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July 8,2000

U.S. Department of Transportation

National Highway ['ratfic Safety Administration
Information Management Staff NSA-10.01

400 T Street, SW

Washington, DC 20590

Enclosed is the Vehicle Owner’s Questionnaire compleated to the best of my knowledge.
Enclosed is additional information which pertains to the problem I encountered and how it was
it treated a though nothang of any significant danger had occurred and that a cursory computer
readout was all that was necessary.

I have attempted to put the papers in chronolopical order. However, the top letter to Mr. Alex
Trottman gives the best overview of what had occurred and how it was treated from the deaier
to the hiphest echelons in the Ford organization.

In addition, out of ten certified mailings to various depattments, I received oniy two or three
perfunctory responses. 1 received no response from :

Dwon Nigri-owner of the dealership
Mr_ Trottman President of Ford—twe letters sent

Mark Hutchins-General Manager of Mercury
Jacques Masser- when he became president of Ford

May I emphasize, that my wife and I never set foot in that car after it mal-functoned. I

indicated to the service manger that unless they could diagnose the problem and cectify it we
were to terrified to drive it. This request was ignored.

Please do not hesitate to get in touch with me if additional information is necessary.




Fune 19, 1998
Alex Trottman
President
16800 Exccutive Plaza Di.
PO. Box 6248
Dearbom Michigan 48121

Dear Mr. Trotunan,

I am writing this lanter in desparation, bacavse of the faar [ have of driving my 1997 Grand Marquis and for
the total lack of real concern about this problem that staf¥ at the dealership have shown owards remedying
the situstion '

Problem: COn June 13, I'went to pick my wife up in & residency area. After waiting about 10 mimutes, she
emered the car and T umed on the ignition. . At this time the car just roaresd. 1immedistely shur the
ignition off. After warting a few minutes I restarted the car, it sounded good sa 1 put it in reverse and when
T pot it in drive, it lurched out 9o is swn at & bigh speed. I braked but it did not help. At the same
time we bad jumped a curb run through shrubs and narrowly avonded trees. All this time [ had my hands
full steering 50 as pot to hit anything. Finally we jumped arother curb and landed on a cul-de-sac road
where the car came to an ebrupt halt. I cannot honestly tell you what caused it te come ta & stop but thank
God it did. My wife and I were temified. [ had the car towed to Don McCue. This was a Saturday and they
gave me a loaner.  Since the service dept was closed, T spoke o the sarviee manager on Monday. He said
they would check the car. On Tuesday T went 10 sea the service manger and he told me they could find
nothing wrong, I told him that doss not help me because I am afraid 10 drive this car without knowing what
the canse was. I even told him Twould have been happier had they found the canse and rectifizd it. He
kcept the car to ¢continue testing it. When I spoke to him on Wednesday he said they had not been able to
disgrose any problem. He said that they had driven it 230 miles and had no problems. § 1old him that § had
driven it 16,500 miles and bad had no problem. [n fact I was elated with the car. However wauld he tell
me that this car was safe and this would oot recur again? [ told hirm that my reat fear is chat this could be
oot of those intermittent problems and was 100 seriows & problem to chance driving, My ultimate
fuuestinn ba each persan T dealt with was "Would you allow your wife and children mp dnve or ride in this
car?” Nota onc said yes. In fact one saud that was an unfair question.

1 cannot beligve the chain of events that followed. First, The service manger said it now out of his hand and
he has fuxed the information to Customer Service. [t was theirs to handle, Tasked whar does that mean.
His response was that they would record it and file it. Perhaps they may get in touch with me. T was
umhappy about this and asked for the customer service phone sumber. 1 called ankd spoke to Sam. He was
very cordial but of no help whatsoever. A response that it wall be taken under advisamant but since the
dealer could not locate 1 problem thers is nothing that could be done. I indicated how terrified [ was of
even sarting this car and of my wife's fears. My concerns fell on deaf ears. also indicated thal the dealer
wanted 10 gt its loaner back, Sam t0ld me that Mercury has no loaner prosgram aod that 1 would have to
deal with the dealec. Thiz is & very mysufying situation and very dangerous. [ do not believe chad 1
should be driving & car that acted so dangerowsly amd the problem not diagnoaed. 1 believe that both
Mercury &nd the deslar should be ¢oncerned with our safety and making & loantr svailable wotll the
sitwation & resolved property

