09/ 11798 MASTER DWNER RELATIONS SYSTEM 1T
=IIIIII:I===I==IlliI=====---.----::---.-...:.:::p:.'g
TaTSAR GRP: XX1S COMCERW CONTACT

HOUISTON 57 ZMSTR: COMTACT NBR: 108854010
VIN: :zvr‘rmunsh ENGINE: U
I-=I===-'-=llIIl:::::IIIII!:::::- LR FEEEE LN I PR EE RS T 1]
1857/077 17

#HFTHIS IS THE CLDSTHG COMMENT
THE PARTS FOR dwmcu HAVE COME IN AND MER VEHICLE IS

ADCRESS HER RECALL COMCERMS ALDNG WITH
OAVID FITIHUGH, CRM

CURRENTLY IN OUR SERVICE DEPARTHENT TO
SOME NTHER CONCERMS THAT SHE Has

OWNER RELATIONS vOP/RENCHMARKING 09/11/98

MENTIONED.

FARCARTG

EFLIEr--c-c-E-EEEx&--=—a=g

QPENED: O7/14/18997
CLOSED: O7/24/1997




oo/ 11/ 98 MASTER OWNMER RELATIONMS EYSTEM I 14.21.032
NS ENSAS CRFANNIE g EdAN==ET & Fmm=x= s AT M EE-CENICESSENEIS=—aEa k- EEeE——
BEATM] GRP: Xx0A COMCERN CONMTACT VEH TYPE: CAR

LOS ANGELES T IN/TR: L2 CONTACT WHR: 10B10285% APENED: D2f14/ 1997

VIN: 12WPT21U2L EMGIME: U CLOSED: 02/24/41997
=SS EEEREC=-EFRF ==l'-llI---nl!--:::::ll=====.l==:-B-I:r===.'=.-=.=:
LAST MWaME: STATUS: CLOSED
TITLE: FirsT waue: [ «: .

ADRRESS :

CITY: STATE: o8 1P ;

HOME PHONE : BUS. PHONE : —

MODEL YEAR: a0 MODEL : PROBE

MILEAGE - 4000 WSO -

QEALER NANE: DREW FORN SALES CODE: {T7tORD P A A: pS466
CAUSAL CODES: 1012 ADRA SYMPTOMS 104100

ORIGIN: &0 THANS. DST/RGN: 71 TRAWS. DATE:
SERVICESSALES: 1 CONTACT DATE: 02/17/71947
ACK. coOpe: ASSIST CODE: D  AWARD ANT: O SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIARATION:

ESP INFQ: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: MI1CRD:

COMMENTS :

1997702/ 14

*v¢ THIS CONTACT IS OPENED DUE TD DPEN RECALL 96548 & 38599 ses

*v+ PARTS DELAY DVER 30 DAYS =as

*x% MAVIS: ORIGIMAL #swe

CUSTOMER SAYS:

= THE DRIVERS SIDE SEAT BELT THE TRACK DDES WGT WDRK

= THE SEAT BELT LIGHT S5TAYS DM

* THE DEALERSHIP DRDER THE PART IN 11/4/88 IS WHEN THE PART WAS ORDERED
.

PER CUSTOMER, DEALER SA¥S:

- OREW FORD 1N LA MESA

- PER SHAWN [N SERVICE THE PART IS OM NATIONAL BACK DRDER

[ ]

CLUSTOMER SEEKS:

= TO RECEIVE THE PART FOR THE SEAT BELT RECALL

[

CAL ADVISED:

~+RE THE PARTS DELAY

“INFORMATION HAS BEEN DOCUMENTED AND FORWARDED 1O THE DEALERSHIP WITH A copy
TOD THE REGIOMAL OFFICE.

"REQUEST MR, RODNEY ALIANGAN  (CUST. REL MNGR) COWTAZT THE CLSTOMER WITHIN 2
BUSINESS DAYS

1987/03/17

Hw¥THIS IS THE CLOSING COMMENT

IMELY BANMER![!/]]1 THANKS.

DWMER RELATIONS vOP/BENCHMARK ING 09/11/98  FAXCARTS




oas11/9a MASTER DWMER RELATIOMS SYSTEM [1I 14.21.02
EREE==SI======c=c-cacknkIIIRANE N NN ENEEFEEFRERFP=S=S=S=S=S==S=S=S=S=S=s==S===sS=s=s=s=Ss===s===-xexl
T285LE GRP: X515 CONCERH CONTACT YEH TYPE: CAR

SOR 19 ZHFTR: M1 CONTACT MNBR: 108106102 OPENED: 02717/1987
VIN: 1zver2oe 7L S ENGIME: C CLOSED: O2/2E/F1887

EEFmF= - rmmmmnnd A AR S S EEEEE RN F NN FEFNEEE R NI ST ST T ST T S S S EESESSESSXSXIIXEX

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

ADDRESS: W

CITY: STATE: IP: _
HOME PHONE : BLS. nmn::_

MODEL YEAR: = 14] MODEL: FROBRE

MILEAGE: 000D WED -

DEALER NAME: JIM CHRISTANELLI FO SALES CODE: 1592529 P B A: 02410
CAUSAL CODES: 1204 EYMPTDMS : 104 100

DRIGIN: an TRANS. DST/RGN: &2 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O02/1B/1897
ACK . CODE: ASSIST COOE: R AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATIDN:

ESP IWFD: EXPIRES:

OPEM RECALL: - OWNER MOTIFIED: MICRO:

COMMENTS :

107 027517

vir NAVIS: ODRIZBINAL s+«

wrs VEHICLE fNvOLVED 1IN RECALL 06548, 95599 ww»s

CUSTOMER SA¥S:

- I“VE BEEN WALTING FOR PARTS SINCE DECEMGER ‘25

= MY DRIVERS SEAT BELT HAS NOT WORKED CORRECTLY IN YEARS

L]

PER CUSTDMER, DEALER SAYS:

«+JEFF, PARTS AREAws«

- THE PARTS WERE RE-ORDERED 10 DAYS AGD

-

CUSTOMER SEEKS:

- RECALL

»

CAC ADVISED:

-INFORMAT 10N hAS BEEN DOCUMENTED AND FORWARDED TO THE OEALER

-REGUEST MR. CHARLIE ROBERTS (CUST REL MNSR/ SVC MNGR) TD CONTACT THE CUSTOMER

WITHIN 2 BUSINESS DAYS

1997/02/18

##4THLS 15 THE CLOSING COMMENT

+4+4 OSM MLAPINE **»

PER BRUCE DUGAN, SERVICE MANAGER AT JIM CHRISTANELLI:

CALLED HOME FHOME NUMBER AND SPOKE WITH CUSTOMER'S MDTHER

CUSTOMER APPARENTLY PURCHASED THE VEHICLE TN VERNGON, BUT [5 NOW L1VING IN THE
DALLAS/FDRT WORTH AREA

CONTACT waS ERRONEOUSLY OPENED TO THIS DEALERSHIP

&+

CSH LEFT MESSAQE ON ANSWERIHG MACHIME AT BUSINESS HUMBER REOUESTIWA THAT
CUSTOMER RECONTACT CAC TO HAVE CONTACT REDFENED AT CORRECT DEALERSHIP

OWHER RELATIONS VOR/RENCHMARKING 09/11/98 FAXCARTER




0s/11/98 MASTER DWMER RELATIONG SYSTEM II 14.21.02
EENECTEEEE - EEFFFrEEC I -FEE S EEEEEEEEEEEEEEEEEEEENE=-rxdE-—--=-Fxy-=-=-- - - S-S EEDI-EEEEE=TER
4279Y Y GRF: 14 CONCERM COMTACT VEH TYPE: CAR

KANSAS CITY a3 ZNfTR: A3 CONTACT WBR: 108083445 OPENED: D3/12/1987
YIN: 1EVPTIOCTL EMNGIMWE: C CLOSED: 272041997
=SS SES==S=oTs LERER L LLLLLES DL il B L EE R R )]

LAST NAME: sTATUS; CLOSED
TITLE:; IRET MNAME: DOUGLAS MI:

ADDRESS:

FaNE PHONE: aue, svone: (AN

MODEL YEAR: ag WODEL : RROBE

MILEAQE: BO000 WiD:

PEALER MAME: BLUE SPRIMGS FORD I SALES CODE: 1533118 FEA: D500
CALUSAL CORES: 1203 1204 SYMPTOMS : 104100

DRIGIN: [£14] TRANS. DST/RGM: 53 TRANG. DATE;
SERVICE/SALES: 1 CONTACT DATE: D2/13/19a7
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y {¥ OR N)
BUILD ODATE: CALIBRATION:

ESP 1NFG: EAPIRES:

OPEHM RECALL: OWNER WOTIFIED: MICRO:

COMMENTS :

198702712

««« VEHTCLE INVOLVED IN RECALL DE54A & 9BESdfrsw
CUSTONMER SAYS: .
- HAS BEEW TRYING TD JET THIS RESOLVED SIMCE PRIOR TQ THAMKSAIVING
= HAS CONTACTED THE OEALERSHIP AT LEAST ONCE A WEFK TRYINS TO GET
THIS RESOLVED
- WERY COMCERNED THAT HE HAS NOT BEEN AHLE 7O GET THIS SITUATIOM RESOLVED
S0 FAR
L 3

PER CUSTOMER, OEALER SAYS:

- PART NOT AVAILABLE

L]

CUSTOMER SEEKS:

- HAYE THE RECALL PERFORMED

-

CAC ADVWISED:

-INFORMATION HAS BEEN DOCLMEMTED AND FORWARDER 7D THE DEALER

~-REQUEST MR.TONY VARGAS CUST REL MNGR TO GCONMTACT THE CUSTOMER WITHIN 2
BLSINESS DAVS-

1997/02/13

A¥STHIS T3 THE CLOSING COMMENT

CUSYOMER HAS TWQ PARTS ORDER FUR VECH LEFT SIDE PARTS ARE HERE BUT RIGHT SIDE
I5 ON BACK DRDER HAVE CALL CUSTOMER AMD INFORM HIM WE WILL CALL WHEN PARTS ARE
HERE

OWNER RELATIGNS VOP/BENCHMARKING 09/11/9H FAXCARTG




0311 /98 MASTER OWMER RELATIONG 5YSTEM 11 14.21 .02
EeemmesEENEFERAER====—=-=-=r=kKENEENEEEEEEEEFIC-C-CCo===c=C--=s-x ks LABNEEEENTSSSSSSSSSS=S=ET
o54 18P GRP: AXCS COMCERN COMTACT YEH TwRE: CAR
SEATTLE T4 ZNSTR: TACT MBR: 108031208 OREMED: 02/12/1997
VIN: ENGINE: U CLOSED: O2721/1897
mmma i e = === = =======——racadBLENENEENENENEIREF=S=SS=S=S==%= ==&
LAST MWAME: STATUS: CLOSED
TITLE: Fiest vave: T o

ADDRESS

CITY: SEATTLE STATE: IP:

HOME PHONE : I BLS. PHONE: F

MODEL YEAR: D MODEL ;

MILEABE: ‘teono wsh:

CEALER MAME: EYERGHAEENFORD SALES CODOE: 174020 FE A: 08303
CAUSAL CDODES: 12032 SYMPTOMS: 104100

DRIGIM: a0 TRAWS. OST/RCN: 74 TRAMG. DATE:
SERVICE/SALES: 1 COMTACT DATE: 0271371997
ACK. OODE: ASSIST CDRE: R AWARD AMT ; O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIERATIDN:

ESP INFD: EXPIRES:

OPEN RECGALL: - OWMER NOTIFIED: M1CRO:

COMMEMNT S

1997/02/12

wws MAVIS: SLESEQUENT swes

»»» THIS CONTACLT IS OPENED DUE TO OPEW RECALL D834B & 56533 +v»
CUSTOMER SAVE:

- SEAT BELT ON THE DRIVERS SIDE I5 STUCK MIDwWAY

- HAVE EEEN WAITING STYNCE SEPTEMBER TO GET THIS SEATEELT RECALL TO BE
PERFORMED BECALSE SHE HAS BEEN WALTINA FOR THE DEALERSHIP

- YERY LMNSAFE TO BE DRIVING AROUMD WITH THIS SEATEBELT STUCK MIPAUWAY
"

PER CUSTOMER., DEALER SAYS!
= NO CONTACT

.
CUSTOMER SEERS:
- SEATHELT FIXED

L)
CAC ADVISED:
- !NFORMATION HAS BEEN DOCUMENTED AWD FOAWARDED TO THE DEALER

- REQUEST MR. BOREY CURTIS [CUST REL MNGRS SVC MMGE] TD CONTACT THE GUSTOMER
WITHIM 2 BUSINESS DAYS

- CUSTAMER'S YERICLE IS5 TNVOLYVED I[N RECALL 9g548 AND 956599

= CUSTOMER TO CONTACT THE DEALERSHIP'S SERVIGE DEPARTMENT FOR  ASS[STANCE 1IN
HAYINA RECALL PERFORMED
199T/03 /14

FAFTHIS IS5 THE CLDSING CDMMENT

PARTE STILL OW ORDER CALLED 1-8B00 NUNEER THEY CLAIM PARTS WILL NOT BE AVIAHLE
FOR APPROX TWO MONTHS CALLED CLST ADVISED.

OWMER RELATIONS YOP/HENCHMARKING 09/11/98 FALCARTG




nafi1/98 MASTER DWMNER RELATIONS SYS5TEM L} 14 .21.03
(R R R R R RN RN R RN ERNRNERRETRFRERLIT RERERERNRNRRNRERNRERERERENRESRRENFTFE YR ENRERR]IRT I RN RDEDR]
8262RL  GRP: XA11  INFORMATION CONTACT VEH TYPE: CAR
PITTSBURGH A d PHNSTR ONTACT WBR: 1080916321 OPENED: O2/12/1997
VIN: 1zuprzzl.x|.sh= ENGINE: L CLOSED: 02/12/1997
EEEEErFrFEEEEErs s seeeeesd sakesd EE s T AT EE S S I S IS EEEEE FEEELAAEErFEEEANEE ECEEEEEEE SN EREEN
LAST NAME: STATUS: CLDSED
TITLE: FresT nane: [ ~:

ADDRESS :

CITY: SEVEN HILLS STATE: OH ZLP:

HOME PHOME : BUS. PHOME:

MODEL YEAR: 90 MODEL : PROBE

MILEAGE : 33000 WD

DEALER NAME: EOB GILLINGHAM FORO SALES COOE: 1441327 PR A D2199
CAUSAL CODDES: 1204 SYMPTOMS : 104100

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

SERVICE /SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ OR N)
BLILD DOATE: CALIBRATIOMN:

ESP INFO: EXPIRES:

OPEN RECALL: OWWER NOTIFIED: MICRO :

COMMENTS ;

1857/02/ 12

«+» YEHICLE [NVDLYED IN RECALL BESSH +*=x
wws VEAICLE INVOLVED IN RECALL SESIA +x»
wee NAVIS: DRIGINAL w=s

CUSTOMER SAYS:

= WHY ARE THE PARTS NOT AVATLABLE

= THE 5SFAT BELTS WILL STICK IHTERMITTENTLY
L

PER CUSTOMER, DEALER SAYS:

= IT WILL TAKE §5-8 WEEKS TA SET THE PARTS
= CUSTOMER CAN BRING IN THE VEHICLE SUT WE CANMOT RELEASE THE VWEHICLE LUNTIL
THE RECALL HAS EEEN PERFORMED

-

CUSTOMER SEEKS:

- ASSIITANCE WITH QETTING THE PARTS

- WHY DOES IT TAKE 50 LONG TO GET PARTS?

= WHY WAS ¥ NOT NOTIFIED THAT IT WILL TAKE 50 LONGY
L]

CAC ADVISED:

= DEALER 15 IN THE BEST POSITION TO PROVIDE TECHMICAL ASSISTANCE,
- FORD SUPPORTS THE DIAGKOSIS OF THE DEALERSHIP

* PER DEALER PARTS AVAILABILITY LETTER: PLEASE CONWTIWNUE TO DIRECT ALL

CWNER RELATIONS VOP/BEWCHMARKING 09711798 FAXCARTG




oafii/an ETER QwhER RELATIDNGS SYSTEM I 14.%21,02
Exdbt SN - xxmmbl oSS XSS S CSS S S-S AgEREr S S oSN ddNdENE=SCS =S =COXEME==S=S=S=S==mWEKEJ
ABIOJR GRP. XX17 COMEERN CONTACT YEH TYPE. CAR

LOS ANGELES T1 ZNSTR; A2 CONTACT WBR: 108092342 OPENER: Q2/12/1997
VIN: 1zveraiu 4L ENGINE: L CLOSED : O2/20/ 1967
LLEFLERSE R L0 0 D RERRBELLLIRESEFIIENAENE b PP PR P ISR ET T PRI ]
LAST MAME: GTATUS:

TITLE: IRST MAME: | HH

ADDRESS:

CITY: GRANADA HILLS STATE: IP;

HowE rHONE: BLS. PHONE:

MODEL YEAR: T3] MODEL - FROBE

MILEAGE: anoo0 w50

DEALER MAME: QALPIN FORD SALES CODE: 171040 PR A: D2535
CALSAL £ODEG: 1204 SYMPTOMS: 104100

DRIAIN: [cT4] TRAMS. DST/RGN: 714 TRANS. DATE:
SERVICESSALES: 1 COWNTACT DATE: O2/13/1287
ACK. CODE: ASSIST CODE: £  AWARD AMT: O SURVEY: ¥ (¥ OrR W}
BUILD DATE: CALIERATION:

ESF INFO: EXPIRES:

OPEM RECALL: OWHER NOTIFIED: MICRO:

COMMENTS :

1887/02/12

wee VEHICLE TNVOLVYED 1N RECALL 9ES48 AND Q8530 r=x=x

w«e HAVIS: ORIGIMAL +=*=

CUSTDMER SAYS:

=EONCERMS W(TH SHOULDER HARMESS

=-PARTS ARE DN BACKORDER

L 3

PER CUSTOMER, QEALER 5aYS:

-DOM'T HAVE PARTS TD FIX THE RECALL

L}

CUSTOMER SEEKS:

-Td F!X THE RECALLS

"

CAC ADVISED:

RE: RECALL 9&%43 aAND 95599

=INFURMAT1ON HAS HEEW DOCUMEWTEDR AMD FORWARDED TD THE DEALER
=REQUEST MR. PALL TRUPIANO THE CUST REL MNSR/ SVC MWGR TO CONTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS

199750212

NAWTHIS IS THE CLOSING CDMMENT

CUSTCMER HAZ BEEM INFORMED OF PARTS STATUS. OLR HAS MO CONTROL OYER PART
AVAILABTILITY. CUSTOMER WILL BE COMTACTED WHEN FARTS ARRIVE.

DWNER RELATICNS VOF/HENCHMARKING O8F11/98 FALCARTE




oaf11/88 MASTER OWHER RELATIONS SySTEM 11 14.21.02
FEEEEEE=s=s==ss=s=nid EEREAEEEEEEE S S ST S AEESAEEEEEEEEEEENNFEERFANCFAMABFFAAEFRF=SRES=SXSSS=SS=FES
ETA3IL ARP : XXDE COMCERN COMTAET VEH TYPE: CAR

LNS ANMGELES 3| ZNSTR: A2 CONTACT NEBR: 108128320 OPENED: 0272171997
VIN: 12VPT21ULE ENAINE: U CLOSED: OF/04 /1837
==k shISEREEEEN NN EEEEEEAEEEN FERFFO S =S =SS oS-SS =SS =S=S=S=S=S=S=S=S=S==SS =SS =S S=S=S=S=SS=S==S=ST=====
LAST NaME: STATUS: CLOSED
TITLE: FIRST NAHE:_ MI:

ADDRESS :

CITY: GRAMADA HILLS STATE: CA ZIP:

HOME PHONE: Bus. pPHONE:

MODEL YEAR: 90 MODEL: FRDBEE

MILEAGE : 0000 Wsh:

DEALER MNAME: GALPIM FORD SALES CODE: 171040 P &R A DB536
CALSAL CODES: 1203 EYMATOMS ; 104100

ORIGIN: GD TRANS. DST/RGN: T1 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/724/1887
ACK. CODE: ASSIST CODE: D ANARD AMT: 0O SLRVEY: ¥ (¥ DR M)
BUILD DATE: CALIERATION:

ESP INFQ: EXPIRES:

OFEM RECALL: - OWMER NOTIFLED: MICRG:

COMMENTS :

1997 /02721

*%» WEHICLE INVDLVED [N RECALL 9E548 & D509 w«s
was NAYIS: DRIGINAL »r+
CUSTOMER SAYS:

- DRIVER SIDE RESTRAINT SY¥STEM GETS STUCK
L]

PER CUSTOMER, DEALER SAYS:
= PARTS WOT AVAILABLE TQ PERFORM RECALL

L 3
CLSTOMER JEEKS:
= RESOLUTION TO COWCERN

-

CAC ADVISED:

-INFDORMATION HAS HEEM DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR.PAUL TRUPLAND CUST REL MMGR TD EONTACT THE CLSTOMER WITHIN 2
BEUSIMESS DAYS

1997702715

AXXTHIS IS THE CLOSING COMMENT

AVAILABILITY FROM FMC. DLR GAVE CUSTOMER CORRECT INFO OM PARTS.

OWNER RELATIDONS VDP/EENCHMARKING 04711788 FAXCARTE




o9/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
s=asaoce=-xs=—=xtE=xicxAfcaESdiAnsEorid—nArasdfenE-=—nli-ral=-cac-c -k =——n==-=—mAé=x=—==m=
RLER] S GRF: XA09 LNFORMATLON COMTACT VEH TYFE: CAR

SDR INSTR: DM CONTACT WBR: 1080939432 OPEMED: 021271997
¥IN. ENGINE: G CLOSED: 0271271997
—=—=c==x=======¢ === -—m=-c-rIf--E-=-=-C-=-CTC-CE-S=S S-S ILTSSFES=TES=GE-==pm
LAST MAME: STATUS: CLDSED
TITLE: FrasT nane: [ MI:

ADERESS:

CITY: CAMOIN STATE: AL ZIP: -
WOCDEL YEAR: S0 MODEL - FROBRE

MILEAGE; 178000 WsD:

DEALER HAME: MIODRE-STEWART FORD SALFS COOE: 121548 P& A DOBADA
CAUSAL CDDES: 1204 0405 SYHPYOMS: 104 100

QR 1GIN: Ga TRAMS. DST/RGN: TRANS. DAYE:
SERVICESSALEE: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: & SURVEY: (¥ OR N)
EVILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

OPEN RECALL: . DWNER NOTIFIED: WICRO:

COMMENTS :

1897/00712

#vd VEHICLE INVOLVED IN RECALL 95599 wes

wvr BRAVIG: SUBSEQUENT +++

CUSTOMER SAY¥S:

- BOTH THE ORIVERS AND PASGSENGERS SIOF MOTORIZED SEATHBELTS ARE STUCK
FORWARD

= THE WMOTORS KEEF MAKIMG A CLICKING NOISE BUT MO MOVEMENT

= EVERYTIME SHE CONTACT THE DEALER TO GET THE RECALL DOWE. THEY TELL HER
THE PARTS ARE MDT 1M; THEY EVEN KEPT HER VEHICLE FOR A WEEK AHD DID WOT
[NFORM HER THAT THE PARTS ARE NOT IN UNTIL SHE WENT TO PICK IT up

= GOT A TICKET RECAUSE THE S5EAT EELT WAS NOT IM PLACE

- WO NEED TD HAVE DEALER TO COMTACT HER

*

PER CUSTOMER, DEALER SAYS:

- MA. PHILLIPS SAID THE PARTE ARE MOT IM YET AND TO KEEP TH CONTACT

[ ]

CUSTOMER SEEMS:

=~ ¥YERI1CLE REPAIRED

- NEED AMOTHER RECALt LETTER SEMT

.

CAC ADVISED:

- CUSTOMER'S VEHIGLE IS 1MVOLVYED IN RECALL 945399

~ CUSTOMER TO COMNTACT THE DEALERSHIP'S SERVIDE DEFARTMENT FNO ASE[STANCE IM
HAVING RECALL PERFORMED

OWMER RELATIONS wOP/BENCHMARKING 0B/11/898 FAXCARTG




g9/s11/28 MASTER OWMER RELATIONS SY5TEM 11 4_21.02
=::-!II.III.l::::::====--IlllIllll‘l’-;-'.-==========:-:lli'llni.=l===F===========-=iatl.
SITEAW GRP: xXQ2 COMCERN CONTACT YEH TYPE: CAR
MEMPHIS 23 IN/TR: CONTACT NBE: 108097454 OPENED: 02713751227
VIN: 1EUPT21UDLEh ENGINE: U CLOSED: ©3/27/1097
Ess======xm s - = =3 EEEEREEEREREEREEEES-—-—-c-—=—-c-c-c=-=—=——xrxasAdBEEEEREEREERAECOS
LAST MNAME: STATUS:

TITLE: FIRST WAME: U M!:

ADDRESS:

CITY: MEMPH1% STATE: 1P:

HOME PHONE ; BUS. PHOME:

MODEL YEAR: MODEL: FROEE

MILEAGE: 1 QOO0 wW5Dh:

DEALER MWAME: MIDWAY FORD LHC SALES CODE: 123006 P & A; O5HIE
CALUSAL CORES: 1204 SYMPTOMS 104 100

ORIGIN: (3] TRANS. DST/RGH: 23 TRANS, DATE:
SERVICE/SALES: 1 ) CONTACT DATE: ©3fi4/1987
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: T [¥ OR M)
BUILD DATE: CALIBRATION:

ESPF INFD: EXAPIRES:

OPEN RECALL : OWMER NOTIFLED: MICRO:

COMMENTS :

1887 /02/13

#vv YEHICLE THWUYOLVED TN RECALL BSRS43 A 96505 v»»
wew NAVIS: ORIGIMAL w»w

CLUSTOMER SAYVS:

~@0T THE RECALL MUMBER I DCTABER OR MOVEMEER
=THE DRIVER'% SIDE SHOULDRER HARMESS [5 STUCK

-THE CUSTOMER HAS TRIED SEVERAL TIMES TD HAVE THE RECALLS COMPLETED
»

PER CUSTOMER, OEALER SA¥S:

-~GEORGE. IN THE SERWICE DEPARTMENT, SAID IT wWOUuLD BE THREE MORE WEERS UNTIL
THE PARTS ARRIVE.

.

CUSTOMER SEEKS:

-HEM WILL THE PARTS BE AVAILAHLE

L]

CAC ADVISED:

RE: FPARTS AVAILABILITY

-WE ARE WORKING A5 QUICKLY AS WE CAN TO MEET THE PaRT DEMAND

-INFORMATION HAS BEEM DDCUMEMTED AWD FORWARDED TO THE OEALER

-REQUEST MR. TRULTT DAVIS (CL5ST REL MWGR/ SWC WNBR) TO COMTACY THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1957/03/20

d#FTHTS IS THE CLOSING COMMENT

SOF CAME IN AND PERFORMED RECALL

OWNER RELATLONS VOP/BENCHMARKING 039711794 FAACARTG




o9f11/98 MALSTER OWNER RELATIDNS SYSTEM 11 14.21.02
A NN FE - T FE AN NN g ANyl TR N I A I E NN EE I S E NN EREEE AN g EEENCSEEES S S EXNITN
ETQEJS GRP; XxD3 CONCERM CONTACT YEH TYPE: CAR

NEW YORK 13 INSTR:  BA CONTACT HER: 10A09H401 OFENED: 02713719487

VIN: TEVPTZ 1AL EMGINE: U CLOSED: 02/04/1087
ST o= =-=xTXE=== EE L LR R R L L E L F L L b e B e e A AT TN
LAST MAME ; STATUS: CLOSED
T1TLE: SUCIEEN 0 U

ADDRESS:

CITY: STATE : NJ ZIF: _
HOME PHOME - BUS. PHONE; F

MODEL YEAR: WMODEL :

MILEAGE: B TOO0 WSk

DEALER WAME: WARNOCK FORD SALES CODE: 113461 P& A: DAGTA
CAUSAL CODES: 1203 30MR SYMPTOMS: 104100

ORIGIN: [1a] TRANS. DST/RGN: 13 TRAWE . DaATE:
SERVICE/SALES: 1 CONTACT DATE: D2/247 1097
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N]
BUILD DATE: CALIBRATION:

E4P INFO: EAPIRES:

OPEN RECALL: CWNER NDTIFIED: MICRO:

COMMENTS :

199 7/02F13

w4+« THIS CONTACT 15 OFEMEC DUE TAO OFEM RECALL GES48, 965STG +ws

+++ 2 REPAIR ATTEMPTS #xx

wae NAVIS: ORIGINAL +=*

CUSTOMER SATS:

- THE PASSEWGER SEAT BELT I% TW THE LOCKED POSITION, THE DRIYERSIODE 1% LOCK
MID WAY DOWN

- THE WEHICLE HAS BEEW TWICE FOR THE RECALL THE VEHICLE 15 STILL NDT F1XED

-

FER CUSTOMER, DEALER SAYS:(NESON, SERVICE DEPARTHENT)

- THE DEALERSHIP I5 WAITING ON A PULLY

.

CUSTOMER SEEKS:

- THE VEHCILE TO BE REPAIR THE CUSTOMER DOES MNOT FEEL SAFE

L3

CAC AOVISED:

- INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A
CoPY TO THE REGIONAL DFFICE.

- REQUEST MR./M5. DENISE NAQY {CUST. REL MNGR)CONTACT THE CUSTOMER  WITHIN
2 BUSTNESS DAYS

*& CSR [5 REQUESTING THAT CUST. REL. MMNGR CONTACT THE CUSTOMER To EXPLAIN
Td THE CUSTOMER WHAT IS THE SITUATION WITH THE RECALL BEING PERFORMED

OWMER RELATIONS VOP/EENCHMARKING 09711788 FAXCARTG




od/11/am MASTER OWMER RELATIONS SYSTEM II 14.21,02
x-S TS EEEENERAMEEOn == EEES PR L F Rl I TR A - A TR R RNl R EEFEEEERENEr-rCTO-——T=——mNH
&70845 GRPE: kX032 CONCERM SONTACT YEH TYPE: CAR

MNEW YDRK 12 ZN/TR.  Bi CONTALCT NBR: TOBOOE40Y DOPEMED: 02/13/1387
VIN: 1zverzwaL S ENAINE: U CLOSED: Q3/0a/15997
LR F T R ) I..HI::tI::;_—,:-.-----:--::;::- E=EINEfSdAs bt - - - —“EEEEEEEEmEEEm——-————m
1997/02719

wwk NAVIS: ORIGINAL *+*

wss THIS COMTACT IS OPENED DUE TO OREW RECALL 95548, D8589 *=«x

EUSTOMER SAYS:

= THE PASSEMGER SEAT EELT IS5 IN THE LOCKEDR FDSITION, THE ORIVERSIDE IS LacK
MID WAY DOwN

= THE VEHICLE HAS BEEMN TWICE FOR THE RECALL THE VEHICLE 15 STILL MOT FIXED
F) .
PER CUSTOMER, DEALER SAYS:(WESOW, SERVICE DEPARTHMENMT]

- THE DEALERSHIP !t WAITING OM A& PULLY

-

FER CUSTOMER, DEALER SAYS:

- MO CONTACT

L]

CUSTOMER SEEKS:

= TOD HAVE THE RECALLYS PERFORMED

-

CAC ADVISED:

~ ENFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE CDEALERSHIF WITH A
CORY TO THE REGIOMAL DFFICE.

- REDUEST MS. DENISE MABY [CUST. REL MNGR) COMWTACT THE CUSTOMER WITHIN 3
HUSINESS DAYS

[ ]

1987702 a1

DEALERSHIP TS STILL WAITING FOR TOOL WILL COMNTACT CUST A5 SOOW AS 1T ARRIVES
1997/012/25

FAETHIS TS5 THE CLOSING COMMENT

CUST WAS CONMTACTED DEALER RECEIYED PART TD PREFDAM THE RFCALL LM ON CUST WORK
AMNSUWERING MACHIMNE

CHANER RELATIONS VOR/AENCHMARKING O5/11/98 FALCARTG




0a/11/98 MASTER OWMER RELATIOMNS S¥STEW 11 14.21.02

—rxAaEEEE-——=————xaSEEFErC==—c=—rxx¥H EEEFFL - rEEEEsEsE=dEECECCCSC-amsEEmEEmfEEEESCSS=SSSSIX
BIEETN GRP: XXAT INFORRATION CONTACT YEH TYPE: CAR

MEW YORK 13 ZN/TR:  Bi CONTACT WBR: 108204348 OPEHED: D3IS12/1937

ViM: 1ZVAT 2 1UIALS

EMGINE: L CLOSED: 031271997

— —crmmmmmAIEFYEEErcsseemeh A EEEER = ====x=IAEEFNNC ==

LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: _ ML:

ADDRESS:

C1TY: STATE: Ny ZIP: -
HOME PHDNE: BUS. PHOME: F

MODEL YEAR: MOCEL :

MILEASE : w50

DEALEE WAME: WARKMDCEK FORD CALES CODE: 113451 P & &: DI579
CALUSAL CODES: 1204 SYMPTOMS : 104 100

DRIGIMN: G0 TRAMS. DST/RGM: TRANS. DATE:
SERVICE/SELES: 1 ) CONTACT DATE:

ACK. CODE: ASSIST CORE: AWARD AMT ; 0 SURYEY: (Y OR N]
BUILD DATE: CAL1BRATION:

ESP INFO: EXPIRES:

CPEM RECALL: CWNER NOTIFIED: MICRD:
COMMENTS :

1997 /0312

wew WAVIS: SUBSEOQUENT w#es
CUSTOMER SAYS:
- CUSTOMER IS5 CALLING BACK BECALSE SHE IS WALTING FOR THE TRACK TO HAVE

THE SEATBELT RECALL PERFORMED ON HER VYEHICLE
.

PER CUSTDMER. DEALER SAYS:

- WAITING FOR THE TRACK TO COMPLETE THE RECAL REPAIR
.

CUSTOMER SEEMS:
- TO HAVE THE RECALL DDNE ON HER VEHICLE

»

CAC ADVISED:

PER {C5M])
- F N HOM

- PLEASE CALL
¢ +NON-YLC++ PLACED AN DUTBOUND CALL FOR INFORMATION
19097 /037 14
ser 5 REPAIR ATTEMPTS wre

ven MAVIS: SUBSEQUENT =

CUSTOMER SAYS:

- 700K THE VEWICLE TO THE DEALERSHIP FOR THE FOURTH TIME

FOR SEAT BELT COMCERN, THE DRIVER SIDP SEAT BELT [5 LOCKED
- NOR 1% TWE PASSEMGER SIDE MOYIkG
- VEHICLE WAS AT DEALERSHIP IN NOVEMEER, JAWUARY, FEHRUARY, AND MARCH

L]
PER CUSTOMER, DEALER SAYS:
- REPLACER THE TRACK

OWHER RELATIDNS VOPFRENCHMARKIMG OS/11/98 FAXCARIG




oo/11/3A MASTER OWNER RLCLATIONS SYSTEM |1 14.21.08
IlIlll::::sEFllll::::===IIII::ll:=IlIlItll====lIIiI-::-----.u-:::-::::;.-:nsn:
BSEETN BRP; HRX17 INFORMATION CONTACT VEH TYPE: CAR

NEW YORK 13 INSTR: DNTACT NBR: 108204548 DRPEMED: D3 12/1857
VIN: 12WPTI UL ENGIME: UL CLOSED: O3/12/1997
III'II====IFFII--=======IIIIt!l.==IIIIIIII====II|III====Il-----::-=---.--:--s=
19QT /03714

E J
CUSTOMER SEERS:
- TO EXPLALIN SITUATION WITH SEAT BELT

L ]

CAC ADVISED:

- MON WLC, OUT BOUND CALL MADE

-- SA10 SHE CAN BRING HER VEHICLE IM ON MONDAY EEFORE 12:00

DOUNER RELATIONS VOP/BENCHNARKING 0S/11798 FAXCARTG




Qa;711/98 MASTER OWMER RELATIONS SYSTEM 11 14 2102
=t..--.‘====::---.'======".---'========-.--.===========’-....'::::::::-------
FRALJT GRP: Xx07 CONMCERN COWTALCT YEM TYFE: CAR
SEATTLE 74 IN/TR: B CONTACT NER: 108028017  OPENED: 021371997
VIN: 12VPTZ0C LG ENGINE: C CLOSED: 0273471997
EEs====—SaEER =====------.--======:--...----:======-ﬂ....-..::::::::-:----..--
LAST NAME: STATUS: CLOSED
TITLE: riesT navi: I »::

ADDRESS :

EITY: STATE: T
HOME PHONE : RUS . PHONE : _P

MIDEL YEAR: MOGEL : PROAE

MILEAGE : 83000 WSD:

DEALER NAME: COLUMEIA FORD MERC- SALES CODE: 174500 P& A: OB602
CAUSAL CODES: 1303 SYMPTOMS - 104100

ORIGIN: &0 TRANS. DST/RGN: 74 TRANS. DATE:
SERVICE/ESALES: 1 CONTACT DATE: 0271471997
ACK. CODE: ASSIST CODE: W AWARD AMT: D SURVEY: ¥ (¥ OR N
BULLD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: . UWNER NOTIF1ED: M1CRD:

COMMENTS :

1957 /02714

swe THIS CONTACT IS DFEMED DUE TO DPEN RECALL 9G34A & 96533 s+
wed MAVIS: DRIGINAL #w»

CUSTOMER SAYS:

- DEALER rHAS STTLL HA% NOT PERFORNMED SEAT BELT RECALLS

- THE SEATS BELTS [FHONT SEATS} VIHRATE WHEN DRIVING

L]

PER CUSTOMER, DEALER 5SAYSE:

- PER DavE (SERV DEPT, COLOMBIA FORDY, HAVE DRDERED THE WRONG PARTS TO PERFORM
SEAT BELT RECALLS

- 1F CUSTOMER HAS NOT HEARD FROM ME IN A WEEK THEN SHE SHOLLD CALL US

L

CLUSTOMER SEEKS:

~ WANTS SEAT BELT RECALLS PERFORMED
- WANTS TD SPEAK T DISTRICT MANAGER

L ]

CAC ADWISED:

REGARDING RECALLS 98548 B SESEB):

- INFORMATION MAS BEEN DOCUMENTED AMD FOEWARDED YO THE DEALERSHIP WITH A COPY
To THE RERINWAL DFFICE.

= REQUEST MR. PAT S54RI [CUST, REL MMGR) CONTACT THE CUSTOMER WITHIN 2 BUSTMESS
DaYS
1997 /02 747

FANTHIS IS5 THE CLOSING COMMENT

SEATHELT PARTS WERE NOT DRDERED INCURRECTLY. SEAT HELT MOTOR IS OW NATICHAL
BACKCORDER. FMC SEATTLE DISTRICT QFFIGE HAS BEEN CONTARTED AkD IS ATTEMPTIMG
TO GET & MDTOR FOR THIS CUSTOMER. A5 SOON 45 ThE BELT MOTOR ARRIVES, THE
CUSTOMER WILL HE CONTACTER TO SCEHEDULE REPAIRS. TH1S CUSTOMER L[5, AND HAR
BEEN IN THE PAST, AN EXTREME CHALLEWGE,

OWNER RELATIONS VOP/BENMCHMARKING D9/117/98 FARCARTG




oa/s11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
S s=ss=srrrrxE e EEEA AN AEEE S A S NS EESEEE S S ESE S EEEE N ASEAE N EEEEEEEEEEENENFEEEEEEEEEEEN
4538 JK GRP: XK1T COMCERM COMTACT VEH TYPE: CAR

SDR W@ ZN/TR: K2 CONTACT NBR: 10BOO9247  DFENMED: D2/14/1937
VIN: 1ZVPTI0NCEL ENGINE: C ELDSED: D3/06/1B87
EEEEEEEEEEEE = — S S ES =SS S= =SS SS =SS SSSS S S=S=S=SS=STS=sS=============
LAST MAME: STATUS: CLDSER
TITLE: FIRST NAHE:_ MI:

ADDRESS :

CITY: CRAWFOROSVILLE STATE: P: -
HOME FHONE : BUS. PHONE: _I

MODEL. YEAR: a0 MDDEL : PROBE

MILEMGE : 70000 wWsh:

DEALER NAME: HKEMMWY WICE FORD SAL SALES CODE: 147058 P& A: 04737
CALUSAL CODES: 1204 SYMPTOMS: 104100

ORIGIMN: &a TRANS. DST/RGM: 47 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 8272771997
ACK. CODE: ASSIAT CODE: R AWARD ANT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXPERES!

OPEM RECALL: OWMER NOTIFIED: MICRO :

COMMENTS :

1997/02/14

wvw VEHICLE INVOLVED IW RECALL 98542 AND SOERG:rw

w3 MAVIS: PROGRAM wo»

CUSTOMER SAYS:

-CALLING TO FIND WHEW THE PART FOR RECALL 96543 AWD 96599 WILL BE AVAILABLE

PER CUSTOMER. DEALER Sa¥5:

~PART 15 DM BACKORDER

-

CUSTOMER SEEKS:

=TO FIND OUT WHEN FART WILL BE AVAILABLE

L]

CAC ADVISED:

- DEALER I% IN THE BEST POSITION TO RROVIDE TECHWICAL ASSISTANCE.

- FORD SUPPORTS THE DIAGMWCEIS OF THE DEALERSHIF

1997702/ 34

w4+ ATTN: GREG VICE., SERVICE MR +++*= PLEASE UPDATE OR CLOSE THIS CONTACT AS
ECOM AS POSSIBLE. IF YOU MEED ASSISTAMCE WITH OBTAIMINWG FARTS, PLEASE CALL ME.

THAMKS | Juny STORRS. CUSTOMER SERVICE NGR, 1-300-320-3380
1997,/02/27

S¥ATHIS [5 THE CLOSING COMMENT

L5M CALLED 5M. SM SAYS RECALL HAS BEEW PERFORMED TODDAY. CUSTOMER IX
SATISFIED.

QWER RELATIONS VOP/BEMCHMARKING 09/11,/98 FAXCARTE




08/ 11598 MASTER OWHER RELATIDNG SYSTEM II 14 .21.04
ANEEFm==aadNEEF--zmEEER=== —crmEBERES=————mEEBRBRSSSSCCSEAEE==EECC-assmmekEEO=S===Z=on3 [ 2 |
4938JK BRF: XX17 CONCERM CONTACT VEH TYFE: CAR
SEATTLE T4 THATR: A1 CONTALT NBR: 108104310 GPEWED: DIf14/15097
VIN: 1ZVPT 20081 ENGINE: C CLOSED: 03d/12/1997
lll#::n-tlI.n:::tl...'::::!l EEEFS-—CIEEmsLETrFEETCrEsss S EEETZS m—sREEEYY=——-—-—mdEENF
LAST NAME: S5TATUS: CLDSED
TITLE: rirst iine: [

ADDRESS:

ClTY: E STATE: TIP.
Chut meone: N 0. ~one: [ .

MODEL YEaR:. S0 MONEL :

MILEAGE : S0000 [ LA

DEALER WAME: BOZEMAN FORD GALES CODE: 174522 P & &: DEIE
CAUSAL CODES: 1012 10RA SYNPTOMS: 104100

ORIGIN: &0 TRANS. DST/RGN: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O2/05/1997
ACK. LODE: ASSIST COCE: W AWARD AMT: O SURVEY: ¥ {T OR M}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWHMER NOTIFIED: MICRO:

COMMENTS :

1997702/ 14

wew PARTS OELAY DOVER 30 DAY *+r

wwx MAVIS: PROGRAM »u=

CUSTOMER SAYS:

-RECALL OM SEATBELTS 985499 Ok PASSENGER SIDE NEEOS ToO EE FIXKED
-WAITING FOR FARTS

-

PER CUSTOMER, DEALER Sa¥5:

-ORDERED THE PARTS ON 112797

L 3
CUSTOMER SEEKS:
—WOULD LIKE 10 HAVE THE BELT F1XED FOR SAFETY REASONS.
L]
CAC ADVISED:
_TNFORMATION HAS BEEN DOCUMENTED AND FORWARDED ToO THE DEALERSHIF WI1TH A {OPY
T0 THE REGIDMAL DFFICE.
-REOUEST MR. DWIGHT H. DLSEN THE CUST. REL MNGR CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1997703705
FUHTHIS 15 THE CLDSING COMMENT
FALLED CUSTOMER...LEFT MESSAGE....WE AGAIN TRIED To CRIT. DRDER PARTS FOR THE
R1GHT SIDE...PLEASE BE ASSURED THAT 1F ¥OU SEND LS THE PARTS TO REPAIR TH1S
VEHICLE. WF WILL BF DVER-JOYED TO COMPLETE THIS PROJECT....
PLEASE FORMARD TO TROLL #2

DWKER RELATIONS VOP/BENCHMARKING DG/11/98 FAXCARTG




paj11/49a8 MASTER DWHER RELATIONS SYSTEM ]1 14.21.02
AEEEE===—c-—-xmAASNERF=-=-=S=-oxALENANEEID o ===—xdAlAEEEF- S-S - c-Sc-SC-SC-SCSCcCcEAEEXrEmmFEIEEEEECSITSEX
4939.JK GRP: RX17 COMCERN CONTACT YEH TYPE: CAR

LS ANGELES s INSTR: B3 CDNTACT MBR: '10BGELT1ET OFENED: Q271171297
VIN: 1zver 207 ENGIME: U CLOSED: 0272671847
xmANEEEENFcCcICcC==—xxnBlLlAREEEE===S=S=S rREAEEREEEESC - — - - -oExmsxmsasiENEFRELE Em=xxcssanhdEEEs

LAST MAME: STATUS: CLOSED
TITLE: FrrsT NAME: R MI:
ADQDREESS :

CITY: TY STATE: CA 21P:
rout prove: IS aus. eove: I —

MODEL YEAR: -] ] MODEL :

MILEAGE: 153000 wW5h:

DEALER MAME: HNEW CENTURY FORD SALES CADE: 171073 P& AL DI733
CALSAL CODES: 121% 1247 SYMP TOMS : 104100

CRIGIN: 1) TAANS. DST/RGM: 714 TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE: 027137519397
ACK . CDDE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIERATION:

ESP IMFC: EXPIRES:

OFEN RECALL: OWMER NOTIFLED: MICRD:

COMMEMTS :

19977027 11

wes VEHICLE TNVOLVED IN RECALL 99548 AND 86533+

wax NAVIS: SUBSEOLIENT ses

CUSTOMER SAYS:

-850 & RECEIVED FROM THE DEALERSHIP

~CALLING REGARDING PARTS AVAILARILITY OM RECALL 95548
-unULD LIKE A LDAMER VEHICLE WHILE WAITING FOR PARTS
L]

FER CUSTOMER. DEALER SAY5:

-WA1TING FOR DEALERSHIP TO CALL PACK REBARDING THE PARTS AVAILABILITY
*

CUSTOMER SEEKI:

-CALLING REGARDING PARTS AVAILABILITY DN RECALL 9G6%4A
-WOULD LIKE A LOAMER VEHICLE WHILE WAITING FOR PARTS

-

Cal ADVISED:

RE: RECALL 98543 AND 95599

- INFORMATION FAS BEEEN DOCUMENTED AND FORWARDED TO THE DEALER
-REQLIEST MR. CLAREMCE YDSHIDA THE SVC MNGR TO CONTACT THE CUSTCMER W1THIN 2
BUSINESS DAYE

= NO LOMMER OFFERED OM THIS PROGRAM.

RE: LOMMER YEWICLE

= LOAMERS ARE NDT A PROVISION OF THE WaRRANTY.

- CDNTACT MR, CLARENCE YOSHIDA THE SVE_MSE. FOR CLARIFICATION OF THE
DEALERSHIP*S POLICY ON ALTERNATIVE TRANSPORTATICN,

= MNAY REQUIRE AN APPOINTHENT

OWNER RELATIONS VOP/BEMCHMARKING 0OU/11/98 FAXCARTG




Qo/41470p MASTER OWMER RELATIONS SYSTEM 1] 14,21, 02

:===-I=I=-I.tI====l!:I.I-:-::z:=-..l=::::;‘:I:ll:-::'::ll.l:::::II-—--:::::----:-:::::..-
4979,k GRP: XX17 CONCERN CONTACT VEH TYPE: CAR

LOS AMNGELES 71 ZMNSTR: COMTACT MBR: 1O80BE187 OPEMED: 02/11/1837

VIN: 1zvpmmn“ ENGINE: U CLOSED: 01/26/1997

SN CSEEEEIE - k- —ECAENENSN—x——g IFII!I::.IIIIII::::III*I:=n=l------=.-.-..--
1887402418

KFATHIS IS THE CLOSING COMMENT

27137897 134PM HOTLINE WAS CALLED IN REQARDS TO BaCK ORDER OF SEAT BELTS,
CONFIRMED OF BACK ORDER DF 8 WEEKS.

