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March 13, 2002 S olie v

ATTN: Senior Supervisor
Volvo Customer Relations
7 ¥olvo Drive

Rocldeigh, NJ 07647

Dear Sic/Madam:
[ am the owner of two (2) Volvos, 2 1993 850 and a 1999 5 80 T6,

| have my cars serviced at the dealer where [ purchased them: Cherry Hill Valvo, Route
Cherry Hill, New Jezsey. My service advisor is Steve Womack, [ have had
many cars over the last 50 plus years and nowhere have [ had better service. In fact, Steve
Womack is the reason 1 will probably continue to purchase Volvos.

On March 3, I was on a trip to Maryland when the “Service Urgent” light came on and
the car ceased to respond as usual. Afier a brief stop the car responded normally. However, [
didn't want to risk driving the 90 some miles to bring the car to my home dealer, and [ was lucky
ta find a Volvo dealer in Bel Air Maryland where they computer diagnosed the problem as a
throttle module failure which they promptly replaced. Ihave had no problem since,

As a good and longstanding customer of Yolvo, and since my mileage was only slighily
over 50,000 miles, I would like a little help with the bill which I paid by Visa. The throttle

module should have lasted beyond just 3,000 miles plus over warranty. [ suggest we split the
cast.

I encloss a copy of the invoice and my Visa receipt showing payment. Thank you for
your consideration. Please advise.

Sincerely,

EMA/MIr
Enclosure
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Volvo Cars of North America, Inc.
Customear Service Department
P.O.Box D14

Rockleigh, NJ 07647-0914

570 T

viN #vviLss3n4x TN

Dear Valvo:

I am werlting In rasponse to an unacceptabls situation | have involving servica on
my Volve, | purchasaed this ear from Univarsity Volve in Charotte, North Carolina, in
Aprll of 2000, In Juns, 2001, when the ETS light came on in the car and pravented
the car from starting | towed It to University Volvo for sarvica. At that time | was
notified that the problem was with the electronic throttle system computer but since
it was still under warranty the problem was repairad at no cost to ma. | was also
neotifiad that this was not a problem | shoukd be sasing again with this car. Enclosed
is 8 copy of the service invoice for this repair.

Again in March, 2003, the ETS light came on and | immediataly took the car to
Superior Volvo in Kansas City, Missouri, where | now live. Once again, | was told the
prablern was with the electronic throttle system and that the throttle body had to be
raplacad, which it was to tha tuna of $977.88. Whan | apprised the service manager
that this was the second tima | have had the sams problem with this car within a two
year period, he told me that | should not have encountered thie problemn again with this

car, especially 80 soon. Enclgaad i3 & copy of the service invoice for this second
repair.

| am very disturbed that | have had this same problem twice, especially since
it Is such a costly repair. Since it was under warranty at tha first occurrence, tha

throttle bedy should have bean repisced rather than repaired to avoid the second
oceurrence. However, it was not.




Volvo Cars of North America, inc.
Aptil 4, 2003
Page 2

This is not the level of sarvice | have come to know and expect from Volvo and
| am very digsatisfiad with this aituation and faal that a reimbursament is in ordar since
| should not have encountered this same problem twice. | will look forward to hearing
back from you to discuss haw this matter might be sufficiently resolved. My new
addrags and phone number appear below. Thank you for your time and ¢onsideration.

Sincaraly,

MEA
Enclosurea
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Volva Cars of North America, Inc.
Customer Service - n -
P.O. Box 914 - 131 MER RELATIONG

Rockleigh, NJ 076470914
Dear Ladies and Gentlemen,

TTearned to drive in a Volvo, and since 1979 I have owned three red Volvo wagons. |
drove one over 170,000 miles, with no complaint [ am writing to ask you to reconsider
covering the failure of the throttle unit on my 2000 Volvo Cross Country Wagon under
warranty.

128 Volvo refused to apply the warranty because [ had not complained about this type of
problem in previous visits, and I had enly brought the car in to them three fimes. I should
say that my experience with 128 Volvo has been otherwise favorable, and although they
were too busy 1o check on my vehicle for nearly a week after it was brought in this time,
they were unfailingly courteous. However their reasons for denial of warranty coverage
imply that I might not be taking appwopmiate care of the vehicle. This is the first time I
have experienced such a major faiture on any Volve, I and believe warranty coverage is
intended for just such unusoel situations. 1 have driven this car only 51,000 miles and
have maintained it carefully.

Regular visits to the service department of a car dealership are well known to be the
most expensive way to care for a car. My mechanic services only Yolvos, and until he
opened hiz shop was the service manager at a nearby Volvo dealer. He performs regular
maintenance but recommends that I take my cars to a dealership annually to be checked
by the cumrent Volvo compter sofiware. [ bougtt this vehicle in June 2000, and 128 has
performed its "birthday checkups®.

A few weeks before the throttle failure T had a flat tire on a highway more than 80 miles
from home. As it was after 9pm at night, 1 had no choice but to drive the vehicle home on
the substitute tire provided. I carefilly kept my speed helow 50 mph as instructed in the
manual, setting craise control at 48mph for part of the tnp.

The day before the throttle failed completely I took my vehicle to my mechanic for
regular service and asked him to see if he could find any reason why [ had been
experiencing what seemed to be strangely halting performance since the flat tire. He
checked the car thoroughly, incliding careful scrutimy of the transmission, but was unable
to find any fanlts.

Perhaps the throttle on this vehicle was fanlty when I bought the car. Perhaps you know
of other rensons for throtfle failure, but I suspect that the long trip home on the substitute
tire may be partially responsible. My current vehicle has en antomatic transmission, but |
often shifted my old 740 into overdrive at approximately S0mph. Providing a substitute
tire cots costs, but its use for any extended period may injure the vehicle. [ was not
offired s regular spare tire when I bought the vehicle. I did not have an oplion to wsing




the substitute for what I might consider an extended period. Costly consequences for cost
cutting. Do you not share in respansibility for these consequences?

I enclase copies of the maintenance record for this vehicle. I sincerely hope you will

congider covering part or all of the charges under wamranty, Knowing that my current
vehicle will not be my lest Volvoe, I look forward to your favorable resporise.
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November 14, 2002

Vic Doolan
Preaident and CEQ

Volvo Corporation P E@@W@j
Rockleigh, NI 07647 : ;

diy |

€C;

© o 3R RELATID.
Falls Church,

Dear Mr. Doolan,

The purpose of this ketter is to inform you of an unformmate situation that [ have
encountered with my 1999 S70 GLT, which I purchased at Don Bayer Volvo in Falls
Church, Virginia. T have grown up with Volvoa, and the reputation and reliability of the
car company prompted me to finally purchase one of my own. “Volve For Life” has been
4 slogan that my Tamily and friends have lived by, and it has unfortunately, in my case,
caused me terrible financial difficulties. I purchased the $70 GLT in onder to transport
my young children in, and since the day that 1 purchased the car, [ have had unbelievable
problems with it. The day after I purchased my car, T was in the service shop because of a
Check Engine light that kept coming on. That was just the beginning, and over the past 2-
Y% years, I have been plagued with problems. Some problems may scem smal!, and others
are very large. Many of shese problems do not seem to be regular “wear and tear” items.
My point is, I honeatly feel that with the reputstion Volvo has, I should not be having
these souts of problems with a 3-year-old car, I am writing to plead with you to look at
the big picture from the standpoint of a loyal Volvo consumer. My hope is that Volvo can
233181 me with these service issues. I am infortunately in the eitustion where Ican no
longer afford my car payments because of the high repair costs. The Service Manager at

Daon Beyer Volvo Dulles, Sev Severton, told me that I should “think about getting ont of
this car.”

Without going into too much detail, the following is a synopsis of the problems
that I have had with my Volvo. At the bottom of this letter ia the correspondence that I
gave 10 Sev Severton at Don Beyer Volvo Dulles, which accompanied my car.

+ Since the purchase of my car, the Check Engine light has gone on at least 30
times. Many times [ have brought the car into the 2ervice station, and either
there has been e sofiware upgrade, or my schednled maintenance has taken car
of the problem. I have had the inconvenience of having to take my car to the
shop and migs time from work

» Thave had to replace the headlights and tail lights in my car over 15 times
{combined)

¢ The Throttie Contrel Unit has a permanent fault, with an estitnated repair cost
of $966.00




» The Upper Engine Mount is cracked and needs to be replaced, with an
egtimated repair cost of $210.00

¢ The Upper Engine Mount crack has caused oil leaks throughout my car. The
cradle below the enginz mount has & leak, the turbo, the rear main seal, ete.,
The estimated repair cost is st least $1600.00

s There are problems with the fteering rack, with an estimated repadr cost of
$1066.00

» The front, driver-sice door has a split door jam, and it neads to be re-welded,
with an estimated repair cost of $944.00. The Auta Body shop that Volvo
referred me to sugeested that I ask Volvo to take care of this problem, becanse
it is something that they have seen only in very, very old cars

* None of the electric windows ar the sunroof work, I drive through 4 toflbooths
a day, and I must open my car door to pay the tolls. The split door jam makes
it very difficult to do so, because of the loud “crack” it makes whenever I
open my door. A cost has not been associated with this problem yet

» The bulbz in my radio have gone out, and ths entire radio needs to be replaced
because the bulbs are inacceasible. A cost has not been associated with this
problem yet

Mt. Doolan, I understand how busy you are, and I also understand how mwuch you
value the reputation that Volvo keeps. I would appreciate any response and would be
very grateful for assistance with my automobile. Thanks very much for your time.
Sincerely,

{H)
W
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November 13, 2002
Sev Severton
Don Beyer Volvo
21830 Pecific Blvd.
Sterling, VA
703-421-5700

Dear Mr. Severton:

This letter is to accompany my 1999 §70 GLT, which [ have brought in for
scrvice today. I have decided that this letter is vital, as there is a lot of history with this
vehicle, and I am trying to get to the bottom of all of the problems. I appreciate you
faxing over both the recall information and the vehicle service report. Attached please
find a recall list and service bulletin from All Data. I have indicated with a red star all of
the problems that I have experienced with my car, I am bringing this to your attention in
hopes that we can get to the bottom of the string of problems with my Volvo.

Current Problem:

Last Thureday {11/7/02)y moming, while driving to work, my car seemed to
“stick" when accelerating at around 25-30 mph. At the same time, the Check Engine light
and the ETS light came on. I pulled over, started my car again, and the problem was gone
(termporarily), as well as the lights were no longer on. I called Volvo and could not get
my car serviced that day, so I took my car to Curry’s Auto Service. They indicated that
they hooked my car up to the computer and found that the Drive-By Wire Unit in the gas
pedal was damaged. They indicated that the control unit sends clectronic signals to the
throttle, which moves the accelerator, They replaced the whole pedal and unit, costing
$546.00 (parts and labor). I picked my car up at the shop on Friday, and 20 minutes later,
the same problem occurred (with the Check Engine and ETS lights going on). Complete
waste of $546.00. Again, I restarted my car and the problem, and the lights, went away
(temporarily). Something important to note is that about one month ago my electronic
witidows stopped working. Intermittently, they would work, onty when I restarted the car,
I checked the fuses, and all was fine.

I bought my cer in May of 2000, One day after I purchased the car, I brought my
car into Don Beyer Falls Church because the Check Engine light came on. I have had the
Check Engine light come on over and over and over again, throughout the past 2 Y2 years.
Many times nothing is found, and other times, a software upgrade is needed (please refer
to past vehicle history service reporis).

On 6/15/01, I brought my car 1o Doty Beyer Dulles because the ETS light came on. As
indicated in the vehicle service report, a software upgrade was needed.

Eroposed Problem:




I'have done an awful lot of reading and research on the $70 GLT model since [
purchaged thig car becanse T have had sa many problems. I am propoging that the
Electronic Control Unit (ECLU) has been damaged since the purchase of this car (or since
the car was manufactured). Not one person has looked into this, and I have had my car at
several different service shops. Curry’s Auto Service indicated that Volvo is in court right
now because the proper software is not accesgible to service stations in order to
adequately diaghose problema in Violvos.

T am at a lozs for words because when I have a problem, I am almost forced to
bring my car to a Volvo service station, but there are frequently long waits to get my car
looked at or, for that matter, & loaner car. I purchased a Volvo becanse of the reputation
and the alogan “Volve For Life.” [ purchased a Volvo in hopes that for the cost I would
be able to have a gafe, reliable car in order to transpont my young family in, and that I
would keep this car for many yeams to come. I am poing to forward this letter and all
documentation to Volvo Corporation, in order to bring it to their attention. I can no
longer afford my car payments because of the high service costs I have incurred with all
of the problems I have had with my car.

I would appreciate it if you could look at the entire car, including the ECU, And
please, after you hook the car up to the computer, drive the cer and experience some of
the problems. Many times my car has been “hooked up to the computer” and have found
no more problems, but 30 minutes after leaving the service station, the Check Engine
light comes back on. 1 propose that thix electric problem is a faylty problem with the 570
in general, and that Volvo should be reaponsible for paying for repairs.

I completely understand general maintenance and upkeep of cars. I have replaced the
brakes pads, rotors, and tires on my car, All general wear and tear problems are
understandable and expected. The bulk of the problems that I have had with my Volvo
have not been related to peneral wear and tear,

Your immediate attention is greatly appreciated, I have only wanted to enjoy my
Volvo from Day One, and it has been very difficult to do s0. I hope that we can get to the
bottom of this.

Sincerel
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CERTIFIED MAIL - RETURN RECEIPT REQUESTED

July 26, 2002

Volva Cars of North America
7 Volva Drive
Rockleigh, NJ 07647

To Whom It May Concern:

I am writing this letter to document the near magic incidents I have expetlenced due to the
faulty constructon of one of your vehicles, the S80, which T lease. As you can see from the three
enclosed invoices, the sgme problem causes the car to stop suddenly with no notice/signal
whenever/wherever, During the last two ocourrences, the car stopped in the middle of
expresaways. This is not acceptable, much leas safe.

I request that you take back this car immediately although my lease contract ends [anuary
15, 2003.

Please undemtand that the car is dangerous and should harm befall my passengers or me
during a repeacecl incident, I will employ all legal remedies available to us.

PLEASE TAKE BACK YOUR CAR NOWAI .

Ce: Mr. Bill O'Malley - Deel Voho
Howard Levirz, Eaq.
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Volvo Cars of North America, Inc " 10 v

Customer Service Fm ol
P.O. Box 914 o -~ ER RELATIONS
Rockleigh, N.J 07647-0914

To whom It May Concem:

| am writing to exprass my disappointment with the reliabiity of my 1999 Volve
V70 XC. We purchased this car in August of 1988 from Chemry Hill Volvo and
had several retumn visits to the dealer for alectrical issues.

It has besn back to have the Check Engins light investigated ro less than six
times ovar the twa yesars wi have owned the automobila. Each time it did not
involve placing the gas cap on tightlyl More recently the throtle unit and antenna
ring neaded to ke replaced and the ignition key neaded to be reprogrammed.
Just today the Check Engine light went an again without the gas cap being
touched in a waak. |t seems that the electrical system in this car is just not going
to operate correctly.

My wife and | are very disappointed becausse ws love evarything elss about this
car. It is the perfact size, AWD, and safe. If  would only run comectly! The
dealer service at Chesry Hill and our new dealer in Ramsey have been excellent.
They are extremely friendly and halpful but it is not there fault the slectrical
system with this car is s0 poor.

| am very surprisad with that | am having 50 many problems with an expensive
car that has a reputation for being rallabls, | am writing to you to ses if | can get
gsome resalution to this situation. What | would like is to explere a trade for
another new Volvo. | have lost confidence in this automobile and with my wifa
driving around alone with our two year old son | just can no longer accept this
constant concem with the car failing. | plan to purchase a new automobile within
the naxt two months and hopefully Velvo will stand behind this automobile.

Plaase contact me if you wouild like to spaak directly with ma. | can bs reached at
ank you for your considaration of this request.

Sincerely,

Mahwah, N
VIN: YWLZ
Milesge : 43732
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Ra: 2000 SBO Vin ¥ YVITS9ODTY
Altersion: Jim Coyla—Service manngd

Dear Me. Coyle:

I boed zuy vehic |g tos 2d to your dealersiip i :tmnmmga&crmmtl T
service department, As | explained to Dpn. 1 cwh.mlehr.gm g ?
the last several dayy. An information ligy

slémr icantly rediced power without
a5 posgible and drove it horne ot leas
would attain.

vehicle that would loye pawer o reduceine aniuldnma:whllc
:tsnrmmmk.lwwﬂu:lmlubu .

L:tmckmwujuﬂnuyuuhawhn

yaur shop, mpluﬂhuleﬁl’mdﬂ'hdil h
did before the lust maintenance. Finally

= ﬂlalhmhejulhﬂu RES
had = tire blow owl scveral g3

attempt lop charge the tire, the vehicle fRit alf the juck twice This is
igaue thet Volvo:needs to resalye. got 2 new tire mounted on
attermpted bwice to mount the whesl in njy g 1pa. The vehicle again §

twice. I need Volvo to replace the jack
the fontleft.

ith u ;afer gae and mount the




July 25, 2002

Deur Volvo Customer Service,

On July 11,2002 T had 57,500 miles on my 2001 Volvo V70-T 5 aud had owned it for 26
months. On that date [ was in Flint ,MT and saw for the first time the message: bulb
failure dipped beam, There is not now and ncver will be¢ Volvo deeler acar Flint so [ went
to a local car parts stare and purchased an exact pair of replacement bulbs (Wagner 12v
55 watt bulbs #1255H7) and placed them in the car. [ noted at the time that the filaments
of the original bulbs were intact. The result was no change in the warming nor power to
the low beam bulba. I called my dealer, Parkway Volvo, in Wilmington, NC. The person
in the service department told me that all § had to do was be certatn that the bulb was
seated properly. That did not solve the problem.

