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

San Marcos, Ca.
June 4, 2015
Mr. James E. Lentz :
CEO North American Region
Toyota Motor Company
19001 South Western Avenue
Torrance, Ca. 90501 \
JUN 10 2015

Dear Mr. Lentz:

| have been a loyal and dedicated Toyota owner for many years. In fact, during the past 6 years |
purchased the following new cars: 2009 Avalon; 2012 Avalon; 2013 Corolla. However during the past
few weeks there are some things which have happened I think you should be aware of.

A few months ago | received a recall notice concerning the “sub-woofer” to my radio. It is located near
the trunk in my 2012 Avalon. Subsequent to receiving this notice, on two occasions when | took my
Avalon in for service at Toyota of Escondido, Escondido, California I called this recall to their attention.
Their reply on both occasions was simply they had not yet received the means or information as to how
to correct the sub-woofer problem but | would be notified when the remedy was available.

Although in hind sight | probably should have scheduled an appointment to have the sub-woofer
disconnected | believe Toyota of Escondido had a responsibility, even a duty, to tell me the necessity of
—_ having this done and offering to disconnect it while my car was in for service. |did not get any
*‘formatlon in this regard at all.

On May 13 there was a loud “crackling” noise from the rear of my Avalon and the radio ceased to work.
| took the car to Toyota of Escondido on May 15 and told them what happened. | told the service
advisor my thought was this had something to do with the recall on the sub-woofer. He called me the
next day and told me that my problem had indeed been tied to the recall because when the sub-woofer
was disconnected the radio immediately began to work properly.

. Afew days fater my Avalon wouldn’t start because the battery was dead. The car is only three years old
with only 65,000 miles but just to be sure there would be no further problems 1 bought a new battery.

However, the new battery also went dead after being in the car for only a short time so | took the car
back to Toyota of Escondido. That was on May 26. 1told them since | don’t believe in coincidences |
believe the problem with the batteries had to do with their work on the sub-woofer just 11 days before.
(Most of what | am telling you is documented by attachments to this correspondence.)

On May 27 | was called by the service advisor, Mr. Paul Sinclair. He told me that my problem had
nothing to do with the sub-woofer. He said, in no uncertain terms, that there was indeed a “draw” on
the battery from somewhere in the car. (Something unforeseen causing the battery to lose its power.)
He also told me the alternator and the battery (the new one I had just purchased) were bad. He said the
“technician” would not be able to find where the “draw” was occurring unless | first purchased a new
battery and alternator from Toyota of Escondido. | asked him to repeat that so there would be no
misunderstanding. He did and | told him 1 would be right down to pick up my car.
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| then (the same day) took my Avalon to North County Rebuilders, an alternator sales and repair shop to ’
get an independent opinion. They checked it out and told me the alternator and battery were working
properly but there was indeed a “draw” on the battery which had nothing to do with a defective
alternator or a bad battery. They also told me they had never heard of a “draw” which could not be
located without the purchase of a new alternator and battery. The manager there told me he did not
have the means to find the “draw” without much time and expense and | should take the carto a
“reputable” Toyota dealer as they would have the necessary tools and knowledge to fix what was

wrong. Obviously, this firm could have gotten some business from me but was honest enough to tell me
there was a better and less costly solution.

| then took my Avalon to Toyota Carisbad and talked to the fleet manager there, Mr. Omar Curry. Mr.
Curry had sold me my last three Toyotas and ! asked him to give me the name of someone who would
not just “rubber stamp” what Toyota of Escondido had told me. He directed me to Mr. David Marchand,
Service Manager. Mr. Curry assured me that Mr. Marchand would take care of my needs in a truthful
and professional manner independent of what anyone else may have told me. He was right.

Mr. Marchand listened to my story and directed me to Ms. Molly Martin, Service Supervisor. She took
all my information and | left the Avalon with her. She called me about two hours later and said they had
not found the reason for the “draw” but assured me the alternator and battery were both working
properly. She said she would keep me advised. Ms. Martin was off work the next couple of days but her
replacement, Mr. Jeff Glover, called and said the “draw” was in the amplifier which had obviously been
damaged due to the sub-woofer. He told me it was their opinion that Toyota of Escondido had either
disconnected the sub-woofer improperly or waited too long to disconnect it while they were trying to
find the problem with the radio.

