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June 28, 2000

Customer Dealer Services Department
Subary of America

Subami Plaza

PO, Box 6000

Cherry Hill, New Jersey 08034.9830

Gentlernen:

T am writing vo fulfill the final requirement of the “Qregon Revised Starutes Title 50;
Trade Regulation Practices, Chapter 646: Trade Practices and Anti-Trust Regulations
Enforcement of Fxpress Warranties on New Motor Vehicles”, more commeonly known as
the “Oregon Lemoen Law.” We have fulfilled all requirements of the law except to
“netify the manufacnsrer in writing so they have an opportunity to cure the defect.” This
lerter is meant to satisfy that requirement.

Pleage be advised that we have not only met all of the lemon law requirements, but we
have alsa followed all of your procedures outlined 1n “2000 Warraniy and Maintenance
Book” without success. I have attempted to resolve this matter in a professional manner
but have found Subaru of America to have very little integrity and no willingness to
correct what I consider a very serious safety problem. Repeated attempts to work with
your custotmer service people have failed. After their repeated failures to foliow throngh
with promises to resolve the problem, I have now filed a claim under the lemon law, as
well as a safety complaint with the National Highway Traffic Safety Administration.

Following is a brief description of our vehicle, the problem we have been working to
comect, and entries from my log showing a long, frusirating, history of a pood faith effort
on our part to correct this problem.

Vehicle Description: 2000 Scbaru Legacy Outback Wagon
OB AWP E4AT
White/Birch

Vehicle Identification: Vion# 453BHe751Y 7627301



5.0.A Case Number: 246947

Date of Purchase: 12-03-99

Subaru Dealer:

Stock #¥:

DEFECT:

BISTORY:

2-24-00

3-20.00

3-29-00

Wentworth Subaru

107 SE. Grand Avenue
Portland, Oregon 97214
503-232-2000

05169

The headiights on our vehicle DIM SIGNIFICANTLY when other
elecirical compuirnts in the vehicle are used. Specifically, when the
headiights are in operation vou can adjust their intensity with the fan
blower switch. When vou tum the switch on, the headlights dim. When
you wrn it off, they intensify once again. If the seat heaters are in
operation the problem is worse, Although the headiights seem to
“recover” somewhat after the fan is activated, they are noae the less not as
bright as before the fan switch was turned on.

We bave had our vehicle in an authorized Subaru repair facitity an 3
separate occasions. After the 3™ atternpt to repair the problem failed, and
the Zone/District Subaru Manager did not contact the as promised by the
service manager at Wentworth Subani, we attempted to contact a
supervizor via the Subaru Customer Hetline, Our contacts were ignored
and we were never contacted. Subsequently we have filed this complaint.

Appaintment w/ Wentworth Subaru ta replace defective blower switch.
Uncerlain at this time il 1his was relaled to the headlight problem. Blower
switch was replaced.

Driving in blowing snow condition where the windshield blower needed to
be on “high” speed. Using the switch caused headlights to dimtoa
dangercus level. We remembered ancther instance in fog where the lights
also dimmed.

Appointment w/Jimm Deoran Subaru in McMinnviile, Orvegon.

Service tech inspected the problem. Acknowledged that this was a bad
alternator. (service invoice #19629 shows; “a test charging system and
starter canse: low owt put. 812001 Alr. Test and replace™) The alternator
was replaced. No noticeable difference. Asked te coniact service
manager later when be returned.
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Called Doran Subaru and had a discussion with service manager GENE
KINION. He asked that we schedule another appointment where they
could have the car “all day.”

Appointment wilim Dotran Subaru in MeMinnville, Oregon

Problem acknowledged once sgain. Sugpesied it may be a “bad battery.”
Battery replaced without results.

