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Information Managemenl Staff NSA-10.01
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To Whom It May Concern:

I first started having a transmission problem in June of 1999, four months after |
purchased the minivan. When T purchased the vehicle from Bob Wilson Dodge, T asked
the salesman and the manager if the vehicle had been inspected for mechanical prohlems.
They both assured me that the vehicle was in excellent condilion and that were not any
mechanical problems.

When | drove the vehicle up a hill, the transmission would chug, Tilock the
vehicle in tor service at Gainesville Dodye. | have also had problems with the vehicle
lcaking watcr onlo the passcoper lloor. 1 cxplained the problem, and left the minivarn. 1
Lave enclosed a receipt concerning this transaction. The dealership had my vehicle fora
week, The person who was managing my serviee, CJ, would not return my calls, When !
could got him Lo take my calls, he would not explain the problems to me. He kepl telling
me that my vehicle would be ready the next day. When [ ¢alled the next day, when 1
conld get him to speak to me, he would tell me it would be ready the next day. After
having my vehicle for one week, T was told that the transmission modular was replaced as
well a3 my evaporatar and o belt,

| started having the same problems with the vehicle in Sepember ol 1999,
ealled the customer service hotline to find out if there was another deslership that I could
dcal with. | spoke with a man, whose name | forgot to gel. T explained my problem, and
he asked me whe authorized my evaporator to be fixed. Not realizing thal be was
accusing me of stealing services | said. ©1 did,™ 1le again asked the guestion and | again
gave him the same response. That same questinn and answer and response were given
again. T'hen he procceded 1w toll me that my repair shoaid not have beon authorized, as |
did not have that coverage. He then told me that he could not believe that people would
try to sieal services. 1 was stunned to say the least! | was so upscl that | was shaking, |
tokd him that [ purchased coverage that included air conditioning repair. He told me that
{ did not have that coverage. [ proceeded to read him the coverage that [ did bave. Lo
told me that he did not believe me and that T should take my complaint elsewhere. T was
so upsat that | hung up the phone.

Atter spenking to ry hushend, | decided to call the customner service number
apain 1o report the man T spoke with. [ spoke with a gentleman, who said he could not
look up the name of the man that T spoke to, but he was sorry for that individual’s
hehavior. 1| asked the man on the phone if there was another dealer thal T cotid take my
vehicle to, and he recommended [lawes Chrysler.
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I called Ilawes Chrysler and took my vebacle in on November 2, 1999, It took me
a lirtle over « month to get my vehicle in as I had given birth a week after I spoke with
the people al the customer seTvice number.,

Hawes Chrysler could nol take vare of the problem at that time since the person
who (1308 transmissions was on vacalion, [ agreed to come back for that problem the
next week. [ adso had a paint problem that was under warranty taken care of at the samc
time. [ have this receipt that | have enclosed. but 1 cannot find the nexi receipt.

[ brought the vehicle back the next week, and the paint was fixed; however, the
iransmission person said the transmission was fing. He hoaoked the vehicle up to the
machine and oo problems were reported. I was frustrated, bul T undenstood.

Over the nexd fow monihs, the problem with (he transmission became worse. 11
was sl iwdermullent, but e froquency had Increased as well as the severity of the
bucking. I brought my vehicle back 1o ITawes Chrysler in March of 2004 to have the
same transmission problem checked out as well as have the recalls taken care of. After 2
hours of waliing, the man told me that my vehicle was (aken care ol T forgol lo ask what
the problem with the transmission had been. When T got home 1 looked at the receipts,
and they did not reflect anything coneerning the transmission. | have enelosed these
receipts.

My problem with my lransmission bad increasingly become worse. 1 would now
hear a thud periodical |y as well as having the transmission buck. 1took my vehicie back
to Flawesz Chryslerin Julv, Afiter sitting in the waiting romm for 2 and onc-halt hours, the
mechanic came out and spoke with me. [ tried to describe my problem the best that T
could. Ttold him whal I was deing when I [elt the vehicle buck. Alier unother hall-hour,
the cashier wld me my vehicle was ready. | was amaved. [ asked her what the problern
was, and she handad me my paperwark, When | looked at it, | could not believe i, My
prithlem could mo be replicated again! | asked the lady about it, and she ld me the
mechanic drove it for 3 miles, and he could not replicate the problam. [ was vory upset.

I carme home and decided to call the customer service number again. { spoke with
Susan., She was extremely pleasant, and | am sure | was not so mce, | did apologive to
her, as [ know T muost have come off very angry.  She told me the best thing for me to do
was to have a co-pilot put on my vehicle. Susan said she would eall the service manager
at Hawes Chrysler on my behalf and she did. She told me to try to set something up with
hirn.

