
US Department of Transportation 

National Highway Traffic Safety Administration 

Office of Defects Jnvestigation, NVS-201 

1200 New Jersey Ave. SE 

Washington, DC 2007-9382 

Dear friends at the NHSA: 

CL-10705685-3311 

203une 2016 

Thank you for your vigilance in keeping vehicles safe. I am writing with a complaint concerning 

my 2004 Mercedes M-Class, purchased new in August 2003 from Friendly Mercedes at 134 Old 

Post Road, Wappingers Falls, NY, 12590. 

I am generally happy with the vehicle but I have not returned to Friendly Mercedes because of 

a dispute over a defect that was already known to exist at the time I purchased the new vehicle 

in August 2003--a defect that the dealer {in many repeat visits while it was under warranty) 

failed to address. (Copies are enclosed herewith.) The problem of the leaky steering fluid 

reservoir only got worse: we had to repeatedly refill the cooler fluid {signaled by noise in the 

steering, or by fluid on the garage floor) . The dealer finally made the repair, using the identical 

fix required by the NHTSA recall. We have had no problem since. But the dealer alleged that 

our 2004 M-Class is not covered, though it was built in 2003 and has the identical known safety 

defect appearing in the same model manufactured both before and after our vehicle was built 

and sold (additional recalls for the identi~m being published by the NHTSA as recently 

as 9/16/2008). Our VIN is 4JGAB57E64A-

My request to the dealer for a refund of the $466.03 have been unfruitful. 

My receipt is enclosed herewith. Please note that I have had an address change since the time 

of purchase and time of repair. Many thanks for your assistance. 

cc: Service Department 

Friendly Mercedes 

134 Old Post Road 

Wappingers Falls, NY, 12590 

Margaret.Abbew.ctr
FOIA STAMP
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Dear M.Class Owner: w--t: ~ r;.., ~ c. () { ..,.~£..,(,A... 

A few months ago you received a letter from Mercedes-Benz advising rs of a safety recall relating to the 

power steering system (Mercedes-Benz safety Recall Campaign No. 2003-040005). The purpose of this 

letter is to advise you of additional benefits that Mercedes is providing to you with respect to your M--Class 

ownership. 

As part of the company's continuing commitment to insure the satisfaction of its customers, Mercedes--Benz 

will reimburse you for the documented costs of towing, lodging, food and travel expenses, if any. that were 

reasonably and necessarily incurred as the result of a breakdown of your vehicle due to a power steering 

failure that is the subject of the above-referenced recall campaign. This would include the cost of a rental 

vehicle, if needed, while the dealership was performing the repair following a related breakdown. 

To further support you, Mercedes-Benz will extend the warranty on the recall repair, i.e. repair of the lower 

power steering hose connection done pursuant to the subject recall, for the period up to 10 years from the 

original warranty start date for your vehicle. This extension of the Basic Limited Warranty coverage applies 

to these vehicles regardless of ownership. Note: Any repairs under this extended warranty should be 

perfonned by an authorized Mercedes-Benz dealership. This extended warranty does not cover any other 

power steering system components and standard warranty terms and exctusions apply, including the 

exdusions with respect to extra expenses, as identified in the Service and Warranty Information booklet. If 

failure of any other power steering component causes the power steering system to become inoperative 

beyond the vehicle's basic wananty of 4 years/50,000 miles, the associated repair will not be covered and 

will remain your responsibility. 

Finally, as noted in the original recall notice we sent to you, we will also reimburse you if you paid for recall 

repairs performed prior to the issuance of the recall. Reimbursement requires adequate documentation to 

support the claim, and may be limited to the amount the repair would have cost if completed by an 

authorized Mercedes-Benz deafer. Please contact your authorized Mercedes-Benz dealership for assistance 

or additional information. If your dealer is unable to remedy your situation please contact us at 1-(800) FOR­

MeRCedes. (1-800-367-6372) 

Please keep this letter with your vehicle's other warranty information for future reference if necessary. 

We hope you are enjoying your Mercedes and we apologize for any inconvenience you may have 
experienced. 

Sincerely, 

PaulJuron 
General Manager, Customer Assistance Center 

T-B--46.30f13b (februaly 2013) 3 



· Make: MERCEDES BENZ Model: M CLASS 
Model Year: 2002 
Manufacturer: MERCEDES-BENZ USA, LLC. Report Receipt Date: SEP 17, 2008 
NHTSA CAMPAIGN ID Nwnber: 08V465000 NHTSAAction Number: RQ08002 
Component: STBERING:HYDRAULIC POWERASSIST:HOSE, PIP1NG, AND CONNECTIONS 

Swnmary: 
MERCEDES-BENZ IS RECALLING 125,228 MY 1998-2004 M-CLASS VEHICLES. THE HOSE 

CLAMP USED TO SECURE THE POWER STEERING FLtnD COOLING HOSE TO THE POWER 
STEERING FLUID COOLER MA YNOT PROVIDE SUFFICIENT CLAMPING FORCE FOR nns . 
CONNECTION. 

