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103001 Customer Assistance Referral CONFIDENTIAL

CA Ref ID: 110410 Priors; No Open Date: 06/10/1993  Status: CLS Last Update: 06/11/199%

I
address [ Title:
o Residoo
City; East Haven CT_ Corres ID:
Agent: Denizs Nowicky Phone; 6254 OrigBy: P OrvgCD: HD Regiom: 5 Market: 4
Service Retaller:09101 CONTINENTAL MOTORS,  FAIRFIELD CT  Assign Agent: SOM - 27
Orig Retadler;
Sell Retafler; 09101 CONTINENTAL MOTORS, FAIRFIELD CT
Disp Amt: Corr Fwd: Maflgram Seut: "Grp Fall Major Miner Rar
DBAG VIN: 2020251 Model; C280W 1998 10 10 2 3 0%
World VIN: WDBHA29GIWAIN _
Mlileage: 20000 Engine Number: 11292030142971
Prod Date: 02/06/1998 WarTanty Start Date; 03/07/1998
Close Agent: Ted Zawacki Fleid Cloaing Date: 06/11/1999
Close With: O Close By: M Close Haw: P Owner Satisfied: ¥V

Involved Information

> omer. [ - e,
Primary Resldence
Primary Roaldanca

Customer Assistancs Rafaerral -- Full Notes

Opan Date: 08/M10/1000 10:5123 Agent Deniey Nowicky Phone 8254 Nots Typs: PC
Cliart claims that within first yesr of ownarship, she has had many repairs, induding, but net limited to:

rear buth raplacemant (goe), radios ampifler replacemant, grab handle replacemant, belt tansionar raplacement to resohe
vibration, rear window retracior, climate control rapair, fan repair (dimeate control), trim panel around climate contrel, moon
rod {(2X, which ks in-op at this time, again)

Sha can be reached 203-465-3278
Open Date: 0511011889 15:33:27 Agsnt: Ed Mc Ras Phone T527 Note Typs: PC

SPOM discusssd casa with client. Client stated that she would "ike to trade this vehids in on sithar @ new or pre-ownad

vh;EH- this vahicle has required too many repain® She requested MBUSA'S sssistance with obtelning a replacamant
8.

- SPOM miplained that ahe would nead to coordinats this with retedar Ssles Manager. SPOM offered cllent & goodwit
gesiure of frea sarvics on new vehicle. Cllent raquested thet this be appliad to her deal wilh retallar for new or pre-twnad
M. SPOM will offer $250.00 a8 poodwill gesturs.

Cliant waz edvised that retallar Sales Manapger (Steva Kaar} will contact har to make arangumenis.

Open Date: 05/11/11093 11:14:06 Agant: Ed Mc Ree Phoma 7527 Note Typa: RC
Reteiler Salea Manager - Stwva Kear advised that ha wil contact cllent today (8/11) to discuas trade-n/new purchass,




Precuri on :Filnar 9204 Summary Note Information CouTins 7o
Marcades Benz of U.S.A T T

Note ID 592628 Cusident 14847758 Legal - Note Typs Summary Note

Cu:tuma'
Addres Towa

Hallandale FL -

Phone _ Phone Location Resldence
Asslgn Dir
Sell DIr 55364
Last Sell DIr 95364
Note to Market Ind; Amount

~Vehicle Information —

DBAG Vin 2100651 AN world Vin: WDB.FeSFSWASEEEEEE

Mileage 1000 Prod Date 06/068/1997 Warr Date 06/06/199. Model E320W 1598
Ganeral lsavew:
Cods Desoripion Sub Codas Dascription Updited Date A Tims  Uipdeted BY Phom
Wamnty Canadian Vehlca Waranty inouiry Q202003 13:30:08 Honora DUty s307
Eummag_ Notes
02/06/2003 132553 Honora Duffy a7

maﬂ:d - Canadian car {@Fort Laudardale & sha £laima she haa Canadian axtendad warranty. she
wan If crankshaft puley would ba coversd & how o pursug - told her 1o call ME Canade.




parloann Customer Assistance Referral CONFIDENTIAL

CA Ref ID: 92893 Priors: No Open Date: 02106/1998  Statws: CLS Lasgt Update: 02/13/1998

- -
S R—

City: Baldwin Y Corres ID:

Agent: Linda Togneti Phone: 0268 Orig By: P OrigCH: HY Reglon: 5 Market: |
Service Retaller:55124 LAKEVIEW AUTO SALES ROCKVILLECE NY Assign Agent: SOM - 22
Orig Reiailer:
Sell Retafler: 56113 MERCEDES - BENZ MANH NEW YORK NY
Disp Amt: Cort Fwd: N  Mallgram Sent: N Grp Fail Major Minor st
DBAG VIN: 2020291\ Modsl: C280W 1998 o108 2 3 11
World VIN: WDRHA29G1 wHIEEE
Mlleage: 3540 Engine Number: 1292030005926
Prod Date: 08/07/1997 ‘Warranty Start Date: 10/25/1997
Cloza Agent: Wilhelm Jaraen Field Closing Date: (2/13/1998
Close With: O Close By: M Close How: V Ovmer Satixfled: N

Involved Information
- . Y
Primary

Business
Sacondary Realdanca

Customer Aasistance Referral — Full Notes

Open Date: 02/08/1988 15:57:42  Agent Linda Tognatt Phons 82688 Nots Type: PC
Customer called CAG saying vehicls was towed to Lakeview on Wedneaday avening.

Customer has been told vehicle nesds new engine. Customer does not want car eny mons; wants to speak with regional
manager.

Open Date: 02/708/1898 11:38:08 Agent: Linda Togneti Phone 9288 Nots Type: PC
Customer callnd writer. Daslar told customer thet E. Paimer waa at dealarship; wanis customer to come to dealership to
algn & releaaa to have the engine taken out of the car and worked on.

Cusiomar wants to spesk wkh somseone regarding thia,

Volca masaaga laft far SOM, M. Boherty.

Dpan Dute: 021171998 12:45:00 Agent: Michast Dohasty Phone 7522 Nots Typa: PC
TS Palmer i inapacting vshicle this date.




Qpen Date: 02/12/1988 12:51:12 Agent: Linda Tognath Phone 6288 Note Type: PC
Letter recalvad from customer, dated Feb. B, 1888, Letier wae sent ko MBCC, MENA, M-B Manhaitan and Lakeview Auto.

Customar writes: "Pleass ba adviaad that on Feb. 4, 1998, at approximately 8 p.m., whila | was driving the above
referenced vahicle, a loud continuous nolee begen to emanate from tha car. | selephoned the 1{800) FOR MERCEDES
oparator who advisad ma that a roadzside asslstant would be contacting me. Al approximately 10 p.m., the roadsids
asslatant, Kevin, appearad Bt the lessse’s abovae addrass. openad the haod, started the car, and statad that tha nolse was
coming from the engina. | watched while Kevin conducisd hig sxamination and startsd the car and | obsarved that the
sngine unit was vinlbly shaking and wiill axhibliing the loud continucus nolas. At approximatsty 11:15 p.m., a tow truck
appearad and took the vahicle to Mercedes-Benz, Rockville Cantre, NY,

Ag of Feb. 4, 1906, sald vehicla had 3,841 miles.
Az of the date hereof, said vehicls ks sl at the Lakeview Auto a''s Mercadea-Banz Lakeview, Inc. deslarship.

Motice in hareby given by the undersignad that the subjact vehicle has a nonconformity andior dafect.

Opan Date: 02/13/15998 15:20:27 Agant Michael Dobarty Phona 7622 Nota Type: RC
TS Ernla Palmer inspected vehicle and siripad down engine at 56124,

Customer stated thai she had sngine oil changed at an independsnt shop; nine mies later the englive made a knocking
naige. Car was towsd to 55124,

Mr. faimers Inpaction and subsequent vastigation revasied thst anging balancer shaft had setzec and thla was a rasult of
vahicle being run with lithe or no oll In . Plaass rafar to TPR 410007 by Mr. Palmar.

CONFIDENTIAL



w27103004 Customer Assistance Referral CONFIDENTIAL

CA Ref ID: l!lWﬂ 01/15/2000 Statuy: CLS Laat Update: 01/21/2000
Mr.

Address: 4215 Lake Washington Rd Title:

o —
City: Mclboume FL__ Corres ID:

Agents Honora Duffy Phone: 6307 OrigBy:P OrigCD: H0 Regiom: 2 Market: 7
Sorvice Retallex:14113  CONTINENTAL MOTORCAR MELBOURNE FL Asgign Agent: SOM - 27
Orig Retailor:
Sell Retriler: 14113 CONTINENTAL MOTORCAR MELBOURNE FL
Dlsp Amt: Corr Fod; N Mallgram Sent: N Grp Faill Mljnr M .E' .
DBAG VIN: 202029 1 GGG Model: C250W 1998 13:06 3 3 m
world viN: woBHA29GX W
Milcage: 47000 Engine Number: 11292030034420
Prod Date: 07/22/1997 Warranty Start Date: 09/24/1997
Close Agent;Paul Renick Ficld Closlng Date: 01/21/2000
Close With: © Chose By: M. Close How: P Owaer Satisfled: N

Invaolved Information

» , IO oo,
Primeary Businsas
Sacondary Raealdenca

Customer Asslstance Referral — Full Notes

Open Date: 01M9/2000 10:25:44 Agent Honors Duffy Phone 8307 Nate Typs: PC

Cliant callad "this car has caused pra-mature sngine waar bacauss harmolc batancer tone apart - flapping arcund - caugad
siraas to ofl pen and cranksheft. | planned to keep this car for over 100,000 milss - | don't knaw what to do - | think MB
ahoukd ook at this & give me acme type of conslderetion for this happening while under warraniy™

client dernanding direct contact frem SPOM "becauce daalar is trying ta say thig is nothing” ... writer advised him that SPOM
would contact Servica Manager - find out exaectly what's gaing on & then call him o discuss his concems -

SPOM providas corporate posttion which will be upheld by homa offica/gammarty.

Open Dute: 01/20/2000 10:32:18 Agsnt: Honora Dufty Phons 8307 Note Type: PC

Cliant called again - saying he Just spoke with Peul Renick & "dossn't agree with his position that | won't have a problem. |
just contacted the Fadaral Trade Commisslon & told them my story - thay aasm to feat this falls urder Magriuson-Moss act
and | heve & case to pursue this through that law”

| reconfirmed with clisnt thet Paul Renick |s top person at MB 1o address this metier & whatever SPOM discusses with him
Is corporate pagition - if e wishes to further discusa his concams, wa can have SPOM call him again.

Cliant sald 1 will puraue this hreugh Megnusan-Mosa act - If he wishes to call me, he's welcoms to”
| have call inte SPOM 1o let him know of cllent's 2nd call.




Opan Date: 0172172000 08:51:08 Agent: Paul Renlck Phone 6200 Note Type: RC
Clisnt contact 1-20-00. Listenad to cllant describie at length why he falt intarnal damape had basn done to engine and what
MEUSA should do to resolve the issue for him. Client describes "hours of gperation” with prablem but clalms ha fait no
vibration nor heard any noise, yet vibration is what cliant fesls has causad intemal damage. Advised client that repairs
appear to heve hsen complated within the scope and intent of the wemanty terms. Explained goodwil adiusiments to client,
Advised cliant that warranty could not be sxiendad. Advised clignt that na financial aliowance would be given to him by
MBUSA shauld he want to trade this vehicle In. Further explained to cliant thet the veiue of this vehicle was the same 33
any other llke make and madal with skmilar misaga and In simlar conditlon since repaks had been completed in a
sefisfactory manner, Clisnt vary adamant that he is not satisfied and wil pursus legal remedies. pwr

Open Data: 11/21/2000 08:52:01 Agant: Paul Ranlsk Phone G200 Nots Typs: RC
No further contact with cllent would ba produciive at this ime. pwr

CONFIDENTIAL




02/10/2004

Customer Assistance Referral CONFIDENTIAL

CA RefID: 121854 Priors: Both Open Date: 01272000 Seatus: CLS Last Update: 01/31/2000
Addres:: [N Tide

Pronc NN~ Residence

City: Rancho Santa Marga Cﬁ._ Corres ID: 160983
Agent: Andrew Dunleavy Phome: 6320 OrigBy: M OrigCD: HO  Region: 3 Market: |
Service Retailer:05747 MERCEDES-BENZOFLAG LAGUNANIGUE CA
Orlg Betailer:
Scll Retafler: 05747 MERCEDES-BENZOFLAG  [AGUNANIGUE CaA
Disp Amt: CorrFwd: Y  Mailgram Seat: Y
DBAG VIN: 2020291 AN
world VIN: wDBHA29GY AN

Milsage: 2740 Engine Number: 11292030552154
Prod Date: 09/28/199% Warranty Start Date: 11/14/199%

Cloze Agent: JaiF Bandurant Flald Chosing Date: 0173152000
Clase With: O Close By: D Close How: V Owner Satisfied: Y

Axslgn Agent: SOM - 21

'Grp. Fall Major ;Minor: R
Model; C280W 2000 R 1 16

Involved Information
- owner, [N rocro sonte verser, A

Prmery Rexidance
Primary Residsnce
Primary Resldance

Customer Assistance Referral -- Full Notes

Open Date: 01/27/2000 16:10:11 Agent: Andrew Dunisavy Phone 8320 Nota Typs: PC
caae generatad by latier to MBUISA regarding 3 asrvica visits In 8 montha for an "abharmal noisa® demaonsirated white car la
warming up. Delagr atates no abnormal nolke wae found but repiaced V bait and Wanaloner, camshaft in right bank. Carwas
also darnager at retalier hut they only repainted the portion which was damaged and not the entire bumper. Cllent claims

g'llﬂm Is & "noticeable diffgrence” Client warte to ba contacted by MBLUSA at 849-206-2828 batween 7:30 end Spm to
BUES.

Open Date: 01/31/2000 D8:15:27 Agent: Jaff Bondurant Fhana 6200 Nots Type: RC

{ reviewad tha cass and inspectad the MB with the cient. Thers is a nois= at idla when warm which etated at approximnately
800 miles. The MB was tested again with tha accassary bait removed with the same noise pressent. An appointmant hay
been made with the Technical Bpecialist for 2/ to furher Inspect tha MB. The cllant is sarmewhat satisfied at this tima_



s Customer Assistance Referral CONFIDENTIAL

CA Ref ID; 121899 Priors: Cus Open Date: 01/28/2000  Staiws; CLS Last Updste; 02/05/2000

ThHle:
Phone; _ Residence
City: Virginia Beach V- Corres ITx:

Agent: Thomas Trivento Phoae: OrigBy: P  OrigCD:HCG Region: 1 Market: 3
Service Retafler:71108  VITL INC. TIVERTON 4 Amyign Agent: SOM - 30
Orig Retailer:
Sell Retailer: 80218 PHILLIFS AUTOMOTIVE YIRGINIA BEA VA
Disp Amnt! Corr Fwd: N  Mailgram Sent: N ‘Grp Fail Major Minor Rs:

DBAG VIN: 2020291

Medel: C2BDW 2000 13 1% I 7 14
World VIN: WDBRHA20G)

Mileage: 2700 Engine Number: 11292030582225
Prod Date: 0%/28/1999 Warranty Start Date: 10/23/1999
Close Agent: Fleki Cloalog Drate: 024)5/2000
Cloae With: O Close By: M Classe How: V Ovwner Saitsfled: YV

Involved Information

P Aupantlindo -Ownar, 2144 Schubert Dr, Viminia Baach, VA 23454-8566
401-B41-2125, Primary Realdence
401-B49-3880, Sacondary Raaldenca

Customer Assistance Referral — Full Notes

Opsn Date: 1/282000 13.45:40 Agent Thomee Triventc Phons Nots Type: PC

CLIENT ALLEGES CAR [N SHOP SINCE 1/18/00 FOR CAMS, ROCKERS, LIFTERS, ETC AND OWNER SEEKS
CONTACT FROM MB REP IN THE MATTER, EITHER TO OBTAIN SOME QUALITY ASSURANCES WITH VEHICLE, OR

TO BE TAKEN OUT OF IT.

Cpen Date: 02/06/2000 11:29:46 Agent: Steve Sauer Phone Nota Type: RC

SPOM met with cllent, road teated vehicle. Advised client thet engine nolse la to spec, howsver agreed io raplace beit and



02/10/2004

Customer Assistance Referral CONFIDENTIAL

CA RefID: 124823 Priora: Bath Opeo Date: 03/30/2000 Status: CLS Last Update: 04/10/2000

ee—n T

oo
City: Rancho Santa Margal _ Corres ID:

Agent: Joseph Burks Phone: 624% Orig By: P OrigCD: H) Reglon: 3 Market: |

Service Retaller:05747 MERCEDES-BENZ OF LAG LAGUNANIGUE CA Assign Agent: SOM - 21
Orxlg Retaller:

Scll Retafler: 05747 MERCEDES-BENZ OF LAG LAGUNANIGUE CA

Disp Amt: Corr Fwd: Malgram Sext:  Grp- Fail Major Minor Rt
DBAG VIN: Hiﬂlﬂm Model: C280W 2000 05 36 | 3 0%
World VIN: WDBHA29GY

Mieage: 4000 Engine Number: 11292030582154
Prod Drate: 09/28/1999 Warranty Start Date: 11/14/1999
Clage Agent: Jeff Bonduramt Field Closing Date: 04/10/2000
Close With: O Close B:D  ClseHow:P  Owner Satigfled: Y

Involved Information
owner, I Rancho Santa Margarl, ca_

Primary Realdsnca
Primary Resldance
Frimary Residanca

Customer Assistance Referral — Full Notes

Open Date: 03302000 10:48:20 Agent: Jozeph Burka Phons 6245 Nots Type: PC

Clisnt upgat with parfarmanca of vahicls. Chant claims sngine “ticking” noiae has bean unabls 1o ba aucesapfully remedied,
after several sngine repairs, Clisnt siso claime there we ransmisslon probleme a5 well 38 emata key problems that need

o be addressed. Cllent i sxiremely disseppointed, and finds i frusirating that he has to take vehicle o retaier al the ime.
SEE PRIOR CASE

Open Dute: 04/10/2000 13:25117  Agent Jeff Bondurant Phone Nots Typs: RC

i loat drove tha MB with the client, Serviceo Manager Shop Foraman of 05747 for 115 milee. The fuel gauge work comactty
during the tast drive and bvo notses were heard. Cne was from the beit tensloner and the second from a vaive Ofter. Tha
fual sending unit and ball tensionser wara rplacad. Somsa vabve rollans wils found instalisd up 3ida done {praviousty
mplaced by 03747) and wore replaced. The client Is satisfiad.



raae Customer Assistance Referral CONFOENTIAL

CA Ref ID; 132030 Priora: No Open Date: 09/11/2000 Stuins: C1S Last Update: 10/01/2000
Address: 395 E. 95Th St. Title:
Phome: - -
cpsorn o  owsm
Agent: Kathleen Duming Phone: 45633 Orig By: P Orig CD: Hd Region: 5 Market: 2
Service Retaller:55164 SOVEREIGN MOTOR CARS  BROOKLYN NY Asslgn Agent: SOM - 21
Orig Retaller:
Sull Rotailer: 55164 SOVEREIGN MOTOR CARS BROOELYN NY
Disp Amt; CorrFod: N Maligram Semi: N |G|'|_liFlll.Ml]lr Minor Rar -
paAG vIN: 2020291 N Modal: C280W 1999 o3 06 3 3 13
World VIN: WD
Milleage: 20200 Engive Nember; 1129203023967%
Prod Date: 06/20/1998 Warranty Start Date: 08/20/1998
Close Agent:John F. Mayo Field Closing Date: 10/01/2000
Close With: D Close By: M Close How: V' Owner Satkfled: ¥

Involved Information
> owres, [ ot

Primary Residanca
Secnndary Assidence

GCustomer Assistance Referral = Full Notas

Opan Date: 08/11/2000 158:01:21 Agent. Kathlsen Duming Phona 4833 Nota Typa: PC

caliad to expreass his grast dissppointment with his wehicka which Ia currently in the shop waiting for parts to
repak tha fan belt-pullay and timing chain. Client statad that he had trouble with his innk remote opening once, his window
remate opening once and ofl leaks and valva covars. He wanis to speak to 8 maensger with regard to this vahicle since it

has neadad ha [a SO00 disappoinied.
P # B2

Open Date: 00/14/2000 09:44:05 Agsnt: Jackis Wing Phone Note Typs: PC
Wriler assurad cliont that we are working on this, and thenked him for his patisnce.

Opan Date: 10401/2000 01:24:06 -  Agent John F. Meyo Phong 7521 Note Typa: RC
Wrile lewed case with service marager, Jim Mcgrory. He Infornmed me &t the time grankshaft pulley came
apart causing problem, Then parts delay.

Sinca then vehicle was repalrad and returned to clent. Recant follow up confirmad all is well with client.




e Customer Assistance Referral CONFIDENTIAL

CA Ref II}: 138970 Priors: No Open Date: 0172372001  Staims: CLS Last Update: 01/24/2001

- -
S -

City: Villejo CA 94591- 839 Corres ID:
Ageat: Cynthin Feugs FPhone: 5289 Orig By: P Orig CD: H0 Region: 6 Market: |
BELMONT CA Axsign Agent: SOM - 22

Service Retailer)5765 AUTOBAHN MOTORS
Orig Retaflex: 05734 HOUSE OF IMPORTS, [N BUENA PARK CA
Ball Retailer: 05734 HOUSE OF IMPORTS, TN BUENA PARK CA
Disp Amt: Corr Fwd: Mailgram Semt: Grp Fall Major Mioor Rn

DBAG VIN: 2020291 AN Madel: C280W 1998 17 08 2 3 09

World VIN: WDBHAEWWA_
Mileage: 53000 Engine Nambey: 11292030141512

Prod Date: Q2/05/1998 Warranty Start Date; 03/13/1993
Close Agemi:Richard Zollman Fleld Closing Date: 0172452001
Close With: O Close By: D Close How: P Owner Safisfied: Y

Involved Informatlon

. N oo
e .

Businasn
Secondary Mobile
Saonraiary Residanca

Customer Asslstance Refarral = Full Notes

Open Date: 01/23/2001 12:32:55 Agent: Cynthia Feuss Phons 6289 Note Typs: PC
Ownar of 1908 C280, 63k, allsges when she started o hear # "Bad nolss from the car’, she called aaveral dealers for appis
but was told sha would hava io wiit 3 weeks. Cllent sllegee after 8 few days she took a chance & drove into Autchahn on @
Saturday. Cllant allages Autobahn repimced balt & tensioner al 53k onfabout 12-3-01, iotal cost wes 564,44, Cllent feels
an while car woa undar 50k mikss, that MB shoutd refund cost of this rapakr. Cllant aaks to ba contacted

Cpan Dats: 01/24/2001 14:16:268 Agent Richard Zokman Phone 8200 Note Type: RC
Radgler contacted cllant offared o mimburse her for belt tenslonar repair lezs belt, which is a makiengnce wesr em at

H|m'u m.



b Customer Assistance Referral CONFIDENTIAL

CA RefID: 147208 Priars: No Open Date: 10/23/2001  Status: CLS Last Update: 10/24/2001
Address; Title:
— roc e

City: Alaon DE- Corres ID:

Agent: Thamas Trivento Phone! Orig By: P OrigCD: HO Reglon: 4 Market: 5

Service Retaller:52103 GANLEY AKRON, INC., AKRON OH Asslgn Agent: SOM - 25
Orig Retaller: 52214 LEIKIN MOTOR COMPANI WILLOUGHBY OH
Sell Retaller: 62214 LEIKIN MOTOR COMPANI WILLOUGHBY OH

Disp Amt: CorrFwd: N Mailgram Seat: N 'Grp Fall Majar Mioar Rs '
peAG vIN: 2020291 N Model: C280W 1998 ol 08, 3 1 06
Warld VIN: WoBHA29GOWHI |

Mlleage: S8000 Engine Namber: 11292030073035
Prod Date: 16/30/1997 Warraniy Start Date: 01/01/1998
Clase Agent:[ra Zahner Fleld Closlng Date: 10/24/2001
Close With: O Close By: M Close Haw: P Owner Satisfled: N

Involved Information
ovwn= -, -
Secondary

Bualiness
Primary Raslklence

Customer Asslstance Referral = Full Notes

Open Date: 10/23/2001 11:36:49 Agent: Thomas Trivanto Phone Nota Type: PC
Primary Phone: 330 788 1804 Residence

Cument Mileage: BEGO0

Warrenty Start Dete; 01/01/1988

Btarmark Warranty: N/A

Previoun CA Raferraly;

Previous Summary Notes:

Cugiomer phonead CAC requasating Intarvention by MB Tech Rap o ssslst dealer with allagad ongoing problam
invaling . water purmp & ofl pan repaire, dealer unable to sdviae an complaticn of rapains necessary. Customar
ateies vehicla has hamn at dealer [ 4 ) woalks for this glluation, atll not rapeired.

Cuatomer also raquesating review by MB Rep for poaslble goodwill assietance in repaine which cumently e belng performed
at 58k Cusiomer working thraugh SA Jeff In Servica, who advisad customer ta contmct MBUSA in this matter.



Open Date: 10/24/2001 09:08:34 Agent: Scoft Hickam Phons 7425 Nots Typs: RC
Spom has meds contact with customer and deeler. Spam has advised customer that thers will be no goodwill asgitancs in

tha reparr of his FLEET LEASE vahicle at 58,000 mles.
Cusiomar has atatad that this aftemgon he will go o the BMW dealer and purchase one due to the fact that BMW bands

over backwards to aatisfy him.
Customar 18 not satdsfiad.

CONFIDENTIAL




P Customer Assistance Referral CONFIDENTIAL

CA Ref ITk: 154095 Priors: Both Open Dute: 07/31/2002  Stwtus: CLS Last Update: 08/17/2002

T R —
SRR T gp—

Agent: Frank Pareate Phome; 4675 OrigByv:P OrlgCD: HO Regiwa: 4 Market: ;
Service Ratailer:62402 ED FOTTER, INC. COLUMBUS OH Awsign Agent: SOM - 26
Orig Retaller: 62402 EDPOTTER, INC. COLUMBLS OH
Sell Retaller: 62402 ED POTTER, INC. COLUMBUS OH
Disp Amt: Corr Fwd: Mailgram Sent: ‘Grp-Fall Major M Ror
DB@GV]N: 2020291 Model: C230W 1999 10 . 10 2 1 17
World VIN: WDBHA29 o
Mileage: 36004 Engine Number: 11292030315830
Frod Date: 09/29/1998 Wirranty Start Date; 11/21/1998
Close Agent:Stcve Neukam Fleld Closing Dute: 08/17/2002
Close With: O Close By: D Close How; P Owner Satslled: N

Involved Information
» Ephraim Zouela - L, 2813 Powall Ave, Columbus, OH 432001050

814-481-1230, Sacondary Businass
614-378-8371, Becondary Moblle
a14-883-7488, Primary Reaklsnce
614-338-1728B, Secondary Residence

Customer Assistance Refarral - Full Notes

Open Date: 07/21/2002 14:05:07 Agent: Frank Parante Phone 4675 Nots Typs: PC

Primary Phona: 5148837486

Current MBeage: 36084

Warranty Start Date: 11/21/1998
Stormark Warranty: N/A

Previous CA Rafarraly: 135744, 150200

Previous Summary Nates: 258484, 540277
Customer called o ctaim thet he has just had a major wamanty repalr (hermonic balancer and head gasiat). Customer I

claiming that he han contactad the Ohlo Attorney General and le claiming that the vehicle is a leman. (Writer called SM at
Ed Potter to confrm repairs.) Cusiamar can be contaotad at homa .

Opan Data: 08/12/2002 10:3624  Agent Siave Neukam Phane 6200 Nots Type: RC
SPOM reviewing servica history.
Opon Dele: 08/M17/2002 10:585:58 Agent. Steve Naukam Phone 6200 Nota Typa: RC

SPOM apoke with SM who handiad case during SPOM's absenca. Customer is approaching end of warsnly parod. SPOM
reviawed warranty history which does not aupport lemon lew casa. Customar not heppy with car. SM offered o hava sales
depariment evakiata vehicle and meks purchass offar. Customer declined. Case closad.




02/10/2004

Customer Assistance Referral CONFIDENTIAL

CA Ref ID; 154777 Priora: No

Open Date: 08/30/2002  Status: CLS ~ Last Update: 09/10/2002

- it
rhonc
City: Colonia NI 07067-2822 Corres ID:
Ageut: Jascph Burla Phone; 6249 OHgBy: P  OrigCD;: H0 Regiom: 5 Market: 3
Service Retaller:52101 MILLENNIUM AUTOMCTIV  BRIDGEWATER NI Asgign Agent: SOM - 25

Orig Retaflor: 5211 MILLENNIUM AUTOMOTIV ERIDGEWATER.  NJ
Sell Retafler: 52101 MILLENNIUM AUTOMCTIV BRIDGEWATER  Ni

Disp Amt; CorrFwd: N Mallgram Semt: N ‘Grp: Fall_ Major Mioor R
DBAG VIN: 202020 - Model: C2B0W 1998 2 04 3 3 09
World VIN: wnm%
Mileage: 61771 Engine Number: 11292030193956
Prod Date: 04/30/1993 © Warranty Start Date; 06/2{)/199B
Close Agent:Eric Erdenberger  Field Cisalng Date; 09/10/2002
Close With: O Cloge By: M Cloze How: P Owner Satisfled: Y

Involved information

> Eare Rothbel -L, 350 New Dover Rd, Colonla, NJ 0706872822

Ta2-382-9383, Secondary
BO8-222-D033, Bacongary
908-222-0800, Primary Residenca
732-381-4575, Sacondary Rasldance
D08-222-0001, Sscondary Rasidanca

Customer Ass|stance Refamral -- Full Notes




Open Date: 08/30/2002 08:48:22 Agent: Jossph Burka Phone 6249 Note Type: PC

Primary Fhone: 7323814575
Curent Miaage: B1771

T THINAOHNOS

Prawious Sunmmary Notes:
Ownear called CAG per request of dealer 8A Chris Bonglome (sp)-

Crener damande MELUSA replace vahicle under NJ Lemon Lew. Owner claime vshicls has bsen to dealer 3xs (and is
currantly at center at ime of this writing} for balt tenaloner snapping. Cwner feals vehide has not mel his expectations and
doas not want vehicle. Owner feels this problem s related t hia "check engine light” problam which "plaguad” his vehicle
befor tha expiration of the wermanty.

Witer sxplained at 81,000 this vehicla probably did not ustify replacement undar N Lamon Law. 'Writar offered review far
ichnicat sgsistance. This did not satisfy the owner, however, agreed to have region review.

MBLISA goodwil helt lenaloner repair an 7/24/02,

Open Date: 02042002 10:41:32 Agent. Cynihis Fauss Phone G288 Note Type: PC
Owner calie CAC, he la In an agitatad state, claime he was advisad that ha has to pay for 173 af tha repair, owner statss he
feals he should not have to pay for any portion of tha rapair and gllegea “they did not fix this car right o begin with, that is
why the car started to overhest. Why should | have to pay for your mistakes? | want io spaak dirsctly with tha parson who
makea the declsions an this for Marcades, this is unacceptable. Al this point, | do not aven want this car anymorg...."

Owmer vonts for saveral minutss, | asturs him | will share his commanta per his request.

Opan Date: 08/04/2002 16:52:53 Agent: Ed Dufy Phona 8208 Note Type: PC

Customer called requesating to apask directy with wham ever makes the decisions. Customer allages the dasder advisad
him that the engine would ba rapiacad at 173 - 1/3- 1/3. Custorner focle he should not have to pay a full /3. He claima this

wat told 1o him by his service advisor and sllegedly approved by MB. Thers are no noisa o confirm or dmm

mn‘nn direct contact Thursday moming S/502 atther at home [ number above) or his offl
call. .
de to SPOM Bodo Baltykl,

Open Dute: DSOSZ00Z  14:45:04 Agant: Josaph Burka Phons 6248 MNote Typs: PC
Handwriitan lattar decumating above. Writer will copy SPOMs Erdenbenger and Baltychi.

Opan Date: 09052002 15:54:4% Agent: Bodo Baltyeki Phone MNote Type: RC

iswed with service mgr. Joa Carannanis who advised writsr that vehicle had coolant Isak and that drmH
continued to drive with kw coolant warning dieplayed even though (hey were advissd against thia by dagler. During
Ir dealer states that crankshalt vibration damper was replaced 50% goodwil, then about 700 miles later coolant
leak goourred. Lewking hose was replaced at that ima. No shigine damage was epparent gt time of hosa replacament, but
now s avident and dealer suggeating angine repgirs, Dealer has offered 3 way spit betwaen dealer, MB and gusiomer
which cuetomar disputes. 2POM Eric Erdenberger scheduled to be at dealer 9/9 and wil likely follow up. Wiiter aupgestad
dealer discuys with Eric Erdenberger upen his retum. Writer [sft messapge for customear providing name and comtact number
Ba wall 21 adviaing of normal SPOM absence.

Open Date: 0B/05/2002 14:08.08 Agsnt: Bodo Baltyeki Phone Mote Typs: PC
Writer spoke tJC" 3/6 to advisa of Eric's sheance and that siuation would be reviewed by him with dealer upan
hie return 9/6/02. Writsr adviasd dsaler service manegemeant of sama.

Opan Date: 09M0/2002 11:32:38 Agant Erlc Erdenbarger Phone 8200 Noie Typa: RC

SPOM discussad case yestarday with SM Joa € and SD C. SM Jose C advised that they wanied to do a 1/3 MB, 1/3
Bridgeatar, 173 Owner apllt of the cost of the new englne was not happy with this. SPOM cellsd (I
yastertiny end discusaad the reasaning behind the goodwlll coat spit. Owner balleves ha is stil paylng too much. SPOM
reminded cwner that hs would never have needed an englne had his wife not confinued to drive the vahicla without coolant
and that only paying 1/3 jor 8 new engine was a better than far deal. SPOM tokl owner that this goodwill geature was nod
negotiable and that if he didn't think it wes enough he could refusa and MBUSA would rescind the offer. Owner statad that
he would accept the offer. Desler will order new engine todey, 9.10,02, and will replace engins agag, Owner reiativaly

happy with gaodwill geature. .




wom%  Cystomer Assistance Referral CONFIDENTIAL

CA Ref ID: 155222 Priors: No Open Date: 09/18/2002  Status: CLS Last Update: 09/19/2002

- _
- e
oo S o

City: Southem Pines ~ NC - Corres ID: 207792

Agent: Thomas Trivento Phone: OrigBy: M Orig CD: H0 Region: 2 Market: 4
Service Retailer:59229 BOB KING AUTOHAUS WILMINGTON NC Asign Agent: SOM - 25

Orig Retailar: 59210 BECK IMPORTS OF THE CHARLOTTE NC

Sell Retaller: 59210 BECK IMPORTS OF THE CHARLOTTE NC
Disp Amt: CorrFwvd: ¥  Mxfigram Seat: ¥ (Grp: Fall Major Minor. Rst _
DBAG VIN: 202029 Model: C2E80W 1998 41 - 06 2 3
World VIN: WDBHA29G1W,
Milcage: 77288 Engine Number: 11292030092199

Prod Date: 11/13/1997 Warranty Start Date: 12/20/1997
Close Agent: _ Fieki Closing Date: 09/19/2002

Close With: O Close By: M Cloae How: F Owner Sxtisfled: Y

Involved Information

o —-

Primary Rasldenca
Custoiner Assistance Referral -- Full Notes

Opeon Date: 09/18/2002 12:06:50 Agent: Thomas Trivento Phone Nots Type: PC
Primary Phone: 310 835 Raaldence

Currant Mileage: 77280

Waeranty Start Date: 12/20/1087

Staemark Wamanty: Y Starmark Retal Date: 0S/042001

Starmark Wamanty: BAS  Stamark Dir: 55229

Prawviaus CA Rafarrgls:

Previous Summary Notes: 430097

Customar sant lotter dated SE02, recoived st CAC on 9/18/02, requesting reviesw of rapeirirepalr order
by indepen rpentine Belt & Tensloner. Total cost $433.46.

Custamar vehicin has Starmark Wasranty uetil December 2002, however, dua to repairs raguired, Felt work should ba
periormed Immadiately, and did not want to ftatbed i autharized MB daalar.

