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Demr Vahued Customs,
Mercury needs your feedback on the support you received from our partners.

" Onir reconds show that you recemtly took the time to bring a specific issoe to onr gitention st have
spaken to 2 Mercury Custamer Relationship Conter reprasentative about your issne.
Mercury is seriously committed to providing you with a first-rate ownemhip experience. While we work
hard to make all of ;ur costomers feel good about being members of the Mercury family, we recognize
there is always room for improvement. We alse know the best way to improve ourselves is to ask you
about your experiences with Mercury and our paripers — such as our Customer Relationship Center and
our Meray dealors — with whom youn have direct contact.

Pleasc take 8 ﬁwmmmnumphuﬁusqmmm then retoam it in the pre-addressed, postage-paid
envelope provided. :
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Questions 9-14a refor to the FIRST PERSON fo whom you spoke
churfng your INITIAL TELEPHONE CONTACT with the Corser.
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previde an casilly wodersissd response to yawr spacific isswe, 8 respouse that left yon feeling that yon hsd contacted the
right persan?

O ontstending (3 very Good 03 sutishuctory 1 I Poor (] Usscceptable (7 Don't nsnamber

12, Bow weuld yun ratc the Conter represeniative's specific cur or owck knowieslpe — that 1, the Conter representative's

-bﬂﬂrhchﬂraﬂmﬂﬂulﬁnnermrfquﬂuulhlu Mercory car or spert-uiiity vohicle (SUY3?
O Ouwstanding  [] VeryGood  [Satistctory 4® [ Poor [T Unaccepable  [J Diiln’t hve specific
ol on ke Do

13- Hew would yow ras fhe Center represcuintive’s conrsesy or politenesr?
0 Owstanding O Very Good [ Satixfuctory 7 Poor O Unacceptable 0 Doo't remembec

14, Dud the Center's representative facifisate or avvarge conuces with your servicing desier 0 handle your specific mrue?
O Yes - Pioase annwer Queztion 142
E/I:In - Placse 1Hp 1o tntroduction bafore Question 13 Daslic eduitad w0 P omtmdd M(/A(Lumﬂ
[ Doo't remember - Plaaze sk & ivtrocduction before Grmstion 15

1a. Heow world you rate the Center represenintive’s willingness mnd abiiity io b your sdvocsy In contacts with
your servicing dealear to banidis your specific imne?
[ Owstending [ VeryGood [ Setissctory [ Poor _Duﬂmpuhb [ Don't remeniber

_I YouR DEALER SERVICE EXPERIENCE - |
W {AFTER YOUR METIAL CONTACT WITH CENTER} I

Next, we have = fow quesiions sboul your axperfonce with your SERVICING DEALER'E rofe in handiing your
spacifiic isaue. If you have NOT had any contect with your SERVICING DEALER AFTER YOURR INTTIAL CONTACT

WITH THE CENTER, pieass skip lo Question 22 on nexi page.
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RDA Group
Bloomfield Hills, M1 48302-0816
RE: 1999 Mercury Villager Sport VIN 4n.{zxv11TxxD-

Jenuary 14, 2004
Dear Sir/Madam_

’m adding some comments concerning this questionnaire and voicing ntmost concern
regarding our Mercury Villager Sport and what has happensd in the recent past.

As reported earlier, the van (when stopped at a traffic Eght and foot finmly planted on the
brake) suddenly lnnges forward when its engine revs up at high revolutions which makea
the van very hard to control, This has happened twice since we purchased the vehicle in
Merch, 2003, The first time we were lucky as I mamaged o baxely comtrol the vehicle,
The second time, however, the van had stopped behind a Missan truck, suddenly sprired
forward, hit the truck and sustained front end damage. What will happen nexdt? The
poteretial is there that o fate] accident could result, and with several passengers in the van,
this could be disastrous and Ford/Mercury could face a potential of class action
proceedings. Will your company immedistely recall the vem to see where the problem
lies or wait till it’s too late? 'What would you do in a case like this?

I realize this may be the first such occnmrence and it may take perhaps 58, 60 timca befure
the van actmally develops this {possible) comparter sensor problem. Also, GM just recalled
200,000 cars made aroumd 1996, so this problem could be in its infuncy, and being a 1999
model, it could take perhaps 3 more years before a (possible ) massive recall of 1999
Villagers might occor. Bt the malfunction is there and needs to be taken came of as soon
ag posgible. I'm willing to sign a release form 2= Ford/Mercury buys back the wehicle at
the currert Kelly Bloe Book price 1o inspect what really is weong, or satisfactory demand
could he met Others in a similar situation could definitely ask much more to setisfy their
demands, s¢ this ie a very small price to pay. This i2 a much betier solution than just wait
to see what will happen next and the potential for & setious or fatal accidont exists. If your
company fails to meet demands, I'm ready to send reports conceming this matter to the
media, friends, Internet, watchdog proups, efc., to ensure others would eeriously consider
before purchasing a Ford or Mercury product.

My imsurance compeany is aware of this situation and is doing everything to see that a fair
and setisfactory solution will result.

I appreciaie your attention and hope the end result will be beneficial for both your
company and my family..
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