THEY INSTRUCTED US TD PUT CUSTOMER IN LOAN
CAR. ON 2/14/97 GOT AUTHORIZATION TO GIVE LOAN CAR CAME FROM ERICA MC DAVID
dr.:rr HES CAR AT QEALERSHIP WAITING FOR PARTS. CUSTOMER SATISFIED.

DOWNER RELATIONS VOF/EENCHMARK ING 09/11/9n  FAKCARTS




0o/ 11/9a MASTER DWNER RELATIONS SYSTEM [1I 14.31.02
®—STsoo——o—o—ss—soSosSrcSSsmemSoSssamSoS:zoscomSSrSSSoS=s=—sssSS=sssssss=s===sssos==
3995TH GRP: 14 CONCERN CONTACT YEH TYRE: CAR

LOS ANGELES 71  ZN/TR: O3 CONTACT WBR: 10BOBBAST OPENED: 0271171897

VINM: 1IVPT21LU1LS

ENGINE : W CLOSED: 02726/ 1997

LAST NAME: STATUS: CLOSED
TITLE: rresT we: [
ADDRESS :

LANE
HOME FHONE: [ BUS. PHONE:

MODEL YEAR: 24 MODEL : PROBE

MILEAGE : SA000 W50+

DEALER MAME: BERGE FORD SALES CODE: 1{17117B PE A 20305
CAUSAL CODES: 1204 1011 SYMPTDMS: 104100

ORIGINM: Gca TRAMNS. DST/RGM: 71 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: Q3f1471997
ACK. CODE: ASSIST CODE: W AWARD AMT: 400 SURVEY: ¥ (¥ OR N)
BUILD OATE: CALIERATION:

ESP INFO: EXPIRES:

OFEM RECALL: CWWER MOTIFIED: MIGRD !

COMMENTS :

199740211

*+% VEHICLE 1HVOLYERD IMN RECALL BESAR k4%
wwd HAVWIS: SURSEQUENT wes
CUSTOMER SAY¥G:

= OEALERSHIF IS5 UNRBLE TD GET THE PARTS I NEED THE HAWE THE RECALL OM NY
YEHILE COMPLETED
.

FPER CUSTOMER, CEALER 3AYS:
= WE HAVE ORDERED THE PARTS

~ PARTS ARE DRELAYED
-

CUSTOMER SEEKS:
= TO HAV¥E RECALL ON VEHICLE COMPLETED

-
CAC ADVISED:
-INFORMATION HALS BEEM DOCUMEWTED AND FORWARDED Td THE DEALER

-REGUEST MR.TERRY CHRISMAM [ SVC MNGR) TO CONTACT THE EUSTOMER WITHIN 2
BEUSINWESE DAYS

1997702/ 14 -

NMAWTHIS I5 THE CLOSING COMMENT

GCUSTOMER PARTS NEEDED ARE THE TRACK AND THE MORDER AMD YES FORD [3 ON BACK ORD
FER AMO THE WHEN THE PARTS ARE AVAILABLE THE REFAIR WILL TAKE PLACE.,

FORO HAD [5SLEQ & STRATEMENT SAYING TYHAT THERE I5 LARGE RUN OM THESE PARTS.

DWNER RELATIDNS vOP/BEMCHMARKING O2/11/88 FAXCARTG




ga/11/98 MASTER GWHWER RELATIONS SYSTEM 11 14.21,02
lll:f:::=I=-=-bl------n--=--Flllnl--:====l=-I--:I=:====:ll-t:n:::::t.lll:t:::-
F99STH GRF: 1% CONGERN CONTACT YEH TYFE: CAR

LOS AMGELES | INSTR: D2 CONTACT KWEBR: 1080AEAST OFEMEC: 0271171997
VIN: 1zvrT21d1 s ENGINE: U CLOSED: 02/26/1997

SUEL L EL LR R L B LA R LD T L1 P ey T
1957 /02719

*x+ NAVIS: SURSEQUENT +++

CUSTOMER S5AYS:

~ WORRIED ABOUT EETTING INTD AM ACCIDENT WHILE SEAT HELT IS mMOT WORKIMNG

-

PER CUSTOMER, DEALER SAYS:

= WO CONTACT

.

CUSTOMER SEEKS:

- RESOLUTION CONCERW

*

CAC ADVISED:

- ODBC - SPOKE WITH TERRY CHRISMAM, WHO STATEOD THAT HE CONTACTED FOR FDR
ASSTSTANCE ~ WILL TAKE AT LEAST A WEEKS FOR THE PART TO COME IN

- CUSTOMER INFORMED - WILL WAIT AMD AFTER 3 WEEKS WILL cOMTACT MR, CTHRLSMAM
FOR FDLLOWUP

OWNER RELATIONS VOP/EBENCHMARKING O09/11/9B FAXCARTD




03/ 11/98 MASTER DWNER RELATIONG SYSTEm I 14 .21 _0a
o FEEREEEFEE S EFF-r———c === radeas X AEEEEEEEEEEEE KRS E S-S S-S S S S S S TESEEEEEEESSS=STEIEX
725281 GRP: XKXOB CONCERN CONTALT YPE: EAR
KANSAS CITY 53 ZN/TR: D2 CONTACT MBR: 1CQBOT3I09T  DPENED: 0270771997
VIN: 1ZVPT21UNLE ENGIME: U CLOSED: 02/19/1997
BEEEFFsf===—==c-cccammd I NI REEEEEESEEEEEOEIEmTIOCC-CSCSCS ST -IcraosxssasdsdisBbSSEEEEEEEEE
LAST MWAME: STATUS :

TITLE: FIRST MAME: - MI:

ADDRESS:

CITY: STATE: B

HOME PHONE : % BUS. FHOMNE: H

MODEL YEAR: 40 MODEL: PROBE

MILEAGE: 33000 wWsh:

DEALER MAME: HEUCKMAN FORD INC SALES CODRE: 153078 P E &: CQEHOI2
CALUSAL CODES: 1319 2802 10RA SYMRTOMS: 103100

ORIGIN: GO TRANS. DST/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O2f1271997
ACK_ CDDE: ASEIST CODE: W AWARD AMT: O SURVEY: ¥ (Y DR N)
EUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEM RECALL: NWMER NOTIFIED: MICRG:

COMMENTS @

1887/03/07

==& THI1S EONTACT 15 OPENED DUE TO OPEM RECALL SES48 & A5589 wee
woe MAVIS: ORIGINAL w=»=»

CUSTOMER SAYS:

- WEHIGLE IS UWOER RECALL ¥BBS48 AND DES99

= DRIVER AMD PASSEMGER SIDE SEAT BELTS LOCK

- DEALERSHIP ORDERED MEW SEAT BELT REPLACEMENTS 1M NOVEMBER 1996
PARTS STILL ARE NOT HOT IM

w
PER C R SAYS:

- PE THIS 1% FARD'S PROBLEM. CAN MOT DO ANYTHING ABOUT IT
- COMTACT THE CUSTOMER ASSISTANCE CENTER
*

CUSTOMER SEEKS:
= RECALL REPAIR

.
CAC ADVISED:

- INFORMATIOM HAS BEEN DDCUMENTED anD FORWARDED TS THE DEALERSHIF WI1TH A
COFY TO THE REGIOMAL OFFICE.

- REQUEST MR. RICK MC CLAIN {PARTS MNGA) CONTACT THE CUSTDMER W1THIN 2
BUSIMESRS DAYS

19497 /02/13

FHFTHIS 1% THRE CLDSING COMMENT

PARTS ON ORDER FOR SAFETY REZALL, HOWEVER THEY ARE DOS2. WHEN PARTS ARRIVE FM W
1LL CalLL AND SET APPT PERSOMALLY.

GWHWER RELATIONS VOPJHEMCHMARKING DS/11708 FAXCARTG




oa/11/98 MASTER OWNER RELATIONS SYSTEM T1 14.21.402
T EEE - S S S S S S S S SN T ST SRS S S S S TN EENFINIEEEm AR -z emd - oKX CSCCS S FENE-——EEN
ETETHH GRP: ARO5 COMCERN CONTACT VEH TYPE: CAR

WASHINGTON 27  ZN/TR: ONTACT NBR: 108074267 OPENED: 02/07/18337
VIN: 1sz'rzuc7L5ﬁ ENGINE: C CLOSED: 02/25/197

LAST NAME: STATUS :

TATLE: rirsT wake: [ NI:

ADDRESS :

GITY: STATE: MD 71P:

HOME PHONE : BUS. PHONE: I

MODEL YEAR: 90 MODEL : PROEE

MILEAGE : 1 wSD:

DEALER MAME: HKODONS CDLLEGE PARE SALES CODE: 1270232 P& A QOOIC
CAUSAL CODES: 120% 3105 SYMPTOMS: 104100 _
ORIGIN: G0 TRANS. DST/RGN: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: p2/18/1897
ACK. CODE: ASSIST CODE: W AWARD ANT: © SURVEY: Y (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: UWNER NOTIFIED: MICRO:

COMMENT5:

1897/02/07

ven MAVIS: ORIGIMAL ++=

43 MILEAGE UNAVAILABLE #+=

#x» THIS CONTACT IS QPENEC DLE TO OFEN RECALL 96559 «+»
e THIS CONWTACT IS5 QPENED DUE TQ OPFEN RECALL 95548 wu»
CUSTOMER SAYS:

= RECEIVED A LETTER TH THE MAIL REGARDING THE SEAT BELTS
= THE SEAT BELT ON THE QRIVERS SIDE IS WOT WORKING AT AL
= 1 WENT IN OM 12-1G-98 AMD THEY SAID THEY WERE DRDERING THEM
L]

PER CUSTOMER, DEALER SAYS:

- THE WHOLE COUNTRY [5 WAITING FOR THESE PARTS

.

CUSTOMER SEEKS:

= I NEED TO GET THIS® RECALL REPALRED

L ]
CAC ADVISED:
- INFORMATION HAS BEEN GOCUMENTED AND FDRMWARDED TD THE DEALER
= RAEQUEST M5.KAYLYMM PROMIO (CUST REL MNGR) TO CONTACT THE CUSTOMER W1THIN
2 BUSINESS OAYS
- OUT HDUND SALL MADE TO QARRY BRDCK OR MS. KAYLYNN PRONID, MOT  AVAIALELE,
WO MESSABE LEFT
1. USE THE [INSFECTIDN TOOL BEFORE DOETERMIMNING
THAT A RIGBHT HAND EAIL MEEDS REPLACEMENT.
2. DMLY REPLACE THE RALL/MOTOR ASSEMELY WHEN THE
SYSTEM IS TNOFERATIVE [LOCKEDUP) AND THE EELT
CANNOT HE MANUJALLY MDVED FROMTHE "a" TO “B-"
PILLAR LUSING A SHMM ALLEN WRENCH THROUGH THE
ACCESS HOLE [SEE 9854B/DE59% TECHNICAL
INSTRUCTIANS ).

OWNER RELATIONS VOP/EENCHMARKING QA/11/d8 FAXC2RTE




ne/11 /o8 MASTER OWHER RELATIONG SYSTEM IL 14.21.0%
e s S RS NN g AN S rF NN r - G OEN NN O CCEe P . m - EETSWmzm==ccam
B787MH GRA: Xx05 CONCERN CONMTACT

YEH TYPE: CaAR
WASHINGTON 27 ZWSTR: E1

EONTACT NBR: 108074257 DPENMED: 02/07/1997
VIN: IZ¥vPT20CTLS ENGINE: CLOSED: 02f25/1497
=====-----*--===--'-ll=l==-.---ll.::':‘...ll:::ﬂ:'l’l:-::u:'..ﬂ-------.-'.--:::
1897702714

H¥ATHIS 1S THE CLOSING COMMENT

OWNER RELATIONS VOP/BENCHMARKING 09/11/38 FAXCARTG




oafiifas MASTER OWMER RELATIONS 5¥STEM II 14,21.02
:::====-------l-----1=:------llIIIll::::::::tllI.:::::::=::::::llll--n=========:
4154CT GRF: HKK14 EONCERN CONTACT YEH TYPE: CAR
DETROIT 48 ZHSTR: E3 CONTACT MBR: 10BO7A142  DPFEWED: 0271071997
YIik: 1ZYPT21L2LS EMGIME: W CLOSED: 02724/19237
—Exmasaamp RIS EE- === dlEREEESEEEBREE=--c-c-c--—onxEENEAEAREFEI

LAST NAME: STATLS:

TITLE: FIRST MAME: - MI:

ADDRESS:

CITY: m STATE: MI ZIP:

HOME PHOME : Bus, rHONE:

MODEL YEAR: =T MDDEL : PROBE

MI LEAGE : 158000 CLL

DEALER MWAME: JIM MANNING FORD IN SALES CODE: 14A9dA4 PR A: Q%34
CAUSAL CODES: 1203 1204 SYMPTOMS ; 104100

ORIGIN: GO TRANS. OST/RGM: 48 TRANS . DATE:
SERVICE/SALES: 1 CDONTACT DATE: O2/1T7/1897
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIHRATION:

ESP INFQ: EXPIRES:

OPEN RECALL: . OWNER MOTIFLED: MICRO:

COMMENTS :

1997/02/10

#se THIS CONTACT 1% OPEMED DUE TD OPEN RECALL 98548, BE580 ww-

sne NAVIS: SUBSEQUENT se»

CUSTOMER Sav5:

=THE PARTS ARE CLRRENTLY WOT AVAILABLE FOR THE RECALLE ON THE SEAT BELTS
"

PER CUSTOMER,. DEALER SAYS:

~-THEY ARE MWOT SURE WHEH THE PARTS WILL HE AVAILAELE

.

CUSTDMER SEEKS:

“RECALLS COMPLETED

.

CAC ADYISED:

-TNFORMAT1ION HAS BEEN DOCUMENTED AND FORWARDED TQ THE DEALER
-REOUEST WR. DDUGLAS DUBUC CUST REL MNGR T3 CODNTACT THE CUSTOMER WITHINM 2
BUSIMESS DAYS

1997/02717

##FTAIS IS5 THE CLOSING COMMENT

CONTACTED CUSTOMER TO DISCUSS COWCERN.

CUSTOMER WAS ADVISED THAT PARTS ON MATIONAL BACK CORDEE.

DRDER PALCED ON EMERGEWCY ORDER 5TATUS.

N0 FUATHER ASSISTANCE CAN BE PROVIDED AT THIS TIME,

GUSTOMER ADVISED THAT SHE WOLLD BE COMTACTED WHEM THE PARTS ARRIVED.

OWNER RELATIDHS VOP/SBENCHMARKING O8/11/B3 FAXCARTE




08/11/38 MASTER OWNER RELATIONS SYSTEM Il 14,21.02
I----=====II?!!l-l--ll======¥l--'F-'|'Elllll:====FIIIl!lt-l-:::::::l--.-l=====----.h
D2995% GRP: X112 CONCERN CONTAET VEH TYPE: CAR
CHICAGO 41 ZNSTR WTACT WEBR: TQE079l54 DPEMED: 02710/ 1657
VIN: *-zvp'rzncuhm ENGINE: © CLOSED: 03/0371997
EEEEE - omEcCIAEEEEE=x3 =R A EEENE N - - - CCENEEEE I ACC S S CICEEEERENCS - wrEEEg
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: _ MT:

ADDRESS:

CITY: STATE: Wi zir: [
HOME PHONE: % BL5. PHONE : _
MODEL YEAR: MODEL :

MILEAGE: 120000 wSh -

DEALER NAME: KAYSER FORD INC SALES COCE. 141100 P& A: 053G5
CAUSAL CODES: 1303 2801 Q206 SYMPTOMSG - 104100 $07491

ORIGIN: [l TRAMS, DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O2/2: /16597
ACKH. CODE: ASEIST CODE: W AWARD AMT: 250 SLAVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEH RECALL: OwWMWER NOTIFIED: MICRO:

COMMENTS :

1997/03/7 10

*sv THIS CONTACT 15 OPEMED DUE TO DPEN RECALL 98599 s+

s+s THIS CONTACT 15 DPEMED DUE TD DPEN RECALL 96548 srs

wen NAVIS: SUBSEQLENT stw

CUSTDMER SAYS:

- THE DRIVER 5IDE SHOULDER STRAP IS STUCK IN THE MIDOLE

- SCQMETIME THE LAP BELT ALSD GETS JAMMED WHERE I CANT RELEASE IT

= VEAICLE WILL STALL OUT WHEN ! PUT WEHICLE INTO DRIVE

[ DEALERSHIP HAS OIAGNOSED THIS AS BEING THE WIRE HARNESS AND

THERE IS A RECALL FOR THIS, CADERED PARTS FOR THIS TO BE
CORRECTED. .. SYSTEM ALREADY SHOWS THIS AS BEING COMPLETEDR BY
DEALERSHIP OW JANWARY 28TH, CUSTOMER STATES THIS HAS NDT BREEN
FIXED)

- DEALERSHIF ORDERED THE PARTS FOR THE SEAT BELT RECALL O JAM. 29

-~ YEHICLE WAS TAKEHW Th DEALERSHIP OW FRIDAY THE 7TH

- BEALEASHIP WILL KEEP VERICLE TIL ALL THE RECALLS ARE DOME

= IS5 RENTING A VEHICLE RIGHT MNOW

[ ]

PER CUSTOMER. DEALER SA¥YS:BILL

- WE WONT GET PARTS TIL ABOUT ANOTHER & WEEKS

- CALL THE &00 MUMHER TQ HAYE FORD FAY FOR A LOANER

Y

CUSTOMER SEEFKS:

OWMER RELATIONS WVOP/AENCHMARKING ©08711/98 FANCARTG




caf11,/98 MASTER DWMER RELATIONS SYSTEM 11 14.21.02
QIAd55 GRP: MX12 CONCERN CONTACT VEH TYPE: CAR
CHICAGD 41 ZN/TR: onTACY NHR: 10BD7926E  OFENED: Q271071997
VIN: 1ZUPTﬂuC4Lﬁ ENGINE: © CLDOSED: 03/03/1967
(=t 2+ FE I AR E R ER LR FRERN]] AN AN S S S S NS NNl O - =SS rI=S==-S====S=S=S=S======
1997/02/10

- WANTS WYEHICLE FIXED a5 500N AS POSSIBLE

= WMANTS TO BRF PROVIDED A LOANER

=

CAC ADVISED:

- LOAMERS ARE WOT A PROVISLON OF THE WARRANTY.

= CONTACT MR.GREGG ERICKSON, CLUST REL MGR.. FOR CLARIFICATION OF THE
DEALERSHIP'S POLICY ON ALTERNATIVE TRAMSPORTATIOM.

= MAY RECUIRE AM APPOINTMENT

—~INFORMATION HAS BEEN DOCUMENTED AWND FORWARDED TO THE QEALER

~REQUEST MR.GREG ERICKSQM. CUST REL MNGR, TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS (JAYS

197 /02724

¥¥#THIS IS THE CLOSING COMMENT

BILL WHITE THE SERVICE ADVISOR THAT HAS BEEM INvOLWED FROM DAY DME HAS RESEARE
HED TH15 COMCERM THE YEHCILE HAS A SEAT BELT RECALL 96599 WHICH THE PARTS ARE
NON HERE FOR, AND THE RECALL 49&£548 THE PARTS WwILL BE IN BN THE WEEK OF 31.3._97
WE WILL ARANGE FOR INSTALLATION WHEM THE PARTS ARRIVE. TIW DDUGLAS KAYSER SER
MGR.

OWNER RELATIDNS VDP/BENWCHMARKING 08/11/28 FAXCARTG




a9/ 11/98 MASTER OWWER RELATIONS S¥STEM II 14.21,02
-n::--iiii-.-Bﬂs---h.--t===l----.==l::I--:-.-.:==--tli===F=-.-t==-----===.;ﬂ--===l:
5703AH GRP: XX04 CONCERN CDWTACT VEH TYPE: CAR
EDSTON 11 N/TR: CONTACT MBR: 108059134 CQPEMER: 02705/1057
VIN: 1zuPrzum5h ENGINE: C CLOSED: 0271371937
EEAEEEE==xDN BBFI..I.I::-‘JIIIII:::III'tl‘====IIIII::'IIIII::I'II
LAST MNAME: STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS:

CITY: STATE: MA Z1P: _
HOME PHOME “ BUS. PHONE: F

MODEL VEAR: MDDEL :

MILEAGE: 1 wsD:

DEALER MAME: SENTRY FORD, INC. SALES CODE: 111025 P B A: 08811
CAUSAL CODES: 12p3 4200 Q4acs SYMPTOMS : 104 100

DRIGINM: GO TRANS. DST/RGN: 11 TRAMNS. DAYE:
SERVICE/SALES: 1 CONTACT DATE: O2/0B/{957
ACK. CDDE: ASSIST CORE: ¥ AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUILD OATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRAO:

COMMERWTS »

1997 /02 08

+++ WILEAGE UNAVATLABLE #«a

#+* THIS CONTACT 1S OPENED DUE TO DPEN RECALL 48548 & Y6555
sk NAVIS: SUBSEQUENT =+«

#*+ CUSTOMER RECLESTING SERVICE AT THIS DEALERRHIP +=w
CUSTOMER SAYS:

-SHE 40Y A RECALL LETTER ABOUT THE SEATHELTS

-THE DEALERSHIP HAS HAD IT SEVERAL TIM
Ta GET IT IN

=IM TOTAL SHE HAS TAKEN IT TO THE
-THOSE
-

FER CUSTUMER, DEALER SAYS:

-THEY WILL HAVE TO ORDER THE PARTS AMD SHEYLL HAVE
“UNABLE TO FIT IT IWN BECAUSE THEY ARE TOO BUSY
L3

CUSTOMER SEEKS:

=TD GET THIS RECALL DONE

[ ]

Cal ADVISED:

RE: RECALL

-¥EHICLE IS INVOLVED TN RECLLL FOR THE REATHELTS
-INFORMATION HAS BECN OOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR.WAYNE NEIL {CUST REL MNER! TO LOMTACT THE CUSTOMW
BUSINESS DAYS

1997 /02 /08

FYNTHIS 15 THE CLDSING COMMENT

¥YES CUSTOMER WAS TN BUT THE PARTS WHERE DRDERED AND CAME 1IN
CUSTOMER AND MADE AM APPOLMTMENT.

DEALERSHIP 3 TIMES AND IT
DATES WERE JANUARY 10TH, 24TH, AND THE 215T.

T4 COME B
(CLARE]

OWNER RELATIONS VWDPSEENCHMARKING 00/f11/88 FAXCARTE

E5S AND THEY ALWAYS SEEM TO WOT

L.}

BE ABLE

STILL ISN'T DOME

ACK [JOHN)

ER WITHIN 2

THIS WEEK. CALLED




o9/ 11,/98 MASTER DWNER RELATIDNS S¥STEM 11 14.91.02
==.-----'.--:::::::::|-----..::::::::::-_:]-.----::::::::::iillll'l:l========sill--l='$
CE18KL GRP . XKKO4 INFORMNATION CONTACT VEH TYPE: CAR
DETROLT 48  INJTR: D2 CONTACT WBR: 108059562  OPENED: 02/05/1997
VIN: L ENGINE : CLOSED: 02/05/ 1997
EEEEE=——=——aNEREEEERE=---=——xEEEEEEEEF - C o EMERREEEEEC-SSSSSCSxmatdEEEEmERCE===SEom
LAST NAME: STITUE CLOSED
TITLE: IRST MAKE: _

ADDRESS:

e - I
HEME PHONE : BUS. PHONE: F

MODEL YEAR: MODEL :

MILEAQGE: 100000 WED:

GEALER MAME: REDEKER FURD IHC SALES CODE: 14B&16 & A: D989
CAUSAL CODES: 1042 1209 SYMATOMS 1 104100

ORIGIN: G0 TRANS. DST/RGN: TRAWS. DATE:
SEAVICE/SALES: | CONTACT DATE:

ACK. CODE: ASS1ST CODE: AWARD AMT: O SURVEY: (Y OR M)
BUILD DATE: CALTERATION:

ESP [NFQ: EXPIRES:

OFEN RECALL: OWHMER NOTIFIED: MICRO :

COMMEKT 5 :

1297/02/09

wes VIN NOT AVAILABLE - VEHICLE AT DEALERSHIF vw»

CUSTOMER SAYS:

- VEHICLE IS UNDER SEAT BELT RECALL

- DEALERSHIP AN NOT GET CUSTOMER PARTS FOR THE RECALL

- PUSTOMER’S DR1VERS SIODE SEAT BELT TRACKS ARE NDT CURRENTLY WORKING

E )

FER CUSTOMER, DEALER SAYS:

- HAVE PART OF THE PARTS FOR THE RECALLS

¥

CUSTOMER SEEKS:

- WANTS TO GET THE VEHICLE*S RECALLS PERFORMED

*

CaC ADVISED:

PER NOW-YLC CONTACT MADE TO OAVE COLEMAN, PARTS MANAGER:
= THE PARTS ARE DN ORDER

- wilL CALL THE CUSTOMER TQ ADVISE HIM QF THE PARTS ORDER

OWNER RELATIONS VOP/BEMCHMARKINA 09711798 FAACARTG




CFRRYL: | MASTER OWNER RELATIONS SYSTEM II 14.21.03
'1..’!:::::-n..:n:.====--ill====1lllI:::::l.'ll==:=====ll--::----l--:::::;-..::::
02924955 GRA; XK12 CONCERM CANTACT YEH TYPE: CAR

PHILADELFHIA & ZNFTR: 01 CONTACT MER: 10DADE4199 OFENED: D2/08/1897

YIN: 12VPTIDCALE

ENGINE: C CLOSED: D418/ 1997

S CEEAR T CEEENEE - CE L lssmETrgESSSsmTr——pEEE

LAST WAME: STATLS:

TITLE: - FIRST MAME: _ MBI

ADDRESS:

CITY: STATE: pA IP:

e wove: NN S e —

MODEL VEAR: MODEL - PROBE

MTILEAGE: To000 wEh:

DEALER NAME: QLD FORGE-SPRING WO SALES CORE: 118097 FE& A 01243
CAUSAL CODES: 1203 SYMPTOMS - 1Qd 100

ORIGIN: GO TRANS. DST/REM: 18 TRANE . DATE:
SERVICESSALES: 1 CONTACT DATE. Q470271997
ALK . CDDE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUTLD DATE: CALTERATION:

ESP IMFO: EXPTRES:

OUFEM HECALL: OWMER MWOTIFIED: MICRO:

COMMENTS :

1897102 /05

+*# THIS CONTACT 15 OPEMEDR DUE TO OPEM RECALL %8599 =wvv

#+* THIS CONTACT IS DPENEN DUE TGO OPEN RECALL DESAH &=

s NAVIS: DRIGIMAL wmes

CUSTOMER SAYS:

- RECEIVED RECALL LETTEWS FDR THE SEAT BELT BACK [IM MOVEMBER

= AT THE PRESENT TIME THE DRIVER SIDE SHOMLDER HELT Has STUCK IN THE
MIBDLE

- BEEN TRYING TD GET DEALERSHIP TQ FIX THIS UNDER THE RECALL

-

FER CUSTOMER, DEALER SAYS:RICK

= WE HAVE ONE OF THE PARTS BUT WE ARE TRYING TO SET THE OTHER HALF
FROM FORD TO COMPLETE THE RECALL, WE WILL CALL YOU WHEN WE HAVE
IT

CUSTOMER STATES THAT WaAS JANUARY 12TH HAVE WOT HEARD FROM THEM SINCE
*

CUSTOMER SEEKS:

= WANTS RECALLS TD EBE COMPLETED

[

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AKD FORWARDED Tt THE DEALER

-REQUEST MR.JOHM TODD, CUST REL WNGR, TOD COMTAET THE {USTQMER WITHIN 2
BUSINESS DAYS
1297 04 F11

HEFTHES IS THE CLOSING COMMENT

PARYTS FOR RECALL HAVE COME DFF OF BACKORDER AND REPAIRS ARE COMPLETED
MJ CERICOLA

OLD FORGE SPRIMGHOUSE FORD

OWNER RELATIONS VOP/HEMNCHMARK TNG O3/ 1198 FAACARTG




o8/ 11 /08 MASTER DWNER RELATIONS SYSTEM I 1421 02
I=tl===='HIIII=====EIIIIIII====IIIIIII====IIII=t==n:=--’ R L L LT R R L E R N T
0218855 GRP: xx12 CONCERMN CONTACT YEH TY¥PE: CAR
PHILADELPHIA 18 ZNSTR: CONTACT NBR: 10E0G4193 OPENMED: 02/05/1947
VIN: 'IZ'Iul'PTEUCI-L'!“ ENGINE: € CLOSED: ©4/18/15937
LSt E X PP PR N T NI T -— I'-.I:I====IIIl--::‘;IIl-.-==In-----=-n=----------
1997 /045 18

H#¥ATHIS 15 THE CLOSING GCOMMENT

THANKS

ONMER RELATIONE VOP/HENCHMARKING 0O9/11/98 FAXCARTG




oaf11/98 MASTER OWNER RELATIDNS SYSTEM 11 14.21.02
AEFFdSESESmddssssdd S ri i ieeeesdiee el EEEEE EE SR - - - EENEC-C S-S S-S CSEESTo—EFFFEEEEES
73754R GRP: XX1% INFORKATION CONTACT VEH TYPE: CAR
DETRAIT 48 ZN/TR: CONTACT NBR: 10B0S4303  DPENED: 02/08/1857
VIN: TZUPTIGGELE“ ENGINE: € CLDSED: D2/05/1957
L B E R L S L L E L A R 1 -1 1) LL L L LI LI T RRR T NRRNRRTRAYT I REEEYTE T 271 F 5111}
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS:

CITY; BIRMINGHAN STATE: _w: -
noxe pHoNE : [ 8Us. PHOME:

MODEL YEAR: o0 MODEL : PROBE

MILEAGE : 45000 WSO :

DEALER MAME: DEAN SELLERS [MC SALES CODE: 14BO39 P& A: D2694
CAUSAL CODES: 1220 3103 EYMPTONS 104 100

DRIGIM: Ga TRANS, DST/REN: TAANG. DATE:
SERVIZESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: D SURVEY: (¥ DR N)
BUILD DATE: CaLlGRATION:

ESP INFO: ERF1IRES:

DPEN RECALL: . OWNER MOTIFIED: MICRG:

COMMENTS:

1987/02,/05

sy NAVIS: SLBSEQUENT ++%

CUSTOMER SAYS:

=THE DEALERSHIP HAS NOT COMPLETER THE REPAJIR FOR THE PASSENMGER SIDE SEATRELT
=THE PART WAS ORDERED 1f14fﬂﬁ FOR THE RATL MOTOR
»

PER CUSYOMER, DEALER Savs:

-THEY HAVE DRDERED THE PART

[ ]

CUSTOMER SEEKS:

-WHEN CAN SHE HAWE THE REPALR DOMNE

-

CAC ADVISED:

-0BC TO MR. CHUCK BARE, PARTS MANAGER

-THE PART WAS NOT ORDERED

=wILL PUT THE PaART ASIDE FDR THE CUSTOMER

OWNER RELATIONS VORJBENCHMARKING O09/11/98B FAXCARTG




tafi11/248 MASTER DWHER RELATIQMS SYSTEM I t4.21 02

[ AR R T T T F TR ESFERR AR EREERRRRR TP FERRT I T T RIS P RRRNRR R R AR RN T AR R R AR ] ]|
107 EBA GRF: D2 CONCERN CONTACT YEH TYPE: CAR

5DR 10 2NFTH: HI CONTACT WEBR: 10BO64503  OPENED: 0270571247

VIN: 125‘PT21U{}L5m EMGIHE: U CLOSED: 02/15/1927

LAST NAME: STATUS: CLOSED
TITLE: rst Nane: [ -

AODRESS :

CITY: ATE: ZIp: -
HOME PHONME: BUS. PHONE: H

MODEL YEAR: |0 MODEL: PROBE

MILEAGE- 100000 w50

DEALER MAME: EEMI% WOTOR CO SALES CODE: 141458 B L A: 20167
CAUSAL CODES: D421 BaMR SYMPTOMS : 104100

DRIGIN: GO TAANS. DST/AGM: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D2/08/1997
ACK, CODE: ASSIST CODE: W  AWARD AMT: O SURVE¥: ¥ [¥ OR N}
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OFEN RECALL: DWNER MOTIFIED: M[CRO:

COMMENTS:

1997 /02/08

wew NAVIS: SUEBSEQUENT ees

CUSTOMER SAYS:

=3 PRIDR ATTENPTS TO REPAIR SEAT BELT RECALL (41796, 12796, 2/a7)
=SEAT BELT SHOULDER STRAP CURRENTLY NOT WORKING

=SAFETY CONCERN WITH DRIVING WITHOLUT 5HOLDER 5TRAFP

E J

PER CUSTRMER. DEALER SAYS:

-11/96 COULD NOT FiX, NEEDS TOODL

-12/98 COULD NOT FIX, QIR NOT HAVE PART
=MOTOR IS CURRENTLY LCCKED IN TRACK

L]
CUSTOMER SEEXS:
-REPAIR OF VEHILCLE

-SECOND QPINIDN ON PART DELAY
-

CAC ADVISED:

=INFORMATION HAS BEEM DOCUMEMTED AMD FURWARDED TD THE DEALERSHIP WITH A CORY
TD THE REGIOMAL OFFICE.

-REQUEST MR, BOB JAMES [CUST. REL MNGR)} CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAY

1997/02/08

#¥¥THIS IS5 THE CLOSIMG COMMENT

CONTACTED PASRTS 800 NUMAER AT RENMKIN FOR PART LUPODATE CALLED MARTAMME FREEMAN
FOR ASSISTANCE FOR RENTAL CAR CURREMTLY VECHICLE IS UNSAFE SHE INFDRMED ME TO

CALL REMKIN FOR RENTAL CAR APPROWAL PI.IT_III'II CaR UNTIL PART ARRT
YERS APPROX 8 WEEKS

DWHER RELATIONS VOP/EENCHMARKING O2/11/98 FAKCARTG




od/11/98 MASTER OWNER RELATIONS SYSTEM I1 14.21_a3
=:===|-Iﬂ-l.ilt====l':IIIE:::FF.III::::::IIII-lt::l::l--l::lun-lhi----::;--t.--::
IBREUS GRP: RXOE CONCERN CONTACT VEH TYPE: CAR

SDR 12 ZN/TR: CONTACT NBR: 1DHO65662 DPENED: 0270671997
vIN: 12VPTICCILS EMAINE: & CLOSED: 4370471997
F-TIEESNEEER=— .‘l‘l:F-T:l'-.....”:::'.ﬂ....t:::...I.k’::--ll-----ll-'l
LAST MAME: STATUS: CLOSED
TITLE: FIRST MNAME: _ MI:

ADDRESS:

C1TY: STATE: Ky P- -
oue pronc: [ oS0 m—

MODEL YEAR: MECDEL : PROBE

MILEAGE: 52802 wsD

DEALER NAME: BRDWNS AUTO SALES  SALES CODE: 147532 F & A: 02048
CAUSAL CODES: 1210 1211 SYMPTOMS ; 104100

ORIGIN- G0 TRANS. DST/RGN: 47 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 02/28/1997
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE- CALIBRATION:

ESP INFO: EXPIRES :

NPEN RECALL: UWNER NOTIFLED: M1CRD;

COMMENTS

19907 /02/06

#4% TH1S COWNTALT IS OFENED DUE TD OPEN RECALL 96548 AMD 96599 wes

e NAVIS: SUBSEQUENT =

CUSTDMER SAYS:

- THE DEALERSHIP MEEDS HER RECALL LETTER DR RECALL NUMRER TD PERFORM RECALLIS)
- THEY ORDERED THE PARTS IN MOVEMBER AMD WISPLACED THE LETTER AMD CRDER
- SHE NEEDS THE WUMBER DF THE RECALL

o

PER CUSTOMER, DEALER SAYS:

“ ROM - THEY LDST THE LETTER AND THE GROER EOQR THE PARTS

- WROTE LR ANDTHER DROER, EUT HE NEEDS THE AEGALL NUMBER

[ ]

CUSTOMER SEEKS:

= ¥ HAVE RECALL FERFDHMED

= MAME/NUMEER [IF RECALL

L]

CAC ADVISED:

~INFORMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE BEALER

-REQUEST MR. RON BORDERS (SVC MNGR) T8 COMTALT THE CUSTDMER WITHINM 2 BUSINESS
Days

1997/04/24

CUSTOMER CONTALZTED. VEHICLE 5CHEDULED IN.
1887 /027325

ARNTHIS TS THE CLOSING COMUEMT

PARTS ON ORDER

OWNER RELATIONS VOP/HENCHHMARKING OS/711/98 FAXCARTG




onjf11/98 MASTER OwMER RELATIONS SYSTEM [1 14.241.902

.---=====...-l-l.:::::::---......::::::==-.-....'.;:======:s-Illl----l-========-ill

054 1MP GRP: RRO3 CONCERN CONTACT YEH TYPE: CAR

SDOR 10 IN/TR: R3 CANTACT NBR: 108066192 OPENED: 02/D6/ 1997
.

VIN: 1ZUPTICKL EMNGINE: © CLOSED: 0272471237

===——ASNEEANEETrS==—TcAdSER EEs-=—al I IEEEEEN =SS Era s nARRE NN EFERT - CSICcdANEE N

LAST NAME: STATUS: CLOSED
FITLE: - FiesT naie: T v
ADDRESS :

CITY: STATE: =D ZIP: -
HOME PHONE: aus. rHeNE: [

MODEL YEAA: B MODEL : FROBE

MILEAGE : BODHG wsh:

DEALER WAME: VERMILLION FORD INC SALES CODE: 158703 PR A 02208
CAUSAL CORES: 1208 0415 SYMPTOMS : 104 100

ORIGIN: [=1] TRANS. DST/RGN: £8 TRANS, DOATE:
SERVICE/SALES: 1 . CONMTAET DATE: OZ/17/1887
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ LY OR NI
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER WOTIFIED: MICREO:

COMMEMTS :

1997 /03 /08

ase THIS CONTACT IS OPENED DUE TD OPEM RECALL 9SHYO *++

v+ G UESEQUENT »»+

wew POSSIBLE 12/12 SERVICE PART COVERAGE ==«

CUSTORER GAYS:

- SEAT BELT IS STUCK 374 FORWARG: THE MOTOR WILL WOT RLIN

- DEALER TOLO HER THE PROBLEM MAY HAVE OACCURRED DLE TO THE AGING OF THE
VEHICLE: THEY DID MOT EVEN CHECK IT: THEY JUST GAVE HER A OECLSION
OYER THE PHONWE

- CUSTOMER 5alD THE YEHIGLE GOID NOT HAYE THE RECALL PERFORMED &MC THE
CSEATHELYTS ARE STILL MWALFUNETIOMING

- SET UF AN APPOINTMENT MONTHS AGOD AMD THEY SAID THEY WOulLD CcalLL HER QNCE
THE PARTS WERE IN: THEY FORSOT TO DROER THE PARTS FOR RECALLS QE553 AND
95548

[

PER CUSTOMER, DEALEER SAY5:
- HD COMTACT
"

CUSTOMER SEEKS:

- SEATAELT REPAIRED UNDER RECALL

x

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

+ REQUEST WR. DON HUBERT [CUST REL MHGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

swwvPER SERVIGCE MANAGER- CUSTOMFR I3 IWVOLVED TN ONP 95870, WHICH HAZ KO
MILEAGE/YFAR LIMITATIONS; CUSTOMER WAS WOT NOTIFIED THAT SHE 15 [MVDLYED.
PLEASE INFCEM HER OF THIS MATTER%»=»+

OWNER RELATIONS VOP/BENCHMARKING 089/11/98 FAKCARTG




o08S11/98 MASTER OWNER RELATIONS SYSTEM II 14.21.02
r-I------lll----ﬂ-------ll'IiII--------:|=|.-'|::-;:::..‘------l-:g--::-::::-"p---
054 1P GRP: XiDA COHCERN COMTAET ¥EH TYPE: CAR

EDR 10 ZN/TR: R2 CONTACT NBR: 1DA0AA192 OPENED: O2/06/1897
VIN: 1EUPT2m:L- ENGINE: CLOSED: 02/24/1a97
FLEENdENEEs s i lmmEsresssmEn FemadifisaaEsEr —OES - - - XIpgECEEEFEEEEmEBEErr T EmC=———mEmx
1997/02/17

FAFTHIS IS THE CLOSING COMMENT

CS5M JOUFF: SPDKE WITH DON HUBERT. RECALL HAS BEEN COMPLETED A5 DIRECTED ANMD T
HE WEHICLE HAS BEEN RETURNED TOD THE CUSTOMER. DISCREPAWCY ARISED WHEM DEALER
DIAGNDSED THE YEHICLES CONTROL MODULE AS BEING FAULTY. THIS WAS CALUSING SOME
OF THE PRDELEM WITH THE SEAT BELT BEING STUCK. THIS PFART WAS NOT IWNCLUDED UNDE
R THE RECALL AND CUSTOMER WAS GIVEN THE OPTION DF HAVING THE WORK GONE. CUSTO
MER WAS EXPLAIMED THIS AND HAS ELECTED. TD HAVE THE WORK DONE. CONTAST CLOSED.

GWNER RELATIONS VOF/BENCHMARKING 09711798 FAXCARTA




02/ 11798 MASTER OWNER RELATIONS SYSTEM LI 14.21.02
G2T74U8 GRP: XXOS INFORMATION CONTACT WEH TYPE: CAR
CINCINMATI 47  INFTR: [C32 CONTACT NER: 10EC17E54 OPENED: Q172471987
UIN: L ENGINE : CLOSED: ©1/24f1857
ASEESSSEEEEN EEEEEEESE AT SESEEEEEEESEEEE NN EEEEEEEEEEEEEEEEEEEER
LAST MWAME: STATUS: CLOSED
TITLE: FIRST NAME MNI:

ADDRESS :

CITY: FRANKFORD STATE: Ik ZIP: -
vowe pHoME : NN BUS. PHONE: _

NODEL YEAR: 8O MODEL :

WILEAGE : E0000 WED:

DEALER NAME: MIKE RAISDR FORD SALES CODE: 1470592 P& A: O4634
CALSAL CDDES: 1208 SYNPTOMS : 104 100

ORIGIN: a0 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CO0OE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ OR N
BUTLD DATE: CALIERATION:

ESF INFG: EXPIRES :

OPEM RECALL: OWNER NOTIFIED; MICRD:

COMMENTS :

1997/04724

vedhD VIN AVAILAELE*+~

CLUSTOMER SAYS:

- TOOK THE WEHICLE TO THE DEALER TH MOVEMBER FOR A SEAT BELT RECALL
TOOAY IT IS STILL NOT FIXED

THE CORIVER SIDE SEAT RELT NOES NOT WORK

THE REALER FELLS THE VEHICLE IS LINSAFE

Forodl

*
FER CUSTOMER., DEALER SAVS:
- WE CAM NOT GET PARTS FOR THE YEHICLE

- OFFERED A LOANER VEHICLE, HBUT THE DRIVER IS UNKDER 21 YEARS OLO
L]

CUSTOMER SEEKS:
= WANTS THE RECALL FERFORMED

CAC ADV]ISED:
- PLEASE CALL BACK W1TH THE YEHICLE MUMBER
wen MEXT CLUSTOMER REFRESENTATIVE PLEASE ADVISE, RECALL CONCERN  wesw

OWMER RELATIODNS WOP/BENCHMARKING OR/11/98 FAXCARTG




Daf11/98 MASTER OWNER RELATIONS SYSTEMW II 14.21.02
mOo=c==—=—======—aoxxmaiIIIEEEEENEEENECEENC:=-=-c=====-==-=====:-=-c=-====xroiiENEEESEETEEEEER
2T08CC GRP: XX0OC [NFORMATION CONTACT VEH TYPE: CaR

LO5 AMGELES T INFTR: A% CONTACT MNER: 128019079 OPENED : O1/24/198T
VIM; 1szTz1uan ENGINE: LU CLOSED : $1/24/1997
mMrrmmmmm====raotdddEEEEEN S-S ==========c-c-c-IxxroxxsidAERSESEEEEEEEEEER
LAST MAME: STATUS: CLOAED
TITLE: tReT NAME: I ¢

ADDRE 5% :

CITY: WESTCHESTER STATE: CA zIr:
HOME PHONE: BUS. PHONE:

MODEL YEAR: 1) MODEL: PROEE

NMILEAGE: HB345 WSsh:

DEALER NAME: MWAMHATTANFORD BALES CORE: 17T1I01E P & A+ 05410
CAUSAL CODES: 0405 Q408 SYMPTOME: 104108 f

ORIGIN: an TRAMS. DST/HGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . CDDE : ASSIST CODE: ANARD AMT: D SURVEY: (¥ OR N}
HUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

QPEM RECALL: OWMER NOTIFIED: MICRQ ;

COMMENTS ;

1927401 /24

www NAVIS: SUBSEOQUENT #we

CUSTDMER SAYS:

- CUSTOMER !5 CALLING CONCERMING THE FACT THAT AFTER SHE MADE A N
APFOINTMENT FOR THE SEATHELT RECALL THE DEALERSHIP DID NCT EVEW HAVE THE
PARTS WHICH THEY S5al0 WOULD BE IN OM THE 185TH

L]
PER CUSTDMER, DEALER SAYS:
= THEY SAID THEY NEECQEC TO LOOK AT THE VEHICLE FIRST

L 3
CUSTOMER SEEHG:
- WANTS TO LODGE A COMPLAINT CONCERMING EEIMGE FUT OUT OM THE DAY OF THE

APPOINTMENT/ CUSTOMER FEELS THE PARTS SHOULD HAVE EBEEW STOCKED TO MEET THE
APOINTMENT DAYS OR A RESCHEDUALED APPOINTHENT

L]
CAC ADVISED:
- ADVISED YHAT 1 HaAvE DOCUMENTED THIS AWD WILL FQRWARD TD THE DEALERSHIP

OWMER RELATIONS WOP/BEMCHMARKING ©09/11/98 FAXGaRTG




oaf11/88 MASTER OIWMWER RELATIONS SvSTIHM DL 14,21._03
=:---.F=====..-.;====-,-,.-.g---::-.-...n.-.-:=======-I.l.I=:======IIIII=========lII
0338TT GRP: AROE COMCERN CONTACT VEH TYPE: CAR

LOS AMGELES T ZNSTR: 02 CONTACT NEAR: 108025073 OPEMED: O1/27£1997
WIN: 1zve 1z0caL S ENGINE. C CLOSED: 02/11/1997
..::::-....-::::-...-,----------I.----:::::-I!II.I::::==nlIIIIII=====Il..llll’-==
LAST MAME: S5TATLUS: CLOSED
TITLE: FIRST MAME: - H1:

ADDRESS:

ot mi— - z-
HOME PHANE : sus. rHONE : I

MOREL YEAR: an MODEL: PRDRE

MILEAGE < 1012046 WSl

DEALER MAME: EARMHARODTFORD SALES SALES CODE: 1711756 P & A: 20313
CALSAL CODES: 1012 10RA SYMPTDMS = 104 100

ORIGIN: Gb TRAMS. DST/AAGN: 71 TEAMS. DATE:
SERVICESSALES: 1 CONTACT QATE: D2704/F1987
ACK.. CODE: ASSIST COOE: R AWARD AMT: O SURYEY: ¥ LY OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPFEM RECALL : OWMER WOTIFLED: uwtCRo:

COMMENMTS :

1oa? o127

wnn PARTS DELAY OWER 30 DAYS ~ws

waw YEHICLE INVOLVEDR IN RECALL 96548 & HG6595 e+

wvr NAVIS: SUBSEQUENT &=

CUSTONER SAYS:

-CLUSTOMER RECEIVED A RECALL NDTICE

~{9-15-95 WENT TO THE DEALER

=4=15-97 CUSTOMER RECONTACTED DEALER

L ]

PER CUSTOMER, DEALER SAYS:

-12-16-96 SERVIGCE ADVISOR (MATT LAWERY) STATEQ, THE PARTS ARE ON BACK OPRDER,
CUSTOMER WILL RE COWTACTED BY MAIL

=1=15=-97 SERVICE ADVISOR (MATT LAWERY) STATED, IT WILL TAKE AMOTHER THREE
WEEKS

-wILL CONTACT GUSTOMER IN FEBRUARY WITH FURTHER TNFORMATIOM

L ]

CUSTOMER SEEKS:

~yYEHICLE REPAIRED

=PARTS IMFORMATION

L]

GAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MA. RICK FORTHER SYC MWGR TO CONTACT THE EUSTOMER WITHIN 2 BUSIMESS
DAVS
1997/02/04

¥AATHIS IS THE CLOS1NG COMMENT

PARTS FOR RFCALL ARE DN BACKORDER. SHOULD BE IN WITHIN 6-8 WEEWS PER FORD.
CUSTOMER WILL BE ADVISED TO SCHEDULE APPT. WHEN PARTE ARRIVE

RICK FORTMER 5VC MGH.

