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VOQ Confirmation
Your Camplalt Information bs successfully submitted.
Your Conflrmaton number {(ODI Number)} Is: 10100768
Your Cemplaitt Informetion
Consumer Information
MHama
Org. Narw &
‘ Address :
City, State, Zip :  Flandas, M)
LISA,
Deytima Phom 1 Eg s
Evaning Pione : Fax:
Emall :
1411
Complaint Irformistion
Dasctiption :  Repegted {2 times) safelly related sngine maifunchon cawsing kes of congrol
and power of e vehida. On November 4, 2004 owner of 1999 Honda
Preluhe was driving home from work &t night tirsz when shority afterwands
owner's vahide last power and control for the second tima on 2 majo
highwasy, The engine’s Cam 5eal broke off leaking the engine ol out onlo the
highway of RL 80 and the ermgine mdmad. Owrear's vehide has proven
repaatadly o have serlous engline defiects that pagsed @ Hek tn the cwner <
well a5 cther drivars on the raad. In Odnber 2002, the first angine
rsafunction oaaered when the Tining Bek bigke due to 5 defect while
ower was driving and the vehide lost all powir and control, The owner, 2
child In the back ssat and othar ditvers wene placed Bt setials sk of (ngury
or death. As owner was coverad under Honda Care which extends the
standard New Car Himitted warranty vl 144,000 repairs ware covenad.
Hawever, the snging was not replsoed. The malfunction of the engine parts
was not dus In any part to cwner's negledt or fault &s cwner. Owner hivs
followed every malntenance and servics recamimened. Dwrer has records to
Indicats this. Al of the servics was performed only AL Sussax Handa, n
Mewban, K.J. This owner requestdt that Manufachrrer repair/replade the
engine Bt no cost to the owner due ko serious safiety related defert in the
engins, Amaricen Honda thas dedfingd the mwner's request 1o repair the said
vehicie at no cost to owner.
Incident Date: 117472004 Fire: HNo .
Nom. Fellurs ; Property Daiege = Mo w‘;
Num. Deaths : Crash: Mo [
\\fb.
Num Injured : Pollce Report: Mo
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. ] Rafarral Source N/A
Vehicle Information
VIN: JHMEBS190I Purchase Dwin:  11/25/1558
Mannfectursr;  AMERICAM HONDA MOTOR OO,
Yoar, Make '
and Mpdel @1 1999/HOCNDASPRELUDE Original Dwiner:!  Yes
FofCyindarn: 4 _ Trame. Typa:  MANUAL
Engine Sios : YehiclDetalls Usega :  UNKKCWN
Crulea Conbrol = Yes Antfiock Bralees :  Ves
Current Milsage: 103000 ' Spead: 50
Fallure Milsage: 103000 _ Powertrain : Eﬁl?ve" WHER.
Body Styla: 2-DOOR Fual System @ FUEL INECTION
FusiType:r GAS Vahicle Typa: PASSENGER CAR
vehice Component Information
Component 1:  ENGINE AND ENGINE OEM: Mo
CODLING:ENGINE; GASOLINE=BEELTS AND
ASSOCIATED PULLEYS
¥ehide Dealer Infonmation
Bhcaker: 1
Ham :  Sussex Honda Denlat Typs :  SALES DEALFR
Address : 57 Hampton House Rt
Mewton
NI 07850
Desler Phone:  972-575-3500 Desler Pax: 9735795179
£malk
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Flander, NJ

Decamber 20, 2004

CERTIFIED MAIL/RETURN
RECEIPT REQUESTED .