On Monday, July B I noted that the waming light had spontaneously reverted to nonmal
and that the low beam lights were properly working. I was now in Casevitle, MI. On
Monday, July 22 we got into the car to travel to Traverse City, ML. Again the bulb failire
dipped baarn was on. 46 miles later, near Bay City, just afier passing a car at over 75mph
I got the sudden message that performance reduced. 1 pulled over. The car would not
travel over 17 mph. E calied Volvo and was told by your service to call the nearest dealer,
someone 110 mi. away in Commerce, MI, Instead I called the dealer in Wilmington who
waz of no help and suggeated that T likely had some poor gasoline. A brilliant excrcise in
transferging the responaibility. I then called AAA. They proposed towing me 40 mile o
Rallye Import Automotive in Midland, MI. After tnrning the cagine off over 5 minntes
and restarting, preparing to be towed, the error light wag off. The buib failure dipped
beam was still on. I drove to Midland with no problem. At Rallye Automotive an error
was found (code 121-analog pedal unit fault) but no solutlon was apparent because of
“Propmietary Software” issues you had crested.

[ then continued toward Traverse City, MI. At about 200 miles, again after passing a car,
I got the reduced power message. 1 waited 5 minutes, by the clock, and was able o
procesd normally until mile 260 when the rediced power message and engine urgent
affention came on. 1 continued under low power for the remaining 10 miles of my
journey.




The next morning, with the bulb jailure dipped beam and the sngine urgent attention
lights rernained on but with the engine apparently runnicg well, I drove (0 Traverse
Motcr, the only dealer for Volvo north of Detroit for Yolvo “service”

Because there were 57,600 miles warranty service was refused, I paid $846.63 for
replacement of the Throttle Body and some software (sez enclozed copy of invoice). Now
the lights were working properly again. A mystery, but at least this time your company
witnessed the sequence. This moming the bulh failure dipped beam was again on. When
driving bome I now found a piece of plastic shrouding dangling from the bottom on the
passenger side.

A you bave, no doubt, surmised by now [ am very upset by all of this. I belisve this
should be covered by the original warranty. Even ia the “bad old days” carburetors did
not fait at 57,000 miles. The Throttle Body laoks very much like the throat of &
carburetor. You seem to have a software problem, which was solved, ,perhaps, by
replacing the “throftle body™.

Should you sctisfactorily respond I may consider buying another Volvo. This experience
was not what I was led to expect from the sales promotion and literature. [n the past |
bave owned a large number of Ford products, Lincoln and Mercusy, but have never had
such poor service and advice. One Lincoln Continental had total failure while I was on an
inaugural ski trip but I was given an immediate replacement and seamlsssly continuad
my vacation in the remote western Upper Peninsula of ML,

Sincerely,

Encl. Copy of Traverse Motors invoice.

PS. It is interesting to note that when I was leaving the Travere Motors | attempted to
buay from them replacement windshield wiper inserts. I was told to go to a Volvo dealer
gince thete are 20 many kinds they only onder them on demand.
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WHEN USTNG SIGNALS THEY DONT WORK AT ALL. THAN TURNS
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Jﬂﬂf ETEI'!;LUH]I&PHHTS 0.0

ARTS- - - OTY -~ -FR-HUMBER -« <= - e m e v e ene DESCREPTION- -~ e - v rmmmmes e UNIT PRICE-

JOE # 3 TOTAL PARTS 0.0l
JE # 3 TOTAL LABOR & PARTS 59.93
£ 499907 LOAKE TECH{S} :BLAQ INTERNAL
T DAY RENTAL CAR
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Mr. Vincent Micciche ' MF@EHT?E@

Business Manager o A 4 b ziny
128 Valro ; %, ’!‘?

P O.Box 586 <+ O3

Wakeficld, MA 01880 R REayions
Diear Sir;

The purpose of this lecrer is co report the third occurrence of a problem with one of your
leased cars and to secure our rights under Mussachuseces General Laws, Chaprer 90 Sccrion
7N-1/2 (“the Lemon Law™).

In August, 1992, we leased a new Volvo V70, Vehicle Identification Number
YYILWOIIGY2 The mileage is now 13,410. On three separate occasions, on 27
June 2000, 25 July 2000, and 20 March 2001, the Electronic Throtrle System
malfunctioned causing the car to stop or run very pootly. On each sccagion, your service
department quickly and ar no charge corrected the problem, telling us aach time that they
had reloaded the appropriace software,

We are ocherwise happy with the car. It has given no trouble sines its last repair. However,
since this recutring problem disables the vehicle, we need it permanenty repaired or the
vehicle replaced in kind in accordance with the law cited chove.

Please give us your response ar your earliest convenience.

Cambridge,

Telephone Days
Nights

Cc:  Customer Service Department, Valvo of North America
William Ahern, Esq., Clark, Hunt & Embry, PC

ValeaLd41701.5HY_ETS.dee




January 24, 2003

Victor Doflan i R eI g L
?nlmqunn‘hﬁmmca Inc-._ IR T e

Sever Volvi Dl-i“ gi X Y

Ru:mugh, New Jersey ﬂ?ﬁ#ﬁ? Toeieiton

RE: . Tso4D3viNO00 580 . tiiE

Dear Mr. Dollan:

I hope that this letter finds you in good hn:allh u.ud nut tu c.,tild ﬁ:um t],u: hlankr:tnfwmter
Mother I ature has sent. A

I am writng you loduy in r:gards tu one o mytwo Volvag' Q—Sﬂa Th-avemulhm cuncem LY
is the §-5) with Vin # is WlTEP#DBYlF purchage 'Imtﬁ qfﬁ:le cars bnc
September 17, 1999. The vehicle T drive .. the one, which VIN difmber is sbave.. Over

the 40 moaths of ownership this cer has be =n into Bergmn Yolvo lnualnd in Nuw

Orleans, LA fourteen scparate | times for th-, se7e continuing problens, *The problem of

engine idle whera the car will surge and or drsp RPM's. This pmb!mx éta.t*edwhm the

car was almosl pew anﬁ'had very few miles, snd has continued as ﬂ{a mllﬂnge has

climbed. At the present titne, ] have a little 6+ 3 121,000 miles on the car, obvigusly

mostly highway milas, and just put the thir ! .ot of tires on the car. I have Yad the car

ragularly serviced by Borgeron Volvo acca.diag to- the Volve Maintcnance Scheduling.

It just hiad the 120,000-mile service done. Shorily afﬁ:r the car atarted sur sing agan. At

this time, Bergeron informed me that the t veitle boidy was defective agait. and would

cost 3 litlle over $800.00 to repair. I respond -d that Tfelt it was 2 manufa mring Qruhlam

duc to the continyation of the existing prot.ic. 1 and fell. Vnplvn-slmuld. reps rit. Th:

dealer then offored to do the Tepair for a ilis over$600.00 doliars, - Alther igh, 1 o
appreciate the offer, 1 continued o state thit '~, alve 'has never ﬂxud the ori sinal pmhlmns

over the last thirteen times [ have had the ¢ i+ fo: the sume problem; - Tt ldarstaml

that Bergsron called Volvo Service and in: - e thern of the ' mh:aﬁon. oo
however they onl s replied that the carizso L '\I'Wntra.marwnh 'I'ha rmlaa.ga
it has onit

Ag this point in fime, 1 have contacted my ‘:omey and another attorney
who deals in the autorotive field, along w *i the Atboraey General for
Louisiana. It is my lmdurstanding after 13’ ng with these Jagal
piofessionals that if a repair {a g contlinuir vepair the milaage

does not matter. The repair should have k. n fixed during warranty,

\ HEROMAN SERVICES
howsver was not and this is a situation tk ™ alvo néeds to correct. L ANT COMPANY, LLC

22820344
PEHNYWASD AVE. * BATON Rouar, LA 70B00 = T25.207 3208 - FaL 2
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One ol item that I would like to mention is th | early in the history of the p:oblem, a
Volvo ! arvice Repercussive was in town for a few days and teok the car to drve to see
about t'.e problem. He had some shggestions for he dealer to do, but as T mer tion above
the problem was not corrected.

At this peint in time, 1 enjoy the tide of the Volvo 5-30 apd do feel safe in the vehicle.
One of ny vehicles was on a lease, which ands this Septembe: 2003. My future with
Volvo rests in your hands.

I woulc appreciate your prompt attentiont to this matter. Thank you in advance for your
assistar :e.

Ak a litionel side note, the ¢ ¢ has only had premium gasoline in it.
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of smithiown

P.O. Box HGS
833 Middle Country Road

Smithtown, New Yark 11787
Tal:

{631) 7240400

Fax: 1831} 7240401
Vislt us at our webaite:

wrw. VOLVOSRUS com
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Eﬂ'h'ﬂlz 21176  CHECK ENGTME I.Iﬂ'lT m 7.50 TECH(S) :6H35 B75.00 warranty. To tha retail
CUSTAMER STATES “THAT TI-IE L rcha
VEHICLE BUCKS AMD HESTTATES B%m l% 'I'?EBH'L\' purchaser Volvo parts and
AT AN IDLE labar are warantesd for 12
. IGHITION COIL FAULTY.FOSSIBLE FA ‘Eu Hw RED Georgetawn Volve of
Bot U Eﬁ“’m‘ﬁ?ﬁ“ Eﬂl %ﬁ'{g Smithtown hereby limits
UNIT AND IGNITION COIL. sither expressad or implied
S, I - | P e S
1 awr i 20 @JY LKIT . 553,72 warranﬁau o the samea
1 1 1.8 %ﬁ 1L 74 57.83 | period.
1 1 -4 §. 20.25 | @ Malnienance, wear and
w1 A e N8 NE e
- : taar items. tires and all
)0 F 1 TOTAL 536.5 | ggustments are excluded
JO6 # L TOTAL LABDR & FAHTS 1331.25 | from abova period.
JF 2 BOVOEX ALL BOOY / INTERIDR HOURS: 0. 70 TECH(S) 0835 5%.50 @ In the svent we are Som-
.u‘Js.El!"ﬁiﬁ‘w‘ﬁilﬁﬁlﬁlimﬁr.r. ad s amun L NN ] mltadmramin Imﬂ
FT REAR DOOR LOCY. FAULTY counsel in order ta arforce
REPLACED LEFT REAR DODR LOCK. YIP .HJTI-IJHIZMIOII i i
RSG50 CUSTTRER FAS 43I0y 00 DERTARLE | ¥ Covues : any abligations herein o to
PARTS FP-NUNBER DESCRIFTION UNIT PRICE callact any outstarding
PR - W6, LEFT T 1 180 balances, the custemer shali be
JB § 7 TOTAL 1.00 | liable for reasonabie attnmay‘s I
JA # 7 TATAL LABDR L PARTS 15650 | feas, court costs,

$100.40

PAGE 1 OF 2

J08 #2 VIP AUTHORIZATION FOR 360,50, CUSTOMER HAS A
a NI #C554485

CUSTOMER COPY

[CONTIRUED OH HEXT FASE]

disbursements and interast,
® Management reserves tha
right to select any particular
form of payment.

® Any inaufflcient funds refer to
makar or stop payment checks
will incur a $25.00 additional
charge.

NY 3 REPAR SHOP REG Na.

R-1320148

You!

X

SIGNATURE
CUSTOMER ACKNOWLEDGES
RECEIPT OF COPY
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The Yolvo

Iacreasced

. ' Protection
Plan

08,19,02
TO: GEDRGETDWN VOLVD OF SMITHTOWN TD: FRED H. KOMEON
583 MIDDLE COUNTRY ROATD
SMITHTOWH, NY 11787 40 RANDOLFH DE.
DIV HILLE, NY
11746
Re: Service Contract Holder: FRED K. KOMNSON
Earvice Contract Humbar: JooeoovLOT184u6y
Dats of Lopm: 0510702
our Claim Numbeaer:
f Dezler's Folicy Numbaer: C002921203
Rapalr Facllity: GEQRAETONN VOLYD OF SMITHTOWN
Rapair Ordsr Numhar: J00B21T7530

We have reviwmwed the Machanical Brsakdown Clalm submitted for the
following parts or reoperted fallures: THROTTLE B0DY MODULE,
IGNITION COIL AND PEDAL SERSOR

In avuosrdande wWith the provisicas of the Volve Increaassd Prutnntiun
Plan, covaraga was denied for the following reascns:

The Servics Contract daes not cover any part that i1s not listed as a
COVERED FART,

In azcordance with thes sbove, it appears that covarage 1s not
applicable. Howsver, if you have any additional information pr wish to
discuss the mattar further, pleass contact us at the nupber balow.

- e —— —

Vary truly yours,

VOLVO INCREASED PROTECTION PLAN ADMINISTRATIVE OFFICEE

By: ALICE TER~KARAPETYAN

¥IF ADMINISTRATIVE QFFICES
5230 LAS YIRGENES RUAD, SUITE 100, TALABASAS, CA 91302-3497
(BUD) 325-BYB3 FAX (818) BE0-1382

TMPIA -1 s Lses oy | PE2-T - 11 S8y “ﬂﬂ 45_'5} ffﬂ.a
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¢ *310MER RELAYIONS
VOLVO CARS OF NORTHAMERICA, INC.  Mar. 28, 2003
CUSTOMER SERVICES DEPARTMENT
P.0. BOX 914

ROCKLEIGH, NJ. 07647-0914
ATTEN: MANAGEMENT

OUR volvo, a S70,GLT, SE, Model 2000 was purchased in
october 2000. The dealership where we piurchased the
voivo retinquiished there volvo franchise. The reason for
purchasing local was for the easy servicing and etc. Now,
we must drive more than 50 miles which is not by choice.
We had long wanted to purchase a nice weil made voivo.
We have always heard such wonderful things about the
voivo such as low maintenance, safety features not to
mention’it’s coinfort and easy ride along with a hantdsome
interior.’ m:s:mmrwﬂﬂ:mmueaymatmmm
when we retired. one that we didr’t plan to put lots of
milage on, therefore, tﬂmtmgrtmldrastus miich longer
than most other cars.

Finally, getting to the point of our letier. Our volvo had
only 18,941 milage when in February of this year we had to
have it towed to the nearest dealership which was and is
“Don Beyer Volvo of Dulies.” The problem was the “throttie
body” plus they had to reload the software.

A month later the same symptoms occurred. The car would
startbatfutoﬁﬁthmasmdartm;usﬂfkabem
mmmemmmmmta ﬂmsmmmm
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This time they replaced “immobilizer Antenna ring.
Granted, the car is still under warranty but the first
problem seems to me sheuld not have happened with such
low milage on the car. This woulld have been a blg expense
had we been driving the car like all the other years, the
warranty would have expired due to the use. They toid us
that the second problem wouidn't have cost as much but
right of T, it would have cost us the towing expensive
$100.00 or more had the “Roadside Assistance” service
expired too.

We are very disappointed with this “Sweet Littie Volvo,”
gﬂecfmm since we had so waited to purchase one when we
red.

We are asking that you consider extending our warranty
which wiil end In Oct 2000 another 3 years ending in
october 2007 aiong with the “Roadside Assistance”
warranty too (since we kave no locatl Volvo deatersilp now)
We do not think this is teo much to ask since we will most
Hkely stiil not have that many miles on our volvo. At feast
we had planned to try and keep the milage low since we
cannot afford to purchase another voivo in the next 3
years. Normally, we purchased a new car every 5 years bit
being retired money doesn’t come as easy.

We would stiil like to think we would want to purchase
danother volvo as it has been my wife who so weanted to '
purchase this one. 5o, piease convince me that our "Sweet

Little Volvo,” is not a “Sour Little Lemon.”

Sincerely,




HOWARD V., KATZ, M.D,, FACS,
Orthopasdic Surgmot
Diplomate of the American Board of Orthpacdic Surgery

155 Spllivan Avenos
ﬁlﬁ @ Fax 1“5}29241]'?9
,-n

Forndals, Now York 12734

Telephone (245 2321 500

~ !.‘ lq 2 d -.;.

March 19, 2003 © TAMED net ATIONS
Volvo

7 Volvo Drive

Rockieigh, New Jersey (7647

To whom it may concern:

1 am a Volve owner, My lease is coming up and I want to purchase. In the Volvo,
which [ i leasing the Electronic Throttlc Modular has gone bad, which the service
people have told me they have trouble with in the Volvo. I would like you fo consider
fixing this modular at Volvo’s cost, I am willing to purchase a new Volvo now or at my
lease end in 3ix wocks.

While I am aware that there is no recall to date on thig, if I don’t have any satisfaction
I will make every legal effort to start one.

If you should
phone number is

Wﬂ:mmﬂuﬁyﬂumwmm me, my cell

Sincerely,




-
—
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Home Telephone Number: \1,?

GE
VEHICLE IDENTIFICATION NUMBER [VE o ?rn;
Selling Dealer: __Voue oF  Lisr

Briet Description of Consumer Concemn:___SiemFieanT  OfLay | Bw
Gpewn (< 4amm) Tuesme  Respowss
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October 2, 2002

Mr. Vie Doolan

President, Volvo Cars of North America
7 Yolvo Drive

Rockleigh, NJ

Dear Mr. Doolan:

unsatisfectory. 1 own a 2000 Volvo 880 {vin YVITSMDXY I parchased used in
December of 2000. At that time 1 also purchased a Yolvo pre-owned coverage
plan (contract # VC049424). In the past month [ have had two parts fail on the car (the
clectronic throttle body and the anti-lock bralos sensor) that I have now coine to leam are not
covered by the coverage I baught. While the plan does list every part and system that is covered
and states that anything not listed is not covered, it is an incredibly exhanstive list and since I da
not build or repait cars for a living, I would heve no way of truly knowing what key
parta/systems fall into the dreaded “not listed, thus not covered™ black hole, In fiact, when [
purchased the VIP plan, [ mentioned to the safesperson that the plan read ag if it basicaily
extended out the factory warmanty, covering everything but wear, tear, abuse etc. and he agreed.
Now [ have learned the hard way thaf it also very selectively omits some expensive paris such as
the $500 throttle body and the $600 ABS sensor. I bought this car primarily based on Yolvo's
reputation for quality and customer friendliness (a reputation that seems to be your pritary
sdvertising hook — what you haog your hat on 80 to speak) and I am very disillusioned te find ont
that this reputation is more Madison Avenue hype than reality. I have followed all recommended
¢heck ups and servicing on the vehicle (including a 60,000 mile checkap for which a mete $600 I
got a checklist showing all is well just one week before the throttle body unit failed). So as not
to run on, let me just wiap it up with a fow deta peints: $30,000 for a used S80 with a VIF
extended coverage, 8 trips of 1.5 houts to repadring dealer in less than 2 years (actually 14 trips
a8 had to leave car overnight several times), more than $2000 in non-covered repairs and
maintenance {with the $600+ ABS repair still pending). In my mind, this speaks very poorly for
the well-advertised Volvo quality. While I wonid hope that you will choose to stand behind your
car snd the reputation you so prowdly boast of, edmittedly I hold out little hope as the complaint
that I sent up the chain of command in your customer service ares got me a whopping $50 credit
at my servicing dealcr. No offcnse, but I politely refuse this oh so generous offer. I will take
more satisfaction in publicly stating that this will be the last Volvo I, or anyone in my family,
ever owns (unless of course you choose to do #he right thing and cover the cost of the throttle
body and ABS repairs) and I will also do ray best to loudly trumpet to friends family, coworkers,
etc, that the Volve reputation for quality is undeserved and that they would be well sexrved to
void ownership ax well.

