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To Whom it may concem,

My name is | |GGG y husban owns and

drives a 2003 Ford Mustang convertible. On the night before Christmas
Eve 2010 while driving home from work on Malibu Canyon, the steering
column broke and fell on his leg. He was driving slow but the wheels were
completely disengaged from the steering wheel. All he could do was come
to a stop in the middle of the opposing lane on the other side of the road!
Miracuiously no one was hurt and he did not crash into anyone or go off
the cliff. The Sheriffs came and had to direct the traffic around the car
because there was no control in the steering wheel to guide it off to the
side of the road. - _

‘1 am writing this letter-because although | am very grateful that nothing

happened to my husband and ficone else was hurt, Twas stunned that we
were charged more than 1,100:00 for the repair of this blatant defect. It is
true that my vehicle is no longer under warranty, however this is something
that should never happen in any car. Nor was it due to any neglect of
maintenance, or any sort of warning that was ignored. Please believe me
that iF there had been any injury to my husband or anyone else because
of this happening, this would be a lawsuit against the manufacturer of this
car, which of course is Ford.Motors. | did speak with the mechanic at Vista
Ford of Woodland Hills:-who-did the repair and | ‘asked himwhat _
happened? He told me that the metal in the steering column had broke!
This is a vehicle that was barely 7 years old! S
| do not think it is right for Ford dealership to charge me for the repair of
this unusual and very dangerous breakdown. | understand that at the
dealership service level, that they do not have the authorization or ability to
do otherwise, and so they have referred me to contact your Corporate
Offices and Customer Relations Department.
After speaking with a customer relations supervisor she did give me a case
#0578143620. | was told to'email my experience and request to have this
matter resolved. | am requesting that my repair, tow charges and 3 day
" auto rental be reimbursed and | am sending the receipts for these |
charges as attachments in this email. | hope that your company will
understand my position. | was advised to contact Bureau of Highway and
Safety and make a report, Small Claims Court, BBB,etc. |do not want to
seek legal remedies.without first trying. to resolve my grievances with Ford
Motors, as you are the manufacturers of my vehicle. | thank your offices for
your attention and help with this matter. '
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el et SN i you o contacting the Ford Motor Gomars
Deafiilgerd

crcfmc@:rofd.co;ﬁ'in me

Hetio [

My name is Brittany; | am from Ford's Customer Relationship Center. 1 am very sorry to hear that you are experiencing concerns with
your 2003 Ford Mustang, | have received your emaif requesting reimbursement for the repair of your vehicle, cost of towing, and the
cost of the rental vehicle you had for three days.

crefme @ford.com rister and | am from the Ford Custormer Serv..

‘show details Jan 17 | Reply

In regerds to the files yout have atlached in your email, due te the prevalence of computer viruses, Ford Motor Company has adopted a
palicy of not opening any e-mail atachments recelved from external sources.

Furthermore, | have looked into your request for reimbursemert for the repalr, cost of towing and rentat charges. As previously stated
you on January 6, 2011, thisa matter has been carefully considered. As such, the Customer Relationship Center feels the issue was
addressed appropriately. Based on the Information you have previously provided and the records we have Teviewed, our declsion will
remain the same,

Wa do apalogize for any inconveniences you have experienced.

Sincerely,

Brittany

Custorner Relationship Center
Ford Motor Company

Sometimes e-mail communication does not allow us to gain additional information that may be helpfuf in respanding 10 your inquiry.

