State of Wisconsin " INFORMATION Redacted PURSUANT TO THE FREEDOM OF
Governor Scott Walker INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6)

al-16636987 3763

Department of Agriculture, Trade and Consumer Protection
Ben Brancel, Secretary

September 5, 2014

MADISON Wi .

RE: File 573307 (Refer to this number when contacting our agency)

SMART MOTORS INC -

5901 ODANA RD SeP 18 2014
MADISON WI 53719

Thank you for contacting the Department of Agriculture, 'I"fade and Consumer Protection concerning Smart Motors
Inc.

The issues in your complaint may be within the authority of the agency listed below, so we are forwarding your
complaint directly to them:

WISCONSIN DEPARTMENT OF TRANSPORTATION
DEALER REGULATION UNIT ‘

4802 SHEBOYGAN AVE RM 201

PO BOX 7909

MADISON WI 63707-7909

Telephone: 608 266-1425

NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
US DEPARTMENT OF TRANSPORTATION
WEST BUILDING
1200 NEW JERSEY AVE SE
WASHINGTON DC 20590

Telephone: 888-327-4236 or 202 366-0123
Website: www.nhtsa.dot.gov

If you have additional information or wish to follow-up on your complaint, please contact them at the telephone
number or address listed above.

Sincerely,

e

Steve M. Farmer

Consumer Protection Investigator
Complaint Administration

Bureau of Consumer Protection
FAX: 608 224-4677

E-mail: Steven.Farmer@wisconsin.gov

www.facebook.comAviconsumer

Agriculture generates $59 billion for Wisconsin

2811 Agriculture Drive ¢ PO Box 8911 + Madison, WI 53708-8911 « Wisconsin.gov
An equal opportunity employer
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Schnetzler, Dawn M - DATCP -

From: _

Sent: Thursday, August 28, 2014 1:01 PM
To: DATCP Hotline
Subject: DATCP Web: Online Consumer Complaint Form

Attachments: e

Complaint or inquiry received via email/Internet by the Wisconsin Department of Agriculture, Trade, and
Consumer Protection. This complaint and the information provided will be used in efforts to resolve the
problem and will typically be shared with the party complained against. It may also be used to enforce
applicable state laws. Under Wisconsin's Open Records Law, Wis. Stats. sec. 19.31, this complaint will be
available for public review upon request. '

Today's Date: - 8/28/2014

Your information:

“Title:

First name:

Middle initial:

Last name:

Email address:

Verify email address:

Street address:

Address line 2, or Apt #:

PO Box:
City: Madison

State: : A

Weds

County: '

Home phone:

Work phone:

Cell phone:

Phone me between 8:00 a.m. and 4:00 p.m. at:

'Best time to gall:




/ Informatlon about the busmess your complamt is against:

Business name:

| Smart Motors

- Business address:

5901 QOdana Road

“Address line 2, or Suite #:

PO Box: »

City: .. Madisoﬁ
State: : .WI> |
ZIP code: 53719
Co_uotsf: Dernllel

Busmess email address

‘ jward@smartmotors.com

Busmess website address:

§ www.smartmotors.com

- Telephone:

1 608-852-6587

Name of the person you talked to

Jim Ward

Title of the person you talked to:

| Service Manager

What product or service did you buy?

Received Toyota campaign notice 90D for corrosion-
resistant treatment. We requested they perform this
service. They refused to perform the service.

Information about your complaint:

Which of the following best describes your first
contact w1th the business? - :

I went to the busviness'

When did your first contact with the business -

o 03/03/2010
occur? i
How old is the person who had contact with the _
busmess" - :
Was the item advertlsed" , . ” Yes
When? = | 12/01/2009
- | Toyota, Inc. maﬂed the campaign notice to my
Where? partner, e are co-owners of the truck,

and he is the primary driver of the truck.

Did you sign a contract/agreement?

Date you signed the contract/agreement:

Contract/ zigreement number:




| Where were you when you signed the
contract/agreement?

