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us. Depcrtm?m‘ 1200 New Jersey Avenue SE
of Transportation: Washington, DG 20580
National Highwuy

Traffic Safety

Administration

Dear Consumer; NVS-216ib

As a follow-up to your report to the Vehicle Safety Hotline (VSH), we have recorded your information on the enclosed Vehicle
Owner’s Questionnaire (VOQ) form. Please review the form and make changes, additions and corrections as necessary. Additionally,
please provide a more detailed description of the failures(s) you reported that you believe relevant to safety. Also, if available, include
copies of repair invoices, letters to the manufacturer, or any other document retated to the problem(s) you reported. If a crash or fire
occurred, include a copy of the police or fire department report.

It is helpful to be as thorough as possible in your report so that our ability to use your report will be maximized. If you do not have the
information, it is not ngcessary to complete all the boxes. However, it is very difficult to identify the scope of a vehicle problem
unless the vehicle identification number (VIN) is known. The VIN is located inside the vehicle on the dashboard adjacent to the left
{driver’s side} of the windshield pillar and on the drivers” door or the driver's door jam. It may also be listed on a dealer repair
invoice or your insurance or registration cands, When reporting a tire problem, the brand name, tire line and complete tire size should
beincluded. Be certain to provide the DOT tire identification number. it is usually located near the rim flange of the tire on either
side of the tire.

We do not make your personal information (name, address, phone nunjlbers, etc.) available to the general public, However, if we open
an investigation that involves your vehicle, we will provide the manufacturer of your vehicle with a complete copy of your report.
The information you provide may assist the manufacturer and NHTSA'in determining if a safety-related defect exists.

Any information provided is entirely voluntary, There is no consequence or penalty of any kind if you do not wish to provide it. We
seek this information 1o develop both statistical and investigative evidence that will help identify potential safety related problems in
vehicles or vehicle equipinent, e.g., tires, child safety seats, jacks, etc.

When completed, please fold and staple or tape the form so that the pre-addressed portion of the form is on the outside. Ifa larger
envelope is used, tape the VOQ form to the larger envelope so that the pre-addressed portion of the form is showing,

If further assistance is needed, please contact the VSH at their toll-free number, 1-888-327-4236,

Thank you for your cooperation.

Sincerely,

T onbridl

Randy Reid Chief
Correspondence Research Division
Office of Defects Investigation
Enforcement

Enclosure: VOQ
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RES + SERVICE » BRAKES * BATTERIES

/ * 2004 VOLVO
: * License: NC

* *"  Mileage: 60000
' Lug Torque 103
* FINAL BILL -INVOICE** Tire Infl F/R 38 38

MVR# Invoice# 34084383 - RI

Order Num 96751966 - WI
NC NATL TIRE & BAT # 652 Page - 1
NC STORE, CARY Opening Salesperson 12928519
2041 WALNUT STREET Date/Time In........ 11/08/09 10:56:19
919 852-1300 ‘ Date/Time Out....... 11/11/09 18:47:27
Customer: 9565852 Ship To:

CARY NC INs

Home# Work#
Addl Rep horized by
vint__yviswsovo4 2 PO##:
Item Number Item Description Qty Price Each Extended
VCA VEHICLE INSPECTION 1
7 POINT

Control Passenger front, closer to rear, bolt came out
Check to see if needs to replace and what needs to be done
to prevent it coming back out.

Check brake rotors sheild, bend out 1f possible

WAP PROGRAM WHEEL ALIGNMENT 1
12945743 GSNOW, THEODORE A.
FELAB /10TH HOUR LABOR 13 8.50 110.50
STEERING/SUSPENSION LABOR
XPFE _ R/F LOWER CONTROL ARM 1 249,99 249.99
OUTSIDE PURCHASE FRONT END
New

12945743 BSNOW, THEODORE A.

MASTERCARD MasterCard 409 .86 -
CARD NUMBER 9453 APPR (047072 ’

PLEASE READ CAREFULLY, CHECK ONE OF THE STATEMENTS

BELOW AND SIGN:

I UNDERSTAND THAT, UNDER STATE LAW, I AM ENTITLED TO A

WRITTEN ESTIMATE IF MY FINAL BILL WILL EXCEED $100.00.

___IREQUEST A WRITTEN ESTIMATE.
—_IDONOT REQUEST A WRITTEN ESTIMATE AS LONG AS THE
REPAIR COSTS DO NOT EXCEED $
THE SHOP MAY NOT EXCEED THIS AMOUNT WITHOUT MY
WRITTEN OR ORAL APPROVAL.

