





From: .
To: mperdue@brandontomessubaru.com,

Subject: Fwd: 2012 Subaru Outback Case p_

Date; Sun, Dec 27, 2020 3:34 pm

LLast week when we picked up our car, | told you the car was driving better than it ever had. | now find oul thal the Lane
Assist is not working. You hear the sound, see the alert, but the steering does not try lo correct. You also sald that | would
have to resel the Lane Assist each lime | started the car. | told you that | did not have to do thal. The Steering does not
correct in any maode. You have been very helpful and | Thank You for all your efforts and time. Our car has too many safely
problems. We could just drive the car the way it is now, but what if the Lane Assist started working when we were meeting
a big truck on a wet, dark , narrow raad, We would be in the ditch or have a head on wreck. Please farward this to your
superyisor. I'm not talking behind anyone's back. We need some help. | would like lo see a report of any history of stored
Codes and current codes when | bring the car in next week. Again you are very good at your job and very helpful, we |ust
can nol feel safe driving this car for 17 months or till the lease runs out,

—-0Original Message—-
From! >

To: briomes@tomesautogroup,.com <brtomes@lomesautogroup.com=
Sent: Sal, Dec 26, 2020 11;51 pm

Subject: 2019 Subaru Outback Case #

m and leased a new 2019 Subaru Outback 11/26/2018. We had negative
equity rolled into this lease. The car was unsate to drive the day we started home. When meeting a large truck on a narrow
twe lane FM road the driver lane assist tried to steer the car off the road and we nearly oversteered into the truck. We have
had the car at your dealership many times camplaining about the steering. The wrile up representatives said that the
steering problem was speed sensitive and that we were drniving too fast. Most of the time they did not even write a report
and | do not have a paper frail. We have had two balleries, a fuel pump, electrical problems, tail gate would nol close,
passengers window would not go up, etc, and mainly a car that is not safe to drive. Our windshield broke the other day and
we had a loaner while our car was in your shop. The loaner made us aware of how the Subaru Outback should drive. The
paint job is very bad , but your man said it was guaranteed for life. After the windshield was replaced in our car, the car
drove good. Now | find out that the lane assist is nol working. We have paid 24 months on a 42 month lease. | would
request a meeting with you to discuss getting our $500.00 deductible back for replacing a windshield that was defective
from the factory, a bad paint job, and getting out of the lease without it effecling our credit rating. | think driving a car for 24
months at $500.00 a month is enough. | hope we can reach an agreement. _or ihis

car is not safe to drive. Thank You for Your Time.































To: twil@subaru.com

Subject; Fwd: 2018 Subaru Outback Case # _

Date; Fri, Jan 1, 2021 9:24 am

| did not get any responce.

—Oiig i e s
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To: briomes@tomesautogroup.com <brtomes@tomesautogroup.com>
Sent: Sat, Dec 26, 2020 11:51 pm

Subject; 2019 Subaru Outback Case # _
“ and — leased a new 2019 Subaru Outback 11/26/2018. We had negative
equily rolled into this lease. The car was unsare o drive the day we started home. When meetling a large truck on a narrow

two lane FM road the driver lane assist tried to steer the car off the road and we nearly oversieered into the truck. We have
had the car at your dealership many times complaining about the steering. The write up representatives said thal the
steering problem was speed sensitive and that we were driving too fast. Most of the time they did nat even write a report
and | do not have a paper trail. We have had two batteries, a fuel pump, electrical problems, tail gate would not close,
passengers window would not go up, etc, and mainly a car that is not safe to drive. Our windshigld broke the other day and
we had a loaner while our car was in your shop. The loaner made us aware of how the Subaru Outback should drive, The
paint job is very bad , but your man said it was guaranteed for life. After the windshield was replaced in our car, the car
drove good. Now | find out that the lane assist is not working. WWe have paid 24 manths on a 42 month lease. | would
request a meeting with you lo discuss getting our $500.00 deductible back for replacing a windshield thal was defective

from the factory, a bad paint job, and getting out of the lease without il effecting cur credit rating. | think driving a car for 24
months at $500.00 2 month is enough. | hope we can reach an agreement. _ or ihis

car is not safe to dnve. Thank You for Your Time



From:

To; twillsi@subaru.com,

Date: Mon, Jan 4, 2021 7:08 am

Many negative things have happened since we lasl talked. Please give me a call before your group discusses our case
hanks for Your Time . |




To: Dallas.Clams@RepublicGrouplicGroup.com,

Subject: Fwd: Case Car Is IN The Bady Shop To Repaint Again Per The Service Manager's Advise | F‘OLJC‘-’-
CLAIM

Date: Mon, Jan 4, 2021 8:23 am

We have nol cashed the check and do not plan lo pay anything until the car is painted correctly, Thank you far your guick
response on the check for the Rental Car. | plan to discuss this with the Service Manager and Subaru.

——QOriginal Message—

To: twills@subaru.com <twills{@subaru.com>
Sent: Fri, Jan 1, 2021 1:07 pm
Subject Cas- Car Is IN The Body Shop To Repaint Again Per The Service Manager's Advise

Customer NO. F Andrew Clark, Manager at the Body Shop 12/14/2020 asked If | needed a Replal Car. | said no.,
12/19/2020 The Service Manager asked If | needed a FREE LOAN CAR since they would be working on our car after the
bady shop completed their work . The body shop work was completed on 12/21/2020. The 12/19/2020 till 12/21/2020 is
three days that we had the car while our car was in the body shop. We where charged for seven days. Part of this time our
car was al the body shop and the other part of the time was while our car was at the service shop. We where given the car
as a FREE LOAN CAR by the service department and charged for the car as a RENTAL CAR by the body shop. | did not
request a car, when we where offered a FREE LOAN CAR , | did take the FREE LOAN CAR and now our Insurance
Company was charged for a Rental Car that we did not need. We may be charged the difference in the agreed rate for our
insurarce company on Rental cars. We were not contacted about the Rent vs FREE LOAN CAR. The car is back in the
shop to have the hood painted again. The Service Manager recommended that we have the hood repainied due to the
poar quahty of the repair paint jeb. I‘mﬂnd have just had a Pacemaker installed. My wife |s_l'm
not going lo lel this issue cause me any more stress. | hope you can setile this issue as soon as possible,




From;
To: twills@subaru conm,

Subject; Case _Semca Histary

Date: Tue, Jan 5, 2021 6:17 pm

| have a complete pnnt oul of the Service Hislory for our car. We have driven the car for over 24 manths and we have
catried the car into the Dealership more times than | can count in an effort to gel the car Safe to Drive, Each time the
Dealership would say we were fighting the LANE ASSIST and that the STEERING is SPEED Sensitive and we were
driving too fast. Again I'm Jlland my wife sl check our driving records for speeding tickets, There is not ONE Service
Record showing thal the car was ever carried into the Dealership for STEERING PROBLEMS. | weuld think that the
Service Department would turn in 2 record of the technician's time in for checking the STEERING PROBLEM so they could
file a warranly claim and collect money from Subaru la pay the technician for his time. The Dealership never gave us any
paper work when we carried the car in for STEERING PROBLEMSE. Also when | asked for lhe reports on the Lane Assist .
the Service Manager said we shred those READINGS. The Service Manager then sald we may need 1o think about
changing that POLICY, When the Dealership replaced the windshield and painied the hood. The paint job was bad, but
the Steering was good for the first time in 24 months, Later | found out that the Lane Assist was turned off. | turned the
Lane Assist on and it did nat wark. Then one day Lhe Lane Assisl just slarted working without anyone changing any
settings or even looking at the car. We have been out $500,00 for the windshield . Next when the Body Shop painted the
hood for the second time we recelved a bill for a Rental Car, We do not trust this car to be Safe to drive above 45 MPH ar
take a Irip out of lown. | hope your group al Subaru ¢an help us get our $500.00 deductible back for a windshield that was
defeclive from the factory and get us oul of the Lease . We have paid 24 or 25 months on a 42 month Lease of a car that is
not Safe to drive.






