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ATTORNEY GENERAL OF WASHINGTON
800 Fifth Avenue, Suite 2000 Seattle, WA 98104-3188e (206) 464-6686

July 11, 2012
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National Highway Traffic Safety Administration
1200 New Jersey Ave SE
West Building
Washington, DC 20590

RE: Mercedes Benz Of Lynnwood
File #: 410665

Dear National Highway Traffic Safety Administration:
Our office has received the enclosed information.

The nature of the information appears to involve a matter that is within the jurisdiction of your
agency. We are forwarding this to you to process in accordance with your office’s procedures.

If the matter is not within your agency’s authority, please inform me directly so that we can
avoid referring similar matters to your office in (he future. We will retain a copy of this
information in our public files.

Please contact me if you have any questions.

SANDRA M., HATCHER
Program Specialist 3
Consumer Protection Division
(206) 389-2743

Fax: (206) 389-2801
seacrc(@atg.wa.gov
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COMPLAINT SUMMARY

Consumer Information

Name:

Address:

Seattle, WA [

Eveninﬁ Phone:

E-mﬁil Address:

Age Group (optional):
59+

Do you want the Attorney General's Office to send this business a copy of your complaint?
Yes |

Names and addresses of any other complainants involved:

Business Information

Name of business that I am complaining about:
Mercedes Benz Of Lynnwood

Address:
P.O. Box 5888
Lynnwood, WA 98046

Phone:
(425) 673-0505

Toll-Free:
Fax:

E-mail:
garylang{@mercedesbenzoflynnwood.com

Name of owner or manager (if known):
Service manager was involved

Namoes and addresses of any other businesses involved in your complaint:



Item or service purchased:
After being misled on the phone, I refused to do business.

Cost of item or service:
$300 est

Did you sign a contract?
No

Date of transaction:
refused!

Salesperson's name:
John Sherrill

Was an advertisement involved?
No

Date and source of advertisement:
NA , '

About Your Complaint

Have you complained to the business?
Yes

If YES, to whom (include position)?
What response did you receive?

If you have not contacted the business, explain why:

Have you filed a complaint about this business with the Attorney General's Office before?
No

If yes, list the file number assigned to that complaint:
Have you contacted a private attorney?
No

If YES, identify the name and address of the attorney:

Is there a court or other legal proceeding pending?
No

If YES, please explain:

Explain your complaint in detail: . - '

My complaint is that the Mercedez-Benz dealer in Lynnwood, WA (Mercedes-Benz of
Lynnwood) told me on the phone that they were authorized to make repairs mandated by the
National Traffic and Motor Vehicle Safety Act Safety Recall # 2010040002 to remedy a
defective intake manifold that may involve the vehicle in a fire. The form specifies that this
service will be provided free of charge.

I traveled 14 miles from my office to the dealership service department through a fair amount of



traffic and stop lights. I also paid an employee to accompany me because I was going to drop the
vehicle off and I needed to return to work. Once there, service advisor John Sherrill told me that
it will cost $300! Their reason was that only the exhaust manifold replacement is covered in the
safety recall and that the fuel lines below it, which they say will damaged in the removal process,
are not covered. .
Either the mandated Safety Recall service is free (as the notification says it is in black and white)
or it isn't. If it isn't, then it isn't worth the paper that it is written on or this particular dealership is
engaged in a scam to get whatever extra they can out of these safety recalls, which is what I
suspect. John Sherrill talked with the service manager on duty (@ about 10:15 AM June 14, 2012,
who confirmed that they would charge $250 to $300 to replace gas lines for what should have
been a free safety recall, so this is not just John Sherrill's call. It is how they do business.
Certainly, I should have been advised during my initial phone call to set up the appointment on
Wednesday, June 14, 2012 that they intended to charge approximately $300 for the free recall. I
want my expenses covered (the mileage, my time, and the wages I paid an employee to ‘
accompany me for this two hour fiasco).

Who knows how many customers they target with extra fees for what is stipulated to be a free
recall? It deserves a close look by ATG.

Expected resolution details: I want to be paid $31 for my wasted fuel expenses for two cars
traveling to Lynnwood and back (56 miles x$0.56/mile, fed mileage reimbursement rate plus $40
for 2 hours of my employees wages, and $60 for my time for a total of $131.r

What do you think the business should do to resolve your complaint? (circle one)
RFD

Explain if you have circled 'Other':

SIGNATURE '

I understand that by submitting this complaint to the Washington State Attorney General's Office
my complaint and any response from the business and all communications with Attorney
General’s Office will become public records under state law. Public records are subject to public
records disclosure requests and as a public record, my complamt and all related documents may
be seen by other people.

