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January 5, 2006 @& ‘ f}f)f\
Mr. Mike O’Driscoll | \"\
President \D

Jaguar North America

555 MacArthur Boulevard

Mahwah, New Jersey 07430-2327
RE: 1999 Jaguar XJ8, VIN#SATHX 1041 X
Dear Mr. O’Driscoll:

This letter is follow-up on the letter e-mailed to you on December 15, 2005 in which we
documented our experience with Jaguar from the purchase of our XJ8 in July, 2005 to its
demise on December 8, 2005. I have enclosed a copy of this letter.

During this past month we have discovered a defective plastic timing chain tensioner was
installed in our car. This lighter part with a metal mechanism and plastic rails was
installed in 1997 to 2000 V8’s resulting in many stress fractures and subsequent engine
problems. Jaguar’s Technical Service Bulletins X303-68 and 303-30 addressed this well-
known problem within the Jaguar organization. As confirmed by Jaguar, Thousand
Oaks, our car has this faulty part and, our VIN number is referenced as being subject to
this problem. Our timing chain tensioner failed, jammed in the timing chain causing the
chain to break in half resulting in the valves stuck open and the pistons colliding.

We were not advised of this serious issue when we purchased the car and, to make
matters worse, the car was not maintained properly prior to sale. This increased the
possibility of the engine ceasing. I do not understand why these automobiles were not
recalled since this is a potentially serious issue. Luckily, I happened to be ina
supermarket parking ot when the engine died with absolutely no warning. Maybe the
next family will not be so lucky.

My previous letter mentioned that Monique O’Neil, service advisor, at Jaguar, Thousand
Oaks told us that the “oil is like sludge™ in the car. This tells me that no oil change was
ever done by Hornburg to maintain this car. And, in my last conversation with Monique,
she told me that the oil problem may not have had anything to do with this major problem
but, research states that lack of regular oil changes and engine overheating shortens the
life of these plastic components,

Yesterday, Paul Radford, Manager of Hornburg Jaguar, gave us a “reasonable offer” of
$8,547 plus possible additional costs for hoses, belts, etc. to repair our useless car.




Jaguar must address this issue. Your customers are the foundation of your business. I
have placed many calls to you, William Clay Ford, Jr., Jeffrey Tolerico and other
executives with no response. I have only spoken with various customer service
representatives and Jillian, your executive contact.

I look forward to an immediate response to this urgent matter.

Thank you.

/Enclosure

cc: Clarence Ditlow, Executive Director, Center for Auto Safety
William Clay Ford, Jr., Chairman of the Board and CEQ, The Ford Motor Co.
Alberto A. Jimenez, Chief, NHTSA
Bill Lockyer, Attorney General, California Attorney General’s Office
Connell O’Donnell, Executive Vice President, Marketing and Sales, Jaguar
Paul Radford, General Manager, Hornburg Jaguar
Lea Thompson, Chief Consumer Correspondent, NBC News Dateline
Gary Temple, Vice President, Customer Service, Jaguar
Jeffrey M. Tolerico, Vice President, Retail Operations, Jaguar
Representative Harry Waxman, 30" District of California
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December 15, 2005

Mr. Mike O’Driscoll

President

Jaguar North America

555 MacArthur Boulevard
Mahwah, New Jersey 07430-2327

RE: Our Recent Jaguar Purchase Experience and Mechanical Problem
Dear Mr. Driscoll,

Due to a major mechanical failure of our Jaguar, the following is documentation of our
recent purchase of a 1999 Jaguar XJ8 from Hornburg Jaguar of Santa Monica, California.
We have attempted to resolve this difficult issue with them since we believe Jaguar
should honorably back their product. Also, we feel that, due to their negligence and
misrepresentation, our Jaguar in now worthless and inoperative.

For the past several years, we have purchased and leased pre-owned Mercedes Benz
automobiles. The lease on our 1998 Mercedes Benz ML320 commenced in October of
2001 and was scheduled to expire in October of 2005. The vehicle had over 100,000
miles at lease end. This Mercedes was a pre-owned vehicle with 50,909 miles at the
beginning of the lease. During our four year lease period, we experienced no major
mechanical issues. Prior to leasing this vehicle, we had purchased a pre-owned 1989
Mercedes 190E which we still own today with over 160,000 miles. This automobile
never needed any major mechanical repairs over the years and s still in excellent running
condition. We performed all normal scheduled maintenance and had repairs done when
necessary.

