MINUTES OF THE MEETING
BUSINESS AND INDUSTRY COMMITTEE
MONTANA STATE SENATE

March 2, 1983

The meeting of the Business and Industry Committee was called
to order by Chairman Allen Kolstad on March 2, 1983, at 10:15 a.m.,
in Room 404, State Capitol.

ROLL CALL: All members were present with the exception of Senator
Fuller who was excused.

CONSIDERATION OF HOUSE BILL 18: An act requiring a manufactuer to
honor the express warranty on a new motor vehicle; providing for
replacement of or refund for a new motor vehicle that does not

-conform to its warranty after a reasonable number »of attempts have

been made to conform the vehicle to its warranty; extending the
warranty period because of delays caused by disasters; allowing
other remedies; exempting a dealer from liability; and providing
an applicability date.

Representative Dan Harrington stated this is a necessary law that

can affect anyone who buys a new vehicle. The second largest purchase
is an automobile and this can amount to $10,000 or more. It is his
hope that in passing this bill we can enact a law to protect the
consumer. With the millions of autcmobiles sold each year, the
consumer has the right of satisfaction that House Bill 18 will give
them. Before the buyer can take advantage of the law, however, they
must meet criteria listed on page 2. The bill does provide redress

to the consumer but they must show that the car is a true lemon.
According to the FTC, car~related problems are the number one consumer
complaint nationwide. Currently, Connecticut and California are the
only states that have this law.

PROPONENTS TO HOUSE BILL 18: Arthur W. Schmidt stated he supports
this bill. His written testimony is attached to the minutes.
(Exhibit No. 1)

Anna Bloom told about buying a Suburu and found it had vapor locks.
She was told there was water in the gas. They made many trips to
have the car fixed. She complained that the car had no power. They
are retired and live on the budget. After they sold the Suburu they
bought a Chevy Citation. They were so frightened that it might be
another "lemon" they "got rooked" into getting insurance. She feels
we need this bill.

C. R. Taylor told about purchasing a truck in Denver. It had severe
vibrations and many other things wrong with it also. He took it back
to the dealer, they checked everything on the truck and it still
vibrated. They stated one way to cure it was to get rid of it or

put a set of Michelin tires on it. He felt it did not need new tires.
Upon moving to Helena they had it in the shop about 30 times. He tried
going to the zone representative; however, he never returned the calls.
After four phone calls he wrote a letter to the company with still no
results. The dealer wrote a letter to the Pontiac Company. He then
received an answer from the zone representative. They looked at the
truck and it still wasn't any better. He talked with the zone represen-
tative and he stated nothing else could be done. Finally, he contacted
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an attorney and they did some more work on it, but it still is not
working right. He took it to the shop of his choice and they stated

it was improperly manufactured. They now have a suit filed in Billings
which will be heard in August 1983. He feels we need this kind of bill.

Tina Longmire stated she supports this bill. Her written testimony
is attached to the minutes. (Exhibit No. 2)

Becky Schneckloth stated they purchased a 1982 Citation and paid
$13,000 for it. It goes into the shop tomorrow for the 10th time.
She does not think the bill goes far enough. There should be some
type of compensation.

Robert Anderson, Montana Public Interest Research Group, stated he
supports this bill. His written testimony is attached to the minutes.
(Exhibit No. 3)

Jerry Raunig, Montana Automobile Dealers Association, stated he took

a neutral position. He stated AUTOCAP was a program to handle consumer
complaints on both new and used cars. It was started in December 1982
and follows national standards and is the only consumer office which

is endorsed by the Consumer Affairs Division of the Department of
Commerce. He passed out a brochure to the committee entitled AUTOCAP.
(Exhibit No. 4) These are brochures which they give their customers.
When a consumer has a problem they call the AUTOCAP number. The
person who handles that telephone call tries to find out whether

they have talked to the dealer himself. If at that point they cannot
resolve the problem, the consumer is asked to send a written complaint
to them. AUTOCAP then sends it to the dealer principal and they have
ten (10) days in which to respond. If the complaint still cannot be
resolved it then goes to a panel. The panel is composed of six people,
3 dealers and 3 consumers. There is a Chairman who is a dealer and

he does not vote. The cases that go to the panel remain anonymous

so that they can make an unbiased decision. He feels the program is
working.

The following exhibits were turned in at the end of the meeting.
Exhibits 5 through 10.

There were no further proponents and no opponents.
QUESTIONS FROM THE COMMITTEE: Senator Gage asked if all the dealers

in Montana belong to AUTOCAP? Mr. Raunig stated all new car dealers
belong to the program.

Senator Severson questioned why the bill was amended. He wondered
why he took the dealer out of the bill. Frankly, the dealer is the
one who can deal with the company better than the consumer. Represen-
tative Harrington stated he does not want the dealer to replace the
automobile. He feels that is the manufacturers responsibility.

Senator Severson stated he has known times when dealerships have had
trouble with the factory. 1In your experience with AUTOCAP how much
help, if a dealer got to the point where he could not get the job
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done, have they been to get the manufacturer to resolve the problem?

Mr. Raunig stated they have not had serious problems yet. They have

had a couple of minor cases where the first contact was "I don't want

to do anything about it" but because of AUTOCAP the problem was resolved.

Senator Lee asked about recreational vehicles. Representative Harring-
ton stated he has no problems excluding motor homes from this bill.

Senator Christiaens asked while they are talking about a reasonable
number of attempts to repair, who makes that determination? Represen-
tative Harrington stated when they have exhausted all attempts they
reach a certain point and the law will come into effect.

Senator Christiaens asked then is the dealer involved in making that
decision or are you talking manufacturer? Mr. Raunig stated I think
according to the way this bill is written, the determination would
be made under section 7 of the bill on page 4.

Senator Gage asked in your research was your 1% just an arbitrary
figure? Mr. Anderson stated it was merely an example.

Senator Severson stated I can see where the dealership is not doing

the job but you could help put the pressure from the dealer to the
manufacturer. Mr. Raunig stated he agrees with the philosophy and it
is the same with AUTOCAP but they cannot do anything until they receive
a written complaint and documentation.

In closing, Representative Harrington stated 1 out of 1,000 automobiles
are lemons. He welcomes AUTOCAP and feels it will fall right in step
with this bill. This bill gives protection to the dealer on a highly
defective product and he goes along with any amendment as far as motor
homes are concerned.

The hearing was closed on House Bill 18.
ACTION ON HOUSE BILL 18: Senator Dover made the motion that we have

Staff Attorney, Greg Petesch, prepare the proper amendments to take
out motor homes. Senator Gage seconded the motion.

After further discussion, the Committee voted, by voice vote, 7-2,
with Senators Christiaens and Severson voting no, that the proposed
amendment to HOUSE BILL 18 BE ADOPTED.

Senator Dover made the motion that House Bill 18 As Amended Be
Concurred In. Senator Gage seconded the motion.

The Committee voted unanimously, by voice vote, that HOUSE BILL 18
AS AMENDED BE CONCURRED IN. Senator Christiaens will carry this bill
on the floor.

ADJOURN: There being no further business, the meeting adjourned at

11:45 a.m.
( ) P
ALLEN C. KOLSTAD, CHAIRMAN
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PRESIDENT

BUSINESS AND INDUSTRY

We, your committee on

having had under consideration HOUSE Bill No 18

HARRINGTON (CHRISTIAENS)

Respectfully report as follows: That HOUSL Bill No 18

be amended as follows:

l. Page 2, line 4.
Following: “sgstate.”

