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September 08, 2003

DCCAC

Daimber Chrysler Motocs Corporation
PO Box 21-8004

Avbum Hills, MI 48321

To Clrysler:,

‘We pwm a 1597 Town and Country Minkven. B was purchaged new at the Tomt O'Brien dealership in Indisnapolis.
A tneonbet of the O Brien family delivered it to our home close to Mother's Day in May of 1997 T prvivad home
from 8 trip {1 was expecting our second child) and it was waiting fior e in the garags ns 4 srprise from my sband.
We have really enjoyed driving the van and have slowmys felt wafi in it with owr 3 children. 'We have said many times
thirt we: will definitely neplace this vehicle, when the time cones, with snother Toom and Country modsl Untill e

In the evening of Augnet 24th, ory zshand went ot Lo the minfvan to repair the resrview mirrar adhesive and it the
merer back on the window. Tt had fallen off (ore assume due: to the heat) o fewr days cardior (for the second time im &
year). He openec both fromt doors (doe to the hewt) sod sat in the front passenger seat to do the cepair. Our
A-yrar-oM daugiter foliowed bim outside and saw the driver’s front doar wide opea and jumped in the vehicle.
Seconds 1ater she moved the gear shift down and in reverse. O second vehicle was adjacas but severat feet bolond
the van. The driver”s side door was severely pushed fwwand and in seconds $3000 in damapes were dane to the van
door_ { The front end of cur second vehicle was damaged snd there i alao 1 problem pending with the geer shifi.}

There vttt ho keys Aiywhire in the veldcle at the fime this Geored.

On Mondzy moming the 25th, T called State Farm, Goeke (8. Chrysher dealarship), Clrysler Cuntomer Care and the
NETSA.

Whemn I spoke to the service rep ot the Chryalar Custoensr Cars center 800-992-1997 andt explginnd what had
happenad with the gear shift, she put me on hold to falk to an engineer. Her probabde caise, sccordmg to the
engineer, was that the keya had to have boen in the ignitioa when this mishap oceapmed. Translation: My masband
v T were lielng.

The tow truck picied up the car sarly Mondey, August 25th. T caflerd the Customer Care Fias agin on Tuesday the

happened. On Wednesdgy Aupost 27th, the Sarvice Manager from Goeke physically went into our vebicle and was
able 10 “freely move the gear shift xoywhers be winted to WTTHOUT ANY KEYS TN THE IGMNITION". He called
Chrysler and asked that & came file be opanad 1p on this vehicle,

1 cafledt Customsr Care again oo Friday the 29th to see if someons was coming out o Jook at my van because the
dealer would not begin working oo the damages untH the repr from Chrysler looked at it Brent (the Customer Care:
rep) called oui dealership ta tell them to repair the collisdon danages caly. Fe then told me & takes 5 to 10 working
diys 10 get & represantative out to look ut the vebicle, It had only been 7 dayy since the case had been opened. (It
would bave been 5 days If the Chrysler rep I oviginally spoke to oo Monday bad cpened a case fle for w instead of
nsmuming that e were finrs.)



On Tuesday, Sepeember Znd, na rep, On Wednextay, Sepesgnber 3rd, no rep. Os Thurnday, Seprember 4th the
repairs to the door were Snished. Still e rep.

On Pridey, September 5th, I calied Cheysler Customer Care cnce: again to find out wihen e rep woubd be booking st
crr vehicle, T-was told by Soa (5 of 7 dividuals T heve spoke 1o In your custorner service arek have been sope of
the rudees snd vnphssant individugls T have ever had to deal with - Sue tops the Bst) thet she did nos have sny
information thet anyone from Chryster was even coming oul to Jook at my vebicle, She then put me on exxdless hodd
for 18 wiimaes watil 1 finally umg up. She had no intention of ever coming back on the Hime to me. Check yemir phone
records - T will bave mine when oy next colluler bl arrives. 1 then proceeded to call back snd was fortomate enough
to spenk to Lynne. She knawy the name of the sttomey amigned to ou case and gave me her phone # and name. 1
salled Pem McDooakl at 248-512-6475.

This sttorney informed me thet the file had arrived oo Tueaduy, Sepbember Znd | but was not yet entered into the
computer sysem and wntil it was nothing would e dane with it. She also told me several thnes that we were ooe of
cver 100 cases tsat were sittng om ber desk. 1 steted thet haut my deoghter been a fatafity, things would ba moving
tach Baster. She steted that “nt necessarily, the morgue would tequire quite a bit of paparecork and that alone
woidd take glot of time™, WHAT?

W ut this point heve been without cur vehicle for 15 days. Friends have lent us their extra car. We've overextendod
their ganercaity. 'Wa will be having our 4th chibd on Priday, September 12th ' We now foel that Clrysler wonald be
ever 80 happy to heve us jost say “screw this whols thing and fix 2l the problems™ to sur deslerhip.

X has never been an issue of money. We have a $100 deductible. This, from the mimste it happened, hag been an
isswe of mfety mad “whar ifs”. 'What i our dmghter foll between the tovo vehicien, what if our sons had not been in
the house wriching the Littls League World Sexing, what if ooe of the 24 children on our cul-de-sae had heen behind
the minivan and our other vehicle was not parked in the drivewsy to stop the van, what iF........

Wie will b replacing cur second velicle in 3 10 4 monthe snd owr mimven within the next 2 yoars. Qur main concem
when purchusing A car is safity. We now bebeve that the Chayster Corporation is not coounitted to reaponading to
asfety concerns of its customers. Wil either of our firture car purchases invelve buyiog a Chrysler prodact?

TELL IS WHY WE SHOULD BUY YOUR PRODUCT AGAIN.

Sincerely,

CC: State Farst Auto Innimande

WRTV- Channed Six
Tom O"Brien Chrysler Dealersiip



