
INFORMATION REDACTED PURSUANT TOTHE FREEDOM 

OF IN FORMATION ACT (FOIA), 5 U.S.C.552(8)(6) 

Mazda NA Operations 
Customer Experience Center 
P.O. Box 19734 
Irvine, CA 92623-9734 

To Whom It May Concern, 

CL-11503936-1000 

Whitehouse Station, N 
December 27, 2022 

Re: MazdaCX-5-2017 -
VIN: JMJKFBDLXH 

I own a 2017 Mazda CX-5, VIN listed above. For a number of months the navigation 
system would reboot itself at a cenain 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. \\fhen the system \cvould reboot, it would also disconnect any telephone call that 
was happening simultaneously and I would not be able to change lhc 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. 

~ azda customer assistance at 800-222-5500 and spoke to Roy who said he wrote 
a case- and 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 I would have to pay a diagnostic fee of $169.95 but it would be credited to the repair if I chose 
to repair the \'ehicle. They found that the SO card was "defective" and that lhere had been a 
Service Bulletin (Bl 17139508810) on 612/21 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 They also discovered outdated and corrupted 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. 1 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. 

I take issue \\1th all aspects of this process: 
1. Since they found there was a Service BuJletin that the part was defective why 

did they have to diagnose anything? 
2. Since the pan was defective it should have had a recall when the service 

bulletin came out and been replaced at no cost. 
3. Why docsn ' t the dealer automatically update the soft war~ when the car is 

brought in for service? This should be part of your Full Circle inspection. 
4. I regularly bring my car in for service 
5. Why didn't Roy, the customer service agent at the tolJ 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. 



-2-

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

Finding this 1·defect" has made me question a previous repair from January 20, 2022. The 
vehicle's Forward Faciag Camera Module was found to have failed. Again, in that case the system 
would randomly tlash a message that the automatic smart braking system turned off or the side 
turning assistance was not working due to adverse conditions even when there were no adverse 
condi1ions. That repair cost $990.41 plus tax of $65.56. 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 recaJl. 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 tum off at random 
times. 

1 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 acciden1 or se.rious bodily harm. 

Very truly yours, 

Enclosures 
cc: National Highway Traffic Safety Administration w/attachments I' 



OPEN R·OAD MAZDA 

352 Route 18 
East Brunswick, NJ 088i6 

Sales: (732) 25,-5300 • Parts & Service: (732) 257-5303 
www.openroad,corn 

008615 '14G ·11111 

0-
COl-o>.1€>,'TS 

PERFORM SS,000 KILE SERVICE 
OIL N40 FlllEJI CHAHGE,ROTATE TIRES, TOP OFF ALL FLUlOS, 
CHECK TIRE ~ESSURE. AHO PE.RFOIU-I A fULL ClRCLE VIDEO 
INSPECTION, 
S!i9. 90+ fAX & DISPOSAL 

~TS-: - · --QTY• ·-FP-llNER• · · • - - -· - · · · · · · OESCRIPTION• • - • - • • ••• •.• •••••• ·UNIT Pl!ICE• 
08 # 1 1 Pl'JtKITPE01 SI('( G LOF **•* 
08 # 1 1 PE01 • i4•,302A•ffJ OIL FI LTEJI 6 .44 
08 J 1 1 99S6 -41-400 GASKEl , el> 1.10 

t 1 S HOIL·OW20 SIJPREHE $\' 7 ,30 
SU'REIIE SYNTHETIC 

JOO# l TOTAL PARTS 

108 • l T~TAl LA&OR & PARTS 

C/S: CUSTOftER STATED IlffOTAJMENT £AN IS GI.ITCHING RE 
BOOTING THE RADIO M.$0 IS ACTING WURO BY IUXING TOGEnlEJI HA 
AWARE OF $169.95 DIAG 
DlAG F<UIO MOATED SOFTWARE AliD ~RUPTED. RECOriHfNEO 
UP'OATE AliD NE:W SD CARO THAY 1S IMO •• 
REPLACED SD CAAO: ANO 1.J'OAllll SOFl\WiE. 
59 TO 74 .000 

AATS•·····QTY•· ·FP· NUISER··· · · ······ ·· ··OESCRIPTION••··········· · ···· ••UN!T PRICE· 
00 # 2 1 BW1-66-El1P·" SO CARO 399. 95 

