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San Francisco, CA
Jatmary 18, 2005

Len Hunt

Vice President, Volkswagen of America
3499 West Hamlin Road '
Mazil Stop 2 West

Rochester Hills, MI 43309

Re:  Vehicle No, WYWND63B63 22003 VW P L Auto
Dear Mr. Hont:
I am writing fo express my surprise and displeasure with respect to an obvious problem with
the braking system on my 2003 Passat for which I have received the attached mvoice billing me for

new breke pads and rotors. We have owned the car for approximately one year and it has less than
20,000 mmiles on it. When we putchased the car, we were told that it had a 40,000 mile bumper-io-

| . bumper warranty. Yet. when we brought the car in last weck for service, wo were told that both the

rear pads and rotors had to be replaced and that none were covered by the warranty! Apparently,
bumpez-to-bumper docan’t actualty mean what it zaye or what your authorized sales agents represent
10 CONSUMETS. : .

I have owned many cars and currently own a much heavier Jeep Grand Cherokee, which has
never required brake pad (let alone rotor) replacement after only 24,000 miles. Accoxdingly, I am
amazed that both the pads and rotors would have to be replaced on a brand new car with less than
20,000 miles on it. When Mark Martinez of Ron Price Motors’ service department mfermed me that
the cost would be $516.82 for work I assumed to be covered by the wareanty, I immediately
telephoned Volkswagen of America at 1-800-822-8987 and spolke first with a representative by the
name of Aaron and subsequently with his supervisar Marchel. Neither could assist other than to say
they were very sorry for my problem and to provide me with your name and address.

"When I confronted your representative Aaron with the mileage of my car, he agreed that it
seemed Tmusual for brake pads to wear out in such short period of time. kn the Edmunds report cited
below, the brakes on that Passat did not wear out until nearly 40,000 miles: "4 the VeeDub was
showing 39,500 miles on the elock, John decided it was o good time to make an appoiniment af the
tocal VW dealer to have the 40,000-mile service done. . . . During the ingpection portion of the
service, evervthing checked out fine. It was determined that the front brake pads were looking a bit
thin (dovwn to 2 millimetersf), so we OK'd a front brake job." While the Edmunds report goes on io
complain about the cost charged by the dealer to do the simple front brake job {a separate matter I
will not even address in this letter), the fact that a car-rating company (that undoubtedly drives the
cars hard when testing them} did not have to replace brakes until nearly 40,000 miles had been put
on the car is a telling fact, ' :
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1 have spent just ten minutes searching on the Web to see if the brake problem with my

" Passat is unique and, with just this minimal searching, discovered the following websites (the text of
which is apperded at the end of this etter) all of which complain (at the very least) about the brakss
in the Passat:

(1) hitp://applications.edrumds. iews/longterm/articles/44762page0] 2t

{2) http://fifl essortment.com/volkswagen mmip.him
(3) httpz/ferey.carsurvey.orpfviewcomments review 70437 html
(4) hitp://www automotiveforuts.com/4217428 html and

© - .
hittp://antos, yahoo.com/newsars/volkswagen passatsedan_2005/4212/model user reviews.htmi?sort
=rph&modelid=4212&stari=1&show=atf&reviewid=2&reviewnum-4&trimid=16271.

Based on the foregoing, it would seem that Volkswagen is not quick to recognize or admit.an
obvious and dangerous problem with the braking system on the Passat. 1am frankly amazed at the
lack of accountability and honesty from Volkswagen if for no other reason than it wonld seem you
would want to keep your current customers satisfied so that they will buy yorr products in the future.
In view of the facts and the clear design defect of the braking systan on my Fassat that caused the
brakes to wear out so quickly (as wetl as the misreprescntations regarding the scope of the warranty),
I am requesting a full refund of the $516.82 charged by Ron Price Motors (invoice attached).

T am also cc’ing on this letter (though not currently filing complaints or seeking relief with)
the consumer complaints division of the National Highway Traffic Safety Adminisiration and the
local Better Businsss Burean. Thanks you in advence for your anticipated cooperation and 1 look
forward to hearing from you expeditiously, but in no event later than January 31, 2005.

