Sent on 18Feb2009

Ref:   VIN: XXXXXXXXXXXXXX    2006 Escape Hybrid
Location:   Koons Ford, Falls Church, VA  220444   (703)241-7357
Owner:  glennb
I am the owner of a 2006 Escape Hybrid that has been at the dealer for service for 2 months now – without a resolution.  It was purchased at the end of Feb 2006 and has just over 40k miles on it.  It has had all its service at Ford dealers and has been very dependable.  Over the months I have owned this vehicle, I have been impressed with the results of Ford’s hybrid development and I have bragged to others about the engineering inside.
I feel I have been more than patient for the last eight weeks.  My dealer, the Service Manager (John), the Lead Tech (Mike), and the designated hybrid technician (Novis) have all been extremely helpful.  Novis, as the hybrid technician, has worked through several one-of-a-kind hybrid problems with Ford factory engineers over the past 4+ years.  Now that we need assistance from Ford Engineering to fix my vehicle, it seems that Ford is not committed to the hybrid product.  I don’t know how else to explain why it is taking so long to diagnose and fix my Escape.

I have not complained about my service because I am rooting for Ford’s hybrid product line to succeed.  I have led development teams and I know how difficult technical issues can take time to resolve.  But two months is starting to be too much.  I have been a voice of support for Ford and the Escape Hybrid for the entire three years that I have owned it.  I have advised others on how to maintain their Escape Hybrid and I have endorsed the product for others to purchase.  I don’t want to have to report to these same folks that Ford cannot fix their own cars.  This would be a bad time to discuss isolated difficulties experienced with hybrid maintenance.  
I am a member of the generation that purchased their first cars in the 1980’s - and we all avoided domestic brands.  I have owned Toyota, Honda, and Isuzu products with much satisfaction.  The Escape Hybrid is my first domestic purchase and it has been excellent.  This is the chance to switch me, and others of my generation, over to accepting the Ford brand.  I am counting on a satisfactory resolution to the problem with my vehicle.  I am not expecting a bill for $1000s of dollars of diagnosis time because it is just over the 36,000 mile warranty period.  I have had technical issues with all three of my Japanese-made vehicles (one as late as 82,000 miles) that have been paid by the manufacturer – because they were committed to the product and fostered good customer relations.  It is the kind of customer service I have become used to and it is what I am expecting from Ford.
Thank you for any special attention you can direct towards the repair of my vehicle.

