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Dear To Whom It May Concern February 10% 2004

I purchesed a 2003 Mitsubishi Bclipse Spyder canvertible on October 25% 2003 at the Sunrise
Mitsubishi dealership. I am having » serious problem with this car and am writing to solicit assistance
in resolving the issue. 1 have tried to work with Mitsubishi Motor Corporation, but represemiatives ar all
levels of management have been unresponsive, uncooperative and at times highly unprofessionsl,

My two front windows are inoperable in cold weather. This creates a serious safety hazard end does nit
allow for stendard driving operations. 1 am fearful that were I to be involved in an accident that resulted
in a door jam, I would be unable to free myself from my vehicle, In addition to the blatant safety issues,
the inoperability of the windows renders me incapable of pexrforming normal everyday driving tasks. 1
canmot pay a toll, waive on drivers, give directions, use the proper procedure if I am stopped by a police
officer or simply use a drive thr. Finally, it prevents me from opening windows for air or putting down
my convertible rooftop.

Through congiderable research and conversations with Mitsubishi representatives, I have learned that the
inoperability of my windows is caused by a known design flaw, ie. ‘known™ to Mitsubishi and not
disclosed to the consumer,

Mitsubishi rapresentatives described the problem as being retatively gsimpla. A setious error was made
in the redesign of the 2003 model windows. The purpose of the redesign was to eliminate noise and
possible leakage. The new windows wers built with what they call “tighter specifications” than the
carlier models. The increased tightness of the specifications traps moisture in the door and when the
temperatute drops, the mechanism freezes. Therefore, if there is moisture it the air, o.g. main, and the
temperature is below 32 degrees the windows simply do not function. The nonfinctionallity is
guaranteed when such westher conditions exist. Restoration of operability hes taken from one howr to
three days in my case. The mechanigm must defivst to ensure proper function of the windowas.

My window has failed to 15 times nince December 15%. I was unable to drive my car from
January 6™ through the 10® because the temperature remained below 32 degrees and my windows were
moperable,

I find it very disturbing that Mitsubishi representatives wers not only completely aware of the design
flaw, but have described it to me as “characteristic of the car” that I had to “live with.” District manager
Vic Ciose went as far as telling me that I must accept this “trade off” for reduced moise levels in warmer
weather,

K ths is the case, if this is tuly a “cherscteristic of the car,” then that fact should have been properly
discloged io me so that I may make an informed burying decision. 1 chose not to buy a Ford Mustang
convertible due to its leck of fromt wheel drive, a disclosed chatacteristic of the car.

As 3 respomsible consumer I followed the proper protocol to rectify this problem. Unfortunately to my
dismay, I was met with ridiculous and outrageous comments from Mitsubishi representatives including;
“why do you want to open your windows in the winter anyway,” “if you are in sn accident safficient to
damage your doors, thes your windows will be broken anyway, ™ and “you bave another door.” Their
callous attitude toward my safety, ax a driver, is horrific.




1 am outraged st Mitwubishi Motors Cooperation, owners Bill Gray and Gary Farley of Suncise
my doorfwindows. They have additiomally refused to refund my money. They openly acknowledge the
design flaw issue, but refuse (o act responsibly, ethically and perhaps legnlly.

I foel 2z though my safety is compromised and I was duped into buying a faulty product. Please see
stteched letter for a chronology of events, Iam hoping that in some way you can help to resolve my
Bsue.




Mitsubizhi Spyder Eclipse
AAIAETSHE3EDR1522
File # 342620

Following chain of eveats:

First pcourrence - November — Fruntwwmdommﬂdmtg:duwn_ Took
approximetely 15 mintes to work

Second octamrence — November - Front car windows would hot go down, It took me

approximately 20 mimutes to get the window down. In that time I had to constantly press
the window button,

Third ocourrence — December 15 Front windows would not go down tock
approximately 25 minutes to work 35 degrees (30-39)

Rain Des, 17 | .
Fomthomum_DmnborlS“‘ @MFMW

mldmtg:duwnmnk 42 minntey

Spoke with Larry firat, referred me to the manager Bob Johnson, I was told to bring the
car to the service department in Oakdale, T explained how difficult that would be for me
considering the distance from my home, I asked if ¥ conld get a Joaner car. He calied
district Mgr Vic Ciose to investigate and to sex if I could get a loaner.