Very truly yours,

ce.  US. Department of Transportation, _
National Highway Traffic Safety Administration
Office of Defects Investigation
NSA-10.01, 400 7" Street, SW
Washington, DC 20590
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Better Business Bureau

" Consumer Complaints Division
510 16™ Strect, Suite 550
Qakland, CA 94612-1534

Hans-Gerd Bode

Head of Product Communications
Letter Box 19710

D-38430 Wolfsburg

Germany

Management Board of Volkswagen AG: (please forward)

Dr. Bernd Pischetarieder
Francisco Javier Garcia Sanz
Dr. Petfer Harlz

Hans Dieter Potsch

Dir, Folker WeiSgerber

Prof, Dr. Martin Winterkorn

CNrPartHIPALIE L \RT2A2 1256 _L.DOC (25023} -3-




(1) htip:

Road Tests: Long-Term Test

Long-Term Test: 1999 Volkswagen Passat GLS
September 2001 :
By editors at Edmunds.com

By Edmunds.com Editors
Date Posted 11-15-2002

Ag is often the case with our long-term cars, the Pasaat got passed around from day to day, as the assigned «
Road Test Editor John DiPietro, waa out of town for a week and was in a test car for samother. Rather than r<
extol the virtues of the 1.8-liter turbo four's flat powerband, or the Passat's supple suspension, we shall rega.
readers with a maintenance and upkeep instajlment. - S

As the VeeDub was showing 39,500 miles on the clock, John decided it was a good time to make an appoin
ths local VW dealer to have the 40,000-mile service done. He made the call and got an appointment for a fe
later.

Taking a look at the owner's mannaf (seems obvious but we'll recommend it anyway) is always a good idea
what is and isn't listed for the car's service. We saw that the Passat would require the following at this junct
life: oil change and filter, tire rotation (if noeded), replacement of air filter and spark plugs, and an inspectic
adjustrment if applicable) of thic timing belt, exhaust system, brakes, drive ghaft boots and V-belt. Lastly, the
various vital flnids was checked, including coolant, manpal transmission oil and power steering fluid.

During the inspection portion of the service, everything checked out fine. It was detexmined that the front by
were looking a bit thin (down to 2 millimeters!), so we OK'd a front brake job. When all was said and done,
came to $341.83, not including tax, of which $202.39 was for the brake job. '

Scrutinizing the bill, we saw that the dealership's techmicians had determined that neither air filter replacem
car has a washable aftermarket filter) nor tire totation was needed. We also discovered that the spark plugs -
nearly $9 each and that the brake pads cost an astounding §135.19! When we last checked, our Passat didn'i
exotic braking system feztured on Porsche's new 911 GT2. Scems the car dealers have to make up for all th
skinny deals done on the showroom floor somehow. As gxpected, the service personnel were cheerful and ¢

(hmmm, 1 woader why).

While prlling into his apartment’s garage one night, John noticed that the Passat's right headlight was out.
Remembering that some time ago a headlight was replaced, he checked to see which one had expired before
st the past monthly updates, he read that the right one had been replaced, but checking the service reconds n
that it was actually the Jeft one that was teplaced by the dealer ... at a cost of $53.

John checked out the newly blown headlight and saw that only the bulb needed 1o be replaced, as opposed i
whn]e hesdlamn arsemhbly. The hreakdown for the dealer tn renlace the first enne light aomated ta $15.34 fo
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and $40 for labor. Before you could say "Holy Rip-off, Batman!" John went to the dealer's parts department
the $15 bulb and, with the assistance of Road Test Coordinator Neil Chirico, replaced it in about 5 minutes,
only a Philips screwdriver and a certain amount of dexterity, John was moved to quip, after saving the comj
scratch, "Paying the desler 40 bucks to replace a headlight bulb is like paying a docter to clip your fingemai
(Unless of course you had an ingrown nail, but let's not min the analogy, OK7)

Current Odometers 40,829

Best Fuel Economy: 31.9 mpg

Worst Foel Economy: 2{.3 mpg -

Average Fuel Economy {over the life of the vehicle): 25.7 mpg

Body Repair Cosis: None

Maintenance Costs: $139.44 (40,000-mile gervice); $202.3% (front brake pad replacement); $15.34 (right
Problems: None. .
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(2) http://fiftessortrgent.com/volkswagen rmip.him
1. 1999 volkswagen passat

2. A detailed explanation of common problems with the 1999
Yolikswagen Passat such as brakes, radio, windows, and recalls.

