oa/11/498 MASTER OWNER RELATIONS S¥STEM 11 14, 21,02

..:::n...=::---.;::::-.--.—_:::-I--s:::-l--q,- ::---;Il:::'_=ll.1===::Ill=====llﬁl=====i
1740 GRP: 14 INFORMAT ION CONTACT vwEH TYPE: CAR

TWlN CITIES ] ZN/TR:  BA CONTACT MEBR: 10S497380 OPEMED: 0OZ/f23719494

VIN: 12VPT 200X 5207064 ENGINE: C CLOSED: 92/23/1958

F:=I--l.—-==lI-l|:==tII-===---lI'-s:---I-II!!:::i!l.l::::1lII====:Illl::::-l.'n:::-l.

LAST NAME: STATUS: CLOSED
TITLE: et nan : N .
MDORESS:

CITY: MINNEAPDLIS STATE: H ZIF: -
wome peone: N EUS. PHONE:

MODEL YEAR: a0 MODEL : PRUBE

MILEAIE : BA000 Wal

DEALER NAME: MINAR FORD 1MC SALES CORDE: 128004 P& A: D093E3
CAUSAL COOES: 1012 SYMPTOMS 104 100

ORIGIN: ag TRANS. DST/RGN: TRAMS. DATE:
SERVICES/SALES: 1 COMTAET DATE:

ACK. CORDE: ASSIST CODE: AWARD AMWT: 0 SURVEY: (¥ DR M}
BUILD OATE: CALIBERATIDH:

ESP 1NFO: EXPIRES:

OPEN RECALL- DWHER WOTIFIED: MICRO:
COAMMENTS :

199602/ 23

vwz NAY1S: SUBSEOUENT wav

CUSTOMER SAYG: .

- PART WAS QRDERED FOR THE SEAT BELY ASSEMHLY
- HAVE HEEN WAITING FOR SINCE SEFTEMEBER 1997
- 4OULD LIKE TO WHEN PART WILL ARRIVE

- WO OTHER CONCERNS

»
PER CUSTOMER, DEALER SAYS:
- PART IS DN HACK ORDER UNTIL ABBUT APRIL DF 1998

»
CUSTOMER SEEMS:
= FART INFORMAITON

L]
CAC ADVISED:
- 1NFORMED CUSTOMER FORD MAY EXPERIENCE W BACK ~ DRDER SITUATION

- INFORMED CUSTOMER FARTS WANAGER CAN PROVIDE MOST CURRENT UPDATES ON FART
DELAYS

OWNER RELATIONS VOP/HENCHMARKING 097117398 FAKCARTO




Qasf11/9a MASTER OWMER RELATIDNS SYSTEM [I 14.21.02
S S CCoEmCC C oo oo oo O - o oo o R CoE C NI - CEFFEEEFEEE I EEAEEFxEE-—od=-=mlc-cc-=-=-=========
217 TLM GRP: INFORMATION COMTACT YEH TYPE: CAR

SDR 10 INSTR: CONTACT MER: 108507478 OPENED: [1/257/10908
WIN: 1zw'rm.n|.=h ENGINE: L CLOSED: 02/25/1998
EETOERC- CEC - O — ENES N SEEEEEEEEAEREEGAERARIIEE - XX _-_-CO-—-——"—XC-C-X=-"“EEX"HEENE
LAST MAME ; STATUS: CLOSED
TITLE: FIRST WAME: - MI: [ ]
ADDRESS

CITY: W MANSFIELD STATE: OH P

HOME PHONE : BUS. PHONE: Fm:

MODEL YEAR: 80 MODEL:

MILEAGE ; 100000 w50 :

DEALER MAME;: BOP CHAPMAMN FORD IN SALES CODE: 147041 F & A~ 02245
CAUSAL CONIES: #0172 SYMPTOMS ! 104100

ORIGIN: G0 TRANS. DST/RGN: TRANS . DATE:
SERVICE/SALES: 2 CONTACT DAYE:

ACK. CODE: ASSIST CODE: AWARD AMT : € SURVEY: (Y DR M)
BUTLD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OPEN RECALL: OWNER NATIFIED: MICRO:

COMMENTS :

1998702 /25

tav NAVIS: ORIGINAL »w»

CUSTOMER SAYS:

~PART FOR SEAT BELT WAS ORDERED OVER THE CHRISTMAS WEW YEARS WEEKEND
~THIS IS FOR THE DRIVERSIDE MATORIZED SAFTEY BELT

=1T IS5 STUCK

~HELT wilLL WOT WOVE AT ALL

PER CUSTOMER, DEALER SAVS:

-STILL WAITING FOR PARTS
’

CUSTOMER SEEKS:

=SEAT BELT PARTS FOR RECALL

.

CAC ADVISED:

-~ INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - OROER SITUATION

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

OWMER RELATIONS VOP/BENCHMARKING OU/11/098 FAXCARTE




09/11/948 MASTER DOWKWER RELATIANS 515%71FM IT 14.21 .05
S S S S X S S C I IEE I SN I ErFAEA S N eSS EAE A EEEEE SIS S oSS CTCTFEEBNETIEEABREERYE T ===
TT5106 CRP:; Xk(2 CONCERN COMTACT WEH TYPE; CaR
MEMFPHL1S ZH/TR OMTACT MNBR: 10082202 OFENMER: 0370271998
VIN: 1zuPTzwuuLﬁ ENGINE: U CLOSED: 0371071698
EEEEEFpLEE R H I ECCEIIIOES D AN REEEE AN ddreEEEEEEEXET = 1
LAST MAME: smrus CLOSED
TITLE: T NAME: -

ADDRESS:

CITY: BATON RDUGE STATE: -
HOME PHONE : F BUS. PHONE:

NODEL YEAR: MODEL : PEDEE

MILEAGE; WSD:

DEALER NAME : HOLL IMGEW0ORTH RICHA SALES CODE: 1233TR F & A. O1108
CALSAL CODES: 1203 SYMPTOMS: 104 100D

DRIGIN: QD TRANS. DSTSRGN: 213 TRANS. DATE:
SERVICEfSALES: | CONTACT DATE: 0370371998
ACK. CODE: ASSIET CODE: W AWARD AMT: 0 SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DFEM RECALL: OWNER NOTIFIED: M1CRO:

CONMEMNTS -

1998/03703

F¥H#THIS IS THE CLOSIMNG COMMENT

LEFT CUSTOMER PHDNE MESSAGE THAT REQUIRED PARTS FOR RECALL 95548 ARE STILL
D-599 FROM FORD. WHEN PARTS ARE AVALIABLE, HOLL!NGSWORTH-RICHARDS FORD WOULD

BE WERY HAPPY TD PERFURM THIS RECALL.

OWNER RELATIONG VOFP/BENCHMARKING 0957 11/58

FAXCARTG




0o/ 11798 MASTER OWNER RELATIONS SYSTEM 11 14,21.02
EEEEEEKLENLIKIKE XXX - - - - - I S X S ST S-S oo ST ST e srrEELAEEENE A mdEOCXxXCcC-S S =S=S=S=S=S=S=S=S=S===
42597W GRP:. 14 INFORMATIDN CONTACT VEH TYPE: CaR
ORLANDD 24 ZN/TR: BD COMTACT MBR: 1085309098  OPEMED: 03704/ 1998
¥IN: ENGIME : CLOSED: 03/04/ 1998
S I AT IE NN S S S S S S S S ESS S NSNS AAAl AT N AN EEEEEEEEEECE S S S-S S-S CSC=S===-S=S=S=S=S3aFEIFEFEN
LAST MAME: STATUS: BLOSED
ADDRESS -

CITY: “ AT T — _
HOME PHOME : PHONE - EKT 04

MODEL YEAR: HEDEL FROBE

MIL EAGE: Wsh:

DEALER MANE : HCINEENETFDRD TNE  SALES CODE: 124224 P B A: DABZZ
CAUSAL CODES: 102 SYMPTONS 104 100

ORIGIN: GO0 TRANS. DST/RGN: TRANG. DATE:

SERVICE fSALES: 1 CONTACT DATE:

ACK. CDOE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N])
BUILD DATE: CALTERATION:

ESP INFBR: EXFIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

1990 /02704

=aw PARTS DELAY OVER 30 OAYS wwe

CUSTYOMER SAYS:

= WEHICLE INVOLVYED IN THE SEATRELT RECALL

= TOOK THE VEHICLE BACK INTD THE DEALERSHIF FOR THE RECALL

- DEALERSHIP PUT THE PART ONWN ORDER BACK IN OCTOBER

= THE MOTOR OM THE SEATBELT 15 DRAINING THE BATTERY OW THE VEHMICLE
BECUASE THE SEATAELT MOTOR IS RUNMWING CONSTAMTLY

PER CUSTOMER. DEALER SAYS:

- WEHICLE HAS BEEN DOW DRDER SIMCE OCTORER D99
L]

CUSTOMER SEEKS:

- PART 1HFORMATION

*

CAC ADVISED:

- IMFDRMED CUSTOMER FORD MAY EXPERIENCE & BACK
- ORDER S1TUATION

- INFORMED CUSTOMER PARTS MAMNAGER AN PROVIDE MDST CURRENT LPDATES ON PARY
DELAYS

- CUSTOMER WILL CalLL BACK VIN

- MEXT C3R PLEASE ADD YIN

OWNER RELATIONS YOP/BENMCHMARKIMG 09711798 FALCARTG




o2/11/498 MASTER OWNER RELATIOMS S¢STEM 11 14, %1.02
----IIIIIllllkx:=============?—=|'IIIII.III.-I===========:lII.I‘II:::::::::::::“.-
L4870k GRP: |1 COMCERN CONTACT YEH TYPE: ChR
MEMFHI S ZNSTR: A2 CONTACT NBR: 109951472  DPEMED: 03710/ 1998
VIN: 1zwunc1|._ ENGINE: & CLOSED: 0972041928
EZIXI========= S S S S EEN NN NN NN T T oS gFEEERERAEEFa:=—===
LAST MAMNE: SThTUS CLOSED
TITLE: FIRST NAME: :

ADDRESS :

HOME PHONE - “ BUS. PHONE : _

MODEL YEAR: ag MODEL :

MILEAGE: 112000 Wsh:

DEALER NAME: QILDWER FORD L-M 1N SALES CODE: 1393521 P E A: D5293
CAUSAL CODES: 1104 SYMPTONS : 104 100

ORIGIN: a0 TRANS. DST/RGM: 123 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0371271988
ACK.. CDDE; ASSIST CODE: W AWARD ANT: G SURVEY: ¥ (¥ OR NJ
BUILD DATE: CALIARATION:

ESP INFD: EXFIRES:

OFEN RECALL: DWNER MOTIF!ED: MICRD:

COMMENTS

1988/037 10

*%% WEHICLE INVOLVED IN RECALL 97585 «+s
*4% NAVIS: ORIGIMAL #w=

CUSTOMER SAYS;

= MO CURREMT CONCERMW

= THE LAP HELT DOES HOT RESTRAIM

THE HARMESS HELT IS HROMEM

DDES WNOT FEEL SAFE WHILE DRIVING
RECIEVED A RECALL LETTER ([956599), (98548)
OPETAINED #8800 FROM DEALERSHIFP

*
FER CUSTOMER, DEALER SAYS:
- THERE I5 A BACK CRDER OM THE SEATBELT

-
CUSTOMER SEFKS:
- MEED AN EXPERITED ORDER

-

CAC ADVISED:

- IMFORMATION HAS BEEN ROCUMENTED AND FORWARDED TO THE DEALER

- REDUEST MR.NEAL GILONER [CUST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

- [NFDRMED CUSTOMER FORD MAY EXPERIENCE a4 BACK - ORDER SITUATIDN

— [NFORMED CUSTOMER PARTS MANMAGER CAN FPROVIDE MOST CURRENT UPDATES ON PART
DELAYS

OWMER RELAYI1ONS VOP/BEMCHWARKING 0Qa/f11/98 FAXCARTG




0a/11/98 MASTER OWNER RELATIONS SYSTEM I 14, 21.02
::I:..-'-.I...:.:::..l..ﬂ‘l:=='-:!-'ll:::I::'IS-I:====-'I:ﬁ::::l;I::::::--I:::::-..I--:
S497CK GRP: {1 CONCERW CONTACT WEH TYFE: CAR
MEMPH! 5 23 ZNSTR: COMNTACT MNBR: 109551472 OPEMED: 03f10/ 1958
ViM: 12WRTIADCTL ENGIME: & CLOSED: D3/20/7 1938
--:---ﬂ--..---:I===--h.-==-=--II:==-=--.ll==-l=..l::::::.ll=:==.|.=-====-.'----:
1598,/05/ 10
CLUSTOMER SAYS:
== LUSTOMER HAS BEEM WAITING ON THE PART FOR THE SEATHELT FOR THE PAST 4
WEEKE.
-- DEALERSHIP S5AYS THEY HAVE LOCATED & PART AND WOULD HAWE IT WIHIM HE
NEKT 2 DAYS

'y
PER CUSTOMER. DEALER SAYS:
== THE PART WILL BE NRDERED AND wWOULD EE IN 2 DAVS
[ 3
CUSTOMER SEEKS:
== PARTS INFURMATION.
-
CAL ADVISED:
- INFORMEQ CUSTOMER FORD MAY EXPERIENCE A BACK - ODRDER SITATION
— INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MDST CURRENT UPDATES QN PART
OELAYS
1998 /03713
F¥FTHIS TS5 THE CLOSTNG CHOMMENT

PART ARRIVED DN 03/12/15993 FART INSTALLED OM 03/13/1998 RECALL WAS COMPLETED T
H1S DATE

UWNER RELATIONS VDP/BENCHMARKING 09711748 FARKCARTEG




0as1i1/98 MASTER OwWNWER RELATIONS SYSTEM 11 14,9402
mEmEEE=—=——==:ccr=zmAEEEREERS-=-=-=======-==radELAEEFEERLF,.-S=S=SSZTT=o===========c—xhd
AGSTLS GRP . OG INFORMATION CONTACT vEH TYPE: CAR

LI RN W =11 2N/ TR: CONTACT MBR: 109382071 OFEMED: Q3/23/1998
YIN: L EMGIME - CLOSED: 03/72)/4192E
mhkdAEAAEEEREESCcC- === —dA SN NAS EEEEENEREEF LS =SS CSSCs sk REENENNANEEENEFEEXESES
LAST NAME: - sTaTUS: CLOSED
TITLE: riest nave: N v :

AODRESS: NA

CITY: STATE: P _
riwe oeone: NN sus. reocc: I

MODEL YEAR: 90 MODEL: FROBE

MILEACE: 100000 W50

DEALER MAME : SALES CODE: P& A:

CALUSAL CODES: 1012 SYMPTOMS : 104108

ORESIN: Ga TRAMS . O5T/REN: TRANS. DATE:

