
Fehruary 8. 2024 

Kraus Family Ford 

195 Woodstock Pkv-,•) 

Woodstock. GA 30188 

Ford Customer Relationship Center 

PO Box 62➔8 

Dearborn. MI ➔8126 

Dear Ford Customer Relationship Center and Krm1. e Famil� Ford: 

Re:: C ,\SE: CXI 1-0 I 

I need someone from Ford to please read 111) stor y . I purchased 111) first Ford (2017 Explorer) three 

years ago. As a single mom. I as urned my safest option \\aS to finance a newer car from a reputable 

company like Ford. I work three different jobs so I dri\'e a lot and need something reliable and sail! for 

my two kids. 

During the first) car of owning this Ford m� driH:r's si<lc dour \\Ouldn't close one da� due to 
misalignment. I contacted the dealer and I'm fairl) certain the) didn't hclien· me until I shared a ,·ideo 
I took. I lo,,·e, er. when I dro c the car to a level surface. the door closed properly once again. 

Also almost immediately. the sensor to open back gate with motion stopped working. I \\as sad 
because to be honest the silly commercials made mr excited to hm e that feature but at the end or the 
day. I decided that a wdl running car was more important. 

During the econd year of owning the Ford. my kids ,,ere thrilled to plug their de,·ices into the 
consolc's USB ports for our"first road trip. However. smoke suddenly emerged from one of the ports. 
resulting in it being melted. Now. I'm hesitant to use any of the USl3 ports in the back. 

Last year. my fobs bcl·amc non-functional even atkr replacing the batteries. Consequent!). I\ c 
resorted to using the door code and keeping the fob in the center console. 

And that brings us to the present. 

On January 22. my harely 7 year old Ford stopped while driving on the highway to get my daughter 
from school. A tow truck took my Ford to Krause that e,·ening and I got a n.:ntal that isn ·t covered by 
insurance since it wasn • t an accident. The ckaler said it could take a f cw da� s to even have it seen. 
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I ent a couple me age to ee \\'hat wa happening and did not get my fir t re pon e back until 
Friday. February 2 ( 11 days later). 

Then I wa told ··Unfortunately you do need a nev transmi ion. The torque convener is locked up 
\ ith related damage and the trans wi ll have to be replaced or rebu ilt. The recall doe not appl) and I 
was calling to give you a quote on a reman transmission. -Da\ id tile ••. 

ccdlc s to say. I was a bit flabbcrga tcd. A nc\\' tran mission on a car that i le than 7 year old i 
definitely an i ue of faulty manufacturing and yet J \\·a being told r had to pa) 6k for it. That' more 
than three times the amount I even have in my bank account right 110\\. 

pparently had thi happened to me three month prior. I would·ve be n \\ ithin the timeframe to have 
Ford cover the is ue. He texted ··There was an extension on the torque converter for shudder after a 
particular reprogram for the tran mi ion. It v a 12 month exten ion after the reprogram wa 
perfo,med. The reprogram wa never performed on this vehicle. -- Da id ti les ... 

llc aid I hould·ve received letter about all the recalls and thi torque issue. but I have receiv d 
OT! IING. I lated to begin, afet) and reliabili ty was the UMBER 0 , E i ue I had o I v,ould 

not ha\'cju t ignored a recall on my Ford that l"m already paying way too much for. 

I a ked Da id on that Friday (2/2) to plea e talk to the warrant) manager again and he . aid i t would 
probably take an hour to get back to me. I explained that 1·111 a ingle mom and can no way afford thi . 
He called me then and wa cordial and great. I didn't hear back within the hour though o I thought 
ma be no news was good new and the , ere covering it. I extended 111) rental car agreement. 

Then Monday rol ls around without word o I a ked what wa happening. ore ponse. I \,\a getting 
fru trated cau e everyday I'm paying for thi rental that i n·t in my budget. 

gain on Tue da I a k what· happening. He aid they denied it (again). Her plied. ··J ju t aw the 
me age thi morning but it ,, a cnt Friday.- David tiles··. 

o now I am getting a final O on Ford covering my tran mi ion and it i 14 D Y ince I fir t 
dropped it off. A of today it ha co t me T'S for my rental. 

I then called Ford Corporate Cu tomer ervice thanks to Da id giving me the number. I poke with 
Jenni fer Rollin who opened a ca e for me (CA E:  he aid she didn"t see a mileage 
or date timeframe on the torque program. he tried calling the Krau c dealership owe \\'Ould all be in 
the line together. \: e couldn't get a real per on on the phone. he tried l\\ O di fferent number . I a ked 
for an email of omeonc higher up I could contact. he aid there i no email but l can v.'ritc a letter to 
the PO BOX and they v ould prob ee and re pond within 30-60 da) s. he told me I could --cr) if I 
needed to and he·d Ii ten... he al o told me a uperYi or would call me back within 24 hour . o one 
has called me back and it' been ov r 24 hour . 

