


jpl 388 1S

Bf18108

To: Mr. Mark McNabb Vice president
Re: Customer dissatisfacton

File # 4802248

Mr. McMNatb,

., 3, 2003 | purchased a brand new Nissan Alima 2.5 5. Vin#
1N4AL11D The vehicle was punchased in my home town, Albany, NY from a
denlarship by the name of Lia Nigsan (Llacars.com, Lia Motor Group). I'm gura you probably have
access to my wehicles records through my vird, | drove tha car off tha lot 7/3/08, brouglht itn on
8/21/03, lass than 2 montha, Bpproximately £ wasks old and i alrsady needed a recall part. This
began what turmed out to b the biggest vehicle nightmars of my life. Enckxsead you will find
documantaton of my problems with this car and as stated above you can probably access ny
vahidle records by my ving. 'm a single femala who has no mechanical skills, thus the reason |
purchased a brand new car wien extanded warranty. | researched several vehicde optons bafore
purchasing and consurner reports ratad thia car o he one of the all anound best regarding
performance, safety and manufacturer{standng bahind thelr product). At this point, In my opinlon
that is not the case. In reviewing my records (if this complaint is even taken seroushy’ you will find
tha performance of this car Is not what was promised. The main problam ['ve had wihis vehicle
it just "dies" while traveling down the road. The road being anything from a sice st to a major
highwey. Dying at spaeds of 3¢ mph to spaeda of 5 mph. On dry road condlions to- snow
coverad, bizzard condiions, and at any givan momeant frem high noon in broad daylight to 3 in the
moming in the dark. That to me is a sarious safety lssue. By the records that I've encicsed you wil
sae | did everything in my power to try tn rescive these problems. Between you, the manutacturer,
and the dealarship nothing has been accomplished. In the 26 months I've ownad thia vehicle, not
Including routine il chranges and maintenance the ¢ar has bean In and out of the delership cver
a dozen times, hava been placed in rental vahlclas 7-8 Umas (huge inconvenisnea) and parte
repleced - some part of the exhauet (recall} ENGINE 111l {vehwas 13 mona old and 286,000
mles on it and the angine has to be replacad, car has NEVER run right sinca) Batiery (which |
was charged for), starter, altenater, throttle, belts, radlator cap, cd player, sic. &ic. eic...again as
statad above all in the vehicle racords. In all fawness, tha servica dept at this dealership has been
pretty good in trying to help me. Lisa Stapnowsaki and Dan Haines ers the 2 amployaes thal know
what I'va been through with this car. These 2 people heve dana what they can to accommodate
my needs, but | feal they can only go ee far and their hands ara tied. Countless houns of my
parsonal tima have been wasted on this mess, ime | don't hawe, shouldn't hava to spend, and
can't get back! This is not what | purchased a new vehicle for. | parsonally believe this car is just
a bad lernan. | also bellave certain parts of this meaa are the responsibility of you ag the
manufacturer and cartain parts ara the reaponsibility of the dealarship. I've alse sant back surveys
which have baen sant ta me, clearly stating my dissatisfaction. No one contacted ma. ALL your
paperwork ard lstters claim that customer satisfaction is your "primary goal” "Ne.1 concam®
addrsged to "valued custamer™ . None of this is trus, not this customer anyway. Yeat you have the
nerve to ask me ta take mare of my parsonal time: to flll out surveys, which are ignored anyway.

Tc date; vehicde runs rough, atill "dies” when driving down the rmad and gears still
"slam" Into place. | am u lite consumer out here just trying to get by and it Is obvious that both
you and the dealership, menstar companies, ane more concamead with whatevar money you
might loea than doing whatever i takes to rectify this mess and doing what you daim, customer




satisfaction No. 1 conzem t 1'will never purchasa another nlssan again. There are also 5 different
pacpla cloga to me that have watched me go thraugh this, that will algo nevar purchese & nissan.