I caulled the service manager right atter T oot off the phane with her. The service
manager asked me when 1 last look my vehicle inand T iold himn il was just there that
morning, He asked who my servieg person was, and [ told him it was a female. He
mlormed Lal the person was Theresa. He told me that he wanted to get with Theresa to
find put what had been done, and he would call me hack. T waited three days for him to
call mc back betore [ called vour customer service number again, o this date,
September 5, 2000, { have not heard back from the service manager of Hawes Chrysler.

I called the customer service niwmbcer apain to speak with Susan to figure out
what my next step was. [ spoke with a woman who told me that 1t was impossihle io find
out whe Susan was and for me 1o speak with her, so | had to speak with her. This new
women informed me that 1 was supposed ip have & co-pilot put on my vehicle, and that [
already knew that, 1 informed her that Susan asked me 1o give Hawes Chrysler a call, so
T did, but the service manager had nol culled me back. nstead of being helpful, she



decided to give me a smarl crack and say, “Well, don’{ vou think you should ¢all him
back?" I was appalled. If the service manager was concerned about my problem, he
wiould have returned the phone call as he said he would. All | wanted was te find out
what the nexi step that 1 needed to take was. I asked her if she would give me other
dealerships thal 1 could dead with, She pave me 4 names. Onc being Llawes Chrysler and
anather Gainesville Dodge.

| chose to call Kraft Motorcar Company. Tdealt with John Filis, He had the shop
foreman dnve the vehicle with me to seeif we could replicate the problem: however, we
contfd not. The oreman 1o1d me he would get with ihe transmission person and they
would let me know Jater that day. Since this is my only vehicle, I had to wait with il [
have live children; therclore, my vehicle is extremely importm! th me. Not more than
ten minutes later, Mr. Ellis came out of his oflios axk 1old e they would help o with a
renial car. He did nol wanl me to wail in the waiting room with my kids, 1was amawzed
that Thad come across a dealership who actually cared. They warned me that it could
lake up 1o a week 1o fix my vehicle. 1 was okay with thal as long as the problem got
[ixed.

Nine days later, [ ol my vehiele back. The transmission had 4o be rebutit. The
rental car cost me $180 and Krafl hilled vou the rest. Twas very happy with Kraft, and
my expericnce with them. Mr. Ellis was not the most personable person, nor was he very
good about returning calls; however, he helped mc get my vehicle taken care of. He also
treated me like a person.

[ thought the transmission problems were over, bul we are nor sure. While my
husband was driviag the vehicle a fow weeks aller the rapsmission was rebuilt, the
vehicle stated hesitating Jurng the shafting at approximately 43-mph. We also needed a
sensor replaced. s T ook the vehicle back to Kraft Motorcar Company. The foreman,
Ron, tald me that that was the problem with intermittent problems, They said 1Tt
continued 10 let thom krow:.

Ower the last few months, the shifting ot the vehicle between 40 — 45 miles per
hour has progressively become more of a problem. The vehiele will hesitate cawsing the
whole vehicle to jerk. Tt s still intermittent. It primarily happens as the vehicle goes
aphitl, 1t will happen at other timus as weli, 1t happens when the vehicle is cold and
warrned up.

1 decided 1o cal! and make an appoinimem with Krafi 1o have my vehicle checked
for this same problem. When 1 hroughe it in, | spoke with Mr. John Ellis again. He told
me that le could not duplicate {he probiem. 1 lold tim that | was more than willing (o sit
in the waiting room all day. He said he would speak with Roq. the fareman, again. A
little Yaler, Mr. Eilis came back. 1le said (ral they he had several people drive it, but they
could nat replicate it. I told him again that § would wait all day. He said rhat they did not
have the persornel to work on my problem. I reminded bim that this problon is the samic
one T came to him with that [ had battled for 2 year. at that time. 1 told him about my
conversation with a woman at Chrysler who mentioned the co-pilat. Mr. Ellis explained
to me that he tried the co-pilot and thev got nothing, [ explained (o hiny that the lady |
spoke with af cuslomer service sugpesied they leave it on for me 1o drive with. Mr. Ellis
explained that they did not believe that the co-pilot would not deteet my problem becausc
they believe that my problem is a mechanical one. now an clectrical one. I asked him
what my next eptions were.  He told me that he would speak with Ron again. Ron came
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to speak with me and told me that they need my problem to get worse. Lle also told mc
that my problem might even be an ¢lecinical problem with the computer. He suggcsts
that I wantl and come back whem i1 worse,