From
To: zaida@brandontomessubaru.cmdlr,com, dinfante@subaru.com

Subject: Fwd: 2019 Subaru Outback Case #_

Date: Thu, Jan 14, 2021 8:10 pm

H did no! respond o the Safety Issue we were having with a car we leased from his dealership, When you Google
lass Action Suites against Subaru on the 2019 Subaru Outback, our car has had issues with most of the common
problems, (1) STEERING PROBLEMS WHICH Tyler Wills said Subaru knew they had Steering Problems with the 2018
Outback and the Problems had been corrected on the 2021 Outback, Tyler also said the 2021 drove real good (2) Baltery
Replaced (3) Fuel Pump Replaced (4) Sensors Replaced on the Tailgate and Adjusted (5) Found Wiring cut in Tailgate
area on another trip to the shop (6) Passenger Window would not Operate Carrectly {7) Replaced Windshield and tested
all Electrical and now the Lane Assist works maost of the time but not all the time and we paid a $500.00 deduclible. Was
the windshield defective from the factory? There is a Class Action Suite on the 2019 Subaru Outback Windshield. Was the
Lane Assist System not Set correctly from the factary? The car has been in the shop mare than four times to correct Ihe
STEERING PROBLEMS, but the records have been shred per the Service Manager, The car may not qualify for the
Lemon Law, bul the car has been UNSAFE TO DRIVE SINCE THE DAY WE DROVE IT HOME. We just want out of the
lease, we do not want a 2021 or any other car at this ime. | hope we can settle this without Lawyers or Texas Lemon Law.
The State Board would like to hear about some of the statements and record keeping. We have paid 24 or 25 months an a
car that has never been safe to drive. We are ready to settle this one way or another.

-—0Original Message—-—
From:
To: brtomes@tomesautogroup.com <briomes@tomesautogroup.com=>

Sent: Sat, Dec 26, 2020 11:51 pm

Subject: 2019 Subaru Outback Case # _

* and leased a new 2019 Subaru Qutback 11/26/2018. We had negative
equity rolled into this lease e car was unsaie 1o dnve the day we started home. When meeling a large truck on a narrow
two lane FM road the driver lane assist tried io steer the car off lhe road and we nearly oversieered into the fruck. We have
had the car at your dealership many times complaining about the steering. The write up representatives said that the
steering problem was speed sensitive and that we were driving too fast, Most of the time they did not even write a report
and | do not have a paper trail. We have had two batteries, a fuel pump, electrical problems, tail gate would not close
passengers window would not go up, elc, and mainly a car that is not safe to drive. Our windshield broke the other day and
we had a loaner while our car was in your shop. The loaner made us aware of how the Subaru Outback should drive. The
painl job (s very bad , but your man said it was guaranteed for life. After the windshield was replaced in our car, the car
drave good. Now | find out that the lane assist is not working. We have paid 24 months on a 42 month lease. | would
reques!t a meeting with you to discuss getting our $500.00 deductible back for replacing a windshield that was defective
from the factory, a bad paint job, and getting out of the lease without it effecting our credit rating. | think driving a car for 24
manths at $500.00 a month is enough. | hope we can reach an agreement._ or <_ This
car is not safe to drive. Thank You for Your Time.







From:
To: zada@brandontomessubaru,cmdir.caem,
Subject; Fwd: Case ervice History
Date: Thu, Jan 14, 2021 7:23 pm

| talked to a lawyer and he said this would be a claim lor Failure lo Properly Keep Records. | have rol retained a lawyer al
this time,

