oa/11/98 MASTER AWMER RELATIANS E¥YETEM 11 14,21 .02
ASEEIC=-—-TmESEN l======-llI:======llIll======-l---|-Il'I-l====:---i-I--========illl
454BBC GRE: XX04 COMNCERN CONTACT VYEH TYFE. CAR
DETROXIT 418 ZNSTR: A1 COMTACT WBR: 108277960 OPEMED: 0470371997
WIN: 1ZvPT21UGLS 195270 ENGINE: U CLOSED: D4/17/1997
:I...II:::==‘I-.-.====ll-l--‘=====II---II---l=--II-H--‘---'l

LAST MAME:

TITLE: FIRST MAME: -

ADDREES:

CITY: CANTON STATE:

HOME PHONME : BUS. PHOME:

MODEL YEAR: =1n MODEL:

MILEAGE : HE2TH wWah:

DEALER MAME: JACK DEMMER FORD IN SALES CODE: 148016 P B A: RITM
CALUSAL CODES: 1203 SYMPTONS: 104100

DRIGIN: [ TRANS. DST/RGN: 48 TRANG. DATE:
SERVICESSALES: 1 CONTACT DATE: 0471071997
ACK. CODE: ASSIST CDDE: W AUARD AMT: 1 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EAPIRES:

OPFEN RAECTALL: ) OWMER NOTIFTIED: MICRO:

COMMENTS:

1887 /04/00

vss THIS GONTACT IS5 OPEMER DUE TO OPEM RECALL 96548 L GESD »v»
wvn NAVIS: ORIGIMAL »==

CUSTOMER SAYS:

- %dE GOT & LETTER FDR A SEAT BELT RECALL, BUT SHE LOST 1IT

- SHE IS HAYING & BIT OF TROUBLE GETTING THE WORK

- THE DFALEREHIP REMOVED THE SHOULDER WARMESS ON THE VEHICLE
THE VEHICLE 15 NDT SAFE

.

FER CUSTOMER, DEALER SAYS:

- 979897 PER DEMWIS RITTER, SERVICE ADVISDR, THEY ARE STILL YAITING FOR THE
FART FOR THE REPAIR

.

CUSTOMER SEERKS:

- REPAIR OF THE VEWICLE

L3

CAC ADVISED:

- WEHICLE IS INVOLVED IN RECALL 95548 AND 96599

-{NFORMAT ION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

"REQUEST NR. FHIL SMITH CUST REL MNGR TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1997 /04707

FARTS ARE CURRENTLY DN ORCER CUST TD CONTAGT DN 4/9 TO SEE IF PARTS ARE [N.
1897/04/10

WANTHIS 15 THE CLOSING CONMENT

OWNER RELATIONS VOP/BENCHMARKING 09711798 FRACARTG




2o/ 11/98 MASTER DWMER RELATIONWS SYSTEM 11 14.21.02
BF S S SSFCSS S S SrE T E T N F S S CSAN S S FFECFEAAE NN NI EENN A EE N s sRBA - - c-CCcE=----C-—-—=———=—F=----“FEFE=-HEN
{A0SCR GRP: D& IMNFORMATION CONTACT VEH TYPE: CAR

DENVER B IN/TR: BRI CONTACT MBR: 102282007 QPENED: Q470371997
VIN: L ENGINE - CLOSED: 04504371997

EEEF - EEC - - CSFEX—EIECE - IEREEEEEEEEEEEENs GEEER O xS S_—_——_—r— - -—gEE-—EEEEEENEEEEE:S

LAST MWAME: STATUE: CLOSED
TITLE: FIRST N.I.IIIE- MI:
ADDRESS: E

c1TY: STATE: : -
HOME PHONE : W BUS. PHINE :

MODEL YEAR: a0 MODEL : FROBE

MT LEAGE - 1 WsD:

DEALER WAME: WARKER SUPER FORD 5 SALES CODE: 158020 P& A: DB32a
CAUSAL CODES: 1012 SYMPTOMS: 104108

ORIGIN: G0 TRANS. DST/RGN: TRANS. GATE:
SERVICESSALES: 1 CONTACT DAYE:

ACY,. CODE: ASSIST CODE: AWARD AMT: O SURVEY: LY OR N)
BUILD DATE: CALIBRATIDN:

ESF INFO: EXPIRES:

OPEN RECALL: OWNER NDTIFIED: Mi1CRO:
COMMENTS :

1987 /04703

#+x MILEAGE LWWAVAILABLE w»+»

svoNO YIN AVAILABLE>

CUSTOMER SAYS:

-I5 THERE A DELAY OMN PARTS FOR THE SEAT BELT
[ ]

PER CUSTOMER, DEALER SAYS:

=HO ECOMTACT

¥

CUSTOMER SEEKS:

=JFDATE DM BACKORDER

L 3

CAC ADV13ED:

~PARTS ARE ON & NATIODNAL BACKORDER

OwWMhER RELATIONS VOF/RENCHHARKING 09711/08 FAXCARTG




og)f1v1/98 MASTER OWMER RELATIONS SvSTEM I 14,29 08
ECC--—rxmamssafdBRIErCr=-=-=-=-=====-=-—mhRdBRREWNAFS-SC-C-C-CSCCC-oC-C-CC-CC-C-romEn «.EERAFEFE-SCc=c========x=ackil
S953C06 GRE: MxDd COMCERN COMTACT vEH TVPE: CAR

HEW YORK 13 ZN/TR: 0O COMTACT MBR: '10RAJA3ZZNAE OFEMED: 0450371997
YIN; 12Z¥PT 20C9L ENGINE: € CLDLED: Daf16/1997
Ea===—====xkEEEEREEE=-—-"C=" EFEG=-c======c==xEsdAdEEEERAREFFFIS-SSSSSSSSOEEEER
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - ML :

ADDRESS:

CITY: OCEAM SIDE STATE: ZIP: -
vt poonc: DNNMENNNNEN  cus. reonc IS

MODEL YEAR: 80 MODEL : FROBE

MILEAGE : TOOOD WsD:

OEALER WAWME: HMCRANIEL FORD INC SALES CODE: 113126 P & A: 0Q3&1H
CAUSAL CODES: 1203 11407 2803 SYMPTDMS : 1044100 703100

ORIGIN: GO TRANS. DAT/RGM: 13 TRANS, DATE:
LSERVICE/SALES: 1 COKTACT DATE: D4/09,71997
ACK . CODE: AS5IST COBE: O AWARD AMT: C SURVEY: ¥ (¥ OR N}
EUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWWER NOTIFIED: MICRD:

COMMENTS :

1997704 /03

sws THIS COMTACT IS OPENWED DUE T OFEW RECALL 9G588 »=»
win THIS CONMTACT !5 DPENED DUE TO OPEW RECALL SES4AB -=-
axx NAVIS: ORIGINAL wew
CUSTOMER SAYS:
- WAD THE WEHICLE CHECKED FOR THE SEAYHELT RECALL BACK IN JANUARY, THAT 15
IHEN THEY ORDERED THE FARTS
WAS TOLD THEN THAT THEY WOULD SEND ME & POST CARD WHEM THE FARTS CaME IN
- HAVE WNEVER RECEIVED A POST CARD
= VEHICLE IS ALS® HAWING A COWCERN WITH SHAKIMG
- YEHICLE SHAKES AT IDLE ALL THE TIME, ESPECIALLY WHEW THE HEAT 1% ON
- WILL DD IT ON & HOT OR COLO ENGINE

PER CUSTOMER, DEALER SAYS:

= 4=9=-97 HEMRY [N SERVICE- MWE HAYE A LOT OF THEM QRDERED AND WE ARE STILL
WAITING TQ HEAR FROM FORD aABOUT IT.

.

CUSTOMER SEEMS:

- WHEN WI1LL THE PARTS BE IN?

~WANT IS CAUSING THE SHAKING?

L ]

CAC ADVISED:

RE: WHAT I5 CALUSIMG THE SHAKING?

- DEALERSHIP IS THE BREST TECHWICAL RESOURCE

- ME. GUSTAVE MORR1S [CLIST. REL MSR) 15 IN THE BEST POS1TIOM TO ASS]ST ¥YOU.
RE: %EAT BELTS

-INFORMATION HAS BEEMN DOCUMENTED AMD FORWARDED TO THE DEALER

-REGUEST MR. GUSTAVE MORRIS (CUST EEL MMGR) TO CONTAGCT THE CUSTOMER WITHIN 2
BUSINESS DAYS

- NO VLEC dBE MADE AT CUSTOMER REQUEST, AT WORK

OWNER RELAT1ONS YOP/BENCHMARKING 09711/98 FASCARTG




s/ 11/58 MASTER DWHER RELATIONST S¥STEM 11

142102
- cmemlAEEEERPFEOCS=S=SS=Ssss s s ncnndEENEENEPFR T F =SS === S=S=S=S===S========-=3Ix
595 ICG GRE: RAQA COMCERM COMTACT YEH TYPE: CAR
KEW YORK 13 INFTR: DA CONTACT MWBR: 1082A232A QPEMEDR: 04/0371207
: 12YPT20COLS ME1HWE: C CLAOSED:
::E:;:::::::::z::tttl IIII_::::::E::iE:: ====-l.x-------kll.---fiilff:EEZS
1387 /04/08

MF¥THIS IS THE CLOSING COMMENT

FLEASE FROVIDE DEALER WITH NECESSARY RECALL PARTS THAT ARE D-99 50 WE MAY FIX

CUST*'S VEHICLE, ANWD SATISFY CUSTOMERS. PLEASE CTLOSE THIS CONTACT AS OUR HAMOS
ARE TIED. H.FAMJLARD, SWE, MAR,

OWNER RELATIONS YOP/AEMCHMARKING 089711798 FASCARTO




09/ 11 /98 MASTER DOWMER RLLATIONMS SYSTFM [ 14.21 .02

Bh=-—EBchrrsSGcriAm=-crelisxre=-Ecr=-BcER-CC o kX =S-SRS - =SX=S===S= == =SS -Z=SS S-S S=S=S=S=S=S=SHEHSEEIAENIEIEREEEHE
1317R0 GRP: (g CONCERN COMTACT VEH TYPE: CAR

MNEM TORK 12 ZMSTR: D% COMTAET NBR: IDOB3IBESS09  OPENED: 0570171997

VIN: 1IVPTIOCOLE EMGIME. T CLOSED: D6/04/1957

ESESASSASASTIEC-COSERSEZONaINR LEEL Bl B3 D EL B N L L REREIENNSE N R

LAST M&ME : ATATUS: CLOSED
TITLE: FIRST MAME: - MI:
ADORESS :

CITY: ETATE : P -
HEOME  PHONE : ave. reone: IS

MOCEL YEAR: ac MODEL : FROBE

MILEAGE : T1000 WE0:

DEALER MAME: MWCDANIEL FDRD INC BALES CODE: 113126 P& A o368
CAUSAL CODES: 10612 10RA SYMPTDMS : 104108 703100

OAIGIHN: Go TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: OB/28/1997
ACK. CODE: ASSIST CODE: W AWARD amT: 500 SLRYEY: ¥ IV JR W)
HUILD DATE: CALTBRATIDM:

EEF INWFO: EXPIRES:

CPEN RECALL: OwWWER NOTIFIED: MICRD :

COMMENTS :

1997705701

i+ PARTS DRELAY OVER 30 DAYS w#v»

s+ WAVIS: ORIGINAL #=«»

CUSTOMER SAvYS:

=THE PARTS ARE STILL DN BACK ORDEQ aMD WANTES TO ENDW SOME K1IMD OF DATE FOR
WHEM THEY WILL ARRIVE

-THE WI1BRATIOW COMCERW HAS NOT BEEN RESOLVED

Y

FER CUSTOMER, DEALER GSAYS:

-OM BACK DRDER
L]

CUSTOMER SEEKS:

=MAMTS TO KMOW WHEM THE PART WILL BE IN

-

CAC AOVISED:

-INFORMATION HAS EEEN DOCUMENTED AND FORUWARDEDR TO THE DEALERSHIP WITH A CDPY
TO THE REGIOMAL OFFICE.

=REQUEST MPR_HEMRY FAMULARO (SYWC MMGR] CONTACT THE CUSTOMER WITHIM 2 BUSINESS
DAYS

1997/05 18

FAXTHIS 15 THE CLDSING COMMENT

MED FO PERFORMED RECALL DN 571571887, CUST HARPY, PLEASE CLORE.

DWNER RELATIDNS VOR/BENUCHMARKING 09511798 FAXCARTG




o8ef11,/98 MASTER OWNER RELATIDNS SYSTEM 11 14.21.02
ey YT F LN ERERASN RIS RS ET T RSN R LI P RERNRNRRRERER YT RENRNE T P LY T Y] )
&&77ER GRP: X2D3 COMNCERN CONTACT VEH TYPE:. CaR
HOUSTON 57 ZHSTR: @i CONTAET NBR: 108234389 [OPENED: D4/704/18397
VIN: 12¥PT20C 1L EMGIME: © CLOSED: D47 1171987
s sssw b EXrXCESNNESLLCAS IS AAS S S EENESE S S S S SESEEEE S S EESEEENEN
LAST MAME: - STATUS: CLDSED
TITLE: FIRST MNAME: MI:

ADORESS:

TreTE - 00
HOME PHOME ; sus. pHonE : I

MODEL YEAR: 90 MDDE L FROHE

M1LEAGE: -4 a]nls) wSD:

DEALER WAME: MCREE FORD IMC SALEE CDDE: 1520562 P& &: 04443
CAUSAL CODES: 1204 SYMP TOMS: D410

CRIGIN: (14} TRAMS. DST/RGN: 62 TRANS. DATE:
SERVICEFSALES: 1 CONTACT DATE: D4/D4/18497
ACK. CODE: AESIST GODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESPF INFO: EXPIRES:

OPEN RECALL: OWMNER WNOTIFLED: MICRE:

COMMENTS

1997704 /04

wew THIS CONTACT IS QPENED
%% NAUIS: SUBSEQUENT +»==
CUSTOMER SAY::

- CURRENTLY THE DRIVERSIDE

DUE TO OPEN RECALL 96G48 AND HESER exw

SEAT BELT HAS COMPLETELY FAILED

- CUSTOMER IS AWARE OF THE RECALLS ON HIS WEHICLE AMD WOUuLD LIKE TO HAVE THE
VEHICLE REPALRED UNDER THESE RECALLS

L]

PER CUSTOMER, DEALER 5AY3:

- INFORMED THE CUSTOMER THAT THEY ARE CURRENTLY STILL WAITING FOR THE PaARTS TQ

COME IN

£

CUSTOMER SEEKS:

- TO HAVE THE RECALLE

-
CAC ADVISED:
-INFORMATION HAS BEEM DOCUMENTED

~REQUEST MR. HOA CARRELL (CUST REL MMGRS

WITHIN 2 BUSINESS DAYS
#¥¥THIS I5 THE CLOSING COMMENT

I CALLED FOR CUSTOMER,NDT AVAILABLE BUT DID TALK TO FAMILY MEMBER.

ON THE VEHICLE PERFORMED

AMND FDRWARDED T THE QEALER

SWC MMGR) TO CONTACT THE CUSTOMER

SOME 0OF

THE PARTS ARE HERE.THE DTHER PARTS ARE D99 WITH NO !DEA OF SCHEDULED SHIPPING

DATE. WE WILL NDTIFY CUSTOMER

OWNER RELATIONS YOP/EENCHMARKING

WHEH PARTS ARRIVE.

BOH CTARRELL

04/11/98 FAXCARTG




oafi11/9a MASTER DWMER RELATIONS SYSTEM 11 14.21.02
IEE - - IEAEEN - - AN S L ER - - OOE - S S C S oSO SCS S S S S S S S S S S SL LSS EESS S S SECSHEHIA R FHMAENESczmERE=-=-==
4825AL GRP: MAa13 COMCERN COMTACT YEW TYPE: CAR

KANSAS CITY 53 INfTR* COMTACZT WER: 1082R8a74 GPENELr: ©4/04 /1997
WIM: 12¥PT20C 1L ENGIMNE: C CLOSED: 0&F 237190497

LAST NAME:

STATUS: CLOSED
ADDRESS -
CITY: MNEDDESHA STATE: P: _
HOME PHONE: _ BUS. PHONE: H

MODEL YEAR: MODEL : PROBE

MILEAGE: 112000 Wil .

DEALER MAME: QUALITY MTRE-~-INDEPE SALES COPE:  1%3G59 PE A 05190
CaUsAL COOES: 1204 3002 SYMRPTOMNE @ 104100

ORIGIN: G0 TRAMS. OET/RGN: 63 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 047051897
ACK. CODE: ASSIST CODE: o AWSRD AMT: O SURYEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATICM:

ESPF INFO: EXFPIRES:

OFEN RECALL: OWNER NOTIFIEDR: MICRO:

COMMENTS -

1997 /04,/04

#+v THIS CONTACT IS OPENED DUE TO OFPEN RECALL BESBE +v«

*#+r THIS COMTACT IS OPEMED DUE TQ OFEN RECALL 9654H s»»

swe NAVEIS:; SUBSEQUENT ===

CUSTOMER SAYS:

- THE RECALL HA%S NOT ¥YET BEEM PERAFORMED

= THE DRIVER'S SIDE SHOULDER HARMESS WAS REPAIKED IN 1996 [EXACT DOATE UNKMNOWN)
AT HARGLD MOTERS

L]

PER CUSTOMER, DEALER 5AYS:

FER SERVICE RECEPTIOMIST: |LMKNOWN |
- THEY HAWE NOT RECEIVED THE PARTS

CUSTOMER SEERA:

- PERFUORM THE RECALL

-

CAC ADVISED:

++ REFERENCE CONTACT: 1Q078E1432 W:s CALLING %+
-INFDRMATIDN HAS HEEM DOCUMENTED W THE DEALER

~REQUEST MR. BOYD THIELE [SVWC NNER) TO CONTACT THE CUSTOMER WITHIN 2 RUSIMESS
DAYS
1987 /05727

"EE""

BECDME AVATLARLE.
1997 /06716

F¥#THLIS 15 THE CLOSING COMMENT

PARTS ARE D9% BACHORDER, WILL INSTALL OMCE RECEIVED AND CUSTOMER CONTACTED

OWHMER RELATIONS VOR/BENMCHMARKING 09711/98 FAXCARTG




0351198 MASTER OWMER RELATIOMS SYSTEM |1 11,31.02
-h:::--l----:a:n:-:-.n---:::llnl.:::====lll======c-a=====.--=:::=:;.--:::=---=:
202541 GRP: kx13 CONCERN COMTACT VEH T¥PE: CAR
HANSAE CITY 53 ZH/ TR, ONTALT NBR: {10B2B5474 OPENED: 0470471997
¥IN: 1ZYPT20C 1L ENGINE: CLOSED: O6/23/1997
EEEES-—c-c-amschESmmssscuan -::::.—-:.III:::‘.II::::::III::::..-l;=:==':ll
1997/07/01

trr NAWIS: PRODGRAM +++
CUSTOMER SAYS:
"THE CUSTOMER IS5 CALLING BACK ABOUT GETTING H1% RECALLS PERFQORMED

[ 3
FER CUSTOMER, DEALER SAYS:

=THE PARTS ARE ON BACKORDER
¥

CUSTOMER SEEKS:

-TO HAVE THESE RECALLS PERFORMEQD

-

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIENCE & HACK - ORDER SITUATION

-INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES OM PART
CELAYS

DWNER RELATIONS WOR/EENCHMARKING O3/ (1/98 FAXCARTS




oa/11/98 MASTER OWWER RELATIONS SYSTEM 11 14,.21.02

EEEEFEAEINEONFIACFEREE C ORI FF L FCAONONEEEEEEEEEEENEEEEmdfs T eI S==============
QRAAKE GRP; AXQ2 CONCERN CONTACT VEH TYPE: LAR

S0R 10 ZNSTR:  Gi CONTACT WER: 10B2RO02E OFEMED : 0470771387

VIN: 1ZYPTA0CEL EMGINE: ¢ CLOSED: D47 1671997
CEODEX=-——IExcEnN = — = | —a———A—i- 4 ] | R D A N R N D R BN FRIT NI
LAST MAME: STATLS:

TITLE: FIRST MNAME: - MI:

ADDRESS:

CITY: STATE: VA ZIF:

HOME FPHONE - BLS. PHOME: HNA -HA-A NA

MODEL YEAR: MODEL : PROBE

MILEAGE: 100000 WSD:

DEALER WAME: BRADSHAW FORD INC  SALES CODE: 127577 F R A: OBE22
CAUSAL CDDES: O4d1R 10RA SYMPTOMS ! 104100

ORIGIN: (4] TRANS. DST/RGN: 27 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: ©4/0771997
ALK . CODE: ASS1ST CODE: R AWARLD AMT; o SURVEY: ¥ (? OR M)
BEUILD DATE: CALIBRATION:

ESP [NFD: EXPIRES -

OFEN AECALL: OWNER NOTIFTED: WICRO:

COMMENTS :

1997 /04707

+++ PARTS DELAY OVER 30 DAYS +r«
#¢s YEHICLE [WNVOLVED IN RECALL 96548, 96%99 »+-
¥ NAVIS: PROGRAM #++
CUSTOMEA SAYS.
-¥WEHICLE 15 INVOLVED IN THE SEAT BELT RECALL
-THIE DELAY 1% RIDICULDUS
=PARTS HAVE BEEN ON DRDER FOR OVER & MONTH
-PART NUMBER Fl4dZ6i16i0D44EB, 49E
-I HAVEN‘T BEEN ABLE TO DRIVE MY VEHICLE SIMCE LAST MARCH BECAUSE IT WOM'T
FAER STATE INSPECTION FDR SAFETY REASONS
=I°WE EWEN HAD TN RENT A GARAGE TO FUT THE VEHICLE 1N
~THE SEAT BELT MOTER IS5 RUNNING
+*
PER CUSTOMER, DEALER SaAYS:
-WE MEED TO PUT [N A WHOLE MEW ASSEMELY
-PARTS WERE ORDERED TwWO WEEKS AGO DR SO
-WE DON'T HAVE ANYOME TRAIMED TO LEARN HDW TO FERFORM TH1S REPALR
N
CUSTOMER 3JEEKS:
=TO HAVE HIS VEH!CLE REPAIRED AND DRIVEABLE AGAIN
*
CAE ADWISED:
~INFORMAT [OM HAS BEEN DOCUMENTED AND FORMARODEN TO THE DEALERSHIF WITH A COPY
TO THE REGIOWAL OFFICE.
-REQUEST MR.JAMEZ LEWIS (CUST. REL MMGR) COMTACT THE CUSTOMER WITHINW 2
BLISINESS DAYS
18997
AS CONTACTER OM 477797 BY PHOME BY JAMES R. LEWIS, THROLGH ASSIST

ANCE OF RECALL PROBRAM PERSONWNEL CORRECT FART wa5 DBETAINED. RECALL IS NOW GOMP
LETED A% OF 4/7/97T.

OWNER RELATIONS VYOP/BENCHMARKINA ©O9711/98 FAXKCARTG



09/11/8a MASTER DWWER RELATIONS S¥STEM 11 14.21.02
IIExcESN s - EEscEEs Sl Bk ARl sEAcaBEnaBEidx - NEc o RNECSC - CcC o= SN=-FNFEE==IS—EEEFNEN
08 3gKB GRPE: Kx02 CONCERN COMTACT VEH T¥PE: CAR

sDR 10 ZN/TR CONTACT MBR: 103289025 OPENED: D4/0F7F18587
VIN: 1Z2VPT2OCEL ENGIKE: C CLOSED: 0471871597
ET=-=—=m=-===—x===x-C-RNCSSCCRCSC M-S E=CSSESSSI =SS ERSSSANCSSARSABECEARNRENAREsNSNEEAE-EEE

1987/04/04
VEHICLE wAS INVOLVED TH RECALL #9854E, ON ORIGINAL IMSPECTICN TECH H.L. JONES
FOUMD SEATBELT MOTOR WDULD NOT TURM, PART NF72Z618100448 wWAS ORDERED THROUGH
PROGRAM HDDQTRS, PART WAS CHECKED DN TwD TIMES AND SAID TO BE ORDERED BUT was
DN BACK DRDER, RECALL HDOQTRS CONTACTED AGAIN OM 477787, SAID THEY wWOULD SHIP P
ART. DRDER HAD FELL FROM SYSTEM, AND WE COULD LSE A PART, WAS WAI
TIMG FOR ANOTHER YEHICLE TO CORRECT ﬁtmu,“uemcu
WAS BERDUGHT IN UPON TEARING DONM TO REPLACE TRACK AND MOTOR, WAS FOUMD SEAT T
RACKIMG CABLE WAS JAMMED IN THE MOTOR CAUSING 1T NOT TO TURMN THUS ONLY HAVING
TO OMLY REPLACE THE TRACK. RECALL 15 MWOW COMPLETE .
#4¥THIS 15 THE CLOSING COMMENT

ALL NECESSARY WORK HAS BEEN DONE TIJ_\I'EHII:LE. AND ITS WORKING
PROPEALY.

OWHER RELATIDNS VOP/ARENCHMARKING 0O8/11/98 FAXCARTG



o9/ 11/98 HMASTER OWMER RELATIONS S¥STCM 1! 14.21.02

[ R R R R TREFE L R FEE L L e I R A T N T N Y T BRI T

190402 GRP: xXi1 COMCERN CONTACT YEH TYFE: CaR

DETROIT 48 IN/TR: CONTACT NER: {QAZSICRS OPENED: Q470771937
VIN: 1Z¢¥PT2108L EWGINE: U CLOSED: D4a/29/1997
SR =EAEZIAREEENENEEEEES = IS SSHF=SEINEFEEENS RSN -k == === ¥FIEEEEEER

LAST NaME: STATUS: CLOSED
TITLE: FIRST MAME: _ Mi:

ADDRESS -

eITy: L wi 2i0: [N
souc evon:: [N sus. pron: . E—

MODEL YEAR: 90 MODEL: PROBE

MILEABE: 100000 wSh:

DEALER WAME: wEIDNER MOTOR SALES SALES CODE: 148635 P A 4. Q9695
CAUSAL CODES: 1203 SYNPTOMS : 104 100

DRIGIN: (1] TRANS, DST/RGH: 43 TRANS. DATE:
GERVICEFSALES: CONTACT DATE: O4/0871947
ACK, CODE: ASSIST CODE: R AMARD AMT: O SURVEN: ¥ (Y OR N}
BUlLD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWMER WOTIFIED: MICRAO:

CONMMENTS:

1997 /04 /0T

war VEHICLE TNWDLYED IN RECALL 26599 was

*vs HAVIS: SUBSEQUENT wew

CUSTOMER SAYS:

- CUSTOMER HAS BEEM WAITING SINCE 10/28 FDR SEAT BELT PART

= PART ADVISOR WAS RUOE TO CUSTOMER

= HAS A NOTICE SAYING THAT DEALERSHIF TRIED TO ORDER FPART 2725797

= CUSTOMER HAS WO INDICATION THAT THE DEALERSHIP HAS TRIED TO DRDER PART AGAIM

FER CUSTOMER, DEALER SAYS:
- WE ORDERED 1T AMD IT HASN'Y COME 1M YET

L
CUSTOMER SEEKS:
- SEAT BELT PART

L

CAC ADVISED:
—~INFORMATION HAS REFN DOCUMENTED AMD FORWARDED TD THE DEALER

“REQUEST ME. JOHN WNAPF [CUST REL MMAR) TO CONTACT THE CLISTOMER WITHIN 2
BUSIMESS DAYS
1997 /0 /22

CKk STATUS OF FARTS 04/08/797,5TI!L OM B.0O. . NO PROM DATE

472197 PARTS ARRIVED,CALL CUST AMO LEFT K5G. ON AMSW_ MACH. ASKING TO PLEASE
CALL FOR AFPT. JLK

¥¥rTHIS !5 THE CLOSING COMMENT
04-08-97 SPOKE TO CUST AND CK STATUS OF PARTS PARTS STILL ON B.D. W/ NO PROM,

L 04/23/97, PARTS ARRIVED,LEFT WSG.0N CUST. ANSW. MACH.
TD PLEASE CALL FOR APPT.

DVHER RELATIONS wOP/BENCHMARKING 09711798 FAXCARTG




02/11/98 MASTER OwwWER RELATIONS SYSTEM Il 14,2102
EEErcEEr=-=c--r=—RxrSFdEEEEE=-N-C-C-F==c==-a=kaxENNERENFARGEN-IW-SES==SESS==S===S=c====EFc
J&7 1CP GRAP: 1T COMCERMN CONTACT VEH TYPE: TAR

DALLAS 52 IN/TR CONTACT WER: 10297109 OPENED: 0470871997
ViN: 1IUPT20C3Lﬂ ENGINE : € CLOSED: 04718/1937
R R R R F L P F =t e e —ErIEEEEEEEEAN=aImCSCEs S sssszsaschaxiinidbAAEREEEETE

LAST NAME: TATHS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS: BOLY

EITY: MOORE STATE: DK ZIip:

HOME PHOME : 999-999-2249% BUS . PHOME- F -
MDDEL YEAR: a0 MODEL:

MILEAGE: Sa000 W50 :

DEALER HAME: SOUTHWESTFORD SALES COODE: 132202 P A A D2a51
CAUSAL CDDES: 1202 3001 SYMPTOMS: 104 100

ORIGIN: (cla ] TRANS. DST/RGN: 52 TRAMNS. DATE:
SERVICE/SSALES: 1 COMTACT DATE: 0470871987
ACK. CODE: ASSIST CODE: W AMARD AMT: 500 SURVEY: W LY OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CPEN RECALL: DWNER NOTIFIED: MICRD:

COMMENTS :

1907/04 08

wov YVEHIECLE IWVOLWED IN RECALL 96548, S9G6553 #+=4

wuw MNAYIS: SUBSEQLENT +»+

CUSTOMER SAYS:

- WENT FOR SEATHELT RECALL 96544, 96538

- YHE £AR HAS BEEN AT THE DEALERSHIP FOR ABOUT 4-5 WEEKS BECAUSE 0OF BACKOROER
PART

- AUTOMATIC SEAT BELT CONGCERM

*

PER CUSTOMER. DEALER SA¥S:

- DEALERSHIP TOLD CUSTOMER ThHE PART MAY TAKE B MORE WEEKS

L]

CUSTOMER SEEKS:

- CAR REPAIRED

-

CAC ADVISED:

-1NFORMATION HAS HEEW DOCUMEMTED AND FORWARDED TO THE AEALER

=REOUEST MR.FORREST REINING CUST REL MMGR TO CONTACT THE CLSTOMER WITHIN 2
BUSIWEES DAYS

199704/ 11

#AXTHIS 15 THE &LOSING COMMENT

WE INSTALLED THE RT SI!DE TRACK ASSEMBLY, HOWEVER WE ARE STILL WAITING FOR THE
PART FOR THE LEFT SEIOE. 1 CALLED THE BOO# TD FIND OUT THE STATUS OF THE PART
DELAY. 1 WAS TOLOD THE PART IS ON BACK DRDER AND THEY DONT WMOW WHAEM THE FART
WILL RECOME AVALABLE.

[ HAWE SENT A MESSAGE TO MY PARTS REP FOR H1S HELF IN THE MATTER.

I AM WOT HAPPY WITH THE ANSWER I GDT FROM RECALL HOT LTME

4

OWHER RELATIONS YOF/BEWCHMARKING 09711798 FAXKCARTG



02f11/98 MASTER CWHNER RELATIOMS S¥5TEM 11 14,21.012
EEEEE RS EESE NN EEE N XX X KX T - S S-S =SS oSS S S S S FSKAFNEENARERmRE-T=-=S- - -—===========&=
TAXAIW GRE . Xx0H2 COMCERN COMTACT ¥EH TYFE: ChAR
BOSTON 11 INSTR: A1 CONTACT MER: 10BDORGTY QPEHED: C4/0971997
VIN: 1ZYPT2{USLE ENGINE: U CLOSED: OS5/2E8/ 19297
E=E=E==a===== LA R R R LN RN Y1 F I T R AR R ERFT ]
TITLE: FIRST NAME: _ MI:

ADDRESS :

CITY: WINCHESTER STATE A P _
HOME PHONE : I BUS. PHONE: d

MODEL YEAR: 20 MODEL : PROBE

MILEAGE : 44000 WsD:

DEALER NAME: BOMMELL MOTODRS INC SALES CODE: 111040 P& A: O9104
CAUSAL £ODES: 1012 1ORA SYHNPTOMS: 102 100D

ORIGIN: &0 TRANS. DST/RGN: 11 TRANS., DATE:
SERVICE/SALES: 1 EONTACT DATE: 0571971997
ACK. CDDE: ASSTST CODE: W AWARD AMT: 0 SURVEY: ¥ (Y OR N)
BUILD DATE: CALIERATION:

ESF INFD: EXPIRES:

OPFEN RECALL: OwWMER WOTIFLED: MICRD:

COMMENTS ;

1997 /04709

wee NAVIS: DRIGINAL *z¢

*++ PARTS CELAY OWER 30 DAYS wevw

CLUSTOMER SAYS:

- HAD RECAiL WORK DOHE OM SEATBELT 1-37 AMD THE MOTOR STARTED MALFUMCTIDNING
AFTER THE WORK WAS DDMNE.

= DEALEASHIP DRDERED A MOTOR FOR SEATBELT 1-21-497

- 5TILL WAITING FOR PART TO COME IN. I'M VERY COMCERNED ABDUT THIS BECAUSE

IT'%S A SAFETY ISSUE.

= PART® F-72TG1610-D-43-E (DRIVER*S SIOE OMLY}

£

PER CUSTOMER., DEALER SAYS:

- LPETER DUBOIS/PARTSII'VE GODT IT OM DRDER: IT TAKES TIME.

- {(OAGC/WILLIAM WILSOM| RECALL DOES INCLUDE MOTOR (IF NEEDFD) BUT THE
CUSTOMER'S MOTOR WAS WORKING WHEN HE RRDUBHT WIS CAR 1N FOR THE RECALL WORK:

WE HAYE ORDERED THE PART, BUT WE HAVE A LIST OF CUSTOMERS AMEAD OF HIM WHD ARE
WALTING FOR THE SAME PART.

CUSTOMER SEEKS :

- TO EXPERITE QELAIVERY OF MOTQR.
L

CAL ADVISEDR:

~INFORMATION HAS BEENW DOCUMENTED AMD FORWARDED T@ THE DEALEASHIP w1TH A CDPY
TO THE REGIOMAL OFFIGE.

-~REQUEST MR. ROBERT SZC2AWINSK]/PARTS MGR CONTACT THE CUSTOMER WITHIN 4
BUSIMESS DAYS

OWHER RELATIONS YVOP/BENCHMARKING DEF11/98 FAXCARTG



02/ 11/98 MASTER OWNER RELATIONS SYSTEM T1I 14,21.02
LLARERENEELELERERESLELEREERLELLLIERERNELERRENERERLLLRREEENELRE S80I R
TASA. W GRP: Mx03 COMCERM COMTACT YEH TYPE: CAR
BOSTON 11 ZN}'TRE:_ CONTACT NEE: 10B2RBRGTO OPEMED: 0Q4/08/1097
VIN: 12¥PT21USL ENGIHE: U CLOSED: O&/2E/199T
====Z=====Z===Z=Z=Z==S=Z==S=S========Z=S=S=S=S=S=S=Z=S=S=S=S==E=ZS3=5S5A3/4FFEEEREEREEEERNERKEXTX=TCCcC===
1997 /04717

CUSTOMER SAYS:
= PART FOR RECALL STILL NOT IN. IT HAS BEEH 90 DAYS
= CUSTDMER RELATIOMS MAMAGER OID NDT CONTACT CLSTOMER

.

PER CLSTOMER, DOEALER SAYS:

= WAITIMG FOR FART

L]

CUusTOMER SEEHS:

= TO FIMD OUT IF THERE IS AWNYTHING HE CAN DO BEFORE GETTING LEGAL
COUNSEL

L )

CAC ADVISEQ:

- REQAEST THAT ROBERT SZCZAWINSKI, CUSTOMER RELATIONS MANAGER, CONTACT
CUSTOMER WETHIN 2 BUSINESS MAYS

-~ LMFORMAT!DN HAS BEEN DOCUMENTED AND FORWARDED ONCE MORE

1957/04/18

#»uCOLD CALLaws

#wsEXECUTIVE OFFICEw™=

CUSTOMER SAYS

~REITERATES PREVIDLS COMMENTS

=-wWOULD LIKE FOR FORD TOD MAKE THE PART AVAILABLE FOR HIS VERLIGLE

-FEELS THE YEHICLE !5 UNSAFE TD DRIVE

L}

*%+«MADE OHC TO PARTS WAKAGER,BOA:

-FORD HAS CHANGED SUPPLIERS WHICH HAS CAUSED THE DELAY FOR THE PARTS

-CUSTOMER IS AWARE OF THIS 5%ITUATION AND HE ALSD HAWE 4 ATHER CUSTOMERS

-WILL CONTACT THE CUSTOMER OMCE THE PARTS ARRIVE

5L ARVISED

-REMAIN IN CONTACT WITH PARTS MAMAGER REGARDING THE PART

-FORD CAM NOT EXPEBITE PART COUE TO THE NaATIONAL BACKORDER

1997 /05/01

#F¥THLS I5 THE CLOSING COMMENT

DEALER HAS HAD THE PART DM B.0. FOR SOME TIME WOwW; STILL WALTING FOR SUPBELIER
TD FILL BACKDRDER. LATEST UPRATE STATES THAT BACKORDERS SHOULD BE FILLER BY
END OF APRIL EARLY MAY. NOW EARLY MAY, STILL HWO PARTS. PARTS MGR CALLED CUSTOM
ER PREVIDUSLY TR ARWISE QF B.0. STATUS. DEALER WILL ®HECK AGAIN TODRAY ON STAT
US AMD UPDATE CUSTOMER A.5.A.F. NOTHING TO BE GAIMED BY KEEPING CONTART DPEN
EEALER WILL UPDATE WITH CUSTDMER.

OWNER RELATIONS VOP/BENCHMARKING 027117380 FAKCARTG



oaf11/98 MALZTER OWMER RELATLIOMS SYSTEM ITY 14.21_02
FI:====-I=l=llllllllIII-llht============:=:..=‘..-g:-.::::::====‘==:--|l--‘g===
TASI W GRP: xx02 CONCERM COMNTACT VYEH TYPE: CaAR
BOSTON 11 IN/TR: A1 CONTACT WBR: 108298670 OPENED: 0470971897
VIN: IZUPTHI.IEL- ENGINE: U ELQSED: O5/26/1987
S r S S CSE - - CS O NEENEEEEEET Ry =l P R R R R R R A T R T EEF T FIERTI LR Y P
1897/05,/05

wae NAYIS: DRIGIMAL ===
CUSTOMER SAYS:
= 1 AM STILL WAITING FOR THE FARTS FOR THIS RECALL
- 1 AM DRIVING AN UNSAFE VEHICLE
-
PER CUSTOMER, DEALER SAYS:
- NI CONTACT
[ 3
CUSTOMER SEEKS:
- To GET THIS TAKEN CARE OF
a
CAC ADVISED:
=~ INFORMATION HAS BEEN QDCUMEMTED AND FORWARDED TQ THE DEALER
- REQUEST WA _WILLIAM WwILSOW (CUST REL MMGR) TO COWNTACT THE CUSTOMER  WITHIN 2
AUSINESS QAYS
SORRY FOR THE REJECTED PERDING BUT CUSTOMER I5 CALLING BACK STILL EAPRESSING
CONCERNS WITH DRIVING AN UNSAFE VEMICLE
. PLEASE DO NOT CLDSE COMCERN CONTACTS LMTIL THE SITUATIOM HAS BEEM
RESOLVED
PLEASE PROVIDE THE FOLLOWING IM THE CLOSING COMMENTS:
- TYRE OF REFATR
= WHAT WAS THE FIMAL RESOLUTION OF THE CONCERM?
. THAMK YOU
1997/ D5/ 19
FFFTHIS I5 THE CLOSING COMMENT
FARTS CRCERED EMERGENCY ON 3/30/97 AND DIDON'T ARRIVE UNTIL 5749/79%7. PARTS MGR
CONTACTED CUSTOMER THAT PARTS HAVE ARRIVED AND REQUESTED HE MAKE APPT TO HAVE
THEM TNSTALLED AY HI1IS COMVEMIENCE.
1997 /08,/20
ver NAVIS. ORIGINAL wes
CUSTOMER Sk¥S:
- THE WAONG WOTOR WAS ORDERED fMOTON wa% FOR THE PASSEWGER SIDE INSTEAD OF THE
WEEDED MOTHBR FOR THE DRIVER'E SIDE!}
- THE PASSENGER SIDE MOTOR WAS IMNSTALLED UMMECESSARILY
- WANTE TO KNOW IF HE CAN CHANGE THE REPAIRS TO A DIFFERENT MECHANIC
- MECHANIC was YERY RUDE WHEN HE Hal THE VEWICLE ASSESSED IN D1-97
-~ IS THIMKIMNG OF WRITING THE OFFICE OF GENERAL COUNSEL
L}
PER CUSTOMER, DEALER SAYS:
- WO CONTACT

DwMER RELATIONS VOP/BENCHMARKTMG ODHF11/98 FAXCARTE



ov/11/98 MASTER OWNER RELATIONS SYSTEM Il 14.21.02
‘.......l.!!*n.‘:::=====::------..‘-----:::-----.-.---;-::::==='---.l.1_-======_-‘-.--
7883UW  GRP: XX02 CONCERN CONTACT VEH TYPE: CAR
BOSTOM 11 ZNSTR: COMTACT NEBR: 108398670 OFEMED: Olfﬂﬂflgg?
VIN: 1zvp121u5|.“ ENGINE: U CLOSED: OS/26/1997
S EEEEEEEEEEEEEFTTI=—=—====xr i-.---::----q.--.---::::===----..-u=======---
1997/0%5/29

[ 3

CUSTOMER 3SEEKS:
= WANTE TO HAVE THE DRIVER'S SIDE MOTOR INSTALLED

= WANTS TO SPEAK WITH THE FOROD REPRESENTATEVE
.

CAC ADWISED:

NON-VLC ODUTHOUND CALL MADE TO DEALERSHIP TO ENSURE THAT THE FORD DEALERSHIP
DOES ARDER THIS FART

- ROBERT, PARTS MGR, WAS CONTACTED FOR FURTHER IMFORMATION AND STATUS OF THE
PART HAS BEEN ORDERED

RE: FORD REPRESENTATIVE

- MR.WILLIAM WILSOM/ROBERT SZCZAWINSKI [SERY.MGR_/PARTS MGR) IS IN THE BEST
POSITIOK TO ASSIST ¥YOu.

- SWC WGR MAY CONSULT FORD CsM IF REQUIRED.

RE: WEW DEALERSHIF

= RECOMMEND CONTINUE WORKING WITH DEALER AS THEY HAVE COMPLETE REPAIR HISTORY
RE: DEALERSHIP POLICIES

= DEALERSHIPS ARE IMOEPEMDENTLY DWMNED AND OPERATED

- CONWTACT RDBERT SZCZAWINESKI PARTS MGR. FOR FURTHER EXPLANATION.

DWMNER RELATIDNS VOF/BENCHMBRKING 0OS/11/98 FALCARTGC



0gf11/98 MASTER OWMER RELATIDMG SYSTEM T 14.21.02
LEE R A RS B-LLE AR R R RRRRRR L II1IlRFERERENENENERERNSELEE RN E Sty Y [T
288050 GRP: 17 INFORMATION COMTACT VEH TYFE: CaR

PHILADELPHIA 16

INSTR: D1 CONTACT MBR: 10B31EE14 OFENED: 04714719087

WIN: 1 ENGINE: € CLOSED: 0471471857
=E==========-= = S rE I E N EFAEEE NN EEENEE e SEEEIrI I - - --—-——oOxmE=
LAST MNAME: SETATUS: CLOEED
TITLE: FIRST NAHE:- MI:
ADDRESS
CciTy: WHITEHALL STATE: PA ZIP:
HOME PHONE: DRSS 2 EUC- PHDNE:F
MODEL YEAR: 90 MODEL :
MILEAGE: 0000 wsD:
DEALER NAME: HALDEMAN FORD tNC  SALES CODE: 118202 P& a: 01261
CAUSAL CODES: 1612 1203 SYMPTONS: 104 100
ORIGIN: ad TRANS. DOST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:
ACK, CODE: ASSIST CODE: AMARD AMT: 0 SURVEY: (Y bR N)
BUILD DATE: CAL [BRATION:
ESP INFO: EXPIRES:
DPFEN RECALL: . DWWER WOTIFLED: MICRD:
COMMENTS :

1957/04/ 14

vax NAVIS: DRI 1Y

CLISTDMER SAYS:

- IS CURRENTLY AT DEALER FOR SEAT BELT RECALL (4YB54B AND 96599)

= STILL WAITING ON THE PART

L J

FER CUSTOMER, DEALER SAYS:[PER BEN. SVC DEPT)

- PART IS ON BACKORDER

-

CUSTDMER SEEKS:

= WHERE IS THE PART

o

TAC ADVISED:

- BACKORDER DELAYS ARE USUALLY CALSED WHEN THE PART IS5 HEING
MAMUFACTURED AMO SHIPFED BY THE VEWDDR

- DEALERSHIP IS YHE HEST PARTS RESDURCE

- MR. STEVE PARR ICUST. REL MGR) IS IMN THE BEST POSITION TO ASSIST
You.