| think It Is pretty clear what my opinian of nissan is, so please in the future DO
NOT 3end me ane more survey asking me "how we did". This |etter will be the last
comespondence you get and the LAST of MY personal fime you wil wastal

oo Lia Nizsan - Micheel Lin/Michaeal Castren
Nation Higiwey Traffic Safety Administration



12126004

Contacted customer care BOU 647 7251 spk w/Pebet x 3781, Explained my issues
and concems wimy 2003 Nissan Alttma. He explained this is the first thiey have heard anything
regarding my car and the protocal is for Niesan to assist the dealership in attempting fo repair the
vah firsk He opened.a file on me #4802248 and he will be contacting the daalership and looking
into this. He alzo advsd someana from cust sve woukd bea in contact win the next 2 business Jays.

Also cortactad the dealership to advise the Geanarsf mgr 8o hefshe was not taleen
by surpeise. Spoke wilenna, was informed GM was Greg (Gercman 518 370 7110, gave &
condensad version of my situation and advsd her the purposes of my ¢all was to just to ghve the
deslership that sokd ma the car the "heads up”.

12127 or 12728

Recvd a call from GM Lia Nissan Greg Gercman, tokd my sbory snd stated that |
just wanted to make him aware 50 he was not taken by surprisa if he got a ¢all fram Nissan, he
appraciatad the "heads up”™ and would familiarize himself wimy case.

12730404

Revd a meg fram Vickl Clayton from Nissan 800 847 7281 x3809 8am-3pm
Pacific time advsng masha is my "case mgi™...Retumad her call iatar that day 5:20 eastamtime- -
2:20 pm her ime. Got her voice mad It mag, no call back til 15t or 2nd week in Jan 2005.




17306

Reporting for the 2nd time sevaral diffarent |esuss w/car since sngine change
107 (=20 history) - :

1722105

Vah In for starter and belt replacemant to bry 1o rectify some of the complainte
1126 or 1/27

Rovd call from Vicki (casa mgr) advad her ao far 30 good. seems o =tar ok sl
pccalslnal chemizal smell but will wait and see.

127105

Traveling on hgwy at approx speed of 86 mph, 6:30-7:30 pm {dark), the rcad i
was on had no shotlider, ali of sudden veh sterts (@ lose power, my foot I to the faor an gas
pedal and speed is decfining rapidly. | went from 85 mph down {o 30-35 mph, nevar removing foat
from gas pedal...[n the particutar area tis cocuned it was a VERY DANGEROLIS orea, as | stated
above no shoulder, traffic was medium o heavy end thene was a veh traveling directly behind me.
‘That veh had to siam on the brakes and jark to the left o avoid hitting me. They had no waming
as too dark to see and | was not applying my brakes but car wes slowing down.  Also on Insida the
vah was the heat -fan was at highest salting of 4..fan saemad to skw down or also kose power
whan this occured. | hit the haezed lights smrnediately and drifted &o the neanest exit ramp s
again no shouldar. Went approx 1-2 miles In this shuation jsut before extfing the car let loose and
shat back up to spesd. Almost as If | had ran Into a big ubberband and then the rubberband
anapped. The heat fan also went back up to speed. Eardier that day the veh hesitated 2.3 times.
= vah had s ful tank of gas.

105
Veh hasitatad 2 diff times during the day

1731105

¢lld dealarship svc canter advad Lisa (asst sve mgr) of happenings, requested
that she documant the call, she asked several questions and then suggested that [ Bring the car
in, told her could not too many appolimeants that | could not break and | was fed up withis.

clid Nissan Left msg w/casa mgr {volce mall}

213105

While accelerating from a red light, when | reached 26 mph the tranemiesion




"slipped” or "wound out" of gear (or sounded like it did), the rpm's shot fram 2 up fo 3 then back to
2. This occured 4 diff imes over the next woek and a half to 2 wke.  also reported to svc center.

