


performed 10,000 miles apart.

My next step is to contact the NY Attorney General's office with regards to this matter and | plan to
also release all the information to several national newspapers and media channels.

Thank youl!

---------- Forwarded message ---------

From: <NHTSA-ODI-Consumer-Communication@service.govdelivery.com>
Date: Thu, Jan 4, 2024 at 5:15 PM

Subject: Thanks for Letting Us Know About Your Safety Problem

To: I

This email is to confirm we received your vehicle complaint submitted to the National Highway Traffic Safety
Administration (NHTSA). Thank you for this public service as it is through actions like yours that together we can
save lives on America's roadways.

Your tracking number assigned by NHTSA for this issue is 11563613. Please keep this number for your records
and for future reference. Once your complaint has been processed, you will be able to view it online and find any
related documents. Please allow two business days for NHTSA to review your complaint.

What happens next?

Your complaint will be reviewed by NHTSA technical staff and entered into our database. If any additional
information is needed, a NHTSA investigator will contact you.

Every complaint is taken seriously, reviewed in detail and analyzed for defects trends. Your complaint is important
because it helps to inform NHTSA, other vehicle owners and manufacturers about potential safety concerns. Such
information helps save lives, and we encourage you to share the resources available at NHTSA.gov with your
family, friends and others in your community.

Will my vehicle be recalled?

When a manufacturer or NHTSA determines that a car or item of motor vehicle equipment creates an
unreasonable risk to safety or fails to meet minimum safety standards, the manufacturer is required to fix that car
or equipment. That can be done by repairing it, replacing it, offering a refund (for equipment) or, in rare cases,
repurchasing the car.

If your vehicle is included in a recall, the manufacturer will contact you. Sign up to receive recall email alerts from
NHTSA if there's ever a recall involving your vehicle, tire or child seat.

If you have any other questions regarding your complaint, please contact NHTSA's Office of Defects Investigation:

e Phone: 888-327-4236, Monday-Friday, 8:00AM to 8:00PM EST(Spanish-speaking representatives
available)
TTY: 888-424-9153



(Please have your ODI number referenced above available.)

e Email: https://www.nhtsa.gov/about-nhtsa/contact-us
(Please indicate your ODI Number referenced above in the contact form.)

Thank you for contacting us and playing a critical role in helping to keep our roads safe.

PLEASE DO NOT REPLY TO THIS EMAIL, IT HAS BEEN AUTO-GENERATED.
To find out more about NHTSA, visit NHTSA.gov, and follow us on Facebook and Twitter.

Review our Privacy Policy.

l:l Virus-free.www.avg.com

Ann-Marie Ambrose
Quality Control Specialist
ASRC Federal Holding Company

aambrose(@asrcfederal.com
7000 Muirkirk Meadows Drive, Beltsville, MD 20705

asrcfederal.com | Purpose Driven. Enduring Commitment.

The preceding message (including attachments) is covered by the Electronic Communication Privacy Act, 18 U.S.C. sections 2510-2512,
is intended only for the person or entity to which it is addressed, and may contain information that is confidential, protected by attorney-
client or other privilege, or otherwise protected from disclosure by law. If you are not the intended recipient, you are hereby notified that
any retention, dissemination, distr bution, or copying of this communication is strictly prohibited. Please reply to the sender that you have
received the message in error and destroy the original message and all copies.









From:

Sent: Thursday, January 4, 2024 11:46 AM

To: Volvo Customer Care

Ce: I

Subject: RE: 2014 Volvo S60 Oil consumption issues [ID # |
Importance: High

Dear Rosalie,

Thanks for following up. I spoke with Motorcars Volvo right after I spoke with you and as of this morning, they did not have
the case. I don’t know when it was sent their way, but it would be great if you could please confirm you spoke with them as
well and that they now have the case.

As for the rental assistance, I am sorry, but I am afraid here are a few holes in your theory and reasoning.

The excessive oil consumption was discovered in July 2020 by the Volvo dealer in Albany. I opened up a case shortly after that
3 + years ago about this issue, but at that time Volvo, along with their network of dealers and services were too busy denying
and concealing any responsibility and wrong-doing,.

The excessive oil consumption was concealed at each oil change by administering 7 (and even 8 quarts) of oil instead of the
factory recommended 5.8 quarts, to reduce the likelihood of the vehicle running out of oil in between oil changes.

In addition, Volvo was also doing their due diligence to make all oil consumption tests look normal, despite clear evidence of
excessive oil consumption based on photos of at least 1.5 quarts of oil level drop on the dipstick before and after the “normal”
oil consumption test, as well as by ignoring and denying claims of ridiculous amounts of oil (as much as 12 quarts) added in
between oil changes.

