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0o/ 1t /a8 MASTER OWNER PELATIONS SYSTEM 11 14.21.02
Exxosamhsdhss e A s AT N s TS T E T I TS EEEEE S S S SN C o NI ESEINEOEEINSOXXEEXEC
2EO0BE GRP: XXO3 CONCERM CONTACT YEH TYPE: CAR
BOSTON 11 IN/TR: COMTACT MBR: 108123074  OPENMED: D2/20/1297
VIN: 1ZVPTIOCKL ENGINE: € CLOSED: DA/26/18497
EEEEENEEEEE. I T T YR FET I I T IR P P P PSR P T R RRART  IERREBYTIT T I]
LAST NAME: STATUS: o
ADDRESS :

CITY: FRA STATE: HP:

rode PHONE: [ BUS. PHDNE: T

MODEL YEAR: 90 MDDEL : PRORE

MILEAGE: TS000 wsD:

DEALER MAME: FRAMIMGHAM FDRD SALES CDOE: 111085 A A: DBOIS
CALUSAL CODES: 1203 SYMPTOMS : {04000 194 100

CRLGIN: G0 TRANS. DST/RGM: 11 TRANS. DATE:
SERVISE/SALES: 1 CONTACT DATE: 0371771837
ACK. CODE: ASSIST CODE: R AWARD AMT: ¢ SURVEY: ¥ (¥ OR M}
BUILD DATE: CALIBRATION:

EXP INFD: EXPIRES:

OPEM RECALL: QWMER NOTIFIED: MICRO:

COMMENTS ;

1987/02/20

wwv WEHICLE INVOLVED TM RECALL 26542 AND 98500 ves
*ex YEHICLE INVOLVED IN DNE 93870 »+s
CUSTORER SAYS:
= TODK WEHICLE 1M TO HAYE RECALLS FERFORMED ONM THE YEHICLE, SEAT BELTS
= THE SEAT BELTS ON THE WEHIZLFE DO WOT CURRENTLY OFERATE
= DEALER SAID THAT THE PARTS WILL TAKE ANDTHER 8 WEFKS TO ARRIVE

FER CUSTODMER, DEALFR 5A¥5:

- HAVE TD ORDER PARTS

"

CUSTUMER SEEKS:

= RECALLS PERFORMED

"

CAC ADVISED:

**CONTACT OPEMED CUE TD DNPe#

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE CEALER

-REQUEST MR. JEAOME CHASE R (CUST REL MHGR) TQ CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYE

1997/037 19
JHRTHTS 15 THE CLDSING COMMEMY

YEHICLE 15 REPAIRED AWD RETURMED TO CUSTOMER.FLEASE CLOSE THIS
CONTACT.RS

OWNER RELATIONS VOP/BENCHMARKIMNG 09711738 FAXCARTG




09511 /88 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
------.l--nn----l--======--lllIIII-IIII--=======--IlIIIIIIIIIIIII::::::==:t-ﬂl
ZU29TH GRP: XX17 CONCERN CONTACT VEH TYPE: TA4R
CINCINNATI 47  TN/TR: CONTACT NAR: 10B401547 QOPENEDR: DS/0E/ 1337
VIN: 1zuPTznca|.5h ENGINE: C CLOSEG: 0371574997
amedhiEEEEFEEEEEEETE====nNn EEEEEENE=-=AdSEEENREEEEEEEEEEEESSC=s==nuaodk
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

CITY: STATE: IP:

HOME PHONE ; ALS. PHOME:

MODEL YEAR: MCDEL : FROBE

MILEAGE: BOO0D WaD:

DEALER MAME: S5TAR FOROAT OXHODR SALES CDOE: 147020 P& A: OBGES
CALSAL CODES: 1203 SYHPTOMS ; 104000 104100

DRIGIN: G0 TRANS. DST/RGN! 47 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: OS/ 0871297
ACK, CODE: ASSIST CODE: R AWNARD AMT: Q SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEW RECALL: OWMER NOTIFIED: MICRD:

COMMENT S :

1987/058/08

wx4 VEHICLE THYOLVED IH RECALL 8548 www
waw HAVISZ: PROGRAM wev

CLUSTDMER SAYS:

=%EAT BELT EROKEMN

=VERICLE TWUAOLVED TW RECALL

-TOOK VEHICLE FOR RECALL REPAIR 12/7/96 AND WAS TOLD PART wOUuLD BE ORDERED
AND WOULD BE IN 1/97

-PART STILL NOT RECEIWED

-

PER CUSTOMER, DEALER SAYS:

~MEED TD TALK TO JIM FRANCIS PER OPERATOR

L]
CUSTOMER SEEKS:

-TC HAVE RFcALL REPAIR COMFPLETED
x

cat aDVISED:
- INFORMATION HAS BEEN DOCUMENTEQ AND FORWARDED TO THE DEALER

-REDUESTRICK JARRELL PARTS MMGR TO COMTACT THE CUSTOMER WITHIM 2 BUSIMESS
DAYS-

-MADE DEC TO DEALER: FER MARM HUTEWINS, PARTS DEPT, HE WILL COMTACT CUSTOMER
TODAY

1997./05 /08

FE#THIS IS5 THE CLOSING COMMENT

OWNER RELATIONS VDOP/EENCHMARKING D%/11/98 FAXCARTS
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C5/11/98 MASTER OWNER RELATIDNG SYSTEM I1 14.21.02
EEE R ] 2 PR LRl T R EEERRRERELERERERNEFRYRENRR SRS JARE LYY ETRET] T |
1263MD GRPF: 02 INFORMAT TON CONTACT VEH TYPE: CaAR

SAM FRAM T2 ZN/TR: A CONTACT MWBR: 108834154 CPEMED: O8/25/194a7
ViM: L ENGIME: CLOSED: ©a/23/1997
EF=--FTE=-T=-EK—| R m-E N - A X K- A ISrCoE-X-E-—E-E-E-F-F—AFE

LAST MAME : STATUS: CLOSED
TITLE: FIRST WAME: _ MI:
ADDRESS :

CITY: STATE: p: -
FOME PHONE : BUS. PHONE:
MODEL YEAR: MODEL :

MILEARQE: 1 WS -

DEALER NAME: CAPITOL FORD INC SALES CODE: 172039 P& A: OTHAZ
CAUSAL CDOES: 1012 1204 SYMPTOKS : 104000 104100

ORIGIN: Qo TRANS. OST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. obE; ASSI5T CODE: AWARD AMT ; 0 SURVEY: (Y DR NJ)
BUILD DATE: CALTERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO :
COMMENTS :

1997/0a8/25

wewhil WIN AVAILAELEwa¥

wew MNAVIS: SUBSEQUENT ww+

CUSTOMER SANSG:

- TOQK CAR TO THE DOEALERSHIP FOR RECALLYG9G548

= PART WAS ORDER 7/18/97 AND I5 DN MATIDNAL BACK-ORDER

]

PER CUSTOMER, DEALER SAYS:

= PART IZ ON BACW-QRDER

"

CUSTOMER SEEKS:

= THE FART

-

CAC ADVISED:

- IMFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - NRDER SITUATION

EEINFDkHED CUSTOMER PARTS MAWAGER CAN PROVIDE MOST CURRENT UPDATES OMN PART
LAYS

OWMER RELATIONS VOP/BENCHMARKIMG O2/11/08B FAXCARTG




oo/ /o8 MASTER OWMER RELATIOMS SYSTEM I1 14.21.032
B mddl - o - s O rF S ANNNEENL A AAA A - - C -SR-S CC= - EEFEEENEEEEENC - - —EEENENEREEER
1523CT GRP: Xx119 CONCERN CONTACT YEH TYPE: CaR
DENVER LT3 ZNfTR: OWTACT NBR: 107621305 OPEMED: 16/10/ 1996
VIN: 12¥RT2050L EMGINE: C CLOSED: 12/13/ 1008
EB=-=—c—-—rarrk==—=—=——aEEIEEEEEET EEEEaEE LI LR R R R YRR R RN REY NI 1 3R YR F
LAST MAME: STATUS: CLDSED
TITLE FrrsT nave: [ MI:

ADDRESS :

CITY: STATE: : -
vowe prons: NN aus. ewone: I

MODEL YEAR: 30 MODEL : PROBE

MILEAGE: 103000 wah:

DEALER MAME: ACADEMY, LLE SALES CODE: 186201 P &A: 03134
CAUSAL CODES: 1303 SYMPTOMS: 104100

ORIAIN: £l TRANS. DST/RGN: 56 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/20/1596
ACK. GODE: ASSTIST COME: R AWARD AMT: O SURVEY: ¥ (Y OR M)
BLILD DATE: CALIERATION:

E4P INFO: EXPIRES:

OPEN RECALL: DWNWER NOTIFIED: MICRO:

COMMENTS:

1995710/ 10

##¢ THIS CONTACT IS OPENED OUE TQO OPEN RECALL QB8589 wew

wé+ THIS CONTACT IS OPENED DLE TO OPEM RECALL DES4E swe

wve NAVIS: SUSSEOQLIEMT swv

CUSTOMER SaY%:

-NMO CURRENT CONCERN

-SEATEBELTS WENT OUT £ WONTHS AGO (WERE STUCK IN THE FRONT POSITICM]

-HEARD AHOQUT A RECALL ON THE VYEHICLE.

M

PER CUSTOMER, DOEALER S5AYS:

-WO CONTACT

M

CUSTOMER SEEKS:

~RECALL IWFORMATICN

.

cat ADVISED:

=INFORMATION HAS BEEN DDCUMENTED AND FORWARDED TO THE ODEALER

-~REDQUEST MR. TOM MOEN (SWC MMNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS

DAYS

sev HAVIS: PROGRAM ssa

CUSTOMER SATYS:

= CUSTOMER CALLING HACK TO REITERATE CONCERNS WITH SEATEELT

= 10/1C0/96 AT DEALERSHIF MDY AND THEY CAN NMDT FIND THE INFDRMATION ON BDHPUTEH
SYSTEM CONCERN SEATHAELT RECALLE

.

PER CUSTOMER, DEALER S5AVS:

= PER SERVICE DEPARTMENT CAM NOT FIND SEﬁTEELT RECALL INFORMATIDN DN COMPUTER
SYSTEM

CUSTOMER SEEKS:

OWNER RELATIONS VOPFBENCHMARKING O9711/8H FAXCARTE




0oS11/98 MASTER OWNER RELATIDNS SYSTEM 11 14.21.02
---'-.'-I----:-=:=-=----.I:-===='-.'.’l:‘::::::lII-..:k:==.=---Ij'=:=='ﬂ---.==
1593CT  GRP: XX13  CONCERN CONTACT VEH TYPE: CAR
BENVER 56  ZN/TR: A1 COMTACT NAR: 107621305 DPENED: 10/10/1986
VIN: rzvrrzoca S  ewcinE: c CLDSED: 12/13/1956
l--llil-t-.--.lIl-..-.--z-::s:II.....:t::-l‘:---'lIIll::::::ll.’.::q:.'['llkl:::.
1986/ 10/ 10

- TD HAVE RECALL FOR SEATAELT PERFORMED

L)

CAC ADVISED:

- RELTERATE PREVIDUS CSR COMMENTS

= CUSTOMER WAS GIVEM THE RECALLAS 98542 AND 355535
1996711/ 1a

CSM HAS TALKED W/ DLR SEVERAL TIMES. PARTS ARE ON HACK OROER,

OLR T& CALL JEFF P. TD TRY TO OBTAIN PARTS. CSM TO FOLLOW.
1896712/08

HRATHIS 15 THE CLOSING COMMENT
PERFORMED SEAT HELT RECALL DN BOTH SIDE 11/30/98.

CUST. HAS LMIT

CWNER RELATIONS WOR/BENCHMARKING DO/11/9% FANCARTE




oo/ t1/98 MASTER DWMER RELATIDNS SYSTEM II 14.31.02
EEEEEREEEFrF === dc-==x==== kRN AN Sl S AEEES I EE N AEEEE - CABE-NF=CSCS S ES====PpECC-oCSSS@Ep=E===3
AT09MA ARE: XN CONCERAN COMTACT VEH TYPE: CAR
HOUSTOMN a7 INFTR: Ad CDONTACT HER: 107661898 QPENED: 10/21719986
VIN: 1Z2¥PTIDCXL EMGINE: C CLOSEN: 10/28/1886
EmEr==—opx==—=a3N AEEEERENF-F=TFF-F=FFS===-=====c=sik=——=—EE=——=—xXE==—xXEN
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME Ml!:

AODRESS:

CITY: STATE! P:

HOME PHOME - BLUS. PHOME:

MODEL YEAR: MODEL : PROBE

MILEAGE : 100000 Ws0:

DBEALER MAME: TIPTON FORD INC SALES CDOE: 132788 P A A: D4521
CAUSAL CORES: 120B SYMRTONS: 1041580

ORIAGIN: a0 TRANS, OSYSAGN: 52 TRAMS. DATE:
SERYICESSALES: 1 CONTACT DATE: 1042251996
ACK. CODE: ASS1ST CDDE; R AWARD AMT: 0O SURVEY: v (¥ OR H)
BUILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

OPFEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS =

198/ 10/21

4ws VEHICLE INVOLVED IW RECALL SG6S4B #ws

wey HAVIS: ORIGIMAL +ww

CUSTOMER SAYS:

=DAUGHTER OF DELDREZ FLOYD CALLINS IN

-HAVE HAD IT REPAIRED PREYIOUSLY

[ 3

PER CUSTOMER, DEALER SAYS:

~HAYE NOT REVIEWED

*x

EUSTOMER SEEKS:

-REIMELRSEMENT

-WILL SHE STILL HAVE TO HAVE THE CAMPAIGN PERFORMED

[ ]

CAC ADVISED:

«QJESAL«

=~INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TD THE DEALER

~REQUEST SERVICE MANAGER WMR.HEB BEROADWAY TO CONTACT THE CUSTOMER WITHINW 2
BUSINESS DATS

19965 10/22

#FFTHIS IS5 THE CLOSING COMMENT

CUSTOMER WAE COMTACTED BY SERVICE ADVISOR AMO INFORMED HER THAT ME ARE SLBMITY
ING & REOQUEST FOR A REFUND AKWD THAT IT WOULD TAKE 1 - 2 WEEKS Td GET THE CHECK
. BUT THAT WHEN WE GOT IT IT wOULD HE MAILED T HER LOMGV1EW ADDRESS WHICH WAS
VERIFIED. EXPLAINED THAT UPDATED PARTS FOR SEATBELT WOULC NOT BE OUT TILL THE
FIRST OF AT. AT THAT TINE WE wOllD GET HER IN FOR TNSPECT.

OWMMER RELATIONS YOP/BEMCHMARMING N9F11/98 FAKCARTG




Do/ 11,98 MASTER OWMER RELATIONS SYSTEN 11 14,9102
llll====E==l--Il-llzah---'.-FI-hl==l===I=I=IlIt======ll'l=1=l=n==.:=l:ll==-p--
antres GEP: RXD3 CONCEAN CONTACT VEH T¥PE: CaR
HMEMFPH1S 23 INSTR: CONTACT NER: fO7680541 OFEMNED: 102471996
VIN: 1ZUPT21U4L* EMGINE: U CLDSED: 11/21/1995
SFFEASEENAERE - EmmmExTE=IEW = = CE SRSl T-—pnEAREER=—mpExpg
LAST MAME: ETATLS:

TITLE: IRST HAME ; MI:

ADDRESS:

CITY: ) STATE: T :

HOME PHONE : BUS. PHONE: d

MODEL YEAR: MODEL : PROBE

MILEAGE: 135004 WaD:

DEALER MANE: MIDWAY FORD INC SALES CODE: 123006 F & A: 03832
CAUSAL CODES: 1203 SYMPTOMS: 104120

DRIGIN: G TRAME. DET/RGN: 21 TRANS. DATE:
SERVICES/SALES: | COMWTALT DATE: 10/31/1395
ACK. CDOE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD OATE: CALTBRATION:

ESF INFO: EXPIRES:

OPEN REEALL: OWMER NOTIFIED: MI1CRD;

COMMEMNTS :

1896/ 10724

sxx THIS CONTACT IS OPEMED DUE T DPEW RECALL HE599 AMD JESAGewn
=ws NAVIS: CREGINAL wws

CUSTOMER SAYS:

CUSTOMERS HUSBAND KIRK CALLING

- CUSTOMER IS EALLING LN ABDUT THE SEATBELT RECALL ON THE YEHICLE
- THE SEATHELT IS CURRENTLY LOCKED UP

[ ]

PER CUSTODMER, REALER SAYS:

- NOT CONTACTED HY THE CUSTOMER

.

CUSTOMER SEEKS:

- TO HAVE THE RECALL PERFORMED ON THE VEHICLE

L d

CAC ADVISED:

~INFORMATION HiS BEEN DOCUMENTED AND FORWARDERD TR THE BEALER

~RECIEST MR.CHR1S FIRMIN (CUST REL MNGR ] TO CANTACT THE CLUSTOMER WITHIN 2
BUSINESS DAYS

*vCUSTONER REQUESTS TD BE CALLED AFTER MONLAY THE 28TH

1998/11/14

##ATHIS 1S THE CLOSING COMMENT

SEATBELT PART HAS BFEN DN HACKDRDER DGS9 SINCE 18/31/199¢&

DWMER RELATIONS VO /BEMCHMARKENG 05/11/98 FALCARTG




ca/11/4a MASTER OWMER RELATIONS SVSTEM IT 14.21.09
=.,—_==::--=g..l-.-ll|lll.u-.-:::::n::=:====ti=n.‘alll ad EEcmSLAEENFEEEXEEEEREEE-SEFY
OBSSR. GRP: XXD7 COMCERM CONTACT ¥EH TYPE: CAR

LOS ANGELES R IN/TR: CONTACT MBE: 107715094 OPEMED: 11/01/1996
VIN: 12VPT20C2L EMGINE: ¢ CLOSED: 12/06/1998

LAST MAME: STATUS: CLOSED
TITLE: FIRST NAH- MI:

ANDDRESS:

CITY: STATE: Ch ZIP:

HDOME PHONE : pus. rHonE:

MODEL YEAR: MODEL: PROBE

MILEABE : A5000 Wsh:

DEALER MAME : RACEWAY FORD SALEE CODE: 171154 P& A:; QNL485
CAUSAL CDDES: 1213 121B SYMPTOMS : 104 100

OR1GIN: an TRaNS. DST/REM: 74 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/02/1998
ACK. CODE: MSSIST CODE: W AWARD AMT: D SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFLED: MICRO:

COMMENTS ©

1986&/ 1 1701

wes VEHTCLE IWVOLVED IN RECALL BES4AH/BESDD s

see HAVIS: DRIGIMAL =+

CUSTOMER SAYS:

=YEHICLE INVOLVED IN SAFETY BELT RECALL

-DEALER UNMAWARE OF CONWCERNW FOR EOTH BELTS

*

PER CUSTOMER, DEALER SAYS:

-ADVISED CUSTOMER WOULD PERFDRM REPAIRS TO ONLY DNE S1DE OF SAFETY RESTRAINT
»

CUSTOMER SEEKS:

=FIMAL RESDLUTICN OF CODNCERM

»

CAC ADVISED:

=INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR,BAJAN SWANSON 5VC MNOR TO CONTACT THE CUSTDMER WITHIN 2 BUSIHESS
DAYS

1886117049

FHFTHIS IS THE CLODSING COMMENT

WEHECLE WAS TN ANWD REPAIRED

OMNER RELATTONS VOR/AENCHMARKING OR/11/%8 FAXCARTG




agf11/a8g MASTER DOWNER RELATIONE SYSTEM I 14, %1.02
E R T E I A1t 2 s A s A A R R R I 0 I R R REN N NN ek bl i e
OEOSRU GRF: XAOT CONCERN CONTACT YEH TYPE: CAR

LOS ANGELES 71  ZW/TR: E2 CONTACT NBR: 107715094  OPENED: 1170171988
VIN: 11‘#PT2DE2L!- EMAINE: © CLDSED: 12708/ 14998
A EEEEEEEEEEEEEEEEEEES=E== X CEmIEECEESammSEESCEm—EmS=camSzm=—xzsm=am=
1997 /0310

wwx VEHICLE INVOLVED [N RECALL 95548 & 955858 =»»»
waua MAVIS: ORIGINAL #=+

CUSTOMER SAYS:

- PASSENGER SIDE SEAT BELT DOES WAT QPERATE

-

FER CUSTOMER, DEALER SAYS5:

- ORDERED PARTS FOR RECALL WDRK

= PART IS NOW ON BACKORDER

ak
CUSTOMER ZEEKS:

- RESOLUTION TO COMNCERMN
"

CAC ADVISED:
- PARTS MNGR 15 1N BEET FOSITIOHN TO ASSIST WITH CONCERMN

OWHER RELATIONS YOP/RENCHMARKING 0811798 FARCARTG




oca/ii/98 MASTER DWNER RELATIONS S¥STEM 1T 14.21.0z2
SFEFE=FECFFEFI S FEEEEFEEEEEEEEEEEREEREEEE S s dS S cacA S ST S FE=E=S=SE=F S AEEENI I NN EEREN &
daa700 &RP: Xx17 CONCERN CONTACT VEH TYPE: CAR
PHILADELFHIA 18 INFTR: A1 CONTACT WBR: 107721045 OPENED: 1170471995
YIM: 12VPT2IUBLS ENGIHE: U CLOSED: 11/37/1984&
SRR B B E LTI 13 1NN I NI TTTRNTTTIIN IR ERESLERREREEE EEEER S LI TR RIS 11
LAST MAME: STATUS: CLDSED
TLTLE: i EHRTSTIME M]:

ADORESS :

HOME PHONE : RUS. PHONE: “

MODEL YEAR: an MOTEL :

MILEAGE : TA000 WEl:

DEALER MAME: <SPENCE FORD, INC. SALES CODE: {18474 P& A: D1273
CaUSAL CODES: 12068 Q410 SYMFTOMS: 104 +00

ORIAIN: e TRANS., DST/RGH: 16 TRAMS. DATE;:
SERVICE/SALES: 1 CONTACT DATE: 11/13/1986
ACK. LODE: ASSIST CODE: W AMARD AMT: 300 LURMEY: ¥ (Y OR N}
BUILD DATE: CALIBERATION:

ESF INFO: EXPIRES:

OPEN RECALCL: OWMER NOTIFIED: MICRD:

COMMENTS:

1986/ 11,704

wew THIS CONTACT IS OPEMNED DUE TO OPEN RECALL 9BS4B AND 965599 awas

vee NAVIS: SURASEQUENHT wes

CUSTOMER SAYS:

- HAS AECEIPTS FROM HAVIKG SEAT HELT RECALL ODONE PREVIDUSLY

= 75 UNHAPPY WITH THE LACK OFf RESPONSE FROM THE DEALER TD GET THIS
REIMEURSEMENT

= SHE HAS TALKED Td SEVERAL PERSONWNEL AT DEALER AND ND OME SEEMS TO EE AELE TD
ASSIET HER

- ALSD FEELS THAT THE SEAT BELT WORK DOME HaS NOT BEEN CORRECTEL YET
= THE BELTS MAKE A CLICKIWG WNOISE WHEN DPERATED

-
FPER CUSTOMER, DEALER SAYS:

- 0O NaT S5EEM TO KMGW THE PROCESS
v

CUSTOMER SEEKS:
= WANTS REIMAURESEMENT

L )
CAC ADVISED:

=INFORMATION HAS BEEN DOCUMEMTED AND FURWARDED TO THE DEALER

=REQUEST MR. DENMIS MALLOY (CUST REL MNGR] THO CONTYAET THE CUSTOMER WITHIN 2
BUSINESS DAYS

L]
CUSTOMER S5EEKS:

- ADDING TO CONTACT THAT THE PAINT IS5 PEELING ON THE HOGD
- FINAWCIAL ASSISTAMCE
*

CAC ADVISED:
= NI RECALL DR DTHER FRDOQRAMS REGARDING PAINT DN THE VEHICLE.

OWHER BRELATILONS VOP/EEMCHMARKEING CAF141/88 FAXNCARTG



o911 /98 MASTER OWNER RELATIONS SYSTEM I 14.21.02
=-=--I-I-I------==-==:==-=IllllI!:-:::::.#....-.::-:::===¢.---=’======;.l-.=-=
SRATO0 GRP: XX17} CONCERN COMTACT VEH TYPE: CAR
PHILARELPHIA 16 ZN/TR: 1 NTACT NER: 107721045 GPENED : 11/0a/ 1955
VINMN: 1 IVPT2 106 ENGINE: LU CLOSED: 11/27/19685
LI T PR P ] FE REEENANA-d - ErEANSECXCFCEEEENENC N Eor
1996/11/05

CLSTOMER SAYS:

- REITERATES SAME CONCERM A5 IN PREVIOUS CONTACT

- WOULD LIKE TO BE REIMBURSE FOR RECALL WHOKRK FERFORMED OW VEHICLE

= HAVE FANED THE INFORMATIOM INTO THE DEALERSHIF

[ ]

FER CUSTOMER, DEALER SAYS:

= NO CONTACT

-

CUSTOMER SEEKS:

- WHEN WILL CUSTUOMER RECEIVED REIMBURSEMENT

L]

CAC ADVISED:

= INFORMATTION DOCUMEMNTED AMD FORWARCDED

= CONTACT CUSTOMER REL. MANAGER FOE MORE INFORMATION

1206/ 11/08

CONTACTED CUSTOMER 11/87199E EXPLAINED TD CUSTOMER THAT DEALER EAMNDT FILE FOR
REFIMMO ON RECALL 9G549 UNTILL THE RECALL HAS BEEM PERFORMED. TO OO 50 Wikl

CANCEL COUT THE RECALL ON HER CAR. THIS WAS EXPLAINED TO THE CUSTONER.

SHE UNDERSTOOD AMD THE RECALL PARTS HAVE PEEEN ORDEREQ. AT THAT TIME WE WI(L
FILE FOR HER REFUND

ROGER BALMANW

1996/ 11 1a

CONTACTED PARTS DEPT FOR STATIS OM RECALL SEAT BELT PARTS PARTS HAVE NOT BEEN
REGEIVED AS OF 1171471998 , AS SOON AS PARTS ARRIVE CLUSONER WILL BE SCHENILED
ANMD VEHICLE CORRECTED ANDO REFUND WILL BE FILED.

ROGER uJH. BAUMAN

1998/ 11/20

F¥FTHIS IS5 THE CLDS1HG CDMMENT

CUSTOMER WAS CONTACTED AND AOVISED THAT AS SO0OM AS THE FPARTS ARE AVAILABLE
TG REPAIR HER CAR WE WILL REPLACE BOTH SEAT BELT TRACKS AND HOTORS AND AT THaT
TINE WE WILL REFUNMD HER FOR HER PREVINIS REPAIR. CUSTOMER WAS IN AQAREEMENT
ROGER BALMAN

OWNER RELATIONS VOP/HENCHMARKING OU/11/58 FaxCaRIG



oas11/ag MASTER DWNER RELATIODNS SYSTEM 11 14.21.02
rEEEEFE-=—EF-fr k- FSdESAAENF-——EE-ETITF-=——EmES Eemwwrintg=-sgcecrc=—xaammcrxsanlsitFSgddisa"RCS
779178 GRP: XAD4 INFORMATION CONTACT YEH TYPE:. CAR

WASHINGTDN 27 ZNSTR: &1 CONTACT WBR: 1077444486 OPENEDR: 1170871896
VIN: L ENGIME : CLDSED: 110871996

mil——pEIEERTC-EN = [ LI LT AL T ELERF R RN ERER L R RY L L LENRERLY L] B

LAST NAME: TATUS: CLOSED
TITLE: 1RST HAME : I:

ADDRESS

CITY: STATE: 1P: -
HOME PHONE : % BUS. FHONE:

MODEL YEAR: MODEL :

MILEAGE: 125000 W5D:

DEALER NAME: O0E DAVIDSON FGRG 1 SALES CODDE: 147033 P & A: ODOBE
CAUSAL CODES: 1203 SYMPTONS : 104 100

ORIGIN: an TRANS. D5ST/REN: TRANS. DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODE: A5515T CODE: AWARD AMT: O SURVEY: (¥ G& W)
BUILD DATE: CALIBRATION:

ESP IMFQ: EXPIRES:

DPEN RECALL: - OWHER MOTIFLED: NICRD:
COMMENTS :

1966/ 11/08

voabll VIN AVAILADLE#®+=+=

wum NAVIS: SUBSEQLIENT ee+

GCUSTOMER SAYS:

=-{800F FROM SERVICE ADVIEODR

~CAR E% BEIMG SERVICED FOR RECALL ON SEAT BELYS

=IT HA%S BEEN THERE SIMGE 8/4 AND HAS NOT BEEM REPAIRED BEGCAUSE THE PARTS ARE
NOT IM

=yILL PICK IT UP TODAY TO TAaKE IT TO ANDTHER DEALER

-

PER CUSTOMER, DEALER SAYS:

-PER SERVICE AOVI1SOR/BARRY WIL|TAMS, THE CAR SHOULD 2E READY ON TUESDAY

-

CUSTOMER SEEKS:

-~LODGE COMPLAINT

-DEALER LODCAYDR

'

CAC ADVISED:

-COMPLAINT HAS BEEN LDDGED
~LOCATED A DEALER

OWNER RELATIONS VOP/BEWNCHMARKING 0D3/11/28 FARCARTG




caf11 /98 MASTER OWMER RELATIONS S¥3TEM 11 14.21.0%
B T R EEE L EE T P LR RERRY B Bl EEEL ELERLL IR R ol e
DaIISM GRAF: xXxo8 COMCERMN COMTACT YEn TYFE: CAR
CH1CAGD 11 IN/TR: CONTACT WBR: 1D7754298  OPENED: 11/132/1836
UIN: 12UPT!2LBLH EMGINE: L CLOSED: 12/07/199E
EANEEEEEFEERIEE=S=AxE AN Srssa—s—mzaasaainAatANdF AN FEFESIEEEE EXE 3 EEDE X
LAST MAME: TATUS: CLD3ED
TITLE: FIRST MNAME. I:

ADDRE=S:

CITY: STATE: IP:

HOME PHOME : BUS. PHOME: EAT:

MEDEL YEAR: 20 MODEL :

MILEAGE : F3000 wsD:

CEALER WAME: HIRSCH FORD INC SALES CODE: 141439 P& A. DapEd
CausdL CDODES: 1203 3aght 1011 SYMPTOMS: 104 100

ORIGIN: an TRANS. DST/RGH: 41 THAME. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/15/ 1936
ACK. CODE: ASSIST CODE: W AWARD AMT: O GURYEY: % (Y UOR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER WOTIFIED: MIORG:

COMMENTS :

1906/ 11712

ame NAVIS: SUBSEQUENT +»»

dux THIS COMTACY 1S OPEMED CUE TD, DOPEN RECALL 9654 & 96599 +v»
CLISTOMER SAYS:

-CUSTOMER RECEIVED RECALL LETTER FOR THE SEAT BELTE.

-CURRENTLY, THE MOTOR HAS FAILED ©M THE DRIVER'S SEAT RESTRAINT SYSTEM.
-

PER CUSTOMERA, DEALER 5AYS:

-SERVILE ADVISDR SAID PARYS HAVE NOT ARRIVED TO PERFDORM THE RECALL FOR THE
CUSTOMER ,

[

CUSTOMER SEEKS:

=TO HAYE THE RECALL PERFORMED.

-TD VERIFY THAT THE PARTS HAVE 2EEN ORODERED.
*

LAL ADVISED:

~INFORMATION HAS BEEM DQCUMEMTED AND FORWARCED TO THE CEALER

-REQUEST MR. DEMNIS HIRSLH, CUSTOMER RELATIONS MAMNAGER., TO CONTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS

~CAC IS5 UNASLE TGO VERIFY DEALERSHIF QRDERING IMFORMATIOM; CUSTDMER MAY WANT TR
ADDRESS THIS ¥D MR. FIRSCH.
taqa/11/an

Fe¥THIS 15 THE CLOSIMNG COMMENT
THE PART HAS BEEN RECIVED AMD WLLL BE [WSTALLED ALAP BILL VAN HOOK.

OWNER RELATIONS UOP/BENCHMARKING 09711798 FAXCARTG




caf11/98 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
E-gd=or=dEnEric il =g =-x=cixsEi=-El=x=-=-—==E=-kc-=-ox=-=-=-=—T A S-S -SSR ECSEC-CECEEFUFPER
4526JC GRF: CI INFORMATIOM COMNTACT YEH TYPE: CAR

NEW YORK 13 INSTR; 1 MTACT MBR: 10O7T7GT4ET OPENED: 1t/12/1098
VIN: 1ZYPT22LOLY EMNGINE: L CLOSED: 11/12/19856
d=—S=-—x=af=H= —xCF S FrS S CACESFECE T ECF—EC I CTHFEICENS S FSEEEAERN IENER=-SN

LAST NAME: STATUS: CLOSED
TITLE: FresT vave: [ ¢

ADDRESS:

CITY: STATE: 1P: -
HOME PHONE : m BUS. PRHONE: W

MODEL YEAR: MODEL :

MILEAQE : 35000 WSD:

DEALER MAME: HIILLSIDE FOROD, TMK:. SALFS CODE: 113047 P& A: 03837
CAUSAL CODES: 1208 SYMPTOMS: 104100

DRIGIN: G0 TRANS. DST/REN: TRANS. DATE:
SERVICE/SALES: 1 : CONTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: O SURVEY: (Y OR W)
BUILD DATE: CALIERATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: OMMER NOTIFIED: MICRD;
COMMENTS :

1986/ 11/12

4%e WAVIS: ODORIGIMAL =+=

CLSTOMER SAYS:

= THE DRIWERSIDE SEATRELT HAS GONE DUT IN VEHICLE

- 1993 HUSBAND WENT TO SALVAGE YARD TO QET SOME PARTS FOR %100 AND FIXED THE
IT HIMSELF

- 3/45/95 THE SAME SEATHELT DN DRINERSIDE BROKE ASAIN AND WE WENT TO AMOTHER
SALVAGE YAAD FOR AND REPAIRED IT AGAINM

= ¥WE SPENT DUT %$320.00 TD REPAIR THIS SEATBELT BUT OF QUE OWN POCKET

- 10/16/96 RECEIVED THE RECALL LETTER FOR THIS VEHICLE SEATEELT

w

PER CUSTOMER, DEALER SAYS:

- 11/12/9€ PER SERVICE DEPARTMENT MEED TO ORDER THE PARTS AND WILL FIX
SEATBELT LINDER RECALL

-

CUSTEMER SEEKS:

- REFUND OF $230.00 FOR REFAIRS DOME DN SEATRELT

* .

CAC ADVISED:

- SgﬂhiT YOLR ORIGIWAL FAID RECEIPTS TO SERVICE MAMAGER JIWM GRAOY FOR REFLIND
TRBE/S L1713

CUST PRESENTED BTLLS FOR REFUND ON USED PARTS PURSHASED FRDM JUMKYARDS. OLR EX
PLALINED IT WAS NOT FORDS POLICY TO REFUND MOMEY FOR USED PARTS. DLR ALST EXPLA
IMED THAT WHEN PARTS FOR BGRE48 GECOME AVAILABLE WEXT MONTH wE WWULD BE MQRE TH
AN WILLING TO PERFORM RECALL EVEN THOUGH USED PARTS ARE IN VEH. €UST CHOSE TO
BuUY¥ USED PAATS EVEN WHEM MEW PARTS WERE AVAILABLE FROM DLR. ALR HAS CONTACTED
D3M FOR FURTHER CLARIFICATIRN OF FORDS REFUND POLICY DN USED PARTS SINCE CALL
TO RECALL FHAOTLINE wWaS OF NO USE. WATTING FOR RESFONSE. GMM

DWMER RELATIDONS VOP/BEMCHMARKEIMG &9711/98 FaAXCARTS




0271 1/98 MASTER OWMER RELATIOMS SYSTEM LI 14.21.602
=‘l===‘==...i=‘===!'=F--..-:l’:l==l=-=--I--i---:n-:-----i-:::::=="'...-====-=’-]::
45264 GRF: C1 IMFORMATION COMTACT ¥EH TYPE: CaAR

NEW YORK 8 IWN/TR: H1 CONTACT NBR: f0T757457  OPENED: +1/12/138§
VIN: 1ZW g h |
snicnmcrmamnnnsirscrom DI e et s, CLOSED (171271958
1998/11/13

DLR TALKED TO 5ZM wHO STATED UNDER NO CIRCUMSTANCES wILL FDRD RETHBURSE CusT

FOR USED JUMKYARD PARTS. THIS IS WHAT DLR ORIGINALLY STATED T CUST. CAC HAD
NO REASON TD BOTHER CUSTOMER OR DLR By TELLING HER TD DRING BILL.5 TO DLR WHEM
NDQ REFUND WAS COMING.

OuWNER RELATIOMS WOP/BENCHMARKING DS/11/9R FAACARTG



oB/14 73R MASTER OWNER RELATIOMS SYSTEM 11 14.21.02
ES—E IS IS s SA NN S EEES S S FEEEEEA I N FESSASFEFF-FEEFOE S CAFECSFAFEEFSAEFEEE S EFESEEIEEEOEE=EN
527 4J4B GRP: X056 COMCERN COMTACT YEH TYPE: CAR
DENVER 1 ZNSTR: AS CONTACT NBR: 107672355 DPENED: 10/23/194986
VIN: IZUPTE!UiLEm ENGINE: U CLOSER: 10/30f1D00R
EFEEEFEI-FEESE-ET - EEEF=JFAN= OFE=-FE I - AEEAA L -FEEE ST CE N TS EFEEELCENFEEEEEETEEEN
LAST MAME: ThTUS :

TITLE: FIRST MAME :

ADDRESS:

CITY: “ STATE: p:

HOME PHONE : BLS. PHOME

MODEL YEAR: MODEL : PROBE

KILEAGE : & 1000 wsD:

DEALER WaAME: HERITAGE FORD LINC- SALES CODE: 156453 P & A Q3183
CAUSAL CODES: 1282 SYMPTONS: 104 100

al- =14 &0 TRANS, DST/RGM: s6 TRANS. DATE:
SERVIGE/SALES: 1t ) CONTACY DATE: 10/23f 1986
ACK. CDDE: ASSIST CODE: R AWARD AMT : O SURVEY: N (¥ OR N]
BUILD DATE: CALIBRATTION:

ESP INWFO: EXPTRES :

OPEN RECALL: EAMER. NOTIFLIED: MICRO!

COMMEMNTS :

1996/ 104321

wem THIS COMTACT IS OPENED DUF TO OPEM RECALL 9E585 w*«

war THIS CONTACT 15 OPERED DUE TO DPEN RECALL Q8548 #w»

CLUSTCMER SAYS:

- CALLING AROUT THE RECALL

- DRIVER SIDE SEAT BELT DCES NOT WDRK

- EHE TDOM WORK OFF TO LEAVE THE VEHICLE, AWD THEY DIO WOT ORRER THE PART
AYEAD OF TIME

- DROPPED THE YEHICLE OFF AS PLANED AMD THEY DID NOT HAVE THE PART
]

PER CUSTOMER, DEALER SAYS!

- ME MUST INSPECT IT FLRST BEFORE WE DROER A& PART

= WE WILL CALL WHEN WE REGIEVE THE PART

.

CUSTOMER SEEKS:

= IS THIS TRUE. OO THEY NEED TO INSPECT IT FIRST
"

CAC ADVISED:

= SUPPDRT DEALER DECISION, THEY 00 MEED TQ INSPECT IT FIRST

=INFORMATION HAS HEEW DOCUMENTED AMD FORWARBED ToD THE DEALER

=REQUEST MR.BOB MUNSON CUST REL MMGR TG CONTACT THE CUSTDMER WITHIN 2
HUSIMESS DAYS

AEFTHIS IS THE CLOSING COMMENT

CUSTOMER HAS BEEN INSTRUCTED YHAT A5 STATES IN CUSTOMER LETTER THAT PARTS ARE
HOT AWAL UNWTIL 12-18-98 / CUSTDMER 15 MAD THAT WaS5 REQUIRED TO BRING IN IF HD
PARTS / CUST WAS AOVISED THAT NO PARTS COULD BE OADERED UNTIL PROBLEM WaS VERI
FIED AND THAT PARTS ARE DRDERED THRU 1-B00 WUMEER THAT REGUIRES INFQ THAT REOU
IRES CAR 70 BE HERE / CUSTOMER WAS DIRECTED TO READ THE LETTER / PARTS ARE ON
ORDER A5 DISCRIBED INM RECALL / CUSTOMER WILL BE CONTACTED WHEMN PARTS ARIVE

DUNER DELATIONS VOPJEBEMCHMARKING OU/11738 FAXCARTG




oa/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
B B ol Il Bl R ) Bl B Bl Sl S o o Bl B N Sl B e B R R N R AR Rl I YT RRTYT 1T ] 0
Fa51KH GRP: XXOT7 CONCERN COMNTALCT YEH TYPE: CAR

SEATTLE 74 ZN/TR: 41 CONTACT NBR: 107700542 DPENER: 10/30/1945
VIN: 12veT 20¢ 4 L ENGINE: C CLDSED: 11/21/1996

LAST MANE: STATUS: CLAOSED
TITLE: FIRST MAME: - MI:

ADDRESS: RIVE HE

CATY: m STATE: NA 2p:

HOME FHOME : BUS. PHINE: 206-351-0454

MDOEL YEAR: a0 MODEL: PRCEE

M1LEAGE ; 193000 wsh:

DEALER NAME: BILL PIERRE FDRD IN SALES £ORE: 174003 P& A: OBGOB
CAUSAL CODES: {21E 12RA SYMPTOMS 1 104 100

ORIGIN: &0 TRANS. DST/AGMN: T4 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT OATE: 11/14/1996
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESPh INFO: EXPIRES:

CPEN RECALL: OWNER NOTEIFIED: MICRDO :

COMMENTS ;

193610730

wrs THIS COMTACTY IS5 OPEMED DUE TO DPEN RECALL 9GS48, 95599 ws:»
wve MAVIS: ORIGINAL +%+

CUSTDMER SAYS;

= HA% THE RECALL NOTICE FOR THE SEATBELTS

- THE SEAT BELTS IM THE WEMICLE ARE NQW LOCKED LP AND STUCK IN THE MIDDLE OF
THE TRACK

- FEELS THE DEALER DOES NOT WAMT TO OO THE INTERIM WORK AND JUST WANTS TO WAIT
UNTIL THATY HAYE TO REPLACE IT

= ALSO HAS A COMCERM WITH THE HANDLE TD THE EMERGENCY BRAME 15 CRACKED, EBUT IT
STILL WORKZ

L J

PER CUSTOMER, DEALER 3SAYS:MIKE LIOM, SERVICE

~ WILL NMOT BE ABLE TO DC AMYTHING LWTIL DECEMAER

- OMCE THEY ARE LOCKED UP THEY ARE LDCKED um

[ ]

CUSTOMER SEEKS:

= REPAIR OF THE SEAT BELTS ACCORDING TOD THE RECALL

= T8 REPODRT THE CONCERN

-

CAC ADVISED:

=INFORMATION HAS BEEN DOCLMENTED AMD FORWARDED TO THE DEALERSHIP WITH & LOPY
TO THE REGIONAL OFFICE.

-REQUEST NS NANCY GORRICUST. REL MNGR) CONTACT THE CUSTDMER WITHIN 2 BUSINESS
DAYS

OWMNER RELATIONS VOP/BEMCHMARKING ©8711/980 FAXCARTG




asf11/88 MASTER DWMER HELATIONS SYSTEM II 14.21.02
=--I--l'l.l.:====.---I.====IIIII:I.=l:l:l:III-II:=::---il----::-z-'.-_--:===--..-=:=
S35 1KH GRP: XADT CONCERN COMTACT ¥YEH TYPE: CaR
SEATTLE T4 ZNATR: CONTACT MAR: 107700542 OPENED: 10/20/15%6
VIN: 1ZVWPT20CALE ENGIME: C CLOSEQ: t1/21/18586
==-F----.-====-.II--::-:.-'---=-‘=;=‘-----l=.=-.'-.I-.====-----------l"‘----:':
1996710/ 30

vex MAVIS: DRIGIMAL #v+

CUSTOMER SAYS:

~GALLS HACK

-CONTACTED DEALERSHIP

»

PER CUSTOMER. DEALER SAYS:

-WE BELIEVE WE WADE & MISTAKE IM NOT SERVICING THE VEHICLE. BRIMG THE VEHICLE
IN RIGHT AWAY

®

CUSTOMER SEEKS:

-T0 PROVIDE CAC WITH FOLLOW-UP INFORMATION

L

CAC ADVIEZED:

~ADDITIONAL INFORMATIDON HAS BEEN DOCUMENTED

1998/ 11714

FANTHIE 1S THE CLOSING COMMEMT

CUST IS STILL IN RENTAL CAR BUE TO MC PARTS FROM FORD OM SEAT BELT RECALL

OWMER RELATIONS VOP/BENCHMARKING DS/11/98 FAXCARTG



onft1/98 MASTER OWMER RELATIANS SYSTEM II 14.31.02
FEPFIEZ=———s=——-——-—Og=x=—-a-xEa—S b I EEENESExEdEFEFECEANEC-EN-F - -F-E-F=-E-E-ESF-F===F=@m=-n
2G00ER RP: XX03 COMCERN COMTACT VEH T¥RE: CAR

PHILADELPHIA 18 IN/TR: CONTACT WBR: 107701082 DFENED: 10/30/ 1396
VIN: 1 ZVPT2000LS EMGINE: C CLOSED: 1170771996

C—EXExNUEREAN EEFEEFEF=F=F=C@=========S=====F=T=I====== M======

LAST MNAME - BTATU

TITLE: FIRST H#HE‘-- MI;

ADORESS:

HOME PHOME : BUS. PHONE: T; BEEP

MOOEL YEAR: MODEL : PRORE

MELEAGE : TOODD Wah:

DEALER MAME: HOFFMAN FORD SALES SALES COOE: 1iB21% P& A: 1331
CAUSAL CADES: 1208 SYHP TOMS: 104100

OR1GIN: [{1] TRANS. DST/RONM: 18 TRANS. DATE:
SERVICE/SALES: | COANTACT DATE: ID.FEG.HEEE
ACK. CODE: ASSTST CODE: O AMARD AMWT: O SURYEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFQD; EXPIRES:

DFEN RECALL: DWNER MOTIFIFDO: MICRD:

COMMENTE ;

10587 10/530

we¢r WEHICLE 1HVOLVED IN ONMP 25B70 =ws

wis YEHICLE 1NVOLWED IN RECALL 95548, 06590 wav

wes MAVIS: SUBSEQUENT we+

CUSTOMER SAYS:

= TOOK WEHICLE TQ PASE SAFETY INSPECTIDN, WEHICLE DIO HWOT PASS BECALISE OF THE
SEAT HELT

- OM DAIVERS SIDE THE RETRACTOR IS LOCKED IN THE FOWARD POSITION

- CUSTOMER MEECS TD HAVE RECALL FERFORMED 50 VEHICLE WILL PASS SAFETY

INSPECT IOM

[ ]

PER CUSTOMER, OEALER SAYS:

- WILL NOT BE ABLE TO GEYT PARTS UNTIL OFCEMAER

- CAMNOT GET THE PARTS FROM FDRD

L

CLUSTOMER SEEKS:

- PARTS FDR THE RECALL TO BE PERFURMED

[ ]

CAC ADVISED:

*#0FEN RECALLS OPEM CONTACT %«

~-TNFHORMATICIN HAS BEEN DOCLMENTED AMO FORWARDED TO THE DEALER

-REDUEST MR. WOEM ZOUMAS (LUST REL MNGR) TD COMTACT THE CUSTOWER WITHIM 2
BUSINESS DAYS

1BBES10/31

#HFTHIS IS THE CLOSING COMMENT

CUSTOMERS VEHICLE WAS DIAGNISED 4 MONTHS AGO. CLUSYAMER WAS TOLD AT THAT TIME
HE HAD A LFAK AT THE COMDENSER. HE REFUSED REPATR. CUSTOMER 15 OUT OF WARRANT
¥ AND DOES NOT QUALIFY FOR AMY AMA. CUSTOMER whS EXPLAINED THAT ANY WORK WE
DID WILL BE WARRANTED FOR 13/12. CUSTOMER HAS NC ESF.

GWNER RELATIONS YOP/EENCHMARMING O8/11798 FAXCARTG




09s11/98 MASTER OWNER RELATIDONS SYSTEM 11 14. %1 ,02
----------=-====-.-.-II=-==l==..-l.’-:l::::-=-=-II.:t====I==llll-::::‘;...':i:t:w:.
16008E GRP- Xn03 CONCERW CONTACT

VYEH TYPE: CAR
PHILADELPHIA 18  ZN/TR: ONTACT NER: 07701082 OPENED: 10/30/ 1996
VIN: 1zuprzu-:m.aﬁ ENGINE: € CLOSED: 11707/ 1588
Idll.nl:--I.-ll--l---=B==I- - S CECEEEFNFEIci- S —EEEEE—N—
1996/ 10/21

FREVIOUS CLASIMNG COMMENTS BELING DN COMTACT i07700031. ACDED COMMENTS ARE AS
FOLLOWS. CONTACTED CUSTOMER AMD DISCUSSED PARTS SITUATION WITH HIM. OUR PARTS
MAMABER WILL TRY TD DBTAIN PARTS AS SDOM AS POSSIBLE 50 HIS RECALL CAN BE PER-
FORMED.

OWNER RELATIDWS VOP/BEMCHMARKING 08/ 11/98 FAXCARTG




LTARTL MASTER OWNER RELATIONS SYSTEM II 14.21.02
T-atazEatnAdsE RN RN A BEEEEEEAEREEAFI === FA===sacsicsda sz ialda iz IS NS NABAEEEEENFN S
t998RM GRP: Xx08 CONCERM CONTACT YEHA TYPE: CaR
CINCIMMATI 47 : NTACT NBR: 101676769 OPENED: 10/24/1596
¥IN: 12VET2 WAL EMGINE: U CLRSED: (1/04/+996

EIEEEEEEEEEN SRS EEEE AN AR EENFFEEEEEEEEEEFAFANFEEFEFEF

LAST MAME: _ STATUS.

