


The service people at Gettle Toyota, Lakewood Ranch, FL and Toyota Field Technical Specialist
from Jacksonville, FL., Juan Diaz, REFUSE to acknowledge that in the back of this SUV, Toyota
Highlander, are a minimum of 3 (three) reflective chrome items which could have caused the fire.
They are:

a) Four (4) Headrest Posts made of chrome that when the headrest is lifted are exposed to
sunlight (photo)

b) The square chrome pieces that are used to tie or tether materials in the back of the vehicle
when the rear seats are lowered into the flat position (photo)

¢) The chrome seat belt buckle that lays flat on rear inside wall when not in use
(photo directly opposite of the damaged headliner)

Please note: Items a, b and c are in line or could possibly be in line, depending on the sun’s
angle, with the damaged headliner.

As a consumer | ask myself, why was my complaint immediately turned over to the Toyota Legal
Team according to a statement by Mr. Diaz, the Field Technical Specialist, if Toyota had no
knowledge of this issue?

Other facts:

1) The rear windows have factory installed tinted privacy glass as noted on the car’s invoice.

2) | had the windows professionally tinted by a local Sarasota, FL. company. And yet with
both items 1 and 2, the headliner still burned.

3) The burn and melting was first noticed after the vehicle sat outside a Military Museum
parking area located in Punta Gorda, FL There was no owner items that were reflective in
the vehicle that day. August 14, 2018

4) Upon noticing damage, August 14, 2018, an appointment was made with Gettle Toyota.

5) August 15, 2018, 4:30 pm, Toyota North America, Inc, Plano, TX notified of the safety
issue: Case ##

6) Appointment date August 16, 2018. Gettel denies it is a vehicle problem and “something
shiny” caused it.

7) August 27, 2018, Field Technical Specialist, Juan Diaz inspects the vehicle and states to
customer, we will hear from the Toyota Legal team.

8) October 1, 2018, Toyota’s Ms. Montgomery calls it an unfortunate incident and denies the
claim,

Toyota denied my claim which will now cost me, a retiree, over $2,500 to repair! But what about
the new Mom with babies and bills who carry the stroller in the back of this vehicle? Can she
afford a $2,500 expense? Or what about those requiring wheel chair or transport chair assistance
and store these items in the back of this vehicle? Some of the products have “SHINY” parts that
“REFLECT” sunlight! Can those individuals afford a $2,500 expense?

Though Toyota expects loyalty, they do not return that loyalty. My spouse and | have owned and
operated a Corolla, this is our 2" Highlander, a Sienna van and a Camry and we have a Prius V.
For that loyalty, Toyota turns their back on us and a SAFETY Issue!

Toyota North America profits were over $3 billion in 2017 as seen in their financial statements

| am sure their senior managers were compensated quite well for such resuits on the backs of the
consumer! This might even make one think the attorneys are paid a commission, in addition to
salary.



What do | expect to occur from this safety issue?

From this information, my expectation is your agency will investigate
this issue and require Toyota to notify potential buyers of this vehicle,
to have a recall where labels can be applied to the rear of these
vehicles notifying of potential fire hazard and a non-reflective blanket
or cloth (Toyota provided) so any “shiny” items can be covered when
storing items in these vehicles. And as a measure of goodwill for
loyalty, the headliner should be repaired at Toyota’s expense.

This issue needs, in my opinion, immediate attention to avoid any future damage and perhaps a
larger disaster.



























