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EAX Tk U.S. DEFARTMENT OF TRANSPORTATION
NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
OFFICE OF DEFECTS INVESTHZATION, NSA-10.01
400 7TH STREET, 8W
WASHINGTON, DC 20590

FAX # 1-202-493-2833

o
DATE: JULY 30, 20803

RE: VEHICLE OWNER'S QUESTIONNAIRE

Gentlemen:

Attached please find the above-mentioned questionnaire with the support evidence.
1 you have any guestions, phease call my wife ] on the listed telephone number.
Thank wou in pdvance for your help in this matter.

Sincerely yours,
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E. WINDSOR, N.J.

December 9, 2002

DIBRA ENNIS KELLY, C.E.O.
SAAB, U.S.A,, INC.

4405 - A INTERNATIONAL BLVD.
NORSCROSSE, GA 30093

RE;: Casci's 1-351-12711/ #1-350-36641/WILMA
F/SAABRIO00 Sertes/SDR-D15ASR
Vehicie ID# YSICDAIUXTINN7914
Approx. eurrant milsage - 66,000
URGENT MATTLR
Dear Mi. Kelly:
‘We would like to bring the followlag maiter to your sitention. Please refor to the above referenced casc

nembers, which shoald give you the history of the car in guestion. Just in case, plesse allow me to
outline a few hnportant points.

This vehicls was rebigitusly serviced by JMIC Service Imc, In Springfiecld, N.J. for all the required |
mileage service intervals during ths warranty period and afterwards.

In September 2081 while we had the service done for the 35,008 miles we wery informed that the
automatic tranambsinn is experimeing 2 homming semnd and kas to be replaced. 'We told 2 brand
new transmission will ba installed In the car. We bad to puy $800.00 for labor, (SAAB USA overed
the cost of bramd new iranamission).

Shortly aftar the 65K miles service the brand new tranamission thwi had besw put in only 14 months
ngo deoveloped shifting problews. Agsin we were told a new antomatic transmission ks to be installed
with the labor chargss $700.IM.

Wa nppreciate SAAR USA goodwill providing the new runsmission. However, it daos not justify our
exireme cxpanges and sgEravation we had to endure. This car has onty 65 X miles and 2 has 2 thivd
irsnamission already.

It bs not & good reputation for SAAB when a brand new tranmission wonid |sst only 14 months and
10 K miles. It is not fair that we have to pay ont of our pockst another $700.00 s top of S500.04 we
paid 14 meothy age. To make this matter even more disgraceful to SAABD'Y same, the following
happeaed: We picked up the car on Decamber 2, 2002, after they installed the second tranamimion, YWe
took tho car for x test drive and sure wnongh the irnnsmision was slippingat 45 mile fir. 'We brought
the car haek to the shop swd the vechanie did seme sdjnstments, Attiitpmltmu-nnttrnlthhh
the car on lang trips fearing to get stranded ap the rosd. .
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If the tranvemission hod anly be repuired (nnt replaced) by AMCO the trunamission would he
guurunteed for the life of the car.

We have owned SAAB cars before this one.  We haught It brand new and had it for 11 yeary without
any problems. That is the reason we deckdad to purchane the serles 9000 without knowing we bought
oursaives u remendous aggravaton and hig dent ix1 our pockst.

Junt w weok heforo the socond transmission bhad tir be repluced, the motor for the back windshield
wipera had to be repluced. [t waa cansing the frant windahield wipers to step working. We were
driving on the highway in poring rain and the front window wipers stepped working. 'We could not xex
anything and lucky to go home safely.

We are so purzied how it is passible that o hrand new iransmisslon instslied by profeaionsl SAAR
seryiee techniciana can give up In little aver u your., We drive the ear only in suburbs and wastly on
the highway. We troat the ear with respsct. However, this SAAB ls conging us major aggravations.
Ww have ao nther explanation [or all theae problems, only that the car we parchussd is *ONE BIG
LEMON." Aa to the quullty of transmission part wa can sny thet it was not mannctared by a quality
standard gokleline wa SAAB used to have,

- 'We have been ulways fond nd SAAR carv and spoke to everyone very highly of then, when agkasd, Both
of us are working in extablishments with very large number of smployess. Qur immediate co-warkern
are hearing il the uggravativns we ure going throngh this car. Also, s} por friends and neighbors ure
aware il the samu. This is certainly not good odvertissment for SAAR cur snlea. (You know that the
heat udy. v word to mouth).

Wa wanld Hke yor o examuine this matiter carefully and hupefully you will arrive at the right decision
in restore sur trust Ia your prodoct.

At this polnt we foel thut we shonld be refunded for il sur unascessary axpenses, which we woold nnt
accrue if the car and parts would be menofuetorad with the highest quulity of workmanship smd
materials, Forthermors, if uny other mujor probless should arise st this point, SAAB Co., Inc. should
velvage this car snd give nx glve e appropriats cnmpensation. This sbould heye been dons a long thme
ag0. There wers aiways various problems with the car. IfT would be the president of SAAR Ca, |
eerininly would not want ta have this defectively manufactured car advertiving SAAB cary, if the main
objective i STRIVING FOR EXCELLENCE.

We are wilting for your prompi reaponas,
Sineeraly,

¢e: CLED. OF SAAR AUTHOMOBILE AR
TROLHATTAN, SWEEDEN

via certifled muil



SAAD CARS USA, INC.

Deacember |6, 2002

E. Windsor, N!-

VIN: YRICDEELIXT1007914
File: 1-35112711

Des:
Thank you for contacting Sash Exccutive Officn. We are in receipt of your Letter dated
Decomber 9, 2002,

Pleste be advised that the Executive Office has reviewsd your fila in grest detall. We
apologized for your dissatisfaction with aur Customer Aasistance Contor’s decision
regarding your 1996 Saab 30D0CS,

Hovwaver, basad ont vur review of informption, we have conchaded that the decision
rendered to you wWaa sppropriste; as the trensmission was beyond the
parts warramy of ot yesr funlimited mileage. Unfortanamely, Suab is not sbla o honor
your lequedt for reimbursement for your part of tha replacewurt sypanss. Snah axtendsd
goodwill aasistance on this repair by covering the cost of the parts. Omee & part [3 beyond
the warmrty period, ab owner amust amnrme somse responsibility of the repair expanss. In
mﬂﬁmuwdﬂw“mmm“' tranpmission and rear
motor

wamunmmmwmmmdmmmmmmmm
opportunity fir 2 Anal evaluation,

Sincarely,

uﬂ ]/O..LL-:::LJ .%j"\CL-LH"\J

Maria Shaver
Executive Assistant

Cer Debm Kelly-Bonis, Prepjdent and CO0

b Cary LASA, Inc. Phona ] b 1]
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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).



