From: Quality Compliance

Subject: Customer Support Program (CSP) - ZG2/ZG3 - (Class Action Settlement for Corson v. Toyota Motor Sales, U.S.A., Inc) - Certain 2009-2010
Model Year Corolla Vehicles - Electric Power Steering System (Internal)

Date: Wednesday, June 29, 2016 5:11:35 PM

Attachments: 2G2-ZG3 - RL - Rem - (Pub 6.29.16).pdf

ZG2-ZG3 - DL - Rem - (P .30.16).pdf

Toyota POL16-05 - Customer Support Program ZG2 and ZG3 - Corolla Electric Power Steering.pdf
Z2G2 & 7ZG3 - FAQ - Rem - (Pub 6.30.16).pdf

On April 6, 2016 a settlement of claims in a class action lawsuit involving certain 2009 and 2010 Toyota Corolla
vehicles (excluding the XRS grade) equipped with an electric power steering system was approved.

Background:

The class action settlement relates to certain 2009 and 2010 Toyota Corolla vehicles (excluding the XRS grade)
equipped with an electric power steering (EPS) system, which has been alleged to “cause vehicles to wander or drift
from center at highway speeds and/or suddenly veer to one direction during normal use.” Toyota denies these
allegations and believes the concerns raised in the lawsuit are about customer preference for on-center steering feel
in the vehicles.

Toyota has determined that turning the page on this legal issue is in the best interests of the company and its
employees, dealers and customers. In keeping with its core principles, Toyota has structured this agreement in ways
that work to put customers first. This CSP was created as part of the implementation of the settlement.

CSP Coverage:
This CSP has three different categories of customer relief as follows:

a) The no cost installation of a re-tuned electronic control unit ("Re-Tuned ECU") for eligible class members who
would prefer an alternative on-center steering feel and from whom Toyota Motor Sales, U.S.A., Inc. has received a
complaint about their Subject Vehicle's on-center steering feel;

(b) A fifty (50) percent discounted installation of the Re-Tuned ECU for eligible class members who would prefer an
alternative on-center steering feel; or

(c) Reimbursement up to $695.00 for eligible class members who already paid to have a Re-Tuned ECU installed in
their Subject Vehicles.

Customers who opted in and are eligible for installation of the Re-Tuned ECU were provided a notification/voucher
from the settlement administrator for either a 50% coverage (ZG3) or a 100% coverage (ZG2). Customers eligible

for this program must request service prior to April 6, 2017.

Toyota has loaded VINs into the TIS vehicle inquiry system according to the following classification for ease of dealer
identification.

Coverage Category TIS Designation Coverage 9][e}
A 2G2 100% Part and Labor 34
B ZG3 50% Part and Labor 4,224

Important Notes:
e Th lemen n ver itional i with servi h vehicle alignment an h

services are not required for settlement benefit eligibility.

e Customers are entitled to the original ECU removed from their vehicles. in the event they desire to have it re-
install t a futur te. Di with tomers if they would like to have the original E rovi to them.

If customers request re-installation of the original ECU. the cost of doing so is their responsibility.

Dealer Notification
The attached dealer letter will be sent to all Toyota dealers on June 30, 2016.

Please reference the attached Dealer Letter for additional details.
Thank you for your support.
Quality Compliance Department

Toyota Motor Sales, U.S.A,, Inc.
Tel. 310-468-5516
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TOYOTA

PRODUCT SUPPORT DIVISION

INTEROFFICE MEMORANDUM Published June 29, 2016

To: All Toyota Region Gﬂ?r | Managers / Vice Presidents

From: Bob Waltz
Group Vice-President, Product Quality and Service Support

Subject:  Customer Support Program (CSP) - ZG2/Z2G3
(Class Action Settlement for Corson v. Toyota Motor Sales, U.S.A., Inc)
Certain 2009 — 2010 Model Year Corolla vehicles
Electric Power Steering System

On April 6, 2016 a settlement of claims in a class action lawsuit involving certain 2009 and 2010 Toyota Corolla
vehicles (excluding the XRS grade) equipped with an electric power steering system was approved.

Background:

The class action settlement relates to certain 2009 and 2010 Toyota Corolla vehicles (excluding the XRS grade)
equipped with an electric power steering (EPS) system, which has been alleged to “cause vehicles to wander or drift
from center at highway speeds and/or suddenly veer to one direction during normal use.” Toyota denies these
allegations and believes the concerns raised in the lawsuit are about customer preference for on-center steering feel
in the vehicles.