Every new car Is a wonderful 2nd beautiful thing. Even though your car Is not a lemon It still Is
golng to have troubles over time. This article will discuss three commen problems with the
1999 Volkswagen Passat, In particular, the brake system, windshield, Radio, and Recalls.

You probably were not informed before you drove off the lot that the 1599 Vollkswagen Passat
has very thin rotors that cannot and should not be turned or machined. What does this mean to
you? This can mean an addidonal few hundred dollars each time you take your car in for brake
work. It is not uncommon to have to replace the brakes an a 1999 Passat every 30K miles.
Replacing your brake pads wili run you ~$50-200 dollars dapending an if you do It yourself or
have It done by a mechanlc. Thus, if you take It In and there I5 damage to the rotor 8 complete
brake job can run you $300+ depending on if you de It yourself ¢r have Ik fixed by a mechanic.
Avoiding damage Yo the rotor can save you hundreds of dellarsl Listen for squeaking as a
waming sign that your brake pads are getting thin. Scraping or loud crunching nolses can be a
sign that damage is being done to your rators. Do not be faoled by mechanics complicated
lines. Remember to ask to see the old rotors before you agreea ba have them replaced to make
sure there really is damage. Keep In mind that 30K miles Is an estimate, some cars can go to
50K without needing a brake job. ' .

when driving durlng daylight you may not netice It but as it starts to get darker you may see a
hazy fiim on the Inslde of the windshleld. It has been falsely accused as being “smoke fllm,”
and Is overlooked by a mechanic because sfhie looked at It In mid-day. Most people might buy
that, but what If you don‘t smoke? I've taken three tHps to the mechanic to diaghose this
neardy blinding haze that only appears at night and when the alr conditloning was in the of?t
position. It turns out that the brand new and newly detailed Passat was scrubbed down tenderly
with Armor All which was reacting somehow and producing a white haze on the Inside of the
windshield. Thoroughly cleaning the dash with water with a tad bik of soap to remove the Armer
AH and cleaning the windows with window cleaner should cfear up the problemn.

A common Aaw with the radlo is to have poor ar no AM radlo reception, Although Volkswagen
ray want you to blame It on your Jack Ball hanging off the antenng, it is a known problem with
the 1993 Volkswagen Passat due to a varlety of possible connection grobiems. I suggest getting
this flxed when you take your car In for other maintanance to aveid paying the stariard
~$70,00 fee for looking at the vehicle. If you are gerting a new system installed anyway, have
the venidor check It out before they pul the new deck In to assure that all the connections are
good. If your car has a 1 year/24K wamranty then this work Is most likely covered under the
warranty. More speciflc Information can be found at web sites or you can find coples of your
technical manuals at your dealership and bookstores.

Recalls happen; they are a common thing! Recalls will normally be shipped from Volkswagen of
America, Inc.. One example Is a recall from Fabruary 2001: Replace Tle Rod ends. The recall
statement gives you a lot of infermation to assist you. One Item |s a description of the problem,
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basically that a seal may not functlon property. It alse gives a repalr schedule that tells you the
anticipated time to repair, and that It Is covered at a dealership (only guaranteed at a
Volkswagen authorized dealer). In addition, It llsts Infermation on what you need to gla to fuldill
this recall and precautions that yout should take whide driving (prior to maintenance). This repalr
Is In most czses FREE with in a "reasonable time.” Take your car In and get It fixed because if
this Item breaks later you foot the bill for 2 known defect! '

As you can see, even a high quality new car can have Its ups and downs. These can be costly If
Ignored, Avold damage to your vehicle by taking care of your braking system and participating
In recall alerts. The small things {fogging windows and AM radio) are jJust nulsances but can
affect resale value of your vehicle by making it less than excellent conditlen. Expensive rotors,
fogging windows, dead AM radies and occasional recalls are a pain, but definitely a smail price
to pay for the jay of driving & Volkswagen Passat 4-cylinder 1.8 Turbo or Passat 6-cylinder

turbo.
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(3) hitp:/frww.carsurvey.org/viewcomments_review 70437.himl

What things have
gone wrong with
the car?

