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1.5. Departoent of Transportation

National Highway Traffic Safety Administration
Office of Defects Investigation

NVS-210, 400 7th Street, EW

Washington, DC 20590
Aupust 5, 2005
Re: NHTSA ODL# 10131732 for my 2002 Chrysler PT Cruiser, VING 3csl='yasn72'r-

Dear Sir or Madame:

I am filing & compluint with your organization regarding my 2002 Chrysler PT Cruiser however, your
webgite would not permit me to include the entire contents of my letter. Therefore, [ am submitting it via
mail to you slong with all supporting documentation. The details of my eomplaint are discussed m the
attached latter and supporting docurnentation, which I also sent o Chryzler. Flease review the
attachmerts for all the detmile. Please respond as soon a8 possible and agsist In amy way you can.

Sincerely,

&
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ol.gov
o m Office of Defects Investigation

vOQ Conflrmation

Your Complaint Inforrnation ks successfully submitied.

Your Confirmation number {ODI Number) is: 10131732

Your Complaint Information
Consumer Information

Org. Nome :
Addrocs :

Clty, Srate, Tip :

==
USA

Dwythme Fhane &
Evening Phone ;
Emall :

Compiaint Information

Damcviption ;| Halla. T tried copying and sasting my letter into this box howaver, rmy ketter
Is koo long. Therefere, 1 em completing this online form and then will mall In
ry &rrtine latter, documentation and the ke to your maling address along

with a copy of this aniing form. kaint Is regarding my 2002 Chrysler
PT Crulser, VIN# 3C8 n R s relating to the fact Chrysier
refuses to repair my vehide and activa NHTSA racall #

D1Y¥ZEE00D (Instrument Clustar Problem), Today, 8/5/05 T will mall rry leter
detalling the entire protdem but I am submitting this particn anline to get

the E starbed. Thank you for your ime and attenton. Sh:nml_.r-

Inidenk Doty ;  4/7/2005 Are: Yes
Mum. Fallures: I Property Damage: Mo
Num. Deathw: 0O Craah: MNa
Num. Injured: 0 Pollo: Roport:  No
Referral Source:  [NTERNET
op
Vahida Information
VIN: AEFesEsITIE Purchmses Dute @ 4716/2002
Manufscturer: DATMLERCHRYSLER GORPORATION
Yaar, Make
and Model :  2002/CHRYSLER/PT CRULSER OHginpl Owiter :  Yes
#of Cylndera: 4 Trane. Typa: AUTCMATIC

EmginaSize: 2.4 Uier VehicaDetalls Usags :




Crulse Control:  Yes AntBock Aralkkes @ No
' . Current Mileaga : 99656 Spead: 45
Fellyry Milgnge 1 52500 " Powartrain: FRONT WHEEL DRIVE
Body Style:  STATICHNWAGON Fual Sysbem : FUEL INIECTION
Fual Typa: GAS Vuhicle Typs ! MULTIPURFISE PASSENGER VEHICLE
Vehkcle Companent Inforrmnation
Componant 1: BEECTRICAL DEM: Yes
SYSTEM:WIRING:INTERIOR/UNDER. DASH
Componant 2:  INTERIOR LIGHTING DEM: Yes
Vehide Dealer Informetion
EDealer: 1
Mane . HW. Hunter [nc - Chrysler, Jeep, Daaler Type : SERVICE
Dadge DEALER
Address: 1130 Auto Mall Drive
Lancaster
CA 93534
Destlér Phona:  G61-245-3411 Danber Fax:




Teicphone: I

Dr. Dieter Zeische, CEQ
: Daimler Chrysler
i P.Q. Box 218004
Aubwn Hills, MI 48321-8004

August 5, 2005
Re: My 2002 Chrysler PT Cruiser, VIN # 3CEFY553?21-

Dear Dr. Z=tsche:

1 own a 2002 Chrysler PT Cruiser Limited Edition, VIN # 3CEFY6SB72THI This iz my first
Chrysler product I have ever owned. I maintain nry vehicle above and beyond factory specifications /
requirements (i.¢. I do oil changes sconer them required, T alweys use Mobil 1 Synthetic and Mobd 1 Oil

. Filtet, | had my transmission fluid and coolant all flushed and replaced within factory recommendations,
ctc). My most recent vehicle service was at H.W. Hunter, Ing, Chrysler, Jeep, Dodge located at 1130.
Aute Mall Drive, Lancaster, CA 93534, At the time of this service on April 4, 2005 1 had 92,529 miles
an my vehicle. Alfthough my vehicle is out of the 3-year 36,000 mile bumper-to-burmper warranty, it was
still within the 7-year 100,000-mile Hmited powertrein warranty. .