Amount paid:

Payment method:

Where did you pay the busmess"

Did you contact the business about your | v

. es
complaint?
Date you contacted the business: 07/07/2014

I told the service manager, Jim Ward, that the DMV
said the truck has a clean title, and therefore should

What happened? o have qualified for the corrosion treatment in 2010.
’ He said the district manager had proof of salvage
title.
Have you filed this complaint with another No
agency? : :

Agency name:

What happened?
Have you contacted a private attorney? | Yes
Have you started cq‘urt action? ’ | | No

Please describe your complaint.

In late 2009, Toyota mailed us information regarding campaign 90D for a corrosion-resistant treatment to be
applied to our 2002 Toyota Tacoma. In March 2010, we went to Smart Motors to request that corrosion
treatment. They said the vehicle has a salvage title and under campaign rules is not eligible for extended
frame warranty or rust treatment. (Truck had been in an accident back in 2006 and Smart Motors repaired the
truck.) We have serviced the truck at Smart Motors from 2002-2014. On June 9, 2014, we went in for a-
routine oil change. We were told that they could not perform the oil change because of excessive corrosion to
frame - too dangerous to put on the lift. My research found it was not a saivage title nor a branded title. On
July 7, 2014 I went to Smart Motors to relay the information I got from the DMV. Jim Ward told me that the
district manager has something that shows it is a salvage title, but that evidence has not been forthcoming.
We have provided Smart Motors with our proof of a clean title history weeks ago. Jim Ward says only the
district manager can authorize a new frame. I called Toyota Care at the national level, but they said it is &
,local issue and they cannot help. R

How do 'you feel thlS complamt should be resolved"

Have Toyota provide a new frame for the truck, with the corrosion-resistant treatment applied and extended

15 year rust warranty as stated in the original service campaign.

By submitting this form, I state that the information contained is true and accurate to the best of my knowledge.
3 ' |



Toyita Motor | Sazes, US.4A., Ine.
19001 Sguth Western Avenue
‘Torrance, CA 90501

[€A)] 4-58-4000

IMPORTANT
Additional Information for
Wisconsin Owners

Dear Toyota Owner;

* We are pleased to-announge that Toyota dealerships in the state of Wisconsin (W) are how preparedto. apply the Cérrosion-
Resistant Treatment. ' :

Whatda l do next’-"
Dealerships in the states of Connecticut (CT), Delaware (DE), Maine (ME), Maryland (MD), Michigan (MI); Minriesota (MN),
New Hampshare (NH) Vermont {VT) Vnrgmla (VA) Weast Virginia (WV), ‘and Wisconsin (Wl) are currently prepared to apply
the Corrosion-Resgistant Treatment:

Please make an appointment as soon as possible with a dealership in thesé states.

Toyota contmues fo work on preparmg dealershnps in other Severe Cold Chmate States to apply the Corrosion-Resistant:
Treatment We apolognze for this inconvenience, but you will have: some choices:

1. You may have the Corrosion-Resistant Treatment app lied at a Toyota. deaiershlp in Wl as well as CT DE MD, ME,
Ml MN, NH, VT, VA, orW\/
Or

2. Your specmc Toyota dealershnp in & Severe Cold Climate’ State* will be able to-apply the Corrosion-Resistant
Treatment once preparations are comp{ete inthat state; thus, you may choose: to have your dealership apply it atthat
time, Please periodically check with your Toyofa dealership on the status of the preparatxons

*Please see the enclosed letter for .a\l_lsvtmg of Severe Cold Climate States.

You will have un’u! Ottaber 31 B010°te” app{y the Corrosion-Resistant Treatment Wlthout affecnng the Tacoma. Frame.
Warranty Enhancement (please see the Warranty Enhan¢emerit Notmcatxon for: detalls)

» The Cormsncn—Res:s‘eant Treaiment is appl;ed UiiliZlaneCla zed spraymgwgumment Toye’ta is currently worktng jis]
‘address each state and any- cther local regulation associated with the usage of the spraying: equnpment We apologlze for
the inconvenience.

' Tha_‘nk you for your understanding.

TOYOTAMOTOR SALES, U.5.A,, INC.




' If your Tacomas frame xs perf __ated by rusf c" >ntact any Tcyota deafer and make arfangemments to have your vehzc{e mspected
-Pléase present: ’[ﬁlS Letter tothe Teyota dealer when-you brtng the vehicle in for § yout appointment.