ZERVICE /SALESR: 1 CONTACT DATE:

ACK . CODE: ASS1ST CODE: AWARD AMT: 0O SURYEY: (Y DR M)
HUILD DATE: CALIBRATION:

ESP [MFO: EXFIRES:

DPEN RECALL: . OWNER NDTIFIED: MICRO :

COMMENTS :

1008 /0323

wvall VIN AVAILABLE==#

CUSTONER S5AYS:

-MY SEAT BELT WAS TAKEN OUT 3 WONTHS AGD DUE TQ THE RECALL

=I WOULD LIKE TO SPEAK TO SOMEONWE REGARDING THIS S&FETY 155UE

A
FER CUSTOMER, DEALER SAYS:
=THERE IS A WATIOWAL BAFK ORDER ON THE SEATS BRELTS

L

CUSTOMER %EEKS:
-PARTS DELAY
=SUPERVISOR

CAC ADYI1SED:
-CUSTOMER REFUSED TO GLVE HER ADDRESS
-RE SUFPERVISOR:
- REQUEST FOR SUPERVISDR WAS FDRWARDED
=RE PARTS DELAY:
- IMFOAMED CUSTOMER FORD MAY EXPERIEMCE & BACK - ORDER SITUATIDN

- INFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURRENT UPDATESL 1]
PART DELAYS

OWNER RELATIONS VOP/BENCAMARKING 09/11/38 FAXCARTG

L




09/ 11/98 MASTER DOWHER RELATIONS SYSTEM LL 14.21.02
EEFEEEEEFEA EAENEE S~ EEEESEEFEEFAEBCE FFEF-RRCEE-FFEECS-FFJdEJAENAASdENFAEnd RNl F—ENNET A -
BE01aMH GRE: O3 CONCERMN CONTACT VEFR TYPE: CAR

sOR 10 zwnn:“ CONTACT NBR: 109414732  OPENED: 53/30/1998
vIN: 1EVPTIORTLE ENBINE: CLOSED: O4/12/1998
=xhxaAS-m=-c=-N5 = = = el sl -zl oS -l E-CSENC IS SCS=S=SE=CEEEE-CSF=FREEINES
LAST MAME : STATLS: CAWCELLERD
TITLE: FIRST MAME: _ MI:

ADORESS :

L£ITY: CUTHRERT STATE:

HoWeE PHONE : BUS. PHONE:

MODEL YEAR: 94 MODEL:

M1LEAGE: 252748 111

DEALER MAME: DAWSCON MOTOR CD IMC SALES CODE: 121510 PEA: OD2TE
CAUSAL CODES: 3203 SYMPTOMS : 104100

ORIGIN: GO TRANS . DET/RGN: 21 TRAKS . DATE.
SERVICE/SALES: t CONTACT DATE:

ACH. TODE: ASSIST CODE: AUARD AMT: O SURVEY: Y (Y OR M]
BUILD DATE: CALIBRATION:

ESF TINFO: EXF1RES:

CPEN RECALL: DYHER MOTIFIED: KICRO;

COMNENTS:

1998/03730

sas NAVIS: SUBSEQUENT sex
CUSTOMER 5AYS:
- HE RECEIYED A LETTER FOR THE REEALL

*

PER CUSTOMER, OEALER SAYS:

= THEY¥ DD NDT HAVE THE PARTS YET

-

CUSTOMER SECKS:

- TO BEYT THE JWEHICLE REPALRED

"

CaC ANVISEND:

=~ INFORMATION HAS BEEEN DDCUMENTECD ANO FORWARDED TO THE DEALER

- REQUEST MR, STEVE JDNES (SVE MMGR)Y TO COWTACT THE CUSTOMER WITHIN 2 BUSINESS
DAY S

19938 /04/ 12
CONTACT CANMGELLED BY SYSTEM AND OPEMED IN MORSILI

vws THIS CONTACT IS OPENED DUE TD OPEN RECALL 93548 AMD 96599 ++s

OWHER RELAT1ONS wOP/BENCHMARKING 049/11/98 FAXCARTH




as/11/3R MASTER DWHER RELATIDNME SYSTEM TI 14.21.00
FE ST E BTSSR S CES ST S S CE L RS RS ST I TS E S S S S A CSF S AT A CTAN I I I Ec BN AN EE N E R
14T THE GRF: 05 CONCERM CONTACT YEH TYPE: CkR
WASHINGTOM 27 ZHSTR: B CONTACT HBR: 109G16E61 OPEWED: 03/730/12498
VIN: 12UPT20C3LE ENGINE: C CLOSED: D4 O8,/199R
B S SSEE=AE-EI-EEENNFFFrNF= -—.B FEF-ESE-EEIEEEEFESEcEaNGEEN AN -—NE—_xrrobh-M-E—=-=—=—=-

LAST KWNAME : CTATUS: CLOSED
ADBRESS: DAD -

CITY: STATE: A Ip
Gus. prowe: IR

HOME PHONE ;

WODEL YEAR: gu MODEL: PROBE

MILEAGE: 185000 Wsh

CEALER MWAME: MAGIC CITY MOTDR CO SALES CODE: 127080 P E A, OETO0
CAUSAL CODES: 1203 3002 SYNPTOMS 104 1830

ORIGIN: GO TRAMS. DST/RGN: a7 TRANS. DATE:
SERVICE/SALES: 3 CONTACT DATE: OZ/30/71998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR W]
BUILO DATE: CALTERATION:

£E5P INFDO: EXRIRES:

DPEN RECALL! GWMER NOTIFI1ED: M1lcRO:

COMMENTS:

1988 /03 30

wr¢ THIS CONTACT IS DPEMER DUE TO DPEM RECALL 9B548 »x+
wes HANIS: SUBSEQUENT +#+

CUSTOMER SAYS:

~THINKS YEHICLE IS INVOLWED YW & RESALL

-HEVER THOUGH AMYTHING ELSE ABOUT

-BAGCK IN WOVEMBER SEATHELTS WOLLD PROVIDE PREZSURE ONTO CUSTONEER
-SHE THOLGEHT IT €OULD BE A SHORT. ETG.

-BOTH SIDES ARE MOT WOERK1NG

SEAT BELTS WIRK EVERY OMCE LN AWHILE

~LAST REPAIR ATTEMP QN 07703797

-EouLp

E ]

PER CUSTOMER, DEALER SAYS:

-WORMING WITH SERVICE REP.

-WENT TQ DEALERSHIF LAST THURSDAY

~WANTED ¥O MNOW WHAT WAS GOING ON

.

CUSTOMER SEEKS:
=T HAVE RECALL DOKE

]

CAL ADVISED:

RE: WORMMAMSH]F

- WOARMAMSHIP ISSUES WUST BE ADDRESSED AT DEALER

= CONTACY MiF.BOE WARREN [ SERV. MGR ]| FOR ASS1STANCE.
RE: RELALL

-INFORMAT[OM HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR .RANDY DIENGER { SWE MMGR] TO CONTALT THE CUSTOMER VITHIN 2
HBUSIMESS DAYS

OWMER RELATIONS VOP/BEMNCHMARKING O5/i1/98 CAXCARTG




oca/11/9m MASTER OWMER RELATIONS SYSTEM I1 14.24.08
S S SN TERNE s - CCCANAsEETI=———mxmawd EEEC S deEE NS - XIEEAR-E--—-—pEENE=== EXrEENs—_-——grmEE
147 THP GRP: 0B COMCERN COMNTACT YEH TYPE: CaR
WASHINGTON 27 ZNSTR: CONTAELT HBR: 109816861 DPENED: 0D3/30719498
VIN: 1ZVPTIOCILE ENGINE: C CLOSED: D4f08/199R
EEES 1 LTI F FrEEEEcE-x—mEEEE- En===wxpn l-------.i---:::-..l:: ERrCrESANSE—_—-gOgEREx==
1998,/04/04

KEFTHIS 15 THE CLOSING COMMENT

CLUST WAS IN AWD SPOKE WITH 5/A KEMNNY BOTH SEATEELTS ARE NOT WORKINE  THE VE
HICLE WAS IN LAST YEAR IN JULY 97 AT WHICH TIME & FART WAS DRDERED FOR ONE sIp
E AND WAS D9% FROM FORD THE OTHER SIDE WAS QK  ©UST WANTS AODTH SIDES FIXED UM

DER RECALL REQUEST THAT RECALL FOR OTHER S5IDE EE REOPEMED 50 THAT BOTH SEAT
BELTS CAN BE REPAIREQ EDe WARREHW SERV MGER

CWHER RELATIDNS VOP/BENCHMARKING O/11/9F FAXCARTG




oo/ 11/98 MASTER DWHER RELATIDONS S¥STEM II 14.21.02
===:-klllll;======-illIll.'l=========-:llll========:==:llIIII=|==========::::----l
TTRIBG GRP: X&0D INFORMATION CONWTACT wERn TYPE: CAR
ATLANTA Z1 INSTR: O3 CONTAET NBR: 109124324 OPFENED: 1172410487
VIN: 12zverzoceL s ENGINE: © CLOSED: 11/24/1997
S=c-—amammEn E———rrxmsddEEFEgEr-——————ssdEEBERAREFIF=--—c-c-c-c-C-C-C-SxrassssniddEEEEEEEXZTOoX
LAST MAME: aTATU

T1TLE: LIST NAME: Ml :

ADDRESS:

HOME PHOME : BLIS. PHOME:

MDODEL YEAR: af MODEL : FRDBE

MILEAGE: 1 W50

DEALER MAME: FAIRWAY'SFIVE STAR SALES CDDE: 121261 P&k A: Q2844
CAUSAL EODES: 1012 SYMPTOMS: 104100

ORIGIN: GO TRANS. DST/RGM: TRANS. DOATE:
SERVISESSALES: 1 CONTACT DATE:

ACK . CHODE: A55I5T CODE: AWARD AMT: 0 SURVETY: [¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFOD: ExXPIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO: QOS2331
COMMEMNTS :

1997711 /24

¥ve NAVIS: CORIGINAL s+=»

CUSTOMER SAVS:

-1 RECEIVED A RECALL LETTER REGARDING THE SEATBELT

-1 WAITED ABOUT SIX MONTHS AND THE DEALERSHIP WAS NDT AELE TO FIX THE PaRT
BECAUSE IT WAS NDT AVALLAELE

-1 AM WAITING FOR TWE PASSENGER SIDE SHOULDER HARNESS

-THE DEALERSHIP 15 TELLING ME THAT THEY HAVE ORQERED THE PART

-THE PART WAS ORDERED SINCE THE TTH OF NOVEMBER

»

PER CUSTDMER, DEALER SAYS:

-THE PART IS5 ON EMERGENCY BACK DROER

L

CUSTOMER SEEKS:

-THE SEATBELT HARNESS

-

CAC ADVISED:

- INFORMED CLSTOMER FORD MAY EXFERIENCE & BACK - ORDER S1TUATION

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

1998/01/24

CUSTOMER SAYS:

“RELITERATES THAT THE PART FOR THE PASSENGER‘S SMOULDER BELT I5 ON EMERGENCY
HACK ORDER.

L]

PER CUSTOMER, DEALER SAYS:

-THE PART HAS NOT BEEN RECEIVED AND 15 STILL ON EMERGENCY BACK ORDER.

L -

CUSTOMER SEEKS:

-SHOULDER PART.

¥

OWMER RELATIONS VOPFHENCHRMARKING DIF11/88 FALCARTA

T




oa/f11/9m MASTER OWNER RELATIOMS SY¥STEM 11 4. 21,02
Bt L LR L e e R L LT L N e e e e - L LI LT I Ty oy
75186 GRF: AxQ2 INFORMATION COWTACT VEH TYPE: CaAR
ATLANTA 21 ZNFTR: CONTACT WBR: 109194224 OPEMED: 11724719597
VIN: 12¥FT20CEL EMGINE: © CLOSED: 1172471997
e S CSCSCSCSCIAAANSETEEEEaR LA LERRRE L L L ER Ry I ey N T T I T T Py
1928701 /24

CAC ADWISEQD:

~FORWARDED FOST CARD ADVISING CUSTOMER TOD STAY IN CONTACT WITH THE DEALERSHIP.
-NEXY, CSR IF CUSTDMER RECONTACTS PLEASE CALL DEALERSHIP AND VERIFY 5TATUS.
A5 THIS LETTER WAS PROCESSED ON A SATURDAY THE DEALERSHIP IS5 CLOSEN.

1998 /03/06

=ne LETTER CATED 1/T/GA #wx

svr NAVIS: ORIGIMAL wex

CLISTOMER WRITES:

-REITERATION OF SAME CONCERMS

-DUPLICATE LETTER

E ]

CUSTOWMER SEERS:

~BACKOROEREQ FART FOR SEATHELT RECALL.

L 3

CAG ADVISED:

=DUPLICATE LETTER

=CC MICRO ONWLY -~ NO ACTIDN TAKEN
1988 03/ 18

s=vv LETTER DATEDR 2/15/98 «s«

*vr HAVIS: DRIGIMAL +ww

CUSTOMER SAYS:

- CUSTOMER REITERATES THE COMCERN (DUFLICATE LETTER]
*

CAC ADVISED:
= CC NICRD OMLY., DUPLTCATE LETTER

OWNER RELATIONS VOP/RENCHMARKING 09/11/38 FAXCARTG




0a/11/am MASTER OWHER RELATIONS SYSTEM 11 14.21.00
=:=::::‘.-.......::::====:==:---...'l....i.-::::::::::'_:'_:::::::-----l (R RS Fl LA
AZ82UA GRR: 10 INQUIRY CONTACT VEH TYPE: CAR
CINECINNATI 47 IN/TR: COMTACT WBR: 109584104  DFEMED: 03718/ 1998
VIN: 1 2VPT20C5LS EMGINE: C CLDSED: 0371871998
rcIIEEEEEEER EEEEEEEEEFNNM-F=====—c======x==xi¥dliEEEENSEEEEEEEERN
LAST NAME:

STATUS: CLOSED
TITLE: FIRST NAHE:- ML
ACDDRESS:

CITY: STATE: oH ZIP: -
HOME FHONE : HUS. PHONE: F
MODEL YEAR: MODEL :

MI1LEAGE: 1 WsD

DEALER MAME: NOURSE FAM FD-CHILL SALES ©ODE: 1470349 P B A: D2374
CAUSAL CODES: 1208 1204 12RA SYMETOMS ; 104 100

ORIGIN: Go TRANS. DST/RGM: TRAMS. DATE:
SERVICE/SALES: COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y OR N)
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: DWMER NOTIFIED: WICRO: DS52300
COMMENTS :

1298,/03/ 1R

44w THIS CONTACT IS OPENED OUE TO OPEM RECALL S6548 9593 +r»

«++LETTER POSTHARKED 3/10/D7 auw

wix NAVIS: SUBSEQUENT »sw

CUSTOMER SAYS!

