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9. Customer Handling

Please consider this campaign a great opportunity to focus on assuring customers that their safefy

remains Toyota's highest priority. Customers who receive the owner letter may 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 Q&A is provided o assure a consistent message is

communicated.

« Customers with additional questions or concerns are asked to please contact the Toyota Customer
Experience Center {1-888-270-9371).

e If an owner has previously paid for accelerator pedal repairs to address this specific condition, they
are requested to mail a copy of the repair order, proof-of-payment, and proof-of-ownership to the
following address for reimbursement consideration

Toyota Motor Sales, U.S.A., Inc
Toyota Customer Experience Center, WC10
19001 South Western Avenue
Torrance, CA 90508

7. Media Contacts

For News media inquiries only:

Due to the nature of this Safety Campaign, it is imperative that all media contacts {(local and national)
receive a consistent message. In this regard, alf media contacts must be directed to Brian Lyons {310)
468-2552, John Hanson (310} 468-4718, in Corporate Communications. {Please do not provide these
numbers to customers or direct dealership associates to call).

Please review this entire package with your Setvice and Parts staff to familiarize them with the proper
step-by-step procedures reguired to implement this Special Service Campaign.

Thank you for your cooperation.
TOYOTA MOTOR SALES, U.S.A., INC.
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