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I purchased this luxury class SUV because I thought my family could rely on the
quality of Lexus for all climates and terrains as we take great pleasure in outdoor
sporting activities. These two scary incidents of “Check Engine” light in snowy
Vermont began to shake my confidence about Lexus.

On March 1, 2010, 1 brought the vehicle back to Lexus of Bridgewater for the
“Check Engine” light problem and was told that it was due to a different problem,
code PO171. This is the beginning of the Code P0171 problem with no identifiable
cause after the technician ran a full diagnostic.

The Work Statement stated that it was due to failed mass airflow; and I was told to
monitor the vehicle. Unforhumately, the “Check Engine” light came back on again
shortly afier the vehicle was serviced and code P0171 cleared.

3. On June 3, 2010, I once again brought the vehicle back to Lexus of Bridgewater for
the “Check Engine” light problem because the vehicle failed an inspection for not
compliant with established emission standards. This time was code P0135 that led to
the “Check Engine” light alert. However, if the car were not due for an inspection, 1
wouldn’t have known something else was wrong with the vehicle, as the “Check
Engine” light has been on since February under an earlier code, PO171. This is a
safety concern as the “Check Engine” hght has been on after code P0171 was
identified. All other potential safety waming would be masked under code PO171.

4. On June 11 2010 I brought the vehicle back for the “Check Engine” light once more
and expressed my concern that I no longer have a working “Check Engine” light.
Once again, Lexus of Bridgewater ran a full diagnostic. I was told that the Oxygen
Sensor that was repaired on June 3 needed to be replaced. The same code P0135 was
found. The technician tested the vehicle for 20 miles to ensure that the “Check
Engine” light didn’t come back on. Unfortunately, shortly after this visit, the “Check
Engine” light came back on again.

5. On July 27, 2010, I brought the vehicle in for “Check Engine” light on problem.
And, once again the code was P0171. The technician ran a diagnostic and didn’t
identify any other mechanical problem with the vehicle. I was told that the code was
due to using fuel containing ethanol additives and that I should no longer to re-fuel
with gasoline containing any ethanol additives. However, this recommendation is not
correct neither as the “Check Engine” light came back on before I even had the
chance to re-fuel.

The recommendation of not to use any gasoline with ethanol additive was a concemn
to me. While I could try my best to avoid re-fueling at any gas station that uses
ethanol additive, it is the wave of the future and it is already a lega! requirement in
some states like Florida. Does this mean I could no longer drive this vehicle to those
states without damaging this vehicle?
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6. Wlﬂ:i these doubts, I called 1-888-255-3987 on August 3. 2010 to ask for further
assistance with this code P0171 and to get some clanty on the recommendatlon on
acceptable level of ethanol additives.

I first spoke to someone who resides in Florida and she told me that no one reported
this as a problem in her state even though all gasoline in Florida contains. some
" percentage of ethanol additives. I said to her, how strange that no one has this
problem in Florida but ethanol is not even that prevalent in New Jersey and I have
this ongoing problem. She then transferred my call to someone in the headquarter
office. I then spoke to someone named Jessica from the Lexus Headquarter in
California. '

1 reiterated the chains of events regarding the persistent “Check’' Engine” - light
problem with code P0171 to Jessica. Based on her research, she also told me that my
model of Lexus could be refueled with gasoline containing up to 10% ethanol
additives. While this is not consistent with the recommendation I received from
‘Lexus of Bridgewater, it seems more logical as the wave of the future would be for
gasoline to contain some type of additive like ethanol not to mention that no one
reported this problem from states such as Flonda '

1 told Jessica that her research brought some comfort to me as this is our recreation
vehicle and it would be very difficult to avoid usmg ‘gasoline without any additives in
some states and Canada.

During this call, Jessica also promised me that someone would be calling me within
two business days after investigating this problem. I received one follow-up call
informing me that no other customer has reported a problem like mine and he/she
would be contacting Lexus of Bridgewater to get information on this complaint.
Unfortunately, no one followed through on my behalf after the initial follow-up call.
I checked with Lexus of Bridgewater and was told that no one from headquarter
contacted them regarding this persistent “Check Engine” hght problem with code
PO171.

7. On August 6, 2010, out of sheer frustration, I once again returned to Lexus of
Bridgewater with the same problem. It was during this visit that I insisted on having
Lexus of Bridgewater to do some additional investigation to pinpoint the real probiem
behind code P0171. 1 spoke to Mr. Gwinnett and he has been helpful to help me. He
suggested to have a fuel sample sent to Lexus headquarter in California for further
analysis. In addition, he also mentioned that he would reach out to an expert
mechanic on my behalf to see if he could resolve this peculiar problem.

I have followed up with Mr. Gwinett consistently and frequently since my last visit
on August 6; and I was told no one from the headquarter office has responded to him.
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8. On Nov. 13, 2010, T brought my vehicle in for a scheduled maintenance. The same
code, P0171, for “Check Engine” light was diagnosed; and given that it has been
written in the history of this vehicle, no action was taken.

I continue to drive a functioning vehicle with the “Check Engine” light on. I spoke to
Mr. Gwinett in person on Nov. 13 and he once again told me that he hasn’t received any
feedback from the headquarter office regarding the fuel analysis.

As of today, I have exhausted every possible means to rectify this persistent “Check
Engine” light problem without any success. I sincerely hope someone in your position
with your scope of responsibility could rectify this faulty code for my vehicle. As I
stated before, since the “Check Engine” light is on all the time, it has become a safety
hazard as I wouldn’t be alerted when an actual safety concern is triggered.

In short, I purchased this luxury vehicle because I thought Lexus could deliver on quality
and customer satisfaction. I would not take a chance to drive this vehicle to Vermont for
ski again in 2011 without rectifying this safety hazard. Moreover, how could this vehicle
pass the next routine motor vehicle inspection? How can I convince the inspector that
my vehicle, despite of the “Check Engine” light, performs as intended?

As we are approaching 2011, I realize that it has taken me most of 2010 working
diligently with Lexus of Bridgewater and the headquarter office without any adequate
resolution. I am obligated to report this as a motor vehicle safety concern to the
appropriate governmental oversight organization. '

As I stated before, I felt I have exhausted all means to rectify this. I hope to hear from
you with a recommendation for the next step.

Sincerely,

Basking Ridge, NJ [
.

Attachments: Statement of Work from 2/26/09 to 8/6/10, totaling 6 service calis

Copy: Mr. Ron Gwinnett, Service Manager
Lexus of Bridgewater
P. O. Box 6000
1555 Route 22 East
Bridgewater, New Jersey 08807
(732) 271-4065

Lexus Customer Assistance Center
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