Imwnﬂnghwuaulmtresoﬂuﬁerpnouﬂ‘mtutumhwm! Elmntshavehaan




November 27, 2002

N pEcEmgy

Rodeagh. N1 07647 LEC 2 0 200
Attn: Arthar Buliung i
Dear Mr. Buliung: 5. fER mlﬂ"‘!

1 am writing this legtar raquesting raimborssment fr tha repaics made to my cer recently ax they were not
ordinary wear and tear itsrw. My car is 3 % years old. Tt has 32,000 miles on it. The repairs I am referring
to are elecironic sysiems, which have na bearing on the mumber of miles oo a car. When I spend 535,000
on & car I expect these modnies o laxt longer than 3 Y2 yeara.

The Volvo sexvice department was sdamant that they were not responsible for the systeos failing, Te
quate "we don't make the cars we Just fix them™. I knew I was in troubls when I heard that They
agreed that the electronic modulea have sothing 1o do with the mileage, that it was not common for them to
be replaced and thare iy no preventive maintenance..

This isn't the first peollam ["ve had that I felt the car had & defect. ['had w replace a window to the tune of
3500.00. I was told becanse I had over 50,000 miles it wase't coverad What iy the correlation bedween
your car window and your mileage? I called your Customer Service and had the pleanee of dealing with
one of your call canter repa that actmlly said, “the window probably waa defective but it's too late you're
over the warranty miles™”. He actuslly refosed bo bet me talk to (he Dristrict Manager or give me a telephate
twanber to reach him. He told me “the District Manager does not have a phone because he doesm't have an
office, He works ont of his house." Not my idea of customer service.

Please rasd the enclosed time-line cutlining the sequence of events. 1 ask you - did aomething happen to
iy car when it was serviced for the recall or were the electronic modules defective? How could my car be
nmaing perfectly fine {axcept for the oxygen sensor) oue day; bring it to one of your servica departments
and the very next day stert having major problema. 1 would like you to iovestigate this and contest me to
expluin why I shonld have to pay ot of my pocket for components that failed for no apparent reason
{according to the sarvice department people). You have detighad a beantifitl Jooking car but what good is
that ifit is not relisble, T maty hope you will do @ right thing and stand behind your product.

Enclosures: South Shore Enported Cars Service Inwvoice #V0OC3220138
Datzell Motor Co. Recall Invoice




The following is the sequence of avents that taok place reganding the problems with oy car.

Wedneaday October 2, 2002

Browght car to Dalzell Volvo for
Recall 110 - replace cocling fan
wmit. (pes encloged invoice)

Raceived call from service asking
If there way anything alse they
could do for me. 1 replied na.
Picked car up — drove home —

everything seemed OK.
Friday October 4, 2002 AM 5:30um - steried car— message | Called Dalzadl —reported problem
“Stop safsly, shut off car”. Did | — they mmmediately sald it had
this — restarted car that messages | nodhing to do with the work they

was gone mplaced by message — | did on oy car. T oean eold it's
“Engine System Service probably no big deal — being it in
Tequired”, next week for di i

Friday, October 4, 2002 PM

Throwve home fom work — shue car
off - walking away from oar
sonmded like car was still unning

After 10 minutes called Dakz=ll -
asked me if [ had warmad the car
up — told them T had just driven
30 miles. Ha thaw esid it was
perfeetly narmal for thh to
happen* — it would run until the
cngine cooled off 1 saked at
what point should I be concerned
—he naid it could rum for a8 along
8a 15 minutes {which it did}. I
anked if it would have an adverse
affect on anything elss (ic, my
battery}. He said mo.

Saturday, October 5, 2002

My hushand and I drove to the
sore (approx. 4 milag) —
everything soemed fine. Laft the
séore — drove about ¥4 mile — car
hunged forwaed wod shut down {as
if it stalled}. 'We sterted the car—
drove — everytime my husband
eased off the gus the car shut
down. It wa B veTy Bcary ride
home.

Called Dalzell — explained the
story again — was told -
Imsmedistely that it had nothing
to do with the wack they did ca
my car. At this point I'm fecling
that sy car was working
perfectly fine unkil they worked
on it He mentioned thet | hed 2
check engips code on my car the
day I brought it to them (which it
did). [exphined that T way avwars
teat I had — Emissions System
Sarvics required and it was for
the oxygon sermor. It was & very
urpleasant comversation,
Neadless to say the car was ot
driven the rest of the day. I felt
that wder the circumyinncey 1
could be Lilled. T was very backy
that this bad not oconmmed during
my commute tovfrom work on an
extremely bury highway. I was
pever advised by Daleall service
NOT to drive the car.

Sunday, Octnber &, 2002

My tmshand drove my car fo cur
mechamic®s shop (I followed
behind him in case the car skt
doum — It dd nat)




Tuesdny, October B, 2002 Received call from iy mechanic
— Tha problem is with the
Electronic Throttls Syatam.
When he drove the car the same
thing happened. It lunged
forward and shot down, He
advized us o take the car
immediately to Volvo service,
He said it was cxtremedy
dangerous — » sefety hazard.

Wedneday, Octobar 9, 2002 Called Volva service - explainad
gituation — aadd 1 could bring car
n - they would fit us in today or
tomoemow. My husband picked
up the car at my mechanica shop.
I follewed him in cass the car
shut down. Dropped car off at
So. Shora Volva.

Thumday, October 10, 2002 Received call from So. Shore
Volvo service department. They
had run dingnostics on my car
and they gave me the bst ol
repairg. {sen atached invoice)
Thay wite very sytnpathatic bot
said T would have to iske the
fawpe up with Volvo. Spoke with
my husband snd called them back
to OK the repeira. 1 had to kave
iy car to gat to waork 10 [ had

Friday, October 11, 2082 Pigknd up my car

*E HAVE NOT HEARD THE FAN RUNNING SINCE THE REFATRS WERE MADE ON MY
CAR, 501 GUESS IT'8 NOT FERFECTLY NORMAL FOR IT TO BE RUNNING OR AT THE
YERY LEAST IT SHOULD HAVE BEEN A RED FLAG THAT SOMETHING WASN'T RIGHT.
COULD THESE REPAIRS HAVE BEEN AVDIDED??




South Shore Imported Cars, Inc.

7% Pond Street 579 Washington Sirest JEEP
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South Shore Imported Cars, Inc.
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A5SSEN DALZELL MOTOR CO., INC.

83472499 11858589 '
DATZFLL YOIVD 825 PROVIDENCE HWY. RTE. 1
*INVOICE* DEDHAM, MA 02028
(781} 328-1100

PAGE 1
ERVICE ADVISOR.

124RALH'IFDEIEC :

o T L

82165782168
pr LM, DATE -

} LIST
A (AMPATGN 110 TO REPLACE COOLING FAN UNIT ON CERTAIN 99 S-80
TYPE:110,CODR:02 (.6 NORMASP, .8TURPO) SHORTFORM SUBMISSION -
VADIS (HECK BEQUIRED FOR ELTGIBILITY
CAUSE: &
110 CAMFATGN 110 TO REFLACE CQOLING FAN UNIT (N
CERTAIN 29 8-80 TYPE:110Q,CCODE:02 (.6
RORMAOP, . 9TURBO} SHORTFORM SUBMISSION - VADIS
CHECK REQUIRED FOR ELIGIBILITY

102WEV4D {N/C}
1 8649634 6 ELECTRICAL FAN {N/C)
2 981689 3 CARLE TIE (N/C)
3 580882 5 CABLE TIE {N/C)
1 9148344 6 CLIP -~ - {N/C}
FO: 02 PARTY; COUNT:
CLAIM TYPE: 110
AUTH CONE:
AR R E AN A AR Ak AT A A E AN TR T NN R AR RS W RWWaE
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March 26, 2003

Voheo Cars of North Amerca
Customnar Relations

P.O. Bax 914

Rockisigh, NJ 07847-0014

Daar Sir or Madam:

| own & 2000 Vohva G70 convertible, which | purchased from Hassel Vioivo In Huntington. New York, My
car was equipped with Pirelt ires at the time of purchase. Although | am happy with the vehicie, | am
very dissatisfisd with the Hres chosen by Voo,

In May 2001, | had to replace the resr passenger sikie fire due 1o a bubble in the sidewall. My local tre
dealer advised me, that this was not covered by warranty. The tlre cost me $186.00 plus 1ax.

In Apdl 2002, | had to replace the two front tires bacause of wear. The car’s odometer read only 25,241
milss. The tires sach cost $185.00 phus tex.

In Octobar 2002, | had to epiace the driver's side rear tire due to wear. Al thal ima, the odometar
reading was 32814 mias. This tire cosi me $130.00 plus tame

Yesterday, | hit a pothole near my home and experenced a blow-oul. Consequently, | had to purchasa
another new tire and & new whee! rim for a total cost of $582.24.

On any previous vehlcies which | have owned since 1075, | have never hed to changs tires due to wear
50 5000. | have never experiencad bubbles or hlow-ouls an any of the Firestane, Goodyear, or Michalin
tires. which have baen supplied with my previous vehicles.

While stiing in the welting room et Hassel Volvo, another customer sitling next to me asked how | Mked
my vehicle. She has had 1o change six Pirel Unes within one yéar due to various problems. When |
quesiionad my 3ervice rapresentative about the tires, t was apparent that he haa haard more then just
these two complaints about the s, | asked about changing to a differant tire, bot he advised that this
would necastiat® new dms, which 1 consider to be cosl prohibitive.

Volvo's tedevision and print advertising vary strongly stre=ses the quality and safety faatures of your
products. Although Volvo does not manufacture the tines, the company does speciy the Pinelll iire on
varous models. How can this be conskiered a quakty or safe product ¥ the tirea are so fragile?

| Inok forwand to your comyments and, hopefully, remedy for this problam.

Sincarely.
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Volvo Cars of North America, Inc.
Oustorner Sesvice Department
P.0O. Box 914

Rockleigh, NI 07647-0914

To Wham It May Concemn:

[ am writing this official [etler of complaint abowt Volvo Performunce and Service. T
have feased 8 Volve C70 singe March 2000. During that time [ have serviced and
mainenance my car accodding to schedule, When at approximately 43.000- 52,000 miles
service [ made several complaints about the driving of my car, which would jerk and
thraat at certain times while driving. However, the serviee department would attribute the
poor driving to the need for maintenance a3 scheduled, therefore | would have service at
thet time.

Now, just as the 50,000 miles warranty has expired, 1 have been Lold 1o replace severa
partz, the peddle sensor and clestronic throttle system due to Lthe ear to doving, poorly. 1
am cxiremcly concemed that parts that hed 10 be replaced costed £ 353.38. On Apnl 2.
2002 the tar was put in the shop for the peddie sensor, Upon receiving my cur hack and it
still demonsiraied the inifial problem of thrusting and almost cutting ofT. T was cawerned
about my safety and returned to the dealership for further assistance. At this time on
Friday April 11, 2002 T was informed that the ETS needed to be replaced. Afier a majer
maintenance 8t which no problems were identified {receipts are enclosed)

1 have many associates who have Volvos and they io have exprevzed concerns abeut
muaintenance services at Koon's Yolvo concerns which led o them to wing ancther
Volvo dealership. It appears that Koon's Volvo Servics Departmen has a poave
reputation for customer satisfaction. “It is evideat that VOLVO'S are no longer mady for
lifel™

Please see that the praper authorities arc appraised of the Keon™s Valvo repuistion m the
Baltimore and surrouwnding commmities,

Disnﬂtiaﬁﬂd Uﬂslmn#n
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ROBERT H. MOORE, JA.
27330 REST CIRCLE, EASTON, MD 21601-7304
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Micanber Relations (
Amcrican Autemabile Club 48
14280 Park Meadow Drive A RELATiong

Chantilty, VA 20151-2219
Gentlemen:

My 1999 570 Volvo has 56,00 wii - on it. January 13" of this year [ took itto
the David Wheeler dealorabip in Easton for scrvice und found that the car needad an
electronic throttle system. My car is unula warranty, the Volvo Certificd Plan due to
expire in 2005, but was told that thet itern 2] serviee was not covened which was

confivmed by Volvo. The cost of the rey:.iv was $379.12. A copy of the repair order Iy
enclozed.

My previous 1992 Volvohad ov 1 00,000 miles on it when I traded. Other than
regular maintenance, it did not requite n ;1. Daes it scem reasonsble 1o you that » cir
with only 56,000 miles should have t0 hwve such expentive repair? Should not Volve
have somé responsibility in this? Heretofirs, before clectronic throttles, cavrburrtor
pro‘tiama; i.e., improper mixture of gas and gir, were solved by minor adiustments to the
carburetor. 1 should eppreciate your comments. [ have no complaint about the quality of
the repair work done by the David Whesler deatership.

Very truly yours,

uc:%vn of North America
Monivale, NI 07645

David Wheeler
Volve-Homda
PO. Box 1162

Easton, MD} 21601

o,
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(.5 RELATIONS
February 4, 2003 -
¥Yolvo Cars of North America, Inc.
Seven Volvo Drive

Rockleigh, New Jeraey 07647
Attention: Customer Service
Dear Sirs,

I bought & new 1999 Volvo Cross-Country Wagon in late 1998, it cost $40,000.00. 1
have had the check engine light on over 609 of the time. I have spent thousande of
dollars on BTS, check engine & ABS lights on sither at different times or at the same
time. One day they all lit up and I thought I hit the jackpot. My dealer abrviously camot
fix the problem ag it keeps on reappeering. Today, I still have ETS and check engine
light on. :

Please advise what you can do to either repair my problem once and for all correctly or
reimburse me for the monies spent not resolving anything. I am a disappointed Volve

ownee and ] went immediate action and satisfaction. I will not take it back to Volve in
Lawrenceville, New Jerzey. If [ do not hear from you I will contact Consumer Affairs.

I await your response.

Very truly yours,
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: aﬁlirﬁ s:ﬁnnﬁT EEHUEHEETIMH%IEIWH ""Fi‘a CLEANER
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» L I : 1 R is B .s h ] 1‘1_’!“" ’
FpoB gL - 18 az g A ¥ gys
0 R R I “"3 ~ 7485
.1 5 IL’ ~ 11.70
) ki & o , ,a-“
; ¥t 1 1275811 o 7.10
E L ; 1.82
; , 2687.82
; ﬂ-ﬂ'ﬂ'
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i;_: ﬂ-_-n HﬁHTER EWITEH. -
¥ e P -NUNBER el :cE—uuxf PHIL‘E— ce T
. .. B4&3B4Y2-4 | iarmaMTY
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Jan 13, zmz'@l?m Eﬂw E’E

r DITT BTy ATEE Y
I purchased the 2000 Volvo S80 in November 1999, When I first saw this car; [ Tetin--L-1-0- >
love with it. Upon deing the research for the Volvo S&0, my husband and [ were even

more impressed with the dependability and the safety features of the car. This car is my

primary form of transportation to and from work, which is about a 25 miles commute

one-way an the majority of the mileage is highway miles..

To Whom It May Concern:

Since owning this car, I have encountered several problems car that [ feel should not
cccur with your “top-of-the-line” vechicle. 1have serviced this car religiously in
accordance with your ownership manual and dealer recommendations and have all the
invotices to prove it.

1 addition to writing this letter, I have also gone online ta your Customer Service website
and submitted my concerns.

Problems encountered:

Radio not working ont AM side (which should have been checked by manufacturer as
well as the dealership prior to delivery). The problem was a faulty AM antenna cable
that ended up costing $156.00. {See Inveice No. GVCS594701)

Left door lock had to be replaced. At this time, my car was only a little over 2 years old.
I would not have anticipated that the lock would go bad. {See Envoice No.
GVCS394701) Cost of $117.00

Left door lock replaced again. (See Imvoice No. GVCSB06043) Cost of $109.20

(We were charged for this at first; but wea were then reimbursed once we showed records
that this part should still be under warranty).

Rear and headlight bulbs have to be replaced every 3 —4 months. When I questioned this
with Herb Gordon’s auto team, I was advised that this was normal for that car and that 1
can bring the car in and they would replace it.

Replace Air Mass Meter, download software and throttle wnit on 05/28/02. (See Invoice
No, GVUCS655554). After appealing to the manager of customer service and the regional
office, they decided to take off $300.00 as a good will offering. My car had been in for
service 3 months prior and [ had not been made aware of a throttle problem. The
customet setvice representative told me that the 1999 Volva S80s were experiencing
problems with the throttle. So I erded up paying $1095.41.