Customear notes * con you sea it In your Corporate heart to relmburse ma For all or part of thia amount 7.

Open Date: 00/t9/2002 11:58:47  Agent: Gavy Cox " Phone 7235 Note Typa: RC
TT customer on B-19-02 at 1130 am. Custamer requastad MB contribuition far crank pulley repair parformed st
independant shap. Advised cuatgmer with Stanmark warmenty vehicle repairs need to be parformed at MB desler.
Customear imdaratoad our posltion and requested some type of confribution. Offerad to pay 50% for repairs a8 one tima
goodwill. Customear satisfied.




ki Customer Assistance Referral CONFIDENTIAL

CA Ref ID; 155508 Priors; No Open Date; 09/30/2002  Statas: CLS Last Update: 10/02/2002

o T
o D e

City: Fairfax Station VA 22039- Corres ID:
Agent: Andrew Dunleavy Phone: 6320 OrigBy:F  OrigCD:H0} Reglon: 1 Market: |
Service Retafler:5021>5 HBL,LLC VIENNA VA Asslgn Agent: SOM - 22
Orig Betaller: 80215 HBL,LIC VIENNA VA
S¢ll Retallerr 80215 HBL, LLC VIENNA VA
Disp Amt; Corr Fwd: Y Mafigram Sent: N 'Grp Fall Major Misor. Bt
DBAG VIN: 2020291 Model: C280W 1998 03 06 2 3 12
Wonld VIN: WDBHA29G
Mileage: T5540 Engine Number: 11292030087321
Prad Date: 10/31/1997 Warranty Start Date: 11/26/1997
Close Agent: John Freund Ficld Closing Daie: 10/02/2002
Close With: O Close By: M Close How: P Orwuer Satisfied: Y

Involved Information

>  Francls Rock - Ownar, 1158 Liing Lana, Falrfax Stalion, VA 22038
703-280-3500, Secandary Reakiance

Customer Assiatance Referral — Full Notes

QOpan Date: 09/30/2002 09:36:41 Agent: Andrew Dunleavy Phone 6320 Notls Type: PC
Primary Phone: T032503500

Current Milsage: 76540

Warranty Start Daia: 11/261907

Stamuerk Warranty: NJA

Fravious CA Refamais:

Pravious Summary Notes: 554780

Custamer upsst he never recalved /01 lattar and sven If he diint he allages the decier (HEL) recently parformad $2300 in
rapdirs (he has the Involca) in which tha dealer flled his vehicle with minsrat/petroleum bassd oll. He faals he shouk] be
reimburaad as the "damape was probably dus to the FS&8"

He wants o know who |s respensibla golng forward end what/if any ramificatians this poses after the setiemant s
concluded in December. Writer wil forward to SPOM and SM for review.

When | askad cllent If the: bl atates SPECIFICALLY that thers wea petroleumn baged ol used in the refling of crankcasa he
Etated yes.




Open Date: 10022002 11:;31:48 Agent Marc Chapman Phone 6200 Nots Type: RC

writer spoke with custorner 10/01/02 and discussed his concam of an angine repalk. dsaler replacad the crankshaft
which this writar axplainad was not an Intamal componant of the angine and wowld not ba affacted by tha bype of engine oll.
writer sccapted this and aslesd why he did nat recsive the 340142 letisr advizing him of the all stustion. writer advised 1

.




e Customer Assistance Referral CONFIDENTI®

CA Refl IT}: 165848 Priors: No Open Date: 1171472003 Stwing: CLS Last Update: 11/24/2003

|
e T
=

Clty: Longboat Key Fl.- Corres ID: 229649
Markst: x

Agent: Robyn Letz Phone: 6209 OrigBy: M OrigCD: HO Beglon: 2

Service Retallers15309 GLAUSER, INC. SARASOTA FL Assign Agent: SOM - 34
Orig Retuiler: 05619 SMYTHE EUROPEAN, INC ~ SAN JOSE CA
Seil Retaller: 05619 SMYTHE EUROPEAN, INC ~ SAN JOSE CA
Diap Ami: CorrFwd: Y  Mailgram Semt: Y mﬂ -_! n :' :E"
DBAG VIN: 2020201 A} Model: C280% 1999 01 08 3 - 31 - 13

World VIN: WDBHAzgm-

Mileage: 35276 Engine Namber: 11292030313814
Prod Date: 09/28/1998 ‘Warrauty Start Dater 11/14/1998
Cloze Agent: Larry Stains Fleld Cloalog Date: 11/24/2003
Clote With: O Close By: D Cloge How: P Owner Satisfied: Y

Involved Information
> I o . -
Primary Rasidance

Cusiomer Assistance Refarral - Full Notes
Agent: Robyn Latz Phone 8208 Note Typs: PC

Open Dats: 11/14/2003 12:33:42

Primary Phone: 841 383 B159
Currant Misage: 35278
Warmenty Start Date: 11/14/1953
Starmark Warranty: N/A
Previous CA Ralerrals:

Previous Summary Notoa:
I »<rt (ette: i Juargan Schrempp of DakmierChryaler AQ, ciated 10/06/03 end recelved 1014703,

Customer is demanding reimbursement by MEUSA kor repairs to harmanie balancse basad on low mileaga of vehicls.
GCustomer Is demanding satiafecton within 3 weake or he wil file 8 formal complaint with J.0. Power [l of J.D. Powar Assoc.

F sant & repalr Hill for Tensloner, RAR & rapleced hammonic balancerd boit. repkaced o ievel senaor O-rng.
leaned angine. Changed oll & fiter. Tetal for repgir was $1180.63, labor charges only,

(Cusiomear daims dealer gavs him 2 prices $1900 if they wanted parts returned and $1180 if they did not. Customer wants
.%o know If MBUSA, pald for parta and dealer needed to return them to us for the kewer price.)

Customer says ha and his family own saveral Mercedos.
Writer wil contact G, Bowna.



Opsn Date: 11/17/2003 06:15:19 Agant: Robyn Letz Phone Note Type: PC
From G. Bowne:

n - CONFIDENTIAL

* Pleasa reimburse tha customer under goodwill. Any quasilons, pleease ghve ma a call,

Open Date: 11/18/2003 15:14:01 Agent: Larry Stains Phorm 6200 Note Typa: PC
Daaler to contact cwner and raimbursa for repair.
Opan Date: 11/24/2003 12:08:11 Agent: Larry Btaine Phone 620 Note Type: RC

Deslar Sarvics Manager spoks with owner on 11/21/2003 to advias a reimburssment will be Issusd. Owner satisfied with
rasponse.




021072004 Customer Assistance Referral CONFIDENTIAL

Ca Ref [D: 166050 Priors: No Open Date: 11/24/2003  Statns: CLS Last Update: 11/252003

ﬁlldl‘m:_ Title:

I'hnnm- Residence
City;: Virginia Beach VA _ Corres ID:

Agent: Ed Duffy Phone: 6296 OrigBy=P OrigCD:HO Region: 1 Market: 4
Service Retailer:80218 PHILLIPS AUTOMOTIVE VIRGINIA BEA VA Asxign Agent: SOM - 26
Orig Retaller: 15309 GLAUSER, INC. SARASOTA FL
Sell Retaller: 15309 GLAIISER, INC. SARASOTA FL
Disp Amt: CorrFwd: N Mallgram Semt N majarﬁnnr_ﬂn

DBALx VIN: 202029

1 Miodel: C280W 1999 1306 3 3 09
World VIN: WDBHA29GE

Mileage: 22000 Engins Nombes: 11292030488001
Prod Date: 06/01/1999 Warranty Start Date: 09/22/1999
Close Agent: Thomas Ishler Field Cloalog Date: 11/25/2003
Cicse With: D Close By: M Close How; P Ovwner Satisfied: Y

Involved Information
»_m,-m secch, v
Primary Rasldanca

Custamer Assistance Refarral - Full Notes

Open Date: 11/24/22003 0B:56:10  Agent: Ed Dufty Phone 6298 Note Type: PC

Primary Phone: 7372704102
Currant Milsage: 22000
Warranty Start Date: 09/22/1999
Starmark Warmanty: N/A,
Pravious GA Referals:

Previous Summary Notes:
Custamar called stating sha has taken possession of this wehicdle from har uncie the oniginal ownar, raceetly decaased.
Custamer stated the vahice started making nolaee on Saturday 11/22/03 and ahe had the vehicle taken to Philips

Automotive # 80218 - customar stated the danlar mdvisad har today the vehlcle neads tha crank pullsy and retated repairs
performed which will cost her $3,000.00 +.

Custamer ks quastioning iha durahility of the praduct. Vahlcle ls ceerently at this deaker,
Copy of referral notas to Gary Bowne




Date: 11/24/2003 1€:43:0B Agent: Honora Duffy Phone 6307 Nota Type: PC
called again alleging “Mr. Duffy told me that this would be reviewed and your regional managsr would be getting
me today - but | heve hesrd nething™

| confirmad procedurs - thet dedler/region once thay receive ir concems wil review the file and dealir's Service Manager
or Sarvice Director wil call har with company position - this can take at least sevaral bualness deys.

Customer waa "confused on procedure” - | re-sxplainad sevesal times. | told customer if she wishes to find oul status of the
review, aha can contact sithar Freamk Lindaay or Rick Campton {dealarship as they would be reviawing file, and any
ourantly needed repairs, with their regional menager i3 discuss whethar post-warmanty would be offersd.

| also confimmed that customer woukd not ba hearing back directty from SPOM onca this is finallzed.

Opan Dute: 11/25/2003 14:48:46 Agent: Thomes lahisr Phone 7128 Note Type: RC

Writer contactad SM, Rick Compton and advised wa woukl cover the repair 100%. SM called customer end got enswering
machina. SM |efl meazage on answering machine that the entire repeir would be taken care of at no cost to her and that

CONFIDENTIAL



Customer Assistance Referral CONFIEINTA:

CA Ref ID: 167150 Priors: No Open Date: 01/21/2004  Status: CLS Last Updnte: 01/27/2004

s S -

Residence
City: Charlotte NC - Correa Il
Agent: James Blagie FPhome; 4620 Orighy:F OrigCI:HO Region; 2 Market: ;
Service Retailer:59210 BECK IMPFORTS OF THE CHARLOTTE NC Ansign Agent: SOM - 32
Orig Retaller: 17315 ATLANTA CLASSIC CARS DULUTH GA
Sell Rotoller: 17315 ATLANTA CILARSIC CARS DULUTH GA
Disp Anut; Corr Fwil: Maligram Sent: 'Grp. Fail Malor Minor R
DBAILG VIN: 202029 Model: C280W 1998 03, 06" 2 . 3 "09
Waorld VIN: WDBHA29G3 '
Milenge: 47006 Engloe Number: 1129203190360
Prod Date: (M/10/1998 Warmanty Start Date: 05/09/1998
Close Agent:Inhn Atkcinson Field Closing Teate: 01/27/2004
Close With: O Clese By: M Close How: V Owner Satisfied: Y
Involved information
» r- Ovner, NN, ... .-
Primery Resldence

Customer Assistance Rafarral — Full Notes

Opean Date: 01/21/2004 17:17:04 Agent: James Blasle Phoneg 4820 Nots Type: PC

Primary Phona: 7043011160
Currant Milaage: 60,000

Start Date: 0609/ 598
Starmark Warranty: NZA,
Psvious CA Rafermals;

Presvicus Summary Notes:

Debra Ensminger calied and alegad vehicls was repairad at dealer and they advisad her that harmonic balancer had “want*
and damaged ol pan; tha repair cost har $1338.00 She was Inquiring If "there was any wamanty” or could MB provide ’
assistence with cost,

Copy of notee sent to G. Bowne.

Opsan Date: 01/21/2004 23:228:30 Agent: John Alkinson Fhone 6200 Note Typs: PC
Will review with deater ASAP.




Open Date: 01/27/2004 20:32:10 Agent: John Atikinson Phona 200 Nots Type: RC

Contuctad Gary Bowne as requasted oday, 01727404,
today, 01/27/04 from the daalarghip after discuasing and reviewing the service fle with Jackie
Buchanan, 8M. We discusssd the sandce history and her concems.

As B goodwil gesture | affered to spiit the cast of the repair where she would recelve a 1/3 off the cast of the repeir, She
waa thankiul and accepted the offer. 1 informad her the dealership wouid send her B chack for /3 of the cast of the repair.

CONFIDENTIAL



02/10/2004

Customer Assistance Referral CONFIDENTIAL

ChA W: 05/15/2002 Sewtus; CLS Last Updates 05/20/2002

caoce Tie:
~ -

" Clty: Newiown rA Corres ID:
Agent: Thomas Nardi Phome: 6297 OrigBy:P OrigCD: HO Region: 1 Market: 7
Service Retaller:47204 KEENAN MOTORS DOYLESTOWN PA Assign Agent; SOM - 24
Orig Retaller: 17302 R B M OF ATLANTA, IN ATLANTA GA

Bell Retaller: 17302 RBM OF ATLANTA, IN ATLANTA GA

Disp Amt: CorrFwd: N Mallgram Seaf: N Grp Fall Ma) ‘Mizor Rt

pBAG VIN: 202033 1 NN Model: C43 1998 TR _

Wortd ¥IN: WDBHAI3GX

Mileage: 43500 Eogine Number: 11354460001950
Prod Date: 03/23/1958 Warranty Start Dute; 05/09/1998
Clase Agent: George Monichol

Fiekd Closing Date: 15/20/2002
Close With: O Close By: D Close How: V Ovwner Satisfled: Y

Involvad Information

> . I . -
Secondary Business .
Primary Raaldanca
Sacondary Resldence
Sacondary Raoaldenca
- Ownor, [ Movviown. PA
Primary Realdenca

Customear Asslstanca Refarral -- Full Notes




Opan Dats: 061572002 104849 Agent: Thomes Nardl Phaone E297 Note Type: PC

Primary Phona: 215 504 404D
Curmant Mlleage: 43600 r]’if""!"‘-""- Tk
Warranty Start Date: 05/08/1508 Cb;;rgfi:-—g'!'
Starmark Warranty: N/A ' _
Pravious CA Refarrals:

P
., .

Pravioue Summary Nates:

Clisnt callad saaking gondwil towards the repair of har seat controla.

Cllent alleges that she juat purchased the vehicle on E-Bay. Chent sietas when she brought it in for servica al dealer 87294
sha found aut tha vehiclss waranty expinsd on May 81,

Vishicla I pressnily at the dealership having non-warranty wark performed; B-asrvice, repiacament of a balt and State
Ingpacticon.

Cliant states thet the sasistant SM Pater told her thet Goodwill woukd not be swailable becausse she did not purchese the
vehicle from tham.

Writer Informed the client hor stuetion wouwid be documented and reviewed.

Open Date; 05/20/2002 12:29:24 Agent: Gearge Mcnichol Phone MNote Type: RC
! raviewsd siluation with Sarvice Managar Tom Haig and agresd thal Mb woulkd pay for muffler, bak joints, hamonic
belencer, and PSE pump parts only. 1 laft volca mall mesaage for cllants o call Service manager




e Customer Assistance Referral CONFIDENTIAL

CA Ref ID: 101700 Priors: No Date: 10/19/1098  Status: CLS Last Update: 10/19/1998

Tite:
s Phone: - Business
Clty: Bayside NY _ Corres ID:;
Agent: Linda Tognetti Phone: 6268 OrigBy:P OHgCD:H) Reglon: 5 Market: |
Service Retaller:55137  SILVER STAR MOTORS, LONG ISLAND NY Asyign Agent: SOM - 23
Orig Retailar:
Sell Retafler: 55157 SILVER STAR MOTORS, LONG ISLAND NY
Disp Amt: CorrFwd: N  Mallgram Sent: N ‘Grp Fall Major Mizor. Rar |
DBAG VIN: 208365 LSRN Model: CLEI20C 1998 L1010, 2 - 3 08
world VIN: WDBLISSGOWIE
Mlleage: 5000 Exngine Nomber: 11294030036833
Frod Date: 09/24/1997 Warranty Stact Date: 10/30/1997
Close Agent:Steve Dennis Field Closing Date: 10/19/1998
Close With: O Close By: M Close How: P Ovwner Satlsfled: Y

Involvad Information

-+ I oo
Secondary
Frimary Businoss

Customer Assistance Referral -- Full Notes

Dpen Dale: 10/18/1988 10:18:441 Agent: Linda Tognett FPhone 5253 MNots Typa: PC
Custamer called CALC.

Customer alleges vehicle has had numerous prahlmm {tensioner balt repfaced twice, bulb, valve, seat, thermuostat, cutside
temperature gauge.}

Vehicla has tn go back to destarship again for prablems.

%ﬂumur alegedly called dealarship this moming....spoke with Marla Tully.....was told “well never be able to make you
py...."

Guﬂgmar coes nol want \mhldn anymore.... spacifically wants out of it by the end of the month. Guatomer wants Lo speak
with SPOM.

Opan Date: 10/18/1888  17:51:45 Agsni: Paul Gagllard Fhona 7523 Mots Type: RC

on ona previaus occeslon regarding his vehicla. Thare are no specific concema at this
faals this vehicle s not of the callber that his previous vahitls, g Laxass, was. cites ratum
vislts to heve problsma auch as glus from an ofd Inspection alicker removed, and any maifunction muet be addrassed
immediataly, complained thet the altermnale transportation he wes provided did nat hayvs alectric windowal
Writar oxplained a8 i tha past, wa will honor the terma of the new car warranty and assiat in expldiing Bny concerms, but
we Bre not In a pasition to replace this automoblia.




(CINENTIA!
02102008 Customer Assistance Referral CONFIDENTiAL
CA Ref ID: 126932 Priors: No Open Date: 05/15/2000  Statns: CLS L.ast Update: 05/18/2000
.

Address: 2301 Carme] Rd

Title:
voous: [ Residense

City: Chariotie NC _ Corres ID:
Agent: Carol Tobias Phone: 6243 OrigBy: P  OrigCD: HG Region: 2 Market: |
Service Retailer59210 BECK IMPORTS OF THE CHARLOTTE NC Asslgn Agent: SOM - 24
Orig Retaller:
Sell Retaller; 72307 DICK DYER AND ASSOCI COLUMBIA SC
Dipamt:  CorvFwd: Madgram Sent: ‘Grp Fail Major Misor Ra
DBAG VIN: 2033651 TETEGE Model: CLK320C (999 13 36 2 31 03
World VIN: wDBLJ6SGsX I
Mileage: 12000 Engine Number: 11294030518219
Prod Date; 07/05/1999 Warranty Start Date: 09/15/1999
Cloze Agetit:Barry Downing Field Closlng Date: 05/18/2000
Close With; D Close By: M Close How: P Owner Satlsfied: N

Involved Information

» owner, [ croots.
Primary Raekdsnce

Customer Assistance Referral — Full Notes

Opaen Date; 06/16/2000 34:56:27 Agent: Carel Ramirez Phona 8243 Nots Typa: PC

Cliant chaims that ha has taker Lhe vohicle i 1o the rebtilar on 2 occasions due to a knocking sound in the engire, Chent
allegas that they ara not dolng enything sbout it. Client Is asking for assistance io have this repaired.

Open Date: 03122000 17.00:10 Agent: Barry Downlng Phone 6200 Note Type: RC

Cal to cllent - not avalabls - Iving with brother - askad far retura call. Vehicla hae bean in ohe tirss ahd parts were ondeosd -
bell termioner it hare for installation. Appalntment for 05/22/00

- Client presanted chack for 18t service ihat was returnad NSF - reteliar will not parform eny work an vehicle until cllent's
account is currsnt



02/10/2004

i'l"'
H

Customer Assistance Referral CORFITENTIA

CA Ref ID: 136680 Priors: No Open Date: 11/20/2000  Status: CLE Last Update: 11/27/2000
Acare: [ e

S R

City: Corsl Springs . I Corres ID:
Ageat: Linda Tognetti Phone: 6263 OrigBy: P OrigCD: HO Region: 2 Markst: ¢
Service Retaller:15317  AUTOHAUS POMPAND POMFANGC BEAC FL Assige Agent: SOM - 28
Orig Retailer:
Sell Retaflor: 86420 ROSEMURGY INTERNATIO WAUSAU WI
Disp Amt: CorrFwd: N  Mailgram Sent: N
neaG viN: 203355 ||| EGEGNG
worid vIN: wDBLIsSGX G
Mileage: 27000 Engine Number: 1184030324104
Prod Dace; 10/19/1998 Warranty Start Date: 11/30/1998
Cleas Agent: Andrew Kambich Field Closing Date: 11/27/2000
Close With: O Close By: [} Close How: V Ovwaer Satisfied: Y

Grp Fail Major Minor Rsi
Model: CLK320C 1999 1206 2 J 13

involved Informatlon
I <. <o [

hMioblla
Slﬂ:l'ldw Residence

Customer Assistance Referral =Full Notas

11/20/2000 14:42:112  Agent: Linda Tognet Phons 6283 Nota Typa: PC
called CAC, extramely upaet

Cliant alagas he was almasi kI In this vehicle Saturday night. Cliant Is being toid tat the crank pulley broka. Cllant will ba
out of vehicle for 2-3 days.

was told by Kevin, service advisor, that retaler will nat provide a rental/loanar velvicls, daspits the fact that this is
under warranly. If clisnt wants to rent a vehicle, it wil cost him $50 per day.

*!Iﬂ he wea looking ko purchase another vehicle, but he wi¥ not look st MB because 'wa do not provide loaner

Clant may ba reachad st 854-234-7011,

Opan Date: 11/21/2000 08:50:29 Agent: Wayns Shewehuk Fhons 7228 Note Typs: PC
Writer imveatigating, -
Open Date: 1172772000 11:22:20 Agent: Wayna Shawehuk Phona 7228 Nots Typs: RC

Retailer contmcted clent and offered rental at no charge to cllant. Cliant came and picked up rental. Gllents vehicle repairs
ware completed on 11/22400 and isnt plckad up his vehicls



et Customer Assistance Referral CONFIDENTIAL

CA HafID: 91893 Priors: No Date: DTG/1998  Statns: C1LS Lmst Update: 01/12/1998
- — —
o

City: Kennesaw Gg Corres ID: LOB4G7

Agent: Ronald Smith Phone; 6315 OrigBy: M OrigCDh: HO Reglon: 2 Market: 5
Service Retaller:17302 R B M OF ATLANTA, IN ATLANTA GA Asslgn Agent: SOM - 22
Orig Retafler:
Sell Retaller: 17302 R B M OF ATLANTA, IN ATLANTA GA
Disp Amt: CorrFwd: ¥  Mallgram Sent: Y -FGr[llFl.l] Major Miaor Raz -
DBAG YIN: 210065 Muodel: E3120W 1998 ‘20 52; 2 . 3 .08
World VIN: WDBJFG5F5W
Mieage: 4317 Engine Number: 11294130038783
Prod Date: 07/22/1997 Warraniy Start Date: 09/04/1997
Cloze Agent: John Sageder Fleld Closing Drate: 91/12/1998
Cloze With: O Close By: M Close Howr: P Owner Satinfled: Y

Involved Information

systors -, | e
Prirmnasry
Primary -
Driver, I *snnesaw,
Primary Businesa
Secondary Rasidence

Customar Assistance Referral -- Full Notes

Open Date: D1/08/119398 11:10:02 Agant: Ronald Smith Phone 8315 Nota Type: PC
s SNOTICE TO MANUFACTURER QF FINAL NOTICE TQO REPAIR FORM™*

INVDICES ATTACHED

OWNER WRITES THAT HE I3 PUTTING MBNA OGN NQTICE, THAT IF CONDITION SHOULD REQCCUR HE WiLL BE
REQUESTING REIMBURSEMENT FOR THE PURCHASE PRICE CF THE VEHICLE

"CLIRREENT PROBLEMS HAVE BEEN REFAIRED"
LEAKING TENSIONER DEFECTIVE AND CAME APART INTERNALLY, REPLACE BELT TENSIONER
WEAK TENBIONER, V-BELT, {POWER PLIMP LEAKING AD WAS REPLACED),

HO WILL SEND A MAILGRAM TO ACKNOWLEDGE OWNER'S CORRES AND WILL FAX A COPY OF FINAL NOTICE
FORM, OWNER'S CERTIFIED LETTER, AND ATTACHED INVOICES TO 500

Open Date: 01/08/1688 16:29: 1 Agent: John Sageder FPhona 7222 Nots Type: RC

Loft measags on owner phona yastarday. Owner on vacation and wil not retumn untll 1-12-88. | stated | would call again o
verify satisfactory repair.




Open Date: 01/12/1988 19:17:50 Agant: .ohn Sagedar Phone 7222 Note Type: RC
Spoke with owner today to aasurs that vehicle still operates satisfactonly.

She assurad ma "Everything Is fine at this ima®.

- CONFIDENTIAL




02/10/2004

CA Ref ID: 931328 Priors: Both ﬁ Date: 02/20/1998  Statms: CLS Last Update: 02/15/1998

e e
e
coisnn o

Corres ID;

Customer Assistance Referral (ORFICS-

Agent: Honora Dufty Phone: 6307 OrigBy:F OrigCD:H0 Reglon: 6 Market: |

Service Retafler:05619 SMYTHE EURQPEAN, INC SAN JOSE CA Ansign Ageat: S0M - 21
Orig Retailor:
Sell Retailer: 05705 MERCEDES-BENZ OF SOU TORRANCE CA
Disp Amt: Corr Fwid: N Mllltrlm Sent: N m! i rju
DBAG VIN: 210065 l- Modsl: E320W 1998 17 3. 2 3 16

Worid VIN: WDBIFGSF3W I 40 20 2 3 16

Mileage: 2600 Eagine Number: 11294130083541
Prod Date: 10/24/1997 Warranty Start Date; 11/25/1997

Clozse Agent: Robert O'Donnell Field Clasing Date: 02/25/1998
Cloas With: O Close By: M Close Howr: P Owaer Satisfled: N

Involved Information

¥ Ronald Haley - Owner, 25350 La Rann Ln, Eos Allos, CA f4022-4842

d15-451-3910, Priecnary Business

4D8-451-0910, Primmry Rasidance
a50-040-0548, Primary Rasidenhce
415-045-0648, Eacandary Rasidance

Customer Assistance Referral — Full Notes

Opan Date: 02201008 152727 Apant: Honora Duffy Phone 8307 Note Typs: FC

QWNER CALLED ALLEGING "CAR HAS MET REQUIREMENTS TO BE RETURNED UNDER CALIFORNIA LEMON
LAW. T HAS BEEN IN SHORP MORE THAN | HAVE BEEN ABLE TO DRIVE IT FOR VARIOUS THINGS - AGAIN &
AGAIN & |E THERE TODAY:"

1. "NOQISE IN FRONT OF ENGINE - BACK TO DEALER SEVERAL TIMES - THEY SAY THEY CAN'T FIND, BUT | HEAR
IT AGAIN WHEN | OET CAR HOME™

2 "WIND NOISE - DEALER S8AYS THEY CANNOT DUPLICATE"

3, "ALIGNMENT NOW QUT - IT WASN'T OUT WHEN | BROUGHT CAR IN*

4. "POWER STEERING HOBE NEEDED REPLACEMENT, ETC. ETC.”

5. "DEALER ALSO DAMAGE CAR BACKING QOUT OF CARWASH & HAD TO HAVE BODY REPAIRS"
WRITER LEFT MESSAGE WITH STEVE KREMER (AT DEALER TQDAY) TQ GET INVOLVED.



A LIy -,
Open Date: 02/23/1098 00:04:53  Agant Steve Kremer Phone 6200 N zow:' r.;m [1£:
SOM REVIEWED VEHICLE SERVICE FILE AT DEALERSHIP AND CONTACTED CUSTOMER ON 02-20-88. REVI -
OF SERVICE FILE DISCLOSED THAT
DEALER HAS REPLACED POLY-V-BELT ONCE AND BELT TENSIONER IN ADDRESSING AN UNDERHOOD NQISE.
ALSD, DEALER HAD REPLACED LEAKING POWER STEERING HOSE. WHILE VEHICLE WAS BEING WASHED AT
DEALER'S CAR WASH, THE REAR BUMPER COVER WAS SCRATCHED.
SUBSEQUENTLY, THE VEHICLE WAS AT THE DEALER'S BODY SHOP FOLLOWING THIS DAMAGE FOR EIGHT
DAYS TO ADDRESS THIS DAMAGE.
ADDITIONALLY, DESPITE SEVERAL COMPLAINTS OF WIND NOISE FROM DRIVER'S WINDOW, ANG EXTENSIVE
TEST DRIVING OF VEHICLE WITH AND WITHOUT CUSTOMER, WIND NOISE HAS NEVER BEEN VERIFIED TO DATE
ON PRESENT VISIT, BELT TENSIONER WAS AQAIN REPLACED BY DEALER DUE TO NOISE COMPLAINT, WIND
NIQISE ACAIN COULD NOT BE VERIFIED. DEALER FOUND THAT STEERING WHEEL WAS OFF-CENTER AND
REMED IED CONDITION. ALSO, DEALER PERFORMED WHEEL BALANCING TC ADDRESS CUSTOMER COMPLAINT
OF "WOBBLE" AT APPROX. 30 MPH.
DEALER ADVISED GUSTOMER THAT VEHICLE COULD BE PICKED UP ON 02-20-88. CUSTOMER DECLINED TO
PICKUP VEHICLE DUE TO DISSATSIFACTION WITH REPAIR OF BUMPER COVER AT DEALER BODY SHOP, AND
OPTED TO HAVE BUMPER COVER AGAIN TOUCHED-UP FOLLOWING VEMICLE REPAIRS BY SERVICE DEPT.
IN SPEAKING WITH MR. HALEY, SOM EXPLAINED THAT VEHICLE WAS AVAILABLE TO BE PICKED UP, AND ALL
CONDITIONS WERE REMEDIED PRESENTLY, WITH THE EXCEPTION OF THE WIND NOISE. { AN OFFER WAS
MADE TO PROVIDE TECHNICAL ASSISTANCE FROM MENA IN ADDRESSING THIS WIND NOISE.} CUSTOMER
STATED THAT HE DID "NOT WISH TO FICKUP
VEHICLE™ A8 HE FELT THAT THE VEHICLE QUALIFIED FOR "LEMON LAW" CONSIDERATION DUE TO THE "OVER
30 DAYS THE VEHICLE HAS BEEN AT THE DEALERSHIP." SOM EXPLAINED THAT A REVIEW OF THE VEHICLE
HISTORY DISCLOSED THAT THE VEHIGLE HAD BEEN AT THE DEALERSHIF FOR A TOTAL OF 21 DAYS, WITH A
NUMBER THESE DAYS IN AN EFFORT TO VERIFY THE WIND NOISE THAT HE FOUND 30 OBJECTIONASLE.

CUSTOMER WAS EXPLAINED THAT VERY SP RIA MUST BE MET TO SATISFY
THE "LEMON LAW™ STATUTE. EXPLAINED TO WAS T THAT MENA BE GIVEN AN
OFFORTUNITY TO ADDRESE ANY OLUTETANDING REPAIR . ALSO AS EXFLAINED THAT IN THIS

WRITER'S OPINION, THE MAJORITY OF HIS COMPLAINTS DID NOT QUALIFY AS "SUBSTANTIALLY IMFAIRING THE

SAFETY" OF THE VEHICLE.
'AS OFFERED COMPENSATION FOR THE TIME HE HAS BEEN WITHOUT HIS VEHICLE, WTH Il
DECLIMNING, STATING "I DONT THINK | WANT THE VEHICLE, AND | WILL SPEAK TO MY LAWYER, MARK

ANDOFERSON
ABQUT THIS MATTER OM MONDAY "

Open Date: 02/25/1998 11:33:33 Agant: Steve Kremer Phone 6200 Note Type: PG
aea above for clasing.

Qpen Data: 02/25M11998 11:34:23 Agent Steve Kremar Phone 5200 Note Type: RC
seq Above,

CONFIOENTIAL




02/14/2004 T

Customer Assistance Referral CUFFIDENTIA

CA Ref ID: 33482 Prlors: No Open Date: 2/26/1998  Statps: CLS Last Update: 03/02/1998
Addres T
S
City: Albany NY _ Corres ID:
Agent: Bernadette Cavansugh  Phone: 6378 OrgBy: P OrigCD: H0) Region: | Market: 7
Service Retailer:55132 KEELER MOTOR CARCOM  LATHAM NY  Assign Agent: SOM - 29
Crig Retaller:
Sell Retafler: 55132 KEELER MOTOR CARCOM  LATHAM NY
Disp Amt: Corr Fd: N Maflgram Sent: N 'Grp.Fall Major Miaer. Rs:
DBAG VIN: 2100651 Model: E320W 1998 10 1w 3 3 14
World VIN: WDBIF&SFXW.,
Milenge: 500 Engins Number: 11294130122537
Frod Dace: 12/23/1997 Warranty Start Date: 01/24/1998
Close Agent: Thomes Ishicr Fisld Closing Date; 03/02/1998
Close With: O Clase By: M Cloae How: P Ovner Satisfied: Y

Involved Information
.
Primary

Raskianca

Customer Asalstance Raferral — Full Notes

Opan Date: 02/26/1888 11:22:34 Agent: Bamadatts Cavangugh Phone 8378 Note Type: PC
callad in aiating that he is vary upaat by ths fact that his naw car with #az than 600 miles on It haa had to take the

1ha desler 4 lnet airsady for various problems - car was pulling to the right, power sieering pump was leaking,
tensioner pulley neads o ba repisced. Customer very upsat and wartts o speak directly with somecoe from MB.

Opsn Date: 03/01/1868 18:08:01 Agent: Ed Dulfy Phone 7120 Nate Typs: PC
Appointment has baan set for Friday 3/5 at daalar by rmeet with cwner.
Open Date: 03/02/1808 10:41:56 Agent: Haonora Dufly Phons 6307 Note Type: PC
LED ANGRY HE HAD NOT HEARD FROM SPOM -- | ADVISED HIM THAT | WQULD LEAVE ED DUFFY
CALL HIM ABAR.
Cpen Date; 03/02/1028 17:18:44  Agent: Ed Dufty Phone 7129 Note Types: RC

Spoke to cwnar he wamtad K to be a mattsr of record that In the first 800 miles of driving ha had to have tha beit tensioner -

pawer siearing pump and wheel alignment done, Owner steted vehicla Is rapairad end hs loves & and tha excelent service
recalved from Kealar Motors.,




02/10/2004 C{]i&:iﬂffﬁ* g
L ] 1 f 3 1
Customer Assistance Referral “vhioihviird
CA Ref ID: 94025 Priors: No Opon Date: 03/17/1998  Status: CLS Last Update: 04/08/1998
o S B
rreec
City: Modesto cAlIEN Corra ID:
Agent: Thomas Trivento Phone: OrigBy: P OrigCD:HO Reglon: & Market: 5
Service Retafler:05103 MODESTO EUROPEAN MODESTO CA Auslgm Agent: SOM - 26
Orig Retaller:
Sell Retafler: 05103 MODESTO EUROPEAN MODESTO CaA
Msp Amt: Corr Fwd: N  Muilgram Sent: N "Grp Fall Major Minor Rs:

DBALG VIN: 2100651

Model: E320W 1998 13 36. 3 ] 13
World VIN: WDBJF65FXW.

Milenge: 3000 Engine Number: 11294130053290
Prod Date: 0R/25/1997 Warrapnty Start Date: 10/22/1997
Clase Agent: Field Closing Date; 04/08/1998
Close With: O Close By: M. Close How: V Owoer Swpilsfied: N

invalvaed Information

> s . [ -

Primary
orver I - E
Primary Buginess

Customer Assistance Referral -- Full Notes

Open Dute: C3M7/1598 142042 Agent: Thomas Trivanic Phone Note Type: PC

OWNER ALLEGES CAR INTO DEALER 3 TIMES FOR " BELT TENSIONER RATTLING", DEALER UNABLE TO
CORRECT. CWNER SEEKS MB REF INTERVENTION IN THE MATTER TO ASBIST TECHNICALLY IN REPAIRS

NEEDED.

Dpen Date: 0372411968 185:33:43 Agent: Dawve Woolsey FPhone Nots Type: RC

Customer contacted, advised of product problem, but will dispatch a T.S.  Offared to maks 1 month lease payment -
Goodwll. Deslsr contected and will forward a check.

