers that noticed the
problem (after the 80,000 mile warranty) Toyota expects the customers to pay for the
repairs. When Toyota the company found out about the problem with the ECU Toyota
placed the problem under the federal emissions warranty so they would not have to pay to
properly fix any and all problems caused by the ECU. This left all customers with this
type of vehicle unaware that ECU would become fault and cause costly damage to their
vehicles. (We found it disturbing that the service notice for the ECU’s reprogramming to
fix the problem with the check engine light coming on was mailed to us and received in
the mail in 2007 while Toyota had discovered the problems with the ECU and
transmission in 2006.) We are convinced Toyota was trying to cover up any notification
or alerts to its customer by the vehicles check engine light so they would not have to pay
for the repairs, parts, and labor.

We called Toyota customer care and were told that the Toyota RAV4 has 3
computers and the ECU that became defective had noting to do with the transmission or
engine unlike what the Middletown service reps at the Toyota dealerships told us. The
customer care rep first denied that there was service notice until we told them we still had
the service notice in hand and that it was mailed to us. The customer care rep then
explained the service notice had to do with the vehicles emissions and not the check
engine light. The rep said that Toyota would do nothing for us.

Once again we called the Middletown Toyota dealership where the vehicle was
diagnosed and asked if there was anywhere or anyone else we could talk to. The rep
alerted us to call the Toyota customer service line again and that Toyota may or may not
work with us based on our history with Toyota. The rep explained Toyota takes the
vehicle care into consideration, if we have multiple Toyota vehicles, or if we are repeat
customers, or if we were willing to pay the labor then Toyota may cover the cost of the
ECU and or transmission.

We believe Toyota made no attempt to contact customers to avoid having to pay
for the costly repairs and labor caused by the ECU on the Toyota RAV4 vehicles. We
believe Toyota should pay and cover 100% of the cost and labor to repair my wife’s 2002
RAV 4. We would not have considered doing business with Toyota if we realized how
they really treat their customers when it comes to manufacturer errors and defects.

We are asking for your help in resolving this issue. My wife’s vehicle now sits
un-drivable because of the problem with the ECU. We have also noticed that when we
start the vehicle to keep the battery charged a big cloud of white gray smoke comes out of
the tail pipe that smells like burnmg metal for a few seconds and then goes away. And to
this date there is still no check engine light or service light on to alert of any problem
with the ECU and transmission.
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