Mr. Trottman, rry letier to you ia in the hope of having someone understand that # this point I am too
geared 10 drive the car as is. [ nm sorry for this loog letter but it has been written out of frustration. No
one really cared. In fact when 1 indicated T was nat happy and wanted yout name and address, ¥ was told
that this would be a waste of time because the letter would just be forwarded back to them. 1 would nat
accept this premise.
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Memvo sheet regarding Grand Marquis:

June 13th.

June 13tk
June 15th.

June 16th

June 13th

June 19th.

June 19th.

June 19th
June 21iat.

Problem srose. When [ staried the car, it made a roaring sound. I tumed

the ignition off. I checked the gas pedal to make sure it was not stuck.

I then restarted the car, it sounded fine, so I put it in reverse and backed

out of a parking place. When I put the car in drive, it lurched forward at a

high speed, jumped the curb, went through shrubs and narrowly missed a

tree. We were headed for a townhouse when  was able to swing the car at

a sharp angle. It came to a sudden stop.

Sequence of events that followed:.

1 had the car towed to Don MrCue in Bamington.  Sales manager waited
for me(late Saturday afternoon) and gave me 2 loanez.

Called service depaniment and told service manager what had occurred.
He said he would check it out

Drove out to see service mansger. He indicated they could find no

problem, but they would probe further. Since the loaner had flashed a

“Service engine soon” message, T asked for different loaper. T was told not

to woity about the message and if | wanted another loaner that was the

prerogative of the sales manger.

Service manager called 10 say they drove the car 250 miles and cannot
find anything wrong. | indicated this was not consoling to me because it
could be an intermittent problem and unless it was diagnoesed, [ would be

in & state of apprehension every time 1 went {o start the car . Again I

requested a different loaner and again was told I had to see the sales

manager He also said all he could do at the present time was send a report
to Customer service division [ asked what would happen. He said they
would record it, file it and take action if it was warranted. [ was not
happy with this response and asked him for the customer service number.

Catled customer service and spoke to Sam. His reply was that if the dealer
found nothing wreng, there was nothing that could be done. Tindicated I
would like to speak to one of his supervisors. He said this was not possible.
I then asked for the name of the president of Ford. His response was that a
letter to the president would only be kicked back to him. [ asked him if
could get a safer loaner and was told Mercury makes no provisions for
loaners.

Called sales manger and spoke to him about the loaner. His response was
that it was service department’s responsibility for disabled cars. He said he
would talk to the service manger.

I sent a letter to Mr. Trottman, President of Ford.

Received routing call from MceCue customer service 10 see if I was
satisfied with the service performed on my car. [ proceeded to tell I did
not have it in for routine service and how distraught 1 was.I told her what
happened




June 22.

June 22ad.

June 25th.

June 3lsh.

June 30th

July Lst

July £ 7th.

July 17th.

July 24th
July 25th
July 29th

July 25th

e by e e Y

Service manger called to indicate that no problem wus 45 yet located and
asked if the service message was still flashing. 1said ves. He did not offer
another car.

Customer service called {She spoke to my wife. 1 was not home) She
related what had occurred. No name or phone number was left for me to
call. I think it was McCues customer service..

As of this date, [ have no iden of what iz to be the final outcome, No one
has asked me to come in and discuss it. The loaner has not been resolved.
Today, I called customer service to speak to the service manger. He was
busy. 1left my phone number He did not retum the call.

