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Vision Nissan Corporation
P.0.Box 191 '
Gardens, CA 90248

October 13, 2004

RE; Nissan 2001 Xteira Recall £ Repair Issue
Dear Sir or Madsm:

I would like to bring to your attention an cvent I recently experienced on 9/12/2004 during a service visit at
the Vision Nissan dealership in Wehster, New York - the result of which I incurred vehicle repairs costs
totaling $673.98 - Invoice 48822, In thie letter I will provide background information, which led to the visit
. and my dissatisfaction regarding how the matter was handled.

In April of 2003, I received a letter fiom Nisgan Corporation advizing that the 2001 Nissan Xiterras had
safety issucs with the rear axel seals and that I should take my vehicle to my dealership to have the sezals
repleced as part of a Nizsan National recall. Immphedhyrutmnmgﬂ:emclnudmfmmahmmdmd
proceeded to have my vehicle serviced on April 10, 2003.

The resr axel seals ware replaced ot no charge at the Vision Webster location in Webstet, New York. Duning
this visit I felt it important to thoroughly ask necessary questions relating to the seals since I was concerned
sbout the safety of the brakes if the seals were to fail. [ was advised by the service manager, Dan, that I
sheuld not experience any further issucs and that they felt confident there were no further safety issues. He
- stated that the scals, which were installed, were better than the ones that came equipped with the vehicle. I
was happy with hoth the service and respongiveneass I received at that time.

Until my last visit, I have been very satisfied with my vehicle and with the Nissan Corporation as an
excellent and reputable auto manufacturer. Prior to purchasing my Xterra, I lnoked at a mumber of other
SUV*s but felt T had made the best decision with the Nissan Corporation since in my mind not only had I
received the best value for my money, but alsg had an imew of Nissan's outstanding reputation for customer
service.

This being said, I have {aken great pride in knowing that not only had I believed I purchased a top quality
vehicle, but also felt confident that I contributed to the safety & reliability of my vehicle by providing
" excellent care for my vehicles’ maintenance since my purchase the fall of 2001. During the time of my
pluchaaelwasadﬁsadmylmieﬂiociom,ufWebsta,thatImﬂdhawuﬂchmmdwﬁcepmﬁ:mud
at the Vision Hyundai dealer in Hennctta, NY, a “sister compeny™. This as part of a collaborated setvice
eﬂ’ortﬁarﬁmrevehiclemamtenmonhdnlfnﬂ’mﬂmsm

Hnedlmtnmyomthepastthmeymmmt nfmy service visits tookplmeatﬂleHmneﬂalnca.uon. This

madsitenance included: regular ofl changes - appmximalclywmrmmmmﬂm a 30,000 mile complete tune
up, replacement of front brakes & rotors, front-end alignment and tire rotations on a regular basis,




DnSeptunberli,!ﬂm,whﬂchaﬂngmnﬂdﬁﬂngemdfournuwﬁrmplnmmywhida,lwasadﬁmdby
the Vigion Hyundai Service Manager, Greg, that the rear drum wheel was covered with grease and that #
appearcd the rear axel seals had burst. He stated that this contaminated my rear brake pads as well as my
rotors. 1 advised Greg that the seals were a recall issucs the year prior and that I would contact Vision
Webster end advise them of the problem sinca they had replaced them a year prior.  He stated that the
vehicle was unsafe to drive.

I called Vision Webster and spoke directly with Eric the Service Manager who advised me that the rear axel
geals were in fact a “national recall” end that they would be “covered vnder warranty” and that I would have
to have the car towed to their location in order for it to be covered. I immediately had my car towed to that
location for them to begin the repairs,

Afier Bric had a chence to review the damage, he advised me that the rear axel scals had a werranty on them
of 12 months and that since they were replaced approximately 16 montha prior, they were now out of
warranty, He advised that I would have to incur the entire cost of repairs. This is the first time I heend that
the rear axel seals came with a 12-month warranty. This information was never mentioned to ms af the time
of my service visit in April 2003,

At this point, I called Nissan Consumer Affiirs and placed a complaint with them. After two days, I
received e phone call from Nissan Consumer Affairs advising they investigated the claim, but were denying
responsibility for the repair & labor costa.

When I picked up my vehicle at Vision Webster, I had the opportumity to speak with the General Manager,
Massimo Castelli. During our conversation, 1 was disappointed and folt somewhat outraged with some of
the comments made to me at that time. When I asked him whty the resr axel seals had been replaced twice
in less than two yeers, his response was.... “With anything, there is always a probability of failure and that
nothing is 100% guaranteed to work full proof”. This statement was not acceptable to me since the thought
of failure makes me question the quality of the vehicle as well as the safety of my family. My response was
that 1 was disappointed with this statement. He then he proceeded to assare me that my case was “an
isolated incident”

He further stated that had I hrought my vehicle in to have it serviced at Vision Webster vs. Vision Hyundai,
pethaps Consumer Affairs would have been more favomble in their decision. This stalement was
contradictory to what I was directed to do at the time of purchase; again that I could go to the Vision
Hyundai in Hesrictta for any service needs: That both conpanies were under the same “parent company™
and worked together to service Nisasn custemers.

At the conchusion of our conversation Massmmo reiterated Nissan Consumer Affairs’ decision advising,
again, that they would not be responsible for the costs. T did receive approximately 10% off of my bill az a
discount for what they felt was a customer inconvenience,

Needless to say, I was not happy with the resolution of the customer service I received and am requesting
that Vision Nissan investigate this mattex. Again, the recall part failed and as a result cavsed demage to my
break pads and rotors for which 1 had to incur the cost, not to mention the time and aggravation associated
with this experience.

In addition to everything outlined herein, [ now have strong reservations about the safety of my vehicle as to
whether these seals will last and when and if they will fail again. This entire matter has led to me wonder
whether my case is an isolated case or if there have been others who have shared such a similar experience.

As a committed and loyal customer I expected better customer service especially since I have been
sxtremely committed to the preventative maintenance and care of my vehicle. 1 feel that the repair costs
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« ghould not have been my responsibility and am secking reimbursement from Nissan Corporation for
$673.98, which again, represents the total cost of my service visit on Seplember 12, 2004,

I would greatly appreciate your promypt attention in this matter and am looking forward to hearing back from
you on this isaue,

Sincerely,

Xe: Attorney General’s Office
National Highway & Safety Burean
Nissan Vision Webster

Vision Hyundal Henrietta




