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Friday, Scpirmber 24, 2004

Ms. Stephapie Pisello
Land Rover North America
555 MacArihur Bhd.

Maehwah, NJ 07430
Dear M. Pisello:

I am writing with regard to #6487529. Enclkzed are copies of service reports fiom both engine
failure ineidents on my 2004 Land Rover Freelander and the replacement of the window pillars
for a separate safety lasue. In addition you will find & ¢opy of my DOT Awto Safety Hodine
reporting both of these incidentz. In both cases, the engine light came on as I stepped down cn
the accelernins from & standing position, The engine lorched forward and sialled stranding my
Freelander i the middle of a major highway i Michigan and the middle of an intersection in 11,
I waa able to start the engine end move the vehicle out of the mtersection after a 5 minude waii for
the tow track. Those failures cocurred on:

s May 17, 04 at 4,000 miles
» July 19, 04 at 6,000 miles

Keeping in mind that I purchased my vehicle from the Fredecick, MD dealership on March 18,
2004, stall fadhures at 2 and 4 months are nnacceptable. Most of the failove codes were identical
in both incidents. Either the Grand Rapida dealership never did the woek they said they did, or
they did it bat it didn’t scive the real problom. Why else would the Naperville dealership get the
same codes?

What I3 particularly irritaling about the Grand Rapids incident is that Mr. Chad Ruhl, one of the
salesmen at that dealership, commented to my hoshand “If you had bought it here, this probably
wouldn't have happened ® His remark wasn’t cote; it was offensive and leads me to believe that
service would alwsys be a problem with that dealership.

My level of concern for my safety and thet of nyy passengers continues to run high. Consequemtly
we limit our driving that vehicle and NEVER pull into teaffic without fear of failure. Since my
work as 2 consultant requires me to travel frequently, | am using my other car.
I wowld Yke Land Rover o settle this matter by cither:
A. Replacing the vehicle with a comparabls new vehicls at no additional cost to me
OR

B, Teking this vehicle back, returning the dollars that I have curmently invested in oy down
payment and monthly payments and letting me walk away

I've tried talking with the dealership in Naperville and they are unable or vnwitling to work on
either of these approaches. The best they can do is to sell me & new vehicle and give me crodit
for the gresily rednced USED vehicle that I own. This is not & satisfectory resolution in my




I've contantind the DOT Auto Safety Hotling and notc that you have one other identical failure
reporied there, When I asked about similar problems with other vehicles, both the Grand Rapids,
MI and Naperville, IL dealerships report they have had other identical incidenis with 2004
Preelanders.

Finally, I don’t want your $10{ dollars; I want a relizble safe vehicle! To suggest that my time,

anfety, lost mcowe s extra miles traveling back wnd forth getting my Freelander serviced i
worth that amount ien’t apprecisted. I lcok forward to hearing from vou.

Sincerely,
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Land Rover North America

Aungust 10, 2004

Bloomiogton, IL

Denr I

1 regret 1o boar of the difficuliies you bave encowtersd and want to assure you thet your concerns Twve becs toted,
Woe appraciate you taking the time to make us awars of your axperience. The stisfaction of Land Rover costosers
in our top priority. Customer fieedback like yoars affords wa the opportmity to continually improve oar customer
sarviee, 'We apalogine for any lapae in quality service that yon may have encovmtered.

Plessa accept the sttached gift cestificate, which ia redeemeble towand the purchase of a Land Rover vehdcle kis,
Land Rover Gear or maigtenance service at any methorized Land Rover Center. W hope the certi Gicate pravides you
with resceyrance thet Land Rover is dedicated to Improving each customer’s ownership experience,

Thank you pgain for bringing these coscerma to our sttontion. Please do not besitaie to contact us wt 1-800-537-5837,
opoa 9 shoukd there be any fiztare isnica with which I may assist you.

Sincealy,

e Pisall
Customer Felaticaship Centher
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