Insert: “The term does not include a motor home as defined in
61-1-130 - bt

AND AS AMENDED,
XXX BE CONCURRED IN

STATE PUB. CO. ALLEN C. KOLSTAD, Chairman.

Hetena, Mont,

i
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EXHIBIT NO. 1

‘ \ Butte,Montana
o . 2/19/1983
T T " LEMCN DODGE "

. To Whom It May Concern.,

Attached in numerical order photo copiea of correspondence between uthur mn. schm.idt,
phis Lttorney Larry Stimatz) and Chrysler Corporation on one(l) 1879 Dodge club Cab ¢ x 4
Aldls 200,831'191 No ‘W Z'IJ’F9C14£606 purchesed from Anaconda Chrysler on '7/17/ 79..

}.. Time or Purchase

. BiB NOTE called by Mrs Sullivan(Detroit Office)?/20/79,1.30p.M. Front Bearing
wheel raulty take to dealer to be fixed.,

. 2. I.ist to Anac0nda Chrysler of Fesults and requests for adjustments of Bame.,
3. thified Anaconda Chrysler 1/16/80 wanting service,told to bring truck in 1/24/80-,

» 5-13 .2129 Miles on truck,Motor rebuilt,ssme with transmission on order. # 01813
‘_where in truck was damaged and had to be repainted where demaged by Anaconda chrysler.,
: 3 L
o 4. Certined correspondence(to Anaconda Chrysler)4/21/80 job mot Satisfactory only o
to be told situation had to go to Chrysler Factory,nothing but stall on problan.. B

- G-B "Slip on 7/18/80 From Beaverton,all data on truck,filled out, retumed ,nothing. ,'

= o 7. COrrespondence(attorney Larry Stimatz)to Mr. Lee Iacoca president of Chryaler S |
Corporation on’ ‘truck as of 9/11/80., : -

Ehat 7..3. Note 1etter to Mr. D.B., Vial customer relations Beaverton,Oregon(by Attorney :
. Larry Stimatz on 9/11/80 that tranamission faulty with NOTICE here-with-in the atatues
,“‘e\'or Warranty., :

R 7-0. Responae by Chrysler Corporation to Attorney Larry Stimatz on 9/217/80 unable
‘to verify‘fact or .faulty tramsmission., : e

’ ‘7-D_ A.ttorney Larry Stimatz as per fects written me Arthur Schmidt..

7-3. ur. Stimatz letter to Mr. Vial(chrysler Ccorporation) their Mr. Groves could S
-+ £ind nothigg wrong and why not well kr. Groves refused to drive the truck personally, e
7 hed a mechanic drive seme,when questioned why so slow on shéfting said thats the way

. end I didn't know how to drive., :

~ "'(v':ont'd‘ a2




Butte,Montane
2/1s/1983

" LEMON DODGE "

: N [
TS e

‘ 1 Detmit Ghrysler office,P.R.Donavan as of October 16th,1980 would look 1nto
the aituation,would handle thair wey per correspondence Attorney Larry Stimatz., :

7-G. erespondence Mr. Vial to Laerry Stimatz reflecting that their peop].e -
" knew all and I,Arthur Sclmidt didn't know anything., v

: 8. chrysler Electronic Mail 5/18/81 A,.W.Veit kgr Customs Relations following
| their revien would notify me,now 2/18/83 still waiting for their response., =

B correspondence to factory on 12/28/1982 egein on Dodge never responded to.:ast., -

: 9"3' R“Pm“ from Chryslers Mr. 0,S. Hunt ignored facts and his of 1./13/83
- to bad frankly a letter with nothing it., 7

10. Another letter to Chrysler's Mr. 0.S, Eunt on truck with specific quostiona, K
: :lesue avoided and again a letter that said nothing., ‘ R

lO-B Mr. O.S. Hunte response 2/5/83 said nothing.,

NOTICR. .during this period of warranty the Anaconda Chrysler folded np and then y
: the chrysler operation in Butte,)ontana closed., NOT one time was ant mention':v '
issued as to maybe taking vehicle to some-one else., S

All. correspondence to Chrysler corporation was thru certified maile with return__
: receipts to ahow true facta and issues., _ :

&7 /w%/

~ Arthur Wm. Séhmidt =
917 Utah Ave L
Butte,Montana 59'701

N’ote;;;;; This Tmck uses about 1 qQuert of oil per 600 milee,right hand door
leaks water like there was no door there and all this end ebov
and ONLY about 16,000 miles in 4 Yeers., o
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nd. Mercury passenger-cars, light trucks
s manufactured for the 1966 through 1979 model‘

The: litigation involyes'the transmissions in nearly allA :
]

.;*’Ford s associate general counsel, John}
' p LR said in a. telephone intervi
wyers say documents obtained from Ford in the o
th: ong ago as the early 19703 the
1pany-wa awar of a defect in the transmissions of e
of’:cars_ and ght truc and could have

of ‘a woman: who, accordmg to: he plaintlffs
over by her car and killed Tb

when the car, whose eng

,reverse It lS beheved to:

At least ‘one ’ lawyer

- disclose’the amount 0 settlement

strapped mto'hxs car sea

transmxssnon jumped from

top

,_.mchne drlveway The "m: n

h
hlldr:n had. walked a few, feet. %
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On November 2, 1982, 1, Tina longmire, and my hushand, Richard,
bought a fully-equipped, Limited Edition, AMC Eagle. Ve drove
it off the showroom floor to the VA Credit Union at Fort
Harrison where we financed it. The drive was approximately 10
miles and upon completion of our business, a man met us 1/2
across the parking lot and informed us the car was leaking gas
under the front end. This was the beginning of our marathon

of problems with our brand new American made lemon.

-

In the past 120 days our car has been in for service on serious
mechanical defects one week plus out of every month and it is
scheduled to go in again this week to replace parts previously
ordered., It is also going in for a new protlem which has occurred,
leaking grease from the rear end. Within 90 days the water pump
was revlaced; the fuel canister had been replzced once but has had
tec be taken back to the shop within hours of supposed repair

as it was leaking gas at the rate of an 1/8 tank at a time. This
leaking was so severe that tne 6th cr 7th time)it was moved away

from the service building itself.

The moter continues tc miss desuite continuous servicing; it idles

d.
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gear iz reached, it pops up througn the casrburater anc slows aown.

Maximwr vassing gear on 2 hill 1s 35 mph. These protloms persist

as evidenced by service warranty work sheets.

Problem: unrelatzd to mechanical deficiencies such as wind noise,
air leaks, sguesks, rottles sare Lo pumerous te mention vat areg
supported by service werk sheets. They continue to rlapue us.

OQur MPG is 1/2 what i3 advertised.



The dealer is sorry, he'll continue to fix the protlems under
warranty, but he cannot take it back. That is the manufacturer's
option. For the dealer to take it back, it would Le a used car
and cost us a couple of thousand dollars, not to mention the taxes

we paid.

The factory representative has said they will replace every vart

on the car, if necessary, but will not replace it or buy it back.

A car warranty should not be impregnable. The manufacturer should
not be allcwed to hide benind their warranties when it is my family's
saiety and security that is on the highway. The fact of a warrenty
does not guarantee my life or anyone else's on the highway. At 55

milez per hour their warranty is worthless.