Spoke with Bob later on told me that Vic Ciose said that it is a “characterstic of the car™
thereforc no repair is neccssary or available, it is Mother Nature and it will happen.

I continued to explain to Bob that this is unacceptable quality, and &8 HUGE safety issues,
Although be agreed with me his hands were tied and be cowld not do anything,

MMH‘WMMM called Bob back. He told me he
called Vic Ciose and his position was the seme. There wan no resson to bring the car in
the car was designed to stop rattling, so an extra tight seal is in and nothing ¢an be done,

Dec 19” Initial Contact with Natiena) Offics had to call twice, Finally spoke with
Brett after 23min of waiting for bim to coms out of his meeting, Hxplained the problem
and the safety concern of not being able to get cut of my car if my door was jammed, he
said hs never of any such thing He will contact Vic Ciose and they will contact me
regarding this matter, He said he would expedite it because the office closes for the
holideys. I did not hear form anyone until 1 initisted the next call on Jamary 6th

From Dec. 20* nntll Jan. 5* we experienced excellemt weather in NY,




6" Occurrence Jamary 6 (Tuesday) both front windows would not open until a lengthy
mmuﬁmmmdﬂwlm. 31 degrees wan the average temp.
Nationel office I spoks with a very nasty man named Mike Eriandson. I onice explained
theprflhhm. He told me Bob Johnson was supposed to get in touch with me, I informed
thatdldntlupm 1 asked him my next step, ke told me to talk with Vic Ciose. 1iried
explaining that it wouldn’t help; he already stated it was 2 characteristic of the car and 1
had to lrve with it. He said I would have to “reproduce the condition” in front of the
mwmhﬂimllyprmﬂnpmbhmhthemmofﬂnmmb
lmﬂyukedme“whymeIwmmpm:hwnmywhﬂnmmymyinthem. I
ﬂnmg_lnﬂmﬂmisqumﬁnnmsridimbuuudmiﬁchﬁlmmdmmy.l
explained the buge safety concern of being trapped in my car, going through tolls, waving
drivers on, getting air. 1 asked once again who I could speak with and he said “he was
cimickling et me “that there is no one. I immediately asked to speak with his supervisor.
He said there were te supervisors, he wis 2 manger and I could not speak with anyone
else. I continuad asking to speak with his manager and he ung up on me (On Jan 15% 1
found out that he has 2 managers}

I called the office again and spoke witk Bdith and asked for her supervisor because she
did not know who the Customer relations manager was, I spoks with ber supervisor Rita
who tokl me to call the President of the company Mr, Finbar O’Niell at 1 714 =799 4765

I called Mr. O"MNiell and left 2 detailed message.
1 also called Bob Johnson who said he would iry and contact Vic Ciose again.

7* Ocqumence Yamary 7 Both windows froze three times during the course on the
day. I drove to Wantagh Mitsubishi to “reproduce the condition™ The service rep Mark
Basso came out and confirmed the problem. He asked me to bring the car back on
Wednesday because they were to busy, 1 explained the whole story and he and the other
manager Richard found it absurd and my windows shoukt go down. 1 asked be what
happens if the work on Wednesday, he told me he would rip the door apart and work on @t
anyway. (32 degrecs)

1 left the car there overnight so he could work on it in the moming.

Vic Ciose called me to discuoes the problem. He once again stated that this was “mother
nature”. He went oo o state that & was a “trade off” in the summer my windows don't
raitle and that these windows were of high quality. He thought that having the car Jooked
at by Wantagh Mitsuhishi was an excellent ides.

Tapusry 8™ I called Mark Baso et approximately 2: 00 o clock to check the status of the
vehicle, Mr, Basso tokd me he brought my car in the garage overnight, this moming it
worked flawlessly, no repair was required. I reminder him that he told me he would
service the car that day even if the windows worked, he replied Mitsubishi would not pay
for it. Hetold me he would call his manager to get parmission. He then called me back
and said no repairs are necessary it is doe to icing.




Vic Cioge left & essage on my machine that the problem was ﬂ'nm"nmhm-muue’md
IO TEpIr is necessaty.

