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Paim Coast, FLEIE
Jone 13, 2003{VIA EAX DELIVERY)

I o writing #o tell yuou how upset and dissppoirted 1 am in the bick of relinbility, qakty sad perfrmence
of the 2001 ML 120 that 1 have owned since October 30, 2000, a8 well s the sppurant Gilares of the
Mercodes Beaz customer service, rendeids msistaucs, and the Marcodes Benz dagnostic apparsiue.

The Iack of quality in the mamfscturs and deslgn of the vehicle is incredible in & vehicle allegedly
designed for offrond driving, &s wall as fiur loog-term reflabiliy, bnt what sdde insult to injory is the
filure of Mercedes Benz 40 ackorwledp: thows pwrohlams snd address them in o timaly and appropriste
fashion, with totsl disregard fir the safnty and conveniance of its ousbousers,

Unfxbunately, thin is the aroond Mervedes I have osmed, snd the second dissppointment with yonr

My first major filure occured an January 15, 2003, as Iwas driving with spproximaiely 52,025 miles on
& necandery road st approximastely 55 miles an towr when the enxtim instromant cinster fit up and fiashed
and beeped and 1 lost nry speedcaneter, inchameter and gas and temperstare gauges, and the car weat into
second gear and dad not came owt of it fix some time(] subsequantly discovered this iy the limp-home
mode). Ihad no iden what was happening, ss I had no previom waming of any problems. 1 decided tn
procesd 50 the nesrwat dealer which happenvd to be in Deyrona Beach, Floride. I drove the trock inte ther
servico srea and informed them of what had happened. After some time, they sdvised me that K was
pear palector problem, aithongh 1 told them that 1hnd jiggled ik when It went into the sscand gesr mode,
It that I had not touched it bofbre the ovent happenad, but fhey said they were cartain that wes the
problem. By the time 1 arrived at the denler, the instroment chaster lights had gane off, excopt for the BAS
light, and the ganges, spoodomter snd tachameier hud resiuned. The vahicle waa only 2000 miles out of
werranty and 1 wos not heppy shout paying for & newr gear shitt ssanbly, which I did not helleve wes wt
fik mnd in mry cvent should nct be my responsibllity. Afler objecting, it wes ngroed I was to be charged
anly fw labor snd the assembly paxt was tn be covarad by Mearoedea,

1 also had to rent & o 10 get home since 1 'was no Janger eligihle fior a loaner, since I was oot of warranty.
When I retrieved nyy vehicle the next day, and pald $254.57, phus the rental See of $43.01, 1 discovered
that the gear shiit intob had nlso been chamgnd std wes no Jonger matching nvy gray leather npholstery.
When 1 called the service tachmicien shen it, ha said thet the gear shift sssemhbly came a3 one piecs, but
e diidn’t know why they couldn*t have sudiched my origingl anto it. Hea promised {0 1ok into it

Within 2 #ow hundred miles, Texparionced the sma problom with the instroment cluster display,
althongh # did not go hito the limp-home mode, bot the RAS Hght renained lit T ealiad the Deytona
Beach dealarship and had to wadt u £rw days for i aphointeeent on Wednesday, Pebromy 5, 2000, 1
wyived with 52,597 miles and after waiting sbont 5 hours in the dealarship, they sdvised that they could
not determins what wes wrong, so I would huve to leave the velricle, but they would provide u rental car
fir mp ot their cost. 1 msked why the diagneatic code conldn't tell them what was wrong, and they seid it
wes morn compplicated thae that. T oeeationead that | had read on the internet sbont problams with the kay
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amd I told thew that the ignition Iock seemed muoch looser since the gear shift assembly had besn raplaced
and [ understood there was & cable thst would have had to be commocted to ft in the repiscement. 1 was
advised thet thers was nothing wrong with thet sssembly. To this day, it is atil} loose, and I question
whether it {3 comiribting to the problem that has recorred. 1 also memtioned the leaking windshinid
wsher regsrvoir and that 1 enderstood it conld damages the ARS poap, but they arid that wesn™t it.

