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QUALITY ASSURINGE

. PepBoysis dedmatad tQ your satlsfa[:tlnn
. “We encourage you to ask questions about the
repair wark being dene to your carif you have
any concerns, don't hesitate tﬂ cnntant the
$9IVICE manager. ' N

( ﬁMDTﬂRIET :
EAMNCE

You can rest sasy when you brlng your car

to Pep Boys for service. We area pioneering

member of the Motarist Assuranca Program

{MAP}, a coalition dedicated to raising consurnar

confidence in the automotive rapair industry.

Gur technicians strictly adhera to the standards
" of service set out I:u_.r t at OI‘QEHIZE'I:ID."I

. ':-_::J' .":_': AR,

e

We also pnda our'se!ves on hawng the besb
trained personnel in the business. All of our
technicians must take and poss at least two
cartification tests from the National Institute
for Automotive Service Excellence {ASE), We
alsc have our pwn tigoreus training program
which helps ug meke sure that all of our
technicians are up 1o daté with the fﬂteat
technulﬂg'f aval'-ahli& W auta rapalr

Tt help make sure that your car |s flxed right
the first time, we have adopted our own zet of
Quality Assurance [QA) standards. This program
has 11 key elamertts, inciuding procedures for
estimates, appointments, inspections and more,
all designed to make sura that 'rl}u drwe

away happy!
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1995 SURLKT EGTEEH

Far [ten: 1BGE2E4 T1201 BRAHE ROTOR
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1995 SBZUKT EGTEEN

For Itewm: 1B6264 T1201 HRREE RGTGR

2 YEAR/24 MONTH MARRRNTY OM RRCUE TTEHM

Futodane Lintted Wa-ranty

We will replace, or refund wour money
Far, at cur option. any part we =e=ll
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Your warranty starts on the day ygou
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warrarnts gariad ctatsd an Wi rpraist
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_..i‘;'IIDAS AUTO SERVICE EXPERTS

CUSTOMER SERVICE REQUEST MIDAS AUTO svmﬁsm
e 1192 YARBROUGH DRIVE
CSRNO.A: 2139040 EL PASO, TX 79925 79072

EXT.

My doco

before? [ Yes E/Nc:'

G5

ESTIMATE MO,

E ST o

S50, ¢ «
DOUMETER & STATEFFACYINGE

. LICEMSE N
/00003 GYXR=200, C
. TIM l

W, . ARFT ARRIVED ISP, i PROMISED COMPLETEL

Custormet’s Description of Symptoms or Needs; i

Front brvde seyyice. = 3 mm#ﬁg/@fﬂcﬁm‘.mj ron-~Miokrs ‘

Vippoadion  when brarding ip ﬂ'{fef'fr‘% wheel » [ meoath

fbrﬂn? @VCP-L}@.“ G;prf@cff alfl LHAVE,

T,
I
;s there an alarm system? ... ... ... ... _]YES g? vl CUSTOMER WAITING
Locked NUBERPS? ... ;... . JYES Mo _ )
|:| Call with estimate
If yes, where is the kay? :
Aluminum wheels? .. [COvyes [no [ ] wil cail
=

Doyounesdancilchanga? ... [ves [wo "

PLEASE PERFORMAHE FOLLOWING: '

Brake Exhaust Suspansion Maintanareca
Inspeciion Inspechen Inspachan InspEction
Oif & Luka Air Conditicning

Sendce —e-  |MEpECHoN Cither

INSFECTION AUTHORIZATION: You and your smployees may opsrate the vehicle far the purpose of testirg, inspection, delivery and/or apace
accorrmadation. | acknowledge and zecept that storage charges of $15.00 per day will be imposed for vehigles unelalmed for more than 3 days,
AUTHORIZED GHARGE

$ 19 le g

b oot R
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TO: BETTER BUSIKESS BURFAU OF El PAZO 11 Jan 2001

SUBJECT: Quality of Workmanship not being done at FEP BOYS

1. 1 wish to make a complaint against PEF BOYS Antomotive at 200 S. Americas
Ave. at 915 B58-8494, 10501 Gateway Blvd West, 915 595-1958, and 2900 N, Masa S5t.
915 542-178%9. I had brought my 1995 Suzuki Esteem at the first location for brake
work as the problem was a vibration in the steering wheel when I braked at Highway
Speeds. T was told T needed new brakes apd they had needed to resurface the rotors.
I paid $137.00 for the service with a 1 year or 12000 mile warranty. Thiz service
was initiated in Jan 2000, Within 6030 miles the problem occurred again only to
return to the same location and was told I needed calipers. I went to Midas at 1192
Yarbrough and wag teld | didn't need calipers but to have the rotors resurfaced.
After attempta to get the work done properly was unsuccessful, | called around to
ret a better referral for FEP BOWS. I wag referred to the third location and same
service was done with the resurfacing of the rotors. After 11000 miles and still
under warranty, @ brought it back with the same problem =nd again after spproxi-
mately 6500 miles, I then tock it to the second locstion for the same problem