American Honda Automobile

Ronald Rubinoff, Customer Service Case Manager
1919 Tomance Blvd

Torrance, CA 90501

Re: |mproper Refusal o Replace Damaged Engine
Vehicle Year/Make/Model: 1998 Honda Prefuds

Vehicle ldentification #: JHMBBG1 4XXXC
Vehicle Gwner: Tza Yueh Yau

Deaar Ronald Rubinoff:

| am writing this letter in response ta the mproper refusal of Sussex Honda of
American Honda Motor Company to replace the damaged engine of my Honda
Prelude without cost to me. Please note that, by carbon copy of thia letter, | am
also advising the Better Business Bureau, the Division of Consumer Affairs and
the L..S. Department of Transportation, Natlonal Highway Trafflc and Safety
Administration regarding American Honda's improper actions.

| purchased my 1989 Honda Prefude from Sussex Honda in Newtan, N.J. on
December 30, 1988, Since that date, | have properly serviced and maintained
the automobile as recommeanded in the 1998 Honda Prelude Ownar's Manual.
All sarvice, maintenanca and rapalrs were performed by Sussex Honda.

At approxdmately 7:20 pm on November 4, 2004, while | was driving alone on
Highway Route 80 during a rain storm, the car’s oil pressure indicator light came
on. | immediatsly took the nearest exit (l.e., 27A) off the highway which was
approximately half a mide away. As | pulled off the exit amp my car lost power,

On November 6, 2004 | spoks with Dailas M. Kohn, Sussex Honda's Servica
Advisor. He advised me that the engine damage had resulted from oil leakage
caused by a broken cam seal. Subsequently, on November 6, 2004 | was
advised by Dallas M. Kohn that as a result of the broken Cam seal, the engina
must be replaced. Slgnificantly, although Sussex Honda had performed a




' schaduled maintenance, check up and oil change on my car on August 20, 2004
- approximately 10 waeks prior to this incident — the leaking cam seal went
undiscovered, or worse, unmentionad.

On Novemnber 8, 2004, | called Amearican Honda Automobile Customer Searvice to
request that my car engine be replaced. On November 11, 2004, Case Manager
Ronakd Rubinoff called to advise me that American Honda would not “gocdwil[®
the replacement (l.e., replace the angine at no cost to me) solely because | had
“driven the car after the oll light came on.* {On the date of the incldent, the
mileage on my car was approximately 103,000 — jJust 3 thousand miles beyond
tha 100,000 mlle extended warmanty | had purchased.)

American Honda's refusal to replace the engine of my car based upon my having
driven half a mile to the nearest exit in order to safely exit a major highway In the
dark during a rainstorm is entirely impropar. In fact, the 1998 Honda Owner's
Manual specifically states on page 283 thet if the oil pressurs light comes on
while the engine is running; the driver should “[fJumn off the engine as soon as
[she] can safely gat the car stopped®. In my Judgment, it was hazanrdous for me
— 8 woman driving alone on a major highway during a rainstorm — to pull over to
the shoulder. Further, n light of the weather conditbons, doing so would alsg
have been hazardous to tha other drivers on the highway. Therefore, | properly
determined that safety required me to take the next available exit — a declslon
which was in accordancea with the Honda Owner's Manual.

Quite slgnificantly, thie incident was not the first time my engine was soverely
damaged and in need of replacement. |In October of 2002, my car's timing belt
broke while | was driving with my daughter In the back seat. Having suffered
serious angine damage, the vehlcla lost all powsr —~ causing me to lose control of
the car and placing me and my daughter st serious risk of injury or death. On the
date of the incident, the mileage on the car was 67,061 milas — approximatsly
40,000 miles less than the 105,000 recommended mileage for changing the
timing belt. Importantly, | have recently been advised both by a service
technician from Joyce Honda and an independent mechanic that & leaking cam
geal can cause 4 timing belt to slip off and break.

On October 24, 2002, after Sussex Honda assessed the engine, service advisor
Stacy Grabowski advised me verhally that the engine might have to be replaced
due o the severs damage caused by the broken timing belt. The engine
damage had occurrad approximately 33,000 miles prior to the expiration of the
100,000 mie {or 7-year) extended warranty | had purchased. As a result, the
cost of engine replacement was covered by my warranty. Nevertheless, Sussex
Honda did not replace the engine &t that ime, but Instead, chose to “refurblsh”
the engine by resurfacing the head. Although Sussex Honda advised me in 2002 .
that this type of repalr was sufficient, 1 have since been advised by an
independant mechenic that thls method does not properly repair a broken cam
seal and, In fact, can damage it (and therefore, the engine) further. Equally
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important, the independent mechanic has also advised ma that & leaking cam
soal should be discovered during regular maintenance,

" The Nationa) Highway Traffic Safety Administration, Office of Defects
Investigation provides that: “if a safety-related defect exists in a motor vehicle of
itern of motor vehicie equipmant, the manufacturer must fix it at no cost to the
owner.” It is amply clear that my car's defective cam seal and damaged engine
posed serious risk to me, my child and other drivers on the road.

