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renda Thorre - 99 Ford@CaphalFord-Repairs

From:
Date: Mon, Ocl 16, 2000 312 FM
Subject: 92 Ford@CapitalFord-Repairs

| hawe not received wrillen confirmalion of 1he costs

we discussed during the pasl waek for the above-referenced vehicle. Flease conlact me regarding
cumrent chamges for watar pump. 1 also need exact and complele costs for replacing the engine. You
nead that | would received a prior deduction for work completed and that all laber and relaled expansas
would be Capital Ford's and that | would be assessed for ONLY the engine nat to exceed $2.300. Does
this include current use of existing ol pan, volage requlator, etc.? [ am b2 reached at email, postal
adress. ot phone number you have on file. | need this information before final decision, .

cc: ]



MNovember 4, 2008

Mr. Peter Duerksen
Service Manager
Capilal Ford, Inc.
2307 Millbrook Road
Raleigh, NC 27616

Dcar Mr. Ducrkscn:
Re: 1992 Thunderhird

[ have the writlen commitmenl o replace the engine in my 1992 Thunderbird which was
initially in for 2 27 point inspection. Please contact me 1o verify thal the tota] cost for the
engine will be dong for $1,993 including engine, labur, tex {all at Capital Ford costs). Please
advise il there will be any other direct or OTHER vusts associated with this replacement. [ nced
(his information belore authorizing the wark..

The prior charges inciuded the inspection {paid), the charges for the water pump which
were exceedingly expensive and the $45.00) lowing charge. You indicaled that these charges
could be adjusted. Does the adjustment reference only the towing l(ee which I was prtvmusly
told would be absorbed by Capilal,

' ¢ Coming wo av ached during the cvenings
ot by cmail:



BRENDA L. THORNE

.‘__._____._.—--'-_"___"_'_-—-.-
Certified

Mr. Peter Duerksen, Service Manager
Capital Ford, 1ne.

49K Capital Boulevard

P. O. Box 58678

Raleigh, NC 27658

Dear Me. Duerksen:

Re: Pending Repairs/Engine Replacement
1992 Ford Thunderbird
VIN I[FAPP6O40NH13612

Since the problems with blown head gaskets tor some Ford vehicles is well
documented, I would like (o speak wilh the Ford Representative belore making a final decision.
I have requesied thal cuslomer service [acilitate a mecling but am informed that it mosl be done
at the dealership level which receive information on the rep’s schedule. b
- ;I;.E:E‘_.-’P '

[ would also like to request, if not already z[hat you submil a request for

paymcaol.

Thank you for your assislance. I may be reached at 252-246-1257 through
December 21. From December 23-December 27, 1 may be reached at the home number
252-237-1498,

Sincerely,

e Mr. Jerry Mosley, Gen, Manager
Capitel Fard, Raleigh, NC

#) @3_% J/W&)



February 3, 2001

Mr. Thomas J. Fetters, Direclor
Customer Assistance Center
Ford Motor Company

168tX) Executive Plaza Drive
P. O. Box 6248

Dearbarn, MI 48121

Deur Mr. Fetters:
Re: Casc #165263360

This is a response to your letier of January 9 which was recelved January 16, 2001.
Flease note that Ford did meet my expectalions--neither the dealership nor Ford Motor Compaty
felt any sensc of responsibility in this particular occasion nor has it on any prior eccasion that I
have experienced. [ remain a little baffled regarding the reference to information provided by
our company representalive was appropriate.  The only concrete information provided was on
January 13 prior o receipt of your letter. At thal point a Customer Assistance Center staffer was
candid encugh to indicate that no relief would be accorded becuuse my vehicle did not meet an
established protile. While this does not alleviate my problem or economic losses, [ did find it
refreshing; [ assumc that at this juncture information reflecting the stance in your letter had been
entered in the customer assistance cenier dalabase. In fact dealing with the public daily, I have
admiration for the Customer Assistance Center s1aff. What a depressing situation to be in--
listening 10 overwhelming complaints and having absclutely no policy making Function--just
being a robotic, human recording device.

[ am greatly disappeinted, but not surprised, that the January 9 letter bears 2 marked
resemblance to others sent 1o Ford owners experiencing comparable problems. Indeed, I should
consider il remarkable that [ reccived a single letter when all other communications garnered no

[E5pONses.

My 92 Thunderbird still languishes at the dealership although 1 reluctantly agreed
recently Lo the replacement of the engine. (Please note my response to a recent Ford Customer
Survey.) My economic loss will not be limited to the Thundetbird but has a broader ripple
effect since the resale value of the Ranger Truck referenced is seriously reduced,) However,
having rented a friend sccond vehicle from September-November, [ should be grateful that 1
even had another recourse. (At least the rental period provided an opportunity for assessment of
Dodge dealership for routine service--they insured that [ pot to work which was a rattier unique
lecling as the Ford dealerships have nover carcd whother the distance was 1 mile or 100 miles,
locally or intra-city, and have declined requesis for a subslitute vehicle.).




Fetiers
Page 2
February 5, 2001

As a Ford customer of long standing, [ must consider the circumstances. With Ford
having acknowledged formaily in 2000 the problems with the 3.8L V6 engine head gaskets and
mesl particularly finally, in face of great pressure and legal action, extending warranty covcrage
lo nearly 300,000 1994-95 model Mustangs, Thunderbirds, and Mercury Cougars, in May 2000,
I find it particularly odious thal 92-93 owners are excluded. As a conservative driver, I have not
reached 100,000 miles but find myself excluded by the seven-year..whichever comes first
profile. (This extension was never mentioned to me at atyﬁme.), Pray 11l what is the difference
between my loss and hal of a 1994 mode]l owner.

In conclusion, as this goes inte Ford's giaat file 13, my experiences and circumstances
based on carcful consideration and dedication 1o [iscal responsibility and comenon sense propel

me, without great regret, to conclude that once divested of Fard ownership, Fwill not return.

Sincerely,

Enc.