OWNER RELATIONS VOP/HENCHMARKING OH/11/98 FAACARTG




o9/11/98 M4 STER DOWNER RELATIOMS SYSTEM LL 142102

FE S FFEF NI SN SIS ECCE S E SR S SN I FC I CS=SE® I CTEEE - EACEEEFANCdE N -—_xEEmEERcdE-_xaxSE-on=—=—m
a1880M GRF: X413 COMCERN CONTACT VEH TYPE: CaR

SDR 10 ZNFTR: G COMTACT MER: 1CAQ2A9AR OPENED: D4/2A/71387

VIM: 12VPTIO0EL

ENGINE: C CLOSED: 02711/1387

LAST NAME: ATATUS: CLOSED
TITLE: rrrsT nave: [

ADDRESS:

CITy: STATE: P:

HOME PHONE: BUS. PHONE:

MODEL YEAR: ac MODEL: PFRABE

MILEAGE: {88000 wWaD:

DEALER NAME: AMHERST MOTORS INC SALES CODE: 12750H P& A O5731
CAUSAL CDDES: 1204 SYMPTOMS : 104100

ORIGIN: ca TRANS. DST/RGM: 27 TRANS. DATE:
SERVICESSALES; 1 CONTACT DATE: 02/11/1997
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (Y OR W)
BUILD DATE: CALIBRATION:

ESP INFOD: EXPIRES:

OPEN RECALL: - OWNER MOTIFIED: MICRO:

COMUMEMNTS @

1927/01 f28

aws YEHICLE 1INYDLYED IM RECALL 86548 =+«

*axw MAVIS: ORIGINAL wsv

CUSTOMER SAYS:

= EMJDYS CAR EXCEPT FOR SEATBELTS

- Y08k CAR IN FOR RECALL ANWD wiA% ADVISED 7 WEEKS FOR PARTS TQ COME !N

-

FER CUSTOMER, DEALER SAYS:

- SPDKE W/FEMALE IN DEALERSHIP TODAY AT 1:3( PM AND WAS ADVISED PART WAS
ORDERED ON EMERGEWCY STATUS

L

CUESTOMER SEEKS:

- PARTS INFORMATION

"

CAL ARVISED:

~INFORMATION HAS BEEN DOCLUMENTED AND FORUARDED TN THE DELLER

~REQUEST MR. BERT LIMERICK SWC MNMGR} TO CONTACT THE CUSTOMER WITHIM 2 BuSINESS
DAYS

1997701731
»

CSM VERDHICA ISSA

-PER HERT LIMBRICK, SERV WGR. HASN'T RECIEVED PART YET..DLR WILL HANOLE
ACCORDINGLY wHEN RECIEVES FART
1997702711

#F4THIS 15 THE CLOSIMG COMMENT
.

CEM VERDNICA 1554

=PER BERT LIMBRICK, SERV MGR. PER RECALL HOTLIME PART WILL HE RECIEVED IN
APPROXIMATELY & WEEKS

-C5M CLODSING DUE TO PART DELAY..FURTHER SERV MGR I5 DIRECTLY I[NVGLVED WITH
GETTING RECALL COMPLETEC. .SERVY MGR WILL CONTACT CSM !F MECESSARY

OWHER RELATIONS vOP/BEMCHMARKKING U9/1179B FAACARTG




0a/11/88 MASTER OwWNER RELATIONS SYSTEM [1L

14.21,0%
=I'I==-|='.l--.:-:::::I:..Ill:::::==lF..:’.:====-=..Il-_‘;:::E:..:::::::I.:h.-----::
Q18EDM GRP: XX13 COMCERN CONTACT VEH TYPE: CAR
SDR 18 ZN/TR: CONTACT MBR: 10BO280G8  DPENED: 0172871467
WIM: lzupT:ucaLﬁ ENGINE: © CLDSED: ©2/11/1997

FIEEESExx-——x——mrEE -...::I::;:..:.‘:.:::::..:.-::::.'_‘..-- _____
1887 /02511

#¥XTHIS IS5 THE CLOSING COMMENT

OWNER RELATIONS VOF/BENCHMARKING 09/ 11/50 FAKCARIY




0S/11798 MASTER OWNER RELATIONS SYSTEM II 14_21.012
ER LI R T L RER RS ] R LR L R |l N O iy Rl R s ]
GEO4MA GRP: RXR16 CONCERM CONTACT VEH TYPE: CAR

SOR 1D ZN/TR: CONTACT NBR: 108029054  OPEMED: O41/28/19%7
VIN: 1I‘||'FTED'C5L5_ ENGINE: C CLOSED: 02/05/1987
L Lo S L — — — — — EE N EE I ST ENT IS - AN EINIAEANAENEEEEENEFSETaRE
LAST MAME: STATUS: CLOSED
TITLE: T WAME: - MI:

ADDRESS .

CIT¥: MOiLTRIE STATE: IR -
HONE PHONE avs. wron: [N

MODEL YEAR: MOBDEL : PROBE

MILEAGE : AEON0 wsh:

DEALER MAME: ROBERT HUTSON FORD SaALES CODE: 121542 F& A DOA2E
CALSAL CODES: 12104 SYMPTOMS : 104 100

DRIGIN: &0 TRANS. DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 01/28/51997
ACK. CODE: ASSTST CODE: R AWARD ANMT: 0 SURVEY: ¥ [¥ OR N]
BLILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

aPEN RECALL: OWNER NDTIFIED: MICRO:

COMMENTS !

1997401728

wes THISZ CONTALT I5 OPENED DUE TQ OPEW RECALL 955989, Q5548 +=w»
ses NAVIS: SUBSEQUENT +ra

EUSTOMER SAYS:

= THE SEAT BELTS WERE DORODERED THREE MONWNTHS AGD BY HLUDSON MOTOR
THE PARTS ARE STILL NDT INM

- WEEDS TD HARVE RETCALL PERFODRMED

= SEAT BELTS ARE SURRENTLY NOT WDRKING

o

PER CUSTOMER. DEALER SAYS:

- PARTS ARE OM HACKORDER

»

CUSTOMER SEEKS:

= TD HAVE RECALL FERFORMED

.
CAC ADVISED:
=INFORMATION HAS BEEN DDCUMENTEDR AND FORWARDED TQ THE DEALER

"REQUEST MRE. BRARAT PATEL (CWST REL MMGR/ SVC MMGR] TD CONTACT THE CUSTOMER
WITHIN 2 HUSINESS DaAYS

1997/01/29
saCS5M COMMENTSew

DEALER CONTACTED RECALL HOTLINE 1-23-97. PARTS ARE STILL ON BACKE ORDIER.
##¥THIS 15 THE CLDSING COMMENT

I SPOKE TDMLAET WEEK ABOUT THE RECALLS ON HER 1950 FORD FROBE. THE
PLRTS ARE ON . [ SPOKE TO BARBARA AT RECALL CENTER OM
(-23-97. T WILL CONTACT AS SDON AS WE RECEIVE PARTS,

OWNER RELATIONS vDP/EENCHMARKING 09711/58 FAXCARTG




oo 11,08 MASTER OWMER RELATIONS SVSTEM 11 142102
4400RC GRP: KA11 CONCERN CONTACT VEH TYPE: CAR

S0OR 10 ZN/TR: D3 CONTACT NER: {10ABE9953 OPENED: 07/718/13%7
VIN: 12veT200sL S [N EMGINE: & CLOSEN: 07725719897
'-I--.-I--I--I'---I--I------------ EEEsEAR NN EgAA Sy A Ap s s T E AR FEAAAEEEE SN
LAST MAME: STATUS: CLOSED
TITLE: ACEYE 0 Y

AODRESS:

HOME. 80s. erone : IR

HOME PHOME : BUS. PHOME:

MIOEL YEAR: gu MDDEL : PROEE

M]LEAGE: 120000 w50 :

DEALER WAME: ROBEAT MUTSON FDRD SALES CODE: 121542 P& A. DO3ITB
CAUSAL CODES: 1203 SYMPTOMS: 104 104

ORIGIN: (="} TRANS. DET/RGN: 21 TRANS. DaTE:
SERVICE/SALES: 1 COMTACT DATE: ©7/17/1997
ACK. CODRE: ASSIST CODE: W  AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIARATICON:

ESP INFD: EXPIRES:

OPEM RECALL: - OWHNER NOTI!FLED: MICRA:

COMMENTS :

1997 /07716

++% THIS CONTACT IS OPENED DUE TO DPEN RECALL €5548 & BS99 ++«

sy MNAVIS: SLESEQUENT ®%+

CUSTOMER SAYS:

~CUSTCWER HAS TRTIED TO HAYE RECALL WORK PERFORMED OM HER VEHICLE FOR MINE
MOMNTHS

]

PER CUSTOMER, DEALER SAYS:

*+4PER MR PATEAL:RERVICE MANAGER«++

~TOLD CUSTOMER THAT HE IS WAITING ON THE PARTS TD PERFORM THE RECALL WORK

L
CUSTOMER SEEKS:

~RECALL wWDRK PERFDRMED ON YEHICLE
-

CaC ADVISED:
~INFORMATION HAS BEEN DOCUMENTED AND FORWARDER TO THE DEALER

-REOUEST MR.BHARAT PATEL[ S¥C MNGR) TO CORTACT THE CUSTOMER WITHIM 2 AUSINESS
DAYS

1987/07/18

FYFTHIS IS B COMMENT
SPOKE WITH TA1H9T PARTS ARE HERE, SHE WILL PRING IT 1IN FOR REPAIRS
LAV

OWKER RELATIONS VOP/BENCHMARKING 09/11/9B FAXCARTG




0o/11/ae MASTER OWNER RELATIONS SYSTEM 11 14.21.02
EE S E S S LSS S S S S S S S S S SR S T A E S S FAFEE NN FEAEEERRArrd o m - =SS =S=-==S=S =SS ST S ERES
T2E5LE GRE: xXx15 INFORMATION CONTACT VEH TYPE: CaAR

HDUSTOM 57 ZW/TR: B CONTACT KBR: 108029182 DPENED: Q172871387
YIN: 1ZYFTZ2IU4LS ENGINE : L CLOSED: 0172871887

LAST HAME: STATUS: CLOSED
TITLE: Fiast nave: [N MI:

ADDRESS :

C1TY: STATE: P: IIIIIIII
HOME FHONE : % BUS. PHONE: _

HODEL YEAR: NDDEL :

MILEAQE ; 196000 w5D:

DEALFR WAME: MODRTHSIDEFORD SALES CODE: 152083 P& A Qi
CAaUSAL CODES: 3103 1204 SYMPTOMS ; 1004 100

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICEfSALES: i COMTACT DATE:

ACEK. CODE: ASSIST CODE: AWARD AMT: 0 SURWVEY : [¥ OR W)
BUILD DATE: CALIBRATION:

ESF IMFD: EXPIRES:

CPEN RECALL: OWNER NOTIFIED: MICRD:
COMMENTS :

1997/01 /a8

wed WVEHTIOLE INVOLVED IN RECALL o599 wen

*++ YERICLE INVOLVED IN RECALL SG5548 #x»

sa0 WAYIS: SURASEQUENT =3

CUSTOMER SAYS:

#+RACHEL SERMA WIFE CALLING#w»

- FaAvE BEEN WALTING FOR PARTS SIHCE 12/96 FOR THE SAFETY RECALL
= I AR VERY PREGHANT AWD T HAVE WO LSE OF THE SEATEELTS

L ]

PER CUSTOMER. DEALER SAYS:

«+CAVITT MODN*+

= I WILL SEE WHAT THE E.T.A. 1%

4

CLSTOMER SEEKS:

- SESTBELT RECALL WORK DOKNE

|

LAC ADVISED:

a«0BAC TO CavITT HOOM, FARYES DIRECTOR«+s.

= SAID HE WILL CONTACT CUSTOMER AS TO THE STATUS OF THE PRART

OWHER RELATIONE VOF/BEMCHMARKING 09711798 FARCARTG




naf11/88 BMASTER OWHER RELATIDWS S¥STEM L1 14_21.032
kLB EEENE EEEEEEA P FISC - CF - C - oSS S S S S ST S S S SIS I N E NS SIS S S S SRS S CEIAEEEEE S S S SN EEEEEEEEEWEEN
AEHEJUS GRE: Xx0C CONCERN COMTACT YEH TYPE: CaR
ATLANTA 21 ZNSTR: B3 CONTACT MNEBR: 10BOZ14414 DPENED: O1/28/1987
VIN: 1 ZWPT2ILSL ENGINE: U CLOSED: 03/03/1997
E L k- B o EEemeeAaE ISR FA RS LA ARSI I LS EESEEESE N Ew
LAST NAME: STATUS: CLOSED
TITLE: FiesT NavE: [ V1

ADORESS:

HIME sheibiie o D
HOME PHONE : BUS. PHONE:

MUOEL ¥EAR: a0 MODEL: FROBE

MILEAGE 120000 wsD

DEALER MAME: DEAN STALLINGS FORD SALES CODE: 121TRAS F B A: Q9952
CAUSAL COOES: 1211 1204 1209  SYMPTOMS: 104100

ORIGIN: GO TRANS, OST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/22/ 1997
ACK. CODE: ASSIET CODE: W AWARD AMT: 100 SURVEY: ¥ Ly OR M)
BLILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFLED: MICRO:

COMMENTS :

1887 /017429

+++ THI5 CONTACT IS DPENED GUE TO DFEH RECALL 96548 »x3

wes NAVIS: SUBSEQUENT +&«

CUSTOMER SAYS:

= LAP BELT IS THE OnLY PORTIONW OF SEAT BELT THAT WORKS

- SHE TOOK THE VEMICLE IN OCTOBER AMD THEY DID NOT RESTORE FULL OPERATION TO
SEAT HELTS |ACCORDING TO RECALL LETTER)

- SHE HAS BEEM TRYING TC GET THE VEHICLE IN FOR THE REPAJAS AND HAS NOT BEEN
ABLE TO DO =0

L

FER CUSTOMER, DEALER SAYS:

- SERVICE - (ND NAME) - THE PARTS ARE NOT AVAILAELE - CALL BACK TN TWO WEEKS

L]

CUSTOMER SEEKS:

- COPY DOF RECALL LETTER

= TO HAVE RECALL PERFORMED - SHE I% COKWCERMNED ABOUT HER SAFETY

L

CAC AOVISED:

*=RE: RECALL LETTER

- LNABLE TO FROVIODE COPY OF RECALL LETTER

- REFERRAL TO HELM. INC,

= REFERRAL TO HATIOMAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
*=RE; RECALL IM¥DLVEMENT

~INFORMATION HAS BEEW OOCUMEMTED AND FORWARDED TO THE DEALER

-REQUEST HR. JOnN HROWW [SvVL MNWGR) TO COMTACT THE CUSTOMER WITHIN 2 BUSINESS
OANS

FHNTHIS 15 THE CLOSING COMMENT
CUST HAS BEEW INFORMED THAT PARTS WERE MOT AVAIL. UNTIL uJAW 15TH FROM PARTS DE
FOTS HAVE BEEN ORDERED AMD WATTIMNG

OWNMER RELATIDNS VOR/BENCHMARKIMG 09/11/58 FALCARTG




ag9/1i1/98 MASTER OWMER RELATIONS SYSTEM [: 14,21.02
EEE X EEgghAEER===—=E N FFEAE-——-—s=-—=——=—mpEEcxas =Nl ke - - g EmEt=—=== EEcoTCc=-=—-=—mEE=TTx
AEREJS GRP: XX0C CONCERM CONTACT YEH TYPE: CAR
ATLANTA 21 INJTR: B3 CONTACT MNER: 10807441 OFENED: Q173971997
VIN: 12vPT2 1us, = I EMGINE: U CLOSED: G3/03/19a7
LR AR DL L EE RS L T T L S L L L el Nl 1 g FEEEEEcd i - —pGEEENAEE=-== LEE L ES Ity F | I
1997/01/30

TEAM LEADER - CAC
CUSTOMER RECONTACTED CAC AND INDICATED THAT THE COMCERN 15 haT RESOLVED.
FLEASE DO NOT CLOSE CONTACT UNTIL THERE IS FINAL RESOLUTION.
INCLUDE THE FOLLOWING IN THE CLOSING COMMENTS:
DATE OF REPAIR
FINAL RESOLUTION
THANK, ¥OU.
1997/02/12
taw YEHICLE INVOLVED TN RECALL GES548 ==«
*ix MAVIS, SUBSEQUENT #e»
CUSTOMER SAYS:
“HAD A RECALL DM HER SEAT BELT
“THEY HAVE ORDERED THE PART(10/96) BLT IT STILL HASN’T CDME IN AT THIS TIME
=SHE SPOKE WITH THE SERVICE MAWAGER AMD THEY SAID THAT THEY WOULD CALL HER
BACK LAST WEEK AND THEY HAWENYT CALL AT THIS TIME THIS WEEK
-THE EMPLOYEES WERE REALLY RUDE TO ME
'
PER CUSTDMER, DEALFR SAYS:

“THEY WILL CALL BACK THIS WEEM AND GET HER INFOR AN APPOINTMENT
"

CUSTOMER SEEKS;
-WANTS SOMEBODY TQ TAKE CARE OF THIS PROALEM
.

CAC ADVISED:
~INFORMATION HAS BEEM DOCUMENTED ANO FORWARDED TQ THE DEALER

~REQUEST MR.JOHN BROWN (CUST REL MNGRJ TO COMTACT THE CUSTOMEA WITHIM 32
BUSINESS DAvS

1997/027 18

HAVE ECHED AW APPT FUOR THE WEEK DF17 TH. DEALER WiLL CLOSE WrEN REPAIRS COMPLE
TED. JuwB

18987/02/24
¥AATHLS IS5 THE CLDSING COWMMEMT
PARTS WERE ONM BACK ORDER .NOW HAVE BEEM IMSTALLED OM CUST CAR

OWMER RELATIONS UODPF/BENCHMARKIME DOS11/88 FAICARTC




09/ 11/498 MASTER DWNER RELATIONS SYSTEH 11 14.21,02
:.-l----n--:::L:---..iIII:::::--lIIII:::::::-l.ll:l:::::::::-lll'-1=========:-lll-====
B771EA GRP: KAQ3 CONCERN CONTACT VEH TYPE: CAR
SEATTLE 74 ZHNSTR: A2 COMTACT NER: 108033923 OPEMED: (172871937
YIN: 12¥PT21IUILSE ENGLINE: U CLOSED: 02/06F1987T
[T L EEERRENL B ]} EEn EEENE ===t EEENEEAR - === rxmmBEEEEESSS=TCoXE
LAST NAME: STATUS: CLOSED
ADDRESS:

CITY: STATE: r: [N
one erove: RN s, rov: : Ii—

MODEL YEAR: 90 MOOEL : PROBE

MILEAGE: BS000 wsh:

DEALER NAME: PARR FORDIMC SALES CODE: 174823 P& A OBG0G
CALSAL CODES: 1203 10RA SYMPTOMS : 104100

ORIGIN: GO TRANS. OST/RGH: 74 TRAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE: D1/30/1997
ACK. CODE: ASSTST CODE: W AWARO AMT . 0 SURVEY: ¥ (Y DR M)
BUILD DATE: CALIBRATION:

EEP INFO: EXP1RES:

ODPEH RECALL: OWHER WOTIFIED: MICRO:

COMMENTS:

1927/01/28

#sv PARTE DELAY OVER 4B DAYS #=*=«

wee VEHICLE INVOLVED 1M RECALL 9E548 AND 955383 ===

wiw NAVIS: PROGBRAM #=»

CLUSTOMER 5AY%S:

- HiD A SEAT BELT INSPECTION ON 12/12/98

ON if6/87, THE RECALL PARTS WERE SENT TO THE WRONG PLACE

IT HAS BEEHM 48 DAYS SIKNCE THE VEHICLE WAS INSPECTED AMO THE FARTS ARE NOT IN
HOTH THE DRIYER AND THE PASSENGER SIRE SEATBELTS FALLED THE 1WSPECTION

THERE HAVE BEEN NUMEROUS ATTEMRTS TD HAVE THE RECALL PERFORMED

LI ]

*

PER CUSTOMER. DEALER SAYS:

- THE PARTS ARE ON BACK ORDER

- PER LISA, THE APPOINTMENT COORDIMATOR,
’

CUSTOMER SEEKS:

- 10 HAYE THE RECALL PERFDRMED

L}

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTERD AND FORWARDER TO THE DEALERSHIP WITH A COPY
10 THE REGIOMAL OFFICE.

-REQUEST MR. LARRY SHARRETY [CUST REL MWGR) TO CONTACT THE CUSTOMER W1THIN 2
BUSIMNESS DAYS

GAVE B00 NUMBER UPDW REQUEST

OWNER RELATLONS VOP/BENMCHMARKING ©£9/117/38 FAXCARTA




o9/ 11/9e MASTER OWMER RELATIONS SYSTEM 11 14.21.02
=== xzEc=c=xali - s il EAEA S S A E AN AR E SR A S EEEEEEEFeEINTaEESxEEEEEmEEE = dEEEEcEER
B171EA GRP: KKO2 COMCERN CONTACT YEH TYPE: CAR
SEATTLE T4 INSTR: CONTACT MAR: 10A033423  DRENED: O /328/ 1967
vIN: 1zupr:1u1|.* ENGINE: U CLOSED: 02 /0671397
1997 /01430

#HATHIS 15 THE CLOSING COMMENT

CSM COMMENTS:

CS5M COWSULTED WITH NIKE THE PARTS DEPARTMENT MAMAGER AT PARR FORD AS WELL A5
¥1TH THE CUSTOMER ON 1/30/1997. DEALERSHIP ADWISED THERE IS5 MO PARTS DELAY
THAT THEY DID HAVE PARTS AVAILAELE FOR THE CUSTOMER WHENEVER HE CANM MAKE THE
YERICLE AVAILABLE. C5M CONFIRMED THIS WITH THE CUSTOMER wHO HAD SCHEDLLED

AN INSTALLAYION DATE OF 2/3/97 HEAT MOWDAY. CUSTOMER IS VERY PLEASED THAT THE
¥ HAR THE PARTS, KNEW THAT PARR HAD THE PARTS BEFORE CSM CALLED AND RE{UIRES
WO FURTHER ASSTSTANCE. PARTS MAMAGER OTID AN EXACELLANT JOR HELPIMG THE CUSTOME
R MEET HIS EXPECTATIONS AMD CUSTOMER IS WERY PLEASED AS A RESULT COF THAT

EXTRA EFFORT. CEM MCLAME

OwnER RELATIONS YOPFBENCHMARKING 03711728 FAXCARTG




caf11/98 MASTER DWMER RELATLIONGS S¥STEM 17 14.21.02
=======-tlil.II=======nIlllll=========:-lllllli=F===========:::-.--n|r--l--===
S04 OGM GRP . XNDH COMCERN CDONTACT VEH TYPE: CAR

TWIN CITIES L1 ZN/TR: CONTACT NER: 10A035504 OFEMED: O1F29/19397
VIM: 1 ZVPT20CYLS ENGINE: CLOSED: 0251871997

—messmhaSEEFEsCc-c--—rrmcdEEEN e —=-rcamdEEEEEEE======c oo raasssmndRdREEEEEE ST S S
LAST NAME: 4TATUS: CLOSED
TITLE: First NadE I »:

ADDREES:

CITY: MOMTLCELLD STATE: MM 2IPF:

rpoue rHoNE - [N AUS. PHONE

MIQEL YEAR: a0 MODEL : P

MILERGE: 120000 WS

DEALER MaME: MORRIE'S BUFFALO FO SALES CODE: 15RG631 P& A: DOTES
CALUSAL CRDES: 1204 14RA SYNPTOMS: 104100

DRIGIN: GO TRANS. DST/RGN: EB TRANS. OCATE®
SERVICE/SALES: 1 CONTACT DATE: Qaf10/1927
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXP1RES:

OPEN RECALL: OWNER NOTIFIED: MICRAO :

COMMEMNTS !

199701 /19

whd PARTS DELAY OVER 30 DAYS ree

wew YEHICLE INVOLVED TH RECALL 96548 AND 95593 =+

*» NAVIS: SUBSEQUENT we«

CLUSTOMER S5AYS:

=B0TH THE DRIVER AhD PASSEMGER SIDE MOTOR!ZED SEAT BELTS ARE NDT WORKING
~THE DEALERSHIP IS WOT ABLE TO DETAIN THE PARTS NECESSARY TO REPAIR THE
VERICLE UNOER RECALL

-HAWE BEEM WAITING FOR THE PARTS S5INCE OCTOBER 13EE

.

PER CUSTOMER, DEALER SAYS:

-HAVE BEEN TRYINEB TO GET THE PARTS, CALLED FORD AGAIN TODAY, BUT 1T MAY TAKE
AMOTHER EIGHT WEEKS

*

CUSTAOWER SEEKS:

-PARTS NEGESSARY TO REPAIR THE VEHICLE UNDER RECALL

L

CAC ADVISED:

=~ INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALERSHIP wW1TH & COPY
T4 THE REGIDWAL DFFICE.

=RETQUEST CUST REL MGR GEME FREDRICKSON CONTACT THE CUSTOMER W1THIN 2 BUSTMESS
DAYE

OWHER RELATIDNS VOP/BENCHMARKIMG OCH/f11/98 FARCARTG




pa/i11/ax MASTER DWNER RELATIONS SYSTEW I1 14.21.02
=il=====IIIIIII=lt:='l==lllll=======---ll---==--—-----==-====--lll======'lll===
50400M GRA: XXO1 CONCERM CONTACT VEH TYPE: CAR

TWIN CITIES 58 ZN/TR: Cy CONTACT NBR: 108035504  QPENED: Q17781997
WIN: IZVPTEDCBLE“ ENGINE: C CLOSED: 032/18/1597
EorCrEFES s s === —EEEEEmda = ’:::l::.II.--.h-----.-.-.--:-:::;:--...-::::---
1887/02/04

wwx NAVIS: SUASEQUENT sasx

sss YEHICLE INVOLVED IMN RECALL 9554E AND 955098 =v

CUSTOMER SkYsS:

-HAVE NOT HEARD BACK FROM ANYONE

¥

PER CUSTOMER, DEALER SAYS:

-~ NO CONTACT

Y

CUSTOMER SEEKS:

- WHEN WILL I HEAR FROM DEALERSHIP

o

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

- PLEASE COMTACT THE SERVICE MANAGER FOR FURTHER INFURMATION, APOLOGIZED FOR
NOT RECEIVING A RETURN CALL-

1997/02 /11

FARTHIS 15 THE CLOSING COMMEMNT

CUST. WAL AQVISED PARTS DN MATIONAL AACHORDER,CUSTOMER WILL BE CONTACTED
WHEH PARTS AVAILABLE.

COWNER RELATTONS vOPFAENCHMARKING 0%/ 11/9B FAXCARTG




oa/f1i/en MASTER DWNCK HEIATIONS Svslim 11 14.91. 12
-I.IIIF=I============I.-tIIhIIIIIIFIIFL='—==========='_:=::-IlI."l!..l--------r-r--ll--‘l--
7a83CT GRP: xxDB CONCERN COMTACT YEH TYPE: CAR

SOR 10 ZH/TR: CONTACT WBR: 108047159  QPEMEDR: O1/230/ 1937
V1N: 12YPT20CSL ENGINE : © CLAOSED: 02718751997
TS =S=S=AXEEK I EELEEEE B - X I ACEEEEE ST S AR EE et e RS S AN SN E SRR O ERES ST
LAST MAME: STATUS:

TITLE: FIRST MAME: MI:

ADORESS:

CITY: GTATE: ii ilp:

HOME PHOME : Bus. PHOME:

MODDEL YEAR: aD MODEL : FROBE

MILEAGE: OO WSD:

DEALER MWAME: MNORTHEASTFORD, IWC. SALES CODE: 116106 P& A DOBIM
CALUSAL CODES: 10RA SYMPTOMS : 104100

ORIGIM: G0 TRAANS. DST/RGN: 16 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O1/30/1837
ACK. CODE: AGSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR M)
BLILD DATE: CALIBRATION:

ESP INFO: EXPIRESG:

OPEN RECALL: OwWNER MOTIFIED: MLCRO:

COMMENTS :

1987 /01 /30

wew PARTS DELAY OVER 30 DAYS ws»

w4 HAVIS: DRIGIMAL »»»

CUSTOMER SAYS:

CUSTOMER CALLING BACK

I RECEIVED A LETTER FDR THE SEATBELT RECALL IN QETOEBER

I REOUESTED SERVICE FROM THE DEALERSHIF AT THAT TIME

DEALERSHIP DKDERED A PART FOR THE AUTDMATIC SEAT EELT IN DETOBER 1995
THE PART IS STILL NOT IM

PER CUSTOMER, DEALER 3aY5:
- PER SERVICE MANAGER: THE PART IS STILL WOT IM, ¥OU ARE FIRST ON THE LIST

.
CUSTOMER SEEKS:

- PART FCR REFAIR OF nER YEHICLE
.

Lac ADVISED:
- INFORMATION HAS BEEW OOCUMENTER AMD FORWARDED TO THE DEALERSHIP WITH )
COPY TD THE REGIONAL CFFICE.

- REQUEST WR. TED EBERSOLE (SVC HMNGR) CONTACT THE CLSTOMER WITHIM 2 BUSINESS
DAYS

19977021 11
A¥XTAIS IS THE CLOSING COMMENT
THE RECALL PARTS ARE STILL D99, PER RECALL HAOTLINE

OWWER RELATIONS VOP/EBENCHMARKIWG 09511738 FAXCARTG




03/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
72852CT GRP. XXDE CONCERN CONTACT YEH TYPE: CAR

SOR 10 ZNSTR: COMTACT MHR: 10BO3T139 OPENER: D1/7307 1987
VIN: 1zvp'r=m:5|.5h ENGINE: € CLDSED. Q271871997
EAEApRCEALN " EEC-EErCrNEO-SEE N3 LT T Y E L N A R L FE N L T T T e T T T T T Y
1997/07/22

¢ VEHICLE [WNUOLWED TH RECALL 96548 4+

widk MAVIS: ORIGINAL *=+

CUSTOMER SAYS:

= THE SEAT 2ELT PART THAT WAS OROERED IN FEBRUARY HAS NDT ARRIVED

= CUSTOMER HAS BEEN WAITING OM THAT PART SINCE OCTOBER OF 1998

w

PER CUSTOMER, DEALER SAYE:

- WO CONTACT

*

CUSTOMER SEEK%:

- WEHIELE REFAIRED

-

CAC ADVISED:

~INFORMATION HAS BEEN OOCUMENTED AND FORWARDED TGO THE DEALER

-REQUEST MR TEM EBERSOLE (SWC MWGR) TO CONWTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

*=vHADE AN CUTBOLMG. CALL TO THE DEALERSHIP, TEM EBERSOLE: THE LEALERSHIFR WaAS
BEHT THE WRUMNG PART. WILL REODER ANDO TRACK THE MECESSARY FART DOWM

OWNER RELATIONS YOP/HEWCHMARKIMG DYE/11/98 FAKCARTG




Ba/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEE-=—=====c—=c==—=—xaatAASSEEEEEEINFBASR S-S =S====-===-======ScocSs=o=-=-oco=xrchkhAAAEIINEEERER
9130 GRP: XX15 IMFORMATEION CONTACT YEH TYPE: CaR

LOS AMGELES R IN/TR CONTACT WNER: 1DOHOIEBEZ ODPENED: 01730719497
VIN; 1zurTnoc1L- EMGIME: C CLOSED: 0173071997
=========x=x=K EE S === =s====x=ax=erca bkl it dENEEEEEEEEEEENEEEEEEEN
LAST NAME: STATUS

TITLE: FIRST MAME: - M1:

ADDRESS:

CITY: SANTEE : CA ZIp:

HOME PHOME : _ BUS5 . PHONE : I

MODEL YEAR: RODEL : PROBE

MILEAGE: Q5352 WED

DEALER MNAME: DREW FOED SALES CODE: 171080 P & A: {5466
CAUSAL CODES: 1207 EYMPTOMS: 104100

ORIAIN: GO TRANS. OST/RGN: TRANS, DOATE:
SERVICESSALES: CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD A4MT: O SURVEY: (¥ QR N}
BUILD DATE: CALIBRATIDNM:

ESP 1HFD: EXPIRES:

OPEN RECALL: OwWhER MNOTIFIED: MICRO:

COMMENTS ;

1937/01/30

wxd YWEHIELE INWVOLWED IN RECALL DES99 sxw

wad WEHICLE INVOLYED IN RECALL AGS4R ++=

wes NAYIS: DRIGIMAL wo+

CUSTOMER SATYS:

- RECEIVED SEATBELT RECALL LETTER

- SEATBELT [5 KO LONGRER WORKING

- PART WILL NOT BE [N FOR B WEEKS

- DOES MOT WANT TO QRIVE AROUND WITHOUT A SEATBELY SINCE IT 15 AGRINST THE LAW
- WANTS LOANER VEHICLE

+

PER CUSTOMER, DOEALER SATS:

- SEAM, SERVICE:

= PART IS BACKORDERED FOR B WEEKS

L}

CUSTDOMER SEEKS:

= LOANER VEHICLE

L ]

CAC ADY!SED:

- LOMMNERS ARE NOT A PROVISION OF THE RECALL.

= CONTACT MR. RODMEY ALTANGAN!ZUST REL MER.) FOR CLARIFICATION OF THE
DEALERSHIP'S POLICY DN ALTERMATIVE TARNSPORTATION.
- MAY REDUIRE AN APPOINTHMENT

OWMMER RELATIONS VOP/BENCHMARKING 0%/11738 FAXKCARTG




Das11/98 MASTER OWMER RELATIOMS SYSTEM 11 14.24.02
Lo R R R D B Rl e e i e B B S S R e R F I R R R R R R I R R E R T 11 )
A975BR GRP: OF COMCERN CONTACT VER TYPE: CAR

LOS ANGELES T ZNSTR: CONTACT NBR: 108Qa02 G OPEMED: O1/30/1897
VIN: 12vPT20CILE ENGIMNE: C CLOSED: O2/10/1937
FaEFsd el T e I T FEF Al Yl e A S S S S S S NS N TS - S EE - - o NOXgES - pECEERREEEEREEEN
LAST NWAME: STATUS: CLOSED
TITLE: FIRST HAME: - MI:

ACDRESS : -
CITY: STATE: Ch Z1P:

HOME PHONE : 8US. PHOME: F'

MODEL YE&AR: MDDEL :

MILEAGE: 28000 wsD:

DEALER NAME: EDE BEATYFQORD SALES CODE: 171447 P & &: O360O2
CAUSAL CODES: 1203 2105 1012 SYMPTOMS 104100

NRIGIN: EQ TRANS. DST/RGM: 719 TRANS. DATE:
SERVICE/SALES: f CONTACT DATE: 0173171907
ACK. CODE: . ASSIST COODE: W AWARD ANT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER MOTIFIED: MICRD:

COMMENTS ;

1897701730

»»a YEHICLE INVOLVEDR I[N RECALL 9GS9G +v»

wae YEMICLE INVOLYED [N RECALL 9HS4H waw

v MAVIS: ORIGIMAL ++»

CUSTDOMER SAYS!

- VEHICLE IMVOLYED IN RECALLS SES48 AND 96598

- FARTS ARE NOT AVAILLABLE

- DEALERSHIF 15 GREAT

= THEY CALL BACK WHEM THEY SAY THEY WILL AMND ARE VYERY PFROFESSIDOMNAL

FER CUSTOMER., DEALER §AYS:
- PARTS SHOLILD TAKE ABOUT & WEEKE TO ARRIVE [GUS SOTO)

.
CLSTOMER SEEKS:

= TO AAVE PARTS EAFEDITED

L]

CalC ADVISED:

- INFORMATION HAS EEEN DOCUMEWTED AMD FORWARDED TO THE DEALER

- REQUEST MR. ALLEN JEWELL (SYC NNGR) TO CONTACT THE CUSTOMER WITHIN 2
BLSIMNESS DAYS

= DBC TO ALLEN JEWEL| (GERVICE HANAGER],

- PER ALLEM JEMELL: PART IS5 D99 AND HAS BEEM PLACED DN EMERGENCY  BACKORDER
199702 /03

SANTHIS IS THE CLOSTMG COMMENT

PARTS ARE DRDERED UMDER CLSTOMERS MAME ANMD WILL BE CONTACTED WHEN PART ARRIVES

OWNER RELATIONS VOF/BEMCHMARKING 009711798 FAACARIG




oa/11/98 MASTER OWNER RELATIONS SVSTEM | 142402

===--lll:l======:=-III::I::::llllI:::l::l=I-hi.--==I==ll----====II= EE=-tE=-=—c--—mpENS
497588 GRP: CONCERM COMTACT YEH TYPE: CAR

LOS ANGELES 71 ZMNFTR: A2 CONTACT WBR: 10800210 OFEMED: 01/20/7 7997

VIN: izwrzncaus_ ENGIWE: ¢ CLOSED: o03/10/19497

Nam==gEr-IEREERsE - =x=mmn N N T IEENF e - s EERf s - —reSgEEem=—=—=== EENSEN=&=-=-r ISR

1997 /02 12

rer HAVIS: ORTGINAL ===

CUSTOMER S5AYS:

- BOOBN CALL BEFORE

#°5 ARE THE SAME

INFORMATION OM THE PRESIDENTS SALE INM THE L.A. REGIDN ON THE ESCORT 1897
THE WEB IS5 NOT WORKING FOR FORD

[ ]

PER CUSTOMER, DEALER SAYL:

- THERE MAY BE AN EXTRA $500.00 FOR THE ESCORT WITH THE PRESIDENTS  SALE [STAR
FORD AND VISTA FORD) _

L}

CUSTOMER SEEKS:

= IS THERE A PRESIDENTS SALE FOR THE $500.00 FOR THE

>
CAC ADVISED:
- THE INCENTIYE IS FOR THE ESCORTS ARE
RCL CASH
$500, 24 MODNTH CONTRACT
1fa)a7 - 4 2 97
CUSTOMER CASH
$200 OR 7.9% APR
174597 - 4/2/57
= THERE IS NO ADDITI!DNAL FDR $B00.00 1N THE SYSTEM FOR FRESIDENTE DAY

OWNER RELATIONS WOP/HENCHMARKING 0%/11/9B FAACARTG




nas11/88 MASTER OwWwMER RELATIANS SySTEM 11 14.21,02
---.IIII:::===:-lll::===:=-tl.ll:l:.:::::-IIIII=======:Illl!:::::::::slil.i;::::::
45998 GRP: O3 COMCERM COWTACT VEH TYPE:. CaR
BOSTON 1 IN/TR; CONTACT NBR: 108044073 DFENED: 01/31/1997
VIN: 1IHPT20CKL* ENGINE: C CLOSED: 02/1471997
EEE=-====xSEEEDZ-F==== AAEAREFT==———ramASSEEEsE====cc-csdBEEEFEI======oXk
LAGST NAME: STATUS: CLRSED
TITLE: FIRST MAME: _ Ml

ADDRESS:

CITY: HEHTDM STATE: _IF:
HOME PHOME : aus. PHOME:

MDDEL YEAR: B0 MOOEL : ERORE

WMILEAGE : 1168040 "I+ H

DEALER MWAME: CLARK & WHITE INE  SALES CODE: 312073 P& A: 13107
Causal CODES: 1203 SYMPTOMS : 104 100

ORTGIN: GO TRANS. DST/RGH: 12 TRANS. OATE:
SERVIGESSALES: 1 CONTAET DATE: 020171927
ACK. CODE: ASSIST COOE: W AWARD ANT: 0 SURVEY: ¥ (¥ OR W)
BUILD DATE: CALTERATION:

E5F INFO: EAPIRES:

DFEW RECALL: ] CAWNER MNOTIFIED: MICRD:

COMMENTS :

1ga7/o1/31

see VEHICLE INVOLVED IN RECALL 96548 AND 96533 +++

CUSTOMER SAYS.

- TOOK YEHICLE INTO DEALERSHIP FOR REPAIRS ONM SEATBELT. NOVEMBER 18, 1996

- DEALERSHIE SAYS THEY WOULD ORDER THE PARTS AMO COMTALT CUSTOMER IN A LOUPLE
OF WEEKS

- HAVE NOT HEARD FROM REALERSHIP

- CALL OFALERSHIF IM EARLY JAWUARY AND WAS TOLD THE PART HaD WOT CDME IN

- STILL D10 WOT HEAR FROM DEALERIHIP

- CALL ACAIN TODAY 179171988, WA5S TOLD PART STILL HAD NOT COME IN

&

FER CUSTOMER, DEALER SAYS:

- PARTS HAVE NOT COME [N

L]

CLUSTOMER SEEKS:

- TO HAVE SEATHELTS REPAIRED UNDER RECALL

L]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AKWD FORWARDEDR TO THE DEALER

-REQUEST MR. TOR TAARLAND, ©UST REL MMGR, TO CONTACT THE CUSTOMER WITHINM 2
BUSINESS DAYS-

OWNER RELATICONS VOP/BENCHMARKING 09711/98 FAACARTR




oa9/11/98 MASTER DWMWER HELATIDNS S¥STEM [I 14.,21.02
CEEEEEEANssm - - EESgEEEEEC-=-C S mEE=-==x ===='Illx======lll======llll::::::l..::::::
4G9SEK GRF: 05 CONCERM COMTACT ¥YEH TYPE: £aAR
HOSTOM 11 ZNFTR: A CONTACY MER: 10BEQ44073 OFEMED: 01731714997

: F E H :
e SO, PSS close: o1/ i0er
1297/02/06

swa NAVIS: DRIGIMAL sws

=¥+ TH13 CONTACT IS OPEMED DUE TO DPEN RECALL 06599/G5548 sa=
CUSTOMER SAYS:

~CALLS BRACK

~HAS MOT HEARD FROM ANYOME AT THE DEALERSHIP

-LAST CONTACT WITH THE DEALERSHIP PARTS FOR SEATEELT RECALL WERE MOT IM
¥

PER CLSTOMER, DEALER SAYS:

-NO RECENT CONTACT

-

CLUSTOMER SEEKS:

-VEHTCLE REPAIRED

L]

CAC ADVISEN:

-WILL FDRWARD ADOITIDWAL INFCRMATION TO THE OEALERSHIP

1997/02/07

KEaTHIS IS THE CLOSING COMMEMT

DEALER ATTEMFTED TO CONTACT CUSTOMER HUMERDUS TIMES TODAY, COULD NOT, DEALER A
SKS THAT CLUSTDMER PLEASE COMTACT PARTS MGRE. MARY CRAWLEY IN DRDER TO RESOLVE P

ROBLEM WITH PARTS FOR RECALL-NOTE:PARTS FOR THIS RECALL ARE SCARCE AND HOT EAS
¥ TO RECEIVE FROM FRDC.

ONNER BELATIONS VOR/BENCHMAREING (3/11/98 FAXCARTE




oef11,/98 MASTER DWNER RELATIONS S¥STEM I 14.21.02
EEEEEEECCEEEFEEEE NS SN ANEEEE NS EE NS SN AN EEEE At ESER - - - - - r———=—--Irpg-===——-—gENEAFEAEEN
HORES0 GRP: XXAT COWMCERM COMTALT VEH TY¥PE: CAR
MEMPHIS 23 IMSTR: B3 CONTACT NER: 108044393 DOPENED: 012171997
VIiN: 12VPTIALEBLS ENGIME:- L CLOSED: D2f1251997
EI NN EAEE N E NN Sk SEE S NN NS SSEEEEESdASSNE - rcHAAERE - - - - - - - XX - AFEEEEEEEEESEEE==-kHN
LAST NAME: S5TATUS: CLOSED
TITLE: FirsT NaME: . +::

RODRESS:

CITY: STATE: ip: -
coue prove: NN Gis oo miind

MODEL YEAR: 90 MOGEL : PRORE

M LEAGE : 193000 WsD:

DEALER WAME: QREENUNODFORD SALES CDBDE: 123052 P A A: DSGTZ
CAUSAL CODES: 4203 Oo4ADS 0409 SYMETOMS : 104 100

ORIGIN: Go TRANS. DET/ROM: 23 TRANS . DATE:
SERVICE/SALES: 1 COMTACT DATE: O2/05/1927
ACK . CODE: ASSIST CODE: W  AWARD ANT: O SURVEY: ¥ (¥ OR HI
BUILD DATE: CALIARATION:

ESF TNFO: EXP IRES:

OPEN RECALL: OWNEKR NOTIFIED: M1CRO:

COMMENTS :

1997 ,/01./31

wew THIS CDHTACTY [S OPEMED DUE TO OPEN RECALL 96599 & 2H548 sww

ees MAVIS: ORIGINAL ==+

CUSTOMER SAYS:

~ON 12727798 HE CALLED THE DEALERSHIP REGARDIMNG THE RECALLS [SEAT BELTS) ThE
DEALER SET UP AM APPOINTMENT WITH THE CUSTOMER AND THEY ORDERED THE PARTS
~WHEN HE EROUGHT THE YEHICLE IW FOR SERVICE THE PARTS WERE NOT 1M

+*

PER CUSTOMER. DEALER SAYS:

=HO COMMENT

L

CUSTOMER SEEKS:

=TO ADVISE FORD OF THWE POOR SERVICE

L 3

CAC ADVISED:

—[NFORMATION HAS BEEN DQCUMENTED AMD FORWARDED TD THE RDEALER

“REQUEST MR.BRYAN ALLISOM [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS-

1997 /0205

AFHTHIS IS THE CLOSING COMMENT

CUSTOMER WAS SET UP AN APPOINTMEWT TO HAVE ALL FECALLS COMPLETED

IF PARTS MOT AVAILABLE , PARTS WERF ORDERED FOR VEHICLE .

OWMER RELATIONS VOF/RENCHMARKING D971 1,98 FAXCARTG




oa/l11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
-.--I::========--llIIIII1=!==========-kllll.ﬂ===='—======:::::--------nq-l----.-=
R[N GRP: XADA COMCERN CONTACT YEH TYPE: CHR

ORI ANDO 24 IN/TR: CONTADT WBR: 1DB0457SE  OPENEQR: O4/31/71997
VIN: 12YPT20CELS EMBIME: C CLOSED: 02f10/1997
Es=-=-=-=xexnkcEIERENFEITI === AFEREEBEEE - - === xxramammsddddEEEEEEEESEC==S
LAST NAME: STATUS CLOSED
TITLE: FIRST WAKE:

ADDRESS:

CITY: PONMTE WEDRA STATE:

cowe eeov: NESENMNNNNN oS, PONE: F

MOGEL YEAR: 73] WODEL :

MILEAGE : 133000 wsD:

DEALER WAME: MIKE DAVIDSONM FORD SALES ©DDE: 124206 A A: D4HEA
CAUSAL CODES: 1203 SYMPTOMS : 104 100

ORIAIN: ca TRAMS. D&T/RGN: 24 TRAMS. OATE:
SERVICE/SALES: 1 CONTACT DATE: ©2703/1557
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURVEY: W (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWMER NOTIFLED: MICRD:

COMMENTS :

1997001 /31

wew THIS COMTACT IS OFEHED DUE TO OPEN RECALL 98588 r&-

wvs THIS CONTACT 15 DPENED DUE TQ CQPEN RECALL 2ES4E »r+

CUSTAMER SAYS:

- BROUGHT THE YEHI1CKLE TM 2 MOMTHS AGO TD PERFORW THE RECALL

- BUT THEY D10 MOT HAVE THE PARTE

THE SEATBELTS STILL DO NOT WORK

HE SHOULD WOT BE RAESPDMSIEBLE FOR AMY OF THE RERAIRE [F THERE L5 A RECALL

L]

PER CUSTOMER, DEALER SATS:IM SERVICE, WD NAME GIVEN

= THEY CRDER THE WROMWG FART

- THEY CORDER TH LEFT SIDES

- THEY WILL ORBER THE RIGHT SIOE, BUT [T WILL NOT REPAIR THE SEAT BELT
- THE PROELEM WITH THE SEATBELT 15 ELECTRICAL, WHICH IS NOT COVERED LINOER
THE RECALL

L]

CUSTOMER SEEKS:

- THE SEATHELT REFAIRS TO BE COVERED UWDER THE RECALL

.