___IDONOT REQUEST A WRITTEN ESTIMATE

SIGNED DATE [/ /[

I AUTHORIZE SERVICE TO BE PERFORMED, INCLUDING SUBLET WQRK PER THE TERMS
AND CONDITIONS ON THE REVERSE "CUSTOMER COPY" OF THIS FORM. WE

USE BOTH FLAT RATE AND HOURLY RATE TO CALCULATE CHARGES.

IDO DO NOT. WANT MY PARTS RETURNED

PROPOSED METHOD OF PAYMENT, CASH__ CHECK___ CREDIT CARD:
CHARGES REPRESENT COST/PROFIT TO THE VEHICLE REPAIR FACILITY MISC. SHOP SUPPLY OR WASTE DISPOSAL
PLEASE SEE REVERSE SIDE FOR WARRANTY,TERMS, CONDITIONS AND OTHER IMPORTANT INFORMATION CUSTOMER COPY




March 19, 2010

Customer Service Manager
Volvo Cars of North America
1 Volvo Drive

P.O.Box 914

Rockleigh, NJ 07647

Dear Customer Service Manager:

| am writing to express my disappointment in Volvo's handling of two issues concerning my 2004 V70
station wagon (VIN#YVISW59V94-. | have experienced two mechanical problems recently,
which | describe below, that appear to be identical to two different recalls associated with this
year/model vehicle. | contacted Volvo this morning (1-800-458-1552), and | was informed that these
defects do not apply to my particular VIN#, even though the malfunctions that | have experienced
exactly match the defects described in the recalls. Volvo offered no solutions to the problems | had
encountered.

In November 2009, while pulling out of my driveway at low speed, the front right control arm became
disconnected from its spindie. The car would not move because the front wheels were pointed in
different directions. When | walked into my garage after the malfunction to call a tow truck, 1 noticed
the nut that is used to secure the control arm to the spindle was on the floor of my garage where my car
had been parked. After examining the controf arm, | noticed that the stud was still in the assembly. |
had the car repaired at a local repair shop at a cost to me of $409.86 (receipt enclosed). Only after
researching the malfunction that | describe next did | become aware that Volvo issued a recall for the
2004 V70 for this control arm problem (NHTSA #04v029000, Volvo # R133).

The second malfunction that | encountered involves the fuel pressure sensor. Last week, | had a local
repair shop perform a major service interval on my vehicle. Prior to the service, | had been experiencing

an intermittent “service engine soon” light notification. | mentioned the issue to the shop when |
dropped the car off, and the shop performed a diagnostic on the problem. The shop informed me that
the light was coming on because of a signal that was being received from the fuel pressure sensor
{documentation enclosed), and that the fuel pressure sensor had failed. At the time, | elected not to
have the fuel pressure sensor repaired until | could do some research on the problem. In researching
the problem, | discovered that Volvo issued a recall (NHTSA #07v226000, Volvo #R181) on a fuel
pressure sensor malfunction that is identical to the problem that | am experiencing.




Upon uncovering these two recalls | was fully expecting Voivo to fix the fuel pressure sensor problem,
reimburse me for the repair work on the contrél arm, and inspect the left front control arm for a similar
defect. Needless to say, | was surprised and disappointed when Volvo would not stand behind its
product. | chose to buy a Volvo product because of its reputation for both quality and safety. 1am
particularly focused on safety because | transport my three children to school at highway speeds on a
daily basis. [ am an engineer in the nuclear power industry, and there is no way that 1 could take such an
approach with my customers as Volvo has taken with me in this instance. Given the undisputable match
between the problem that ! encountered with the control arm and the control arm defect explained in
the recall, | find it utterly unbelievable that a rational customer service representative would not offer,
at the very least, to have me bring the vehicle into a deaier for a safety inspection of the control arm
assemblies.

| sincerely hope that Volvo will reconsider its position on these two safety issues. At this point, | have
lost confidence that my V70 is a road-worthy vehicle and in Volvo Cars of North America as a reputable
automaker. In fact, 1 do not feel comfortable driving the car on a regular basis. | feel very lucky that |
was not driving at highway speeds with my children in the car on my normal morning commute.

Finally, t want to inform you of what | have done as a result of Volvo’s handling of the situation. Clearly,
if this is Volvo’s position, you have lost a customer. | have filed complaints with the National Highway
Transportation Safety Administration (case #10321053) and the Federal Trade Commission {case
#25798332). I am also sending a copy of this letter to the dealership from which | purchased the vehicle.
While 1 only have good things to say about the dealership, | want them to be aware of this issue and
Volvo’s customer service approach. Should Volve wish to reconsider its position with these safety

issues, | can be contacted at-

Regards,









