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Gerdleman:

| am writing to inform you that duse to the nalre of the problems thal have persisted In my new Diamanmsa
(defivered Sept, 2002). | am miuming tha car and | wil not ba making any addiional paymeris to his
account.

My service record with Keffer, will show that an [ntermiitent nolse, which sounded Ilke an electyical rejabed
muMnmhmmmMMﬂmwmmmmmmum.,
Iolulhrdnlnwhm Nnﬂﬂngnnuﬂ‘hnmﬂdtﬂﬂmﬂuumﬂﬂmmdmtnmmmh .
problam. HE e ocel o
o Li :': 7. -'.-l:. . VT
memmmnm:wmm wﬁmmtdy:ldn:tmruna LEE
major highway, or Mitsublsil would be confronted with mone than & returned vehicle & ihis point In me. -
Sinos MiEsuhishl has changad = rosdside-speisiands program o another servios oantar, thay cenmi.
locats tha information abdlst thix oall,'whiah coolrmed in the first half of Z003. A tow trunk was dispatched.,.
._-_'wmmmmrmmup.mmmeMImmﬂwmhﬂun | contacted
Kifier and there was nofhing:ihat <ouki be done, sinGe.the resulis fromj the first tima falled to locate the
probiam.  Therefore, nothing would show oni the service log. Frankly, | mmhmmmnuu
that tine, bul 1 arn not goid (6 08 Foollsh twics,” :

.Ths problam sesmed to ga away for seversl months but recerlly resurfaced in eary Dacember. Tha
Jﬁuumﬂnﬂyhﬂdﬁhﬂuﬂmmwﬂnﬁmhtﬂlmhuuarﬂﬂuwluhm
whish Ig'Integrated into the fuse box. The faliure started a3 a loss in the AC blower; amenna, door
locks, and while the car wes parked st the deslership, tlnlmnkrﬂmundmm . The cer was
Rarally falling n fromt of us. .

For the record, hers are the ressons | am reuming thecar. .
2 mmmmm.mmmmnu Inut.lnnn nfthls haul'lu
... henpened to gny other Dipmente insenvicefodate.
o After looking at the falied part, thie wes an obvious Teciory inctalistion Issue, part integrity Issue
o dior fakune e therfeotory GO provess: - Take YOOr pick. it mayte sl the above,
: "nﬁ amd m.m“abwt n&l;“::nfhm ]nbt' I
qusatio o the servios Managar my oncom their 1o a r then
"ihe tactor Tﬁﬁrﬁi-‘ﬂlnmmm bacause the factdry has o have iseting tecinologles
m:mnmmmm“u There seemad to be Bte-argumant on thal
.xﬂmt.,nnlr to_sqy thay. updeysiood my conomm and would 4o _the very best they could. Good
peopla, but not the anawer | was lookdng for, or they could provide me. .
"« Even though this caF had Tidéil Thead to the satistiicion of the d¥sler, and was road teated for one
- g, thie type of -fallure was -aomething that started - mone-dhan- a. year ago—-and finally Taled
20,000 miexs later. An ovemight iest cartalnly does not raise my confidence level whatsoever.

. e
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= | commentad to the sandos and parts manager that & intermitiant eloctrical problem possd more
of a threst then anyihing mechanical which typically can be reproduced. And Seeing what was
baing gutied out of this car made me very nervous about its ongoing rellabliity. When i comes 1o
aletirionl degradation, it is vary difficult to argue thet tha fix i 100% guanarisad.

Gertiemen, the botiom-iine to this ks | am not, under any clumstance, pulting a loved one bohind the
whesl of somathing that has demonatrated thia typs of intermitient fallure. 's & potantial death trap that |
am not going 1o bury a loved one over. Therefore, Keffor, Bank Ons and Mitsublahi need 10 determine
their oourse of action. {'m not sur the car under North Carcling lw quaiifies as a lomon, but thet is the
least of my concems.

it matters not to me, if my oracit takes 2 hit. | have had over sbdy vehicies in my (e me, Porsohe, BMW,
MB, Audl, Corvetia, atc. and the reoord will show | never had & repcssession. If nead ba, | will use thia
tetiar a& proof that | attempled 1o bring resolution to this matter, and no one will chalianga me when | sy
to them, “Woulkl they put a loved one in @ Diamante that has demonairatad this type of [ife threatening
issue?" Evervone would be better sarved that | do not get Into that kind of discasglon in a compelitors
dealership after they rsad my credR report. The way the suto market is todey, they would be all over thet.
The good news ks this Is a one-off problem that other Dismante ownars have not experienced, and not a
massive recal. My sugpeation Is, treat it that wary, take the loas, and move on.