but was told at this timc that I needed rotors simce the rotors could not be re-
surfaced. WUnfortunately, they did not have rotors and asked me to return hack

the following day. T asked why I wasn't told this irn the beginning or why it
wasn't stated on my receipt. They told me that I had to esk those locations

tut that the attitude of the manager at the second store szid '"We don't have

to tell you". T stated that it's my right to know scmewhers in between when

I need rotors. Otherwize, 1f I was to get into an accident due to the neglect

of work oti my rotors, PEP BOYS would be rasponsible. I have kept 21l records

of when the work was done at these locations, et this does not correct the
problem. The service Manager at the first site is Ralph Eeyes, the second site

itz Bay Vasquez, and the third =site is Joe Contreras.

2. Tam asking since T have to put replacement rotors at my expense, Iam ceeking

FEF BOYS to reimburse me for this since they failed to tell me this in the be-
ginning and has stated to me that this is not covered under the current warranty.
Please note that there has to be a breaking point when the customer is tolcd this

to prevent problems like this and posgible loss of life. This needs to be amnctated
on the work sheet as a NEFD TD KMOW. Should they decide not to reimburse me, Tam
asking for coopensation for services not rencered and that Tam persuing this through
the Attorney Generals Office, the ASE Certificatien Office, and the Department of
Transportations Safely Office. T know that PEP BOYS will not replace them at no cnsat
toc them. So T have no other vecourse than to solve this prablem through your office.

3. Any queations I can he reachad '=-_




JOoHN CORNYN :
TEXAS ATTORNEY GENERAL CDNSUMER COMPLAINT FORDM

OFFICE UEE LINEAY
FILE#: ' ey VAR; AGDTNCT AMALYELD

PLEASE ENCLOSE TWO COPIES OF THE COMPLAINT FORM AND ALL RELEYANT DDCUMENTS. DO NOT send
otiginal documents. AS A MEDTATION DOCUMENT, ALL COMPLAINTS AND THE ACCOMPANYING INFORMATION
YOUPROVIDE AREOFEN RECORDS, Openrecords must by law be given to anyone who asks. If you do not want your name and
addrass revealed, we will not be able to mediate your complaint,

WE WILL SEND A COPY OF THIS EORM TO THE ELDSINEYS - PLEASE WERITE LEQIRLY.

*USE BLACK INK DLy
Meme of tusiness or individoal you are eotnplaining aboot
FEP BOYS
Address
200 5, Americas Ave.
City
El. PASD
State T Lip
Phone
{935 ) 595-1958
Petson viou dealt with
alph Reves
Age Under 60 60 or over
1. First contact between you and the business: 2. Where did the transaction take place?
O Persoin came to my home : CF At home
(&I went to company’s place of business (4 At businass
QT received a telephone call from business (I By mail
QT talephoned the business & Crver the phone
QT received information in the mail A Other
Q] responded to mdiw/lelevision ad
A1 responded to printed advettisement
3 {ther
3. Dates) of Transaciion(s) 4. Did you sign a contrast?
28 Jan 00 L Ves (pleass enclose a copy)
: A No
5. Amount of payment: $_131.71 QO Cash QOCreditCard OLoan OlLayv-a-way @ Check

Uate check was cashed (from your bank statement, if available): _ Unenosm

Have vou contacted vour credit card company to request a eredit to your accouat? A Yes EiNo

6. Have you complained o ihe business? Yes ONo  Ifyes, when? 20 §ap 30007 .. . . . .-

What was the business’ response? The problen

Yoit mesnet indicated

7. Have you filed a complaint with ancther apeney? H®Yes  No I ves, what apency did you complain to?

dBctter Business Bureau  WILP. Court  Police Dept.  TLepal Aid  KeDther ATIY GENS OFC, NHSTB, ASE




What action was faken by this agency? Nong.  Have not initiated ot currently preparing copies
8. Do you have a private attorney representing you i this matter? OYes KlNo
9. Please describe your complaint in detail (attach extra sheets if necessary)

_Initially 1 had taken mv car to the sbove FFF BOYS for a vibration in my steering

wheel when the brake is applied during Highway Speed. Around the 2%th of May 2000
i oblem and 5406 miles later only to be
told I needed to replace the calipers since they stated the calipere were sticking.