In July of this year we decided to explore purchasing a pre-owned Jaguar XJ8 since our
Mercedes lease was due to expire in October, 2005. We decided it was best to purchase
from a Jaguar dealership because we were told by other Jaguar owners and members of
Jaguar’s sales staff that the vehicles were inspected thoroughly with maintenance and
repairs performed prior to sale. After learning this, we knew that Jaguar took pride in
their automobiles. In our search we went to several Jaguar dealerships. We found Silver
Star Jaguar in the Thousand Oaks Auto Mall to be the most professional of all dealerships
visited, and, after this experience, our instincts were correct. We test drove different
models and told the sales representative exactly what were looking for, a black XJ8 with
black interior and low mileage in excellent condition. We left our contact information but
did not hear from Silver Star,




A couple of weeks passed and we found the Jaguar we were looking for, online in the
Auto Trader. The ad read “Beautiful black on black! Chrome wheels, extremely clean,
immaculate interior!” Priced at $15,995.00 with 44,883 miles for a 1999, it was a great
possibility. We left a message with Alan Feuerstein, Internet Sales Director, at Hornburg
Jaguar of Santa Monica which is 30 miles from our house. Our phone call was not
returned that day so we made arrangements to drive to Santa Monica and look at the car.
Upon arriving, we were approached by the salesman on duty, Steven Brooks. After
asking several questions regarding the advertised price and features it was obvious to us
that Steven was new and inexperienced. We asked to speak with the Sales Manager, Ray.
Ray seemed knowledgeable but was very rude and abrupt. We explained to him that the
car was advertised online having chrome wheels and was priced at $15,995.00. He
became upset when shown the copy of the Auto Trader ad we had printed. We brought to
his attention the automobile didn’t have chrome wheels and was priced $1000.00 higher
than advertised. He replied that this was an Internet price only, not a dealership price and
the claim about the chrome wheels was a mistake. We explained to Ray that we were
seriously interested in the car but didn’t think it was fair to pay more than the advertised
price. Also, we requested that Hornburg repair the damaged cup holder and cracked
speaker cover in the car. Ray’s defensive reply was; “I spent money to service this
vehicle and did minor repairs in preparation for sale. I could wholesale the car for the
advertised price and not have the headaches of a customer coming back complaining
about something later.” We found this to be an extremely unprofessional response to our
request but, since we truly loved the car, we negotiated the purchase price of $15,745.00
and bought the vehicle. We were offered a full coverage 100,000 mile warranty for an
additional $6,195.00 or a power-train warranty for $4,695.00. Since we were about to
purchase a quality vehicle with less than 50,000 miles that had been thoroughly
inspected, we believed the vehicle would not have any major problems for at least
another 50,000--100,000 miles. We therefore declined the exorbitant warranty cost.

To further confirm our thoughts about Hornburg in Santa Monica, we were notified
subsequent to our Jaguar purchase that our Mercedes ML320 that we had released to
Hornburg for delivery to Mercedes was not returned for weeks. It sat on the lot at
Hornburg. We even received a parking ticket from the City of Berkeley for the Mercedes
during this time. Also, shortly after our purchase, we received a sales tax rebate check
because Hornburg registered our vehicle in Ventura County even though our paperwork
clearly states that we live in Los Angeles County.

We purchased the vehicle on July 13, 2005 with 44,912 miles. On December 9, 2005, we
drove only two miles from our home to the grocery store, made purchases and tried to
start the car. The car would not start and was towed to Silver Star Jaguar in Thousand
Oaks since we live close by. We were referred to Monigue O’Neil, service advisor, by
Pat Kelly who first responded to our telephone call. Both were sympathetic and
extremely professional which confirmed our previous feelings about Silver Star.
Monigue made sure our problem was diagnosed in a timely fashion. We learned that the
engine is severely damaged and would cost about $12,000.00 to repair, She told us that
the “the oil is like sludge™. The car presently has 48,418 miles. We have driven the car



3,506 miles since our purchase. Obviously, the car had never been inspected since even
the most minor oil change was not done to keep the car properly maintained. We believed
what we were told by your Jaguar Sales Manager, Ray, at the time of purchase. This, in
fact, was not true. Apparently, the car had not been inspected and maintenance had not
been done. Now the engine is damaged. If he had told us that this was not done we
would have insisted that it was done or taken the car to a mechanic for inspection prior to
purchasing it. A simple oil change would have prevented this from happening. When we
learned the news of the extent of the engine damage, we went to the Hornburg Santa
Monica on Friday, December 9, 2005. Ray was no longer there and there was no General
Manager or Sales Manager on duty so we left the information with Steven Brooks who
said he would have his new manager, Zach, contact me the following day. Of course,
Zach was never given the message so we had to phone him. Even though he did make an
attempt, he was extremely unsympathetic and unhelpful. When Zach learned we had left
a message with Jaguar’s 800 number, he became even more disinterested and suggested
that we preferred Jaguar’s 800 customer service handle our situation.

