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STATE OF CALIFORNIA - STATE AND CONSUMER SERVICES AGENCY ARNOLD SCHWARZENEGGER, GOVERNOR

BTATE QF CALIFORNIA

G E ARBITRATION CERTIFICATION PROGRAM
- A - 1625 North Market Blvd., Suite N112
SACRAMENTO, CA 95834
DEPARTHENT OF LONSUMER AFFAIRS TELEPHONE (916) 574-7350 FAX (916} 574-8638
August 1, 2011 ' £

Corning, CA

Dear Consumer:

The Arbitration Certification Program (ACP) was notified by the Better Business Bureau
Auto Line (BBB Auto Line) that you have initiated a case for arbitration. The ACP
monitors and certifies the BBB Auto Line arbitration program to ensure compliance of
California laws and reguiations relating to the resolution of warranty disputes involving
new/used vehicles purchased with the manufacturer's new-car warranty.

Additionally, the Department of Consumer of Affairs and. ACP would like to take this
opportunity to provide you with our Lemon Aid for Consumers brochure. This brochure

-answers questions about California’s Lemon Law and provides information about the

arbitration process, record-keeping suggestions, and provides addmonal resources.
Please note that you should continue to contact the BBB Auto Line for questions
regarding the progress of your arbitration case and submittals of your supporting
documentation. The BBB Auto Line’s number is (800) 955-5100.

We hope this information is helpful. If you have any guestions or comments regarding the
brochure or the Arbitration Certification Program, please contact us at (916) 574-7350 or

at acp@dca.ca.gov

Regards,

Arbitration Certification Program

Enclosure: Lemon Aid for Consumers



BBB AUTO LINE

July 27, 2011

CORNING CA

Re: FRD1124253- vs Ford Motor Corporation
Dear Madam/Sir:

Thank you for contacting the BBB AUTO LINE program. Your claim will be opened
once your completed Customer Claim Form (CCF) is returned to our office.

Please review the information outlined below:

*  Completing Your BBB AUTO LINE Claim - Please read this document first. It
explains what you need to do to start your claim.

*  How BBB AUTO LINE Works (California) - This brochure explains how to use
the program, the steps for you to follow to enable us to process your dispute,
the eligibility requirements, and the remedies available through the program.

* Customer Claim Form (CCF) - Information we have on file regarding your
complaint is recorded on the CCF. Please verify the accuracy of the
information and make any necessary changes and additions. Please provide
the Vehicle Identification Number (VIN).

Please note that Rule 3 of the How BBB AUTO LINE Works (California) brochure is
amended to add the following remedies that may be awarded by the arbitrator:

» A Ford Extended Service Plan (ESP)

If you would like more information about our program, you may request a free
copy of our written Operating Procedures.

BBB AUTO LINE staff are here to help you and Ford resolve your concerns.
Please call me at (800)955-5100 if you have any questions.

Sincerely,

Linda Fernandez at Extension 202

Council of Better Business Bureaus, Inc.

4200 Wilson Boulevard, Suite 800 - Arlington, VA - 22203-1838 . Phone 800.955,5100 - Fax: 703.247.9700




BBB AUTO LINE Case number: FRD1124253
Customer Claim Form Contact date: 07/27/11

Start date: ALIG 2 4 20“

Please make any necessary corrections to the information below, print or verify your VIN number
and lienholder/leasing company information at the bottom of this page, and complete the missing
information in Section 4 on the next page (attach additional sheets as needed).

SECTION 1WMATION
Titled owner

R

City: CORNING State: CA  Zip code: -
 pay phone: [ GG Evening phone: _ SAME Cell phone:
Fax: E-mail address:

SECTION 2: VEHICLE INFORMATION

Make: Ford Model: Escort Year: 2002 Current mileage: -8 ~/ q .DUD
7
Namefs) that appears on the vehicle title:
Selling dealer/city/state: , , CA £ A e
Primary Servicing dealer/city/state: ~ CORNING FORD-MERCURY, CORNING CA
Acquired as new [Jused [Tdemo [ leased Is the vehicle in your possession? yes [no
Purchase/lease date: i 7 I/O Z ! 200 7. Mileage at purchase/lease: 7 2
First repair attempt date: First repair attempt mileage: 0
Number of vehicles :
How often is the vehicle used registered in California Transmission type:
for business purposes (percentage): 0 % by vehicle owner/lessee;?) [ Automatic  ["] Manual
Has the vehicle been in an accident/had body damage? [Jves [X no Date of accident:

