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Sant Monday, Hovemnber 22, 2004 8:53 AM
To: astinmerassictidalmienchrysiar.com

« I
~

11-7-4

Deur Daimler Chryeler; Dodge Truck Divialon at
cistomerassistiicialmierchrysier.com !

A8 a Former Director of Sarvice Cperations and Technical Support for m mejor
manufacturer of heavy duty off-rcad conecructlon eguipuwent, I feel 1t ie my
responelbllity to inform you that you have violated the single most
important tanet of providing GOCD QURTCMER SERVICE. To be more gpecifiog
you have simply DRCIDED KOT TD LISTEN to what it is I have been trylng to
gay. Instead, you hawve attempted to Jdeflect the REAL issue{a) by searching
for ANYTHING that will shaclve you (and your corporaticn) of any
accountabllicy andfor culpabilicy regarding the real prohiemis). You do
this evan if the @ources you uee are incorrect, mialoformped, or just plain
flat-cut WRON3. Does my ooatestatlon of a few incorract chaervatiems of
your damler support network not werit sny (resscmable} conelderaticn? Coes
the facot that I offerad to meke %y vahicle avallable for your furthar
lospection ook garner any sense of truch, sincerity, oor resdcsablensss on
my behalf? what about tha digical photop I also offsred for your revlow?

Chavzvacion and Comment:

#1) you seena to 'hang your hat' on tha incorrect observation frow a daaler
of yours atating that I have emploved & 'lift-kit' on wy wvehicle, thereby
‘mggravating' the front ball-joilnt altuation. Rothing could ba fuxthsr from
the truth as stated in oy pricr emails,

#2) you STILLL have not answersd wy question regarding the gafety lamaue,

I¥ mafety and the overall well-being of your customer not paramount in the
abijeative of your job performance? You never did sdvisw on the risk andfor
dangers of continued operaticn ap I requaedted.

$#3) what about my cother guestion where I asked who the original supplier af
tha suspact ball-joints was? 2And YER, by the way, I am alec well awars you
hawve adviged the U.8. Faderal Govermment'a 'Safety Advisory Group'. tfha
NEIBA that you have in fact, changed to an alternmate ball-joint suppller
fcall WETEA at 1-08£-327-423€ mnd aak eimply them for varificationl. NHow,
cortalnly you can ampathize with ms as I am currently faced with having to
repair my 2 YBAR-OLD VEEICLE At my expeade and OBVICUSLY oo oot wigh ro
purchase 'suspect’ ball-joint frowm you prlor supplisr. 8o, I beg of you,
why do you refuse kg aselat me further by not adviaiag exactly who was your
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prioz wenddr/supplier/manufacturer of the sepect ball-iocinta?

In today's highly competitive auto izndustry, (anmual] markat sbhars and
customer retencion i measursd in tenthe and éaven handredtha of a singqular
percentage point. I find it gquite appalling that you make veary little
affort to keep me ad a satlisfied customer. 1 have been always been loyal to
both your product and market diraction...... but, juat 1like in the pasr, it
now appears that "mipimizing your corporate sxposure™ is mcore ioportant than
sioply listening to a good customer.

Hawvm a nice day.

Binoeraly,

Lac Wl

Fxou
Sant: Priday, Cotober 2%, 2004 1:28 MM

Ta ;. cusiomerasssihdalmierchrysler.com

cc T
Bu.'bia::t.: Bw: Dninlarchila r Customer Agsipbance Rafarsnce Humber -

Dear Custower {non}hspletance Personnel:

It appears your ENTIRE argument for NOT aspisting wme on thae defegtiwve
aamufacturing and poor qualicy issue of the suapect Ball Jointe hinges cm
your statement of 'Oversizad Tires AND a Lift Kit'. Wall, well, well. II
thig arqument gosm aIWay....... I can then ageume you will be able to meailst
mel"'l |Emnt?

Well folkn, there ia MO LIPT KIT OM MY Vehicle.....AND, the 'OVERSTERD
TIREA' that you refer to arw the NEW ooes I installed just last week.
Remenpberil}i The reagcn I was told the Ball Joints ware dafective ia
becauge I HAD REQUESTED an ALIGMMENT bhe parformed IR OOHJUNCTION with che
new tires I just purchassd {receipt available}. Alsa, the ORIGIMAL TIRES I
just took off have about 20 - 25% of the ORIGINAL tread REMAINING and show
¥O INDICATION of suspact or faulcy Ball Jointa.....and, the vehicle rracked
gtraight ahessd and had no shimmy nor vibrations. From mn aogineering
pazapective; The Blgger Tires would WOT adveraely affect the psrformeance nor
longevity of the Ball Jointa, amyways. {note: thass are ales the SAME EIZED
TIREE your latem: Dodge Truck ESalem Titerature advertises and 'brage' abouk
in its newept product line offarlage!.