It was not until exactly a year ago (Jan 4, 2023) when Volvo could no longer deny and conceal the situation in response to
numerous customer complaints and class action lawsuits, and started to reach out to owners with regards to the excessive oil
consumption, extended warranty to 8 + years and 100K miles, and also issued Technical Journals to their services on how to
repair the issue.

So please explain to me where and what I did wrong at any time? I have serviced the vehicle by the clock, as recommended by
Volvo and as recommended in the owner’s manual, and only at Volvo service facilities (as demonstrated by all the service
records I already sent you on Jan 27 in two batches)? Volvo’s ignorance and denial for years on end led to a regularly serviced
motor by Volvo service facilities being ruined due to severe damage caused by the excessive oil consumption concealed and
denied by Volvo over and over again Where did that get me in return? A ruined engine due to Volvo’s denial and ignorance.

I am afraid the time has come for Volvo to take responsibility for their actions by covering all repair costs and providing a car
rental / vehicle replacement provided for the duration of the repair. I have been stuck 250 miles away from home and work
for 3 days now, which is unacceptable.

And BTW, apology NOT accepted! This is utter shame for the Volvo brand that for nearly a century has spoken for
performance and reliability — Volvo should be ashamed of their poor component design (piston rings and more) that caused
the excessive oil consumption and even more ashamed of their behaviour and approach in handling this dangerous flaw and
deceiving their loyal customers.

Regards,









issues. The service mechanics recommend the replacement of all piston rings, valves and

cylinder head, and they will also inspect the cylinder bores and liners for scoring.

I let the service advisor know that I opened this case ||| j JJENEE ith VCNA and they
asked for the case to be routed to the Volvo Motorcars dealership in Bedford OH where my
vehicle currently is after being taken there a few days ago. Their phone number is 440 439
8400 and the service advisor I have been communicating with is Rick. He is expecting this

case to be forwarded to their dealership.

Lastly, for everyone’s convenience and for the sake of record completeness, I am attaching all service
records performed on the vehicle thought the entire life of the vehicle — all services were performed
by Volvo dealers and they all cleatly state that every oil change consisted of 7 and often times 8
quarts of oil being administered instead of the Volvo recommended 5.8 quarts documented in the
owner’s manual). I am also attaching additional documentation that clearly points to excessive oil
consumption. Note that due to the size of the files, I will send these over 2 or 3 emails, depending on

the attached file size.

Please acknowledge receipt of this email and sharing of the case with the Service Department at

Volvo Motorcars in Bedford OH (440 439 8400).

Thank youl!



Rochester NY-

From: [
Sent: Monday, January 1, 2024 3:34 PM

To: Volvo Customer Care <volvo1@mailac.custhelp.com>

Ce I
Subject: RE: 2014 Volvo S60 Oil consumption issues [ID #: | ]

Dear Rosalie,

Thanks for reaching out.

Le me start by saying that this is NOT the first case I have opened with VCNA. I opened a case in
Feb. 1%, 2021 — case number | I - for the same matter: excessive oil consumption, which
was detected by a Volvo service dealer while the vehicle was under extended warranty. I have been
the sole owner of the vehicle: I first leased the vehicle, then purchased the lease and at the same time,

I purchased the extended warranty for $2,500.

The Volvo technician documented (see attached) that the oil level was low to the extent that

4 quarts of oil needed to be added before the il level was brought back within normal range.



The technician also documented that the vehicle was NOT due for an oil change, not for
another 2,200 miles. The most recent oil change had been performed 7,600 miles earlier
when 7 quarts of oil were charged and administered during the oil change, as documented

by the service record document I can provide.

During Sept 2020 and Jan 2021, over 5,600 miles driven, I monitored the oil level at least once a
week and documented (through date and time-stamped photos of the dip stick, vehicle mileage, and
amount of oil added in increments of 1 quart) that I added 8-9 quarts of oil (over 5,600 driven

miles) in order to maintain the oil level within normal range.

In Jan 2021, I went back to Volvo with all these documents and asked for an oil consumption
cost. They conducted the test, but starting with 7 quarts of oil, instead of the owner’s manual
recommended 5.6 quarts. The 7 quarts of oil raised the oil level on the dip stick to 1inch
above the maximum mark. 1000 miles later when I returned for the test, the oil level on the
dip stick was 1 inch lower, which corresponds to 1.5 quarts. Nevertheless, the Volvo service
technician who performed the test stated that the amount of oil consumed was 250 mL and
hence within the normal range. When I showed him the photos of the oil level before and
after the 1000 miles driven that clearly showed a 1inch (1.5 quarts) oil consumption, the
technician dismissed ever looking at those photos and also withheld all oil consumption test

documents, except for a final report stating normal oil consumption.