—-0rniainal Message-—-—-

To; twills@subaru.com <twills{@subaru.com>

Sent: Tue, Jan 5, 2021 6:17 pm
i Service Histary

Subject: Case

| have a complete print out of the Service History far our car. We have driven the car for over 24 months and we have
carried the car into the Dealership more limes than | can count in an effort to gel the car Safe to Drive. Each ime the
Dealership would say we were fighting the LANE ASSIST and that the STEERING is SPEED Sensitive and wiz were
driving ton fast. Again I'm and my wife is check our driving recards for speeding tickets. There is not ONF Service
Record showing thal the car was ever carried mnlo the Dealership for STEERING PROBLEMS. | would think thal the
Service Department would turn in a record of the technician's time in for checking the STEERING PROBLEM so they could
file 2 wamranty claim and collect money from Subaru to pay the technician for his time. The Dealership never gave us any
paper work when we carried the car in for STEERING PROBLEMS. Also when | asked for the reports on the L.ane Assist |
the Service Manager said we shred those READINGS, The Service Manager then said we may need 1o think about
changing that POLICY. When (he Dealership replaced the windshield and painted the hood. The paint job wa: bad, bul
the Steering was good for the first time in 24 months. Later | found out that the Lane Assist was turned off. | turned the
Lane Assist on and it did not work, Then one day the Lane Assist just started working without anyone changing any
seltings or even lpooking at the car. We have been out $500.00 for the windshield . Next when the Body Shop painted the
hood for the second time we received a bill for a Rental Car. We dao not trust this car lo be Safe to drive above 45 MPH or
lake a lrip out of lown. | hope your group at Subaru can help us get our $500.00 deductible back for a windshield that was
defective from the faclory and get us out of the Lease . We have paid 24 or 25 months on a 42 month Lease of a car thal is
not Safe to drive.




From:

To: CustDIrServices@subaru.com,
Subject: Re: )

Date: Fri, Jan 15, 2021 4.55 pm

Attachments: Scan_20210115 (2).jpg (70K), Scan_20210115 (8).jpg (33K), Scan_20210115 (9).jpg (145K), Scan_20210115 (10).jpg
(126K), Scan_20210115 (11).jpg (170K), Scan_20210115 (12).jpg (139K), Scan_20210115 (13).jpg (120K)
Scan_20210115 (14)jpg (174K), Scan_20210115.jpg (65K), Sean_20210115 (3).jpg (64K), Scan_20210115 (4).jpg
(64K), Scan_20210115 (5).jpg (60K). Scan 20210115 (6).jpg (61K), Scan_20210115 (7).)pg (54K)

These are the records that | have. The Service Manager said "We shred all the readings and information about the settings
on the Camera and Lane Assist System" . | said then we do not have any record of the number of times we have had the
STEERING PROBLEM CHECKED. The Service Manager said "We may need to look at that policy", When the windshield
was replaced, they did not make any record of the Lane Assist or Camera being checked. Thanks for your time and
attention.

——-0riginal Message—
From: Subaru of America, Inc. <CustDIrServices@subaru.com>

Sent; Fri, Jan J.93 pm

Goo ernoon and thank you for speaking with me. Again, | am going to look into this malter and get back to you by
Tues of next week.

If you could send me any repair orders that you have for my review as well,
Here also is my direct line, so that you have that,—

Sincerely

Wendy Clough

Subaru of America, Inc.

Customer Advocacy Department
1-800-SUBARU3 (1-800-782-2783)
Service Request Number:
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12/23/3020 HISTCRY LISTING
18420288 PAGE ¢

COMPLAINT : PERFORM MULTIPOINT INPSPECTION REFORT
CORRECTION - MULTIPOINT INSPECTION REPORT COMPLETE

R.© NO» ;- K. DATE : ¢l/o2/2n20 R.DO TYPE : §
MILEAGE : 14410 ADVISOR NG. : 99258 K

JOB NUMBER . 1 CFERATION S0SUZOT DP. DESC. BATTERY 6—"

SEALE TYPE I TECHNICIAN NO(S). 293137

COMELAINT CUSTOMER REQUESTS BATTERY TEST. PLEASE ADVISE -~ ) /)I/D 7
CAUSE e — /6 /B n&f/

CORRECTION ﬁp\
STHARTIVE

JOE NUMBER = 2  DPERATION 11SUZ%Z OB, DESC. RNGINE CONCERN Commm—

SALE TYPE : I TECHNICIAN NO(S) . 99137 TR

COMPLAINT - CUSTOMER STATES OIL LEVEL IS LOW. FLEASE ADVISE f‘;;—/

CAUSE : —_—

CORRECTTON -

JOB NUMEER 3  OPERATION 00SUZMPI OF. DESC. MULTIPDINT INSP.