2MBR6

The probdem that occurad in Jan of 2004 then again on 127106 sccurad sevaral
more imes.... 2/13/05 -2 imes, 2/14/05 -once, and today’s date 2/15 -3 seperate timas. in all
these Incidents the vah had no less than 1/2 tank of gaa.  Last spk w/ isa (@ Lis Nissan on 1/31, |
had yet to nolify them of the incidents on 2/38, to date (2/15/05) untl today as yet ancther
problam cama up. Atapprox 4:00 pm thia data | retumed o work from driving the car for 30-400
minwtes, parked the car shut it off went info the bidg. Came back out 5 min later veh would not
gtart It Juet made a reppatad "oking” neiee, Tred soveral times, sama thing. Had a eo-worker
try it he suggestad battery.

4:25 pm

. | contacted the dealership immelisdely, spk to svc mgr Pat Habeck, he was very
professional and sympathetic, however, he sald thera was na way he coukd get the veh towed
today as they close at Gpm (k was only 420 777 ) and | nead io caome to them ta gst the rentsl.
Adved him that was impossable a5 | had no way fo get there bacause not only was | working til
11pm that night but | didn’t have a car |Ill! Piaced a call to case mgr Vicki £ Nissan advsd har
what was going on and then clid back tha dealership to spk to somsaane alse, I had no way to gat
home or back ko work In the moming much less get to them to get a rental. Spk wTony Merendo,
id'd himself as a sales mgr, explainad the mess to him, long and short of it he would do everything
he could to assist ma and he would call me back shodtly. Upon call back he stated he waould
"“work" with me to get me out from undar this car and into a 2005 altima. Next, unfortunaisly was
not having very much iuck halping my prasant situation of being stranded. Finally, after going back
and forth for the next 2 hours {while I'm at work) | Just gt fed up and said | would find my own way
hamea {11:00 pm] and back in the moming {6:16 am). | ,equested a rantal towed ta me the
foflowing day and my nissan towed to them. He agreed, | also explained | was in no shaps to talk
#= wihim =zt that point regarding a 2005. Ha stated he would spk to me the following day. Vickl @
nissan advsd as wall.



216105

Rentai veh was towed to me and nizsan was towed to dealership. Spake wiasat
sve mor Llsa Stepnowski laker thet aftemnon and she advad me she saw It coma In. | agkad her at
that time could they elso da an oll change as it needed one, she statad yas. Spk w/Tony Merando
also that sftarmoon and he sald he would "work” with me in getiing me out of this veh and into a
new ona. He asked that | come and sea him when | came In to pick up the car.

2MBIOG

Revd s call Iste rmoming tellng me the car waa ready, want over to pick t up

‘approx 3:00pm, checked out withe sve cashler and proceeded fo the sales anea to introduce

my=eif to Mr Merendo, He was advsd that | was there §) approx 3:25. 3:45 came and wert, 4:00
came and went, by 4:05, | had yet again wasted anough of MY tima, o | left While | sat there
waltng for Mr Merendo-| read through the ppwrk given to me regarding whiat wae done to the car |
noticad there was nothing stating the oil had besn changed. On nTy way out 1 inquired o a svc rep
by i name of Dan if the cll changs was dons, he looked at the ppwrk and said ne. Offered to do
It fight then as It was abviously forgottan and | sakl no, | had once again wastad enaugh of MY
fime on this veh. | akso asked that he let Mr Merendo know that | walted 40 min for him. Got in the
car to lsava and It wouldn't start. The same ticking nolse was present as 2 days prior. Want back
Inskie and gave the keys back to Dan. Ha (very quicikdy) got a tach out thara to ook at I, then
(wery quickly) went and found Mr Merendo, Oiniously upeet Mr Merendo took me inbo his office
apalogizing repeatadly for making me wait Ha proceaded to bry to give meo some figures 10 get me
onto a 2005 alima. | advsd hitrt | wag In no shape to ek #'s whirm and had already AQAIN
wastad too-much tinre withls meas, pleasefind out what was golng onwith my car. | was told by
Dan on the way out that they jumped the kattery and it hae been running ever since, beyond angry
| left the dealarship. Placed the Z2nd call of the day to my Nisean acct mgr and adved hae of what
had happenad, requasisd io pleasa call me back that day or the foliowing Maonday (2221/05)
{today is Sunday 2/27805 no call to ma al week fram my aact mgr) | got 10 min down the road and
dacided that | could not take the chiance the car would not start the next moming &s | had tz be to
work, 20 | called the deglership back and spk to the sve mgr Pat Habeck. | stated | was fuming
around and bringing the car back, | wanted anothar rental and keep the car until it's fixed. | was
given another rental and on my wey | went, ime was 6:40 pm..4 HOURS TOTAIL OF MY TIME
WASTED AGAIN 11 | picked up the car Mondey afternoen and was charged $85.25 for the oil
change they forgot to do and a new batiery + labor,parts, tax efc.....