Opan Date: 03/24/1688 18:34:04 Agent: Dave Woalsey Phona Note Type: PC
d

Dpen Date: D4/08/1938 10:34:34 Agent: Dave Woolsey Phaone Nots Typa: RC
T.5. was provided a balt tenaloner from H.O. t was instaled, vehicle checked for ofl 38aks and returned to ownear.

Dealar will monitor situstion and contact writer with any futurs problams.




Ly —
021072004 . o H RS
Customer Assistance Referral CORFIDEY:
CA Ref ID: 24040 Friors: Both Open Date: 03/17/1998  Stains: C1.5 Last Updaie: 04/27/1998
Addcors: I Tt
o R
City: Loa Altos cs G Carres I
Agent: Robert ODonnel] Phone: 6200 OrigBy: V  OrlgCD:R6  Regiom: 6 Market: ;
Bervies Retailer:0561% SMYTHE EUROPFEAN, INC SAN JOSE CA Amign Agent: SOM - 21
Orig Retaller: 05619 SMYTHE EUROPEAN, INC BAN JOSE CA
Sell Hetaller: 0570% MERCEDES-BENZ OF 30U TORRANCE CA
Disp Amt: Corr Fwd: Mallgram Seniz Grp Fall Major Minor Rei
DBAG VIN: 21004651 Model: E320W 1998 L 13 . 15 3 3 08
World VIN: WDBIFAG5F3
Mlleage: 4197 Engine Number: 11294130083541
Prod Date: 10/24/1997 Warranty Start Date; 11/25/1997
Close Ageat-Robert O'Donnell Field Clastag Date: 04/27/1998
Close With: O Close By: M Closs Hew: V Ovwaer Satlafied: Y

Involved Information

owner [ I - ..
Primary

Business
Primary Raaigrce
- Primary Rigldancs
Socondary Residance

Customer Assistance Referral — Full Notes

Open Dats: 03M7/1988 18:18:51 Agant Steve Kremer Phons 6200 Note Typa: PC

CUSTOMER REQUESTED MEETING WITH SPOM AND DEALER.

SPOM AND DEALER MET WITH CUSTOMER ON 03-17-3B.

CUSTOMER STATED HE FELT THAT THE VEHICLE QUALIFIED FOR "LEMON LAW" BUYBACK DUE TO ITS
MULTIPLE BELT TENSIONER AND BELT REPLACEMENTS. CUSTOMER ALSO EXPRESSED CONCERN WITH
REEEARDE 'II;D WIND NOISE THAT HAS NOT BEEN VERIFIED TO DATE, AND A CONCERN OF "STIFF STEERING
WHEEL NOISE.

CUSTOMER AGREED TO ALLOW DEALER/MBNA TQO ADDRESS CUTSTANDING CONCERNS.

Opan Date: 03/25/1688 23:51:20 Agent Steve Kremar Phone 6201} Note Type: RC

TECHNICAL SPECIALIST JOE GINSKI INVOLVED IN DIAGNOS1S AND REPAIRS.
EEHLTEALTEESIDNER WaAS REPLACED. LEAK FROM FRONT COVER FOUND CONTRIBUTING TO FALURE, AND

= .
VEHICLE WAS RETURNED TG CUSTOMER. ON 03-20-88. CUSTOMER CONTACTED THIS SPOM ON MONDAY,
03-23-88 AND ADVISED THAT BELT TENBIONER NOISE RETURNED THE MORNING OF 03-21-88 THE DAY AFTER
CAR RETURNED TO CUSTOMER.}
BASED ON HIBTORY OF FOUR BELT TENSIONER RPLACEMENTS, AND INVOLVEMENT OF TECH SPECIALIST,
8POM AGREED TO PROVIDE A BUBSTITUTION OF COLLATERAL UPON VERIFICATION OF PRESENT CONDITION.
CUSTOMER EXPRESSED APFRECIATION.

-F



Opsn Dats: 042711898 11:50:28 Agent; Steve Kremer Phona 8200 Nota Type: RC

SLIBSTITUTION QF COLLATERAL TOOK PLACE ON 04-24-98 BY DEALER 05819 (SAN JOSE, CA).
CUSTOMER SATISFIEC WITH ADDRESSING OF CONCERNS.
CU"{ _éLJ__E-LI I °




Hialle rg e
02/10/2004 { : =] ;
Customer Assistance Referral COHMDEN:
CA Ref I): 94189 Priors: Both Open Date: 03/23/1998  Status: CLS Laxt Update: (3/24/1998
o R =
Phoor: - -
ooy X
Agent: Ronald Smith Phome: 5313 OrigBy:P OrigCD: HY Regloa: 2 Market: 5
Service Retaller:14302 PILL USSERY MOTORS 1 CORAL GABIES FL Aszign Agent: SOM - 27
Orig Retailer:
Sell Retnller; 14302 BILL USSERY MOTORS I CORAYL GABLES FL
1Map Amt; Corr Ferd; Mailgram Sent: Grp Fall Major Minor Ru:
DBAG VIN: 2100651 Model: E320W 1998 20 6 3 3 13
World VIN: WDBIFS5F3W
Milsage: 5816 Engine Namber: 11254110022403
Prod Date: 0671171997 Warrasty Start Date; 08/23/1997
Cloas AgentzPaul Renick Fleld Closlng Date: 03/24/1998
Close With: O Close By: D Close How: V Ovwner Satisfied: N

Involved Information

> oo, wears, S
Primary =T
Secondary Raslidance

Customer Assistance Referral — Full Notes

Open Date: 03/23/1588 12:10:12 Agsnt: Ronald 8mith Phana 616 Note Type: PC
vahkde In X¢'s for kilar tensloner making rolss

ownar siates the sams thing ie heppening...owner dossn want to return to dir untl] MBRA |5 present to wiinaas condition
asaks direct contact as.a.p.

Opan Dute: 03/24/1008 00:48:52 Agant: Zeny Hofak Phone £200 MNois Typs: RC

CONFIRMED THAT THREE BELT TENSIQONER HAVE BEEN REPLACED. ADVISED SER MGR TO HAVE VEHICLE
COME BACK TO DLRSHIP THEY SHOULD CHECK FOR ANY POSSIBLE OIL QR FLUID LEAKS OR CONTAMENATION.
ALS0O TO REPLAGE BELT AND CLEAN ALL PULLY'S.




02/1 042004 r‘.. < i"""‘l.‘—:_ ;
Customer Assistance Referral (075
CA Ref ID: 95333 Priors: No Open Date: 04/23/1398  Stxtwms: CL3 Last Update: (4/24/1998
v T
raoxe S Residence
Chy: Mimsion Visio  CAIIIEGIGIIG Corres ID:
Agent: Joyce Dever Phane: 5205 Orighy: M  OrigCD:HO Raglon: 3 Market: |
Rervice Retuiler:05747 MERCEDES-BENZ OF LAG LAGIUNANIGUE CA Asslgm Apent: SOM - 21
Orig Retallers
Sell Rotaller: 05747 MERCEDES-BENZOFLAG  LAGUNANIGUE CA
Disp Amit: Corr Feed: ¥ Mallgram Seet: Y ‘Grp Fall Majer Mior Ra
DBAG VIN: 21006515V Modet: E320W 1998 B 36 2 3 16
world VIN: wonIFsserwA I
Mileage: 16 Engine Numbaer: 11294130086110
Prod Date: 11/43/1997 ‘Warranty Start Date: 12/19/1997
Close Agent: Jeff Bondurant Field Cloxing Date: (42471998
Cloas With: O Close By: M Close How: P Ovner Satisfled: Y

Involvad Information

Retldance
Realdencs
Rasldence
Realdencs

Cuatomer Assistance Referral -- Full Notas

Open Date: 04/23/1898E 12:25:29 Agant: Joyce Daver : Phone 9205 Note Type: PC
Cusinimer froosd Istter o CAG dated 4/22/90 allaging light knock noisa In subject vehicla sinca debivery last Deg. Customer
ciaima factory rep has been Involved and authorzed new timing chain tensioner. Customer claims complaint continues and
2 fovwr wibdhs 20 e was aid by daaiscahip service advizsary that factery rep had the same knock in his car and was going to
find out from MBENA what to do. Customer says he hoa not hed an answer since then and wants our response to the
dlagad problem.

Dpen Date: 04/24/1988 20:37.05 Agant: Joff Bondurant Phona 8200 Nutas Typs: RC

I reviawed the case with tha owner. | advised him we ame logking into thie condition and will gdvisa him a3 Information s
mads avaliebla. | furtiher advised him my MB makes (he same noise and we confident it will not effact the ke of the angine.
I Istt my voics mall number with the owner ap ha can contact ma If he has any questions or has additional informatlon. The
owner la satisflad.




orlozo Customer Assistance Referral CURFGER
CA Ref ID: 95453 Priors: No Open Date: 04/27/1998  Status: CL5 Last Update: 04/28/1998

Address: - Tite:

Phone; _ Busineas

Chty: Greenville NC - Corres ITk:

Ageat: Joyce Dever Phone: 6205 OrigBy: P OrigCD:H0 Reglon: 2 Market: 4
Service Retaller:39229 BOB KING AUITOHAUS WILMINGTON NC Asgign Agent: SOM - 25

Orig Retaller:

Sell Retaller: 59229 BOB KING AUTOHAUS WILMINGTON NC
Disp Ami: Corr Ferd: Mallgram Sent: Grp Fall Major Mi  Rac |
pBAG vIN: 210065 LA G Model: E320W 1998 13,353 2 3 0§
Milenage: 2000 Eagine Number: 11294130041395

FProd Date: 07/28/1997 Warranty Start Date: 11/05/1997
Close Agent: Field Closing Date: 04/28/1998

Close With: O Close By: D Close How: V Owner Satisfled: Y

Involved Information

. —
Primsey

Secondary Buminass

Secondary Realdence

Sacandary Rasidsnca

Customer Assistance Referral — Full Nates

Open Dute: 04/27/1558 18:28:02 Agant Joyce Dever Phone 8205 Note Typa: PC
custome R Hored CAC quastioning quellty of subject vehicle. Customer states he purchased in
Nowvamber - allages it's In the shop once a month. Clalms it was in 3 imaa for a "tenslon-o-meter”. Saya he |3 currently
walling for deslership to coma get car - i leaked what appears to be trans fluld all over garage Aoar. Customs: wants 1o
raview repalr history of vehicle. Customer steted ha wil not be at hia phona number on Tues.

Opan Data: 04/23/M15388 18:19:54 Agant: Rlce Byedy Phone T35 Note Typs: RC

Spake wit i =t 2:00 FM today. Reviawad svc history - e compleinad that he had to hawe the bait tansloner
replaced 3 times - | axplained that we hed mads a change to the tansloner and the last one Installed was the updeisd
model. He now complaine that the vehicle leekad fluid an his garags fleor axd was owed to the Dir again. | Inapacted the
vshicle at tha Dirahip and found a leaking e-ring on tha trenamission electronic control. | told him thet the Dir would have
vehicle repairad in the maming and that would end the eak. He atated that his garage fioor now nesded cleansd — | told
him ko gat an sstimate on whet E would cost and call the Dir befoms ha had it dooa fae authortzation and we would taka care
af it Customer satisfiad.




02/10/2004
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Customer Assistance Referral CONFIRENT™

CA Ref ID: 97325 FPriors: No Open Date: 0620/1998  Statps: CLS Last Update: 06/22/1993
* sares: I Tt
T —

City: Richmong vA NN Corrma ID:

Agent: Bernadette Cavanaugh  Phone: 6378 Orig By: P Orig CD: H0 Region: 1 Miarket: 4

Secvice Retaller:80206 DAVID R. MC GEORGE C RICHMOND VA Assign Agent: SOM - 26
Orlg Retaller:

Sell Retaller: 30127 BROWN EUROPEANIMPOR CHARLOTTESYI VA
Digp Amt: CorrFwd: N Mailgram Semt: N ‘Gep Fall Majsr Miaor, Ru

DBAG YIN: 2100651 Model: E320W 1998 13 " 36 3 3 13
World VIN: WDBIF&SF7W.

Mllcage: 30600 Engine Nomber: 11294130121354
Prod Date: 01/08/1998 Warranty Start Date: 03/27/1998

Close Agent: John Freund Fldd Closing Date: 06/22/1908
Close With: O Close By: D Close How: V Ovwner Satisfisd: Y
Involved Information

L -
e ———

Customer Assistance Hefamil -- Full Notes

Owner,

Open Date: DB/20/11998 14:33:34 Agent: Bamadalia Cavanaugh Phone 6378 Nota Type: PC

callad in stating that his new car was making e horrible screaching nolsa yesterday and when he brought 2 1o
er they thought it wae the fan bait so thay replaced it Problem continued and then cusiomer was toid that iis the
idler pulley.but they did not have ona in steck and would have to order it, but asstirad him it was olkay to diive the car.
Cusinmear statad thet he cannot drive the car bacauss the nglaa Is hormible and averyone Is looking at him. He sizted dealar
hea ne oaner and he did not buy 1he car from them and ls sesking assistance from MBMA to authorze reimburssment of

hia rental car bill. Gustomer slsg wishing to apaak to MB rep. regarding problem with his car and why it is happening with
orily 3000 milea on i,

Open Date: 06/22/1888 21:08:25  Agent: John Freund Phone 6200 Nots Type: RC
VEHICLE REFAIRED ON 6-22-98, BELT TENSIONER GOREGTED PROBLEM.




02/10/2004

Customer Assistance Referral [NFiDCNT:*

llll’

CA Ref ID: 98282 Priars: No Open Date: 07/15/1998  Btatos: CLS Last Update: 07/16/1998

Addruﬂ- Title:

rooc: [ xscen
City: Conover NC- Corres ID:

Agent: Cynthia Feuss Phone: 6289 OrigBy:F OrigCD: H0 Region: 2 Market: |
Service Retaller:59232 HENDRICK MOTORS HICKORY NC Asxign Agent: SOM - 24
Orig Retailer:
Sell Retailer: 72100 CARLTON MOTORCARS, 1 GREENVILLE s8C
Disp Amt: Corr Fwd: Mullgram Sent: Grp Fail Major Minor Ra:
pBAG VIN: 210065 1A GG Model: E320W 1998 252 2 . 3 08
Wonld VIN: WwDBIF65FewA
Mileage; 10000 Engine Number: 11294110033331

Prod Date: 7/08/1997 Warranty Start Date: 08/20/1957

Closs Agent:Barry Downing ¥ield Closing Date: 07/16/1998

Close With: O Close By: M Close How: P Owuer Satisfled: Y

Invelved Information

» Cwner, [NConover,
Primary Realdance
Sacondary Rasaldancs

Customer Assistance Referral — Full Notes

Open Date: 07/13/1988 17:32:33 Agant: Cynthia Feuss Phone 6288 MNots Type: PC
OWNER OF PRE-OWNED 1558 E320, 8K, STATES THAT 8HE 18 VERY UNHAFFY THAT HER VEHICLE HAS
REQUIRED SERVICE "SEVERAL TIMES", OWNER ALLEGES BELT TENSIONERS HAD TO BE REFLACED 2X,
WINDOWS RANDOMLY WENT UF & DOCWN (REPAIRED). OWNER ALLEGES THAT VEHICLE 15 CURRENTY AT

58232 FOR. BAS LIGHT. OWNER ICLE IS "A LEMON" & ABKS TO 3P SPOM.
srwor N ox AT Hov i

PLEASE CALL OWNERS HUSBAND,

Open Date: 07/16/1998 16:08:56 Agent: Bary Downing Phone 6200 Note Type: RC
Spoke wiEEEEtvised him contro! unit for BAS unk 18 axpectad In today.
Rerview repair history with him.

l;I.Anfgrh.lmtoly ¥ appears the bek tanticnear hos faled wice, 8 window needed to be adjustad and the most recent faillure of a
confrol unit

| axpreassd my concema with tha product ahort comings end asked him to call me via voica mai the next ime thers was an
immt1a with hig wife's car. Follow up with daalar...ons part to repair the BAS ia an B/O - will try o sxpadite.



. Customer Assistance Referral LUNTEN

CA Ref ID: 100785 Priors: No Open Date: 09/21/1998  Status: CLS Last Update: 09/30/1998
Address; 22815 Ladeens Ave Tite:

Phoue: [ Residence
City: Taorrance CA_ Corres ID:

Agent: Linda Tognetti Phome; 5268 OrigBy: P OrigCD:HO Reglon: 3 Market: 3
Service Retuiler:05705 MERCEDES-BENZ OF SOU TORRANCE CA Aszign Agent: SOM - 25

Orig Retaller:

Sell Retaller: 05705 MERCEDES-BENZ OF 80U  TORRANCE CA
Disp Amt: _ CorrFedi N Mailgram Seat: N ‘Grp Fall Major Minnri.u_
pBaG VIN: 2100651 A Model: E320W 1998 3 .36 3 - 3 08
world VIN: woBIFsSFow Al
Mileage: 10800 Engine Number: 11294130025426

Prod Date: 07/03/1997 Warranty Start Dater 10/07/1997
Close Agent: Les Korngold Fleld Closing Date: 09/30/1998

Close With: O Close By: M Cloze How: P Owner Satisfied: Y

Involved Information

> o, I~ -
Rasldancs
Sﬂwndaw Roaldencs
Sacondary " Residence

Customer Assistance Referral -- Full Notes

Open Data: 08/2111998 19:05:35 Agent Linda Tognettl Phone E258 Rote Type: PC
Cusiomer called CAC.

Custarmar says thet he brought vehicle into dealarahip four times for same problam —= nolsa In engine. Vehicls was
brought in on Dec. 15 {2,618 miles), Feb. 28 {4,284 milee), 5/28 {7,847, and /21 (10,000}). Esch time, the belt tensioner
was replaced. Today's rapair also included ah oll Ieak.

Customer aliages thet vehlcle I3 a lemon.... would llke to speek with MBNA regiorsl manager.

Open Date: 09/24/1898 13:19:47  Agsnk: Les Kompold Phona 7325 Nota Type: RC
Spoks with Mr. Chen on 824888 10:10am. SPOM agread to review customer sarvice history on Monday, &/28/08.

Note: Cwner stated that ok has besn changed frequantly on thia vehicle and SPOM abservad that bsit tansicner falures
occured shortly after thess ali changes.

Mr. Chan will be out of town untll Wednesday, 8/30/08, and requestad SPOM to follow-up eftar that dete.
Crwner stated that vehicle is opemating nommally at this tme.



Open Date: 00/30/1338 19:01456 Agent Laes Korngold Phans 7325 Note Typs: RC
Bpoka with customer on 5/30/88. Customer stated that vehicle was still oparating normaty.

Desler found an ol keak from tha oil ftar housing which dripped on thes tensicner. CU;;F}D:H i::-"
LIViRL
SPOM axplainad that an oil lesk in the area of the balt tansioner mey causse it 1o fail.

SPOM left volce-mall number for Mr. Chen to contact me directly should problem reoccur, at which me we would amange
for T.5. to inspact. SPOM alsn offersd to inspact vehicla now, at tha dealarship ar st {he cusiomsm home or office.
Customar deciined offer and stated he woulkd contact me If problem reccourad.

Closing case




IF‘|I|--E.-|..  —
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010700 Customer Assistance Referral CORAHDZ

CA RefID: 110920 Priars: No ﬁnlhte: 06/23/1999  Siaims: CLS

-
ronc I B

Last Update: 07/08/1999

Ciy: Pays DelRey  Ca D Corres ID:
Ageut: Bernadette Cavanaugh  Fhome: 6378 OrigBy: P OrigCD:HO Region: 3 Market: 4

Service Retailer:05721 W, L SIMONSON, INC, SANTAMONICA CA  Assigs Agent: SOM - 28

Orig Retaller:
Sell Retailer: 05721 W. L SIMONSON, INC. SANTAMONICA CaA

Disp Amt; Corr Fod: N Mallgram Seabt: N :Gl'll-Flﬂ Major Minor Re _
paac viN: 2:00ssL NN Model: E320W 1993 0 s 1 3 05
3 16

world VIN: WDBIFGSESW A 13 3 1

Mileage: 100040
Prod Date: 09/29/1597

Close Agent: Car] Partyla
Close With: O Chose By: M

Engiue Number: 11254130069%06
Warranty Start Date: 10/29/1997
Flald Cloging Date: 07/08/1999
Cloze How: V¥ Orvner Satisfled: Y

Involvad Information
» ovner, [N 7<= oo Ror.
- s mace ey,
Customer Assistance Refarral —Full Notas

Open Date: 06/23/1988 13:07:34  Agent Bamadsts Cavanaugh Phone 5378 Neta Type: PC

In wishing to apeak to someons st MBUSA regarding & recurring problarm he I8 having with the beit
ef. Ha siates that it waa alraady replaced 3x skvea he owned this car and now the problem I8 happaning agedn. He

ntahuhulhum'ttulun it back to the ratailer yet beceuss ha firet wanied to spask o someons directly from MB

Open Date: 08/24/1859 18:17:45  Agent: Carl Partyka Phone 5200 Nots Type: PC
SM from 05721 Is currentiy reviswing aervics flle,he Is also attempting to contact [l io s2t an appt.(6-24-59)

n Date; 06/20/1908 13:23:40 Agent Bemadeds Cavangugh Phona 9378 Nots Type: FC
hm in #iting thet he has not heard from the MB rep. as of yet. Wil send voice mail to C. Pariyka to conta

office.
Open Date: 06/29/1999 15:24:55 Agent: Carl Partyka Phane 8200 Nota Typa: PC

C Partyka spaka to cllant12:00pm,8-26-99 wppt for T/5 C Beuman to Inspect car st 05721 on 7-0-08,{beit tansoner has
been replaced 128781331 miles, 1/88E000 mies,and 10798064 uilas.nurran!-mus It le starting to moke

noise Again)
Open Date: 07/08/1000  17:44:51 Agent: Cer Partyke Phone 8200 Nota Type: RC
T2 C Bauman Inspecied the car at 05721 on 7-8-58,leaking oll galley aeal was causing belt lansioners to fal seal was

repiaced mong with the belt tenaslonsr.
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02110/ 2004 L-._lli=

Customer Assistance Referral CG#

CA Ref TD: 122287 Priors: No Open Date: 02/04/2000 Stams: CLS Laat Update: 02/17/2000

Addre Title:
prione: I Residence
City: Houston X _ Corres ID:
Agent: Gregg Mault Phone: 6330 OrigBy: P OrigCD: HC Regom: 6 Market: g
Bervice Retauiler:75116 MERCEDES-BENZ OF HOU HOUSTON TX Assign Agent: 50M - 30
Orig Retaller:
Sell Retaller: 75111 TPARK PLACE MOTORCARS  HOUSTON TX
Disp Amt: Corr Ford: Mailgram Sent: ‘Grp Fall Major Misor Rus
pBAG VIN: 210065 LA EEGEGNG Model; E320W 1998 0 1. 1 . 1 .0
World VIN: WDBIFsSFXWAIEEE
Mileage: 18000 Engine Namber: 11294130070603
Prod Date: 10/07/1997 Warranty Start Date: 11/14/1597
Close Agent: Frunk Ozwald Fleld Closing Date: 02/17/2000
Cloze With: O Cloge By: M Close How: P Ovwner Satisfled: ¥

Involved Information

> o, I ..~
Realdsnca
Snnnnd-y Reaaldsnce

Customer Assistance Referral — Full Notes

Open Date: 02/04/2000 12:51:13 Agent: Gregg Mault Phona 8360 Nois Type: PG

client called atating he purchased above car as a “Starmark” and with 24 brs of posesslon the balt broke and a loud
ﬁnigng naise from angine. Cliont fesla the "Starmark” inepection wes never dans and wouk like o speak with MBUSA on
& ioBue,

Open Date: 02/11/2000 13:22:086 Agent: Frank Oswald Phone 6200 Nota Type: PC

caliad cllant 2/7, laft massage with sacratary, Per retadar, car Stermarked an 10/8/59, and crenk dampner carme apart an
10/22. Was repairad at that ime.

Open Date: 021772000 11:10:25 Agsnt: Frank Oswald Phona 6200 Nota Type: RC

talked with cllent, who advited that all isms heave: begn teken carm of, but was concemed over condition of car at time of
delivary. Cliant ko fitx st of things that ha fsit shoukd heva besan caught before he ook dellvery, and wants MB to ba awara.




02/10/2004 . RN
Customer Assistance Referral LU i -—r HFD
CA Ref ID: 126451 Priors: No Opon Date: 05/04/2000  Statws: CLS Last Update: 65/05/2000
W
-
City: Baton Rouge LA I Corres ID:
Agent: Ronald Smith Phape: 6315 OrigBy:P  OrigCD:HO Region: 2 Markes: g
Service Retaller:32100  AUDUBON IMPORTS BATONROUGE LA Asslgn Agent: SOM - 31
Orig Retaller; 32100 AUDUBCN IMPORTS BATONROUGE LA
Sell Retailer: 32100 AUDUBON IMPORTS BATONROUGE LA
Disp Amt: CorrFwd: N Matigram Sent: N Grp Fail Misjor Minor Rst
pBAG VIN: 210065 LA G Model: E320W 998 |10 10 2 1 14
wortd VIN: wDBIF6SFOW AR 1577 2 3 09
Mileage: 50000 Engine Number: 11294130006198 ol 08 2 3 09
Prod Date: 05/23/1997 Warranty Start Date: 05/05/1997
Ciose Agent:Charlie Crawiord Fleld Closing Dte: 05A05/2000
Cloze With: O Clase By: M Close How: P Owner Safisfied: N

Involved Information

Owrer I - <.

Primary Busingsa
Sarandery Burnlneat
Sacondary Realdence
Secondary Aesijanca

Customer Assistance Referral -- Full Notes

Open Date: 05/04/2000 16:44:01 Agent: Rongkd Smith Phone 8315 Note Type: PC

Car at rataller now and has baen for ona week.....cllant atates he haa Just bean advisad that the vehicla naed slectrical
rapairs. The batiery kespe going daad. Clisnt saala financiol asaislance with repaim.

. Open Date: 05/05/2000 11:40:17 Agent: Charlle Crawford Phons 6200 Note Type: RG

CONTACTED CLIENT TC DISCUSS MATTER WITH HIM, CLIENT UNDER THE ASSUMPTION THAT SINCE HE
BOUGHT HIS CAR WITH 8000 MILES ON IT, THAT HE WOULD BE GREDITED WITH THE 8600 MILES ADDED TO
THE 50,000 MILES FOR WARRANTY. HE EXPLAINED THAT HE WAS LEASING THE VEHIGLE AND WOULD BUY IT
AFTER THE LEASE EXPIRED, | EXPLAINED THE WARRANTY TO HIM, THAT IT WOULD NOT BE EXTENDED, AND
THAT HE BHOULD CONTACT THE SALEEPERSON WHO SOLD IT TO HIM IF THEY HAD TOLD HIM THAT THE
MILEAGE WOULD BE EXTENDED. | EXPLAINED THAT THIS WAS NOT POLICY OF A MBUSA_ | THEN ADVISED
THAT ; WOULD AUTHORIZE THE PARTS COST ONLY, AND HE OR THE RETAILER WOULD HAVE TO PAY THE
LABOR, CLIENT NOT HAPPY. HE NEEDS AN EIS SWITCH AND A BELT TENSIONER. HE CLAIMS THAT THESE

HEEEDEEEN COMPLAINTS OF HIS SINCE HE OWNED THE CAR BUT THE FILE SHOWS NO COMPLAINTS ON
R RD. )




Customer Assistance Referra =
CA RefID: 135196 Priors: No Open Date: 104192000 Status: CL3 Last Update: 10/:2572000
Address: NG Title:
Phoue: [N Business
Chty: Pineville NC - Corrm ID:

Agentt Bernadette Cavanaugh  Phooet 6373 OrigBy:P  Orig CD: HO  Region: 2 Miarket: |
Sarvice Retaller:59210 BECK IMPORTS OF THE CHARLOTTE NC Asslgn Agent: SOM - 24

Orig Retailer:

Sell Retaller: 59210 BECK IMPORTS OF THE CHARLOTTE NC
Diap Amt; CorFl; N Mallgram Sent: N '-Grp:Fl.'ll’Malor!M rRat
DBAG VIN: 2100651 Model; E320W 1998 13 :06; 2 ! 3 . 09
World VIN: WDBIFS§5FSW.
Mileage: 63000 Engine Number: 11294130060933

Prod Date: 09/11/1997 ‘Warranty Start Date: 10/21/1997
Close Agent: Barry Dovwning Fled Closing Date: 10/25/2000
Cloze With: O Close By: D Close How: V Ovwner Satisfled: Y

Involvad Information
\ ika, NC
Primary Buainoaa
Secondary Resklanca

Customer Assistance Referral -- Full Notes

Open Date: 10/19/2000 16:34:00 Agant: Bamadetta Cavanaugh Phone 6378 MNote Typs: PC

liad in stating that tha hemonis balancer want out on har vehiele and retail center stated this should not have

Bppened end offersd to pay for the belencer, but not the lsbar. Cllsnt sssking goccwill assiztance from MBLUEBA to pey for
the labor (about $1200),

DOpen: Date: 10/25/2000 071024 Agent: Barry Downing Phone Mote Typs: RC
ﬁhthﬂ 2nd gwner of this vehicis, having p it at the 50K milaega mark. Raview wisarvice manager o cover
both parts and labor as a goodwil geature. Wha kcked up the vehicle. she made guite a scene at the cashier's
counter bacausa ahe had to pay for the tow for this $2000 repair that was performed &t no chargs to her.




(2/10/2004

Customer Assistance Referral CONFIDENTIA

CaA Ref II¥: 137392 Priors: No Open Dsie: 12/08/2000 Starns: C1LS Last Update: 12/11/2000

Chty: Pomonsa CA - Carrea ID:
Agenty Jozaph Burks Phonez 6249 OrigBy:F OrigCD:H0 Region: 2 Market: g
Service Retaller:14302 BILL USSERY MOTORS I CORAL GABLES FL Assign Agent: SOM - 28
Orig Retaller:
Sell Retafler: 05127 PENSKE MOTORCARS WEST COVINA CA
Disp Amt: Corr Fwd: N Maflgram Seat: N Grp Fail Majer Minor Ra1
DBAG VIN: 2100651 Madel: E320W 1992 48 04 2 i o
World VIN: WDBJIFG5F6W.
Mileage: 79208 Engine Numher; 11294130024271
Prod Date: 06/16/1997 Warraniy Start Dste: 09/05/1997
Close Agent: Andrew Fambich Fled Clozing Date: 12/11/2000
Close With: O Clese By: M Close How: I Owner Satisfied: Y
Involved Information

> . I .. [
Primary

Customer Assistance Referral -- Full Notes

Opaen Date: 12/08/2000 15:13:00 Agant: Jossph Burka Phone 8248 Nate Typs: PC
Client afleging vehicle had most recent "A" asrvica parformad by Pansks Matorcars, In Weat Covins, CA

Client allagea ha moved ta Mismi and has put 250 miles on vahicie elaiming to have power steering problems.

Client allsgaa vahicls has a cracked beit tensioner and a requires vacuum hose replacemant. Client atirbutes thess
fallures to a naglect on Weat Covina retafiars pet.

Client seaks MBUSA Intervantion/assistance in this matter.
Client contact #305 522 7083

Opan Date: 12/11/2000 10:08:20 Apant: Wane Shawchuk Phone 7228 Mote Typs: PC
Wiitar invasiigating,

Open Date: 1211172000 11:31:25

Writar had direct contact with
retallar 14302 and they have

Bsnt: Wayne Shewchuk Fhonae 7228 Note Typs: RC

. Cliwnt requasting geodwill assistance on vehicle repairs. Writar contacted
| assistance for 100% peris and labor on powsr stesring pump and hose

replacerment. Cllent requeeting additanal asslatgnce und writer advieed that assistance had been offered to him in the
intersat of client satiafaction &3 & goodwil gestiam s that further goodwl amsbstance could not ba offared.




HE B L Rl T b

nwloaane Customer Assistance Referral LURHUZN AL

CARefID: 137952 Priors: No Opea Die: 1272672000  Status: CLS Last Update: 01/16/2001

darr S T
o I i

City: Houslon TX ! Corres ID:
Agent: Cynthia Feusa Phone: G289 OxrigBy;: P Orig CD: HO Regiom: &6 Market: g
Service Retafler:75522 STAR MOTOR CARS HOUSTON ™ Asdgn Agent: SOM - 33
Orig Retaller:
Sell Retafler: 05718 MERCEDES-BENZ OF SAN SAN DIEGO CA
Dsp Amt: Corr Fwd:; Mallgram Sent: Grp Fail Major Minor Hat
DBAG VIN: 2100651 Model: E320W 1998 o1 04 1 i 05
Waorld VIN: WDBIF&SFXW
Mlleage: 52811 Engine Nember: 11294130035077
Prod Date: 07/16/1997 ‘Warranty Start Date: 08/30/1997
Close Agent: Kar]l Hawkes Field Closing Date: 01/16/2001
Close With: D Clase By: M Close How: V Ovwuer Satisfled; Y

Involved Information
owner, [N Hnumn.T-

Setondary Busineas
Primary Rasdence

Customear Assistance Referral -- Full Notes

" Open Dute: 12/28/2000 14:44:24 Agant: Cynthia Feuss Phone 8283 Nots Type: PC

Owner of 1988 E320, B4k, Starmark, allages car Is stll amoking & leaking, siates he got & back from Star about 10 days
ego. Clant alleges this has basn a chronic concems since September and that he |s very angry at that “constant nsed for
rapairs” which clieat allagee include valve covers, hesd gasket, power stearing purmp, radlator cap, tenaionae, front end
cowvr, check vilvedoll pan, sic, Cllend clalma he "has apant a amall lortuna on car rentals.” Clert aeks thet SPOM call him
a3gp at 504-368-2228, pleasa call by Wadneadsy has ciant 3 lagving for NC Thurs, a.m. Glient cleims he called about
thaese concerms previously and gave rme SPOM Sabo's name claiming SPOM never callad him back. {no previous casa I
syatem, there is & Sept. 2000 sum note tha.) | laft measage for SPOM Sabg thiz ime/date slopressing clents sense of
urgency

Qpen Date; 1272672000 18:28:50 Agent: Steve Ssbo Phone 7814 MNate Type: PC
Callad client and left message and phone number with & young child who answsrad phons.

Open Date: 12/27/2000 09:1706 Agent Stove Sabo Fhone 7811 Nots Typs: PC
Caled 12/28 at Gpm cllant not i, laft another massege. CRant hes not relurnad call.
Open Date: 01/02/2001 06:20:48 Agent: Steve Sabo Phone T611 Note Type: PC

Talked 1o client and advisad him that o retum vehicla to Retader. Client will contect me when apt is set so | can armangs for
Tach asast if neaded,




Open Date: 01/02/2001 17:.02:32 Agent: Stave Sabe Phona 7611 Note Typa: PC
Contacted cllent and left masaage for him to heve vahicle at retaller an 1710 for writer and regional TS nspection.

Open Dats: 01/18/2001 14:49:04  Agent Steve Sabo Phona 7611 Nota Type: RC

Inspacisd vahide at retaller. Reviewed vehicle repalr history and mepectad vehicle. found headgasket Isaking dus to poor
instalation by retaier. all repalrs following headgasket repalr will be reviewed by writer and TS for charge backs.

CONFIBENTIAL
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ke Customer Assistance Referral CUiT 0547

CA RefID: 140761 Priors: Both Open Date: 03/00/2001 Seatus: CLS Last Update: 041772001

e S
o J—

City: Miami . [ Corres ID;
Agent: Linda Togoetti Phome: 6268 OHgBy: M OrigCD:HO Region: 2 Market: 5
Serviee Retaller;14202 BILL USSERY MOTORS [ CORAL GABLES FL Asslgn Agent: SOM - 28

Orig Retadler: 14302 BILL USSERY MOTORS I OORAL GABLES  FL
Sell Retailer: 14302 BILL USSERY MOTORS I CORAL GABLES FL

Disp Amr: CorrFwd: Y  Mallgram Seat: Y "Grp Fall Major Minor Rar
pBAG VIN: 2100651 Model: E320W 1999 0 10 2 3 13
world vIN: wpBIFssHOX A —

Mileage: 28871 Engine Number: 1294130429173
Prod Date: 03/03/1999 Warranty Start Date: 04/20/1999
Close Agent: Andrew Kambich Fiald Closing Date: 04/17/2001
Close With: O CloseBy:M  Close How: P Owner Satisfled: Y

involved Information
-owner, [ .. A
Sacurdery Fax

Primesy Mobia
. Spcondary Rasidsncs
> repcret, I e -
Bysinga

Customer Assistance Referral — Full Notes

Open Data: 03/08/2004 18:13:55 Agant: Linda Tognattl Fhons Note Typs: PC
Case baing generated by letter from Wallam C. Robinson, Eaq., altomey for Ulales Lewrence.