We expect that Jaguar will stand behind their product. We expect our vehicle to be
repaired without any expense incurred by us and returned in the condition it was
originally represented at the time of purchase. Regardless of year, this vehicle has less
than 50,000 original miles which would be covered under the standard new car warranty
offered by Jaguar today. We still believe that Jaguar is a quality manufacturer of
automobiles as advertised. We also realize that this unfortunate mishap could have been
avoided if proper representation was offered.

Now, after many phone calls to customer service and visits to Hornburg Jaguar, Santa
Monica, California, we have received notification from Paul Radford, General Manager
of Hornburg, Santa Monica. As a “good will gesture”, Jaguar will carry out necessary
repairs at $96 per hour plus a 10% discount on parts. We find this treatment
unacceptable.

Thank you, in advance, for your immediate response to this important matter. Please
contact us at NG

Sj

CC/Enclosure




Eoun Aporoved: OM.B.No, 2127-0005

" DOT Auto Safety Hotline FOR AGENCY USEONLY 100148
U.S. Department Vehicle Owner's Questionnaire Date Recelved Repository []
of Transportation To Report Vehicle Safety Defects
1-888-DASH-2-DOT
National Highway -888- - 21-DEC-2005 Reference No.
Traffic Safety {1-888-327-4236) r
Administration INTERNET :www.nhtsa.dot.gov/hotline 10145837

OWNER INFORMATION (Type or Print)

- Evening Telephone Number
City State Zip Cod-

WESTLAKE VILLAGE CA

S

Do you authorize NHTSA to provide a copy of this report to the manufacturer of your vehicle? O ves X no
In the absence of an authorization, NHTSA WILL NOT provide your name or addrass to the vehicle manufaEcturer.
Signature of Owner Date L/

VEHICLE INFORMATION
17 digit Vehicle Identification Number Located at bottom of windshield on driver's sida | Make Madel Model Year

saskxt 041 x JAGUAR X8 1999

Cate Purchased Dealer's Name and Telephone Nurmber Engine:
15-JUL-05 HORNBURG JAGUAR COF SANTA MONICA

Original Owner Dealer's City State Zip Code
] SANTA MONICA CA 90403

Transmission Type |[X] Antilack Brakes Pawertrain Vehicle CD"éDDﬂeﬂt Code
061110 ENGINE AND ENGINE COOLING:ENGINE: H
AUTOMATIC  |[X] cruise Control| UNKNOWN E:GASOLINE:BELTS Al

Multiple Failure: 1

Fuel Type:
No: Cylinders 8 Gas

FAILED COMPONENT(S)/PART(S) INFORMATION
Incident Date(s) | Failure Mieage | Failure Speed
08-DEC-2005

ADDITIONAL ITE| E COMPLETED WHEN REPORTING A TIRE FAILUR
Tire Make Tire Madel (Name or Number} Tire Size (Exampie P215/65R15)

DOT No. {Example; DOTMALSABC036) ] Original Equipment e
- Pric?r Repair Falure Location:

Tire Component Code Tire Failure Type

ADDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A CHILD SEAT FAILURE

Make: Date Manufactured: | Model No./Name:

Seat Type: Installation System:
Child Seat Component Code: Failed Part:

APPLICABLE INCIDENT INFORMATION

(Please desaibe in detzil the inddent(s), Faiure(s), Crash(es) and injury (ies).)
Crash Fire Number of Persons Iniured Number of Deaths Reported to Police
| [ves [xno [ [ves [X} o N

Narrative Description of Incident(S), Crash(es), and Injury(ies).

Please describe (1) events leading up to the Failure, (2) failure and its consequences, and (3) what was done to correct the failure;
i.e, parts repaired or replaced (and if old part Is available).

DT: THE CONTACT STATES VEHICLE WOULD NOT START. SHE HAD IT TOWED TO THE DEALERSHIP, AND THEY DETERMINED THERE WAS
SLUDGE IN THE OIL PAN AND THE TIMING CHAIN BROKE. THE ENGINE NEEDED TO BE REFLACED. *AK

lude, if available: Police/Fire Depa nt Report, Photos, and Repair Invgice. ATTACH ARDITIONAI SHEFTS IF NFCESSARY |
The Privacy Act of 1974-Public Law 93-579 This Information Is reguestaed pursuant to authority vested in the National Highway Traffic Safaty Act and subsaguent
amendmants. You are under no obli

gation to respond this quasti ire. Your resp may ba used to assist tha NHTSA in determining whethar a Manufacturer
should take appropriate action to correct a safety defect. If the NHTSA proceeds with administrative enforcement or litigation against a manufacturer, your response,
or a statistical summary thereof, may be used in support of the agency's action.