I have never been happy with the service of H.W. Hunter Chrysler, however they are the only local
dealership within ary reasonable digtance, In fact, one time I actually drove mry vehicle 75 miles zouth to
Westoaks Chrysler in Thousand Oaks, CA strictly to obtain better service. I only trought my vehicle
back to H.W. Hunter out of convenience and hoping that my pricr experizshees were just strokss of bad
luck. .My most recent service with H.W. Humter Chrysler wes April 4, 2005. Among the vehicle repairs
{0 be addressed when I brought it in an 04/04/05 were: the power steering Tecall, 2 transmission leak
which was causing my car to shift out of gear on its own, a replacement of one front passenger fog light
bulb which had burst, and a safety/electrical 3sue with the mstrumment cluster,

The power steering recall was completed just fing, I was advized by Ozzie Quinones, Service Advisor at
H.W. Hunter Chrysler, that my trangmigsion leak wag cosered by the 7 yesr 100,000 mile lirmted
powertrain warranty and that there would be a $100.00 deductible for it. Az such I agreed to the repair on
those terms. I was told that two fop lights were ordered for repatr, and I again advised that the repair
order only requnres one fog light for the front passenger side since the driver’s side did not nead to be
replaced and was watkitg properly. As such one fog light was repaired. I am not sure why they tried to
sell e om servicing two fog lights when only one needed repair.

Adter the transmission repeir had been completed, Mr. Quionones telephoned me at work and now
advised me that the tranamigsion repair was not coversd under the limited powertrain warranty and 1
" would have the pay the more than $500.00 for the repair. 1was eppalled at this inconsistency. 1was first
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advised that it was covered, agreed to the repair with paying the $100 deductible and now after the repair
was completed, 1 was advised that it was really not covered becanse it invelved a solenoid repair, which
was nat covered by the warmanty. After arguing back and forth, the dealership finally agreed to stand by
our initial ggrmmﬁmdmmther&pmundawmmtyand[mchargedﬂmﬂﬂﬂﬂﬁ deductible as
initinlly agreed

Thcﬁnalarmnfmmnmﬂmaafetﬁeleuuicalisaue. Prior to brining my vehicle m for service, while
I was driving with my girlfriend on the highway, all of a sudden we heard & pop caused by a spark within
my dashboard above where the speedometer {s (also known as the instrament cluster). We then
immediately smelled a buming smell and then white smoks came billowing cut of the instrument cluster
while I was still driving on the higbway! Lhad to pull off the highway. Luckily the pop, spark and
subsequent burning did not affect the engine however, since then, none of instrument cluster {like the
lights on all of the gauges, lights on the center console and lights on {he shift lever area) is working;
although the overhead lights on the headliner do work properly. [asked the dealership to diagnose it.
They notified me that the instrument cluster *“circuit board was burned” (see the ettached repair order for
reference to this quote) and I would need a brand new instrument clugter. 1 wea charged $81.00 for the
diagnogis of the problem but if I wished to pay the more than $600.00 to repair the instrument cluster,
then that $31.00 would be applied to the repair, Ofherwise, 1 am ot $81.00 for the diagnosis if [ do not
do the repair with their dealership.

I was unwilling to pay for this repair since the memufacturer should cover it because it is 2 safety issue.
Also 1 did not feel it was fuir to be charged $81,00 for a repair that should be covered by the
mamifacturer, To have a gpark or fire ignite i the vehicle, and while driving nonetheless, is a huge safety
somcern that no vehicle of any type should ever be expected to have; especisily coneidering that nty
vehicle is only three years old, regardless of how many milez it has on it..

I discussed it with Mr. Quionones who #aid I should contact Chrysler Customer Service ditecily because
the dealership refused to do the repair under any warranty. Before calling Chrysier I did some firther
research. on the PT Cruiser forums and clubs of which I am an active mepaber. 1 found that Chrysler had a
recal? for the instnument clustars in approxithately 43,000 2002 FT Cruisers. As you may be sware, the
recali number assipned to this by the National Highway Traffic Safety Administration’s is 01282000
and the recall date was 9/20/2001, A copy of the recall is attached, The recall reads as follows:

VEHICLE PROBLEM:

CERTAIN SPORT UTILITY VEHICLES ARE BEING RECALLED FOR A SOFTWARE
ERROR IN THE INSTRUMENT CLUSTER MICROPROCESSOR. UNDER CERTAIN
CONDITIONS, THE CLUSTER, WITH THE MATORITY OF ITS GAUGES,
ILLUMINATION, AND WARNING LAMPS, COULD BECOME INOPERATIVE,