JOI!# 2 TOTAL PARTS 

·JOB f- 2 JQTAL I.ABOR & PARTS 

PERFORM MAZDA'S • FULL CIRCLE• REPOIIT CM!D lNSPECTlON. 
l'.JOCIJ\EHT TIRE AND ~ · \iEAR. ( BAAkE CHECK QQHE ONLY IF 
1-tiEELS Ra«WEO FISR MAnrrANEHCE SVC ) TEST 6ATTERY CffiOITlOH. 
A COfl.PLEMENTNlV SEB,Vl(lr Mi,OED -4T $39.95 ,. ' .. • • 
CWLEIIENTAAY VEHICLE WASH MD/OR HltSH VOUOlER 
VALUED AT $11 ,95'-' ·-- •- . ··"" ~ 
PE.RFORHEO COMPL8WfTARV FlJU CIRCLE I NSPECTION VALUED 
AT $J9.95 

ARTS• • . - • ·QTY· . · FP-HU11ER-... ·" • · · · · • • • •OESCRIPTIOH- • • • • • • • ••• • ······ · •UNIT PRICE · 
)00 # 3 TOTAL PARTS 

. .-... 
6.44. 
1 .10 

36 .50 

44.04 

89.90 

399.95 
399.95 

S69.90 

0 .00 

J06 # 3 TOTAL LASOR & PARTS 0.00 
~ ~ -... ---.. .... -.. __ .. - - ............. ·-.. ---..... .... . - .. .... "'.: - . , .. . - ... ...... . . --: .. -.. ... .. .., ... . -. -. . . .. ... .. . . . . 
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INSPECTED VEHICLE BATTERY • STATUS "GREEN" 
8ATTERY PERFORMING WITH•IN COLO CRANKING AAP LOAD. 

CUSTOMER COPY (CONTINUED ON NEXT PAGEj Of:28Dm 
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Our goal is 1o provide 
''EXCELLENT' 

service. 

Thanks for 
your business. 

Parked in Spot # 

OPEN ROAD 
QUALITY CONTROL 

INSPECTION 

Inspected By 

Cust. Called 
For Del. By 

Date 

Time _ ___ Date __ _ 
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OPEN ROAD MAZDA 

352 Route 18 
east ~runswick, NJ 08816 

Sales: {732) 257-5300 a Parts & Service: (732} 257-5303 
www.openroad.com 

mazca 

41:i'JJSOI' 

JOSEPH FORCELLA 
T.tG ,.JQ

111 
~\Ocr OOc 

008615 12/09/22 

- ,WJ<E ~ L 
17/ MAZDA/CX~5/ , NJ - v011CLE I O NO 
J M 3 K F B D L X H O 

BUSINESS ~'E 

fT f NO 

·• • • • .. - • • • ···· « · · · UNIT PRICE· 
JOO# 4 TOTAL PAAlS 

JOO # 4 TOTAL LAB00 i fl.AAfs 

INSPECTED VEHICLE'S BRAKE SYSTEM , STAiUS "GREEfi" 
OVER SN\ { DISC ) OR OVER 2itl ( ORU'½ ) REMAINfNG 

ARiS•····•QlY•·• FP•NU18EJl············· ·•DESCRlPTIOH·· · ··• · · · ·······•· •·UNIT PRICE• 
JOO# 5 TOTAL PARTS 

JOO# S TOTAL LABOR & PARTS 

0.00 

(J. 00 

0,00 

0 . 0() 

• • •'• I • • ' ' ' • . t ~ t -- l ~~ 

INSPECTED' All TIRE ''S, STATUS "GREEN .. 
( TIRE TREAO IS AT 6/32nds OR GREA:TER) No ATTENTION HEEOEO, 

AATS· ····•QTY• · ·FP•NtNER· · · • - ··Q-.... -•DESCRlPTJOH·· • • • • · . •• • •• ·· · · ···UNIT PRICE· 
. ·.JOB # 6 ToTAL PAATS 

J08 # 6 TOTAL L.A80R & PARTS 0.00 

I~•·· • · • COOi!· • · -- ,. •tlEStRlPTIOII· • • · • · .. •• • • • • • - • • • • · • • • • ••· • • •C<lNTROl NO·• - • - • • • · 
CS J A I-fl HAZAAOOOS ~TE / RECYCLE OWlGES 

TOTAL· MISC 
:•r ., ,. ..,. . .,.,-~~- . • -·~ • ,. 

ST1HA1'£··· ··········· · ···· ··· ······ ·· ····· ······························ ·········· 
USTGflER HERfcBY At~EOGES RECElVI~G ·: 

OR1G1NAL ESTIAATE Of $0.00 (+TAX) ~ens•-·· .......... ............. 6- • ••••••••• • •••• • ••••••••• ··- •• •••• •. • •••••..••. 

02ElTHVS2:CUSTGflER REQUESTED A L~ created 2022·12· 01 11: 20:00a 
·taken by Patrick Br~n CALL OH' 12/0lMIE1WE.E.ff •S:.10 Al-I . 