My Avalon was repaired (including a new amplifier) by Toyota Carisbad and returned to me on
Wednesday, June 3. Inasmuch as this problem was connected to the recall as a good will jesture | was
not charged. | was told this had been discussed and cleared with “corporate”.

In closing, | know nothing about the mechanics of an automobile but it is inconceivable to me that a
professional technician-would not be able to find the problem | had unless | replaced two parts which
were obviously in working order.

| thought you or at least someone in your organization should have this information.

By copy of this letter to Mr. lvan Mendelson, General Manager of Carlsbad Toyota | wish to express my
thanks and heartfelt gratitude for the fine work of his service department, especially in respect to
handling by Mr. Dave Marchand, Service Manager as well as service advisors Molly Martin and Jeff
Glover. Mr. Mendelson can be assured | will continue to be a customer of his for a very long time and
will continue to purchase any new cars from his firm. .

Cc: Administrator '
National Highway Trafffic Safety Administration ~
1200 New Jersey Avenue S.E.
Woashington, D.C. 20590
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FOR YOUR CONVENIENCE CARLSBAD SERVICE AND PARTS DEPT. HOURS: MONDAY THRU FRIDAY 7:00 TO 7:00 SATURDAY 7:00 TO 6:00

RECOMMENDED SERVICES
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OPERATION DESCRIPTION MO/ TOTAL

SERVICE HISTORY

| REPAIRORDER | MILEAGE | ADVISOR | TECHNICIAN | TYPE |
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OPERATION . ° OPERATION DESCRIPTION

TOYOTA CARE 25K SVC '
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166,961

WHEN DISCONNECTED SUBWOOFER RADIO WORKED AGAIN. WITHIN

A COUPLE DAYS BATTERY WHEN DEAD. REPLACED BATTERY AND WENT
DEAD AGAIN WITHIN 2-3 DAYS. HAD INSPECTED. AND WAS TOLD THE
ALTERNATOR AND BATTERY NEEDED TO BE REPLACED TO DETERMINE
WHERE DRAW IS COMING FROM. TOOK ELSEWHERE AND WAS TOLD THE
SYSTEM HAS A DRAW OF 1.2AMPS WITH ALTERNATOR DISCONNECTED _
PER SERVICE MANAGER CHECK ALTERNATOR, BATTERY, AND CHECK -
FOR PARASITIC DRAW AND ADVISE ON NEXT STEPS NEEDED :

INSPECT AND INFLATE EACH TlRE TO THE RECOMMENDED TIRE
PRESSURE RATING. " ' - .
lNCLUDING SPARE TIRE IF APPLlCABLE

The R

CUSTOMER HAD RADIO STOP WORKING, WAS RELATED TO SUB WOOFER -

omzmde ~ ~PRESIDENTS AWARD————~
RECIPIENT 25 YEARS

*’cdlfi"d_ serve 'vdu?:and_ vdur

We Know you fave many options
when choosing a Dealership to
service your vehicle and we
thank you for your business.
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Toyota of Escondido
Scion of Escondido

Customer thmber-

Unit Number:

INVOICE
@ Teens sy
Page 1 of 1 TOYOTA (760} 746-0674

‘www.toyotaescondido.com

SAN MARCOS, CA
Home:

Email:

Cell:

" BAR REG.# ARDOB4571

SERVICE ADVISOR 100978 PAUL SINCLAIR

EPA# CAR000146845

email

66935 / 66935

CASH 120.00 27MAY15

11:46 26MAY15 12:54 27MAY15 X CUSTOMER SIGNATURE

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUSTOMER STATES SINCE REPAIRING RADIO & SUB WOOFER WIRING THE BATTERY
HAS GONE DEAD. NEW BATTERY HAS BEEN REPLACED. CHECK FOR DRAW &
ADVISE.- UPON INSPECTIN TECHNICIAN FOUND_ALTERNATOR TEST
FATLED. IDLE VOLTAGE 13.2 VOLTS. BATTERY FAILED"LOAD TEST. X
o 7, o
3
(N/C)