= 3f19/97 1 TOOK MY VEHICLE T¢ NOURSE FDRD FOR THE SEAT BELT RECALLS

= I HAYE SENWNT YOU THE REPAIR ORDER FROM THAT DATE

-~ 1 HAVE WAITED A YEAR, AMD Mr VEHICLE HAS STILL MWOT BEEN REPAIRED

— I HAVE CALLED THE DEALER SEVERAL TIMES THROUGHOUT THE YEAR AMD THEY SAID
THEY

DID WOT HAVE THE PARTS
= 1 THIMK 1T 15 & LITTLE RICICULOUS TO HAVE TO WALlT & YEAR FOR PARTS
THE OMLY SEAT BELT IN MY CAR THAT WORKE IS THE LAP BELT. THLS IS A SAFETY
IS5UE FOR MYSELF, AMD ANY FASRANGERS 1M MY WEHICLE
3/12/97 1 Wi5 IN AN ACCIDENT AND MY CAR WAS TQTALED
= I WENT TO THE HOSPITAL, AND 1 HAVE BEEM OFF WORK SINCE THE TIME OF THE
ACCIDENY
- I HAVE HAD SURGERY ON MY WRIST, AWO I MAY HAVE TO HAVE SURGERY ON MY NECK
ALSO
- [ HIT MY HEAD 3 TIMES
- 1 DON'T THEMK I wOULD HAVE EEEN INJURIEOD TWIS SERIOUSLY 1F MY SHOULDER BELTS
WOULD HAVE BEEH WORKING
- HOW ARE YDU GDING TO HAMDLE THIS?

AwNER RELATIONS VOP/BENCHMARKING 03711798 FAXCARTE

L




ca/s11/9a MASTER DWHNER RELATIONS SYSTEM [I 14,231,032
lIII'I:::::-IIII:::==IIIIl¥====--I-llu======tl-liq=== —=xrxaEEEEEANCS=S=S=SrmasmdiEs==
4 262N ARrRP: 1D IHQUIRY CONTAET WEH TYFE: CAR
CINCIMMATI a7 ZNSTR: CONTACT MER: 109584104 OPEMNED: 0371871998
VIN: 12uPT2nc5L5ﬁ EHGIHE: C CLOSED: 03/18/1998
::IIII.E:==:ll..l.::::n-ll...w-===l--llllll-====-lllI-I=======------l----=:--:
1998703718

L]

PER CUSTDMER, DEALER SAYS:
- NO CONTACT MENTIONED

L

CUSTOMER SEEKS:

- COMPENSATION

L]

GAC ADVISED:

MADE OBC TD CUSTOMER

CUSTOMER NO LOMEER OWMS THE VEHICLE

CUSTUMER WAS 1IN AN ACCIDENT 3F12/97

CUSTOMER HAS BEENM OFF OF WORK SIMCE THE ACCIDENT

- CUSTOMER HAS HAD SURGERY A3 A RESULT OF THE ACCIBENT

CUSTOMER FEELS THAT THE LACK OF THE SHOULDER HARMESS CAUSED HER INJURIES TD
RE MORE SERIOUS.

- csi SENT DRIGIONAL REPALR DRDER BACK TO CUSTOMER

- INFORMATION HAS BEENM ODOCUMENTED AMD SENT TD QUR LEGAL DEPARTMENT

- CUSTOMER WILL BE GETTImG SOMETHIN IN THE MAIL FROM US {ND TIME FRAME
RROVIODED)

1998/ 03725

CUSTOMER SAYS:

=CUSTOMER CALLING BACK

~RECEIME LETTER FROM LEGAL DEFARTMEMWT

-STILL OFF FROM WORK &5 & RESULT OF THE ACCIDENT
=THE LETTER [5 ASKING FOR EATENSIVE TNFOAMATION

L]
CAC ADVISED:
-THE BEST THINA TO DO IS PROVIDE AS MUCH INFORMATION AS POSSIBLE

OWMER RELATIONS WOP/RENCHMARKING 0G/11/98 FAXCARTG

L




agsf11/58 MASTER DWWER RLCLATIONES S¥STEM [ 14 .21.02
FEc==———xmBEEII==S==:c=crAREEBRI--S===S==cemlEEEXZT==S==S====Trma ImmEEEEE=SS==S=S=xssmmsSELa
2G600EE GRP: AxD1 COMCERN COMTACT WEH T¥PE: CAR

DALLAS 22 IN/TR: CONTACT WEBR: 107TR487Y QFENED: 11/19/1996
WiN: 1.1'H'P‘T21LI1LE_ ENGIME: U CLOSED: 1172771996
e CaamsAEFEEIC=====-adS8 e aEmEEmAASEEEET - Cracsmsam+FEEEEE==S==S=== xamd

LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: - MT -

ADDRESS:

CITY: STATE: Hp: _
HOME PHONE: _ EUS. PHONME:

WORPEL YEAR: MODEL : RROAE

MILEAGE: 1 WSD:

DEALER MAME: CA%A FORODINC SALES COOE: 152210 P & & 204K%
CAUSAL CODES: 1010 SYMPTOMS: 104100

ORIGIN: &0 TRANS. DST/RGM: 52 TRAMS. OATE:
SERVIGCE/SALES: 1 CONTACT DATE: 11720/ 1898
ACK. CODE: ASSIST CODE: W AWARD ANMT: 0 SURVEY: W LY OR N)
BUILD DATE: CALIERATION:

ESP 1NFO: EXPIRES:

OPEN RECALL: . DWHER NOTIFIED: WICRD: BSOD427
COMMEMTS :

1926/ 1119

=x¢ LETTER DATED $0/2f9E r++

exv THIS COWTACT IS OPEMED DUE TO QFEM RECALL 95583 ==«

CUSTOMER SAYS:

- CUSTOMER DID WOT WRITE IN MILEAGE

- CUSTOMER WRITES [N CONCERNING THE QUALITY OF THE SEATBELTS ON THE VEHICLE
- CUSTOMER HAD REFAIRS DONE OM THE WEHICLE AND FEELS THERE WAS SOME PODR
YORKMANSHIP

- DEALER REPAIRED 1 SEATRELT

PEA CUSTOMER. DEALER EAYS:

- NO CONTAET MENTIOMED

L

CUSTOMER SEEKS:

= FILE CDMPLAINT ABOUT THE QUALITY OF THE YEHICLE

.

CAC ADWISED:

v COMTACTACT OREWED DUE TD RECALL GESYD

-1NFORMATION HAS BEEN DOCUMENTED AND FORWARDED TQ THE DEALER

-REQUEST WR. WILL WAUTLET{SvC MNGR] TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

- C5A MADE 2 OUTBOUND CALLS TO CUSTOMER, MO ANSWER EITHER TIME

- FOWARDING A FACK LETTER OUE TO DPEN RECALL 96599

- 1 SEATHELT RECALL HAS BEEN FERFORMED RECALL NUWBER 95548
1926/ 11/20

SUNTHIS IS5 THE CLOS1MGE COMMENT

CLSTOMER W5 IMFORMED THAT PARTS WILL WOT BE [N TILL MARCH 15TH 1696. CUSTOMER

WILL HE INFORMED WHEM FARTS COME IW FOR RECALL 95580,

OWWER RELATION: VOP/FRENCHMARKING 03/11/38 FAXCARTG

T




Gaf11/58 MASTER OWHER RELATIONS SYSTEM 11 14.21.02
EnlfnlERxs i - s ==l rl - -SSR S-S AN SN NN NN g N ilSg g S pEreEE N CEEECENIC=ECCEmEE
Z441LR GRF: X%12 INFORMATION CONTACT YEH TYPE: CAR

NEW YORK 13 INSTR: &1 COMTACT WRR: 109543851 QPERED: 0270771088
WIN: L EMNGIME: CLOSED: OF,07/1993
Rais s CTEEECENE=-IOC=-IE=-=-E===DO== L R R R LN RRERN I I L RN Y )
LAST MAME: S5TATUS: CLOSED
ADDRESS :

CITY: WAYNE STATE: N zIe: -
HOME PHOME : NA -NA-A N BUS. PHONE: MNA -HA-A NA

MONEL YEAR: a0 MODEL : PROBE

MTLEAGE : 1 wiD:

DEALER MAWE: WAYNE FORD SALES CODE: 113158 P& A: 20885
CAMSAL C0DES: {1203 1012 SYMPTOWS: 104 1005

ORIGIN: &0 TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

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

ESP INFD: ELPIRES:

UPEN RECALL: OWMER NOTIFIED: MICRO: B43 1526
COMMENTS -

1998 /03707

arepl) YIKN AVATLARLE#ww

wev LETTER DATED 2/168/98 sww

CUSTOMER WRITES:

-RECEIVED RECALL LETTER 9854B/98589 FOR THE MOTORIZED SAFETY BELTS

~SEAT BELT SYSTEM WAS OPERATOIOMAL LWTIL VEHICLE WENT IN FOR RECALL REPAIRS
~PARTS WERE ORDERED ABAIN

-THE PARTS ARE ON BACK ORDER AMD SHE IS AFRAID THE SYSTEM WILL GIVE OUT BEFORE
REPAIR

[ ]

PER CUSTOMER, DEALER SAYS:

~FORD HAS BEEN SENDING FAULTY SEAT BELT RECALL PARTS

CUSTOMER SEEKRE:
=TO LODGE & cOWMPLAINT

L]
CAC ADVISED:
FORMARD LETTER FOA, OUALITY LETTER

OWMER RELATIONS VOP/REMCHMARKING ©9/11,/98 FAACARTG




09711798 MASTER OWNER RELATIONS S¥STEM ]I 14.21.02
coAREEEEEEEEI T S=====-=-==c=—r=—AdAaNAEEEEEEREFEESTC-CS - =ST====S - Sicscs=c=o==cdicmsmnEEEEEEESR
B116TN GRP: 14 CONCERN CONTACT VEH TYPE: CAR
PHILADELPHIA 18 ZN/TR: COMYACT WER: 1094186235 OPENED: O2/02/1998
VIN: LZVPT2 1U9LS ENGINE: U CLOSED: 02710/ 1998
EEEEFNF=———=—-—-nomEEREEEEEEEEPII=SF==s==ss=s=s=s===srsE=-znanbnEENEENENEENEFEENEFI=S===
ILAST NAME: STATUS: CLOSED
TITLE: FIRST MNaME ML:

ADODRESS :

CITY: ETATE: DE £1P:

HOME PHONE : “ aus. PHon:: I

MODEL YEAR: a0 MODEL: PROEBE

MILEAGE : 1 WsD:

DEALER MWAME: CHAPMAWN FORD SALES, SALES CODE: 11B213 P& A 01402
CAUSAL CODES: 1203 0408 SYMPTOMS : 104 100

CRIGTN: GO TRANS. DST/RGN: 18 TRANS. QATE:
SERVICE/SALES: 1 CONTACT DATE: 02702719989
ACK. CODRE: ASSIST CODE: W AWARD AMT: 200 SURVEY: ¥ LY OR N)
BUILD DATE: CALIBRATION:

ESP INFQ: EXPLRES:

DPEM RECALL: OWNER WOTIFIED: MICRO: B39DEED
COMMENTS:

1888 /02 /02

wes THIS CONTACT IS OPENED DUE TO OFEM RECALL 9G548 B SE558 w«r

waw LETTER DATED 172398 w=«

axw HAVIS: DRIGIMAL w4+

CUSTOMER WRITES:

~CUSTONER VERY QISSATISFIED WITH THE WAY SHE IIAS BEEM TREATED ET THE
DEALERSHIF.

-APPOIHTHMENT WAS MADE TOD HAVWE SEATBELT RECALL WORK FERFORMED.

-WHEWN CUSTOMER ARRIVED FOR APPOINTMENWT, SHE WAS INFORMED THAT THE NECESSARY
FARTS WERE MOT IN STOCK,., AND WOULD HAYE TO BE DRQERED.

FTHIS Wa&S JULY 1997 - CUSTOMER HAS MOT HEARD BACK FROM THE DEALERSHIP STHCE.
~SEATHELT HAS BEEN MOM-FUNCTTONMING FOR DVER DOME YEAR.

»
FER CUSTOMER, DEALER 3AYS:
-HO0 FURTHER CONTAECT

L]

CLISTOMER SEEMKS:

-RECALL WORK CDMPLETED.

L]

CAGC ARVISED:

-INFORMATION HAS BEEN DOCUMENTEQ AMD FORWARDED TO THE DEALER

-REQUEAT MR. FRED D'AIUTO (SVC MNGR) TO CONTACT THE LUSTOMER WITHIMN 2
BUSIMNESS DAVYS

199a/02/00
FFFTHIS IS5 THE CLOSING COMMENT
BOTH RECALLS CDMPLETED G2/0271899& ROA 112335

aWMER RELATIONS WOP/BENCHMARKING 09711798 FaxCaRTEo

L




09/11798 MASTER DWMER RELATIOMS 5YSTEM Il 14.21.02
EFE IR NN EEE S ANESEENFAFxESETE-rE-dTrX o TrCCSC Sy CSERAS S EFENEEEEO NS4S =—r——=-=-x=-—E=-=—mE=m
2339uN GRP: 042 COMCERN COMTACT YEH TYPE. LAR

FPHILADELFHIA 16 INSTR: COMTACT WBR: 108344E60Q1 OPEKNED: 01713/ 19898
VIMN: 12ZYPT20C4L ENGIME; C CLOSED: O1/22/ 1998
mEC-mC-mE=-I=S=SSSSSITXSSSSES3SEE ANEEdETE-—mArCrE-——-=-=C-CfFC- I EESEEENEENEmE@=n=-=-=-—==-==c

LAST MWAME: STATUS . CLOSED
TITLE: FIRST MaME: - ur:

ARDRESS :

CITY: STATE: ; _
vove erove: [NASEMMNENNN  ois. oo DR

MODEL YEAR: 50 MOOEL : PROBE

MILEAGE: 1 WSD:

DEALER NAME: MILLER FORD 5LS SALES CODE: 118455 P& A: OI1%36
CAUSAL CODES%: 1207 3104 {204 SYMPTOMS: 104100

ORIGIN: L2 TRANS, DST/RGH: 16 TRANS. DATE:
SEAVICE/SALES: 4 ; CONTACT CATE: Q171471998
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ DR M)
BUILE DATE: CALIERATION:

ESF TNFO: EXPIRES:

DPEM RECALL: OWMER NWOTIFIED: MICRD: E350413
COMMENTS :

185801/ 13

+o¢ VEHICLE INVOLVED IN RECALL WESHOE swe

vuw VEHICLE INVOLVED TN RECALL OGS48 +++

*us PARTS OELAY OVER 30 DAYS «v»

waw LETTER DATED 12/01/87 =&«

ver NAVIS: SUBSEQUENT +as

CUSTOMER SAYS:

=HAS BEEN WAITING S[MCE JUMNE TO COMPLETE RECALL

-=SAFETY TS5UE

-RESTRAINY I35 MOT WORKING AT ALL

~WILL SUE FGRO IF SOME IS INJUZED DUE TR THIS

-+

PER FUSTOMER., DEALER SAYS:

RE: CBC TO MR. MACNAMERA f S5ERVICE MGR.