"..Pleass accept this 8u notica of the fact thet our chent belleves her vehicie ls 8 Lamon pursuant to Fladide law_., "

Problems Include:

Fan Display Lite Malfunctioning
Engine Cocling Fan Gontrol Module
Elecirical System Light Blinking
Raar Window alfunction
Crankahaft Pulley Malfuncifon
Crankahsft Malfunction

Crankehatt Laaking Again

"...My cllant would tiks a rsfund of har meney, a3 the replscemants offarad her are nod reasonable.."



Opan Data: 03/12/2009 11:48:57 Agent: Waymne Bhewchuk Phone 7228 Note Typa: PC
Witar investigating.

Qpoen Date: 04/17/2001 03:51:51 Agsnt: Wayne Shawchuk Phote 7228 Nota Typa: RC
Wrltar had direct contact with cliants represantative Wiliam Robinson on 3/18/2001. Mr Robinson stated that currently he
understood that the vehicle wes oparating as designed. Clisnt haa nol yed filed lemon law under the terms of the 9tabuls B81
Writer sxplained that he would be happy to bacome Imvolved tachnically with vehicla. Wiitsr st Mr Robirison with phone
number to contact him sheuld cilent hava any furfher issues and should he wart MBUSA to bacoms nvolvad with vehiche.

CONFIDENTIAL



02/10/2004

CA Bef ID: 148582 Priers: No Oper Date: 12/05/2001  Seatus: CLS Last Update: 12/20/200]
o =
e I
oy swwite v comwm
Agent: Joyce Dever Phone: 6205 OvigBy: P OrigCD: H) Reglon: 2 Market: g

Service Retaller:01325 LEIGH AUTOMOTIVE

Orig Rehailer: 75111
Sell Retaller: 75111
Dsp Amt;

Cory Fard:

TUSCALOOSA AL Amntlgn Agent: S50M - 30
PARK PLACE MOTORCARS  HOUSTON X
PARK PLACE MOTORCARS  HOUSTON X

Mailgram Sent:

DBAG VIN: 2100651 AN

Warld VIN: wnsmssmx-

Mileage: 53000
Prod Date: 11/06/1998

Warranty Start Date: 01/07/1999

‘Grp. Fall Major Minor Rs1
(03.a6 3 3 09

Model: E320W 1999

Customer Assistance Referral Claiim,

Engine Number: 11294130342820)

Close Agent: Lacry Scruggs
Close With: D Close By: M

Fleld Closlng Date: 12/20/2001
Close How; P Owner Satisfled: Y

Sescondary
Primary
- Saconda

#  Dean Sslf - Driver,
Primary
Sacondary
Secondary
Secondary
¥ _John Pok - Reprasemtathee,
Sacondary
Secondary

Involved Information
imeriors - Owner, [N =='.

Raaldsnca
Reakisnce
Starkvila, M

Business

Rasldance
—

Rasldance

Rasidance

Rasidance

Customer Assiatance Referral — Full Notes




Opsn Dute: 12052001 13:37.08 Agunt: Joyes Dever Phone 6205 Note Type: PC

Primary Phons: 6623236088 (BUS) 882 322 0462 (RES)
Current Mil = 53000
Woamanty Start Date: 01707/1988 AT '_-.' -

Previous Summary Notee:
REQUEST FOR GOODWILL

Customner's brother-InHaw, - {an §-Class owner from Houston, also an attomey), called on her behalf and advised
vehicls i currently baing towsd to dagler is Tuscalcosa for slaged hermonic balencer melhnction/failure, Customers
request for cost of repalr and coat of towing. Thay allege a RAF tech (or dispatchar) told theen to contact
the SPCA. ntianed anmething about thery found their own, battar towing rate (cheeper than RAP) and eiscted
to arange It themaelves. .

Open Date: 1205201 17:43:03  Agent: Lamy Scruggs Phone 7230 Note Type: PC
12/05/01-8POM CONTACTED CUSTOMER AND INFORMED HER THAT MB WILL GOOD WILL THIE REPAIR. SPOM
THEN CONTACTED S8ERVICE MANAGER AND INFORMELD HIM OF MB DECISION. SERVICE MANAGER SAID HE
WILL BE WAITING FOR THE VEHIGLE AND GONTACT SPOM WHEN HE HAS FINISHED H1S INSPECTION.

Open Date: 12/20/2001 11:05:07 Agunt: Larry Seruggs Phone 7230 Note Typs: RC
1220/01-CLUSTOMERS VEHICLE HAS BEEN REPAIRED AND DELIVERED BACK TO HER.




02/10/2004 o KBS Ay
Customer Assistance Referral LUtils!
CA RefID: 1522R4 Priors: No Open Date: 05/08/2002  Starms: CLS Lasit Update: 05/10/2002
asceon S e
Phone: Residence
Clty: Miami . | Carres ID:
Agent: Frank Parente Phone: 4675 OrigBy: P OrigCD:HO Region: 2 Market: 5
Service Retafler:14302 BILL USSERY MOTORS I CORAL GABLES FL Asslgn Agent: SOM - 28
Orig Retuiler: 15317 AUTOHALUS POMFPANO POMPANO BEAZ FL
Sell Retaller: 15317 AUTOHAUS POMPANO POMPANOBEAC FL
Diap Amt: Corr Fwd: Mailgram Sent: :Gl'p:l?lﬂ. Major Migor Ran .
DBAG VIN: 210065 LANIEEE Model: E320W 2000 05 - 10 2 3 04
World VIN: WDRIFssG4Y A
Mlileage: 48968 Englae Number; 11294130532607
Prod Date: 07/16/1999 Warranty Start Date: 10/20/1999
Cloae Agent: Andrew Kambich Field Closing Daie: 05/10/2002
Close With: O Close By: D Close How: P Ovwner Satisfied: N

Invoived Information

- ounee, I v - I
Primary Raaldsnce

Sacondary Residence
Secontary Rasidence
- Raprasentative amaiaaematih . Mari. FIN
Sgcondary
Secondary
Sacondary
Primary Ragidances

Customer Assistance Refarral -- Full Notes




Opan Date: 0506872002 14:12:47 Agent: Frank Parents Phone 4375 Nots Typs: PC

Primary Phone: 355421717
Currsnt Milsage: 45968

Warranty Start Date: 10/20/1938 FGE@C{:"}E,‘;{T!;‘H
Starmark Warranty: N/A Loyt Ll iy kL
Pravioua CA Refertela:
Previcus Summary Notes: 352602, 516874
Odometer |ssUa

cofled for hiy be claima doss net spesk Engliah wall) to claim that when he broughi his

mother's E320 In for servica for an oll laak, he was deniad service because daalar claimed that the cdomeatar had bean
tumed back.
i callad deslership end spoke to leresl who confirmed what cllent clalmad.

Client cleime that this vehlcle was Involved in tha graat Miaml flocd and waa taken to BIF Uasary with 17,000 milea on it. Al
same polnt e vahicls was taken i Fompoann- bacouge Lissary hod over 300 vehiclas-, and when dlleni recalved vahicle
beck ha claims that k had only 65,000 miea on i .

Cliert claima that it was not his famity who tumead beck miles e be cortacted on his moblla

telaphone- S

QOpen Data: DS/1D2002 10:456:11 Agant: Gary Cox Phone TX28 Note Typs: RC
| reviewad this issus with dealar 14302 a menth or »o ago. The vehicls armived with the milaags notad in tha easa. Among
other ilems neading repsirs, the vehicle had a crank come apart. The angine war aln axtremely wlugged to the

point that whan the off plug waa ramoved, nothing came nut. Aftar reviawing tha dikcrepancy of mies and noting that the
vehicle wes 17,209 miles beyend the recommanded service, | declined to make any repaira to the vehicle with tha excaption
of the front crank balancar and front cover, As | ees K, the vahicle is beyond the warranty by mies.

H sha [ he } has an issue involving tha miles, he would be directad to the dealer who mads the figod repaine { 15317 jas
there by nothing we can do to restore or amand the milaags. Tha vahids ( contrary to the note balow ) was not placed on
B-atatus that 'm awara of, but this shauld be considered,




P Customer Assistance Referral CUnFiLEN ik

CA RelID: 152476 Priors: No Open Date: 05/16/2002  Status: CLS Last Update: 05/29/2002

A.ddrm- Title:

S -
cAl Corres ID:

City: Powder Springs

Agent: Lois Grilio Phome: 4527 OrigBy: P OrigCD: HO Region: 2 Market: 7
Service Retaller:17315 ATLANTA CLASSICCARS  DULUTH GA  Assign Agent: SOM - 22
Orig Retaller: 17315 ATLANTA CLASSICCARS  DULUTH GA
Sell Retailer: 17315 ATLANTA CLASSICCARS  DULUTH GA
Disp Amt: CorrFwd: N Muligram Seat: N ‘Grp 'Fall Major Miner R:
DEAG VIN: 210065 L Ej N Maodsl: E320W 2000 83 52 2 3 13
worid viN: wDBIFss13 YE :
Mileage: 26965 Engine Namber: 11294130645143
Prod Date: 01/10/2000 Warranty Start Date: 027162000
Close Agent:John Segeder Fiel Closlag Date: 05/29/2002
Close With: O Cloae By: D Close How: V Ovwmer Satiafled: Y

Involved Information

- Owner, _Pm-am-s_

Hnluannu
Eannqr Reskiance

Cuntnmar Ass|stance Referral — Full Notes

Opeon Date: 051672002 18:48:2§ Agent: Lok Grilla Rhone 4627 Nots Typa: PC
Prmary Phona: 4042331766

Cummant Milsege: 26588

Wamanty Start Date: 021 8/2000

Starmark Warnanty: N/A

FPravious CA Reaformale:

Previous Summary Noiss: 207228 334837, 343024

Gustorner, I ;+ored the CAG to request MBUSA tachnical assistanca and a revisw of servics history for
his vehicle. Customer aleges thet his vahicle wag towed to deaber for regelr of the attemator pulley belt and beit tansienar

end the desler has advisad that it & ready 1o bs plckad up. Customar alejes that Just a few weaks ago they lost 21l the alr
conditioning rafrigemmnt; the front deshboard cracked and hava had other itsuss with tha vehicle,

Customer |8 disappcintad with the need to repalr his vehlcle and expressed concem that ha is unabie to purchess an
extendad wementy at thie time.

Wiitar Indicated thut custornar commens would be noted and reviewed.




Opan Date: 05/21/2002 14:18:25 Agsnt Carol Toblas Phone 8243 Nois Typs: PC
Customer cellad upset that he hee not been contacted. Writer advised it can teke 3-5 businass days before contact.

Writer laft 8 messege for SPOM.

Open Date: D5/22/2002 13:06:32 Agent: John Sepedar Phone 7222 Note Type: RC
Spoke with pwnar yegterday advising him that ws are not in a8 position to exiend hig wamanty but alwaya are willlng to
anterteln post wamanty adjusiments. Currently vehicle Is expearisncing AC problaems. Owner iwll maks vehicle avaiabia to
danler, shoukd & TS ba naceasary, it can always be requanated,

Opaen Date: 05/2042002 18:24:41 Agesnt John Sagedar Phomne 7222 Note Type: RC
Vehicle has been repaired and will be retumed ta the owner. High pressine hose was the problem.

Crwmor satsfiad.

Coea closed.

CONFIDENTIAL




02/10/2004

CA Ref ID: 152785 : Date: 05/30/2002 Status: CLS Laat Update: 06/07/2002

TiHe:

e
Cilty: Altadena CA, _ Carres [D:

Agent Miriam Clark Phune: 4699 OcigBy: P OrigCD: HO  Reglon: 3 Market: 4

Bervice Retaller05737 DOWNTOWNL. A.MOTOR  LOS ANGELES  CA Asxign Agent: SOM - 25
Orig Retallor: 05623 STEAD MOTORS OF WALN ~ WALNUTCREEK CA
Sell Retailer: 05623 2 STEALD MOTORS OF WALN WAILNUTCREEK CA

Msp Ami: Corr Fwd: Mallgram Sent: "Grp Fall Major Mizor Rar
DBAG VIN: 2100651 ARGGG_G_— Model: E320W 1998 &4 10 2 1 14
World VIN: WDRIF6sFew AN '

Mileage: 7000 Engine Nomber: 11294130081174
Prod Date: 10/20/1997 Warranty Start Date: 12/03/1997
Close Agent:Les Komgold Field Closing Date: 04/07/2002
Close Whth: D Close By: M Close How: ¥V Owaer Satisfled; Y

Involved Information

» or, Altaders, CANEEEEN
Primary Raaldsnce
Sacondary Rasidence

Customer Asslistance Referral = Full Notes

Opéh Date: 05/30/2002 14:40:42  Agent: Mifiam Clark Phons 4859
Primary Phone: 2137422312

Current Mileage: 73000

Warranty Start Date: 12/03/1897

Noia Type: PC

Starmark Warranty: Y Slarmark Raetall Date: 0451 6/2001
Starmuerk Wuarranty: 248  Starmark Dir: 05737

Pravigus GA Refarmale;

Pravious Summary Notea:

CLUSTOMER SEEKS TECH ARSISTANCE

IO caiad afeging that she has had the defective light come on at [sast 4 times in the kst six months. She slleges the

dealer wil replace the hulh, charga $160 gbout a month ago, anly to heve it go out egain a few days ago. Customer allegas
that she asked degler to inspact the sntire electrical systam, and all ihay dfd was repiacs tha Bmp

Cuatomer feals 3he showld not hava to pay far the dafactive lamp repair svary time 3he goes 10 dehlar.




Cpen Date: 08/07/2002 18:11:53 Agent: Las Komgokd Phore 7325 Nots Typs: RC

Reviewad flle with daalar and found only one repeir order for 8 bulb replacamant which was for tha third stop light. It
raquired @ hulb replecement. (This sat bulb malfunction waming Eght in the Instrument cluster.)

However, on previous occaslons, tha front crankshaft putiey braka on this angine causing the poly-v-balt to cama aoff. When
this octurs, varous waming iamps come on In tha Instrument chistar. This |s saparats and unrelatad to “Lighi bulb waming
light" &= notad abova. In addition, on cne occasion the BAS/ESP melfurction ight ilemminated dues to 2 faulty stop light switch

Thes custamer may parceive sha has an "slectrkcsl probleam® when In fact theee are unrelated, clearty defined, aeparate
repaira.

In the matier of customers diasatkfaction over the changss for the stop light bulb, the dealer ateted that they would take
cara of tha customers e ol chnngs sarvice es goodwit.

Deaalar cusiomer relations manager Banduka Kalusratehl will sontect customar and msalve the casa.

CONFIGERTIAL




02/10:2004

Customer Assistance Referral LUiriizj7ia

Ll li=

CA Ref ID: 135025 Priors: Na Open Date: 09%/10VH02  Staras: CLS Last Update: 09/20/2002
Adores S Tt

==
Cliy: Rirelett X - Corres ID:

Agent: Ed Duffy Thone: 6296 OrigBy: P OrigCD: HO Region: 6 Market: 5
Service Refailar:75534 EWING AUTOHAUS PLANG TX Assign Agent: SOM - 12
Orig Retafler: 75534 EWING AUTOHAUS PLAND X
Secll Retallers 75534 EWING AUTOHAUS PLANO X
Disp Ami: Corr Fwd: Maflgram Sent: ETFFI.“ Major Minor Rur |
DBAG VIN: 2100651 ANNNGEG Modek: E320W 1999 27 08 1 3 03
World VIN: WDBIFSSHIXA
Mlleage: 324632 Eagine Namber: 11204130368151
Prod Date: 12/03/1998 Warranty Start Date: (2/27/199%
Close Agent; Craig Dearing Fleld Closing Date: (9/20/2002
Close With: O Cloac By: M Close How: P Ownper Satisfied; N

Invoived Information

owner, |-~
Primary Busineas
Sscondary Reakienca

Customer Assistance Referral —Full Notss




Opan Date: 05/10/2002 13:40:35 Agent: Ed Duffy Phone 6286 Note Typa: PC

Primary Phane: 2148354435

Cyrrant Misage: 828327

Wamanty Btart Dats: 02/27/1885 C [,-...[ -
HIY

—_—
'
-

Starmark Warrenty: N/A i
viiufil

Pravious (A Referrals:
Pravious Summary Notes: 534433

Customer called stetingy she has followad all the procadurss recommandad by tha CAC | ass sum note) arkd the chain of
commend at the desler level to no resolution.

[ S

1]

Customar atetes for & months ahe has been dealing wit the aame cancem with this vehicla - a noise from the engina and
low oil leval waming light coming on - RAP has been involvad 3 timea, Customer sietes the cank puley was replaced there
wan goodwill of 50-50 she pald end the vehicle was allegadty at the dealer for 25 days. After plcking up the vehicls the aame
alleged problems of the noige and waming light wers back on. Agein back to the dealer, down for a week, now being told
the trahyrmigsion iy the cause of the problem alegadty having 3 lseks. Customer pakd for the tranamission rapair and
allegedly pickad the vehicla up only to find no changa in the vehicle condlilon. Custamar allagas that the Service managar
callad her bg apolnglze that in fact the transmissian has & leaks and was never repaired. Customer also states that since the
mlda “:'i::ll ihe dealer now tha SRS light is on and the a/c |s inop. And the tranamission repalr already paid for has not

n repaired.

Customer |s requesting MB Intervention to repalr the vahice onca and for all.

Open Date: 09/13/2002 19:32:47  Agent: Craig Dearing Phona 6200 Nota Type: PC

Client end | spoke this dete. She releted a very long trilogy of events that have impactad her confidence in this dealarship
and it's psrnonnal. She dentified the following:

1 .Afor service work Rems that should be caught ware not Identifled. Low washer solvent and bulbs bumt out.
2. Work Identified was not rapaired and potantial safety hazards nek eddressed after sgreemants had been approved.
_Transmisalon leaka

3. SM nevwr called back after promisas wara made by G,

4. Norm did not provide follow up as requested on repair items and lacksd acouracy in the sctual repairs parformed.
5, Rapair orders did not comeclly reflect client's postion and communication with advisar.
B Gllan‘:had low ol light o several timas and ol was added by Reaxdside Tach. In both cazss Sign and Drive pald for this
Anrvice . -
7. All rapak procesees take waeeks to complete. Ona servics lcsus Instad 25 days and then the naxt day the battery falled.
{Park Placa sold cllent a new battery)

Baasd on disnt's mmerks the following was discussed.

1. The cllent upon ploking up har vehicle this ime wil review hae car on a balst io ansurs she ls confidant the leaks have
been apprapriately addrassad.

2. The cllent requestad working with ancther advisor. She had previously warked anca with Robert and Mitzi. Sha has
rsquested thak team,

The chant falt this waa the epproach she neaded to reators her confidance.

Writer contacted Mr. Dpinker. Mr. Opinkar indicated thiv was acceptable solution. He Is lo call cliant and establish sama.
Mr. Opinkar noted on the paper work a nal identifled In a tire. Tha fira will ba repaired prior to retum of this vehicle per Mr.
Opinkar, Mr. Opinker is to call this cllant yet this evenling.

Writer called and lefi a follow up message.

QOpen Duts: 08/17/2002 17:45:12 Agent: Craig Dearing Phone Note Type: PC
Clisnt picked up car 08/15/02 on folow up. Dajlvery did not go as plarmed. ASM N. Opinker was not availaise far thi
deiivary achaduled and the clianl just took ber car. Nick la on follow up with client

Opan Date: 08/20d2002 091503 Agent: Cralg Dearing Phana Nots Type: RC

Writer followad up with cllent. She had not heard anything from the dealer s of 8-18-02. Wrriter contactad ths degler and
again ask them to contact and raconcila the chent's concams. They Indicated they would fallow up with this cwner today,

The awner in our sarller conversation indicated she wented to chronicle her concema in writing and send It to me. Writer
pravided my E mal address. This client ie pest exasperated with the deaiership pereonnel. This aaries of svents and
sarvicing cpporiunities has negathvely sffected thie cllents parcaption of the brand snd thelr chosen daaler.




12102004 Customer Assistance Referral CONFDZiT i

CARefID: 155195 Priors: Eoth Open Date: 09/17/2002  Statws: C1S Last Update: 10/14/2002

Titla:
e I 5
City: Powder Speings  GANE Corres ID:

Agent: James Blasie Phone: 4620 OrigBy: P OrigCD:HO Reglon: 2 Market: 7
Service Retallerz:17302 R BM OF ATLANTA, IN ATLANTA GA Axslgn Agent: SOM - 23
Orig Retaller: 59229 BOB KING AUTOHAUS WILMINGTON NC
S5ell Retadler: 59229 BOB KING AUTOHALUS WILMINGTON NC
Disp Amit: Corr Ford: N Mallgram Sent: N Grp Fall Major Minor Ru
pBAG VIN: 210065 1 N Model: E320W 1999 % 73 2 31 08
World VIN: WDBIFsSHIX AN
Mileage: G000 Engine Number: 11294130298307
Prod Date: (5/07/1998 Warranty Start Date: 10/21/1998
Close Ageni: Michaet Elliz Fistd Clozing Date: 10/14/2002
Close With: O Clase By: D Close How: V Owner Satisfled: Y
Involved Information
» Ovwnee I Foveder Sirings, CARNNEN
Primary Ragkisncs
Sacondary Residancea

Customer Assistance Refarral = Full Notes

Open Date: O8/17/2002 16:18:11 Agsnt: James Blianls Phona 4620 Nota Type: PC

Primary Phone: 7704103827
Current Misage: 60000

Warranty Start Date: 1042119688
Starmark * N/A

Previous CA Reforrals: 120239

Pravioug Summary Nates: 385588, 331477

Customer requasting techrical asaistance -see EN#531477

He called In and alleged:

m defective” light keepa coming on - hes been to dexiership multiple timas aince purchase - dealarahips unable to
2. racentty was gt deglership (SNAG1477) for same issus - service tach replaced bulbe {"nane out but zome ready to o)
3. lamp deflectiva light came back on thet weskend '



Qpan Data: 10/14/2002 12:01:35 Agent: Michae! Ellis Phone 6200 Note Type: RC
Deater inspacied car anfound tal lights melad and hatancer on engine nesdinyg replacament. Rapalrs were completed and

car ratume 1o cliant
CDHE-]L.L_I\\ i |r



02/10/2004 L

Customer Assistance Referral Uit .

CA Ref ID: 155360 Priors: No Open Date: 09%/23/2002 Status: CLS Last Update: (9/25/2002

ronc I Residencs
Clty: Marietta GA_ Corres ID:

Agent: Honors Duffy Phane: 6307 OrigBy: P Orig CD: H Region: 2 Market: >
Ssrvice Retaller:17302 R B M OF ATLANTA, IN ATLANTA GA Assign Agent: SOM - 23

Orig Retaller: 17319 JACKSON AUTOMOTIVE G MACON GA

Sell Rataller: 17319 JACKSON AUTOMOTIVEG  MACON GA
Disp Amt CorrFwd: N Mallgram Sent: N ‘Grp Fall Majoc Minor Re1
pBaG vIN: 210065 L ARG Model; E320W 1998 o1 C06 3 3 13
world VIN: WDBIF6sF6W AR
Milenge: 43059 Engime Number: 11294130054668

Prod Date: 05/29/1997 ‘Warrnaty Start Date: 10/31/1997
Close Agent: Michael Fllis Fleld Closing Date: (9/25/204)2
Clase With: O Cloze By: M Close How: P Ovner Eatisfled: Y

Involved Information
L. I mm

Sanmd.lry
Hld:lmm

um—mm I

Rasldencs

Customer Assistance Referral -- Full Notes

Open Dute: 09/23/2002 17:29:40 Agent: Honara Dulty Phone G307 Note Type: PC
Primary Phona: 7705908571

Curant MEaage: 43098

Warranty Start Date; 10/31/1807

Starmark Warranty: N/A

Pravigus CA Fadarals:

Previous Summary Notes:

I cuiicc -1 wont io speak to your reglonal manager. ' told by Bob Christian st RBM thet although MB is offering
_ 1/2 tha rapalr, the problam wea are having with the cam baaring 13 a common problem with this vehicla. 1want to apeak to

YOUr manager - we are orignef ownera of thie car and i this |18 common problem like Beb told us, then we don't feel we
ehould have 1o pay"

| trind to discuss with customer that whatever decisiona made I fop company pealiion - he became agitatad, refusing to

sccept, again inslsting on spaaking to reglonal manager. | again trisd o discuss that destar hax complata suthority ... hes
questionsd "thean wivy am | kold hythlm thiw Is common?™

- inaists on speakdng to reglonal manager; writer sakl thet ws would as region to dscuss this Issue with dealer &
somecda would be in fouch.




QOpan Dala: 09/26/2002 18:52:53 Agent: Michasl Ellis FPhone 6200 Note Type: RC
SPOM SPOKE WITH MRS HENRY REGARDING BALANCER FAILURE AND INFORMED HER | WOULD REVIEW THE
ISSUE WITH THE SERVICE MGMNT . DEALER TC COVER REPAIRS 100 % GOODWILL. SERVICE MGR WILL
CONTACT CUSTOMER FOR RESOLUTION.

[:UW"EL'._I\ Lid




0271071004

Customer Assistance Referral - - .

CA Ref ID: 156131 Priors: Nao Open Date: 10/25/2002  Statws: CLS Last Update: 10/29/2002
adires: [N Tite:
I'Imne:- Residence
City: Norman od 0 Corres ID:
Agent: Gregg Mault Phone; 5350 Orig By: P OrigCD: H0 Reglom: 6 Market: g
Service Retafler:75534 EWING AUTOHAUS PLANO TX Axsige Agent: 30M - 32

Orig Retafler: 55508 BENCHMARK MOTORS,IN @ OKLAHOMA CIT OK
Sell Retadler: 65508 BENCHMARK MOTORS,IN OKLAHOMACIT OK

Disp A Carr Fwd: Mallgram Sent: Grp Fall Major Minor Rsr
peAG VIN: 21006514 TN Model: E326W 1998 @ 06 2 3 09
world VIN: WDBIFSSFTWAE :

Mileage: 55632 Engine Number: 11294130095819
Prod Date: 11/12/1997 Warranty Start Date: 12/17/1997
Close Agent:Craig Dearing Fleld Closing Date: 10/29/2002
Clonse With: O Close By: D Close How: P Owner Satisfled: N

Involved Information

> Owmer, I oo, o
Primary Ragidence

Customer Assistance Referral -- Full Notes

Open Date: 10/25/2002 19:55:44 Agent: Gregg Mauk Phone 8350 Nate Typs: PC

Primary Phone: 2055707647
Currant Misage: 55832

Start Date: 12171887
Slarmark Warranty: N/A,
Previous CA Referrals:

Pi'minu‘ Sumerery Notss:

Customer called siailng he wag In Piano when he had a prablsm with the Harmonic Balancer on his car. Customer states
:ﬂl;:dumidummndmuﬂmmwmmmmwmmmm coll MBLSA to »ee f amy asslstance would be
2.

Open Dete: 10/28/2002 O07:58:14 Agent: Cralg Dasaring Phona 5200 Nota Typa: RC
Gient had askad for financial sopport for his hkamonic dampner. Clont attempindg to have dealer Bnalyze a racent aceident
with this vehicka and detesmine if this could have baen the ceusa for falure. Oealer unable to draw concluslon. Cliant then
contected MEUSA. Daalar identifiad for writer that thie cllert recentty purchessad this car fram the lnaurance company wheea
his wite worke. The car hed In sxcess of §12,000 worth of damaga to tha rear snd of the vehicie.

Dealer reviewad the history and declined support. Tha cars warranty has elapsad and this clisnt hes responsility to
mainkin and service his pre-ownad vehicle.




'--"‘-r = —

it Customer Assistance Referral (liiriLZH

CA Ref ID: 165276 Priors: Na Open Date: 10/23/2003  Statns: CLS Last Update: 11/06/2003
T i

Phuone: _ Besidence
Coppuntis AN corum

Ageat: Robyn Letz Phone: 6209 OrigBy:?  OrigCD:HO Reglon: 1 Market: |
Sarviee Betailer:80101 MERCEDES-BENZ OF ALE ALEXANDRIA VA Asxigm Agent: SOM - 27
Orig Retailer: 59213  VALLEY MOTORS INC FAYETTEVILLE NC
Sell Retaller: 53213 VALLEY MOCTORS INC FAYETTEVILLE NC
Dixp Amt: CorrFed: N Mallgram Seat: N Grp Fall Mgjer Minor Rm_
DBAG VIN: 2100651 AN Model: E320W 198 |03.08 2 3 09
World VIN: WDBJIF&SFTW A CIT 16 2 3 09
Mileage: &7000 Engms Number: 11294130063320
Proad Date: 09/11/1997 Warranty Start Dace: 10/20/1997
Close Agent: John Freund Field Closing Date; 11/06/2003
Close Whh; O Close By: D Close How: P Orwvuer Satlsfied: YV

involved Information

- Ouner, NN A
Sacondary Busineas
Primary Resldanca
Secorxlary Reskance

Customer Assistance Referral — Full Notes




Open Date: 10/23/2003 164548 Agent: Robyn Letz Phone 6203 Note Type: PC

Primary Phona: 703 807 3697
Cumant Mlleege: 7000
Waesmanty Start Date: 10/20/1897 -
Starmark Warranty: N/A. CU h '

([1Ts Ty ey
Previous CA Refarrale: n[ '

T Tif
Prewious Summary Nates:
I <! <! the GAC.
Cugiomer |8 asking for asslstance with post-waranty repai for harmonic balgncer.
Vehicle was pre-owned by husbend's grandmuother.
Customer daima sarpentine balt was shreddad and oil pan was eracked.
Customer claims she was offerad 60% of parts for repair, no labor.
Custamer says she has read report on NHTSA about investigailon inte MB hermonic balencears,
Customer aleo owns a '88 sedan and an ML.

Writer will contact 5. Bowne b advise.

Open Date: 10242003 09:40:33  Agent Micheel Reger Phons 6383 Nots Type: PC
The customer called tha CAC to axplain that she sffarsd ncomeot Iformation trve mileage 60,318

Opar Dude: 10242003 14:12:43 Agent Honora Dufly Phone 8307 Nots Typa: PC
* called again - Carl @dealer today has informad customer that MB is offering post-werrenty aenistance {aftsr
raview):

1. "They say they wil take care of engine"
2. "Car sald they would offer 100% parts on different repalr”®.
3. "He also sald that no offers will be made towards repairs to the sunroaf®

Customer feels offer Is uneccepiahle & wants SPOM o re-review with dealer. | confirmed if Card hes callesd with these
offare, this he2 aimady bean raviewsd and dealsr haz bean given authority to provida cur company poattion.

| advisad customar et we mspact har faslinga, but affers are not negolishia 4 she would heve o aither accapt or dacline.

| have call ink Carl Gidealer to find out axact detalls of post-warranty offers 3o | can erter into Refanml.

Open Date: 10/24/2002 16:58:13 Agunt: Robyn Laiz Phone 8200 Note Type: FC
Customer called ageln, writer axplainad thal wa called in SPOM which is not usual for poat-warmanty repaira, but we ware
concemed about the axpanaa for repalr to harmanie balancer and reauliing damage.

Writer acvised that SM ks usualy empowsrad to make post-warranty offars, askad cugtomar b0 have Sk list out the datails
of tha offar.

Open Date: 10/28/2003 O7.25:63 Agent: John Freund Phone 8200 Note Typse: PC
Undsr raview. -
Opsn Date: 11/08/2003 12:20:39 Agsnt: John Fraund Phone 6200 MNote Typs: RC

Wrikar spoke wih Carl Pattcs @ daaler B0101. Mr Patton advised the repair to the harmenic balancer waa good willad &
100% parts end |abor. Tha sunroof waes good willed €8 100% paris only. Writer agress with tha dacision.




Customer Assistance Referral C0nii7 e

021072004

CA Ref II): 1662410 : Open Date: 12/03/2003  Statms: CLS Last Update: 12/05/2003

Address: Title:
Pl [ Residece
Clty: Wilmington v Corres ID:
Agent: Ed Duffy Phane: 6296 Orighr: M OrigCD: HO Reglon: 2 Market: |
Service Rataller:59229 HOB EKING AUTOHAUS WILMINGTON NC Axsign Agent: SOM - 32

Orig Retailer: 51113 MERCEDES-BENZ OF MOR. ~~ MORRISTOWN NI
Sell Retaller: 51113 MERCEDES-BENZ OF MOR  MORRISTOWN NI

IHap Amit: CorrFed: ¥  Mailgram Beni: ¥

Grp: Fail . Major Minor Rse
DBAG VIN: 2100651

A& Model: E320W 1999 01106 2 1 09
World VIN: WDRIF§5H

Mileage: 45220 Engine Nomber: 112941304 10667
Prod Date: 02/08/1999 Warranty Start Date: 03/15/1999
Close Agent: John Atkinson Fisld Cloging Date: 12/05/2003
Close Wihth: D Close By: M Close How: P Owner Satisfied: Y

Involved Information

. Owrar, 141i anbmlw Jonag Dy, Wimingtan, NC 2840656207
Rasidsncs
Reeldence

Custnmar Assistance Referral -- Full Notas

Open Date: 1M 11:09:60 Agant: Ed Dufly Phons E296 Nats Typs: PC

Primary Phone; 8105088200
Currant Mieasga: 32389

Warmanty Start Date; 03/16/1889
Slarmark Warranty: N/A .
Pravious CA Referrala;

Pravious Surmany Notea:

Gustomer called atating thet this desler made tha rapgir to the harmonic batsncer on this vehicle at 45,000 mias. Dealer
charged customar for anly labor of $790.00 and suppiled the parts at $600.00 as post warranty financial consiterstion.
Customer |8 requesting ig be reimbursed for the labor chargad.

grhrmhmeaysumwmaduuﬂhmnﬂﬁmnﬂm if the SPOM has any question ha shaukd contact
oy

Open Date: 12/03/2003 11:11:40 Agent: Ed Dufly Phane E206 Naote Typs: PC
Copy of raferral notes o Gary Bowns




Opan Date: 127042003 08:50:11 Agant: John Alkinson Phone 8200 Note Typa: FC

Contacted Dol Egvaes, 3M Beb King Autghaus to obisin mformetion. Afisr discussing and loaking into this a Iitile further i
was agread io gocowil the sntire repair conceming the pulley.

| attermipiad to contact tha Blleea's and had Lo leave 2 volcemall messags. | left 8 masseos informing them how to reech me
ar to contact Dal,

Opan Date: 12052003 17:46:43 Agant: John Atkinson Fhona 6200 Note Type: RC
Contactad Dal Eaves this meming, 12/05 io follow u had eontacted Phil Hardee, GM. Phil Informed him of the
geodwill decision. A chack was waiting this moming for nim to pick up.

CONFIDENTIAL



Customer Assistance Referral ci....=i .