14.19 
14.19 

PAGE 2OF3 CUSTOMER COPY (CONTINUED ON NEXT PAGEJ 0 t :28pm 

Oc.lJVER"I DATE 

SHUIIG OEALEA •JO 

RO 01.T{ 

:12/09/22 

MO 

Our goal is to provide 

--EXCELLENT' 
service. 

Thanks for 
your business. 

Parked in Spot # 

OPEN ROAD 
QUALITY CONTROL 

INSPECTION 

Inspected By Date 

Cust. Called 
For Del. By ______ _ 

T,me ____ Daie _ _ _ 
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OPEN ROAD W~ZDA 

352 Route 18 
East arunswiek, NJ 08816 

Sales: (732) 257-5300 • Parts & Service. {732) 257-5303 
www.openroaa.com 

I Af.>IISOR 

JOSEPH FORCELLA 
'>G llO 

0086151 

mazca 

CEL 
tJ\-OCE 0,,TE 

12/09/22 
_ -. ~j=co..~o,,,_io -----==~~-----i 

85, 169 I 

Thank yoo for thoostng Open Road Kazda! 
Your bust.ness i-$ 113\u@<f and appreci.ated. 

1f you have any questlons or 0b$erv~tto~. please 
contact fiile dtrectty: 

)oe Correa Servtce l'ianager 
JoMjuln.Corr~nRobd , t Ol'I 

(73Z)257•SJOO 
www.~nRoad .c<lr! 

Go to openroadna~daofeastbron.swi..ck.cOl'i and cllck on 
• Schedule your senlte Appolnt11ent • 

for a fut afld easy _.y ~o $ttw.lule )'Our 
next servl.c~ vtsU 

] VISA [ ) KAST~CAAO ( ) Al'IEX [ ) CASH [ ] OtECIC 

CUSTOflER SIGHA~E 

...... - ........ --- . ·- -- .. -

PAGE30F3 CUSTOMER COPY 

TOTAL LABOR • ••. 
TOTAL PARTS . .•• 
TOT.ill SUBLET • •• 
TOTAL G.O.G • •• • 
TOTAL MISC Ole. 
'fotAl HUC DISC 
TOTAL fAX . •••.• 

TOTAL INVOICE$ 

21s. e1 
44J.99 

o.Oo 
0.0() 

14, 19 
O.Oo 

44.6S 

718.64 

I ENO Of INVOiCE l 01:2/Jpm 
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12/09/22 

MO: 

Our goal is to provide 

"EXCELLENT' 
service. 

Thanks for 
your business. 

Parked in Spor ~ 

OPEN ROAD 
QUALITY CONTROL 

INSPECTION 

Inspected By Date 

Cust. Called 
For Def. By ____ _ 

Time _____ Date __ _ 
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OPEN ROAD MAZDA 

352 Route 18 
East Brunswick, NJ 08816 

Sates \7321 257•5300 • Parts & Service: !732) 257·5303 
www.openroad.com 

'-IMS-JH 

DONNA COCHRAN 8893 

mazna 

CELL 
1'<,/QIC£ 0,,JE 

01/20/22 
lA9QII AT£ LCE~fNO Mlll<\GE CO.OR 

67,652 I 

0 

i 
::1 
0 
t) 

PERFO!Ui OIL AHO FILTER CHANGE 
PERFORM FULL CIRCLE INSPECTION 
OiECK TIRE PRESSURES 
TOP OFF All FLUIDS 
SS9.95 • TAX 

•EAi> "'-"'E t,l(XIE, 

17/ MAZDA/ CX-5/ 

B D L X H 0 

ARTS· · ····QTY· ··FP· NUMBER···· ·· · ·· ····· ·DESCRIPTION··· ······ · · ·•· ··· ·· •UNlT PRICE· 
OB# 1 1 PI01J<1TPE01 SKY G LOF •••• •••• 
08 # 1 1 PE01·14•302A·~ OIL FILTER 6.44 6.44 
08 # 1 1 9956•41·400 CASKET l.02 1.02 
06 ti 1 S l«>ll·OW20 SUPAEtlE SY 6. 90 34. SO 