Description of damage:

SECTION 3: DESIRED QOUTCOME {Describe what you want done to resolve your concern)

Meke He Cor run  ond /f-;X i Let He d

_ . Ford deafe,
(Com‘@/ﬁhﬁt)gi warnd the cor not 4o hote o sudde
S’—{'ﬁ) oy dMJQ. @nﬁ'W P TP Luj’lu}f’j . Moke F Sgﬁ :

Reall +He ¢ 04’]0}@\&&.

Please complete the missing information in the box below and on page 2.

[ VEHICLE INDENTIFICATION NUMBER _3FA FOIL3 12

Lienholder/Leasing Company N 0\\1% Phone Number /h
\. / J

7

CACCF




. . " Case Number: FRD1124253
SECTION 4: VEHICLE PROBLEMS (List primary problem first)

Does the
# of problem
repair List the date, mileage, and days out of | exist

Probiem Servicing dealer(s attempts | service for each repair attempt now?

Example: 4/23/06 3,500 miles 5d
A/C won’t cool properly Any Dealer, Inc. 6§ 10;07 1’2 700mr:1?IZs 1 ;avys
. repl ouﬂt ( oo )
E&f@ ¥ eéef ) ?v?f’ : cor wi ot st | Yoy
ﬁ’; died ogam | St Wh ) (2087 ot Yes
Fre — Warrdy Car will not$
C O d\,m [ Tt~ ‘ 2008 A . 1
He S‘m\'éggh, “ix 1 20(0)2.%'3 3700 l cor 3P dieg yélf
r - _ _
Car Aics Towy, ARHe Repr, Mowch 201
éc;% ¢ 2y - 1859 3 3week ¢ y‘f
Car dceg e [, Retto Eadz«r 3 Aprl 2 op Ve
f‘””'&J 7 fé,o?sl -
Cow doeg Tord_ Ve & ot 201 }/“_r
| Dﬂﬁ&? > ﬂnuﬂ, swdo 1 doesnit o
o R . et r
f3>r 5330)2§j 7 o ) R reé

Total days out of service for all

Signature of Titled Owner(s) Date g/ﬂ /”
I am submitting this dispute for fesolution i the BBB AUTO LINE program, and [ agree to aqbitraijé the dispute
under the BBB AUTO LINE Arbitration Rules.

Please mail or fax this completed form with copies of all available repair orders, your vehicle
registration, your sales agreement or lease agreement, and any other relevant documents (e.g.,
written correspondence with the manufacturer, etc.) to:

BBB AUTO LINE
4200 Wilson Blvd., Suite 800
Arlington VA, 22203-1838
Fax: 703-247-9700

Page 2
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P RS crRATTON CARD VALID FROM: 03/11/2010 TO: 03/12/2011

. MAKE YR MODEL YR 15T SOLD VLF CLASS *YR . TYPE VEH TYPE LIC LICENSE NUMBER
: .:,.___FOR'D' . 2002 Q000 AD 2010 130 11
HODY TYPE'MODEL - MP M0 VEHICLE ID NUMBER
- 4D G RP .3FAFP11312R
“TYPE VEWICLE USE DATE ISSUED CC/ALCO DT FEE RECYD PIC STICKER ISSWED

AUTOMOBILE 03/29/10 52 03/29/10 5 71861649

7. EINSTERED OWNER T S o " AMOUNT PAID
T $ 88.00
o _ AMOUNT DUE.. . . * AMOUNT RECYD' o :

$ ~88.00 CASH :
CORNING e oo CHCR &
A st crDT : 88.00
L{ENHDLDER R T b

B0l 558 10 0008800 0032 €S BO1 032910 11 - 353

N

AUTO  03/rrRRRE RO rzszere 11 _“E"s"“”“““ |

geensensucs I | FORD ™"
26DV TYPE MODEL I?ﬂ.S' DATE FIRST 501D CLASS R ¥r. Model
'EB*;:D(/@V '00/00/0000 AD {2010 I2002
DATE 155U FYPE VEH. MP | AX | WC UNLADEN/GICGW JOTAL FEES FAID
03/08/2011 170 G\ i l 9
5200

CORNING CA

Dm:arn—u:n—-@nixi
IMzZZ0

L .