CA BRef ID: 166508 Priors: No ﬁ Date: 12/23/2003  Staius: CLS Last Update: (1/2672004
-~ =
Phone: _ Rezidence

city: Noth Litle Rk AR corres o
Agent: Willim Maher Phone: 6250 OrigBy: P Orig CD: HO Reglon: 2 Market: 4
Bervice Retaller04507 RIVERSIDE MOTORS, IN LITTLE ROCK AR Agyign Agentc SOM - 29
Orig Retailer: 04507 RIVERSIDE MOTORS, IN LITTLE ROCE AR
8all Retailer: 04507 RIVERSIDE MOTORS, IN LITTLE ROCK AR

02/10/2004

Disp Amt: Corr Fwd:  Mualigram Seat: 'Grp _Fail Majar Minor Rst
DBALG VIN: 2100551 Muodel: E3HIW 1999 11 - a 3 13
World VIN: WDBJFE&

Mileage; 51075 Engine Number: 1129413044164
Prod Date: 060271999 Wirrunty Start Date: §7/15/199%
Close Agent:Raymond Rohm Fleld Closing Date: 01/26/2004
Close With: O Close By: D Cloze How: V Owner Satisfied: N

Involved Information

owner, NN . oo =

Primery Resklance
Customer Assistance Referral — Full Notes

Open Date: 12/23/2003 111147 Agent: Wiliarm Mghar Phona 8260 Note Type: PC

Primary Phane; 5017582088
Currant Mllsaga: 51075
Warranty Start Date: 07/16/1908
Starmark Warranty: N/A
Previous CA Refertala;

Pravious Bummary Notes: 305836, 306819

ciaims that he had o have & hammanic balencer and oil pan repleced in his vehicle. He claims the of pan waa ‘
. and the harmonic balancer wae broken,

Cuatomer allages that this is ralated to #w FEE Clags Action Suit end waa causad by oil sludge. {Wiiter Informed him that
thesa two [ssuss gra not relabed, howsver customear refused to belleva thie.}

C<: Frank Berenz, Ed Reyes




Open Dute: 12/30/2003 18:14:47 Agent: Carol Toblas Phons 8243 Nots Type: PC
Balow notes taken by Marle Cnuz, Universal Agant;

Customer's son [ contacted the CAC.
(Mease refer to Rafarral # 166608)

Customer advised vehicle was in for servica at dir 04507 on 12/19/03. Customer advised that his father waa charged $708.
Customer advised that hamonic balancer was serviced. Customer fa looking to ba reimburaed the total amaunt because he
foels that this vehicle v affected by FSS lawsult iseue.

| ancouraged custamar 1o speak with tha Service Myr at dr 04507 who Is In the bast pesltion io review thesa concamas. At
customer's request, | provided our meil address and fax number. Customer added that his father hes spoken with dir end dir

was nol recaptive.

EL}nFIL’"th. -

(=

Open Date: 01/26/2004 12:08:44 Agant: Raymond Rohm Fhone 7322 Nots Type: RC

Servica Manager has made dacislon, this & not part of FSS kwesult
No Goodwil!,



02/10/2004

Customer Assistance Referral [UNFITEN

CA Ref I 95055 Priors: No Dute; 34/16/1998  Statme: CLS Last Update: 04/23/1993

o Resieo
City: Bartleth i - Corres ID:

Agent: Bernadette Cavanaugh  Phone; 6378 OrigBy;: P  OrigCD:HG  Region: 2 Market: ¢

Service Retallerz:14340 MERCEDES-BENZ OF NAP  NAPLES FL Asslgn Agent: SOM - 34
Orig Rataller:
Sall Reinfler: 14340 MERCEDES-BENZ OF NAF NAPLES FL

Disp Ami; CorrFwd: N Mallgram Sent: N :GI'IIEFIH Major Minor Rz
DRAG VIN: 2102651 AlIIEGEG Model: E3208 1998 .13 . 36 ° 2 1 16

World VIN: WDBIHGSFI WA
Mileage: 6000 Englac Number: 11294130059338
Prod Date: 09/24/1957 Warranty Start Date: 1(/27/1997
Close Agent: Larry Stains Fisld Closing Date: 04/23/1998
Close With: O Close By:M  CloseHow: V. Owner Satlfled: Y

involved Information
-Dvmur _-rﬂutn -

Customer Asslatance Referral -- Full Notes

Open Dute: 04/18M958 11:04:57 Agent Bamadets Cavanaugh Phone 6378 Note Type: PC
_Iﬂd In siating that he has baen having onpoing problems with his new E-Class wagon since ha purchased
k— halth-unmrruphmdax.puwu-uhqingptmpmplmd!:.andnnwha.ﬂﬂmprmmtuhmphmdaluru

mthhdnlt aof other miner problams. Cusfomar very diaappaoinisd in the oar and would llke to discuss dirsctly with thas MB
reglongl rep.

Opan Date: 04/20/1958 08:40:52 Agant Cynihis Feuss Phons B253 Note Type: PC

PEFIEECOWNER CALLED MR. JACKBON'S OFFIGE THIS MORNING, CONGCERNED ABOQUT HIS E3208, ALLEGES

TECHNICAL DIFFICULTIES, THIS WRITER LEFT VOICE MAIL FOR LARRY STAINS AS WELL AS A MESSAGE AT
CROWN EUROCARS.

Open Dote: 0472211088 15:04:55 Agent: Cynihia Feuse Phons 8288 Note Type: PC
PENEEEEE-VNER CALLED MR, JACKSON'S OFFICE AGAIN. HEIDI ALSD STATES THAT SHE HAS RECENVED
FLORIDA STATE LEMON LAW FAPERWORK FROM THIS CUSTOMER. THIS WRITER PHONED LARRY STAINS &

ASKED HiM TO CALL QWNER. SPOM STATES HE SPOKE WITH CWHNER BOTH YESTERDAY & TODAY. THIS
WRITER CONFERENCED LARRY STAINS WITH HEIDL.




Open Date: 04/23/1906 09:58:068 Agent: Lary Stalns Phone 6200 Note Type: RC

GONDITION VERIFIED, SPOM SECURED UPDATED TENSIONER FROM DIFFERENT VENDOR INSTALLED ON
VEHICLE, CONDITION CORRECTED. REVIEWED WITH OWNER , OWNER DISSATISFIED DOES NOT WANT
VEHICLE ALLEGED SHE SENT IN LEMON LAW NOTIFICATION WHICH AT TME OF CONVERBATION SPOM WAS

NOT AWARE OF RECEIVING AT H.O. DECLINED TO REFURCHASE VEHICLE ADVISED OWNER IT IS NOW
PART AND NEW ONE ON VEHICLE. DID S0

REPAIRED, OFFERED TO MEET WITH OWNER AND SHOW HERE OLD
OWNER SATISFIED, PROMISED PERSONAL FOLLOW UP 1N 2 WEEKS TQ VERIFY OWNER SATISFACTION.

CONFIDERT

AL




:'P-l'r"-._l-—g [ bl LI |

Customer Assistance Referral CO:FTziTiR

02/10/2004

CA Ref ID: 145068 Priors: No Opea Date: 0B/09/2001  Statws: CLS Laxi Update: 08/27/2001

aadroc SN

Tithe:
rowe: I R

City: Loa Angeles CA - Corres ID:

Ageni: Carpl Tobiss Phone: 6243 Orighy:P OrigCD:H0 Reglon: ) Mzrket: 4
Service Retaller:05766 BEVERLY HILLS, L'TD. BEVERLYHILL CA Asaign Ageat: SOM - 25
Orig Retaller: 05705 MERCEDES-BENZ OF SOU TORRANCE CA
Sell Retuller: 05705 MERCEDES-BENYZ OF 50U TORRANCE CA
Dlsp Amt: Corr Fwd: Mailgram Sent: ‘Grp-Fail Major Minor, Rat
DBAG VIN: 210265 l- Moddal: E3208 1993 07T :%52. 2 3 09
world VIN: wosiHesFXW I
Mileage: 73000 Engine Number: 11294130049119
Prod Dade: 08/14/1997 Warranty Start Date: 10/22/1997
Close Agent:Les Korngold Fleld Closlng Date: 08/27/2001
Cloge With; I Close By: M Close How: V Owner Satisfied: N

Involved Infarmation

oweer, [ Los Aroes. -
Secandary

Secondary Businesa
Primary Realdenca
Secandary Realdanca

Customer Assistance Referral — Full Notes

Opan Diate: 08092001 15:49:28 Agent Carol Ramirez Phons 5243 Note Typs: PC
Primary Phaone; 3230361833

Curmant Mileaga: 73000

Warranty Start Data: 1002271887

Starmerk Wamanty: N

Pravicus CA Refarrala:

Praviocus Summary Notas:
Customer claima that ber service advisor, Patrick Blackwsll told her to contect the CAG regarding goodwlll conskieration.
Custormnar caims that the vehicle hee 73,000 milas and the almass sensor ard vibration dempner hed to be reploced,

Custormar pald ovar $800 ko have this repairad and fesls that the corporalion should cover the cost. Custiomer claims that
har service advisor told her to call us,




Open Dute: 082772001 181108  Agent: Les Komgalkd Phone 7326 Nota Type: RC

Daaler states thal air mass metar waa nao konger covered by any applicable warranty, Customer had a third panly warmanty
that did net covar the sir mase mater, Desaler advises that customss: did not request goodwlll from the dealer...and further

adviges that service advieor did not refer her bo CAC,

This s dealer has full autherky over goodwlll decisions (wamanty pilot). Service manager, Steve Usery will contact custorner
to explain the shuation and determine if any goodwlll asaistance i apprapriate,

Closing casa. .

iii-0 =
LU PR N L




A Customer Assistance Referral “tis ol

te: 01/30/2004  Status: CNG Last Update: 02703/ 2004

Title:
Fhone SNV Residence
City: Naples FLIEEE corem: 222430
Agent: Miriam Clark Phome: 4699 OrgByv: M OrigCD:HO Reglon: 2 Market: 5
Service Retaller:14340 MERCEDES-BENZ OF NAP NAFPLES FL Assign Agent: S0M - 14

Orig Retailer: 319417 MERCEDES-HENZ. OF BLO BLOOMFIELDH  MI
Sell Retaller: 39417 MERCEDES-BENZ OF BLO BLOOMFIELDH MI

Disp Amt: CorrFwd: Y  Maflgram Sent: Y
DBAG VIN: 2102651 HENEGGEGEG Mudel: E3205 1998
World VIN: WDBIRSSFOW
Mlleage: 39000 Engine Number: 11294130081830
Prod Date; 10/27/1997 Warranty Start Date: 04/15/1998
Cloae Agent: Fleld Closing Date: 000040000
Cloae With: Cloac By: Cloae How: Orermer Satlsfled;

Involved Information

o [ o, FL-
Primary
Secondary
Secondary m

Customer Assistance Refarmral -- Full Notas

Open Date: 01/30/2004 14:15:116  Agent: Midam Clak Phone 4899 Hote Type: PC

Frimary Phone; (238)568-328%
Cument Mllsage: 38000

Start Date: 045454908
Starmark Wamanty: MiA
Pravious CA Rafarrals: 84314

Previous Summary Motea: 877343
CUSTOMER SEEKS TECH ABSISTANCE

rote letter to tha CAC raquesting reimbursamant for rapair to CRANK PULLEY__He allegoa the repalr was dona
endent Auto Europa 6236 Shirey St Naples, FL 34108...in the smount of $9697.98
Vahiole had approximatsly 36 99T miles g the tims of repalr...

GC: Gary Bowns, Frank Berenz

Opan Date: 020042004 22:93:04 Agant Lery Staine Fhone 6200 Note Type: PC

SPOM called for owner this date, not In laft massage on viice mail we wil reimbyrse him thru dester for cost of repeirs, left
Volcemall number If addition info neadad end to verify eddrees.




02/10/2004

Customer Assistance Referral CURFITENTIAL

CA RefID: 92047 Open Dade: 01/10/1998  Status: CLS Last Update: 01/13/1998

m— o
Pioxe: I Residence

City: Guilford CT - Corres ID:

Agent: Gregg Maukt Phome: 6350 OrigBy: P OrigCD:HO0 Reglon: 1 Market: g

Service Rotaller09127 MERCEDES-BENZOFNOR  NORTHHAVEN CT Assign Agent: SOM - 30
Orig Retaller:

Secll Rotaller: 09127 MERCEDES-BENZOFNOR  NORTHHAVEN CT

Dlap Amt: Corr Frd: Mallgram Seuoti: Gry -Fall Major Miwor Rst_
DBAG VIN: 15315415 Model: ML320 1998 13- 36: 3 T 08
World VIN: 4JGABSIE4W

Mileage: 4400 Engine Number: 11294230045722
Prod Date: 09/23/1997 Warranty Start Date: 10/17/1997
Close Agents Fleld Closlag Date: 01/13/1998
Clhose Whth: O . CloaeBy: M Close Howr: P Ovwner Satisfied: N
Involved information

. I o R
Eaﬁmdnly Buslness

Raaldence

Reaikdenca

Gustnmnr Assistance Referral = Full Notes

Open Due: 011041968 0B:11:32 Agent: Grogg Mault Phone 8350 Nota Type: PC

C-ust callad staeting thet she has had her car into dealar numsrous times for rattias, locking sysiam stesring probs. Cust
would ke to spaak with someane about this vehice,

Opan Date: 0111371808 18:40:34 Agent: Steve Sauer | Phong Note Typs: RC

Owmar upset with repalr frequancy: 4 rapalr orders, 16 days aut of asevice ngluding 1714, rapeira complsts st this time.
Repaira Includae AaM kit, rear sway bar which damaged wiwsal, balt lengionar, sevenil minor squasks. Vehicle towsd once
far AaM.

S0M apoks with owner's alater, who adamanily demanded buybacidreplacement vehicle, SOM declned. Owner very upsst,
Deslar subsaquenity offered to take car back and refund money, discussed putling owner Into E Claas A3 wheel drive.
Owner to considar ovarright and contact dealer in AM,

Per ownear's requast, SOM provided MM neme and voice mall #




02/10/2004 I

Customer Assistance Referral Lo

CA Rsf ID: 34307 Priors: Cus

Open Date: 037261998  Status: CLS Last Update: 04/01/1998
o -
rhone: I Residence
Qpwionile  FLENEEEEN ~ Corwm:
Agent: Ronald Smith Fhome: 6315 OrgBy: P OrigCD: H) Reglom: 2 Markei: 7

Servies Retatlor:15320 BRUMOS MOTOR CARS,I  JACKSONVILIE FL Assigu Agent: SOM - 29

Orig Betailer:
Sell Retaller: 15320 BRUMOS MOTOR CARS, [ JACKSONVILIE FL
DHsp Amt: CorrFed: N Maillgram Sent: N “Grp Fall Ma]nr_!!lnnr-lhl
DBAG VIN: 1631541 Model: ML320 1998 o1 od 3 1 0%
World VIN: 4JGABS4ESW. o
Mileage: 12000 Engine Number: 11294230040310
FProd Date: 09/11/1997 Warranty Start Date: 09/16/1997
Close Agent: Reymond Rohm Field Closing Date: (4/01/1998
Close Widh; O Close By: D Cloae How: V Owoer Satisfled: Y
Involved Information
> - Ounce, [ o s,
Sscondary Buainass
Primary Moblle
Primary Rsaldenca
Primary Rasldancs
Customer Asslstance Referral == Full Notes
Opan Daty; 03/26M598 (8:47:48 Agent: Ronakd Smith Phone 8315 Note Typs: PC

owner is demandiey) # new vehich, ....very frusirated at nepeat repair far the seme cordition

owrer states this will ba the 5t {ima the tensicrec belt nead replacing.....belk 5 making noise....yehicle was in 2 weeka ago
for thve same problam

dir hey adviasd owner that a part B on order from MBAG but hes not amived vet

orenar aeeks direct contact 8.8.ap......vimal message ta SPOM (D. Ruber)

Opan Data: 04/01/11988 08:23:62 Agant Dava Raber
DEALER TRADED OWNER OUT OF CAR. ’

Phone 7323 Naote Typs: RC



'”".-‘1 E';'F‘f TFH
oraes Customer Assistance Referral Ut7.iill N Tirs
CA Ref ID: 96440 Priors: No Open Date: 05/26/1998  Status: CLS Last Update: 05/403/1998

- o
mo-

City: Cincinnati oo [N Corres ID: 126103
Agent: Denisc Nowicky Phone: 6254 OrigBy: 5 OrigCI: H) Region: 4 Market: ¢
Service Retaller:52410 MERCEDES-BENZOFCIN  CINCINNATI OH  Asign Agept: SOM - 26
Orig Retafler:
Sell Retafler: 62410 MERCEDES-BENZ OF CIN CINCINNATI OH

Dizp Amt: Corr Fwd: Mallgram Sent: GrpFllI Majur][l rn"
DBAG VIN: 1631541 Model: ML320 1998 010 2z . 3 08
World VIN: 4/GABS4

Mileage: 8000 Enging Number: §0000000000000
Prod Date: 08/10/1997 Warranty Seart Date: 10/29/1597
Cloae Agent: Steve Neukam Fleld Closing Date: 06/03/1598
Close With: O Close By: D Close How: P Owner Satisfled: N

Involved Information

Customer Assistance Referral — Full Notes

Open Dute: 05/26/11988 15:16:53 Agant: Deniss Nowicky Phone 82054 Nota Type: PC
Recalved OES survey with 3 page letter gitached detalling slioged repair history of ML including bult not limitad to: remote
moiiry, swveral "noisea”, balt tenslonar, cargo net rateining cips, ahocks, wipers, chack engina light. Givan IBS remained
unanswered at suggestion of SPOM Dewey Trost, thie caes waw opansd to address all concams. Copy of letter/survey will
be faxed to Dewey Trost.

Writer will not ke corthact st this e,

Opon Date: 05/27/1898 01:41:27  Agent: Dewey Troat Phone 8200 Note Type: PC

SPOM TROST HAS TALKED TO THIS CU THE PAST AND WILL AGAIN. DANA SERV. MGR. JIM
STAMPER WILL ATTEMPT TO CONTACT DETERMINE CURRENT COMPLAINTS AND TO ATTEMPT

TOQ SCHEDULE AN APPOINTMENT TO GO LE COMPLAINTS. VISITS "INTERNET CHAT
RODOMS" WHICH SEEM TD EXACERBATE IST OF COMPLAINTS?

Open Date: OBA3MBBE 10:31:00 Agent: Dewey Troal Phone Note Type: RC
W INFORMED BY R JIM STAMPER THAT A 45 MINUTE PHONE CONVERSATION
WITH ONLY RESULTED WNE THAT H15 ML320 BEE "REDESIGNED". REPAIRED WAS
NOT GOOD ENOUGH FOR HIM. THA FACT THAT HE BELIEVES THERE SHOULD BE ANOTHER M-B

DEALERSHIP IN THE CINCINNATI MARKET BECAUSE HE BELIEVES DANA MTR. CO, HAS BECOME
"UNCOMPETITIVE". CASE CLOSED.




- B LT T g
i Customer Assistance Referral LUl
CA Ref TD: 99517 Priors: No Open Date: 08/13/1998  Status: CLS Last Update: 09/24/1908
-

- T
ruoxe: NN Residence

City: Arvada mm Corres ID; 131564
Agent: Linda Togneiti 4 OrigBy: M OrigCD: HO Reglon: 6 Market: 7

Service Retallor:08103 MERCEDES-BENZOFLIT  LITTLETON o0 Asslgn Agent: SOM - 28
Orig Retaller:
Sall Regpller: J8103 MERCEDES-BEENZ OF LIT LITTLETON CO
Dizp Amt; CorrFed: Y  Mallgram Senr Y

iGrp ; Fail Major ‘Minor: R

DBAG VIN: 1631541 Model: ML320 1998 28 32 1 305
World VIN; msu ' '
Mileage: 2000 Engin¢ Nambier: 1129423140411
Prod Date; 02/27/1998 Warranty Start Date; 04/09/1998
Close Agent: Fleid Closing Dare: 09/24/1998
Close With: O Close By: M Clese How: V Owner Satisfled: Y

Involved Information

> owner, [ ~~ocs.
Primeary

Resldance

Customer Asslistance Refarral — Full Notes

Opan Daty: 0B8MAMS58 14:52:04 Agemt: Linda Tognett Fhone 0268 Note Type: PC
Case baing generatad by letiar to CAC,

Customer purchased vehicle on 4/3/98....pressntly has 6,720 mies.

"Thea folkawing things hawve had to be repeined on It
Fan belt tenslonar whese! has bean replaced 3 imas
O fiter housing leaked
Fowar sisecing seals leekad and wero reptaced.
Power stearing pump replaced.

bar

Replace sway ber bushings
Ol caniater drain bolts leakad and replecad
Ad|ust front door ratties

Adjust tail gats ratiies end creaks
Transiriasion pan and transier case leal.

DE~ P 00D

Then yasterday | was told that the wihole transmission needs io be repiaced. They said B new tranamiasion s needad rathar
than rebulld the presant one. Thess problams shouid not oceur In any new car kst along a Mercedeas. | fasl at this point that
Hr:r:adun chould replacs thin ML320 with a new ML320. | think that & car with this many preblsmes wil continue to cause
prablems.®




Opan Date: 08/30/1888 18:50:53 Agsnt: Charles Harper Phone Mots Typs: RC
SPOM has left message far owner a8 of this date owner has not reapondad.

Cpen Date: 09/01/1838 09:24:13 Agent: Charlea Harpar Fhons Nots Type: RC
Crwrar raturmad il yesterday, He said he ust plcked up the car again last week. Daaler raplaced the transfer case and it
la stk leaking. He has an appoinimeant for 3-14-88, SPOM will b =t the dealership to inepsact.

Open Date: 09/24/1988 14:48:15 Agent: Cheres Hamer Phonw Note Type: RC
SPOM was at dealership and found that the new case was also [eaking at the same seal. New fransfer caga was nsislled.
SFOM drove ang did not find any lsaks. Asked dealership drive mora befcre glving | back. This date SPOM left message

far gwner to advised SPOM by volce mall if the problam has baan fixed or not.
h l:’:'"'::? I
COiriban




02/10/2004 Assi Ref | E;’;;_-':ég".ji._.':-,..__.
Customer Assistance Referral Lun:-ii -0
CA H H : E0/12/1998  Statas: CLS Last Update: 10/13/1998
Thtle:
— -
City: Livonia MI _ Corraa ID:
Agent: Honors Duffy Phone: 5307 OrigBy: P OrigCD: H) Reglon: 4 Market: 4
Service Retailer:39106 MERCEDES-BENZ OF NOV  NOVI MI Axtign Agent; SOM - 24
Orlg Reialler:
Sell Retajler: 39106 MERCEDES-BENZ OFNOV  NOVI MI
DHep Amui: Corr Ford: N  Mndigram Semt: N Grp Fall Major Mioor Ru
DBAG VIN: 1631541 Model: ML320 1998 13 ° 36 1 3 08
World VIN: 4IGABS4ETW.
Mileage: 9789 Engine Number: 11294230068443
Prod Date: 1(/29/1997 Warranty Start Date: 11/06/1997
Cloae Agent: Damon Blakemote Finld Closing Date: 10/13/1998
Close With: O Close By: D Chose How: V Owner Satisfied; Y

Involved Information

» . oz, v
N Hanca
> Drivar, Livonia, M_
Primery
Becondary Rasidence

Customer Assistance Referral -- Full Notes

Open Date: 10/12/1908 10:07:07  Agent: Honora Dufty Phans 6307 Nots Typs: FC

Ownar's wifs led crying "this car hew basn & nightmarel! It now has e knocking nolsa, yet wag into dealer 3
Iﬂ;mus Iaat weak. 1have children & dealership never givas ma a car to drive - | don't know what tn da anymorel car going
ack thars tadayl"

Writer gdviaad customer to sak i meet with service manager when she drops car off {she ecmits sha haa never spoken to

S.M.) ... | fold her In review her concams ragarding whicie & no leaner ... we woukd work via region to address eny currant
cancems she may hava.

Fva laft messags an SPOMY volcemad

Open Date: 10/13/11990 145725 Agant Wade Masaing Phona 7424 Mots Typs: RC

SPOM REVIEWED SERVICE HISTORY OF VEHICLE AND REVIEWED WITH SERVICE MANAGER. VEMICLE
CURRENTLY IN AND DIAGONSED WITH NOISY BELT TENSIONER. VEHICLE BEING REPAIRED SAME DAY AS
DROPPED OFF, 10-12-88. SPOM CONACTED OWNER TD REVIEW SITUATION. SERVICE FILE NOT THAT
EXTENSIVE BUT AS GOODWILL GESTURE SPOM INFORMED OWNER THAT MBNA WOULD COVER COST OF "B
SERVICE, OWNER SATISFED WITH RESPONSE BUT STILL UPSET WITH VEHICLE.




02/10/2004

Customer Assistance Referral [K-ii50

i

CA Ref TD: 104654 Priors: No Open Date: 01/153/1999  Status: CLS Last Update: 02/26/1999

. e
=

City: Oakbrook Terrece 1L [ Corres ID: 140231

Agent: Andrew Dunleavy Phone: 6320 OrigBy: S OrigCD: H)  Hegion: 4 Market: o
Service Retaller22410 LOEBER MOTORS, INC. CHICAGO IL Assign Agent: SOM - 22
Orig Retuiler:
Sell Retaller: 22410 LOEBER MOTORS, INC. CHICAGO IL
Disp Amt: Corr Fwid: Y Mallgrom Sent: N Grp Fail Major Mi E“
pBAG vIN: 163134 AN Model: ML320 1998 0 1w 2 1 14
World VIN: 41GABSSE2W A
Mileage: 2000 Engines Number: 11294230096780
Prod Date: 12/06/1997 Warranty Start Date: 12/29/1997
Close Agent: Wade Measing Fleld Closing Date: 02/26/1999
Clage With: O Cloae By: M Close How: V Owper Satisfied: Y

Involved Information
owner, [ ocv ook Torrscs, |_

Primary Reakiance
Saoondary Resldence

Customer Assistance Referral -- Full Notea

Opan Date: 01/13/1988 18:31:19  Agent: Andrew Dunlesvy Phone 6320 Nota Type: PC
Comsap#140231 ....Seccnd ML320 bought by customer. He alisges to have spoke with SPOMMike Mamndo about
raplacing the vahicle for the past 3 months. Customer thinks this 18 not true. Customer hag had situations with O2
sonaor. hstt tensicner 2x, reer lech{sticks/raties), canter amm rast discalaring,

noise whan bumpa are ancouniered, atc... Gustomer wartts a falow up. he can ba reached u_ur

Open Data: 01/26/1999 1645926 Agent: Mke Marando Phons 8200 Note Type: RC

This clisnt does nat like tha ML the client would like @ new S-class when the vshicls is reloest for retai, | told the dient that
wa shallls talk to g retaler to see what (ha rataller could work out. client and | are going to set Lp an appolntment tb met
with the relailer, cient satshed with this sction.

Opan Date: 02/26/1989 13208:45  Agent Miw Marando Phone 6200 Note Type: RC
| climnt has made up hig mind that he whats ancther ML the dealer Is halping the clieni with this.




i Customer Assistance Referral .=l .

CA Ref ID: 105509 Priors: No Open Date; 02703/1999  Statos: CLS Last Update: 03/25/1999

Title:

o Qo

-
comgere o S e

Agent: Michar] Reger Phone: 6383 OrigBy: P OrigCD:H0 Reglon: § Market: 4
Service Retaller:66103 MERCEDES-BENZ OF EUG  EUGENE OR Assign Agent: SOM - 25
Orig Retailer:
Sell Retailer: 66103 MERCEDES-BENZOF EUG  EUGENE OR
Disp Amt: Corr Fwd: Maligram Sent: ‘Grp.Fail Major Minor Rer
DBAG VIN: 1631541_ Model: ML320 1998 E 58 36: S 3 08
World VIN: 4iGans4Esw AN
Mileage: 15931 Engine Number; 11294230089734
Prod Date: 12/02/1957 Warranty Start Date: 12/30/1997
Closa Agent: Don Zinda Field Closing Date: 03/25/1999
Cloge With: O Close By: I Close Hew: P Ovwner Satisfied: Y

Involved Information

R — °'_

" Customer Asslstance Referral — Full Notes

Open Date: (2703/1889 16:00:19 Agent: Michansl Rager Phona 6383 Nota Type: PC

The cliant called bacausa ths haatar fan naede to be raplace, the window awitches, rear sast brackst, and an engine pulley.
The cliant wants ragional Invalvment to azalst himsalf with thass rapairs. The clinnt feals s if he purchased s lsmon.

Opan Date: 03/28/1098 19:50:12 Agent: Don Zinda Phons 8200 Nota Type: RC

Clisnt mat with MB Conier paraormel in Medfard eres. Vehice taken to ME Canter for repaira on 2/12/68. Vehicls wos
repaired end retumed io ollant. Fellkw up cels wers mads to the cliant without razpanss,




s2/102004 Customer Assistance Referral [{iiFiSiTik

CA Ref ID: 108497 Priors: Na Open Date; 04/26/199%  Status; CL3 Last Update: 05/07/1999
- -
Prone: [ Residerice
cpreaecy  or N v

Agent: Andrew Dunleavy Phone: 6320 OrigBy:F OrigCD: H) Regioa: 2 Market: 5

Seevice Retaller:17330 MERCEDES-BENZ OF SOU  ATLANTA GA Asgigu Agent: SOM - 23
Orig Retaller:
Sell Retaller: 17330 MERCEDES-BENZ OF SOU  ATLANTA GA
Drisp Amt CoryFovd: Y Muallgram Sents N ‘Grp Fall Major Minor Rat
DBAG YIN: 1631541 Model: ML320 1999 L 10 10 2 3 14
World VIN: 4JGABS4E
Mlleage: 0 Engine Namber: 11294230331746
Prod Date: 12/03/1998 Warranty Start Date: 12/07/1998
Close Agent:Michac! Ellis Fleld Closlng Date: 05/07/1999
Clase With: O Close By: M Close How: V Ovwner Satisfiad: Y

Involved Information
owner, [ Fesctir o

Primary Razidenca
Prirneey Residsnca

Customer Assistance Referral — Full Notes

Opan Data: 04/26M995 13.08:55 Agent Andrew Dunieavy - Phons 8320 Nots Typa: FC

Client unhapp with 4 month old ML320. Smoke smell from engine({beit teneloner chengad bul smel parsists} Desler cannot
diagnose this in order fo fix It. ESP sensor was changed efisr 2 weels. Sha faols she should receive mara connpassion than
ghe 'a recelving from SM/BA, {Greg). Cllent would like to receive furthar technical essistance. She may be reached at
TT0-488-8245. :

Open Dats: 04/30/1808 19:31:04  Agent: Micheal Elis Phone 6200 Note Type: RC

_ sarvice manager haa apoken with cliant gnd retaler has never duplicated and .
smll with vahicla. sarvice managar requesisd clisnt bring car tn him directly if problem rstums. spam called cllent and left
measpgs to retum call if thay stll had any conceme.

Open Date: 050510899 16:37-09 Agent: Michas! Ellls Phone 8200 Nots Type: RC

aporn hee had no contact from cllant. spom called and laft me=sage | would be st camaige housse an friday after 8:30 and
requestad call If problemn sl exdste,

Opan Date: 05/07/1999 124250 Agent Michesl Ellis Phone Note Type: RG

spom inspacted car and spoke with cllent about smel which wan foud tob a sporadic off laak and small paint imperfection in

:::; retaller has commeciad ail Isak and cliant to dacicded If ahe wants tiny dirt apot inpaint repaired as you must climb sids
to zeea It on roof.




02/10/2004 A E
Customer Assistance Referral CURFDEAT
CA RefID: 116622 Priors: No Open Date: 10/14/1999  Status: CLS Last Update: 10/22/1999
Addresy Tile:
Phaoe: _ Rezidence
City: Lexington MAN Corres ID:
Ageat: Peter Mortimer Phone: 6273 OrigBy: P OvigCD: HO Reglon: 1 Markei: 3
Service Retaller36122 FOREIGN MOTORS WEST,  NATICK MA  Ascign Agent: SOM - 46
Orig Retailer:
Sell Retaller: 59218 LEITH, INC. RALEIGH NC
Disp Amt: Corr Ford: Mailgram Sent: "Grp Fall Major Misor Rar
pBAG VIN; 1621541 AN Model: ML320 1998 [46/04. 5 3 08
Warld VIN: HGAES:IEXWA-
Mileage: Engins Number: 11294230145157
Prod Date: 03/05/1998 Warranty Start Date: 03/20/1998
Close Agent:Jim Mcintosh Flald Closing Date: 10/22/1999
Close With: O Close By: M Close How: V Owner Satisflad: Y

Involved Information

> ower. [ =
Primary Rasidencs

Customer Assistance Referral -- Full Notes

Open Date: 10/141988  00:30:04 Agant Peter Moriimer Phone 5273 Note Typs: PC

Cllsnt gtates that he haa had unbellevable problama with thie vehicle. Belt ensioner, power stesring, central locking, ste...
Cllent would like o speak dimcty w!/ EPOM to voics his concans over the quallty of this wvehicle and his concems as to what

happans when the wamanty expires. Client hes an E300d which ha has had vifually no problems with and sesks to reran
w MB diisnt, howsvar, the ML wil seriousty chaltenga hia loyalty JEce

Open Date: 101181888 22:29:54 Agunt: Jim Mcintash Phone 2200 Nots Type: RC
10/5- Wiitar apoke with ddra Zahka. Appt set to mest with Mr. Zahks on 10721 at 36122 and review file.

Open Dats: 10/22/1988 10:27:42  Agent: .Jim Mcintosh Phona 6200 Mate Typs: RC

Writer met with cllent. Mo major faulte with vehicie on flls. Many amalier problems. No exieting probisme or unrseohved
problams. Cliant concemed with long term refiablity and axpensa. Client met with 36122 &/M and purchased an
gftermarkst extendad wamranty. Client was providad with a discount on § of wasranty by MBUSA and 36122,




02/10/2004

1 1=rrs e —
i

. A iR T
Customer Assistance Referral UUxqilizi .,

CARefID: 1231724 Priors: Cus Open Date: 01/2572000  Statwms: CL3 Last Update: 02/15/2000

Busingsa
City: Fair Haven N Corres ID: 160757
Agent: Jackie Wing Phone; 6296 OrigBy: M OrigCD: H0 Reogion: 5 Markat: 3
Service Retailer:51140 CONTEMPORARY MOTOR C  LITTLE SILVE NJ Assign Agent: SOM - 25
Orig Retailer:
Sell Retailer: 51140 CONTEMPORARY MOTOR C LITTLE SILVE NI
Disp Amt: Corr¥Fwd: Y  Mailgram Sent: Y Gep Fall Major M r_]I:
DBAG VIN: 1631541 NG Model; ML320 1998 E10- 10 5 1 08
World VIN: 4JGABS4EGW.
Mileage: 2000 Engine Number; (0000000000000
Prod Date: 01/14/1998 ‘Warranty Start Date: 01/31/1998
Cloae Agent: Eric Erdenberger Field Closing Date;: 02/15/2000
Closs With: O Close By: D Close How: P Ovwuer Satisfied: Y

Involved Information

ownee, -2 1ven, _
|

Primary Business
Sacondary Reslghanca

Customer Aasistance Referral -- Full Notes

Opan Date: 0172672000 12:29:20 Agent Jackis Wing FPhons Note Type: PC
Cllant writaa, ®...at timeg, there is warm air coming from tha alde vents, while cold alr Is coming from the caniar vanis...after
30000 milas and 9 vishs st the servics center, theraof 3 even at 2 day aiopa, 1 raadeide assistance cal, afier replacements
of stablizer her connecting links front and raar, replacamant of beit tensinner, replacernent of aveporalkon aystem,
replacament of varous door atraps to reduce wind noise, after combination switch replacement, replacement of trancfar
case madule, modification of rear latch, replecement of rear letch, after repoattioning of raar bumper, after comecting the
slecirical fault in dome light, in tailgata light, after meny, many attempts (o gef the nerve racking rattiing noise under contral
through Installing falt taps, replecament of brokesn clips, repesitioning of moldings.. "

"l urga you to make me a fak offer that wil take my frustrating exparience into consideratlon snd aftar al ket me own a truly
naw ard well functioning M320."

Cliont con ba rapchad at_

Opsn Date; 0173472000 142627 Agant Jeff Adems Phone 2200 Nots Typs: PG
Salesmen o contact clent to discuss skuatian. .

Open Date: 021162000 1323:34 Agent: Jedf Adama Phone 6200 Note Typa: RC
Wiriter has autharized goodwlll irade offer la cliant vis the salesman. Offe ria final.




