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ATTORNEY GENERAL Consumer Protection
PHYSICAL ADDRESS: and Antitrust Division

812 Quarrier St. (304) 558-8986
Charleston, WV 25301 STATE OF WEST VIRGINIA Consumer Hotline
MAILING ADDRESS: OFFICE OF THE ATTORNEY GENERAL 1-800-368-8808

P.O. Box 1789 Preneed Funeral Services
Charleston, WV 25326-1789 (304) 558-8986
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INFORMATION Redacted PURSUANT TO THE FREEDOM OF
INFORMATION ACT (FOIA), 5 U.S.C .. 552(B)(6)

DEC 29 2014

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

West Building

Washington, DC 20590

Re:

Scott Depot, WV
Dear Sir or Madam:

Enclosed please find a copy of a consumer complaint sent to our office. We
would appreciate you investigating this complaint to determine whether there has
been a violation of the laws that you administer or enforce. Please feel free to contact
me if you have any questions regarding this matter.

Very truly yours,

4’ Dennis P. Cunningham o

Mediator
Consumer Protection and
Antitrust Division
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STATE OF WEST VIRGINIA
OFFICE OF THE ATTORNEY GENERAL
PATRICK MORRISEY

CONSUMER PROTECTION DiVISION
1-800-368-8808 or 304-558-8986
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WWwWw.wvago.gov E-Mail: consumer@wvago.gov
CONSUMER COMPLAINT
1. PARTY COMPLAINING 2. COMPLAINT AGAINST

Eer. O Mrs. 0O Ms.

_N_a_mg:___ Business Name: Bert Wolfe Toyota
Mailing Address— Address: 1900 Patrick Street Plaza

City: Scott Depot State: WV City: Charleston State: WV

County: Putnam zip code: [ County: Kanawha Zip Code: 25312

Home Telephone: Telephone: (304)-344-1601

Work Telephone: Name of person you dealt with: James Birthisel

Cell Telephone: Title: S€rvice manager

Best time to contact me:

3. Date of purchase or transaction: Frame inspection on my Toyota Tacoma

4. Product or service involved: ho charge

5. Price and terms of payment: other

6. Type of payment; U Cash U Loan 0 Credit Card 0 Wire Transfer
Please check O Check O Instaliment O Debit Card O Western Union
all that apply ﬁOther There was no charge for the service O PayPal

7. A. Ifyour purchase was financed, please provide the name, address, and telephone number of the finance company:

B. If your complaint concerns product defects or repairs, please provide the name, address, and telephone number of
the manufacturer:

Toyota main office number 800-331-4331

C. Ify%ur complaint is against a debt collector, please provide the name, address, and telephone number of the original
creditor:

PLEASE CONTINUE TO THE NEXT PAGE
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8. First contact between you and individual/business:
O Person came to my home O Telephoned the business/individual
g Went to place of business O Received telephone call from business/individual
O Received information in the mail O Email
0 Responded to a radio — TV - printed advertisement O Internet
Name and address of publication — TV — radio station where offer was advertised:
Have you contacted the publication, TV or radio station? ... ......... O Yes ErNo
9. Where did the purchase/transaction take place?
L At my home ¥ Atthe place of business
O Over the telephone O By mail
O There was no transaction O Internet
U Wire Transfer U Other
10. Have you contacted the business about your complaint? ............ e Yes U No
11. Have you filed this complaint with any other agency or organization? . . . Cf Yes U No
If Yes - Identify organization:
| contacted the Toyota main headquarters and filed a complaint
What action was taken?
They told me that the recall period had ended and there was nothing they could do for me
12. Describe any legal action you have taken:
none
13. Didyousignacontract? . .................. U Yes ¢ No
14. Did you receive a copy of the contract? .. ... .. O Yes ¢« No
15. Did you receive a 3-Day Right to Cancel? . . . .. O Yes & No
16. Is there a warranty involved? ............... O Yes & No

Attach copies of all documents - front and back — related to the transaction.
If statements or promises were not in writing, describe them in Question 17.
If you need additional space to tell what happened,

please continue on a separate page and attach it to your complaint.

