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Discovery and events of the engine failure of the Expedition

1. Discovered a “pinging” noisc on December 30, 2000 and immediately called
Northland Ford and scheduled an appointment with their service department for
Thursday, January 4, 2001. The problems were described in detail twice as being
a “pinging” noise in the engine.

2. Was going home after work on Wednesday, January 3, 2001 and was less than
a mile from the office when the Expedition was making the “pinging “ noise and
then shut down. There were no other noises, i.e. a high pitched screeching sound
such as a cat screaming as is typical when an engine fails due to a lack of oil.

3. Had Expedition towed 1o Northland Motors the next day, Thursday, January 4,
2001.

4. 1 called Northland Ford later that day (1-4-2001) to see if they had determined
what was wrong with my truck and spoke to Mike in the service department. He
said that it needed a new motor, but that the cause was yet undetermined. He
asked il the oil had been changed, and 1 replied that I had instructed my mechanic
to change the oil and filter when he inspected the truck in October, 2000, but that I
would confirm from my mechanic if he did, indeed change the oil, Mike told me
that it looked like the oil hadn’t been changed, but that it didn’t look low either,
because the engine had plenty of oil in it, and the crank case was also full of oil.
He also said that the oil was just dirty. I asked him if an engine could fail from
dirty oil and he responded with uncertainty. Mike also told me thal engines (ai] at
20,000 miles if the oil hadn’t been changed. I told Mikc that the milcage was not
accurate, as I had never put 20,000 miles on any of my vehicles ever in a year. 1
explained that [ live 5 miles from my office and had never been on a trip with the
Expedition. I told Mike That 1 thought that the odometer was reading kilometers
instead of miles, and he was going to run out to the truck to check. 1 instructed
Mike not to drain any of the oil out until 1 was present and hung up.

5. I called Northland Ford on Friday, 1-5-2001 to check on the status of the truck.
I spoke with T.enny and he said that the rep from Ford had been in to lock at the
engine and he determined that the engine failed due to no oil change, and that I
would have to buy a new engine. Lenny also stated that the vehicle had 20,000
miles on it and that this was the milcage that they had seen other engines fail. T



told Lenny that I was disputing the mileage and had talked with their dealership
scveral times about the odometer, because I kzow what kind of mileage [ put on
my cars every year and I have never been close to 20,000 miles in one year.
Lenny also told me that the rep said that if I didn’t have the work done by an
authorized Ford dealer that he would pull the power train warranty, Lenny said
that there was only one und a half quaris of cil in the engine and that it was all
sludge. 1 asked Lenny why Mike told me the day before that the engine and
crankcase were full of oil, and now today he was saying that the oil was low and
that it was all sludge? Lenny just repeated what he had just said. After [ hung up 1
realized that they had gone ahead without me and drained the oil in my absence,
against my instructions.

6. I called Ford in Toronte on Monday, 1-8-2001 and spoke with Kerry (Carrie?)
Ann from 2:48 A M. 1o 10:05 A.M. and told her about my dissatisfaction that Ford
wouldn’t honor their warranty. Kerry Ann wrote down our conversation as we
spoke. When [ told Kerry Ann that Northland Ford said thar the rep had already
been there to inspect the vehicle she seemed shocked. I asked her why she was
surprised and she responded that she doubted that the rep was there so fast, and it
would be highly unlikely. I was puzzled as to why Northland would tell me that
rep had inspected my vehicle, and that Kerry Ann was shocked about the same
thing. She asked me 1o hold the line while she asked her supervisor what she
should ingtruct me to do. When she returned, she said that the supervisor
instructed me to have the truck Llowed to another Ford dealer and get a second
opinion. Kermry Ann then told me that she could transfer me to roadside assitance
to expedite the towing, T held while she did this and was then put on the line with
Susan Jackson (extension 4404) at the Tennessee dispatch center. I spoke with her
from 10:05 AM. until 10:08 A.M. Susan told me that they would nof tow the
vehicie from one Ford dealership 10 another and that the person I spoke with in
Toronto should have known this.

