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Febowary 24, 2005
Dear Ms, Cving:

I am the owmer of 2 1999 520 that I prrcheged oo in May of 1999, The desler was Cherry Hill
Volvo, Chorry Hill, NI. 'We have had the car seviced ar every sperifiad interval by Cherey Hill
Volvo,

Wi bave the: oor in the shop = Cherry Hill Valvo for the 50,000 maintenance cheok.  Aside from
the $775 fte for the checlyp, we bava heent infbemyod that the ETM modnle has filed. Parts and
labor for replscement is $350.

Al 45 thowsmd plus wrilcs wir hid tha car cerviesd bocause of m ABS vaming. Tha dingnosis
wi ws AR modale failure. Against my boties judgmant I declinad replassement became of the
okt :

AS zn olectronic design coginear i Cparstions Manager which included Quality Assurance, |

have bemn responsible for beinging o raarket 20-leaxt. & elzctronin produeie, This sxpetiance tells
me that these moditles ahould outing: the Tife off the car uniless thers iy 2 design fanlt, 2 software

Brult ot 2 memefacturing defiect (mach a3 poor slectrostitic contiad).

[ 2o kaxve had the eopericace that the initial costomers became the bets tosters and I have folt
responghle for king good eare (hese peopla. Ishould haye known hat there would be e
chacacheristic fiest model refisbiity ismeee but [ bave beee 2 very bappy Volvo comer sioce 1570
aod was seduced by your reputation.

I s quite sure thee are quality isnucs, not wesr and e so 1 am asking that Volvo replace dae
parts 8t oo cost and ] will pay for the tabor. I look forwixd ' your nesponse.

Shcerddy,
Chardes B. Shakeipenhe
Direcicr of Engineering
Speciresonies maying
ce: Cherry Hill Valvo
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March 6, 2005

Phone

Service Manager
Canterinial Imports
3050 Navy Boulevard.
Pensacole, F1. 32505

SUBJECT: MY GREAT VOL.VO
Scrial # YVILSSSAYN 1308080

Our Volve runs better now than it ever has sense your service
department worked on it March G}, 2005 (invaire # 78403). Two (2)
things-have made this heppenad (=ne (1}, replacing the throttle body.
and two {2), getting some very good advice a couple weeks agp, “never
ritn repular gos in this ear™.

The reason for thia letter is. | would Jike for you to look into something
for me, I brought this car intt your seyvice departmient on two
oceasions for enpine idling too high in gear, and was told, “there was
aothing wrong”"hoth times. Coce on January 03, 2000 (invoice #39028)
and the second time on November 18, 2000 (invaice # 34976).
Something was making the cay cxeep at signal lighte, So, we had 0 get
used Lo it, some times gven putting it in neutral at signal lights, NOW
WE DON'T HAVE T, The cor idlen great. It appeara to me
replacing the throttle body fixed the high idle problom.
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As for as the bad adviee I pot, {it was OK to xun regular gas), some
time we learn the hard way, Tha bad advice came from your company.
But, [ should have imown better.

Please ksep in touch with us. [ expect Velvo io stand hehind their
products and employees, But, T gleo expect tham to do the right thing

for a customer. You have up 10 now; I am vary salisfied with this car
and the service.

Thank you very much

Ce: Volvo Curs of North America, LLC

14
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Februacy 23, 2005 RECE’ VED

Donns m " ¢ m
Customer Care Consaltant CUSTOM

Volve Cars of Nocth America, LLC. &R RE
Seven Volve Drive

Rockleigh, New Jersay 07647
Re: IMWMWH:MI_
Dear Ma. Conrway:

Thank you for your cmsponse 10 cur letier of Tenoary 12, Usfortunately,
we wiye disappointedkby yoor conclosion:

“After 2 thorough rewlew of your request with the servics runsger st
Ravenr Volvo, unflirhunadaly, we ottt hanor your request for cant
mﬂmMMs@nﬂm

We'ro bafiled. s bit frustied. However, we balieve you might be
willing to helpus Hnda middls groond Hfwe sham & few tvore details
that Ravenns probably dida 't voluntesr whea speaking with you.

The peablem with cwrETS light—and with several other waming hights
on our dashboard—ovas first brought to Ravenna's sitention more than
Ryl 250, Reverma geve 1y an sxplaation for each light; the “check
mngine™ light, for exasuple, probably kept toming on whesever the gas
cap-wasn't fully tightened. Tha “secvice™ Light was suppossd 1o tom on
af reguiar inteevels, bt ours apparently lit up pressterely (Revesns
M-hurhtuituﬂ'bymﬂmiuwithphmhgm}

The “ETS™ Light, we were told, could indicate aay of a Iarge mmber of
loss of power while acrelerating, sudden loas of power while driving on
the framway. The sarvies drpartrmest told us that, in their opinion, an

illaminaied ETS light-meant the car was virtoakly undriveshie, and that
repairs of a thoussnd doflars or maore were in order nmedintely.

We wera shockad and-dissppointed. Our car had alwsys been regulacly
ssrviced bry either tha dealer or one of the most wetl-regarded
independent servios parages in Seattls, and we had noticed none of the
symptoms Ravenos decribed. Wie were put off by Ravenon's unduly
dire tone, and asked the opinion of oor independent mechanic and other
Yolvo owner. Frankly, we came sway with the aagging suspicion that
Ravermia waa trying b scare o2 fnto a questionable repaic,

One year and more then ton thousmd miles later, the ETS Light is atlll

on, and we've experissced none of the zymptoms Revenna #o
forbiddingly described. After a long trip (3,000 miles) from Seattle to



San Diego and back, we bronght the car back to Raverns with & simpls question: if the ETS light was
an indication of dire consequences, wity havan't they thown up in the car’s performance? Again we
wore wamed in rather fiightfinl terms that our Volwawas noer failone; the codss, they said, ware 8
“kina of death.™ The only solution, we wens told, was the complets replaceswnt of w small part ut »
coat of in excess of & thousand dollars. The service mpresentative added inxalt to mjury by telling us
fhat his mechanic had just takow oor car for  test rom and (ffis is 2 direct: quote) “the car could barsly
make it scross the street.” This was a lie, and we can only Saamme it was memt X Soare Lt inty
authorizing an immedists repalr witiond asking forther questions. {We've driven the car daily since
that Janwary 12 conversation, a1 have never once had the problemn be described.)

3o where do wo tum? If you re-resd our Janoary 12 letter, you will know wa are long-time, loyal
Yolvo owners. This is the drst tioe iIn mom tham teenly years that we beve sver run into thic kind of
trestmen: from a Volvo dealer. Your reply to our latier seemex to indicate that the primery reason you
will not aasist us is becaose of the car's age and milesge. We hope you will teks ixto acoount thet we
broaght this problem to Ravenns™s witention ong wgo.

The roal insue, of oo, is the ETS hght Clearly, Ravenns was ovecly aggressive in describing cor
situation as “the kiss of death.” And in damg so, they bave giveo uy understindable resson fo wonder
about the true nahare of o Vohea's problem. Out sesearch convinoes wa that the ET3 units in 1999
Volwa XCs wore olearly defoctive, and should not fsf] on & well-mainteined, single-owner vebicls,
Volvo, m you kmow, fixed the problem in ixter modals, but yoor sarfier costomers srw now asked o
pay s extraandinary fos, sven wheo—as in cor case—the traw nature of the problem #s not obvious to
ot authorized dealer, much loss to us.

Plaase be fair. Treat this on 8 case-byy-case basis, and offer to pay a resscnable portion of the ETS
replacement on gur vehicle. We have many more years of driving ahesd of v, and would lika tn
consider purchasing Volves in the futre.

Beat,
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LENTZ & GENGARD .
Camturtiors ¥ Liw MAR 1 8 2005

443 Horthlicdd Averne:

Wasa Onsnga, Nave Jeoy 17052
(977} 568-3500 CUSTOMER CARE
Paxc; (973} $69-3960

FAX TRANSMYTTAL SHEFT

To: Pal Sacut
Volvo Notth America

Volva Corporation
Fax No.: BH-D0 -390

George i . - Iolland. Fsy.
7. (inehuding this cover sheet)
March i3, 2005

R

Steven and Kerry LoBosco
MMWM_

Meszpge: See anmached.

L:ONFIDENTIALITY NOTE
Tin dorumuni(s) nocompanying this imasinal crmiz kfermstion from tee b forn of LENTZ & GENGARO dur
is confdential and/or ognlly privileged. The informatinn Is interssed only for the wie of th Individaal o7 #mity
naaned in s sransunial sheet. 1 you are not ibe Inended reciphss, you am Seveby notifled that aoy disclosur=,
copying disrlbution, of taking of eny action in reliscs spon the contants of thiy sratsmitiod infanmation is mrictly
probfbiied and te docume(s) shonld be returaed o dais Brm immedintely. Ifymhwmmdmh!mmhlm
ervar, pleame notify this flem by talephaos immediately so that wi tan arange for the retwm of the origin|
DSBS 1o S 3t AD codt b0y .

1f you do nod reeeive ali »4"the pages Indicated, phease ¢adl-us ur e wiephoae samber above.

B i L T et o S
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March 1E, 2005
2y Fax
Pat Sacus
Valvo Nonth Amecica
Volvo Comporation
7 Volve Drive

Rockdeigh, New Jorsey 07647

Re:  Steven and Kerry LoBasca
999 ¥, v

Depr M. Sacus:

| would appuéciate a mapanse ta my Fax dated March 15, 2005, in which | askail
that you contact me as to availabls dutes andtimes for an examinalion of the LoRasco’s
vehicle 1t Smytlc Volve in Summil, Now Jersey. Also, [ woukl appreclate a response as
10 whither the vehicle could remain st Sraylke Vobvo, afier the exanmation. whife we
atterpt to amicably resolve this matrer.

I look forward 1o your prompt respanse to this lecter,
, -‘""'ﬂl--u—\.

GMHes

Ce: Mr. LoBosco i
ZAWTHDA TALLDDOSCU Vil wi Vol Dorp hreldoe

I_a‘
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LENTZ & GENGAROQ
Counselios at Law
443 Northfiald Avenue
West Orange, New Jersey 07052 .
(973) 669-3900
Prx: {973) 669-E960
FAX TRANSMITTAL SHERT
To: Pat Savus
Valvo North Americs
Volvo Corporation
Fax No.: B0-992-3070
Frogm: George M, Heolland, Esq.
Pages: tincluding this cover sheet)
Dadp- March 15, 2008

W_

Messape: Kindly contaet me as to svailable dates and times for an cxamination of the
LoBoseo’s vebicle nt Smythe Valvo In Somait, New Jersey. Also, kindly
advise we whether the vehicle tould romnin at Smythe Yolve, after the
exsmination, while we attempt fo amicably reyolve this matter. [look
forward to yonur prompl response.

CONFTDENTIA JTY NOTE

The docamemils] Sccompamyiag this trenusinal coniain infbrrmaicn fromn the Bw om of LENTZ £ GENGARCD that
1s confidentral md/or Tegully prividped. The inforwaden B inbnded onty forthe x of the Individual o endity
nuned i this trancmittal sheet. [f you are not the iMeaded Tecipicnt, you are hene y naillled ihat Say diciosurs,
copving, disiritnation, or bking of any actios in relience upen the conmats of this Usnsmins] mfamarion is srictly
peohfsited and tha docutitent(s) shomld be rewned w this Ko imnediaoedy, 1 yout heve recelved Byl eraianviirai in
mnr.plmmﬂﬂfmisﬂmﬁu@hmm”ﬁwmm;:hﬁ-mmarmﬂiw
Jocummebts W LRl W cud BD YA,

1f yoru o mart reeeive alt of the pages indlcaed, please <allus at tbe telephone momber aiwve.
7P LA TAU-LAL O BCK bW adyeibzcdmat Ve Tdao

TOTAL P01
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aarch 14, 2008

Volvo Cars of North America

ATTN: Volva Customer Cane Coniter
7 Valvo Djve

Rockleiph, NJ 07647

Diesr Sirs,

We are driving vur fourth consecutive Volve and becoming more 2nd more disitlusioned
with Volve. We are, and have been with previous Valvos, spending far too much time
and money on repairs and service,

My most recent rustration is spending almeat $900 o replace a throttle unit (sca photo
copy of parts Jabel of unit replzced). This same unit failed sbout 16 months agoe and was
repiaced, Jtis mconceivable to m that such 2 part should ave to be replaced wilh such
repularity apd at such expense, Most of my GMC Suburbain replacerment parts are
guaranteed for lik:, so that s fuuly one should be instalied, | am ao ike victim.

You repudntion for reliability and long life t= being severely eroded and causing me w
constder Tayota or Hlonda more seriously. | don™ think I should have (o bear the co3t of
the THIRD twottle unil in whar is supposed 1o be 2 fine or pregyum aulomobile with
only &9.787 miles, and which has been mainigined and serviced ot the Volvo dealership
to e letler of the recommended service schedufe. This has vnly bezn the {atest of
swilches, values and other gianos to fail, causing us inconvenicnce und cxpense.

[ would appreciate the favor of a reply, explangtion, and reimbursement,

Sincerely,

Midlothian, "Lf._

{oifive)
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LESE THAN A

mmmrmnmmwmm'
OF OUR MELATIONSHIP.

AFTRECIATE THE OPFORTUNITY TO HEAR FROM YO .
YOOR FEEDBACK IS VITAL TO IMPROVE YOUR
EXPERIERCE FOR THE FUTURE!L!

IF YOUR EXPERIENCE WAS

“ip* .PFLEASE CALL ME. I WOULD

THANK YCOU,
MARE ROGERS / SERVICE DIRECTOR




¥ VOLVO

HOCLEHE IR

ELTIH AR TtTD !

§5CHl
2 ani
R YR IFE: R
. ITALY




e T e

———

#$1155.90

l-

..n...




P e LA f—— bt e 11 bt L S § R me_E %Y e UmmLe L U MAL s & MMM AR e e . e e

V1A FIRST CLASS MAIL AND EMAJL RECEIVED

Jaye Lluuin, Executive Management Specinlist MAR 2 9 2005
Volve Cars of Narth Amerien, LLC

Volvo Customer Care Center CUSTOMER cagp
7 Velve Drive

Rockivigh, New Jersey 07647

March 21, 3805
Jaye Linnig:

Thank you again for your letter. | appreciste your wlking to John at Rickenbaugh Volva
but to be accurute, the car is not repaired and Lhere are again mere repairs to be made.
You are comect in stating thet | bad the car i for repairs after your gracious offer of
replacing the fuel pump. The additional $748 in repairs were made and [ pot the car back.

As is usually the cose with this cor, aftor severn] days other problemns acase and the chock
engine lipht came back on The idie rpms begen (o nxge up and Jown and 1he car again
ran rough. [ called Rickenbeugh Voive and talked 1o Dwight Davis a2 he responded that
it was most likely the electronic ilwonile system. Dwight had memtioned a few months
eartier that be thought the throttle systermn might bave problems. As it twoed our, the
problerns did materialire and materialized very quickly. He quoted me a repair cost of
$1100. He sated that he could perhapk get the cost down 10 3950 but did not have much
rooin to do anythiog. 'We have ma of yet not brouglit the car in for repairs, again, and are
debating whal i do. As [ slaied before, the problems seem to continuously materialize.

As for worries regarding driving cross coustry. 1 have since exchanged them for worries
driving around town.

With regerd lo the people and service at Volvo | would rocommend aoyone o buy a
Volvo, As to the experfence with the one itself, | am somewhat lesy than enthused.
Amused at times but Dol enthused. I it wesn"L for the quality of service | bave received
at Rickenbaugh Voivo and the features ol Ibe car, on those rarc occasions when it is
running, [ would have tricd to get rid of the car 2 long time ago.

Sinqq:glr.

S I Y
Azl




MAR 15 2000

CUSTOMER CARE

VLA FIRST CLASS MAIL AND FAX

Thomay Andersson, EVF, Markeiing
Yalvo Cars of North America Inc.

1 PFremler Place

krvine, CA 91613

fax. L949341.6713

Mareh 7, 2005
Dear Mr. Andersson

I am writing to thank you for the response of Yolvo Cars ol North America to my carlier
letter. I have received several letters from the Customer Care Center in Rockleigh, New
Jersey including a vory mice lettey from Jaye Linnin. | would like to thank vou and Volvo
for the gracious offer to % the [wel purnp on my car. [ was guite surprised by the offer
but very much appreciated the assistance.

[ apologize for mot being more prompt in my thank you but my XC wagon wes and sl
ia in the service shop at Rickenbaugh Volve for additional repairs. Witkin a few days of
getiing the car back. the check engine hight-went on. | contacted Rickenbaugh and they
askzd thet I bring the ear in. The diagnostics check sbowed #ix or seven possible leaks i
the ajr sysiem. The service department at Rickenbaugh believes the problem is o fauky
air sengor aaxd seveesl minor air kaks. They also informed me that the car was almost out
of imnsmission fluid. They cannol figure i why there is no transmission fluid since
there are no keaks and the car wid fusl in for a major service & few mordhs ago. The
service department also mentioned (hat ibe throttle appears 1o be on the verge of failing
and that we should keep a close eyeon i

I do not expect Volva o graciously pick up the npaic cosls as you did last time. The
cuarent $800 da repeaivs are slightly more aflordable in tight of the 51500 you covered a
few wezks apo. My major concern is dhai the problems never seem to cease. | cannot
recal]l being able to have the car in my possession withoul something going wrong
mechanicolly or lectronically. Repairs are gveraging over 3300 8 month this last year!
If the cosis of repairs done under warmanty were incinded this would also be a close
approximation for the réepairs over the kst severl years.

Givea the positive response That many othess scom (o huve with the XCT lipe, | presumse:
thet | am simply the unlucky person who happencd o et one of your cars that firll
outside youwr quelity control testing.

Jaye Linnin's letter expressad YVolwo's concem negarding custonr service and nesponse
10 consumers impariing Volva's repunation and a customer’s willingness o purchase
anather Volvo. | woukl like to lake this oppontunity to tell ynu that my experience with
Volw perspnne] has been very good. From Dwight Davis, i the s2rvice departiment ai

~ RECEIVEL



Rickenbaugh Volve in Denver, as well ey John the head of the service the depariment,
o 1o the conlacts m ihe Cusiomer Care Center inchuding Jave Linnin the response to the
problems with my car hawe becn very professionsl, very courtecus. and very
understanding.

If the car could perform aaywhere close to that of the people at Valvo | do not helieve 1
would have a problem. At this point, | amagain not sure as to what 1 will do. | am 1o the
point where | do not have eny confidence in the car andd am not sure if | can safely drive it
beyand the confines of the metro aren of Denver, [ was planaing on diiving to Ohio Fom
Denver this summer bui 1 may try {0 remt & car ralher than drive the XC gs [ do not wish

to have any problems with my kids In the car,

I was considering selfing the car bul | cannet morally try and sell it 1o an individual
knowing the problems that exist and which comtinue to exisL Trading 1t in & an option
but I hetve to hope thal any diapnostics choek docsn’t pull up a whok new 3¢t of problems
and hence create & sitution where [ camnot trade it in for enough to 2ven cover the
rermaining balance on the purchase price of the car,

1 upologize for laking up your time bl y Bustwtion with (his car is pever cnding.
Please keep in mind that my frustration is with my Yolvo car and not wikh the peophe at
Volvo who have been very helpfull, T do net know if { wouk] ever buy another Volvo or
not. My experience 1o dale feels a5 il'] have bought 1wo Volvos, ooz new and a scoond
one used based on the magnitude of tiv comtinuing repair costs.

Sincerely.

-y
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RECEIVE:.

Asrch 34, 3004 MAR 2§ 2606
CUSTOMER _r ~ 7

Volvo cars of North America

Customer service

PO Box 914

Ruckleigh NJ (07647-0914
Drear Madam or Sir

1 recently had my pre-certified used Volvo seeviced for a fluctuating
throttle problem ar the dealer where | purchused the wehicle. On dhe fimst
atterapt to fix the problem they replaced a part thar had to de with the turbo

chasger.

When doving the schicle home after the repair | noticed thae the
problem sl exmeed. 1 drove it 3 whike and made anothier appeintment, this
ome | was able to be more specific as tv when dhe problem would occur. [

dropped the car back of [ on February 9, ard picked up a loaner eac,

Later chat afternoon the service advisor, John, called and told me that
the throde body control unit was bad and needed to be replaced. No big deal,
| thought, [ have an exicnded warranty, nest John told me thar the extended
warranty would not cover the repairs and it would cost me S1.200 out of my
pocker. He informed me thar the warcanry company woubd not cover the wepair
because no code was present in the compurer. e gave me the phone number
af the warmanty company and said he swould also call VIP service.

T called the warranty company and spoke with some aude, cold, and
unsympathetic person that advised me that the repairs would not be covered. |
asked 1o speak to her supervisor and was 101d he would tell me the same thing
After much discussion she told me rthar her supervisors name was John
Svuthedand and she would pree him my pager number and have him conmet
me.

1 called John back ar Lovering and advised him | was getung nowhere,
He advised me that he spoke with VIP service and got the same tun around.
John also advised me that to put the car back together would be S5%L |ohn
stared that they had 1 consideable amount of time invested m the car which is
understandable. He also told me that the Volva Tech, the guy thar works for
YOU FOLKS at Volve North Amenea, sad  wag the throttle Tusdy control
unit. T told John that | would continue negotiations and call him as soon as |

o X TN
TOMTOINOSE CH aILIn S




heard

About 45 mmuites [ater T recerved a page to the #H4) number that 1 called
carkier. 1 called and asked for Mr. Southerland and was put through to some
rude man that stated Mr. Sowutherdand was sorry but the repais would not be
covered T told him thar 1 did nor call o spezk to some mouth piece for Mr
Southedand and to please put me through. [ gave him my cell phone number
and was told he would call me. The business day endex] and 1 never heand from
him.

The next moming Mr. Southerand finally called and advised me that as
long as rhere was no code stored in the computer that the repairs would not be
covered. After nuch diicussion on my part [ mld him that it was obvious thal
we could argue all day long and he would not see my pomt of view or change
his mind. | thanked him for calling and hung up.

1 called Lioverng and spoke with the service advisor, Trgve Hauge, and
he advised me to put the car back together and he would work with me on the
bill. When | wenr in o pay the bill he pdvised that we would split the bdl in
half, a reasonable cnough compromise.

I have owned many dhifferent types of vehicles in the 23 years thar | have
had mr license, and will own many mion: before T stop daviag, This is by Fae
the most lexunous and expensive car that 1 ever bought. [ went with a Volvo
hecause of s repumtion for value and duralility. One hears stones all the nime
of people putting hundreds of thousands of teouble free miles on thewe Volvos.

I took delavery of my 2001 V-70 24T on May 25, 2004, Since T have
owned the car it has been back wo the dealer 5 simes for repaie. 3 times for 2 no
start condirion and twice for the throttle problem, | have never boen so
unhappy with g urchsse decision in my life. [ am sure | am upside down and
can not trade the car for many years, even then, who would want it

‘There is something seriously wrung when you have 4 men with over [0
verrs of mutomotve oxperience being told by some number crunching
SUPELVISOt Al an msusance company thar ther ¢an not replace a pare hecause
the computer says it's nor hmken. I am not 2 mechanic, 1 am a Arefighter, but |
would imagine it takes beains, skill, experience, and sometimes a “gut feding” 1o
fix cars, not just & computer

%0 here [ have this finc looking car. Last repair cost me $250, &t cos
Leneting at least 2540 plus the Juss of a technician for a day, plus 2 days rental.
My car payments are over $400 a4 moath and i drives like 8 picce of emp. |
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-3- Marcl: 24, 2iis

wauld rather drive my famdy around in my 1996 Dodge pick up because it gnves
a better ride.

| with Volvo since purchasing the ear has been 2n
shsolure nightmagYour company does not seem to know what customer
t. Your company only seems to care about 4 healthy bortem

ce: Trypve Hauge
Kinvin Minoguc
Rich Lovenng
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RECEIVED
APR 5 2005

March 28, 2005 :
CUSTOMER CARE

Yoivo Cars of Nesth America, LIC
Voilvo Drive
Rockleigh NI 07647

Dear Volvo Cars:

1 firsl wrote t0 vou in July 2004 when [ had sericus repairs neccssany on my 2000 530
Volve thay wus onby out of warranty by 1004 miles. Ag that 1ime, you responided that
there was nothing you could do.

In December 2004, with only 56,293 raites on the car, 1 wes ugain Forced o pay almest
$2000 For elestronic control modules (vopy of bill is atiached). Necdless 1o say, | am less
then heppy spending over $3,700 when my car has low mileage and has heen exuremely
well maintained.

My wite and | plan Lo buy two new car this year. 1 am requesting that Volvo reimburse
me for 50% of these repairs thal are duc to dad qualiny in this car,

Should you again say that there i3 nothing you can do. please be assured Lthat this will e
the lest Volvo | ever purchase arxd that | will convey to all family and friends oot 1o
consider a Yolvo due 1o the high cost of repairs when the car is only a few thousands
miles out of warranty,
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EXCELLENT SERVICE - GREAT VALUE - COMPLETE SATISFACTION

) L | | | ,
410-666-4020 Bill Kidd’s 410-666-5030

FAX 410-689-0002 Serviee Center FAX 410-689-0003

107 INDUSTRY EAME  +  COCKEVSVILLE, MD 21020
FAX: 410-888-5119
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Bravtwood Autamotive
Y036 W, 4181 Strest MVOICE
Saltirors, MD. 21214 020773 I
Phors - 410-B89-5748  Fax - 410-000-4502
" Impont Speciaist Since 1876
INVOICE Print Dace ; 05/10/2004
2000 Volve - 580 T8
2.BE, in-Linsdl, VN (80]
LiG # Odometor n : 51004
Baitimare, MD Uit &
_ vin # : vwiTss0DsYIEEEEE
Cusd | Hat #: Raf #:
Part Deseripion / Nomber Oty Lis! Extended Lahor Descriptinn Extannad
ML & FILTER LOF, NOISE UNDER VEUICLE WHEN DRIVING W
(i} 1.00 18.(0 1600 | DVER BUMTPS, MUSSAGE ROARD Sa1D
FRONT PADS ALARM SERVICE NEEDED. FLUSH BRAKE
00 .00 RS 79.55 | FLUTD IF NGEDED,
ROTURS
DG 20 OZ4E 20496 | OIL CHANGE 1500
STRUT MOUNTS & BEARING
PLATES REPIACE FRONT PADS & REPLACE ROTORS L 50,00
i1 200 184 IS
STRTS FLUSH BRAKE FLUID 75,080
o0 200 1M MESE :
MOUNKT ] e esmssssres s s srasrem s s imemn s e e
T 1 5582 L 7 1 I WAS NOT ABLE €0 RESEL
REPLACE LIFRONT SWAY LINK SERVICE LIGHT, OUIL SOFTWARE NOT
(PART WAS FROZEN LF NEEDED 50 COMPATIBLE ..ot e e semsenie s reee e
COME OFF INGRDER TO DUE evtetetmmesspamgrnnnees s
STRITTS) S henmereetoema 7 ot 1 et et 78 e et et
00 100 4450 TV [N — I
Shop Supplicshazna: 10.00 10,00 | WHEN GOENG OVER BUMPS LOUD KOISE 37 50
VEHICLE NEEDS UPPER STRUTS MOUNTS.
RECOMEND STRUTS i@ SAME TTME.........
VERICLE ALSO NLCEDS LPPFER MOTOR
5 MOUNT & FIRE WALL, FROKT TADS.&
. SOTORS, , BRAKE FLUSH.
REPEACE FRONT STRUTS, & MOUNTS 0
- REPLACE MOTOR MOUNT 4 FIRE WALL 151 40
.................................. SLIGHT MOISE FROM
EFRONT SWAY BAR LISK e
.ﬂ! -t
e
/ :
Pﬂiﬂ TR (LN EENY




VOLVO

Vsivo Cars of North America, LLC

July 30, 2004

Towson, MD=

Dear e, Roth:

Thank you far comteeling Volve Cars of North America. This is in reaponse 10 your recent letiar
concerming your 2000 Voha 580. We are very sommy to [eam of your digsatisfaction with the
vehicles and the racent need 1o replace struts, breke pids, and rotors on the wehicia.

While we wish that wa could, Volve cannat aways ofter an explanation as io why you
axpeniencetd thase difficuities with your vehicle, Volvo doas entdeavor ia berld vahicles which ara
free of defacts in both meterigls and workmanahip. We Wka greal pride snd place ruch sffort
into the design and anglnearing of avary modal using orily the best materials and most
advancar tachnalogy available during production and yet wa cannot guarantae any owner [hat
Lheir vahicie wilt be Frse fromn repair or component reptacament curing ownership.

We are aware that Vohvo's review andd responsa regerding En owner's cOncam may have an
Impact on an owner's decksion to repurchase &Volva. With this ir mind, we taks the concems of
aurumammesﬂmﬂgﬁ%mpmmmmnWannwmmlis
brought to our attention, As much as we desire (o resolve sach of our qustomer's raquests o
their salisfacilon, it is not always possible to meet every axpectation, \Whie we regrst that you
may disagres we are nol (n 2 pogillon o agslst with the cost of Lha repalrs performad by
Brantwood Automotive.

Wa appreciate your taking the fime to contact us and for aiowing us tha opportunity 1o respond.
We realize that your expeérlance has not mat your sxpectations of Volvo and we apologize lor
&1y inconvenencs This may have caused you.

Drive Safely, -

ni Kais#r
Custormer Care Consultant
Volwss Cark of Worth Avwerica, LLE Telpphane G e v 21
Yihey B M1-TEL- R
R g, 1) G797
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RECEIVED

APR 18 2005
CUSTOMER CARE

L T A L e T o A R o s e

Roh McKenna
ATTORNEY GENERAL OF WASHINGTON

P.0O. Box 2317 L1019 Pacific Ave-Ind Fh « Tavoma WA $8401-2217
April 14, 2005

VOLVQ CARS OF NORTH AMERICA
CONSUMER RELATIONS

15 POBOX 214 DR

ROCKLEIGH, NJ 07647

R m
File #TA 23

Drear Yolvo Cars of North America:
‘This office has received the enclosed complaint from Lauric Aardal regarding your Gm
May we please have your reply so that we may determine how \o proceed in this mater,

We request your vesponse within 14 business days. 17 you are unabla to provide your
response during that Gmeltame, please contact dhis office to make sliernate armangemcnis: please
address it to me and reference our file number TAC 232822

Roger Gustafgon

Complainl Analyst

Ceonsumer Protection Division
{253) 593-2904

Enclosure(s)

In Washinglon Cull Yull Free 1-800-531-4506
i -




A B2E2 2

Racaivad Fin Inismet: 2005 01:53:30 PM Farm Type: ang CCRC-CASER: 47068

e W Skl 1 prRGnss Your sompEain, the Aforey Ganersia Offlco will ssnd 8 copy of Your conmplsint b s complainad al
business. Oo you wanl the Allomay Ganeral's Office o sand theis business o copy of your complaint?

| undersiend et i | anewar No, the Atorney Ganenl's OFc will not prosas s complaint.  Addiormally, if | smgwar
¥os. | understand thal my compiznt and mny relsied documents | ey sobmited will Becoms “putilie caic,” Undsr
sista lmw, pulbhc records are sithjact o public econts disdosune roquests. Linder Some cncimatances. iy complaint
and related doouwTmnis rmay tharpioa ba saen by othar paopia.

Susinass Infermation
Mame of buslness thal | am compisining about:  Volva Cars of tharth America
Ackdrnng:
City: Stab; 2y
Prione: Toll-Fros: 1004881582 Fanc:
E-mal;

Mame of drabir o Ianagr (¥ known):
Homen and addeaoes af any oiver Buamessss wolhved In yotr eomplaink
Barviar Motors

Huin of sarvice irthvsed: Elsctronic Throtta Modsls - repsir

Casl of dom o sandce: $1,150.00 Do you Siges @ Coimact? YES Dl of brenaaction: 4752008
Salonparsom's e Glan Mensan
Was g adverizament ivoled? NO Diata and sourca of adwevicoman: -

Ahot Your Compialnt . . .

Harve you corrlend o e bowmass? YES

IT'YES, io wham finchude: poslllon)? Sophle ol the rustomer gues ine (800} 458-1552

Whin reaponsa $id you reciwe ? mmmmmmmmmwu ooy cutiomers that reguiar
cleaning of the THROTTLE MODLLE |s necessary 1o avold costly rapaire later.
Sophis »ays thet my car 13 out of warmanty which | do not dispute. Tha fact o that while
H woas under warraity, reguisr malniknanos should have baen parformed by thae ssrvica
dopt at vaHGUus Yolvo Sealare and It appadss b9 mid hievt bien., Basrier offara 2 10%
diseaunt which Volve clsims ls gecarous. | dow't think 10% I an smount that shares
reaponeibiity.

I you Feivi ol cantacid e Dublirnvck, sigabiin why mnal:

Hares you et # Compisim about (his busingss wilh he Alicmey Generars Office befo?  Na
I Yes, Kai the fa Aurber sssigrind o lhel camplaini:

v e o
'] [ ] the :
Is e 3 oot o athe logns! prccoeding parding?  Neo
HYER, plates sapinin;

Expiain your comgaaint in getell;

Volvo would nal taks responatsilicy for falling to nolify customore that mgulss claaning of the THRUTTLE MODLULE is
necassary 1o avold costly repsirg fter.

Sophle says that my car by oui of wanrenty which | do not diepute. Tha fact ks that while it wrs undor wamanty, regular
muintenanes should have baan parfomed by the servics dept st variouwy Volvo deslors snd iE sppeamns Lo not hava been.
Barrier offary & 10% dizcount which Valvo claims o ganenotss. | don't think 10% 14 &0 amount thiat shares




ﬁ:ﬁmhhﬁhh&ﬂmdﬂﬁdﬂhmﬂmmmﬁﬂ? {Circly one) ..

Explain if your have circled ‘Oshar':

1 fad et Volwa of Novth Amapics shotid et s hatf wary, Py 30% of the cepair. | racognize that soms wear and faar
o ol far A Car with 1000 aflen, Howsver regular sl slesnos oould have prevented this repeic had | been sware.
Thota wars many opporiunitiey for the servics (0 he performwd when my car was i for rmgular strvice s the doalers.

Signxiers
F dactars, undar penalty of pedury under thes lesvs of iha State of Washingion, Lhe ihe infornasion Condmined in this complaint is rue
ardd accuraly, arxl that any documents astachad ara rue and sccasate copies of the orginals.

I undarsitnd that my conpiaint aod twa reladed documents Wil basmine B pulic fecond 2o undsr shats i ¢3n be sabjact 1o 3
pubiic recards disclosusy roguest and dhis be saen by ciher people.

Sigroturs” Lamiy Axrdal Dats 4712003 Recatvud via tha inamet
Chy and State where signod




April 19, 2005 - RECEIVED

APR 2 4 005

Volvo Cars of North America, LLC CUSTOMER CARE

Aty Volvg Custoroer Care Cenler
T Volvo Drive
Rockleigh, NI 07647

Dvar Sir or Madam:

1 am writing in an atiempl o go! some response regarding my 2000 Volvo Vi VIN
YVILZ&ISHIY-

I purchased thig car used in July of 2003, aiter my 1995 850 was totaled in an accident. |
felt that my Volvo had prevented much mere potcntially serious injurics, and wanted
apother safe car. 1 did have many problems with my B30, inclading chronic check engine
lighes, and replacement of somothing called a relay switch, that supposediy war a
problern with this mode.

In November of 2003 [ bepan lo notice what | described as a chugging or missiag feeling
on the V70. [t was not consisient, and eppmrently hardly noticesble, as | had my spouse
drive it ard also took it k3 others to see if ey could foel il No one did, At thal time also
the light for the ETM (eleeironic throtile module) would only flash on, sa | was unable 1o
see which specific light it was, and was unable w report it agcurately,

Finally in February of 2004 ! toak it 10 a local shop after ETM light came on. and the
problem was getting worse. Unforiunately, this shop was not qualified o diagrose
praperly or repeir the ETM. Shorily thereafter, | did 1ke the Valvo to the dealership in
Cirand Rapiis, Michigan, about 35 miles Fiom my home. Therc they replazed the ETM,
but were very unsympathetic to my story, and refuged 1o honor sny warranty on the car,
which [ understand expired somelime acound the time [ was strupgling to figure out whar
te do with the car and how/where 1o got it repaired.

