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Silver Spring, MD

March 2, 2011

US Department of Transportation

National Highway Traffic Safety Administration
Office of Defects Investigation, NVS-210

1200 New Jersey Avenue SE

Washington, DC 20077-9382

Dear Sir or Madam:

Re: 1. Ref # 10380053
2. DOT Vehicle Owner’s Questionnaire

I have aftached copies of emails to / from Toyota concerning this claim, as well as,
information about the HID Headlight Class Action settlement and the problem with HID
headlights on 2006 — 2009 Toyota Prius vehicles (atch. 1). Although my vehicle is a 2005, I
experienced the same problem.

Mr. Spencer’s comments (see highlighted area in atch. 3) in response to my email were:
“In case of an aged bulb, the output and illumination may be shut off
temporarily due to the “fail-safe” function of the headlight control
Electronic Control Unit (ECU). The bulb may illuminate temporarily
when turned on again.”

The class action covered this exact problem (see the first paragraph of atch. 1). In addition,
another of Toyota’s responses advised me that my vehicle’s warranty coverage had expired.
Many if not most of the vehicles in the settlement were no longer covered by a warranty, and this
is a defect not a warranty problem.

The fact remains that my vehicle experienced the exact same problem as the vehicles involved
in the class action suit (atch. 2). The dealer’s work order (atch. 4) confirms the repair.

Call or email me if you need additional information.










-A CIV USAF AMC 89 OSS/OSOF |

From: Ask Toyota [toyota_cares @toyota.com}

Sent: nuary 26, 2011 1:36 PM

To: CIV USAF AMC 89 OSS/OSOF;
Subject: Re: Incident: 110121-000188 [Incident: 110125-000019]

Recently you contacted Toyota. Below is a summary of your contact message and our response.

Thank you for allowing us to be of service to you.

<http://toyota.custhelp.com/app/account/questions/detail/i id/1661351>

Subject
Re: Incident: 110121-000188

Discussion Thread
Response (Joanne Hahn) ©1/26/2011 10:35 AM

oear

Thank you for contacting Toyota Motor Sales, U.S.A., Inc.

We apologize to hear the concerns you have experienced with the HID lights on your 2005
Prius.

The warranty coverage for the headlights are 3 years or 36,000 miles, whichever comes first
from the vehicle’s date of first use. Once the vehicle is outside of these warranty
guidelines the cost of repairs becomes the owner’s responsibility.

In the interest of customer satisfaction, Toyota may review individual requests even when the
factory warranty has expired.

We have reviewed your circumstances, taking into consideration such factors as the vehicle's
age and mileage in comparison to the manufacturer's original warranty, and the nature of the
repair. While we regret that you incurred this expense, your request for reimbursement has
been declined.

We again apologize for the situation you encountered with your vehicle and we are sorry for
any inconvenience or expense you have incurred.

Your email has been documented at our National Headquarters under file #1101211825. If we can
be of further assistance, please utilize the following link to find a variety of avenues to
contact our offices, http://www.toyota.com/help/.

Joanne Hahn
Toyota Customer Experience

customer By web Form ([ GTEGBG 01/25/2011 04:47 AM
The problem with my vehicle's headlights is exactly the same problem that caused the class
action suit to filed. I took my vehicle to Darcars for inspection, and they replaced the
headlights for $593.75. The parts (2 headlights) were approximately $175 each. Isn't this a
little exorbitant?




Since this was caused by the exact same problem as the problems with the class action sui‘é,
Toyota should do the r'ight thing and cover‘ 11: Igghouldnit- haveyto, syg -Toyota to:. recoup the .
. (- libagam PR e avs~trackerecord: recvenﬂ-y SRS :
That is what Customer Sewice is a11 about, I H;I.-ll be.glad;; ta. send you.copies of the bill.

Please reimburse me for the faulty lights.

Tl

[---001:001869:59298---]







problems over the past few years, I would expect that Toyota would do the right thing and
cover this. _
Sincerel

From:
Ask Toyota [mailto:toyota_cares@toyota.com]

Sent: Wednesday, January 26, 2011 5:81 PM
To: d A c1v usaF amc 89 oss/osor; N

Subject: Re: Incident: 110121-000188 [Incident: 112125-000019]

Recently you contacted Toyota. Below is a summary of your contact message and our response.
Thank you for allowing us to be of service to you.

Subject

Re: Incident: 116121-0880188

Discussion Thread

Response (Joanne Hahn)

01/26/2011 02:00 PM

We appreciate your response and taking the time to write.

We do not show a Special Service Campaign or recall for the condition you described, we
apologize; we would not be able to provide any further assistance in this matter.

Your email has been documented at our National Headquarters under file #1101211825.
Joanne Hahn

Toyota Customer Experience

Customer By Web Form -

01/26/2011 10:52 AM

I know that tmy Prius

is no longer covered by the warranty. However, as I mentioned this is the exact same problem
as Toyota is covering because of the class action suit.

I would think (hope) the in the interest of Customer Satisfaction and future sales, Toyota
would look favorably upon my request.

Response (Joanne Hahn)
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THANK YOU FOR ALLOWING U5 TD SERVICE YﬂUR VEHICLE TODAY!
PLEASE CALL TOM CHILCOATE AT 301.622,0300

PATRICK POWER 240.494.5000 FOR THE BODYSHOP

WE WILL NOT BE HAPPY UNTIL YOU ARE COMPLETELY SATISFIER
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THE TOYOTA SERVIGE PAAT WARRANTY|
COVERAGE 1S IN BFFECT FOR 12 MONTHS
FROM THE DATE THE PART(S) WERE
INSTALLED ON THE VEHICLE, CR THE
REMAINDER QF ANY APFLICABLE NEW
VEHIGLE = WARRANTY,  WHICHEVER
PACVIDES GREATER COVERAGE, GENUINE
TOYOTA PARTS PUACHASED OVER-THE-
COUNTER (NQT INSTALLED ON A VEHICLE)
ARE WARRANTED FOR 12 MONTHE FROM
THE DATE OF FURCHASE,

EFFIDNAT O b/