Received a letter from Mr. Hickson, Consumer AfYairs, stating based on
his review no further action would be proposed. I cailed Consumer affairs
and spoke to Jennifer. I indicated I received a letier from Mr. Hickson -
and felt his decision was based on inaccurate information. Her reply was
that the case was closed. 1asked to whom 1 could appeal. Her response
was that since customer relations and the legal department had made

a decision, the case was closed. There was no fisrther appeal process. I
could not get a hame or depariinent to whom I could further pursue the
problemn.

I wrote a letter to Mr. Hickson, telling him why I could not agree with his
decision and asked him to review the facts and please respond,

I went to Don McCue's and asked the service manage why he
reported the problem as a high idie problem. He said that was not what he
reported. He then gave me copies of the inveice and the fax which he sent
o Consumer Affairs review. The invoice specifically states what actuslly
occurred. Something occurred mechanically to make this car i amek at
high speed. I did not report a high xdle problem.

As of thig date, I have never beard from:

Mr. Trottman (President of Ford)

Mr. Dan Nigri (Owner of Bor McCues)

Mr, Hickson ip response to the letter I wrote him om June 30th.

! personally learned sbout DSH application from Customer Assistance
Guide U.S. issued by Ford. Ileamed about this about a week ago. 1
waited a week hoping to hear from someone. Since 1 did not, 1 applied
for a DSB apoiication today.

Raceived DSB application today,

Submitted DSB form asking to be heard.

Ford called in response to DSB application. | was not home. Person
spoke to my wife. She wanted to know where the 1997 Grand Marquis
was. My wife says she told her that since we both were terrified to drive
car, we traded it in at Don McCues. My wife said that was her only
question

Received a letter from DSB stating since I do not possess the car it is out
of their jurisdiction.



Aungust 2nd

August 17th

August 22ad

Sept. 2nd

Sept. 3rd

by
Sept Ird.

Sept. E8th.

October 1st

October 14th

I wrote to DSB asking for reconsideration because at no time was [ made
aware of the DSB by any of the Ford staff at ail levels.

I sent a second letter to Mr. Trottmnan giving him a brief overview of
what had and had not occurred. 1 enclosed copies of letters T had written.
Requested that the case be reopened and referred to DSBE.

Wrote to Mark Hulchinn, VP Lincoln Mercury Div.. His name was
given to me by a friend. I enclosed copies of all letters I had written. In
addition | informed him T mever received a response from the others.
Heidi, customer assistance, called and said in response 10 my Angust 17th
letter, I should write to the DSB apain and request a hearing.  She
indicated that since [ do not presently own the car what to state.

As per customer assistance dirrections , I wrote to the DSB requestinga’
hearitig. [ @id ¢all customer assistgance to speak ta Heidt, but was told
Graham { LD 254300) this was not possible,

As per Heidi’s instructions , | wrote to the Dispute Settlement Board and
and indicated what her instructions were.

A letter was sent to the DSB with a copy of a letter [ had writien to Mr.
Trottman on August 1 7th. This letter initiated FHeidi's call to me and her
instructions to re-submit a request for a hearing.

Received an envelope from the DSB, Tt contained lthe DSB pamphlet and
application. It also returned my letter with its enclosures that I hed
submitted Sept. 3rd. There was not one word of communication from the
DSB. No acknowledgement nor instructions. [ assume they want me to
submnit my request for a heanng.

Received a letter from DSB asking me to sign application I had sent in.
They also wanted an update on the mileage of the car,

I signed the application and referred them to document 4 which explained
why [ would not have an updated mileage for the car.

Received a reply from DSB Administration stating that the concern

does not fall within their jurisdiction because it implies a legal or
liability issne. This is not what they said in the letter of July 28, 1998,
Al that time, it was denied on a techmicality. When I wrote them for
reconsideration, I never received a response. Their suggestions as to
further steps I could take would lead one to believe they never read

the documetits [ had submitted. These documents indcated I did

attempt communicatings with the parties they suggested and never
received a reply.
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DEALER REQUEST FOR CONSUMER AFFAIRS REVIEW
Fhdsbb ot naidmiiddide FOR DEALER TISE QMLY "rvtessunrdskbbnshinidy
Requesting Dealer: Do MCuz e etppa, -lOS3Y Region: _Clre
Contact Person; Fﬁ-hﬁ £ OLCEKS Phone Number: 84 381 S¢o0