We compared problem to another new vehicle with similar results. They
suggested this might be “normal” and not a problem. They were unatle to
cotrect the problem, Service manager XINION referred me to a Subary
Tech Line person, “TONY™ at 1-800-762-8324, and asked that I explain
the problem to them. 1 called this number twice, left messages both times
agking for a return call, and never heard from anyone,

Call for “TONY™ at Tech Assistance. No response.
Call for “TONY™ 2t Tech Aggistance. No response.

Called local Subaru number to get phonc for RON BRADY.
RON BRADY said he would look into the problem and “get back to me in
a day or 50.” Ile had not called back for 1 week.

Called Subaru Customer Service Hotline ( 1-800-782-2783)

Spoke w/ “DON” wha said he would contact RON BRADY and “see
where it was at”. He called back to say BRADY would contact me today
O toMOorTew.

RON BRADY called to review problem. He asked that T take the vehicle
e a different Subaru dealership. I agreed to take 1t back 1o Wentworth
Subam.

Appointmert w/ Wentworth Subaru in Portland, Oregon. Car left all day.
Demonstrated problem to service advisor.

Ficked up vehicle at Wentworth Subaru. Problem had not been corrected.
Asked to speak w/ service manager BOB COLLETTE. He was very
uncooperative and almosi rude. He stated that “they are all like that”
referring to all the Subaru OQutback wagons on his lot. T asked 1o speak
with Mr. Wentworth, but COLLETTE said Mr. Wentworth would only
ask him (COLLETTE) what ta do, and he would teil him they had done
evervthing they could. (conversation took place in the presence of Asst.
Service Mgr. SEAN SEXTON) After a lengthy and somewhat heated
discussion, COLLETTE agreed to speak w/ RON BRADY and DEEN
WITT (name may not be spelled correctly) at Subaru. He also stated
“TYTM™ should ook at this He stated BRADY would call me back next
week. {“mid week™)
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Called for “DONM” at the Subaru Customer Service Hot Line. He was out
of the office until “next week * Left message and asked for a return call.
Mo return call ever received.

Spoke to receptionist “DENEEN™ many times regarding the appropriate
supervisor to contact. She was very helpful.

She attemipted 1o connect me w/ DEEN WITT, but she was always out of
the office. She gave me diract number, with instructions to call collect:
303-373-7T769. Muhiple attempis. Messages lefi on voice mail. No
refurn call.

Called back receptionist. Explained WITT would not return phone cails.
She stated that even though WITT worked out of the Colorado office, she
was in training this entire week at her location, and that she would deliver
the message personally. (receptionist DENEEN had just seen WITT prior
to our conversation) No call from WITT.

Final call to DENEEN. Explained that we had not had a retura call from
anyone, Very frusirated over multiple attempts to resolve this 1ssue.
Expressed our despair and desperation in the entire process. She offered
to do an “emergency page” to WITT asking her to contact us.

No return call.

Call to Oregon Department of Justice, Financial Fraud / Consumer
Protection Section to begin complaint process.

Call to U.S Department of Transpartation to request safety deficiency
reporting forms.

Documentation letter to Suban of America to satisly finsl requirenent of
the State of Oregon “lemaon law”

Copy to Wentworth Subaru, Ms. Wentworth.

Consumer Complaint forms filed with State of Oregon.
U.S. DOT safety report fited.

As you can see, we have made every good faith effort ta have our vehicie repaired
without success. At every turn everyone has treated us very poorly from Subar, with the
gxception of your rceeptionist Deneen.



It is especially ironic that Subary has such little regard for their customer’s safety when
they advertise i Lo be such an important issue. The true colers of a company are typically
shown not hy their advertising executives, but rather by their customer service after a
problem has been identified. [t is not my intent to “shoot arrows™, nor engage in name
calling, but sutfice te say that you shoutd be thoroughly embarrassed by the shameful
treatment your “customer service” people have displayed.

1 can assure you that their rude “ignore them™ appreach to customer service will not
dissuade us from resalving this matter.

If you have any questions, or | can provide further information, please feel free to call.
Thank you.