PLEASE CONTINUE TO THE NEXT PAGE




17. Please describe your complaint in detail;
| took my truck to Toyota to have my frame inspected due to rust and they told me | needed a new
frame, but however the recall period had ended and therefore there was nothing they could do for me

18. How do you want your complaint resolved?
I want them to fix my truck however necessary

The information you provide will be used in efforts to resolve your problem and may be shared with the party
complained against. It may also be used to enforce applicable state laws.

| hereby authorize any party to whom the Attorney General directs this complaint to release any and all information
about this matter, including account information, to the Attorney General's Office.

| certify that all information on this form is true and accurate to the best of my knowledge and belief, and that | have
the legal authority to submit this claim.

SIGNATURE (Required) < pATE 11/24/14

PRINT

Return this form and copies of your papers to: Office of the Attorney General
Consumer Protection Division
PO Box 1789
Charleston, WV 25326-1789 Revised: January 14, 2013
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Central Atlantic Toyota
6710 Baymeadow Drive
Glen Burnie, MD 21060

410-760-1500
December 10, 2014 DEC 12 2014

Dennis P. Cunningham, Mediator
State of West Virginia

Office of the Attorney General
812 Quarrier Street

Charleston, WV 25301

e: I
Dear Mr. Cunningham:

Thank you for contacting Toyota Motor Sales on the above-mentioned customer and the concern
with his 2004Tacoma.

In October of 2010, Toyota Motor Sales launched a campaign to assist customers who owned this
model year Tacoma with reports of rust on the frame. This campaign extended the standard 3/36
warranty to 15 years from DOFU and this Tacoma does fall in the 15-year period. However, Mr.
-did not comply with the campaign’s stipulation which is “This warranty coverage
extension is contingent upon vehicles having a corrosion resistant treatment process
completed prior to December 31, 2010.” The corrosion resistant compound was not applied and
that campaign expired in March 2011. The combination of the two makes ||| vehicle
ineligible for frame replacement.

I apologize for any inconvenience this may have caused and appreciate the opportunity to
investigate this matter. If you have further questions do not hesitate to contact me directly at 410-

787-8263.

Sincerely,

b Bettih

Shari Buchholz
Customer Relations
Department Specialist
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December 8, 2014

Dennis Cunningham, Mediator

State of West Virginia

Office of the Attorney General

Consumer Protection and Antitrust Division
PO Box 1789

Charleston WV 25326-1789

RE:

Scott Depot WV

Dear Mr. Cunningham:

This letter is in response to your correspondence dated December 3, 2014, concerning the above-
mentioned individual’s complaint,_

Enclosed is a sample copy of the second letter sent by Toyota to all customers that owned a 2001-
2004 Tacoma truck. This letter from Toyota explained they had extended the deadline for this
service and there was no charge for the service.

The customers needed to bring their vehicle to a Toyota dealership prior to the December 31, 2010
deadline to have a Corrosion-Resistant Compound applied to the frame. If rust perforation
appeared after this application, Toyota would replace the frame on the customer’s truck.

B 2ilcd to comply with the deadline to have his truck sprayed with this compound.
Therefore, the frame is not covered under warranty.

If you have questions or need additional information, please feel free to contact me at 304.344-
1601.

Sinc;gﬁyj /Q

Phil Parsons
Operations Manager
Bert Wolfe, Inc.

P.O. Box 2869 ¢ 1900 Patrick Street Plaza ¢ Charleston, West Virginia 25330-2869  Phone: (304) 344-1601 * www.bertwolfe.com
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foyota Motor Sajes, US.A, Inc,
19001 Soutn Western Avenue
Torrance, Ca 30501

(3105 468-4000

IMPORTANT
Corrosion-Resistant Compotnd
Deadline Extension

Dear Toyota Owney:
Thank you for your patronage to Toyota. We are dedicated to providing vehicles of outstanding quality and value.