TN RELATIDONSHIP MET CALL

~AOVISED THAT IN A DEALER LETTER DATEDRD 12718757 PRDVISIDNS WERE INDICATED FOR
HO CHARGE LOANERS AND REWTALS OUE TO SAFETY [S5UF REGARDING RECALL SESHESG
~PROVIOED HI!M WITH REHKIM % AOOJ255821 FOR AUTHORIZATION [MNFORMATION
LMR. MACWAMERA WAS A PLEASURE TD SPEAK WITH., THANKS)}

L 3

CUSTDMER SEEMS:

-RECALL COMPLETION

OWMER RELATIONS WOP/BEMCHMARKIMNG O8/11/88 FAICARTG




Dafi11/28 MASTER DWHMHER RELATIONS SYSTEM !1 14.21.02
EAEsFRE e A= mc- N XK S TS CEICCSSXCECACENAMAAN I mACxX=mC-C-SICZSCSCchRIENZITEANSSSSSSSSTSS==3= W
593940 GRA: 09 CONCERN COMTAET YEH T¥PE: CAR
FRATLADELPHIA 16 INATR: CONTACT NAR: 109344001 OFENED: O1/12/1588
VIN: 12upr2nc4|.! ENGINE: € CLOSED: O1/23/41998
S L L E L R L L L E R e s ENEENE=—A&=-Nck === Cc=-ENEcEANNaNE===as==s====mERHNE
1088 /01 /13

L]

CAC ADVISED:

RE: CBC TO DEALER {SEE CUOMMNMENTS)
RE: DBC TO CUSTOMER

-ADVISED DF OBC TO OFALER

-WE ARE REQUESTIMNG MR MACHAMERA TO CONTACT THEM 1M REGCARDS TO THE DPEN RECALLS
IN THE MEXT TWO EUSINESS DAYS.

ALS0, ADVISED ADVISED THAT THERE IS A PAOVWISION FOR FREE LDAMERS/ RENTALS
UNTIL PARTS ARRIVE DUE TO SAFETY [SSUE WETH RESTRAINTS

~PFLEASE ACCEPT FORDS APOLIGY IN TH1S MATTER. DELAY WAS A MANUFACTURING I5SUE

AND FORD IS MAKIMNG EVERY EFFORT TD RESOLVE THE PARTS ISSUE
1393/01/15

¥FPFTHIS LS THE CLUSING COMMENT

CUSTOMER CAN MOT MAKE VEWICLE AVAJLABALE LNTIL #/15/08. ALL PARTS ARE IN STOCK
FOR THIS cCUSTOMERS YEHICLE AND RECALLS WILL BRE COMPLETED.

OWMER RELATIONS VOP/EENCHMARKING P9/11/98 FASCARTG




03411 /98 MASTER OWMER RELATIOMS SySTEW II 4. 2102
n:::::-Ill.r—:====llll|=======:lll.u===:==.lllll:.'-======::----------::::::------
3382TK BRF: xXD4 COMCERN CONTACT VEH TYPE: LR

SOR 10 ZNSTR: RA CONTACT MBR: 10BAGTDEE QPEMED : D5/23/1887

VIN: 12¥PTAOCALS ENGIME: C CLOSED: ﬂﬁf1ﬂf199T
==REREEEEFF=S=S-S=xasdEEEmE-=T =m _____________

LAST HAME: STATUS: CLDSED
TITLE: IRST MNAME: M]:
ADDRESS:

CITY: STATE IP: -
HOME PHOME : 815, PHIONE:

MOCEL YEAR: au WODEL PRDBE
MILEAGE : 120000 WSO
OEALER NAME: COURTESY FORD-L1NC- SALES CODE: 158410 P A A 07223
CAUSAL CODES: 1204 1203 0405 SYMPTONS : 104100  10429E

CRIGIN: GO TRANS. DST/RGN: 58 TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: DBFfOZf1557
ACK. CDDE: ASS15T CODE: R AMARD AMT: O SLURWEY: N (¥ OR W)
BUILD DATE: CALIARATION:

ESP INFO: EXPIRES:

OPEN RECALL: . DWNER NOTIFIED: MICRD; B230235
COMMENTS ;

{0aT /05723

THIS CONTACT I5 AN UPGRAODE OF CONTAGT NUMBER 108105435

aaé THIS CONTACT !5 OPENER DLUE TO OPEM RECALL 96548 AWNO 96599 +-+

anw MNAVIS: PROGRAM »v=

CUSTOMER 5AYS:

- 125,000 WILES ON THE VEHICLE

- BOTH SEAT BELTS ARE STUSH IN THE FURMARD POSITIDN

« THE SEAT BELT WARNING LIOHTS ARE ALWAYS ON

- DEALER SYILL HAS NOT DRDERED THE PARTS FOR THE RECALL (wa5 TOLD THAT  THE
FARTS WERE ORDERED BACK IN JANUARY)

- FIRST TODK WEHICLE IM FOR THE RECALL I[N JANUARY 1937 AND THE PARTS WERE
HOT AVAILABLE

- FEELS THAT THE DEALERSHIP IS UNFROFESSIONAL

L
PER CLUSTOMER, DEALER SAYS:

- PARTS ARE AVAILABLE, BUT WERE WEVER DAGERER FOR THIS CUETOMER
- WTILL MOT UNWHDNK THE SEAT BELT WARNING LIGHT

CUSTOMER SEEKS:
- TD HAVE THE SEAT BELTS FIXED
= WANTS THE 3FEAT BELT WARNING LIGHT SHUT OFF

-

CAC ADVISED:
RE SEAT BELT RECALLS (SB548 AND SE589)

OWHNER RELATIONS vOP/RENCHMARKING 08711798 FAXCARTG

e




oaf11/98 MASTER OWNER RELATIOMS S¢STEM | 14.21.02
S === I ax Al S EEEEEEEEEEEEEEENEEEI -SI RS S-S STCS LS CoES ST iC-TEEEESEEE=EE=EEE=S=E=SE=E=SE=E=======
2IEITK GRP: Km09 CONCERN CONTACT VEH TYPE: CAPR

SOR 1M ZNSTR: RZX CONTALT NAR: 108aSTORE  OPENED: 05/23/1997
VIN: 12vpT20C4L 5 EMGIME: C CLOSED: D&E/13/1887
1997/06/23

- INFORMATION HAS BEEN DOCLMENTER AMD FORWARDED TD THE OEALER

- REQUEST MR.JDE MCANDREWS {CUST REL MNGR) TD CONTACT THE CUSTDMER WITHIN

2 BUSINESS DAYS

RE QEALER UNHOOKIMNG THE WARMING LIGHT

~ BEALERSHIPS ARE IMDEPEMDENTLY DWMED ANMD ORERATED

- CONTACT JOE MCAMDREWS, CUIST. REL. MGR., FOR FURTHER EXPLANATIOM,
*s#URGRADING BEECAUSE OF THE QPEN RECALLS OW THE VEHICLE {(CUSTOMER FROVIDED
VEHICLE IDEWTIFTICATION HUMBER DRURTNG THIS CALLj+x»

HHATHE FOLLOWING SYMPTOM CODE(S) WERE REMOVER: 101353

H#RFXTHE FOLLOWING CALSAL CODE(S] REMOVED FROM COMTACT - 1012

1997708/ 06

AWATHIS I35 THE CLOSING COMMENT

PARTS ARE ON BACKORDER WILL TRY TD GET AS SOOM A% POSSIBLE
1997 /06727

was,ETYER MICROFILMED &~-25-9F +vw=

CUSTOMER SAYS:

=CONTACTS CAC DUE TO FRUSTRATING REEPAIR EXPERIENCES
-REITERATES SAFETY BELT RECALL PART BACK ORODER CONCERNS

~UNARLE TO HAVYE VWEHICLE DPERATE SAFELY WHILE WARNIMNG INDICATOR ACTIVATED
[

PER CUSTOMER. DEALER SAY3:
-ADVISED CUSTOMER WO DETERMIMATIONTS DF PART ARRIVAL AS YET

L]

CUSTODMER SEEKS:

~FIMAL RESOLLTION OF COMNCERME

L]

CAC ADY1SED:

~DDCUMENTEDR CONCERNS

-FERMARDED AUTOMATED LEYTER F534 ZUPPORT INFO PROVIDED By THE DEALER
1997 /0704

45 |ETTER POSTHMARKED OE.23.97F «as
4x% MILEAGE LUINAVATLAELE ~%=

»4% NAVIS: SUBRSEQUENT #=k=»

CURTOMER SAYS:

~ ROMMYE ALTSTADT SENT LETTER IN

= WE HAVE BEEM DEALIMNG WITH COURTESY FORD SINCE AFPRYT AWD HO SATISFACTION
- WE KEEP GETTING THE RUN AROUMND

- SAME CONCERM AS ABOVE

L]

PER CUSTOMER, DEALER SAYS:

- WD MAME/COURTESY FORD

[}

CUSTOMER SEEKS:

- TO HAYE SEAT BELTS FIKED

"

GAC ADVISED:

- SEND AUTOMATED LETTER FS51--FINAL DECISION REMDERED

- PER DEALER, O6.06.897, PARTS ARE ON BACKDROER, WILL TRY TO GET ASAP

OWNER RELATIONS WYDPR/FEENCHMARKING 03/11/98 FAXCARTG

L




c9/11/aR MASTER OWNMER RELATIRNS SYSTEM 11 14.21.02
:II=I=I=====-=======SJ=I¥l=IIIIIIIII-I:‘::::-_-::::I:I'FIIIl-l:-!::::::::::----u----*
BIZTEM GRP: XXDA INFORMATION CONTACT YEH TYPE: CAR

LOS ANGELES 71 INFTR: A3 CONTACT WER: 10H3IATTSE OPENED: O5/0%71997
VIN: 12VYPT2 WWT7LS EMGINE: U CLOSED: Oss01/1997
ENEERaEo=—T== P e E P T R R N R e Y I AT LR T T LI
LAST NAME: STATUS: CLOSED
TITLE: test e SN uI:

ADDRESS:

CITY: STATE oA Z1p: _
HOME PHONE : aus. pHONE : I - :

MODEL YEAR: a0 MOQDEL : PROBE

MILEAGE : 1 CE

DEALER MAME: BRONK YREELAND OJAI SALES CODE: 17144% F B A: DS423
CALSAL EDDES: 1204 SYMPTOMS : 104 100

ORIGIN: ("] TRANS . DET/REN: TRANS, DATE:
SERVICE/SALES: 4 CONTACT DATE:

ACK. CADE: ASSIST CODE: AWARD AMT; O SURVEY: (¥ DR N]
BULLD DATE: CALIBRATION:

ESF 1MFDO: EXPIRES:

OPEN RECALL: CWNER MOTIFIED: MICED: B21&53
COMMENTS:

12877505701

wus MILEAGE UMNAVATLABLE w=«

a3 VERICLE IWVOLVED IN RECALL 96548 AND DES83 wew
svv NAVIGS: DRIGIMAL #%x

CUSTOMER S5AYS:

= WHERE IS5 THE S5EAT BELT FOR MY RECALL

- WAS TOLOD PART I5 OW BACK ORDER

- CUATOMER WOULD WOT GQIVE PHONE NUMBER OR MILEAGE
»

PER CUSTOMER, PNEALER SAYS:

- PARTS ARE ON BACK ORDER

-

CUSTOMER SEEKS:

- WHERE I5 THE PART FOR MY EECALL

- IN WRITING THAT THE PARTS ARE UMAVAILABLE

-

CAC ADVISED:

- DEALERSHIP IS THE BEST TECHNICAL HESOURCE

= MR, DDON TOOMAJIAN (CUST. REL MGR} 15 [N THE BEST POSITION TO ASSIST vOU.
CAC ADVISED:++~CUSTOMER HUNSRUP WHILE £SR PUT CLSTOMER ON HOLD

RE PARTS

- RECOMMEND CUSTOMER CONTINUE TO WORK WITH MR DON TOOMAJIAN CUSTOMER RELATIDNS
MAMAGER &S TD WHEM THE PARTS WILL HE AVAILABLE

AE LETTER

= CAN NOT PROVIOE INFORMATION IN WRITING FERDM THIS OFFICE

#eet2L5R WAS BEQINNING THE DISCONMEST PROCESS WHEN CUSTOMER HUKG LIPw++

OWNER RELATIDNS VOR/BENCHMARKEING 00/11/88 FakCanTs




08/ 11 /04 MASTER DwNER RELATIOMS 5YSTEM [ t4.21.02
-:.::====|=l=liIll:-======-Flll=i=====q=l=lll::_:::: sdibkho =oAL A pgm=pEE=TE=m
BIITEM GRP: ARO3 INFORMATION CONTACT VEH TYPE: CaR

LDS ANGELES T FNSTR: COWNTACT MBR: I10R3IBTTSE OPENED: O5/01 /1997
VIN: 1zwrzmnﬂ ENGINE: U CLOSEQ: O5/01/1997
BAANES=-—m=—T=-E=B-EEEBERER—-—3=

NN rERARESam - CCECErkd - k- CERLUNmEmTE-mEaEg
199706/ 10

#r= LETTER DATED GF2/97 wwe

CUSTCOMER WRITES:

-CONCERNS AS PREVIDUSLY aDDRESSED

“RECETVED RECALL NDTICE FOR SEAT HELTS, BUT THE RELTS ON ARE BACK ORDER

-

CUSTOMER SEEKS:

-HEW SEAT HELTS
-

CAC ADVISED:
-F520/5URPORT NFD FROVIDED AY CO. REP

DWNER RELATIONS VOP/BENCHMARKING 00/11738 FAXCARTG




oga/11/am MASTER COWNER RELATIONS Sr5TEM 11 14.21.032
=..-=;==----.--=---‘--====-...‘::::-..‘:::::‘--.-—====:I-‘;:====---F====--..===
265 1NK GRP: XXAX INFORMATION CONTACT YEH TY¥PE: ChR

LO5 AMGELES 71 ZN/TR: CONTACT MAR: 108563725  OPENED: 046/71371897
VIN: 1zwrz1u7|.5_ ENGINE: U CLOSED: 06/ 18/1997
EEFs=—ommmdl EE===m ——— lll::::tlIII====-:I---===:-II-I-====IIIIB|:=
LAST MAME: STATUS: CLDSED
TITLE: FIRST MAME : Mmi:

