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TO WHOM IT MAY CONCERN:
RE: 1995 CHEVY ASTRO VAN

On April 21 1999 [ brought my Chevy Astro van to the Bill Heard
service dept. because the right rear blinker was not working also the back
hatch would not open because the door was locked shut and would not
open. My invoice for that day was $92.13.

On May 5 1999 I brought my Chevy Astro van to the Bill Heard service
dept. because the VCP was not working. The service dept. informed me
that the van was out of warranty and that I needed to go else where for

repairs.

On June 7 1999 1 brought my Chevy Astro van to the Bill Heard service
dept. with the some kind of noise and something killing the new battery.
The service dept found the "alternator was inep" This was electrical. I glso
had repair work done such as replace Serpentine belt, service rear
defferential. Twas alsc given a free safety maint. inspection, my bill came to
$503.72

On July 8 1999 1 brought my Chevy Astro van to the Bill Heard service
dept. This time the rear end was roaring and the air conditioner would stop
blowing They fixed the rear end but could not find anything wrong with the
air conditioner 1 was concerned that this too may be electrical, I was told all
connections and relays had been checked and no problem bad been found.
My bill for that day was $1256.11.

On July 14 1999 I brought my Chevy Astro van to the Bill Heard service
dept. The oil pressure was going to zero!  All my gages were bouncing
back and forth! Again the service dept. could not find out why this was
happening, they said they "could not duplicate the problem” that day my
invoice was $127.45

On Aug 11 1999 I brought my Chevy Astro van to the Bill Heard service
dept. I told them that the van would skip and miss going down the road. 1
live 25 miles from town and I was concerned I would not make it into town.



The service dept. replaced spark plugs and wires also distributor cap. The
service dept told me that "when they removed the engine cover, they found
plug wires shorting to the cyclinder head." The invoice for this day was
$415.54, "Again, this is electrical”

On Aug 14 1999 1 had to bring my Chevy Astro van into the service
dept. again, this time, because the van would turn but would not start. By
this time I am known in Bill Heard service dept. as" the woman with the
Chey Astro van!!" The service dept. found the fuel pump shorting out.
This time my invoice was $416.05 for another electrical problem?!!

On Aug 23 1999 I was driving home with my daughter (age 10} all of a
sudden all the lights on the dash started blinking, all indicator needles were
jumping back and forth and the gages jumping back and forth and the oil
pressure bouncing to zero again. ( Something I had taken the van in for
before.) As I approached my driveway smoke started coming out the the air
vents. I tried to stop the van by applying the brakes but the brakes were
gone and I did not have any steering now. I was not traveling very fast so
the van rotled to & stop. As soon as the van come to a stop I told my
daughter Falon who is 10, to get out of the van quickly. She was sitting in
the back seat of the van, Falon got out of her seat belt to come up a row of
seats to get to the cargo door. This is a door that slides. She was unable to
open the door, it was locked and their was ne power to unlock the door.
She tried to untock it manually and cried " Mormamy, help I car't unlock my
door. We are going to burn!" Tears, were sireaming down her face. [1told
Falon, to get to the front quickly, I thought1 could open my door. She did
so and we left the van an ran towards the house. Smoke was now all over
the van and coming from under the hood. Fire was now shooting 20 feet up
in the air I was afraid that the fuel tanks were going to catch on fire. Once,
inside the house I dialed 911, to report the van was on fire. My husband,
drove up to see the van on fire he thought we were still inside as smoke had
filled the van. We got his attention, he ran and got water buckets to put the
fire out. My husband later told me that he had seen smoke and fire almost
1/2 mile away but did not know that if was his family in danger.

The fire dept. arrived, the fire dept. was not able to open the hood of the
van because it had melted shut. Fire chief Tom Ward took a report,
moments later a Harris County Deputy arrived Pete Weldon came and took
areport. See attached.

The next morning, T bad the van towed, back 1o Bill Heard. When I
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arrived at the service dept. All of a sudden, [ was not the woman with the
Chevy Astro van. They directed me to the collision dept. This dept
declared my van as a total loss.

1 was then without transportation!! 1 am a mother or four children,
needless w say 1 am the main taxi driver for all my children and their after
school activittes. 'This van is our way 10 and from town. (we live 25 miles
out of town).

I contacted my insurance company, to repert this claim. It did not pay
off the loan. I have to take another $700.00 out of pocket to pay off the
loar.

[ am still with out transportation, I still have to have some way to get
back an forth to work and get my children to school. I contacted Bill Heard
service dept. and ask them about some form of reimbursement. They told
me | would have to talk 1o one of the general managers. 1 called the front
desk to ask who I wauld need to speak with. The operator said , she could
take my name and number find out who needs to talk to me about this and
someone could call me back. I agreed, I waited for two days, [ called back
to Bill Heard and was shuffled around severzal times. No one could te]l me
who I needed 1o speak with regarding this matter.