At that time (Feb. 2021), given the large discrepancy between the excessive oil consumption I
was experiencing and the “within normal consumption” deemed by the Volvo dealer, I
opened the above case with VCNA in Feb. 2021. At that time, I emailed copies of all service
records scanning the entire life of the vehicle, since I have been the sole owner of the vehicle,
all of which were performed by Volvo dealers. At that time, VCNA reached out to the dealer
who performed and documents the “normal” oil consumption test and turned back saying
there were no concerns. Nevertheless, all service records show that for every oil change 7 (or
even 8 quarts) of oil were administered instead of the 5.6 quarts recommended n the owner’s

manual. All of the above have been happening because all along, for years, VCNA, together with



the dealers, service advisors and technicians, were too busy hiding the excessive oil consumption on

their motors installed on S60 vehicle models dating 2013 — 2016.

Since Feb. 2021, when I hit a dead end with VCNA thanks to VCNA continuing to cover up
the excessive oil consumption and inherent design flaw, I had no other choice but to keep
monitoring oil level and top up as needed in between oil changes (I continued performing all
services at Volvo dealers, but more frequently than every 10,000 miles). During Feb. 2021 and
Dec 2023, over 30,000 miles, I added 7 — 8 six packs of Mobil 5W 30 oil, which amounts to ~
42-48 quarts of oil in addition to performing several oil changes at Volvo dealerships. Same
as always, all oil changes petformed by Volvo dealers consisted of 7 or 8 quarts of oi being
administered, which would cause the oil level on the dip stick to be at least 1 inch above the

maximum of the allowable range.

The latest update on the vehicle is as follows: in Nov. 2023, the catalytic converter reported
several error codes pointing to below minimal performance, to no surprise, given several
years of Volvo denied and covered up excessive oil consumption. Moreover, on Dec. 24, 2023,
I had several misfires on Cylinder # 1 and Cylinder # 3 while driving on the highway through
NY, PA and OH. I took the vehicle to a Volvo dealer in OH where they first tried to replace
the coil packs and spark plugs, but to no solution. The service technician confirmed that
Cylinder # 1 was dead and not firing at all and he asked me if I noticed any unusual
excessive oil consumption, because these vehicles have been known to consume oil
excessively, to the extent that starting in Jan 2023, Volvo started contacting owners about
excessive il consumption and offering extended warranty up to 10 years and 150,000 miles to
cover major repairs due to excessive oil consumption. All spark plugs were severely fouled
for 25,000 miles (spark plugs are not recommended to be changed sooner than 40,000 miles),
due to the prolonged excessive oil consumption. The vehicle is still with the Volvo dealer in

OH for them to conduct additional compression tests this coming week.

To recap and summarize:



the excessive oil consumption was detected by a Volvo dealer in July 2020 with the
vehicle under extended warranty;

the excessive oil consumption was monitored by the owned and confirmed by adding
8-9 quarts over 5.600 miles;

the oil consumption test conducted by Volvo in Jan-Feb 2021 was deeded normal,
although photos of the dip stick oil level showed a 1 inch drop corresponding to 1.5
quarts in oil consumption over 1000 miles;

a case was opened with VCNA in Feb. 2021 | S) for excessive oil
consumption, but the entire case was buried by VCNA and the Capital Volvo of
Albany dealer who performed the oil consumption test;

over 30,000 driven miles during Feb 2021 and Dec 2023, 42-48 quarts of oil were
added to maintain the oil within normal range IN ADDITION to several regular oil
changes performed by Volvo dealers during Apr 2021 and Sept 2023. At each oil
change performed by Volvo, 7 quarts of oil were charged and administered to the
motor, as documented by the service documents. This was the case for EVERY OIL
CHANGE SERVICE throughout the entire life of the vehicle, starting with the very
first il change at 10,000 miles, when the owner’s manual clearly states that the S60 T5
motor requires 5.6 quarts of il and clearly NOT 7 quarts;

in Nov 2023 due to the prolonged excessive il consumption denied, covered up and
buried by Volvo and its service advisors and mechanics, the catalytic convertor
performance became compromised;