8hould you feel that we have not adequately addressad your questions, please feel free to contact us via tetephone at (800)392-3673 -
. between the hours of 8am and Spm, locai time, Menday through Friday. Hearing-impaired callers with access to a TDD_ may contacl 1-

800-232-5852, Should you need #t in the future, your reference number is (578143620,

For oniine support vis#t ue at: I which contains answers to frequently asked questions and links to other key

product and service information.
Ford Gonfidentiaitty:

For secunity reasons, please do not submit any sensitive personally identifiable information, such as credit card numbers, drive'r license
number, SSN, DOB, ete. Thank you,

[THREAD ID:1-5JHPEB]

--—-Original Message--—-

From:

Sent: 171172011 08:26:31 PM

To:

Ce: ucer@ford com; ownarweb@ford.com

Subject: Owner Web Issues : i

Ford Motor CompamyMain Tapic: imownerYour Inquiry; After speaking with a customer relations supervisor sha did five me a case #
0578143620. | was told to email my experience and request to have this matter resolved, | am requesting that my repair, tow charges
and 3 day auto renlal be reimbursed and | am sending the receipts for these charges as attachments in this email, | hope that your
company will understand my position. | was advised fo contact Bureau of Highway and Safely and make a report, Smail Claims Court,
BBB.etc. [ do not want to seek legal remedies without first Irying to resolve my grievances with Ford Motors, as you are the

of my vehicle, | thank your offices for your aftention and halp with this matter.

P.8, This letter was sent in 3 parts due to character restrictions
Owner: Yes

Vehicle ldentificatio 4 444131-
Owner First Name:M

Owner Last Name:|
Email Address:
Address?;
ZipPostal;

Day Time Phone:
Evening Phone:
Client Browser : Safari 533,19
Client 08 : Mac

crchmc@lord.comtome

s

 show getalls Jan 17 | Reply

dGibbs.com/FordAcceleration - Does your Ford suddenly accelerate? Legal investigation, Leamn more.
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Thank you for contacting the Ford Motor Company Customer Relationship Center, my name is Suzanne. [ am sormy to hear that the
enough information there for me to look further into the situation and access your husbands record,

First, it appears that | you have sent several e-mails regarding this situation, as welt as a phone call into the Customer Refationship
Center {CRC). | see where each of the agents receiving your emails, have entered the information into the record.

steering column broke off your husbands 2003 Ford Mustang. Regrettably, | only received the first haif to your e-mail, but there was

Consequently, as communicated to you we have documented your concemns and comments for Ford Motor Company to further review.
Ford Mator Company works together with the National Highway Traffic and Safety Administration (NHTSA) to proaciively identify areas
of concem through investigation of consumer and desler feedback. During an investigation Ford co-operates fully with NHTSA. Ford

does not speculate on the outcome of any curent investigation or future aclions. Dua to our rigorous safety standands and constant

notify you by mail. Should you receive a letter we suggest you comact your selling dealer as soon as pessible to schedule an
appointment.

outside any appficable warranties. The Customer Relationship Certer can not overturn the decision that has been based upon Ford
Warranty and Policy.

the opporiunity in the future to restore your confidence in our products and service.

Sincerely,

Suzanne

Custommer Relationship Center
Ford Mator Company

Sometimes e-mail communication does not allow us to gain additional information that may be helpful in responding fo your inquiry.

800-232-5952. Should you need it in the future, your reference number is 0578143620,

product and service information.

i Ford Confidentiality:

number, SSN, DOB, ete. Thank you.
[THREAD ID:1-5JHPBZ]

Subject: Owner Web Issues

testing, not afl issues result in recall or Customer Satisfaction Programs. {f a program is announced on & specific component, Ford will

Regrettably, { do not have & more favorable response than the one that has afready been provided to you, regarding the vehicle being

©On’behalf of Ford Motor Company as a whole, we regret the circumstancas which caused you to writs. We hope that we might have

Should you feel that we have not adequately addressed your questions, please feel free to contact us via telephone at (800)392-3573
between the hours of 8am and Spm, local time, Monday through Friday. Hearing-impatred callers with acsess toa TDD may contact -

For online support visit us at: www.customersasiford,com which contains answers to frequenlly asked questions and links to other key

For security reasons, please do not submit any sensitive personally identifiable information, such as credit card numbers, driver license

---=-=0iginal Message--—-
1
i From:
i Sent 1/11/2011 08:10:20 PM :
i Tor ;
! Cc producergdford.com; ownerweb@ford,com