New or Used: _N__ Date of Purchase:_ " 28 TPy cModer: 471 Mileage: 57

Cust
Agd

City:

Hom

Incident Involves: Accidznt: Fire: Other: 7(
Date of Incident; __J WNE 13 1998

If customer is alleging product defect, what type: . Sekf A TLelA T A

Personal Injury? NO Was medical atterilion sought? N O
Was a police report filed {where)? N

Has the insurance company been contacted? JAN K

What did the insurance company advise? LR

Namec and phene of owner's insurance compeny (agent's name); N-F

If the vehicle is a conversion uait, name of the body builder: AN A

Accident details {dzie, whers, how, &2 ()\J::TUM'EE-. 'S'rﬁT!::; Erdyrade 1DIE
F .

Reved uP Lined ShFren jums Dds — He Was GUARIE

Bt f‘rr.-p e olE

What is the customer requesting? Eﬁpﬂik _RgQ]ﬁgEMEhJ‘T oF ‘Jcﬁ-hdﬁ -

IF NEEDED, PROVIDE ADDITIONAL COMMENTS ON A SEPARATE SHEFT OF PAPER.
Fax to: {313) 446-3471 or (313) 446-9347
PLEASE 1T5E THIS SHEET AS ORIGINAL AND DUPLICATE A5 NEEDIED.

LC-2




| Dods L=aea
Waukcsha, WI 53187-1424
1-800-588-242%

July 28, LES9E

Subject: 1987 Grand Margu.s L3

This is to acknowledge rece.pt of your application to have your
concern resolved Dy the Digpute Settlemen:z Board. We regret to
advige you thar the concern stated in your applicatisn does not fall
within the juriadiction of the Beard and will not be rev.ewed becauae
yvou no longer have ownership of the vehicle.

Although the Board cannet review your concern, we suggest that you dis-
cuss it with Lthe dealer prinvipal or general manager of yvour dealershis,
if you haven't already done zg. If the problem still remains, you may

contact the Ford Customer Assistance Center at 1-800-322-3873 (FORD}
for further assistance.

LEE Administration
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August 17, 1998

Alex Trotiman
Fresident
16840 Executive Plaza Dr.
P.O. Box 6248 '
Dearbom, Mi 48121
R: letter written to you an Junc 19, {998, Sec
encltosed copy

i am sorry to say that as of this date that nothing was ever resolved | was stonewalled at
every siep Om June 30th when T was told that [ had ne recourse, in desperation | bought a
rew Marquis. My wafe and [ were too scared to rida in the one that mal-functioned,

When [ read the booklet that accompanied the new car, [ personaliy leamed about the
availability ofa dispute settiement board. As yvou and 1 know [ did have a recourse. but no
onc at any level would make me aware of it. In fa¢1, no one has ever personally
discussed with me what did occur with the 1997 Grand Marguis. .

Prior to buying the new car, I followed the suggested procedures at the local level, the
customer relations department, and a letter to you. Every letter { have wringn
questioning the decision because it was based on wrong information has gone
unanswered.

[ did write to you and received no answer.

[ dealt with the service manager. His response was that all he could Jo is file a report to
customer relations.

A letter io Dan Nigri, owner of Don McCue Lincoln Mercury, asking for an appointment
has gone unanswered.

When [ calted customer relations | was told I had no recourse.

When [ received a letter from Mr Hickson, Customer AfTairs, | wrote him a letier asking
far a review because the decision was based on faulty infarmation. He never replied.

| again called consumer affairs and was told that singe customer relations and the legal
department had made a decision, the case was closed.