H is clear that Sussex Honda negligently falled to replace the damaged engine
and repalr the defective cam gegl in 2002 during the warranty period and
subsequently failed to discover and repair the leaking, defective cam seal during
regular maintenance. It is, therefore, American Honda's obligation to replace the
engine now at no cost to me. if American Honda falls to do 5o within 30 days of
receipt of this letter, | will take whatever action is necessary.

Sincarely,

Cc:  Via Gortified Maiy

Mr. lan Stoddard

Better Business Bureau
A200 Wilson Bivd

Suite 800

Arilngton, Va 22203

Division of Consumer Affair — Department of Law and Public Safety
P.0O. Box 45025 :
Newark, f;!JDI‘_IR‘I -

U 5. it of Transportaon, National Highway Trefllc Sefety
Adminlatiation
- .. Office of Defects Investigation,

" NSA-10.017400 7" Street, SW,

Washington. DG‘W SNy
. f.“ . [ .

Mr. Peter Zablacki, Seriice Manager
Sussex Honda T,
&7 Hampton House Road
Route 206 North
Nawton, NJ 07860




Flanders, NJ
Decamber 28, 2004

American Honda

Attention: Departmerd of Customer Satisfaction Survey
1815 Tomance Bhwd

Tomance, CA 90501

Ra: Ronald Rublnoff, Cass Manager
Customer Service Dieparment
Ametican Handa Automeobiia
1919 Tomance Bhvd.

Torance, CA 80501

This letter k& a farmal complaint against Ronald Rubinoff, Casa Manager of Customer Service
Departont of American Honda. Since the purchase of my 1868 Honda Prajude In 1958 VING:
JHMBBE 14X . | heve been & dedicated and loyal customer of Sussex Hondea. | hava
brought my Honda Prelude for every major service suggestad in the 1999 Owner's Manueal and
evory regular of change as well as yearly detafling, For the last § years, [ have been & repeat
custormer choosing to service my vehicle at Sussex Honde, driving approxdmataly 20 miles out i
Mawton, New Jarsay. The nearest Honda Dealership to my homa Is Jovee Honda in Derville,
New Jersey a more 7 milas. Notwithstanding, | herve reformed both my mother end a former
superdzor 1o Sussaex Honde when they wanted to purchase a car. In 2000, my miother purchesod
a Honda Accord from Dawvid Madden, Sales Raprasentative from Susasx Honda. | heve also
taken the ime to anewer amd fil in Customer Satisfection Surveys whan they wane zent to me
from Amercan Honda. -

8o, It s with desp disappaintment and anger that whan my vehicla, 1949 Honda Preludie engine
had serious safety-ralated malfunctioned for the aecond time, that Mr. Ronald RubinofT, Casea
Manager of Customer Service Department of American Honda has not ratumed the loyalty and
dedication by finding a reasonable solutlon to cover the cost of replecing my angine or finding
ancther salution la the problem. The defect in the aengine In both Inatences causéd tha vehicle to
ke power and control. This placed passsngers in my car, otfwr drivews and me at serious risk of
Injury or death, Mr. Rubinoff has demonsiraied very poor customer relations. | have _

laft mesanges for Mr, Rubinoff without even the courtesy of a return phone call. 1t 12 Sussex
Honda and American Honda's loes since thie customer who has demonstrated brand loyalty for
ovex 10 yaars will never again purchase a Honda and wil continue to ghare my story with others.