Tina Morales from the natlonal office called, left a message on my machine, saying she
read my file and spoke with Vic Cioso and supports his decision. She then laft a mumber
to speak with her. She said she would be sending a letter stating that. When I called it
tore out 0 be the same number as the nationsl office. Unfortunstely, Mike Eraindson
picked up the call I mmediately asked to be switched to Tina, he refimed to switch me. T
mdmhm,ﬂmlmdommtmmomuprdmﬂﬂmmufﬂmmuu‘ Lm

andmtd[m hngnr‘umlttospmkmthh:m.

I then left ancther message for Tina Morales, cutlining ny fears driving the car with
windows that don’t g down, the awflil customer sexvice I have received and plesded
with her to leave me a number that I could zpeak with her directly.

8" Ocourrence Jammary 14" My passenger side window would not go down. 1 drove to
Wantagh service to “reproduce the condition”™ and document it. The service manager

Richard told me there is no repair, Mrisubishi gave me my answer, Afier an argument, he
apreed to dooument the problem. He told me about the dispute process, gave me a
brochure and suggested I go through that process, He said he will not document this for
me anymore since Mitsubizhi has already made their decision regarding this matter,

Janmary 15" T spoke with several people regarding my car. Phyllis Green from the
dspute company for Mitsubishi, Tina Morales, and Gary Farley one of the dealership
owners. Talso calied ACAP to file & complaint form regarding the safely condition of my
car,

Tina called basically told me ghe understandz my concerns and agrees with me. She gaid
she will escalate this complaint to the dispute department. She will personally contact
Grog Kiernan.  She asked if ¥ wonld accept a repair on the vehicle. 1 explained that they
are saying they CAN"T repairs i, so I don’t xee how that is possible. She asked if 1
would accept a replacement car. I told hee if the car has the same problem it doesn’t help
me. I said [ want a full refund, for the car, the extended warranty, and the antomatic
stwrter and alarm Mitsubishi installed.

She said she will start the dispute process end for me to send in a dispute form.  She also
snid that she sent out the letter on Jamary 8™ stating they are supporting Vic Ciose
decision and 1 should receive shortly.

She also said she will speak with Mike Eraindson supervisor and he will cell me back.

I spoke with Mitch for Sunrise Mitsubishi who 1 bought the car from and expluined the
problem, He said he would contact Bill Gray the owner of the dealership.




Either owner of the dealership returned » call.

1 then spoke to Gary Farley who said he is one of the owners, Ho tokl me be would
investigate and call me Saturday. 1 left both my home and cell number.

Jamary 15™ Greg Kiernan called. Gave him complete histoty of car prablems and case
manager Mike Emnldson abusive manor. He said he would investigate and does mot
understand why the problem can not be fixed. He agreed that my windows should work.
He apologized for hiy employee bebavior and acknowledges that he has heard him handls
problems extremely unprofessionally, He told me that he will escalate the problem to the
nesct level, He said I should be hearing from someone in a couple of days, '

January 22* Mike Palikan called. T ssked him his position. He said he has the suthority
to reimburse me and/or repurchass the car, He asked for the history on the car. At first I
had to correct his data base, it was still with the old owner. Itold him the entive case
history, dates times and ocaurences. 1 1old him that Mitsubishi hay said that the door has
been redesigned to stop & pest mildew problem and created and e tight seal that i retaing
moisture and freezes n inclement weather. He asked me where I received that
information I told him Vic Ciose, Bob Johnzon, National Office, Tina Morales, Mark
Besso end Richard from the service depariment. Vic Ciose claims it is u “characicristic
of the ear” He calls it high quality and in the summer the trade off is windows that don't
rattle. He cluims it is mother natures fault.

M. Palikan said in his preliminary investigation he called a friend in Michigan who
claims “yesh it's a problem whet's the big deal” Whea I told him I am not safis in the car
becaunse if my car door gets jammed in an sccident I can’t get out. He seid [ have another
door. He did not respond to questions such as how do I go through tolls, waive drivers
on, ask for directions, speak to a police officer, or simply go through a drive through.