1 we sbsoquently advised on Tharsday, February 6, 2003 that the BAS /ESP oontral modole had been
changed, bt tha problen was porsisting. A dwy Ister, 1 was advised the car would be ready and then
callexd back snd told it was not, became the BAS light wonld not go off. T hsd wanted my vehicle back fx
» wezkend trip, but it was mot ready. On Mouday, I was told the: SUV vwaty ready nd woold be driven to
my home oo Toesdsy, mnd thet they had pot about 110 miles oo i in siteenpeing to dagnese the problem.
I had to ssk what had been the final solation and was told that | needed a new battery sand f had been
changnd st no coat to me. Given that the battery wan algihls fr a credit, and that T had slresdy speat
approcimately £330 fix- what wes apparenily unnacesssry work, sud for 8 rentel car, snd 1 bad been
without my velricls for 4 week, 1 asked 1f sy grar sl kaob had been restored, »sad if they would change
the leaking windshield washer rezarvoir which I knew was an existing known problam smd conkd comme
damage 10 the ABS pump. Whea the car was deliveved, it was coated with tree poBan inside snd ont, and
although the windshield washer reservoir had been changed, the: koob had ot bae ragtrwed.
Subsaquentty, Iﬂﬂdn“mmdmyﬁmqndrﬂndauﬂﬁmﬂnm
Beuch scervice manager afféring to repince the kmoh, st my eonrvenimce.

m:ﬂemmﬂdﬂlmlp £ v advised thet I needed front and rear beake work which [y
agreesble tn, sinee 1 had ovar 58,000 miles on the STV, bot T was elee given an cotimate of

3959 for repair of the power siering fhlhwre. ¥ abjected to that snd ssked & speak with the scvios
mmzger. I mentioned that I had not had time #o come in for the replacesnent pear shilk knob{which I
sswamad wonild be inptallad fhst dey, ot wem*t). He did not respond to my comawent on the: pear shift
Imob, bot commented that | had had good hack(7) with the wahicls and affered to calf Mevosdes sod e
wht be could do, reganding the power stearing problem, Af no polnt was I wdvised by Deytons Beach
Merondes thet the pivwnx: stsring probii ‘was thie sobject of & rocall. The techmichm came hack snd said
1t would be about $325 for the Inbor end Mercedes would provide the perts, | wes not happy shout this,
lhwlﬁdnﬂmhpﬁlmﬂlnﬁﬂﬂm-ﬁlwtmﬂhﬂumtndmhm
ndmﬂdniw-uhnpptﬂ:m !pnid:hhld!llﬂui i 75:3 h

R 1 ke mthmdﬁdnﬂmhiﬂﬁwﬂmtmm:lﬂ
hnplk Imﬁ:uﬂldﬂuw‘hﬂmmmmmﬁlhnmﬁidndﬁhdnddﬂ
{ would wdt vntil it got worse. The next dary ft stopped warking. 1 called rosdside sssbetance bocause 1
Tl rend sbawst the problam an the ihernet and kneer rosdside ssshtanon coukd repadr it in 5 minntes, bot
when I called, I wag connected with 8 Daytona Beach tecimislan wie qooted & prrics of over £200. 'Whan
T asked wity it was more than the previoos day's quota, he said would get time and » halfto come ot to do
the work, Since I bed also discovercd owinight that there wan 2 recall on the power steering Sudlors snd
since I felt that the Deyiona Beach service department had hastened the window switch Sidhure the duy
before, whan it wes working although slowly, I determinad not to go teck to Daytona Beach snd instend
called the other dealecship in the area, Brmo’s in Jeckeourville, F1, , and made ah sppointment fir the
window ewitch to be repinced the next dey, sa 1 was Jearing fiw Conreaticat, the Sllowing dey.
Memwhile, [ had to drive in 85 degree weather on a highway with my windew stuck in the down positios
for over an howr. The Jecksonville denlar repaired it fr a charge of $112.03; Rowever, again in nry
opinim, i was napproprixe Fr ave to have to pay arything for this repadr, since both sechorbcians
aclonewriedged thwt Marcedes s received 2 bad baich of window switchen that cause the fiilore and hay
replaced it free of charge under warranty. As indicated sbove, in the course of checking the ntarmet on the
driver"s window problem, I had also discovered that Mercedes had snounesd three recalls of G poser
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steering clamp, and had issued an official NHTSA recall since