Ford Customer Service Division
Ford Motor Company
January 9 2601

Re: Cese # 0656264380
vesr

The circumstances, which you outlined, have been given careful consideration.

by 160/

16800 Executive Plaza Drive
P. . Box 6248
Dearbarn, MI 48121

Ford Motor Company considers the satiafaction of its ownera te be ane of its most -
impariant objectives. We commit very substantial resources and effort in a sincere
attempt to resolve the coneerns of our owners. Although we regret not being able to
meet your expoctations, our review indicates that the infermation provided by our
company representative was appropriate. Therefore, we are unable to be of Farther

assistanes in this matter.

Thank you for contacting Ford Motor Company.

Sincerely,

iy

Thomas J. Felfers
Director L
Customer Aseistance Center

LI



To: jnasser@iord. com
Coc: thome@email.wilsondech.cc.nc.us
Subject: Casai#DEEE263360-VIN IFAPPSOANH 132612

On Se?teml:uar 14, 2000, | tock my 1892 Thunderbird to the dealership of original purchase {ﬁm Ford, Haggq
NC—110 mi, AT drom mymhme} for rautine service/maintenance, Lipon rgturn, the icie was not ready due to deal ip
heavy-service volume. This reguired a retum on Saturday, September 13, for dpm& Mo major problems were delected
in the 27 pt bspection but approximalaly eight miles from site, the engine suddanly failed, without indicatars or warning, i
upusually heayy flow tralfic (major weekend college football game).

The vehicia was towed with the initlal problem being identified as a fafled water pump. Service chaqige of
approximately $400 were assessed. Howevar, in the following wesk, upen my inguiry and no contaet from the dealarship,
the em was idenfified by a service team leader a3 a potential problem with the engine. | was advised that | might iy a
soalant. Redlizing thal a major problam axisted, | did not remova the vehicle, and laler Q:Foku with the sarvice managar,
Petet Duerken, in person and by phone as well as Capital's general manager, Jermy Mesley.

Uttimately an offer lo provide labor to replace the engine which had been blown dug to head gasket erosion resuling fram
coclant Iaakaamc{mst to be essessed 10 me) was extended.  Due {e Ford's longstanding pro s with the 3.BL Vi

engina and § head gaskets, | feft that other remeadies should be extended and requested both financie! assistance and

to speak with a Ford Representative. {These issues have never been addressed.}

_ Still at ap impasse and having followed the deadership route, in December | contacted the Ford Customer
Assistance Center by phone, emall, reqular mall, and certified mail. The only concrete response received is a letter
(January B, 2001; receiverd January 16) from Thomags . Fetters, Director, Customer Assletance Center

The circumnstances, which you outline, have been
given carsiul consideration,

Ford . . . considers the satisfaction of Its owners
1 b one of Its most kmportant objectives..... we regret not
baing able t& mest your expectations, our review ndicates
that the information provided by our sompany representative
was approprizte. Therefore, we are unabla 10 ba of further
aesigtancs in thie matter.

} am g lithe baflled. | have never received information )
from a Ford representative. My only contacts, prior to Mr. Fetters' letter, were with the stalf of the Customer Assistance
Center whosa role is to record rmminlg calls and not offer policy decision. The most belpful of these calls, was one on
January 13 (and prior fo receip! of Mr. Felters' letier) when the staff indicated that no refief would be aceorded because my

request did not meet a preseribed Ford profile,

With great refuctance, and due to other cirgumstances, | have
authotized engne replacement, having been without a usable vehicle on which bath preperty tax and insurance have besan
paid for one-third of & year thus axtending tha costs wall bayond those of repair, However, | musi say that Ford did meet

ctations—| did not expect Ford 1o acknowladge well documented problems with the head eta (although it has

redlef to Windstar, elc., owners) simply because it can set the profile and although the Thunderbird and Gougear
vehicles have experienced simllar fallures, they were not marketed in as great a quantity {as well as the Thunderbird
temporarly delsted from production) and not generatgu'g the volume of complaints that mousi ultimately ba addressad. For
brevity, | will not regurpitate the documeniation, eic.. of the well-known defect which has been referenced in prior
comespondence, Suffice, it to note, that the problem is E‘_neu; Ford isswe.
w

Az a customer, | must consider the circomstances, Dnee divested of Ford vehicle ownership, | do notintend to
retum %o the Ford marketplace. | will be joining 1he other owners who have experienced the head gasket problems ss well
as the Explorer owners, and | assume, the newly identified Contour and Mystique owners who face fire hazards due 10
overheated engines, who make altemnate choices.

My dacision is not capricious, A prior experience in 1999 encompassing a holiday pericd also represents part of
an overall pattern. The above-referanced vehicle was taken from my worksite {which is within one tiock and visual sightl)
of the Wilsen, NC, Ford dealership (Lea Motor Company] to bave the battery recharged attar the ignilion was
inadvertenty left switthed onin tha parking lol. This lead to a seven day delay and a charge of approximately $700.
Repariedly, althaugh, the batiery was chaecked and in my presence ingicated as being good, the charging unit {never
admitted by the deelership) was ettached with incomect polarity and resulted In damags to the voltage regulator, etc. Of
coursa, the problem as later commynicated was that the new nstalled regulator was defeclive and the daalership had o
await the UPS ddlivery of a new unit. My very vivid recall of this event is intensffied by the following—the refusal of a
subsiitute vehicie by the dealership, the nonavailability of 2 commercial rental unit locally due to holiday demand, and the
'H‘-Bli'f really fact that i had two family members cviticaly i and in need of care and madication. One requiring two 12-hour
daiy injections of Lovenex, a limited availability proguct in short supply requiring preordering and pickup and another
person on respiratory medicalion, oxygen, and chemolherapy Ireatment tor cancer {this individual subsequently died).

1



This sltuation in addition bo transportation needs for a full work week, did rot afferd a very pleasant experience, Least you
perceive a professional whiner, | did not contact the Customer Service Center in this incidenl, | was contacted by the
Customer Service Center (thus this showid be on fle} in what | hope was a response 1o & generally known and increasingly
transmitied record of poor service by the Wison, NG, dealership.