SIJPREME SYNTMETIC 
J08 # I TOTAL PAATS 41 .96 

JOB # 1 TOTAL LABOR & PARTS 60. 20 

CUST<:»4ER STATES ALL THE UGHTS CME ON SCSS, FOWARO FACING 
CMEAA AAL.F\JHCTTON, A/IIVSER HEAOLic.HT WARNING LIGfiT IS ON THE 
DASH CUSTOMER DIO CLEAN WlHOSHIELO ANO MAZDA LOGO IN THE 
GRILL PLEASE CHECK ANO ADVISE $169.99 + TAX 
TECH PERFO!UiEO DIAGNOSTIC ANO FOUNO COOES U3000 ANO 81735A 
FOR THE FOWARD FACING CMERA /'IOOULE FAILURE. VEHICLE NEEDS 
A NEW CN\ERA 
AS PER CUST~ER TECH REMOVEO AND REPLACED THE FOWAAO FACINC 
CAMERA. TECH REPR<>GRAW-IEO CAAERA ANO VE_IHFIEO PROPER 
OPERATIONS 

ARTS• .. · · •QTY•·· FP •NUIBER · · · · · · · · · • · · · · ·OESCRIPTIOII · · · · · • • · · . · · · · · · · · · ·lJffIT PRICE· 
OB # 2 1 K001•67•XCXA CAMERA, fO S90.41 

JOB# 2 TOTAL PAATS 

JOB# l TOTAL LABOR & PARTS 

S90. 41 
590.41 

990.41 
· · · · · · · .... ................ .. ........ .... CiiKs: .. ~~oo. rEmcs> ~ ............................. . 

PERFOIU\ MZDA'S • FULL CIRCLE• REPORT CARO INSPECTIOO. 
OOCU'IEHT TIRE AND BRAKE WEAR. ( BRAkE CHECk DONE ONLY If 
lotiEELS REJ1011EO FOR MINTAHE.HCE. SVC ) TEST BATTERY CONDITION. 
A COMPLENEHTARY SERI/ICE VALUED AT $39.95 
Cc»IPLEMEHTARY 1/E.HICLE WASH AND/ OR k4SH IIOIJCHER 
VALUED AT $11.9S 
PERFORMED COl'\PLEi'IENTAAY FULL CIRCLE INSPECTION VALUED 
AT S39.95 

i 
i AATS··· · · ·QTY···FP•NLIKBER ·· ·· ···········OESCR1PTION·· ··· ············· ··UNIT PRICE• ! JOB# 3 TOTAL PARTS 0.00 

0.00 )08 II 3 TOTAL LA80R & PARTS 
! ·· ·······•······· ·· ··········· •· ················· ···························· ····· :···· ········ 
. . 
::: 

! 
i 

INSPECTED VEH.ICLE BATTERY · STATUS "GREEN" 
BATTERY PERFORMING WlTH•lN COLD CRANKING A.11P LOAD . 

CUSTOMER COPY (CONTINUED ON NEXT PAGE} 02:47pm 
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01/20/22 

MO 

Our goal is to provide 

"EXCELLENT' 
service. 

Thanks for 
your business. 

Parked in Spot # 

OPEN ROAD 
QUALITY CONTROL 

INSPECTION 

Inspected By Date 

Gust Called 
For Del. By ______ _ 

Time _ _ _ _ Date __ _ 
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OPEN ROAD MAZDA 

352 Route 18 
East Brunswick, NJ 08816 

Sales· \732) 257·5300 • Pans & Service: (732) 257·5303 
www.openroad.com 

A!MS()I< 

DONNA COCHRAN 8893 

CELL 
11, 1/00CE 0A TE 

01/20/ 22 
v.E0",V.l f M- t.1u£ '--.1:0lc=c:;;;-;;-----F.=~=== :::i 

67 , 652 I 

NJ -

tEAI\ Y.AJ<,f !>OOE. 
17/ MAZDA/CX·S / 
\'E" ·,f o no 
J M 3 K F 8 D L X H 0 

········· · · · ··OE5CRIPTIOH·········· ······· ··•UNIT PRICE· 
JOB # 4 TOTAL PARTS 

)06 # 4 TOTAL LA80R & PARTS 

INSPECTED VEHICLE 'S BRAKE SYSTE.'i , STATUS• YELLOW • 
3•5/fl (DISC) OR 1. 01 · 2M ( ORI.N1 ) R£AA1H ING 

AATS· ·····QTV·· ·FP· Ht.tlBER· · · ·· ·· · ··· · · ··DESCRIPTION· · ·········· ·· ··· ··•UHIT PRICE· 

0.00 

0.00 

JOB # S TOTAL PARTS 0.00 

)Ofl # S TOTAL LABOR & PARTS 0 . 00 

INSPECTED ALL TIRE 'S, STATUS "GREEN" 
( TIRE TREAO IS AT 6/ 32nds OR GREATER) NO ATTENTION NEED ED. 