ADDRESS:

CiTY: DXNARC STATE: we:
HOME PHONE: I BUS. PHONE! EXT: Nfa

MODEL YEAR: /0 MODEL;

MILEAGE: 1 wsl:

DEALER NAME: BEROMK YREELAND OJAT SALES CODE: 171348 P& A: D5423
CAUSAL CODES: 1204 SYMETOMS : 104100

aRIGIN: TRANS. DST/ROM: TRANS. OATE:
SERVICESSALES: 1 . CONTACT DATE:

ACK. CODE: ASS1ST CODE: AWARD AMT: 0O SURVEY: (¥ DE N}
BuUIlD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OPEM RELALL: WNER NOTIFIED: MICRO: S3A0443
COMMENTS :

19497 /06718

t+= LETTER DATED B-2-97 +w»
CUSTONER SAYS:

- INVOLVED TN RECALL A&548 AND

ON OM HER 1990 PROBE.
- CONFRONTATION W/ ERIH WHEN

.
PER CUSTOMER. DEALER SAYS:
- PARTS ARE NOT IN STDOK

£
CUSTOMER SEEKS:
- WORMING SEAT BELTS

»

CAC ADVISED:

- DUPLICATE LETTER
- CC MICRD DNLY

DWNER RELATIONS VOP/BENCHMARKING 09711790

496509, MAILED TO HER 10/96 RE: SAFETY RESTRATNT

TOLD THERE WAS NOTHING THAT FMC COULD DO,

FARCARTE




09/11/90 MASTER OWWEE RELATIONS SwSTIM LI 14,21, 02
ErmmmmAdsaEEEEEE===—==—=—=——ammkdEERIAENEEFN=-==S==S===S===Sc=o- - cxcaWd BINAEEEERESTSSSSSSSSSS
29340M GRP: xAx02 INFORMATION CONTACT VEH TYPE: CAR

08 INSTR: CONTACT MER: 1085345491 ODFEMED: O6f11/1997
VIN: L EMGINE : ELOSED: 06/11/1997
mrmmm———rxrkEREEEEEE-——————rx s AANANREEEEEENEER S ES=SS=SSsEsS=s=s=soaASNENSENEENEEERF==
LAST MAME: STATUS S
A ) - crast woe: B
ADDRESS:
CITY: RETROIT ' STATE: MI ZIP:
HOME PHOME : MNA —-MA-A HA BUS. PHONE: MA -NA-4 MNA
MADEL YEAR: a0 MODEL : FROAE
MILEAGE : 1 W5D:
DEALER MAME : SALES CODE - P B A:
CAUSAL TODES: 1304 SYMPTOMS: 104 100
ORIGIN: GO TRAMS . OST/RGH: TRAMG. DATE:
SERVICE/SALEL: 1 CONTACT DATE:
ACK. CODE: ASSIST COOE: AMARD AMT: O SURVEY: (Y OR M)
HUILD DATE: CALIERATIDN:
ESP INFD: EXPIRES:
OPEN RECALL: - DWNMER NOTIFIED: WMICRO: 8211754
COMMENT S :
1987 /08/11

wew YEHICLE INVOLWED IN RECALL 96548 & 965559 «++

we« LETTER DATED S/26/97 wha

wvs MILEAGE UNAVAILARLE was

uneph0 WIN AVAILABLE® =«

CUSTOMER SAYS:

=HAS BEEN WAITING SINCE 11796 FOR RECALL PART

-8 WINTHS IS RIDICHL OUS

-BEALER HAS NOW LOST THE RECALL LETTER AND MY DRIGIMAL RECEIPTS (I HAVE
COFIES) FOR PREVNIDLS SEAT BELT REPAIRS. NOW 1'W WORSE OFF THAN BEFORE
-HAVF HAD CONTINWAL PRCBLEMS WITH SEAT BELTS S1NCE 9795

¥

PER CUSTDMER, DEALER SAYS:

=PER DAN MARUI/FSYE ADV; PARTS ARE NOT AVAILABLE

-

CUSTOMER SEEKS:
-PART5 FOR RECALL
»

CAC ADVISED:

=SENT TOD WRITTEN CORRESPONDENMCE FOR REPLY TO THE EFFECT: ThHAT CUSTCMER DOES
MOT MEED RECALL LETTER FOR RECALL TO BE FERFORMED AMD THAT THE PARTS ARE ON
MATIDMAL BACKDRDER FOR ADTH THE USA AMD CANADA, KEEP IN CONTACT WITH DEALER
FDR PARTS AWAILABILIYY

»+DIRECTORY ASSISTANCE DDES WOT LIST PHONE NLUMAERS FOR PO BOAESe =

*+PER TEAM LEADER, £ARODLIME HILTOMW, HAKWDLE COMTACT THROUGH USA CACsw

OWNER RELATIDNS VDP/HENCHMARKING 09711738 FAXCARTG

L S




o9/11/9p MASTER OWMER RELATIONE SYSTEM 1T 1a.31.02
IIII::::.III----:::III.-----=====IIiI====.-I-=====u=i-====In-i:::::l.il::::.nll
AS240M GRP: xx0d INFORMATION CONTACT VEH TYPE: CaR

4]} ZNFTR: CONTACT WBR: IDES34594 DPEMED: 06/ 1173997
VIN: L ENGIME : CLOSED: DES11/1397
L LR T LIS B T T I P T T RN I . LEES LLL R R R ERN- 3 ¥ P & - CEEAENCE=——mEESc==——gW

1887707/ 10

*

CAC ADVISED:
= DEC ATTEMPTED CLUSTOMER WOT LISTED 1N DIRECTORY ASSTSTANCE

= PCO1 CONTACT CAC, SENT TO CUSTOMER

*eHEAT CS5H*»

= PLEASE ADYISE CUSTOMER THE AROVE INFORMATION IN CAC ADVISED.
192708707

CUSTOMER SAYS:

- CALLING PER POST CARD

- URSET THAT HE HAS HAD TO WAIT FOR 10 MONTHS FOR THE RECALL

CUSTOMER SEEKS:
- RESFONSE TO LETTER SENT

L )

CAC ADVISED:

- ADVISED CLSTOMER ACCOROINGLY

- INFORMED CLETCMER FORD MAY EXPERIENGE A BACK - ORDER SITUATION

- THFDRMED CUSTOMER PARTS MANAGER CiN PROVIDE MOST CURRENT LIPDATES OM

PART
DELAYS

DUNER RELATIONS JVDP/BEWCHMARKING ORS11/98  FARCARTG




pajf11/98 MASTER CWNER RELATIONS SvSTCM I1 14.21.02
SRS TS EE S EFSSFSSEFSTIEFrEEEEE IR - o r - S-S ERCEEZxENC31fi o XSS CETCENCASSgpdmmmIEsE
8812Pu GRP; CONCERM CONMTACT YEH TY¥PE: CAR

SEATTLE T4 IN/TR: 42 COMTACT MBR: TOHH2GEY 1T DPEMNED: OB/ 10/ 1997
WIN: 1ZPT21UOLE ENGINE: W CLOSER: 0771471837
FAIEEEENFEEsSR=orE-x k== LLLERL EE I P PR R R R E LRI T Y | ey

LAST MAME: STATUS,
TITLE: FIRST mmE:- MI:
ADDRESS :

CITY: STATE: WA F:
HOME PHONE : h BUS . PHONE: d
MODEL YEAR: MODEL ; PROBE

MILEAGE: GASAI wen ;

DEALER WAME: SOUND FORD [NC SALES COBE: 174011 P& A: DAB11
CAUSAL CODES: 12159 SYMPTOMS 104100

ORIGIN: [+ 11] TRANS. DST/RGM: 74 TRANS . OATE:
SERVICE/SALES: 1 CONTACT DATE: OYf07/1947
ACKE. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY: r (¥ OR M)
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OFEN RECALL: . OWNER NOTIFLED: M1CRO: E210348
COMMENTS:

199706710

»v+ WEHICLE INVOLYED IN RECALL 96543 w4+

sam YWEHICLE TWVOLVED IN RECALL 96548 ARD 96599 rwe»

v NAVIS: ORIGIMAL wee

avs LETTER DATED S/29/87 wev

CUSTOMER SAYS:

- IN OCT 98 RECEIVED A RECALL LETTER THAT THERE WAS & RECALL ON THE SEAT BELTS
oW HER 1990 PRODBE.

- HER ORIVERS' SIDE SEAT BELT IS WOT WORKIMG. ALL I!T DOES 15 CLICK.

- MATT WILLIAMS AT SOUND FORD SAID THEY COULD DD NOTHINE WHEN SHE ASKED IF IT
COULD BE OISCONNECTED.

- SHE TODK IT IN TD WAVE THE RECALL WORK PERFORMEQD W/ THE LETTER AND MATT SAID
THAT THEY HAD TO ORDER IT FROM FORD.

= SHE HAS WAITED SINCE JANUARY 8T AND HAS NOT RECEIVER ANYTIHING.

= MATT TOLD WER THAT FORD I35 WOT REPLACIMG THEM AT THI1S TIME.

- §HE STILL HAS NOT HaD THE SEAT BELT REPLACED.

*

PER CLSTDMER, DEALER SAYS:

= NI COMNTACT.

a

CUSTOMER SEEKS:

- TO GET HER BELT FIXED.

F)

CAC ADVISED:

- SENOING LETTER FACK ACKNOMLEDSEMENT LETTER.

OQWNER RELATIONS VOAR/BENCHMARKING O9/11/598 FAXCARTG




o2/11/38 MASTER DWNER RELATIONS SeSTEM | 14,.21.02
IIIIll:l=::=====|ll-i-l-i-=-=ltnllliin-----=====I=II-:-=====n=l.l:l========IIl
Z812PW GRF; COMCERM CONTACT VEHR TYPE: CAR
SEATTLE 74 ZN/TR: A2 CONTACT KWER: 108526ATH OPENED: D&/10/1997
VIN: tZVPT21LGL ENGIME: U CLOSED: 071471997
LERRR R B RV Rl YN Y e e e R R R A P ERRE I NN IR

_____ SESACSEEEmiEmCC=E=EEEmET

tBETiﬂEi1T
COULON*T FIND PARTS UNDER HER WAME SDODDODONOD I MYSELF ORDERED HER A DRIV

ERS TRACK AND MOTOR AWD PASSENGER TRACK OMLY. MIKE & SAYS 3 DAYS FOR PARTS.
T HAWE CALLED HER T0 LET HER KNOW, WE HOPE TD HAVE & CALL BACK TO HER TUESOAY
ANG T WILL HOOM HER UP WITH & DIFFERENT SERVICE ADVISOR. SHE IS5 HAPPY WITH

MY EFFORTS. I WILL BABYSIT THIS T1L PARTS ARRIVE AND ARE INSTALLEQD.
TERRYR

1287 /04 /24
HMARYELLEMN

WELLELLLLL ITS JUNE 24TH ANG I HAVE CHECKED PARTS DAILY FOR THESE SEAT BELT
PARTS--—-STILL NOT HERE. PARTS KNOWS OF MO PROELEMS AND WAVE BEEN TOLD PARTS
ARE EEING SHIPPED [N 31-5 DAYS FOH BOTH THESE RECALLS AS PARTS ARE MEEDED AND D

ROERED BY ZEALERS. I“M STILL BABYSITTING THIS SO IT DOESMIT FALL 1IN THE CRACKS
TERRYR

1897 /07707

M¥KTHIS [S5 THE CLOSING COMMENT

CALLED CUSTAMER PARTS ARRIVED TD DO SEAT BELT RECALLS FOR HER VEHICLE TODAY.
SHE WIL!l ZE MAKING APPGINTMENT THIS WEEK FOR REPAIRS.

OWNER RELATIONS VOP/BEMCHMARKING 09711798 FAXCARTE




097117498 MASTER UWMER RELATIDNS SYSTEM T 14.21,.02
--:::l-----.I----ﬂl=====:-I’III-IFF========Il-..II::=:::::::::2-.!..-.--‘-;::::::
G782l GRP: RROB COMCERM CONTAGCT VEH TYPE: CAR

HEW YOREK 17 ZN/TR: CONTACT MER: 108214541  OFEMED: 0371471947
VIN: 1szT21u5L5m ENGINE: U CLOSED: 0571471937
pezrrsersmsssnddgEEEE I =====xXN So=———mARAEEEEEERS===S=S==S=scazwAREEEEEEIF====
LAST MNANE: STATUS:

TITLE: FIRST NaME: Mt:

ADDRESS:

cITY: STATE: NY ZIP:

oue rrone: NN wus. crove . I

MODEL ¥EAR: a0 MODEL :

MLLEAGE : TOOO0 WSD :

DEALER NAME: METRO FORD SALES IN SALES CODE: 113181 P B AT 20BS7
CAUSAL CODES: 1203 BORA SYMPTOMS: 104100

ORIGIN: GO TRAMG. DST/AGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: odf1€/1997
ACK, CODE: ASSIST CODE: W AWARD AMT: O SURVEY: N |T OR N)
BUILD DATE: CALIBERATION:

ESP INFO: EXFIRES:

OPEN RECALL: DWNER MOTIFIED: RICRO: Bi150804
COMMENTS :

1987 /03714

awe YEHICLE 1WVOLVED IN RECALL 95548 & 896599 »»==

wvehl ACTIDN EY DEALER»w»

wer MNAVIS: ORIGIMAL we#

CLISTOMER SATS:

- BOTH RESTPAINT SYSTEMS ARE LOCKED AND WILL NOT MOYE

- HA% TRIED TO GET RECALL WORK PERFORMED

- TOOK VEHICLE TO DELLERSHIP 1/15/97

»

PER CUSTOMER, OEALER SAYS:

- PARTS ARE OM BACKORDER

£

CUSTOMER SEEKS:

-+ RESDLUTION TD COMCERM

.

CAC ADVISED:

-INFORMATION HAS BEEW DOCUMENTED AWD FORWARDED TO THE DEALERSHIP Wi1TH A CORY
T0 THE REGIONAL OFFICE.