[ am wrlting just in hope of some rerameration from my cxpenses. when the problem
with the car hegan prior to the warranty expiring. | was simply not able to get the
problem diagnosed coercetly and 1o the proper repair center before the expiration. 1 bave
inchaded “proof that ] encomntered the problem prior to the #ctual time [ was able tn
have the car repaired. Any help you can give me would be apprecialed.

Also, I'm wordering if you can address the issue of substmmligt repairs | have experienced
with Volvo. | mentioned the prablems with my 850, the ETM with the V70, bl | have
also had to have the thermostat and the ignition replaced an the V70 in the less than two
years | have owned i, 1s this common? | bad always been yixler the impression that
Volvo was a substantially built car, and repairs, whilc expensive, were somewhar rare. |
nealize things happen, just wandering your take on the fssue.




Thanks for your time,

T e —— e e e
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*INVOICE* B8CT 28k 5o 5.8,

e’ Bapily, S 49545
M, 18- J01-2TE0 WATTS 1-B00-200-2471
i BT OTE L

TTUEOLOAT IVRAR,
L D % FAYMENT Y. DA
PE.COl CASH _
s —— i DILR+403068 ENG:DB5244T-2.4 _LiCer

02:46 OINAROS 11246 DIMARDS
LLIAT HET _ TOTAL

=ING QRCODE TECH TYPE HOURS
A CUSTOMER BTATER THE CAR HAS ETS LIGHT COMING ON CAR LOSES POWER AND
COTS OUT AT TIME N HIGHWAY EHUBDERE WILL HAVE TO SHEUT OFF WAIT
FOR A WHILE ANL RESTART USUALLY OCCURS TRYING TO MAINTAIN
STEADY SFRED
200 ENGINE REPAIR

589 CVOL 13.3D 290.44 250.40

1 8644347 TEROITLE B0DY §51.59 551.5% 581.59

1 3535753 GASFBT 2.84 2.Ed 2.84

1 24332%F ETM RELOAD 25.00 25 .00 25.00

PARTS E75.43 LABOR: 290.40 OTHRE: .00 TOTAL LINE A: 465.483

TECH FOUND ELECTRONIC THROTTLE MODULE B0 BE FAT LING INTERMITTENTLY
REFLACED MOIULE, DOWNLOAD N EW SOFTWARE TO CORRECT

Thndkdabkdnbrdhbedtdnind .*l‘i?_-.j:‘jl BhkEARNANRE NN
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RAETITER IMPORTS Thanks You for Your Buginesg!
. ¥ mjoy serving you and always atrive to

-glve you EXCELLENT service. If there ls any

“way s have oot exceaded your expectatisns

6
' [ -? P .. i g
. 2) . plesd®:leti usknow. We want you to be VERY
: E’.\r:enm LED. Thénk you & Bave an EXCELLENT Day.
, JIN, pRT, STEVE, HEIBHRI, GREG AND MARTY

PARTR AMALUNT 1,
[ GAR, UL, Lo iﬂ_
K S T
MERC, ChaNGEs w
[ TOTaL CHARGER pg9,.83
L83 ADin Q.00
T EALET XAk 14 77
MLEARE PAY

THIE AMOLNT "
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REPAIR ORDER
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Mickael Kaulman 9 Cracco Lage  Wayne, New Jersey 07470 973-696-0041

Volvo Cars of North America, LLC

Artey: Volvo Cuztomer Cave Center

T Volva Drive

Rockleigh, New Jersey 07647 4fra/=S

Dear Volvo.

I have been a loyal Violvo customer since 1999, My last 3 purchases have all been Volvos, I'm
not sure whether my next purchase will be a Volvp. I purchased a new 2000 580 in 1999 and &
new 2002 860 in 2002. Last month I purchased a used 2000 § 80, with anly 41,615 miles.

I have been loyal because of the perceived mfety facior that Volvo created. Governmental
agency and private testing reports generally seam to rate Volvo amany the safest, but Voivo
never seems to sand out as the best, Despite this, | have tiood by Volvo., [ have overlooked
bothersams aspscts of Volvo's cars, such as poor visibility, especially “blind spot=”, dirty
wheels, clocks that aren"t gcewate, paor eadio recapticn, etc.  Still, 1 have stood by Volvo,

Valvo also has a repistation for longevity, However, my expetience with the S8D that 1
purchasad in 1999, was that despite regular maintenance 21 the proper intervels, once the car
reachad 50,000 miles, many expensive repairs were needed.

1 purchazed the 2000 580 last month without sn extended warranty. [ figured that the car
should a1 least get to the $0,000-mile mark without costly repairs. Volvo seenss 1o demand 10's
Trom its dezlers, yet it doesn’t xppear to demand 10 of ikself. Now that I've exparienced being
on Lhe shont end of the 50,000-mile or 4 years, whichever comes first, | will give more weight
1p the warmniy in toaking my next purchasing decision. Tt seems 1o me that there’s a difference
between having an endiess amount of fime versus a reasonable amount of ime. 1'm niot
suggesting a 20-year/50,000 mile waranty. Volvo should, however, be able to stand behind a
§ or 7 year, 30,000 mile wwrranty. [ not, thet tells me something, which I'll have to consider
when buying my next vehicle,

Rather than just sharing my thoughts and complainis with you, F'm going to give you the
oppartunity o stand behind your product. Enaclosed are the 2 invoiccs to repair the electronic
thrortie madizle intake manifold and mass air flow senzor of my leas than 2 montb old used
2000 SBD, They occurred at 43,524 miles, but were fixed on 2 occasions (the sacond 44, 278)
becauss the dealership missed catching the sensor problem when fixing the throttle.

What can you do to restore my confidence in Voivo? You could reimburso me for the
$1,107.79 + $339.07. Even betier, you could provide me with the 24-month/24,000 mile
wamanty retroactive, 50 the repairs would be covered, Or you could sven just provide me with
i 36-momth/36,000 mile warranty golng farwand. 1 would still be out the $1,447, but you'd
show me your conlidencs in the vehicles that you manufacture.

Thank you for your congideration,
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April 14, 2005

Volvo Customar Relations

T Volve Drive

Reckleigh, NJ 07647

Aren: Unis Stern, Manager

Gant lemen:

I 2am the owner of kwo Volvas, & 1549 570 for whick I have
recelved a recall notice receatly. The zecond ig a 2000
X70. In sddition, membarcs of my family, incloding my 5
scns, own at least 3 or 4 ocher Volves. We have, for -he
most part, .bhesn satisfied withk them and we axre especially
saktlsfied by the service of aur dealer, Stillman Vaolva, in
West Chester.

Howevar, recantly, I toek my car In for, whac I thought was
going o be some minocr adjustment beczuse the car hesitaced
driving and instead endad up paylng over 52,000.00. Pert of
that was oz tiras which I understand. However, [ have no
idea why the part which had teo be replaced whlch was over
$600.00 falled. T have been driving for over 40 years,
have owned nupexous cars bub never had such a problem. I
was told it was not covered by warrancy but, in my oplnion,
1 balieve this part To be ao Intrinsic =o the ocparation of
the vehicle and it should be covered.




Volve Customer Relaticna

Fege 2.
April 14, 2i0%

I, of cocrs=, have paid the blll and I will continue to
drive the car, HRowever, I just want co iet vou Know Chat T
think thare are some things wrong with your vehicle sutch as

ovar priced repairs.

TFR: 11
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VOLVO

Volvo Cars of North Ameries, LLC

TMPORTANT RECALL NOTICE
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Janusry 2005
Deer Volvo Ounar:

This notice is scot to you in accondence with the requirements of the Motor Vehide
Safety A,

The rearon for this campaign:

Voiva Cars of North America, LLC (Valvo) has decided that a defect related 10 motor
vahicla safey exixis in the S2adlight switch of centain maode] year 1998-2000 870, V70,
€70 and V70X vehicles. In some casse, the connections in the headlight swiich may
deteriornte. If this occurs, the headlights will not function and a loss of visibitity may
accur, increasing the risk of & crash.

The corrective action congsts of inspeciing, and if necessary, replacing the beadlight
swilch with ome of 1 modified design

Wikat pou need to do:

Ploase call your authocized Volvo retailar as soon a3 posaible to schedule mn appointment.
This procedure will ba completed it no cost and will take approximataly 30 minutes. Due
i service scheduling, your Volve retsiler may require your vehicle for 3 ioager period of
fime.

I yous previccdy paid to have thia correstive action pexformed, Volvo will honor your
meceipt with a refund  Pleate contaet your sufhorized Volvo retuiler for details.
Please coniact:

If you have any questiona, please contact your Volvo retailer. If your retaller is unsble to
answer your quastions, please contact Valvo Customer Ralutions st 7 Volvo Drive
Rockleigh, New Jersay 07647 or phone 1-800-458-1552, Monday through Friday, 8:30

AM. 10 7:00 P.M. Easlern Time.
Yohea Curs of Harth Amares, LLE Telophoan et vulvocmrc. ool
i ”“"'“ ) ST 301 M- T8
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REMEMBER,
WE PROVIDE YOU WiTH:

» Algmative Teangportaton

+ Pointiess Dent Repalr

+ YOLVO Certifled Tachnicigng
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WEST CHESTER. PA
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713 204h Avanue
Bouth Baimar, NJ 07712
April 14, 2005

Valvo Cam of Morth America, LLC

Ona Prarmiar Maca

ining, CA D2918

Dear Ann Belec:

) fonteiting you conceming u defect willy iy 1999 Vol XC. The Elachonic Theattla Bylem
{Eﬁhhpﬂimhhmm&dlm Afier resaarching this [saue furthver, |
Lndersiang Volvo in wwang of this dafect and mute design comections o the 2002 XC. MHowever,
(reak doas Nt resolve the detect in my 1989 XC Volve Wagoh, which & the Magnetl Maroll Series
TOETM, There s sefous salety ivswes = lack of acosberalion, husitation, and siaslling &t cruising
sped — with ootsstophis ConapaqUENCes &5 & raull of this defect. 1 wm reguesting reimbersement
for the mainlengnca | poid (ves gndosurat) on the dideclive hrotis oystem while my wehloke was
undes wasranty, This urkt ahould hevs bean rapisced not serviced (re: class acton Rt
CAAS1934, Cellomnia Supreme Court). in addWion | expect Volvo to replace thits defactive unil
immodiately wiih tha new generstion modula (Hel-offect). | wil accapt nothing lesa than the above-
mantioned révmadistion from Valvo,

Al this tima, | em caonskdening tha purciase of & Volve kadan, howevst, my choles L [vest in
ancthar Yolva i dinecdy depandent on the action Vol takes with rectifiing the sclonowhedged
dafect bn my curment vehile, am providing you the opporiunity o resolva this issue Lo my
salistackon, Howsver, | am preparsd o escolabe thiy lsaus ¥ Volve doos nol kake tha appropriate
schon.

Your prompt attention to this mater |3 anticlpaied and apprecisted.
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March 31, 2005

7 Viohwe Driva

Deaar Eunfce Slem:
The dalect in the headlighl switch of cur 1398 Volva V70 XC occurred bafore recaipl of your Jelter

acknowladging thix defeel. Comective aotion v requivad inmadislely for safaty reesons. | expect
ralmbursemant for Yie cosl of both the pard plus lsbor {30 mimnes) ta remedy the defact.

Your prompt atiention bo thes matier ks anticlpated and sppreciaied.

Enclosures
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Valve Cars of North Amaerica, LLC

IMPORTANT RECALL NOYICE
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Janusary 2005
Dear Volvo Dwner:

This natice is sent to you in accaniance with the requircments of the Motar Veticle
Safcty Act.

TRke reazon for this campaign:

Voivo Cans of North Americs, LLC [Vigivo) has decided that a defact related 10 motor
vahicle safety exists in the headlight ywitch of cenain model yoar 1998-2000 $70, V70,
C70 and V7DXC vohicles, [n some casss, the connections in the hesdlight switch may
detericrate. H this occurs, the headlights will not function and a loss of visibifity may
oceur, increasing the rigk of a coash,

The corrective aclioa consists of inspecting, and if pecesgary, replacing the beedlight
switch with one of a modified design.

What you nead to da:

Please call your suthtrized Volvo rotailer as toom as possible to schedule an appoiniment,
This procedure will bo completed al no eost and will take approximaiely 30 micutos. Duc
i service xcheduling, your Violvo rotailer may require your vehicle for a longer period of
Y

I you previewsly paid to have this corrective sction performed, Volvo will honor your
receipl with a refund. Plesse contact your authorized Volvo retailer for dotails.

Pleare comtact:
If you have sny questions, please contact your Volvo reteiler, If your retailer is unshlc to
anmwer your questions, please contact Vaolvo Cosiomer Ralations at 7 Volvo Drive

Rockleigh, New Jersey 07647 or phone 1-800-458-1552, Moaday through Friday, 8:30
AM. to 7.00 PM. Eastern Time.

¥l Cannl & Nl Amarias, LLE Tobimhana Mt e ok we com

Vb Dvver )
Rockleigh, M D7H4Y FORTES 100



We have advisod the National Highway Traffic Safety Adminisiratton (MHTSA) that we
are conducting {his recall, 1f you are imable to bave this procedure performed wilhout
charge and within a ressonsble period of time, You may costact the NFHTSA
Administrator at 1-888-327-4236. The address is 400 Scventh Strest SW, Washington,
DC 20590

Federal 1gw requires that any vehicle le=mor receiving this recall notice must forward a
copy of this nolice to the lesgee within ten days. Legsor means 3 pergon oF entity thal is
the owner, as reflecied on the vehicle tidke, of any Rve or more leased wehicles.

Your safety and continucd satisfaction with your Volvo and the Volvo organization are
very important 10 us. 'We apologize for agy inconvenience this may cause and we
apprecinic your cooperation In amranging io have: this important service compileted As
quickly as possible,

Sincerely,

Eunice Stomn

Mixnager, Custorner Care

Pleare note: Accocding to Insurance Insitute for Highway Safety President Brian

O Neill, It is very important that owners of vehicles in which safety-related problems
have beea identified take these vehicles Mack to daalerships as soon as thoy receive notice

of a recall or service campaign. Such nolices should not be ignored or taken lightly.
There is jusi no neason to drive around in a vehicle with a ssfely-related defect ™




RECEIVED

MAY 5 2008
Shannon Kissel
POBaAAS CUSTOMER cagy.

Pomeroy, WA 99347
3099933920

Eisselman@pomeroy-wa.com

Yolvo Cars of North America
PO Box 914

Rockleigh, N.J. 07647
D4/29/05

To Whom It May Concern:

T am writing in hopes that there can be somesort of ion for the highly unusuzl
defect in my Volvo 5-80 T6, VIN ¥ YVITS00D4X

My Velvo wes repaired at Spokano Motor Cars, Inc.,, the Voivo desling in Spoksne April,
2005. T had a burnex] valve, which the mechumic told me is very umzsual in Volvo's. |
acked what 1 could have done to avoid this lmppening and he told me that it was likely it
was 2 defective part in the first place in that it burned at §8,000 miles. I calisd the
customer care center, and they also confirmed this to be a highly unusuaf problem. The
cost just to get into the cogine o fook and varify the burned valve was $1,300. The total
cout of the repair of the engine dus o the turmed valve was $4,115.55. Thisis en

extremely bigh cast repair,

In addition, | replaced the throttle body for $1,000 in August, 2004. Before that, the

trangmission hose came off while 1 was driving in a rural ares and } had it towed for

repairs. Before this, 1 replaced a couple of 3ansors related to surging of tho vehicle at
over $400, which may have been the throtite body going bad all along.

1 am happy with tha safety feanires, the comfort and drivability of my Volvo. | am very
concemned that T had to pay over 54,000 to hesically replace the 1op half of my sogine at
£2.000 miles. When I was sald my vehicle, the sales person weol on nd on about how

Valvo engines run 5o long withowt problems.  This has not been my experiance.

I have atached a copy of the ropair bill and #emization for the engine problem. [ hope
that you could assist me somehow with Ihig issue.

Sincerely,
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// WCS Automotive

* Biahop Lane INVOICE
Rockland, MA. 02370 5730
Phone - 781-871-1337 Faxx - 761-002-7116
RPQL3?
Thank you kr vy business snd confidenca in ug. EPA MV 717357
Print Dabe ; 022052004
1939 Valvo - VT XE
2.4L, Indneb, VIN {58)
m#i Odometar In:
Cohaseet, MA Uit # ; Odomater Out : 60512
vin #: WiILZBSDEX
CustiD: 2819 Hat#: Rel#:
Pat Description / Nurnber Oty List Exiwnded Labor Deacripion Extandad
CASTROL 10WS GTH Lube, oif, filoer oud safity chegk 1900
130 600 301 IR08}  Replaco cogior oil nod fier, Lubricate
OIL FILTER badysuspersion componnts a8 névded.
1275810 1.00 9.34 0803 ] Checlo/scinmt sl fluid [ovely, Safety chock vires,
¥n 1.00 1.13 L] compoucn
LB Remot maintenance ramindac Light vy saaded. =
1137 200 L9 3.7 | Replace Braliws) as nemiml e ©
“THROTTLE PODY Comploted. =4
Bad4347 100 53500  233.00 | BTS lighcon. LBO.DD 3
GASKET f THROTTLE BODY Raplacx Bty chertromic taostio module =
. aAaeTs) 10 332 382 Resyncheeised vehichs campeter w/Volve VITal z
SOFTWARE DOWNLOAINUPGRADE wysicre (CDM downlond) s koaded new moftwan: 3
S8 1.0 .00 4000 | bwo ETM. PCV syTem clesned while spart for iy
FOFTWARE DOWHLOADIPGRADE ropai.
Ipd1E 100 40.00 40.0¢ | Suspenyion scrvice, 7200
HUB ASSEMBLY Repleced warn hub/bgaring sewmbly - LF.
TTSE 160 1E79s (RTS8 o0 Rocornndations 4
0,000 mile service sppeox. 3350 P+L
Front sway ber cndlisks 5220 P+L
LF fog lamp $150 ML
Turbo dowin ibe rescnl £210 P,
i ¢l doc mot Mdich <dhars,
Eippir tomqua mouni,
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VOLVO

Veive Cars of North America, LLT
IMPORTANT RECALL NOTICE

P 4wastantomasbsrns o e o (NCHT A3
123G IR ?
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I“I#"ll l"ll (1} Illllll Il [ 11 ] ll“l‘l Ilil 1 ltl‘lil Ill 1 Il Il "I'I“II Il:

Jamuary 2005
Denr Valvo Qumar;

‘This notice is sent $o you in accordancs with the requirements of the Motor Vehiclke
Safety Act.

The rearon Jor this compaign:

Yolvo Cars of North America, L1.C {Valvo) has decided that a defect relalad to mator
vehiale safety exists in the beadlight switch of cortein model yesr 1998-2000 570, V70,
C70 and Y0XC vehicles. In some caxcs, the comnections in the headlight switch may
deseriorate. 1f this oceury, the headlights will nat funcion and a 1oss of visthility may
otcur, increasing the 1isk of a erash.

The comective action consists of inspesting, and §f neceasary, replacing the headlight
awitch with one of 2 modified design.

What you need to do:

Please call your suthorized Volvo retailes as 3oon as possible Lo schedule an appeintment.
This procedure will be complated st no cost and will take approximately 30 minutes. Due
1o setvice schoduling, your Volvo retailes may require your vehice for & longer period of
e,

If you previously paid 10 have this comeesive action performed, Volvo will bonor your
receipt with a refind. Please contact yous suthorized Volvoe retailer for details.

Plomye contage:

1€ you have any questions, please contact your Yolvo retailer, 1f your retailer is unable to
angwer your questions, please contnct Volvo Cusiomer Relations st 7 Volvo Drive
Rockleigh, New Jeraey 07647 or phane 1-800-458-1552, Monday through Friday, 8:30

AM. to 7.00 # M. Esstern Time.

Vilve Cavs &l Honih Asmrica. LLC Tesrpharm 5 R SR
Vot Derg 201700 Y0

Hockiergh N 4T
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RECEIVED

MAY _9 2005
CUSTOMER CARE

Chairman of the Board

Yoivo Cars of North Americe, LLC
Atin: Valve Castomer Care Center
7 Valva Dirive

Rockleigh, Now Jersey 07647
To Whonm It May Concemn:

{ have reggnily been foreed 1o Lake my 1999 Valvo 570 in for service as & result of
multiple salling on several major freeways.. As a result of reading the article in the Los
Angeles Times thls moming Q570305 1 feel it Is your duty not only to respond o yoir
comumers bt to fix their problexns with your products.

About six yeors aga, when my dwughter turmd 16, 1 fulfillad a promise that | had made w
biee, and leased (and then subsequently purchased) a new 1999 $70 Volva. I chose Volve
because [ wanted her to drive the “safest™ car on the road, as your company maintainy
that it is.

On Wednzsday March 237, my daughier was driving at approximately 65 mph
westbound on the 210 Freevay in Los Angeles. As sho acceleratad to chunge lanes, she
suddenly felt the car jolt, on her dashboard rumevous Jights lit up (includiag the Check
Engine light), and her spsedometer draatically went from 70 mph 1o 0 mph.  Thankfily,
she was able Lo exit the freeway. Al thin pont she calls me in hysterics and subsequently
the car eid my deughier were towed 10 & meshanic near our home:

The owtside mechanie took the car io the Volvo doaler in Senta Monica. The service
invoice read, “Scan BCM and pull codes ABB module apd replece module, reset code™.
The diagnosis was a faulty control that powars the computerived brakes, Volvo assured
my mechanic that the czr wes fixed sod my total bill on March 29, 2005 for this was
£949.54.

Sarisfied (hat the vehicle had been fixed my daughter wok the car back out on the roed.
On Mouday Aprfl 11, 2005 (not even twa waeks after the previous incldent), my daughter
was merging onto the 10 Frecway heading westbound. She acceleralad to 70 mph and
bad just goren all the way over into the far lefi-hand lane when the car jolted again, this
titne owuch more auddenly, and my dmighter began to drastically looss speed. She said
the car, “feht like it was going 20 raph and losing speed™, she was able fo ¢ut across three
lanss to get over inio the right-hand shoulder, In this situsilon, my daughter barely
misted heing rour-snded and side-swipied by 1 berga tractor tralter truch. 1 you an
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all familinr with Southern California frecvays, you will undersiand that it is only by the
grace of god that my daughter was not killed or maimed in one of these incideats, Notwo
say anything for (he injures or damage an peeidant At these speeds would have also
caused other deivers, | am cxtremely gratefil that her cantion and driving ability enabled
ber to prevent serioes and possibly even life threstening injuries.

Afier this, 1 cetumed 1 \he service depariment of the Santz Monica, Ca Volvo and in the
presence of the outside mechanic who hod beought the car 1 Santa Moaics Yolvo {Mr.
Tony Tepcerra), 1 spoke 1o the service manager. ] asked, “Have there been auy odier such
occisTences reported by North America Violed,” and he said, “No,” | menticned 1o the
service monager that this could not be the first car this is happened to and again there wax
o admission that sny such ocourrencss had been roporied.  Adter they inspected the car.
they assured me the problem would be correcied by replacing the defective air flow
meter. According 1o their service memo (copy enclosed), the service to be

waa, “CHECK ENGINE LITE ON UNITS: 2.00 TECH(s): 7621. CUSTOMER STATES
CHECK ENGINE LIGHT AND ETS LIGHES CAME ON DASH. VEHICLE LOST
POWER WHILE DRIVING AT APPROX 70 MPH FOUND DTC CODES ECM-1300.

Ecm-mca.ﬁm SIOEFLOGGED W

m DUWNLQMJ BOFTW&RE U‘PGE&DE FDR ETM. TEST DROVE
VEHICLE AT HWY S8PEEDS OF 60-70 MPH OVER 50 MILES. NO RE-OCCURING
FROBLEMS AND CODES DID NOT RETURN.®

The car was driven by the service depaninent-after they had fixed it because I demanded
thet they mke sure the vehicle was fixed and safr to drive. The invoice from 4/11/03
also noied that | requicstod the zorvice departneent to check for ANY apd ALL recalls or
peading recalls in regend to this vehicle. They stated e only recall was a replacement of
a headlight switch. My danghier's car was pieked up from Volvo on April 20, 2005 and
mny crodii card wes cherged apather $412.50. In the meantime, my daughter had to zent &
car From April 12-April 20, wialing another $500.00.

Furthermore, | have researched into our past imvoices and found that this “Faulty mass air
flow meter has been replaced bafore. During the summer of 2003, the lease agreement
ended and we decided 1o purchasc the car. Atthis point, the cor needed to he smog
checked in order to ra-vegister it with Califoruit under new ownership. My daughier took
the car into a local gan station to do this, and was told that the car would not pass
inspection with the cheek engine light on. She then told them what Volvo had tald her in
the pas, it was simply & gas cap dsat hadn't been tumed corrcedly, and she would quickly
ke it 10 Volvo to fix. Accordng o the service records of my 1999 Valvo 570, oo
2/19/03, when the car had 42,513 miles, the same problem that we are dealing wilh today
nn:un:dwhmtnchmnmmmdwmhﬁreth:mﬂgﬂhﬂk,w

Thumpurcnatmui!ﬁldl Il'll:adkmmﬂntﬂmpmblemwnuldmbe fixed and
would recccur two years later, | would not have purchiassd the car.
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Inﬁnﬂwmnhinmmthiuhhmy,lnmmﬁndthﬂmydmghmhﬂs
previously complained of this “eheck engine light™ dating back 1o 11/23402. At this
pinhﬂrwwmmmdﬂumiudmmldhulh:ﬂghtm
coming oo doe bk a loose gas cap, She was told thal the repair of this “minor™ problem
that would be fixed ﬁ:rﬁruth:‘ﬁrﬂthu.hla&uthhﬂmwmldhenchugc. Again,
on 5/16/03 she complains of the chock engina light and is told “FOUND CODE 4308
EVAPORATIVE VALVE AT FAULT. REPLACED EVAP VALVE AND RESET™ It
ismlywhmﬂwmplnin:ufﬂuebmkmgilﬁiﬂtmiﬂm.whmlhcﬂrhujlm
budy{b}rlmumhlwmﬂdliketoaddlmmoﬁuwﬂmwemmlditha
mass sir flaow problem. Afier the 8/19/03 sexvice, the check engine light does not
frequently re-appear as it had before, and only re-appears during these recent incidents.

1 am not accusing anyone of misdiagnosing the problema on 11/23/02 or 51603 or
yierhaps the oumernis other tinves 1 know my daughver took e Violvo in the aervice
depertment complaining of the clieck engine tight. My daughter has vigilantly taken care
ofﬂﬁiw,hchﬂingﬁwmﬂymvichamddwmﬁlﬁn;hnit&pmﬁmpﬂlim
(even in todxy’s gas price market). But, in Bght of this new information, 1 wonder il ihe
check engine light that ocour frequently between 1999-2003 was actually indicating the
problem [ am facing todey. [ have new spemt 52224.46 in an offort to fix this prabfem
and [ am oot rexsswred that it is fixed. The first air flow fallure ocowred m 42,513
miles; the second air flow peoblern wax disgosod at 65,564 miles, some 23051 miles
loter. How do I know that ihe pext failure won' accur in 100 miles?

In light of this ssticle in the Los Angeies Times, 1 am appalled by the behavier and
actiens of the hesdquarters of Volwe of Nortir America, Apparenily not al] deslers have
been notificd of the fauity theoitle system. In the past two months, my daughter has bagn
forced to endure two incidemts that could have resubied in death or serious injuries due 1o
a problem widely known 1o Volvo, Why thixiswue has not bess revealed to all Volve
service techaiciams and Volvo customers affeeted startles me and is extremely wppalling.
A company thut prides 1tself on eafcty and rallability has let their customers down. and
for a newspaper to bave to print an articls highlighting thess issuey is an embarrossment
to the company and 10 all of us that drive Volve's. The face that the same problem was
tiagnosed and trested on 8/15/03 bur has remmrfaced again on April 11, 2005 desply
concerna me.  Furthermaore, the fact that ihts cax was taken into your scrvics department
and misdiagnosed fs extrernely alarming. 'Will my daughter be so lucky the nex1 time?

In retrospect, from what | resd in the LA, Times, all Volve owners should have and
should be warned of this potewtially dangerows defect. Even more disturbing, the article
implics to me thal the basic problem may not be fixed ¢ven with replacing the flow
meter. The L.A. Times axticle writes that “Aceording to a Volvo memo in March 2000,
*we ive bad probiems with faulty throtiles in the car plants._cte.”. For all we know,
thase loes my daughier’s check angine lights flashed before har warranty ended could
have been indicators not for a gas cap problem but mther the much more imponant issue
vie are foreed to address now.  Flease clarify for me whether the new deviees have fixed
the problem (it scems to me in light of my service records that it hasn't) or if the same
problem will recur with time (as it has).
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Al Lhis point, 1 feel Like 1 will s=]l the cer because [ am oot willing to ke & third chance
with my daughter's life. But to whom shai} | gel? it t07 Wouid it be prudent of me to sell
4 vehicle [ know to have & safety problem that puts the lives of the driver and other
drivers on the road a1 risk f serious injury? As & doctor, 1 ook the Hippocratic Oath Lo
proserve, protect, and provide the appropriate care to keep patients alive and oul of karms
way. Of aH people, § should not allow a dengerous vehicle ifke the one [ puschased from
your company o go out on the road with the possibility that o strious accidem could
occur. [am forced o disclosa the problem to any potential buyer. And yel, who would
purchase the car after surh a disclosure? Or what would such a disclasure do o my
resale valuc? Certainly it will lower the intringic value of the sitomobile. It seems 10 me
Lhat Volvo had the same obligation to disclase to me the issucs with our vehicle ax soon
as the company beeame aware of these issues, and w cither devise & way 10 Rx these
izswed or 1o purchase back the car from me as 3 good faith effont 1o shovy your continued
dedication w safety.

My {fina) thought is this. According to the article in the Los Angeles Times, California
Law requires that, “The basic warrapty on the cars i3 four years ar 50,000 miles, though
in Califoria emissions-related components [such as the ETM] by law arc covered for
seven years or 70,000 miles.” This would indicate that sy and all repeirs related to this
issuc should have been and are covered under warmanty by law. if this is the case |
demand that you immediatety reimburse ma for il costs | have incurred as a result of te
problems T have highlighted through out my letter. [ also dermand thal you comact the
immediately with your offer to repurchase the 2ar ffom me at the velue that is stile pwed
on it g8 of keday.-

cC

Volve of Santa Monica
Service Deparimem

1301 Senta Monica Blvd.
Sants Monpica, CA 90404

Ford Mmor

Customer Relationship Center
P.O. Box 5248

Dearborn, M1 48126




Californin Air Resources Board
1001 "I" Strect

P.0. Box 2815

Sacramento, CA 95812

1.5, Environment Protection Agency
Envirommenial Protextion Agency

15 Hawthorne Street

Sen Francisco, CA 94105

Myron Levin

Times Staff Writer

Loz Angeles Times

202 W, 1=t Bt

Los Angeles, CA 90012
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STERLING A. BRENXNAN
S5019W. OLD OAK LANE MaY 18 200
HicHLAMD, LA 83003
{I01) 756-2)37 CUSTOMER CARE
May 7, 2005
Ms, Anny Belec
President
Valvo Cars North America
7 Volve Drive
Rockleigh, New Jersey 07647
Greg Qlecson
Generel Manager
Ken Garff Yolvo of Salt Lake
525 S, Siawe Siroat

Salt Lake Cicy, Litah 841 [ 1
Dear Ms. Belec and Mr. Gleeson:

1 hope that | bave the right contact information for each of you, and that you both
will be in a pogition 1o help me. | have, at least until of late, been a loyal YVolvo custemer.
I purchased my first Volvo {1 940 GI.) in 1992, and then | bought a 1999 580 T'6 from
Volvo of Irvine (Califomnia), Frankly, the 580 has been nothing but trouble for me, and |
have been told by seversl Volvo employess that the car has been riddled with problerms
across the board. indeed, | evén was told by & representative of Ken Garff Volvo thai |
would Hkely gel 8 poor trade in credil on my S80 even 10 buy o new Yolvo because the
muadc) yvear 1 purchased is recognized a5 boing B “problem year™

To give you an idea of the exireordinary costs that | have incurred to maimain my
580, | printed out from my Cricken entries the expendilures that [ have made since June
2000 at Volvo dealershipe to service the various problems T have faced. Eaclosed are
those print outs. As you will se¢, 1 incwmed 34,473.48 at Valvo of Irvine, another
$2,301.95 a1 Volvo of Orange County, and over just the past year-and-a-hall, an
astounding 53,117.69 at Ken Garff Valvo in Salt Lake City, These exponditures total a
whopping $12,165,12 on dealership servico expendilures alone, [nshort, | think Valvo
has more than msde a substantial profit off of me.

After a number of service calls tr Ken Garlt' Volva over a recuming emissions
problem warning light that kept coming on, [ was told that the thrattle wnit in my S80 was
Pty and needed 1o be replaced. That cost me §1,127.67 at Ken Garff Velvo to have
dizgnased and replaced (enclosed ave the pertinent service invoices reflecting these
payinents). Never al any tirne, howevér, was I told that this same throttle tnil had been a
systematic problem for Volve. Even without that informatien | was preity upset about




N N

that cost and felt that [ had been taken. Then, while traveling on buginess in Southem
California last week, | raad the anicle on this very problem that appeared m the May 3,
2005 edition of the biintss scciion of the Loy Angeles Timres (1 asaurme thet vou have
sccn the article, but if not & copy is eotlosed). The experiences (aced by Volvo
customers referenced in the article motch mine, but with a couple of significant
exceptions. First, I paid Tar more than the customers referenced in the anticle did to ave
my defective throttl: onit replaced (adding to my concems tha Ken GarfT Volva iz
hyper-expensive and is overcharging me). 8econd, despilc my past demonsirated Jovalty
0 Volvo and the extrmerdinary service paymenis [ have made, [ was not one of the lucky
few for whiom Volvo actually did the right thing and replaced the throtile unis without
charge, even If ouiside the warranty period.

Just ns Catifornis officials are pushing Volve i do, 1 hereby demand thar Valve
rcimburse me for the cost [ incurred ($1,127.67) necded 0 have the defective throrile unit
sroplaced. [ expect prompt and complete action and satisfaction on Lhis mauer. Othenvise.
1 am going to consider available Icgaf opitons.

Thank you in advance for your anticipated full cooperation in doing lhe right
ihing and rezolving my concerny,

Enclosures
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RECEIVED
MAY 10 205
CUSTOMER cane

BREWSTER, MA_
VYolve Cars of North America
7 Volvo Drive
Rockleigh, NI 07647 05May2005S
Oreeungs,

1 bave in the past been very happy with Volvo used {(and even one new) cars.
| write to go back to a problem that until now, I dida’t have the time to
address-actually | thought that ! would have heard from you in response to
my previous imguiry. | brought a blue §-30, 2000 (YVITS90DsY N
to Trans-Atlantic for a problem with acceleration on 20 Nov 2003. Trans-
Aslantic is where I purchased the vehicle. The next day the problem was
fixed (along with a routine GOF).

| protested my responsibility for $477.90 due to the Volvo used car
warranty.

[ was told that it would he covered but Volvo had no record of my coverage.
TAM iold me they had the cancelled check from them o Volvo but nothing
further transpired other than me going back overseas.

On (0d March 2004, | traded the S-80 in for a new C-70; at tha titne the
odometer ol the S-80 was 60,000 miles.

Now that 1 have the time to address this problem, 1 would appreciate you
help in correcting it.

Re

nel: service reco
-70 purchase agreement for C-70
Copy to Trans-Atlantic Motors
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MAY 12 2005
Rick Jin CUSTO
7611 Maribath Drive MER CARE
Dallas, TX 75252
H (214) 657-1090
May 9, 2005
Vaivo Cars of Worth America, 1.LC
Al Volvoe Custamer Care Center
7 Volva Drive

Rockleigh, New Jascy 07647

Rek  Coat fac Throttls Body Repelr
Deslarship=  Vulvo of Richardson
ving Yvitsel)sy N

Dears Sir/Madam:

12m writing to complain aboat our recmt experience with cur 2000 Velvo S70and seek
Teimbinement on the ropaly cost incurmed on March 31, 2005 {please sce the attached receipt):

We purchased this car for oy wike from the above mentioned dealership (Volve of Richardson
Phone # 972-844-1700) 1n 2000. For the most part, we have been tho prowd owner of this car. We
were sven thinking about uprgeading to the new X090, Our peroeplion was changad by a recent
joucident, during which Hime, my wike almost got Into a life-threatening accident due to the
siiden fuilure of the “throtile body sysem”. Thishappened without any deteciable wamimny. She
couldn’'t contzol the car as the gas pedal didn’t spond. She was horrified as she was in the
mididle nf o busy inbersoction and more than 10 miles away from home. It was also n the evening
hours when she was warrying about ler ovwn safety, When she finally got home after 2 hours in
speed of 5 mph, she Immediately burst into teaes....