Ford Molor CompanyMain Topic; imownerYour Inquiry: To Whom & may concem,

¢ my name is || | EGNNR ~ husbandanm and drives a 2003 Ferd Mustang convertible. On the night
before Christmas Eve 2010 while driving ibu Ganyon, the sleering column broke and fell en his ieg. He was
driving siow but the wheels were completely disengaged from the steering wheel, All he could do wes come 10 a stop in the middle

of the road,
! 1am writing this letter because although | am very grateful that nothing happened to my husband and no one eise was huit, | was
¢ shmned that we were charged more than 1,100.00 for the repair of this blatant defedt. It is true that my vehicle is no longer under

er Last Name:; [Owner Email Address; comOwner Address!: West
Evening Phone: Client Browser

HiltaState: CAZipPostal: IlCountry: United StatesDay Time Phone;
Safari 533.18Client OS : Mac

of

the opposing lane on the other slde of the road! Miraculously no one was hurt and he did not crash into anyone or go off the ciiff. The
Sheriffs came and had to direct the traffic around the car because there was no contro| in the steering wheel to guide it off to the side
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VISTA FORD
dba Vista Ford Lincoln Mercury  VISTA AUTO BODY

LOT LOCATION: DI2 21501 VENTURA BOULEVARD 7862 DEERING AVE.
WOODLAND HILLS, CA 91364 CANOGA PARK, CA 91304
CUSTOMER #: 115281 99394 S
SERVICE DIRECT: {818) 884-7601 DIRECT: (818} 347-1548
EPAF CADO7284037201024 EPAN CAD) 7204037233001
*TNVOICE* B.AR, REG, # ARDO41818 B.A.R. REG, # ARD147213
SERVICE AND PARTS DEPT, HOURS:  VISTA AUTO BODY HOURS:
. MONDAY THRU FRIDAY MONDAY THRU FRIDAY
. 7:00 AM., TO 8:00 P.M, 8:00 AM, TO 5:00 P.M.
prGE 1 SATURDAY
HOME : 8:00 A.M. TO 1:00 P.M,
. SERVICE ADVISOR: 14 K W

ILLE,]
T

17:00 31DEC10 0.00] CASH 30DEC10
| OPTIONS:  ENG:3.8 _Liter 1)OA155133495

014

27DEC10 30DEC10
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A SOMETHING BROKE IN STEERING COLUMN -
MT MTIME :
182 C 266.73  266.73
1 3R3Z*3B676*AR SHAFT ASY 396.20 396.20 396.20
3 *W713065*%8439 BOLT 2.30 2.30 6.90
1 BXT*59* BATTERY 126.44 126.44 126.44
1 1R3Z*14A664*AA COVER AND CONTACT PLATE ASY 86 49 86.49 86.49
PARTS : 616.03 LABOR: 266.73 OTHER: ! : LINE A: 882.76
97515 BATTERY _ 4 ¥ HAFT
BROKEN TESTED LED RATED 540
CCA ONLY 220 CC tFN STEERING
SHAFT HORN STAYS
**** T TR X,
B PERFORM TIRE PRESSURE CHECK ; iS- RIGHT
FRONT 7 -LEFT REAR
TPC PERFORM TLRE PRESS % i
FACTORY EPEC GH Pt LINC (}ET%
FRONT 5 REAS : ¥ N
B .. Mera ey @
182 . 0.00
PARTS : 0.00 TOTAL LINE B: 0.00
97515 ALL SET TO 35PSI PER TIRE GUIDE
***********************iﬁ** Yeode e Fede ke e ke ke ke ke ke kR ok kb ke ok ke kR R
C** REPLACE CLOCK SPRING W%W ‘}{3@% '§ {i
CAUSE: CLOCKSPRING CIRCUIT ‘TAPE® BHO §z€}§?§
MT MTIME ,
182 C 173.91*% 173.91
PARTS ; 0.00 LABOR: 173.91 OTHER: 0.00 TOTAL LINE C: 173.91