CAC ARVISED:

RE: DIAGNOSIS

- DEALER IS IN THE BEST POSITION TO PROVIDE TECHMICAL ASSISTAMCE.

- FORD ZUPPORTS THE DIAGMO%1S OF THE DEALERSAIP

RE: RECALL

- INFORMATION HAS BEEN DOCUMENTED AND FDRWARDED TO THE DEALER

- REQUEST MR.DAVE CANTOR (5982 MNGR] TO COWTACT THE CUSTOMER WITHIM 2
BUSTNESS DAWS

OWNER PELATIONS vwOR/RENCHMARKING 09F11/98 FAXCARTG




A9/141 /908 MASTER OWMER RELATIDNS SYSTEM I .21 432
:l:::"n::lln--::::==..ll.-.=:::::..-...:::::..n...:::::::--I..-::-:---l-..-:::::
E349M,] GRF: Xxp0d CONCERM CONTACT YEH TY¥PE: CaR

DR LANDD 24 INSTR: O CONTACT NBR: 1080457545 OPENED: Q1 /31/19497
VIN: 1zw‘r20c=|._ EMGINE: C CLOSED: 02710/19a7
Al -SSR AAS=—d===DEEEN ——— IIl!l===IIIIII===:=::---..-.--:;-------:::::
1997/02703

+#*CUSTOMER CONTACTED FORD EXECUTIVE DOFFICESwas
CUSTOMER SEEKG:

= TO HAYE RECALLS PERFORMED.

-

SL ADVISED:

- CAC HAS DPENED A COMCERN COMTACT.

= SERWICE MANAGER 1S5 IN THE BEST POSITION TD aS5S1ST THE CUSTOMER.

FAITHIS [5 THE CLDSLNG COMMENT

AT THIS DATE WILL HAVE THE RIGHT SIDE SEAT BELT TRACK ON ORDER. WHEN THE PART
COMES IN WE WILL INSTALL AND PERFORM MNECESSARY REPAIRS TO GET SEAT BELTS IN WO
RKIMNG ORDER.

OWMER RELATIOGNS VOP/BRENCHMARKING 09711798 FAXCARTG




cef11/58 MASTER CWMER RELATIONS SYSTEM 11 14.21,.02

s=casxmasmck i A AE SR EEESE SRR IS EENSLAENESSSNANSLAEANIL . iidm i EREnRdanr s err

D244GU GRP: 14 COMCERM COMTACT VEH TTYPE: CaR
OETROIT 4 TH/TR: C32 COMTACT NAR: 108046576 OPFEWED: O2f03/1887
VIM L ENGIMNE : CLOSED: D2/24/41587
=== ======sscscscsccroctdk SRR R R R R N adE R E kA cd T AR I cC S E S S S S S S S S S EES ST E=E=EE=E==s=E======
LAST MAME : STATUS: CLOSED
TITLE: FIRST NAME: _ ML
ADDRESS:
CITY: “ STATE: [1]5] LZIP: _
HOME PHOME: BUS. PHOME:
MODEL YEAR: 20 WODEL :
MILEAGE: 1 WD
DEALER MAME: FINDLAY FORD LINC-M SALES CODE: 14BOT7 P E A Q2337
CAUSAL CODES: 1204 SYHPTOME: 104100
DRIGIN: e TRAMNS. DST/RGM: 4B TRAMNS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0270771097
ACK. CODE: D ASSIST CODE: W AWARD AMT: 1 SURVEY: ¥ (Y OR M]
BUILD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:
DOPEH RECALL: OwMER WOTIFIED: MICRO:
COMMENTS :

199T7/02/03

COMTACT OFENED WITHOUT REQUIRED INFORMATIOM

e MILEAGE LNAVATLAHLE ##s

s YIN NOT AVAILARLE - WEMICLE AT QEALERSHIP +»w»

wxs B0 DAYS OUT DF SERVICE w=xx

CUSTDMER E=AYS:

- HAS A SAFETY BELT RECALL

- VEHICLE WAS TAKEW IN MOVEMBER 19956

*

FER CUSTOMER, DEALER SAYS:

- WE ARE WAITIMNG FOR THE FARTS

+

CUSTOMER SEEKS:

- PARTS EXPEDITED

»

CAC ADVISED:

~-IMFORMATION HAS BEEN DOCUMENWTED AMD FORWARDED YO THE DEALER

~REQUEST MR. JIN
BUSIMESS DAYS-
1287/02/10
HOATHIS 1% THE CLOSING COMMENT

THE DEALER SHIPF 15 STILL WAITING OM PLRTS - PARTS ARE ON A NATIOWAL BACKORDER
- THIS CUSTOMER IS MNELT IW LIME FOR PARTS WHEN THEY COME IN . CUSTOMER HAS BE

EM GRANTED & SERVICE LOANER TN THE INTERIM. SaMaANTHA HENDERSOM - SERVICE ASE]
ETANT

BORGIA [CUST REL MNGR!) TO CONTACT THE CUSTDMER WITHIN 2

OWNER RELATIONS wOP/BENCHMARKING 09711798 FAXCARTG




08/ 11/98 MASTER OWMER RELATIONS SYSTEM 1! 14.21.02
-:I--IIIIIIII-II--III----.::======.'.l|.--ll=:t::===‘.|-..-==g=_—:::..-...:g======-._.
Q244Gd GRP: 14 COMCERH CONTACT VEH TYFE: CaAR
DETRDIT 48 ZNSTR: B2 CONTACT MNBR: 1D804G57E OPEMED: 0270371997
VIM: L ENGINE CLOSECL: 02/34f15497
IIII--:--:::l:l::--::--.--------.---:---.-..l---=====“:=-..g|======.'g--g|.=====-
1987 /03717

w4 WIN NOT AVAILAELE - VEHICLE AT DEALERSHLIP wr-

CLUSTOMER SAYS:

~GRAMOFATHER CALLING iN ON BEHALF OF GRANDDAUGHTER

-HAS HEEN AT DEALERSHIP FOR 3 MONTHS TD HAVE RECALL PERFDRMED FOR SEATBELT

PER CUSTOMER, DEALER SaYS:
-THERE I5 A BACKORDER DELAY
"

CLSTOMER SEEKS:
=TO HAVE RECALL PERFORMED AWD WEMICZLE RETURMED

»
CAC ADVISED: '

-PER CLOSING COMMENTS OF DEALERSHIP. THERE 15 4 BACKORDER DELAY.. APDLOGISED
FOR WAIT, PLEASE STAY IN CONTACT WITH DEALERSHIP

OWHER RELATIONS VOP/BENCHMARKING D8/711798 FARCARTA




oa/11/9a MASTER DWMER BRELATIONS SWETIM 11 14 .24, 02
l|.||::::::::n:-lll[F.=======:x:lllll:'=============lll-IIII.================:=:-hlll
AST40M GRP: 2x013 INFORMATLON COWTACT YEH T¥PE: CAR

SDR 10 ZNSTR: CONTACT NBR: 10DAD4AEIGR DPEMED: 0270371837
VIN: 12w1=nmn.sh ENGINE: & CLOSED: ©2/0371297
:i-.----FF======-lIﬂlll-----=======l---i------'-===============:II’.III--'=====
LAST MNAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI;

CI1TY: HINES STATE: oR ZIP:

HOME PHONE : EUS. PHOME:

MODEL YEAR: a0 MODEL: FRDBE

MILEAGE: ARO00 W50

DEALER MAME: BURNS FORD, [NC. SALES CODE: 174483 F A A: Q7279
CAUSAL CODES: 1207 SYMPTOMS: 104100

DRIGIN: GO TRANS. OST/RGN: TRAMS. DATE:
SERVICESSALES: 1 COMTALCT DATE:

ACK,. CODE: ASS1ST CODE: AWARD AMT: 0 SURYEY: [¥Y OR N}
EUILD DATE: CALIBRATION:

ESP 1INFD: EXPIRES:

OPENM RESCALL: OWNER MOTLFIED: MICHO:

COMMENTS :

199702703

sws YFHICLE INVOLWED 1N REGCALL 9854% & Q98599 4+«

wies RAVIS: DRIGIMAL w=»+

CUSTOMER SAYS:

-HLS BEEM WAITING & WEEKS FOR SEAT BELT TRACKS FOR RECALL

-IF FORD ISSUES A RECALL, THEY SHOULD HAVE A STOCK PILE OF PARTS

~-SHOLULOER HARNESS COMES BACK HALF WAY AMD STOPS; CANNOT BE TEMPORILY FIXED
-wWIFE WAS STOPPED AY STATE TROOPER WHO INSTRUCTED MER TH HAVE FME RFROVIDE HER

WITH A RENTAL. DR PARK THE WEHICLE.

SHE IS BREAKINWG THE LAW ORIVING THE

YEHIGCLE THE Wa¥Y IT 14.
-QREGDN
GNOW, ICE, BLACK-ICE,

1S 1H FULL SWIMG WINTER,

WASE GIVEN A VERHBAL WARNIMG
AND IT IS WERY DANGEROUS DRIVING THRQUGH
ETC WITHOUT A SEATHELT.

.
PER CUSTOMER, DEALER SAYS:

~IT*§ GOING TO BE ANODTHER B WEEKS
-WE CAN'T FIX YOUR PRESENT TRACK,
~VEHICLE IS UNSAFE TO CRIVE:
-

CUSTOMER SEEKS:

-FMC ALTHORIZE & LOANER VEHICLE LUNTIL THE PART COMES 1M

*

CAC AOVIEED:

-A FORD REPRESENTATIVE OR MYSELF WILL HE RE-CONTACTING YOU

-CSR TEAM LEADER WILL LOOK INTO TH1S FURTHER, AND SEE IF FMC 15 GOING TO
CHANGE THEIR PDSITION AND FROVIDE LDANER VEHICLES DUE TO THE BACKORDER

IT JUST DOESH'T WORK ANYMORE
1T UDESM’T MEET ANY LOCAL, ATATE, OR FEDERAL LAWS

OWNER RELATIONS VOP/HEMCHMARKIMG DB/11/88 FAXCARTG




08/11/98 MLETER OWHER RELATIONS SYRTEM 11 14 _21.02

—xdEEE RN FF=ENERF-CSlFESSSSSEISSSs s s ssacxfsocaksocanndica s IEEClddENREEREuERFEFE
E9340M GRP:. xx0l IMFORMATION CONTACT ¥YEH TYPE: CaR

3DR 10 INSTR: 111 CONTACT MBR: 108048468 OPENED: 02/03/1997

VIN: 1zveT ocol S ENGIME: € CLOSED: 02/03/1987

AE-s=====s=s=s=-c=-s=sE=--c-x I =—EandGAESms RN s s R EEEFEE EEEEECEEEE FYyTENEENFSEEEEEFFr=HAEEEFXr==1
1997/02/703

F)
CAC ADVISED:
srusswancctenaxxrkvlJPOATE ACTICN HY CER=avisasspsrnsnsam

«AEGARDS TD QBC TO CLUSTOMER+w»

=LEFT MESSAGE OM AMSWERING MACHINWE

~INFORMED CUSTOMER THAT FME IS NWOT AT THIS POINT (W TIME AUTHORIZING LOAMER
VERIGCLES FOR TH!S RECALL

-RECALL DEPT !5 AWARE OF THE SERIQUSHESE OF STITLUATION aAWD IS TRYING TO WORK
WITH SUFPPLIERS 1W GETTIMG PARTS TO DEALERZHIPE ASAF

-APOLDAIZED FOR THE SITUATION THE CUSTODMER 15 MOW 1N

+«xNOTE TD DEALERSHIP. THERE HAWE REEN NUMERDUS COMPLAIWTS TQ THE CAC 8¥
CUSTOMER'S AND DEALERS REGARDING TH1S SITUATIOM. CHANCE STILL EXSISTS THAT
AUTHORIZATION WILL BE GIVEN FOR LOANERS, BUT NOT PRESENTLY»+~

OWNER RELATIONS WOF/BENCHMARKING 0371198 FakfaRTa




o911 /98 MASTER OCWNER RELATIDNG SYSTEM I1 14.21.02

mmEEEIm======z=zz=z========r-ammzasadlhENLiEINNNEEENNEENFEFENIFENEFINENENUN FEREUYEY
B9G&554 GRF: XX17 INFORMATIDMN CONTACT WEH TYPE: CaR

LIMSCO WM 99 ZNSTR: CONTACT MER: 10B0SD455 OPENEQR: Q20371887

VIN: 1Z¥PT2009L ENGINE: C CLOSED: 02/03/1997

EEE R LR RS L i PR VP R ER RS R LI LI ISRRI R REEFETFLAFRELLEFRENT] RS

LAST MAME: - STATUS: CLOSED
TETLE: FIRST MAME: MI:

CITY: STATE: MO £IP:

HOME PHONE : BUS. PHOME:

MODEL YEAR: [-22] MOOEL : FROBE

MILEAGE: SCoo0 WaD:

DEALER HAME: SALES CODE: P& A:

CAUSAL COQES: 1109 1203 SYMPTDHS : 104400

ORIGIN: an TRANS. DAT/RGN: TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK_ CODE: ASSIST COQE: ANARD AMT: O SURVEY: (¥ DR N}
BUILD DATE: CALIBERATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OwNER NOTIFIED: MICRD:
COMMENTS -

1997702 /032

wee NAVIS: PROGRAM wsw

CLUSTOMER SAYS:

-CLUSTOMER 1S CALLIKWG REGARDIWG THE RECALL, THE DEALER STATES THAT SHE HAS TO
WAIT UNTIL MARCH {FOR PARTS)

-

PER CUSTOMER, DEALER SAYS:

=THE PARTS OM DN BACK OROER

L

CUSTOMER SEEKS:

-TO GET THE PARTS

.

CAC ADY]SED:

- DEALER IS5 IN THE BEST POSITION TO PROVIDE TECHMICAL ASSISTANCE.
- FORR SUPPORTS THE DIAGNDRSIS OQF THE DEALERSHIP

=+CUSTOMER DOES NOT WANT THE QEALERSHIP TD CALL HER=-

OWNER RELATIONS VOP/BEMCHMARKING 09511798 FAXCARTG




Qaf11 /08 MAGTER OWMER RELATIONS SYSTEM 11 14.231.02
ASEEEESEE NI CSEEENFEFEESEEEEES N NN EESEEEEENEEAENNEREEE oo aRE - - XY - - - C-CC-CCCSCSCoESS=S=EW-S==-HEHER
256505 GZRE: XrO4 CONCERN CONTACT ¥EH TYPE; CaAR

BEOSTOMN 11 INSTR: CONTACT MEBR: 108051293 OPENED: 0270371967
VIN: 1ZYPT2ZLTLE EMGIKE: L CLDSED: 02F/12/1997

=s==mm=-—oxmssldCoEEC-oEEE====

EFSSEEFC N FEAEEEEENENEANSERENE—-—=mmd=-—=
LAST MNAME: ETATUS: CLOSED
TI1TLE: FIRST MNAME - - MI:
ADDRESS:
CIT¥ STATE: - z0: [N
HOME PHOME:  603-572-B197 sus. rHonE -
HMODEL YEAR: a0 MODEL: PROBE
M1LEAQE - %00 Wsh:
DEALER WAME: HMILFDRD FORD SALES CODE: 131472 P& A: GO1L7142
CAUSAL CODES: 1204 SYMPTOMS: 104100
ORIGIM: GO TRANS. DST/RGN: 11 TRAMS. DATE:
BERVICE/GALES: 1 CONTACT DATE: 0270571947
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (Y OR W]
BUTLE DATE: CALIERATION:
ESP INFO: EAPIRES:
OFEN RECALL: OWNER MOTIFIED: NICRO:
CONMENTS -
1997/02/03

#++ THIS CANTACT IS OPENED DUE TO OPEN RECALL 9G599/5554E +we»
CUSTOMER SAYS:
FIAMCE CALLING
- RECEIVEQ AECALL NOTICE
= DEALER LOQKED AT VEHICLE, REPAIRED ONMLY DAIVER'S SIDE, REQUESTED THE DEALER
TO REPAI!R BOTH SIDES AT THAT TIME

= PASSENGER SIDE MOTDRIZED SHOULGER BELTS GET STUCK IM TRACK, INTERMITTANT
- DEALER OROERED OQTHER HELT 1/3/R7

-
PER CUSTOMER, DEALER SAYS:
~ WALT FDR PARTS, & WEEKS

-
CUSTOMER SEEKS:
- REPAIR

- MESTS SERVICE MANAGER TOD CONTACT HIM DIRECTLY WIA HIS
PAGER #:
[

CAC ADVISED:
06548/96599 [SEATRELTS):
-1NFORMATION HAS BEEN DOCLMENTER AND FORWARDED TO THE DEALER

~REQUEST MA. JIM WINTER, S5¥C MNGR TO COMTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1997/02/05
#¥¥THIS IS5 THE CLOSING COMMENT
CUSTOMER UNOERSTAKDS THAT RECALL PARTS ARE DM EIGHT TD TEW WEEK BACK ORDER

DWHER RELATIONS WOP/BENMCHMARKTHG D3/11/98 FAXCARTA




08711798 MASTER DWNER RELATIONS SYSTEM II 14.21.02
l.l--:::::--..::======:-IIIIIIII=='-==I==IIII==I=='-:=::=l. t=EEC=S=S=T===- =TT ERLCEEK_-_3==
ARTOLE GRE . AR INFDRMATION EONTACT WEH TVY¥PE: CAR
HOLSTON 57 INSTR: COMTACT NER: 103123343 CPENED: 02/20/1997
VvIM: 1ZIVPTROCKL EMGINE: € CLOSED: 02/20/1997
EEFER===== l-l------.::=====.I.---'=========-l.l-l========---------
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: _m:

ADDRESS:

eITY: AUSTIN STATE: Tx Z1P: -
HOME FPHOME : I euz. rHonE: [

WMOCEL YEAR: 1] MODEL : FROBE

WILEAGE : B wWSD:

DEALER WAME: LEIF JOHMSON FORD I SALES COLGE: 152300 P8 A D44s5
CAUSAL CODES: 1304 SYMPTOMS - 104 100

DRIGIN: GO TRANS. DOST/RGN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ALK . CODE: ASSIST CODRE: AWARD AMT: QO SURVEY: (¥ QR M}
BUILD DATE; CALIBRATION:

ESP INFO: EAPIRES:

OPEMN RETALL: OUNER NOTIFSEG: WICRO:

COMMENTS:

199%,/02/20

4+« THIS CONTACT !5 OPEMED DUE TO OPEWN RECALL 98548 & 96359 -+ -
wrr MAVIS: SUBSEQUENT #++

CUSTOMER SAYS:

- RECIEVED LETTER FOR SEATBELT RECALL

= THE CUSTOMERS SEATHELT 15 LOCKED UP

- HAS CALLED DEALEP SEVERAL TIMES AWD THE PARTS ARE STILL NOT 1IN
&

FER CUSTOMER, DEALER SAYS:
- PFARTS ARE WO IN YET

L

CUSTOMER SEEWT:

- WAMTS TO KNDW WHEW THE PART WILL BE TN
- WORRIEO ABOUT HER SAFETY

L2
Cat ADVISED:

- THERE IS A CURREMT EACKDRDER DM THE PARTS AND THE DEALER IS5 [N THE BEST
POSTION TO CRTALN INFORMATION ON THERE ESTIMATED ARRIVAL

DWMER RELATICMS WOP/BEHCHWARKING DE/11/98 FAXCARTG




oas11/98 MASTER OWHER RELATIONS S¥STEM 1) 14.21_02
(T 1 1 A B A NN NRNEFREREYTRERLENESLETY FEREWEN-F T A R Ry st IR ErFI RN
B2E2RL GRP: Xx11 INFORMATION COMTACT YEH TYRE: CAR
OALLAS L ZNSTR: AZ CONTACT MER: 108123460 OPEMED: Q272071997
YIN: 1ZYPT21UILS ENGINE: L CLOSED: D2/20/ 1997
tL E R R R R RRY 1 1 Rl P ELREREEERLERRERERENENFE R F P E N RN FRTFIRRRRYEN T
LAST MAME: STATUS: CLOSED
TITLE: FIRSET MAME: _ M1:
ADDRESS
voue evove - [HENERNENE  GU5Ciowc. m—
MODEL YEAR: ED] MODEL : FRDBE
MILEAGE : GO0 wEh:
DEALER MAME: VILLAGE FORD SALES CODE: 192007 P A& A 02510
CALISAL CODES: 1204 SYMPTONS : 104100
ORIGIN: Ga TRANS. DST/RON: TRANS. DATE:
SERVICE/SALES: 1 . COMTACT DATE:
ACK. EDDE: ASSIST COQE: AMWARD AMT: O SURVYEY: (¥ DR M)
BUILD DATE: CALIBRATION:
ESF INFO: EXPIRES:
OFEM RECALL: OWNER NOTIFIED: MTCRGO:
COMMENTS ;

1997 /02720

wuw NAVIS: SUBSEQUENT www

#+a YEHICLE [NVOLVED IN RECALL 95548 & 9E599 »+»

CUSTOMER S5A¥S:

= THE CUSTOMER RECEIVED THE RECALL LETTER AND TDOK THE VEHICLE IN FOR THE
REFAIRS

- CUSTOMER TODK THE VERICLE INTN DEALERSHIF TN NOVEMBER 19896; PARTS WERE
CROERED AT THAT TIME

- PARTS ARE STILL OW ORDER

- SEAT BELT IS5 LOCKEDR IN THE FORWARD FOSTTIONM

= CLUSTOMER IS5 CONCERNED WITH THE SAFETY OF THE VEHICLE

PER CUSTOMER, DEALER SAYS:

= PARTS ARE ON BACKORDER AMD WILL BE AVAILABLE 1IN APRIL, ANMD AGAIN IW JUNE,
1997

-

CUSTOMER SEEKS:

- ASS1STANCE WITH PARTS

Ll

CAC ADVISED:

- DEALER IS IN THE BEST FOSITION TO PROVIDE TECHNICAL ASSISTANCE.

- FORD SURRORTS THE DIAGNDSIS OF THE DEALERSWIP

OwWMER RELATIONS VODP/BENCHMARKIWG ©0O&2/7411798

FAXCARTG




asfi11/398 MASTERE OWWER RELATIONS SvSTEmM [T 14.21,02
SczEmmmMccccoEmES-—=-xImEmMBS S S OCSESiIZSSSSSSASSISLLET SIS iSSSSiSCSCCRENEEEEOT AR
6B 120R GRP: XXDC COMCERM LOMNTACT VEH TYPE: CAR

DAl LAS 52 ZHN/TR: Ad CONTACT MBR: 1081236322 OPEMED: OZ/2051997

VINM. ZVPTZIL ENGIMNE: L CLOSED: 2371771997
HEUSS=-SCEERET EEEIE ECEENNAENEAEEER TS ARANLE-=rron=-hxEk=========x=x==
LAST NAME : - SYATUS: CLOSED
TITLE: FipsT nave: [ ¢+

ADDRESS: ﬁ

CITY: STATE ; ie: N
HOME PHINE : “ BUS. PHONE: F

MODEL YEAR: S0 MODEL -

MILEAGE: 143000 Wsh:

DEALER MAME: WESTMWAY FORD SALES CODE: 153018 P& A: O25HE
CAUSAEL CORES: 1204 3001 SYMPTOMNS : 104 400

ORIGIN: (1] TRAMS., DST/RGH: &2 TRAMS. DATE:
SERVICESSALES: 1 CONTAET DATE: O3/08/1997
ACK. CODE: ASSTIST CODE: W AWARD AMT: D SURVEY: ¥ [¥ QR M)
BULLD DATE: CALIERATION:

ESP INFO: EXPFIRES:

DPEN RECALL: OWHMER MOTIFIED: AICRO:

COMMENTS:

1991702730

wvs THIS COMTACT IS OPENED DUE TO OPEN RECALL SGS54H w1+

=vv NAWIS: QRIGINAL *v=

CUSTOMER SAYS:

- RECEIVED THE RECALL LETTER INWN OCTDEER FOR THE RESTRAIMT BELTS

- HAS HEEW TRYINS Th GET THE RECALL PERFORMED 5INCE OCTDEER

= KMNOWS THE PART DELAY IS WOT THE FAULT QF THE DEALER

- FORD SHOULR HAWE THESE PARTS AVATLABLE IF THEY RELEASED THE RECALL

= THE RESTRAINT TRACK IS WOT WORKING OM THE DRIVER'S SIDE

= THIS IS VERY DANGEROUS FOR HIM TO ORIYE THE CAR WITHOUT THE SAFETY RESTRAINT

L

PER CUSTOMER ., DEALER SAYS:

- CRQERED MOTDR 3 WEEKS AGOD

= PARTS MAMAGER SAID HE IS WAITING FOR THE PART TO COME FROM MICHIGAM

.
CUSTOAMER SEEMS:

= AVAILABILITY OF PART

- WEHICLE TO BE REPAIRED

-

CAC ADV1SED:

RE: VYEHICLE TD BE REPAIRED

=INFORMATEDON HAS HEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR.MIKE MECONNAUGHEY [(5VC MMGR) TO CONTACT THE CUSTOMER WITHIN 2
BUS1IMNESS DAYS

RE: PARTS AVAILABILITY

- CONTIMUE WORK]ING WITH THE DEALERSAHIF FOR THE MOST UP-TO-DATE INFDRMATIOMN CM
PARTS AVAILABRILITY

OWMER RELATIDNS WOP/BENCHMARKIMNG 09711798 FALCARTG




a9f11/98 MASTER OWMER RELATIONS SYSTEM I1 id.21.00
LER RSN T FN -====-'--ﬂ-===='- “SHEEBEEx=n= A= FFEEEs=—c== FEEx t::::.- ..:-::::.. Al =E==r=—=wm
ER1ZDR GRF ; XXOC CONCERN CONTACT VEH TYPE: CaAR
OALLAS 52 ZN/TR CONTACT NHE: 108123523 OPEMED: 02/20/1997
Vil 1ZVPTA2L 1LS EHGINE: L CLOSER; 0Q3/17/1997
L EE LA LEERRE TN F F S SR T T AT - II:-::--lI-I::::-I.l:t::;:.’...:l::n:----::::r:
1997/02/20

CUSTOMER SAYS:

- DEALERSHIP DROFPEC THE BALL HACK IN DETOHER WHEN HE FOUND THAT THEY NEVER
DRDERED THE PART

- DOES NOT FEEL CONFIDENT WITH THE DEALEASHIA OR FORD

= MO ONE EVEM CALLED HIM DR SENT HIM & LETTER REGARDING THE FACT THAT THEY
MEYER DRDERED THE PART

- HE ONLY FOUND CUT THAT THE PART WAS MEVER DRDERED WHEN HE WENT BArfK IN
JANUARY
[ 3

CUSTOMER SEEERS:
- TO LODGE A CONPLAINT WITH THE DEALERSHIP

L 3

CAC AQVI1SED:

- FOROD APPRECIATES TAKING THE TIME TO PROVIDE FEEDBACK
1897/03/10 .

F¥¥THIS IS THE CLOSING COMMEWT

CUSTOMER CONCERN HAS BEEN ADDRESSED...PARTS HAVE BEEN INSTALLED AND ZUSOTMER
HAS ACCEPTEQ DELIVERY....OLOSE CONTACT

OWNER RELATIONS VOP/BEMCHMARKING 08711798 FANCARTS




oa/11/498 MASTER DWHRER RELATIONS SYSTEM |1 14.21.02
:::::EIIIlI=======:illl=========:!lll.Il:.'-======—_==lll.!:.;:—-:::::::::-----n---:-:
GOOEAL GRP: XrD1 CONCERN CONTACT VEH TrPE: CAR

NEW YORK 13 INFTR, A1 CONMTACT MBR: 108126047 OPEWNED: D2/21/1837
¥YiIN: 12WPT2CTLE EMGINE: C CLOSED: O2/2B/1997
f————xmmAEEErS———rxmasdSEEEmrCr=—=—=—=—=-3sdEEEEEFCCSSSCSCCCEEEmsnsTESEmEmmTO=rrxmmmmdsmn
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: - MI:

ADDRESS -

CITY FRANKLIN PARK STATE: Nud 21P: -
HOKE PHOMNE: BUS . PHOME : AT

MODEL YEAR: 20 MODEL: PROBGE

MILEAGE: 106000 WD :

DEALER MAME: MALOUF FORO, INC. SALES CODE: 113055 F & A 20527
CAUSAL CODES: i0iz 1203 SYNMPFTONS: 104100

CATRINM: G0 TRANS., DST/REH: 13 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: Q3/21/1097¢
ACK. CODE: ASSIST COBE: R AWARD AMT: O SURVEY: N LY OR M)
BUTLD DOATE: CALIBRATION:

EEP INFO: EXFIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENTS !

1987702721

mis THIS CONTACT IS OPENEDR OUE TO OPEN RECALL 9654B AND 96539 ++»

wwr WAYWIS: SUBSEQLIENT ==

CUSTOMER SAYS:

- THE CLSTOMER 15 CALLIMG ON BREHALF OF HER 50N WHO DRIVES THE VEHICLE

~ THE DRIVER S1DE SEAT BELT DOES NOYT OPERATE

*

PER CUSTOMER, DEALER S5A¥S5:

- THE DEALERSHIP REMOVED THE SHOULDER BELT AWD 1WFORMED THE CUSTOMER THAT THE
FARTS FOR THE RECALL WDULLD BE AYATLAELE TN & WEEKS

L]
CUSTOMER SEERG:
- REPAIR OF ThE SEAT BELTS IMMEDAITELY

CAC ADYISED:

-~ JHFORMATIOM HAS BEENM DOCUMEMTED AMD FORWARDED TO THE DREALER

- REOUEST MR. RUSS CRESPOLINI [5YC MNGR) TO CONTACT THE CUSTOMER W1THIN 2

BUSINESS DAYS

ARNTHIS 15 THE CLOSING COMMENT

SPOKE TO F20/97 AND RECALL CENTER WO PARTS AVAILABLE FOR B8 WEEKS HA
VE RENTAL APPROVAL IF ovER 27 NI : SUPPDSED TD BE BACK ON 2/20/97 MO
SHOW LEFT MESS5ASE OM MECHINE L[F CUSTOMER IS UNHAPPY PERHAPS SELLING OEALER

CAN REPAIR QUICKER?Y? THEY ALSD CLAIM ACCIDEWT 777 NO BELTS?77

DWHER RELATIONS VOPJHENCHMARKING O09/11/98 FAXCARTG




03,/11 /a8 MASTER UWNER RELATIOMS SvS1EM gL 421,02
-i----:l-====F=I==.-:!==s=====Fll...:::::::-.I.:::::::‘:-..:::::::‘;..:::::::=
GOO8AC GRE: xxd1 CONCERN CONTACT VEH TYPE: Cap

HEW YORK 14 INSTR - CONTACT MEBR: 108126047 ODPENED: 0Q2/21/18997
YIM: 1IVPTIOCTLS ENGINE: C CLOSED: G2/28/19%7
L L L E L L el I ER N 2 =l-:-=:=|==---l--.-==:=1-..l:::::::----:::::::-
199T/02/21

CUSTOMER SAYS:

-HUSHAND CALLING BACK

-MEED TO CGET CAR FIXED (RECALLS 96F48 AND S8599)
=SEATEELT NOT FUNCTIONING

FER CUSTOMER, DEALER S4YS:

~PARTS DELAY OF 8 WEEKS

+

CUSTOMER SEEK%G:

=TQ HAYE CAR REPAIRED AS QUICKLY L5 POSSIELE

.

CAL ADVISRED:

“TRTIEQD TO CALL DIFFERENT DEALERSHIP TO SEE 1F THEY HAD PARTS, BUT CLOSED FOR
DAY. CALLED EAPITOL CITY FORD IN LAMBENCEVILLE NJ

~CUSTOMER SHOULD CALL THEW TOMORROW-- OEALERSHIF 1S OFEN BETWEEN S:00 AND & 00

OWNER RELATIDNS WOR/BENCHMARKING DO9/11/98 FAALARTG




o9f11/98 MASTER OWMER RELATIONS SYSTEM I} 14.721.02
S S S S SRR === - - EENEENEN - - - - mENSENESgpmEEEED TS EE S ampEErCc=====SCEZAEEENE=
STOIAH GRE: XX4 CONCERN CONTACT YEH TYPE: CAR
PITTSEURGH A4 PHSTR: A2 CONTACT WER: 10B127024 OPENED: Q2/%1/ 1997
VIN: 1ZVETZ21U1L ENGINE: U CLOSED: Qa/n:/ 1997
LER R R RERT RN Pttt g - - SEE SIS EARRAA AT oo XAl agmmEmEE =SS ===———pEEERRME =
LAST WAME: ATATUS : CLOSED
TITLE: FIRST MWAME: W :

ADDREZS:

HDME PHONE : h aus. Pronc: [N
MODEL YEAR: MOBEL: PROBE

HMILEAGE: 0125 W50 :

DEALER MAME: BUTLER COUMNTY MOTOR SALES CODE: 14446% P E A: BDT438
CAUSAL CODES: 1203 2801 10RA SYMPTOMS : 104100

ORIGIN: B0 TRANS. OST/RGH: a4 TRANS, DaATE:
SERVICESSALES: 1 CONTACT DATE: Q2/24/1507
ACK. C©OOE; ASEIST CORE: R AWARD AMT: O SLURVEY: ¥ LY DA N)
BUILD DATE: CALIBERATION:

ESP INFD: ELPIRES:

OPEN RECALL: OWNER NOTIFIED: MIERO:

COMMENTS:

1997 /02721

*v+ PAHRTS DELAY DOVER 30 DAYS +eu

mas NAVIS: SLBSEQUENT ++=

CUSTOMER SAYS:

-AQD# FROM BILL AT JACK'S FORO

~HE GOT THE RECALL LETTER IN DECEMBER

=THE SEATBELT HRODRE AND THE DEALERSHIP OROERED THE FART ABDUT 4 MONTH AGO
(BEGIMMING OF JANUARY, ND EXACT DATE KNOWN]

L}

PER CUSTDOMER, DEALER SAYS: (BILL- PARTS AT JOE JACK'S FORD 5 SARVER)

-CALL FORD AND SEE WHAT CAN BE DONE ABOUT GETTIMG THE PART

L]

CUSTOMER SEEKS:

-TD GET THESE PARTS 50 HE CAN GET THE RECALL DONE

[ ]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMEMTED AMO FORWARDED TQ THE DEALERSHIP WITH & COPY
TO THE REGIONAL OFFICE.

~REQUEST MR./MRS [CLST. REL MNGR) ZONTACT ThE CUSTOMER WITHIN 2 BUSINESS
DAYS

-(HAME OF CUST.REL.MGR WOT AVAILABLE BECAUSE JACK'S FORD I5 4 SATELLITE

DEALERSHIP AND NO LISTING FOR THEM avalLagLE)

-CAUSAL €ODE 4042 IS ALSD APPLICAELE

1997 /02/24

##ATHIS [5 THE CLOSING COMMENT

SERVICE MANAGER JEFF WILSON SPOKE TS CLSTOMER ANMD EXFLAINED THAT THE PARTS ARE
ON ORDER AND WHEN WE RECEIVE THE WE WILL REPAIR VEHICLE. CUSTOMER SATISFIED

OWNER RELATIONS WOF/RENCHAMARKING D09/11/98 FAXCARTG




on/11/892 MASTER DWNER RELATIONS S¥STEM 11 14.21.03%
rasAdLlEEEEEEFRC=————-——————xxAEEEEAAEEEE XS S-S C-C oSS CCSCSrICSCSrIIIIEGSEEEEEsEmsEbMEEE@:
08 14CY GRPE: MX1T COMCERM CONTACT VEH TYPE: CaR
DETROIT 48 INSTR: €1 CONTAET MAR: 10B{2T417 BFEMED: 02/21/1987
VIN: 1zvr T 20ce S EMGINE: & CLOSED: D3/13/1997
mAa=======c=xradEESEEEEESEEN - - - - - - IO IrIXEEEENENENNENEESEEEEdAHEEENFN QI ASSEESEFESEIEEXC-C8SX
LLAST MAME: STATUS: CLOSED
AODRESS :

CITY: SOLTHF IELD STATE: H: -
HomE PHONE : BUS. PFHOMNE:

MODEL YEAR: o0 MOREL ! PROBE

MILEAGE: 1160040 wWh0:

DEALER MAME: ROYAL OQAKFORO IMC SALES CODE: 14R0D5 P E A OQITSH
CaUSAL CODES: 1012 1203 10RA SYMPTODMS: 104 100D

CRIGIN: an TRAMNS. DET/RGH: 48 TRAMS. DATE: 02/21/1097
SERYICE/SALES: 1 CONTACT DATE: O03/06/199T
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ DR W)
BUILD OATE: CALIBRATION:

ESP INFD: EXPIRES:

QPEW RECALL: QWNER NOTIF1ED: MICRO:

COMMENTS ;

199102721

wen PARTS DELAY OVER 90 DAYS +v=

4% THIS COMTAET IS OPEMED DUE TO OPEN RECALL 9ES4E =+-

wews THIS CONTACT IS OPEWED DUE TOD OPEMN RECALL 96599 +-+

wee MAVIS: ORIGIMAL »++

CUSTOMER SAYS;

-GOT RECALL LETTERS FOR SEATBELTS

-HAS PROBLEMS WITH BOTH SEATBELTS

=NOVYEMEER WAS FIRST TIME PARTS WERE ORDERED

L 3

FER CUSTOMER, DEALER SAYS:

-DAM IN SERWICE SAID CALL FORO CAC

~PARTS ARE NOT AVAILAHLE NOW-ON BASKORDER

-+

CUSTOMER SEEKS:

-RECALL REPAIRS DDNE

L ]

CAC ADVISED:

-INFORMATION HAS BEFM DOCUMEWTED AMD FORWARDEDR TO THE DEALERSH!P WITH A COPY
TO THE REGIONAL OFFICE.

-REQUEST MR.MLKE GAWEL (CUST. REL MMGER| CONTACT THE CUSTOMER wiTHIN 2
BUSENWESS DAYS

JF#SALES CODE HAS BEEWN CHANGED FROM 148101 TO 142005

CUSTOMER HAS REQUESTED THIS DEALERSHIP

1997 /032/06

ANNTHIS IS THE CLOSIMG COMMEMT

TALKED TO CUSTOMER AWD PARTS ARE ON Q93 BACK ORDER ,ROYAL daM FORD WILL
NOTIFY CUSTOMER WHEM FARTS ARE IN _CLOSE CASE

OWNER RELATIONS VOP/EEMCHMARKING 09511798 FASCARTG

L e




g6,/ 11498 MASTER OWNER RELATIDMS SusTEM |} 14.21. 02
====-.---_--l===l---—ll.ﬂ:::::::-lI.H::::::::l.ﬁﬂ-ﬁ:-=:'—:'—:::‘II.‘-:::::::::-‘..
BRIBYC GRP: 14 INFORMAT LGN COMIACT YEH T¥PE: CAR
DETROIT 48 ZN/TR: ©Cd CONTACT MER: 10B129G83 DPENED: 02/24/1997
VIN: 1ZUPT22LELS 144433 EMGIME: L CLDSED: D2/247199%

LAST NAME: STATUS: CLOSED
TITLE: riesT e -

ADORESS :

CITY: “ STATE: : -
HOME FHOME : BUS. PHOME: _p

MODEL ¥YEAR: a0 MODEL :

MILEAGE: 110000 wsh:

GEALER WAME: ROYAL DAKFORO 1MC SALES CODE: 148005 P & A: {02755
CAUsAL CODES: 1109 120686 0411 SYMPTOMS : 104 100

DRIGIN: GD TRAMS. OST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST COOE: AWARD AMT: O SURveEyY: [Y OR M}
AUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWHER WOTIFIED: MICRO:
COMMENTS:

1897/02/24

wesr MAYIS: SUBSEQUEKT »w»

CUSTOMER SAYS:

-1890 FROM WMaTHER EMPLOYED AT FORD

= JAKUARY 2 HAC AM APPOINTMENY TO GET THE SEAT BELTE FIXEQ
-THE DRI!VERS SIDE SEAT RELT WAS NOT FIXED FOR A MOMTH
-THE VEH!CLE I5 OPERATING APPROPRIATELY

-THE VEHICLE &£0ULD MOT EF RELEASED UNTIL AFTER B:OO
=TO0K 30 MINUTES TC FIND THE WEHIELE

=THE VEHIELE WAS MOT WARKM

- HAS HAR THE SEAT BELTS REPAIRED 3 TIMESL

+

PER CUSTOMER, DEALER SAYS:

- OAM DHLY REIMEURSE FOR THE TIME THE SEAT BELT WAS BROKEN

x

CLUSTOMER SEEKS:

- REIMBURSEMEWY FOR ALL THREE REPAIRS
- ADDRESS OF FDRD

CAC ADVISED:

- DEALER IS IM THE EEST POSITION TO FROVIDE TECHNICGAL ASSIGTAMCE,
- FORD SUPPORTS THE DIAGNOSISE OF THE DEALERSHIFP

- GAVE ADDREES

UWMER RELATIONS VOR/BENCHMARKING 0O9F11/98 FAXCARTE




Qaf11/98 MASTER DWMER RELATIOMS SYSTEM LI 1a . 21.02
Elbdsrc===cCgElkac-c-c-c-amsSmmmmc=-= tli-----====lll======1l=l-:===.llll====....:=:====l
4G4 BRC GRP; XaQd INFORMATION CONTACT YEH TYPE: CA4R

HEW YORK 13 INSTR: L1 CONTACT NWBR: 10QA13042E QPEMED: 0O2/534/1997
VIN: L ENGINME : CLOSED: 02/24/1997
SEEFANREEF-C I JEERE---SommEm l--lltll----===-II-t-:===qlll====llllt===|-l-l-t=
LAST MWAME: STATUS: CLOSED
TITLE: FIRST WAME: - MI:

ADDRERS -

CITY: STATE: 'l ip:
oue e NN 5% o m—
MODEL YEAR: MODEL : PROBE

MILEAGF: B2OD0 WSD ;

CEALER WAME: ORANGE MOTOR CD INC SALES CODE: 14%160 F & & 20600
CAUSAL CODES: DanEs SYMPTOMS ; 104 100

ORIGIN: =) TRANS. DST/RAN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK, CODE: ASSIST CODE: AWARD AMT: 0O SLRWEY: ¥ Of M)
BUTLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOYLFIED: MI1CRO:
COMMENTS:

1937 /02724

*+ubd VIN AVAILABLE+++
CLUSTOMER SAYS:

= THE SON. DAVID IS5 CALLIMG TOOAY

- HE TOOK THE WEHICLE IN FOR THE SEAT RELT RECALL TD BE PERFORMED AND A COUPLE
OF OTHER LITTLE THINGE

= HIS BELT WAS STUCK IN THE BACK FOSITION AMD WAS USABLE

= HE TOCK THE VEHILLE 1M AT B AM ON 2/21/E7

= HE WENT BACK AT 4:20 PM TO PICK LP THE VEHICLE

= WHEN HE WENT T0 GET IN THE VEHIGLE THE SEAT BELT I5 STUCK TN THE FRONT
POSITION MOW, HE CAM ND LOMNGER USE THE BELT

- HE TODK THE VEHICLE HACK TO THE SERVIGE DECK

- WHILE HE WAS [N THE SERVICE DECK, ANOTHER CUSTOMER WAS IM AN LCCIDENT aAND
OROVE THEIR WEHICLE INTO THE SERVICE WALL

- HE WAS UNHAPPY WITH MR MCGLRRIN'S TREATMENT AND DTHER SERVICE PERSONNEL

= HE NEEDED A LDANER WHILE HIS WAS BEING FIXED

L]

PER CUSTOMER, DEALER SAYS:

= 3/%1 PER CASHIER, ND MAME, IT WILL AE 1 1/2 WEEKS FOR THE RECALL PaRTS

- PER E.¥. MOGURRIN, CUSTOMER RELATIOMS MAMAGER, THAT 15 WHY THERE 15 A RECALL
OM THE VEHICLE, MO LOANER VEHICLE AVAILABLE

- PER SERVICF MAN. NO NAME, GET THE HELL OUT OF THE DEALERSHL P

CUSTOMER SEEKS:
- DEALERSHIP COMPLAINT

L )

CAC ADVISED:

- APDLIGIZED TO THE CUSTQMER FOR THE SERVICE EJAPERIENCE

— JMEDRMATION WILL BE FDRWARDED TO THE APPROPRIATE DEPZRTMENT

**MEXT CSR, CUSTOMER MAY SEND US A LETTER WITH ALL THE SAME INFOAMAT LGN

DWNER RELATIONS wOP/BENCHMARKLNG O3/ 11/ FAXCARTG




09s 11498 MASTER OWWER RELATIONS SYSTEM Il 14.21.02
meEEEMEEEEEECREOT======c=c=======xoc=addi i d dA NS NN NS S EENLAECOEDNEININIAREEFFE=S ST
3700TC GRPF: XX02  CONCERN CONTACT VEH TYPE: CAR
WASHIMNGTON a7 INSTR: CONTACT MBR: 10137173 OPENEDR: O2/25/1687
VIN: 1szT2nchﬁ“ ENGINE: © CLOSER: D4/02/1987
ErXr=ssmmm—m—===rapnnbEBdEaEERNE FRMFJFP - ELE - - I C - oo C oo ICSCIICSoEDX
LAGT MAME: STATUS: i
TITLE: FirsT Nane: [ My ﬁt
ADDRESS .

CITY: STATE: pe ZIF:

HOME FHONE ; sus. rHoNE : [ -
MODEL YE&R: 20 MODEL : #ROAE

MILEAGE : 72000 wsD:

DEALER NAME: LAMHAM FDRD INC SALES CODE: 127021 F B A: Q0142
CAUSAL CODES: 1204 SYMPTOMS : 104100

OR1GIN: GO TRANS. DST/RGN: 27 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 03f08F1997
ACK. CODE: ASSIST CODE: W AWARD AMT: £ SURVEY: Y (¥ QR NJ
BLILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MLCRD:

COMMENTS ;

\RET/ D275

wow MAVIS: DRIGIMAL »=~+

CUSTOMER SAYS:

-TOOK WERICLE IN FOR THE RECALLS TN DCTORER

=THE SEAT BELTS ARE NOT WORKING AT THIS TIME

.

PER CUSTOMER, DEALER 5SAYS:

-THE PARTS ARE HOT AVAILASLE THEY MEED TO ORDER THE FARTS
v

CUSTOMER SEEKS:

-TQ HAYE RECALLS FIXED

>

CAC ADVWISED:

-INFDRMED CLISTOMER OF DELAYS WITH THIS PART

REGARDING RECALL/ONP

~ REGUEST JOHN RUDDLPH CUST REL MGR/SWC MGR TO CONTACT THE CUSTOMER WITHIN TwWD
BUSINESS DAYS REGARDING RECALL/ODNP

1997/03,/03

vee NAVIS: DRIGINAL wes

CUSTOMER SAYS:

~-SIMILAR CONCERNS AS DOCUMEWTED ON 2/25/97

-RECEIVED RECALL LETTER IN 10/37

-MOT SATISFIED WITH TREATMENT AT DEALERSHIP

-2/27/97 BROUGHT VEHICLE INTD DEALERSHIP FOR APPOINTMENT AND DEALERSHIF DID
NOT HAVE PART

-HAS HAOD TO RESCHEOULE VEHICLE FOR REPAIR 4 TIMES

[
PER CUSTOMER, DEALER SAYS:

OWHER RELATIONS YOP/BEWNCHMARKIMG OF/11/88 FAXKCARIG




oas11/98 MASTER OWMER RELATIOMS SYSTEM I 14.21.082
N e ST E I - T S IC XNl S = TEEREES L LLELEEEEEEES RE R R T e ey vy
3tROTE GRF: XXz CONCERN CONTACT VEH TYPE: CAR
WASHINGTON a7 ZN/TR:  EN CONTACT NER: 108137173 OFEMED: 02735710497

: 20CELS EMGINE : CLOSED: 251
rlfl------- --.:EEEI:E::::m_“II ] Ili-k:ffl IEI Hm=== #;III:::E::.IE:iE:i:EEII
1387503703

-0I0 MOT HAVE PARTS FOR RECALL

CUESTOMER SEEKS:
-RECALL REFAIR OF YEHICLE
.

