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MNovamiar 21, 2000

Ford Motor Company
Customer Helationship Center
P.O. Box 6245

Dasrbom, Ml 43126

RE: VIN #1FAPPS243NH1237T10
Draar SirMadam:

Wa are writing this letter in regards to wo separate recall issues involving Ford representatives thet
we have recently been involved with. One was resoived 12 our satisfaction, and the cther has not yet
beer rasohied.

The first situation irmvolves Recall #93530 - Headlight Switch. We tock our car in to have the
haadlights chacked on 10/23/98 and were tokd there was a lobsa wire. We took the car in again
on 11/5138 at which tima the headlight switch was replaced at our expense. We then received a
recali notice and took our car in on 12/27/98, which resulted in tha headlight switch being
replaced again. Al of the above service was provided by the following Ford dealership:

Shewnee Mission Ford, Inc.
11501 Shawneea Mission Plwy
Shawnes, X5 66203

When we brought this situation to their attention in October of this year, they were very prompt
and courtesus in getting us a refund for the expenses we incured on 10/23/98 and 11/9/98, We
would like to take this opportunity to commernd them on the superior custormer service we
raceivad from the Service Manager, Jennifer Hutton,

Unfortunately, the second siluation has still nol been resolved. This situstion involved Recall
#85520 - ignition Switch. We received a recail notice and took our car inan 11197, which
resulted in the ignition switch being replacad. in Septembear of this vear, we bagan axpariencing
g nss of power to various alectronic components, including the air canditioner and blinkers. We
discoverad thet by jiggling the key around in tha ignition, the air conditiones and Blinkers woulkd
begin wirking. Wa cantacted tha Fard deatership who had parformed the orlgingl recsall work,
and asked whether thiz might be causad by the ignition switch oreviausly installed by tham. Tha
sendce lechnician we talked to said the ignition switch would not cause these typos of probleme,
and that it must be the turnbler. Ve replaced the tumbler, but the prabiem did not go sway. We
than took our car in on 1043000, and were told that we neadad a new ignition switch, At thal time,
the ignition switch was reptaced at pur expense. The original recall and the subsegueant service
for the replacement ignition switch wera bath performed by the following Ford dealership:

Olathe Ford
1845 E. Santa Fa
Diathe, K5 66082

We felt that the second ignition switch shiould have been replacad at Ford's expanse gince the
raplacemant of the criginal part was the resut of a meall, and the recall part ended up being
faully. In addition to this, we were advised by saveral experienced machanics/car-enthusiasts
that igmition switches do not erdinarily need o be replaced over the life of & car, net to mention
being replaced twice in less than 3 years. We had talked to the Service Manager, Milch, about
this prior 1o having the replacemeant ignition switch installed, and were told that the 12 month
wamanty period had expired. We do not feel that the wamanly pericd should apply in this
situation, as the parl being replaced was put there a3 a result of a recall 1o begin with. Mitch
said thare was nothing he could do, &nd advised us to call the Ford Corporate Cusiomer Service
A0 nurnkar,



™

Page 2

Prior to getting the headlight switch refund 2nd the replacament igrition switch installed, we
callad tne BOC Customer Sarvica numbar and andad up tatking 1o & reprasantative of the Ford
Flast Hetling by tha nama of Ron Lopaz. (Wa anded up in the Ford Fleat Holline because our
Thundarbird was originelly a rental for tha first year.) Mr. Lopez steted that the ignidion switch
Installed as a result of tha recall was only covered by & 12-month warranty pericd.  After we
explained our situation, he transfarred us fo his manager Lynn Black.

M= Black providsd the absolute worst sustormer service wa have ever raceived in our livas |

She was rude, condessanding, unsympathetic and edremely unhelpful. 5he wouldn't consider
ihe possibility that the probiems with the original ignition swich might be the same problems that
wa were exparienang with the reptacement ignition switch, and stated that urtil enough
arokdems were reportad (such as car fires) thed Ford would rot be hald responsible. She was
adamant about the 12-month warranty period {even though it was a recall replacement part) end
that our only recourse was 10 contact the dealership,

Alsoy, when we first talked to Ms. Black, we had not yet discovered that our headlight switch had
been roplaced twica, orce at our expense and drce becauses of a recall. Wse indicated to her
that we had replaced the headligt switch at our own axpanse in 11728, and that we balievad that
we should have baen notified of a recall mvolving the haadlight switch in 11799, We askad if she
couid ook up the racall information details to sea if it would have pertained to our car, and she
asked for the “recall number™. YWe told her that if we had not recelved a recell latiar, we would
therafore not have a recall number, She said that without the recall number, she oould net locata
recall information on the computer. We found this ridiculous - hocausa we could not provide her
with Ford's internal *racall number”, she could not locata Ford's intermal recall infarmation. (We
Iater located our receipt which indicated the recall number, and provided us with the
documentation we nasdad to gat & refund.) Finally, when | asked to spask with Ms. Black's
manager, she seid 3he would not transfer me, or even give ma her manager's neme.

Qur concems in writing this lstter were 1) the treatment that wea recseived from Ms. Black, and 2)
lhe lack of compensatory restitution of the expenses we inocumed as a result of the ignition ewitch
replacemsnt on 10f3/00. This doss not seem lke too much to ask, as the ignition switch part is
urder $10, plus laber. CObviously, this has become more of a matter of principal than of monay.

| would like to end this letter by saying that | have owned g Ford from the time 1 was 16 years old.
| am now 35, ard have been very happy with Ford up until now. YWa hope to a8 a positive
resolution to this situation, and azk for your assistance. Thank you for your consideration.

Sincorely,

Datra & David Plusknatt
22307 W. 64 Tarrace
Shawnaes, K5 B62I6
(013)441-1833

oc Ford Flegt Hotling
National Highway Traffic Safety Administration