Over the past manth, we have been researching and learned that this mudden failure of the
eleririca] Ghpnttle body system in 4 "commot problem on 2000 Volve $7) ard certain other
pwodel curs. 1k da mainly caused by parts thal wene made in ltaly. Newer models don't have this
problem any more. Many, inchuling tha dealership mechanics say that this failure is nob 2 matier
nf =i bt “when,

T

We learned thai some consumer groups are conducting a class action lawsuit against Volveo for
not dotng anything shout this deficiency...

Based onmy wile's near accident-causing experiance, and bused on infortnation we have

gattvered 5o fax, we are heteby submilting 8 formal complaint shout this deficiency and am

requesting a partial if not o full reimbursemeant om the repair cost as shown in this altached
b

Singerely yours,

Abtachment; Service recolpt by Yolvo of Richardson daled 3-31-2005
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Pasa Roblos, Catiforrix [N MAY 16 2005
_ 9 May 2005 CUSTOMEH o
Violve Cars of Morth Ameries LIT RE
Volve Drive
Rockleigh, Nf 07647
Dear Sir:

My wifa and [ ewrrently own a 1999 Yolvo Y70 GLT wagon.

Last vear, the ETS light on the dashboard came oo and the engine bagan running rough; then the
problern cleared itself. A loca! mechauic advieed that his shop could not troubleshoot the
probien, os it was no longer manifating itself At that time, the car had 65,000 miles o it
within both time and mileags Hmits for the Ceriified Pre-owned Volvo warranty.

Tior warranty expired on March 19, 2005,

On Ap:) 28, with 73,614 milcs ¢n the vehicle, the ETS ligiu camo back on. The sngine gave

of sexious timing or fuel problems, remning very Tokghly at stan-up. Eveotuaily, the
ronugh idle claared itself, and the engine for the memen scems o he nmning smoochly. However,
the light remains on whenever we drive the car, The same mochanlc bas advised us now to use the
car fior long tripz, until the problem i idontified and rescived.

Recently, the Los Angelos Tives carriod a lenthy artichs (tsached) sbout the problem with the
Electranic Throttle Module used in mamenoos Valvo models snd year, mchuding the 199¢ V70,
The symproms deseribed i the aricle are the same a3 the intermiticnr problesms we bave
ancoumtered with our car,

1t would appear from the acicls that Violvo know about the problem during developmear of the
elecoronic thromle, and Inter whan it rolcased fhe new modets for sale. It also appesrs that it was

an cagineering and design problom, mthar than something brought an by onmer mis-usc.

We like the Volvo; it is safe, comibrtable, scommnical 1o drivg, and, thus far, has been g reliable
vehicle. We would Liks to contipne tor o a Volvo inbg the foture, due (o s excellem safcty
reputation, Howuvez, we am copcered about its reliabilisy, due ro this issue.

The purpose of this lottor & to docunent vur tpencnct, in the cvent thet & sattioment agaeemonl
iy ronched betwecn Volvo of Narth America snd any state or federn] regulatory sgencies.

Respactfutly submitred,

o Emith Vatvo, San Luis Obikpo, California: Hooombie Tom Blakestes. Califomir Stale Asgemidy,
Hooorsble Abel Maldanedo, Califrmia Sune Scnale: Cslifmia Ar Resayrces Baard

Erclomome
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Pressure Increases on Volvo to Pay to Replace
Faulty Throttles

Air quality officials press for a warranty extension. The firm
also faces a class-action suit.

By Myroa Levin
Times Seaff Whiiter

May 3, 2005
Dafective throtties in 1999-2001 Volvas have been faiting at uousually high rates, cousing cars to

stli, raising air eewissions and sticking ovmers with costly repairs,

Stave and federdl niv quality officials are pressing Volvo for a commitment to spend millions of
dollars to replace the devioes as they fail, and to reimburse owners who have paid for the work
thamzelves.

The: fanlty components are elecirenic Lthrotide madsles, of ETMs, which Volve began substijuting
For traditional mechanical ihroeiles in its '99 modals. Although designed for a usoful life of 100,000
tniles, an estimated 219% to 94% will fafl within thae time, depending on vehicle model, acconding
to reports by Valvo to the Californie Air Resources Board and the U1.S. Environmental Protection

Agency.

The state air board, backed Oy the EPA, wants Volvo to wxtend the warmanty on tha throttles 1o 10
yoars and unfimited miles and raimburse cwners who have already paid as much zs $1,000 to
replace thet. The basic warranty on the cary iy four years or 50,000 miles, though in Califomnia
emissions-related components by Lew are covered for aaven years ar 70,000 miles.

The faulry throtiles also are the subject of a class-action suit charging that Volvo violmed
Califmia law by issuing a so-calied secret warranty ta assist some bus nok all owners with
defective throitles.

Volvo executives refused 1o be interviewed or to enswer wrinten questions but aid in & prepared
steternent that it “is working with the Cafifornis Air Resources Board relative 1o the ETM, and we
are fully cooperating with them.”

Although pressure on Volvo is coming mainly from Califomia, eny warranty extensions and

I,
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Los Angeles Times: Pressure lacreases on Velvo to Pay to Replace Faulty Throtiles mlﬁ;eF:ZnH

rambursements would apply aativewide, Yolvo would not sey hew many vehicles are involved.
But besed on U.5. sales of affected vehicles, inchuding C70, $70, V70, S50 and S20 Series Volvos,
thw rumber appears to by 200,000 1> 300,000 cars.

"We're in the gray area baiweaen consumer protection and emissions control,” said John Urkov, e
branch chief with the Air Resources Board. Yolvo is “going to have io spend some nloney 1o do
what we fect s the mimimum necessary to pet out of this situdon.”

At a meeting with company representatives Feb. 23, air board officials ngjected sranments tha
Yolvo had glready taken all ressonable staps and was not réspontible past the warranty period. The
eutomaker is expected ta respond ety néxt month ta the mquest for a warranty extenslon, Lrkov
aaid.

For the Swelish carmaker, a Ford Motor Co. unit known for advinced safety and technological
sophistication, the problom has been a0 embarrassing and expensive headache.

"ETM issues &ré currenily & major source of waranty cost and customer dissatisfiction in the U.S.
market,” said g Juoe 29, 2004, internal document peoxduced in the fawsuit against Volvo.

Customers have compluinad of dangerous stailing episodes on major thoroughfares and have
eccused Valvo representatives of irying to shift blame by telling cwners they had boughi bad
gasdling or did not follow the recommended maistenance schedule.

*] feel the representatives of Volve misled me, " mid Christine Noriega of Mar Vista, who said she
recently paid sbout $200 to service the throitle in ber Volvo sedan after a dealer inaccurately told
her that her warranty had sxpived.

"The June 2004 Vlvo document said that in just over a year, the company had paid more then $13.5
tnillion to replace or clean 27,200 throttles and to buy back cars as a goodwill gesture.

In many cases, however, owners have paid for the work because their warranties had expired or
they did not kmow the throtile was covered,

The class-action 3uit concems a July 2001 Volvo notice ta dealers agresing to pay for one ETM
cleaning par cuskuner. Califomnia is one of 1 handfil of states thet bar secret warranties, in which
vehicle makers extand service 1o owners who squarvk the |oudest but £ail to tell afl owners.

The 1awauil, Gled in Sacramente County Superior Cour: by San Mateo, Calil', law firm Fazio &
Micheletti, alleges that the Volvo notice kmounted 0 2 sécret warnmnty.

Dina Michelelti, & parmer in the firm, said the action was suspect for another reason too; Volvo has
acknowledged in Internal documenis that cleaning & faulty throttle to remove cily deposits that
cansed the malfuncrion can keep the device going enly for o while. Thus, the procedure ¢an get
Volvo beyond the waranty period, with owners getiing stuck later with the higher cost of throtile
replacement,

Volvo said it "is actively defending the case and believes it has compliad with the applicable
Californiz baw.”

When Volvo introduced i1, the ETM was considerad an advanes over the mechanical chrostles vsed
in virually all other oars and trucks. Like the mechenical version, it's & valve that flaps open and

hitp/iwww latimes.comAusinessla-fi-volvolmaydd, 1,105453) prine story Tereck=1&cset... /12005
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shut 1o coatrol airflow v the fis] system snd, ultimately. the oulput of power from the angine.

Butin aticast the first three madel years, the electronic throttles were essily fouled by carbon
deposiiz, causing rough idle, incraased emissionseand fraquenty loss of power and stalls. Michsletti
said warranty claims dats peoduced in the lawsnit reflected close to 1,000 reports of stalling from
Califormis Volvo ownars alone,

Vedva documeats show that the problem reared its head in the factory even before '99 models hit
the showroom,

Acconding to & Volvo memo in March 2000, “we have had problems with faulty throttles in the car
plants ... since SOP 98w20" — g reference (o the start of production in the 20th wesk of 1998,

Volvo scrapped the original design and switched suppliers early in the ‘02 mode! vear, & change
that iz belisved to have reduced the problem.

Unkov said throtile malfunctions caused cars £ pallute moro than they otherwise woul 3. But he
sxid tve Air Resources Board hed not ordered a recail, because it couldn't prove that the extra
emissions excoedad legal uandards,

At an dltermative, he said, the sgency is pushing the extended warranty ag *the proper comeciive
acticn.” Urkov sald Valvo's stanoe had been that once the warranty expirod, maintaining the ETM
should be the owner's responsbility,

That arpument “bazically fell on deef ear,” he said, because Valvo had certifiad the device a3
nmaintenance-frez whan the emissions system was approved. "We want Volvo {0 ... ¥ep up to the
phate,” Urkov said,

Through Internet chat rooms and e-mail nerworks, Volve owners have been ealling For action mo.

One unkeppy customer I ¢ Eethesds, Md.. was traveling with her family in Jaouary
when their 2000 Yolvo V0 XC station wagon suddenly siafled 2nd would not sart.

The vehicle had only 42,000 miles on it but was mere than 4 years old, 10 Wilson had to spend
nearly 51,000 to replace the ETM. She said a Volvo dealer told her it was her fauly — dhat *if ir's
hqpm;;:tﬁﬂﬂﬂmﬂq that must mean the car has been abused or you've been puiting wrong
s in tha car.”

Wilson said she was thanldful, bowever, that the car hed died in daylight on a majoc street, rather
than at night on & freewny, when the resoit could have besn much warse.

She wrote 10 Volvo to request a recell on safety grounds. In reply, Volvo suggestod that
experiences like hers wers rare.

*Sometimes individuml vehicles axparience isolsted simationa ™ the Volva letter gaid.
Accarding to Wilson, Valvo "was lying that this wis an ynusual occurrence, whenses it is not. ™

Noriega lest month took her Volve 10 a dealer after il began sialling. She said she was Lold that her
warranty had expired and was charged for an ETM cleaning.

I 102003
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Volvo Cars of North America May 17, 25
Amny: Volvo Customer Care Conter

7 Volvo Drive RECEIVED
Rockleigh, New Jersey 07647

MAY 2 ¢ 2005
Doar purveyor of low-quality cars, GUSTUMEH CARE

We purchased our 2001 Volve V76 T5 now, during the summer of 2000. Our reasons for
purchnsing Lhis var were w find a safe, reliable car for our Bamily. Sinee our purchuse, the
vehicie has lived in the repair shop. At first it was litle inconveniences: the door ke the fusl tank
fell off. the aeatbelt malfunctioned, the lightbulbs regularly burned out, and an ¢ntire Hpht secket
fell put. The var also makes a grinding noise when making sharp wms that two different Voive
dealors suitl was caused by a differont problens,  Visual inspection shows thax the OEMasize lires
ruh the wheel well when taming,

In additioz, your EM tire wrench broke and although Volvo sent us & replacement, the
replecement did not fit the lugnuts. 'We have purchased our own quality wrench for our lusury
cur, How fidiculyus!

Then. shordy after the wareanty expired, the thrartle body moduletor failed ta the tune ol 1600,
Our mechanic couldn't fix it 50 we went 1o the very poor repair shop s the deler. The dealer
infornied s thet this is 2 “common problem™ for Volvos and we should expect this 1o happer:
ugain in a few years, While in the repair shop 10 fix this probicm, the mechanics nuticed thut he
ergzine mount had cracked and rotted, in our four-year obd car, and they wanted 5330 w make
this simple repair. The car was towed back 1o the repair shop two weeka bater for a hose thar eell
off.  In addition, the fromt light bulb socket mefted. Theok gaodness my husband is handy with
a soldering iron! He fixed the problem for $200 lass than your dealer wanied. One monih aller
thut. the car was-again laken (0 the dealer because cur regular mechanic could not ger the cnde
jmlonnation ibra failed O, sensor.

We [inally thought we were finished with repair bills for a while, when three weeks atter 1he
car’s lust visit to the repair shop we reveived analher eror message regarding the emissions.
Will iteverend? You cannot imagine our dissppointment with this ear. Family ears need ta be
sule and reliable. Our Volvo was supposed have these qualities. but is only half wav there. Aan
manufiaciuger, you should step up 10 the plate and be prozctive in addressing the throrde by
mwdndntor, consant lighi-bulb bumowts, and Jow-quality engine mouns issues. You shoutd
provide sl shops the wols and information o fiX vour cars.

At least. please sond me a bumper sticker that reads. ““The parts falling ofY vhis car rapresen: the
ultimate in Volva guality,” and some spare bulbs.
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May 19, 2005 CUSTOMER CARE

VIN: YVISWSID1| 06/00

Valva Cars of North America
Customer Care
7 Voho Drive

Rockreigh, NI 07647

Bear Volve,

I purchased a beauliful biack 2001 Volvo VA with 43,862 rolles on it back on August
19, 2004, This car is my wile's and 1 first Volvo and we enjoy it very much. We had n
2000 BMW 3251 with 75,000+ miles and with & pew addition to our family we definitely
necded 8 bigger cir wnd this Yolvo socms o be exactly whit we needed. 1 purchased the
vehiclke at Leith Jaguar in Cary, NC. We had the vehicle checked out by our mechanic
and with the vehicle well serviced at the Violvo Deslership he gave us good fead back
aboun the car.

To bagin, in Jaraary due o the akemator going owl and under charging the battery we
had our firsl mijor' reparie, en aiternator and & bottery. The battery might pot seem like a
major repafr I'Il pramt you thet but why would ni alternator go bad at a bii over 49,889
miles? Okay — T'|] agree that things go bad bt come on.  See receipts from Colomy Tire
(Total repair cost $671.56). Keep in mind both the banery and the aliernator where
purchased jrom Velve.

Secondly, in mid Febroary my wife had trouble with the car on the way home Trom
Charleston S8C. She did make it hore and then took the car 1o Peak Automotive Scrviee
m Apex, NC. They ran 3 diagnostic test and no oodes {as socn in the receipr enclosed)
came np. They beHeved that they had evidenoe of excessive water found in the tank.
They st a foel dryer in the systemn and the car ran great for ahoud one haif of a dary.
Then she then hed to ako & heek breans: of the same problem and finafly {1 Juess) a
throitle body code finally reyistered in the
Mymn:hnhnfmrilmﬂmgimwthtﬂthhdyhudmmeﬂtwacmmthcvuhm
Dieaier in Cary fo have the throtile body recoded 1w the car, He wazg telling us thai the
mechanics (old him thet these perticular throtrle bodics secm to have probiems. | really
diint (hink much of it excepi for that fact of the $745.65 hill that | had to pay. Recently
a1 the end of March we vigiied the Orlando area and the car had & minor problem and we
ook X to The “VOLVO STORE", Is whal happened way ihat the wurho exhaust line wax
not filly tighten and the pressure 21+ tbs blew off the line. My mechanic in Apex agrecd
that since the car had no other codes that he weoukl puy for the Bl received a the Volvo
Store.
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One thing thai caught my atiention was what the gervice representative said to me al the
Volve Store. He mentitawd ta me from the explanstion of the car having no power etc
il “those Vohvo's have throttle body problems, and thar’s expensive 5o Jet™s hope that
this tsn't the problem.”™

After heering from two different Volvo doularships thut these cars have throttle body
problemns. T fesl that an cxpense such as thixshould be coverad or “recalled” under
Yolvo. {didn™t think much of it but it scems uncanny or experience talking here. In
fact, 1 was told that your first supplier docan®t muke these parts for you apymore due to
the fagt that there were problems. [ obviousTy don't know this 1o be true buz if it is
shouldn'{ Volvo step in here and help owd? [ know things happen and boying a car is
somewlmt risky. 1've hiad 5-E automobiles i ny short 16 years of driving. but { have
never experienced problems like these. The gar has needed some other items that 1 didn’t
mention here because [ fell that they are reguler mainienance {oil changes, brake
servicing, tire rofationa etc).

My purpose odiry in writing you is 4 fold. One I8 to tell you of these repairs, especially
the throttle body replacement. two asking forthe repair cost (a totel of $1417.21), thirdly
asking you il you would give me & derl on the extended warranty packape you offer and
lastly a solid explanation of what wenl wrong with my car. Mot the normal rhetoric that
parls break, get difly, el (that’s what [ already got). | wand an cxplanation that you have
looked into these specific parts and fhund no smistical failores in these parts arownd
£0,000 miles, I woukd think your would agree thet both an alternstor and o theonk bady
should lag longer then what my wife and I gat,

I have since called Weaver Bros. Yolvo here in Raleigh and they told me about the VIP
package you affer. Twoukd sérioualy dowbe you'Hl aciually serd me the moaey for the
repairs bt il would oot be unreasonable to give a deal on (he 4 yoar $250 deductible VIP
warrsmty. I did call the Volvo toll free nuniber beck in Japuary after the alicrnator weat
om and T was 1ald that since the 48 months bed past that the warranty {50,000 mile) was
void and waz NOT 1okl (to my best recollection) about the extended warranty offered
through Valvo at that time. 11 just seems that I didn™t ask enough questions ar know
encisgh st the time and of course it"s my luck of these repair hifls,

I thank you for reading my stocy and hope to hear from you,

Best regands,
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RECEIVED

MAY 2 § 2085

CUSTOMER CARE
5-23-05

To whom It may concern, | own a 2000 Yolvo S-B0 and recently | aceded
to change myy thronle body in my car engine. | lave 63,000 mites and | fecl that people buy
Volvwa's for the reputation and performance. The cost to reysair this wes $398.00. [ fecl like | own
a chevy becaues problems kappen after the waresmty runs aut. Im very unhappy with the Volve
name and pechably in the future recunedder buying another ope, Im one mhappy customer.

[ had my car Axed a2t Pauls Volvo in Hawthame N.J. and the service
there was puistarating. T yust admit the people fhom seles to mechanics are very professionals. |
give Pauls Valvo a top mited performance, bul sud to say the perfarmance of Vaolve car doey not
live up to its name,

Thank vou,
Anthony Dittmar
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MAY 27 2085

CUSTOMER CARE
May 21, 2005

Volvo Cars of North America, LLC
7 Vaive Drive

Rockleigh, N.J. 07647

Atn: Volvo Costomer Cave Center

To Whom it May Concemn:

The purpose of this letter is to inform Vaolvo about an issue that hes recently happened with my
2001 Volve 560. Back in February, I bed taloen sy car in for service for 3 transmi=sion problem;
car vepuld slip inbo neutral at spocds at 35-40 mph, febt fike the car didn’t know which gear it
should be in then would slip in & out of nestval. Alpa the resr dogr lateh was broken & some
othey alenance Desded (o be done. The servics technician callsd and stated whal was wrong
with the o & whea [ went to pick the car up, I wep very surpeised ® Fnd thet the car was just
out of warranty & they charged me for & software upgrade & $138.85 for the door lock,

Now, 3 manths later T had to take the car baek in for service agnin, right after picking the carup
from the 1ast visit, the car began idling rough, getting poor gas mileape & on several nceasions
while mnning with the AC on, the car had almest died when sitting at s light. For this service it
has pow cost me an additional $969.48 fior a pow eloctronic twotile module + Iabor charges. T
wenl on the intermet & found that this is a comman expermive item that has pone bad in other
Volvo ears around 55,000 miles,

1don’t Feel that my 2001 Volvo with 55,400 miles is very old & that [ shovldn’t have these rype
of cxponsive parta go bod 5o soon; especially right out of warranty. 1 have sttached & copy of the
repair bills £ 1'm asking Volvo to reimbuorse me $969.48 for the ihrottle module, since Iy is
tlearly 2 Volvo problem in these cars & $138.85 for the door Iock. | bought 2 Volvo because of
the wonderful reputition that Volvo has in their vehicles & 1'm shocked to have these items go
bad 20 poon after the wraranty had just expired. Please let me know what Volve ig willing to do
for a new & kopefully a coutinuous Volvo owner.

Sincercly,
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From: Gardon P. Harding FAN: thetha A7 £id3
2282 5. Palomares 51,

Pomona, CA 91766

To: Mr. Vic Doolan

CEQ, Volve Cars af North America
7 Volvo Drive

Rockleigh, NI 07647

Dear Mr. Doolan:

I am writing you in reganrds to wouble with my 2001 S60 (VIN &
YVIRSGIROI 2N | had wouble with the Elecironic Throttle Modute
(ETM) in February 2004 which wes the stalling at low speads whicl: is the
typical symptom of a dimy ETM according to what I've been reading, The
car is mostly driven on the freeway and always gets premium gas. in any
case cleaning the ETM cured the stalling although it always ssemed 10
threaten to stall at low speads afier that. | paid for this ¢leaning at my local
deater (Volvo of tha Inland Empire, San Bernardino, California). I just found
atit, due to a recent article on the faulty ETM in the Los Angeles Times
business section, that this should have been covered by warranty. This
doesn’t please me much but T could live with it except for recent events, Last
monith I had the cargo nuts on me in the fasi of the freeway on wo
cccasions. By “going nuts” { mean first & down shified into second geer at
80 mph then by tha time I got over to the slow [ane it shifted into first gear
and wouldn't go over Z0mph. Then when 1 wried to stop it wouldn’t stop it
just kept on going at 20mph umil | shut it off afier which i1 diessled fora
couple of minutes. | had the car wowed to the nearest Volvo dealer
{Exclusively Volvo, Ontario, California). When they (voked at it the next
day they couldn’t find anything wrong wlth it. A few days later it happened
again and this tithe the check engine light came on. [ had it towed 1o Volvo
of the Inlard Empire. They kept my car for four days with no explanation
ather than they couldn’t make it perform the problem again. Finally on the

- AXAUENTAIHY VAYENTISY BEAL TH SRR RN FYSTTR Finx



last hour of the [ast day they replaced the ETM. I've had no problem since,
Thiz cost me $890.

Only o few days past until the Los Angeles Times article appeared. When [
went in and showed it to the Service Manager at Volva of the Inland Empire
he professed not to have ever heard of any problems with the ETM. Also [
can’t figure out what took four days 1o do a 2 hour job. My normally honest,
bend over backwards repair guys had suddenly become Chrysleresque. No
one could tell for certain if the new ETM they had insialled would perform
any better than the old ane gltheugh the Los Angeles Times article mentions
they are now being sourced from a different supplier. Are the new ETMs
being instalied on 2001 the same old thing or are they something more
reliable?

With regard to the recall of thase devices [ think you should get rid of them,
They represent a significant safety hazard. The car went dead on me once in
a bed neighborhood where a white guy driving a Volvo wouldn’t want 1o be
walking around. Fortunately 1 was ableto restart the car and quickly ger out.
The second time it heppened was in Friendlier territory which was good
since T had a le1 it set for & while before I could go any distance without it
stalling. The freeway incidents this yaar speak for themsalves, the car going
nuts and sanding me twice. AT least 1 got to use my Volvo On Call
Advance service. | know $890 plus $200 or so for the cleaning (I stil)
haven't found my receipt) is a hell of & lot of money {(believe me I know, {"m
a ordinery wage camner) but | think Volvo needs o do this to uphold it's
reputation and to do right by its customers. This s my second Volva. My
first was a 1980 DL. I had so much troutble with it that my parents thought 1
was nurs for buying this one. It has been e very good car except for this
problem. Thank you for your attention le this matter.

Sincerely,
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Sheffield,

May 26, 2005

Voivo Cars of North Amarica, Inc.
Customer Service Dapariment
P.O. Box 914

Rockleigh, NJ 0768470814

Dear Volvo Cars of North America;

My wife and | both own 2001 § 80's, 2.47. We have been proud owners of
Volvoe eince 1983, While we love our Vehvos, we have been a bit disappointed
with tha reliability of our S 80's. Our latest episnde is a mpaat parfomance of the
sarne problem.

On my wife's car, the Throttle Control Moduie was replaced saon after wa
purchased the car. Fortunately, & was coverad under warranty. Now my car, with
82,000 miles, has the samea prublam.

Our Volvo service manager immediately rew what the problem was, The
mechanic ramarkad he changes these quite aftan. i took very little ressarch on
the (ntemet to condirm this is a known problem,

Whie my car Is out of warranty and Volve is under no legal obligation ko replace
this defactive part at their cost, my wife and | both feel they should. it is & kngwn
fact that this pan has a high failurz rate.

In the nasr future we will again bs purchasing new cars, Our choice of cars wifl
cartainly be influenced by Volva's commitment to the refigbilty of their producis
and cradibility as a comnpany to teke responsibility for these unforgasen
clrcumstances.

Wa look forward 1o hearing from you.
Sincarely,

Ses ,-\:',T"r,:?-.r'H R R T |
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JUN -2 2005

May 20, 2005

Prasicent

Volvo Group North America, Inc.
570 Lexington Ava,, 20° Floor
New Yark, NY 10022

Dear Mr. President;

| have been § loyal Viglvo buyer and custorner but am about to mcongider |
bought a 1888 5-70 (new) and have bean rassonably satisfied (afil: have it).
That ksl me to buy a 2000 S-80 T-6 (also new). Now, not only the lasues with
the car but lack of Volvo customer sarvige leads me to consider other cars for the
futura. | wish to registar that dissatisfaction.

The 2000 5-80 hes been considerble trouble from the baginning with all its
cornputerization. Ever since purchase, ¥ has repeatedly had issues parbiicutarly
with surges and legs in the speed linkega Every few monthe required hook up to
compulers fo adjust same ($70 just to hook up o their computer since tha
warranty has expired). This car has basn mors trouble (sarvice and cost) than
mokt | have aver owned (had & 500 SLr Mercedes before the 5-70). The 5-580
alko has other problems. For exemple, the “rubberfpisstic” balow the side
windows is all cracked and broken and one of the "rubber/plastic” runness an top
of the car had to ba replaced.

More importandy, &t the 30,000 mile seevice, the S-80 with only 28,180 miles
required replacement of a throttle modtie for $1,188. Given the low mileage and
eariier probleme with thit same issue, this surely seems it should have baen
taken cara of under the warranty or just pood cusiomer relations,

However, |- submitted March 18" the attached to yaur VolvoCustomerService and
recaivad an immediate reply it was being mfarred from Mr. John Wilisls fo your
Regional Representative and the Rickenbaugh Volvo Sarvice Manager. To this
day | nsvar heard anything from anyone. | sant another emait April 16" with NO
rmsponse. | called Mr. Wilists an May 8" and left 2 messsge ~ no response. |
cafted again May 18™ and had 1o speak to @ Ms. Cathlesn Natale, apparenily Mr.

RTCEIVED

JUN G 2;5
CUSTOMER CARE
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Wilets boss. She apparently corferred-with Mr. Willets and advised there will be
no redief and no apologias.

Mot only am § disappointed in the no relisf rezponse when i had to chase Voo
for sn anawes but even mom a0 in tha kack of customer earvica, No one believes
in getting back to the custorner,

Don't know if you care.

rds
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From: VoloCusiamerSesvics, Voh [} volvocusgivolvocars com]
Bent:  Fridgy, Mareh 18, 2005 12:57 PM

To:
Subject RE: 2000 T8

o

We are sorry o learn of the repainy you heve ingurred with your 2000 580 and mast cecenly the throule
mexdule. Volvo puis greal elfort into designing and manmufacturing a quality amtomobiie.

Unfortunatedy, it is bot possible for us to offer an explanstion as to why you kave experienced 1hese
problems with your particular vehicle. While il would be ideal for any vehicle to remain repair free. we
caciot placs a life expectancy on any part or componem, cipecially as che vehicle beging to sge and
becames subject to normel wear andd usage.

Once the vebicle {s out of wagraaly, Volve can review costomer's réquests vn a case by case basis with
respect 10 the vehicle's age, mileaps and service hiswory.

We have forwarded your informalion (o our Regional Representative and the Service Manager at
Rickenbaugh Vaolvo 1o review furiher.

Sincerely,
John Wiliets  x |40

Voblvo Cars of Nonth America

el

From

Seot: Fri 3/182005 1209 P

Tot YolvoCustomerSeryice, Volvo (.}
Ce;

Subject: 2000 T-5

Yau or getring 4 vory unsalisficd castomer. We previously owned 4 Mencades SD-300 for seviral vears but hnarhe
2 5-70 Volvo i 1998 and have been reasonably saifsited. Tlowever, we purchiased a 2000 5.20 T-5 in 199% and
have had wiy 100 many peoblems with the periicularke the computorization. Aller only 2%, 190 miles (when taken in
for the 30,008 tnile service) we gru now Tegatired t9 soploce modales (S1835). {Cam provide a copy «f he invoice
from Rickenbaugh Volvo in Denver, €00

W have had repeated problems with what | cefer i ws surges =nd lags dn 132 speed Enkage. Each time it was piana
conpiier and adiusted o only & the siame thing a short eime later. Noone ever anid anything aboun 2 bad sndelc
untl it is o oul of warranty (which it scems it should ot reatly be givet soch low milazo). Recurds cun b
chevkod it Rickembaugh and MeDonald, both in the Denver erea,

W are seeklng some relizf from puniculerfy the 51383 For the chrotrke module, #nc. 3t svoms this should be taken care
of under the wamasty. 11 no resclution, T goarantes we will bugin loaking a2 1axes ar others intha funee, We lowk
fgrward to heuring from ¥on soon.

I RSN




From:

Bant: Fi , 18, 2005 10214 AM
To: sistomwecureEvoiacan com’
Subject: 2000 T8

You are gaiting a very unsatisfied customer. Wea praviously owned a Mercedes SD-300 for several
y=ars but bought an 8-70 Volvg in 1989 and havebesn reasonably safisfled. However, we
purchasad a 2000 S-80 T-6 in 1880 and have hied way too many problens with tha particulardy the
computarization. After only 28,190 miles (when iaken in for the 30,600 mils =ervica) we ana now
reguired to neplace modules (31855). (Can provide a copy of the Invoice from Rickenbaugh Valvo In
Danver, CO.)

We have had repaated problerns with what | rsfer to as suges and lags in tha epeed linkage. Each
time It was put on a computer and adjiustad to orily do the same thing & short time [ater. Mo one ever
said anything ebout a bad miodule uniil it is now out of warranty (which it ssems it should not really be
given such low mileaga). Records can be chackad at Rickanbaugh and MeDonald, both in the
Demvar area.

Wa ame geeking some raliaf from particidady the $1188 for the throttle module, efc. It sasms this
should be taken care of under the warrandy. If na resolufion, | guarantee we will begin looking at
Lexus or others in the future. We look forwand to haarlng from you soon,

Englewood,
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JUN
S/23/2003 Cus %
TOMER CARE
Volvo Care of Noeth America
PO . Box 914
Rockleigh, NI 07647

ATTENTION: SUSAN CAMPBELL
RE: 200! Velvo 880, VIN YVITS90D091 -

Dear M2 Coompbeli:

We gre writing (o Jet you know that aiter baing proud Volvo owners for more than 10
years, our configonce in what we thought wes ane of the safest, most relisbie cars on the
road hes been shaken,

Recently, while driving on a busy neipghborhood street, our 2001 Volve S80 (we also own
a 1952 940) seemed to shift tato rnother goar and was not sble to go Exster thax 15 mph.
Even {he cyclists were pussing me! [ was 50 thankful that [ wam't on an interstate
highovay. T pulled over and ended up baving ike car towed o my Volvo service center,

‘We thought the problent way.in the transmisxien as we previously owned a 1999 S80 that
bhad threa transmissions replaced. Hmm.uﬂuuluﬂmmhupmhmmthﬁm
rﬂuueofsmu.mﬂaﬂermwhmsﬂmmm:ndhuedumthuSWmmﬂ
(which we ended up purchasing). Hov-ever, thin time the probiem was in the clectron

throttle module (ETM), which we later found out is the subject of a class action law suit.

At aroumd 50,000 miles, we've had thies major problems:

i.  ABS computer malfunction,
2, Struty needed replaced,
3. and now, the ETM.

All three issucs could be major safety issues it 21] were presty expensive {clase to
$1,000 each), We feel that we take very good care (both maintenance-wise and driving
of our cara) 43 svidenced by our "92 S1)'s condition. However, we slso feel the quality
of Volvo's cars has deteriorated over (be yeurs; In qur opinion, s well-maintained car
should not have parts like those noted above breakdown within 50,000 miles.

Tho real issue here though is safety and reliability. Upon asking the sarvice department if
dunqul‘Mpanwulnaw.mM that we wouldn’t have to worry about, (hey
coukin't give an anewer. They didn’t bnow. Tlnyhnvehm:nmllantmme
department and we don’t think they ware beingovasive — they just don’t know, Why
wouldn't Volve improve a part kngwr to break much too carly?




Pago2

Again, our confidence in whet we thought was one of the safest. most reliable cars on the
ruad kas been shaken. Thanks for listening to our concerns. We expect this information
ony help Vodvo improve upon their reliability in the future.
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CUST: OMER CARE

Volve Cars of North America. Inc.

Customer Sexvice

P. 0. Box 914

Rockleigh, New Jersey 07647
Toa Wham Tt May Concern:

My wife and | purchased & vsed 2000 $70 Volvo in April of 2004 and have
enjoyved the car. This is rhe first Volvo we have owned and have been pleased with the
performance and comfort of the drive. We purchased the car with just a [litle onder
50,000 miles and since nyost of the warranty weuld no longer be applicable, we
purchased an axiended warrmy theough our Credit Union.

..

In the past twa months major repairs havae been required that are not coversd
under the ariginal warranty nor the exeended wamanty we purchased. The first repair, a
little over s month ago, was for & serpentine belt which we understand is standard
maintenance. The second repair, however, is what we are concemned abhout. The
Electronic Throttle Body Housing had to be replaced at o cost of $751.20. The Jocal
Volve dealership quated us over $900 for this repair. We chose the degler listed on the
attachad bill after 2 check of their relinbility asd reputation.

Could you pleise help us understand why & cor with no more than 56,500 miles
would require such a major repdir? Is this standard for Volvo's? Ly thix particular model
subject 1o such a major ropair At such o milonge?

1 currently drive a 1993 5100 Audi and have over 160,000 miles on the car. {
have not had such repairs with this vehicle. Tam conskiering tading in the Audi due w
the mileags and was congidering & Volvo as 4 replacoment. Huwever,bcﬂ:r:irpake:uch
a punthase, T would like to know if what we bave experienced is sypical of certain models
or just this one?