1989 Handa Prelude
VING JHMBBG 142X




Roneld Rubinoff, Casze Mansger
Customer Sarvice Dapariment
Armearican Honda Adtomobila

1918 Tomanco Bhd.
Tamranca, CA 90501

Via Cartifiad Mall/
Raetyrn Recelpt Requostod

Mr. lan Stoddard

Better Business Bureeu
4200 Wih=on Bhvd

Sufta 800

Arlington, Ve 22203

Mr. Van Maliait

Divielan of Consumer Affair — Departmant of Law and Public Safety
P.O. Box 45025

Newark, NJ 07101

U.5. Dapartment of Transportation, National HIghwayTrafﬂc Safety Adminlstration

Office of Defocts Inwat‘nallun
N3SA-10.01, -WUT Siresat, SW,
Wanhnghm DC 20590




Fanders, N.)
Pecembear 29, 2004

Armarican Honda

Attantion: Depariment of Customer Satiefection Survey
1919 Tomance Bivd

Taorranca, CA 20501

Ra: Patar Zablock], Manager of Service Departmant
Suasax Honde:
BT Hampton Housa Road
Rouls 206 N
Newton, NJ 07860

Thig letter Is & forrmal complaint against Peter Zablockl, Manager of Sarvice Departmant of
Surgzax Honde and the Sussax Honde Sarvice Departrment ae a whole. Since the purchasa of my
1999 Honda Prelude In 1594 VINE: JHMBBET4XX0 . | heve been a dedicated and loyal
customer of Sussex Honda. | have brought my Honda Preluda for every major sarvice sugpested
in tha 1299 Ownar's Manueal and avery regular ol chanpe as well as yearly detaling. For the (sat
G years, | have bean & repeat customer choosing to service my vehicle at Sussex Honda, driving
approximately 20 miles out to Newton, New Jarsey. The neareat Honda Desalership ta my home Is
Joyre Honda in Denville, New Jorsey a rera 7 milsa. Notwithatanding, | have referred both my
mother end & formes suparvisor to Suasex Honda when they wanted to purchase a ¢ar. In 2000,
ry modher purchased a Honde Accord fram David Madden, Sales Roprasontative from Sussex
Honda. | hawve ales takan the time to answer and fill In Customer Satiafaction Surveys when they
ware sent to me from American Honda.

Sp, i is with deep disappointment and anper that when my wehicle, 1899 Honda Prelude snglne
had serous safety-ralated matfunctioned for the second time, that Mr. Zablockl, Manager of
Service Depariment and Sussax Honda hag not ratumad the loyalty and dedication by finding a
reasanabla solution to cover the cost of replacing my enging or finding ancther solution to the
problém. The defect in the angine In both instances caused the vehkde to jose power and control.
Thie placad passangsers In my e, other drivers and me at sedfous risk of Injury or death. Mr.
Zablocki has demonstrated very poor customer rejationa since the sacond major engine problam.
| hava repeatedly loft measages for Mr. Zablockl wihout sven the courtssy of & return phore call,
Kt Is Suzgex Honda and American Honda's oss since this cuatomer who has demonstrated brand
loyalty for over 10 yeara wil never again purchasa @ Honda and will continue to share’ my etory
with nthars.

1999 Horxda Preluda
vIN# JHMBBE14H0(C




Mr. Paeter Zablocki, Service Manager
Buesex Honda .

%7 Hampton House Road

Rowke 208 North

Newton, NJ 07860

vis Cortifiod Mall
Refum Recsiot Requested

Mr. lan Stoddard

Better Business Bureau
A2 Wilson Bhed

Sulte 300

Arfngton, Ve 22203

Mr. Van Mallett
Divislon of Conmurner Affalr — Department of Lew and Public Safaty
P.O. Box 46025

Newesh, NJ 07101

L..8. Department of Transportation, Matlional Higtwweay Trafllc Safaty Administration
Office of Defects Imvestigation,