_I went o the Midas Shop at 1192 N, Yarbrough Drive to get a second opinion and was
tocld I didn't need calipers but needed the rotors to be resurfaced. T then returned
back to PEP BOYS and they insisted the problem was the calipers and not the rotors.
Since they didn't want to take the advise of Modas, L 0ecrded LD B0 LO @NOLNEr FRE DOYS.
SEE ATTACHED STATEMENT., T will follow through with other complaint forms on the other

“TEI BUYS with the same issu€. NOTE: The rotors at this location Were ToT Teourrmeed ™

nor_recomiended for replacement. uyischments from this PEP BOYS and Midas will be
provided. Other complaint forms will follow.

10. What do you believe would be & fair resolution to this matter?

To be compensated for the work that was_not accomplished as 1 had to pay for the

rotors as well asg the installation. Reguest that an itvestigation be conducted on the
procedures as this misht be affecting other consumers. Request this cemplaint be placed

permanently since this is a sefety issue and out of falrneas, the statement about

_A NFFD TC KNOW about the rotors should have been looked at but was left out.

Texas Jaw prohibits us from giving legal advice or opinions or acting as your personal attorney. H you desire legal
advice, we suggest you consider contacting a private attorncy fo discuss your eomplaint,

THE ABOVE STATEMENTS ARE TRUE AND ACCURATE TO THE BEST OF MY KNOWLEDGE.

WD SHun 6t
DATTE

FORM 05002-E
JANUARY 143



JO CORNYN

TEXAS ATTORNEY GENERAL CONSUMER COMPLAINT FGRM

GFFICE GSE OALY
FILEw: AT VAR AGENCY: ANALY ST

PLEASE ENCLOSE TWO COFPIES OF THE COMPLAINT FORM AND ALL RELEVANT DOCUMENTS. DO NOT send
origingl docurnems, AS A MEDIATION DOCUMENT, ALL COMPLAINTS AND THE ACCOMPANYTING INFORNMATION

YOU PROYIDE ARE OFEN RECORDS. Open records must by law be given to anvone who asks. If you do not want yaur name and
address revealed, we will not be able (o mediate vour complaint.

WE WILL SEND A COFY OF THIS FORNM TO THE BUSINESS - PLEASE WRITE LEGIBLY.
¥USE BLACK INE ONLY™

Name of usivess or individual you are complaining about
EEP_BOYS
Address
| 10001 Gateway Blyd West
'1_'.!’.!.}'
ElL Paso ;
Stme T Zip 79025
Plone
(915 ) 595.1958
Person you deale with
Ray Vaggquer
Age  Flnder 60 D60 O aver
1. First contact between you and the business: 2. Where did the transaction take place?

¥ Persen cams ta my homes 1 At home

] wenl to compeny s place of business @ Al business

LT received a telephone call from business _ L2 By mail

1 telephoned the business & Chver the phone

O received information i the mail {1 Crther

U | respondad o vadio/television ad

O [ responded to printed advertizeinam

3 Other .

3. Drave{s) of Transaction(s) 4. Did you sign a contract?
01 _Jan 2001 1 Yes (piease enclase a copy)
i Mo

5. Amount of payment: §__0} OCash OCreditCard CILoan Lay-a-way O Check

Date check was cashed (from vour bank statement, if available): N/A

Have yon contacked your eredit card company to request 2 credit to vour account? dYes [FNo

6. Have you complained to the business? 8 Yes QMo  1fyes, when? 01 Jan 2001

What was the business” response? The problem was pot dope st their lecation smd can't answer

to what they did but turmed arqupd and stated T needed rotors but didn't have them due to

holiday but also didn't check around to see if Auto Zome or Checker Auto was opened.
7. Have you filed a complaint with another agency? @Yes Mo Ifyes, what agency did you complain to?

OBetter Business Bureau  UJP. Conrt  UPolice Depr.  ULegal Aid  KiOther ATLY GENS OFC, NHSTB, ASE

e —————————— e ——— A e - s



JOHN CORNYN
TEXAS ATTORNEY GENERAIL CONSUMER COMPLAINT FORRM

OFFICE TSE ONLY
FILES, CAT: VAR: AFENCY: AMNALYST,

PLEASE ENCLOSE TWO COFPLES OF THE COMPLAINT FORM ANTF ATL RELEVANT DOCUMENTS. DO NOT send
vriginal duocuments, AS A MEIMATION DOCUMENT, ALL COMPLAINTS AND THE ACCOMPANYING INFORMATION

YOUFROVIDE ARE OFEN RECORDS. Open records must by law be given to anvone who asks, Ifvou do not want your same and
address revealed, we witl not be able 1o mediate your complaint.