Attachmeni
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AMercedes/Volve Service Center Involey &

11702 Midlothian Purpike Fage | 000011800
Midlothizn, VA 23113
Phone; (304)794-3030 FAX: (804)7944676 Order Dute D309/03 18123 -

Completed: 05/09%05 05: %0 p
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. Labar: $?7.0

Bodd347 Throdtle Body Aowsing-5 £ I 53500 = 53500
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Light is ret - pudl codes and reporl. Replacid the lﬁrmth kindy Bouskng. o
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IF you are satisfied with ourwork - tell a friend! I yaur are aol - TELL S, We stand bekind nor
reputation and will o the extra miie o exsure vour salisGiction. Tliank you for vour busingss.
Rick 1.png, Owaer
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RECEIVED

JUN 16 2005
CUSTOMER CARE

Juns 10,2005

Volve Cars of North America
Customer Service Depariment
. 0. Box 814

Rockimigh, NJ 07847-D914

RE: 2001 5-8G Vin. YW1 TE04D81 1182078
Dear Sirs,

In July 2003, my wife and | purchased the above captioned vehicia with about 22,000
milas reglstaring on the odonwier and an original delivery date of April 2001. Wa wers
excited about purchasing a vahicke with the mputation of safety and relisbility of Volva.
Ancthe; reason we purchiaed the vehicie was Volvo's policy of transferring the
rmalring factory wananty to a new owner. 'Wo have continued to have the routine end
warranty service on the vehicle dane at tha \olvo dealer in Loulsville or et a Volvo
trained servica provider. We have been pleased with tha vahicle perfonmance and were
fooking forward to the “Volvo for Life” promise of neliebillty and safety — that is untll last
week,

On June 2, 2005, on & routine errand, tha vebicla lpat power and the check engine light
came on. 'We ook tha car to Kenny Jonas Astomotive to have the problemn checked.
The Throttle Module hed faied. | then checked with Volvo of Louisvilla 1o ase if ihere
was any warranty information on this problem since there was only 38,306 milee on the
car. | was told that the car wae out of warranly {by leas than iwo months) and that no
wemanty work would be considered. | had Kenrry Jones Automotive raplace the throltle
moduie st a repair cost of $728.74 and | haveenciosed a copy of the repair order.
Since this par failed 20 soon sher the waranty period, | would kke Volvo to consider a
reimbursament of thie repair. 1t is my understanding that Volvo has experienced a high
rate of failure on this particular moduie.

We are getting to a point in our Ives where we an afford most any automobie that we
want. Our main criteria for @ car purchaese ane relisbillty and safety, not prestige. f we
wanted a car that axpartencs significant maimenanca problama shortly after the
wamanty period, we would have continuad to pucchase lower priced General Motors or
Chryaler products.  We are beginning 1o woader if the *Volve for Life™ tag kne is a
statemart of business philosophy of just anather catzchy slogen to get the public to by

YOUT Cars.
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i 15532 Signal Hil) Ct

Oranger, IN 46530 .
RECEIVED

June 13, 2005 JUN 16200

CUSTOMER CARE

Jordon Valvo

Attn My, Bob Hayden

1605 N. Cedar 5t

Mishawaka IN 46345

Dear Sir

The Throttke Body Assembly of my 2000 Volvo $80 failed tor the third time. Volvo and
Jordon agreed to pay for this repeir. The repuir was performed on May 27. The first
Failure was at 30,000 miles and cor was repsired under warmanty. The second time was
abowt one yeay ago and cosl nearty $1000 for repair,

The diagnostic test performed prior o repair showed two eqror codes in addition to the
thretile body problem. Ome for a leaking gax cap and the second showed a failure of the
Air Mess Flow Meter. Thare was no indication of either of these failures by any cer fiult
tight prior to repair. The day following repsir [ made & 350 mile road rrip. Gas milsage
was Do better than prior t0 repair. I anything it was ower, It appéars to me that
problems wers not verified by any car performance problem or failure indicstor.  The
only indication was an error light on diagnostic equipment. Maybe the equipment was al
faul, The Air Mass Flow Meter repair was quoled on the phone et $250. Actuel cost
was 5203 for material and 5120 for labor for u total of $323, The gas cap was $31, [
was 1ok price and agreed io it, howewver | thisk price is outrageous.

Thiz wes the second time the Mass Air Flow Meter has been replaced in my car. The first
time was a warranty repair. [ think that the Mass Alr flow Meter I8 also a desipn
problem.

During repair T was called and told that Fuel Filter had never been replaced and should
be. Thinking filter materials should be less than 510 and perhaps require removal of 3 ur
4 boits. | said ok . Cosi was 344 for materialand $35 labar, | would have allpwed repuir
even if told cosl. however, | think design i at faulf if it cost 5100 to replace a fusl Blier,

“This unexpected trip to Jordon's cost me nearly $500 even thoagh Throitle Body repair
was paid for by Volvo and Jondom.
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Labor for repair totaled 6,25 bours including 4 howrs for the Throitle Body repair,
Repair started afier 1:00 and wes completed by 4:30. That is 3.5 howrs required for 6.25
hours of wark.  Is it Jordon's policy to chage flat rates for each repair even thotagh
some staps are the same? | would like some one to explain to me bow 6.25 hours of
520 per hour shop time can be perfarmed i .5 houm.

'We are pleazed with our car’s performance and appearance. However I thing Volvo has
some serions Jepign problems. Failure thros times of a part that resulis in a car being
disabled is dangerous and at $1000 por repair it is also expensive. 1 must be g design
peablem to bave occurred that often. The second insance occurved in the middle of 4
lan=s of Chicago rush hour traffic. Car would not idle in the stop end go trafflc. A city
tow truck stopped 4 Imes of traific and | managed to get ofF expressway. This last time [
was 50 miles from home.  Repeirs are too eomplicated, oo expensive, and arc required
too oflen.

We are on & 4 year new car cyele and would probably have purchased our third Voive by
now if there had been shect metal redesign of the S80. Tam nét cenain what we will buy
now after our experience with this lemon. Top of my Tist now for sew car shopping is
reliability and repair costs. [ did not do my home work when we purchased this S80.
Current research shows 2000 S80°s have bad repair record.  Fool me once shame ¢n you.
Fool me twice shame on me.

Ce Volvo Customer Service




=+ = e

S - S e s S e

) a=n -: -j_i;r'_
E‘L.f-‘ﬁ'- f s
|

H-17-05

Volvo Customer Care - RECE WED
Soven Voo Drtve o 1K 20 2005
mugh. New Jersey CUSTOMER Cang

Wﬁi CA

RE: 200Q S0 Throale Wodule
Ta whom it may concem,

1 am wriling to Valvo Notih America directly to resolva an issue | had with the throltle
module of my 2000 580, 1 attempted to resolve (he issuc through my dealership, but it is
spparent 1 nsed to go directly 1o Volvo. 1 wirote to my dealer {pages 1 through 7)
regarding my concerns, he rsponded {page B)and [ responded back (page 9) inferming
him [ would conteet Valvo direztly, The attached letters expisin my circumstances., so [
will not re hish everyihing for you hera,

Emthoughlmsluldmmmhursem:mwnmmng,tmhmghaumvaduofm I
am not looking to recover enything for towing or inconvenience_ just what [ paid for
wark related io the throttle module issue.

1 am very prond and bappy witk my S80, barving this exporience. [ juar feel very strongly
thal a car the level of o 880, which has been serviced faithfully, following the guideline
set by Valvo, and every suggested repair perforned, should not completcly fail the

OWer,




RE: 2000 560 Thrattie Module

To Custimer Senvios Menagar,

| am writing o axpress my disappolniment in repsic work done on my S810. | fakhiully bring my
Vaivg to your dealership K its schedulad malnienance #t the recommended misags, 20 ! Sgured
| wonskd never be stended by My car. On the svening of 24308, my car shut down in dowmiown
LA on my way home from work and was-lowed 35 miles to Volwe of Camitos. | expressed my
concarn end dissstisfaction of T fallure of my car, sven though it had never misssd a echaduled
_ senvicw, to Dabbie whan iy caf was brought in. Osbbila infocred e thet thesa rare iaikies can
4_#\3&;.; ppen. | alpo ssked ¥ would be prodent bo wrike Volve of North America w have Bhe repair
T ! an my car only Bixd 3020 miles Sved warranty. .| wan told this would be & waste af my
T evan i the carwas 1 mis avar wamanty, i would not be covened.

frnagine my rcion when | read an LA imes articie [page 2 & 3 altached) on the high fedure rate
of Vioheos thiotties snd how it B 8 wall known inct. | becarne more upsel when | mcalled | hed siso
pakd for a thwotihs cleasing on /26004, whan the cer hest 90113 miles on R ~ only 9887 miies len
on the warandy, | row feol this wes done 1o sxiend the g of the Hirottie modude past fhe
shoolts have baen neplaced at s ree anyway.

| have alvwarys botn sodmamaly satisiad with the servios | eceive fom your deslanship. | primanily
daal wih Lindeay Albretheen, which is shwoys » plessure. On this ane tims when | datt with
Deabbia, sha wos siso vary coluisous aud profecsionesl, | was never concamaad I the reapains
. suggesied were nacessdry or aot, | slways spprovs the sugoested nepaics 23 | want to kesp my

- : car e op condifion {Fm sune you caa See 3l of B on your records).  This kind of magintenance,
and evan peaverisive mainiermnces, doos not cofva chasp. | 30 nol want io worry if the rapairs
being porformed are nacsssary or conceming tems known Io be faulty,
L arnt requesiing reinbureement on the throite module replacemant $3024.71 (pages 4 X 8
attached) and the throttls clesning $T58.20 (pogas 6 & 7 sttsched) for & total of $1.110.91. (plan

on continuing ko bring my 530 & you for service wad hope you will Jee! this mquest ks appropriale:
| could do thiz with piace of mind i | imaw Valvo of Carmitos well “rusios it dght” in the end.

Theartk you for your firne,
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May 5, 203

Wattminstar, Ca

Power Volvo Cerritos
18303 Studehaker Rd.
Cerritos, Ca, 90703

Follow up/thratile module

| bope this letter will help explaia the jssues you stated in your leqer of May 5*.

I have contacted Volvo, on your behall, and explained your concerns.

Befire L ged to that, T would like to ke a moment and expand on how we handled your
claim and why the siatements were made-aboul the ETM. This stose hag not acen an
unusuadly high faiturc mte of the ETM. This might be duc to ihe fact that we do pot have
a high percentage of cars in the 94,000-mile range. The problem we encounter as dealers
a5, we don't get to sée the reports that ghaw the Railuce eale of pares, or what Volve is
daing sbout fixing iL

My staff and ¥ were not infonned of (he pending Jepal problems voul we read the same
wews aniich: you had read. At that point {-called Volvo Cars, 10 find out what course of
astion they were going to take, knowing [ull well that our phones were going lo starn
ringing, with customers who had experienced these problems. At thot dime T was 1old
that: the warraniy iz what it is, and they would look at the problem cars, on a cose-by-casc
stalns. Volvo also stated that they had not gane to court, voL and they wene working with
tho Air Board 1 coms up with 2 workabiv plan.

When ! contacted Valve gbout your car we went over the service history, the miles and if
the ETM kad bocn cleaned. They asked ma if | thought you were a ~good customer™. |
stated [hat vou are and took care ol your car, yoursarviced il regularky and it was in good
shope for the miles. The Valvo rep. smted that they would pay for the part. not for the
labor or the clesming, What T can tell you Mr. Omarez, is that Valvo hias said no (e people
who did not come o this dealership, until they resd oboot this problom, or didn't keep
their car up 10 date on services,

I know this is noi all that you asked for. 17 you feel that you want to call Yaivo, please
cortact ma for that information or for any reason,

Bill

Power Valwp Cerritos
562 207 {230




6-17-05

Bill Gunning

Service Director

Power Valvo Cerritos
18303 Studebaker Road
Corritos, CA

o003

Waeamiminzter, CA

RE: 2000 S80 Theatile Module

Mr. Bill Gunning,

"Thank you for contecting ¥olvo on my behell aoneerning the throwtle module issue {letter
aftached). Tam writing 1o Volvo directly for camplete compensatios of my throttie
rocxjuie replacement and throttie tmodule cleaning. 1am coafused as to why Volve would
agree to compensate for the part, but not the iaber. Tt iz also my underztanding that in
California, the throtle moodule cleaning that wat performed while still under warranty
should have been covered.

Once again [ want to Jot you know how helpful and proiessional your stafi is, especially
Lindaay (who I doal with the mo=). [ will continue & bring my car in for ita scheduled
service withoul hesitation.

Thank you,




Bar!ﬁara Boyk. PIi.D.

LICEANHD LY D050 REC E I VED
JUN 2 2 2005
Yalvo Cars of Morth America, 1LLC
At Volvo Custorer Care Conter CUSTOMER CARE
7 Volvo Drive
Rockdeigh, New Jersey 07647
Hello,

| am writing 1o inform you of my disappointment when my

4.5 year ald

2001 Valva 580

with 45,000 miles

needed 10 have 3 new throttle body instalied: in May of this year.
-The cost of this repair was 1117.04 { see endosed invoice).

| purchased this first Valvo for me, in parl bexause of Volva's fine record of low
maintenance. | am most dismayed to have krad this costly a repair in 2 car so new and
with relatively law mileage.

| understznid several others have had similar problems with thrattle body filure in this

model year. [ Los Angeles Times article by Myron Levin 2003) | hope you will consider
some significant form of recompense for those of us who had to cape with this vital and

expensive repatr.

I have had many good experiences as a Volve owner until new, This situation wil have
an tmpact on my inclination in the future o parchase a Volvo.

Sincerely,
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7 JUN 25 2005
GUETDMEH CARE
. I
Fi Dignond Bar CA,
= 20 00
Vilvo Cars of North America
7 Volva Dirive
Rockleigh NJ 07647

Re  Electronic Throttle Module Probilen:

2000 Yolvo 870 VIN WILSEII?YZ-

Atmn: John Willets

We have had comespandence about the refevenced problem, fimst discovered pn 19 May
tw Upland Automotive during the 120,000 mile inspaction. 1 immediately e-mailed you
shout posiible fixes, but even after 1 follow up e-muil on 235 May, T heard nothing from
you until after | sent a third c-mail on 31 May. Since [ neaded to take an immediate trip
in the car, and Upland Amomotive could schedule the work {in confunction with Vokvwo
degler Exclusively Volvo) on | June 2005, | went shead and had the problem comrected. 1
opened your 1 Tune a-mail advising me 1o take # directly to a dewler after | had
authorized Lptand Automotive to proceed with the werk. Based on the attachments that
show that the computzr work was dono by Exclusively Yolvo, | request reimbursement of
the entine bill of $834.60.

This problem is doubly annoying since the sarma repair had been done under warmnty oo
21 November 2002 when the car had 62539 miles on the odomoeter. That problem alse
way discovered during service by Uplend Autoeactive, bad the repair was done entirely by
Exclusively Volvo since it was tnder warmanty.

Affter reviewing the 3 My 2005 article in the Lax Angefes Timer Business Section on Lhe
same subject, | beticve that I am extitied 10 reimbursernens for this sccond madule
replacement. This feilure occurred aboul 3¢ months and 61,000 miles after the first
failzre. 1 expected the replacement module to have been engineered to eliminate the
problem, but it filed at approximately the same thme/milcage »x the first. Fora company
that advertises its vehicles as extremely long lived, this ia & plaring weakness,

My wife and | have snjoyed this cur, and we have iaken several trips fram Los Angeles to
Tampa, es well a3 tipy to Nocth Dakota, Ohio, Oregon and several trips o Carson Ciry.
We planned to keep it for several more years, bud if the ETM problem isn't really
cortected, then [ fee! that we will bave to meove on to another brand.

[ arh ot interested in joining & class action lawsuit, nor am I claiming any damages for
the time and expenses ingurred beyond the actual bill from Upland Automotive.
Howaver, [ do believe thet Volvo is tiable for theactual service cost.
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1 request yowr immedigte response to this situation
Sincerely yours

Attachments
Exclusively Volvo invojce hed 12 szuuz

o dated lﬂ?ﬂh}'!ﬂﬂ

9.com dated 25 May 2005

dared 1 June 2005

incleding e-mai? James Randel] (o cystomercarai@ivolyp.com dated 31
May 2005

Upland Automotive invoice 1 June 2005

Exclusively Volvo invoice dated 1 fune 2005
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To: customercaref@volvocars.com
Date: 571902005 3:28:07 IM
Sabject: Electronic Throitle System 2000 S70

Sentismen

1 just hard the: 120,000 mile sarvio dons ort oy 2000 870 ¥iN w1 Lse1 sy IR t an suthorized Voivo
sorvica canter, Uplend Automalive in Upland Toey wane having a ot of roubls resetiing e computer (o tune
aut & “probiem” with the Elctronic Throttie System. The twner iold ma that s articls in a sscent Las Angeies
Tirmpg indicated thet Ford/Volvo recognized en ongong preblem with Diia system. On 27 Novernsber 2002, with
62539 miles on the car, the trolie body, thratiie body pesiel, propmmming conrdl module saftwars, and ignition
arvl Rual injsolion facult wers replacadirepaired under warrsnly by Exchesivsly Yolva of Ontania CA. Do you plan io
Honor 8 secord repair Lo this systam? i so, please dinect e o the deaianservice senter of your chaokow, s |
would o to have this probiem addressed as soon as possible. Qtharrwise, 1 witl have the work done and fhan

aog if | can pollact frarm you in amall oleims oo,




—
To: cuviomerosredd volvocars.com
Date: 52572005 4:11-: 3 PM

Subject: ETS system

1 sant you an s-mall on 18 May sbout e troubie with She ETS sysiemn on my 2000 £70. | nead 1o get this

problem nesolved &5 soon 2 posainia. Whan cen | xpect your response?

5/2%/3005
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From: VolvoCusiomerService, Volvo ¥4}

T

Date:  &/1/2005 6:44.08 AM
Subject: RE: ETS Problem 2000 370

Dea

Thank you for contacting Volvo. We apologize if you did not recaive a o &-mail
concomning the ETS probien with your 2000 870, reepameto your

Upland Automative (s not n aurhorized Volve vetxiler and nor affilisted with Volvo Cars of North
Amgerice. Violvo cin only review thage coneems that ave dingnosed by an autherized Volvo remiler. You
can fisd & retailer in your areq, click o1 the *Find & Deglér® section of our website, www.yolvecrz.us,
i w{"

Jokn Willsta

Volvo Cars of Nonth Amenica

From
Sam: Tue S7312005 5:39 PM
Ta: VolvoCustermerService, Voivo ()

Ce:

Subject: ETS Problem 2000 570

Gentfemen

{ have been trying to geta response from you conceming the problem that T have with my 2000 §70's
ETS. I can't wait for your sction aty longey ~ [ hiave fo get it fixed, ‘Thersfare I plan to have Upland
Antomative nepair the system as soon 23 we can schedulz a day, ¥ will submit their bilt 10 you for

Wuﬁ. Ploasc refer o my ¢-mail of 1% May for details.
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RECEIVED

JUL 5 2005
CUSTOMER CARE
evayion,
Volvo ears of North Americn, LLC Junz ZE, 2005
Attn: Yie Doolan, President & CEO
Executive Officey
7 Volvo Didve, Rockicigh, N7 07647
Dear Mr. Doolan

[ am writing 1o let you know of the tola)ly unpleasant and costly experience we have had
with a 2001 Volvo § 80 sedan which we punchased from Stamford Volvo 4 3 years ago
for aboui $ 42,000. This is vur 2™ Velve, the first being 2 1997 350 siation wagon now
at 104,000 miles #nd serviog us well. Both carx have had all service done repulaty st
Stamnford Volvo.

The warranties for the § 30 sedun ended e in 2004, and its present mileage ix about
50400 miles. Since axpiry of the warranties we have had 1o spenid $ 356[ in the Grxl §
momxth of 2005 simply to keep the car runming, whereas ail service prior to this yoar cast
sbout 3 1,700, or a titthe over § 400 per year.

The two main expenditures this spring were 1} 10 replace a good deal of front end ball
jodnts, shock absorbers and stnus {sealed units at § 1,400 for what used to be reliable
parts if lubricaicd regulariy) in February, and 2)in June for a throttle body unit (I'm wid
i1"s & compuser costing over $ 1,000 for what & carburetor used to do for a life time). It is
disgraceful in a § 42,000 car 10 have 1o pet this kind of money into 2 4 ¥ year old car for
pany that ased to laxt 2 lifefime with only minor service.

We hear a lot fram Volvo how great their cars are, bt [ sincerely douty we'll ever
comsicer one again. The reliability is now temible and ihe repair cost is (otally excexsive,

1 am copying Gen Mgr. Larry Abesr and Owner Cunt Riley, of Stamfivd Veolvo 1o let
them know how we feel about the producls they are selling. I am slso sending » copy W
Forbes Magazine which has a goad estomotive columnist who might wish to comment
ofl ouf adverse experience

1 would appeeciate hearing your reaction as well

Sincerely




Alexandria, \firgin'h

J 14, 2003
Hoe RECEIVED
JUN 2 & 2005
Mz, Anpe Beler
President and Chisf Execwtive Officer CUSTOMER CARE
Volvp Cars of North America
7 Volvo Drive

Rocklelgh, Now Jersey 07647

m:wwvvussamxz_

Problem: Third fallure of Eleclronic Throttlke Maodule in 1999 870
Dear Ms. Belee:

This letter is Io express my awrohy disappointment in the fxilure of my third Throttle Conrol
Module on my 1999 § 70, identified sbove. My vehicle was maintained at the Doz Beyer
dealership in Alexandrin, Virginin (Richmond Highway) from the time of initial purchase in
November 1999,  The recommended service/maintenance schedule was followed precisely. |
am attaching relevant servica records relzting to the engine surging problem, which now requires
replecement of the Throttle Control Module & thivd tirme. Don Beyer replaced the Throttle
Contro! Module for the first (ime in October 2002, a sccond replacement was dane an May 12.
2003, However, the prablem remalned for the most part with subsequent diagnostivs by the
dealership through Decamber 2003. With ongoipg problems and likeliheod of another failure, 1
paid approximately $1,000 to have the ETM replaced yet again in May 2003,

[ am seeking partial compensation from Volvo for the costs of the ETM failures and repairs. 1
am requesting & reimbursement of the libor cosl of $376.60 for the October 2002 ETM
instatiation. As Don Beyer was awar, the enr bed 59,352 miles on it a2t that point and would
have been covercd mmder the 70,000 mile extonded warrenty that had sinee been imposed in
California. Of course, my residency in Virginia should not deny me comparable warramy
proteciion agsinst tha [wiling ETiMs.

As for the most recent $1,000 expense for the third ETM, | am requesting that Yolvo reimburse
me for at least 50% of thz cost. The ETM lasted only two years from Lime of installation (May
2003 10 May 2005} which, of couzse, falls well below anticipated uschul kifk.

Qaskgrpund

Beginning in October 2002, the car was in and out of the Don Beyer dealership 1o correet engine
surging, The module was replaced Qctober 3, 2002, but problems continued and resulted in a
scrvice call on December 12, 2002, 1 1wok the <or to an independent specialist to se= if they
could trace the peoblem (April 23, 2003), and tkey found a diagnostic code 561A. The car was
returned 10 Don Beyer for service on May 5, May 12, snd Ocinber 3, 2003, but the surging




continued. [ retumed to the independem sexvicer on October 16. 2003 1 see if they could
peovide sdditionsi information, as deteiled in the ietier of that date.  Don Beyer serviced the car
again on December 3, 2003 and the problem was amelioraied for approximately one year.  All
schiduled maigienance was coptinued.

In esrly 20035, the surging began again and I now find that [ require another Thoenle Conteol
Module. As you cen imagine, the cost of suck a part, with Iabor, is prohibitive bat a THIRD
replacement iz bruly deplarable. Don Beyer will not meks any concession with regard to cost,
given the mileage on the car (109K) and the fact that the Throtde Cantrol Module is over a year
old. Without any suppori (o the dealership fcontacted via telcphone May 27, 2003). and the
ongoing probems with the replacement Throtle Comurol Module insialled by Don Beyer, | chose
to have the independent servicer make the repwir. | clearly believe that the initial repair was
ingufficient 1o correct the initial problem and I Bave incuyred great time and zxpense to resolve
this problem.

| wouhd hope that there |5 some kind of compenmtion that 15 evailable for situations of this type.
This is my second Volvo and [ am @ member of the “My Volve Saved My Life” clab: however,
this kind of repair is prohibitively costly. I lpok forward to hearing from you with any
suggestion or course of action to correct the expanse | have incurred due 10 the Throttle Control
Maduie issie. Please feel five o contact me if 1 can provide any mdditional information with
regard io0 Don Baver or my effons to deal with this.

Thank you for your consideration.

Copy to Paul Porty, Service Manager, Don Beyer Volva, Alcxandria, Virginia
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. Swedishear. Cont, Inc. Inveiaa No. Page 1

aka Swedizh Specialists, Inc. 1395_2_1015 Ozrder Date 34721703 05:47 pm
§249-C Backlick Rd

ILnrton, Va 22079

Phang! 703=550-~7717 FAX: T03=550=77739

Compluted; 04/23/03 10:54 am

Lostomer states car keeps running after ignition awitch d9 turned to off position
intarmict.

Customer tallllght is put.

Customer rfr window i3 inop from l/f master switgh.

Toch rmn diagnostios and found code 5810 sswase of engine surging and car haviag dufficulzy
autting off sngine. Customas declined repairs at this tios: possible warrancey lssus through
Volvo,

Staktux: Complested Tach: JEW
Job Subtatal: 543.19

Pl b e el ———— -

Bacoainendations: mAstar window switch (opavating at this {iss) mnd mir mass matar,

Stntuis: Completed Tach: JEW

Hlpllnn:d bulk.

ol bulb-N 1,08  4.80 =% 4.80 4. 80
Starus: Complimted Tach: JEW —_ -

Job Subtotal: $13.13

NaNaw, Usalged, ReRabuilt

Al Tl i yalwpy - ar bupanulbcrurid Mirli mis "arssdted bpanaih cufagils 1 Sabarial gl WEFEWTIEAY PEE o Deirimd o teeacy-Jour mmtws Rggerel wecer
ited paTha die wpfeRet Fr oo perrited of 100 cheye #F A0 SLatwd dtlerr A e AnalSr, SAEGEURF 18 10 mE e SL i Ly bRt (A e e Cmamef by
c======3=——=b————>-——Continued on the next page---—>--—-—->---——- »————=-
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£3 swedishcar &3 VolksCarService

703-5350-7¥777  8249-C Backlick Road, Lorton, VA 22079 M-F Tam-6pm

Octaber 16, 2003

oo
Alter investigaling your 1999 Volve 570 we huve found the foilowing:
Your throltle iz pulsing when in "Pak.” It Auctuetss ¢ few hundred RPM' s both up and

down. It seems o idie ine gt about 900 R when in other gears, such ps “Reverse™ or
“Drive.”

Sincerely,

‘&‘E&‘D‘EML
Hob Drye

Swedich CarfVolks Car
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Mr. Paul Poriu

Service Manager

Don Beyer Velvo of Alexandria
7416 Riclunond Highway
Alexandria, VA 22306

Rer VIN thLsscmez_

Problem: THIRD faflure of Throute Cantrel Module in 1999 S70
Dear Mr. Porau:

Thank you for taking the time 10 meet with rae yeswenday with regurd 10 the above-mentioned
jssuc. As it wms out, I mistakenly referred to my most recent “second” ETM failure in my letier
dated June 1%, n Fact, 1 should have roferred o the THIRD ETM failure on my vehicle. Yon
installed an ETM in O¢tober 3, 2002, and another on May 12, 2003 {I initially thought this was
just a service mijusunent on the October wnil). The uzil from 2003 fhiled afier ongoing issues
and muldple acempes 1 restore proper functiogality, resulting in the thied ETM installation on
May 31, 2008,

! wanked to be sure that the facts wore premently accuraiely so that you can have the most
peoductive discussion with Volve to pursue this matter. As | menlioncd yesienday, | am
reuesting a reimburscment of the labor cost of $376.00 For the October 2002 ETW installarion.
As you know, the cor had 59,352 miles on It a2 that point and would have been covered under the
70,000 mile extended warranty that had since been imposad in Californis, Of course, my
residency in Virginia should not deny me comparmble warramy protection against the failing

As for the most recent $1,000 expense for the third ETM, T aim requesting that Volva reimburse
me for ol least 509 of the cost. The ETM Insted only 1wo years fom time of installation (May
2003 w» May 2005} which, of course, falls well hglow anticipated useful lide.

Please let me know if | can provide anything frther 10 seek reasonabic compensation for this
distressing, long-standing issue. Thank you for your consideration. [ look forward 10 hearing
from you in the next week or 5o with Volvo™s respanse,




Alexandria, Virginia
Junc 1, 2605

dMr, Paul Pomtu

Service Matuger

Don Beyer Volvo of Alexandria
7416 Richmond Highway
Alexsndria, VA 22306

Re: VIN YVILSSWEDBK_

Problem: Second faihure of Throtlle Control Module in 1999 570
Dear Mr. Ponu:

As we discusacd on the phone this morning, I am abiaching the service records since December
2003 for the above-mentionod vehicle. My issur velates 0 the Throtle Control
Module/Electronic Thronke Module (ETM) for my car, which you first replaced in October 2002;
howaver, the problem remained for the most part with subsequent diagnostica by your deaiership
through December 2003, At that time, T went &0 an independent scrvice provider, Swedish Awte
in Springfield, Virginia, for resolution of the problem. Howvever, the ETM you replaced has
now foiled and has required subsequens replacament 2t a cost 1o me of approximately $1,000. 1
hope that you and Volvo Cars of North Ametican csn offer some compeasation for the
sipnlficant cost [ bave incurred.  Of note, [ am aware of the class-action suit against Vaolve for
fanlty ETMs in Californiz. In the event that there is a leck of responsivenzsz on Volvo's pan, I
will consider similar acticn [n Virginia as a result of the problems I bave expenienced,

In summmary, beginming in October 2002, the car was in and qut of your Don Beyer dealership to
correck enginc surging, The module was replaced October 3, 2002, bat probloms continued and
resulted in a service call on December 12, 2002 | wok the car to an independent specialist to sce
if they could trace the problem (April 23, 2003), eod they foimd & diagnastice code 561A. The
cor was rchumed to Don Beyer for service op May 3, May 11, and October 3, 2003, but the
surging continued. I roturned w the indepeadent servicer on October L6, 2003 (o see if they
cotild provide additional information, as detailed in the Ietler of that date.  Dan Beyer serviced
the car again on December 3, 2003 and the problem was ameliorared for approximatcly ope year.
Al scheduled mainieoance was continusd; the records are witached with this letter,

In carly 2005, the surging began agatn and 1 novw find that 1 requirc another ETM. As you can
imagibe, the cost of such a past, with labor, s prokibitive but a SECOND replacement iz iruly
deplarable.  Your dealership will not make nny concession with regard to cost, given the
mileape on the car (109K) and the fact that the ETM is over a year old. Withoul any supporl
from your deatership {comacled via wiephone May 27, 2005), and the ongoing problems with the
replacoment ETM your dealership installed, I chose 1o have the independent servicer make the
repair. | clearly believe that the initinl repair was insufficient 10 correct the initial problem and I
have lncurred great time and cxpense to resolve this problem.
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{ would hope thel there is some kind of compensation tha is available for situstions of ihis type.
This js my second Voivo snd | am a memberof the “My Volvo Saved My Life” ¢lub; howaver,
this kind of repair is prohibitively costly. 1 lock forward to hearing from you with any
suggestion or course of petion to vorrect the expense ! have incurred due 1o the ETM issue.
Piease feel free w contrct mo if 1 can provide any additional information to address this situalion.




. Swadishecar.Com, Inc. Inveice Wo. Page 1

aka Swedish Specialists, Inc. 130122002 ©Order Date 01/22/03 07:17 an

8245-C Backlick Rd conpletmd: 0L/22/03 01:50 po
Lorton, VA 22079

Phonm: 703=550~7777 FAX: T03=-550-7778

Brake Light ~ Intagrity Light -.@D

Trans Flush ? é"‘-"

Fowez Staering Flusb? /

Threttle Sensor Was Peplacad Absut Twe Months Ago - When Engine Is Warm It Sxzaill
Saang To Surge At Tdle In dear

s [Py R o I

T Labor: $86.37
Flushed dirt;“_ _ trmnsmisdsion Fluid until alean.

MERCOR/DEXRON Transmission Floid-¥ 17.0 @ 3.23 =3 LT 315.7&4

Ataens: Comtleted Tech: BCF
Job Subtotal: 5125, 13
Found amml roplacad twe burned bilba, ons brake light, one tag light.

BULE Il 2.0 9 2.05 =% 5.70 .70
Evatus: Complated YTech: BCP

Job Bubtotal: $22.97

}T ; R T Ry v L TR e k Labor: 352.0
Raplaced 2irns.
Includas:

inspaction of eriginal faras.

------- Fm=m=p=uo—p—-mContinued on the next page-—=-->=—==d-ea—-D-o----
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. Swedishcar.Com, Iac. Invoice No. Page 2
aka Swadlsh Specialiats, Ine. 138122002 Order Date 01/22/03 07:17 an
8249-C Backliick Rd Complated: 01/22/03 01:50 pm
Lorton, VA 22079
Fhone: 703-580-7777 FAX: T703-5%50-777%9

o
L
tv
%J )

Tires 2 -
DimmotmEing tires.
Inapsction =f whasla Tor Jdamsga.
Maunting of now Eires on wheels.
Spin balanae wvheals on at lsast 7 centezs { more pr }
Inaktall whanls/tires on carx.
Task ceiva.
195 /60«15 Tiras-8 / 2.08 $7.00 =3 115. &0 11%. 60
;utus: Completed Tach: BGP -

Job Subtotal: S1867.864

Cheoked oazr for surgse mt idle when in gear. ¥e have soannel the computsar for codes acd nonc
had besn atored. Wa bhave chacked for any vaouum lsaks and have found nene.

However, we can Foal & seall scrge and faal that kEhiy is ralated to the thrpttlas sangor thac
had repsntly besn replacsd. We guggent having this looked ak by the servies csnkter thar d:d
tha capaix.

- . - —

Atzcux: Cooplabted Tech: BEP
Job Subtotal: 30.00

Nedow, UaUgpd, ReRabuilt

iy L CEPASEN WEARY APV B PEAEGWE Y PENT AFe ST PEATA SfilRan SAFHTL IE MAEEFId] R eSdihamsnip FBF A RN TF THEF LY CS~of et gD on eIng
aplid Snale ard wiFPEWLEAT Diwr a pwlldI af 192 deyi 30 M STLEIaE SESETVLEE Gn SeVBIEE, WLESMGeE of (ZA20! Flampred? &7 "asrwf! 3 fuiees o £ B
aafantiyn parss 4b sassiprwd TR WL warrscly. Smicigs chopes Oy BCae s sadisk 12 sammptad PO Thid warrEREy  Teafe] o D3R R e owo it .l
walanted MpAire  AlL VALTARTY HAAlCE SUSL P deds bt Bemdias Speciabimr. Tar. of W3Rt Vebkgallas.

Pyl Mhlzies -aff stter Tew oXFECAQ dbps dus e DD e a TSSO -Fiove dbslatd ol diy w Srmpw Tk

SupEnper 1 Mable o actooeey Teas in Dyesgaraen Gf holl owlledites.

PavEentk to Ewaddshoa = =

Stxtns: leted Work Ocder Labor 155. 688
Parts 16C.08

Faymants: ODiscount 31.57
Shop Supplies 4.67
Sdbtotal 288 .84
Tax b.&%
Total 5295.53
Faymants o.00
Bal Dus 295.83

Thank yiw fwr dhbibing Foali phvar Chn,  Tav




103-550-7777  8240-C Backlick Road, Lorvan, VA 2207¢  M-F Tam-6pm

Ocicber 16, 2003

Deer [

Affer investigating your 1999 Valvo 570 we have found the following:

Your throtile is pulsing when in “Park.” It Ouctuates & few hundred RPM s bosh up and
down. it scems to idle fine at sbout 90¢ RPM when in other gears, such as “Reverse”™ or

“Dyivie,”

Sincercly,

e Deus.

Bob Drye
Swedish Car/Valks Car



- CAUED pileop B 50
‘Swedlabeary,Com, Inc. Invoice ¥Nao.

Pags 1
zka Swedish Specialista, Inc. 131124009 Order bDate 11/724/032 11:13 am

2249-C Backlick R4 Coupleated: 12701703 11:56 an
Lorton, VA 2207%

Phoner 703-550-7777 PAX: 703-550-777%

. L,

99 VOLVO B70 Graen R

83430 Mi.Lant ino 1071673003 \ '“-F_}
I

1 AT AC FE ¥I

*12-1 Non at fam, ioaner/zide, works jJust a csuple milas away*
winter apacsial

Enows sha may nesd a new battary

Ynows abour Bhe air pass mater (sha's bBreinging i to the dealer fof chat)

Labor: 5$34.95
Winkar Special inaludes:

Faplace mngine @il and filter.

Check powsr dbesring Fluid.

fheck tranmmigsion fluid.

Check windshinld wipsr fluid leval. M&dd as nssdsd.
Chesk cotlant condiciin and ifevel.

Check bakbory for proper oparation.