Previously, Toyota sent you a "Warranty Enhancement Notification” for a service campaign covering 2001 through 2004 mode! year
Tacoma trucks. As explained in the Notification, this campaign aims to address the potential for excessivg.ist of the vehicle's frame
in cold climate areas with high road salt use by offering — subject to the terms and conditigns-efthe Notification - a warranty
enhancement in the form of an extension of warranty coverage 1o a total of fifteen years for thig spesifie"Condition on your vehicle's
frame. To qualify for this warranty enhanicement, vehicle owners in certain states n€€deyl to bringgheiuetiCic\to any Toyota dealer for
inspection and application of a corrosion-resistant treatment before Qeletse] ; '

As part of our continuing efforts te provide su serSlofnel
date for vehicle owners in these certain statge-tt

sieriresistant compound

until December 31, 2010. Please pa-agvised¥ Noth i pule ol aik retessary for a further extension
beyond December 31, 2010. iy Aevrk WA ardiatie ok y fiskherExtension, but unless and until we do so,
please be advised thetDecewpe eayne by i bring your vehicie to any Toyota dealer to qualify for the
wairanty enhanceifie \ | -

A Warranty Enhang extension until December 31, 2010, is attached to this letter. The terms

and conditions of thi -

What do | do next?
As indicated in the Notification, if your vehicle is registered in one of the following states — CT, DE, IL, IN, KY, MA, MD, ME, M,
MN, NH, NJ, NY, OH, PA, RI, VA, VT, Wi, WV - or the District of Columbia, you will receive the wamranty enhancement only after
bringing your vehicie to any Toyota dealer for inspection and application of the corrosion-resistant treatment prior to December 31,
2010. You may bring your vehicle to a Toyota dealer prepared to apply the compound in the state where it is registered or to a
dealer prepared to do so in another state.

Currently, Toyota dealers in all of the above states, except for New York, are prepared to apply the corrosion-resistant treatment.
Toyota is working to prepare dealers in New York to offer a form of the corrosion-resistant reatment. We will be providing a
separate Notification to owners of vehicles registered in New York once those preparations have been completed, but in the
meantime, those owners may take their vehicle for the treatment to dealers located in an adjacent state.

Vgt 16 aDOY 08 LOIT0S L v ) | AN QInern e A1t

You now will have until December 31, 2010 to take your vehicle, if it is registered in the foregoing states or the District of Columbia,
to a Toyota dealer for inspection and application of the corrosion-resistant treatment without affecting the Tacoma Frame Warranty
Enhancement (please see the updated Warranty Enhancement Notification for details). As indicated above, Toyota is pursuing the
regulatory approvals necessary for a further extension beyond December 31, 2010. Actual extension decisions and timeframes
may vary by state and are contingent upon approval from each state, We will notify you in the event that we are able to offer an
extension beyond December 31, 2010. Please be advised that at this time, December 31, 2010 is the deadiine by which you must
bring your vehicle to any Toyota dealer to qualify for the warranty enhancement.

AK, AL, AR, AZ, CA, CO, FL, GA, Hi, 1A, ID, KS, MT, LA, MO, MS, NC, ND, NE, NM, NV, OK, OR, SC, SD, TN, TX, UT, WA, WY
and U.S. Territories
You do not need to do anything at this time. if you move to an area in which your vehicle may experience prolonged exposure
to road salts and other environmental factors, please contact any Toyota dealer and make arrangements to have your vehicle
inspected and, if appropriate, treated.
Please place both this insert and included letter into yowr Toyota Owner's Manual Supplement or Owner's Warranty
-information booklet or in the vehicle’s glove box for future reference.
Thank you for your understanding.
TAVATAMNTNAR CALEC 11 A INC
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