Toyota has determined that turning the page on this legal issue is in the best interests of the company and its
employees, dealers and customers. In keeping with its core principles, Toyota has structured this agreement in ways
that work to put customers first. This CSP was created as part of the implementation of the settlement.

Dealer Notification
The attached dealer letter will be sent to all Toyota dealers on June 30, 2016.

| Please reference the attached Dealer Letter for additional details. |

Please review this notification with your staff to assure that all relevant personnel have been briefed regarding this
subject.

Thank you for your cooperation.

© 2016 Toyota Motor Sales, USA
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Toyota Motor Sales, USA, Inc.
19001 South Western Avenue
Torrance, CA 90501

(310) 468-4000

Published Date: June 30, 2016

To: All Toyota Dealer Principals, General Managers, Service Managers, and Parts Managers

Subject:  Customer Support Program (CSP) - ZG2/ZG3
(Class Action Settlement for Corson v. Toyota Motor Sales, U.S.A., Inc)
Certain 2009 — 2010 Model Year Corolla vehicles
Electric Power Steering System

On April 6, 2016 a settlement of claims in a class action lawsuit involving certain 2009 and 2010 Toyota Corolla
vehicles (excluding the XRS grade) equipped with an electric power steering system was approved.

Background:

The class action settlement relates to certain 2009 and 2010 Toyota Corolla vehicles (excluding the XRS grade)
equipped with an electric power steering (EPS) system, which has been alleged to “cause vehicles to wander or drift
from center at highway speeds and/or suddenly veer to one direction during normal use.” Toyota denies these
allegations and believes the concerns raised in the lawsuit are about customer preference for on-center steering feel
in the vehicles.

Toyota has determined that turning the page on this legal issue is in the best interests of the company and its
employees, dealers and customers. In keeping with its core principles, Toyota has structured this agreement in
ways that work to put customers first. This CSP was created as part of the implementation of the settlement.

CSP Coverage:
This CSP has three different categories of customer relief as follows:

a) The no cost installation of a re-tuned electronic control unit ("Re-Tuned ECU") for eligible class members who
would prefer an alternative on-center steering feel and from whom Toyota Motor Sales, U.S.A., Inc. has received a
complaint about their Subject Vehicle's on-center steering feel;

(b) A fifty (50) percent discounted installation of the Re-Tuned ECU for eligible class members who would prefer an
alternative on-center steering feel; or

(c) Reimbursement up to $695.00 for eligible class members who already paid to have a Re-Tuned ECU installed in
their Subject Vehicles.

Customers who opted in and are eligible for installation of the Re-Tuned ECU were provided a notification/voucher
from the settlement administrator for either a 50% coverage (ZG3) or a 100% coverage (ZG2). Customers eligible
for this program must request service prior to April 6, 2017.

Toyota has loaded VINs into the TIS vehicle inquiry system according to the following classification for ease of
dealer identification.

Coverage Category TIS Designation Coverage ulo
A G2 100% Part and Labor 34
B ZG3 50% Part and Labor 4,224

Important Notes:
e The settlement does not cover additional costs associated with services such as vehicle alignment and such
services are not required for settlement benefit eligibility.
e Customers are entitled to the original ECU removed from their vehicles, in the event they desire to have it
re-installed at a future date. Discuss with customers if they would like to have the original ECU provided to
them. If customers request re-installation of the original ECU, the cost of doing so is their responsibility.

© 2016 Toyota Motor Sales, USA
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The following information is provided to inform you and your staff of the program notification schedule and your
degree of involvement.

Notification/Voucher Sent To Eligible Customers

In approximately mid-June 2016, the settlement administrator will notify customers who are eligible for either no cost
or discounted installation of the Re-Tuned ECU that they may begin to request installation under the CSP. A sample
of the notification letter has been included for your reference.

Technician Training Requirements

The service quality of covered vehicles is extremely important to Toyota. All dealership technicians performing this
installation are required to successfully complete the most current version of the E-Learning course “Safety Recall
and Service Campaign Essentials.” To ensure that all vehicles have the installation performed correctly; technicians
performing this installation are required to currently hold at least one of the following certification levels:

Certified Electrical

Expert Electrical

Master Technician

Master Diagnostic Technician

Always check which technicians can perform the CSP by logging on to https://www.uotdealerreports.com. It is the
dealership’s responsibility to select technicians with the above certification level or greater to perform this CSP.
Carefully review your resources, the technician skill level, and ability before assigning technicians to this CSP. It is
important to consider technician days off and vacation schedules to ensure there are properly trained technicians
available to perform this CSP at all times.