SALE TYPE T TECHNICIAN NOI3) . 52197

COMPLAINT 1 PERFORM MULTIPOINT INPSPECTION REPORT

CORRECTION ' MULTIPOINT INBPECTION REPGRT COMPLETE

R,Q.TYPE : 8
ADVISOR NO. : 99104

o
JOB NUMBER ¢ L OPERATION C1SUZ012KCARE QP. BESC. SAS 2 /é'
SALE TYPE : W TECHNITIAN NOIS) 39237

COMPLATNT : OLL & FILTER CHANGE, TIRE ROTATION

CORRECTION : PERFORMED SURARL COURTESY 12,000 MILE SERVICE

NARRANTY : CLAIM 5O, OPERATION N3,  CLAIM NQ. OFERATION vO.
100861
JOB NUMBER : T OPERATION 00SUZ OF. DEGC, QUICK SERVICE
SALE TYRE : W TECHNICIAN NOIS) 39237 /-\ 57’,(_‘—'

COMPLAINT : CHECK BATTERY ———— ﬁ 9 77.5 P
CORRECTION - SATTERY PASSED THE BERFORMANCE TEST == e

237 i /VC’T Jf/)/(,fm“:

JOB NUMBER : 3 OPERATION 0DSUZMPT OF DESC. MULTIPODINT INSE
SALE TYPE : I TECHNICIAN NO(5) 28237

COMPLAINT : PERFORM TECHNTICIAN INSFECTION REPORT

CORRECTION : TECENICIAN INSPECTION REPCRT PERFDRMED
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E.ONO. : - R.O DATE 0%/04/2020 R.O TYPE S
MILEAGE 18808 ADVISOR NC. 99244
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CORRECTION
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JOB NUMBER
SALE TYPE
COMPLAINT
CORRECTION
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COMPLAINT
CORRECTION

R.O DATE 11/27/202¢ R.0 TYPE S
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Summary
2019 SUBARU OUTBACK B4, 2.5L | VIN: 484BSAFCAK I Mikage: 19986

Additional Vehicle Information
Moduke #: N/A

CallD: EB4VO00C | BRF24060
CVN:EFCESSE] | 27TDB6A CB

Customer Information
Dawe/Tme: O1/282021 12:51 AM
First Name;

Last Name;

Phone:
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1-800-SUBARU3 (1-800-782-2783)






From: I
To: CustDirSenvices@subaru.com. ||| EGTGTNGNGE
Subject: Fwd: Steering Problems Case SR#:_

Date: Sat. Jan 16, 2021 6:34 pm
Attachments: IMG 0002 jpg (6500K), IMG_D0O03.jpg (4687K), IMG_0004.jpg (2564K), IMG_D005,pg (066K

See Atlached The Major Issue with our Subaru is the STEERING which makes the car UNSAFE TO DRIVE. We have
carried the car to the Dealership between 20 and 30 times for the STEERING PROBLEM. This would average over once a
month for two years, The Service Manager said the Dealership Shred the Documents about the STEERING PROBLEMS
Tyler Wills a Subaru Customer Representative on a recorded line told us that Subaru knew they had a problem with the
Steering on the 2019 Subaru Outback and it had been corrected on the 2021 Outback and offered us $1,000.00 customer
cash toward a 2021 Outback. I'mHold and had a pacemaker for my hear in June of this year. Brandon Tomes
Subaru has allowed us ta drive a car that Subaru knows has STEERING SAFETY PROBLEMS and we carried the car to
goealershlp 1o many times to count for the STEERING PROBLEM. At age ith heart problems (my father died at age

the fact that Brandon Tomes Subaru has wasted TWO YEARS of my life carrying the car to the Dealership for a

ETY ISSUE that is well documented by Class Action Sulles. This is causing my blood pressure lo go up. Our car has
had many of the problems on the 245 Technical Service Bulletins, Our car has had the same problems thal are covered on
the Class Action Suites . | hope you can help settle this issue. | have no respect for the way Tyler Wills handled this case
and | have less respect for the way Brandon Tomes Dealership has allowed a old man and a _c-ld woman to
drive a car for two years that was not safe o drive with us carrying the car in asking for help with the STEERING
PROBLEM. Thanks for your time.

