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Mr, William C. Ford, Jr., President
Ford Motor Compéanty

16800 Executive Plaza Dr.

P.O. Box 6248

Dearbom, MI 48121
Dear Sir

T am hoping that you can imervene and help me with a problem I smn having with
one of your deslers.

Recently, I had the most disappointing experience that [ have had in the more than
ten years ] have been a customer at Jim Tidwell World Ford in Marietta, Georgia. In May
of 2003, 1 purchased a used 2001 Mercury Grand Marquis, VIN
2MEFM75W71X669310.

This past October, when the car had about 34,000 miles on it, and was still under
factory warranty, I returned it to the dealer becaunss it started skipping, lurching, and
losing powet at low speeds, such as in stop and go traffic, and going up hills at slow
speeds, The Service deperiment kept the car for 8 few days, and calted to tell me that the
problem had been taken care of, It wasm't—the car was doing the exact same thing before
I got off the lot

A few days leter, 1 retumedt the car, they kept it 8 few days, and said they had
mmmltmmmmglmmﬂmmemﬂmymdreplmedmmm
repair visit was defective. Tt still wasn®t fixed. Actually, it ran worse than when I first
brought it in. In addition to the skipping, now it was going dead.

During this time, the mileage tumned over 36,000 miles, and the factory warranty
expined. I discussed the expired wamanty with the Sexvice Advisor and he advised me
that since the problem started while the car was still under factory warranty, the car
would still be covered until the problem was fixed.

I returned the car to the dealer for the third time. The dealer kept it a week, and it
runs worse now than it ever did [ wented to bring it back in, but first I wanted to make
sure they would siill honor the oniginal factory warranty, and that is where the problems
siarted.




I talkeg to both the Service Manager and Service Assistant and they told me
basically the same thing, that the car was now oul of warmanty and that I would have to

pay for repairs.

I bronght up the part where I was told that since the problem started while the car
was under warranty, it would be repaired under warranty. Now, the Service Manager and
Service Assistant have changed their tune and are telling me that this is a new problem.
The claim they fixed the original problem while the car was still under factory warranty,
and this is something new that has developed. Both the Service Manager and Service
Assistant know that this is not true. They both know the car was never repaired, but will
not admit it

The reason I know this is becanse, when I first brought the car in, I was told that
the diagnostic machine did not show a defect, but thet a certain component would cause
the problems I was having, so they would replace this component. Now, they have
chimged their story and claim the diagnostic computer did originally show a defect, and
now that it doesn’t, they have repaired the problem. That isn’t what I was originslly told.

The problem with the car ism’t something new—in the three times they had my
car in the shop, they never repaired the original problem. Each time they worked on it, it
ren worse, and both the Service Assistant, Service Manager, and mechanic who worked
of1 it know this,

My position is, the car was never repaired while it was still under the factory
watranty, and since this is an ongoing problem that started when the car had about 34,000
miles on it, Ford is obligated to honor their warrenty, I know this to be true, because, as
mentioned earlier, the first ime the car was in the shop, they replaced a component, but
that did not fix the problem, The second time I brought the car in the service assistant
said the replaced component was defective. It wasn't. The component they replaced
wamn't what was wrong with the car. That is the reason the car is still not repained.

A few days ago, 1 contacted the Ford Customer Relations Center and explained
the problem, He contacted Jim Tidwell World Ford, but before he contacted them, I told
him what they were going to say—that this iz a new problem and, since the original
warmanty has expired, the car is not covered. That is exactly what the Service Managar
told him, and he came back on the line and told me that there was nothing Customer
Relations could do.

1 did not call the Customer Relations Center to have hirn agree with the local
degler. I called Customer Relations to resolve 2 problem where 1 am being given false
information and being given the ran-around. It seems that if there is a conflict between a
Ford dealer and a customer, Customer Relations is going to side with the dealer no matter
the conditions or circumstances. That is what happened here,

You might say, well, it is your word against the dealer’s, Yes it is, but I can back
up my allegations. Everything the dealer did to this car is documented in your computer.




That is the reason I included the VIN, so that you check the records and see for yourself
that the car was never repaired.

Iam very dissatisfied and disappointed with the service I have received from this
Ford dealership, and also the way the Service Manager has represented this dealership. I
kept my end of the bargain when I bought and paid for the car, and now, the dealership
will not honor their patt of the contract

Ford bas been in business for about 100 years, but if they treated every customer
the way I have been treated, you would never have had a repeat enstomer.

You arc probably wondering why it has taken this long to get around to doing
something. This problem started in October, snd with the holidays coming up, I needed
the car, and [ didn’t want to be making constant trips back and forth to the repair cemier
during this time. The car doean’t nim good, but it was usable daring this time.

I knew the warmanty was getting close to running out, but when the Service
Asgistant told me that the original problem started while the car was under warranty, the
original warranty waruld carry over until the car was fixed. Now, after the warrenty has
expired, he is claiming the car was repaired while it was stilt under factory warranty.

What I actually want is the car repaired. The Service Manager said that I would
have to pey for repairs, and I was agrecable to that, even though the repairs should have
been covered under warranty. But, if I paid for repairs, ] wanted 8 goarentee that the car
would be fixed. I did not have any confidence that the car would be property repaired,
because it wasn't during the three previous atternpts. The Service Manager would not
guarantee the work, One reason given was that the mechanic would still have to be paid. |
guess she meant that the mechanic would still get paid even if he didn’t fix the car.

I also purchased an extended warmanty before the original factory expired, and
here is where it reaily, reatly gets complicated. I was told the extended warranty wonld
not apply because the present defect might have ocourred while the car was still wder
factory warranty, and that the extended wamanty company would not pey for it. T told
him that I was sore it did happen while the car was stilt under factory warranty, so fix it
under that, and that iz wasn't my fanlt they didn"t find and repair the problem while it
was siill under factory warranty. They won’t do that, either.

By their own admission, they know, from the above statement, that the original
defect occurred while the car was under warranty.

This dealer has not been honsst with me, nor have 1 been treated fairty. Had 1
know [ would be treated this way, I would never have patronized this Ford desler. Asit
stends now, the car is still skipping, lurching, peing dead, lasing power at low speeds,
and runs worse than it ever has,



The car hasn’t been fixed, because I am still trying to resolve the issne of whether
the car will be repaired vnder the original factory wammanty, As mentioned earlier, I would
even pey for repairs, if I could have a guaraniee that it would be repaired. The service
department must not have any confidence in their work if they will not puaremtee it

I hope you can help me with this. Surely, it is not corporate policy to treet all Ford
customers this way. Ford wouldn’t still be in business if you treated everyone this way.

Sincerely,




