







Dave Tomlin









22 Drummond Way









Newton Mearns









Glasgow









G77 6XW









27 May 2011

Joe O’Donnell
Chairman & Managing Director

Shields Automotive Ltd

1000 Kennishead Road

Glasgow

G53 7RA

Dear Mr O’Donnell

Thank you for your response.  However I do not believe that the initial diagnosis was correct. If it were, there is a far more cost effective option for the parts fitted, and I believe that as a result I was charged for parts that were not required.

If I had been informed at that time that a compression test had not been carried out, then there is no way I would have agreed to changing any injectors, let alone all 6. Prior to me agreeing to pay for 6 injectors, Stuart stood in front of me and told me that the compression test had been carried out and that it was fine. It was only when I asked for the specific numbers for the test that I was then informed that it had not been done. I have to doubt whether I would ever have been told this if I hadn’t asked for the actual results.  In addition, in your initial claim form to the warranty company you also state erroneously that a compression test had been carried out 
As for the “apology” about this error, I would dispute that most vigorously. Your service manager first questioned where it had ever been said that a compression test had been done, and then tried to back track when I pursued this line further; ending up with me informing him that Stuart had told me that in person. 

Also, the warranty claim form states “2 injectors leaking up past the seal” and “2 injectors slight leak up past seal”. I know that seals can be purchased as part of a kit (LR part number 1331261 kit – fuel injection) at a price of £48.12 inc vat retail per injector and this includes sealing washer, injector clamp brace, high pressure injector hose for the spray bar to the injector and the lock pin. If a seal is leaking then this should be the first thing that is replaced, rather than the whole injector. This option was not even offered to me. 

On the subject of the new injectors, I believe that they arrive in a sealed bag with the seal and link pipe included in the bag, if this is the case, then there is no requirement for L1331261 kit – fuel injection at £274.29 plus VAT. Why was this kit charged as an additional item? 

As you state in your letter, I have used you for my servicing and repairs since I purchased this car, and I agree that, up until recently, I had been satisfied with your service. However past performance has no bearing on quality of service at the next visit. There have been a couple of instances lately that have started to make me question the services being provided. These were:

1. At the last service it was reported that two callipers were sticky, this actually turned out to be discs required on the front and a slider pin that needed cleaning on the rear.

2. When enquiring for prices for a plastic fuse panel for a Defender, I was quoted £700 as I needed to buy the whole main chassis loom, I even supplied the LR part number but was told I could not get this. I then located this part, which turned up in a LR box for £4.56 plus postage from an after market company.
As for the state of the engine, numbers 4 & 6 cylinders are stated on the warranty claim form as being faulty, If this was the case then, as they are on the same bank of the V, there should be a far more noticeable misfire than the slight lumpiness that was apparent. I think it would be quite doubtful if it would actually run at all. 

I also find it incredible that I as the customer would be expected to try and find a simple item of test equipment for a Land Rover main dealer to use to aid diagnosis of a problem, and obviate the need for an extremely expensive strip down of an engine. 
The engine has now had the heads stripped off it, and there is no sign of any damage to the heads of the pistons, as was suggested by your workshop team. The only visible sign was that cylinder 6 was totally clean and showed no signs of combustion at all, typically an indication of low/no compression.  If I had taken your workshop’s advice and had the heads stripped off, then I would have accumulated a further bill for 22 hours labour at around £2300, on top of the bill for £2900 and still be no further on. Do you really think a bill of well over £5000 is acceptable to end up with no diagnosis or fix? This of course would then have been followed by another bill to replace the engine, and I can’t imagine that I would have any change from a further £7000 or so. I am just relieved that I took the decision to remove the car from your workshop, my only regret is that I did not do it sooner. 

This has proved to be an extremely stressful situation, compounded by the way in which I was misled by, and treated by, your workshop staff. I believe that the way forward here is for me to return the 6 new injectors, which have had only around 120 miles use, to yourselves for a full refund, as well as a refund for the L1331261 kit – fuel injection at £274.29 plus VAT (which duplicated parts in the injector kit) and for the labour charge for fitting these parts.
Yours sincerely

cc: Land Rover Head Office

