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March 18, 1999

Ford Motor Company
Customer Assistance
300 Renaissance Center
PO Box 43360

Dietroit, MI 48243

{rentlemen:

In August 1998 1 purchased a 1998 Linceln Tewn Car—Fxecutive Series from Preshge
Lincoln-Mercury at 6661 Wayzata Boulevard, Minnzapolis, MN. Since 19791 have
purchased two Mercurys and two Lincolns from this dealership. Since we spent most of
the winter in Florida, we did not drive the car in winter conditions. On Monday and
Tuesday, March 8 and 9, 1999, however, we experienced somewhat of a snow storm here

in the Twin Cities area, giving me the opportunity to drive the car under these icy/snowy
conditions for the first hme.

When | attempted to drive the car out of a restaurant parking ot approximately two cily
blocks from Prestize Lincoln, 1 encountered difficulty with about 1 %" - 2" of loose
snow on the ground. I finaily overcame this and came 10 a slight grade. The road was
clear except for packed snow on the road. 1t took me 15 minutes to get over this slight
hill, which was about 1/3 city block long. The car totally shut down and the engine
siopped. 1 heard pistens slapping and pinging, eic, cic., sounding like the engine was

missing. The car would constantly kill. 1didn’t think I weuld ever make il over this very
slight incline.

After T finally wot Lo the Prestige deslerslup, they said they would look at the problem. 1
spoke to Rugsetl Michael (technical analyst) in the service department and T suggested
they test drive the car on an incline. After approximaiely five minutes, Russell said there

was nathing wrong with the car. They did not test in on an incline as [ had suggested. 1
asked Russell if he would come with me on a test drive.

We went back to the slight hill where 1 encountered the trouble. After strupgling with
trying to drive it up the incline again for approximately 15 minutes, Russell stated to me
that there was something “dramatically wrong with the car,” arxd that he had “never seen
2 Town Car perform hke this™ {(However, he later told Pete Flermng, {vour regional
manager, I believe) that the car “performed normally ™)y Again, we linally got back to
Prestige. They gave me a loaner car, and after three hours called me at my house to pick

up my car, telling me it performs normally and that is the way it is supposed perform. 1
find this hard to believe.
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Later, Pete Flemming called me and told me there was nothing he eould do for me and
that my car performed OK. T asked him if he would take a test ride with me and he
refused. I offered to pick him up wherever he was, and pleaded with him to go for a test
ride with me. He again stated he would not do this. I then asked him if there was anyone

€lze I could talk to, and he told me 1 could call an 800 number, but | Lad already talked to
thewm.

Their final recommendation 15 that [ should buy a set of snow tires (the car does have all-
season tires) and put heavy sand bagsin the trunk. That is not the problem. since the
wheels were not spinping but rather the gnging pipgs. misses and shyts off They then
told me to push the by-pass traction button if | didn’t like the way the traction control
worked. Part of the reasan | purchased this car is because of the traction contral for
WITILET LS.

1s this really the way a Lincoln Town Car should drive? And, is this the kind of customer
service [ should now expect from a Lincoln dealer? -

Sincerely,

.:dh

CC: Lapp, Lazar, Libra, Chtd,

CERTIFIED MAIL, Rewum Receipt