Chack cires IZnr apudicion and proper inflatism.

Bratuk: Cemplatnd Tachr BOP

Job Subtotal: $34.85
fo L - _ _ tabor: WJc
Changed wogioae ofl and filter. Chackad vital Eivida.
203D Engine ofl, Mobil Super-W g.0 @ 2.23 =% MNjC
Q877751 Drain plug wvasbar-3 1.0 & 1.03 =§ e
1175810 Filter Inasrt-X 1.0 @ 7.21 =§ N/C

Statum Completes Teclhs ICP

Replaced baktary.

By Eattery Pad-R icw 0.30 =§ 1.040
MT-47 BATTEAY =R 1.08 385.47 =3 88.47 57 .47
Etatuss Completasd Tech: BOP

Jab Subtotal: 5109.96
{Brakes, Beaxr G/§/V70 Labor: §172.74
------- pe===p-=-=->-=-=-Continued on the next page---5----3-----p-~==-=n
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‘Gwedishcar.Com, Iac. Inveica No. Page 2
aka Swadish Bpecizliszts, Inc. 131124009 Order Date 11724703 1ll¢13 am
8345-C Backlick Rd Completad: 12/01/03 11:56 am
Lortonm, VA 22079

Phonm: 701-550-7777 FAX: 703-550-7719

Brakes, Rear C/8/V7D
Raplaced rsdr brake pads and rorora.

0371794 R/Rators CJ/B/Y 10-W 2
PEANZAD Fads, Rear Brake-N 1.

& B0.10 =% 160 . &0
¥ 53,15 2% #5.18 425,.55%

Stacasr Soapletad Taah: IR

Jok Bubtotal; $355.6%

Raplacsd uppar sugina mount.
2449337 angine monne=§ 1.0 8% Sd.4F »§ Bd. .44 Bd.486
status: Complated ‘Tech: 3CP

Job Bubtotal: $214.02

Esoomeendations : *Trananinsiend
Nalew, B-“.-dl EwRabullt

MBI vagalre wingy ser o yepnaifarsersd BT ETR weTEnonl Afatark de{wmr ls snterisl? apd sorimesahly fer 4 pevipd ol cERAY-TEmy kg, iy
i) R - iy

Btatus: Complated Work Ordaer Labkogp 349.74
Parte 407.88
Paymants: Discount 50.-4Q0D
Shop Supplies 13.99
Bnv. Waste Faa 12.24
Pubtotal 723.85%
Tax 18.52
Total $743.38
Paymantcs 0.00
Bal Dua 7432 .38

Tosnh yuu far ohepining dvcllsher.Com. [od.
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. Swedizhcer.Com, Inc. Invoice No. Faga 1
aka Swedian Eptafaﬂ:tn, inc. 131016002 oOrder Date 10/16/03 08:02 am

8249-C Backiick R Paid: 10/16/032 08:02 am
Lorton, VA 22078
Phona: 703-550-7777 FAX: 703-580-7779

57
C7

Shifter push in button dees not ralasse
Trunk balk

Threttls pulsing

IS [ e ™ . . . . . _ .
kil e <A PR ;" | w

The thretils is pulging only fn "Puxk.” in unhy othayx gear it ils working propexly at
ahenyt SOMRY,

Found that tha truak light was aisply turned off :-}

Feap an oye on the shifiar push pution, vham wore pajsr Tepairs ave hesded in that stea of
the vehicle we will be able to help Eix it for pom.

Featus: Cemplated Tech: DEN
Job Subtotal: E0.00

i

EE
E
i
:
i
|
|
|
i
|
.z.

- E.' - . = .
Btatus: Paid Work Order Labor 0.00
Farts D.00
Paymants: Subtotal ¢.00
Tax 0.00
Total $0.00
Paymants 0.00
Bal Due 0.00

‘Hmpk rou foxr sheasiny tesdizhess, Con, Iow.




Swadighear. Cﬂﬂ; 1nc. Inveica HNo. Pagn 1
aka Germanfwadish luts Barvice 150826015 Ordear Date (05/325/03 05:07 pm
7850-A Backlick Rd Completed: 05/31/05 02:44 pn
gpringfield, VA 23150

FPhona: 571-322-7777 BFAX: 571-322=7773

8% VOLVO 870 Green

1- When vehicie in park rpma go up and down random.
4= 0il change
3= Baprlace wipar blades.

703-535-4302

Lsbor: 5345.48

Whan vehicle is in park EPMS flucuates. Check and adviaa.

Tragad problem bte throtcle body. Raplacs dafsative chrotels bhody unit and Te-pregres.

cumplered
544347 -0 Throttla Body inik-5 1.0 8 5%51.4% =% 551 .49
SATTHARE DONNLOR BOFTRARE DOWMLOAD-3 1.0 ® 34.95 =3 $E.9%

Status: Complatsd Tauh: JEN

Jab :Euhtatlls £953.92
Labor: 13._&

= —
E1n ] OLl-M .5 w 1.%3 =3 9.94
0y77TS2 prain plag washar-N l.0® 0.68 =5 o.€d
175010 Filtar Inesrt-N 1.2 5,32 af 5,12
oK 149 D {041 filter)
or A1l X

Skxtur Complscsad Tach: BOP
Job Subtotal: 529.44

[E;E!Eg an Labax : $ﬂ.;b

Raplacad fravt wipar bladas.

F1 Wiper blade-¥ 2.08  1§.1i7 =Y 3.3
Atatus: Conpleated Tsoh: BCOP

Job Bubtocal: $32.34
-ewremey--—-3u=uup-=-=-Continued on the next page--->----»----- *————-




"ﬁuudiahca:.t':m Inc. Inveice No. Page 2
aka GermavSwadish Auto Service 150526015 Drdar Date 05726705 05:07 pm
"7890-A Backlick R4 Complated: 05731705 0Z:44 pm

Spripgfield, VA 32150
Phona: S71-322-7777 MAX: 571-321-777%

HxNaw, UnUnad, RaRebuilt
RL1 repalvs poing mob O Vplnkinleiverst parce provi
m—“m.mlu-ﬂt:hmwﬁmmlﬂ!ﬁ'lmsllﬂﬁlﬂulmmi-lm- whlyiefSyT 3d ldmijmf. Sulise el

el L ] I
:-h' Id Tisiigd bn bua miive for vencsussl vagelry. AL Wedrrehty mepairy mmdl by mids sl Ewiddsh AMWLLILELE, 180 8F LASups, ¥ETgINLA.
Bapaiing velbolup Jafy swewr ywn workisg depe Com e edjein ge g ERiry-Flew dellare por doy riovabe fun.
Ot 48 1Zable tor arbvimey feas la Hlsactes e BH1] cellecd bee.
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Faypents to Swadishcar.Cop e _Copt gumpopary

Btatus: 1sted Work Ovder Laboxr 3568.53
Farcs 685,72

Paynmants: Shap Supplies 14.3§8
Env. Waste Faa 20.00
Subkotal 1,090.06
Thx 35.56
Totnl 81,126.62
Paymants 0.00
Bal Du= 1,126.62

=hank yor do- chobeigg Fesdiaboar .Com fec.



RECE|vEr

JUL 28 2005
I CUSTQ
T MER Ca

Alexandria, Virginia Re
July 25, 2005 -

Ms, Jaye Linnin

Executive Manggement Specinlist

Volva Cars of North America, LLC

7 Volvg Dirive

Rocklelgh, New Jersey 07847

Re: VINYVILES ﬁngxz_

Problem: THIRD failure of Throtile Coneral Module m 1999 S70
Dear Ms.Linnin;

Thank you for your ketter of July 15 with regard to the multiple ETM failures In my 1999 Vaolvo
570, I must point oul that the repait in Qctober 2002 for which | am requesiing reimbursement
of $376.00 in labor cosis was a¢ the Do Bywer deglerskip in Alexandria, Vieginia. You
reitcrate that Volvo Cars of North America will not honor my reimbursement request due to
repaics being made at a “ron-suthorized Volvo facilicy.” That is simply not the case, gs the 2002
repair was at an authortzed Volvo dealership. Thats, | am again equesting reimbursement of the
$376.00 ] paid for labar for @ repair which would have been covered under the extended ETM
wirranty that was made available in Celifomia,

As far the charge of $1,000 for ihe thind ETM at a0 authorized Volvp service facility. you will
note that 1 went back to Don Beyer for service an May 3, 2003 with diagnostics from the service
facility on April 23, 2003, | went back © Don Beyer again on December 3, 203 wilh
diagnostics from the service facility on October 13, 2003. It iz due to the high quality of the
independent scrvice provider ihat 1 uliimately found an accepiable repair, which was not
pvailable at the dealership. 1 had no option bul 1 go to another facility wheu { should poin
out, the ropair was made by a iechnician who has mecivid Volvo's EXPERT Tech raiing. This
individua) is cenified by Volvo w make the repairs required, and o apply Volve's standands
(which the deajership seemed unable to uphold).

[ urge Volvo to reconsider its lack of responsiveness to these issues. I believe dt it would be in
Volvg Cara of North Amerca's best inferest Io take the steps requesied and compensate me lor
the labor incurred in 2002 of §376.00 and the 51,000 to replace the ETM for the third time.

Thank you for your consideratiom. [ {ook forward 1o hearing from you in the next week or so
with Volvo's response,




Alexandria, Virginia ||| N
July 8, 2003
RECEIVEDR
Ms. Jaye Linnin )
Execotive Managemett Spocialist L B 25
Volvo Cars of North America, LLC CUSTOM -
7 Yolvo Drive &R Gars

Rockleigh, New Jersey 07647

Re: VIN Y VIL 855D ¢ X2
Problem: THIRD faikare of Theitilte Contral Module in 1999 §70
Danr Mz Linnain:

Thaok you Jor your letter of June 28 with regand fo the multiple ETM failures in my 1999 Valve
870. It is unforunaic ond wousust thal Velvo denies any responsibility for the faihures.
espacially as public knowledge of the dezign prablem: increases,

1 1ake particular note of your letter’s reference o the faet thal the October 2002 repair at the Don
Beyer dealecship was out of warranty. You are aware, [ am sure, that the state of California
required Valvo o incroase the warranty coversge for the ETM to 70,000 in light of the high
failore eates. That being the case, my lebor cherpe of $375.00 would have bren withln the
warranty peried if | lived in California (pote the article in the Los Angeles Times by Myron
Lavin and the Secret Wamanly Class Action suil being waged by Fazio Michelett, amomeys).
My attorney adviscs me that this geopraphie distinction is unlikely to bold merit in ¢our, if 1
purgte logal action, as waminly sxtenstons and reimbursementy should apply natiomwide.

As for the charge of $1,000 for the third ETM at mn sighorized Volvo serviee fagility, you will
note that I went back to Don Beyer for service ot May 5, 2003 with diagaosiics from the service
facility ob Apnl 23, 2003, [ wenl back to Don Beycr again on December 3, 2003 with
dizgnostics from the zervice facility on October |3, 2003. There comes & paint where the
customer has taken EVERY REASONABLE ACTION and ihe problems remain.

T urge Volvo 10 recansider its lack of responsiveness o these issues, | believe that it would be in
Volvo Cars of North America’s best interost 1o take the steps requested and compensate me for
the labyr incurred in 2002 of $376.00 and the $1,000 o replace the ETM for the third time. The
alienative is certainly likely 1o cost Volvo much more than the amounis requested herein,



Thank you for your consideration. § look forward to hearing from you in the next week or so
with Valvo's response,
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JON WINOKUR RE

Post Orrice Box 1117
PACIPIC Parisanes, CA 50272-1117

CENVED

{310) 454-9393 -"]IL i1 2005
CUSTOMER Ca: -

June 28, 2005

Nire Hemandez, Service Manpger @Qﬂ
Valvo of Santa Monica

{30 Santa Maonica Boulevard
Sann Monica CA 90404-2804

Dear Minao.

As vou kv, 1've been 2 loyal VEM custamer, primarily Decouse Fye
always received exvellen) servive from you and your staff. moat recenthy
lromy Martin Munoz,

Hewvever. on April 13, 2003, after beinging in my 1999 570 for the
scheduled 52.50k-mile service. Martin informed me that the throule
body & injection system needed cleaning. 50 1 authuniaad the weork,
Twor weeks [ater [ lcarned of the “secret warrnty ™ controversy and the
defective throttle bedies in my model. and on two subsequens occasions
usked Mortin whether there would be a mubke-good From Viotvp,
Uinfortunately, there s been no such adjustment to <ate. From what
1"v¢ learned abour the sitwation. especially the potentiad for dangerous
stalling episodes. | beligve il is Volvo's esponsibility 1o reclify the
problem.

1 therefore request { 1) immediate reimbursement in the amount ol
321 1.61 for the costL of the clesning., wnd {2) promps replacenem of the
throtrle body usil ik no charge,

Sincerely,

¢! Mortin Munoz
Via Cenitied Muil Number 700 2890 (03] 4732 4603




e
RECEIVED
JUL 13 205
CUSTOMER CARE
<

July 7, 2005

Dunr Ms. Belee,

1 om following up on a message [ received fom John Sandusky at my local deatership al

Lawrence Volvo on June 20™ 2003 regarding my 1999 Volvo S30 vehicle LD, ber

STC unit.

I have always had my Voivo repaired at your dealerships but lagi confidence when
touple hindred miles of @ major service on 2726/04 at 60,241 miles seyeral waming
lights lit up on my dashboard and messape ceater; brake, ABS, check engine, emissio
system service required, This was soon aftor paying $1,003.01 for the major scrvicy.

to ke majot service that was just completad and there would be & minimum servi
dingnase the exact problem. [ felt this was a quality issue of the Valvoe product give
repair history of this vehicle so | nede a complaint directly to Volvo Cars of North
America about the car, nal abour the dealership. | was trther discowraged when | felc |

was rebuffed withoul any serious consideration and tokl someone would get back 19 me
but no speeific nnmes were provided and woeks passed before any follow up was done.
During thin fime | consulted a private repeir shop owner who has serviced Vaolvos o)
over twenly five years and § hed the STC-ABS upnit replaced on 5/26/05 for $790.33,
Since Volva has offered to wake care of parts and labor [ am ssking you to reimburs
for this expense and 1 am still waiting for 2 reply. Please see attached service repai
receipt from Bob®s Volvo-Toyota Specialists dated 53 /035, Had 1 knavwn Volvo wouid

have “stepped up (o the plate™ 2 long ime ago | would have pever congidered wking my
S80 somewhere clse.

M

94% projecied failure rute on the ETM unis in virious Volve models and that Vol
recently made an admission to the Califomia Air Resources Board that Valve will ¢
the wacranty and reimburse its cuswieers for this failed component. [ know that yoy have
reimbursad other Volvo costomers with the sxme problem [ have. T also know there/is a
pending clasa action law suil regarding the ETM problem in your vartous models 2
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hope o avoid making contact with Fazio & Micheietti LLP located ar 1900 So. Nprfolk
Strect, Suite 350, San Mateo, CA 94403 regarding g litigation. [ strongly believe that
these componers, ETM and STC-ABS, failed befure their normal useful life cven with
my strict adherence o the mairtenance schedule and only using preminm gasoling in my
SR80 since the day I purchased it. [ have all service records and premium gasoline receipts
for my Valvo 580,

1 hiave bezn 2 faithfu) Volve customer and, as an insurance broker and vice peesident of
sades, | have always recommended Volvo ears ta my cestomers as xafe and reliab
vehicles. | respectiully azk you to conyider iny request in good [3ith and knowing
Volva's reputation, I am confident you will not let me down,

Thank you for your time and consideration. Please don's hesitate o call me dircgsty.

Sincere]
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July 21, 2005

Voivo Cars of North America. Inc.
Customer Sarvice Dsparkmant
P.O. Box 914

Rocklaigh, NJ 0768470914

VINE YVINCSED
Purchased $01/03
Currant Milsage: 47,000

To Whom It May Concemn;

RECEIVED

JUL 25 om5
CusTomMER CARg

n, Inc. {Auto Place -~ Wikiamaville, NY)

When | purchawed my vehicle from Jam Cufligan's | was told that after tha 4 year
warranty expired, | would have and additiona! 2 yaars baceuse extra money was
paid to add on the “Certified” program. 1 was explained that the onty difference
in the warmanty was that thers would be a $50.00 #iat fee each time | used it,

regardiess of what had o ba done.

j heve had an ot going program with tha ETS on my car. | have baan taking it to
Alan Byer Auna Salee for service (Jim Culligen's is in Buffalo end 1 ive in
Syracuse). After spanding weeks in the shep this summer, hopefully they have
finally fixed the problem. | almost got kKiled o the higimay by e truck speeding
by when my powsr went out he last thne § was supposedly fiad.

| do not blame the paople at Alsn Buyer’s. This wae a problam that the scopas
could nat diagnese. They had a ipt of time inlo this. Vwhen it came time 1o pick
up fmy Gon, it was explained to me that | would have 10 pay mane than tha $560.00
bacause the “Certifisd” program was not the same au thé oniginal wamranty. 1
cafiad Jim Culligan's and thay confirmed what they told me when | bought the car
that tha warranty was identical (axcept for the $50,00).

Apparertly, the “Cartified” program only pays what they feel is appropriate and
thenefora it is my responsibility to pay the differance for the time it actually takes

1o lix the problem.



| was charged $50.00 in June 2005 to fix thia prablem, and then $328.32 in

July 2005 to continua to fix the same problem. Something is not right here.

I am requesting & refund of the $3248,32 sither from the “Certified" program or
from Volve {not from Alan Byer; they deserve to be cormpensatad for there tima).

If you would like to dizcuss it over the phone, please call.
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North Yromauth

Decambex 15, 2003 {SATOMER RevATIONS

To Whom I May Concern:

This is my 2% letier that | bave written in neferance to my service done on my 2000
Volvo XC at the Goodwins Volvo in Topsham, Meine. As stated in my lnat leiter, |
‘brought my car in for routine service and mentioned that the car scemad to heaitate bike it
wan not getitng gas. The car was serviced and I assumed that everything was fine. After
the servicing the car continuad o have the hesitation until the peint it wonld not get ges.
brought the car in and they informed me that I needed to neplace the internal throdtle unit.
Now if they told me that when 1 first had fhe problem then I would have been under the
50,000 mile wamanty, Unfortunately my mileags waa ot 53,274 when I got the car back
in and the internal thegttle control which cost me 779.46, I have alwiys takem my car
since ] bought it back o the dealer for mecvica and for a car that is only a 2000, 1 bave
spant thovsands on sexvicing or fixing minar problems. Attached is the capy of the
invaice und [ feel that » waiver shayid bea mmde for the cast of servics since I wis just
over the wamranty and if we discoverad this earlier I would have bees under the warranty.
1 have never writien s letter to get reimbursad for anything and in this case I thirk I am
juatified in request a refund for 779.46.

Sincerely,
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Jumwary 73,2004

Volvo Costomer Cager
7 Valvo Drive

Rodkicigh, New Jawey
O7s47

{ s presamtly the origioel owner of 1 2000 Volvo S50, Lhrw mevioaly porchased caly Volves for tha
pant 25 wars [ heve alemys boan mors en sitbcdied with those car snd kept sach car for §-10 ysars
amd well over 100,000 miles, For thin remsan, [ had o hesltation i purchssing oy presant vehuiole. Tam
the sole driver of my cur, Jam 58 yeurs old mnd take wery good care off nry owrs wilh servicieg and
masintenanec on them, snd oy driving bebits are oof sllasive on & cir.

I have bean erciremely unkappy and dissstieficd with this 380, T repalcs oo s car hurve boan
axcussive snd st pravet I have anly 27,000 milss ox sy car. [ have molosed the repairs tat have bosu
daoe on fris car. The most recent baimg “the delfective locking s mnd shift cibie™ I R in defictive, why
do I hew: o pey Kx {7 Meore opaeiting tome i ¢ sl cable shoukd never hawe to bo repleced on a car
with this low mileage, Dosg this mesp in mofbher 23800 miles 1 wil] be repiaciog § again? Thin is alwo
hﬂwﬁhwd’huﬂhhﬂuﬁhnﬁnwuﬁiﬂhmmlhﬂm I
wimild Hice an acplanation rom Vohvo se i why this owr required 20 ey repairs with andy 27,000 miles
< tha vehinle sl wiry Fam responsibly ko pay for 2 "lefactive pari”.

I porchasad my car st Hamle Volve Dealership, asd would Moe to repart thelr e aervics advisors hew
always beon axtremely courieous sod helpdhl to me ingry dealings with theoe,

Your atcamion and reply to thia mabter s gremily sppraciated. As tiks point, 1 feel dishwaght thet my
ottty option on this cor i o get rid of it afber s mary repeies an s vary Jow mileage sar. Afler ooming
Volvo's for mast of mey adulk life with sstisfaction. 1 weuld corininky have to lonk at ather high ond fype
of owrs afler owning this ane. [ bosestly don't believe this is how Volvo wants sa be paroeivad by its Joyal
NI,
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Office of the Pregldent & CEQ JAN t 1 2005
Volvo Cars of North America, L1.C
7 Volvo Drive GCUSTOMER CARE

Rockleigh, NJ 07647
¥ January, 2005
Dear Mr Doolan,

Thank yor 50 much for the Welcome to Care by Volva® packet with the enclosed
flower seeds. We felt all warm and fuzzy for ncarly @ whole day after it avived in the
mail on 3 January, 2005. Untll the next day that s, when our just-over-g-month old V50
died and left us stranded in the middle of nowhere. 1t was standing in the dark, 30
degrees, on the side of tha road last night that we loamex] the irony of the Volvo for life
slogen. There is no provision in the Care by Volvo® On Call Roadside Assistance
program to teke care of the peopie who areetrapded within 250 niles of their home, only
the Valvo. Imagine the PR value of a car cempany that had roadside assistance that
included something like up to 8 25 mile ride home. All the other programs, the i would
announce, leave people stranded on the sida of the road, in bad weather perhnps, but
Yalvo's Care by Volvo® actually delivers you to where you weee going should your car
become disabled. How hamdy would thet be? How unhandy is the alternative?

Imagine in the information age we live in thexe is & CEO who is sending forget-me-not
seeds to his cistomers but doesn’t have a provision for Volvo On Call Roadside
Assintance, aka Croas Country Motor Club, to notify the Volvo dealer that a customess
broken down car is being delivered by tow truck and the drivex’s neme and cosntact
number is inchaded in the email or fax. Incredibie, but true, as our family learned in the
lnst cighteen howuxs. This is service from a company that claims to have ewsrd winning
service and something called Argosinet.

From prww. argoginect

*Argosl,net fs an Industry leading web sie that provides service providers
and repair facllibes the opportunity to transack business, view parformance
data, and communicate online, "

I can see your dilemma as a CEQ. Seeds or service ? Sadly, the sesds won.

I called my dealer, Mitcheli Volvo of Simsbery, CT, and told the Sales Manager, John
Gallaghes, how much I loved my salesman, Glenn Rio, and how much I heted the Volve
On Call Roadside Assistance progrent, His reaction was amazing! He agreed. He told me
he complains ebout it to hia Volvo rep all the time, Obvigualy it is & real problemn and one
that [ don't think will be fixed with seeds, A Mitwchell Service Manager told me that tow
truck opevators are paid 515 to tow a Volvo under contract with Cross Country Motor
Club. My reaction was, if you pay peanuts you get monkeys.

I won't be bought with seeds, sorry.



And whoever thought that you needed to add in your P.S. that “the enclosed wildflower
seads are a small gift...” shauld be told that we can see how smell they are, thank you
very much, Little did [ know how small unotil I compered them to the zize of Volvo's On
Call Roadside Assistance.

On u positive note, let me thenk you for what is a fantestic automobile. I am sore that the
frayred belt whoze errant thread cut through cur AC hase and sprayed what appeared to be
coolant all over omr alternator was an anomaly. [ am thrilled with the design, mileage,
performence and safity in this remarkable car. We all love it and [ have every intention to
replace my Land Rover Discovery with a Volvo XC90 when the lease expires.

If there was an iPod conneetion socket the V50 would be perfect!

1 thank my aforementioned salezman extraondinaire Glean Rio and all the folks ut
hﬁmheﬂvolmuwﬂlﬂnﬂﬂ:pmpku\hlwfhnnfﬁmﬂlﬁmmnmdmm

such & great automuobile.

Thank you also for the time to resd my complainty. ] hope you, or yonr succegsar, ane
able to implement some improvements in the On Call Roadmide Ansistance program.

I wish you & satisfying fine] few months as President and CEO.

Sideerely,

#H1'71962,
vo Club of Americs

v

My wife’s VIN # YVIMIcS2o S

] Valvo
Couniry Motor Clab
) forum
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Volvo Cars of North America,
Volvn Customer Care Centar
Sevean Volvo Drive

Rockleigh, New Jersey (7647

Dwar Eir or Madam:

For the past 18 yeara wa have been loval Velvo customers, having bought three new
cars during that time: .

» 1886 740 Turbo purchased from Meyer Volvo, Larchmont, NY

» 1854 B50 Turbo purchased from Meyer Volvo, Larchmont, NY

» 1896 S80 T8 purchasad from Mt. Kleco Volvo, Mt. Kisco, NY

Until recently, we have baen very happy with Volve sedans for our family car. This Is the
result of comfont, safely, performance and retiability.

Howsver, the 1888 580 has been very disappointing, ic say the lsast. Shartly after
tading delivery in May 1589, the car had to be returned to the dealer savaral timea dua
to an oil lsak. The solution at that ime was to replace the tranamission, after which
performance was mare or jesa satisfactory.

Howevear, much worsa is the fact that as soon as the 50,000 mils warmanty expired, in a
littfe over ana year | hava spant 58,4000 on mpairs, and am facing another $900 in
imminant repair biils.

Records will prove that I'va always had my Volvos aerviced at the dealer on time
spacified by the warranty. In August 2002, just after the 50,000 warranty was up, a
“Tranamission Service Ligent’ message appearsd and the transmission had to be
replaced (mileage of 52,368). Total charge wae $3,147. I've owned abayt 30 cars in my
driving Iifetime and have never before had to raplace a transmiasion, and some cars
had well over 100,000 miles,

| was also informad that tha throttle body unit had falled and had to be replaced for a
total of $808. The dealer was very quick to point out that no problems were indicated

514 Alda Rood Mamaraneck, NY 10543 (914} 6951349 {914} 4981481 (Feny

vwww.chiworddwide.cam



JOHN ANDREW LEACH " ITOMER RELAYIONS
1503 Brant Roed, Wilmington DE 19810-3801 ¢ +1 (302) 529-1985 ¢ LeachJ/A200] @eol.com

7 haly 2003

Do Sirs smd Meadames:

1 am writing this letter to tell you of recent sxperience 1 heve md with two very different Volvo
dealerships. One of them was tesponsible for losing me s & future Volvo customer whils the other was 10
axemplary in its service that it hes more than made wp for the deficiency of the former. Allow meto

olahorate by recoopting my take,

In March of this year, I was involved in a collision with ary 2001 Volvo S60 24T in Alexandria VA, At
the tima, my family and T ware prepering i relocate to Wilnington DE, whers wo renide at the prment
date At the time of the accident 1 callad Don Beyer Valve to ask them for a soitable body shop for
repairs. They recommended that I bave my Velvo towed to en sstablishment namad Folemae Moters in
Alexandris VA ] later Joarned that this body shop was cened by Don Bever Volvo.

Inshort, mry experience with both Potones: Motors and Don Beyer Volvo was appalling and sxsspenating
Within five miles after driving fhe vehicle sway from Polomac Motors an 10 April, it quit running. ! rang
them immedistely to inform them of my plight. Their response was, “That's not what we kandle. You
need o take the car to tha dealer.” T managed bring the limping vehicle to Doa Beyer Volvo whers they
repiaced the throttle body and gasket &t oo charge save for the Inconventiance. 1 recelved the vehicle hack

o 11 April and we weee relocating on 15 April.

Upon sextling in Wilmington DE, 1 bagin 1o Botics mars problerss, At that time, I thought that they wens
small: the stearing aligrnsot way sHghtly off and w 30f aques began extanating from under the hood.
Concernad. [ located & nearby desler, Stiliman Volvo of West Chatter PA. Upon bringing sy 860 to
them, I leamed from then thet ovy vebicle had not bewn repaired folly and thet my alignnient lasuss wers
fir mare draamatic than I hed supposed. The Service Adviscr, Mait Jolmson, ook the time to review the
problests with mo and make cectain [ undertood whet was needed to ramedy the matier. Ho then took 1he
time to mihmit & supplemental claim on my behalf to my insurance company.

1 have inchuded i pasemdment of repains prodiaced by Slillman Yoivo needed afier Don Beyer Volvo had
supposedly “fixed™ my vehiclo, Most shockingly, Potomec Motors and Den Beyer Volvo failed to notice
that the front right strist was bent and required replecamernt Flongs take note of tha aligmneat of the right
front annotated ss “Before™, Potomac Masoes and Doa: Boyer Yolvo billed v iotal of $5,029.61 and ye¢
Stillman Volvo stll hed to submit a supplomental olsim of $518.50 in arder to muke the vehicke strect

warihy.

I wish io leave no doudt that the sole reason why I will comider buylng any Volvo a the faturs b
bacamse of the outntanding survice provided by Edlmaa Volve and Mr. Matt Johasea. This
dealerslip provides first~class service and performs 10 their uimost to meke me feel confident that my




vehicle Is safe and in perfact working onder. Indaed, ] cannot notioe any difference sow betweea the
current performance of my S50 and its parformance prior to the aallision.

1 bope thet there is some recogition thar Volvo glves 1o ita dealerships that perform por sxcelience, If 20,
plmsa consider this [atter an 8 nominstion for Stillman Yalvo to recelvo such recognition.

Co: Stillmen Volvo, West Chester PA
Ce: Don Payer Volvo, Alaandria, YA
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STORARE
GROSS TOTAL * 5,813.43

LESS: DEDUCTIBLE ] 8a8.80-
NRT TDTAL 8 5,515.4%

LEEZS: FREVIOUE NET TOTAL ¢ &, 529.61-

NET SUFFLEMENT TOTAL L] TR5. 53

FIH Tfllfﬁlflﬂfﬂﬂ‘llli GHHI #;;EHHE!I#!II FEOCODE: F0047 NORT VA
1
ll"’ FENFRO ﬂl4l5 EI LOGL435 '1 04-0F-43 I4:15:325 REL 4.05 SW0l1/03 DTUB/D3
) 1993 - 2802 ADF CLATHE SOLUTIONS GROUP, INC.

3.2 KRS WERE ADDSED TO THIS EST. BAGED OM ADP'S TWO-STAGE REFINISH FORMULA.
THIS ESTINATE HAS BFEN FRAPARED BAZED ON THE UIE OF AUTONOBILE PARTS NOT
MADE BY THE CRIGINAL MANUFACTIRER. FARTS UEED IN THE REFAIR OF YOUR YENICLE
BY OTHER THAN THE ORJOINAL MANUFACTURER ARE REQUIRED TD SE AT LEIIT EQUAL IN
LIKE EIND AND QUALITY IN TERNE DF FIT, (HMILITY AND PERFORMANCE TO THE
ORIGINAL MANUFACTURER PARTS THE? lﬂE lIPLI:IHE
TRISE I8 NOT A REFAIR AHTHUII!&TIQH.. MO BWPPLEMENTS WITHOUT PRIOR APPROVAL
PLEASE BIVE THIS IIFIII ESTINATE TD YOUR SARAGEMAN
DISCLAIMER: “FAILING TO PRGESENT THIS IlTI_TE TD THE REPAIRING GARAGE BEFORE
REFAIR MAY RESULT IN ADDITIONAL EXFEMEE TO- YDU. AHV EUFFLENENT TO THIS
EE;EEET!“=E=II=E #Hrgﬂ!;=E=H=:L= HIT RE::E#E EE IFIC WELDINE EQUIFNENT

£ SPECIFIC EQUIFNENT AZ
RECOMMENDLID BY THE NANUFACTURE




MAY 28 2833 13t52 FR LUSAR 757 H93 2 TO 919201 S P. 12714

-‘..
2001 VOLVC S0 TE 4 DR SEDAN 93-21-03 9:43 AN
CLAIM & QOBRODOBE LOa 1438 =1 51 4&4-08-0% 10:04 AM
ESTINATE SUMMARY PAEE
BRIAN SHERMAN
NET ZUPPLENENT TDTAL ¢ T83.82
LESS: PREVIOUA NET TOTAL . 4 4,529.41-
SGRUES TOTAL $ B.013.43
LESS: DEDUCTIMLE v Bod .0~
MET TOTAL * 5,813.43
LEES: PREVIOUS NET TUTAL : I.II! ll-'

MET EUFPLENENT TOTAL

ADP PENFRO WO4BE £ LOGIS3E -1 09-08-B5 19:]18;:25 lEL q- IE Sﬂﬂlfﬂ! DT05/03
{C) lill = 2002 ADP CLAIHNG EOLUTEONE GROLN, INC.

IF ALTERNATIVE QUALLITY REPLACENENT FART3 HAVE BERN IIIGLIII'ED IM THIE APFRAIGAL,

THE SQOURCE FOR THESE FARTS HAS ALSO REEN DISCLOSED. IF ALTERMATIVE QUALITY

REPLACENENT PARTE AS LISTED ON THIS APPRAISAL ARE ULTIMATELY USED IN Tl'l'i

REPAIR OF YOUR VENICLE. THE WARRANTY ON SNCH PARTE WILL BE EQUAL TO,

GREATER THAM, THE PARTE REING REFLACED, AS RTATED IN USAA'S LIMNITED PlHTS

HARRANTY. USAA WARRANTS THAT THE FARTE USED ON YOUR VEHIGLE WILL EEK OF LILE

KIND AND QUALITY, FUNCTION, FIT, AND CORRSSION PROTECTION AS THE PART

OR PARTE THEY REPLACH. USAA REQUIENR THE USE OF CAPA-CERTIFIED PARTS FOR ANY

SHEET METAL REPLACEMENT PART BUBJECT TO CAPA-CERTIFICATIDN.




M 28 2D 153 MR LEAR TET 997 45 TO SIA=IYI RS P, 1314

-.-
m#n SUPPLEMENT RECGNCILIATION #3n

CO LOG NO 18358 -1 SUPPLEMENT £1
CLAIN » & FOLICY & m
INSUREDR INSP DATE - g1=
oWNER AFPRAISER BRIAN SHERMAN
YEHWICLE TE 6 DR EH
IMES
GDE  FiRY OPERATION PRICE AJX BX LABOE EATER
9834 GEAL , HEADLANEF LT REPLACE QNN 31 1%.3% 4.5 W
0074 SEAL ,FRONT BUNPER REPLACE ONE g1 14.43 INC oM
2131 PHAL,INR FENDER FRONT RT REFLACE DER 51 i4.08 4.5 M
2181 PNL,ZNRA FENDER FRONY RT REFINIEH El 0.2 RF
¥137 BRKT.CONPUTER MDDULY RT REPLACE 068 a1 11.47 INC ME
0520 RETAINER,FRONT FE RT REFLACE OES El 27.98 p.1 3M
8320 RETAINER.FRUONT FEN RT REFINIAH Bl 8.1 RF
U345 PLATE.RAD SUPT PANEL RT REPLACE OENM 51 25.85 0.3 SN
D34& PLATE.NAD AUPT PANEL RT REFINISH g1 p.4% BF
ALAEN WORN REPLACE OEN 21 129.40% d.3s MNEN
HOOD LAIEL: REPLACE CEB sl In.4és
MODiIL & REPLACE DEN 51 B.96&0
LOWER Huu::nﬂ MOMNE IEEL n::l.“ 21 &5, 16y 0.25 MES
GOE PART SPERATION PRICE AJX
1920 TENSIONER,BELT AEFLACE OER BL 3;.::- E gr NE
CALCULATION CHANGEX FROM TO mrrnmz
EROSS PARTS 3,03 T 3. %a8.51 BE4 .00+
PAINT MATERIAL 22.90 31868 22.00 330.00 15.40+
TAX ON PARTE ONLY G.E00X 141,04 4,.500% 158.97 15.93+
SH - SHERT METAL J 1&.40 99 48 35.0D0 17:.1:: 108.00¢
ME - MECH/ELEC a4.40 1T 84.4D 383,40 193.20+
Rf - REFINIEH 36.40 Nld .08 36.00 540,00 25.20+
SUPP 1 NET TOTAL 7% .82+
SUMMARY NET TOTAL DATE TINE APPFRAISER
ORIG EST 4,829 .61 D3=21-08 F143 AM ERIAN SHNERMAN
SUPP 1 783 .82 Ad-05-43 1005 AM JRIAN ANERMAN
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STONER RELRTIONS

o ~I
- ]

Yolva

Customer Relstions
17 Volvo Drive
Rockieigh, NJ 07547

Dear Sir:

Once again I omist commwnicnte 5 problem tmt has occurred muitiple times with the
2000 580 I purchased in 2000. As I comowunleated in Jaouary of this year, this is the
fourth Volvo that I have owned. 1 have sinos Jearned thet this model of Volvo has beea
subject to frequent ropair requiratments, wad mine appoars to be no exception.

