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U.S Department of Transportation September 7, 2006
National Highway Traffic Safety Admin.

400 Seventh St., S.W.

Washington, D.C. 20590

Attn: Alberto A. Jimenez, Chief
Correspondence Research Division
Office of Defects Investigations
Enforcement

Dear Sir:

| am enclosing copies of information that was requested by your office. We continue to have
problems with our vehicle, which has currently been in the repair shop again since August 28.
We have had no response from Ford Motor Company other that to be told they are working on it
or to keep in contact with the dealer. '

Thank you for your interest in this matter. Any assistance or guidance you could provide in this

matter would be greatly appreciated. They had us sign a Standard Arbitration Agreement which
we had no idea about but now find out that it basically ties our hands and leaves us stuck with a
lemon.

Sincerely,







August 28, 2006

Battlefield Ford
8980 Mathis Avenue
Manassas, VA 20110

ATTENTION: J. R. Schaeffer General Manager
Dear Sir:

On February 26, 2006 we bought a used 2005 Ford E-150 LA West conversion van from
Battlefield Ford in Manassas, VA. We purchased this vehicle for $19,990 with 14,844 original
miles and the balance of the factory warranty of 3yrs/36,000 miles. There is currently 30,200
miles on the van with the original warranty due to expire on November 11, 2006. We also
purchased the extended Premium Service Contract for $1737.38 that expires November 5, 2009.

We are writing this letter to serve as documentation for two very serious on-going problems. In
May of 2005 we began having problems with the air conditioning system, soon to be followed by
rear end/transmission problems and both problems still exist. The air conditioning is the least
serious of the two but is a concern because it is not operating properly. The rear
endftransmission probiem has us most concerned. It began with a slippage or thud sound when
in reverse, not in the engaging of gears, but the actual function in reverse. It is a feeling similar
to the wheels slipping on slush or ice when trying to back up. Please refer to our enclosed
personal documentation for services performed on this vehicle. Currently there is one open
outstanding service record from July 3, 2006.

In reference to the July 3, 2006 service date, we consider the comments made by the Ford Field
Engineer (Ernie) to be misleading and unacceptable in resolving the problems with the rear
end/transmission. We invite the General Manager of Battlefield Ford in Manassas, VA as well as
anyone from Ford Motor Company, Quality Control Division, to take a ride with us and experience
this problem, and then explain to us how this could possibly be "A NORMAL OPERATING
CHARACTERISTIC" of this vehicle, and also expect us to find this to be an acceptable
explanation. This is our third Ford E-150 conversion van and we never experienced anything like
this with either of our 1983 or 1992 vehicles. The fact that we had such good experiences with
both vans led us on our one year plus search for our current one.

The problems with this vehicle greatly decreases its value, however we are still obligated to
honor our loan payments until they are paid in full. This is very disheatring to us since we have
almost four more years of payments remaining on the loan. '

We feel we are within our rights to expect a rapid resolution to these problems in view of the fact
so much time has already been wasted on our original warranty {which expires in a few months)
in trying to have these problems diagnosed and repaired on this vehicle. Thank you for your
consideration in this matter, and we will anxiously be awaiting your reply.

Sincerely,

Annandale, V.
Phone:
E-MAIL:

Copy to: Ford Motor Company - Customer Relations Center
Copy to: Attorney General , Office of Consumer Afiairs

Virginia Department of Agriculture & Consumer Services
Enclosure



8980 Mathis Avenue * anassas, VA 20110
- 703-368-3184 » Fax: 703-368-3118

STANDARD ARBITRATION AGREEMENT

We hereby agree that any Dispute (as defined below) shall be resolved by binding arbitration
through the National Arbitration Forum, under its Code of Procedure then in effect. Rules and
forms of the National Arbitration Forum may be obtained and all claims shall be filed at any
National Arbitration Forum office, www.arb-forum.com or PO Box 50191, Minneapolis,
Minnesota 55405. This Agreement is made pursuant to a transaction involving interstate
commérce and shall be governed by the Federal Arbitration Act, 9 U.S.C. sections 1-16. Any
arbitration hearing shall take place in the state and county where Dealer is located and the
arbitrator shall apply the substantive law of the Commonwealth of Virginia. Judgment upon any
award may be entered in any court having jurisdiction. As used herein, a Dispute is any claim,
dispute or controversy directly or indirectly relating to a R o P L e
motor vehicle or any transaction directly or indirectly relating to
such vehicle, provided however that Dealer’s right to repossess any collateral, security or
property interest and Purchaser’s failure to provide consideration to be paid by Purchaser
(including failure to pay a note or dishonored check, failure to provide title to a trade-in vehicle
or to pay a deficiency resulting from a loan payoff on a trade-in vehicle) shall not be considered
a Dispute and shall not be subject to arbitration. This Agreement shall not be construed to permit
class-wide arbitration of any claim. In the event a Court having jurisdiction finds any portion of
this Agreement unenforceable, the remaining terms shall continue in effect.

THE PARTIES UNDERSTAND THAT THEY HAVE THE RIGHT TO LITIGATE ANY
DISPUTE THROUGH A COURT AND TO HAVE A JUDGE OR JURY DECIDE THEIR
CASE, BUT THEY HEREBY CHOOSE TO HAVE ANY DISPUTE DECIDED THROUGH
ARBITRATION. THE PARTIES ACKNOWLEDGE THAT THEY HEREBY EXPRESSLY
AND KNOWINGLY WAIVE THEIR RIGHT TO A JUDGE OR JURY TRIAL.