CONSEQUENCE:

DRIVING THE VERICLE WITH AN INOPERATIVE CLUSTER COULD CAUSE A
DISTRACTION, INCREASING THE RISK OF A CRASH, DEALERS WILL RE-FLASH
THE CLUSTER SOFTWARE TO CORRECT THE CONDITION. OWNER NOTIFICATION
BEGAN OCTOBER &, 2001. OWNERS WHO TAKE THEIR VERTCLEN TO AN
AUTHORIZED DEALER QN AN AGRERD UPON SERVICE DATE AND DO NOT
RECEIVE THE FREE REMEDY WITHIN A REASONABLE IIII:[ESHGULD CONTACT
DAIMLERCHRYSLER AT 1-800-853-1403,
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Although | was never notifled of this reeall, and although my 2002 PT Cruiscr may not have originally
been considered to be ane of these 43,000 2002 PT Croisers recalled for the same problem, the fact that
my vehicle exhidited the same problem ag oited in the recali (i.¢, instrument cluster becoming inoperative)
and morecwer, my instrament ¢luster ignited & spack which restilted is smoke, menns thet my vehicle
should have sither been recalled slong with those other 43,000 PT Cruisers, o7 my vehicle should at least
now be covered by the recall.

] then called Chrysler on Apeil §, 2003 and File # 13394482 was apened. | explained to Chryuler what
the prablein waa, [ advised them what I thought was a fair solution based on the fact thet what happened -
- to my vehicle was a safety issuc that any manufactoer should pover, especially when there i an existing
recadl Foc that isswe for other cars of my same year, make and model. Chrysler refused to cover the repair
or refund my S81.00 diagnoeis charge fram H.W. Hunter Chryaler, citing my high mileage as the reason
for it not being covered. Inmy opinion, mileage nor three yesrs of mge iz not a factar in the instrument
cluster poing out, nor is it a factor in what caused the spark, ymoke and subsequant “burning™ of the
instrurnent chuster circuit board. Moreover, the servicing dealership did not cite mileage or age rs being
fwctor in the instrument cluster circuit board “burning,” s¢ 1 am not sure how a Chrysler Cusiomer Service
Representative an the telephone end one who has never seen the cat, ean make this determination that -
mileage i% the reasan for it net being covered when the safety issue is not related to mileage as all, and
neither is the sctive recall. Morsover, my high méleage iz ximply an axcuse for Chrysler not 1o cover this
safety electrical issue; &n issue for which Chrysler has siresdy serviced or iz servicing other 2002 PT
Cruiscrs with my same problem, and they sre servielng the problem for frec based on this recall.

After Chrysler’s refusal to properly and fairly service their customer and cowver this instrusent ciuster
repair and recaii, [ then tried explwining all of this to Ui Scrvice Manager st H W, Hunter Chrysler, Roy
Cook. 1 explained to him all ebout the sufety issue and recall issue however, he atated that ance Chrysler
refuses to cover the repair there 13 nothiag hin deslership can do. On top of that, | was siill being charged
the $81.00 for the diagnares of the insttument ciuster problem. The only thing the dealership wes willing
to do was to give me $100 off the reprir of the instrurment cluster; bt again this is still not falr
considering it is B safety issue for which there ia glveady an active recull. I did ot agree to the repair of
the instrement cluster and insterd pisked vp my vehicls from the H W, Hunter Chrysler with all the other
repaits cornpleted except for that bumnt instrament clester.

H.W. Hunter Chryslar had oy wehicle from 475005 to 4/8/05 (4 duys). During that time my vehicle had
been parked oulside sach night as moat other vehicles were, It mined during the week HW. Hunter
Chrysler had my vehicle. Upon my car being returned to me, it was completely soited in dirt from the
rains and winds we had, My vehicle waa not even washed for mie after such 4 long period of time of
being at the dealership. Additionaily, there were two large oity handprints froma the repair technician on
the top of my dashboard directly above the instrument cluster. ['was 3o disguated with everything and ¥
had been without oy vehicle for so lopg, that I did not say a word and fuat drove bome.

‘The foilowing morning, I popped tmy hood to check my fluid levels, Unbelievably I noticed that inxide the
engine bay there was a very bong biack (sppeoximately 18-inch) screwdriver left thore by the repair
technivien!! 1 was appalled that such a mifety haamrd was left inside nry engine bay. Luckily T am not
aware of it causing any damage to my engine. Additionally, I noticed that ry (FM biack fabric batery
insulator was al} torn up in several places. That must have been oauzed by the dealership pressure
washing my engine to clean up the beaking solevoid.