Gearghift panel {tim peeling (See Invoice No. GVCS754012). When I took the car in for
67,000 miles checkap, I asked if the panel peeling was normal. [ was told that there has




been peeling in some of the Volvos. 1 paid for the part and was told I would be contacted
when part came in. [ was not contacied,

Throttle problems again (See Invoice GVCSR06043) dated 01/02/03. Twas told that the
Air Mass, download software and throttle untt had to be replaced. AGAIN!!!T [ was
appalled because these iterns should NOT have to be replaced within 1 year. Cost
$1252.50

At this point, I feel that there is a problem with the craftsmanship at the dealership or the
quality of the products that Volvo is selling. When I questioned this, T was told that the
1999 Volvo $80 was having problems with Air Mass and throttle. Tasked if it had been
reported to Volvo headgquarters. My car is & 2000 Volvo S80, so had the problem been
corrected, I should not still be experiencing it.

If someone from Volvo had given me the disclosure about the Air Mass and throttle when
I was looking at this vechicle, I would not have purchased it. I don’t understand why
Volvo didn’t do a recall on this part when they wete made aware that many of the owners

were having problems. Am I expected to replace this part every year at a cost of
$1200.0G7

Also, when my husband called the regional customer relations office about the throttle,
the representative advised him that Volva didn’L even show e as being an owner of the
vehicle. The representative also was unwilling to assist with any of the matter. He kept
msisting that his office only noted the information. When my husband questioned what
happened with the information once it has been taken, the representative could not
answer him. The representative stated that if my husband was not satisfied; he could
write a letier. So I am writing this letter,

In closing, I would like to state that T have owned several other foreign cars and have not
encountered the problems or lack of concern in reference to customer service.
These are my concerns and | would like a written response. Thank you.
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51919 SOEEN WAWERU 5056 4481 703 | 06043
TREY49 ["“""“?ﬁ.ggz CK/SILVE |

WOATLVE/S80/4 DOGR SEDAN 99 212

W_“rsg4nﬁvlg%T—W
.‘F'I'!_Hﬂ. [LX:B . 2,\““3 -

wo: 70993
AlswE TNTER/EXTER BODY WL UNITS:  0.50 JECH(S):5084 a0
: INSTALL SOP - GEAR SHIFT PANEL PEELING
_ INSTALL GEAR SHIFT TRIN PAMEL
PARTS- -~ OTY-- -FP-MIMBER == - - e m - - e v DESCRIPTION- - - === === = ===z =v-a= UNIT PRICE-
: B § 1 TOTAL PARTS 0.00
.:mi 1 TOTAL LABOR & PARTS 41.00
H"E“ ----------------- +tawlfEr --ll-ll-!iis: -------------------------------- m'm
t:l.r‘.if"a'TATEs IIILE n.mms AND :mmn LIH-ITE %cum o M
nr.Pl.AcE ATR WASS METER AND THROTTLE MODULE
PARTS . -~ - -(T¥- - -FP-MUMBER: - - - - on »--DESCRIPFION- - - - == ==+ baammns UNIT PRICE-
JoA § 2 1 B567024)-6 AIR MASS METER 24990 249.30
JoB § 2 1 85167539 BASKET 2.5 2.58
4B g 2 1 psl47 -0 THROTTLE BODY 547,05 SAT.05
JB #2 1 38230 SOFTWARE 26,75 26.25
XE § 2 TOTAL PRTS 825.78
208 4 2 TOTAL LABCR 4 PAATS 1153.78
B 34VOIRPS REPATR AS MEEDED  UNITS:  0.80 TEOHCS}:S064 WARRANTY
CUST STATES PANEL LTGHTS FLICKER
OPEN CIRCUIT
REPLACE LEFT REAR DOOR LOCK
PARTS- - == - - - -FR-MUMBER - -~ - - me s e e DESCRIPTION----n--=nn-=-=------UN[T PRICE-
JE #3 llWl A650556. 7 Lo, LEFT 105,20 109.20
JO8 # 3 TOTAL PARTS 109.20
val aTmn.uanwms 10%.20
MESC- - - - =-CO0E- - - - - - - DESCRIPTION- << - nnen s won weman wn-CONTROL MQ----= - -
X 4 A W HAZARDOLS WASTE 1.7
J08 ¥ 2 10L0C 10K LABOR DISCOUNT CARS -50.00
JOB # 2 10POC 10X PARTS DISCOUNT CARS -5, 00
mTM. L mx '*.a
B.'- 3=uupﬁr---------ll-------|------|---|---|--|--...---.-p.--..---..---.---.---........-.-.--.--...-..-------
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wwnaarileone.com

rvmmammmum wamants ta tha ratal| purchasss of aach
Ny ganuine Vol raplacemont part or sanesscry thist Such part or
acoesanry will ba frem from cwlects In matedal or workmanship,

Duing the warmanty pakod, any saeh dalmcfive part o ancesanny wil he

wd irad wt Voivcls dlagretion, without , bt
o mihoricnd e raer, e, Baroriy Y

LY ¥F such accesgory was originatly ingisied by an
mrlrd Yalvo mfﬂh". {mbow For remeval and raplacermant will also be
coverad by 1his warranty.

ra Farta Replacermnani .
'?::WIII'IH poriad fat parts is one (1] yaar, baginning with the data the
part was purehaged.
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SUSAN WAWERU 305 4481 ;Wua U GvCs806043
g8y [ima"iﬁ,%z BLACK/SILVE

DO/VOLVO/580/¢ DOOR SEDAN

70809 a2

FYTT 5 940 0 v 2 I
TR Fodb

 81782/03
- MQ: 70999

CRIVE SAFELY “a TOUAL LABCR... 369.00

THARK ¥OU FOR YOUR BUSINESS mij[ gugl.gil E:EH

WE ARE NOW OPEN FOR SERVICE 0N SATURDAYS BAM TO 3pM TOTAL MiSC 045 1.77

Y APPOINTMENT TOTAL MESC DISC -m‘g.gg

wupSK ABOUT OUR LOYALTY PROGAAN FOR SB0 & SAO QWNERSW 1 ... s

**SEE ONE OF DGR SALES REPRESENTATIVES FOR DETATLSwwes TOTALINVQICES  4252.50
——TUSTOREW STERATINE

JAN - _3 ENTD JAN - ¢ 2003
aQebbet
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[ END OF INVOICE | 162229
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Direct Sarvice
1 -BAT-0200

N AUTOMOBILE BLVD.
SILVEA SPRING, MARYLAND 20904

Baltimare
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g ]
301-z00-4865

Voo Cars of North Arerdc, ino. warrants ta the retad purchasss of sagh
new Qiraine Yoo mokacament part or accessory that such part or
scceasory will ba fres fram difectn In matersl or worknanahip.

IF and ONLY IF such part or acreasory was originally inatallac
authorized Voo raiailer, tha labor far emoval and replecament w.
coverad by this warranty.

During i warranty pariod, 1y such defective part or accassory wil by Spore Parta Meplacemen
axchangsd or repained st Vohw's discretion, without charge, hut only by ﬂp:\:urmwludbrpmllm{ﬂyﬂ.hqmwwhmmﬂ
an asthodred Voha redaiier. part was purchased.
) ) |
51919 g 05./28/02 _ | fogrSBRSSSe
LANHAM, MD
imlm-“' ---------------- LA N T RN - EE S S Lharmssmssd P AN EEE LN I NI EEEEEE RN
3§ 1 DOVOZDED, QK 50,000 MILE SERVICE \NITS: 5,00 TECH{S):5307 390.00
EATS 60,000 MILE SERY
SCHEDULED DUE TO TIME/MILEAGE
PERFORM £0,000 MILE SERVICE. TMCLUDES - CHANGE ENGINE OIL AN
0 FILTER, BRAKE PADS FIR WEAR.CHECY. AMD TOF (FF LMOER
HOOO FLUID LEVELS, INSPEGY TIRES AND SET AIR PRESERE AOTATE
TIFES,LUBRICATE HOCO HINGES,DOOR HIMGES,DOOR STOPS AMD STRIK
ER. PLATES.CLEAN AND LLIBAICATE POWER ANTERNA. INSPECT WIPER BL
ADES, TEST BATTERYAND CHECK ELECTROLYTE LEVELS . AUTDMATIC TRAN
SHISSION ;CHECK. SHIFT CONTROL AND FLUID LEVEL AMD FLU1D COMDI
TION,CHECK AND RESET DIAGNCSTLC CODES,CHEDK AND ADUST PARKD
NG SRAKE, INSPECT OPERATION OF LIGHTS AMD ACCESSORTES ,RETOROU
E FRONT AND' REAR SUSPEMSION, INSPECT EXHAUST SYSTEM, INSFECT
FUEL LINES AMD HOSES REPLACE AIR FILTER CARTRIDGE,REPLACE 5P
AFR PLIGS,SERVICE PCY SYSTEM, INSTALL AUTO SCLUTIONS FUEL AND
CIL ADDITIVES. INSPECT AUX DRIVE BELTS,INSPECT COOLING SYSTEM
HOSES, INSPECT L.V, JOINT AND DRIVE LACE FLE
L FILTER, INSPECT BRAKE LIMES, TRANSMISSION SERVICE(240, 740,54
0 MODELS),CHANGE ENGINE \ .
PARTS- -~ O ---FP-MMBER- -« =eooeeeea ool DESCAIPTION- - wanm--m-----INIT PRICE-
JB gL i PESB0a0K J0K SBD NOH TURBO dricirk hidekic
JE g1l 1 ASOt002 DIL ADD 6.95 6.95
JE ¥ 1 1 ASF1659 . IM.]. CLEANER 1B.95 18 95
KB # L 1 §77751-7 1.19 1.13
JH § 1 1 434599 " COOLANT 16.75 14.75
o B 1 B30096- 1 SEAL 2.07 2.07
XH # L 1 S204625- 7 FIL 2.0 22.00
JHE¥F1 1 9185351 - 3 AIR FILTER %05 2489
XE§1 1 BEA2£81 -8 SPARK PLUG KIT 17.40 17.C0
JB §1 1 1381183.1 BRAKE FLUID b.&6 .86
JH ¥ 1 1 1275810-8 FILTER INSERT T.67 T.67
JH§ 1 7 10355 %IL 2.0 14,28
JH § 1 1 a1re97-7 J957- FUEL FILT 4. R
JB %1 2 459671-2 alLe 2.3 4,75
J0B # 1 TOTAL PARTS 177,79
JH § 1 TOTAL LABR § PARTS 5&71.75
JF 2 01WIZEE0L MIPER BLADES REPLACE UHITS: Q.00 TECH(SY:5307 0.0
E WIPER BLALES ®
REPLACED: WIFFR RLADES
PARTS -+« -~ OTY: oo FP-MUNBER- - =~ - == - wcme - - DESCREIPTION -« - - v m e mmwm e em o wMIT PRICE-
%5 , z L G173684.- 7 WIPER BLADE 13.3 1L.31
JB § 2 1 9l%MdT-4 WIPER HLADE 10.48 10.44
Xe § 2 TOTAL PARTS 1.7
J0% § 2 TOTAL LS8R & PARTS 21,79
o 7 B0 ENGINE PERF LVL A  \MITS: 2,1) TEDHKS):5307 WARRANTY
fUST STATES RMSH IDLE
CODE 130A
PAGE 10w 2 CUETOMER COPY SONTINUED M NEXT PAGE] 14:30:42
\ _/




Prollonage B e o i 18

3121 AUTQMOBILE BLVD.

- MER 38RiM0, MAAYLAND 20004
HERB G e L )
ORODH g Direct Barvice Baltimors Fa
: g 301 -BAT-2Z0 410-F93-HD 301 -0
WIFWLNTileone.Comn
¢ valkio Cars of Narth America, Inc. waTams to the retall purchazer of sach |mevF=mmmmqmmlmhlnﬂudhvm
new geruina Vélvo riplacament pat or accessory that auch part af qulhorizad Veho retiler, tha (abar for remaval ind replscament
WWMIMMMHMHMWWM covmned by this waarranty.

During the warranty pericd, any such defestive part or acoessony wil be
an mythorizad Vol rataliar. part was purchased.

51919

will olsn ba

Fais Avplacarnant
micharped or repains at Yaho's discration, without charge, but enly by The warmrty padiod for pars i cna (1) yedr, baginning with e data the

|

REFLACE MAF, STILL SLIGHT SURGE. REPLACE THROTTLE UNWIT AMD
DOMN LOAD SOFTWARE

------ OTY- - OFP-NLMBER- - - - - - - - - - DESCRIPTION- = <= = - == ===+ = = v 2= -—-UMIT PRICE-
X8 ¥ 3 1 BE702E3-6 AIR MASS METER WARRANTY
X6 #3 1 . SOFTWARE WARRANTY
- 1 %ems L WARRANTY Y-
] X0 # 3 TOTAL PARTS 0.00 r
JOE # 3 TOTAL LABOR & PARTS 0.00
N HMVOIRFS AS " UNITS:  1.00 TECH(S):5E54 78.00 %\
TECH QBSERVED UPPER ENGINE MOUNT WOR g
REPLACE URPER EMGINE :
PARTS- .- - -OTY- - -FP-WJMBER- - ce oo e DESCRIPTION. . - - <+ s =< = <=-==- UNTT PRICE:
Je &4 1 BS71633-% EMGIKE MOUMTING 64. 6B.71
J0B # & TOTAL PARTS 65,71
X8 # 4 TOTAL LABOR PARTS 146.71
N SHIRERE2 2 UNITS:  0.4D TECHCS):5307 3.2
BALANCE 7 TIRES GOING TO THE FRONT
ROTATE BLALNCE TMD TIRES GDING ON FRONT
OF VEHICLE
PARTS -« «--- o FP-NUMEER- - - oe e ennnemnee wa-e=meeemnmn-n--+-UMET PRICE-
am DESCRIPTION- XB & 5 TOTAL FARTS 9.00 .
JE § 5% TOTAL LABOR L PARTS .20 J
e =" T, 1 - SOV d
XE # A 55 SHOP SUPPLIES 15.00 C/'/;fs il 4
XE §3 WEOE WARRANTY £00DWIL FSEE54 300,00 AL
TOTAL - HISC 115.00 Fﬁ* ot
1175 1 . L T e PP PP R PET PP Fy— nimmmiam lamitagssnmnnna th'e
DRIVE SAFELY TOTAL LABOR.. .. 499.20
TOTAL PAATS.. .. 260.25
THAKK YOU FOR YDUR BUSINESS TOTAL SUBLET. .. 9.00
TOTAL 5.0.5.... 0.90
NE ARE WM DPEN FOR SERVICE ON SATURDAYS SAM TO 3PH TOTAL WISC 0. 315,00
BY APFOINTMENT TOTAL MI5C BISC .00
TOTAL TAX...... 1341
25K ABOUT OUR LOYALTY PROGRAM FOR SB0 B S40 OWMERS™M  =eeeeees
*SEE ONE OF OUR SALES REPRESENTATIVES FOR DETAILSwvs TOTALINVOICES  1095.86
e LIGTORER SIGRATORE
PAGE20F 2 CUSTOMER COPY [ END OF MVOICE ] 16: 3942
L

Thank Tou_!

s




HERB GORDON E
il

wHHLMieone.com

TBATEE ¥ A10-TRA-TI0B

S

Piosce

Fax
301-390-4508

WVOLVO

f Vohvo Care of Morth America, inc. wamenis &2 fhe retall purchasar of aach
new genuine Yolv repiecemem pan of accessory that such part or
ascesory Wit ba hoa from dedacis (n material & workrnanship.

During the wamasty patod, any such defective part or accessory will be
euchanged or repaired at Voo discretion, without chargs, but only by
an euthorkoed Yaivo retadter,

IF and ONLY IF guch part ar SEceeanry woe ungnrﬂly Instaliad by an
athorzed Volvo ret@llet, the ktar for remcwal snd replecemant will alza be
coveand by RS Wy,

Spara Parts Aw

placenant
The wamanty pariad for part is ana (1] year, Baginning with tha dats the
pan was purchesed.
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51919

susm WAWERU
1

FRONT PADS AY 6MM,
FRONT TIRES 9/32, HEIHSWBEETTHES“IFMHTK]HETHE

TUTM ------------------------ LA R ER R RN
DRIVE SAFELY
THANK YOI FOR YOUR BUISINESS

WE ARE MOM CPEN FOR SEFIVICE DN SATURDAYS BAM TD 3P
BY ARPOINTMENT

TAASK ABCUT OUR LIALTY PROGRAN FOR 530 3 340 OWMERS™
HGEE ME OF QUR SALES REPRESENTATIVES FOR DETATY Sivikk

T UISTURER STERATORE

By Fiym 10 P 10401

— sr—— Y

!

