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Narrative Description of Incident(S), Crash{es), and Injury(ies).
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TL* THE CONTACT OWNS A 2012 FORD ESCAPE. THE CONTACT STATED THAT WHILE TRAVELING 20 MPH SHE ATTEMPTED TO DEPRESS THE
ACCELERATOR BUT RECEIVED NO RESPONSE THE CONT ACT MENTIONED THAT THE GEARS THEN ENGAGED WHICH CAUSED THE VEHICLE TO
LUNGE FORWARD. AFTER PRESSH A R ; MES THE VEHICLE BEGAN 7O FUNCI'!ON NORMALLY THE VEHICLE

The H'lvaw Actof 1974-Public law 93-579 This lnfomlatbn s :emlested pursuant to authority vested in the National Highway Traffic Safety Act and subsequent
amendments. You are under no obliga to respond this g ire. Your may be used to assist the NHTSA in determining whether a Manufacturer

shoukt take appropriate action to correct a safety defect. 1f the NHTSA proceeds with administrative enforcement or litigation against a manufacturer, your response,
or a statistical summary thereof, may be used in support of the agency's action.
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Myrtle Beach, sc Il
October 29, 2012
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National Highway Traffic Safety Administration
Office of Defects Investigations

1200 New Jersey Avenue SE

Washington, DC 20590

Gentlemen:
Re: Reference No. 10479765
Attached are the following documents as they relate to the above-mentioned reference number.

Vehicle Owner’s Questionnaire with hand-written edits.
A three-page Recap document with my experiences, by date. This has been captured from the
nine pages of notes that | have outlining my interaction with Ford Dearborn, their dealers in the
Myrtle Beach area, the customer service people, etc.

e An email dated August 3, 2012 to William Clopton at the BBB outlining the problems | have been
having with the 2012 Ford Escape.

¢ Atwo-page document prepared for my arbitration appointment with BBB on September 17,
2012. Note: The service appointments and the number of contacts with the Ford organization.

* My rebuttal for the Ford Service Engineer’s report dated July 2, 2012. Also prepared for the

September 17™ BBB meeting.

On October 1, 2012 | brought my Ford Escape to the service department at Conway Ford and specifically
advised them I had a throttle problem. This was to be my last attempt at getting this car fixed. | had it
into the service departments of Bea:ch Ford, Myrtle Beach, SC and Tidelands Ford, Pawleys Island, SC.
Conway Ford Service had a person drive my car. There diagnasis - there is nothing wrong with the car.

| have now had my car checked and driven by all three Ford dealers in the Myrtle Beach, SC area. Not
one found a problem with the car. | do have the service orders for these visits.

Any further help | can be, please advise me.

Sincefel

Vehicle Owner



Recap for NHTSA
Reference No. 10479765

I hicle Owner

Tues., Dec. 7, 2011

Car Purchased:
Purchased 2012 Ford Escape Limited (6 cylinders) from Beach Ford in Myrtle Beach, SC. Owned 2008 Escape, also
purchased from Beach Ford, for 3-1/2.

Tues., Jan. 10, 2012

Meeting with Mechanic at Beach Ford:
Went to Beach Ford Service to discuss problems with engine. Car was driven by mechanic, who advised that
because the car is new, | just need to break it in and that there was nothing wrong with it.

Mon., May 14, 2012

Mechanic Meeting at Beach Ford:

Brought car in to dealer and spoke with Wayne in the service department. Car checked out by service dept.
Advised by Wayne Garlic nothing wrong. New type of transmission than my 2008 Escape. Per Wayne car reset to
factory settings.

Thurs., May 17, 2012

Follow Up Call from Dealer/Voicemails with Beach Ford Service Department:
Call from dealer following up on service call. Told her still having problems. Put me into Wayne's voice mail. He
left me voice mail saying the best | coulh do was to trade it in. There was nothing wrong with the car.

Mon., May 21, 2012

Phone call with Beach Ford Sales Manager:
Spoke to Cliff Keener at Beach Ford. SaFd to come in on Wed., May 23 to drive an Escape exactly like mine to
determine if the transmission problem | am having is apparent in the test car. Said | could have the car for the day.

Never provided test car.

Thurs., lune 7, 2012

Phone Call with Dearborn, Mi-based Ford Representative:

Karen Jones, Ford, Dearborn [313/337-5892] called at 3:30 pm in response to my phone call yesterday to Mr.
Toney [Global Ford Customer Service, based in Dearborn]. She seemed very well versed in what was going on. She
did ask me to tell her what I had been experiencing with the vehicle. She said she had not seen the email | sent to
Mr. Toney. | offered to send it to her but she did not want it. She asked me if | would be comfortable bringing the
car back into Beach Service. | told her no. [ told her either Tidelands or Conway would be okay. She called
Tidelands and spoke with Patrick Logan!in Parts, Mark Tice, Service Mgr., was out of the dealership on a personal
emergency. | have a 10:30 am appt. on Mon., June 11th with the Tideland Service, arranged by Wendy Grooms,
Service Advisor -- 843/237-3673. Karen{ Jones requested Wendy to call her on Monday after my vehicle was seen.