in Dec 2023, also due to the prolonged excessive il consumption denied, covered up
and buried by Volvo and its service advisors and mechanics, the spark plugs were
severely fouled and cylinder # 1 was diagnosed as dead, with permanent misfire, and
the vehicle is currently with a Volvo dealer pending further tests. Given the state of
the vehicle, no oil consumption test can be performed, as the vehicle is not running
due to damage caused by prolonged excessive oil consumption. Sadly, VCNA was
made aware of this issue 3 years ago (case | ] ] ]l Pvt they decided to
deny it and cover it up, as they have been doing for years, together with the dealer
who conducted the oil consumption test;

given the above facts, for which I have all documents on record, I expect
Volvo to cover all engine-related repairs needed, as well as the replacement of
the catalytic convertor, which was compromised due to the excessive oil
consumption. I will happily provide any documentation on my previous

communications with VCNA in Feb 2021, as well as copied f all service



records throughout the life of the vehicle, all performed at Volvo service

dealerships.

I can also confirm that I am aware of and in possession of several Technical Journals issued by
Volvo to their service dealers with regards to how to fix the piston rings and other
components to correct the excessive oil consumption. I am also aware of and in possession
of several direct communications issues by Volvo in 2023 about the excessive oil
consumption in response to many complaints from Volvo drivers about excessive oil

consumption and engine failure.

It is quite disappointing that Volvo has decided to compromise their 100 + year reptation of
reliability and performance by concealing and denying the now widely known excessive oil
consumption issues. Unfortunately, much of my 10 + year Volvo experience has been regrettable at
best. It seems that since 2022, in response to thousands of complaints from Volvo owns about the
excessive oil consumption, Volvo has decided to selective address thee issues, but where was Volvo’s
commitment to their customers like myself in 2020 and 2021 when I raised the issue several times,

but Volvo was too busy denying everything and covering it up?
Look forward to your response.

Regards,






I let the service advisor know that I opened this case ||| | JEEEEith VCNA and they
asked for the case to be routed to the Volvo Motorcars dealership in Bedford OH where my
vehicle currently is after being taken there a few days ago. Their phone number is 440 439
8400 and the service advisor I have been communicating with is Rick. He is expecting this

case to be forwarded to their dealership.

Lastly, for everyone’s convenience and for the sake of record completeness, I am attaching all service
records performed on the vehicle thought the entire life of the vehicle — all services were performed
by Volvo dealers and they all cleatly state that every oil change consisted of 7 and often times 8§
quarts of oil being administered instead of the Volvo recommended 5.8 quarts documented in the
owner’s manual). I am also attaching additional documentation that clearly points to excessive oil
consumption. Note that due to the size of the files, I will send these over 2 or 3 emails, depending on

the attached file size.

Please acknowledge receipt of this email and sharing of the case with the Service Department at

Volvo Motorcars in Bedford OH (440 439 8400).

Thank youl!
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when 7 quarts of oil were charged and administered during the oil change, as documented

by the service record document I can provide.

During Sept 2020 and Jan 2021, over 5,600 miles driven, I monitored the oil level at least once a
week and documented (through date and time-stamped photos of the dip stick, vehicle mileage, and
amount of oil added in increments of 1 quart) that I added 8-9 quarts of oil (over 5,600 driven

miles) in order to maintain the oil level within normal range.

In Jan 2021, I went back to Volvo with all these documents and asked for an oil consumption
cost. They conducted the test, but starting with 7 quarts of oil, instead of the owner’s manual
recommended 5.6 quarts. The 7 quarts of oil raised the oil level on the dip stick to 1inch
above the maximum mark. 1000 miles later when I returned for the test, the oil level on the
dip stick was 1 inch lower, which corresponds to 1.5 quarts. Nevertheless, the Volvo service
technician who performed the test stated that the amount of oil consumed was 250 mL and
hence within the normal range. When I showed him the photos of the oil level before and
after the 1000 miles driven that clearly showed a 1inch (1.5 quarts) oil consumption, the
technician dismissed ever looking at those photos and also withheld all oil consumption test

documents, except for a final report stating normal oil consumption.