OWNEE HELATIONS VOPFBENCHMARKING QS711798 FAXKCARTG




o9/1v1/88 MASTER OWNER RELATTIONS SY¥STEM 11 14.21 .02
R AN FE NN IEERERD S S SS S SCS S I AFANEEEddACE S ST _ S LA Ndmrrzr==—c===——nmEkiENmx
A32TEM GRP: XXD3 INFORMATION CONTACT VEH TYPE: CAR
HOLSTOMN 57 PHITR: A2 CONTALT NBR: 1083178958 OFEMED : Q471471867
YIN: 1IvPT21U1L EMGINE: U CLOSED: D&f14/1037
ECCIEEEEEES N = - dAEEE N EN S kx-S CaEpgEEREREREAECC====—SermEENR
LAST MAME: ATATUS:

TITLE: rirsT nave: [N

ADORESS ;

CITY: STATE: 15 P

HOME PHONE: BU% . PHAONE:

MODEL YEAR: an MODEL : FRDBE

MILEAGE : 115000 W5D:

DEALER MAME: LIVINGSTON FORD-MER SALES COOE: 132164 P & A: 04438
CAUSAL CDDES: 10011 SYMPTDMS: 104100

ORIGIN: Go TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: Q SURVEY: (¥ OR N}
BLUILD DATE: CALTBRATION:

ESP INFD: EXFIRES;

OFEN RECALL: OWMNER NOTIFIED: MICRO:

COMMENTS ;

19977047 14

*+¥ YWEHICLE INVOLVED IH RECALL S9B%54B AND 86599 »++

wox NAVIS: ORIGIMAL +4»

CUSTDMER S5AYS:

= WANTS TO GET SEAT HELT RECALL PERFORMED 9G548 AWO 96584

- WAS TOLD PARTS AAE UNAVALILAHLE FOR LEFT ahD ARE AVAILABLE FOR RIGHT
~ LEFT MOTORIZED SEAT BELT 15 HROKEM AND WANTS REPAIRED

-
PER CUSTOMER, DEALER SAYS:

- SERVICE MAMAGER AT DEALER SAID PARTS ARE UNWAYAILABLE FOR |.EFT AND ARE
AVAILABLE FOR RIGHT

-

CUSTOMER SEEKS:

= WHEM LEFT SEAT BELT PARTS WILL BE AVAILABLE

-

CAC ADVISED:

- TNFORMED CUSTOMER TO KEEP WORKING WI!TH PARTS MANAGER DON HARSHMAN AS TO WHEN
LEFT SEAT PARTS WILL BE AVAILABLE

OwWHER RELATIDNS VYOP/BEWCHNARKING 0DA/f11/88 FAXCARTG



oas11/98 MASTER DOWNER RELATIONS SYSTEM LI 14.21.02
FEEERAGFEwA b el A AR I I AN S R I EEEXE IS - - S-S - - CSCC-S S-S S-S oS EENFEEEEEERakE=-=====
a7108y GRF: xx14 COMCERM COMTACT VEH TYFE: CAR

DALLAY 5D ZHfTR: B4 CONTACT NMBR: 108319052 OPENED: Q4/14/1997

VIN: 12YPT20CAL

LAST MAME:

STATUS: CLOSED
TITLE: erest nonc: I -
ADODRESS :

erov: T sTATE: - T
roue prove: p— s eoove: IS

ENGINE: € CLOSED: Q472471997

MODEL YEAR: MDDEL - FROBE

MILEAGE : BEO00 WaD:

DFEALER MAME: BAILLARGEON FORD SALES CODE: 152047 P B A DZ460
CAJUSAL CODES: 1203 3001 SYMPTOMS ; 104100 404200

DRIGIN: &0 TRANS. DST/AGN: &2 TRANS. DATE:
SERVICE/SALES: 14 COMTACT DATE: D4/51471997
ACK . CODE: ASSIST CODE: B AWARD AMT: O SURWVEY: ¥ (v OR W)
BUTL.O DATE: CALIHRATION:

ESP INFQ; EXPIRES:

OPEN RECALL: CWMER MOTIFIED: MICRO:

COMMENTS ;

19897/04714

wew YEHICLE TNVOLVED [N RECALL 96548 98499 wer
waw NAUIS: ORIGINAL ===«

CUSTOMER SAYS:

- RDHERT CANTU CALLING

- THIS IS A POCQRLY MADE VEHIDLE

- IS5 INVOLVED IN THE RECALL FOR THE SEATBELT

- WERY UPSET WITH FORD AND HOW THIS WEHICLE IS5 RUNNIMHG
-

PER CUSTOMER, DEALER SAYS:
~ WILL TAKE THREE DAYS FOR DME SIDE AWD THREE WEEKS FOR THE OTHER SIDE
- HAVE WOT LOOKED AY YHE VEHICLE FOR THE FUEL SMELL

*
CUSTOMER SEEKS:
= WANTS THE VEHICLE REFAIRED

L
GAC ADVISED:
- IMFORNWATION HAS BEEM DOCUMEMTED AND FORWARDED TO THE DBEALER

- REQUEST MR, DALE POWELL CUST REL MNGR TO CONTACT THE CUSTOMER wWITHIN 2
BUSINESS DAYS

1097 /04747

##ITHIS IS THE CLOSINE POMMENT

CUSTOMER NOT HAPPY BECAUSE OF TIME 1T TAKES FCORD TC PROVIDE PARTS FOR RECALL
TO DEALER. LEFT SEAT BELT ARR!VED AT DEALER IM THREE DaYS.FORD CAM NOT TELL
DEALEF WHEW THEY WILL RECIEVE R!'GHT SEAT BELT.CEALER MAKES CALL EYERY DAY BUT
QETS SAME ANSWER.DEALER HAS PHSTALLED LEFT SEAT BELT.THIS CUSTHMER SHOULD WOT
RECIEVE & QUESTIOMNAIRE .SERVICE DIRECTDR DALE POWELL

OWNER RELATIONS VYOP/HENCHMARKING 0£9/11/08 FAXCARTG



oas11/98 MASTER DWNER RELATIDNS 5YSTEM 11 14.21.02
AEAEEEg AN K S T EES C OIS I oSACIXOE TS OJSSECS S SIS ESESECICS S S JSEETE S S S S ...
&7 108Y GRP: X%14 CONCERN CONTACT YEH TYPE:. CAR
DALLAS 52 ZHSTR : CONTART NBR: 10B319058  OPENED: 0471471697
YIN: 1ZYPT20C3L ENGINE: © CLOSED: D4/24f1(997
1997/05/08

wet NAVIS: ORIGIMAL &+

CUSTOMER SAYS:

= CUSTOMER WAS UMDER THE IMPREGSION THAT THE PART WOLLD ARRIVE IN 3 WEEKS
= THE FART HA%S STILL NOT ARRIVED

L ]

PER CUSTOMER, DEALER SAYS:

- COULD TAKE UP TO B WEEKS

= THE PART 15 ON A BACK DRDER, IT IS QuT OF THEIR HAMNDS

[

CUSTOMER SEEKS:

- PART FOR THE ¥EHICLE

-

CAC AOVISED:

- IMFORMED CLUSTOMER FORD MAY EXPERIENMCE A BACK - ORDER SITUATIONW

- INFDRMED CUSTOMER PARTS MAMAGER CAN FRDVIDE MWOST CLURRENT UPDATES ON PART
OELAYS

OWMER RELATIONS VDP/BEHCHMARKING 08711788 FAXCARTG




g 11,98 MASTER OWNER RELATIDNS SYSTEM 1T 14, 21.02
BT TEE-rFrEEF-TF=- - PFFS-C-S S-S S-S S S oSS S S S S ES - SIS S S ESEEE=SCSEESEESE ST EEEEESESESTAasS=S=E=E=SE=E=E=E===
7494 R GRE: 17 COMNCERM COMTACT WEH TYRPE: CAR
SEATTLE Td ZNfTE: ONTACT WBR: 108319314 OPENED ; OAfIIfIﬂET
VIN: 1IVPT2OCAL EMNGIME: C CLLOSEN: Q472371997
E==OmMES =SS FSSES=SSEE==X= S==csc-ccHE-c-cdAC-CC-cCcEES-SCSSEXr=SSSSo=S=S=Sr=SSSr=S=m=S=sa===4g
LAST MAME : STATUS: CLOSED
TITLE: F1RST MAME: - Ml :

ADORESS:

cITy: MARTINEZ STATE: IIp:

nowE pHonE : [ BiS. PHONE: — .
MDDEL YEAR: a0 MODEL : PROBE

MILEAGE: 1 1506850 NWE0:

DEALER NAME: DAMEACOW BEAVERTODN F SALES CODE: 174017 P A& A: DAYZA
CAUSAL CODES: 3001 0405 SYMPTOMS : 104100

ORIGIN: an TRANS. DST/REN: 74 TRANS. DATE:
SERYICE/SALES: 1 CONTACT DATE: O4/14f1997
ACK. CODE: ASEIST CODET O AWARD AMT: O SURVEY: ¥ ¥ OR N)
BLILD DATE: CALIBRATIDM:

ESP INFD: EXPIRES:

OPEM RECALL: - DWNER WOTIFIED: MICRD:

COMMENTS ;

19475047 14

++% VEHICLE INVDLVED IN RECALL 95598 =+»#
+»4« VEHICLE INVOLVED IN RECALL Q6548 ++4
var MAVIS: SUBSEQUENT #+»
CUETEHER SANG:
RECELYED LETTER FOR RECALL IM RECEMBER
- STARTED CALLING DEALER
BROUGHT CAR IN ON 03-18-97
O4=-11-97 LEFT HOUSE AT 1:3Q PM AND ARRIVED AT 5.00F FM
IN TWO DaYS, DEALER HAS HAD CAR A MOWTH
FEELS SHE HAS RECEIVED FOOR SERYICE
- OOES MWOY THINK FOAD SHOULD PAY OREALER FOR WORW
L]
PER CUSTOMER, DEALER SAV¥S:
- GAVE OWNER THE RUN AROUND
- WOULD BNLY WEED WEHICLE FROM THE MORKIMG LNTIL THE EVENWING
- FPARTS HEEDED TO BE REPLACED ANO COULD NOT GET THEM IN UNTIL 03-20-87
- GAVE DWHNER A RANGER TRUCK
- CALLED THE MEXT DAY AMD 5210 THE MOTOA AND TRACK HMAD GONE DUT AND  WOULD
MEED TO ORDER PARTS
- WOULD HOT BE ABLE TO SIVE OWMER HER CaR FUR 3 WEERS
- WOULD HAVE T BRINE RLNGER TRUCK BACK RECAUSE DEALER HAD RENTED [T  OUT
- GAVE OWNER & MLISTANG TQ DRIVE

OWMER RELATIDNS VOP/RENCHMARKING 089/11/88 FAXCARTG




08/141 /98 MASTER OWMER RELATIONWS SYSTEM II 14.21.02
—dr=—G43iEArdidd AEEEFEFAES=SCS==ScCcEc=cS=sCs - drd R RRdEAEFAR SN I I TEFENSECSEFEASF=SaA=SF==S=S====
T494JR GRP: 17 COMCERN COWNTALCT VEH TYPE: CAR
SEATTLE 14 iNSTR: B3 CONMTACT NEHE: 108319414 OPENED: O4/14/1537
VIN: 12WPT 20030 EMGINE: CLDSED: D4/23/1997
EFEEEE AEEEESSEFAFSJE=S=SF-==k=x ELLES EdGdIANESEENEFNFEFENEFFCRF-FSACI-SREASESESESS=S=SSEE=TS

194
- EFT 2 MESSAGES OM {M-11-87 STATING SHE NEEDECQ TO RETURN
RENTAL ASAIW SINCE THEY REMTED IT DUT
- wAS ToLbh BY SOMEONME THAT PART HAD BEEW IN AND MO ONE BOTHERED TO REFAIR
HMER CTAR
L
CUSTOMER SEEKS:

- RESOLLTION TD CDNCERN

L]

CAC ADVISED:

RE: COMCERN

- INFORMATION HAS BEEN DOCUMENTED AMD FDRWARDED TO THE DEALER

- REQLUEST MR. LARRY EAKER (CUST REL MHGR/ SYC MMNGR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1997 /04715
e HAVIS:! DRIGINAL wes
wer NAVIS: DRIGIMAL +»»

CUSTOMER SAYS:
~HAD CAR A& MONTH AMP SEAT EBELT HAS MOT BEEN REPAIRED
=HAS BEEM THERE % TIMES FOR SAME CONCERN
-GAVE THE CAR BACK ANO TT WAS NOT FIZED
-NOT FIXEOD AND !S DRIVING IT
-HAD TD wAlT FOR PART
=PART WAS AVAILAEBLE ON TRIDAY AWND WG QHE TOUCHET THE CAR AFTER WAITING
=A MONTH FOR THE REPAIR

PER CUSTOMER, DEALER SA¥S:
-CUSTOMER RELATIONS MAMAGER [5 CALLING ANOTHER DEALER FOR REPAIR
INFDRHATION

L]
CUSTDMER SEEKS:
=WANTS SOME ACCOMMODATIOM FOR ALL THE PROBLEMS

*

CAC ADVYISED:

=CUSTOMER RELATIONS MANAGER SHOULD CALL CUSTOMER AS AQUICKLY AS POSSIBLE
FENTHIE 15 THE CLDOSING COMMENMT

LARRY BAKER SERVICE OPERaTIONS MaMAGER SPORE wlTh CUSTOMER 4.14.57, CUSTOMER !
5 NISSATISFIED WiTH RESLLTS OF SAFETY BELT RECALL AND THE LEWGTH 4F TIME IT TO
Od TD REPAIR. CUSTOMER CALLED MR BAMER BACK AT APPDX 6 PM INDICATING THAT THE
SEAT BELTS WERE INOP AnD REAUESTED THaAT AWOTHER FORD DEALERSHIR LDOK AT VEHICL
E. MR HAKER COORDIMATED WLTH LAMOMARK FORD, SERWICE MANAGER KURT SDRG TD ASSIS
T IM CUSTOMER RESOLLUTION. NO FURTHER ACTINW MECESSARY FROM DAMEROW FORD AT THI
% TIME. CLOSED EY L. HAKER SERVICE OFERATIONGS MANAGER.

OWNER RELATIOWS VOP/BENCHMARKING OH/11/98 FARZARTG




Las11/98 MASTER OWNER RELATIONS SYSTEM 1t 14,21.02
IFIIIlllIIIttt:=======::=====:;|-l-lll--::::::::::::::;]’.ll.t::::::::::::-----‘
Tag4ge GRP; 17 CONCERMN CONTAGY VEH TYFE: CAR
SEATTLE 14 INSTR: B3 COWTACT WBR: 10H3183214 OREMED: D4/1451887
VIN: 1zuP'rmc:|.5_ ENSINE: C CLOSED: D4/232/71997
EI LS S S S f i nEFEEEANEE R e R R B | I R F - R R I IR P
1997/04 £ 29

4ve NAWIS: SUBSEQUENT wex
CUSTOMER SAYS:

= WANTS FORD'S ADDRESS TO COMPLAIN.
-

FER CUSTOMER, DEALER SaAYS:
- HO CONTACT.

-

CLUISTOMER SEEKS:

- FESOLUTION TO COMCERM.

*

CAC ADVISED:

- PEOVYIDED ADDRESS.

OWHER RELATIONES WOP/RENCHMARKING O0O0/11/98 FAICARTG



oa/11/88 MASTER OWNER RELATIOMS SYSTEM 11 14.91.02
I-IIIIIll---:::======B--l--‘ﬁl------llﬂl-----ﬂ------I=======;=I-ll--l:========--l
JEBEJS GRP: XXOC COMCERMN CONTALCT VEH TYPE: CAR
MAMSAS CITY 53 ZNSTR: AD CONTACT MER: 108320047 DPENED: $3f14/ 1997
WIM: 12YPT20C8L EHGINE: & CLOSED: £5/18f 1997
EEE AR R Rl I IR TR FFi——4H I=====------.Ilﬁ---:::II----hh----:::::::::--
LART NAME: STATUS: ELOSED
TITLE: FIRST N.I.HE:-I-II:

ADDRESS : B

CITY: ETATE: IP:

voue evone: [EENN G o

WODEL YEAR: ET4] MOBEL : FRORE

MILEAGE: AROO0 WSD

NEALER NAME: CROsN FORO LINCOLM- SALES CODE: 162475 P & A: 0034
CALSAL CODES: 1204 1ZRA SYMFTOMS : 104100

DRIGIN: GO TRANS., DST/RGN: S3 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 0472971997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALTBRATIONM:

ESF INFD: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: WICRO:

COMMEMTS :

1RAT 04/ 14

#=+ THIE CONTAET 14 OPENMED DUE TO QPEM RECALL 96548 AND 96500 +++4

44 NAWIS: SUBSEQUENT waw

CUSTOMER SAYS:

- RECEIVEQD & LETTER FOR RECALL 10/36

= TOOK THE LETTER TQ DEALER AMD WAS TOLE THE PARTS ARE ON MATIUNAL BACKORCER
SINCE DETDBER

[ ]

PER CUSTOMER, DEALER SAYS:

= TOM TRUDEAY (SERVICE MANAGER} - THE PARTS ARE ON WATIONAL BACKORDER

-

CUSTOMER SEEKS:

- TO HAVE RECALL FERFORMED

[

CAL ADWISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALERSHIF WITH A4 CORY
70 THE REGIDNAL OFFICE.

-REQUEST MR, TOM TRUDEAU (4YC MNGR) CONTACT THE CUSTOMER WITHIN 2 BUSINESS
RAYS

1597/05/08

A¥VTHIS IS THE CLOSTNG COMMENT

SEAT BELT DRDERED FOR CUSTDMER-INSTALLED OW (4/2897188T7 VEHICLE REPAIRED
CUSTOMER HARPY

OWNER RELATIDNS WOP/RENCAMARKING 09/ 11/88 FAKCARTGR




oafi1/88 MASTER OWNER RFLATIDMS SYSTEM 11 14,2102
ESEEEEENEF-—— L= =——RACcEEFAEECS S FS S S S S S TS S ENCESEE I IERESL g BRGNS EECSCSOISCSEECSCAEE®R
1838F5 GRP: XX1d INFORMATION CONTACT VEH TYPE: CAR

LDS ANGELES T1 ZN/TR: BA CONTACT NBR: 108320843 OPENED: 0471471987
W1M: L EMGINE : CLOSED: 0471471887
n=—dhcsIAEEEENF>3 === ——EEammmiarfdieER S EEFSE S S S E S CEIEEEc s aEnrfRANAREEEEIEAET TN
LAST MAME: STATUS: CLOSED
TITLE: IRST NWAME: MI:

ADDRESS :

CITY: UP L AND STATE : P -
vowe rrone [ BUS. PHOME: W

MOOEL YEAR: (T3] MODEL .

MILEAGE - 110000 wsh:

DEALER WAME: PERSON FORB SALES CODE: 171009 F B A: 05588
CAUSAL CODES: 1208 10401 SYMPTOMS: 104 10D

ORIAIN: &0 TRANS. DST/REN: TRAME. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURWEY: (¥ DR N)
BUILD DATE: CALIBRATIOCN:

ESP INFO: EXPIRES:

QFEM RECALL: DWNER NOTIFIED: MICRD:

CDMMENTS :

1997 D414

++v PARTS DELAY DVER 30 DAYS =+~

awapO VIN AVAILABLE=*+

CLSTOMER SAYS:

-QRIVER SIOE SEAT BELT BROKENM

-RECEIVED THE RECALL MDTICE AEGARDING SEAT BELTS
~DEALERSHIP STFLL DOFS WOT HAVE THE PARTS N YET
-~CUSTOMER WAS BEEN WALTIMG SIMCE JANUARY

"

PER CUSTDMER, DEALER SAYS:

=S5TILL WATTING FOR FARTS

.

CUSTOMER SEEKS:

-PARTS TO COME IN

E

CAC ADVISED:

-CUSTOMER WILL BE CALLIMG BACK, MEXY CSR PLEASE HAMDLE ACCDORDINGLY

OWNER RELATIONS VOR/BENCHMARKING 087 11/98 FAXCARTG



03/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEEENSAEREEFrF—=—g=-=-—==—=——c—c-—====—=—Ex - -4 -c-cHENE--Ec-—ES-—EE- - EaoNEc- Edc—EX—_EE--EE-_EExEEETEER
3671{CP GRP: 17 THFORMATION CONTACT VEH TYFE: CAR
ATLANTA 21 ZMFTR: C2 CONTACT MER: 1DB3AZ7977 OPEMED:; O&71&6/ 1997
wIN: izveraocxLs EMGIME: © CLOSED: 04515/ 1997
EEENFEEEEAAAREAEAESNEESEER=-—C-AR= X - - - - - - - CEECCoEICCoET-SEc o mc=LERE-—EE
LAST HAaME: STATUS: CLOSED
TiTe: pa—

ADDAESS :

criY: FORT WALLEY SYATE: G ZIP: -
HOME PHONE : _ eus. pnone:

MODEL YEAR: MOREL - FROBE

MILEAGE : 1 wso:

OEALER NAME: EDDIE WIGEZ1HS FORG SALES CODF; 121800 P& Ah: 003I8
CAUSAL CODDES: 1012 1203 SYMPTOMS : 104 100

ORTGIN: & TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: | COMTACT DATE:

ACK. CORE: ASSIST CODE: AWART AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIARATION:

ESF INFQ: EXFIRES:

CFEM REcALL: OWMER NOTIFIED: MICRD:

COMUENTS :

1997 /04/ 16

tve WAVIS: DRIGINAL #4w

CLUSTOMER SAYS:

- CUSTOMER WENT TO DEALERSHIF FOR SEAT BELY RECALL TN 4/3/a7

= CURRENTLY MOTHING HAS BEEN REPLACED

- RECALL 38393 ANO 96548 FOR SEAT HELTY

+

PER CUSTOMER, DEALER 3AYS:

- DEALERSHIP CANNOT GET THE PART BEFORE &8 WEEKS FDR THE RIGHT SIDE
.

CUSTOMER SEEKS:

-~ SEAT BELT REPAIRED

*

CAC ADVIZED:

~ DEALER IE IN THE BEST POSITION TO FROVIDE TECHMICAL ASSISTANCE.
- FORAQD SLPRDOATS THE ODIAGNOSIS OF THE DEALEREHIP

OMMNER RELATIONS VOR/EENCHMARKING 09%/11/798 FANCARTC



08/11 /3R MASTER OWNER RELATIONS SYSTEM LI 14_21.03
T=aac===c====coc=-=Sex=CcAr-idRk -l E=RErccRE - == Efcc-lMC-C-CAaT -SR-S xX¥S S-S SSSSSESS=SS=S=S=T=SS==
O358TE GRF: 11 COMNCERM COMNTACT VEH TYPE: CAR
MEMPHIS 3 IMNSTR ! CONTACT MBR: 1DB330535 DPEMED: (471671997
VIN; 12?PT21UEL5* ENGINE: U CLOSED: 0473071997
=======r===c==EmnxIREE=—HExSE BErEEE=NExEERE-RiEkrEd=——R=-—fa-=—r=-—=k==—kc==f®===r==rc
LAST MWAME: STATUS: CLOSED
TITLE: FIRST MAME: - Mi:

ADDRE'SS :

CITY: BENTONA STATE: AR ZIP:

HOME PrHONE : BUS. PHOME:

MODEL YEAR: MODEL : FROHE

MILEAGE: 27000 wilh:

DEALER MNAME: FREEWAY FORD, LIMCO SALES CODE:. 123641 F & A: 09897
CAUSAL CODEE-. 1204 SYMPTOMS : 104100

ORIGIM: &0 TRANS. DSTSRGN: 23 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O4/18/1%97
ACK, CQODE: ASSIST CODE: R AWARDO AMT: Q SURVEY: ¥ [¥ DR N)
EUTLD DATE: CALIERATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRA:

COMMENT 5:

1997/047 18

v3z MNAVIS: PROGRAM #++
wew WEHICLE INVOLVED IN RECALL 95599 wew
CUSTOMER SAYS: )
- RECEIVED A LETTER FOR AN AUTOMATIC SEATHELT IS NOT WORKING
= THEY HAD TO DREDER THE PARTS
- THEY¥ F1XED THE DRIVER SI0E BELT BUT IDIC NOT COMFLETE PASSEMGER S1DE

x
PER CTUSTDMER, DEALER S5AYS:
- PARTS DEPT. SAY5 THE PARTS WERE NEVER ORDER FOR THE PASSENGER SIOE

-
CUSTOMER SEERS:
- TD HAYE RECALL COMPLETED ON PASSENGER SIDE
L ]
CAC ADVISED:
=INFORMATION HAS BEEN DOCUMENTED AND FORWARODED TO THE DEALER
-REQUEST MR. KIAKPATRICK, PARTS MER OR ERIC LANGLEY, SV MANAGER, TO CONTACT
THE CUSTOMER WITHIN 2 BUSINESS DAYS
- DASIS STATES RECALL 9654& HAS BEEN COMPLETED AND 865593 15 OPEN
1997/04/22
PER DEALER: ROBERT KIRKRATRICK., PARTS MANAGER, CONTACTED CUSTOMER, PARTS ARE

N OROER ANDO WHEN THEY ARRIVE CUSTOMER WILL BE WOTIFIEQ AKD CONCERN WILL BE
LOMFLETED.

FEETH1S 15 THE CLDSING COMMENT

4/23/97 CRN (GOLDIE EVANS] CLOSING COMMEMTS: PARTS MANAGER, ROBERT
KIRKFATRICK SPOKE WITH CUSTOMER, PARTS ARE DN ORDER AND CUSTOMER WILL BE
CALLED WHEN THEY ARRIVE TD BRIMG VEHICLE TH FOR COMPLETION OF RECALL REPAIR.

OwWMER RELATIONS VOP/BENCHMARKING Q571158 FAXCARTG



Qas11/98 MASTER DWHER RELATIOMS SYSTEM I1 14,21.02
IIIIItI:::::::::IIIIIIIl-========----nh----====----tt---:=====:lllllk=======--
T285.8 GRP: XX13 CONCERN COMTACT VEH TYFE: CAR

MEMPHI 5 23 ZN/TR: CONTACT MHR: 108335224 OPEMED: Qa/17/1987
VIN: 1IVPTIOETLS ENGINE:. C CLOSED: o0S5/12/1997

LAST MAME: STATUS: CLOSED
TITLE: FIRST N.I.II.E:_ MI:

ADDRESS :

CITY: STATE: P,

HOME PHONE: RS . PHONE: F

MDDEL YEAR- MODEL :

MILEAGE : 100000 wSh:

DEALER HMWAME: HURCHETT FORD INC SALES CODE: 123147 P A A 5785
CAUSAL CODES: 1204 SYMPTOMS : 104100

ORIGIN: Ga TRANS. DST/RGN: 23 TRANS. DATE:
SERVICE/FSALES: 1 CONTALY DATE: 04530/ 1997
ACK. CODE: ASSIST CODE: W AMARD AMT: O SLURVEY: N (¥ DR N)
BUILD DATE: CALIERATION:

ESP INFD: EXPIRES :

OPEN RECALL: NWNER NOTIFIED: MICRO :

COMMENTS :

1597 /04 /17
s»x PARTE DELAY OVER 30 DAYS ==«
«*x VEHICLE INVDLVED IN RECALL 86548 & 0BS5S ssw
whw NAVIS: DRIGIMAL =33
CUSTDMER SAYS:
DAUGHTER CALLING...

- I HAVE ND SHOULDER BELTS, THE LAP BELTS ARE WEAK ALSD
- I HAVE HAD FRUBLEMS PREVIOUSLY BEFORE THE RECALL, DVER & YEAR AGD
~ I'VE RECEIVEQ A TICHMET BECAUSE OF THIS ALSO

=4CAMILE [5 MY FATHERw»
- PARTSE ON BACMORDER 5SINCE FEBRUARY 1447
¥
PER CLUSTOMER, DEALER 5AYS:
*+FER AIMEE, SERVICE WRITER»*
= DON'T KMOW WHEM PARTS WILL BE IMN
L )
CLISTOMER SEEKS:
- RECALL WORK PERFORMED
L}
CAC ADVISED:
-~INFORMATION HAS EEEM DOCUMENTED AWD FDRWARDED TO THE OEALER

“REQUEST MR. DARRELL HOLT (CUST REL MNGR/ SVC MNGR) TD CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

OwWMER RELATLONS VOP/BENCHMARKING D9/11/98 FAXCARTG




oaf11/08 MASTER OWMER RELATIONS SYSTEM 1! 14 .21.08
:::::IIIIIIIl========:--]'---.--::::--1--.::-:::::-:-:::::::::---::::::::.--gu
T2ELE GRF: AX15 COMCERN COMTACT WEH TYPE: CAR
MEMPHIS 23 IN/ TR, CONTACT NBR: 10833521B OFENED: O4/17/1997
VIN: 1ZYPTZOCTL EMGINE: C CLOSED: 0&/12/1997
ER-—- - == EEEeER=-—===-==== -----n-..-----=====|::;.&.-::::---.---::::----.
1997 /01728

CUSTOMER SAYS:
“CALLED ASQUT SEATEELTS FOR PRERE
¥

PER CLSTOMER, DEALER SAYS:

-ND CONTACT

L}

CUSTOMER SEEKS:

~INFORMATION ON SEATBELTS

-

Ca ADVISED: .

~CONTINUE WORKING WI!TH DEALERSHIF FOR UPDATED IMFORMATION
1997 /05705

FEFTHTS TS THE CLAGSING COMMENT

FARTS REQUESTED BY DEALER TO ADDRESS RECAL| CONCERN ARE NOT CURBEMTLY AVAILAHL

E CUE TO NATIONAL BACKORDFER. CUSTOMER HAS BEEN ADVISED AMD DEALER WILL CDOMTINU
E TO KEEF CUSTOMER INFORMED BF PART STATUS.

OWMER RELATIONS YOR/BENCHMARKING OQ8711/08 FAXCARTG




o8/11/98 MASTER OWNER RELATIONS SYSTEM I1I 4. 21.02
B i R R R R R LR RN i Y N R R F Y Y R R Rk I
O317JL GRP: xx18 INFORMATION CONTACT VYEH TYFE: CAR

NEW YORK i1 ZnfTR: CONTACT MEBR: (0A3467S3 OPEMED : 04/21/1987
V1H: 1ZVPTI0OCALS ENGIMNE: C CLOSED: ©as21/190497
= FEEFFEIENEEEEEEANSEEEEEER - e e Ered IINEEEEE NN E T - - - - - oS CENANAERERNRLAEE ==
LAST NAME: STATUS: CLOSED
TITLE: rirst wane: [

ADDRESS:

CITY: OSWEGD STATE ; Ip:
HOME PHONE : _ BUS. PHONE: W
MODEL YEAR: MODEL :

100000

MILEAGE : 3D :

DEALER WAME: PORT CITYFORD-MERCU SALES CODE: 119436 F & Aa: QDGAY
CAUSAL CODES: 1042 1010 SYMPTONS : 104 100

ORIGIN: &d TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE; ASSIST CODE: AWARD AMT: O SLURVEY: (Y OR K]
BUILD DATE: CALTBRATION:

ESP INFOD. EXPIRES:

OPEM RECALL: f OwWMER WOTIFIED: MICRD:
COMMENTS :

1997704721

wri VEHICLE [NVDLVED IN RECALL 95 ew=

wan MAVIS: SUHSEQUENT =«

CUSTOMER SAYS!:

- THEY HAVE HEEN WAITING FOR PARTS FOR A SEATBELT RECALL FOR H MONTHS

= THE WEHICLE CAN'T PASS THE STATE INSPECTION WITHOUT THE RECALL DM THE
SEATHELTS HEING DQKE

= THIS CAR IS5 UNSAFE TO DRIVE AND HE THINKS FORD SHOULD GIVE HIM A SAFE CAR TO
DRIVE

— FORD WILL BE LIABLE IF ANYTHING HAPPENS WHTLE THERE ARE MO SEATEELTS
AVAILABLE FOR USE

x
PER CLUSTOMER. DEALER SAVS:

- PER SERVICE AOVISOR, BECKY, THEY HAVE EVERYTHING THEY NEED EXCEPT THE MOTOR
[(4721)] THE PARTS ARE WATICONAL BACKOADER

-

CLUSTOMER SEEKS:

= HAVE THE SEATEELT RECALL WORK PERFORMED

= A CaR WITH SEAT BELTS TO ORIVE WHILE FORD WATTS

- HIGHWAY SAFETY NUMBER

-

CAC AQVISED:

= REALER 15 IN THE BEST POSITION TO FRAVIDE TECHNICAL ASSISTANCE.

- FORD SUPFDRTSE THE DIAGNOSIS OF THE DEALERSHIP

= GAVE QUT NUMBER TO THE NATIOMAL HIGHWAY TRAFFIC AND SAFETY ADMINISTRATION

DWHER RELATIONS VOP/BENCHMARKINMG 09711798 FAXCARTE




a9/11/98 MASTER DWNER RELATIONS SYSTEM Il 14.21.02
B EI RIS PR ERAR R IT AR RAEREREREZERIERBEIERE R ERAFIEERER-EI-RERLLELERLNERENR N
B155KC GRP liiﬁ COMECERW COWTACT VEH T¥FE: CAR

MNEW YORK ZNSTR: OWTACT WER: 10BE31837 DPEMED : OB/25/1997
VIN: 1Z\I'FTEDC4L EWNGIME: ¢ CLOSED: 10F14 /1997
==z zxkdiciENEEEEEEEE R EELEEIEEEESE S NS EEEEEEEEEENEEEEEEESAENEAEAEEEREEEN
LAST MAME: STATUS.

TITLE: JERETTE TP

ADDRESS:

CITYF: DSHEGD STATE H

HOME FPHOME - PHDME :

MOCEL YEAR: HDDEL FROBE

MILEAGE : 'I'I'.]ﬂﬂﬂ wsD:

DEALER HAME: FPORT CITYFORD-MERCU SALES CODDE: 113438& P& A: O00GBS
CADSKL CODES: 1012 1910 10RA SYMPTOMS : 104100

ORIGIN: Ga TRAWS. DOST/RGH: 17 TRANS . DATE:
SERVICE/SALES: CONTACT DATE: 09715719587
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N])
EUILD DATE: CALTHRATION:

ESP INWFD: EXFIRES:

OPEM RECALL: - DWHER NOTIFIED: MICRD:

COMMENTS :

1937 f0B/15

s¥» PARTS DELAY OWER 30 DAYS ==

»x¥ THIS GCOWTACT IS DFENED DUE TD OPEM RECALL HE548 AND BGSEE +x»

CUSTOMER S5AYS:

- THE CUSTOMER HAS BEEN WAITIMG FOR ABOUT 9 MONTHS FOR FARTS

= HIS USES THE VEHICLE AND IS IN COLLEGE

= THE VEHRICLE £AN'T PASS THE STATE INSPECTION WITHOUT THE RECALL ON THE
SEATEELTS @EING DOME

"

FER CUSTOMER, DEALER 3SAYS:

- THE PARTS ARE STILL OM NATIDNAL BACKORDER - TOM SERVICE

= THE PARTS ARE BACKORDERED UNTIL THE MIODLE OF DECEMERER - TOM [N SERVICE

L]

CUSTOMER SEEKS:

= PARTS DELAY - ANY ADDITIONAL INFDRMATION
"

CAC ADVISED:

RE: RECALL FARTS DELAY

- INFORMATION HAS BEEW DODCUMENTED AMD FORWARDED TO THE DEALERSHIF WITH A COPY
TO THE REGIONAL DFFICE.

- REQUEST NR_TOM TRAVERS (SWC MNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINMESS
DAYS

18g7 /10/a7

##¥THIS 15 THE CLOSING COMMENT

NEEDS PARTS FOR RECALL MISEEOD APFOINTMENTS KNOW PARTS WOT AVAILIEBLE THRU FORD

055 FACTORY BACK ORDER WAITIENG FOR PARTS WILL CONTAGCT AND INSTALL

OWNER RELATIONS YOP/BEWCHMARKIMNG ©D9/71179%8 FAKCARTA




oa/11/98 MASTER DWNER RELATLONS SYSTEM 11 14.2%.03
EAocE SN ANEdAREEEFREAR GRS rFssrca xS SE s s TS A IR I RSN E AN ISR EREL: CEEEExEECES kKRR
QESIR. GRE: AxoT CONMCERH CONTALCT VEH TYPE: CAR
MEMFHIS 23 INTR: __ C CONTACT WBR: 107SETIRES OPENED: 104232/ 1996
vIN: 12UPT22LoL5— ENGINE: L CLOSED: 1p/30/1228
FERENFEENEEFAFFS===ERFE=X L ER R i R Rdd 3 DL L ERLERLELLD DDLU LLRRRERT T ]} )
LAST WAME: STATUS: CLOSED
TITLE: erast nane: [

ADDRESS :

Hou aus. - rvee; NN

HOME PHONME : BUS. PHOME:

NODEL YEAR: MODEL : FROBE

MILEAGE : BEH] WED.

DEALER WAME: AUDUBON FORO SALES CODE: 123203 P& A: ODalli
CALISAL CODES: 1218 1209 SYMPTOMS: 104100

ORIGINM: GD TRANS. DST/RGN: 22 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/3371998
ACK. CODE: ASSISTY £00E: W AWARD AMT: Q SURVEY: M (Y DR N]
BUILD DATE; CALIERATICN:

ESP [NFO: EXPIRES:

GPEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

19967 10/22

wew YFHICLE INVOLVED IN RECALL 9G654B/96598 *ws

wvr MAWIS: SUBSEGQUENT +v-

CLUSTOMER SAYS:

~CUSTOMER CONTACTS CAC QUE TO DEALER UNWILLIMGMESSE TO RESCLVE RESTRAINMT 3YSTEM
REPAIR LKWTIL KEW COMPOMEMTS ARRIVE 11-15-96

-~CUSTOMER INTERPRETS LETTER TO DESCRIBE A REPAIR PRIOR TO THE OATE THE
REPLACEMENY COMPOMEMTS ARRIVE

-

PER CUSTOMER, DEALER SAYS:

~A0VISED ZUSTOMER UMABLE TO PERFORM AEDAIRGS UNTIL COMPOKNENTS ARRIVE

o

CUSTOMER SEERS:

=F1NAL RESOLUTION OF CONCERM

-REPALR TO RESTRAIMWT SY¥STEM PER REEALL LETTER

-LODGE & FORMAL COMPLAINT AGAINST REFUMD POLICY FOR CRIGINAL REPAIR RECEIFT
.

CAC ADWTSED:

- PROVIOE CRIGINAL RECEIPTS TO MR._ALVIN SEAL CLUST. REL HaGR

- ALY1H SEAL TUST REL MAR WILL EVALUATE SITUATION TO DETERMIME [F REPAIR I3
REIMBLRSABLE.

~INFORMATIOMN HAS BFEN DOCUMENTED AMD FORWARDED TO THE DEALER

~REQUEST MR_ALVIN SEAL CUST REL MNGR TO COWTALT THE CUSTDMWER WITHIN 2 BUSINESS
DAYS

1996/ 10423

#WNTHLS T5 THE SLOSING COMMENT

COMTACTED THE RESIDEWCE AMD LEFY & MESSAGE OM THE AWSWERIKWE AMCHIKWE ASKING TH
E CUSTOMER TD RESPOND, CUSTOMER [5 WNOT [N THE OFFICE TODAY,

OWNER RELATICNG VOP/EENCHMARKING 09711798 FAXCARTG



as/11/98 MASTER QOWWFR RELATIDNS SYSTEM 11 14.31.02
=====---E=lll==-===I.FFF--.==‘=====IIIIIII=::l::::lll::::::=II------=‘=----h‘-
DEF9RJ GRP: Rxa7 CONCERN CONTAET YEH TYPE: CAR
MEMPHIS 23 ZNSTR: CONTACT MBR: 1076649866 OPENED: 10/22/1036
VIN: 12VPTIZLOLS ENGINE : I CLOSED: 10/30/1996
-t:::::n::-...ss:::|==;=-.l--.:::::------.:::n::::..-::s::::----.-ui-------l--
1997/02/0%

eve MNAVWIS: SUBSEDUENT ree

CUSTOMER SAYS:

= THE DEALER COMPFLETED THE SEAT BELT COMCERNS HEFORFE THE DATE OF THE LETTER
= THE LETTER STATES THE PARTS WOULD MNOT BDE AVAILAALE UNTIL 12 /1396

= THIS MORNING THE SEAT BELYT WENT ACROSS AND RID WOT PROVIDE AMY GSLACK

- IT

.

CUSTOMER SEEKS:

= HAVE CORRECT PARTS PUT IN
"

CAC ADVISED:
= RECALL WAS COMPLETED
= CONTACT DEALER FOR A DESCRIPTION OF THE FARTS FUT 1N YOUR WEHICLE

OWKWER RELATIONS VDP/RENCHMARKING G©BS/11/98 FAXCARTG




oa/11/98 MASTER OWNER RELATIDNS SYSIEM 1! 14,21 02
-IIIIID.‘-I:::::::::II'IIIIIIIIII=============-KIIIIIIIIlll"ﬂ;;;::-—r:::::::::::::a
Ta81RL GRP: XX 13 INFORMATIDN CONTACT VEH TYPE: CAR
KAMEAS CITY 73 ZN/TR: CONTACT MWBR: 107TAQR49SH QPENED: 11/25/1996
VIN: 1zvp'rz1ua|_5ﬁ ENGINE: U CLOSED: 11/25/1996
ELENLEEEEREE F oy FEBIF--—=——=————c-=-——nyaxssraanihadAEEEEEEEEEESEXET=CC
LAST MAME: STATUS: CLOSED
TITLE: FirsT nane: NN MI:

ADDRESS:

CITY: WANS & ETATE: wa ZIF:

voue prove - [ °5. Fonc:

MONEL YEAR: MODEL :

MILEAGE: A5000 WED:

DEALER WAME: MNORTHTOWHE LIMCOLN- SALES CODE: 363559 P& A; 12825
CALSAL CODES: 0206 1207 SYMPTOMS : 104100

ORIGIN: G0 TRANS. DST/RGM: TRANS., DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURYEY: (¥ DR N)
BUILD DATE: CALIBRATIDN:

ESP INFQ: EXPIRES:

OPEN RECALL: OWNER WOTIFLED: MICRO:

COMMEMNTS :

1096/ 11/25

ave YEHICLE INVOLVYED IN RECALL S6S4B AND 95549 »xx

wvr NAVIS: ORIGIMAL +«~++

CUSTOMER SAYS:

- GEATHELY WhS CLICKIMNG WHILE THE CAR WAS OM

- ERDPPRED OFF THE VEHICLE AT DEALERSHIP, WHDO SAID THAT THEY WOULD DISCOMMECT
IT 50T HE CLICKIMNG WOULD STOP, AMC THENM THE PARTS WOULD BE IN DEC 1%

- WHEHM CUSTOMER MENT TD PICK UP THE VEHICLE, DEALERSHIP 5AYS IF THE CUSTONER
PICKED IT WP BEEFORE THE MOTOR WAS DISCOMNECTED, THEY WOULD HAVE TO SIGN 4
RELEASE

®

PER CUSTOMER,. DEALER 3SAYS:

- WHEM CUSTOMER WENT Tad PICK UP THE VEHICLE, DEALERSHIP SA¥S IF THE CLISTOMER

FICKED IT UR BEFORE THE MOTOR WAS DISCONMWECTED, THEY WOULD HaWE TO 5IGM &
RELEASE

L]
CUSTOMER SEEKS:

- A LOANER WEHIGCLE IF THE WEHIGLE 15 NDT READY Td PICK UP TODAY TO HAVE LUNTIL
THE WEHICLE IS READY

"

CAC ADVISED:

- LOAMERS ARE NOT A PROVISION OF THE WARRANTY.

- COMNTALET MR_ DOM ZIEMHIEC {SWC MGR/CUST REL MGR) FOR CLARIFICATION OF THE
DEALERSHIP'S FOLICY QN ALTERMATIVE TRANSFORTATION.

- MAY REDUIRE AN APPOINTMENT

OWHER RELATIONS WOPFEENCHMARKING 09/711/88 FAACARTA




oR/11/98 MASTER OWMER RFLATIONS SYSTEWM II 14 32102
AREEEEFME-FS S-S AR ANEEEEEEERNNEFS S S S S S S S S S S S S S S I E S SSTEIEEEASESASEEEEET W
4213LT GRP: XxD1 CONCERN CONTACT VEH TYPE: CAR

SOR 10 FNFTR:  J1 COMTACT WAR: 107BOD198 DPENED: 11/22/192§
YIN: 12vPT20CEL ENGINE: C CLOSED: 127101996

LAST MNAME: 5ThTU5 CLOSEN
e - FERST NAME:

ADDRESS :

SLTY: STATE: e
HOME PHOME h BUS., PHONE: _

MODEL YEAR: MEDEL

MILEAGE: 7000

DEALER NAME: BROCKWAY FORD., TNC. EALES CODE: 144467 PR A: (7427
CAUSAL LODES: 1204 SYMPTOMS : 104100

ORIGIN: G0 TRANS. DST/RGN: 44 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 12703/ 1996
ACK . CODE: ASSIST CODE: F AWARD AMT: O EURVEY: ¥ [¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFOQ: EXFIRES:

OFEM RECALL: OWMER NOTIFIED: M1CRO:

COMMENTS :

19011 /322

sés YEHICLE INVOLVED [N RECALL 96599 +««

#¥4 VEHICLE IMVOLVED IN RECALL 95548 wsi

=vs WNAVIS: SUBSEQUENT w»»

CLUSTOMER SAVYS:

- DATYER'S SIDE MOTORIZED SEAT HELT WOULD MNOT RETRACT AWND MAKES A CLICKING
NOISE

- RECEIVED RECALLS 8G548 AMD BESSN

= AMOTHER DEALERSHIP DRISEOMECTED SEAT AELTS OUE TO CLICKING MOISE

L]

PER CYSTOMER. DEALER SAYS:

- WOULD NOT HAVE PARTS UNTIL 12719796

L]

CUSTCOMER SEEKS:

= WANTS TO GET SEAT BELTS REFAIRED

L)

CAC ADVISED:

- [WFORMATIONW HAS BEEM ODCUMENMTES aND FORWARDED TO THE DEALER

- REQUEST MR. RONALD WASMER (CUST REL MNGE) TO CONTACT THE CLUSTOMER WITHIN 2
HUSINERS DAYS
1986/ 1125

CSM, L. AROUETTE, SPOKE WITH ADR, SERVICE MAMAGER

¥

C5W ADVISED: DEALER WILL COWTACT CUSTOMER TO DETERMINE 1F SEAT 2ELT I45
FURCTIONING. IF SEAT BELT IS CURREWTLY FUNCTIOMING, DEALER WILL MWAKE
APPOINTMENT FOR CUSTOMER AFTER 12/15. ONCE PARTS ARE AVAILABLE. IF SEAT
BELT IS5 INOPERATIVE, DEALER WILL MAKE APPOINMTMEWT FOR CLUSTODMER ASAP.

*

OWNER RELATIONS WOR/RENCHMARKING DAS11798 FAXCARTG




gafii/98 MASTER OWNER RELATIONS SYSTEM II 14.31.02

S S S S S S S S C O I IS SNSRI Y R A EEE S I EEEAr - - SN EEEEEEEAAEREEEEEENTXr-——=-=-——==—=
4213LT GRP: XX0D3 CONCERN CONTACT YEH TY¥FE: CAR

SDR 10 ZNFTR: Ui CONTACT MEHR: 107800188  OPEMED: 11/22/1998

VIM: ‘IZUPT!EH:BL- EMGINE: & CLOSEDR: 12/16/ 1986

FEdd L L Ll R P DL LR RREE DL Ll RN

1996/11/26
.

CSM SPOKE WITH BOB, SERVICE MANAGER
L]

PER DEALER: DEALER [5 MOT AELE TD MAKE SEAT BELT DRERATIONAL. %M SPORE WITH
ERIKA AT RECALL HOTLIMNE .
»

PER RECALL HOTLINE: KEEP CUSTOMER IM A LOANER WEHICLE UNTIL FML ©AN GET PARTS
FME WILL PICK UP THE COST OF THE LOAMER

-

C5M AOVISED: KEEPING CUSTOMER 1IN LOAMER IS APPROPRIATE ACTIDM. DEALER WILL

WAIT UNTIL PARTS HECOME AVWATALABLE AMD WILL RECONTACT CLISTOMER
1995/12/03
ARFTHIS IS THE CLOSING COMMENT

-

C5M SPOKE WITH BOB. SERVICE. MANAGER

»

PER DEALER: PECALL HAS BEEN SUCCESSFULLY COMPLETED AND CUSTOMER IS PICKING
UP THE VEHICLE 12/%

-,

HO FURTHER ACTIDN NEEDED
-

OwMER RELATIONS VOP/AENCHMARKING 0971179 FAXLCARTO




oa/11/88 MASTER DWNER RELATIONS SYSTERW I1I 14.21.02
L K S St S D D L T N Ry R R
RI4ASHW GRP: XX1T CONCERN COMNTACT VEH TYPE: CAR
PHILADELFH1A 1B  2ZN/TR: @i CONTACT NEBR: 1077G0NTE  DPENER: 1171371996
VIN: L EMGINE : CLOSED: 11261996
T O D Y
LAST MNAME: STATUS: CLOSED
TITLE: RET MNAME: - M :

ADDRESS:

CITY: ATE : P& ZIF:
o v A o o g T
MOOEL YEAR: MOOEL:

MILEAGE: 120000 W5D:

AEALER MAME: CHAMPIOW FORDLAMD, SALES CODE: 116124 P B A 01259
CAUSAL CODES: 1204 SYNPTOME: 104100

ORIGIN: GO TAAMS. DET/RGH: 16 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/14f18598
ACK. CODE: ASSIST COJE: W AWARD AMT: 1 SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO:

COMMENTS:

1936/ 11/ 11

dashD YIN AVATLABLE~»*«

soe NAYIS: SUBSEQUENT www

CUSTOMER BAYS:

- CALLING ABOUT THE SEAT RESTRAINT RECALL FOR THE PROBE
kY

PEE CUSTOMER, DEALER SAYS:

- HEEDEDG TO ORDER PARTE TO FIM THE SEAT BELT

L]

CUSTOMER SEERK:

- YEHICLE REPAIRED

L

CAC ADVISED:

- THE LETTER SAID THAT THE PARTS MAY WEED TQ BE CRRER FOR DECEMBER 15
18857 11/13

weohill UWIN AVAL rEE

CUSTDMER SAYS: ATHER, CALLED

= THE SEATRAELT SYSTEW DOES T WORK

= HI% DAUGHTER GOT A RECALL LETTER

= THEY CALLED THE DEALERSHIP BUT THEY DID MOT RESTORE THE ORERATION OF THE
RESTRAINT SvSTEM LIKE THE LETTER SAYS

*

PER CUSTOMER, DEALER SAYS:

- THEY WON'T GET FARTS ANY EARLIER THAN 12712748
-

CUSTOMER SEEKS:

- TO GET HIS SEATBELTS FIXED

-+

CAC ADVISED:

- ADDED COMMENTS TO FILE

- DALL HADK WITH VIN

OWNER RELATIONS YOP/RENCHMARKING ©O9/11/98 FAXCARTG




o9/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEEEEEEENEEAE XTI ===-S=S=S=SDXEEEN BNk - == ======FANNEEEEda === aaEEANNENEENREI—=
E3458W GRF: XX17 CONCERN CONTAET VYEH TYPE: CAR
PAILARELPHIA 15 ZN/TR: 1 COMNTACT NER: 10776017A OPENED : 11/13/1886
VIN: L ENGINE: CLOSED: 11/28/ 1998
Rk - - s A NN AN I NEEEEEREx - ======g AEENEEEEEA AR - CS S CSCSSANENANENAGAX === == SQNN

199871113

THIS CONTACT I5 AN UPQRADE OF CONMTACT NUMBER 107750439

=x+ MAVIS: SUBSEQUENT w»x»

ww VEHICLE INVOLVED IN RECALL 2&588 s»=x

##¥ UVEHICLE INVOLVED IN RECALL SES48 +++

CUSTOMER SAYS:

= THE SEATBELY S¥STEM OOES WOT WORK

- HIS DAUGHTER SOT & RECALL LETTER

- THEY CALLED THE REALERSHIP BUT THEY DIO WOT RESTORE THE OPERATION OF THE
RESTRAIMT SVSTEM LIKE THE LETTER S5AYS

.

PER CUSTDMER, DEALER SAYS:

- THEY WDN'T SET PARTS ANY EARLIER THAN 12712/96
[ 3

CLUSTOMER SEEKS:
- TQ HAVE THE OFERATION OF THE BELTS RESTORED LIKE THE LETTER STATED

L]
CAC ADVISED:
~INFORMATION HAS BEENM DOCUMENTED AND FORWARDED TO THE DEALER
-REQUEST MR.YOM ROCK (CUST REL MMGR/ SYC MWNGR) TO COMTALT THE CUSTOMER WITHIM
2 BUSINESS DAVS
THIS IS5 THE TIME PARAMETERS GIVEN TaO ALL DEALERS IN THE RECALLS.PARTS ARE ON
DROER. TR
196811/ 14
KF¥XTHIS IS5 THE CLOSING COMMENT
EAPLAINED TQ CUSTOMER AGAIN ABOUT FORD RELEASE DATE OF FARTS ,WHICH T5 BREYOMD
DEALERSHIP CONTRCL.HAO CUSTOMER RE-READ HIS REZALL LETTER,CONFIRAMING DATES.WE
DO WANT TD REPAIR HIS CAR. TR
1985511/19
L ]

CUSTOMER SEEKS:
- T HAVE THE LETTER RE- READ TO HER
-

CAC ADVISED:
= READ THE RECALL LETTER OVER WITH HER

OWNER RELATIDNS VOPFBEMCHMARKING 09711/G8 FAXCARTH




oaf11 /98 MASTER DWNER RELATIONS SYSTEM [ 14.21.
EEmEN S S SO LSS SEEE S SE==AMEFIIEEEAR Rl AmENE - - - - UANEEEEAmEEr====—====
02446GJ GRP: 14 COMCERN CONTACT VEH TYPE: CAR
CHICAGO A1 ZNSTR ¢ CONTACT WBR: 107751446 QREMER: 13/11/1098
VIN: ‘IZVFTEDEELh ENGINE: ¢ CLDSED: 12719/ 1996
SE=E=E=SGSSFEEXOE —E S S S S rFr FE EFFEEEEE N kil eSS EEEEEENE

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

ADDRESS :

CITY: STATE: IL Z1p: -
HOME FHOME : BUS. PHONE: F

MODEL YEAR: MCDEL :

MILEAGE: B2000 w5D:

DEALER NAME: LYNCH FDROD INC SALES CODE: 141018 P& A: 01594
CAUSAL CODES: 1203 SYMPTOME : 104100

ORIGIN: &0 TRANS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1371271996
ACK. GODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: N (Y OR N
BUILD QATE: CALIARATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1986/11/ 11

wex VEHICLE INVOLYED IN RECALL ZES4AH E BESDD «we

wan MAVIS: SURSEQUENT #uw

CLUSTOMER SAYS:

=~ MR. WYNOR GARCIA CALLING OM BEHALF DF CUSTDMER

- DRIVERS SIDE SEAT AELT DOES MOT WORK

- RECALL LETTER STATELS THAT DEALERSHIP WILL RESTORE QPERATIOM TO THE SEAT BELT
AND POSSIBLYY RECQUEST THAT CUSTOMER MUST RETURN AFTER DECEMBER 1S

L]
PER CUSTOMER, DEALER 5AYS:
= MUST WAIT UWTIL DECEWBER 15, 1Ba8& FOR REFAIRS

-

CUSTOMER SEEKS:

= RECALL COMPLETION

-

CAC ADYISED:

=INMFDRMATION HAS HEEN DODCUMENTED AMD FORWARDED TO THE GEALER
-AEQUEST WR.JOSEPH FRICAND. [CUST REL MNGR) TO CONTACT THE CUSTOMER W[THIN 2
BUSEMESS DAYS

1996/12/ 12

K¥¥THIS IS5 THE CLOSING COMMENT

CALLED CUSTOMER TO SET UP SERVICE APPT.

PER CUSTOMER VEHICLE WAS STOLENM.