03r10/2004

Customer Assistance Referral (0507

b

CA Ref TIk: 122488 Priars: No Open Dhate: 024)9/2000  Stamms: CLS Last Update: 02/16/2000

v P me
~ -

City: Windermers FL m Corres [D:
Ageat: Gregg Maukt ne: OvigBy:? OrlgCD: H0 Reglon: 2 Market: ¢,
Service Retaller:14323 MERCEDES-BENZ OF PAL WEST PAILM HE FL Aszign Agent: SOM - 33
Orig Retailer:
Sell Retadler: 15317 AUTOHAUS PFOMPANO POMPANQ BEAC FL
Dvisp Amt: Corr Ford: Mailgram Seni: Grp: Fall Major Minor Rar
DBAG VIN: 1631541 Model: ML320( 1998 13:08° 3 3 14
Waorld VIN: JIGABS4EIW AN
Mileage: 16 Engine Number;: 11284230015704
Prod Date: 07/29/1997 Warranty Start Date: (09/24/1997
Close Agent: William Norman Field Clasing Date: 02/16/2000
Chose With: D Close By: M Close How; V Owner Satisfled: Y

Involved Information

» - owrer, [N 7 rcormers. n-
Sacondary
Secondary
Primary Residancs

Customer Assistance Referral -- Full Notes

Open Date: D2/05/2000 08.38:33 Agant; Gregg Mault Phone 6350 Note Type: PC
cllent callad atating he har had numarus proba with abova vehicla Le. blowsr mir fan noisa, chk sng light, belt tansionar,
cli=nt states car has been at retalier for over a weak and acconding to dient ¢ar has not been touched yeb

Open Dete: D2/08/2000 10:57.18 Agent: Gilenn Zlizman Phons 7234 Note Type: PC
Wiiter Invastigeting with the retai center.

Opan Cate: D2/162000 054427 Agent; Glann Zhzmean Phone 7234 Mots Typa: RC
inveatigailon with th ratailer revaale that the vehicie 's rapairs hava baen completad and the vehicls retumed to the client.




01072004 Customer Assistance Referral i,

CA Ref ID: 122860 Priors: No Open Date: 02/17/2000 Statos: CLS Last Update: 0271 8/2000

Addrenl— Tithes

Pacac S Business

Clty: Brentwood ™ - Corres ID: 162374

Agent: Michacl Reger Phone: 5383 OvigBy: M  OrigCD:H0  Region: 2 Markset: g
Service Retaller:74323 MERCEDES-BENZ OF NAS FRANKLIN ™ Amign Agent: SOM - 30

Orig Retaller:

Sell Retaller: 74323 MERCEDES-BENZ OF NAS FRANKLIN ™
Disp Anmi: Corr Fwd: ¥  Mallgram Semt: Y 'Grp Fail Major Minor, Rat
DBAG YIN: 1631541 NG Model: ML320 1998 10 10 5 ' 3 :06
World VIN: 41GABSEIWAJEEEN
Milsage: 52000 Engine Namber: 11294230049450

FPreod Date: 10/02/1997 Warranty Start Date: 10/11/1997
Close Agent: Larry Scruggs . Field Cleting Date: 02/18/2000

Close Wikh: O Close By: M Cloac How: P Owner Satisfled: Y

Involved Information

I = N

Primary Buninsss
Primary Remsiclancs

Customer Assistance Refarral -- Full Notas

Open Dute: 021772000 11:42:29 Agent: Michasl Regeor Phone 6383 MNots Typas: PC
The dlient sent a ketter to Paul Halgta mcetved On 2/18/00

the chent axplained in the latter all of what tha cliant calied "small® probblems with ths vehicie. remote keys de-programad,
P holders broken, plastic cracks in the control panel, and powar window stuck In the down position.

Tha cliant aleged also larger problema auch as: bumning oil, waiting gver a yaar far the third row sats anc having one
malfunction, MBCC inaccuratety fad the clisnt s llen which ment that the client couldn't wiite off the vahide in taxes, ot
40,000 miles tha sngine of light waa on the vehicle mada a groaning noiza at start up. The dient mentionad a braakdown,

causs of & bait tensloner problem at 62,000 mies which was coversd under the wamanty, and the stesring went ali logather
and work had to be done to the of pan.

Tha alisnt mentioned that the repalr was discaumitad $80Q for perts, but the cllent mentionad that didn't aven cover the car
rental for the ime the ML was In tha shop. :

The client client further explained that the atar fall off the front and they wers charged $52.00 to repair it

The clleni Is raquesting regional contact and goodwill.




Opan Date: 02/17/2000 16:04:23 Agent: Larry Soruggs Fhone 7230 Naote Type: PC
02M7/00-5POM CONTACTED SERVICE MANAGER AND REVIEWED CLIENTS FILE. SPOM WAS TOLD THAT
WRITER DID APFROVE TO GOOD WILL ALL PARTS, SERVICE MANAGER ALSO TOLD SPOM THAT IT COULD NOT
BE DETERMIMED IF THE INDEFENDENT REPAIR CALSE THE OTHER PROBLEM WTTH CLIENTS VEHICLE, THAT
WHY SPOM GCOD WILLED OMLY THE PARTS. SPOM THEN TRIED TO CONTACT CLIENT AND WAS TOLD HE WAS
OUT OF THE OFFICE TILL 02M18/00. SPOM THEN CALL CLIENTS HOME AND TALKED TO HIS WIFE, WHO ALSO
TOLD SPOM THAT HER HUSBAND WILL BE AT THE OFFIGE ALL DAY 02/18/00. SPOM REQUESTED THAT MS.
HARTLEY INFORM HER HUSBAND THAT SPOM WILL TRY AND CONTACT HIM THE MORNING QF 02/18/00,

Open Date: 02M8/2000 10:41:07 Agent Lary Seruggs Phons T230 Mots Type: PC

02/18/00-SPOM LEFT CLIENT A VOICE MAIL & 0:30AM CDT TO CONTACT WRITER VIA VOICE MAIL AS TQ WHEN
CLIENT WANTSE SFOM TO CALL HIM BACK.

Open Date: 02MB/2000 11:15:30 Agent: Lerry Scruggs Fhone 723 Note Typs: RC

Q211 8/00-8POM RE CONTACTED CLIENT AND ASKED WHAT HE WOLULD LIKE FOR MB TO DO TO MAKE HiM
SATISFIED. CLIENT SAID HE WOULD LIKE FOR THE LAST REPAIR TO BE REFUNDED-$1776.66. SPOM AGREED TO
CLIENTZ REQUEST. 3POM ALSO TOLD CLIENT THAT iIF HE WOULD LIKE TO TRADE HIS 1838 ML FOR A 2000
WRITER WILL HAVE THE MB CENTER IN NASHVILLE SELL HIM THE 2000 @ RETAILER COST, CLIENT THANKED
SFOM FOR OFFER AND WILL CONSIDER IT. 8POM THEN CONTACTED SERVICE MANAGE AND INSTRUCTED HIM
TG SEND CLIENT A REFUND, SERVICE MANAGER SAID HE WILL DO A% REQUESTED TODAY 2/ 8/00.

FL I — ——
iy ft;

JINFIUEH e




Customer Assistance Referral {{i:rin-

i .L.._f:':: T

CA Ref 1ID: 134077 Priors: No Open Date: 09/25/2000 Statns: CLS Lt Update: 10/05/2000

W
e B

City: Mokbsile Al Corres ID:

Title;

—_—

Agent: Carol Tobias Phone; 6243 OrgBr:? OrigCD: HO Reglon: 2 Markset: 3
Service Retaflar 01317 MC CONNELL AUTOMOTIV MOBILE AL Asyign Agent: SOM - 32
Orig Retaller:
Sell Retafler: 01316 CROWN AUTOMOBILECD. HOOVER AL
THsp Amt: Corr Fwd: Madlgram Sent: Grp Fall Major Mllﬂr_El _
DBAG YIN: 1631541 Model: ML320 1998 03 06 2 - 3 : 09
Waorld VIN: 4JGABS4EIW. T
Mileage: 7000 Engine Number: 11294230056250
Prod Date: 10/07/1997 Warranty Start Date: 10/31/1957
Close Agent:John Atkinsan Fleld Closing Date: 10/05/2000
Close With; O Cloye By: M Close How: P Owper Sntlsfled: Y

Involved Information
owner, [ s c.. viobie. A I

Primary Buairman
Sacondary Resldence

Customer Assistance Referral -- Full Notes

Opan Date: 09/26/2000 082607  Agent Carol Remirez Phone 6243 Nota Typa: PC

Client contacted SAC looking for poodwill sasistance. Client alleges that tha vehicle s curantly at the ratailar having tha
harmonk: balancer and ofl pan replaced. Client alleges that the cost will come out to apgroex, $1000. Cllent & asking that
MBLISA cover the coat of repalr,

Opan Date: 10002000 16:13:24 Agant John Atkinson Phons 8200 Nots Typs: PC

Gal Swan, SM Jack Ingram contacted me this aftemaoon, 10/03 to inform me of the sbove. He s resaarching the service
hiatary and ownarship Irformnaton and will get back to me.
| Just gt my laptop back, 40/03. | have basn without it aince 08/28 for Lohua Notes update,

COpan Date: 10042000 18:17:32 Agent John Atkinsan Phona 6200 Nots Typa: PC
in referencs ta PC rnote of 10/03 | hed contacted Cal as he had a eimilar sltuatdon, just not an Fastraco. | assumad this was
the sarme ang whan updsting the notes.
Gregg Maynard this aftemoon, 10/04. Gregg Indicated the vehicle hes been repaired and ratumed ln-
ragg was to rasaarch the sarvice recorde and ownership and update ma.
Open Dats: 10/05/2000 11:42:31 Agent: Hanora Duffy Phone G307 Nota Type: FC

Cliant called asking why he has nat been contacted by SPOM - | confinmed John's been in mestings & | would leave
measaga for SPOM - which | did -




Opsn Dute: 10052000 17:34:10 Agent: John Atkkvson Phone 8200 Note Type: RC

this efternoon, 10405. | reviewsd his ownership history end the repair. | offer googwll for parta only.
Marcadee-Buenz for the follow up and goadwill.
mﬂunnd hls infentions on purchasing & ML 55 in tha negr futune.
| contaciad Peta King, 3F, McConnell, to Inform him of the dacision. Gregg Maynard was out far the day.

CORFILZI G
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sl Customer Assistance Referral FENSE

CA Ref ID: 134561 Priors: Cus Open Date: 10/09/2000  Statns; CLS Last Update: 1071 0/200{)

o e
~E-
City: Miami L. I Corres ID:
Ageot: Patrick Hunter Phome: OrigBy:E  OrigCD: HO Reglen: 2 Market: ¢

Service Retaller:14349 MERCEDES-BENZOFFOR  FORTLAUDERD FL Assign Agent: SOM - 33
Orig Retaller:

Sell Retaller: 14310 MERCEDES-BENZ OF MIA MIAMI FL

Disp Amt: Corr Fwd: Matlgram Ssat: ‘Grp Fail Majsr Minor Ra
DBAG VIN: 1631541 Model: ML320 1998 20 06 3 3 0%
World VIN: 41GABs4E9W AN

Mileago: 27638 Engiae Number: 11294230154807
Prod Date: 04/03/199E Warrunty Stert Dater 05/08/1998

Close Ageat: William Morman Fleld Closing Date: 10/10/2000
Close With: O Close By: M Clese How: P Owner Satlsfled: N

Invoived information
. s -
Secondary EI.Ii_

Primary Mabda
Secondary Resilance

Customar Assistance Refarral = Full Notes

Uin Date: 104092000 10:80:55 Agent: Palrick Hunter Phans Nots Typs: PC

caled in and claime the! ba has muliple probiems with his ML {he bought thia one as a Starmark vehicle to
replace the cithar 1998 ML ha had prablems wiih) The chent claims that ths harmonie Balancer has feiled and he claims he

is having the exact samea problems ha had with hie ious ML. Tha client wants MBUSA to help him buy a C-Clasa
instand. The ciient wants io 5o calied s¢ [N bv = MBL'SA rep.
Opan Date: 10082000 43:48:23 Agent: dlenn Zitzman Phorm 7234 MNote Type: FC

VWriter investigating with the retall canter.

Opan Dats: 10M10/2000 13:69:08 Agent: Glenn Zizman Phone 7234 Note Type: RC

Wrilar has had direct contact with the cllent. Cllents request for a raplacment vehicls s respeciully dadined . inveatigation

with tha retall canter reveals that ihe vahicla is mady for pick up. Writer has sranged for 8 Shop lforesran to padorma QC
chack prior o realaascs.




a ir-l,i'-.r:.:. T
LI Customer Assistance Referral “~i: ...

CA RefID: 137020 Priors: Both Open Date: 11/25/2000 Statws: CLS Last Update: 11/30/2000

addres: [ Tidle:
poone Residence

Chty: Kennesaw GJ'L_ Corres ID:
Agent: Carol Tobias Phone: 6242 Orig By: P Orig CD: H0 Region: 2 Market: 3
Service Retafler:1 7330 MERCEDES-BENZ OF S0UJ ATLANTA GA Acwign Agent: SOM - 23

Orig Reiailer:
Sell Reialler: 17302 R B M OF ATLANTA, IN ATLANTA GA

Dixp Amt: Corr Fwd: Mallgram Sest: ‘Grp Fall Major Minor Rar
pBAG VIN: 1631541/ Madel: ML320 1998 B3 .04 2 3 06

world VIN: GABSJESW A
Mileage: 90000 Engine Number: 1294230055635
Prod Dats: 10/10/1997 Warranty Start Date: 10/17/1997
Closs Agent:Micheel Elfis Field Closing Date: 11/30/2000
Closs With: O Close By: M Cloas How: P Ovwner Satisfled: ¥

Involved Information

Cwnar, [N - oo, c2
Primary Raaldanca
Secondary Reasldancs

Customer Assistance Referral — Full Notes

Opan Data: 1172902000 17:04.36 Agent: Carol Ramiraz Phone 8243 Mote Typs: PC
Client contacted CAC claiming that tha receptionist st Camaige House gave har tha numbar to the CAG to coll 1o ses T we
wolld offer goodwdl. Cliant mieges that he just took her vebicle to RBM for 8 B-Service and the vehicle came out with tha
&/C not working and othar problema.  Cllant clakma that these problems did not exist wihan sha taak the vehicls in.

Client claime that she has taken the vehicle io Carralge House because she caont trust the work at REM anymore. Client
shages that the A/C neads ta bs repisced which she hes authorized. Cllmlhukmfnrmytypaﬂfmudmllmtanmhr
the cost of tha repair since she fasls that REM had something o dus with new nesdad work

Open Date: 11/30/2000 10:48:27  Agsnt: Michasl Ellis Phone 6200 Note Type: RG
SPOM BPOKE WITH MS SEWELL REGARDING A/C REPAIRS AT RBM.SPOM ADVISED CLIENT THAT B SERVICE
WOULD NOT HAVE TIE TO A/C FAILUER . CLIETALSQ STATES THAT CRANK SHAFT DAMPNER HAS FAILED .
SPPOM AUTHORIZED RETAILER TO REPLACE EALANCER GOODWILL.
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e Customer Assistance Referral CONALE

CA RefID: 137032 Priors: No Open Date; 11/29/2000 Statas: CLS Last Update: 12/04/200
Larry Mcalevy
Address: 1964 Toccoa Falls Title:
Phone: 706-R60-7707 Residence
City: Groveiown GA 30813- Corres ID:
Agent: Kathleen Durning, Phome: 4633 OrigBy: P OrigCD: H) Regiom:2 Market: 4
Service Retafler:17311 RADER INC. AUGUSTA GA Amign Ageni: SOM - 15
Orlg Retailer:
Sell Retailer: 14113 CONTINENTAL MOTORCAR MELBOURNE FL
Disp Amt: CorrFwd: N Mallgram Sent: N "Grp- Fall Major Minor Ras
DBAG VIN: 16315414 Model: ML320 1998 f03:08° 2 - 3 09
World VIN: a1GABsAE1W 07 2. 2z 3 .09
Mileage: $6000 Enging Numbaer: (0000000000000 27 - 52 2 K 1y
Frod Date: 12/15/15997 Warranty Start Date: 12/29/1997
Close Agent: ¥icld Closing Date: F2/04/2000
Close With: O Close By: D Close How: V Owner Satisfled: Y

Involved Information
Ourar, — arovatown, AR
Residance

Customer Assistance Refarral -~ Full Notas

Open Dats: 11/28/2000 23:12:15 Agsnt: Kathlean Duming Phons 4533 Note Type: FC

led In asking ¥ wea could provide goodwill aasistanca for the currant repaira on the iranamission(low range
relay and maotor) and the hermonica balancer. Clisnt did purchats vahicle pre-cwned and it is just out of warranty
thel he had pald for previous repair: on the Comand unht and other more minor repaira but this ks

axirame for a 2 year okl of warranty.
Cliwat ¢ar1 be reachad
Open Data: 12/01/2000 08:31:3 Agant: Rice Byardy Phona 7236 Note Type: PG

Called Ownar at 8:25 AM this moming snd left message to contact me on his ans mach —

Opsn Date: 12/04/2000 09:20:31 Agent: Rice Bysdy Phone 7233 Nots Type: RC

Owrer contacted me on 12/01. Offerad to asalst on Crankshaft Dampnar repair Parts and Labor, Fual gaugs inopersishly
(fusl pump) offarsd parts, and transmisaion ransfer cese motor, Offared parts. Owner satisfiad.

r_!l— -
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027102004 Customer Assistance Referral Pl

CA Ref ID: 140771 Priors: No Open Date: 03/12/2001  Statns: CLS Last Update: 03/16/2001

.
- e
=

cry: paNaMa Ty FLN Carres ID:
Miarket: 3

Ageat: Michac] Reger Phone: 6383 OrigBy: P OrigCD: H0 Reglon: 2
Service Retafler:14341  QUALITY IMPORTS, INC FORT WALTON  FL Assign Agent: SOM - 32
Orig Retafler: 15318 LLOYD NISSAN, INC. PANAMACITY  FL
Sell Retafler: 15318 LLOYD NISSAN, INC. PANAMACITY  FL
DMap Amt: Corr Fod: N Mailgram Sent: N Grp. Fail Major Mi r?ﬂ
DBAG vIN: 1631541 AN Model: ML320 1999 03 - 06 2 3 .19
world VIN: 4JGAB54ESX AN 03 06, 2 . 3 .14
Milsage: 48002 Engine Number: 11294230345452
Prod Dmte: 12/11/1998 Warranty Start Date: 12/17/1998
Close Ageni:John Aficinson Fleld Closlag Date: 03/16/2001
Close With: O Close By: M Close How; P Orwuer Satisfied: N

Involved Information

v I e o

Resldencs

Cwner, _Pmcmr.F_

Masidanca

»

>

Customer Assistance Refarral = Full Notes

Open Date: 03A2/2001 09:51:47 Agent: Michasl Reger Phona 6383 Noie Type: PG
Tha customer aliaged that during the et wesk of Fehnuary tha vehicie was hruughltndaaiu'm:!ﬂ doa a brokan v-beit
erxd other complaints that the customer was not sura af.

The customer mantioned that they rentad a vahlcie that wesek and ane raquesting raimburasment for the rental vehicla.

Tha custorner is now concarnad that ﬂuvﬁbhrndhﬂnhanktnﬂﬁdaalaralhﬁnnthat the dealer only inatakad 1 bott to
tha pullay and It wase saparating. The cusiomar mantionad thet deal14341 s coming to pick up the: cae, bul the castomer— b

requesting that they dalher it s upon completion.




Opan Date: 03/1872001 11:54:05 Agant: John Atkingon Fhone 5200 Nots Typs: RC

Contactod [ vesterdey 03/15. She mxplained what had happened s in the PC notes. | sxplgingd It was a dealer
rasponsbAty to handie the aitemnate iranaportaiion and that | would hava the dealsr call. She thanked Mercadas-Benz for

calling.
1 contacted Steve, SA to obisin information. Ha explained the reseon she did not get & lcaner was due ta fact thay were not
In tha loap at the time. d taken the vshicle to Hanry's Repalr Shop, an Indapandert in Panama Clty to atart

with and got bad Info n. naver called RAP so It cauld ba kandied propedy. She rented tha car on her own. Alsa
her sarvice hiatary Is with Hanry's.

Steve mlsa In hed tried to cantact her while har car was in the shop but eoukd not get in ouch with her.
Stava yostorday to sxplain. Rantal car esalstanca was danled.
The vehicla was also plcked up and ceitverad back to her for the concam of the belts being looas.

. T

E".'._‘—_: . .
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Customer Assistance Referral Uii.r.-

CA Ref ID: 141502 Priors: No Opea Date: 04/1872001 Status: CLS Lazst Update: (5/3/2001
]
ddress: I Title:
= B
Chty: Lawrenceville GA_ Corres ID:
Agent: Patrick Huonter ne: OrigBy: P OrigCD: HO  Reglon: 2 Market: 7
Service Retnller:17302 R BM OF ATLANTA, IN ATLANTA GA Asslgn Agent: SOM - 23

Orlg Betalier; 09051
Sell Retafler: 09051

Disp Amt: Corr Fwd: Maligram Sint: ;Grp;lfall' Major Minor Ras
DBAG VIN: 1631551 A Model: ML320 1998 77 53| 2z 1 14
wWorks VIN: 41GABSIE2W A

Milesge: 60000 Engine Number: 11294230008268
Prod Date: 12/09/1997 Warranty Start Date: 12/18/1997
Clase Agent:Michacl Elliy Fleld Closing Date: 05/03/2001
Close With: O Close By: D Close How: P Ovmer Satisfied: N

Involved Information
Lawrancaville, GA-

Primary Residence
Customer Assistance Referral — Full Notes

> ChmaT,

Open Date: 04/18/2001 11:49:32 Agant: Pairick Hunter Phone Nots Type: PC
Proforred phone 770 513 7377

Cument mileage, per customer 50,000

No Warranty

Na prior cases

Cusiomer wante MBUSA to pay for a belt teneloner, AJC repelr, and resr exie repalr, Customar claime tha! the S/A at the
dealar told them they have plenty of thesa parts in atock since they are common problems, customar now belleves thia and

wants MBUSA 1o cover tha repairs. 'Writer suggeated customer cal SM for review, sustomer refused and wants SPOM 1o
review.

Opsn Data: 0032001  15:08:28 Agant Michasl Elle Phons G200 Nots Typs: RC
CLOSED




Pt Customer Assistance Referral tui /L0

CA Ref ID: 142231 Priora: No Onen Date: 04302001  Status: CLS Last Update: 0571372002
— e
o e

City: Houston TX _ Corres I

Agent: Ronald Smith Phone: 6313 Orighy:M OrigCD:HOG Reglon: § Market: 7
Serviee Retailer:75117 MERCEDES-BENZ OF HOU  HOUSTON TX Assign Agent: MM - 06

Orlg Retailer: 75111 PARE PLACE MOTORCARS HOUSTON ™

Sell Refaller: 75111 PARK PLACE MOTORCARS  HOUSTON X
Disp Ami: CorrFed: Y  Mallgram Sent: N !Grpil?all-Mljnr:MInnr Rai
pRAG VIN: 163154 I Model: ML120 1999 0 10 1t 1 14
world vIN: 4GABSJEL X[
Mileage: 42359 Engine Namber: 11254230425018

Prod Date: 04/06/1999 Warranty Start Date: 05/10/1999
Close Ageut;FRon Shengle Ficld Closlug Diate; 05/13/2002

Close With; D Close By: M Cloye How: P Owner Satlafled: Y

Involved Information

> Owner, — Housion, JJ TGN
Secondary
Sacondary Hnddumn

Customer Aaslstance Referral — Full Notes

Opan Date: (4302001 16:49:21 Agent Roneld Smith Phone 6315 Nate Typs: PG
(b (7F13) 305-7437

{r) (713) 386-7437

41728 miles

Starmark Warranty

Sea sum nole #417608

Referral ia being opened with the spproval of MM wha hes almedy coniected the owner.

Latter addrasesd o the above dir Attn: ISR otior writton by the cwner AN | «tter refors to the
TX Dacapiive Trads Practics Act and gives the dir 80 daya to resclva the notice prior ta fling the complaint. Actygl warranty
atart dates diffsr from the dates owner verbally agresd to and documented on the sales sgresment.  Gwner threatans to
ke lagal action if the matier is not resclved by that ime. Cwmer sesks dameges of $7800,00. Owner alleges the recall for
the Hermonic belencer not performed prior ko the car being sold 83 owner wasa advissd by sarvicing dr. Bumper not paintsd
23 prownise for cracking and peeling. The sarvioa manager David Windhasm hos bean Involved. The fromt bumper has bean
painted twica. Dir did not rexst the ridio and no code card In the vahicia when sold. Only one remobe and one “wakst™ key
daliverad In the vehicle. Owner writes he requestad a second remote key when he purchasad the vehlcla but did not
recaive replacament keys until 3/19/00.

Voice mell messaga to R. Shangle




Open Daty: 05132002 17:13:18  Agent: Ron Shengle Phone 7602 Nota Type: RC
Writer racelis thia note and dealer (et that ﬁmu-mlm sltustion with the customer, Cass dosed.




02/10/2004

Do e .

3 AT T
Customer Assistance Referral LUt i

i % f o

CA RefID: 143454 Priors: Both Open Date; 06/13/2001  Statws: CLS Lagt Update: 06/15/2001
Address: Title;
- ron: [ oo

City: Pelos Verdes Estates CAIIIIEEEEEE ~ corresIp:

Agent: Honora Duffy Phome: 6307 OrigBy:? OrigCD: HO Region: & Market: |
Service Retaller05765  AUTOBAHN MOTORS BELMONT CA Asslgn Agent: SOM - 21

Orly Retailer: 05766 BEVERLY HILLS, LTD. BEVERLYHILL CA

Sell Retaller: 05766 BEVERLY HILLS, LTD. BEVERLYHILL CA

Disp Amt: Corr Fwd: N Maligram Semi: N Grp Fail Major Mizor Rsi
DBAG VIN: 1631541 AN Model: ML320 1998 03 06 3 . 2 07
World VIN: 4]GABS4E9W- -
Mikeaga: 63256 Engine Number: 11294230057142

Prod Date: 10/16/1997 . VWarranty Start Date; 10/25/1997
Close Agent:Richard Zollman FieM Closing Daie: 06/15/2001
Close With: O Closs By: D Close How: V Owuer Satisfled: Y

Invoived Information
ownet. [ 7212 vordes xtes, SN
Sacondary

Businaxa
Secondary Businass
Primary Mobila
Secondary Reeldénce

Customer Assiatance Referral -- Full Notas




Open Oste: 06/13/2001 20:07:05 Aganmt: Honcra Duffy Phene 6307 Note Type: PG
Primary Phane: 310-480-0522 (csll}

Cument Mileage:
Warranty Start Date: 10/25/1897 CDME'W-? T
Starmark Warranty: N ivilt )[R

Praviaus CA Referrais: 5855, 12010, 152808, 50462, 95798, 130175, 133388,
Pravious Summary Notes: 85152, 105969, 211258,

Mr. Sarkis Kassardgian caled "my wife drova car to Baimont area becausa my son la Graduating - I'm supposed ic fly on
Friday & joln famiy/friends at this calabration & than we will drive back home®

"The car has broken down 8 waa towed ta Belmont - they tell me that =ome kind of vibration dampner neads to ba raplaced
& therw I8 no part In the United States? What &8 going to heppan when wa nead to coma homa Friday end car is not fixed?
Will MB cover rental car & heve car delivered back Lo ug?”

"Whare |5 the pert? s il golng to take weeks or how long - we want to know what you plan to do”

| told custarmar to call Sarvics Manager E@Balmont - they have ko review thie with raglonal manager sa to "what" we would
do if car i not ready by Friday ... he admitted ha has spoken ta SM, but "he has not called rme back - that was 2 hours ago”

| again told him o call SM - from aur end, we will fing put what's going on with part - copy of case given to Tom/Linda for
reseanch.

Opan Date: 06/15/2001 06:20:55 Aguent: Richerd Zollman Phone 6200 Note Type: RC

Daaler had orderad vib damper on 8-13, current non stock, Spom contacted ha parts found shipment just arimd requegted
alr freight , dellvery 6-15-01.



aran Customer Assistance Referral BES S P

CA Ref ID: 144040 Priors: No Date: 07/05/2001  Statws: CLS Last Tpdate: 07/10/2001

City: Miami
Agent; Clevciand Best Phome: 6344 OrigBy: P OrigCDe Reglon: 2 Mariet: 4
Serviee Retailer:14302 BILL USSERY MOTORS I CORAL GABLES FL Amsign Agent: SOM - 28

Orig Retailer: 15317 AUTOHAUS POMPANO POMPANOBEAC FL
Sell Retaflar: 15317  AUTOHAUS POMPANO POMPANOBEAC FL
Disp Amt: Corr Fwd: N Mallgram Seat: N Gep Fall Major Mt r Rar
DBAG VIN: 1631541 A NG_ Mudel: ML320 1959 ‘0310 2 2 07

World VIN: 4JGAB54E6}[-

Mileage: 22931 Engine Number: 112942303515883
Prod Date: (1/45/1999 Wurranty Start Date: 01/27/195%

Close Agent: Andrew Kambich Fleld Closlng Dute: 07/10/2001
Close With: O Clase By: D Close Haw: ¥V Ovwner Satlafied: ¥

Involved Information

- Owmer, _;:’",,:_

Sacondary

o, I

Primay Mobla
Customer Assistance Referral — Full Notes

Open Date: 0708/2001 11:30:43 Agant Cleveland Baat Phone 6344 Nate Typs: FC

Mrs. Crichfield called CAC upsat about an allsged backorder part problem. Customer cisims steering and A/C went out on
vahlcls whis driving. Claime daaler (Bill Ussary Motors) tols her ihe problem ke the dempner which sha claime ceotrals both
the steering and A/C. Customer clalms dealer lold her dosa not know when this part {dampner) will arive, and they ars
whiting o haar from Garmany about this. Customer claims dealer told her thare are 3 cther MLs 2t dealership with same

problam. Customer wants halp in expediting this back onder problem.
Copy of this referral given to Jow Burka to ressarch.




Open Date: 0770872001 12:46:19 Agent: Josaph Burka Phone 5249 Note Type: PG
CUSTOMER: Cr"---*--m--
MODEL: ML aar 163164-1A-088380 {_ h, ol :l
DEALER: 16317 Autohaus Pompanc Pompanc Beach, FL i

CASE: 144040
SPOM: W. Shawchuk

Custerner aliages ateering dampar cn BAO, Customer sssks MBLSA inksrventio to sxpadite peri to daaker

Joa

Open Date: 0708/2001 16:24:57 Agent: Wayne Shewchuk Phonw 7228 MNota Typa: PC
Wiriter Irvestigating.

Dpen Date: OTA0/2001  14:43:38 Agent: Daniza Nowlcky Phone 3254 Moia Type: PC

Customet called ard exprassad disappainimant hat ghs hes not yat besn contectad. Writer begged petlence and releyad
that rassarch im curmantly being conductad and contact wit ba meds within 3 - 5 business days.

Open Date: 0T/10/2001 17:39:27 Agent Wayne Shewchuk Phone 7228 Mois Typs: RC

Part arrived 7/10/01 and dealer 14302 Instalied part and dient picked up vehicle sams day, Vehicls now oparating as
deaignad.




02/10/2004 T

Customer Assistance Referral U005 i

CA RefID: 144370 Priors: No Open Date: 08/403/2001 Statms: CLS Last Update: 084)7/2041
address S Title:
ro e
City: SAN DIEGO CA _ Corrss ID:
Agent: Joyce Dever Phone: 6205 OrigBv: P OrigCD: H0 Region: 1 Market: |
Service Retaller:05718 MERCEDES-BENZ OF SAN SAN DIEGO CA Assign Agent: SOM - 26
Orig Retaller: 05718 MERCEDES-BENZ OF SAN SAN DIEGO CA
Sell Retpiler: 05718 MERCEDES-BENZ OF SAN SAN DIEGO CA
Dhsp Amt: Corr Fwd: Mallgram Sent: ‘Grp Fall Major Minor Ru
DBAG VIN: 1631541 A Modiel: ML320 1998 13 36 1 3 14
Warld ViN: 41GaBssE1w N
Mileage: 48826 Enging Number: 11294230056582
FProd Date: 104111997 Warranty Start Daie: 10/27/1997
Cloae Agent: Ed Conner Field Closing Date; 08407/2001
Close With: O Close By: D Close How! V Owrner Satisfied: Y

involved Information
Ownar, _L*»mN oieco,

Primary
Sacondary Huldmm

Customer Asslstance Referral — Full Notes

Opan Dgte: 08/03/2001 14:25:51 Agent: Joyes Dever Phons 8205 Nots Typa: PC
Primary Phana: 8585350400

Current Mlleage: 48826

Wamranty Start Data: 10/27/1987

Starmark Warranty: N

Previous CA Reforrale:

Fravicus Summary Motag: 440230

PLEASE READ SUM NOTESII! Customer la DEMANDING & meeting with SPOM at dealsrahip.

Vishicls I currently down at deslarahip. Customer callad hare DEMANDING a free ELW. We docined him. Custoeer kept

DEMANDING compansation - now he's alleging dealarship cannct fix vehicla propedy. Ao threatenad to hokd their loaner
carh

Customar lllﬂ claims he will call CAL Supsrvisor, Ellen Ble, on Morxiay becausas ha didn't like his convansations with sithec
CA Rep Patrick Huntar or me. _




Open Date: 08/06/2001 13:64:54 Agent Ed Conner Phans 7326 MNots Typs: RC
SPOM spoks w/Cust, via phone today, who repsatad sbove-refarenced complaint Cuat. requested that “chipping” noise
fram Serpantine Belt, previously replaced @ MB Laguna Niguel, bs diagnosed.

SPOM advised SA § ME San Diego. SPOM & SA confirmed axisiancs of nolse in Bait area. ME dispaiched back o
repairing Tech. for diagnosia. 54 contacied Cust. to advisa.

Open Date: 080772001 15:47.56 Agant: Ed Connar Phane 7328 Mote Typse: RC
SM reports thet Belt + Tenelkonar replaced and normal operation verified. ML plcked up by salisfied {for now} Cust. today.

NP T
(WPLIE U I ' P RO I )
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CA Ref ID: 145298 Priors: No

e

en Date: OR/16/2001

Status: CLS Last Update: 08/24/2001

| H
I
cyuon R cwam

Agent: Honoma Duffy Phone: 6307 OrigBy: P Orig CD: Hd Region: 2 Market: ¢
Secvice Retuiler:14302  BILL USSERY MOTORS I CORAL GABLES  FL Amlgn Agent: SOM - 28
Orig Retaller: 14302 BILL USSERY MOTORS [ CORAL GABLES FL
Sell Retailer: 14302 BILL USSERY MOTORS 1 CORAL GABLES FL
THap Amt: Corr Fd: N Maillgram Sent: N Grp Fall Major Minor: Rsi
pBAG vIN: 1631541 N Model: ME320 1999 .06 3 1 .13
world VIN: 4GABSSETX A '
Mileage: 36566 Engine Number; 11294230422406
Prod Date: 03/30/1999 Warranty Start Date: 04/26/1599
Close Agent: Andrew Kambich Fleld Closing Date: 08/24/2001
Close With: O Close By: D Cloze How: V Owner Satisfled: Y

Involved Information
I . -

Secondary Resldance
Secandary Reskdenca

Customer Assistance Referral - Full Notes

Customer Assistance Referral [~




QOpsen Date: 0B/16/2001 15:00:20 Agent: Honora Duffy Phone 6307 Maote Type: PC

Primary Phona: 3058619255

Current Mileage; 385856

Wamanty Stxt Date: 047261888 i —
Starmark Warranty: N E[“I\_I— I1r|.._l"li””
Pravioua CA Referals:

Pravicus Summary Notas:

I -7 ! 2cking for raview of her flle "car |s 8t desler avery month - the windews constanily break - AC biew
out In June {ftxed) and now while pulling onto & busy highwey with children In car, tha car sierisd & clack/whir ... N0 power
atesding & car flls wih smake"

"Car got towed o dealer - service writer talls me that belt braking le commen problem with this car. Every time | go thers,
I'm takd problams ane common - | dont want a car that has kinks ... | want & car that works.  If your windows are conatanthy
breaking - do 8 recalll®

"I'n loelng busineas/personal times going Into dealer avery couple of wesks - | have chidran & feel unaafe. Fwanta
2000/2001 ecar that has had tha kinks workad out of it 3o that | con feef safe”

I confimmad any trada-infaakes negotiations woulkd be betwesan haridealer - | guidad her o spesk o Salss Managar. Sha slil
requested someone rgview her file & discuss her cancams. She wanied o know if current repairs (car dealer} will ba
coverad under warranty - | told her to speak with Servics Manager.