Consequence: 
THE LOSS OF POWER STEERING FLUID MAY RESULT IN DlMINlSHED POWER STEERING 

OVER TIME AND ULTIMATELY CAN DAMAGE THE POWER STEERING PUMP. TIIIS COULD 
RESULT IN A LOSS OF CONTROL AND A CRASH WITHOUT WARN1NG. 

Remedy: 
AN EARLIER RECALL REPAIR PERFORMED ON THESE VEHICLES MAY NOT BE 

SUFFICIENT TO PREVENT A FUTURE LEAKAGE OR FAILURE OF THE POWER STEERING 
HOSE CONNECTION (PLEASE SEE 03V121). SINCE IT IS NOT POSSIBLE THROUGH 
INSPECTION TO IDENTIFY SPECIFIC VEHICLES THAT MAYNOf HAVE BEEN PROPERLY 
REPAIRED, ALL VEIIlCLES REPAIRED PRIOR TO NOVEMBER 15, 2003, WILL BE REPAIRED 
AGAIN. THE RECALL IS EXPECTED TO BEGIN DURING NOVEJ.\..fBER 2008. OWNERS MAY 
CONTACT MERCEDES-BENZ AT 1-800-367-6372. 

Notes: 
MERCEDES-BENZ RECALL NO. 2003040005. CUSTOMERS MAY CONTACT THE NATIONAL 

lilGHWAY TRAFFIC SAFETY ADMINISTRATION'S VEIDCLE SAFETY HOTLINE AT 
l-888-327-4236 (TTY: 1-800-424-9153); OR GO TO HTTP://WWW.SAFERCAR.GOV. 

earlier recall 
Make: MERCEDES BENZ Model: M CLASS 
Model Year: 2002 
Manufacturer: MERCEDES-BENZ USA, LLC. Report Receipt Date: MAR 27. 2003 
NHTSA CAMPAIGN ID Number: 03V121000 NHTSAAction Number: PE03006 
Component: STEERING:HYDRAULIC POWERASSIST:HOSE, PIPING, AND CONNECTIONS 

Summary: 
ON CERTAIN PASSENGER VEHICLES, TIIE HOSE CLAMP USED TO SECURE THE POWER 

STEERING FLUID COOLING HOSE TO THE POWER STEERING FLUID COOLER MAY NOT 
PROVIDE SUFFICIENT CLAMPING FORCE FOR THIS CONNECTION. 
Consequence: 
THE LOSS OF POWER STEERING FLUID MAY RESULT 1N DIMINISHED POWER STEERING 

OVER TIME AND ULTIMATELY CAN DAMAGE THE POWER STEERING PUMP. 
Remedy: 
DEALERS WILL INSTALL A NEW HOSE CLAMP ON THE POWER STEERING HOSE TO THE 

POWER STEERING COOLER. DURING CLAMP REPLACEMENT, THE POWER STEERING 
COOLING HOSE WILL BE INSPECTED AND REPLACED AS NECESSARY. OWNER 
NOTIFICATION BEGAN JUNE 16, 2003. OWNERS WHO TAKE THEIR VEIIlCLES TO AN 
AUTHORIZED DEALER ON AN AGREED UPON SERVICE DATE AND DO NOT RECEIVE THE 
FREE REMEDY WITHIN A REASONABLE TIME SHOULD CONTACT MERCEDES-BENZ AT 
1-800-367-6372. 
Notes: 
MERCEDES-BENZ RECALL NO. 2003-040005. CUSTOMERS CAN ALSO CONTACT THE 
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RecalJ MERCEDES-BENZ IS RECALLING 125,228 MY 1998-2004 M-CLASS VEHICLES. THE 
Summary: HOSE CLAMP USED TO SECURE TIIE POWER S1EERING FLUID COOLING HOSE TO 

THE POWER STEERING FLUID COOLER MAY NOT PROVIDE SUFFICIENT CLAMPJNG 
FORCE FOR THIS CONNECTION . 

Hazard: THE LOSS OF POWER STEERJNG FLUID MAY RESULT IN DIMINISHED POWER 
STEERING OVER TTh1E AND ULTIMATELY CAN DAMAGE THE POWER STEERING 
PUMP. TIUS COULD RESULT IN A LOSS OF CONTROL AND A CRASH WITHOUT 
WARNJNG. 