OWMER RELATIONS VOPJAENCHMARKING ©O5711/98 FALCARTG




0Bf11/98 MASTER OWMER RELATIONS SYSTEM II 14, 21.02
------------------.....--:-::::I-lllll=====..lllil=====lllk==sﬂlIlIIll-:::‘.l.
2028GR GRP: Xx13 CONCERN COMTACT VEH TYPE: CAR

HOUS TON 5?7 ZN/TR: CONTACT NER. 107707780 OPENED: 10/31/1988
VIN: 12wrzocmﬂ ENGINE: € CLOSED: 11/12/4398
EEXCIAAES Fo o s e m - .- ...y =— = -Illl=====-llI---=====---lll====-—.-q==l'II=======

LAST NAME: STATUS: CLOSED
TITLE: FirsT waut : [N MI:

ADDRESS:

eITY STATE: Tx |
nowe prion: NN BUS. PHONE: F

MODEL YEAR: 0 MODEL :

MILEAGE: 140000 wSD :

DEALER NAME: LOCKHART NTR CO INC SALES CODE: 152402 P& &; Q4503
CAUSAL CODES: 1207 SYMPTOMS : 104100

DRI1GIN: Gl TRANS. DST/RGN: =2 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 1170574998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

OPEN RECALL : OWNER NOTIFIED: NICRO:

COMMENTS

19968/ 10531

we+ THIE CONTACT IS OPEMED DUE TD OFEM RECALL 56548 AND 96500wwe

wur MANTS: ORIGINAL #as

CUSTOMER SAVS:

= PUSEAND CALLING ON REHALF

- SEATBELT ON DRIVERS SIDE IS UNDPPERABLE

- CUSTOMER HROUGHT VEMICLE INTO DEALERSHIP BUT THEY DID MOT REPA!E THE VYEHTCLE
PER RECALL LETTER

*

PER CUSTDMER, DFEALER GAVES:

- ARING VYEHIGLE IN DECFMAFR 15 WHFN PARTS COME OUT

»
CUSTOMER SEEKS:
= TO HAVE VEMICLE REPAIRED

F
CAC ADVISED:
- INFURMATION HAS BEEN DOCUMENTED AND FORWARDED TCQ THE OEALER

-REQUEST MR. DALE PERKINS SWC WNGR TOD CANTAET THE CUSTOMER WITHIN 2 BUSINESS
DAYS -

= LETTER DOES 5AY THEY CURRENT SEAT BELT WILL HE REPAIRED AND THAT NEW PART
WILL BE INSTALLED IN OECEMBER

UWMER RELATIONS YOPFBEMCHMARKING 0R/11798 FAXCARTG




0a/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
S ST CaSEECI S S SSS S SIS SIS SIS S S E SN NN DN LA A AL AN L I E ASEECIIIJ-_AEECESECCImEEEE
20Z2HGR GRP: AX13 LOMCERN CONTACT VEH TYPE, CAR

HOUS TON 57  INFTR: L2 CONMTACT MBR: 107707780 DPEMED: 10/31/1998
VIN: 1.21|I'F'TEDCEL— ENGINE: C CLOSED: 11/12/1996
LLERL L L L L RRRRERRT Y]] ] | ST T TS S EE NI SN NAENENIss s s s e r s rssmEas
1296/ 11/01

CUSTOMER WAS INFORMED BY THE FARTS MANACER DALE PERKINS ON 310CTIE 113;0HRS
THAT THE PART WDULD BE ORDER, SEAT BRELT MOYOR, BLT BECALSE WHAT THE RECALL LET
TER ETATED THAT SOME FARTS WOULD MOT BE AVAILABLE TILL AFTER {SDECOE THAT IT I
S A GODDO POSSIBLITY THAT WE MAY WOT RECEIVE ANY PARTS TILL THIS DATE BUT wE WI
LL NOT KN GET ON LINE AND ORDER THIS PART, THIS COMPANY WAS TRYIL
H TD MAKE WARE DF THE SISTUUATION THAT PARTS AVAILAEILTY ARE SOMET
IMES SRORT DUE TO RECALLS. THIS CUSTOMNER DID WNOT WANT TD LISTEN TO ANY THIWG 5
AID BY THIS COMPANY KEPT OW PUSHIWG OHNE PARAGRAPH OM THE REGALL LETER DANO CLL
0O CARE LESS APDLIT WHAT THE REST OF THE LETTER HAD TO SAY. THIS COMPANY NEVER T
OLOD THE CUSTOMER DR OAVE THE CUSTOMER ANY INCLINATION THAT WE WERE NDT GOIMNG T
0 FIAX THIS VEHICLE, OMLY THAT WE DID HAVE Td CRGER PARTS AND THE AVAILAEILTY W
A5 NOT EMOWM AT TH1S TIME. CUSTOMER STILL WAS CONSTAMT ON STATING ABODUT THE PR
RAGRAFH IM THE LETTER, AMO AGAIN I DISCLUSSED THE SAME INFORMATIDN TO HIM AMD T
DLO HIM 1 SHOULD KWOW MORE ABOLT PART SITUATION BY WMONDAY 4NOVOS IF HOT SOOMER
. HE TOOK THE RECALL LETTER FROM ME ANMD SATD WE'LL SEE ABDUT THIS AWO LEFT.

WE HAVE TRIED TO CALL T WORK 2 TIMES TODAV 'HOWSE AND LEFT
MESSABES BUT HAVE NOT MY OMSE TD OUR CALL HAS OF 4:30 PM ANOVEE
. WE WILL UPDATE THIS INFORMATION AFTER WE TALK TD MRS FERSUZDON.

1988/ 11706

dRFTHIS IS THE CLOSING COMMENT

CUSTONER CALLEN ME, DALE PERKINS, BACK OM AMDV 1998 STATIMG THE GAVE HER THE ME
S5AGE TD LATE TO CONTACT ME QW FRIDAY. WE DISCUSSEND THE PROBLEM SHE SAID HWER H
USBAND STATED TO HER WE WERE NOT SQL1HE TO FIL THE PROBELM TILL AFTEA THE 15TH
OF DEC 1990. I INFORMED HER THE SAME INFORMATION THAT I TOLD HER HUSAAND THAT
WE ARE ORDING THE PARTS FOR THE ORIVER SIDE SEAT BELT AND THAT DUE TO THE RECA
LL THE LETTER STATES PARTS MWAY NOT BE AVAILABLE TILL THE 1STH DEC. WHICH MAY A
LSO MAKE A SHORTAGE ON THE DTHER PARTS BECALUSE OF THE NUMBEER OF PECPLE BRIMNAGINM
G IN THERE YEHICLE FGR THE RECALL. BUT THAT 1F PARTS ARE AVAILBLE I WILL HAVE
THEM 1N BY THE BTH DF MOVEMBER W&, SHE SEEMED ALLRIGHT WITH THIS AND INFORMED
ME THAT SHE WILL BE GONE OM THE BTH BUT WILL TRY TQ &GET THE VEHICLE IM TO USE
TO REPAIR WHILE SHE IS GOME. I DID RESTATE ABOLT POSSIELE PART AVATLARILTY PRO
HLEMS HUT ALSO TOLD HER THAT I WILL CALL HER PERSOMALLY WHEM THE PARTS ARE IM.

OWNER RELATIDNSG VOP/BENCHMARKIME 02711798 FalCARTG




gaf11/%8 MASTER OwWNER RELATIDNS SYSTEM [] 14.,21,02
======-llllll:=====:x----t.'!----::-------ilIIlIl=============.£----l:======::
dT794TC GRPE: KnDO5S COMCERM COMTACT VEH TYPE: CAR

SOR 10 zm"rlt:h CONTACT NBR: 108070046 OPFENED: Q270871997
VIN: 1ZVPT20C1LS EMGIME: C CLOSED: 2/17/1997
IIII======IIII-hlll-II===--=----...--II========:l.lllII.IEI::::::::::&II.....'
LAST NAME: - STATUS: CLOSED
TITLE: FIRST MAME: _ M1 :

ANDRESS:

CITY: STATE: D zir: [
OME PHONE : “ eus. rrone : NS

MODEL YEAR: MODEL : PFROBE

MILEAGE: SINO0 wSsi:

DEALER NAME: POLSKY MTRE INC SALES CODE: 363505 P& 4: 12ZHBY
CAUSAL CODES: 1204 SYMPTOMS : 104 100

DRIAIN: Go TRANS. DST/RGN: &3 TRANS . DATE:
SERVICE/SALES: 1 . CONTACT DATE: 0206/ 1997
ACK . COOE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {¥ QR M!
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

DPEN RECALL: COWMER NOTIFIED: MICRO:

COMMENTS :

1997 /03 706

#4+ VEHICLE INVOLVED [N RECALL S654E ¢+

¥:v WAVIS: ORIGINAL =**

CUSTOMER ZA¥S:

- GOT A RECALL NDTICE FOR THE 5EAT BELT

L 3

PER CUSTOMER, DEALER SAY5S:

- MOMISED THAT THE PARTS WERE WOT IN AWD IT wWOULD BE JAWUARY WHEN THEY GOT
THE PARTS

- FURTHER AQVISED THAT THEY WOLULD RECONTACT THE CUSTOMER WHEN THE FARTS COME
IN

CUSTOMER SEEKS:
- YEH1ICLE REPAIRED UNWDER THE RECALL

L]
CAC ADVISED:
-INFORMATIDN HAS BEENW DOCUMENTED AND FORWARQED TO THE DEALER

-REQUEST MR. JERRY SPINNER {CUST REL MMGR| TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1397/02/40

#44THIS 15 THE CLOSING COMMENT

CALLED CUSTOMER ON FEB. 06,1997 AND LEFT MESSAGE ON ANSWERING MACHINE. CUSTOM
ER CALLED BACK DM FEB.O7,1997, HAVE SET UP APPRINTMENT FOR THURSDALY FER.13.19
67 TO CHECK VERICLE DUT 1N REFERENCE TGO SAFETY RECALL 2&54A/96599.

OWNER RELATIONS VOP/AENCHMARKING 0811798 FAACARTG




oa/11/98 MASTER DWHER RELATIONS SYSTEM I1 14_21.02
==:F:==l:lllI.I.I.I--hIlh======I=-=====lllllll:::n‘:::::::ﬂ.!IIII============IIIIII:
S0.A0GM GRP: XX CONCERM CONTACT YEH TYPE: CAR
WASHIMNGTON 27 IMNSTR: CONTACT NER: 107723580 OFEMED: 11/06/1996
VIMN: 1ZI.|"P"|"2IU-EL5_ ENGINE: U CLOREDR; 12/14/18%6
RE======REr-X=Fga 'IIB--IIIIIl-========F=-II..'...::::::---I.-’
LAST MAME: S5TATUS: CLDSED
TITLE: FIRST HWAME: _ MI:

ADDRESE:

CITY: STATE: HF: _
HAOME FHOMWE : BUS. PHONE:

MODEL YEAR: 30 MODEL: PRABE

MILEAGE : BEHOOD wshD:

DEALER WAME; BERGLUND FORD SALES CODE: 127081 P& A: OETAT
CAUSAL CODES: 1204 1203 SYMPTOMS : 1041040

ORIGIN: [ ] TRAMS. OST/RGN: 27 TRAMS. DATE:
SERVICESSALES: 1 CONTACT OATE: 12/07/1849E
ACK. CDDE: ASSIST CODE: O AWARD AMT: O SURVEY: ¥ (¥ OR N
BUILD DATE: CALIBRATIDN:

ESP 1MWFO: EXPIRES:

QPEN RECALL : OWNER WOTIFIED: MICRO:

COMMENMTS:

1988/ 11706

~vs VEHICLE INvOLVED TN RECALL 95548 AND 96599 +4+
4ee NAWIS: SBLBSERQUENT wn=

CUSTOMER SATS:

- RECEIVED A RECALL LETTER FOR THE SEAT BELT

-

PER CUSTOMER, DEALER SAYS:

- WILL NOT HAVE THE PARTS UNTTL JANUARY 1997

L

GUSTOMER SEEKS:

- REPAIR FOR THE VEHICLE UNDER RECALL

*

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST CUST REL MGR RON PARKER T8 CONTAET THE CUSTDMER WITHIN 2 BUSINESS
DAYES

= KEEP 1N TOUCH WITH SERVICE MANAGER ABDUT PARTS AVAILABILITY

1998/ 13/07

A¥¥THIS 1§ THE CLDSING COMMENT

LEPHONED CUST AMD DISCUSSED CONMCERWS. MR. DID NOT AGREE TQ BRING
HI5 VEH LERSHIP EUT DEMANDED HE BE GIVEN REFUND FOR REPAIRS MADE ELS
EWHERE SER WOR ADV CUST HE MUST PROCESS A REFUND AND THE VEHICLE NE
EDs TG D BY DEALERSHIP.CUST NOT YNTERESTED IN DOING ALL THIS AND AD
VISECHENEE He wOULD TAKE HIS VEHICLE TD AMWOTHER DEALERSHIP, F

DVISED CUST HE CAN TAKE HIS WEHICLE TO &MY FORD UEALERSHIP.PLEASE

OWNER RELATIONS VOP/BEWCHNARKIMNG OO/11/98 FAXCARTE




0a/11/80 MASTER OWMWER RELATIDNS SYSTEM IT 14.21.62
EexcEE TS S G AAEAEEEAE E N S S e E EE SN s N AN I EEEEEEEEFEAx— N EAxs x-EEB A =--c-=-RBRE=-=—==-=—=—==-==3I==°=
4097FM GRE: XX17 CONCERMN CONTACT VEH TYPE: CAR
ATLANTA -2 ZNSTR CONTACT NBR: 1081154942 DPENED: 027 1971997
VIM: 120PT 20CKEL EMGINE: © CLOSED: 02/27/ 1947
EEXTIIEWEN KNS N AN - NN - EEE - - TSI =S=STSIIESSTINERE==N
LAST MNAME: ETATUS

TITLE: FIRST MAME: - M1 :

ADORESS:

FIP:

C1TY: STATE: AL
HOWE PHONE : HUS. PHOME : _

XT: PAGER
MODDEL YEAR!: a0 MODEL: PROBE
MILEAGE: 124000 Wsh:
DEALER WAME: CARL GREGORY F L-M SALES CDRE: 121538 P B A: O26B4
CAUSAL CODES: 1215 SYMPTONS: 104100
ORIGINM: a0 TRAWS., DET/RGN: 21 TRAMNS. DATE:
SERVICESSALES: 1 CONTACT DATE: o2/20/1997
ACK. CDDE: ASSIST CODE: R AWARD ANT: O SLURVEY: ¥ LY OR M)
BLUTILO DATE: CALIBRATIDN:
ESP INFD: EXPIRES:
ODPFEM RECALL: . DWNER NOTIFIED: MILRO:
COMMENTS :
1347/02/19

svs THIS CONTALCT [S OFENED QUE TO OPEN RECALL SES48 AMD OSSO0 -+
wed NAVIS: PROGRAM =&«

CUSTOMER SAYS:

-{-800 HUMBER FROM OPERATOR

=ARE THERE ANY RECALLS OW MY VEHICLE

-THE CONCERN IS5 THE SEAT BELTS.THEY ARE GETTING STUCK.

[

PER CUSTOMER, DEALER 5SAYS:

=HO CDMTACT

y

CUSTOMER SEEKS:

=T VERIFT RECALL

-

Cac ADVISED:

=THFORMATION HAS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER
=~REQUEST MR .DON WILLIAMSON (SERV. MNGR) TO CONMTACT THE CUSTOMER WITHLNW 2
BUSINESS DAYS

1997/02/20

#P¥THIS IS THE ELDSING COMHENT

CUSTAMER MOTIFIED PARTS ARE UNAVAILABLE AT THIS TIME TO PERFORM RECALL.
WILL MOTIFY UFON PARTS ARRIVIAL AT DEALERSHIP.

DON WILLIAMSDN

SERVICE MAMNAGER

OWNER RELATIONS VOP/AENCHMARKING O9/11/98B FAXCARTG




Qa/11/28 MASTER OWMER RELATIONS SySTEM I 14.21._02
=====--.-l:=:====..‘.-::‘:::::-.--::======...t:::::;:::--::::--------:::--d--:
TR425M GRP: XxoR IMFORNATION CONTACT YEH TYPE: CAR

S0R 10 ZNSTR: L1 CONTACT MER: 10B1137G3 OPENED: 0271871847
VIN: L EWG [ME . CLOSED: DO2718/1987
EEocxx === EEERmmb=——=—=== -IIIEh:==—;=rlll=====I.III--=====:I'I--::=====l:l--lil-------l-
LAST MAME: STATUS: CLOSED
TITLE; FIRST MAME: TED Ml

&D0ORESS:

Clvy: STATE: WA [

coue e I 2o p—

MODEL YEAR: ap MOOEL :

NI EAGE: 100088 ws5n:

DEALER WAME: KELLEHER MOTOR COMP SALES CODE: 174477 F EA: QauS0D
CALSAL CODES: 1206 2801 SYMPTOMS : 04 100

ORIGIN: G TRANS. DSTSRGHN: TRANS . OATE:
SERVICE/SSALES: 1 CONTACT DATE:

ACK. £ODE: AS515T CDDE: AWARD AMT: O SURVEY: (¥ OR NW)
BUILD DATE: CALIBRATIDN:

ESF INFD: EXP1RES:

OPEN RECALL: ONMER NOTIFIED: MICRD:

COMMENTS :

1997702718

*+MO VIN AVAILABLE#w«

CUSTOMER SAYS:

= THE VEHICLE'S PASSENGER AND DRIVER SHOULRER SEAT BHELTS OID aOT RE-TRACT
= REPLACEOD THE PASSEMGER SIDE SEAT BELT. BEFORE HE RECEIVEC THE MOTICE FOR THE
SAFETY BELT RECALL

- WANTS REIMBLRSMENT FOR THE COST OF THE REPAIR (AS SODN 45 POSSIBLE)

= HAVE BEEN WAITING A MONTH FOR REIMBURSMENT

.

FER CUSTOMER, DEALER SAYS:

* TIM SULLIVAM, ASST SERY MGSR, REFERRED THE CUSTOMER TO THE CAC

- GRORED THE DRIVER SIOF SEAT HELT [ BACHORDER)

= CAN'T BEFUND THE CLSTOMER FOR THE PASSEMGER SIDE SEAT BELT REFAIR, UNTIL

THEY RECEIVE THE DRIVER SIDE SEAT HELT PART
[ ]

CUSTOMER SEEMS:
= WANTS REIMBLRSUENT FDR THE COST DOF THE REPAIR ASAP

L]
CAL ADYISED:
= ADVISED THE CUSTOMER TO CONMTACT THE CUST REL MGR FOR FURTHER ASSI[STAMCE

OwWNER RELATIONS WOP/BEWCIHMARKING Qaf11/88 FAXCARTG




0gf11/98 MASTER DWMER RELATIDNS SYSTEM 11 14,321,562
LLE R R RN L TR LTEYNY EELRLRESEEEEELLEREESY IS RS L YL L Y T Y T R L L .1 B
17300 GRP: Kr13 COMCERN COWTACT VEH TYPE: CAR

SOR 10 IN/TR: CONTACT WHAR: 107270434 OPEMED: Of/t13/1997
VIN: 1ZUPT22L5L5* ENGEINE : | CLDSED: O2/0471927
B e L e e e e L L ELS B PR L T T L R T R RN NN N N RN Py ey ey
LAST NAME: STATUS: CLOSED
AT —

ADDRESS:

CITY: NEWTON STATE P! -
Home PHONE: [ HUS, PHOME: AT

MODE[ YEAR: a0 MIOEL :

MILEAGE: Lgria ey w50

DEALER NAME: CDMKLIM CARS WEWTON SALES CODE: 153643 P & A: 0OSD93
CAUSAL CORER: 1220 0408 SYHPTOMS: 104100

ORIGIN: 50 TRANS. DST/RGN: 53 TRAMS. DATE:
SERVICE/BALES: 1 CONTACT DATE: Oif18,/1897
ACK. CODE: ASSIST CQOE: R AWARD AMT: 0 SURYEY: ¥ (¥ OR N)
BUILD DATE: CAl TRRATTON:

ESP INFD: EXPIRES:

CPFEN RECALL: OWHER WOTIFIED: MICRO:

COMMENTS:

1987 /01/13

wes POSSIRLE 12712 SEAVICE PART COVERAGE wes

v+ NAVIS: SUBSEQUENT =wa

CUSTOMER SAYS:

~HAD RECALL 955483 AND 98%99% COMPLETED OM VEMICLE 12-20-5%5 FOR THE ORIVER® SIDE
SEATBELT

-YODAY THE SEAT BELT CAME ACRDSS TOO TIGHT, %0 CUSTOMER OPENED THE DDOOE TO
RELEASE IT AND SHUT THE DOOR AGAIN AND WHEM THE SEAT RELT MOVED ARBAIM A
FLASTIC STRIP CAME QuUT OF THE DOOR AND MWHEM THE NOOR OPEMED AGAIN. THE PIECE
WENT BACK INTO THE BOOR

~WHEN MAMUALLY RELEASING THE SEAT BELT, 4 METALLIC SILVER SURSTANCE GDT ALL
OVER HER LEATHER GLOVES

L}

PER CUSTOMER, DERALER SAYS:

-5TEVE WEISS WAS VERY RUDE AMD DEFENSIVE TO THE CUSTOMER WHEM SHE CALLED ABOUT
TH1S TODAY

~STEVE SAI0 THAT THERE wOULD BE SOMEGNE FROM THE DEALERSHIP THAT WOWLD CALL
HER HACK TH[S AFTERNGON

L]

CUSTOMEE SEEKS:

~wWANTS FORD TO KNOW HOW BADLY STEVE TREATED HER TDODAY OM THE PHOME

“WANTS TO KNOW WHAY TO DO ABOUT THE SEAYRELY

L]

CAC ADVISED:

-INFORMATION HAS BEEN OOCLUMENTED AMI FORWARDED TO THE DEALER

~REQUEST MR DON HABEMAN (CUST REL MMNGR) TD COMTACT THE CUSTOMER WITHIM 2
BUSINESS DAYE

~APOLOGIZED FOR UNWPLEASAMT EAPERTEMCE WITH THE DEALERSHIPR

1997 /01 /28

DEALERSHIP HAS AORDERED PARTS INCORRECTLY SLUBMITTED CLAMIM FOR LABOR ONLY WE W
ILL CANTACT CUSTOMER WHEMN PARTS ARRIVE AMD WILL BRIWNG IN---CLSTOMER SATISFIED

DWNER RELATIONS VOP/BENCHMARKING 0O9%711798 FAXCARTG




o8/ 1198 MASTER OWMER RELATIDMS SYSTEM 11 14 2102
-::==n-l:tnlll====|:llllll====.;-1.-::::==.--.:::::::----:::--l.l.------..--====:|
Q17300 GRP: M3 CONCERN COMTACT VEH TYPE: CAR

sOR 10 INFTR: CONTACT NBR: 107870424  DPENED: 0M/13/1997
wiM: 12VPTI3L 5L ENGINE: L CLOSED: QZfo4/ /1997
:::::-..ll:-l====---====-'.ll'l=ll'll.ll===lI'..k‘-::::.ll:::=F-I--l==I:I-II..H-----.-.-I-
1997/01/28

FHRTHIS Is THE CLOSING COMMENT
WE HAVE PARTS ORODERED FOR RECALL BUT IN ERROR wE SUBMITTED WARR CLAIM FOR RECA
LL WHICH ACTUALLY NOT CDWPLETED

CUSTOMER !5 SATISFED AT THIS TTME MWD 15 AWAIT
ING OUR CALL WE W1LL ALSN REIMBURSE HER FDR LWEATHER FLOVES AS NECESSARY

OWMER RELATIONS VGP/8ENCHMARE [NG ao/ttfe8  FALCARTG




as/11/98 MASTER OWMER RELATIONS SYSTEM If 14.21.02
III-l-h-ﬂI=---====:l===lllt.ll====-----.ﬂ=====II--tl!I:::Illlllk:::::ll..--tt::
ET04WN GRP: Axi% CONCERN CONTALT VEH TYPE: CAR

TWIN CITIES G5B  ZN/TR: A1 CONTACT MHR: 107519481 OFEMED: 132/27714498
YIN: 12veT2ocx S| ENGIME: C CLOSED: O1/1671837
LY LLLESREN R ] IlI.I.I-==-l=:'i...:::::===-'.=IIIII==‘:"Il.:lll::::.'l
LAST MNAME: STATUS: CLDSED
TITLE: FIRST NAME: _ MI:

ADORESS:

eavy: StaTE: N
HOME PHOME “ BUS. PHONE: _

MODEL YEAR: MDDEL :

MILEAGE: 140000 wsD:

DEALEA NAME: TOUSLEY FORD ING SALES CODE: 154015 PR A OUST2
CAUSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: G0 TRANS . DST/REN: 5a TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 04/07/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OFEN RECALL: DWNER MOTIFIED: HICRO:

COMMENTS

199B/12727

=++ THIS COMTAGCT 15 OPENED DUE TO OPEN RECALL BASHR s

wxx MAV]IS: SUBSEQLENT aas

CUSTGMER SAYS:

= WHAT 1% THE RECALL ABOUT ON THE SEATHELTS

= THE SEATBELT LIGHT FLASHES

~ CUSTOMER'S PHOME NUMBER IS UNLISTED

[

PER CLSTOMER, DEALER SAYS:

= WO CONTACT

-

CUSTOMER SEEKS:

- REGALL [NFORMATION

[ ]

CAC ADVISED;

—INFORMATION HAS BEEM DOCLMENTED AND FORWARDED TD THE OEALER
“REQUEST MR.BILL WRICH (CUST REL MNGER) TO CONTACT THE CUSTOMER WITHIN 2
BUSTHESS DAYS

1087/01 /0%

F¥¥THIS IS THE CLOSING COMMENT

WE ARE STILL WAITING FOR THE PARTS TO COMPLETE THE RECALL FOR THE SEATBELTS.
aw

OWNER RELATIONS VOPSEENCHWARKING OG/11/08 FAXCARTE




0g/11/98 MASTER OWNER RELATIDMNS S¥STEM 11 14.21.02
AN EEEEE=--—=-—-—-—-—=-—-c=—-—=——rxmAEEEEEEEEENEERFIIFSLESOSS oSS S CSCSS=S=SSooCSTE=SSS=S=SCSo=S=SxcS=xaocaxiddl
{BAGRA GRP: AXD5 COMCERN CONTACT YEH TYPE: CAR

TWIN CITIES 58 ZM/TR: B1 CONTACT MNBR: 109295438 OPENED: 12/26/1947
VIN: ENGINE: € CLOSED: D2af11/182@
o LE 1L F T4 44 11 L RERRRITRTARRERIAERNBEE KBRS
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDHAESS :

Ci1TY: “ STATE: IP: -
HOME PHONE : BUS. PHONE: H

MODEL YEAR: 90 MODEL : PROBE

MILEAGE: 1 wWSh:

DEALER WAWME: STILLWATER FORD L-W SALES CODE: 138607 P& A: 09294
CAUSAL CODES: 1203 SYMPTOMS: 104100

ORIGIN: G0 TRANS. DST/RGN: B3 TAAMS. DATE:
SEAWTCE/SALES: 1 CONTAST DATE: D1716/1998
ACK. CODE: ASSIST CORE: R AWNARD AMT: 0 SURVEY: ¥ {¥Y DR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXFLRES:

DPEMN RECALL: OWHMER MOTIFIED: MICRO:

COMMENTS &

1997512726

®vr CLSTOMER REQUESTING SERWICE AT THIS DEALERSHIFP ws+«
wsx THIS CONTALT IS OPENED NUE TO OPEN RECALL 9QESAR eew
CUSTDMER SAY¥S:

- 1 WANT TO HAVE THE SAFETY BELT RECALL COMPLETED; 96545
- IT'%S BEST TN CONTACT ME ETWN 3:30-5:00

*

PER CUSTOMER, DEALER SAYS:

= NSA

L ]

CUSTOMER SEEKS:

- RECALL WORK COMPLETED

L ]

CAC ADVISED:

REGARDI NI RECALLJONP

- REQUEST MICHAEL WILSOM CUST REL MGR/SYL MGR TO CONTACT THE CUSTOMER WITHIN
Tw BUSIMNESS DAYS REGARDING RECALL/ONP

1998/01/08
THIS CONTACT OPENED DUE TD RECALL WES43
CUSTOMER JAYS:
- THE ZEATBELT LIGHT BLIKKS OFF AND OW ANOD MAKES NOI1SE
= ¥OU WiLL HAVE TO MOLD THE SEATBELT FORWARD S0 IT WILL MOT SMACK ME IM  THE
FACE
= I HAVE NOT HEARD ANYTHING FROM THE DEALERSHIF

PER CUSTOMER, DEALER 5SAYS:
- NO COHNTACT
4

CUSTOMER SEEKS:

OWNER RELATIONS VOR/BEENCHUMARKING O8/117BA FAXCARTG




Q9/11/98 HASTER OWWER RELATIONS SYSTEM 11 14.21,D2
SIS CHENFENr R F S - oo EyFOCANEEREE=-——=—xcCETxXm L L L L e T ] ] Exaxx===pmgm
1HAERE GRR:. xXaD5 COMCERN CONTACT YEH TYPE: CaR

TWIN CITIES hE IN/TR: ONTACT MER: 109285478 DPEHED: 12/26/1937
VIN: 1Z¥PT 200K 5 EMGINE: ¢ CLOSED: D2/11/1998
ERRE LI E PR L LY LIRS T LR L P e N N Ry OE=EERNEXT—
1998 /01708

- T0 HAVE RECALL WORK CDMPLETED

-

CAC ADVISED:

- PLEARE CONTACT MICHAEL WILSOW, SERVICE MANAGER

1998/01/22

G5+

PARTS WILL NEED TD BE DRDERED FOR RECALL COMPLETION. PLEASE CLOSE CONTACT
WHEM RECALL IS5 COMFLETED.

~GADAMS 10 C5M
1988701729

¥ CEM=*

ATTENTION MIKE WILSON. S.M. PLEASE CLOSE CONTACT 45 S00N 45 RECALL IS
COMPLETED FOR THE CUSTDMER. SEAT BELT PARTS FOR THIS RECALL WILL MEED TO BE
ORDERED EMERGENCY IF THEY HAVEN'T BEEN ALREADY. FPLEASE CLOSE THIS CONTAST
ASAP. THANKS MIKE:!

~GADAMS 13 CS5M
1958,/02/04

AR¥THIS IS THE CLOSING COMMENT

VEHICLE REPAIR RECALL COMPLETED RO4124444--RECALL 96548 o1 JANSS

OMNER RELATIONS YOP/BEWCHMARKING 09711798 FAKCARTG




09/ 11/08 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEEE - O S CSI-SSESEEEEEE - ==c-=-=-=—mpEEESIEN L e L L R I P Y E E R L F L L T Ty oy epepnp——
DOO1EL ARF: Ax0a COWCERM COWTALCT VEH TYPE: CAR

SDR 10 IN/TR: COMTACT NRE: 107723977 OPEMED: 11/705/1896
WIN: {Z¥PY20C2LE EMGINE: C CLOSED: 11720719958
Rikid - EoSRRFSaEEEEEENR B == == LLL L L L L L F U F R R P RN RN RE L F [N F g e,
LAST MAME: STATUS: CLOSED
TITLE:

FIRST NAME: - MI:

ADDRESS :

CITY: GLENDIVE STATE: : -
HauE prone: sus. proe S

MODEL YEAR: MaonElL: PROEBE

MILEAGE - 111000 wWEh:

DEALER MAME: LURBANEC MOTORS IMC SALES CODE: 174528 P E A: OB412
CAUSAL COCES: 1302 0408 SYMPTOMS ¢ 104100

ORIGIN: GO TRANS. DST/RGN: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DaTE: 11707719495
ACK. CODE: ASSIET CODE: W AUWARD AMT: O SURVEY: Y (¥ NR M)
BUILD DATE: CALIERATION:

ESPF INFO; EXPIRES:

OPEH RECALL: OWNER MOTIFIED: MICRO:

CONMENTS:

1996/ 11 /05

£x¢ THIS CONTACT [5 OFEMED DUE TO OPEN RECALL G5S45/08 sweas

#%¢ MAVIS: SUBSEQUENT mww

CUSTOMER SAYS:

- AUTRMATIC DRIVER AMND PASSENGER SIDE SEAT BELTS DO NOT MOVE ON THE TRADK

= THE PASSENGER BELT IS STUCK IW THE MIDDLE OF THE DODOR AND THE DRIVER SIDE IS
STUCK AT THE BACK {F YHE DDCR

>

PER CUSTOMER. DEALER SAYS:

- HAS WOT BEEN COMTACTED

-

CLUSTOMER SEEKS:

= YEHICLE REPAIRED

-

CAC ADVISEND:

-IHFORMATION HuS HEEN DOCUMENTED ANMD FORWARDED TD THE DEALER

-~REQUEST MR. RANDOLPH LRBAMEC (CUST REL MWGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

C5R NOTES: PARTS WILL WOT HE TN UMTIL 12-15-38

1996/11

CALLE ON THE PHOME 141/07/1856-LEFT MESSAGE OM THE MACHINE. THE
SEAT BELY PASSIVE RESTRAINT ASSEMBLY HAS BEEN ORDERED THROUGH THE FORD RECALL
DIVISION. WAS TOLD THE SEAT BELT ASSEMALY COULD BE HERE IN S DAYS TO THREE
WEEKS DEPENIING OM THE AVAILABILITY OF THE PARTS
1996 /11712

FFRATHLS [S THE CLDSING COMMENT

CLOSE FER PRIDR COMMENT SCREEM

OWHER RELATIONS YOP/BENCHMARKING O9/711/98 FAXCARTES




o9/i1/an MASTER OWMER RELATIONS SYSTEM IT 14, 21,02
lll..lh-ﬁl!:::::’lﬂ'.llllIIIB::::::“..I.I.I.:::::::nIIIIII:=====.llll.l:===:=:-
EE33ER GRP: D& INFORMATIDN COMTACT VEH TYPE: CAR
UNKMOLN 99 ZN/TR: COMTACT MBER: 103455611 OPEMED: 02/11/1998
VIN: 1ZYPTIOCILS ENGINE: © CLOSED: 02/11/1998
lIlk::::::::.'lllllllﬂl::==='B---III-I====-—.'----Illl-:::=:ll..lllt::::.:---ll-!
LAST MAME : ATaTUs;: CLGSED
TITLE: FIRST NAME : - MI:

ADDRESS:

CITY: STATE: C4 ZIP:

HOME PHOME : BUS. PHIKE: I

MODEL YEAR: MODOEL: PROBE

MILEAGE: 118130 NSD:

DEALER MAME: SALES COQRE: F& A:

CAUSAL COOES: 1012 SYMPTOMS ; 104 100

DRIGIN: aa TRANS. DSTSRGM: TRANS., DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODDE: ASSIST COCE: AWARD AMT: O SURVEY: Iv OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :
199a/02/ 11
*ve YEHICLE INVOLYED IN RECALL 9G5SAR wws
whe NAVIS: ORIGINAL ==+
CUSTOMER 3aY5:
- THE DRIVER’S SIDE SEATEELT DOES MNOT WORK
- PART WAS DRDERED IN i0/O7
- REQUEST ASSISTANCE WITH OBTAINING PART
[ ]
PER CLSTOMER, DEALER SAYS:
= PART HAS NDT ARRIVED YET
L]
CUSTOMER SEEKS:
- PARTS DELAY ASSISTANCE

-
CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EAPERIENCE A HACK - ORDER SITUATIDH
- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIODE WMOST CURRENT UPDATES ON FART

DELAYS

DuMER RELAYIONS WOF/BEMCHMARKING O9/11/49n

FARCARTG




a8/ 11/98 MASTER OWWER RELATIDNS 5¥5TEM 11 14.21.02
--.---.l...lﬂ.-t===============II----.II-l-====:======II-III..:::::::::::I.III
gosarT GRP: 14 CONCERN CONTACT YEH TYPE: CAR

5AN FRAN 72 EZNSTR: COMTACT NER: 109455272 OPENED: 0Z/11/1898
WIN: {IYPT2ILALS ENGINE: L CLOSED: O2/13/1598
=E=E=======nrwam =SS KEEIIEEENEREE s m - === ZEEEERAREEdEET=—-=—====
LAST MAKE : STATUS: ELOSED
TITLE: IRST NAME: - MI:

ADDRESS: T

CITY: SAN JOSE ETATE: Ca ZIP: _
HOME PHONE : ol BUE. PHOKE: I

MODEL YEAR: S0 MCDEL : PROBE

HILEAGE: TEOO WED :

CEALER MAME: VARSITY FORD, INMC  SALES CDDE: 172012 P& &: ODIBES
CAUSAL CODES: D407 1204 EFMPTONS : 104 100

ORIGIN: &0 TRANS. DST/RGM: T2 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: o2/12/1928
ACK. EODE: ASS[5T CODE: w AWARD AMT: G SURVEY: ¥ [Y OR N}
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: OWMER NDTIFTED: WMICRD ;

COMMENTS :

1938 /02711

wve NAYIS: SUBSEQLENT +ax

CUSTORER EAVS: B,

=1 HMVE HEEM WAITING FOR OVER 2 MONTHS FOR FARTS TD GET THE SEAT BELY REPAIRED
-THE ORIVERS SEAT BEELT 15 BROKEN AMD OOSNT COME aLL THE wavy Up

=1 AM MOT SATISFED WITH THI3 HECAUSE ! CAN GET HURT IF I AM IN AN ACCIDENT
=THIS SHOULD BE A VERY HIGH PRIGRITY RECALSE IT IS 4 SFETY ISSUE

~ARE THERE ANY RECALLS ON THE CAR

-MY DEALERSHIP HAS BEEN VERY HELAFUL BUT THEY CAMT DO THE REPAIR WITHOUT THE
PARTS, THEY HAVE HEEN GREAT

-WHEN I TURN THE WIPERS OFF THE STOP !N THE MIDDLE AF THE WINDOW

-

PER CUSTOMER, DEALER SAYS:
=wWE DDNT KWOW WHEN THE PART: WILL BE AVAILABLE

L]

CLSTOMER SEEKS:
“RECALL REPAIR
=PARTS IMNFORMATION

L]
CAC ADVISED:
- INFDRMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

- INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES ON PART
DELAYS

~INFORMATION HAS BEEW DOCUMEMTED AMD FDRWARDED TO THE DEALERSHIP WITH & COPY
TO THE REGIDNAL OFFICE.

~REQUEST MR. DAVE SCHWMITZ [CUST. REL MMGR/ SYC MNGR) COMTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1BBHE/ 02/ 12

FANTHIS 15 ThE CLOSING COMMENT

CUST HAS BEEN INSTRUCTED TO MAKE RESERVATION TO INSPERT YEH AND HAYE ANY OFEMN

CWNER RELATIONS VOR/EEMCHMARKING O08/11/88 FARCARTG




oal1i/98 MASTER OwnER RELATIONS SYSTEM 11 14, 21, 02
ﬂ=IIIWIIIIIlII====‘====EB=III-l..ll:========'llI!tllil::::::::-Il.hlll---------
2935TT GRE: 14 INFORMATION CONTACT ¥EH TYPE: CaR
PITTSEURGH 44  INFTR: E1 CONTACT NHR: 109454450  OPEMED: 0271171908
VIM: 12Z¥RT20C1LS ENGINE: C CLOSER: D2/11/1298
EFmsSd=-—=m== =IIIIII-III.--:::::'----III::::E:::'I---.-I-
LAST MAME: STATUS: CLDSED
TITLE: FiesT wase: NN MI:

ADDREES:

vove srone: e aos. one: [N

MODEL YEAR:. 80 MODEL : PROBE

MILEAGE : 54000 wsl:

DEALER NAME: BOQB FERRAMDD FLM SA SALFES cODE:- 144218 P& A: D2191
CALISAL CODES: 1220 SYMPTOMS : 104100

ORIGIN: &0 TRANS. DST/RGN: TRAMS. DATE:
SERVICESSALES: | CONTACT DATE:

ACK. CDDE: ASSIST CODE: AMARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: CALTBRATION:

ESP INFC: EXPIRES:

OPEN RECALL: OWNER WOTIFIED: MI1LRO:

COMMENTS ;

1998/02/ 11

#3313 YEHICLE INVDLVED IN RECALL 9E548 ==+

wvr NAVIS: SUHSEQUENT =wwe

CUSTOMER 5AYS:

-1 AM CALLING BECALUSE MY SEAT BELT IS BROKEW ONM THE PASSENGER SIDE

-1 WENT [NTQ THE DEALERSHIP AMD HAD THE NRIVERS SIDE FIXED

-IT ToOK THEM SIX MOMNTHS FOR THEM TO GET THE PARTS FOR THE ORIVERS SIDE

-AT THAT TIME THE PASSEMGER SIDE WAS WORKING FIME, 17 BROKE YWO MONTHS ASO AND
THE DEALERSHIP DIl WOT FIX IT

“WHAT IF 1T GET INTO AN ACCIDENT AND SOMEOME GETS HURT FORD WILL AE RESPONSIELE
-THE RETALL SHOULD NOT HAVE BREEW CLUSED OUT LINTIL AFTER ALL THE REFAIRS WERE
COMPLETED ONTHE CaAR

-WHAT GOOD IS & RECALL IF 1T IS WNOT GOING TO RESOLVE THE PROALEM OR THE CAUSE
OF THE RECALL

=FORD IS GOIMG TO HAVE & LOT OF LAM SUITES OW ITS HAMDS ABOUT THIS

r

FER CUSTOMER, DEALER SAYS:

-PER:

=PER STEVE AND JOHN: THE REGIOMAL REP. JAKE WATKINS, HAS DEN!ED THE CLAIM FOR
THE PASSENGER SIDE SEAT BELTS.

L ]

CUSTOMER SEEKS:

~REFAIR UNDER RECALL 94%43

¥

CAC ADVILED:

= NO FINANMCIAL ASSISTAMCE WILL BE DFFERED

- THIS REPRESENTS FORD WOTOR COMPANY'S FIMAL DECTSION IN THIS MATTER

-OBC-TD JDHM, SERY.MANGR -VERIFIED THaT THEY HAD ATTEWPTED TD DPEN A CLAIM FOR
THE REPAIR AND WERE DENIED

OWNER RELATIDNS VOR/BENCHMARKING OS/11/98 FAXCARTG




09/ 11/38 MASTER OWMER RELATIONS 5YSTEM 11 14.21.02
IFI.'--‘III::::F:I--t.:.t::;:--ﬂ..=I====;P'I..l‘=====IF..‘::h::ﬂ....’.:::::..’..:
5392TG  GRP: D4 CONCERN CONTACT VEH TYPE: CaR
DENVER 56 INJTR: A3 CONTACT NBR: 109453814 DRENED: 02/11/1998
VIN: 12'-'PT2'|L|DL5_ ENGINE: U CLOSED: 03/17/19498
CLEE AL ELE L EFTTITE R Y ==--llh:-II=:l-lll-i==--=ll-‘===--lII.I::::::-
LAST NAME: STATUS: D
TITLE: FIRST NAME: - NI:

AUCRESS: £-104

CITY: STATE: P:
WODEL YEAR: [+ MODEL ; PROBE

MILEABE: 71000 Wsh:

DEALER NAME: BARBEE'S FREEWAY FD SALES CODE: 156005 F & a: 03148
CAUSAL CODES: 2&01 12038 1012 SYMPTOMS ; 104100

ORIGIN: Ga TRANS. DST/RGN: 56 TRANS, DATE:
SERVICE/SALES: 4 CONTACT DATE:

ACK. CORE: ASSIST CHDE: AWARD AMT: O SURVEY: ¥ LY OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

QPEN RECALL: OWMER KOTIFIED: MICRE .
COMMENTS :

1298/02f 11

==+ THIS COWTACT IS5 OPENED DUE TD OPEN RECALL DES48 sws

*ee MAVIS: ORIGINAL wed

CUSTOMER SAYS:

- 800 FROM BAREEE FREEWAY FORO

- CUSTOMER HAS BEEN WAITING S5[X MOMTHS FOR THI5 FART TD COME IN
- RECALL 86599 HAS BEEN PERFOURMED OM THE VEH!ICLE

- THE LAP BELY WORKS BUT THE MOTORIZED SHOULDER HARMESS DDES WOT QPERATE
FROFERLY

-

PER CUSTOMER, DEALER SAYS:

- THERE I5 A WATIOMAL BACK DRDER FOR THIS RECALL

L d

CLUSTOMER SEEKS:

= RECALL 98542 FERFORMED QM YEHICLE

- PARTS IWFORMATION

L]

CAC ADVISED:

RE PARTS DELAY:

- INFORMED CUSTOMER FDRD MAY EXPERIEMCE A4 8ACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CaN PROVIDE MOST CURRENT UPDATES OM  PART
DELAYS

RE RECALL 90%4R:

= INFORMATION HAS HEEN DOCUMENTED ahD FORWARDED TO THE DEALER

- REDUEST TERRY WERMER {CUST REL MNGR] TD CONTACT THE CUSTOMER WITHIN 2
BUSTNESS DAYS

- PLEASE CONTACT REMKIN AT 1-B00-325-5821 FOR POSSIBLE REMTAL VEMICLE
ASSISTAMNCE
198B4/03 7168

CONTACT CAMCELLED BY S¥SYEM AND OPEMED IW MORSIII

OWNER RELATIONS VOP/HENCHMARKING 09711798 FANCARTS




cas11./94a MASTER OWMER RELATIONS SYSTEM II

14.21.n2
FSII.--&&-::===--IIH.I-.*:::=l...&.’h:===.-.ll.::===:-El..ﬂ::::l...:::::--_-l-.
5394TG CRP: D4 CONMCERN CONTACT VEH TYPE: CAR
DEWVER 56 INSTR; & GONTACT NBR: 109453814  ODPENED: 0271171888
VIN: 1IUPT21UBL* EMGINE : U CLOSED: 03f17f1998
==lII-I---======IIS'IlI..='l===DI"“I---====IIIII-’I”====III.====lIIIl!lli==:=llI
1988 03717

CONTACT CAMCELLED BY SYSTEM AND DPENED IN MORSIT!

OWMER RELATIONS VOP/BENCHMARKING £9/11758 FARCARTG




03711 /98 MASTER DWMER RELATIDNS SYSTEM II 14.21.02
1263¥D GRP: 02 CONCERN CONWTACT vEH TYPE: CaR
DERVER 56 ZH/TR: A3 CONTACT MAR: 100483155 GPEMEDR: D2/19/19448
VIN: 1ZYPTZ1UDL ENGIMNE: U CLOSED: D2/20/1898
LAST MAME: STATUS: (&
TITLE: rrrsT nae [N MI

ADDRESS: 8-304

CITY: CENVER ETATE: :

coue o NMMSSENNNNNE  cos. rrone: INRAN

MODEL ¥EAR: B MODEL - PROBE

MILEAGE: TADO0D WsD:

DEALER WAME: BAREEE’S FREEWAY FO SALES £ORE: 196008 P& A: 02148
CAUSAL CODES: 2801 1292 4012 SYMPTDMS ; 104 100

ORIGIN: GO TRANS. DST/RGN: 58 TRANS. DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: B SURVEY: ¥ LY OR W)
ELILD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OPEN RECALL: OWNER MOTIFLED: MICRO:

CONMENTS

199802/ 19

san NAVIS: ORIGIMAL +++

#we¢ THIS CONTACT 15 DFENED DBUE TD OFEM RECALL S6548 +++

CUSTOMER SAYS:

- HE RECIEWED A& PHONE CALL FROM TERRY THE CUST. REL. MGH WHO SaAIC HE HAD THE
PART AND TO BRING IT IN

- HE TOOK IT IN YESTERDAY AWND THEY PUT THE PART DN, BUT THE AART DID NOT WORK.
TERRY Was GUME LAST WIGHT WHEM HE FICKED UP THE CAR AND HME SOUGHT WO
ASSISTANCE

- ESSENTIALLY HE IS RIGHT BACK WHERE HE WAS WITH THE PART DM MHATIONAL BACK
CHCDER

*

PER CUSTOMER, DEALER SAYS:

= NO FURTHER CONTACY SIMCE LAST MIGHT WHEN HE PICKED WP THE CAR
- THE PART 1% 5TILL OM HACK ORDER

L)
CUSTOMER SEEKS:
- TO RESDLVE THE COMCERN

]

CAC ADVISED:

RE RECALL 95548:

- INFORMATION HAS BEEW DOCLUMENTED AnD FORWARDED TO THE DEALER

- REQUEET TERRY WERMER {CUST REL MNGR) TO CONTALT THE CUSTOMER WITHIN 2
BUSINESS DAYS

- PLEASE CONTACT REWKIM AT 41-B00-32%-34621 FOR POSSIBLE RENTAL VEHICLE
ASSISTANCE

1988,/02 /20

THIS CONTACT HAS BEEN GANGELLEQ

PLEASE REFER TD FILE NO. 100AS3E14 AS THIS F1LE TS5 A DUPLIEATE

DWNER RELATIONS WOP/BENMCHMARKING 08/11/98 FANCARTG




Qs/f1i1/88 MASTER OwWHER RELATIONWS 5¥STEM 11 14.21.02

T Iy xR R ER SRR T R I RERE LY P P REFERRERERERRN LR L ERERRERBE 3 U I IR L L
B40TLG GRP: O COMCERN CTOMTALCT VEH TYPE: CAR

SDR 14 N/ TR CONTACT MER: 109438206 DPEMED: O2/0&/[ 19498

VIN: 1ZVPTZ1UALS ENGINE: U CLOSED: D3/09/ 1958

LAST MNAME ; STATUS: CLOSED
TITLE: FIRST HAME: - MI :
ADDRESS:
CiTY: ETATE: NY ZIp: -
A Y
MODEL YEAR: 80 MODEL : PROBE
MILEAGE : 40000 WSO :
NEALER MAME: ZIGROSSI FORD LINCO SALES CODE: 144035 P B A: o0E13
CALSAL CODES: 2013 1204 SYMPTONS : 104 100
ORIGEN: [H1] TRANS. DET}REN: a4 TRAMS. DATE:
SERVICE /SALES: 1 CONTACT DATE: 03/02/1998
ACM _ CODE: AS51ST CODE: F AWARD AMT: O SURVEY: ¥ [¥ DR W)
BUILD DATE: CALIBRATION:
ESP INFO: EXPIRES :
DPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :
180E/02 /06
+nr POSSIELE 12712 SERVICE PART COVERAGE +++ REPAIR DATE: JUME (957 MILEARE:
IROO0 ]

ven NAVIS: ORIGINAL wew
CUSTIOMER S5A¥E:
=THE SEAT BELT SHOLULOER BELT MAKING MOISE

=ToOK VEHICLE TO 2IGROSSI FORD IM JUME 1227 AWD THEY ORDERED ThE PARTS FOQR THE
SEAT AELT RECALLS

~DEALERSHIF CALLED CUSTOMER TWD WEEKS AGD TO SAY THE FARTI WERE IN
-CUSTOWMER TOOK WEHICLE FOR THEM TO INSTALL THE PARTS AT THAT TIME

-AND THEY REALIZED THE PARATS WERE INCORRECTLY ORDERED AND HAVE TO REORDER THE
PARTS AGAINM

"
FER CUSTOMER. DEALER SAYS:

-TWO WEEKS AGO, PERSOM INM PARTS DEPARTMENT, MO MAME, TOLD CUSTOMER THE PARTS
WERE IN

L]
CUSTOMER SEEKS:

-T0 HAVE THE CORRECT PARTS TO GET THE SEAT EELT REPALRED
»

CAC ADVISED:
RE: POSSIELE 12/12 COVEAASE
-INFORMATION HAS BEEW DOCUMENTED AMD FORWARDED Td THE OEALER

-REQUEST MR. ROGER PIXLEY SWC MMGR TO CONTACT THE CUSTOMER WITHIM 2 BUSIMESE
DAYS

DWMER RELATIONS VOP/BEMCHMARKING G$9/1179B FAJICARTG




oa/14 /98 MESTER OWMER RELATIONS SYSTEM I1 14.21.02
-Ih!l-l'l====llIIII:::::==::=='l:lllII::::=lI-llll=====l-lI:::::----p-----------l--
80030 GRP: Oa COMCERN EONTACT VEH TYPE: CaR

BOSTON 11 ZHNATR: A2 CONTACT MNBRR: 109436667 OPENED: 02/0&/1998
V1N 1ZVPTZ{UgL ENGINE: L CLOSER: 02/ 156/19948
S EEEEIEmEER 1A AN S LR EEE NS A S TN == rEEEEEREdxx T xmm

LAST MAME - STATUS;
TITLE: FIRST MNAME: - My
ADDRESS:

oNE i 7 -
HOME PHONE : HUS. PHONE: dp

MWODEL YEAR: 20 MIDEL: PROBE

MELEAGE: LHOOO Wwsh :

DEALER MAME: JAMNELL MOTORS INT SALES CODE: 111070 P & A: DHO4E
CAUSAL CDDES: {1202 2801 31405 SYWPTOMS: 104 {100

DRIGIN: o0 TRANS. DST/RGH: 11 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/08/71998
ACK. CODE: ASS5IST CODE: ¥ AWARD aMT: O SURVEY: ¥ (Y OP N}
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: MICRD:

COMMENTS :

1988/02/06

twd THIS CONTACT IS5 DPEMED DUE TO APEN RECALL 95548 #++
vev NAVIS: ORIGINAL wv«

CUSTOMER SAYS:

-1 GOT A RECALL NDTICE FOR THE SEAT BELT.