March 26, 2003 on this problem. | had never recetved mry motice of this racall, and was opaet that tha
Daytana Beach dealer hacd not mentioned 3. In the course of convexsation with the Jecksonvills daaler's
service rep, | mentioned F had just hed & problem with the power steering, snd was told that there was a
rooutl, bt the repispoment perts waron't aveilable. Now I wonder if T havo the correat nesy

madden, complete loss of power deering, with no waming, » very dangerous situstion. 1 telephoned
Mercodes-Benz Costomer Care and spoke with an individial who descaribed himeelf as en Amvistant to the
President{Jmmes?). He was most unhelpfial and I believe showed & lack of candor, in that he said there
was no recatl, and when I seid it was an the internet, he said it wasn't official, snd if it bacume officlal, 1
conld take the matter up with the dealer. [Upon contucting the NITTEA todxy, when they called Mercedes
Benz qustomer service, the mawer from Cynihin wias oqually evasive, but oltimately it was acknowledged
that thers was 4 recalf and I was coverad snd the notice would be maifod shortly]. " When I told James of
the other problems I had had, and ssked him if he had any words of comfiat other thim his silonce, be sald

I shonld speak with the dealer.

I left Florida for Connecticat on Samrdsy, May 31, 2003, and all ssemed to go well, wmtfl my return trip
the: following Szhmrday, Jone 9, 2003, wien I was in a &riving rainstorm in 84 degree temparstores on -
95, driving within the speed 1imit with lights, windshisld wipars, snd A/C an, and I lexited tha highway
to reach the Hammptan Frm in Rocky Momot, North Cearolina, st which I hnd reseteations fior the night.
Upon exiting, I had to drive through a karge puddie and when I srrived ot the moted, T kad fo get in line to
rench the entrance. As [ drove up to the enirance, hialf of the instrument closer display on the left Hi up,
aithongh the vehicle oontirped to ron . As T eocfind the wehicls, T wuteoadionlly tirned w off. When I
returned, the vehicls would not start. 1 wes in the entrance blocking others alf night. As the Mercedes
Ben? roadwide aesistnce wan over sn how sway, and did not wast &0 came o, the teclmicdan siggested [
walt uatil morning, becumse he thought the strter had gotten wet md would doy out by morning.  They
did not know why the instrament chaster lights had displayed snd thooght it might b the bettary. 1
expluined that the battery was allegedly replaced st 52000 miles, sd was thorefone only 10000 miles old.
sinoe [ wag &t 62,000 now, and I had a horn, lighiz, md no dimming. Jody, 8 service technician of the
Raleigh, North Caroling dealership, was the only haipfol pereon in the roadcide aasistance experience. 1
Tuewv kenrw thit thee Marcades remdeize assistancs is fleomd i that yoo bxve to be near & dexlership to
normally, bt as [ continued on I-95 4o Florlda, dwring another driving rainstonmn, the artirs nshoment
panal lit op, the tachometer, speedometer and gas axd tsnperatere gmipes stopped snd the ingtroment
panal kept beeping intermpttenthy Sortanately, i did not go inty Linp-miode, but I had no idoa what it was
going to do. 1 wws the same problem I had axpericoced ot 52000 milas). Again, T oas put under
iremendous stresa driving in poor conditions with sbout 7 hours of nry trip remaining on 4 Sunday, not
knowing whether the vehicle would simply stop dead =t some point(and knowing that actoal roadside
masistmnce was oot readily avallable). From time to Hme, the groges would f5p oo and the beaping wonkl
stwrt, and afier a while, the vehicie returned to normal, except thet the BAS Bight stxyed an. T knew I
wotild have ko siop for ges snd waited wntil 1 was almost home, becsuse [ was affaid to wrn the engine off.
When I dlid the BAS ligin stayed Iit again, but the vehicle started and drove sormally.  On Monday, the
BAS light went omt snd the vehicle Is driving normally for now.

At thia point, | am Hling a complaint with the NHTSA about the frightening experiences I bave had with
the instrment displays, {inchuding the initial engagement of the limp-home mode), and I have no desire
to drive the vehicle amy distanes, 1o dewire to keep the vehicls, no dewire to relurn to the Daytona Beach

secvice departoent, no dosive to deal with the rosdiide sasistenos or costomer care, andd no desire to ever

by another Mercedes Benz product.