At that time (Feb. 2021), given the large discrepancy between the excessive oil consumption I
was experiencing and the “within normal consumption” deemed by the Volvo dealer, I
opened the above case with VCNA in Feb. 2021. At that time, I emailed copies of all service
records scanning the entire life of the vehicle, since I have been the sole owner of the vehicle,
all of which were performed by Volvo dealers. At that time, VCNA reached out to the dealer
who performed and documents the “normal” oil consumption test and turned back saying
there were no concerns. Nevertheless, all service records show that for every oil change 7 (or
even 8 quarts) of oil were administered instead of the 5.6 quarts recommended n the owner’s
manual. All of the above have been happening because all along, for years, VCNA, together with
the dealers, service advisors and technicians, were too busy hiding the excessive oil consumption on

their motors installed on S60 vehicle models dating 2013 — 2016.
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Since Feb. 2021, when I hit a dead end with VCNA thanks to VCNA continuing to cover up
the excessive oil consumption and inherent design flaw, I had no other choice but to keep
monitoring oil level and top up as needed in between oil changes (I continued performing all
services at Volvo dealers, but more frequently than every 10,000 miles). During Feb. 2021 and
Dec 2023, over 30,000 miles, I added 7 — 8 six packs of Mobil 5W 30 oil, which amounts to ~
42-48 quarts of oil in addition to performing several oil changes at Volvo dealerships. Same
as always, all oil changes performed by Volvo dealers consisted of 7 or 8 quarts of oi being
administered, which would cause the oil level on the dip stick to be at least 1 inch above the

maximum of the allowable range.

The latest update on the vehicle is as follows: in Nov. 2023, the catalytic converter reported
several error codes pointing to below minimal performance, to no surprise, given several
years of Volvo denied and covered up excessive oil consumption. Moreover, on Dec. 24, 2023,
I had several misfires on Cylinder # 1 and Cylinder # 3 while driving on the highway through
NY, PA and OH. I took the vehicle to a Volvo dealer in OH where they first tried to replace
the coil packs and spark plugs, but to no solution. The service technician confirmed that
Cylinder # 1 was dead and not firing at all and he asked me if I noticed any unusual
excessive oil consumption, because these vehicles have been known to consume oil
excessively, to the extent that starting in Jan 2023, Volvo started contacting owners about
excessive il consumption and offering extended warranty up to 10 years and 150,000 miles to
cover major repairs due to excessive oil consumption. All spark plugs were severely fouled
for 25,000 miles (spark plugs are not recommended to be changed sooner than 40,000 miles),
due to the prolonged excessive oil consumption. The vehicle is still with the Volvo dealer in

OH for them to conduct additional compression tests this coming week.

To recap and summarize:

1. the excessive oil consumption was detected by a Volvo dealer in July 2020 with the
vehicle under extended warranty;
2. the excessive oil consumption was monitored by the owned and confirmed by adding

8-9 quarts over 5.600 miles;
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the oil consumption test conducted by Volvo in Jan-Feb 2021 was deeded normal,
although photos of the dip stick oil level showed a 1 inch drop corresponding to 1.5
quarts in oil consumption over 1000 miles;

a case was opened with VCNA in Feb. 2021 | for cxcessive oil
consumption, but the entire case was buried by VCNA and the Capital Volvo of
Albany dealer who performed the oil consumption test;

over 30,000 driven miles during Feb 2021 and Dec 2023, 42-48 quarts of oil were
added to maintain the oil within normal range IN ADDITION to several regular oil
changes performed by Volvo dealers during Apr 2021 and Sept 2023. At each oil
change performed by Volvo, 7 quarts of oil were charged and administered to the
motor, as documented by the service documents. This was the case for EVERY OIL
CHANGE SERVICE throughout the entire life of the vehicle, starting with the very
first il change at 10,000 miles, when the owner’s manual clearly states that the S60 T5
motor requires 5.6 quarts of il and clearly NOT 7 quarts;

in Nov 2023 due to the prolonged excessive il consumption denied, covered up and
buried by Volvo and its service advisors and mechanics, the catalytic convertor
performance became compromised;

in Dec 2023, also due to the prolonged excessive il consumption denied, covered up
and buried by Volvo and its service advisors and mechanics, the spark plugs were
severely fouled and cylinder # 1 was diagnosed as dead, with permanent misfire, and
the vehicle is currently with a Volvo dealer pending further tests. Given the state of
the vehicle, no oil consumption test can be performed, as the vehicle is not running
due to damage caused by prolonged excessive oil consumption. Sadly, VCNA was
made aware of this issue 3 years ago (cas<jjj ), Pvt they decided to
deny it and cover it up, as they have been doing for years, together with the dealer
who conducted the oil consumption test;

given the above facts, for which I have all documents on record, I expect
Volvo to cover all engine-related repairs needed, as well as the replacement of
the catalytic convertor, which was compromised due to the excessive oil
consumption. I will happily provide any documentation on my previous
communications with VCNA in Feb 2021, as well as copied f all service
records throughout the life of the vehicle, all performed at Volvo service

dealerships.