After inspection and conflrmatlon of the perforatlon condition, Toyota will repatr the frame according 16 the perfuraﬁon fevel and, if
necessary, apply the corrosion-resistant freatment fo prevent fust advancement.

Based upan the eondition of your specmc vehrcle and replacement parts/frame availability, Toyota may determme to repurchase your :
vehicle rather than o repa r it [ we demde to repurchase your vehicle, we will 6fferthe foll owrng S

+ Toyota will repurchase the vehigle at the fawer of thé original MSRP when.the vehicle was fi rst offéred for sdle by Toyota or the iotal
amount of 1.5 times the Keliey Blue Book™Suggested Refail Value. 1 KBB valuation is used, the subject veticle will-be assessed,
based on the- actual mileage and zip code at the time of inspection, as & vehigle | in excellent congition regardiess of the vehicle’s
actual coridition, subject to-the terms and conditions set forth below, The-offer will he hased on the ferms-and conditions stated in
the Warranty Enhancement Details. in the event of a repurehase, your Toyota dealer will arrange a comphmentary loaner vehicle: {upon
proef ef adequate msurance) for ydur use at ne charge for tipto 30 days _

"The warranty extension is oﬁered for a period of 15 years with no. mﬂeage limitations fiom the vehicle's in service date, for
-perroratton ofthe vehrcle‘s frarie caueed by. rust, grov:ded that you adhere to the terms and limitations specrfzed in this letter

This offer is limited to your specific. vehrcle whose Vehicle tdentrf ication Number- (VlN) is prmted in thrs letter and is subject to the sarne
conditions sét torthy in'the New Vehicle Limited Warranty section of your Owner's Manual Suppl ement or Qwner’s:Warranty Information
booket, with th exceptmn of the exteridad wartanty coverage an the vehicle'sframe. - -Eligibility notes: (‘i} Damage ingurred frorm-abuse,
hisuse, tem‘ , 4 crash, vandalism, flood-damage and/or other impact is not covered by this. offer. {2} This' offer does not apply to-
‘scrapped, sa agedfdrsmantied Hlood-damaged, rebuilt or ther branded/salvage titlé vehicles {exeluding lemon faw branded vehicles).
{8) You must demanstrate: that your véhicle is aperable; has heen opetated regularly- over the preceding twelve months and has a valid
and current registration or you mtist demonstrate that your were unable to register the-vehicle due 1o the perforation condition in order
“for this extended warranty coveragé to.be. apphed {4} Vehicles with moderate, or more, accident darmage must be driveatile and, in
any &vent, are. not eligible- for the:full frame: repaw Qr’ repurchase consideration, {In these cases, any | frame repair or repurchase
consideration will take info account the-cost to repair any accident damage as well &s any instrance: ‘recovery); and:(5) If your vehicle is.
registered in the'states of CT, DE, I, IN, KY, MA, MD, ME, ML, MN, NH, NJ, NY,.OH, PA, R, Wi, WV, VA, VT or the Disfrict of Colurabia
a Toyota dealer must rnspect and app}y appropnate cerrosron-res&stant treatment to a vehlcle with & non-perforaied frame pnor t0=
Qetober 31; 2010 : .

' Thts pmgram is intended for lndlwdua} customer support ard only: app}res fo warranty wark performed at an authanzed
 Toyota dealersmp : . , , .

K you have prevmusly pard for repau' m‘ the frame on your veh[cie (VIN noted ;n thrs leiter) | ribis:.epe’ciiicf coﬂdﬁion‘befdrez 'receiviﬂgj this
Letter, p!ease contact Toyota at 1 ~888-270—9371 R :

H you no longer awn this vehlcke ot would lrke tc update your vehrcle ownershlp/contact mfarmatmn p!ease go. to.
wwwitoyota, com/ownersupdate. You will need your full 17-digit Vehicle Identification Number (ViN) 16 input the new mformemon

We have sent this notlce.r_n the mterest of your-continied: satisfachon wrth our products and we smcerely regret any mconvemence ihrs
condi tion may have catisad -'you.