| called the customer service number again. 1 spoke with renda Meeks. The
numbcr she pave me for a complaint was 8046115, 1 cxplained to ker the whaole scenario
of this samc problem going on for 4 year and a halt. [ asked her what my next option
was. [ da not want my vehicle (o run oul of warranly, and then someone will lind a bag,
expensive problem. She said that she would speak with technical support and get back to
me. When she came back an the phone, she told me that a co-pilot would not heip my
situation. That unless the dealer cun replicate the problem, they could aot lix il She also
told me 1 should leave my car wilh the dealership 1o see i they could replicale the
problem. $he also told me that { could have a second opinion. T told her that this was
unaceepiable o mea. [ have been dealing with (this same problem for a year and a baill ]
have dealt with 3 dealerships and nu one can replicate my problen. @ told her that 1 was
willing 1o sil in a dealership all day. but they did nol have someone who could ook at my
vehicie. 1 aiso said that that is why we make appointnients with dealetships. They
should be working on my problem when they schedule me for an appeiniment. She 10ld
me that there are no other options. T asked if T could speak with her supervisor. She said
no; they do nol do that. 1 asked her who [ 2o 1o above her. She said there 15 no one
ahove her. I asked her several times it 1 have a problem with Chrvsler, who do T file a
complaint with. She kept ielliog me that I was speaking with the complaint center. Thkept
telling her that 1 undersiood thal, but I wanted to go above Chrysler since she is the
deciding word Lor Chrysler. She became irritated with me and I with her.

] huve decided o file several complaints against Chrysler. | [ind it ridsculous that
1 bave purchascd warranty coverage, bul I cannol get anvone to take the time to fix niy
problem. 1 know if | take it outside @ Chrysler dealership. my warranty w1l not be
accepted. I L chose (o lake my vehicle to a non-Chryster shop Chrysicr may say thal the
shop created a problem which voids my coverage.

I must say that | am not satisficd with the cuslomer service center, Sixty-six
percent of the fime | dealt with someone who was uapleasant. | was called a thief. [ was
trealed poorly over hatf the time, Only thirty-three percenl of the tme was someone
willing to do everything he/she could to help me.

In addition (o lhe rgnsmission problems. L have had brake problems. Since T have
owned my mini-van, approximately 2 vears, T have replaced my fronf brakes twice, and
they need to be replaced again. In the past two years, | have had my font rotors trned
once and then a few months kater T had lo replace them. T understand brakes wear out, but
having 1he rotors worked on twice in two years and needing three seis of brake pads in
Wi years is not considered normal mainienance.

When 1 ook the vehiels in the last time to have the hegilating shift checked out, |
had Kralt motorears check the air bag light. They told me that the computer is welling
ihemn that there is an open circuit in the airbag. Afier reading several articles, | have
found that Chrysler has had a problem with faulty airbag sensors.

| bave also expericneed a thud scund in the back of my mini-van, which a
mechanic from Haws Chrysler told me [ must hit something in the road to cause the
sound. N is an intermittent problem. which [ have found to be a wide spread problem
among Chrysler mini-van owaers. | have also experienced my windshield wipers comimng
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on without being tumed on.  Apparently this too is a common problem among Chrysler
ITIR-¥ AN OWIKTS.

Al this tme_ T would not recommend 2 fricnd or anyonc buy a Chryvsler product. |
have a lot of problem with my vehicle. | have not had u lot of success wath service
departments, and the customer service center has heen less that [Tiendly. Twould nol
wanl une of my fiiends to be called a thief by a customer service representative. [ have
tried o trade my vehicle in; however, everyenc has told me, including Chrysler salesmen,
that my vehicle s year had a lol o problems. Consumer Reports alsu reported that my
vehicle year of the Dodge Grand Caravan was a vehicle to stay away from duc to
transmission problems. The way 1 see it, everyone except Chrysler mechanics thal deal
with me on a problem and the corporaie oilice knaws that Chrysler had problenms with
this vehicle make and year.

[ do not feel that | am agking [ora loL | want my vehicle Lo wark properiy
without having to take it (o the dealerships for the same problem constantly. T expect
problems with vehicles: however, the same problem over and over during the last vear
and a halt is ridiculows. I propose that someone spend the time trying to replicate my
problent, while 1 wadl for i1, T have tried leaving it, bul the problem came back after it
was “tieed”. I somecne prafers an easicr sohution, Chyysler can zive me what T owe on
my, vchicle and 1 will twrn the vehicle over W Chrysler.

Sincercly,
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