I a ked Da id for the v arranty manager's email. He said they don ·t give that info out. A t thi point 
with on l., one texting number to talk Lo anyone that ha direct contact with Ford or my vehicle r m 
feeling like Ford"s appearance of being reliable and available is a complete facade. I can·t afford a new 
tran mi ion or a rental car for 30-60 day and there· not O 1E per on I can actually talk to? 
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rr I can·t get anyone to contact me in wri ti ng within 24 hours. I have no choice but to move fornard in 
the proce of"taking legal action and hari ng my . tory locally and via . ocial media until I get 
someone· s attention at Ford that care . I feel , ·cry in igni ficant to the giant corporation of Ford right 
now. Thi i not\ hat I igncd up for. I don ·1 de crvc to go bankrupt o, er thi veh icle becau e or a 
three months xpiration date I missed that I knew nothing about. I don ·t de er\'e to go bankrupt over a 
car that \\8 n·t buil t properly. I have two young children to look out for and o far the me age l"m 
getting from Ford is that the) care more about their bottom line than their cu tomers. 

lam a king you to DO T HE RJGI IT Tl If G and honor the recall. Rcgardlc . Ford ha complete!) 
lo t my trust in reliability and re pect a a company in ho\\' you do bu ine . 

CC: ational Highway Traffic and afety dministration 

Wa hington. DC 20590 
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ipeci.al Service Support Ctnttr Assullltlce Request 
Contact Detail, 

Is1A>mtj 

• 0fflote.s • rwquired fldd 

I FSk 20N07 I C..r.od On 10:58 F....,, 2 F-..,., 202< I I contact r-. -

~Name. TIU.: WA· WAARNm AOt,,U-.,,ISTRATOR 
-

Phone Nm1Nr! em.a 
lutProvldr Tut Nwnber 

I Statua· Age,-. Cloud 

P&A~:0027• H..-ne:.l<rat.alFWf'ltyfcrddY.~ PhoneNu..~ T706820080 

wt; 1FMSK7FW1H  -~111-

::J Vehkie tntiormation 

~ .Agent c-u: Program 20627 eq>in,cl an &111202.1 a_,, 20!!<7 wn not~ pier:-.., oro;,am 
Datt 2 Feb 2024 n. C'le 21.:.ll' _..,-. nc: o;>l:ly Tiu .oul:I be a:wme< pa,_ n-.at:> -
nn..: 11 ;32-4 • 
10: O'TICCX>)'6 I 

Typo:DEAl.ER c:-_, CUST0\1ER HAS RECAU. 20N07 OPEN ON VIN NIO 1,'EEDS lliE REPAIR. HOWEVER I 
0.Je• 2 Feb 2024 DON'T SEE IN Wl>AAAl<TY HlSTOEY lliAT 20827 WAS EVER OPEN '<OR co,APl.ETED ON T1-i1S VIN 
TkM: 11 :0327 WlU.. THIS RECALL COVER~ REPAIR WITliOUT 20827 EVER BENG ACTIVE ON lhlS V N 11CNV 
ID· Wllr3EO SHOULD WE PROCEED? 

V-no~.,. .JPG,.Zll', TXT, POF 

Tl~ ADocaa. ~ .. tor VfJ'Soed at lht...,,. am.· Cldc on CHOOSE f'LES twnon ~ Md (Clldc and chg to~ muJbpk, 
nlNJ « (bold CTRL and c:1ck on mu,_..,._ tO MtKt J 
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Good morning This is the 
ott,cial answer from Ford 
"Program 20b27 expired on 
9/1/23. If program 20b27 was not 
performed prior to the program 
expiration, the 20n07 program 
does not apply This would be 
customer pay. Thank you•. I am 
sorry but my warrranty manager 
has done all she can to try and 
get the transmission repair 
covered for you. You can call 
ford if you like to see if they will 
give you any more assistance. 
-- David Stiles 

I just saw the message this 
morning but it was sent friday. 
- David Stiles 
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Thanks for contacting Krause 
Family Ford of Woodstock! We'll 
see your message shortly. 

,.,.. 
. ... . -

., 9fi: 

Hello? I need to know what is 
·: going on with ,:ny car. You"ve had 
, it for over a week. • • 

\• • • I 

OMG, I am so sorry. I had tried to 
call a few times and could not 
get you on the phone so I had 
sent a text. I see now that the 
text was blocked for some 
reason. I will copy and paste that 
text below. 
-- David Stiles 

okcool! 
.. - -"' • ., -.;-•,., .:-•·r,..,-- ;,:,-,r- :-..... ,;-.,;; 11: 

~y;<;a~6'ou copy and:pa~te:the/., 
t fcessa~e so I know wt,at's 
'(.happening? I still don't see 
~):tythir1g 
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Canton, GA  

National Highway Traffic and Safety Administration 

l200 New Jersey Avenue SE 

Washington, DC 20590 
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