897515 CLOCKSPRING CIRCUIT TAPE BROKEN AIRBAG LIGHT FLASHING CODE 32
AND HORN STUCK ON DIAG AND REPLACED BROKEN CLOCKSPRING

Je de e o de de ke ki R Rk ok ok kb ke de ok de e sk ok ke ok ok ok ok ok ok ok ok kR deodedek ok dkokkohkkk

QRIGINAL

$
ESTIMATE LABOR AMOUNT .
AUTHORIZED ADDL REPAIRS IN PERSON
ACDLREPAIRS ¥ OK'D BY oHONED PARTS AMOUNT '
AUTHORIZED DRIVERS GAS, OIL, LUBE
ADDL REPARS  © LIC. NO. OR ID ) SUBLET AMOUNT
$ DATE TIME MISC. CHARGES
TOTAL
- TOTAL CHARGES
| ACKNOWLEDGE NOTICE & QRAL APPROVAL OF AN INCREASE IN THE QRIGINAL ESTIMATED PRICE.
. ) ADJUSTMENT
siGHaTURE X i DATE SALES TAX
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREOF PLEASE PAY
X THIS AMOUNT
Notice to Consumer: Please read important information on back, ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

Copyright 2000 ADP, Ino. SERVICE INVOICE #2 XSIZG CUSTOMER COPY




VISTA FORD
dba Vista Ford Lincoln Mercury

21601 VENTURA BOULEVARD
WOODLAND HILLS, CA 91364

LOT LOCATION: D12
CUSTOMER #: 115281

wEST HILLS, chA N
: CONT:N/A

99394

SEAVICE DIRECT: (318) 884-7601
EPAJ CADOT7294037201024
*INVOICE* B,A.R. REQ. & ARDO418718
SERVICE AND PARTS DEPT. HOURS:
MONDAY THRU FRIDAY
7:00 A.M. TO 8:00 P.M.
SATURDAY
8:00 AM. TO 1:00 PM.

DAGE ‘2
SERVICE ADVISOR:

VISTA AUTO BODY

7862 DEERING AVE,
CANQGA PARK, CA 81304

DIRECT: (818} 347-1548
EPA# CADOT 204037203001
B.A.R. REG. # ARD147213

VISTA AUTO BODY HOURS:
MONDAY THRU FRIDAY
8:00 AM, TO 5:00 P.M.

CF:TITI:

140 DICK WILLIAMS

5/97515

01JANO3 IS
01JANQO3 D 7:00 31DECIQ 0.00l CASH 30DEC10
| OPTIONS:  ENG:3.8_Liter 1)OA155133495
27DEC10 30DEC10
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
EST: 87.00 27DEC10 08:13 SA: 140
EST: 667.00 15:15

CONTACT: MRS
REPLACE STEERING SHAFT

EST: 1,048.
CONTACT: LISE
REPLACE BATT

§ LINCOLN
Mercury @

v.vistatord.com |

OSW ~apo®

91675

CRIGINAL $
ESTIMATE ;
AUTHORIZED ADDL REPAIRS IN PERSON i 140 .64
I
ADDL REPAIRS $ OK'D BY PHONED PARTS AMOUNT . 6 1 6 3 0 3
AUTHORIZED GRIVERS GAS, OIL, LUBE : 0.00
ADDLREFAIRS ¥ UC, NO. OR ID SUBLET AMOUNT 0.00
5 DATE TME MISC. CHARGES 0.00
o TOTAL CHARGES 1056.67
| ACKNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE ORIGINAL ESTIMATE PRICE,
ADJUSTMENT 0.00
sIGNATURE X DATE SALES TAX
CUSTGMER ACKNOWLEDGES A RECE] COPY HEREOF
’ e Frorad PLEASE PAY
X THIS AMOQUNT

Motice to Consumer: Please read important information on back.

CUSTOMER COPY

Coovrlaht 2000 ADP. Ine. SERVICE INVQICE #2 XSI2C

ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED






