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Diar Sir:

I men weriting to tell you how upset snd dissppointed 1 am in the Iack of refighility, quality and performance
of the 2001 ML 320 that 1 have owned since October 30, 2000, =3 well aa the apperent faihires of the

The Inck of quality in the mamuiticiure and design of the vehicle is Incredible i 8 vebicle allogedly
desigmod for offrond driving, se well s fiv long-torm relinbility, bot what adds insalt so injury Is the
Sk of Marcedts Benx to adgnowladge these problems and address then in a timely mnd sppropriste
fashion, with totnl dixregnrd for the snfisty and conveniance of its customers,

Unfortunately, this i the seoond Mercedes I have owned, sod the second dissppoininent with your
products, But the situation has become intolerable with the qurrent vehicle,

r--

My first major failore oocurred on Jangary 15, 2003, as T wis Sriving with spproximately 32,025 miles on
a sovcndary nond at approaimuetely 55 miles sn hoor when the sotire instrament cluster Ht up snd fashed
and boeped snd I lowt my speodmneter, tachometer and gas andd tempergbure ganges, wnd the car went into
second gear end did not come ot of it for souve tiwe(] subsequently discoversd this is the Hmp-homs
mode}. 1had no biea what wis happening, as | hed ne previops warning of swy problems. 1 declded to
procesd to the noarest dealer which happenad to be in Daytong, Baach, Floride. I drove the truck into their
service area and informed them of whit had kappennd Afler soms time, they advised me that 1t was «
peor saloctor problem, akhough 1 told them that 1 had figgled it when it went ioo the second pyr made,
byt that 1 hadd not touched it befiwe the event happesed, but they mid they were centain that was the
problens. By the time I sorived i the dealer, the insrument clpster Hghis had gope off, except for the BAS
light, sud the gruges, sposdameter snd tachameter had nesasnved. The vehicle was only 2000 miles out of
wirranty and 1 was not bapey about paying for 2 newr pear shill assembly, which I did sot helicve was at
fhult and in agy event should mot be my responsibllity. Afer clijectiug, it was agreed I waa to be charged
only for Inbor imd the asembly part wez 40 be cowared by Morcades.

1 aloo hizd 0 rent & car to got howe since 1 wae no langer eligible for 2 loaner, sinoe [ was out of warranty.
When [ retrieved my vehiclo the next dery, nnd paid $284.57, plus the reatal foe of $45.09, | discoversd
that the gear shift knob hed slso been changed and was no longer matohing my gray lexther upholstery.
When 1 called the sorvice technician shout it, he sald that the gear shift essembly came s one plece, but
b didin't knovr wity they couldn®t have switched my ariginal onto it. Ho pramised to book o it.

Within & fesv Inmdred miles, 1 experionced the sepe problan with the insnament chaster dsplay,
althongh it did not go into the imp-home mode, bt the BAS light remained Bt 1 caliod the Dayiona
Beach dealership and had to wait n fow days for an eppolatoemt an ‘Wednesdey, Felvuary 5, 2004, 1
mrrived with 52,597 miles and afier waiting shout 5 hours in the deakship, they advisnd that they could
ot determine what wae wrong, so I wodld have to leses fhe wehicle, tat they would provide » rents] car
for mo wt their cost, Tasked why the diagnostic code conkdn't tell them what was wrong, end they said it
Wi mare complicaed fhien that. T mentioned that T had read au the internst sbout problems with the key
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and | understood there wes 2 cahie that would have bad to be connected to it i the replncemant. 1 was
advised that there was nothing wrong with that assearbly. To this day, K is siill loces, snd | qoestion
whethey it is contributing to the problam thet hes roourred. 1 slso meamtioned the leaking windshield
washer resarvodr and that 1 onderstood it conkd demege the ABS pump, but they seid that waen't it.

1 wua subsequently advised on Thurmday, February 6, 2003 that the BAS /ESP control madale hiad been
changed, bot the probicm ves persisting. A day later, 1'was advised the car woald he ready and then
called bwck ard told # wes not, becanse the BAS light would not go off. 1 had wanted my vehicle back for
2 weekend tripy, but it 'was not ready. On Mondsy, [ was told the SUV was ready and would be driven to
my home on Tuesday, mnd twt they had put sbont 110 mailes on it in sisempting to dsgnose the problen.
I hnd to sak what had been the finnl solation aad wes told thet I needed & pew bettery and it had been
changed ot no cost to me. CGiven that the battery was aligible #ar & credit, aod that T had sirendy spent
spproximately $330 for what wae apperonily symecessry work, and S & rexita] oar, sl I had been
without my vehicle for 2 week, I saked i my gesr shift imob had hen restored, st if they would change
the leaking windahleld washer reservoir which I knew was sn. existing koown problems and could cause
demege to the ABS pamp. When the cor was deliversd, B wes costed with ires pollen inside snd oo, snd
although the windshield wagher reservoir bad boen: changed, the Inob had not been restorsd.
Subwequendly, I notified 2 costomer sarvey person of ey displsasgre, spd received a call from the Deytona
Beach servioe manager offering to repiace the knoh, st a1y conveniance.

