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EA12-001
TOYOTA
10-3-2012
DISC 2
ATTACHMENT 4 PART 2
CONSUMER COMPLAINT
PART 2


arlene.thomas-randol
Arlene's stamp


Case#: 1009110188 Case Type :
Brand : Toyota
Case Title : PRODUCT ; FCRP ; AIR BAGS- FRONT ; DEPLOY

(COMPANY NAME :
ADDR1:

COUNTRY : USA

ADDR2:
CITY, STATE, ZIP :

PRIM. PHONE :
ALT PHONE :

FAX NUMBER :
EMAIL ADDRESS :

PRIMARY DEALER CODE & NAME :

REGION CODE - NAME :
DISTRICT :

SECONDARY DEALER CODE & NAME :
REGION CODE - NAME : -

11 - Los Angeles

DISTRICT:

Case/Activity Last Updated :

ACCIDENT
9/21/2010 08:50:40 AM

VIN

2T1 KR32E93C-

MODEL YR. : 2003

MODEL : COROLLA MATRIX
GRADE : XR

MODEL NUMBER : 1912

ENGINE : 12z

TRANSMISSION :
SELLING DEALER CODE & NAME :

4ECT
42208 METROPLEX TOYOTA

DOFU : 12/02/2002
CURRENT MONTHS : 94
CURRENT MILES : 80000
INCIDENT MILES : 80000
CERTIFIED : No

Owner's Group :

Field

STATUS : Open
SUB-STATUS : In Progress
SOURCE : CUSTOMER
INITIAL CHANNEL : Call - Inbound
OWNER : CORNELL
CREATED DATE : 9/11/2010 08:42:04 AM
CREATED BY : DIXONK2
CREATOR'S GROUP : Toyota 2A
CLOSED DATE :

CLOSED BY:

CLOSER'S GROUP :

CSAT:

CLOSE APPROVED BY :
CLOSE APPROVED :

1-1K5EGMF 9/11/2010 08:42:00 AM / Call - Inbound Dons

DIXONK2 / Tier 2A Rep ClIr sts purch veh Sept of 2003 from a Toy dir by her

ex-husband.

cawcer: (NN

DATE OF INCIDENT. 09/09/2010

# OF CLOSE EXTENSIONS :

Unknown

9/11/2010 09:00:12 AM

This information is confidential and proprietary to Toyota ; Please refer to guidelines/policies for restrictions on use.
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TTIME OF ACCIDENT. 4:10 pm

WEATHER: hot & dry

FIRE/POLICE: no

SPEED B4 IMPACT: No Impact, and veh was parked

SEATBELTS WORN: yes, and they locked when the
airbag deployed.

INJURIES: none
TYPE OF COLLISION: no collision

DAMAGE TO VEH: sts driver airbag deployed, then 2
seconds later the passenger airbag deployed. Sts
when the passenger airbag deployed it cracked the
front windshield.

HAVE REPAIRS BEGUN: no

INCIDENT DETAILS: sts had just parked in front of
her home, sts had just put the veh in park, and as she

was turning the veh off, the airbags deployed.
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INSURANGE COMPANY: Did not adv insurance

DESCRIPTIO

company

WHAT FAILED: airbags deployed w/o incident

AIRBAG DEPLOYMENT: yes

WARNING LIGHTS: no

PRIOR ACCIDENTS: no

CLLR SKS: to know why the airbags deployed, for

them to be replaced, and windshield replaced as well.

NCR apol & advd cust will forward case to Case Mgr
who will ¢/b in 1 b/d to discuss. Advd case #, cust
thanked.

===FCRP===
OUTGOING CUST CALL

Ncr spk to the cust on the primary #. Cust restates
info from the initial call. Cust sts the veh is not being
driven. Sts the windshield is cracked and the both
bags are deployed. Sts the driver’s airbag deployed
after she put the veh in park and the passenger
deployed when she turned the veh off. NCR apol and
adv reg will contact the cust w/in 7 b/d regarding
request. Adv if reg inspects veh, inspection will take
place w/in 30 days and results wiil be mailed w/in 30
days after the inspection. Ncr adv the cust will be
responsible for any tow/rental expenses. Cust sts she
will tape the airbags in and fix the windshield b/ she
needs a veh. Cm understood and adv to keep all rpr

1-1KBN4V §/13/2010 03:51:02 PM / Call - Outbound | Done CRATHEB / Tier 2B Rep OUTGOING CALL TO LEGAL 9/13/2010 03:51:13 PM
Ner spk to -n _absence. CM went
over case details to confirm if case should be sent as
an FCRP. THiga agreed. CM thanked.

1-1KBN4Z 9/13/2010 03:57:51 PM / Call - Outbound | Done CRATHEB / Tier 2B Rep INITIAL CALL TO CUST 9/13/2010 03:57:57 PM
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ESCRIPTIO

receipts for reference. CM adv no rebairs fo the
airbags until the veh is inspected. Cust understood
and thanked. Cm thanked.

LEGAL REQUESTS FIELD CONTACT REPORT W/
MANY INTERIOR AND EXTERIOR PHOTOS.

1-1KEYL5

9/14/2010 09:22:34 AM / Call - Inbound

Done

CASTROD / Tier 1 Rep

Clir seeking to speak with C/M about issue. NCR
transferred cust to C/M.