WE WILL SEND A COPY QF THIS FORM T THE BUSINESS - FLEASE WRITE LEGIBLY.

*USE BLACK INK ONLY™®
Name Mame of bugsiness or individual you are complaining aboul
PEF BOYS
Address
10501 Cateway Blvd West
City
El Paso
State Ty Zip 79923
Phone
{915 7 595-1%58
Fersop you dealt with
Ray Vasquesz
Age RUnderat Q60 or over
i.- First contact between you and the business: 2. Where did the transaction take place?
[ Person came to my home (J At home
X1 went o campany’s place of business (3 AL business
LA T received a teicphone caill from business . (0 By mail
O T telephaned the huginess & Ower the phone
'11 received information in the mail Ll Diher
{1 responded to radie/television ad
U I responded to printed advertisement .
L Other .
3. Dule(s) of Transaction{s) 4. Did you sign a sontract?
i Jan 2001 ' 2 Yes (please enclose a capy)
AN
5. Amount of payment: §__0 OCash OCreditCard QLoan  JLay-a-way O Check

Date check was cashed (from vour bank statement, if available): N/A

Have you contacted yoor eredit card company to request 2 credit to your account? Ll'Yes ENo

&. Have you complained to the business? Bl Yes B No  Ifyes, when? 01 Jan 2001

What was the business® respons<? The problen was not done at theiy logstion and can't answer

I-Ell' vhat they did but twmed around and stated I needed rotors but didn't have them due to

holiday but also didn’t check around to see if Auto Zone or Checker Muto was opened.
7. Have yol filed a complaint with another agency? dves UNo  If yes, what agency did vou complain o7

OBetter Bueinese Burean  1A1P. Cour  Police Dept.  ULegal Aid  BlOther ATTY GENS OFC, NHSTB, ASE

. _— ok e e . . e e e e e llE tmmmm Rt h ' mnpm e e—————— ——



JoHN CORNYN

TEXAS ATTORNEY GENERAL CONSUMER COMPLAINT FORM

UFPICK USE ONLY
FILZH: ' CAT: VAR: AGFENCY? ANALYFL

PLEASE ENCLOSE TWO COPLIES OF THE COMPLAINT FORM AND ALL RELEVANT DOCUMENTS. DO NOT send
original docments. AS A MEDIATTON DOCUMENT, ALL COMPLAINTS AND THE ACCOMPANYING INFORMATION
YOUPROVIDE ARE OFEN RECORDS. Open retords must by law be given to anyons who asks. Ifvou do not wan! your hame and
address Tevealed, we will not be able to mediate vour complaint.

WE WILL SENT} & S0P OF THES FORM TO THE BUSINESS - PLEASE WRITE LEGIELY.
*Usk BLACK Ink QLY

Wame of buziness or individual you ars complaining alweut

EEP BOYS
Addreas
G201 Gatewsv Blvd West
ity
El .Paso
State TY Zip 79925
Plrooe
(915 ) 595-1958
Periom you deall with
Ray Vadquez

1.- First contact between you and the business: 2. Where did the transaction take place?
' ¥ Person carne 1¢ oy hoe 1 At home
([ went to company s place of business & Al business
QT received a telephone call from husiness . 1 By mail
I3 telephoned the business B Over the phone
07 received information in the mail L1 Other

QT responded to radin/television ad
O [ responded o printed advertisement

X Other .
3. Datels) of Transaction{s) 4. I)d you sign 3 coniract?
01 Jan 2001 O Yes (please enclose a copy)
A No
5. Amount of payment: §_ 0 QCash OCreditCard O Lloan O Lay-a-way 0O Check

D check was cashed (from your bank statement, if available): /A

Have you contacted your credit card eompany to request a credit to your account? QYes QI No

6. Have you complained to the business? B Yes O No  Ifyes, when? 01 Jan 2001

What was the business’ respense? The problem was pot done at their location and can't answer

tb what they did bult turred around and stated I needed rotors but didn't have them due to

holiday but also didn't check around to sec if Auto Zome or Checker Auto was opened.
7. Have yoii filed a complaint with another agency? fYes [UNn I yes, what agency did you complain to?

OBeiter Business Burean )., Court  OPolice Dept.  WLegal Aid  BiOther ATTY GERS OFC, NHSTB, ASE




What action was taken by this asency? _Af this time jg. pending

3. Do you have a private attomney representing you in this tratter? OYes  EiNo
9. Please describe your complaint in detail {atiach extra sheets if necessary)

SEE ATTACHED STATFMFNT. NOT NOTED IS THE ATTEMPT Toy TAUK WITH MR. ESCOBAR THE AREA

MANAGER FOR PEP BOYE BUL HAS NOT EFETURNED ANY CAILS WITH & FORWARDING MESSAGE.