CAC ADVISED:

~CONTACT JOHN RANDOLPH (CUST REL MGR) FOR FURTHER ASSISTAHCE WITH RECALL
REPATIR DF VEHICLE

1997403/ 14

WE ARE STILL WAITING DM THE ARR1VAL OF THE BACK DRDERED PART. THE SERVICE DIRE

CTOR. JDMN RAMDOLPH, AMD PARTS MANAGER, JEO HOVE CHECK THE STATUS DAILY. ROSE
BAYAT

1887/03/2€

#HFTHIS !5 THE CLOSING COMMENT

PREVIOUS UFDATE COMMENTS WERE INCORAECT. ON R.D. 72673 ON 3/8/9T THE RECALL W
AS PERFORMED. THE VEHICLE HAD 72,740 MILES AT THAT TIME. RDSE BAYAT

OWHER RELATIONS WOF/RFNCAMARKEINE D9/11/98 EANCARTG




oafi1/3a MASTER OWNER RELATIONS 5v5TEM 11 14.21. 08
—mExch=—ocel=-oph=-asd=-cl=-=Zc-cc-c=a®==xr=-=-S=-=S=-S=S===c-c-c=S==S==FfFFf==S§F=~ANfadEFoANE==dc=c==M==Z=======
7797CY GRP:. XROS COMNCERN CONTACT YEH TYPE: CAR
PITTSEURGH 44 ZHNSTR . CONTACT NBR: 10Q0R1382a4 OPENED: O2f2571997
WIN: 1zuPT21unL“ ENGINE: U CLOSED: D3/D6/1847
E=—E IS EE-CSEC=EESEECEEEEN ENEEEcoENam -SSR S - EEIIEEENRENENEcEd==m
LAST MAME: STATUS: CLOSED
TITLE: FIRAT NAME:- MI:

ADDRESS:

cITY: STATE: _IP‘: -
HOME PHONE : _ BUS. PHONE:

MODEL YEAR: WODEL: PROBE

MILEAGE: SADO0 wsD:

DEALER MAME: CLARIONW FDRD-MERCUR SALES CODE;: 144470 P& & 07450
CAUSAL CODES: 1209 SYMPTONS : 104100

ORIGIN: (=] TRANS. DST/RGN: 44 TRANS. DATE:
SERVICESSALES: 1 COMTACT RATE: ©3/719/7 (997
ACK, COQRE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (Y OR W)
BUILD DATE: CALTARATION:

E5P INFD: EXPIRES:

OPEM RECALL: OWMER MOTIFIED: MICRO:

COMMENTS :

1997 /03 /35

#+e VEMTOLE TNVOLVED IN RECALL 96548 & DESDD v
wwt MAV1S: SUASEQUENT we=x

CLISTOMER SAYS:
=THERE I5 A TWD MONTHS BACKORDER OW RECALL REFALRS FOR SEAT BELTS

FER CUSTOMER., DEALER 5AVS:

—~THERE IS WOTHING THEY CAN DD ABOUT IT UNTIL THE PARTS COME 1N
.

CUSTOMER SEEKT:
=WHAT OTHER ALTERNATIVES DDES HE HAVE

-

CAC ADVISED:

-VEMICLE I5 WOT INVOLVED IN THIS RECALL

-CUSTOMER OF ALL RECALLS 95870, D6S4R.HESYY

-EURBGRT THE DEALERSHIP

1997703719

HNETR1IS IS THE CLOSING COMMENT

CUSTOMER HAS HAD THE RECALL PERFORMED AND CUSTOMER IS5 SaTISFIED

QuWNER RELATION: WOP/HEHMCHMARKING ©09711/88 FAXCARTG




Da/11/58 MASTER OWHER RELATIONS SYSTEM 11 14.21.02
-====-lll':::::ll..l:::::-IIIIF:===--IlllII=====:llll’:=======l---1'======------l--
B771EA GRP: Ka0Z CONCERN CONTACT VEH TY¥PE: CAR

SDR 10 INSTR: CONTACT NER: 108139BB2 OFENED: 02725/1997
VIN: 1ZVPTZOL1LS EMGIME: C CLASED: 04700/ 1997
lIII::::IlI-IE.—-:::III-IIF====-lllll=====-i!II'II======lll.-IwFl=====l---II---S=:==
LAST MAME: STATUS: {LOSED
TITLE: FIRST muz:_ MI:

ADDRESS <

CITY: STATE: _P:

HOME FHOME : BUS. PHONE:

MODEL YEAR: - [u] WODEL - PROBE

MILEAGE: E2000 wsh:

DEALER WAME: PITTSEURGFORD-MERCU SALES CODE: 133472 F AR A: O0SDO1
EAUSAL CDRES: 12RA 19212 {IRA SYMPTOMS @ 104100

ORIGIM: GO TRAaMS. DST/RGM: B3 TRAMNS. DATE:
SERVICESSALES: 1 COMTACT DATE: 0470271297
ACK . CDRE: ASSIST CODE: D AWARD AMT: D SURVEY: M (Y OR M}
BUlLD DATE: CALIBRATION:

ESP INFO: EXFIRES:

OPEN RECALL: DUNER WOTIFIED: MICRD:

COMMEMTS -

19497 /03/25

wis WEMHICLE INVDLVYED IN RECALL 96548 & BESOD wes

«rs PARTS DELAY OVYER 120 DAYS www

wer WAUIS: ORIGIMAL #u=

CUSTOMER 5AYS:

- TODK THE YEHICLE TN FOR THE RETALL 1N 10/1R/96

- CDNTACTED THE GEALERSHIP TODAY, THE PARTS ARE NOT [N

- I DO NOT HAVE A FUNCTIONING DRIVERS SIDE SEAT BELT

- THE DEALERSHIP D1D NOT MODIFY My BELY TO WORK WHILE 1 AM WAITING FOR THE

PARTS TO COME IN

— IM SCARED Td DRIVE WITHOUT 4 FUNCTIONING SEAT BELT

PER CUSTOMER, DEALER SAYS:

- PER SERVICE DEPARTMENT, THE PARTS ARE NOT IN YET

®

CUSTOMER SEEKS:

- 710 HAVE THE RECALL PERFORMED ON THE VEHICLE

-

CAC ADVISED:

-INFDRMATION HAS BEEN DUCUMENTEQ AMD FORWARDED TD THAE DEALERSHIP WITH A COPY

TO THE REGIOWAL OFFIGE.

~REQUEST MR.DON APPIER |5VE MNGR) CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAYS

199T/03/03

wen CSM JMAYEST =+~

- PART 15 DN A NATIONAL BACKORDER FOR B WEEKS

- DEALER ORAER STATUS I5 MNOT FOUNMD WITH RECALL CENWTER

- INFORMED DEALEP TO RECRDER FOR EACH WEHICLE THAT THEY NEED TOQ HavE RECALL
PERFCRMED

OWNER RELATIONS VOP/EENCHMARKEING O5/11/88 FAXCARTG




OWNER RELATIDNS wiP/BENCHMARKING 09711708

09511 /98 MASTER OWNER RELATIONS Svy&STEM II 14,21.02
iﬁ----::Il-lﬂ---z:-====.II.-=-====ll.:l=::==‘=.l:=:====ll:::::.n..::::::-.ll:::
A771EA GRFP: Xx02 COMNCERN CANTACT WEH TYPE: CAR

SDR 10 ZNSTR: W2 CONTACT NER: 10R139582 OFEMED: 02/2%/1097
VIN: IIUPTEOEiL- EMGIME: © CLOSED: O04/097 1997
el LT R R FE R NS T L ='l=IFII---::.FII---::---.-::::-..l.
1997704702

EEEE L LRI T
FAN¥THIS IS THE CLOSING COMMENT
wed CSM JMAYES] vme

- PARTS HAVE ARRIVED. WEHICLE SCHEDULED LATER THIS WEEK.

FAXCARIG




Dgf11fgﬂ MASTER DWMER RELATIONS SySTEM 1 14,21.02
== imnEEEEEE I NS EEANEEEEEREFNRF=CSC-CHEERFTrFr=-CSEIRF==—F==—HMRFCr - - - S-S CREFT=-—FI==S=SHEAEFEI==HRERN
D244GJ  GRP: 14 COMCERN CONTACT VEH TYPE: CAR

LOS ANGELES 71 ZN/TRS CONTACT NBR: 108141847 OFENED: D2/2671997
VIN: 1IUPT11UEL* ENGINE: L) CLOSED: 0371071997
[ L I L L e i e N e e 11 g
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: - ML

ADDRESS :

sons : - T
HOME PHONE : BUS. PHONE: H

MODEL YEAR: 90 MODEL : FROBE

MILEAGE : 1 WSD:

DEALER NAME: SAMDERSDNLINCOLN-ME SALES CODE: 354339 P& A 1DDGD
CAUSAL CODES: 1204 1206 SYMPTOMS : 104100

DRIGIN: a0 TRANS, DST/RGN: 54 TRANS. QATE:
SERVICE/SALES: 1 CONTACT DATE: 0272871147
ACK. CODE: ASSIST COOE: W AWARD AMT: O SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIBRATIDN:

ESP INFO: EXP1RES:

OPEN RECALL: DWNER NOTIF1ED: MICRO :

COMMENTS :

1897/02 /96

s+¢ TH1S CONTAET IS DOPENED OUE TO OPEN RECALL BESAH & SESQT w--
swvv MILEAGE UNAVAJLABLE wws

wew NAVIS: SUBSEQUENT ws»
CUSTOMER 5SAvS:

- PASSENGER S1DE SEAT BELT I5 S5TUCK TN TRACK ( AUT,
I - T5CH, FATHER, CALLING, HOME PHONE
- LAST WEEK WAS TOLD WOLLD TAXKE B WEEKS FOR PARTS

- HAS PROVIDED RECEIPT FOR PREVIOLE PAID REPAIR { DRIVER'S STRE )

L

PER CUSTOMER, DEALER SAYS:

- THE PARTS WILL TAKE B WEEKS TOD ARRIWE

- WE CANT REFUND YDUR MOMEY FDR PREVIODUS PAID REPAIRE UNTIL THE
PaRTS ARE IN

-

CUSTOMER SEEKS:

- REFUMD FOR FREVIDUSLY PAID REPAIRS

- PARTS EXPEDITED AMD RECALL COMPLETED

»

CAC ADVISED:

~IMFORMATION HAS BEEW DOCUMENTED AMD FOAWARDED TO THE DEALER
~REQUEST MR. DAN LEWIS {CLST REL MWGSR] TD CONTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS

1957/03/03

WERTHIS IS5 THE CLOSING COMMENT

PART NEECED FDR THIS REPALIR IS BACK ORCERED.

WILL NOTIFY CUSTOMER WHEM FPAAT I5 HERE.

DWNER RELATIONS VOP/BEHCHMARKING 09711738 FAXCARTG




o8/11/93 MASTER OWNER RELATIONS GYSTEM LI 14.21.02
----.II......I-I--.--l======_—===========E“‘......l..l==================='.....
BI0HAH GRE: fr04 COMCERM CONTAECT VEH TYPE: CAR
SEATTLE 14 INFTR: CONTACT NBR: 10R143297 OPENED: Q2/26/1997
WIN: 12wr:ncnﬁ ENGINE: C CLOSED: 0371371997
S S CSIFEFEEFEEEEENFEEEEEERS ===========—_|-_-===‘----.l--h==============ﬂn.".
LAST WAME: TATUS: CLOSED
TITLE: FIRST NAME: -i:

ADORELSS -

CITY: T — STATE: WA zie:
HOME FHONE: BUS. PHONE: I

MODEL YEAR: 20 MODEL : AROBE

MILEAGE : 55000 WSO

DEALER NAME: TITUS-WILL FORD SAL SALES £ODE: 174204 P& A (QBE33
CAUSAL CODES: 1012 1203 10RA SYMPTOMS: 10 100

DRIGIN: an TRANS. DST/RGN: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q273751887
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ ["l' (1] N:l
BUILD DATE: CALIBRATION:

ESP INFOD: EXPIRES:

OPEM RECALL: OwhER MOTIFIED: MICRO:

COMMENTS :

1997702/ 26

w=d PARTS DELAY OVER 30 DAYS #=»

#se THIS CONTACT IS OPEMED DUE TO OPEN RECALL SES4E AND O55QQ +ra

wew NAVIG: QRIGIMNAL wee

CUSTOMER SAYS:

-TOQK THE CAR !N FOR THE RECALL DN JAHWUARY 11, 1397, DBEALERSHIF QOKDERED THE
PARTS THAT DAY

=THE SEATBELT LIGHT IS STAYING ON MOW AND THE DRIVER'S SIODE SEATEELT 15
STUCK AMND ISN'T MOVING

-THE PARTS HAVE NEVER COME IN
-

PER CUSTOMER, DEALER SAYS:

=«JAMUARY 11, 1587 THE PARTS WILL EE IN IN ONE WEEK [DARYL ADAMS!
-FEBRUARY 25, 1597 THERE ARE WO PARTS 1M RIGHT MOW (TERRY HAYDEM)
£ ]

CUSTOMER SEEKS:

=TO GET THESE SEATEELTS FIXED

-

CAC ADVISED:

=WEHICLE !5 [NVOLVED IWN RECALLS FOR THE SEATEELTS

-~INFORMATION HAS BEEW DOCUMENTED AMND FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REGIONAL OFFICE.

-REQUEST MR.TERRY HAYDEN{ S¥C MNGR) CONTACT THE CUSTOMER WITHIN 2 BUSTNEESS
DAYS

1937/04 /o8

#¥eTHIS [5 THE £LDSING COMMENT

FART €A F CK OURDER AND WAS RELIVERED TO US TODAY, QOZ-08-97. I HAVE
CALLED AKD EHE HAS AN APPOTMTMEMT TO HAWE U5 DO THE RECALL DN

MONDAY ., O2-10-37. TERRY HAYDEN.

OWNER RELATIONS VOP/HEMCHUARKING 0OB/11/90 FAXCALRTG




as/11 /98 MASTER OWMER RELATIOWS S5YSTEM II 14.21.02
==l AAsERE I EEEEELANENAEE R SE N EEEE N EExd-Naxilidc sl EC =SS =S====F==-=BEEF=
22TIJR GRF: XXOA CONCERN CONTALCT VEH TYFE: LCAR

LOS ANGELES FR| ZN/TR: A1 CONTACT WAR: 10B145900 OPEMED: 02/35/1987
VIN: L ENGINE : CLDSED: 0372471887
(1R Tl Bl EEEN LI CEL L EREE] 1.EET I ERT P i PR LR LR LR LRRRY R
LAST WAME- STATUS: CLOSED
TITLE: riesTnave: [

ADDRESS :

CITY: “i iii“ii STATE : Ca zi: |
HOME PHONE : BUS. PHDNE: !HH!!!IIIII...

MODEL YEAR: a0 MODEL :

MILEAGE: 80000 wWED:

DEALER MNAME: FAMILY FORD OF DOWN SALES CODE: 171000 P& A DTG
CAUEAL TODES: 1203 SYMPTOMS: 104100

ORIGIN: Gn TRANS. DST/RGN: T1 TRANS. DATE;
SERVICE/SALES: 1 CONTAET DATE: O3f17/1997
ACK. CDDE: ASS5IST CODE: D  AWARD AMWT: O sURYEY: ¥ (¥ DR M)
BUILD DATE: CALIERATION:

ESF INFO: EAPIRES:

OFEM RECALL : DWNMER NGTIFIED: WICRO:

COMMENTS :

1997027 18

THIS CONTACT 15 AN UPGRADE OF CONTACT NUMBER 1DBOTS744
+»+ THIS CONTACT 15 OPENED DUE TD OPEN RECALL SES4B// /96595 wee
svs NAVIS: SUBSEQUENT «=s
CUSTOMER SAYS:
=RECALL OM THE SEAT BELT
-NEED TO GET THIS COMPLETED ASAF THE RINGING MOISE IS5 DRIVING ME  CRAZY
3
PER CUSTOMER, DEALER GAYS:
-DEALER S5AI10 1T WILL STTILL GE AMNOTHER B WEEKS FOR THE FARTS TO COME IM
.
CUSTOMER SEEKS:
=TD GET THE SEAT BELTS FIMED ASAP AND CORRECTLY
L
CAC AOWISED-
RE: FPARTS DELAY
-CORRY FOR THE INCOWYIENCE
-WE SUPPORT THE DEALER'S NOTIFICATION OF A BACKDRDER
RE: OPEN RECALL
-TNFORMATIEN HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALER
-REQUEST MR.LEN HROWN (CUST REL MNGR]1 TQ CONTACT THE CUSTOMER Wwi1THIN 2
BUSINESS DAYS
1997/03/17
#WHTHIS TS THE CLOSING COMMENT
FARTS FDR REPAIR ARE ON NATIONAL BACKORDER. DEALER CALLED ME CSH TO TRY TO
GET PARTS MORE OMICKLY. WAS UNABLE TO GET THEM MORE QUICKLY. DEALER WILL
CONTAGT CUSTOMER AS SOOM AS PARTS ARE AVAILABLE AND IM STOCK. THIS 15 & FORD
CONCERN NOT DEALER CONCERN.

ODWNER RELATIONS YOP/BENCHMARKINWG 09711798 FAMCARTS




ooa/11/498 MASTER DWNER RELATIONS S¥STEM 11 14.21.02
EcE======c===—aaAEEEEEER=S=S===-S=-=c==c-rctrANEEEEEI==S==S=S=S=S=S=S - CS=SSS-SSCSSramsssrsmmAfAEER
T253CT GRP: xXxQB COMCERM COMTACT ¥YEH TYPE: CaAR

LOS ANGELES 71 ZN/TR CONTACT NAR: 10B14BTIS CPENED: O2/27/1997
VIN: 1Z2WPTI1UIL EWGINE: U CLOZEDR: 0370641997

______ ExmaiBEEEEEERS===== EEsssme AT I I EEAE DX - CS SIS EXACESEEmEmmshaIEgEEEE

LAST NAME: STATUS. CLOSED
TITLE: FirsT waMe: [N «:

ADDRESS: ;

CITY: STATE: AZ ze: N
HOME PHONE : h BUS. PHONE: OQO0-000-0000

MODEL YEAR: MDDEL : PROBE

MILEAGE : 48000 WED:

DEALER MAME: BILL ALEXANDER FDRD SALES CODE: 171438 PR A: 20443
CAUSAL CODES: 1203 S¢MPTOMS : 104100

DRIGIN: an TRANS. DST/RGN: 71 TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE: 02/27/19a7
ACK  CODE: ASSIST CODE: W AWARD AMT: D SURVEY: ¥ [T OR M)
BUILD DATE: CALIERAT1ON:

ESP INFO: EXPIRES:

DPEN RECALL: _ OWNER NOTIFIED: MICRD :

COMMENTS:

1987 /02737

wes THIS CONTACT IS5 OPEMED DUE TOD ODPEN RECALL 96588 &L HESAE w34

wer HAVIS: SUBSEQUENT #=-

CUSTOMER EAYS:

- POMER SEAT BELT WAS GETTING STUCK TO FROMT POSITIONM

- IS5 UNMDER RECALL 96599 AMD 9654R

« DEALERSHIPF ORDERED SEAT HELTS OW 11/12/06 AND THEY ARE STILL NOT IN
]

PER CUSTOMER, DEALER SAYS:

- PER SERVICE MAMAGER: KEEPS SAYING IT WILL HE ANOTHER WEEK

= SEAT BELT 15 OM BACKORDER

-

CUSTOMER SEEKS:

- SEAT BELT

-

CAC ADVIESED:

= INFORMATION HAS BEEN DOCUMEMTED AWD FORWARDED TD THE DEALER

- REOUEST MR. uJIM FRANTZ [SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSTMESS OAYS

- PLEASE KEEP IN CONTACT WITH YOUR DEALERSHIP REGARDING THE SEAT BELT
et NAVIS: SUBSEQUENT v

CLUSTOMER SAVS:

- WANTS PHONE NUMHER FOR NHTSA

*

CUSTOMER SEEKS:

- WANTS FHOME HUMWBER FOR KHTSA

E

CAC ADVISED:

- BEI-424-93323

OWNER RELATIONS VOP/FEENCHMARKING ©05/11/98 FAXCARTG




Co/11/9a MASTER QOWMER RELATIONS SYSTEM 11 14.21.02

== rFSEIAECcE S A S ESE=NEEc R E--C--CHOEEANTrE-T=—===mLSN IeEE R Ll S S EEENprEF=-E=-=-=-E-ENFEN=—
T252CT GRP: xXOB CONCERN CONTACT VEH TTPE: CAR

LOS AMNGELES Tt ZM/TR: D2 COWTACT MER: 108148715 OPENED: D2/21/19a7

VIN: 1ZUPTR1USLE ENGIME: U CLOSED: 03/06f 1997

FEEEE A s S I AN I s A== E~ENSSe NI == I-—pEENEL=sT=r==rnam EhEEAEE T AN pEmpEEEIN=C=&R
1907 /02/27

A#FTHIS 1% THE CLOSIMG COMMENT

CONTACTED CUSTOMER LEFT SEATRELT UNIT IS IN RIGHT SIOE IS STILL o8R8 PART EXPEC
TED IN 8 TD 12 WEEKS PLEASE CLOSE AT THIS TIME

OWNER RELATIONS VOP/BENCHMARKING O09/11/98 FAACARTG




oa/iis9a MASTER OWHER RELATIDNS SYSTEM 1T 14.21.42
roEmEmmmsEAEREE======—=—pmEFRBEEKI=-C-c-c=-c-c-TarcdEEANEFFSSESSSSSScsozIEMEEEERCS=========22
200 10M GRF: 1 INFORMATLON CONTACT VEH T¥PE: CAR
ORLANDD 24 INSTR: COMTACT NER: 1081500232 OPENED: 0373771227
VIN: 'IZ'.I'F'TE‘ILIEL# EMGINE: L cLOSER: o2/27/1027
=====aoAXANEEEREI=====—xxEN ==mmlBALEBEEFET- === cs-scxmmAdRREEENEmECS S ===
LAST MAME : STATUS: ED
TITLE: FIRST hIMl\E:- MI:

ADDRESS: I

CITY: NORTH MIAMI EEACH STATE: HF:

HOME PHONE : [ BUS. PHOME:

MODEL YEAR: 0 MQDEL : PROBE

MILEAGE: 108000 wa0:

REALER NAME: FRIENOLY FORD SALES CODE: 124001 P& A: D490
CAUSAL CDDES: 1204 {208 SYNPTOMS - 104 100

ORIGIN: G0 TRAWNS. DET/RGN: TRANS, DATE:
SERVICESSALES: 1 COMTACT DATE;

ACK. CORE: ASSIST CODOE: AWARD AMT: O SURVEY: (Y OR N}
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEN RECALL: OMKNER NOYIFIED: MIERO:

COMMENTS :

1997102727

win VEHICLE INWOLWED TH RECALL 26595 B QG54E + -«

#+v HAVIS: SUBRSEQUENT =+«

CULSTOMER SAYS:

-~HA% BEEEW DRIYINWG ARODUND WITH WD SEAT BELTS SINCE AUGUSET

-pART IS WOT IN -WILL BE B MORE WEEKS

=WAS TOLD AY SELLIMG DEALER FAMILY FORD IN MEW JERSEY- ROM DANDRAKIS THAT FORO
WILL SLIFPLY RENWTAL BECAUSE FUORQ DOES MODT WAKT PEOPLE DRIVING AROUND WITH NO
SEAT BELTI

-DEALER HAS INSPECTED VEHICLE TWICE AND HAS NOT REPLACED OR SECURED ANY
COMPONENTS

-CUSTOMER STATES SEAT HAVE NEVER BEEM RESTORED

-

PER CUSTOMER, DEALER SAYS:AXLE FRAMK CORDOYD

-TRACH HAS BEEN EATEW UF

~CAHMBT SUPPLY RENMTAL

-

CUSTOMER SEEKS:

-VEHICLE REPAIRED

-RENTAL OR LOANER

2

CAC ADVISED:

- WO TRAWSPORTATIDM ASSTSTAWCE PROVIDED

- DEALERSHIP [5 THE BEST TECHHICAL RESOURCE

- MR, MARID RODPRIGUEZ,SVC MER. 15 IN THE BEST FOS1TIOW TO ASSIST YOU.
=CBC TOD SERVICE MGR -MARID RODRIGLEZ HAYE RESTDRED DPERATION ON ONE DCCASION
AND ARE PREPARED TD DO 50 AGAIN . CANNDT SUPPLY RENTAL

DWNER RELATIDNS VOP/BEMCHMARKIMG O8/711/79E FAXCARTA




09/11/98 MASTER DOWNER RELATIONS SYSTEM [I 14.21.02
E - E A AR FEEEFRERREN TP RERRERE LI RERREYERRERERNL L LA L LA B FE L3 FE R R R LI 1) LELLYLRRRBIRRESI] ] )]
BRT7TRR GRP: XA03 CONCERN CONTACT VEH TYFE: CAR
KANSAS CI1TY 53 ZNSTR: ii COHTACT MBR: 10R1S17E1 ORENED: £2/727/1997
VIN: 1ZVPT20CEL ENGINE: C CLOSED: 03710/1997
LR FE R R R R T AT N TR T PP P R AR E R T R ) B B L LB R L B LR R L]
LAST NAME: STATUS: CLOSED
TITLE:

FIRET MAME: _ ML
ADDRESS :

CITY: SHAWNEE MISSION STATE: ii g _

HoMe pHone: HUS. PHOME :

MIDEL YEAR: g4 MODEL : FROBE

MILEAGE: SOmKK) WS :

DEALER MAME: BOB ALLEWFOAD TNC SALES CDDE: 153004 P E A: OF1E7
CALUSAL CODES: 1204 EYRPTOMS: 104100

ORIGIN: GO TRAMS. DET/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O3/D3/ 1997
ACK. CDOE: ASSIST CODE: W ANARD AMT: 0 SURVEY: N (Y DR NJ
EBUILD DATE: CALIBRATICON:

ESP INFOD: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRD:

COMMENTS

1557/02/27

waw NAVWIS: ORTGIMAL was

+wv THIS GCOWTACT IS OPEMED DUE TQ OPENW RECALL 96348 AMD 98599+«

CUSTOMER SAY5S:

- CUSTOWMER IS CURRENTLY EXPERIENCING PROBLEMS WITH BOTH OF HER MODTORIZED
SEATAELTS IN HER VEHICLE

= DRIVERS SIDE TOTALLY INOPERATIVE

- PASSENGER SIDE BEGIMNIKG TO HAVE PROBLENS

= CUSTOMER HAS BEEW WALTIMG SINCE OCTOBER OF 1996 TO HAYE THE RECALL PERFORMED

¥
FPER CUSTOMER. DEALER SRYS:

= ARE CURRRENTLY WAITING OM THE PARTS THEY MEED TO FIX THE SEATBELTS - STATES
THEY ARE OM BACK ORDER
'

CUSTOMER SEEKRS:

= TO FIND CUT WHEM SHE WI1LL EE ABLE TO HAVE THE SEAT BELT RECALL PERFORMED OM
HER WEHICLE

L ]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR. RANDY SMITH (CUST REL WmMGR/S SVE MMGR) TO COMTAET THE CUSTOMER
WITHIN 2 BUSINESS Davs

*«C5R DID vERIFY THROUGH 1RDB AMD DID INFORM CUSTOMER THAT THE PARTS IMwOLVED
IN THLIS RECALL ARE OMN MAJOR BACK ORDER

1997,/03 /03

FANTHIS 15 THE CLOSTMNG COMMENT

CONTACTED CUSTOMER ABOUT COMCERN. WE HAVE SEATBELT ORDERED AMD AM WAITING FOR
FOR THEM TO ARRIVE.

OWNER RELAYTIDNS VOP/HEMCHMARKING O9511/9H FAXCARTG




oo/ 117498 MASTER COWMFR RELATIONS SYSTEM 11 14,21.G2
EEEEETIT======—=======cc=c=-c=-dxdNEkxdhRdGAEEFI N A NEEEEEEEEEEEEEN S ZENIEEEEEENEEERFEFFEITIAR
205808 GRP: MXQ4 COMCERN COMTACT ¥EH TYPE: CAR

SRR 1 IWNSTR: COMTAET WER: 108151086 OPEMED: 0271771907

VIN: 1ZVPTZ IUXLS

LAST HAME:

ENGINE: U CLOSED: Q370771997

IEEN NN AN NN NN ENEFETRIA O ENNNNEWEENFFFCCOS ==
TITLE:

STATUS: CLOSED
errst nane: TN i
ANDRESS:
CITY: STATE: A7 ZIP: -
COME PHONE m Bus. srone: NN
MODEL YEAR: MODEL : FROBE

MILEAGE: 1 WED:

DEALER NAME: SCOTT NICHOLS MOTOR SALES CODE: 171487 P& &4:; OOGB2
EAUSAL CODES: 1203 SYMPTOMS: 104 100

ORIAINM: GO TRANS. DST/RGN: 71 TRANS. DATE:
SERVICEfSALES: 1 CONTACT OATE: £2/727/1997
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILO DATE: CALTEBRATION:

ESP [MFQ: EXPIRES:

OPEM REECALL: OWHER HOTIFIED: MICRD:

COMMENTS -

199702 /27

wee THIS CONTACT IS DPENED DUE TO OPEN RECALL 96548 ==

wen NAVIS: SUASEQUENT =us

wer MILEAGE LINAVAILABLE ===

CLSTOMER SAYS:

~CalL!NGE ABOUT RECALL OM LEFT SIDE

-PASSENGER*S SIDE SEAT BELT NO LONGER WORKS

¥

PER CUSTOMER, DEALER SaAY¥S: [FER SRVC)

-RECALL 96559 DOES MOT COVER FDR THE LEFT SIDE

L ]

CUSTOMER SEEKS:

-RECALL STATLS

ry

CAC ADVISED:

RE: RECALL 9&54AR

~RECALL 956548 IS FOR THE LEFT SEAT BELT

=INFOAMATION HAS BEEN DOCLUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR, DENMIS ANTON {CLST REL MNGR) TO CDNTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1E97/02/328

#0aTHES 15 THE CLOSING COMMENT

THIS VEHICLE WAS INSPECTED FOR RECALL 96548 AMD 36599 OM 02703797 PAATS WHERE
OGRDERED FOR 96548 AT THAT TIME CUSTOMER 1SSCHEDULED TO CONE IN OMN 03/03/97
T0 HAVE TH1S RECALL COMPLEETED.

CWNER RELATIONS YOP/EENCHMARKING 09711798 FAZCARTG




oG/ 11/68 MASTER OWMER RELATIOMS SYSTEM I 124.21.02
=S cc-c=xxxaEREAEEEEEEFR=3=-===S=S=s=s=s====s=s=s=sccox ARl RARERR LA ENENNEEEEEEEENRT=R rT===S===
BASCRC GRP: 14 INFORMATIOM CONTACT YEH TYPE: CAR
ORLANOD 24  INJTR: C©2 COMTACT NBR: 108152601  OPEMED: O2/2A/18487
VIN: L EMNGIME : CLOSED: 02/28/418487
mmE-========= EEEEEFEEFIZ IS CSSCSCSSSSSSCS S SSSSSSSSCESSSSSCIXEXEEEE
LAST NAME: STATUS: CLOSED
TITLE: FIRST MNAME: TAMI MI:

ADDRESS:

CITY: STATE -:r-: ]
HOME PHOME : BUS. PFHOME :

MODEL Y¥EAR: a0 MODEL : PFROBE

MILEAGE: 1 WEQ

DEALER NAME: TROPICAL FORD INC SALES CODE: 124225 P B A O40324
CALSAL CODES: 1203 SYMPTOMS: 104100

ORIAIN: GO TRANS. DST/RGM: TRAMS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CODE: ASSIST COOE: AWARD AMT: O SURVEY: (¥ OR N}
BUILD DATE: CALTIBRATION:

E5F 1WFGQ: EXPIRES:

OFEN RECALL: - OWNER NOTIFIED:. MICRO:

COMMENTS :

1997 /02 /28

wrwhO WIN AVAILABLE®»+
CUSTDMER SAYS:
- WENT TO A DEALERSHIP IN OHID, DUNLEY FORD, INW GALION, OHIOFDR RECALL WORK
TO0 BE DONE. THOLBHT THEY COULD DO WORK BEFORE SHE LEFT FOR
FLORIDA BUT FARTS HAC TO BE ORDEAED
- DUMLEY FORD SAYS A FART FOR EITHER THE DRIVERS SIDE DR PASSENGER
SIDE wWAS NEVER ORDERED

»
PER CUSTOMER, DEALER 5AYS:
PER DAVE,

- PART FOR RECALL OMW DRIVERS WA% ORDERED IN AHIO 50 THEY CAM NOT DO
THE WORK

x
CUSTOMER SEEKS:
- RECALL wORK PERFORMED

L)

CAC ADVIZSED:

- NEEOD VEHICLE 1DENTIFICATION NUMBER TO EE ASLE TO DETERMINWE
THE NUMHER DF RECALL

=~ ADVISED CUSTOMER TD CALL BaACK

- MEXT CSR ADVISE 45 HECESSARY

THIS COMTAEST HAS BEEW UPGRADED. THE MEW COWTACT IS 1081583248

OWMER RELATIONS wOP/BEMNCHMARKING 09/11/9R8 FAXLCARTG

o




o9/11/98 MASTER OWNER RELATIOWS SYSTEM I1I 14.21.02
WEEEEpP LIS S CSCSC o xAalimE e s A ENESd R ENSSSSLRESNENEREAFAASAEENFEENNEEEENEEENEEEEN
SESORP GRP: XX132 COMWCERN CANTACT VEH TYPE: CaR
ORLAKNDDO 74 2NSTR: C2 CONTACT WBR: 10R15H328 OPENED: D2728f1987
VIN: L EMEIMNE : CLOSED: 03710419587
s=E==scscroeExha AN EN AR NFAE NN NN EE N NN EEENFE I E N AN G F - S F S r S S S S S S S FFPFrSITSSESESRrEEES
LAST MAME: STATUS: CLAOSED
TITLE: FIRST NAME: - MI:

ADORESS !

CITY: ORLAMDO STATE: IP: -
HoME PHONE : BUS. PHONE: _

MOCEL YEAR: a0 MOOEL : FROBE

MILEAGE: 1 wsDh:

DEALERF NAME: TROPICAL FDRD INC SALES CORE: 124225 P B A Q4924
CALISAL CODES: 1203 SYMPTOMS: 104100

DRIGIN: GO TRANG. DiT/RGN: 24 TRANG. DATE:
SERVICE/SALES: 1 CONMTACT DATE: ©3703/71997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: K (¥ OR N)
BUTLD DATE: CALIERATION:

ESP INFQ: EXPIRES:

OPEM RECALL: OWWER MDTIFIED: MICRO ;

COMMENTS :

1997/02/ 28

#vvMO VIN AVAILABLE==*

CUSTOMER SAYS: .

= WENT TO A OEALERSHIP IN OWIO, DUNLEY FORD. IN GALION, OHIOFOR RECALL YORK

TQ BEE DOME. THOUGHT THEY COULD DO WORK BEFDRE SHE LEFT FOR
FLORIODA BUT PARTS HAD TO BE ORDERED

- DUMLEY FORD SAYS A PART FOR EITHER THE DRIWERS SIDE OR FASSENGER
SIDE WAS MEVER CRDERED

L]

PER CUSTOMER, DEALER SAYS:

PER DAVE.

- PART FOR RECALL OM DRIVERS wAS DRDERED INM OHIO 50 THEY CaMN mNOT DO
THE WORK

*

CUSTOMER SEEKS:

- RECALL WORK PERFORMED
.

CAC ADVWISED:

- MEED ¥YEAICLE [DENTIFICATION NUMBER TO RE ARLE TO DETERMIKE
THE WJMBER OF RECALL

= AOWISED CLSTOMER TO CALL BACK

- HEXT CSR AOVISE &S NECESSARY

THIS CONTACT IS5 AN UPGRADE OF COMTACT HUMBER 108153601

OWKER RELATIOHS WOP/PREMCHHMARKIMG 089/11788 FAXCARTL




Qes11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
LERE R LE LR R 2 0 J ) ] B F ] ) R pepepegege EE-_=rCr=mErCEmf-—c=-=-== E¥ASkA-———gCEEdFxc==—=g
TES0EP GRP: Xx13 COWCERN COWNTACT VEH TYPE: CAR
ORLAMDD 24 ZN/TR: g2 CONTACT MWER: 10815832R OPENED: 0272871997
VIN: L ENGLNE : CLOSED: 03/10/ 1997
-_-IIIII:li:::::.:-:IIIIII-----S--.-.l---::::;:-----.:::g:. EENEx == BN AE—x——gETrmENx
1437/02 /28

#+% VEHICLE INVOLVED IN RECALL OESAH #+«

CUSTOMER SAvS:

-~CUSTOMER CALLING BACK WITH THE VIN

-~TROPICAL FORD SAID THE PARTS HAVE ALREADY BEEN DROERED AT ANMOTHER DEALERSHIR
=0

*

FER CUSTOMER. DEALER SAYS:

~PART NEEDEDR TO BE ORDERED

.

CUSTOMER SEEKS:

-RECALLS PERFORMED

*

CAC ADVISEQD:

~INFORMATION HAS BEEMN OOCUMENTED AND FORWARDED TO THE DEALER

“REQUEST MR RICK HERMAMIEZ ( SVC MMGR] TD CONTACT THE CLUSTDMER WITHIN 2
HUSINESS OAYS

1997/03/0%

APHTHIS 15 THE CLOSING COMMENT

WE CALLEC FORD RECALL CEWTER AMC THEY SAID THAT RECALL9G529 PART ARE CLRRENTLY

ON BACKORDER H TQ 10 WEEKS . DAVE MILLER CALLED AMD SFOKE 10 CUSTOMER FATHER O
N 31.3.4aT7

OWNER RELATIONS VOP/BEMCHMARKING 05/11798 FAXCARTG




Dufi11/08 MASTER QWMER RELATIDMS SYSTEM [ 14, 21,01
AR Rkl kR r A TN S T XSS SIS I SE S SS TS ESESSS LSS SSSSENITHENEENEEREEmIS==S=S=S=S==S=====
THA25M GRF: XrDA CONCERM COMTACT VEH T{/PE: CAR

S50R 1D ZHATR: M CONTACT MBR: 108196010 OPENED: Q2728713497
VIN: 1zupm1um.5* ENGINE: U CLOSED: 03/10/1587
S S S S S S S S S S S S S F SRS S EFF FEEE EE A NN NN NN R R NN E R X S S-S - - C-SC- S-S EFEEEEES
LASYT MAME: - GTATUS:

TITLE: TRET MAME: MI:

ADDRESS :

CITY: ETATE: F:

HOME PHONE : “ BUS. FHONE:

MODEL YEAR: 20 MOQEL :

MILEAGE : F0000 wWso:

CEALER MAME: GREENHAW-EDDINGS FO SALES CODE:  1529W4% P E A: OTD3Z
CAUSAlL CODES: 1203 3001 SYMPTOMS : 104 100

DRIAIN: cx] TRAMS. DST/RGN: 52 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: D3703/1007
ACHK. CODE: ASSIST EDRE: R AWARD AMT: O SURYEY: ¥ (¥ DR M)
BUILD DATE: CALTERATION:

ESP INFD: EXPIRES:

OFPEN RECALL: OWHER MOTIFIED: MICRO:

COMMENTS:

1997/02 /28

wew THIS CONTACT I5 COPENED DUE TD OPEN RECALL 96548 05589 wes

wer NAVIS: SUBSEQUENT w»aw

CUSTOMER SAYS:

- THE VEHICLE®S SHOULDER SEAT BELTS DO WAT WORK

- DID KOT REALIZE LT WOULD TAKE 30 LAONG TO RECEIVE A FART

= THE VEHICLE IS HIS GRAWDSOM’S WEHICLE. AMWD DON'T WANT HIM TO GET & TICKET

- NOT MAKING A COMFLALINT AGAINST MIKE FEARY,SERVICE MANAGER JUST WANT THE PART
INSTALLED DN THE VEHICLE

- WANTS COMCERN RESDLVEDR, AS SO0H AS POSSIBLE

L J

FER {MSTOMER, DEALER SAYS:

- ORDERING THE FART, IT TAKE B WEEKS

E

CUSTOMER SEEKS:

= WAMTS CONMCERM RESOLVEDR ASAP

-

CAC ADVISED:

~INFORMATION HAS BEEN DOCLUMENTED AND FORWARDED TO THE DEALER

=AEJUEST MR MIKE FEARY CLIST REL MMGR TO CONTAET THE CUSTOMER WITHIN 2

BUSINESS DAYS

1997 /03 /03

#HNTHLS IS5 THE CLOSLING COMMEMT

wwulSN REMOKD s =+

= CSM REVIEWED COMTACT WITH RIKE FEARY.CUSTOMER RELATINNS MAMAGER

THE PART WwaAS ORDERED FDR THE CUSTOMER ON 2/25/97 AND 1T WILL TAKE B WEEKS FOR

THE PART TGO ARRIVE AT THE OEALERSHIP

— MIKE FEARY CONTACTED CUSTOMER TODAY TO ADOWISE THAT THERE I5 A FARTS DELAY
FOR THIS PART BECAUSE THE DEMAND IS5 GREATER THAN THE SUPRPLY

= CUSTOMER WiS ALSD ADVISED THAT HE WILL BE CANTACTED WHEN THE PART ARRIVES AT
THE DEALERSHIF TD ARRANGE FOR SERVICE

DWMER RELATIONS VOP/BENCHMARKING 0DB/11/H90 FAXCAATG




09511498

MASTER OWNER RELATICONT SvSTEW I 14_21.01
EEEEcmma i i e BN ERExrsadEE - oKl - - ERE - S-S S-S S-S ST CSoL - S LM CCSCSCSEIONCCEEEEESgpanBiSgpam
260086 GRF: Xx03 INFORMATLON COMTACT YEH TYPE: CaR
MNEW ¥ORi 13 IWSTR: 14 CONTACT WER: 108156303 OPENED: 0232/28/1387
YIM: 1Z¥PTZ 1UaLE ENGIME: U CLOSED: ©2/28/1997
SEESEEE===1 B ELRELRRLRRELYERRR R LNy LY
LAST MAME STATUS: CLOSED
e wee: [ 5V
ADDRESE:
CITY: STATE: WY ZIP:
HOME PHINE : % BUS. PHONE:  —
MDDEL YEAR: [ 15 MODEL : FROAE
MILEAGE: 124000 W3
DEALER MAME: PATRIOT FORD, LTD. SALES CODE: 11309% P& A: 00103
CAUSAL CODES: 1012 SYMPTDOMS: 1064150
QRIGIM: GO TRANS . DS5T/RGN: TRAMS. DATE:
SERVICE/SSALES: 1 CONTACT DATE:
ACK. CINIE: ASSIST CORE: AWARD ANT: O SURVEY: (¥ DR M)
BUILD DATE: CALIBRATION:
ESP INFD: EXPIRES:
OPEM RECALL: OWMER WOTIFIED: MICRO:
COMMENTS :
1997/02/28
=+% NAVIS: SLESEOUENT + %+

CUSTOMER SAYS:

- VEAICLE HAS BEEN AT THE UEALERSHIR SINCE 2/20/07
- THE ¥EHICLE I5 GETTING THE SEAT BELT REGALL PERFORMED 9454B AND 285849

PER CLISTOMER, DEALER SAYS:

= THERE 5 A BACKORDER ON THE PART AND IT WILL BE B TD & WELKS, SUPPLTIED A

LOANER VEHICLE
"

CUSTOMER SEEKS:

= YEHICLE REPAIRED SOONER

L]

CAC ADWVISED:

- EXPLATMED BACKORDER DELAT
- AFDLOG1ZED FOR DELAY

- DEALER wOLLD BE IM BEST POSITION TO PROVIDE
REFLACEMENT PARTS
1997/05/ 14

TH15 CONTACT HAS HEEN UPGRADED.

OWNER RELATIDNG VOP/BENCHMARKING 09/11/98

INFORMATION 0N AVAILARIL1TY OF

THE MEwW CONTACT [5 108434965

FAACARTG




oafi11 /98 MASTER OWHER RELATIONMS SYSTFM I 14.21.02
::F;.--l:::===|l.|1:x:=="&:--d=:==lli--h:::;:l-.--:::ll S-S EIENSgas-c-c-c-EEEgm
OB 14Ly BRF: Xx17 CONMCERN COMTAEY YEH TYFE: CaR

WEW YORK 13 IN/TR: CONTACT WBR: 108434965 DPFENED: OS5/ 1471007
VIN: 1zw-rz1u4|_sh ENGINE: U CLOSED: 0572871397
LN L E LN N hHI:=l...ﬂsh::=llIl::::===-l:=='.'l'l-lth====----h
LAST MWAME: STATUS: CLOSED
TITLE: 7 NaME . I i

ADDRESS:

CITy: STATE:; IP;
HOME PHONE : m BUS. PHONE: H I

MODEL YEAR: ao MODEL: FROBE

MILEAGE: 124000 VsD:

DEALER WAME: PATRIOT FORD. LTD. SALES CODE: 113095 F & A OO10F
CAUSAL CODES: 1012 10R8A SYMBTOMS : 1041046

ORIGIN: an TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 COMTALT DATE: 0572071997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SLURVEY: Y (¥ DR N)
BUTLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENTS :

1997/08/ 14

THIS CONTACT IS5 AN UPGRADE OF CONTACT NUMEER 108i%8883
*++ B0 DAYS OUT OF SERVICE wes

*v+ THI5 COMTACT I5 OPENED DUE TO OPEN RECALLS HES4E AND Y6500 wws
ven MNAVIS: SUASEQUENT wmew

CUSTOMER SAYS:

= VEHICLE HAS BEEN AT THE DEALERSHIP SINCE 2/20/97

- THE VEHICLE 1% GETTING THE SEAT BELT REELALL FERFORMED SE654B AND 95%99
]

FER CUSTOMER, DEALER SAYS:

THERE 15 A BACKORDER ON ThE PART AND IT WILL BE & TQ @ WEEKS, SUFFLIED A
LOANER VYEHICLE

L
CLETOWER SEEKS:
= WEHICLE REPAIRED S00M

L
CAC ADVISED:

-INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REQICHWaL DFFICE.