2128105

Approx 5:15 pin was fraveling sbout 15 milas per hour as Just had made a right tum and
cew did tha same thing Bs reported several times before, was attematng to accalncate and the car
began losing power v far the very 135t tima | ectualty had someacna w/me b witnaes this...my
foot was to tha floor and the car just kept losing speed put hazards on, as worked cnce before,
put tha car In nuetral and "reved” tha angine, retumed It to drive sfill nothing vehicls stil kesing
speed, finglly pulled off to skia of the mead, now put car in park, engine still running, "reved" it
again put it back in drive, woulkin't move. Shut car off completely sat there for approx 2 min
startad car and accelorated normally. Pretty much same issue as reporied through out Iifetime of
veh Just atternpting ditf things to recover when thia occurs. WII report to bath the dealership and
Misgan acct mgr on Monday 2/28/05.




IS

- Trawsling approx 30-35 mph, same iasus veh bagan to loas powar and
daccalorate...it went down to approx 5-10 mph. | tumed into parking iot, mied neukral nothing
....Bhut the car of for approx 2 min went to atart it and tha car was deed...all | got wes the same
“tick, tick, tick” noise...shut if off for another 5 mins this Yme Ifwae rough starting bt it did finally
start and | proceeded the rest of the way home...car acted and accalorated normmally the difference
this ime - the "service englne scon” Bght came on. Clikd Lia Nissan spk w/Dan in servica he sald
bring It In tommormow 372005, Advad | woukl need another rental, he steted no problem.

205

Brught veh In babaean 10:00-10:30, was adved upon nvy armival no rantal # 4pm
that day. (waletad trip) But since I was thene they wanted to hook car up to computer and read
the coda from the engine fight...did 36 was on my way by 10045...,

312105

Returnsd to daaler approx 4:30 pm ..was picked up by anterprize and driven o
thr ofc to do thr ppwrk...was on my way by 5:30-56:46....0an clid my lster and said thal altemater

naaded to ba replacad and someathing whransmission.
a5

Pickad vah up approx 40(] pm |
705

Clid Lia to spk wisalea mgr Tony Merendo, as saw a commercial on tv ne 1%
fin/1500 cash back ...ha said na new deals intarast rates ha gave me couple woeks ago wtill apply
ard s @ matter of fact they were going up... {lowest rate he gave mewas 4. gomething) | didn't
azy anylhing re the tv add | saw. terminatad call.




While fraveling approx 25 mph In a snow siorm veh again lost powerfamd speed,
dacelarating {(sp?} down ta about 10 mph. | continued to my destination {work) treveling 10 mph
{approx 1-2 miles} parked veh ahut it off and left it untdl the end of my work day. Driva home

evarything appaarad nommal.

4/186R05

Whila travaling 50 mph, veh once again began to kese power and dacelarata,
continuad down to approx 10-15 mph, just as | placad my hazard lights on and began to pull off to
sida of rd {no breakdiown lane} the car ahot back up towards original spesd. Forcing the car that
was behind me {which had begun to go around me) ¥ jerk inta tha ancoming lane to avold me
hitiing him. Continued dawn the road wio further incident

41185

Travading approx 40 mph - same lssue veh began to lose power and decalarate,
again pulled veh to side of rd, this ime shutting veh down, weited 5 min and staried back
up...couttinuied wio incidant.