15



I can also confirm that I am aware of and in possession of several Technical Journals issued by
Volvo to their service dealers with regards to how to fix the piston rings and other
components to correct the excessive oil consumption. I am also aware of and in possession
of several direct communications issues by Volvo in 2023 about the excessive oil
consumption in response to many complaints from Volvo drivers about excessive oil

consumption and engine failure.

It is quite disappointing that Volvo has decided to compromise their 100 + year reptation of
reliability and performance by concealing and denying the now widely known excessive oil
consumption issues. Unfortunately, much of my 10 + year Volvo experience has been regrettable at
best. It seems that since 2022, in response to thousands of complaints from Volvo owns about the
excessive oil consumption, Volvo has decided to selective address thee issues, but where was Volvo’s
commitment to their customers like myself in 2020 and 2021 when I raised the issue several times,

but Volvo was too busy denying everything and covering it up?

Look forward to your response.

Regards,

|
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when 7 quarts of oil were charged and administered during the oil change, as documented

by the service record document I can provide.

During Sept 2020 and Jan 2021, over 5,600 miles driven, I monitored the oil level at least once a
week and documented (through date and time-stamped photos of the dip stick, vehicle mileage, and
amount of oil added in increments of 1 quart) that I added 8-9 quarts of oil (over 5,600 driven

miles) in order to maintain the oil level within normal range.

In Jan 2021, I went back to Volvo with all these documents and asked for an oil consumption
cost. They conducted the test, but starting with 7 quarts of oil, instead of the owner’s manual
recommended 5.6 quarts. The 7 quarts of oil raised the oil level on the dip stick to 1inch
above the maximum mark. 1000 miles later when I returned for the test, the oil level on the
dip stick was 1 inch lower, which corresponds to 1.5 quarts. Nevertheless, the Volvo service
technician who performed the test stated that the amount of oil consumed was 250 mL and
hence within the normal range. When I showed him the photos of the oil level before and
after the 1000 miles driven that clearly showed a 1inch (1.5 quarts) oil consumption, the
technician dismissed ever looking at those photos and also withheld all oil consumption test

documents, except for a final report stating normal oil consumption.

At that time (Feb. 2021), given the large discrepancy between the excessive oil consumption I
was experiencing and the “within normal consumption” deemed by the Volvo dealer, I
opened the above case with VCNA in Feb. 2021. At that time, I emailed copies of all service
records scanning the entire life of the vehicle, since I have been the sole owner of the vehicle,
all of which were performed by Volvo dealers. At that time, VCNA reached out to the dealer
who performed and documents the “normal” oil consumption test and turned back saying
there were no concerns. Nevertheless, all service records show that for every oil change 7 (or
even 8 quarts) of oil were administered instead of the 5.6 quarts recommended n the owner’s
manual. All of the above have been happening because all along, for years, VCNA, together with
the dealers, service advisors and technicians, were too busy hiding the excessive oil consumption on

their motors installed on S60 vehicle models dating 2013 — 2016.
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Since Feb. 2021, when I hit a dead end with VCNA thanks to VCNA continuing to cover up
the excessive oil consumption and inherent design flaw, I had no other choice but to keep
monitoring oil level and top up as needed in between oil changes (I continued performing all
services at Volvo dealers, but more frequently than every 10,000 miles). During Feb. 2021 and
Dec 2023, over 30,000 miles, I added 7 — 8 six packs of Mobil 5W 30 oil, which amounts to ~
42-48 quarts of oil in addition to performing several oil changes at Volvo dealerships. Same
as always, all oil changes performed by Volvo dealers consisted of 7 or 8 quarts of oi being
administered, which would cause the oil level on the dip stick to be at least 1 inch above the

maximum of the allowable range.

The latest update on the vehicle is as follows: in Nov. 2023, the catalytic converter reported
several error codes pointing to below minimal performance, to no surprise, given several
years of Volvo denied and covered up excessive oil consumption. Moreover, on Dec. 24, 2023,
I had several misfires on Cylinder # 1 and Cylinder # 3 while driving on the highway through
NY, PA and OH. I took the vehicle to a Volvo dealer in OH where they first tried to replace
the coil packs and spark plugs, but to no solution. The service technician confirmed that
Cylinder # 1 was dead and not firing at all and he asked me if I noticed any unusual
excessive oil consumption, because these vehicles have been known to consume oil
excessively, to the extent that starting in Jan 2023, Volvo started contacting owners about
excessive il consumption and offering extended warranty up to 10 years and 150,000 miles to
cover major repairs due to excessive oil consumption. All spark plugs were severely fouled
for 25,000 miles (spark plugs are not recommended to be changed sooner than 40,000 miles),
due to the prolonged excessive oil consumption. The vehicle is still with the Volvo dealer in

OH for them to conduct additional compression tests this coming week.

