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April 11, 2000 |

Muzda North America Operations |
P.O. Box 19734

Irvina, CA 926239734 I
Atin: Customer Assistance Center I

Ra: VIN 1YVGF22C8X59T8003 |

To Whom K May Concermn: |

{ am writing this letter because | am totally dissatisfied with the service from the daalar
leve] ail the way up fo tha corporate isvel of your company, or should 1 say the lack of
service baing offered by Mazdn. inaddition [ am complmealy unsaiisfied with the quality of
yotr vehicle. | mcently took my vehiche in for servics to Roawell Mazda, which by the way
is the dealer 1 purchased thes vahicle from, My daughter drives this vehicle and has been
having a problern where the brakes keep locking up snd has beon sxpetiencing poar
braking efficiency. On March 26, my daughier had a situstion where the brakes had locked
up causing the vehicla to hit a curb, blow out a tire, which ruinad the tire along with wheel
and hubcap. The foliowing day | tank the vahicle to the dealer to be serviced for this
probien. | asked if this problem and the resylting damage to the tire and whes! would be
covered under warranty. The service advisor told ma only @ 1 could repitcate the problam
with a teal drive with one of his anhanlu.

| proceaded to go On A test drive with a mechanic byt was unable to truly replicate the
problem because of the donut 8 on the vehicie. | went back to the dealer to ik to the
sarvice advisor and was just handled & card with your toll free customer care number and
was told to call this number. That tumed out to be a mistake becauss your customer care
advisor had a really bad atfitude. | procesded to tell the advisor of my probler sfter which
I 'was put ont hold 5o she could call the dealer. When she cama back on the Hng she
proceaded to tall me that there was not & problam with the vohicta, at this time | azked to
speak to & supervisor or har suparior. [ wag toid the following that sha made sll decisions, -
why wan 1 cafling 8 7:15 In the moming, and shs did not have 2 boss and shia was tha only
parson in the building. | found that odd, so | asked once again to apesk 1o & supetvisor
which at this tima [ was that har supervisor was in 2 mesting and coulkd not ba interrupted.
At this time | asied to spoak to the supervisors superior and then | was told that she did
not have 3 boss and that the decision was made no one at Mazda could help me. Your
customer care advisor Hven procesded 1o tell me that if | was s concermned about the
vehicle brakes thal | should have purchased a vehicls with ABS brakes. | was then
advised 1o telk to the service manage: at the dealerahip bacauge my problem was not a
Mazda Corporats probiesm, lesve us alone or [f you want call your insurance company.

1then requested to apeak to the General Manager of the daslgrship, which he was hot in at
the Hme. | decided to laave the vahicle st tha dealsrshlp and asked to have the GM call me
hack after he checked the vehicls out. The general manager did cafl me back later that
day, at which fime nothing was resoived, The general manager procesded to tell me that
he had checked out the vehicle and unlesa he could repficated the brake problem, it was
my problem and not the dealerahips or Mazda’s problem. The general manager aleo teld
me he eould Rot rapalr the vahicle because If ary parts wore replaced and if Mazda came
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back and said to him Ire coult not receive credit for the parts, it would effect his bottom
litve, and he wasd not abaut 1o riak that. | was told to continue to drive the vehicle and if tha
probiem happened again the dealsr may try and fix it then.

1 procesdsd to tell the genera) manger that | do not drive that vehicle but my daughter
drivoa the vehicle and that | was concernad about her safety. The gereral manger procacd
to tell me that brakes am a Hability concern and that he coked up his Mazda repalr records
and his records show that a 28 has never bean brought in for setvice anywhors in the
country.

Alter golng sround in circles with both the dealer and your Customar Assistance Center |
decidad to research vehicie recalls with the National Highway Traffic Safety
Adminlstration. Guess what, there Is a recall on my vehicle for brake inefliciency. | then
calted the dealer back ta inform the general manager of this recall. The ganeral manager
agread to raplace the tire, wheo! and hubcap, When | aeked about fixing the brake
problam he told me that he had to walt until Mazda sent the part & Ax the prohlem and
continie to drive By vehicle untl) ha receivad the part frorm Mazda and indicated he did
not know how tong that would take.

Weatil, where | stand right now is | am the owner of new Maxda 626, which has a
manufactures defect in the braking systam. We are afrald [0 drive the vehic!s because
accord!ng to recall notice, the brake condition could cause reduced bake aficiency,
intreasing the risk of a crash. My question to you s are you not at all concerned about
your customer’s salety and all you are worried about i your bottom line.

Please let me know what needs to be done about getting this vehicls repaired or replaced,
becausa | do ot want to ba the proud owner of 2 new Marda €26 that is not safe to drive.

Slncaraly,

cc: Natlonal Highway Satety Administration
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