For the record, the service manager and parts manager were as customer oriented and helphl as they
could be given the olrcumetences they were dealt As for Mtsublshi's customer service mp Mike
Erisndson, | suggest you llatan 1o the tapa, and than gat him some customer sensithilly iraining, or find
him a new job. Whan [ thought | may have found someons who could remotely care about The underying
issuw, | get someons who doas nothing more ihen deliver atitude to me. He wes the finel straw for me in
my atempt to get 1o someona st Mitsubleh thet card.

Let me know who needs 1o ba oontecied regending v pickup of this velicle.

Regeards,
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Thiz will acknowledge your teisphone call on May 7, Z004, In megards to the sbove refersnced
vehicla and your request for & buybeck of your car.

Naturaly, we are somry to lsam of the matter a3 outiined In your letter and of your dissatisfaction,
Wa assume you, that customer satiefaction is tha number one pricrity at Mitsublshl
Motors North ca, ("MMNAT). Whenever we sre contected and i a position to be
heiphi, we da not hesitale to talke positve action.

After a carehil review of the documants currently in our flis, snd & review of the repair history of
your vehicle with the deslar, & dose not appear that MMNA ls responsible for the replacament or
repurchase of your vehicle. In this respact, we miist decline your request for a buyback,
Thank you fir the opportunity to review this matter for you.

2

Manager

Owid
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Mr, Ovid Joyal
Mitsubishl Motors North America
P.O. NOX 5400

Cypress, CA 50830-0084

Ra; 2002 Diamanta
VIN:

Sub): Reply
M Joyal:

Thank you for yoirr quick response to my request. Obviously you put a kot of ima into this, with your two
day tumaround and use of a form letfer. tam also somy to say that your response is unacceptabie.

Help me understand something. How Is it that you can wiite me thal, "Customer sativfaction Is your
numfﬂ-mm’,umW'Wm'mmﬂymM,"Dnnnch
take poaltive action®, all in the same paragraph. This 13 nothing bt a standard response [n hope that |
will go away quietly. | WILL NOTI What this jetter does confinm is that Mitsubishi doss not put customer
safety and customer satisfaction as priosity one.

First of gll, who did you talk to wt the deales? The service manager? The general managa? 'Who?
What did you ask them? mmMrm?mmm“wmmmmmuumwpn
Whal would you @xpect them to aay, thet they were Incompeterd? They should have toki you they sakd to
me:

» This was the first time they ever sew this type of problem

«  That they could not determine how this happenad in the first place

- m:mmmdmmmmmmmmmmunnmm
up &% & conslstent faftuna,

You forget, | was there when they discovared this. | saw the fuse box first hand, | saw the concem on
thelr face. it took them over a week to install the pert. And it concams me why you are not docierienting
your findlings to me.

Mo, you had no conversalion with i whatsoever. The only Informalion you have was the thumbnal
sketch | gave to your Mr. Michasl Vincigusrma, Iamsdanﬂhnmpmrtummtoynur
conchuesion. K customner satfsfaction Is your number one priorly {your words, not mine), why woukin't vou
% 10 your number ong piofty? I for nothing else, 1o make sure you had SVeryone's

ammlthmuﬂﬂ.lmmmwmdpammmhgﬂmmmda ry aotion from your view. You do
not hesitate to take positive acton, well, nar do 1. ldldnntmmmispmhlmwlmnatguiutuhe
putlnnpmlimwhmImﬂhmhﬂanuuwmmmwummmhmm

IMMWWMHHMMM“ hmmpm‘tudthfsvdﬂclaubdnga death
trap that Mitsubishi and Benk One have coflactively tumed thelr head from. | toid fhern that the dealer
ﬁmdthammmiﬁmmm,hlthaymmmtnmtnmnlmm It originated.