-REQUEST MR.RICHARD PECK CUST. REL MMGR CONTACT THE CUSTOMER WITHIN 2 BUS TNESS
DAYE-

OWHER RELATIONS VOPR/PBENCHMARKING 0911788 FAXCARTG

L




o 11/58 MASTER OWHMER RELATIONS S¥STEM II 14.21.02

.---;:::::::--l-.....:z:::::::x-.---.----.---.-n-::::=====::------—i!l-l--l===
BTAIJL GRPA: XXD&E CONCERN CONTACT vEH TYPE: CAR

MEW YORK 13 ZN/TR: CONTAST WBR: 1082145321 QPENED: 03/14/1887

WIN: 1ZUPT21USL ENGINE: U CLOSED: DS/14/13297

mEEIEAREEEEEE=-=S===xxoDxmmmEm masc=sxsscsssmmdab il EEEEEEERE============ad
1997/03/27

e+ MNAYIS: ORIGIMAL ==+
CUSTOMER SAYS:
-HAS WOT REEN COWTACTED BY THE DEALER

x

PER CUSTOMER, DEALER SAYS:

=HO COMMENT

&

CUSTOMER SEEKS:

-TQ HE TONTACTED

Y

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMEMTED AMD FORWARDED TO THE CEALER

=REQUEST MR. RICHARD PECK[ SVYC MMWGR) TO CONTACT THE CUSTOMER WITHIM 2
BUSINESS DAYS

1997/04 /15

«LETTER DATED 4/7/97+

-

CUSTOMER SAYS:

=REGEIVYED RECALL FOR SEAT BELTS

-WENT TO THE OLR FOR REPAIRS

~PARTS WERE MOT AVAILAHLE

=OLE TRIES TQ PERFORM & REPAIR WITHOLT THE PARTS, CONMCERMED THAT THERE MAY
BE AN ACCIDENT AND THE BELTS WILL HNOT WORK

i

*®

CUSTOMER SEFKS:

=TOD INMFDRM FORD

=THE FPARTS FOR THE RECALL

1.

CAC ADVYI1SED:

~SENT CONTACT DPEMED LETTER

1997/03/07

dF¥THLIS IS THE CLOSING COMMEMT

PARTS ARE STILL NOT AYAILABLE FDR THIS RECALL., OUR CS5M ANMETTE COMWILLE CALLED
CWMER Td EXPLAIN THE PRDELEM.

ALL PARTS ARE HOW IM AMD HE SAID THAT HE WILL £aALL FOR AN APPOINTMENT. DWNER I
8 VERY UNHAPPY WwiTH DELAY. DO NOT SENO A CARO. CLOSED By RICHARD PECK.

CWNER RELATIONS VOPJ/EENCAMARKING 09711798 FAXCARTG

T




ga/j11/98 MASTER OWMER RELATLONS SrSTEM 11 14.21.02
EEEEEEsSL S S S S S SEE S S S IS S S SIS S Sn S nsESSR=Es s rr=mFs s A==SEF-ETEFEAEEE IR ANEXEBENExS
TAB{RL GRP: X%i3 INFORMATION COWTACT VEH T¥PE: CaR
BOSTON 11 INSTR: CONTACT NER: 108209955  QPENED: 03713719497
VIN: -.zwnzuuh ENGINE: L CLOSED: 03/ 13/1987
L R e T R L PR R R P A R R A R R R R AT R I T FR I8 8
LAST MAME: 5TaTUS: CLDSED
TITLE: FI1RAT HMIE:_ WmI:

ADDRESS:

CITY: STATE: Ma ZIP:

HowE PHOME: [ BUS. PHOME:

MODEL YEAR: a0 WODEL : FRDEE

MILFAGE: 1 [

DEALER NAME: THOMAS FORD 5ALES I SALES CODE: 111049 P& A: OBEZZ
CAUSAL CODES: 1204 SYNPTOMS: icd 100

BRIGIM: GO TRANS. DST/RGN: TRANS. DaTE:
SERVICESSALES: 1 CONTACT OATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR M}
BUILD DATE: CALIBRATION:

ESP INFO: EARTRES"

OPEN RECALL : DWNER MOTIFIED: WICRO: B112300
COMMENTS :

1897/02/13

whv LETTER DATEO 2.24.97 +44

mus MILEAGE LUMNAVATILAHLE =&+

CUSTOMER WRITES:

= THE SEATHELT RECALL WaS NOT PREFORMED QUICKLY
IT REQUIRED MULTIFLE VISITS TO THE DEALERSHIP
THE DRIVER'S BELT HaAD ALREADY FATLED

THE PARTS WERE NDT ALWAYS READY

SA¥5S THE REPALR WAL EVEWTUALLY DANE

4 1 11

PER CUSTOMER, DEALER SAYS:
- NO MENTTON

L ]

CLISTOMER SEEKS:

- AN EXPLANATION AND POSSIBLE COMPEMSATION
-

CAC ADVISED:

= LEFT MESSAGE WITH CLSTOMER'S WI1FE:

- SDRRY ABOUT CIRCUMSTAMCES HE DESCRIBED 1IN LETTER

- LEFT MUMBER TO CAC IF CUSTOMER HAS ANY QUESTIONS
1987 /03/22

»ws LETTER DATED 2-24-97 #++ ADBDRESSED TO A R KADUK
ses MILEAGE UNAVATLABLE =et

wee NAVIS:; ORIGIMNAL ae=+

CUSTOMER WRITES:

- DUPLICATE LETTER.

[ ]
CAC ADVISED:
= NO ACTION TAKEN.

OWNER RELATIONS VOP/RENCHMARKING OS/11/98 FAACARTG




o9/ 11/28 MASTER OwhEE RELATIONS SySTEM 1T 14, 21,62
EAENE=EFR= "= 3iF-@FFST=SS=S=S=S===STIZ=S=S=S==TSSI==Sg=S===S====::ZZ:i==S===Z====S===fFS==SFF===
16 168 GRP: AM17 INFORMATLON £ONTACT WEH TYPE: CAR

SDR 10 ZNFIR: R3 CONMTACT MBR: {0B10ZG10  OPEMED: Q2F14/1937
VIN: L ENGINE : CLOSED: 02/ 1471997
m--—exE=-c-cmEskks - NI AEENAEEE N NN A EENE G EEEEAEE e EEEREE - EEE—mdMd-EENE—_—=xE-—-—-—xaA=—=—=mni
LAST MAME STATUS: L

TITLE: FiRsT hakie: T o

ADDRESS:

CITY: STATE: S0 ZIp:

HOME PHOME: BUS. PHONE: 111-1i1-1111

MODEL YEAR: a0 MODEL : FROBE

MILEAGE: | wsh:

DEALER MAME: ROZUM WMDTOR COMFAMY SALES CODE: 158715 PE A: DE4I8
CaUSAL CODES: 7204 SYMPTOMS: 104100

DRIGIN: B0 TRANS. DOST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: QO SURVEY: [Y OR M)
BLUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

CPEN RECALL: OWNER NOTIFIEDO: MIERD: BD41529
COMMENTS :

18587/02714

wkd HILEAGE UNAVAILABLE #hw

mms LETTER DATED 2/1/97 aur

worhD VIM AVAILABLEw»~»

CUSTOMER SAaYS:

* WRITING TD REGISTER COMPLAINT AND YVOICE SER10US COMCERNS ABOUT THE SEAT
BELTS

» RECEIVED RECALL LETTER DATED OCTDBER 1996 S6%54B B 96599 COMCERN THE
MALFUNCTICH OF THE SEAT BELTS

+ CURHENTLY THE SEAT BELT OM THE PASSEMGER S1DE 15 NOT DPFERATING PROPERLY AND
IT WILL WOT SLIDE ON THE TRACK AS THE LETTER INAGICATES

*+ HAS CONTACTED THE OEALER EVERY 2 WEEKE SINCE GETTING THE LETTER TO SCHEDULE
SERVICE

* LAST CALLED THE DEALER 1/31/97

« I MONTHS 15 RESOMAHLE EMOUGH TIME TO HAVE THESE REPATRE BOME

» CONCERMED THAT SERIDUS IMNJURY COULD RESULT

« FORD 15 OPENING TTSELF UP TO POSSIBLE LEGAL ACTIOM FOR NOT COMPLETING THESE
REFPAIRS IM & REASOMABLE TIME

L )
PER CUSTOMER, DEALER SAYS:
¥ THE PARTS ARE DN BACK ORDER, CALL BACK

L]
CUSTOMER SEEKS:
* OOESH'’T SAY, BUT CS5R ASSUMES TO GET RECALL DONE ASAF

L]

CAC ADV!SED:

« SENYT PCOt1 CARD TO CALL CaC

«+ NEAT CSR. DBETAIN ¥IM AND PHONE MUMHEKRS AMD OFEN CONCERN CONTACT TO ARDDRESS

ISSUE. PROBE, COULD BE POSSIELE RA DUE TO 3 MONTH PART BACK ORDER ON RECALL
PART s

OWHER RELATIONS VOP/BENCHMARKING ©09711/98 FAXCARTG




03411 /98 MASTER OWMER RELATIDONS S75TEM 11

A EEA K S S ANENEE s e I O ENRAS SRS AmMEBE-———Cc====—wEd= SE==E=ESIEmAk=——-—-—pEEEmEmEEN==
16 {E8H GRP; XXi12 INFORMATION COMNTALY YEH TYPE: CaAR

SDR 10 ZNFTR: 3 CONTAECT WBR: 10102610 DPENED: 02/14/19a7

VIN: L EWG1NE : CLOSED: 02/14/19497

ERFFaeEEr s RN NI mme === aFF-EENECOT=S=S=S=EEN= S ErFSFE IS - A ERRENEAR=—-—=——gEEN=-=
1997 /02724

THIS CONTACT HAS HEEW UPARADED. THE NEW COMTACT 15 108133566

OWNER RELATIONS VOP/OENCHMARKING OO0/11/8R FAXCARTG

T4.21.02




oa/ 11048k MASTER DWNWER RLLATIONG S¥5TEM 11 14.24.032
ll.:a:::::'—::.-:-:::::l.:::l--:.z:----,--:..---::: tl::::_:lL:::::l.====:|l=====ll=-1====
BHNALG GRP: XAD4 CONCERN COMTACT vEH TYPE: CAR

SOR 10 IN/TR: R3 COMTACT WER: 1021793566 QPENED: 02724/ 1997
YIN: L EMGINE ; CLOSED: D3f25/1997
--IIF:==l?====ll-l==lIl-----h’:-'lII--II:::I..F:::II:::=:I.F::::lll:::.lll::‘.--l
LAST WAME: BTATUS:

TITLE: rrrsT name: [ ML

ADDRESS :

C1TY: MITCHELL STATE: 50 ZIP:

HOME PHOME: BUS. PHOWE: 111-141-1144

MOCEL YEAR: a0 MODEL : FROBE

MI1LEAGE : 1 wsh:

DEALER MAME: ROZUM MOTOR COMPAMY SALES CDDE: 188713 P & A: DS41R
CALIGAL CDOES: 1204 SYMPTOMS 104100

OR1GIN: GO TRANS. DST/RGM: 5A& TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D3f1B/1997
ACK. CODRE: ASSIST CODE: X AWARD ANT: O SURVEY: ¥ (v OR N
BUILO DATE: CALIBRATION:

E5F IMFO: EXPIRES:

OPEN RECALL: DWMER NOTIFIED: MICRD: AC41923
COMMENT 5.

1067 fO2 /24

THIS CONTACT IS AN U
#424% THIS COWTACT IS OPEWED DLE TD OPEN R
cvs THIS CONTACT 15 DPEMED puUE TO OPEN R
wrs NAVIS: SLUBSEQUENT w¥®

PGRADE DF CONTACT WUMBER 108102E10

ECALL DEZ4B +r=
ECALL 95599 +v3

CUSTOMER %5AYS: MRS GRIVMA
- RECONTACTIHG FORD ABOUT
- CAC HAD SENT A POSTCARD

CALLTNG
THE RECALL ON THE SEATBELTS
REGARDING THE ISSUE

PER CUSTOMER.
- MO CONTART
-

CURTOMER SEEKS:

- WANT TO GET THE RECALL REPAIRED

-

CAC ADVI1SED:

“yNFDRWATION HAS BEEM DOCUMENTED AMO FCRWARDER TO THE DEALER

-REGQUEST MA. RICHARD ABIUM (CUST REL MHGR) 1O CONTACT THE SUSTDMER WITHIN 2

EUSINESS DAYS

1997/03/07
csM JCUFF  sPOKE WITH TIN THOMPSOM (SERVICE MANGER) WHO ACKNOWLEDGED THAT THE
DEALERSHEIP I5 WAITING FOR TrE RAIL MOTOR ASSEMEGLIES 70 cOoME IM . ONEE THE PAR
T 15 IN THE RECALL WILL BE CUMPLETED

1987/05/ 18
#ANTHIS 15 THE CLOSTING COMMERY
CSM JCUFF: O£SM CONTACTED THE VENOOR T

aSSEMBLY. WVENMDDR IS OUT OF STOCK OM

BELE WJ1THIN THE HMONTH.
THE CLSTOMER.

DEALER 3SAY¥S:

o INCUIRE &% TD THE 5TaTuS OF RAIL/MOTOR
ITEMS AND AWTICIPATES FARTS TO BE AWAILA
DEALER [S AWARE OF THIS AND HAS COMMUNICATED THES WITH
RECALL WILL EE COMPLETED WHEN FARTS ARE IN.

DWHER RELATIONS YOR/BENCHMARRKING 09/ 11/98 FAXCARTG




as/i11/98 MASTER OwWER RELATIONS S¥STEM ] 14.21,0%
:::::-.III.F=====x:illl-=======-lllI-I-========-hlll=======:::::---r-----====:----
B8560K GRP: XXOP COMCERN CONTACT ¥YEH TYPE: CaAR
CHICAGO FE ZN/TR: 1 CONTACT MRR: {08098763  OPEMEDR: D2/13/715987
WIN: 12UPT22LELE_ ENGINE: L CLOSED: 0271871337
==xsasEEBARREF=- =xmmhlETWST = IIIII========I-----IIIl:::::::----l.l.l’:::::==
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS:

CITY: STATE: 1L Zip: _
HOME PHONE : sus. pHonE I

MDODEL YEAR: S0 MODEL: PROBE

MILEAGE: 1 wsD:

DEALER MAME: RIVER Y1EW FDRD IKC SALES CODE: 141302 P& k: [O1583
CAUSAL CODE%: 1304 SYMPTOMS : 104108

ORIGIN: {1} TRANS., OST/RGHN: 41 TRAMG. DATE:
SERYICE/SALES: A CONTACT OATE: Q2/17/129%
ACK. CODQE: ASSIST COOE: W AMARD AMT: O SURVEY: ¥ [¥ OR M)
BUILD DATE: CaLIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: OWNER WOTL1FIED: MICRO:; ADADGET
COMMENTS :

199 7702/13

wer VEHICLE INVOLWED IN RECALL IB595 «ww

+%x VEHICLE INVOLWVED IN RECALL 9G5S48 ++4

sew WNAVIS: ORIGIMAL +*»

wew ETTER DATED 1/31/97+ex

CUSTOMER SAYS:

- THE PARTS FOR THE RECALL ARE NOT IN YET

- YERT CONCERNWED AS THE DAUGHTER WSES THIS vEALCLE FOR PRIMARY MODE OF
TRANSPORYATIDON

"

PER CUSTOMER, DEALER SATS:

- MQT IH YET, THEY HAVE RE-ORQDERED THEM 2 TIWES

L ]

CUSTOMER SEEKS:

- WHAT I% FORD DOING ABDUT THIS STTLATION

L]

CAC ADVISED, PER OUTHOUND CALL:

- CUSTOMER HAS NOT HaD AMY ADOITIDNAL IKFORMATION

- WILL S5END THE DBEALERSHIF AN OPEN CONTACT TQ CONTACT CUSTOMER AMD FROWIRE
THEM AW UPOATE OW THE FARTS AVAILABTILITY

* raREQUESTING RON HYDE LDDK INTO THE PARTS SITUATIDN AND GIVE THE CUSTOMER &
gl IeK UPDATE CALL=# 4= THAKKS!