G/6/05

SAME ISSUE - 35 mph..loge p & d down to 15 mph - pulled to side of rd umed
vah off waited approx 2 min.veh startad and continued w/o incident.

B 4105

=

Saverl diff occalslon trangmission has felt as If shpping (1at -> 2nd gear) today,
mexke right tum from a stop elgn, accalerated when veh went from 15t 10 2rd gear It slammed into
2nd gear....np Incldent next gears up... '



8/16/05

Transmiasion slamming from 1st gear o 2nd..deslership contactad for appt.

a/17/05

Vah Inic dealership, test drovs veh, nothing found re: gear problem..other |ssues
addressad (see reconis)

B/30/05

Vieh back into dealer {o replace cd player {(see reconis)
8MB/0s

veh stil slamming from 1st fo 2nd gear....Intermiahtly.. moztly whan veh has
been sitting.




'77_" .. BT Gardana, Culifomis 20248

Vilchinsky M. Sl
P.0. Box 203
Guilderland, NY 120840203 [ """

Dear Nissan COwner

This notice is seat to you in accordance with the requirements of the Nattonal Tratfic and Moter Vehicle Safety Act.
Nimuhdeddﬁﬂmaduhuﬂmmmmmmmmmmmmﬂz-mm nmixie] year Nissan Adtinia
and 2042-2004 moded year Sentm vehicles eqripped with the 2.5 lter engine,

Reawon for Reeail

These is a possibility thet certain engine opersting conditions may canss damage to the pre-catabyst, Materigl Som
inﬂkawmmmmmmmmm&m If the engine nil bevel in
not checked on a periodic bagis and drops below the low tevel, and the driver comtimes to operate the vehicle ignoring
noticeable engine noise, engime damage may occur which could result in 2 fire,

What Nixssn W1 Da
In order o prevent this incident from ocurring, your Nissan dealer witl reprogram the edectronic control module to
prevent any fulone fa the Iin addition, the deaier will install ket shiclds on certain

The pre-catalyst will be tested to cnsnre it is warking peoperly and teplaced if necessary. If damage is found inside
mmmﬂmnmmmm@mmm Himnanﬁdputuﬂm&wcnginuwiﬂnwdtubemplamd.
If the engine needs to be replaced, this also will be free of charpe and will take several dews. In this case, a car rental
allcwance is available from your Nigsan deaier npon requeit

- Nﬂ'm:Hﬁemjmmmimﬂ@nfmmdammmmwﬁhm-ﬂhmpmmmm;wm
mmmwmmmmmmmmmmmmmmmammmmm
diagmogtic mh:falhnadaﬂth:mpaimmmpluﬁﬂﬁhmpuﬁcmpmpedymﬂbmmlﬂt
and install all of the pmts.mnillhm:tnpaz{ﬂrmﬂtnrﬂnmlﬁwhcle‘ to &n approgriate condition
in order for the dealer to the campgign repairs. on mizy also have to pay to add sy modifcations beck tn
your vabicle, =

Wlnl’unﬁhm:ld]h . ; .
EmmrmbﬁsmdnlunmmﬁmmmmmmgmapManmWﬁﬁde
rﬂpﬂ[ﬁd.ﬂﬂﬂltltﬂ.ﬂlﬂﬂﬁl:[ﬁlﬂ:llﬁiylﬂdﬂllll!ﬂhﬂ.]f}'ﬂ Bothe excenrive empine Doise or an
abnyrmai odor from the engine conipartment, you should step dﬂ}dngudqnnm ymrNimnduhrhlp-mp

You mury also contact the Administrator of the National Highway Trmaffic Safcty Adnimistration, 400 Seventh Street
sw,%ﬁmngm,nc 20590 or call the toll fres Safety Hotline at (88%) 327-4236.

F&Hﬂmguhﬁmmﬂm&atmwhﬂehmmﬁﬂﬁﬁamﬂmﬁmmﬂﬁrmﬂamﬁi%mmmﬂ

Thank yon for yoar cooparation. Wcmiﬁwdmyﬁrmmmmmmm



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).