I declare, under penalty of perjury under the laws of the State of Washington, that the
information contained in this complaint is true and accurate, and that any documents attached are
true and accurate copies of the originals.

I understand that the Washington State Attorney General's Office will contact the party(ies)
against which I have filed a complaint in an effort to reach an amicable resolution. I authorize the
party(ies) against which I have filed a complaint to communicate with and provide information
related to my complaint to the Washington State Attorney General's Office.

Signatur NI Date June 14, 2012

Received via the Internet
City and State where signed Seattle, WA

























































Daimler Vans USA, LLC

A Daimler Company

Alan McLaren
-Vice President, Gustomer Services

Safety Recall 2010-040002
Sprinter Engine Intake Manifoid

June, 2010

Dear Sprinter Owner,
This notice is sent to you in accordance with the requirements of the National Traffic and Motor Vehicle Safety Act.

Daimier AG {DAG), the manufacturer of Sprinter vehicles, has decided that a defect which relates to motor vehicle safety
exists in certain Model Year 2002-2003 Sprinter vehicles with regard to the Engine Intake Manifold. Daimler Vans USA,
LLC therefore has initiated a recall of these vehicles. Qur records indicate that your vehicle is included in the affected
population of vehicles.

WE SENT YOU THIS NOTICE BECAUSE WE ARE CONCERNED ABOUT YOUR SAFETY.

Daimler AG (DAG) has determined that the engine intake manifold on your vehicle may develop corrosion in the Exhaust
Gas Recirculation (EGR) portion of the engine intake manifold due to the high-sulfur content of certain diesei fuel. This
situation could lead to exhaust gas leakage onto the fuel return line and/or dash panei silencer pad. if hot exhaust gases
come into contact with either of these components, there is a potential for a fire in the engine compartment.

Your autharized Freightliner dealer will remedy this condition by replacing the engine iritake manifeld. This service will be
provided free of charge. The working time required is approximately & hours. As a matter of normal service process, your- .
authorized Freightliner dealer will also check for other repair measures which might be applicable to your vehicle and this
may increase the required working time. Please contact your authorized Freightliner dealer for additional information and -
to schedule an appointment at your earliest convenience. Please mention Recall Campaign #2010-040002. Please visit
your authorized Freightliner dealer to have this recall repair performed. .

if you are no longer the vehicle owner, or have a change of address, please complete the reverse side of this letter and
return the complete letter in the enclosed envelope. If this is a leased vehicle and the lessor and registered owner receive”
this notice, please forward this information by first class mail to the lessee. If you have paid to have this recall condition
corrected prior to this notice you may be eligible to receive reimbursement, Please see the reverse side of this notice for
details. -

Please contact your authorized Freightliner dealer should you have any questions or encounter any difficulty regarding this
recall. If your dealer is unable to remedy your situation please contact us at 1- 877-762-8267.

If an authorized Freightliner dealer or Daimler Vans USA, LLC, fails or is unable to perform this service without charge
within 60 days, pursuant to law 49 U.5.C. Chapter 301, you may submit a complaint to the Administrator, National
Highway Traffic Safety Administration, 1200 New Jersey Avenue, S.E., Washington, D.C. 20590 or call the toil-free Auto
Safety Hotline at 1-888-327-4236 (TTY 1-800-424-9153); or go to http:/ /www.safercar.gov.

We apologize for any inconvenience this situation may cause you.

Sincerely,

Daimler Vans USA, LLC
One Mercedes Drive

P.O. Box 350

Montvale, N} 076450350
1-877-762-3267
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Note:

« Please be aware that only the part number(s) referenced in the Campaign Bulletin is
approved for use to repair the vehicle. Repairs performed using any other part(s) wili not
have been performed in accordance with the campaign. Accordingly, warranty claims
submitted with reference to an improper part number(s) will be denied.

s The following allowable labor operation should be used when submitting a warranty claim for
this repair:

Warranty Information

Jperation: Intake manifold, replace (02-7132)

Damage Code Operation Number Labor Time (hrs.) Model Indicator{s)

i4 900 59 7 02-7132 4.9 Not Available "

TUse vehicle VIN when submitting warranty ciaim.

Refer affected Dodge vehicles to a Dodge Sprinter Dealer for this recall repair.

NOTE REGARDING CUSTOMER REIMBURSEMENT

Reimbursement to customers for repairs performed prior to this recail:

If the customer already paid to have this recall campaign condition repalred and provides
adequate documentation to suppert their claim of a non-warranty repalr of thIS item, they may
be eligible to receive reimbursement.

