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Westlake V. California

Jarmary 5, 2005

Mr. Mike O’ Driscoll

President

Jaguar North America

555 MacArthur Boulevard
Mahwah, New Jersey 07430-2327

RE: 1999.taguuxm,vm#smmo-

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 XI8 in Jaly, 2005 to its
demise on December 8, 2005, | 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 mechenism and plestic rails was
installed in 1997 to 2000 V&'s resuliing in many stress fracturcs and subsequent engine
problems, Jagum’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 fmlty pert and, our VIN mumber is referenced es being subject to
this problem. O timing chain tensioner fhiled, janmmed in the timing chain causing the
chain 1o break in half resulting in the valves stuck open and the pistons colliding.

We were not advised of thix serlous issne 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. 1 do not understand why these automobiles were not
recalled since this iz a patentially serious issue. Luckily, I happened to be ina
supermarket parking lot when the engine died with absohutoly no warning. Maybe the
next funily will not be so lucky.

Mymmmmmmmmmqmummmﬂmum,mm
Oaky tokd us thet the “oil is Jike 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 ofl problem may not have had anything to do with this major problem
but, rescarch states that lack of regular oil changes and engine overheating shortens the
life of these plastic components,

Yesterday, Paul Radfiord, Manager of Homburg Jeguar, gave us a “reasonable offer” of
$8,547 phus possible edditional costs for hoses, belts, ete. 1o repair our wseicss car,




Jaguar rmpst address this isspe. Your customers are the foundation of your business. 1
have placed many calls to you, William Clay Ford, Jr., Jeffrey Tolerico and other
executives with no response. 1 have only spoken with various customer service
represcriatives and Jillian, your executive contact.

I look forward o an inmediate response to this urgent matier,
Thank vou.

Sincerely,

{Enclosure

cc:  Clarence Ditlow, Executive Director, Center for Auto Safety
William Clay Ford, Jr., Chairman of the Board and CEQ, The Ford Motor Co.
Alberio A. Jimenez, Chief, NHTSA
Bill Lockyer, Attorney General, California Attorney General's Office
Conpell O'Donnell, BExecutive Vice President, Marketing and Sales, Jaguar
Panl Radford, General Manager, Hornburg Jagoar
Lea Thompson, Chief Consumer Correspondent, NBC News Dateline
Gary Temple, Vice President, Customer Service, Jaguar
Jeffrey M. Tokerico, Vice Presi Retail Operations, Jaguar
Representative Hary Wexman, 307 District of California




Westlake iﬁﬁ Califbmia -

Drecember 15, 2005

- Mr. Mike O"Driscoll
President
Taguar North America
555 MacArthut Boulevard
Mahwah, New Jersey 07430-2327

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

Due to & major mechanical filure of our Jaguar, the follvwing is documentsation of our
recert purchase of a 1999 Jagmar XJ8 from Hornburg Jaguar of Sante 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
misrepresaniation, our Jaguar in now worthless and inoperative,

For the past severel ycars, we have purchased and leased pre-owned Mercedes Benz
automebiles. The lease on our 1998 Mercedes Benz ML320 conmmenced in October of
2001 andt was acheduled to expire in October of 2005, The vehicle had over 100,000
miles at dease end. This Mercedes was a pre-owned vehicle with 50,909 miles at the
beginning of the lease. During our fowr year lease perind, we expericoced no major
mechanical issues. Prior to leasing this vehicle, we had purchased a pre-owned 1989
Mercedes 19E which we still own today with over 160,000 miles. This sutomobile
never needed any major mechanical repairs over the years and is still in excellent ronning
condition. We performad all normal scheduled maintenance and had repairs done when
DECessary.