~THE SEAT BELT I% NOT WORKING PROPERLY.

=THE DEALERSHIF ORDEREC A& PART ON 10724,

=THEY KCEP TELLINE ME FHAT IT IS DN WNATICMAL BACK DRIER.
~IN THE MEAW TIME, I HAVE A SEAT BELT THAT DOES WOT WORK .
-@00# FROM THE RECALL WOTICE.

.
PER CUSTOMER, DEALER Sars:

-PER SERVICE, THE SEAT BELT I5 DN BACK OROER, CALL FORD IF YOU ARE NOT
HAPFY.[HD NAME REMEWBEREM).

L]

CUSTOMER SEEKS:

~RESOLUTION TO THE SEAT BELT CONCERPN.

£

CAC ADWISED:++wDAL TQ DEALERSHIPww»

~SPOKE WITH JOE, SERVICE ADVISOR, AND ADVISED HIM OF THE RENKINM, LDAMER
PROGRAM .

~INFORMATION HAS BEEN DOCUMENTED AND FDRWARDED TD THE DEALER

-“REQUEST MR, THIMAS FALLSTITCH/ &YE MMNER., TO CONTACT THE CLSTOMER WITHI1N
2 BUSIMESS havs

1998/02 /08

H¥FTHIS 15 THE CLOSIMNG COMMENT

ORDERED PARTS DVERNITE ARRIVED TO DAY CUSTONMER NOTIFIED APPDINTMENT MADE T4 H
AVE IMSTALLED

TH1S IS5 A CLOSING COMMEMT

OWMER RELATIOMNS VOP/BENCHMARKING o9/ 1198  FASCARTG




Q5/11/98 MASTER OWNER RELATIDMS SYSTEM 11 14.91.0%

FEEEEE EE T T PR R RER R ERL R I Eo] B R DL B DL L L L LR IRl ] e bt
6595JM GRP: 15 INFORMATION CONTACT VEH TYPE: CAR

s0OR 10 ZNSTR: N2 CONTALT WBR: 109435441 OPEMED: D2/046/ 1298

YIN: L EMGIME: CLOSED: 027067 159A

E=————Awnr—fl Al i AENAEENERAIEEE - - Rwrr iRl s rEEEEI I I EEEFEEEE I EEEEEESTENEESS3ISSSSRES

LAST MAME: ATATUS : CLOSED

ADDRESE:
CITY: TTSAURG STATE: T -
HOME PHONE : BUS. PI-I:INE:H

MODEL YEAR: s ] MODEL » PROBE

MILEAGE : 10000 w5k

NEALER MWAME: PITTSBURGFDRD-MERCU SALES £ODE: 153473 P & A: DSDO1
CALSAL CODES: 1012 SYMPTONMS: 104100

DRIGIN: aa TRANS. D5ST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 . CONTACT DATE:

ACH. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ DR N)
BJILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

DOPEN RECALL: TWMER MOYIFIED: MICRO:
COMMENTS :

1998702705

++¢ YIN NOT AVAILABLE - WEHICLE AT DEALERSHIP »v»
CUSTOMER SAYE:

L

CLUSTOMER SEEKS:

-wHy !5 THERE A DELAY FOR PART FOR RECALL
*

CAC ADYISED:
RE:PARTS DELAY
- INFORMED CUSTOMER FDORD MAY EXFEAIEMCE A BACK - ORDER SJITUATIODN

- INFORMED CUSTOMER PARTS MAMNAGER CAN PROVIDE MOST CURRENT UFDATES DN PART
DELAYS

OWNMER RELATIONS VOP/EENCHMARKING 0911798 FAKCARTG




Ga/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
====:j-.-';_—,=:===-.-.-;:::::::----l.;:======:-..--._1-::::::::-----l-lIIll=======
S13HLS GRF: 09 INFORMATION CONTACT VYEH TYPE: CAR
PITTSBURGH 44 ZN/TR: CONTACT WEBR: 102433370 OREMEDR: D2/D5F1998
VIN: 1zup'r:1u5|_5h ENGINE: U CLOSED: 02/05/1298
ERFs==——-—dNLEFEFC===—=-EEEEENF= —rassmmdEEEEEsEr—omsssssddSEEmEeEsr======rxiEENENF
LAST NAME: STATUS: CLOSED
TITLE: est o [ -

ADDRE S5 :

CITY: HEW CASTLE STATE: A 2P

HOME PHOME - BUS. PHOME: F

MODEL YEAR: s MODEL @

MILEAGE: 1 WSl -

DEALER NAME: PHIL FITTS FORD LIN SALES CODE: 144482 P& A OT7A09
CAUSAL CODES: 1204 SYMPTOMS: 104 100

GRIGIN: &a TRAMNS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACH . COOE: ASSIST COPRE: ANARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBERATION:

ESP INFO: EXPIRES:

OPEM RECALL: CWHER NOTIFIED: M1CRO:
COMMENTS :

19948/01 /0%

wex MAVIS: CORIGINAL +«r+

CUSTOMER SAYS:

- DRIVING WiTHOUT DRIVER SIDE SEATBELTS FOR OVER & YEAR
= WEHI!CLE IS5 UNDER & RECALL 95542

- WIFE ALMDST HAD & ACCIDENT TODAY AND SHE WAS NOT WEARING A SHOULDER
SEATHELY BECAUSE OF THIS RECALL
- ARE THERE ANY LOAMERS AVAILABLE

¥
FER CUSTOMER, DEALER S5AYS:
- PARTS ARE WOT IN DN NATIONAL BACKORDER PER SERVICE DEPARTMENT

-

CUSTOMER SEEKS:
= RECALL woORe DOME

¥
CAC ADVISER:
= ND LOANER OFFEREQ DM THIS PROGRAM.

OMMER RELATIONS VOR/BEMCHMARKING 03/11/98 FARCARTG




03/11/98 MASTER OWNER RELATIONS S¢STEM 11 14.21.02
MEWE- SIS -=--=-=-S=—=C==-==-=-=—=—=SrxSrcxxs-—scmEcaccmaddidAdiE A CE S EE S AEENEIEONEINCCTEXIIINXTSS
SEI5LS GRF: 18 CONCERN CONTACT VEH TYFE: CAR
PI1TTSBLRGH 44 ZM/TR: B2 CONTACT WEBR: 109329428 OPENED : 02704/ 1998
VIN: 1IVPT21UELS ENGINE: LU CLOSED: ©2/717/1008
SeAcIIEIEEEEESENEAEEEESEEEETE AN I EE FE s E L T I s - F I s s S ENE I FEFIESE S S SN EEENER
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI :

ADDRESS ' -
CiTr: BLUFFALD STATE ; P

nowe pRONE - [ ELS. PHONE:

MODEL YEAR: 80 MODEL : PROBE

MILEAGE : JB000 WaD

DEALER NAME: MUCK MOTOR SALES IN SALES CODE: 144117 P E A 00524
CALSAL CODES: 1219 1204 3103 SYMPTOMS 104100

ORIGEN: Go TRANS. DST/RGN: 44 TRANS. DATE:
SERVICE/SALES: i CONTACT DATE: D2718/f1998
ACH . CODE: ASSIST CODE: W AWARD AMT: Q SLURVEY: ¥ [Y OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEM RECALL: OWMER NOTIFIED: MICRA :

COMMENT 5 :

1998 /02704

wen VEHICLE [NVOLWED IN RECALL 9&548, 96595 »r-

wer MAVIS: DRIGINAL w=r~

CUSTOMER SAYS:

- THE DEALER DRODEREDR THE PARTS DM 12-3-27 FOR THE RECALL

= I STILL HAWE NOT HEARD FROM THEM

- THE SEATEELT IS HOT WORKIMG AMD I AM AFPAID OF DRIVIMG THE CAR

PER CUSTOMER, DEALER SAYS:

- WO CONTACT

L ]

CUSTOMER SEEKS:

= RECALL PERFORMED

.

CAC ADVISED:

MADE OBC TO JAKMES LAVOCAT:

- PARTS ARE NOT EVEN ON ORDER

- I WILL CALL YHE CUSTOMER AND TAKE CARE OF THE ORDER

- INFORMATION HAS BMEEN DOCUMENTED AND FAORWARDED 1D THE DEALER

- REQUEST MR. JAMES LAVOCAT (S5VC MNGR) TO CONTACT THE CUSTOMER WITHIM 2
BUSINESS DAYS

1998/03/10

FHSTHIS IS THE CLOSING COMMENT

PARTS ARRIVED FOR RECALLS 48540 AND SESHY. VEHTICLE HAS REEWN IN AND RECALLS
COMPLETE DN D2/10/1949R

OWNER RELATIONS VOF/BENCHMARKIMNE OB/11/98 FAKTARTO




09711798 MASTER OWNER RELATIONS SYSTEM |1 14.21.02

[ A Tt A NEREREERNSRIIRENRRERLLLEFRENERLENRENLERE RS EITEE Y L -F N FT T
222454 BRP: 06 COMCERN CONTACLT WEH TYPE: CAR

SAN FRAM 12 IN/TR:  B1 CONMTLCT NBR:. 109421437 DPENED: 02/04F 1998

YIN: 1ZYPT2iUAL ENGINE: U CLOSED: Q271671988

_____________ EREEENEENFEWENENdkEkTT=—=-====

LAST HAME: STATUS: CLROSED
FITLE crast wave: [N

CITY: SAN JOSE STATE; - H
rous pone: I ous. rrone: NN
MODEL YEAR: MODEL : PROBE

ADDRESS:

MTLEAGE: 8000 WsD:

DEALER NAME: CAPITOL FORD IWC SALES CODE- 172038 P& A: O7B42
CAUSAL CODES: 1204 SYMPTOMS: 104100

ORIGIN: GD TRANS. OST/RGM: 72 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D270%71998
ACK. COOE-: ASE1ST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP [NFQ: EXPIRES:

OPEM RELALL: OWMER NOTIFIED: MICRO:

COMMENTS :

1998/02/03

wex YEHICLE INVOLVED IH RECALL BES4AE s+
s+w PARTS DELAY OVER 30 DAYS ~»+»
wwx NAVIS: DRIOINAL ¢+~
CUSTOMER SAYS:
== WEHICLE WAS JMVOLVED IM RECALL 9654E LEFT SIDE Pa.
-=- CUSTOMER HAS BEEN WAITING SINCE AUGUST OF 1997 FOR THE SHOLLDER
BELY ON THE ORIVER*S SIDE TO COME IM.
L]
PER CUSTOMER, DEALER SAYS:
== PART IS ON BACK ORDER.
»
CUSTOMER SEEKS:
-- VWEHICLE REFAIREDR/ PART INFORMATICN
£l
CAC ADVISED:
RE PLRERT DELAY
= IMFORMED CUSTOMER FORD Ma¥ ESPERIEMCE & BACK - ORGER SITUATIOM
- INFORMED CUSTOMER PARTS WAKWAGER CAN PROVIDE MDST CURRENT UPOATES ON PART
DELAYS

1992/02 /02
#ANTHIS IS5 THE CLOSING COMMENT
FORD PART MUMBER F77Z G1610D45 C ON D99 BACK DRRER.CAPITOL FORD HAS HAD PART O

N UORDER FOR MAMY MONTHS FOR WANY CUSTOMERS.FORD UNABLE TO SUPPLY PART.DOR 1269
E 10 ON OROER

QOWNER RELATIDNS VOP/BENCHMARKING 0BF11/98 FARCARTG




oef11/58

MASTER DWNER RELATIDNS SYSTEM 11 14,21 .02
------;:::====ttl:l---.----:::::::::=IIIl.ltIIIIlll==========tt=k:===.l-llllll.:
CO4GSS GRP: 02 CONCERM CONTACT VYEH TYPE: CAR
BOSTON 11 EONMTACT NBR: 10535431E ORENER: 01727/ 1998
WIN: 1ZYPTZ1UB) ENGINE: U CLOSED: 02709719588
BE==c==c=-—XALEEEN szl EEEEAEEEEE======S===c==—c-GI I INSENEEENENEEEEAR=S===
LAST NAME: _ STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS :

e o i
HOME PHOMNE ; S . PHOKE:

MOOEL YEAR: MODEL : PROBE

HWILEAGE: 102000 wsh:

DEALER NAME: CLTY FORD, (LC SALES COOE: 111027 F & A: DIG11
CAUSAL CODES: anoi 2013 EYMPTOMS : 104100

ORIGINM: an TRANS. DST/RGN: 11 TRANS. DATE:
SERVICESSALES: 1 COWMTACT DATE: 91/31/1u88
ACK. CODE: ASSIST CODE: W AWARD AMNT: O SURVEY: ¥ (¥ DR N}
EUILD DATE: CALIERATION:

ESP INFO: EXP1RES :

OPENM RECALL: DWMER WOTIFIED: MICR:

COMMENTS :

1998/01 /27

4+ POSSIBLE 12712 COVERAGE +1+ REPAIR DATE:
CUSTOMER SAYS:

-95548 RECALL REPAIRS ON DRIVER'S S1DE MOTORIZED SEAT BELT WERE NOT
EFFECTIVE

“REALIZE FARTS ARE BACK-ORDERED BUT WEED CONCERM RESOLVED NOW DUE TO
ISSUE

L ]

PER CUSTOMER, DEALER SiYS:

=ND SPECIFIC CONTACT

+

CUSTOMER SEEKS:

-CONCERN RESOLVED

.

CAC ADVISED:

-INFORMATIDN HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER
-REOUEST DAVE CARLSON (SYC MCR) TO CONMTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

»EYC MGR CONTACT REMKIM AT 1-800)325-B621 FOR PDSSIBLE LOANER ASSISTANCE
1388,/01/31

d@#THIS 15 THE CLOSIMNG COMMENT

SERVICE MANAGER, DAVE CARLSON, CONTACTED CUSTOMER AND ADVISED HIM PART WAS IM
AND APPT IS SCHEDULED FOR 2/4/0E TO HAVE PART [NSTALLED AT NO CHARGE

1219737

SAFETY

OWNER RELATIONS VOP/BENCHMARKING &O87/11/868 FAACARTG




oa/fii/98 MASTER OWNER RELAYLONS SYSTEM IT 14.21.02
— === =——casEEEBEESFIE-SS=Sc-=c==-==c=c-=cxxzmaadlEEEEEEOEIEFSSESZ S=S==S=S=S=S=S=S=S==S====s=sS===z=kE&
2263TS GRP: AK15 INFORMATION CONTACT YEH TYPE: CAR
DENVER 56 ZN/TR: CONTACT NOR: 10938%650 OFEMED: D1/3&f1938
VIN: iIUPT!DﬂJ{LE“ ENGIME: © CLOSED: O1/26/ 1988
EEEEEFEECC—— - - —xsaxxxcadaBER WOTaOC-S S oSS S-S S-S ==S=S=S=S== =

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

ADDRESS:

CITY: E STATE: £o zir: [
HOME PHONE : eus. eHONE - [

MDDEL YEAR: 20 WODEL : PRDEE

MILEAGE : B200D Ws0:

DEALER MAME: KEESEE MOTOR £R SALES CDDE: 156476 P E A D361
CAUSAL CODES: 10132 SyMP TONS : 104100

ORLGIN; &n TRANS . O3T/RGN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. COPRE: AS515T CODE: AMARD AMT: 0 SURVEY: (¥ DR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OwhER MOTIFIED: MICRD:
COMMENTS ;

18988/01 /38

wwe HAV]S: ORIGIMAEL »xv

CUSTOMER SAYS:

-VEHICLE HAD RECALL FOR DRIVER AND FASSENGER S5IDE SEAT HELT
-PARTS FOR SEAT BELT HiVE BEEW DN BACK ORDER SIMCE SEPTEMAER 1397
=WANTS TO KMOW WHEW PARTS WILL BE AVAILABLE TO DEALERSHIF

"
FER CUSTOMER, DEALER SAYS:
-DEALERSHIP SERVICE MANACER SiYS THAT PARTS ARE ON MATIOWAL BACK-ORDER

-
CUSTOMER SEEKS:
=PARTS INFORMATION

CAC ADVISED:
- INFORMED CUSTOMER FORD MAY EXPERIEWCE A BACK - ORDER S1TUATIDN

- INFORMED CUSTDMER PARTS MANAGER CAN PROWIDE MOST CURRENT UPDATES OM PART
DELAYS

OWNER RELATICHS VOP/RENCHMARKING 09711798 FAXCARTG




09/11/98 MASTER OWMWER RELATIDNS %SYSTEM It 14.21.02

el NN EEmCC T AFERE NS CCCEEEREC S EERE== = LR R FEELEEEERS T EERTTT Y I

SHZ45% GRF; 02 INFORMATION CONTACT VEH TYRE: CaR
F1TTSAURSH 4d ZNSTR: CONTACY MER: t093876HT OPEMED: D1/26) 1990

viIN: 1Z¥PT20C5L ENGIME: ¢ CLOSED: D1/26/19%98
EErcrxx>>="rRédlssmmsmxcm ll::::::n'.llI====lllll====-lIl:===---::===-
LAST MWAME: ETATUS: CLOSED
TITLE: FIRST MAME: MI:

ADDRESS ;

CITY: ALEM STATE : oH ZIP; -
HOME PHONE : _ BUS. FHONE: F

MOOEL YEAR: MODEL :

MILEAGE : 115000 wsh

DEALER MNAME: A ) LOUDON CO SALES CODE: 1444%9 F&&: 02208
CAUSAL CODES: 1204 2801 SYMPTOMS : 104100

ORIGIN: G0 TRANS. D5T/RGN: TRANS, DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK, CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR M)
BUILD DATE: CALTERATION:

ESP INWFD: EXP1RES:

OPEM RECALL: . DWNER MOTIFI1ED: MICRO:

COMMENTS :

1238501/24

*rd MNAVIGS: SUBSEQUENT sww
CUSTOMER 4iAYS:

- THE PARTS FOR THE RECALL HAVE BEEN ON DRDER SINCE JuL¥

L
PER CUSTOMER, DEALER SAVS:
= CHUCK MULLIN REFERRED CUSTOMER TOD LAD

*

CUSTOMER SEEKS:
SEAT EELT REFATRED

»
CAC ADVISED:
- INFORWED CLISTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

= INFORMED CUSTOMER PARTS WAWAGER CAN PROVIDE MOST CURRENT UPDATES DM PART
DELAYS

OWNER RELATIONS YOP/SBENCHMARKING 09/ 11/98 FAXCARTE




oas11/98 MASTER UOWNER RELATIONS SYSIEM |1 14.21.02

====.‘-...q------,:--.-..------:I=======lllllllll=======Illliill==;==========-=i:l

130205 GRP: O CONCERN CONTACY vEH T¥PE: CAR

LO%S ANGELES T INFTR: E4 CONTACT MER: 109374777 DPENED: 01/2771998

VIN: L ENGINE . CLOSED: 02/05 19498

CER L R L L L) —— — EEEEE =TI kxRl AAEAREEFRISTESSSSCSCSCAREEEEEEETE=E=====S

LAST NAME: _ STATUS: CLOSED

TITLE: FIRST HAHE:_ MI:

Crvy: STATE: FrE— e
HUS . PHOWE:

o proNE:
MODEL YEAR: HOOEL: PROEBE

MILEAGE: 40000 WSO -

DEALER MAME: HEMEORG FORD SALES COOE: 471151 P& A 05329
CAUSAL CODES: TOHA 10RA SYMPTOMS : 104100

ORIGIM: Gl TRANS. OST/RGN: 71 TRAMS. PRATE:
SERVICES/SALES: 1 CONTACT DATE: 0172871998
ACK. CODE: © ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (Y DR H)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OwHER HOTIFIED: MICRD:

COMMENTS

1988701721

wow+hD WINM AVAILARLE#=w

CUSTOMER SAYS:

«MOTHER 15 CALLING+

-PROBE WAS TAMEN INTO THE CEALERSHIP IW AUG 97 PUE TO SEATHELTS BEIWA BROKEM.
-CUETOMER FOUMD DUT THAT HER YEHICLE WAS TNVOLVED IN A SEATEELT RECALL

-PARTS WERE PUT OW IN AUGUST

~CUSTOMER WENT BASE TO DEALERSHIP 3 TIMES BETWEENW AUGUST aMD OQCTOAER FOR

-G0OT INTO & FENDER BEMBER THE END OF SEPT {DID WOT FILE A ROLICE REPDRT
BECALUSE CAL]. LAW STATES THAT NO POLICE REPRT Cam BE FILED UNLESS DAMAGES OF
BORILY IMJURIES EXCEED $504)

-CUSTOMER WALKED AWAY WITH CHEST BRUISES

“DEALERSHIP GAVE CUSTOMER A LOANER VEHMICLE THE BEEZINNING OF OCTRHER
—EUSTDMERS VEHICLE HAS BEEM AT THE DEALERSHIP S1MCE THE BEGINMING OF OCTORER.
“THE CAR HAS BEEMW SITTING S0 LONMG THAT CUSTOMER FEELS IT WILL NOT BE FIT FOR
ORIVING WHEM IT IS FINALLY REFAIRED.

L]

PER CUSTOMER. DEALER SAYS:

-MOT EXPECTING THE PARTS TO BE IN UMTIL MAY OF 98

-TNFORMED CUSTOMER THAT THEY 5HOULE FILE FOR THE LEMON AGAIWST THE REALRSHIP
THAT SOLD THE CLSTOMER THE WEHIELE

OWNER RELATIONS VOP/HENMCHMARKING 0OB/11/98 FARCARTG




09/11/208 MASTER OWMEH RELATIONS SYSTEM I 14.21.02
B LEEE LR ELY YLD ELLLELLEREERE i I I I P F R E - - I RS R BRI L]
130205 GRP: OF CONCERN CONTACT VEH TYPE: CAR

LOS ANGELES Al INSTR: E2 CONTACT WEBR: 105374777 OFEMECD: O1/37/1868
YIN: L ENGINE : CLOSED: 02/05/1934
CE R EELERRERLLLELLLERELLEE L e e L F 11 LI L L I T T T T T I I R 1T
1808/01/21

CUSTOMER SEEKS:
~MEED® SOMETHIME TO BE DOME
-CAR HAS BEEN SITTING FOR S0 LONG THAT THE CUSTOMER FEELS SHE SHOULD EE PUT
1NTO ANUTHER VEHICLE BECAUSE THE VYEHICLE WONT BE FIT FQR ORIVING AFTER HaVika
SAT FOR 9 MONTHS.
[ ]
CAC ADVISED:
-INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REGIOMAL DFFICE.
-REDUEST MR. GARY HARDINE(SVC MNGR) CONTACT THE CUSTOMEA WITHIN 3 BUSINESS
DAYS
DBC TD TOR HEMBORGI GENERAL MGR)
-TOLD CUSTOMER TOD FILE LEMON LAW BECAUSE FOAD WILL MNOT ASSIST THE
CUSTOMER.
~FDRD HAS PAID FDR THE RENTAL VEHICLE BUT CUSTOMER VEHICLE
1998 /01 2T
HOLD STATUS OVERRIDE
1998/01 729
#AXTHIS 15 THE CLOSLING CDMMENT

VEHMICLE HAS BEEN HERE FDR SOME TIME DUE 7O FARTS DELAY ON THIS RECALL. FUORD
HAS BEEN INVOLVED SINCE DAY 1 TO TRY AND RESOLVE. BUT THIS WAS A NATIDNAL BACK
DROER THAT JUST COULD NOT GET US THE NEEDED PARTS. FORD RECALL DIVISION HAS
GIVEN US THE AUTHDRIZATION FOR ALTERMATE TRAMNEPDRTATION FOR THIS, AND CUSTOMER
HAS BEEW IN RENTAIL. CAR. VYEHISLE 15 NOW OOWE AS OF TODAY, THE PARTS FINALLY
CAME IN. WE HAVE CLEANED UP THE CAR VERY NICELY, AMD HAVE ROAD TESTED IT TO
ASSURE ALL IS WELL. WE HAVE NOTED A COUPLE OF MINOR FROEBLEMS WITH THE CAR
SUCH AS A WINDODW THAT WOM‘T ROLL, AMD A HEAOL!GHT COVYER THAT WON“T WDRK WELL,
BUT THESE HAWE WO RELATIDWSHIP TD THE RECALL OR OTHER WORK PERFORMED, AND THE
CLSTOMER IS AWARE. ALL IS5 DONE WOW, AND CUSTOMER IS AJVYISED TO PICK LP.

OWNER RELATIOMS VOP/BENMCHMARKINE (9711f9B FAXCARTE




0=711/98 MASTER [OWNER RELATIDNS SYS5STEM 11 14,31.02
xxmchdEIEEEEEEI S === =-==coxrxconanand N EEEEEENEEFIIIC S LSS SoCS ST S S oSS SSESSSSESSSEES
1249630 GRF: 13 CONCERN CONTACT VEH TvPE: CAR

SAMN FRAMN T2 ZNSTR: COMTACT NBE: 1D33720.M0 OFENED: O1/721/1998
VIN; 1zuprz1um.# ENGINE: U CLOSED: 0271171998
== ====== HIENEEREELdEad=-==SSSSScSST=s

LAST NAME:

. —CccosSSTSSaccraCEECAANNEEARNNANNENANNEEREEEN
TITLE:

STATUS: CLOSED
FIRST muE:- M
ADDRESS :
CITY; STATE: P -
tHoue pHoneE: [ 2 BUS. PHOME: _
MODEL YEAR: S0 MODEL :

MILEAQE: 0000 WSD:

DEALER NAME: BONAWZA FORD LINCDL SALES CODE: 1724E4 P& A: OFTN
CAUSAL CODES: 1203 1012 SYHPTOMS: 104 100

ORIGIN: GO TRANS. DST/RGN: 72 TRAMS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: O2/0371998
ACKE. COCE: ASSIST CODE: W AWARD AMT: 0O SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATION:

ESP [NFO: EXFIRES:

OPEM RECALL: DWHER HWOTIFLED: MICRD:

COMMEMNTS:

1998701521

wes THIS CONTACT IS OPENWED DUE T OPEM RECALL SE58S8 rew

w+we THIS CONTACT 1S5 OFENWED OUE TO OPEN RECALL BDES4R wr-

=+ MAUIE: PAOCRAM we»

CUSTOMER SAYS:
I WAS TOLO THAT MY SEATEELTS WERE RECALLED

= 12/15/9TF I WMENT TD THE DEALER FOR THIS5 COMCERN, AMD THEY URDERED
THE PARTS FOR THIS CDHCERN

- 12/15/97 I CALLED THE DEALER AWD THEY TOiL.O ME THAT THEY ARE STILL
NOT IN

= THIS IS A SAFETY JSEUFE

=~ THE LADY THAT I HAWE HEEN TALKING TO ABOUT THIS HAS BEEN WERY NICE

=HAVE NDT SPOKE TO DEALERSHIF THIS MOWNTH REGARDING THE SEAT EELT RECALL

-DRIVERS S51DE SHOULDER SYRAP WILL NOT MOVE

-PASSENGER SIDE SHOULDER STRAP IS LOCKED IN OME POSITION
.

PER CUSTOMER, DEALER SAYS:

-NO CONTACT FROM THE DEALERSHIP
L]

CUSTOMER SEEKS:

-TR HAVE RECALL PERFORMED

&
CAC ADVISED.
~INFORMATION HAS BEEWN NOCUMENTED AND FORWARDED TD THE DEALERSHIP WITH A COPY
T0 THE REGIOMAL DOFFICE.
-REQUEST MR.GRAMT WILLIANMS SWC MNGRE CONTACT THE CUSTOMER WITHIN 2 BUSIMESS
DaYs
THERE 1% INFORMATIOM [M THE DEALER LETTER THAT STATES THAT DEALERS CaN
CALL REMKIM TO SEE [F A CUSTOMER CAM RECEIVE A LOANER LINT1L

THE PARTS COME 1IN
= REMKIM NUMBER: 1-800-323-%G21

OWMER HELATIONS VOP/AEMNCHMARKIMG 09/11/89H FAKCARTG




oafi1i/98 MASTER OWWER RELATIONS SYSTEM 11 14,21.02
-'-l.IIII::!I=====-I.IS...::::::F:llllI====E===IIIIII====;==---It=:==.-...--l::
1246350 GRP: 13 COMCERN COMTACT VEH T¥PE: CaR

AN FRANM T2 ST CONTACT MER: 109372020 OPEMED: O1/21/19498
VWINM: 1ZUFT21UQL5ﬂ EMGIME: L CLOSED: O2fi1/19%8
CLERRERRRLELRENR TS Y PR EF X ] Il-----::::..ll-:::::===ll..=====-.-.-’.-====..
1938/02/04

AUFTHIS [S THE CLOSTHG COMMEMT

CLIENTS RECALL SEAT BELTS ARRIVED AND WERE IMSTALLED 02/03/1998 PLEASE CLDSE ©
ONTACT

DWNER RELATIONS VOP/HENCHMARKING 09/11/08 FANCARTG




03/ 11790 MASTER OWMER RELATIOQNT SviTEHM 11 14.21.02
ammiENEEEE====—=—==pd@EEEC==-=-----——omdBEEF3I=S========ckrl AEfET=-c-c=c=====x=-rasudEEFEXT=
4262JdA GRP: 1@ CONCERM CONMTACT YEH TYPE: CaR

SAN FRAMN 72 ZNSTR: COMTACT MBR: 103270360 OFENER: 12/18/1337
VIN: 1Z\!PT21UBL* ENGINE: U CLOSED: 12/2E/1887
=S=cmdEEENETHR EEAARESASAEEERMSF IS asamdEEEEFEEEC === sanzxmai N

LAST MAME: - STATUS: CLOSED
TITLE: FIRST MAME: Mr:

ADDRESS:

CITY: STATE: HF:

HOME PHOME: HUS. PHOME: -
MODEL YEAR: [T+ MODEL: PRORBE

MmILEAGE: anaon Ws0:

DE4ALER MAME: BOMANZA FORD LINMCOL SALES CODE: 172484 P B A: O7TZH
cAUSAL cCODES: 1203 1012 SYMPTOMS : 104 100

DRIGIN: 0 TRANS. NST/RGN: 72 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/17/1297
ACK., COOE: ASSIST CODE: W AWARD AMWT: O SURVEY: ¥ (Y OR M}
BUILD DATE: CALIBERATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO:

COMMENTS :

1887 /13/18

wve THIS COMTACT 15 DPENED DUE TO DPEN RECALL 96599 r+»

we+ THIS COMTACT IS OPEMWED DUE TD OPEM RECALL SES4B »r»

wer NAVIS: PROGRAM w#w>»

CLISTOMEA SAYS:

- I WAS TOLD THAT MY SEATBELTS WERE RECALLED

= 10/16/%7 I MENT TQ THE DEALER FOR THIS COWCERN, AND THEY DRDERED
THE PARTS FORA TH1S CODNCERN

12/16/97 1 CALLED THE DEALER AND THEY TOLD ME THAT THEY ARE STILL
NOT IN

= THIS IS5 A SAFETY ISSUE

= THE LADY THAT I HAVE BEEN TALKING TO ABOUT TH1S HAS BEEN ¥ERY NICE
= [ JUST WANTED TO SEE IF THERE WAS ANY WAY I CAN EXPERITE THIS

1

.
PER CUSTOMER, DEALEFR SAYS:
- WE EMERGEMEY ODRDERED THE PARTS, THEY ARE OM BACKORDER

-
CLISTOMER SEERS:
- TO HAYE RECALL WORK PERFOMED OM HER SEATBELTS
*
CAC ADVISED:
- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE QEALER
- BEQUEST MR.WILLIANMS (SVC MNGR) TO CONTALT THE EUSTOMER WITHIN 2 BUSINESS
DAYS
- THERE 15 INFORMATICM TN THE DEALER LETTER THAT STATES THAT DEALERS CAN
CALL REMNKIM TO S5EE IF A CUSTOMER CAN RECEIYE A LOAMER UNTIL
THE FARTS COME IN
- REMKLM MNUMEER: 1-800-323-3421
18997512714
FANTHIS IS THE CLOSINQ COMNENT
WE HAVE OROERED SEATBELTS AS PER RECALL AND THEY ARE STILL UNAVAILABLE

OWNER RELATICONS vOP/BENCHMARKING 0OU/11/98 FAXCARTG




N9/ 11/98 MASTER DWNER RELATIDNS SYSTEM 11 14.21.02
YT T R R R T i T R R EE A R R L LT I RN R PR EE L L N E L R b LR R R R L
RAZ3EA GRP: DG INFORMATION CONTACT VEH TYPE: CAR

LOS ANGELES 71 ZIN/TR: CONTACT WER: 109265617  OPENED: 09/20/1958
VIN: 1:upr:ucm.5ﬁ ENGINE; C CLOSED: 01/20/1998
T Il ittty PP DD R R D ERERERREERENEREL LR LT RIRY L] L] L]
LAST MAME: STATUS: CLOSED
TITLE: _ FIRST MAME: - Hl:

ADDRESS:

cITY: SPRING VALLEY STATE: cA ze: R
HOME FHONE: BUS. PHONE:

MDODEL YEAR: o0 MOOEL : FPROHE

MILEAGE: 90000 WsD:

DEALER NAME: PEARSOM FORD SALES CODE: 171088 P b oA: 05584
CAUSAL CODES: 1012 SYMPTOMS : 104100

ORIGIM: G0 TRANS, DETIREN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: o SURVE¥: (¥ DR M)
HUILD BATE: CALTERATION:

ESP INFO: EXPIRES:

OFPEN RECALL: DOWNER MOTIFIED: WMICRD:

COMMENTS :

1998/01/20

wwr VEHICLE INVOLVED IN RECALL 96590 & 90548 +»v

wiv MAVIS: SUHSEQUENT +=++

CLUSTOMER SAYS:

- WENT TO DEALERSHIP FUR HECALL REPAIR ON 11/12/97

WANTS IMFORMATION ON THE PART DELAY

THE LEFT DRIVER'S SEATBELT IS STUCK

THE RIGHT PASSENGER ZSEATEELT TIGHTENY WwWEW THERE 15 AN IMPACT

[ 3

PER CUSTOMER, DEALER SAY%S:

- PER SFRVICE AOVISDR

— THERE I% A& PARTS DELAY

'

CUSTOMER SEEKS:

- PART OELAY INFORMATICH

[ ]

CAC ADVISED:

- PER IRDE:

- FORD IS MAKING EVERY ATTEMPT TO DBTAIM ADDITIOMAL SUPPLIES OF RATL/MOTDR
ASSEMRLIES. HOMEVER, WE ERFECT CONTINUED BACKORDERS FOR SDME TIME.

- INFORMED CUSTOMER FORD MAY EXPFRIEMCE A BACK - ORDER SI1TUATION

= INFORMED CUSTOMER PARTS MAMAGER CAN PROVIOE M05T CURRENT UPOATES ON PART
DELAYS

= WO DAVTIME PHOME MNUMWEER AVAILAHLE

OWNER RELATIONS VOF/BEWCHWARKING 0Q971173E FAXCARTG




o9/11/9a MASTER DWHER RELATIONS SvETEM !1I 14,31.02
ll;======:lIl.'lw;::====h.lllII-T-=======:=IIIIII=============:lllllll===========
TGSGKC GRP: KX CONCERWN CONTACT YEH TYPE: CAR
KANSAS CITY 53 ZHSTR: CONTACT NBR: '1Q93554HD OPENED: 017151538
VIk: 12¥PT 232L3L EMGIME: L CLOSED: 012651888
=z ASLEEEEBEAE==—xxcmlEEEFRR = cocrasdliIREENER IS o =-ddEEREEEEEOES=SS=SSSSxamaw
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS .

CITY: F1IR STATE: MO 2IP: -
HOME PHONE: F aus. pHonE : I

MODEL YEAR: MODEL: PROBE

MILEAQE: G000 W30:

DEALER WAME: WMCMAMON FORD CO SALES CODE: 193078 P& A QBD27
CAUSAL CODES: 1204 1012 D206 SYMPTOMS : 104100

ORIGIN: on TRANS. OST/RGN: 93 TRANS. DATE:
GERVICESSALES: 1 CONTACT DATE: D1/719/51928
ACK. CODE: ASSTIST CODE: M AMARD AMT: O SURVEV: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OFEM RECALL: OWMER MOTIFIED: MICRO:

COMMEMNTS @

1998701/ 1%

wee THIS CONTACT 15 OPENED DUE TO OPEN RECALL 98540 ~==--
wewe MNAVIS: SUBSEDLUENT tee

CLUSTOMER SAYS: : :

- YME RESTRAINT SYSTEM OW THE DRIVER'S SIDE HAS COMPLETELY STOPPED WORKING
- SEVEN MONTHS AGD MCMAHON FORD DRDERED THE PARTS FOR ME
- I &AM STILL WAITIMG FOR THESE PARTS

L ]

PER CUSTOMER, DEALER SAYS:

- YHE PART IS ON BACKORDER

Ll

CLISTOMER SEEWS:

- TO RECEIVE THE PART AS S0DN AS POSSIBLE

- A LOAMER VEHLCLE

L ]

CAC ADVISED:

RE: PARTS DELAY:

- INFORMED CLSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

- INFORMED CLSTOAMER PARTS MANAGER CAN FROVIDE MOST CLIRREWT UPDATES ON FaRT

DELAYS

RE: VEHICLE COMCERNS:

-INFORMATIDN HAS BEEN DOCLUMEMTED AND FOAWARDED TO THE DERLER

-REQUEST NR. RON GUTIERREZ [CUST REL MMGR)} TD CDNTACT THE CUSTOMER WITHIN 2

BAUSINESS DAYS

RE: LOAWNER VEHICLE:

- DEALERSHIP WILL BE CONTACTING RENAIN 1-A0Q-825-5821 ARAOUT SETTING UFP A

LOANER VEHLCLE FDR ¥OU [SEE DEALERSHIP LETTER REGARDILING RECALL 2ER4H)

1998/01/15

FEITHIS 15 THE CLDS1NG COMMENT

RON & HAS SPOKE TO CUSTOMER WE HAVE PUT HIM INTO LOANER TILL RECALL PART COMES
IN

DWMER RELATINNS VOP/BENCHMARKING 00711738 FAXCARTG




nafi1/08 MASTER OWNER RELATIONS SYSTEM 1) 14,21.02
---:-=l===;=l.‘.'-..l.==-‘-=====-.-.----=====.--"‘=l---:::::.....:-::::::::...l
4683EK GRP: 05 COMCERN CONTACT YEH TYPE: CAR

5OR 10 ZN/TR: CONTACT MBR: 109355032 OFENED: Q171571998
vIN: 1ZVPT2003L ENGINE : CLOSED: D1/32/1888
EEhE T EEEEEE N —_——— .....--=====...-..ﬂ”=====-----======K==?--..
LAST NAME: STATUS: CLOSED
TITLE: rrast wane: [N Wi

ADDRESS:

EITY: STATE: Ip: -
HOWE  PHONE : aus v : [N

MODEL YEAR: MODEL :

MILEAGE : 130000 WSD:

DEALER NAME: SOUTAR'S SALES CODE: 171418 P& A: 05548
CAUSAL CDDES: 1204 SYMPTOMS : 104100

DRIGIN: co TRANS. DST/RGN: 71 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 0151571998
ACK . COOE: ASSIST CODE: R AWARD AMT; D SURVEY: Y (¥ OR NJ
BUILD DATE: CALIBRATION:

E5P INFD: EXF IRES :

UPEN RECALL : OWNER NOTIFIED: NICRO;

COMMENTS :

1988 /01715

*+3 THIS CONTACT IS5 OPEMED DWE TO OPEN RELALL SBS54P & OES99 ==
*+*» CLUSTOMER REQUESTING SERVICE AT THIS DEALERSHIF sws
ver MAVIS: QRIGIHAL «w=»

CUSTCMER SavS!

= THERE [5 A RECALL FDR SEATBELTS DM VEH!CLE

= DEALERSHIPF SAVS PARTS ARE ON MWATIONAL HACK OQROER

- PARTS WERE ORDERED IM DECEMEER

L

PER CUSTOMER, CEALER SAvS:

- PARTS ARE OM NATIONAL BACK ORDER

.

CUSTOMER SEEKS:

=~ WHEM WILL THE SEAT BELTS LOME IM

-
CAC ADVISED:

- SEATHELTS WERE DUE IN THE EMD OF DECEMEER

= SUAPALIER SENT THE WROMWG MODELS AMD THEY HAD TD EE REODERED

= LSUALLY IT TAKES A MOWNTH TQ GET PARTS FROM A SUPPLIER

#H#THIS 1S TrE CLOSING COMMENT

CSM COMMENTS:

CUSTOMER SHOULD COMTALT THE DEALER TO INOUIRE ABOUT PART AVAILABILITY. ONCE
THE PART ARRIVES, THE DEALER SHOLULD CONTACT THE DEALER 50 REPATRS CAN TAKE
PLACE. PLEASE ADVISE CUSTOMER ACCORDIMGLY. THANK YOU,

GLS

ODWNER RELATIONS VOP/BENCHMARKING 09711798 FALCARTG




oaf11/08 MASTER OWNMER RELATIONS SYSTEM LI 14.21.02
S S IEESEEENENEEEEEEEANEEC S EEEN T —IENEEELE S-S EEA-SSAYTEOES S INEENEEEF-~EEEEEEEERT
9t J0¥R GRPF; 1a CONCERN CONTACT ¥YEH T¥FPE: CAR

MANSAS CITY 53 INSTR: B CONTACT MAR: 105353672 OPEMNED: 01/155180E

VIN: 1ZVPT2OCBLS ENGINE: © CLOSED: 0O1/27/199a
mIIEEEEEEEEER LR R R L L L LR EFEXRELRERELLEERERE L LRSS LY ] ]
LAST MAME: STATUS: CLDSED
TITLE: rrest wane: [~

ADDRESS:

CITY: OMAVA STATE; 1p: -
LTy orone: s “bvowe . N

WIDEL YEAR: MIODEL :

MILEAGE 1 10000 WEh:

DEALER MAME: H. P. SMITH FORD., L SALES CODE: 153023 F R AT OZEJE
CAUSAL EODES: 42003 1204 1207 SYMPTOMS: 104 100

DRTGIN: GO TRANS. OST/RGN: 53 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: [04/20/F1994
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATZIN:

ES5F INFO: EXPIRES:

OPEN RECALL: OWKER HOTIFIED: RICRO:

COMMENTS :

1590/01/13

*+x THLS CONTACT IS5 OPEMED DUE TO OPEM RECALL 9G548 AND 96505 w+v
wer MAVIS: SUBSEQUENT +t+»

CUSTOMER SAYS:

= SEAT BELT ON DRIVER'S SIDE WAS MOT WORRIMNG AT THE TIME OF PURCHASE
- THE PART HAS BEEW OM DRDER AND HAS BEEN

-~ WANTS TO KNOW WHAT HAPPEWS IF HER CHILOD IS TH AWM ACCIDENWT WHO WILL BE
RESPDNSIELE

PER CUSTOMER, DEALER SAYS:DENNIS KING AMD LARRY, SERVICE

= THE PART IS5 DN MWATIOMAL HACK OROER

.

CUSTOMER SEEKS:

= TO KNOW WHEN TrE PART IS COMING IN

-~ EONEERW RESODLUTION

.

Cal ADVISED:

RE: RECALL

-1NFORMATION HAS BEEN DOCLUIMENTED AMD FORWARDED TO THE DEALER

-“REQUEST MR. PALL PASSAUER [S¥L MNGA) TO CONTACT THE CUSTDMER WITHIM 7
BUSTHESS DAYS

#vsPLEASE CONTACT REMRIN AT 1-800-323-94521 TO SEE [F CUSTOMER IS5 ELIGIBLE FOR
A LDAMER WEHICLE WHILE WAITING FOR PARTwswihzixs

RE: BACK ORDER DELAY

- THFORMED CUSTOMER FORD MAY EXPERYENCE A BACK - ORDER SITUATION

- INFORMED CLSTOMER PARTS MANAGER CAN FROVIDE MOST CURREMT UPDATES OM PART
DELAYS

199801720
KAXFTHIS IS THE CLOS1HG COMMENT
DEALER HAS RECIEVED PARTS,CONTACTED CUSTOMER AND SCHERULED FOR REPAIR.

OWHER RELATIONS VOP/HENCHMARKING OG/11/58 FAXCARTQ




oas11/88 MASTER OWMER RELATIONS SYSTEM LI 1424 02
L L P P R L RN ERERESTRIETERETIILIERNINESTE R E T F A E A R T E S S FRIRE R SR ERET I I PR
D493RE GRP: XXD8 CONMCERN CONTALCY VEM TYPE: CAR

DALLAS LT ZWSTR: B CONTACT MBR: 10B4ESS 24 ARPENED: O8f2a/1ooT

VIN: 1zverz 101 L5 ENGINE: U CLOSED: 08703271997

LAST MAMNE:
TITLE:

STATUS: CLOSED

FIRST MANE: _ MI -

ADDRESS:

CITY: TEXARKANA STATE: AR ZIP: -
towe prove ! N ous. Peone: I

MODEL YEAR: MODEL :

MILEAGE : 1OTO00 WD

DEALER MAME: MC LARTY AUTO MALL SALES CODE: 152327 P& A DEDIE
Causal CODES: 1012 1203 SYMPTOMS: 104100

ORIAIN;: an TRANS. DST/RGM: 52 TRANE. DATE:
SERVICE/SALES: 1 CONTACT DATE: OG/0271997
ACK . CDDRE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ [¥ DR NI
BUILD DATE: CALIBRATIDON:

ESP INFO: EXFPIRES:

OPEN RECALL: OWKER NOTIFIED: MICRO:

COMMENTS :

1997/06/1253

vxx VERICLE INVOLVED IN RECALL 98599 +w»

wve NAVIS: ORIGIMAL =+3

CUSTOMER SAYS:

= HAVE BEEN TRYINGA TO GET RECALL PERFORMED FOR PASSEMGER SIDE SEATBELT
= ALREADY PERFDRMED DRIVER SEDE

- THLS HAS BEEN ON ORDER SINCE 12/96

il

FER CUSTOMER, DEALER SAYS:

SERVICE, NAME LINKNOWM

187 - MANUFACTURER WAS NOT SUFFLYING THE PART AT THAT TIME
5/22/97 - PART IS ON BACK DRDER

L]

CUSTOMER SEEKSL:

= PART TO COME IN 50 RECALL CAN BE PERFORMED

*

CAC ADVISED:

REGARDING RECALL 2£59%

= REQUESY MR. WOODSOM WRIGHT (CUAT REL MGR/SVD MGR) TO CONTACT THE CUSTOMER

WITHIN YWO BUSINESS DAYS REGARDING RECALL 9E5E9

RE: PARTS DELAY

- INFORMED CUSTOMER FORD MAY EXPERIENCE 4 BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CURRENT UPDATES DM PART

DELAYS

1987 /08/ 26

FHRTHIS !5 THE CLOSING COMMENWT

PARTS STILL ON NATIOMAL EACKORDER. WAITING ON CUSTOMER TD RECDONTAGCT DEALERSHIP
PLEASE PLEASEI |'! OLD GCASE THANWS GEMTRY

DWNER RELATIONS YDP/BENCHMARKING O09/117/88 FAXCARTG




oa/11/98 MASTER OWWMFER RELATIONS SrSIEM 11 14.21,02
SENENEEFREdEm x-S CSCSSSSCS S =SS S JEBEANdEE TS S CSS=SSoCRB AT ISy KENFEERTr-—=—===
QOB TKG GRP: XX05 CONCERN CONTACT VEH TYPE: CAR

LOS AMGELES T INSTR CONTACT MBR: 108466948 OFEMED: Q572371997
VIN: 1Z¥FT20CSLS ENGINE: © CLDZED: O0%/30/ 1907

—m========= SEFEEEENEENAREC=--=-=-===ZNENANEREmNI-C-c =S COLRENEN

LAST MAME : STATUS: CLOSED
TITLE: IRST NAME: _ M1:

ADORESS !

CITY: STATE: _IP: -
HOME PHONE : m BLS. PHONE:

MODEL YEAR: 1Y) MODEL : PROBE

MWILEAGE: 104000 WD

DEALER WAME: METRO FDRD SALES COOE: 1714319 P& A 035453
CALSAL GCORES: 1203 10RA SYMPTOMS : 104 100

ORIGIM: an TRANS. D5T/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTALY DATE: 0572771997
ACK. CODE: ASELST CODE: D AWARD AMT: O SURVEY: ¥ [¥ DR N)
ELUILD OATE: CALIBRATIDON:

ESP INFO: EXPIRES:

OFEN REGALL: . OWNER NOTIFIEQ: MICRO:

COMMENTS :

19537/05/27

*+% PARTS DELAY OVER 100 DAYS www

e THIS CONTACT IS DPEMED DUE TO OPEN RECALL 36548 B Q5588 +=x
wms HAVIS: QRIGINAL ++«

CUSTOHER SAVE:

- BOTH MOTORIZED SEATBELTS ARE GETTIMNG STUCK

- DRIVER*S SIDE SEATBELT IS IMOPERAHLE, CAN OMLY USE LAP RELT
- 1T KEPT OM GETTING STUCK S0 I DISEMGARED IT

= THE PASSENGER SIDE MAKES A MWOISE AMND GETS STUCK IN THE TRACK
= [*WE HAD TH15S FROBLEM SINCE OCTOHER OF LAST YEAR

- I KEEP DN GETTING PULLED OVER RECALSE [ HAVE ND SEATRELT

- ! ALMIST GOYT & TI1CKET FOA HAVING AN UNSAFE VEHICLE

- FARTS DELAY HAS BEEN SINCE OCTORER (OF 1995

FER CUSTOMER, OEALER SAYS:

- METHO FGRD [N M HOLLYWDOD

- THERE 15 A HACK ORDER ON THE PARTS SINCE OCOEBER OF 1998
- THEY HAVE NO JOEA WHEN THEY WILL GET THEM

+

CUSTOMER SEEKS:

- HER RECALL PERFORMED

1

CAC ADVISED:

-INFORMATION HAS BEEW DOCUMEMTED AMD FORWARDED TD THE REALERSHIF WITH & COFY
TO THE REGIOMAL OFFICE.