Remedy Procedures
Dealerships should utilize the technical instructions found in the repair manual. Technical Instructions

Parts Ordering Process - Non SET and GST Parts Ordering Process

Due to potentially limited availability, the parts may have been placed on either Manual Allocation Control (MAC) or
Dealer Ordering Solutions (DOS). As the parts inventory changes, the ordering process may change. Please check
the Toyota Special Activities MAC/DOS report on Dealer Daily for the most up-to-date parts ordering information.

Dealers are requested to only order parts for vehicles eligible for this Customer Support Program.

Refer to Warranty Policy Bulletin POL16-05 for additional parts ordering information.

All Customer Support Program (CSP) parts are eligible for the Monthly Parts Return Program. Please refer to PANT
Bulletin 2011-087 for campaign parts that are currently returnable under the Monthly Parts Return Program and for
additional details.

Dealer Reimbursement Procedure

Refer to the Warranty Policy Bulletin POL16-05 for warranty claim processing instructions. All parts replaced for this
installation are subject to warranty part recovery.

Customer Reimbursement

Customers who previously paid for the installation were required to submit a claim to the settlement administrator by
March 15, 2016 for reimbursement consideration. Those customers who are eligible for reimbursement will be
provided a check by the settlement administrator. If customers have questions regarding the status of their
reimbursement request, please have them contact the settlement administrator at 877-880-8814

© 2016 Toyota Motor Sales, USA
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Customer Contacts

Customers who receive the owner letter may contact your dealership with questions regarding the letter and/or the
Customer Support Program. Please welcome them to your dealership and answer any questions that they may
have. A Q&A is provided to assure a consistent message is communicated.

Customers  with  additional questions or concerns may visit the settlement website at
www.CorollaECUSettlement.com or may contact the Settlement Administrator at 877-880-8814.

Media Contacts

It is imperative that all media contacts (local and national) receive a consistent message. In this regard, all media
contacts must be directed to Cindy Knight (310) 468-2170 in Toyota Corporate Communications. (Please do not
provide this number to customers. Please provide this contact to only media associates.)

Please review this entire package with your Service and Parts staff to familiarize them with the proper step-by-step
procedures required to implement this Customer Support Program.

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

© 2016 Toyota Motor Sales, USA
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Warranty Policy Bulletin

SUBJECT: CUSTOMER SUPPORT PROGRAM (2G2 & ZG3):
WARRANTY ENHANCEMENT FOR ELECTRIC POWER
STEERING SYSTEM ON CERTAIN 2009 TO 2010 MODEL
YEAR COROLLA VEHICLES

Background

On April 6, 2016 a settlement of claims in a class action lawsuit involving certain
2009 and 2010 Toyota Corolla vehicles (excluding the XRS grade) equipped with
an electric power steering system was approved.

The class action settlement relates to certain 2009 and 2010 Toyota Corolla
vehicles (excluding the XRS grade) equipped with an electric power steering
(EPS) system, which has been alleged to “cause vehicles to wander or drift from
center at highway speeds and/or suddenly veer to one direction during normal
use.” Toyota denies these allegations and believes the concerns raised in the
lawsuit are about customer preference for on-center steering feel in the vehicles.

Toyota has determined that turning the page on this legal issue is in the best
interests of the company and its employees, dealers and customers. In keeping
with its core principles, Toyota has structured this agreement in ways that work
to put customers first. This CSP was created as part of the implementation of the
settlement.

Applicability

Customers who opted in and are eligible for installation of the Re-Tuned ECU
were provided a notification/voucher from the settlement administrator for either
a 50% coverage (ZG3) or a 100% coverage (ZG2). Toyota has loaded VINs into
the TIS vehicle inquiry system according to the following classification for ease of
dealer identification. Verify VIN applicability for this CSP by checking TIS before
conducting any work.

s Coverage
Designation

G2 100% Part and Labor

ZG3 50% Part and Labor

Customers eligible for this program must request service prior to April 6,
2017.






Toyota Warranty Policy Bulletin POL16-05
06/30/16
20f3

IMPORTANT NOTE:

v" This CSP does not cover additional costs associated with services such as
vehicle alignment and such services are not required prior to installing the
retuned ECU.

v' Customers are entitled to the original ECU removed from their vehicles, in
the event they desire to have it re-installed at a future date. Discuss with
customers if they would like to have the original ECU provided to them. If
customers request re-installation of the original ECU, the cost of doing so
is their responsibility.

v' The voucher is not required at the time work is performed under this CSP.

v ltis the dealer’s responsibility to obtain the customer-pay portion of
vehicles eligible for 50% coverage (ZG3).