Open Date: 08/20/2001 07.47:28 Agent: Wayne Shawchuk Phona 7228 Note Typs: PC
Writsr Invasiigating.
QOpen Date: 08/2422001 13:.05:18 Agent: Wayne Shewchuk Phone 7228 Mot Type: RC

Dwaler rapairsd yahicls by repiacemant of crenkshaft puliey. Vahicla picked up by client and is pow operating aa dasigned.
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Customer Assistance Referral - e

CA Ref ID: 149574 Friors: No Open Date: 01/15/2002  Seatus; L3

Last Update: 02/05/2002
Adidress: r

Title:
rhone: N Residence
City: Laguna Beach ca NG Corres Ik
Agent: Ed Duffy . Phone: 6296

OrigBy:F OrigCD: HO Raglon: 3 Market: |
Service Retaller05747 MERCEDES-BENZOFLAG  LAGUNANIGUE CaA
Orig Retafler: 05734 HOUSE OF IMPORTS, IN

Asnign Agent: SOM - 22

BUENA PARK CA
Sell Retzller: 05734 HOUSE OF IMPORTS, IN BUENA PARK CA
Disp Ami: Corr Fwd: Maligram Sent: Grp Fall Major Ml Rsr
DBAG VIN: 1631541 AN Model; ML320 1998 03:03' 3 . 3 :08
world VIN: 1JGARS4ESW AN
Mileage: 39000 Enging Number: 11294230076298
Prod Date: 10/31/1997 Warraniy Start Date: 12/06/1997
Closs Agent: Scott Fischer Field Cloeing Dxte; 02/5/2002
Claose With: O Close By: D Close How: V Owmer Satisfled: Y
Involved Information
» - una Beach,
Sacondory Businsas
Primery Residence
» 1375 Temace Way, Legune Beach, CA 52951
: Prirmasy Rasidence

Customer Assistance Refarral = Full Notes




Opan Date: 017152002 15:39:28 Agant Ed Dufty Phona 826G Note Typa: PC
Primary Phone: B494971866

Currant Misage: 35580

Warranty Start Date: £2/108/1957 . —
Starrark Warranty: Y Stamark Retall Dete: 04/20/2000 L=t
Starmark Warranty: BAS  Starmark Dir: 05747 R e -
Pravious CA Rafarmals:

Pravigus Summary Notes;

Owner called stating this vehicle has fallsd her while driving placing heeself and her chiidren In danger, and wishas the
vahicie repurchaszed under the Calffomnia pre-owned lemon law.

Ovwnar stated on 2 occaslons the vehicle ahifiad itesif Into low range whils traveling at freewsy speed causing the vehicle to
abruptly reduce Ha apead withaut warning to ths vehicias behind her.

Last Thuradey 1/10/2002 tha vehicte stranded her when the pasasnger compartment filed with smoke from the engline
compartment. Owner stated It was very sireasful trying to gat her chikiren out of the vahicls and thair child seats. Owner
astated tha vehicle is stil at tha dealer and sha Is not gatiing retumn calla from the dealer, Owner further statad the dealar
allegedy doss not take her cancams sariously and clalms the problems are not rectifiad.

Cwnar fasls tha vehicla is unsefs ta drive, further atates that allegadly 2 of her frlends axperiancad the game problema with
their ML's ard they were allepgedly repurchesed by some other dealer.

Open Date: 01/16/2002 17;52:33 Agent: Scott Flachar Phone 7322 Naote Typs: PC

SPOM reviewed with SM, Randy Stinson. Engine Harmoni: balancar/pally falled Repairs on vahicis have been completed
1/16/02. Customer has apoken to Dave Layds, PAS Director, and has refusad to take back tha vehicla. Customer has
maeting with Steva McCarthy, GSM on Monday.

Opan Date: 02/05/2002 17:21:57 Agant: Scott Fischer Phone 7322 Nota Typa: RC

MB LISA agreed to provida customar $4,000 in consideration for the problerms they have experienced with iheir vehicle. In
addition, dealer and MB USA to splt the costof an  1yr/100k extended limied waranty.

Customner Is working with GSM, Stavs McCarthy, 1o trade Inta & new BML320,



DZ/10/200

Customer Assistance Referral L0 iTpm

o .'_P' i
Ci Ref ID: 149943 Friors: No Open Date: 013002002  Statas: CLS Last Update: 02/05/2002
X |
Addy Tide:
S R
cmvie oo [ o
Agent: Ed Duffy Phoue: #5295 Orighy:E  OrigCD: HC Region: 2 Market: 4
Servics Retaller:72100 CARLTON MOTORCARS, I GREENVILLE sC Asslgn Agent: SOM - 25
Orig RetaBior: 72100 CARLTON MOTORCARS, 1 GREENVILLE sC
Sell Retaller: 72100 CARLTON MOTORCARS, I GREENVILLE s5C
Disp Amt: Cory Fwd: Maligram Sent: Grp Fail Major Miner Rai
DBAG VIN: 1631541 Model: ML320 1999 03 - 08 2 3 »
World VIN: 4J1GAR
Mileage: 34156 Engine Number; 11294230515914
Prod Date: 0B/03/1999 Warrasty Start Date: 08/16/1999
Close Agenc " FleMd Closlog Date: 02/05/2002
Close With; O Close By: D Close Howr: P Ovwoer Satisfled: Y

Involvad Information

» Owner, _Unlun
Raalkd ey
Sm::! Reakisnce

Customer Assistance Referral ~ Full Notes

Open Dute: 01/30/2002 10:4547  Agent Ed Duffy Phone 6296 Note Type: PC

Primery Phane;: 4122884708
Currant Milaaga: 84158

Warranty Start Dats: 08/16/189¢
Stannark Warranty: N."A

Prérvicus Summary Nodes: 56435, 383508
Owner is raquesting goodwill mimbursemant for $287.00 for crank pulley replacemant

Crnera e-mall request explaing e ailuation and is balkow,
e-mai received;

E-mail: joabresse@acl com
Comments. Immnﬂyhadmnmhmmplmdparﬂudummm | hava a ML320. Thara ware np
symptoms that suggesiad o replacement snd $287.0C le & lot to pay. The dealer indicated thet MB was having & lol of

crank pdiey feilures. Why wouldn't this be a campsign recall ikem paid for by MB instead of tha custorner i in fact the pulley
part appears to be defect? OO DO OO




Open Date; 02052002 10:13:35  Agent Rice Byerly Phone 7235 Note Type: RC

Spuhawhﬂwnartndayaﬂl] 15 AM. Ha siatad that Mr J. Madizon, SM, had already called him and offered tc spiit the
repair of the fronk puliey with him as a goodwill gasture — Cwner setisfisd,
COKEnT
U ETIRE :

e e, - 'Ii:._____



02/10/2004

Customer Assistance Referral i,/ i,5{7);!

CA Ref ID: 150897 Friors: Both

— e
Clty: Reisterstown M[- Corres IT):

Open Date: 03/13/2002  Status: CLS Last Update: 03/18/2002

Agent: Ed Duffy Phome: 6254 OrigBy:F  OrigCD: HO Reglon: | Market: 4
Service Retaller34208 R & HMOTQOR CARS, LT OWINGS MILLS MD Ansign Agent: SOM - 21
Orig Retailer: 34208 R & HMOTOR CARS, LT OWINGS MILLS MD
Sell Retailer; 34208 R & H MOTOR CARS, LT OWINGSMILLS MD
Dvisp Ami: Corr Ferd: Mallgram Sent: Gl'[l..Fl.ﬂ Major Minor Rat
peac vIN: 1631541 N Model: ML320 1998 olios- 2z - 3 09
world vin: 4iaasssEow AN 9:10. 2 - 3 09
Mileage: 70184 Engine Number: 11294230047568
Prod Date: 10/22/1997 ‘Warranry Start Date: 11/08/1997
Close Agent: Iames Willard Field Cloging Date: 03/18/2001
Cloge With: O Close By: D Close How: V Owner Satisfled: Y
Involved Information
r, 1500, MO

Sacondary Hisinean

Socandary Mobie

Primary o kanca

Represantalive, Raiatarstown, M-
. - Secondary Mochha
" Primary Realenca
Secondary Roaldance

Customer Assistance Referral -- Full Notes




Open Date: 03/15/2002 10:15:41 Agent Ed Duffy Phone 6268 Nota Typa: PC

Primary Phone: 4105266419

Current Misage: 70164

Warmrenty Start Date: 11/081897 iLyee = _.
Starmark Warranty: Y Starmark Retall Date: 01/94/2000 L ; N1 J T
Starmark Warmenty: BAS  Starmark Dir: 34208 -
Pravicous CA Referrals: 138012

Praviotis Summary Notes:
Owner called requasting poodwilll warmanty coverage of the tranafer case on this vahicle,
Owner steted the deeler sdvised him the repair i over $4,000, his stermerk wamanty is ovar. Owner disputes this stating

last month the vehicke repair for a sanser was coverad and he has baan mislead by the dealer. He claima ha fried to speak
tg the Service manager but has bean "stonewsllad" tharefore requesting assistance from MB.

Open Date: 03MA/2002 13:18:43 Agant Gary Wiligms Phone 6200 Note Type: RC

cliant coas not need a transfer case, but needs aesals for approx $400, the main [saua is the front hamonic balancer hes
failad damaging the timing cover and oi pan, this is behing covarad 100% goodwill, the saals am the clisnts raspensibllity




02/10/2004 InZaigi s
Customer Assistance ReferralCliFi0ziTii
CA RefTD: 151524 Priars: No Open Dute: 04/24/2002  Statos; CLS Last Update: 04/30:2002
A.ddrus:_ Title:
Phone: - Regidence
City: Highland Park IL - Corren ID:
Agent: Cynthia Feuss Phone: 5289 QOrigBy: P OrigCD: H0 Raglon: 4 Market: |
Bervice Retaller:22415  KNAUZ CONTINENTAL ALT LAKE BLUFF IL Ansign Agent: SOM - 21
Orig Retaller: 86435 INTERNATIONAL AUTOS, WEST ALLIZ Wi
Sell Retaller: 86435 INTERNATIONAL AUTOS, WEST ALLIS WwI
Disp Amt: Corr Fwd: Mailgram Seat: "Grp Fall Major Miner Rar
DBAG VIN: 1671541A034384 "~ Model: ML320 1998 ;-0 5 ;. 3 06
World VIN: 4JGABS4EIWA034384
Mileage: 44246 Engine Nomber: 11294230163852
Prod Date: 04/4)3/1998 Warranty Start Date: 04/29/1998
Close Agent:Cleo Gaines Field Closing Date: 04/30/2002
Close With: O Close By: M Close How: V Owner Satisfied: N
Involved Information
» v, I <o o
Secondary
Customer Assiatance Referral -- Full Notes
Open Date: 04/24/2002 15:16:08 Agent: Cynthia Feuss Phonas 628% Note Tyge: PC

Primery Phons: 847-831-2070
Curment Milmage: 85000 miles
Wamranty Start Dale: D4W28/1558
Starmerk Warranty: NfA,
Prenvious CA Refermale:

Previous Summary Notos:

Owrer calle sking far Klaua Ulkann, stales ha "neada a response ASAP, | am nat gatting the answara from your reglonel
rap because the dealer Sales Mgr. cen't get hold of har.”

Owner allegas on Apdl 18 or 17, 2002, the ML dled, vehicle was townd to Knauz. Owner alleges Knawz has told him that &
“vibratian dempaner biaw out and caused damage to many, many parts. Wa hawa navar sean anything like this baforae.™

Vehicle &z atll st dealer, owner states that dealar SM has apcken with SPOM, owner atates ha fesla ha should not have to
make any confribution towerds ths repair of the vahicle, even though dealer indlcatad it may only ba $500.00. Qwner statas
he and hie wife no longar want the vehicie, they feal It is not sate 1o drive and would like ME 10 help them gst a new vehicle

for a good prica.

Thaugh | iry to convey to owner that i appesre that SPOM has for the most part approved rapairs &a gocdwil, that assiat
with new ear is not Ikely, and thet he shouid review with desler SM who can communicate with S3POM on hin bahalf, owner
irtints thet ha must spoak with directhy with SPOM, claims ha has bean walting over cne week, eic., that he fasls what has
heppened to his ML |3 unacceptable and asks "how can MB saxpect us 1 driva this car and fesl safa."




Open Daty: 04/26/2002 07:66:60 Agunt: Kristine Hulce Phane 7421 Note Type: RC

Repairs actunlly iotaled $4200 and SPOM has offared to pey $1000. SPOM spoka to customer's wife yesterday who was
appraciative of the goodwlll assistance. SPOM informad her thet na additional aasistance alther towarda repar or a vahicle
purchase wl be coming from MBUSA. sha sakd she would convey tha masasapa tn her husbarnd. This call took place about

11:00 &.m. yastarday moming.

Open Date: 04/30/2002 11:21:40 Agent: Krixtine Hulcs Phana 7421 Nota Type: RC
Accarding to Mike Maranda, SviM, customer did come pick up his vehide ang Mike suppartad gur decision thet no 2dditonal

guodwil woud be forthcaming.
ALEINTHT
CUM IL'L.!‘I ire



011004 Customer Assistance Referral ““¢

: 05/1%2002  Sintws: CLS Last Update: 05/16/2002

Title:
oo S

City: Orlendo r.

Correa ID:
Agent; Thomas Trivenio Phone: OrigBy:P OrigCD: HI Eegion: 2 Market: ;
Service Retafler:14320 MFERCEDES-BENZ OF ORL MAITLAND FL Asslgn Agent: SOM - 27
Orig Retafler: 15311 CROWN EUROCARS INC. SAINT PETERS FL
Sell Retafler: 15311 CROWN ELJROCARS INC. SAINT PETERS FL
THnp Amt: CorrFwd: N Mailgram Sent: N 'Grp| Fall Major M Rar
pBAG VIN: 163t54 1 AN Model; ML320 1998 0306, 1 . 3 :03
world VIN: 4JGAB4EsWATIIN
Mileage: 61930 Engine Nomber: 11294230097616
Prod Date: 12/10/1997 Warranty Start Date: 12/30/1997
Cloas Agent: Paul Reqick Field Clasing Date: 0571672002
Close Whh: D Close By: M Close Home V Owner Satlrfled: Y

Involved Information

Owner, I criorco, . [N
Primary Resxdonce
Sacondary Realdenca

Customer Asslatance Refarral - Full Notes

Dpen Datw: 05152002 12:35:.44 Agent: Thomas Trivento Phore Nole Type: PG
Primary Phone: 40T 832 0445 Mobile

Current Mllsage: 819830

Woerranty Start Date: 12/30/189T

Starmark Warranty: NfA

. Previays CA Referrals:
Pravious Summary Nates:
Custorma phoned CAL requesting goodwill conelderation for replacement of the harmonic balancar in
vahice, T Tapa approx. $1730.

Customer was aaked i he réquestad assistence through dealer and ateted Sarvice Adviscr Bruca suggested he contact
MBUEA, in this metier for possible finenclal asalstance in repaira nesdad.

Open Date: 05/46/2002 18:06:03 Agent: Paul Renick Phone 8200 Nots Typs: RC
Customer wili be offerad a 50/50 apil for the nepalr cost. pwr




TR Vemgre —mu e

varL072004 Customer Assistance Referral (077

CA : riors: Na n Date; 10/)7/2002 Statms; CLS Last Update: 107082002
Address: Title:
I
Clty: Rainbow City Al _ Corres ID:
Agent: Andrew Dunleavy Phone: 6320 OrigBy: P OrigCID:HO Reglon: 2 Muarket: g
Service Retailer:0i116 CROWN AUTOMOBILECO. HOOVER AL Assign Agent: SOM - 30
Orig Retafter: 01316 CROWN AUTOMOBILECO. HOOVER AL
Sell Retajler: 01316 CROWN AUTOMOBILECG. HOOVER AL
Dinp Amt: CorrFwd: Y = Mallgram Sent: N Grp Fail Mgjor Minor Rar
DBAG VIN: 1631541 AN Modal: ML320 1998 03 -06 2 11
World VIN: unmmw-
Mileage: 54000 Engine Number: 11294230044156
Prod Date: [9/25/1997 ‘Warranty Start Date: 10/03/1997
Close Ageat: Larry Scruggs Fleld Closing Date: 10/08/2002
Close With: D Close By: M Close How: P Ovwner Satisfied: N

Involved Informatlon

. I oo chy, m.-
Secondary Buninasa

Sacondary Butiness
Primary Rasidanca
Primary Rasidence

Customer Asslstance Refarral — Full Notes

Open Date: 10072002 10:37:40 Agent Andrew Dunbsavy Phons 6320 Note Typa: PC
Primary Phone: 2364020350

Currani Mlleage: 54000

Warranty Start Data: 10/03/1997

Starmark Warmanty: N/&,

Previous GA Refammala:

Previous Summary Notes:

Cusetorner called regarding Hamaonic Balancer replacement (alleged cost of repair 51800). Client was told by SA this was a
"pravalant problam™ with thess vahidias and to call MBLISA o aasist in paying for repelr, Customar thinks the nama of the
peraon who iold her &2 call MBUSA was "Mike" Thay tald client aven though this le "a big problem, * they "may ba able o
anaist” in "part of the repalr* Na apacifics were ghven as to amount offered. Customar would like entire bill covaved. She was

very upest {amotionally._.arying etc).




Open Date: 104082002 11:02:18 Agant: Lasy Scrupgy Phone 72 Mote Type: RC
10/08/02-SPOM CONTACTED SERVICE MANAGER AND WAS TOLD THAT QRIGINAL OWNER CALLED ON BEHALF
OF CUSTOMER, SAID VEHICLE AT INDEPENDENT FOR REPAIR AND "MIKE" AT INDEPENCENT TOLD CUSTOMER
HER FACTS, NOT A MB DEALERSHIP. SERVICE MANAGER TOLD SECOND OWNER THAT THEY CAN TOW THE
VEHICLE TO MB DEALERSHIP FOR THEM TO INSPECT AND DETERMINE IF GOOD WILL BE EXTENDED. SERVICE
MANAGER WILL MAKE THE DECISION A3 TQ IF GOOD WILL WILL BE OFFERED TO THIS CUSTOMER.

COKFIDENTIAL




0210/2004

Customer Assistance Referral i .- -

CA Ref TD: 155796 Priors: No Open Date: 10/10/2002  Statws: CLS L-ast Update: 10/17/2002

Addre

Title:
rhon Residence
City: Albany = [ Correa ID:

Ageat; Jacquelyn Galletta Phone: 6323 OrigBy: P OrigCD: HO Region: 6 Markst:
Service Retaller:75118 PARK PLACE MOTORCARS  BEDFORD X Asslgn Agent: SOM - 32
Orig Retaflar: 75110 CLASSIC-TYLER MOTORS  TYLER TX
Sell Retailer: 75110 CLASSIC-TYLER MOTORE  TYLER X
Dlsp Ami: CorrFwd: N Maligram Sent: N m Minor Rar
DBAG VIN: 163154 L4 Miodel: ML320 1999 B s 2z 3 1
World VIN: 1GaBssExX AN
Mileage: 96000 Engine Number: 11294230351754
Prod Date: 01/04/1999 Warranty Start Date: 01/27/1999
Close Agent: Craig Dearing Fleld Cloxing Date: 10/17/2002
Close With: O Close By: D Cloas How: P Orwner Satisfied: Y

Involvad Information

> . I - oy,
Primary Realdence
Sacondary Residercs

Customer Asalstance Referral = Full Notes

Open Date: Mt052002 15:61:63 Agent Jacquelyn Galistts Phons 5323 Note Typs: PC
Frimery Phone; 4198743548
Cument Mileage: 48561

Warranty Start Date: 01/27/1998
Starmark Warranty: N/A

Cuslomer cabed In regards to FES daas o:lion suit, allaging thal he hed major engine repaire aul of wamanily, costing
around §4,000, which he fsels may have besn reisted tc the use of non-synthetic ail. Customer i requesting a review of
sarvice history to determine whether or not these repairs should have been covered.

Opan Date: 10/11/2002 112230 Agent Jacqualyn Galletta Phone 6321 Note Type: PC
Witter spake to Joae &t dealar who advisad thet repairs consisied of harmonic balancer which caused demaps alsa bo
Engine un-!hg covar and the mall oli pan. Thase repairs were performed on or about 11/3/01 at 75.018 mlies,

RO Na. 440768



Cpan Data: 10/17/2002 09:38:55 Agent: Craig Degring Phana 6200 Nots Type: RC
Writer spoka with cliant 10-18-02. Client was made awane that the |ssue identified was not invodved In the lubrication
procass. Cllent undersiocd. Writer upon prior review of file identiflsd multipla chargas on the tickat for paris. The parts
maneger reviswad same and contaciad the cllent concemning a credi for thie blling mistake. The cllent waa pleased the

dealer had suppart him In this mannar.

CONFIDSi




02/10/2004

Customer Assistance Referral .

CA Ref ID: 157481 Priors: No Open Date: 01/09/2003  Status: CLS Last Updxte: 01/22/2003

Addres: I Tithe:

- -
City: Woodland Hills CA _ Corres ID:

Agents Ed Duffy Phone: 6296 OrgBy:P  Orig CD: HO Region: 3 Market: 5
Service Retaller:05123 CALABASAS MOTORCARS, CALABASAS CA Assign Agent: SOM - 29

Orig Retaller; 05127 PENSKE MOTORCARS WEST COVINA CA

Sell Retaller: 05127 PENSEE MOTORCARS WEST COVINA CA
Diap Amt: Corr Fwd: N Mailgram Spat: N 'Grp. Fail Major Minor Rar |
DBAG VIN: 1531541,‘ Model: ML320 1998 03,06 2 . 3 08
World VIN; 4IGABS4E0W
Mileage: 75146 Eagine Number: 11294230094185

Prod Date: 12/08/1997 Warranty Start Daie: 1272471997
Cloze Agent:Dan Berberian Fleld Closing Date: 01/22/2003
Close With: O Cloge By: D Clase How: V Ovwner Saitafled: YV

Involved Information

e o A
Primary

Rasidance

= Onnar,

.

Customer Aasistance Raferral - Full Notes




Opan Date: 01/08/2003 11:52:08 Agent: Ed Dufly Phone 8206 ..  Typs-PC
Primary Phone; 8183476825 CUihridzii
Cirrant Mieage: 75146

Warranly Start Date: 12/24/1887

Starmark Warranty: N/A

Previous CA Refemrals:

Previcus Summary Notes:
Customar called CAC allegedly at the nsiruction of Mike i Sarvics at this dealer, Mike's extanslon ks 374.

{Customer states he hag hesn the cwner of this vahicla fr 3 yoans - always sarviced at this dealar and |=at Saturday he had
this vehicie to thia dealer for 2 major ssevice, work was allegedy parformed. On Mondey cuatomer astated he stoppad at a
gervice atation and noticed faint smoka from the engine compartmant. Customar etated all dash gauges were Indicating &ll
was nomel. Cusiomer rebuned to dealar thet s and aliegas he was told by Mike that il was the harrnonic balanca pulley.
If nothing elee was damagad. It would be $530 to rapair. After further inapection ha siated Mike called him and wid him
thars wae internel damage also and the repair would now be $2,800.00.

Customnsr quastionsd why thia was not sean at time of the major aervice 2 days before, was allegadly advised it could not
be seen Irom the outeide, Customer alleges Mike tTid him thet it was aut of warmanty and nothing e could do, alisgedly
suppliad the CAC number and told him his request had to be generated from the CAC.

Wirite attampted to hava customer apeak with the Sarvics Managee but customer was insiatent that ha was Instructed to
call hera.

Open Date: 01/22/2003 13:52:06 Agent: Dan Berberfan Phone 6200 Nots Type: RC

Daaler reviewsad requast for goodwill an a fatled cranksheft vibmtlon dampner. The vehicle milsage was B0, 785. Dealer
declined assiatanca dua to milsage and age. Clent authorized repairs. No further action is required.




.
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02/10/2004 W

Customer Assistance Referral -t it

CA Ref ID: 1539472 Priors: No Date: 03/25/2003  Statwe: CLS Last Update: 04/03/2003

City: Overland Park G Corres ID;

Agent: Thomas Nardi Phone: 6297 OrigBy: M Orig CD: HO Regilon: 4 Markeat: g

Service Retaller30104  ARISTOCRAT MOTORS SHAWNEEMISS KS Assign Agent: SOM - 29
Orig Retadler: 30103 SUNFLOWER MOTORS,IN  TOFEEA KS
Bell Retaller: 30103  SUNFLOWER MOTORS,IN  TOPEKA K&

Disp Amt: CorrFed: Y Mallgram Seni: N 'GrpéFallj Major \Minor Rar
DBAG VIN; 1631541 Model: ML320 1999 01l ;04 2 3 13
Warld VIN: 41GABS4E

Mllesge: 0045 Engine Number: 1129423049244]1
Prod Date: 07/01/1999 Warranty Start Date: 05/03/1999
Close Agent: Don Yoakum Field Cloaing Date: 04/03/2003
Clozse With: O Close By: D Close How: V Ovwaer Saiisfled: Y

Involved Information

Customer Assistance Referral -- Full Notas




Open Date:; 0372522003 1541:07  Agent: Thomas Nardi Phone 6287 Note Type: PC

Primgry Phane: 813 589 0100
Cument Mileage: S0045
Warranty Start Date: 0B/{03/M1 989

Starmark Warranty: N/A R Y o Lol E S
Pravious CA Refarais: AT

R L N T
Pravious Summary Notes:

Customer Is seaking technical essistance.

Writer poha with the custormer in respanse to a lstter he aent the CAC, Customer allagss that his vahide laaks 1GT of od
a week, Customer aleges that his vehicls has haen in to 30104 3-4 tmes for this condition,

Cuslomer atates that they hava been unable to repaic the leak.,

Cuatorner also enclosed four pichures of his vehicls and puddes which ars saupposedly 8 result of the leaking ol. Customer

;Ian st;t:;l E;ﬁfﬁm want ta pay for the rapairy since he has supposedly besn complaining about this condlilon since
e va milea.

Writer advized the customer ws wouki m3aarch his shuation. Ywriter laft VM for the SveM and for the MM Don Yoakem who
la the tamp SPOM for deater 30104,

Opan Date: 03/26/2003 16:26:52 Agent Thomss Nardi Phene 6287 Note Type: PC

Writer spoke with the SM, John H. He siataa that the meat consumption thay confirmed was 1 QT svery 1,300 mlles. He
etatad that the custamear haa rat brought the vehicle In a8 directed.

He also slated that he Iz going to review the fis with Don Yoakem this Friday.

Open Data: 03/27/2003 10:15:41 Agent: Don Yoakum Phone 8200 Nots Typs: PG

mﬁﬂm‘i customer on 03/26/03 and discussad customars sus. Spom and custormer wil meet and inspact vehicis
an d.

Opsn Date: 04/03/2003 08:39:54 Agent: Dan Yoakum Phone 6200 Nots Typs: RC

Mat with Custornar on Friday 0:3/28/03 and inspected vahlcie for ol [sak, Vehicks wes found to heve a oll leak originsting
some whare behind the altemator. Due to the length of time it would require to remave seme additionel componants to
Acceas battar visbillty it was decided to put the customer in a loener vehicle and contact him when the vehicls was rapained.
It was detesmnined upon further Inspaction tha af was laaking from tha timing chain tsnaloner. The tenaioner was mploced.
The customer was also iInformead that the vehicie neaded frant beake pads as the pad wear indicator kte and an inapection
rovealad that the pads required replacemeni. The customer declinad tha rapal. Tha vehicla has beab ratumed to the
custome .




*-'-r:.-—......_:‘___

ma Customer Assistance Referral “ti- 5o .

CA Ref ID: 161058 Priors: No Open Date: 05/22/2003  Status: CLS Last Update: 05/23/2003

e o
o [ s
City: Cocoa FL Corres ID:
Agent: Robyn Letz ne: OrigBy: P OwigCIe: HD  Reglon: 2 Market: 5
Service Retaller:14113 CONTINENTAL MOTORCAR MELBOURNE FL Assign Agent: S0M - 27

Orig Betaller: 14302 BILL USSERY MOTORS I CORAL GABLES FL
Sell Retailer; 14302 BILL USSERY MOTORS I CORAL GABLES FL

Disp Amit: CorrFwd: N Mallgram Sext: N Ge Fall Miajar Miinor R
DBAG VIN: 163154 Model: ML320 1999 010 3 3 14
World VIN: u&m& ' )

Mileage: 55000 Eagine Nember: 11294230418671
Prod Date: 03/31/1999 Warraaty Start Date; 06/08/1999
Close Agent: Pul Renick Field Closing Date: 05/23/2003
Close With: D CioseBy:M  ClossHow:V  Ovmer Satisfled: N

Involved Information

.-, -
Primary Realfarca

Customer Assistance Referral -- Full Notes

Opan Date: 06222003 11:1208 Agant Robyn Letz Phone 8200 Note Type: PC
Prirsary Phons: 321 631 5820 '

Current Mileags: 55000

Wamanty Stert Date: 0081588

Starmark Warranty: Y Stanmark Retal Data: 04/15/2000

Stanmerk Warranly: 128 Stamark Dir; 14320

Previcua CA Referraly;

Previous Summary Notes: 384855

Mry. Noth called the CAC. CUSTOMER REQUESTS THAT YOU CALL BEFORE 3PM.Custorner i3 demanding
ntarventicn from MBLUSA to nepalr or buy her out of the vehicie.

Clusiomar allsges thatt her vehicle is using 1 quad of all evary 250 miles,

Customer gays that the harmonic balencer come off the sngine end maca holes in the ol pan and a gash In the timing
shiaki. Cusiomar sllegea that the dealer took the haad off and removed tha right head on the mator. Customaer helisves that
the seala may ba compromised. Customer savs that snca this mpair thet they constanty need to add coolant {no laak on
tha greond.) Customer smys that the waa vehicle down for 2 weaks for this regalr, no loaner.

Cusiomer brought vehicla badt.furlusn of coglant and rapairs wars made, Vishicie was gt dealer 1 1/2 weeks.

Howaver customer claims Lhat the oll consumption exiats and vehicla sill buming coolant.



Open Date: 052272003 140712 Agent: Robyn Lsiz Phone 6208 Note Type: PC
Writer recelved volcamall on this case from Paul Renlck.

Writar will call back to discusa and add addiional Informaton i necessary.

Opsn Dats: 05232003 10:23:28 Agart: Paul Renick Phone 8200 Note Typs: RC

A revigw of sarvice history with sacvice manager, Frank Caporicei, rvasie that vehicle wea last into dealership In
Saptemnber, 2002, for a crankshaft pullay which falled and damaged the ofl pan and front covar. Prior i that visit, the
vohicls wak in the shop in May, 2002, for the coodant light being iluminatad intermittently becauss the elactric fana wara not
operating properly. No compiainte of coclant burning or oll consumption have besn relsad during sarvics visits. No ane in
Ilm;:rﬂna departmant can rsmember the cusiomar baing ot the dealership recenty nor is there an Bppointmant for service
n gystem.

Custemear wil be contacted in schedula an appaintmant to svaluated any waranty/Starrmark izsuss and defacts will be
addresead zs NEcESEAry. PWT

-'--rl--1-— —
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12/10/2004

CA RefID: 161372 Priors: No

Customer Assistance Referral

Open Date: 06/03/2003  Statws: CLS Last Update: (7/)8/2(K3

Tide:
puone: [ Residence
City: Chino Hills CA Corres ID: 220443
Agent: Surys Boonphadung Phoue: 4561 OrigBy: M OrigCI: HO  Region: 3 Market: 5
Service Retaller:05127 PENSEE MOTORCAES WEST COYINA CA Assign Agent: SOM - 26
Orig Retaller: 05733 WALTER 5 AUTO SALES RIVERSIDE CA
Sell Retaller: 05733 'WALTER 8 AUTO SALES RIVERSIDE CA
Disp Ami Corr Fwd: Y  Mailgram Semé: Y 'Grp|Fall Major Minor Rur
DBAG VIN: 1631541 AN Model: ML320 2000

werls VIN: 1GABS4E2YI

142153 2 ;3 13

Milsage: 21950 Engins Numbes: 11204230655633
Prod Drie: 022372000 ‘Warranty Start Date: 037152000
" Clese Agent: Ron Reynolds Fisld Closing Date: 07/08/2003
Close With: D Close By: M Close How: P Owner Satisfied: Y
Involved information
> Hia, Gﬁ_
Roaldanca
Raaldence
Residence

Customer Assistance Referral — Full Notes




Open Date: 08032003 16:07:58 Agent: Surya Baonphadung Phons 4881 MNots Typs: PC
Primary Phona: 62647357822

Curment Milgaga: 21880
Warranty Start Date: 03/15/2000 Cr“

- - -—_ '

Starmerk Warranty: /A Lr i;_.““ i

Pravicus CA Referrals:

Pravicus Summary Notss:

Customer sant cortifiad latter to CAC (also copled to Arblirgtion Certification Program, New Motor Vahicia Baard, NHTSA,
and David Harowitz at fight back.eom) dated 0509/03, signad for on D8/02/03, received on 08303,

Enhln there Is angoing issue with the braka system in his vehicla. He claims the brake pedal feals very aoft, and
axcesshve affort to stop. Owner aleges ha his vehlcle waa rear-ended on 050703 because of this condition of tha

brake system, but fortunetaly ha did not recaive sy injury.

He also claims thut the rear gtass “impladad” twice, while his daughter was driving, and the crank pullay also malfunctioned.
Ha states he has tied to gat In ouch with the Service Manager =averal imes, but have not baen able to.

Cuatomer |3 requesting a refund on his purchase becauss ha fesle the iszuse with the vehicla can not ba repaired.

CC: Tommy Shi
Open Date: DB/D7/2003 15:48:27  Agant Ron Reynolds Phone Note Typs: PC
8/8/03 11.:00am,apom K¥m for sve mgr In effort to investipate. (ir)

Open Data: 07/08/2003 11:14:33 Agsnt: Ron Reynolds Phone Nots Typs: RC

7/3/03 3,03PM DLR SVC DIR ADVISED SPOM €S HAS TRADED IN VEHICLE FOR NEW M CLASS TODAY.(RR}




02/10/2004

-

Customer Assistance Referral (U057

CA RefID: 162344 Prlors: No i Date: 07/08/2003  Stmtns: CLS Last Update: 07/1 1/2003

v S o
Puose: [N Residenoe

City: West PalmBeach  FL (NN Corre: ID:
Agant: Laiz Grilio Phone: 4627

OrigBy:P (OrigCI:HO Region: 2 Market: 5

Service Retzilenz14323 MERCEDES-BENZ OF PAL WESTPFALMBE FL Aglign Agent: SOM - 24
Orig Retaller: 15320 BRUMOS MOTOR CARS, 1 JACKSONVIILE FL

Sell Retaller: 15320 BRUMOS MOTOR CARS, 1 JACKSONVILLE

FL
Dap Ami: Corr Ford: Maligram Seat: .Grp Fsil Major Mioor Rt
pBAG VIN: 1631541 NG Model: ML3I20 1999 R
World VIN: dmnnanx-
Mileage: 02000 Engine Number; 11294230281665
Prod Date: 09/15/1994 Warraniy Start Daier 09/30/1998
Close Agent: William Norman Fleld Closlng Date: 07/11/2003
Close With: I Close By: M Clase How: V Owner Satisfled: ¥
Involved Information
- owner, [ -t 20 seacn. -

Primery Realdenca
Sacondary Resldance
Sacondary Realdence

Customer Asalstance Referral — Full Notes




Open Date: 07/08/2003 089:31:52 Agsnt: Lok Grillo Phone 4627 Note Type: PC

Primary Phane: 5618320272
Current Mileage: 92000

Waranty Start Dabg: 08/30/1998 — e
Starmark Wamenty: N/A [_; i |ﬁ:__. Tl
Pravious CA Refarrals: JRNIR PR
Previous Summary Notes:

CUSTOMER ALLEQGES FS8 & ML RECALL ISSUES CALUSED DAMAGE TO HIS VEHICLE.

