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State of North Carolina R

)
ROY COOPER Department of Justice CONSUMER PROTECTION
ATTORNEY GENERAL 0001 Mail Service Cenier Toll Free In NC

(877) 566-7226
QOutside of NC
(919) 716-6000
Fax: (919) 716-6050

Raleigh, NC 27699-0001

July 19, 2007

National Highway Traffic Safety Administration
1200 New Jersey Avenue, SE

West Building

Washington, DC 20580

hY

RE: File No. 0704657

Dear Sir:

cnclosed is a consumer complaint from a consumer in our state concerning problems
he has experienced with Ford Motor Company and his 2005 Ford F350. While he is
outside the parameters of our Lemon Law, there does appear to be a manufacturing
defect with this vehicle.

| am forwarding his information to your office for whatever action you may deem

appropriate.
% truly yours,
Patricia T. Jones
Consumer Protection Specialist
CONSUMER PROTECTION DIVISION
Enclosure

o

o



Ford Customer Service Division Lot G PO Box 6248, MD 3NE-B
’ Dearborn, MI 48126 USA

June 4, 2007

Ms. Patricia T. Jones
Consumer Protection Agency
9001 Mail Service Center
Raleigh, NC 27699

re: NG
File: 0704657
Vin: IFTWW33P3

Dear IR
This is in response to your letter of May 1, 2007 regarding your 2005 F-Series.

Ford Motor Company considers the satisfaction of its owners to be one of its most important
objectives. We commit substantial resources and effort in a sincere attempt to resolve the
concerns of our owners.

Unfortunately, Ford Motor Company will not be meeting I cxpectations on a vehicle
replacement. Due to the mileage on Mr. Sholar’s vehicle, he does not meet criteria.

Thank you for taking the time to bring this matter to our attention. We recognize the importance
of retaining your confidence in us and are striving to ensure your satisfaction.

Sincerely,

oo (I/zuagd

Tanya Arteaga
Consumer Intervention

cc: I
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"Before anylwork was performed, did you receive an estimate? T 1Yes { INo L
Did you authorize any changes to the original estimate? : { 1Yes [ ]No Ifyes, provide details on the next page

I yes, provide details on ttie next page o

Wera the completed repairs different from what you had authorized? [ ‘]Yes [ INo
SECTION 4: Information About the Transaction
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[ 11attended a trade show or-convention )
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SECTION 6: Resolution Attempts You Have Made

Have you contacted the company with your - If yes, nams, perso; most reoently His/her phone number, indi. arca code
cornplaint? [AYes [.1No .| contacted 0 E Lie ( ) _ ’

Results 0 L I 1:1,1&,4%!'

‘What result would you conslder fan’?

g&:"  Uehlele L’?R /Zé‘*.)Zﬂe@ u’ "("le'.

Do you have an attomiey in this case? If yes, name of your attomey ] Atforney's number, incl. areo code
{iYes [(AlNo R N | y )

] Has your complaint been heard or ls |t scheduled to be heard in court? [ ]Yes [5(] No If yes, where and when?

cessaﬁi) ‘

If already haard, what was the result?

"SECTION T: lmportant information

. Documerits provided to this offi ce may be public - "« Please be sure to include coples of any supportlng documénts you may
record. I "have, such as correspondence contracts mvmces recelpts etc. Do not
- In most cases your complaint will be forwarded to send originals.
the business complained about for response. Ifthe  « This office does not have the authonty to give private legal advuce or

complaint falls within the jurisdiction of anather " provide pnvate Iegal representatnon to individual consumers
local, state or federal agency, we may refer your o o } .
complamt to that ageéencys. - : ) BRI

The information 1 have provided is true and accurate to the best of my knowledge.

* Mal to: NC Attorney General’s Office, Consumer Protection Division, 8001 Mall Service Center, Raleigh, NC 276999001



ELIZABETHTOWN, NC |
July 13, 2006
Ford Motor Company
World Headquarters
Post Office Box 1732
Drop # 7420

Dearborn, Michigan 48121
ATTN: CUSTOMER RELATIONS
Gentlemen:

In October, 2004 I purchased a Ford F-350 from Lumberton Ford, in Lumberton, North Carolina, I made
this choice after researching many vehicles that would meet my business needs. - I contracted to pay
$53,000.00 for the vehicle. The day that I purchased the vehicle, as [ traveled to my residence, which is
about twenty six miles from Lumberton, the engine overheated. T called the dealer and spoke with the
salesman, Tim Carter, about the problem. He advised that this was normal for this vehicle.