We no longer have faith in the car. UWe do not feel safe. Ve can't
afford to let it sit. Our investment in the American dream has
turned into a nightmare. We should not have to sacrifice our
future financiel security, or our daughter's tecause of costly
legal litigation to force the manufacturer into acceoting the

resyonsibility of a poorly built car.

7
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MONTANA PUBLIC INTEREST RESEARCH GROUP

729 KEITH AVENUE
MISSOULA, MT. 59801
(406) 721-6040

" TESTIMONY BEFORE THE BUSINESS AND INDUSTRY

COMMITTEE OF THE MONTANA STATE SENATE

IN SUPPORT OF HOUSE BILL #18

March 2, 1983

Good morning, Mr. Chairman and members of the committee. Thank you for the
opportunity to testify on behalf of House Bill #18, the so-called "Lemon Law".

My name is Robert S. Anderson. I am a student at the University of Mon~
tana and a staff pérson for the Montana Public Interest Research Group (MontPIRG),
Inc. MontPIRG is a non-profit, non-partisan organization funded and directed by
students at the University of Montana which performs research and advocates on
issues relating to consumer protection; the environment, governmental responsibility
and generalbsocial concern. MontPIRG's focus on consumer issues. includes the
operation of a "Consumer Hotline", investigations into common consumer problems
and an ongoing series of marketplace surveys.

| MontPIRG supports Representative Harrington's bill very strongly and I would
like to briefly outline for you the reasons why we consider House Bill #18 to be

an extremely important and timely piece of consumer protection legislation.

There is no question that defective automobiles constitute a consumer problem
of thé highest magnitutde in tﬁis country today. The Federal Trade Commission re-
cently reported that complaints about the purchase and repair of autos jumped from
fifth to first place in 1981. This is reflected by many state and federal con-
sumer groups, as well as the White House Office of Consumer Affairs, the national

Louis Harris poll and the U.S. Council of Better Business Bureaus.



This problem is enormous and destined to keep getting larger as more and more
cars are sold under conditions that prevent the buyer from returning to the manu-
facturer defective, unsafe autos.

In Montana alone, the lemon problem is substantial. The Montana Auto Dealers
Association reports that roughly 27,600 new cars were sold in this state in 1982.
If we estimate that as little as one percent of those suffered from "non-conformity"
as defined in this bill, then nearly 300 Montanans purchased defective autos last
year. At today's prices we are talking about more than one million dollars that
consumers of this state pay out every year for new automobiles that fail to satisfy
the express warranty of merchantability. And that number comes before the car be-
gins its trips back to the dealer, with all the expense, frustration and lost time
they can incur.

But the problem is not just one of consumers throwing huge portions of their
income away on a faulty, non-returnable product. Uqlike the defective toaster or
vacuum cleaner, the defective auto is much more than an annoyance. It is’'a safety
hazard and dangerous not only to its operator and passengers, but to everyoné else
on the road as well. Nor does this situation end with the car's first owner.

The lemon automobile is truly a gift that "keeps on giving". Today's new lemon
is tomorrow's clunker, as these cars pass from owner to owner, multiplying in num-

ber every year, racking up repair bills and endangering more and more people.

What can we do about them? Under the present statutes, very 1i;t1e. Although
Congress has paésed several lawg in the part decade aimed at assisting'consumers
plagued with defective cars, shoddy repair work or othér forms of automotive abuse,
none.has been at all effective in addressing the problem.of lemons. The Mag-
nuson Moss Warranty Act of 1975, for example, was. expected to‘sigﬁificantly reduce
the problems consumershad in‘replacing defective cars, but it contains a number of
serious loopholes. Specifically, the bill fails ro define what constitutes a

"reasonable number- of attempts' to fix the car. What is worse, its key lemon



provision, under which a defective car may be returned, is avoided by all auto
makers except AMC by their refusal to give a full warranty. As Michael Pertschuk,
former chairman of the Federal Trade Commission, puts it:

"Manufacturers offer warranties to assure consumers
that their cars are welldesigned and built. They
promise to remedy defects that become apparent in the
first part of the car's life. But too often these
assurances of quality are not met, and consumers suffer
the loss. Congress was aware of warranty performance
and Magnuson-Moss Act offers two possible remedies...
Unfortunately, in the case of autos, it now appears
that these remedies are neither solving the problems
nor lessening their severity."

The lemon owner is stuck. Faced with a mountain of payments that have just
begun and a new car in constant need of attention at the dealership, the lemon
owner usuallyAeither gives up in despair:

"I've taken the car back there so many times al-
ready, and the problem is just as bad as when it
first began. I've just stopped going. And let's
face it -- 1 am a single female. They just treat
me like a nuisance.”

=Janet Maulolo
Montana Lemon Owner

or initiates an often lengthy, always costly legal battle which rarely achieves
the desired result:
"I have never seen one of these (lemon) cases

successfully resolved. The consumer is simply
outgunned."
~William Morse
Montana Attorney who has handled
several lemon cases

CONCLUSION

House Bill #18 puts defective toasters and defective cars on equal footing by
allowing the latter to be returned or replaced. It will provide the person who
buys a lemon in Montana with a badly needed tool for deaiing successfully with the
car's manufacturer. The bill applies to all new cars, not just those with a full
&arranty. It clearly defines a 'reasonable number of attempts' to repair the

'

car, and it limits applicable defect to those which impair the 'use, market value

or safety" of the car. House Bill #18, unlike presently operating complaint panels



such as Automobile Consumer Assistance Panel, or AutoCAP, enables the car buyer to

deal ultimately with the car's manufacturer, not just the dealer. This makes

sense because it is the manufacturer who must bear the responsibility for how a
product 1s made, and the cost of repiacing it, if necessary.

It should be stressed that this Lemon Law (and‘those like it which have been
passed in Connecticut and California) is not an attack on the auto industry. It
simply provides for thé fact that, in a mechanized process such as automobile
production, quality contrél measures notwithstanding, a few 'lemon'" units are bound
to get trhough, and the the consumer should be protected against having to foot
the bill for these. Indeed, the bill contains some hidden benefits for the
auto industry, as recognized by dealers in California after the bill was passed
there. As Jerry Burdett, general sales manager for San Diego Volvo told the San
Diego Union, "...if the consumers feel they are protected, that's got to be good

for business." Also, ISUZU, the Japanese truck manufacturer, took out a full-

page ad in the Los.Angeles Times praising the new law and encouraging other

states to adopt similar legislation.

The Lemon Law will strengthen the posiﬁion of the car buyer who is forced
to play the game when a manufacturer or its agént refuses to acknowledge defects
or requests endless opportunities to fix them. It will help restore the confi-
dence of the American working public in our automobile industry and hopefully,
see the industry restored to its former stature. It wili improve the automobile
manufacturer's quality contrdél. It will improve the repair service by dealers.
It will reduce the inconveniencé, the expense, the frustration, the fear and the
emotional trauma that lemon owners commonly endqre; and it will provide a clear
standard which will give the consumers an effective, reasonable and meaningful
remedy which will, in turn ultimatley reduce ¢osts and delays of litigation.

Right now, the cards are stacked against the American consumer. There are
no practical, economic, legal or procedural solutions available. The finanacial

and emotional "squeeze" of a lemon car must be put on the manufacturer, where it

halonce
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CAR DEALERS’ VIEW

Lemon Law’ "

- Seen Sales Aid. .