After work that day 1 drove to the deglership. The Advisor gave me g new batlery insulator free of churge
(it iz only & $3.00 part anyhow); sithough the battery maulator given to me ia stili not the same OEM
battery insuletor that originally caene with my vehicle. The battery insulator I was givers is now 4 chesp
flexible plastic whereas the OEM battery insudator that originally came with my vehicle was & nics fubric,
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1 inld this to Mr. Quinoaes and he said thut was all they carried for my vehicle., I was just happy to have s
new one and lefi 1tu:s,mﬂ1mghlshl]prdm¢dm}r original batier insulstor.

Then I spoke with Service Manager, Roy Cook again. I showed hitn the mwdﬁwrmdexplmmdmhim
what happetied. He aclnowledged that the serewidriver belonged to his service department. [ explained
1o himn the following: congidering all the problemns and poor service I had with his dentership and Daimier
Chrysler, not to meation the safety hazard of the circuit board being “bared,” as wel as the
inconvenience his dealerghip had cansed me by leaving their serewdriver inside nwmgmn.aswellu
their rearing up of my battery insulator, end considering there is etill an qutatanding safety repair thal we
Imow should be covered by Chrysler with regards to the instrument ciuster, { agked him what he could do
for me ss the customer ty keep my business and eam futurs business? He just eimply epologized for the
surewdriver and said there is nothing that he could do except give me the $100,00 discount on the
instrument cluster repair; bringing the totat for that particular repeir to still more then $500.00. §was so
disgusied with his poor service, disgusted with the overall service and quality of worlananship at H.W.
Humarf:hryslm', disgusted at his poor foresight about keeping business and eaming future business, that 1
just leﬂmmmﬁgemﬂmupmmwmhmtcmmudme I watched him 2z he walked back to
the technhicians (o retusn the screwdriver,

The very next day as T wasdriving my vehicle, § noticed thet it was cunrtiog oddly st idle. 1 checked
inside the engine bay again and found fhat oy air intake whe had not been attached back onto the throttle
body. The air intale tube was just pul bt without the screws being tightened, The deatersbip did not
even properly reinatall it after they deteched it fo complete either the repairs or the engine wesh, | was
even more disgusted ot iy poar workmanship and complete lack of care by the dealership for safety and
quality of work. Idid not even bother going back to the H.W. Hunter Chrysler becauss it a scrowdriver
ingide the engine bay got nothing more then a verbal apolugy from them, I was sure that tefling them
abouit this throtile body mishap would be of no conssquence to them either,

_As if o1l that were not enough, when Iwent to wash my vehicke that weekend {since the dealership left it
a0 soiled) I noticed thai although the paseenger fog light was repaired, there were still many remanis {or
should I 3ay cinmks) of glass still left insfde the fug light srea from where the old bulb hed eracked or
burst, H.W. Hunter Cheysler did not even ckean out the fog light area before installing the eew bull,
UNBELIEVABLE is all 1 can say!!! The glass bulio remnanis still rewain to this day snd I 5tit] drive with.
B on-worling barnt instnanent clugier!!

1 awn not sure where H.W. Hunter Chryslar’'s prioritics are, or for thal matter where the priorities are fir
Dairiler Chrysler as a whoie. The priorities ace obviously not aboul serving the customer and/or eaming
purrent ani future basiness; that message was made cledar to me in my disoussion with both H.W. Hunter
Chrysler 25 well as with Chrysler Customer Service when I fiied my complaint. After all the probiems 1
have had with H.W. Hunter Chrysier, aRer sl its mistakes amd shoddy worksranghin (i.¢. leaving a large
screwdriver in my engine bay, not comnecting the wir intake to the throttle body, lesving broken glaxs
ingide the fog hight, tearing up my battery insulator, ity hand privts on my dash, not washing my vehicle,
ete.) it wonld cnly seem fhir, logical and the only right thing 1o do to at least attesnpt to remedy the poor
service and po warkmanship issuss by cornpleting my instrument cluster repair tree of charge and
refimd my 381,00 which I paid to bave it diagnosed. Whether vsing the recall s« the bagia for the free
repair o just fair custorner service and the prospect of sarning future tiasinesy, sither ane is suffisient 1o
Justify the free repair, or buth togother make it an overwhaliming case for the free repair.

