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ATTORNEY GENERAL OF WASHINGTON
' Consumer Protection Division
PO Box 2317e Tacoma, WA 9840 1s (253) 597-3832
" 1072672007
National Highway Traffic Safety Administration
400 7th ST SW
Washington, DC 20590

RE:

Dear National Highway Traffic Safety Administration:

This office has received the enclosed complaint from I E-zding your firm.
May we please have your reply so that we may determine how to proceed with this matter.

We request your response within 14 business days. If you are unsble to provide your response
during that timeframe, please contact this office to make alfernate arrangements; please address it

to me and reference our file numbesji N

CHRISTOPHER A. RAMIREZ
Compleint Analyst

Consumer Protection Divisian
(253) 593-2906

Enclosure(s)
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Bremerton, WA
 September 24, 2007
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5011 Auto Center Blvd STp 273 7087
Bremerton, WA 98312 : . -

Dear Mr. Green:

I am ‘writing this letter regarding a 2003 Jeep Liberty, VIN # 174G ssk W toa
my wife and I purchased from PREMIER Chrysler Jeep in Augnst of 2006.

From shortly after the purchase until /672007, we returned the vehicle to your service
. department numerous times to have the following mechanical problem repaired:

At random times, the vehicle exhibits a grating or grinding noise that sounds like
metal scraping againat metal. The noise iz loud and intioudating and we have been
hesitant to dive the sutomobile since the initial occursnce of the problem because
of safisty and esthetic concerns. As your service manager and Chrysler Corporation
state that the problem is connected to the rear brakes, we are doubly
concerned that a safety problem exists.

When returning the automobile to seek the necessary repairs, I have discyssed the problem
* mnager, Mr, Mark Kluge, three times. Each time that I have retumed the vehicle for
these repairs, your service deparient has attempted to repair the problem st no cost to
me. Both your service represcntatives and your service manager have verbally
acknowdedged to me thet this is an abnormal or manufacturing problem, and they agreed
that this noise is over and above what should be expected from moigture or cold westher,
As recently as 9/7/2007, {for the second time), Mr, Kluge siated that he undersiood why
we were upset with the noise and that he wouldn’t want to put up with it.

Prior to September 5, 2007, your service department, after scveral attempts to fix the
srobiem on their own, consulted with Chrysler engineer’s, who, at different times,
provided two solutions to fix the noise problem. The first, to roplace the rear brake pads,
was accomplished and the noise was silenced for several woeks, then it returned. The
second, to apply anti-squeal compound to the rear brekes, whs accomplished and the noise
was silenced for several weeks and then it returned, On September 5, 2007, I again
returned the vehicle to your dealership because of the noise. As had happened before, T
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noise problem.



On September 7, 2007, 1 was called by your service representative, Mr. Paul Long, and
tokl that the Chrysler engineer’s had now determined that the noise problem was caused
by worn rotors on the rear brakes. He stated that to correct the problem, the rear rotors
and the rear park shoes needed to be replaced. Mr. Long informed me at that time that the
warranty had expired on the brakes for this vehicle and thet [ was expected to pay for
these and any Future repairs, I told Mr. Toog at thet time that T would not pay for these
repairs because the problem had been ongoing fiom my purchase of the vehicte and that
had not been expected to pay for previous attempts to comect the noise problem. 1
declined the repairs at that time until I could speak to your service manager.

A short time later on September 7%, I weat to your dealership and spoke to your sesvice
manager, Mr. Mark Kluge. T told Mr. Kluge at this fime that I expected your service
department to make any nocessaty pépairs 1o correct this ongoing problem and that I'was
not going to pay for those repairs. [ reiterated to him that your service department had
made a commitment, to me to make the repairs at no cost to me and that he perzonally had
approved the previous two repairs after telling me that the poise was loud and obnoxious.
Mr. Kluge replied that vour dexlership will no longer attempt to repair this problem :
without a determination of who {myself or Chrysler Corporation), will pay for the repairs.
He stated that he understood why I didn’t think that I should pay for the repairs and that
he would send an e-mail to the Chrysler Digtrict Representative that dzy to attempt to
rezolve the issue.

I told Mr. Kluge on September 12, 2007, and again'on Septsmber 14, 2007, (after the
District Representative bad not responded), that this ongoing lack of response and failure .
to repair oy vehicle was nnacceptable. I informed him that 1 expected your dealership to
honor the precedent and implied contract that it established when you decided this was a
manufacturing problem and began attempting to fix the problem at no cost to me, Mr,
Kinge informed me on 5/12/2007, and again on 9/14/2007, thet be was in contact with the
Chrysler District Representative and was attempting to resolve the issue. Tt is now two
weeks since the problem was supposedly diagnosed and the Chrysler District :
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history of the metomobile three fimses. The first two times, he told me that it was not
available. The third time, he stated that the service history bad personal information about
the previous owner and could not be given to me. Shortly after purchesing the vehicle, my
wifiz spoks to the previous owner who purchased this vehicle from your dealership, In the
oourse of that conversation, we discovered that he too kad refurned the vehicle to your
dealership several times o correct the problem that we are encountering and was not
satisfied with your response. This conclusively demonstrates thet this problem started with
the mitial purchase of the autemehile from your dealership.

My wifi and I paid approximately JJJJREIIcor this vehicle. A copy of our purchase



comiract is available in your finance office. I expect your deslership to honor the
compitment made to us, by repaiving our vehicle at no cost to us, no iater than October
12, 2007. If the final repairs to correct this problem are anticipated to last more that two
days, I expect your dealsrship to provide us with a rental or loaner car at 1o expense to us
while repairs arc being accomplished. T will wait until October 13, 2007, before seeking
fisrther advice or assistance in this matter.

ce: Washington State Attorney General
{Consumer Affairs Division}
Mr. Mark Kinge, PREMIER. Chrysler Jeep, Service Manager