- By SUZANNECHONEY . -

. SatWor,TeScaliesolnon = | -

' Some local car dealers said yesterday the “lemon law” .

- -passed by the Legislature this week may help restore -
sagging car sales and consumer confidence in the auto ~

industry. - . o e
“It may cost some dealers more money, but let's face -

- -1t the public has a fear of auto dealers as it is,” said Jerry.

- Burdett, general sales manager for San Diego Volvo."
" “Now if consumers feel they are protected, that's got to
be good for business.” : Ty ;-

. “Pm fairly sympathetic” said a spokesman for Bob ';
" . Lewis Volkswagers, “I was a consumer before I was in

- the auto business, and I know kow frustrating it can be” to
. deal with-a problemcar, =~ °~. - . . 7 =
* *It’s a fair deal for the consumers and for the dealers,”
- said Jack Olson, ganeral manager of Earlotf BMW-Chev-
rolet in Encinitas, “Dealers need as much protection as
consumers. There nésds-to beé guidelines as to what-a
lemon is, and this Iaw will belp provide that”" -~ -.
- The measure, AB 1787, by Assemblywoman Sally
Tanger, D-El Monte, was approved by the Legislature
. Thursday, and is awaiting Gov. Brown's signature-1f
signed into law, it would take effect Jan. 1,1983, . -~
" -7 Under the law, dutornakers would be .required to re-
. place new cars or trucks designated as Jemons, or reim-

burse the buyers, - - Lt
* " A “lemon” would be a new’ vehicle that continues to -
maliunction afler four repalr attempts have been made, .
or be out of service for more than 30 days. Both provi-..
sions apply only in the first year or 12,000 miles. .

If repair efforts fail to satisfy the customer, the next ":
step would be an arbitration process offered by the manu- ,
facturer. . ~ e
- The auto industry nitially objected to the bill because
it failed to spacify what was considered a major or minor
defect in making the car a lemon. The bill was amended
to provide that the problem had to be a “non-conformity,”
one which “impairs the use, value or safety of the vehi-
cle,” sald Jay De Furia, an aide to Tanner, T

A broken radio or cigarette lighter would not qualify.
the car as a lemon, according to the bill, but a car window
that did not roll up “could be considered an impairment
of thevalueof the car,” De Furiasaid. = .- o .0 oo

-"*There are no lemons; there are bad mechanics,” said
Olson. “The law will give the dealer acd the manufactur-
er a chance to repair the car without baving to give the
customer a new car. Anything can be repaired on a new
car” , . - .

Some car dealers, like Larry Salus of Drew Ford, ba

Lieve the law will only “add to the cost of buying a car,”

and is “uanecessary.” ..
“There's never been a time when dealers dida't want to.
see custorners happy,” besaid. .. .
Rosemary Shakan-Dunlap, who helpad organize Motor

- Voters In San Diego after her own probléms with a car

dealership, and testified on behalf of the lemon law sever-

al times, said the bill is “fair and reasonable.” )
The rext step, she said, will be educating consumers

and attorneys about the bill, and working for the passage

of a similar Jaw for used cars, although she was lass.
- optimistic about its chances of success. .
The House of Representatives last month overturced a

Federal Trade Commission rule that would have required

auto dealers to disclose known defects in their used cars. -

D= Furia said a state bill that would have provided

_ protection to the used car buyer “went down in flames”

two years ago. He added that Tanner is not sure whether
she will pursue the issue with another bill.

- &
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March 2, 1983, EXHIBIT NO. 5

STATEMENT OF STEVEN E. SLAGLE
IN FAVOR OF HOUSE BILL 18

In considering the manner in which to relay my message,
I concluded that perhaps it could best be conveyed by recapping
the events which led to my presence here today.

The primary problems encountered have been the inability
to get repairs made, the car being held in the shop for extensive
periods of time, and the absence of response from the dealers,
the manufacturer and an organized liaison group.

4-27-82 Wife took care to shop -
Essentially nothing done except notice that parts
would have to be ordered.

7-12-82 - Took day off work to take car to shop. Arrived
approximately 8:30 a.m. - went to shopping center
to kill time - Returned to shop about 11:30 a.m. - car
had not been moved - car finally taken to alignment
shop about noon - care returned and broken emblem
glued, speedometer cable lubed and new control unit
for seat belt warning installed. Discovered that
parts that were to be ordered on 4-27-82 were never
even ordered. Appointment made to bring car back
on 7-27-82. '

7-27-82 Took care to shop - arrived approximately 8:30 a.m.
Left car at shop - was to be notified when car was
repaired - Having heard nothing, I called shop on
8-2-82 as I had plans to leave for vacation on
8-6-82 - I was told that car was not ready, but was
near completion (parts were not in but would be
soon). I called again on 8-3-82 and was told that
car was not complete because they had cars ahead
of mine. (Appointment was made on 7-12-82 and shop
had had car for 7 days at that time) - that message
prompted me to call the AMC Zone Office in Denver - only
response was that they would check into the matter
and get back to me - I have not heard from them - Finally
was able to pick up the car on 8-6-82 after talking
with the V.P. of the dealership (from whom I purchased
the car) - Found that real problem was that wrong
parts were ordered -- Discovered after leaving shop
that brake caliper was dragging (while in shop,
speedometer cable was replaced, ripped seat was
repaired, and new bearings were installed, rear
differential (one bad bearing race found but not
source of noise).



8-20-82

9-7-82

9-21-82

10-20-82

11-9-82

11-30-82

Approx;
11-14-82

Returned car to shop for repair of same defects that

had been reported on previous visits - left car to

be repaired - was to be informed when car was ready - had
heard nothing by 9-7-82 so called shop to check on

status - was informed that car had been "ready" for

over a week but that problems could not be located - sug-

~gested I drive car until it broke and then problems

could be located - I refused to accept this solution
and made arrangements to take car to another shop - car
was transferred to another shop on 9-8-82.

Sent letter to AMC Owner Relations Department in
Detroit. :

Received cal from AMC Owner Relations Department - was
told that they would "follow up" and report back
to me by 9-28-82 - Have not heard from them.

Retrieved car from shop (after 61 consecutive days
in two shops - new bearings had been installed in
transfer case (one bad bearing found), new flywheel
had been installed, and missing motor mount bolts
were finally installed - noise and vibration still
existed. Discussed problems with AMC District
Service Representative (who was at dealership at
the time). He agreed to personally search for
source of problems in Helena on 11-9-82.

Car taken to shop in Helena where District Service
Representative inspected car and personally supervised
installation of re-~designed brake drums (source of
vibration in brakes) - District Representative's
diagnosis of howl in driveline was bearings in

transfer case (which had already been replaced) - Reply
was that AMC did not want to spend that kind of

money. Arrangements were made to return car to shop

on 11-30-82 for repairs.

Car returned to shop and left for repairs - while
in shop it was decided that source of noise was
front differential bearings in front differential
were replaced - It was also discovered that rear
driveshaft had been installed with u-joints out
of place - noise and engine vibration persist.

Wife hears part of story on radio about an arbitration
board to deal with problems with new cars and calls
Montana Department of Consumer Affairs seeking

more information - is referred to AUTOCAP.



Approx.
1-3-83

Approx.
1-10-83

1-17-83

Contacted owner of dealership in Helena - was informed
he would follow-up and get back to me - no response
to date.