-REDUEET WMR.BOE DOLAN [ SWC MMGR} CONTAGT THE CUSTOMER MITHIN 2 BUSINESYS DAYS-
1887/05/31

#¥NTHIS IS THE CLESING COMMENT

CUST CAR HAS BEEN AT DEALERSHIP SIMGE 2/20/9T FOR SEAT BELT RECALL AS DOF PHOME
CALL MANE ON 0B/12/87 PARTS HAVE JuST OECOME AVALTBLE FOR SH1PMENT AS OF 5/9/
8T STILL WAITTHG FOR HER PARTES TO SHOW

OWNER RELATLONS YDPFBENCHWMARKING O&/11/9B FAXCARTG




e/ 11788 MASTER OwhER RELATIONS SYSTEM II 14.21.0%2
- ——mAAEEEERK=====-—asEREREERFR=======m=m ABREEEEEEIE === --—xxsANEAREEEFE=====S S==oaxxdEBE
2272.UR GRF : XKODB INFORMATION CONTACT YEH TYPE: ChAR
ODETROIT 48 INSTR: B2 CONTACT MBR: 108157926  DPENED: 02/28/15837
WIN: L EMNGINE ¢ CLDSED: Q2/38/1987
FEEX T RET T B B § N -c——rmm bdEEEEREFERST === C-rxSERNEEEEEFS =SS S-SC-S-SSOmEEm
LAST NAME: STATUS: CLOSED
TITLE:

FIRST MAME: - Mi:

ADDREEE:

CITY: A RO SHURGH STATE: 21P: -
HOME PHOME : k ALS . PHONE : b

MODEL YEAR: 90 MBOEL : PROBE

MILEAGE: 154000 wib:

DEALER NAME: HAYDEN-BEARDSLEE FO SALES COCE: 14B582 PR oA DIR1A
CAUSAL CONES: 1283 EYMPTOMS: 104100

ORIGIM: =0 TRANS. DST/RAN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: AS5IST CODE: ‘AWARD AMT: O SURVEY: (¥ DR N}
BULLD DATE: CALIERATION:

ESP INFO: EAPIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

198704726

e MO VIN AVAILABLE +v»
wun MAYIS: SUASECUENT =~++
CUSTOMER SAVS:

-WEMT 1M FDR 5EAT BELT RECALL

-DAUGHTER 1% ONLY ] AND CaH'T DRIVE THE DEALER®S RENTAL CAR { INSURANCE
ISSUE])

~DEALER WILL LDAN CAR TD MAOTHER AND THE MOTHER CAN DRIVE THE LOAKMER  AND
GIVE HER CaAR TO DAUGHTER

~MDTHER REFU4%ES TO EIVE UP HER DODGE WAM

_DEALER SAID THAT CUSTOMER CAM SIGM A RELEASE WAIVER aND GET THE CAR  BACK
*
PER CUSTOMER, DEALER SAYS:

-DEALER WILL HWOT RELEASE THE CAR WNTIL THE SEATRELTS COME IN

—WE WILL GI!VE %25 A DAY TM RENTAL ASSISTANCE

-0 WEEM BACKORDER

-HAYDEN-BEARDSLEE IS THE DEALER

-CORY---A5ST SERVICE MANAGERY SAID wWE WILL MOT GIVE THE CAR BACK BECAUSE
THE TIE-RODS ARE BADLY WORW AWD THE WHOLE FROMT EMD COULO FALL DFF AT AHY
TIME CAUSING AN ACCIDENT

-FORD WILL FROYIDE THE CUSTOMER WITH & FORD ESCORT LDAMER THROUGHDUT  THE
DURATION OF THE PARTS DELAY (PAID BY FORO PER RECALL HOTLIME)
.
CUSTOMER SEEKS:

=CAR BACK

=FREE FRONT END JOBE

L3
CAC ADV1SED:
=~ WARRANTY HAS EXFIRED
- FORD W'LL NDOT PROVIDE FINANCIAL ASSISTANCE TO THE £0ST OF THE REPAIR

OWNER RELATTONS VDP/EENCHHMARKING D9/11/0H FLXCARTE




0a/11/98 MASTER OWMER RELATIONS SYSTIM 11 14.21.02
IR R IR R R RN RN T IR RN RN RN RENRARERELE RN FREL L LY Y FE | Y Fepepripayes
32 F2UR GRP: XKDH INFORMATION COMNTALT YEH TYPE: Ca&R
DETROIT 48 IN/TR: B2 CONTACT MBR: 108157925 OPEMED: 02728/1007
YIN: L EMGEINE : CLOSED: 0272871997
LR UL L IR LR LRI ER R L T R DL R T
1997/027 24

-CLUSTOMER REFUSES ANY OF THE ABOVE OPTIONS WILL BE CONTACTIMG THE OEALER

T3 SEE IF AMY OTHER OPTIONS ARE AVAILAELE

—CLUSTOMER MAY CALL EBACK WITH VIM, PLEASE UFGRADE TO A CUMCERN FDR THE OPEN
CUSTOMER 5AYS:

=JILL AT THE DEALERSHIP IS A TERRIFIC PERSOM AWD 15 VERY HELPFUL

E]
CAC ADVISED:
-ADDING CUSTOMERS COMMENTS
~CORY AT THE DEALERSHIP IS VERY HELPFUL ALSD

OWHER RELATIONS VOR/BENCHMARKING 08/11/98 FARACARIG




09/ 11/58 MASTER OWMER RELATIONS SYSTEM 1] 1a_21.02
lllll=====I=:--lll-il--:---nl---k---===='3=l-l=-=====ll-lt:::::-----:::::uu:--
TAB1RL GRP: KAr13 CONCERM CONTACT VEH -TYPE: CAR

CENVER 54 INFTR: &1 CONTALT WHR: 104158505 DPENED: O2/28/1997
VIM: 1IVPTIOLELE ENGINE: € CLOZED: 0370871987

=SC—HEEEEeE==-r=—-—EmEmEEN -.t--::===--ﬂll=:-===l=lll=====-lill-=!===.—-==ll
LAST MAME : STATUS: ELOSED
TITLE: FIRST MWAME: - Ml

ADDRESS :

CITY: STATE: :
FOME PHONE ; sus, puone: [

MODEL ¥EAR: a0 MODEL: PROEE

MILEAGE: 1 w50:

DEALER NAME: WARMER SUPER FORD 5 SALES CODE: 136030 Pk A QBR324
CAUSAL CODES: 1013 SYMPTONS : 104 100

ORIGIN: a0 TRANS. DST/RGN: S& TRANS. QATE:
SERVICE/SALES:; 1 CONTACT DATE: 0273871957
ACK_ COCE: ASSIST CORE: W AWARD AMT: 1 SURVEY: ¥ (¥ O N)
EUILD DATE: CALIBRATION:

ESP TNFQ: EXPILRES:

DPEWM RECALL: OWNER WOTIFLED: MICRD:

COMMENTS :

189TF02/28

wsu MILEAGE LUNAVAILAELE wev

#vr THIS CONTACT 15 OPENED DUE TD DPEN RECALL 96598/0GS48 wwr

*v+ NAVWIS: SLUBSEQUENT »#+

CUSTOMER SAYS:

- DEALERSHIP TOLO CUSTOMER THEY 'D CALL WHEN THE PARTS CAME TW FOR THE SEATRELT
= CUSTOMER JUST CALLED BACK FOR THE SECOND TIWE TO CHECK OM THE PARTS AND THE
DEALERSHIP SAID THEY DO NOT HavE THE RECDHDS OF WITHER DF THE CUSTOMER'S FIRST
¥I158IT

*

PFER CUSTOMER, DEALER SAYS:

- JORN, CUSTOMER WOULD HAVE T8 BRING DUT THE VEHICLE AGAIN TO HAVE THE PARTS
VERIF1ED AS TO WHICH PARTS TO ORDER

w

CUSTOMER SEEKS:

= DOES WNOT WANT TO HAVE TO HRING TN THE VEHILLE AGAIN SIMCE THEY HAYWE ALREADY
DETERMINED WHICH PARTS TO USE--THE TRALKS AND THE MDTORS

. .

EAC ADVISED:

= INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED 10 THE DEALER

- REQUEST MR. RANDY¥ SANDSTROM (CUST REL MWAR/SYC MNGR} TO CONTAECT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1597 fas/ot

HS4#THIS I5 THE CLOSING COMMENT

MR HHREKKE Wi5 CONCERMED ARDUT ZEAT BELT PARTS THAT HAD BEEN ORDERED [N DECEMEF
R-UOR PARTS DEPARTMENT HAD M255 PLACED THE ORDER-WE WERE ABLE TO LOCATE THE
SPECYIAL DADER FORM LATER ON IN THE DAY WE FOUND THAT THE PARTS WERE ON Dg3
STATIS- NATIONAL BACKDADER -AND HADN'T BEEN RELEASED YET DAVE RI1CHARDSON {54)
CALLED AND EXPLAINED SITUATION TH CUSTOMER - WE ARPRECTATED HIS PATE INCE.

OWNER RELATIONS VOPSBENCHMARKING D9/11/98 FAXCARTS




oo/ 11798 MASTER OWNER RELATIDNS SYSTEM 1! 14.21.032
....q::::::====-.-.---";::=====—_===:--......-===================-===-----I"=
4115M0 GRP: XX17 CONCERM CONTACT YEH TYPE: CAR
DETROIT 48 INSTR: CONTACT WBR: 10B158995  QPENED: 03/03/1997
VIN: 1:~.r|-'r=1u1|_5ﬁ ENGINE: L CLOSED: ©3/41/1987

=== SAENIEREEEEF==S=SS=STasdtad

u
LAST MAME: STATUS: CLOSED
ADDRESS-

CITY: ROCHESTER HL3S STATE: . _
HOME PHONE : BUS,. PRHONE:

MODEL YEAR: ap MODEL: PROEE

M!LEAGE : 75000 WSD:

DEALER WAME: HUNTINGTOMN FORD INWC SALES COOE: 1480751 F R A: DQ2T1Q
CAUSAL CODES: 1203 10RA EYMPTOMS : 104100 403000

DRIAQIM: Go TRANS. OST/RGN: 48 TRANS. DATE:
SERVICEFSALES: 1 CONTACT DATE: 0370471237
ACK. CORE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR W)
BUILD DATE: CALIARATION:

ESP INFO: EAPIRES:

DPEM RECALL: OWMER MOTIFIED: MICRO:

COMMENTS :

1997/03/03

#v4 PARTS DELAY OVER 30 DAYS &w=

wma NAYIS: ORIGIMAL «+=>

wis THIS CONTACT IS5 OFEMED OUE TO OPEM RECALL 98548 +a+

wme THIS COWTACT IS DPENED DUE TO OREN RECALL 94ES4 #»»

CUSTOMER SAYS:

PER MA. STOUFFER:

= HAVING TROUBLE GETTING RECALL DOME OM SEaT BELT

- HAS BEEN WAITING SINCE WIO-DECEMRER FOR PART FOR THE SEAT BELT

L]

PER CUSTOMER, DEALER SAVWS:

- NO CONTACT YO HUSBAND

-

CUSTOMER SEEK3:

- RECALL PERFDRMWED

= SPEAK TO AREA FORD REP.

-

CAC ADVISED:

- MS. HOPPE [£UST. REL MGR.) IS IN THE EEST POSITION TQ ASSIST vOU.

= SYC WGR MAY CONSULT FORC CEM IF REQUIRED.

-1NFORMATION HAS BEEN DOCUMEWTED AMD FORWARQED TO THE DEALERSHIF WITH A COPY
TO THE REQIQHAL OFFICE.

-REQUEST JENHMIFER HOPPE (CUST. REL MMGR] EONTACT THE CUSTOMER WITHIM 2
BUSIMESS DAYS

1997/03/04

FENTHIS IS THE CLOSING COMMENT

CUSTOMER COMTAQCTED TO LET THEM KNOW THAT PARTS ARE HERE AND TO SCHEOULE
A TIRE TO BRING YEHIGCLE [N

OWNER RELATIONS YOP/BENCHMARKING 08/11/98 FAKCARTG




U9f11fEH MASTER OWMER RELATIONS 3¥5STEM 11X 14,821 _0H2
== ASEEEEEI==—=————xxSSASEEEIF-S===S==c-EK NEEEEBEEEFFs= - - rREEEEEEEENETS=ST==S=SS=SS ===
DESBAS GRP: XXI1T COMCERM CONTACT VEH TYPE: CAR

DR 10 INFTR: €1 CONTACT MEBR: 1D81G606D3 OFEMNED: 0370371397
YVIN: 1ZvPT21U20 EMGINE: U cLOSED: 031171897
EEBRF==—===x3d1 EEEEEF=————=—-—-rxmmsssdlEIREEREES EEna———r-—ocxxxmbaENR
LAST MAME: ETATLES: CLOSED

ADORESS:

£Ity: STATE: ZIP: I
HOME PHONE: BUS. PHOHE : b

MODEL YEAR: MODEL : PROAE

MILEAGE: GO000 Wsp:

DEALER MAME: WAYNE COUNTY FORD  SALES CODE: 116486 P& A: DI417
CAUSAL CODDES: 1203 1012 SYMPTOMS : 104 100

ORIGIN: GO TRANS. DST/REN: 16 TRAMS. DATE:
EERVICE/SALES: 1 CONTACT DATE: ¥3/0451997
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURYEY: ¥ (Y DR M)
BUILD DATE: CALIBRATION:

E5P INFO: EXFIRES:

OPFEN RECALL: DWNER MOTLFIED: MICRO:

COMMENTS

1887 /0a/03

wer YEHICLE THVOLVED IN RECALL 26548 AND SE599 wss

wve NAVIS: SUBSEQUENT =+=

CUSTOMER SAYS:

- BHE RECEIVED A RECALL LETTER (#96588) AND THE DEALER HAS ORDERED THE FARTS,
BUT THEY HAVE NOT CDME IM YET

- SHE TOOK HER GaR IN TO BE REFAIRED AMD THE DEALER DRDER THE RIGHT SIDE SEAT
BELT

- THE DEALER TOLD HER TO caLL BACK IN 10 WORKING DAYS AND HE WOULD HAVE THE
PART

+ THE OEALER CALLED TO CHECK OM THE PARTS AND WAS TOLD THAT THE PARTS HAVE NOT
HEEN MADE

- THE PARTS WERE DRBED 1714797

L )

PER CUSTOMER, DEALER SAYS:

= HE SAID HE WAS GETTING & RUN ARDUMND

- HE ENCOLRAGED THE CUSTOMER TO CALL CAC

-+

CUSTOMER SEEKS:

- TOD GET HER CAR FIXED

¥

CAC ADVISED:

-INFORMATION HAS BEEM DOCUMENTED AMD FDEWARDED TO THE DEALER

-REQUEST MR.JOHM MULLEN |PARTS MNGR) TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYE

1997/03/04

CONTACTED CUSTOMER AMD IWFORMED HER THAT THE PART WAS IM, MADE AW AFPOITHMENT
FOR O3-08-1887 TO HAVE THE PART INSTALLED, THIS WAS FIME W1TH THE CLSTOMER
AXATHLIS 15 THE CLOSING COMMENT

CONTAETED CUSTOMER, TWFORNED HER THE PART WAS 1N AND SET UP APPT FOR D3-0E-597

OWNER RELATIONS VOP/EENCHMARKING 09/11/08 FAKCARTG




Qa/11/98 MASTER OWMER RELATIONWS SYSTEM 11 14.21.02
::-l::::::lllll-:r.:::l:=======---l--:lI::-------l--lu-:======lllltk=======llllt
25T74JS GRF: Xx05 COMCERN COMTACT VEH TYPE: CAR
PHILADELFHIA 16 INSTR: 1 ONTACT NBR: 108182442  OPENED: Q370371997
VIN: 1zuprzncz|_5_c ENGIWE: C CLOSED: 0371071897
ERFRdEREaemE—-—=-—-_= — =I-Il-----:::‘-=l-'I'!--:=:====IIIIIII======----I
LAST NAME: STATUS: CLOSED
TITLE: FIRST NMIE:- MI:

ADDRESS:

CITY: STATE: MJ ZIp:

HOME PHONE : M BUs. pronE: I

WMODEL YEAR: 20 MODEL: FROBE

MILEAGE: TA000 WSD:

OEALER NAME: WINNER FORD SALES ERDE: 116040 P B A DO124B
CAUSAL CORES: 1203 2801 10RA SYMPTOMS: 104100

DRIGIN: GO TRANS. DST/RGMN: 18 TRAME. DATE:
SERVICESSALES: 1 CONTACT DATE: 0350371497
ACK . CDDE: ASSIST COOE: W AWARD AMT: Q SURVEY: ¥ (¥ OR M)
BUILD DATE; CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL : OWNER MOT!FIEQ: MICRO:

COMMENTS:

1997 /03703

+»v PARTS DELAY OVER 30 DAYS »sw

*++ THIS CONTACT IS5 OPENED DUE TD OFPEN RECALL 96548 & GBSSS s34
#an NAVIS: SUBSEQUENT =+#

CUSTOMER SAVS:

“ T ORIGIMALLY CALLED THE DEALER TO ORDER THESE PaBls 10/66

= MY SEAT BELT DDES NOT WORK PROPERLY

= DNLY THE LAPM BRELT WORKS PROPERLY

= 1 AM CONCERNED THIS WILL NOT PROVIDE THE ADEQUATE FROTECTION

L)

FER CUSTOMER, DEALER SAYS:

ED SAID TO CALL TEH B0D0 WUMBER

= WE ARE STILL WAITING FOR THE PARTS TO BE DELIYERED

*
CUSTOMER REEKS:
= AAVE THE RECALL FERFLINMED

4

CAC ADVISED:-

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED Td THE DEALERSHIP WITH A
COFY TDO THE REGIOMAL OFFICE,

- REQUEST MR.FRAMK ALLARD (£UST. REL MMNGER) CONTACT THE CUSTOMER W1THIN 2
HUS IMESS Davs

OMNER RELATIDNS YOP/BENMCUMARKING 08/11798 FANCARTG




09/ 11/28 MASTER OWNER RELATIOMS SYSTEM II 14.21.08
======l=:—lll:.*:::::::l:;::..----::;-===.'r_ll-:.l==:::::....:u::::::::--..'----
257 4J5 GAP: XKOS CONCERN CONTACT YEH TYPE: CAR
PHILADELPHIA 18  2ZN/TR: CONTACT WBR: 108161462 (REMED: 03/0371497
VIN: 12¥pT20CoLS ENGINE: LLDSED: 0371071907
III...==-======-'ll-.-ﬂlll======..l---::.-::====-...--.::::::------g.::::::---
1997/03/03

*»» PARTS DELAY OVER 30 DAYS =7+

*un TH1G CONTACT IS OPENWED DUE TO OFEW RECALL S5%48 & OB5GS +aw

*vs NAVIS; SUBSEQUENT wwe

CUSTOMER SAYE:

= 5HE 15 CONTACTING FORD BACK ABDUT THE SAME SEATEELT CONCERN

[ ]

PER CUSTOMER, DEALER SAYS:

FER MR. FRAMK ALLARD:

- DOES WOT MNOW WHY THE CAC IS SENDING IMFORMATION TO THEM

= THE PART ARE WOT ARRIVING UNTIL &-85 WEEKLS - PACKORDER DELAY

- RECDNTAGCT FORD AT THE LCAC

L d

CUSTOMER SEEKS:

~ RECEIVE THE PART

- SUPERYISOR REQOUEST - MUST SPEAK WITH SDMEDNE

= MAME OF THE SUPERVISOR OF THE CAD

- MEET WITH REGIONAL GFFICE

- VEHICLE WHILE THE PAAT CONMES TH

L)

CAC ADVISED:

RE YEHICLE WAILE THE PART COMES IN:

- LOAMERS ARE WOT A PROVISIOM QF THE WARRANTY fRECALL .

- COWTACT MR. WARK LIMDER [(SERV. MBR.) FOR CLARIFICATION OF THE CEALERSHIP'S
POLICY ON ALTERMATIVE TRANSPORTATIOM.

- MAY REQUIRE AM APFOINTMENT

RE MEET WITiH THE REGSIONAL REPRESENTATIVE:

- MR. MARK LINDER {(SERV. MGR.} [5 IN THE HEST POSITION TA ASSIST YOU.

= SVYC MEBR MAY CONSLLTY FORD ©SM [F REGUIRED.

RE SUPERVISOR: ’

= MAMCY VYERT, PROCESS WANLEFR OF THE CAC

RE SUPERVISOR REQUEST:

*» NOT PASSED YO A SUPERVISOR - DOES WOT QUALIFY DUE TO THE PARTS DELAY <=
- REVIEWED INMFORMATIONW WITH SLPERVYISOR - CS5R DID ADVISE THE CORRECT
INFORMATION - RECOMMENDED THAT THE CLSTOMER WORK WITH THE SERVICE DEPARTMENT
FOR RECEIVING THE PART

- THE PART I5 0OW BACKOPRDER DELAY

RE RECEIYE THE PART:

= INFORMATICON HAS BEEN DOCLMENTED AMD FORWARDED TH THE DEALEASHIF WITH A copy
TO THE REGIOMAL OFFICE.

- REQUEST MR. FRAMK ALLARD (CUST. REL MNGR] CONTACT THE CLSTOMER WITHIN 2

BUSTNESS
SPOKE HITmeHE REQUESTED A LDANER CAR WHILE MAITING FOR HER
SEAT BELT RECALL .WE HAVE WD PROVISIDN AT WINNER FOR SERVICE LOANER
DUE TO BACK ORDERED PARTS.SHE WANTS CONTACT WITH Z0NE REP.ROBERT KELLER

I IMFORMED HER 1 wWOULD RELAY ALL INFD TO NR. WELLER,ALS0 I WILL CALL HER BACK.
DEALER CDNTACT FRANK ALLARD

OWNER RELATIDNS VOP/BENCHMARKING OB/ 11798 FAXKCARTG




a9/ 11/98 MASTER DWMER RELATIONS S¥STEM 11 14.21.02

l---::::::--ll!l=::==:-lll=======-ill.=========:-il===========r-lln=======:-|l
1550LE GRP: KX0S CONCERM COMTACT VEH TYPE: CAR

S0R 10 IMNSTR: G2 COMNTACT KER: 10B1GS487T OPEMED: 037041997

VIN: 1ZVPT20CSL ENGINE: [ CLOSED: ©3/05/1997

r--o=——kREAN ESgpaa s EmmEBERPEE-————rmmmSfSEFCc-c-=-c=c=-c-c--c-AREEEARESSSSSSormEmETm

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

AUDRESS:

N AT e—
HOME PHONE : % BUE . PHONE:

MODEL VEAR: MOOEL : FRDBE

MILEAGE: QOO0 WED:

DEALER WAME: SHULTS FORD LINGOLMN SALES CODE: 144517 P B A: 88517
CAUSAL CODES: 1204 SYMPTOMS: 104100

ORIGIN: (ca ] TRANS. DST/RGM: 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03705719497
ACK_ CODE: ASSTIST COOE: F AWARD AMT: O SURVEY: ¥ |Y DR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS:

1587 F03,/04

wes THIS CONTACT 15 DPENED DUE TO OREN RECALL 98548 r:a

ter NAVIS: SUBSEQUENHT =»we

CUSTONER SAYS:

~CUSTOMER WILL BE MOVIMG SOOM

-WOULD LIKE THESE FARTS MADE AVAILAELE IMMEDTIATELY

-ALS0 WOULD LIKE TO COMPLAIMN ABOUT THE AVATILABILITY OF ALL PARTS FOR VEHICLE.
CAN'T FIND NEW PARTS FOR THIS VEHICLE ANYWHERE

-

PER CUSTOMER, DEALER SAYST

-PARTS WON'T BE avAILAELE FDR & WEEKS

~-ORDERED THEM 3 WEEKS AGD

-CUGTOMER TS DN A WAlTIMNG LIST

"

CUSTOMER SEEKS:

~T0 HAVE PARTS MADRE AVAILABLE SODMER

L ]

CAC AOVISED:

_INFORMATION HAS BEEW DOCLMENTED AND FORWARDED TO THE DEALER

~REQUEST MR.JIM CORBIN {CUST REL MMGR] TO CONTACT THE CUSTOMER WITHIW 2
BUSIMESS DAYS

1927 /0350%

C5M, STEPHAMIE REEL, SPOKE WITH JIM CORBIN,

VERICLE Ha5 BEEN REPAIRED, AND THE CUSTOMER 15 TO RETURN THWE LDAWER VEHICLE
AND PICK UP THE CAR. CUSTOMER SHOLLD BE VERY HAFFY.

NRATHIS 15 THE CLOSING COMMENT

5EF PREVIOUS COMMENTS

AHMTHIS 15 THE CLOSTMG COMMENT

SEE PAEWIOUS COMMENTE.

OWNER RELATIDNS wDP/EENCHMARKINE 09/11/38 FAXCARTG




g9/11/98 MASTER DOWHER RELATIDNS SYSTEM 11 14 _21.02
lllIn=====iI-IIIIF=====IIIIIII======n-IlIllln========tl.....::::::::::----.-.-
ERLET GRP: XAOR COMCERN CONMTACT VEH TYFE: CAR
DETROIT 48 IN/TR: A2 CONTACT WBR: 108169335 OFENED: 0370471987
vIN: 12VPT21U41 5185350 EMGINE: U CLOSED: D3f34/19897T
EEEENEEF===2

LAST MNAME: STATUSG:

TITLE: ST MNAME: MI:

AODODRESS:

HOME PHOME-: BUS. PHOME:

MODEL YEAR: MODEL : FROBE

MILEAGE: 0000 wah:

OEALER MAME: JEROME - DUNCAN [NE SALES CODE: 148048 P& A: a302%
CAUSAL CODDES: 1204 SYMPTDNS: 104 100

ORIGIN: 0 TRANS. DST/RGHM: Al TRANS. DATE:
SERVICESSALESG: 1 CONMTACT DATE: 0371271997
ACK, CDOE: AS515T CODE: W AWMARD ANY: 0 SURVEY: ¥ (¥ OR N]
BLILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPENM RECALL: . DuwWMNER WOTIFIED: MIGCRD:

COMMENTS :

1997 /03704

wwe YEHICLE INVOLVED IN RECALL DES48 & 98580 »+»
wxi HAVIS: SUBSEQUENT 4=
CLUSTOMER SAYS:

_WENWT IN FDR A RECALL PEFAIR OM THE SEAT BLET RECALL BA%4E/06599
.

PER CUSTOMER, DEALER 54Y¥5:

~THEY ARF WAITIWG FOR THE PA&RTS TO COME IH.

-

CUSTOMER SEEKS:

-EXPLAMATION FOR PARTS DELAY

"

CAC ADVISED:

RE: REGCALLS 9BR548 & 955349

-INFORMATION HAS BEEN DOCUMENTED AWD FORMWARDED TO THE DEALER

-REQUEST MR. BR!AN SEFICK (CUST REL MNGR]) TO CONTALT THE CUSTOMER WITHIN 2
BUSINESS DAYS

RE: EXPLANATION FOR RECALL PARTE OELRY

~EXPLAINED THE PROALEMS WITH THE DELAYS WITH THRE RESTRAINT TRACKS

-ASSURED THE CUSTBMER THAT EVERYTHING POSSIBLE wWAS BEING QONE TO MEET THE
PARTS DEMANO FOR THIS RECALL
1987/03/14

OLE COMTACTED CUST,EAFPLAINED PARTS DELAY DUE TD DEMAMD, DOLR MWILL CONTACT CMS

T AS SDOM AS PARTS BECOME AVAIL .,
1327/03/17

#FHITHIS I5 THE CLDSING COMMENT

DLE CONTACTED CUST ,EXPLAIMED DELAY DNUE TO HEAYY CEMAND ,ADVSIED PARTS MGR TO
CONTAET CUST AS SOON AS PARTS COME !N TQ EXPEQITE REFAIR OW BELTS . END
FF¥THIS 15 THE CLOSING COMMENT

SEEE PREVIDUS CONTALT

OWMWER RELATIONS VOP/BENCHMARKING O08/11/98B FAACARTG




Das11/98 MASTEP OWMER RELATICONS SYSTEM ] 14.21.02
EEEEE AN NN I FEERECOSISQESSSSSSSSSSS SIS SOSSSSTSSITSSISIISSSCSSRIIMOEEYEEEEEEEER
D329EC ARP: Kx1T EONCERW COMTALCT WEH TYPE: CaR

DRLAWDO 24 ZMNSTR: CONTACT MAR: 10OB1T1836 DFEKRED: O3/0571997
WINM: 12UPT21U5L5* EMGIMNE : U CLOSED: 03F 1471997

SEarramkxxmid EEEENEENSAEEN SRS SASE RN AR ENMemndmRERESCERSESSSSSS

LAST WAME: 4TATUS: CLDSED
TITLE: FIRST MAME: - WI:

ADDRESS.:

CITY: m STATE: e _
HOME FHOME : BUS. PHOME: _

MOCEL YEAR: MODEL : FROBE

MILEAGE : ATO0 WaD:

DEALER WNAME: VELOE FORD ThiC SALES CODE: 124404 P & &: 04950
CAUSAL CODES: 1012 1204 10RA SYNMPTOMS: 104 100

ORIGIN: aoc TRANS. DST/RGH: 24 TRANE. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/08/1007
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURYEY: N (¥ DR M)
BUILD DATE: CALIERATION:

ESP INFO: EXPIPES:

OFEM RELALL: QOWNER NOTIFLED: MICRO:

COMMENTS:

1997 /03/05

=%» PARTS DELAY OVER 30 DAYS &»~

w+#» THIS CONTACT IS OPENED DUE TO OPEN RECALL 96548, 95588 ~-r-

#x»¢ NAVIS: ORIGLNAL *=+

CUSTONER SAYS:

=IN DCTODHER CUSTOMER RECEIVED A RECALL LETTER FOR THE S5EAT BELTS

=THE POWER FUMCTIDW OF HIS BELT IS NOT WORKIMG

-IT DDES NOT ALWAYS RETRACT

=-THE DEALERSHIP HAS BEEN TELLIMNG THE CUSTOMER DR1FFERENT TIMES THAT THE PART
wWouLD BE IN

~CLSTOMER HAS EEEN WAITING FOR SIX WMOMTHS FDR THE RARTS TO HAVvE THIS RECALL
FPERFORMED

-

PER CUSTOMER, DEALER SAYS:

=PARTS MWILL NOT BE IN FOR ANATHER S1X TO EIGHT WEEKS

L

CUSTOMER SEEKS:

-TD HAWE SEAT HELTY REPAI!RED

[ ]

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TQ THE DEALER AS WELL AS OUR
REGIONAL QFFICES

-REQUEST MR, STEVE CUMMINS[SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1997 /03/07

ARXTHIS IS THE CLOSTHA COMMENT

VERICLE WAS ARDUGHT TN TD SERVICE DN 3/3/97 FOR 15T VISIT FOR RECALL DRDERED
PARTS TRACK AMO MOTOR ARE OM BACK CORCER FOR BE TO B WEEWS FROM VENDDR WE CAW DD

NOTHING ABDUT THIS PLEASE CLOSE THANMK ¥YOU SHERRY LABELLARTE CUSTOMER RELATIONS
L]

OWMER RELATIONS VOP/RENCHMARKING 09711/9R FAXCARTO




o211 /aR MASTER QWNER RELATIONS S¢S5TEM 11 14.21.02
S RENE AT T CECEEd I F- S CF SN CMNEN-s==-=g E@allSISSS=EsNak-——cf-aEmE
B234DM GRP: 2xoz3 [NFORMATION CONTACT VEH TYPE: CAR

TWIN CITIES 58 ZWSTR CONTACT NBR: 108172140 DFEMED: Q37081697

VIN: 12¥RT23L.7LS

ENGIMNE: L CLOSED: O3/05/ 1897

LAST NAME: ATATUS :
TITLE: FLIRET HAME MI:
ADDRESS:

CITY: STATE : [N

HMOME PHONE : BUS, PHDOME:

MODEL YEAR: MOBEL : FROAE

MILEAGE: 9000 W5

DEALER NAME: WALSER MOTORS INS  SalFS CODE:  15A00T PR A O5350
CAlSAL EODES: 1220 1204 3105 SYMPTOMS - 104100

ORIZIN: ag TRANS. RST/RAON: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: [¥ DR NJ
BUILD DATE: CALIBAATION:

ESP INFD: EXPIRES:

OPEN RECALL: ONMER MNOTIFIED: MICRD:
COMMENTS :

1997 /03705

#+¢ VEHICLE INVOLVED IN RECALL 95548 8 96500 swe

*vr MNAVIS: ORJGIMNAL wve

CUSTOMER S5AYS:

“DEALERSHLF REPLALZED ONLY PART DOF THE RESTRAINT S¥YSTEM FOR THE RECALL
-SEATEELT WAS WORKING PR1OR TO BRINGING IT TNTQ DEALER, AND NOW IT IS WOT
WORKING AT ALL

“CUSTOMER CONCERMED ABDUT WIFE DRIVING THE VEHICLE FOR THE NEXT 2 MONTHS

-

PER CUSTOMER, DEALER SAYS:

=IT WILL TAKE & WEEKS FOR THE MOTOR TO EOME IN - PER TECHMICIAN
-

CUITOMER SEEKS:

-TO HAVE SEATRELT WORKING THE WAY IT WAS

“WANTS TQ HAVE EMTIRE RECALL FERFORMED AT THE SAME TINE (FART TA COME IN ASAPR}
"

CAC ADVISED:

*+REGARDS TO OBC TD CREG AMLUXEN=+

-“RECALL SCENARIO !5 & NIGHTMARE

-CUSTOMER DIDNT TELL US THAT THE SEAT BELT WaAS [NTERMITTANTLY WORKING UNTIL
WE LODKED AT VEHIZLE

-WE'RE WAITING FOR THE BYRILLAR SWITCH WITHC IS PART OF THE MOTOR KIT CALLED
FOR TN RECALL

-CAN WE GET JUSY THE SWIToH SENT TQ LS?  ANY HELP FROM YDUR DEPARTHENT WOoLLD
BE GREATLY AFPRECTATED

DWHER RELATIONS VOPR/BENCHMARKING 09/11/898 FAXCARTE




09/11/98 MASTER OwWNER RELATIDONS SYSTEM 1T 14,.21.02
-_:_tl---...u=====;;::.-...n.p:::::_—::::*--'ll.-|:====:========ktl.-'llllﬁ==========
B3805E8 arRP. 15 CONCERN COMTACT VEH TYPE: CAR
CINCINNATI 47 INFTR: D CONMTACT MBR: 1Q94EBB843 DPEMED: 02/16/1383a
VIN: ‘-ZUPTEMTLE— ENGINE: C CLOGED: 02,/25/1933
EEEEELCE - =xEKEBEEREEEEEAFRC== EEEESEEBEEEFEEmRo-=-——-=—-—=—xammxhEIIEREEFFRNETCI—-———=—==-====
LAST MAME: ETATUS: CLOSED
TITLE: rirsT Nave: [ N

ADDRESS:

CITY: STATE: ~ b [ ]
HOME PHONE : RU% . PHOME :
MODEL YEAR: MODEL : PRUGE

MILEAGE: GO000 w5D:

DEALER WAME: STAR FORDAT DXAMODDOR SALES CODE: 147020 P& A: OEES4G
CAUSAL CORES: 1200 0405 C406 SYMPTOMS : 1041080

DRIGIN: Go TRANS. DST/RGN: 47 TRANS. DOATE:
SERVICE/GALES: 1 CONTACT DATE: 02/718/1934
ACK, CODE: ASSIST COOE: R AWARD AMT: O SURYEY: ¥ LY GR N}
AUILD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER WATIFIED: KRICRO:

COMMENTES :

1998/03/ 16

e+ YEHICLE TWWVOLYED IN RECALL SB%9% svw

wvs VERICLE IMVOLVED TM RECALL DB6548 ~v+»

w«vs PARTS DELAY OVER 20 DAYS wwe

*++ HNAVIS: PROGRAM wws

CUSTOMER SAYS:

- MY SEAT BELTS DD NOT RETRAET

= I RECE!VED RECALL INFORMATION IN NOVEMBER AND WE TOOK IT TO THE DEALERSHIF,
THEY SA1D THEY COULD WOT OO0 AMNYTHIMG AT THAT TI1ME BECAUSE THEY NEEDED A
SPECIAL TOOL FROM FORD TO DO THE RECALL WORK

- 1 HAVE HEEN WAITIMNG FOR A YEAR NDW FOR THIS SEATBELT RECALL

- WHEN EWER WE TRY TO £ALL THE DEALERSHIP THEY TREAT US VERY RUDE

L]

PER CUSTOMER, DEALER SAYS:

- WE ARE WAITING FOR PARTS

L

CUSTOMER SEEKS:

- WOULD LIKE THE RECALL REPAIR COMPLETED

L

CAC ADVISED.

~-INFRRMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-REQUEST MS. MARY LDU LEIDGEN{CUST REL MNGR/ SVC MNGR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1998/02/18

#A¥THIS IS THE CLOSING COMMENT

CALLER €UST T8 SCHEDULE APPT FOR RECALL; CUST wlLlL TalL¥ TO HUSIAND AND CALL B8
CK WHEN COMVENIENT TO BRING IM

OWNER RELATIDNS VOP/BENCHMARWMINE DUF11/6H FAKCARTG




a9/ 11/80 MASTER OWNER RELATIONS %S¥STEM 11 14.21.02
—c—c—cxmmEEEEESE==—=—=—c=—rasAdNEREFEC === =-xosllIENENAENFSCSCSSCSCSITaSmSEaESAE s dAREEETIC=TE@EEESDSD
595G GRP: 2X04 TWNFORMATION CONTACT VEH TYPE: CAR
DETRDIT 48  INSTR: CONTACT NBR: i081TTEEE OPENER: D2/05/13867
VIN: 1ZVPT2ILELE ENGINE: U CLOSED: 03/06/1997

—xxmasBEREFREI oo o o T y p oy pmemLlEFAEEEE I T TN s Emsnad AR R E R R E ST S DS

LAST MAME: STATUS: CLDSED
TITLE: FIRST mu::- MI:

ADDRESS :

CITY: LIVONTA §TATE : 1P: -
vome prone: [ Bvs. PHOME: _

MODEL YEAR: 90 MODEL : PROBE

MTLEAGE : 1 WSD:

OEALER NAME: VILLAGE FORD INC  SALES CORE: 148027 P b A: D797
CAUSAL CODES: 1204 1203 SYMPTOMS: 104100

ORIAIN: &0 TRANS. DST/RBM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE*

ACK. CODE: ASSIST CODE : AVARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :

1897/D3/04

ess VEHICLE INVOLWED 1IN RECALL THESHA ++=

ess VEHICLE INVOLYED IW RECALL HBS4H wev

w+v MILEAGE UNAVAILABLE ==*=*

www WNAVIS: DORIGINAL +*s

CUSTOMER SAYS:

- WEHICLE 15 IN FOR RECALLS ON THE PASSIVE RESTRALNTS

= THIS 15 RIDICULDUS THAT I AM HAVING TO WALT 8 WEEKS T4 GET THE PARTE

- TOLD THE DEALER BEFORE THE RECALL CAME OUT THAT I WAS HAVING A PROBLEM, THEY
WOULD NDT REPAIR [T LUMRER WARRANTY BEZALUSE I wWAS OVER 60,000 MILES

»

PER CLSTOMER, DEALER SA¥S:

= PAT IN SERVICE- WE ARE MWAITING FOR PARTS THEY ARE ALL OM BACK ORDER THE
DEROT DOES WOT HAVE EWOUGH.

.

CUSTOMER SEEKS:

- WANT THIS REPAIRED IMMEDIATELY

»

CAC ADVISED:

- DEALERSHIP I5 THE BEST TECHMICAL RESOURCE

- M5 KATHY WILKIE {CUST, REL MGR} IS IN THE BEST POSITION TO ASSIST YOU.
- 1F PARTS ARE OM BACKORDER DELAY THE DEALER IS IN THE BEST POSITION TO
PROVIODE INFORMATION OM THE ORDERS THEY HAYE IW AT THE ORDERING CENTERS

OWNER RELATIONS VORP/BENCHMARKING 0%/ 11f98 FAACARTG

S




0a/11/98 MASTER DWMER RELATIONS SYSTEM [ 14,21, 32
dA A AEEEA AN R SRS S EEEEEE S ENEEFIFIJEFNEI S SAFEEEEELAENIS NS FFFEEEEEEEEEENEEEE A EEGEIFED
ITa1GM GRP: xxq2 CONZERN CONTACT YEH TYPE: CAR
OETROIT 4R IN!TR CONTACT NER- 1051?3459 OFEWED - D!jﬂﬁf199?
WIN: 1ZUPT21USL5 EMGIMNE : CLOSED: DE{i?fiBHT
HEdEEEEEEEEEEEEEEESEEEERER | 4 [ I R BRI J MM I BRI EITRERRRERRIRERRERREFIRERERTETI T 1
LAST MNAME: STATUS: CLOSED
TITLE: FIRST MAME: MI:

ADRRESS -

HOME FHOME: Aaus. PHDHE

HROOEL YEAR: 'HD MODEL : PROBE -
MRILEAGE: SE000 5D

DEALER MWAME: FLAMNERY FORD 1MC SALES CODE: 148050 F & A QaTsla
CAUSAL CODES: 10412 2801 SYMPTOMS: 104 100

DRIGIN: GO0 TRANS. D5T/RGH: 48 TRAMNS. DATE:
SERVICE/SALES: 1 CONTACT DATE: ﬂafn7j1997
ACK. CODE: ASSIST CODE: W AWARD AMT; S SURYEY: v (¥ OR W]
BUILD DATE: * CALIBRATION:

ESP INFO: EXPIRES:

PENM RECALL: . OWNER NOTIF1ED: WMICRO:

COMMENTS:

1997/ 03 /DG

#«+¢ THIS COMNTACY IS OPENED DUE TD OPEN RECALL 92548 OR 23599w«s
CUSTOMER EAYS:

- THE PASSEMGER SEATBELT IS NOT WORKING AT ALL

= THE CUETOMER HAS A FASSEMNGER EVERTDAY AND THE ESEATBELTS

- THE MOTOR CONTIMUES THD RUM EVERY FEW MINUTES

- THE CUSTOMER HAS BEEN WAITING SIMNCE

¥

PER CUSTOMER, DEALER SAYS: MEAL GREGDRY (SERVICE)

= THERE T% A SUPPLIER PARTS HACHK ORCERIMG

- GAVE CUSTOMER THE BDC MUMBER

L]

CUSTOMER SEEKS:

= FOR RECALL TQ BE COMPLETED

-

CAC ADYISED:

- INFORMATICN HAS BEEN QOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. CHR1S5 FOLLOGK (CUST REL MMGR) TO CONTACT THE CUsTOMER WITHIN 2
BUSINESS DAYS

1997703 10

##ETHIS IS THE CLOSING COMMEMT

DEALER HAS TRACK FOR RT SI0OE SEAT BELT BUT IS STILL WAIYING ON RT S1DE WDTOR,
AS SOON AS PARTS POMKE 1N DEALER WILL COMPLETE REBATAS,

OWHER RELATIONS YOP/BEWCHMARKING 8085711788 FARCARTG




S 11,98 MASTER OWWER RELATIONS S¥STEM 1] 14.24_02
IIII---H'k-I======IIltik==='=ll======II-I=====III::::==EII::::::II-:::::-‘-‘-::
&8 1 3BF GRP: Xx15 CONCERN CONTACT YEH TYPE: CAR
MEMPHIS 23 IN/TR: CONTACT MBR: (OBIT9975 GPENED: 03/06/1997
YIN: 1ZYPTA0C LS ENGINE: © CLOSED: O3/17/199T
EEE LELELT N NE N Ull======ll=======lI======ll-==,—_,—_=lll=====--
LAST HAME: STATUS: CLOSED
TITLE: FIRST MAME: - NI:

ADDRESS:

cITY: STATE: IP: -
vowe prone: RN evon: . IR

MODEL YEAR: ap MODEL :

MILEAGE : 10000 WsD -

CEALER MAME: JENKINS GWYNNE FARD SALES CODE: 123079 P& A: OS5618
CAUSAL CODES: 12043 SYMPTOMS ; 104 100

ORIGIMN: G0 TRANS. DST/RGN: =23 TRAMNS. DATE:
SERVICE/SALES: 1 CONTACT DATE; 03/07/1357
ACK. CORE: ASSIST CODE: W AWARD AMT: Q SURVEY: ¥ (¥ DR N
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWMER WOTIFIED: MICRD:

COMMENTS :

1997408706

“w* THIS CONTACT IS OPENEDR DUE TO DPEN RECALL SESTD «.s

*o¥ THIS CONTALT IS5 OPENED DLE TD OPEN RECALL GE548 =es

vww NAVIS: ORIGINAL w++

CUSTOMER SAYS:

- WANTS RECALL INFORMATION

- DEALERSHIP WAS SUPPOSED TD DRDER THE FARTS OM 117147386

- DEALERSHIP DDES MNOT HAVE THE PARTS IN STOCK

= MEVER WAS CONTACTEDR EY THE DEALEREHIP

3

PER CUSTOMER, DEALER SAYS:

- PER JOHN STEEL, HAS NOT RECORD OF CALLING [N 10/ 8%

-

CUSTOMER SEEKS:

- WANTS THE PARTS TO BE DELIVERED

E

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDERD TO0 THE DEALER

~REQUEST MR. JEFF BATEMAN {CUST REL MMGR) TO EONTAET THE CUSTOMER WITHIN 7
BUSINESS DAYS

1097/037 10

FHFTHIS 15 THE CLOSING COMMENT

WE ADVISED CUSTOMER SOME OF PARTS ARE STILL ON NATIONAL BACKORDER. WE WILL EE
HAPPY TO OO RECALL AS SOON AS PARTS BECOME AVATLABLE. PLEASE CLOSE CONTACT.

OWNER RELATIONS VOP/EENCHMAERK ING DAS11/0B  FhxCapTc




aaf11/5a8 MASTER QOWWER RELAT{ONS SYSTEM 11 14_ 21,632
tl===.—.==l----l======lll.-i:===l=——l-l|::::::-IE'Ill:::::==I----====-----x=====-llt
OESGAS GRP: %X17 INFORMATION CONTACT YEH TYPE: CaAR
DETROIT 4B INSTR: EZ CONTACT WEBR: 108183600 OFEMED:. O3/07/19a7
VIN: L EMGLMNE : CLOSED: g3yov/1a4a7
ENdARNE—_—-—mpEGT~ =Illlll===n==---=======---h-:SIIIIII.:-II:::.'-
LAST MAME: STATUS: CLOSED
TITLE: FIRST mHE:_ MI:

ADOREEE:

cItr: STATE: P -
HOME PHONE : BUS. PHONE: _

MDDEL YEAR: MODEL :

NILEAGE: 1 Wi0:

DEALER HAME: DAYE KNAPP FORD L-N SALES CODE: 14E554 PE A Q2732
CAUSAL CDDES: 1012 SYMPTDMS : 104 100

QRIGIM: [ TRANS, DSTSRGN: TRANS, DATE:
SERVICESSALES: 1 CONTACT BDATE:

ACK. COQE: ASSIST CDOE: AWARD AMT: 0 SURVEY: (¥ OR N}
BUILD DATE: CALTIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRD:

COMMENTS :

1997/03/07

++eNO VIN AVATLABLE »++

CUSTOMER SAYS:

- EHE RECEIVED & RECALL LETTER FOR THE SEAT BELTS

SHE TODK THE VEHICLE IN TO THE DEALER ANO THEY SAID THE PARTS ARE NOT TN
THE PARTS HAVE WOT HEEM IN YET

= THE PARTS WERE ORRERED TWICE 13/17/796 AND 1710/97

i

]
PER CUSTDMER. DEALER 5A¥S:

= THE PARTS ARE NOT AVAILABLE
+

CUSTOMER SEEKS:
= TOQ HAVE HER CAR F1XED
- TD TRAMSFER HER WEHICLE TO ANDOTHER DEALER SO THEY CAN REFAIR HE RECALL

L]
CAC ADVISED:
= I DO KOT HAVE AVAILARLITY FOR HER

OWMER RELATIONS VOP/RENCHMARKING 09/11/%8 FAKCARTG




o0s/11/98 MASTER DWNER RELATIDNS 5Y¥STEM II 14.21.82
l.p:::-l--'!::::ll..:====---l_ls::---i---::::::1.-::::::::-.-.n:::::I---.l,—.=====-.
BTTIEA GRF: Xx02 COMCERN CONTACT VEH TYPE: CAR

50R e ZHSTR: COMTACT KWER: 108121280 OPENED: 03£1051997
VIM: 1ZveT21UaL ENGINE: U CLDSED: 0372471997
--ln===lI---===x--------nz--lI--l====lll...l:===lll'.'==== cAREEEEG=-=—-—masddEREO==Z
LAST MAME: ATATUS: CLOSED

TITLE: e1psT Nave: Ml :
ADDRESS:

CITY: HELBYVILLE ATE: P -
HOME PHONE _ BUS. PHOME:

MODEL YEAR: an MDDEL : PROBE

MILEAGE: F0000 wso:

DEALER MAME: RIDINGS-XAMIS DF EW SALES CODE: 141472 P & A: 4O8B132
CAUSAL CODES: 1204 12RA SYMPTOMS : 104100

DRIGIM: an TRANS. DSTSRGH: 41 TRANS. DATE:
SERVICE/SALER: 1 . COMTACT DATE: 03/17/1997
ACK. CODE: ALSIST CORE: R AUWRRD AMT : D SURWEY: Y (Y OR M)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER MOTIFLED: MICRO;

COMMENTS :

1857 /08710

wrs THIS CONTACT [5 OPEMED DUE TO OPEN RECALL 96548 AND HESEG sa 9

wia MAVIS: SUBSEOUENT w»¥

CUSTOMER SAYS:

- 1 CAN NOT GET THE RECALL PERFORMED

- CURRENTLY THE DRIVERS SIDE SEAT BELT 1S THOPERATIVE

- [ HAVE REEN TRYING TO HAVE THE RECALL PERFORMED FOR THE LAST &-7 MINTHS

- WHY DDES FORD MOTOR COMPANY 1SSUE A RECALL IF THEY ARE LNWILLING TO PERFORM
177

+
PER CUSTOMER, OEALER 3SAYS:
- MR WIKE FOSTER, SERVICE MAMAGER. WHY DONT YDU CONTACT THE CONGRESSMAN

¥

cuUsTOMER SEEKS: .