Obviously my vehicle has a 1ot of milez on it. I intend on keeping miy FT Cruiser undil it reaches its
mileage limit wivmever that may be. [ love my PT and havo always said to mysclf that I will in fact buy
another one once this one runs ita life span. [rezlly Jike the few look and style of the pew 2006 PT
Cruiger. Howewer, | am now thinking twice sbout whether | would ever buy snother T Cruiser, or for
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that matter, any other Chrysler product, If this is the ievel of service and workmanship ta be expected at &
Chrysler dealership, a Five-Star Destership ronethetess, and if calling Clryster Cisiomer Service and
Tepariing a safety electrical jssue {of which there tx already an existng recalt} does not result in & proper
rerhecly io the problem, then I guess I have already anvwered my questios - that I weuld nat buy another
Chrysler product. And one can bet that I will continue to share my umbappmess with this

dealership and with Deimler Chrysler as a whole to everyone 1 come in oontact with, My giriiend who
drives a Mercedes C230 i5 considering the purchase of & new wehicle, She has been considering the
purchase of Chrysler Crosafire or Chrysler 300, while my brother-in-taw ix in search of 2 new car arsd hag
been eomsidermg cither either a PT Cruiser or the new Chevrolet HHR. One can be sure that I will share
my diseppointments with them about Chrysler and about this dealership to keep them from beying any

- Chrysler product, especielly from this dealership, nad to ook elsswhere at other car manufactores fnstead.
Yhukm“wwhnﬂmyﬂwﬂhmxmrpuwaniwmﬂnfmmmh.Thcﬁhnmdﬁnmkrﬂmmh;mh:ﬁxnw
burnt instrument cluster free of cherge by replacing it with a brand new chuster and refunding my $81.00
tt I had to pay.to disgnose this problem,

Thank you for your atéention in this matter.

Cordially,

Atiachments: Work Repair Order From ELW. Huter Chrysler and the Recall Notice Fram NHTSA

CC:  Nationa! Highway Traffic And Safety Administration (Complaint'ODI # 16131732)
Bureau Of Regulmory Services, Michigen Department of State :
Deparment Of Consumer Affairs: Califoria Buresu of Antorotive Repair
The Center For Automotive Safety
Better Business Burcan of Detroit and Exstern Michigan
Better Business Buresn of California
Comsumer Reports
Log Angeles Times
Antelope VaHley Press
Detrpit Free Press
The Detroit News
The Daily Oakdand Press (Michigan)
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Office of Defects Investigation
l peopls saving

Recalls - Search Results

M R
Report Date : August 5, 2005 at 83:10 PM
MHTSA Campalgn ID number : 01288000

Make f Modals © Modet/Bulld Years:
CHRYSLER / PT CRUISER 2002
JEEP f GRAND CHEROKEE 2002

Manufacturar : DAIMLERCHRYSLER CORPORATION

NHTSA CAMPAIGN ID Number : 01¥288000 Recall Date : SEP 06, 2001
Companent: ELECTRICAL SYSTEM:WIRING: INTERIOR/UNDER DASH
Potential Number Of Units Affected : 43000

Summary:

VEHICLE DESCRIPTION: CERTAIN SPORT UTILITY VEHICLES ARE BEING RECALLED FOR A SOFTWARE ERROFR IN THE
INSTRUMENT C1LUSTER MICROPROCESSOR. UNDER. CERTAIN CONDITIONS, THE CLUSTER, WITH THE MAJDRITY OF ITS
GAUGES, ILLUMINATION, AND WARNING LAMPS, CQULD BECOME INOPERATIVE.

Conssquence:
DRIVING THE VEHICLE WITH AN INOPERATIVE CLUSTER COULD CALSE A DISTRACTION, INCREASING THE RISK OF A
CRASH.

Ramady:

DEALERS WILL RE-FLASH THE CLUSTER SOFTWARE TO CORRECT THE CONDITION. DWNER NOTIFICATION BEGAN
QCTOBER 8, 2001. OWNERS WHO TAKE THEIR YEHICLES TO AN AUTHOQRIZED DEALER, ON AN AGREED UPON SERVICE
DATE AND DO NOT RECEIVE THE FREE REMEDY WITHIN A REASONABLE TIME SHOULD CONTACT DAIMLERCHRYSLER AT
1-800-853-1403.

Notes:
ALSD CONTACT THE NATIONAL HIGHWAY TRAFFIC SAFETY ADMIMISTRATION'S ALUTO SAFETY HOTLINE AT 1-8388-
DASH-2-DOT (1-B88-327-4236).




THE ATTACHMENTS TO THIS
'DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED"
INVASION OF PERSONAL PRIVACY
PURSUANT TO EXEMPTION 6 OF
" THE FREEDOM OF INFORMATION

- ACT (FOIA), 5 U.S.C. 552(b)(6).




