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Dear Gary Kimmel,

| want to thank you again for you and your team’s exemplary service on my 2010 Jetta
Sportwagen during mid-july 2011, while the fuel system was being replaced for the second time.
Overall, | was pleased with the service provided by Stadium. However, my primary intent for drafting
this letter is to create a paper trail {for future reference) to follow up on the issue at hand, the failing
high pressure fuel injector pump. The issue is more so with the Volkswagen manufacturer butsince you
are my liaison to the manufacturer, | want to express my thoughts to you.

t ordered my car mid-2009 and took delivery late October 2009 from your dealership. |
immediately began enjoying the benefits of the TDI engine. However, just a few short months after that
{~9000 miles), the high pressure fuel injector pump failed, leaving my wife and | stranded beside the
highway with no warning on a cold, late January night. it sent shards of metal through the fuel system,
requiring a “fuel system restoration” as the Volkswagen Technical Hotline refers to it. Obviously, the car
was still under the full bumper-to-bumper warranty and was therefore fully repaired at no charge to me.
I'm very knowledgeable about cars and the systems that make them work. As a result, | was very -
stunned at the type of failure and the magnitude of the issue with such low mileage. | was worried
about the condition of the engine, in that metal shards may have entered the engine’s main oil
lubrication system, thus severely reducing the engine’s lifespan. | expressed this concern to you and
requested oil tests be done. Tests were not done by Stadium, but you noted to me that the internal
engine components were not at risk. Despite your notation, | was worried that my brand new
investment might experience a premature death and therefore, at my own expense, | had several oil
tests conducted with an independent testing laboratory at the next few subsequent oil changes. The
results were shared with you, and from what | understand, they were also shared with the Volkswagen
engineer that you often speak of ('m not aware of his/her name or title). The tests seemed to indicate
that the internal engine components were not at danger due to the failed fuel injector pump. This first
fuel system repair in January 2010 was on Repair Order #51174 and included replacement of
approximately 90% of the fuel system. The first failure immediately followed a refuel from a Walmart
fueling station (Murphy USA) in Salem, Ohio, which was previously patronized by me with no diesel fuel
problems. It was never communicated to me whether bad fuel from that station caused the failure. It
was only communicated then {and still today) that | must use Ultra Low Sulfur Diesel fuel, which is what
Murphy USA, as well as every other station I've used, sells. Atthattime, | had not made it a point to
loyally patronize one sole brand of fuel; as many consumers, I simply shopped around for the cheapest
fuel and refueled at that station, provided it supplied ULSD and appeared to be kempt and in decent
order. 1 chalked up this first failure to bad luck and left the issue out of mind. However, it recently
occurred again in early July 2011 (~51000 miles).

In early July 2011, the check engine light came on while driving the car home from work one
day. The car did not completely stall out as it did the first time the fuel pump failed. t lost almost al!
power, but was still drivable. | therefore contacted you to discuss it. Noting that the car was still under




the 60000 mile powertrain warranty, | brought the carin immediately to be 1ooked at. It wasn’t long
before | was informed yet again, that a “fuel system restoration” needed done since the high pressure
fuel injector pump failed a second time. This repair took place under Repair Order #60218. Upon
studying the repair order and comparing it against the first repair order, | noted that the extent of this
second repair was slightly more involved, to include replacement of the entire fuel system and a fuel
specimen to be sent to the manufacturer. This failure immediately followed a refuel from a Valero
fueling station in North Lima, Ohio, which was previously patronized by me with no diesel fuel probiems.
It has not been communicated to me whether bad fuel from that station caused the failure nor does the
Owner's Manual indicate that a certain brand of fuel should always be used. As with the first failure,
you and the Owner’s Manual only communicated that | must use Ultra Low Sulfur Diesel fuel, which is
what Valero, as well as every other station I've used, sells. You did indicate that I am the second
customer with Stadium that has had dual failures. You also indicated that this very problem seems to be
wide spread, and affecting many TD! engines, bringing alarm to the manufacturer.