After I drove the F-350 for a few days, the engine continued to overheat according to the temperature
gauge. 1returned to the dealer and asked the service department to check the vehicle. They indicated, after
checking the vehicle, that they could not find & problem. I had owned numerous vehicles with diesel
engines, and I was concerned about the performance of the vehicle if it continued to overheat. I continued
to drive the vehicle over different types of terrain, and had to stop and altow the engine to cool or contitiue
to drive the vehicle and risk damage to the engine.

Afier driving the vehicle about three months, I called the service department for an appointment to address
the problem again. I left the vehicle at the dealership and the service manager advised that they would
replace the gauge, but they did not have one in stock. After leaving the vehicle with the service department
for several days, I was back on the road with the vehicle but it continued to overheat.

Over the next ninety days I made numerous visits to the dealers service department, where they continued
to check the vehicle and replace different parts. Those replacements included the thermostat, complete
gauge assemble, complete wiring harness, checked and replaced the cooling fan, and also made repairs to
the rear end. After these repairs and replacements were made the engine began to shut down while the
vehicle is being driven. On three different occasions, I was crossing four lanes of traffic and the engine
shut down, causing me to block two lanes of traffic. I was almost broad-sided by an oncoming eighteen-
wheeler.

I was advised to contact Ford Customer Service. I contacted them and have continued to contact them
throughout many times as I attempt to get the problems resolved with this vehicle.

The problem with the engine shutting down was never resolved with the first engine. During all of the
repairs and down time and frustrations, my transport business was suffering and loosing money. The
vehicle continued to have problems and in July of 2005 the engine locked up on I-40 near Nashville,
Tennessee, six hundred miles from my home. I called the service department and they advised me to call
Ford Customer Service. The vehicle was towed to a dealership in Lebanon, Tennessee, which had only one
diesel mechanic, The service manager at Lebanon was not very sympathetic with my problem but advised
me that his service department stayed busy with F-350 vehicles with the same problems that I was
experiencing.
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After having the engine patched up and on the test drive by the service manager, he advised me that he was
almost killed by traffic when the engine shut down while crossing several traffic lanes. The vehicle was
retarned to the dealership and a new 6.0 engine was installed. Approximately twenty- five days later T was
back on the road again with my vehicle. 1 was never offered another vehicle to use so that I could continue
operating my business or any compensation from Ford. I did not even receive a courtesy wash on my truck
and it literally had oil on the inside and outside when it was returned to me.

When the vehicle had sixty nine thousand miles on it the engine failed again. During the first seven months
1 began hearing from friends who had the same 2005 F-350 that my problems were not isolated. One friend
had an engine replaced with less than four thousand miles and another with less than five thousand miles.

A small dealership in North Carolina advised that is had replaced forty eight 2005 F-350 engines.

After the engine was replaced I was having serious doubts about my truck and whether I could operate my
business so | asked a service manager to talk with the Regional Representative and see if [ could get any
assistance, because with all of the problems this series of trucks was having, I was afraid that the new
engine would not last and I may end up with a truck out of warranty.. .which is exactly what happened. I
asked Barry Locklear, the service manager to talk with Cathy Spencer, the area representative and see if she
would give me the one hundred thousand mile warranty on the new engine. I advised the service manager
that if that could bappen, I would not ask for anything else from Ford, with all the problems, I did not think
that was too much to ask.

While running with the new engine, I experienced no problems for about ninety days, then the problems
started afl over again. Air intake to turbo blows off constantly which leaves the vehicle with no power.
Two EGR values were replaced within 3 days at my expense as the engine was overheating the same as in
the beginning. 1 also incurred a towing fee, which I had to pay.

I requested a meeting with Cathy Spencer, the regional representative, before the warranty expired, but she
declined telling the service manager that it would do no good and that it would not change her decision.

After approximately seventy-five thousand miles on the second engine, my worst fears came true. The
third week of May 2006 the engine tocked up and the vehicle became inoperable. I simply cannot afford to

repair or replace this engine. It has cost me thousand of dollars just to operate this vehicle and 1 still owe
approximately $36,000.00 on 2 vehicle that is not serviceable.

I am appealing to Corporate Ford to please do the right thing and replace the engine in my truck or replace
the vehicle. My original intent was to operate the vehicle about one hundred thousand miles and trade for
another Ford. The design of this F-350 series is the best on the market, in my opinion, it just has an ill-
designed engine. It is the best looking truck on the market today.