In addition to the problems tsted abave, I have othar knovn delecty imchading a amck in ope of my D
plilarx, snd the rear hatch lock doesn't wark, both of which appesred woll befwe 50,000 miles, but
which [ chonse Dot to raise as Inses,
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I'am 50 fird up with my situation, I wnted yoo to kiow why I belicve Mercades has fiiled meaz a
clstpmesr,

Reociving a $1000 cartificute towards o new ML purchese, when 1 can™t get Mercedes to correct amud
repair at their cost, the known failures on my 2+ year old ML, is insnliing, At the least, nry ont-of
pocket expenses for the unnecessary grar ahift repair and for the known window switch and power
steering dedocts and the rantal car should be completely reflinded, and I shonld receive assramoes that the
proper power steering hose clamp has been installed, a8 well s & cost-firee: solution by 3 knowledgeable

technician to the msolved opereting probiem thet started in Janmary, 2003 st 52000 miles.

What baflles me completely is the inability of the Daytors Beach sexvice depertment o be shle to rend the
diagnostie codes om the vehicle to ascertain what couses the insbrument closter malfimctinn(Fleass note
that although the original service ander simply stares that the check engine light and BAS light atays lit, T
i told them the entire closter |it up, that I Jost zvy speadometer, ete., and that it beeped and wer
inte Bmp -mode the first time).
This vehicl is supposed to provide me safety, depandability, relighility. It is designed to be driven ofF
road. ean't imagine the entmstrophic consequemces of losing power steering in such a sitoetion, or
getting the styrier wet, or the engagement of the limp-mode or the instrument chester malfinetion in mn
off-road sitvation, based on my experiences under normal driving conditions,

Mercedes should be standing bebind ita product md instead acts ss fhough it is my problem. As of now, 1
am exposed to forther smtions wnd dengerous experiences snd have no confidence that it can be resolved
( and thin started at 52,000+ miles, in & 2+year old model). Disgraceful.

I cortminky hope vou can wuse yoar good affices. to resolve ary sitostion without further delay and in the
manner and tradition that one would sxpect from s repotsble company. My taleshone no. i I
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Palm Coast,
Jime 24, 2003
Mervedes Benz of Daytons Bemch
1730 Mason Avenue
Daytona Beach Fl 32117

Attn. Mr. Bruce Joacy

Dear Sir:

I'am in receipt of the attached Safety Recell Notioe deted June 2003 thet relates to the fhilure of e hose
clamp for the pover steering fhiid which apparently eansad fve complists Ioxt of power steering o my
trock, a5 well a2 donaging the hydmuolic fioid menp and resulting repatrs perirmed oo my vehicls o
Muy 23, 2003 by your Service Dept. Porsusmt to the notice, T sm baneby requesting coniplate:
reimbureeneant for the charpes velated to thoss repalrs, which appear to be a total of $401.36, including
tax, ac shown on the Ritached hvoics,

Thank you,



Mercedes-Benz

Mercedes-Benz USA, LLC

Kiaus Ulkann
Esfety Recall #2003-040005 Vice Pregident, Cusiomer Services
June, 2003
2003040005
&7
Paim Goast, FL [N
IlIIIIIIIIIlIlIIII“IIIIII[lIIIIl|IIIIIIIIllI““IIIII“IIIIIJ
Doar Mercedes-Eeanz COwner,

This notice ia sent ko you in accerdance with the requirsments of the Matignal Traffle and Motor Vehicle Sefety Act.
WE SENT YOU THIS NOTICE BECAUSE WE ARE CONCER NED ABOUT YDUR SAFETY.

DaimlerChrysler AG (DCAG) has decided that a defect whish relatas to motor vehicle safety exists In oartaln Madesl
Year 1992-2003 M-Clays vehicles. Meroedes-Bent USA, LLC (MBUGA) tharefors haa initiated a wl.lrltrjr racall of
thess vehicles. Our records indicate that your vehicle in included in thiz group.

DCAG has determinad that M-Clasa vehiciea in this group heve a hoes zlamp uaed to sszure the power stesring
fluid cooling hose to the power stesning fluid cocler whizh may not provide sufficient clamping force for this
connaction and must ba replaced. A loss of powsr stesning fluid may result in diminished power assist for stearing
the vahicle and ultimately can also damages the power steering pump. Thia cawld result in a losg of contral and &
crash without warning.