Thank you for diving a Toyota. _
Sincarely; |
TOYOTA MOTOR SALES, US.A,, INC.
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Toyota Motor Sales, Us.A, me;
TE00T Sptith Wi estern. t\vemre ’
PO.Box 2981

Torranie, CA 90509 2991

2001 THROUGH. 2004 MODEL YEAR: TACOMA FRAME F!UST PERFORATION
WARRANTY: ENHANCEMENT NOTIFICATION

e stesnoons2

Dear Toyota Owner:

At ’E‘oyota we arg-dédicated o prowdmg vehrcies of qutstanding: quality and valug. A pait of our contifiual efforts 16 reet your product
expectations, Toyota will offer an extension to portions of your ‘vehicle's (VIN noted above) New Vehic!e Limited Warranty agit applies to
your vehrcie S frame )

Whatis the condxtlon’?

Toyota has iecéived repoits that a small riurviber of 2001 through 2004 model year Tacomas operated in severe cold okmate areas
with Figh road salt use exhibited excessive rust to the frame, causing perforation of the metal. Toyota mvestrgated these reports and
~ determined that the frames in these vehicles may hot have adequate corrosion-resistant protection for use in this environment. This
- combined. with prolonged exposure to road salts and other environmental factors may contribute to' the- development -of excessive -
tust in the frames of some vehicles. This condition is unrelated to-and separate from normal surface rust whrch is commonly found on
metalirc surfaces after some years of usage and/or exposure tothe envuonmem

Mﬂ_\ﬂﬂﬂﬂmtﬁ
Although the.vehicle’s frame is coverad by Toyota s New Vehrcfe I_rmlted Warranty for 3"years or 36,000 mr!es (whrchever comas fi rst) .
we at Toyata care about your overall éxperience with and-confidence in your vehicle. To assure you that we stand behind our product,
we will extend the warranty coverage, fo a total of fifteen years/unlimited miléage; on your vehicle’s frarme for this ‘specific condition,
subject to the terms and conditions of this Letter. Please se¢ the "Whai Should: Do’?” and “Warranty Enhancement Detarls" sectlon :
" of thrs letter for hmltatlons and details..

-‘_What shoi,rld I do? :

1 Youdo not: neéd to do anythmg at‘this time: P[ease insert this-Letter into your Toyota Ownel‘s Manual Suppiement or Owner's '

'.-CT DE IL IN KY MA MD ME M, MN NH, NJ, NY, OH, PA, RI VA, VT Wi WV

- 'Toyota wﬂi inspect the. condition of your vehicle’s frame and apply a. corrosron—resrstant treatment This freatrient will- enhance
‘the corrosion” protectron of yur Tacoma's frame:: agarnst severe cold climaté: conditions and hrgh Toad salt exposure. Any Toyota
dealer focated in the states: listed above will he happy te conduct this inspection and treatmeént at no- charge uniil 10/31/2070.
Please note that completion of this service before the exorratron date is a condmon of rnamtalmno he. e)dendsd warrantv |f vour

vehicle is registered in one of these states,

Pfease conract the Toyola dealer and make an appomtment to have your Tacoma 5 frame mspeoted and a corrosron-resrstant
treatment applied before- 10/37/2010. Please present this Letter to the Toyota dealer-at your appointment. The ‘treatment may
| . fake one of two days. During the corrosion-resistarit treatment process, your Toyota dealer will arrange for a- complrmen’zary
loaner vehicle (upon proof ot adequate msuranoe) for your use-atfio charge while the vehicle is beirg treated,

‘Because the extended warranty is for a fotal of fifteers years; i may be- necessary 1o re—rnspect and re-freat vehicles operated
- in areds where such prolonged exposure to foad salts and dthier applzcabie envrronmental factors exist. Toyota wr!l notify you if
| thisi is necessary ,

--AKALAHAZCACO FLGA Hl IA IDKSMTLAMOMSNC NDNENM NVOK,ORSG SDTNTXUTWAWY .
and U.S. Tenifories. :

Warranty lnformatron booklet or in the vehrcte s glove box forfuture refererice,

If you move 1o-an area in which your vehrcle may expenence prolonged exposure 1o road salts and other envrronmentat factors,
pleass.contact any Toyota dedlerand make arrangemenfs to have' your vehicle rnspected and if appropnafe trea{ed,
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5801 ODANA ROAD ¢ MADISON, WISCONSIN 53719-1267 » (608) 275-7808 » FAX (508) 275-7814