General
comments?

Volkswagen has raally, really slipped

There have been a ot of problems with this car. Its going to be hard to

‘remember all-of them, but I'lf do my bast!

Initlally, the colls (the car has ane for each cylinder) went bad,
meaning the car would not start. Rather than replacing all the coils, the
dealershlp replaced them one at a time, meaning that the problam
happened twice before the recall forced them to replacs the others.

Hext. the trunk stopped opening. | am stil not sura why this happened,
but the relsasa stopped working and the dealership charged a 1ot to fix
it.

A very loud squeal developed after about 5,000 miles, and the
dealership attributed it to 'brake dust’ and stated that such noises were
normal. I've haan drving for 30 years, such noises are not normal.
When the noise continued to intensify, we brought ltin agaln (maybe
3,000 miles !ater} and they replaced the brakes and discs. At 8,000
milas!

The volume on the radio never really worked night if you tumed it
down, the sound went off and you would have {o turn it off and back
on to get sound back. Even then, it wasn't guaranteex to work.

After about a year, the battery randomly went dead. The dealership
handled this well, simply giving us a new batiery for free.

Recently, the potlen filter seal broke, allowing a lot of water into the
car. Also resulting from this, the brake bogster and brake lines had
water enter them, which causad the brakes to stick on cold momings.
Just yesterday, the brakes starting amoking. Al the dealership did
initially was replace the front brakes- it was only after repeatedly
retuming with the problem that they decided to drain the booster and
lines, and that solved the problem.

First, Il address the positives of this car:
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The engine in this car {the 1.8 liter turbo} was extremsly sporty and,
combined with the suspension, the ¢ar was very fun to drive.

if | could do it over again, | would definitely go with a manual
transmigsiorn- it's not as much fun having a fast car with an automatle.

The Interior of the car was very comfortable, the lighting on the dash
and conscle was very, very ¢ool.

However:

This was by far the most unreliable car | have ever owned. My son's
14-year-old Volva with 175,000 miles has had to be repalred once
since | bought the VW which, in contrast, has had to go In mere than
ten times.

The dealership was honible when it came to fixing the car- to replace
the brakes, they tuuk four days... and that didnt even solve the
problem!

Driving it anywhere awayfrnm home is taking a risk, it has had to be
towed from our driveway five times because it wouldn't start, and once
because the brakes wouldn't work.

| bought a Volkswagen oxpecting, at the very least, excellent quality
and rellabltity. Instead, everything that can go wrong in a car (besiles
the engine blowing up) has. It has spent far tun much of 113 life in tha
shop, burning through my wallst.
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(4) http:/fwww.automotiveforums,com/t21 7428 himl

View Thread: W8 Brake Problem !
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Unreliable Passat,2003.
Y Trby Atrl Suha from Believille,NJ 07103, {1/10/05)
3 out of 3 people Tound this review hetpful
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Orvarall Satisfaction g
oy
ok
Rppearance xEr
ki
sk
Comfort a*
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Performance T
T
ik
value Wt
E: 1
PFros:  Good rideigood
acceleration, easy to
handle powd foel econammy.
Cons: High maintenance. Foor Foel
purp, sheddy brakes, Soft
clirtch.,

1 have a 2003 Passat GLS sedan, and have have faced uumbm' of prohlems with defective rotor, soft clutch,and
defective fuel pomp.
Sufarthewa:mntyhaummdﬂm repﬂlrs hutdﬁﬁmtal}rthls ¢ar is not reliable,
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