BATTLEFIELD FORD

i

Dated: o By:

T

Cusjomer

!{SEAL}

Customer




SERVICE DATES: ]

2005
MAY 10 - A/C not working. Serviced loose clutch, recharged system.

MAY 17 - A/C stili not working. Serviced by replaacing O rings and recharged system with dye to
check for leaks.

MAY 31 - A/C not working again. Located leak. Ordered and replaced rear A/C line and
accumalator bottle.

MAY 31 - Transmission/Rear End - clunking sound and slipping in reverse. Road tested with
Ford employee to verify. Serviced by lubing drive shaft and slip yoke. Still noticing problem after
vehicle returned.

20086

JAN 25 - Transmission/Rear End - slipping problem in reverse worse. Starting to feel slight
problem in drive also. Test drive with me for verification. Serviced by installing new drive shaft.
Stil feels the same. No real improvement.

APR 27 - Transmission/Rear End - Problem more noticeable and happening more frequently.
Serviced by removing the drive shaft and lubing with "Special" grease recommended by Ford
Engineers.

JUNE 7 - Transmission/Rear End - Took test drive with shop foreman and he acknowledged
problem and said he would like to have a Ford Engineer check vehicle. Appointment made for
June 19 at 12:30 for another test drive with engineer. No service on this visit.

JUNE 19 - Transmission/Rear End - Arrived at Ford shop for test drive with Ford Engineer at
12:30 and was told by Bryan (shop foreman) that Engineer was running late but would arrive
soon. Engineer did not arrive until 3:00. Took a test drive with Bryan (shop foreman), Ernie
(Ford Engineer, and John (transmission specialist). | was able to duplicate the problem of the
slipping several times within the first quarter mile. All three immediately acknowledged feeling
the problem and started to discuss possible solutions. | invited the Engineer to drive the vehicle
himself, which he did and he also was able to duplicate the problem right away and again started
to discuss possible solutions. | explained to him that we were due to go on vacation the following
week and questioned the reliability of the vehicle and the Engineer said he did not think they
could repair it in time for our trip, but he felt sure that it would be okay to drive for the trip.

JUNE 19 - A/C - Made loud noise during above test drive and Engineer asked me to leave
vehicle to be checked. Service involved re-routing a line. Returned next day to P/U vehicle and
made appointment to drop off after vacation for further testing on transmission.

JULY 3 - Transmission/Rear End - left for further transmission testing. | returned for the vehicle
on July 7. | was told by Ernie, the Ford Field Engineer, that after ali tests were performed and
measurements taken that this problem has now been diagnosed as QUOTE "A NORMAL
OPERATING CHARACTERISTIC OF THIS VEHICLE". | explained that this was our third Ford
E-180 conversion van and that we have never had this type of problem before with the other two.
They continued to tell me that they felt nothing more would go wrong with the transmission/rear
end.

JULY 3 - A/C - not cooling properly. Was told that they needed to order new parts from
Conversion company and would call when parts were in to bring vehicle in. There was green dye
on carpet by the rear A/C unit and part of cover broken. | called and was told that this would be
repiaced. |was told again that | would be called when parts arrived.



. 7

JULY 3 - Continued conversation regarding Transmission/Rear End after being told that this was
"A NORMAL OPERATING CHARACTERISTIC OF THIS VEHICLE" - | explained that this was
our third Ford conversion van and that the other fwo never had any of these problems. They just
continued to tell me they felt nothing further would go wrong with the transmission/rear end. |
then explained our original warranty would expire in November 2006 and that | was not
comfortable with the fact that after all these months of ongoing problems that the problem still
existed. They stated that we had purchased the extended warranty and that it would cover
problems. 1told them that | did not feel that was fair since the problem has been occuring during
the factory warranty and that | would then be expected to start paying a $100 deductable for any
further warranty visits related to this problem.

JULY 14 - We have not heard from Battiefield regarding the A/C parts. | called and spoke to
Ryan and was told paris were not in, that it could take 2 weeks to get. | asked if he would call me
once a week to keep me updated as | can only bring the van in on a Monday because of my work
schedule. He said "sure - no problem",

JULY 21 - No call from Battlefield Ford/Ryan. Called Ryan to get an update on the parts. We've
been having 100 degree and higher with the heat index. Asked if paris were in yet and only
response was "No". Asked again if he would call and keep me updated and he again said "sure -
ho problem”.

JULY 31 - No call from Battlefield/Ryan. Called Ryan again and asked about status of parts. He
said he didn't know and would call LA West that morning. He called back and said the A/C parts
will be RE-SHIPPED on August 2 with the rear A/C cover that was damaged when it was in the
shop last. | asked that he please call me when the parts were received and he replies "Yes, |
will".

AUG. 4 - Batllefield/Ryan has not called. | called and was told Ryan wasn'i there. Spoke to Lorie
who contacted Ryan who said that not all of the parts had been received. Asked again for Ryan
to call me.

AUG. 11 - No word from Ryan at Battlefield. | called Ryan and was then told parts should be in
8/16 or 8/17. Ryan said he would call LA West A.S.A P. and call me.

AUG. 18 - Again, | am the one who has to make the call to Ryan to find out about the status of
the parts. He finally said that all parts were in but that he was going on vacation the following
week (8/20-26) and asked if | could bring it in on Monday 8/28. | told him | would.