1987 /0217

FAATHIS [5 THE CLOSING COMMENT

PLEASE CLOSE THIS CONTACT. THE PARTS FOR THIS WEHICLE ARE OH BACK GRDER

B-9 WEEKS. DNCE THE PARTS COME TW THE NECESSARY WORK THAT THIS VEHICLE WEEDS
WILL BE DONE.

OWHER AELATLONS VOR/ERENCHMARKING D8/11798 FAXCARTG

e




ocaf11/98 MASTER OWNER RELATIOMS SYSTEM 1T 14.21.02
"--l-====.uu--n-:::::-----**::;:---il::::-....:::::;:.-:::::----..::-----..gg
GASGCK GRP: 2P CONCERN COWTACT YEH TYPE: CaR
CH1CAGD a INSTR: D1 CONTACT MWEBR: 10HOSBTES OFENER: 02713719497
VIN: 1zveT22Le EMGIME: L CLOSED: Q2/1B/1937
-=====IIIIllI==F=llII-=-=='I=.-’-=====.-I-=====---'l====-III.::::.IHII-.:ﬁ-III
1957/02/18

#4#4#THLS IS5 THE CLOSING COMMENT

*e+CAC KNOWS THAT THE PARTS ARE ON SADK ORDER, THE CUSTOMER WAS REOUESTING AN
UPDATE OMLY. WE ARE REQUIRED Tl ANSWER CUSTOMER LETTERS, AMD ASSIST THEM [N
TRYING TD LOCATE THE CORRECT INFORMATION. WE ARE SURE THAT THE CUSTOMER HAS

BEEN CDNTACTED BY DEALERSHIF FERSONMEL IM RESPONSE TO THIS COMTACT FDR A PARTS
STATUS HE WAES SEEKING. THANK ¥Durew

OWMER RELATIONS WOP/HENCHMARKING 08/11/98 FAXCARTG




08/11/98 MASTER OWMER RELATTONT S¥STEM 1) 14,.21.02
mmmAEEEECO=z===—==z=cxzmmBEEEENEIF==S=-===-===-rcxrerdBRdEEL:-CL S CSCSCS=SSn==SSS-ScamdiER
256506 GRP: AADG COWNCERM CONTACT YEH TYPE: CAR
WASHIMNGTON 27 INFTR: D1 CONTACT WER: 10BOEYS20Z OPENED: 0271271947
WIN: 1ZVPT2LLELS ENGIME: L CLOSED: O2/27/1947
EmEy=—————-=—ga NN EEEE BN == FAEEEEEEEEEFR==S===scs=ss=s=s==sc==clENANRANNEEEERT=
LAST NMAME: STATUS: CLASED
TITLE: FIRST NAHE:- M1:

ADDRESS:

CITY: TLIARTS NRAFT STATE: V& 4 | o

fome erone: NN s, Pou . EE—

MODEL YEAR: a0 MODEL ; FROBE

MILEAGE: 1 Wb

DEALER MAME: JIM SNEADFORD SALES CODE: 127447 F & A; 0QQOO4
CAUSAL CORES: 1204 SYMPTOMS: 104100

ORIGLN: G0 TRANS. OST/RGN: 27 TRAMNZ. DATE:
SERVICE/SALES: 1 CONTACT DATE: O3/14/1887
ACK. CODE: ASSIST CODE: W AWARD AMT; O SURVEY: Y (Y DR NJ
BUILD DATE: CALIBRATION:

ESP INFD: EXAPIRES:

OFEW RECALL: OWNER NOYIF1ED: MICRO: BD3I1178H
COMMENTS :

1997/02/12

~_ETTER RECEIVED DATED 1727797+

*++ NILEAGE UNAVAILABLE »w~

ek MAUWLS: DRIGIMAL =»+

CUSTOMER WRITES:

- SET ASIDE RECALL MAOTICE AS BELTS WORKING CKAY AMD PLANNED ON CONTACTING
DEALER 2715797 A5 REDUESTED ON NOTICE

- 1/13/97, WATORIZED BELT EROKE ALONG ROOF RALL, TODK TO DEALER 1716
= PICKED UP YEHICLE 120, DEALER WOTIFIED HIM THEY QRDERED PART

- 1/23, CALLED DEALER FOR STATUS OF PART, NOT IN YET

- RECALL LETTER STATES PARTS WOULD BE AvAILABLE AFTER 13/15/06

- FEEL I1T*%S UNSAFE TO DRIVE wWITHOUT EELT

*

PER CUSTOMER, DEALER SAYS:

= MOT SURE WHEM FART WILL BE IM

M
CUSTOMER SEEKS:
- EXPEDITE SENDING PART TD DEALER

-

CAL ADVISED:

IELAHSOE5Sa RECALL:

=[NFORMAT[OM HAS BEEM DOCUMENTED anD FARWARDED TO THE GEALER

-REQUEST MR. ERSKINE M LESSLEY JR, SWC MNGR TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997/02/20

MAMTHIE 15 THE CLOSTMG COMMEMT

CONTACTED CUSTOMER DN 2-14-87. BSHE TOLD US THAT SHE HAOD WRITTEM THAT LETTER P
RIOR TD HAVIMG US REPAIR HER WEHICLE UWDER RECALL 9&54B AND 28522, SHE STATED
THAT HER CAR WAS REPAIRED AWND THAT EVERY¥THING WAS FIME.

OWNER RELATIONS VOF/BEMCHMARKING 09711728 FANCARTG

L e




Qas114938 MASTER OWNMER RELATIONTS S¥3TEM Ll 14_21.02
—aENasdEEEEE-EEE==CSEF==r= xSl BN EE A ENOEFENPF S S S S SLSEESETSSSSSS=Sr=S=====&alc
298505 GRP: XXJ9 CONCERMN COMTACT VEH TYPE. CAR
WASHIMGTON 27 ZHNSTR: 04 COMNTACT WEAR: 10ROBRS20Z OPENED: 0O2712/19387
VIN: 1zvrT2ouoL S| ENAINE: L CLOSER: ©02/27/1997
Fo-o g andAECxASANEmEANEFS S SEFRC IS IARCSCS SRR CS=S==sarT i ECcoaARlAxxANEEEFEIINEENFFIN
1997/03/04

svv LETTER OATED 1-27-37 svs

waw LETTER SENT TD A.R. KADUK=-

CUSTOMER SAYS:

S My VEMICLE IS INVOLVED IM THE SEAT RELT RECALL » 9E54A AND 96599

I WAS GDING TO CONTACT THE DEALERSHIF AFTER 2-15-97 a5 THE LETTER STATED
ON 4-13-97 THE SEAT BELT GROME AND I TOOK THE VEHICLE TO THE DEALERHSIP
THEY ORDERED THE PART ON {-20-97

- DN 1-29-97 I WAS TOLD THAT THE PART WwAS NOT IN AND THAT FORD CCOULDC NOT
PROVIDE AMY ANSWERS

-

PER CUSTOMER, DEALER SAYS:PARTS DEPT. PERSONNEL, NAME NOT KNOWN

1-23-97

- THE PART I$ NOT AVAILABLE AND FMC DOOES NOT KNDW WHEN THE PART wiLL BE
AVAILABLE

3

L]
CUSTOMER SEEKS:
= 10 GET THE PART FOR THE RECALL

"
CAC ADVISED:
= WICRO QONLY

OWNER RELATLONS wOP/BEMCHMARKING O8/11/98 FARCARTG




oa/i1/9e MASTER DOWNER RELATIONS SYSTEM 11 14.21.02
===tl-ll:-====::illI======xl--'=======:---tl---====----nul-lln======::nhl..:===:
A253HM GRP: %XA10 CONCERN CONTACT YEH TYPE: CAR

NEW YORK 12 IN/TR: i CONTACT NBR: 107TBOTREE2 OPENED: 11/25/1996
VIN: 1zve120caLs EMGINE: C CLOSED: 1271171996
—aEmEFR T ——amaEEERE===—c=—rxdi BEFES ——aaeEsesEpESEEE=-c-rasssslMiEEREE====-=-=xEEREEENZT=
LAST MAME : 5TATUS: CLOSED
TITLE: FIRST I».IAHE:- Mi:

ADDRESS:

CITY: MAT & AN STATE: Z1F:

o e N ss. ~ouc :

MODEL YEAR: ot MODEL:

MILEAGE: 111474 w5k

OEALER NAME: OCASIS FORD SALES CODE: 1130538 P& A OTEO4
CAUSAL CODES: 1203 0405 0409 SYMPTOMS: 104 104

OR1GIN: a0 TRANS. DST/RGM: 13 TRANS. DATE:
SERVICESSALES: 4 COMTACT DATE: 1270471996
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ L¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXAPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO: 7&51551
COMMENTS :

{896/ 11/25

wes NAYIS: SUBSEQUENT ++#

+»» TH1S CONTACT IS OPENED DUE TO DPEN RECALL B854B »+ -

CUSTOMER SAYS:

- HER SEAT BELTS DD NOT WORK AT ALL

- TOOK THE VEHICLE TQ THE DEALEASHIP MO THEY STATED THAT THE PARTS THAT SHE
NEEDED WwERE MOT OM ORDER YET

- THEY DIDNW-T OO0 ANY WORK TO EORRECT THE COMCERM TEMPORARILY AS THE LETTER
STATES THEY SHOULD

- WAS TREATED VERY POORLY BY THE DEALERSHIP

- ADORESS TO FORD MOTOR COMPANY

-

FER CLUSTOMER, DEALER SAYS:

- SAID THAT THE PARTS WERE WOT IN YET

"

CUSTOMER SEEKS:

- HER SEAT BELTS TD BE FI1XEDR BECAUSE THEY DO WOT WORK AT ALL

- TELL FORD HOW UNHAPPY SHE TS W1TH THE DEALERSHLIP

L]

CAC ADVISED:

w+ CONMCERM WITH THE DEALERSHIP r=

- DEALER IS IM THE BEST POSITIDN TD PROVIDE TEChNTCAL ASSTSTAMCE.

- FORD SUPPCRTY THE DIAGNOS!S OF THE DEALERSHIP

»% SEAT BELT CONCERN =

- INFORMATION HAS BEEN DDCUMENTED AMD FORWARDED TO THE DEALER

- REDLUEST MR.ROBIN ROSEN {CUST REL MNGR) TO CDNTACT TRE CUSTOMER WITHIN 2
BUSINESS DAYS

OwHER RELATIONS VOP/RENCAMARKING O8F11/238 FAXCARTR

e




oe/11 98 MASTER OWHER RELATLOMS S¥STEM II 14.21.02

EE I EE FEEENF T EENNAEEE FFAEEE FEEEENF O CFEEECS S A SN NS EEEEEEEEENGANEENAEEERNE-—caftR-———xTkd==
BE253HM GRP: XX10 COMCERN CONTACT VEH TYPE: CAR

MEW YORK 13 ZNSTR: €1 CONTACT NEBR: 107807EB32 OPEMED: 11/25/193E

VIN: 1zupno-ca|.s_ ENGINE: C CLOSED: 12/11/1298

=== mi-—=—on——==n=——— DR e - - == === o= - - g EF-—-—— A FEFFEEEENEAEEEE NS
1988 /13204

%+ LETTER DATED NOYEMBER 217, 1EO06 wes

CUSTOMER SAYE:

- REITERATED DISATISFACTION WITH THE DEALERSHIP
= BID NOT APRRECIATE BEIMG CALLED A LIAR

- ESPECIALLY FRUSTRATED WITH MR. NOVACK
.

FER CUSTDMER, DEALER SAYS:
= NO CURRENT CONTACT

L]
CUSTOMER SEEKS:
- TO INFCRM FORD MOTOR COMPAMY OF THE EXTREMELY PDDA CUSTOMER SERVICE

-

CAL ADVISED:

- LETTER SENT: F1 POOR CUSTOMER SERVICE/SALES LETTER

= MICRO NUMBER: 1203 DTBS 1851

¥#xTHIS [S THE CLOSING COMMENT

CUSTOMER HAS BEEM RUDE/ABUSIVE AT DEALERSHIP B IS NO |LDNGER WELCOME AT DEALER-
EH1FP .

