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Date: 10/13/403

Daimler Chrysler
1000 Chrysler Drive
Avnbum Hills, MI 48376

Dear Dicter Zetsche,

I have been: a Chrysler mindvan owner since 1988, I purchased miy first minivan from Big
O Dodge in Ureenville, SC in 1988, 1t was a standard Grand Caravan that I drove for 6
years and put approximately 102,000 miles on it with no problems other than routine
maintenance. In 1994, I stepped up in valne some by purchasing a 1994 Grand Caravan
SE Sport with quad seaiz from Benson Chryaler in Greer, SC. Thia van was driven for
104,000 miles with no problems as well other than routine maintemance. In 2001, I
decided to step up again in value and Chrysler quality by purchaging 8 2001 EX Town &
Country from Piedmont Chrysler in Anderson, SC,

I purchased all of these vehicles new from each dealership. I never purchased any
extended warranty contracts because of the relinbie success with the 1988 minivan. The
1994 minivan was flawless a8 well. The 2001 van has 0o extended warranty gervice
contract hecanse of the history of quality performance from the other two minivans, This
mwhcremymlstakemmade.lmdnntknowthequamyofﬂwmmmhu
d:tmoratedw:.ththnlﬂﬂl models,

Imtﬂdﬁketugimyuuth&hi&hnrofmlhweexpuienwdﬁﬂlthBZWI EX Toun
& Country miniven, Since I have purchased the van we have had a recall for #BOS- - - .
reprogram PCM. We have had to replace the driver side and passenger side eleciric - |
window motors, tailgate sitomatic close/open latch, and the A/C compressor. Thlswaa
uﬂwvﬂudmdﬁﬂ:emtyfrhmkﬁoodm) 1 never experienced anything like this
with the other two vans,

Then on September 13%, 2003 while traveling at 65 mph on Interstate 26 from Columbia,
8.C. to Simpsonville, 8.C., the van lurched, made a couple of loud screeches, and the
transmission went out, My wife was driving and was scared to death, Lucky for her, this
occurred abowt 500 yands from an exit ramp and she was able to put on her emexgency
flashers and coast to the exit ramp. This was at exit 74, Newberry, 5.C. I had the van
towed fiom there to Brockman Chrysler in Greenville, 5.C, where all the other work had
been done to the vehicle. I paid $100.00 to have the vehicle towed to Brockman Chrysler.
On Monday moening,; Septemmber 15%, 2003, I weat to sex the Service Mgr Mark
Brockman to et him know what bad happened 'and where the vehicle was sitting. 1 told
him that the van should be covesed for this incident, even if it was out of warranty, it was
only out by 6,000 miles, This is not the way a transmission fiils normally and that alone
had to make it he a faulty transmissior: T also explained that I had been 8 long time buyer
of Chrysler minivans. He stated he would get hiz District Rep, Mark Nations, to come in
and look at the van and ace what he could do. [ told him I would like to talk with him and
give him the history. I thentaok out my owner's menwal and called the 1-800 oumber to



let the customer service group know of my sitnation. I talked with Liza Hornung, file #
11655874, and she said she would talk to Mark and get back with me on the options that
day. I did not hear from her or Mark that day &nd called the same 1-800 number on
9/16/03 and talked to Bill O'Donnel] who aeid he would update my file #11655874 and
call me back. Bill did call me back that day to tell me the file was closed out with Merk
Brockman and Mark Nations and there was nothing else he could do. 1 called Mark
Brockman and was told I would get a credit toward replacing the transmission of
$1000.00. 1 told Mark Brockman how disappointed I was snd asked why did Inot get &
chanee to talk with Mark Nations. He was polite but told me Mark Nations did all he
could do for me. I then asked for a fix for a total cout and received $2857.00 - $1000.00
credit with my portion after taxes added being $1972.00. Also, with that I received 12
month /12,000 mile wartanty. I gave the go ahead to replace because 1 did not want to
pay agein to have it towed somewhere elze and really did not know the cost fora
transmission since I never have had to replace one. Later that day I called other reputable
transmission services who quoted $1350.00 emd gave the same 12 mownth / 12,008 mile
warranty. I callad Mark Brockaman stating I did not think that I was getting much help
from Chrysler on this situation. Finally, on September 22, 2003, I received my minivan
back from Brockman Chrysler. Mark Brockman knew I was still upset that T had not been
given a chance to speak my case with Mark Nations and he said he was able to make an
additional adjustment to my final bill from his quote lowering my bill to $1640.00 (sce
attached), Mark Brockman did all he could do and 1 appreciate his efforts but I am still
not satisfied with Chrysler’s trestment of my situation as a valued repeat customer for 15
YEars.

Since 1988 [ have invested epproximately §74,626 dollars in your company for 3
minivans. Now I can add an additional $1640.00 to that investment for a faulty
transmission replacement at 42,513 miles not 48,513 miles listed on the invoice, The
recording emror on the odometer reading of 48,513 miles wad not seen by me until writing
this letter. I corvently have 43,091 miles on the odometer.

Chrysler has slogans, plaques, advertising, etc., promoting their 5-Ster Quality Service
Award rating. The award stends for Customer Satiafaction, Technical Proficiency,
Equipment, Leadership, and Pacilitics. I feel that this vehicle is faiting on 3 of those
attributes in less than 3 year and only 43,091 miles. I do thank you for sending me a
reminder for extended warraaty coverage on 10¢/5/03. I widh you bad let me know that 1
really needed it for vehicles made in 2001. Also, today, October 137, 2003, the power
front seat adjustment motor quit wotking in the up and down position.

1 am sure that you consider this letter sour grapes but Ireally do want you to know that I
am very dissatisfied with the owtcome on the transmission situstion with my minivan.
Knowing that I have invested §76,226 dollars over 15 yoars loyalty to your products and
then receiving onfy $1000.00 dollars back for my loyalty over the years made me take
time to write this letter. I hope you will reconsider this situation that occurred with my
minivan, along with all the other inconveniences 1 have had to encounter with this vehicle
and make another adjustment to my expenses. I would appreciate written correspondence
acknowledging my letier.
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