Reguests for reimbursement may.include parts, labor, fees and taxes.

Reimbursement is limited to the amount the repair of the intake manifold would have cost if
completed by an authorized Mercedes-Benz dealer under this campaign.

Submit a warranty claim, utilizing Damage Cade 14 900 59 8 as a sublet, utilizing the sublet
code of “SUB.” Sublet repairs require dealer text as stated in the Warranty Policies and
Procedures Manual. Repair date should be the date that the customer paid for the repair.
Note:

Please note the claim submitted for customer reimbursement wiil not close the campaign (if
still open). If the customer is stiil in possession of the vehicle with an open campaign, please
arrange to close the campaign in the usual manner as described in this bulletin.

V-RC-2010040002



IMPORTANT

IF FOR ANY REASON YOU DO NOT'NOW OWN THIS VEHICLE OR HAVE A CHANGE OF ADDRESS, PLEASE
COMPLETE THE SECTION BELOW, PLACE IN THE ENCLOSED ENVELOPE, AND DROP IN ANY MAIL BOX. iF
POSSIELE, PROVIDE THE NAME AND ADDRESS OF THE PRESENT OWNER SO THAT WE MAY CONTACT THEM.

Q SCRAPPED

O STOLEN

Q OTHER _

Q soLb . | HAVE SOLD THE VEHICLE TO:
O MY NEW ADDRESS IS:

NAME

STREET ' ' APT.

CITY ' : STATE ZIp

PHONE_

THANK YOU FOR YOUR COOPERATION

»++* PLEASE DO NOT DETACH. RETURN COMPLETE LETTER **** ~
DO NOT USE THE ENCLOSED ENVELOPE FOR OTHER CORRESPONDENCE

Reimburgsement to Customers for Repairs Performed Prior to Recall

If you have already paid to have thls recall condltlon corrected you may be eligible to receive
reimbursement. :

Requests for reimbursement rhay include parts, labor, fees.and taxes. Reimbursement may be
limited to the amount the repair would have cost if completed by an authorized Freightliner
dealer. The following documentation must be presented to your dealer for reimbursement.

Original or clear copy of all receipts, invoices and /or repair 6rders that show:
e The name and address of the person who- pa:d for the repair.
e The Vehlcie ldentification Number {VIN) of the vehicle that was repalred
‘s What problem occmred, what rep_ajr was done, when it was done and who repaired it.
¢ The total cost of the repair expense that is being claimed. |

e Proof of payment of repair (copy of front and back of cancelled check, or copy of credit
card receipt).

L Reimbursement will be made by check from your dealer. If your claim'is denied you will
receive a letter from Daimler Vans USA LLC within 60 days of receipt with the reason(s)
for the denial.

Please speak with your dealer concerning this matter.



July 9, 2012

. Attorney General of Washington
Consumer Protection Division
800 Fifth Avenue, Suite 2000
Seattle, WA 98104

File Number 410665

Hello Ms. Hatcher,

We are sorry to hear about the complaint filed by-fter further investigation ) have
learned that when _called Mercedes-Benz of Lynnwood to scheduie an appointment he
spoke with Garrett Graham, a Service Consultant at Mercedes-Benz of Lynnwood. Garrett remembers.
informing IR hat generally additional fuel lines need to be replaced. Garrett states there was
no mention of costs regarding the recall or fuel line repair nor did ﬁever question the cost of
repairs.

We have performed over 50 of these recall campaigns. When we first began performing the recall
repairs we did not replace the fuel lines as we now strongiy recommend. We encountered problems
with several vehicles where the fuel lines would crack and begin leaking during the repairs or soon after
the recall repairs were performed. In several cases the leak was severe enough requiring the vehicles be
towed to Mercedes-Benz of Lynnwood for repairs. We strongly recommend replacing the fuel lines to
prevent future mechanical breakdown and not as a scam, as stated by_

I <5 cd based on the recall letter he received from MBUSA all repairs would be
performed free of charge. Because [l never auestioned Garrett Graham regarding the costs
of repairs, Mercedes-Benz of Lynnwood did not mislead _in any way and therefore should
not be held responsible for the compensation for lost wages or mileage to _as requested.

Please see the attached Recall bulletin 2010-040002 and Appointment Pre-Write.

Sincerely,

%

Gary Lang
Service Manager
Mercedes-Benz of Lynnwoad

17800 Highway 99 Lynnwood, WA 98037 Phone: (425) 673-0505
P.O. Box 5888, Lynnwood WA 98046

Mercedes-Benz of Lynnwood

www.MercedesBenzofLynnwood.com