¢ RO057

N L0005

0 .

b P Rl 1640022620110330

E STATE OF CALIFORNIA .
e ema  E 3364542

READ REVERSE SIDE - IMPORTANT INSTRUCTIONS




_ Qase # 035786_2_1_31

Ford Customer Service Division PO Box 6248, MD 45-B
: Dearbomn, M| 48126 USA

August 2, 2011

Coming, CA NN

e e T i e e B L T U —

Your recent letter has been received and reviewed.

Vehicle ID # SFAFP1 13128

Customer satisfaction is the primary objective of Ford Motor Company and we make every
attempt to ensure that our owners are satisfied.

We are always willing to consider individual requests for assistance beyond the normal warranty
provisions. However, we must place limits on our post warranty assistance. We regret to advise
you that your vehicle is beyond those limits and we are theréfore, unable to assist with the cost
of any repairs.

We appreciate your writing and wish that our response could have been more favorable.

Sincerely,

F Willis
Ford Motor Company
Customer Relationship Center



' CORNING FORD MERCURY

2280 Short Drive o |
~=" Corning, CA 86021 L ~ Mercary
] (530) 824-5434 (800) 2738257 ' =
BAR. # ARD130841 EPA. # CALODO152634
1115] 9917  |" 06/09/11 |Ficsi40780
79,172 ISTLVER/ g _
02/FORD/ESCORT/2DR CPE ZX2 e B
AINTETEREYY Nk
RLER noR “*06/02/11 |REPRINT# 2
MO: 79172

P

CUST REPORTS ENG MIS

Al St MY FIMES FOR-EN. 1SS WHBKE: 0. VERSEK, 105
NO VACUM LEAKS PREFORMED PIN POINT KE20 'KE30 TAC CKT FAULT

IAC. DEFECTIVE CAUSING ENG TO DIE ADVISED CUST, DECLINED
AT THIS TIME , PARTS 293.95 LABOR 68.00 __
 CUST -CALLED IN AND' AUTHORIZED REPAIR , REPLACED IAC VALVE
CLEARED" CODE ‘ROAD TESTED 5 MILES NO MISS OR ENG DIES
NOTICED ON ROAD TEST THROTLE SLIGHTY STICKS FOR IDLE

70 DROP INTO SPECS 4-5 SECONDS MAY NEED THROTLE BODY

IN. FUTURE ADVISED CUST

REPLACED CUST PROVIDED FUEL FILTER

RECOMMENDED THROTLE BODY 580.00°

CUST DECLINED AT THIS TIME

PARTS- - - - -~ QTY-~-FP-NUMBER- -~ -~ -« - omo o DESCRIPTION-- -~ -~~~ LIST PRICE-UNIT PRICE- '
1 F/RZ-9F715-AB VALVE A 281.00 281.00 281.00
1 FBRZ-9F670-BA GASKET 11.92 11,92 11.92
TOTAL - PARTS 29297
JOBF L TOTALS - - - e e e e e et

TREPRES SINFLATION SERVE:
MAINTANCE SET TIRE PRESSURE T
ggn Pg? CODE OF REGULATION 95550

JOBE 2 TOTALS- - cemomemnenc e, e cicaeeaanas

MULTI-POINT INSPECTION e
SEE SERVICE ADVISOR TO REVIEW YOUR VEHICLE REPORT

JOB# 3 JOURNAL PREFIX F1 T
J0BE 8 CHARGES -+ e ceconenn .. P 3 JOURKAL PREFIX Fi ool o
LABOR = - - r o e e
PAGE 1 OF 3 CUSTOMER COPY [CONTINUED ON NEXT PAGE]  12:38pm

