To recap and summarize:

1. the excessive oil consumption was detected by a Volvo dealer in July 2020 with the
vehicle under extended warranty;
2. the excessive oil consumption was monitored by the owned and confirmed by adding

8-9 quarts over 5.600 miles;
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the oil consumption test conducted by Volvo in Jan-Feb 2021 was deeded normal,
although photos of the dip stick oil level showed a 1 inch drop corresponding to 1.5
quarts in oil consumption over 1000 miles;

a case was opened with VCNA in Feb. 2021 | for cxcessive oil
consumption, but the entire case was buried by VCNA and the Capital Volvo of
Albany dealer who performed the oil consumption test;

over 30,000 driven miles during Feb 2021 and Dec 2023, 42-48 quarts of oil were
added to maintain the oil within normal range IN ADDITION to several regular oil
changes performed by Volvo dealers during Apr 2021 and Sept 2023. At each oil
change performed by Volvo, 7 quarts of oil were charged and administered to the
motor, as documented by the service documents. This was the case for EVERY OIL
CHANGE SERVICE throughout the entire life of the vehicle, starting with the very
first il change at 10,000 miles, when the owner’s manual clearly states that the S60 T5
motor requires 5.6 quarts of il and clearly NOT 7 quarts;

in Nov 2023 due to the prolonged excessive il consumption denied, covered up and
buried by Volvo and its service advisors and mechanics, the catalytic convertor
performance became compromised;

in Dec 2023, also due to the prolonged excessive il consumption denied, covered up
and buried by Volvo and its service advisors and mechanics, the spark plugs were
severely fouled and cylinder # 1 was diagnosed as dead, with permanent misfire, and
the vehicle is currently with a Volvo dealer pending further tests. Given the state of
the vehicle, no oil consumption test can be performed, as the vehicle is not running
due to damage caused by prolonged excessive oil consumption. Sadly, VCNA was
made aware of this issue 3 years ago (case | ] ] ]33, Pvt they decided to
deny it and cover it up, as they have been doing for years, together with the dealer
who conducted the oil consumption test;

given the above facts, for which I have all documents on record, I expect
Volvo to cover all engine-related repairs needed, as well as the replacement of
the catalytic convertor, which was compromised due to the excessive oil
consumption. I will happily provide any documentation on my previous
communications with VCNA in Feb 2021, as well as copied f all service
records throughout the life of the vehicle, all performed at Volvo service

dealerships.
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Nov. 23, 2020

Mileage: 107424

Oil Level — this is the oil level after 3272 miles following oil change on Sept. 28"




Nov. 24, 2020 — added 1 quart of oil

Mileage: 107428

Oil Level — after adding 1 quart of oil




Nov. 24, 2020 - added 1 more quart of oil (so total 2 quarts added)

Mileage: 107435

Oil Level — after adding 1 more quart of oil (so in total 2 quarts added from the low level recorded on Nov. 23™)

Conclusion: 2 quarts were added to bring the oil level to max after 3272 miles (from 104152 to 107435), but note that
after the Sept. 28" oil change, the oil level was 1 inch above the max line, so much more than 2 quarts of oil were
consumed over the 3272 miles. However, for consistency in readings, | am only topping up to the max line.




Dec. 23", 2020:

Mileage: 108070

Oil Level — this is after only 650 miles after the 2 quarts had been added to bring the oil level to max (see above)




Dec. 30™, 2020:

Mileage: 108551

Oil Level — this is roughly 500 miles later from the above reading (the level dropped from the max line at 107435 to now
at 108551 miles)




Dec. 30™, 2020 — added 2 quarts of oil to bring level back to max

Mileage: 108569

Oil Level — after adding 2 quarts of oil — this put the level back to the max line

Conclusion: 2 quarts were added to bring the oil level back to max after 1134 miles driven (from 107435 to 108569) —
so 2 quarts were consumed over 1134 miles.




Jan.22™, 2021:

Mileage: 109687

QOil Level — this is how much oil is missing (likely 1.5 -2 quarts, as 1 quart is ~ 3 XX) after 109687-108569 = 1118 miles

| did not top up the oil, as | was going in for the service on Jan. 28™, 2021, but the consumption is roughly 1.5 — 2 quarts
over 1118 miles.

