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Homme phone 815-337-19352 e-mail ehalle@nmo com

National Highway Traffic Safety Admimsiration
400 Seventh Street, S W
Washingten, D C 20590 May 30, 2000

Dear Safety Administration,

The head gasket on my 1995 Ford Taurus failed in December 1999 ruining my 3 SL
enging 50 [ had to replace it Specific warranty pretection under Ford Service Program
Number OMO2 is available for a head gasket failure but all my attempts to make claim
under this warranty have been denied by the dealer and Ford Customer Assistance

The reason they use is that the onginal invoice trom Goodyear Auto Tech Center for
having replaced the engine in Decernber 1999 does not state the reason why the repairs
were made  Since then [ had Goodyear Auto Tech Center write the reason for the
Decembrer 1999 engine replasement but that will not satisfy the Customer Ass:stance
Center They argue that fraudulent claims could be made that way

How irome, the Woodward Ford service invoice of Apnl 2R, 1999 for the oil change and
brake inspection I requested before driving the car off the lol includes a exhaust gas 1est
for head gasket The invoice does not state why the exhaust gas test for head gasket was
done yet Ford expects the Goodyear Aute Tech Center invoice for replacing my engine to
give an explanation as to why the engine was changed

I bought the car used from Woodward Ford and 6100 miles later I had to replace the
engine Woodward service department anti¢ipated there was a problem with the head
gaskets in the 3 BL engine in my car but never explained it to me I highly doubt that &
head gasket could totafly fal in only 100 miles and even if it did, Service Program
00MOS ig to 100,000 miles which qualifies me to make a claim

Since any letter { write to Mr Fac Nasser, President of Ford will probably never reach
him, next time vou talk to him please tell him for me that the rhetotric about commitment
to service that Ford publishes in their brochures ard letters does not match their actions

cc  Mr Jac Nasszer, President Ford Motor Co
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Ford Motor Company 1s commtied t0 bacoming the world's laading consumer company of
automotive products and services and 1S dedicated 1o pursuing customer satisfaction, Our
goal, tngether with your local Ford dealer, 15 to eam your continued loyalty by providing
consumar focused service and support

in suppart of this commitment, Ford Motor Company & provichng additronal warranty Coverage
under Sarvice Program Number DOMODS, to cwners of 19894 and 1995 modet year Ford Taurus
and 1995 modei year Ford Windstar vehicies equipped with a 3.8L engine

The addrhonal warranty covers potential engine heasi gasket failures, which may be
expenenced by some owners of these vahicies, and will be in effect for 7 years or 100,000
miles, from tha vehicia's original warranty start cate, whichever comes first

if you have akeady paid o have the heed gaskel repaired, prior o the date of this ietter, you
may be antifed to a refund of your repair cosls, or, for a lnited tme, an opbon to purchase a
new Ford, Marcury or Lincoln vehicle under a special marketing program. Please refer to the
naxt page for additonal details of coverage This program 1s offered in addiion to other
excallent new vetucle incentives Ford Motor Company has avaiable in the marketplace
cumrently If you are interested in a new vehicle, please contact your dealer for details.

Ve apoiogize for problems you may have expenenced with your vehicle. Ford Motor
Company is committed to mantaining satisfying and kong-term relabonships with our valued
rustomers, and demansirsting that committmant thrciigh actionz such as thes  Thank yis.

Sinceraly,

Ak

Ann O'Maiil
Diractor
Vehicle Service and Programs

OOMOS9
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Premature fallure of the head gasket(s) may ocour  This condihion may
result In engme caolant leakage, whach if not detected, can cause engmne
overhaating. In exireme cases, this condition may rasult N engine fadure-
To prevent engine faillure, customers should bnng ther vehicle m for
service under this program if the fodlowing symptoms axst

* Parsistent and worsening overheating engine conditions

* Heavy white smoke from the tailpipe

* Flashing "Low Coolant” sensor light, even after coplant 1= refilled
*+ Constant loss of coolant

Fore Motor Company ig providing additional warramy coverage for
this condition. If your vehicle's angine should exparignce this condrtion,
your dealer will verify the condibon and replace the engine head gaskets,
if necessary

The no charge addiional warranty coverage for this conditon is avaiable
oh affected 1894 and 1995 Taurus and 1985 Windstar vehicles for 7
years or 100,000 miles, whichaver occurs first, from the onginal warranty
start date Coverage 1s automatcally transferred to subsequent owners

Graca pernod for 1884 Taurus vehicles Some 1984 Taurus vehicles may
have exceeded 7 years from the original warmanty start date For these

vehicles, the addmonal wamranty coverage provided under this program
will ba extended to Qctober 1, 2000 ar 100 DOD miigs, whichever ocours
first  Coverage is automatically transfarred to subsequent owners

Ford Maotor Company will provide the additionat warranty coverage for
Ford parts and Ford authonzed remanufacturad parts, or repars
parformead by a Ford dealer, related to this condihon

if you suspect your vehick has the described condition, contact your
dealer right away to schedule a service appointment,

if you have already paid to have the head gasket repaired prior to the
tate of this letter, and tha repair aceurrad within 7 years or 100,000 miles
from the original warranty start date, Ford Motor Company will provide
you the appostunity to ebtain a full refund for two years from the date of
thes program  For a kmitad time, owners may be offered the opton to
purchase a new Fard or Lincain Mercury produet, through a specal
marketing program offered by the Ford and Lincoln Mercury Divisions and
Ford Cradit, in placa of a refund Detaills of the special marketng
program are available from your dealer

Please nota Refund claims can ohly be processed through your Ford
gealer with your onginal, paid receipt
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1995 Taraus VIN 1FALP52425A243768

Ms Ann ONeil

Ford Motor Company

P O Box 1504

Dearborn, M1 48121-1904 May 2, 2000

Ms O'Neil,

In March I recetved your letier concerning Service Program Number 00MO9 1 was very
pleased to learn of the extended warranty for the 3 BL engine as 1 had previously sought
reimbursement for cmergency repaics due 0 8 head gasket failure,

I took your letter to Rick Stutesman, Service Adviser, st Woodward Ford, in Woodstock,
I1. he insisted on having my original Goodyear invoices to have my engine replaced and
said he would send it t0 Ford Several weeks passed so [ called Woodword Ford By
phone Dave, a service adviser, told me they had received "a code™ denying the claim I
never received any responsé in writing and my original vouchers were never returned

I do not think my case was properly reviewed 1 am here by applying for & refund under
Service Program Number 0CMO® for my emergency repairs for a head gasket failure.

Enclosed are previous letters to the dealership and to Ford requesting reimbursement
Alse encliosed is 4 history of repairs 1 have made on my Taraus 2t the Goodyear Auto
Tech Center that replaced my engine after the head gasket failed and ruined the engine
For clarification that my car was definitely overheating because the head gasket failed,
Goodyear Auto Tech Center wrote a summary of the condition in the 04/04/00 invoice
Woodward Ford told me my claim was denied because there was no memntion of over
heating 1tr the Goodyear Auto Tech Center 12/09/99 or 12/11/99 invoice

Please refund $3,392 48 for emergeacy repairs made because of the head gasket failure
The saddest part in all this ia that when Woodward Ford did Service Program 98M01
thay were not cautious enough in their inspection an let me drive off on Aprl 29, 1995
with a defective car  The reason why [ went to a Ford dealer to buy & Ford used car for
my family is safety!

Sincerely
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