J68 § 2 TITAL PARTS
.I.'ﬂ¥ EWTALLAHRIPAE'FS

I ----------- derssmnr LN LI N
08§ A 55 E'H‘F'SIIFFLIES
COMMERTS- - - memees St mnmm e rm e m ey mn e ———————

OF L ORMOL0T K G750 WILE SERVICE WITs: 100 TEGA(S):SO64 B2.00
REDESTS £7,500 Wi
SCHEQULED MAIKTEMANCE DUE TO TIME/MILEAGE
PERFCRMED 67.500 NILE SERVICE
------ QTY- - FPHMBER - -~ -~ e <= - -DESCRIPTION« « c - -2 <- == - <= = o= -~ -INIT PRICE-
X8 § 1 i PKOC99 R CARTRIGE FILTER e
X6 #1 7 1090-6 ar ofl 3.04
3 ; AL TR INSERT g
' ] 8 # 1 TOTML PARTS
X4 LTOTAL LAER & PSS,
¥ 2 N INTER/EXTER BODY MEC UMETS: TECH(S) : 5054
DIST STATES CEAR GHIET LA TRIN BEELING
PART OM ORDER
------ (7Y~ - -FP-HUMBER- +« -« - =« = - -DESCRIFTION- == == == ==+ == o= --URIT BRICE-
JOB #2 1 919255) .1 PANEL 8.00

L EMD OF BNWoE | 143810
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v WNTEITEE %0 thes riinil pUrChuser of aach IF wnd ONLY IF such part or acceesory was originaity inalailad by on )

e gernrpr YEIVO Ty cornent part or necmseory it 4uch pant or mmmm.mmumﬂmmmmmmu
mmummmnmmnm covarad try TS wisrnty.
During the warmenly period, any such dafective part or accesscry Wil be Parts Raplzoamant
sxchanged o ropained at Volo's disorsdon, withoul aharge, but anly by h" warstly paviad fer parts is one [1) pear, haginning with The dae he
an authorizéd Yolvo neialiec. pmm pl.l’d'lllld. y
B i TR “
51919 02/18/02 GVC5594701
HICHAEL VANHOUSEN 02/18/
DCES49 53,680 [BLACK/SILVE
R T L N F T T —
wgssuﬁ DCOOR SEDAN 11/03/99 212
Lo T o1~
Yyvi1iT1Ts5s94p6Y1
' ) 02/18/02
R Ma: 53684
M L 0OVOZ052.5% 52,500 MILE SERVIGE UNITS:  1.00 TECH(S):S8%8 78.00
CUSTOMER RZ, 500 MILE SERVICE )
SCHEDULED, WATNTERANCE DUE TO TII'EJ'HILEAE
CERFORMED 52,900 NILE SERVICE
«====(TY: - -FP« MMBER - - - - - TR = -DESCRIPTION: + - - -= = = == = ===~ ==~ --UNIT PRICE-
JOE § ) L -, PHOCS9 OFC CARTRIGE FILTER ik ik
JOB ¥ 1 103%3-8 ar oIl 2.04 14,28
JE § 1] 1 Giryel-7 BASKET 1.19 1.19
JOE # 1 12758108 FILTER INSERT T.87 7.67
J8 # 1 TOTAL PARTS 23.14
J08 ¥ lTﬂTALLlBH%!PAIITS 101.14
3 2 SVOIRP REPAIR AS MEEDED  UNITS:  1.50 TECH(E):5539 117.00
CUSTGHMER STATES L/R DOOR LOCK. BURZES
LOCK ACTUATOR LED
REPLACED DOOA LOCK ASSEMELY
PARTS- - - - -~ ary---FP-MMBER---- - - oe oo DESCRIPTION------manmraroriamen UMIT PRICE-
JoB # 2 1 BASOESG- LOCK, 1 196.05
JA § Z TO0TAL. PARTS 106.05
JEB § 2 TOTAL LABOR & PAATS 221.05
Fiawane oS aEne W a0 s T ™ :
CUSTOMER SI'ATES A mm}us LOTS OF Hiﬂqg m%:zmm
AN ANTENNA CABLE FAUL
REPLACET AM ANTENMA I:GBLE
PAR ’.i....qwl- 'm?ﬂ;i ............ IETION. oo ovasnmnsanee LNIT szlﬂi; 22.83
WTEN X8 §# 3 TOTAL PARTS T2.43
B¢ 3 TOTAL Uﬂ'll & PAETS !H B
J# 4507021010 REFL FR. BRAKE PADS IMITS: 1.00 TECH(S):5589 "79.00
FRONT BRAKE RADS WORN TO 2.5 MW
_ REPLAGE FROWT BRAKE FADS
m!Ti ------ OqrY-- -FR-BUMEER - - - - == --- == - DESCATPTION-----=--==--aunuas=<tUNIT MICE- )
J0a 4 4 1 8634921 -4 BRAME PAD KIT 45.54 65.64
' J8 § 4 TITAL FMETS 65, 5
JB # 4 TOTAL LABOR § FAP.’TS 14364
MISC:---~- GOPE- - -+ ---DESCRIPTION--~----- '+-{mm. lﬂ----- -
Ja#l 10LDC 10Y EABDR DISCOUNT CIH'S 7.80
Ja gl 10PDC 10T PARTS DISCOUNT CARS 2.3
I8 F 2 10L9C -30% LAB0A DISCOUNT CARS 11.H
X8 § 2 10 PARTS DISCOUNT CARS 10.61
Jo8 # 3 1000¢ 10% LABOR DISCOUNT CARS 15,80
JOB ¢ 3 10X PARTS DISCOUNT CARS 12
28 ¥4 10LDC 10% LABOR DISCOUNT CARS 7.80
PAGE 1 OF 2 CUATOMER COPY [COMTINUED ON NEXT PAGE] 11:23:21

Thank You!
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Mo: 53684

DRIVE SAFELY TOTAL LABIR, .. 429,00 R 16 2002

TATAL PARTS. ... 25764
THAM YOU FOR YOUR BUSINESS THTAL ‘SUBLET - 0,00

TITAL G.0.6.. .. 0.00
NE ARE NOW OPEN FOR SERVICE ON SATURDAYS SAM T0 JPM TOTAL MISC CHB, 0,00
BY APPOTNTMENT TOTAL %ic DISC 'ﬁ%
WASK ABOUT OUR LOVALTY PROGRAN FOR SB0 & S40 OMNERS™
HSEE ONE OF OUR SALES REPRESENTATIVES FOR DETAILGHwit TOTALINVOICES ~ * 8§02.38




@E @EHWJ?@ 7606 Pawling Way

SEp J 2005 Beltzville, MD 20705
- August 29", 2002
-STOMER RetaTiong
Volvo Cars of North America, Ing.
Customer Service
BO Box 514

Rockleigh, NJ 07647-0914

To Whom it May Concern:

This letter is to inform you of a problem that I have encountered on my 1999 V70 XC
(VYIN #: YVILZSEDXX- with current mileage of §0,900.

The problem that existy is, the Electronic Throttle System (ETS} light comes on
frequently when I am driving.

[ purchased the car on December 15" 2001 from Fairfax Volvo (A Certified Volvo

Dealer} in the Washington, DC Metropolitan Area. After two months of driving the car,

the ETS light on the dashboard began to show, I brought the car in for service and the

Service Repregentative at Herb Gordon informed me that the ETS needed to be replaced.

I was certain that my certified wamranty was going to cover the requisite pari(s) and labor

Elut this was not the case. Iwas told that the cost to replace the ETS would be $800.00
s,

My concem and distress is that the car was purchased at two years old from a

Certified Volvo Dealership and after twe months into ownership, a problem of this nature
exists. Presently, I have a 1990 240 DL and T have never had any problem of this
magnitude. It is because of the performance I continue to get from my 240, your
marketing, and the need for additional room for my growing children that I decided to get
the XC to replace my VW Wagon, I have brought the car three (3) times since the date of

purchase for service. One of the major repairs completed is the replacement of the engine
mount that had broken.

T have come to the conclusion that your company’s reputation, partly on which I
purchased the XC is no longer accurate. Instead you are marketing & product that looks
good but mechanically inferior to its predecessors, This is compounded By poar service
and preposterous prices at the dealerships for diagnosis and repair. Please contact me at
your earliest convemience to let me know what your company can do to help me with
defraying the cost of repairing/replacing the ETS,




From: www iaparts com To: RUTH Dwte: H2W2002 Tia: 100744 A Poge 3of &

INTERMODAL EQUIPMENT PARTS, INC.
B15 DIVISEON STREET » ELIZABETH, Nt 07201
MAILING ADDRESS: P.O. BOX 257 » ELIZABETH, NJ 07207-0257
TEL: 808-353-1200 « FAX: 908-269-8D01

Dear Volvo of North America;

[ bave complained about the “ETS” light coming on from time to time
on my 1999 v7Z0awxc since it was purchased, Told not to worry, the Light
would indeed go out when the car was tumed off. The light would stay out
wihien the car was turned on again . Eventually the light would come on
again and I leamed to ignore it.

Recently, the light started to appear with increasing frequency with a
resulting power loss. The dealer now informed me of a serious prablem and
a $1100 repair. Together with a recommended “timing belt” replacement
and a regularly scheduled maintenance, my last bill was almost $2000.00.
Bridgewater Volvo gave me a 10% discount to sooth my feelings but I write
to you loday asking for more.

A relatively new car with 104,000 miles is certainly a test for a quality
car. My last Volvo had over 160,000 miles and never needed this kind of
repair. | believe there was some kind of defect that the dealer chose to
ignore until the warranty had expired. The newer Volvo costs more than its
predecessor yet does not hold up as well,

What can be done to satisfy a long time Volvo customer? I await your
prompt response.

atn: for
S it - M%({

Visit us al www.ieparts.com
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Front weiw.issits.com To; RUTH

Te: RUTH

Campuny : YOLVO

Fax Cover Page

Dain: H2G/002 Tima: 10:07:44 AM Fage 10t 5

Fax Numbear: 13009923970

Date : 2/25/20052

From : www, teparts.com

Company : Intermodal Equipment Parts. Inc.

Fax Number : 908-280-6001

Pages including cover puge: 5

Subject : "UNHAPPY"

Messape:

WinFix FRO Cover Page




From: weew Jzgarte com Toc RUTH Daata: 27252002 Time: 10-07:44 AM Page 2 ol 5

.o

phone

Fax Cover Page

To: RUTH Fax Numbar: 18004581552
Company : VOLVO Date : 2/25/2002

From : wwnw.icparis.com Fuy Number : 908-289-6001
Company : Intermodal Equipment Parts, Inc. Papes includitig cover page: 4

Subject : UNHAPPY CUSTOMER

Message: PLEASE REVIEW THE ATTACHED LETTER AND COPY OF BILL AND SUBMIT IT TQ
RICHARD REINA.

THANK YO,

TONY TISHLER

WinFax FRO Covey Page




L@fﬁ‘@u

AN 13 g

("". MER RELATIONS

January B,2003

Yolvo Cars of North America, Inc.
Customer Service

P.0. Box 914

Rockleigh, NJ 07647

Dear Volvo:

I am vriting this itetter to you because of continued
and persistent mechanical problems with my 1999 Volvo V70
AWXC wagon. I purchased this car from Weat County Motor Co.,
Inc, 14410 Manchester Rd., Manchester, MO0 63011. The car
delivery date was Janmary 7, 1999. I have had continued maintenance

and mechanical mervice at West County Motors since the purchase
of the vehicle,

The vehicle identification number is: !‘FILZSEDZKE_

I was very pleased with this car at the time of my purchase,
apd I expected to keep this vehicle for many yeara. Now, however,
with almoat 43,000 miles on the car, I have been advised to trade
the car in before my service warranty expirex at 50,000 miles
bucause the car hes proved to be a “lemcn.”™

Pariodically through late 1999 and early 2000, I began
noticing that the car would die after being atarted up- If givan
a lot of gas after !mmediately starting the car, the engine
would then continue to run. Thies problem was checked out twice
at my VYolvo mervice department without finding a definete cause-
In March 2000 vhen the check engine light went on, the car wasa
again brought to the service department. The folloving enumerates
By many visits to the West County Motoras service department over
the last tve years because of continued sechanical preblemns:

1. March 16, 2000 nileage 14,856
replace ignition switch
replace startar swltch
raplace antenna and impobilizer antenna ring

2. August 17, 2000 mileage 19,2532

engine runs after key turned off: no non-conformity
Found

left blinker rlashes too fast: replace turn signal
bulb and lamp socket.
right frant fog light replaced

whirring noise hesard when turning and accelerating to




July 12, 2002 ﬂ a1 7 %00 ;

Dear Eunice, CJSTOMER RELATIONS

I'm writing 1o you os a loyal Valvo owner and former employee of Volvo Cars, NA, When [
left Volve in June 2000, I purchased my 1999 570 (which I had been leasing).

In March 2002, my Check Engine light came on. T had been following the recommended
manufacturer's maintenance schedule. I brought mry cor to Romsey Volve for servies and
the cost was $739.05 to replace the Throttie Body, It was only a few thousand milea over
the warranty, but they would not cover it.  Three days later, on my first long trip after the
repair, my engine overheats on the Tappen Zee Bridge and T had to be towed back ta
Ramsey Volvo, They azsured me it had nothing to do with the previcus repair - the Coolant
Fan Relay burned out and subsequently cest me another $109.48 dollars. My confidence in
the Ramaey Volvo Service Center is quite low.

About 2 weeks aga, the driver's side daor started making a lowd creak every fims it was
apened or closed, T have had a mechanic friend check it out and indicated that the door
meeds to be welded. Now my confidence that Valve cars are peally safe and reliable is
shaken

Ad a former employes and believer in Volve cars, I'm distraught that this relatively new
vehicle is causing 2o much aggrovation and costing 36 much money. I understand that
regular maintenance is costly, however, these repairs seem above and beyond for the age of
the car.

I lave my Volve and T have always felt very safe in it, but I find it digturbing that I hove to
incur all of these repalrs so close te the warranty period. I'm asking you to pleaze stand
behind your product and reimburse me for all of these expenses,

I have enclosed copies of the repair bills and I sincerely hope to hear from you soon.
Thank you,
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February 2, 2002

29575 North Birch Averue
Lake Bluff, II. 60044

Volvo Cars of Amecica, Ing
Customer Service
P.O.Box 914

Raocideigh, NJ 07647

RE: Volvo 860 24T, VIN# YVIRSS8D5 1 2
Dear Sir or Madam:

On June 21, 2001, my wifee and I purchased a new 2001 Volvo 560 2.4T from Fields Volvo of
Lake County in Libertyville, IL. We were very pleased with the dealer experience and the initial
quelity of our new Volvo, However, in August 2001 we began what wouki become an almont
monthly visit to our deslership for repairs — each viait for progreasively worse repairs, The
vehicle repair bistory is as follows:

Augugt 15 2001: Replaced console cover and adjusted glove compariment lid.

Qctober 16-17, 2001 Raplaced failed throitle control (The car stalled at a railroad
cToRsIng)

November 7-14, 2001: Replaced tranymission

Febmary 1, 2002: Inspacted car and could not duplicate problem (Comtinue o sxperience
intermitient transavission/enginge problema and exceas vibration while driving).
The dealership gave me conflicting information on this izme. At first, they
informed me that the owner's mannal describes my problem as a normal
occurrence on new fransmissions, 1 read the owner’s manual snd could not verify
this information. The dealership later told me there was 2 service bulletin that
dealt with onc of my issues. The service department denied this comment after
inspecting the vehicle on February 1, 2002.

Our Volvo obly has 3,600 miles on it. My wife and 1 drive less than 10 miles a day since we
commute t0 wock by train. We are also the eriginal owners of a 1994 Honds Accord with 80,000
miles that is more reliable than our aew Volvo! I find this disgraceful, and I certainly hope that
Volvo strives for better quality standards then thoae we have experienced. I met with the Fields
Volvo sales manager, Mr. Joe Perkins, on December 28, 2001. Mr. Perkins presented me with
two options:

Optiog 1: The dealership would scll me a new Volvo at their cost while providing me
with & equitable trade-in value for my Volvo. This option does not provide me with a
sigmificant incentive to repain 3 Valvoe customer. Why would 1 want to spend thousands
more for the same vehicle with which I am already nnhappy?

Optign 2: Mr. Perking would ask & Volvo Representative to look st owr vehicle to
determine if' Voivo would consider repurchasing the vehicle. Unfortunately, Mr. Perking




informed us o January 4, 2002 that Volvo would not be willing to do this. Therefore,
the deslership left us with only one option that we do not find very attractive.,

My wife and I considered a number of carmakers for our first luxury cer expericace. This wasa
specigl purchase for us as we looked forward to enjoying the rewards of many years of hard
work and mving We chose Volvo for two key ressons — safety and reliability. While E still
believe Yolvo cars are among the aafest vehicles on the road, it is not very mesningfl if the car
is not relisble. My wife is unwilling to drive the Volvo on long trips due to the problems we
experienced. She prefers to drive her 1994 Handa!

I harve one very simple question for you — what is Volvo willing to do to make ua happy
customers? I can tell you that the following are mot acceptable apswers:

1. “We will make ¢very cffori to ensure that all repairs are reaclved.”
2. “Your dealership has made a nice offer and you should ake it.”

Thete arc two key clements in a roaponse that will make us happy Volve customers again:

1. We receive a comparable new replacemant vehicle
2. We are not required to make a major financinl investment

I hope that Volvo will distinguith themgelves in reaponse to this complaint in the same manner
they distinguish themselves in the auto indystry. If you wish to call ma, my home number is
{847y 482-9350, I look forward to your prompt responae.

