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INFORMATION REDACTED PURSUANT TOTHE FREEDOM
OF INFORMATION ACT (FOIA), 5 U.5.C.552(B)(6)

Whitehouse Station, N-

December 27, 2022

Mazda NA Operations
Customer Experience Center
P.O. Box 19734

Irving, CA 92623-9734

Re: Mazda CX-5-2017

vin: M3KFBDLXH (N

To Whom It May Concern,

I own a 2017 Mazda CX-5, VIN listed above. For a number of months the navigation
system would reboot itself at a certain exit on the highway.

Then, in November, 2022 the system began rebooting every few minutes, I never knew if
I would get accurate navigation instructions because it would stop working in the middle of giving
me directions. When the system would reboot, it would also disconnect any telephone call that
was happening simultaneously and | would not be able to change the radio station. When it came
back on the station would go to information channel zero of Sirius XM.

We looked on the internet and found many people had the same issues and their mechanics
did not know what to do about it.

Mazda customer assistance at 800-222-5500 and spoke to Roy who said he wrote
a case Md he said there was no documentation or complaints about this issue.

I made an appointment with Open Road Mazda of East Brunswick, New Jersey. They told
me [ would have to pay a diagnostic fee of $169.95 but it would be credited to the repair if | chose
to repair the vehicle. They found that the SD card was “defective” and that there had been a
Service Bulletin (B11713950881G) on 6/2/21 to that effect. They said I had to pay for the new
SD Card because the car was out of warranty, They also discovered outdated and corrupted
software. The technician updated my software; he said this is something that can only be done at

the dealer. | paid for a replacement SD Card and was then told that the diagnostic fee would not
be credited because the repair did not involve any labor.

| take issue with all aspects of this process:
1. Since they found there was a Service Bulletin that the part was defective why
did they have to diagnose anything?
2. Since the part was defective it should have had a recall when the service
bulletin came out and been replaced at no cost.
3. Why doesn’t the dealer automatically update the software when the car is
brought in for service? This should be part of your Full Circle inspection.
4. | regularly bring my car in for service
Why didn’t Roy, the customer service agent at the toll free number know
about this service bulletin? He should have found this and made me aware of
it instead of telling me there were no issues found for the Mazda CX-5.
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3.

I would like Mazda to send me a refund for the amount of this repair, which is $569.90
plus tax of $37.73= $607.63. Copies of all my relevant receipts are attached.

Finding this “defect” has made me question a previous repair from January 20, 2022. The
vehicle's Forward Facing Camera Module was found to have failed. Again, in that case the system
would randomly flash a message that the automatic smart braking system tumned off or the side
turning assistance was not working due to adverse conditions even when there were no adverse
conditions. That repair cost $990.41 plus tax of $63.56, equaling $1,055.97. Those receipts are
attached as well.

I would like to know whether there was also a Service Bulletin about that part which should
have been a recall. The Forward Front Camera System malfunctioning is a dire safety issue when
you are relying on the vehicle to automatically brake as it is supposed to do, not tumn off at random
times.

I respectfully request a refund in cash of the total of $1,663.61. Mazda USA is very lucky
that neither of these malfunctions caused an accident or serious bodily harm.

Very truly yours,

Mazda Owner

Enclosures
cc: National Highway Traffic Safety Administration w/attachments r’/
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East Brunswick, NJ 088186
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OPEN ROAD MAZDA
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East Brunswick, NJ 08816

Sales: (732) 257-5300 » Parts & Service: (732) 257-5303
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TOTAL MISC CHG. 19.95
Joe Correa Serwvice Manager TOTAL MISC DISC 0.00
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