Sent: Sat, Jan 16, 2021 5:50 pm
Subjecl. Fwd: Steering Problems

-—0Original Message—

From

To:

Sent: Sal, Jan 16, 2021 5:30 pm
Subject. Steering Problems

Sent from my iPhone

4 Altached Images







From:
To:
Subject: SR#

Fwd: Case S
Date: Sun, Jan 17, 2

3:36 pm

Attachments:

Sent from my 1Phone

Begin forwarded message;

From:

Date: January 17, 2021 at 8:34;50 PM CS1
To: CustDIrServices(@subaru

Subject: Case SR#:

I can’t check the Spot Welds and 1 have no record of Brandon Tomes checking the Spot Welds. The
Fuse Box Cover next to the battery is loose. It appears that the Clip on the side of the Fuse Box next
to the inter fender is damaged. The Fuse Box may need to be replaced. The part 1s molded in to the
side of the Fuse Box. The front and back clips are not secure. When the Dealership performs the
Multipoint Inspection, what do they check? I could see that the cover was not setting level on the
Fusc Box.
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12/23/2020 HISTORY LISTING
16-20155 PAGE &
R.O NO. : - R.O DATE DR/DB/2018 R0 TYPHE .8
MILEAGE ¢ 93582 ADVISOR NC. 19993267

JOB NUMBER ; 1 OPERATION S0SUZ07Y OP. DESC. BATTERY ‘é-_-
SALE TYPE : I TECHNICIAN NO(Si1. -925113
COMPLAINT CUSTOMER STATES CAR WOULDN'T START ACAIN. ..  ALEEADY

BATTERY REPLACED... PLEASE CHECK
cAUSE + TRESTED BATTERY AND FOUND IT TO BE IN GOOD HEALTE. THEN

NOTICED RPEAR HATCH LIGHT IS IN THE ON BOSITION <"—_
CORRECTION SHUT OFF LIGHT AND RETURNED VEHICLE

— SHeclEo feAOwes FoR [fFLICEHmE I
émT ;//;fg‘g

[l Ave Pssis g

JOE NUMBER : 2  DSERATION 00SUZMPI OP. DBEC. MULTIPOINT INSP-
SALE TYPE : I  TECHNICIAN NO(S}., 99113
COMPLAINT PERFORM MULTI-POINT INSPECTION.
COERRECTION : MULTI-POINT INSPECTION PERFPORMED.
COMMENTS f#i## Created By: Tcoan7, Crested On: 08-08-2019, Status: Scheduled,
Transport Type: DROP OFF
z.c vo. : [N R.O DATE : 07/16/20168 .0 TYPE : §
MILEAGE 8670 ADVISOR NQ. 1999267
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SALE TYPE : W TECHNICIAN NO(S). 99315 —_._‘__,_—._————'=’/—/'
COMPLAINT : CUSTOMER REQUESTS WE CHECK THE ALIGNMENT
CAUSE : ALIGNMENT QUT OF SPEC m—
CORRECTION : FERFURMED & WHEEL ALIGNMENT e———-—
5611008
NESH8
315/1.0
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WARRANTY : CLAIM NCO.  OPERATION NO. CLAIM NO. OUPERATION NO

JOB NUMBER ; 2
SALE TYPE = I
COMPLAINT
CORRECTION

CPERATION 00SUZMPI QB.

TECHNICIAN NO(S) . 93315
FERFCRM MULTI-POINT INSPECTION.

¢t MULTI-POINT INSPECTION PERFORMED.

R.O NO. -.- R.0 DATE 05/02/201%
MILEAGE 5773

JOB NUMBER : 1 CPERATION CL3UZDDEKCARE OP.

SALE TYPE =: W TECHNICIAN NO(S). 98387

DESC. MULTIPOINT INSP.

R.O TYPE : S
ADVISQE NO.

DESC. SAS 1
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To: custdirservices@subaru.com,
Subject: Fwd: INNOVA 7111 Case SR:#_
Date: Frn, Feb 12, 2021 3.56 pm
Attachments: Scan With INNOVA 7111.pdf (39K)

The car would not start again and it has been in the shop for two days. Please open the attachmenl and see all the
problems our car has.

——0riginal Message-——-

From

To: dinfante@subaru.com

Sent. Fn, Feb 12, 2021 12:20 pm
Subject: INNOVA 7111

The Scan Tool only Scans 10 Modules and all 10 Failed with Active Codes. Do we have a quality car or a LEMON?

Sent from my iPhone