Now that the high pressure fuel injector pump has failed twice, I'm hesitant to chalk it up to bad
tuck. Automobile purchases are typically the second largest investment most people will make in their
lifetime. Having made this investment in 2009, | can now say that I’'m very worried about the return |
will get on my investment. | bought the car because it's aesthetically pleasing but more so because it
boasts “more power and less fuel.” Additionatly, Volkswagen previously had a good rapport in my mind
as my first car was a 1982 Volkswagen Rabbit and my father, mother, and brothers also owned various
Volkswagens with good fortune. That rapport is now diminishing. The “more power and less fuel”
stogan dons nearly every TD! banner and advertisement | see. This slogan gives no indication to the
consumer that the high pressure fuel injector pumps fail frequently, which costs on the order of $10000-
$15000, as my wife has been told by your service writers. To a consumer, this is very alarming and
horrific to consider having to pay for out of warranty. Having heard these dollar amounts, the initial
thought that came to mind is, “how is the manufacturer making any money since that dollar value will
surely eat up a significant portion of their profit margin on the sale of my car?” But that's not ali...|
purchased the car for approximately $28000. Upon leaving your fot, most would agree that the car
immediately depreciated to probably ~520000. It astounds me to think this pump may fail yet a third
time, outside of warranty, forcing me to spend half or more of the car’s value to have the repair done.
Your reply to me regarding this anomaly was, “as long as | work for Stadium, you wil never have to pay
for this repair should it happen again.” This is reassuring and { really appreciate your willingness to
make this commitment. However, we all wonder every day what fate might bring us. As a resuit, no
one knows when/if the pump may fail again, who will be serving as Stadium’s service director at that
time, whether or not the manufacturer will be cooperative, or even if Stadium’s general manager would
override such a large commitment.

My wife and | did quite a bit of research on the internet about this problem with the TDI. We
were shocked to find out that this problem is quite common and has been occurring for several years in
the TDI engine. I'm very curious when the problem will be resolved. At the very least, | don’t
understand why some “isolation” devices can’t be installed so as to protect the fuel system from metal
shards and limit the spread of the failure rather than replacing the entire fuel system. You had
mentioned to me that the manufacturer, although not certain, believes the issue is related to poor fuel
or at least poor lubrication from the fuel. This may be. However, other manufacturers are mass-




producing diese! automotive engines and 'm not aware of any large-scale fuel problems such as the TDI
is experiencing. Several others in my family own Dodge/Cummins pickups as well as GM Duramax trucks
and are not having these sorts of problems in their fuel systems. Fuel has evolved over the last decade
from standard diesel, to LSD, and then to ULSD. In my research on the internet and a few conversations
I've had with diesel race engine builders, there seems to be a resounding theme that, “the quality of
today’s diesel fuel is questionable and is inferior to what it used to be.” If other manufacturers are
experiencing large-scale problems through this fuel evolution to ULSD, I'd like to know. If they are not,
i'd be curious to know what they are doing to build endurance into their fuel systems, which
Volkswagen is not.

Over the course of the last few weeks, I've studied more and learned more about diesel fue!
than | ever thought | would in a lifetime. My wife and | read a lot of discussion boards on the internet,
called fuel depots, researched refineries, studied several brand-name fuel suppliers {i.e., BP, Shell,
Marathon, etc.), spoke with dieset race engine builders and over-the-road commercial truck drivers.
This was done in response to the manufacturer’s belief, although not certain, that the issue is refated to
poor fuel or at least poor lubrication from the fuel. In the past, as with many consumers, | simply
shopped around for the cheapest fuel and refueled at that station, provided it supplied ULSD and
appeared to be kempt and in decent order. Since the manufacturer suspects poor fuel, and noting that
the use of various fuel stations may or may not be the problem, my wife and | have decided that we are
going to isolate our fuel purchases to a sole brand-name supplier. We don’t know if this will resolve the
issue or not. But it will aid the manufacturer and reduce the number of variables in the diagnosis should
it happen again. My wife and | have done a lot of diesel fuel research and are still getting mixed
messages from our studies. Despite the uncertainty and minimal guidance from Volkswagen, we have
decided that we will use BP diesel fuel if at all possible. We usually like to make such important
decisions on firmer facts and not so much on hearsay, word-of-mouth, or propaganda. But as
mentioned, the opinions that exist about diesel fuel are widespread and not always conclusive. We
have read and heard from various sources that Shell and BP seem to have the better diesel fuel in the
industry. Additionally, BP offers repair-reimbursement in the event a consumer has a fuel system failure
and it’s proven to be due to poor fuel. Although you have told us that we'd never have to pay for this
repair as long as you are service director for Stadium, this bit of additional insurance from the fuel
supplier gives us a small bit of added comfort. BP’s website indicates that they offer 3 different grades
of diesel fuel, two of which have a higher cetane value of 47 {Amoco Premier Diesel and BP Diesel
Supreme), noting that most standard diesel fuels have the minimum cetane rating of 40. We are calling
and visiting many BP fueling stations near us to locate either of the 2 better grades (Amoco Premier
Diesel or BP Diesel Supreme). So far, we have not found any and in fact, many fuel station owners
ironically don’t know these 2 better grades exist from BP. We may end up using the standard ULSD BP
#2 diesel if we cannot find anything better. | did mention to you that | was considering using fuel system
additives to help enhance lubricity in the fuel. You stated that that was not advisable as currently, the
manufacturer is making these repairs at their expense and may scoff if a laboratory test of the fuel
revealed anything other than the expected ULSD that is recommended. | conceded with you and
therefore will refrain from using any additives in the fuel system.

