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Attn Ford Brass, -

| purchased.my.first Ford automobile exaotly 10.years ago this month.and | have
been.a Ford.owner every since. The rel;gbqllty of my Probe GT. that 1 enjpyed for
over six years, Jed to.my, dec;slon to, purohasg n,'06 Mustaqg GT in Deoember _
of 2006 llso urchased. Ford’ miun; §e v ce p{an, yery. shortly thereafter to
keep.my vehicie-properly maintained. For the most tpart, Ihave beenvery ... ...

 with the car itself, and with the two different dealorsh;g§ that | have,
dealt w;th ovort '_...past throe yoarsﬁynfo;tupate!yretho have been,some recent
|ssues\thaﬂhave arisen-thatL.am extremely .Goncerned.. abbut and the baSIs for .
that oonoern Iles Solely with, the rationale. (or lack theteof).of the: Ford degision;:
makens at the corporate levet

Frank[y, l feel oheated'byford, ancu oertptnly do notfeel that Ford i ls actmg in
the best interest.of your customers My issues. wrth Ford.are as follow$ )

\.u_‘

v thzqtmeta v.a da il y 40K setv"‘: gerfqrmed on my, car Jast
Deoember fﬁappened to, nb%}oe tpat my battery. tgumn@lsa haq{qulte a it of build...
up ot cop;rosnon on, ,the tl)em pon. gail;qg my, sogy;oe agent to ask. why thls was

5\ not maintained, 1 was told that the battery. maintenance is.not included as part of

my.premium ! sew;oe Pgn Calf me crazy, but lsn‘tthe purpoqu,behmd spepdmg A
LOT of money, on.one,of these p kages S0, thatALL OF THE STANDARD:. . "~
MA!NTENANcags,MSJHAnuﬁEp 10 BEg ‘
TAKEN,.CARE OF O

malntegagoe

G h g P > ' 3 =
end o refer. t%them)t and 99..%&99 thatvery queaton
@t cpnﬁrm that it is not ooyo{eq Howe\zer he

.zaﬁ_ed upog,evergthn

u ] (ln equally great dgtall) as weil Ait atj:oint thq re'or

referred mé to his supervisar:an m,dt;gdyal by the name of Bill @ ext.. ill..
also confirmed that since the maintenance of the battery was called for in the
-:owner's: manual; that: THE:MAINTENANGE: OF THE BATTERY: SHOULD.BE...
COVERED:WITHIN-THE SERVICE:PLAN: HE SAIDTHIS: IN:NO. UNCERTAIN
TERMS: While:1. hold no-grudge, whatsoever.against the service department:at ..
the dealership(s);:} have a:major-issue;with Fond the comoration for mstructtng
their.dealerships. TO:-NQOT: MAINTAIN-MY CAR:AS THEY,PROPERLY: SHOULD,
EVEN THOUGH 1 PAID:A GRAP LOAD; OF MONEY. TO FORD: FOPuSERVICE
THAT: LHAVE NOT. BEEN RECEIVING. After: the service:manager,at. my local ..
dealersh:p followed.up:on my:finding:that.!;shared.with-her:about the battery.. -
maintenance,:she.has.informed me thatyou.guys are once again teiling her: that-
the maintenance.to-the battery: STILL: I1S:NOT. COVERED;;EVEN THOUGH:|-.
- WNAS VERY:CLEARLY:TOLD THE CONTRARY:BY YOUR ESP. DEPARTMENT
~JUST A COURLE OF WEEKSAGO. GET; IT TOGETHER ALREADY!..lf:Ford ;-
‘wera:areputable company; whetber: it s covered ar:not shiould:not.even: ha ans
issue for something that.obviously should lbeoovemd‘aﬁer your customers: -



are spending thousands of dollars for the peace of mind of having our vehicles
properly maintained...STRIKE ONE

* This past January 23rd, my vehicle would not start; After having to be towed to
Power Ford in Valencia, CA, it was diagnosed that | had dead/bad battery that
needed to be replaced. | ended up spending about $169 to have it replaced. As i
spoke with the same supervisor of the ESP department mentioned above (Bill, |
think his last name was Albright, though he refused to confirm it @ ext. #1248)
and | made the case that my automobile battery may have died prematurely

\\ since the battery has not been properly maintained under my premium service
plan for the past three years, AS CALLED FOR BY BOTH THE OWNER'S AND
MAINTENANCE MANUALS FOR MY CAR. This being the case, | feel that Ford
should cover all or at least part of the expense of the battery that | recently had to
urchase at your dealership. Your supervisor became very defensive and he
tated that "my beef is with the service department of my local dealership that
has been servicing my car”. | politely refuted his point by stating that the
dealerships that have been servicing my car (two different dealerships because |
have moved within the last year) did absolutely nothing wrong, for they were
simply following FORD/ESP'S guidelines, and therefore my beef is in fact with
FORD/ESP. Though this supervisor was the same individual that also confirmed
that my battery maintenance should have been covered all along as a
representative of ESP, he still refused to take any responsibility at all, in a rather
unprofessionally demeanor, | might add. in fact, he was downright rude, as
though | should not burden him with the fact that Ford had basically been
violating the contract (j.e. the service agreement that | paid handsomely for) in

