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Springfield, IT.

Mercedes-Benz Corporation
#3 Paragon Drive
Montvale, NJ 07645

Dear Mr. Halata:

There appedrs to be a serious safety concern and possible engineering design defect with
some of the E-320 model sedans. The Mercedes-Benz Tech Rep. was notified of this problem on
May 10, 2003, but dismissed this complaint and refused any assistance, so am contacting you
directly to request an investigation and resolution.

These are the facts: On May 8, 2003, the left front coil {suspension) spring fell off of my
1996 E-320 while driving about 30 m.p.h. on a flat, well paved city street. This car (serial
nember WDBJIF55F0TI013082) was parchazed new, has less than 65,000 miles, has never been
wrecked or incurred any frame Gamage, If we had been traveling at highway apeed, the results
could have been disastrous. This coil spring is held in place by a somewhat flimsy perch which is
welded to the frame and szhject to rast. The front air dam was also damaged when the spring fell
off.

My ceac is not an isolated incident. A computerized search of you maintenance records is
unlikely to reflect the extent of this problem, particularly if the vehicle is out of warranty. In my
case, the dealership recommended that my car be towed to an auto-body ship fer body welding
repair. 1em sure thet this advice was in good faith, but it hides the true extent of the problem
since body shops seldom docutnent or report safety hazzards, Cleatly, your company is facing a

Although this particuter car is past its warrmty period, Mercedes-Benz, in my view, haz a
regponsibility to assume damage and repair costs for all safety izsues such as this. I prefer to
avold the inconvenience of filing a class action suit if et all possible, but will pursue this option if
Necessary.

1 have been a loyal Mercedes-Benz owner for more than 27 years and have purchased 5
cars during that period, but my confidence in Mercedes-Benz products has been shaken. A reply
from you together with a satisfactory resclution to this problem is requested and would be
appreciatad.

As a footnaote, | would like to add that the courtesy and cooperation from the local
dealership (Isringhsusen, Inc.) Has been very good but on the corporate level (“Customer
Relations,” ete.) It was complacent, unrespongive, and generally unacceptable.

Sincerely,



Mercedes-Bens

Mercedes-Benz USA, LLC
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Neloge s 61,5
Springlield, 1L

Subject: Model 1996 E320W
Seriai No. WDBJESSFOTI

Doar .

Thank you fur your letier lo ouy Presideit, Peul Helata, who, aftar review, has asked us to rexpond
on his bebalf.

Wo regret to learn of the need for repalrs to you E320 and apologize for any inconvenience you
may have experienced.

As qur Service and Parts Operations Manager, Scott Hickam, explained in your telephone
conversation: he has declined your request for assistance with the repair due i age and mileage of
your vehicle. {Our Service and Parts Operations Managers are empowered to make deciglone of
this type for Mercedes-Benz USA In their areas of responslbility.) As you know, your vehicle was
covered by a Limited Now Veliicke Warranty of 43 months or 50,000 miles {(whichever occurred
first), your vehicle iz out of that warranty by almost three years.

Many facturs beyend the manufuciurer's control coniribute to the need for repairs. It 15 our
axperience (hat any flaw in workmanship vr maierialy will present jiself soon alter the vehicle is
put into gervice.

Mr. McDonald,we know (lis is nol the suswer that you had hoped for. Your understanding of our

company positien is appreciated. zs e ,:
e I

Robyn Leiz
Customer Eolations
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THE ATTACHMENTS TO THIS
'DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED
INVASION OF PERSONAL PRIVACY
'PURSUANT TO EXEMPTION 6 OF
THE FREEDOM OF INFORMATION

- ACT (FOIA), 5 U.S.C. 552(b)(6).