EST: 0.00 26MAY15 11 46»;~SA 1009'78 _ S \

s
£
3%

noZaaexdl Ly

ON BEHALF OF SERVICING DEALER, { HEREBY CERTIFY THAT THE STATEMENT OF DISCLAIMER [ 2 i L
INFORMATION CONTAINED HEREON IS ACCURATE UNLESS OTHERWISE The factory warranty constitutes ali | LABOR AMOUNT $ 0,00
SHOWN. SERVICES DESCRIBED WERE PERFORMED AT NO CHARGE TO of the waranties with respect to
OWNER, THERE WAS NO INDICATION ,FROM THE APPEARANCE OF THE | the sale of this The | PARTS AMOUNT $ 0.00
VEHICLE OR OTHERWISE, YTHAT ANY PART REPAIRED OR REPLACED Seller hereby expressly disclaims all ["x o o0 | UBE $ 0.00
UNDER THIS CLAIM HAD BEEN CONNECTED IN ANY WAY WITH ANY ;,a',',gg“esm,ﬂ;?ef :"P’ng p—— .
ACCIDENT, NEGLIGENCE OR MISUSE. RECORDS SUPPORTING THIS arranty of  merchantabiity or | -SYBLET AMOUNT $ 0.00
CLAIM ARE AVAILABLE FOR (1) YEAR FROM THE DATE OF PAYMENT fitness for a particular purpose. | MISC. CHARGES $ 0.00
NOTIFICATION AT THE SERVICING DEALER FOR INSPECTION BY Seller neither  assumes  por : 2N
MANUFACTURER’S REPRESENTATIVE. authorizes any other person 10 | TOTAL CHARGES $ 0.00
assume for it any liability in ~ S
connection with the sdle of this | LESS INSURANCE $ 0.00
item/items.
SALES TAX $ 0.00
(SIGNED) DEALER, GENERAL TS
) N MANAGER OR AUTHORIZED PERSON {DATE} CUSTOMER SIGNATURE PLEASE PAY
THIS AMOUNT

ALL PARTS NEW UNLESS OTHERWISE NOTED

Customer Copy



DISCONNECT SUBLAMPI |MULTI POINT IR

856976

15MAY15 4

SHOWN ABOVE ARE THE MOST RECENT
SERVICES.PERFORMED ON YOUR VEHICLE.

CURRENT MILEAGE 66935’

BASED ON THE CURRENT MILEAGE
OF YOUR VEHICLE, THE MANUFAC-
TURER RECOMMENDS THAT THE /& ;g‘r s /S
SERVICES MARKED WITH AN"X" /8755 767 4

BE PERFORMED NOW. s/

Toyota of Escondido
Scion of Escondido

231 LINCOLN PARKWAY

e

Receipt. of vehicle described hereon for re_paw or alteration is hemhy METHODS OF PAYMEITWEACCE’T THE FOLLOWING: "BV law vou ma Chg ESCONDIDO, CA 32026

acknowledged by dealer. Said custo notified that th MASTERCARD AMERICAN 09 ECk (7 0) 746-0674

said property is not insured -or prn(ﬁl:ted m the amoumof the acmd COMPANY OR PERSONALIZED CHECK LI’TO $5000,00 WITH THE FOLLOWING: facilny perform any n WWW.T0 otaescond do.com

cash value thereof, or otherwise, by the dealer against loss occasioned 1) APPROVAL FROM TELECREDIT repairs. or adjustinents that the Y o

Bhstomer Setea-no aries of Goreoto roperty e bean Jof mm D AoeBesry £ test indicates are BAR REG.# ARDO84571
ustomer states no vad prope N P.0. BOX) IMPRINTED ON CHECK . -

vehicle' and dealer fs not f 3} NAME AN (O P.0. 50X) EPA# CAR000146845

or
replacement or repalr and auto detﬂ wvri may be mbonmmmd by DO NOT LEAVE VALUABLES IN YOUR CAR AT ANY TIME. WE CANNOT
us to third parties. BE RESPONSIBLE FOR THEIR LOSS - STEREQ TAPES, SPECIAL KEY CHAINS, ETC. X

