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Customer Handling

Please consider this campaign as a great opportunity io focus on assuring custorers that their safety remains Lexus’ highest
priority, which will go a long way toward preserving their faith in your dealership and the Lexus brand. -

In the meantime, customers who receive the owaer letter. miay contact your dealership with questions regarding the letter,
and/or campaign remedy. Please welcome them to your dealership and answer any questions that they may have, A QRA is
provided to assure a consistent message is communicated, In addition, please:

*  Encourage owners of ES and IS vehicles who have not yet received the campaign remedy letter to make sure the floor mats
are compatible for their model and model year. Also, they need to be sure they are properly secured using the appropriate
retention device (clips). Driver's floor mats should never be stacked, Consurners should never place any floor mat -
aftermarket or not - on top of another driver's floor mat, Mats should also not be flipped over with the botiom-side up.
Information on proper floor mat installation can be found on hito:/ Awww lexus.com/floormats.

*  Advise owners of affected IS vehicles that Lexus is currently working on a campaign remedy. Customers should retsin the
all weather and/or carpeted driver’s floor mat until the compaign remedy is available,

Assist any customer who asks to verify correct floor mat application and secure installation.
»  Owners with additional questions or concerns are asked to please contact the Lexus Customer Assistance Center

{1-800-255-3987).

Some of the £5 350 vehicles subject to SSC 9L G (Potential Floor Mat nterference with Accelerator Pedsl) are also subject to
LSCILH (VT Oif Hose Replacement) Lexus will only aceept sublef charges for customer care amentiies (car wash, fuel H]
rental pick up and delivery) on the dealer cloim for the SSC 9LG repair. Jt is important that your deslership perform off
applicable SSC/LSC repsirs in a single service visit and correctly submit the associated warranty clsims,

If a customer has previously paid for their vehicle's accelerator pedal or floor surlace to be modified to address the same
condition as described in the owner letter, please instruct them to mail a copy of their repair order, proof-of- payment, and
procl-of-ownership to the following address for reimbursement consideration.

Toyota Motor Sales, USA,, inc
[exus Custorner Assistance, 201
19001 South Western Avenue
Torrance, CA Q05009

Corrective Actions for Vehicles in Dealer Stock

Dealers should perform this campaign modilication to new and pre-owned vehicles immediately prior to owner delivery. LCCS
vehicles should receive the campaign only as parts become available, in the meantime, please take out any removable, driver’s
side floor mat or ensure the correct application is semi-permanently installed, Please ensure that a warranty claim is filed for
these vehicles as the work is performed so that they may be correctly identified as completed.

Please review this entire package with your Service and Parts staff to famifiarize them with the proper step-by-step procedures
required o implement this Special Service Campaign.

Thank you for your understanding and cooperation.

Lexus, A Division of Toyota Motor Sales, USA, Inc.
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