-REQUEST MS. BRANDI HARASTILCUST. HEL MNGBER) COWTACT THE CUSTOMER WITHIN 2
BUSTHESS DAYS

OWHER RELATIONS VDP/BENCHMARKING 08711/88 FARCARTG




o9/11/98 MASTER DWWER RELATIONS S¥ESTEM I 14.21.02
HAIEEEEEEEPTIS====c=CroWSAENSNEEEEEEFERFOFSSSSSSSS=SSSSSS=SSS=SCSSmkcSAaldEENANEERE
8857uUB GRP: XXOH IMFORNATION COMTACT VEH TYPE: CaR

SDE 10 ZHfTR:hCUHTﬁET MER: 10QHAEES 1S OPENED: 05/23/1997
VIN: 1ZYPT2OCELE EMEINE: T CLOSED: 0572371947

S=rxxsmmmddSSIEEEFEEENTC === B 31 32 FEE R L L RELRELREERLERLRERE R BB BB R R Ed d bbb

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

ADDRESS:

CITY: % STATE: P& ZIP:

HOME PHOME: BUs. pHONE: I

MODEL YEAR: 90 MDDEL: PROBE

M!LEAGE: 110000 waD:

DEALER MWAME: FREEDDM FORD SALES, SALES CODE: 144421 P &R A: D1809
CAUSAL CODES: 0405 2006 SYMP TOMS : 104100

ORIGIN: [21a] TRANS. DOST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE- ASSIST CODE: AWARD AMT: D SURVEY: (¥ OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

QPEM RECALL: OMMER NOTIFIED: MICRO:
COMMENTS :

1997/05/23

#4373 NAVIS: SUBSEQUENT =»w

CLUSTOMER SAYS:

= MRS. FORCELLIWE CALLTING

- SEAT BELT STICKS AWNR BIWCHES, DOES KOT GO OUT ALL THE WAY WHEN SHE
HAS DRIVER'S SEAT ALL THE WaY LUF.

= UNHAPPY WITH TREATMENT AT DEALERSHIP REGARDING SERVICE AMD SALES

COWCERNS, SPECIFICALLY TOM BAGLIO.

-

PER CUSTOMER, DEALER 3JAYS:

- PEPSOKMEL [NO MWAME GIVEM]) GAYE OUT S00¥

- TOM BAGLIO SAID TF ¥YOU OON'T BUY CAR HRERE, DOHW'T SERVICE IT HERE

- SCAT BELT CONCERN IS NOT COVERED UNDER RECALL COR WARRANTY

L]
CUSTOMER SEEKS:

- REGISTER COMPLAINT W1TH DEALERSHIP
.

CAC ADVI1SED:

REGARDING SEAT BELT CONWCERM ANOD DEALERSHIF TREATMENT:
- DOCUMENTED INFORMATION

- SUPPORT DEALERSHIP DIAGMDSIS OF SEATEBELT COVERAGE.

OWNER RELATIONWS VvOP/BEMCHMARKIMG 09711792 FAXCARTG

L




g9/11/98 MASTER DOWNER RELATIONS S¥STE

M IT 14.21.02
NN IEEsEEEEEEEESEIAATEESEESSEINEESCEEEETEEEESEODSSIiSSSSSSSsoSS=Ss=sss=cssSzgszs
2087LE GRP: 05 INFORMAT1ON COMTACT EH TYPE: CAR
SAN FRAHW Ti ZN/TR. Bt CONTACT NBR: (08473004 QPENED: 062771937
YIN: L ENGINE : CLOSEOQ: OS/27/19497

LAST NWAME :

FErraEFY Y e IRl Feh i S S S S IS EEC S EEEEEEEX IEEE-C-—mO===
TITLE:

STATLS: CLOSED
ADDRESS:
CITY: STATE: tp:
HUME PHONE : BUS. PHONE: F -
MODEL VEAR: MOBEL :

MILEAGE: 130000 WD+

DEALER MAME: CAPITOL FORD 1MC SALES CODE: 172029 F & A: 070402
CAUSAL CODES: 1203 1001 SYMFTOMS : 1041080

OR1GIN: Go TRAMNS . DET/REON: TRAMS. DATE:
SEAVICESSALES: CONTACT DATE:

ACK. CODE: ASSIST CODE- AMARD AMT: O SURVEY: [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EAPIRES:

DPEN RECALL: OWMER HOTIFIED: MICRO:
COMMEMT S :

199705 /3T

wvwhl VIN AVAILABLE=++

CUSTOMER SA¥S:L

- SEAT BELT WOULD NOT RETRACT BACK WHEW THE DOOR CLOSED

- WOULD HAVE TD HOLD CHW TO THE SEAT BELT BECAUSE THE SEAT HELT WOULD PULL BACK
HARD ENOUMGH TO CHOKE THE CUSTOMER

- WAS TNVOLVED 1IN A SEAT BELT RECALL

- DIASATISFIED WITH HOW THE PROCESS WAS DODNE TDO PERFORM RECALL wWORK OM VEHICLE
= 1T HAS BEEN DVER A MONTH SIMCE THE PARTS HAWE BEEM AVAILABLE TO REPAIR THE
YEHMICLE UNDER RECALL

L]

P ER SA¥S:.

- IS5 THE CONTACT FERSON

= THE PARTS ARE NOT IN 10 PERFORM THE RECALL

]
CUSTOMER SEEKS:

- FILE A COMPLAINT AGALINST THE DEALERZH1P AMD THE SERVICE DEPARTMENT
.

CAC ADVISED:
= INFORMATICN IS5 QOCUMEWTED AND FORWARDED TO THE APPROFRIATE AREAS

OWNER RELATIONS VOP/BEMCHMARKING 09711788 FAACARTG




D9/ 41/48 MASTER OWMER RELATIONS S¥STEM II 14.21.02
rascssrrarasssssslisssiessd i EFoedkfFoaldfFaebhideostidsss e Foee A d ve re e S S K0S EEFENT R
SB7BYR  GRF: KAO7 INFORMATLON CONTALT VEH TYPE: CAR

LO0S AMGELES T ZNSTR: iI COMTACT NER: 10R48I2SHE OPEKED: 0572871437
VIMN: tEVPT ENGINE: C CLOSED; D572851387
[ R A T T T T E RS R RO T R RO [T ELTI T R EL TR L R ENERR NI TR TS RRRERE T I TN T I T
LAST NAME: _ STATUS: CLOSED
TITLE: FIRST H.Hl- T}

ADDRESS: 1B

CITY: STATE: X1 _
HOME  PHONE: % sut | rrove : TR

NODEL YEAR: MODEL : PROEE

MILEAGE: 100928 WSD:

DEALER MAME: FORD MWEST SALES CODODE: 1TIQAT PBA: OE440
CAUSAL CODES: 1203 SYMPTONS : 104 100

ORIGIM: an TRANS. DST/RGM: TRANWS, OATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: 0 SURVEY: (Y DR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN REGALL: OWNER NOTIFIED: MICRO:

COMMENTS

1997/05/728

CUSTOMER SAYS:

= 1 TOOK WY YEHICLE IN TQC THE DEALERSHIF IN DEC 1996 DUE TO THE SAFETY HELT
RECALL

- THE DEALERSHIP HAD TO QRQER THE FART AT THE TIME AND STATED THAT THEY
WOLLO CONTAST ME WHEM THE PART CAME TMW

= I WAS NEVER COMTACTED SO I TODK THE WERICLE IN TODAY BECAUSE 1 AM ON
VACATION

- [ WOULO LIKE TO KHOW WHY I HAVE TO PAY FOR THE REPAIR OF THE SEAT BELT
IF IT WERE A RECALL

]
PER CUSTOMER, DEALER SAYS:NO MNAME LIVEN

- WE REPLACED THE SEAT BELT BUT [T IS MNOT WORKIMG AMD IT IS5 AN ELECTRICAL
PROSLEM

- 1IN DRDER TO REPAIR THE PRCELEM THERE WILL BE AN ADDITIOMAL cOST OF $E0

*
CUSTOMER SEEKS:

= TD KMIW WHY SHE HAS TO PAY THE %60 FOR THE SEAT BELT REPAIR IS THERE WAS
A RECALL DN THE SEAT BELT

¥

CALC ADVISED:

- DEALERSHIP IS THE BEST TECHNICAL RESOURCE

- MR. STEVE AMALGCO, CUST. REL MER., IS IN THE BEST POSITION TO ASSIST YOU.

OWNER RELATIONS VOP/BENCHMARKING 09/11/SB FAKCARTG




os/11/98 MASTER OWNER RELATIONS SYSTEM [1

14.21.02
B b R s L L L R EE R R R R L AR T DL L L LE LR RELELEE i
3342AH GRF: OF INFORMATION CONTAET VEH TYPE: CAR

BOSTON 11 INFTR: €2 CONTACT MER: 1028488077 OFENED: Q553051997
ViN: 12VPT21USLS ENGINE: U CLOSED: 0553051997
SNEEELEEEEEEN AC S S SSSSSSCS S sSS=S S FEFE I I AN AN ARREENARAkAKT ===

LAST HAME: STATUS:
TITLE: FIRST MAME: - MI:

ADDRESS ;

HoME pHoNE : HUS. PHONE:

MODDEL TEAR: a0 MODEL : FROBE

MILEAGE: 1713008 wsD:

DEALER WMAME: HNEWMAK FORD LLC SALES CODE: 111588 P B A: 09032
CAUSAL CODES: 1012 EYMPTONE : 104100

ORIGIN: [£]1) TRANS. DST/RGN: TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. COOE: ASSIS5T CODE: AWARD AMT: 0 SURVEY!: ¥ OR HNI]
BEUILD DATE: CALIBRATIOM:

ESP INFQ: EXPIRES:

OPEN RECALL: OWMER NDTIFLED: MICRG:
COMMENTS :

1997/05/30

CUSTOMER SAYS:
- RECEIVED A RECALL MOT]CE REGAADI!NG SAFETY BELTS IN 1096

= COMTACTED DEALER IM 12/98 AMD WAS ADVISED TO CALL BACK IM 1797 DUE TO PARTS
HNOT BEING AVAILABLE.

- RECEIWED A CALL FROM THE DEALER LAST WEEK THAT THE MOTOR RART 15 STILL ON
BACKDRDER .

= FEEL% THIS [5 A SAFETY HAZARD ANWD IS5 FRUSTRATED THAT 1T HAS FTAKEN THIS LONG
TD RECEIVE THE PARTS HECESSARY TO MAKE THE REPAIR.

L
PER CUSTQMER. DEALER SAYS:

- SPOKE WITH SDMEONE 1N SERVICE DEPT., SAFETY BELT TRAGK FOR THE DRIVER SI1DE
DODR WEEDED TOD BE DRDERED.

- MOTOR FOR SAFETY BELT WAS DRDERED IN 3/37 AND IS O BaCKORDER.

CUSTOMER SEEKS:
= INFORMATION REGARDING PARTS AVAILABILITY.

»

CAC ADVESED:

-~ IMFQRHED CUSTOMER FORD MAY EXPERIEHCE & BACK - DRDER SITUATICH

- INFORMED CUSTOMER PARTS MAMAGER CAM PRDVIDE MDST CURRENT UPDATES CM PART
DELAYS

OWNER RELATICMNS VOP/BENCHMARKIME 09711798 FARXCARTG




oa/11 /98 MASTER OWMER RELATIONS SYSTEM [ 14.21.802
AmEEEEsrmEmas AR E AR RSN EEE I A EE N EFEOEEMEEEISSSSEEs ST mmmEmEECISTEsEEEO
BEZ30D% GRP: Xx14 INFORMATION COMTACT VEH TYPE: GCAR

BOSTOM 11 ENITE CONTACT NEBR: 108490384 OPEMEDR: 0573071997

VIN: 1Z¥F121U4L

ENGIMNE: U CLOSED: ©&5/3051997

LAST NAME: STATUS: CLOSED
TITLE: rirsT nane: [N -

cITY: AUﬂN STATE: p:

HOME PHOME : BUS. PHONE:

MODEL ¥EAR: ga MIDEL : PROBE

MI1LEAGE: 100000 WED:

DEALER NAME: MORANDE FORD INC  SALES CODE: 111222 P & A: ORADY
CAUSAL CODES: 1012 SYMPTOMS 104100

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

ACK. CODE: ASSIST CODE: AWARD ANT : O SURVEY: {¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

AOFPEM RECALL: OWNER MNOTIFIED: HIGCAO:
COMMENTS :

1997/05/30

s sPARTS ON BACKDRDER="»

CUSTOMER SAYS:

- CALLING TQ SEE WHY PARTS ARE DN BACK CQRDER FOR SEATHELT RECALL
- SEATEELT EREIKEN

- ON BACKORDER SINCE JANUARY

-

FER CUSTOMER, DEALER SAYS:

-~ FORD DOES NOT SLPPLY PARTS

CUSTOMER SEEKS:
- SEATBELT PART

L]
CAC ADVISED:
= TO STAY In TOUCH WITH THE CUSTOMER RELATION MAMAGER AT THE DEALERSHIFP

DWNER RELATIONS VOP/BENCHMARKINL 08711798 FAXCARTG




ag/11/28 MASTER OWNER RELATIONS SYSTEM [| 14.21.02
AL ELEREERENRRELERERRESLLESLLEEERED RS I R R ] | Py R
o7EeEa GRP: xx02 INFORMATION COMTACT VEH TYPE: CaR

NEW YOREK 13 ZNFTR: A CONTACT NER: 1DBED011E COPENED: ODS/03/ 1997
VIN: 1zvetrzoc2L SN ENGINE: C CLOSED: OB/03/1997
EESEENII=--SBREFE= E--S - OE- - - =L =-CC- -SSR E==ERS==EEE=-EERE=
TITLE: FIRST MAME: - MI:

ADDRESS:

CITY: T — STATE: _IP:

HOME PHOME : BUS. PHINE :

MCDEL YEAR: 90 - MODEL : FROBE

MELEAGE : 35800 W5D:

DEALER NAME: RELL WMOTQRS INC SALES COOE: 113048 P A A: 20512
CAUSAL CDOES: 1204 0403 0404 SYMPTONS : 104100

OR IGIN: G0 TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: i CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N}
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFTED: MIERO:

COMMENTS :

1997/06/03

«¢s MAVIS: SUBSEQUENT =#=

CLSTOMER SAY¥S:

- HEARD ABOUT A SEAT BELT RECALL WHEN PURCHAIMG VEHICLE USED

- TGAOK YEYWICLE TO DEALERSHIF WHO ORDEREDR THE SEAT BELT

~ DALLED DEALERSHIP A WEEK LATER AND DEALERSHIP RAID IT WOULD BE AROTHER MONTH
- AFTER 3 MONTHS, CUSTOMER CALLED BACK AMD DEALERSHIP TWDICATED THE HAD PART
WAS IN AKD TD BRING THE VEHICLE IM

- TODK VEHICLE TO DEALERSHIF WHO THEMW SAID THAT THE PART wWAS STILL WOT IN BUT
WOULD WAT RELEASE HIS WEHICLE

- CUSTOMER ASKED FOR A LOANER YEHICLE wHICH THEY QID MOT HAVE AND THEM TOOK
HIS KEYS ANO DROVE AWAY WI1TH HIS YEHICLE

- CONTACTED AMOTHER DEALERSHIP wWHO EROUGHT CLSTOMER IN, HAD FARTE IM STOCK AND
PERFORMEND THE RECALL WITHOUT ANY PROUHLEWS

.

PER CUSTOMER, DEALER SAYS:

- SDRARY, THERE [S A WATIOMAL BACKORDER AMO WE JUST SWITCHEDR SERVICE MGRS.

= YOU CANNOT TAKE YOUR VEHICLE AND WE OO NOT HAWE ANY LODANMER VWEHICLES

a

CUSTOMER SEEMS:

- TO COMPLAIN ABRUT POOR DEALER SERVICE

x

CAC ADWISED:

=~ HAWE DOQCUMENTED COMPLAINT AMD WILL FORWARD THE COMPLAINWT ON THE THE
DEALERSHIP FAR REVIEW

OWMER RELATIONS VDP/BENCHMARKING OR/117/98 FAKCARTG




Qaf11/28 MASTER OWNER RELATIONS SYSTEM II 14.31.02
=lIIII:tl==I==IIIllItl======'lll--il--nn=--lll---=====ls=lll=====nw=Il==t=====
598508 GRP: RRDB CONCERN CONTACT VYEH T¥PE: CAR
DALLAS 52 ZMNSTR: [uR| CONTACT WBR: 10285087484 OPEMED: Q60471997
VIN: 1ZYPT2OCELS ENGINE: C CLOSED: Q770871987
LR R E LY | = ——— S EEEEFFamissssrsm g Al eSS == EEEERER--T-——pECESEE:
LAST MANE : STATUS: CLOSED
TITLE: FIRST MNAME: - NI:

ADDRESS:

EITY: MIDLAN STATE: o — I
HONE PHOME : h BUS. PHONE:

MODEL YEAR: MCDEL : PROBE

MILEARQE: 1 L r11H

DEALER NAME: ROSERS FORD SALES I SALES COOE: 152571 F & A: Q2445
CAUSAL CDDES: 1012 2802 1203 SYMPTOMS : 104 104)

QRIGEN: &4 TRANS, DST/RGN: B2 TRANS . DAYE:
SEAVICE/SALES: 1 CONTACT DATE: OB/303/ 1647
ACK. CODE; ASEIST CODE: B ANARD AMT: Q SURVEY: ¥ (Y OR N}
BUILD DATE: CALIRRATIONM:

ESP INFD: EXPIRES:

OPEN RECALL: ODWMER NOTIFIED: MICRO;

COMMENTS :

1997 /08 /04

==» THIS CONTACT 15 OPENED DLE Td QPEM RECALL FES4H +++
v MAVIS. SUBSEOUENT wew
CUSTOMER 5SAv5-
-HOW LONG DOES THE MOTAR TO THE SEAT RELT TAKE TO GET TO DEALER?
=T'WE BEEN WA!TING OULTE & WHILE QET WY SEAT BELT REPA!RED
ol
PEA CUSTOMER, DEALER SAYS:
SERVICE DEPARTMENT, MAME LINKENHOWN
=THE PART I% ON BACK ORDER
-
CUSTOMER SEEKS:
=STATUS OF DELAYED PART
L J
CAC AQVI1SED:
= INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATTION
= INFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURRENT UPDATES OM PART
DELAYS
1997 /07 /e
#¥HTHIS IS THE CLDSING COMMENT
PARTS ARE TH TO REPAIR SEAT BRELT = HAVE EEEM UNABLE TD CONTACY CUSTOMER.

OWNER RELATIDNS VOPFBEHCHMARK [ NG 0241 1/58 FAXCARTG




08117498 MASTER OWMER RELATIONMS SYSTEM 11 14.24.02
L LERERTRESLRLLEERRERERRLLNERERRENERREYT AL EENEFLEFEREREEERERIFEEREERDE T FEEY R p e e e
4T4R5G GRF; Kxd1 CONCERM CONTACT YEH T¥PE: CaR

NEW YORK 13 ZN/TR:  ENM CONTACT KBR: 108513632 CPEMEDR: 0OE/0S5/1987
V1N: 1Z¥FT20C5L ENGINE: C CLOSED: G7/04/1997
IS SEEEEEEEESN B L B LR LR LR R R Y L N e T
LAaST MAME : ITATUS: CLOSED
TITLE: resT wane: [ v

ADDRESS:

CITY: STATE: ¥ :
HOME PHOME : HUS. PHONE: HT:
MODEL YEAR: MIODEL :

MILEAGE : TaBSD wsD:

DEALER MAME: MCONAHAN FORD CORP. SALES CODE: 113024 P B A OJEBA
CAUSAL CODES: 1204 3103 SYMPTOMS : 104100

ORIGIM: Go TRANS, DST/RGN: 13 TRAMS . DATE:
SERAVICE/SALES: 1 COMTALT OATE: O6/2871997
ACK. CODE: ASSLIST CODE: R AWARD ANT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

E5F 1NFD: EXPIRES:

OPEN RECALL: . OWNER NOTIFIED: MICRA:

COMMENTS .

1997/048/0%

wan YEHICLE INMVOLYED IM RECALL HHES4H ++=x
rve MAVIS: DRIGINAL we-
CUSTOMER SAYS:

- D#LIH-HEEM:A LLINA
-BROUGHT IN 2 WEEKS AGD FOR WARRANTY REPAIR

-~DEALERSHIF HROKE SFAT BHELT PECAUSE THEY WERE MAYING PROBLEM WITH MOTOR
-O0RDERED PART FOR SEAT BELT AMD IT STILL HAS KOT COME IW

-MOW CUSTOMER HaS5 BEEN CRIVING ARDUND TLLEGALLY WITHOUT SEAT BELT FOR 2 WEEKS
"

PER CUSTOMER. DEALER SAYS:

-TODAY THEY TOLD CUSTOMER PART IS DM EACK OROER

-
CUSTOMER SEEKS:

-3EAT BELT REPAIRED
.

CAL ADVISED:

-OUTBOUND CALL TO QEALERSHP. PER DINO. SVC., COUNTERMAN-PART FOR HECALL wWAS
CACERED ON MAY 23,97 BUT PAPERWORK WAS HEVER RECEIVED. REOURDERECRT HE FART FDR
CUSTOMER AND IT S5HOULD BE IM WITHIN 3 - S DAYS (NWEXT TUESDAY WOULD HE THE
LATEST DAY).

- JNFORMED CUSTOMER FORO MAY EXFERIENCE A BACK - ORODER SITUATION

- INFORMED CLUSTOMER PARTS MAMAGER CAMN PROYIDE WOST CURRENT UPRATES ON FART
DELAYS
1997 /067427

FANTHIS IS THE CLOSING COMMENT

PARTS CAME ik AND RECALL WAS FERFROMED.

OWNER RELATIDNS VOP/BENCHMARKING Q9/11/98 FAXLCARTA




09511798 MASTER OWNER RELATIONS SySTEM 11 14_21._42
I N EEEEE S S A NN RN NS e A ST AR I R EEEEE S S EEE - S E S I NN IEEESmTAmmEEEEN
1317RD GRP: D9 INFORMATION CONTACT VEH TYPE: CAR

HOUSTON 57 IN/TR: CONTACT MER: 108516415 OFPEMED: O6/05/1987
YIN: 1ZYPY22L2L ENGINME: L CLOSED: 06/05f1997

LAST MAME : STATUS: CLOSED
TITLE: wer wane: [

ADORESS :

CITY- HOUSTON STATE: Tx - @ |
bou erove: SN s, erovc: IS

MODEL YEAR: a0 MODEL: PROBE

M1LEAGE : 45000 wSD:

DEALER MAME: MCREE FORD INC SALES CODE: 152052 P& A: 04443
CALUBAL CDDES: 1012 1203 SYMPTOMS : 104 1898

ORIGIN: &b TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRQ:

COMMENTS::

1297/06/08

#+r WEHICLE INYOLYED IM RECALL 2E599 »«v

s WEHICLE INVOLVED IMW RECALL 9554H wev

CLUSTOMER SAYS:

~E0D FROM DEALER

-WENY INTD THE DEALEASHIP IN DECEMBER aND THE DEALER DID NOT RERFORM THE
-HOW IT IS JUNE AND THE DEALER IS STILL SAYING THAT THE VEHICLE PART IS ON
BACK ORDER

-NOW THE DRIWERS SIDE SEAT BELT 13 BROKEK AND THE SEAT HELT 5ITS ACRDSS HER
MECK AND RLUBS

-CAM MOT DRIVE WITH THE SFAT BELT LIKE THAT AND nAS TD UNDO THE SEAT BELT
~ARE THE PARTS COMING FROM A THIRD PARTY VEWDOR !5 FARD MiNUFACTURED PRRTS
-153 G0TWG TC CALL THE STATE DEPARTMENT OF TRAMSPORTATIOM

-WANTS TD GO TO AMOTHER DEALERSHIF

-
PER CUSYTOMER, DEALER SAY¥S:

-THE PARTS ON BACK OROER

L]

CUSTOMER SEEKS:

=FARTS

-ARE THE PARTS COMING FROM &2 THIRD PARTY VEWDOR 15 FORD MANUFACTLRED PARTS
~WANTS TD HAVYE THE RECALL PERFORMED AT ANODTHER DEALERSHIP

UWNER RELATIONS VOP/BENCAMARKING Od9/11/9H FAXCARTA




09/ 11798 MASTER OWHER RELATIOMS SYSTEM [] t4.21.02
IEIIII=I===I=llllt:::::=III-I=:=:=-I1-I.--==:|=-.p..::::'.=|:--_—===:..—...-l===a-;.-=
13+TRD GRP: 00 INFORMAT ION CONTACT VEH TYRE: CAR
HOUSTON 57 INSTR CONMTACT NBR: I0BSI8415 GPENED ;! OB/SQE/ 1997
VIM: 12vPT22L 2L EMGINE: L CLOSED: OEfDG/ 1997
PRl L LR EL R F1 ] R :.--...-n--.‘l-..--.:r.::::.--:-:::..--:-:::....-
1997 f08/08

L

CAC ADYISED:

RE DEALERSHIP LOCATOR

=ASSIGNED COMTACT T3 MCRAE FORD

RE PART DRIGIN

=PER TECH QUAD

“MANUFACTURER ASSEMHLED PART

RE BACKORDER

= [NFORMED CUSTOMER FORD MAY EXPERIENCE A AACK - ORDER SITUATIDN

- INFORMED ZUSTOMER PARTS MAMAGER CAN PROVIDE MWOST CURRENT UPCATES ON PART
DELAYS

OWNER RELATIONS VOP/EEMCHMARKING 09/11/98 FARCARTG




[i:FRRYA:1]

MASTER OWNER RELATIONS S¥STEM I 14.21.02
:lll';:::iI-III===:illl====:---III--=I=----lllI'l'-l===:ltlllI:::=::IlllI=====iIlI‘==
25365 GRP: 10 CONCERN COMTACT YEH TyPE: CAR
DETRGIT 48 IHN/TR: DHNTALT NBR: 10A531128J0 OPENER- DE/09/ 1997
VIN: 1ZVRT23L1L ENGINE: L CLOSEN: 077071997
xEAAEES==x&hE ——— m=——rdEEEES===TrchEEEEZ==SSccalEEEETC--AsARERE
LAST MAME: LTATUS: CLOSED
TITLE: rirs? NaMe: TR MI:

ADDRESS:

CITY: BRIGHTOM STATE: MI ZIP:

HOME PHONE : BUS. PHOME:

MDDEL YEAR: ao MODEL : FRDBE

MILEAGE: 170000 WiD:

DEALER WAME: HRIGHTON FORD-MERCU SALES CONE: 345056 P& A D207
CAUSAL CODES: 1204 Q408 SYMPTOMS: 104100

DRIGIN: ] TRAMS. DST/RGN: 45 TRANWS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O&/30/19€7
ACK . CDOE: ASSIST CORE: W AMARD AMT: O SURVEY: ¥ [Y OR W)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEM RECALL: OWNER WOTIFIED: MICRO:

COMMENTS ¢

1997/08/09

wx» YEHICLE THMWOLWED IN RECALL 9ES48 wwe

wed NAVIS! ORIGLIMAL #»+

CUSTOMER SAYS:

- I WENT 1IN ON MAY 13, 1997 TO HAVE THE SEATBELT RECALL FIRED
- THE DEALER TOoLD ME THEY HAD TD OROER THE PARTS

- I HAVE CALLED 4 TIMES SINCE THEW &NO NOOODY RETURNS WY CALLS

»
FER CUSTOMER, DEALER SAYS:
- NO CONTACT

L]

CUSTOMER SEEKS:

- SEATBELT FIXED

L]

CAC ADVISED:

- INFORMATION HAS EEEM DOCUMEWTED AND FORWARDED TO THE DEALER

- REDUEST MR, JEFF RDARK {SVC MNGR] TO COMTACT ThE CLUSTOMER MITHIN 2
BEUSIKESS DAYS

1897/06730

FAFTHIS 15 THE CLOSING COMMENT

PARTS ARE OM D-99 NATIONAL BACKORDER FROM FORD MOTDR CO. WILL RECEIGE A CARD O
R CALL WHEN PARTS ARRIVE.

NWNER RELATLONS VDP/BENCHMARKING 08711728 Fax£aRTa




0g9/11/98 MASTER OWWER RELATIONS SYSTEM II 14_21._02
AP EEEE RS N RN AN g s N S SN A S LEEN - I I - " COCCLI - MELENg e pmasTEEEER=E
59408 GRP; KnDa IMFORMATION CONTACT VEH TYPE: CAR

R0OR 10 ZN/TR:  J1 COMTACT MBR: 108528560 DOPENED: D&/ 10/1337
VIN: L EMGIHE ; CLOSED: DEF10/1397
R L ELESSEl ) Bl )N e LA R R T LR AR R B SRR L RN B L T T e
LAST MWAME:

TITLE:

STATUS: CLOSED
FIRST MAME: MI:

ADODRESS:

CITY: STATE: '

MODEL YEAR: an MODEL : PROAE

WILEAGE: 1 WwsD:

OEALER MWAME: HERITAGE FGRO-MERCL SALES CODE: 144110 P AT CDB4D
CAUSAL COCES: 1D12 SYMPTOMS: 104100

CRIGIN: an TRANS. DST/RGM: TRANS, DATE:
GERVICE/SALES: 1 CONTAET DATE:

ACK. CODE: ASS5IST CODE: AWARD AMT: O SURVEY: (¥ DR N)
EUlLD DATE: CALIBRATION:

E%F INFD: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: MLCRO:
COMMENTS -

1887 fOBF 10

wvaMl VIN AVAILABILE+e=x

ha+ MILEAGE UNAVAILABLE waw

CUSTOMER SAYS:

-MY CAR IS5 INVOLVED 1IN RECALL 98593

-THE DEALERSHIP HASN'T BEEN ABLE TO &ET THE PART
-CAN YOU TELL WE HOW {L0QNG THIS WILL TAKE

=¥ SOM IS DRIVING THE CAR WITHDUT A SEAT BELT [NO SHOULOER HARKWEGS)
r

PER CUSTDMER, DEALER SAYS:
SERYICE DEFARTMENT, JIM
=THE PART IS DM BACK DRDER

L )
CUSTOMER SEEK::
-STATUS OF PART AVAILARILITY/BACK ORDER

L]
CAC AOVISED:
= INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

= JHNFORMED CUSTOMER PARTS MANAGER CAM FROVIDE MOST CURRENT LIPDATES 0N FART
DELAYS

DWKER RELATIONS VOP/EENCHMARKING ©O3/11/98 FAKCARTG




Caf11/98 WASTER OWMER RELATIONS SYSTEM 11 14.21.02
====-ﬂI.F------I----IiI.--.:::=IIII--I-===.--=======II'II==='--l:‘=====l-l:==---
77911TR GRP: XX04 INFORMATIOM CDMTACT VEH TYPE: CAR
SEATTLE 74 ZMATR: Al CONTACT MBR: 108530213 QPENED: DB/ 10/ 1987
VIN: L ENGIME: CLOLED: OB/ 10/1987

EEENExt====aomm -IIIx::'I--llI====lIllll:::;l.:s::::....l:::
LAST NAME: STATUS: CLOSED
TITLE: HIE:_ MI:

ADDRESS: w

CITY: TV — STATE: wa ww: [N
HOME PHONE : 8US. PHONE: d

MODEL ¥EAR: [0 MDDEL: FROHE

MILEAGE: 70000 W50 -

DEALEA MAME: LNIVERSITY FOROD SALES CODE: 114001 P& A: 01338
CAUSAL CODES: 1D12 SYNPTOMS : 104100

ARIGIN: GO TRANS, OST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTAET DATE:

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

ESF INFO: EXFIRES:

BOPEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS:

1997 /08710

w0 WIM AVAILABLE «uw

CUSTDMER SA¥S:

-800N FROM INFORMATION

-RECEIVED RECALL NOTICE ON SEAT BELTS

~DRIVERS SIDE SFAT BELT WILL NDT MOVE FROM LOCKED POSITION TN THE MIODLE OF
THE TRAECK
L]

PER CUSTOMER, DEALER SAYS:

-FER SERVICE ADWISORS, WO PARTS ARE AVAILAELE. WOR HAS FORD TWFQRMEC THEM
WHEN THEY WILL BE AVAILAHLE TO REPAIR CONCERNS

L

CLUSTOMER SEEKS:
-PARTS AVTALBILITY LMDER RECALL OM SAFETY BELTS

L ]
CAC ADVISED:
~ INFDRMED CLSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATIDN

= INFDRMED CUSTOMER PARTS WMAMAGER CAN PROVIDE MAST CLRRENT LFRATES ON FART
DELAYS

OWNER RELATIONS VORJRENCHMARKING DOF11/98 FAXCARTE




os/11/98 MASTER OWNER RELATIDNS SY¥STEW I1I 14.21.02
———xkBRAMEEEEEEENI-—=—=—c=—=——=—=——rxusSENEREEEEEEEZIITC-SC=Sc=-C-=Sc-c - cS==c==—==-c=-===Sc==x==-cxhmEBl
B92aYC GRE: 14 INFDRMATION CONTACT WEH T¥PE: CAR
MEMPHI & 23 ZNSTR; CONTACT NBR: 10833%121 DPEMED: 08/ 1171997
VIN: 1zunrzau|_5h ENGINE: L CLOSED: OB/ 1171997
ExcsdkhEEEEEEEY EEERFERRNFFFENELC I -O- - - - - S-S S-S=-C—S=S=SSS==S=S=S=--aooochBRE
LAST MAME: ETATUS: CLDSED
TITLE: FIRST MAME: - ML:

ADDRESS :

CITY: OVERLAND PARK STATE: pi— " _
Houe pHone: N BUS. PHOME:

MODEL YEAR: 90 MODEL : PROBE

WILCAGE : 96000 wah:

DEALFR WAME: LAMAROUE FORD INC  SALES coDE: 123030 P& A: QBEZL
CALSAL CODES: 1012 SYMPTOMS : 104 100

ORIGIN: 6o TRANS. O5T/RGN: TRANS. DATE:
SERVLCE/SALES: 1 CONTAET DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR M)
BUILD DATE: EALIBRATION:

ESP INFO: EXP1RES:

DPEN RECALL: NWMER MDTIFIED: MICRO:

COMMENTS

1897 /087 11

4%s NAVIS: SUBRSEQUENT =»»»

CUSTOMER SAYS:

=1B00 FROM PHONE BDOK

-ORGERED PARTS FOR RECALL OM SEAT BELTS IN FEBRUARY OF 1497

PER CUSTOMER, DEALER SAYS:
~ FARTS ON BACK ORDER

CUSTOMER SEEWS:
-TO GET VEHICLE REPAIRED

L]
CAC ADVISED:
- INFORMED CUSTOMER FORD MAY EXKPERIEWCE A BACK QRDER SITUATION

- INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES ON FART
OELAYS

- PER DBC TD DEALERSHIFP SPOKE WITH GERRY BRAUD
- WILL CALL CUSTOMER WIT UFDATED INFORAMTICM

OWNMER RELATIONS VOP/BENCHMARKING OY/11/798 FAXCARTG

L




o9/ 11738 MASTER OWMER RELATIONS SYSTEM |1 14,24, 02
i=l:l'-===l-=Ill--l::===:==---.l-.-.:--u.-.-...-..==.;===.-==-==::;.--::::::.g._._g:::
GETOKR GRP: 17 INFORMATIOMN CONTACT YEH TY¥PE: C&AR
CHICAGD 41 IN/TR: B CONTACT MER: 108845737 OPEMED: OG/16/1997
WIM: L EMNGINE : CLOSED: OBS16/10497
ASSIRE-AENEmS ----—:-Il----zzs---.lnnl-=:===l!:ll==l====ll-ll===|==l-
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: _ MI:

ADDRESS :

CITY: A STATE:

HoMe prone: [ BUS. PHONE:

MODEL YEAR: D MODEL : PROBE

NILEAGE: 55500 w50 :

DEALER NAME: TOWME FORD SALES CODDE: 141304 P& A: 051230
CAUSAL CODES: 1p12 EYMPETOMS : 104 100

ORIGIM: GD TRAME. DST/RGN: TRANS. DaTE:
SERVICE/SALES: | COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: [¥ OR N)
BUILD DATE: CALIBRATION:

E5P INFO: EXPIAES:

OPEM RECALL: OWKER NOTIFIED: MICRD:

COMMENTS :

1997 /067 16

#eaMD VIN AVATLABLE*#++

CUSTOMER SAYS:

= THE HOTODRIZED EBELT BROKE

= HAS BEEN 11 WEEKS SIHCE ORDERING THE PART TO FIX

L 3

PER CUSTOMER, DEALER {SERVICE DEPT) SAY¥S:

- STILL WAITING FOR THE PART

- PART 15 OM HACK ORDER

L 3 '

CUSTAOMER SEEKS:

- FART S5TATuLS

L2

CALZ ADVISED:

RE: RACK COROER

= LNFORMED CUSTOMER FORD MAY¥ EXPERIENCE A BACK - DRDER %SI1TUATTBN
- EHFDRMED CUSTOMER PARTS MANAGER CaN FROVIDE MDST CURRENT UPDATES ON PART
DELAYS

OwNER RELATIDNS WOF/BENCHAMARKING O0O711/98 FAACARTE




a/11/94

[ 1] MASTER DWNER RELATIONS S¥3TEM 11 14_21_D2
F:=:::::lll:tllllllﬂ======::::tllIlIl-i!-F===========:lkIlllllllu==============:tk!
24000 GRP: 2217 CONMCERN COMTACT YEH T¥RE: CAR

SOR 10 INFTR: CONTACT MEBR: 108855013 OPENED: O&f17/71997
VIN: 1zwrzo-:n|_5h ENGINE: C CLOSED: 07/10/1997
TalANEEEERAI== —=—mSraEEEN EFf-——=—-—- - xxmemAARAREEEFRLECS=S-==SS=C-oamsadmsaEREEER
LAST NaME: STATUS: CLOSED
TITLE: FIRST MNAME: - MI:

ADDRESS:

CITY: FUOWAY YARIMA STATE; NC Z1P:

HOME PHOME : BUS . PHOME:

MODEL VEAR: MDDEL: FROBE

MILEAGE : 170000 WED:

DEALER WAME: DONM JEMKING & 50W F SALES CODE: 121606 PR A: OBTI4
CAUSAL CODES: D206 1042 SYMP TOMS < 104 100

ORIGIN: Gh TRANS. DST/RGM: 21 TRANS. DATE:
SEAVICE/EALES: 1 CONTACT DATE: Q70371287
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURYEW: ¥ [¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRO:

COMMERNTS :

1827/08/17

www YEHICLE INVOLVED IN RECALL 96595 ses

asv YEHICLE TWNVOLWVED IN RECALL SES4R #+x

wea NAVIS: EUESEOUENT =ww

CUSTOMER SAYS:

= WEHICLE STILL AT DEALERSHIP

- THERE FOR A RECALL ON &/10/a7

-~ MAS NOT ASKED ABCUT A& LDANER At THE DEALERSHIP

L ]

PER CUSTOMER, DEALER SAYS:

- bID WOT HAVE THE PABRT TO MAKE THE REPAILR

= PART STILL HAS NOT COME IM

L ]

CUSTOMER SEEKS:

~ LOAMNER VEHICLE SINCE IT HAS HEEN THERE FOR A WEEK

= WOULD LIKE VYEHICLE REFAIRERD A5 SOOM AS POSSIBLE

L ]

CAC ADVISED:

REGARDING LOAMNER:

- LOAWERS ARE HOT A PROVISIDNW OF THE WARRANTY.

- CONTACT MR. JIM OVERMAN [SWC.MGR.] FOR CLARIFICATION DF THE
DEALERSHIP“S POLICY CN ALTERNATIVE TRANSPORTATIDM.

- MAY PEOSUIRE Ak APPOINTMENT

REGARCLNG REPAIR:

- TNFORMATION HAS REEM DOCUMENTED AND FORWARDED TO THE DEALER
- REQUEST ME. JIM OVERMAN (SVC MHGR.] TO CONTACT THE GUSTOMER

OWNER RELATIONS VWOP/EENCHMARKING 09/11/03 FAXCARTG




oc9s11/98 MASTER DWNER RELATIONS S¥STEM 11 14.21 .41

.....:f::r:-:-----------n_-.---.'-.-----:::::-F--’.='-====|::...-:3:::-‘--.-=‘====
24000y GRF: XR17 CONCERN CONTACT VEH TYRE: CAR

sOp 10 ZH/TR: D? CONTACT MER: 10BS5501% QPEMED: O5/17/14997

VIN: 12"|I'PT20L‘HL- ENSINE: C CLOSED: 07/10/1997

L LR L ERRE CEEERERE YL TY T I bt e B E L L B AR Y L L s I N T el 1T L Ly
1997/086/17

CUSTOMER SAYS:

- FOLLOW WP TO PREVIOUS CALL

= COMPLAINT ABDUT THE SERVICE RECIVED FRDM DEALERSHIP

- FEELS THAT FDRD SHOULD PROVIDE A LDANER VEHICLE IF THE PARTS ARE
ON BACK. ORDER

o

PER CLUSTOMER, DEALER SAYS:

= MO INFORMATION

[ ]

CUSTDMER SEEKS:

- COMPLAINT FORD MOTOR COMPANY SERVICE

L

CAC ADVISED:

= DDCUMEMT INFORMATIDON

1907/07/09

H#F#STHIS 15 THE CLOSING COMMENT

CUSTOMER S5 WEHICLE RECALL NEFDED PARYS THAT ARE ON D99 BACKORDER. CUSTOEMR Wi

5 LUPSET AT LENGTH OF TIME REQUIREC TO GET PART. VEHICLE 15 NOW REPATRED ANMD C
USTOMER HAPPY.

DWNER RELATIONS VOF/HENGHMARKING DO/11/38 FAXCARTE




ga/11798 MASTER OWMER RELATIONS SvSTEM II 14.31.01
'Il'l:l::::::tjll-':;=====:llIII=====:==xllllﬂ;========:ll.Jl=1===========-lllll===
G708 GRF: hxid INFORMATION CTOMTACT VEH TYVPE: CAR
ORLANDO 34 ZN/TR: EZ2 CONTACT NBR: 108968137 OFERED: 062071937
YIN: 1Z¥PT20CELS EMNGINE: C CLOSED: O6f30/1997
—oxdEEEEEF=S EEFF - assAENRENEROCSCS=S=S=S=ssoxSSEEEEEERE==S=S=S=S
LAST MNAME: 5TATUS: CLOSED
TITLE: rrrsT vane: T

ADDREES:

CITY: APDPKA STATE: FL zie: |
HOME PHOME : pus. pwone:

MODEL YEAR: ab MODEL: PROEE

MILEAGE: E0000 WsD:

DEALER MNAME: GAYLDN BLACK FDRO I SALES CDOE: 124227 P B A: 04890
CAUSAL CODES: D406 1204 SYMFTODMS: 104100

ORIGIN: G0 TRANS. DST/RGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT : Q SURVEY: (Y DR M)
BUTLOD DATE: CALIERATIDN:

ES5F 1NFD: EXFIRES:

GPEN RECALL: OWNER WOTIFIED: MiCRO:

COMMENTS :

1997/06/20

wrs NAVIS: SUBSEQUENT #=s
CUSTDMER SAYS:

- THE CUSTOMER BROUGHT THE YEHICLE IN TO HAWE THE SEAT BELTS REPAIRED UNDER

THE RECALL

- THE VEHICLE WAS SITTING IN THE BACK OF THE REFAIR SHOP FOR FOUR HOLRS UNTIL

IT WAiS TAKEN A LOOK AT

L]
PER CUSTOMER, DEALER SAYS:

- THE¥ UID NDT HAVE THE FARTS FOR THE SEATBELTS, ¥YOU WILL
YEHIELE BACK 1HTO THE SHOP

CUSTOMER SEEKS:

MEED TD BRING THE

- 10 LET FORQ KWOW THAT HE WAS YERY UPSET WITH THE TREATHENT THAT HE WAS GIVEM

CAC ADVISED:

- WILL FORWARD THIS COMPLAINT TO THE FROFER DEFARTMENTS WITHIN FDRD

OWNER RELATIONS WOP/EEHNCAHMARKING O0U/11/8H FAXCARTG




agf11498 MASTER OWMER RFLATIOMS SYSTPiM I7T 14.31.02
ASEEEEEEEEE NI SN NN NN E NN NN NN ANNANELIENAJEERdkErS==T===============
TEST5R GRP: AR COMCERM COMTACT YEH TYPE: CAR

DETROLT 48 FN/TR: D1 CONTACT MAR: 108371823 OPENED: O8/20/1937

YIM: 1Z¥PT22L4L EMGIME: L CLOSED: OFF0QB/1997

LAST MAME: TAaTUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS :

v sTaTe: [
HOME PHONE : BUS. PHOME:

MODEL YEAR: 90 MNODEL: PROBE

MILEAGE : 96000 WEh:

DEALER MAME: METRO FORD OF LANS] SALES CORE: 148100 P& A: 24BN
CAUSAL CODES: 1204 SYMPATOMS : 104 100

ORIGIN: &0 TRANS. DST/RGM: 48 TRANS. DOATE:
SERV1CE/SALES: 1 CONTACT DATE: OEF24f1887
ACK . CODE: ASSIST CODE: W AWARD ANT: O SURVEY: ¥ {¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

UMEN RECALL: DWHER NOTIFIED: MICROD:

COMMENTS -

1957 /087 20

wvw VEHICLE TMWALVED [N RECALL AE%S4R wwe

wem MAVIS: SUBSECQUENT waw

CUSTOMER SAYR:

- HAS HaAD & RECALL ON THIS VEHICLE FOR ABOUT EIGHT MONTHS, RECEIVED THE
LETTER IN DCTOEER OR NOVEMEER OF 1896

- EANNDT GET TH1S5 REPAIRED

= PASSENGER SEAT BELT INM THE WEHICLE HAS NOT WORKED FOR S5IX MONTHS

L]

FER CUSTOMER. DEALER SAYS!:
- DOES NOT HAVE THE PARTS
"

CLISTOMER SEEKS:

= TO HAVE RECALL PERFORMED

-
CAC ADVISED:
- 0BG T KEM BISHOP, PARTE MAWAGEA--HE 1% UNDERSTAFFED TDODAY AND CAMMNOT

CHECK ON THAT RIGHT NOW, BLT WILL COMTACT THE CUSTOMER BACK TaDAY TO LETY
HIM ENOW OF THE ATATUS OF THE PaRTS

OWNEA RELATIONS VOP/HEWCHMARKING O8/11/88 FARKCARTG




09,/ 11/98

MASTER DWHER RELATIDNS SYSTEM Il 14.21.02
ErrxeasmmmshAFEEEEE=====——AENEEEERIFC=S=c-c-c-c-c-xuBREEEEEES S S SSSSESSSSo=EREREERRSEE==SS
2130EH GRP- 11 COMGCERN CONTACT YEH T¥PE: CAR
LDS ANGELES 71 ZN/TR: _Ci CONTACT WER: 10QRST2338  OFENED: 062071997
VIN: 1ZVPTZ2ILTLY ENGINE : L CLDSED: o7/02/1897

OhiliAEEEREEEEFES

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

ADDRESS:
e1TY: VISTA STATE: Ch ZIP: _
HOME PHONE: BuS. PHOWE:
MODEL YEAR: 90 MONEL : FROBE
MILEAGE : 110000 WsD:
DEALER NAME: [DIXON FORD SALES CDOE: 171102 P& A: D5512
CAUSAL CODES: 1200 D2AO1 SYMP TOMS : 104100
ORIGIN: ao TRANS. DAT/RGN: 71 TRAMS. DATE:
SERVIGE/SALES: 1 CONTACT DATE: O&/2%71887
ACK. COCE: ASSIST CODE: R AMARD AMT: O SURVEY: ¥ (Y DR N}
BUILD DATE: CALIARATTION:
ESP INFO: EXPIRES:
OPEM RECALL: OwhER NOTIFIED: MICRO:
COMMENTS :

199706 /20

wew THI15 CONMTACT IS OPERED DUE TO OPEN RECALL 96548 AR 96528 »v-+

*ed MAVIS: ORIGINAL ==

CUSTDHER SAYS:

=5/17, SEAT BELT STUCK 1M WIDDLE DF TRACK

-CUSTOMER FEELS UNSAFE DRIVIMG YEHICGLE WITH BROKEM SEAT BELT

=CUSTOMER RECEIVED RECALL LETTER S MONTHS AGQ

-

FER CUSTOMER, DEALER 5AYS:

-WALTER HAYES, SERVICE MANAGER GAVE CUSTOMER 1800¥

=PARTS FOR THIS RECALL REPAIR WILL ARRIVE AT DEALER FOR ANDTHER 1 WEEKS
-THERE I% NOTHING WE CAM 0D TO EXFEDITE PARTS

-CUSTOMER CAM EITHER LEAVE VEHICLE AT DEALER DR TAKE WEHICLE AMC RETURN IN 2

WEEKS FOR REPAILR
L3

CUSTOMER SEEMS:
-COMPLAINT AGAINST DEALER DOCUMENTED

cAC ADVISED:

- INFORMATION HAS BEEM DOCUMENTED AWD FORWARDED TO THE DEALER

<REQUEST MA. WALT HA¥S(CUST REL MNGR/ SNC MMGR) TO CONTACT THE CUSTDMER
WITHIN 2 BUSINESS DAYS

sasullISTOMER UNAWARE OF WHICH SEAT BELT RECALL HE TOOK TQ DEALER({D&548 OR
OESOh )errivid e

-AEGARDING FART DELAY, !NFORMED CUSTONER FORD MAY EAFERIEMCE A BACK DROER
SITUATION
-1NFORMED CLUSTOMER PARTS MAWAGER CAN PROVIDE MOST CURRENT UPRATES ON PART

DELAYS
-ADY1SED CUSTOMER COMPLAINT HAS HEEN DOCUMENTED
-PROVIDED CAC ADDRESS AT LUSTOMERS REQUESRT

OWNER RELATIDNS VOP/BENCHMARKING 09/11/98 FAXCARTG




oafi1/98 MASTER DQWMWER RELATIONS S¥STEM 11 14,21.02
ST ECSFFRFFFRAAE S - FNENEEEEN e L L E R - N N ] EEES AR AR R RN I N
31 30EH GRP: 11 CONCERN CONTACT

VEH TYPE: CAR
LOS AWGELES 11 IN/TR: C2 CONTACT NBR: 10B5T7233R OPENED: DES20/1997

WIN: 12UPT22LTL- ENGINE: L CLASED: O7702/1997
e L T LERIRRR T FE E S FR R T L | =-_--.--.-:::‘I'....-t:::‘.....--:::::.----:::
1937 /06/25

¥H#THIS IS THE CLOSING COMMENT

SERVICE MANAGER, WALT HAYS, CALLED CUSTOM

ER AND LEFT MESSAGE DN ANSWERING MACH
INE DN D6/20/97, 06/13/97 AND AGAIN ON OB/25/97. CUSTOMER HAS NOT RESPDNDED TD
MESSAGES.