Customer, Samusl Siromberg (ettomey), called tha CAG aleging that issues related to the FSS setiamani and ML Power
Steering Recall caused damage to the lower crank cass pullwy of his vehichs.

Customer clalms that his vehlcle was brought 1o daaler on 70303 andd that the damaga ka3 his vehicle stems from the sbove
fasues,

Writer stated that the above wers saparate ssues and that from this vantage point we are unabie to diagnosa his issus with
the vehicle and referred customer to S/M, Gus Wessal, at dealer for an explanation of rapairs to ba made to vehicke.

Customer stataa that hia 5/A, Jerry, told him that he would spaak in the S/M about assistanca with ihs rapalr to his vehicle
end gat back ta him. Writer aiated that MBUSA has smpowered the 3/M at authorized ME dealers 1o review al requeats for
post wamanty conalderation.

Customer asked to speak with Paul Juron & writer advisad that ha was unavalable, Customer requests that someone call
him back right away; writar atatad that | could not sl him when someone will call back and again euggestsd that he speak
with the S/M. Customer 2 unsatisfisd with thie response.

Custorner states thet he purchased thla vehicle from his fether, Richard Stromberg, who was the original owner of tha
vohicia.

CC: Ed Reyes, Frank Barenz

Open Date: 077112003 10:58:03 Agent: Willam Norman Phone 7234 Note Type: RC
Ses Above




mAne Customer Assistance Referral Lii.  _

CARefID: 162710  Priors: No Open Date: 07/18/2003  Statms: CLS ~ Last Update: 09/12/2003
Aﬂdren- Title:
poonc: [ Roicence

City: Carlshad ca N corres DR

Agent: Ed Duffy Phone: 6298 OdgBv: M Orig CD: HO RBegion: 3 Market: |
Service Retaller:05749  HOEHN MOTORS INC. CARLSBAD CA Assign Agent: SOM - 22
Orig Retafler: 05749 HOEHN MOTORS INC. CARLSBAD CA
Sell Retailer: 05749 HOEHIN MOTORS INC. CARLSBAD CA
Ditp Amt: CorrFwd: Y  Mailgram Sent: Y Grp Fall Major Minor Rar
DBAG VIN; 1531541_ Model: ML320) 1999 - 46 3 k| 09
World VIN: 4GARS4E1 XN '
Milleage: 63353 Engine Number: 1129423039338
Prod Date: 02/23/1999 Warranty Start Date: 03/12/1999
Close Agent:Scott Fischer Field Closing Daie: 09/12/2003
Close With: O Close By: D Cloae How: V Owmer Bathfled: ¥

Involved Information

» owner, [ Carishoo. o I
Primary

Realdance

Customer Assistance Refarral — Full Notes

Open Date: 07/18/2003 17:24:26  Agent Ed Duffy Phone 6295 Nota Typs: PC
Primary Phone; 7808043083

Current Mlleage: 63353

Wamanty Siert Date: 03/12/1589

Starmark Wamanty: N/A

Pravious CA Rafarrals:

Pravious Summary Notes: 273983, 358259

Customer sent et diractly $o Klaus Ulkann, VP of Cust Sarvicas, staing that he recsived recall # 2003-040005, hoae
amp recell,

Customer wrote that this cormnponent failed in Feb. 2003 aimost causing an accident ard has been sdviyed that the recall
atid neads to be performead. Sustorner b also reguesting rafund of the costs necessaery to make the repairs back In Feb.

iﬂ?ﬂm with the raplecement of the front engine pulley. Customer supplied RO # 309489from this daaler totaking

QOpen Date: (172003 17:25:48 Agent Ed Duffy Phone 8296 Nate Typs: PC

Reaferral cpaned bacause customer wrote to VP and tha repair Is outeide the stated tima period for relmburcerment
consideration stated In the letter to the customer.




Cpen Dats; 07/25/2003 14:07-51 Agent: Scott Flscher Phona 7322 Nots Typa: PC
Steve, plaase contact thia custemer end get them In 1o complate $ha hose clamp recall. Also please collact the praviows
hepair bills from the client for post warmnty considersation (hose, frort pully]. Thanks, Scofl

Opan Date: 09/12/2003 18:38:10 Agent: Scotl Fscher - Phone 7322 MNots Type: RC
Per Stave Crosby, differant failure than PS hess recall.




02/10/2004

- -
-

= . r
D

Customer Assistance Referral ({505

CA Ref ID: 164530 Priors: Cus ﬂiu Date: 09/26/2003  Simtus: CLS Last Updste: 0%30/2003

Address;: 80 Micolesi Dr. Tide:
Phome: _ Readence

City: Staten Island NY- Corres ID: 226842

Ageat: Micheel Reger Phome; 6383 Orighy: M OrlgCD: HO Reglon: 5 Market: 7
Bervice Retaller:52101 MITTENNIIIM AUTOMOTIV 2 BRIDGEWATER Ju'l ] Atvign Agent: 530M - 25
Orig Retaller: 51102 CUMMING MOTORS ELIZABETH NJ
Sell Retaller: 51102  CUMMING MOTORS ELIZABETH NI
Disp Amt: CorrFed: Y  Mailgram Seat Y iGrpEFlll:M:jnrMinur Res
pBAG VIN: 153154 A H Model: ML320 1998 5 06 2 3 09

Worid VIN: JGABSMEXW /N
Mileage: 52767 Engine Number: 11294230160863
Prod Date: §3/30/1998 Warranty Start Date: 04/21/1998
Close Agents Erio Erdenberger Field Closing Date: 09/30/2003
Cloze With: D Close By: M Close How: V Owner Batisfled: Y

Involved Information

cvmer, I st oo, v [
Secondary
Primary Rosidenca
Secandary Realdanca
Seconds Resklence

> vor, a——— |
. Secandary Husinass

Customer Assistance Referral — Full Notes

Open Dats: 09/26/2003 10:58:22  Agent Michasl Reger Phons 5383 Note Typs: PC

Primary Phons: 7183171551
Cument Mlleape; BZT8T
Warranty Start Dalac 04/21/1588
Starmark Wamanty: N/A
Pravious Ch Refamrals: 51807
Pravious Summary Motes:

coimea no. 226042 deted 0&/20/2003, recalved 08/25/2003.

The letter I8 addraassd to tha CAC. Tha custornar i requeating Poet Werranty Considenstion for @ hammonic balancar
m&gumm RO thet was included in the letter didn't affer a final chargs, but In the letier ihe customar wrate
Th;m.utnnm requestad & copy of the mdio code.

" The customer atated " have last thet sansa of security snd sefety”..




QOpan Date: 09/30/2003 16:41:37 Agent Erc Erdenbarger Phona 6200 Nots Typa: RC
SPOM discussed case with 8M Connor. Owner hed hammonic balencer replacad and was charged the full amount since out
of warmartty. This wik awitae's firat visit to Bridgewater, and desler danled goodwill. SPOM closad cass todsy snd agreed

with dealer's declalon.

g | am —— -

i P .
LU LG e
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02/10/2004

N TR

Customer Assistance Referral CONFIGEHT

ChA Ref IT): 165788 Priara: No Open Date: 11/12/2003  Statms: CLS Last Update: 11/13/2003
.

Tite:

o
Prose: [ Reicenc

City: Hewlett N\’- Correc ID:

Agent: Ed Duffy Phome: 6296 OrgBy: P OrlgCD: HO Reglon: 5 Market: |
Service Retatlers55124 LAKEVIEW AUTO SALES ROCKVILIECE  NY Assign Agent: SOM - 13
Orig Retaller: 35109 RALLYE MOTORSEIIC ROSLYN NY
Sell Retaller: 55109 RALLYE MOTORS LLC ROSLYN NY
DHep Avat: Corr Foed: N Maidlgram Semt: N

'Grp: Fall Major :Mluor, Rsr
DEAG VIN: 1631541

Maodel: ML) 1999 .06 2 3 06
World VIN: 41GABS4E7

Mileage: 39000 Ewngine Number: 11294230352265
Prod Date: 02/11/1999 Warrasty Start Date: 03/01/1999
Clase Agent:Sieve Dennjs Field Closing Date: 11/13/2003
Close With: D Close By: M Clnse How: V Ovwner Satisfied: Y

I_rwulvad Information

I .

= Dwmer,
Primary Residence
Customer Assistance Referral -- Full Notes

>

Open Date: 11/12/2003 16:26:21 Agant Ed Dufly Phone 8295 Naote Typs: PC

Primary Phane: 5164453409
Current Milsaga: 35000
Warranty S@rt Data: 03/01/11989
Starmark Warmanty: N/A
Previous CA Referrals:

Previgus Summary Notes: 67656856

Cuatorner called stating that the harmonic balancar allsgedly falled on this vishicis and he la being advisad that the rapair s
substantial and wil coat him in axcesas of $3,000.00.

Cusiomer stated he Is requestiing post warranty sssistanca with the repair. Writer sdvised thet thed nesdad to ba reviewed
with the Sarvice Manager of the dealar he stated the SM wea incecisive, therefore he called the CAC. Customer stated thw
vahicke is only 8 months out of wamanty and haa only 38,000 mies.

Dpen Date: 111202003 21:02:15 Agent Steve Dennks Phone 7523 Nots Typa: PC
SPOM will review mattar with Product Engineering.

Opan Data: 11/13/2008 131718 Agent Siave Dannis Phone 7523 Note Type: RC
8ROM natructed dealer to repair vehide under goodwil. :




02/10/2004

CA Ref ID: 165969 Prigrs: Vch Open Date: 11/19/2003  Siatos: CLS Last Upsdate: 11/21/2003

Tithe:
R
City: Brandywine vy Corres ID:

Address:

Customer Assistance Referral CUiAINCHT

Agent: Ed Duffy Phome: 6296 OrgBy: P OrigCD:HO Reglon: 1 Market: |

Sprvice Retailer:80201 AMERICAN SERVICE CEN ARLINGTON YA
Orig Retaller: 14349 MERCEDES-BENZ OF FOR FORT LAUDERD FL
Sell Retaller: 14349 MERCEDES-BENZ OF FOR FORTLAUDERD FL

Assign Agent; SOM - 22

Disp Amt: CorrFwd: N  Maillgram Sent: N ‘Grp Fall Major Minor Ra
DBAG YIN: 1631541 Muadel: ML320 1998 L0l 08 2 3 o
World VIN: 4JGABSJESW. [

Mllsage: 72000 Engine Number: 11254230207950
Prod Diate: 05/28/1998 Warranty Start Date: 064151998
Close Agent: John Freund Fleld Closing Date: 11/21/2003
Close With: © Closs By: D Cloas How: V Owner Saiisfied: Y

46,04 2 3 09

Involved Information

» river, | racvcywirs, o
Secondary Pager
Primary Reaidance
dence
» . ol
Primary Rani dencs

Customer Assistance Rafarmal -- Full Notes




Open Date: 11/10/2003 1508:18  Agent Ed Dufty Phone 6298 Naote Type: PC

Primary Phone: 3013721446
Currant Mileage: 74532 I
Warrenly Stert Date: 08/05/1988 Ch.-;g ]
Starmark Warmranty: Y Stamark Retal Date: 0880372001
Starmark Warranty: 128  Starmmark Dir: 80201

Previous CA Refamrals:

Pravious Surmnmary Motes:

Customer called stating that her vehicle & currantly at this dealer for major repalr, engina noige, power stearing ieak and &
defactive rear view mimor,

Customar couid not be spacific regarding sither the angine noise or the powar sisering leak; tharefore writer contacted
daealar anx apoke with Sarvice Managar, Gary Litle. Mr. LitHa advisad that the vehicle neads the harmonic balencer, ol pan
and other sngine relatad itams repeired, the power stesring rack I leaking, end the miror nesds g new glasa. Mr. LitHe
furihar atated the vehicle Is approximately 30 days out of Starmark Warranty.

Note to SPOM - any questians mparding this reguest should ba reviewed with Gery Bowne at ext. 2719 who will receive a
copy of thase notad.

Opan Date: 11/21/2003 10:37:15  Agent: John Freund Phona 6200 Note Type: RC
Repairs with the excaption of the mimor good willed to the customer,




-
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02/10/2004

Customer Assistance Referral .-

L |

: 11/24/2003  Status: CLS Lasi Update! 11/24/2003

Thide:
-

Residenes
City: Dix Hills v [ Corres ID:
Agent: Ed Duffy Phone: 6296 OrigBy: P g CD:HC Region: 5 Market: 4
Service RetallersS6113 MERCEDES - BENZMANH  NEW YORK NY Asslgn Agest: SOM - 27

Orig Retaller: 511412 BENZEL - BUSCH MOTOR ENGLEWOOD NI
Sell Retailer: 51142 BENZEL - BUSCH MOTOR ENGLEWDOD NJ
THap Amt; Corr Fad: N Mallgram Seot: N

:Gry [Fall Major ‘Miusr Ex

pBAG VIN: 163154 L. I Model: ML320 1998 03 .20 3 . 3 14
worki VIN: 4iGaBs4Ezw AR |
Mileage: 55000 Eogine Numbers 11294230090419
Prod Date: 12/0R/1997 Warranty Start Date: 12/17/1997
Close Ageat: Ted Zewacki Fleld Closing Date: 11/24/2003
Close With: D Close By: M Close How: P Owner Satiafled: Y
Involved information
owner, I oix Hins, vy SR
Primary Reykdance
Secondary Reakience

Custormner Asalstanca Refarral — Full Notas

Opan Date: 11/24/2003 1107:38  Agent: Ed Dufty Phona 6296 Note Type: PC

Primary Phonge: 5160626687
Cumont Milsage: 48332
Warranly Siart Date: 12/17/1987
Starmark Warranty: NJA
Pravious CA Referraks:

Previous E-unﬁm Notgs:

Customar calind skating this vehicle has besn at this dasler sines Sahrdey 1111503, Customer stated that ha was advised
late Friclay 11/21/03 thet the harmonic balancar on this vehicls liad and it will cost him $4,000.00.

Allsgadly after speaking wifh Mr. King at the degler, he was told this |5 8 some what common Isaus, Mr. King offered the
parte st no charge but advissd thet the customer would ba raquirad to pay the $2,800.00 kabar, Customer alleges to have
spokan to ather MB dealery who advized him to eall this number to have the totel repalr coverad by MB.

Writer advisad his requast wauk b sent to tha Flald Manager for revisw. Custamer is requesting that LB pay for the entire
rapakr and adviss tha dedler ASAP since he has been without the vehicle for 1 week airaady.

Copy of tha notes being sant to Gary Bowng, whom SPOM should coantaet if thars are any queations.




Qpan Date: 11/24/2003 15:04:13 Agent: Ted Zawackl Phone 7527 Note Type: RC

SPOM reviowed with Dan Edwards SM .
MBLISA will cover rapak {Pokt Goodwill) Dealer will contact customer,

v mmy m—
[r“'-..-: T M
_"___l"..l-'-,'_-_."_~_
Lli‘i [ .|I'I. §




02/10/2004

Customer Assistance Referral Ui - o

T
o

CA Ref ID: 166204 Prinrs: No Open Date: 12/12/2003  Statns: CLS Last Update: 12/10/-4103

Adﬂrus- Title:

Phone; Besidence

Clty: Orlando FL Correa ID: 230274

Agent: John Hoey Phone; 4605 OrigBy:P  OrigCD: HO Region: 2 Market: ¢
Service Retaller:00222 JACKSONVILLE RGN
Orig Retaller: 14320 MERCEDES-BENZOF ORL  MAITLAND FL
Sell Retaller: 14320 MERCEDES-BENZ OF ORL  MAITLAND FL
Disp Amt; Corr Fwd: Y  Mallgram Sent: Y 'Grp Fall’ Major Minor Ra:
pBAG VIN: 163154 G Model; ML320 1999 ‘10 10 2 - 31 03
World VIN: 4GABSESXIEEE
Mileage: 38805 Engine Number: 11294230533900
Prod Date: 08/31/1999 Warranty Start Date: 09/29/1999

Close Agent:Paul Renick Fleld Closing Daie: 12/10/200)
Clase With: O CloseBy:D  ClseHow:V  Owner Satiafied: ¥

Asyign Apent; SOM - 27

Involved Information
- .o, -
Prirmary Raaldanca

Secondary Reaklence
» Oriver, [INNEGEGEEEE xiandc, F
Primary Residence

Customer Assistance Referral — Full Notes




Open Date: 1200212000 121337 Agent: John Howy Phone 4605 Nota Typa: PC

Primary Phore: 407 BO9 0118
Current Misgge: 38805

Warranty Start Date: 08/29/1999 T .
Starmark Warranty: N/A Ll
Previous CA Referrals: - -
Previous Summary Notes:

Customer sant a leter regular mall to Klaua Ulkann {comeap # 230274.} Letter states, "Al this time, | want

Mercades Banz to pick up the car as soon as possible... | have contactad an attomey who is willlng to proceed with me
concaming this case; unleas Mercadea Benz doea the right thing... Pledse cortact ma as soon ax passibla i meke the
ermngamants to have tis vehicle picked up and the extension of the leass made null and void."

Letwr staes, "On January 4, 2002, | was in an acoident of which the car lost power stasring and want out of conirol. The
car was repairad and cost the Insurance company $15,000 Lo reapelr | of which ancther $850.00, 1 paid at the ime of pick
up, 8/ montha later when the car was finally napalred. ™

Letter plao statas, "My laase was renewsd on September 28, 2003 for one vaar. |'was laad to balleve and never told the car
was out of warranty, r | would have never hve axtended the leese on tha cer for e year and would have instead
punrchesexd another vehicle dus to the past conditions.” The VMI shaows the orgina! in aervicd date was QH28/88.

Custormer claims, "On Cotaber 18, 2003 | agein lost sk powar and powsr stearing while on a bualnese trip in South Florda."
Customer states the vehicle was out of warranty and dir 14349 told her the repairs would be $2(000 because the vahicta was
aut of waTanty - customer indicabed tha dealer mada the repairs "complimentary.” Leiter staies, "Sealent, vibretion ab,
w;:; pan, tension roll, fan, gasket, antifreeze, crankshatft pulley with dampar, 1 & r replacernent, replacamant of balt

Customer states, "Todey, Novembar 24, 2004, | wert to the grocery stora and my car I8 smaoking and smels llke rubber.”

CustomerT states dir 14320 advised her to hava the vehicla iowed.” Customer atates, "However, | am again inthe aame

:hrb..laﬂnn aaone monih ago and since it is not undar warranty, | would have to pay for the repaira myself, plua towlng
arges.”

Meligram will ba sent.
CC'd: Gary Bowne, F. Berenz, Merk Kelly, Paul Renick, Jil Houseworth,

Opan Date: 12/02/2003 12:33:15  Agent: John Hosy Phone 4805 Nots Typs: PC
Writer mpcaived voice mall from P, Juron's seslstant left & voice mail for Klaus LAkann, and
the massaga was forwsrded lo Pawk. Writer spoke and adviied har the matter waould be
mrllawad on the local level. Customer stated she s not ng 6 at this tme. Customer thanked the writer for the
Open Date: 12/03/2003 08:52:01 Agmnt: Paul Ranlck Phona 8200 Naote Typa: RC

Sarvice managar, Art Bullock, contacied on 121202003 and asked to contect customer to determine jocation of wehicla and
offer to schedula an Inspaction %o datermine work needed. No financiel assistance will ba offered unidl 3 disgnosis hes bean

completad. pwr

Open Dats: 12/08/2003 13:42:54  Agent: Paul Renkk . Phong 6200 Note Type: RC

Servica advisor, Mike Hertz, contacted customer thia date. Customer refuses to have baved In becauss sha mighl be
responslble for charges. Customer suggestad that sha would drive vshicla in, hawever, advisor cautioned agsinet this ghven
complaint. Dealarship wit heve roadaids tech do an inspection at customer'a house In an attampt ta aesist customer. pwr

Opan Date: 12M0/2003 08:23:17 Apgent: Paul Renkk Phone 6200 Note Type: RC

Roeclyide tech inspected vehicle and found no abmormal conditions. This was reviewsd with customer and it was agread
that if customer had any issuas in the future that she would cell hor ndvisor, Mike Hartz. pwr



02/10/2004

Customer Assistance Referral (-

CA Ref I 166857 Priors: Both ﬁm Date: §1/08/2004 Status: CLS Last Update: 01/09/2004
S -
- i —

City: Jacksonville FL Corres II}: 231845
Agent: John Hart Phone: 45669 OrigBy: M OrigCD: HO Raglon: 2 Market: 7
Service Retsiler:15320 BRUMOS MOTOR CARS, I JACKSONVILLE FL Assign Agent; SOM - 27
Orig Retailer: 44501 BERT ALLEN IMFORTS GULFFORT M3
Sell Retafler: 44501 BERT ALLEN IMFORTS GULFFORT MS
Disp Amt: Corr Fwd: Y  Mallgram Seni: Y 'GrpiFail Major Misor. Rat
DBAG VIN: 1631541‘ Model: ML320 1998 03:06° 3 - 3 {9
Warld VIN: 4JGABS4ESW.
Mileage: 57160 Engine Numuber: 11294230077788
Prod Date: 11/18/1997 ‘Warranty Start Date: 11/25/1997
Close Agent: Poul Repick Fleld Closing Date: 01/09/2004
Close With: O Close By: D Close How: P Ovwner Satisfled: Y

Involved Information

»
Sacondary Fager
Primary Roeldence
Sacondary Realdence
Secondary Rasldance

Customer Aaslistance Referral - Full Notes

Open Date: 01/08/2004 14:16:10 Agent: John Hart Phone 4889 Nota Type: PC

Frimary Phona: 504-384-68T8
Currant Mioege: 37180

Starl Date: 11/25/1387
Starmark Warranty: N/A
Frevious CA Referrals: 105421

Previaus Summary Notes: 450431

Writer recelved comespondance 231845 dated Decembaer 20, 2003 from cusiomer Frank Yast aleging "this car Just had a
rear end problem

"why should a nit Ipgsan In tha rear asasembly In 8 non abused ahvays faciory maintained vehiclke™.... "about 8 moths aga,
thia same car had a harmonic balancer destroy liself...

"Again In a non-abused factory mainiainad venicie"...
"A% | undarstand this is & pan which mecely mtates. | helipva this ta heve bean a defactive part™.

*| have apant about $4000 In about & montha on Rams which | do not bafieve should have failed™ "In my opinlon Mercadas
should absarts thege cosia™.




Open Date: 01082004 089:55:24 Agant: Faul Renick Phone 8200 Note Type: RC

Service manager and spom reviewsd customar lattor during degler visit on 1/8/2004.

Custgmar has sirmedy been contactesd and advised that cost of front cover repalr will be reimbursed, howsver, no financlal
asglstanca will ba providad for half shaft repaics.

Customsar eatfsfied with offer. Dealer wil lasue reimbursemant. pwr




.:p- |
Customer Assistance Referral LGS

02/10/2004

CA Ref II:: 153000 Priors: No Date; 06/07/2002 Status: C1.8 Last Update: 06/18/2002

Tils:

phose: [ rosicenc
City: Houston > _ Corres ID:

Agent: Surya Boonphachmg Phone: 4661 OrigBy: P OrigCD: HO Reglon: & Market: 5

Service Retailer:75116 MERCEDES-BENZ OF HOUJ HOUSTON ™ Asslgn Agent: SOM - 30
Orig Retailer: 74312 LONG OF CHATTANOOGA CHATTANOOGA TN
Sell Retailer: 74212 LONG OF CHATTANOODGA CHATTANOQGA TN
Disp Amit: Corr Ped: N Mallgram Ssut: N \Grp. Fall Major Mizor Rax

DBAG YIN:; 2083701

i Model: CLK430C 1999 1010 2 |3 08
World VIN: WDBLJ70G3

Mileage: 46612 Engine Number: 11394330015614
Prod Date: 07/08/1998 Warranty Start Date: 19/02/1998
Cloae Agent; Frank Oseald ' Field Closing Date: 06/18/2002
Clozge With: O Cloae By: D Cloae How: P Owaer Batisfled: N

Invoelved Information

or. I o . [
Primary Realdsnce
Sacondary Rasidenca

Customer Assistance Referral — Full Notes

- Opan Dyte: 08/07/2002 1B:00:55 Agent: Surya Boconphadung Phons 4851 Note Type: PC
Primery Phone: 20818472288

Current Mileage: 46612

Warranty Start Date: 08/02/1958

Starmark Warranty: N/A

Previous CA Referrals:

Previous Summeary Notas:

Customar callad the CAC. Cusinmer claima that tha wahlcle axpeartanced nemencis difarent lssuss since ha purchesed H
In Sept of 1888 {customer allagas lasues with AG comprea=ar, angina pulley, aun roof, deshboand, eic). Customer clalma
that ha plckad up the vehicle from tha dealer for i's moat recant repairs last wesak. Custorner atates ha has no confidanca
that this vehicle will parfom rellably aftar mty parind I& over hag no confidenca in Ihe dealership's abity to repalr tha
vahicle.

Owner wants hia concems addressexd bafora the vehide goes out of warrandy.

Opsn Data: W1m 10:48:56 Agant Frank Oswald PFhone 6200 Note Type: RC

dealer callad customar, who Is not currently having a problem, Just felt he has had too many and ke now going out of
wamanty. Dealer offerad tech assistance only If there I8 another concem.




02/10/2804

Customer Assistance Referral ({i:7oh

':IJI I‘h-

CARef ID: 165124 Priors: No Open Date: 10/18/2003 Sitatms: CLS Last Update: 10/21/2003
.

s e
o -

City: Westiske Vilage CAIIEEGEG 2 corres o: 225082

Agent: Kathleen Durning Phome: 4433 OrigBy: M OrigCD: H0 Region: 3 Market: 5
Serviee Refaller:05752 SILVER STARA.G.LT THOUSAND QAK CA Assign Agent: SOM - 29
Orig Retaller; 05752 SILVER STAR A G.LT THOUSANDOAK CA
Sell Rotaller: 05752 SILVER STAR A G.LT THOUSAND OAK CA
Ddsp Amt; CorrFwd: Y  Mhallgram Bant: ¥ 'Grp Fail Major Minor Har

pBAG vIN;: 208465 1| EEGNG Model: CLK320A 1999 (0306 2 3 .09

Waerld VIN: wmams&zx_

Mileage: 49082 Engine Number: 1129403023441

Prod Date: 07/03/1998 Warranty Start Date: 09/14/1998
Close Ageat: Dan Berberian Fleld Closing Date: 10/21/2003
Close With: O ChseBy:D  ClseHow:V  Owner Batlsfled: Y

Involved Information

—w Vitage, cA I

Customer Assistance Referral - Full Notas

>

Opan Date: 10/16/2003 00:12:00 Agent: Kathleen Duming Phone 4633 Note Type: PC

Primary Phona: 81882395810
Currant Milsage: 45082
Wamanty Start Dain: 059/14/1588
Starmerk Yvamanty: N/A
Pravioua CA Rafamrala:

Pravious Summary Notes:
Rewd. Iettar from cusatorner on 10/ 7/03- Yetter dated 104135013,

Cuntomner atates that her 1990 CLK320 with 51K rmiles just required repairs to the crankshaft pulley & oll pan which cost
$2583.33. Customer is sesking reimburssment for this smount and statas that this vahicls has always been routinaly
mainiained In accordance to MBUSA recommendation at sither the Siiver Star Mercadsa-Eenz or Calabasas Motors,

Mr. Monltagnino statea that the sarvice advisor Informad har that there waa nothing they could do ragardingg thve cost that thia
vehicle ia just out of wamanty therefora her rasponakbiity.

cc: g. Bowne

Open Date: 10/21/2003 18:38:09 Agant Dan Barbaran Phone 6200 Nots Typs: RC

SPOM reviewed history with dealer and agreaed to provkie reimbursament to cllent to restore clients lost confidence in the
vehiclesa quality. No furthar sction wiss raguired.




02/10/2004

Customer Assistance Referral UUiFDENTIA

CA Ref ID: 152029 Prinrs: Na Open Date: 04/29/2002  Stams: CES Last Update: 05/25/2002

s [ e

Clty: Chillicothe oH - Corres ID:
Ageni: Foscph Burka Phone: 6249 Orig By: P Orlg CD: H0 Regioa: 4 Market: 4
Sarvice Retailer$2402 ED POTTER, INC. COLUMBUS OH
Orig Retaller: 62423 CROWN EURQCARS DUBLIN ORn
Sell Retaller: 62423 CROWN EUROCARS DUBLIN OH
Disp Ami: CorrFed: N  Mailgram Sent: N

Asgign Agent: SOM - 26

| Grp ! Fail : Major :Minor Rm
DBAG VIN: 1631721 AlIEIEGEGEGE Model: MLA30 '

1999 72;73- 3 3 109
World VIN: 4IGABT2E2X SN

Mileage: 54000 Engine Number: 1139421059706
Prod Date: 03/11/1999 Warranty Start Daie: 03/30/1999

Close Agest: Steve Neukam Fleld Closing Date: 05/252002
Close With: O Close By: D Cloze How: P Ovwner Saidisfled: Y

Involved Information

- Diver, Chilliecths, OH INNNEGNGN

Sacandmry
Smndmr Euimn

MHHW <

ammW Huldum
Sacondary Resldence

Customar Assistance Referral — Full Notas




Open Date: 04/28/2002 15:18:51 Agant: Joseph Burka Phons 8248 Note Typs: PC

Primary Fhane: 7407723652
Currant Milsage: 43191
Wasranty Start Date: 03/30/1989

Starmark Warranty: N/A ILHNCITI M
Pravious CA Refarmale: Eﬁﬁ* IB._IF.* ; L
Pravious Summary Notes:

Owner sapka MBUSA vchnicsl pesitanceireview for goodwil aeslstence. Owner fesls cwnerahlp
axparioncs has sxpectations, and quallly of vehicle/aervice history has been axiremaly poar. Cwner glaims vehicle

has bean to desler 3-4 times for central locking system problems (Jocks with intermitentty and Inacwertently Muctuata up and
down). This condition willl exiats and has not been resolved by daaler. Additanally, awner is haing quoted $1,600.00 far
post warranty repairs (altamator, bett lensioner, belt). Owner fesls, a3 & reault of poor experiance MBUSA should
participats towerds repalre. Cwner wishas to be contacied directly by MBUSA Fisld Rep.

Open Date: 0626/2002 Q7:43:00 Agent: Steve Neukam Phone 6200 Note Type: RC
Casa handied by SM who providaed customar with goodwill considaration. Customer happy. Case closed.




02/10/2004

£ty
i

Customer Assistance Referral COnminaiT,

CA Ref ID: 157470 Friors: No Open Date: 0140/200)  Statas: CLS Last Update: 01/20/2003

Address Title:
Phoxe Residence
City: Winterville ~ I oo

Agent: Ed Duffy OrigBy:E  OrigCD:HO Region: 2 Market: 1
Service Retaller:59218 LEITH, INC. RALEIGH NC Astign Agent: SOM - 21

Orig Retaller: 59218 LEITH, INC. RALEHGH NC

Sell Retailer: 59218 LEITH, INC. RALEIGH NC

Disp Amt: CorrFwd: N  Mallgram Seat: N Grp Fall Major Migor Ror
DBAG VIN: 1631721 Model: ML430 1999 03w 2 3 . 13
World VIN: AIGAB72E '
Mileage: 72000 Engine Number: 11394230032631

Prod Date: 11/05/1998 Warranty Start Date: 11/23/1998
Close Ageat:Ricc Bycrly Field Closing Date: 11/20/2003
Cloae With: D Close By: M Closs How: ' Ovwner Satisfled: N

Involved Information

Wintardlle, M
Rasid
Rasidence
Raaldence

Customer Assistance Referral — Full Notas




Open Date: 01082003 11:15:34 Agent: Ed Dufty Phons 8299 Note Typs: PC

Primary Phone: 2622583853
Cument Mlleege:; 53814

e CONFIERTH
Pravious CA Referrals: L
Pravious Bummary Notts:

Custormar sent s-mai to GM Mark Juron who transfarred it to GM Paul Juron st the CAC, sae below;

Mark Juron
010822003 10:15 AM

Tao: Paul Juron1 T1/DCAGDCK@EWK-COOP

Elb]bﬂ. ML430 crank cass

Paul,

Hare is & hat ane for you.....

Mr. Juron,

| was told | needed to contact you regarding an incldent with my 98 ML430,

Apparantly the HARMONIC BALAMNCER flesw off whils we wara traveling on the trea way at 8 high rate of spesd, neadiess to
say | had no power, brakes or steering......Wa took out 5 cars and era baing sued by some of the

occupants.

In talking w/ ths sarviea mgr. and reading diffarent MB fonemas Mercades has known abaut the weak crgnk wsus for come
fima. Thay am reluctant to issue a recall for soma reason. | plan to make this known (o the NCOWY, e it i a real safety
hazard and should be addrasasd.

Wa do not want another FIRESTONE.

The servica mgr. stated wa could get parta and lsbor covered "gaodwill”

warmanty .

The impariant thing I= for you to respond to ma wf whal actions we may take to avold a lawauil......{SAFEST S5UV ON THE
ROAD} DEFECTVE M-B part causas Majar plks up on freeway, 7 sariously Injurad.

Dua kg sck of Info writer a-malled custorner and requasting vin # below |s the raply from the customer;

Mr. Dufly,

First | would like o than qulick responsa In this matier.

The vin. # Is djgab72ei . Thae vehicla was towed ko Lalth Marcades In
Ralsigh, NC.

| had called MB custorner sarvica numercus times. They advised me ta call araa Rep. - i watn't until | read of numerous
othera on fhe mbworkd.com forum complaining about the same faully crank pulley, sven the tech at the desaler stated they
soa gpprox. 1 & mo, Apparentty It Is & problem Mercades la awara of, but has not addreassd fi via recalls,

In my opinlon it ie a fer more serious problem than a Firestane tre
biowing....at Ieast w/ & blow out you have soma contral of the vehicls. Thia
faulty part resultad In a intal loas of powse and condrol.

Iukyuu,mﬂdrwhhtuhmaymrwﬂauﬂlﬂdthwl'lﬂlmtrﬁ'
lenowing this'?

Tl srmn Beor e e miilvade o mellee




H I B PR EU YR U el T,

Writer contacted desler, spoke with Ray in servica - Ray suppkad the cwnar infa and atabed the vahicla hed been towad In
on 8302 for the harmonic belance fallure and that hia computer Indicated the customer pald for the repalr. Basad upon
customers ststemnants this s baing refarred o the field for review.

CONFIDENTIAL



Open Dats: 01/13/2003 18:51:33  Agent: Ed Duffy Phona 6286 Note Typa: PC

All the Information has been forwanded to our Regional Office far Review, you can be expecting contact scon. Our Fleld
Managars are curnantly in a National Masiing, It may take a few days. Plaase contact me if you have any questians.

Thank you

Sincersky
Ed Dufty

£ e CONFIDENTIAL

og
nu1f1ama 06:06 PM

EII:I To; Edward, Duffy@nhl.ma COmMm
00 e Mari.Juren

00 Subject Re; Pmdthmmmrﬂerﬂdn-Bln: UsA

Mr.Duffy,
| have suppliad you with tha Information yau requested. Wit shauld ny ne

stap be?
Thank you,

>From: <Edward. Duffy@mbusa.com>

*>To; <dequare28hotmall.com>

*CC: «Mark.Jurenidmbusa. conm

>Bubject Ra: Accldant Fraguay 7 / Marcades-Banz USA

>Data: Wed, B Jan 2003 180850 +0100
-

>Dear I

>
h;l'hlrﬂl you fgr your racent meassge to Paul Juron. Aftar review he asked that
>

»contact you for more detalled Information, Such as the vehicle
>dantification

=i, ths dealer otsnding to the vehida, ste.

>

= , | Gan be mached sither by e-mai § duffysgdmbusa.com or at
> 8372 x 6298 from 10 AM. io 6 P.M. EST.

>

»Thank you for your attention ta this requeet.
-

»Sincarety

-

>Ed Duffy

»Cusiomer Relations

>Mercedas-Benz USA, LLC

»
]

Add photes to your e-nall with MEN 8. Get 2 montha FREE".
hitp:ffioln. man oo fpage=featureaTeaturedemal




