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The National Traffic and Motor Vehicle Safety Act ("NTMVSA™) gives the National
Highway Traffic Safety Administration (“NHTSA™) the authority to issuc vchicle safety

standards and to requirc manufacturers to issuc Recalls or administer Recalls.

On information and belief, automobile manufacturers, including Mitsubishi, are given
three options to address a vehicle or equipment defeet which is subject to a Recali:
repair, replace or refund the purchase price of the vehicle or cquipment. If the repair,
replacement or refund is performed within fiftcen (15) years of the oniginal purchase of

the vehicle. it must be performed at no charge to the purchaser or other consumer.

Quirk Mitsubishi closcd after |l purchascd the Vehicle. As a result I
I s 0ucht and reccived serviees and parts for the Vchicle from Cape & Islands

Mitsubishi (“C&IM™) beginning in 2015.

C&IM is now located at 527 Station Avenue. South Yarmouth, Massachusetts, 02664,

When she received services, parts and other items for which she was billed, ||| NNEGzG
provided to C&I M information sufficicnt to show that she was the original purchaser and

owner of the Vehicle.

“C&IM™ is a licensced dcaler, distributor and servicer of and for Mitsubishi.

. In October of 201 R cxpericnced problems with her Vehicle. and sought

scrvice from C&IM to fix the Vchicle.




I'l. C&IM made various repairs to the Vehicle, and presented to_a written

mvoice, numbcr- dated 10/29/2018 [“lnvoice- A copy of lnvoic.is

attached hereto as Ex. 2,

12. In lnvoice'&lM represented to| I tha she owed C&IM a total of

$2,174.99. Invoicc- on its second page. stated “CUSTOMER TOTALS:

$2174.99.” | timcly paid C&IM the total amount billed by it to her in

I 7

13. Invoice [llitemized its charges to || for five different specified Jobs.

14. As shown on Invoice-‘&IM charged || for Job # 1 a1 $1559.94 w0

“REPLACE CLUTCH BLEED SYSTEM AND TEST DROVE.” (ExQ))

5. As shown on Invoice [} C&M charge I for Job # 2 at $615.05 for

“REPLACED FRONT CROSS MEMBER.” (Ex.4)

16, Invoice ] shows Three of the jobs (JOB # 3; JOB # 4: and JOB # 5) were performed
by C&IM and billed to || for C&IM’s labor, parts. taxes. and “MISC.”
described as “PERFORM RECALL C1611Z WIPER MOTOR” (JOB # 3); “PERFORM
RECALL C1614Z TAILGATE STRUTS™ (JOB # 4): and “PERFORM RECALL

C1806Z WIPER LINKAGE™ (JOB # 5) (Ex .'E). Thus, while C&IM recognized in







with an invoice for her to pay for services, parts and other items for C&IM’s work to

remedy Mitsubishi’s Reeall, but she did not retain the invoice.

. Also on October 2, 2021, C&IM informed ||| that there was a Recall for the

front cross member on the Vehicle. A copy of the Part 573 Safety Recall Report dated
May 18, 2020 (*May 18, 2020 Rccall Rcport™} is attachcd hereto as Ex.ﬁ.. The May

18. 2020 Recall Report describes the “dcfect™ as

The inside and outside surfaces of the front cross members used on certain
vehicles, if exposed long term to snowmelt water and anti-frcezing agents. may
corrode due to insufficient performance of the rust protection. Should significant
corroston occur over time, a lower control arm could eventually become detached
resulting in loss of vehicle control and a potential collision,

2. 2dvised C&IM on October 2. 2021 that she had paid it for the repair of the

front cross member on the Vehicle in October 2018. She was charged for the work

described as Job # 2 on lnvoicc-(Exg'.’_._ asked for a refund of the
amount she paid for the work on Job # 2. C&IM informed || that it would

contact Customer Relations of Mitsubishi to assist her in obtaining the refund.

. On October 6, 2021, C&IM contacted ||| I and informed her that to receive a

refund for payments made to C&IM for repairs subject to Recall, she should contact
Mitsubishi’s Customer Relations department in Tennessee at

calleenterw eb w mitsubishicars.com. [*Mitsubishi Call Center™]




23,

24.

On October 7. 202 1 | cmailed Mitsubishi at the Mitsubishi Call Center
concerning her request for a refund. A copy of that email is attached hereto as Ex. (g .
She sent a follow-up email to the Mitsubishi Call Center on October 11, 2021. A copy of

the follow up email is attached hereto as Ex. -

On October 26, 2021, and because she had not reccived any responsc to her October 7,
2021 and October 11, 2021 cmails (Exs{p_and ) ]I ca!icd by phonc to
Mitsubishi Customer Relations. She was placed on hold for ten (10) minutes. A
representative then answered. After ||l described the claim she had made in
her October 7, 2021 and October 11, 2021 emails, the representative first told her that her
claim was untimely because it was past the limitations period from the date of the
purchase of the Vehiele. The represcentative then stated that he would file the claim. He
placcd [ on hold and hung up on her. The duration of the call was 22

minutes, 37 seconds.

25. I c2!!cd back to the Mitsubishi Customer Relations phone number on

26.

November 1, 2021. She waited on hold for about 30 minutes. The representative who
finally answered her call apologized for the conduct of the prior representative. She
informed ||l that the customer service representative assigned to her case was

unavailable, but that someonc would call her back within 48 hours.