Technician Training Requirements

The service quality of covered vehicles is extremely important to Toyota. All
dealership technicians performing this installation are required to successfully
complete the most current version of the E-Learning course “Safety Recall and
Service Campaign Essentials”. To ensure that all vehicles have the installation
performed correctly, technicians performing this installation are required to
currently hold at least one of the following certification levels:

Certified Electrical

Expert Electrical

Master Technician

Master Diagnostic Technician

Always check which technicians can perform the CSP by logging on to
https://www.uotdealerreports.com. It is the dealership’s responsibility to select
technicians with the above certification level or greater to perform this CSP.
Carefully review your resources, the technician skill level, and ability before
assigning technicians to perform the work under this CSP. It is important to
consider technician days off and vacation schedules to ensure there are properly
trained technicians available to perform this CSP at all times.

Please ensure this electronic bulletin is printed and distributed to those
designated as well as any other appropriate personnel.






Toyota Warranty Policy Bulletin POL16-05

06/30/16
30f3
Claim Submission
Claim Type TIS Opcode Description Labor Time
yp Designation P P
ZG2 CHG11A 1.2 hr./vehicle
Repair Replqce the power
Program steering computer 1.2 hr./vehicle (The
ZG3 CHG12A assembly customer is responsible for
50% of this cost)*

* CPS will automatically adjust parts and labor to 50% on claims using opcode
CHG12A for ZG3. This adjustment will be visible in the Authorization Information
section of the claim, reflecting the 50% Customer Pay portion.

Replacement Parts

All parts replaced as part of this CSP are subject to warranty parts recovery.

Part Number Description Quantity

89650-12C20 Computer Assy, Power Steering 1

Customer-Paid Component Replacement

Customers who previously paid for the installation were required to submit a
claim to the settlement administrator by March 15, 2016 for reimbursement
consideration. Those customers who are eligible for reimbursement will be
provided a check by the settlement administrator. If customers have questions
regarding the status of their reimbursement request, please have them contact
the settlement administrator at 877-880-8814.

Please ensure this electronic bulletin is printed and distributed to those
designated as well as any other appropriate personnel.
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Customer Support Program (CSP) — 2G2/Z2G3

(Class Action Settlement for Corson v. Toyota Motor Sales, U.S.A., Inc)
Certain 2009 — 2010 Model Year Corolla vehicles

Electric Power Steering System

Frequently Asked Questions
Published June 30, 2016

On April 6, 2016 a settlement of claims in a class action lawsuit involving certain 2009 and 2010 Toyota Corolla
vehicles (excluding the XRS grade) equipped with an electric power steering system was approved.

The class action settlement relates to 2009 and 2010 Toyota Corolla vehicles (excluding the XRS grade) equipped
with an electric power steering (EPS) system, which has been alleged to “cause vehicles to wander or drift from
center at highway speeds and/or suddenly veer to one direction during normal use.” Toyota denies these
allegations and believes the concerns raised in the lawsuit are about customer preference for on-center steering feel
in the vehicles.

Toyota has determined that turning the page on this legal issue is in the best interests of the company and its
employees, dealers and customers. In keeping with its core principles, Toyota has structured this settlement in ways
that work to put customers first. This CSP was created as part of the implementation of the settlement.

Q1L
Al.

What are the parameters of the CSP?
This CSP has three different categories of customer relief as follows:

(a) The no cost installation of a re-tuned electronic control unit ("Re-Tuned ECU") for eligible class members
who would prefer an alternative on-center steering feel and from whom Toyota Motor Sales, U.S.A., Inc. has
received a complaint about their Subject Vehicle's on-center steering feel,

(b) A fifty (50) percent discounted installation of the Re-Tuned ECU for eligible class members who would
prefer an alternative on-center steering feel; or

(c) Reimbursement up to $695.00 for eligible class members who already paid to have a Re-Tuned ECU
installed in their Subject Vehicles.

Customers who opted in and are eligible for installation of the Re-Tuned ECU under this settlement were
provided a notification/voucher from the settlement administrator for either a 50% coverage (ZG3) or a 100%
coverage (ZG2). Customers eligible for this CSP must request service prior to April 6, 2017.

Toyota has loaded VINs into the TIS vehicle inquiry system according to the following classification for ease
of dealer identification.