Summary: During Sept. 28, 2020 (104152 miles) through Dec. 30, 2020 (108569 miles), over a distance of ~ 4500 miles,
I've added 4 quarts of oil, but recall that the oil level after the fresh oil change was 1 inch above the max line, which
amounts to 1.5 — 2 quarts, so the overall actual consumption was closer to 5.5 quarts.

During Dec. 30, 2020 (108569 miles) and Jan. 22, 2021 (109687 miles), the oil level dropped again as shown above by ~
1.5 quarts over a distance of 1120 miles.

Over a distance of roughly 6000 miles, the overall oil consumption was close to 7 quarts (essentially close to an engine
full of oil) over 5600 miles. Note that oil services are recommended at 10,000 miles, and it is reasonable to assume that
there should still be a significant amount of oil present in the engine even at the time of oil service. So this study clearly
shows that, without any doubt, the motor is consuming oil at a significant rate that is dangerous and unsafe.



Brief Vehicle History and Oil Consumption History: VIN#: YV1612FS7E2

| have been the sole owner of the vehicle. | leased the vehicle as new for 3 years, then purchased the vehicle at the end
of the lease and also purchased the extended warranty.

| performed all the recommended services every 10,000 miles as scheduled by Volvo and as documented by all enclosed
service records and more than 80% of the miles driven since | leased the vehicle as new have been highway miles.

At 97,000 miles on July 31°t, 2020 (roughly 7000 miles after the 90,000 mile service when a 7 quart fresh oil supply, as
documented in the 90k service record in March 2020), | went to the Volvo dealership in Albany (Capital Volvo) for a tire
blow-out and that’s when | was notified of the severely low oil level — no oil on the dipstick, as documented in their
report (see enclosed 97k_record_low_oil), and the addition of 4 quarts of oil to bring the oil lever into range. So at least
4 quarts of oil had been consumed since the last oil service 7000-7500 miles earlier. Note that a fresh supply of 7 quarts
puts the oil level ~ 1 inch above the max line.

The service adviser documented the low oil level and the added oil (see 97k service record) and advised to keep an eye
on it and come by in 2000 miles to check the oil and determine whether a formal oil consumption test is needed.

At 101,000 miles (Aug 31, 2020), toughly 3000 miles after the last oil top-up on July 31%, 2020, | stopped by the dealer
and they said the oil level as low by ~ 1- 1.5 quarts. They advised to come back for an oil service in 2k — 3 k miles, and go
from there.

On Sept. 28", 2020 | went in for the oil service — oil level was not checked, but a fresh supply of oil was put in (7 quarts
as documented) — this put the oil level ~ 1 inch above the max line, as previously mentioned. | was advised to keep an
eye on the oil level and come back for next service in 10,000 miles unless severely low oil eel is detected.

During Sept. 28™, 2020 and Jan. 22", 2021, several oil readings were recorded, along with mileage and all oil additions (4
quarts) — a detailed report is appended for your review, containing dates, mileage records and oil level pictures. The
conclusion of this self-conducted oil consumption study was that 6 — 7 quarts of oil were consumed over 6000 miles
(remember that after dealer oil change, the oil level was 1 inch above the max line on the dipstick, which amounts to
roughly 1.5 — 2 quarts).

On Jan. 28" 2021 at 110,026 miles | went in to Capital Volvo to start an oil consumption test — the service consultant
added a fresh supply of oil (7 quarts) and | am due back for measurements 1000 miles later (~111026 miles) — this will
most likely be on Feb. 5 -8, 2021.

In summary, I’'ve been a happy and proud Volvo owner for the past 7 years, and I've very much enjoyed the vehicle and
performed all the recommended services on time and in their entirety. But the oil consumption has been quite severe.
Oil consumption is unfortunately a known issue with these vehicles and engines on the S60. I’'ve spoken with quite a few
Volvo owners who have experienced the same issues one the vehicle climbed over 60k or 70k miles, to the point that is
becomes unsafe to drive 10,000 miles in between the recommended oil changes, as also documented in the attached
exhibits. Volvo vehicles have a reputation for long-lasting endurance, much beyond 100,000 miles, so unfortunately such
a severe oil consumption rate at such a young age for a Volvo vehicle with a price tag of close to $45,000 is a bit
disheartening.

| look forward to hearing from you and | trust | can rely on your help and assistance with this matter, so thank you for all
your consideration and help! Please feel free to contact me any time if you need any additional information!

Thank you!
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