. But the third strike came in the past manth. After having borrowed a friend's Dodge vehicle for an exdraardinary
period of time while mine languished at the Ford deafership, | had ta switch to 2 Ford Ranger 2000 unit, available because
of the death of the prior-referenced relative. With a weather forecast of weekend snow (which matured) and the
conclugion of tha eary Decombar work week, [ arrived home in early evening and antering my dﬂvewaﬁ the Ranger =t
450 odometer miles spewed forth all its coolant, Tha inbound snow meant no service was availabie unlti the following
Monday from a dealarsh"iu;nf delivery (90 mites AT away} so ancther weekend, with an 66 Gy;ar old parent with critical
medical needs and four days of an ensuring work week without fransportation prevailed. h--sounds just like a soap
cpera doesn't it; but believe me when | say that humor is the only thing that was available,

So after giving my ences and circumsiances careful consideration, in the ahsence of
manufacturerfdesdership . coatly sarvica, unavallabie of interest or concem, lack of irterast in assisting In providing
alternate transportation when one Is faced with a need to gel home) while having encouraged a number of others to
purchasgae Ford vehicles, | have deckded that loyalty Is a recipracal ralationship and In ostablishing my own profita fed that |

can no fonger be koyal to Ford.

=

PG Hopafully this emall will be transmiftted to appropriate parties.
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B HOME
» Contact Us

Bontact Uz .

; Du? We engourage you 10 speak to your dealer first
regarding any vehicte specific issues, the Customer Service
Centers are there to answer customer inguiries, dogument
concerns, and assist in communlcaticns between Customers,
dealarships, and Ford Motor Company.

Wwe've made it easier for you to contact us, Ford Motor
Company offers access to all our brand Custemer Sarvice
Centers. Simply sefect the appropriate brand for detailed
contact information.

Ford Aston Martin  Mazda Find Specific
[incoln r Volya contacts for the
Mercury fﬂii'cuﬁoxg[ Foliowing Areas:

|

FORD

NACRC Phone z:'

United States (800 392-3673 )
{8001 232-5952 (TDD for the Hearing
Impalrad)

United States Office Hours )

Bam. -11 p.m. ET. iMonday-Friday)

Bam. & p.m ET |5aturday)
Canada 180 505-3673

Canada Office Hours )
B a.m. - B p.m. ET. IMonday-Friday)
, 9am. -6 p.m. ET {Saturdayl
NACRC Mail )
United States Ford Motor Company
Customer Relationship Canter

PO, Box 6248
Dearborn, Ml 48126
Canada Ford Motor Company of Canada, Limited
e e Lustomer Relationship Centre
T B0, Box 2030

-~ akville, Ontario, LEJ SE4

NACRC Emaitl

The North Ameri
address your |
receiving

d Customer Relationship Center can also
uwiries or concerns through email. Upon
email, the North America customer

ip Center INACRD) will send you an )
acknowledgement 1o let you Know that your emait has been
received. We willl then research your request and respond to
your email within three busingss days,

To submit a specific guestion, comment, or request via Email,
choose the scenario betow that best describes the nature of
your issue, and click submit to receive the apprapriate form.

* .

LN

httganww. ford.comyserviet/ecmeyford/index jsp?SeCTION = supportBLEVELZ = contactUs 12/ 200



+ December 19, 2000
Certified

Mrs, Nancy B, Vert, Manager
Ford Custemer Service Division
Ford Motor Company

350 Enterprise Court

Bloomfield Hills, MI 48302-0305

Dear Ms. Verl:
Re: Head Gasket/Engine Replacement/YIN 1FAPPS040NH 1§12

[ am formally seeking authorization of engine replacement for the above-
referenced vehicle. The vehicle was praced for scrvice on September 14 a1 Capital Ford,
Raleigh, North Carplina, and picked up on Seplember 16 (approximately 110 round trip).
. The vehicle underwent a 27 point inspection. Approximately eight miles afier pickup, the
vehicle engine lost cemplete power on a major highway corrider in extordinarily heavy traffic
due to a major footbali game; this could have been a very potentially dangerous situation.
Following towing, the problem was initially identified as a failed water pump. Subsequentiy, a
mare critical problem--a blown engine was identified. To date I have not reached a satisfactory
resolution to this problem and have requested assistance from Customer Assistance by phone,
email, and regular/feertitied mail.

Yesierday, [ recontacted Customer Assistance by phonc and asked to speak with Ms.
O’Neill regarding the problem. [ was given the Ford website address. However, | have been
unable (o eflectively access this st (or sume ime. A copy of a December 13 letter to Ms.
'Neill was remailed by certified mail. [ have alse requested assislance [rom the Capitol Ford
Service Manager, in speaking directly with the area Ford Represenlative and have asked that a
request for payment assistance, il not alrcady cffccted, be submitied to Ford. 1 have previously
spoken with Mr. Duerksen and Mr. Mosley, Capitol’s General Manager.

Ford’s problemn witl the head gaskels on the 3.8 engine is already well documented and
has been acknowledged for certain vehicles (Feb, 25, 2000, Customer Action Information, Ford
Windstar), However, this problem is aot restricted to Lincoln, Taurus, Sable, and Windslar
units. The NHTSA has recorded head gasket complaints for sther Ford 1991-1996 vehicles
including the Ford Thunderbird, Ford vehicles exhibit a significant problem when compared to
Chrysler and GM vehicles. Head gaskets should not tail during the life of a vehicle and are not
rouline maintain items in Ford’s Owners Manuals. Ford’s own recommended mainlenance



Ford Customer Service Division
Page 2
December 19, 2000

schedule shows that Ford expects the head gaskets to last for at least 120,600 miles without
replacement, Ford®s service bulletins indicate that the 1992 Ford Thunderbird has experienced
problems and that coclant may ieak. All evidence indicates that my vehicle experienced a slow
loss of coolant with no outward visible signs of leaking. The vehicle was in the possession of
the dcalership service departrent for three working days prior to the coging blowing. . The
head gasket was obviounsly flawed. Although the problem can result from a number of factors,
leaking can occur because of improper sealing of the ends of the water pump stud. Withouf a
reinforcement channel, coolant conld obviously deteriorate the paskel. While one may say this
is & water punmip preblem the itoplications are somewhat different.

After talking with a number of professionals, I have learned that Ford’s problem with the
3.8, V-6 engine is well-known to insiders. Head gasket failure produces major repair costs. In
addition to repairs costs, one must deal with vehicle rental and a number of other, not so small
incidental factors. Many individuals unknowingiy have pone to independent service providers in
order to conscrve costs. Although, I have an offer from the dealership to replace the engine for
$1993, 1 assume that this is for a rused engine. I am rerequesling a meeting with the Ford
Eepresentative and a request for pavinent assislance,

Even though my vehicle is beyond the scope of Program 98M(1, Ford should seek to
right this commonly-known problem. Continual disregard for customer scrvice can only lead lo

slippage of market share and other consequences.

