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February 4, 2003

Narrative Description of Incident:  Date: 12/05/2002
Time: 2:00 P.M.

The vehicle m question is owned by Enviconmental Termite and Pest Comirol, Inc. and
used as a service vehicle, The end of 11/02 or the very begiming of 12/02 ETPC, Inc.
received a Toyota Echo rear brake tube safety recall notice. Our Assistant Office
Manager called Rick McGill Airport Toyota to schedule an appointrment, She spoke to
Brown, in the Service Department and an appoinimem was scheduled for 12/05/2002
for the inspectionfrepair. Because the Echo is used as a service vehicle, we had to re-
schedule or re-arrenpe our service schedule to meet this appointment.

When the owner, R, Edward Howard, took the vehicle, be was told (by Brown) that
there were no more of the repair/replacement parts available and we would have to
reschedule for the repair. Our question was, if we scheduled an appointment ahead of
time, should a part not have been put aside for the repair? Brown told Mr, Howsrd that
they just ran out of parts beceusc they did the repans as the vehicles were brought in, no
inspection was necessary because they repair all recalled vehicles.

When Mr. Howard returned to cur office I called Rick McGill Airport Toyota to speak
to the General Manager. I was finally directed to the Service Manager, Michae! Garrett.
When I explained the situation Mr. (larrett sakl Brown was wrong, that repairs or
replacement parts on recalls were not made antil an inspection was performed and it
was determined that the repair was necessary. Mr. (Garrett also stated that when Toyota
had a recell, dealerships were onty sent one repair part, addition parts were ordered as
necessary and they would order a part for the vehicle and notify us when it was
received.

After | bung up the phone, 1 called the Auto Safety Hot Line and spoke with Nicole.
Nicole stated that Brown was comect in this situation. She stated that when there isa
recall, Service Departments are sent numerous repair/repiacement parts for this reason
and that no inspection is necessary, all recalled parts are replaced or repaired.

It appears an exror was made and Mr. Garrett tried to place the blame on Brewn. ETPC,
Inc. had to rearrange and/or reschedule appoimments for three service technicians,
gwitch vehicles, etc. in order to get the vehicle repaired on 124)5/02. This process will
have to be repeated as the repairsreplacements were not made. This is an extreme
inconvenience for our customers and our service technicians, not to mention any

monetary oss,
Cheri Coldwate, Operations Manager
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