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Summery of issne: The car required 3 hood liners in less than 5 years. : 3
Summary of complaint:

Mercedes Benz congiders replecement of hood liners normal wear and tear.

Mercedes Benz ts unwilling to investigate the causes of the problem,

Mercedes Benz mplies that I will have te pay over $3130 every 2-3 years to replace the hood Hner
as lemg as I own the vehicle; and considers this norimal practice.

Background:

* I ook possession of the car on 2/1/2000. I purchasex] the extended warrantes paclkage,

* The 1% hoad liner became brittle and disintegrated. It was replaced i Jarmary 2003 (hood tiner
Iasted less than 3 years).

* The newly installed (the second) hood liner also becarne povdery and Literally fell epart Iess
than 2 years aftor installation; it too had to be replaced with yef & 3 hood liner an 1/26/05,

I ¢alied the dealership in Dayton Beach; I called the corporate offices of Mercedes Benz. The
answer was always the same, “sorry, but the liner is considered “trim™ and as such not coverad
under the extended warrantee™

Kindly refer to the following mtachments for more details;
1. Comespondence from me to Mercedes Benz, explaiming the problem, asking a few
questions and recommending an squitable resolution.
2. Correspondence from Mercodes Benz (MB) in reply to my letter in which they restate
their position without answering any of my questions or addressing the issues raised.

Purposes of this nnie:

1. Bring broad public and regelatory ewsareness and atiention to this costly
car ownership problem that MB considers “trim™ and rafuses to address,

2, Investigate the possibility of similar hidden defects resnlting in continuing
un-necessarily high costs to consumers in this and other MB producis.

3 Aggigt in starting a data base to nid in investigeting this and other product
or component defects and quality failures i MB products.

4, Pressure MB to address component malfinctions and treat their customers

who bring these issues 1o their attention fairly and aquitably.,.

CC: Mercedes Benz 1JSA, Ing




Customer Service

MB USA

One Mercedes Drive, P, . Box 350
Montvaie, NJ 07645-0350

02/02/05
Re: 2000, MB 500 SL VN woBFa6sFx Y

T'bought the above car on 2/1/60. | purchase the full extended warrantes package for
added peace of mind.. .

The hood liner became almoast lotally pulverized and tumed to g near dust ik less than 2
years. The liner was replaced, under the terms of the warrantce, on 1/13/03, see etlached,

Upon discovering the problem, { contacted the derlership and was told by the service
department representative, Tim Aldridge, that the liner was not covered under the
extended warrantee. ] asked M. Aldridge to order the part so that COmective action can

the deterioration was fairly common aad that he “see quite a bit of it and replaces quite a

I called Dana Wilson at the Dayton dealership and obtained g copy of the extended
warrantee agreement. There’s no mention of the hood liner as a covered to not-coversd
item.

I called the MB extended warrentes folks who informed me that the liner “is & trim item™
and gs such not covered. Onee | informed them that it had beer, replaced only 2 vears -
earlier, | was asked 1o have Mr. Jones, Daytona Service Director, inspeet it to see if there
Mr. Jones Iunk.cd at the liner on 1/26/05 and stated that it looked normal.

The liner was replaced on 1/26/05 to the tune of § 332.58, see attached,

I'm enclosing a piece of the Jiner that was tucked under the hood flanges and a piece of
the liner exposed 10 the engine area.

I'have the following concem; regarding the hood liner jssue;

1. Is there something fundamentally wrong with engine of my car thai is so
caustic to the liner that it causes it to deteriorate in 2-3 years? :




2. Is there an inberent manufacturing problem with ihe engine/ engine
Camipartment of the 2000 SL 500 cars?

3. is this finer materia! speci fically designed for the St, 5007 And, is it designed to
be repisced every 2-3 years? Le, am [ expected to spend over £330 every 2-3 years fora
new liner?

4. Is there a compasition, des; £ or manufacturing defect in the hood liner that
causes it to ill perform?

3. 1s hood lirer deteriotation a problem in all SL 500 cars? And at what rate/
frequency de these failures ocur?

6. Is hood liner deterioration a problem in all MB cers? And at what rate/
frequency do these failures gecur?

I have the following expectation;

In light of the fact that I have never had to replace & hood liner in any of my American,
Japancse and German (BMW) cars, some of which I pwned for as long as 12 years (the
last 7 years in north Florida, at my corrent address, | expect ME ta-

i. provide me with a satisfectory answer to the above fuestions

2. refund me the full cost of replacing the hood liner on 1/26/0%

3. Assure me that gither the probiem has been solved in the baich hood liness
installed on my car in January, 05 or that the company will replace the kogd
liner at their/ your expense if the liner should need to be replaced again as
long as 1 own the car,

I consider this a serigyus erough concem, in tems of cost and potential damage to the
hood paint and the condition of the engine compartment. 1 intend to follow this o a
satisfactory conclusion. 1 would appreciate a quick and setisfactory resolutiony; [ do plan
to pursue this matter firrther,




! Mercédes-Benz

Mercedes-Benz USA, LLC
Customar hesistance Centar

February 28, 2005

ugustine, -

Subject: Model 2000 51500
Serial No. WDBFAGH

Dear Mr-

Thank you for your recent Istter and telephone call.

We regret to learn: of your disappointment with the hood ingulation in your SL500 and
apologize for any inconvenlence you may heve experlenced.

When we speke (1/14/65), I confirmed that the hood Liner is not a covered component of the
Mercedes-Benz Extended Limited Warranty, and that it s considered a wear and tear item. As
such, we respectfully decling to reimburse you for the recent replacement.

Mr. Mirzai, please be assured that Mercedes-Benz USA will continve te honor its commitment
to you under the remainder of the terms of the Mercedes-Benz Extended Limited Warmranty {4
years/100,000 miles, whichever comes first), if required and applicable. Should ar authorized
dealer request, we stand ready to provide technical assistance through our regional staff.

Should you have any outstanding technical 1ssues with your vehicle, we suggest that you
speak with the Service Manager at an authorized Mercedes-Benz dealer.

Your patronage of our products means a great deal to ug, it we are unable to provide the
coverage you seek. We realize this is not the response youn anticipated and solicit your
understanding and acceptance of our company position.

wincerely,

et bt

Lois Grillo
Customer Relationg 1iaison
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