Fields, Owner, Fields Voivo of Lake County
I Parkins, Sales Manager, Fields Volvo of Lake County

Encl: Service records for repair history.
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2371 78099
FIELDS VOLVOC OF LAKE COUNTY
*INVOICE® 1121 5. Milwaukee Ave,
LiBEATYVILLE, IL 60048
DUFLICATE
. : 18-7
FACE 1 (BAT) AB2-9200 FAX: (B471918-7222
SERVICE ADVISOR: 30 JAMES RSTROM
COLOR YEAR MAKEMGDEL VIN LICENSE MILEAGE N/ OUT TAG
ELLCE (2001 VvOLVD 560 YWiRsoah 1 1990,/128] T
DEL DATE PROD. DATE| WARR. EXP. FACMISED AATE PAYMENT INY. DATE
FoTUR 2! 17:00 _ 86.00 | CASH 170CT20¢ 0
R.0. OPENED READY QPTIONS: STK:X2371 DLR:B223
1509 T600T01 [16:20 1 70CT0
LINE COCODE TECH TYPE HOUES LIST NET TOTAT,
L CISTOMER STATES CAR STALLED OUT AT IDLE,WAS HALFD RE STARTTING, LONG
CRANKINL:
CAUSE: FOUND FC ECMS04C,ECMS040,ECM%150, ECMS160, ECM91 87 . TESTEDGREPLACELD
FAILED THROTTLE CONTROL MODULE, DOWNLOADED 30FTWARE FOR HMODULE
2512d8-2 THROTTLE BODY (TB) INTAXE MANTFOLD REMOVE
TNSTALL/REPLACE {C}
22 SC0TT MORSE LICE: 22
We 1.10 L,
T Bhdd347 0 THROTTLE BODY {N/C)
9782111 9 GASKET (M/C)
£ F4E22711 3 CABLE TIE FErde
ioﬂuﬂ 2 SOFPTWARE CONTROL MODULE DOWNLOADING (B)
22 BCOTT MORSE LICH: 22
WE 0.40 R/
FZ: 10 PART#: COUNT:
CLAIM TYPE: M
2UTH CODE:
*************#******.‘l’*****_*:***.'**.********************
= CUSTCMER STATES THE CHECK ENGINE LIGHT CAME ON W/MESSAGE URGENT
SERVICE ENGINE
TLEUSED BY LINE A
22 BCOTT MORSE LIC#: 22
CEF 0.00 Q.4a0 .00
****‘************k********.**_*****_********************
, j
1 R S W
DATE : .
T DESCRIPTION TATALS
Service Dept. Hours: | Jesinrmru s [Caeon amount b U
Monday - Friday e e ot D niemy T [TeaRTE AMOUNT g, 00
YVOLYD 7:00 a.m. - 8:00 p.m. N ctiry oy [ 845, OL. Lues g.00
SATURDAY Rram T 8 pae pweots, | SOULET AMOUNT 9.99
Cloged Gutiar  raither Tt DETAL ﬂ_ﬂg
. | r:,m N 0.0x
Famra, e o LEBS ADAIBTMENTS 0.0C
At Fialde Yolvo wa are committed to yowr eatetantion, H you are not SALES TAN _Q.Ell:'
normplataly yatished, plasa oonteot the Swrvios Manager immediatshy. [ CLETCRMER BEaT IR PLEASE PAY
Thank *You. THIE AMOUNT O, 00

CHISTONER DOPY




WOLVOD

FIELDS VOLVO OF LAKE COUNTY
*INVOICE* 1121 S. Milwaukes Avs.
LIBEATYVILLE, IL €048
(B47) 382-9200 FAX: (847 B18-7222

X2an 78666

PAGE 2

SERVICE ADVISOR: 80 MIKE SCOTT

CcOLCH YEAR WAKE/MGOEL vIN LICENSE WILEAGE (Nr OUT TAG
BLACK 01 | YOLVO S60 yvirsssns1EGR 2373/2375 T592
DEL DATE  |PRQD. DATE | WARR. EXP, PROMISED PO NO. RATE FAYMENT V. DATE
20JUM20017 86.00 | CASH 1&MO 20
R.D. OFENEDY AEADY DFTIONS: STK:XZ37] DLR:8223
03:04 Q7INOVOT [14:05 14NOVOT
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
VIBRATE/HESITATE COING INTYD SBEAR
- SEE LINE B
22 SCOTT MORSE LICH: 22
CF 0.00 000 n_ao

e EE T P I TR S e e
CHECEKED SYSTEM FOUND FAULT

CODE TCMOOZE. LOCKU B

TRANSMISSION JERKS WHEN LOCKUP

ENGAUGES. TRO UBLESHOOT &

DIAGNOSE SYSTEM. FOUND FAILED

TRANS MISSION. CALLED TECH

LINE AND TALKED WITH GREG.

REFLACED TRANSMISSION AND

RESET ADAPTION.

' i i A _
i 3 ' - .k
A
. DESCAIRTION TOTALS
Service Dept. Hours: | St e e ¥ | LABGR AMOUNT N
Manday - Friday ey EE;“Z‘::;.JH PARTS AMOUNT G.u
wYOILAD 7:00 a.m. - 6:00 p.m. e, inciodiog ot | _S4S: Ok, LUBE C.oC
SATURDAY "'"“L"’ et pevosy, | SUBLET AMCUNT G.0C
CIQEEd t.lhm:ll “: uﬂ:.l:.rlum ﬁ: DETAIL EI WLt
mmme v i oaw By m | TOTAL CHAAGES Q.40
oymasalon wih tha ssls of Hhin -
raiy-ighied LESS ADJUSTRENTE 0,00
At Fielde Volve we are comwmitted to vour asthafaction. |f you are not BALES TAX 0. i)
oompiakaly andafisd, plasss Gonteo? the Servioy Manager mrl;::\r;* . TSN AT PLEASE PAY
ank You. THIS AMOUNT C.oc

OMSTOMER CDPY




VOLVO

FIELDS VOLVO OF LAKE COUNTY

*INVOICE* 1121 5. Milwaukee Ave.
LIBERTYVILLE, IL BOO48
{B47} 362-9200 FAX: |847) 918-7222

X2371 78666

PACGE 1
S:
SERVICE ADVISOR: AQ) MIKE SCOTT

COLOR YEAR MAHKEMAODEL ViN LICENSE MILEAGE IN! OUT TAG
BLACK 01 | vOLvo S60 YVIRS DE‘! 237372375 T332

DEL UATE | FROD. DATE| WARR. EXP. PROMISED . RATE PaYMENT INv. DATE
20JUN2001 86.00 | cASH 14NCOV2001

R.Qr. OPENEDR AEADY OPTIONS:  STE:X2371 DLR:8223

09:04 O7NOVO1 [14:05 14NOVOT _
LINE CEOODE TECH TYPE HOURS LIST NET TOTAT

A LOANER CAR FOR CUSIOMERS WHO PURCHASED ABOVE VEHICLE FROM THIS STCRE.
LNR LOANER 10
22 SCQTT MORSE LICH: 22 .
CE 0.00 .00 9.0n
AR R R R T Tk d vk kb bk kTR Rk ¥ty rix
B CUST STATES MESSACE ON DISPLAY CAME UP: CHANGE TRANSMISSION OIL ON
NEXT SERVICE.
CRUSE: FAULT CODE TCM 002ZE
36001-2 DIAGNOSTIC TROUBLE CODES (DTCS)READING
AND RESETTING VST/VCT (B)
22 SCOTT MORSE LIC#: 22
Wp 0.40 (N/C;
43710-2 AUTOMATIC TRANSMISSION REMOVE INSTALL (B)
22 SCOTT MORSE LIC#: 22

WP &K.50 ' {(N/Ch
1 8602386 & AUTOMATIC TRANDZ1Q o
1 968757 S Q-RING VNSO
1 1161540 B TRANSMISSION O (N/C

431717-3 ATO. TEANS.TEANSFER PARTS ([B)
22 SCOTT MORSE LICH: 22
wWr 0.14 {N/C)
43761-3 AUTOMATIC TRFLNEMIEEIUN FAULT TRACING DTC
{B}
22 SCOTT MORSE LIE#. 22
WP 0.19 : (N/C)
04307-6 AW E5-L5[ ADAPTATION
22 _S5C0TT MORSE LIC#: 22
WE 0.70 M2
FC: 10 PART#: COUNT:
CLaiM TYPE: O
AITTH COPBE:

khkkk kb kR Rk kbbb ke e kdrkkdrk d ek h ¥k ik kX w kb rden

€ _CUST STATES WHEN ACCELERATING BETWEEN 30-40 MPH TRANSMISSION SEEMS TO
ETATEMENT OF DISLLATER |

DEECAIFTION TOTALS
Sorvica Dapt. Hours: | o et e = | LABGR AMOUNT
Manday - Friday B e amifitams. The 7o) oTE AMOUNT
TOLYD 7:00 a.m. - &:00 p.m. mﬂﬂw e r"i'E GAS, OIL. LUSE
SATURDAY iy o wechgtadiy o | SUBLET AWGUNT
Clogad Esly naithif saWwer  nor DETAIL
Wtharill ey hie paman WD

mmew My 1 oSy ey o TOTAL CHARGDES

ITamB. LES3 ADJUATMENTS
At Figlda Yolwo wa are comittad to your matiefaction. If yoo am not SALES TAX
completely amtiefied, pimass contact the Sarvica Managar immediately, DL TOMER BIENA TLIAE PLEASGE PAV
Thark You, THIS AMOUNT

CISTOMRER COFY




TVOLYVD

X237 76E30
FIELDS VOLVO OF LAKE COUNTY
*INVOICE* 1121 S. Milwaukee Ave.
LIBERTYWVILLE, Il 80048
PAGE 1 {847) 382-9200 FAX; (847 818-7222
EBUS:
SERVICE ADVISOR: 20 JAMES NETTERSTROM
LOLOR EAR MAKEMODEE VIN LICENSE MILEAGE IN QLT TAG
BLACK 001 VOLVQ 560 vvirssans [N 798/799 T733
DEL DATE PROD. DATE[ WARR. EXP. PAOMIGED PQ NO. RATE PAYMWENT INY. DATE
20502001 1700 _ 86.00 | CASH 15AZ001
A.0. OPENED AEADY GFTICNS: STE:X2371 DLE:B223
07:33 "5AUGOT 17:47 15AUGO1T
LiNE OPCONE TECH TYPE _HOURS LIST NET TOTAT
A LOANER CAR FOR FIELDS CUSTOMERS THAT HAVE PURCHASES FROM OUR
DEATFERSHTF
LNR LOANEER CAR FOR FIELDES CUSTOMERES THAT HAVE
PURCHASES FROM OUERE DEALERSHIP
9% SHOP TECH LIC#: 99
P 0.00Q Q.00 0.00
Ak kb kA kAR Ak kA E b Ak kARt d &
B CUSTCMER S5TATEZ, THE CENTER CONSOLE IS SCRATCHED
- REPAIRED CENTER (ONSOLE SCRATOH/TEAR
9% SHOP TECH LIC#: 99
I 0.00 [(NSC)
SIIEL EEPATREED SCRATCH/TEAR TO RIGHT SIDE OF CENTER CONSCOLE
PO#76530
17 TN
FC: 0
iit*****t****i****i********it**t***************t*i**
C CUSTOMER STATES CLOVE BOX RATTLE _
- INSTALIED BUMP STOPS FOR GLOVE BOX DOCE=NOTE:
NDISE COMING FROM OLOVE .BOX FROM LDOSE
OBJECTS INSTIOE.
22 SC0TT MORSE LIC#: 22
cP 0.00 0.00 0,00

et e E R XA RS RFerR T s iR Lsra ittt SR D LRy

NEW LIFFS Ro+168706, IR
FO#=15437
b
o
P VR * RN —)
ot 0 510} -—
LATE
STATEMERT OF DESCTAIMER DESCAFTION TOTALS
Sarvice Dept. Hourg: | I\ am o re o o [[CrB0R AMcUNT 0.00
Monday - Friday E:..‘:;:EL E'-;‘:l.r..“'.,,““.:Em'...“;..."i PARTS AMOUNT g - gg
VOLVO 7:00 a.m. - 5:00 p.m. ke e meied | GAS. OIL LUBE .
SATURDAY A e e e | _SUBLET AMOUNT 0,00
Closed i e ot e | TEIAL 0,00
ity Wiy # e Jﬁ;}" = [ ToTA chaRGEs 0. 00
ol " LESE ADJUETMENTE 0.00
AF Faida Walve we ars commithed to your satinfsction. | wou am not SALES TAX 0.00
complately astisfied. plrats conbiet; the Sarviod MARRET [nrveed Bytoly. CUETORDH SIGNATLURE PLAASE PAY
Thank ¥ou, THIS AMOUNT 0,00

CITSTOMER IOPY




2371 80748
. FIELDS VOLVO OF LAKE COUNTY

*INVOICE™ 1121 5. Milwaukee Ave.
. LIBERTYVILLE, IL 60048
DUPE;EET? ' (847} 3@2-B200 FAX: (847) 918-7222

SERVICE ADVISOR. 80 MIKE SCoTT

GO YEAA MAEE/MODEL WIN LICENSE MILEAGE IN. OUT TAG
BLACE o1 | VOLVO 35&4Q ¥YVIRS58D5012 Iz Idle o
DEL DATE PROD. DATE| WARR. EXP. PROMISED PO MO, RATE FAYMENT NV DATE
Z0JUNZ001 _ 01FEBQ2Z 24 _00 | ZTOFD Q1 FEBZ0

R.Ch DPEMNED READT OPFTIONS: STK:XZ?371 DLE:-0223
07:33 QIFEBOZ2 N6:18 01FEROZ
LINE GPCOCE TECH TYFE HOURS LIST HNET TOTAL
A LOANER CAR FOR CUSTOMERS WHO PURCHASED APOVE VEHICLE FROM THIS STORE.
LNE LHE #
9% SHOF TECH LIC#: 99
TP 0.00 GO :

T T R R L B T g L &
B I17BE, OIL, FILTER CHANGE
~2F LUBE, QIL, FILTERE CHANGE
42 BTEVEN MIZENER LIC#: 042

CP 0.50C = . t
1T 977751 7 GASKET Z.04 - n - =
' 1275870 8 FILTER INSERT .78 £, -
5 S5W-310 ENGINE OIL 2.25 2.2z

Akt kdrd kbbb kA kLT kWb AN T F YV ERENT ST

C CUST STATES VIBRATION IN STEERING WHEEL AT 40-50 MPH.
CAUSE: NQ WIBEATION FOUND.
- TEST DROVE VEHICLE BETWEEN 40-50 MPG NO
ABNORMAL VIBRATION FELT, TECH COULD/NT
OUPLICATE CONCERN.
42 STEVEN MIZENER LIC#: 042
w2 0.00 {N/C]
FC: 10 PART#: COUNT:
CLATM TYPE: 01
AUTH CODE:

bk o o e b e el b b e e e i e e e e e b e b e e e

D** (ST STATES CAR/TRANSMISSTON JERES WHEN STOWING DOWN.
- ROAD TESTED CAR 12 MILES, NO TRANSMISSION
JERKING OR ABMNORMALITIES FELT AT aANY TIME,
NO FAULT CODES IN COMPUTER.CCULD NOT
CUFLICATE CONCERN
42 STEVEN MIZENER LICH: 042
CE 0.00

L T T T o T T g T R g e e T i b ok R I T ]

STATEMENT OF DIECLAIMER DESCRETION ToTaLs

Sarvice Dept. Hours: T e i et o8 [ LABDR AMOUNT I

Monday - Friday Lo e ot E“ m“'.'m.um::ﬂ PARTS AMOUNT 24, ,:

VOLVOD 7:00 a.m. - 6:00 p.m. s, " eigng e mpias | GRS OIL LUBF L.

p Ty ufn-mmﬁiw [} ET _MT bl .:

SATURDAY M tor 3 patoile mres | SWBLET &M I

Closed Bt by il paron [T 9.5

-um'-mra“_’é‘ wy Swiste m [ TOTAL CHARGES 71,40

Hamitay. LEGS ADILSTMENTS 40,00

Al Finlds Wolvo we are committad o your setisfacton. If you e M SALES Tax 1.5h
cornpghletaly satisfivd, plasse contecd the Sarvice Manager [memadiately. | CUSTOMEN BRGATURE PLEASE PAY

Thank ¥au. THIS AMOLNT 17 .85

COSTCMER CORY
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December2,2001 /3 BTIATINS

Dear Volvo of North America Customer Relationa:

{n November 15, 2001, I purchased a Volvo 380 T3 ASR from Volvo of Richardson
in Richardson, Texas, On November 20, 2001, the vehicle malfunctioned and had to be
towed to the dealership. It is very upsetting to have purchased a new vehicle and to have
that vehicle leave you stranded after only five days of ownership, The incident has left
me unsure of my purchase and I can caly hope that thix incident is not a predictor of
firture problema,

Prior to purchasing the Yolvo I researched the vehicle for approximately one-year. [
interviewed several Volvo owners and obtained information relating to the vehicle via the
Inmternet. 8o, this was not 8 purchase that I made without serious consideration or
thought. Due to the above incident, I believe that Volvo should compensate me by
providing me with an award or voucher for the 7.5 maintenance service a3 professional

. ime and consideration. I can be reached at HMIEG
K




YOLVO

. . 12088350 3174611 ﬂf'_-_ -
*INVOICE+ RICHARDSON
1321 North Cantral Expreasway
Richardann, Texas 75080
PAGE 1 {972) 6441700
B8 _9 SERVICE ADVISOR
: GRE3 STUBRS

o1 | voLyo 560 YV1RAS _ 0/163 5977
% DEL DATE PROD. DATE | WARN. EXP. PROMIBED PO R, - RATE FPAYMENT INV. DATE

0,00 | casH |gnmvzﬂ01

5TK: 12088350 DLR:4289%
:B5234T3-2.3 Liter Turbo

TECH T NET TOTAL
A CUST STS THE BNGINE STARTED TO SPUTTER AND SMELL AND THEN SHUT OFF.
. MESSAGE SAID IOW PERFORMANCE AND THE CHECK ENGINE LTGHT ON.
.~ 'BNGINE STARTED GOOZ CHECK EMGIN® LIGHT OFF
CAUSE: 10 -
45128-2. THROTTLE BCDY “ (TB) INTAFE MANTROLD © .- T
REPLACE (C) ' .

