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Akio Toyoda
President
1 Toyota-Cho T M C
Toyota City, Aichl 471-8571 - CUSTOMER RELATIONS
Japan SECRET SEP) 49
% 5 2 4.2009
August 30, 2000 Circit{Forwd[Copy]

Dear Mr. Tayoda: ' N CR-00 39477~ &fﬂ(\j

} am writing to you regarding the safety concerns | have with my new 2010 Toyota Prius V, As
you can read from the additional attached letter dated August 16, 2008, 1 have informed the
dealership, Parkway Toyota, the Field Technical Specialist, Joe Bingaman, and Toyota Customer
Experiance of the loss of braking power | axperienca when L hit bumps or pothales on the
road, - '

In response to my letter, | was contacted on August 24" by Corporate Case Manager, Aja Baker.
She told me that Joe Bingaman's diagnesis of the slipping of the hrakes as “normal operation”
was the final response of Toyota Headquarters, | subsequently spoke to Ms. Baker's Supervisor,
Serena Abollian, who reiterated that Joe Bingaman's diagnosis of the brakes as "acting as
designed” is the final response. Despite my pleas for direct help from Toyota, she could only
offer me the chance to appeal to a third party arbitrator, Note: This braking problem has been
reported by at least 5 other Prius owners to date on the Priuschat Web site {see attached
screen shots),

The 2010 Toyota Prius is the first naw car ] have ever purchased. My wife and her family have
been in the Toyota family for gver 15 years and raved about their cars’ performance and the
customer service they recelved from Toyota In the past. As the parents of a newhorn, we were
drawn to the 2010 Prius for its additional safety features, including the pre-collision system. As
safety was a primary motlvating factor, we were deciding between a Volve and a Toyota and
werntt with the Toyota based on my wife’s prior experience with Toyota cars. Given the braking
problem we are experiencing and the poor response to this safety Jssue to date, we are, at
the moment, regretting our decision. To make matters worse, we read in today's New York
Times about the poor customer response people recelved regarding the transmission problems
with the 2001-03 RAV4, This article, combined with my own experience with Customer
Expetience, makes me question Toyota’s commitmant to customer service and safety.
Ironically, with a growing family In the futurae, we were even thinking of purchasing a RAV4 or
another Toyota. Given the current response we have received to the Prius braking issue, we are
probably not golng to buy another Toyota. '

| expacied 2 better response from Customer Experience and would prefer to solve this problem

wlth Toyota directly. In the meantime, | Intend to report this problem to the Center for Aute
Safety and the National Highway Traffic Safety Administration.

TOYOTA CONFIDENTIAL TREATMENT REQUESTED TOY-OGR-00004013




As a follow-up here s what | would ilke to see happen:

1... Afix for the braking-problem so that it does not ocour
. .o 2.0fit cannot be fixed, ah option.to get my full purchase price back on the car

: Outside of the braking problem a{nd the rough ride from the Jow profile tires of the Prius V (as

gut‘iin_e._d, in the attached |etter), we do like the redt-gsignedé,i‘?r/iys with Its upgraded comfort and
safety féatures, but we have hadanxiéty about the car eversince we experienced the braking
issue in the first week of driving It. Instead of being excited about my new car, | feél remorse—
and that Is a terrible feeling for a first-time new car buyer who spent over $35,000 in hopes of
having a great experlence. | am hoping you can make cur family feel good about Toyota agaln.

Best regards,

TREDACTED ]
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