Sincerely,

ce: Ms, Ann O Neill, Director
Vehicle Services and Frograms v
P. O. Box 6248
Dearborn, MI 48126
: {
Ford Customer Service Center
3] Renaissance Drive
P.Q. Box 42360
Detroit, MI 48242



Drecomber 13, 2064
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Ms. Ann ('Neill, Director
Vehicle Services and Programs

Ford Motor Company
Cusicmer Relationship Cenler
P. Q. Box 6248

Dearborn, MI 48126

Dear M=, O"Neill:

Re: VIN 1IFAPPOIMUINHLIZO1Z
1992 Thunderbird

On Thursday, September 14, I lell the above-referenced vehicle at the service department
of Capital Ford, Raleigh, North Carolina. Upon return the vehicle, due to time constraints of the
service department, was nut ready tor pickup. 1 lelt it untii Saturday, September 16, for service
and pickup {this requircd an additional round trip of approximatcly {10 miles) a5 well as
securing an additional person Lo drive me 1o Lhe dealership,

After leaving the dealership, the vehicle experienced a complete engine [ailure without
aty warning indicators approximaicly 8 miles from ihe dealership site, and required towing.
The problem was identificd as being a defective water pump. However, upon contacl with the
service team during the following week, the problem was identificd as more serious-—-smoke was
coming from the exhaust. [ was advised that T might try 2 commercial sealant. Subsequently, [
was in touch in person, phone, and mail with the Serviee Manager, Peler Duerksen. The
problem was identitied as ¢ylinder damage which would require a new enging.

Subscquent negotialions lead 10 an wlfer ol engine replacement al Capilal Ford Cost--$1993.
Prior services were $51.25 (paid) and $390.97 (unpaid).

To date this problem remains unresolved. [ also spoke with the General Manager, Jerry
Mosley, and the costs have been reallirmed. On December 1, 1 contacled the Customer Service
Center by phone, and requested assistance in his matler. I was indicatcd that a Ford
Represeniative would be assigned within two bosiness days and that [ would be contacted.

On December 8, T reconitacted the Custumer Service Center, and was informoed of the ootalion

- service was offered but declined. This is technically not correct. The maller remains
unresolved. I requesled that 1 be contacted by the representalive and was told that this has to be
arranged through the dealership. Subseguently, [ have made three altempls through my area
dealership te obtain the representalive’s schedule. This produced no resulis with three calls.



3. O Neill
Page 2
December 13, 2000

Capital is approximaiely 50 miles from Wilson (my resideacc). Obviously, Capital made no
altempt 1o facilitale a meeting with the Ford Representative, and it is impossibje for me to make
direct contact since the Cusiomer Service Cenler cannol facilitate an appointment, and I cannol
oblain a schedule from the local Ford dealership. This system, to me, seems very ineffective—-if
the dealership adopts its posiure and controls access to the representative-- obviously the
consumer is not going lo be heard,

The basic source of the mechanical problem remains ambiguous. The information
provided indicates that the problem may possibly have been a defective head gasket simitar to
incidents idemified earlier this year with other Ford vehicles. [ can only tely on the information
given 1o me. However, the situation gives rise 1o some doubt--Capital passcd the vehicle
through a 27 point inspection and had it in its possession for three working days. If no caolant
was noted as leaking on the ground and no warning indicators appeared during opcration, then
the Joss of coolant may have occurred in another way. The way the [ollowup engine check was
performed would seem to be the bore scope test. If the gasket was defective, | feel that I have a
reasonable expectation for a vehicle of 78,000 approximate miles that Ford cover the costs duc
1> a inherent defect even though the vehicle is beyond warranty.

On the 12™ ] sent a email to the Customer Service Center, bul request that you explore
this matter further.

[ may be reached at 252-246-1257 8 a.m.-5:30 BST and 252-237-1498, Evenings or by
email at: bthorne(@email wilsontech.cc.nc.us.

Sincerely,
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T T M KR e Jume, 1993

Ford detar Company b yriwiding uﬁndu{ warrnly corerage opder Service Program, Mnmber
2101 1 awrere of 1594 Ll TlI.Iﬂ.H ard duhle aned 195 Windelar sehicks equippsd -

with 2 36 FWF Engine

Reason Fer
Thila PFrogram:

No-Charge
Loverops

That Yuu
Shonld Do

Prematycy falYore of the basd parkets may oeoir aed oy redlt i coplog
overtlbeting or in exlewin CMos collM Zluze engne [ailuse if the overheat
condition Ir {grarnd.  The estendsd maitanty covtcuss i Ford Motor
Compary™ sarwiimen? o oowme =nilidactim amd wo e wkinp this
sstlon a3 ozt o our oagalsg offors © pealnmin Your conticencs in

aur produci.

Fod & providing efdldvmal corernpe for ifs conditien enly.  IF mour
vehicla'n engine sholMd expetience: tels conditlon, your dedler will wily
Ihe comdiion aod repisce e engine Negd goskots, T necestary,

Thr ne charge coverape [oy ibls comditon) 5 avatizlie on affecied
Taongs, Sakle wnd Windswars lor J=years or GL000 il Trom Ot
vohicle's origles] wareanly Mar: dars pnd ts guremaclanlly irarsferced 1o

SUbsqucnt oWners

On vehicles for which Ow srtended ®arrasly corerage had sxpirsd
yehleles are ci?pihia for Urs prograsn Grough Dooetpber 3, 1995,
repardivas of mikeags

OLEASE EEEP THIS LTI If pous vekizles crgine head paeksr
shiculd axhilvle (e coditicn Jexerbed abore waliin Ize evieaded whrrrncy
coverngs farind, Eorucl youl deader. The esler *ill replace the eaplwe
fread prskeny, i oeconary, afrer verlflencdon of his apecifiv comditlon  IF
you shou[d lege this letter the dealor will ad™ =onne the ooovislems of
this ove) ae,
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Esfunts: I you mid 14 heve this sorvice performe? 2oior o the dae of L
letler, Lard 45 cffering o fuf) solumt  For bhe refudd, pleast glve your
il orual reveipt o yort deater, To avebd Gilavs, do nor wend the
teceipts lo Ford Melor Oomprny. .