I do not have any choice at this point, [ need another vechile, [ wentto
another dealership Inow have to spend $639.91 on leased vechile. Now
my payments just went from $485.00 per month that was budgeted in our
account to $618.91. This is another additional amount of $133.91 of
expense that 1 now must pay out for the loss of my Chevy Astro van,

I believe that all of this coyld have been avoided, had your service dept
repaired the van properly.

The service dept not only did not repair the van properly, but
endangered me and my 10 year old child. We could have very easily been
trapped and burned alive that day, This was no accident, this was improper
repairs at exorbiant prices that almost got us killed. My daughter, has had
terrible dreams about burning and has been experiencing chest pain ever
since. [ have been in the ER with her for this and also have seen her
peditrician concerning the pain in her ¢hest.

My daughter and [ were very fortunate, however; who is to say this will



not happen again with someone who will trust the Bill Heard service dept.
and not be as fortunate.

I have done some research on this make and model and their has been
problems related 4o this make and model of van. It seems , NHTSA had a
recall on 1995 Chev Astro vans for fuel lines not being properly tightened.
I will enclose this article,

1 am asking Bill Heard for $4150.91 that I believe should, in good faith
be reembursed to a customer that trusted the Bill Heard service dept, for
all repairs done on this van in this time frame. The problem was not fixed
and as a result the van was declared a total loss by your coilison dept.

Thank-you

CC: Beiter Business Bureau of Columbus
CC: U.S Dept. of Transportation
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ARCADIA FINANEIAL LTD

Date: 4} - \4 - Cicl

Dear Customer;

The insurance proceeds from the “Total Loss™ of the vehicle listed below have been
received and forwarded to your account.

Pursuant to the termis of your Retail Contract, you are responsible for the remaining

amount due, If you have already made arrangements fo pay this balance please
disregard this notice.

1

This balance is aceruing interest and will be reported to the credit bureau if arrangements
are not made through our office.

The balance listed below is a 15-day payotl. Please send this balance so it is received at
our office no later than . 12 --94 . If you have any questions please call our
customer service depariment at 1-(800)-486-1750 between the hours of 8 a.m. and 8
p.m. C5T Moenday through Thursday, and B a.m. and 7 p.m. CS5T on Friday.

**Payments should be sent with your account number to the address below™*
Arcadia Financial, Lid.
c)—;br?&(u O P.0. Box 4367
S 1t Carol Stream, IL 60197-4367

Accr it 9,'5135 Vo= ‘ﬂ -0}
Vehicle: e Ny Wl k \.u-\
Arcadia Financial Lid. VIMNE:

Balance Due: $  745. 70

At Iasuronce, F.Q, Box 1283, Minnoapalis, MW S5440-1 263
(612} 94d-d520. Faocsimila [612] #44-5039
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LS Deprariment a00 Seventh Street, §W
of Fonsportation Washinglon, 0.C. 20590

National Highwery
Traiflc Safety
Administration

Dear Consumer:

As a result of your recent inquiry o the National Highway Traffic Safety
Administration's Auto Safaly Hotline, we devalopad the anclosed Vehicle Owner’s
Questionnaire. Please review the form and supply any additionai information you have
that you believe is relevant to your safety problem(s). You may also include copies of
_repair bills, letters to manufacturers, or any other documents related to the problem(s).

Pilease complete the questionnaire, fold, staple, or tape it 50 that the pre-addressed
portien is on the outside.

We will share this information with the apprepriate manufacturer may help resolve your
problemisy. 11 is helpfui 10 be thorough in your report so that our ability to use your
information will be maximized. Itis not necessary (0 complete all boxes if you are not
sure of the information. 1t is very difficuit to pursue complaints unless the Vehicle
Identification Number (VIN} is known, and when reporting a tire problem, thc DOT
ldantification is needed. The VIM is located inside the vehicle adjacent to the left of the
windshield pillar (driver’s sids). The tire identification number contains 7 to 11
characters and is preceded by the [etters "DOT” an the tire between the maximum width
section and the bead, usually near the rim flange on the opposite side of the whitewall or
an either side of a blackwall tire.

Any information you provide on this questionnaire is ENTIRELY VOLUNTARY. There
is NO CONSEQUENCE or PENALTY of any kind if you DO NOT wish to provide it.
We seek this information so that this agency can help you and other owners with similar
problems and to allow us 10 combine this information with similar owner reports o
develop both statistical and investigatory evidence which will help identify potential
safety-related problems in motor vehicles or items of motor vehicle equipment.

Sincerely,
Information Management Branch
Auto Safety Hotline

2 Enclosures:

Self-addressed Quéstionnaire
Auto Safety Hotline Pamphlet
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:551 _?"Iif:;:;:r AUTO SAFETY MOTUNE
= o {800} 424-9353
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