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Patrick Hurley

Senior Mediation Coordinator

Consumer Fraud Bureau

Iinois Attorney General

phone : 312/814-3756

iacsimile | 312/814-2593 ‘

E-MAIL CONFIDENTIALITY NOTICE: This electronic mail message, including any attachments, is for the intended recipient(s) only. This e-mail and
any attachments might contain information that is confidentiai, legally privileged or otherwise protected or exempt from disclosure under applicable
law. !f you are not a named recipient, of if you are named but believe thal you received this e-mail in error, please nofify the sender immediately by
telephone or return e-mail and promptly delete this e-mail and any attachments and copies thereof from your system. I you are not the intended
recipient, please be aware that any copying, distribution, dissemination, disclosure or other use of this e-mail and any attachments is unauthorized and
prohibited. Your receipt of this message is not intended 10 waive any applicable privilege or claim of confidentiality, and any prohibited or unauthorized
disclosure is nol binding on the sender or the Office of the lllinois Attorney General. Thank you for your cooperation.



Hurley, Patrick

From:

Sent: Friday, November 04, 2011 8:40 PM
To: Hurley, Patrick

Subject: Re: consumer complaint

Thank you for your further note.

May | assure that my action of passing your enquiry to my colleague and North American counter-part, Mr Scott
Morgan, was purely based upon your market enquiry; namely a concern based within the North American market. It

was certainly not "buck-passing”.

All such Customer Service enquiries from North America are forwarded in this way. Mr Morgan has formally advised you
of Aston Martin’s position in this matter, which is fully supported by this HQ office.

Kind Regards Andy

‘ Andy Hopkins, Customer Service & Field Support Manager
: Aslon Martin Lagonda, Banbury Road, Gaydon, Warwick, CV35 0DB, England
Tel: +44 (0)1926 644744 Fax: +44 (0)1926 644733

Email: ahopkinl@asionmartin.com
www_astonmanin.corm ‘E[ﬁ

At Martio Lagonds Limtled. Rantugy Road, Daydon, Warsigk, GYIE 308 Regisigreids

Dear Mr. Hurley,

Thank you for your prompt response. My compiaint is not with Lake forest Sport Cars but withAston Martin and there
responses to my complaints and concerns. | purchased the vehicle at Lake Forest Sport Cars. The improperly

factory installed windshield is the responsibility of Aston Martin. Lake Forest Sport Cars did everything that they could to
repair this rattie that was actually being caused by the windshield moving around in its frame because of the insufficient or
improper bonding agents lsed during the factory instaliation. ' '

As you will read in the attached emails, they have not taken any responsibility for this defect and the resultant
inconveniences and frustrations that it caused. | am appalled by this to say the least - in addition to their arrogance.

Thank you again.

Sincerely,

Chicago Hlinois -



. From

Sent: 07 October 2011 02:31

To: Ervops, S
Subject: Enquiry From astonmartin.com - Customer Service Fro-

Subject : Customer Service

Name :

emai: [

Country : United Kingdom

Comments : Dear Mr Hopkins,
| did not appreriate your "passing the buck” with my email of October 4th
regarding my demand for restititution for the massive inconvenience that an
improperly instalied windshield caused me. Not too mention the degradation
of my safety while driving this car. Still, no one has acknowldged this
improperly installed windshieid nor has anyone yet acknowledged the
inconvenience it has caused. Do not forward this to Mr Morgan as | will delete
any future correspondence from him. If an autorization is not forwarded to
LFSC by the end of business, October 7th, for the replacement of the rotors
and brake pads on my car, | will print and forward all prior correspendces,
along with written letter to Dr. Ulrich Bez. If that does not prompt anyone to
rectify a matter in which you clearly know you are in the wrong about by your
evasiveness, then | will file a complaint wit h the NHTSA. You are not getting
away with this. ’

In a message dated 11/04/11 11:02:42 Centrai Daylight Time, PHurley @atg.state.il.us writes:
Dear

We recently received a consumer complaint from you regarding the business Lake Forest Sport Cars. While you
provided this office with the address for the business, you did not advise us of your mailing address. Can you
please provide us with your mailing address so we can enter your complaint on our database.

Upon receipt of your mailing address, a statf person will review your complaint to determine if the complaint
pertains to a matter better addressed by another agency. If so, your complaint will be referred. If your complaint
is retained by this office, a staff person will forward your complaint to the business involved requesting a
response. Any response will be forwarded to you.