Chanped Addreta Pleese NN out (ke encicsed prepadd posteard and el e o#s i ovou have
% Kafd TFhe ehenped yeur wddrom or sukd the rehicle
Vehtele?

e hape thit program will confirm your soptinuest satifeetlon in your Furd=buill vehicie
Sinoerely,

AL Kade

A. B, Kaguk

Manzge;
Velice Jereice and Pregrams

Ohlvl'
FEMMIL

http//home.att.net/” ccatanese/ford/SP_98MO1.htm 121900
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Jurd byt Poe-WL=WE (218 1kn Frna TAFINI Gy AbE Fur T

CENTER ror AUTO SAFETY

T 1y M o It T ] :mn-’:..'!:l VAL IR T B NI
PRIt B wny da o alsh wd

Moaverber M, 1000

Wililam Cley Puid, Chairman
Fued Motor Company

The American Ruwd
Deaiborn, Mo 48121

Dy Mz, Fowds

“Ihe Lenter fo- Ao Sulely (CAYY bar peceived aver 11T eamplaine 2bum Giled Baad
gasirts of. 155805 Ford s b 3R oy g, The Natiooal Highway Teaffc
v Rdminisgaion NITTRAY hae reporis of ol Least 202 mope hoad gaaket Milnss on Mese
vehiler. Crnsieners report el velickes' engmes have mistheated, lenked cootanl, or mormpleely
fhided dipe by celeclive head patveste, oo of repaine we ac Bigh ae $4200 tar & nadv engine 2nd
an peerge of S154E 1o ropluce Uhe ewd gatkecr, Tha seerage veporesd mileage o failure way
55;?51:.

Hend ol phwakd il dhuei fr.nf A vehitle, They ao desigoed ke la the ik
of a veliicle and aze et rowing wutrittoance fems in Fard"s (erer Muouds? 1= @, the only
reladad rraintonancy reguined or seppestsd by Ford thraugs 120,000 rdles w8 1) change ol ad
flltar every 5,000 miles. (1) inspect conting rten and check conlunt sttengih suacy 15 00N
mides, a0d £33 change sontrne ar 38 000 oifles and overy A0,000 mikey raorarfar. Goed's oo
meammeatka matitenanse aclixlule Saowe e Tosd camects the fisal gusketa to last o 21 lzact
120000 rmeiles wilhout tapligeren.

rorl admicted Uwe baxd gasket is defeotive by redevipmiog 31w wrovidiag deaders with
“revisnl licwd gasich and balh [} provide improved sealing capability and R pher elamping
Sorce babwats the cylindes head muf block,'? Feshnienl Serviss Thitterin (TER) 98-4.-D indicales
what ennelldons exist o this prebilem occtrs sed what procedups s bo be Zaken to wpais e
defindve head gaskemn. Acconfrg 40 this TSE, “coukanl may 12ak, . . . . andfor the vohiele mey
gverheat " The TSR allows 7.1 & 3.3 boury of Lidar 10 verify aocin kst and reptace tha Teud
Eneltiey. el buily.

! A ttmcherert & i Jizs of consuirsrs ok huve conlartet CAS sbeat head okt failerer in theic
3 5.Lan cagine Food vohicle,

2 & prgherem B iy p copy o the mraanienoees seadile of an cempluy innens moeesal Do o 948
Vinrwlrior.

Il Tondipionl Bervice Pullerls (TSE) O-d.8, huch 3, UG8 & enpyr nf which ix provided o
Arrachrent C.

http/home.att.net/” ccataneseforc/CAS_Ford lette.htm 12/18/00
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Srwl gk Oez-FL-9" L11Tten Frue PAPIATSL dfy wame X

I Frre 1998, Fonl sstubiishoed w9 iRedeao and grzimizalpey Servler Program (F5MOLY
to nddress the Nood of comphaings Al Ik gaskel failven in rielr vebictes.* PN applics o
1944 TraruntEaktefCamdnengt wnd {995 Teom s Sable Windster whti 3. 8-hter sngiace. The
progeam prvidés froe rpaiie far head pasket fallure wvin 3 years or 6,000 milss for (e
Tuwrus, Sabile, and Wirrdsar ead § yeus of 75,000 railes far ree Cantltemal, 17 a wenicle had 2
tailure at higher milvege o fme Lm!is hefre the prograun wae anngunced, Fomt speaed 10 pay
for reyits ondy if congme=s wbmitsed dlaimg by Decamber 31, 1992 Program PEMOL 11 more
candid In describing ten Baffnee Whan TSR 2849, Acuunling 10 Frogrem 93M01, “premdiie
Baliwe of the hoad ga ey may oo ok may repelt in engine everheating o exleeme chaes
ooaid o enging fallurs i the oveohest coarlias s ignorel. . ., . Tae dealer vl rzptane the
engine head paskels, il nacesary aftar vartlicailon of this specilic condEtion "

rrgram 98 unly cevers 4 fraction of the vehlcles with defoutive Dosd aaskels - ic..
1he 199493 Tavrus/Sable, 1995 Windaar, and 1994 Cynineilal with 2 A-dier onginey, Yo
according to TSE 04-4.9, (he alfmcied vehicler are the '9E8-95 Tannes, "0FR 94 Continenad,
FGAR V% Sabde, and 190 Windust. CAS has moeived 35 complints eom consumers with a
138893 Crontirontal, Sahle, or Titon not coversd in Propram T3MTH e faad in TSH 9E-4-9,
Bunnt Kracne, of Newton Cenerr WA owne 8 1993 Memury Sibte, Hix velicle's head grees
fuike oty A4 000 mlleg bt wig Roitced t pay the $1200 repadr Bil hegnnar s vehicke wes o
civeral by Progran Y9401, According w Mr, Krsnze In o lever we Ford:

Thia is & (tublesome ecgine IDa an extended warmnty way
chierel for 1944 and 1995 cans end foasmne® a5 this (5 the sme
sogine, 1 focl sroongly this t0q ghould be covared.