- TO HAYE THE RECALL PERFORMED AL SOOM AS POSSIELE

CAC ADVISED:

~-INFORMATION HAS BEEN DOCUMENTED AMD FARWARDED TO THE DEALERSHIP wW1TH A COPY¥
TO THE REGIOMAL OFFLCE,

-REQUEST MR MIKE FOSTER [SWC MNGR) CONTACT THE CUSTOMER WITHIN 2 BUSTMESS DAYS
1887/03/11

sl IS CURRENTLY ATTEMPTING TD EXPERITE PARTS TH THE DEALEASHIP 5D RECALL
WORK CAN BE COMPLETED. FER DEALERSHIP, CUSTOMER WAS WOT ADVISED TD CALL
CONGRESSNAN FOR ASSISTANCE EUT TOLD THAT REPAIRS wWOULD HE COMPLETED ONCE
RECEIVED. CSM I5 CLOSING CONTACT SINCE DEALERSHIP CAN NOT REPALR WHILE
PARTS ARE OW BACKOREER. £SM 15 CONTACTING PARTS ANALYST TO HELF WITH THE
ORRER.

wat CEM --- BETHSHEEBA LOGSDON w=+

FXHTHIS 15 TWE CLDSING COMMENT

CSM CLOSING CONTACT.

OWMER RELATIDNS WOP/RENCHMARKING 09/11/9B FAACARTG




a9/ 11798

MASTER OWMER RELATIONS SYSTEM 11 14_21.02
EEgPiIi==============xxsramamaneiddesFEd b L EEEEEECEA S C - - - S-S SSSSSSSSSSCOSNJEESEE S S S &S EDF S
2506J4 GRF: 6 INFORMATION CONTACT VEH TYPE: CAR
DALLAS 53 ZNSTR: 02 SOMTAST MWER: 101964 1B QPEMNED: 03711/1997
WIN: L EMGIME : CLOSED: 031171987
EE L L St T AT L L EE R R ERE RN ] RN RERRRERRERELLLLLELAR DL LR R L LI L LR}
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - Ml
ADDRESS:

CITY: STATE: K ZIP:

HOME PHONE : “ BUS. PHONE: I
MONEL YEAR: o MODEL : FROBE

MILEAGE: 119000 wsD:

DEALER NAME: TURNPIKE FORD INC SALES CODE: 152307 P AR A: OBBT3
CaUSAL CODES: 1012 SYMPTOMS: 104100

ORTAIN: an TRAMNS. DST/RGN: TRAME, DATE:
SERYICESSALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURYEY: (¥ DR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OwMER NOTIFIED: W] CRO :

COMMENTS :

1997/03/114

weehD WIN AVAILABLEr++
CUSTOMER SAYS:

- TQOK THE VEHICLE [N FOR THE
L]

PER CUSTOMER, DEALER SAYS:

- THEY DRDERED THE PARTS 1-25-
BACKORDER

"

CUSTONER SEEKS:

- RESOLUTIDN TO THE CONCERN

L

CAC ADVISED:

- PLEASE CONYAET THE EUST REL

RECALL TO BE PERFORMED TD THE SEATEELT

47, HAVE NOT RECEIVED THE PARTS DUE TO A

MER KEWIN BEWNTON FOR FURTHER ASSISTANCE

- THE PARTS ARE DROERED RIGHT THROUGEH THE DELAERSHIFP DIRECTLY
*ss CONTACT NOT OPEMED DUE TD LACK OF VIN, UNAHLE DT VYERIFY RECALL

DWNER RELATIONS YOF/REMCHMARKIWNG OS5711/38 FAXCARTG




o9/ 11/98 MASTER OWMER RELATIONS GHSTEM II 14.21.02
l--.l:::::::::lllllip:==a::::-IIIllIIHI-========-lllllll========lhllll.l'.l=::=w
OGOAMR GRP: A%L1§ CONCERM CONTACT YEH TYPE: CAR
HOLSTON 57 INFTR: A CONTACT WHR:@ 1081992567 OPEMED: 03/12/1997
VIN: 1zverzwacs N ENGINE: U CLOSED: ©a3/f21/14947
EF=s=—#dEkREERERN AEEER e REEREEREREEREEEEEFI IS s ——-—-—=—-c=——_HEEEEEEE======S===S
LAST MNAME: STATUS: CLOSED
TITLE: _ rirst wane: [

ADDRESS:

CITY HIOLS TON STATE: IP:

HOME PHONE : _ BUS. PHONE: EXT: '
MODEL YEAR: 90 MODEL :

MILEADE: 112000 wsh:

GEALER WAME: AUSSELL BSWITH FORD SALES CORE: 152026 P B A: Q4972
CAUSAL CODES: 1209 SYMPTOMS : 104 100

ORIGIN: G0 TRANS. DST/RGN: B52 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0371371997
ACH. CODE: A%SIST CODE: W AWARD AMT: ¢ SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP INFD: EAPIRES:

OPEN RECALL: - OWMER MOTIFIEQ: MICRO:

COMHIENTS:

129703712

+#4 VEHICLE INVOLVED IM RECALL 95548 ,98599 +++
wev NAVIG: SUBSEQUENT =w»
CUSTOMER SAYS:
- THE SAFETY RESTRAINTS ARE EROKE
~ ARE THERE ANY RECALL
"
PER CUSTOMER. DEALER SAYS:
- HD CONTACT
L 3
CLISTOMER SEEMS:
- TG MOW LF THERE ARE ANY RECALLS
-
CAC ADVISED:
-IWNFDRMATION HAS EEEN DOCUMENTED AND FORWARDED TOD THE DEALER
~REOUEST MR. DAVID FITZHUGH. (CUST REL MNGR) TO CONMTACT THE CUSTOMER WI1THIM 2
BUSINESS DAYS
1987703414
FH#¥THIS 15 THE CLOSING COMMENT
I F Hi CLE [S CURRENTLY IN OUR SERVICE DEPARTMENT FOR THE SEAT
BELT RECALL.WE ARF AWAITING THE SEAT HELT TRACK.WHEM WE RECEIVE ThE PARTS HIS
VEHICLE WILL BE REPAIRED. DAYID FITZHUGH,CRM

OWNER RELATI!DNS VDPF/RENCHMARKIWG 09/11/98 FAXCARTE




s 11/98 MASTER OWMER RELATIONS SYSTEM I 14.21,02
S-S S S-S S S S S S S S S S S S S S S S TS REEFNEINIEEEREEE XY =SS =SS CS S CSCSLSCSL S EFARNARALENEc-c===-======
DECIMR GRP: xa1B COMCERN CONTACT VEH TYPE: CAR
HOLUSTON 57 INSTR: A1 CONTACT MER:; {0B1992G67 OPEMED: 0O3/1251997
WIN: 12VPTZ1UILS ENGIME : U CLASED: D3/21/1937
e NS SRS EEESSESEEEESsCcEIaAN EEEFrs - - - =S==SCc N IEERNEE RSN === =======
1997 /D804

CUSTOMER SAYS:
= THE PASSENGER S10E SAFETY RESTRATWT RECALL STILL HAS NOT REEM PERFORMED

PER CUSTOMER., DEALER SAYS:

- WAITING ON PART
.

CLUSTOQMER SEEKS:

= TO HWOW IF THERE IS A DELAY

-

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIENCE & BACK - ORDER STTUATION

= IMFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MDST CURRENT UPRDATES UM PART
DELAYS

CWMER RELATIONS YDP/BENCHMARKING O09711/9B FAMCARTS




gas11/98 MASTER OWMER RELATIONS S¥STEM TI 14, 21,02
——————x A EEEENEEISSccc—==ootkSdENEEENEENEPOSSSSScScScc-zxxsaAAIENEBENENRESOS=======
BI8E5TN GRP: AXIT COMCERM COMTAET YEH T¥FE: LAR

NEW YORK 13 ZNSTR:  J1 CONTACT WBR: 1082050871 OPENEDR: 0371251997

VIN: 12WPT2UBLS EMGINE: U CLOSED: Q373451997
==== ===.-t-----..-:======! EAEEEEEEEFEEEEODC-C=STS =SS S S

LAST MAME: STATUS: CLOSER
TITLE: FIRST NAME: Ml :
ADDRESS:

HOME PHOME : BUS. PHOMWE:

MODEL YEAR: ag WODEL: PROBE

MILEAGE: 1 WED:

DEALER MAME: HBIJLL KOLEJR. FAORD SALES CORDE: 113484 P B A: 20543
CAUSAL CORES: 14432 10RA SYMPTOMS : 104108

ORIGIN: GO TRANS. DST/REM: i3 TRAMS. DATE:
SERVICE/SALES: 1 COWNTACT DATE: 0371771837
ACKX. CDDE: ASSIST CODE: R AWARD AMT: O SURYEY: ¥ LY OR N)
BUILD DATE: CALIERATION:

ESP 1NFO: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: MiCROD:

COMMENTS :

1937 /03712

s4x NAV1S: SUBSEQUENT #+x

x5« THIS CONTACT IS5 QPENED DUE TO OPEM RECALL GES4R »w1»

*x¢ VEMICLE INVOLVED IN RECALL 9BS43 wes

CUSTDMER SAYS:

- CALLING ABOUT & RECALL ON WIS VEHICLE

- TOOK IN ON 12/16/9€ TO HAVE THE DEALERSHIF INSPECT THE VEHICLE
- HAS BEEN VWAITING 3 MONTHS FOR THE P&RT

L

FER CUSTOMER, DEALER $AYS:

- THE PARTS ARE UN BACH OROER

-+

CUSTOMER SEEKS:

- TO KNOW WHEN THE FARTS ARE COMING IN

»

CAC ADVISED:

PER ANGELD (SERVICE DEPARTMENT!:

- HAS THE RIGHT SI1DE, WAITING FOR THE LEFT S51DE

- THE LEFT SIDE IS OW MATIOMAL BACK ORDER

- DEALERSHIP I% THE BEST TECHWICAL RESDURCE

- MR, (SYC MGR) IS5 IN THE BEST PDAEITION TO ASSIST vOU,

vesON-YLC=+» MADOE AN CQUTBOJUNMD CALL TO THE DEALERSHIP FOR IWNFORMATION OKW PARTS
1997703517

#P¥THIS 15 THE CLOSIMG COMMENT

CUSTOMER HAS BEEN WALTING FOR TWQ SPECIAL OROER FRONWT SEAT BELTS FOR RECALL.
LEFT 5IDE SEAT HELT !5 AT DEALER AMD CUSTOMER HA% BEEW WOT1F1ED THAT WE WILL
INSTALL RIGHT AwWAY. HOWEVER, RIGHT SIDE SEAT BELT T5 D99 AWD FORD DDES NOT EXP

ECT TO SHIPF FOR AT LEAST A TO 19 WEEKS. WE HAVE CONTACTED ALBERT BURLEIGH FOR
HELP IM FROCURING FPART.

OWHER RELATIONS VOP/BEWCHMARKIMNG OBF11/98 FAXCARIG




oa/11/98 MASTER OWNER RELATIONS S¥SYEM 11 14.21._02
=====IIIIII=======I==I!di!!::::==I'I-:=====--I!-ﬂi=========§==========tn======
A2IEEW GRP: XR14Q CUNMCERN COMTACT VYEH TY¥PE: CAR

DALLAS =+ THSTR: COMTACT MER: 1082044454 QPENED: oaf123/1997
VIM: 1I¥PT2Z0CIL EMNGYME: C CLOSED: O3/31/1987

FENENsxE=CcEC=zZaa S E NN AN ssssEEE S NS mEmESSSCi=mkmms————cmasn
LAST NAME: STATHS:

TITLE: FIRST MAME: WI.

ARNRESS:

CITY:
HOME PHOME:

MODE| YEAR: -]

STATE: F:
BUs . PHOME
MODEL : BE

MILEAGE: B0 W&O -

CEALER WAWE: FIVE STLRFORD EALES CODE: 152000 P& A: O24RA
CAUSAL CODES: 2001 STHPTOMS : 104100

ORIAIN: Gn TRAMS. DST/RGN: 52 TRAMS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 03f20/1897
ACK . CODE: AS5IST CODE: R AWARD AMT: O SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIBRAYION:

ESP INFO: EXFIRES:

OPEM RECALL: . OWNER MOTIFIED: MI1CRO:

COMMENTS:

1997 /02/13

a7 THIS EDONTACT IS OPENED DUE TO OPEM RECALL HE548 A JEZHE 4w

*rr HAVWIGS: ORIGINAL +=n

CUSTOMER SAYS:

- THE SEAT BELT IS5 NOT WORKING

- THEY FEEL. THAT THIS IS5 A SAFETY HAZZARD

- THERE 1% A RECALL AND THE DEALER SAID THAT IT WILL TAKE & WEEKS FOR THE
PART

¥

FER CUSTOMER, DEALER SAYS:

= PAARTS ARE OM ORDER, IT COULD BE B WEEKS

¥
CUSTOMER SEEKS:

= TO HAVE THE SEAT BELTS REPAIRED A5aP
.

CAC ADOVISED:
- INFORWAT [ON HAS BEEN DOCUNMENTED AND FORWARDED Td THE DEALER

“REQUEST SUSAN FAHAM [CUST REL MNGR) T CONTACT THE CLUSTOMER WITHIK 2 BUSINESS
DAYES

1957/02/24
#WNTHIS 15 THE CLDSING COMMENY

OWNER RELATIONS VOP/BENCHMARKING 09711798 FAXCARTG




o9/s11/98 MASTER OWMER RELATIDNMS SYSTEM )| 14,21.02
S s F S G AEEFE N NN NN R A A EE R TS S S S S S S =SSENENNENENBNRR I - - S-S - OgAEEEEEREEE-—-==—=—===
S3870LE GRP: 2511 COMCERN CONTACT VEH TrRE: CaR
PHILADELFHIA 16 ZN/TR: CONTACT NAR: 108208653 DPEMED: 0371371987
VIN: 121.!912(:1:41_5“ ENGINE: € CLDSED: 03/21/1557
=S======araaEnm S CENANNNSNENEkEr === -CGEEEEEENEEEEE===S====

LAST MAME : STATUS: CLOSED
TITLE; e: N WI:

ADDRESS :

CITY: STATE: NuJ cIP: -
nose rHoke - [ HBUS. PHOME: 999-009-9999

MODEL YEAR: 90 MOPEL ; PROBE

MILEAGE : 100000 w5

DEALER MAME: FOTTER & HILLMAM FO SALES CORE: 116445 PAA: DI2T4
CALSAL CODES: 1304 SYMPTOMS : 104100

ORIGINM: GO TRANS. OST/RGN: 16 TRANS. DATE:
SERVICESSALES: 1 CDNTACT DATE: 0371371997
ACK. EODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (Y DR M)
BUILD DATE: CALLARATION:

ESP INFO: EXPLRES:

OPEN RECALL: DWNER NOTIFIED: MICRO:

COMMENTS ;

1997 /03713

wee THIS CONTACT IS OPEMED DUE TO OPEN RECALL S6548 & 95599 wve
==+ NAWIS: PROGRAM we#

CUSTOMER SAvi:

- THE BELT BROKE IN JUNE OF 189586

- RECEIVED RECALL WOTICED DN S&AFETY BELT

- THE DEALER SAID THAT THE PARTS ARE ON OFDER

= THEY HMAVE NOT COME IN YET

= THE PASSENGER SIDE BELT IS WDRKING

PER CUSTOMER, DEALER SAYS:

- WAITING FOR OTHER PARTS TO COME IN FOR THE DRIVERS SIDE PART
"

CUSTOMER SEEKS:
= WHEN WILL THE PART BE IM

*
CAL ADYISED:

- MADE DAE TO DEALER:THE TRACKS HAVE COME IM;CUSTOMER [5 WELCOWME TO COME AND

HAVE THEM IWSTALLED. ALTERMATE TRAMSPORTATION WIL] BE AVIALABLE IF MEEDED
1297./03/ 14

¥ANTATS 15 THE CLOSING COMMENT
SPOKE TO LYDIA AT CAC AND MADE AFPT FOR MOM 3/17-=CALLED TO CONFIRM WITH £USTD
MER TDOAY--wE DD HAVE DR SIDE TRACKS NOW TN STOCK-=OLC SvD

OWMER RELATIDNS VOP/BENCHMARKIMG 02/11/58 FALLARTG




oR/fii/an MASTER DWMWER RELATIDNS SYSTEM I1I 14.21.02
A MmN NS ST S SSSSSSSSSSSESIAMEEEEEREEANC XSS CCC=C-CTC-o =3l REENEBREEECSS—==—====-===gEEF
2049BM GRP: Xk{4a CONCERN COMTAET VEH TYPE: CAR
WASHINGTOMN 27 IN/TR: BRI CONTACT WBR: 1DBZ12823 DFENED: 031471997
YINM: 1IVPT22LEL ENGIME: L CLOSED: 0471471297
LA LR R LR L Ll NEF PRI SEFRENIEEEEERSEE - CCaINENEEEEARENI--c-=====
LAST HAME: - STATUS:

TITLE: FIRST MAME: MI:

ADDRESS "

CITY: GTATE ; VA ZIP:

HOME PHOME : BUS. PHONE:

MODEL YEAR: B MODEL : FROBE

MILEAGE: SE400 WaD.

DEALER MAME: LYNCAHURGFOROD INGC SALES CODE: 127501 P & A, OET738
CALUSAL CODES: 10RA SYMPTOMS: 104100

ORIGIN: 50 TRANS. DST/RGM: 27 TRANS. DATE:
SERVICE/SALES: 1 . COMTACT DATE: O4/03/10497
ACK. CODE: ASSIST CODE: D AWARD AMT; O SURVEY: ¥ [¥ OR N}
BLILO DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEM RECALL: OWNER WOTIFIED: MICRD:

COMMENTS :

1837/03/ 14

xnr PARTS DELAY OVER 30 DA¥S ++s

*x& HAVIS: ORIGIMAL e

»e+ THIS CONTACT IS OPENED OUE TO OPEN RECALL 96548 AND 58539 res
CLUSTOMER SAYS:

-THE DRIVER’S5 SIDE SEATBELT 13 STARTING TO MALFUNCTION

-THE PASSENGER SIDE SEATAELT 15 TOTALLY INCPERAELE

-RECEIVED LETTER FOR SEATBELT RECALL

-THE PART WAS ORDERED ON 1/14/87 AND STILL HAS NOT ARRIVED

-

FER CUSTOMER, DEALER SAYS:

=THE PART HAS NOT ARRIVED YET

-OME PART IS CLURRENTLY IN

-IT MAY TAKE AN ADOITIONAL 2-3 MONTHS

-

CUSTOMER SEEKS:

~AARTS DELAY INFORMAT]ON

-VEHICLE REPAIRED

L}

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A cOPY
T0 THE REGIQMNAL OFFICE.

-REQUEST M5 JANE CRUISE LCUST. REL MNGR) CONTACT THE CLSTOMER WITHIN 2
BLUSINESS DAYS
1897/0a/03

#4¥THIS TS THE CLOSING COMMENT

CUSTOMER WAS CALLED PARTE ARE NOW TN 4/3/97 CUSTOMER CAN NOT BE FOUND

OWNER RELATIONMS VOP/REMNCHMARKING O8711/98 FAXCARTE




[-FARFL-]:] MASTER OWMER RELATIDMS SYSTEM LI 14.21.02
EmmEEEEamEEsd AN E S EEmEEEEEEEEEDIECEENESSSSSSSSSSSSSSSSSEsmsmsssssssz====
A213LT GRP: AA03 INFORMATION CONTACT VYEH TYPE: CAR

LOS AMBELES A ZH/TR: EZ CONTACT MNER: {0OB21BBET OPENED: D3/17/1997

YIN: 1EVFTZ1UALS EMGIMNE: U CLOSED: O3/1751997
EmC T AR EEEEEEE S -l l_l AN ANSAEEN A I N NS N AN RS EAEELE S R EEE.

LAST NAME: STATUS: CLRSED
TiTLE: FIRSET MAME: _m:

ADDRESS:

CITY: STATE: _P:

HOME PHONE : “ BUS. PHONE: -
MONEL YEAR: MODEL: FROBE

MILEAGE : 42000 WED:

DEALER MAME: FRITTS FORD BALES CODE: 171155 P& A O5ERT
CAUSAL LODES: 1203 1012 EYMPTOMS; 104103

ORIGIN: an TRANS . DO5T/RGN: TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACKW . CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIARATION:

ESP INFO: EXPTRES:

OPEW RECALL: OWMER WOTIFI1ED: MICRO:

COMMENTS :

18870317

ade YVEHIECLE [NVOLVED IN RECALL HES4B b HESEE +«»»

aav NAVIS: DRIGIMNAL =ww

GCLSTOMER SAYS:

- DRIVER'S SIDE MOTDRIZED SEAT BRELT LOES NOT WORK

- RECEIVED RECALL: DES4E & 95599

= HAS BEEMN TRYING TO GET THE RECALLS FERFORMED FOR FIWE DR SIK MONTHS

-
PER CUSTOMER, DEALER 3SAYS:

- WE 00 NOT HAVE THE PARTS, wHY DON'T YOU TAKE YOUR VEHICLE TO AMOTHER
DEALERIHIF

-

CUSTOMER SEERS:
- WANTS RECALLS DONE

.
LAl ADVISED:

- SERVICE MAMAGER 15 IN BEST POSITIOM TO ASSIST YOU WITH THE STATUS OF THE
PARYS FOR THE RECALL

OWHER RELATIONS VOP/HENCHMARKING ©3/31/98 FAKCARTG




oa/11/98 MASTER DWNER RELATIONS StS1EM 1L 14.21.02
ErECCEmEXC - E S - EECCE N AR T A TANT-ALX - EX - C-ENEIC-NS-SS-SX-S-S1SSS-SS-SS=S=-SSSQ-SSTQgo-EE-OE=S=
42070  GRP: 17 CONCERN CONTACT WEH TYPE: CAR
WASHINGTON 27 2N/TR: _Ed CONTACT NER: 10B202211  DPENED: 05/18/1997

¥IN: 1ZVPTI2LILE

ENGINE: L CLOSEDR: O4/01/1897

EmpFELLEEEEgEER ] S ket sl s S ECE AR E OEEE - EECEN

LAST NAME: 5TaTUS: CLOSED
TITLE: RST WAME: I MI:

ADNRESS : 1331

CITY: STATE: D ziP: [
HOME PHONE : m Bus. rHONE:

MDDEL ¥EAR: 90 MDDEL : PROEE

MILEAGE: 55000 WSD:

DEALER MAWE: CRYSTAL FORD LTD SALES CODE: 127002 P& A DBEBIT
CAUSAL CODES: 1203 1012 SYMPTOMS : 104 100

DRIGIN: BO TRANS, DST/RGN: 27 TRANS. DATE:
SERVICESSALES: 4 CONTACT DATE: 0372471927
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURVEY: Y {¥ OR N]
BUILD DATE: CALIBRATION:

E5F INFO: EAPIRES:

OPEN RECALL: CWNER NOTIFIED: M1CRO:

COMMENTS :

1597/0%/18

e MAUIG: SUBSEQUENT w&»

=sv PARTS OELAY OVER 30 DAYS *=&

4ms WEHICLE INVOLVED IN RECALL BES4H #w»

vav YERICLE INVDLVED IN RECALL 9EB5499 ww#

CLUSTOMER SAYS:

- VEHICLE AT DEALERSHIP FOR RECALL REPAIR DN SEATEELTS

- VEHICLE HAE BEEMW DUT OF S5ERVICE SIWCE O2-1%-987

=

FER CUSTOMER, DEALER SAYS:

~ PARTES ARE 0N CORDER

- ESTIMATED DELIVERY IS5 TWD WEEKS

.

CLUSTOMER SEEKS:

= VYEAICLE TQ HE REPAIRED A5 S00M A5 POSSIBLE

W

CAC ADVISED:

- THFORMWATION HAS BEEN DOCUMENWTED AND FORWARDED TO THE DEALER

- REQUEST MS. MARILYN PAYNE (CUST REL MMGR| YO CONTALT THE CUSTOMER WITHIN 2
BUSINESS DAYS
195?!95;24

¥RATHIS IS5 THE CLOSING COMMENT

PARTS ARE ON D99 FOR SEATHELT CONCERM, DLR OOESHT WANT TD RELEASE WITH
SAFTEY ISSUE, HAS CONTACTED ZJ5M AWND DOM TO HELP RESDLVE ISSUE, MO ANSWER DN
WHEN FARTS WILL BE AVALIBLE.

OWNER RELATIONS WOP/BENCHMARKING O5F11/98 FAXCARTG




a7 11/98 MASTER OWMER RELATIDNG SYSTEM 11 14.21.02
mixld med s LI LA EER NN FEEE R EC A I C N F D LR - A E PRI IFEFFasrrrar i fRENEEENEEEEE N EEEEEER
420700 GRF: 17 COMCERN COMTACT VEH TYPE: CAR
WASHIMGTOMN 27 IN/TR: COMTACT MBR: 108222111 OFENED: 03S18/1987
VIN: 1ZVPTZ2L1LS EMGIME: L CLDSED: Q40151987
EE S AR R R R L LR ELY AR REEELEDLRFEENELREERRR R
1887/03/25

#we MAVIS: SUBSEQUENT www
CUSTDMER SAYS:
=CALLIMNG BACK BECAUSE SHE HAS YET TO RECEIYE THE PART FOR HER VEHICLE

PER CUSTOMER., DEALER SAYS:SERVICE DEFARTHMENT
~NATIOMAL BACKORDER OGN THE PARTS

.

CUSTAOMER SEEKS:

-PARTS DELIVERED

L 3
CAC AOVISED:
= ODEALERSHIP IS THE BEST TECHNICAL RESOURCE

- [S¥C MER) IS IN THE BEST POSITION TO ASS1ST YOU.
= FART IS ON NATIOWAL BACKORDER

OWNER RELATIONS VOP/BENCHMARKINMG OEf11/98 FAXCARTG




paf11 /98 MASTER DWHER RELATIDWS S¥YSTEM I1I 14.21.02

EEREN - == - - EFMENEX=-=-======-SyimscCC=r--OCESEmmmmEm==—==i1am IMODES CS S SSOMEXr=-Sc-:z====mhN=
aG508ar GRE; xx113 CONCERN CONTACT YEH TYPE: CAR

L.O5 ANGELES 1 INSTR: CONTACT MEBR: 1082304642 ODPERED: D3/18/19497

VIH: 1ZVPTZOCELS ENMGIMNE: C CLOSED: 93/16/51987

SRR L L LELDR] -II=:====III.I-..::==q.u--::::::-....:::::::-

LAST NAME: STATUS:

TITLE: FIRST MAME: - W

ABDRESS :

CITY: STATE: P:

HOWE PHONE : # BUS. PHONE : _

MODEL YEAR: MODEL:

MILEAGE : 13000 CEL R

DEALER NAME: FRIEMOLY FORD SALES COBE: 171170 PE A 05574
CaUSAlL CODES: 1203 SYNPTOMS : 104 100

ORIGIN: GO TRANS. DST/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE; O3/18/1997
ACM. CODE: ASSIST CODE: W AWARD AMT: O SUAVEY: ¥ (¥ OR N!
BUILD DATE: CALTHRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS ;

1997708719

*¥+ VEHICLE INVOLYED Ik BECALL SES50 ssw
44x YEHICLE IWVOLVED IN RECALL S854R wv«
CUSTOMER SAYS: ’

=~ INVOLVED IN RECALLS

*

PER CUSTONER, DEALER SAYS:

=0OM MATIONAL BACKORDER

+

CUSTOMER SEEKS:

-RECaALL PERFORMED

L)
CAL ADVISED:

-INFODRMATION HAS BEEM JOCUMEMTED AND FORWARDED TO THE GEALER

~REOUEST MRE. RAY RIBILKI [PARTS MANAGER) TO CONTACT THE CLISTOMER EWITHIN 2
BUSINESS DAYS FUTURE LUPDATES

#¥4THIS 15 THE CLOSIMG COMMENT

DEALER WILL ASST CUST HAS SO0ON HAS PARTS ARE AVALLABLE AT THIS TIME THE SEAT

BELT RECALL !5 DN WATIOWAL BACK ORDER, THaNK ¥ou

OWHER RELATIONS vOP/BEMCHMARKING O8/11/9B FAKCARTS




08/ 11/98 MASTER OWMER RELATIOMS SYSTEM [I 14,281,682
EEEEE NN EEEEEEEEEEREEE R AN OE - - - - C-STCS=S= - - a3O3ENFPFEEEEEEERENBEC S-S === ========
43T0SA GRP: XXAT COMCERMN CONTACT VEH TYPE: CAR
ATLANTA 21 ZN/TR: E3 CONTACT WAR: 10E2308TE DPENED: 03719715497
VINM: 1zverT200s LS ENGINE: € CLOSED: 0470171887
=S===s=Sc-SoFaEwa EEES s bhdmrcr === =-==S====Sc=SCAFEEUNEEEEEBEAREREEThRcC-====
LAST HAME: ETATUS: CLOSED
TITLE: FiasT MAME_ MI:

ADDRESS:

CITY: DUDLEY STATE: P _
rMOME PHOME : HUS. FHOME -

MODEL YEAR: ag MODEL: FROBE

MILEAGE: 1 04000 WD

DEALER NAME: GSWIPES FORD SALES CODE: 131640 P& A: DETST
CALISAL CDDES: 1207 1203 SYNPTOMS: 104100
ORIGIN: an TRANS. DST/RGM: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DOATE: Q572671557
ACW,. CODE: ASSIST CODE: W AWARD AMNT: O SURVEY: ¥ (¥ DR N}
BULILD DOATE: CALTBRATION:

ESP INFO: EXPIRES:
OPEW RECALL: OWNER NOTLIFIED: MICRO:
COMMENTS :

1997/03/15

vew YEHICLE IWVWOLWED IM RECALLS 98548 AND 96599 saas

CUSTOMER %SAYS:

=VEHICLE IS INVOLYED IN SAFETY BELT RECALL

-CLUSTOMER MEYER RECEIVED LETTER FOR SAFETY BELT RECALLS

~DISCOVERED THAT WEHICLE WAS BEIMG RECALLED WHEH WEHICLE WAS BEING SERVITED AT
THIS DEALERSHIF IN DECEMEER 199E FOR ANOTHER CONCERM

-DEALERSHIP DROERED NECESSARY PARTS 12/23/97

=FARTY ARRIVEN EARLY THIS MONTH (MARCH 1997]

-CUSTOMER CANMOT GET HOME FROM DEALERSHIP

~DEALER OFFERED TO DRIVE CUSTOMER HOME, HLUT CANMNOT GUARAMTEE TRANSPORTATION
BACK TD DEALERSHIF

-WILL HOT PROVIODE LDAMER WEHICLE

[ ]

PER CUSTOMER, OEALER SAYS:

-{PER WOMAM IN SERVICE DEPARTHENT, NAME NOT KMOWN} WOULD HAVE PROVIDED LOAMER
YEHICLE IF CUSTOMER WOULD HAVE PLRCHASED WEHICLE HERE

-CAW ORIVE CUSTOMER HOME, BUT CANKWOY GUARANTEE TRAMSPORTATION BACK TO DEALER
L)

CLISTOMER SEEKEL:

-LOAMER WEHICLE

-TO QET RECALL PERFORMED

+

CAC ADVISEN:

REGARDING LOANER WEHICLE:

= N ESF

= WO TRANSPDRTATION ASSISTANCE PROVIDED
REGAROING RECLLLS:

=1IMNFORMATION HAS BEEM ODOQCUMENTED AMNO
=REQUEST MR. DEMNY STANEK [5UC MNGR]
DAYS

FORWARDED TD THE DEALER
T0 COMTACT THE CUSTAOMER WITHIM 3 BUSINESS

OWNER RELATICNS VOP/BENMCHMARKING O09711/9E

FAXCLRTG




29/11/58 MASTER DWMER RELATIONS SYSTEM 1] 14,21 .02
======l-l-=====---==:====l-=:::#:n.:::::l..‘:::::----.-h SE T OmmEEC- =SS amn=-=-—=—=—=—azamBm
A3TO5A GRP: xAt7? COMNCERN COMNIACT VEH TYPE: CAR
ATLANTA a1 IN/TR CONTRCT MBR: 10B2A0ATE AFENEL : D3f19/ 1997
VIN: 12WPT2OCELS EMGIME: C CLOSED: /0171997
=-----=====---l=====----l====111-===---:::::-----:::::....-u.......::::..:::::
1997 f03 /28

PHETHIS IS THE CLOSING COMMENT
CUSTOMER SCHEDULED APPT 0O3/27/a7. TRANSPORTATION ARRANWGEMENTS HAVE BEEN MADE

OWNER RELATIDMNS VOP/EENCHMARK [N O2/11/98 FAACARTG




oof1/98

MASTER OWMER RELATIONS SYSTEM 11 14.21.02
====:=====.......--......’.-E==============='ﬁi'.'..IIl::::::::::::::....-...'
23508K GRP: XXO1 CONCERN CONTACT WEH TYPE: CAR

SAN FRAN 72 ZN/TR:__Bf CONTACT NBR: 108230384 OPENED: 0371971997
VINW: 12uPT20CTL EMGINE: © CLOSED: 0%/31/1997
AFEEEIEEREAERER ErFr S FSdSEEEENENEEERE - - - - - -SSR JEENEEEEEEREE=—==
LAST NAME: 5TATUS: CLOSED
TITLE: FIRST NAME: - M :

ADDRESS:

CITY; STATE; te: [N
HOME PHONE: % EUS. PHONE:

MODEL YEAR: 40 MODEL : FROBE

MILEAGE: 63000 wsD :

DEALER NAME: 5 & C FORD SALES CODE: 172001 P& A: QTA7T
CALSAL CODES: 1203 1012 SYMPTOMS 104 100

DRIGIN: co TRANS. DST/RGN: 72 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: D3f19/1997
ACK. CODE: ASSIST CODE: W  AWARD AMT: D SURVEY: Y (¥ OR N)
BULLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1957/03/ 18

wrnd YEHICLE INVOLYED IN RECALL 2E589 wrxr

*++ VWEHICLE ITWNWOLWED IN RECALL S9S54R +a2=x

#x+ NAWIST SUBSEQUENT =+«

CUSTOMER SAYS:

- SEATBELT BROKE

- TOOK TO NOMN-FORD STATION FOR TEMPORAAY FIK

= FOUND OUT THAT WEHICLE IS NOW LUMOER RECALL FOR SEATBELTS

- NOW ) AM BEING TOLD THAT THE PAATS ARE MOT AVAILABLE

x

PER CUSTOMER., DEALER SAYES:

- SPDME TO ANGELA / SERVICE AMD JAFVIR / TECH:

- WE ORDERED FARTS

- WE WILL LODK FOR ORDER ON THE PARATS

L ]

CUSTOMER SEEKS:

“ TO HAWE WEHICLE REPAIRED

~ KHOW WHERE PARTS ARE

[ 3

CAC ADVISED:

=INFORMATION HAS BEEN DOCUMENMTED ANO FORWARDED TO THE DEALER

—REDUEST M5S.CARDL POOL [CUST REL MNSR) TO CDNTACT THE CUSTOMER WITHIN 2
BUSTINESS DAYS

19597/0%,/24

He#FTHIS IS THE CLOSING COMMENT

CUST CONTACTED 3740 - REPAIR ORDER GENERATED AND PARTS DORDERED FOR BOTH RECALL
5., THESE FARTS ARE DELAYED BECAUSE QF NAT L BACKDRDER. CUSTOMER 1% AWARE AND W
ILL BE CZONTACTED ASAP WHEMN PARTS ARE HERE,

OWMER RELATIONS VORJEENCHMARKING 08F{1/98 FALCARTE




o9f11/44 WASTER OWNMER RELATIONS SYSTEM II 14,21 .02
—ANNEEAEAEs I EEEEE N I ENOE - - C-S S CSSFM S-S S-S S-S SRS S ESESESECSEEFSESEESESESEEECTEESEEESSEEmEETSSSESE=E=E=E==E====E=
BO3TCH GRP: EX14 CONCERN CONTACT YEH T¥FE: CAR
ATLANTA 21 INSTR: AT COHTACT KER: 108211070 OFEMED: O3/19/1997
YIN: 1ZYPTIDCELS ENGINE: C CLOSED: O4/11/1997

EOBEEBEREINERF=Soo o EC oo o o SN ECE - S EE LIS EAE IS S EEErEEENEXCS =T EEEDT==

LAST MAME: - STATUS: CLOSED
TITLE: TRST MAME: Mi:

OMe ATE e DA
IS PHDLE h BLS . PHONE:

MODEL YEAR: MODEL : PROBE

ADDRESS:

WILEAGE: 159043 wsh:

DEALER HAMWE: MIKE PATTON FORD SALES CDDE: 121645 P B A 02745
CAUSAL CODES: 1207 1204 EYMPTOIMG : 104100 104100

GRIAIM: an TRANS. DSTFRGH: 21 TRANS . OATE:
SERVICE/SALES: 1 CONTACT DATE: 04/037/19497
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP TINFD: EXFIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1987 /03719

+++¢ Thla CONTACT IS5 OPENEOD DUE TO OFPEN RECALL 865939 AND 35548 wa=
#v» HAVWIS: FROGRAM *x*

CUSTOMER SA¥S:

~SEAT BELT !5 HROKEN

~BRAKES WERE OM ORDER ANMD CUSTOMER DIDN'T WANT TO HAWE REFAIR DOME

L ]

PER CUSTOMER, DEALER SAYS:

~PARTS WERE ON BACKDRDER FOR THE SEATBELT

=FRELIGHY CHARGES MUST BE TMCURRED BY CUSTOMER FOR BRAKES
CUSTOMER SEEKS:

-SEAT EELTS REPAIRED

-FREIGHT CHARGES LIFTED

»

CAC ADVISED:

FER FREIGHT CHARGES

- DEALERSHIPS AARE IHDEPENDENTLY OWHNED AND OPEWAYED

- CONTACT STEVE RICHARDSON FOR FUBTHER EXPLAMATION,

PER SEAT BELTS

-INFORMATYION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER
-REQUESTINED BE SENT TO STEVE RICHARDSON [ T8 GONTACT THE CUSTOMER WITHIN 2
HUSIHESS DAYS

1997 /04 701

STEVE,

PLEASE DOCUMENT THIS CONIACT AS APPROFRIATE AWND CLOSE.
THANKS .

O. FOEDER

C5M

OWNER RELATIONS VYOP/EENCHMARKING ©OS/11/9B FAXCARTG




0911738 MASTER DWNER RELATIONS SvaTEM 11 14, 21.02
==?I-------’========.'.lII--.&:::::::.----.t::::::=|:...-t:::::;-..ll..-::::::.
aaatcH GRP: 1x14 CONGERM CONTACT VEH TYPE: CAR
ATLAMT A& 21 ZNATR: CONTACT MER: 108231070 OPENED: 0351971997
VIN: 1:vp‘rmrzmsh ENCIMNE: & CLOSED: 0471171947
s ErrErc=—=—=—=—=-—S;ZIEEEEEES —_——— -----t.:::::--------::::a.----.t:::::.—,....--
1997 /04703

H¥F¥THE FOLLOWING CAUSAL CODE(S) REMOVED FROM CONTACT - D410

wer THIS CONTACT 1S OPENED DUE TO CPEN RECALL 96509 AND SES48 +--

wne WNAVIS: SUASEOUEMNT =aw

CUSTOMER SATYS:

~VEHICLE IS AT DEALERSHIP FOR SEAT BELT REPALRS

-

PER CUSTOMER, DEALER SAYS:

=N0 LDANER VEHICLE AVAILAHLE

[ ]

CUSTOMER SEEKS:

=A LOANER VEHICLE

[ 3

CAC AOVISED:

~NO ESP

-NO TRANSPORTATION ASS1STAMWCE PROVIDEDR

1997/04 /04

SVC/WRITER JOWNNY JACOBS CONTACTED CUSTOMER 4-3-54 P_M. & INFORMED CLSTOMER
THAT PARTS HAD ARRIVED TD PERFORM RECALLS. CUSTOMER DEMANDED ALTERNATE TRANSED
RTATICON. SVC/WAITER EXPLAIWED THAT DLR, NOR FORD FROVIDES LDANER VEHICLES FOR
THIS RECALL. CUSTOMER WDULD NOT ACEEFT THIS & WILL NOT MikE APPDINTMENT FOR
#¥FTHIS IS THE CLOSING COMMEWT

CUSTOMER WAS CONTACTED TU HAVE RECALL PERFORMED & WILL NOT SET AN APPOINTHMENT.
DEWAMDS LOAMER CAR. DLR. & FORD DD MNOT PROVIDE TRANSFORTATION FOR THIS RECALL.

OwWMER RELATIONS VOPFRENCHMARKIMC OG/11/58 FAXCARTE




09/11/5u MASTER OwNER RELATIONS Sr5TLmM 11 14.21.02
d..hs::;:::::::;:Illlllll.l-:::==:===Inllll!::=::===:_'=Illl::;:::::::-----i----
T3E1LW GRP: xna7 INFORMATION CONWTAGY YEH TYPE: CAR
CENVER 56  IMNSTR: B1 CONTACT NER: 10B23117A OFENED: 03/19/ 1907
VIN: 1212102 ENGINE: U CLUSED: 03/19/1997
Erxrw=EVWEXEEEEEAEREEREC-— =3 -======E----..Ilt:::::::------t-:::::::---.-
LAST MAME : STATUS: CLDSED
TITLE: FlrsT nane: [N ML

ADDRESS :

CITY: M]T\’ STATE: Hm: -
HOME PHONE : BUS. PHONE:

MODEL YEAR: a0 MODEL: PROBE

MILEAGE : 1 wsD:

DEALER MAME: KEN GARFFFORD SALES CODE: 156022 P8 A: ORZE
CAUSAL CODES: 1204 2801 SYMPTOMNS : 104190

ORIGIN: &n TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDCOE: ASS[ST CODE: AWARD AMT: O SURVEY: (¥ OR K]
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEW RECALL: OWNER WOTIFIED; MICRO:

COMMENTS :

1897/03/ 19

#s» VEHICLE INVOLYED [M RECALL BES4BR A 955890 +-4

*aw MILEAGE UNAVAILAHLE #*==

war NAVIS: SUBSEQUENT #+»

CLSTOMER SAvS:

- T AWM CALLIMG OM BEHALF OF MY HUSBAMND

M¥ VEHCILE I5 !NwOLVED IMW THE SEAT BELT RECALL

FOR THREE MONTHS, WE HAVE BEEN TRYING TO GET THE PARTS FOR
THE SEAT RELT RECALL

CAN YOU TELL ME WHAT !5 TAKING S0 LOMNG TO GET THIS PART

*

PER CUSTOMER, DEALER SAYS:

- CALL THE 1-EDOD NUMBER FOR A FASTER SERVISE
- NO WNAME GIVEN

L

CUSTOMER SEEKS:

- PARTS FOR RECALL REPAIRS

.

CAC ADVISED:

- RAIL MOTOR PaRT IS STILL OM BACK CROER

OWMER RELATIONS vOPR/AENCHMARK MG CEA11/98 FARCARTG




o3/11/98 MASTER OWNER REIATIDWG SYSTEM | 14,21.02
S I S F I I I EFI NI NN A F AR S L LSS S =SS S =S5 SFAANENAREN S - - TS CCO3NEEEBRAmEN=====-=
BES1KH GRP: X207 COMCERM CONTALCT VEH TYPE: CAR
CHICAGOD 41 ZN/ TR, CONTACT NBR: 1082347413 OFEMED: D320/ 1997
VIM: 12VPTR0OLTL ENGINE: € CLDSED: 03731/ 1997
EEAEENAMAEEE=SX==S======== EERR s Emx - === aKEEENEREEOC-Scc==———yEENAAEN
LAST NAME: STATUS: CLOSED
TITLE; rrrst nane: [N .