Remedy: AN EARLIER RECALL REPAIR PERFORMED ON THESE VEHICLES MAY NOT BE 
SUFFICIENT TO PREVENT A FUTURE LEAKAGE ORF AILURE OF THE POWER 
STEERING HOSE CONNECTION (PLEASE SEE 03Vl21). SINCE IT IS NOT POSSIBLE 

TIIllOUGH INSPECTION TO IDENTIFY SPECIFIC VEIDCLES THAT MAY NOT HA VE 
BEEN PROPERLY REPAIRED, ALL VEHICLES REPAIRED PRIOR TO NOVEMBER 15, 

2003, WILL BE REP AIRED AGAIN. THE RECALL IS EXPECTED TO BEGIN DURING 
NOVEMBER 2008. OWNERS MAY CONTACT MERCEDES-BENZ AT 1-800-367-6372. 

Additional MERCEDES-BENZ RECALL NO. 2003040005.CUSTOMERS MAY CONTACT 1HE 
Info: NATIONAL HIGHWAY TRAFFIC SAFETY AD:MINISTRATIONS VEIDCLE SAFETY 

HOTLINE AT 1-888-327-4236 (TTY: 1-800-424-9153); ORGO TO 
HTIP://WWW.SAFERCAR.GOV. 

NHTSA http://www-
Source: odi.nhtsa.dot.gov/recalls/recallresults.cfm?start=l&SearchType=QuickSearch&rcl_ID=08V465000 
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Recall MERCEDES-BENZ IS RECALLING MY 2006-2008 M-CLASS, R-CLASS, MY 2005-2009 
Summary: SLK-CLASS, MY 2005-2008 C-CLASS, MY 2003-2004 AND 2006-2008 CLK-CLASS, MY 

2003-2008 E-CLASS, MY 2004 AND 2008 CL-CLASS, MY 2008 CLS-CLASS, MY 2004 AND 
2007-2008 S-CLASS, MY 2003 G-CLASS, AND MY 2003-2004, 2006 AND 2009 SL-CLASS 
VEHICLES. A SOFTWARE CALIBRATION NUMBER (SCN) CODING RECEIVED ON THE 
AFFECTED VEHICLES DURING A RECENT WORKSHOP VISIT WAS INCORRECT. 
DEPENDING ON THE MODEL YEAR AND MODEL AFFECTED, THE RESULTS OF AN 
JNCORRECT SCN CODING CAN AFFECT A NUMBER OF VEHICLE SAFETY AND 
EMISSION FUNCTIONS INCLUDING THE FOLLOWING TYPES OF FUNCTIONS·. (l) THE 
FUEL GAUGE READJNGS MAY BE INCORRECT; (2) A STUCK FUEL-LEVEL SENSOR 
MAY NOT BE DISPLAYED IN THE INSTRUMENT CLUSTER (3) THE OBD SYSTEM MAY 
CAUSE THE CHECK ENGINE LIGHT TO ILLUMINATE INCORRECTLY; AND, (4) THE 

SPEEDOMETER MAY BE OUT OF TOLERANCE. 



Hazard: IN THE EVENT OF A VEHICLE CRASH, THE ELECTRICAL FUEL PUMP MAY NOT 
RECEIVE A CRASH SIGNAL THAT IS REQUIRED FOR THE FUEL PUMP TO 
DISCONNECT AND PREVENT FUTURE FUEL DELIVERY AS DESIGNED. 

Remedy: DEALERS WILL RECODE THE SCN FREE OF CHARGE. THE RECALL BEGAN ON 
AUGUST 30, 2008. OWNERS MAY CONTACT MERCEDES-BENZ AT 1-800-367-6372. 

Additional MERCEDES-BENZ RECALL NO. 2008 070001 .ClJSTOMERS MAY CONTACT THE 
Info: NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATIONS VEHICLE SAFETY 

HOTLINE AT 1-888-327-4236 (TTY: 1-800-424-9153); OR GO TO 
HTIP://WWW.SAFERCAR.GOV. 

NHTSA http://www-
Source: odi .nhtsa. dot.gov/recaJ ls/recallresul ts. cfin? start= 1 &SearchType:;,:Qui ckSearch&rcl _ ID=08V303 000 



CUSTOMER#: 

BLACK-OPA 04 MERCEDE~-BENZ TRUCK 4JGAB57E64 
·. ,:·oet;:DATE ?-''' t 'PROD~:oAt:rr tWAMt EXltt :nmw','.P.aOMfSEO>,·=iY(\Jj 
21NOV03 I 
21NOV03 D WAIT 21APR1 

FR!ENDLV COIJNTIIV, INC . .. 
'D/B/A . 