TITLE: FIRST MNAM MI:

ADDRESS:

CITY: aSTATE: P:

HOME PHOME : BUS. PHANE:

MODEL YEAR: [T} MOOEL: PROAE

MILEAGE . Eo000 w50 :

DEALER MAME: MEL FARR FORD SALES CODE: 147019 P & A 02020
CALUSAL CODES: 1203 O208 SYMPTOMS: 104 100

QRIGIN: GO TRANS. DST/RGN: 47 TRANS, DATE:
SERVICESSALES: 1 CONTACT DATE: 10/24/1808
ACK. CHDE: ASSIST CDDE: W AWARD AMT: O SURVEY: ¥ (Y OR H)
BUILD DATE. CALIBRATLON:

ESP INFO: EXPIRES:

OPEN RECALL: OWHER WOTIFIED: MICRO:

COMMENTS :

19846/ 10/24

w#s THIS COMTACT IS DPEMED OUE TD OPEN BECALL 98548 »+«

wea MAVIE: CGRIGIMAL #e»

CUSTOMER SAYS:

-HAD AM APPDINTMEMT FOR S5EAT BELT REZALL YOODAY

-HE WAS PROMISED THAT VEHICLE WOULD BE READY TOOAY, BUT WOW WAS CALLED THAT [T
WOULD NOT BE READY UNTIL TOMMORAOW

"

PER CUSTOMEA, DEALER SAYS:

=VEHICLE WwWILL NOT BE READY UNTIL TOMMORROW

-

CUSTOMER SEEK::

-LOANER VEHICLE

*

CAC ADVLISED:

RE: LOAMER YEHICLE REQUEST

-~ |LDANERS ARE WOT A PROVISION OF THE WARRAMTY.

= CONTAGCT (SYG.MGR.) FOR CLARIFICATION OF THE DEALERSHIP“S POLICY OM
ALTERNATIVE TRANSPORTATION.

- RAY REQUIRE AN APPOINTMENT

RE: RECALL

~-INFORMATION HAS EEEN DOCUMENTED AND FORWARDED T THE DEALER

~REGQUEST M5. JENNY SOUTHARD (CUST REL MMGR) TO COMTACT THE CUSTOMER WITHIN 2
HBUSIHESS DAYS

W¥ATHIS IS THE CLOS1HG COMMENT

CUSTOMER CAME 1NTO SHOF FOR RECALL AND CWNER NOTIFICATION FROGRANS TQ BE OONE.
THE SEAT BELTS HAD TO BE ORDERED OVERENIGHT, THE CUSYIMER WAS UPSET THAT ME DID
MDT HAVE PARTS IM STOCK, THE CUSTOMER WILL RETURN TO HaVE PaRTS INSTALLED

OWMER RELATIONS VOP/BENCHMARKING &9/11/98 FALCARTG



o3f11/38 MASTER DWNER RELATIOMS SYSTEM LI f2.21.02
----:t====F-'-F-.---===¥='IIIl’l’:‘:F:l-T-'IIIIII:::!.:::::.;l..:.:h:-:----.....--_—r-
TUOERM GRP: Xx08 COMCERN CONTACT ¥YEH TYPE: CAR
CINCINNATI 47 INSTR DMTACT MWER: 10TBT&TED OFENED: 1024/ 1088
VIN: 1zw121uaLﬁ ENGINE: U CLOSED: 11/01/1998
FEUENEESNSSS -3 c= o WK E g L EELL Ll LI L e TS R P EEEE LT L T T 1Y [oF [y
1998/ 1p/35

CUSTOMER SAYS!
-~CUSTOMER RE1TERATES COMCEAN ABOUT VEHICLE NOT REINGZ READY AT AGREED UPON TIME

-

PER CUSTOMER. DEALER SAYS (SERVICE MANAGER]:

-10/2%/a8; PARTS ARE STILL HOT IN

~WILL CALL ZUSTOMER WHEN PART CDMES IN

L J

CUSTOMER SEEKS:

-TO DOCUMENT A COMPLAINT AGAINST THE DEALERSHIP'S SERVICE
E 3

CAC ADVISED:

=INFORMATION DOCUMENTED ANG FORWARDEDR TO DEALERSHIP

DWHER RELATIONS WOP/HEMCHMARKIMNG 09714788 FARCARTG




oaf11/08 MASTER OWWER RELATIONS SYSTEM 11 14.21.02
SO X IrCS NN ST ECEEEE s rmresrdarrrraadfa i dAEnig Sy S gUgFEFE EE g EgESrSCr IEEEEEE g
62748 GRF: XXOS CONCERN CONTACT ¥EH TYPE: CAR

CHICAGD 141 2MNSTR: QHTACT MOR: 107693431 OPENED: 10/30F 1896

VIN: 1ZWPT2 1UALE

EMBINE: U CLOSED- 1141271996

LAST NAME: STATUS: CLOSED
TITLE; rirst nauc: [ «:

ADDRESS :

CITY: STATE: |
HOME PHONE : BUS. PHONE: _p

WODEL YEAR: MDDEL :

MILEAGE SHO0 wiD:

DEALER NAME: CELOZZ! FORD, INC  SALES CODE: 141446 PE A DIRST
CAUSAL CODES: 1203 SYMPTOMS : 104100

DRIGIN: TRANS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/05/1996
ACK. COODE: ASSIST CODE: w  AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATIGN:

ESP 1NFO: EXPIRES:

OPEN RECALL: OWNER NOTLFIED: M1CRO:

COMMENTS :

1996/ 10/30

sex THIS CONTAST IS5 OFEMED DUE TR OPEN RECALL QESARSGESSD =3

wwe NAVIS: DRIGINAL #we

CUSTOMER SAYS:

= THE DRIVER SEAT BELT IS IN THE MIDOLE POSITION

- HEEDS THE VEHICLE REPAIRED FOR HER SAFTY

L]

PER CUSTOMER, DEALER EAYS:

- NOT UNTLIL CECEMHER 13

L]

CUSTOMER SEEKS:

= AS 500N AS POSIBLE BECALSE THE VEHICLE IS UNSAFE

L]

CAC ADVIEED:

=1INFORMATION HAS BEEN DOCUMENTED AMC FORWARDED TD THE DEALER

~REQUEST MS.DOMNA MWANDZIARA LUST REL MHGR TO CONTACT THE CUSTOMER WITHIMN 2
BUSINESS DAYE

«¢ IF IT IS5 TNOPPERAALE, PLEASE CALL BO0-325-5601 FOR TEMPERARY FARTS wus
#e+ THIS IS THE OEALER RECALL HOTLIME aws

19967 10,/31

swem VEHICLE INVOLVED IN RECALL 95548 ans

CLSTOMER SAYS:

= CALLING BACK: THE CEALERSHIP DIO KAOT REPAIR THE THE YEHICLE

= THE CUSTOMER Z=AT THERE FOR TW0 HOURS AND THE VEHICLE WAS MGT SERVICED
= THE YEHICLE'S SEAT 8ELT WAS WOT ADJUSTED AS THE RECALL LETTER STATES

L]
PER CUSTOMER. DEALER SAYS:

- PER DON THE FART HAS TO BE ORDERED, CALL BACK TOMORRDW
*

GCUSTOMER SEEKS:
= REPAIR OF THE VEHICLE

OWNER RELATIONS YOP/BEMCHMARKING OCB/T11/96 FAXCARTE




oaS11/9n . MASTER OWMER RELATIOMS SYSTEM 11 14.21.02
F..I-.----:::::'F..lll-t::::-=s-l-.-ln::::-:.l’l::-::::F.Illll::::.:l.llj:::::
GZ74JB GRP: ZXDA COMCERN CONTAET VEH TYPE: CAR
CHICAGD 41 IN/TR: TACT NHR: 1075934314 QFENED: 1043071098
VIN: IIUPTiiUSLEH ENGINE: L CLOSED: 1171271098
EELE AN XTEEEE S e EEEEE NS == - ==----.-t::::;:.....:-:-:....-:-:::1:......
006/ 10/ 31

= ADJUSTMENT OF THE SEAYT BELT UNTIL THE PART ARRIVES

¥

CAC ADVISED:

~INFORMATION HAS BEEN COCUMENTED AND FORWARDEDG TO THE DEALER
~REQUEST K5, DOMMA MANDZIIARA .CUST REL WMNGR TO CONTACT THE CUSTCGMER WITHIMN 2
BUSINEFSS DAYS

1996/ 11/04

wee MAYIS: DRIGIMAL *w+s

CUSTOMER SAYS:

- HAS MEDICAL CONDITION AND NEEDS CAR TO G0 TO RAOIATION THERARY
- NEEDS SEAT BELT REPAIRED |

Y

PER CLUSTOMER, DEALER SAYS:

= IS5 WAITIHG ON PART

[ 3

CUSTOMER SEEKS:

- REPAIRS TO VEHICLE

E ]

CAC ADVISED:

= CONTIMNUE WORKING WITH CUSTOMER RELATIONS MAMACER
100&/ 11705

FAXATHIS IS THE CLOSING CODMMEMT

PARTS OADER BY RECALL HGT LINE .

OWNER WELATIONS VOPFBENCHMARKING 03711708 FARCARTG




09711 /98 MAETER DUMER RELATIONWS SYSTEM 11 14.21.02
F-ETFIAF-S S-S roxrcdCocradcd St a ik diEnA s S e FENENFAE NI FF AN - AN AEFFEFEECEE-EFEF-ENTETD
S80IMG P XXO07T CONCERN CONTACT YEH TYPE: CAR

WASHINGTON 27 INSTR: A1 CONTACT WER: 1077034BE OPENED: 10/20/1956

VIN: 1ZVPT210ELS

ENGIME : U CLOSEDR: 11725719898

LAST MAME: STATUS: CLDSED
TITLE: FIRST mue:_ MI:

ADDRESS :

CITY: VIRGINIA BCH STATE: WA ZIP;

HOME PFHONME : BUS. PHONE:

MODEL YEAR: [=T] MODEL: PROBE

MILEAGE: 111000 wen

OEALER MAME: CAVALIER FORD SALES CDDE: 127091 P& A: 08833
CEUSAL CODES: 1218 1017 SYMPTOMS : 104 100

DRIGIN: a0 TRANS. DST/RGM: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 103171996
ACK. CODE: ASSIST CDDE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OWMER NOTIFIER: MICRO:

COMMENTS :

1996/ 10/ 30

#s3 THIS CONTACT [5 OPEMED DUE TO OFEM RECALL 98548 B SA583 wew

tus NAVIS: SUBRSECLENT wwx

CUSTOMER SAYS:

-WIFE CALLING MARY o0 CEALLING

-CLUSTOMER KNOW3 ABOUT RECALL [SEATBELTS)

-SEATRELT WAT WORKING NDW. WEEDS TO HAVE REPATRED TO PASS INSPECTIDON FOR
STATE

™

PER CUSTOMER., DEALER SAYS:

-WILL HAVE 7O WAIT TILL 12/9E

*
CUSTOMER SEEKS:
~RECALL TD BE PREFORMED "ASAP-
]
CAC ADVISELD:
=INFORMATIDON HAS BEEN DOCUMENTED AMD FORWARDED TD THE DEALER
-REQUESRT MR.KEWT KUSSMAUL  CLUST REL MMGR, 5YC MNGR TO CONTACT THE CLISTOMER
W]THIN 2 BUSINESS OA¥3
~PER RECALL LETTER:
I/ mESTRAINT S¥STEM DOEs NOT wORk mow (LOCKED uf)
IF YOUR VEHILLE’'S RESTRAINT SYSTEW IS5 INOPERATIVE AT THIS
TIME. {EELT DOES NOT TRAVEL FULLY FORWARD ALONG THE ROOF RATL THEM AN
ADJACENT DOOR 15 GPEMED DR FULLY REARWARD WHENW THE
DOOR IS CLOSED AMD THE IGNITIOM IS ON] CALL YOUR DEALER NOW.
ASK FOR A SERVICE DATE FOR RECALL 96548/86589 (LEFT/RI1GHT
SIDE).

DWHER RELATICNS VOP/RENCHMARKING 0911788 FAXCARTE




aa11/98 MASTER DWNER RELATIONS SYSTEM II 1€.31 .82
l=.=.'.IIIIIII::I:I:.IIII’.I:t==II---IlIlﬁ---lﬂiI'---l--ni===-=IFI..!.=’=.:.I-
DED2MA GRP. XXO7F CONMCERN CONTACT YEH TYPE: CAR
WASHINGTOM 27 INFTR: A1 DWTACT WER: 137703488 OPEMED: 10/39/ 1996
VIN; 1zwr:1uuuﬂ_ ENGINE: U CLOSED: 11/25/ (906
Hl - - EEEEENEXErN-—E-mEEN -

{BOE/ 4 1/01
[ ]

PER CUSTOMER. DEALER SAYS:

= NO CONTACT WITH THE DEALERSHIP A5 DF 11/1/0g
-

CUSTOMER SEEWS :
= CALLIMNG BACK BECAUSE SHE HAS AHD WO CONTACT WITH MPR. XKLSSMAUL IN REBARDS TO
THE SEAT BELT RECALL

= 15 CONCERMED BECAUSE SHE WEEDS TO GET HER &AR INSPECTED AND IT WILL NDT PASS
WITHOUT THE SEAT BELTS
"

CAC ADVISED:

= KEEP IN CONTACT WITH YGUR DEALERSHIP IN REGARDS TO WHEN THE PARTS WILL BE
AVALILABLE

1886/11/18

WWFTHIS IS THE CLOSING COMMENT

CUSTOMER HAD VEHICLE AT DEALER FOR REFAIRS. UMABLE TO REPLACE SEAT BELT TRACH

ASSEMELY DMIE TO PARTS LNAVAIL UNTIL 12/13/98

OWNER RELATIONS VDP/BENCHMARKING OO/7T1/9H FAXCARTG




097511798 MALSTER OWHER RELATIDHS SYiTEM 11 14.31.02

FEImEEEEARCErEadECE A TAd B IO EEEEIEEAACE AN EIECEEINCECERSECSECECmECEETmSECEXS

1598C0C GRP: XX03 LONCERN CONTACT YEH TYFE: CAR
WASHINRTON 27 ZH/TR:  Ad CDNTACT HBR: 107TE2310E OFEMED: i1/05/1996

VIN; 12vPT21UBLS EMGINE: U CLOSED: 11/2B/199E
clmdEmdsererx ol Epgdeuensinssseesisses s FEeE s T EEEE TSSO EEEKENENEX N X
LAST WAME: §TATUS: CLOSED
TITLE: IRST WAME: _ MI:

ADDRESS: PT &

CITY: STATE: ik 2Ip:

HOME PHOME : BUS. PHONE: _x

MOOEL YEAR: MOQEL :

M1LEAGE : 1C0000C WSO :

DEALFR MAME: CAVALIER FORD SALES CODE: 127051 F B A: Og633
CAUSAL CODES: 1042 A1 1203 SYTHMPTOMS . 108100

ORIGIM: GD TRAMNS. DST/FRGHN: a7 TRANS . DATE;
SERVICE/SALES: 1 COMTACT DATE: 11/18/1958
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ [¥ OR NI
BUILD DATE: CALIBRATION:

FS5P INFO: EXPIRES:

OPEN RECALL: OWNER WOTIFILED: MICRD:

CONMENTS :

1995/ 11/08

v+ VEHIDLE INVOLVED IM RECALL 9B54B B SE598 ~ws

#ev NAVIS: SUBSEQUENT +we

CUSTOMER SAYS:

= SEAT BELT IS5 STUCK NOW AND THERE 1% AW INSFECTIDN COMING UP

- CAR WON'T PASS THSPFECTION WITHOUT HAVIMG SEATEELT WORK DINE

L]

PER FUSTOMER. DEALER S5AYS:

- PARTS WILL MOT HE IN UNTIL 1% DECEMEER 1986, PER JENMIFER !N SERVICE
= CALL CALC FOR ASS{STANCE. PER JEWNIFER

.

CUSTOMER SEEKE:

- TO WWOW IF PARTS CAN BE DRTAINED ANY SOONER

- TD HAWE CONCERNS RESULVED WITH SEAT BELT RECALLS

L]

CAC ADVISEOD:

= INFORMATION HAS BEEN DOCUNENTED AND FDRWARQED TD THE DEALER

- REQUEST MR. KENT KUSSMAUL {CLST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIKESS DAYS
1995/ 11/06

wra MAVIS: SUBSEQUENT mus

vrv YEHICLE INVOLVED IN RECALL 9G654E & BESEY ew»

CUSTOMER SiY5:

~ SEAT BELT IS STUCK NOW AND THERE 135 At INSPECTION COMIHG U

- CAR WOW'T PASE INSPECTION WITHOUT HAVING SEATBELT WORK DOME

®

PER CUSTDMER. DEALER SAVYS:

« OBETAIMED 800 MUMBER FROM DEALER .

- PARTS WILL NDT BE 1N LUWTIL 18 DECEMEER 1985, PER JEWWIFER IN SERVICE

GALL CAC FOR ASSISYAMNCE, PER JEWMIFER
F

OWNER RELATIONS VOP/BENCHMARKING ©D9/11/98 FAXCARTE




oa/141/a8 MASTER OWNER RELATIONS SYSTEM II 14.21 .02
il=:==lrll’l:ll:====lIlI.lI::r.:::w.ll-l==::I--l----:-==--.--l----::::-rlll-l::n::-lt
250900 ARF: KXX0O% CONCERW CONTACT VEH TYFE: CAR
WASHINGTON i ZNSTR: M1 CONTACT MNER: 107723106 OPEMED: 1{1/06/1596
YIN: 1zw=12'.um.5- ENGINE: U CLOSED: 11/28/1406
FEENES - - - -EAENEESScha=-=mar II.IkI:::.III.I—l:-::--.Il-.--::-::l.il:::n:.
1996/ 11/06

CUSTOMER SEEKS:

- TO KNOQW IF PARTS CAN BE OBTAINED ANY SODNER

- TO HAVE CONCERNS RESOLVED WITH SEAT BELT RECALLS

L]

CAC ADV]SED:

* SUPPORT PREVIDUS CSR RECOMMENDATION AMD ACTION

=~ INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED 70 THE DEALER

- REQUEST MR. KEHT KUSSMALL (CUST REL MNGR} TO CONTACT THE CUSTOMER WITHIM
2 BUSINESS DAYS
198BS 11 21

FFITHISE IS5 THE TLODSING CDMMENT

VEHICLE WAS DIAGMNOSE WITH RECALL INSTRUCTIONS. DRIVER SIDE PASSIVE RESTRAINT I
NOPERATIVE AT THIS TIME. VEHICLE HAS FAILED VIRGINIA STATE INSPECTIOW CUE TDI T
HIS BELT BEING INACTIVE. DEALER HAS REPLACED TRACK ASSN WITH OUT OF STOCK

AS A REPAIR TO PASS INSPECTIDN SFPECTAL DRDER PARTS HAVWE BEEN ORDERED Ta SOLVE
COMCERN AS PER RECALL INSTRUCTIONS.

ONMER RELATIUNS WOP/BENCHMARK [MNG 29/ 11798 FAACARTG




oaf11 /98 MASTER OWMER RELATIONS SYSTEM IT 1d . 21 Op
EAEEEREFRFAF-F - ECEESFS-F-=SSSCSS S-S SRS ==-c=Snxsdox=-c-mc-oBc-lc-cc-ocx-oom=a=c-d@-m=-rcdc-d-mE—®
7731TR GRP: XX04 INFORMAT IOM CONTACT YEH TYPE: CAR

NEW YOEK CONTACT MBR: 107723747 CPEMED:. 11/05/1996
YVIM. ENGIME: & CLOSED: 11/05 1995
—ECSE=E==F=g = [ I R RES LTI FERERERJRRERRERA T RS FE1IFE RN ] H] |
LAST MHAME: STATUS: CLOSED
TITLE: FIRST MAME: - ML

ADDRESS:

FOME B - _"

HOME PHOME: BUS. PHONE:

MDDEL YEAR: qac MODEL ;

MILEAGE: 108494 wWs0:

OEALER NAME: DOITSCHMAM/FLEMINMGTD SALES CODE: 113480 A 2DE4A0
CausaL CODES: 1203 1001 SYMPTONS: 104100

ORIGIM: &a TRANS. DST/RGMN: TRANS. DATE:
SEAVICZESSALES: 1 CONTACT DATE:

ACK. CODE: AESIST CODE: AWARD AMT: O SURVEY¥: (¥ OR N}
BUILD DATE' CALTARATION:

ESPF IHFO: EXFLRES -

COPEN RECALL: DUMER MOTIFIED: M1CRD!

COMMENTS !

180811705

rax WEHICLE INVOLVED [N RECALL 296548 AND 96599 se=

wra WNAVIS: ORIGINAL *+=

CUSTOMER 3AYS:

-1300# FRCM CGIRECTORY ASSISTAMWCE

-TOOK CAR IM TO HAVE RECALL PERFORMED ON 11/3/98

=THEY MADE AN APPOIMTMENT WITHOUT HAVING THE RARTS AVATLABLE

"

FER CUSTOMER, DEALER SAYS:

-DM 14f4 PER SERVICE ADVISOR, THE PAATS TQ PERFORM THE SEAT BELT RECALL WiLL
HDT BE IN UNWTIL DECEMEER

-

CUSTOMER SEEKS:

-LODGE COMPLATNT

.

CAC ADVISED:

-COMPLAINT HAS BEEN DDCUMENTED

~“CONTIMNUE TO S5TAY M TOUCH WITH DARRIMN WATTERS/SERYICE MGR. FOR MORE PARTS
INFORMAT 10K

DWNER RELATIDNS VOP/BENCHMARKIMNG O8/11/88 FARCARTG




oa/f11/ak MASTER DWWER RELATIONS SYSTEM 11l 14.21.02
e kEREEE AN TR I ErF =SS === msCSxmass e mS s FT AN RS EE A A CE S TESECE KD -
A5 38GH GRP: XaDd COMCERN CONTACT VEH TYPE: CAR
DALLAS 52 INSTR: A2 CONTACT WBR: 127751567 OPFENED: 11511719298
YINM: 1ZVPT21LTL ENGINE: U CLOSED: 1172171926

LAST MAME : STATUS: CLOSED
TITLE: IRST NAME: MI:

ACDRESS : 1

HOME PHONE : h BUS. PHONE: _p

MODEL YEAR : MODEL :

MILEAGE: 140000 wsD:

DEALER NAME: WESTWAY FORD SALES CODE: 152013 P& A: 02586
CAUSAL COOES: 1204 1209 SYMPTDMS ! 104 100

aRIGIN: a0 TRANS. DST/RGN: 62 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1171271228
ACK. CODE: ASSIST CODE: W AMARD AMT: O SURVE¥: ¥ (¥ OR N)
BUILD DATE: GALIBRATION:

ESP INFO: EXPIRES:

NPEN RETALL : DWNER NOTIFILED: WICRAO:

COMMENTS :

1986711711

wwvs WEHICLE JTHWOLVED IM RECALL W4ED4 =ww

wev VEHICLE INVDLVED IN RECALL 95548 **x

wee MAVIS: SUBSEQUENT wws

CUSTOMER SAYS:

RECEIVED RECALL MOTICE FOR SEATBELTS

- RIGHT SIDE SEAT HELT {MOPERABLE

- TORK CAR TD DEALER TO GET REPAIRED

- DEALER S5AID PARTS MWEEDED TO BE ORDERED AND THAT THEY WOULD CONTACT CUSTOMER
WHEN THEY CaAME 1IN

- DEALERSHIF CALLED STATING THAT PARTS WERE IN AMD TO BRING TN THE VEHICLE FOR
REPAIR

- WHEN THE CAR WAS TAKEW TM FOR REPFAIR THE DEALER SAID THAT THEY DIDN'T HAY E
THE PARTS

-
PER CUSTOMER, DEALER SAYS:

- PARTS NEEDED TD BF DRDERED TO PERFORM RECALL
- CALLED CUSTOMER WHEN PARTS CAME IN

.
CUSTOMER SEEKS!
- TO RECALL FERFOMED IN A& TIMELY MAMMER

»

CAC ADVWISED:

~INFORMATION HAS BEEN DOCUMENTED AME FORWARDED TH THE DEALER

~REQUESY ME.WIKE MCCOMNMALGHEY CLISTOMER RELATIONS MAMAGERTO CONTACT THE
CUSTOMER WITHIN 2 HUSIMESS DAYS

- ADVISED TD GET RECALL 94ES4 ALSO TAKEN CARE OF

OWWER RELATIONS VOPFAENCHMARKING Q5/11/SB FALCARTG




as/ii/88

MASTER OWMER RELATIONS SYSTEM 11 14 21,82
IHI:::=====FIIIIl:I:::::I!;III.I:::::FI.IlI:III:::==I=I=I-----::::------:-:::::-:..
AL3HAR BRP: Xix04 CONCERN CONTACT VEH TYPE: CAR
DALLAS 92 ZNSTR: A2 CONTACT MEBR: 107751667 OPENED: 1171171896
VIN: 1.Z'I|I'PT21I.I'IL- ENGINE: U CLOSED: 15/21/1995
LR LLLLELEEEEEET T 1T TES LLEEEE] B L LELE LR Ll L L L R T T -
1986/ 11/14

#M¥FTHIS IS5 THE CLOSING COMMENT
SERVICE MANAGER APOLDGIZ2ED FOR INCOWVENIEMEE, HOWEYER THE SEAT BELT TRACK
MWEEDED FOR REFAIR IS CURRENTLY A BACK ORDER ITEM...WE ANTICIPATE GETTING

THE PART WITHIN THE HEXT WEEK...WwILL CONTAET CUSTOMER WHEN PART ARRIVES AND
WILL ARRANGE TO HAVE IN INSTALLED 1M 1 BUSIMESS DAY. ..

DOWMNER RELATIONS VOPR/BEMEHMARKIMG 00711788 FAACARTG




od9/11/50 MASTER DWMER RELATIDNS SYSTEM II 14.21 .02
--iII-'II====:-Ill:===:r.ll....8====::tllI¥====SII--I======Hlll======IIIIII'II=====:---
995 {iKH GRP: Xxp7 CONCERMW COMTAET VEH TYPE: CAR

S0R 10 INFTR: 1 CONTACT MER: 107761831 DPEMEfD: 11713713886
YIN: 1ZVPT200SLY EMGLHE: C CLOSED: 141/321/1986
FEEx===xEEE0N ==:--IIII-====-iIIIF-=====I----':=====::---ll
LAST NAME: 5TATUS: CLOSED
TITLE: FIRST M&ME: _ MI:

ADDRESS:

CITY: aLN £ STATE: P:

MODEL YEAR: o0 MOREL : FROBE

MILEAGE: ABOHEG WEn:
DEALER MAME: NEWPORT FORD LINCOL SALER CODE : 174420 F B A: D2TAE
CALISAL CODES: 1202 STYMPTDMS 104 100
ORLGIN: GO TRANS. DAT/RGH: 74 TRAMS. DATE:
SERVICE/SALES: 1 EONTAET DATE: 1171471998
ACK. CODOE: AS5I5T COUE: R AWARD AMT: O SURVEY: ¥ (¥ DR M)
BUILO DATE: CALIERATION:

ESF INFO: EXPIRES:
OPEN RECALL: DWMER WOTIFIED: MICRO:
COMMENTS:

1928f11/13

«ww THIS CONTACT IS DPENED DUE TO DPEN RECALL 2ES48, 96592 +m-

wew WAVIS: DRIGINAL +++

CUSTOMER SAYS:

= BOTH FRONT SCATHELTS ARE INDFERATIVE

- HAS CONTACTED THE DEALER ANO THEY CHECKED IT OUT

- WAS TOLDP THAT THEY wWouLD CRDER PARTS FOR THE REPAIR MEEDED

¥
PER CUSTCMER, DEALER SAYS:NO MAME PROVIODED
- WILL ORDER PARTS FOR REPAIR

- DEALER I5 HASKLOGGED FOR ORDERING PARTS, MOT SURE WHEM PARTS WILL B8E
AVATILBLE

- THEY SHOULD BE IN SOON

')

CUSTOMER SEEKS:

- REPALR OF THE VEHWILCE

- WANTS REPALR TAKEM CARE OF BEFORE IT QETS 1CEY

L3

caC ADVISED:

- INFORMAT ION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

~REQUEST MR. DALE MALKER[CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1995711714

XARTHIS L5 THE CLOSING COMMENT

PaRTS HAVE HEEM DM DRDER SINCE 2500T9&, PERSOM ON ORDER DESK waS TOLD THESE BE
LT5 WERE IMDPERATIVE. FORD MEEDS TC HELEASE AELTS S0 WE CAN FIX THIS YEHICLE.
YH1S COWCERM WILL BE RESDLVYED AS SO0OM AS WE RECEIVE BELTS.

OWNER RELATI10ONS WOP/BENCHMARKING 093/11/88 FaxXCARTG




oae/11/28 MASTER OWMER RELATIONS SYSTEM Il 14.21.02
:----n.-------::..-------..-------:=========-llllllllI#================-IIIIII
S02 1EL GRP: XXDH CONCERN CONTACT VEH TYPE: CAR

SDR 10 ZNFTA: DHTACT WNER: 107762159 OPEMED: 11/13/1986

VIN: 12vPT21UTLS ENGINE: U CLOSED: 04/17/19587
EEE M AEmEEECE NN - rNERAEEEEEEEERFF === oo ddASE AN EEEEEEEE
LAST MAME: STATUS: &LOZED
TITLE: FIRST MAME: _ MI:

ADORESS :

EITY: STATE: : -
HOME PHONE - BUS% . PHOHE:
MOTEL YEAR: MODEL :

MLLEAGE: 67000 WSD:

DEALER WAME: W 5 HINKLEY & SONS SALES CODE: 113532 P A A: 20648
CAUSAL CORES: 1208 SYMPTOMS: 104 100

ORIGIN: GO TRANS. OST/RGM: 12 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0470971997
ACK. CODE: A55IST COOE: F AWARD AMT: O SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP 1NFO: EXPIRES:

OPEN RECALL: OWMER MOTIFLED: MlCRO:

COMMENTS :

1996/11/43
#w»e THIS CONTALT 15 OPENED OUE TO DFEH RECALL 96598 w4
ver NAWIS: SUBSEQUENT wew

cJ MER SAYS:
- MOTHER) CALLING FOR 50N
- RECAL ROMT DRIVER SIDE RESTRAINT SYSTEM) HAS BEEN PERFORMED

FRENT PASSENGER SIRE RESTRAINT SYSTEM STILL WEEDS TD BEE PERFURMKED

-

FER CUSTCMER, DEALER SAYS:
- HAS NOT BEEN CONTACTED RECENTLY

-

CUSTOMER SEEKS:

~ RECALL IMFORMATION

L]

CAC ADYISED:

RE: RECALL INFORMATION

-INFORMATION HaAS BEEM DOCUMENTED AMWD FORWARDEDR TD THE DEALER
~REQUEST MR. WINFIELD HINKLEY [CUST AEL MWGR] TO CONTAGCT THE CUSTOMER WITHIHN
2 BUSINEZS DAYS

- RECALL LETTER IS WOT NEEDED TO HAVE RECALL PERFDRMED

- PARTS MAY NOT BE AVATLABLE UNTIL DECEMBER 15, 1996

QUNER RELATIONS VOP/BENCHMARKIMNG 09711798 FAXCARTG

L e e




oaf11/28 MASTER DWNER RELATIONS SYSTEM II 14.21.04

--.---g::;:::-----.‘-.---:-------..-------:::-::==-lII'I'IIIllIIII:::::iIIIIIIII
aog1EL GRF: KXDE COMCERM CONTACT VEA TYPE: CaR

SDR 18 INFTR: CONTACT MER: 107762100  DPENMED: 11/13/1G86

VIN: 1ZVPT21UILS ENGINE: u CLOSED: $4/17/1947

A A x w EE T NS REEED===—Tam=—ramdBEAAREEFE====m===al
1957401702

#wu MILEARE UMAVAILABLE *=*=*

wad MAVIS: SURSEQUENT **=*

CUSTOMER SAYS:

= CUSTOMERS MOTHER IS CALLING

RECALL WAS PERFORMED OW OME SIRE OF THE VEHICLE

PARTS FOR THE DTHER SINF WERE DUE AT .-THE DEALER DN 12/16/9E

I CALLED DEALER AND THEY S&IC THEY HAVE NOT RECEIVED THE PARTS YET

THIS WaS 4 DAYS AGD

- MY SON GODES BACK TO SCHODL IN ? WEEKS AND THE REPAIR MUST BE MADE EEFORE HE
RETURNS
-

PER CUSTOMER, CDEALER SAYS:
- WwE HAVE NOT RECEIVED PARATS AMD WE DID PUT & RUSH DROER ONM THE PARTS

E ]
CUSTOMER SEEKS:
= PARTS FOR THE RECALL
L J
CAC ADVISED:
- WE 04O HOY HAVE PARTS INFORMATION
* COMNTACTED DEALER IM REGARDS TO FART AMD 3PDKE WITH ED HIMKLEY
- END OF DECEMBER OF JAWUARY EEFDRE WE GET THE PARTS
19a7/01 /13
CSM COMMEMTS
=PER ED HINKLEY, SALES MANAGER, THE PARTS ARE STILL DN BACK-DRDER: WILL
CONTINUE TH FOLLOW-LIR 'MW ORTAINING THE PARTS
198 T/04 /1D
F¥¥THIS 15 THE CLOSING COMMENWT
v C5M (MROGOWS1) COMMENTS =@
- CONTACTED ED HIMMLEY 4/9/a7
« RECALL PART #FT22-S1610044-8 15 CURRENTLY IH PARTS DEROT INVENTORY
- BEALER SHOULD SUBMIT A ORDER FOR THE PART
- CONTACT CSM FOR ADDITIDNAL ASSISTAMCE, IF MECESSARY

OWNER RELATIDNS VOP/HENCHMARKING 03/11/98 FAXCARTG




08/11/98 MASTER OWNER RELATIDNS SYSTEM II 14.21.03

—EEEEES=———asmmaEsscsazmmdESEaE====3EN EE===—c=ZZEEEFEF====4d&0 Er=s==coxEEEES====udEEEEF==
A515.MC GRF: CI CONCERMN CONTACT YEH TYPE: CAR
PHILARELPHIA 16 ZN/TR ONTACT MNER: 107762635 DFENED: 114/13/123E

VIN: 1zuPT2maLH EMGINE: € CLOSEDR: 1271171936
e ==I-----.--=---..---=== - I EEEEE-C-oXEREEEERE=-== cxmEREFEFEr—_omdidEEEEE=C= ==

LAST NAME: STATUS: CLOSED
TITLE: 1RST NMIE:- MI:

ADDRESS:

CITY: STATE: 1p:
e vove: [ =, oo

MODEL YEAR: MOOEL :

MILEAGE: Te000 Wsh:

DEALER MAME: GCILEOY FORD/MERCURY SALES CODE: 116215 P& A: Di4a3
CAUSAL CDDES: 1203 SYMPTOMS : 104100

CRIAIN: an TAANS. OST/AGN: 1B TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/1471996
ACK, CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIGRATIDN:

ESP L[MNFD: EXPIRES:

OFEN RECALL: OwMER MOTIFIED: MICRO:

COMMENTS :

12986/11/13

+~% THIS COMTACT IS5 OPENED DUE TO OPEW RECALL 96599 =»»*

suv THIS CONTACT IS DPEMED DUE TD OPEN RECALL 96548 ===

waw MAVIS; SUBSEQUENT sw»

CUSTOMER SAYS:

- 14/12/98 TOOK VEHICLE TO DEALERSHIP AT HAM THIS WORNING

- THE SEATHELT ON DRIVERSIODE I% NOT WORKING

.

PER CLUSTOMER,. DEALER SAYS:

- PER SERVICE DEFARTMENT WE WILL HAVE TO ORDER THE PARTS AND THEW REPAIRS

wILL BE DOME ON ¥ERICLE

- IT WOULD BE & COUPLE OF DAYS TD GET PARTS 1IN

.

CUSTOMER SEEKS:

- WHY SHOULD wE DRIVE AROLUND WITHOUT A DRIVERSIDE SEATRBELT THAT IS AGAINST THE
LW

- TD0 HAWE TH1S SEATHELT FlXED RIGHT AWAY

»

CAC ADVISED:

- INFORMATION HAS BEEN NOCUMENTED AND FORWARDED TO THE DEALEFR

- REQUEST CUSTOMER RELATIONS MAMAGER RORERT GILSON TO CONTACT THE CUSTOMER

MITHIN 2 BUSIMNESS DAYS

1996711714

CUSTOMER ADMITS THAT HE WAS USING AUTO FOR SEVRAL MONTHS WITH SEAT RELT INOP.

NOW THAT FORD 1% PAYING IT 15 A& SAFTY CONCERN. WILL INSTALL PARTS WHEM AVALAPR

LE. WO VENDOR STOCK AT TH1S TIME,

1898/ 12/04

ANFTHIS IS5 THE CLOSING COMMENT

PARTS RECEIVED AMD RECALL PERFORMED.

OWKER RELATIONS VOP/ERENCHMARKING 09711798 FAXDARTG




ass 11798 MASTER OWWER RELATIONS SYSTEM !I 14.21._03
IS S ST E IR SN IR AE NS ESESES AR FFM S el sl eSS ISR S S CEEEEEI TICEEEEEEEE NN
SA5IMM GRP: XXOT CONGCERN CONTACT YEH TYPE: CAR
BOSTOMN 11 ZNSTR: & CONTACT NEBR: 107767266 OPENER: 11/14/1995
V1N 17 EMGINE: C CLOSED: 12704 /1995
ckfFE=xxxxEi= AN NN PRSI F F Feasasnd e s rAEEEEEE I XEEEEEX RN
LAST MAME: STATUS:
TITLE: FIRST MAME: - Ml
ADDRESS:
CITY: STATE: H
HOME PHONE : m HUS. PHOME: _
MODEL YEmR: MODEL:
MILEAGE: SB000 WsD:
DEALER MAME: STOMEHAM MOTOR cO I SALES CODE: 111050 P& A: OBDS4
CALSAL CODES: t203 SYMPTOMS; 104100
DRIGIN: &0 TRANS. DSTARGN:. 11 TRANS . DATE:
SERVICE/SALES: 1 CONTACT RATE: 1172671996
ACK.. CDDE: ASSIST CODE: R AWAAD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:
ESP INFO: EXPIRES:
OPFEM RECALL : OWNER NOYIFIED: WICRO:
COMMENTS :

1996511714

*ce YEHICLE INVOLVED IN RECALL SBSHE #+%

=#¢ YEHIGLE IMVDLVED IN RECALL SESAR #%+

#et MAVIS: ORIGINAL #=+»

CUSTOMER SAYS:

- RECEIVED RECALL FOR SAFETY RESTRAINTS

- DROPPEQ THE VEHICLE GF TH1S MORWING

GOT IT BACK SEAT BELTS ARE STILL NWOT WRKIKG

YEHICLE 15 STILL HAVING FROBLEM
LETTER IMRICATED TD RETURN AFTER DEC.

L

PER CUSTOMER, DEALER SAYS:

- PERFODRMED RECALL

= HAVE TO RETURN AFTER DEC.

"

CUSTOMER SEEKS:

- I5% THIS DI1AGNDS!S CORRECT

[

CAC AQVISED:

= YEHIGLE 15 INVOLYED IN THIS RECALL

- DOEALER 'S IN THE BEST POSITION Ta PROVICE

- FORD SUPPORTS THE DIAGMOS!S OF THE DEALER

AAA

1298/ 11727

WEITHIS 1% THE CLOSIHG COMMENT

PARTS MOT AVALIBLE UNTIL AFTER DEC.1&8TH. U
R. MELKDNIAN

19, 1996

OWNER RELATIONS vOP/BENCHMARKING DH/11/98

1996 FOR NEW PARTS

TECHMICAL ASSISTANCE.
SHI1P

STOMER CAN SCHEDULE AFTER THAT DATE

FAXCARTG




A/ 11/88 MASTER OWMER RELATIONEZ SYSTEM I] 14.21.02
HalEEEEEEEEESEEFNEEE T =B FF=EED - gQE==FP I lE- I Lo oS-SS ==E=E=mEm=m=mE========
3391KF ARP: xx12 CONCERN CONTACT VEH TYPE: CAR
DLLLAS 52 INJTR: N3 CONTACT WEBR: 107767269 OPENEDR: 11/14/1386
YIN: 1ZVPTIOCTL EMGIHE: C CLOSED: 11/22/1%86

LAST MAME: TATUS: CLOSED
TITLE: FIRST WAME: :

ADDRESS;

CITY: ENLD STATE: LH

HOME PHONE ; F BUS. PHONE:

MODEL YEAR: MODEL : FROBE

MILEAGE: TEDO0 WsD:

DEALER MAME: STEVENS FORD SALES CODE: 152675 P A A OCGBES
CAUSAL CODES: 10RA S¥YMPTOMS ! 104 100

ORIGIN: GO TRANS. DST/RGM: 52 TRAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 11/45/1696
ALK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ (¥ DR N}
BUILD DATE: CALTIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: : OWMER NOTLFI1ED: MIcrO:

COMMEMNT 5 :

12947 11/ 14

wws 41 DAYS OUT OF ESERVICE *w+

wea» YEHICLE INVOLVED IN RECALL S8548B, 96589 w44

wwa NAVIS: ORIGIMAL swy

EUSTOMER SAYS:

=THEY RECELVED A RECALL MOTICE OW THE SAFTEY HARNESS ON THE YEHICLE

=YEHICLE WAS BROUGHT TO THE LEALERSHIP WITH AN APPOINTHMENT, BUT THE BEALERSHIP
DID NOT HAVE THE PART AVAILABLE

-DEALERSHIP wILL WAT GIVE THE CaAR HACK, HOWEVER THEY D10 OFFER A RENTAL BUT
THE CUSTOMER HAD TO PAY THE INSURAMCE DN IT

~CUSTOMER EWDED UP GIVIMG BACK THE RENTAL BECAUSE OF THE COST OF THE INSURANCE
-OVERTIME IT ADDS UFP

- CUSTOMER IS A MUASIMG STUDENT AMD MWEEDS & YEHICLE

L J
PER CUSTOMER, DEALER SAYS-

=THEY 0O WOT HAVE THE FARYTS AMD WILL NDT RELEASE THE YEHICLE BECAUSE IT IS
LNSAFE
™

CUSTOMER SFEKS:

~PARTS MEEDED TO HAVE THE RECALL PERFORMED ANMD TO QLT THE VEHICLE BACK
~CUSTOMER UNGERSTANDS DEALERSHIP IS HAVING TROUELE OHTAINING PARTS, WwOULD
THERE BE AMY WAY THAT THEY WOULD BE WILLING TO PAY THE INSURAMCE OM THE

OWHWER RELATIONS vOP/HEMCHMAAKING 09711798 FAXCARTG




08711 /96 MASTER OWMER RELATIONS 5YSTEM TT1 14.21.02
AN P EEEEEEEE NN X EXE === —===——===-=c-c==—=——kssdi A iEEEEAEESESNA I SENAEEEEEEEEEEEEEEEEEEER
J31KF GRP: XX12 COMCERN CONTACT ¥EH TYFE: CAR

DALLAS L IN/TR: OMTACT MNER: 107787268 OPEMED: 11f14/71998
YIN: IZHPTENTLH EMNGIME; C CLOSED: 1172271996
ESEEEEAEEEEEEEE SR EEEEEENENR FSSSS=S=S==SSS oSS Ss oo soasoThAdadEckEREEAESERERER

1926/ 11/ 14

RENTAL?Z

-

CAC ADVISED:

=« REGARDING DEALERSHIF PAYING FOR THE RENTAL INSURAMWCE:

-~ DEALERSHIPS ARE 1MOEFEMDENTLY OWNED AND OPERATED

- CDNTACT JAMER F D035, CUSTOMER RELATICNS WANAGER FOR FLRTHER EXPLAMATIOM.
+4 REGARDING THE COMCERN:

~INFORMATION HAS BEEH DDCUMENTED AND FORWARPRER TO THE DEALERSHIP WITH A COPY
TO THE REGIOMAL DFFICE.

-REQUEST MR. JAMES F. DOS5E, CUST, REL HMNGR, CDNTACT THE CUSTOHMER WITHIN 2
BUSIMESS DAYS

MECHANQIZER HAS STATED THESE TWr PARTS wILL BE TO DEALER BY 11/21/96
FO2Z-B16100-454 AND FO2EZ-G1E10D-44A

1098/11/15

FRETHIS a COMMENT
I CALLED AND EXPLAINED THAT DUE Ta THE RECALL FORD MOTOR CO 15 wWiIL
LING TO PAY H ENTAL EUT DOES DOT SUPPLY REWNTAL COVERAGE. THE CUSTOMER I

§ SHORT A VEH!CLE BUT ACCORDING TO CAC THE PARTS SHOULD ARRIVE BY 11-22-9G
CUSTOMER Ok AT THIS TIME. OON HOLAMW SERY MNGR..

DWYNER RELATIONS VOP/HEMCHMARKING Q5711798 FAXCARTG

L s




gs/11/98 BMASTER OWHER RELATIONS SYSTEM 11 14_21.02

====!llll===:=-IlllB====-lllII=====-IllIl:=====-lll========ill.':::::::----ti-
as04MR GRP: XX1& CONCERM CONTACT vEH TY¥PE: CAR
CINCIMNMATI 47 IN/TR: A1 CONTACT NHR: 1077ET718  QPEMEDR: 11/14/1996

YiN: {ZVRT20CEL ENGIMNE: © CLOSED: 11/22/1996
=S EEEREZI==-=1 —===!IIIIIE====--!Il...ﬂ:::illlll-======:llllll::::::----ill
LAST NAME: STATUS: CLOSED
TITLE: rirsT vave I -

ADDRESS:

CITY: EDGEWOND STATE: 21p: -
HOME Prione: N BUS. RHONE: _

MODEL YEAR: : [} MBDEL : FROBE

WILEAGE: 1 wsD:

DEALER NAME: AIRPORT FORD SALES CODE: 147011 P& A. Q1983
CAUSAL CODES: 41200 SYMPTOMS: 1041060

ORLGIN: GO TRANS, LDST/RGN: 4T TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/15/1988
ACK. CODDE: ASSIST CODE: W AVARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: OWHMER MOTIF1ED: MICRD:

COMMEMNT % ©

1898 11/14

<x% THIS COHTACT IS OPEMED DUE TO OPEM RECALL 96548, 96592 w»»v
war MAVNIS: ORIGINAL #+=

wes MILEAGE UNAVAILRBLE w#e¢

CUSTOMER SA¥S:

- THE SEAT BELT IS BROKEM AMC SHE IS AFRAID THAT THEY WILL GET A TICKET FOR
THIS

- THE DEALER 5ADID THE FART IS NDT AWAILABLE UNTIL DECEMBER 15TH
L

PER CUSTOMER, DEALER SAYS:

- PART 15 HMOT AVAILARLE UNTIL DECEMBER {18TH

.
CUSTOMER SEEKS:
= TO HAVE A TEMPORARY FIX ON THE SEAT BELT TRALT

Y

Cal ADVISED:

-INFORMATION HAS BEEN DACUMENTED AMD FORWARDED TO THE DEALER

-REQUEST MR. THOMAS ERIMKER (CUST REL MMEGR/ Swi MHNCA] TO EDWTACT THE CUSTDMER
WITHIM 2 BUSIMESS OAYS

199&/11/15

#HITHIS 15 THE CLOSING COMMENT

CONTACTED MRS, WANNING THIS LATE ADVISED HER THAT AS S00M AS PARTS ARE AVABLE .S

HE ADVISED ME THAT SHE WILLMOT EE USING THE VEC DO TO ILLWESS AND T CAN CALL W
HEN PARTS ARRIVE.

OwWNER RELATIDNS WOP/BENCHMARKIMG D3711/98 FAXCARTE

e




oaf11728 MASTER DWHER RELATIONS SYSTEM 11 14.21.02
EEEF oSN F A - ENEE NN EREEE LN NN AN s b AN AradEr R - X - - =Sr - CSCCSE=--"EESCANEEXTCLEN
T4B1RL GRF: Xx13 CONCERN CONTACT ¥EH TYPE:. CAR

54N FRAM 71 ZNSTR: CONTACT MEBR: 107780520 OPENED: 11/1B/1998

ViN: 1ZYPT20LELS ENGINE: C CLOSED: 12S11/129E
L L L EL DL ] ELLEESES LLEFELLLLRRNRNRRRRRLEEESEE DIy
LAST MAME: STATUSS

TITLE: FIRST NAME: _ :

AODRESS:

NI
cITY: LD% ALTOS STATE: Ip:
HGME PHOME : _ BUS. PHONME:

MIDEL YEAR ! MODEL :

M1LEALE : FEO0 WeD:

DEALER MAME: SUNNYVALEFQRQD SALES CODE: 172033 P A A: Q7d34
CAUSAL CDDES: 4102 41204 SYMPTOMS : 104100

DRIGIN: GO TRAWS. OST/RGN: T2 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/20/1988
ACK. CODDE: ASSIST EODE: B AMWARD ANT: O SURVEY: 7 {¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFOD: EXPIRES:

OPEN RECALL: UMNER NOTIFIED: WICRO:

COMMENTS:

129€6/11/18

¢ THIS COMTACT TS5 QPENED DUE TO OPEN RECALL 85548 AND 45 was

wew MNAVLS: ORIGIMAL wes

CUSTOMER SAY%:

- RECIEVED LETTER FDOR RECALL DM SEATBELTS QN THE YEHICLE

CUSTOMER SET UP AN APPOINTMEMT

DEALERSHIP WANTED TO KEEP THE YEHICLE THERE UNTIL THE PARTS GOT IM
CUSTOMER ASKMED FOR THE PARTS TO BE ORDERED AMD THEN HAVYE THE REPAIR DOMNE
DEALERSHIP HAS NOT cCALLED RACK--2 WEEKS AGO (11-5-44]

- 1 1 r

PER CLUSTOMER, DEALER SAYS:

= HAS WNOT CALLED BACK

*

GCUSTOMER SEEKS:

= REPAIR OF THE WYEHICLE UWDER THE YWARRANTY

*

CAG ADVISED:

RE: RECALL

-INFORMATION HAS E@EEN ODCUMEWTED AND FORWARDEDR TO THE DEALER
~RECUIEST MR. QEGRGE BERILE {CUST REL MMNGR] TO CONTACT THE GUSTOMER WITHIM 2
HUSINESS DAYS

1996/11/20

KANTHIS 15 THE CLOSTNG COMMENT

PARTS ARRIVED 41-20-86 NOTIFIED CUSTOMER ON 11-20-98 TD MAKE AW AFPFDINTMENT
TO PERFOAM RECALLS

CWNER RELATIONS YOP/BENCHMARKING Q9/11/58 FAKCARTG




oaf11/9E MASTER OWWER RELATIONS SYSTERt I} t4.21+.42
S ELAESAN IS r MR =T3-S CE=EF=ECANNEEEN-id-X- - m-I- S-S C:oCFr-EF-EPAEESENEsN=—x
T4R1RL GRP. Xx13% CONCERN COMTACT VEH TYPE: CAR

SAN FRAN T2 IN/TR; CONTACT WNBR: 107780320  DFENED: 1171871958
VIN: 1I¥PTEDCEL“ ENGINE: € CLOSED: 1271471996
L L L ELERLEELELEES St Al s - Ed Sl el s s - e —EEFEI NI NSNS AC A= === ECEEE
1a99&/11/21

ww+ THIS CONTACT TI5 OPENED DUE TQ OPEM RECALL 58548 wres

=¥% THIS COWTACT IS DPENEOD DUE TO OFPEN RECALL RESSE wr»

ws NAVIS: SUBSEQUENT wrs

CLUSTQMER SAYS:

= DEALERSHIP CALLED ME YESTERDAY AMD TOLD ME TO MAKE AN APPOINTMENT
= THE QRIVER SEAT BELT IS5 STUCK IN THE MIDDLE

= THE PASSEMGER SIDE MOTOR HAS BEEN DISCOMMECTED

-

FER CUSTOMER, DEALER SAYS:

- MO CONTACT

[

CLISTDMER SEEKS:

~ TD GET YEHICLE REPAIRED

5

CAC ADVISED:

=INFORMATION HAS BEEW DOCUMENTED anND FORWARDER 10 THE DEALER
-REQUEST MR. GEDRGE BERILE [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BLUSIHNESS DAYS

EUSTOMER RECONMTACTED THE CAC AND INDICATES THERE 15 WO RESDLUTION
PLEASE DD NOT CLOSE CONCERMN CONTACTS UNTIL THE SITUATION HAS BEEN RESOLYED
FLEASE FPROVIDE THE FOLLOWIMNG IN THE CLOSING COMMENTS

“ TYPE OF RERAIR

= WHAT WAS THE FIMAL RESCLUTION DF THE CDMNCERN?