OWNER RELATIONS VOP/BRENCHMARKING 08711798 FAKCARTE




o9/ 11798 MASTER OWNER RELATIONY S+STEM LI 14 21._8013
::::::::::--.-ll-n;========:lll.llIlF===========:=llllld:ﬂr—::==============till
OG 18l GRPF: RXG4 COMCERN CONTACT VER TYPE: CAR
DETROIT 4B ZNSTR: A2 CONTACT MNER: 108%TE878 UPENED: 0672471297
¥IN: 1ZWPT21U4AL ENGINE: U CLOSER: OT/O1/1887
:::::::::tlll----IF======----Ill-l---lI===I=======::--illlllIIII'-I===I===========
LAST MNAME: ATATUS: CLDSED
ADDRESS:

CITY: STATE: M1 zie: [N
rane prove: AR BUS. PHONE: [

MODEL YEAR: 90 MODEL: PRDBE

MILEAGE : i WiD:

DEALER MAME: FRUSS MILNE FDRD INC SALES CONE: 148040 PR A: D2a80
CAUSAL CODES: 10412 3108 1303 SYNPTOMS: 104 100

ORIGIN: GD TRAMS. DST/RGN: 48 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OB/25/1997
ACK. CODE- AS5LST CODE: W AWARD AWT: O SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIERATION:

ESP 1NFO: EXFIRES:

DOPEN RECALL: OWMER NOTIFIED: MI1CRO:

COMMENTS -

1887 /DE/ 24

sss THIS CONTACT 15 OPENED OUE TO DPEN RECALL 94548 & 94599 +r»
was NAVIS: SUBSEQUENT wee

CLSTOMER SAVE:

= JUST AECEIVED REMINGER LETTER FOR RECALLS BES54B AMD DESE90

- BROUGHT THE VEHICLE INTD THE DEALERSHIP O2-11-97 FOR THE RECALL TO BE
PERFDRMED AND WAS TOLG THAY THE PARTS WERE NOT AVAILAKLE

- BDTH OF THE SEAT AFLTS ARE NOT WORKING

- WANTS TD HAVE THE SEAT BELTS RECALLS PERFORMED

-

PER CUSTOMER, DEALER SAYS:

FER TWICE 1W THE LAST TWO WEEKS

- THE PASSEMGER SIDE PART IS5 AVAIALBLE BUT NOT THE DRLVERS

, .
CUSTDMER SEERS:
- WANTS TO HAVE THE SEAT BELTS FERFORMED

L]

CAC ADVISED:

~INFORMAT ION HAS BEEEN OOCLMEMTED AMD FORMARDED TO THE DEALER

~REQUEST MR.PAUL HURKHARODT {PARTS MMGR) TO COMTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

RE: PARTS DELAY

- INFODRMED CUSTOMER FDRD MA¥ EXPERIEMCE A BACK - OROER 5SITUATION

- INFDRMED CUSTOMER PalUl BURKHARDT PARTS MAMACER CAM PROVIDE MDST CURREMT
UPDATES OM PART DBELAYS

NON-¥LG OUTBOUND CALL MADE TO PAIIL BURKHAROT FOR FURTHER [NFDEMATTDN AMD
UPDATE

= THE RECALL PARTS CAME 1N YEGTERDAY

= SOMEONE WILL BE CONTACTING THE CUSTOMERE TDDAY

OWHER RELATIONS vOP/HEWCHMARKING D9F11/88 FAXCARTG




ogfyv1/9a MASTER OWNWER RELATIOMS SYSTEW LI 14,21.02
..::===;=_—.k--l..':.—.z:=====:---.-----‘;.----zl::::::a.:'l.------.HFF----III-'I'======
ATE7TNH GRP; XKDS CONCERN COMTACT YEHd TYPE: CAR

SEATTLE 74 ZHSTR: B3 CONTACT WBR: 1DBSE230D OPFENED: OG/247 1897

VIN: 1zverz21uzuS EMGINE : U CLOSED: 07/02/1997
EEE R R EFE BB BN EEEOE- s msEassmeEmmu iliiEEEEEEERTr=T==========a3¥%
LAST MAME : STATUS: CLDSED
TITLE: FIRST N.I.HE:- MI:

ADDRESS :

CITY: STATE: tp: _
HOME PHOME : BUS. PHONE: F

MODEL YEAR: (T3] WODEL :

MILEAGE: 1 WSl :

DEALER NAME: BOOME FOAQ SALES IM SALES CODE:  17451T P& A: OBE27
CAUSAL CODES; 1204 SYMPTOMS: 104 100

ORIGIN: GO TRANS. DET/RGM: 74 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: OBf25/71997
ACK,. CODE: ASSIST CODE: O AWARD ANT: O SURVEY: ¥ (Y DR N)
PUILD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OFEN RECALL: OWNER NOTIFIED: MICRAO:

COMMENTS :

1997 /06 £ 24

wws THi% COMTACT IS QOPENED DUE TO OPEN RECALL BG54B »=«-

wwx MAVWIS: SUBSEQUENT +&x

CUSTOMER SAYS:

- WE ORBERED THE PART FOR THE SEAT BELTS IN DECEMEER

- THE DRIVERSG SIDE SEAT BELT IS TOTALLY INQPEAAELE

- WE HAVE NOT REEEIVED THE PART

L

RER CUSTOMER, DEALER 5SAYS:

-~ THIS 15 FORD'S FALLT, NOT OURS

.

CUSTOMER SEEKS:

= TO OBTAIN THIS FART

L]

CAC AODVISED:

- TNFORMATIOW HAS BEEW DOCLMENTED AND FORWARDED TO THE DEALER

- RERQUEST MA.MYROM ROBERTS (CLST REL MMGR] TO CONTACT THE LUSTOMER WITHIN 2

EUSTHWESS DAYS

- PEA DEALERSHIP, OROEREC SEAT BELT IN FEBRUARY, IT IS STILL OM BRACHORDER

- DSR CALLED RENKIM AT 1-B00-325-5621_ YHESE PARTS ARE CURRENTLY AVAILAALE,
GEALER CAN ORDER AND OBTAIN WITHIN 3-5 BUSINESS DAYS, OFALERSHIP £AN PRDYIDE
CUSTOMER WITH A LOAMER VEHICLE AMD WILL BE REIMBURSED EY FORO FOR %25 & DAy

FOR 5 BUSINESS DAYS

1997 /08 £ 25

AXWTHIS [5 THE CLOSING COMMENT

AFTER NUMERDUS ATTEMPTS TQ COWTACT MR VOGEL THE SERVICE DIRECTOR HAS LEFT A ME
55GE AGAIN FOR MR YOGEL. THE DEALERSHIF WILL TAKE THE RECOMMEMDATIONS OF THE C
AC IN TH!S MATTER. THE CUSTOMER HAS HEEN DFFERED A RENTAL WEHICLE WHILE THEIR
VEHICLE 15 ODWN FOR FARTS HOLD. THE £AL HAS AUTHORIZED S DAYS RAEMTAL TO LESSEN
THE CUSTOMER'S [MCOWVENIMCE IN TH1S MATTER. DEALERSHIP COWTACT I[5 JOHN KILLEE

M SERVICE DIRECTOR.

OWMER RELATIDONS VOP/BENCHMARKING 09/11/98 FAXCARTG




o5/ 11/98 MASTER DWNER RELATIONT SYSTEM 11 14.21.02
lF--==----iillI-======Ill.l.-¢=l==:=|:l:.I-l--ﬂ=======:-lll'!:l========llllll=!.=======
06 18KL GRP: XXD4 CONCERNW COMTACT VEH TYPE: AR
PHILADELEHIA 18  ZNW/TR: CONTACT NBR: 10BSE9054  OPENEDR: O6/25/1997
VIN: 1ZUPT21U4L* ENGINE - L CLOSED: 11/18/1967
x====mxdEmen T ILELELELELI o o EE AN F o= aamEMERFRES S S-S xx s EEEETOCZZS=Z=Z==x
LAST MAME: STATUS: CLOSED
TITLE: FiesT neve: [

ADDRESS:

CITY: ABSECON STATE: Ny ZIP. _
HOME PHONE: [ gus. pHowE:

WDBEL YEAR: a0 WMODEL: PROBRE

MILEAGE: 107000 W5l

DEALER MAME: CHAPMAN FORO, INC. SALES CORE: 1163231 FE A: D1349
CALSAL CODES: 1304 3183 1012 SYMPTOMS: 104 100

ORIGIN: G0 TRAMS. DST/RGM: L] TRAME. DATE:
SERAVICE/SALES: 1 cONTACT DATE: O7/29/1007
ACK. CODE: ASS5IST CODE: D AWARD AMT: O SURVEY: ¥ [Y DR N]
BUILD DATE: CALTIBRATION:

ESP [NFOD: EXPIRES:

OFEM RECALL: OWNER NOTIFLED: MICRO:

COMMENTS :

199706/ 2%

www NAYIS: ORIGINAL vr=

CUSTOMER SAYS:

- JUST GOT & RECALL REMINDER FOR THE SEAT BELTS

- ORIGINALLY THE PAATS WERE ORDERED 11-96

- THE FRONT DRIVER’S SIDE AMND PASSEMGER SIDE POWER SEAT BELTE ARE NOT WORKING

L
FER CUSTOMER, DEALER 5A¥S:

- WE WILL GET BACK Td THE CUSTDMER
.

CUSTOMER SEEKS:
=WANTS TO KNDW WHEW HIS SEAT HELTS WILL BE AWAIABLE

L

CAC ADV]SED:

RE: PARTYS DELAY

- INFORMED CUSTODMER FORD MAY EXPERIENCE A BACK-URDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WOST CLURRENT UPDATES DN PART
DELAYS

NON-VLE OUTBOUND CALL MADE TO SVC MANAGER, JIM BAILEY
- PER JIM, THE PARTS HAVE BEEW ON NATIDNAL BACKORDER
- JIM STATED THAT HE WlLL GET IN CONTACT WITH THE CUSTOMER FOR & FARTS STATUS

DWNER RELATIDN: VOP/BENCHMARKING O3f411/88 FaXCARTG




09/11/28 MASTER UWMER RELATIONS SYSTEM 11 14.21.02
ARSI E S S SSSS TS S S S AEE I I NI EEEEEEEEx e Rk === EEFEEIEANENE-c-c--i-o--=—=—mmmrmyg
Q8 1BKL arP: Kx0d CONCERN CONTACT YEH TYPE: CAR
FHILADELPHIA 1B INSTR: Ei CONTACT NBR. 10BSEB084 OPENED: 0B/35/1887
YIN: 1zve T21usL S ENGINE: U CLOSED: 11/1B/1897
B e R b R R R L s ] L L L L LI R - R I T 11031l T T T
1997/07/29

vx0 MAVIS: DRIGINAL #w»

CLUSTOMER SAYS:

- CUST CALLING BACK RE: (8/25/97 COMMENTS)

- JURY B0OT A RECALL REMINDER FOR TYHE SEAT BELTS
- DRIGIMALLY THE PARTS WERE CQROERED 11-9B

= THE FRONT DRIVER'S SIDE AMD PASSENGER SIDE POWER SEAT EBELTS ARE WOT
WORKIMG
.

PER CUSTOMER. DEALER SAYS:
- PARTE ARE STILL DM WATIONAL BAZHK ORDER

[
CLUSTOMER SEERS:

- WANTS TO WORK WITH AWGTHER DEALER BECAUSE OF THE BACK ORDER DELAY
*

CAC ADVISED:

= WILL DDCUMENT AND FORWARD TO SOUTH SHORE FORD
1997/08722

HAVE BEENW WAITIMNG FOR RECALL PARTS FOR 3 MONTAS

o IM==HAVE ¥OU FORWARDED PART MUMHERS TD HOLT FOR RESOLUTION? WE MEED TO &ET
THIS SITUATION HANOLED. THAMNKS.

1957/ 11704
JIM--1 DD WOT SHOW THESE PARTS DN BACKORDER ANY MORE. [IF THI& VEHICLE IS

REPAIRED, PLEASE LPDATE ANMD CLOSE THIS CONTACT. WE NEED TO MOVE THIS OME DFF
OUR RUM. THAMKS. RCM

1997511711
DUE TO THE CONMTINMUEDR LUMAVAILABILITY OF PARTS, I AM CLOSING THIS CONTACT.

THE CUSTOMER*5 VEHICLE WILL EE REPAIRED WHEN THE FARTS BECOME AWAILABLE
1H DECEMBER, 1237%.

#4¥THIS 15 THE CLOSING COMMNENT
SEE PRIOR SCREEN FOR CLOSIKG COMMEWTS.

OUWMER RELATIONS VOP/BEMCHMARKING 09711798 FAXCARTG




037511758 MASTER DWMER RELATIONS SvETEM 11 14.21.02
-iu----:::::=====--Ill.'.n::::::::::::-:----..l;:::;::::::::::::::tllllllﬂ#=====
9130EH GRF: 11 COWGERN CONTACT VEH TYPE: CaR

SDR INFTR: NZ CONTACT MER: 10AS94792  DFEMED: O6726/1997
VIN: 12VvPT2OCAL EMGLIME: £ CLOSED: O7f10/1497
mzm===xxdEIIIIEEEEECX xiSNEEEEEEER E=======s=== AENEEEEEREEEEEEBRVFPEFEFE=-—C-S=-=-S=S====3x0
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAMKE: _ MI.

ADDRESS:

CITY: KAHOKA ETATE: _IP: _
rome pHoNE: NS ~ PUS. PHONE:

MODEL YEAR: 90 MOGEL @ PROBE

MILEAGE: SA000 WsD:

DEALER MAME: KAHOKA MOTOR GO INC SALES CODE: 193374 P& A QOE11Z
CAUSAL CODES: 1012 10RA SYMPTOMS: 104100

ORIGIN: [£1] TRAMS. DST/RGM: &3 TRANG. DATE:
SERVICESSALES: 1 CONTACT DATE: OF/03/1997
ACK. CODRE: AS5I5T CODE: F AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUTLD OATE: CALTIBRATIDN:

ESP INFOD: EXPIRES:

DPEN RECALL: OWMER NOTIFIED: MICRO:

CUMMENTS :

1997 /04 /28

aww THIS CONTACT IS OPEWED DUE TO OPEN RECALL B854B-96599 s+
=ex PARTS DELAY BVER 30 DAYS +=»

**x MNAVIS: PROGRAM =»»

CUSTDMER SAYS:

-DRIVERSIDE SEATEELT DOES NOT MOVE AT ALL

~PASSENGER SEATEELT GETS STUCK

~CLUSTOMER HAS BEEW WAITING FOR PART FDR 9 MOMTHS

"

PER CUSTOMER, DEALER S5AYS.

-FORD HAS MNOT SENT FARTS

-WE HAVE BEEN QRDERIME FARTS SINCE DECEMEER 1996
-FORD HAS NOT RESPFONDING

L]

CUSTAOMER SEEKS:

=PART FOR RECALL

-

CAC ADVISED:

-INFORMATION HAS BEEW DOCUMENTER AND FORWARDED TO THE DEALLERSHIP WITH A COPY
T0 THE REGIDMAL OFFICE.

=REQUEST MR_MIKE GUTTINGI(CUST. REL MNGRS SYC MWGR) CONTACT THE CUSTOMER
WITHIN 2 HUSIMESS DAVS

1997/08/30

see CSM MAGGIE GERULSKI #wve

DISCUSSED SITUATIONW WITH RICKE

HE IS TRYING TO OO HLS EEST TQ EXPEDITE THE PaRTS FOR HIS CUSTOMER

CEM GAVE RICK SPECTAL BOOD # TO CALL FOR ASSTISTAKNCE WITH GETTING THESE PARTS
RICK TO RECOMTACT GSM IF FURTHER ASSISTAMCE IS5 NECESGARY

HANK YOU RI1CK

L B R R R

DWMNER RELATIONS YOP/RENCHMARKING 09/11/98 FARCARTH




08/ 1./98 MASTER OWMER RELATIONS SYSTEM 11 14.21.032
==lIllll=l-!=====I-IIIllll======lll--i==:====l.ltll::=:::lu..-.;:::----..-:.:::;
S130EH GRP: 11 CONCERN CONTACT VEH TYPE: CaRm

S0OR 10 IM/TR: N3 CONTACT WER: 108594793 OPENED: 0O5/28/71949T
VIN: 1ZVPT2004L EMGINE: C CLOSED: GOF/ 1071997
=’===ﬂ==lll-hl.::#:::..'. _:l_==-l.III:::l:::::.ll-ﬂl===---lhi------=-.----====
1997/07/03

¥YETHIS [ THE CLAOSING COMMENT

*+vCEM MAGATE GERULSKI +4=

- SPOME WITH RICK

= HE HAS CONFIRMED THAT THERE IS AN ORDER IN THE SYSTEM FOR THE CUSTOMER*S
PARTS

= AS SDON AS THEY COME IW, HE WILL CALL THE CUSTOMER

THAKNK YOU RICK
.

OWNER RELATIONS VOP/BEWCHMARKING O89/711/98 FAXCARTA




oca/f11/9m MASTER OWNER RELATIDMWE SYSTEM L1 14,.21.02
N I S S S S S S TEENF T x-S - ENSARENC--C==———aEEERC=-==-= = S ETrEECEmTCSCSSS S EAmMEC
120400 GRF: xXx11 INFORMATION COMTACT VEH TYPE: CAR

KANSAS CITY b3 2N/TR: C2 CONTACT WNBR: 10BS993304 OFENED: D427/ 1907
YIN: 1IWPT22L5LE ENGIME: L CLOSED: O8/27/1587
IS WA N EEEE R ERRS=S FFEE SEEEErIFIEEERARCCS=SARE

LAST MNAME: STATUS: CLOSED

TITLE: FIRST MAME: _ ML

ADDRESS

CITY: rrre— STATE; 1p: -
HOME PHONE : BUS. PHONE: F

MODEL YEAR: 90 MDDEL :

MILEAGE : 1 wah:

DEALER NAME: RUSTY ECKFORD INE  SALES CODE: 153201 P& A: O5a19
CAUSAL CODES: 1017 SYMPTOMS ; 104 100

ORIGIN: Go TRAMS. D5ST/RGN: TRANS. DATE:
SEAVICE/SaLES: 1 CONTACT DATE:

ACK. CDOE: ASSIST COOE: AWARD AMT: O SURVEY: (Y DR N}
BUILD DATE: CAL IBRATION:

ESP 1NFO: EXPI1RES:

CPEN RECALL: DWNER NOTIFIED: MICRO:
COMMENTS ;

1937/06/27

wet VEHICLE INVOLVED !N RECALL 55549 vea

CUSTOMER SAYS:

- HAS RECEIVED 2 RECALL LETTEAS FRAM FORD

- EACH TIME SHE TRIED TO MAKE AN APPOTNTMENT THE DEALERSHIP HAS NOT HaD THE
PART

- CUSTOMER'S TRANSMISSION HAS PARTS THAT DOM'T MATCH UP WETH SPECIFICATION
CHART PROVIDED BY FORD

L
PER CUSTOMER. DEALER SAYS:
RUSTY ECK
= WE DO NOT HAVE THE PARTS TO REPAIR wEHICLE

-
CUSTOMER SEEKS:
- REPAIR OF YEHICLE UNDER THE RECALL

L]
CAC ADVIGED:
- INFORMED CUSTCOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

- INFORMED CUSTOMER PARTS MANAGER CAM PROWIDE MOST CURRENT UPDATES DN PART
DELAYS

QUNER RELATIONS VOR/EENCHMARKING 00/ 11/ FAXCAZTC




sl FARNL .1 MASTER OWMER RELATIOMS S5YSTEM II 14.21.02
ExEAmMEEEEEERIFS=SESScaccomrElanARRcEEIIEEANENEVEINSSEANIEETENEFANSANSFASSANSSg
Ti112KM GRE: XX07 CONCERN CONTACT VEH TYPE: CAR

KAMSAS CITY a3 ZWNSTR:

CONTACT MNBR: 108B0S5644 OPEMED: Q&/30/1997

VIN: 12¥PT22L5LE EMGIMNE: L CLOSEID: DES15/1597
==—krcr=fZAASEEEANEEEERSENEFS E==x==l M-S I I CEEESc- I EcENSxEECEEEEEREEREEEN
LAST MAME: STATLS: CLOSED
TITLE:

FIRST NAME: - MI:

ADDRESS :

CITY: STATE: K ZIP: _
vwoue rooke : [ BUS . PHONE : _

MODEL YEAR: 90 MODEL :

MILEAQGE: { 10000 wsD:

DEALER NAME: RUSTY ECKFDRD INC  SALES CODE: 153201 P& K 05319
CAUGAL CODES: 2801 1204 SYMPTOMS : 104100

ORIGIN: a0 TRANS. DST/RGM: 53 TRANS. DATE:
SEAVICESSALES: 4 CONTACT DATE: 0772571887
ACK. COOE: ASSIST CODE: W AWARD AMT: 0 SURMEY: ¥ {¥ OR N
BUILD DATE: CALFARATION:

ESP LNFO: EXPIRES:

OPEN RECALL: OwMER WOTIFIED: MICRO:

COMMENTS ;

1987 /08730

w4+ WEHICLE INVOLVED IN RECALL 98548 w4

ame HAYIS: PROGRAM w#ew

CUSTOMER SAYS:

RECLEVED 2 NDTICES ABOUT SEAT BELT BRECALL

MEEDS SAFTEY BELT FIXED RIGHT AddY

WILL TURN OVER TO LAWYER

FORD DOES WOT CARE ABOUT THE SAFTY OF THE PUBLIC

*

PER CUSTOMER, DEALER SAYTS:

- HAD PARTS OW URDER SINCE LAST QCTOBER

- SERVICE DEPARTMENT TALD CUSTOMER TO CALL SO0~

- DEALER SAID WILL WOT PaAY FOR PARTS FIXED BY AM INDEPEWDENT SHOP

CUSTOMER SEEKS:

-~ IF CUSRTOMER TAKESZ WEHICAL TQ JMDEFENMDENWT SHOFP TO GET FIXED, WILL RECALL CDST
BE COVERED

= WRITTEW RESPONSE A5 TD WHY PARTS ARE ON EACK DRDER AMD WHY SHE CaN MOT GO TO
AN INDEPENOENT SHOP TD HAVE VEHICAL FIXED

v+ +RECALL 98548 +svese

CAC ADVIAED:

- INFORMED CUSTOMER FORD MAY EXPERIENGCE A BACK - ORIER S1TUATION

= INFORMED CUSTOMER PARTS WANAGER CAN PROYIDE MOST CURREMT UPDATES OM FART
DELAYS

= THE DEALERSHIF WOULD HAVE TO APPROVE ANY REFAIRS TO VEHICALS UNDER THE

OWMER RELATIONS WOR/BENCHMARKING ©08/11/08 FAXCARTG




09/11,/98 MASTER OWHER RELAT]ONS Sv5STIM 11 14.21.02
F¥F oSS S S AR rF- -~ EFNEEs S F - AAFF R FS AR A EFERasd Ril - A NE R BRA NS - - . a=S=S=S=S=S==HEESE=--RJdEEEENEZT
T112KM GRP: kx0T CONCERN CONWIACT VEH T¥FE: CaR
KANSAS CITY 53 ZN/TR: £2 CONTACT MER: 108605644 OFEMED: 063071997
VIN: 12¥PT2ILSLS EWGINE: L ELDSED: DAJ 15719497
Eenha RNl - oo TrEC- =SS S TS S S S SETx Tr CEENTEEEN AN R R RN oo ES=S=S=S==SSEs=SAE===@N

1987 /07714

]

CUSTOMER SEEKS:

- RECALL REPAIR PERFDRMED AT AN INDEPENDENT FACILITY

- RECALL PERFORMED

L ]

CAC ADVISED:

RE: PARTS FOR OB548

- CSA MADE &N DBC T0 THE DEALERSHIP &MD SPOKE TO MR. PETE MULIK (SERVICE
MANAGER )

- MR. PETE NULIK STATED THAT THE PART 15 IN

- CUSTOMER HEEDS TD SCHEDULE AM APPDINTMEWT T0 BET THIS RECALL PERFORMED AS
500N AS RDSSIBLE

- THE SERVICE MAMAGER HAS RESERVED TH1S PART FOR THE CLUSTOMER IN HER NAME
RE: INDEPENWDENT FACILITY

- RECALLS MUST BE PERFORMED AT AN AUTHORIZED FORD OR LINCOLN-MERCURY DEALER.
- FORD WYLL NOT REIMBURSE FOR RECALLS PERFORMED BY INGEPENDENT FACILITY.
19287 /0B/08

MADE APPOINTMENT FOR -un FRIDAY July 2sTH. [ -1 ec To cec
P HIS APPOINTHMENT.

#¥FTHIS I5 THE CLOSING CDMM

AN APPOINTMENT WAS MADE FOR ON FRIDAY JULY 25TH. HE FAILEQ TO KEEP
WIS APPOINTMENT

OWMNER RELATIONS VOF/BEMCHMARKING O3711/88 FAACARTA




og9/11/98 MASTER OWNER RELATIONS SvsTEM 1) 14,21.02
--rxlll-------======|:==lIIIIII:=I===-Sl==ll=======I:Flll:=====llllll.======...l.l
B253HM GRF: AX10 [NFORMATION COMTACT YEH TYFE: CAR
PHILADELPHLA 16 ZMATR:  F1 CONTACT MER; 10HG6L2047 OPENED: OE/30/ 1897
VIN: 1IVPT2OCSLS EMNGINE: C CLOSED: O&5/20/12487
---:-----:--lIIl------=======lllll======-I-Illl======llIllI:::InF:.IIt#l:-:.:l;:

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

ADDRESS :

CITy: STATE : Pa P

HOME PHOME : BUS. PHOME:

MDDEL YEAR: 90 MODE L : PROBE

MILEAGE: S0000 WD :

DEALER MAME: GARNET FORD IMC SALES CODE: 116027 P& a: 01373
CAUSAL CODES: 12 1203 SYMPTONS 104100

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

ACK. CODE: ARSIST CODE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIERATION:

ESF INFQ: EXPIRE%:

DPEN RECALL: OWNER MOTIFIED: MICRO:
COMMENTS :

1937706/ 30

*r+ VMEHICLE INVOLWED IN RECALL 95590 ++

*¢3 VEHICLE INVDLVED IN RECALL SG54E «++

wiw MAVIS: ORIGIMNAL wwvw

CUSTOMER S5AVS:

- HIS SEAT BELTS ARE WORKIMG PROPERLY BLT WANTS TO GET HIS RECALL
PERFORMED

.

PER CUSTOMER, DEALER SAYS:

- B/24/9T TRA IN THE SERVICE DEPARTMENT SALD THAT THE PARTS ARE STILL NOT 1IN
BUT THEY HAVE ORDEREQ THEM

= SAID THAT THE¥ ARE DM BACKORDER AND FORD I5 AWARE OF THE CONCERN AND S1NGE
HIS SEAT BELT IS WORMING PROPERLY THEY WILL PERFORM THE RECALL AS SOON AS
THE PARTS ARE IN AND WILL CONTACT HIM WHEN THEY ARE W

L 3
CUSTOMER SEEKS:

- WHEN THE PART WILL BE IN
.

CAC ADVISED :

- INFORMED CUSTOMER FORD MAY EXPERIENCE A HACK - ORDER SETUATION

- INFORMED CUSTDMER FARTS MANAGER CAN PROVINE MOST CURRENT UFDATES ON  PART
DELAYS

195707 /08

CUSTOMER STATES THAT SEAT BELT IS NOT WORKING ALL THE TI#E. DEALER DUES NOT
SEAM TO KWOW WHEN THE PARTS WILL ARIVE.

OWNER RELATIONS VOP/BENCHMARKING 00/11/88 FAXDARTG




09/11/88 MASTER OWMER RELATIONS SYSTEM II 14.21.02
===:illllllln;======Iil---llIIF==========ﬂIIIII-lIIE ET—Od===========2xrc-#ZEEEEEEEZ
A0ASKT GRP: D2 COMCERN £ONTACT VEH TYFE: CAR

LD5S ANGELES 71 ZN/TR: CONTACT WBR: 1092433Ca OPEMEDR: 1270971997
WIN: 12¥PT20CGNG ENGIME: € CLOSED: 12/14/1887
Fecc=xassmmEAAEEEANTOC S S CXEERER EEEFIEgO=-=—=====-=—=—=—smxsslEENAEEEEEWFF=S-C-S=-S====Ixx=X
LAGT NaME: STATUS: CLOSED
TITLE: [RST MAME: - Mi:

ADDRESS :

CITY: REDLAMND S STATE: _lP: -
Home pronE: BUS. PHOME:

MODEL YEAR: da1 MODEL : PFROBE

MILEAGE: SHOOD WS

DEALER MAME: HEDLANDS FORD SALES CODE: 171183 P& A D15495
CALUSAL CODES: 2881 0218 1012 SYMPTONS : AOIDOOD 104100

ORIGIN: G0 TRANS. DST/RGN: 71 THANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/10f1997
ACK. CODE: ASSIST CODE: W ANWARD AMT: 0 SURVEY: ¥ (Y 4R N)
BUILD DATE: CALIBRATION:

ESP INFO: EXFPIRES:

OFEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS @

1997 /13709

+%x YEHICLE [NVOLYED TW RECALL A75HH +++

vie WNAVIG: DRIGIMAL #%+

CUSTOMER SAYS:

= SEAT BELT MNEEDS & MOTOR

= I MM WaITING FOR THE PART

= THE ZSUSTOMER RELATIONS GUY SAID THAT HE WILL NOT GET THE PART UNTI1L MARCH
13

- IT % ILLEGAL TD DRIVE WITHOUT A SEAT BELY

~ THEY HAVEM'T FIAED ANYTHING

- THE RECALL IS DNE YEAR OLO

THE DRIVERS SIDE, THE MOTOR DOESN’T WNRK IM THE CAR

"

PER CUSTOMER, DEALER SAYS:

- CAN'T GET THE PART UNTIL MARCH 15
-

CUSTOMER SEEKS:

- A RENTAL VEHICLE

.

CAC ADVISEDR:

- WADE OBRC TO DEALER, PROVIDED HUMEER TO REMWKIN, REGARDING RENTAL YEHICLE

- DEALERSHIP WILL CONTACT THE CUSTOMER REGARRIMG THES CONCERNM

1997512711

#AXTHIS [5 THE CLOSIND COMMENT

CONTACTED AQO RECALL HOTLINE ANWD RECIEVED AUTH TO SUPPLY CUSTOMER WITH RENTAL
YEHICLE & $25 PER DAY UNTIL MARCH OF 1398

OWHMER RELATIOWS VOP/EENCHMARKEING 030/11/98 FAXCARTG




ga/11/98 MASTER OWMER RELATIDMS SYSTEM IT 14.721.02
oA SEREEFYCc-—————asIEEEEEEIFR=S-S===S=SIxIH AASEEEEEEFOE - - - - xamdAEEEEEEEEETFE
TOATHI ArRP: XAD3 COMCERN CONTACT YEH TYPE: CAR

OALLAS 52 ZN/TR CONTACT MER: 10ORB16E9T DPENED: OB/20/4199T
VIN: 12yPT20C :ua_ ENGINE: C ELOSED: ©8/37/19a7

LAST NAME:

mEms=-—=—rxmmadIIEFEEEEFEEs_—r—————xraxdHAEIEEEEEEEEEFOESESSSS S S SIOOEE®R
TITLE:

STATUS: CLOSED
FIRST NAME: _ ME:

ADDRESS :

CITY: IRVING STATE : _P: ]

qome pHone : BUS. PHONE:

MODEL YEAR: 91 MWODEL: PROBE

MILEAGE: 130000 Wil:

DEALER MAME: WESTWAY FORD SALES CDDE: 152012 P B A: 026588
CAUSAL CORES: 1013 1ORA SYMPTOMS : 03200 104100

ORIGIM: GO TRANS. DST/ROM: 52 TRANS. DATE:

SERVICE /SALES: 1 CONTACT DATE: 08/20/1687
ACK_ CODE: ASS5IST CODE: R AWARD AMT; O SURVEY: ¥ [¥Y OR M)
BUILD DATE: CALIBRATIOMN:

ESP INFO: EXPIRES:

OPEN RECALL: . OWMER MITIFIED: MICRO:

COMMENTS :

1927 /08/40

THIS CONTACT QPENEDR OUE TO DNP 9SETD

wna THIS COMTACT IS5 BPENED DUE TN OPEWN RECALL 95548 B 96599 &==x

e MAVIS: FROGEAM w»was
CUSTOMER SAYES:

- I CAMT SEEM TO GET MY RECALLS ADDRESSED

FY

FER CUSTOMER, OEALER SAYS:

- KEW TUSH- LAST WEEK 5410 RARING THE CAR TN WEDMESDAY

- KEN TUSH=- WEDMESDAY HE SAID THAT HE DAESHT KWOW IF HE DROERER THE PARTS
NOR DOES HE KNOM WHEM THEY wWiLL BE I

L]

CUSTOMER SEEKS:

= WHAT 15 AGDING ON7?

-
GAC ADVISED:

- INFORMED CUSTDOMER FORD MAY EXPERIEWCE A EACK - OROER SITUATION

- INFORMED CUSTOMER PARTS MWANAGER MR, ALEX DRASIL CAM PROYIDE MOST CURRENT
UPDATES ON FART DELAYS
1997/00/20

FAFTHIS IS5 THE CLOSING COMMENT

HAVE MADE SEVERAL ATTEMPTS TO CONTACT KAREW WELCH TO ADVISE HER OF HER

CONCERM HER RECALL 96548 IS ORDERED AND WOT DUE IN FOR A FEW MORE WEEKS WILL
CONTINUE TGO TAY AMD COMTACT HER TD HEEP WER LP TO DATE OM ETA OF HER FaRTS

DWWER RELATIDNS VOP/RENCHWARKING O09/11/58 FAXCARTG




o8f11/98 MASTER DWHER RELATIONS SrSTEM I 14.21.02
L:=::==--Illl:n:::::::-il-lliz=======::ill.n======:===li|.il:===========:-llll:===
3444RH GRP: XK1S CONCERN CONTACT VEH TYPE: GaR
DETROIT 48 IN/TR: B1 CONTACT HER: 1080595230 OPENED: 02/05/1397
VIN: 12YPT20CTH ENGIMNE: ¢ CLD%ED: 03718/1987
EFEEEEEES—=—== === ======--IllIIl.ﬂ-======BI--III..'FE========t
LAST MNAME: STATUS: CLDSED
TLTLE: FIRsT naoi: [ v

ADDRESS: -
CITY: DAVISDN STATE: MI ZIF:

HOME PHOKE: I BUS. RHOME : DRSS

MODEL YEAR: ai MODEL : PROABE

MILEAGE: 102000 WSO :

GEALER MAME: MEL FARR FORD-GRAND SALES CODE: 148061 P& A: DO9ETI
CAUSAL CDDES: 1104 SYMPTOMS 201227 104100 404000

DRIAIN: G0 TRANS. DST/RGM: 48 TRANS. DATE:
SERVICESSALES: 1 COMTAET DATE: O271%/1997
ACK.. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR NI
BUILD DATE: ' CALIBRATION:

ESP INFO: EXPIRES:

OPEN REGALL: . OWHER NOTIFIED: MICRD:

COMMENTS :

1997/01 /08

sss THIS CONTACT [5 OFENED DUE TD OPEN RECALL 9E54E/96599 wes
ver VEHICLE [NVDLWVED IN DNP GEBTQ «ow

*ew HAVIS: SUBSEQUENT wwwe

CUSTAMER SAYS:

= CUSTOMERS SPOLSE CHANCE CALLED

- THE HEADLIGHT 5W1TCH HAS BEEM REPLACED 3 TIMES IN THE VEHICLE
= THE LAST REPLACEMENT WAS IN MARCHA OF ‘35

THE STRUT ALSO0 WEERS ThO BE REPLACED FOR THE 2ND TIME

[ 3

FER CUSTOMER, DEALER SAYS:

- LASKD FORD PROVIDED BOO NUMBER AT CUSTOMER REQUEST
F

CUSTOMER SEERS:

= WHY DOES THIS KEEP HAPPENING
]

CAC ARVISED:

- DEALER IS IN THE BEST PDSITION TO PROVIDE TECHMICAL AS515TANCE.

REGARDING REOUEST FOR FIMANCIAL ASSISTANCE

- FORD WiLL MOT PROVIDE FIWANCIAL ASSISTAMCE TOWARD THE CasY OF THE REPAIR
REGARDING RECALL 95548796599 AND ONP 9SETH:

- REQUEST SANDRA DELL {CUST REL M@R} TO CONTACT THE CUSTDMER WITHIN TuD
BUSTNESS DAYS REGARDING RECALL 95548 /DESS9 AND OWF 9SBYO

1957/02/12

¥¥ITHIS IS THE CLOSING COMMENT

DEALERSHIF HAS FARTS DRDERED FOR CUSTOMERS £AR LINDER RECALL 45 OF Q2/D4/97
CUSTONER WAS ADVISED 02710597 THAT PARTS ARE STILL NOT IN STOCK. DEALERSHIP
WILL CALL CUSTOMER A5 SO0N AS PARTS ARE AVAILABLE.

OWMER RELATIONS VOP/BENCHMARKING 00/11/88 FAXCARTG




Qs/11/98 MASTER DWMER RELATIONS SYSTEM [ 14,21.02
ExaEd a kbl d A EREEEEEEE AN S ERFS S FFI S TSI C oSS S S-S S-S CSCSo oo ECCSESEESSSTEEE=E=S=S=S=s=S=====
D 140KEB GRP; 12 COMCERN CONTACT VEH TYPE: CAR
ODENVER 55 ZNSTR: A2 COMTACT MER: 109430661 OFEMED: 0272071998
VIN: 12veT2 1wEnci ENGINE: U CLOSED: DAf0B5/1098
ARERARSENEEEEN = S XTI S-S SSSSSSSSSSSSSSSSSSSSSSSTESSSSSISS===ES
LAST NAME: STATUS: CLOSED
TITLE: FIRST NM-IE:_ MI:

ADDRESS : 278

clty: ETATE: Wi Z1P: _
HOME PHONE:  M& -Mk-i NA EBUS. PHOME: NA ~Nh-A NA

MODEL YEAR: a1 MDOEL - PROBE

MILEAQE - 1 wsi:

DEALER WAME: EOH TURNER'S FORD C SALES CODE: 156300 P& A: 20051
CalSAL CODES: 1204 SYMPTDMS: 104100

ORIGIN: &0 TRANS. DST/RGM: 56 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O2/26/ 1998
ACK. CORE: ASSIST CODE: W AMARD AMT: £ SURVEY: ¥ LY OR NI
BUILD DATE: CALIBRATION:

ESF INFO: EXPIREE:

OPEM RECALL: OWMER NOTIFIED: MLCRO: SRAOIE1
COMMENTS :

199E/02/20

wvd NAVIS: SUBSEQUENT wer

wae LETTER DATED 2/8/98 suv

*x= THIS CONTACT 15 DPENED DUE TO OPEN RECALL ST1593 =w«
wx# THRS CONTACT IS5 OPENED DUE TR OPEN RECALL B754B w=w»
CUSTOMER Savs5:

-HAVE BEEM WAITING FOR SEAT BELTS FOR RECALLS SINCE 1097
=1 FEEL THIZ 15 A SAFETY COMCERN

-I CALLED THE AUTD SAFETY HOTLINE MUMBER JN THE RECALL LETTER, THIS LETTER TO
FORD I% & FOLLOW-LA

L]

PER CUSTOMER, DEALER SAYS:

A% PER SERVICE (MO MAME):

~PARTS ARE WAT AVAILABLE RIGHT HOW
-

CUSTOMER SEEKS:
~PARTS FOR VEHICLE

L J
CAC ADVISED:
-INFORMATION HAS EEEW DOCLUMEWTED AMO FORWAROED TD THE DEALER

-REQUEST MR. KEITH KELLEY [S5VC MNGR) TO {ONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYE

~SEMNT FACK LETTER ALERTING CUSTOMER THAT INFORMATIOM HAS BEEN FORMARDED TO
OEALERSHIP

1998/02/16
SHFTHIS IS THE CLOSTIMG COMMEWT
CUSTOMER HAS APPT FOR 02/0% TO HAVE SPECIAL ORDERED PARTS INSTALLED

OWNER RELATICNWS VDP/REMCHMARKIMG OC9F11708 FAXCARTG




ne/f11/9a MASTER OWNER RELATIONS SYSTEM [I 14_21.03
EAEENIENESOF=-S=-g=c===cc-coc-kER-onESExdEEEEEEEEE-S S-S CSESR S-S SSCS SIS S S CSo L TS CC S CSINECICEESE"-CONEEEEER
BA2BYLE GRP: 14 CONCERN CONTACT YEH TYPE: CAR
FITTSBLIRGH 44  INSTR: CONTACT NEBR: 109252802 OFEMED: 12/11/1997
YIN: 1ZYPT21LANS ENGINE: L CLOSED: 13/2271997
ANIEEEEFFF- - == S-S N NS CEEEEEErmAAEYE A E NS SN S I D IS S ES TS STCTCS S SENEOSEEIN
LAST MNAME: STATUS: CLOSED
TITLE: FireT nave: I v,

ADNRESS:

CITY: CLEVELAND HEIGHTS  STATE: P: _
HOME PHOME : BUS. PHOME:

MODEL YEAR: a1 MODEL : PROEE

WILEAGE: 1 wab:

DEALER WAME: MARSHALL FDRD SALES CODE: 144010 P A AT 02204
CAUSAL CODES: 1203 1012 X104 STYHPTOMS: 104100

OQRIGIN: o0 TRANS. DST/RGN: 44 TRANS, DATE:
SERVICESSALES: 1 CONTACT CATE: 12719719397
ACK. CODE: ASSISTY CODE: W AWARD AMT- O SURVEY: ¥ (¥ QR N)
HUILO DATE: CALIBRATION:

ESF TNFD: EXPIRES:

CPEN RECALL : OWMMER MDTIFIED: MilckRO: a9B21111
COMMENTS -

1897712/ 11

wes PARTS DELAY OVER 30 DAYS wee

wen NAVIS: SUBSEDUENT =++

ww+ LETTER DATED 10/7/97 wa*=

CUSTODMER SAYS:

-MY WEHICLE IS5 IWWVDLVYED IN RECALL

-1 HAVE BEEN WAITING ON PARTS SIWCE 8/11797

*
PER CLSTOMER. DEALER SANS:
=THERE IS5 NOTHING WE CAN DO RIGHT HOW
.
CLSTOMER SEEKS:
~PARTS FOR THE RECALL
x
ChALC ADVISED:
~FER GBLC TO CUSTOMER, LEFT MESSAGE
= INFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK- ORDER SITUAT1ON
= TNFORMED CLSTOMER PARTS MAMAGER CAM FROVIDE MOST CURRENT UPDATES OM
DELAYS
- PER OBC TO DEALERSHIF, SPDKE WITH TOM IW SERVICE
M FOR RENTAL/LOANER VEHICLES (WAICH -REOGUIRE PRIOR
APPROVAL BY CALLING REMKIM AT 1-200-335-5821).°"
VEHICLES ARE BEING PROVIDED,
MID-JANUARY .
1997/12/13
##FTHIS IS5 THE CLOSING COMMENT
PARTS ARE ON DRDER 4% CRITICAL URDER BUT WILL MOT BE RELEASED INTILL JAM LITTL
E THE DEALER CAN DO CUST IS TO ¥YOUMG TO REWMT CAR TO.
FN¥¥THIS IS THE CLOSIMG COMMENT

PART

LOANER
EVEW WHEN THE PARTS MaY MOT HE AVAILABLE UNTIL

DwWhER RELATIONS VORJHEMCHMARKLING ©O9f11/%8 FARCARTG




od/11/9a MAZTER DWHMER RELATIOMS 5YSTEM 11 14.21.02
-----:::;:::::-------:::::::===lllllxa:::::.llIl::::======III::===ﬂ=;illlll:::
428B5R GRP: 15 INFORMATION CONTACT YEH TVPE: CAR

CINCINNATI 4% IN/TR: A2 CONTACT MWER: 109027AT{ OPENED: 10/13/1997
VIN: 1IVPT21LS ENGIHNE: W CLASED: 10/13/1997
ESEYEmbad es s = - - - " Emamn =S EEREEr ==X FEEEEEC— - aaAEEENEN

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

ADDRESS:

CITY: STATE: 1P: -
HOME PHONE w BUS . PHONE: F -

MODEL YEAR: MIOEL ;

MILEAGE: BEOO0D WiD:

DEALER MAME: MIDGLETOWM FDRD SALES CODE: 147504 P& A& Di981
CAUSAL CODES: 121G SYMPTOMS : 104 1040

ORIGIN: [ TRANS. DST/RGN: TRAMS. DATE:
SERVICESSALES: 1 CDMTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: O SURVEY: ([¥Y OR N)
BULLD DATE: CALIBRATION:

ESP INFQ: EXFIRES:

OFEN REGALL: OWNER WOTIFIED: MICRO: 9841216
COMMENTS:

(L FFRTa TR

CUSTOMER SAYS:

=WANTS TO KNOW TF RECALL IS STILL IM EFFECT BECAUSE SHE IS HAVING
SAME PROELEM WITH PASSENGER SIDE SEATBELT

-DEALERSHIF TOLED HER THAT THEY ONLY DID THE REPALR 1F THERE WaS A
PRDOBLEM WITH THE SEATBELT

-WHEN SHE HAD THE RECALL REFAIR DOWE THE FIRST TIME THERE WAS NO
PROBLEM WiTH THE FASSEMGER SIDE SEATHELT

&

FER CUSTOMER, DEALER SAYS:

-HD COWTACT

.

CUSTOMER SEEKS:

~RECAL. THFORMATION OM SEATEELT RECALL

L

LA ADVISED:

“RECALLS NEYER EXPIRE

-REFERRED CUSTOMER T SERVILING DEALERSHIP FODR

1997/ 10/ 18

CUSTOMER BAYS:

-SEATBELT RECALL WAS DNLY PERFORMED OM THE LEFT 31DE

-HOW PASSENSER S10DE 15 WDT DPERATING FPRAOPEALY

-NOTHING WAS DOME TO THE RIGHT SIDE. WO PARTS WERE REPLACED

L ]

FER CUSTOMER. DEALER SAYS:

-RECALL HAS BEEN COMPLETED

E

CUSTOMER SEEKS:

OWNER RELATIONS VOF/BENCHMARKING OO/11/83 FAMNCARTE




oa/11/928 MASTER OWMER RELATIONS SeSTEM 11 14.21.02
======-=-=-'|-III-I=:::::l:l:-'l:llu--:::::::.l-.—:--.-:_-:-ll.......-.-..:=====|--======n=:.—.-
428R5R GRF: 15 TNFORMATION COMTACT YER TrPE: CAR
CIMCIMNATI 47 INSTR: AD CONTACT NBR: 109027871 OFEMER: 1471371997
VIN: 1ZvPT21u5H5- ENGINE: U CLOSED: 10/13/1897
b T LT BRI E Y L]} -I'BI===II:ll:------::-.-.--...---::::::---tlll:
1997710715

~RECALL PERFORMED

L ]

CAC ADVISED:

~MADE DOBC TQ DEALERSHIP TD DBTAIN ADDITIONA4L INFORMATION AMD SPOKE WITH TONY
DOMENS, SERVICE MANAGER

-1 ASKED MY RESIDMAL SERVICE REPRESENTATIVE ABOUT THIS AND THERE 15 NOTHING WE
CAN DD, RECALL waS COMPLETED ON 14/25/96

~DEALER 15 OMLY REQUIRED TO REPLACE THE DRIVER SINE PARTS AND [NSPECT THE
PASSENGER SINE BELTS. AT THE TIME THE CUSTOMER CAME IN FOR RECALL, THE
PASSENGER SIDE 010 MOT SHOM ANY SISNS OF WEAR
189712701

wax NAVIS: SLUASEQUENT =#s

CUSTOMER SAYS:

- CUSTOMER CALLING BACK AESARDING SEATEBELT RECALL

- CUSTOMER SAYS THAT THE DEALERSHIP NEVER DID THE REGALL REPAIR

- BHE 5AY¥S THE DEALER MEVER DIO RECALL REFAIR WDRK

*

FER CUSTOMER, DEALER SAYS:

= RECALL HAS HEEN COMRLETED

¥

CLUSTOMER ZEEKS:

- RECALL REPAIR WORK DOME

[ ]

CAL AOVISED:

= PER LAST CSR ADVISED THE CUSTOMER:

- MADE DBC TO DEALERSHIP TO CHTAIN ADDITIONAL INFORMATION AND SPOKE WITH TONY
OWENS, SERVWICE MANAGER

= I ASKED MY REGIOMAL SERVICE REPRESENTATIVE ABDUT THIS AND THERE IS MOTHIMG
WE

CAN DO. RECALL WAS CDMPLETED OW 10/25/96

- DEALER IS5 OMLY RECUIRED TO REPLACE THE DRIVER SIDE PARTS AND LHSPECT THE
PASSEMGER SIDE BELTS. AT THE TIME THE QUSTOMER CAME IN FOR RECALL, THE
PASSENGER SIDE DID NOT 5HOW AWNY SIGNS OF WEAR

1997 f132 /032

++*¢ EXECUTIVE OFFLCES - MEDIA REFERRAL »+x

*¥s HOTLINE RECALL ACTION REPORT s»»

*+4 NAVIS: PROGRAM w~=x

CUSTOMER WRITES:

- DEALER REFUSES TO SFRVE RECALL NDW BECAUSE WHEN DWMER CAME TH A YEAR 420
THERE WAS NO PROBLEM

[

FER CUSTOMER. DEALER SAYS:
- ND COMMENWTS
L

CUSTOMER SEEKS :

OWNER RELATIONS VOP/OENCHMARKING 09711798 EAZCARTG




o8/ 11/08 MASTER OUWHER RELATIONS Sy&TEM II 14.21.02
llIIllllll:--lllz::--===:a=====.-.:'lllll.--:-t:::::; FErTENIREd === =FERER
A2EBSR GRP: 15 TNFORMATION COMTACT VYEH TYPE: CAR
CINCINNATI at INSTR: DNTACT MER: 105027R71 OPENED: 10/13/19a7
VIN: 1ZvPT2 1USHE EWGINE: U CLOSED: 171371487
S ST CSEFFI SIS EEEEEEEERE- ::::t:::::.--.-------:::-::====..--.g-”-l=====;==-;
1987712703

- RECALL TD EE PERFDRMED

E

SL ARVISED:

- 5L RESEARCHED

- PER CHARLIE RAYMDMR (RECALL SERVICE PROGRAMS QFFICE}:

- THE RECALLS (9E54H & 96599) CAN BE REDPENED IW OASIE WHEN THE RIGHT SIDE
HEEDS TO BE PERFONMED PER SAME RECALL CRITERIA, EYEN IF IT HAS BEEM
PREVIOWSLY INSPECTED AND SUMBITTED AS BEING CDMPLETED

- SL DBC TOD TOWY OWENS (3M) ANO ADVISED OF AEOVE

- ODASIS SHOULD SHOW RECALL STATUS AS DPEN AS OF TOMORROW

- DEALER WILL BHE HAFPY TO PERFORM THE RECALL, HOWEVER FPARTS ARF ON
BACKORDER UNTIL MARCH

= 5L OBC TO CLUSTOMER TO ADYISE THAT RECALL WILL HE PERFORMED HOWEVER , PARTS
ARE NOT CURRENTLY AVAILABLE, WO AMSWER, WO ANSWERING SERVICE

- EL WILL ATTEMPT TO RECDNTACT CUSTOMER LATER TOOAY

L ]
5L ADVISED:
- 5L OBC TO CUSTOMER, NO ANSWER, HD ANSWERING MACHINE
- 5L WILL ATTEMPT TD RECODNTACT BY PHONE ONCE MORE THI!S AFTERNDON REFORE
SENOING A LETTER
[ ]
SL ADVISED:
- HEL CBC Ta CUSTOMER, WO ANSWER, NO ANSWERING SYSTEM
- 5L SENT LETTER REDUESTIHE CALL BACK TO SL
1997712708
4
SL ADVISED;
= SL ADDING MICRD DF LETTER SENT TD CUSTCMER
19a7/12/106
E ]
5L ADVISED:
= 5L RETURNED CALL TO CUSTOMER. WO ANSWER, MO VDICE MAIL
= SL WILL ATTEMPT TO RECONTACT CUSTOMER LATER TODAY
1997/12/11
»

AL ALVISED:

- CUSTOMER CALLED BACK

= 5L EXPLAINED THAT RECALL CAN NDOW BE PERFORMED AMD THE DEALER HAS  EEEN
CONTACTED ON HER BEHALF

- 5L ALSD EXPLAINEC THAT THERE T5 A NATIDMAL BACK ORCER FDR THE PART THAT
I5 REQUIRED TO DO THE RECALL AND SHE WILL NOT BE ABLE TO HAVE THE RECALL
PERFODRMED ITMMEOTATELY

- CUSTOMER WILL CONTACT AMBTHER DEALERSHIF TO KOTIFY THEM DF HER NEED TD

HAWE THE RECALL FERFORMED AMD SHE UNDERSTANDS THAT WO DEALER HAS THE PARTS
READILY AVATLABLE

OWNER RELATIONS VOP/HENCHMARKING 080711/98 FANCARTG




oaj1i/9a MASTER OWMER RELATIONS SYSTEM II 14 .21 _0Q12
TAEAD GEP: 14 CONCERN COMTACT VYEH TYRE: CAR
KANSAS CITY 53 NS TR CONTACT WER: 10DB24{5HI4 OPENED: O3/ 18/1947
VIN: 1szTmc?H5ﬁ ENGINE: C CLOSED: (0972571997
(P R FR I RTYN N [ E R R IR T I A 1 a2 I TR EFERREREFILELIIT R REEELREDR I
LAST NAME: STATUS,

TITLE: FIRST WAME: - MI:

ADDRESS:

CITY: EAST ALTON STATE: [L Z21F:

HoMe prane: aus. prone : [N

MODEL YEAR: o HWODEL : PRORE

MILEAGE: 1 W50 :

DEALER NAME: WDDD RIVER FORD IMC SALES CODE: 1E3168 PE A: aBJd4
CAUSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: G TRANS . DSTIHGH: 53 TRAWMS., DATE:
SERVICE/SALES; i CONTACT DATE: 0971771987
ACK, cODE: AGSIST CODE: O AWARD AMT: O SURVEY: Y (¥ OE N}
HUILD DATE! CALIBRATION:

ESP IWFO: EXPIRES:

DPEN RECALL: OWNER MOTIFIED: KICRO: 9722187
COMMENTS :

1997/09/ 1%

vin HAVIS: ORIGINAL wee

CUSTOMER SAYS!

