NVS=000
NOV 15 2013

INFORMATION Redacted PURSUANT TO THE FREEDOM OF Gl- 15553425-70 24
INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6)

EXECUTIVY

6 November 2013 Ny tu AL U3

Administrator

National Highway Traffic Safety Administration
1200 New Jersey Avenue S.E.

Washington, D.C. 20590

To whom it may concern;

During the summer of 2013, we received a letter from Toyota advising of a pending recall
affecting our 2003 Tundra truck (defective wafer possibility in airbag deployment). We were told
we’d hear more as this possible hazard was investigated, and possibly a recall letter.

We subsequently did receive a recall letter (attached) stating that this is an ‘Urgent Safety
Recall’ (which we shall see was apparently not that urgent). We were told to schedule this visit
to our local dealer, ‘Toyota of Tri Cities’ and plan on an hour unless scheduling at this site would
require it stay longer. Apparently that was not true either, as evidenced below.

Our adult daughter re-adjusted her work schedule to take our truck by for us, as we had an
appointment for 25 Sept 2013 at 11:00AM. She arrived at 10:53, and then waited for
comfortably over 2 hours. When the truck was tumed back over to her, she was given a lengthy
list of suggested repairs totaling over $1240. and entailing an additional 10 hours of labor, to be
performed at a later date. These included such things as replacing spark plugs, putting on a
timing belt, flushing the fuel injection, etc. (the truck was running perfectly, and still is).

As none of this pertained even remotely for the reason she was there, she asked about the
recall issue. She was told that they were unable to perform that at the time, and we needed to
call to make an appointment for that.

| immediately called that afternoon to speak to the service manager, a man named Leonard,
and was told he reports to ‘Dwight’ but both of them were gone. | talked to a ‘Nancy’ who spent
some time assuring me she could handle this complaint. The name of ‘Raul Sanchez’ was at the
top of the form | had received back.

In summary, Nancy told me that there is a module that needs to be replaced, but they did not
know what style of module it was, so they needed to remove it to be sure. As this made no
sense considering they had over 2 hours to accomplish that, | pressed for details. She spoke to
Raul and then reported that Toyota had some kind of issue with their Internet connection for
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engine dialysis (my interpretation of what she was describing) and, as such, could not connect
with your computer system to do whatever needed to be done.

My response was, if you have an |.S. problem, it is yours, not mine, and you should have told
me that before we wasted 2 hours of our time for something that was not going to be
accomplished. Instead, that time was spent digging up new things to have us bring the truck
back for in the way of future maintenance. The final insult was to actually tell us that and expect
us to be happy. Are you kidding me?

Before this was over, | did speak to the Service Manager, Leonard. who called me that night. He
admitted this was lame, and had no suggestion other than to assure us it would be handled
when we brought the truck back in for yet another appointment. | was told to “...wait a week to
ten days” and the Internet issue would surely be resolved and we could proceed.

A couple of weeks later, we decided to try this again (remember, this is an ‘Urgent Safety
Recall’). | contacted the dealership e-mail from the website and explained our situation. | got a
response on 15 October 2013 from the dealership (Todd Snell) thanking us for our inquiry and
assuring us we’d get a reply to this issue.

I received a reply from a Chana Holt on 16 October 2013. She said all the expected things
about how sorry everybody was, and suggested we pick a date and time that work for us and
she would do her best to accommodate that. She said that Raul and Leonard work Tues
through Saturdays, and they could have the parts ordered in advance so it was all ready to go,
and urged me to set the date.

After comparing our work schedules, my wife and | picked a date and time a week away and
submitted this to Chana in our e-mail response to her. We heard nothing; the date came and
went and there was no contact, nor has there been any since.....

Unless of course you count the message we got from them on October 24" inviting us to some
sort of ‘Trunk or Treat' for Halloween. We are nearly 60, and our priorities at this point are the
safety of our airbag deployment in our truck, not attending a Halloween party.

With the recall notice, Toyota had provided an additional form that states that if we felt they
have “.... failed or unable to remedy the defect within a reasonable time” we should contact the
Administrator of the National Highway Traffic Safety Administration. At this time, we are
exercising that option and hope to hear from someone about how to proceed.

Respectfully submitted,

Kennewick, WA.-
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Subject: Recall for Toyota of Tri-Cities

From: chanah@tricitiestoyota.dealer.com (chanah@tricitiestoyota.dealer.com)
To: |
Date: Wednesday, October 16, 2013 4:42 AM

Im sorry that your experience with us has been less then satisfying. Raul works Tuesday through
Saturday and most recalls are scheduled in the morning. | will forward your letter to both Raul and Leonard
to make sure we get parts that are needed ordered prior to your arrival. What dates and times work best for
you? | would like to try and accomidate your schedule as much as possible to alleviate any more possibie
frustrations with this process. Again | apoligize for your previous expereince and look forward to hearing
from you soon.

Sincerely,

Chana L. Holt

Service/Sales Lead

Business Development Center

Toyota of Tri-Cities/ Thrifty Car Sales/ Gresham Toyota
509-736-9900 Ext 2016

If you no longer want to receive our email at this address click here to unsubscribe
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Subject: 2nd Annual Toyota of Tri-Cities Trunk or Treat Event

From: cmarquart@tricitiestoyota.dealer.com {(cmarquart@tricitiestoyota.dealer.com)
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Date: Thursday, October-24;2013.5:44 PM

Toyota of Tri-Cities 2nd Annual Trunk
or Treat Event

Put the Kids in their costume and join us at Toyota of Tri-Cities on Sunday,

October 27th from 1pm to 4pm for food, fun, games, prizes, and of

course CANDY!
This is an annual event for the whole family to enjoy!!

Special "Thank You'' to our presenting business partners - Burger Ranch, Cherry
Creek Radio, Coca-Cola, Gesa Carousel of Dreams, Habitat for Humanity-Tri-Cities, NW Beauty
Supply, Outback Steakhouse,

Papa John's Pizza, Rascal Rodeo, Scion Racing, and Spare Time Lanes & Arcade

httn://us.mg.mail.vahoo.com/neo/launch 11/6/2013