THANK YOU

+885/7 12704

FERTHIS IS THE CLOSIMNG COMMENT

CAR IKW SHOP 12-4-1988 TO HAVE RECALLS 96548 ANR 85599 PEAFORMED.

OWNER RELATIDNS VOP/EENCHMARKING OQBFYI/98 FAKCARTG




o9f11/88 MASTER OWMER RELATIONS SYSTEM !I 14.21.02
IIIIIIE=====IIIIII==!==IIIII===--lIl===--I-ll=====-lIl..-----...---:=.aﬂlll==[
4G530M GRR: XX17 CONCERN COWTACT YEH TYPE: CAR
FITTSEURGH L] INFTR: A4 CONTACT MBR: 107793234 DPEMED: 11/20/19%88
YIN: 1ZVPTI0OCIL EMGINE: C CLOSED: 0170641987
SR rRFIANMEERELERE__ ——IIIIll::tl".l-l.:==--I.l.----------:::-----:
LAST MAME: STATUS:

TITLE: FIRST NAME: - MI:

ADDRESS:

CITY: STATE: PA :

HOME PHONE : BUS. PHONE: H

MDDEL YEAR: WODEL :

MILEAGE: TG WiD:

DEALER WAME: LAUREL FORD S4LES CODE: 144814 P B A: O7881
CAUSAL CDDES: 1204 3004 SYNPTOMS : 104 100

ORIGIN: Go TRAHS. OST/RGN: 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: o1/0271997
ACK. CDOE: ASSIST CODE: W AWARD ANT: O SURVEY: T (¥ OR N)
BUILD DATE: CALIBRATION;

ESP INFO: EXPIRES:

QFEM RECALL: OWNER HDTIFIED: MICRO:

COMMENTS ;

1996/ 11 /40

**=x VEHICLE JHVODLVED TM RECALL DES4H AND DESGE ¢ta

#er NAVIS: OR[GINAL *«-

CUSTOMER SAYS:

- SEAT BELT QN THE VEHICLE WOULD WOT RETRACT

= THE MOTDR ONM THE SEAT BELT 1% NOT wORK AT ALL

- SEAT BELT LIGHT IS oOw

-

PER CUSTOMER, DEALER SAYS:

- DEALER TOLD THE CUSTOMER THAT THE PART WOULD NOT BE AVAILABLE UNTIL
12=-15-06

L]

CLUSTOMER SEEKS:

= WANTS TO KNOW HOW TO GET ThE PART SO00NER FRO REPAIRS

= CUSTOMER IS AFRAID TO DRIVE THE VEWICLE

L3

CAC ADYISED:

= INFORMATION HAS BEEN OOCUMENTED AND FORWARDED TO THE OEALER
~ REQUEST MR, NIKE COTHEN CUST REL MNGA TO CONTACT THE CUSTOMER WITHIN @2
HUSINESS DAYS

1998/ 12 /02

CLUSTOMER ShYS:

= CALLING BACK TO SEE WHY THE DEALERSHIP DID NOT CALL HER BACK
= HAS AN APPAINTMENT OM 12/17 TO FIX THE VEHICLE

L}

FER CUSTOMER, DEALER SAYS:

- NO CONTACT

&+

CUSTOMER SEEKS:

= TO GET THE WORK DONE AS 500N A5 POSSIALE

OwWNER RELATIONS VOR/BENCHMARKING 03/11/98 FAACARTR




oe/11/98 MASTER OWHER RELATIONS SYSTEM [I 14.21,02
FENNEFE=n ==I=I.'.l.tl:::;:llIl.l.::=lFIII-I::l:::.l:lil=l====IIﬂ.---::----.---:=="=l
AOBI0M GRP: AX17 CONCERN CONTAGT VEH TYPE: CAR
PITTSEBURGH 44 IN/TR: COMTACT MHR: 107783234  OPENED: 14/230/ 1995
VIN: 12¥PT20CIL ENGINE:. ¢ CLOSED: O1/D6/ 1907
“TEum l.":ﬂ:::l:.“‘:’::F EL 13 FARNE] 1 1] ﬂl=‘===-l--l-:----l--l-=-= F=Eum
1996/ 12/02

CAC AOYISED:

- CONTINUE TD WORK WITH THE BDEALERSHIF TO ADDRESS THE CONCERN
1897 /04 /02

ARETHIS IS THE CLOSING COMMEMT

CLOSED DUE T NEW CONTACT OPENED SEE CONTACT 107933791
1997/01/06

THIS CONTACT HAS BEEN CAMCELLEQR
OUPLICATE COMTACT

OWNER RELATIOMWS VOPR/BEMCHMARKING 08511798 FAACARTG




oR/14/98 MASTER OWNER RELATIOMS TSY¥STEM IIX 14.21.02
AR AR AR I AR AN AN NN AN C AR anAE=cERNC o RS MS
98 EDEP GRR: XKi3 CONCERHM CONTACT YEH TYFPE: CAR
CINCINMATI 47 ZN/TR: E1 CONTACT NBR: 107817122 OPENED: 11/27/19%E

VIN: 12¥VPT20C1L

LAST MAME -

ENGINE: C CLOSED: 1270671928

mEdSE-cxiNoof-c=c-c -SSR =E=EFr=--EE==EEFF==H
STATUS:
TITLE:

FIRST WAME: - MI:
ADDRES4:

CITY: STATE:
HOME PHUONME: EUS. PHONE:
MODEL YEAR;: MODEL : PROBE

MILEAGE: TA000 wsh:

DEALER WAME: MOUNTAIN FORD INC SALES CODE: 147485 P& A: QMXB
CAUSAL CODES: 1203 1004 SYMPTOMS : 104100

DRIGIN: L {] TRANS. DST/RGN: 47 TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE: 11/27/199%
ACK. CODE: ASSIST CODE: W AWARD AMT: D SURVEY: ¥ (¥ QR N)
BUILD DATE: CALIERATION:

ESP INFO- EXPIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO!

COMMEMTES :

1996711727

wée WEHICLE INVOLWED IN RECALL BBES4EH **=*x

way YEHICLE INYDOLVED IM RECALL Z2B854H s*x=x

*es NAVIS: SLUASEQUENT #wsw

CUSTOMER SAYS:

=HAS A 1991 PRAOBE AND IS5 INVOLVED IN & RECALL
-

PER CLUSTOMER, DEALER SAYS:

~DEALERSHIF WON-T AAYE THE PART UNTIL FEBRUARY
L]

CUSTOMER SEEKS:

-WANTS IT REFAIRED SODMER

L]

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

=REQUEST MR. ALFX COMBS (SWC MNAR) TO CONTACT THE CUSTOMER WITHIM 2 BUSINESS
DAYS

1994/11/29

F¥F¥THIS IS THE CLOSING COMMENT

CLUSTCMER HAC COMTACTED OTHER DEALERS AND RECIEVED INFOD AHOUT RECALL. MT FORD
SET APPOINTMENT FDR DEC 23RD AT CUSTOMERS REGLUEST TOD WAKE REPAIRS

OWNER RELATIONS YOP/BENCHMARKING ©09/11/08 FANCARTE




o9/11/98 MASTER OWMMER RELATIONS SYSTEM [T 14.21.02

====:-=l-.-.----=II.-.I---.-:::::::..’.:t::::-.-l:’.::::::ll:’::::‘;..‘l:::::‘,—_

985CaP GRP: XX13 CONCERN CONTACT YEH TYPE: CaR

CINCINNATI 47  2N/TR: CONTACT NBR: 107817120 OPENED: {1/27/1986
VIN: 1zumec1Lﬁ ENCINE: C CLOSED: 12706/ 1998
1987 /06/25

wma NAVIS: SUBSEQUENT 4=

CUSTOMER SAYS:

-1 CALLED tHE DEALER 3 WEEKS AGO ABOUT MY SEAT BELTS

-AND THE ORDER FGR THE PART WAS FLACED MONTHS AGD WHEN WILL M¢ SEATBELT PART
BE READY¥7

L 3

PER CUSTOMER, DEALER SAYS:

=3 WEEKS AGD [1T45 STILL OM BACK ORDER]
E ]

CUSTOMER SEEKS:

-NEW SEATEELT

L

CAL ADVISED:

~FER NATHAM IN THE SERVICE DEPARTMENT THE PART CAME TW OVER THE WEEKEND AND
IiF M5. BAWKS COMES IN TOMORROW WE CAN PUT  THAT IN

ONMER RELATIONS VOP/HENCHMARK ING 09/ 11/50 FAXCARTG




oa/11/98 MASTER OWNER RELATIONS SYSTEM 11 14,21.02
:;:::========-tl.lll-llIII---IBI:=:===================t!IIIII’III-I-I---IIII-II-
0a53MM GRP: XX07 INFORMATION CONTACT VEH TYPE: CAR
PITTSBURGH 44 ZNSTR: B4 COMTACT MBR: 107B4E196 OPENED: 12/05/1996
VIM: 12vPT21UgL EMEINE: U CLDSED: 120571996
EmEE=-c=—=—=--=xzaracsdESSSEEER S-S =S =rxkikmEEI I REAEEEEEEEEARESEESEW
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS:

CITY: ELYRIA STATE: H

HOME PHONE : _ BUS. PHOME -

MODEL YEAR: MODEL : PROBE

MILEAGE : 62000 wsSE

DEALER MAME: JOHN M LANCE FORD I SALES CODE: 144121 P B A: 02284
CaUSAL CORES: 1204 SYMPTONS: 104 100

ORIGIH: an TRANS. DAT/RGN: TRANS. DATE:
SERVICEFSALES: 1 CONTACT DATE:

ACK, CODE: ASSIST CODE: ANARD AMT: O SURVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESPF 1NFO: EXPIRES:

DFEM RECALL: - OWHER NDTIFIED: MICRO:

COMMENTS:

1896/12/0%

w+v MAVIS: DRIGIMAL #ws

CUSTOMER ZSA¥S:

- REGEIVED A RECGALL LETTER OM THE SAFETY SELTS

- THE DRIVER SEAT BELT IS5 EROKEM, AMD THE PASSENGER SEAT HELT CATCHES

~ CUSTOWMER UNHAPPY THEY HAVE TOD MWAKE DIFFERENT TRIPS TO DEALER FOR EACH SEAT
BELT

»

PER CUSTOMER. DEALER SAY5S:

- HAS QRDERED PART FOR THE BROKEN SEAT EBELT

- CAM OMLY PARY FOR THE BROUKEM FART

WHEN RECALL PART COMES IN wWILL RECOMTACT CUSTOMER

*

CUSTOMER SEEKS:

- TO HAVE ALL REPATIRS MADE AT ONE TIME
.

Cac ADV]ISED:

- BEALER I5 IN THE BEST POSITION TO PROVIDE TECHMICAL ASSISTAWCE.
- FORD SUPFDRTS THE DIAGMOSIS OF THE DEALERSHIF

OWNER RELATIONS VDPFEENCHMARKING 09/711/98 FAXCARTE
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ouf1i/28 MAGTER OwMER RELATIONS SYSTEM 11 14,321 .02
A ———mnAREEEFEI==—c-—=——xadEEEEEF-=====-c-xabhANEEFF === c-zaEmEmEmmAYINEEEEEC==s3ssas & é
20010M ERE: £1 COMCERN COMTACT YEH TYPE: CaR
CHICAGD 41 INSTR: NTACT NER: {1G7&7654A8 DPEMED: 1271251986
YIM: ENMGIME: L CLOSER: D1715/1997
EeEE=—=—=xxnkE ccc—wmmaesdABREEEmEssc=—crxrcscdbdEFAEETXrEXTI=—===S
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME : MI:

ADDRESS:
CITY: ETATE: IP: -
HOME PHOME : BUS. PHONE:
MODEL YEAR: MODEL. ; PROBE
MILEAGE: EADDO wWs0:

DEALER MAME: CURRIE MDTORS LINC- SALES CRDE: 342384 F & A: 10637
CAUSAL CODES: 1208 1103 SYMPTOMS - 104100
ORIAIN: Go TRAMS. OST/RGN: 42 TRANS. DATE:
EERVICESSALES: 1 . CONTACT DATE: 0170871987
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {¥ OR M)
HUILD DATE: CALIBRATIDON:

ESP [NFQ: EXPIRES:
OPEM RECALL: DWHER NOTIFIED: MICRO:
COMMENTS :

1988712/ 12

sus THIS COMTACT IS OFENED DUE TO DPEN RECALL 9654HAND WE5QQ »-=

CLUSTOMER RAYS:

-HE ST!LL HAS WIT HAD THE SEaT BELTS REPLACED

~COMT IMUES TO GET TICKETED BY FOLICE
-
PER CUSTOMER, DEALER SAYS:MARY IN SERVICE

-THEY WILL DROER THE PART, WILL PROVIDE A REMTAL
-

CUSTOMER SEEKS:
=-YEHICLE REPAIRED

L]

CAC ADVISED:

-INFORMATION HAS HEEN DOCUMENTED AND FORWARDED TO THE DEALER

-FEQUEST MR [CUST REL WMNGR/ SVC MMNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS- CUSTOMER'S VEHLOLE IS INVOLVED IW RECALL 96548 8 06599

1906/ 12727

ven THIS CONTACT 15 OPENED DUE TO OPEN RECALL 96S48AND D533 =+«
CLSTOMER SAYS:

-HE STILL HAS NDT HAD THE SEAT BELTS REPLACED

-CONTIMUES TO GET TICKETED 8% POLICE

[ ]

PER CUSTOMER,. DEALER EAYS:
~-PARTS FOR SEATAELT SHOULD EE IN BY 13/15/98

-

CUSTOMER SEEKS:

DWNER RELATIONS VOP/BENCHMARKING D8f11/98 FANCARTG
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oS 11/98 MASTER OWMER RELATIONS SYSTEM [1 14.321.02
IIIllIIII-Ill====--------'--.-:.------‘..-------====.::-.-.-::::--------::::.'
2001DM GRF; CI CONMCERN CONTACT YEH TYPE: CaAR
CHICAGD 41 ZMNSTA: OHNTACT WNBR: 10TATLTaR OPENED: 1371271886
VIN: 1ZVPT22L6L ENGINE: L CLOSED: D1/15/1997
===ilIII::II.I.IIIII::::------."H..Il-------....'.----===------ll-====-...----==
1998712727

~RESDLUTION TO CONCERN

-
Cal ADVISED:

~INFORMATION HAS HEEN DOCUMENTED AM0 FORWARCED TO THE DEALER

-REQUEST MR. CARL PALERMO {CUST REL MNGR]) TO COMTAET THE CUSTOMER WITHIN 2

BUSINESS DAYS- CUSTOMER®S VEHICLE I5 IMVOLVED IN RECALL 96548 & SE535%
1927/04/08

F¥W¥THIS [5 THE CLOSING COMMENT
THE DEALERSHIP SUCCESSFULLY REPLACED THE S5EAT BELTS ON THE VEHICLE.

OWHNER RELATIONS VOR/BEWCHMARKING 0S/11/98 FAXCARTC




0af11 /98 MASTER OWhER RELATIONG SYSTEM 11 14.21.032
===---------:---bI-I====-IIIlﬂ::::lt.II¥====$IIB=======HIIE======I.IIF======II
4538CR GRP: KXO4 CONGERN CONTALT VEH TYPE: CAR

PHILADELPHIA 16 IN/TR: E1 CONTACT MER: 107882174 OPENED: 12/13/1996

VIN: 1ZVPT21ULLS

LAST NAME:

EMGINE: U CLOSED: 12730/199&

——xSANWEC=-—-xmANNFEECC-raadENENC=SS=-aaANERR===
TITLE:

STATUS:
IRST MAME: - MI;

ADDRESS :

CITY: STATE: 21

HOME PHONE : “ BUS. PHOME: _

MODEL YEAR: WODEL : PROBE

MLLEAGE: 1 WD

DEALER MAME: HOFFMAN FORD SALES S4LES CODE: 116225 F A A: D1331
CALUSAL CODES: 1203 SYMPTOMS « 104 100

ORIGIM: GD TRANS. DOST/RGN: 1B TRANS. DATE:
SERVLCE/SALES: 1 CONTACT DATE: 12723719296
ACK . CDDE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ [¥ OR NI
BUILD DATE: CaLIBRATION:

ESP LNFO: EXPLRES:

OPENM RECALL: . OWHER NOTIFIED: MICRO:

COMMENTS :

1996/12/13

anm MILEAGE UNLYAILAMBLE *=*+

was THI% CONTACT IS DPENED DME TOD OPEW RECALL 9G59H *ee

*w«% THI5 CONTACT IS OPEHED DUE TO OPEN RECALL BES4H wuw

wew MNAYVIS: SUBSEQUENT =+

CUSTDMER SAYS:

- RECEIVED LETTER FOR SEaT BELTS IN OCTOBER

- WAS PULLED OVER AWD GOT A TICKET FDR NOT WEARIMNG SEAT BELT

= SEATHELTS ARE CURRENTLY LOQCKED UP

')

PER CUSTOMER, DEALER SAYS.

- DON'T HAYE THE PARTS- WILL HAVE TO CALL BACK IN DECEMBER

r

CUSTOMER SEEKS:

- 10 HAVE SEATHBELT RECALL PERFORMED

[ ]

CaC ARVISED:

~INFORMATION HAS REEN DDCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR ,NORM ZOUMAS [(CULST REL MRGREY TD CONTACT THE CUSTOMER WITHIN 2
BUS IMESE DAYS-
10964 12/17

CUSTOMER WAS TOLD THAT WHEM PARTS BECOME AVAILABLE WE WILL RESERVE THEM FOR
HIM. WE WILL ©aLL HIM AS SDON &5 ME RECEIVE THE PARTS. CUSTOMER WAS TALKED
TO ON THREE DCCASSIONS. OWCE WHEW HE CALLEQD IH TO THOUIRE aBOUT HIS RECALL,
OME PAIDA TD HIS CALL TO THE CAC AND ONCE WHEN I CALLED HIMm AFTER THE CAC OPEN
ED UP AN DOPEN CONTACT. IT WAS NIGE THAT THE CAC OPEWED UF THIS CONTAET BECALISE
OF AN OPEW RECALL OM THE CUSTOMERS VEHICLE, IT WAS REALLY HELPFUL TO ME AND
ACCORDING TO THE CUSTOMER IT REALLY HELPED HIN RESOLYE HIS PROBLEM.

DWNER RELATIDNS VOP/BENCHMARKING ©OS5/11798 FARCARTG




02/11/88 MASTER OWMER RELATIONS S¥STEM 11 14.21.02
=IIIIII:I:-::::;:.'----II=l====-=.ll----:-==|==.—----ln.i:===|:l=I..Iﬂ.:l::::.{:.'ll:!
4538GH GRF: Xx0d CONCERN CONTACT VEH T¥PE: CAR
PHILACELPHIA 16 ZN/TR: 1 COMTACT NBR: 10TAEZ174 OPEMED: 12/13/19695
VIN: 1zvpm1u:|._ ENGINE: U CLOSED: 12/30/1996
T CEFrEEEEAEARCA-C--—m-EEN FEFRRL N c o RN SR CEENEEETM- - EEEEEENI N
1996/ 12/ 19

CUSTOMER WAS CALL¥D AMD TOLD THE FART FOR THE DRIVERS SIDF WAS IN STOCK, HE

REQUESTED 4N APPOINTMENT FOR MON 53 DEC TO HAVE THE RECALL DONE ON THE ORIVERS
SIDE,

1006/ 18,23

FAETHIS IS THE CLOSING COMMENT

CUSTOMER wWAS CONTACTED TO HAVE PART INSTALLED FOR HI5S RECALL. THE CUSTOMER
CALLED AND CANCELLED HIS ARFOINTHMENT, CUSTOMER INSISTS THAT IT IS5 OUR FAULT
THAT HE RECEIVED TWD TICKETS FOR MOT WEARING HIS SEAT BELTS. PARTE, ACCDRDING
TD THE FMC RECALL WERE NOT AVAILABLE UNTIL AFTER 1272151298, & CALL TO THE
TCOLL FREE MUMHER TNDLCATED THAT THE PARTS WERE 0N BACK DORDER. CUSTOMER TOLD
OLR SERVICE ADVISOR THAT ME DID MOT TRY TO GET HIS PARTS, CUSTOMER INOTCATED
THAT BECAUSE THIS IS5 A WARRANTY REPAIR WE DO NOT WANT TD OO THE JOB .

DWhER RELATIONS VOP/HENCHMARKING 09/11/98 FAXCARTS




oaf11/9a MASTER DwWWER RELATIONMS SYSTEM Il 1421 02
--‘l.=======I-lllllllI=I========l"--lI-II'I===========S!IIIIIIIIF1‘==========II
1158EK GRP: Xxp4 CONCERN CONTALCT VEH TYPE: CAR
PHILADELPHIA 16 ZN/TR: COMTACT NBR: 108D186%5 OPENED: O1/24/1297
YIM: 1ZYPTIIUILE ENGINE: U CLOSED: D2/05/1997
mESEIEEESFEE==—=———xmumadhIiEEEN —-—asEABREEEEEEENF=-S S-S SRS ImEamssildadEEEEE
LAST MHAME: STaTUS: CLOSED
TITLE: IRST MAME: MI -

ADDRESE:

CITY: TATE: PA 2P

Hove erone : [ HUS. PHOWE: I

MODEL YEAR: a5y MODEL : FROBE

MILEAGE : a0000 wsh:

DEALER NAME: HOFFMAW FORD SALES SALES CODE: 118235 P& A: O1351
CALISAL CODES: 12403 SYMPTONS: 104100

ORIGIN: &0 TRANS. DAT/RGM: 18 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: O1/29/71997
ACK. CODE: ASSIST CODE: M AWARD AMT: O SURVEY: ¥ (¥ DR NJ
BUILD DATE: CALIBRATION:

ESF TNFO! EXFIRES:

OPEM RECALL: OwWMER MNOTIFIED: MICAO:

COMMENTS »

189T/01 /24

wer NAVIS: SUBSEQUENT v+

«wx THIS COWTACT IS OPENED OUE TQ OPEM RECALL 95593 +ws

www THIS CONTACT IS QFPEMED DUE TO OFEN RECALL BG6G4E r++

CUSTOMER SLYS:

- 300D & FROM NOT KNOWM

HAS A LETTER FOR A RECALL

THE DEALERSHIP DUESH'T HAYE ANYTHIMG DCOwWN FAOM SEFORE ON THE RECORDS
HAS AN APPOINTMENT FOR MEXT WEOS. MORNING

THE DEALERSHIP HAS LOST ALL THE RECORDS FROM THE PREVIOUS CONTALT

"
PER CUSTOMER, DEALER SAYS:
- THE PARTS HAVE TD BE DRDERED

»
CLISTOMER SEEKS:
- WANTS THE RECALL PERFORMED

.

CAC ADVISED:

REGARNIMNG THE RECALL

-INFORMATION HAS BEEN DRCUMENTED AWD FORWARDED TO THE DEALER

~REQUEST MA. MORM ZOUMAS {CUST REL MMGR) TO CONTACT THE CUSTOMER WITHIW 2
BRUSINESS DAYS

OWNER RELATIONS vOP/BENCHMARKING Da/11/48 FAXCARTA

R




08/11/98 MASTER OWMER RELATIONS SYSTEM II 14.21_02
e ame N N o B B TR R R R R A o B
1168EK  GRP: XX0OS  CONCERN GCONTACT VEH TYPE: CaR
PHILADELPHIA 18 ZN/TR: CONTACT WBR: 108018668 OPEMER: O1/24/1007
VIN: 1zUPthu:L“ ENGINE : U CLOSED: 02/05/1997
1987/01/27

THIS CUSTOMER HAS ALREADY BEEM CONTACTED. LAST COMTACT wAS 1/34f1986. THIS C
THIS CUSTOMER HAD AN APPOINTMENT AND DIDNNT SHOW THIS WAS PREVIOUSLY RECQO

ADED IN MARS II. THIS PEASDON IS UMREASONARLE, ARROGANT, AHD HEEPS TRYING TO

BLAME US FDR BEIMG STOFPED EY THE PFOLICE FOR NOT WEARING HIS 3EAT HELT, THIS

PERSDON HAS WEVER EEEM HERE EEFORE DID WOT BUY HIS WEMICLE HERE AMO IT 15 CLEAR

LY APPAREMNT WE CAMN NOT EITHER WORK WITH HIM OR SATISFY HIM IN ANY WAY. HE DRI

GINALLY ACCUSED OF OF NOT TRYING TD GET HIS PART BHECAUSE IT waAf WARRAMTY aAMD H

E SAID WE DO MOT LIKE TO OO WARRANTY BECALSE WE GET PATD LE5SS FROM FORD amb wE

HAVE TO WAIT FOR OUR WOMEY. I TOLD HIM THIS IS MNOT TRUE. ! TOLD HIM THERE IS N

O WAY WE CAN SATISFY HIM AND THAT HE SHOULD TAKE 1T TO AMNGTHER LOCAL DEALER.

wuw THIS CONTACT IS ORFEMED DUE TO OPEN RECALL SE588 v+

wme THIS COMTACT IS5 OPENEDR OUE TO OPEN RECALL S98S4B v«

*%+e HAVIE; SUBSEQLIEMT #=#=*

CUSTOMER SAYS:

- I MEVER RECEIVED AN AFPOINTMENT FROM HOFFMAM FORD

= I HAVE MEVER BEEN HOSTILE WITH THIS MAN

I HAVE RECEIVED TWO WARNING TICKETS FROM THE FOLICE

I HAVE RECEIVED OME TIGKET FROM THE POLICE

THE DISTRICT JJGE TOLD ME "I HAVE THE DBRILGATTION TO GET THE CAR REPAIRED®

RECEIVED A CALL FROM HOFFMAN FORD TODAY

- SOMEONME SHOULD calLlL ME AMD GIVE ME SOME KIMD OF REASSURBMCE THAT THIS

SITUATION WILL BE RESOLVED

- T REPRESENTATIVE CAN CALL HE TO OISCLUSS MY CONCERNS

MIS HIS HOME TELEPHOME MUMHER BEFORD 8:35 AM 1/2B/9T

-

PER CUSTOMER, DEALER JAYS:

- WHY DOW’T YOU TAKE vOUR CAR SOMEWHERE ELSE

- WE WILL HAYE A& DISTRICT REPRESENTATIVE COMING IMN TOWORROW

- WE DON'T KNOW WHO IT IS OR WHERE THEY ARE COMING FROM

-

CUSTOMER SEEKS:

- INMFORM FORD DF THE CURRENT STATUS OF THE RECALL CONCERM
+

CAC ADYISED:
- INFORMATIDN HAS BEEM UCCUMENTED AMD FORMARDED TO THE DEALER

- REOUEST WR, MORM ZDUMAS {(CUST REL MHGR) TO CONTACT THE CUSTOMER WITHIH 2
BUSINESS DAYS

= OBC TO MR. NORM ZOUMAS
- CLSTOMER HAS NEVER BEEN TO THE DEALERSHIF TO HAVE ESERVICE
- NORM EXPLAINEC THE SITUATIONW WITH THIS CUSTOMER AMD [NDICATED THAT THEY ARE

COIMG EVERYTHING THEY CAN TD AID IN DEALING WITH THIS SITUATION.
- CAC SUPPORTS DEALERSHIF DATA,

A CALL WAS MADE TO MR ROM DEBNMAM OUR FORD CSM TO TRY AND COMTACT THE CUSTAMER
FOR ASSISTAMCE. CUuSTOMER SAID HE IS TOD BUSy TO MEET WITH HIM PERSOMALLY.

DWHER RELATIDNS VOF/BEMCHMARK1WG OB/11/98 FAXCARTG

o




oa/ 11 /98 MASTER OWNMER RELATIONS SYSTEM II 14_21.032
oL - S BT - I - —HEHF I EF I EEECEEE I CTEEEEEEEFEEEEEE RS EEAEENE=-SrCcrSNE--rr - =—Tr--=—=-========rC
1198EK GRF: XXx03 CONCERN CONTACT VEH TYPE: CAR
PHILADELPHIA 18 INFTR: E1 COMTAET MWER: 10&Q1BG5R OFEMED: U1 /24F1887
VIN: 1va1=1uan ENGINE: U CLOSED; D2705/ 1997
A - CmE-C IS gECgEE=— — AT __EFEEE FEEEAEETEEE:SESN--E—-———F¥—————=—=—==x===@m
1897701729

SM CALLET MMM OM 1/28/97 AND TALKED TO HIM ABOUT HES CONCERN.
SKED FOR AN APPOINTMENT FOR 090G 1/29/87. WE WILL DIAGNDSE HIS CON

CERNS AT THAT TIME AND WE WAS TOLD WE WOULD CRDER WHAT WAS MECESSARY IN DRDER
Ta BATISFY ThHE RECALL BN HI% 80 PROBF.

% THE CLOSING COMMENT
GAME IH FDR HIS APPOINTMENT TO HAVE THE VEHICLE D1ASMOSED 1M ACCORDAN
THE RECALL IWSTRUCTIONS PROVIDED HY FORD. WE IDENTIFIED THE PARTS

WEEDED. AFTER DALLING THE 800D NUMBER WE WERE IMFORMEN THaAT THE PARTS WILL PROB
ABLY TAKE R WEEKS BEFORE THE PARTS WILL BE RECEIVED. OUR FOED C5M WENT OVER
THE PARTS ORDERING PROCEDUAE WITH THE GCUSTDMER. ALSD THE P4 LAW CONCERMNIMNG
PROPER WEAR OF SEAT BELTS WAS DISCUSSED WITH THE CUSTOMER. IN RECAP THE DRIVE
R WOULD HAVE TO BE CITED FOR A PRIMARY DFFENSE PRIOR TO ANY CITATIONS BEING
WRITYEN.

1987 /02708

WHSTHIS 15 THE CLOSING COMUENT

0K

OWNER RELATIONS YOP/BENCHMARKIWG O9/11/88 FAXCARTG




pa/i1/9a MASTER OWNER RELATIONS SYSTEM 11 14.21.02
ACSrcrasEmsssssmen ARl FEENE I I EAEEEEECE IS CS===S=======z========cliakANJdJENIREREER
dTI1GM GRFP: Xx12 INFORMATION CONTALT VEH TYPE: CAR

SOR 10 IN/TR: COMTACT NRE: 107BR479% OPENED: 12/16/1996
VI, 1Z¥PT22L3ALS ENGINE: L CLOSED: 12/16/1995
T T ST T RETE 110 LT FT T NTIITFI O R RN R Ly L LR L] ]
LAST MNAME: - GTATUE .

TITLE: FIRST NAME: W :

ADDRESS :

CITY: HARITDN STATE: IR:

HOME PHCNE : _ BUS. PHONE: h

MODEL YEAR: MODEL:

MI| EAGE: 1 Wib:

DEALER MAME: ALBIA MOTOR COMPAMNY SALES CODE: 153857 P& A: 034586
CauSaL CODES: 1012 SYMPTOMS: 104100

ORIGIN: G0 TRANS. DST/RGN: TRANS. DATE:
EERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: AS5515T CODE: AWARD AMT: 0 SURYVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DFEN RECALL: OWNER MOTIFIED: MICRO:

COMMENTS :

1996/ 12/16

nek NAVIS: ORIGIMAL *¢=*

wex MILEAGE LUMNAVAILABLE =hww

CUSTOMER SAYS: MRS KEMPER {[CALLING OW BEHALF OF CUSTOMER)

= THE VEHICLE HAS BEEM 4T THE DEALERSHIF FOR 4 WEEKS

WANTS TO MAKE A COMPLAINT, BECALUSE THIS IS TaOO LONG OF A WalT
THEY WILL NOT QIVE HER A LOANER WEHILCE

CLUSTOMER 15 YERY UPSET BECAURE OF THE WAIT AT THIS POLWT

010

PER CUSTOMER. DEALER SAYS5: ND NAME [SERVICE]

- THEY ARE STILL WAITING DN PARTS FOR THE RECALL
*

CUSTOMER SEEKS:
~ WANTS TO SPEAK TO A DISTRICT MANAGER

]

CAC ADVISED-

- MR, MIKE SCIESZINSKI (SERV. MGR.) IS IN THE BEST POSITION ¥O ASSIST
= SWC MGR MAY CONSULT FORD CEM IF REQUIRED.

You .

OWMER RELATIONS YOP/BEMCHMARKIMG 08/11/88 FARCARTG




og /11 /88 MASTER QWMER RELATIONS SYSTEM 1 14,31.02

PO Y Y L N e T X AN TR SCOOSECICEEEOEEICIIEEEESCCAEEAEAEEEmEEEE
E201MM GRF: AX10D INFORMATIDN CONTACT VYEH TYPE: CaRk

LOS ANGELES " 2ZHfTR: D1 CONTACT WEBR: 107BERS958 OPEMED: 12/16/1208

VIN: 1ZHPT21uﬂLm ENGINE: U CLOSED: 12/16/1286

LAST NWAME: STATUS: CLOSED
TITLE: FIRST WAME: - M1

ADDRESS:

CITY: STATE: P -
voue erone: IR BUS. PHONE: H

MODEL YEAR: [ a] MODEL : FROBE

MILEAGE: 1 wWa0:

DEALER MAME: BRELL FORD SALES CDDE: 171177 F & A: 20380
CAUSAL CODES: 1203 ix12 32103 SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/RGM: TRANS. DATE:

SERVICE /SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0D SURVEY: (¥ OR N}
BEUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER MOTIFIED: MEICRO:
COMMENTS :

198BS 11/ 16

a4a NAVIS: DRIGIMAL #ww

CUSTONER SATS:

= THE SEAT BELTS IN HER VEHIELE IS IMOPERATIVE

= WAS TOLD BY THE DEALERSHIP THE PARTS FOR THE RECALL [5 OW EACK DRGER
- WOULD LIKE TD KNOW WHEN THE PARTS FOR THE RECALL WILL BRE AVAILABLE

-
FER CUSTOMER, DEALER SA¥S:
= THE PARTS ARE ON PACK ORDER

]
CUSTOMER SEEKS:
- INFORMATIDN OF THE FARTS

L]

CAC ADVISED:

ws* OJBC TO THE DEALERSHIP, BRENT WASOM, SERVICE ADVISOR =»»

- THE PARTS FOR THE RECALL IN ON BACKOROER

- THE FARTS FDR THE TEMPORARY FIX IS5 MO LONGER AYATLABLE

- WILL CONTACY THE CUSTOMER WHEM THE PARTS FOR THE RECALL BECOMES AVAILABLE

OWHER RELATIONS VOP/HENCHMARKING 0CO3/11/28 FAXCARTG




03/11/98 MASTER DWHER RELATIONS SYSTEM II 14.21.02
==chhilgkc=——EIhdFEEEd i EEESSSAENEENEdFEE GRS EEE SR EESEcEEE i x—_ENANAEEEEEI-EASE&—_EEEL
FIEIEN GRP: ZX10 SONCERN CONTACT YEH TYPE: LAR

SAN FRAM 72 IN/TR: CONTACT MER: 107BAGIGE OPEMED: 12/16/1006
YIN: 1ZVPT2IUTLS EMGINE: U CLOSED: 127241996
EEEEEEEEEEN — HEFYFFIEEEEEEEEE N EEEN - FFEEEFEEEEFEEEEENEEAENEFNEAEN
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME; - ur:

ADDRESS:

CITY: STATE: IRt -
HAOME PHOME: h AUS. PHONE: F

MODEL VE&R: MO0EL -

MILEAGE : BOOOD wso:

DEALER NAME: SHAMROCK FORD INE SALES CODE - 172433 P A A: BTH0D
CaUSAL CDDES: 1204 SYMPTOMS : 104100 ADABOO

DRIGIN: GO TRANS. DAT/RGN: 72 TRAMS. DATE:
SERVICE/SSALES: 1 COMTACT DATE: 1271771908
ACK. CODE: ASSIST CODE: W AWARD AMWT: 1 SURYEY: W (¥ DR N)
BUILD DATE: CALIERATICOHN:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: MITRO:

COMMENTS :

1986/ 13716

*xx NAVIS: SUBSEQUENT *+»

#+# THIS CONTACT IS QFENMED DUE TD OPEN RECALL 9G548, 94ET54, AND 96553 CUSTOMER
SAYS:

- 13 THE CAR INVOLVED IN AWY RECALLS?

= THE ESEAT BELTS ARE NOT WORKING AT THIS TIME?

.
PER CUSTOMER, DEALER SAYS:

= WLLL HOT HAVE THE PARTS UNMTIL JAMUARY
¥

CUSTOMER SEEKS:

= TO HAVE THIS RECALL DOME ASAP

CaC ADVISED:

HRE: RECALLS

=INFORMATION HAS BEEM DOCUMENTEC AMD FORWARDED TO THE DEALER

-RECUEST MR. MWIKE WELDON (CUST REL MMGR/ SWEC MNGR) TO CONTACT THE CUSTOMER
WITHIN I BUSINESS DAYS

18R/ 12717

AX¥THIS IS5 THE CLOSIMG COMMENT

WE WILL STAY IN CONMTACT WITH CUSTDMER TD GET VEHICLE REPAIRS DOME AS THE FARTS
BECONE AVATLARLE

OWNER RELATIONS WOP/BEMCHMARKING 0O9/11/98 FAACARTG




o0g/11 /98

MASTER OWNER RELATIONS SYSTEM 11 14.21.02
[T F T A R R R TR R R TR R LI R DI R T T II R RN EFRERRERRENIRIERNRRRNRRRER TSN T T IRINRERRTITRTTIIRTET ]
B230TH GRP: XX0OH CORCERN CONTACT YEH TYPE: CAR
TWIN CITIES 58  2N/TR: E4 CONTACT NBR: 107893108 OPENED: 132/17/1S0E
VIN: 1Z¥PT20C5L ENGINE: C CLOSED: 12/25/1896
AN FEEE RN EEEEE R EEE N L I L T B I T T T W N W
LAST MAME: STATUS: CLDSED
TITLE: st Nave: [ HI:

ADDRESS :

CITY: TATE; P: -
HOME PHONE : HUS. PHONE:

NODEL YEAR: MODEL : PROBE

MILEAGE: 68000 WSD:

DEALER MAME: HANSEN FORD SALES I SALES CODE: 158582 F B A: 04078
CAUSAL CODES: 3001 SYMPTOMS : 104100

ORIGIN: co TRAANS. DST/RGN: Gd TRANS. DATE:
SEAVICE/SALES: 1 CONTACT DATE: 1271871996
ACK. CODE: ASSIST CODE: @ AWARD ANT: O SURVEY: Y (¥ OR N)
BUILD DATE: CALIBRATIDN:

ESP INFD: EXFIRES :

OPEN RECALL: DWNWER WOTIFIED: MICRO:

COMMENTS

1996/12/17

asx THIS COMTACT IS OPENED DUE TO DPENWN RECALL 25548 & FES§1 w=aw=

+os NAVIS: SLBSEQUENT **+
CUSTOMER §AVWS:

=fA00 OBTAIMED FROM DAVE QAMIELSON (SERV MGR]}
=WOULD LIKE TO HAYE A DEALER FIX THE SEaT BELTS, BEFORE SDME LEAVES

COLLEGE (JiN 1)

x
PER CUSTOMER, DEALER SAYS:

For

-PER DAVE DAMIELSON [S5ERYV MGR}: THEY CANMOT DO AMYTHING LWTIL JAW 15TH

BECAUSE THERE ARFE NO PARTS
¥

CUSTOMER SEEKS:
=RESOLUTION TO CONTACT

L]
CAC ADVTSED:

~INFORMAT ION HAS BEEN DOCUMENTED AND FURWARDED T2 THE DEALER
-REQUEEY MR DAVE DANIELSOM (CUST REL MMGA! TO CONTACT TRE CUSTOMER WITHINW 2

BUSIMESS QAYS
1996/12/1B
FHNTHES TS THE CLOSIKG COMMEMT

OWNER RELATIONS vOPFBENCHMARKING 0D9/11/98

FAXCARTG




os/11/588 MASTER QWNER RELATIOMES SYSTEM I 14.21.02
ERErcdlrhilchabadcES - EAniitaslk o Ras - rcd - A - oS- - CC-SCSCS S CSCS S S S AR EENE A EmEEEsNANE=m
1731CR GRFE: XXO4 COMCERM CONTACT VEH TYFE: CAR
DALLAS 52 IN/TR: OWNTACT MER. 10TRESR3GD OPENED: 1217718656
VINM: EMNGINE: & CLOSED: 12725/ 1996
“TEEEEEERESEERR i EE R N O R L LT L ET ITR I IR T
LAST NANE: STATUS:

TITLE: IRST NAME: - MI:

ADDRESS : PFT

CITY: ATATE:

MOME PHONE : BUS. PHONE: H

HODEL YEAR: MODEL : [q]

MILEARE : 21200 wW3ab -

DEALER NAME: TURNPIKE FORD IMC  SALES CODE: 152307 F & A: DgATA
CAUSAL CODES: 1012 0407 10RA SYMETOMS : 104 100

ORIGIN: GO TRANS. DST/RGH: 52 TRANE. DATE:
SERVICE/SALES: | CONTACT DATE: 12/18f1928
ACMW . CDDE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N}
BUILD DATE: CaL IRRATIONM:

ESF INFO: EXPIRES:

OPEN RECALL: OWNER NAOTIFIED: MICRO:

COMMENTS :

199&8/12417

**a 19 DAYS OUT OF SERVICE ##+«

#ws VEHICLE TNVOLYED 1IN RECALL 96548 w-+r
*+¢ YEHICLE INVOLVED IN RECALL 96590 ++a
wxdk MAYIS: SLUBSEQUENT s¢r

CUSTOMER SAYS!

=200 FAOM MHITA

- YEHICLE IS AT THE DEALERSHEIP FGR 3 WEEKS

"

PER CUSTOMER, DEALER Sa¥s:

- CAMNDT RELEASE THE VEHICLE wITHOUT THE VERICLE FlXED
- THE PART 15 STILL MOT AT THE DEALERSHIF

~ IS FAYING FOR THE MAIN PART OF THE RENTAL WEMICLE
"

CUSTAMER SEEKS:
- GET THE VEHICLE REPATRER

L

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED T4 THE OEALERSHIP WITH 4 CDRY
TO THE REGIDMAL QFFICE.

-REQUEST MR.CHUCK CACKLER {(CUST. REL WNGR) CONTALT THE CUSTOMER WITHIW 2
BUSINESS DAYS

1996712713

F¥STHIE IS THE CLOSING CONMEMT

CALLED CUSTOMER INFORMED HER THAT WE CAN JNSTALL ORIVERS 5IDE PARTS S50 THAT

SHE CAN DRIVE HER WEHICLE . PASSENGER SIDE WOT AUVATLABLE YET WILL CALL WHEN TH
EY ARRIVE

OWNER RELATIONS VOP/EENCHMARKIWNG Q9711738 FAXCARTE




oa/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21 402
EETE I IS A IS SRS S ApEAE NS g eI E S I EEE S CEE NS SIS S S-S =SS EEEASEEEsEEREN-—_xxE—
1R1BPC GRP: XX14 INFORMATIDN CONTACT VEH TYPE: CaR

DETROIT 48 ZM/TR: NHTACT MBR: 107953072 DPENED: 12/18/1944

VIN: 1ZUPTZ ILUXLS ENGINE: U CLOSED: 12/719/1396
CEIIST I EEITENE LB E B L B L R L ERENENNER LILLTIFTEEEEIEFREI SIS 1351
LAST MAME; STATUS: cLosED
TITLE: 1RST NAME: - NI:

ADDRESS:

cITY: STATE: P -
HOME PHOKE : _ BUS. PHOME: _

MDDEL YEAR: MODEL :

M1LEAGE: 23609 wsh:

DEALER MAME: VILLAGE FORD INC SALES CODE: 148027 P& A: 02737
CAUSAL CODES: 13204 SYMPTOMS : 104100

DRIGIN: oo TRANG. DST/RGH: TRANS. DATE:
SERVICE/SALES: 1 LONTACT DATE:

ACK. CODDE: AS5I5T CDDE: AWARD AMT: Q SURVEY: ¥ OR N}
BUILD DATE: : CALIERATION:

ESP INFQ: EXPIRES:

OPEN RECALL: . OWNER MOTIFIED: KiCRO:

CORKENTS :

1996/12 /10

**¢ WEHICLE IWVOLVYED IN RECALL SES548 **=*

wsw NAVIS: SUBSEQUENT »+w

CUSTOMER SAYS:

=TOOK VEHICLE TO SOUTHGRATE FORD

-~WAS TOLD IT wWiULD TAKE A WEEK TO GET THE PARTS AND VEHICLE WOULD HAVE TO STAY
AT THE DEALERSHIP.

=CALLED VILLAGE FORD, wWHO TOLD HER THAY THEY WOULD OROER THE PART AND LET HEA
KMOW WHEW 1T IS INM-HO MEER TO KEEP WEHICLE AT DEALERSHIP

n
PER CUSTOMER, DEALER 5AYS:
=WIiLL ORDER PARTS. INSPECT VEHICLE, LET CUSTOMER KNOW WHEN THE PART IS IN

CUSTONER SEEKS:

=18 IT ALLRIGHT TO BET THE CAR FROM SOUTHAATE AND TAKE TO YILLAGE FORD INSTEAD
]

Cal ADVISED:

- RECALL CAN BE PERFORMED AT AMY FORD OR L-M DEALERSHIP FRANCHI1SER TO SELL THE
VEHICLE

= RECOMMEND CONTINUE WORKING WITH SERVICING DEALERSHIP

OWMER RELAT1O0NS VOP/BENCHMARKING 09/11/88 FAACARTG




oasfii/e8 MASTER CQWNER RELATIDNS 3YSTEMW Il 14.21.02
EEiAEs S SEREEREEE S AN ESA EAEERd kR d SN ABE R S S CECEC S-S S S CSE =SS S=E====RECESERFEFEFEEEEEEER
S437FM GRA; XX17 CONCERN CONTACT VYEH TYPE: {AR
KAMSAS CITY 53 ZHNSTR: CONTACT MER: 107905533 OFENED : 12720/ 1596
VIN: 1zup1=1u4L5h ENGINE: U CLOSED: O1/06/1587
EEE S I EEEEEEEEEEANFEEEEEEN AL EEEEEEERLEEERERE R k- =—==——=—xXXNgH
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: _u::

ADDRESS :

CITY; WICHITA STATE: P:

HOME PHOMNE: DESSSSSSSESSSNNEEN & ELS5. RHONE: H .
MODEL YEAR: 90 MOQEL :

MILEAGE : 1100830 WS

DEALER MAME: MEL HAMEELTOW FORD SALES CODE: 153203 PE A: OS07H
CAUSAL CODES: 1209 1204 SYMPTODMS : 1041080

ORIGIN: Go TRANS. DST/RGN: 53 TRANS. DATE:
SERVIGE/SALES: 1 ] CONTACT DATE: 12/730/198G
ACK . CODE: ASSIST CODE: W ANARD AMT: O SLURVEY: ¥ (¥ OR H)
BUILD DATE: CALIBRATION:

ESPF [MNFO: EXFPIRES:

OFEN RECALL: OWMER HOTIFIED: MICRO:

COMMENTS :

1888/ 12/20

sas YEHICLE TNVOLVYED TN RECALL 95548 AND 95533 »»=x

say HAVIS: ORIGINAL w=w=»

CUSTORER 5SAYS:

-4-3800 NUMBER FROM RECALL LETTER

-THE BEALRSHIP HAS DEEW GIYING WME THE RUNARDUND

~THEY KEEP SAYING THE PARTS TO COMPLETE MY RECALLS ARE WNOT IN AND THEY WANT BE
AVAILAALE UNTIL 1715787

=My SEAT BELTS ARE MOT CURBENTLY WORKING I1ERIELLLIINI

-THE DEALERSHIP KEPT M¥ RECALL LETTER

-

PER CUSTOMER, DEALER SAYS:

=THE FARTS ARE NOT INW STOCK

-

CUSTOMER SEEKS:

-TQ EXAPEDITE THE PARTS REQUIRED TO COMPLETE THE RECALLS

=DBC PLACED TO THE DEALERSHIP.I SPDKE TO BILL CASPER /7 PARTS MGER.HE DDES NOT

SHOW THE PARTS ON QRRER BUT HE WILL ORDER THEM TODAY 12/20/9€
-

CAC ADVISED:

=INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

=REQUEST MA.GARY NOOMNEY [ SVC WWGR) TO CONTACT THE CLETOMER WITHIN 2 BUS1HESS

OAYS

-PER THE RECAILL LETTER THE DEALER SHOULD RESTORE THE OFPERATIDN DF HE BELTS
LINTIL THE PARTS COME 1M.