Tues., June 12, 2012

Phone Call with Dearborn, Mi-based F?rd Rep:
Karen Jones called this morning and left voice mail to call her. | called and told her | had been at the dealer and
that the car was still not right. | told | also experienced a problem today at a higher rate of speed, about 55
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rrom: [

Date: Fri, Aug 3, 2012 at 2:59 PM
Subject: Re: INNIEGGEGEGN

To: "Clopton, William" <wclopton@council.bbb.org>

t purchased my 2012 Ford Escape on December 7, 2011, and within the first month of ownership, |
began experiencing a recurring safety issue with the car that continues to the present time. The
problem occurs after | decrease my speed and then re-accelerate. When this happens, the car wil
hesitate and feel as if it has shifted into neutral. When this occurs, and } seek to get a response from the
car by pressing the gas pedal, there will be no immediate reaction. However, the car will then suddenly
take off with a jerky motion. During the pause when the car is in this “neutral” mode, there is a strong
sense of the gears attempting to engage without success. These incidents occur when reaccelerating
either from a full stop or simply slowing down in traffic, and they occur whether | am driving 20 miles
per hour or 55 miles per hour, etc. Depending on where you are driving at the time, such as a major
highway or in @ merge situation, it is a terrifying sensation.

| immediately sought the assistance of Beach Ford in Myrtle Beach, where | purchased the vehicle, on
January 10, 2012. | told representatives of Beach Ford | was having engine probiems, | was told that the
vehicle was new and simply needed to be broken in. Since that initial discussion with Beach Ford, | have
participated in many phone calls and meetings, and Ford service has looked at the car five times.

| believe that this issue with the car is a defect that impairs the safety of this vehicle. A representative of
Ford characterized it as an “unfavorable characteristic” of the car. From the beginning, | made it clear
that | would be satisfied with having the problem fixed. However, since Ford will not concede that it is
an issue that can or should be fixed, | have asked for them to put me in another Ford Escape with a
different engine. As aresult of the most recent engagement with Ford on this issue, and in recognition
that the car has a problem, t was told by the company’s regional zone representative that | would be
able to trade in the vehicle for a ne\jN one with no cost to be incurred by me. This offer was later
withdrawn and substituted with offers to trade in my vehicle at great expense to me, a senior citizen

living on a fixed income who is unable to sustain such a financial loss.

On Tue, Jul 31, 2012 at 9:46 AM, Cltj;pton, William <wclopton@council.bbb.org> wrote:

Please email me and explain what hac been happening with your vehicle?

William G. Clopton | Dispute Resolution Specialist
Tel: 800-955-5100 x502

Fax: 703-247-9700

Email: wclopton@cbbb.bbb.org

www.bbb.org

Council of Better Business Bureaus,|Inc.

3033 Wilson Boulevard, Suite 600

Arlington, VA 22203
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FSE VEHICLE INSPECTION REPORT

Date of Inspection: July 2, 2012 Inspection by: Stephan Vylasek - FSE
Inspection Prior to BBB Auto Line Application: Inspection Post BBB Auto Line Application:
Customer Name:

CuDL Case #: 1563351302

Vehicle Year / Model: 2012 Ford Escape

VIN: 1IFMCUOEG3C

Current Mileage: 2700

Dealership: Tidelands Ford - 01231

City & State: Pawley’s Island, SC

1. Customer's Concerns:
Transmission does not shift correctly or does not accelerate in an acceptable manner when merging into traffic.
2. Inspection/Test Performed/Results: (List all customer concern(s) separately)

[ met with the customer and drove with her in her vehicle. She showed me exactly what he complaint was. The
vehicle would accelerate fine if you stayed heavy on the accelerator. If (during heavy acceleration) you let off the
accelerator for a second and then went heavy again, the transmission would take a couple of seconds to stick into a
specific gear. I took |l for 2 ride in another 2012 Escape with the same engine and transmission
combination. She agreed that the new like vehicle performed in the exact same manner as her vehicle. She then
understood that this symptom was normal for the vehicle and could not be repaired. I -1 spoke with
the Zone Manager (Aaron Galloway) and dealership management to see about getting her traded out of that vehicle.

3. Repairs Performed: (Per concern)

None.

4, Conclusion:

The vehicle was performing exactly as designed. || Bl and 1 agreed about this during my visit. After
speaking with the customer, her issue is not with the vehicle but with beach Ford of Myrtle Beach, SC and how

they treated her during the repair process. She stated that she will push this concern all the way to Allen Mulally
regardless of how she is handled from then on.

Name: Stphan Vylasek
Title: Field Service Engineer
Region: Charlotte