If this informal dispute resolution process does not result in a satisfactory conclusion, this office cannot require a
business to respond to or adjust your complaint. lllinois law does not permit The Attorney General's Office to
represent private citizens in legal actions.

Where evidence indicates that a business is engaging in substantial and systemic violations of consumer
protectnpns laws we do bring legal actions on behalf of the State of lilinois that are in the public interest. If your
complaint supports a patern of deceptive practices, it may be inciuded in future investigations or litigation.

| appreciate your interest in bringing this complaint to our attention. One of the most valuable ways we can learn
of problems existing in the marketplace is by receiving complaints form concerned citizens.

Sincerely,
Patrick Hurley

Consumer Fraud Bureau
lllinois Attorney General



Patrick Hurtey

Senior Mediation Coordinator

Consumer Fraud Bureau

Hinois Atlorney General

phone ; 312/814-3756

facsimile : 312/814-2593

E-MAIL CONFIDENTIALITY NOTICE: This elecironic mail message, including any attachments, is for the intended recipient(s) only. This e-mail and
any attachments might contain information that is confidential, legally privileged or otherwise prolected or exempt from disclosure under applicable
law. If you are not a named recipient, or if you are named but believe that you received this e-mail in error, please notify the sender immediately by
telephone or return e-mail and promptly delete this e-mail and any attachments and copies thereof from your system. If you are not the intended
recipient, please be aware thal any copying, distribution, dissemination, disclosure or other use of this e-mail and any atfachments is unauthorized and
prohibited. Your receipt of this message is not intended to waive any applicable privilege or claim of confidentiality, and any prohibited or unauthorized
disclosure is not binding on the sender or the Office of the lllinois Atlomey General. Thank you for your cooperation.



" Hurley, Patrick

From:

Sent: Friday, November 04, 2011 8:40 PM
To: Hurley, Patrick

Subject: Re: consumer complaint

Thank you for your further note.

May | assure that my action of passing your engquiry to my colleague and North American counter-part, Mr Scott
Morgan, was purely based upon your market enquiry; namely a concern based within the North American market. It
was certainly not “buck-passing”.

Al such Customer Service enquiries from North America are forwarded in this way. Mr Morgan has formally advised you
of Aston Martin’s position in this matter, which is fully supported by this HQ office.

Kind Regards Andy

— Andy Hopkins, Customer Service & Field Support Manager
ﬂ Aston Martin Lagonda, Banbury Road, Gaydon, Warwick, CV35 0DB, England
Tel: +44 (0)1926 644744 Fax: +44 (0)1926 644733
Email: ahopkinl@astonmarin.com [saﬂ —
wWww.astonmarlin.com |
Asion Martin Lagonda Limbed, Banbiry Road. Gaydon saraick, CV2H QD Kegisierer o Frgiand Hinnlor 8770740

Dear Mr. Hurley,

Thank you for your prompt ‘esponse. My compiaint is not with Lake forest Sport Cars but withAston Martin and there
responses to my complain'ffs and concerns. | purchased the vehicle at Lake Forest Sport Cars. The improperly

factory installed windshield is the responsibility of Aston Martin. Lake Forest Sport Cars did everything that they couid to
repair this rattle that was actually being caused by the windshield moving around in its frame because of the insufficient or
improper bonding agents used during the factory installation.

As you will read in the attached emails, they have not taken any responsibility for this defect and the resultant
inconveniences and frustrations that it caused. | am appalied by this to say the least - in addition to their arrogance.

Thank you again.

Sincerely,

Chicago lllinois




Ffom
Sent: 07 October 2011 02:31

To: Ervops, S
Subject: Enquiry From astonmartin.com - Customer Service Fro_

Subject : Customer Service
Title :

Name :

Email :

Country : United Kingdom

Comments : Dear Mr Hopkins,
| did not appreciate your "passing the buck” with my email of October 4th
regarding my demand for restititution for the massive inconvenience that an
improperly installed windshield caused me. Not toc mention the degradation
of my safety while driving this car. Stili, no one has acknowldged this
improperly installed windshield nor has anyone yet acknowledged the
inconvenience it has caused. Do not forward this to Mr Morgan as | will delete
any future correspondence from him. If an autorization is not forwarded to
LFSC by the end of business, October 7th, for the repiacement of the rotors
and brake pads on my car, | will print and forward all prior correspendces, '
along with written letter to Dr. Ulrich Bez. If that does not prompt anyone 10
reclify a matter.in which you clearly know you are in the wrong about by your
evasiveness, then | will file a complaint wit h the NHTSA. You are not getling
away with this.