I bave stiached the repair histery for my Volve, which inchides 1o less than four repsins
required ta the front suspension of the car, beginning ahartly after purchasing the cxr in
September of 2000. Specifically, I returned the care on September 21, 2001, Ootober 4,
2000, December 1, 2000, Jxwary 14, 2001, March 27, 2002 and mogt recently on Aprit,
2003, While the owr was not under warrsnty st the tims of'the last repair, I firmly batieve
that thtis has been a conttming problem with findty suspension design.

I would like to know if Volvo is cansidering & recall to address this apparent design flaw
I would also like to request thet Volvo cover this expensive repair given the cottimunam
problem sitoe purchasing the car in 2000,

Iwm_mﬁd:nﬁmufmynqu:n. Our family has purchased many Volvon.
Undecstandably, if I have & concern that curnent Volvo™s could require sarisl repaire for o
continuing problem, I will look to & new mutomobile line for fiture purchases, I bope you
will be able to eliminate this worry.
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History Report for Vehiols: Y1119772

Customery:
CSuatomsr Howma:

A Numbgr:

Opan Data:
Gloes Date:

Partag:
MisopllaneOunk:

Ling Code:

Complaint:
Clude:

iabor Typa:

Dp Code:
Dasoription:
Laborg:

Partad:
HMizscallunsquag:

Ax383

027ER; 60 Milsage: @ Ssrvios LOgon: WN-3
oRi2A/aq 8A Number: 1413 Cashiar: hamven
& Cousback: N Bonker ID: §1540
POI PAEDELIVERY INSPECTION

)

1 WVEDI Tachnicien Nuabar: 1138
POI Comabaok RO Hushar:
PREDELIVERY INGPECTION

as. 48
o.90
a.00
B Cosgbaoli: N Bookar IO: 11440
J1711-8 PDS DETAIL DEALEA 1954 ALL
[ 3
WPDI Taghnipimn Nusbar: 088
7 Comebicl RO Numba s
FDS DETAIL DEALER 7054 ALL )
TE.00
o.08
[ W] ]




4/82/03 O4:01PN

WESTLAKE VOLYOD

Histary Report Tar Vehiole: Y1119772

CUsTImary;
Cuatomer Nams:
M) mumbar: N4
Opan Date: 08722/40 Mileage: 7i64 Ssrviow Logon: W¢¥-8
Close Date: 0O/23/00 8A uaber: 1411 Cashler: {sanne
L.ina Cods: A Comsback: N Booker ID: 1411
Complaint: 0700 7Ta00 BSERAVICE FER FASTOAY SCHEDULE
Lador Type: CV Technician Nmber: 1278
Qp Coge: 07500 Comphpck RO Nuambar:
Dasardpgtion: 7500 SEAVIOE PEA FADTORY SCHEDULE
Labory: 135.80
Parta$: 24.22
Hiacallanscuall: 0.00
Line Code: B Comabaok: N Bookar ID: 1411
Compluint: CALL NRORTHRANCH FOR B0V ESTIMATE TO L/R CUARTER PANEL OF CAR
Labor Type: C¥ Tachnician Humbar: 1278
Op Code: QDD Cometiaok RO Nusbar!
Desoription: C ATTACHED FOR BODY EBTIMATE
Lahorg: g.0p
Partak: 0.00
Miscellananusl: .00
Lins Oode: © Comgback: ¥ Booker ID: 1411
Complaint: OX- QUST BTATES THAT CLOCK MAY BE LOSING TIME
Labar Type: CV Taahnician Numbar: 1278
Op Coda: NG Comghank RO Nusbar:
Denpripticr: CLOCH AEEHE O AT THIS TImf
Laborg: ' 0.0
Partod: .00
Misgellanecuns: G.30
Line Cpda: D ComgtaaK: M Booker ID: 1411
Complaint: HOW EXTERIOR HASH AT NO COST TO CUSTOMER {12.00 VALLRE)
Labor Type: CVY Technioisn Nusbar: 89
Op Cage: WOW Comsbhack B Musber:
Deacriptign: EXTERIDH WASH AT NO COST TO CUHTOMER [12.08 VALUE)
Labors: 0.00
Parted: a.88
Hisgellanouss: 0.00




24/03/03 04:01PM WEATLAKE VOLVO
History Report Tor Vehigle: Y1118772

Ciéntomars: Y1118772
Customar Memp:

RO Number: 24335

Opan Date: 09721700 Miigage: 12280 Service Lopon: W8
Clows Date: 09721708 5A Nusbier: 1413 Cashlar: cargl
Line Cade: A Comsbjck: N Boolcer ID: 1413
Complaint! CK. CUSTOMER STATES LOUD THUMFING SCUND FROM LMDER CENTER OF YE
Cauns: X
Lubar Typs: GOV Tachnieian Mumber: 5788
Op Codu: 80W Comsbask M Nusber:
Desoription' BPECIAL ORDERED PARTA-KARMANTY
Labors: 0.04
Partag: a.40
Mimoellenanisd: d.0a
Line GCode: B Comaback: N Booker ID: 1413
Complaint: T DAY CAR RENTAL - NO CHAMIE
Labar Type: CV Teoiniolan Nusber: 988
Op Cods: MG Caomabaok RO Number:
Daycription: MO CHARGE
Labarg: 0.08
Fartas: 0.00
Mixosllansouny: 0.8
Labar Typa: CV Tethnicisn Humber: 809
p Code; WOM comsheck RO Humbar:
Desoription: EXTERION KAGH AT MO COBT Y0 CUSTOMER (12.08 VALUE )}
Laitirs - 0.4a8
Fartay: a. 08
Mimosllanscung: d.04
Labor Type: OV Technician Nuaber:
Op Code: B0OGR Comsback AD Humbar:
Laborg: a.m
Parteg: .08
Miscellansous): 25.00

Story for Line &, Version Nusbsr 1
FRONT SWAY BAR LINK HAS BEEN SPECTAL ORDERED




d4/02/08 o04:01PM

HESTLAKE YOLYO

Higtory Repert for Vahicle: Yi118772

Customersy;
Customar Hame:

RO Nusber:

Opan Date:
Cloge Date:

Line Coda:
Complaint:
Caunn:

Labor Typa:

Op Gotle:
Deacription:
Laborg:

Parta§:
Mincellansoukl:

Labor Type:

Op Code:
pencription:
Lnborg:

Partel:
MiwcyLluneousd:

Line Cotla:
Coaplaint:

Labar Type:

Op Coda:
Dasariptian:
Labarg:

Fartad:
Misgellansous):

Y1119772

gh205

10704 0% Hilaage: 15005 Service Logon: WV-8
10)04;0n AA Numbar: 1413 Coshisr: robin
A Comsback: N Bookar ID: 1413

80P, CLANKING SOUND FADM UNOER VEHICLE WHEN DRIVING OVEM BUMPS
HOLB8E

] Tachnioian Mumbar: &TAS
TH208-2 GComeback A0 Howber:
ANTI ROLL BAR LTNK, FRONT, REPLACK
16. 20 Fallsd Part Nusher:
3r.08 Failed Codw: 10
0.00 Falled Part Cuantity:
Hvaa Techaiciun Humber 8788
18118-8 Comsbadk RO Numbar
ADMIN ALLOWARCE
7.08
0.408
0.0
B Comsbaok: N Booker ID: 1413

SOLOANER OIBTOMER I3 SAJPPEIED A LOAN YEMICLE AT ZEAO OAILY RAT
ABSIMES RESPONSIBILITY FOM ALL DAMAGES. MILEADE OUT

cv Teghniclian Wumber: P&
NG Comgback RO Mumbar:
GI-IH-TH!{IH DID NOT USE LOAM CAR
.H
LT
a.on
oy Technician Number: 980
r WNOW Comaback RO Mumber:
E!TEEIT :&H-I AT N0 COBT TO CUSTOMER (12.00 VALLE)
In
a.89
-1}




NAFORIDT  O4:01PH MESTLAKE WOLYO
History Asport Tor Vashicle: Yii10772

Cuntomard:
Customer Namda:

RO Numbar: ESZ288

Dpan Date: 1172710 Milasge: 18261 Anrvics Logon: WV-3

Close Date: 11/27/00 8A Humtmr: 1413 Canhier: oarol

Line Code: A Cowobask: N Booker ID: 1413

Complaint: 15380 15000 MILE SERVICE PER FACTORY SCHEDULE

Labor Type: CV Technician dumbar: B7OS
Op Cods: 15000 Comabaok A0 Number:

Description: 15000 MILE BEAVICE FER FACTORY SCHEDULE
Labord: 204, 20

Parta): 5g.m

Miscallangoues: d.90
Labor Typs: CHAZ Techniclan Numbar: S5TEB
Op Coda: HAZ10W Comsback RO Nuwmbar:
Owsoription: WATARDOUS HASTE NEMOVAL -wARTE OIL

Labarg: 1,80

Partss: a.go
Miscallanscus$: a.4a0

Atory for Lina A, Version Number 1
FRONT BRANE PADE APPROX, BO0+% REMAINING, MEAR P ADS APPROX. B0+ REMATNING,




04782703 B4:047N

Hiytory Report Tor vehlcle: Y11i9r7E

Customers: Y1119772
Cuntomar Hama:
RO Numbas: 70DEB
apen Datw: 07720/01 Hilenge: 21187 Sarvice Logon: V-3
Closa Cate: 07733781 5A Musher: 5743 Cashiar: oarul
Line GCode: A Comaback: N Booker ID: 5743
Complaint: CUATOMER STATES THE EMMISIONS LI8HT IA DN, CK AND ADV
Cause: F
Lghar Typs: WVE3 Technloian Nuwbar: 1544
Op Coda: 354401-2 Coneback RO Nudhar:
Deacription: nmrm TRGUBLE CODES (OTCHIAEADING AND REJETTING VET/VCT (B
Laborg: Faillad Port Husbar: 870283
PArtas: 173 :s Failad Code:
Migcellansouss: 0.60 Failed Part Quentity:
Labor TYRe: WVE3 Technician Number:
Op Code: 20432-3 Comeback RO Number:
Desoripgtion: IGMITION AND FUEL INJECTION FAILT TRACING OTC {E)
Labarsg: 16. 2%
Partal: 0.08
Hiscellanpauss: a.00
Lahor Typa: WIS Techniclan Husber: 1544
Op Code: 28484-3 Comsliack RO Numbar:
Description: IGNETION AND FURL IRIECTION FALLT TRACING OTC (B)
Labhord: am. 40
Parta): a.09
Miscallansousd : B.00
Lire Codse: Comsbpoh: N Boaksr ID: ET43
Complaint: awuu 3gooD SEAVIGE PER FACTIRY SCHEDULE
Labor Type: C¥ Techniclen Mumber: 99§
Op Gode: GO Coarback RO NMusber:
Dasoription: CUSTOMER DECLINED REPAIRS
Laborg: 1.100
Perita%: o. e
Miscellaneous$: 0.o8
Labar Type: GV Teoknlcian Number: 1544
Op Code: REBET Comsback RO Humber:
Description: REBET SERVICE LITE,CUST REOUEST NO SERVICE DONE
Labord: 23.08
Partag: 0.00
Mistsllansousy: (1]

Story for Line B, Yarsion Musber 1

CLUETOMER HAD A0K BERVICE DONE ELQE WHERE. CUSTOMER REQUESTED TD HAVE BERVICE LI

HEETLAKE VDLVO




04/02/03 J4:01PM

History Report for Vehicle: Y1i19772

Custonard:
Customer Mama:

RO Mumbar:

Linw Code:
Compluint:

Cayun:

Labor Type:

Op Code:
Deaoription:
Labars:

Parte$:
MiscsllamaoLss:

Partag:
Hisgsllanaousd:

2

wWHTrm Milsage: 340458 Service Logon: hWv-§

[ 1 TR IFST ]| BA Nuabar: 11544 Cuahler: sareol

A Comsback: N Bpokqr ID: 11048
CUGTOMER GTATES TME SRS LISWT 16 Om, THE LIGHT WAS OM AND REPAT
BACK ON

E

N3 Technician Wmbar: 18578
o412 Comeback B3 Number:

BEAT BELT BUCKLE FRONT 1X WEMOWE TNSTALL/REPLACE (C)

[ [ Failad Part humbar: S1H817

47.44 Fallad Code:

.00 Failed Part OQuantity:
es Technician Number: t37B
2384001 -3 Cossbsck RO Mumbar: TOOSE
Dm“!“m TROUBLE CODES (DTCH)AEADING AND RESETTING VAT/VCT {a

0.00

a.0n




0470203 Sd101PN WESTLAKE WOLVD
History Seport Tor Vehicle: Y111877T2

Cuptomerd: Y1118772

cuen o

Lebor Typs: C¥ Techniolan Mumbar: 1844
Op Coda: HOW Comchack RO Musbwr:
Cesoription: EXTERTOA WASH AT NO COMT TO CUSTOMER ([12.00 VALUE)
Labarg : a.pa
fartef: &.00
Mimcellanscusd: .00
Eims Code: C Cosaback: N Booksr ID: 5744
Gonplaint: 8868 SEND CAR OUT FOR FLAT REPAIR, RIGHT REMR,,,,
Labor Typs: OV Techniolan Number: 960
Op Code: 8899 Comstiack RO Nusbsr:
Desoripiion: MIAL.
Laborg§: d.o0
Partss: g.00
Miscallanecus$: 0.00
Labor Type: Cv Technlcilan Nuabe
Op Code: BaRD Cosgbaok RO Nusbe.
Labory: 2.,
Fartsd: .00
Miscallaneousd: 16. 00
Lina Code: D Comeback: N Bookar II: 8743
Complaint: FEBF REPLAGCE FRONT BRAME PADE
Labar Type: CV Technioisn Husbar: 1544
Op Code: FEP Cosgbuck RO Nusber:
Denoription: REPLACE FRONT BRAKE PADE
Labarg: 54.80
Farted: 73,13
Migcellanesousd: 0.08

Btory for Lina A, varsion Nusher 1
L/F SWARBAA LINK FAILED, PART [5 ON ORDER, SILL MOTIFY CUSTOMER WHEN PART COMES

Story foc Line B, Version Number 1
FAT BAAKES AT 10% AND REARS AT 75% AEMAININE. RECOMEND FAT BRANE PADS.., S$124.00

grtory for Lire B, Version Nusber ¢
FAT BRAKES AT 10% AMD REARS AT 75% REMAINING. RECOMEND FAT BRAKE PADS. %126.00




04702/03 04:01PM
Histary Report for Vahicle

Customar¥;
Gustomar Namw:

RO Mumber:

Opan Data:
Cloas Date:

Line Cods:
Complaint:
Gl

Labor Typa:

Op Codu:
Dasaription:
Labors:

Partag:
Hizcellanmous$:

Labor Type!:

Op Coda:
Description:
Laborg:

Parta¥:
Misoellanspus):

Labor Tyge:

Op Code:
Dwsoription:
Labars:

Partay:
Miscellansous$:

Labar Type:

Op Codu:
Dapoription:
Labark:

Partss:
Mincellansousk:

Labor Typa:

Op Codw:
Desoription:
Labor:

Partad:
Misoellanecus$:

Partss:
Misosllamaouss:

Y1197

73858
1270401 Hileage 38335 Service Logon MWV-3
12111/ 3A Number 5743 Gashisr oarol
A Comabaph: N Booker ID: 5743
BOW CUSTOMERSTATES THAT THERE IS A THUMPING NOISE ON ROLGHRGAD
F
WVE3 Teohmician muabher: 15044
a1832-2 Comsback AQ Musber;:
ENGINE MCUNT /TOPGUE ARM LPFER REPLACE |C)
38.00 rallsd Part Musbar: S834738
422 .70 Falled Codn:
4.00 Feiled Part Quantity:
Ly | Tachniclan Humber- 1544
78208-2 Comaback RO Musbar.
LINK STABILIZER BAA fFRONT 1 BIDE REPLACE (L)
18.20
ad.80
a. oD
[ = Tochniclan Number:
To142-2 Comebaok RO Mumber:
MJST GQUARD SHOCK ABSOREER FROMT 1 BIDE REFLALE (R)
48,40
n.00
g.00
a3 Tachknicien Mumbar: 1544
a1354-2 Comsback RGO Mambar:
BALL JOINT LOWER 1 BIDE REMACE ()
B0.40
g.08
o.00
[ Tashnlolismn Numbar: 1544
21g13-2 Comeback RO Humbér:
0 RING BUB FRAME BUSHING REAR X2 INSTALL AS PER 5B 2 27 0030, T
53.20
0.00
0.00
B Comshack: W Booker 10:
LOF QIL AND FILTER CHANGE
cy Taghniocian Nusber: 1844
a7540 Cosaback RAD Wumber:
27500 SERYIGE PER FACTORY SCHEDULE
140. 44
24.28
e.00




04702703 Qa4:01PM HEBTLAKE VOLVO
History Report Tor Vahiols: Y1119772

Customsrd: Y1157 72
CUItOREr Nala:

RO Numhar: 74838

Opan Date: 81714702 Hilwoge: 40234 Servion Logon WY-8
Close Dats: 4t/14/02 SA Mmbar: 11840 Camhiar cargl
Line Coda: A Comaback: W Boakar ID: 11840
Complaimt: CURTOMER STATEE THERE IS A THUMP, THUO AND RONH HAIDE COMING FR
Labor Typa: CV Teohnloian Mumber: 1544
Op Cocfe: N Consback W0 Numbar:
Dagcription: NG NON-CONFORMITY EXISTS
Labarg: . 08
Partxs: q.08
Miscellursouss: 0.08
Lina Coga: B Consbeck: W Booker ID: 11548
Complaint: CUSTOMER ATATER THE SUNMRDCE RATTLES OVER THE DRIVERS BIGE
Labor Type: GV Technician Wumbar. 1544
Op Cooe: HON Gomeback RO Husber.
Desoription: NO NON-CONFORMITY EXIATS
Labors: n.ae
Partek: 5.04
Hincsllansnung: 240
Line Code: © Comabach: N Bookar ID: 11540
Gouplaint: RENTAL ONE DAY RENTAL CAR FROM ENTERPRISE
Lebor Type: v Teohniolan Nimber: 9
Op Code: o000 Comabaok RO Humber: T3860
Dasoription: CUSTOMER WAS DFFERED A RENTAL CAR AT HC CHARGE, BUT DECLINED
Labaré: .08
Partol: &.00
Hiacaillansousg: n.oo

Story Tor Ling A, Varsion Neabar 1
TEGH AND BSEAVICE MANAGER TEST DRNE CAR ANKEE GUOLD NOT DUFLIGATE CUSTOMEN COMCER

CONDETION AT THIB TIME

ftory Tor Lim B, ¥Yaraion Muumber 1
TEGH. AND BERVIGE MANAGER TEST DROVE CAR AND CRAD NOT DUPLICATE CUSTOMERE C:OHC

ABMORMAL COMNDTION EOUND AT THIS TIME




Custoaars: Y1119790

04702/83 D4:01PH WESTLAKE VOLVO
History Asport for Yshicla: Y1119772

Customart:
Gustomar Mgma:

RO Nowber: 73437

Open Date: 03727783 Milsage: 44128 Sarvios Logon: WY-8
Closs Date: 03/28/0% A MNusber: 1413 caanisr: carol
Line Code: A Comeback: M Booker IB: 1413
Complaimt: CUST STATES BUPENSION BOUNEES AT &5 MPM. AND ABDY AMD CLUMICY ON
Labor Typs: C¥ Technician Number: 1575
Op Code: NG Coasback RO Numbar:
Desaription: N0 CHARGE
Laborg: &.04
FAFLES: 3.00
Miscellansousd: q.00
Line Code: B Gomeback: M Bocker ID: 1413
Couplaint: CYST ATATES REMOTES WONT UNLOCK WHEN 1T IS COLD OUT EIDE
Labpr Type: C¥ Teghnioisn Numbar: 1578
Op Code: HOM Comabmok RO Mumber:
Dascription: N0 NON-CONFORMITY EXISTHB
Laborg: #.00
Parta}: .00
Hiscellamscuss$: §.00

gtory for Lime A, Varseion Musbsr 1
SECURED LOOSE JPARE TIRE IN TRUIWK & LOOGE LICED AN FRAME IN TRUNK.

tory foar Lim B, Yeralon Musbar 1
REC. A%, )0 MILE SERVICE EST $371.00 + TAN. RE C. THANS FLUID FLUSH EST $152.00
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RECEIVED
APR 2 8 2005

_ pe— USTOMER cARE

April 20, 2005

Ms. Anne Balec, President

Volvo Cars of Narth Amwarice, LLC
One Premier Place

Truine, CA 92618

Denr Ms. Beles,

Let me start by zaying that I hava been a loyal Volvo driver for ovar 16 years and am
digappaintad that I have had to resort to writing this jetter to vou, the Prasident of Volvo
North America.

I bought my first Voiva in 1989, a 740G sadan which 1 drova for more than 12 years
and 185,000 miles. This vehicie requined very few repalrs other than routine malntanance,
tirex and brakes. It was sxtremely rellable and | always felt safe driving my younyg children.
Mare importantly, | was confident aliowing my au palrs and child core providers to transpornt
my chlidren to and from activities In this car.

By 2001, 1 had thres activa chlidren and & dog, and decided it was tima for 8 larger
vehicle. Net wanting o drive s mintvan or SLM, and glven my 1989 Volve's track record for
refiability snd safsty, without hasitation | headsd straight fa Boston Volvo In Brighton,
Massachu nd bought my currant vehicla, » 2001 XC70 wagon (VIN:
W:I.SISBD.::.'HI had a thind seat and raof bax installed and off 1 drove bedieving I
was all set for quite a faw years. ] loved avarything about my new car, the nugged cross
counkry laok, all slectric opions, heated lsather seals, moaon roof, CD playar, you rame it.
Tha car handled graat and, mast Importantly, the safaty features ware unparalleled -- full
time all wheel drive and antl-lock broking systemn {necessitles for New England driving,
particuladdy as we have & second home i Naw Hampshire and go =kilng most wasksnds In
tha winter) and dusl front snd front and rear side alrbaga. Over the years 1 hava
racommended the Volvo XC70 without reservation . . . in fact, my sistar and threa of my
Friends have bought ar laased an XC70 bacausas of my recommandation.

Howavar, T am now siarting o wondaer f Volvo standards are no longer as high as
thay used ko ba. Cwver tha past thras and a half years [ have made 26 visits to the Boston
Volvo service departrnent for mainbensnce and repalrs 1o this vehicle. Morgover, my vehicie
has begn towed to Baston Valve on thips occasions. Granted, some visits were for scheduled
and routine maintenance. Howsvar, many wara unscheduled and not 5o routine. I balleve |
have had mors than my fair share of problams with this vehicke. Many repairs were minor,
several were major. Most repalrs have been aovered undasr factory warrenty, so although [
was concemed about the number of repalrs my car required, the trips ts Boston Valva have,
for the most part, simply been an inconvanienze for me. The tabla below sets forth what 1
balizve to be oyt of tha ordinary repairs. You will see that the sluctronic throttle and
eatalytic convarter wera repiacad at 53,202 mites and 68,554 miles, respactively, and now
the powar stearing rack and front strut mosnts need to be replscad st 71,249 miles,
Furthermore, frant and rear sway bar link reds and the uppar motor mount have all
buen raplaved twice. Frankly, [ have ownad cars for 35 years and have pavar had Lo replace
an alectroaic throtide, catalytic converier or pawer steering rack, et alone raplace pll thrge on
tha same car at 71,000 mies!




Ms. Anne Batec

Aprii, 20, 2005
Page two.
[Miisage Repair
16299 Hastar Fan Mokor
18,973 Wheel Bearing Bolt
31,108 Upper Motor Mpunt
40,045 Both Front Sway Bar Link Rods
Right Inner Tie Rod
nk Rods
48,560 Thiuitle Sody and Air Mass Meter
53,203 ELECTRONIC THROTTLE
nner te
| 26,689
| 59,367 | Immubilizger Antenna Ring
66,174 CATALYTIS, CONVERTER
69,554 Electrontc Coollng Fan Motor
71,249 Exhaust from comeerter back
Frant and rear awmy ber link rods
Neads POWER STEERING RACK & front atryut mounts

Before I continue, you should know that there unly two reasons 1 still own this
vehicla: (1) I aways reculve sxcellont service from the Boeton Valvo service departmaent; and
(2) Boston Volvo aiways provides me with a loaner vehicle. Every time I drive into the
service bay, I am greated with s smlla by a sentativa namad “Enoch” who atways
remembers my name, says “Good moming k and lats me know that he has a
loaner vahicle walting for me. Next, 1 saa my favorite sarvice rap, John "Strac”, who also
oreets me by name and b5 ready to #sten to my {stest problem. lahn has also bean quite
helpful on several uccasions when 1 have calied In from the road and needed to have my car
towed to the deales,

Let's fast forward to March 24, 2005 —~ my car was now less then 4 years old and had
bagn driven 71,249 miles {barely broken In for a Volvo). I brought my car to Baston Voo
because the bmcket holding the sxhaust pipe was brokan. | checked in with John and feft
my tar thinking this was » simphe rapair. WRONG! John zallad me later that morning to tell
me they couldnt simply ra~sokler the bracket ks the exhaust, but rather due ta the exhaust
system design, tha exhaust had to e replaced from the catalytic converter back and the cogt
would be $630. In addition, the car needéad front and rear away bar link rds {which had
previousty bean replacad) {$400), rear hrake pads and rotors ($420), strut mounks ($375).
plus a power stearing rack {§1,950) -- a total vepair b of almost $4,000!

Neediars to sty, I was quite shocked at the axtent and nature of these recommanded
repairs. After all, Volve advartises that thig car is built for m Ifatime of ruggad driving
conditions, and the most rugged terrain I drive over |s an occasional gravel parking lat
ad{acent to a seccer field. John and I discussed my Volvo's extencive service/repalr histary
and because I am » loyal Baston Velve custamaer having had all of my service work, both
wamrrankty and non-warranty, scheduled maintenance, oil changes, brakes, tires, etc.,
pasformed at Boston Volvo, John offered me # discount on the recommended service.
Thankful for the discaunt, 1 authorized John 0 replace tha exhaust, swiy bars and réar
brakes and rotors.




Ms. Anne Balec
April 20, 2005
Page thres,

However, [ was concernad thit the povesr steardng reck and strut mounts needed to
ba replaced. This was another major rapairl Agaln, in my 35 years of driving and owning
cars, 1 have never heard of 8 power stiering rack being replaced, much less such a major
mpak nrecessary at 71,000 miles. In additoly, because 1 had alrendy reptaced the slectronlc
throttle and catahytic converter, I quastioned my Volvo's depandablility and began to wonder
if it wagn't time for a new car, [ askad to speak with the Boston Volvg servios manager or
Volvo district manager to discuss what was hagpening with my car, Johe suggested 1 cal) the
Voive Sarvice Line at 1-800-458-15%2 which [ did and was told that they would pass my
concern along to the district rep “Arthur”. A few days later 1 heard back from lohn who aaid
Arthur authorized & 20% discount an parts for the staaring rack repalr. Whila I appreciated
this offer, [ told John 1 wanted to discuss my Velvo's repair history with Arthur. John sakd he
would ask Arthur &all me. Two weaks iater aftyr several phane calls t John, Arthur stifl had
not called me despite assurances that ha would do so, so I called the Volvo Customar Service
Line again, explained my situation and was told thers was nothing more § could do.

Iranically, that very same weekend an articls written by Royal Fond (8 copy of which is
anciased) appeared in the March 26, 2005 Basion Sunday Giobe Autamolive section praising
both the Volvo XC20 and naw XC90 (which, by the way, I thought would be my naxt car),
Hert are somé quotes from that artich;

"But now, back ko the real cimes that made Velva famous: tha ice, snow, and
frost heaves of New England, whene mobility, utilty, and safety, 2s offered by
Volvo, have long baan paramount.”

"Byt interastingly, Volva folks sey, the XC70 sells betber among adventurers
headed for the lodge, the Clsss IV mpids, or the trail head, while the XC30
butbles In drivewzys and mall parking lats In the "burbs.”

I agrea with what Mr. Ford has to say alout the XC70's AWD system, ABS, traction
contral, comfortable saats, and safety squipment, but basad on my =dperience, | wondar
how Volvo folks can tout the XC70's dapendabiiity and malntein that the XC20 is bulit for
Naw England driving — again, I live in & suburx 7 miles outside of 8oston and don't drive
over tarrmin roughar than a gravel parking lotl So, IF what Volve procialma is true, cesrty my
car is not iving up to Volvo standards.

I reviewad all of my service orders and was surprisad {and dismayed) to learm that |
personaily have spent over $6,000 for service gnd repalrs and that addidonal warranky work
In excass of £5,000 has bean performed on my Volva, Add this to the $42,000 [ pald for my
Valva and 1 have to wonder if buying this sacond Yolvo wase such a smart thing to do.

By Apr) 7, aimost bwo weeks Jater, 1 still had not heand from Arthur and decided to
call your office In New Jersey. After all, Valve prides itsalf in custo mer satisfaction (as [ know
From respanding to the many follow-up telaphona calls [ recelve from Volvo) and clearky 1
way not a satisfled customer. I spoke with Susan CampbeN who told me she was your
assistant. {1 iaber jearned that your office is acksally located In Irvine, California and that
your assistant i Kim Cantrell.) Susan was quits polite at first. She told me that Voho's
affer of a 20% discaunt cn parts was quite generous, thet my car was out of warranty and
Volve could not offar me anything Rirther. Frankly, I was surprised that the company
prasident’s assistant wav handiing customer service matters and explained to Susan that 1




Mg, Annq Belec
April 20, 2005
Pege four.

wanied to spaak with someons who was [n 2 gosition to discuss the mechanikcal problems 1
was axperiancing with my vehids, [ wanted s kmow if these problams ware typical far this
new generation of Violves -- If they waren't pashaps as a good will gesture for a loyal
customet, Volvo would extend the warranty bo caver the remaining recommended repairs to
my cur. {If they were, I lad to serlously rethink my Volve ownership,}) At this polnt Susan
emphasized that my car had been driven 71,680{!} miles and that the wamenty had explnad.
Extending the warranty was not an option.

In summary, my 2001 Volvo has needed major and axtraordinary repalrs in lts short
ilfs - at 71,000 a Volvo I barely brokan Inl [ have not abusad this car. I hava had all
recornmended and schedulad maintenance performad i 8 Eimely mannar. All warranty and
ADN-wWArTANtY repairs have bedn performad at oy autherized Volvo deslership as needed. |
ralterate that a Volvo with 71,000 mikes shoultk not have such an exteancive rapair history!
Maraover, the XC70 |5 advertised as a car bulit-to withstand the rugged winter driving
conditiong in New England! My vehicle hag clearly not lived up to Volvo standartds and 1
request that Volve extend the manufacturer’s warranty & cover the replacemeit of the
power stesting rack and struts,

{ hope o hear favorably from Vahm Nerth Ameriga. [ cansider myself 3 lifalong
Vot drivar and was looking forward t0 owning an XC80, Howevar, I cannot in good
consclence spend another $2,500 to repair thievehicle and continue to wonder If the car is
dependabia and mechanicaly sound, much lass st consider buying another Volvo. I look

rwa n be contacind by return mall at the or
mmall 2 I can also ba reached during the day

Enclosura

P.S. My husband drives a Mercedes Benz and et the time ung2d me ko by the Marcedes
wagon, bt 1 opled far the Volve . . . T hate ko hear him say "] told you s0.”
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Almost-SUV stands up to New England
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RECEIVETL
April 3, 2005
APR 13 2005
Mz, Anns Beles CUSTOMER «, /.,
Prasident & CEO
Yolve Cars of Nerth Ameries, LLC
Oune: Fremier Place

Irvine, California 92613
Re: 2000 Volvo 58029

Drear Mg Belec:

This letter is w express my dicappointment and imitation about my 2000 580 2.9 husiury
sodun which I porchased aow for 540,000 ia iy 2000, ¥nd oo Kae 37,000 miles.

Batwaen 1991 and 2000, 1 'was the ownet of twg Niskan Mixima’s SE edition. With
Maxima, [ had a5 muintenance problema whatseever. {keep good care and maintenancs
of vehicles like clockwork, With Valve, 1 had so problems the fimt 4 years, exzept that
my glove box light would raftle oo the freeway... Thad it cemouved.

Thes 2 67,000 railes, 4mmw¢budyhlled. It gave me reduced perfomiance,
engine atc, Luckily, thiz was stil] covercd by the emizsions wagranty, and |
didgn"i kave 10 puy furr $1000 replacemnens partvervice.

Mow, stasting uaz.,ﬂmﬂlu last Jarmary, my bemke padal bisses and whistles, Tt atops
whan [ touch tha bunke pedal or step on 1he gas pedal. While cossting. it whigtles 1etyibie.
Tha South Bay Volvo deater (wh has taken care of my oar singe day anc) says it's the
power braks booster pump, and will cost S$EBO to replace. I this pam sven oeccssary in
the deeign of the car? Whan § bought Velvg in- 2060, Twanted a step up from the
Muxima, and I wanted to buy Dursbility, Longsvity, imd moat important, No
Maintenancs problema. Why has Volvo became o ouisance with thexs various problema?
What tthe thangs Will 2o wroag with the S50 it the forore? 1 didn’ ¢ pay 540,000 Lo be
hasiled by these noo-standerd maintenance prablems. Remember, T keep meticulous care
of my car lenllSnnthBlyi’dwmﬂh&mGuﬁBDMIuﬂ31&-325-3"55
He'll confiem this.

What will Volvo do far me?. Should 1 go back 1o Maxima or Avalon? Will Yolvo's

mmlm:ﬂymhkuumwdm" ﬁwouldh!qicttnkeepmf‘fuhnlhﬂlum
Please advize. Thnnk:rm it

C . v

e [OTHRL FAGE, 03 v
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Univarsity lolvo

Acsthorized Yoo Care Felalier

Getober 14, 2003 ‘Ll alTR RELATIONS

Valvo Cars of North America
Customer Relations

P.0O. Box 914

Rockleigh, NJ G7647-0914

Dear Sir:

I would Like to take this time to respond to the comments written to Volvo Cars by
I Scptember. When reading his mesgages [ was very surprised! During the

explanation and epproval of the repair that is being referred to, his impression was that

he wes in complete understanding and further realized the history of his vehicle.

When reviewing bistory on [N 2:, the first mention of a concern with the
check engine light was May 15, 2003. We completed the 60,000 mile service interval
during this time. We connected the Vadis computer system, there were no fault codes
stored intermitient or permanent, also the check engine light was not on. On May 15
the milcage was recorded as 62093,

The next service visit was also scheduled, the date was Scptember 5, the milcage
recorded was 698135, Cnce again the check enpine light was mentioned , the customer
siated that the probiem was imermittent. When ehecking for codes, there were no codes
stored in control module. During thia service, there were other needed repaits such as a
broken fog light and strut mounts on right and left sides. The customer was contacted
and repairs approved by telephone and completed on Friday, Scptember 5, 2003.

On Saturdey] N 2fi=r picking up car, and driving away, called and screamed
at the advisor on duty thal University Volvo had broken her car. She demanded that a
technician come to her home and repair her car inmediately, During this time, afier

ing at anyone that picked up the welephone, there was no compromise withiii

She also demanded that the General Manager and Service Manager contact her

immediately by telephone. She requested their cell numbers that she migit call and voice
her opinion to them as she had the receptionist, which L might add, cried, she was spoken
10 so tudely. This was Saturday and the advisor on duty iried to explain that she would
be called as soon as possible on Monday. -

VOLVO

Tryon Smeer. Charote, M 2000 « Feaphons: 704-547- 1089 » Pl 2043470000 » TN Frto: BOO-737- 1080 » wWors iiediitywD WA Com « -yl ured ity e & mar oo



O Monday | spoke tJ b :fore | had a chance to retum any messages or start
the day. From the start of the conversation with she was rile and

demanding. Her veice was so lowud that I removed the conversation from speaker phone .
She repeated her previous demands, send a technician to her home, and do it now. She
would not even share with me the problem with the car. After approximately

thirty minutes of screamt ¢ hung up the tefephone. Later that morning, |
received a message 1o call I calied and spoke with him, during that
conversation he apologized for her behavior and told me in confidence that she was very
sick. 1thanked him for his honesty and requested that he be contacted for any further
conversations. 1 spoke with him about Voivo on Call, he stated that he had AAA, even
though his wifo had said that they had no such service. He called a towing service and
the car was towed in at approximately 11:30 that morning.