Thankfully, my wife and | have our car back now and are enjoying the benefits of the TDI (more

power and less fuel). It is our hope that the engine will continue to run successfully without any further













supplied ULSD and appeared to be kempt and in decent order, | chalked up this first failure to bad luck
and left the issue out of mind. However, it recently occurred again in early July 2011 (~51000 miles).

In early July 2011, the check engine light came on while driving the car home from work one
day. The car did not completely stall out as it did the first time the fue! pump failed. It lost almost all
Power, but was still drivable. | therefore contacted Stadium to discuss it. Noting that the car was still
under the 60000 mile powertrain warranty, | took the car in immediately to be locked at. It wasn’t long
before 1 was informed yet again, that a “fuel system restoration” needed done since the high pressure
fuel injector pump failed a second time. This repair took place under Repair Order #60218. Upon
studying the repair order and comparing it against the first repair order, | noted that the extent of this
second repair was sfightly more involved, to include replacement of the entire fuel system and a fuel
specimen to be sent to the manufacturer. This failure immediately followed a refuel from a Valero
fueling station in North Lima, Ohio, which was previously patronized by me with no diesel fuel probiems.
It has not been communicated to me whether bad fuel from that station caused the failure nor does the
Owner’s Manual indicate that a certain brand of fuel should always be used. As with the first failure,
Stadium and the Owner’s Manual only communicated that | must use Ultra Low Sulfur Diesei fuel, which
is what Valero, as well as every other station I've used, sells. Stadium did indicate that | am the second
customer with Stadium that has had dual failures. Stadium also indicated that this very problem seems
to be wide spread, and affecting many TDI engines.

Now that the high pressure fuel injector pump has failed twice, 'm hesitant to chalk it up to bad
luck. Automobile purchases are typically the second largest investment most people will make in their
lifetime. Having made this investment in 2009, | can now say that I'm very worried about the return |
will get on my investment. | bought the car because it's aesthetically pleasing but more so because jt
boasts “more power and less fuel.” Additionally, Volkswagen previously had a good rapport in my mind
as my first car was a 1982 Volkswagen Rabbit and my father, mother, and brothers also owned various
Volkswagens with good fortune. That rapport is now diminishing. The “more power and iess fuel”
slogan dons nearly every TD! banner and advertisement | see. This slogan gives no indication to the
consumer that the high pressure fuel injector pumps fail frequently, which costs on the order of $10000-
$15000, as my wife has been told by Stadium service writers. To a consumer, this is very alarming and
horrific to consider having to pay for out of warranty. Having heard these doliar amounts, the initial
thought that came to mind is, “how is the manufacturer making any money since that doliar value will
surely eat up a significant portion of their profit margin on the sale of my car?” But that’s not all...l
purchased the car for approximately $28000. Upon leaving Stadium’s iot, most would agree that the car
immediately depreciated to probably ~$20000. It astounds me to think this pump may fail yet a third
time, outside of warranty, forcing me to spend half or more of the car’s value to have the repair done.