In a message dated 11/04/11 11:02:42 Central Daylight Time, PHurley @atg.state.il.us writes:

We recently received a consumer complaint from you regarding the business L.ake Forest Sport Cars. While you
provided this office with the address for the business, you did not advise us of your mailing address. Can you
please provide us with yoijr mailing address so we can enter your complaint on our database.

Upon receipt of your mailing address, a staff person will review your compiaint to determine if the complaint
pertains to a matter better addressed by another agency. If so, your complaint will be referred. if your complaint
is retained by this office, a staff person will forward your complaint to the business involved requesting a
response. Any response will be forwarded to you. '

If this informal dispute resolution process does not result in a satisfactory conclusion, this office cannot require a
business to respond to or adjust your complaint. lllinois law does not permit The Attorney General's Office to
represent private citizens in legal actions.

Where evidence indicates that a business is engaging in substantial and systemic violations of consumer
protections laws we do bring legal actions on behalf of the State of lllinois that are in the public interest. If your
complaint supports a pattern of deceptive practices, it may be included in future investigations or litigation.

| appreciate your interest In bringing this complaint to our attention. One of the most valuable ways we can learn
of problems existing in thé marketplace is by receiving complaints form concerned citizens.

Sincerely,

Patrick Hurley
Consumer Fraud Burea
lllinois Attorney General



Patrick Hurley

Senior Mediation Coordinator

Consumer Fraud Bureau

\linois Attorney General

phone : 312/814-3756

facsimile : 312/814-2593

E-MAIL CONFIDENTIALITY NOTICE: This electronic mail message, including any attachments, is for the intended recipient(s) only. This e-mail and
any attachments might contain information that is confidential, legally privileged or otherwise protected or exempt from disclosure under applicable
law. If you are not a named recipient, or if you are named bul believe that you received this e-mail in errar, please notify the sender immediately by
telephone or return e-mail and promptly delete this e-mail and any attachments and copies thereof from your system. 1f you are not the intended
recipient, please be aware that any copying, distribution., dissemination, disclosure or other use of this e-mail and any attachments is unauthorized and
prohibited. Your receipt of this message is not intended to waive any applicable privilege or claim of confidentiality, and any prohibited or unauthorized
disclosure is not binding on the sender or the Office of the Hllinois Attorney General. Thank you for your cooperation.



" Warehime, Donna J. . : Ff R J%4157 A

From: AG_Consumer@atg.state.il.us
. Sent: Monday, October 31, 2011 10:20 AM
To: AG_Consumer

Subject: Email from www,I|IinoisAttorneyG_enefaI.gov' AWOR%%?CE@’ERAL'S
enai1: [ NOVES 701

title:

i ' CONSUMER FR

f t :

1;2;2:12? *CH ICAGO*AUD

address:

city: Chicago

state: TL

zipcode:

phonenumber : GGG

issue: Improperly Installed wWindshield on 2087 Aston Martin

messagetoconsumers: Dear Sir or Madam, T have a 2087 Aston Martin DB9. I also had a 2005
model that was just as problematic as this one. Prior to a recent and final repair for a
certain rattle, I had made about a dozen trips to LakeForestSportCars to repair this rattle.
During a recent repair trip the windshield was cracked while some bolts were being tightened
by the dealers technician. After an outside vendor removed the windshield for replacement, he
asked the dealer if I had ever complained about a rattle! The rattle was caused by the
windshield being installed by the manufacturer improperly. There was little to no "primer"”
applied to the bonding agents, glass, and frame. This allowed the glass to move around
whenever I was driving, creating this rattle. I have aprroached Aston Martin several times
unsuccessfuly, seeking restitution for my massive frustrations and inconvenience, not to
mention my compromised safety, over this issue. Not only will they not comply, they have very
arrogantly and dismissively not even acknowledged the improper installation of this
windshield in any of their correspondences to me. They never even used the word "windshield”
at all - just "rattle"! Initially, they tried to make the dealer pay for the new windshield.
0f course, nor have they apologized in any fashion whatsoever. My life was in danger every
time that I drove this vehicle. In the early seventies new standards were established for the
bonding materials used for windshield installations so that it would contain occupants inside
in a crash of up to 3@ mph. It is highly unlikely that this would have occured with a
windshield that was rattling in it's frame. This defective windshield installation was
confirmed by Aston Martin‘s authorized body repair agent, JR Automotive.

5

1 would appreciate anything that you may be able to do regarding this matter. Not just for
myself, but for the safety of others who may be driving any Aston Martin with this defect.

Sincerely,