@- STOCK NO. COLOR _WHITE i PAGE 1 OF 1

26MAY2015 oo978 |
ESTIMATE % _~~-TIME PROMISED
- 2 18:00 26MAY 15

PERSON CONTACTED

PHONE: # CALLED
. HOME PHONE

ESTIMATE ADD. COST

s - ) s
PERSON CONTACTED

BUSINESS PHONE

PHONE
TERMS: STRICTLY CASH UNLESS Mmsum A ; LABOR RATE
Itis that this C 1 4 L , :
Damage by Theft or Fire to vehicles pltpd v mgm 0 ; 4 5y £ S e 1 20.00
Repair or Damage to vehicle when Calied ] . ¥ i 7 T pocr
Testing, "The below bil! for labar and material

v
mechanic’s lien is granted on said vehiclg 1o secure the paymend
in event of default, | agree to pay in add
fees: permission is granted to you to dﬂyeseld vehicle on any ;nw or road

# A :  CUSTOMER “STATES "STNCE REPATRING RADTO & “SUB” WOOFER WIRING THE BATTERY
HAS GONE DEAD. NEW BATTERY HAS BEEN REPLACED. CHECK FOR DRAW & ADVISH.

TOWING AMOUNT

MISC. CHARGES| AMOUNT

SUBLETS AMOUNT
P.0. NO.

NOTIC! TO CONSUMER; PLEASE READ IMPORTANT NFOHMA‘HON ON BACK.

*"HAZARDOUS WASTE DISPOSAL" which inciudes such as engine oll, automatic
uansmission fivid, antifreeze, dlﬁerennal fluid, filters, batteries, etc. w:ﬂ be charged as a separate
charge if removed in the servicing of your vehicle.

TEAR DOWN ESTIMATE: | understand that my vehicle will bs mbled within___ days of
the datg shown above if 1 cheose not'to authorize the servi

PAYWIENT IN FULL REQUIRED PRIOR TO DELIVERY OF VEHICLE ‘




~

/éustomer Namber G R Invoice No:-

‘/_/- Unit Number:

Toyota of ‘Escondido
Scion of Escondido

INVOICE ‘
231 UNCOLN gﬁngzvgg

@ ESCONDIDO, (

Page 1 of 1 TOYOTA (760) 746-0674

www.toyotaescondido.com

SAN MARCOS, CA
Home: : Cell: ‘ BAR REG.# ARDO64571 EPA# CAROCO146845

SERVICE ADVISOR: 700978 PAUL SINCLAIR

TOYOTA AVALON 4T1BK3DB7CU

66427 / 66427

O01JAN12 | : 16:30 15MAY15 CASH 120.00 15MAY15

EST:
13:34 14MAY15 12:17 15MAY15 X CUSTOMER SIGNATURE ‘
LINE OPCODE TECH TYPE HOURS ' LIST NET = TOTAL

A CUSTOMER STATES THE RADIO FAILED SHORTLY AFTER HEARING ONE OF THE
REAR SPEAKERS CRACKLE. ADVISE. ADVISE IF REPAIR IS PART OF

RECALL. P '
CAUSE: RECALL . s - ~al AN e P
10 DISCONNECT SUBMIORER -~ ~ ==_T7) e oSNy o
EREA FDAVID Llcﬁ : Y AV NN e T T
300 | T N~ S e (n/C)

S
*

H ‘\-"‘f’; i) \'\——w—-.._.-—/‘\/v
' J Sk 2 *******'léi-*** ijﬂ‘i}%******************
SRR i H i3
B MULTI POINT; INSPECTION AND (CHECH AI.;LATIO} OF DRI !

¢ IN

LAMPI MULTI POINT INSPEGTION |AND -CHEC
INSTALLATIGN OF DRIVER!