My wife and | did quite a bit of research on the internet about this problem with the TDI. we
were shocked to find out that this problem is quite common and has been occurring for several years in
the TDI engine. I’'m very curious when the problem will be resolved. At the very least, | don’t
understand why some “isoiation” devices can’t be installed so as to protect the fuel system from metal
shards and limit the spread of the failure rather than replacing the entire fuel system. Stadium had
mentioned to me that the manufacturer, although not certain, believes the issue is related to poor fuel
or at least poor lubrication from the fuel. This may be. However, other manufacturers are mass-

producing diesel automotive engines and ’'m not aware of any large-scale fue! problems such as the TDI




is experiencing. Several others in my family own Dodge/Cummins pickups as well as GM Duramax trucks
and are not having these sorts of problems in their fuel systems. Fuei has evolved over the last decade
from standard diesel, to LSD, and then to ULSD. In my research on the internet and a few conversations
I've had with diesel race engine builders, there seems to be a resounding theme that, “the quality of
today’s diesel fuel is questionabie and is inferior to what it used to be.” If other manufacturers are
experiencing large-scale problems through this fuel evolution to ULSD, I'd like to know. If they are not,
I’d be curious to know what they are doing to build endurance into their fuel systems, which
Volkswagen is not.

Over the course of the last few weeks, I've studied more and learned more about diesel fuel
than | ever thought | would in a lifetime. My wife and [ read a lot of discussion boards on the internet,
called fuel depots, researched refineries, studied several brand-name fuel suppliers (i.e., BP, Shell,
Marathon, etc.), spoke with diesel race engine builders and over-the-road commercial truck drivers.
This was done in response to the Volkswagen’s belief, although not certain, that the issue is related to
poor fuel or at least poor lubrication from the fuel. In the past, as with many consumers, [ simply
shopped around for the cheapest fuel and refueled at that station, provided it supplied ULSD and
appeared to be kempt and in decent order. Since Volkswagen suspects poor fuel, and noting that the
use of various fuel stations may or may not be the problem, my wife and I have decided that we are
going to isolate our fuel purchases to a sole brand-name supplier. We don’t know if this will resolve the
issue or not. But it will aid Volkswagen and reduce the number of variables in the diagnosis should it
happen again. My wife and | have done a lot of diesel fuel research and are still getting mixed messages
from our studies. Despite the uncertainty and minimal guidance from Volkswagen, we have decided
that we will use BP diesel fuel if at ali possible. We usually like to make such important decisions on
firmer facts and not so much on hearsay, word-of-mouth, or propaganda. But as mentioned, the
opinions that exist about diesel fuel are widespread and not always conclusive. We have read and heard
from various sources that Sheil and BP seem to have the better diesel fuel in the industry. BP's website
indicates that they offer 3 different grades of diesel fuel, two of which have a higher cetane value of 47
(Amoco Premier Diesel and BP Diesel Supreme), noting that most standard diesel fuels have the
minimum cetane rating of 40. We are calling and visiting many 8P fueling stations near us to locate
either of the 2 better grades (Amoco Premier Diesel or BP Diesel Supreme). So far, we have not found
any and in fact, many fuel station owners ironically don’t know these 2 better grades exist from BP. We
may end up using the standard ULSD BP #2 diesel if we cannot find anything better.

Thankfully, my wife and | have our car back now and are enjoying the benefits of the TDI {more
power and less fuel). It is our hope that the engine will continue to run successfully without any further
catastrophes for an excess of 200000 miles. Upon purchase of the vehicle, this was my initial desire for
longevity. We have now had 3 major engine failures, one of which was not discussed in this letter due
to it being of a different nature: the high pressure fuel injector pumped failed once, followed by a fauity
intake manifold, followed by a second faulty high pressure fuel injector pump. To add, | have foliowed
the maintenance schedule set forth in the Owner's Manual “to a T,” making the necessary maintenance
repairs when instructed to do so and using OEM parts. This culmination of failures has severely tainted
Volkswagen’s rapport with me and is causing me to seriously reconsider my next car purchase.
Currently, Stadium has done a tremendous job dealing with these problems that have arisen with our
car. We appreciate that. Despite that though, we are at the mercy of the quality of the manufacturer
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