ADDRESS

CITY: HEART L AND STATE: W] P
voue prone: S s eeove: RS
MODEL YEAR: [-7+]

MIDFEL - FROBE

MILEAGE - 1 Q0000 WSD:

OEALER MAME: SDEREWS FARD Inc SALES CODE: 141314 P& A: OE361
CALUSAL CODES: 1203 SYMPTOMS : 104100

ORIRIN: Go TRAWNS. DST/RGMN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/20/1987
ACK, CODE: ASSIST CODE: W AWARD AMT: O SURVEY: N LY OR N!
BUILD DATE: CALIBRATIOMN:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRD:

COMMENTS @

1807/03 /10

*vx THIS CONTACT IS OPFMED DUE TO OPENM RECALL SES4A, 95599 smw
#ex MAYIS: SUBSEQUENT +»=
CUSTOMER SAYS:
= SHMEYIMES THE CLSTOMER HAS TO AQJUST THE SEATBELT. AT TIMES THERE ARE
TOO TIGHT DR TOD LOOSE
= CONTACTED THE DEALER FOR THE RECALL AMD WAS TOLD AFTER 2 HDURS THAT PARTS
WERE MOT AVAILABLE AND
- CUSTOMER DID NOT WANT TO REMT & VEHICLE AND LEFT THE DEALER WITH HER
VEHICLE
-
PER CUSTOMER, DOEALER SAYS:N0 MAME PROVIDED
= WILL HAVE TO DRDER A PART IT WILL TAKE A WEEK
= CUSTOMER MAY WANT TO REMT A VYEHICLE FOR THAT TIME
L J
CLSTOMER SEEKS:
- TO REGISTER A CAMPLAINT
-
CAC ADVISED:
~INFORMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE DEALER
=REQUEST MR.SCOTT SEKACH (SWC NNGR) TO CONTALT THE CUSTOMER WITHIN 2 ELUSINESS
DArs
1997703724
#4##THIS 15 THE CLOSING COMMENT
CUSTOMER wAS GIVEN A RENTAL CAR AT NO CHARGE BUT SHE DID'NT WANY TO PAY FOR
BONY DAMAGE WAIVER.WE SAID SHE DID*HNT HAVE TO TAKE JuT THE DAMAGE WAIVER IF
SHE DID'NT WANT TO.CUSTOMER FELT SHE SHOLLO MOT BE RESPONCIAELE FOR RENTAL
VEHICLE AT ALL.
THAMK %0l

OWMER RELATIONS VOP/BENCHMARKLNG ©9/11/398 FAXLARTG




035117848 MASTER DWMNER RELATIONS SYSTEM 11 14_21,02
---.---nI-----llh------======'I'IIIIlll======IIIIIt::====3llll:======a].lll:::::
EE1EDA GRP: X001 CDNCERN CONTACT YEH TY¥PE: CAR
QETROIT 4B ZHNSTR: _AD LONTACT MBR: 10B23758% DPEMNED: D3/21/1997
VIN: 1zveT2 U2 s ENGINE: U CLOSED: O3/28/1997
EE==S=S=SCEEEERYg AEEEE S S N IEEEEEr - o oENESl k= ————gpEEEBREr=-====—
LAST MAME: STATU

TITLE: FIRST HAHE:- MI:

ADORESS ;

CITy:! STATE: MI ZIP:

HOME PHONE : BUS_ PHOME :

MODEL YEAR: MODEL : PRDEE

MILEAGE : 1 WiD:

DEALER MAME: STARK HICKEY WEST, SALES CODE: 1{4B038 FE A §25953
CAUSAL CORES: 1203 SYMPTOMS - 104100

ORIGIN: G0 ' TRAMNS. DST/RGN: 4B TRAKWS. DATE;
SERVICE/SALES: 1 ) COMTACT DATE: 0372171997
ACK . CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BLIILD DATE: CA|LIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OwMER NOTIFIED: MICRO:

COMMENTS ;

1997/03/721

wem VEHICLE THVOLVED IN RECALL 9ESdE wes
*¥ NAVWIS: SUBRSEQUENT ===
CUSTOMER SAVS:

-PARTS FOR THE SAFETY BELTS ARE THEY STILL BACKOROERED

-

PER CUSTOMER. DFALER SAYS:

-D0 MNBT HAVE THE PARTS YET

+*

CUSTOMER SEEKS:

“RESOLUTION TQ CONCERN

-

CAC ADVISED:

-~IMFORMATION HAS BEEM DOCUMENTED AWD FORMARDER TO THE OEALER
“REQUEST MR. JIM KEMFER (SWC MNGR) TO CONTACT THE CUSTDMER WITHIN 2= AUSINESS
DAYS

¥F¥XTHIS 13 THE CLOSING COMMENT

SCHEDULED APPT FOR 3734 SEAT BELT PARTS ARE IN CUSTOMER ADVTSED

OwhER RELATIONS VOP/BEHCHMARKING O9/11/98 FAXCARTG




nafi1/08 MASTER OWHER RELATIONS SYSTEM || 14,2102
dxmma- S =s===ScFERENENdmo=== S S Sl PRI C S oSS SO Sl hmkil ot =rEENmamS=—==—=—==xcmm
CREETN GRE: k204 INFORMATION CONTACT YEH TYPE: CAR

LOS ANGELES 71 ZMSTR: ED CONTACT MBR: 1083439623  OPENED: 0372171997

VIM: 1ZVPT2 1L ENGINE: U CLOSED: 0352171597
ENAEEx -SSR FrFEEEEEER X = FriAEEER R - S S SSNEANEER S - CCIEENNNEECS= === —wmmEmg
LAST MAME: STATUS: CLOSED
TITLE: IRST NAME: - MI:

ADDRESS : £

o e
HOME PFHOME : BUS, PHOME:

MDDEL YEAR: a0 WOOEL : PROBE

MILEMGE : GHDOO wEh:

CEALER MNAME: FORD COUNMYRY SALES CODE: 17118 P E A 07440
CALSAL CODES: 1204 SYMPTONS : 104 100

ORIAQIN: GO TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OF N)
AuUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: DWMER WOTIFIED: MICRD ;

COMMENTS :

199 T/09/ 21

waw THIS CONTACT IS OPENED DUE THO DPEM RECALL 985599 ==»

#ex THIS CONTACT IS OPEMED DUE TO OPEN RECALL 9G548 =+-

wrd NAVWIS: SUBSEQUENT =ew

CUSTOMER SAvY&:

= CONTACTED THE DEALER % WEEKS AGO TO HAVE THE RECALL FREFCRMEQ

= THE PARTS WERE WOT AVAILAALE

- THEY ARE DMLY ABLE TQ REPAIR THE DRIVER SIDE, THE PASSENGER SIDE T% on
BACKORDER

L

PER CUSTOMER, DEALER SAYE:MR MAHOME, IN SERVIGE
- HE WILL REFAIR (DRIVER'S5) SEATBELT

= THE FASSEMGER SIDE SEAT BELT !S5 ON BACKORDER
-

(USTOMER SEEKS:

- T HAVE THE VEHICLE REPAIRED
*

CAC ADVTEED:

= INFORMATION HAS BEEH DOCUMENTED AND WILL FORWARD TD DEALER

- FORD IS5 UNAELE TD EXAPEDITE THE PARY, ADVISE TO STAY IN CONTACT WITH THE
DEALER FOR PARTS AVALLABILITY

CWNER RELATIONS VOP/RENCHMARKING O5/1411/88 FAXCARTG




03/11/58 MASTER OWMWER RELATIONS S¥OTLM 11 14.21.032
[ RART TR RREEREL] LENEAY R ERRRRRRJER]T LN EREF LI AR I EERERNE NSRS il PP
a8 717EE GRP. XKkOQ IWNFORMATION COMTACT YEH TYPE: CAR
CINCIMMATI 17 2M/TR: 0O CONTACT MER: 108240661 OPENED: 03/21/1087
VIN: L ENGINE CLOSED: 0372171997
ENANEENCEARTES EgrcElicsEEbhrrifig - - - - -SSR ESSSEE==EER
L.AST MAME; 5TATLUS:

TITLE: FIRST MNAME: - MI:

ADDRESS L

CITY: STATE: 1P

HOME PHOME : BUS. PHOME : _

WODEL YEAR: MODEL: PROEE

MILEAAE : 140000 W5D:

DEALER MAME: S5STAR FORDAT OZMODR SALES CODE: 147020 F & &: O%55
CaUSaL CODES: 1203 1204 SYMPTOMS: 104100

ORTGIN; GO TRANS. DST/RGN: TRANG. DATE:
SERVICE/SALES: CONTRCT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: O SURYEY: (Y OR N
BUILD DATE: CALTERATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO:

COMMENTS:

1997 /03421

*+oND VEN AVAILABLE**+*
CUSTOMER SAYS:

= CALLING INMN ABOUT THE RECALL OM THE SEATBELTS OW HIS PROBE
= CURREWTLY THE ORIVER S5tDE SEATHELY IS NOT WORKIMNG

- CUSTOMER HAS BEEN

PER CUSTOMER. OEALER SAYS:

SIMNCE ABROUT JANUARY FOR THE PART OF THE RECALL

- INFORMED THE CUSTOMER THEY ARE STILL WAITING QM THE PART FOR THE RECALL TO

COME IM

CUSTOMER SEEMS:

- To FIND DUT wHY IT IS TAKIMNG S0 LOMG FOR THE PART TO COME IN AND TO HAYE THE

L]
CAG ADVISED:

- CANNDT PULL WP ANY RECALL INFORMATION WITHOUT WINW

- CALL HACK WITH VIK
*+NEXT CS5R FLEASE
1997/03/24

THIS CONTACT HAS BEEW UPGRADED.

OWMER RELATIONS WOPSBENCHMARKING 09711598

GET WIM AND HAMDLE ACCORDINGLY

THE MEW CONTACT IS 108242831

FAXCARTG




oaf11/aa

MASTER OWMER RELATIONS S¥STEM IT 14, 21,02
TS E S o EEL AN IS S I EE SN E IS EE S EE SN FE AN NN EN LTINS AL L S A SECCTCSAXE- S EX=-=E=-=-===
belal- | dul GRP: 1d CONCERM COWTACT VEH TYPE: CAR
CINCIMMATI 47 INSTR: DA CONTACT NBA: 10D83A2ZE34 OPEMED: $3/2471987
VIN: 1IVPTIOCAL ENGINE: CLOSED: 0Qa4,/03/1997
IS EE-—EEECEEN [ R AERFRTRFELIILLRNRERRE IR T FI I - A J F F R+ 1 - F 4 0
LAST MWAME : STATUS: CLOSED
TITLE: FIRST MAME: - NI:
ADDRESS: FL
CITY: LOYIEVILLE STATE: P:
HOME PHONE : BUS. PHONE: _
MOBEL YEAR: MODEL :
BRILEAGE: 140000 Wsh:
DEALER MAME: S5TAR FORDAT DAMOOR  SALES CODE: 147020 F & A: DEBESS
CAUSAL CODES: 1203 1204 SYMFTOMS : 104 100
ORIGIM: =0 TRAMS. DST/RGN. AT TRAMS . DATE:
SERVICE/SALES: ! COMTACT DATE: Q3727713997
ACK. CODE: ASSIST CORE: R AWARD AMT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CALTARATION:
ESP TIMFQ. EXPIRES:
OPEN RECALL: DWHER NOTIFTED: MICRO:
COMMENTS:
1997 /0372 14

ensMl YIN AVAILABLE+++

CUSTOMER SAYS:

- CALLING I[N ABROUT THE RECALL OM THE SEATRE
- CURRENTLY THE ORIVER SIDE SEATHELT IS NOT
- CUSTOMER HAS BEEN SIMCE ABOUT JAMUARY FOR
4

PER CUSTDMER, DEALER SAYG:

INFORKREG THE CUSTOMER THEY ARE STILL WalT
COME IN

L]

CLUSTAMER SEEKS:

= TO FIND DLT wWHY
L

EAL ADVISED:

- CANHWOT PULL UP ANY RECALL IWNFORMATION WIT
= CALL BACH WITH ¥IN

++NEET CSR PLEASE GET VIN AND HAWDLE ACCORD
1997703724

THIS CONTACT 15 AN UPGRADE OF COWTACT MUMAE
s+ YEHICLE INVOLYED IM RECALL 95548
viv NAVIS: FROORAM ==+

CUSTOMER S54YS:

INVOLYED IN RECALL AND SEAT BELT
IT HAS BEEN & MONTHS

- THE PART IS STILL WOT IM

IT IS TAKING 30 LONG FOR

LE E

- 15 DEFEC

L]
PER CUSTOMER. DEALER SAYG:
PART wILL BE IN S0CH

CUSTOMER SEEKS:

OWNER RELATIONS YOP/BENCHMARKING 03/11/98

LTS OGN HiS FROPE
WORK [NG
THE PA&RT OF THE RECALL

ING DM THE FART FOR THE RECALL TOQ

THE FART TOQ COME [W ANO T HAVE THE

AOUT YTk
INGLY

R 108240661

TIVE

FAXCARTG




oa/11 798 MASTER OMNER RELATIONS 5Y5TEM 17T 14.21.02
ECE - S S-S S CHENFEASReExr-——=—=—=—=—=—TEEEENALm =g FEI I AR == mE=e==7HEAEREXT=-===— SEEEEEMAE===== 2EE
J0OR3RND GRA: 14 CONCERN CONTACT YEH TYFE: CAR
CINCINNATI LR IMfTR: O CONTACT NEBR: 1082427021 OPENED: O0af244 1997
YIN: 1zupT:nc4|.5_ EMGINE: O CLOSED: 04/03/ 1997
EEEOCOEXEE IS IS IRNdeErERaEEXEC===—== A === IITEEAEESET-=-== =::'--.’x::::';......::::::: [ L B
1997/03/24

= REFAIRS TO REGALL

[ ]

EAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE OEALER

~REQUEST M5. MARY LOU LEIDGEN !CUST REL MNGR ) O CONTACT THE CUSTOMER W1THIN 2
BUSINESS DAYS

1997 /03727

A#HTHIS IS THE CLOSING COMMENT

CUST WILL COME !N WEEK OF 3/21 TD HAVE PART INSTALLED

OWNER RELATIONS WOPR/BENCHMARKING O0OF11/08 FANCARTE




o8 11798 MASTER DWNER RELATIONS Sy3YEM IT 14,21 .02
==u----q#----:::::::allll-:::::=Ill!======.lll::=====-Li::::::..i:::::::p.l-::
d5864% GRP: XZpC COMCERW CONTACT YEH TYPE: CAR
WASHINGTON 27 IN/TR: CONTACT MER: 108241049 OPEMED: 0352171997
VIM: 1ZVPTI0CELS EHGINE: C CLOSED: o4/16/1997

L L L RERER 1 | ™ =----t:===u---.l=====Flll:::::lllltr::::;ll.ﬂ
LAST MAME: STATUS

TITLE: FIRST NAME: M1 :

ADDRESS :

CITY: KINGSVEL STATE: MD Z2IP:

HOME PHONE : # BUS. PHONE: I

MOOEL YEAR: MODEL : PROBE

MILEAGE : 132000 WSO:

DEALER MAME: PLAZA FORD IND SALES CODE: 127419 P E A: ODOD17
EAUSAL CODES: 1204 1219 EVMPTOMS : 104 100

DRIGIN: Go TRANS. DST/RGM; 27 TRANS. DATE:
SERVICE/SBILES: | CONTACT DATE: 0372571937
ACK . CODE: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES

OPEM REGCALL: OWNER NCTLIFIED: MICRO:

COMMENTS :

1997 /03721

#++ THIS CONTACT 15 OPENED DUE TO OPEN RECALL 96548 AND DESON «ex

*rx NAVIS: SUBSEQUEMT =*=x

CUSTQOHER SAYTS:

= SEAT BELTS ARE MOT WORKING

- HE TOOK YEWICLE IM ONCE UNDER REGALL AND THE RESTRAINT SYSTEM WAS NDT

WORK ING

- WO WORK wAS DOME - THEY HAD TO ORBER PARTS

= NOW HE IS TOLOD HE HAS TO BRING IT aACK IN EOR INEPECTION AWD THEY MWILL HAVE
TD RE-DROER FARTS AGAIM

-

FER CLUSTOMER, DEALER SAYS:

- MORMAN BURTON ([SERVICE}- CUSTOMER HAS TC BRING THE YEHICLE BACK TN FOR A
RE-INSPECTION - !T IS5 FORD'S POLICY
L ]

CUSTOMER SEEKS:

- FINAL RESOLUTION TO COMCERM - VEHICLE REPAIRED PROPERLY UMDER RECALL
.

CAC ADVISED:

-~INFORMATION HAS BEEN DDCUMENTED AMO FOAWARDED TO THE DEALER

-REQUEST MR. CHARLIE PETERSDN (SvC MHGR] TO COMTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

- ACCORDING TO CUSTOMER RECALL LETTER IT STATES CUSTOMER‘S RESTRAINT SYSTEM
OQPERATION SHOULD HAVE BEEMN RESTORED INITIALLY AND THEN RETURN TO HAVE
RESTRAINT RAIL INSTALLED WHEN THE PARTS WERE AVATLABLE

- CLUSTOMER'S SYSTEM HAS BEEN IMOPERAHLE SIMCE YISIT TO DEALER IN OCTOBER

- PLEASE ADDRESS THIS SITUATION - THAMK ¥OU

OWNER RELATIOWS WOP/BENCHMARKING 09/11/88 FAMCARTE




o8 /11,98 MASTER OWMER RELATIOMS SYGTEM I 14.24,02
I'I.I-I!:::BIIII-:;:'—::IIIII---::II'I-!---::::::III:::: ==.lt=:==;-..t::::I..l::::
TEAGIS GRP: XKDC COMCERN CONTACT YEH TYPE: CAR
VASHINGTON 27 ZN/TR: G CONTACT NBR: 108241099 OPENED: 0Q3/21/1997
VIN: 12vPT200EL S ENGINE: € CLOSED: 04/ 1671997
===--Ilkl:==::|II-Il:::::---‘.---::---.---::==-'.l::===:--t====--.-n===p.-l:=:::
1887/0a/27

wen WO ACTION BY DEALER IN OVER 10 DAYS sew

vow MAVIS: SURSEQUENT we=

CUSTOMER SAYS:

- HAS NOT BEEN CONTACTED BY A DEALER SINCE OCTOEER

- SFOKE WITH LAST CSR AND WAS TOLD SOMEOME WILL BE !N CONMTACT wITH HIM 1IN 2
DAYS

L}

PER CUSTOMER, DEALER S5AYS:

- NOT CONTACTED

E

CUSTOMER SEEKS:

= ThE RECALLS PERFORMED ON HI5S VEHICLE

*

OUTBOUMWD CALL TO THE DEALER

MR. THOMAS waLLs, CRM

= MOT AWARE (OF THIS CONCERMN

- SERVICE MANAGER HAS HEEN QUT FOR A LONG TIME

- WILL COWTACT THE CUSTOMER THIS AFTERNODM, MAY HAVE JIM SWAIN, SERVICE
COMTAET HIM

¥

CAC ADYISED:

-TNFORMATION HAS BEEN DOCUMENTED AMD FORWARDED T0 THE BDEALER

=“REQUEST MR. THOMAS WALLS [CUST REL MNGR) TOQ CONTAST THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997 /04 /049

#HFTHIS IS THE CLOSINGE COMMENT

REPAIRS COMPLETED OM D4/04/1997 RO#20227 MILEAGE 147,920 BOTH SEAT MOTORS AND
TRACKS REPLACED

DWNER RELATIONS VDP/BEMCHMARKING 0911798 FAXCARTE




09711798 MASTER OWNER RELATIONS SYSTEM I 14.21.02
r-c-c—mmx-s=c-—=—lemcclkuidscheslbirxcbhbhasrbas - CEr-C-CEI- K-S -C-CC-C-SC-C o S-S SC-oISSOASSONIACTEWTTEEmE
205B0G GRP: LEQ4 CONCERM COMTACT VYEH TYFE: CAR
ATLAMTA 21 ZMATR: CONTALT MBR: 1082%0808 OPEWED: Q372571887
YIH: 1IYPTICCELE ENGINE: C CLOSED: Q4/07/1997
IEEELEEEEEER AEEAaEEE=-IRe=-ER-c-c-QF-=- - - - CCSCSECSSIEES="EE=EENAR

LAST NAME: STATUS:. CLOSED
TITLE: FIRST NAME: _ MI:

ADDRESS

CITY: STATE: _p:

HOME PHONE: | BUS. PHONE:

MODEL YEAR: 00 WODEL : PROBE

MILEAGE 140000 wiD:

DEALER MAME: LAMCE CUNMINGHAM FD SALES CODE: 12121H B A A: OSE13
CAUSAL CODES: 1201 1204 SYMPTOMS : 104 100

DRIGIN: (14} TRANS. DST/RGN: 21 TRANS . DATE:
SERVICE/SALES: 1 COMTACT DATE: Q3/28f1937
ACK. CODE: ASSTST CODE: W AWARD ANT: O SURVEY: ¥ (¥ OR N)
apnlLt DATE: CALIBRATITUN:

ESP INFO: EXPIRES !

DFEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS !

1997 /03/2%

»*» THIS CONTACT I[5 OPENED DUE TO OFEM RECALL 96548 AND DESIE +»»
van HAVIS: SUBSEQUENT wws

CUSTOMER SAYS:

“HAS HAQ DIFFICULTY GETTIMG SEAT BELT RECALLS CDMELETED

-SPENT 4 HOURS AT THE DEALER TOOAY AND CONCERM WS NOT RESOLYED

“HAVE & STATE LAW, WILL GET A TICKET IF HE GETS CAUGHT WITHOUT H15 SEAT BELT
~NOT TRYING TO GET ANYDNE IMN TROUBLE

-

PER CUSTONER. DEALER SAYS:

(FER SRVG, 4 WEEKE AGO)

~DRIVER'S SIDE MWEEDS TO BE REPLACED, FASSENGER SIDE DOES MOT
-WE’LL HAVE TO BACKORDER THE POINT

{PER SRVYC, 3/25)

-WE REPLACED THE PASSENMGER 51DE, HUT NOT THE DRIWER'S SIODE
-PARTS ARE ON BACKORDER

-WE DISCONNECTER THE DAIVER-S SIDE EELT TRACK AND YOU'LL HAVE TD DRIVE 1T L1IKE
THAT UNTIL THE PARTS COME IN

.

CUSTOMER SEEKS:

-REFAIR OF VEHICLE/RESOLUTION OF CONCERN

[ ]

CAC ADVISED:

~INFORMATION HAS BEEN OOCUMENTED AND FORWARDED TO THE DEALER
~REQUEST M5.SALLY CUNNINGHAM [(CUST REL MMER) TO CONTACT THE CUSTOMER WITHIN 2

BUSINESS DAYS

1en7/053/31

FANTHIS [5 THE CLODSING COMMENT

ARIVE

BRANODN EASTERDAYS J H MLLLER

OWHER RELATIUONS YOP/BENCHMARKTIMHG O/11/98 FALCARTG




0as11/98 MASTER DWHNER RELATIDNS SYSTEM I1 14.21.02
II-------::--------.--::::::;.-III-=====|I'IIIH-::====III::::::l.lllll:::::l:".-t:
205EDG GRR: Xi04 CONCERM CONTACT VEH TYPE: CaAR
ATLANTA 21 2ZN/TR: B3 CONTAECT MAR: 10H25080A DPEMED: 0342571997
VIN: IIUPT:‘.BL‘:LE- ENGINE: © ELOBED: 04/07/1927
EEES AL Ll I T T FEFF R R T T IR ET) ==ll-IIkt:::::]...t::::::----n===;q;'--. R=====
1987/04 /22

was MAVIS: SUSASEMUJENT wwv«
CUSTODMER SAYS:
= PARTS ARE NOT AWAILABLE FOR THE RECALL OW THE SEATHELTS

- THE DEALER HAS DISCONNECTED MY SEATRELTS AND MY STCMNAL LIGHTS, THIS 15

DANGERDUS TO BE DAIVING WITH THE ©ARB LIKE THIS
"

FPER CUSTOMER, DEALER SAYS:

= ACCORDING TO MESSAGE IN PREVIOUS COMTACT, PARTS ARE DM BACKORDER
.

CLSTOMER SEEKS:
- RECALL COMPLETED

.
CAC ADVISED:
- DEALER IS5 YOUR BEST RESCURCE

OWNER RELATIONS VOPR/BENCHMARKING 0O/ 11788 FANCARTA




o9/ 11/98 MASTER OWNER RELATLONT SY5STEM L1 14.21.02
B e R A B E T T L ] L E L RN RN R YRR ) e e e L P R T I I
O3ZATT GRP: kaDd CONCERN CONTALT VYEH TvPRE; CAR

SAN FRAM T2 INSTR: CONTACT NER: 108253514 OPENMED: 03/25/ 1997
YiIN: 1Z‘I'PTEDC9|.5*. ENGIWE: ¢ CLOSED: Q470171997
FFeASEJESIINABAEEEESAEEESEER sEsE=s=sN-c oSS sEsESA=S IS UANENI - ER-ER_—-—---X=——5=-=g=-=
LAST MAME : $TATUS: CLOSED
TITLE: TRST NAME: - MI:

AODRESS:

CITY: BASE STATE: Ch Z1F: -
HOME PHOME : BUS. PHONE:

WOOEL YEAR: MDOEL - PRORE

MI1LEAGE : 35000 wsh:

OEALER MAME: LARRY GEWEKE FORD SALES CODE: 173408 F & A&: OTT04
CAUSAL CODES: 1203 1ORA SYMPTOMS : 104100 104200

ORIGIN: G0 TRANS. DST/RGHN: T2 TRAWS . DATE:
SERVICES/SALES: 1 CONTACT DATE: 0372771947
ACK. CODE: AS515T cabe: w AWARD AMT: 0 SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIEAATLICON:

E5P INFO: EXFTRES:

OPEWM RECALL: : OWHER NOT1FIED: MICRO:

COMMENTS:

1997,/03/ 25

*w+ PARTS DELAY OVER 30 DAYS »#w

=s+ YEHMICLE INVOLVED IM RECALL 96548 w++

3¢ NAVIS: PROGRAM +ww

CUSTDMER SAYS:

=THERE IS A CONMCERN WITH THE DRIVER*S SIDE SEAT BELT

=1-31-87 DEALERSHIP ORDEREC THE PART

=CLUSTOMER WOULD LIKE THE RECALL COMPLETED

[

PER CUSTDMER, DEALER SA¥S:

=0 COMYACT

L 3

CUSTOMER SEEKS:

-VERICLE REFAIRED

"

CAC ADVISED:

~INFORMAT ION HAS BEEM DOCUMEMTEO AMD FORWARDED TO THE DEALERGHIF WITH A COFY
T4 THE REGTONAL OFFICE.

~REQUEST MR. HEWRY BLTCHER CLST. BEL MMNGR COMTACT THE CuSTOMER WI1THIH 2
BUSINESS DAYS

OWNER RELATIONS WOFRAEMCHMARKING D3/11/98 FAXCARTG




0911738 MASTER OWNMER RELATIONS SYSTEM T 14.21.08
[ E R R TR I FEREY LY LENNERLLE L LY L1 R REEAEERELTLLINLNSLEFEBERNEFFELFLEENEERNE TN T RFS SN ENDEERNDN.]
0317l GRP: kXI5 CONCERN CONTACT VEH TYPE: CaR
SEATTYLE 74 IN/TR: B1 CONTACT NBR: 108256084  DPENED: 03/26/1887
ViN: 1ZYPTZ0C5L ENGINE: C CLOSED: O4F3871997
CELLLLEFEEEEFELLDRERLLEFLEEETEE ST P PR R TR LS R LI IR LI T TE RN R R R R IR ]
LAST MNAME : STATLIS: CLOSED
TITLE: T HAME: MI:

ADDRESS:

oME. S “ovonc : NN -
HOME PHDME : BUS. PHONE:

MOOEL YEAR: MODEL: FROBE

MILEAGE : L1341+ wih

DEALER WAME: RIVERSIDEFORD SALES CODE: 174107 P& A: 1718
CAUSAL CODES: 1283 1012 1001 SYMPETOMS : 104100

BRIGIM: G0 TRANS. DST/RGN: T4 TRANS. DATE:
SERVICE/SALES: 4 COMTACT DATE: O4/1BF1927
ACK . CODE: ASSIST CONE: G AWARD AMT: 100 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALTBRATION:

ESF 1NFD: EXFIRES:

OFEN RECALL: OWNER NDTIFIED: HICRO:

CONMENTS

1907/037 76

#sv YEHICLE IMVOLYED IW RECALL SG548 AND 95598 ~+»

tre WAV1IS: ORIGINAL +ew

CUSTOMER SAYS:

“« THE SEAT BELT WMOTOR BURNT LUP AND WILL WAT OPERATE ON THE ORIVERS
THE PASSENGER*S SIDE SEAT BELT OPERATES INTERMITTEMTLY

= SHE HA5 BEEW TRY1ING TO HAVE THIS RECALL CDMPLETED FOR 5 MDNTHS (S5[IMNCE EARLY
HOVEMBEER 1998 )

SIDE AMD

-

PER CUSTOMER. DEALER SAYS:

- PER ED BENNETT, PARTS MAMAGER,
WORK DN HER SEAT HELTS (3/24)

- PER ED BENNETT, HE CAM FIX ONE PART FOR THE RECALL BUT HE HASN’T RECEIVED
THE MOTORS (3/24)

L]

CUSTOMER SEEKS:

- TD MAVE THE SEAT BELT RECALL CODMPLETEDR

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE OEALER

- REQUEST MR. KIRK S5ALISBLRY, CLSTOMER RELATIONS MANABRER, TOD COMTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS

- DEALERSHIP 15 THE BEST TECHNICAL RESOURGE

- MR. ED BENNETT, PARTS MANAGER. IS IN THE BEST PDSITION TO ASSIST vau.
19972/04/21

#PFTHIS IS THE CLOSING COMMENT

WE INSTALLED NEW SEAT BELTS IN MR CARMANS DN 4/18/97. THIS VWAS DONE aT N/C
FOR MR CARMAN.

THE PARTS HAVEW'T COME IN TO TQ RD THE RECALL

OWHER RELATIONS WOF/EEMCHMARKINWG 09711798 FAXCARTG




Qas11 /98 WMASTER OWNER RELATIDWS 5¥5TEM T1 14.21.02
A EEEEEEAS rmANAEE SR CIEN SN - IWCIN S-S XS CEMCC-EEESSSIS_--Z=SS=SSISSSSSCIKSSmM-==S==am==
427054 GRP: K&iT CONCERN CONTACT VEH TYPE: CAR

DALLAS 51 ZN/TR: CONTACT NBR: 10B25G435  OPEMED: 03/26/1997
VIN: Lzve zucﬁij“ ENGINE: C CLOSED: 06/0971937
== r=—ma===3acidE Em Al - AIEESESE NI EEENFE T AGCEEAENFENEEEEEELT A ENEEEEXER

STATLS: CLOSEDR
MI:

LAST MAME:
TITLE: FIRST WAME: -
ADDRESS:

HOME PHOME : eus. pHone - [

MDODEL YEAR: a0 MODEL: PROGE

MILEAGE: ZLE4Tale] Wsh:

DEALER MAME: GLENW POLK FORD-MER S4LES CODE: 152510 FE A: OD770
CAUSAL CODES: 1203 1204 SYMPTOMS: 104 100

ORIGIN: cla] TRANS. OST/RGN: S2 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 06/02/719497
ACK. £ODE: ASS5I1ST COOE: W AWAROD AMT: O SURVEY: ¥ (Y OR H)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES-

OFEN RECALL: OWNER NOTIFIED: HICRO:

COMMENTS:

1997 /032428

“e+ VERICLE TMVOLVED IN RECALL 95543395599 was

wen MAWIS: SUBSEQUENT »==x

CUSTOMER SAYS:

=G0T RECALL NOTICE FOR SEAT EELTS IN DECEMEER 123B

-DEALER ORDERED PARTS FOR RECALL 12/15/97

-FART DID NOT ARRIVE MLNWTIL & WEEW AQO WMOWDAY (3717/37)

-DEALER IS5 STILL WAITING FOR THE OTHER NECESSARY PART TO ARRIVE
-ORIVER"S SIDE SEAT BELT STILL DOES NOT WORK

ES

FER CUSTOMER, DEALER SAYS:

-{PER MELSDNM AND TOMY SMITH IN SERVICE DEPARTMENT) STILL WATTIWE ON FART WAS
SUPPOSED TO HAVE ARRIVED aN 3/1BJ87 OR 35189797

-
CUSTOMER SEERMS:
=ToD GET RECALL PERFORNED

[ ]
CAC ADVISED:
-INFORMATIOWN HAS BEEN DOCUMENTED AHO FORWARQEDR TO THE LDEALER
=REQUEST MR. HELSON FANCHETTA {(SYWC WMNGR)] TD CONTAET THE CUSTOMER WITHIN 2
EUSINESS DAYS
1981 ,/08,/02
H4FTHIS 15 THE ELDSING COMMENT
- PARTS WERE 099
~ PARTS IN AMD WEHICLE HAS BEEN FIXED.

OWNER RELATIONS VOP/BENCHMARKING 0Q9511/98 FAALARTG




os/11/an MASTER DWNER RELATIONS SYSTEM 11 14.21.0%2
.-‘:--.l::::-.ﬂ==========:-::::..-:'....tt----n:=:=====“====.-...-.-==‘-========
A207LD GRP: 17 COMCERK COMTART vEH TYPE: GAR

S0R 10 ZNSTR: COMNTACT MRR: 108253468 DPEMED: 03736/ 1907
VIN: 1zup'rn|.aL5* ENGINE: L CLOSER: US/08/1597
EEE R E ] | ========‘-..=ﬂ.-..-...t:::t:::::'::'.------
LAST NAME: STATUS: CLOSED
TITLE: 1rs7 rane E

ADDRESS

CITY: STATE : P: -

HOME PHDNE : _ BUS. PHOME:
MODEL YEAR: MODEL : OEE

MILEAGE : B&T00 WEn:

DEALER NAME: LOVEGHREENFORD-MERCU SALES CODE: 153376 P& A: 08125
CalSAL CODES: 1012 1203 SYRRETOMS: 1044100 1022532 201230

GRIAIN: GO TRANS. DST/RGM: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q4/15/1997
ACK . CODE: ASSI%T COOE: D AWARD AMT: 0 SURYEY: H [Y DR NI
BULLD DBATE: CAlL 1BRATIDN:

ESP INFD: EXFIRES:

OPEN RECALL: . OwWMER NOTIFIED: MICRAO:

COMMENTS:

1997703/ 26

wen YVEHICLE INVOLVED IN RECALL 965899 =+

wew NAVIS: ORIGIMAL wws«

CUSTOMER SAYS:

- RECEIVED RECALL MOTICES FOR SEATBELTS

= DRIVER"S SINE SEATBRELT HAS BEEN REPLACED

- PASSENGER SI1DE SEATBELT IS AWAITING A PART ON BACKORDER
- POMEE WINDOWS WERE REPAIRED BECAUSE THEY WOULO MNOT GO DOWN OR UP (1993)
- FOWER WIWODDWS HAWE FAILED AGAIN AFTER FIAST REPAIR

= TAIL LIAHT HAS CONDENSATIDN INSIDE THE LENS

M

PER CUSTOMER, DEALER SAYS:

= SEATEELT #A9T IS5 OM BACKORDER

"
CUSTOMER SEEKS:
- EAPLAMATION OF PART DELAY
L
CAC ADVISED:
wewFEGARDING PART DELAYww#
= CONTACT SERVICIMNG DEALERSHIF FOR THE MOST CURRENT [NFORMATION REGARDING PART
DELAY
+++REQARDING WINDOW CONCERNe+=
- INFORMATION HAS BEEN NOCUMENTED AND FORWARDED TO DEALERSHIP
- WOTORCRAFT PARTS HAVE & 17712000 WARRANTT
1937/05/02
HEFTHIS TS THE CLOSING COMMENT
CUSTOMER LOOKING FOR AWA NOT ELGIBLE DENIED BY ZOME REP QUT OF WARRANTY

OWNMER RELATIONS VOPR/REMCHAMARKING O9/11/98 FAACARTS




09/14/%d MASTER DOwWMNER RELATTIONS SvSTEM II 14.21.02
el xrioscsFi-AisAdaSbes i Ees i med FJ i s ecsdcEEcEAd-_=-x== LIS XS =CSX=S=S==-S=S=S=S=-S=====g=3=3
TG GRP: xx12 IMNFORMATION COMTACT VEH TYFE: CAR
EHICAGD a1 ZN/TR; ONTACT NBR: 108763735 DREMED: 03/27/1997
VIN: '.szT:qu“ ENGINE . U CLOSED: §3/2%/1997
AEEEEEETEEEANFIAATEEISEEDOER AEERELEEEARENESEN NS -NEc=-NEcEc-EkE=--ch=-=—==-c=—=-c=-=—=====E=3
LAST WAME: STATUS: CLOSED
TITLE: FIRST NAME: - M1

J0DRESS:

ClTYy:

ELIS. PHOME:

Houe proxe -

MODEL YEAR: a0 MOREL - PRORE

MILEAGE: B 4000 wsh:

DEALER WAME: FOX VALLEY FORD TND SALES CODE: 141301 PR A: 01545
CAUSAL CAOOES: 19012 SYMPTOMS : 104 100

ORIGIN- GO TRAMS ., OST/RGM: TRANS. DATE:
SERVICE/SALES: | COMTACT DATE:

ACK, CODE ; ASEIST CODE: AWARD AMT: O SURVEY: (¥ OR W)
BUILD DATE: CALTBRATION:

ESF INFD: EXPL1RES:

OPFENM RECALL: OWMNER WNDTIFIEDR: MICRO:
COMMENTS :

1997 /03,37

wrv NAYIS: SUBSEQUENT we-

CUSTOMER S5AYS:

= THE CUSTOMCR RECELIVED A RECALL HOTICE TN DECEMBER ABDUT SEATBELT RECALL

- THE WEHICLE WENT INTO THE DEALERSHIF FOR INSFECTION: 2/97

- BOT A LOANER VEHIDCLE, BUT WAS TOLD THAT SINCE TREY DID NOT HAVE THE PARTS
THEY SHOLLD PICK UP THE PROBE AMO RETLHN LOANER YEHICLE

= THE CUSTOMER OID WEEP THE LOMMER WEHICLE

WHEN THE PARTS FINALLY CAME IN, THEY WERAE THE WROMNG PARTS

THE PARTS ARE BACK ORDERED 700

FEELS THAT THE THEY SHOULD KEEP THE LOANER WEHICLE

x

PER CUSTOMER, DEALER SAYS: RICK ANDERSDM (SERVICE MAMAGER}

- THE¥ NEED ¥HE LOAMER WEHTICLE EBACK ANMD EDME AND PICK UP THE WEHICLE
- THE INCDRRECT PART CAME IN AMD THEY MEED A LDANER YEHICLE

"

CUSTOMER SEEKS:

- SEATBELT PARTS IMFORWMATION

= WANTS TO KEEF THE LOAMNER VEHICLE UNTIL THE PART [5 AVAILAELE
- TO SPEAR WITH THE REGIONAL REPRESENTATIVE

+

CAC ADVISED:

- MR. RICK ANDERSON [S5ERY. MGR.) 1% IS THE BEST POSITIONM TO ASSIST YOU,
-~ &VC MGR MaY COWSULT FORD CSM IF REDUIRED.
- NO ESP

- HO TRANSPORTATIOW ASSTETAKRSE PROVIDED
~ DEALERSHIPS ARE INDEFEMDENTLY OWNER aNO ORERATED
-~ CONTACT RICK AWDERSOM CUST. REL. MGR. FOR FLATHER EXPBLANATION.

OWMER RELATIONS WOP/BEMCHMARKING D0QH/11/38 FAXCARTG




Page: Ol CQIS DETAIL REPORT pg9/11/9€ 18:05:59

COIL5 Raport Humber: VBMCEOZZ Program Type: H Orig Rpt #:
Report Source: MSS - FCSD - TECH SVC HOTLINE  Report Date: 02/13/1997
- -- EEPORT SUMMARY
VEHICLE: 1990 PROBE,LX , HATCH VIN : 1zvm:z:.u4:._
Engine : 3.0L EFI Ddomster: 84,802 MI
Operating Environ: WCC :
Yahicle Use ! Rsp. Act:
SYMPTOM: 1 04 ) s0 BODY RESTRRINT SYSTEM:=
) MOTORIZED RBELTS FUHCTION
Additional & tom: SEATBELTS TWITCH AT B-FILLAR
Other ¥eh. With Concern: Severity Rating - Customer: Enginesring:
Cansal Component !
Causal Factor: Feature: Loc:
Cau=al Condition: Photes Image=s: 0
Companent Test Status: =-—== Raturn Log:
¥Yehicle Fixed?: Customer satisfied?: Repair Effectiveness (%):

- - ———mmmme== COMMENTS§ -- -
~~TYPE-- ~—~——— COMMENT TEXT —-- ---
REPAIR  TECH STATES APTER VEH WAS IN FOR SEATBELT RECALL AND BOTH SIDE
TRACK ASSY'S WERE REFL, THE BELTS ARE NOW TWITCHING AT THE B-PILLAR
POSITION. STATES MOTORS WERE NEVER REPLACED,
RECOMM  ISM 90-08-126 DBFECTIVE LIMIT SWITCH, OR LOOSE CONNECTOR
ADVISED TO CK FOR BAD CONNECTION T¢ LIMIT SWITCHES OR WIRING PROBLEM;
AS MOTOR IS ON BACKORDER RIGHT NOW. ALSO CK TRACK FOR PROPER INSTALL
END thﬂ SURE BELTS ARE PHYSICALLY ABLE TO GO ALL THE WAY TO THE
LIMIT SW.

------------------------- CONCERN DETAILS - -—--

-—————-—-——————DIAGNOSTIC INFORMATTION ———m——-eomm

Symp. Verif?: EBase of Diegnosis: Level of Assistancae: EL
Comp. Timing: Baza Timing H MIL light on? :
Test Stand : Road Tast : B0 Number :
Pricr Repalr Attempts: Eepair Pricr to Call: WO
DTC= KOEQ: KDEC:

KOER: CE:
Equipment/Procedure Used Effective? EQuipment/Procedure Used Effective?

- ---- SERVIGCE ACTIQNS -——-- ——-=

NO SERVICE ACTIONS AVAILABLE FOR THIS VEHICLE

VEHICLE DETATILS --

¥ehicla Build Data: 09/01/1989 Warranty Start Datel 12/11/1949
Data of Sala: 12/11/1s589 Selling Dlr (Mkt,Dlr,Sub}: 01577
Dealer Special Ordar: Gross Vehicle Welght:
LH/RH Drive:
- —--ENGIMNE-- -

Engina: 3.0L EFI Tag: AG 562 AR
Bl1d Dt Calk: 010BRO0 & Sarial #!

- - -TRANSMISSION---
Trans: MAZ 4EAT D/D TYPE G Fart #:
Bld Dt: Serial #:
Moxdel : Plt: Shitt:

---ADDITIOKAL- - -
Tire : DIENV-FFP???7?7?27277777777177 Brand  :
Radio : ELETR PREM AM/FM STRO/CSTE/CLK A/C :




Paga: 02 ' CQIS DETAIL EEPORT 09/11/98 18:05:59

CDIS Report Number: VBMCEO2Z2 Program Type: H Qrig Rpt ¥:
Raport Spurce: MSS - FCED - TECH SVC HOTLINE Report Datas 02/13/1597
Paint : MAZDA RED EXT BAINT FAMILY — ————————- YERMILLON SOLID

- ARFTER MAREET MODIPFICATIONS ————————

NO APTER MAREET MODIFICATIONS DATA AVAILABLE FOR THIS VEHICLE

————————— REPORT QRIGINATOR — REFAIR FACILITY - CUSTOMER INFORMATION —————————

orig/Caller t FETE DEJA Title: TECHNICIAH

Rpairy Dlr: J1545 - FOX YALLEY FORD INKC BEh#:(830) 907-3100
City: North Rurors State t Illinols

Country: UNITED STATES Region ; Chicago - 41
Speclalist's

Hane i ERIK RUNZIE

————- -- CQIS VIN HISTORY

QIS Prog
Date Report # Type Symp Cat Causal Fart Description Cealer 1d

03/27/1097 VCLGCT73 CACVOC BODY 01545
-—— 5S5UPPLEMENTAL SURWVEY: WATIONAL HOTLINE SURVEY —-——

SURVEY HAS NUT BEEN SENT

-—- VEHICLE'S WARRANTY HISTORY (365 days cnly) --
Repair Repair Odometer Rpr Causl Service Part Number Labor
Dealer ID Date Order (Miles) Nbr Cond. Pfx Bagae Sfx ODperation

U154 0%/1Z/I937 64802




09/ 1198 MASTER OWMER RELATIONS SYSTEM 11 14,21.03
EE S FERFEE- CEF - IEEFFESESEEECFENFOTYEEREAEENAEEEEFkEEEEER rYEeniechercrierhEar=-E=-c-k========
7 198WC ARF: AR10 CONCERM COMTACT VEH TYPE: C&R
DENVER 56 ZN/TR: B2 CONTACT NER: 10R268078  OPENED: 04/01718%7
WIN: {Z4PT20COLS ENGINE: C CLOSED: D4/15/188T
B e e s R S IS IS FE =S IEE AN = FEESEEREERAENEEExENEECIEEC-RT=-——r-c=-===
LAST MAME - S5TATUS: CLOSED
TITLE: FIRST muE:- WI:

AODRESS-

CITY: STATE: ut 71P: -
awe'veon: . [N s o I

MODEL YEAR: B0 MDDEL :

MILEAGE: B5O00 LELE

DEALER NAME: WESTLAND FORD SALES COOE: 194665 P & A DB4ED
CALUSAL COOES: 1042 2801 63 SYMPTOMS : 104100 203400

DRIGIN: GO TRAMS. DST/RGM: G& TRANS. DATE:
SERVICE/SALES: CONTACT DATE: Q4/0171347
ACK. COPE: ASSIST CODE: W AWARD ANT: O SURVEY: ¥ (¥ OR N]
BUILD DATE: CALIEBRATION:

ESP INFO: EAPIRES:

OPEM RECALL : OWKWER WOTIFIED: M1ERD;

COMMENTS ;

1987 /D4 701

%24 YEHICLE INVOLYED IN RECALL 96585 : SEATBELT =+«

#a% YEHLCLE INMVYOLYED IW RECALL 96548: SEATBELT w--

*axw NAVIS: SUBSEQUEMNT #ws«

CUSTOMER SAYS:

*AMOTHER CALLS®+

- OBTALMED BOON FROM DEALER

= THEY PURCHASED THE VEHICLE LISED FROM A PRIVATE DOWNER
- MILEABE IS ESTIMATED

- RECIEVED RECALL NOTIFICATIOMN LETTER FRDM DRIGIMAL OWNER OF THE VEHICLE
LAST FALL {1988}

= THEY TDDK THE VEHICLE TN TO WESTLAMD FORD AROUND 12/10/37 TO HAVE RECALL
FERFORMED

= PARTS WERE NOT AVAILABLE

= SHE THIMKS THAT THIE I& CAUSIMG HER SOWES BATTERY TO RUN DOWN

- 5AE HAS HAD TOd BUY HER 5SOM A WEW BATTERY

L]

PER CLSTOMER, DEALER SAYS:

PER DAVE 1IN VPARTS (DOES WOT KWOW LAST MAME) AND DAVE (DDES NOT KNDW LAST
MNAME)IN SERVWICE

= WE OO0 KWOY KNOW WHEN THE PARTS WILL BE IN

r
CUSTOMER SEEKS:

OWNER RELATIONS VOP/BENCHMARKIWNG 09711/9B FAXCARTG




o9/ 11/98 MASTER OWMER RELATIONS S¥STEM |1 14,21 .02
==lllltn::::|llllll-.:::=-llll.-:===l=--'.--.-::::--I--::::=:'|l-====.—.-.-====:,.-g|:==::
7136wl GRP: Ex1D COMCERN CONTACT YEH TYPE: £AR
DENVER B IN/TR: B2 CONTACT MWER: 1DB2GAGTH OPENED: 0470171997
VIN: 1szsz:l:-L5- ENGINE: C CLOSED: 04/16/1997
EEEE-L L LLEEEEET] | RN -II--::-IIII--::::H'II-::==Il.-t===:---*===;.
1897,/04 701

- TO KNOW WHEN SEAT BELT PARTS WILL BE IN

.

CAEL ADVISED:

+*+REGARDING CONCERK=+

- INFORMATION HAS BEEM DDCUMEMTED AND FORWARBED TC THE DEALER

- REQUEST DENNIS JENKINS [ SWC MNGR) TO CONTAST THE CUSTOMER WITHIN 2
BUSINESS DAYS

+**REGAROING DELAY+»

++0BC Td DEALER++

- SPOKE DAVE S5TEAD INM PARTS

= THE RIGHT HAND SIDE SEATBELT HAS REEN DROERED FOR QUITE SOME TIME

= THE PART IS DN BACKDRDER

1997 04,08

HHATHIS 15 THE CLDSING COMNENT

C5T COMPLAINT POSSIHLE RECALLS NOT PERFORMED WERE CAUSING THE BATTERY TO &G DE
AD. DLR FERFORMED RECALL HES53 DN 1/30/87 AND O6S458 ON 4fa/87, HEITHER RECALL

CAUSED & DRAIN ON THE ELECTRICIAL S¥STEM CS5T DENIED ANY DIAGWOS1S TO DETERMINE
CAUSE OF DRAIN TO THE BATTERY.

OWNER RELATIDNS WDP/BENCHMARK [NG D8/11/98 FAXCARTG




0as11/98 MASTER OWNER RELATIONS SYSTEM LI 14.21.02
LL TR L LEN LIT L ARNEN LFLENENREN LILILEBEFENEETLIERNE I I LESR SRR IFEFEENENFEESEFEESSS S SRS L g
OB14LY GRP: X¥17 COMNCERN CONTACT VYEH TYPE.: CaR

MEMPHI S 213 ZH/TR: B2 CONTAET NER: 1QB2E223R DPENED: O4/01/1997
VIN: 1Z'U'F"T21UBI..5- ENGINE:. U CLOSED: G4f187 1997
LA I LALELRRELENENFRELSNRITRY | AN EE I EEEEEEE e e - Lo X - S oo IS S FEOSNF—HEHAEEREEEEREER

LAST MEME : aTATUS: CLOSED
TITLE: FIRST NAME: - M1:
ADORESS ; T &

C1TY. STATE ; P: F

MODEL YEAR: 90 MODEL :

MILEAGE: BEDO0 wsh:

DEALER NAME: FORD GROVES SALES COOE: 193245 P& A: OBO2S
ZAUSAL CODES: 1209 1012 SYMPTODMS : 104 100

ORIGIM: ch TRANS. DST/RGW: 23 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D4/0471997
ACK. GODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER NOTIFLIED: MICERO:

COMMENTS :

1997704 JO°

a7 NAWIS: ORIGINAL wwus

CUSTOMER SAYS:

-SEATVRELTE 1M WEHICLE ARE nNOT WORKIMG
=HAD RECEIVED A RECALL LETTER IN NOVEMEER
-wHv BON*T THEY HAVE PARTS AVAILAHALE?

»

PER CUSTOMER, DEALER SAYS:

~KIM-5ERVICE MAMAGER S5AJD THE RESTRAINT SYSTEM IS5 OM BACKORDER-WilLL TAKE B
WEEKS

CLUSTOMER SEEKS:
“WERICLE REPAIRED
-~wANT FORD ADDRESS

L

CAC ADVISED:

-PROVIDEDR FORO ADCRESS

=[NFORMATION HAS EEEN DOCUMENTED AND FORWARDED TO THE OEALER

~REQUEST MR MR STAM IRWIN {CUST REL MWGR) TO COMTACT THE CUSTOMER WITHIN 2
HBUSINESS DAYS

1997704 /11
RAATHIS IS THE CLOSING COMMENT
CUSTOMER EBROUGHT CeR M AND wWE MADE THE REPAIRS

DWHMER RELATIOMS VOPSBEMCHNARMING 09711798 FAXCARTG