- TODK VEHICLE IN AFRIL 1937 FOR REFAIR OF RECALL COMPONENTS

= HAS NOT RECEIVED ANY INFORMATION OM WHEM PARTS WILL BE INM

= WEHICLE I% IW CHARLESTON. 1L

- HEEDS TO BE REPAIRED

- PER TERRY LORT, SERVICE MANAGER, WEHICLE WAL AWAITING PARTS FOR REPAIR OF
SEATRELT RECALLS

=~ SYSTEM SHOMS THAT RECALL SESRR WAS COMPLETED

= THIS HAS NOT EEEN PERFORMED

- WOULD LIKE TO KWOW WHEM RECALL 95599 WAS SUPPOSEDLY PERFORMED AMD RECEIPT OF
IT

~ WOULD LIKE TO KNOW WHY MO DME CALLED BACK ABOUT PARTS BASK [N APAIL
L)

PER CUSTOMER, DEALER 5A¥S:
- PER TERRY LOAT, SERVICE MANAGER IN APRIL, ATILL AWAITING FPARTS TO PERFORM

L]
CLUSTOMER SEEKS:
- REPALIR DF VEARICLE

»
CAL ADVI1SED:
- MEED TD CONTACT DEALERSHLP FOR aAM APPOINTHMEHT TO REPAIR VEHICLE

- REQUESTING TINA DICKSON, CUSTOMER RELATIONS MANAGER, COWTACT CUSTOMER WITHIN
THOD DAYS FOR ASSISTAMCE

OWNER RELATIONS WOP/REMCAMARKING 03/11/28 FAXCARTS




o8f11/498 MASTER OWNER RELATIONS SYSTEM 11 14,.11.02
AN N NSNS NI EEFANLE N ANNNNLEE NS SSASEEENARERS NN EdEAmc == =====================mm=
T1830J GRP: 19 CONCERN COMTACT VEH T¥PE: CAR
KAMSAS C1TY 63 INITR* CONTACT MER: 108915834 CPEMED: OS/1571887
YIM: 1ZYPT 204G 7TH ENGIME: CLOSED: 02725/18997

EEENENEE=FCECEEsEECErFEEEFEEFECANZASEN I NN AN NN EN I NN NN NN AR A S NS ==
1997/09/18

wxi YEHICLE INVOLVED IN RECALL WEBS548 ¢es

CLUSTOMER SAYTS:

- WOLULO LIKE TO SPEAK MWITH A SUPERVISOR

= TINA DICKRON HAS RETLRMNER PHOME CALL TO CUSTOMER

= CUSTOMER WILL MWOT CONTACT TINA DICKSON AT THE OEALERSHIP

- CUSTOMER IS CGOIMWG TQ SPEAK WITH AM ATTORNEY GEMERAL

CUSTOMER 50LD VEHICLE AMD WILL NOT BE RETURNING T TH1S DEALERSHIP FOR
SERVICE
L ]

FER CUSTOMER, DEALER SaYS:
- DEALER S5AYS THAT THE PARTS ARE MWOT [N 5TOCK FOR BES4d

o
CUSTOMER SEEKS:

- Td SFEAK WI1TH & SUPERVISOR
-

CAC MOWISED:

- CUSTOMER GIYEM HANCY VERT ADCRESS

~INFORNATION HAS BEEM DOCUMEMTED AND FORWARDED TD THE DEALER
-~REQUEST MWS. TIMA DICSKON . CUST REL MHGR, TO COWTACT THE CUSTOMER WITHIN 2
BUSIHESS DAYS .

1997/10/07

*ve LETTER POSTHARKED 8~-23-57 «w»

wat MILEAGE UNAVAILABLE w#4

whw NAY1S: DRIGINAL wws

CUSTOMER WRITES:

- RELITERATES PREVIOUS COWNCERM RECARDEINEGE RECALL.

= COMPLAINS ABOUT REPLACING THROTTLE BODY AT &O0,000 MILES.

*
FER CUSTOMER, DEALER SAYS:

- PART IS OW BACK COROER.
-

CUSTONMER SEEKS:

= LETTER FROM DEALERIHIP WHY PART IS ON BACK ORDER.
= LETTER FROM C5R STATING ROLE DF CSR

= DOCUMENTATION FROM OEALERSHIP WHAT REPAIRS MADE.

-

CAC ADVISED:

- SENT FQaA OUALITY LETTER.
1997 /16/20

CUSTOMER S4VS:

= BUPLICATE LETTER OF 9-23-97, CC MICRO ONLY.

OWNER RELATIONS VOP/BENCHMARKING O/11/98 FAXCARTE




oa/11/98 MASTER OWNLR RCLATIONS SYSTEM 1| 14.21.02

716304 GRP: 15 CONCERN CONYACT " WEMW TYFE: CAR
KANSAS BITY B3 INfTR: D2 COMTACT MER: IQBRS15R34 OPEMED: 0971571997
VIN: 1ZVRT2OCTH ENGINE: C CLOSED: OO/267 1997
= EEESEEE =T EEEsEEEEEESE ===gII-I FEEEEEEEEEEEEEEREALEkL M rr - C-o === C-C=S=-=S=-S=S=-SCSITEIEE
19487/ 10/29

we4HDTLINE SAFETY RECALLww*»

CUSTOMER STATES:

=THE RECALL FOR THE SEAT BELT HAS WNOT BEEM REPAIR
-ME ARE WAITING ON PARTS

L}

SL ADYISED

-1 530L0 THE VEHICLE TO MY DAUGHTER

=SHE WILL BE IN CONTACT WITH FORD

DWMER RELATIONS VOR/BENMCHMARKIMG O9/1178% FAACARTA




oRf11/98 MASTER DWMER RELATIONS S¥STEM I 14,21.03
EEEEE S =SS =SSR S S S A IS S S S S Sl BRI A S S EANAEEE P CECEAsA NI N EEEExxxdmAEdSR-=-=-=—===—=
apaIen GRP: 14 INFORMATION CONTACT VEH TYPE: CAR
UMNKNOWN E] IMSTR: COMTACT MER: 10B7S0730 OPENED: DBSQS 71997
VIN: i) ENGINE : CLODSED: DRS0571087
AEEEI EEEEN S AEEEEF - - I EEE NS I I EEENAAAEEAEEEEEE NN cxmIscEEEREEKk- - - ==SCE=SELF-o=S===
LAST MAME: STATUS: CLO

TITLE: FIRST MAME M-

ADDRESS :

CITY: STATE: P:

HOME PHONE : BUS. FHENE:H

MOOFEL YEAR: R MODEL ; FROBE

MILEAGE : wsh:

DLCALER MaME: SALES CODE: PR A:

CAUSAL CODES: 1203 10113 SYMPTOMS : 104 100

ORIGIN: [H1] TRAMNS, DST/RGM: TRAMNS. DATE:
SERVICE/SALEL: 1 CONTACT DATE:

ACK. CDBE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N}
BUILD DATE: CALIBRATIDON:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER WOTIFLED: MIERO: D491T7RS
COMMENTS :

1997,/08,/05

wex MILEAGE UNAVAILABLE wer
*+3xN0 VIN AVATLABLE+»~»

ver LETTER DATED 7/T7S97 ez
CUSTDMER 54V5:

CLUSTOMEE WRITES:

-~ I HAVE A HEZALL LETTER REZARODIMNG SEAT BELTS

= I HAYE CONTACTED THE DEALERSH!P
- THE PARTS ARE NOT AVAILABLE

-

FER CUSTOMER, DEALER SAYS:

- PARTS ARE NOT AWAILABLE

*

CUSTOMER SEEKS:

= WHAT SROULD I OO

*

CAC ADVISED:

- GENMERATING & FCO1- CONTACT THE CAC

OWWER RELATIONS VOP/HENCHMARKENG DG/ 1(1 08

FAECARTG




0asf11/88 MASTER OwWWER RELATIONS S5YSTEM Il 14.34.02
——raEeBREREEAF=c==cCcxmAREEEFFS- S-S rasmAEEEEE=SSSSS o ccoCxcARERANNAEEESS=S==S==TEX
B&TIMM BRF : INFORMAT IOW CONTACT YEH TYPE: CAR

SDR 1 ZNSTR: M1 CONTACT MBRE: 10B724899 OPENED: ©F/30/1297
vik. 12vPTI0CIMS EMGIHE: C CLOSED: 07/30/1937
-;:;::::::-l.llII.'E:::::---hIII-I-I-‘======-r-lllllllIl'===l===========tl!'l'l----Il
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - M

ANDRESS :

BITY: CISCO STATE : T zze: R
HOME PHOME : MNA -MHA-& MNA BUS. PHOME: NA =NA-& NA

MODEL YEAR: 91 MODEL © FROBE

MILEABE: 1 WD

DEALER WAME: HOOD KIWGMOTOR COMP SALES CODE: 132484 P& A: D2465
CAUSAL CODES: 41204 SYMPTOMS: 104 100

ORIGIN: GO TRANS. DOST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CDNTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: ({r OR M)
BUTILD DATE: CALIBRATION:

ESP INFO: EsPIRES:

OPEN RECALL: OWNER NOTIFILED: MI1CRD: D4B0157
COMMENTS :

1997/01/3an

*++ LETTER POSTMARKED 0H.30.97 wes

waer MILEAGE LMAVAILABLE =wa

#4% MAVIS: SUBSEQUENT »wa

CUSTAMER SAYS:

- 1 RECEIVED THE FIRST RECALL ON MY PROBE, SGS4A/9B599, REGARDING THE PASSIVE
SEAT BELT ASSEMBLY IN NOVE&

- SINCE THAT TIME I HAVE TAMEN THE CAR TO THE HOOD-KING FORD DEALERSHIP 3
TIMES

- THEY HAVE ¥ET TD GET IN THE PARTS AND GET My SEAT BELTS FIXED

- 1 AM GLAD THAT THM1S PECALL WAS NDT DN SOME PART THAT AFFECTED THE OPERATION
OF MY CAR--B MONTHS WOULD HAVE BEEN A LONG TIME

[

PER CUSTOMER, DEALER SAYS:

- KO NAME/HODO-KING FORD

- NO COMMENT

L ]

CLISTOMER SEEKS:

- YO GET HWER SEAT BELT FINED

-

CAC ADVISED:

- MADE OBC TO DEALER, SPOKE WITH SERVICE MANAGER

- PER SERVICE MAMAGER, PARTS ARE IN AWD DEALER IS GOING TO CALL CUSTOMER TODAY
TO SET UP AN APPRINTMENT TD GET HER IMW TO DO REPAIRS PER SAFETY RECALL

- WO LETTER SENT

OWMER RELATLONS VOP/BENCHMARKING 09711/98 FARCARTE




go/i1/ae MASTER OWNER RELATIONS SYSTEM I1 14.21.02
EE-=-c======c=c=acadaksIEREEEEEEEEERANFFEF S RSN EFCEKOC-C - CC-C - CCCCoCCSCSCSCSSoSSoSCoSCoSSSSSSSS=======
AETIMM GRP: IMFORNATION CONTACT YEH TYPE: CAR
UNKNDWM a8 IN/TR: CONTACT NEAR: i0OBT25748 DPENED: 0773071997
VIN: 1zvpt21uams ENGINE: U CLOSED: 07/30/13387
EEEAXr=S=-==-=-CT - oo EAC AN EEE I AN EEEE S A SN SE S SN EEESS N IEETSNFFAE N EEFEEEEEFEEASEATEA
LAST MNAME: STATUS: CLOSED
ADDRESS:

COTY: UNDERWOOD STATE: : -
noue peone: NS s, eeoue: [

MODEL YEAR: a1 MADEL : PROBE

MILEAGE: 1 wsh:

OEALER NAME: SALES CDDE: P& A

CAUSAL CODES: 1204 SYMPTOMS: 184100

ORIGINM: ao TRAMNS. DAT/RGN: TRAMS. DATE:
SERVICE/SALES: 1 COMNTRCT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SUBRVEY: (¥ DR N}
BUILD DATE: CALTARATIOM:

ESP 1NFOQ: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO: 9452381
COMMEMTS :

19a7/0% /30

wev VEHICLE INVOLYED !N RECALL PES4A796598 s

»»& LETTER POSTHMARKEQ QB.Z2E. 97 +++

wwr MILEAGE UNAVAILABLE ++4+

wir HAVIS: PROGRAM «++

CUSTOMER EAVS:

- T HAVYE CALLED MY FORD DEALER PROBABLY 10 TIMES SINCE I TOOK MY CAR IN LAST
FALL

= TO OATE, THEY HAVE BEEN UMABLE TO OBTAIN PARTS

MY JOB CONS1STS OF TRAVELING ANO [ FEEL SO UNSAFE JH WY CAR
I WILL BE TRADIMG MY CAR TN THIS FAlLL FOR A MEW CAR

I AM NOT SLURE I[F IT WILL BE A FORD AGAIN

£
FER CUSTOMER, OEALER S4Y5:
- NO NAME/SDEPARTHMENT AVATLABLE

-
CUSTONER SEEKS:
- 70 HAYE HER VEHICLE REPAIRED UNDER RECALL 96S548/26£500

»
CAC ADVWIEED:
= FORWARD TO PHONES

- WEXT £5R, OETATIN CURRENT DEALER TO PRAOCEED W1TH COMCERM
1227707 /31
[ ]

CAC ADVISED:

~ MADE CALL TO LUSTOMER: LEFT MESSAGE OW MACHIME. THE REC:LL FOR THE
SEATRELT Mary REQUIRE PARTS THE DEALER DOES MOT HAYE YET. AFOLOGIZED.
S5TAY IN CONTACT WITH THE DEALER FOR FURTHER [NFORMATIQON.. .

OWMER RELATIONS VOP/HENCHMARKIMG O9/11/98 FAXCARTG




0B8/11/98 MASTER OWNER RELATIONS S¥S1EM 11 14.21.02
EESLCX=-=—===========rcxaceldsadSlhENEENERERENEEEAOWLRL ® T C oS- Lo Lo SSSSSSSSEESSES=S=S=S=S===
7A81RL  GRP: Xx13  CONCERN CONTAET VEH TYPE: CAR

SDR 10 ZN/TR: CONTACT NBR: 10A@34640 OQPENED: O7/22/1997
WIN: 1Z¥PTIOCEM ENGINE: C CLOSED: Ofi0f 1247
AEEIEEEEEEEN = SSESESIZIIEEEXEEEE S E EE N E S N N N B EETE SN S S NN N N ...
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: - Ml: H

ADDRESS:

cITY: STATE: .
MODEL YEAR: MODEL :

MILEAGE : TAQO0 WsDh:

DEALER MAME: CERBAY HILLS FORD, SALES CODE: 1714GA PR A: C159%
CAUSAL CODES: 1204 12RA SYMPTOMS : 104100

DRIAIN: aq TRAMS. DET/RAGM: 71 TRAMS. DATE:
SERVICESSALES: 1 COMTACT DATE: O7/23/18997
ACK. CODE: AS5IST CODE: R ANARD AMT: 0 SUAVEY: ¥ (¥ DR H)
BUILD DATE: CALIBRATION:

E%P INFO: EXPIRES:

OPEM RECALL: OWMER NOTIFIED: MI1CRO: ®A52143
COMMENTS :

1997/07/22

wew YEHICLE THVOLYED IN RECALL S7593 h+s

sés PARTS DELAY OVER 20 DAYS wve

sve LETTER DATED £.27.97 =+~

wee NAVIS: ORIGIMNAL =+%

CUSTOMER WRITES:

- PARTS WERE DRIGIMNALLY DORDERED ON REC 4, 18998

= FIMNALLY THE PARTS FOR OME SIDE OF THE SEAYT BELT RECALL WERE PERFORMED QM
4,9.897, BUT THE OTHER SIDE [RIGHT) SIDE PARTS STILL HAYE NOT COME IN AND THE

-

PER CUSTOMER, DEALER SAYS:
- NO MEMTION OF RECENT LONTAET

L 3

CLSTOMER SEEKE:

- TO HAWE RECALL PERFORMED--TO GET PARTS IN

=

CAC ADVISED:

OUTEOUND CALL TO CBUSTOMER, CLSTOMER

- INFORMATION HAS BHEEN DOCUMENTED AND FORWARODED 70 THE DEALERSHIPF WITH A COPY
To THE REGIONAL DFFICE.

- REQUEST MR BDB NEZDOBA [CUST REL MMWEA] CONTACT THE CUSTOMER WITHIN 2
BUSTNESS DAYS

1597/07/21

JANTHIS 1% THE CLASING COMMENT

CSM COMMENTS:

CUSTOMER SHOULD REMAIM IM COMTACT WITH THE SERVICE DEPT. 45 TO WHEN THE

FART ARIVES. DEALER SHOULD CONFIRM THAT THE PART HAS BEEH ORDERED EMERGEMNCY
STATUS.

aLs

OWMER RELATIONS VOP/EENCHMARKIMG O9711/98 FAKCARTG




o9/ 11/ 98 MASTER DWNER RELATIONS SYSTEM 11 14.21.02
EEEEEEEIEEEEsE s s s s e e e G S S AR O EE T IASEEANSAECEEEAR S IJNCS S S ISEESCSEENCSCSCSEESS“EEETS
T4B1RL GRP: XX13 INFORMATION CONTACT YEH TYPE: CAR
#1TTEBURGH a4 IMNSTR: A1 CONTACT HMER: 10AGD4EDS OPEMED: 07722749097
YIN: M ENGINE : CLOSED: 0772271397
EaESE S EEES I EE SO E NEEE X TEE N CEEEEE AU S EC R EEE S RN g AN i gy mEiddEE s T EEEEEEEEEE EEEEC-—CEN
LAST MAME: STATUS: CLOSED
TITLE: IRST MANE: - MI:

ADDRESS: E

CITY: STATE: P i
HOME PHONE ; BUS. PHONE: ﬂ

MODEL YEAR: a1 MODOEL : FROAE

M]LEAGE : 1 WsD:

DEALER NAME: DAY FORD SALES CODE:. 144804 PEA: QT410
CAUSAL CODES: Odos 1204 SYMPTOMS : 104100

BRIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: 1 COWNTACT DATE:

ACK. CDDE: A5515T CDDE: AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

FSP INFO: EXPIRES:

OPEM RECALL: DWHER NOTIFIED: WICRD: 9452140
CONMENTS:

1957/07 722

+4s LETTER DATED 6,24.87 +1s

4% ND VIN AVAILABLE=v+

wan MILEAGE UMNAVATLABLE wws

CUSTOMER WRITES:

- CUSTOMER HAS BEEW TNTO THE DEALERSHIF MANY TIME T8 HAVE THE SEATHELT RECALL
PFERFORMED

- THE FIRST Twl TIMES THEY SAID PARTS WERE WOT AWAIL, THEN THEY IWSPECTED aND
DETERMINED ANGTHER PART WAS NEEDED

- & MOMTHS LATER |JUNE 199T) THE VEAICLE WAS TN AGAIN. PARTS WERE MOT 1IN BUT
PFROMISED WITHIN 3 DAYS

- AGAIM THE DEALERSHIF DID MOT CALL BEFORE CUSTOMER CALLED 3 WEEKS LATER AT
WHICH TIME HTE PARTS WERE FIWALLY 1IN

= WHY CANT THE DEALERSHIP PROPERLY INSPECT YHE VERICLE

-WHY CAN;T THE CEALERSHIP EVEM CaLL ABOJT THE FARTS FROBLEMS OR PARTS GETTING
[M7

.

PER CUSTOMER, DEALER SAYS:

- NO MEWTION DF FURTHER CONTAET

x

CUSTOMER SEEKS:

- TO COMPLAIN ABOUT THE DEALERSHIP

L]

CAC ADWISED:

- CUSTOMER SENT LETTER FOR PFDDR DEALERSHIP SERVICE

OWMER RELATIDNS VOP/RENCHMARKING 0O8711/98 FAXCARTG




o03/11/98 MASTER DWNER RELATIOMS SYSTEM TI 14.21.02
-----:::::::::=lllIlll::=====lllllllhh=======I-i------=-------:======uu-.llll=
8486TR GRP: XXM CONCERN COMTACT YEH TYFE: CaR

s0R 10 ZNSTR: CONTACT MBR: 108703818 QPENED: 07724/ 1997
VIN: 1zw='rmc4u-sh ENGINE: € CLOSED: OBf19/1997

=====asmassmmEsm EFASS AN CCINEFEEN s xxECCTAREEEmERmSc=cc—x—m
st e STATUS: cLusen
TITLE: RST MAME: Mi -

ADDRESS : I

CITY: ETATE:
HOME PHONE : “ BLS. PHONE:
MODEL YEAR: MCODEL :

PROAE
MILEAGE: 1 WD ;
DEALER NAME: MORLAN-SHELL FORD 1 SALES CODE: 153708 P & A: OBD28
CAUSAL COOES: 1204 {205 SYMPTOMS : 104100
ORIGIN: GO TRANS. DST/REN: 53 TRAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE: OB/12/1987
ACK. COHE: ASSIST CODE: D AMARD AMT: O SURVEY: ¥ [¥ OR M)
BUILD DATE: CALIBRATION:
ESP INFD: EXPIRES:
OPEN RECALL: BwhER NOTIFIED: MICAN: G452 (32
COMMENTS :
19970122

06 MILEAGE LUNAVAILAELE ww»

*#+ THIS COMTACT IS OPEMNED OUE TO. DPEN RECALL SBSAB/96549 s

#%#4 LETTER DATED E.Z27.97 wwa

wad HWAVIS: QRIGIMAL #*7=

CUSTDMER WRITES:

- DALE BALES WRITING

- SAY3 THE DEALERSHIF [IN OCTOBER 1994) PROMISED TD DRDER THE PARTS FOR THE
SEATAELT RECALL, BUT STILL HAS NOT GOTTEM THEM IH

L J

PER CUSTOMER, DEALER SAYS:

- DD NOT HAVE THE PARTS

L]

CUSTOMER SEEKS:

- TO GET THE DEALERSHIP TD GET THE REPAIR DNOKE

[ ]

CaC ADVISED:

= MO PHOME HUMHER AVAILABLE

- FORWARDED TO WRITTEN CNRRESPDNDENCE BECAUSE OF ELSINESS ADORESS
1997 07 /24

TH!S CDWTACT IS AN UPGRADE OF COANTACT NUMAER IDES9458%

OWNER RELATIONS wOPfAEENCHMARKING O08/11/98 FAXCARTE




oa/11/9R MASTER OWNER RELATIONS SYSTEM I1 14.21 .02
B R L Gl LT R L L L L LR L] R F Y R R R R R R N R L L L L L L L L L T DT r oy oy oy
94A881IB BRF: Xx0a CONCERN CONTACT VEH T¥YPE: CaR

SDR 10 INSTR: M2 CONTAET NER: 108703618  DPENED: 07/24/12a%
VIN: 1zw'rzo-c4|a5- ENGINE: € CLOSED: 08/18/1337
EEEFEEEEENEssEEEE========m AEREERE - - EFENEEEEEEEIEEE===—=—==—=——sARLSAATER
1997/07/24

wvvy MILEAGE UNAVAILAEBLE #we

4w VEHICLE THVOLVED IH RECALL DES48 B 96599 s+
CUSTOMER SAYS:

- BTILL WAITING FOR THE PART

.

CUSTOMER EEEKS:

- THE PART S0 THE CAR CAN HE REPAIRED
.

CAC ADOVISED:

= DUTBOLUND CALL TO THE DEALER AMD CUSTOMER®+

- THE DEALER STATED THEY COULD ORDER THE PART AND GBET IT WITHIN 4-5 DAYS
- THE CUSTOMER STATED THEY WOULD TaAKE THE CAR IN DN WONDAY TO HAVE IT
INSPECTED FOR RECALL SERVICING

1997/08/12

*r CEM COMMENTS #++ JMAYESH.

- SEATBELTS HAVE REEN INSTALLEC {MOTODR AMO TRACK ON DRIVER*S SIDE]

-~ WORK HAS BEEN COMPLETED AND VEHICLE RETURNED TO CUSTOMER

FH¥THLS 15 THE CLOSING COMMENT

*ss C5M COMMENTS w#» SEE PRIOR

DWNER RELATIONS vOPFHENCHMARKING 09711798 FALCARTG




09/ 11/94 MASTER OWNWER RELATIONS S¥STEM IT i4.21.02
EC=—rxmmemsdAEEEC=-=—==-—=—mESEEEE=-S==c=-c=-c-c-xecWdEEENSS=SSSC2S oz ANEE3IScE=======—=—x=xkEEEN
ABTETH GRP: AKDT INFORMATION COMTACT YEH T¥PE: CAR
HOUSTOMN 57 ZNSTR: D2 CONTACT NER: 108505947 OPEMED; Q&/70471387
¥IN: 1zUPT22Lm5- EMSIME: L QLOSED: 06 fO47 1967
EmmadfEsss=====adIAEEEEENLC EEEEEESF=-c-c==r=CAEREIENEEAFRFr-S-S==S=SSEXTXXE EEEEwWEFN
LAST MAMNE: ETATUS:

TITLE: RST MAME: MI:

ADDRESS: I

CITY: BERONNSYILLE ATE: T ZIP:

HUOME PHONE : BUS5. PHOME

MODEL YEAR: WODEL :

MILEAGE AZ0000 WsD :

DEALER MAME: L T BOSWELL SALES CODE: 19212E PFE A Da549
CAUSAL CODES: 1D12 SYMPETOMS: 104 100

DRIGIM: GO TRANG. DSTSRGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK.. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESPF INFD: EXFIRES:

OPEN RECALL: nwneER MOTIFIED: MICRO: S4%2i22
COMRENTS :

1987 /06 /04

saa WAWIS: DRIGIMAL *++

CUSTOMER SAYS:

- 3597 RECALL PASAENGER SIDE RESTRAINT

= DEALERSHIP HRDKE THE PASSENGER SIDE SEAT BELT

- WITOR THAT DPERATES THE PASSENGER SIDE SEAT BELT KEPT COMING DM
- PART INFORMATION

M

FER CUSTOMER, DREALER SAYS:

- REPAIRED UNIT

«+ BOSWELL FORD

- WE B0 NOT HAYE THE PART AND OO NOT KHNOW WAEN THE PART WILL ARRIVE AT THE
DEALERSHIF

- OISCONKECTED THE MOTDR

- TRALK ASSEMBLY AND MOTOR REPLACED

= PARTS ARE STILL OW ORDER

-

CUSTOMER SEEKS:

- PART DELIVERED TO THE BEALERSHIFP

CAC ADVISED:

- INFORMED CUSTODMER FORD MAT EXPERIENCE A BACK - ORDER SITUATEOM
- INFORAMED CUSTOMER PARTS MAMASER CAM PROVIDE MOST CURRENT UPDATES ON PART
OELAYS

- INFORWATIDW DOCUEMENTED AMD FORWARDED TO THE DEALERSHIP
- REMAIN IN CONTAET WiTHA THE DEALERSHIP REGARCING PART OELAY INFDAMATION

OWNER RELATIONS VOP/BENGCHMARKING 09/11/50 FAACARTG




ca/11/98 MASTER OWHER RELATIONWS SYSTEM 11 14.21.02

ABTETH GRP: XMQ7 INFORMATIOM CONTACT VER TYPE: CAR
HDOUSTON 57 ZMSTH: CONTACT WEBR: 108S059E7 OPEMED: O&S04/ 1997
VIN: 1szTzzLuu# ENBIHE: L CLOSED: O6/04/ 1007
SN EEEEEBEENIF=--—=-==——xrhHEEEEN FE====c=s=s=s==HRAMIIBEEEENLERFEEEEBRFRF-T=SSS=SSS=S==SS XK
1997 /07722

wee LETTER POSTMARKED DBE.27.07 ATTM AR, KADLK »=x»

wer MILEAGE UNAVAILABLE =w=

w#me NAVIS: DRIGINAL vwev

CUSTOMER SAYS:

- THAMNK Y0OU FOR ¥OuR CARD OW MY VEHICLE, BUT YDU MEED TOQ LOOK AT THE SERYICE
PROBLEMS OM THIS YEHICLE W1TH THIS REPALR

- 1 HAD A FAILLURE ON THE DRIVERS SIDE AND DURING THE REFAIR OF THIS UNIT, THE
DEALER THEW BROKE THE PASSENGER SIOE LEAVING THE CAR WITHOJT ANY EFFECTIVE
SHOULDER RESTRAINT

= THIS REPAIR TODK AN ADDITIOKAL = TIMES AND 31 MONMTHS TO FIX AND UNTIL I
SOURCED THE PARTS FROM LOU FUZIE. THE LOCAL DEALERS WERE UMABLE TOD FIND THE
PARTS TO REPALE THEIR MWISTAKES

=~ T FEEL THAT FMC WAS RIPPED OFF BY THE DEALER WITH THEIR SHABBRY WORK AMD IF
¥Ou PAID TIPTON FORD 1 FEMMY, YOU PALD TOO MUCH FOR THEIR WORK

[ 3

PER CUSTOMER, DEALER SAYS:

- W NAME/TIPTON FORD

- hi) COMMENT

E ]

CUSTOMER SEEKS:

= TO LET FMC KHOW THAT IF THEY PAID TIPTON FORD 1 PENNY FOR THEIR WORK, THEN
THEY PAID TOO WUCH

.

CAC ADYISED:

- FORWARD FOR WRITTEN RESPONSE

1e97/07 /323

L}

CUSTOMER SEEKS:

- TO LET FCRD MOTOR COMPANY #NOW THAT THEY MAY HAVE BEEM RIFFED OFF By THE
DEALER WITH THEIR SHABBY WORK AWD IF YOU PAID TIPTON FDRO ONE PENNY, YOU PAID
TOD MUCH FOR THEIR WORK

L]

CAC ADVISED:

RE: COWCERMN

- C5R WADE AN OUTEOUND CALL TO THE CUSTDWER

- CSR LEFT & MESS5A8E STATING THAT THE FOLLOWING [NFORMATION HAS HEEN
DOCUMENTED AMD WILL BE SENT TO THE FORD DEALERSHIF

- IN ADOITION. WE APPRECIATE THE FEEDBACK AND OFINIONS FROM OUR CUSTOMERS

OWNER RELATIONS WOP/BENCHMARKING 0©09/11/98 FAXCARTG




ozl 11798 MASTER DWNER RELATIOMS SYSTEM II 14.21.02
----;::::=====::-l-.--=======-==tl====I---IIIIIIIII===============llll'llllllllll--
755955 GRP: OP CONCERN CONTACT VEH TYPE: CAR

s5DR 10 ZNSTR; CONTACT MBR: 10ASTATAED OPENED: 08/24/199%
VIN: II?PTEMEI‘IE“ EMGINE: U CLOSED: 07/24/1997
c==——EHEEAEEEEE =3 FTJ=—mxash ik EEAEGFAEREE=——=—HNmshtcx—_EEEEEEEEEFEENFEE=-=C======mpn
LAST MAME: STATUS: CLOSED
TITLE: FIRST MWAME: - WI:

AODORESS:

CITY: STATE: M 2IP: -
HOME PHONE : BUS. PFHONE: _

MOREL YEAR: a1 MODEL :

MILEAGE: 1 w50:

DEALER WAME: HIGHLANDSAUTO PLAZA SALES CODE: 156515 P & A: 20383
CAUSAL CODES: 1204 1215 SYNPTOMS: 104100

BRIGIM: Go TRANS. DST/FRGN: 56 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: QT/ 1751947
ALK, COOE: ASSIST CODE: F AWARD AMT: G SURVEY: ¥ (¥ OR M)
BUJLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWWER WOTIFIED: MIECAC: 93941966
COMMENTS :

1997/06/124

wnx MILEAGE UNAVATLABLE ww4

saxe LETTER DATED JUME 1D, 1997 =+=

any TRHIS COWTACT [%5 OPENED DUE TO OPEN RECALL 98548 & 56589 we-
was KWAVIS: ORIGIMAL wx=

CUSTOMER 3AY5S:

~-THE %SEAT BELTS TN MY VEHICLE IS INOPERAHLE

=] &M VERY CONCERN ABOUT BEING IM AM ACCIDENT

=THE LAST TIME I SPOKE TO THE DEALERSHIP WAS IN JAWUARY AND THEY PLACED THE
PARTS OM DRDER

-

PER CLUSTOMER., DEALER SAYS:

-NO CEMMENT

L}

CUSTOMER SEEKS:

-PARTE FOR THE RECALL

»

Cal ADVISED:

=[NMFORMATIOH HAS BEEN ONOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR. BRIAN PAVLICEK, SvE HMGR TO COMTACT THE CUSTOMER MWITHIM 2
BUSIMESS DAYS

-SENT A FACK LETTER

1987/07/01

SEAT BELTS HAVE BEEN QRDERED DIRECT FRDM RYKEW IMDUSTRIES - FOBD FARTS STILL
UMRHLE TO SUPFLY ITEMS - CUSTOMER WILL COME (M AS SODN A5 FPARTS ARRIVE

19a7/00 417

FARTHIS 15 THE CLOSING COMMENT

+a+PER £5M CHRIS TEBHEN# k&

-S5POKE TO LARRY {SWC. MGR.), wHO IMDICATED HIS FARTS MAMAGER GOT FARTS SHIPPED
CIRECTLY FROM MANUFACTURER AMD RECALL HAS HAEEM PERFORMED.

OwWMER RELATIONS VOP/BENCHMARKING OSF11/88 FANCARTG




o9s11/98 MASTER OWNER RELATIONS SYSTEM IL 14.21.02
S CEFTANEEEEEE NN NANEENEFRE kST =SS S SSS SOOI mEEEEEEE AR s EES TS X EEm RSN kA EEm
J03I00W GRF: LP CONCERN CDNTACT VEH T¥PE: CaR

SAN FRAN 12 ZNFTR: C2 CONTACT MER: 10844AGAT4 OPENED: oO5/19/1397
VIM: M EWGINE: CLOSED: OSs237/71997

LAST MAME: STATUS: CLOSED

ADDRESS ;
CITY: MERCED STATE: CA Z2IP; -

HOME PHOME : NA ~MA-& MA BUS,. PHOME: HA -MA-A A

MODEL YEAR: - B MODEL : PROEBE

MILEAGE : 1 wsh:

DEALER NAME: RAZZARI FORD SALES CODE: 172411 P& A: 07820
CAUSAL CODES: 12p4 SYNRTDNS : 104100

ORIGIN: 4o TRANS. D&T/RGN: 77 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0572071957
ACK_ CODE: O ASSIST CODE: W AWARD AMT: O SURVEY: ¥ L¥ OR N}
BUTILD DATE: CALIBRATIONM:

ESP INFD: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: MICRO: €3011R7T
COMMENTS -

1997705/ 19

wws LETTER DATED MAY 5, 1997 =+«
CUSTOMER SAYS:
-TODK VEWICLE TD DEALERSHIP FOR RECALL HEPAIR TO THE SAFETY BELT

-WAS TDLD THE PART HAD TO BE QRDERED AND SHE WOULD BE CONTACTED WHEM IT CAME
IN

—IT HAS BEEN THREE WEEKSZ AMD SHE IS STILL WAITING TD BE MOTIFIED
~WANTS THIS WORK COMPLETED ASAP

L}
CUSTOMER SEEKS:

-TO HAWE RECALL WORK COMPLETED
-

CaC ADVISED:

=FORWARDED FACK LETTER TO CUSTQOMER
{NQ PHOME WUMBER INCLUDED ON LETTER)
HOLO STATUS OVERRIDE

L]

1957/0%/ 20

WAATHIS 15 THE CLOSING COMMEMT

MO VIN. WO FHOME ¥5" 7 CLUSTOMER CDNTACTED TD INSTALL BELTS.

DWHER RELATIONS VOPFBENCHMARKING ©9/11/98 FAKCARTEG




o9/11/48 MASTER OWNER RELATIONS S¢STEM 1T i4.21.02
-FEI-IIIII--l-llIIIIIIII!II-==============-"FFI=II-IIII.II.I:===========|!'..llll..
30%00wW GHP: LP CONCEREM CONTACT VEH TYPRE: CAR
FHICAGO at INSTR: COMTACT NBR: 108404378 DPENED: 05/05/1957
VIN- 11-.rmen-:-.u_ ENGINE: € CLOSED: OBE/1G/1397
LI R L AR RN I FI NN NNNRNVFEYN] = = e - - - TSI U N EEENENENEEREE - - -y EEREEEEEREEER==
LAST WAME: STATUS: CLOSED
TITLE: FIRST HAHE:- MI:

ADDRESS:

SonE aus | o : I
HAME PHOME: BLIS. PHOMNE:
MODEL. YEAR: 1 MEREL : PROBE

MILEAGE: 1 w40 -

DEALER MAME: HAWKINSONFORD CD SALES CODE: 141001 P& A Q1723
CAUSAL COOES: 1203 SYMPTOMS : 104 100

ORIGIMN: an TRANS. DST/RGMH: 41 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O6/09/1997
ACK. CODE: ASSIST CORE: W AWARD AMT: O SURVEY: Y (Y DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL=® . OWNER MOTIFIED: MICRD: 82TONTO
COMMEMTS :

199705/ 06

*+% YEHICLE INYOL¥ED IM RECALL 96599 ++=+
*»# PARTS DELAY OVER 3 DAYS w=w»
viv LETTER DATED APRIL 10, 10997 wex
CUSTOMER SAVS:
-WEHICLE 5TI1LL NOT REFAIRED
=HAS EEEN WAITING FOR SEATBELT PARTS SINCE JAMUARY 10, 1987
~WANTS TO GET VEHICLE FIXED. SINCE HE CANNOT DRIVE IT UNTIL THE SEATHELT IS
REPAIRED
[ ]
PER CUSTOMER, DEALER SAYS5:
~THEY ARE WAITING FOR THE BARTS
.
CUSTOMER SEEKS:
=T HAVE WEHICLE REPAIRED
.
Cal ADVISED:
- INFORMED CUSTOMER FORO MAY EXPERIENCE A EBACK - URDER SITLUATION
~ INFORMED CUSTOMER PARTS MANAGER CAW PROVIDE WMOST CURRENT UPDATES OM PaRT
DELAVS
~FORWARDED ACKMNOWLEDGEMENT LETTER TO CUSTOMER
1997405/ 28
PARTS ARE ON BACK DRDERED
1897 /06 /0%
#MITHIS 15 THE CLOSING COMMEMWT
FORD PROCESSEND FOR THE CUSTOMER A BVEARS36.000 MILE USED ESP POLICY.

OWNER RELATIONS VOPJEENCHMARKINE O0%/11/98 FaAKCARTG




oo/11/98 MASTER OWMER RELATIONS SYSTEM 1] 14.91.02
e xc AR rr A s xEEEEEEEEEEFERANESEE CAREE SN EE SO E S S CSESSSEECSSASACSSTIEECSCOEEFEENEER
7REERM GRP: XroW CONCERN CONTACT VEH TYPE: CAR
CH1CAGO 41 IWSTR: CONTAST HWER: 10B18B&6D  ORENED: 03728719497
VIN: ENGINE: C CLOSED: {3/07/13497
EEEEEAEENAERER = = === ——+—r -t
LAST MWAME: STATUS: CLOSED
TITLE: rirst ot : [

ADDRESS:

HOME PHOME: BLS. PHOME -

MODEL YEAR: a1 MODEL : FRODBE

MILEAGE - 77000 WsD:

DEALER MAME: HAWKINSCNFORD CO SALES CQDE: 141D B & A O178%
CAUSAL COOES: 1203 SYMPTDMS: 104100

CRIGIN: an TAANS, OST/RGN: 414 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 030371997
ACK. CODE: ASSIET CODE: W AMARO AMT: O SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIERATION:

ESP INFD: ELAPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO: 2032305
COMMENTS <

1997/02/28

=+v THIS CONTACT 15 QPEMED QUE TO DFEN RECALL 98548 2w

win HAWIS: PROGRAM w»+

CUSTOMER SAY3:

=WRITING TO SEE IF SEATBELT RECALL AND FUEL PUMP ARE ACTIVE ON VYEHICLE

FER CUSTOMER, DEALER SAYS:JENNIFER

~REPLACED FUEL PUMP UWDER & RECALL AT THE END OF JAWUARY
=WAITING FOR PARTS FOR THE SEATEELTS

L}

CUSTOMER SEEKS:

~RECALL PERFORMED

*

CAC ADVISED:

RE: HRECALL 94548

~INFORMATION HAS 2EEM ODCUMENTED ANMD FORWARDED TR THE DEALER

-REQUEST MR. TOM JAWEL(SYC MNGR) TO CONTACT THE CUSTORER WITHIN 2 BUSINESS
OA¥S

OUTBOUND CALL T4 CUSTUMER:
=FUEL PLIWP RECALL HAS EEEW PEFORMED
=WAITING FOR PARTS DN SEATHLET

OWNER RELATIONS VDP/BENCHMARKLING DAaf11/a8 FAXCARTG




oaf11/98 MASTER OWWER RELATIONMS SYSTEM II 4 .324_03
EEEX==—=——=———xmAnANEEEEEFE=C==-- oo xmra s IAEEEEEEE NS S S S S SS S oSS S S S AAANS AN I mmEmmmd &
JA06JT GRF: XXO7 COMCERN COMTAET YEH TYPE: CaR

E0R W INSTR CONTACT MBR: 1DAROAZAT  OPENED: 04/08/41997
VIN: 12un1'21u1u- ENGINE: U CLOSED: O5/01/1997
EEEEFARE-C—c-CcrEEmAREEREFEEEEsNEARCc - S CSCrasckESIEEIEEEEEEEE I EAE S S S SS S SIS TSI IIEEEEEE
LAST MAME: STATUS: CLOSED
TITLE: FIRST HAME: MI -

ADDRESS:

HOME PHONE : BUS . PHOMNE:

MODEL YEAR: 91 MDBEL : PROBE

MILEAGE : 1 wsh:

DEALER NAME: SHEETS MOTOR COMPAN SALES CODE: 15372 P& A: QH11B
CALUSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: Ll TRANS. DST/RGH: 33 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: {4/23f1997
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: W (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEWN RECALL: OwWhER WOTIFIED: MICRO: 1732065
COMMERTS &

1997704 /05

sx% THIS COWTACT IS OPEWED DUE TO OFPEM RECALL 96548 & 96599 +s+v«

wes LETTER DATED 3724797 #++

wew MILEAGE LUNAVAILABLE #++

wed NAVIS: SURSEQUEMNT +w»

CUSTOMER WRITES:

- RECE!VED REECALL LETTERS FOR THE SEAT BELTS

- THE PASSEHGER SEAT BELT HAS NOT WORKEO SIMCE THE SUMMER OF 98 AMD THE
DRIVER'S BELT HAS BEEN SETTING STLKK SIMCE 11796

- CALLED REALER IN 12796 AND SEVERAL DTHER TIMWMES TQ GET THE RECTALLS PERFORMED,
BUT WAS TOLD FOROD DID NOT RAYE THE PARTS AVAILABLE TO OO0 THE RECALLE AT THAT
TIME

L ]

PER CUSTOMER. DEALER SAYS:

- PER SHEETS MOTOR CD, FORD DDES MOT HAVE THE FARTS TO SEND TO WS TO PERFORM
THE RECGALL

CUSTOMER SEEKE:
- WANTS SEAT BELT RECALL FERFORMED

DUTBOUMD CALL TO CUSTOMEE:
= MO CALL MADE OUE TO TIME DF DAY (7:30 AWM CUSTOMER'S TINE)

"
CAC ADVISED:
v+ FORWARDED FACK [ACKNOWLEDGEWMENT LETTER] »»

OWNER RELATIONS VOP/BENCHMARKING 049/11/38 FAXCARTG




o1 FARWL-T-] MASTER OWHER RELATIDWS SYSTEM LI 14.21.02
=========llllk:-=====;1¥1lllll===lll=I:--t====In:l::::=====l-l.l---===-:l|--ss
230EJT GRP; XRO¥7 CONEERW CONTACT VEH TYPE: CAR

S0R 10 INATR CONTACT NER: 10B2Q8387 OPEMED . 0470971997
VIN: 12VPT21UTH EMGINE: U CLOSED: O8/01/1997
-----n-:-::::.l.l.lll::::g--n;.l::::::......lj::==-.--.====un=--...-----------
1997 /04716

** CHEM JUMAYESY ww

= PER HRIAM SVC MNG VEHICLE HAS MEVER BEEM TO SHOP FOR VERIFICATION OF COMCERH
= UNABLE TO ORDER PART PRICR Td INSPECTING VEHICLE

= SWC DEPT WILL COMTACT CLUSTOMER FOR YEHIGLE INSPECTION

- RECALL NEEDS TC DETERMINE IF BELT MOTDR AND TRACK MEED REFLACIME OR JUST
SEAT BELT TRACK,

1987 /0424

FFETHIS IS THE CLOSING COMMENT

=4+ CSM COMMENTS »++ BRIAN TIKNON SERVICE MANAGER HAS MADE REPEATED ATTEMPTS
TO CONTACT CUSTOMER AT MUMBER PROVIDED IN MORS - REACHES A DACTORS OFFICE,

IF CUSTOMER CALLS BACK TO CAC PLEASE EEFER CUSTOMER TO DEALERSHIP FOR FURTHER
INFQ. DEALER IS ABLE TD SERVICE VEHICLE AT CUSTOMER REQUEST, PLEASE ADViISE
CUSTOMER THAT AM INSPECTION COF THE VEHICLE (BY THE SERVICE DEFT) IS MEEDED TD
FERFORM RECALL. AT THAT POINT THE NEEDED PARTS CAM BE ORDERED.

APOLOGIIE FAR DELAY, WE MUST BE ABLE TO CONTACT CUSTOMER FDR FURTHER ACTIDM,

DWNER RELATIONS VOP/BENCHMARKIMG 09/711/95 FAXCARTG




pas11/98 MASTER OWHER RELATIOMNS SYSTEM I 14,21 .02
-.-=====II=IIIIIIII----Il=====IB'IIlllllI==:|:::====-...|.====;====;=-----.===:::
TAR1RL GRP: X213 INFORMATION CONTACT VEH TYFE: CAR

TeIN CITIES L1 COWTACT WBR: 108147T7H4 OPEMED: 0272771297

YIN: ENGINE: C CLOSED: O2/27/ 1997
FEEEEESExAxEN SRS ELLLELERE Y ETETNITIRNN I

LAST NAME: STATUS:

TITLE: IRST m.uE:- MI:

ADORESS .

CITY: STATE IP:
HOME PHOME : BUS. PI-IJNE:_
MODEL YEAR: MOOEL : FROBE

MILEAGE : 1 w50

DEALER NAME: MILLS MOTOR INC SALE5S CODE: 1SH4B4Q P& A: Q94T
CAUSAL cORES: 1204 SrYMPTOMS: 104100

aRraiN: ao TRANS. DST/RGN: TRANS. OATE:
SERVICE/SALES: 1 CONTAET OATE:

ACK. CODE: AS5IST CODE: AUARD AMT: O SURVEY: (¥ OR M)
BULILD DATE: CALIBRATION:

ESP INFO: EXAPIRES:

OFEN RECALL: . OWHMER MNOTIFIED: MICRO: 9SDBi1828
COMMENTS:

1997702727

#¢+ THIS CONTACT IS5 OPENED DUE TO OPEN RECALL 9654B/0KS9GQ +++
44+ LETTER DATED 17FERST #%»

s MNAWIS: SUBSEQUENT wee

#¢¢ MILEAGE UNAVAILABLE »v+

CUSTOMER WRITES:

= RECIEVED SEATEBELT HECALL FOR THE PRORE

- CUSTOMER WAJTED UNMTIL THE SEATBELT FAILED--DRIVERS SIDE [5 5TUCK MIDTRACK
- DEALERSHIP SA¥S THE PARTS WILL WAOT EE AVAILABLE FOR 2 MONTHS
L )

FER CUSTOMER, OEALER SAYS:

- PARTE WILL FROBAELE BE AVAIL IN TWO MOMNTHS

.