CASH 21APR15 
OPTIONS: ENG: SUR 11/4_&_ 7 /5 

08:18 21APR15 10:59 21APR15 
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 
A CLIENT STA;TES S;.>1$EAI(:t}:iG·'J~QWER . STEERING : FLUID- -CHECK AND ADVISE'. 

14 STEERING 
. :: : __ i2~:td.ffiii:b}?(.'idt\;;itIL, · . ,,=... · - ... :·: ... . _:_:j aUs:eS\.• 3a1. se .. 

37.21 37.21 37.21 1 000-460-01-83 OIL TANK 
1.' OOd:::;;:4:e{6:f taH:8Q \ $j(sKE'I\ .·· ·· 3 ; s2 . ·, 1 ~ si=,:: .· · 3. s2 
1 Q-1-46-0001 POWER STEERING FLUID 8.70 8.70 8.70 

PARTS: ' ' ,4t, ,{3~i//ii;t(.$.p'B.{ ,=:!;}>:tj _$1 :. 5~ ·• :OTHER: 0. 00 TOTAL LINE A: . 431. 01 
gave est for . p/s ... :i;.~serve ... and o-ring leaking to start. RE.~L . THE P/S 
RESERVE ).\ND ·•:o:.=-;'~_IN(h \t/\:).< /tr>-:... . , .. '.· ~ .. -: 

* * * * * * * * * * * * * * * * * * * * * * * * * * * *·* * * * * * * * * * * * * * * * * * * * * * * * 

· . ' .,·' . . 

.. . ··.· 

ALL !'ARTS ARE NEW UNLESS OTHERWISE SPECIFIED. 

MN WARRAl>ITIES ON THE PRODUCT SOLD HEREBY ARE THOSE MAD 
BV T\lE MANl)FACTURlallS. THE $ELL.ER HEREBY EXPRESSLY 
DISCLAIMS ALL WARRANTIES. EITHER EXPRESS OR IMPLIEO, 
INCLUDING ANV IMPLIED WA RRANTY OF MERCHANTASIUTV OR 
FITNESS FOR A PAATICULAR PUAPOSf, AND NEITHER ASSUMES NOR 
AVTHORIZES ANY OT~R PERSON TO ASSUME FOR IT ANY LIAB1LITY 
IN CONNECTION WITH THE SALE OF SAIO PRODUCT. 

A STORAGE FEE OF $15 ,00 PER DAV Wit.I. 8E CHAROEO 48 HOURS 
AFTER COMPLHION OF REPAIRS OR ESTIMATE, 

ACCEPTABLE CREDIT CARDS OR CASH, PERSONAL CHECKS WITH 1.0. 

CUSTOMER SIGNATURE 

. .·>_·: : >_,- .: -.:.:, : 

·-· :,:.:: ... ·:_·.:· 

THIS CENTER UTILIZES THE HOURS PUBt.lSHED IN ·:=,:?· f ciESCRIP.TfoN \i:=:HH/\faF':9.t::fotit.:s'..:>, ; .. 
THE AUTHORIZED LABOR TIME GUIDE, WHICH 1--LA_B"""O'--R_A_M_O.;..U.;..N_T ___ +----'3._8=1-'.-'5.._8..._ __ 
REFLECTS AN AVERAGE; TIME REQUIREMENT FOR PARTS AMOUNT 4 9. 4 3 

~~;AIR~~RF~~~A~~c/F MA ~PE$!~~EF~:~1c~~ :=G=A=S,=O=l=L.=L=U=B=E ======:=======::o:.=o::o==== 
EITHER MORE OR LESS THAN THE ACTUAL CLOCK .,._SU_B_L_E_T_A_M_O...;.U_N_T __ -+ ____ .;:;0_,,'--'0~0 __ 
TIME IN ANY GIVEN INSTANCE . YOU WILL ONLY I--M_1s_c_. _c_HA_R_G_E_s _______ _.;:;o_ •• o __ o,;;;;_ __ 
BE CHARGED TliE BOOK TIME EVEN IF THE TOTAL CHAAGES 4 31. 01 
ACTUAL CLOCK HOURS ARE GREATER. ,__LE_S_S_I_N_SU_A_A_N __ C_E ______ .;;;.;::;...;:;o'"".'-o=o'--

SALES'TAX 3 5 . 0 2 

THANK YOU! FOR BRINGING YOUR .CAR TO us·FoFi°SERVICE. . ' . . . CUSTOME~ COPY . . . . . 



f2 
U.S. Department 
of Transportation 

Niltional Highway 
Traffic Safety 
Administration 

DOT Auto Safety Hotline 

Vehicle Owner's Questionnaire 
To Report Vehicle Safety Defects 

1-888-DASH-2-DOT 
(1-888-327-4236) 

INTERNET:www.nhtsa.dot.gov/hotline 

OWNER INFORMATION Type or Print) 

FOR AGENCY USE ONLY 100148 

Date Received Repository 0 

14-APR-2015 Reference No. 