‘When checking the car, this time the check engine light was on and had been driven over
thirty miles. When questioning | b= stated that the check engine light was on
intermittently for over a year. 1 asked why there was no appointment when the light was
on, he stated that a teenager drove the car and this was not important to them.

The necded repeir was the replacement of mass air flow sensor and throttle unit.
. 1 spoke with‘aon the needed repair and gave him readings before and after

replacement. During his conversations with me and repair approvals, he was polite and
appesred to understand.

The service employees at University Volvo always fry to put our customers first and any
reasonable request is fulfilled. We ate nof here, however, to be verbally or physically
abused by any customer. This was unfortunate that this was a needed expensive repair,
but the upsetting situation is that this customers perception ia that even though the
check engine ight was on many times in the past, University Volvo made this .
Customer service i3 very important to me, and while dealing with

I < sonzlly T am convinced they are not awsare of what customer service consists
of in any situation.

Sincerely,

TJ Burleson
Service Manager
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Volvo Cars of North America SSTUMER ReLATIONS
7 Volw Drive
Rocideigh, NJ 07847
Re: VIN YVINGSSOVC

To Whom It May Concem:

| & writing in regand o my most recent sxpernience with two of your service depertments. Last weok miy
daughier end | wena making en eight-hour irip to the beach. On a siratch of 185 in Alsbama, my ETE Hght
camé on indicaling a probiem. W immediately pullad over and referenced the manusl.

Upon determining K was froubla with the thrattls, | caliad my local dealersh Vahwo in Frankiin,
Termessae. Dan Davine, the Service Director, went above end beyond the call of ciudy. Not only did he explain
what the Indicutor ight meant, he alsa asured ua that Ia all probablity we could make it ko the chosest
dealership withoud futurs trouble and/or damage to my wehicla. Dan then put us in touch with tham and svan
callad ahaad to make amangeamania with their Service Manager.

Whan we smived of 4:30pm, we ware greated by Earmest DeView, the Assistant Quality Care Lasder for
Robinson Brothers Vialve in Mobile, Alsbama. He immagiistsly tnok our car bach o the servics ares and
cinacted Us o their kecury walting room. After performing disgnostic tasiing, he retumad with the sessssmant of
the problem end the price of the rapalr. Bacauss ws wars iravaling through iown on the way i the basch, he
and his repair technicians offered to not only stay afier houns to male sume we were not strended in Moblie

but also gave us wer of @ joaner car 8o we could get dinner whils the rapain wens being parformecd
Lesa than 3 hours [sder we wara back on the road.

Az a Violvo owner, | appreciate not only the praompt service, friendiness and aitention to datell | necalvad traom
both service depariments, bit alse their stiitcdes. | cannol steaustoly convey the leval of comfort snd pegee of
mind py dauahter gnd | fek during this, whet could have boen, traumatio exparences. | would be Somplately
P if | cin’t bring both of thivus Sinlley dealershiog-fn your pitention, & wet p¢ the men imvolved. Thoy
sbsolutoly desarve your higheat pralse.

As iha tme nears for me to buy & new car, |t will definktely ba ancther Volvo, aspacially after this superb sam-

C; Dan Deving, Service Direclor - Damell Wanrlp Velvo
John Gallegher, Ganeral Marager - Dmrell Wallrp Voive
Enmast DaView, Assiatant Cuality Care Leader - Robinacn Brothars Voivo
Siave Robinson, Generst Manager - Rebinson Broliars Volvo
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RECEIVED
Ochober 12, 2004 acT 18 208

Vic Doolan CUSTOMER CARE
Office of President and CEO

Voivo Cars of North America

7 Volvo Dr,

Rockieigh, NJ 07647

Dwar Mr. Doclan:

| &m writing to espress my concern and frusiration over recett probiems and repalm with my 1880
Volvo VIDXC AWD. | have ownad my Valvo for five years, and it has just over 54,000 miles. in
my experienca with cam, previously owned andwith my husbands 1993 Maxzda (120,000 mies),
B4,000 mites is relstively low milsags. This Is why | am In disbeliel with the recert repair costs of
my Voo, Below & & summery of the expensss | have recently incumed, and st nead to incur, |
want to have a safe Volvo far mysalf, my husbend, and my children,

Al the repsirs have been compioted at Bamingion Violw in Bamington, (L. The sarvice deparimant hes
baan cordial, ahd the work has bean completad satisfachony.

03/09/04 — Faliad Elscironic Throttie Moduls casad toltal loss of power witile driving at right with
dsa In tha car {mileaga 52 863)- REPLACED MODULE $958.00

0B/06/04 — Second wet of Brakes and Rotore REPLACED - $636.14

gm—msmeugum-fmmmmmm{mmm—mm
50,00

05/0304 — Loose snd unasafe inner Tie Rod - REPLACED $202.563

0/13/04 - ABS, TRACS, and Check Engine Hight on - Intermittent operatron of ABS Control
Module — ESTIMATE $950.00

08/26/04 — Poar idie and engine skipping on acceleration — ignition Coll on Cylinder #1 not firing —~
REPLACED $151.29

| have spant $1545.55 on thees recant repsirs, and | siff do not have a safe functioning ABS
sysiem. Given the prohibitive cost of thase slagtronic problems, | have not besn able to have the
ABS Module mpiaced. | will need to spend $980 mons dollare 1o have this Important safety feature
woridng this winter. Obwiously, | think axpenssa of aimost $3,000 in 2 monih and & hall time

priod Is totally unacceptable.
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Aftar viaiting suvanal G raview webaltes on the imamet, | have eaemsd et thasa electronic
problems ame not uncommon. With ths voluma of other custormers having thege problems, it
sapinia thesa Moduls fadures might warmant a recall. | also noted the probleme cocur most
fraquently with the 1598-1896 model year V70m. On the web-site CarRaview.com, over 50% of
ihe reviews | raad dealt with dissatisfaction with the sisctronic funclions and braks wear on simbiar

maodals.

Liles most companias, 1 am sume vou valus customer tesiimonials and rafamals. Tharefore, | think
¥z valuahlg to share the following stary with you.  Three weeks 290, in the height of my repair
criss, two of my friends told me they wers cansiidering buying a Volvo. They askad me how | lked
my car. Linfortunalaly, | had to tell them that | had been spending most weeks in the sanica
dapartmeant over the past month. Having this repak work compieted is nat only cost prohlbithe,
but with a nine month oid beby and a four yesr okl child, it i not logistically easy. This was
svident {0 bath of my fiends who was considenng buying Volvos.

My husbantd and | originally purchesed a Vialva to dive what we thought would be g pedlsbls and
ife cor which would [sst us many years. Unforiunatsly, | have to conclude that Volvo |s not acar
you can afford to own unleas you can afford the very expensive and frequant repairs.

i have spoleen with your Consumer Ralations daporiment about the nepair problame, and thay also
agraad thet k sasms a Hite sxoessive given tha low miaaga. My deeira kg to have Vol cover the
sxpenes of having the ABS Contral Module replaced.

Sincerely,




RECEWED

JAN S | N8
CUSTOMER CARE

January 27, 2005

Volvo Cam of North America
Attn: Volva Customer Care Center
7 Volvo Drive

Rockleigh, New Jersey 07647

To wham it may conecsrn:

I am writing to you today not te ssk anything of you. Rather, I went to express my
exirerne dissatisfaction with my Volvo. Iowa a 2000 C70 coupe. It has about 70,000
miles on it and has been meticutousty maintsined. It is 3 besutiful car and, when it runa
well, it i very comfortable and enjovable to drive. However, of all the vehicles I have
ever owned, this is the most wrelinble and expensive to maintain of any of them, And
thn':upngahtmdmngmamd'mpfmymm Beyond the issue of
coxt is one of inconvenience.

There is nothing to be gained from s list of preblems that I've had since this vehicle was
new, other than to say that most of the repairewere to parts that you would never expect
t0 break in a young, well-maintained car, My most recart sxperience was the failure of
thie Electronic Throttle Control Module. This repair wan very expensive. More troubling
to me, though, is that Volvo apparently knows that this part is prone to fsihoe and has
done nothing 1o step up to rectify the problem - other than offer 2 §900 dealer-only
repuit. Thir Iatest expariance is the proverbisl straw that breaka the camel’s back

T will never purchase a Volvo vehicle again, Further 1 zm often asked by friends and
associaten of my opinion when they are shopping forlcars. 1 feel compelled to advise
them not to purchase a Volvg jf they plan on Eeeping it past its warranty period. Even
thm.quﬂmﬁm.hmtthnmmnﬂmnfﬁuquﬂmpnmmtlupw Imm
not doing this to be malicious. It in 2 matter of conscience.

To restate from ebove, I am looking for nothing from yon and thers is no need or
expectatinn of you to respond to this letter. I simplyywould like to express my profound
disappointment in this car and your company. ;
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car rurvr from Clayton Motors i Knoxville, TN. All service and required muintenance
has been done sccording to Volvo guidelinos.
The valves in the number two cylindar were defective; tha inp lip of the valve wa
broken. The mileage was 73,651 gt the time this problem sorfaced. Due wo this fulty
part, 1 bad to pay $1843.04 approximately. Seven drys Iater, the chack smgiss hight came
on and the throtile body had to be replaced at & tots] of $E18.15 and now the front oxygen
seneora needs replacing. I drove n 1997 Honda Jor a totsl of 170,000 miles and had oo
problems. I thought T was gelting & better vehicle when I purchased the Volvo. Volvo
opened 1 file on this complaine but refised any goodwill asistance dos to the fact that
ﬂurhdhdpedmydmu’hlr Her 1999 Volve 530 had to heve the trasymistion repaired
65,000 miles. My sister, who is also 1 Volvo owner, has a 2000 Volvo
Eﬂmdﬁemwwnwyﬂﬁ,mm I wonder had
any mors Volvo owners doalt with this problem.
Clayton Motory service mangsr, Greg told my dsughter, wha lives in Knoxvills and
picked up my car for ma, not to call the corporate alfics because I wacld be bothering
thea. They alsc xaid goodwill assistance was reservad for their customers who ksd
pervica wosk done at their
1 fual thut thia problen could hxve beew proventad if the parts on my 199 Volve were up
to code. I alao foel some goodvell msistence is noedad becmise thic problem should be
looked into.

. [2BaBa4B3] To; +lBO0DE2BETO - i - . ¢ i  2004-07-16

To whom it may concern:

Thank you for your consideratson,

M}_ézp};aﬂdf. |
70" aivad)
J J wt st 7 /-




(2868¢483] To: +18008023970

2004-07-18 05:21:04 ET 002 of 28

Wy car had ta ry axtsnahe work dus ko faulty pacts and the disblership and Voho of NA, we of o sssistense . M. Doalen
axprne sad this [ahould sxpeacl Bome megsr

rapais. 1 hovead sevarsl macharcs ol e iy heve Never Been ife proklam on & 'Vobve cx. 1ied approxmisey 73,000
ikl wiwt | naticed Hw ooblem and kmhedistaly took In in fora check, | hed the car towed to Clayton Maton in
Yoeodlie, T™H. o has: apprew $4850.00- dolfaoy work dona on - 'ehicle. | bought thie corfrom o rand i Juyed 2002 snd
had spproocrmiataly B1,600mfes & that time. She purchaced the-car aow &t Claylon Molory and had it fendcad there e thies
yos mwd had ol regokoed senice. don. | hiud o TRknietce Bnd 3A0dce Goume

sccontng o guidelines [n my sanice manual. Clayion Molorn senice manager said

| citel oot sy Foc iy Qoodefil sedistance, Hat west resstwd fof fegpiar cunbomio

who were thans for ol changes ond roufine megntancs work, 1 e 300 miles swey and this 13 not poasibie for me to ol thet
distance for sanice. | fasl Lhat since the ports wem taully | shoulkd not gal Etuck with 8 $3.000 dokar pak. | dosa the car
lasn then 7 days and hed to retum [ {o Knootdle 1o haw 8 hew incttie body af the cost of $817 dollars. Now | am logiing st
novy D2 sansort @ cast of $580,00 doflars.

| iz thens will be repeir work 1o be dane, howsver when the pan | taukty and it ware not my driving or teck of sanice 1o ihis
wrhichy, some considamtion should be ghan | am sending pictunes of Kia Sty wwhes for you To ewew. The Yol cushomar
Barvica in the LUSA appaentdy was not inlerasted In wedng thess ghotos. They hid givan gocdwill seststence 1o my
ciscighter when the e miasion want ol an har 908 SBG and fait they should dol gven consiier my cheim. My sicter oo
as 3 2000 'S20 and her renemisyion wert o ol 36,000 mias. T She vt aill onder weminky. | oppeeciele you
ookdng et taly hiter and aitachments,

Thank Yau.

Mgy iy, AN IR P Bt Dminey: Singrphitiageyd Pam; )
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SII:juh RE: Volvo comphaint
Frem: *Johnatos, Deniel (df.)" <djolal15@volvocers.com>

" i
T.= -

Prisvity: Normal
Optiens: View Full Houtiec | Yiew Prigiabin Version | ¥icw Mcssage datsils

EL :I.L not the ans this should ba directsd to, I will Forward accordingly
Kina megarids,

4

Danial Johoaton

Frvduct Commundcationa
Yolvoe Carm of North Aoarica

1-800-970-0838 hit 3 then 1
1=201-184-4504 dirgct llon
1=201=-924=-2€41 &all

T VO VO EF-RE . COm
wir . volvofarlifsaun pdy, com

————-OFiginAl MESERgE—=-——

- 1 ﬂu‘h.n.l'l:m, mi.l {d] -]
Jubject: VYolvo complaint

To whem it pay consacn:

I bave & 1999 Volwve S70 which I purchassd firem a Exdend in July 1003. Sha Bought
this car new from Clayton Motors iv Enoxville, TM. All service mmd recuilred
maintenance has baan dome &coorsdiing to Volwe guidelings. The valves in tha ouobar
s aylindar wara dafective; Ebo bkop lip of tha valve was brokan, Tha wllsags was
73,651 nt the tise this probles SUrCfeced. Dus to this faulky part, I had o pay
31841 .904 approxiyminly. Ssven days later, Eha check angina light cams on apd the
throttle body had to by replacsd at s totwl of $8348.13 apd naw the front swpgen
sannata needs replacing. I dreove a 1997 Boude for a total af 170,800 miles and had
few problens. I thought I was geitisg = begter vahicle wvhen I purchased the volvc,
Volvg opanad & flle on this complaint but safused shy goodwill sasiatancs cue to kb
fagt that they ked helpsd ny davghtar. Har 19%5 volvo 380 bad to have tha
transmlission cepuired at appmoxisately 45,800 milas. My sister, who im also = Yolvc
owmmer, has a 2004t

2252004
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wonder had many mere Yolve ownscr dealt with this problem. Clayton Motora sarvics
manger, Greg told my daughkter, who lives in Enoxville and pickad up of <ar for oe,
not to call tha corporate office becauas I would be bothoring tham. Thay aloe sald
goodwill azsistance was seasecved for thair customars who had sarvics work done at
thelr daalarship. I fesl that this probles cowld hiva béeq pravante] Lf Che pacts
oo my 199 Volvo ware up t0 coda. I also fasl some goodwill ssmalatance 13 needed
bacauns this problem showid be looked 18to.

Thank you for your conaideratlion,

Lingls Church

CONFIDENTIALIYY MOTICE: This o—3all massame, ioaluding any actachmerts, 14 for Eba
salm usa of tha inteaded recipienc(s) and mey contain confidential mmd privdlaged
information. Aty unsutherized raviaw, e, disclosure, or distrlbution is
prohibitad. If you Bave Tecsived this s-mmil and are not the intended cscipient,
plases comtact the sender by reply =-mgll and destroy all copies of the origioal

R R -

Wi |

Delcie & Proy | Qo & Neg
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Moaxpge List | Do Proviops | Net Forwand | Foreacd as Atacizneot | Ecply | Beply All

Dalcte & Prov | Dejeiz & N

Subject: Volvo Complaint
Froms: "Sacus, Patricia (P.)" <psaces@volvociss.com™

Dute: W 252004 3,50
To:
Frierity:

Options: ¥iew Full Hesdar | YView Frinioble Vanica | Yicw bcmess dotaily | ¥icwr asHTML

rabrcuaty 23, 2004

T bave daen Sopwarded vour amail fxom the Volve Publis RAslatisos Departsent.

I cectainly realize that unaspected repalis arxe both sxpensive and inponvenient.
velun puts grast sffort into dasigning and manufacturing a quality wehicle that wil
be a2 sarfe aod durable as corment engineeiing tsohswclogy will allow. Qurc Naw Gar
Linited Wakranty alsc pravidas Ffor covarpgm of dafeate in satarzlal or workmanghip
for A substantinl perisd of ries

AS previcualy coagpmmpicatsd ta you by Che represestatives of the sxscutiwe
mnaghlecnt bLedm, Wo ragret wa carct authorize your requast. Wa wish thet no

vehicle sequired sepaifs Rowevar, it Ls pumeible your vaulclo Wlll oequize /,
acrracticn ovar timde and componants might nsad to he rwpalrwd ox rop: .,

I glive svery posiible considaration when peviswing issues that are brought to oy
attenticn. AS much an I desirs to rasolve sach of oyt customerd cobSernd and
requarts 1t is not always pousible to maat swarcy axpeceEation.

At this tims there ars no further actioos fof Yolvo o maks, We appréciabe the
cpPOrEUnity to addrass your copncarma.

Deive Safaly.

Victor Declan

¥r
To: Johansson, Horan {5.}

I, -
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Subject: Velvo complaint

To whor Lt may concaemna

I have & 1399 Yolvo 570 swhich I pucchased Irom & filend ip July 2003. Bha hought
this car new frod Clayton Horors in Knoxwills, TN. All sarvice and raquirad
saistenanss bas bean dana sccoerding to Yolvn guidelines. The valuvad ia the ausher
txo cylinder ware defsctive; the top lip of the valve waa broken- The mlleage was
73,651 at the time thisx probles surfacsd. Dus to thiz facliy part, I had fo pay
$1243.04 approximataly. Sovan days later, the check sugina llght came on mpd the
chrottle body bad to ba rsplaced ak & tocal of JO15.1% and now tha front agygem
sannccs neads teple=ing. [ dzova a 1997 Nenda for 2 total of 174,000 wiles and bad
fou problens, I thought I was getting a battexr vehlolo when I purahisawd the Velwvo.
Yolve opaned a file on thiz complaint but rafused any goodwill zsmistance cdue to tr
Fact that thay bad halped oy dayghtar. Bax 1555 Volvo K80 had to huvae Ghe
trangeisnicn rapaired at approximately 65,000 milea. My alster, who la also & Velwe
owner, haa a 2000

Voivo HE0 atd the Erapsmission wad reaplsced at approxikataly 35,000 mdles. 1
Wondet bad EMny Nors Yolvo cwnars dealt with this problem. Clayton Motora sorvloe
manger, Orag told my daughtay, uwbo lives in Knoxville apd picked op my emr for ma,
nak to call the corporats office bacsuss X would be botharing thew. They alse said
goodull]l mssistance waa rassrved foz thelr custosars who had sscvice work dons At
their dealérship. I feal that this problam could have bean prevanted if £ha partn
on wy 199 Valwn wera up to coda. I also Faal soms goodwill apsiztanca is nasded
bacause this prchlam should e locked ioto.

Thank you for your conaidecmstion,

Fatricis Secus

Volve Cars of Horth Rmecich
Cxecutive Memagemant fApecialist
201.75%. 7300 Ext 197§ .

Raacustvolvecaly o
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Dlae & Frev | Daiste & Noe




July 12, 2004

ey
- AL YD s
¥Yolvo Cara of North America

#m: Castomer Care Department CISTOMER mﬂﬁl‘

Rockivigh, N.J. 07647
Dear Customer Care:

I LOVE MY YOLVO!

I purehased my first Volvo in Auguat of 2001. It is & 2080 S20 T6 top of the line good driving
car. My desler waa Valvo of the Trird in Wisaton-Salem, N,C. They have bean extremely nice and
helpful

.... HOWEVER.....

It isn’t oftem that  become wpaet enough with a product to write the hendquarters and complain. 1
have spent in repairs nearly 56,000.00 siace Amgust of 2001. Do='t you rgree this is a HUIGH
amount for a car that's suppose to he long Insting, depeadable and aafe? This has left me both
angry and frusirated and wore than that BRAKE! 1 am semi-retired aad actually wanted this car
to 1ast at lenst 5-10 years. T was told it would.

I shopped for a safe, good driving car for many months. It wan"t like I boaght the first car
avaitable, I did my homework. What happenad?? I am thoroughly dissatisfied with my puarehase
=8 far =5 repain.

The receipta nre enclosed; please look at what has gone wrong. Do I have a lenton er is this typical
ofa Volve? Could this be 2 “‘re-call” car aud Ewasn’t sware? [ have nelghbors and friends, even
my dextist, that have Volvos and for many yesrs, no one can belleve the expense amd troubles 1
have had with this Volve. Do you have any explanations?1? I've always taken good care of my
cars, getting the oil changed as skould be, bralees, tires ete,

Thank you for listenlug. Please respond with action,

Sincers

ce: NHTSA / OD1 - Room $31%
400 7 8¢. SW
Washington, DC 20590

Yolvo of the Triad

701 Peters Creek Parkway

Winsten Salem, NC 27103
{Exclosures
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March 24, 2004
€ J3TGMER RELATIONS

To whom it sxight concern,

Enclosed you will find 2 copy of my letter to Batter Businesd Buresu, 7 on your side, and other
raedia outlets. I have been dealing with this issue for six months, This moming I filled 2 complaimt
with your customer servico. T was told the rep would receive the complaint within 24 bre, [ am
sending thix 8s a back up. IfT don not recefve a phone call within a reasonable amount of time I
will turn this over to my attorney and it can be resobved with him.

Since the latter to BBEB there are many more igsues st hand. My complaint should be on file.
Thank you for your time,




Decamber 22, 203
Ta whaom Kk iy conNcm;

| purchasad a 1980 Vol kem Koona Fend of Annepalls on Saptember 12, 2003. The owr came with « DD day
4000 s Koon's wananty and [n addition, | purchasdd sn extended wamanty for 52321.00

On September 18, | culled with complsinta with ihe way the car was shitting gears. | was told to bring the car
In. | dropped my car off &5 Koons on Saplsmbaer 20, Koons delivered tha car 1o Volvo of Annapails. After
having no sucowss with Koone In finding out what the problem was with my tar, | called Voo myssll and
learned the & Peaced & new rNETEssion. Voo G Ztisd Koons to sy & needed a now trarmemission. Kaons
however, sakd thair B¢ diy wamanty would rebulid the imnsmizsion, Koone Food had my car rom Seplambar
20 and | did nal gt Wy o back with the rebuil ransmisslon ustl November 10, This ussd up 48 days of my
90 ey wananty. | had posssssion of the cur oatwsslonslly during this pariod

| had purchiasad en extanded warranty thwough Koons and after the ioeribie asrvics | caboed regarding the
tmnpraigsion, | deckded to ool My wdendad wamanty. N wia cancald B on Dombae 7. | e tokd at that
tima | would recelvs my nfund in 4 to 5 wasks (28 to 42 days). As of inday 1 have not recaived my nelund
and |t hes bean 78 dayn.  Enclosed are my rotes g3 wel a9 tha higiory from both Koans of Annapolie and

Amnapolia Volve.

On Decumbar & the engine ight cawna oo | notifled Koots and sffer soma daley Mice Shekies, sarvics monege!
at Koons iold me 10 inke the i direct 1o Vaiva, | togk the o to Annapolls Yoo on December 13, Annapofia
Volvo's reporl, attachad, Indicaisd that repairs In the amount of £2.485 [parts caly) wers nesdad. This ligure
did not Inceats tha labar 1o make (he rapairs. | mat wilh Eard, e salee managar and Jason Fiahbine (asd o
mamagars o Koona) today and decusssd (he Voivd regarl. They Informed me thal the keies of hand e ol
covarad under their waranty, becauee the repalrs wers {0 semsore and auch and in sidition the 60 warmanty
had sogirgd wven | the repals wers racuined under ek warranty. | acphained B no st thet | did ot hava
my ol long emough to e the B0 day waranly. baing thet they had my o for 48 diys of the 90 day
waranty pariod to rebulld tha ranamission.

old them | bought the car undee the mimrmglion |t wisk & lully funciloning vehicls, § clearly Is ot

The menagars iodey wgrasd that | hava not racelvad my refund fram tha cancaled sxiandad warsnty, but
they could not heip me, other than to Wy sgain to sea what the hold up wes,

My complaint s that they ars not honoring tivelr werrerily and they are holding my monasy nessdisscly.
Thank you for your time.
Sincarsly,
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RECENY

May 34, 2003
JUN 9 2003

Mr. Vic Doolan, President )

Yolvo Cars of North America, Inc. €33

Seven Volvo Drive TOMER RELATIONS

Rockleigh, NJ 07647
Dear Mr. Doolan:

Yolvo for Life. Thatis Volvo's motto and why I purchased an 880 in August 2000,
VYolvo’s reputation for dursbility, longevity and safety were the primary reasons [
gselected & Volvo over other manufacturers. Unfartimately, I am now regretting that
decision. The question really is whether Volvo will stand bekind its product.
I purchased a Volvo because I knew that 1 wouldbe putting a lot of miles on the car. At
the tme, I was cammuting back and forth from Maryland weekly, and the bulk of the
miles were highway miles (over 62,000 miles on-the originai tires). On May 21, 2003 [
was on my way home and had a problem with my transmission. I took the carto my
Volvo dealer and they informed me that I had a Blown ransmisston. The car has 84,305
miles on it and is technically therefore not under warranty. While the service tech
informed me that this rarely happens, the fact is it did and should not have. This was not
the first problem that 1 have had with the transmission. Thave had problems with the
transmission in the past, but Yolvo was not gble to determine what was wrong with it
The cost for the rebuilt tranamission installed was $3,335.00.
When I left my car with Volvo to replace the trans, I also mentioned another recutring
problem, & rough surging idle. This had been worked on in the past with temporary
improvements. This time thay loaded new software (once again) but also determined that
there is an intemal fault in the throitle unit. They indicated that they could not be exactly
sure what was wrong with the unit but that the only way to fix it was to replace the unit
(5700-5&00)- The car is mall:f rurmins roughernow (surzes from 1200 rpm to over

ia geroys gituation) than before it was serviced. My research
md:catmthnlthmmapmblemﬂnthasbemrepaﬂedmlhsmwss& You will see
from my service record that there were indications while still under the warranty mileage
that the transrnission was defective and that the car had other performance related issues.

July 6, 2001 — first noted an occasional noise and vibration that seemed to occur while
tarming or braking (27,207 miles). Early signs of ransmission problem?

November 12,2001 - T isgion warning indisator light camne
ypder the warranty ipilegge. Volvo could not find any codes or faults.

Qctober 4, 2002 — Qil pressure light came on and eff. Ol seals in cil pump failed.
{67,818 miles) Reported idle surging, Volvo downloaded new software. Cost of this
service visit was $703.73, not including another $569.93 for regular service. Reported
steering noise, sounds like feadback, when moving or not, sometimes loud, car vibrates.
Nothing found. Signs of transmisgion problem?




November 23, 2002 — Car would not go ip reverse. (70,919 miles) Volvo could not
verify condition. Found that transmission fluid was slightly yellowed and suggested we
try changing the fluid (stated that it would cost around $200?7). I asked if this was the
cause of the problem and if it would fix theproblem, service tech stated that they did not
know what was wrong and thet it would not necessarily fix the problem. Note: service
receipt indicates that the fluid was burnt and that a trans service was recomnmended, this

is not what the service tech relayed to me.

March 8, 2003 — Reported rough surging idle. (78,020 miles) $100 in labor to work on
the throttle. Condition slightly improved temporarity.

As you can see, | have had several major issues with this car that I have not had at this
mileage with any other car I have owned. I certainly did not expect to have such issues
with & Volvo so soon. The transmission, the oil pump seals, and the throttle problem are
certainly issues that in many cars occur with high mileage (100,000++). Inmy case, they
happened prematurely. 1 never would have thought that I could buy a Volvo that was a
‘lemon’. It is my belief that the transmission was defective and that neither the oil seals
nor the throttle should be expected go in less than 3 years ime. I guess the bugs were
still being worked out with this model.

1 am asking Volvo Cars of North America to now stand behind its product. I know
the warranty [s not for Life, but a Volvo should not have the problems my car has
had at this mileage. I am asking Volvo to relmburse me for 50% of the cost to
replace the transmission {$3,339) ard to replace the defective throtile unit that is

currently in my car.

I have provided my contact information and details on my vehicie below. Thank you for
your consideration with this matter.

H)
Q)
W)

VIN: YVITS94D3Y1

Date of Purchase: August 28, 2003
Dealer: Bridgewater Volvo, 1028 US Rte 22, Somerville, NJ 08876

Moaodel: Volvo §802.9A5R 4DR. Auto SR



"

pax. CERR

Mr. Chrisbopher Rlley

Presidant

Starmford Volvo

107 Myrtle Avenue

Stamiord, CT- 06502 4 Juhe, 2003

Dear-Mr.-Riley,

T wish this letber was being written on better crcumstances but unfortunatety
for both of us it is @ complaint.

1 purchased a 2001 Volvo V70 XC from vour company about a year arud a half
ago. My car has about 33,800 miles one it and I have treated it with Kid gloves
and serviced It regulady. I have never put anything less than 93 octane gasoline
into the car.  But desplte my bast efforts the car has had problems that I would
not expect from such a relatively new car costing over $40,000 and with such

low mileage.

While everything has been repalred on warmanty 1 have probably spent dose
to $800 on requibr servicing. T have had numerous problems with the throttle
contral and have had many bvake lights and -headlight bulbs burn out.
Furthermare, the front sway bars wore out and needed to be replaced.  If these
problems are surfacing now, after less than 2 years and fewsr than 35,000 miles
then what's going to happen when the wemanty exgires?  I'm not sure If this
car alone i5 probiematic or IF all Yolvos are defident. Al I know Is that this car
has “Lemon® writtan all over it.

I‘uepb:edmthtmvnimanduwesmdalamwmnfmvlnapmduct
that 1 would expect o last and serve me dependably for many years. I have had
several cars that have done just that and cost much less. My previcus cars have
all lasted at least 10+ years and 100,000+ miles with no major problems, My
other cars have been Mercedes, Volkswagen, Nissan, and Mazda,



Unless something is done to re-bulll my trust and compensate me for my lost
time associabed with the many trips tayour service department, than I am afrald
that you have not only lost a custemer forever, but have alsc created an
outspoleen aitic who will convince any and all friends to stay away from
purchasing a Volvo,  Perhaps you can credit me with the puirchase price of my
car wowards a wade-n for a new wehide. Or perhaps you can extend my
warranty to 100,000 miles and 10 years gratls.  I'm not sure what else could be

done but am open to suggestions,

Thank you for taking my letter and siuation Into aonsideration,

President & 8ED allNehe.Gacs of NoctAmiiil
Mr. Hans-Olov Olsson, President, Valvo Car Corporation, Sweden
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EXCELLENT SERVICE - GREAT VALLE - CONPLETE BATIBFACTION

Bill Kidd’s 410-666-5030

410-668-4020
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EXCELLENT SERVICE - GREAT VALUE - COMPLETE SATISFACTION

Bill Kidd’s
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Service Center
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CUSTOMER ca
William Clay Pord, Jr. RE
Chairpapn of tha Board
Chief Execyutive Qfficar
MED NOTOR CONPANY:

I purchased & umad 2000 Volwo S80 in October 2003 frem Jaskran Volveo, Honalula, EI with
factary axtandsd 100,000 nile warranty and now has approximately 56,000 miless on tha
pdongter.

Early in July of this year (2004), the oar cane ta an abrupt halt with a louwd knacking
nolas in the sngine, apd was towsd to the dpaler for rspairs,

The initial diagnools was the naed for a valrve adjustment.
Sinca than, a complats ast of nww angina hasde, valvas, can, 4tc... hive basn installed.

In addition FIMERCTS alectrical componsnts, including two new caomputer modules, ignitien
switch, cables of various typaos, otc... hive aldo N paplaced,

It had now basn THREE MONTHA minom tha car was towed to tha dealer for repairy uynder the
axtended warranty.

The car har raver left the dealsrahip since it was towed in last July 2004, and i= atill
KCT Tunctioning.

A3 You can wall ivsgines this is vary frostrating as s cCodtoneyr of & FORD - FREMIER
AUTOMOTIVE GROOP - Luzury automobile that I cannot drive - and NO ESTIMATE as to when that
-i:ghi: ba possible.

To say I am disappointed with Volve {partiaularly considering oy HSwedish huritsge}, ia an
understatsmant .

If yﬁ have any suggesticns, or can offer any halp in this matter, I would appreciate it
graatly.

v
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October 3, 2004

Volvo Cars of North America, Ibc.
Seven Volvo Drive
Rockleigh, NJ 07647-0913

Dear Sir or Madam:

I have writhen once befixe, see enclosure, regarding my 1999 Volvo ST AWD Sedan
(VIN YVILT56DXX2{lllll. Agzin, I am writing to0 express my dissatisfaction with
my vehicle and your company.

The Intost incident occurred last month when my power-stearing unit started to maks &
noige. (This has happened before, and was brought to Bridgewster Volve®s attention, and
they addad power steering fluid to bring the lyve] back to nommal. They advised me to do
the same if it bappened again.) The noise starsed again the next day. [ added move fhuid,
but it ioaked out of the “rack™ overnight and left & hige pucidle in my drivewxy.

1 decided t» bring the car to Volvo of Edison. They infiormed me ihat 1 needed a whole
Bew power-steering “rack” at the cogt of §1100.00 — They also mentioned that the
carbaretor was starting to o snd that would cost an sdditions] $3000.00 to replace.
Wow, at only 54,000 pilles...and cotveniestly right aiter the warcanty expired. oo, [
thought Volvo's were quatity vehicles? I've ownad 2 Honda's {and currently my third) in
ny lifetime and BOTH of them made it to at least 100,000 miles before I needed 1o do
any major fepiirs or replace them,

This wehicle hes a negative history. My view of Volvo cars is also negative. I've written
this Ietter with tha hope that Vaivo Crrs of Narth Amerion will work with me to provide
a krwer cost aliemative fo the $1100.00 repair of the power siecring “mck™. After all, the
vehicls just turned 54,000 mikes and DOES bave & history that indicates g prior power
asteering probicm (among other things).

Bincerely,
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0CT 5 2004
ﬂ"‘_‘“ CUSTOMER CARE

October 3, 2004

RE: VIN# YV TS94D3Y1
Vot G of e A —

ATTN: mmmmmm
TVolvo Drive

PQ Box 914
Rock Laigh, NJ 07647

Q: Whan Is It Acceptalde for|a Car Dealership?
To sell a car that has besn wrecked?

A: When you purchase i from Yolvo of Richardeon!

Dear Sir or Madem;
Thig is my final sitemp! in getting & matter comectsd that | hawe been trying 1o handla on sty own
for the past 3 ymam and hove Lean vary patient i ny 11 1 purchasad a car from Viglvo of

Richanison, in Richardson Taxas, and | have had ihe car; back o the dealarship sarvics
department more than 25 times most far reosaurring problams, which weee 10t acceptable lo
me espacially after buying u “highly recommendad” wehicle &2 e Yaivo 580

The main bvo prablema thal 1 have had with this opr that bean moccuring are the lseues with
my siruts and tiree, and then the whole throttle sxsiom. of which wers probieyns tsl | had
within the first 245 months af buying the car. Howsver, e deslership seemed ko nevar be mbie b
duplicale the problemns thal | was having on rsmeous occasions of bringing my car in for unging
out and having power surges that made me feel wry unsale ot ol tmes In my “one of the sajes”
cars on tha astreet Volvo S80. Time alber time | wauld take my carin and i1 tham how it e jump
qut while being slopped ef diive thrz and siop sigwy and evan whan sttempding o pask | aimoat ran
Inde a wall, bul somehow they would nevar bs abls 1o gat the =ar o do this, leap in mind this was
while my car was undar (he 50.000 mis waranty. This also applies o the noises that | v
hasring oA e tima when going over bumpe or susiden stops | kept hesring nalees first staried In
my front right wheel and then moved to my loft, keap h mind al while under warmanly.