At approximately 58,000 miles, the braks ped wear light displyed and [ called the dealer for
sppoitusent 40 replace the peds. On May 282003, z2x [ wes driving to the dealership for mry
sppointment, again without any warning, iy power seering failed amd | had a difficult snd necve-
wracking ride to the dealarship. I was advised thet I needed front snd rear brake work which I was
agresnble te, sinoe I had over 28,000 miles an the SUIV, bot [ was also given mn astimate of approscimately
$939 for repair of the power steering fuilure. 1 objected tothet and ssived to spesk with the pervice
shaiiager. T mentioned thist I had bt biad thite to oo in G the vophivemeant gosw shift knob{which I
arsaned woukd be installed chat dzy, but wean‘t). He d¢id not respond to my commment on the gear shift
knoh, but camsented that | hed had good huek(?) with the wahicls snd offiwed to cail Maccedes and see
what b could dio, regarding the power steering problem. At no poitt waa I advised by Deyions Baach
Mertedes that the power pieeying problem was the subject of x recall, Thé techericien ceme beck, and sild
it would be about $375 for the Tebor and Mercedes would provide the parts. was not happy about this,
wince I did not eguee the problem and T asked ifall the asrHer work conld have contributed to the problem
and v told no, it was a chemp problan. I puid a total of $1160.25, nduding » cherge of $375.53 ples
7% tax for the power siexring repair that dey. 1had also inguimed sbout the deiver’s window swiich which
was hesiiating, and which I knew was s known defect xnd was told it woold cost me spproximaiely $152
o repuir, 1egein said I didn't undorstand why I hed to pay 1o repair @ known defect and declined and anid
T would wait unil it got worse. The neoxt dxy it stopped working, 1 onlied rowchide sssisiunce becmp 1
had rend wbont the problem on ths intemet aud knew rosdside azxistance oould repeir it In 5 minmtes, but
when I called, T was connected with 2 Daytona Bemch techniclen who qgooted 2 prios of over £200. When
I asloed why 1t was mare than the previous day's guote, he exkd would get time snd a haif'to come oot to do
the work. Sinoe [ had also disoovered overnight that there wes n recall an the power steering filore and
sinoe [ Sit thet the Dxyionin Beach servics dopartment had hastened the window switch failors the day
befbre, when it was working sithough slowly, T desrmined oot to go back to Daytons Besch xnd imstasd
called the other deslership in the ares, Rrmo's in Jnckeonville, FE , smd mado s appoirhnest for the
window switch to be repluced the next diy, i 1 was Iowving fr Connecticut, the fallowing dey,
Mesgrovhile, 1 had to drive in 45 degreo weather on & highway with my window stuck in the down pomition
for ovor an howr, The Jacksanvifle dealer repaired it for 1 charge of $112.03; however, again in sty
opinion, # wes insppropriste for me to have to pay exything fiw this repeir, since both tschnicisns
acknowledged that Mercedes has received a bad batch of window switches that cwme the Silure and has
replaced it free of charge onder warranty. As indicsind sbove, in the cowrse of chedking the miernet on the
deivex*s window probiem, I fuud also discovered that Mercades had mmaunced throo recalls of the power
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steering clamp, and had issred an official NHTSA recall since

Merch 26, 2003 on this problan. 1 hed nover recciwod mny nolios of this recall, and was upset that ihn
Daytona Beach dealer had not mentioned it In the course off conversstion with the Inclennville daaker’s
service rep, | meantimed | had fost had ¢ problen with the power steering, snd was 10ld thet there was e
recull, but the roplacement parts weren’t svallable  Now [wonder if 1 imve the cormect nawv replacamnent.
Alsa, the recal]l rotice srys you may cxperience diminished power steering; however,, | exparisnced
sudden, complete loss of power steering, with no werning, B very dangerous situation. 1 telephoned
Macedes-Berz Costomey Care and spoke with sm individua) who deecribed himself o an Asistant 1o the
President(James?). He vas most tnbelpdill and T balfave showed 2 kack of candar, in that he zaid there
waa no recall, and whan T ssid i was on the internet, he said it wasn 't officiel, s if # bacsmes offfcia, T
could take the matter 1y with the dealer. [LInon contacting the NHTSA todsy, whan they called Mercodes
Beaz customer service, the snswer from Cynihin was eqoally evasive, but altimately it wes scknowlsdged
that there was a recall and [ vas covered wud the natice would be smiled shortly]. When [ tald Ismes of
the other problems I had had, and seked him ifhe had any words of comirt other than his pllence, he mid