Heard story on radio about a bill introduced in
Legislature that dealt with type of problem I
was having, '

Contacted Representative Harrington's office and was
asked to testify at hearing.

Expenses incurred in futal attempts to obtain repair
of defects on this car are now approaching $1,000,
including six days lost work time, over 1000 miles
drive, 14 telephone calls, and approximately 100
extra gallons of gasoline (because of having to drive
my truck to work). These expenses do not include
cost of such items as insurance, taxes, license, and
interest inclured. while the car is in the shop and
not available for use. I have discovered that part
of the long time required for repairs stems from
AMC's very poor. parts distribution system wherein

an inadequate stock is maintained by the dealers (at
least some) and when parts are ordered, it takes

from two to four weeks for delivery. It also appears
that AMC has no incentive to follow-up on complaints
and to return contacts as is often promised. It

is my opinion that I have afforded AMC every opportunity
to carry out their obligation to honor the warranty
and they have failed to do so. I also feel that I
have exhausted practically every avenue of recourse
short of litigation. I, therefore, believe that
there is a definite need for the legislation that

is being discussed today.



DEFECTS NOT REPAIRED
(as of 1-18-83)

DATE REPORTED

Howl in drivetrain 4-27~82
Vibration in engine ' 7-11-82
Pulsating and resonating rumble 7-12-82
Squawking and popping in front suspension 4-27-82
Fender flare warped 7-12-82
Rattle in steering column 7-12-82
Lower radiator hose rubbing on x-member 7-12-82
Chatter in shifter 9-8-82

Noisy valve train 7-12-82
Brake caliper rubbing 8-20-82
Misalignment of doors 7-12-82

Missing warranty card 7-12-82



DEFECTS REPAIRED
(as of 1-8-83)

Date Reported

Date Repaired

Vibrating speedometer needle 4-27~82
Ripped seat before purch.
Missing motor mount bolts 4-27-82
Broken emblem 7-12-82
Vibration in Brakes 7-12-82
Broken tilt-wheel release lever 7-12-82
Seat belt buzzer and light 4-27-82
Front end alignment 7-12-82
Consistent low water-level in 7-12-82
radiator

Leaking pinionAand transfer case 7-12-82
seals

DEFECTS NOT REPORTED

(as of 1-8-83)

Broken spring in drivers seat
Noisy alternator bearings
Bad shock absorbers (front)

Choke adjustment

8-6-82
8-6-82
10-20-82
7-12-82
12-2-82
Received part
9-8-82
7-12-82
7-12-82

Received part
7-12-82

7-12-82



DATE TO SHOP

NUMBER OF DAYS IN SHOP

DATE RETURNED

4-27-82
7-12-82
7-27-82
8-20-82
9-8-82

11-9-82

11-30-82

4-27-82
7-12-82
8-6-82
9-8-82
10-20-82
11-9-82
12-2-82

TOTAL DAYS IN SHOP

" LOCATION

Butte

Butte

Butte

Butte

Bozeman

Helena

Helena

" DAYS IN SHOP

1
1
11
20
41
1

3

78

MILEAGE

4601
9279
9862
13337

13490



4-21-82
6-15-82
7-6-82
8-2-82
8-2-82
8-3-82
8-3-82
8-16-82
9-7-82
9-7-82
9-8-82
10-11-82
10-19-82

10-21-82

4:07
4:09
4:13
2:23

4:00

4:06
9:07
9:18
3:36

4:28

-y P W oW ™M WM oW W oW

)

TELEPHONE CALLS

Butte, MT
Butte, MT
Butte, MT
Butte, MT
Butte, MT
Butte, MT
Aurora, CO
Butte, MT
Butte, MT
Bozeman, MT
Butte, MT
Bozeman, MT
MT

Bozeman,

Aurora, CO

494-7874
494-7874
494-7874
494-7874
494-7874
494-7874
373-5800
494-7874
494-7874
587-5127
494-7874
587-5127
587-5127

373-5800

Five Minutes

Eight Minutes

Six

Four Minutes
Three Minutes

Four Minutes

Six
Two
One
One
Ten
Two
Two

Two

Minutes

Minutes
Minutes
Minute

Minute

Minutes
Minutes
Minutes

Minutes

$1.31
2.00
1.54
1.08
.85
1.08
2.77
.62
.39
. .45

2.46
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: STATEMENT IN FAVOR OF HOUSE BILL 18
- by VICKIE KROLL

On December 1, 1979, I bought a 1979 Fiat Strada from Personal Pontiac,
(see contract) who has since gone out of business. Soon afterwards, the
“&*,r problems started. The following are the problems and complaints I had:

- The first week after getting the car the heater fan wouldn't work. I took
W the car to the garage and they told my daughter (who had plcked up the car
for me) that they had fixed it but they hadn't. This was in the middle of
winter so I had to do without a heater for 2 1/2 months because they didn't
s have the parts. 1 told Bob Cowan (Service Manager) that I was going out of
the state and the weather was below zero so he said to bring it back and he
would cross the wires so that I would have heat. He did and I drove the
;-car for a couple of months like that until he got the parts.

A few days later my car started to steam and over heat. I took it to Per-

sonal Pontiac and after Bob Cowan had looked at it he said the radiator was
wpractically dry. He put in a gallon of Prestone but it still smelled and

kept on leaking. The leak stopped after a few days--it must have sealed.

I ordered a radio to be installed in my car at the time of purchase and
Personal Pontiac subcontracted with Opera House of Helena to install it.
- They worked on the car and, in the process, scratched up the dash, discon-

: nected the dash lights, heater light and warning buzzer and the fan to the
*™heater. I was promised the car at 5 p.m. but the manager called and said it
wouldn't be ready until 10 p.m. After starting the car and letting it run

© for awhile, I went back into the store and told the manager that I didn't
whave any heat or dash lights. The service person came out and checked the
fuses and said that they seemed to be in order but didn't make any effort to
Y anything else. I had to drive home in sub-zero weather again without any
_#Bat. The next day I took the car up to Personal Pontiac and they installed
the radio and said that Opera House didn't have the wiring diagram and didn't
. know how to rewire it so I wouldn't be without heat and dash lights. Neither
; did they know how to wire them back like they were originally so that I would
*have heat and dash lights.

. Then the car started to jerk along and die after it had been started and run

wfor a short distance, then stopped and ruan again. I have been involved in
two minor accidents because of this mechanical defect. Mr. Cowan said that

: this was a defect in all of the Fiat cars and thought it was the carburetor

and that the Fiat Company would have it corrected in the Spring. On February

14, 1980, I wrote a letter to Fiat Motors of North America Inc., Compton,

~ CA (see attached) stating the problems that I had to date but I never did

. receive an answer from them.

-
On February 2, 1980, I called Bob Cowan and told him I couldn't start my car

. and asked if he would come out and see what the problem was. He came ﬁlve

@miles out in the valley with a wrecker and charged me $40 for the service to
tow my car into the garage to replace the spark plugs. He said that I would
have to pay for the wrecker myself as it was my fault that it flooded and
the plugs were soaked. Later he admitted that the choke was sticking and
floodlng the car, although he never offered to refund the wrecker fee.