10, What do wou believe would be a fale reselurion 10 this matter?

Ta he compensated for this since T had to psy out of my pocket for the rotors and the

installation as this should have been under the warranty time to include nof having

gptten 12000 wiles straisht through. This is a safety issue since the workmanship

thraughout the FEP BOYS chain is very unprofessional and should there had been an

Texas Ezw prohibits us from giviog legal advice or opinions or acting as your personal atteroey. If you desire legal
advice, we suggest vou consider conincling a private atiorney Lo disens=s your complaint.

THE ABOVE STATEMENTS ARE TRUE AND ACCURATE TCO THE BEST OF MY KNOWLEDGE.

S Y S Al o)
DATE

FORM 03-002-E
JANTDARY 1903



JOIN CORNYN

TEXAS ATTORNEY GENERAL CONSUMER COMPLAINT FORM

OFFICE LS DHLY

FILG#: ' CAT: VAR AVENCT

AMALYET:

PLEASE ENCLOSE TWO COPIES OF THE COMPLAINT FORM AND ALL RELEVANT DOCUMENTS. DO NOT send

original documents. AS A MEDIATION DOCUMENT, ALE. COMPLAINTS AND THE ACCOMPANYING INFORMATION
YOU PROYIDE ARE OPEN RECORDS, Cpen records munst by law be given 1o anyvone who asks. 1f vou do not wai vour name and
address revealed, we will not be able to mediate your complaint,

WeE WILL SEND A COPY OF THIS FORM TO THE BUSINESS - PLEASE WRITE LEGIELY.
IS BLACK INK ONLy™

Mame of business or individusl yeu wre somplaining about

PED BOYS

Address

TRY S pyYse ST

City

EL iz o

Sate T A 2o g M
Phone

(L) PS5l "B14Y¢

Berson vou dealt with

A i A ASY

1 First contact between you aud the business:

2. Where did the transaction take place?

A Porson cams to m} home 1 Athome

I went 10 company’'s place of business & At business

id1 received a telephone call from business U By mail

O [ telephoned the business & Gver the phone
1T received information in the mait Q Other

(21 responded Lo radioftelevision ad
A [ responded to printed advertisement
Q Other

. Date{s) of Transactionds)
AH TR REA ot

Lr

4. hd you sipn a contract?
O Yes (please am..losa a copy)
TH N

o Jp e

S Amouttof payment §_ /&= . &G [OCash Hisredit Card Oloan O Lay-a-way O Check

Date check was cashed {from vour bank statement, if available). /\/ /A

Have you contacied your credit ¢ard company io request a credit to your account? 'Yes RANo

6. Have you complained ¥ the business? BYes UNo  Ifyes, when? 2 Y SRAAO]

W hat was the businoss” reaponse? "Ta-e : r ; _

MuF O Bn'T HA95 Wwael S ernr_zH__,, AT :J-..n-rﬁ.-c-_ Befas o Haetas S

Refimaowet nbhiod ntdl 8 7 Aqy SXFxmse e _7his Shouwtdwe ZEEA CEF

Doy s Be SPensi @il TY dum reavo 7 TLLE NG Mgt im TA= B Giarving.
7. Have vou filed a complaint with another agency? BYes [ONo I yes, whal agency did you comiplain 107

JBetter Business Bureau OLegal Aid KaOther ATTY GENS OFC, NHSTB, ASE

03P Court  Palice Dept.



What sclion was taken by this ageney? 2277 7 hi S 775me (8 Poned i pe

2. Do you have 3 private sttormey representing yoo in thig matter? dYes  GBho

9. Please deseribe your complaint in detail (attach extra sheets if necessary)

SEE MPTHcbe s ST e e v .Fi R =e"p1 5 |

10, What do vou believe would be a fuir resofufion to this matter?

S5 A TAteded ME MO L e mh Bl Ge o m PRl Tl oa

o B30, 5o Fep J5T Time indna e galvetens /96,00 Lo

Lo ST M an A am D ) o e B s F T s L gn i g ) R

44

Texas law prohibits us from giving legal advice or opiniong or acting as your personal attorney. If vou desice legal
ndyice, we sugsest you consider contacting a private attorney to discuss your complaint.

THE ABOYE STATEMENTS ARE TRUE AND ACCURATE TO THE BEST OF MY KNOWLEDGE.

R SO} T
DATE

FORN 15-002-E
. JANUARY 1¥59



