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Aupust 12, 2003

U.5. Department of Transportation
National Highway Trafiic Safety Adm,
Office of Defects Investigation, NVS-216
400 7th Street, SW

Washington, DC 20590
Re: ¥Vehicle Owner’s Questionnaire received by your agency on 18-Jul-2003, ref# 10029651

The following is the detailed description of the defected part in question.




E. WINDSOR, N.J.

December 9, 2001

DEBRA ENNIS KELLY, C.E.Q.
SAAB, TUSA,, INC,

4463 - A INTERNATIONAL BLVD.
NORSCROSS, GA 30093

RE: Casef'y 1-551-12711/ #1-558-3654L/'WILMA
96/SAAB/S00D Sertes/SOR-D15ASR
Yehicle ID# YS3ICD6SUXTI007914

Approx. current mileage - 66,000
URGENT MATTER
Dear Ms. Kelly:
'We wauld lidee to bring the foflowing maiter to your attention, Plesse refer to the above referenced case

nambers, which shonld give yon the history of the car in quostion. Just in case, please allow me to
autiine & few important points.

‘This vehicle was religionaly serviced by JMK Service Inc., in Springfield, N.1. for ail ihe required

In September 2601 while we had the service done for the 55,000 milea we were informed that the
aatomatie tramsmission is sxperiencing a humming sevund and has to be replacad. We told a brand
new transmission will be imstiilerd in the car. Wﬁhﬂhwmhrhhnr (SAAB USA covered
the cost of hrand new trapsaieyion).

Shertly after the 65K miles service the brand nevw tranmission thint had been put in only 14 moutis
aga developed shifting probiem. Again we were toid a new antomatic tranmmimion ins to be installed
with the Inbor charges 57600.00.

‘We appreciate SAAHB USA gopodwiH providimg the new transmisvine. However, it does not justify our
extreme «xpenses and agpravation we had to andure. This car hus only 65 K miles and 2 han 3 third

It in not a good repotition for SAAB whett 2 brand new transmission wooid Iast only 14 manths aod
10 K miles. It in not fair that we bave to pay out of qur pockst apother $700.00 o top of 3H6.00 we
paid 14 moths ago. To ntake this mutter even more disgracefui to SAAB’s 1ame, the foilowing
happened: We picked up tha car on Decamber 2, 2002, aftar they ingtalled the secomd tranemision. We
took the car for 2 test drive and sure enough the transmission was slippingat 45 wile fir.  Wa brosgin
the car back to tha shop and the mecksnir did sopye adjnsrmernts, Atihilpnhtmulmttr-tmuh
the car om lenyg trips fearing to get stranded on the road.
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- If the trapsmission had only be repaired (not replaced) by AMCO the transmission would be
guaranteed for the life of the car.

We have owned SAAB cars before this one. 'We bought it bramd new and had it for 11 years withont
amy problems. That is the reason we decided to purchase the scries 9000 without knowing we bought

- gnrselved 4 tremendous sggravation and big dent in our pocket.

* Just a woeek before the second iransmission had to be replaced, the motor for the back windehield
. wipers had to be replaced. [t was cansing the front windshield wipers to stop workiug. We were
driving on the highway In poring rain and the fi-ont window wipers stopped working. 'We could not see
anything and lacky to ge home safely.

We are 30 puzzled how it is poasible that a brand new transminvion installed by professional SAAB
service technicians can give up in little over a year. 'We drive the car oaly in subarbs and mostly on
the highway. We treat the car with respect.  However, this SAAD is canving us major aggravationa.
' 'We have no other explanation for all these problems, only that the car we parchased is “ONE BIG
! LEMON."™ As to the quality of transmission part we can say that it was not musnfactnred by a quality
! standawd puideline as SAAR nsed to have.

| We have boen abways fond of SAAR ears and spoks to everyone very highly of them, when asked. Both
. of us are working in establishmemrix with very large number of employees. Our immedinte co-workers
* are hearing ail the ageravations we are going throngh thiy car. Also, all sur friends and nelghbors are
. aware of the same. This is certainly not good advertisement for SAAB car salex. (You know that the
- best gdv. Is word to month).

" We would Iike you to examino this matter carsfally and hepefally you will arrive at the right decision
to restare our trnst in your product.

At this point we feel that we shonid he refunded for all our unnecessary expenses, which we would oot
' aecrue if the car and parts would be manufactored with the highest gunality of woricmanship and
materinly. Furthermore, if axry other major problema shoujd arise at this point, SAAR Co., Ine. sivould
salvago this car and give us give o appropriate compensation. This shonld heve boen done a long time
ago. There were always variows problema with the car. 1 would be the president of SAAB Co. I
certainly wonlkd not want to have thin defectively manufactared car advertising SAAR cars, if the main
objective s STRIVING FOR EXCELLENCE. :

We are waiting fer your prompt response.
Sineerely,

ce: C.E.Q. OF SAAR AUTHOMOBILE AR
TROLHATTAN, SWEEDEN

vig certified mail



SAAD CARS LISA, ING

December 16, 2002

VIN: YS33CD6EUXT1007914
Fie: 1-55112711

Do

Thank you for contactng Saah Exacmtive Offics. We are in receipt of your letter dated
December 9, 2002,

Ploase be advised that the Executive Ofice has reviewed your file in great damail. ‘We
apologized for your dizsatisfaction with our Customer Assistance Center’s decision
regerding your 1996 Saab 9000CS,

However, based on oor review of your information, we have concloded that the decision

rendered to yon by Ms. Wilma Jones war appropriste; as the transmission was beyond the
perts warranty of one year /unlimited mileage. Umnfortnnately, Saab is not able to honor

your request for reimbursement for your part of the meplacement expense. Saah cmended
goodwill assistancs an this repair by covering the cost of the parts. Once a part ia beyond
the wamranty pericd, an owoer must sssume some respongibifity of the repair sxpense. In

wiper motor,

We realize this matter has not hes concluded to your satisfaction, bt we appreciate the
oppartunity for a final evalthation.

Sinmljﬁ
A dovua QJ/\CLLW
Marja Shaver
Executive Agmigtant
Cor Dabws Kaily-Hiva, Pregident mpd CO0
Samb Cars LS Ine. Phans Fox WWiskating
4405 - ipyrreacionsd Shed. 770 2780100 T70 P54 T



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).