BTOYOTA @ scon

. www.smartmotors.com

JUKIPER BRESS, 0. « (362) 3657824

. STOMERNC: ADVISOR TAG NO.. INVOICE DATE INVOICENO. ©
. / r el y ¢ LOA L1
Bioen 208 a3/ 04/ 10— TERESE69780—
T MILEAGE OUT
M S THE DEALER ND. ‘[ PROPTCTION DATE

MADISON, WI :

P ON LD 2R oo,

TS 03/03/710—RE

"RESIDENCE PHONE.

J05 4.8 IO e
'\}QB # 3 REPAIRDRD REPAIR GRDER CDHPQN
ESTEMATE -« -« bwe wwi v e ww s yas w8 e s hos oS ei e n s chaimaea
-'CUSTOMER HEREBY ACKNUNLEDG._S RECEIVINC

ORIGINAL ESTIMATE OF -~ $750.00 (78X}

vgg}amc‘ ko ik & AR m S hm e i e Rt 8 e B e e & R N P
- {OELETED OPERATION{SY - v -« mn 2w fm < mdmmdam e e ey doe koo el e 2o e m s e f
149707012 REPK. R WHEEL BRNG ssngan . Fws mawsm

| PAGE 20F3 “CUSTOMER COPY 04:308m

JCONTINUED ON NEXT PAGE]

ECIATE.
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g %, Wisconsin Department of Transportaticn
=N N = 'wwwdet.vmconsm gov-
%% : A 451* : Egggx%% o; Motor \A/iehlcles
ebaygan Ave
OF TF‘"‘{O o 4 Madison, WIYgSYOT :

This vehicle record was created on 07-29-2014 at 13:27:32 PM. The information Is currént as.of this daté-and time. '

‘Vehicle Details
The vehigle is & model year 2002 TOYT TACOMA XTRACAB. PRERUNNER VIN: sTESNG2Ns2Z (I The mriost
recent color on filets SILVER/ALUMINUM. 1t is kept in the City. of MADISON inthe county of DANE. WrsDOT shcws the
truck eyrrently has-a VALlD status. :
Other vehlcle detaﬂs.
Fuel Type; Gas
Style: PICKUP
Gross Weight Rating: 6,000 and less

-Odometer Details.
The tast odometer readmg onfile is 196 Mt recorded on 05—20-2002 thts was an actual readnmq

'Tltle Detalls

The Trtle/!mage number IS_ The: apphcat;on was: received an 0B-28 2002 and was’ processed off. 05-04-:

2007, Thisitle is'the Cufrent fitte for this vehxcle in Wisconsin, (Please note that it i is pdésible’ that thé vehncle was tlﬂed in
.another state and that state has. not yet reported the Wssconsm title as cancelled,) :
Customers

lRote = Address
Oowner :

|Primary. Owner _ MADISON, Wl- DANE -

No- Iien“s“ar;e"recpridéd: for this Title.
Reglstratlon Detalls

The registration is for regzstrataon type LTK, license plate type ETK, piate number- The’ Regrstrahon/lmage number
_ Registration eligible for renewal, the RRN number i< I T 2ppication for registration -

. | was received on 05-04-2014 and’i is-currently effective from’ 07-01-2014 untll 06—30-201 5 The product has an cperatlon
" date of 07-01:2014. Thé registration status is VALID

Other reglstratlon detazls
, Gross Weight: 4500
Customers
Name .~ - _|Role , Address '
" . lowner

"|primary Gwner _MAD!SON W}- DANE.

Inspection Maintenance Defails
‘Vehicle is not subject to IM Testing.



SMART

MOTORS

O TOYOTA

Psciom

5801 ODANA ROAD = MADISON, WISCONSIN 53719-1287 + (608) 275-7808 = FAX (608) 275-7812

www.smartmotors.com

CUSTOMER NO.

50795

TAG NC.

