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My cnmplmnﬂd:sputc 15 with Volkswagon of Americd {not thc dealers who
have repairéd my vehicle on w}m differént-occasions). VW of America has
refused to quthotize il pay for all the replacement of ighition coils.
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l}DnSmdayDeuembu'l mmmﬁmﬁmhﬂmhght{hﬂmmuﬁgh
began flashing on my dashboard, accompanied by e dramatic ioss in power and the
engine ran very rough. The fullowing IImkthcmemt’uhmngm
in Bethesda, Maryland. On December 4, the problem was disgnosed as a defiective coil
in cylinder #2. Thedeﬂud:dmthuwnnypmsmutn&mdmrqﬂwadﬂumﬂwﬂh
ane from a new vehicle and the performance of the car returned to normal.

2) On Saturday December 147, the MIL began to fiash again, accompanied with the same
drop in power. Thlsmndaplmdenumuredmcmme Pennsylvania. My wife and I
tad driven t0 Luwaster, PA on December 10® to adopt a child Our daughter was
discharged from the hogpital on December 13 and we drove with our 2-day old infent to
Carlisle, PA. The car broke down the day after we amived in Carlisle. 1 waited umtil
Monday morniag and calied the nearest Volkswagon dealer, Cumberland Valley Motots
(CVM), and explained the problem and arranged to have the car serviced. I called
Volkswagon Roadside Assistance aml the car was towed to the dealer abaat 15 miles
awny in Mechanicsburg, Pennsylvania.

3) I wold the service manager at Cumberland Valley Motors that if #t homed out to be &
repeat of the coil problem that I wanted to have the coils in all four cylinders replaged.
The service manager told me that it was Volkswagon's policy to replace only the hroken
parts. 1 explained thei two of five coils had already mulfunctioned, a forty-percest feilure
rave, and that [ wanted all the coils replaced. it was obvious that all the coils came from
the same lot end that it was merely & question of when, not if, the other eolils would fail. 1
explained that 1 was 130 miles from home and that I did not want to break down again in
the middie of winter, this time with a one-week old infant. The service manager was very
understanding and seid be would see what e could do. 1 offered 10 pay to have the three
operating coils (working at least for the moment) replaced and take the matter up with
Volkswagon after [ returned 10 my home.

4) CVM called luter that day and the disgnosis turned out to be the same — a defective
coil in cylinder #2. CVM informed me that they dif not have the replacement parts in
stock. The service manager checked with his representative from VW of America and he
was told that he could only repair the affected cylinder, but was not authorized to replace
the other three coils. 1 repeated my offer 1o “pay now and grieve later™ but to no avail.

5) On December 17%, & VW representative informed me that my case had been reviewed
ard that pothing could be done. 1 war transferred to a supervisor and 1 repeated my
dilemma of being 130 miles away from home sod the potentinl for serious pesil that
would be posed il we were 1o break down on the trip in the middle of winter raveling
with our one-week ofd infant. Once again I was tofd that it way Volkswagon’s policy to
replace only the broken parts.

6) On December 18 [ called the office of Mr. Klzuss, CEO of Volkswagon of America
and szked to speak with a representative who could overcide the VW repair policy. M.
Chad Lyons returned my call inter thet day and sid that my case had been reviewed, but



thet VW would not sutharize replacement of the coils. My wife, daughter, and 1 drove to
otr heme in Chevy Chase, Maryland, on December 22* in u loaner car whils our vehicle
remained at CMV waiting 10 be repaired.

7) On December 30 I faxed a letter to Volkswagon CEO Mr. Klauss restating the
problem and the resolution 1 was seeking.

&) On December 31", the service manager at CVM informed me that they had finslly
received and mstalled a replacernent coil for cylinder #2, but that VW would still not
allow them to replace the other coils.

9 On Januery 6™, 2003 I faxed & second letter to the Volkswagon CEO stating that the
partial repair was not & complete or satisfactory action and that 1 did not consider the car
to be either safe or roadworthy. 1 asked Mr. Klauss if it really was his position, az well as
Volkswagon of Ameriga’s policy, that I muyst break down three more times in order to
have all the defective coila replaced.

10) On Jamyary 6™, T received a cafl from CVM that Volkswagon had agreed to transport
my car back to my home. However, YW still declined to suthorize and pey for the
réplacement of the other ignition coils.

11} On Jamuary 7* 1 spoke once again with VW representative Chad Lyons. 1 made an
offer 1o make an appointment with Mirtens Volkswagon Service in Bethenda to have the
coil replaced in thirty days. My request was Janied.

12) My car arzived ai my home on January 81,

13) On January 13 | faxed o third letter to Mr. Klauss. [ explained that § had made an
appointment for February 7 because this was 30 deys following the delivery of our car.
February 7 was also over two months from the time the coil in cylinder #2 failed the
firat time. I explained that | understood that Volkswagon had an investory problem, In
giving Volkswagon an additional 30 days to complete the repair of our car, I felt that my
wife and I were being very rcasonable, patient, and flexible, given that we had atready
been adversely affected by this problem twice.

14) On Jatwary 21* I heard from VW Chad Lyons in response to my most recent letter
and thet Volkswagon still woutd not authorize and pay for the replacement of the ignition
coils in cylinders 1, 3, and 4,

15} 1 have not been eble to satisfactorily resolve this matter with Volkswagon of America
ind therefore I now seck the assistance of the Maryland Congumer Protection Division 0
compe! Volkswagon of America to authorize and pay the replacement of the ignition
coila in oylinders 1, 3, and 4.
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