Fiud has oo enby f0rd in affer assdatanee w0 yolidics vuiside the acope of Pragrem
3501, b 4l kay o somps inslances destisd COCTUATTS COVCraZe mn o Thowe veLIcde that we
eovered. P eoeerple, M Frank [rorels of Yonkers WY, rams 0 1994 Ford “[aurus and rad
to pay for tie entive head pasker sematr in June of 1999, He nevel reccived n 2regram 93M0)
leeter and subsequently was cold by the dealec that if he hud taken the car fn 6 monts easfier Fe
winkd have reosiviel [epals iiec of chasge.  O0hied wites rafosed covoraps bruause ey were over
the wacrnly prilsage linits by 2 fow thousend milvs but wee wrohun e age mqimensnt

For those ow-ers, boyend the timte af Progmam 560495, Fom? has exablishod & clasic
“seure! warransy ' podiey. T a consamex sompiuins lowd crough, Terd relmbuwrses the owrerfor
cxlindor praket Tepaits on 3.5-Uter ool veliledes cven thivigl e vehicle (s beyond e ime amd
miliaye wits of 28MT1. Ter sxaripls, Chuck Cataness ol [deperdeonce KY, oume & 391
Windsisr e exprsienend 2 haad gaske Radlwes 31 €8.913 miles in Masch of 1999, He ndpianl'y
hadd o pay fir dm mpuin, bel 2blsr Gomplaining loma™y 0 Pord and the deslersig, thee dedeidip
sem| hipL 2tk it L arnaoer af $355.99, ool Poppan Headquarters wrode to Mo, DRt

1 arteshmen T ic b aupy il Fusd Srmeine h'l'!gl#l‘i YRLTDT

2
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ge1t b+t [ha -kl =-%4 1F;00pn from (RiJO7rel4d;r ra%o ®

to inforee Bint of the finaneial weitnnos:

g w discoseed it Al Reomi wlephone canverstion, Fond is
ol fericg 1o retmbuce vou for o peevidits repaic on your 1995
Vndwr . wp ke $1000.10, micluding vwinteownce, wenr
fwma, wod aon-manufasieiag defeen eh o cnlllyion damage.

Mr. Mickry Kroll of Liljurn GA, néver received notoc of 58M01 and had his head grakel fal
a1 78,300 nifes. ‘Ihe repmir wos $1700, tax aber much complolning, Fosd Hrally peid Mr, Kroll
STOn. M, Mary Auville of tawiz MDD, reluctantly seecpied an offer a7 1500 from Ford after
ker 1955 Windstar bicw ity head gaske with 73,756 milex even though this was deed than keiF alf

e §1532 mpalr hil.

Even within tha aeess Yz ms of £ erRndsd WATTANLY propiant PEMUOL, dilepent wedely
are trears diffepaldy, Oweers of die 1995 Windgay and 199455 TavniwSable hove their
woorraniy covecige cowended m 5 veany or 50,000 mBcs from tha odpingd waianty ster datr,
Liawever, 1994 Lineok Cualinennl cwnees bavi their worrunly calwided G vears ar 78 000 miles
even though adl the vehiclts bave the same defeclive el gashets. S’y Fily o g Setticental
ooy ik Faie 103 Windsar of Tuous IR Swnsr, They REVE tha saumy copaio cosks for the aune
fefees and shmlda't be short chimgst beomis ey bouptitl & kss exponsivh voticle, The
eeductbon from 75, 000 o 0,000 is paticuliely enetors T Winditsr and Taurus'Salils ohwiers
ke nur orelysly ehows 407 of th= ronoried f beves oocyr between 60,000 sod TN mites

Thead puvket Fallice producsy wder vepir oo for U conpuemer, My Jadlah Shared, of
M Creek WA, in an owner of # 1003 Ford ‘Tuiras with V1,240 mies,  Afwr years of proper
maleninee, wiich Fned of Eokbawl has verificd, dMr. Sherma's vehick bLagan 19 have
tesmpemture prufe foctimlions i e sormel mnge from dow 1 Aigh. M1 Shirms immedlosly
wnr his Tirys 1o ihe teakr only 1o lemm the hem papioef bad fadled wd wonin nmed 3 comyliiely
pew englne at Bee copt of $1500, s, JoAnn Fope of Frodorieksburg WA, nesded her sngive
replaced on har 1995 Windhisr due x the mbsequent dammage cauted b’y the defretve Tend pASkeL, 4
The eagine, whish enly hsd &0,000 miks, was crpinced for $24200.

Tre ackdirion Lo repairs (omts, conmamers bave e farced Lo pay Ror venm] fon, modng, ond
clher ortseganial md inchdmal enpenses thedr veticle™s boad grshme falled. Fur exanple, 1993
Windstar odenes Patly Staals of Hairgsbery  TA, wan never nsiled by mas abodl Program
DEMDL. Mrs. Shade's whick ovrrhented in Soplombe 1998, and wad the head packsts reploced
Lsr ime. 1a Toly 1009, har vehicle died 2t 30,000 milct on 799 with et Qumlly o 2 vacation
wip Inaddidon b ergine vepair costy, Mre. Sheds war bft wich 3600 i toacing plus 1 $450 renm!
wir Bill b contine on vacdon, Fu:d dcitlally denied coveonge Pt any repaly ctelr wetl By
e ended WRrrAnty compaty. dntersate, wert o bal for b, Avourding to Mra. Shade

! Aeachenom E e n copy af Mip Tofinn Baps's somplaimt,
2
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%Ent gyt Cer=Nl~4% 19 i aws Fhcn ZETTATEE4EL rate @

Ford b been carnptarely unbadplo) uodl kwisy when fhe
waTEmded weaTthaty oompony fal 1 haee (Entectiabe} found wama
seert worrary st Ford had isrued admintwe that ther: iz«
horvwn eefoet in iy ergine,  Xow 1 gets inleresting broanw
anzr fightng widh Ford to Geip 01, naw Rer thi wms brosh: vy
to them they are paylnp for the tepaies,”

Althauph Ford agnant ka may foc the erging ropaims after thiy, Fond el woglt oo oiy for
the BI03D in wewing and conmal e expencan. Mrs, Slrade then ook Shem 1o wvall elaivas court
fwd wat glus m Actie Jodpment I hor Ssor.” Pord tsen npwitert she decislan which Toroed e
casa 10 the nent levsh of the Feanyylvania ecun systern, O e dav of the appes), Soid 1ctiled
Wiy Mrs. Shacte hr forood fes K0 g J secess aprcemest which T coraey m peslls soitey I
e daten L0 fervain Gilent bt he termt of thy skemen !