JUN - 6 2017 
• II I a e I• Nurrber E-rrail Address 

Name 

Addres 

City 
POUGHKEEPSIE 

---....,...5-t_t ___ __,,....Z_ip_C_o_de-llllll----i Evening Telephone Nurrber 
a e NY 

The Information you provide w/11 be used to identify potential safety•rel.Jted defects . We may share your Information with the 
appf/cable vehicle manufacturer during an investigation or recalf In accordance with the rovtine vses cfescribetl in the agency's Privacy 
Actnotlcc. See49FR53971 (Sep. 3,2004) . 

----- - -~~-------m-. '{fHICLE INF.OIJ.MATIO~ .. u.....:.....,,.._..a.---~~....--------4 
17 dlgitVehlc\e Identification Nurrber Loe.it~ at bottom of windshield on driller's side Mai<e Mo1el I Model Year 

4JGA657E61~ MER.CEDES BENZ ML350 2004 

Powertrain Multiple Failure: 

CS Cruise Control 

FAILED COMPON:NT(S)/PART(S) IIIFORMATION 

Vehicle Corrponent Code: 010000 STEERING 

. 
Fuel Type: 

w,\et...J--e,t 
p;r<rl'l•IA.~ 

. Incident Date(s) 

0l-AUG-2008 

Farrure MIieage 
100000 

Failure Speed 

Tire Make lire Model (Nam: or Nurrber) Tire Size (Exar11>le P215/65R1S) 

DOT No. (Exarrple: DOTMAL9ABC036) Falure Location: 

Tire Corrponent Code Tire Fa ilure Type: 

ADDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A CHILD SEAT FAILURE 

Make: Date Manufactured: Model No./Narre: 
Seat Ty e: Installation s stem: 
Child Seat Colll)Onent Code: Faicd Part: 

APPLICABLE INCIDENT INFORMATION 

Narrative Description oflncident(S), Crash(es), and Injury(ies). 
Please describe (1) events leadlng up to the fallure, (2) failure and Its consequences, and (3) whot was done to correct the failure; 
i.e, parts repaired O[ replaced (and if old part is available). 

TL* THE CONTACT OWNS A 2004 MERCEDES BENZ ML350. WHILE DRMNG AT AN UNKNOWN SPEED, THE CONTACT HEARD A NOISE COMING 
FROM THE FRONT OF THE VEHICLE. THE Vf:HICLE WAS TAKEN TO A DEAL.ER. THE TECHNICIAN DIAGNOSED THAT THE HOSE CLAMP NEEDED TO 
BE REPLACED. THE VEHICLE WAS NOT REPAIRED. THE MANUFACTURER WAS NOT NOTIFIED OF THE FAILURE. THE CONTACT WAS AWARE OF 
NrjTSA CAMPAIGN Nl,JMBER: 08V465000 (STEE~ING), BUT THE VIN WAS NOT INCLUDED. THE FAILURE MILEAGE WAS 100,000. 

·t \/4'j ~\ev, -~ rower ..,-k{/;,'j .(.,i,:,J c,._-\,;.~l~ lr-~\c.d (<.i,. ~A.t:~1lhic/ 
5'..~ A~ ..fc~). 'l>t.tt\u --h~\-~J dl\.vitp w~ f'lt_ )z,..t,·~ ~ ,1 ""'-it l, 
Cll'\-\iV\i.t?S .fA,\\(n, -·W tc, St,/V\tr-t, ()Ja t't4(Wl(J ~ -cf.-<- ~~"'- C"erA.tl, . 

air Invoice. 
The Privacy Act or 1974-Publlc Law 93·579 This lnrormatlon Is requested pursuant to authority v8"ted in lhe Natlonar Highway Traffic Sllfcty Act •nd subsequent 
amendments. You are Mnder no obligation to respond thiS questionnaire. Yourruponse may be used to assist the ~TSA In determining whet Iler a Manufacturer 

should take appropriate action to correct a safety defect. If the rtfTSA proceeds with administrative enforcement or litigation a9~lnst a manufacturer, your response, 
or a statlslical summary thereof, may be used In support of the agency's action. 
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