Coverage Category TIS Designation Coverage v][e)
A 2G2 100% Part and Labor 34
B Z2G3 50% Part and Labor 4,224

Important Note: The CSP does not cover additional costs associated with services such as vehicle
alignment and such services are not required for settlement benefit eligibility.

Qla: How much will installation of the Re-Tuned ECU cost?
Ala: The estimated cost of installing the Re-Tuned ECU is $695. Please note this is only an estimate and
the actual cost may vary depending on the labor rates in your geographic area.

Page 1 of 3
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Q2:

Qs3:
A3:

Q4.

A4:

Q5:
Ab:

Q6:
AG:

Q7.
AT:

Is the procedure for this CSP the same as outlined in Technical Service Bulletin T-SB- 0140-107?

The only procedure performed as part of this CSP is installation of the Re-Tuned ECU. The TSB 0410-
10 included other procedures that are not included as part of this CSP. If you wish to have other
procedures performed, aside from having the Re-Tuned ECU installed, then you will be responsible for
paying for those services.

Q2a: Will my vehicle require alignment before having this CSP performed?

A2a: No, it is not required for the vehicle to have an alignment performed before installing the Re-Tuned
ECU. However, Toyota recommends you periodically have your alignment checked in accordance
with the recommended maintenance schedule to ensure it is within specification. If vehicle alignment
is out of specification it may affect vehicle handling characteristics.

Q2b: What if my vehicle requires alignment or other services?

A2b: The CSP does not cover additional costs associated with services such as vehicle alignment. Such
services do not need to be performed before the Re-Tuned ECU is installed. If you choose to have
your alignment inspected or any other additional services performed the cost associated with these
services will be your responsibility.

How long will the installation take?
The installation takes approximately 1.5 hours; however, depending upon the dealer’'s work schedule, it may
be necessary to make the vehicle available for a longer period of time.

Do | need the notification/voucher the settlement administrator provided to have the installation
performed?

No, Toyota dealerships will be able to determine whether your vehicle is entitled to the discounted or no cost
installation based on the Toyota VIN inquiry system. The notification/voucher is not required at the time of
installation.

I had the installation performed and | preferred the original steering feel, why?

The Re-Tuned ECU that is being offered as part of the CSP provides an alternative steering feel for those
customers who are dissatisfied with the original on-center steering feel. Additionally, please note the
vehicle’s handling characteristics could be affected by other factors such as improper vehicle alignment, tire
pressure, worn/loose suspension, issues with other steering components, and environmental conditions,
such as road surface and wind.

Q5a: |am dissatisfied with the Re-Tuned ECU, can | have a refund?
Aba: No, Toyota will not provide a refund if you elect to have the installation performed and are
dissatisfied with the steering feel after replacement of the Re-Tuned ECU.

Q5b: lam unsure | will like the steering feel of the Re-Tuned ECU, will the dealer provide me the old
ECU if | have the installation performed?

A5b:  Yes, if you have the Re-Tuned ECU installed, you may request that the dealer provide you the
original ECU that was removed from the vehicle.

Q5c: Can | have the original ECU re-installed?
A5c: If you elect to have the original ECU re-installed at any time, you will be responsible for the
associated costs.

What if | previously paid to have the Re-Tuned ECU installed?

Customers who previously paid for the installation were required to submit a claim to the settlement
administrator by March 15, 2016 for reimbursement consideration. Those customers who are eligible for
reimbursement will be provided a check by the settlement administrator. If you have questions regarding the
status of your reimbursement request please contact the settlement administrator at 877-880-8814.

What if | have additional questions or concerns regarding the settlement?
If you would like additional information regarding the settlement you can visit
www.CorollaECUSettlement.com or contact the settlement administrator at 877-880-8814.

Page 2 of 3
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Q8:
AS8:

How does Toyota obtain my mailing information?
Toyota uses an industry provider who works with each state’s Department of Motor Vehicles (DMV) to

receive registration or title information, based upon the DMV records. Please make sure your registration or
title information is correct.

Page 3 of 3
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Fax 310-381-8095

() We are unified in our passion
——d 1o provide the finest ownership experience.

@TOYOTA OLexus & scCiom

NOTICE: This email message and all attachments transmitted with it are intended solely for the use of the addressee
and may contain legally privileged and confidential information. If the reader of this message is not the intended
recipient, or an employee or agent responsible for delivering this message to the intended recipient, you are hereby
notified that any dissemination, distribution, copying, or other use of this message or its attachments is strictly
prohibited.

If you have received this message in error, please notify the sender immediately by email reply and please delete this
message from your computer. Thank you.