Wall my questions to Volvo of Richardwon wess: Him this car baen wracked or something 7
Why am | haviag an meny problems out of this cas? furthar mone why are you &l hening such
a hand time finding whal ia wrong with this oar? .

Thees wers the anewers | would receive from fhw award winning stalf at Voo of
Richardson: “Well we ane nedlly not suppossd tercisciose Thal fypa of informatan, but | darr't Wk
they would avar do something dke hai” or "Wall F mally cosldn’l lell you one way or the other but
you can go ania some websie called huh car facts .com.....but it apallsd §ke fax machine... hay
can usualy tell you if your car has aver basn in 8 wesck of nol”
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Problems with Sirss and Throttls Eyetem
Well now we are ovar 50,000 mies and the asrme problems continue 1o happen and now |'ve fosd it
with baing nice anymors and not getiing any safisfaction so | call e sarvice department o sea i |
can speak with who ever la In change over the mechanics and tha sarvice depariment and | was
foid that & was Stave Wallier and | sakad 1o ba transfamad o him and which | was and | eoplained
to hikn what was happening end he waniad me ko bring my car in and have bim look atik with one
of the machanics. Well guess what now they found my probiem R wes e stritsl! We need 1o
replace your right a¥rut, and becauss you'r outof warmanty you wik have o pay $500.00+
Needless to wey ! wae not very happy bacause lhey shoukd have found thia problem about 15 times
ourlisr when | waa bringing the car in and they were making me fael ks | was & craey lady and
didn't know what | was hearing or what | was talidng about Ckay wel now about 3-4 weeks have
passed and Fm haaving {he same nolss but nowil's an e left side, | taka the car in only for hem
in lsll me now K3 the sbuis on the left side and they would need mpizsed, and | would have to
payll Okay done, now about 4-5 months laler gussa what I'm hearlng the same nobsa agsin but il's
how back on the rght vide. Wall Volve of Richardeon decided to do me a favor and ke
rasponsibiiity on ths one and they flxed the right sice again for no charge nd mry queslion is why
am they nesding replacad agein 3o saon?? ve had many cars Misubinhi, Nisamn, Ford, and
mhﬂhtmﬂﬂadnﬁamuﬁﬂnmﬂﬂuﬁﬂhlﬂnnﬂnﬂhﬂnlh
had with thix one Velwo S80. |

Whan b Enough, Emough?

Now gfter gil thess dlemma's with this car and e aifll nol fesfing Hke | m being Eker care of by
my dealership and service degartmant. | requsst a meating with Steve Walker- Servics Depl.
Mgr. and Lao Pachaco the Ganeral NMgr. of the dealership to plag my came o them and ses just
whit responytiiity they feal they played i hia cer that |a plegued with 2 mulihae of problenss with
me only mandoning the major [ssues. 3o the mesling wae granied to me and it was poinliess as
bodh Shewe and 1.ng hed no solutions ko offer me odher han Steve wiza going 0 contect Vol of
North Amevica and find ot if they ave willing o de something, only for me to be told 2 days daber
thal ham !¢ nothing they wes Wiling o do. Hare ars some of the other Bates wa talked sbout
That was going on with the car at het me slong with the siruls and the throllle system.
Paint (overspray), joy afick on driver door spill in bwo,
Sun visor over pasasnper 1sit brokar, peint on doors peeling,

Now nol of tires wearing incorrectly, molding falng off around oar, air bag Bght on,

Gioar ahift sthcking, sun rocf not sliding propasly, and moat of £ll Struts and Throtthe systemt
Car has baen back to the dealership for service over 25 timas in a 3 yr parfod 17

ln # time for Lagal advica yet??

You most definitaly, because apparerily afler all thace mestng i haven'l canvinced the
deslarhip lo take some aort of responsibitty in this matier. Becawse now at this point | think
somecne waukd haw offer to jusl take the car back and starl over with anchher car. So my first
gtap was 1 take the car ki & censad certffisd machanic fhat doss used car inspections o jell ma
some hislory sbout this car that haa ghven me oh too many problems.

What was discovared sfter seeking an indepandent opinion?
After a § hour review of ayatams and overalf inspecion of my car, it was discovened thal this car
had in faci been In & wreck with 100% oerfainty, and the mechank was 66% sun thet the frame
waa probabiy bent. But he did sary that a lot of the problema | was having did most Beely come
from 2 wneck. This car was badly wrecked on te font diiver sida quiarier and front drivar side




Dat 04 2004 7a218PM HP LASERJET 3330

door and pushed it sameathing on tha passanger side which s what causad probebly 2l of the
above meniiched problamy, Sonow | take thisinformalion 4 an attomey that came highly
recommended by the Texes State Bar and he had lote of sxperience wih dealing with thees types
of issues and ha 3aid he feals K [ hawa A good cass (o ot egst peting (he deslership to taks the
carbeck and give me ancthar car that has the same oplons on amenities as e firsl car and st
me have a chanoe 1o have a good exparience with ancther Valwo 580

Now Fm struggling with am | ready to endure a fong dragged out Ingal battie and possibly
be Interviewsd on the Local Nawa statlony as theatiomay folt that we rasy have to 9o public
fa get the dealershipa attentionl !

Weil bolare goling tivere | aught tet me h-rnnnh:lnlmﬂ Yolvo of Narth America Corporation and
ie! tham know how they are being representad and the: the Atliomey Genaral's Ofice
and the Belier Business Bursau ms a inal stismgt on my

Sa thiz la my slary and lote of slmss and mantal anguish aiso to go with K as | heve had to suern
gread doal of humllation with fhis car and consisndly being reminded by my diencs and family that
hawve 3sen ny takdng this car back and jorkh b the dealership 83 many Smes that | hawe end not o
menfdn the counliesa hours [ have had 1o take clf work bo handie these lssuas, s there amyone out
thers that fasla some compsssion and wrong doing that hes been done with the
agla of this Vol S60 VING YWVITSMDIY | have alva enciosed the 25+ puges of
history of sl the visits my car had with Vaolve wrmison. You know the deslership wih
$ho sveard winning sarvics deperimant! 2

Oh yeah one mane Important fact, the whole Throfle sysism ihat | had replaced and spent over
$1500.00 for about 3-4 mortha ago has Ealad becausa nry cef I now doing e 3ame hing agsin
Haﬁmzﬂm.wmmmanh dealgrship snd get taken againT?

Ce Office of Attomey Glanemal of Taxas, Consumer Division PO Box 12548, Austin TX
Balter Business Buresu, 1700 Pacllic Ava #2804, Taxas 75201

Fosd News Consumer Affalrs Atin: Backy Olivar & Saal Garza 400 N, Griffin, Dallas TX 75202
Voivo of Richardacon - Lao Pachecho, 1321 N Exprvy., Richardgon TX-T5080




RECEIVED
0CT 2 1 2004

Volvo Cars of Notth America, LLC CUSTOMER Garg
Cimtomer Seivice
P.OBox 914

Rockleigh, NO 07647

Volvo Santn Monica
Customer Sesvice

1719 Santa Monica Bhed.
Santn Mogjca, CA 90404

Dcar Sim:;

October 12, 2004

This is my notice given ander the California comsunser warranty law. Thiy is my
sscond netice.

I parchased a new XC90 from Volvo of Santa Moniea in 2003, Hs VID:
YVICMY1H3Y M Since then, I have repeatedly (more then 4 timas) taken by car
1o be sexrviced for the same problema 1) defective brake sysiem 2} loud engine noises 3)
logs of power during acocleration and surging. There are 2 series of additional problems
that are not listed here , but xre contained in Volvo's records. Each time 1 have been told
repaired I have been charged for brake pads thet T did not need, as they were changed
again g morsth later with the rotars, however, my brakes have not been repaired.

I have been told to pick the vehicle, only to point out thet the same noises exist and was
then told to bring it back within a week or two when additiona] parts could be ondered.
This is nogsense. The car should be tegted before delivery; tead 1t appears that Volvo
is hoping that it will just slide on the actual repair. A car thed costs what Volvo is
charging and holding out as a hxury vohicle and the safext in the world should not apend
half of its time in the sctvice department. Moceaver, a car of this caliber should not
socmd and drive like one that [a old and chesp,

A cunsory review of my file at Volvo of Santa Monica will establish how many times I
have taken my car in for correction and the responses given. [ am also atinching wn ewnil
that I forwarded to Volvo of Santa Monica which shows how long I have been frustrated
by the purchase of thix vehicle.

It is apparent that Volvo cannot repair the vehicle and regtore it to the safe hoory vehicle
tmi it scld. Tho nonconformities have been subject to repair 4 or more Limes within the
17 manths following delivery, substantially impair the uss value or safety of the vehicle
and it is used peimerily for personwl snd family purposes. Of note, my vehicle currently
hag lesy than 16,000 miles. Pieass advise how I can obtain 8 filll refind of the purchass




price, as I believe that I have been paying for a new loxury velicle md wes never
provided with one.

1 can be contacted at the following addreas:




Meka Moore

From:

Sent: ' ber 25, 2003 5:63 PM

To: ‘sath.waskow ) volveolsantamonica nat’
Subjact: Lack of Service and Potentially Defective XCBO
Mr. Waskow,

| purchased a new XC30 in Apri from your deslership. | pald-over Involce, wa | did not get & bergein by any sirateh of the
imaginalian. Since my purchass, | have baan axiramaly unhappy with my vehice and more Importantty, with your

deslership.

Firet, after about @ month, my brakes aquaskad homfhly, not the saund ons wanis to haar from the saes! car in the world.
| enkiad the sarvice dept and was iold that the car nesded to ba broken In. Ciearly | waa misinformed.

| brought my Gar In last month and was ioid that thare was & problem that was fxed. However, bafars | brought itin, |
called repsatedty to maks an appointment and obiain servicehourn end my phone calls wars never refumed. Several
wabks iater, | finally rsached a va person and mads an appoiniment.

Yal, Inat waak tha “hraks servica pesiatoncedl” light came on sgein and et yasterday the “sngine service aasivtancel™
fight camea on. Since st week | hava been calling the service depariment leaving masaages that | nasaded i spaak 1o
someocns st Make an Appointment. Deaplis several massages aince last Fridey, NO ONE callad ma back undl thia
morning. | only got a cal back this moming becauss last night | et a masaags for Flo explsining the mituaton. The
sarvica mansger cafisd me this moming and sdvissd that Fla iold him to call me but thot their deperiment had never

recehad my MeEIegeE.

I returmnaxt the call this aflemocon. After making my appoiniment, | asked to ba tramsferad in the manager, ae | wes
rattiming hiy cal, ‘The gentieman told me thet the manager was standing right next to him at which palnt he put his hand
over the phone and ha and the *manager began a conversation about the fact that | wam the one that complained snd
whal was= | compladning sbout st (In other words they engeged in 2 nogative discussion sboul me which | was fiily able to
hear). Than | was tokd the menager veas gonal|

cortected Fio and she handisd the matisr es graciously s she could,

| have glso loamad that tha XCO0's heve had problenta with ihe brkes thet Volve |5 irying ko eddressa, but Volve rever
bothwred o ket the consumears know.

However, | wish to make my concems very clear. | did not apend ovar $45.000 for a car that is supposed io be the yalast
vghicie in tha workd ac thet | can biing it In monthly for breke end engine secvice. Secand, | do not bellwve that Voivo did
net knaw of the brake problam an the XCO0 at the time your dealsrhip sold me this cer. Third, | hava a §-month oid baby
that rides In this vehicls; | pirchased [t soialy bacaioss [t ls suppossd o be safe. Howsver, your sarvice dept does not
cane enough o pramply retum phone calts io ease wny concams thal the car s £30 uneafs in drive. Moracver, they

disraspected me when | finally did wpask to them.

When | bring my car in tomorrow, how cun | be sssured thet ysur service depariment wil not purposaly damags or scraich
my vehicia? Obwvioualy, onca tha car i sold. Volvo could carg sy sbout the customers or sven the cars.

Please know that | wil coninct Volva Morth Armerica and let them know how dissatisfied | em. Furthar, |'will review the
Lamon Law palicy to delermins ka application to theas ciroumsgtences. |

THI3 CAR MAY BE A LEMON AND | EXPECT THAT YOUR DEALERAHF IS PREPARED TO ACT ACCORDINGLY.
| would apprasiats a return phone cal from you o discuss this matier.

Thank you for yaur time,




RECEIVED
NOV "5 2oy
CUSTOMER carr

North Kingstown, RI

Julie Zwiebel

Customer Relations

Volvo Cars of North America, Inc,
Seven Volvo Drive

Rockleigh, New Jersey 07647

Regarding VIN YVATSS4D31
Repair invoice 205715, Tasca Volve 8/3172004

November 4, 2004
Dear Ms. Zwiebel,

I write this to you to have an official record of my dissatisfaction
with one of your dealerships, Tascz Volvo of Seeonk, Massachusetts. For
vears we have been customers of Auke Show Volvo which was acquired
several years ago by the Tasca family. Since that Gme I feel the service
has suffered, the Volvo named has been tarnished, and my
disappointment with the company has increased.

We recently attempted to have our ‘01 580 repaired at Tasca Volvo,
spent $788.91 on their service department’s fishing expadition, and drove
away from the dealer with the problemn not fixed. For years, wheanever
we had anything serviced at Auto Show, then Tasca, within a day or two
someone from the company called with a survey about customer
satisfaction with the repalr service, During this most recent repair, I
volced my concemn with the service representative. Prior to their repair,
they made It known to me that they werent quite sure what the problem
would be, but they had to make a diagnosls, and that their diagnosis
might not fix the problem. What was I to do at this time?--not fix the car
and have it's accelerator continue to jerk upon starting and stopping? So
T gave the go ahead. When I got the ¢ar hack, It stifl continued to have
the same problem, only now Tasca said it would be at least $800 for
parts with the labor extra to maybe fix-the problem. 5o now I sit, $789
poorer with a car not fixed and another $1000 away from possibly fixing
the problem, Is this the way your dealerships should aperate? Do they
know what they are doing there? We've never had these kinds of




problems with Tasca in the past, and recently It came to my attentlon that
their top mechanics had left because of thalr own dissatisfaction with the
Tasca company.

what Irks me more about this episode Is that uniike every cther
repair I've had parformed at Tasca, thelr customer survey never called,
which leads me to belleve that once they know a customer Is upset, they
wan't call them for the survey. It's apparent that this local dealer doesnt
want any negative comments entering Into thelr customer survey. Well,
here Is this one for thelr record.

Sincerely,

¢c Mike Perlinl, GM Tasca Volve




205715

*INVOICE®
TASCA VOLVO
Fage 1 1241 FALL R|VER AVENUE
SEEKONK, MASSACHUSETTS 02771
(ECH) 238-5777 (MO0) A26-VOLY
WLvo FAX {BQB) 338-8331 - wiww. tyeca.con
SEAVICE ADVISOR: 594 BRUCE DANCALISE _
NMARKEMAODEL WiM E‘Gﬁ W OuUT Tall
VOLVD S580A gas62 98578 |
: TR R AT T Y
VAR CASH 31AUG2004
----- Toss ' STIC1S590 TRN:A 1)EXT 4448 INT 8991
11:19 04AUGO4 | 11:47 31AUG04
UNE OPCODE TEGCH TYPE HOURS LIST NET TOTAL
A CHECK ENGINE LIGHT ON
CEL CHECK ENGINE LIGHT ON
. CPV 0.00 Q.00
1 623‘-?454 OIL TRAP 34,38 34.38 34.36
1 B480535 GASKET 10.22 16.22 168.22
1 BOAATEI GASKET 4.38 3.95 .38
1 30850822 HOSE 17.18 17.18 17.18
2 278681 HESE CLAMP a.35 3.36 B.70
1 578180 HOSE CLAMP 2.33 233 2.33
1 annggueu SEALING RING 3.53 2,65 3.65
1 4463339 HOSE 4, £.30 4.20
1 4206582 GASKET 13.14 1314 13.14
*x 5?3??“%%?&:.“ 3’% 3'53 1;'33
INFO INTARENL AIE TRAP ' " -
1084 449.76 449.75 3
INFO DIAGNOSIS L
PARTS: 117 151 094 L o EN: m{:]
3 . : 449,75 - . . - TOTAL LINE A B66.91
e FEMOVED THE INTAKE AND REALACED THE FLAME TRAP AND ANY AND 1ol
—nNEEDED AS TED PARTS, VEHICL E I3 RUNNING MUCH BETTER, THERE ARE NO
LB e Bf 148 TG MCHI NG . UnGeniad, D T T
meWEEK AND BRING § IT BACK FOR FURTH&R DIAGNOSIS. ATTN \
B THEIDLE SEEMS TO HUNT WHEN AT A COMPLETE STOP, MORE PROVOUNCED Wite
, PRONOUNCED
AC IS nr%cmcxnm ADVISE
INFO CHEEK ARD ADVISE
1064 c 0.00 0.00
PARTS: n.ugEE Lmﬂ:nn: 003 OTHER: 0.00 TOTAL LINE 8: 0.00
e llllrl-ll-'l-lliiliillillil----.—l;u|llbl.i1p|||'|||u..¢p.q-|
C 10K-ALL MODELS
10KALL 10K-ALL MODELS
SERVICE DEPARTMENT HOURS | Any wamoley on s wcuat poid i S
Wi | Ty T P AR
For & Mo 1 o e oy O LUSE_
sopms, El lha oMM o CHARG
o K ww m m: with the = 2
W | TOTAL SHARGES
You WEI Be Satafled] | © o e (AS WA
Ewm Appanbeent [ S TCRME AT
e spieidog T e e
N Custamer Copy




205715

*INVOICE”

Foga I

{508 338-B777 1800]

FAX (808} 338-8831 -

TASCA VOLVC
1241 FALL RIWER AVENLE
SEEKONK, MASSACHUSETTS 0271

Aza-vOLV
Worwr LB CN. S0

Tad

98582 986
31 AUG2004
LINE OPCODE TECH TYPE HOURS LIaY NET TOTAL
1084 cpy 187.89 197.89
[ 1276810 FI%TEH INSERT T3 8.43 8.43
1 8777514 ET 1.20 D97 .97
B MEQHL MOTOR QL 1.36 1.3% a.10
1 940008 GASKET 1.88 K 5.88
PARTS: 17.38 LABDR: 187.88 OTHER: O.04 TOTAL LINE C 21%.2%
2 PERFORMED THE LUBE, ©OIL, ALTER CHANGE, SET THE TIRE PRESSLIRES AT
wnad2PSsl, SET SPARE T*Hé L | CATELD ALL Hbﬂ'ﬂ DOOA AND TRLINK HINGES AND
anATCH ES AND TﬂFFEEs OFE ALL FLUID LEVELS ROTATED AND BALANCED TIRES,
s BRAKE PADSG ARE AT 10MM, REAR lHﬁkE PADS ARE AT SMM, TIRES ARE IN
GO0 CONDITION, RESET HT AND TEST DROVE VE HICLE
i‘-.*liﬁil [ETRTTISET RIS R RET R TR AR AL R BR A0 LR & L)
)
.3
3
L]
]
o
b=
)
an
o SEAVICE REPARTMENT HOURS [ Any wortastion o Ine procust snli |, PESCHIRTION TRTALS
haigiy  WE trGse fed be otk | LAROR assoLET g47.G4
:Ihl”" 9“‘ umnm:-mm:? HARTE ALMRINT 13433_
orph, g S, oA sallny ot § GAB. Cil LUBE [1X
% mmﬁm l.r-:rl:.llul fat & mllun:v | LT anrensd m
EE:';.:‘.. = oo weson 50 Aiveme LIASE CRARGES i) n'?f__
ary f am ZEACHEDan woth 1 | TOTAL CWARGES TAZ2.1
’ You Wil Ba Serlaflod? bt ol diad fafishal {3, L EFF ILEL M ANCE .00
Bevacueas! BLLYE TAx 8.73
Foe Appntrent cail CUTTRAER Ena Tl
508 1389777 ey 788.91

Customer Copy




807 Nutes Farm Ln
Kannett Square, PA 10348

Juns 12, 2004
Volvo Cars of North America, LLC me
Aftn: Volvo Gustomer Care Center JUR 1§ 2um
7 Volvo Drive
Rockleigh, New Jersey 07647

{JSTGMER RELATIONS
RE: 2000 580 T8; Vin+vv1TSe000Y! [

Daar Voo

Thia latter concems my dissatisfaction and disappointment with my 2000 580
TEG. | purchased the car new in March 2000,

| presurne that | would ba among your targatad market. Relatively affiuent,
relatively conservative, committed to doing all scheduled maintenance, and
typically loyal (a8 evidanced by my axciusive use of my relailer for service —
axcept in amergencisa). My purchase of the S60 wasa my first axperience with
Volvo, and short of some parsuasive and objective evidence that you have
Improved the quality of your vehicies, it will be my last.

The poor ralisbillty of tha 2000 S80 is cammon knowledge - reported in the
sutomative and consumer press, evident in the poor trade-in vaiue of the car,
and aven acknowledged in discussions with sarvice parsonnel at my
dealership as thay try 1o convince ma [ should give Volvo another try.

Up to now ('ve felt conflicting emolions of frusiration and relative good fortune.
Frustrated by ali the nulsance rapairs this car hea required, but relleved that

my problems probably fall on the "better than average™ side of the ledper after
haaring others’ tales of woa.

For tha recard, in my 51 months and 80,000 miles of ownership I've had to
repair or replace:

The sub-frame byshinga

Front lower bal joints

Tha AM radio reception (twice — with limited improvements in quality}
Brake Pads (twice), rotars once

Bath front strute

Leaaking coupiings on both tranemissien and ail lines

Sway bar and lnks

Intake manifold vacuum hose

Deiver's side front door assembly

L0 B K N B R R O




+ Brake Conirol Modula

4 Right Front Strut Spring Saat

# The complete loas of Fower Steering Fluid following an on-highway
disconnection of the fluid line at the abaaring box

¢ Inner right tie rod end

+ Biown front headiights {30 many times i've lost count)

Up to now, these failures ware genarally not iife-threatening (excapt for the
koss of the Power Steering Fluid), But mecantly that's changed Three timea
over the past 3 monihs the car has stalled while travaling on tha road - twice
while exiting the imerstate highway, the third whila driving down a crcutar
parking ramp exit.

| tock the car to my dealership yaaterday, and they could find no sror codea
recorded by the Throtlle Contral Module or the Transmiasion Contral Module.
Therefore they are uncariain aof the cause of the problem or the proper repair.
The altemnativas offarsd wera to:

¢ download the latast tranamission software {though skeptical this was the
angwer}

+ oo nathing and hope it either miraculously goes away or records a code

+ take a $300 gamble and replace tha Throttls Control Modula and hope this
solvaa the problem (this was what two similarly situated custorners did and
80 far it eaems to have worked).

While | appreaciate the dealarship's hormaty in saying replacing the Throttle
Cortrol Module was an uncertain fix, | don’t appreciate my increasing uneasa
that this car |s poordy enginoarad and understaod.

I concluded aarly on that the suspension was under-engineered for the weight
and heft of the car so I've accepied the poor ride quality and the clanks and
Bitnge (though | must say every bump ever an axpansion joint is ancther
reminder of my discontent). But now that the unrellabllity has crept into
angine perfonmance, my patience Is nearing its and and Il Ikely look to trade
ﬂﬁmaTMamlaatmmindnrnfﬁspmmﬂiﬁrmﬂadﬂhiudmal trads In
value).

Aa the president of a campany, | have always tald my staff that it's far beiter
that dissatisfied customers share with ua their frustrations and give us a
changa to raapond or try and maks amends. | dor't know if Volvo shares that
phifasopty, but this letter is shared in that spirit.

Sincarely
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July 2ZE, 1904
{VATOMER RELATHNS Y “Be
Mr. Victor Doolan

Prasident, Yolva Carms of H.A.
7 ¥Yolvo Drive
Rockleigh, N. J. 07647=0914

Subiect : BTS (Electronic Throttle System)

Dasir Mr. Doolan

¥Whan I bought my 1999 Volwo V70, it was touted thae Warranty
covarsd 70,000+ miles.

Befaorw leaving Fla., to meet the 60,000 mile serviclng, I

vant’ out of my way to be serviced by a bonafide Volve dealer.
Wanting no question with any Warranty problem, I did everything
recomuended to the tune of $1,151.59.

tn July 16, my ETE appesarsd on the dagshboard. Ae soOn asg
posaible, T pulled off the road to read the manual, vhich

told me vhat 1t was but 4did not instruct me vhat to do. The
BETS want off whaen I resumed driving. Since it wvaep a weskend,
I did not drive the car again until I could check with the
Yolve repailr aervice people on the 19th. They instructed
unleas it atays on, ignore it. ©On the 20th, I drove it to a
friand's homa akout 2 milea awiy —- no ETS.  When I'm leaving,
I can only go aboout 5 MPH and ETS appears. Had to leave the
car harfare reaching home and Yolvo tgwed from Round Pond to
Topsham, Me. I did not give avthori®ty to £ix, which they did
to tha tune of $521.93. There are other qualictiad mechanics 1,

the areabut I thought I was covered under Warranty.

I have minca laarhnad this is not an unusual problem, but
doesn't usually occur until aroound 80,000 milas. My mileage
was 51,670. It appears there should have basn a recall on
the problam.

I am hopeful you will give consideration to a valued cugtomar
by refunding me $821.93. Msantima, thank you in advance for
your pomitivethinking.

Round Pond, Ha:l‘.n!l-
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HEREBY ACKNOWLETEES RECETVING
QRIBIMAL ESTIMATE OF  $0.00 (+TAX)

JCASM L JOHEEK [ JARL ] WACYVISA [ J OIS %
WE STRIYE FIR PERFELTION, .. TUTAL
BUT WE WOULD LIKE Y T RATE OWR " TOTAL MESC
TOTAL
TOTAL
TOTAL

SERVICE A5 A "10°

SERVICE OFFICE HOURS ARE NONDAY THROUGH FRIDAY
T-00 Al T0 6:0D P
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YSTGMER RELAYIONS

July 20, 2004

TO WHOM IT MAY [CONCERN:

I purchased a 1999 580 Volvo in April 1995%. I was vary
plaased with e vabiole for the firmt 50,000 miles or
alpost 5 yaars One sxcsptien being, replacing the
brakss at the 30,000 mile service. This is rediculous
for = high=-and (vahicla. Aill of my sarvice has bean
done in a timely manner at Darrmll Waldrcp in Franklin,
Tannasses.

In Decanhser of |last ysar the tranymisaion fallaed at
56,000 miles. |Tha dsaler preavailed upon you to assist
them in replacing it and you 4id so.

In Janoary the |alectronic .throdle modula failed. With
a discount thea (bil! was 5803.

In April the mass alr flow sansor failed and was replaced
far %300. Xl tha alactrunia th:udli mndul: hld ba

replacad again,

By thig tima I |was quite unhappy with ths vehicla. On
June 4 the r stesring failed and had to bhe replaced

at a cont of 51855 after discount.

A new transmission at 56,000 miles and new power stearing
at §2,000. I ught the avtomabile industry had advanced
far heyond that. Thie is unraasonable for a high—and
European vehiocle. We ocallad you and you offsred very
Litt]ls aympathy and nothing slaws.

Thers are seveyzl sgueaks and rattles under the hood and
I was told that they could be remsdied for 5500. 7The
vahicle also rides like a truck over rouyh spots. There
Smgny to be no |solution to this.

I undsretand you made nmany changas :£1Egu 1555 and 2000
vebhicle! many ¢f them faulty and ous corracted at my
sxpenss. This I do not underatand. Flease explain. At
this point I liva {(or driva) in iuar n! what the next
problem will be and how svon. - -

A copy of the nost recent invoice is enclosed for all of
the appertanant informatlon,
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CISTOMER RELATIGHS

July 22, 2004

Vic Doolan, President & CEQ
Volva Cars of North America
7 Volve Dr,

Rockleigh, NJ 07647

Dear Sir:

I gm the cwner of a 1999 Volvo S80 T6 [VIN YV1TSS0D2X1 My
duughter bought a new S80 in June, 2003 which, by the .

fourth new Volvo. Rather then trade-in she allowed me to ecquite her
1599 880, which had cnly 37,000 mdles an it at the time. The car
presently has 53,760 miles on it, which ia still low for a 1999 model

1 tilee the car very much when everything is operating correctly, but that
is the problem, there scems to be something frequently going haywire.

Nat long after I ecquired it, the drives-side Door Lock Motor quit working
and I had that replaced at my expense.

Next, the car overheatad. It turned out that the Cooling Fan had quit
woarking. I got Iucky, theat was a recall,

Next, the turn signals would not operate correctly. The Turn Signal Wand
had to be replaced st my expanse. Totel bill $241.14. B

Next, the car began surging. This turned out to be the Throttle Module,
which had to be replaced at my expense. Total bill $824.37. The
mechanic ahowed me a pile of these mvodules on his waorkbench that he
said were from 1999 S80°% that he had replaced. He said it waa &
consistent problem with 1999 880, Why wasn't thia a recell?

The most recent problem is that the car began to display lots of messages
such as, Check Engine, Emission Systern, AHS Brake Fallure, ete. I took
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VOILNO

Vohu Car Comporation
Telefax No. of Fages inclmdng Hapage 5 L AG 1 . E@
To Johe Wilera From  scscs Mmsal
CISTOMER RELATIONS
Compny  Vaiw CoiofNarh AmeciaIne  Daw 10% Avgrat 2004
Deparmers  Cummmar Padacions Deparmane  Global Customeer Relationd
Tiiaphons Telaghorm +HE31 35007
Tndax +H1 10099238 1 Twatax 8 11 29 1555

GLOBAL LIS TN RELATICNS FLE Mmare: S
PLBADH OUOTE O ALL COMMIFONDENCE

tn aase of Baghble or missing peges pleasa nobly sendesimmedistely. Thank you-
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One Volwa Tirtve
Rockialgh, NT 07647

Jaiy 20, 2004
Dasr M. Olzson;

Laxt Jaby, adter m:ﬂ:ﬁdﬁwintﬂwhumnm
Im:h' IMHﬂﬂmﬂmmﬂ Once agaks, I was bappy with sy
mw Voivo.

Unfiortunately, iy contentrment hay atertnd & vanish heemase of the fhlirwing nagutive
experiences whh your Coropasy:

At the 48,000 miles mark, my Volve wok notshifting syoothly end would chank o and
owt of gear, T 4ok the ¢ir to Prestige Valva i East Hasoves, Newr Jersey. They
disgnosed the problem 1o be a fnity stalrilixer motor mount o e top of the eogine md
repianed the hrft,

At feyt, the probemn sesmed camected, but within s few days, the shifting problem
retarnadd aloug with Gw cleck engfoe Jlght ceming on; I retomed i Prestige. This tiowe it
wat diagnoced =a: “sametiing in fhe tansrrasion was felly and that ts trensiaion
uﬁuhmﬂnfuhmmmhhhﬂ]ﬂ]' The cheok exgine
wist diagnoond a5 8 mans air flow sensor Code BCM 251A. The maso sir flow aezor win
replaced aad I acheduled another day to being the car hack for the tressmiion wodke

On Mzy 13% T raerned 1o Prestige luie in the aftemoon, was given a knner and the woek
wraz 1o be dooe on the 14%, Same tims early i the afteraoon on e 149 T received a calt
from Mizhar) Goworek that my car waz ready. After bangin g wp the slephone, I thought
o wryseif: the work wok = 1ot lesy thme thee the B to 10 heoes T was quoted. T pioiosd axy
parup the naxt day s it sesmed s,

Than in 3 Little bass tham g myonth ane 1,000 miflee Iater, the cor hegan ialling, idling
mokgh i once again the sheck engine Nl cene an. 1 was alw getting a clucking soutl
Iz tho fromt exnd whils treveling oo woven meds,

Thiy veme I weas told s fellawing:  the Theestie Body aeodad roplacenvet,
tay fae] Aller cxp wes My,
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the frook sirof kool WETS Wi,
trant seahilizer [ink was replsced, wad
*the froet heaker puds wecs wor.

o infh: the fromt repinced &t sppeoximataly 30,000 miles and now
m:mﬁmw highway) miles. Doese't this
MW?

The Wl weey $1,55C.341

smmlhmndm ot what doas distress o abowt these sxpecitwces

thet I should have to pay aimost & $1,000 fir s regadr thoakd haove bosa
covered under varomty becawse the engins {xyos was oot repolved and ym
my car had been retomad o me =8 fixad. .

1 em clurgud 3595 for & throttle body fhom the dealer that T cax by direct
for $4.50 plaa 1.5 hours for laboe and sn additionsl 3.5 hoory dhe the sort
Sunint sl tigbitieer Eoke and soother hour for replacing hrakos pads,

Then sven afier paying the $1,490 for the shove tepwins...ciniving not fhve yiley wway
from, the dealer, whtlle trying to et on tn the Jnterstabe T hoar & boud pop oadar e hood
rescliing in e oar fosing all power. Now I mgain heve $0 retomn o Proatige and I have oo
ides whet they ke to0 0. They sceomed evasive s vagne shout wimt wes wrong bot it
%mﬂﬂuhdunﬂlhﬂ(ﬂnﬂiqhnﬂhm 0 1o-progomn the throxtie

Again o s Do R cur was not romeving properly, stalling and noe accsleroting
T5 should lmlﬁrﬁmrmw“ﬁhﬂhm =

Bt e Story onotimies . hacacss whils st working on thin Isifer, lonight on iy way
Bome, ryy cur siallad after starting sod winlisd two o Hmes widls [ was ddving oo the
Irvorwntate. [ was wiorslad ¥ weanid newer be shis # yake i hogre amel woas closer 18

Prostige than home x; | ebed my way to Prostips.

Thia evening, I was now told: ayy car hed n Sty vacinm hoost sensae, & 534, part that
W bat in siock 80 ther wired the hoses, Thia is the version T got fram the atrvice
puuuh ot thin finwe Fwna alzo told thet the code for fhe Masy Al Flow nd thooals

o the e .

mu-_-mﬁnm!ﬂﬁntlﬂmh The: car Jms power, acceleation, and
This all soenod t be accomplished with a fowr pextaiies worth of wize. Doearit it
Sbiit n¢ i Prestige just kapt replacing perts mtll dhoy got it oomeot?

T have gwned Volvoa for o long tne and Ido eo beosrs: § bave, uoill naw, bege wacy
Ploasad with Valvo dependability, swvice snd pochwmance.




For seveqal yoars my cam were exviead it lnasel Valwo in Glan Cove, Naw Yok, 1w
alwayy plansad with thelr throughmess, sowstivansss and service. T oot sy the sme:
thing showt Prestize Volvo,

Thewe was logw than 51,000 milss when the dheck mpios came on after the Masc Alr Flow
had Dean repllaced iz wrranty which sill did mot regolwe the peobiem,

1 feed the Throttle Body shonid also be eovemd tnder warmmsty slong with the most moent
diegrosis. Docaa it scem lromic thet somight's shmple wire repair seces (o buve sabved
e proble’? .

I think o ven mderstand oy frwmctration il disrnchenireers with Valvg This
exparicace Iy exactly the opposite of my sxparieaces with Haavl Voive (my job locaed
{s no Jonger o LI bot insivad in NT). Previoms to my oxperioooss mesticnad e M Iegger,
Twas Hke sl otipe Viojve ovwniss sl their alinost fanationl clwassion of

singing the pesizes of their Volvor, As 2 very Intesin-life fither, I folt securs T wes
Pactecting my fanily fiom keox's way in oac'Voivo. 1shwags thought yoUr cor was &
sepericr value, depandsbic with axcalles comldn’t-esk-fin-more parfarsance and servine,

Now, I:mn a6t so yint aymore. Floase oy wlephone 10 o
Y parvions impression of yoor Company

9
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M. Han-Olaf-Olgson
CEC end President
Vaoivo Cars of North America
Ona Vohvo Drve

Rackdakgh, M. 07647
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