I purchased this vehicle to transport light utility trailers. I donotowna fleet of trucks, this truck is my
fleet. 1 think that Corporate Ford wants customers to have a good experience with their vehicles...... mine
has been a nightmare. The engine design flaw is that there is too much heat with the Turbo on top of the
engine I have been stranded many time on dangerous highways and other unsafe places. I am just 2 small
business, 1 do not impact Ford very much, but this Ford F-350 has devastated my world as I depend on it
for my livelihood.

One of your customer Sexvice representatives, Robert, suggested that I contact this office. He could not
believe that I had not pursued the legal route. I am relying on Ford to do what businesses do every day and
that is to stand behind what they sell.
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I have tried to sell the vehicle but when callers learn that it has the 6.0 engine, they are not interested. I
think that the attached note from the service manager where the vehicle was purchased, speaks for itself.
Also attached is a print out of the current problems that need to be addressed.

This vehicle has been in-operable since the first week in May of 2006.

Thank you in advance for reviewing my case and 1 look forward to hearing from you soon concerning this

matter.

Sincerely,

Attachments
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§6/22/06

To Whom i May Concern, _
This note is being written by the request of the customer, 1tis to reinforce the
many engine concems that the cusiomer has experienced with this truck. From
04/06/05 t012/29/05 we have seven differcnt engine repairs documented. This
Jdoes not include probiems he had while traveling out of town or the problem he
has now with the cylinder heads. I feel this customer has had more than his fair
share of problems and any help that would be considered is justly due.

Thanks for your consideration,

Barry Locklear
Service Manager

5045 Dawn Drive  Lumberton, NG 28360 Prone §10,735.5281 USA 1.800.451.0883 Fax 310.738.3178

£ Tragition of Quallty Since 1857

JUN 22,2006 17:02 HNorth Carolina Fage 1
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ELIZABETHTOWN, NC
July 13, 2006 '
Ford Motor Company
World Headquarters
Post Office Box 1732
Drop # 7420

Dearborn, Michigan 48121
ATTN: CUSTOMER RELATIONS
Gentlemen:

In Qctober, 2004 1 purchased a Ford F-350 from Lumberton Ford, in Lumberton, North Carolina. T made
this choice after researching many vehicles that would meet my business needs: - I contracted to pay
$53,000.00 for the vehicle. The day that I purchased the vehicle, as I traveled to my residence, which is
about twenty six miles from Lumberton, the engine overheated. I called the dealer and spoke with the
salesmarn, Tim Carter, about the problem. He advised that this was normal for this vehicle.

After I drove the F-350 for a few days, the engine continued to overheat according to the temperature
gauge. 1returned to the dealer and asked the service department to check the vehicle, They indicated, after
checking the vehicle, that they could not find a problem. 1 had owned numerous vehicles with diesel
engines, and I was concemned about the performance of the vehicle if it continued to overheat. I continued
to drive the vehicle over different types of terrain, and had to stop and allow the engine to cool or continue
ta drive the vehicle and risk damage to the engine. '

After driving the vehicle about three months, [ called the service department for an appointment to address
the problem again. I left the vehicle at the dealership and the service manager advised that they would
replace the gauge, but they did not have one in stock. After leaving the vehicle with the service department
for several days, I was back on the road with the vehicle but it continued to overheat.

Over the next ninety days I made numerous visits to the dealers service department, where they continued
to check the vehicle and replace different parts. Those replacements included the thermostat, complete
gauge assemble, complete wiring harness, checked and replaced the cooling fan, and also made repairs to
the rear end. Afier these repairs and replacements were made the engine began to shut down while the
vehicle is being driven. On three different occasions, I was crossing four lanes of traffic and the engine
shut down, causing me to block two lanes of traffic. I was almost broad-sided by an oncoming eighteen-

wheeler.

[ was advised to contact Ford Customer Service. I contacted them and have continued to contact them
throughout many ti\mes as | attempt to get the problems resolved with this vehicle.

The problem with the engine shutting down was never resolved with the first engine. During all of the
repairs and down time and frustrations, my transport business was suffering and loosing money. The
vehicle continued to have problems and in July of 2005 the engine locked up on I-40 near Nashville,
Tennessee, six hundred miles from my home, I called the service department and they advised me to call
Ford Customer Service. The vehicle was towed to a dealership in Lebanon, Ternessee, which had only one
diesel mechanic. The service manager at Lebanon was not very sympathetic with my problem but advised
me that his service department stayed busy with F-350 vehicles with the same problems that I was
experiencing. '
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After baving the engine patched up and on the test drive by the service manager, he advised me that he was
almost killed by traffic when the engine shut down while crossing several traffic lanes. The vehicle was
returned to the dealership and a new 6.0 engine was installed. Approximately twenty- five days later I was
back on the road again with my vehicle. I was never offered another vehicle to use so that T could continue
operating my business or any compensation from Ford. I did not even receive a courtesy wash on my truck
and it literally had oil on the inside and outside when it wgis; returned to me.

