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MY CLARIFICATION: to ODI Number 10492152 for VIN: 4TAPM62NOVZ
 
Relevant Back ground History:
I own a 1997 Toyota Tacoma 4x4 standard cab red pick up truck, it’s been very reliable.
I bought it like new but “used” about Mid 1999 from a Salesman in a private purchase at the
dealership which used to be called Honda Hut Team Toyota in Juneau, Alaska.
The Dealership Honda Hut Team Toyota was sold in early 2000’s and became what is now
called Mendenhall Auto Center.
 
Rust:
About 2011 (pre “date of incident: January 5, 2011” stated in report ODI # 10492152),
I noticed pealing wafers of rust flaking off the frame and thought I certainly have no options. 
Odometer was probably about 170,000 miles.
 
Prior to 2011, I also noticed rust coming through the chrome of the rear bumper where it
connects to the frame and years prior to that I noticed increased rust texture on the frame
when looking under the truck bed at the back tires.
 
2012
Fast forward to December 2012:
On December 14th, 2012,
I had my truck in an local auto shop Alaska Auto Repair
(owner Frank 1-907-364-3400) for a windshield wiper motor replacement.
When I picked up my truck, Frank said that my truck might qualify for a recall (the extended
warranty program). He said he could take a peak under the truck and let me know if it might
qualify as a repair or buy back.  Sure, I agreed…he rolled under my truck and I heard him
say “uhuh, yep, oh yeah”.…he rolled back out from under the truck and in less than 30
seconds informed me that he saw areas of rust on the frame that would  qualify my truck as a
Toyota repair or buy back.  He also recommended that I take it to the dealer and inform them
what he said.
I was grateful to Frank and enthused at the prospects intent on following through given his
reliable reputation and recent assessment.
So that same day, I drove to Mendenhall Auto Center and informed them of Franks
assessment and asked the Dealership Shop reservation attendant if I could have my 1997
Toyota Truck looked at for the rust issue.
He checked my VIN: 4TAPM62NOVZ  on a computer and initially said that “my
truck isn’t listed as a VIN in the Extended Warranty Program.”
When I said, “really?”
He paused looked and clicked a few more times and then said “oh there it is, it was a
different screen I hadn’t looked at” and verified that my truck VIN actually was part of the
Extended Warranty Program.
His response led to believe that my truck was in fact current in the timeframe of the Extended
Warranty Program. 
Understanding this, I asked when I could make an appointment to have my truck inspected. 
The Dealership representative also understanding this current standing of my truck in the



extended warranty program then looked at their work calendar and said he might be able to
fit me in on Friday December 28th 2012.
However, they would have to make sure that other work and lifts weren’t full & that I would
need to call the day of the appointment to ensure an opening for the inspection.
I thought that this response was strange and an odd thing to say to a customer.
Grateful, I then asked how long the inspection would take and he said 30minutes and at most
45 minutes.
I left the Dealership pleased that I followed Franks advice and that the Dealership would
inspect my truck covered by the current standing of the Extended Warranty Program.
 
December 27th 2012 day before the inspection:
I called the Dealership on December 27th 2012 (the day prior to the appointment) and they
said I could come in 1st thing in the morning…8AM.
 
On December 28th 2012,
I showed up just before 8AM greeted the Dealership attendant who checked my odometer
and began filling out additional paper work, I went and sat down in the waiting room.
I waited the 30 or 45 minutes but no attendant.  That’s odd, I thought.
After sitting over 1 ½ hour, at 9:45AM I was concerned and walked into the next room over
to the service counter and the attendant said they were just wrapping up.  I felt and thought
something was strange, this should not have taken so long.
There was an air of secrecy and awkwardness that I could not put my finger on…
the attendant then informed me that my truck frame does indeed have rust perforation but that
the my truck “in service date” had expired the Extended Warranty Program having missed it
by 1 month and 29 days October 30, 2012.
After he said this, I understood why there was an air of awkwardness, maybe the Dealership
staff was concerned I would be angry and yell or something at the news.  I didn’t and
wouldn’t have moreover I was too tired to do any such thing as I was up early that morning
plowing snow.
Any way, I asked a few questions, signed what he asked me to sign (asked for a copy—that
they wouldn’t give) and thanked the guys for looking at my truck.  Understanding from them
that they don’t get paid by Toyota or any (customer) for this type of work they do for
Warranties.  That could explain some of the hesitancy to be helpful in setting an appointment
for the inspection from the start.
I still, however, didn’t understand the secrecy.
 
So, with that background…
 
My Complaint.:
 
Toyota did not inform me of my truck “in service date” so I would know when to the
Extended Warranty Program expired for my truck.
 
Toyota ‘Headquarters’ (who Mendenhall Auto had to contact) knew the “in service date”
simply because they produced it on December 28th 2012 when the Mendenhall Auto Center
“Toyota” in Juneau could not.  Mendenhall Auto Center had no record of no could produce
anything for my vehicle prior to early 2000’s on their local computers (this was due to the
original dealership (Honda Hut Team Toyota) being sold).
 



If Toyota Headquarters did not produce an accurate “in service date” stated as October 30,
1997 how did they obtain that date?  Not from the current Dealership.
(see attached document…photo of my copy of the service invoice)
 
Additionally, the inspection test that the Dealership performed and the ensuing dialogue with
Toyota Headquarters about their findings did not take 30 – 45 minutes but lasted more than 1
and 1/2 hours.
I am completely baffled why the inspection took so long after which they informed me that
my truck does indeed have frame rust perforation and that it would have qualified for the
extended warranty program had the “in service date” not expired the program.
 
Excuse me, why did the Dealership even bother making an appointment for an inspection
validating that my truck did qualify for the extended warranty program?
 
The dealership could have contacted Toyota Headquarters at any time over 2 weeks
following the inspection reservation and then called me back to cancel informing me of the
expiration date.
 
But it still doesn’t explain something,
what was the intended exercise of having my truck inspected?
 
Toyota Headquarters has always had the VIN and proved it knew the “in service date”.
 
A phone call on the date of the inspection showed they already knew that my truck couldn’t
qualify in their program because their “in service date” showed it had already expired my
truck from their program!
 
Why didn’t Toyota Headquarters authorize the Dealer to cancel my appointment prior to the
inspection?
 
Why did the dealership ask me to sign a paper summarizing their report for their records and
refuse to give me a copy?
 
Has Toyota protected itself by placing all burden of any future truck roadway failures on me
while knowing that I drove away from their representing Dealership a known hazard?
 
I’m left with more questions than answers and feel ill treated as a Toyota Truck owner.
They gave me a receipt of their work (a photo copy I’ve attached) and sent me on my freaked
out, unsure what I can do with a defective truck they recommend I not use!
 
This is Customer Service?