Because she received no responsce to her requests for refunds that she sent to and called
about to Mitsubishi’s Customer Relations, || called that department again on

November 5, 2021. She was placed on hold for more than twenty (20) minutes. The



27.

representative who answered informed [l that she would place on the record a
“Callback activity request”, which should trigger a response to ||| - The
representative also stated that she would transfer ||| I to the assigned
representative’s voicemail. The transfer to the assigned representative’s voicemail did
not go through. || did not reccive any response to her requests for refund of

payments made by her for work performed to remedy recalls.

I :dc an additional phone call to Mitsubishi’s Customer Relations on
November 11, 2021. She was placed on hold for more than thirty (30) minutes. The
representative that answered informed her that the representative assigned to her matter
was unavailable. The answering representative told || ] ] that she would put her
call through to her assigned representative’s voicemail. ._ was not transferred
to the “assigncd representative’s “voicemail. Instead, the answering representative hung
up on |- B ! callcd back to the same Customer Relations
number. She was again placed on hold for more than thirty (30) minutes. A
representative named Antoine answered the phone. He apologized that the previous
representative had hung up on |l Antoine said that he would put in a request
for an “emergency callback.” Antoine informed || I that there was no
representative assigned to respond to her requests for refunds. He asked and [JJjj
I o:ovided to him her phone number and her time zone. He told her that someone
should call her back within the next 24 hours || ncver reccived any response
to her repeated requests for refunds of amounts that she paid for repairs which were the

subject of Recalls by Mitsubishi due to safety defects relevant to the Vehicle.



28.

On November 15, 202 1. || ca!!cd a different phone number that she found for
Mitsubishi’s Customer Relations (1-888-648-7820). In that call she tatked to a
representative named Shana. Shana informed || N that ber claim(s) did have a

casc manager named Michacl Sparks, but he was unavailable at the time of the call.

Shana placed || on hold. but rcturned to the call and told || that

a veceweX

she had talked to a manager and that |l bad to submit p:aoﬁoi%or—pmehasc of
Yepai\wvs IR . "

the V. by email to Mitsubishi's Call Center || Il informed Shana that she

had alrcady submitted to Mitsubishi’s Call Center her proot of her purchasc of the car.

(Ex.???] Shana informed ||| that it would take six (6) to eight (8) weeks for

her claim to be processed by Mitsubishi’s Call Center.

29 :dc an additional request for information on the status of her claim(s) for

30.

rcfunds for amounts she paid to tix defects in her Vehicle that were the subject of
Recalls. On December 15, 2021, she spoke again to Antoine, a representative of
Mitsubishi’s Customer Relations. Antoine told her at that time that the person who was

handling her matter was in a meeting, but would get back to her.

Neither Mitsubishi nor C&IM have ever responded to--’ efforts and claim(s)
that | 2sserted against them for refunds of amounts that she paid for work

performed and billed by C&IM that were necessary to remedy specific Mitsubishi Recalls

applicable to ||| N Vchicle.



31. As set forth above, ||l 2s provided with inconsistent information as to

whether or not shc had made a claim against Mitsubishi and/or C&IM, whether there was
a representative assigned to respond to her claim(s), and whether or not she would

receive a responsc or further information concerning her claim(s).

32 s cxhausted any administrative procedures cstablished or maintained by

Mitsubishi and/or C&IM.

33. B brings this Complaint against Mitsubishi because it is the manufacturcr of

34.

ad
N

B Vchicle and millions of other vehicles. and it has the obligation to provide
appropriate remedies for safety defects which are the subject of Recalls without charge to

owners and purchasers of vehiclcs manufactured by it.

Mitsubishi maintains a Customer Call Center to provide information and assistance to
owners and purchasers of the vchicles that it manufactures, including assistance to
facilitate the operation of its duties and obligations to owners and purchasers of its
vehicles in connection with Recalls and refunds of amounts paid by owners and
purchasers for services, parts and other expenses related to fixing vehicles with safety

defects that are subject of Recalls by Mitsubishi.

. Mitsubishi. by the actions and omissions of its Customer Call Center, website, customer

relations representatives and others failed to properly respond to ||| I muitipie
requests for assistance in obtaining refunds for dollar amounts charged to her for payment
for parts, scrvices and cxpenscs related to fixing her Vehicle related to Mitsubishi’s

Recalls.



36.

Rather than assisting | B to obtain all relief to which she was entitled because
her Vehicle was the subject of several Mitsubishi Recalls, Mitsubishi’s actions and
omission were designed to frustrate and obstruct || Il <fforts to obtain any and
all relief to which she was entitled because her Vehicle was the subject of several

Mitsubishi Recalls.

. All of the Mitsubishi Recall expenses paid by || NN occurred within fifieen (15)

years of the date of her purchase of the Vehicle as its original and continuing purchaser

and owner.

. C&IM, as a Mitsubishi dealer, has the duty and obligation to perform services for fixing

Mitsubishi Recall related safety defects, without charging purchasers and owners of
Mitsubishi vehicles for the parts, labor, taxes and MISC required in remedying the safety
defects. C&IM violated its duty and obligations when it presents invoices to purchasers
and owners informing them that they were responsible for paying for parts, labor. taxes
and MISC required in remedying the safety defects on Mitsubishi manufactured vehicles

subject to Mitsubishi Recalls.
RE()U‘EST;FOR RELIEF FROM MITSUBISHI AND C&IM
requests relief in the form of refunds of all amounts charged to and paid by

her for{parts, labor, taxes and MISC to remedy safety defeets in her Vehicle which were

the subject of Mitsubishi Recalls within fifteen (15) years of the filing of this Complaint.












































































