1 did write to the DSB and of course [ was in catch 22 situation. Their response was that
since 1 do not own the car now, they cannot have a hearing, Mind you, had 1 been made
aware of DSB by any of the Ford staff at any level, [ could have filed while the car was
still in my name. 1 wrote them a letter appealing for a review of Lhe circumstances. Yes,
you are nght: they too have never answered my letter,




My letter to you is that my wife and [ are terribly disappointcd by the shabby treatment
we have reccived and cannot believe how we have been tuned out as though nothing had
accurred. Why have our letters at all levels been iynored? We cannot believe that this isa
“modus operandi™ for such an established corporation like Ford.

This is a request that our cas¢ be re-reopened and that we deal with the problem as I
reported it. [f anything, we would appreciate a hearing with the Dispute Solving
Board..

Sincerely,

Encl; copies of letters .

Dan McCue Lincoln Mercury

Mr. Alex Trottman President of Ford
Mr. Hickson, Customer Affairs
Dispute Solving Board




August 22, 1998

Mark [{utchinn

Vice President General Mpr

Eincoln Mercury Division Ford Mir Co.
16800 Executive D,

P.O. Box 6248

Dearborn | Mi. 48121

Dear Mr. Hutchinn,
Problem Unconirollable vehicle when put in drive.
It took ofT at & high speed.

On June 13, 1997, my wife and i experienced a very traumatic experience when our 1997
Grand Marquis LS malfunctioned. Rather than go into detail, I have enclosed copies of
letters that [ have written and to my chagrin kave not received a one response.

1 sugpest you read the letter to Mr. Trottman dated June 19, 1998, This will give youa
history of the events that occurred. The enclosed letiers written by me fell on deal ears.
Please read them.

Ido hope that I have finally reached an individual who has concern for Ford Customers
and will respond in kind to their concerns and provide an atmosphere for better resolving
the situation.

Sincerely,




9/3/98

Dispute Settiement Board
PO Box 5120
Southfield, Mi. 48086-5120

On Septernber 2, 1998 [ received a telephone message from Customer Assistance, (Heidi)
stating that as a result of my letter of August 17th to Mr. Trottman, President of Ford, she
wes ¢alling to tetl me what I should do. (See enclosed copy of letter}

I was to write to you apain and request a hearing for an unresolved dispute. Heidi also
said that since I do not now own the vehicle, I should give you the name of the car, the
year and my home zip code.

Mercury Grand Marquis LS

1997 Year make

60090 Zip Code

For more detailed information, T refer you o the tetter and enclosures T had sent to you on
August 2, 1998,

[ am looking forward to meeting with the Settlement Board and to the mutual satisfaction
of both parties come to an agreesble solubon

Sincerely,

Enc. Copy of letter t» Mr. Troltman (August 17th)



September 21, 1998

Dispute Settlement Board
P.O. Box 5120
Southficld, Mi. 48086-5210¢

On September 20th, 1998 T received from your office a dispute board application atong
with a letter 1 had written you on September 3rd No instructions or any kind of
communication was enclosed.

For this reason, 1 am assuming the inteatior was for me to once again submit a dispute
setticment application,

Enclosed you will find supporting documents. The most informative documents would
be the first letter [ had written to Mr. Trottnan and the running diary.

Maost important, is the fact that I followed every suggested procedure recommended and
ran into a “stonewall”. At every Jevel [ asked to whom 1 couid further appeal and no one
made me aware of the Dispate Settlement Board. | specificaliy refer you to the date of
June 30th in the diacy.

At NO time was I told that the car was safe to drive and that the malfoncetion would
not re-ofcor.

Since day one, all I have asked for is due process. No one has spoken 1o me about the
problem I had with the car. [ have had no responses from those to whom I have appealed
and cannot believe such a setious concern would be treated as though it never occurred.

Sincarely,

Enc. See next page.



Dispute Settlement Board
P.O. Box 51z
Soutkiield, MI 48086-5120

September 28, 1982

This ig to acknowledge receipt of your Dispute Settlement Board
applicaticn.

We regret that we are uneble to process your application at this
time because the following information is required:

Vehicle mileage at the Eime of this update

~ Si6N BhcAats . | .
When we have received the above information, we will evaluate vour
application for el.gibility and send you a letter advising vou of
ics statusg.