ARTS ·· ··• •QTY· ·· FP· NlNER • • • • • • ••••••··•DESCRI PTION• •···· .• •••••••• • · •• UNJT AAICE· 
JOB# 6 TOTAL PARTS 0.00 

JOB# 6 TOTAL LASOR & PARTS 0.00 

TE~ICIAN RECOV<IENOS ADOITIONAL SERVICE 
SEE ESTL'IATE 

:rECH(S~ 

ARTS·.··· ·QTY··· f P •IUISER · · · · · · · · • · · · · · •OESCRlPTION• • • • • · •••••• • •• · ·· ·• UNIT PRICE· 
)OB # 7 TOTAL PARTS 0.00 

)OS # 7 TOTAL LA80R & PARTS 0.00 

ISC · • .. · -COOE- · ······DESCRIPTION··········· ··· ·•·· ···· ···· .•. • · CONTROL HO··· ······ 
OB# A HR HAZAAIXXJS WASTE / RECYCLE CHARGES 

TOTAL · NISC 

STIMATE· · · · ·· · ·· ··· · ·· ·· ·· ··· · · · •• ••• ••• ••• • ·• ••••· · •••·•• ••·· ••·· •••••• •• · ••·•• •• 
_. USTONER HER EBY ACKNOI-ILEDGES REC£IVING 
= ORIGINAL ESTIAATE OF S0.00 ( +TAX) 
;; OMl'IEHTS • • • • • • • • · • • • • • • · • • • • • • · · · · • • • • • • • • • • • • • • · • • • • • • • • • • • • • · • • • · • • • • • • • • • • • • • • • • • 
J IT created 2022-01·18 09:08:00p,1 taken by 

~ ECHNIC1AN CERTiflCAfION············ ············ ··········· · ········· ······· ······· · 
~ S93 RONALD HAASE 51484•S93 ., 
I ; 

. r 

? 
j 

19 .95 
19.95 

! PAGE 2 0F 3 CUSTOMER COPY [CONTINUED ON NEXT PAGE) 02:47pm 

OElNtl'YWU.S 

PROOUCTION DATE 

Jl C :;.a.re 
01/20/22 

MO 

Our goal is to provide 
"EXCELLENT' 

service. 

Thanks for 
your business. 

Parked in Spot # 

OPEN ROAD 
QUALITY CONTROL 

INSPECTION 

Inspected By Date 

Cust Called 
For Del. By ______ _ 

n me _ ___ _ Date __ _ 
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OPEN ROAD MAZDA 

352 Route 1B 
East Brunswick, NJ 08816 

Sales. (732) 257 -5300 • Parts & Service: (732) 257-5303 
www.openroad.com 

"°"1SOO 
DONNA COCHRAN 8893 

UCENSE 1/0 

VEAA MME l '!OOE!. 
17/MAZDA/CX•5/ 

Thank you for cl'IOQsi:ng Ope6\ Roc1d Maz4a ! 
¥our bu,stne$s t s: valued and apprectated. 

1f y0u1 have an:, ques ti.oos or observations, please 
contact 1'14'! dtrect\y: 

Joe Correa Selivt.,c~ l'!ana~er 
Jo~~utn.Correa~pe~Ro~d.eoo 

( H2'.)2S7•.BOO 
........, .,Ol)ll.nRo.ad, CQfll 

CQ co opeoroad,,azd'aohastbruri"$.~ltk . col'I and cHck on 
• Se;h,e4ute your Se,v'tc@- Appoi.ntMen t • 

for a, fast a.l'ld e.uy ~Y to s~heclu le your 
nel(t !terv1ce visi. t 

) VISA ( ) W.SirRCAAO f ] MEX f ) CASH [ J CHW, 

OJS.li~ER: SlG!CATU~E 

TOTAL LABOR •••• 
TOTAL PAATS . . .. 
TOTAL SU8LET ••• 
TOTAL G.O.G .. .. 
TOTAL /USC CHG. 
TQTAL MISC DISC 
TOTAL TAX .•.... 

T.QT AL INVOICE $ 

TASHO .. 

67,652 

418.24 
632 . 37 

O.QQ 
0 .00 

19.95 
0.00 

10.n 

~ PAGE30F3' CUSTOli,iER OOPY I END OF INVOICE J 02:47pm 

CELL 
rr.lQICE CATE 

01/20/22 
COLOR 

Dall/ER'f Ml!.ES 

R 0 tl<TE 
01/20/22 

MO : 

Our goal is to provide 

''EXCELLENT' 
service. 

Thanks for 
your business. 

Parked in Spot # 

OPEN ROAD 
QUALITY CONITROL 

INSPECTION 

Inspected By Date 

Cust. Called 
For Del. By _____ _ _ 

Time _ ____ Date __ _ 




