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May 11, 2000

Exeqiriive Service Custorner Management
Ford Motor Company

16800 Executive Plaza Drive

PO, Box 6243

Deartrorn, Michigan 48121

Att: Executive Customer Service Manager: Re: 97 Mercury/ Grand Marquis/4DR SDNGS
Vehicle LD. NO. 2MELM74W 5V X 622741

The ¢lectrical system that operates the door and trunk by openitg and locking wath the
automatic key has malfunctioned a total of 8 times since the purchase of oy vehicle bought brand
new Feb. 22, 1997.

Om April 28, 2000 I brought my car to the dealership for an pil change and 36,000 mile
check up. At that time the electrical system was out and T-was informed that [ was in need ofa
replacement part to fix the problem. This sq abler f it -
replacement parts, 'n between the times that the CAT WAS rep&lred the pmblem Wnuld retum
penodically and then resume to full operating status. 1 would report the problem each time. [
called when it resumed working order without repair. It takes a whole day for this job. No one
told me the part has 1o be replaced each time it starts working again.

When [ was in for the 36,000 mile check up it was broke again [ was told me the part needed
to fix the electrical system had to be ordered again, since they returned the part when I caffed to
SAY nty Gir was working.

Today I was informed that this problem is no longer under warranty and would come under
my extended warranty with & $50.00 deductibic. 1 bought the car brand new and 1 am the only
driver. T have three concerns: First: this is a long starwling problem, that began three months after
I purchased the car. The problem has been repeatedly reported and has never been satisfactonly
reconciled. Second: I am very concerned about efectrical malfunction reports on the Lincoln
Town Car and Mercury Grand Marquis. In the case of the Lincoln Town car the electrical
malfunction resulted in a spontaneous combustion which completely destroyed the owners home.
I asked the Ford Customer Sarvice department by phone if I could have a report from vour
technical depactment on reports such as these. I was informed that this is confidential
information, Third: I don't believe it 15 fair in this case to charge me a $50.00 deductible to
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repair this on-going problem because now 1 am over the $36,000 mile warranty status at $37.228.

While I am very pleased with my dealership service at the New Capital Lincoln Mercury,
n Essex Junction VT., 1am not hagpy with this Ford product. If my next car is going to be a
Ford product ther I need to have a reasen to wan! to buy another Ford. 1 consider this electrical
problem both serious and a real pain of an inconvenience in my busy work schedule.

Thank you for your kind attention and reply to this matter.

Sincerely,

¢c. Michael Abrams, Service Manager - New Capital Lincoln Mercary