I shoald epeak with the desler

I left Florida for Connecticot om Szharday, My 31, 2003, and all seamed to go well, ontil my retan trip
the fllowing Satmeday, Tons 9, 2003, when 1was in & deiving rainstore in 24 degres tenperstires on -
95, driving within the speed Limit with lights, windshisld wipem, and A/C on, snd 1 Jexited the highway
to reach the Harnpéon bnn it Rocky Momt, North Camedins, st which 1 hod rescrvations for the night,
Upaon exiting, I bt to diive through a hargpe podkile sod whaa I eived af the saotel, Thad $o gt in Boe to
reach the entranee, Az 1 drove up to the entrance, helf of the instroment chuster diaplay on the keft it up,
alihough the vehicle contineed to ran . As I exited the vehicle, I miometically turned it off When [
tetorned, the vehicle woold not siert. T wes in the entrance blocking others s)l night. As the Mercedes
Benz roadaide assistence was over an hour zway, mnd did not want to come out, the techniclan gpested 1
wail until mocning, because ko thought the sterter had gotten wet and would dry out by maming. They
did not know why the instrament closter lighis hed displeyed and thought it might be the bettery. |
explainad that the battery vwas allagedly repiaced at 52000 miles, and was therefore only 10000 miles old,
since 1 wan at 62,000 now, and [ had s horn, Bghts, ned no dimming. Jody, & setvics tedmician of the
Raleigh, Narth Caroline dealership, was the aniy helpfil person in the roadeide ssdstanos experioase. 1
now know that the Mercedes roadside assistance is flawed in that you hewe o be near o dealership to
normally, bat ss I continned on 1-93 to Florida, doring enother driving raiestestn, the entine imstroment
panal 1it up, the tachoeroter, speadometer and gas and tempersture gauges stopped sud the instrament
pansl kept beeping Inceemitteeitw(fornmately, it did not go into limp-aode, bot 1 ad no ides whet i wes
going todo. Tt way the same problem 1 had experionced ot 52000 miles). Again, I was put ender
tremenuious siress driving in poor conditions with abomt 7 howrs of my teip remaining on & Smdey, niot
inowing whether the vehicle would shmply stop dead st some pobutiEnd kivowing that sctnal rosddds
Besiztance wag not readity availehle). From time to thne, the proges would fip oo sod the besping wonkd
sturt, and afier o while, the vehicls returned to narmal, sxcept it the BAS ligit staved on. 1 imew |
would have to stap for gas snd wadted rmil T was almost howe, becaese [ s afiwid to tom the egine off
When I did the BAS Light stuyed Lit aguin, but the vehicle sterted and drove normally.  On Mondey, the
BAS light went ot snd the whicle is driving aormally fir now.

At this point, I am filing  comrplxint with the NHTSA sbout the fHghtening experiences I have had with
the inatrament displays, (inchuding the inidal cagageesent of the timp-home imods), snd 1 huve no dosire

10 drive the vehicls any distance, no desire to keep the: wehicle, no dexirs to return to the Deytona Besch

s=rvice depariment, no desire to deal with the roadside asvissnce or costomer core, fmd no deeire to ever
by another Merosdes-Benz prodoot.

In addition to the problems lizted shove, I kave ather imown deficts inclnding » crack in one of my D
woud the rear hatch lock doesn™t work, both of which appewred wedl heliwe 50,000 miles, bot
I chose not 1o ralee a5 1zsues.



Foee 4-Crisouine Proflan-Juge 13, 2003
T am 30 fod up with my simation, [ wanted yoo to know why I believe Mearoedes has fafled me a3 a

Racelving a $1000 certificate towards a new ML prnchase, wiwa 1 can't gt Mercades to cormect and
repair gt thefr cost, the known filures on my 2+ yewr old ML, is insuiting, Al the least, my out-0f
pockat expenses for the mmecessary gear shifl repmir md for the known window switch aod power
stecring defiects and the renta] car shoutd be compliately refimded, spd T shonid receive spmrsnces thee the
mroper power steering hosa clamp has beert installad, as well ax & coat-frea sohrtion by a knowledgeshle
techideian to the unsolved opernting problam fhat etarted in Jamsry, 20003 at 52000 milea.

What baffles me completely is the iability of the Deytons Beach service departmmnt to be sbls to read the
dingneatio codes on the vahicle to ascaninin whit carmes the matroment chuster malfimction(Please note
that altheugh the orlginal service arder simply shubs that the check mpins light sad BAS Light stays lit, |
specifically told them the satire cluster bt up, that I bost my speedometer, atc., and that it beeped and weit
Ints linnp -maode the forst tane).

@ Thiz vehicle is upposed to provide me eafisly, dependability, reliability. It is designed to be driven ofE:

road. [ can't imagine the caieatrophic consequencen. of laslng power steering tn such a sitiation, ar
geiting the sterter wet, or the engngoment of the limp-made or the msirament clester malfimction in an

Mercedes should be stxnding betind its product and insioad acly se though it s my problem. As of now, |
am exposed to Gather anxivus wod dangperoon experiences md havwe no confidence that it can b resolved
* { eod this sterted st 52,000+ miles, in a 2+year old model). Disgraceshl.

I certainky hope you can 1wse your good offices to reolve my situstion without further delay and in the
memmer and tradition that one would experct fhom a reputabls commpany. My telsphone no. is 335-445-
ogr.
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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).