-~

i+ I took the car in for the 1,500 mile customer service check and they ended

w'n charging me when the service was supposed to be free minus the materials.
ey ended up giving me a refund. While the car was there they fixed the

: grinding noise in the steering wheel but put the wheel back on croqked so

«the spokes were going sideways. They also did away with my turn signals at
" the same time. I had to take the car back the next day to be fixed. When
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%] took the car back I noticed when I put on the brakes or the turn signals,
the clock would blink on and off. I told the mechanic that there must be a
- short somewhere because when I opened the door and touched the metal part of

uafe door I would get a shock. The speedometer and odometer didn't work either.

. The first part of January I received a letter on a recall regarding the rear
tail lights. I asked them if they could fix this and they said they didn't
ﬁhave the parts yet but they were fixed February 12, 1980.

- I also had a rattle under the hood of the car where the spare tire is kept

*und told them about this. They stuck a piece of rough split wood in between
the tire and the tire holder. Whatever was wrong and making the rattle still

. is. The gear shift cover was broken and wouldn't stay over the gear shift

woPening so Personal Pontiac put a screw in the cover on the passenger side of
the gear shift casing to hold the top on.

About this time I wrote a letter to Fiat Motors of North America Inc. in
‘Montvale, New Jersey and sent a copy of the letter to the Department of Trans-
portation. Neither one bothered to answer me.

win March I wrote a letter to the Fiat Motors of North America Inc. in Cypress,
CA to see if I could get an answer to my letter with a list of my complaints.
- I did receive an answer to the effect, "On your behalf we have forwarded your
wcomplaint to your servicing dealer. You should be contacted within two weeks
(which I never was) in order to resolve the problems you are currently exper-
. lencing. Our field personnel are available to assist the dealer technically
in the repair of your car, at his request. If you have not been contacted
within two weeks, please contact Lyle A. Massaro at Personal Pontiac, Helena,
M™ and advise him of the situation. (This had been brought to Lyle Massaro's
¢ wstention many times.) We thank you for bringing this to our attention.
w’lease be assured of our concern." I was never contacted by anyone from Fiat
Motors or Personal Pontiac. :

wPril: I took the car up to have the heater fan fixed. They fixed the fan

but shorted out the horn and dimmer switch which caused an electrical fire,
. 32s the knob to the dimmer switch had been burned and a part of the dash was
;fcorched. They offered no apology for the damage.

April 15, 1980: The sending unit to the blinkers and horn needed to be re-
olaced and the horn connector unit in the column was broken off and had to be
wOrdered. ’

~ipril 18, 1980, Friday: I took the car in again to have the back-up lights

;fixed as they stayed on continuously. Lyle Massaro said I could wait for

the car as it would just take a few minutes, so I went to a cafe nearby and
had coffee. When I returned in thirty minutes my car wasn't fixed so I

* talked to Lyle Massaro for an hour while they worked on it. Finally Bob Cowan
®tame out and said he would have to keep the car overnight, so one of the help
drove me home and Mr. Massaro told me to call the next morning at 1l a.m. to

- see if the car had been repaired. April 19, Saturday, I called and Lyle said

w30b Cowan had all the wires torn out of the car and I would have to wait until
Monday. I told him I had to have a car because I had to take my dad to the

. 1ospital by 6:30 a.m. for an operation. He said he was sorry but didnft have

;any loaner cars as he only had three and one was loaned to his mother-in-law.
~ 2n he asked me to ask my daughter if I could borrow one of her cars. I

Hfhn't get my car back until Monday afternoon, April 21, 1980.
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& April 25, 1980 I went to town and parked. Whén I came out ten minutes later,
the car wouldn't start. I called Mr. Massaro. He was out so I asked for Bol:
Cowan and he was also gone and Fred Leidle, the mechanic, said he didn't know
« 'hat was causing the problem and for me to call back in 15 minutes when there
%would be someone there. Finally in about 45 minutes Mr. Cowan showed up and
~he had to jump the car to get it started. He said I shouldn't have been
- driving the car such a short distance in town as that is what ran the battery
*down. I had just come from my home which is six miles out in the valley and
the drug store was my first stop.

hJuné'IB, 1980, there was a factory recall on the sway bar.

. June 14, 1980, rain came in the hatchback and soaked my tools and clothes
while I was in California. A part fell on the floor from the heater vent.
I took it to the garage and they said they didn't know what it was but that it
didn't belong on a Fiat.

wJune 16, 1980, I turned on the air conditioner and smoke came pouring out of

the instrument panel. It burned the dimmer switch on the dash and scared me
: because I thought the whole car was going up in smoke. This is the second
wtime this has happened.

. September 3, 1980, I took the car to Great Falls as there is no longer a

: Jealer in Helena. First I went to an auto parts store in Helena to get a part
®tor the battery light as it was on all the time, and one of the belts had
broken. The fellow at the parts store said it was the drive chain and not to
“drive it any more until it was fixed, so I got a trailer and had my son-in-law

wcow the car to Great Falls and back. We got to the Fiat dealer and the mechanic
said it was just the alternator belt so he gave me one and we came back to

- lena. He didn't even offer to fix it. The:trip cost $35 in gas and oil
h;ﬂ%tmy.son-inilaw's pickup besides our time.

.September 26, 1980, I took the car to Prospector Chevrolet because the battery
tjouldn't hold a charge. The mechanic tightened the alternator belt and put
*Belt dressing on it for a charge of $23. The fellow in Great Falls at the

Fiat dealer had given me the wrong size belt and it couldn't be tightened up.

wctober 3, 1980, Friday, after not having driven the car since Wednesday
evening, I want out to start the car and the battery was dead so I called

. ue Massaro who works for Prospector Chevrolet and she said they did all they
wOuld with the car and suggested that I take the car to Great Falls or Butte
so I could have it worked on under warranty. According to everyone at the
~arage I have all kinds of time to run back and forth to Great Falls.

- rospector Chevrolet should have known that the belt was too big and couldn't
We tightened up. I was without a car from October 3 until I could get to
Great Falls to have it repaired. I asked Sue Massaro if she could get my car
. n on that Friday but she said it would be next week before they could do it.
-

October 9, 1980, I took the car to Al Bengtson who was the mechanic at the
"elena Pontiac dealer. He said it had the wrong alternator belt on it and
;Puldn't be tightened so he put on a new belt. The car was missing so he put
in a new spark plug which replaced one that had cracked porcelain. The cost
was $15.10 o

%"order-tO‘rid myself of the problems,»I took the car to Great Falls, City
Mweors and traded it for a Chevrolet Citation.. Later the fellow who bought

. y.car called to check on its performance, and I told him.  He said‘he.w;shed
‘w2 ‘had called me before he bought it. I sent him the letters and bills on
the car and he said he was going to follow up on it.

BT A
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To Whom IT May Concern, } February 12,1983

The following is my disposition on two cars I have owned in the last
(3) three years; 1. 1980 Buick Skylark Limited and 2. 1981 Renault 181,
Both cars were purchased as new models with full warranties. I have had
troubles with both cars and not much help from the Dealers.

Listed below are the problems I've had with my cars:

1980 Buick Skylark Limited: (Purchased in Billings from Selover Buick)

ITEM PROBLEM DESPOSIT ION

1. Transmission-Burnt up in 14 days It took 24 weeks to repair

2. Window-fell down Fixed but they cracked the door
panel.

3. Door Panel-split I had the car in for separate

days to fix, They either order
wrong or didn't have the time

to fix
L. Water Pump-Bearing Failure Cost $75.00, Dealer split cost.
‘ Warranty had expired 2 months ago.
5. Fuel Pump- Seal Ruptured Cost $88.00
6, Battery-Dead Cell Cost $37.00, Pro-Rated:warranty.
7. Speedameter-Loud Squeal Cost SM.OO to repair in Helena

at a Buick Dealer, drove 60 miles
and it returned. I spent 4O minutes
and repaired it myself.