7. 1 called back to the Toronto office and this time 1 got Nicale on the line. 1
asked to speak with Kerry Ann, since she was familiar with the case. Nicole put
me on hold for a few minutes, and when she got back on the line she told me that
they didn’t have the ability to transfer the calls internally. I thought that she
should have known this before she put me on hold. Ire-stated the entire story to
Nicole that 1 had already told Kerry-Ann. Nicole read Kerry Ann’s account of the
story on the computer as 1 spoke with her. She asked me 1o hold while she asked
her supervisor how she should advise me. Nicole got back on the line and wanted
me to hold longer, but I had patients waiting and had to go. She confirmed my



daytime phone number and assured me that her supervisor or herself would call
me back, but they never did.

8. On Tuesday,1-9-2001 I went to Northland Ford to inspect the vehicle myself.
Loren, the service manager showed me the oil that had been drained out of the
engine and stated that it was just under 3 quarts, He stated that this is why the
engine failed. I asked Loren how he knew that was my oil. The oil was sitting in
aunmarked plastic jug with the top cut off. It was sitting on a workbench out in
thc shop, not in any kind of “holding™ area or storage area. I inspected the oil and
it definitely was not sludge, it was still in the liquid form. T asked Loren two times
directly if the oil pan had been removed and he responded the exact way both
times, that it had not been taken off. Loren then became slightly confrontational
and told me that I had better take the rep’s oller, because 11 didn’t it would cost
me a lot of money and that there was no way I could win this dispute. [ asked him
how they could determine what the canse of failure was if they hadn't taken the oil
pan off and he just repeated himself, saying that he knew his business and I knew
mine, and if | tried to fight them that I would lose.

FACTS CONCERNING THE FAILURE:

-1 asked Loren to check the powertrain control module (Gem module?) To
determine the true mileage, and he refused and said that it couldn’t be done.

-1 know for a fact that there is not 20,000 miles on my truck. I live 5 miles from
my office. IfI go back and forth to work 2 times a day, that is only 20 miles a day.
Plus, I only work 4 days a week. I have never taken the truck on a trip. I have
only used it for tocal driving. That all considered, if we allow double my typical
amount of driving (40 miles) and take it out over 7 days, instead of the four I
work, the total mileage for one year would only be 13,440 miles, which is still 2
high number. According to the Ford people 20,000 milcs is the magic number for
engine failure due to lack of oil, and my Expedition wasn’t even close to that.

-There is no way the Ford rep could have determined the cause of the engine
failure and pinned it on lack of oil without taking the oil pan oll and Iooking at the
pick-up sump screen. I asked Loren to see the sump screen and he told me that the
oil pan was not taken off,

_The bearing surfaces should be scarred and scored if the engine was starved for
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oil, again, Loren did not allow me 1o inspect these surfaces.

-It is extremely suspicious that Northland Ford’s stery changed from 1-4-2001 to
1-5-2001, from there being enough oil to there being a lack of oil, and all siudge,

-When [ inspected the o1l therc was minimal sludge, if any.

-] asked that the 0il be drained while T was present, and it wasn't, so there is no
way | can know if what they showed me really is the oil from my vehicle.

-My oil light never came on during the entire year that I have had the truck. The
warning light and /or gauge should have shown a warning, but never did! What is
the purpose of having the gauges if they do not work?

-This 1% a top of the line, Eddie Bauver 2000 Expedition. When compared to other
vehicles in their ¢class this would have never happened.

-There is a inherent flaw in the Expedition if it turns the oi) to sludge at less than
15,000 miles.

-Loren’s actions were a surprise to me. The only reason I can think of for him to
not want Ford to honor their warranty is because he knows that his dealership will
make their markup on the salc of the engine and the cost of labor to install the

engine.

-1 find it odd that the first day Mike told me that the oil wasn’t low, the second day
Lenny told me that there was only one and a half quarts of oil in the engine, and
when Loren showed me the ¢il (that was supposedly from my truck) there was
almost 3 quarts in the jug. What is really the truth?