19 W% 1.10 5
1 B&§44347 0 THROTTLE BODY

1l 8636753 9 GASKET © ,

1 8645425 3 BETM RELOAD _ , _

.. 28461-3 IGNITICN AND -FURL ITNJECTIONSFADLT TRACING -
pre (B - oo :

1s W 0.10 R -

36004 -2 - SOFTRARE "CONTROL MODULE DOMBEAQADING 1X

‘' SOFTWAEE DOWRLOADING "{BOM) (B}
12 WY 0.40 .

v

PC: 105N
PARTH: 8644347
OalMT: ]
CLATM TYPE: 01 .
NFTH.CODE: - ST e LT EEE

FARTS: C.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE A: 0.00

i**ii**i**ii'*iiiii***i*fﬁiiiiil*iiiiiitii*i*i*iiiii

B QOURTESY WASH 57.95 VALUE ' :

WAGH COURTESY WASH 57.55 VALIR . R
758I8DTL. 0.00 - : : (N/C)
PARTS : 0.00 LABOR: 0.00 COTHEN: 0.00 TOTAL LINE B: 0.00

*l*iii***i*iiiiiIliiii*il*iii*iiiiiti**i*iiiiii*i#*l

'dn'lalnwmmmnm,r ' _ AT oY DA
GHOWN. SIICES DESCRIPAD Wons aCaaATE A% N0 HARBE 16 vein i Tha
- ha
OWNER. THENE WAS NO INDIGATION PROM THE APPEARARCE OF THE ﬁum# FARTS AMIUNT
R 7 DL e cHMETED B Ao e iy | el vl e | 6A3. O
ACCIDENT, NGOLIGENCE OR MIEURL. AICORDS SUPRONTING: THIB WI of marchaniakity of [ JUBLET AMGUNT

%
|

CLAIM ARE AVALAME FON |1 YEAR FROM THE DATE OF FATWMENT Rt mmmaa | UREG. CHARGEE
NOTFICATION AT THI BERVICING DEALER POR WEPSCTICN Sv | Amforiem sy schar w |
MASUFAGTUREA'S REFIESENTATIVE. -~ - 0 . e o m.ﬁﬂ.ﬁu“ _TOTAL CHARGES

- Lo o R Y : = BALEBTAX
TRGHEET  DEALE, GRRPAL MANAGE BN ALTHORGES FIveoN Ay | T ST
B oen L WANAGE £ UTHORZD PN AT | CORTEn i . | PLEASE PAY




VYOLVO

12088390 317611 of;
*TNVOICE* RICHARDSON
1321 Narth Cantral Exgresawsy
Aichardacn, Taxas TECHE]
PACE 2 (972) 644-1700
R WAREWODE VN ' %&ﬂﬁ@ MI TOUT | ARG
VOLVG 560 5308 _ 160/163 ,
DEC DATE F%uliinm: VARH. EXP. TPROMSED FONE, AATE | PAVMENT WY DATE o
J-Hﬂﬂ%*l&!._ 19:00 20NCVOL g.00 _QE_JIEMW}__
L 0. OPERRD — READY Tm 12088390 DLR:4289

FEIG. B5234T31-2.3_Liter Turbo

Q9:06 20NOVO] lj;ﬂE EMﬂl

-

On BEHALF OF SERYICINA DEALER, | HEMIYY CEATIFY THAT THE
INPQAMATION CONTAINED HEREQN I3 ACCLUHRATE UNLESS OTHERWISE
SO, SeRYICED DESCARED WEAE PERFORMED AT MO CHARGE TO
CWMER. THERE WkB MO INCHCATION MADM THE AMPEAMANCE OF THE
VEHICLS Of QTHERWSGE. THAT ANY PART RERAIRED OA REFLACED
UNDER THE CLAIM HAD BEEN CONNECTED IN ANY WAY WITH ANY
ACCIDENT, NEGQLKIENCE O MIEUSE RECOADE SUPCRTING THIS
CLAM ARE AVAILABNLE FOA 111 YEAR FROM THE DATE OF PAYMENT
NOTIMCATION AT THE SERVICING DEALER FOR INSPECTHIN Y
MAMUFACTURER'E REMAEEENTATIVE.

[

[ TEAY GIMEUA. MAAGES 5 ALFRONGED CURET N a1

Wi Q.00
g -l e mg g0
L] h"u"."m»ﬂuw'“ﬂ:' "EQELET AMGIUNT .00
‘nalthr e s MESC. CHAMGES - ¢. 00
— ok a Gt & [Tovar Gwnees 0,00
SIrnection wih T G of R [ e TRIANEE 0,00
. " [ SALES TAX .00
RO TR SR P .
THIE AMOUNT 0,00

CUSTOMER COFY
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Sept 21, 2002 fen 2 one
Costome Relations R RELATIORS
meT

Rockleigh, New Jersey 07647-0914
Diear Sirs:

I am very disappoimted with the sexvice I have received with my new Velvo. I believe
that this STS problem i3 a common problem with Volvos from what I have found as I talk
with more and more other Velvo owners. I was told that there was nothing that I could
have done to cause it or prevent it. T woukd appreciate your consideration in accepiing
responsibility for what is obviously a product defect that & not mileage related, This car
has only 55,971 miles on it at the present time. [ have no idea WHY the deslership
invoice for this work shows 58,014 miles. I askad my wife to verify this fact in case my
cyes were somehow fooling me. [ will be more than happy to have any neutral party
verify this mileage as of 9-21-2002. I did not notice this additional error until I copied the
mvoice to send to you.

I have other minor cormplaints. Bvery time I have had the car in for repairs both A/C
comrols are reset at maximum cooling even though we know the car will cool just as well
with the controls set at approximately 72 degrees. The radio stations are usually reset
showing disregard for custorners. The keather upholstery has been repaired twice undet
warranty. I appreciate the fact that it was repaired but why should it need to be repaired
so often? The car also still idles rough for e mimde or s0. None of my Hondas have ever
done so. I am disappoinied that there seerns to be more quality in & less expensive car.

I have the old parts in my possession if you care to ingpect them. Can I expect to make
thiy same repair in the future?




PAY PATTERSON MOTOR SALES. INC.

20B5 COVINGTON PIKE
MEMPHIS, TH 38128
801-373-3000

VISIT OUR WEBSITE AT: WWW.PATTERSONVOLYQ.COM

361

. ;/4DR SED AUTO W/SR
5 Y

TR T [N

8002

T935 5

LR i e T 53 o
G I CORNGL - - UNECS: . £.00 TEGHAL M-~ 1649
REPLACED THROTTLE MIXZHE - DOWNLOAD SOFTHARE
------QT\"---FF-IIH-ER—------—-------mlﬂlﬂl ---------- [ — -
% ; Bo4L3a7-0 THRITTLE ROy . T Eicgl B84 2
8536751 9 BASKET 2.76 278
1 1 30M98-] ETH RELDMAD M.m 2.5
XE § 1 ToTAL PMATS &l5. 1
e J0B # 1 TOTAL LABOR & PARTS ™m.n
e COE-----ne- DESCRIPTION- < <=« e e wu oo ammr serrms OWTROL. Moo mn 77"
4 A 55 SHOP SUPPLIES o 4.0
. VOTAL - MISG 9,00
ml!;!"-."-'ll' -------- 'h'II-I'I---'-d--------d——q—---r-------.--------------—q.ﬂ-----.--.
0 &DE %22
i_s'l-l"----"'!'---'----.-'I----'------—-'I----'----i--ll-l----‘-'-—l#-‘ﬁ'-----'--'-I----'--'---------"'-‘--"I-"--
TOTAL SUBLET... 0.00
mu Elu'al'ﬂl 1 ] u'ﬂ
TOTAL NISC (W8 9.0
HTAL NISC LGS0 [ R
mu T.“Il LE N B Hiﬂ
TOTAL INVOICES  803.25

[ BND OF INWOICE 1 1R-4m4C

DISCLAIMEN OF WANFLAKTIES

A K - THE ONLT YWARRAMTIES ANES 7, T
THIS PRHITS: ARF THOSE VWHIKCH WY B
DFFERED BY THE MaMIER FUADA THE SEL
ING OFEALCT HEREST EXPEENSSLS DEAAAIS
AL WARRANTIES. EITHER EXPRESE LR
IMPRIET, IRCLE CHNE AN B PLIE D YW PN TS
OF MFACKHANTAR LITY OFt FITHESS FOR & PR
TICLAAR PRRRGEE AN MEITHER ADSLRIET
N AUTHOAZES ANYT BTHER PERSo0N 10
ASE IMWE AT AN LIAARIE? I o mFL g
WITH THE SALE OF THIS FAHTIR] AMND-DR o2
VICE BUYER SHALL MOT BE ENTINEP MO
ABCITRER FROMW THE SELLNG TOALEHR AF:T
COMSEOUENTIAL DARMAGES, DAMASEE T.3
PRCIT MY, DabaaCRS FOR LEIN:) OF WSE, (%S
OF TUE. LOSS OF HRCFEIT, OF BECOE, GA AT
OTHER MERENTA. DAMMGESD

NOT RESPONNELE FOR LORS GA IMBMAGE TO
CARRS O ARTICLES LEFT I TART 1IN CAGE OF
FIAE, THEFT O AMY CTHEA CAUSE BF G
DA ConTROL.

EWvIRONMON TAL o L LA & CHARTE
il in ] arvd ropa FUEg AR G ekt =R by
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L ":iMER RELATIONS

West Simsbury, C-

February 14, 2003

Volvo Cars of North America
Customer Service Department
Seven Volvo Drive
Rockleigh, N.J, 07647

Dear Custorner Service Representative:

I own a 2000 Volvo, model 580, purchased new at Clayton Motars, in East Hartford,
Connecticut. 3ince the purchase I have had all scheduled maintenance work completed.
The vehicle cutrrently has 50,987 miles on the odometer, just over the wamanty mileage
for this automaobile.

Since owning the vehicle I have experienced several instances where the S80 has statled
while at a traffic light, or stopped in traffic. Last year I brought the S80 to Clayton, sitice
the sporadic stalling had become commonplace. At that time, the vehicle was still under
warranty, 8o the new chip and associated work was coverad by Volvo.

The same problem arose this past wesk (Janmary 23), both on the way back from New
York to my home and on the way into the office on the 24™. Throught the S80 10
Clayton, and left it there for a diagnostic check, and the ultimate repairs. The SB( was
fixed and ready for pick-up on Tucsday, January 28", The bill was $1,159.56 for the
work to replace a faulty throttle module.

I have 3 questions:

Since I had this problem last year, and chips/parts were replaced, and less than six
months later the same problem recurs, shouldn"t Volvo cover the cost of the parts and
labor?

The vehicle is less than 1,000 miles over the warranty, and given my past experience with
the same problem, why wouldn’t Volvo “step up to the plate’, and cover the expense of
the repair? Should a problem of this magnituds occur twice in lass than six months?
Have other Volvo owners experienced gimilar problems?

I purchased this vehicle for its exemplery safety record, and what I perceived was the
quality of the vehicle. What do you think my impreasion of how Volvo treats its
customers is, and my feeling of safety is, now?

If you waich your own advertisements you’ll know that Volvo portrays itself as a cut
above the rest of the crowd, and positive differentiation is what sell automobiles, and




more importantly brings customers hack for new purchases. Iam very disappointed in
your compeny's inebility to ‘do the right thing'.

Please feel free to contact Clayton, and abtain my service records. Thank you in advance
for teking the time to review my request.

Singerel
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A Comfortable Experience
PAGE 1 00 o e rvics (260) b2B D308
HCOME : BUS: _ WWW.JENgras.com
SERVICE ADVISOR: H:GINHIﬁl
— COLODR JYEAR]  WANEMODEL ViN u MILEAGE W/ TA
SILVER 00 | VOLVC S802.9A YV1TS94D0Y 1 4132 50957 /50961 T2
DEL CATE  |PROD. DATE | WARR. EXP, PAOM . 3 PAYMENT I INV. DATE
30 1 16:30 24.JAND3 75,00 |
RO, OPENED READY OFTIONS: STK:VV(77864 DLR:18 1)PDA NP TIME 1N
08:41 24JAN03 H3:03 2BJANODI _
LINE OPCODE TECH TYPE HCOURS _ LIST NET TOTATL
A APPT CUST BTATES THAT CAR IS5 STALLING OUT IN TRAFFIC
DIAC DIAGHNCSTIC TIME ;
6 CFV 75.00 75.00
1 9438290 0 ETM RELOAD 27.50 27.50 27.50
1 8691303 S UPGRADE EXM EF 16.50 16.50 16.50
ELE REFLACE THIROTTLE EEHEOR
& CPV ' 187.50 187.50
1 8644347 O THROTTLE BODY ' 573.10 573.10 573.10
1 8636753 9 GASKET 2.71 2.71 2-7
36004-2 SOFTWARE CONTROL HJDULE DOWNLOADING (B}
& CPY 150.00 150.00
FILAME REPLACE CLOGGED FLMIE TR&P HOSE AND CRIFICE
5 CBV 75.00 75.00
1 9202852 1 PIPE 46.37 46.37 46.37
2 976561 1 HOSE ‘CLAMP 2.94 2.94 5.88
PARTS: 674.06  LABOR: 437 50 . OTHER: 0.o0 TUTAL LII'IE Al 115%9.56

VERIFIED CUSTOHEBS CONEERH TH&T CAR IS5 STALLING OUT. FOUND CODES ,
130A, 2724, 903F,904D. TRACED TO FAULTY THROTTLE MODULE. REMOVED AND
REPLACED THROTTLE MODULE. LOAD SOFTWARE INTC MCDULE. UPGRADED SOFTWARE
IN SYSTEM. REPLACED CLOCGED FLAME TRAF, FLAME TRAP HOSE, AND ORIFICE.

CLEARED ALL CODES AND ROAD TESTED CHECKED OFERATION OK AT THIS TIME
T T e e e I e T e R S L L D L S

B OIL CHANGE
LOF380 LUBE, OIL AI\B FILTER

CEV 18.33 18.33

1 1275810 8 FILTER INBERT 8.23 8.23 8.23

1 997751 7 GASKET 1.24 1.24 1.24

1 DIS DISP/HAZAR/WASTE 3.00 3.00 3.00

T V5*30* MOTOR CIL 9.35 9.35 9.35

PARTS: 21.82 LABOR: 18.33 OTHER: Q.00 TOTAL LINE B: 40.15

OIL CHANGE: CHANGED ENGINE OIL AND FILTER. LUBED DOCRS,HINGES AND WHEEL
STOPS. CHANGED DRAIN PLUC GASKET. SET TIRE PRESSURE. TOPPED OFF ALL

SERVICE HOURS DESIWTION ToTALS
Thank Yoo Very MWlack! | 5w s oo
MONDAY THRY FRIDAY FARTS AMOUNT
TACLEOR U WARNENTIES
GAS, 0N, LUBE

Burvy weirriier oy tha party and errsscries celel hitalry S50 Mt by B maculsckeer. T EMUTTLE AVAILAELE] |
Wﬁﬁﬂ:ﬂumrwﬁqﬂmmw:muﬂud SUBLETY AMOUNT
MSTm:u mmmmuhmum——i- -rii—l;-: ASK YOQUR SERVICE MEEC. CHAAGES
Wt i v v shall daber il Aabin for Incidemtel o comcentiel gmnages e crererniel ADVISORN FOR ANY TOTAL CHANGES
el ariaing out of RCh puithiss. The undehtigned PUACREERT fFder orees st the ARRANGEMENTS
waTeniley swchaied by dasiar, (ndiuds, Bl s not Mmited to any wamandes et such paris b LESS WEMIMLANCE
andicn snapinrh B OF marchaniatle sy or Mot ey vl drodede any wéhacks of Yy of
ity sk 40 palTorn with ressormbls wefety, sfficncy, or comist SALES: (B84) 2E5-3481 SALEE TAX
c FARTE: (820) 289-8441 PLEASE PAY
ALTHOMEATION X FAX; (§60) §26-5483 THES AMOUNT

CUSTOMER COPY

e e
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A Comfortable Experience
SIMSBURY CT DAGE 2 A G R e B ol S ape T calo
HOME : eus: NG v, gengran.aom

SERVICE ADVISOR: 81 7 MOGT

COLOR YEAN TRAKENIDEL Vil tﬁﬁaggg“‘IH%QEEhﬁnﬁF‘“‘?ﬁ
37 g0 | VOLVGS 02.9a YV1T594D0Y 1] w4132 RD957/50961 T2

BEL DATE PROD, DATE| WARR. EXP. PROMISELC PO NG, RATE PAY MENT INV. DATE
30AUS199%9 _ 16:30 24JANO3 | 75.00 | CASH 128JANZODT

R.Q. OPENEC READY DFTICNE: STEYOTT 4 DLE: 18 "[}PDA NP &Lk TIME IN
0A:41 24JAN03 [13:;03 28JANO2
L OPCODE TECH LT
FLUIDS. INCLUDING : BRAFE FLUID, WINDSHIELD WASHER SOLVENT, TRANSMISSION
FLUID AND POWER STEERING FLUID.
FhhkAtEttdr At hh Ak kkkkdrdttkdkktrrtttdtbhbrhkrtdtiit

SHOP-CHARGCE 7.50

You may receive a survey from Volvo or Dedge
in reference to your most recent service
experience. If for any reascon your experience
waz less than "EXCELLENT" Elease call

Ray Angle @ 860-528-9306

The Comfortable Car Store

SERVICCHOLRS | DESCRPTRON _TOTALS
Vhank Yoa TVory Muck! | oaniien [ owrmwon 505.83
EXCIEN TF WARRANTEY LAPEE

Any warcentisn on ¥ha perts and scceseorise sokd harsbey wrw wude by e menufeceee, Tha SHUTTLE AVAILABEI GAR, O, &
UrChmer Lrareark 471 preee ek daae! Tabed i ettt ol vy K, SUBLET AMOUNT 2.00
e T L L R by T o3

nne COFETHCI

o g ot v wuoh parchess. The o m_m;:_mﬂ. ARRANGEMENTS TOTAL ES 120741
wacrantion. ikl ey dmler, irohuly, but sw nat 10 Ay warnandian that st i ' LESS MEURANCE 0.00

arcifor accamacriet are of Wirchartable QL Or fisk ther will msbhe ey vehics o oy of —_—
Yl AT £ AT WIEY PO ST difiinncy. a ammlort. SALES: 1880) 2Ra-3481 EALEE TaX 72.43

PARTS: (BE0) 288-B441 PLEARE PAY

onzanon X FAX: 1980 528-5483 | THIS AMDUNT 1279.64

CUSTOMER COPY




GENGRAS VOLYO DODGE
388 CONNECTI(UT BclD
EAST HARTFORD . CT 36103
(EBeA )} 283-3I4R1

JAN 28. 2803 f2:57PN

TERM 3
MERCH: oapegs328702
REF w: 809

ACT WX MIE+3EXHERE¥EZRI
CARD : MASTERCARD
IMUDICE #! 354415

SALE: # 1279.84d

RETR REF#: 3@281712853]
APPROVAL CODE: B23326

I AGREE TO PA* ABDUE
TSTAL ARMOLNT £ CORDING
TO CARD ISSUER AGREEMENT

K ommmme e rmsm——

SEGMATURE
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MER RELATIONS

February 20, 2003

Volvo Cars of North America, Inc.
Seven Volvo Drive

Rocklaigh, New Jersey 07647

Dasr Sir or Madam:

Since 1987, | have bean a proud and satisfied cwner of Volvo automobiles. |
have had three Volvos during that time, a 1987 240 DL, a 1995 850, and
currently a 2000 S70. In fact | liked the 850 s0 much that | deliberately bought
the $70 becauss it is practically the sams car. | bought each of these cars new
of neary new and have cargfully maimainaed them according 1o the Volvo
maintenance schadules. | drove the first two cars almost 150,000 milas each
with no major problems or repair bille. | bought my third and current Velvo watls
the same expectation,

However, that expectation was dashed yesterday. At 53,091 miles - - just 3,081
miles out of warranty - - | was told | had to replace tha throttle body unit, (Code
203 Internal Fault according to the car's computer) if | wanted to stop the
intermittent engina surging the car was experiencing. The part cost me $548.46
and the |abor to replace it was 195.00 for a total of $822.88, including sales tax
{repair recelpt enclosed). 1am no longar a happy Volvo owner.

| reglize that & new car warranty has to end at some point &nd that my car has
passad that point. Howaver, thers are two reasens why | believe Volvo should
be intarastad in helping cover my coet of replacing the throttle body unit. One is
that the car was giving symptoms of fuel flow problems before it went out of
warranty. At times, when starting, it would fire and then immediately choke
dowr. Howaver, it always started on the second or third atternpt. | took the car
1o the local Volvo daalar and thay were unable to identify or solve the problem,
other to say the car did not have Volvo spark plugs in it (repair receipt enclosed).
Subsaquently, 1 replaced the plugs with Volvo plugs {repair receipt enclosed). At
times the car still started rough.