A3 I'va paid before, you pasd to forward this to an indiwvidnal in a higher
anthority with more experiemge in these issuep ap I fear all of thia will
neat likely come back to baunt you.

Bd: My velicle i@ readily available for your inspecticn, anytime, ox, I can
provide digitals of aoything you wigh in reference to suspensicn, stc. By
the way; my leat questicn saskad ebout the safety factor imvolvad with ny
continaing to drive this vehicle wirth tha Hall Joinka 1n thetr current
condition......8xl your angwer wagiiFeye

Thanking you again far your oocntlnusd assistance.
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Now, my wvahicle im READILY available for your INSPEECTION if ycu so warrant

»From:; cusbomeramplst <coustomerassisbifdaimienchrysier.com:

*Reply-To: customeraseidt <austomerassikstikiamienchnster.ooms

>»To4

:Euhlecl:r !. !HEB!EI !B!cn&r !nintame Reference Rumber

1,23:14 -0400

»Tharks for your addiclonal informaticn. We had 8 chance to discuss thim
sconcern with Brian, the Service Manager at FOMMERENINI. Ha advissd
sthat you have ovardized tires om your truck s well ag a lift kit. He
>atates that this may bave contributed to the prohlem you are having.
»Due to this, we would nok be able to offer assistance on the rapair in
»quostion. If the addition of higger tilras ané tha lift kit compromizes
sthe intmgrikty of the suspension, then wé would not be abls to offer
=agdlatance,

>

=1 am sorey 1 cannot provide you with a more favorabla reply-

>

-

»Thank you agaln for your email.

>

»NOTE: Dleapgs do not uge the 'Reply’ functiom of your emmil aystem. If
=y bawve & need to reopond to this maEsage, pleage vigit ue atb our
»raply form (1link provided below). Our system ig HOT able Lo accept any
semalls at this address.

>

»For any Future communications ralated to thia emall, pleass rafexr to
sthe fcllowing information:

»>REFERBNCE NOMBER:

*»REPLY LIKEKi

ahtip:{ oo chryster.com/wesapp/woosbrand. formsy s/ reply Jsprk_ID=KM

»MI014212C0KME

F

=

*»Sincerely,

EJ

sMichasl Fairo

»Senicr Staff RepresentRtive

sDainlerfhrysler Customez Asaistance Cantar

>

o>
»original Meapepge Followa:

» RE: Dodga Dakota Ball Jointe - Referance RNumbs
»

Ed

s[sar Custooer Reeiatance Permonis):

>

»As you suggemited, I tock gy Dodgs Dakeota ke the local Dodge Servielng
sDealer for Ball Jointk wvaluation earlier today. They did conform thakt
»ALL of my Ball Joints do require zeplacement. The Bervicing Dealar la

hitp/fby24 5. bay2 4. hotmail man.com/cgi-bin/getmep?mes=MEG1 1011 35566.0dstart=20... 11/22/2004




MSN Hotmail - Message

l.l"

sPommersning Dodqe Jesp at 264 North washburn Street in Oshkash
siipconein 545304, 920 236-3113, Pomweraning mggested that I re-oontact
syou with the latanst informaticon concerning their avaluation and/or
roxamingtion.

>

»I will ba flying to the West Coast on buminess for the naxt two weekd
sand wiew thig ag an ideal tims to have oy vehicle repaired as I would
»then be able to leave my truck ait at a Dealer while saild rapeixm pra
»parformed .

a1

»may oot elect to take my truck to Pommersning io Oshkosah as I way find
»Abhold'y Garage of Mt Calwary WI or Holiday Auto of Fond du Lac WI to
sbe mora comvenient and/cr accommodaring.

>

»1 om alac aware that you are now using a differsot supplisr for the
»Ball Jodnte. I am hopling and asking that your corpoaratlion make a
»'policy declaion' or 'aspecial warranty conelderatlon' regarding the
arepalres of my wehlcle [including an aligoment). However, IL I am
»forced to repair wy wehicle at my own axpsnsa, I would like you to
sprovide me wirth bthe vendor who previously supplied the suapect Ball
»Jolnte ad I certalnly do not wish to do business with them. 1 hawe
>just inetalled new tires on my veahicle within the last wesk [small
>fortuns 95%5) and would ncw like to have it mligned so thabt unevenh wear
»doms not Tesult due to the Ball Joint lesue.