9/14/2010 09:23:27 AM

1-1KBB6O

9/14/2010 09:29:22 AM/ Call - Inbound

Done

CRATHEB / Tier 2B Rep

INCOMING CUST CALL

Cust c/b. Cust sts the seatbelts are locked. Sts the
driver and passenger seatbelt are locked and will not
retract. Sts she took the.veh to a local shop and was
informed the computer locked causing the seatbelts to
lock. Sts she can not drive the veh b/c it is not safe.
Cm understood. Cm apol and adv the veh must be
inspected by the factory rep. Cust sks to know if she
can take the veh to the dir. CM adv the cust can do so
but the dir will not perform any inspection or repairs
until the veh is inspected by the factory rep. Adv the
legal department is conducting an FCRP and the veh,
thus no repairs should take place to the components

that the cl rstood and sts her
husband, ay /b and sks #
and ext. CM provide , ext 73816, Cust thanked.

9/14/2010 09:29:27 AM

1-1KR4U5

9/16/2010 03:57:43 PM/ Call - Inbound

Done

CRATHEB / Tier 2B Rep

Caller states:she is trying to get in touch with her
case mgr.Caller disconnected before | could schedule
her for a c/b.

9/17/2010 12:00:00 AM

9/17/2010 09:40:22 AM

1-1KV2BE

9/17/2010 09:01:45 AM / Call - Inbound

Done

CRATHEB / Tier 2B Rep

Caller states she would like to know when inspection
will take place. Caller states she was supposed to
have date and time. :

NCR apol and adv caller will fwd to CM. NCR adv c/b
is in system for ¢/b today. Caller states best contact is
primary # anytime. While NCR was explaining caller
disconnected.

9/17/2010 09:40:53 AM

1-1KUCWE

9/17/2010 09:47:14 AM / Call - Outbound

Dene

CRATHEB / Tier 2B Rep

OUTGOING CUST CALL

Ncr spk to the cust on the primary #. Cust sts it has
been 5 b/d. CM apol and adv the c¢/b may take up to 7
b/d. CM adv the cust should rcv no later than eob
09/21/10. Cust sts she did get hurt when the airbag
deployed. Sts the veh is unsafe and is getting really
frustrated with the waiting process. CM apol. Cust sts
she will continue to call and push for the inspection to
be expedited b/c she needs the veh rpr’. CM
understood and adv will doc. Cust became upset and
disconnected.

9/17/2010 09:47:20 AM
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ACTIVITY # E 1 ; i
1-1KUCWI 9/17/2010 09:47:27 AM / Call - Outbound | Done CRATHEB / Tier 2B Rep OUTGOING CALL TO LEGAL 9/17/2010 09:47:35 AM
Ncr I/m for THiga advising cust concerns. CM sks to
know if it is possible to expedite a ¢/b for the cust due

to nature of case and customer’s response. CM
provided cust name, case #, and ncr's direct line for

[
1-1LLEAB 9/20/2010 04:07:48 PM / Call - Inbound Done CORNELL/ CRA Foward to FTS, J. Diaz for inspection. 9/20/2010 04:08:11 PM
1-1LPDBF 9/21/2010 08:48:27 AM / Call - Inbound Done CORNELL/ CRA Correction, Jamie Diaz will not be inspecting vehicle. 9/21/2010 08:50:39 AM
FTS, Greg Ball will be inspecting vehicle 9/24/10 @
Penske Toyota.
This information is confidential and proprietary to Toyota ; Please refer to guidelines/policies for restrictions on use.
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Service Request Decision Issues

Legal

Page 1 of 1

Accident Information

Incident Date: 09/09/10 4:10:21 PM
Accident Location: at the customer's home
Road Condition: Dry
Injuries: None
Fire/Police: None

Police Report Filed: No

Vehicle Information

Vehicle Location: At the customer's home
Drivable: Yes Repaired: No

Insurance Information

Claim #:n/a

Insurance Info: not contacted

Adjuster Name: n/a Adjuster Phone #:




Writers Direct Telephone (310) 468-5638 Toyota Motor Sales, U.S.A., Inc.
Writers Direct Fax (310) 381-5017 19001 South Western Avenue
) Torrance, CA 90501

October 18, 2010 310 468-4000

LOS ANGELES CA

Re:  Date of Loss: September 9, 2010
Vehicle: 2003 Toyota Matrix
VIN: 2T1KR32E93(C]

oo S

This letter is in response to your communication with our Customer Experience Center in
regard to the above-referenced incident.

You reported that after driving the vehicle you parked in front of your home and placed
the shifter in Park. Just as you turned the engine off, the air bags deployed (first the
driver’s air bag, then two seconds later the passenger air bag). Your vehicle was
inspected to address this issue.

The inspection of your vehicle revealed that your vehicle had been in a previous major
frontal collision(s) with a lot of body work performed as a result. The left front airbag
wiring connector clip is missing which indicated work to this area. There are multiple
areas on the vehicle that has body work to it. There are some vehicle parts replaced with
wrecking yard parts. This led to further investigation which revealed that the vehicle has
a salvage title. A salvage title voids all factory warranties.

Further inspection found that the SRS (air bag) dash warning light was not functioning.
Tt was discovered that the warning light indicator was covered from inside the dash with
black tape to block the warning light from illuminating.

We are very sorry about this most unpleasant incident, however, the inspection of your
vehicle revealed that the vehicle’s systems had been altered and the vehicle was involved
in previous collisions which may have affected its systems. The air bag system was
compromised, and as such, we are unable to offer additional assistance.

Thank you for your attention and understanding.

Very truly yours,

Troy H Higa
Claims Administrator
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