1885712730

FANTHIS IS THE CLOSING COMMENT

SPOKE WITH CUSTONMER ON 12%30%1998 EXPLAINED PARTS ARE DRDERED BUT ARE MOT HERE
YET

OUNER RELATICMS VOP/BEMCHHARHING 09/11/98 FAXCARTG




oa/11/38 MASTER OWNER RELATIONS SY¥STEM 1T 14,21,02
=::::I---I===:l---ll===-l.ll::::il..:::::---i-l- —mmmsfEIE==—==—dEEEFCcC==—=—AAEWRA=====
74 168K GRP: KX17 CONCERN CONTACT VEH TYPE: CAR

GRLANDO 24 ZNSTR: OWTACT NER: 107S0E780 OQPENED: 13/20/1995
VIN: 1zw*r:u-:51.5ﬁ ENGINE: C CLOSED: 61/0071387

lII;::ﬁlIl.l;::I.II.:::IIIl.a:::----ll-------Il--=====nlIIll::::ﬂ....s:::h....

LAST NAME: STATUS. ED
TITLE: IRET MAME: - Mm?:
ADDRESGS:

CITY: NICEVILLE STATE: IIP: _

MODEL YEAR: MODEL : FRORE

MILEAGE: 115000 Wil :

DEALER MAME: HUB CLTY FORD-MERCU SALES CODE: 124551 PR A: OA421B
CAUSAL ©ODES: 3105 1012 1203 SYMPTOMS: 104 100

DRIGIN: GO TRANS. DST/RGN: 24 TRAMS. DATE:
SEAVICESSALES: 1 CONTACT DATE: 12/23/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: Y [Y OR N}
EUILD DATE: CALIHRATIDON:

ESP INFO: EXPLRES:

OPEM RECALL: OWNER WOTIFLED: WICRA:

COMMENTS :

1896 713/20

+e3% YEHICLE INVOLVED IN RECALL OE599 ==w

swe VEHICLE INVOLWED IM RECALL 95548 ®++

wxs MAWIS: DRIGINAL w=*

CUSTAMER SAYS:

- MADE APPOIMTMENT FOR 10/25/96 TD HAVE RECALL PERFORMED

THE DEALERSHIP 15 AHOLT 20 MILES AWAY

1 LEFT THE CAR® THERE ALL DAY [ABOUT 10 HOURS)

THEY SAID THEY WOULD CALL ME WHEN THE PART ARRIVED

ON 11/25/96 THEY TOLD ME THAT IT WASN'T ACTLALLY A PART THEV¥ WERE WAITING
FOR BUT & TOOL TO DD THE REPAIRS

- 12/8/96 SPOKE TO SERVEEE MAWAGER WHD SAID THAT THEY HAD THE FART ahD HE PUT
MY MAME ON IT

- MADE APPOINTMENT FOR 12/12/086

- ON 12/12/96 THEY SAID THAT THEY HAD THE BOX, BUT THE PART WASM'T IN IT

- CAR WAS LEFT THERE AGRAIN FOR ANOTHER 10 HOURS

_ YHEY SAID THAT THEY WOULD GIVE ME & REWTAL CAR WHEN THE PART ARRIVED

THIS IS A SAFETY CDNCERM

L
PER CLUSTOMER, DEALER SAY¥S:
- MO COMMENTS

i

CUSTOMER SEEKS:
- YEHICLE PEFAIREN A5 SO0OW AS POSSIBLE

L]
Cal ADVISED:

- ORC TO CHRISTOPHER DAGSS, WILL DOUBLE CHECK TO MAKE SURE PART IS IN
- WILL CALL CUSTOMER

- SHOULG BE ABLE TO GET HIM IN EITHER TODAY DR MONDAY 1¥ PARTS ARE TN

OWMER RELATIONS VOP/BENCHMARKING ©5711/98 FAZCARTG




oo/i1/oe MASTER OWNER RELATIOMS 5YSTEM Il 14.21.02
B R L E R R L LR LR RR L L LIRS P [T I P TR FT I T
TA18KdJ GRP: XX17T CONCERN CDWNTALCT VEH TYPE: CAR
ORLANDD 24 ZWSTR: _F1 COMTACT NBR: 10790ETEO OPEMED: 1373071996
YIM: 1ZVPT20CSL ENGIHE: C CLOSED: Q170371997
ELENEBAEEEERESfSu xR koo o e

EETFIIEEEEEEEEEEEEREREE Y-S oSN ENIEEEEN

1996/ 12/27
KA¥XTHIS IS THE CLOSING COMMENT

CUST CAME IN 12-23-8996 AND RECALL wAS COMPLETED. CUST W45 PROVIDED A SERYICE
LOANER CAR WHILE HIS WAS BEING REPAIRED

COWNER RELATIDNS VOP/RAENCHMARKIME 09711798 FAKCARTG




09/ 11/28 MASTER OWNER RELATIONS SYSTEM 11 14,211,012
:lIIIIIIII:::::-::---du--;:.---‘.'-.g-.:::;:=--=gt=====...|g*===q;=--_.-==='=;
TOGEWA GRP: XKQ3 CONGCERN CDNTALCT VEH TYPE:. CAR

DETROIT 48 ZNATR: ONTACT KBR: 107910691 OPENED: 1272371996

VIN: 12ZVPTIZLTL ENMGINE: L CLOSED: O1/D271947

el LT PR E LR LR PLE L IEEE LT T L T T gy s
TITLE:

STATUS: CLOSED
FIRST MAME: - NI
ADDRESS :
CITY: JACKSON STATE: T P -
HOME PHDNE : BUS. PHONE: F

LASY MAME:

MOCEL YEAR: B0 MOREL:

MILEAGE: T4000 wak:

DEALER NAME: JACKSON FORD INC SALES CODE: 14B8A4 P A A D015
CAUSAL CODES: 1204 SYMPTOMS : 104 100

DRIGIN- &0 TAANS,. DST/RAN: AR TRANS. DATE:
SERYICESSALES: 1 COMTACT DATE: 12/2671%86
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ LY OF N)
RUILD DATE: GALTBERATION:

ESP INFD: EXPIRES:

GREN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

19896/ 12/2%

wwx THIS COMTACT IS OPENED QUE TO OFEN RECALL QES88 #s+

+++ THIS CONTACT IS DPENEC OLE TO OPEN RECALL GES4E «+w

toe NAVIS: SUBSEQUENT wews

CUSTOMER SAYS:

- GOT RECALL MOTICE FOR SFAT BELTS

= TRYING TO HAVE THE REFAIRS DONE

- DEALERSHIP DOES NOT HAVE THE PARTS TO DD THE REPALRS

-

PER CUSTOMER, DEALER SAYS:

- THEY 0O WOT HAVE THE FARTS FOR THE SAFTEY RECALL

L]

CUSTOMER SEEK%:

= TO HAVE THE RECALL WORK DOME

*

CAC ADVTSED;

- INFORMATION HAS BEEN DOCLUMENTED AND FORWARGED 10 THE ODEALER
- REQUEST MR. MICHAELA HOLCDME [5SVC WNGR] TO CONTACT THE CUSTRMER WITHIN 2
BUSTHESS DAYS

1996/ 12 /26

#X¥THIS IS THE CLDSING COMMENT

VEHICLE WILL BF REPAIRED AS 50DN AS PARTS ARE AVAILABLE«ws CUSTOMER HAS NOT BEE
M IN FOR INSPECTION TO DATE

OWNER RELATIONS WOF/BENCHMARKING O&711/98 FaXCaRTG




o8/11/98 MASTER DWNER RELATIOMS SYGTEM II 14.241.02

AdESEEE kx-S FFFEEEENSSEEEERENSAEc=-= NI T I AN ER R S k- rFNFEEEEEEEEESR
4755RE GRP: 2XD2 CONCERN CONTACT WEH TY¥PE: CAR

LO% ANGELES 71 ZNSTR:  BA COMTACT NBR: 107911525 OPFEMED: 12/23/1996

VIN: 1ZVPT21LGL ENQINE: U CLOSED: $1/27/1967

EEEFRIJERT [ 1] L LEELEE LI I T I I T A I YT E R R L E R F ]

LAST MAME: STATUS: CLOSED
TITLE: FIRST MNAME: - MI:

ADDRESS :

CITY: MISSION VIEJD 5TATE: CA ZIP; -
HOME FHONE : _ BUS. PHOME:

MODEL YEAR: MODEL : PROBE

MILEABE: 50500 W50

DEALER MAME: TUTTLE-CLICK FORD SALES CODE: 1711088 P E A: OD5536
CAUSAL CODES: 0406 1203 1218 SYMPTOMS © 104 100

ORIGEN: an TRANS. DST/RGM: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: o1/08f1997
ACK. CDQE: ASSIST CODRE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEM RECALL: OWNER NOTIFILED: MICRO:

COMMENTS :

1886/12/23

#+* THIS CONTACT IS OPENED DUE TD DPEN RECALL 98548 =v»

+++ THIS CONTACT IS DPENED DUE TO OPEN RECALL BBS99 ws=

sau NAVIS: SUBSEQUENT =w+

CUSTOMER SAYS:

- HAS TRIED 3 TIMES TO GET RECALL WORK PERFDRMED

= FIRST TIME, MECHANIC WAS NOT AVAILABLE

- SECOND TIME, DEALEASHIP CALLED TD CANCEL

= THRID TIME, PART NOT AVAILAKLE

"

PER CUSTOMER, DEALER SAYS:

- SORRY, MO PART

- SORRY, WO MECHANIC

- SORRY, CAN'T GET vOU IN

L 3

CUSTOMER SEEKS:

- TO HAVE RECALL WORK PERFORMED

L]

CAC ADVISED:

-INFORNATION HAS BEEN DOCUMEMTED AND FDRWARDED TO THE DEALER

-REQUEST MR. WILLIE STEFHEWNS (VG MNGR) TD CONTACT THE CLUSTOMER WITHIN 2
BUSINESS DAYS

1997/04/ 10

SEAT BELT RE-CALL PARTS WERE ORDERED AND RECIEVED. CUSTOMER WAS CALLED
AND NOTIFIED BY MESSAGE ON A ANSWERING MACHINE 1-8-97.

1997/01/20

#FEFTHIS 15 THE CLOSING COMMENT

PARTS PRVIOUSLY ORDERED. CUSTOMER BROLGHT VEHICLE IN ON 1-20-87 TO HAVE THEMW
TNSTALLED.

OehER RELATIONS VOP/RAENCHMAREING D9/11/98 FALCARTO




oafi1/38 MASTER OMMER RELATIONS SYSTEM 11 14.21.02
------,;:::=====:lil.......:#===========::Ill.llllllllI==================III--II
054 1MP arp: Xx09 COMCERN COMTACT VEH TYPE: CAR
DRLANDD 24  IN/TR: NTACT NHR: 107214361 OPEMED: 12726/ 1996
VIN: -.zuwzmuH ENGIME : L CLOSED: D1/02/4997
s aEEEEEE EE NN NEC - CXC EEEEEEEEEE - === T oo TALZASASNEANETEEEEEERNERT
LAST MAME: 5TATUS: CLOSED
TITLE: FIRST NAME: Ml:

ADDRESS:

CITY: BOCA R4&TON ETATE: ZIP; -
HOME FHONE : _ sgus. prone: I

MDDEL YEAR: MODEL : PROBE

MILEAGE : 118500 wsh:

DEALER MAME: WALLACE FORD INC SALES CODE: 124217 P& A: D433
CAUSAL CODES: 1203 0421 SYMP TOMS ! 104100

ORIGIN: GO TRAMS. DST/RGM: 24 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 13726/1986
ACK. CODE: ASSIST CODE: W AWARD AMT: 1 SURVEY: N {Y¥ aR M)
BULD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWMER NOTI1FLED: MLCRO:

COMMENTS

1998/12/326

www YEHICLE INVOLVED TH RECALL 96595 e+

www YEHICLE [NVOLVED IN RECALL BGES4E **3

wax NAVIS: SURSEQUENT rer

CUSTOMER SAYS:

- HEEN TO TwWO DEALERSHIF TO GET RECALL DONE

- WALLACE FDRD COULD WOT HAVE THE PARTS FDR DVER TEMW DAYS

- HIGHLAND PARK FORD DEALER DIO HOT LOOK AT THE VERMICLE TO GET THE SEAT PELT
BACK DN TRACK

- WALLACE FORD WOULD HOT FIX THE RESTRAINT SYSTEM 50 THEY WOULO BE QPERABLE
FOR THE TIME BREI1NG

®

FER CUSTOMER, DEALER 5SAYS:
- SERVICE REP AT WaALLACE FORON, 5SAID FDRD wOULD OWLY PAY FOR THE RAILS TO BE
REFLACE THEY WAULD MOT PAY FOR ANY OTHER WORK TO EE DONE

- T0 GET THE SEAT BELT RESTRAJINT IT WOULD HE AT THE CUSTOMER EXPENZE
]

CUSTOMER SEEMS:
- WANTS SEAT BELTS PUT BACK IM ITS FULLY RESTRAINT FOSITIOM

]
CAC ADVISED:
- INFORMATIOW HAS EEEN DOCUMENTED AMD FORWARDED TO THE DEALER
= REQUEST MRE. BOH SMITH LCUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESE DAYYS .
sx»»4DEALERSHIP PLEASE MOTE, PER DEALER LETTER D8S4frrwre
- DWHMERS OF VEHICLES WITH !NOPERATIVE RESTRAINT SYSTEMS [THE
BELT DOES NOT TRAVEL FULLY FORWARD AND REARWARD AS DESCRIBED
ABDVE ), ARE BEIMG ASKED TO RETURN TO DEALEAS NOW. DEALERS
ARE TO REPAIR THE RESTRAINY SYSTEM TO AM OPERATIONAL LEVEL
FOLLOWIMG THE IHSTRUCTIDONS PROVIDED.

OWNER AELATIONS VOP/HEMCHMAAKING O09/11/68 FAXCARTG




oa/11/98 MASTER OWMER RELATIOMS SYSTEM 1] 14.21.02
R T EEE AN E AR T I XA TN EEE SIS S S EEENEN S S S S RN REEAEd AR CC—aEEEN====
054 | MF GRF: Xa09 COMNCERM CONTACT VEH TYPE: CAR
ORALANDO 24 ZN/TR: ONTACT MBR: 107914361 QPENED: 1272671096
VIM: TZIVPT21UTL ENGIME: U CLASED: o102/ 1aa7
e L PR L L L EE RS ) 13 ] ] Ll L L LESE R PEE R T FFE T FFI'E TS e g
1996/12/26

M¥YTHIS IS5 THE CLOSING COMMENT

THIS CUSTOMER INFORMED THE DEA+ ER THAT HE WGULD BE LEAVING THIS AREA BEFORE TH

E AMOUNT OF TIME THAT IS5 NEEDED To PROCURE THE NECESSARY PARTS TO PERFDRM THE
ATION FOR PERFORMAHWCE OF THE RECALLS.

OWNER RELATICNS VUP/BEWCHMARKING 09/11/79B FAMNCARTG




0a/11/358 MASTER OWNER RELATIDMS SYSTEM 11 14.21,
CLLLERLRLRRERLER IR R Ll Al R R P Y T F R R R I T
970456 GRP: AxnC COMCERH CONTACT YEH TYPE: CAR
CHICAGD 41 ZNSTR:  H1 CONTACT NBR: 1079173832 OPENWED: 12/26/1996
VIM: 1ZVPT21UaLE ENGINE: U CLOSED: 21/13/19a7
HEEEEE RS oo o AE SRl S S S S S CS=S=S S S IFEENERALAREACE S =S=SS === =IW
LAST MWAME: STaTUS: CLOSED
TITLE: FIRST MAME ; - MI:

ADDRESS :

FouE PHONE aus. “haone: RN

MODEL YEAR: [T+ MODEL :

MILEAGE : 4ED00 Wsh:

DEALER MAME: ANDERSDN BEROS FORD SALES CODE: 141032 PR A Di524
CALUSAL CDOES: 1303 SYMPTOMS : 104100

CRIQIN: ] 1] TRANS. DST/RGN: a1 TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/03/1997
ACK. CDDE: ASSIST CORE: D ANARD AMT: Q SURVEY: Y (¥ OR N]
BUTLD DATE: CALIBRATION:

ESP [NFD: EXPIRES:

OPEM RECALL: OWMER MNOTIFIED: MICRO:

COMMENTS :

1986/ 13226

wew YEHICLE INVOLVED IN RECALL SB%48 AND S6590 www

whd NAVIS: ORIGIMAL www

woew CUSTOMER REQUESTING SERWICE AT THIS DEALERSHIP wem
CUSTOMER SAYS:

= WANTS THE RECALL PREFORMED

PER CUSTOMER, DEALER SAYS:
= NO CONTACT

-
CUSTOMER SEEKS:

= RECALL PREFCRAMED
.

CAC ADVISED:

=INFORMATION HAS EEEN DOCUMEWTED ANWD FORMWARDED TO THE DEALER

-~REQUEST MR.ROBERT AMCERSOM JR.,CUST REL MMNGR TQ COMWTALT THE CUSTOMER WITHIN
2 BUSINESS DAYS-

1996/12/27

wud MAVIS: DRIGINAL «««

wex VEHICLE [NVOLVED IN RECALL 95548 AND 98599

CUSTOMER S5avY5:

- CUSTOMER CALLING BACK, MR ANDERSOM SAID HE MEVER RECEIVED INFORMAT 1 DN
FROM FORD REGAROING RECALLS

-

PER CUSTOMER, DEALER SAYS:

- THEY OID NOT RECEIVE ANYTHING FACM FORD, CALL HACK MOWDAY
L

CUSTQHER SEEKS:
- RESOLUTION/ CLARIFICATION

OWHER RELATIONS VOPR/BEMCHMARKINA OFf11/98 FaxtanTs




o3/11/98 UASTER DWNER RELATIONS SYSTEM Il 14.41.02
LI I FPRERITIII NI I F R R R F E E E F F - F F 0 F LR R R T 1110 RREIRT REREET === xIFEEN
S7045B GRP: JxDr CONCERN CONTACT VWEH TYPE: CAR
CHICAGOD 41 ZN/TR: H1 CONTAGCT MBR: 107917382 DPENEOD: 12/26/ 19956
VIN: 1IUPT!1U!L5- ENGIME: U CLOSED: D1/13/1857
SR EETECEFIBFEEEEEEEEEEEEEEEN M- S-S T FASE NI EAEEEREEREEREmEEEEICI T —————Ox
1886F 12727

L

CAC ADVIZED:

= INFORMATION WAS FDRWARCED, THE DEALERSHIP SHOULDR RECEIVE THIS INFORNATION
WITH 24 HOLRS

= PLEASE STAY IN CONTACT WITH MR AWDERSON FOR FURTHER ASSISTAMCE

1997/01 /06

#M#¥THIS IS THE CLDSING COMMENT )
CUSTOMER TALKED WITH MR.ANDERSON AND EXPLAIMED THAT SHE HAD TAKEN AR TD HAWKL
WSON FORD FOR REPAIR. THEY HAD TO ORDER PARTS FOR SEATHELT RECALL, WHICH IS W
HAT WE WOULD HAVE HAD TO DO HAG SHE BROUGHT VEHICLE HERE. CLSTOMER AGREED TD
WAIT TIL HAWKINSON GOT THE PARTS AMD HAVAE THEM PERFORM THE REFAILR.

1897/06/26

«¢s VEHIGLE [NVOLVED IN RECALL 965483 AND 98583 x*=

ave NAVIS: DRIGIMAL =+»

CUSTOMER Sa¥S5:

-REDARDING ABDVE COMMEMTS

-9HE STILL HAS NDT HAD THE RECALL COMPLETED LISTED ABOVE

~VISITED AMOTHER DEALERSHIP WHICH REFERED HER BACK TO HER ORIGINAL DEALER
-

PER CUSTOMER, DEALER SAYS:
~HAWKINSON FORD STATED THAT THEY WOULD LOOK AT THE VEHICLE AND DECIDE WHAT IF
ANY PARTS WOULD BE WEEDED

=HAS MOT SPOKEN WITH HAWKIWNSOM FORD STMCE EARLY JAMUARY
*

CUSTOMER SEEKS:

=TO HAVE RECALL PERFCRED

-

CAC ADVIZED:

REGARDING RECALL./ONP

- REQUEST TOM JUANEL [SVC MGR) DR TOM FAILLE (CUST. RELAT. MOR.) TO COMTACT THE
EUSTOMER WITHIMN TWO BUSTNESE DAYS REGARDIMG RECALL/ONP

= WEHICLE IS INVOLYED IN THIS RECALL

OWNER RELATIONS VOP/EENCHAMARKING 0Q711/88 FAXCARTG




oFs 1,798 MASTER OWNER RELATIDMS SY¥STEM II 14.21.02
s
G2T4B GRP: XXD5 CONCERN CONTACT VEH TYPE: CAR
BOSTON 11 ZH/TR: A CONTACT MAR: 107920589 OPEMED: 12727 /18988

VINM: 12WPT20C1LE

LAST HaAME:

ENQINE: C CLOSED: O1/08/1937

STATUS: CLOSED
TITLE:

FIAST NAME: MI:
ANORESS: IIIIIIIII
CITY: STATE : ME 21p: -
HOME PHINE : % BUS. PHONE: N& -MA-a NA
MODEL YEAR: MOGEL : FROBE

MILEAGE: 70000 wsh:

DEALER MAME: ROWE FORODSALES SALES CODE: ti121% F & A: 09143
CAUSAL CODES: 1203 D208 SYMPTOMS : 104100

ORIGIN: Gh TRANS. OST/RGN: 11 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 1272871986
ACK. CODE: ASEIST COCE: W AWARD ANMT: 250 SURVEY: ¥ (¥ OR N)
BLILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1998 /12,27

waw YWEHICLE INVOLVED IN RECALL 96599 twn

#uw WEHICLE INVOLVED IN RECALL 95548 *#x

ven NAVIS: SUBSEQUENT **«

CUSTOMER SAYS:

- MOTHER IS CALLING FOR HER S0OM

= HAS HAD THE MOTORIZED SEAT BELT OM DORDER SIMCE OCTOBER 17

W
PER CLSTOMER, DEALER 3ATS:
- SEAT BELT 15 ON ORDER

- DAN BRUBACK SAID WE ARE HAVING A PROBLEM WITH THE VEWDOR
- IT WILL BE [N WITHINW 2-1 DAYS

"
CUSTOMER SEEKS:
= WANTS THE RECALL PEAFORMED

- MWAWTS A LOAKWER YEHICLE
*

CAC ADVISED:

= LOANWERS ARE NOT & PROVIZIDN OF THE WARRANTY.

= CONTACT MR.DANTEL BRUBACH SVC.WGH.FOR CLARIFICATION OF THE DEALERSHIP'S
FOLICY ON ALTERNATIVE TRANSFORTATIONM.

- MAY RECQUIRE AM AFPODINTMENT

-INFORMATICH HAS 8EEN DOCUMENTED AND FORWARDED TD THE DEALER

~REDUEST HR.DANIEL BRUBACH SYC MMGR TO CONTACT THE CUSTOWER WITHIM 1 BUSIMESS

DAYS FOR THE RECALL

1995/12/30

##NTHIS 15 THE CLOSING COMMENT

SPOKE TO CUSTOMERS WOTHER ANDR TOLD HER WE HAD PROCESSED & REFUMD TD THE RECALL
96548 FOR THE SEAT BELT COWCERW AND PARTS WERE CALLED IN AGAIN AWD THE VEMODOR
S5AID THEY WOULD SHIP BE SHIFFED I!N 2-3 DAYS FROM 1272751887,

OWNER RELATIDONS WOP/BREWCHMARKING D09/11/98 FAXCARTG




na/11/58 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
CEmEEEEEEE LA NSRS EEEECERCIEXIEEmmSEsAssmmABASRYEESE SRS EEEmSEEsEmCEITSSSSoo=o==
1Ba4KY GRF: XxD4 COMCERN COMTALT YEH TYPE: CAR

EDR 19 ZN/TR: CONTACT NER: 107023242 OFEMED: 12730716996
VIN: 1IVPT22L2L ENGIME: L CLOSED: 0271871947

o e bR maeE iR E NI PN LS EEEEEEEAEEECEE ST === =====

LAST NAME: STATMS: CLOSED
TITLE: FIRST MAME: - Mr

ADDRESS ;

g s o i T
HOME PHONE ; BUS. PHONE;

MODEL YEAR: 90 MODEL : PROBE

MILEAGE : 70000 wSD:

DEALER NAME: JOHN STEMACH FDRD © SALES CODE: 116491 P & A: 2DSED
CAUSAL CODES: 1204 1204 SYNPTOMS : 104100

DRIGIN: aq TRANS. DST/RGN: 18 TRANS. DATE:
SERVIGE/SALES: 1 CDNTAST DATE: 02/f1171997
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: Y (¥ OR N)
BUILD DATE: CALLERATIDN:

E5P INFD: EXPLRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1998/ 12/30

siv MAVIS: SUBSEQUENT wva

sxe THIS CONTACT IS QPENED DUE TO OPEN RECALL 86540 AND SE52F aaw
CLUSTOMER SANS:

=THE SEAYT BELTS ARE S5TUCK ON THE TRACK

-CLUSTOMER HAS HEARD THERE WAS & RECALL @GN THE SEATEBELTS

¥

FER CUSTOMER, DEALER SAYS:
-PER SERVIGCE(NO NAME): THE VEHIGLE I5 INVOLVED IN THE RECALL BUT WE CAN'T
PERFORM THE RECALL UNTIL WE BET THE PARTS

t

CUSTOMER SEEKS:

-TO HAVE THE RECALL FPERFORMED

.

CAC ADVISED:

REGARDIHG RECALL

~ REQUELT JORK LOPATTO, CLST REL MGER, TO CONTACT THE CUSTOMER WITHIW TWQ
BUSIKWESS DAYS REGARDIMNG RECALL RES4E AND 565949

1997701713

COMTACKED CLUSTOMER 1-2-97.¥EHICLF BEIMG REPAIRED EY A BODY SHOF. WHEN VEHICLE
REPAIRED- CLSTOMER WILL BRING CAR TO WS TO CHECKE WHAT PARTS ARE NEEOED.

CONTACED CUSTCMER BY PHDNE OMW 01/04/9%. vEHICLE BE1NG REPAIRED BY A4 AODY SHOP.W
HEN VEHICLE REPAIRED - CUSTOMER WILL BRING CAR TQ US TD CHECA WHAT PARTS ARE M
EEDED.

CONTACTED CUSTOMER £170%/47 WEHICLE BETHS REPAIRED BY A RDDY SHOB. WHEW WEHICL
E REPAIRED-CUSTOMER WILL BRING CAR TO US TD CHECK WHAT FARTS ARE NEEDED.
CONTACTED CLSTOMER OW O1/03/97_WIS CAR IS IN A BODY SHOF BETNG REPAIRED.

HE WILL CTONTACT WHEN THE REPAIRS ARE COMPLETED 50 WE CAN DETERMIMNE WHAT PARTS
ARE NEEDED FOR THE RECALL.

OWNER RELATICNS VOP/BENCHMARKING 0U/11/D8 FAKCARTG




Das11/4a HMASTER OWNER RELATIONS SYSTEM I1 14.21.02

E R R E R S E R AR R P D R L L LI RR P ERFLRLILERERELRRBENNRNRLLLLRERRRN L LILLLYRD ) )|
1HAMKZ GRP: XX04 CONCERN CONTACT VEH TYPE: CaAR

S0OR 10 ZNFTR: COMTACT WBR: 107923242 OFENED: 12/30/19926

VINM: 1ZVPTI2L2L EMGIME: L CLDSED: 02/18/1097

EEEE S S S S S S S AEEE S EEEEE ST EEEEET I NS EE NS N NS I NI X CISENENEEEENFENENNEENFAES
1907 /002 /05

INSPECTED YWEHICLE.CALLED IN PART ORDER.ADYISED THAT PART IS BACK CORDERED FOR
FOUR TO SIX WEEKS

INSPECTED VEHICLE.CALLED TD ORDER PART FOR RECALL.WAS ADVIED THAT PART IS BACK
ORDERED FOR FOUR TO S1X WEEKS.

18BT/00 711
AXXTHIS IS THE CLOSING COMMENT

CLOSING COMTACT. DEALERSHIP HAS ORDERED FARTS AND WILL INSTALL WHEM THEY
ARRIVE.

DWHER RELATIONS vOP/BENCHMARKENG DO9/11/7098 FAXCARTG




oE/11/88 MASTER OWMER RELATIDONE SYSTEM 11 14.21.02
CE LD L RL LDV ERELE S T DL ] i R R F T TR T F I T T
2783JM GRP: XX10 CONCERN CONTALCT VEH TYPE: CAR
DETROTIT 48 ZH/TR CONMTACT MNER: (079330681 QFENED: &1/02/1987
WIM: 1ZVPT20C3L ENGINE: C CLOSED: 171671867
NN NN NS IS SIS T E I I AR N A s EEEEAE NI RS SIS == o SEEEIEEENR
LAST MAME: srufus CLOSED
TITLE: FIRST HAME: -

ADDRESS:

FOME [

HOME PHONE : BUS. PHONE: F

NMODEL YEAR: an MODEL :

MILEAGE ; 130000 wsD:

DEALER WAME: QUALITY FORD SALES, SALES CODE: 148052 PR A: D22ED
CAUSAL CODES: 1203 SYMPTDNS: 104100

ORIGIN: an TRANS. DST/RGM: 48 TRANS. DATE:
SERWICE/SALES; 1 CONTACT DATE: O1/paf1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [¥ DR N]
BUILD DATE: CALIBRATIDN:

ESP INFO: ENPIRES :

OFEM RECALL: . OWMER NOTIFIED: MICRO:

COMMENTS :

1997 /01 /02

**% THIE CONTACT IS OPENED DUE TO OPEN RECALL 985S4R eww

wey VEHICLE 1NVOLVED IMN RECALL 9£599 #+=x

wws YEHICLE IMVDLVED IN RECALL GSH7D +++

*x% NAVIS: SUBSECLUEMT waw

EUSTONER SAYS:

=THE DRIVERS SINF SEAT BELT MEEDS TO BE REPLACED

-HE HAS RECEIVED THE RECALL LETTER

~THE SEATBELT IS INDPERABLE

-THIS MORMINGE THEY STATED THAT THEY C£OULD nROY DO ANVTHING ABDUT THE SEATEBELTS

"
PER CUSTOMER. DEALER SAYS:
-WE D4 NOT HAVE THE PARTS AVAILABLE

CLUSTAMER SEFKS:
~REPAIR F THE SEAT BELTS OK THE CiAR

-
CAC ADVISED:
~INFORMATION HAS BEEN DAOCLIMEMTED AMO FORWARDED TO THE DEALER

=REOUEST MR. JIM WOORE (CLST REL MMNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINMESS DAYS
199701 /09
¥¥ATHIS IS THE CLOSING COMMENT
CONTACTED CUSTOMER WADE APPOINTMENT TD BRING BACK IN DN O1/09. /1997 TO REINSPE
CT AND SEE IF CaN GET TU WORK PER LETTER NOW COMING QUT TQ CUSTOMER PART
AVAIBLITY HAS CHAMGED FROM DEC 15 TO MAR 15 1887 PARTS MANAGER WILL TRY TO GET
EARLY
JIM MOORE
SERVICE MANAGER

OWNER RELATIONS YOP/BENCHMARKING O09/11798 FAXCARTG




D9/11/98 MASTER OWMNER RELATIONS SYSTEM 11 14,.21.02
mEEEEEEEENEAEREER IS CcCcasAarl ks i AR EEEEFENANE R FEFEEFENEEEFFNAEANNEECSCSS =SS
454 5BC GRF: XXDd IMFORMATION CONTACT VWEH TYFE: CAR

LOS ANGELES LA IN/TR: CONTACT NER: 1075937518 OPENED: 0170371997
VIN: ENGINE: C CLOSED: 0170371947

=SxrriASAEEEERR

LAST MAME: STATU%: CLOSED
TITLE: FIRST NAME: - ML

ADDRESS :

CITY: FALM SFRINGS STATE: Ca ZIPp:

HOME PHONE : BUS. PHONE: F

MODEL YEAR: 80 MOOEL ;

MILEABE: 150006 WD :

DEALER MAME: PALM SPRINGS FORD  SALES CODE: 171430 PE A: DIET4
CAUSAL CDOES: 1204 EYMUPTOMS : 104100

DRIGIN: (0] TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CODE: A5515T CODE: AWARD AMT: O SURVEY: (¥ OR M}
BUILD DATE: CALIBRATION:

ESP INFO: EXPLRES:

OPEN RECALL: OWNER NOTIFLED: MICRO:
COMMENTS :

1997 /01 /03

www YEHICLE INVOLVED IN RECALL GBS4A £ SBSQD wss

wew HAVIS: ORIGIMAL +++

CUSTOMER SAYS:

- HE HAS BEEN IN FOR THE SEAT BELT RECALL TD BE PERFORMED

- THE PART FOR THIS RECALL HAS EEEM CN EACK ORDER SINCE WOVEMBER T, 1998

-

PER CLUSTOMER, DEALER SAYS:

- PER CUSTQMER SERVICE, NO MAME, CALL BACK AT THE EMND OF JANUARY,
EYILL ON BACK ORDOER

*

CLISTOMER SEEKS:

- PaRT FOR THE RECALL

]

CAC ADVISED:

= CUSTOMER IS5 GOING TO HAVE TOD CONTIWUE TO WORK WITH THE OEALERSHIP

- THEY ARE WORKING OM GETTIMG THAT PART TO THE CUSTOMER AS SODM 45 FOSSIELE

PARTS ARE

OWWER RELATIONS WOP/HENCHMARKING 09711798 FAXCARTG




0af11/98 MASTER DWNWER RELATIONS SVYSTEM II 14,.31.02
-I========llIl.-ﬂhll----'----lll----=====I--I-Il====-llI!!:Il::::.....:::=ql;=.-;.——lt

9324TH GRP. Xx02 CONCERN CONTACT VER TYPE: CaAR
WASHINGTON 27 ZMSTR: &1 CONTACT MWBR: 107237734 OFENMEDR: 0170371997
VIN: 'IE"I.I"PT!DEELE— ENGINE: C CLOSED: O1/16/1997
- C - EEEEEEfCcTIEEEEXENTCNN R I msss s T TCEEE - - pE NN ABERE————pEEEESS
LASRT MAME : STATUS: CLOSED
TITLE: - JIngrrE 0000 i

ADDRESS:

cITY: ARNOLD STATE: MD 2Ip: —

HOME PHONE: CEEESSSSSES  EUS, PHONE : [ < T :

MIOEL YEAR: a0 MODEL : PROBE

MILEAGE: 100000 wsD:

DEALER WAME: MOONS FORD DF AMNAP SALES CODE: 4127418 P & A: ODDRS

CAUSAL CODES: {1204 SYMPTOMS: 104100

DRIGIN: TRANS. DST/RGN: 27 TRANS. DaTE:

SERVICE/SALES: 1 - CONTACT DATE: Q170971997

ACK. CODE: AGEIST CDOE: W AWARD AMT: C SURVEY: ¥ (Y OR N)

BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

DPEN RECALL: DWNER WOTIFIED: MICRO:

COMMENTS «

1997 /01703

*e+ VEHICLE TNWOLYED IM RECALL O654E B 95509 sa=

“w+ NAVIS: SUBSEQUENT wwem

CUSTOMER SAYS:

=CUSTOMER BROUGHT THE WEHICLE IN FOR THE REPLACEMENT OF THE SEATBELTS
=PASSEMAER SIDE BELT IS BEING REPLACED

-CUSTOMER WENT INWTD THE DEALERSHIP IN LATC OCTORER PART WAS ORDERED 1270795
w

PER CUSTOMER, DEALER SAYS:
=NO 1DEA OF WHEM THE PARTS WILL BE IN

.
CUSTOMER SEEKS:

-WANTS PARTS

ODBC TO RICHARD GAVIN, FARTS MAMAGER, "FORZG16100444 & FOAZE 1610045 PARTS HaVE

BEEN CDMIWG IN VERY QUICKLY, THIS SHOULDN'T BE A PRDHLEM*
¥

CAC ADVISED:
~INFORMATION HAS BEEN DOCUMENTED ANO FORWARDED TO THE DEALER

-~REQUEST MR. RICHARD GAVIN, PARTS MHGR, TO CONTACT THE CuSTOMER WITHIN 2
BUSIMESS OAYS

1987/01/09
¥¥N¥THIS I5 THE CLDSIKG COMMENT

Mk FRICKE WAS CONTACTED DN 1/0 BY D SPARRON. SEAT BELTS ARE IMN AND AFPT RAS
BEEN SET FOR 1/1Q0 . CLOSE

OWNER RELATIDNS YOP/HENCHMARKIMG Of/11/98 FAXCARTE




o311 /498 MASTER DWMER RELATIONS SYSTEM IT 14.21 .62
S L R L LT L SEESEAAE--—=—=——p EAER:=- S ECEERLALEER—_—_—_—gpEEE===
HTTICA GRP: XXO01 COMCERN CONTACT WEH TYPE: CAR

CIMCINWATI A7 ZNSTR: ONTACT MBR: 1079421490 DPEMED: O1/06/1547
vIN: 1Z¥PT20C0LS ENGIMWE: CLOSED: O1/17/1847

FEEEESASAmxyp NN s S AN AN S S EWEEN T T —mEEE R Ec=gERE

LAST MAME: STATUS: CLOSED
TITLE: FIRET NAHE:- MI:
ADDRESS:

CITY: STATE: oH Ip: -
HOME PHONE : BUS., Pmuz:ﬁ
MODEL YEAR: = 90 MODEL : PROBE

MiLEAGE: 9000 WiD:

DEALER MWAME: GRAHAM FORD [MC SALES CODE: 147312 P& A: Q02222
CAUSAL CODES: QWOSE 3102 132RA STHPTOMS: 104 100

ORIGIN: Go TRANS. DST/RGH: 47 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1,/07/1957
ACK. CODE: ASSIST CODE: W  AWARD AMT: Q SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: . OWNER NOTIFIED: MICRO:

COMMENTS -

1987/01/08

% THIS CONTACT IS OPEMED DUE TO OPEN RECALL 9E54H sew

#+¢ HAVIS: SLHSEOUENT wwas

CUSTOMER SAYS:

- THE DRIVERS SIRF SEATRELT HAS LOCKED UP

CUSTOMER RECEIVEDL THE RECALL LETTERS DN THE VEHIGLE

CUSTOMER TROK THE WFHICLE IN FOR THE RECALL IN DECEMEER

DEALER STATES TO COME AACH IN RY CECEMBER

CUSTOMER STATES THAT IN DECEMAER, THE CEALER DMLY FIXED THE LOCK TO THE DOOR

[
PER CUSTOMER, DEALER SAYS;
= OEALER STATES THAT THEY %TILL HAVE WOT RECEIVER ON THE RECALL

CUSTOMER SEEKS:

- TD FAYE THE RECALL PERFOAMED
*

CAC ADVISED:
= INFORMATION HAS BEEW DDCLMENTED AMD FORWARDED TD TrE DEALER

- REQUEST MR. JERRY ESTEP [CUST REL MMGR| TO COMTACT THE CUSTOMER WITHIN 2
BLSIMESS DaAYS

DWNER RELATIONS YOP/BENCHMARKING 09511/98 FALCDARTE




® @

0B/11/58 MASTER DWNER RELATIONS SYSTEM It 14.21.02
A EEEEE I I S S S S S ST I IGE NN NS EEEESAS NN N dMs O r oS-SS rE NI EEEEEESASARETC-=——=——=—===
BTTICA GRP: XX01 COMCERN CONTACT VEH T¥PE: CAR
CINCIWHATI 47  2N/TR: B4 CONTACT NBR: 107942199 OPENED; Q1/06/1957
VIN: 1zvrrzocoLs ENGINE: © CLOSED: ©1/17/18597
N EEE N I IS I IS Il A EEE N NN - - - - IFEEEEEEESSSERAT T ===
1887701709

#NATHE FOLLOWING CAUSAL CODE(S) REMOVED FROM CONTACT - 1203
+#+ NO ACTION BY DEALER ++e

CUSTOMER SAYS:

- RECONTACTING CAC REGARDING SEAT BELT RECALL

= HAS HOT HEEN CONTACTED BY THE DEALERSHIP

- STILL WAITIMNG FOR DEALERSHIP TD GET PART Td 00 REPAIRS
DEALERSHIP !MOICATED THAT PART wILL BE IN 1/2/a7

PER CUSTOMER, DEALER SAYS:
-~ UNRESPOMSIVE

*

CLUSTOMER SEEKS:

= REPAIRS TD VEHICLE
"

CAC ADVISED:

DUTBOUND CALL TO MR. JERRY ESTEP, CUST REL

- MR, ESTE® WAS IN A MEETING (HD OTHER PERSOMMEL AVAILAHLE TD TAKE CALL)
= INFOORMATION DDCUMEWTED AMD FORMARDED TO DEALERSHIP

- REQUEST MR. ESTEP. CUST REL WGR TO CONTACT CUSTOMER

1997701710

#H¥ATHIS IS THE CLOSING COMMENT

DLR CONTACTED RECALL HOTLIWE RECIEVED APFRDVAL FOR % DAY LOAMER. PART WAS ORDE
RED OM 12/18/95. CUST CURRENTLY IN FREE LOAMER. JA

OWNER RELATIONS VOP/BEMCHMARKING 09/11/98 FaxCakTG




o9/ 11798 MASTER DWMER RELATIONS SYSTEM 1T
EEEEBHPE==-—=—=c-cc-cc-c=oxoxmbBEfENEREEEERESIOSCSCS=S=S=S====

OG1BKL GRP: AXDA4 COMCERN COWTACT

SDR 10 ZNSTR: €1 CONTACT MER:

VIN: EMGIME :

14.321.04

VEH TYPE: CAR
107994969 CPENED : 01707719227

c CLDSED: 0271871897

12VPT20CNLY
=====::_--....----.-------:::-------I- EIEEEEEEEEEEEEEEFEAEEOS-SSSSSS=S

STATUS: CLOSED
FresT nane : [N w::

P & A: D1382

104100 304800 204000

18 TRANS. DATE:

COWTACT DATE: O2711/199%
O SURVEY: ¥ [¥ DR N)

PROBE

118515

MICRO:

LAST HAME:

TITLE:

ADDRESS :

E1TY: STATE:

Cone peone: IR BUS. PHOME:
MOOEL YEAR: 90 MODEL :
MILEAGE : 91000 wai:

DEALER WAME: HARBOLD'SFDRD INC  SALES CODE:
CALSAL CDDES: {1104 0410 0411 SYMPTOMNS
DRIGEN: GO TRANS. OS5T/RGN:
SERVICE FSALES: 1

ACK . GODE: ASSIST £ODE: D AWARD AMT:
BUILD DATE: CALIBRATION:
ESP INFO: EXPIRES:
OPEN RECALL: [AMER NOTIFIED:
COMMENTS

1997501 f07

¢+es YEHICLE INVOLVED IW RECALL S854H B 36599 +nr

evn WNAVIS: SUBSEQLENT we»

CUSTOMER SAYS:

- RECEPTIONIST J4VE CUSTOMER {1-BOOW
THERE I5 A WARRANTY ON THE wEHICLE
FORD DEALERSHIP REPLALZED THE FAONT END

YEHIGLE HFAS BEEN OUT DF SERVICE SINCE

CALLING FOR SON

PER CUSTOMER, DEALER GAYS:

TrE FRONT END WAS SHAKING AND MAKING MDISE - CLANKING NOISE

MANTS TO COMPLAIN ABOUT THE HAMBLING DF WHEW THE WERICLE WOULD BE READY
14-19-26 BECAUSE OF THE RECALLS
WAS MEVER TNFODRMED OF WHY THE SERVICE WAE TAKING 50 LONG

- THE DELAY IN GETTING THE VEHICLE REPAIRED 1% THE SEAT BELT PARYTS DELAY

L3

CUSTOMER SEEKS:

- WANTS THE VEHICLE REPAIRED AMD RETURMED TO THE CUSTOMER

L]
GAC ADOWISED:
RE: RECALLY 96548 & 96599

-INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALER
-REQUEST MR.BOA RUTH/DEWNNIS MILLER (CUST REL MNGR/SVLC MNGR) TO CONTACT THE

CUSTOMER W1THIM 1 BUSIMESS DAYS
RE: FIWANCIAL ASSISTAMCE
- WARRANTY HAS EXPIAED

- FORD WILL WOT PROVIDE FIMANCIAL ASSISTANCE TOWARD THE COST OF THE REFAIR

1997 /0371y

FEITHIS I5 THE CLOS1ING CDMMENT
CLOSING CONTACT.
S00W AS RECEIVED BY THE DEALERSHIFP,

CWNER RELATIDNS VOP/HEMCHMARKING 00/F11/G8

PARTS FOR RECALL ARE ON BACKORDER

AMO WILL BE IMSTALLED AL

FAXCARTG




0a/11,/98 MASTER OWMER RELATIONS SYSTEM 11 14 21.0%
R S ST S S dS S F AT E AN F I A T AN FAAEEEE Ex T —x - === E==S EE I EEANEExENEx—m=-—— S=SETXFEFTEFEN
QA 1ACY BRE: XX1{T COMCERM CONMTACT VEH TYPE: CAR

NEW YORK 13 CONTACT MHAR: 107949371 QPEMED: D1/70771987

¥IN:

IN/TR:
1ZYPT31LIEL
LI AR I 11l R RN RILIRERAREE]] I —_— —AAEEEEEEEEESEANEE -

ENGINE: U CLOSED: 01/37/193T

EEFAECSA = EEEE NN EREEREC

LAST MNAME : — STATUS: CANCELLED
TITLE: FirsT wane: [ -

ADHRESS

CITY: WHITE STOKE STATE: 1F: -
HOME PHOME : BLIS. PHONE :

MOOEL YEAR: 90 MODEL : PROBE

MILEAGE: 3000 WSO

DFALER WAME: MDWAHAN FORD CORP. SALES CORE: 113028 P& A: DIGE4
CAUSAL CDDES: Q409 1204 SYMPTOMS 104100

OAICINM: GO TRANS. DST/RGH: 13 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACTK, CDOE: ASSIST CaDE: AWARD AHMT: 0 SURVEY: Y {Y CR N]
BUILD DATE: CALIBARATION:

ESP INFD: EXPIRES:

QPEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS: :

1997/01/07

*+v THIS CONTACT IS5 OPEMED OUE TD DFEN RECALL 99599 #ew

*++ THIS CONTACT IS OFEMED DUE TD OFEN RECALL 95548 +we

wue NAVIS: ORIGINAL w++

CUSTOMER SAYS:

-SEAT BELTS DO NOT WORK

-RECEIWED RECALL LETTER IN DCTOBER

~2HD APPOINTMENT WAS5 SET UP TO PERFORM RECALL REPAIR FOR 1-7-87
=~APPOINTMENT WAS NOT HONDRELD

~PARTS WERE MOT STODCKED

*

PER CUSTOMER, DEALER SAYS:

-SERVICE DEPFARTMENT SAID DON'T KWOY AWYTHING ABOUT RECALL

=WILL BE 2-3 MONTHS TO BET PARTS FOR RECALL

-DO0 HOT HAVE PARTS 1IN STOCKED

-

CUSTOMER SEEKS:

-THI% IS L SAFETY 1S5UE

~WANTS VEHICLE REPAIRED

"

CAC ADVISED:

-INFORMATION Hi5 BEEN DDCUMENTED AMP FORWARDED TOQ THE DEALER
-REQUEST MR .DAVID RUSHFLELD( SWG MNGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

19971 /01/a7

THIS CDNTACT HAS BEEN CARCELLED

THIS CONTACT 3HOULD HAVE, AND WILL BE, RE-DPENED AS AN INFORMATICON CONTACT.

OWNER RELATIONS wOP /BEMCHHARKING 09J11/98 FAACARTE



09/11/28 MASTER OWNER RELATIONS SYSTEM Il 14.21.02
FFEEAAS s s SN N NS T T IO AN AN e NN A E = === === AENENERNE=C==---=FoNEEEEEERES
AT 1GM GRP: X312 CONCERW CONTACT VEH TYPE: CAR

NEW YORK 13 ZHSTR ; EONTACT MBR: 1080120994 OPENED: 01/23/1997
YINM: 1ZWPT21UILS EMGINE: U CLOSED: 0152771997

B e L L N I NI TV VTTN L LLELLL L L L e S i1 T TEI I Oy o

LAST MNAME: STATUS: CANCELLED
TITLE: FIRST HAHE- MI:

ADDRESS :

CITY: WHIT H5TATE: NY Z2IP: —
Houe pocne: NN s, one: P ——

MODEL YEAR: [-7a] MODEL:

MILEAGE: E1sle 08) WsD:

DEALER NAME: MOMAHAM FORD CDRP. SALES CODE: 1132028 F E A: D3IER4
CAUSAL CODES: 0409 Da06 10RA EYMPTONS : 104100

DRIGIN: e{e] TRANS. DST/RAGN: 13 TRANS. DATE:
SERUICEISALES: i COMTACT DATE:

ACK. CODE: ASSIST CDDE: AWARD AMT: 0 SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATIONM:

ESP INFQ: EXPIRES:

DPEN RECALL: COWNER NOTIFLED: MICRO:

COMMEMTS :

1997/01/23

swe Nd ACTION BY DEALER IN 13 DAVS #x+

*#+ THIS SONTACT IS OPEMED DUE TO OPEN RECALL UG5S0 wes

#e% THIS EONTACT IS5 OPEMED DUE TO GPEN RECALL OGS4H #w+

www MAVIS: DRIGINAL wavw

CUSTONMER SAYS:

- CUSTOMER IS CALLING BACK

- THE SERVWICE DATES HAVE BEEM CANCELLED MUMERDUS TIMES BECAUSE THE PART
I3 AT IN

= RECEIVED RECALL LETTER IN OCTORER

ZND APPOINTMENT WAS SET UP TO FERFORM WECALL REPAIR FOR 1-T-97
APPOINTHENT WAS NOT HOWORED

P4RTS WERE NOT STOCKED

THE CUSTOMER HAS MOT HEARD ANYTHING FROM THE DEALERSHIP AS OF YET
THE VEHICLE 15 UP FOR INSPECTION

PER CUSTOMER, DEALER SAYS:

- THE PARTS ARE NOT IN

L]

CUSTOMER SEEKS:

- WANTE THE SAFETY BELT RECALL TO BE PREFORMED

L]

CAC ADVISED:

= INFORMATION HAS BEEN OOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH &
COPY TD THE REGIONAL OFFICE.

