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Rego, NV

F. M. Ligon

Directar

Service Engineering Operstions
Ford Motor Company

P. O. Box 1904

Dearborn, Michigan 48121

RE: 2000 Mouniaineer :
Vehicle TIRE: 4MZDUSSPYU
Recall Number: 03504 — Driver Seat Recliner Bolt

Dear Mr. Lipon,

Thank yon for alerting me as to the safety problem for my 2000 Mercury
Mountaineer in your Recall Notics received on 9-12-2004. It is comforting to kmow
that the Ford Motor Company, as demonstraied by your Service Engintering
Operations, is intent on resolving this problem without delsy, If is unforinnate that
the Ford Service Agent contacted in Reno has apparently not eaptured the spirit of
customer focus, and quality mind-set that your Organization has exhibited.

An overview of my attempt to have this safety faclt alleviated follows.

On 9-15-2004, X setected and contacted Jones West Ford, as the closest Ford Service

Agent among thoze in the Reno area on your Internet Listing. The Jones West

Appoiniment Attendant scemed more interesied in whether I had purchased the car

at this dealership, than she was in the Recall Number. I conld not get an

appointment earlier than 9-28-2004, scemingly hecanse 1 did net purchase the —
vehicle at this dealership- I agreed to a 7:30 a.m. appointment on that day. Iwas

told Mr. Jay Benton would be my Service Representaitve for this appointment.

On 9-27-2004, I received a courtesy call from Donna at Jones West Ford to conflrm
my appointment. On 9-28-2004, I arrived for my appoiniment at about 7:30 AM. At
about 8:00 a.m., a Service Represtntative approached me about my zervice needs. I
told him I wasg there for Recall Number {3504 repairs and my Service
Representative was Jay Benton. (I found out later, this person was Mr. Jay Benton.)
He made a cursory inspection of my vehicle, and snggested a radiator flush. At his
request [ drove my vehicle to a staging area. I told him I would wait at the service
center while the two-hour repair was completed.
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“. "% 9:15 a.m, Mr. Benton told me the Parts Department did wot have the necessary
parts. I asked why I reccived a courtesy call yesterday confirming my appointment
on the present day, If the parts were not available. He said they ram out of the paris
yesterday. 1 disappointedly left Jones West Ford with Mr. Benten’s requested
Business Card.

On 9-30-2004 I received what appeared to be an involee for the repair service. [
called Mr. Benton for clarification. He said the documentsation was just to clear the
papersrork for the call, not to indicate the service was completed. Mr. Benton told
me be would call me for an appoiniment when the parts arrived.

On 10-11.2004, ¥ received a long distance call from a person wha identified bimsell
89 representing Jones West Ford and who wanted to do a satisfaction survey on the
gervice visit of 9-28-2004. I told him the repair was not done and therefore anything
to do with the service was not in the least satisfactory.

I still awsit Mr. Benton’s call and the promised appointment for this Recall service.
I remain most disappointed at the continued lack of any zense of urgency on the
part of Jones West Ford directly, and the Ford Metor Company indirectly in the
pursuit of this safety fault. :

Respectfully yours,

aff?

Bruce D. Gesner

Cc: M. Tim Hurd, NHTSA
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November 1, 2004

| F. M. Ligon
Direcior
Saenice Enginecnng Operations
Ford Mator Compary
P. C. Booe 1904
Dearborm, Michigan 48121

RE; 2000 Moumtaineer

Vehicie ID#: 4M2DUBSPFYU.J22836
Recall Number: 03504 — Driver Seat Recliner Bolt

Daar Mr. Ligon:

This Is a follow-up to my |sthr of October 24, 2004 regarding Recall Number 03504 The frusiration
with Jones - West Ford continues.

Uﬂ10-*25-2ﬂﬂ41hada.whu'mmmur.Bantnnmaslnadmtnmlmmhraaarﬂna
sppointment. He indicated the appropriate parts for the Recall servica bad amived.

On 10-26-2004 | caled Mr. Bertion to arangs sn agpelntment. Mr. Benion tokd me he had ermed. The
part actually had net anved and he would call me for an spRoniment s soon as it did

LTI

Forty-one days had passad sinca | first caled Jones - VWest Fard to amange for this Recall repalr. In =
clagusat, | decided o go alsewhens

o

On 10-28-2004 | callad Lithia Lincaln Mercuey of Reno. In my entire Interaction with Lithia, | did not
mentin the ordesl &t Jones — Wast Ford. The response at Lithis was examplary. | was givan an
immediate appointment fr the safety fault servica. Whan | amived at Lihia Mr. Jay Fatino, my Ssrvice
Adviser greeted me heartily and prombsed the sefvice would be completed as scon as possible.
Approximataly twa hours later Mr. Fatino delivered to me my mended Mountaineer. Fromitutl‘nal
caladLﬁntuﬂtehnuﬂuﬁmlm“mumﬁatsdtmk four hours,

1 wats most impreasad with tha LEha personnel for thek sense of urgency on tha repair of safety faults,
thalr keen demonstration of custamer focus, and thalr commiment to quality.
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rcidentally, on 10-31-2004 | received a lettar from “The Jones — West Ford Sarvice Team." The
Team's message was "Thank you for bringing your 2000 Merawy Mauntainear in for its recent service
visit: All of ua at Jones —West Ford appreciata your businees and are commithed & giving your the beet
possible service exparience.”

Parhaps you can help me understand the faikas at Jones — West Ford.

Respecifully yours,

Bruce D. Gesnear

Cor Mr. Tim Hurd, NHTSA




