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ADD NEW COMMENT AND
ATTACHMENTS

Brand Engagement Advocate
November 17,2023 at 03:40 PM

We appreciate you taking the time to contact the Lexus
Brand Engagement Center. | am the Case Manager
assigned to your case for handling and follow up. |
apologize my recent attempt to reach you by telephone

was unsuccessful.

Please contact our office at 800-255-3987 to speak
with myself or another Case Manager who may be able
to further assist you. Case Managers are available
Monday through Friday from 8:00 a.m. - 8:00 p.m. ET

Thanks!

-Ashton
Lexus Brand Engagement Center

% support.lexus.com




Dallas, TX 75201

Better Business Bureau®
Dallas-Lubbock-Wichita Falls
~ 1601 Elm St., Suite 1600
— 214-220-2000
B B._I www.bbb.org

Thursday, March 21, 2024

Dallas, TX

Dear

This message is in regard to your complaint submitted on 3/5/2024 against Toyota Motor North America, Inc.. Your complaint was

BBB has received a formal written response from Toyota Motor North America, Inc.. We ask that you review the response and
advise us of your position on the matter within 10 calendar days.

We understand that the response provided by the business may contain information or details you disagree with. BBB does not
expect both parties to come to a complete agreement on what led to the dispute, but is instead focused on developing an action
plan for moving forward. As such, we request that when you are evaluating the business’ response, you primarily focus on any
solutions or remedies that may have been offered.

What if I am satisfied with the business' response?
Please confirm that the dispute has been settled to your satisfaction. This will prompt us to notify the business of your acceptance
and close the case accordingly.

What if I am not satisfied or disagree with the business’' response?

Please confirm that the dispute has not been settled to your satisfaction and provide a detailed explanation of your remaining
concerns. It is important to keep your response focused on the facts of the matter and what you feel is a fair resolution to move
forward. You are encouraged to submit any documentation that supports your case, as this helps both the business and BBB staff
develop a full understanding of your perspective. Your comments and/or documentation will be shared with the company directly
as we work toward a final resolution.

Try to identify any areas of possible agreement or understanding, as this can be an effective way to build trust and keep the
conversation moving forward in a positive direction.

What is the deadline for my response?

In order to keep the dispute resolution process moving, we are requesting your written response within the next 10 calendar days.
If we do not hear back from you, BBB will assume you are satisfied with the business' response and will automatically close your
complaint as answered. If you miss the deadline, please simply reach out to BBB with the additional information and we should be
able to re-open the case and/or evaluate for next steps.

If you received this complaint via Postal Mail, you may respond online using the link below or respond by mail
using the address above.

To access/respond to this complaint online:
Go to: https://respond.
Enter the following code

What information will be published to the website?

Once a complaint is closed, it is reported on the business' public profile for three years. Please note the text of your response will
be publicly posted on the BBB website (BBB reserves the right to not post in accordance with BBB policy). Please do not include
any personally identifiable information in your response. By submitting your response, you are representing that it is a truthful
account of your experience with the business. BBB may edit your complaint to protect privacy rights and to remove inappropriate
language.

Sincerely,

Dispute Resolution Department
Better Business Bureau®
Dallas / Lubbock / Wichita Falls
complaints@nctx.bbb.org

MESSAGE FROM BUSINESS:
BBB Complaint I




160-5763724

We have reviewed the complaint filed by the guest through our Brand Engagement Center, and regret to hear of the concerns
reported by the customer.

Toyota issued the Customer Support Program ZLZ providing coverage for the identified concern. This warranty enhancement
program was an extension of the vehicle's Basic Warranty. Primary coverage for this program expired on March 31, 2021.
Secondary coverage for your vehicle expired 10 years after the date of first use: October 2, 2012. The vehicle was inspected
10/05/2023. Once the vehicle is outside of the program parameters, the cost of repairs becomes the owner’'s responsibility, as the
component is now outside of all factory and extended coverage.

In reviewing the case, we find that Toyota has met its obligations in regard to all expressly written warranties, and are unable to
grant the Guest’s request at this time.

BBB Complaint I
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ATTORNEY GENERAT OF TEXNAS

May 13, 2024

Thank you for your recent letter. We appreciate your contacting the Office of the Attorney
General.

Please understand the role of this office is to advise and represent state entities and interests as
specified in the Texas Government Code. Under Texas law, the Office of the Attorney General is
prohibited from providing legal advice, analysis or representation to private individuals.
However, I hope the following information is helpful.

To formally report the matter to this agency's Consumer Protection Division (CPD), please
complete our consumer complaint form online in the consumer protection section of our website
at www.lexasattorneygeneral.gov/consumer-protection/file-consumer-complaint. If additional
information is needed, CPD will contact you. Your complaint will be kept on file to assist us in
monitoring business practices and in determining priorities for enforcement efforts. We
appreciate your assistance in this effort.

Consumer complaints sometimes form the basis for an investigation or other action against a
company by this office. Please know we are prohibited from commenting on or acknowledging
possible investigations. Any legal action that this office may take against a company would be on
behalf of the state of Texas, not an individual or privately-owned business. For more information
and additional options, you may wish to read the consumer protection secuon of our website.

The Texas Department of Motor Vehicles (DMV) licenses and regulates car dealerships and
takes complaints about the business practices of dealers. The DMV also administers the Texas
Lemon Law which can help consumers who buy or lease new motor vehicles and have repeated
problems getting their vehicles properly repaired under the manufacturer’s original warranty.
You can reach the DMV at:

Texas Department of Motor Vehicles
Enforcement Division

4000 Jackson Ave

Austin, Texas 78731

(512) 465-3000

Post Office Box 12548, Austin, Texas 78711-2548 « (512) 463-2100 » www.texasattorneygeneral.gov



(88€) 368-4689
wwiw. Ixdrv.gov

The National Highway Traffic Safety Administration (NHTSA) within the United States
Department of Transportation has federal authority to conduct defect investigations and
administer safety recalls. The NHTSA may order manufacturers to recall and repair vehicles and
equipment when there is a compromise to, and risk of injury or death resulting from, vehicular
design, construction or performance. The NHTSA also reviews and monitors consumer
complaints to make determinations ensuring motor vehicle, highway and public safety. You may
wish to contact the agency as follows:

NHTSA Headquarters

1200 New Jersey Avenue, SE
West Building

Washington, DC 20590

(202) 366-4000

(888) 327-4236

www.nhisa.dot.gov

You may wish to contact the Legal Hotline for Texans which may be able to address your
specific legal concerns. While we do not endorse business associations or nonprofits, you may
find their information helpful. Persons eligible for services are Texans 60 years of age or older,
Mecdicare (not Medicaid) recipients of any age: nursing home residents of any age, and victims of
violent crime and their family members who are indigent and either 60 years of age or older, a
person with a disability, or a person unable to access legal services locally. They can be reached
at (800) 622-2520 or on their website at hitps://www.tlsc.org/seniors.

Acain. thenk vou for writing. Please feel free to contact the Office of the Attorney General if we

the Attorney General ol [exas
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