= REQUEST M5 ALFREDA UJACKSON (EUST. REL MNGR) CONTACT THE CUSTOMER  WITHIN
2 BUSINESS DAYS

1997/01/21

THIS CONTACT HAS HEEN CANCELLED

THIS CONTACT IS & DUPLICATE OF CONTACT #107949571.

DWNER RELATIONS VOP/BENCHMARKING OS/11/98 FAACARTO




aa/11/08 MASTER OWMER RELATIONS SYSTEM IT 14,214,032
S E=S NI T AENEE NN A EEEEEER M AmOr o= EWEEEEEEEEEENEA-=—=—===== I EEEEFEREEEBC-r=—=-—=—====
BZ30TH GRF: Xh08 COMCERN CONTACT VEH TYPE: CaR

MEW YDRW 13 ZN/TR:  E1 COMTACT MER: 10HQGTEST OPENED: 027061437

VIN: 1IVPT21UILE

AR S ST FEFFEEEEEEEEE N =======

ENGIME: U CLOSED: o3/10/19897

LAST MAME: STATUS: CLOSED
TITLE: rIrsT nave: [ -

ADDRESS.:

EXTY: WHITE STONE STATE : . |
voue pove : NN =us puone: IS

MODEL YEAR: = 8D MODEL : PROBE

MILEAGE : D000 5D :

DEALER NAME: MONAHAN FORD CORP. SALES CODE: 113028 P& A: 03664
CAUSAL CDDES: 1213 1208 SYMPTONS: 104100

BRIGIH: ao TRANS. DST/RGN: 13  TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/25/1997
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ [¥ DR N}
BUILD DATE: EALIRRATION:

ESP INFD: EXPIRES:

OPEN RECALL: , OWNER NOTIFIED: MICRO:

COMMENTS :

1897/02/06

wes THIS CONTACT IS CPENED DUE TQ DPEM RECALL OBS4% B 98590 wey
CUSTOMER SAYS:

=HAS NOT HEARD FROM ANYONE CONCERNING THE PARTS TO HER SEATBELT
=SEATEELTS WILL NOT RESTRACT

&

PER CUSTOMER, DEALER 5Sav%y;

~NO CONTACT

L ]

CUSTDMER SEEKS:

~RECALL PERFORMED ON VEHICLE

[ ]

CAC ADVISED:

-INFORMATION HAS HEEN DOCUMEMTED AMD FORWARDED TO THE DEALER
~REQUEST M5 ALFREDS JACKSOM [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BLUSIHNESS DOAYS

##S¥THE FOLLOWING CAUSAL LDDE[S| REMOVED FRDM COWNTACT - 3001

wne HAVIS: ORIGTIMAL ww«

CUSTOMER SAYS:

= CUSTOMER WEWT INTD BEALERSHIP TN 10/%8 FOR 5EAT BELT RECALL

= DEALERSHIP TOLO CUSTOMER TO COME BACK IN 1797 BECAUSE THEY DID mNOT RNOW
ABDUT RECALL

= IN JANUARY, DEALERSHIF DID MOT HAVE FARTS AND CDULD NOT ASSIGT
CUSTOMER

= DEALERSHIP SAI0 THEY WILL CONTACT CUSTOMER WHEN PARTS CAME IN

- DEALERSHIP DID MOT CALL CUSTOMER 50 CUSTOMER CALLER ON 2/6/7a7

- CUSTDHER CTALLFD ASALN AMD DEALERSHIF SATID TO BRIWNG IN VYEWICLE ON

DWNER RELATIOWS VOP/BEMEAMARKING 09711788 FARGCARTE




oas11/98 MASTER OWNER RELATIDNS SYSTEWM [T 14 .21 .02
---:-B._I.I:::Bﬂ_:::::::::ﬂ:=====I======-*-===============================:===
B23anTH GRF; RXXDE CONCERN COMTACT H TYPE; CAR

MEW YDRK 13 IN/TR: Ef CONTACT WBR: 108067BEEY OPENED: DZ/D5/71997
VIN: 1zver2 1AL ENGINE: U CLOSED: 03/10/1997
AEREEIEEEEEEEE I EEESEEEEEE NS EEEE EEEEEEE BB S EFFEEEEEENFEEEEEESEAEEEEEEEEEEESE EEEE FF
19971 /02/06

2/ 17597

- DEALERSHIP SAID THAT THEY WELL CRDER PART AFTER [NSFECTIOM OM 2717
= WILL TURM THIS DVER TO ATTOAMEY

= FEEL LIKE THE¥'RE BFETTING THE RLN AROLND

®

PER CUSTOMER, DEALER SAYS:

- BERING IM FOR AN INSPECTION

L ]

CUSTOMER SEEKS:

= PARTS akD REFAIRS Td YEHICLE

[ ]

CAC ADVISED:

-~ INFORMATIDN HAS BEEN DOCUMENMTED AWND FORWARDED TO THE DEALER

- REOUEST M3. JACKSON, (CUST REL MNGR) TO CAONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997/03/03

FFFTHIS IS5 THE CLOSING COMMENT

OWHER RELATIONWS VOP/BEMCHMARKIMG ©£9/11/98 FARCARTG




oas11/98 MASTER OWNER RELATIONS S¥STEM I1 14.21.02
LAt e R EE T R ERER L LR P ERNRLELLLLLERRERLLLELENLELCLLERLERRRLL LIRS L L) |
351384 BRF: XX15 INFORMAT ION COMTACT WEH TYPE: CAR

NEW ¥YDRK 13 INSTR: DNTACT MER: 10BC495T2 OPEMED: O%/0%f 1997

VIN: 1ZVvPT21L3L ENGINE: U GLOSED: 02/03/1997
SECECECECEXEXN CLEREL L4 R LD LR L L L
LAST NAME: STATUS: CLDSED
TITLE: rrest vave: [N

ADDRESS:

CITY: NY 25P:

HOME PHONE : PHOME : F E—
MODEL YEAR:

MILEAGE : 40000 WSD

DEALER NAME: MONAHAN FORD CORP. 5SALES CODE: 113020 P i A: DIEGA
CAUSAL CODES: 0408 1204 SYMPTONS: 104100

ORIAIN: g0 TRANS. BST/RGN: TRANS. DOATE:
SERVICE/SALES: 1 CONTACT OATE:

ACK. CODE: ASSIST CODE: AWARD AWT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATIOM:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFLED : M1CRE:

COMMENTS :

1897/01/08

+ws THIS CONMTACY IS5 QPEMED DUE TO OFEN RAECALL 96599 we»

w«# THIS COMTACT IS OPENED DUE TO- OPEN RECALL 96548 wwr

vur NAYIS: ODRTGINAL we=+

CUSTONER SAYS:

= CUSTOMER IS CALLING BACK

= THE SERVICE DATES HAVE HEEM CAMCELLED MUMEROUS TIMES HECAUSE THE PART
IS NOT IN

= RECEIVED RECALL LETTER IN QCTOEER

ZND APPODIMTMENMT wWAS SET UP TO PERFORM RECALL REFAIR FOR 1-7-87T
APPDYNTMENT WAS NOT HONORED

PARTE WERE HOT STOCKED

THE CUSTOMER HAS NOT HEARD ANYTHING FRDW TrE DEALERSHIF AS DF TET
THE VEHICLE IS UP FOR IMSPECTION

PER CUSTDMER, DEALER SAYS:

= WO RECENT CONTACT

¥

GCUSTOMER SEEKS:

= PART TO PERFORM RECALL

*

Cit ADVISED:

= DEALERSHIP 15 THE BEST TECHMWICAL FARTS RESOURCE

- MR. JOHN ALODRIGGE(PART MOR)} IS IN THE BEST POSITION TO ASSIST foOU.

ORNER RELATIONS VOB /BENCHMARKING 09/11/88 FAXCARTG




ca2/11/98 MASTER OWMER RELATIDNS SYSTEM IT 14.21,02
EREEE SRR R L DL L DL Ll g ol ] [l Il R I I 0 I I N EEE L L R L R L L L L L LT Ly e p—
1781CR GRP: Xx04 CONRCERN CODNTALT VEH TYPE: CAR

SEATTLE 74 INSTR: A2 CONTACT NBR: 107950119  OREMED: O1/07/1387
VIN: 1ZVPTIOCEL ENGINE: C CLOSED: O1/22/1887
ENEEEENEEx KK BEE T S S S CRNEEEE NN NN N = s T

LAST NAME: STATLIS:
TITLE: FIRST NAME: - MI:
ALDRESS:

CITY: BELLEVWIFw STATE: IP:
cove'eron:: I cus. oo [
MODEL YEAR: NODEL :

MILEAMGE: 8000 W50:

DEALER WAME: FORD OF KIRKLAKD SALES CODE: 174009 P B A: 00847
CAUSAL cCODES: 1215 EYMPTOMS : 104100

ORIGIN: &0 TRANS. DST/RGN: T4 TRANS. DATE:
SERVICESSALES: 1 ) CONTACT DATE: O1/10/18497
ACK. CODE: ASSIST CORE: W AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIERATION:

ESP IMFD: EXPIRES:

OPENM RECALL: OMMER WNOTIFIEQ: MICRO;

COMMEMNTS ;

1997701707

mbd UEHICLE INVOLVED IN RECALL 9SS4E A 956509 wan

oy NAVIS: SUHSEQUENT +»%

CUSTOMER 5AYS:

- BOD¥ FROM DIRECTORY

= MANTS TO SCHEDULE AN APFOIMTMENT FOR THE PERFORMAKCE DF THE RECALL

= THE DAULGHTER 15 PRIMARY DRIVER OF THE YEHICLE

- SCHOOL STARTS MONDAY 1/13/97 AND THEREFORE CUSTOMER HAS TO THAVEL A LOT.
- WOULD LIKE TD GET THE RECALL DOME BY MONDAY

L]

FER CUSTOMER, DEALER 5AY5:

- SIMCE OCTOBER 19058 A0 (SERVIC) PROMISED TO ORDER THE PARAT
= HAWE TO GET THE PART FOR THE RECALL

"
CUSTOMER SEEKS:
- GET THE RECALL FEAFORMED

L

CAC ARVISED:

=INFORMATION HAS BEEM OOCUMENMTED AND FDRWARDED TO THE DE4LER

~REQUEST MR, TIM DICKISON (SWE MNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
Cav2

OWNER RELATIONS vOF/BENCHMARKINMG 09711798 FAXCARTG




08/ 11798 HASTER OWNER RELATIONG S5YSTEM II 14.21.92
CLLLLERLES LD Bl bt b e L e R LTI IRl I IR R Ny I T ET R T T T
17341CR GRPE . ANGS CONCERN CDNTACT YEH TYPE: CAR
SEATTLE 74 ZN/TR & CONTACT MER: 1079%0110 ORENED: Q41/07/ 1897
VIN: 1IVFT2OCEL ENGINE: ¢ CLOSEDR: O1/22/1937
EEE ER BRI L L L LLERLLLLLLLLLLLLEERFES - EEt P LI R I I T P BT T R I TEI LT el
1987701710

w+» YEHICLE INVOLYED [N RECALL 596548 & 98589 +»4
ke HAVIG: SLASEQUENT #++

CUSTOMER SAYS:

~CLIETOMER CALLING BACK BECUASE SHE WAS NEVER CONTACTED HY THE DEALERSHIP

[

PER CUSTOMER, DEALER SAYS:

=MD CONTACT

L]

CUSTOMER SEEKS:

~RECALLS PERFORMED

E ]

CAC ADVISED:

-INFORMATTOM HAS BEEM DOCLUMENTED AWND FORWARDED TO THE DEALER

~REQUEST ME. TIM DICKTSON (SWC MNGR] TO CONTACT THE CUSTOMER WITHIN 2 BUSTMESS
DAYS

1087/01 /15

HA¥FTHIS 1S THE CLOSING COMMENT

MR HAMSEN HAS BEEH COMTACTED AMD IS AWAITING 8/0 PAHTS. WE WILL CALL AND SEND
POST CARD WHENW PARTS ARRIVE. (CRITICAL OROERED])

DWNER RELATIONS YOP/BEHCHMARKING (F/11730 FAXCARTS




og/11/a8 MASTER OWMER RELATIONS S¥STEM 11 14.21 .02
Sl e DL E R R R DL L LY LRI T T T T IR EEREREREERERERET R LR oy dETEEEEAEx ===
595ICH GRP; Xap4 CONCERM CONTACT VEH TY¥PE: CAR

WASHIMNGT 0N a7 INSTR: CONTACT NER: 107983834 DPENER: D1/08/1997
YIN: 1szT2m3L5h ENGINE: © CLOSED: 21/16/19497

LAST MAME STATUS: CLOSED |
TITLE: st nane: [

ADDRESS :

CITY: TATE e [N
HOME PHONE : BUS. PHONE:

MODEL YEAR: 90 MDDEL : FROBE

MILEAGE: 7000 uSD:

DEALER MAME: KODONS FORD OF ANNAP SALES CODE: 127448 P B A 0ODBY
CAUSAL CODES: 1203 SYMPTOMS : 104 100

ORIGIN: a0 TRANS. DST/RGH: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: G1/0a/1997
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: : OwNER NOTIFIED: MICAO :

COMMENTS :

1997/01/08

=¥+ THIS COMTALT I% OPENED DUE TO DPEN RECALL 96589 =x«

*+«% THIS COWTACT IS OPENED OUE TO DPEN RECALL GB5548 +wm

won MAVIS: SUBSEDUENT wes

CUSTOMER SAYS:

- RECEIVED THE RECALL MWOTICES FOR THE SEAT BELTS

= CALLED THE DEALERSHIP IN DECEMBER FOR AN APPOINTMENT

- YEHICLE WAS SEEN BUT COULD MOT HE REPAIRED UNTIL AFTER 12-15-98
- HAVE CALLED AMO CALLED TO SET UP ANOTHER APPOINTMEMT AMD WO ONE CALLS ME
BACK

*x

PER CUSTOMER, OEALER SAYS:

~ WE D0 WOT HAWE THE PARTS hOW, THE WEHICLE DOES NEED TO HAVE THE RECALL
PERFORMED CALL BACK FOR AN APPOINTMENT AFTER DECEMEER 15TH

*
CUSTOMER SEEKS:

- WOULD LIKE TO HAVE THE RECALLS PREFDRMED
]

CAC ADVISED:

-INFORNATIDW HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-REQUEST MR. DAVE SPARRDW [ SYC MNGRY TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS OAYS-

1897/84/08

E CLOSING COMMENT
AS CONTACTED OM 1/08 BY RON PALMER. PARTS ARE 1IN AND APPOINTMENT
FOR 1/13--8:00 A.M. CLDSE

OWMER RELATICNS VOP/BENCHMARKLING 09/711/98 FAKCARTE




09/11/%4a MASTER DWNER RELATIONS SYSTEM 11 14.21.02
L L EL R4 L ERER LR RRNERNd | EEENEEF NN K o I ) el T TR TR T T LR
I545KH GRE: KX11 INFORMATIDN COMTACT YEH TYPE: CAR

SDR 1D ZN/TR: CONTACT NBR: 107956132  OPENED: Q1/0B/1997
VIN: 1I¥PT22LOL* ENGINE: L CLOSED: 01/08/1997
LREERE 8 bl | | SRk ghz==x RS S i A ST SF LIS IS SN AN EEEEEE NN NN TR R
LAST WAME: STATUS: CLOSED
TITLE: FIRST wave: [ vI:

ADDRESS:

CITY: ENGLAND STATE: AR zir: [N
HOME PHOME : Bus. pHoNE : [N

MODEL YEAR: MONOEL : PROBE

MILEAGE: 57000 wso:

DEALER WAME: NELMS LINCOLN-MERCU SALES CODE: 322636 P& A: 10120
CAUSAL CODES: o218 SYMPTOMS - 104100

ORIGIN: G TRANS. DST/RGN: TRAMS . OATE:
SERVICE/SSALES: 1 CONTAET DATE:

ACK. CODE: ASSIST CCODE: AWARD AMT: C SURVEY: (Y OR N)
BUlLD DATE: CALIERATION:

ESP INFQ: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS:

198T7/01/05

vew NAVIS: DRIGINAL *=%

CUSTOMER SAYS:

- HAS HAD SEVERAL RECALLS OW VEHICLE

= LDOKIWG TQ SELL THE WEHICLE

= DEALER IS5 TAKING TOO LONG TO GET PARTS FOR SAFETY RECALLS

= NO LOMNGER HAS RECALL MOTICES

*

PER CUSTDMER, DEALER SAYS:

- NO COMMENTS

r

CUSTOMER SEEKS:

= & LIST DF ALL THAT HAS HEEW RECALLED

=~ CAN HEXT OWNER STILL HAVE RECALLS PERFORMED EVEW WITHOUT THE LETTERS
«

CAC ADVWISED:

- GAVE IWFORMATION REGARD[NG ELIEREMT RECALLS

- HO LETTER NECESSARY, WITH VIM, THE DEALERSHIP CAN ACCESS ANY OUTSTANDING

OWNER RELATIOHS WOP/MENCHMARKING 08711798 FAaxCARTG




/11498 MASTER OWNMER RELATIONS SYSTEM II 14.21 .02
FESEEE S-S EENESEEE S SSSSEANEEEEESEs i Ems G -—ds-——w—hE- - - - oS- OoOC-OIERFEEENEEEEEREEEC
GOORAS GRP: XX01 CONCERM COHTACZT VEH TYPE: CAR

SEATTLE T4 ZNSTR: B1 CONTACT NEERE: 10TRS92&66 OPENED: 0170071397

VIN: 1:\!91‘2::!::““, EMGINE: C© CLOSED: 02/03/1957

E- kST CoMISSSSCS IS SEETESTE IR AN NN I SEEE NN - =R Rc=RCoZESEF-ENSEESENA

LAST WAME: STATUS: CLOSED
TITLE: ane: [N WI:

ATDRESS : v

CITY: : ii iIP: -
HOME PHDHE : BUS. PHOME:

MODEL YEAR: MODEL ; PROBE

MILEAGE: THLO0 wsh:

CEALER WAME: MWACKEWZIEFAQRD SALES CODE: 174408 PE A: 0B%32
CAUSAL CDDES: 1109 1203 SYMPTOMS : 104100

ORIGINM: G TRANS. DST/RGN: Ta TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 012171997
ACK. cODE: ASEIST CODE: B AWARD AMT: O SURVEY: ¥ {¥ OR N)
HUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER WOTIFIED: MICRD:

COMMENTS !

1997/01,/09

vew THIS CONTACT QPENED DUE TO anNb 9%HTQ

#++ THIS CONTACT IS QFEMED DLE TO DOPEN RECALL GUE54H AND BESSS verw
wer MAVIS: PROGRAM www

wx» | ETTER DATED 12/10/8E wex

CUSTOMER SAYS:

- DRIVER SIDE SEAT EBELT IN THE VEHICLE DOES MOT ORERATE

- PASSENGER SIDE SEAT BELT WORKS INTERMILTTENTLY

.

PER CUSTOMER., DEALER SAYS5:

- DEALERSHIP STATED THAT PARTS TO FERFORM RECALL ARE NOT AVAILABLE
~ BEALERSHIP ASKED THE CLSTOMER TQD CONTACT THE DEALERSHIP DM A WEEKLY BASIS TO
SEE IF THE PARTS ARE AVAILABLE

-

CUSTOMER SEEKS:

- WHEM W1LL PARTL FOR REPAIR BE AVAILABLE

*

CAC ADVISED:

#% RECALLS/ONP

- IMNFORMATION HAS HEEN DOCUMENTED AMD FORWARDEDR TO THE DEALER

~ REGUEST MR. TONY AMEROSID (CUST REL MNGR) TO GONTACT THE CUSTOMER WITHIN 2
BUSINESS OAYE

*v DUTBOUND CALL PLACED TO THE DEALERSAIP (MICHELLE JN THE SERVICE DEFARTMENT)
FOR FURTHER INFORMATION OM THE PART LDELAY;

- PARTS TO HAVE RECALL PERFORMED WILL BE AVAILABLE 1/15/97

- THE DEALERSHI® INTEWDS TO CONTACT THE CUSTOMER TO SCHEDLULE AN APPOINTMEMWT
¢ OUTBOUND CALL PLACEDR TD THE CUSTOMER TO ADVISE!

- DEALERSHIP WILL HE IN CONTACT WITH THE CUSTOMER WHEM THE FARTS FOR THE SEAT
BELT RECALL ARE AVAILABLE (AROUND 1/15787T)

- THE DEALEREHIP WILL ALSD ADDRESS ONP DGETO

DWNER RELATIONS VOP/REMCHMARKING O2/11/08 FAXCARTG




o8/ 41/98 MASTER DWMER RELATIONS SYSTEM II

S ESFESEAELRAATEAm—g

14.21.62

b L L DL D EE EEE L LA L R DT E N R g g ey p ey Ic=-ESrEREEx=——=—3m=

G008 AT GRP: XXO1 COMNCERN CONMTACT YEH T¥PE: CAR

SEATTLE Ta 2NSTR: TACY WAR: iD7959286 UPENED: O1/02/719%7
VIN: 12?PT20HLH ENGINE: C CLDSED: 031/03/1097
EEEEEEENECEx-g=-EEEEENExTC-o I-:----l------III----:-:-----tli=7=I...Ik:k
199701 /27

KFRATHIS IS5 THE CLOSING CDMMENT

DO TO PARY WUMBER CHANGE THE PARTS WERE DELAYED THWE PARTS ARE HERE NOW AND TH
E CUSTOMER 15 DUE IN FOR THE PARTS TO RE INSTALLED THIS WEFK WED.

OWHER RELATIONY VOPFRENCHMARKING 8711708 FAXCARTG




oo/11/88 MASTER OWNER RELATIONS SvYSTEM [1 14.21.02
LLEEEEES 1 P E RN B I I I I T I P E T LI L L T T [y LA L L T PR BT T T T I
280HJM GRPE: Xx14 COMCERN CONTACT VEH TYPE: CAR

5Dk 10 ZNS TR : NTACT NOR: 10T96DE1S OPEMED: ©1/09/ 1997

VIN: 1ZvPTI0CEL

ENGINE: € CLOSED: o3/10f 1997

LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: MI:

ADDBRESS:

CITY: STATE: ZIP:

HOME PHOME : BUS. rHOME ; I

MODEL YEAR: =T+ MDDEL : FROBE

MILEAGE : 208000 ["1:{s H

DEALER MAME: oENSEN INC SALES CODE: 183535 P& A: p3372
CAUSAL CDRES: 1203 1012 1084 SYMPTOMS ; 104100

ORIRIN: G0 TRAMS. DST/RGN: 53 TRAWNS. DATE:
SERVILE/SALES: 1 CONTACT DATE: O3/03/1687
ACK. LCDDE: ASSIST COPE: F  AWAED ANT: O SURVEY: ¥ [¥ O& N)
BUILE DATE: CALIERATINON:

ESP INFO: EXPIRES:

OPEN RECALL: - OWKER MOTIFIED: MILRO:

COMMENTS :

19970109

w&4 THIS CONTALT TS OPENED DUE TD DRPEN RECALL BG54A +++
wxs NAVIS; SUBSEQUENT 4+

CUSTOMER SAYS:

- THE SEATEELTS ARE NOT WORKING

]

PER CUSTOMER, DEALER SAYS:

= UNARLE TO GET THE PARTS Ta PERFORM THE RECALL

L]

CUSTOMER SEEKS:

= VEHICLE INVOLVEMENT IN RECALL

-

CAC ADVISED:

~INFORWATION HAS BEEN DOCUNENTED AWND FORWARDED TOD THE DEALER
-REQUEST MR _MEWMDALL JEWSEN ©UST REL MNGR TQ COMTACT THE CUSTOMER WI1THIN 2
GUSINESS DAYS

1997701 /58

*++ PARTS DFLAY DOVER 30 DAYS wam

4vs THIS CONTACT IS OPENED DUE TO OBEN RECALL SESAR wes
LCUSTOMER SAYS:

= CALLING BACK:

= HAS BEEN WAITING FOR PARTS SINGE JAN 8TH

»

FER CUSTOMER, DEALER SAYS:

ﬂcusmusn SERVICE BECAUSE EVERY OMWE THAT CALLS GETS THE PARTS - -
OWHER

.
CUSTOMER SEEKS:

OWNER RELATIONS VOP/BENCHMARKING 08711/98 FAKCARTG




1-FARFS:] MASTER COWMER RELATIONS SYSTEM II 14.21.02
===ﬂIIIIIll:===1lIIIIItl:::IIIIIt:===:IIIIIIH===:--------:---.II---====s'---l=
JE0H I GRP: KX{d CONCERN CONTACT YEH TYPE: CAR

SOR 10 ZIN/TR: CONTACT KWBA: 107960B16 OPENED: O1/09/1997
VIN: 12vPTROCALS ENGINE: & CLOSED: 03710719497
FEIEEESN r S EEEEEENES

S AEEAEEEr S EEENLE R S EEEEEER—=——

1997!02;25 -0 EErEEgEEAmEE e ==

- WOULD LIKE TO GET THE PARTS FOR THE RECALL
.

CAC ADVISED:
- INFORWATION HAS BEEN DOCUMENMTED AMND

FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REGIOMAL OFFICE,

- REDUEST MR LERDY STEWART {SVC MMGR) CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1967 703/03

M¥ETHIS I3 THE CLOSING COMMENT
***C5N RFAIRCLO»ww

PARTS ARE TN LERDY HAS TRIED TO CONTACT TRE CUSTOMER

OWMER RELATIONS VOR/EENCHMARK !NG 09/11/98  FAXCARTG




pafvi/ane MASTER OWMER RELATIONS SYSTEM 11 14.21.62
(I IR T I IS T T I RFR R TR IR RTINS e
1474TS GRP: XX17 CONCERN CONTACT WEH TYPE: CAR
WASHINGTON 27 ZN/TR: A CONTACLT HER: 107982421 DPENED: O1/10/1897
VIN: 12vPT22L3L ENGIME: L CLOSED: O1/2471997
EEETICSEX=EI R X e e e ok e o O kol o BN B o O B o O R O o o O B N N O N e BN R R RN RN AW M New -
LAST MANE : STATUS: CLOSED
TITLE: FIRST NAME: - MI:

ADDRESS :

cITY: ETATE: P

HOME FHOME . BUS., PHONE : _

MODEL YEAR: 90 MODEL :

MILEAGE: BD000 wsh:

DEALER NAME: S0WDITCH FORD LHC SALES CODE: 1270E1 P E A: DBoG1
CALSAL CORES: 1012 10RA& SYMPTOMS: 104100

DRIGIN: 5] TRAMS. DST/RGN: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D1/10f 1897
ACK. CODE: ASSIST COOE: W AWARD AMT: 0 SURVEY: ¥ [v OR N}
BUILO BATE: CALIERATION:

ESP 1NFO: EXPIRES:

OFEM RECALL: OWMER MOTIFIED: MITRD:

COMMEMTS -

199770110

w=wsx PARTS DELAY OVER 30 DAYS wuw

w*% THIS CODNTACT IS OPENED DUE TO DPEM RECALL 36593 (SEAT BELT)»++
wadk MAVIS: SURSEQLENT #%=x

CLSTOMER SAYS:

*+CUSTOMERYS FATHER CALLING®«

-ORIVERSIDE MOTORIZED / FASSIVE SEATBELT IS IMOPERABLE.

L

PER CUSTOMER, DEALER SaAYS:

-DROERED SEATRELT PARTS FOR TH1S RECALL IM EARLY 11/28 AND THEY HAVE HOT CDME
IT YET {WAME NOT KMOWN}.

¥

CUSTOMER SEEWS:

-Td HAVE SEAT BRELTS REFAIRED UNODER THE RECALL.

L

CAC ADVISED:

-PARTS REQUEST HAS BEEN SUBMITTED.

~INFORMATION HAS EEEM DOCUMENTED AND FORWARDED TD THE DEALER

~REQUEST KIM POLAREK {{UST REL MNGRY TD CONTACT THE CUSTOWER WITHIN 2 BUS]NESS
DAYS.

A XFTHIS IS THE CLOSIMEA COMMEMT

DEALER HAS ORCERED PARTS 2 TIMES FOR VEHICLE, FORD IS HAVING PROCESSING ERRORS

AND HMISPROCESSES ©QHRDER, THE LEFT SIDE IS IN THE RIGHY SIDE SHOULD ARRIVE TODA

Y PER PARTS DEPT.
1997701718

TECH UPDATING CONTACT

- PARTS DELAY SUBMITTED IN ERROR

= RECALLS ARE HODT EL1GIBLE FOR PARTS DELAY REOUESTS, MO FURTHER RESEARCH

HECESSARY
= CONTACT RETURNEO TO SR

DOWMER RELATIONS VOP/BENCHMARKING 09511798 FARCARTG



o9/ 11,08 MASTER DWNER RELATIONS SYSTEM Il 14.21.02
el LD L EELEE RS ERELY LI L EEEEEEEL L LT T Y | T sy sy,
1474TE LRP: AX17 CONCERM CONTACT VEH T¥PE: ECAR
WASHINGT ON a7 ZN/TR: GONTACT NBR: 107562121 ORENED: O41/10/1997
VIN: 1ZYPT22L5LS ENGINE: L CLOSEDR: 041/24/1997
Il===F--=IIIIIII=ki-====l-.'IIIIk-tI===IIIIIIII--::===I--.l..-------.------.---
1997/01/17

*+% PARTS DELAY OVER 30 DAYS »mn

*+% THIS CONTACT IS OPENED DUE TO OPEN RECALL 9553949 [SEAT BELT]*+*x
vum MAVIS: SUBSEQUENT wew

CUSTOMER SAYS:

- CALLING BACK ABOUT THE SEATRELT RECALL

= IF HER DALMAHTER GETS FN AN ACCIDENT wWHDS FAULT 5 IT

= IF HE DOESNT HAVE HIS PART BY THE END OF WNEMXT WEEK HE WILL GET THE MEDRTIA
INVDILVED

[ ] 1

PER CUSTOMER, DEALER SaYS%:

- THE PARTS HAVEHT COME IN YET

[ ]

CUSTOMER SEEKS:

- WANTS THE PARTS AVAILABLE, NOW!II

L)

CAC ADVISED:

= CONMYINUE TO WORK WITH THE DEALER

OMMER RELATIONS vOP/BAENCHMARKING 09/11/93 FASCARTG




ga/i1/am MASTER DWHNER RELATIONS SYSTEM II 14.21.02
=::::t.l'q=====l‘lllE--.—-====.!.lI-l=======-.tllIl=======:l-ua.ll-l-xI=:==-----ll---:=======
357445 GRP; XKOS COMCERM COMTACT VEH TYPE: CaAR
WASHINGTON 27 ZNSTR: CONTACT MBR: 1081323989 DPENED:. D2/20/1997
YN 12UFTEEL3L5- ENGINE: L CLOSED: O3/04f1997
EERFEYF=————xmA :llI-=====::----il----::::----IIIII======|:tlI
LAST MAME: STATUS: CLOSED
TITLE: FIRST WAME: - MI:

ADDRESS :

CITY: PDOUDSON STATE: ip:

HOME PHOME: BUS . PHOME :

MDDEL, YEAR: MODEL: PROBE

M1LEAGE : 71000 wsh:

DEALER MAME: BOwWOITCH FORD INC SALES CODE. 1270DE! PR A OBEEST
CAUSAL CODES: 1013 10RA SYMPTOMS: 104145

DORLGIN: GO TRAMS. OST/RGN: 27 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/25/4897
ACK. CODE: ASSIST CODE: W AMARD AMT: O SURVEY: ¥ (Y DR N}
BUILD DATE: CaLIBRATION:

ESP 1NFO: EXPIRES:

DPEM RECALL: OWKER NOTIFIED: MICRAD:

COMMENTS :

19971032 /20

svs PARTS DELAY OVER 30 DAY =x»

wss THIS CONTACT IS DPENED DUE TO OPEN RECALL 38599 & 96548 LSEAT BELT)s«rs
wwr MAVIS: SUBSEQUEMT wee

CUSTOMER SAYS:

- PART WAS DROEREC ON 11/14/96 FOR THE SAFETY BRELT RECALL

- THE PART HAS MOT ¥ET BEEW DBELI1VERED

- CURRETNLY THE SEAT BELT IS5 INDFERABLE

.

PER CUSTOMER. DEALER 5AY5:

- EARTS ARE ON BACKORDER

L]

CUSTOMER SEEKE-

- HAWE THE PART DELIWERED

]

CAC ADVISED:

- INFORMATION HAS BEEN QOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A
COPY TO THE REGIOMAL OFFICE.

- REQUEST MWA.4IM PDLAREK[CUST. REL MNGR] CONTACT THE CLSTOMER WITHIN 2
BUSINESS DAYS

1997/02/23

#44THIS 15 THE CLOSTNG COMMENT

SEaT BELTS NOT AVAIL HAVE ORCERED 4 TIMES, FORD CAKNOT FROVIDE PART, 0O MOT QF
EN ANOTHER COMTACT FOR DEALER. DEALER CANNOT ZET PARTE THIS IS A FORD PARTS A
VAIL ISSUE. F

OWHER RELATIONS VOP/BENCHMARKING DS/11/798 FAXCARTG




0a/ 11598 MASTER OWNER RELATIONS S¥YSTEM II 14.21.032
EsEBEEFEACErAROERE O XEEm=cEa=-IssssnssseemnfesisnrEhmr i FEE A AN gpuirSEEGEEFFFES g EFF-am
497EEB GRP: 0P INFORMATION COMTACT VEH TYPE: CAR
NENVER SE ZN/TR:  AD CONTACRT HBR: 1071964317 OPEMED: Q1f1G51897
VIN: L EMGIME : CLOSEA: 0171951227
EmmmEVFesIEE g d I I EENFEEEE - CEOr S - S-S S-S EIrCCTENCS S IS S S S S TS OC-S S oS oSS IS SSD========
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: MI:

ADORESS:

CITY: SANTE FE STATE: P: -
HOME PHOME : _ BUS. PHONE: _

MODEL YEAR: WOREL: RROBE

MILEAGE : 13000G WsD:

DEALER WAME: CAPITOL NOTOR COMPA SALES CODE: 156508 P& A 20403
CAUSAL CODES%: Qaid Q405 SYMPTOMS : 104108

arRIGIM: G0 TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CORE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFENH RECALL: DWNER MDTIFIED: MICRO:

COMMEMNTS:

199 7/01/10

wxsNG VIN AVALLABLE+w»

CUSTOMER 5AYS: .

- RECEIVED RECALL LETTER OM SEATRELT

= GIVEWM APPDINTMENT ON 1/3/87 TO HAVE TRACKS MEASURED

- THEY WERE SUPPOSED TD CORDER THE PARTS FaR THE REPAIRS

- THE SECOND TIME I WENT ON ON 4/7/97 THEv DECIDED THAT THEY ALSO NEECED TO
ORDER A MATAOR FOR THE SEATAELY

= THEY DID NOT CHECK TO SEE IF IT NEEDED A MOTOR THE FIRST TIME

= WHEW I HROUGHT THE VEHICLE BACK THEY DIO WOT HAVE ALL THE PARTS

- THEY STILL HMAVE NOT RECEIVED THE MOTOR AND [ HAVE BEEM RIDING AROLMD FOrR 3
MONTHS WITHOUT MY SEATBELTS
L

PER CLUSTOMER. DEALER SAYS:

- PER GINO (SERVILE)}, WE DON'T KNOW WHEN WE WILL BET THE PARTS IM
*

CLSTOMER SEEKS:
- TO LDOGE COMPLAINT AGAINST DEALERSHIP

Cat ADVISED:
= APRQLOGTZED TO CUSTOMER FOR THE SERVICE EXPERIEMCE
= INFORMATIOM HAS BEEN DODCUMENTED AND FORWARDEOD TO THE APFROFPRIATE OFFICE

DWHER RELATIONS VCP/BENCHMARKING £9/11/98 FARCARTG




paf11/am MASTER QWMNER RELATIONS S¥STEM 11 14.21.02
B L e ) e R S i e e R
8216D.) GRP: XX17 CONCERM CONTACT VEH TYRE: CAR
DENVER 58 INTR: A2 CONTACT NER: 108175782  OPENED: 03/05/1227
VIN: tzveT21ueLs [ ENGINE: U CLOSED: 03/18/1887
FE—EEX=pF==Tr== B I I L Y E R e N L R T P T PR T EE T R I B
LAST MAME: STATUS . CELOSE
TITLE: rirsT nave: [ M1

ADDRESS:

crTY: SANTA FE STATE: P:

HouE PHONE: [ BUS. PHOME:

MODEL YEAR: 90 MODEL : PROBE

MILEAGE: 200000 W5D:

DEALER NAME: CAPITOL MOTOR COMPA SALES CODE: 156508 P& A: 20403
CAUSAL CODES: 1012 1203 SYMPTOMS : 104 100

CR1GIN: &0 TRANS. DST/RGN: 56 TRANS. DATE:
SERVICE/SALES: 1 , CONTACT DATE: 03/11/1997
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURVEY: Y I¥ GR N}
BUTLD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: D¥NER WOTIFIED: MICRO:

COMMENTS :

1967/03/05

s YWEHICLE INVIOLVED INM RECALL 86548 AND 96580 »+-

svs NAVIS: ORIGIMNAL #es

CUSTOMER SAYS:

= WIS VEHICLE TS INVOLVED IN A RECALL FOR THE SEAT BELTS

- TOOK THE YEHICLE INW BACK IN CECEMEER QOF 1998 ToO HAVE THE RECALL PERFORMED
- AT THAT TIME HE WAS IWFORMED THAT THE PARTS WERE ON BACKORDER GELAY

= HE STILL HAS NOT HEARD ANY¥THING ABOUT WHEH THE PARTE WILL BE IN

PER CUSTOMER, DEALER SAVS:
- HaAS NDT BEEW CONTACTED RECENTLY

L 3
CUSTOMER SEEKS:
= 70 FIMND OUT WHEM THE PARTS WILL BE IKW

SaC ADVISED:

RE: RECALLS

- INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TD THE DEALER

- REGUEST MR. MIKE ERAMDT [CUST REL MNGR) TO COMTACT THE CUSTOMER WITHIM 2
BUSIMNESS DAYS

1997/03/12

#RATHLIS [5S THE CLOSING COMMENT

THE FARYT MEEDED Td COMPLETE TH1S RECALL HAS BEEM OW QRDER SIMCE 1/7/97. I IN-
FORMED THE CUSTOMER TrRAT T WOULO CALL HIM AS SOOM A% THE PART SHOWS UP.
MICHAEL BRANDT

OwWNER RELATIONS WOP/BENCHMARKIMNG D3RS 117598 FAXCARTG




oa/f11/a8 BASTER OWNER RELATIONS SYSTEM II 14.21.02
Fnsimmdden i rEECEEE I AEE SN S I S SIS ST =TSN S EEFEEANEEEREE NN - - ——————g--—mEEF—EEEEN
&17300 GRP: XXt13 CONCERN CONTACT VER TYPE: LAR
WASHINGTON 27 ZH,..I'TR:_ COMTACT NER: 107964876 OFEMED: o1 /10/1297
VIN: 12VPT2CELS ENGINE: € CLOSED: 02/05/10407
EEEEpEEEy .. EEEEEE I E - - LT EEECISYARAmml o EEEC- XN EECEN
LAST MAME: STATUS: CLOSED
YITLE: rrest nane: [ +::

ADDRESS:

CITY: STATE: HP: -
HOME PHONE : m BUS. PHONE:

MOCEL YEAR: WODEL : PROBE

MILEAGE: 28000 w5D:

DEALER NAME: COQURTESY FORD IMC  SALES CODE: 127629 P& A: ODBET43
CAUSAL CODES: 1213 3105 1204 SYMPTOMWS: 104 {00

DRIGIM: an TRANS, DST/RGN: 2T TRANS . DATE:
SERVICE/SALES: 1 COMTACT DATE: 01/2171897
ACK . CODE: ASSIST CODE: W AWARD AMT: 0 SURWEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATIDN:

ESF INFO: EXPIRES:

DPEWN RECALL: OWNEA NOTIFIED: MICRO:

COMMENTS :

199701710

##+ THIS ZONTACT IS5 CPEWED DUE TO CPEN RECALL SGES48 AND 96599 =+

ver MAVIS: SUBSEQUENT #es

CUSTOMER 5AYS:

=MOTHER CALLING TN MRS SMITH

~THE DRIVER SIDE SEATEBELT WILL NOT OPERATE AT ALL

~PASEENGER SIDE IS5 OPERATING NORMALLY

+

PER CUSTOMER, DEALER SAYS:

-CARLA MAITHE 4T DEALERSHIP TOLD THE CUSTOMER TO CALL THE CAC AMD PROVIOED THE
MUMBER BECAUSE THE DEALERSHIP DOESMT HAVE THE PRORER PARTS TO REPAIR THE
VEHICLE UNDER THIS RECALL

"
CUSTOMER SEEKS:

“WANTS TH15 RECALL COMPLETED OM THE WEH1CLE

NON VLL/DBCS FOR CLARIFICATION. SPOKE TO CARLA AMD SHE WILL OBTAIN TNFORMATION
FROM THE 5WC DIR ON THIS RECALL AND GALL THE CUSTOMER TODAY

F]

CAC ADVISED:

-THFORMATIDN HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

*REQUEST MS.CARLA MAINE [CUST HEL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997/ /23

#AXTHIS IS5 THE CLOSING COMMENT

PARTS ARE OM NATIONAL EACKOROER FGR RECALL AT THIS TIME.

FORREST TURNER SvC MGR

OWNER RELATIONS VOPR/BENCHMARKING 09/11/88 FAKCARTG




09/ 11438 MASTER OWNER RELATIONS SYSTEM IT 14.21.02
017400  GRF: X%19  CONCERN CONTACT VEH TYPE: CAR
WASHINGETON a7 INSTR: CONTACT MBR: 107964975 OPENED: O1/10/1957
VIN: 1zwuncm_5- ENGINE: C CLOSED: 02/05/1997
CIEEr_—EECAEELRFFalds s mEx ;:-F;------::-::::==-'=-.---.========.--‘-.==
1997,/01/25

wir MAVIS: SUBSEQUENT w3
CUSTOMER SAYS:
- REITERATES CONCERNS ABOUT SEAT BELTS

PER CUSTOMER, DEALER SAYS:
= PARTS ARE ON BACK DORDER

L]
CUSTOMER SEEKS:
- TO VERIFY THIS

.
CAC ADVISED:
- PER DEALERS CLOSING COMMENTS THE PARTS ON BACK ORDER

OWHER RELATIONS VOF/BENCHMARKING (9711798 FANCARTG




pafii1/98 MASTEA OWMER RELATIONG SYSTEM II 14 21._Q3
—=Z==-=z=====Z=-z-=-C====-c==-c- ==X IEcraamEaEsdIEd RdN I NN Ad S A s i kn NNt R AR SRR AR kA I N AN
B2 53IHM GRP: HX¥10 COMGERN COMTACT VEH TYPE: CAR

DR LANDO 24 INSTR OnTACT WGR: 107964135 QFENED: /1071397
VIN: 1 ZIVRT2000L EMNCIME: C© CLQSED: 013171997
FEEEEENEEEENER EEE S e R B B S R R S

LAST MAME: STATUS: CLODSED
TITLE: FIRST MNAME: - MI:

ADDRESS:

cIvy; STATE: N
HOME FHONE : BUS. FHDNE:_

MIDEL YEAR: (-T2 MODEL : PROBE

MTLEAGE : 1DGEDOG Wsh:

DEALER MNAME: ERNIE HAIRE FORD IN SALES CDDE: 124308 PR A DAAER
CAUSAL CONES: 1203 3105 SYMPTOMS: 104 100

ORIGLIN: GO TRAMNS. DST/RGN: 24 TRAMS. DATE!:
SERVICESSALES: 1 CONTACT DATE: OQ1/13/1097T
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [Y OR N)
BUILD DATE: CALIBRATIDON:

ESP INFO: EXPIRES:

DPEN RECALL : OWNER MOTIFIED: HICRD:

COMMENTS :

1857/01/10

woe NAVIS: SUBSEQUENT ++=

e+ THIS CONTACT IS QPEMED BUE TO OPEN RECALL 96548 we=
CUSTOMER SAYS:

= THE SHCOWLDER BELT IN THE WEHICLE IS HOT WORKIMG FROFERLY
- THE DEALERFHIF ORDEREOD THE PARTS OVER 9 MAONTHS AGO

L )
PER CUSTOMER, DEALER 5AYS:
= CHUCY SCOTT IN THE SERVICE DEPARTHMENT SAID THEY ORDERED THE PART

CUSTOMER SEEKS:

~ FOR THE RECALL TO BE PERFORMED

n

CAC ADVISED:

= INFORMATION HAS HEEM DOCUNMENTED AMD FORWARDED TO THE OEALER

- REQUEST MR. TOM PASOQUALE t SVE MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

- WMAODE AN DBC TD TAWYA IN THE SERVICE DEPARTHENT TO GET S0OME MORE

INFORMATION ARDUT THIS FART

- BHE 5A10 THAT THE PART 15 ON BACKDORDER AMD A5 S0O0OM A% THEY RECEIVE THIE
PART THEY WILL CONTACT THE CUSTOMER

1997/01/ 44

F¥FTHIS 15 THE CLOSING COMMEMT

WE HAVE LEFT 3 PHOME MESSAGES IN THE LAST WEEK TO TRY Td SCHEOULE AN APPOINTM
ENT Th HAYE THE OPEN RECALLS DONE. THE LAST MESSAGE WAS LEFT AT 11'0D0 AM BN D1
FR474997 . WE WiLL SCHEDULE THE APPOINTMENT AS SDON AS THE CUSTOMER CALLS US BA
CK. TDOM PASQUALE SERV. NGH.

OWMER RELATIONS VOP/EBEWNCHMARKING 0O9/11/08 FAXCARTG




03/11798 MASTER OWMER RELATIONS SySTEM TIL 14_21.02
--iu...:=====kl.lt==:==Illli=====:-llllﬁ-======-hlll.'-========IIII'=======‘IIII=
1449ML GRE: Q2 INFAORMATIDN CONTALT VEH TYPE: CAR
LINKNDWH -1 ] TIN/TR: CONTACT NER: 107877043 OFENED: D1/14F1997
VIN: L EHG]NE : CLOSED: 171471997
EEEEE===—=aEEN —————maAWEEEWTO=c-—assEdEESCC=ScS=SCxaRREEFFTISSSSSmmmaal
LAST MAME: -TlTUS: CLOSED
TITLE: FIRST MAME: I.