: - on ‘

#NIA

0 TOXIC WASTE FEE IS LISTED
UNDER MISC.

. 4

ON BEHALF OF SERVICING DEALER, | HEREBY CERTIFY THAT THE STATEMENT OF DISCLAIMER SRR IO
INFORMATION CONTAINED HEREON IS ACCURATE UNLESS OTHERWISE The factory warranty constitutes all | LABOR AMOUNT $ 0.00
SHOWN. SERVICES DESCRIBED WERE PERFORMED AT NO CHARGE TO of the warranties with respect to *
OWNER. THERE WAS NO INDICATION FROM THE APPEARANCE OF THE | the sale of this itemfitems. The | PARTS AMOUNT 0.00
VEHICLE OR OTHERWISE, THAT ANY PART REPAIRED OR REPLACED Seller hereby expressly disclaims all [~ '™ Tee [ 0.00
UNDER THIS CLAIM HAD BEEN CONNECTED IN ANY WAY WITH ANY | [Teiaites, Siher  expross  of e . :
ACCIDENT, NEGLIGENCE OR MISUSE. RECORDS SUPPORTING THIS ty of mer viity or | OYBLET AMOUNT v 0.00
CLAIM ARE AVAILABLE FOR (1} YEAR FROM THE DATE OF PAYMENT fitness for a particular purpose. | MISC. CHARGES $ 0.00
NOTIFICATION AT THE SERVICING DEALER FOR INSPECTION BY Seller neither  assumes  nor - -
MANUFACTURER'S REPRESENTATIVE. authorizes any other person to | TOTAL CHARGES 9 0.00
assume for it any Hability in
connection with the sale of this | LESS INSURANCE $ 0.00
item/items,
SALES TAX $ 0.00
{SIGNED} DEALER,
LER, GENERAL MANAGER OR AUTHORIZED PERSON {DATE} CUSTOMER SIGNATURE . PLEASE PAY
THIS AMOUNT

ALL PARTS NEW UNLESS OTHERWISE NOTED j Customer Coov



 Toyota qf Escondido

'Customer N,gmber- e
| o Scion qffscandu{o

Unit Num ar:

invoice No_ |

*INVOICE*
o o ' _' @ 231 UNCO%N EARQKZV(\)/?éY
o )TOYOTA  ESCONDIDO, CA
i > 760 746-0674

Page 1of 1 wwwftoyo)taescondldo.com
SAN MARCOS, CA ’ . .
Home: Bus: Cell: N ' S BAR REG.# ARDOG4571 EPA# CARO0D146845
Email: email [ ~ome SERVICE ADVISOR: 746 ANDREW MUELL

s

65117 /65117

TOYOTA AVALON |

O1JAN12

:00 23MAR15 CASH 115.00 ‘ 23MAR15

" Room , ‘ A o
14:42 23MAR15 15:25 23MAR15 X CUSTOMER SIGNATURE »
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

A SILVER SERVICE-LUBE,OIL, FILTER CHANGE
101 SILVER SERVICE-LUBE, QIL, FILTER CHANGE
100927 CEL 0.20 _ _ 14 11 14.11
1 04152-YZZAl R,EPLACEABLE ELEMENT ’ # i.éé

10092'7 cM

*******

EST: 45.74

. ;EPA# CAT000019750 TOXIC WASTE FEE

TIRES- PSI SET 10" FR 36-FL 36 “LISTED <
RR 36 RL 36. TIRE TREAD DEPTH : : .~ UNDER MISC.: 2
REMAINING- FRONT 10/32 REAR : » H
10/32. == Y

EALER, | HEREBY CERTIFY THAT THE STATEMENT OF DISCLAIMER

INFORMATION CONTAINED HEREON 1S ACCURATE UNLESS OTHERWISE | The factory warranty constitutes al LABOR AMOUNT_ $
SHOWN. SERVICES DESCRIBED WERE PERFORMED AT NO CHARGE TO | of the warranties with respect to ~ 3
OWNER. THERE WAS NO INDICATION FRCM THE APPEARANCE OF THE | the sale of this itemfitems. The PARTS AMOUNT
VEMICLE OR OTHERWISE, THAT ANY PART REPAIRED OR REPLACED | Seller hereby expressly disciaims all [ gag, o)L, LUBE $
UNDER THIS CLAIM HAD BEEN CONNECTED IN ANY WAY WITH ANY | Jereties, Sore e o 3
ACCIDENT, NEGLIGENCE OR MISUSE. RECORDS SUPPORTING THIS | waranty of merchamability or |owokEl AMOUNT
CLAIM ARE AVAILABLE FOR (1) YEAR FROM THE DATE OF PAYMENT fitness for a particular purpose. | MISC. CHARGES $
NOTIFICATION AT THE SERVICING DEALER FOR INSPECTION BY | Seller neither assumes nor
MANUFACTURER'S REPRESENTATIVE. authorizes any other person to | TOTAL CHARGES $
assume for it any lasbility in
connection with the sale of this | LESS INSURANCE $
item/items.
. ) SALES TAX ]
(SIGNED}  DEALER, GENERAL MANAGER OR AUTHORIZED PERSON  {DATE) CUSTOMER SIGNATURE PLEASE PAY
: THIS AMOUNT