NSA-10.01, 400 7" Street, SW,

Washington, DC 20580







- 11708 2004
L 22 4 BT

3651
A 1

mm’m

SHRTAL Bd." JHWDDEIATED

mm'ﬂ- ax TOTAYL. AENYT, DAYA 111 MHAXZE HO m
I O30, KO, DATH.. NILBS. ADY/TRCH T8 T OPERATI!N SODE. DEOCRIETION... ..
1L 111t 0R/30/3004 33580 K 1383
: T sses 1 W 11mOERG SUENTING. PN
T 583 3 W OERCEIL BIhE TRIVABILITY
T A&dR 3 W IREOEDS RAFHL AR
T 5440 4 O DIROTOST
T 3569 5 W DEEO=DI
T SEEE F I 17TADE FITTINGS § EARDW
; T SEES T € DHEOELS ET R PADOENH XD
2 199318 DEfSAfI004 9303 A 13RS
T 4BTH 1 W OFHOE FIECTRTCAL. NI
T 3337 2 W IBHORDS AANTAL Al
3 Jmaama  O4/16/2004 SLIZY A LELE]
L ] 4073 1 ¢ DLHOM0AD 0000 MILE BHENT
T o744 "2 O MOEDE3R DALAXE DETAIL
. ™ 4579 3 O 1B0R (FERAYION ELEOTR
4 17Ad00  D1/35f2004 #TERD A 12p3
T TEM 1 O SOHOEDE CEARGE &1L & FIL
T TEB4 A T OSHOZDY EEYE ENGINE LIS
r TEd4 3 T 10HCBE01 INHF WEDERE/MASH
T €8s 4 I 00DCEII POR NOTSZ
B 1TIsEdE  148/0D/3002 A1IA% A 1iaZ :
o a918 1 @ 01BOENAS Bz, 500 WILE SERV
o a9ié 2 I OOBOBAS TINEAFIOM
o asis 3 I LEor INONE WIS HIRG
T E9lé 4 I L1momsn ATERETEQ: STITEH
T EOLE 5 W COMDERY CEBOK TOE NOION
) T 8%l & W YSHOEOM ENRCAT, CXR
§ 16£439 DEJ/11/2003 TEALZ A SExg .
' T 2631 1 ¢ damnE WERETS & TIERA
T 4031 3 ¢ JamnE ELBOTRTOAL Ao
- 7 16e0i3 oaf3lfaoed TM1a6 A - 5554
T 403 1 ¢ 01MONOTE 7s,.000 KILD meev
- T a08% R C 0AMOK wENEYS & TIRRD
T 4053 3 W IDROZ -CAHEATFAS .- MR
o lead33l  aafar/zban £6083 A 1263 B
. = ADx1 1 & GLEDEDS CMmMNCE OIL & FIL
3 1ny7ie 10/3472003 &T0SL A 133
r HOBZ 1 W MEEOEO SO
10 156555 0872072003 ' &3702 A 9552 :
. ¥y BosA £ D1EDEDED S0000 WITE NERVI
L] BOSa 9 I RORDE EUnLET
11 3s1s8%  pefzefazoz EOFIS A S=5a
T AETH B NOOESE CHOMEGE OIL E FIL
- h T ARTE ¢ ks HEDT. Ef¥ HEADLIO
12 1504323  O3/0E75002 SET4E A BE43 -
4 19E% 1 € J2E0ZNP3 wr. /EAL. {2} TIR
1% i5E207 0370473003 SEE3A L as31
r 4E79 1 @ 0IBOZOSE EE, 250 MILE IV
] 4679 2 C 0200% WEEELH B YIREZ
L 472 3 O 0DROZ1E {4) WHEEL ALIGWM

e e 25—

-
—

Defect {Warranty )




11fasfaa04 . JODDET EISTCRY DICRIAY 1581

14223 :58 ’ AR 3
CONTREER. RAME SERTAL HO. JANARSLAZXC
WL Bfotd I TOTAL SENY. DATE L1l HAXE B ESEIA

:ﬂmm 2. IATE.. WOIAN. ADV/IECE 74 T CYENATIIE COCH. DECHYDTION.....