8. Front Axle-Bearing Out Would have cost $375.00, Traded

: for Renault,

The maintenence repair for the most part was satisfactory, but the
salesman had made promises that he never came through with, I had owned this
car (14) One and a Half years.

Since

-— : N . - . » b 7
0 Lot &
Ed Apisto



198]_Renault 181 Deluxe:(Purchased in Butte at Lyon's Motors)

Before buying we were told Lyon's stocked Renault parts or it would
only be 2 day delivery. Alternator was 4 days, any other and all the rest
have taken up to 6 weeks, I needed extra leg room-No problem, they could
move the seat back, They moved it % inch., I said I needed more, but
they wouldn't do anymore for my comfort, I drive 2400-3000 miles/month,

A bike rack was promised in the deal, but after we bought the car we
were told it was discontinued. They order a luggage rack and would mount
a bike rack on it. They were to busy to installed and said I could do it.
After I installed the luggage rack I found outthe bike rack was too small
to fit. They sent me to a Pacific Hide and Fur for the tubing to manufact-
ure myself, .- '

I have taken it in because of a miss in the timing. I have lad it in
over 8(eight) times and it still is missing. I have been given the excuss
from plugs,timiking off,fuel injectors,valves,gas bad, etc. Once they
kept it in the shop for b weeks and when they finished it still missed.

And every time the mechanic admited it did miss bad, They have tried to fix
by turning up the idle to replacing the injectors.

. The Oxygen sensors have been replaced,Fuel injectors, Fuel sensor,
and the plug wires have been replaced.

The Hazard lights when on would turn on the radio. I had this fixed
and then the radio would not come on on accessory., It took two more tries
to remedy this problem and finally did(I took it to another Renault dealer).

The air-conditioning caught fire, that took three weeks to fix., Before
it had caught fire I complained that it made a loud buzzing noise, I was
told this was nommal.

The heater cable broke and was replaced,

The battery indicator light has been on since mid-October. They told
me the battery wam fine but they would find out what was causing it and fix
it. After stopping in several times to see if they had an answer they
said they would let me know when they found out. On February 05,1983
my car went dead., They jump started it and it was in the shop 5 days,work-
ing days. The regulator was bad, but the light is still on. They can't
figure it out. I have it back but who knows what will go wrong with it
next and what excuss will I get this time,

Several times this surmer(1982) I wanted to trade it off. The sales-
man told me Pat Lyon didn't want it back. The best offer I had from them
was 4000.00dollars against a new car. I am still trying to trade but the
best they offer is $5000.00. I will probaply won't trade with them, but I'M tired
of them saying that I have a LEMON and make it sound like I did it.

Butte is limited to the car dealers it has and this is why we still
deal with Lyon's Motors., We want to support the local economy and most
important have local service. -

Sincerly,
“ .

RN
Ed Aristo



STATEMENT IN FAVOR OF HOUSE BILL 18

by Don Miller

Just to show you what a dealer can or cannot do, I refer to two
past experiences I had.

In 1964, I purchased a new GMC pickup with a V6 engine from Lang
of Three Forks. During warm to hot weather I couldn't wish for

a better performing vehicle. But when the temperature dropped

to near freezing, the carburetor froze up inside the throat and
the intake manifold. I took this back to the dealer repeatedly
and seemingly "Nothing could be done" to overcome this condition.
After several calls he told me "Guess you're just going to have

to drive it during the summer and park it all winter long, ain't
you?" I was virtually a kid, but not without determination. I
went to the dealer in Bozeman, then Robert Dye and was told to
take my troubles elsewhere. Finally, going to Beach, North
Dakota, I was told this was not uncommon in that vehicle and that
it could be fixed-but at my expense since the warranty period had
expired. They told me, or rather gave me the name and address of
the field man out of Minneapolis, Minnesota. I called him and he
had me bring this unit into Bozeman on a specific day. He stripped
the entire top of that motor, replacing the intake manifold, car-
buretor and exhaust manifold. During this operation he told me
that even a tiny molding roughness inside either manifold, usually
in the intake manifold, could and would create a deflection of air
passage that caused such conditions in some motors. He told me it
was impossible to point to any one spot that was the cause, but
it was undoubtedly there. He also told me both dealers were more
than well aware of this condition and should have made proper
replacement of all parts immediately. He further added that many
dealers won't make such replacement until or unless the vehicle

is out of warranty because warranty work is not as profitable as
being able to charge the customer. I drive this vehicle over
100,000 miles and it performed beautifully and was, in fact, one
of the best vehicles I have ever owned. I later received a copy
of the letter he sent to both dealers. Had I not gone to the very
top, I would have been stuck for a huge repair bill, an out and
out swindle.

The second situation dealt with the pickup I am now driving; a

1970 GMC. For the first 10,000 miles this vehicle spent more time
in the shop than on the road. Within a hundred miles the trans-
mission locked in fourth gear. It was a fourspeed. I had it
shoved into Bozeman and Dye's where I bought it. I was literally
insulted by everyone concerned. Come to find out, this was charac-
teristic of that particular model's transmission and that the
Company had issued notice to change this transmission to a different
one before this series pickup was to even leave the dealership
location. When this change was completed, I was told, and I am
quoting, "Now get this the hell out of here and don't come back!"



Statement
Don Miller
Page Two

I did come back when the motor began acting up. After several
attempts I was about to give up when I stopped at Ray Brence's
service station in Helena for gas and told him of my problems.

He looked at me as if--I really don't know how to explain what

his expression was; one of shock, I guess. Then he told me,

"That is so simple to fix. I could fix it in ten minutes if
you've got the time right now. If you don't, you're going to

burn the valve up." It cost me five bucks and maybe fifteen
minutes. The five bucks included the part, too. It was plain

to me what Dye was striving for. A nice sized repair bill for
"Doing a valve job" on a vehicle that was deliberately left go

so that could and would happen. I immediately notified the main
office of this dealer's negligence and ill treatment of customers.
Within a matter of days, the rear end went out. Again, I was
virtually condemed. I personally pulled the plug in the rearend
and it was as dry as dry as dry could be. During the servicing

of this vehicle at its 1,000 mile check, they drained the rearend
and forgot to fill it. The shop foreman even accused me of having
drained it until I handed him a knuckle sandwich and then, on
their phone, called the head office in Minneapolis. After explain-
ing what had transpired, they had Dye put on the phone--I was to
listen in. He was told in no short terms that this vehicle was

to be operating in peak performance within the week or all hell
was going to break loose in Bozeman. It was, and today I have
right on 130,000 miles on this vehicle and so far, it has not been
touched as far as repairs are concerned.

I only hope you and your aides don't buy this line that Jerry
Raunig is peddling. Every dealer knows what the company policy

is, but damn few abide by those regulations unless and until the
pressure is and has been applied at the top level. And, the reason
is so obvious. Under warranty, a dealer is not paid list for

parts but is paid at cost, his labor is about half that of the
standard going fee, and he is paid on a flat rate factor as computed
by the company, not the "Flat Rate as Computed By The Dealer."

