


Narrative Description of Incident(s), Failure(s), Crash(es), and Injury(ies)

My 2010 Mercury, that | purchased new, makes a thumping noise when going over bumps at slow
speeds and passing over some dips on the open road. I’'m concerned that damage may be occurring that
will compromise the safety of the vehicle if the defect is not attended to and repaired. Ford is refusing
to repair my automobile by stating in a letter from them that the noise is a normal characteristic of the -
— Mercury. They also state the vehicle is operating as designed. within their specifications, they propose no -
further action and the letter was their closing report. Because they labeled the defect normal Ford does .
not believe they have to honor the 3 year/36,000 mile bumper to bumper new car warranty that came
with the car. This limits your options as to what dealer will repair your car and it’s referred to as a
goodwill repair, if they choose to do anything atall. Ford did not disclose the fact that they had the

— discretionary power to do this or that the car made a noise that was considered normal before they sold

_ me my new Mercury. Please see the additional information to link with confirmation #10425187.
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Ford Customer Service Division ‘ PO Box 6248, MD 4S-B
Dearbom, Mi 48126 USA

September 19, 2011

Mary Ann Patter
Ohio Attorney General

- Consumer Protection Section
30 E. Broad Street, 14th Floor
Columbus, OH 43215

re: [ 7i<: 752166; vin: ovEBM7FVAA N

Dear Ms. Patter:

A complaint was filed with your office by _ regarding his 2010 Mercury Grand Marquis.
" You asked that we investigate and provide you with a report of our findings.

Our Consumer, Affairs Department has reviewed F complaint regarding the loud thumping
noise. he:hears‘when:going;over-bumps with his vehicle. The Mercury New Vehicle Limited Warranty
(NVEW):provides coverage for repairs as assurance against defects in factory-supplied materials and
workmanshi years or 36,000 miles, whichever occurs first. Our Field Service Engineer has
inspectedWehicle for his stated concern and has assessed that this noise is a normal
characteristic and is operating within Ford/Mercury specifications. According to our records, as a gesture
of goodwill, Kings Lincoln offered to install a new set of heavy duty shocks on the vehicle. Although
the vehicle is operating as designed, we believe King Lincoln’s attempt to provide customer
satisfaction to be appropriate. Based on this information, we propose no further actions.

Thank you for taking the time to bring this matter to our attention. Please consider this our closing
report.

Sincerely,

Sond Hal &
Consumer Affairs Legal Analyst '
s

. L,oveland.»OH.._ :





























































PRICE INFORMATION ggg&&'{ﬂ"ﬁa“ Price

STANDARD VEHICLE PRICE - $29,810.00

INCLUDED ON THIS VEHICLE
ORDER_CODE 200A - LS RETAIL
*KEYLESS ENTRY SYSTEM

*DUAL G—WA POWER FRONT SEATS
sTRACTION CONTROL.

*AUTO ELECTRONIC TEMP CONTROL

OPTIONAL EQUIPMENT
WOOD LEATHER STEERING WHEEL 300.00
STRG WHL W/REDUNDANT CONTROLS

TOTAL OPTIONS 300.00

TOTAL VEHICLE & OPTIONS 30,110.00
DESTINATION & DELIVERY 875.00

GOVERNMENT SAFETY RATINGS

Frontal Driver * % % % %
Crash Passenger * % % % %

Star ratings based on the risk of injury in a frontal impact.
Frontal ratings should ONLY be compared to other vehicles of
similar size and weight.

Side Front seat * % % % %
* % % % %

Crash Rear seat
Star ratings based on the risk of injury in a side impact.

Rollover * % % % %

Star ratings based on the risk of rollover in a single vehicle crash.

Star ratings range from 1 to 5 stars (kx%* %l with 5 being the highest.
Source: National Highway Traffic Safety Administration (NHTSA).

www.safercar.gov or call 1-888-327-4236






