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Daar Customer Servica,

I rarely write lefiers to express my dissatiefaction, hut being a loyal Ford owner since the mid-
savarties, | feal | must express my unhappiness regarding 8 recent sarvice visit to my keeal Ford
dealer, Butler Coury Ford, Butler, PA

{ oom & 2003 Ford Explorer with a V-8 engine. AN of my previous problema with this vehicle wene
covared under the new vehicla warmanty, including replacing the rear end and multiple clirnate
control problams.  These problems led to a low confidancs level in this vehicle, »o | purchasad
the premium extended wamranty prior to the new vehicle warranty axpiring.

On previaus visits for oll changes, state rmandated safety inspectons and the problems noted
above, | mentionad a problem | periodically experienced with staling and/or englne surging, both
when driving and when coming to a stop. | was always tokd | had to leave the vehicle ovemight
50 they could replksate the problem. Snce this was & very infrequent problem, and thers was no
Sommon: slamant, i.e., cold engine, weather, etc that could instigate the problem, | falt laaving the
vehicle ovemight would only result a “Could not duplicabe the problem” diagnoals. But as the
problems became more frequent, | folt it was poasibly bacoming a aafety lssue. 5 | mentioned
It again the moming | took the vehicle In for my annual state mandated safety inspection and |
was toid there was a service bulletin ragarding this problem. They explained the PCM neaded
reprogramming to comact the idle. | kld them > go ahead and reprogram it as necessary, fully
sxpecting this to be coverad under warmenty. Ta my surprise this wasn't coverad under the
axtended wewranty sinca na parts were requined. |1 can read as wel as anyone, and that's what
the warranty Itersture says. But eince | didn't mess with the programming, | can only sssume
thare was an Inherant problem with the PCM sincs new, and since | have always had a wamanly,
aither ariginal 338 or the extended “Premium Care™ wamanty, | expected this ne-programming to
be covered. To my surprise it was not, leaving me with a bif for $80.95. I'm thinking | shouldn't
have sven had it fxed. | had leamed to ba axira cautious st sbop signs and ghts, and to quickly
shift to neutral to restart tha engine when it stalted while driving. | could have beft it that way for
the naxt owner, but that woukin't have been morally right.

So, that's my complaint. Fisase understand, | have no complainte against Butier County
Ford. Thay have been axcallent t deal with, straight up with tha facts involving this complaint,
and overall a pleasure to deal with. But | think this problem was lherent since new, and F'm
stuck paying forit Elghty bucks may not ba much, but I'm currently retired. o a fixssd income,
and don't have the axtra money o throw amound. | would very much ke you to consider
raimburging me for this expense, although 1 can’t really say | expect t.  I'll e replacing the
Explkorer with a more fuel sfficient vehicle just as soon as aconomically practicsl, and would lika to
consider ancther Ford, but this expariance has not kst me with good feelings o futurs Ford
ownership. That eald, I'd like ko shane the following with you.

|'ve owned a lot of Ford vehicies, Including a 1578 F150, 1979 Marcury Bobeat wagon, 1982
Escort 4-door, 1983 Mercury Gougar, 1883 Ford Country Squire, 1986 Mustang, 1989 ,!l
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Thundarbird, 1980 Ford Taunss Wagaon, 1993 Ranger, 1888 Marcury Mountaineer, and my
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current Explorer. My non-Ford vehicles have actually basn Fond products, a 1RO7 Japuer X K3
coupe, and a two Mazdas. | worked for Ford for aimost 15 years, both in marketing and with Ford
Moator Credit. S you 386 1 have a leng personat history with Ford snd Ford products. But as |
grow odder, my next vehicle must give me a strong feeling of confidence that futura imechanical
problerns will be under warranty. There are some manufachurers now offering much fonger
warranties that any of the domeatic manufachirers come cleas to maiching.  Exaenple; Hyundai.
| can't get a eimilarly contentad Fuelon for anywhere ciogs to the price of & Sonate, and it comes
with & five year, 60,000 mia bumper to bumper warranty.  And e ranked congiderably highar in
quality and cusiomer satisfacton

Today's experance laads ma to balleva | can expect to have higher than anficipated expenses
going forward with my Exploner. | tied to mitigate future sxperses with the extendad wamanty,
but am now thinking that may have been urwise. | can only hope that future problems nvolve
raplacing & part, 8o that | have a chanca of & baing covered,

‘Thank you far aliowing mea to vent my diaplaasiune. | hope someone takes the siepa needed 1o
bring Ford out of the pasl, into the preeant and preparsd for tha fubure.

oo Butler Coundy Ford
MNational Highway Traic Sefaty Adminiatration
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