ALL PARTS NEW UNLESS OTHERWISE NOTED | Customer Copy




Cust,oiner Nu‘mbe_

Unit Number:

L

ivaice vo:

*INVOICE* -

SAN MARCOS, CA
Cell:

Page 1.of 1 @T0voTA

vic

Toyota of Escondido

Scion of

BAR REG.# ARD064571

Escondido
231 L!NCOLN‘mY-

ESCONDIDO, CA 92026
(760} 746-0674
www.toyotaescondido.com

EPA# CAR000146845

aT18k30B7cUIII

60018 / 60019

TOYOTA AVALON

:00 18DEC14 CASH 115.00_ 18DEC14
| EsT: A
10:40 18DEC14 11:53 18DEC14 -X CUSTOMER SIGNATURE
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A SILVER SERVICE-LUBE,OIL,FILTER CHANGE '
101 SILVER SERVICE-LUBRE,OIL, FILTER CHANGE
100927 CEL 0.20 14.11

1 04152-Y7
1 90430- 1203 1 4

INSTALLATI
100 92 7

l RﬁPLACEABLE ELEMENT

wcH INS'J:@?&]f.)fr
'TON| ARD HEQ

SINCERELY, FELIPE RODRIGUEZ 760- 796 3988 OR
FRODRICG 'EzI

100927~ CM 0.00

e de g % g de d g K g e g Kk ek e g % ke g g K g K g g e e e e e o g g e e e o ok o e ke ke ke

EST: 47.74 18DEC14 10'40

SA: 125

o
o
o

PSI SET TO LF36 RF36 LR36 RR36 EPA# (AT000019750 TOXIC WASTE FEE IS LISTED
UNDER MISC.

TIRE TREAD DEPTH REMAINING =
FRONT 10/32 REAR 11/32

k-

-HOLGCIS)IG L1y =#'NII\

ON BEHALF OF SERVICING DEALER, | HEREBY CERTIFY THAT THE STATEMENT OF DISCLAIMER b
INFORMATION CONTAINED HEREON IS ACCURATE UNLESS OTHERWISE The factory warranty constitutes ali | LABOR AMOUNT $ 14.11
SHOWN. SERVICES DESCRIBED WERE PERFORMED AT NO CHARGE TO of the with o [ S AMOUNT 3 29.66
OWNER. THERE WAS NO INDICATION FROM THE APPEARANCE OF THE | the sale of this itelmgten'\s The .0
VEHICLE OR OTHERWISE, THAT ANY PART REPAIRED OR REPLACED | Jaller hereby exprassly disclaims al | Gag, oiL, LUBE $ 0.00
UNDER THIS CLAIM HAD BEEN CONNECTED IN ANY WAY WITH ANY | [Feior inciuding oy mpied |"SBLET AMOUNT 3 0.00
ACCIDENT, NEGLIGENCE OR MISUSE. RECORDS SUPPORTING THIS Yy of m bility . o - .
CLAIM ARE AVAILABLE FOR (1) YEAR FROM THE DATE OF PAYMENT | tsigll'ess forn;al particular purpose. | MiSC. CHARGES [ 0.00
NOTIFICATION AT THE SERVICING DEALER FOR INSPECTION BY er  nefther assumes  nor
MANUFACTORER'S RELRESEN G ATIVE ER FO authorizes any other person to | TOTAL CHARGES $ 43.77
- assume for it any liability in = $ O 00
: ponnfit;ur'sg with the sale of this LESS INSURANCE .
fem/iems. SALES TAX $ 2.37
{SIGNED} DEALER, GENERAL MANAGER OR AUTHORIZED PERSON {DATE} CUSTOMER SIGNATURE PLEASE PAY
' THIS AMOUNT

ALL PARTS NEW UNLESS OTHERWISE NOTED

Customer Copy
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