ADDRESS:

CITY: LOWER BURRELL STATE: _F: -
HOME PHOME : EUS. PHOME:

WODEL YEAR: MOOEL : PROEBE

MILEAQE: 1 wslh:

DEALER MAME: SALES CDOE: L I

CAUSAL CODES: 1203 STYMPTOMS : 104 100

ORIGIN: [£11] TRAMS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: A55I5T CORE: AWARD AMT: O SURVEY: (Y DR N)
BUILD DATE: CALIBRATLION:

E5P INFO: EXPI1RES:

OFEN RECaAl L: DWMER MNOTIFIED: MICRO:

COMMENTS:

1987/01/14

wwr MILEAGE UWAVAILABLE *++

wierpD YIN AVAILABLE=+*«

evv HAVIS: SUBSEQUENT wys

CLISTOMER SAYS:

— WANTS TO KMOW IF FORD HAS CHANGED THE POLICY ON THE SEAT BELT RECALL
OM THE PROBES

- '€ UPSET THAT HE HAS TD BRING THE WEHICLE TH AGARIM FQR THE RECALL TO
BE PERFURMED

- WANTS IT TO BE PERFORMED THE SAME DAY aND 15 DISAPPOINTED THAT
FOPD WOULD MAKE CUSTOMERS WAIT ON A RECALL

E

PER CUSTOMER, DEALER SAYS:

- FORD HAS CHANGED THE PDLICY OW THE SEAT BELTS THAT aS LONG AS THE
SEAT BELT 1% PERFORMING PROPERLY THEY WILL DMLY INSFECT THE SEAT BELTS

AND THEN ACCORDIWNGQLY ORDER THE PARTS AWD CHAMGE THEM AT A SECOMD APFOINTHMENT

(SERVICE DEPARTMENT- NO MAME]

L ]

CUSTOMER SEEKS:

~ RECALL INFORMATION

&

CAC ADVI1SED:

e+ «CUSTOMER WILL CALL BACK WITH THE WIW # TO CHECK INTQ THE RECALL AND
SEE IF THE POLICY MAY HAVE CHAMGED wwa

- COULD MOT VERIFY RECALL INFORMATION WITHOUT WIS

- NEXT CSRE PLEASE ALSO CBTAIM DEALER INFDRMATION

OWHMER RELATIONS YOP/BENCHMARMING 09711/38 FAXCARTG




03/11/98 MASTER OWHER RELATIONS SYSTEM II 14.21_02
LL AL LR LD LERYLLLLLLLELLLLLRELLLLLLELERFRE L] RRY Ry ] B L Y YT
1449ML GRP: 02 INFORMATION CONTACT ¥EH TYFE: CAR
UNKNOWN a9 ZN/TR : CONTACT MBR: 107977043 OPENED: O1/14/19067
VIN: L ENGINE : CLOSED: 2171471967
HFEIIFISFEEEEFEEEEE S ESESEEEEEEEEEEEEE NSNS SEEEEEEEEEEEEEREAKI or- - - - CC-CC-CC-CICOINSEEEEEEEEEEN
1997/01 /714

a0 YIN AVAILABLE®=»

#3w MILEABE LUMAVAILABLE w#v~»

CUSTOMER SAYS:

-WHY CAW'T HIE SEAT BELTS BE FIXED AS THE RECALL LETTER STATED THEY WOuLD

*

PER CUSTOMER. DEALER SAYS:

~ASSISTANT SERVICE MAWAGER FORD CHAMGED THE POLICY AMD THE VEHICLE WAS DMLY
INPSECTED RATHER THAW REPAIRED

-FORD WON'T FROVIDE THE PARTS UNTIL THE INSPECTION HAS BEEN OOME

-0ION'T KNOW ABOUT THE POLICY CHANGE UNMTIL THIS MORNTING

-THE DRIVER'S SIDE IS & MAMDATORY REFAIR AMD THE FASSEMGER'S SIDE ID NEEDED

* .
CUSTOMER SEEKS:

=I5 UPSET THAT FORD CHAMGED THE POLICY BECAUSE HE'S WOW BEING DCUBLY
[INCOMYENMIENCER

~WANTS TH KMOW IF THIE IS TRUE

*

CAC ADVISED:

- BEALER 15 IMN THE PEST POSITION T0 PROVIDE TECHNICAL A5515TANCE.
-~ FORD SUPPORTS THE OIAGNDS]S OF THE DEALERSHIP

1997/01 /15

CUSTOMER SAYS:

= UPSET THAT DEALERS DO NOT HAVE PARTS ON HANO TD PEAFORM MANDATORY RECALL
REPAIRS
L]

PER CUSTOMER, DEALER SAYS:

- PARTS WILL BE ORDERED

- PARTS ARE HARD TD CDME BY

»

CUSTOMER SEEKS:

- WANTS TO COMPLAIN TO FORD ABOUT THS

-
CAC ADVISED:

= INFOAMATION HAS BEEN DOCUMENTED AMD FORWARDED TWTERNALLY TO APPROPRIATE
DEPARTMENT

OWMWER RELATIONS vOP/BEMCHMARKING D8/11738 FAXCARTEG




oof11/a8 MASTER OWNER RELATIONT S¥3TEM 11 142400
lI-===::llll====:----l--‘==----IIIl::::::illl:::::::illl::=====:-ll!======:ill
QEQAMR GRP: XX1E CONCERM COMTACT YEH TYPE: CAR
WASHINGTON 27 ZH/TR: hCDNTACT NER: 107377254 OPEMNED: 0171471997
VIN: 12VFTI0CHLS ENGINE: C CLOSER: 02/26/719497
EEEEF===IEEam EmErssnsndALER == EAEEAX=———aANEEE==Sc-c-ccakERENCCSSCSC-=msaEERR====xa
LAST MAME: 5TATUS:

TITLE: FIRST WAME: - MI:

ADDRESS -

CITY: STATE: MD Z2IF;
HORE PHONE : aus. pHone
MODEL YEAR: MDDEL : PROAE

MILEABE: SO WsDh:

bEALER MAME: BO0OB RELL FORD SALES CODE: 12743% P & A: ODDEE
CAUSAL CODES: 1204 SYMPTOMS : 104100

ORIAIN: G0 TRANS, DST/RGN: 27 TRAMS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 0271871897
aCK. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIBRATION:

ESP 1NWFD: EXPIRES:

OPEN RECALL: OWHER MOTIFIED: MICRO :

COMMENTS :

1287/0141 /14

sas« THIS CONWTACT 15 OPEMED DUE TD DPEN RECALL 96590 +++

#rv NAVIS: QRIGIMAL 44~

CUSTOMER SArS:

- RECEIVED LETTER REGARDING SAFETY BELT RECALL

- HAS HAD TO TAKE THE VEHICLE BACK THREE TIMES TD TRY MAD HAVE THIS REPAIRED

- EVERYTIME THEY GO IN THEY ARE TOLO THAT THE PARTS ARE NOT IN
¥

PER CUSTOMER, DEALER SAYS:

- THE PARTS HAVE BEEN IN BUT THEY HAVE BEEN USED ON OTHELR VEHICLES
.

CUSTOMER SEEKS:
= TD HAVE RECALL PERFORMED
- TO RET APPDUINTMENT WHERE THE PARTS AVIALABLE

L ]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMEWTED AND FORMWARDED TO THE DEALER

~REOUEST MP. WALTER RURIN {CUST REL MNER]) TO CONTACT THE CUSTOMER WITHIN 2
HUSIMESS DAYS
198 T7/02719

FERTHIS 1% THE CLOSTING COMMENT

PART IS OM MATIONAL BACK DRDER WITH WO DELIVERY DATE PROJECTED M COTTON PART #
15 FT2161510045B8
WILL COMTACT CUSTOMER A5 SO0N AS PART IS5 AAVAILABLE

OWKER RELATIONS VOP/EENCHMARKING 09711798 FAACARTE




DH]t!JBE MASTER DWHER RELATIOMNS S¥STEM I1 id. 21 .02
974 1KLL GRF:. XKOT INFORMATION COMTACT YEH TYPE: CaR
UNKNOWM -] IN/TR: COWTACT MBR: 1079717632 DREMNED: o1/ 14754949T
VIN: 1ZvhTiZLAL EMGINE: L CLOSED: O1/1471397
EnblFEFs RS AELEEEEEgEEE U E S S g UEEgwAFEEEgEEAREgnidfAree it
LAST HMAME: STATUS:

TITLE: FI1RST HAHE:_ NI:

ADDRESS:

HavE. avs prons: : [

HOME PHONE : aus, PHOME:

MODEL YEMR: [=]n] MODEL: PRDBE

MILEASE : 5000 WsD:

DEALER NAME: SALES CODE: P& A:

CaUSAL CADES: 3001 1204 EYMPTDMS: 104100

DRIGIN: L= o] TRAHS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CDOE: AWARD AMT O SURWEY: (Y OF N)
BRUILD DATE: CALIBRATION:

ESF 1NWFO: EAPIRES:

OPEWH RECALL: OWHMER MOTIFIED: MI1CRO:

COMMENTS -

1897704714

*+TNVOLVYED JHW RECALL>* HS48

waINVOLVYED IN RECALL+»+ B55E9

ves NAVIS: ORIGIMAL wws

CUSTOMER SAYS:

=THE SEATBELT OM THE DRIVER'S SIDE IS5 EROKEMN

-

PER CUSTOMER, DEALER SAYS:

-ORDERFO THE PART AFTER CHRISTHAS [NQ TIME)

-

CUSTOMER SEEKG:

-WANTS HER SEATBELT REPAIRED

-WH¥ 15 THE LETTER SENT OUT TN OCT IF THE PART ISN‘'T EVEN AVAILABLE?
-

GAC ADVISED:

- DEALER IS 1N THE BREST POSITION TO PROVIDE TECHMICAL ASSISTANCE .
- FORD SUPPORTS THE D1AGMDSIS OF THE DEALERSHIP

OWNER RELATIONS VOF/HENCHMARKING 0£9/11/98 FAXCARTG




oaj11 /08 MASTER OWMER DELATIOWE SYSTEW I 14.21 .02
=== =c-c=nrcxhadsEEREEEEEEEEIWMFEFI S S S S S=SS=S=SSSCS=S=SSCS IS SAISEEEOINIINASSESEE SN EEEmmbasbbELEEGN
SH13RF GRF: XX15 INFORMAT JON CONTACT VEHR TYPE: CAR
PHILADELPH1A 14 ZHITR: CONTACT WHR: 10727H1B4 OPENED : Oi/14/1997
VIN: 1zup'r:1u:|.h ENGINE: U CLOSFD: 01714719297
cExsdEEEEEEEREN e =2t -1 t A E R FFR N NRENR I I FITRER IS NIRRT ] ]|
LAST MAME: STATUS' CLASED
TITLE: FIRST MAME: _ MI:

ADDRESS :

cITY: STATE: pA zie: [
MODEL YEAR: 90 MODEL : PRDAE

MILEAGE: 1 20000 wsn:

DEALER MWAME: FAULKNER FORD-MERCU SALES QODE: 116414 P& A: O135E
CALSAL CODES: 0403 1042 SYMPTOMS - 104 100

ORIGIN: GO TRANS. DOST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTAST DATE:

ACK.. CDDE: AESIET £AODE: AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIBRATIONM:

ESP LNFO: EXPIRES:

OPEN RECALL: OWMER NOTIFEED: MICRO:

COMMEMNTS :

1987/01/ 14

wvv WAVIS: SUBSEQLEMT +e=

CUSTONER SAYS: .

- 13/96 RECEIVED RECALL FOR THE SEATEBELTS AMD WIATWG HARMESS
- WANTS SEATBELT RECALL PERFORMED

"
PER CUSTOMER,. DEALER SAYS:
- PARTS ARE ON BACK ORDER

- CAM NOT GET THE VEHICLE IN FOR TWO MONTHS DUE TO TRAINING MEW FPEOPLE PER
SERMVICE DEPARTHMENT
-

CTUSTOMER SEERG:
- WANTS TO GET THE VEHICLE IN SDONER

.
CAC ADV1SED:
- DEALER4SHIP IS THE BEST TECHWICAL RESOURCE

= MR. JIM MBRR (SYC MGR) IS IN THE BREST POSITION TO ASSIST YOU.
1997701724

THIS CONTACT HAS BEEN UPGRADED. THE NEW CONTACT IS 1080617133

OWNER RELATIDNS VOP/EEMCHMARKING O0/11/08 FARCARTE




pasfii/en MASTER DWMER RELATIONS SYSTEM I1I 14.21.02
EEFALAEEEEEAEEEBE PN FF— - S-S S ST S S S S EESSCSIDCEEEAEEE T A S SASEE S SN S S S S EE S ETENSNENSNEKSE SN KN NN -
50614 GRP: OF CONCERN COMTACT WEH TYPE: CAR
PHILADELPHIA 48 zunnhcnmm‘r MNBR: 10BQL7135 OPENED: D1/94/1987
Vin: 1ZWPT21UZL EMQINE: U CLOSED: D2/10/1997
T T T T rs rrr e el B Al B B i B A L i B B B L B 0 0 L L R4 B E E B B B BBt R BB k- o R - ]
LAST NAME: STATUS: GLOSED
TLTLE: FIRST MAME: - MI:

ADDRESS :

CITY: % ETATE: pa 21p: -
HOME PHONE : BUS. FHOWE: F

MODEL YEAR: 90 MODEL :

MILEAGE : 120000 W5D:

DEALER MAME: FAULMMER FORD-MERCU SALES CODE: 116414 P A A: Q1355
CALSAL CODES: 0402 1012 SYMPTOMS: 104100

ORIGIN: & TRANS. DST/RAGN: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/28/1597
ACK. CODE: ASSIST CODE: W AWARD AMT: 0O SURVEY: ¥ (¥ QR N}
BUILD CATE: CALTARATION:

ESP INFD: EXPIRES:

DPEM RECALL: CWNER NOTIFIED: MICRO !

COMMENTS :

1997701/ 24

THIS CONTACT I5 AN UPGRADE OF CONTACT NUMBER 107972184

w&¢ VEHICLE TWNVOLVED IN RECALL 96599 AND DE548 v

wow NAVIS: SUASEQUEMNT +++

CLSTOMER SAYS:

= THE SEAT BELTS DD NOT WDRK AT ALL, WOULD LI1KE TD KNOW HOW THE
DEALERSHIP CAN ALLOW THE VEHICLE TO BE OUT OWM THE ROAD IN THIS
COMDITIDN

= 11=34-9E THE PART WAS ORDERED

-

FPER CUSTOMER, DEALER SAYS:

- THEY ARE WAITING FDER THE PART DN BACK ORDER [N QRDER TO MAKE THE REPAIR

[ )
CUSTOMER 5EEKS:
= RESOLUTION aT THE CONCERM

CAC ADYISED:

-INFORMATION HAS BEEM DOCLMENMTED AMD FORWARDED TO THE DEALERSHIP WITH & COPY
TD THE REGIOMAL DFFICE.

~REOUEST WR.JIW WARR CUST. REL MNGR CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

- MADE DBC, SPOKE WITH JOHN REIMBOLD THAT PART WAS ORDERED 11-29-9§

1997702703

ARATHIS IS5 THE CLOSING COMMENT

VEHICLE WAS IN $ERVICE DEPARTMENT 1-28-97 FOR RECALL REPATRS. ALL OPEN RECALLS
PERFORMED THAT DATE. VEHICLE RETURNED TO THE CUSTOMER SAME DAN.

OWHER RELATIOWS VOP/BEMCHMARKING 09/11/98 FAXCARTG




oef11/98 MASTER DOWMER RELATIONS S¥STEW 11 14_21._02
HEE============c=x=—am Al EIEEENEEEBEEEEAFFS S C- - -C-C- S-S C-CC-SC-CC-SC-SCSCSCS S-S SCSCSSSESSESSICSOIrCSOCIAINESASEER
SADEKA GREF: XxDP INFORMATION COMTACT VEH TYPE: CAR

UNKRHOWN 99 2N/TR: CONTACT MBR: 107981669 OPENED: O4/715/1947
VIN: L ENGIME : CLOSED: O01/15/1997

I TIErE R RN IR Ry e e e R R R R R R T ERNERERERY.L LY L DL L LERERELLL LI

LAST NAME: STATUS: CLOSED
TITLE: FIRST NAHE:_I-II:

ACDRESS:

HOME PHONE : BUS. PHONE: F

MODE( YEAR: MODEL ;

MILEAGE : 1 W50:

DEALER MAME: SALES COOE: P& A:

CAUSAL CODES: 1209 3105 SYMPTOMS: 104100

ORT&IN: GO0 TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASE15T COOE: ANARD AMT : O SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES :

OPEM RECALL: OWNER NOTIFIEQD: MICRD:
COMMENTS :

1997/01/15

wenuLETTER POSTMARKED 1/10/97 we»

CUSTOMER WRITES:

=VEHICLE IS [NWDLVED 1IN RECALL 98548/SAFETY RESTRAINT

=DEALERHI=® 515 NOT HAYE PARTS FOR REPAIR wWHEM HE TOOK THE VEHICLE IM
-CLUSTEMER 15 VERY LPSET

~-DRIVER'S SIDE EELT OOES WOT CPERATE FROFERLY

CUSTOMER SEEKS:

-RECALL PERFQRMED
*

CAC ADVISED:

-SENT POOQI1/CONTACT CAC

-OUTHOUND CALL WADE TO CUSTOMER TO OBTIAN AROITIONAL 1WFORMATION

=LEFT MESSAGE FOR CUSTOMER TO CONTACT CaAg

«NEXT CSR, PLEASE DETAIN VIN AMD ADDITIONAL INFORMAITON REQUIRED TO PROCESS

CONTACT (MILEAGE, SERVICING DEALER, HAS RECALL BEEN PERFOMRED SINCE LETTER
WRITTEM)

-PROCESS AS APPROPRIATE [(UPGRADE TD COMCERN IF WECESSARY)

DOWWER RELATIONS VOP/BENCHMARKING QY9/11/38 FAXKCARTG




a9/ 11 /9B MASTER OWNER RELATIOMS SYSTEM II 14.21.02
AN EEEE NS EEENEESESANENE NI REEREANEKE S I CC S S S s EEEE=E=rFACIFENRAEFEAFAREEC-T-_--—-—-——-—-—--I 3N
Q2220L GRP: EXAT COMCERN CONTACT VEH TYPE: CAR

NEW YDRK 13 ZN/TR: NTACT MHR: 1073BRGEITI OPEMED: 0171871997
VIN: 12WPT200C6L ENGIMNE: © CLOSEDR: ©1f24/ 1997
EEEEEEEEEERN SEESSC S SCCSENEYEEN ANNENANFNimEnCCS=S==S===3I-;EEEEN
LAST MAME: STATUS: CLODSED
TITLE: FIRST MNAME: MI:

ADDRESS:

HOME PHOME: BUS. PHDNME:

MOREL ¥YEAR: -4 MODEL : PROABE

MILEAGE: 100000 WD :

DEALER NAME: MCCARVILLE FORQD INC SALES CODE: 113099 P AR A 03999
CALSAL CODES: 2910 1204 EYMPTOMS 104 100

CRIGIN: GO TRAMES, OST/ROW: {3 TRANS. DATE:
SERVICESSALES: CONTACT DATE: Q151771997
ACK,. CODE: ASSIRT £ODE: W AWARD AMT: QO SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIRRATIOM:

ESF INFQ: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRD:

COMMENTS :

199701/ 18

sv+s THIS COWTACT IS ODPENED DOWE THO OPEN RECALL 96%54H ++»
CUSTOMER SAYS: .

-WEHICLE IS [NYOLWYED IN 985438

~LETTER SAYS THAT WEW RAILS WILL BE AVATLBLE AFTER DECEMEER 15

=WOULD LIKE TD WHOW WHEN PARTS WILL BE N, WEHICLE WAS BROUGHT INTU DEALERSHIP
AND THEY SAID CUSTOMER WILL BEE CONTACTED WHENW PARTS ARE IN

=~CUSTOMER wWAaS HEVER CONTACTED BY DEALERSHIP

-CUSTOMER COBTAIWED 1-EO0¥ FROM RECALL LETTER

[ ]

PER CUSTOMER, DEALER 5AY5S:

~MO0 COMTACT SINCE LAST VISIT

-

CUSTOMER SEEKS:

=RECALL INFORMATIDM

-PROPER REPAIR OF VEHICLE UNDER RECALL

"

CAC ADVISER:

=RE YEHICLE REPAIR LNDER RECALL:

-INFORMATION HAS BEEN DOCUMEMTED AMD FORWARDED 1O THE DEALER

=REQUEST M5, NAUREEM ARTALE (CUST REL & SYC MNGR) TO CONTACT THE CUSTOMER
WITHIM 1 BUSINESS DAYS

=RE RECALL E PART AVAILAILITY:

+~0LUTBOLUND CALL WADE TA EDDIE {PAATS DEPARTMENT }{CSR ATTEMFTED TO REACH PARTS
MAMAGER WHO WAS LNAVILHLE Ys%

-PER EDDIE ([PARTS DEPARTMENT]: PART IS 1N, CUSTOHER MAY HAVE RECEIVED A
POSTCARD

1997/01 /17

MASTHIS I5 THE CLOSING COMMENT

PARTS ARE NOM IN FOR RECALL CUSTOMER MDTIFIED AND APPT MADE FOR THIS WEEK
PLEASE CLOSE MAUREEN ARTYALE

OWMER RELAT1ONWS VOP/BEMCHMARKIMNG 0d/11/968 FALCARTG




cali1/a8 MASTER OWHER RELATIONSG SYSTEM 11 14.21.02
-ﬁll..'n::::====-tIIll--$========-tl.!lIIIII.'-I:=========:::-----bu-q----=n===----
EO4GAC GRP: xxh9 COMCERM CONTACT VEH TYPE: CAR

MEW YORK 13 IN/TR: 11 CONTACT WEBR: 108135157 QPENED: 02/25/ 1997
WIN: 1zupT:uc5Ln ENGINE: C CLOSED: 04/0151997
EREa=-————reuanandtdEEEEEwE=-C-=="T EEEEFX=======c-crrmasssaashdSjFEEEEET - C-JaREEERE &
LAST MAME: STATUS: CLOSED
TITLE: FIRST MNAME: - MI :

ADDRESS:

CITY: AROOM ETATE: P:

HOME FHONE : b BUS . PHINE: _ -
MODEL YEAR: a0 MODEL : PROBE

MILEAGE: \5000 wab:

DEALER NAME: MCCARVILLE FORD IWD SALES CODE: 113029 P& aA: ©D3393
CALUSAL CODES: 13328 1203 SYHPTOMNS : 104100

ORIGIN: GO TRANS. O8T/RGN: 13 TRANS. DATE:
SEAVICESSALES: 1 CONTACT DATE: 03725/ 1997
ACM. CODE: ASSIST CODE:; W AWARD AMT: O SURVEY: ¥ (Y DR N}
BUILD DATE: CALIHRATION.

ESP INFQ: ExXPIRES:

OPFEN RECALL: OwMER MOTIFIED: M1GRO:

COMMENTS :

19T/ 02/25

wee VEHICLE TNVOLWED IN RECALL 956598 *=x

wmn NAYIS: ORIGINAL we=

CUSTOMER SAYS:

- HAD THE RECALL PERFORMED

THE SEATBELT TOOK A LONG TIME TD RETRACT

- THE SEATBELT IMDICATOR LIGHT COMES QW

- STILL AWAITING THE PARTS FOR THE DRIVER SIOE SEATBELT
*

FER CUSTOMER, DEALER ShYS:

- STATED THAT THE FART I5 OM A B-10 WEEK BACKORDER
L]

CUSTOMER SEEKS:

- TD RECEIVE THE FARTS

[ ]

CAC ADVISED:

=-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MS. MAUREEN ARTALEICUST REL MMGR) TO EONTACT THE CUSTOMER WI1THIN 9
BUSINESS DAYS
188T/03/2E

ANFTAIS 15 THE CLOSING COMMENT

AS SO0M A5 WE RECI1EYED BACK OROERED PARTS WE CALLED CUSTOMER AMD ARRAMGED AN

APPCINTMENT FOR YESTERDAY ©03-24-97, CAR I5 REPAIRER AND CUSTOMER SATISFIEDR
PLEASE CLOSE MAUREEMN ARTALE

OwNER RELATIONS VOP/BENMCHMARKING D8f11/98 FAXCARTA




oofi1 /88 MASTER OWMNER RELATIONS SYSTEM I1 14 . .241_D2
E127TCN GRF: XK1 CONCERN CONTALT YWEH TYPE: CAR
FITTSAURGH a4 ZH/TR: CONTACT MEBR: 107988023 DPENER: Q11871897
VIN: 1zup'rmr:n5h ENGINE: C CLOSED: 02/14/1997
EEEEEERET ET L R R L ER L P D D R R DA R R R R RN N P N R R R R P I T T R RBIRIJIREBRRIT TR R RRRERRITIT T I T RIEITTLT ]
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: - MI:

ADDRESS :

oME m— - "

HOME PHOME : BUS. PHONE: F

MODEL YEAR: = 14] MODEL :

MILEAGE : 110000 wSD:

DEALER NAME: FUCCILLOD FORD, INC. SALES CODE: 144002 P B AT 01454
CALSAL CODES: 12RA 12RA SYMPTOMS: 104100

ORIGIN: 0 TRANS. DST/RGN: 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: §1/27/1997
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (¥ OR NI
BUILD CATE: CALIBRATION:

ESP LNFO: EXPIRES :

OFEN RECALL: . OWNER MOTIFIED: MICRO:

COMMENTS :

1997/01/ 16

wev NAVIS: ORIGIMAL +~~

#*¢ YEHICLE IKWVOLVED IH RECALL 96548 AMD 95593 »+=x
CUSTOMER SAYS:

= [SEATHELTS WERE REPLACED UNDER WARRAMNTY

= THE SEATBELTS HAVE BEEN BROKEM FOR TWO YEARS

= I TODK IT TOD THE DEALERSHIP IM NOVEMBER

*

PER CUSTOMER, DOEALER S5AYS:

- WE ARE WAILTING OW PARTS FROM FORD

L

CUSTOMER SEEKS:

- SEATBELT TRALCK PARTS TO BE EXFEDITED S0 THE REPAIR CaN EE MADE

»

CAC ADWISED:

- INFORMATION HAS BEEM ODCLMEWTED AMD FORMARDED TO THE DEALERSHIPR WITH i
CUOPY TO THE REGICOMAL DFFICE.

- REQUEST MR.CHRI1S SZUMINSKY (CUST. REL MNWGR]) CONTAET THE CUSTOMER NITHIN
2 OUSINESS DAYS

1997/02/07

CONTACTED CUSTOMER BY PHOME, CUSTS GREASTEST CONCFERM WAS THAT PARTS WERE NOT
AVAYLARLE ON & TIMELY BASIS OQEALER HAQ PARTS IN STOCK FOR ANOTHER CUSTOMER
WHO HMAD NOT SCHEDULED MOR HAO CALLED Td VEREFY AFFT, DEALER USED THOSE PARY TO
SATISFY MS. GDRCHOWSKI PARTS INSTALLED @M 4520/97

#I¥THIS IS5 THE CLOSIMG COMMENT

CUSTOMER CAME 1IN TO DEALER 1/30/97 TOD HAVE LEFT SEAT BELT AND MWOTOR REPFLACED
FER RECALL, CUSTOMEA YERY HAFFY TO HAVE ZSEAT BELT WORKING AGAIN

OWNER RELATIONS YOP/BEMCHMARKIMG OS/11738 FAXCARTG




nof11/98 MASTER OWMER RELATIONS SYSTEM II 14,21.02
---;:::::-ll--s:::=::---'nl--:::------IlIl::::::::ﬁllI::::::::::I.IIF::::::::iII
E14B5% GRP: WAOT COMCERMN CONTAGT VEH T¥PE: CAR

MEW YORK 13 INSTR: CONMTACT MBR: 107RBESGS OREMED: 01416719497
VIN: 1Z¥PT21U2L EMGINE: U ELODSED: 0172371937
EEE==——=mmmak hillllll:::==tllllll=======::l.llll::::::s:--'l
LAST MAME: RTATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

CITY: STATE: NY Z1P: -
HOME PHONE : gus . pHone :

WMODEL YEAR: MODEL : PROBE

MILEAGE: 1 18000 wsD:

OEALER WAME: BOLDSMITHFORD, LTD. 5&LES CORE: 113030 P& A: DOQ3ES
CAUSAL CODES: S0OMR SYRPTOMS 104 100

ORIGIN: GO TRAMS. DST/RGN: 13 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O1/17/1987
ACK. CODE: ASSISY CODE: W AWARD AMT: © SURVEY: ¥ (¥ DR N}
BUILD DATE: CALIBRRATIDN:

E5SP INFO: EXPIRES:

OFEN RECALL: OWHER WOTIFILED: WICRO:

COMMENTS :

1997/01/16

wme MAVIS: SUBSEOQUENT =4+

=¢v YEHICLE INVOLWED IN RECALL 9G533 #«++

CUSTOMER SAYS.

- THE CUSTOMER IS GALLING BEECAUSE SHE HAS BEEN TRYIMG SINCE NOWENEER TQ GET
THE SEAT BELTS IN HER YEHICLE REPAIRED UNDDR RECALL

- THERE HAVE MEEN FOUR DIFFRENT REPAIR ATTEMPTS AND EVERY TIME THE DEALER
CANMOT 0O THE REFPAIR FOR OME REASODN OR THE OTHER(NGO DATES)

.
PER CUSTDMER, DEALER SAY4:
= WE HAVE TO ORDER THE PARTS [HD NAME )

CUSTOMER SEEKS:
- & FINAL RESOLUTION TO THE CONCERN

L]
cac ADVISED:

- INFORMATION HAS BEEN DACLMENTED ANMO FORWARDED ToO THE DEALERSHTP WITH A COPY
TA THE REGIOMAL OFFICE.

-REQUEST MR. FRER RI&tI (CUST. REL MMNGR ] CONTALT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

OWMER RELATIONS VWOP/EENCHMARKING 09711798 FAACARTEG




Da/11/o8 MASTER DWHER RELATIONS SvSTEM [ 14,21, 02
EEEEEERAE==S===c====xwmAREINEEEEEEEEEES=SSSSSs=sSssSacxkdkdNIIN ENEEFRANIE=S=S=S==SS=S=S==S===S
23LTEE arpP: XX09 INFORMATION CONTACT VEH TYPE: CAR
HOUSTON 57 IN/TR: B2 CONTACT NEE: 107991040 OPENED: O1/17/1947
VIN: L EMGINE : CLOSED: Q174771947
Fm—======= ===z xmmadSEEEEEEEEEFANEOOEEICSECS=SS=S=S=S=SS=====R28
LAST MAME: STATUS: CLOSEOQ
TITLE: FiesT nave [

ADDRESS:

CITY:

ETATE: T ZIF:
HOME PHONE : F BUS. PHOME: F
MODEL YEAR: MIODEL:

MILEAGE: 113000 WsD:

DEALER NAME: THORNTDN FORD LINCD SALES CODE: 152781 P E A D4463
CAUSAL CODES: 16005 SYMPTOMS : 104100

OR[GIN: GO TRANS, D5T/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . CODE : A5515T CODE: AWARD AMT: O SURYEY: (¥ DR N}
BUILD DATE: CALIERATION:

ESF INFO: EXPIRES:

CPEM RECALL: OWKER MOTIFIED: MICRO:
COMMENTS :

1ea7/01/17

sae VIN NOT AVAILABLE - YEHICLE AT DEALERSHIP +4+

CUSTOMER SAYS:

=THE YEHICLE !5 INWVOLYED IN THE SEATBELT RECALL.

=THE PART WA% DRDEREOD FOR THE VEHICLE BY THE DEALERSHIP.

-THE SEATHELT CAME FOR THE PASSENGER SIDE AMD WOT THE DRIVER'S SIDE.

~THE BEALERSHIP HAD TO REORDER THE PART.

=THF ¥YEHICLE WAS PUT [N THE SHOP DN 1-5-97.

E ]

PER CUSTOMER, DEALER SAYS:

-PER DAMNY: THEY RECEL1VED THE PASSENGER SIDE BELT IMSTEAD OF THE DRIVER S1DE
BaAG,

E 3

CUSTOMER SEEKS:

-WLLO LIKE TO WHOW WHY IT TAKES S0 LAONG FOR THE PFART TO COME IN.

=

CAC ADVISED:

=THE PARTS MANAGER AT THE DEALERSHIP WQULD BE IN THE BEST POSITION TO ASSIST
THE CUSTOMER FURTHER.

OWNER RELATIONS VOP/BENCHMARKING CH/11798 FAKCARTG




oa/11/08 MASTER OWhER RELATIUNS SYSTEM II 14.21.02
FeFrEONEEEENENEEEEEENEEEEERANOD S cS=ssS s s==a=FSVYENEEENEENEN T IS =—=—=——-—-—JEEEENEN
3315C0 GRP: RA1G COMCERM COMTACT YEH TYPE: CAR

LOS AMGELES 71  2N/TR: CONTACT NBR: 107999351 OPENED: Q1721/1997
VIN: 1z~.rp1'2acn5# ENGINE: © CLOSED: 01/23/1887
S S S Sy Sy ¥E T ENFEEEEEEEEEE AR X ICE - = S ====FS EdEIEEENTEIREREcCc IS ======GNEEEEER

LAST NAME: STATUS: CLOSED
TITLE: FirsT Nave: [ -

ADDRESS:

CITY: STATE: - R
HGME PHONE : BUS. PHOME: H

MODEL YEAR: MODEL ;

MILEAGE: 1 WS :

DEALER NAME: FRIENDLY FORD SALES CODE: 171170 P& A: 05534
CAUSAL CODES: 1047 1203 SYMPTOMS: 104100

ORIGIN: &n TRANS, DST/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 GONTACT DATE: 01/22/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP TNFO: EXFIRES:

OPEN RECALL: DWNER NOTIFIED: MICRO:

COMMENTS :

1897/01/21

##+ THIS CONTACT IS OPEMED DUE TO DPEH RECALL 96548 #a

wév MWILEAGE UNAWAILABLE wuw

CUSTOMER SAYS:

- L L TG ON REHALF OF HIS SOM

IH NOVEMBER RECEIVED A RECALL LETTER FOR THE SEAT HELT

BEROUGHT VEHICLE TO DEALERSHIP TD HAVE RECALL PERFORMED

ON NOVEMBER 2, 1398 FART WAS OROERED TO HAVE

OM JAMUARY 9 CUSTOMER WAS CONTACTED THAT THE PART WiS AT THE DEALERSHIP
ONCE PART CAME THE DEALERSHIF DRDERED THE WRONG PART

LI D R |

*

PER CUSTOMER, OEALER SAYS:

= WE WILL CALL ¥YOU WHEN THE PARTS ARE IMW

- DO MOT HAVE THE BOO MUMBER (BURL BISE)

= ¥YOU CAMN FIND THE BOO NUMBER IN YOUR REPAIR MAMLAL

L

CUSTOMER SEEKS:

= WHY DID [T TAME S0 LDNG FOR THE PART TQ GET HERE

~ WHY WAS THE WRONG FART SENT

L

Cat ADVLEED:

= [NFORMATIDN HAS BEEN DOCUMENTED AMO FORWARDED TO THE DEALER

= REQUEST MR. GREQ@ HAASE (SVYC MMNGR] TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

PART DELAY:

= CONTACT MR. RAY RIBICKI (SEPV. MGR] FOR ASSISTANCE,

1937/01/22

W¥FTHTS IS THE CLOSING COMMENT

DEALER WI1LL ASST CUST OM RECALL 2€548 PARTS HAD TD BE REDRDERED THANK YOLU

OWMER RELATIODNE VOP/EENCHMARKINE OB/L1/098 FAXCARTG




nafi1/68 NASTER OWNER RELATIONS SYSTEM 11 14.21.02
-----II.I.’..I=========ﬂ"'ﬂ‘-l--------k:::::::::;'ﬂ".....III:::::::I:II..IIIII!I::I:
O81ALY GRP: XX17 EONCERN CONTACT VEHM TYPE: CAR
MEMRHIS 23 ZNfTR: B CONTACT MBR: 108006217  OPENED: 0M/23f 19497
VIN: 1ZVBT2007L ENGINE: © CLOSED: 01/30/ 1997
S - B R F R R T I NS ==-----------t========ﬂll----.*:::::::;...----
LAST MAME: STATUS;

TITLE: HAME : - MI:

ADDRESS :

EITY: GERMANTOWN STATE:

HoME phoNE: BUS. PHOME:

MDDEL YEAR: 7] MORQEL :

MILEAGE: 70000 WED :

DEALER MAME: DOBRS FORD INGC SALES CODE: 123003 P A A&: 055948
CALSAL CODES: 120% 10112 SYMPTONS: 104 100

DRIAIN: [ TRAMS. DST/RGN: 23 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: 04/23/41897
ADK. COBE: ASSIST CODE: D AWARD AMT: © SURVEY: ¥ (¥ UR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: WICRO:

COMMENTS ;

1897701/ 32

weeh0 VIN AYAILABLE#»>

CUSTOMER SAYS:

- I5 INVOLVED IN TwWO SAFETY RECALLS OW THE SEAT BELTS OH THE CAR
- CAR IE NOT AT DEALERSHIP

L
PER CUSTOMER. DEALER SAYS:
= PARTS ARE NDT AVAILABLE RIGHT NOW
.
CUSTOMER SEEKS:
- PARTE EXPED]TED
- RECALLS FERFORMED
.
CAC ADVISED:
= WITHOUT VIM. WE CAN NOT ASK DEALERSHIP TO SET PERSOWALLY INVDLVED
= CALL BACK WITH VINM FOR FURTHER ASSISTAMCE
*» NEXT CSR, PLEASE UPGRADE THIS TO A CONCERN WHEN CUSTOMER BALLS EACK WITH
VIN AFTER VERIFYING RECALL INVOLVEMEMT
THIS CONTACT IS AW UPGRADE OF CONTACT WNUMBER 10BO0SZ01
CUSTAMER SAVE:
=CUSTOMER CALLED BACK WITH VEHICLE WUMBER
1ZV¥PY20CTLS
I5 INVOLVED WO SAFETY RECALLS OM THE SEAT BELTS DN THE CAR
- CAR IS MOT AT DEALERSHIP
*
L
PER CUSTOMER, DEALER 3JAYS:
-~TERRY CADE 581D: PARTS ARE MOT AVAILABLE RIGHT NOW

DWMER RELATIONS VOP/BENCHMARKINE 09/11/3B FAACARTA




aa/i11/08 MASTER OWMER RELATI1OMNS EYSTEM LI 14.21.02
Attt T A s s st 21 R A E E f F AR AR R R RN RERNRERERRET LT T RARERENLELLENRELAS Y LENERLLLENRREN)
DR 14CY GRP: AXI1T COMCERM COMTALT vEH TrPE: CAR
MEMPHIS 23 2NATR: B1 CONTACT KBR: 1DRADGE2T OPEMNED : ﬂ1j22f199?
VIN: 1ZVPT20BTL5- ENGINE: C CLOSED: 04/3071997
HAENMEEEEET SR FEEEXEE NN NEN K ( F R R RIS FETET T FT LR REE R LR RSN T T RSN T T I 0 0 4 )
199701722

CUSTOMER SEEMS:
RECALLS PERFORMED
CAC ADVISZED:
-REGARDING RECALLS :9BS548 AND 9G5G9:
=1INFORMAT 10N HAS BEEN DOCUMENTED AMD FORWARGEDR TO THE DEALER
=REQUESTWE. HELEM AMDERSOM{CUST REL MNWGR) TO COMTACT THE CUSTOMER WITHIM 2
BUSINESS DAYS
L J

CAC ADVISED:

=UPDATED VEHICLE MUMBER

1a97/01/23

AdITHIS [S THE CLOSING COMMENT

WE HAVE ORDERED THE FARYTS THROUGH THE RECALL CENTER AND THEY ARE DN NATIOMAL
BACKDRDER. WILL REPAIR WHEN FARYTS ARRIVE. NOTHIWG CAN EBE DONE TO SPEED
SHIPMENT. CLDSING BY ED STOCK, SERV NNGR.

19897 /02703

wew YEHICLE IMNVOLVED IN RECALL YE599 44w

#33 YEHICLE INVOLVYED IN RECALL WES48 wua

#+¥ NAVIS: SUBSEQUENT =»w

CUSTOMER SAYS:

=WwHEN WILL THE BARTS EE IN?

=WHY HASM'T AWYDOME CALLED HIM MAROUT THE STATIUS OF THE PARTS?

L Y

PER CUSYTOMER, DEALER SaAVS:

=5AI0 THE PARTS ARE DN NATIONAL BACKDRDER

~THEY'LL REPAIR THE vEHIELE AS SODN AS THE PARTS ARE AWAILABLE

"

CUSTOMER SEEKS:

-WANTS THE RECALL TAKEW CARE OF

L]

Cal ADVISED:

= DEALER IS 1M THE BEST POSITION TO PROVIODE TECHNICAL ASSISTANCE.
- FRRC SUPPORTS THE DIAGWOSTIS OF THE DEALERSHIF

OWNER RELATIONS VIP/BENCHMARKING [M/11/88 FAXCARTG




oaf11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
:::t.-'lllll::=====nhllllE======x-ll-ll8=======!llllll:=========tlIll-lﬂ=========
25990¢ GRP: XRDEX IMFORMATION CONTAECT VEH TYPE: CAR
MEMPHI S 23 ZHSTR: Bi CONTALCT WEBR: 108003201 OPENED: 0172271947
VIN: L EWGIME : CLOSED: O1/232/1997
oEREEEERI=SS a0 —=—=—=——xxsmEEEEYsEc=-——SxxssrddEEERcCc=c===S====xdSSENEEEEUSE====S
LAST MAME: STATUS: CLASED
TITLE: FIRST MAME: M1:

ADDRESS: RI1VE

C1TY: GERMANT O STATE: H H

HOME  PHONE : _ EUS. PHONE:

MOOEL YEAR: MODEL: FROBE

MILEAGE: 70000 Wil

DEALER MAME: D0ODEAE FORD INC SALES CODE: 123003 F B A: 05948
CAUSAL CODES: 1203 1012 SYMPTOMS : 194 100

OR1GIN: G0 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 GONTACT DOATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR N)
BUILD OATE: CALIARATION:

ESPF INFD: EXPLRES:

OPEN RECALL: DwMER HOTIFIED: MICRO :

COMMENTS :

12297/01/22

wwaphd YIN AVAILAHLEw=?

CUSTOMER SAYS:

- IS INVOLVED IN TWO SAFETY WECALLS OM THE SEAT BELTS ON THE CAR

- CAR IS MOT AT DEALERSHIP

"

PEA CUSTOMER, DEALER S4AY5:

- PARTS ARE NDT AVAILAHLE RIGHT Haw

L]

CUSTOMER SEEKS:

- PARTS EXPEDITED

- RECALLS FERFORMED

-

Cal ADWISED:

- WITHOUT VIN. WE CAN NDT ASK DEALERSHIP TD GET PERSOMALLY INVOLVED
- GALL BACK WITH VIN FOR FURTHER ASSISTANCE

«+ NEAT CSR. PLEASE UPERADE THIS TO A CONCERN WHEN CUSTOMER CALLS BACK WITH
YIN AFTER VERIFYING RECALL INVOLVEMENT

THIS CONTACT HAS BEEN LPGRADED. THE NEW CONTACT 15 10A0QS217

OWNER RELATIONS VOP/RENCHMARKING DAS11/89H FAACARTE




o4/11/98 MASTER OwWNER RELATIONS SYSTEM 11 14.21. 02
-.----u:-...--..'.--:========:lllllllF========II-IlllI============:tlll.ll!l==
8253HM GRP: KX10 COMCERN COWTACT VEH TYPE: CAR

CHICAGO CONTACT MNER: 10BROOEIGT DPEMED: D1/2271997

VIN: ENGINE: & CLOSED: 0271971937
EEEEETO====== EEF=====c=ccxxahEBEEEEERE - mxacadNERWEE=
LAST MAME: RTATUS: CLOSED
TITLE: First nave: [  »:

MDDRESS: -
cITY: VILLA PARK STATE: _F:

woMe FHONE: BUS . PHOWME

MODEL YEAR: -1} MODEL : FROBE

MILEAGE: 48000 WSh:

DEALEN NWAME: DOAKFIELD FORD INC  SALES CODE: 141058 P & AT OI%08
CAUSAL CODES: 1204 SYMPTOMS : 104100

ORIGIN: a0 TRAWS. DST/RGH: 41 TRANS, OATE:
EERVICE/SALES: 1 CONTACT DaTE: 03/0374997
ACK_ CODE: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ (Y DR H)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CPEN RECALL: . OWWER MWOTIFIED: WICRA:

COMMENTS :

1997 /01 /32

wan VEHICLE INVOLWVED IH RECALL HES25 ave

=»= YEHICLE IWNVOLYED IN RECALL S6548 ==+

wx® HAVIS: PROGRAAM i3

CUSTOMER SAYS.

= THE SEAT BELT 1M HER VEHICLE IS MDT WORKING PROFPERLY AND 15 INORERABLE
- RECEIVED A RECALL LETTER IN THE MAIL ABOUT [T

L]

FER CUSTOMER, DEALER SAYS:

- 1198 MIKE [N THE SERVYICE DEPARTMEMT SATD THAT SHE MEEDED TO WaAlT FOR
ANOTHER LETTER TO COME IN

»

CUSTOMER SEERSG:

= FOR THE RECALL TO EE PERFORMED

L ]

CAC ADVISED:

- INFORMATION HAS BEEW DDCLMENTED AND FORMARDED TO THE DEALER

- REQUEST MR. LOUIS C RUFFOLO. [CUST REL MNGR] TO CONTACT THE CUSTDMER
MITHINM 2 BUSIMESS DAYS

1997 /02 /06

A3FTHIS 15 THE CLOSING COMMENT

OJNER IN ON 2-71-97 ORDERED WEW SPAT BELT FER RECALL FARTS ON BACK ORDER WILL E
E HERE IN S TO & WEEHS PLEASE CLOSE CAWTACT

OWNMER RELATIONS YOP/BEENCHMLAKING 09 11758 FARKCARTG




o6/ 11/d8 MASTER OWMER RELATIDONS SYSTEM 11 i4.21.02
sl EEEEEEEEE H======II--'----i.ll---#---:-::-----------I--l-l---l--'-l=====:== ===
ATT1EL GRP: XX0OZ CONCERN COMTACT VEH TYPE: CAR
DETRAOIT 48 ZNSTR: A3 CONTACT MBR: 108006311 QPEMED: D1/22/1997
WIN: 1zup1'mcs|.m CLOSED: D2/04/1897
EE L T R L L L I L Ll Ll il il i 1 1) [ |

LAST MAME:

TITLE:

ADDRESS:

CITY¥: 'iii iiiiﬂiiEiD

HOME PHOME :

MODEL YEAR: af

MILEAGE: Sa500 wW5D:

DEALER HAME: AVIS FOADINMC SALES CODE: 148028 P& A: D2YSO
CAUSAL CODES: 1202 3108 12RA SYMPTOMS : 104100

ORIGIN: Go TRAMS. DST/RGN: 48 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 01728719497
ACK. EADE: ASSIST COCE: « ANARD AMT: 0 SURVEY: ¥ (¥ OR M)
BUILD DATE: ChlLIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER MNOTIFIED: MICRD:

COMMENTS :

1987/01/22

+av HAVIS: SUBSEQUENT &ww

CUSTOMER SATS:

-~ PER MARK SaNTZ [ERIKA'S FATHER]

- THE VEHICLE WAS BROUGHT IM FOR THE SEAT BELT RECALL 11/98. I SAT AT THE
CEALERSHIP FDR 2 HOURS AWD WAS THEN TOLE THAT PARTS ARE NOT AVAILABLE WAS TOLD
TO ARING THE VEHICLE BACK IN THE MIDOLE OF DECEMBER

- 14f18/88, THE VEHICLE WAS HROUGHT IM AND LEFT FOR THE RECALL TO BE PERFORMED
AWIS FORD INDICATER THAT THE PARTS WEEDED TD BRE ORDERED AMC THEY WERE MNOT IM,
THEY WOULDO ORDER PARTS AND THEW COWTACT ME WHEN THE PARTS WHERE AVAILABLE

- 1/9797: THE VEHICLE WAS SUPPOSED TO BE HROUGHT BACK FDR THE THIRD TI1ME TO
HAVE THE RECALL PERFORMED T WAITED IN THE DEALERSHIP FOR DVER AN HOUR AND WAS
TOLD THAT THE RECALL W45 NOT PERFORMED AND TO TAKE THE YERICLE HOME ALTHOUGH
THE SEAT BELTS WOULD HDT BE WORKING AMND ! WOULD HAVE TO SIGW A& CDNSEMT FORM
INDLICATING THAT I KMEW THERE WOULD EE NU WORKING DRIVERS OR PASSENGER SEAT
BELY

- THE WEHICLE IS5 THERE RIGHT NOW TO HAYE THE RECALL PERFORMED AND T WAL GIVEN
A PHIONE CALL AT WCORK INDICATIHWG THAT THE RECALL STILL CAN NOT HE PENFORMED
THAT A CAELE WAS MISSING. SIKCE THIS WAS MY 4TH WISIT 1 wAS GIVEN A COURTSEY
VEHICLE. THE MISSING CAALE WILL WOT BE AVAILABLE FOR 2-3 WEEKS 50 THEY HAYE
ASHED ME TO BAINO MY DOURTSEY VEHICLE EACK TO THE SERVICE DEPARTHENT, IM TIRED
OF GOING BACK AND FOURTH MWITH THI5 CAR

OWNER RELATIONS YOP/BENCHMARKING 089711798 FAXCARTG




oa/11/a8 MASTER DWNWER RELATIDNS SYSTEM JI 14.21.02
===IIIII'II::‘::::::-::.F=..I...:-:::::::::..-..::::::_'::.::....H.:::::r:l’:'l"
AT71EA GHP: xKDZ CONCERM COMTACT VEH T¥PFE: CAR
DETRDIT a8 EN/TR: A2 CONTACT NHR: 10ADOGI N OQFENED: RQi/323/1997
VIN: ﬂup'r:acal.m EMGINE: C CLOSED: 0%/0471997
S ER-rENEINEBuENxcA-=-I-—=—=m - I:::::::::.----::tl:::::-'..-.-:--:::::.-..ll.
188TfOtF 22

L ]

FER CUSTOMER, DEALER SAYS:

= 173797, THE VEHICLE WAS READY TD EE TAKEN HOWEVER THERE WERE ND SEATEBELTS
AVAILABRLE SIGM A& RELEASE KWOWLNG THAT THERE ARE MO WORKING SEATBELTS

~ PER RODNEY, THE SEAT BELTS ARE TAKEW APART AND THERE WAS A CABLE MISSING
BRING THE VEHICLE

- OUTEOUND CALL MADE TD BOB SKURDA, PARTS AND SERVICE MAWAGER, KEEP THE
COURTEEY CaR, I WILL TRY AMO EXPODITE

[ ]

CUSTOMER SEEKRS:

= TQ HAVE TrE RECALL PERFORMED WITHOUT ANYHORE HASSLES

- T HAVE THE SERYICE DEPARTMENT <COME AND PICK UP MY COURTSEY VEMICLE AND
BRING ME MY CAR

[ ]

CAL ADVISED:

-TNFORMATION HAS BEEN COCUMENTER AMD FORWARDED TO THE DEALERSHIP WITH & COPY
T0 THE REGIONAL OFFICE.