INVOICE KO,

BAVE MARKS saq 525 | 06/09/14 |TOCS658860
LABOR AATE ‘MlL:AGEJNlGO 968 SI.IGEVER/ STOCK MO,
DELIVERY DATE MiLEAGE OUT

G2/T6YOTA TRUCK/TACOMA/TACOMA PRERUN

THEEs v 9 2 v 5 2 2 I

SELLING DEALER NO. PRODUCTICN DATE

WITH OUT PRIOR AUTH)
NO REPAIRS MADE

CUSTOMER HEREBY: ACKNOWLEDGES RECEIVING
ORIGINAL ESTIMATE OF $365.00 (+TAX)

DELETED
48702004
26702

HAI NTENANCE INSPECT 49T02001
RECOMMENDED MAINT

FRdck itk kR R kR R R R R AR R R A Rk Ko R ke

; [ ] CASH [ J CHECK  CK NO. [ ] ;
: [ 1 VISA [ 1 MASTERCARD [ 1 DISCOVER :
: [ ] OTHER [ ] CHARGE :
ek Akt o el ekt ko kR ok ok

THANK YOU FOR YOUR BUSINESS!!

FRAME HAS PERFORATION IN FRONT OF LEFT REAR SPRING

FET.END. [N F. 0. DATE
| 06/09/14 |
Al COMMENTS
MO: 160968
tABOR & PARTS = T e S [
31 1070725 - CHECK ENGTNE EIGHT 07 CIECH(S):3187° 70T INJERNALY| SERVICE DEPARTMENT HOURS
CUSTOMER STATES:REPLACE SPECTAL ORDER AIR FUEL SENSOR AS NOT "MON - THURS
ED ON RO 587970 %$365.00TAX 7:00 am 70 ? 00 pm
CODE P1135 BANK 1 SENSOR 1 AIR FUEL RATIO SENSOR - . f
THIS WAS DIAGNOSED 6/26/13. OWNER AWARE MAY BE ADDITIONAL ~ FRIDAY
FAULTS SINCE THEN. REPLACE SENSOR:CLEAR CODES. | 7:00 am TO 6:00 pm
REPORT IF ANY ADDITIONAL CODES STORED(DO NOT DIAGNOSE SATURDAY

700am?'0 4:00 pm

JOB # 1 TOTAL LABOR & PARTS.

+{ 132, Wi, Acm, Cocs, acmnisiored by tha Bumay of Copgumer

Dagp
; Frc.zmn Pi0 Boot 8911, Mctson, Wisconsin 33708-86117

doter walicld: ropair mﬁnm ara rspiated by chagter ATCP

Lo Traca and Consumar

' REPLACED OR REMOVED BY THIS SHOP

NOTICE: YOU ARE ENTITLED TO INSPECT
OR RECEIVE THE REPLACED FARTS,
COMPONENTS AND/OR ACCESSORIES

| MOTORS, INC. hereby ewpressly dischaims all war-

‘waranty: of marchantability or finess fora particular

the sale of said products.

*Any warrantiasicn tha products sold hersby ara thosa
madg by tha manuficturer. The seller, SMART

ranties, sither express or iImplied; including any impliad

purposa, and nelthar assumes nor authorizes any olher
“Berson o assuma for it any llabfiity In connaction: with

TOTAL ‘LABOR. . . .
TOTAL PARTS. ...
TOTAL SUBLET: ..
TOTAL G.0.G....
TOTAL MISC CHG.

Thers is a charga for supplles usad ihat ara nc.i Ham-
rzed oI your repalr ordar They &ra ftams such as:
‘sohvents, taps, shop towels, drill bils, cauliing, fiids,
nspalr ordars; sarvica records, sio. Thiswill ba.at 4.5%
of the. ra:af labor.cn. ma ticket not o exceed & maximum

TOTAL MISC DISC
TOTAL TAX

TOTAL INVOICE $

— CUSTOMER SIGNATURE

PAGE10DF1

The Ruynolids and Roynolds Company ERANTEH4E COEI7136 O (0112)

CUSTOMER COPY,

TOYOTA

B=sciom

SMART

MOTORS

[ END OF INVOICE | 03:45pm

WE SINCERELY APPRECIATE
YOUR BUSINESS

THANKYOU




Department of Agricultu re,
Trade & Consumer Protection

2811 Agriculture Drive
PO Box 8911

Madison WI 53708-8911
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