Thamhutemuchnmmuhmnndvnmhmmmmmnmmmawlﬁa and them was no other
mmdnfmymiﬁdmhﬁmﬂtmmumﬂmw-nﬂnn“shmldhmhﬂanhnm
The mimse the servica manager and generel menager admitted that slectical problems and water
problems are always the mest dificult ones to fix, { knew | had a problom. This car had both. The minute




| asked the servics manager If thelr shop had the same QC equipment thet the factory had, and he sald
no, | knew we hed a problem. And the minute 1 asked them did they fix It 100% afier having it for mora
ihan two weeks, they could only say thay drove it for a day and It seemad OK to them. | jold them this
probiem toak 21000 mies and over a yeer to get b to consistently fall. When asked, woukd they put thelr
wife or loved ones In this car, they acknowledged my concem.

Unforlunately, after ressarching the Nasth Cenalina “lemon law”, the rules cannot be appiied fo this vehicle
becausa of the inconslstency of the problem. | saki that was the neture of alectrical problems and thet
everyone ecknowledged that. So, it's a Caich 22,

| have to tell you thal | am amazed &t businesses that do not want to do whet is right. Forget the money.
Do the humanitarian thing and protect the public ... your curstomer,

S0, Mr. Joyal, here IS whans am going with this. You have forced the issue and | now have an obligalion
tnparronnnpubllum.Imuﬂmmmuﬂpommmm,mmmthmﬂmymﬂnn.
which | heve every right to do. | am an executive recruiter. Probably msans nothing to you. | deal with
executive level people it major software companies nationwida, Thess are pecple thet make well cver
#100,000 per year. | have a database of 18,000 contacs. My marketing background woukl suggest that
18,000 emalls would get the atiention of abowt 3-5%, 500-1.000 interested partiss, who also have
Inlamtadpartias,mmﬂMMvamrpmdumandthmwhumybawmjnumum Lot
ma provide you with & short excerpt.

| am rsaching ocut to you to inform you that If you or a family member or 8 cJose frisnd or reletive
I:MnmmmummmmmmmlhmuuuhInnrlwuhnnnr.
| have been the cwner of & new 2002 Mitsublshl thet had a savare slecirical problem that shut
down all slectrical operstions and controd of the vehicle whan in motion. The problem was very
inconzistent and took over a year for it to fall consistantly.

Hmthnmm,ﬂutﬂummufmﬂmrhuhhnﬂupmnﬂmuummmmmd,m
thowgh the daalar anly drove it for lesz than 24 hours {and that was not continuous), and when |
refussd to take the car back, thay aliowed the bank to repossess it sd well it at auction,

mnmmmmnﬂmumumﬁurmpﬁnrh. bust thoy fall 4o do
what s right, and that Is to recall that car from sarvice. There is no recall or record of the
problem, but at the ¢amw time, tha dealer cannaot say for sure it Is fixed. it took Oover two weeks to
mh-mmmmum.ulmmmmmmmhwnu
problam.

The car slso had a water probiam, which for ail we know, could have been the root causs. Does
your Mitaubishi heve any water problems?

My next move will be to contact the Charotts Obsorver and he TV stations in town. Neediess to say, the
one that Is going to take the brunt of i will be the dealer.

Mr. Joyal, should | end up In court aver this with Bank One, rest assure 1 ' will take every liberly to axpose
you, the dealer and 1he bank for lack of affimetive acion. All | will have to do Is to asgk the judge, “Would
you put a loved one in a car that demonstrated this kind of problem?”

You betier come up with a different answer, because this Is nothing but Mitsubishi glicking thelr head In
the sand next to the desier and Bank One, Remember, you were not thers, | was, | saw the ook in thelr
syes and | haard the words of the seqvice manager and general maneger.

The suggestion of the MmumumnkmmMmhMMmewmmw
Infini. My suggastion to you [s to find someone in your company, probably your legal siaff, to make &
humanttaran and executive decision. As a *Mediation Manager”, | would suspect that call has 1o come
from someone high In the food chain.




- L

This Is pot a threat. | am merely exerclsing myy rights and | am reporting facts, not opimkon.

Customer Satisfadtion ... you mhmmmmmummmmmmm
others. When | told the general manager | was getting Imto a 2004 Audi Quatiro, including al
mmumafnrlmmmmﬂmHMmmMMMMdewﬂmmmﬂ. Thare is
someone who Knows haw to sefl your value,

I | do not hear from you by May 267, | will teke it to mean you have no intarest and | will lmmch my
campaign. mshnmguimtuhendlmrmﬁmlmw. The embemassment alons will cost you and the
dealership mare than the balence on the secourd. Do the rght thing.

Regasds,

Cc: Raybum Cooper & Durham, P.A.