Medt Clark, of Granger 1N, and his family wew prinded 490 mitex from Some on thar
wacaiim wima big 1994 Lord Taurr veTled on ihe afde of T-T5 new Cotbin KY, My Clad's
- hed only 50,209 miley when iis hoad gaskets tudes. Lvon though ™y vefinle s cowened
by Frogrmm DENO1 el hag less than the mileage Jimir, Wor. Clerk wos danled comploe suverpe
due Lo e fact hiz vehicie was ¥ venre ond 5 months 030, Ford paid for pass 153500 of e
replacemen however M1, Clark had to pay the remaining 5333 of the hearl grgkeet replavewest
plus SO0+ n rental car ¢onty, S5L.00 in gut for the rip e desberabip in Kenlucky to get s
vehicle, and $1074 fo- sompooonts neluled 10 the #npiae cooling sysiem that faled wirtin alx
wrsks of the hesl pakal fallure, Jord offered Clark e mharsames: for the renaincer ol i
yashet ceplasement and the rooml enr oo, but nefenied bit segacst 10 be reambucsed foc alf of -
coata refared o ehis mmstrophic head gasket fatlure® Blr. CIME has iried down Ford's Dnill
offar an is pursuing Lhiv Mmattes In emzf clalms ooy,

Forel Mator Company’e Landing of the wideapread aml sanily hnd gackel Sifurg on 75 1248
95 vehicles wilth JE-liter cogheed mlves ten mojor concare — (1) boed hit aed denll with b
custorers in an hamesz ond fhir rmeoer, Ated $2) Ford continmies to omd Al waemobiers in Tovering
W defects and expugautg consusetts 1 10T dshy sod expomive epaics in order o lin its finkix
exparre Tor remedying defects. Ford'y actium in dhese wrens show A cwliows dlsregard for e
custamers witch can vy bead bo Wst markeet share iad Legal aetiyng xgrist e conpany by both
govermman] And carsumiTe,

* Amactument ¥ s b, Puty Shmdr s comenfring,

T Phesie: wnkic i ol Patty Thads by Toson Eethedy, TAS Viehicle Sulely SielE, At 25, by

F Pheos Lnisrvles o Patgy Bhadk: Ly Juson Koy, NAS Yiohicle Safety SanfT, Hovember 17139
Swch geaiecy agreerennn are proshiblted as publis poficy G 0 late sk s Cenlorsin

® Attazhmem O M Hod Tk Lamplabs.
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Awrd iyl Paz-33-9¥ 1JE34rn Trowm TaTI@Ta L@ miwr - |

L U ente af the 3,8-Liter enpirr irzad gasked, Ford hioy focaied comstrmies penfiicdy Ly irst
rentfing mll mlfeted owmcas of the Geliet, 1y giving TAREDIN Lwiels Wigm Covmrage s Foid i
“er=ury mwners evan theogh Bl kave the same tefeclive haad paskes mnd D Gosding ool
warraniiew b cover the ehe af rephins eyond Ibe terms of Ford's limined Owmer Merilficetion
Frograet for those ownecs wha complain Ion:d 2nugh, Tl Cemer foc At Safety calk un Ferd
Moty Company 1o statd behlnd this Jewd pasod gpect®ed by the Cramers Mumel 83 & no-
waintenance, Efubve fen end provide e repairs fine the £71 120,000 mélc ugeful Kl Frrd sbauld
yeinhiares: cromace-fur past repairs 4 ncldonialcunisgaentiad xpenscs avsachond with prioc head
gasket Gikoers. Movificatlon far thia program shyd e sent b awooeg of ot 1988-3% Fn-d, Lineoin _}‘ﬁ:’
andd Merory 1.9-Fler engine vehleles 2aveced by-Ford 150 085.4.9

The 3 3-fler snpinnhrad gaskar iy just the Iatest exampls of Fred Molor Cunpsay trving 1o
caver np o defost and avced peipondiviliey for complying with the lave. Dy avoiding reonh, Ford
Facims Lumers To phy fof repalring defacts whibe riding st clak of fubleres on the knghway which can
lzad o costly repaiys, Lf nol vockierts, deaths and Trjuren. Tn cthe eurly 1%40Ps. the Environmestal
Droecton Agsiny lincd Ford wrles far chaating o il sncpsion teses Tnonne cgse, 1k Deparmert
b Pugtice fled n erfmibet? complaml againgt Fond tane renlred in o recard 57 wiflion e of which
51,5 milion was au unprecadenrd oiminal fny sgainst an suro conwpany for felse repnrting of
rmizgion infarmatien ta the gaveromenl

in thelme 15704, tha Fedwral Trede Commirsion wnd Prrd for eonducting seoet wanantcd
on engibe and frumncasion problems I the 19E0%, Furd wittheid daeumenry fmm the Nataral
Higtrvay Traffi Snftry Administimion during investigasany an scalling in Foid veliche 1= avaid
el ¥ T 1999, HHTSA reechad 3 semlement which eoqubed Fard to pay & 5424,000 pemahy fhr
15 wurerup and fethrs to teety Tweall auition of vehicles with defeerbv ignlilon wwitches that set
parked vohleles on Bre.” T 199H, the Envéronmeral Protectiun Agency arein fined Ford, this fime
$7.8 million m tatal paymcrs inchueding u $3.5 nillion, Bae, for rkraring on emission alamizrds Ly
itlegally ingraiflog smissien wontool defiat devines en its vebiches ™ Mo other mila compny halds
nugk & widespizad repatation for orlemmes over far yetnt. Ard this daren*t rven consider the
infoaovs exploding Ford Bio which tegaked in 2 crimben Inglermmml mydics; compeny, Lven
thrtgh Fesrdl vy parroraly aoqoitted in the Prc criminad oraw, » nrodel socparation wagld net coms
tlope o the edge of breaking the lzw.