-A representative from Ford, Charmaine, called me at 3:18 P.M. on [-[0-01 to
discuss my case. She didn’t want to discuss the case at all, she merely reiterated
what Northland Ford’s representative, Loren had told me, with two glaring
differences. The first was that my warranty had been terminated by their district
rep. As of 1-4-2001. This is a direct contradiction of what I was told By Loren on
1-5-2001. He said that the rep had told him that he would keep my warranty intact
\f I would replace the engine at a Ford dealership. Loren further told me that the
rep would pull the warranty if I had an after-market engine installed. Now this
Charmaine is saying that the warranty was pulled on 1-4-2001. What is the truth.
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This has become very typical when dealing with these Ford people, the stories
change and I am lied to. Charmaine also told me that my truck was 6 guarts fow!
Now this is the fourth story on the level of oil that was measured. The first day 1
was told that the oil level was fine by Mike. The second day Lenny told me that
there was only one and a half quarts after they drained the oil out. The third story,
by Loren, was that there was slightly under 3 quarts when they drained the oil
(which he supposedly showed me), and #ow, Charmaine is telling rne that my
truck was low 6 quarts, which would mean that there was .7 quarts whern they
drained the oil. WHICH IS IT! The truck hold approximately 6.7 quarts of oil. 1
believe that they are lying about what the level is or all of the accounts of the oil
levels would be consistent, and there hasn™ been one consistency yet! Further,
Charmaine was very unwilling to hear my account of what had happened, and was
antagonistic. [ made the statement to her that the way they have it set up they
make it very difficult, if not impossible to have a dispute with them. Case in
point; The rep made the determination that the engine failed because of lack of ¢il
without ever speaking with me. If he had, he would have found out that the oil
light never came on, which shows a defect in their truck. The feat is, he never did
his job. You can’t come to the conclusion that an engine failed due to tack of oil
by merely draining the oil owt. He never took the engine apart and looked at the
oil pan, sump, or bearing surfaces. Is this man paid by Ford according to how
much money he saves them. I also told Charmaine that I see why people are
disgusted with Ford, and how they wouldn’t stand behind the tires they put on
their vehicles, and how the Explorers are rolling over and killing people.
Charmaine got mad and started yelling at me saying that the tires were not a
warranty item.

My experience with the representatives of Ford, from the dealership up, has been
an extreme anwillingness to listen to what you have to say concerning your
vehicle. They make their determination without input from you.

~The history of this vehicle will show that it has malfunctioned from the day we
got it. The starter fatled immediately, and they replaced it within the first month
we purchased the vehicle. The starter never did work correctly, grind at pericdic
intervals. 1 was never sure that the vehicle was going to start. If Northland’s
records are checked, it wiil be found that the starter was on my list to be checked
on 1-4-01 along with the “pinging” noise the engine was making. Also, the
odomeier never worked properly, It was malfunctioning in that it didn’t keep the
mileage correctly, and that it would not change from kilometers to miles. The
screen would just blank out. I also brought this to their attention.



_It is possible that this truck has a computer or electrical problem Lhal Ford is
refusing to admit, and they are trying to stick the blame on me, instead of their
fanity vehicle which has failed.

-1 have contacted the Pittsburgh Better Business Burean to file a complaint and ask
them how they can help me. They referred me to the National Highway Traffic
Safety Department {Department of Transportation auto safety department) at 1-
800-424-9393. 1 spoke with Tina there. And she is forwarding me forms ta file a
complaint. Tina’s concern was the fact that my oil light never came on and the oil
level was supposedly low. She said that they will investigate and test other oil
gauges 1o determine if there is a flaw in many of them, or if mine just had a factory
defect.

-Tina from the DOT auto safety dept. then referred me to the Federal Trade
Commission (FTC) at 216-263-3410 or 877-382-4357 to get me help with
warranty disputes.

-1 also contacted an attorney, Dennis O’Brien for legal help at the advice of Ken
Wright who owns Wright Automotive. Kcn made & comment that Ford is very
difficult to deal with.