CLSTOMER SEEKS:

= TO ASK WHO I5 MOW LIABLE--DDES FORD CARE ABOUT MY SAFETY

L )

CAC ARVISED:

AUTDMATED LETTER SENT TOD CUSTOMER SUPPORTING INFORMATION PROVIDEDG EY THE
PEALERSHIF

DWMER RELATIONS VOP/BENCHMARKING 897 11/698 FAKCARTS




0ol 11/98 MASTER DOWNER RELATIOMS SYSTEM I 14.21 .02
I EE IEE S I IS NN OE NS S gy Sy E NI I TN SN S S =SS A EAIARNIECEA=——cr—=—-——g——EEEEREEcE&=
E451aD GRP: 04 INFORMAT LON CONTACT VEH TYPE: CAR
SEATTLE T4 ZHFTR ¢ CONTACT KBR: 109543894 OPENED: O3/07/ 1998
VIN: 12¥FT20C 15 ENGINE: C CLDSED: Q370771998
L EE L ER AL LR RS 1 L)) )] ErEAE TSl rhrL AR SN =TS S A ESHEEEEEENE=-=—=—=-——=—=-—3x=3x
LAST MNAME: STATUS :

il 0 BRI e

ADDORESS:

CITY: STATE: F:
HOME PHOME : BUS. PHONE:
MODEL YEAR: MODEL !

MIYLEAGE: 1 wah:

DEALER MAME: ENFIRE FORD INC SALES CODE: 174200 P A A DBES4G
EAUSAL CODES: 1203 SYMPTAMS: 104103

ORIAIN: an TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACY. CODE: ASS1S5T cODE: AWAROD AMT: O SURVEY: (¥ OR H)
BUILD DATE: CALIBARATION:

ESP INFO: EXPIRES:

DPEM RECALL: OWNER MOTIFILED: M1CZRO: A431803
COMMENTS :

1998 /03707

wed VEHICLE INVDLVED TN RECALLS SES4H/AGESHET mer

wivr MILEAGE UMAVAILABLE wwe

wes LETTER DATED 1/15/98 =we

CUSTOMER WRITES:

- TOOK VEMICLE IM OM 11/29/9&8 FOR THE SEAT BELT RECALL [9&S48/56559) AND A5
OF 1/15/98 STILL HAVE NOT RECEIVED THE SERVIGE

- CALLED THE BEALERSHIP PERIOOICALLY TO FIND OUT THE 5TATUS

- WEVER RECEIVED A CALL FROMW THE DISTRICY MANAGER

- BOTH SEATBELTS MALFUNCTIOM [THEY LSUALLY DELAY)

THE SEATHELTS TIGHTEW 50 WUCH THAT THE DRIVER/FASSEMGER CANNOT BREATHE

PER CLSTOMER, DEALER SAYS:

- THE EQUIPMENT 15 0OM BACKORDER

- THE DISTRICT MAMAGER WILL CALL THE CUSTOMER 8ACK TD INFORM HER DF THE
UPDATE

- JEFF, SERVYICE AGENT, SA1D THAT JIM SILMORE [5 THE DISTRICT MAMNAGER
.

CUSTOMER SEEKS:

= TQ LET FORD KHOW HER DIYSAPPOINTMEMT WITH THE DELAYED PEFLACEMENT OF THE
INOPERATIVE SEAT BELTS

L

LAC ADYISED:

= PDSTCARD PCO2 SEWT TO CUSOTHER

CWMER RELATIONS VOPSBENCHMARMING 09711798 FAICARTG




as11/84a MASTER OWMER RELATIONS SYSTEM 11 14.21.82
LEL L LR LERRER S LD L LERLLLLLLELFLELT T IRERELLLPRERLERLTLERL PRI FERENYFEEFEELDELRERSRNL LR Y]
00830y GRF: 06 CONCERN CONTACT ¥YEH TYPE: CAR

LOS AMGELES " INSTR: CONTACT MBR: 103550241 OFENED: 03708715998
VIN: 1ZVPT2003M ENGINE: C CLOSED: D3/19F 1998

LAST WAME: STATUS: CLOSED
TI1TLE: IRST MAKE: - MI:

ADDRESS:

£11Y: Mnma STATE: F:

HOME PHONE ; BUS. PHOMNE:

MDDEL YEAR: 21 MODEL :

HILERGE ! 1 W50 :

DEALEA NAME: PARADISE FORD SALES CODE: 171015 PR A: DIRID
CAUSAL COQES: 10121 {203 EYMPTOMS : 1400

ORIGIM: Gn TRAMS. DET/RGN: 71 TRAME. DATE:
SERVICE/SALES: 1 CONTACT DATE: 031271383
ACK. ©£ODE: ASSIST COCE: W AWARD ANT: 0 SURVEY: ¥ (¥ OR N)
HUILD DATE! CALIBRATION:

ESF INFO: EXLPIRES:

OPEN RECALL: OWNER WOTIFILED: MICRO: 34313862
COMMENTS :

1997 512/01

wnshl YIWN AVAILABLE&+w

twr MILEAGE UMAVAILAELE +v»

sve ETTER PRATED 10/37/57 swa

CUSTOMER 5AYS:

=1 AM WATTING ¥O HAVE THE SEAT BELT RECALL PERFOAMED
=THE PARTS ARE ON NATIOMAL BRCK ORDER

*

PER CLISTOMER, DEALER 3AYS:

- THE PARTS OK BACK OROER

-
CUSTOMER SEEKS:

= TQ HAVE THE RECALL PERFDRMELD

»

CAC ADVISED:

- PER OBC TO CUSTDMER

- LEFT MESSAGE ADVISER CLSTOMER TO CALL CaAd

- CUSTOMER HAS BEEN WAITING FOR 3 MONTHS FOR FARTS

- HEXT C35R PLEASE UPGRADE TO A CONCERN COWTACT 1IF NECESSARY

- PLEASE OATAIN VIN NUMBER AMD MILEAGE #¥¥ NOTE: IMAGING DOCUMENT
IDENTIFICATION WUMBER [DOGID): 67441161

DWNER RELATLIONS VUP/BENCHMARKING O9%/11/%B FAXCARTG




o9/11/98 MASTER OWMER RELATIDNGS 5YSTEM 11 14.21.02

-.::==--.-.::--I--I===F-ll==qlli===‘lk==:;|--l:===II-=='_lI-;::III-n:I-H--===---=
OoEFLY GRP: 0B COMCERN CONTALT VEH TYPE: CaR

LOS ANGELES FR ZNSTR: CONTACT WBR: 108550241 OPENED: 03/09/ 1G98

VIN: 1Z¥PT 20C3M5 ENGIMWE: © CLOSED: 03/19/1908

SN EREr=—aE s hasEREgmmm==3 t==w--’::;.-l:==Ill:==-ll==lIll--=-'h-===--l

1997/ 12704

CUSTOMER SAYS:

- 1 AM WAITING TO HAUE THE SEAT BELT RECALL PERFORMED
- THE PARTS ARE OM NATIOWAL BACK DRDER

- THE CUSTOMER H A YEAR FOR PARTS

- THE FAX NUMBER

L]

FER CUSTOMER, DEALER SA¥S:

= THE PARTS DN BACK DROER

- MICHEAL IN THE SERVICE DEPARTMENT SAID IT IS5 ND PREBLEM ADDIMG THE CUSTOMER
TO THE LIST TD BE CALLED WHEN THE PARTS COME [M.

1

CUSTOMER SEEKE:
=~ TO HAVE THE RECALL PERFORMED
- CUSTOMER wOULD LIKE & CALL WHEM HIS PART COMES IN.

» -

CAC ADVISED:

= INFORMATION HAS S8EEN DOCUMENTED AND FURMARDED TO THE DEALER

- REQUEST MR.MIKE ALLEN [CUST REL MNGR/ SVC MWGR) TD CONTACT THE CUSTOMER
WITHIN 2 BUSIKESS DAYS

1998/03/07

#%* LETTER DATED 2/20/98 ALEX TROTHMAN CEQw+

CLUSTOMER WRITES:

= PECALL FOR MY SAFETY BELT HAS NOT BEEN COMFLETED AS OF THIS OATE
- I'M ABSOLUTELY DISGUSTED WITH FORD

L J

PER CUSTOMER, DEALER £5Y5:

- MAME LUMAVATLALEE

- PART IS CN BACK OROER

[ ]

CUSTDMER SEEKS:

- RECALL COMPLETED

L ]

CAC ADVISED:

OBRC: LEFT MESSAGE

= SENT PCO1, CONTAET THE Car

- MEXT CSR QBTAIN VEHICLE IDENTIFICATION NUMBER AND UPGRADE CONTACT
159&/03,/00

sue VEHICLE INVOLVED IN RECALL SG599 swv

**+* VEHICLE INVOLVED !N RECALL GGS4d sww+

*IY NAVIS: DRIGIMNAL w44

CUSTOMER SAYS:

~SOMECHE CALLED FROM CAC AND ASKED HIN TO CALL WITH VIN WUMRER
"BEEN WAITING DVER TWD YEARS TD HAVE GSEAT FERFORMED
-WENT TO DEALERSHIP.CALLED CAC. WROTE 'mm

“HEEN GDING ARDUNGD IM CIRCLE: FOR OVER Twd YEARS

-BEEN WAITING SINCE DCTORER OF 198§

~FORD SA¥YS MY VEHICLE 15 UNSAFE

=1T'S BEEN TWQ YEARY WHAT 15 GOING ON

OWKER RELATIONS VOP/BENCHMARKING OE/11/98  FaXCARTS




QRS 11/98 MASTER DWHMER RELATIONS SYSTEM 11 14.21,02

h---:--:IIFi------=-:===l-III.-:--::-..F'.&-:::: =N l‘=::==“...l.:::..:l...:::::
008aLy GRP: D& COMCERN CONTACT YEH TYPE: CAR

LOS AMNGELES 71 ZN/TR: 4 NTACT MBR: 109550241 DPEKED: nz/0af199E

VIN: 1ZVRTZ0C3M ENGIME: £ CLOSED: pasia/i4998

=:l:l----II---n--r----------:::::.::ll.-:i:==-..-.l:::n---..:::-:--.-::::::...'.
1993403709

=WAMTED CAC VWICE PRESIDENTS MUMBER

x

PER CUSTOMER, DEALER SAYS:

“FORD WILL WNOT RELEASE PART

¥

CUSTOMER SEEKS:

-BIVE FORD WIN NUMBER AS REQUESTED

“WHY IS IT TAKING S0 LONG TO GET RECALL DONE

L ]

CAC ADVISED:

~INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALER

=REQUEST MR.CHIP HAMMETT( SVC MNGR) TO CONTACT THE CLSTOMER WITHIN 3
BUSLMERS DAYS

THIS CONTAET [5 AN UPGRACE OF CONTACT MUMBER 109126132

*»» VEHICLE INVOLVED [N RECALL 98548 & 96599 waw

wme NAVIS: ORIGIMAL ~as4

CLSTOMER SAYS:

= IM 10/96 T GOT A LETTER FROM THE MAWAGER SERVICE B PROGRAMS INW VEHICLE
SERVECES B PROGRAMS FOR A DEFECT IN ¥ SEATEBLETS

= I TOOK IT TO PARADISE FORD ON €/2%/97

- FOROD MOYOR OMPANY WILL

L

PER CUSTOMER, DEALER sAYS:

= SERVICE AGVISOR, CUSTOMER DOESN'T RECALL HAME. WE NFED TD REPLACE THE
SEATBELT

- 1097 THE PARTS WILL KOT BE RELEASED BY FQORD PERHAFS AFTER JANLUARY 1,
1988 .

- 10/97, SERVICE MANMAGER, CUSTONER DNOES NOT RECALL MWAME., WE WILL CONTACT wODU
WHEN THE PARTS COME [N

-

CUSTDMER SEEKS:

= RECALL UPDATE {ARE PARTS AVAILABLE)

»

CAC ADWEIESED:

- OPEN RECALL S98S4R & 96544

*PER OBC, ETACEY IS MEW SERVICE M3ERw

= TNFORMATION HAS HEEM DOCUMENTER AND FORWARDED TO THE DEALER

- HEQUEST MR. STacEY SHELLHAMMER (SYC MNGR) TO CUNTACT THE CUSTOMER WITHIN 2
BUSINESFS DAYS

= THE PARTS ARE IN STOCK

CONTACT IS UFDATED BY SYSTEM
1898/03,/12

#FFTHIS IS THE CLOSING COMMENT

CONTACTED MR, DAVIDSDN ON 02/ 12/98 REGARDING HTS RECALL. MOR% CDNTACT STATED N
O DREN RECALL BUT DASIS SHOWED RECALL CREM, CUSTOMER STATED THAT HE WILL ERING
ING HIS YEHICLE IN FOR 3ERVICE TO COMPLETE RECALL MEXAT WFEX. DEALER HAS PARTK
IN 5TOCK. STACY SHELLHAMMER

DWNER RELATIONS WOR/HENCHMARKINE 09711798 FAXCARTG




oas11 /88 MASTER OWMER RELATIOMS SYSTEM II 14.21.02

EEECEEEE I LIS LIS TS O NSNS R e L et et A AR T T T E AN ST EEECEEEARACSESXESS oSS ===
RSZBYE GRF: 14 INFORMATIEON CONTACT VEH TYPE: CAR

L NDWHN 89  ZN/TR: CONTACT MNAR: 1092251332 DPENED: 12/0371837

vIN: L | ENMG]INE : CLOSED: 1270371997

LAST MaAME:

Em L EEECECIIOEOE SRR R LR RAmEmAEEEEEEEE
TITLE:

STATUS: CLOSED
rest wane: [ o:
ADDRESS:

rowE. ™ " 2% o I
HOME PHOME : BUS. PHOME:

MODEL YEAR: a1 MODEL: PROBE

MILEAGE : 1 WED:

DEALER MAME: SALES CODE: P B A

CAUSAL CODES: 1012 1203 SYMPTOMS: 104 100

ORIGIN: aa TRANS. D5T/AGN: TRANS, DATE:
SERVICE/SALES: 1 CONTACY DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: a SURVEY: (¥ DR N}
BUILD DATE: CALIARATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWMER NOTIFIED: MICROD: 8431352
COMMENTS :

1997712703

wesb]) YIN AVAILARLEvas

wee MILEAGE UNAVAILABLE www

waw LETTER DATED 10/27/97 %es

CUSTOMER SAYS:

=T AM WAITIMG TO HAVE THE SEAT EELT RECALL FERFORMED

=THE PARTS ARE ON NATICNAL BACK ORDER

L]

PER CUSTOMER, DEALER SAYS:

- THE PARTS ON BACK QROER

¥

CLSTOMER SEEKS:

= TO HAVE THE RECALL PERFORMED

Ed

TAC ADYISED:

- PER 02C TO CUSTOMER

- LEFT MESSAQE ARVISED CLUSTOMER TO CALL CAC

= CUSTOMER HAS HEEM WAITING FOR 3 MOMNTHS FOR PARTS

= MEXT CSR PLEASE UPGRADE TO A TDMCERMN CONTACT IF MECESSARY
= PLEASE DBTAIN VIN MUMHAER AMO WMLLEAGE X¥F WOTE: IMAGING DOCLUMENT
IGENTIFICATION MUMBER (pOcCID): E7441151

UWKHER RELATIONS WOP/BENCHWARKIWG 09/117/98 FAXCARTG




0af11/98 MASTER OWMER RELATIONS SYSTEM 11 14.231.02
--.----:------:::--Ii-:=IIII===IIll:==----:::--n-:::.-::::-w---------::::--:::
85z28YC GRP: 14 TNFORMAT IOM CONTAGT YEH TYPE: CAPR
LINCKOWN 29 N/ TR: CONTACT NBR: 108225132 OPENED: 12/03/1997
VIN: M ENGIME : CLOSED: 12/03/1997
==I-l---:--lI--n::nllll:::.lli==IIII===III:==I.I!:==Ill:==-1l----ul---==---k==
19975 12/04

CUSTDMER 5SAYS:

- I AM WAITIMNG TD HAVE THE SEAT BELT RECALL PERFORMED
- THE PARTS ARE ON NATTONAL BACK DRDER

= THE CLSTDNER Hi A YEAR FOR PARTS
= THE FAX MUMBER
»

FER CUSYOMER, DEALER SAYS:
= THE PARTS OM BACK ORDER

- MICHEAL IN THE SERVICE DEPARTMENT SAID IT 15 ND FROBLEM ADDING THE CUSTOMER
TO THE LIST TD BE CALLED WHEN THE PARTE COME IN.
[ ]

CUSTOMER SEEKS:
- TO HAVE THE RECALL FERFORMED
= CUSTOMER wOULD LIKE & CALL WHENM HIS PART COMES IN.

»
CAT ADVISED:

- INFORNATION HaS BEEN DDCUMENTED AMND FORWARDED T& THE DEALER

= REQUEST MR.MIKE ALLEN [CUST REL MNGRS SVC MNAR] TD COMTACT THE CUSTDMER
WITHIN 2 BUSIMNESS DAYS

1998 /03/07

*vx LETTER DATED 2/20/98 ALEX TROTMAM CEOw+r

CUSTOMER WRITES:

= RECALL FDR MY SAFETY BELT HAS NOT HEEM COMPLETED AS OF THIS DATE
= I*M ABRSOLUTELY DISGUSTED WITH FORD

L

PER CLUSTOMER, DEALER SAYE:

- MNAME LNAVAILALBE

- PART IS5 DN BACK ORDER

L ]

CLUSTDMER SEEKS :

~ RECALL COMPLETED

®

CAC ADVISED:

OBC: LEFT MESSAGE

= 3ZENT PCO1, CDNTAECT THE CAC

- MEXT LSR DATAIN VEHICLE IDENTIFICATION MUMBER ARD UPGRADE CONTAET
199E /03 /09

wwv VEHICLE INVOLVED IN RECALL 95500 www

*++ VEHICLE IMVOLVED IWN RECALL BES48 wwas

e WAVIS: ORIAINAL wew

CUSTOMER SAYS:

“SOMEONE CALLED FROM CAC AND ASKED HIN TO CALL WITH VIN MNUMBER
~HEEN WAITING OVER TWO YEARS TO HAVE SEAT BELT RECALL PERFORMED
“WENT TO DEALERSHIP,CALLED CAC, WRGTE TD ALEX TROTHAN

~BEEN QOING ARDUNGD IN CIRCLES FOR OVER TwO YEARS

-BEEN WAITING SINCE DCTOBER OF 199§

-FORD SAVS MY VEHICLE TS UNSAFE

~IT*S HEEH TWD YEARS WHAT I3 GDING ON

O¥NER RELATIONS VDP/EENCHMARKING Gef11/80 FAXCARTE




3/11/98 MASTER CWhER RELATIONS S¥STEM 11 14,21, 082
==========-=l------I-l..:.::::|-:---..--::-:::=x==-:-....=!====;=l-hlt—_t====q=...
B3ZRYC GRP: 14 INFORMATION CONMTACT VEH TYPE: CAR
UNKNOWN CL INFTH: CONTACT WEBR: 109228132 QOPENEDR: 12/03/1937
VIN: M EMGINE CLOSED: 12/03/1997
L BT EL T3] L R ] E R E N R L Y F L E LT LT BT yupuppn SRS S-S EAESE A= =—=S=—FmEAEEN
1928,/03/049

-WANTED CAC VICE PRESLDENTS NUMBER

.

PER CUSTOMER. DEALER SAYS:

-FORD WILL NGT RELEASE PART

.

CLSTOMER SEEKS:

-GIYE FORD YIM NUMBER A5 REQUESTED

-WHY IS IT TAKING S0 LONG TG GET RECALL DONE

E

CAC ADVISED:

~INFORMATION HAS BEEN DUCUMENTEOD AND FORWARDED TD THE DEALER
-REQUEST MR.CHIP HAMMETT( SVC MNGRY TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

THIS CONTACT HAS BEEN UPGRADED. THE NEW CONTACT IS 10955024 1

DWNER RELATIONS VOF/BENCHMARKING OO/11/98 FAACARTG




ogaf11/9a8 MASTER QwWMER RELATIDNS SYSTEM 11 14._21,
CEREEEEE Rk EEEEAR AT FF N ENENECE S RS TR ES IS ECECEE T FFENEI N INSEEEERFwrExdml—=—r=-=-=—=====
B934DM GRF: XX03 INFORMATION CONTACT YEH TYPE: CAR
MEMPHIL 231 ZN/TR: A2 COMTACT MER: 1OBEJ4873 OPFENED: D&F11/1987
VIN: M ENGINE : CLDSED: OE/11/19397
HEE S AN I N o F e e = S E =¥ -3 - I - IEIE S EASES IS ILAEEEANLEEAEE=—E-E=—x—E=i
LAST MNAME: STATUS: CLQASED
TITLE: FIRET MAME: MI:

ADDRESS :

CITY: DAMASCUS STATE: 1P -
HOME PHONE: BUS. PHONE:
MODEL YEAR: MODEL :

MILEAGE : 72000 W3D

DEALER MAME: S=SMITH FORD ThC SKLES CODE: 123580 P E A: OCBDEE
CAUSAL CODES: 1204 3104 SYMPTOMS: 104100

ORIGIN: Gao TRAMS. DST/RGH: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CORE; ASS15T COnE: AWARD AMT: G SURYVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP IMFG: EXPIRES:

CPEN RECALL: TWMER WOTIFIED: MICRO: B211T52
COMMENTS :

1997/087 11

+#4¢ YEHICLE TNVOLVED 1H RECALL OBS48 8 98595 s+«

«ve LETTER DATED 5/193/87 wew»

vrehl YIN AVAILABLEw«»

CUSTOMER SAYS:

=~HAS BEEMW WAITING S1NCE OCTOEER 1998

-rAS CONTIMUALLY CALLED DEALER, BUT PARYS ARE MEVER THERE
=DEALER HAS MY RECALL LETTER

-

PER CUSTOMER, DEALER 5SAYS:

=PARTS AREN'T 1IN ¥YET;: PER ND NAME MENTIOMED

=WE‘LL SEND YDOU A POSTCARD AS SO0M AS THE PARTS COME IN: PER MO NAME MENTIOMWED

CUSTOMER SEEKS:

-PARTS FOR RECALL

-

CaAL ADVISED:

*=vNOTE TO DEALER»~

~PLEASE IWFORM CUESTDMER YIA PDSTEARD AS S00M AE PARTS ARE AVAILABLE
«xREBARDS TO OBC TO CUSTOMER+-

- TNFORNTED CLSTOMER PART IS DM NATIOMAL BACKDROER

- IWFORMED CUSTOMER FDRD MAY EXFERIEWCE A BACK - CRDER SITUATION

- IKWFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CUERENT UPDATES OMW PARY
DELAYS

- ¥YOU DO NOT NEED REEALL LETTER FOR RECALL TO BE PERFORMED. THE RECALL IS
VERFFIED BY THE VTN

«#PER CUSTOMER «

-MY YEAICLE 15 A& 1851 WITH 72,000 MILES OM IT, [ DOM‘T HAVE THE ¥IN HANDY

DWNER RELATICONS YOPFBENCHMARKING O02711/98 FAKCARTG




o9/ 11/38 MASTER OWNER RELATIONS SYSTEM II 14.21.02
Q3I29EC  GRP: XX17  CDNCERM CONTACT VEH TYPE: CAR

DENVE R 1) 2N/ TR COMTACT NER: 108197500 OPENED: O37511/1997
VIN: 1sz720::5!|5* ENGINE: C CLOSED: 0371371327

mEhErmhrSh S - L L L DL DL LR LR NN ERERLLEERNES S ELFFYE ]

LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: _ M1:

ADDRESS:

CITY: STATE: P: -
noe powe : RN BUS. PHONE: _

MODEL YEAR: 91 MODEL : PROBE

MILEAGE : 65000 WSD:

DEALER NAME: DALE SORADLEY MOTOR SALES CODE: 355400 P& A: 11060
CAUSAL CODES: 1204 SYMPTOMS: 104100

ORIGIN: &0 TRANS. DST/REN: B TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q3/12/71997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ ¥ OR N)
BUILD DATE: CALTBRATION :

ESF INFD: ERPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO: 3197500
COMMENTS :

1997/703/11

wxs THIS CONTACT IS OPENED DLE TN OPEN RECALL BGS4B, OGSBE s+

wws NAVIS: SUBSEQUENT exw

CUSTOMER SAYS:

~CUSTOMER RECEIVED & RECALL NOTICE FOR THE SEATBELTS IN 10-8B

~SEATRELTS JAMMED TN AUGUST DM THE DRIVERS SIDE

~SEATHELY HAS REFN LWUSAHLE SYNCE O8-5E&

L

PER CUSTOMER,. DEALER SA¥S:

-PARTS WERE DRDERED Q1-9F

-TRACK GCAME IN, BUT THE MOTOR ASIEMELY I4 ALSD NEEDED NDW

-IT WILL TAKE AMOTHER G-2 WEEKS FOR THE MOTOR TO COME IN

[ ]

CUSTOMER SEEKS:

=TD HAWE RECALL PERFORMED

®

CAC ADWISED:

*INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-~REQUEST MR.DIRK FREDRICKSON[SYEC MNGR) TD CDNTACT THE CUSTOMER WITHIN 2
BUSINESRS OAYS
1987/03/12

FANTHIS 15 THE CLOSING COMMENT

HY PARTS MANAGER BMANAGER TD FJWD & FART AT ANOTHER DEALERSHIF SIMCE THERE 1%
A E WEEK BACK ORDER. I CDNTACTED CUST ANOD SCHEDULED HER IN FOR REPAIRS ON
03/15/19487

DIRK

OWKER RELATIONS YOP/BENCHMARKING O0/11/9B FARCARTG




oa/11/98 MASTER COWMER RELATIONS S¢STEM Il 14.21.02
BB =—FFEFF=——c=———=—=—S=-=—=——rf#c=—k—@—k—f—Ark—EBrEirB—SrE-—f--—-—m=-=—cdr-—-——n-—m-—x-—*=—k¥=—r=—c-c=-===
EQZAYD GRP: 14 INFORMAT 10N CONTAST WEH TYPE: CAR
ATLANTA Z1 ENSTR: D1 CONTACT MER: 108382601 OPENED: 04,307 1987
VIN: 12VPTZ0C8 EMGINE: & CLOSED: ©4/30f1997
AEBEEEASEEESEEN AEEE IS I ESEEEFE I EVEEETFAEEEEEEEEEEEEEEEEEEEEN
LAST MAME: STATUS:

TITLE: FIRST MAME: MI:

ADDRESS:

CITY: RTATE ; P:

HOME PHONE=: BUS. PHIONE:

MODEL YEAR: g1 MODEL ; FROBE

MILEARE : 40000 Wb

OEALER NAME: HARRELSONFDRD IWC  SALES ¢ODE: 121213 P A A OO
CAUSAL CODES: 1203 3105 SYMPTOMS: 104100

ORLGIN: e} TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 4 COMTALT OATE:

ACK. CODRE: ASSIST COOE: AWARD AMT: O SURVEY: (Y ORF N}
BLILD DATE: CALIBRATION:

ESP IHWFD: EXPIRES:

OPFEM RETALL: OWHER NDTIFIED: MICRO: A170547
COMMENTS :

1887 fp4 /30

s NAVIS: ORIGIMAL «we

woe YEHICLE THAMOLWED 1IN RECALL 9854E AND Q8555 «++

+++ LETTER DATED 4722797 +»+

CUSTOMER SAYS:

= WEHICLE IS [NVOLVED IN RECALL 95348 AND 96599 AND CUSTOMER HAS BEEMN WALTIMNG
FOR B WEEKS YO RECEIVE THE PARTS FOR THIE VEHICLE

- CUSTONMER IS5 CONCERMED BECAUSE THE SEAT BELTS IN THE VEHICLE ARE SLURRENTLY
INOPERATIVE.

-

FER CUSTOMER. DEALER SA¥S:

- NOT RECENTLY CONTACTED

*

CUSTOMER SEEWS:

- VEHICLE REPAERED

L]

CAC AQVISED:

- PER OEL SPOKE WITH MIKE IW SERVICE

= THE PARTS FOR THE REPAIR OF THE VEHICLE ARE AT THE DEALERSHALP

- DEALEREHIP ATTEMPTED TO CALL THE CUSTOMER 2 TIMES UWSUCCESSFULLY

- PER OBC CSR CALLED THE CUSTOMER AT WDRK AT AT HOME ON 4/3Q/9T AT 4 :A0FM
LEFT A MESSAGE AT HOME TOQ COMTALCT WIME THE SERVICE ADVISOR aT THE
DEALERSHIF, PARTS FOR THE REFALR ARE AVALLABLE.

= MO LETTER SENT, CE MICRD ONLY

DWWER RELATIONS VOP/BEWCHMARKIWG 0971198 FAXCARTG




ouf11/98

MASTER OWMER RELATIONTS SYSTEWM |1 14.21.08
=llll'=:=|=qr-=IHII.I.I.===q=!|=wlll:::::::ll-l:::::l:l!:-l-l-=l;:-::---:-::-:::a.:ll:-:-:
TOX0RH GAP: LF COMCERN £CONTACT VEH YYPE: CAR
SEATTLE T4 ZMATR: CONTACT MER: 1083284514 OPERED: O4/415/15a%
YiN: 1ZVPAT20E2M EMGINE: C CLUSED:. D4/2571907
SFAESxdr-CCcagFERAARE—WNaO=-aFxXEN I:t.:::=:lll:h:-:::.:l-hl====--=h--:-:=-------===='
LAET MAME: STATUS: CLOSED
TITLE: FIRST MAME: W MI:

ADDRESS:

CITY: STATE: WA Iin: -
HONE PHONE : 1M1-T11=-1111 BUS, PHONE: 111-t11-1111

MODEL YEAR: a1 MOOEL : PRORE

MILEAGE: i w0

DEALER WAME: MCCOLLUM FORD SALES SALES CODE: 174303 FE A: DEZOR
CAUSAl CORES: 1204 12RA SYMPTDMS - 104 104

DRIGIN: G0 TRANS ., DST/RGN: 74 TRANS . DATE:
SERVICESSALES: 1 ) CONTACT DATE: D4/F16/1097
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ (¥ OR N}
BUTLD DATE: CALTBRATION:

ESP INFO: EXPIRES:

QPEM RECALL: DUNER NOTIFIED: MICRO: 152708
COMMENTS -

1957/04/ 15

ran YEHICLE ENVDLVED INW RECALL 96548 98583 v+

CUSFTOMER SAvS:

-- CUSTOMER LETTER DATED 4/5/97

GOT RECALL WATLCES- IW OCTOEER 1996- STOPPED AT MCCOLLUM TO SET APPT -

- DROPFED CAR OF ONM 11/1R/97- PICKED LP MEXT DAY- TOLD THEY DION'T HAVE FARTS-
DID HOT DO WORK- WOULD CALL WHEM PARTS CAME IH- MEVER CALLED-

-JAMUARY 1387 STOFPED AT MCCOLLUM- TOLD THEV HAD BEEN CALLIMNG HIM- HE HAS
CALLER ID AND HAS HAD NO CALLS- WEVER SENT POSTCARD - SET APPT FOR 1/14- 0N
W15 MENT TO GET CAR- WORK NOT DONE AGAIN- SATD WRONG PARTS CAME IN-

- STOPPED AT EWMRIAE AND 15 HAVING SIMILAR PROBLEMS- THEY SAY PARTS ARE
HACKORDERED.

- 4/1 STOPPED AT MCCOLLUM- DPARTS STILL ARE NOT IN-

~ HAS BEEN 5 MONTHS

L]
PER CUSTOMER, DEALER SAYS:

- SEE AROVE

»

CUSTOMER SEEKS:

=~ RECALL PERFORMED

*

CAC ADVISED:

SENT FACK- CONTACT IS DPEM WITH OLR- REQUESTING THAT WAYNE
CUSTOMER WETHIN TwD Da¥5- 1F NOT CONTACTED GALL DLR
1997704718

#UATHLIS 1% THE CLOSING COMMENT

CUST CONTACTED AND APRT DET FDR 4-22-37,

BRONSON, CRM CALL

DWMER RELATIONS VOP/REMCHMARKING QRF11/98 FAACARTG




casi1/98 MASTER QWMWER RELATIDNS SYSTEM 1] 14.21.02
:::::::Il-_.-lll.-:I::::::.:a--l-tl:===.q..I--:::::]I‘..-:n_::|::.-.:t:::::,.&--.::::-:
TOIORH GRF: LP COMCERN COMTACT VEH TVPE: CAR
SEATTLE 74 IN/TR: A3 CONTACT WBR: 10B525451 ORENED: 0471571847
VIM: 1ZUPT20LTM ENGINE: & CLOSEDT Q472971947
LA e - EF P EFEI PN A RN EEEET I FRE Y :-:q:..-.-l:t:q.;---..;::_—,....-:.:::;-..:.::::--
1997,/04 /30

CUSTOMER SAYS:

- DUPLICATE LETTER CAME UP ON IMAEING

"

FER CUSTOMER, DEALER SAYS:

- MO CONTACT

x

EUSTOMER SEEKS:

= WO CONTACT

[ ]

CAC ADVISED:

- CUSTOMER WAS ALREADY SENMT AN FACK LETTER FROM CAC #¥F WOTE - TMAGING DOCUMENT
IDENTIFICATION NMUMEER {0OCI!D): S4098237

OWNER HELATIONS VOF/BEENCHMARKING A8 11/08 FARCARNTS




0a/14 /94 MASTER OWNER RELATIOMS SYSTEM 11 1421 .42
e LIS I L E R P T T R R ET TR R R R AT T DL L R I R
GTR2yL GRP: AXOB [NFORMAT 10N COMTACT VEH TYPE: CAR

ATLAMTA 21 ENfTR:HﬂHThCT NER: 10314419 DPENED: C4F1271097
VIN: 1ZUPT21UINS ENGINE: U CLOSED: Qaf1271991
T T LI L L LR F L R R R RN T T T LT LI EFRIEEEEC--aEE-—===xx======r:-BEBrc-r=—ERkExraxEEc-chEEIERALE

LAST MAME: STATUS: CLOSED
TITLE: 1IRET MAME: _ Wi

ADDRESS : 1]

HOME. mithhbiben -5 - - =

HOME PHONE : Bus, FHONE - [ - - : -
MODEL YEAR: ai MDDEL : RROBE

MILEAGE: 1 wsh:

OEALER MAME: CAPITAL FORD INC SALES CODE: 421019 F L A: O(DO7R
CalSal CODES: 1203 SvMPTOMS 104108

ORIGIN: &0 TAANS. DST/SRGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . CDBE: ASS5IST CODE: AWARD AMT: O SURVEY: (¥ OR M)
HUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWHER NOTIFIED: MICRD: 3152702
COMMENTS :

18572/04/712

sve LETTER DATED 4/7/BFuss

e MILEAGE UMAWAILABLE wee

anu WYEHICLE INVOLVED IN RECALL O8SAB wew

ver NAVIS: ORIGIMAL »ww

CUSTOMER SAYS:

- WEMT TO OEALER 19/25/98 70 HAVE RECALL PECALL WORK PERFORMED
= COMPLAINS OF POOR SERVICE FROM DEALER

¥

FER CUSTDMER, DEALER S5AYS:

- 107257949 PART NOT AVAILAELE., DN MATICOMAL HACKORDER
- WILL PLACE ORDER FOR REPAIR

.

LUSTOMER SEEKS:

- RESOLUTION TO CONCERN

*

CAC ADVISED:

- FORWARD L1 LETTER: POOR DEALER SERVICE
CUSTOMER SAYT:

~ OPENED TO CORRECT FORWARDING LETTER

.

CAC ADWISED:

- FOAMARDG F1 LETTER: FODR DEALER SERVICE

DWNER RELATIONS VOP/HENCHMARKING &9711/98 FARCARTG




Bo/S 11 98 MASTER OWNER RELATIONS S¥STEM 11 1a.24 .02
ExhArh s rEEArCrE SR - r S CCoR S C S C SRS S XN I EEEIEEYENEm b R EEEETr-SC- - IESECEFREEERE R
ERSECK GRP: XX0OF INFORMATION COWNTACT VEH TYPE: CAR
DETROLIT 4B ZNSTR: BRI CONTACT NBR. 108098704 OPEMED: 0271371997
wIM: ENG IME * CLDSED: 0271371357
e B | FEEEEEE-—hrErArcid-—cc S-S COEEEENEENScE-—h=—Cc=—=—=—=—ygu
LAST MAME: STATUS: CLOSED
TITLE: FirsT nane: [ -

ADDRESS:

CITY: ELINTON TwP STATE: MY ZIP:

HOME PHOME : BUS. PRONE: 111-111-1111

MOOEL YEAR: ai MODOEL : PFROBE

MILEAGE: 1 W3D:

NEALER WAME: MIWE DORIAN FORD INM SALES COOE: 148003 P B A: D2E7S
CALISAL CODES: 1204 12049 EYMPTOMS : 104 0D

ORIGINM; =] TRANS . DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CDODE: ASETET CODE: AWARD AMT: 0 SURVEY: (¥ DR M)
BUILD DATE: CALIBRATION:

EEF INFD: EXPIREL:

OPEN RECALL: - OWMER WOTIFIED: MICRO: B040495
COMMENTS:

1997 /02712

*ew MAYIS: LMABLE TD DETERMINE +++

*2+LETTER DATED 27173 Twesx

CUSTOMER 3AYS:

-~ VERY DISSATISFIED WITH THE HANDLING OF THE RECALL

- THE VEHILLE HAD TO GO TO THE DEALERSHIP 2 TIMES FOR THESE RECALLS
= THIMKS THAT I RECALLS 1N 2 YEARS IS EXCESSIVE

- THE PaARTS 5HOULD HAWE BREEN SHIPPED TO THE DEALERSHIPS BEFORE THE RECALL WAS
ANNOLNCED TO WNQT INCOMVENIEWCE CUSTOMERS

[ ]

PER CUSTOMER, DEALER SAYS:

= NO COMNENTS

-

CLUETOMER SEEKS:

= %0 EXPRESS HER DISSATISFACTION

L]

CAC ARVISED:

- SENOING FRA OUALITY CONCERWS

1997703517

sun NAVIS: SLUASENULEMT ®e=

CUSTOMER SAYS;

-CLUSTOMER CALLING TO COMPLAIM AROUT AECALL FRAGCEDURE

~TOOK THE WEHICLE TN TwWO MONTHS AGD FOR A RECALL

-THE WOTORIZED TRADKS ARE BROMEM ON BOTH SIDES OF THE VEHICGLE

=IT 15 TERRIEBLY IRRESPONSIBLE FOR FORD TO SEND THE RECALL NOTICE BUT AND MOT
HAVE THE PARTS AvAILABLE

L ]

PER CUSTOMER, DEALER SAYS:

-THE PARTS ARE ON A TWwO MONTH BACKORDER

OWNER RELATIONS VOR/BENCHMARKING 09711708 FAXCARTE




09/ 11798 MASTER OWMER RELATIONS SySTit 11 14_21.0%2
SN AR A Nk EEmsAE X =N ¥ENANCOE - - EISNENCE===-s-ARdMk-c-c-—mOonmmErmc—c-cmam—m====
BB SECK GRF: AXDP INFORMATION CONTAGT VEH TYPE: CAR
DETROIT 48 ZNFTR: A% CONTRCT NAR: 108098706 OPENED: D2/1371997
VIN: ] EMGIME * CLOSED: Q271371997
:I:t::::n:lII-Il-I----:---lhll---::::::ll..k.::::::Iltl===='=l-ll:=====-!-=.==
1297 703/17

CUSTOMER SEEKS:

~COMPLALNT

L]

CAC ADVISED:

RE: RECALL ZOMPLAINT

= AFDLDGIZED TO THE CUATOMER ON BEHALF OF FORD

- HER COMPLAINT HAS BEEN DOCUMENTED AMD FORWARDED

OWNER RELATIONS VOP/BENCHMARK [NG 09/11/98 FAKCARTG




Q8f14/98 MASTER DWHER RELATIONS SYSTEM 11 1421 .02
E-S=—AFSsE-F¥-==S====—rc=arx=—s=—NEkxii-icinANcinBEnSmE b dbeieENcEcEb=-mcE=-E=-h=-NWb-—w=@==x=
BOQAAC GRP: AXD1 COMECERN COMTACT VEH TYPE: CAR
DETROIT 4B ZMF/TR: ONTACY MNER: 1079956260 DPENMED: DL1S0ES1597
VIN: tihmtiluﬁldﬁﬁ ENGINE: U ELOSED: D17/17/1997
AEEEEESAESEE NN ENSAEEEEFESETE - — e - d-IESEFIFSESE SR LS ASAT S EEEAEEEEEEEESAEEEER
LAST MAME : STATUS: CLOSED
TISLE: FIRST NAME: MIL:

ADDRESS :

cIty: SHELBY TwWP STATE: NI ZIP: _
HOME PHONE : sgus, rHone: [

MODEL YEAR: MODEL ; PRORE

MILEAGE : 1 wsD:

DEALER NAME: JEROME-DOLNCAN NG SALES CnoDE: 148048 P& A: DaA02s
CaUsal CODES: 2902 1903 SYMPTOMS : 104100

ORIGIN: GO TRANS. DAT/RGN: 48 TRAMS. DATE:
SERVICE/SALES: 1 _ CONTACY DATE: Q1/09/1487
ACK. CODRE: ASS15T CODE: W AWARD AMT: 0O SURVEY: ¥ [¥Y OR H]
BUILD DATE: CALIBRATION:

ESP TNFO: EXPIRES:

DPEN RECALL: DWNER NOTIFIED: MICRD: 2032210
CDMMENTS :

1997701 /08

wv« THIS CONTACT IS OPFNED DUE TO OPEM RECALL 96542 AND 96599 =+

*#% MILEAGE UNAVAILARLE #sx»

%% HAY1S: ORIGINAL =x+

wer LETTER DATED 12/31/9E #++

CUSTOMER SAYS:

- CUSTOMER HAS A COMPLAINT WITH THE DEALERXHIP

- CUSTOMER HAD AN APPOINTWEWT SCHEDULED FOR 12/31/98 TD nAVE THE SEATBELT

- SEATEELTE 1IN THE VEHICLE PERIODICALLY JAMS

- CUSTOMER ODES HOT UNDERSTAND WHY THE DEALERSH!P SCHEDULED AN APPOINTMENT FOR
THE CUSTOMER TD WAVE THE RECALL PERFORMED WHEN THE PARTS WERE HOT AVAILAELE

~ CUSTOMER“S RECALL LETTER STATES THAT RECALL CAN BE PERFORMED AFTER 12/15/96
-

PER CURTOMER, DEALER SAYS:
= PARTS FOR THE RECALL ARE MOT AVAILARLE IMNTIL 2715797

-

CUSTOMER SEEKS:

= TD PRDVIDE FEEDBACK 0N THE SERVICE THE DEALERSHIP FROVIDED

= TO HAYE THE RECALLS DN THRE WEHICLE FERFORMED

»

CAC ADVWISED:

w+0OLUTEOLUND CALL YO MR, PALL LABELLE SWE MGR:

- AOVLISED CUSTOMER IS A WERY LOYAL CLSTOMER

= TWFORMATEION HAS BEEH DOCUMENTED AMD FORWARDED TD THE DEALER

= REQUEST MR. PAUL LABELLF SVC MOR TO CONTACT CAUSTRMER SAME DAY

- VOILE MATL MESSAQE LEFT FOR SERVICE MAMABER

«wATTEMFYED YO CDONTACT CLUSTOMER. MNO ANMSWERING MESSAGE WAS LEFT

= SEWNT PCO1 (CONTACT THE CAC)

- MEXT REPRESENTATIVE:

ADOV!ISE TWE CUSTOMER THAT SERVICE MWAWAGER WAS CONTACTED 1IN REGARDS TQ THE
THE CUSTOMER SHOWLD HAVE RECIEYED A CONTACT FROM THE DEALERSHIF ww# NOTE:

OWMER RELATIONS YOP/BEMCHMARKING 09711798 FANCARTG




0s/11/98 MASTER OWNER RELATIDNS S¥STEM 17 14.91.02
EE K EEE K NI - - CSE - LS C S TS S S CS=SSEFEI NN IS N AN RCECE - CS IS TSI -—EFEALAEENLA—f—_RTr—rc—x—==
GO0HAL GRP: Xx01 CONCERN CONTACT VEH T¥PE: CAR
DETROIT 48  ZNFTR: A% EGNTACT NBR: 107956260 OFEMED: O1/0B/ 1987
VIN: 1zveT210s ENGINE: U CLOSED: O1/17/1997
L il el L B Bl L B R RN L LR ) ] FE R R I T E T EEEE L EE R ER R L |
1987/01/08

TMAGING DOCUMENT IDENTIFICATIDN MUWBER (DOCIO): ZOAI4EZD

1287/01 /10

FHATHIS IS THE CLOSING COMMENT

CALLED TO INFORM CUSTOMER THAT THESE PARTS ARE DN BACKORDER THROUGH 2/15/97 $E
R FORD WOTOR COMPAWNY. I ALSO I!INFORMED HER THAT TF THE ORIVERS SEATBELT WAS IM

OF AT THIS TIWE THAT SHE MAY¥ BRING YEHICLE 1M AMD WE TAN SEF IF WE CAM FIX IT
TYEMPORARILY WUNTIL THE PARTS BECAME AVAILABLE.
1a97 /0310

*DUPLICATE LETTER REC-0 OATED 12/341/86, ATTN: A.%. HADUK. MICRO OMLY+
CUSTOMER SAYS:

OWNER RELATIONS VOP/HEWCHMARKING 085/11/98 FARCARTG




oaf11/598 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
E1 L EI T T ET TR AR R ERERERED ELL ERIEENELELLENRLYT EESITELIERIIERRTII ISR TR T 111
1RZEJN ARP: XXOC INFORMATION CONTACT VEH TYPE: CAR
PITTSBURGH 44  FN/TR: BI CONTACT WER: 10BQSBTEE  OPEMED: 02/13F1997
VIN: M ENGINE ! BLOSED: 9271371887
EExrEBArEEEERETH -kl o =—R=-E=-c-=-====c-c- - cS g EAASEAN AN EEEEAAEEER
LAST WAME: - ETATUS: SLOAED
TITLE: FIRST MNAME: MI :

ADDRESS:

CITY: STATE: zie: R
HOME PHONE ; BUS, AHONE:
MIODEL YEAR: MODEL

P

MILEAGE : 1 WED:

DEALER MAME: ©C BASIL FORD INC SALES CODE: 144115 & A; D0D903
CALUSAL CDDES: 13284 1010 SYMPTOMS : 194100

CRIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVIEE/SALES: 1 CONTACT DATE:

ACK.. CODE: ASSIST CODE: AWARD AMT: G SURVEY: ¥ OR W)
BUTLD DATE: CALIBRATIOM:

EESF INFD: EXPIRES:

OPEN RECALL: CwhER NOTIFIED: MICRO: BO30OBRO
COMMENTS :

1997/02/13

v YIN NMOR MILEAGE AVALILABLE =*-

v LETTER DATED JAHUARY 28, 1997 wa

CUSTOMER WRITES:

= SHE 1% TRYLNG TO GET THE PASSIVE SHOULDER BELTS REPAIRED LNRER RECALL
AG5540/ 56599,

*

PER CUSTOMER., DEALER GAY3:

- THEY DO WAT HAVE THE PARTS AVAILABLE TO OO0 THE RECALL.
*

CUSTOMER SEEKS:

- HAWE THE RECALL PERFORMED AS QUIECKLY a% POSSIELE.
.

CAC:

= MADE AN ATTEMPT TO CONTACT THE CUSTOMER - WO ANSWER.
= WiLL SENO POSTCARD TO HAVE CUSTOMER CONTACT THE CAC.
= WIlL FORwWARD CONCERN TD TRE DEALERSHIP.

[

NEXT C5R:
~ PLEASE PROEE FOR WIN AND MILEAGE.
= UPQRADE CONTACT IF NECEZEARY.

OWNER RELATIONS VOP/BEWCHMARKING 098711798 FANCARTS




o8/ 11798 MASTER OWHER RELATIONS SYSTEM 1T 14.21.02
';F.n‘ll:tilIII.EEF:==.==I.:IIll-lll'—!T-===l——===kl:.:'—l.:llI!===========-=lll'-“3-ll=l
T48iRL GHP . AT CONCERN COMTACT VEM TYPE: CaR

<0R i ZN/TR: CONTACT MER: 10B0GAT1Y  DPENED: 02/06/1097
VIN: 1zvprmc?uh ENGIHWE: C CLOSED: 0271771997
--g--ap-ﬂ:p;ap;l.t-llllI.;.:-:::-::’tl'-hll..'i’l==:.-======l=lll:l.......l.'l=== ==F
LAST MAME:. STAYUS: CLOSEN
TITLE: FIRST MAME: - ml:

ADDRESS :

CITY: STATE: _P:

HOME PHOMWE:® HUS. PHONE:

MOOEL YEAR: MODEL: PROBE

WmILEAGE : 1 wiD:

DEALER WAME: 500 MOTORS INC SALES CODE: 148548 P E A: Q&313
CAUSAL CODES: 1204 SYNPTOMS : 104100

ORIGIN: GD TRANS. DS5T/RGH: 4B TRAKS. DATE:
SERVICESSALES: 1 CONYACT DATE: 02710719487
ACK. CDOE: ASSIST CODE: W AWARD AMT: O SURVEY: v (Y OR M)
BULLE DATE: CALTERATION:

ESP INFD: EXFIRES:

OREN RECALL: DWMER WOTIFIED: MICRD: AQZ1GBS
COMMENTS -

1997 /02 /06

+x» TH]1S CONTACT IS OPEMER DUE TO OPEN RECALLS SASA2/953599 res

=k HAVIS: ORIGIMNAL www

wws LETTER DATED 012297 wwa

wix MILEAGE UNAVAILAHLE wo»

CUSTONER WRITES:

- ON THE PASSEVE SHAULDER BELTS THE BELTS ARE MAKING A LOT OF MOISE aND THE
MOTOR RUNMMTMG FREE DF THE BELT MOVING

- FEELE THiR 15 A SAFETY ISSUE

- DEALERSHIP SAID ThHE PARTS WOULD BE IN DEC 15, AND THE PARTS ARE STILL NOT 1IN

PER CUSTOMER, DEALER SAYS:
= PARTS ARE NOT ¥YEY AVAILAELE

-

CUSTOMER SEEKS:

- REGALL TQ SE PERFORHECQ

-

CAC ADY1SED:

~ SENT POSTCARD TO CUSTOMER ASKING THAT THE CUSTOMER CONTACT HTE DEALERSHIP
FOR FURTHER ASSISTANCE

FORM LETTER PCOZ CAMCELLED

- CANCELLEG LETTER TO SEND OLT CoRRECT LETTER

SENDING SORRECT LETTER

1997702/ 10

HHATHIS 15 THE CLOSING COMMENT

PARTS FIMALLY ARRIVED AT DEALERSHIF CUSTOMER CAME In AND RECALL wWi5 COMPLETED

OWNER RELATIONS VOP/BEMCHMARKING 09711/98 FAXCARTAE