Thank you for your cooperation

DOSB Headguarters

Enclosure



Cctober 3, 1998

Dispute Seftlement Board
P.O. Box 5120
Southfield, MI 480-5120

In response to your letter dated, September 28, 1998, 1 have signed the application.
I refer you to document #4 which explains why I cannot give you the vehicie mileage at
the time of this update. I never entered that car from the day that it mal-functioned.

Sincerely,




Match 24, [999

Mr, Jaoyues Wasser
President

L&ROOD Executive Drive
P Pox 6245

Dearporn, Michigan, 48121

Dhmar tvlr. MNasser

Omn June 13, 1998, [ went to pick vp myv wife in a residency area, When she entered the car, T rned on
the ignition aned e car roared. [ immedialely shut the ipnilion off, ARfer waiiing o fow ninotes, |
restarted the car, it sounded good so ) pol i in severse and then when | pul it in drive, it lurched ont on its
own 4t 2 high speed. [ braked but it did not help. The car juroped curbe, ran through shrube and namewly
missed some trees. All this Ume [ had my hands on the sheel 50 as nol Lo kit anyihieg, Finally, we
jumped anather curh and Lamded on 2 cul de sac road where the car came 1o an abrupt halt, [ cannot teil
yon why il ctopped, bt thank God it did. My wife and Twere terrified. I had the sar towed 1o the daaler
where | bought the car. From (hat day on 1 canml belicve how I was wreated, how the "run away" problem
I reported was completaly ignored and that a cursary computer printout done ai the service department of
the dealer was all that was ever Sope. AL no titme was | tald that the car was safe to derve, In fact, [ started
al 1be dealer level and pursued it 1o the President's Tevel and was pol given the conrtesy of a reply.

| have included a chronelogical dizry of events and letters [ had written at a1l levels of
the Ford and Mercary company and ather peninent information. T realtize that this is an awful amoant of
1eading maierial but it does document everything,

Since my wife and I were (oo terrified to enter the car and would not drive it off the dealer™s Lot |, we
traded it e for a 1998 Grand Marquis. We love the Grand Marquis and bought angther ¢ne. We realized
the other one mzl-funcrioned and since wie were never told it was safe to dove, we would oot emler il My
Tequest to Ford at that time was that it cost ne $9500.00 g trads the car | T wanled Ford to split the cast
wilh mic. Al o lime has anyvone responded Lo this.

May T guotc you at what vou 1old the business group at the Town Hall Les Angeles. "We nood to develop
4 connection snd a relabionship with consumer and their family. We want to deliver the total
transportation needs for their living style® The only way you can gain our trust and confidence in
Ford personnel is the way we are treated.. A car is just a car.

1.do hope that | have finglly conacted someone who docs care,

sincercly,



July 82000

LS. Department of Transportation

Mational Highway Traffic Safety Administration
Infortnalion Management Staff NSA-10.01

400 7" Street, SW

Washington, DC 205%0

Inclosed is the Vehicle Owner's Questionnaire completed to the best of my knowledge.
Cnclosed is additional information which pertains to the problem [ encountered and how it was
it treated a though nothing of any significant danger had occurred and that a cursory computer
readoul was all thal was necessary.

| have attempted to put the papets in ¢chronological order. Flowever, the top lelier 1o Mr. Alex
Trottman gives the best overview of what had accurred and how it was treated from the dealer
10 the highest echelons in the Ford organization.

ln additian, ot of ten certified mailings io vanous depariments, [ received only two or three
perfunctory responses. [ received no response from ;

Dron Nigri-owner of the dealership

Mr. Trottman President of Ford—two letters semt
Mark Hutchins-General Manager of Mercury
Jacques Masscr- when he became president of Ford

May T emphasize, that my wife and T never set foot in that car after it mal-functioned. 1

indicated 1o the service manyer that unless they could diagnose the problem and rectify it we
were too territied to drive it. This request was ignored

Please do not hesitate to get in touch with me if additional informatien 1s fiecessary.