Yawr authorized Mercedes-Benz dealer is mvailable to provide thia service, frea of charge. The working tins required
It approximatety one half hour. We are sorry to incomveniance you, BUT IT IS5 IMPORTANT FOR YOUR SAFETY, AND
THE SAFETY OF GTHERS, TO HAVE THE WORK PERFORMED IMMEDIATELY. Plasse contaot yvour authornizad
Mercedeas-Benz dealar to schedula an appointment. Please mention thia is Safety Recall # 2003-0400035.

if you are no longer the wehicle owner, or have a change of address, pleass compiets the reverse side of this letter
and return tha complets latter In the enclased envelopa. W this s 4 leased vehicle and the kessor and raglietered
owner recaive this notics, pleass forward this Infermation by first class mail to the lessse. [ you hava pald to have
thiz recall zondition corrected prior to thiz notice you may be eligible io receive rimbursament, Pleass ssa the
reverse gide of this notics for detais.

Pleage contact your suthorized Mercgdes-Benz deatar showkd you heve any questions or snoounter any dificulty
regarding thia racal. If your dealer It unable fo ramedy your situation please condact we ot 1-{200} FOR-MERCacas.
(1-800-3567-4372).

H an authorized Marzades-Banz dasler or Marcedee-Benz USA, LLC, fails or is unable to parform this pows stawing
eervice without charge within 60 days, pursuant to lsw 4% U.5.C. Chapter 301, you may submit 2 complaint ta the
Adminigtrator, National Highwaey Traffc Safety Administration, 400 Seventh Street, 5.W., Washingter, D.C, 20590
or call the tofi-fres Auta Safety Hotline at B28-327-4234,

Again, we apalogire for any incomenience thiz aftustion may cause you.

Sinoerely,

Ld.n._..n l-w&"‘

Klaus Ulkann
Vica Prasident, Customer Services

One Marcedes Drive, PO, Box 350, Montvals, Ml 07845-0250, Phene 1-800-FOR-MERCades (1-200-347-8372), Fax [201) 476-8211
vy MBLZA com

@ Mercedes-Benz - rogistarad trademarks of DaimiberChryslar AG, Stuttpart, Federsl Repubdic of Gemany a




{F FOR ANY REASON YOL! DO NOT NOW OWN THIE VEHICLE OR HAVE A CHANGE OF ADDRESS, PLEASE
COMPLETE THE SECTION RELOW, PLACE N THE ENCLOEBED ENVELOPE, AND DROP IN ANY MAIL BOX. IF
POSEBLE, PROVIDE THE NAME AND ADDRERS OF THE PRESENT OWNER 80 THAT WE MAY CONTACT THEM

0 sowb | HAVE BOLD THE VEHICLE TO:

F B

*s** PLEASE DO NOT DETAGH, RETURN COMPLETE LETTER *++
D0 NOT USE THE ENCLCOED ENVELDPE FOR OTHER CORREEPONDENCE

H you have already paid to have this recall condition corrected batween March 26, 2002 - June
30, 200) you may be sligile to recsive reimbursemant.

Requests for reimbursement raay ncluds parts, Labor, fess 3nd taxes. Reimbursament may be
Hmited to0 tha amount the repalr would hive cost if completed by an suthorized Mercades-Benz

dealer. The following docurnentation must ba presented to your dealer for relmbursement.
Original or cloar copy of all receipts, Involcas and /or repairs ordars that show:

s  Tha name and addreas of the person who paid for the repalr.

»  The Vehicle Identification Number {VIN) of the vehicle that was repaired.

s What problam cocurred, what repair waa dons, when it was done and who repaired K.

» The total cost of tha repair exponse that la being claimed.

= Prool of payment of repair (copy of front and baock of cancslled cheok, or copy of credit
card recelpt).

s  Ralmbursamant will ba mede by chack from your dealer. If your claim ba denfed you will
recelve a letter from MBUSA within 60 daye of receipt with the reagonis) for tha danial,

Plosse speak with your dealar concaming this matier.

e ——— ———— ] B



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).