YWe dook 1T T him ,afn‘flr '*r-w-":ﬁ fﬂ?m S 10l JCO , LA
. \J.U..Se/ Qufnane.z, Hee rvwc(ww.'crg,fa;- 75)3 cto ng:m'r—

Tins, ekt

G.L“'fr/rm‘f{'”’ ﬁj‘ [73/0’0{)
o Tl e <o

:f— Cou.,uh 4,JC/H_£ e
i probebly f‘ffgwl";g it g

Co

— “}’L«M wo votumad o b bewae fsbl diec

W e gt o 2 wke e pokdle
?{B 0.0Y ga5 we p'u-,’f T /'C"Q,ff CLWV%’ but
q___‘ ;',F e ) : o ror
y‘%ﬁ&‘ RN S‘%fpgz o /»é-j e
A g ke s recupd




BBB AUTO LINE

August 25, 2011

CORNING C

Ret F391_1242-5.3--.V_5.F°fdfMQtPF-@QHD@ratiQ"_3FAF'?11’3¢2R-"

We have received your Customer Claim Form and supporting documentation
concerning your complaint against the manufacturer of your automobile.

After careful review of your case, we have determined that your complaint is not
within the jurisdiction of the BBB AUTO LINE program. We have made this
determination for the following reasons: :
The age and mileage jurisdiction requirement section of HOW BBB AUTO LINE
WORKS booklet, specifies that you must file your claim within six months
after the expiration of the applicable warranty period. The applicable
warranty on your vehicle was for 3 years/36,000 miles, whichever came
first. Your warranty expired over six months prior to the filing of your
BBB AUTO LINE CLAIM. :

NOTE: BBB AUTO LINE DOES NOT TAKE EXTENDED WARRANTIES OR SERVICE C(
INTO CONSIDERATION WHEN DETERMINING JURISDICTION.

Please refer to the booklet How BBB AUTO LINE Works for further exptanation
of jurisdictional requirements.

If you disagree with this finding, you may appeal it by sending us a
written statement indicating why you think your claim is within the
jurisdiction of the BBB AUTO LINE program. This statement must be mailed
to the followi ss within 30 days from the date of this letter:

el le A

7 worad s 0Ver

cont Besist me
If vou S& 1o appeal, a BBB AUTO LINE arbitrator will review your

AUTO LINE
4200 Wilson Blvd
Suite 800
Arlington, VA 22203




and may decige LiaL u

T VI e s =

within the jurisdiction of BBB AUTO L.INE or that any award should D& made u yu et

If you.require further a

ssistance to disCuss your vehicle service concerns,

to the dealership Service Manager or contact the Ford Customer Relations

policy and procedures.

The Ford CRC contact information is:

www.ford.com "Contact uUs"

_1-800-392-3673 (Ford.-

1-800-521-4140 (Linco

Ford Motor Company
p.O. Box 6248
Dearborn, MI 48121

" Thank you for bringing

Sincerely,

or Mercury. Brand Vehicle owners)
In Brand Vehicle owners)

— R

your complaint to our attention.

Linda Fernandez at Extension 202

Ford asks that you speak
hip Center to clarify their



Notice to California Claimants

Enclosed you will find a copy of your Customer Claim Form and the original of all other
documents recently submitted to the BBB AUTO LINE program as part of the claim
you have filed :

These documents are being duplicated in their entirety and placed in you electronic
imaged case file. Copies of these documents have been sent to the manufacturer and
will also be sent to the arbitrator if there is an arbitration hearing scheduled in your
case. '

Your original submission is being returned to you foryo ecords and further
reference, if needed:

7_7_'__‘_SJ:19u1€§our case advance to an arbitration hearing, you should bring the enclésed ™
documents to the hearing with you. While the arbitrator and the manufacturer wi

- already have received a copy, it may be necessary to refer to these documents-i

hY - e - . . -

“there is any difficulty in reading the electronically imaged cop

If you have any further-guestions,; pléase call our offices at 1.800.955.5100.
Thank you,

Document Management Department

BBB AUTO LINE Program /

Date
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