-REQUEST MR. JOHN THURWAZTHER (CUST. REL MNGR) CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

- DUTADUND CALL MADE TO BCH SKURDA, FOR ADDITIONAL INFORMATION ONM THE LOCATION
OF THE RECALL PART

- REFER TO COWTACT # 1O07S5E2818, FOR PAST INFORMATIOMN BM THIS VEHICLE
1997/01/28

FENTHIS 15 THE CLOSING COMMENT

VEHICLE WAS REPAIR LWDER RPCALL. CUSTOMER HAD LOANER VEHIELE DURING THE TIME DO
F THE REPAIR. CUSTOMER HAS WEHICLE AMD IS5 HAPPY. CLOSE CASE,

OWMER RELATIDNS WOP/EEWCHMARKING Q9711798 FARCARTG




oaf11,/98 MASTER UWHMER RELATIOMS SYSTEM Il 14.21.02

ﬂ---==-----li---=====:::II-II:====:::--ll--l========:iIIIH=========B-III-:====
AG0HJN GRP: Kx14 COMCERM COMTACT VEH TYPE: CAR

HOUS TOMN 57 IN/ TR ; CONTACT WBR: 10B00T344  DOPENED: 0172271997

VIN: 1ZUPT20E4Lh ENGINE: C CLOSED: 0272471997

rxussmdRFEEEI3T =kE NN EEE ——rRAEEEEEFZ=S === dANENEEFEFSSSSoSoxxAdEEEEREITE==ST
LAST NAME: STATUS: CLOSED
TITLE: [RET MAME: MI:

ADDRESS:

oue erove . AR 0 “onc: 3

HOME PHINE : BUS. PHONE: F

MODEL YEAR: H0 MODEL: F

WILEAGE: 100000 wWaD

DEALER MAME: MCMORRIS FORD INC SaLES CODE: 152303 P& A: 04512
CAUSAL CODES: 1203 SYWPTOMS 104 100

OR1GIN: GO TRANS. DST/RGN: B2 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: QXF14/1997
ACK. CORE: ASSIST CODE: W AMARD AMT : Q SURVEY: ¥ (¥ 4R M)
BUILD DATE: CALIBRATION:

ESP I[NFQ: EXPIRES:

OPEN RECALL: WNER NOTIFIEC: MICRO:

COMMENTS :

1997 f01 /22

++% THIS COMTACT IS5 OPENED DUE TO OPEM RECALL 96599 er-
4nx THIS CONMTACT IS OPEMED DUE TO OPEN RECALL F6548 »+r
auw WAVIS: SUBSEQUENT +»#

CUSTOMER SAYS:

- MADF AFPOINTMEHT FOR RECALL

L

FER CUSTDMER. DEALER SAYS:

- NO PARTS UUNTIL DECEMBER 15TH TD REFALR RECALL

- KO PAPER WORK TO SHOM THAT THE RECALL WAS PERFORMED

- PER LESLIE, WILL HAVE TO BRIME THE VEHICLE BACK FORD KEEPS COWING Lp
WITH ANOTHER PART

L]

CUSTOMER SEEKS:

- VEHICLE IMVOLYEMENWT IN RECALL

3

CAC ADWISED:

~INFORMATIDN HAS HEEN DODGUMENTED AMD FORWARDED TO THE DEBLER

_RENUEST WR.GEME WEBE CUST REL MHGR TO CONTAET THE CUSTOMER WITHIN 2 BUSIMESS
DaYS

1997501427

C5M SPOKE YO SHOPFOREMAM- GENE WEBE. VEHICLE IS AT DEALERSHIF- WAITINMG ON
PARTS. PFARTS WAVE BEEN OROERED. SEME WILL VERIFY PART DELIVERY AND FERFORM
T.EAKER-CSM, rOUSTON
1957 /02717

F¥FTHIS IS5 THE CLOSL1NG COMMENT

PARTS WERE OADERED 12/10/1996, PARTS ARE STILL ON DRDER. FORD SAID 8 TQ 10 WEE
K5 BEFORE PARTS WILL HE AVAILABLE. GHW

OWNMER RELATIDNS VOP/BENCHMARKIMG 093/11/98 FAXCARTG




oofi1/98 MASTER DWNER RELATIDNS S¥STER @] 14.21.02
—msssmmmhadAREEOEE======xaRdELAREBIC=-=-- - amEREAINEERCS S SSSSSSSsoxxEAEEEERC=SS=S===
9256PH GRP: 10 CONCERN CONTALCT YEH TWPE: CAR

WEW YORK 13 INJTR: Ed CONTACT MBE: 108010307 OPENED: 041/23/13937

VING YPTZ1USL EMNGINE: U CLOSED: 0Zf11/1887
EmmaEESEEEEE = e == =——xASEEEEEERIFIS==cS=scsc=s===cclINNEREEBEBNF=======<
LaST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - WL:

ADDRESS :

CITY: UEENS YILLAGE STATE: IP: -
HOME  PHEONE : I BUS. PHOME: F

MODEL YEAR: aq HONEL ;

MILEAGE : 177000 wSD .

DEALER NWAME: BREST FQRD SALES CODODE: 113034 P & A: D3B30
caUSAL CORES: 1215 SYHPTOMS : 10 10D

ORIGIN: Ga TRANS. DST/ROGM: 13 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: D2/04/1937
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR M
BUILD DATE: CALIBRATION:

ESP INMFO: EXPIRES:

OPEM RECALL: - UWKHER MOTIFIEDR: MICRD:

COMMENTS :

1687 /01/23

eny YEHICLE TWVOLVED 1H RECALL 96%4B AND 96599 r4x
wnw NAVIS: SLESEQUENT vwr
CUSTOMER SAYE:
- 10/%8 CUSTOMER OET REGCALL LETTER OM SEATBELTS
- BOTH SEATBELTS ARE NOT WIRKING
- HAD GONE TO TWO FORD DEALERSHIFPS TO GET SEATBELTS REPAIRED AFTER RECEIV¥ING
THE LETTER
- 11796 CLSTOMER RECEIVES TICKET FOR NOT WEAAIMG SEATEELTS
L ]
PER CUSTOMER. DEALER SAYS:
= RE SEATEELYE:
WAITIHNG DN PARTS
[ ]
CUSTOMER SEEKS:
- FORD TO PAY FAR THE TICKET
- TO HAVE HIS SEATBELTS REPAIRED
]
CaC ADVISED:
RE RECALL:
« INFORMATIDN WAS BEEN DOCUMENTED AMNO FORWARDED TO THE DEALER
= REQUEST MR. ROY PETERSDN [(CUST REL MNOR) TO CONTACT THE CLUSTOMER WITHIN
2 BUSIHESS DAYS
RE TICKET:
~ TICKET WI1LL NGY BE PAID BY FORD
1997 /02504
FA¥THIS !5 THE CLOSING COMMENT
A% TODAY DATE AND AFTER SPEAKING TO CUSTOMER TO HER CONCERN WITH TICKETS wE EX
PLAIN TO CUSTOMER TICKETS ARE WER RESPOMNGSABILITY THERE FOR SHE HE LIABIBLE FOR
AMY TRAFFIC VIOLATION UNTIL VEHICLE BE FIXED OTHER JOFTION [5 NOT TO DRIVE VEH
ICLE UNTIL PARTS ARRIVED.

CWNER RELATIDNS VOP/EENCHMARKING D9/11/98 FAACARTG




ngj11/98 MASTER DOWMER RELATIONS SY3TEM [I 14.21.02
anAEEWEEEEC rTascssmadEENEEEEE TS == === r3ANEEEEEFEX S S S CSSSST A AAREENRFFRNSSES=SSS 2
0599Rd GRP: XXO7 GOMCERN CONTACT VER T¥PE: C4R
PHILADELPHIA 14  2WN/TR: _E1 CONTACT NER: 108010705  DPENMED: 0172371997
YIN: ENGIME: L CLOSED: 02/05/1997
ExmsmmsEEIEEWE A==t ANNENEEEEEEEFSS=S=S=S=S=CcCMlIEERENANS
LAST MAME: STATUS: CLOSED
TITLE:

st wane: [ v
ADDRESS:
CITY: WILL1AMSRQRT STATE: PA zie: [
vowe prov: : EEE— s Proe: NN

MODEL YEAR: 20 MADEL :

MILEAGE : as000 w50 :

DEALER MAME: ANCHOR FORD LINCOLM SALES COOE: 116930 F A& A; DQ1302
CAUSAL CODES: 1203 SYMPTOMS : 104 100

DRIGIN: GO TRANS. DST/RGM: 16 TRAMS. DATE:
SERVICE/SALES: 1 CONMTACT DATE: O1/29/499T
ACK. CODDE: ASSIST CODE: D AWARD AMT: Q SURVEY: ¥ (¥ OR M)
BILI[ILR DATE: CALIBRATION:

ESPF 1MFO: EXPIRES:

OPEM RECALL: DWNER MNOTIFIED: MICRO:

COMMENTS:

1997701423

mwr YEHICLE INWOLVED TN RECALL SES4B/HES8Q wev

xxv NAVIS: SUBSEQUENT ==

CUSTOMER SAYS:

-ATTEMPTED TO RESOLVE MALFUNCTIONING SAFETY BELTS

-RECALL NOTICE RECEIVED CUSTONER RETRIED REPAIRS

*

PER CLSTOMER, DEALER SAYS:

-ADVISED CLUSTOMER PARTS NOT [N WHEM PARTS DID ARRIVE UTILIZED DN DTHER YEHICLE

-

CUSTOMER SEEKS:

=F1HAL RESDLUTIONW OF CONCERNS

~RECALL REPAIRS PERFORMED A% ADVYISED

-LODGE A FORMAL COMPLAINT AGAINST ANCHOR FORD FOR MISHANMOLIMG CUSTOMER
COMCERMNS

L

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMEMTED AMND FORWARDED TD THE DEALER

-REQUEST MR_RICK TILLOTSOM(CUST REL MNGA) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

- DEALERSHIPE ARE INDEFEMDEMTLY OWMWED AND DPERATELD

- CONTACT CUST. REL. MGR., RICK TILLOTSOM, FOR FURTHER EXPLAMATION.

1997/01 /29

PARTS COLUNTER PERSOM RED PIDCOE COWTACTED 1-300 MUMBER PROVIDED IN RECALL
NOTICE FOR PARTS PROCUREMENT. STATES PARTS ARE RACKORDERED WITH MO ETA.
WITH REGARD T USING THE CUSTOMERS PARTS UM AMDTHER VEHICLE, THE XERVICE
ADVISOR GRAMT MYERS STATES HE MO ENOWLEDGE OF THAT HAPPENIMG AND HALE MEVER
REFEIVED PARTS FOR THIS VEHICLE. SEAVIGE MANAGER RICK TILLOTSOW ATTEMPTED TD
CONTACT CUSTOMER OMW 1/27/97. LEFT MESSAGE 1728797, LEFT NMESSAGE, 1/19/97
LEFT MESSAGE. CUSTOMER HAS MOT RETURMWED THE CALLSL.

OWNER RELATIONS YOP/BEMGHMARKIMG 09/11/38 FAACARTG




3/ 11/98 MASTER DWHNER RELATIOWS S¥STEM II 14.21.02
EEEEE=s=s====cs=s=s==s==cER o mEEEN o ENAENE R NSO ASNEENEAEFFAENEcrEEEEE - CAEENENECIiEBEEEFLX
CESARJ GRE: XxD7 COMCERMW CONTALCT ¥YEH TYPE: CaAR
FHILADELPHIA 16 IN/TR: CONTACT MBR: 102000703 OFENED: O1/23/1397
VIN: 1ZYPTIALOLS EHEIMNE: L CLOSED: Q2/05/1997
EAFEEEEEYSSECEEEEE - gEEE= == I=Z======r=====S===S=Z=S====S=SIZ=S=====E=======F=
1937 /01729

FERTHIS IS THE CLOSING COMMENT

SERVICE MAHAGER RICK TILLOTSOM SPOAE TO LENA AT 1-800-A25-5521 FOR PARTS
PROCUREMENT., SHE STATES PARTS WILL WOT BE AVATLAELE FDR BWEEKS. SHE ALSO STATE
ED, PER RECALL MATI!CE CUSTOMER 1% EWNTITLED TD THE FREE USE OF & RENTAL CAR wHI
LE PARTS ARE BE MACE. ADVISED CUSTOMER. CUSTDMER WILL PICK UP RENTAL TOMORROW.
SPOKE TO €.5.M. RAON DEEMAM (REP FOR PARTS AND SERY1CE DPERATIONS) ADVISED TD
ELOSE CONTACT AS PARTS WILL MOT BE IN FOR AN EXTEMDED TIME.

1997 /02,708

#¥FTHIS IS THE CLOSING COMMENT

oK

OWMER RELATIONS VOP/HENCHMARKIMG 09711798 FARCARTG




Dgf11/98 MAGTER OWWER RELATIONS 5v5TEM LI 14,.21.02
EEERA L R RS R L ERELELRL L EFANE NIRRT R N R L LR T o Y-
QE|335 GRF: Xx12 CONMCERN CTONTACT YEH TYFE: CaR

FITTSBLRGH a4 TNATR:

CONTACT NBR: 10BM0S03  OPERED: 0172371997

VIN: 1ZVPT2 14415 ENGINE: U CLOSED: Q173171997
ERF-NEANEE=uRE S CNEEEECEEFNENE s JARSEEEEEE TS EESCOSEEEN
LAST NAME: ATATL

TITLE: FIRST NlHE_ MI:

ADDRESS:

EITY STATE: oH ZIP:
HOME PHOME ; BUS. PHONE: F
MODEL YEAR: [#] MODEL :

MILEAGE: 94000 wah:

DEALER NAME: PBUD BRADYFORD 1NC GALES COOE: 144118 P& A: DI397
CRUSAL EDDES: 1203 SYWPTOMS: 105 100

ORIGIN: a0 TRANS. DST/RGN: 44 TRAMS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: Dif24/1997
ACK. CODE: ASSIGT CODE: W AMARDO AMT: O SURVEY: ¥ [¥ OR N)
BUILD DOATE; CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWWER MNOTIFIED: MICRO:

COMMENTS :

1897/01/23

+er NAVIS: ORIGIMAL #wm
+++ THIS CONTAGCT IS COPENED DUE TO OPEN RECALL QBS99 +aw
#%+ THIS CONTACT IS OFEMEC OUE TQ DOPEM RECA|L 9ES48 »+=»
CUSTOMER SAYS:
- THE DR!VER SIDE SHOULDER STRAP WILL WOT MOVE
STRAP 15 S5TUCK RIGHT [N THE MIDDLE
- TALKED TO ASSISTANT MGR Jl1M AT THE DEALERSHIP
[ ]
PER CUSTDMER, DEALER SAYS:J1H
- WE ORDERED THE PARTS ON JAWJARY i6TH FUOR YOUR YEHICLE

L]
CUSTOMER SEEKS:
= WANTS THIS FIXED A% S00N AS POSSIELE

L 3

CAC ADVWISED:

=1NFORMATION HAS BEEN DOCUMENWTED aMND FORWARDED TQ THE CQE&LER

~REQUEST MR.BUD BRADY, CUST REL MNGR, TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1997701724

A¥FITHIS IS THE CLOS1ING COWMMENT

CUSTOMER HAS BEEN CONTACTED AND UPDATED OM FARTS REQUIREQD FOR RECALL PARTS WER
E ORNERED ON JAM 15 1907 WERE ADVISED THAT DAY THAT THEY wERE ONM NATIONAL BACK
ORDER WITH MO PROMISE DATE CUSTOMER WILL STAY IN TOUCH wIYH US RMM 1/24/1997

UWNER RELATIONS YOP/BENCHMARKING DAf11/98 FAXCARTG




ooa/11/9a MASTER OWMER RELATIONS SYSTEM 11! 14.21._02
B R R L R - o B Rl R A AR AR AR RN R E R RN S VL E SR RS XS NI EETYT I Y YRR ALY I
257445 GRP; XXA05 COMCERN COMTACT VEH T¥RE; CAR
ATLANTA 21 ZHN/TR: Ed CONTACT NER: 10EDI2Z21A8 OFENED: 01729719587
VIN: 1ZVPT2UILS EMGINE: U CLRSED: 02/07/19097
EEARFEEEENES — — ——Fi1 Fr T EEFIAEEE NS EE N - c-cxrmi-——-——-=-ogTCc=FEEFCEEEEEER
LAST NAME: STATUS: CLASED
TITLE: tesT nane: [ MI :

ADDRESS -

C1TY: GRAYSAN STATE: Ga ZIP: -
HOME PHONE: I Bus. ~rone : [

MODEL YEAR: a0 MODEL: PRDAE

MILEAGE : 95000 WSD:

DEALER MAME: ARRINATONG ELOUNT F SALES CODE: 121060 F & A: DD494
CAUSAL CORES: 9105 2801 1DRA SYMPTOMS: 104100

CRIGIN: a0 TRAWNS. DST/RGN: 24 TRANS. CATE:
SERVICE/SALES: 1 CONTACT DATE: 01/30/1587
ACK. CODE: ASSIST CODE: W AWARD AMT: Q SURVEY: ¥ (Y OR N}
BULLD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: DWMER MOTIF1ED: MICRD:

COMMENTS:

1887 /01/29

r=+ PARTS DELAY wew

=#¢ THIS CONTACT IS AFPENED DUE TD OFEN RECALL DESAR AND S8599 iKD DAEG4wwse
=rx NAVIS: SUBSEQULENT =#s

CUSTOMER SAYS: .

= THE SEAT BELT IS STUCK IN AN UNSAFE POSITION

- ToDK WEHICLE TO THE DEALER FIRSY DM 1/20/9T

.

FER CUSTOMER, DEALER SAYS:

- MALE IMW PARTS PROVIDED 8OO NUMBER

= THE PARTS ARE DM EBACK ORDER AND IT WILL TAKE B WEEKS

-

CUSTDMER SEEKS:

= HAVE SITUATION RESBLVED AS SDOM AS POSSIBLE

F

CAC ADYWISED:

= TNFORMATIQN HAS BEEN DOCUMENTED AND FORMWARDED TO THE DEALERSHIP WITH A
FOPY TO THE REGIONAL DFFICE,

= REQUEST MR.JOHW HERRIMW (CUST. REL MNGR] CONTACT THE CUSTOMER WITHIN 2
BUSTNESS DAYS

* WADE DUTBOUND CALL TO THE PART:E DERT- IT WILL TAKE 9 WEEKS BECAUSE DF THE
BACK ORDER, WE SAW THAT THERE WAS PARTS IN OR DEPOT. WE WILL TRY TO GET THEM
FROM THERE
1597 /01731

#FFTHIS IS5 THE CLOSING COMMEMNT

CUSTOMER IS NOW IN RENTAL UNIT A4S FROVIDED 1N RECALL WOTICE TO DEALERS. PARTS

MAY BE 1IN 1M A% LITTLE AS 2 DAYS OR COULD TAKE LP TQ B WKS DUE TO BACK ORDER
STATIS . .

J HERRIN

OWMER RELATIONS WOP/HEMCHMARKING 0O9f11/88 FAACARTG




ogf11/88 MASTER OWMER RELATIOMS S¥3TEM I1 14.21.02
Emesemmamd EEFAEEEEEOD - r=====—r=-kadANEEENEEENEEE-C=-=-S==-c=-c-cc-o=====c-nahENANEEREIEFEEEEEER
TE9EAE GRP: 08 COMCERM CONTACT YEH TYPE: CAR
DALLAS 52 IN/TRY CONMTACT MBR: 10803584% OPENER: 0172971997
VIN: 1zw-rzz|.a|.* ENGINE: L CLOSED: 0271171897
mEr--====x3 A NN NN o S naskEEENERLEFEEEEEEEROFSSSSFsss====Ssr=sckERREARE
LAST NAME: STATUS: CLDSED
TITLE: rresT e [ -

ADDRESS:

CITY: STATE: Ok zir: [
HOME FHONE : sus. pooNE:

MODEL YEAR: h:T=] MODEL : PROBE

MILEAGE: BDOCC WD

DEALER WAME: FRED JQMES FD OF TU SALES CODE: 152305 P& AT OT703E
CAUSAL CODES: 1203 1012 D206 SYHPTOMS: 104100

ORIGIN: GO TRANS. DS5T/RGW: G52 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: Q2/n3/1297
ACK. CODE: ASSIST CORE: W AWARD AMT . O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALTERATIDN:

ESPF 1WFO: EXPIRES:

OPEW RECALL: OWNER NOTIFIED: KRICRO:

COMMENTS:

19971/01/29

wre WEHICLE INVOLVED IN RECALL 96599 +3+«

=xw YEHICLE IMWDLVED IN RECALL 9ES4H ++«

CAISTONER SAYS:

- DRIVER SIDE AUTOMATIC SEATAELTS MAKE A LOUD CLICKIMG HOISE, AND DD HOT
OFERATE .

- DOE5S NOT FEEL SAFE T€ DRIVE YEHICLE WITHOUT FUNETIDMING SEATHELTS.
.

PER CUSTOMER, DEALER SAYS:

- PARTS ARE ON BACK-ORDER.

- PARTS ARE NOT EXPECTED FOR B WEEKS.

L]

CUSTOMER SEEKS:

- RESQLUTIOM TO COMCERNM.

»

CaAC ADVISED:

REGARDING RECALL/ONF

- REQUEST CUST REL MGR MIKE GRIFFIN TO CONTAGT THE CUSTOMER WITHIN TwO
EUSINESS DAYS REGARDING RECALL fOMP

wase YWEHICLE 1NYOLYED TH RECALL DEITIQ +»»+
wsa YEHICLE INVOLWED IN RECALL 96S&4R +#4 ¢
eve NAV]IS: DRIGIMAL ®¥+

CUSTOMER SAYS:

- CALLING HACK.

- CUSTOMER SAID SHE CALLED DTHER DEALERSHIPS IM AREA. AND WAS TOLD FART IS ON
BACKORDER .

-

PER CUSTOMER. DOEALER SAYS: -
- WILL TAKE UP TO B8 WEEKS TN ZET PART.

OWMER RELATIONS YOP/BENCHMARKING 09711798 FAMCARTG




/11788 MASTER DWMER RELATLIONS 545TEM I 14.21.02
SES=SSS AR EANANN M MS TS S SSS SRS EENmMNS SIS SSSSSSFCAANECalcioC—yS—mEEsEE——===—
TGISEAE GRP: 049 COMCERNM CONTACT YEH Tv¥PE: CAR
DALLAS 52 ZNSTR ; OMTACT NBR: 1QROJ5E42 OFEMED: ©1/29/1897
VIN: 12¥PT22LEL ENGINE: L CLOSED: 0271171987
N EX S FSCANCNNENFEEAER= ANl =SS CACENNNEAN S S pEREEEmES======
1997/01 /249
+

CUSTOMER SEEKS:
- RESOLUTIDN TO CONCERN.

L]

CAC ADVISED:

- CUSTOMER WAS INFORMED DOF FRODUCTIOM DELAYS.

= REQUEST DEALERSHIF PARTS COMSULTANT KEEP CLUSTOMER IMFORMED OF ORDER STATUS.
199704 /30

=+x THIS CONTACT IS OFEMED DUE TD DOPEN RECALL 98548 =»we

##» THIS COGNTACT I5 DPEMED DUE TD OPEW RECALL JE5S95 hrm

vew MAYIS: SUASEQUENT &4

CUSTOMER SAYS:

= DRIVER S5IDE AUTOMATIC SEATEELTS MAKE A LOUD CLICKING HOI5E, AND DO NOT
OPFERATE

= DOES NDT FEEL SAFE TO CRIVE VEHICLE WITHOUT FUNCTIDMING SEATRELTS

¥

FER CUSTOMER, DERLER SAYS:

- SOMEOME FROM THE DEALERSHIP TOLD THE CUSTOMER THAT THE FARTS ARE ON
BACK-DRDER: PARTS AHE NOT EXPECTED FOR 5 WEEKS.

L d

CUSTOMER SEEKS:

- LDANER WEHICLE

=~ THE SEATBELT A5 S00M AS PGYSSIALE

[ ]

CAC ADVISED:

RE: RECALL 98589 AND BES4H [SEATRELTS)

~INFORMATIOW HAS BEEM DOCUMEMTER AND FORWARDED TD THE DEALER

-REQUEST MR.MIKE GRIFFINM |CUST REL WMWGR) TD CONTACT THE CUSTOMER WITHIM 2
BUSTMESS DAYS

RE: LDANER VYERICLE REDUEST

- LOANERS ARE WOT A PROVISIDN OF THE WARRANTY.

= CONMTACT MR.MIKE GRIFFIN JCUST REL MGR.) FDR CLARIFICATIOW OF THE
DEALERSHIP'S POLICY QM ALTERMATIVE TRANSPORTATION,

- MAY REJQUIRE AN APFPOINTMENT

1927/03/04

FX¥XTHLS IS THE CLOSING COMMENT

PARTS DN BACK ORDER THERE 1% & MAJOR PROELEM wW1TH FORD OR VEMOQR TO RECALL T

HE VEH. AND WOT BE READY FOR THES OME.... VEMDOR TELL US THAT IT KAY BE 4 COUR
LE OF WEEKS FOR THE MOTORS THE BASE RECALL THEY HAYE THE PARTS BUT THIS CUST.
NEEODOS THE 2ZNMD K1T THAT TRERE OUT OOF BUT MOST OF THE RECALLS NEER THE MOTER
5

OWMER RELATIONS VOPJ/HBENCHMARKING 0Sf11/98 FaxCaRTG




09711 /498 HASTER OWNER RELATIDNS SYSTEM It 14_21_02
LR LRI AN LAENRTREIT RN ENENT RSN RNER] FYRNENETREL S N ENENEELNENETRTERN S B I SN ey g
2327TER GRP. xx02 COMCERHN COMTACT VEH TYPE: CAR
DETROIT 45 ZHSTR: 1 CONTACT NER: (1080353242 OPENED: Ot/730/+14997
VINM: 1ZVPT2IUSLS ENGINE : L CLOSED: Q270771987
Tx=—R==—xm===#h LR R R E 20 L LR RIS ANRNLIT T I T YT FR RN T FEI TR 0 0 1]
LAST HNAME: _ETATUE: CLOSED
TITLE: IRST MAME: MI :

ADDRES55:

CITY: CROSWELL ETATE: ] 2Ip:

HaOME PHONE: BUS. PHONE: F

MODEL YEAR: FQ MODEL ;

MILEAGE: TASDD WsD:

DEALER NAME: NDRTHGATEFORD INC SALES CDDE: 148415 P& A: DIBE3R
CALSAL CODES: 120% 1203 1012 SYMPTOMS ; 104100

ORIGIN: GD TRANS. DST/HRGN: 4% TRANS. DATE:
SERVICE/SALES: 1 . COMTACT DATE: 017341997
ACK. CODE: ASSIST COOE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALTHRATION:

ESF INFD: EXPIRES:

DPFEM RECAIL: OWMER NOTIFIED: MIGAQ:

COMMENTS:

19987 /01730

#x+ THIE CONTRCY IS OPENED DLE To OPEN RECALL S5598 +++

*#v THIS CONTACT IS OPENED DUE TD OPEN RECALL 96548 x+»
CUSTOMER SAYS:

=THE CUSTOMER RECEIVED THE RECALL LETTER ABODUT THE SEATBELTS.
=THE SEATRELTS 1IN THE VEHICLE ARE MOT WORKIKNG AT ALL.

=THEY OO0 NOT WANT TQ GET A TICKET FOR NOT WEARING SEATRELTS.
*

FER CUSTOMER. DEALER SA¥5:

~PER STEVE BRJSH KORTH GATE FORE: YHEY DD WOT HAWVE THE PART FOR THE PASSEMGER
SI0E BF THE WEHIGCLE.

=OME PART 15 1N AND WE ARE WALTIMG FOR THE OTHER SIGE TO COME IN.
=THE PART 15 ON BACKORDER.
»

CUSTOMER SEEKS:
=~WOULD LI1KE TO KNOW WHEW THE FART WILL EE AVAILKBLE.

L]
Cac aDYISED:
-INFORMATION HAS BEEN DDCUMENTED AMD FORWARDED TO THE QEALER

=REQUEST MWR. STEVE BRUSH SVC MMGR TO COMTACT THE CUSTOMER WITHIW 2 BLSIHESS
DAYS

199770131
#*¥THIS IS THE CLOSING COMMENT
CUSTOMER WAS COMTACTER-AYEWE CODK.PARTS COUNTERFERSOM CONTACTED PARTS DEPOT ONM

PARTS AYALIEILITY-PARTS SHOUND ARRIVE NEXT WEEK ,CUSTOMER WILL EE NOTIFIED AN
0 RECALLS WILL EE PERFORMED

OWNER RELATIONS VDP/EENCHMARKING 08/11/38 FAXCARTG




D3f 11798 MASTER OWMER RELATIDWNS SYSYEM 11 14.21.02

-....l..“;_—======-*’.....-‘==========-:-.....-“F===============--*-....-..===
2343HM GRP: fal] SAWNCERK COWTACT YEH TYPE: CaR

NEW YORK 13 IN/TR: ONTACT MBR: 1DROS5591 DFENED: 02/04/1897
VIN: 1szTaucﬁLu- ENGINE: © CLOSED: D2/ 14/ 1987
=== swushad IAEBEERNFE R - EEEEEWEEmoc=-=-=-========—==SxaJhEIIEREEEEEERE-=======
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: - M

ADDRESS:

CITY ; STATE: . I
HOME PHONE : “ BUS. FHONE: _

MODEL YEAR: MDDEL : PROBE

MILEAGE : 45000 WSD:

DEALER MAME: TSLAMD FORDO, INE. SALES CODE: 11330 P & A: 032850
CAUSAL CODES: 1203 1204 SYMPTOMS : 104100

ORIGIN: 1] TRANS. DST/RGH: 13 TRAWS. TATE:
SERVICE/SALES: 1 CONTACT DATE: D2/D4/1997
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURVEY: ¥ {r OR N)
BUILD DATE: CALIBRRATION:

ESP INFD: EXPIRES:

DPEN RECALL: DWMER NOTIFIEO: MICRO:

COMMENTS :

1997 /02/04

wes THIS CONTACT IS CPENED DUE TO OPENM RECALL 98548 +++

wx* TH1S CONTACT CPEWEDR OLIE TO ONP B5RT0 waw

CUSTOMER SATS:

- BOT A RECALL LETTER FOR THE SEAT RELTS

v

PER CUSTOMER, DEALER SAYS:

= WE DON‘T HAVWE THE PARTS IN STOCK

[ ]

CUSTOMER SEEKS:

- A DEALERSHIP TO GET THI1S DOME AT

E

CAC ADVISED:

- INFORMATI!OM HAS BEEN DDCLMENTED AMD FORMARDED TD THE DEALER

- REQUEST MP. STEVE GREENE SWC MMGR TO CONTACY THE CUSTOMER WITHIM 2 BEUSIMESS
DAYS

- C5R MADE DUTEOUMD CALL TO DEALERSHIP AMND SPOKE WITH MARK BRAMLIGAN, PARTS
MANAGER, WHO IS DRDERING THE PARTS OM EMERGENCY STaTUS FOR THE CUSTOMER.

- THE CUSTMOMER WILL BE CONTACTED ®Y PHOME anD BY MalL WHEN THE PARTS COME IN
1a87 /02707

#HFTHLS I5 THE CLOSIMNG COMMENT

SPOKE TO MR PRAAMIUDAKLS THE SAME DAY THAT HE COMTACTED GAC. ALSO ORDERED SEAT
BELTS FOR RECALL THE SAME DAY. SEAT BELTS ARE ON BACK ORDER. WILL CONTACT MR
PRAMIUCAKIS WHEN THE PARTS COME [M AND THEN PERFDREM THE RECALL IMMEDTATELY.
CLOSE CASE. L.BODY

OWMER RELATLONS VOP/BENCHMARKING 0US11/08 FANCRRATE




oef11/98 MASTER OWNWER RELATIONMS S¥STEM II 14.21.02
EEEEAAF=—c-=—rasmmsmiIRoEEEcrsssaamhiFdramEmrs=====reaxd INEEEEEERE======= IxmdiEEES
BEHOOWS GRP: AX09 INFORMATION CONTACT VEH TYPE: CAR
WASHINGTOH 27 INJTR; CONTACT NER: 10BOATEED  DOPENED: O2/06/1537
VIM: 1ZVPT2OCEL EMGINE: C CLOSED: 0270671997
S-S ExmmmmE Erx=—=———ckEREENEEEEEEC=-C=S-=====c==XENEEENEERERFESS

LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS :

CITY: ETATE: [214] ZIP: _
HOME FHONE: BUS, PHOME: F

MOBEL YEAR: MDDEL :

MI1LEAGE: 100000 wWSD:

DEALER MAME: SDE DAVIDSON FORD I SALES CORE: 127034 F & &4: OQDBA
CALUSAL CODES: 1203 STMPTOME : 104100

ORIGIN: G0 TRANS. DOST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK, CDDE: ASSIST CODE: AMARD AMT: Q SURVEY: [¥ OR N)
BUILD DATE; CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: CWNER MOTIFLED: M1CRO:
COMMENTS :

1887/02/0B

ewve NAVIS: SUBSEQUENT *ws

CUSTOMER SAYS: ]

- DHTAI!NED THE BOO4 FROM THE DEALERSHIP/DAVE LANCASTER

- FAID OVER %800 FOR THE LEFT SEATEELT TO BE REFAIRED

- WANTS BOTH SEATEELTS TO EBE REPAIRED

[ ]

PER CLUSTOMER, BDEALER SAYS:

- CALL CAL

- WILL BE AS0UT ANOTHER 2 MOWTHS BEFORE THE SEATRELT TC BE REFAIRED

- REIMBURSEMENT FOR THE LEFT SEATEELY WILL SE REFUMDED WHEN THE SEATBELTE ARE
REPAIRED

L]
CLUSTOMER SEEKS:
- SEATHELT RECALL TQ BE PERFUORMED

.

CAC ADVISED:

«“OUTBOUND CALL MADE TO DEALERSHIP/ERIAN HUNTER, PARTS MANAGER

- THE CUSTOMER HAS TO BRING THE VEHICLE IN FOR AN I!NSPECTION AMD & TIEKET HAS
T0O BE WRITTEN UP

- AFTER THE TICKET IS WRITTEM UP TWE {(DEALERSHIR} WILL CaLL THE 8004 TO DRDER
THE PART

++ADVISED THE CUSLTOMER TO TAKE THE VEHICLE TO THE DEALERSHIP

OWNER RELATIONS VOP/BEWCHMARKING 09/11/98 FAXCARTG




«1- TR 1] MASTER OWMER RELATIONS SvSTEM II 14,24, .02
EE S S S S S S S I ErEE N AT N Ao sdd - CRCC- = ENEEENEIzmd=-——-----————gE¥aadl-—aa3=-—=—=—=—=—=g£=
3635LS GRP: 10 INFORMATION CONTACT wEH TYPE: CAR

DALLAS a2 IN/TR: A2 CONTACT NER: 10307T04ED OPEMED: 0270671997
¥IN: L EMGI ME CLOSED: 02/06/19397
LA R L L L L NN NI — — — FIIl--.--::II======Ill=--l==-====-==l'lﬂ.---l

LAST NWAME: STATUS: CLOSED

TITLE: FIRST NAME: - MI:
ADDRESS : ITE 337

CITY: STATE- 18 -
HOME PHONE : BUS. PHONE: _

MDDEL YEAR: MODEL: FROBE

MILEAGE: 100000 WsD:

DEALER MAME: FEAGLE LINCOLM-MERCU SALES CODE: 967510 P& A: 1D8ES
CAUSAL CODES: 0214 SYMPTOMS: 104100

ORIGIN: Go TRANS. DST/REM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDOE: ASSIST CODE: AMARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: DWNER MOTIFIED: MICRO:
COMMENTS ;

1997/02/06

wrxv VIN NOT AVAILABLE - VEHICLE AT DEALERSHIP =ea2

CUSTOMER SAYS:

- SEATBELTS LOCKED UP OM THE VEAIGLE WHEM DEPRESSED BERAKES ALMDST CAUSING AN
ACCIDENT

- PAYIMG %53 A DAY FOR A RENTAL

= CANWOT CDRIVE WEHICLE BECAUSE AFRAID OF BETTING A TICKMET FDE WO SAFETY BELTS
- AER JOB I5 IM MARKETIMG AND DOES A LOT OF DRIVIMG

L]

PER CLSTOMER, DEALER SAYS:

RICKY SAID:

= WILL BE EI!GHT WEEMS BEFDRE CAM WAVE THE VEHICLE REPAIRED
- WILL GIVE %15 FER DAY TOWARDS A RENTAL

= CALL CiC FOR F1HAMCIAL ASSITANCE

= ¥WEHICLE I5 JNVOLYED IN RECALL

CUSTOMER SEEME:
= FIHMAMCIAL ASSISTAMCE FOR RENTAL

Cal ADVISED:
= NO ESP
= NO TRAWSPORTATION ASSISTANCE PROVIDED

OWMER RELATIONS VOP/BENCHMARKING 08511798 FAXCARTG




09/11/98 MASTER OWMER RELATIDNG SYSTEMW I 14.21.62
EEECoIAANEEEEEEEEmR RN EEEEOOEECES S S E S sE s s s s sz xAa A BARRLRRIERRE PR R P SFESEESEESSEEEEESS
IGISLS GRP: 10 INFORMATION COMTACT VYEH TYPE: CAR
DALLAS 52 ZHNFTR: AZ CONTACT MER: 1QBCTOA8Z OPENED: 02/0&/1337
VIN: L ENGLHE : CLOSED: 02/08/1897
S rcmAANANEASEENEOFSCSSSSCoorssmasaAaERENANEEEEEFRISSSSSSSCSSSSSSSSCSCSSAIEEEEaEEmAdER
198 03

vesrhlD YIKN AVAILABLE#=ww»

CUSTOMER 5AYS:

=THE YEHICLE 15 OM RECALL FOR SEAT BELTS

-THEY ARE WAITINS OM PARTS FOR THE RECALL.IT WILL TAKE B WEEKES TO GET THE
FARTS 1M.CUARENMTLY THERE ARE MO SEAT BELTS 1M THE VEHICLE
-BHE HAS & RENTAL FOR %36.00/DAY FROM ENTERPRISE

N

PER CUSTOMER, DEALER SAYS:

-HO CONTACT

-

CLUSTOMER SEEKS:

=DOESMN*Y WANMT TO FAY FOR THE REWTAL

-FINANCIAL ASSISTAMNCE

=WANTSE TD SPEAK WITH A CS5M

&

CAC ADVISED:

« WO LOANER DFFERED OM THIS PROGRAM.

- MR_JOHN KEITH LSERY. MGR.)Y IS IN THE BEST POSITION TO ASSIST YOU.
- SWC MGER MAY CONSULT FORD CSM IF REOUIRED.

- WO ESP .

- NO TRAMNSPORTATION ASSISTANCE PROVIDED

OWMER RELATIONS VOP/EENCHMARKING 09711798 FASCARTG




oa/11/a8 MASTER OWNER RELATIDNS SYSTEM I 14,21, 02
EEEEEECc=====c==—whdEEEEBE-====-c-==-ccaxzmBREEEEEEFSESSSSSSSSSSSSaniRREENEFYERT===22
44 3QCF GRP: XX10 INFORMATION CONTALT YEH TYPE: CAR
DALLAS g2 IN/TR: A3 CONTACT MBR: 10B4TTHIS OPENED: OS/28/13997
VIN: L EMGTINE : CLOSED: OS/2BF1997
ApEeEEEr=—-—=——————_ - A RENEENENEEENS S = ——-crrABREBREEREEEEGE s - ========—SSAAREEEEREEBAFF
LAST MAME: STATUS: CLDSED

TITLE:

FIRST MNAME: - "
UITE 337

ADDRESS:

CITY: CALLAS STATE: TX Z1p:

Home rront: TN RUS . FHDNE:F -
MODEL YEAR: €O MODEL :

MILEAGE: 100000 w5sD:

DEALER WNAME: EAGLE LINCOLWN-MERCL SALES CODE: 387510 P& &: 10855
CAUSAL CODES: 0408 o411 STMPTOMS : 104200 104100

DRIGIN: GD TRAMNS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . CODE: A455I5T CDHE: AVMARD AMT: 0 SURVEY: (¥ OF N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MIERO:
COMMENTS |

18s7/08/28

*ve PARTS DELAY OVER 30 DAYE wer

vushNO VYIN AVAILABLEw=+

CLUSTOMER SAYS:

=SEAT BELTS NGT WORKING

= RECALL ON BELTS

-PART ORDER WILL TAKE & WEEKS OR MORE FOR THE BELTS
-DEFECTIVE SENSOR

~CAUSED FROM AN ACCIDEMT

~WILL B0 TO ENTER FRISE FOR COMPLETE DETAILS ON CHARGES
-POCR TREATMENT FROM DEALERSHIP PERSOMMEL

-

PER CUSTDMER, DEALER SAYS:

-WILL PAY FOR PART OF RENTAL

£l

CLUSTOMER SEEKS:

-TaCKING DM CHARGES THAT CUSTOMER DOES NOT WANT TO Pay FOR
-ORES NOT WANMT TO PAY FOR ANY CHARGES ON VEHICLE
~WANTS A& MEETING WITH 4 FOROD REPRESEMTATIVE

-DEALER 15 WNOT MEETIWG THE CUSTOMERS MEEQS

=WANTS TD SPEAK WITH THE DWNER DF THE DEALERSHIP

L]

cAC ADVISED:

-~ DEALERSH!PS ARE INDEPENDEWTLY OwnNED AND QPERATED

- CONTAET CUST. REL. MAKWAGBER FOR FLURTHER EXPLANATIOM.

OWNER RELATIONS VDP/EBENCHMARKING 098/11/28 FAKCARTG




aaf11/98 MASTER OWNER RELATIOME SYSTEM [] 14.21.02
e rxrassesdIEEAEEEEEEE ECrIEEEEEEendd RS ENAEEE EEEE S S E S S S S E s s =sTsasSadliEREREEFEN
4430CF GRF: Xx10 INFORMATION CONTACT VEH TYPE: CAR
DALLAS 52 ZHSTR: A2 CONTACT NEBR: 108477535 OPENED: 05728713937
YIN: L EMGINE : CLOSED: O5/28/1537
EFEEEEEEE - —rx A AN AN EEEEEEEEE =SS s=sssraEsmdlARdEEREEEBREEEENMOFFrE=E========TTE
1927 /0%5/28

CUSTDMER COMTACTED DALLAS REGIDNAL OFFICE & SPOKE WITH CUSTCMER SERVIECE
AMALYST. CUSTOMER SAID SHE WAS REFERRED TO REGION @Y FRIEND WHO WORKS AT

TELEVISION 5TATION CHAWMEL 4. CLUSTOMER UPSET THAT SHE MUST PAY A PRRTION OF
LOANER FAPENZE.
2

C.S.M., LTINDA CHUPINSKY,. CALLED CUSTOMER AMD REVIEWED CONCERM. CUSTOMER WAL
REMIMOED FORD HAD AGREED TO PAY MAX OF B25 PER DAY FOR UPGRADED LOANER THE
CUSTOMER INSISTED UPOM. CUSTOMER THEN IWQUIRED IF DEALERSHIF WOULD PAY HER
PORTION DF THE LOAMNER EXFEMSE & WAS INFORMED DEALERSHIPS DECISION IS NOT TO
PARTICIPATE AS TYPE DF LOAMER VEMICLE WAS CLSTOMER"S CHOICE.

OWNER RELATIONS VOP/BENCHMARKING QB/11/88 FAXCARTG




oo/ i1 a9 MASTER DWMWER RELATIONS SYSTEM I1 14.21.02
..‘.‘:=========------.“..---'-‘-====-=-.-----‘-.'l...l.r::::::::::::::::::=!k!--
GI3AAN GRF . XX08E COMCERN CONTACT VEH TYPE: CAR
DETROIT 1B ZH/TR

' CONTACRT MBR: 10BDA2GO1 DPENED: D2710/1G87
VIN: 12w=rz1uun_h ENGLNE: L CLOSED: 03/04/ 1397

LAST MAME : STATUZS

TITLE: RET muE:_ Wi

ADDRESS:

CITY: AUBURN HILLS ATE: MI 2IF:

HOME PHOME: BUS., PHOME: 999-5392-3993

MODEL YEAR: a0 MODEL : FROBE

MILEAGE : A 1000 WED:

DEALER MAME: SKALNEK FORD INC SALES CODE: 1484049 P& A: Q2700
CalJSAL CODDES: 1204 SYMPTOMS: 104100

ORIAIN: a0 TRANS. DST/RGM: 48 TRANS. OATE:
SERYICE/SALES: 1 COMTACT DATE: D2/25/1837
ACK, CODE: ASSIST CORE: W AWARD AMT: Q SURVEY: ¥ [¥ QR N]
BUILD DATE: CALIBRATION:

ESP INFG: EXPIRES:

OPEM RECALL: OwWER NOTIFIED: MICRO:

COMMENTS &

1237 /02710

+++ WEHICLE 1WVOLVED [N RECALL 96599 w«»

aex NAVIS: SUBSEQUEMT ~=»»

CUSTOMER SAYA:

w+uHUSBAND CALLING#s ¥

=THE CUSTOMER WENT IN FOR RECALL REPAIR ON THE MOTORIZED SHOULDER HARMESS
-THE DRIVER"S SIDE SHOULODER HARNESS HAS FRDZEN IN ITS TRACK

*

FER CUSTOMER, DEALER 5AYH:

-SCOTY, THE SERVICE MANAGER, SAID THERE WOULD BE AN B WEEK DELAY FOR THE FART
TO ARRIVE.

]

CUSTOMER SEERS:

-COMCERNED ABOUT THE DELLY

-

CAC ADVISED:

RE: FPARTS DELAY

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TOQ THE DEALER

-REQUEST MR, SCOTT CONSTANTINEAU (CUST REL MNGR/S 5WC MMGR) TO CONTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS

RE: RECALL REPAIR DELAY

~APOLOGIZED TO THE CUSTOMER FOR THE LDELAY

~WE ARE ATTEMPTING TO CATCH LP TO DEMAMD AN QUICKLY AS FOSSIBLE

-SUGGESTED THE CUSTOMER STAY IN TOUCH WITH HIS DEALERSHIP REGARDING PART
AVATLAAILITY

1997/02/25
#HFTHIS 15 THE CLOSING COMMENT
E5M AMO DEALER WILL DO YHE REFALR A5 S00N AS THE PARTS ARE IN THROUGH FORD. TH

1% couLh BE A DELAY OF AT LEAST 9 WEEWS. RECALL CAME OUT BEFORE THE PARTS WERE
IN. CLOSE CASE.

OWNER RELATIONS VOP/AENCHMARKING 039/11798 FAACARTG




- F RN - 11| MASTER UWMER RFLATIDNS SrSTEM I 14.21,.02
.t======|Il=lll:::::l;==|l.‘l'l::=:==Hll:.l::::::lllIt::::==III--:--:-:-----:::-=====
B4 dERA GRP: KKQP CONCERN CONTACT YEH TYPE: CAR

DETRDIT AB IN/TR: 1 COMTACT MER: 108087485 OFEMED: 02/11/41997
VIN: 12ZYPT21U9L EMGIMNE: U CLOSED: O2/2&8/10a7
~EEFRRER=-==--3 R L e L L L E R Rl P ey Py

LAST MAME: STATUS: CLOSED
TITLE: FIRST mm-:- ML

ADDRESS :

CITY: STATE: P:

MODEL YEAR: MODEL :

M1 LEAGE - O3454 Wsh:

DEALER MAME: MORTHCATEFORD INC  SALES CNDE: 14415 F & A: ODIEER
CAUSAL CODES: 1208 SYMPTOMS : 104 100

dRIGIM: &q TRANS. OST/RGN: 448 TRANS. DATE:
SERVICE/SALES: A CONTACT DATE: 0271271397
ACK. CODE: ASSIST CODE: W AWARD ANT: QO SURVEY: ¥ {¥ OR H)
BUILD DATE: CALIERATION:

ESP INWFD: EXFIRE%:

DPEM RECALL: ODWNER WOTIFIED: MICRAO:

COMMENTS :

19974027 11

**» THI5 CONTACT IS OPENED DUE TO OPEN RECALL G554, SEIO0 +ws
srd MAVIS: DRIGINAL =w+

CLSTOQME -
MOTHER » CALLING ON BEHALF OF CUSTOMER
~SEATHEL T OPERATING PROPERLY

-THEY WEED TO HAVE THE RECALL PERFORMED
¥

FER CUSTOMER, DEALER SAYS:

~THEY HAVE DRDERFD THE PARTS

.

CUSTOMER SEEKS:

~CONCERN RESOLVED

»

CAC ADVISEN:

~INFORMATICN HAS BEEN DOCUMENTED AMD FORWARDED T0 THE DEALER

-REQUEST MR. STEVE BRUSH (CUST REL MNGR) TO CONTACT THE CUSTOMER WITHINWN 2

BUSINESS DAYS

199704/ 149

H#HETAIS 15 THE CLOSING COMMENT

CUSTOMER wAS ADVISED 8Y STEVE LI FARTS COLNTEAPERSON, THAT PARTS WERE ODRDERED
ON 01/31/1096-WAS ADVISED BY FORD THAT THERE IS & 2 WEEK BACKOROER ON THESE R
ECALL FARTS-PARTS HAVE BEEEN QRDERER @Y VIN # OF VEHICLE-CUSTOMER WILL BE NQTILF
TED &5 SODM AS PARTS ARRIVE

OWNER RELATIDNS VP /BENCHMARKEING 08711798 FAXCARTG




og/f11/98 MASTER DOWHER RELATIONMS SYSTEM T 14.21.02
EEEESSSSC--- - EEEEEEEm HRNEEEO-C=SCSCSXECEssEssmmiREEEEIZSC S == Zmz=zoooo=====-=xx>midENEN
2583CT GRP: ZXD COMCERN CONTACT YEH TYPE: CAR
CHICAGD 41 ZNSTR: CONTACT NBR: 108102048 OPENED: 03f14/1097
VIN: 12¥PT21UGL ENGINE: U CLOSED: Q272771997
EE R R E R R Tl T T T LR EE L R T I LD L Ll R mrxkxiddEEEEEEEEENETT
LAST NAME: STATUS: CLOSED
TITLE: FLRET N.ml-:_ M

ADDRESS:

CITY: CHIE AL STATE:

HOME FPHONE : BUS. PHOME:

MODEL YEAR: on MODEL : FROEE

MYLEAGE : 1 WsD:

DEALER WAME: HAMKINSONFORD CO SALES CODE: 141001 P& A: D175
CAUSAL CORES: 1203 SYMPTOMS: 104140

DRIGIN: aaq TRANS, DST/RGM: &1 TRANS. DATE:
SERVICE/SALES: 1 CONMTACT DATE: C2/718/1297
ACK . CODDE: AS%15T COQE: W AWARD AMT: 0 SURVEY: ¥ (f¥ OR N)
BUILD DATE: CALIBRRATION:

ESF INFO: EXPIRES:

OPEM RECALL: OwMER NOTIFIED: MICRA:

COMMENTS ;

1997/02/14

wesr MILEAGE UMAVALLABLE w%=x

«w# THIS CONMTALT IS5 OPENED OUE TO OPEM RECALL 96548 AkD 985099 -« -

*xe NAVIS: ORIGIMAL w22

CUSTOMER SAY3:

- WEHICLE WENT INTO DEALER OW 2/3/97 FOR REPALRS TO SEAT BELTS UNDER RECALL
a5548 AND 95599.

- CUSTOMER HAS NOT RECEIVED VEHICLE FROM DEALERGHIP AND WILL BE MDVING QUT OF
TOWN 0N 2722797 AND WOULD LIKE TO HAVE VEHIGLE AS 500N 45 POSSIBLE, HE 15
AFRATD THAT VEHISLE WILL NOT BE REPAIRED IN TIME FOR THE MOVE.

L

FER CUSTOMER, DEALER SAYS:

- PARTS TO REPAIR VEHICLE ARE ON BAGK ORDER.
4

CUSTOMER SEEKS:

- RECALL PERFORMED OR VEHICLE BACK

L]

CaC ADVIEED:

-INFORMATION HAS BEEENM DODCUMENTED AND FORWARDED TO THE DELLER

=REQLIEST MR.TOM FAILLE [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2

BUSIMESS DAYS

- OBC TO DEALER SPOKE TO TOM FAILLE WHOM INFDRMED ME THAT SERVIGE ADVISOR TIM

JURJOVAM WILL BE CONTACTING CUSTOMER WITHIN 20 MIMUTES TO ADDRESS COMCERM.