This later is never less than twice what the job calls for under
company flat rating factors. I know, I sold chainsaws for ten
years in Belgrade so I know what company flat rates are as compared
to dealer rates, flat or otherwise. There just isn't any money to
be made in warranty work.

Don Miller

Box 487

Helena, MT 59624

Phone: 227-5162

Letter written on 1/25/83

se
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January 3, 1975

Porsche, Aud1
818
uEnglewood Cllffs, New: Jersey 07032 .

'Dear‘SLrs.

I would like to share with you some experiences I have had
on service for my new Audi .100.

I purchased this car from Atkin Volkswagen in Butte, Montana
on August 9, 1974. This is the first time in my life I ever
paid full sticker price for a car. I purchased the car there
because they were the closest Audi dealer. Bear in mind
that Butte is 90 miles from here, and it is a 11tt1e incon-
veniént to get it serviced.

The first time'I had it serviced, my wife took the car over
with the following items to be fixed.

1. Service. .

2. :iAir shimmied at approximately 70 M.P.H.

3. Adjust headllght. :

~ 4., Fresh air vents were not seatlng - cold air coming into

i the car.

.Switch that turns on radlator fan not worklng properly - car
‘getsihdt before. turnlng ‘on. .

''6. Car pulls to the rlght when applying brakes.

5.

After waltlng all day for the car, they dld the following:

1. Serviced car. '

2. Could not correct shlmmylng - said they did not balance
tires or do any alignment - have to go elsewhere.

3. Adjusted headlights.

4. Said they could not repair air vents, that it required
special tools.

5. Nothing - car is supposed to get "hot" before key turns on.

6. Corrected.. i

The day after the car was serv1ced, I called Bill Atkin and
told him in a nice way his service was not much. He said
he'd look.into. it. .

The following day I went to Thompson Falls, Montana and .on the
way there, I was stopped at a routine Patrol Road Block and

was told to get my headlights.adjusted. I did at Thompson Falls.
They had. ad;usted the brights: for the dims and visa versa.

i ﬁal'““had ‘the‘wheelsi‘balanced *and ‘the air vents- repaired at a -

: service station here. before I: eft.




On Satuxday, November 2, 1974, I went to Missoula, Montana,

and the car quit on the Butte hill., I discovered the carburator
was not getting any air, but made it to Butte. The. service
manager just happened to be there. He found the valve in

~the carburator air intake was stuck (defective), he removed
+this and said he would order ene. After this, I started
~getting about 14 «~:16 per gallon. ' :

‘T called the dealer on about November 30th to see :if the part
was in, it was not. However, he said to bring the:car in on -
December 3rd and he would have the part and he would service
the car at that time. My wife took the car over there on
that date with the following items:

1. Service

2. Replace right front light. (It actually never worked at
all).

3. Install -air walve for carburator

4. Idled too fast

5. Improve gas mileage;;.

6. Car gets too hot - replace switch.

7. Adjust léft rear door.

They did the following:

1. Serviced - charged $1.10 per qt. of o0il (no obJectlon)
. -Plus $3.50 for putting it in.
»Replaced. front fernider bulb (60¢ for bulb, $1.50 to install.
“Light still does’ notiwork.
3.  NValve: for carburator not installed.

"4, Some improvement, but still not right.

5. 'Improve gas mileage - charged $6.00, sent to Missoula
four days later (200 miles) and about ran out of gas,
about 13 miles per gallon.

6. Installed new fan switch - now it turns on anytime - on
cold and on medium.

7. Adjusted left rear door.

On the next trip past Butte on December 20th, I stopped and
talked to the assistant service manager. He said he would
find out where the carburator part was and would call me on
~Monday, December 23rd, and let me know when to correct it - he
never called.

On December 26th, I called the service manager and he sald he
would call the parts depot or a branch supplier and would call
me back before 11 a.m. He hasn't called as yet.

I like the car very much, but no product is any better than
. the service that can be.rendered on it. I purchased the

car with the impression that I would get excellent service.
‘*It now appears that T am not going to get it.



I appreciate the fine construction, and engineering of the

car, but if any major thing happens, I am afraid I will be

"down the tube™. I am sorry now that I purchased this make
of car. '

‘Your comments would be appreciated.

Yqurs.truly,

J. PAUL PETERSEN
JPP/1lc

cc: Porsche Audi Northwest, Inc.
5 Oak Industrial Park
Box 220
Hillsboro, OR 97123

cc: Bill Atkin :
Atkin Volkswagen -~ Porsche - Audi Inc.
Butte, Montana 59701
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Service Electric

BOX 1198 - 38 N. ROUSE +« BOZEMAN, MONTANA 69715 +« 408-587-6518

December 3, 1981

~ Buick Motor Division :
General Motors Corporauon
Flint, chh:.gan 148550

Re: .1981 Buick o
Present. mleage - approxm\ately 10,000

Gentlenen:

In February of this year I received my new Buick Skylark Lmu.ted - I trade cars
every two years and this is my fifth Buick. A e

This car has glven me more problems than the other four ccmbmed - Following is.
,ahstofsmxeoftheproblensmcurred- S

Cruise contml failed - new one installed
Gas gauge sensor failed - new one installed
The car shimmied;
1st call - wheel weights
'2nd’ call - adjust wheel weights
Smcall-lmpofnmberfandmldeme e
R ':‘Sth call = renoved all wheels and tu:es (trled new ones) This tune o
L ki lcar vibrated- excessively; found car was missi.ng, spark plug -
wires grounding out. Couldn't tell if ‘tires ar wheels were.
 .the problem.  Tires and wheels reinstalled, :°
‘6th t:me to lost ‘count - car still vibrated excessxvely, .took ‘car bo
. Harrison Tire Company; found three more bad wheels, wheels '
replaced. Had tires balanced at Harrison Tire. Next tnp
car still shimmed slightly at certain’ speeds 'Ibok car back
to Harrison Tire and they rebalanced; car was better but it
still shimmies slightly at certain: speeds Don Norem and
Harr:.son Tire both unable to fix. .

The power on the power brakes does not always functlon, q\nbe often when
car is in reverse and intermittently in forward. This is very dangereous.
They repaired but it still does it. I want it on record that the hrakes
do not always work. - : e o

The oxygen sensor failed - new one installed ks
The delay part of the w:.nd—stueld wiper failed - new one installed"

The above camplaints does not include the custamary rattles, the speedameter
that makes noise, the sun visor that became loose, etc.




Serwvice Eleciric

80X 1188 < 38 N. ROUSE + BOZEMAN, MONTANA 6568716 +« 408-687-6516

Buick Motor Division - December 3, 1981 Page 2

I am mt unhappy with Don Norem Chevrolet~Buick. Their service depar:t:ment has
been good. However, there is a limit to their patiercearﬂability. a.lsomy
patience is exhausted.
Needless to say you have a very dissatisfied Buick owner.

Yours truly,

SERVICE ELECTRIC

[/‘u' / L RIS

J. Paul Petersen

Enclosures

: CI: Buick Zone Office
Edina, Minnesota 55435

ADon Norem Chevmlet-B\m:k
o "Bozeman, bbntana

JPP/mm

. P.S. Car was in for a total of 13 times for wheel balancing. Nevet did get
it fixed; finally traded it off.

e a .
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