the first place. | then called Ford customer relations whom did create a ticket
number for my situation (#1630890888); and while she was sympathetic to my
situation, she did inform me that the only way to move forward with my dispute
was through the service manager at my local dealership. And while the service
manager at Power Ford Valencia, was both extremely helpful and also
sympathetic with my situation, she informed me last week that Ford had refused
\ to do anything about my claim. So as | interpret this situation, the fact that Ford
&y \Q,G/ has basically been violating the contract that | signed with them three years ago
and has NOT been performing ALL of the proper maintenance on my car
) (ACCORDING TO FORD'S OWN GUIDELINES), that you STILL refuse to take
any responsibility for the BREACH OF CONTRACT and you feel that you should
- -~ have absolutely NO ACCOUNTABILITY...STRIKE TWO
: “* My last and biggest concem is also somewhat correlated to the above two; Both when
my battery died as mentioned above on January 23rd, and also when it died back in
April of '09 (It was determined by Vista Ford of Woodland Hills, CA, that a relay had
gone bad causing my driver door window to roll down a few inches and the dome light
to come on, which in turn, kilied my battery), one or both of my power windows rolled
down at least 2 to 3 inches, ON BOTH OCCASIONS. Upon explaining my concerns to
the service manager at Power Ford, Valencia, she was kind enough to arrange a
. meeting with one of your staff engineers (I believe his name was Brian) whom
- happened to be visiting her location a few days later. While Brian, was extremely
professional and polite, he explained to me that Ford does not have current or
- impending "fixes" or recalls, even though Ford IS FULLY AWARE OF THIS ISSUE. He
went on to state that Ford's position is to "try to insure that the automobile batteries DO
NOT DIE, thus preventing the problem"” with the windows. How Ford does not feel that
this 1S AN ISSUE, for unbelievably OBVIOUS REASONS, it way beyond me. Just like



the relay that failed killing my battery back in' April of '08, man-made parts are going to
fail and BATTERIES ARE GOING TO DIE, iregardless of how infrequent this may be.
So when the battery happens to die when | am parked at the airport preparing to go out

of town on a trip, and my car is parked in a non-covered lot for the next stormy
week and the rain inundates my car the entire time 'm gone, who is going to pay

" to replace my electrical system of my car that has completely shorted out from

most everything in the car GETTING WET, or at the very least, who is going to pay
for the replacement of my NOW SOAKED MOLDED/DESTROYED INTERIOR? Or
what happens if this same airport is located in a less that great area of town, and
the car is STOLEN because the windows were SO FAR DOWN...IS FORD GOING
TO PAY FOR THE REPLACEMENT OF MY CAR? Somehow, | seriously doubt it. |
have spent thousands and thousands of my hard-eamed dollars on a vehicle which
windows just roll down by themselves, regardiess of the circumstances, every time the
battery dies, BUT AS FAR AS FORD IS CONCERNED, THIS IS NOT AN ISSUE. THIS
IS TRULY ONE OF THE STUPIDEST THINGS | HAVE EVER HEARD........ .. STRIKE
THREE

Any fool can easily see that Ford clearly could care less about what's in the
best interest of the their customers. While | will openly admit that both of the
Ford vehicles that I have owned over the past 10 years have been both well
engineered, reliable vehicles that | have been happy with for the most part, |
WILL NOT EXCUSE YOUR CORPERATE DECISION MAKING
TRANSGRESSIONS. while | have had nothing but good experiences with your
dealerships and service departments, and your vehicles have been sound, your.
corporate decision making is abysmal at best. So what if we have been in breach
of a contract that we have had with you for 3 years now, tough. So what if your
vehicle gets destroyed or stolen because the windows come down by themselves
ever time the battery dies, tough. | will not continue to patronize a company that
clearly has a reckless disregard for their customers and for just plain old
responsibility, in general.

Either you (Ford corporate) respond to this letter and address my concerns, or |
can promise you that neither myself, nor anyone in my family, WILL EVER
BUY A FORD PRODUCT AGAIN. Additionally, if you choose to ignore this letter,
| can assure you that | will be contacting the Better Business Bureau and the
National Highway Traffic Safety Administration, about this issue. Whether Ford
wants to admit it or not, there is accountability for your actions in this world, and 1
will do everything in my power to make sure the Ford corporate offices gets to
experience this first hand.

Valencia, C_




Ford Customer Service Division P. O. Box 6248
Dearborn, Ml 48126

February 22, 2010

encia,

Case # 1630890888 Vehicle D # 1ZVFT82H96-

Thank you for your contact and valued thoughts.

After receiving your letter, we have thoroughly reviewed your situation. Our records
indicate that you spoke with a Representative at our Customer Relationship Center
who appropriately addressed your concerns.

Based on the information provided, we support the previous decision.

This issus has been closed. However, shouid any new information become available,
piease contact us and we will be happy to review the situation with you at that time.

Sincerely,

Teresa Weslay

. Ford Motor Company
-Customer Relationship Center .
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