Page 2

The 3econd reason is that | understand throttle body unit fallure is not uncommon
in the Volvo $70s. This would indicate that the part is inherently defective or of
low quality. That being the.caee, Violvo shoukd sither replaca the part through a
general recall or at least provide some assistancs to individual owners who
experience the problem.

There is also a third reason. Volvo should be interested in keeping a dedicated,
sixtesn-year Valvo owner like me happy and logking forward te cortinued Votvo
ownarship and driving.

| am writing this lstter to let you know of my sxperiance, my displeasure, and to
request at least partial assistance from Volvo in paying this high, prematura
repalr bill. That is the least | would expect from such a reputable company with
such reliable products as Volve cars.

Sinceraly,




| 2/15/03 | Pre-Invoicd
53073 | 53091 |

Knoxville, TN 37922
865) 560-0050

MARYVILLE, TN

—

!1 - Cuatomer Reporta: ENGINE SURGES BETWEEN 50 AND 7OMPH

KEED TO BE GOOD AND WARM-HAE BEEN DOING IT FOR
ABOUT 10DAYS

Caused by CODE 903F INTERNAL FAULT

Work performed by John Bye {15 } 195.00
Inatalled 8636753-29 :GASKET i82.46 2.486
Inotalled 8644347-0 :THROTTLE BODY 18521.00 521.00
Inatalled 3438290-0 :ETM RELCAD 1&25.00 25 .00

REPLACED THROTTLE BODY UNIT
Sub Tatal- Labor: 18500 Barto: 54B.44 Total: 743 .46

#2 - Customer Repnrts AT TIMES ENGINE WILL TURN OVER AND NOT
START

Work performed by John Bye {15 }
NO PROBLEM FQUND

Sub Total: Labor: .00 Parts: .00 Total: .00 ]

ERMS: STRICTLY CASH LALESS ARAANGENENTS ARE WATE. 7 harstry muliostes e mgnir | LABDN 195.00 |

o hamiriter 'o De dona Bong with Tha necasse—y rarerial and soree Rl wou ane 0l 00T FARTS S4B _46

M ior o oF dETeoE T vehiCE oF 2ckEE TN b i velvchl i caidd of e, thalt, o ey olher

A bayond youl contml o Sor any detsys caused by ety of pants r dehys it P | oo st e il
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::.hwm:”mmhw.’m:“m:m FBLET =
Az machEnicy Rarany Skromiadoad Go S valucis K Ty

T o B | SHOP BuPPLIES 9-33

IECLAKIER OF WARRANTIES, Ay wimanbon on tha produt Sold ettty des thows mede by [~ 3 MATHRIALY 659.687

# el lecirer. Tha ngliar Rersiyy axprassy Spchumy il wismperties ihee arpress o ingiel, cked: SALES TAK DR TAX WD, | .

o A T LTIy G e Pty o Rirmces o eiiculer o, and K Bedier naiter | SMACIAL ORDIR DERORIT .00

mmmwmmhﬂnhiqlﬂhmmhmﬁ —

41 prociuce, Anry Aikaiiors coriakast el drim Nt BOpY W prosEsled by M, |mﬂ _ -bo

MITED EXFRESS WARRANTY, Lobor wal purts ivw wewsnly for 90 dma of 4,000 misl, | FOTAL OLIE B22 .88
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. ARNOLD MCGHEE Invoice
m SPECIALIZANG INVOLVO . —— -

; DATE i

= [ R
A I
k - -

BILL TO VEHICLE

awy | TTEM DESCRIPTION RATE AMOUNT

1| Laboe Repiace Sprk Pragy T s 50007 |
6. 36,347

Sabea Tax ; 9.29% 799 §

— — I ——— [ - { . — - i
| Total W




11/20/02

JENCE DEFARTIMGNT NOVHU
D715 Parkside Dr. ey Fray
Knoxville, TN 37922

] YV1La5sDsy |
| i | e/28/00 )

#1 - Customer Reports: AT TIMES WHEN STARTING CAR SEEMS LIKE

IS5 NOT GOING TQ START, VERY INTERMITTING... SEE
GQREJ
Work performed by Michael May {28 )

CHECKED FUEL PRESSURE, 3 1/2 PAR AT TDLE
! 1/4 BAR AT REST PRESSURE

#2 - Customer Reports: REFLACE CABIN FILTER

Work performed by Michael May {28 } 32.50
Installed 51712%6-8 :PARTICULATE FILTER 121 .47 21.47
EEPLACED CABIN FILTER

Sub-Total Labor: 32.50

Sub- Tatal Parta: 21.47

#3 - Customer Reports: NOTE:

Work performed by Michael May {28 }
CAR DOES NOT HAVE VOLVD FLUGS

WA FTRICTLY CASH LILESS ARRANGEMENTS ARE WADE. 1 haritty minartza i e | LABOR 32.50

ok Pariiviiis 10 b dane Ekong vakh K i ! g L Y 4 D10 LEORS- 21.47 |

B for e £ ABTAQN 10 Vahicia OF SrUcieg (MY L8 g uabicls i oo of e, thel, or ey cover | PSRTE

wme eyond pour corbol o Tor ay DelayT Ceutad by uasralatlly o pards o deli i S | EDUCTIRL E 00

N by e il & ienioodd. | hewiy pranl you o your aTpYEss PRI kb e 1)

Wlt':ﬁbm :mnmm'-lm ﬂw::w ﬂftl:. o 3 -

[ .1 | ] m WRCES 15 BREIE

2o of rapaiy Hhengin " | SHOP SUPPLIES l-gg
| HAZARDHU D MATERAL =

BCLANEEN 0F WARRANTIES. Any wavmnies on B produchs. L6k becely e Thowl TTeds. Iy L g 5,14
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Ud prachacts. Amy Wmitetion conismed harsin cos rol sty whsns Erohiodied, by . (HBCTUNTY .00

WNTRD EXPREDS WARRANTY. Libor sl il e deliily kor 00 dyn & 4000 it | ToTAL DIE 60.74
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04, February 2002 W
Volvo Cusiomer Service Representative E E l v
Volo Cars ol North Amarica -B 7 2000

Sevan Voha Drive
Rockieigh, NJ 07847

Daar Voo Customer Service Reprasentative, € mm RELATIONS

My husband and | purchaged a 1998 V70XC ficense # 4CQT817, VIN #YVILZSSDIXZJR 2= 2 used
vahicle from Meleuitt Volvo in Barkeley, Cakfornia in Dacamber of 1929. Wa decided 10 purchase a Volvo
becsues we were axpecting our first chid and we wanted a sale and rellable vehicle. Hewever, cur Voko has
proven to be naithar safa nor reliable.

Since our purchase, wa have brought our car to Puinam Violvo in Burlingame, Califormia numerous imes 10 Ax a
muitiude of problams.  Sevaral problems soan smergad. Tha two racuring problems that most greatly affacted
the safaty of the vehicla ware the heatlights burning out and the ‘eaking of the power steering fiukd. Clearly, ihe
headlights burming out affected the salety of driving the vehicle at night or .t the rain. With tha leeky power
stearing fluid, it became difficult to tum the wheel becausa the stearing became iight  To date, we have brought
in thé wehicle two times to replace the headighta, several times to refd the power ateering fiuid and two times to
repiace a fauly power staering part.  Also, | sxpad! ta rapkice the headights several mara times In the fulure es
the dealarship has told me that its a known problem. The laiest probiem with the car has beon the “Chack
Engine” and "ETS" warning ighta have [k up. Afterbringing It imto tha dealarehip, we wam lold that tha car has &
faulty throttle unit and mass alrfiow sensar. Since thda problem appeared shorily after the warranty expineci, the
cost t0 replace the fauly part is estimated at $1,.300.00. We truly befieve that the car we purchasad i plagued
with & termible amount of problems.  Wa have sevaral friends who have also hava a Vohvo V70XC and do not
have ANY of these problams. Ploasa rafer to tha aftached service history | received from Pulmam Voho.

With all of the problems mentioned above, wa ta nat feel that our Violvo ks the safe and relable car we thought it
would be when wa dackled to purchase a famlly car. In addiion, as working parants, owr kves are Incredibly
busy and taking tha car ta the dealership eo meny times has been frusiraéing and me-cansuring. Alhough we
know that # doss not meat e ganeral criteria under the Calfomia Laimon Law, we do teel that alnce the aulks we

bought hes had 30 many differant mechanical issues making it unaake and unreliabls, we ate entited t> a mshund
of our purchess price,

We appreciate your assistance In the quick reeoluion of s mattar. Weo look farward to hearing from you and
piease let us know I vou have ary queations or need addtional information.
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~ PUTNAM AUTOMOTIVE  pramy

SYOLVO www. puinamauto.com
SERVICE e B o SERVICE
#3 CALIFORNIA DRIVE BURLINGAME, CA 84041-0962 #65 CALIFORNIA DRIVE
BAR AN § (650) 347-4800 CALBPA S
AG128363 HOME OF RED CARPET SERVIGE GAD BS1985360
NOTICE TO CONSUMER: PLEASE READ IMPORTANT WARRANTY iNFORMATION ON BAGK.
4
g P
[Tl . ARG T R DUE TorowE it
24421 ISATAS AVILA 313 01/ 23/02 VOCS 26000
s | CONGA STOLK fl.
64,050| GREEN,/
?ﬂmwfvmsu '01/01/99
.vv1|_zsﬁn3xz
F LE N LRy ]
BF g5 2547 MO: 64051
Witz T CHECK ENGINE LIGHT . . - TECH(S):388~ o 125,09

CUSTOMER STATES CHECK ENGIME LIGHT (N

AND ET5 LICHT LOMES DN

CHECKED AMD FUWD A FAULTY THROTTLE UNIT AHD

MASS AIR FLOW SENSOR..

CUSTOMER WAS ADVICE AMD DECLINED REPAIRS AT THIS TIME

JJ0BF 1 TOTALS -« emmma o maamsomme mdsmaasaramacrasartamteamramemmmans
LABDR 125.00
JOBF 1 JOURNAL PREFIX VOCS JO08# 1 TOTAL 125.00
L e
l]tIEIML ESTIMATE OF nst:- DO (+TAY)
i irirh i dedeh seieiedeink dedndniededed drieiniciedetindede Tﬁ"‘“_ m_. . ]Em
x TOTAL FARTS. .. a.00
[ ] CASH L 1CHECK CK MO, [ ] * TOTAL SUBLET.. 0.00
[ 1 YISA NASTERCARD DISCOVER ' %ﬁ ﬁigéaﬂlfi Hﬂ
L] Li * TOTAL WISC DISC D.4Q0
* [10THER [ ] CHARGE * TOTAL TAX. ..... 0.40
I ki otk ko ek TOTAL INVOICES  125.00
THANK YOU FOR THE GPPORTUMITY TO SERVICE
YOUR, VEHIGLE.
ST STERATORE
PAGE | DF 1 CLAT ARy | END OF INVOICE | 184020




REPAIR ORDER

AUTO DIAGNOSIS

4299 PERALTA BLVD, Suite EF
FREMONT, CA 94536

(510) 796-8467

EPA CAL 000173026
HAR AK0T?S]

B

R/O#:
Name :
Date :

License #
Make : VOLVO
Model : XC
Year : 99
Mileage : 64635

?'ﬁq :w:manaxz-

LABOR
OIL AND FILTER CHANGE
450 K SERVICE
COOLANT CHANGE
BRAKE FLUID CHANGE
TIRES BALAMNCE AND ROTATION
POLEN FILTER CHANGE

CHECK ENGINE LIGHT ON-DIAGNOSIS
ECM 261-A,ECM SO3C.ECM 91A7.
NEEDS THROTTLE UNIT AND AIR. MASS MEATER

AMOUNT

240.00

PARTS PFRICE QTY AMOUNT
9186352 Anxibiary Drive Belt 3001 1 0.0t
11908 GASKET 1.24 | 1.24
1381133 BRAKE FLUTD 4.00 2 8.00
272313 SPARK PLUG KIT 36.44 1 365.44
1517857 QIL FILTER 2.9% 1 2.98
01 OIL CASTROA. 10530 2.52 a 1512
186252 Afr Filoer 27.00 1 27.00
9434499 OOOLANT 1595 1 1595
2171294 POLEN FILTER 20.43 1 2043
BLSEZT BULB 250 L 2.50
RECOMMENDATIONS AND TECHNICIANS NOTES
FRONT BRAKE PADS 2.0 MM-NEEDSE REFLACEMENT
BROKENM UPPER ENOINE MOUNT
AC NEEDS SERVICE
Shieme Vaws
Orlginal Bstimete ; 440,73 LABOR 240,40
Incresses to Estimate PARTS 156::;
SUBLETS
Dzl Time OK'd{By Fhone Eanp. Increme ‘0
HAZARDOUS MATERIALS 5.90
SUR TOTAL 432.%7
TAX 1540
Iwmmempﬁwklﬁnﬂmmkmm:ﬂﬂ]hmMﬂmwummm Ible for Loss o denage

10 vehicle or ertlcles 1eft In vahiote in case of fire, thelt or any uther cawss beyond your control or foc sty deleys cansed by unavailability of parts . 1

bergbry graat you endfor your emplovees i
andfor lnspection.

to operats the velicle herein described,

permiasion !
An express rechenic’s ien is henhy acknowledged an sbove vehicla to securs the RO o repaind thereto,

Authorized by :

Date :

o strects, highways or clsewhere For the purpose of tesling
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Vahicls Profils
Modsl: TY70 XC
Yoar: 1999
Enging: Bo254T
Transrission: AW4L2AWD
Vi
Chessis:
Tust

Cuslfomer Profiio

ECM-261A Long-term fuel tim, Upper limit
ECM-903C Throtils unit, intemel fault

ECM-91A7 Throtthe umit, imtemal Fault. Faulty signal

Work Order:

Vehicle Ragistralion;

Customer Name:

Recemtionist:

Date Logued: 202/02

Latast Updale: 2202
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Arthur Zilversmit i
320 Spruce Avenus
Lake Forest, [L 60045-1353 : Py Hmﬂﬂﬂs
October 26, 2002
Mr. Vic Doolan,
Volvo Cars of North America
T Valvo Drive

Rockleigh, N. J. 87647

Dear Mr. Doolan:

I am the owner of a 1999 Volvo $70. 1like the car, it is very comfortable amd I feel safe
when I am driving it However, I am dissatisfied with the number of repairs that I have
been required to make. Since the car now has aver 50,000 miles, [ have had to pay for

the most recent repairs.

Specifically, recently when the ETS light went on I was told by the Volvo dealer that |
needed to replace the computer that controls the throttle. This cost me almost $1,000
{considerably more than the price of an entire Dell desktop computer)! I am very
disappointed that such an important part lasted less than 60,000 miles. Oune of the
regsons I bought my first Volvo was the advertisement that streased its reliability, with
testimonials from drivers who had driven well over 100,000 miles. Since I like to keep
my car for 4 long time this appeals to me. (Recenty, my Honda went 120,000 miles
without a major repair and my son-in-laws Toyota currently has gone 120,000 miles
withoet a major repair). My other car, an Infiniti that I bought in 1996, is doing well,
with no major repairs. I am, therefore disappointed in the reliability of my Volvo. Is the
lesson that I should replace it with a Japanese car?

The fuel gystem was repaired twice before:
At 27,561 miles when the car repeatedly stailed, the ignition and fuel injection fault was
traced and new software controd modnle was downloadad, In addition an evaporator
valve was replaced.

1
A Fuel system integrity recall was performed at 10, 439 miles. Q'u'; \

In addition there have been numerous electrical repairs as well as repairs of power
steering and air conditioner Jeaks,

The current repair that I am protesting vas at 55,126 miles {(just after the wamanty
expired). The dealer replaced the throttle body and also relcaded an epgraded “ETM.”
The total bill was for $557.37 for parts and $329.00 for Jabor,



Since the fuel systen wag repaired twics before, while it was still in warranty, 1 think that
the current charge should have been paid (at lcast in part) by Volve. Don’t you agree?

Sincerely yours,

Enec: copies of repair bills
Cc: Mr. Jim Netherstone, Service Manager
Fields ¥olvo of Lake County
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FIELDS VOLVO OF LAKE COUNTY

*INVOICE* 1121 S. Milweukee Ave.
LIBERTYVILLE, IL 80048
{B47) 362-B200 FAX: {347) 918-7222
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FIELDS VAOLVO OF LAXE COUNTY
*INVOICE* 1121 5. Milwaukee Ava.
LIBEATYVILLE, IL 80048
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