A the pew owirman af the Fund Cooapuny and the helr ta nne nf the niztion's ctest g sminert
familes, wo coll on yow L exsreise mond and mansgameny Terdorgbip Ly riuging Toed Matr

" & machmen! H le o ooy of e Deprsinent of hustere's Fohemery 13, 1973 oy tebaae anibe
snlamens

B 5 v Adereey af Ford Mot e U 98 FTE 362 (19200,

P 1 etleg Souwer Prarrk Beelen, YHTEA Chiel Connigel, 02 iay 13§ ngel, OfTlee of the Chief Coongd,
Ford Mosor 00, [amway 16, 978,

W a rtnedment 1 in m oo oF e srltirrasnt

M & rachument §ig o copy 07 S0 Dephciaicnt of Fuskice s Fane 3, 1998 pezck c2lenss m e sctdcnt,
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Lomn myr e =00-0F [3028ep Fran 22IGTRLAGS rata ;s g

Compary hack Fram the edge of ndesmeas o] enaboo i s orsdel fn corporate cespomiibidiny A
good szt wowld be o admit thnt Ford bes edly handizd the 3 #-Bler enghre head gazker fukus srd
iinptement fhe pan of sern prapresed Yy the Center for Auto Salety.

. Sincsraly

<O

Clarmmen ML Dalgor

Raproduced with permission from the Center for Auto Safety, Washington, DC

http./home.att.net/” ccataneseford/CAS_Ford_lette. htm 124900
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Ford Maior Coowpeny i3 Draviding & no-cherge Setvies Prognim. Number %9120, to ownses of

rECM
Yeohiuly Barvhs ol P

i
ford Cupiamar vt ?HIM

Page Z of 3

A e

ibn-
AR
5t

Cattalo 1.7 | modR Mosag ThamderMrd, Couger, xod 1997 P=Series vehicim

What Is The
Feapon Foy
This Pregram?

Mo Charge
Servicm

How Lamgy
Wil 1t Taka!

Call Yoor
Deshini

The tffected wohicles muy experience angine cooledt Tk 4t the coging
front eover gaker ihis oild cuifas pevert & daoisge \F mof

o moid engioe domwags. Fou Kiould mite ag appoistrest to
have this setvics paetfonzsd em your vehlels at your Pord or Lineols
Matetry Demlor W soon an ponible,
. ’ . mRHR

Al £o chisgé 10 You, your destet will repisce (ke engloe froot cover -
guker wilk 2 redeipesd gukw ood change s mpas ol ind fler.
THiy sedvice will reduce e Nkelihood of coolant Jmaks ot the enpina
frent covwr, aod will betp uvold tha potantial {nconvenience of braskdowr
1ed costly angiae repein,

Your vehicle is aligibis for Wl program wetil March 31 2001,

b : gl
The e meedet for This eptit s tel tann one diy. However, fa
srrice xheduling heuss, yocir detle muy need your vehinte for o loager
pariod of Hme Te svold enplne damuge, inconvenience, and conly
hepzire plegss whadiol & #0rviso 4tk o won &2 pailble

Call your dealer without deiny. AN for 1 mmrvice dpte and whwther par
ard in mock for Qwoer Notifiertisn Program SSA27.

It your dealar dom pat Beve thy mria in pock, they can be ordersd
belore palrsduling your sorvive date  Parts would be expecisd to mrrive
withln a week altor B order U placed,

Wher Feo bring Four wahidla in, thow the Jealec (his latter, 1f you
mlspinte (s ettar, your dealer wili wili do the work. free of oharps.

A e

httohome.att.net/” ccatanese/ford/SP_99B29.htm 1191
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— -t
L L

Changed Address
Qr Sokd The
Fabieia?

Page 3of 3

E
i
i
:

Wa a4 ui;h tbis sctlon an ':;ut of eu oogolng offortt to malttaln ocwner confidénds o
pr:dmu. W‘: hope this prograss will conflrm your tontinusd milifastlon le yoor Pord ot

Maroury vehigle.

DMP
e

Sinverely,

m ﬂ,ﬂﬂ“ ™
Drirector
Yiohicle Service and Progan

http/home.att.net/” ccatanesefore/SP_99829 htrm - 11901



Ford Motor Company Page 1cf 2

+ Contact Us
vehicle Probiems

"%%%H%@%ﬁﬁuw BYERICLES ] S QUASERVICES ] (5] OUR COMPANY ] o
o Wy

Title:

*First name:
M.

*Last name:
Address
"Streat 1:

Street 2:

*City:

*Stata or province:
*Zip or postal code:

*Country:

Phone number
Country code:

*City or area code:
*Phone number:

Extensicn:

*Email address:

*Odometer reasing: [;p.g; I

*CommentsInguiny;

92 Fiord Thundsabird

j=h weas ket for sanvice

hitpwww. ford.comyserviet/ecmesford/index jsp?SECTION = support &L EVELZ = contactls12/19/00= vehi
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Fard Motor Campany Page 2 Of 2

{ crear Form | [ submi '

nttp:www. ford.comaserviet/ecmeyford/index.jsp?SECTION = support&LEVEL2 = contactUs12/1200=vehi



Fard Cuslempor oo Tivision LES00 Exveulive Plog hive
Fonl Mater Campnhy P, Bhen B2H
Api? &, 1009 Decavrbwery, WIT 48724

Wo have reviewed 8ll of the cegosrary Infsrmation in sedor to 2ospond Lo yous oy,
Althenspts the jeine effurds ub yuur desber and sut Tepresentrbes e not mat pooy
el uLiony, we Fagl thal pepy caralderatinn hot beon given Lo Lhe madier wid ywe
daciwion rencbed woe comroed. Thereltm, wr ore unable b fiiethae pariper this raneer,

Tyt bve concsens srher than thase s have plrondy reveieezod, plage conl el 4o
sertive manager 8T your Jenlerehip.

Thenk vour for corener'ne Ford Movar Ubtipay.

Zinvarely,

%%m/ gfmaw ors Laid

v Woadeuw

::Ipcl'slr'iﬂﬁ."ijﬂﬁmgﬁf' . ﬁf?‘ﬂﬁ !‘I‘ .5 m v__g#kzd __grf‘}::l‘; ’{’Gf-'
sty Asrretineee Ues ey ,
helfern r il
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