He simply kept saying “why are you the only one baving trouble”. He acknowledges that
I fail to receive proper mvestigation of the problem at Wantagh Mitsubishi, He basically
said he would investigate and get hack to me within a few days.

January 27, 1 had to call Mike Palikan. He said after investigating the problem he
agrees with Vic Ciose assessment and no firther action will be taken. He chims every
car windows stick in cold weather and cars vary on bow much. 1 asked him to send me 8
letter stating that it scems to be acceptable that my car window sticks for 3 dmys. Hesaid
be will only send a letter stating that it i not a mamfactures defect and for me to pursue
Tegul action.,

On February 4™ on received his Jettec.




January 28, 2004 . S KATELLA, KYEMLE
EN-ETN

AL
__ CTFPESS, CALPR B 00
Wost Hempstead, NY /

ris#: /
Deari '
A.spﬂ'yuu:mquest,Imwﬁﬁngywﬂ:islﬂterhmﬂw{mmmﬂrﬁﬁén'nfmda}rwhiehm
the formal response of Mitsubishi Motors North America, Inc. (“MMNA™) to your request for a

basadonyw:mnmnsabnutﬂnﬁuntwindowsmtlnweﬁngonym 2003
Mitsubishi Eclipse Spyder during freezing températures. By now you should also have received
the Jatter MMNA previously scut you on Ianuarjrs,lﬂﬂtlindicaﬁngmatnurl}istictPa:tsand
Service Manager, M. Victor Cioce found no manufacturer's defects.

We have carefully reviewed the vehicle history, and gathered information from the dealership, as
. well gs from numerous persons associated with our company. Mr. Cicce asgisted us in our
investigation by presenting information which he gained from his personsl observations and . .,

diseussions, including his inspection of your vehicls and conversation with yom.. - e,

The concern which you have umcwdmamthnﬁtmsadhymymmuﬁﬂuﬁhgw'&mign _
defect. Vehicle windows frequently stick shut duting freezing weather because the ambient
moisture turns inhioaandncﬂasmaﬂh&aiwhetwemﬂ:nwinduwwd&nnﬂmrm.

Infant,nuturﬂjrduvehiclawinmsﬁckshutduﬁngﬁumjngwuther, but doors, sunroofs,
trunk lids, and hood tids will also stick shut, which is a normal consequences of cperating a
vehicle in temperaturcs in below freezing weather. Of course, since different makes and models
of vehicles are not designed or styled exactly the same, the way that their components will be
affected by freszing tempexatures will vary.

Camapxa:ﬂy,againwcmpmtfuﬂydzclinﬁyuurmqwﬂtfmampumhm. Nevertheless, we do
regretthatymarenntp]ﬂsedwiﬂlmnfﬁ:mﬁmmhwchadwiﬂmmvﬂicle,mﬂ
we sincerely apologize for any inconvenicnces you'may have suffered. Should you have
cmcmintheﬁamynumayvisitmymthoﬁmdhﬁuubishidmlmhip. If any of your
mmmmvmedbymewVehicleﬁnﬁtedWarmnty,m_{NAmﬂ continue to henor the,
terms of that warranty.

And as I had staéed, sinmmhmdwﬁnedmmmhmwurvehiclu,mmnytakc an
alternative course of action by contacting our third party dispute resolution admindstrator, the
National Center for Dispute Setticraent ("NCDS"). NCDS offers an arbitration hearing process

)

Ao’



inwhichancuuﬂarbituor(nrpmelofm’oiunm)mnvﬂwu:dispmewﬂhm.h. An
awardismade,mdalthﬁughnutbindingnnynu,isbindingnnmm& There is no cost £ you
to utilize this process. The telephone number for NCDS ig {B6E) 937-3765. -

Siqmnly,

Mediation Manages



Jancary 8, 2004

West Hempstead
mMsA FILE A
Dex NG

P]uascbendwnedﬂmtwshmlmﬁcwedﬂmﬂmwuhneprnuenmdmtham]}lsu-ict
Parts apd Service Manager, Victor Cioce, Mr. Cioce has advised this office that your
vdﬂdnwasmspaﬂedmdnumufmﬂmdnfmtswmfnundwﬂhﬂmwmﬂuws

LW

CmMan - Custbmer Relations
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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).




