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Ford Motor Company

16800 Exeautive Plaza Drive
FO Box 243

Dearborm, Mi 48121

Attention: Miss Ann OFNeill
Manages of Vehicle Service Programs

Re: 1995 Ford Tourus ¥TN 1FALPS2U3SG2 17350
' Frout Coil Spring Failurs

I Dear Miss O"Neill:

Yesterday, [ was told that the front coil springs on my 1995 Taurus had failed. I found this out
from a local repair shop.

In case there was a recall tor this defect, | called you 800 number and spoke with Edith. She told
me that there werg no recalls, however, [ should call the local Victor Dealer of the Rochester Auato
Colleetion (716-924-9525) to se6 if they would give me special financisl consideration.

I valted {he Service Mavager, Jolin Dukin, He told me that e would check o see if the local Ford
Supervisor would pick up soms of the cast and have Ford Company pick up the other part of the cost, He
also told me nor (o drive the car becanse it was too dangerows. He said that the 1993 Tawus had already
bueen recalled for this exact problem. Inadditicn he said that a lo: of the conzidoration of whether they
weonld “help” was baged on whether Twas a “loyal Ford custommer™, Well, Jast vear | spent $349.05 at that
same dealership (87 (399 to be exact) under the impression that there was recall money coming, Mone
came, | told him that $349 was a 1ot of money to me, but he said that it dida't prove Lwas a foyal
customer. The next thing he told me is that he would be away for s few days and that he could get back to
me on MONDAY,

1 told him that 1 wasn't going to wait unbl Monday to have a car repaired that was too dangerous
tor drive and that 1 needed information by this morming. He said that it wouldn 't happen and that T had to
wait. e alzo told yae that if ] had e cir epaired al a non-aullorized dealer, that T would be reinbursed,

I made an appointment for this car 10 be fixed at our local repair shop on tomorrow (ic can’t be
done today becanse our other car is in far service), The cesl is estimated at $428.

T called your 8) nunnber npain this moming and spoke with Anpela. Bhe also tald me that if the
: car was subsequently recalled, that [ could be reimbursed. So, I will definitely take this car in tomorrow.
1 am asking you to pleass reimburse me for the coil spring failure. My local shop said that these
coils rmust be replaced along with the sway bar hinks for the MePherson striuts. He said that removing the
sway bar links to replace the coil spring usually results in their tailure alze so they also must be replaced.

!i S0, hottor ling, 1 would like to be reimbursed for the coil spring failure since this same thing has
happenad on other Ford Taurus vehicles.

! Ln addition, Tihink you can nderstand why | am “not a Joyal Ford customer” at the service shop.

It is absurd that it is too dangerous to drive the vehicle, yer, 1won’t even be able to "talk to someone about

it" until next Monday. T would appreciate your comments on that also,

Thark you very much. [ luok Ferward to Learing from you
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August 22, 2000
Ford Motor Compeany
16800 Bxecutive Plazg Drive
PO Box 6248

Dearbom, ME 48121

Adlenlion: Br, Jacguse Nasser, CEO and President

Re: 1995 Ford Taunes WIN 1IFALPS2U3S8G217550, Front Coil Spring Failure

Dear Mr. Masser:

Encloeed plense fingd a copy of my lenter to Miss O"Neill.

Yesterday, T was called by a very hostils lady named 11eidi. She cepeatedly told me that the
problem was due to the fact that [ didn't have my oil and filters changed at a Ford degler and because of my
poor driving habita,

WOW — insuft on top of Mjury.

Cine hour before her call (5:30 pm ESTY, 1was called by Bob (locsl Ford dealer) responding to my
call of August @, 2000, He asked me 1f T had the coi] springs fixed and whether [ wanted to brmg, the car in
sometime. I reminded him that he was the one that told me the car was teo dangerous to drive. NO, T did
not bet my car become a “garape decoration” for 12 daye. [ actually drive the car (as they say, who would
have houghi???7), Anyway, he wld me il since [ was pot a luval Ford gustomer, oo consideration would
be made fir my aver 3400 bill, 1 told him that | can’t be a layal Ford cuswmer for anto needs becanse of
exactly this problem. There was no way that T could wait that long without a car.

Anyway, Heidi called. Besides telling me that the coil spring failure was due te the above, she
told me that the local Ford dealership's decision outweighed the parent company’s decision. Therefore,
there would be no finencial help.

1 told her that | thoyght ber evalustion of the zituation wae prethy well noncense.

Fitst off, the 1993 Ford Tauns cars were recalled for coil spring failure. Obwvionsly, the company
already knows that you have a problem.

Second, how would she know any of my or my husband's driving habits??1?7? %he, nor John, have
ever et us. Go zhead, check back 20 years — see if we have ever had an accident,

Third, Idid call e mechanic who takes care of the car — promptly —always — definitely, T am HIS
loyal custotner —, Anyway, when | asked him if the above reasons {oil, filters, driving) had anything te do
with the cotl spring failute be agreed that it was a bunch of malarky. He also told me that it Tooked as if
Ford company was trying to avoid the problem.

Ok, bottom ling, I think that your company should pey for the coil sprimgs.

They failed due to no fault of mine,

Your campany hag a history of this prohlem — T am sure vhag Tam right that the problem has
petsisted through later models,

I also think that vou should conslder a recall. 1 was told not 1o drive the car because it was too
dangerous. Luckily, this probtem was found on ingpection, No ons nesds to be in an accident due to
anticipated {by Ford) mechanical Thilure,

O, lastly, the teason | am writing 1 you is that Headi first 10ld me that she didn’t have any
supervisors when Ttold her that 1 wanted to talk to her supervizar since she was so hostile. Then, after my
persisience, she told me that she bad lots of supervisors and I had to be specific so she periaps could direct
my call — apparently, she doesn’t have one for hostility. 1 then ssked her for the name of the CEQ). She
pave we your name - that’s why 1 am writing to you.

I look forward to hearing from you,




