U.S. CONSUMER PRODUCT SAFETY COMMISSION
4330 EAST WEST HIGHWAY
BETHESDA, MARYLAND 20814-4408

Albedla E. Wila 8 Tk 05047479
Fraadom of Information Officer 50401
Division of Information Management + Ofica of informarion and Technelogy fDM?OS-O : Email: anilisd)cpec.ooy

May 31, 2006

NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
Department of Transpottation / Office of General Counsel

400 Tth Street, S.W.

Washington, DC 20550

Enclosed is a letter gent to the 17.S. Consumer Product Safety Commmission :
(Commisgion). The Cormmission cannot process the enclosed request or letter. The prodnets or
matters that are the subject of the correspondence do not fall within our jurisdiction. As a result
we do not maintain any records responsive to the request and cannot respond to the concerns of
the correspondent.

We are forwarding the request or letter for whatever action your agency deems
appropiate. 'We have notified the correspondent about the referral. L

If you have any questions or concems, piease contact us.

Sincerely,

Alberte B, Mills

Enclosures

L)
o
GPSC Hotfine: 1-800-838 CREC(277Z) » CPSG's Web Slby: hincfwmew cpsc.gov




May 11, 2005

Vaolvo Cars of North America, LLC
7 Volva Drive
Rocklelgh, New Jersey 07647

ATTN: Volvo Customer Care Conter

“I'tiis is a letter of concem, the purpose of which Is to ask you to look into the
service competence and practices of Frasno Lincoln Mercury Volvo at 5200 N.
Blackstone, Fresno, Calllomia 83710. A recent experience which placed my e
In jaopardy revealed to me that my car hae baen so poorly senviced that while |
have been thinking | was driving one of the safest automobiles avallable, | was in
reality a short malfunction away from real peril.

One sad and unfortunats outcome for me Is that | have ne faith or trust in the
competance of tha Fresno Volve dealerehip and since the closest dealership is
over 100 miles away, | will probably have to switch to a differert make of
automoblle. And | really llke my Volvo.

| have regularly and solely used this dealership since it assumed the Volvo in
2002, Over that peried of time, | have paid the dealership $6,321.53 In repalrs
and service. My last service at the Fresno dealership was on April 8, 2008.
When my 2001 560 ceased to function on the mejor freewsay betwean
Sacramento and San Francisco, Calfornia at peek traffic hour 4:00 P.M. on May
2. 2008, | was frightened and mystified that the: car would fall so soon after
service. | was towsed fo the Volvo of Feirfield Barber Group Dealership (see letter
attached) and this sperience may have saved my Iife, and thet of my & year old
granddaughter who is oftan In the car with me. | am a B5 year old woman on my
own, and | travel approximately 15,000 miles a year throughout central and
northem Californla for my work. | required, and thought | had, a safe and reliable
car. Frankly, had | gotten Into the fast lane on May 2, I'm not certaln | would be
here to writa this lettsr.
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One lasue of on going concem for me has been that the Service Emission
System/Chack Englne ights have come on repaatedly. As | travel long distance
so frequently, | initlaily wertt Into the dealership or callsd, and they repeatadly toid
ma that | should not worry; that If the car was not riding rough, It was just a light
maifunction. On Aprll 8, 2008, the day of my Iast service at the Freano
dealership, those lights came on that svening, and stayed on for two days.

i dissoverad at Volvo of Faliflelt that codes had not been run over a lohg period
of ima (see attached printouts), the mass alr flow had not been cleaned, possibly
evar {so0 attached photos taken on my cell phone showing before and after
cleaning), and othar Issues of non- or inadequate-sarvice.

Thasa circumstances refiect sither gross incompoiance or a fansolous Intent Lo
deceive on the part of the Fresno Lincoln Mercury Volvp dealership. Efther way,
the kves of those who enirust their Volvos 1o this dealership are in real danger.

t have known sinoe the outset that customar service was truly paor at the Frasno
dealarship. # ls not possibla to reach the service departmant by telephone
before 8:30 A.M.; | have never before been talked with about the importance of
certaln sarvice or what was going on with my cer, other than a cursory statement
to justify the fee; I've never talked with & mechanic sincae the change in
dealership In 2002; no one Is avaliable after 5:30 P.M, when the service
deparimant closss; when my car has requived minor parts, such as turn signal
buibs, | had to go to the paris dapartment myseil, get the patt, and {ske it back
over for Ingtaliation. { have dreaded going to that deslerehip for four years. This
was all axasperating, but | assumed and trustet thet as an authorized Volvo
dealerghip, my car was being properly caned for and | could tolerate poor
customer service. After the May 2, 2008 experienoe, | leamed otherwise, and |
will never go there again.

To relterate, my raquest is that you ook Inko thi gervica practices of the Fresno
Lincoin Mercury Volvo dealership before a real disaster takes place. | would

appreciate an acknowlsdgement of receipt of this lether.

ce:  Buresu of Automotive Repair
The Councll of Better Buisiness Bursaus
Better Business Bureau of San Joaquin Valley, Inc
Fresno Lincoln Mercury Volvo




May 9, 2008

Volvo of Falrfield

Barber Dealer Group
2855 Auto Mall Parkway
Falrfleld, CA 94533

v

This letter is to inform you of, and thank you for, reafly excellent customer service
and expert auto care. |am so grateful that when my 2001 560 ceassd to operate
on May 2, 2008, at 4:00 In the aftemoon on |80, | was towed to Volvo of
Falrflald.

As we drove onto the promises, |G c:me out to mest us.
He was immediate, courteous and helpfd. 1 advised him that | had just had my
95,000 mille service on April 6, 2006, and | was pretly distraught at hﬂwng My car
gtop operating on a busy freeway at peak traffic ims.

Femwmammwmmmmatmycarhad not had a 155
are upgrade. They took the car in for analysla and discovered problems as
reflectad in the service order, which indicated, among other things, that over &
long period of ima, codes had not bean run (they provided me with computer
printouts) and the ETM mass ai flow device might never have been cleaned as
the bulld-up was great and the device still had the original white paper (they
provided me with photos on my celt phone). Mr. Wasson came and talked with
me and explalned each procedure. He estimatad It would take about two hours,
buttheywuuldgetmhmkmmeatday As | walted, rovided me
car to go to & nearby restaurant When | retum
and Cerlified Master Mechanic Robert all talked with me and explained
at had happened with my car and what they had dohe with . Mr. Wasson
was off, had already picked up his wife to go out, but came back by 1o be cartaln
| was well served and would be on my way. | left Fairfield at about 7:15 P_M. with
the assurance that my automoblle would get me safely home. | plan to retum in
June for my 105,000 sarvice, the importance of which was explained to me by
Rabert.
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Volvo of Fairfield
Page 2

In short, | was grested graclously, was completely and clearly informed, was
provided clear information and a loan car to maet my neads, and my car was
repaired and sarviced by competent, courteous, helpiul experts. And ali of this
after 5:00 P.M. Ag a final gesture of excetlent sarvice, they washed my car.

On Mav 2, | re-discovered the meaning of excellent customer service and expert
auto care which | have not exparienced since the current Freano dealership took
over Volvo in 2002. | plan to advise the Volvo Corporation and regulatory and
monitoring agencles of this experience, and to include this example of how a
dealership }s meant to operate. Thank you again. | consider this 1o have been a
life-saving experience, and | am truly grareful.

Sin
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