14 1adg54 0103 3003 EIAEL A 301 . {
: * s 1comoms | omme om s ym 24
1% 143304  SAS2Af3401 46950 A 1301 ]
T AE79 1 C PLROESAS 45,000 WTLE Y 175""
16 TANISA  o4f18fa081 43130 R 1106
T 74 1 C DONDERS CEANGE OXL & FIL 1‘-{'
7 133334 OFS10fa¢0C 30403 A ELE ] . __,_.—-—?-
T EM1 1 ¢ 0oDoEnE | OO 60 & YL 11.]&
* WML § MK VISCHLIANBOUS  rmr—e——i—
v AR 3 C L7POE FITTINGG & HARDW
20 135080 042272000 FLAET A 14 : ﬂ,.'?-
: T Eoad 1 ¢ OUDEED ACOOT WOCTN AEEYY lfz_{
_ T EDE 3 SHEOED aTRLa? DOTELTY.
19 1gas1d  03F05/3000 26400 A ¥BA3
r sy 1 0IFOK ERCTMEEETID RAIN
g0 1143  19/30fies9 41765 A ad5Q ok
' ®  EQ11 1 COINOR02 - 99,500 MILE SEAY ]’J_f -
31 217066 ORI4fLS9 LEAEE A 48R . pe
T 45TF 1 C 0LHOS0lE 1000 MILE AEEVT ?_'?;‘ -
. T EDE3 _ e .
43 1ima7c  OEFLSLNEY 15110 A 445 i &
r  sofi 1 ¢ qiBOESIL 11,60 WILE BEEV 'Lfgr -
21 11301 o4f17jiemE TEIR A TRIR '
' T g1 1.F 0LEDX00Y 7540 NITE AEEFIC I'Lf -
. T 511 3 £ ocaoN - DRIVANTLITY
34 L196€  03/20/1993 ATIE A TR _
? 32 L C0oACEAS A OCT: & FIL 'Z,ff.qr'
25 lomasd  15/55717M 11 & 184 —

T kil 1 I MoEombd Wiy A FoI
¥ ESl1l 3 I JAOATI0 TRATALL YL KR
T EEQ1 3 T ZNEOKEL INdY TRk MDA
A
T

ZE 10BTA3 ll7aEf1s8w 3

a3 1 @ ZINOEM ¥l CAR FLI




CROSS COTNTRY MOTOR (118

' . ; . PFOR HONDA CARE 1 « BOO-594-T400

ml-m- (Olnaena. Prict o Typa)

Now O =R L )
AR
FLANDERS Kd
i St  » Phom
o 71829 .00 '
Yahiiln Informatiar: .wwm#
Sy L Lt ol Ll O o R
RONDA ? PRELUDE B 1395
10 12/30/98
Cariet Ddwistar Rk s . ' mwu‘ . v?]:; #nﬁm i
mnmmmmwmum«m: .
CITEBANK &0 F
Unabokdir Mt Tem () Typa (0=l FeFlwrrst; Ll o]
B&_ SURYEA RD,
) '%LHILLE ) NY 11742 fﬁ!ﬁlsﬂl-ﬂﬂi
St F. | Phoaa

.ﬁhumhlm%m-ﬁuhwﬁbhmhh# sppEsd . The Vidricls hm&qh:trm
. mmmmmmmhu#nmmmﬂwp-m

12/30/39
ww J _ ot
¥ you harve sl m?ﬂ*ﬂaﬂu(ﬂ:ﬂ#ﬂﬂ@l‘ﬁﬂl}ﬁ%hﬂﬂlmﬂ

Bocward o copy of e ta: Amsrricen Heanda Flaunce Corpy Vebidle Secvict Contract Divilon, F.0: Box 2228, Tozrancs, Ch
5L : - .

' .
Fare'a> == P a Voot
- LA e




ST T
T 1l :
Ty !







THE ATTACHMENTS. TO THIS
DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED |
INVASION OF PERSONAL PRIVACY
PURSUANT TO EXEMPTION 6 OF
THE FREEDOM OF INFORMATION
ACT (FOIA), 5 U.S.C. 552(b)(6).