When the vehicle had sixty nine thousand miles on it the engine failed again. During the first scven months
I began hearing from friends who had the same 2005 F-350 that my problems were not isolated. One friend

had an engine replaced with less than four thousand miles and another with less than five thousand miles.
A small dealership in North Carolina advised that is had replaced forty eight 2005 F-350 engines.

After the engine was replaced [ was having serious doubts about niy truck and whether I could operate my
business so I asked a service manager to talk with the Regional Representative and see if 1 could get any
assistance, because with all of the problems this series of trucks was having, I was afraid that the new
engine would not last and I may end up with a truck out of warranty.. .which is exactly what happened. 1
asked Barry Locklear, the service manager to talk with Cathy Spencer, the area representative and see if she
would give me the one hundred thousand mile warranty on the new engine. I advised the service manager

that if that could happen, 1 would not ask for anything else from Ford, with all the problems, I did not think
that was too much to ask.

While running with the new engine, | experienced no problems for about ninety days, then the problems

started all over again. Air intake to turbo blows off constantly which leaves the vehicle with no power.

Two EGR values were replaced within 3 days at my expense as the engine was overbeating the same as in
' the beginning. I also incurred a towing fee, which [ had to pay. :

I requested a meeting with Cathy Spencer, the regional repreéentative, before the watranty expired, but she
declined telling the service manager that it would do no good and that it would not change her decision.

After approximately seventy-five thousand miles on the second engine, my worst fears came true. The
third week of May 2006 the engine locked up and the vehicle became inoperable. 1 simply cannot afford to
repair or replace this engine. It has cost me thousand of dollars just to operate this vehicle and I still owe
approximately $36,000.00 ona vehicle that is not serviceable.

I am appealing to Corporate Ford to please do the right thing and replace the engine in my truck or replace
the vehicle. My original intent was to operate the vehicle about one bundred thousand miles and trade for
another Ford. The design of this F-350 series is the best on the market, in my opinion, it just has an ill-
designed engine. It is the best looking truck on the market today.

T purchased this vehicle to transport light utility frailers. I donotowna fleet of trucks, this truck is my
fleet. I think that Corporate Ford wants customers to have a good experience with their vehicles...... mine
has been 2 r\ightmare. The engine design flaw is that there is too much heat with the Turbo on top of the
engine [ have been stranded many time on dangerous highways and other unsafe places. I am just a small
business, 1 do not impact Ford very much, but this Ford F-350 has devastated my world as I depend on it
for my livelihood. : : S ’

One of your customer service representatives, Robert, suggested that I contact this office. He could not
believe that [ had not pursued the legal route. Tam relying on Ford to do what businesses do every day and
that is to stand behind what they sell. ’ '
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I have tried to sell the vehicle but when callers learn that it has the 6.0 engine, they are not interested. I
think that the attached note from the service manager where the vehicle was purchased, speaks for itself,
Also attached is a print out of the current problems that need to be addressed.

This vehicle has been in-operable since the first week in May of 2006.

Thank you in advance for reviewing my case and I took forward to hearing from you soon concerning this
matter.

Sincerely,

Attachments
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(6/22/06

To Whom 5 May Concern,
This note is being written by the reguest of the custemer, it is o sinfores the
many engine concemns that the customer has experienced with this truck. From
84/88/05 1012/29105 we have seven different enging repairs documented. This
does not include peoblems he bad while traveling out of town or the problem he
has now with the eylinder heads. [ feal this custorner has had more than his hir
share of problams and any help that would be considered s justly due.

Thanks for your congideration,
-3 .
s 4
g
Barry Locklear
Sarvice Manager

e

B045 Dawn Drive  Lummeston, NC 28360 Phone 5?"3&?38.52;31 UEBA TRD.651.0883 Fax 930.738.3178

& Tradition of Quality Since 1857
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THE ATTACHMENTS TO THIS
'DOCUMENT HAVE BEEN REMOVED
TO PROTECT UNWARRANTED
INVASION OF PERSONAL PRIVACY
PURSUANT TO EXEMPTION 6 OF
THE FREEDOM OF INFORMATION

- ACT (FOIA), 5 U.S.C. 552(b)(6).