»Alpo, pleas= odviae ¢o how safa it ie to operate uy truck in ite
sprasent condition.

b ]
sfingerely,

£

WOV WY W W W ¥V W

*FXom
»fent: Thuraday, Octcher 28, 3004 10:37 AN

M cushomerassistddaimlershrysier.com

=»Ca
sSubjact: Re; DeinlerChryaler CupcoAper Ma!ltm _

Fd

»Dper Dnidentifisd Recipient at Dailmlerfhrysler Motora Customsr
sAgalatance:

>

»Thenk you very ®ush for being oo insisteat that I return to the Dodge
sDealsr to hava my vehicle inspected. EBarly this morning I atopped at
»my Dodge Dealer tc make an appointment to have my wehicle checked, and,
squesid what???? There wag a 4 Door 4WD Dodge DRECTA identical to mine
»[except for the ooler) sitting 'disabled' and parked direckly outside
»tha Sarvice Bnrrance (eee attached picturer). Ey the way.....you will
srecall that earlisr this week I hed snmquired about a 'milant re-call’
sYegarding Ball Jointe? Well..... it WAS the Uppar and Iowar Ball Jodnte
»that failed i(shile the vehicle was belpg driven at unknown spesds] on
»thism tTuck (eew attached photom}. I suggest you forward this email to
>your Superviscr, or, battar yet, alpo send it to the Director of
sCugtoner Support and Cemaumer Affaire.

>

>NOTE: You can plainly sss my own garsonal vehicle, a Black 4 Door) in

Page 4 of 6
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stha” foreground of the let photo, and, I do have mumerous additicnal
sphotocs avallable for your review, if you ao desire. Now, what wlll be
»the naxt racommended courde of aotion? I oan ba yesached vis my
>celluler phone at_ Thank you vary much for your times and

»asslstance

-
=fincaral

»From: customerassist «costoréeRssistibdalmienchiyelern, com:
sRaply-Tor cuatomerassist ccustomerassistfidaimierchrysier.com:»

2 S,
»Hubiect: [ miA [] atance

sDatea: Wad, 27 Oct 2004 1610B:36 -0404
-
o
>

sThank you for your recent mmail to Dalmlerchrysler Motors regerdiog
FYOUL

»'02 Dodge Dekota.

Y

abur records indicate that you contacted us previously amd were
sadviped to have the wehicle iospected by your servicing desalarship.
s¥ag the vebhicla inepected by the dealer? If so, plasss provida the
shames of the desler. Thanks for your patliance iao thia mattar,

-

»Thark you agaln for your email.

*

sNOTE: Please do not use the 'Reply' function of your emall eyatem. If
»you have & need to respend to this message, please vizit us at our
sraply form (link provided below). Cur system 1s HOT sbla to accept
sany ewails at thip sddreas.

.

»Por any future commnicationg related te this small, pleasds refer to
sthe following inf i

»EEFERENCE MWUMHER:

>RERLY LINWNK:

shittps/fveww. chrysler comywoosapp,wocsfbrand_formsy/us/reply Jspitri_ID=
»EM

*M2 010011 C0KME
-

»

sfincarely,

>
sMichamsl Fairo

sSenlor Etaff Reprasentative
sDainlerChryslar Customer Aasistanca Centar

»
>
sOriginal Meseags Followm:

Category: US Custower ESsrvica

¥U Y Y VYN Y Y YN Y Y NYYY YV Y yYYY Y Y Y YYYYYYYYYYYYYYY Y YYY Wy ¥y VY NY YW

L
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»T ¢wm & 3 ysar old Dodge Dakota 4-Door 4WD w/every opticm. I juet
singtalled new tlres for winter, and when I amked for a fromt-and
»aligoment T waa told 3 of tha 4 Ball Joints raquire replacement and
»the

»4th showed axcessive wanr. This is only 1 ywars old

- Commant

» nm————

»Corporats Pecpler A 2 year old vehiclas sbould not incur repaira such
-as this. It makes ma wonder if the competition could be any

sworge{?) .. .-

1

»like Dodge and have been quite loyal ovsr the yeare {chack your
scomputer recorda). Incidentally, my wife alsc owné a new 2004 "cuatom!

W W W W W OW N W W

>JEEF w/every avnilable option, and ghe is very content. Pleaue keep
Tl

»loyal and happy with your produgtis]). I am not afraid to pay
»(proventive) maintsnance and oparating costs on my
svahiclag.......but, I alao have an engineering background (includeo
sengine deeigo and sndurance af wall ag warrYanty

sadminiptration) and this is not an accaptable time frsme Lo these
scomponentd o require attention and 5§§555. I appreciata your
~oonsideraticn amd lock forwerd to your timely zespones. Oincerely,

¥ ¥ VY Y YYY YYY Y RYY

Sender Infoxvacion:

@
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-
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»FREEI
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-
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