In July of this year we decided to explore purchasing a pre-owned Jaguar XJE since our
Mercedes Jease was due to expire In October, 2005, We decided it was best to parchase
from a Jaguar dealership becaunse we wore told by other Jaguar owners and members of
Taguar’s ssles staff that the vehicles were inspected tharoughly with maintenance and
repairs performed prior to sale. After learning this, we knew that Jaguar took peide in
their antomobiles. In onr scarch we went to s¢veral Jaguar dealerships, We found Silver
Star Jagnar in the Thousand Gaks Auto Mall to be the most professional of all dealerships
visited, and, after this esxperience, our instincts were correct. We test drove different
models and told the sales representative exactly what were koking for, a black XJB with
black interior and Jow miksage m cxcellont condition. We left our contect infbrmation but

| !



A couple of weeks passed and we found the Jaguer we were looking for, online in the
Auto Trader. The ad read “Beautiful black on black! Chrome wheels, extremely ciean,
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 Hormburg
Jaguar of Santa Monice which is 30 miles from our house. Our phone call was not
returned that day so we made arrangements to drive to Santa Monice and Inok at the car.
Upon arriving, we were approached by the salesman on duty, Sieven Brooks. After
asking several questions regarding the advertised price and features it was obvious to us
that Steven was new snd inexperienced. 'We asked to spesk with the Salea Manager, Ray.
Ray seemsd kmowladgeable but was very rade and abrupt. We explained to him that the
car was advertised online having chrome wheels and was priced st $15,995.00. He
became upset when shown the copy of the Avio Trader ad we had privted. We beought to
hix attention the automabile didn’t have chrome wheels and was priced $1000.00 higher
than advertized. He replied that this was an Iniernet price cnly, not a dealership price and
the cleim about the chrome wheels was & misteke. We expleined to Ray that we were
geriously imterested in the car bot didn't think it waes fur to pay more than the advertised
price. Also, we requested that Hormburg repair the damaged cup hokler and cracked
speaker cover in the car. Ray's defunzive reply was; “I spent money to service this
vehicle and did minor repairs in preperation for sale. I could wholesale the car for the
advertised price and not have the headaches of a customer coming back complaining
abowt something later.” We found this to be an extremely unprofessional response 10 onr
request but, since we truly loved the cer, we negotiated the purchase price of $15,745.00
and bought the vehicle. We were offered a fill coverage 100,000 mile warranty for an
additiona] $6,195.00 or a power-trafn warranty for $4,695.00. Simce we were about 1o
purchase a quality wehicle with less than 50,000 miles that hed been thoroughly
inwpected, we believed the vehicle wouki not have any major problems for et least
another 50,000-100,000 miles. We therefore dechined the exorbitant warranty cost.

To fimther confirm our thoughts about Homburg in Santa Monica, we were notified
subsequent 10 our Jaguar purchase that our Mexcedes 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 recefved 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
becanse Horvburg registered our vehick in Venfura County even though our paperwork
clearly states that we live in Los Angeles County.

We purchasad the vehicle on July 15, 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
gtert the car. The car would not start and was towed fo Silver Star Jagmar in Thousand
Oaks since we live close by. Wo were referred to Morigque O'Neil, service advisor, by
Pat Kelly who first responded to owr telephone call. Both were sympathetic and
extremely professional which confirmed owr previous feelings ebout Silver Star.
Monique made sure our problem was diagnosed in a timely fashion, We learned that the
engine is severely dameged and would cost about $12,000.00 to repair. She told us thst
the “the oil iz like gludge™. The car presently haa 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 belisved
what we were told by your Jagnar Sales Manager, Ray, &t the time of parchase. This, in
fixct, was not troe. Appercnily, the car had not beon inspected and maintenance had not
been done. Now ihe engine is damaged. If he had tokl us that this was not done we
would have insisted that it was done or taken the car to 2 mechanic for inspection prior to
purchasing it. A simple ¢il change would have prevented this from bappening. When we
kearncd the news of the extent of the engine damage, we went to the Hornburg Samta
Meuice cn Friday, December 9, 2005. Ray was no longer there and there was no General
Manager or Sales Manager oh duty s0 we kft the information with Sieven Brooks who
said he would have his new manager, Zach, contact me the following day. Of course,
Zach wes never given the message 30 we had to phone him Even though he did make an
attempt, be was extremnely vnsympathetic and unhelpful. When Zach learnex] we hed Jeft
a message with Jaguar’s 800 number, he became even more disimterested and suggested
that we prefemed Jaguar's 300 customer service handle our sitnation,

We expoct that Jaguar will stand behind their product. We expect our wehicle to be
repaired without any expense incurred by us and returmed in the condition it was
originally represented at the tme of pirchase. Regardless of vear, this vehicle has less
than 50,000 original miles which would be covered under the standerd new car warranty
offered by Jaguar today. We still believe that Jaguer ia 2 quality marmfictorer of
automobiles as advertised. We also realize that this unfbrtunate mishap could have been
avoided if proper representstion was offered.