199702720

HEATHIS 15 THE CLOSIKNG CODMMENT

FARTS ARE ON BACK ORDER. CUST 15 MOVING DUT OF STATE. INSIST ON TAKING RIS VEH
AS I5. SIGN A RELEASE FORM. WILL TAKE TD ANOTHER FORD DEALER MEAR H1G NEW LOC

ATIONM.

OWKER RELATIDNS VOP/BEMCHMARKING Q3f11/9B FAXCARTG




oa/41/88 MASTER DWNER RELATIONS SYSTEMWM [! 14,21.02
S S S S S SN S SRS SRS S S S S SRS EEQG T I EAEE NN ENAEEE NN NN AEEEER ST X - - - - - =—====—OF§FWw
47170 GRP: AXDA COMCERM COMTACT VEH TYPE: [AR

PHILADELPHIA 18 2ZNfTR: A1 CONTACT NBR: 108108927 OPENED: 0271771337
ENGINE: U CLOSED: 0272871857

YIN: 'IZ'UPTEHJ'IL-
EmEEEEEEEEEEIIrEScCE=occ= o mr o T R M

LAST NAME: §TATUS: CLOSED
TITLE: FIRST NAME: - MI:

ADDRESS: LNIT #i0i

HOME PHONE : BUS. PHONE: F

MODEL YEAR: 20 MODEL

MILEAGE : 87300 WS :

DEALER NAME: CHAPMAN FORD SALES, SALES CODE: 118019 P A 01421
CAUSAL CODES: 1304 040 2103 SYMPTOMS - 104100

DRIGIN: GO TRANS, OST/RGN: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/20/1297
ACk. COOE: ASSTST CODE; R AWARD AMT: Q SURVEY: ¥ (¥ OR NI
BUILD DATE: EALIBRATION:

ESP INFO: EXPIRES ;

DFEN RECALL: DWNER NDTIFIED: MICRO:

COMMENTS :

1987/02/17

4w YEHICLE INVOLYED IN RECALL 98548 ,98590 wes
*od NAVIS: SUBSEQUENT *=+

CUSTOMER SAYS:

~CALLING BACK WITH WIN &

=VEHICLE IS STILL AT THE DEALERSHIP

-
PER CUSTOMER, DEALER SAYS:
-WILL MNOT RETURM CUSTROMERS PHOWE CaLLS

CUSTOMER SEEKS:

=TC HAVE RECALL FERFORMED ANWND YEHICLE RETLURMED

a

CAC ADWISED:

=0BC T@ RICH GABOME CRM, . INFORMED OF NO COMTACT BY DEALERSHIP TO
CUSTOMER..RICH GAMEDME SAID WOULD TELL SERVICE MANAGER TD CONWTACT CLUSTOMER
TODAY. .FART FOR RECALL IS "0DE9Y. NATIONAL BACKDROER DELAY

=IHFORMATIONM HAS BEEN DDCUMENTED AMD FORWARDED TO THE DEALER

-REQUEET MR.RICH GAMBOME {CLIST REL MNGR)] TO CONTALCT THE CUSTOMER WITHIMW 2
BUSIMESS DAYS

1997702/ 20

CUSTOMER HASE BEEN IW CONSTAMWT CONTACT WITH SERVICE ADYISOR TONY D.WITH THE S5Ta
TUS OF YEHICLE.CUSTOMER IS SUPPLIED WITH FREE RENTAL UNTIL VEHICLE IS COMPLETE
[}

AFNTHIS 15 THE CLOSING COMMENT
D28 SEATAELT PARTS ARRIVED 2/19/97PM AND VEHICLE COMPLETED 2/20/97AM.CUSTOMER

NOTIFIED BY SERVICE ADWISOR TONY D.THAT VEHICLE TS COMPLETED.CUSTOMER SATISFIE
D AT THIS TIME.PLEASE CLOSE DAVID QOODWIN SyC. MGR.

OWNER RELATIONS VOP/BENCHMARKIWG ©D89711/08 FAKCARTG




ORF 11798 MASTER OWNER RELATIONS S¥STEMW 11 14.91.02
===rE i EEAEENREPEFAG=-=—=-—=-=-c=-c=-—==-xecEfEENEEEEAEEZEIEEWwWS=FT S ===C- T ===S=======r==—=—GEiEIEEAENEER
4717 GRF: xx0a COMCERN COMTACT WEH TYPE: CAR
PHLLADELPFHIA 16 ZH/ TR CONMTACT NEBR: 1081069497 DPENED: O2/17/1997
VIN: 1ZVPT2 UL ENGINE: U CLOSED: 0272871987
ERRAPIE====——c—cxxaumAlIEEEEEEFREEE == -C- S-S =SS rrrresaaAsdERNEENEEANNEEEEFEEETCS
1987 /02720

e HAWIS: SUBSEQUENT #ww

CUSTOMER SAYS:

-PER ROCOMMATE

-CALLING BACK ABOUT THE RECALL DM THE SEAT BELT

-CUSTOMER HAS HAD TQ TAKE THE YEHICLE TD THE DEALERSHIP 4 TIMES

~THE VERICLE HAS BEEN AT THE DEALERSHIP FOR 2 MONTHS

=THE DRIVER REAR TIRE 15 FLAT

-48T TIME: THE DEALERSHIP NEEDED TO ORDER THE PARTS

-oND TIME: WE HAVE THE PARTS BUT DON'T HAVE THE CORRECT TOODL TD PUT THE PARTS
O THE YEHICLE

=3h0 TIME: THE PARTS MWERE PUT ON THE WROMA VEHICLE

-4TH TIME: CUSTOMER WAS GIVEN A LOANER VEHICLE

[ ]

PER CUSTOMER, DEALER JAYS:

-NOT CONTACTED

-

BUSTOMER SEEKS:

=T HAVE THE WEHIELE REPAIRED

L ]

CAC ADVISED:

~PER (OBL WITH ASSISTANT SERVICE MGR: THE YEHICLE IS COMPLETED AMD I HAVE TRIED
COMTAETING THE CUSTOMEP AT BOTH PHOME HUWBERS WITH NO ANSWER; THE YEHICLE CaN
BE PICKED LUP AT ANY TIME

1597 /047321

vew MNAVIS: SURSEDLUENT wee

CUSTODMER SAY¥S:

- YEHICLE WAS AT DEALERAAIF FOR A PERIDD OF TIME TO HAVE SEATBELT RECALLS
FERFORMED .

- CUSTOMER CALLED TO LET US KWOW VEHICLE waS PICKED UP TDOAY AND HAS BEEM
REFAIRED.

- CUSTOMER wOULD LIKE DRIQINAL COPY DF 1MVDICE TO VERIFY MILEAGE AT TIME
VEHICLE WAS TAKEN TOD DEALERSHIP.
-

PER CUSTOMER, DEALER SA¥S:

-OEALER IS5 UMAHLE TD PROVIDE CUSTOMER WITH ORIGINAL THVWOICE.
- CUSTOMER SPOME WITH CUSTOMER RELATIONS MANAGER RICK

*

CUSTOMER SEEWS:

- COPY OF ORIGINAL INOVICE.
- PROVIUOE FEEDEBACK ON REPAIR

.
Cal ADVISED:
- DEALERSHIPS ARE INDEPEMDENTLY OWMER AND OPERATED

« CONTACT RICH GAMHCOMNE [SERY. MGR} FOR FURTHER EXPLANATION.
1927./D2 /28

FHATHIS IS5 THE CLOSIMG COMMENT
ok

OWHMER RELATIONS VOP/BENCHMARKING D9S11/98 FAMCARTS




a9/ 11798 MASTER OWNMER RELATIONS SYSTEM II 14.21.02
(R AR FRRFRRRRRERNREREIRIERERERENTES R RRRIERIERTAILIRII T ANNN S T ======S==S===========
4717 GRP: AA03 INFORMATION CONTALT YEH TYPE: CAR
PHILADELPHIA 16  ZMNFTR: B! CONTACT NBR: 1DB1DD?77  OPENED; 0271471997
VIN: L ENGINE : CLOSED: D271471947

LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADNDRESS: UWNIT #1101

HOME PHONE : m BUS. PHONE:

MODEL YEAR: an MODEL : PRDEE

MILEAGE: T000D WaD:

DEALER WAME: CHAPMAMW FORD SALES, SALES CODE: 116419 P& A: D1aM
CALUSAL CORES: 1204 SYMRETOMS : 194100

ORIGIN: an TRANS. DST/RGH: TRANS . DATE:
SERVICE/SALES: 4 CONTACT DATE:

ACK. CORE: ATSIET CODE: AWARD AMT: O SURVEY: [¥ OR M)
BUILD DATE: CALIERATION:

ESP INFD: EXPIRES:

OFEM RECALL: OWNER NOTIFIED: MICRO;
COMMENT S«

199F/02 514

weofD VIN AVAILABLEw+«
CUSTOMER SAYS: .
-BROUGHT JW WEHICLE FOR RECALL OF AUTOMATIC SEATRELT RELEASE

“MEHICLE HAS AEEM AT DEALERSHIP FODR CVER FIVE WEEKS DUE TO PARTS WOT HEING
AVAILABLE

-ROOMATE CRAIG MOLF CALLING ON BREHALF OF CUSTOMER
L ]

FER CUSTOMER, DEALER SAYS:

-HO COMMENT

=UNABLE TOD REACH CLSTOMER

»

CUSTOMER SEEKS:

~H15 WEHICLE BACK FROM DOEALERSHIP

»

CAC ADVISED:

-DOCUMENTED REQUEST

=PLEASE CALL BACK WITH ¥1W »# FOR POSSIBLE CONCERN UPGRADE

1997702717

CUSTOMER SAYS:

= THE CUSTOMER WAS CALLING IN TERNS THE VEHICLE BEING RECALLED FDR THE
SEATBELTS

= TRE CUSTOMERS VEAICLE HAS NOT BEEN WORKED OM INW THE LAST MONTH, 1T
CURRENWTLY HAS A FLAT TIRE

»

PER CUSTOMER, LGEALER S&Y5S:
= CHAAPMAN FORD 1N PHILI
= THEY GAVE HIM THE RUNM AROUND, THEY DIO NOT COMPLETE THE RECALL

OWMER RELATIDHNS VOP/AEMCHMARKEIMG 08/11/98 FAXCARTE




037 %1/90 MASTER OWMER FRELATIONS SYSTEM I 14.21.02
l-=====._-==IIII.=======I'Illll======III=-II=======.-'-l‘ll:n::l-.----::::::...::
AT4TUu GRP: %%03 INFORMATIAN CONTALT YEH TYPE: CaAR
PHILADELFHIA 16 ZIN/TR: B CONMTACT WBR: 1DB10QTIT?  DPENED: 0271471997
VIN: L ENGINE: CLOSED: 0271451997
======-Sl.----h::::------::.::::------=:====--l..I:::=:|;pl..:b:::::--.i_------
1997702717

- THE DEALERSHIP HAS HAD THE YEHICLE FOR A MONTH
]

CUSTOMEA SEEKS:
= FINAWCTAL ASSISTAMCE

L

CAC ADVISED:
- WARRANTY HAS EXPIRED
= FORD WILL NOT PROVIDE FINANCIAL ASSISTANCE TC THE COST OF THE REPAIR

DWHER RELATIONS VOP/RENCHMARKING DB/11/98 FAMNCARTS




o9/ 11/98 MASTER DWMER RELATIONZ SvSTEM II 14._21.02
SAFEFFIEESI AEEFEFEE AN EEAS NN ENEAEcCE R EE R CEmCc ok CSrESS S S SSSS= =N EANEINEE RNk AR —k——rC ===
37916 GRP: XKXi12 CONCERN CONTACT YEH TYPE: CAR

SOR 10 ZNATR: C1 CONTACT WBR: 108113154 2 OFERED: 031851897

YIN: 1ZVPT22L AL ENGINE: L CLOSED: {3/04/1397
LR R 3 1 130 ER 1.7 ¥+ P Bt B 2 13 DL UL ARRERRRL I Pt T El1A
LAST MAME : STATUS: CLOSED
ADDRESS:

HOME FHOME : BUS. PHONE: F
MORE|, YEAR: MODEL ©

MILEAGE: 110000 Wsh:

DEALER NAME: FEUSSHER FORD IWC  SALES TODE: 116423 F & A: 206EE
CALUSAL CODES: 1012 0404 SYMPTOMS : 104100

URIGIM: G0 TAANS. DST/RGN: 18 TRANS. OATE:
SERVICE/SALES: 1 COMTAET DATE: D2720/1997%
ACK. CODE- ASSISY OODE: W AWARD AMT: O SURVEY: ¥ (¥ OQR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1987/02/18

#ve THIS CONTACT 15 OPEMED DUE TO DPEN RECALL BEESEY wx=»

#++ THIX CONTACT 15 OPENED DUE TO, OPEW RECALL Q9H554E =»=

CUSTOMER SAYS:

- THE CUSTOMER WANTS TD GET VYEHIGLE INSPECTED ANMD IT WILL MOT PASS

INSPECTION BRECUASE THE SEATREELT MNOT WORKING

- THE DEALERSHIP HAX WORKEOD QM THE VEHICLE AND HAS DISASSEMHLED PART OF THE
SEATRELT

*

PER CLISTOMER, DEALER SAYS: MIKE | SERVICE}

- THE MOTOR DW THE DRIVER‘S SIDE [54 MALFUNCTIONING

- THEY WILL REPAIR THE MOTOR

- THE PRART 15 BACKORDERED FOR EIGHT WEEKS

-

CUSTOMER SEEKS:

- SEATAELT RECALL I[NFORMATION

- WANTS TOD RESDLVE WORKMANSHIPR ISSUES

.

CAC ADVISED:

- WORMMANSHIP ISSLES MUST GE ADDRESSED AT DEALER

- CONTALT MR.ROY E. FEUSSMER {CUST REL MGR) FOR ASSISTANGE.

- INFDRMATION HAS HEEN DOGCUMENTED AMD FDRWARDED TO THE DEALER

= REQUEST MER. ROY F. FEUSSMER [CUST REL MAGRR) TD CONTACT THE CUSTOMER
WITHIM 2 BUSINESS DAYS

1997/02/25

FHNTHIS 15 THE GLOSING COMMENT

CONVACTED CUSTDMER ON 02/720/199E [ TOLD HIM THAT 45 SOOMN A5 & TRACK ASSBY. 55 A
VAJLABLE WE WILL INSTALL IT.AT THaAT TIMF I wWAS TOLD BY THE RETALL HOTLIMNE TRAL
KS WERE BACKORDERED UP TO EIGHT WEEKS.TODAY THE WEW TRACK ARRRIVED. ECALLED ™1
M AND S5ET UP AN APPOINTMENT TO INSTALL [T BN THRSDAY,D2 Ff27.

DWNER RELATIDNS VOP/BENMCHMARKING 09/11/98 FAXCARTA




ﬂgfi‘ifgﬁ MASTER DOWWEFR RELATIDMNS S¥STEM IT 1i4.21.02
szl k===rcc-cid k- AESAS S S A S SN D EAE N UNE S EcEESEEEARAENLEJAALEN AN SFEAEEI-—EESEEENSEEEEEEBRENERE—
BTR8B.US GRP: xx032 CONCEAMN CONTACT VEH TYPE: CAR
ATLANTA 21 ZN/TR: CONTACT MER: 108117260 OPENED: D27 19/1897
VIN ! 1zuPT:1u5L_ EMGINE: U CLOSED: 02/27/1937
kI EBEEEERR — Al JAIEIEEEEEEECEE NS AN~ ESEEEEEEEEESESAEENENENFEEERER
LAET NAME: STaTUS: CLOSED
TITLE: FIRST NAME: - MI:

ADDRESS:

CIT¥: STATE: sC ZIP: -
HOME prove: IS °US. Prove: IEEEE—

MODEL YEAR: MOGEL ; PROEE

MELEAGE: 121000 W50 :

DEALER NAME: SATCHER MOYDR COMPA SALES CODE: 121518 P& A 01028
CAUSAL CODE%: 1203 SYMPTOMS 1043 100D

DRIGIM: TRAMNS . UET.‘RE": 21 TRAMS. DATE:
SERYICESSALES: 1 CONTACT DATE: 0271971997
ACK. CODOE: ASSIST CODE: R AWARD ANT: O SURVEY: W (¥ DR N)
BUILD DATE: CALIBRATION:

ESPF INFO: EIPIRES:

OPEN RECALL': UWNER MOTIFIED: MICRO:

COMMENTS :

1997/02718

wi4n THIS CONTACT LS OPENED DUE TO OPEN RECALL S9554R, S65E3 2+

*++ NAYIS: SUASEQUENT *==

CUSTOMER SAYS:

= THE WEHICLES SEAT BELTS HAWE LOCKER LP DN THE CLUSTOMER, THEY WO LONGER
FUNCTION

L]

PER CUSTOMER, DEALER SAYS:({JOHW GREAORYM, SERVICE PERSOMEL )

- NOQ IDEA WHEN THE PARTS WILL ARRIVE

L 3

CUSTOMER SEEKS:

- THE RECALL PEARFCRHED

®

CAC AOVISED:

= [NFORMAYION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

- REQUEST HR. MICKEY AMACLERID[CUST REL MNOR)} TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAY$S

FEFTHIS 15 THE CLOSING COMMENT

s CSN *%

CS5M HAS REVIEWED THE CDNCERH. PARTS ARE ON BACKOROER FROM FQRD, DEALERSHIP
PLEASE MAKE SURE THAT THE PARTS WERE ORDERED ON A CRITILAL STATUS,

1991/ 02520

#ANTHIS 15 THE CLOSIMNG COMMENT

CK WITH CUR PARTS DEFARTMEMT,ON STATUS (PART WAS ORDERED CRITECAL JPART 15
OW NATIOMAL BACK ORDER. CLSTOMER HAS EEEM INFORMED ABOUT STATUS DF PARTS
TODAY. 02 20 1997

DWNEH RELATIONS VOP/HEHCHMARELNG OB/41/88 FTAACAATG



o9/ 11/98 MASTER DWMER RELATIOMS GS¥STEM II 14.21.02
.Ill====l..hIIa.====---I---::-------::::..--::::a..-:===H..:::::I..-::::III:::::I.
J089w GRP: 17 CONCERN CONTACT VEH TYPE: £AR

CHICAGD 41 ZNSTR: NTACT MER: 10B117457 ODPFENED: ©2/18/1987
VIN: 1ZVYPT20CEL EMNGINE: © CLOSED: Q471571087
SFIEEEx_——— ===SI-II===:-II=====llt===-—.--.::===-llk===

LAST MAME: STATUS: cLOSED
TITLE: FIRST I\-I.i.hE_ NI

ADODRESS:

CITY: BLUE ISLAMO STATE: H: -
HOME PHOME : NA -MNA-A MA BUS. PHONE:

MCDEL YEAR: S0 MOGEL : PROBE

MILEAGE: 1 wWED:

DEALER NAME: RIVER DAMS FORD INC SALES CODE: 141048 P & A 01528
CAUSAL CODES: {1203 13204 SYMPTOMS : 104 100

DRIGIN: an TRANS, DST/RGBN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q4/07/16897
ACK. CDDE: ASSIST CODE: W AWARD AMT: C SURVEY:; N {¥ DR N)
BUILD DATE:; CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO :

COMMENTS :

1997/03) 19

#xx VEHICLE THVOLVED IN RECALL YE5dBR wee

*ex WILEAGE UMAVAILABLE wwa

wwd MAVIS: SUBSEQUENT s=a

CUSTOMER SaAYS;

=CACY¥ FROM AR SHOW

N0 IDEA COM MILEAGE

-RECIEVED SEAT BELT REICALL

=TOOK WEHICLE IN OWCE HUT OEALER DIO NOT HAVE PARTS
-VEHICLE IS BACK THERE MNOW

x

FER CUSTOMER, DEALER SAYS:

{CHER1/SAV}

“WE ARE OMLY REQUIRED TR FIX THE DRIVER'S SIDE SEATBELT
=THERE IS5 CURRENTLY A DACKDADER OHW THE BELT ASSEMELY

L )

CUSTOMER SEEKS:

~WHEN WILL THE FARTS COME IN

.

CAC ADVISED:

RE:5EAT BELT

-PLEASE STAY IN CONTACT WITH HR. JOE GANWUSEIO/SAY MGR

-DEALER ANO SRV.MGR [5 IN THE BEST PUSITION TO ASS[ST Yo

-INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

“REQUEST WR. uDE GAWNNUSCID/SRY MOR TD COMTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1997 /04/00

#¥¥THTS IS5 THE CLQSING COWMMENT

PART FOR PASS SEAT BELT STILL ON HACK ORDER, CUSTOMER WAS IN 4 RENTAL VYEHICLE

BUT WOULD NOT LEAVE HEA VWEHICLE ANY LOWGER, VEHICLE RELEASED [MNCOMPLETE AT CUS
TOMERE REQUEST.

OWNER RELATIONS WOP/BENCHMARKING O8/11/98 FAXCARTG




09/ 11798 MASTER OWNER RELATEONS SYSTEM I 14.21.02
[ ET L I T T T L I T A T T AL A R R R R T T IR L AN PSRy o | § S BN N oy gy ey e R R R LI LE R Iy
BAG4NN GRP. AA15 COMCERN CONTACT WEH TYPE: CAR
PHILADELPHIA 16  2ZN/TR: €1 COWTAET NMBR: 108117849  OPENMED: 0271971397
VIN: 1ZYPT20CELS ENGINE: © CLOSED: Q272771597
THEHE=IIETIEANEION OSSN E T IS S E SO S IS S ECS I FIIENFSEANLALALEEEEEEEREESm
LAST WAME: STATUS: CLOSED
TITLE: FIRST NAME: - uI:

ADDRES S :

CETY: BHILIDELPHIA STATE: A ZIF: _
towe FHone: [ BUS. PHONE: 609-439-G6642

MODEL YEAR: i MODEL : PROEE

MILEAGE TOODD WSO

OEALER MWAME: RICE B HOLMAN FORD SALES CODE: 116008 P& A: 01235
CALISAl. CORDES: 1207 OG31R SYMPTOMS . 104100

DRIGIN: &0 TRANS. DOST/RGN: 1E TRANS. DATE:
SERVICE/SALES: 1 _ CONTACT DATE: 0372071947
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: Y (Y OR N}
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES :

DPEN RECALL: TMMER NMODT1FIED: MICRO:

CONMENTS -

1997/02/ 19

wss THIS CONTACT IS QPEMED DUE TO OPEN RECALL 95548 =x+
evr WAVIS: SUBSEQUENT »=++

CUSTOMER SAYS:

- WOT SURE WHEN THE APPT DATE IS

- 218797 DROPPED THE VEHICLE OFF

-

PER CUSTOMER. DEALER SAYS:

- SET UF AN APPT TO LOOK AT THE ¥EHICLE

- 2718797 COME OVER AMO PICK UD & AENTAL

= ¥OU HAYE TD TAKE OUT INSURAMCE FOR THE RENTAL WHICH IS §10-DAY BECAUSE yOU
DOM“Y HAVE CDLLISION TWSURAMCE OW YOUR VEHICLE

= 2719797 IT wWILL TAKE APPROMIMATELY &-3 WEEKS FOR THE PARTS TO COME IM TO
REPAIR YOUR WEHICLE UMDER RECALLS

¥

CUSTOMER SEEKS:

~ TO HAVE FORD PiY THE %1% A DAY FOR THE RENTAL

= [{TO HWAVE THE SEATBELTS PUT BACK TOGETHER IF FORD WILL NOT FAY FOR THE
LOAMER)

- SLPERYISQR

F ]

CAC ADV[SED:

- DISENMNNECTED CUSTOMER - WANTS [NSURANMCE PAID FOR

- SUPERVISDR ACCESS DEMIED

-N0 LOANER DFFERED DN THIS PROGRAM.

=INFORMATIDN HAS BEEN DOCUMENTED AND FDORWARDED TO THE DEALER

-REQUEST MR.BILL MCMALLY [SYC MNGR] TO COMTACT THE CUSTOMER WITHIN 2 BUSINESS
OAYS

OWNER RELATIONS VOP/BEMNCHMARKING 09711728 FANCARTG



ogf11/9e MASTER OWMER RELATIONS SYSTEM (1 14.21.02
EEELE I AN S EE NI ENOETESEE FF S ESEC- s -9 E A FESERIACTEE SIS IS EIENFEIESEAEEFE IS ESEAIAEEEEEER
E304WK GRP: 2X1%9 CONCERN CONTACT VEH TYPE: CaR
PHILADELPHIA 14 ZN/TR: 1 COMTACT MBR: 108117043 OPENED : 027198/ 199%
VIN: 12vpPT2oc: L S ENGINE: E CLOSEDR: C2/27/71497
L EE EF RS R B8 8 E g 4 2 3 PR P4 N L LEREEBEERLLELENRESYLS IR NERESJNERE T
1287/ 03./30

A#ITHIS IS5 THE CLOSING COMMENT

CUSTOMER EROUGHT HIS VEHICLE IN FOR THE RECALL OW THE SEATBELTS. DEALER
INSPESTED HIS VEHICLE AND DETERMIMED THE PART WAS REQUIRED AMD AN DRDER WAS
PLACED WITH REMMIMN TO HAWE THE PART SHIPPED ASAF. DEALER wAS INFORMED THAT
THE PART COULD TAKE UP TO B WEEKS TO ARRIVE TN THE DEALERSHIP. CUSTOMER MWAS
PROVIDED A RENTAL CAR 2UT DUE TQ HIS INSURANCE REQUIREMENTS HE HAS TO PAY
TEN DOLLARS A DAY TD COVER THE COLLISION DAMAGE WAIVER. CUSTOMER SAID HE
CAN MOT AFFDRD THE 50f) DOLLARS FOR FHE INSURANCE FOR A PROBLEW FORO CREATED.
CUSTONER REQUESTED HIS vEHICLE BACK AMD AGREED TG SIGN AN AGREEMENT TO DELAY

THE REFAIR FOR THE 8 WEEK PERIOD REQUIRED TO GET THE PARTS. DEALER APPOLIGIZE
FOR THE IHCONVIEMWEKWCE.

CWNER RELATIONS VOP/RENCHMARKINE QS/11/9B FAXCARTG




oas11/98 MASTER OwWMER RELATIONS SYSTEM II 14.21.02
EEREEN LSRN Ecdcdc Rk -y S CSC TSRS X oSS S S SR TESEINIEITREY AN s ARl E SRS =S==S5=3=E=-EI=ESH
Boe7LE GRP: OS5 INFORMATION CONTACT VEH TYPE: CAR
CINCINNATI 47 INSTR: &1 CONTACT WBR. 10B117€E7 DPENER: 07/ 1971997
VIN: L ENRINE : CLOSED: O/ 19/1997
--IIII--IIIIII---I-II:-::-:'-I:I:t:::::.—,.:::n:-;-:-:--l-‘-t.‘_-.::::::_—._—,.:-:l.‘-;---
LAST HAME: STATUS: CLOSED
TITLE: FIRST MWAME: _ MI:

ADDRESS:

CLTY: STATE: DH zie: [N
HOME PHOME gus. FHoqe:

MDDEL YEAR: MACEL : PROGE

MILEAGE : 1 wsh:

DEALER NAME: AlRPDRT FORD SALES CODE: 147011 P& A: 01992
CAUSAL cODES: 1012 SYMPTOMS : 104100

ORIGIN: GO TRAMNS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: Micerno:

COMMENTS:

1997/02/19

v MILEAGE UMAVAILABLE wv*

wrsMlD VIN AVAILABLE#++»

CUSTOMER SAYS:

- PARY DELAY ON SEAT EELT RECALL

= DEALERSHIP STATED THAT THE SEAT RELT wOULD HE IN WITHIM A WEEK AMO IT HAS
BEEN A MONTH

-

PER LLUSTDWER, DEALER SAYS:

= SEAT BEAT IS ON BACK ORDER BECAUSE 50 MANY PARTS HAD TO RE ORDERED TUE TO
x

CUSTOMER SEEKS:

- TO EXPRESS DISSATIFACTION WITH THE EACK ORDER AN SEAT BELT

-

Ca ADVISED:

- IHFORMATION IS5 CACUMENTED

OWKER HELATIDMS VOP/RBENCHMARKING 03/(1/88 FAXCARTS




0%/11/98 MASTER OWHER RELATIONS SYSTEM 1] 14, 21,02
II-I-IIII:I:I::::===l=='=l'---..------:’:t:::.—,-:--ul....:::::::::...lll..:l::::-
2A5GECG GRA: XXom INFORMATION COMTAET VEH TYPE: CaR

SOR 10 INFTR: E3 CONTACT NBR: 108115235 DPEMED: 0271971897
YIN: L EMNAIME: CLOSED: G2719/1997
==='='IIﬂI....ll..:.:.::::ﬂ:'.‘lﬂ-ll.l..-.k:k:;‘:;.:’.ﬂ---.|:I=====:’l=lll..l...l't:l=:‘
LAST WAME: ATATUS: CLOSED
TITLE: FIrsT wave: N o1

ADDRESS :

G e ione: iy
HOME PHOME : HUS. PHONE:

MODEL YEaR: MODEL : PROBE

MILEAGE: SO0 1 WSh:

DEALFR NAME: HANNAFORDFORO-L/M 1 SALES CODE: 123500 P A A: QSDED
CAUSAL CODES: 1204 SYMPTDNS : 104100

ORIGINM: an TRANS. DST/RGMN: TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE :

ACK. CODE: ASSIST CODE: ANARD AMT: O SURVEY: (Y OR N}
BUILD DATE: CALIBRATION:

ESP INFOD: EXPIRES:

DPEN RECALL: OWMER NOTIFLIED: MICRD:

COMMENTS :

1997 /02718

w++hd YIN AVAILABLE#+=

CUSTOMER SAYS:

- RECEIVED LETTER OM SEAT BELT RECALLS

- THE MODYORIZED BELT IS NOT WORKIMG (DOESK'T KNOW SPECIF]JCALLY) DAUGBHTERS
VEHICLE

= DEALER RECEIVED LETTER NOTIFYING THEM THAT PART MAY TAKE ANOTHER 8 WEEKS

= FEELS THIS IS SAFETY I5SUE
*

PER CUSTOMER, DEALER SAYS:
= LMABLE TO GET PART NOW, 8 WIRE WEEKS

£l

CUSTOMER SEEKS:
- PART EXPEDITED

&

CAC AbVYISEh:

= MAY BE NWATIONAL BACKORDER SI[TUATIDN

= REQUEST CONTACT DESI RONCALLI, SERY. MGR FOR FURTHER EXFLAMATIDN.

OubER RELATIONS VOP/BEMCHMARKING OS/11/98 FAXCARTG




a2/ 11,/98 MASTER DWMER RELATIOME S¥STEM 11 14.21.02

-:--.-I-----=z===:==I==II--'Ii=----='|I=I-III--=I=I====I AFAdz====g3=gaIEEcEIE=--S==mEEEW
72E5LE GRP: AX15 INFORMATION COWTACT VEH TYPE: CAR

LOS ANGELES EA| ZN/TR: CONTACT MEBR: 10B115724 ORENED: 021871997

YIN; 1ZVPT2000L ENGINE: C CLOSED: H2S49/7 41847

FEgdaSsilicercseegEeELaEnEce EEcEu=-k=——=—p=-—p=REFEE=-x= Sl B EEF E] FEE I REER TN F SNy

LAST NAME: STATUS: CLDSED
TITLE: FIRST WAME: _m:

&DDRESS:

CITY: LOS ANGELES STATE: CA P: _
HOME PHONE : F BUS . FHONE: d

MOPEL YEAR: HODEL : PROBE

M1 EAGE ; 72000 WSD:

DEALER MAME: BEVERLY HILLS LINCO 5ALES CODE: 354019 P& A:;: 11837
CAUSAL CODES: 1204 SYMPTOMS : 104100

ORIGIN: =] TRAMS . DST/RGN: TRANG. DATE:
SERVICE/SALES: 1 , COMTACT DATE:

ACK, CDCE: ASSIST CDBE: AWARD AMT: 0 SURYEY: 1Y OR nN)
HUILA OATE: CALIBRATION:

ESF INFO: EXP1RES:

GPEN RECALL: OWNER NOTIFIED: NICRO:

COMMENTS:

1987 /02719

"v+ VEHICLE INVOLVED IN RECALL 96543 & 36599 nuw
ass NAVIST ORIGIMAL v+

CUSTOMER SAYS:

- THERE IS5 A BACKORDER ON THE SEATEBELT RECALL

= MY MOTORIZED SHADULDER DRIVER BELT DDES NDT WORK
.

PER CUSTOMER, DEALER SAYS:

- IT MAY TAKE OVER A MONTH

.

CUSTOMER SEEKS:

- PARTS DELAY

L]
CAC ADVISED:
*svAPOLIGIZED FOR THE DELAY ===

UMNER RELATIDNG YOR/BENCHMARKIMG OB/11f98 FAMCARTG




o9/11/98 MASTER OWHER RELATIONS SYSTEM 11 14.21.01
SEE S OC SIS IXaOE S S S L S oS oN S S S oS I S S S S F S r IS SN I SN I NN E N a I I dnEndibrkafir - =xr=xr======
TIATOAR GRP: XX13 CONCERM CONTACT vEH TYPE: CAR

WASHLNGTON ar ZN/TR CONTACT MEBE: 10811607R OPEMED: ©02/19/1597
YIN: IZVPT21UEL“‘ ENGINE: U CLDSED: 03/03/1987
IEENEREEEERSANEEREN —EE_EBR-EC-_E—_Rc e N RV EF R T AR R T T 11 F I FI L ] O

LAST NAME:

3TATUS: CLOSEOD
TITLE: rrest wane: [N v
ADDRESS :

CITY: A STATE: B
FOME. PHONE : BUS. SHONE: _
MODEL YEAR: MOBREL :

MILEAGE: 1336000 w50

DEALER MAME: HUNT FORDING SALES COOE: 137406 F & A: OOOBQ
CAUSAL CODES: 121% SYMPTOMS : 104 100

DRIGIN: GO TRANS. DST/RGN: 27 TRAMS . DATE:
SERVICESSALES: | COMTACT DATE: 02201997
ACK. LDDE: ASSTST CODE: R AWARO AMT: Q SURVEY: ¥ (¥ OR N)
BUILD DATE: CALLERATION:

ESF INFO: EXPIRES:

GPREN RECALL: OWNER NOTIFIED: HMICRA:

COMMEMNTS

1B9T/D2S 19

ver MAVIS: DRIGIMAL wee

%= THIG CONTACT I5 OPENED DUE TQO OPEM RECALL 98599 AND FESLE »we
CLUSTDMER SAYS!

-“CUSTOMER RECEIVED RECALL LETTER LATE SUMMER 199G

-CUSTOMER TOOK VEHICLE In OCTOBER FOR THE RECALL TD BE DDNE
-DEALERSHIP MEVER TALLED WHEN THE PART CANE IN

“CUSTOMER CALLED THE DEALERSHIP THEY SAID THAT THEY HAD THE PARTS
~THE DEALERSHIF SAID THAT THEY FIXED THE PART

~CUSTOMER WENY TO FI1OCK UF VEHICLE AND THE RECALL HAD NOT BEEN DONE
-THEY PUT HER PARTS OM AMGTHER VEHICLE

-THE DEALERSHIF wllLL PRO¥IDE A VEHICLE WHEW THE PARTS COME IM

x

FER CUSTOMER, DEALER SAYS:

-WILL WOT HAWE THE PARTS UNTIL 12/1E/96

~WILL PROVIDE & RENTAL VEHICLE WHEN THE PaARTS COME IN
=~SEAM SAID THAT HE CALLED THE FARQD

*

CUSTOMER SEEWS:

-CONCERM RESDLWED

"

Cac ADVISED:

~INFORMAT 10N HAS BEEN DOCUMENTED AND FOAWARDED TO THE DEALER

-REQUEST MR.MELWIN HARDESTY (CLIST REL MNER) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

OWNER BELATIONS VOP/BEMCHWMARKIHG 09711798 FAACARTS



co/f11798 MASTER OWMER RELATIONS SYSTEM [1 14.21.02
AN EEEEEEEENS Az EI=-E==o=x=-————x == CcA-— Al i I - N EEK A ERLRATAEEAENENEENEIEESAEEENSEIECSEEN
TIT9AR GRP: XX1S COMCERM COMTACT vEH TYPE: CAR
WASHINGTON 27 zm‘mk CONTACT NER: 1DE11607R OPENED: 0271971997
vIN: 1ZVPT21UBL EMGINE: U LLOSED: 0370371897
ESEP=—I— - === rE - A SIS A EEEEEE B AR N EEEEEEENANISECSSISRACSSISESCSFSSASSSSgEEEEEEEE
19972/02/24

#A4THIS IS THE CLOSING COMMEMT

SOMEWHERE IM THE DEALERSHIP WE HATI A MISS COMMUMICATION I HAD PUT THE PARTS
DM AWM ORDER SHEET BACK IN HOVEMBER W1TH THE UNODERSTANDIWG THAT THE PARTS WOULD
BE AWATILABLE OW THE 1S5TH OF DECEMAER. SOMEHOW THEY MWEVER GOT QRAOERED. MNOW WE
HAYE THEM 0N DORNDER AND EXPECT THEM ANY TIME.AS 500N AS WE RECLEVE THEM WE WILL
CONTACT THE CUSTOMER AMD INSTALL THEM. W.R.H.

DeMER RELATIONS VOP/REMCHMARKIMG 09F11f0B FAXCARTED




09/11/98 MASTER OWMWER RELATIONS SYSTEM 11 14.21.02
T EE IS CSE SN S A - S I S E I I N SIS ECOCECS IS S S OE IS I N T NN E NI N E NN LGN GE gdi s R EEEEEIEIEIESONTE
41 15MD GRF: XX1T COMCERN CONTALCT ¥YEH TY¥PE: CAR

SHR 10 IN/TR: ONTAET NMBR: 108107247 OPENED: O2/17/41987
VIN: IZ?PTEIUELEﬁ EMGIME: U CLOSED: ©2727/1997
ANSEEEEFEEEEEEEEEEEEERE HE =hxScEcl-=c====

EECOCECETEO L AN T e

LAST NAME: STATUS: CLOSED
TITLE: _ riest nave: [

ADDRESS :

CITY: STATE : ND 210 [T
rowe prowe: (AN s o

MODEL YEAR: 90 MODEL : PROBE

MILEAGE: REODD WShi:

DEALER NAME: PRAIRIF MOTOR IMC  SALES CODE: 158778 P& a: 04195
CAUSAL COBES: 1202 1204 SYMATOMS : 104100

ORIGIN: [0 TRANS. DST/RGN: G5H TRANS. DATE:
SERVICE/SALES: 1 _ CONTACT DATE: 0271771997
ACK. CDOE: ASSIST CODE: R AWARD AMT: O SURVEY: N (¥ DR W)
BUILD DATE: CALIBRATION:

ESP INFO: €APIRES:

OPEN RECALL : OWNER NOTIFIED: wicRn:

COMMENTS -

1997702/ 17

#vr NAVIS: ORIGIMAL w+=+

=+v THIE CONTACT IS OPEMED DUE TO OPEN RECALL BG599 v++
#+x THIS CONTACT IS OPENED DUE TO OFEN RECALL 95548 »#»»
CUSTOMER SAYS:

= BOTH SEAT BELTE ARE BROKEN

-

PER CUSTOMER, DEALER SAYES:

FER SERWICE [GARY)

- 2 MONMTH RACKORDER OGN THE HELTS

Ll

CUSTOMER SEEKS:

= RECALL PERFORMED

.

CaC ADVISED:

~INFORMATIONM HAS AEEN DOCUMENTED AMD FORWARDED TO THE DEALER

~REQUEST MR. W. L. EVANS [CUST REL MNGR) TO CONMTACY THE CUSTOMER WITHIMN 2
BUSIMNEES DAYS.
1997/01/20
SHHTHIS IS THE CLOSING COMMEMT
CUSTONER FELT FORD RECALL PART IS TAKING TOD LENG YO ARRINE. FORD TOLD DEALER
PART WOULD RE SHIPPED IN APPROXIMATELY B WEEKS. PART WAS DORDERED BY DEALER
FER. 17, 1997. THIS PART IS5 FOR RECALL 98548,
NRETHIS 15 THE CLOSING COMMEWT
CUSTDMER FEELS IT TAKING TOO LONG TO RECEIVE PARTS FOR RECALL 96548 - FORD TOL
D DEALER PART wOULD RE SHIPPED IN APPRAOXKIMATELY B WEEKS.

OWNMER RELATIONS VOP/BEMCHMARKIMNG OBF11/398 FARLARTS




ca/11/en MASTER OWMER RELATIONS SYSTEM 11 14.29.0%2
EhEEEEckEBchRabh=-—xB=-k=-c-ch=-C-C=-=-CC=-C =SS =SS CSOCS A== EISESRSHEARENIEIRCBEBrc-——kE-———=—=—=—=—-—=—=—g=—@m3
TGAGRE GRP . 05 COMCERN COMNTALCT VYEHM TYPE: CAR

LOS AMNGELES 71 ZN/TR: CONTACT NER: 10811183%  GRENED: 0271871097
VIN: 12YPT20CS5LS EMGINE: C CLOSED: DAFIT/19587
LA L LR LR L YL L LR RN A e ] P E R E N R R R L P R =

LAST NaME: STATUS ' CLOSED
TITLE: FIRST MAME: - M1:

ADORESS :

CITY: FULLERTON STATE: CA 1P _
HOME PHOME: BUS . PHONE: ‘

MODEL YEAR: MODEL : PROAE

M5 LEAGE : YI00 W5D

DEALER MNAME: MCCO¥ & MILLS FDRD SALES CODE: 171066 P& A: DB442
CAUSAL CODES: 1209 SYMPTOMNS 104 100

ORIGIM: GO0 TRaAMS. DST/RAWN: T1 TRANS. DATE:
SERVICE/SALES: 1 CONT2CT DATE: 0371971987
ACK. CIODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BuUlLD DATE: CALIBRATION:

Esh INFO: EXPFIRES:

OPEN RECALL: DWNER WOTIFIED: MICRD:

COMMENTS:

1887703518

««x THIS CONTACT LS OPENED ODUE TO DPEW RECALL 9ES48 «r»
e NAVIS: ORTGIMAL #=e

CUSTOMER SAYS:

= FLACED AN QRDER FOR SEATBELT RECALL WORK OM 1-14-87.

= HAVE WOT QECEIVED THE PART.

- GOT PULLER JYER BY THE POLICE FOR NOT WEARING SEATBELT.

L]
PER CUSTOMER, DEALER SAYS:
- PART IS OM BACKORDER.

L]
CUSTOMER SEEKS:
= RESOLUTION TD CDNCERN.
L]
CaC ADVISED:
~1NFORMATION HAS EEEN DOCUMENTED AMD FORwARDED TO THE DEALER
-REQUEST MR.JOE GREEN [CUST REL MNGR! TO CONTACT THE GCUSTOMER WITHIN 2
EUS1KESE DAYS
1997/02/20
FRETHIS IS THE CLOSIKG COMMENT
FORD HAS SEAT HELTS ON BACK ORDER THRU VENDER FORD HAS WD FURTHER ubbhaTES DEA
LER HAS BEEM RECIEWING 1 OR 2 PER MONTH WE HAVE APPROL D5 DN BACK QARER THIS 1}
S & PROBLEM WITH FORD AMO ITS VENDER FORO 55 AWARE OF THE PROBLEM

OWMER RELATEDNS VOP/BEENCHMARKING OH/11/98 FAXCARTG




ﬂﬂf1lf98 HASTER OWNER RELATIDNS SYSTEM 11 14,321,042
I NSRRIl Rl s S S FEIFEIFENNNIRAS A n el s x-S EEEEENFcaBRTRE======
Q3ARIELC GRP: 2T CONCERM CONTACT VEH TYPE:. CpR

HOLISTOM 5T ZWSTR: DNTACT NBR: 108102312  DOPEMED: 0371471997
VIN: &zvp'rzmai.hc ENGINE: U CLOSEQ: 03/05/1897
S==EmaFa3sFEN — Bl s S =E=s=ASAd=IdSANENEEE R -—CcE-——a =B F—EEEEEE=ER=k

LAST HAME: STATUS: CLOSED
TITLE: FIRST MAME: _ MI:

ADDRESS

CITY: STATE: »
owe pron:: [N ous. reode:

MDDEL YEAR: MODEL - PROEE

MILEAGE: 6000 LN

DEALER WAME: RUSSELL &SMITH FORD SALES CDOE: 1%20%E P LA 04572
CAUSAl, CODES: 1204 SYMETOMS : 124100 104298

ORIGIN; [ ]i] TRANS. DSY/RGH: %2 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 023/21/1897
ACK. COpE: ASSIST CODE: W AWARD AMT: O SURVEY: N (¥ OR N}
BUIlD DaYE: CALYARATION:

ESP INFO: EXPIRES;

OPEN RECALL : OWMER MOTIFIED: MICRO:

COMMENTS :

1997/02 14

*#» THIS CONMTACT IS OPEMEDR DUE TD CPEN RECALL 9ES4E, 95599 va=

whw MAVIG: ORIGIMAL w++

CLUSTOMER SAVS:

-CUSTUMER TOOK THE WEHIGLE TO THE DEALERSHIP TWIGE FOR THE SEAT BELT RECALL
=THEY DID NOT HAVE THE PARATS

=CUSTOMER TODK THE WEHLCLE TO THE DEALERSHIP 22-037-97 TD HAVE THE RECALL
FERFORMED

“IT WAS AT THE DEALERSHIF A WEEK

-CUSTOMER FICKED LUP THE CaR TODAY

-THE ORIVERS SEAT BELT 1% ETILL MNOT WORKING AND THE SEAT BELT LIGHT IS BN

L

FER CUSTOMER. DEALER SAYS:

~CLUSTOMER CALLED THE DEALERSAHIP

~THEY SALID TO BRING THE VEHICLE BACK IN

L)

CUSTOMER SEEKS:

=TO KNDW IF THERE ARE OTHER RECALLS

=TO HAVE SEAT EELTS REPALRED

-

CAC ADV]ISEQ:

RE: COMCERN

= 1NFORMATION HAS BEEN DDCUMENTEOD AND FORWARDED TO THE DEALER
-REQUEST MR. HARDY SHITH (SWC MMNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

RE: RECALLS

-NQ RECALLE FOUND OM WEHICLE OTHER THAKN 95548, as50Q

OWMER RELATIONS VOP/BEMCHMARKING 9511738 FANCARTG




0af11/98 MASTER OWHWER RELATIONS SyYETEW I1I 14.21.02
=IIIIII|:I.=;:=I:l..t:.:::::l:'ll:::::=-=I----i-r-:--ll----=-=====-l--h====-‘l-l==
Q32aEC GRP: xX17 COMCERMN CONTACT YEH TYFE: CAR
HOUSTON 57 ZNSTR: ONTACT HBR: 108142312 ORENED: D2/ 14719097
VIN: 12HPT21UHLH ENGINE: U CLOSED: 03/05/1997
EEE L EES IR R T T EE RN RN TY P o = = k===

1987 /02728
LOSING COMMENT

HAS (1) RECALL OFEN DN HER YFHICLE, 45548 & 95599, PER THE
WAS GIVEMN A LOAMNER VEHICLE UNTIL HER SPECIAL
OARER PFARTS ARE RECEIVED B TNSTALLED OW HER VEHCILE., WE HAYE BEEW ADVISED BY

FORO THAY THERE 15 AH A WEEK BACK QROER CONCERM ON HER BELTS. HARDY SMITH,
SERV. A,

OWHER RELATIONS VOP/BENCHMARKING &8/11/98 FAXCARTG




09 11 /08 MASTER DWMER RELATIONS SYSTEM 11 14, 21.02
lIl..t.kl========I'='I.I.I-lll-l'l'l.'lt:i=-=:==-=ll!=llllll|:k:t:::,:-q---.l:.:::::;:q--
TIATOAR GRF: XX1{5 COMCERN CONTACT ¥EH TYPE: CAR
HOUSTON 57 ZNSTR: A1 CONTACT NBR: 10BES4010 OPENED: O7/14/1947
YIN: 1ZVRT21UALE 183004 EMSINE: W CLOSED: O07/24/1237
SEE=ESEEETEENR SEE I IR A - TN N TN EEECE === FANNENE=k=E===m=
LAST MWAME: STATUS: CLOSED
TITLE: FIRST MANE: MI;

ANDRESS :

CITY: STATE: P:

HOME PHONE: “ Ris, bHoNe:

MODEL YEAR: MAOCEL:

MILEAGE : 200G Wsh:

DEALER NAME: PRUSSELL &SMITH FORD SALES CODE: 152035 P E AT DA5T2
CALUSAL CODES: 1203 044 SYMPTOMS : 104100 104258

ORIGIN: au TRANS. DET/REGN: 52 TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE: O7/17/19497
ACK., CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD DaTE: CALIBRATION:

ESP IMFOD: EXFIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO :

COMMERNTS :

1987/07/4 14

s¢a YEHICLE 1NVOLYED 1IN RECALL 96508 wiw

w8 NAVIS: PROGRAM %4w

CUSTOMER SAYS:

=THE CEALERSHIP LEFT WY VEHICLE SITTIWNG UNDER L TREE FOR 2 MONTHS
=THE BATTERY WAS DEAD AND TwO TIRES HAYE ROTTED

-THE BOLTS AND OTHER PARTS TD THE SEATBELT WERE LEFT TN THE VEHICLE
=THE PAINT HAS FADED . AMOD THERE WERE LEAVES AND DEHRI IN THE VEHICLE
=THE OEALERSHIf SAYS YHAT THE FART IS KOT IN TO HaVvE THE SECOND RECALL
PERFDRMED

I JUST RECEIVED & FDSTCAKRD FROM FORD THAT SAID THAT THE PART WAS TN
-1 BQT & CARD FROM FDRD THAT SAID THAT THE PART SHOULE HAVE

PER CUSTOMER, DEALER SAVS:
-THE PART 15 NOT IN YET

CUSTOMER SEEKS:
=T HAVE THE RECALL PERFORMEQ

L]

CAC AOVISED:

RE PAINT AND DTHER COMGERNS

= WORKMANSHYP ISSLES MUST HE ADDRESSED AT DEALER

= CONTACT MR.DAYID FITZHUBH (CUST REL MGR) FOR ASSISTANCE.

RE RECALL

—~INFORMATION HAS BEEN DDCUMENTED AMD FORWARDED TO THE DEALER

=REGUEST MR.DAVID FITZHUGH {CUST REL MHNER) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
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