Now, after many phone calls to customer service and vigits to Hornburg Jaguar, Santa
Monica, California, we have received notification from Paul Radford, General Menager
of Hornburg, Santa Monica. As a “good will gesture”, Jaguar will carry owt necessary
repairs et $96 per howr phw a 10% discount on parts. We find this trestment

unaccepiable.

Thank you, in ad for imtncdiate response to this important matier. Pleasc
m——

Sinocerely,

CC/Enclosure
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* AThe retaining bolts should be %2 the recommended torqus setiing of 10.14 Nm (7.4 - 10.3 ib, 7t 88.5 -
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Sobf MY Jagwar XJ8
Date: 17212008 5:42:25 PM Pacifia Standard Time
Tor Carnlecodfac.com

David R. Corlo

ADT Security Services, Inc. ! Tyco
Custom Homs Setvices Market Manager

{310) 819-2118 Office
{310} 419-220% Fax
{310) 344-4052 Csllular
deono@adt.com Emali

171 5. Wastermn Avenus
Torrance, CA 20501 1724
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PFromi Paul Radford [inafbo: hornburg.com}

pradford
Sants Tuesday, Jemsaty 03, 2006 10:02 AM i
To1 Cotlo, David R
oy mkorban@homberg.com; zsiciiinoghombrrg.coim; ghatzenbeler@yhomberg.com
Subjuck: Jaguar X189
Dear David,

mmmmmm-mmmmmmhmm
ﬂnmmmmmmmmrmﬂ:mmwm
parhmdld:or.ﬁraﬂlpﬂuhrﬂhjahhwhnﬂl!ﬂm.

Engins - $6500

Labor - $2047 {23 hours at $89 par houwr)

mmmhmm:mmmmmm“mmmmﬂ
hoses and belts atc. .

Ihmﬂutlﬂshmtﬂmsmuhynummmmmmunvdﬂﬂn
ls out of manufactursrs wairanty we fesl it is a reasonable offer.

ummmmmmwmmdmmmmmm
for collection by the end of the wosk. -

Kind Regards,
Paul Radford
Geonaral

L

Manager
Jaguar & L.and Rover

1641 Wilshirs Bivd

Santa Monica

Wednesdxy, January 04, 2006 America Online: Carolecord




David k. Corin
ADT Sevurity Sarvices, Ine. ! Tyen
Custom Home Servicas Market Munager

(310) 618-2116 Qiffice
3101 619-2209 Fax
{310) 344-4052 Celular
F T Email

21171 &, Wastarn Avenue
Torranco, CF 008043724

Fromm Paul Radiord [malito:pradiord

Sunts Tussday, Junuary 03, 2005 9:00 AM

Ta: Corlo, David B

Ca miorban@homburg.com; asiclilano@homburg.com; ghatzenbalierdhomburg.com
Subjectz Jaguar X)8

Good Morning David,

ngmmmmmmm“mmmmmmm_
replacing and it fs not aconomical to repair It.

Wo also asked Jaguar again for assistance and unfortunately thay are unable to help.

E:ncumﬂymﬁumaﬂmhhﬂuhramnmmmﬂbahaakhm

Kind Regardas,
Paul Rexiford

General Manager

Homburg Jaguar & Land Rover

1501 Wilshire Bivd

Santa Monica *
CA 80403

Tel:- {310) 318 7213
Fax:- (310) 264 0484
Call:- (T14) 728 5448

Wednesday, Fanuary 04, 2006 America Online: Carolecori
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