OWNER RELATIONS YOP/BENCHMARKING O/11/98 FAXCARTG




e/ 11598 MASTER DWNER RELATIDNE Si4TEM T 11,24.00
::::-IIII-I=:1====I=--=l--.--I==I==lll-lll---====; L T S =SS CSHEHEAEd=-=C-= o RNExh=—
B8120R GRP: AxOC CONCERN CONTACT WEH THWPE: CAR

SEATTLE 74  ZN/TR: DNTACT NBR: 108076322 OPENED: 02708/ 1997
wiIN: 1ZVPTZOCAL ENGINE: C CLOSED: 047187 19a7
EErIC - IO SAWMENEAEN=—T—_=—K—=-—wmm EErEFrfFEmssm - - - EAF I.::::--Ill.ﬂl—————'.ll=

LAST NAME: ETATUS

TITLE: IRST MAME: MI:

ADDRESS :

CITY: STATE: P

HOME PHONE : “ BUS. FHONE:

MODEL YEAR: MDDEL : PROBE

MILEAGE: 1 W50

DEALER MAME: KORLM FORD INC SALES CODE: {74205 F & A: 0855
CALUSAL CODES: 1017 124 SYMPTOMS: 104 100

ORIGIN: [Fla] TRANS. DST/RGM: 74 TRANS., DATE:
SERVICE/SALES: 1 CONTAET DATE: 0271171997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR M)
BEUILD DATE: CALIBRATICON:

ESP INFD: EXPIRES:

OFEN RECALL: DWMNER MNOTIFIED: BICRO: 9022139
COMMENTS :

1997/02/08

*+v PARTS RELAY OVER 30 DAYS +-+

*v¢ VEHICLE INVDLVED IN RECALL SSS54E =4+

*x+ LETTER DATED 1/47/97 +=xs

=# MILEAGE UNMAVAILABLE="a

$as NAVIS: SUBSEQUENT 47w

CUSTOMER WRI1TES:

= AN HAVING A FROBLEM GETTING THE RECALL PERFORMED

DRIVER'S SIDE SEAT BELT IS COMPLETELY INDFERABLE

HAS BEEN WEARLY E WEEKS AND STILL HAVE NOT HEARD FROM THE DEALERSHIF
CANNOT BELIEVE SHE HAS TD WAIT 14 WEEKS TO HAVE RECALL PERFORMED

¥

PER CUSTDMER, DEALER SAYS:

- WILL BE 1-3 WEEKS FOR PARTS TO CHME IN

- 1/27/97 SAID PARTS WERE ON BACKORDER AND WOULD RE IN IN 8 WEEKS

+*
CUSTOMER SEEKS:
- RECALL TO BE PERFORMED

-
CAC ADVISED:

~INFORMATION HAS EBEEN DOCUMENTED AND FORWARDED T THE DEALER

“REQUEST MR.MARK HDLMES {(CUST REL MNGR] TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

+ SENT ACKNOWLEDGEMENT LETTER
t9a7 /o2 11
#H¥THIS I% THE CLOSING COMMENT

CUSTOMER I% AWARE THAT PARTS ODELAY IS NOT AT THE DEALERSHIP LEVEL. SHE JUST
WANTED TO VENT HER FRUSTRATION AGAINST FORDS PARTS AVAILABTLITY

AWNER RELATICNS YOPfBENCHMARKING D9/11/98 FARCARTG




Da/11/7894 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
SrnErAEE A A S E xS NNFEFFSEESE S FESEEFREEEE IFEENEEEEE S JEsSScEFEmEcEExEE_—_dExcaEsE-—aE=-
B253HM GRP: Ar10 COMCERW CONTACT YEH TYPE: CAR

SEATTLE T4 ZWNSTR: CANTACT WEBR: 108212999 OPEMEG: OX/14/1997
VIN: IIUFT!!UELEh ENGINE: U CLOSED: 03728/ 1997

EEFEFIEI=FTH SRR R L R B L ER RERS 3 P b g L 10 Lo LELRFEN.]

LAST M4NE: STATUS: CLOSED
TITLE: sT hanE: [~

ADDRESS :

CITY: MAFLE VYALLEY STATE: ua 21P: -
#ovE pHoNE- N  6uUs. PHONE: —

MODEL YEAR: 90 MODEL PROBE

WILEAGE : 107000 WsD:

OEALER NAME: SOBUND FORD INC SALES CODE: 174011 PAA: DB51Y
CAUSAL CODES: 1203 1012 SYMPTOMS : 104100

ORIGIN: o TRANS. DST/RON: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0272171987
ACK . CDDE: ASSIST CODE: W AWARD ANT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CAL1BRATION:

ESF INFD: EXPIRES:

DPEN RECALL: OwNER NOTIFIED: MICRO: 9120484
COMMENTS

1997/03/ 14

v#xe THIS COWTACT TS OPENED DUE TO OPEN RECALL 56580 sus

wes THIS COWMTACT 15 DPENED DUE TO OPEM RECALL SES54R wee

ek MAVIS: SURSEQUENT wsww

«#m LETTER DATED 3S8797 rew

CUSTOMER SAYS:

- BOT A RECALL LETTER IN THE MAIL (RECALL »9054A 96599} DN THE SEAT BELTS
ON THE VEHICLE

- COULDN'T GET THE REPAIR DOME BECAUSE THE PARTS ARE NOT AWVAILABLE

= BOTH OF THE SEAT BELTS ARE INOPERABLE AT THIS TIME

- HAS WNOT HEARD ANYTHING FROM THE DEALERSHIP IMN 2 MONTHS AEOUT WHEN THIS
SEAT BELT WOULD BE IN

.

PER CLUSTOMER, DEALER SAYS:

- 113497 MITCHELL IN THE SERVICE DEFARTMEMT SAID THAT THE PARTS WERE
BACKORDER

.

CUSTAMER SEEKS:

= T0 GET THE RECALL PERFORMED

L

CAC ADVISED:

- INFORMATICN HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. JIM GARWER [SERVICE MAWARER) TD COWTACT THE CUSTOMER WITHIN
2 BUSINESS DAYS

- MADE AN QEC Td THE CUGTOMER TO OBTAIN ADDITIONWAL INFORMATICHN ANMO TOLD HER
THE STEPS THAT WERE GOING TO BE TAREN

~ SINGE T TALKED TO THE CUSTOMER, NQ LETTER SENT

QWNER RELATIONS WOP/AENCAMARKING O0B/11/798 FAKCARTQ




0g9/11/9. MASTER OWMER RELATIOMS SYSTEM 1t 14, 51,00
Inlll:::::::sll:-i::::.:ll:tt:::::::--.---::---.‘..:::::::;-:::::.:..:.:::::..
B253HM GRP: X415 COMCERN CONTACT VEH TYPE: CAR
SEATTLE T4 2NSTR: ONTACT NER: 108212993 ODPEMED: 0371471997
¥IN: 1ZVPT21UGL EMNGINE: L CLOSED: 03/728/1007
-=---.==::=B=Il-ll::==.ll.-.-====--I:l---.---------..-====='F..:::::.:--:-:::::..
1227/08/ 21

#48TH1S I5 THE CLOSING COMMENT

PARTS FOR RIGHT SIDE SEAT MELT RECALL (TRACK AND MOTORI ARE OM & MIMIMUM OF

8 WCEK BACKORDER. HOUSE IS A PRIORITY CUSTOMER ALREADY AHD IS5 HANGING IM THE
FARTS DEFT OM A WATCHDOG BOARD 50 THE MINUTE HER PARTS ARRIVE WE CAN JUMP RIGH
T ON FIXING HER PROBE. MITCH WILL CALL HER AND UPDATE HER ON STATIE. THE PART
S FDR THE LEFT SIDE ARE HERE WOW, WE ARE WARMING CUSTOMERS OF DELAY WHEN THE

PARTS ARE ORDERED FOR THEIR REFAIR BUT HOUSE'S FARTS JUST HIT THE 9 WEEK POINT
TODAY 1

CWMER RELATIONS WOP/BENCHMARK [NG 09/11/98 FAACARTG




oafii/ea MASTER OWMER RELATIONMS S¥STEM I1I

14,21.02

EEFEIEEFEANE S G AN SN d EAEExdEE - o xadr-—--omc-=S=S=cCCCSCS=SFE= S-S EEEFMmmdEE-aoEE-=-—=-r=——===g

aoe G5 GRP: XXD2 COWNCERN COWTACT

VEH TYPE: CAR

HOUSTOMN 57 INFTR: CONTACT MEAR: 108215710 OFENED: Q3f1771997
WIN: 1ZWPT2ILOL ENGIME : L CLOSED: D3f24/1987
=S===m====FF LA LR EL L L e PSSR EEEE ] I ERELELIFIRERDE BN S
LAST MAME: STATUS:

TITLE: FIrsT nave SN v

ADDRESS:

CITY: STATE:

TX 1P:
von erove: [RAMAREAN < Ciion: S

MODEL YEAR: o0 MODEL : PROEE
MILEAGE: 1 wso -
DEALER MAME: JOE CAMP INC SALES CODE: (152043 P& A: Das18
CGAUSAL CODES: 1209 SYMPTOMS : 101 04
QRIGIM: GO TRANS. OST/RGH: 52 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/17/12387
ACK. CDDE: ASSIST €ODE: W AWARD AMT: O SURVEY: N LY @R N)
BUILD DATE: CALIERATION:
ESP INFOQ: EXPIRES:
OFENM RECALL: OWNER WOTIFIED: MICAO: 3131547
COMMENTS :

1937 /03717

**3 WEHICLE IMVOLVED IN RECALL SBS4BE LEFT SINE PA w»»

¢+« LETTER DATED FEERUARY 1&. 199T w#sa

¥t MILEAGE UNAWAILABLE re~

e NAVIG: ORIGIMAL #w=

CUSTOMER WAITES:

-HAYING PROBLEMS GETTING MY AUTOMATIC SEATBELT REPAIRED UMDER THE RECALL

AFTER SEVERAL ATTEMPTS.

=DHOPPED THE VEHICLE OFF AT JOE CAMP FORD FOR THE RECALL REFAIR (MO DATE

GIYEM].
~TOLD THE REFAIRS WERE MADE
=WEHT TC PIEK WP THE WEHICLE BUT IT WAS NOT REPAIRED

~ADVISED BY FDRD DEALERSHIP SERVICE CEPARTHMENT THAT THE REOUIRED PART

NATIONAL BACK ORDER

-HOT HAPPY WITH THE SERWICE AND LACK OF COMMUNICATIDN AT THE
-WHEN REPATIRS ARE MADE I wllLL SELL THE FRORE AMD BAUY A MOM-FORD

*
FER CLSTOMER, DEALER SAYS:
- NATIOMAL HACK DRDER

L]
CUSTOMER SEEKS:

~AUTOMATIC SEATEELT REPATRED LUNDER THE REJALL
-

CaC ADVISED:
-ATTEMPTED CQBC TO CUTOMER NO ANSWER.

-~GEMERATED LETTER PCOZ;ADVISING THE CUSTOMER TO CONTALT THEIR

PHATHIS I5 THE CLOS1WNG COMMENT

IS5 CH

OEALERSHIP.
PRODUCT .

DEALERSHIP.

CUSTOMER WAL INFORMED THE FARTS FOR THIS RECALL ARE OM MATIOMAL BASK ORDER.THE

SES PARTS WERE DRDERED OW FER 14 1937,

OWNER RELATIONS VOP/EEMCHMARKING OUS11/88 FAAXCARTE




oas11/498 MASTER DWNWER HCLATIONG SuSirM |1 14.21.02
=-l':-.:-.-=====llll-:-======llll:;:'-:.:-:ll:li--.:::::lal-. S S S S oONEgmE AR mpawmxz==<
BO0R65J GRP: xx02 COMNCERW COMNTACT YEH TYPE: CAR
HOWSTON 57 ZHSTR: CONTACT MNER: 10B31B710 DREHED: 037172/ 18a7
VIN: 1ZUFT22L3L5ﬁ ENGINE; L CLOSED: 03/24/1997
LB LLRRRREELSIEES 11T Y s S EFFIEEEAR - - EEN - EEEENSpmEEECEEE R EE T ==

1967 /0416

#%¢ YEHICLE INVOLVED IN RECALL 96548 & 95500 ~as
exr NAVIS: DRIGIMAL +as

CUSTOMER 5AYS:

= RECEIVED RECALL LETTER 10/98

- TOOK VEHIECLE TD DEALERSHIP FOR REPAIRS
= PARTS ARE YET TD COME IM FOR REPAIRS

L 3

PER CUSTOMER, CEALER SAYS:

- B-B WEEKS FOR FARTS

L ]

CUSTOMER SEEKS:

= RESOLUTION TD CONCERN

"

CAC ADVISED:

—INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

~REQUEST MR.MARTY SMITH CUST REL MNGR TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS-

OWHER RELATIONS VOP/BENCHMARKING 05/ 11798 FAXCARTG




08/11/94 MAETER OWNER RELATIONG SYSTEM LI 14.21 .02
EEaEEdEEEREFBANRAECEEE == F==c-=-=-=-=-c-SS-SS-SS-S=S=-=-S=-Sc-ao-c x-S oTCSsa-SiSamc-adcaAalSxikddmESEFAEEEEE
g117CL GRA: o0 TMFORMATEON EONTACT YEH TYPE: CAR

CHICAGD 41 ZM/TR; E1 COMTACT MER: 10B257267 ODPEMEC: D3/2671997
vIM: L ENGINE : CLOSED: 03/26/1097
E-—E=-=—E==-=-===—====-a=-—-—xExScidSaiiazsdisifnEBREN NS EEEENF. JFaSSsiSsdiiAEEEAE NS EFEEEEEEFNEEN

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

ADDRESS: TRATL

CITY¥: STATE: Wl ZIF:

HOME PHONE : & Bus. PHoNE : I

MODEL YEAR: MOODEL : PROBE

MILEAGE : 1 w5a:

DEALER WAME: JACK QRIFFIM FORD 1 SALES CODE: 141343 P& A O5IE0
CAUSAL CODES: 1zD03 1012 SYMPTOMNS : 104 100

ORIGIN: an TRAMS . DSTSRGN: TRAMS. DATE:
SERVICESSALES: 1 COMTAET OATE:

ACK. CODE: AESIST CODE: AMARD AMT- O SURVEY: (¥ DR NI
BUILD DATE: CALIBRATION:

ESP IMFD: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRD; 9182442
COMMENTS :

1887700736

ver YEHICLE IWVOLVED IW RECALL 98548 AND 96599 ---

#+é MILEAGE UMAVAILABLE =ov

w++MO VIN AVAILABLEw=*

v LETTER DATED 2-6-2TF w4

CUSTOMER SAYS:

= EHE HAS BEEM WAITING FOR A PART TO HAVE RECALL SERVICE PERFDRMED SINCE LAST
QCTOBER.

- IS GETTING FRUSTRATED WITH SERVICE PEDVIDED BY DEALER

*

FER CUSTOMER, DEALER SAYS:

~ WEED TO QRCGER PART

»

CUSTOMER SEEKS:

= TO HAYE RECALL SERVICE PERFDRMED

L 3

CAC ADVW]1SED:

QEE MADE TO CHRIS HOPPE AT JACK ZRIFFIN FOED. CHRIS 4ADVISED FART WAL

GM MATIONAL BACKORDER. UPON FURTHER CHECKINWA, TRU FOUND THERE WAS OVER &,000
PARTS AVAILABLE THROUGH THE VENDDR. VENMDOR HAD M15-CODED FART ANWO WiS SHOWING
A BACKORDER. VEWDOR HAS CORRECTED PROBLEM AWD PART SHOULD KOW BE AVAILABLE.
CAC RESPONSE TO CUSTOMER: LETTER (MODIFIED) SEWT. THAMK ¥YDU FOR SENDING US &
CDOFY OF YOUR LETTER TQ JACK GRIFFIN FORO.

OWNEH RELATIDNS VOFSRENCHUARKING DUf11/88 FAKCARTG




oaf11/98 MASTER OWNER RELATION: S5y5TEWM 11 14.21.02
Me====c-x=-=-r-=ac-==-c=rxre=-ciNs RSN NN NG dFFsFRFCANFEIBNCAECd I FF LECANEE - AT ANSERENEDANRS
B117CL GRP. QC INFORMATION CONTACT VEH TYPE: CAR
CHICAGQO 41 IMSTR: E1 CONTACT NBR: 10BASTIG6T OFENED: 03,716/ 19497
VIN: L ENGIME : CLOSED: 0372671997
I IFE R I T e rrr T RN A PO R R RSP ERLERELRELLENERET RIS EREREREERRRINRERRERRENDNN]]
1997/03/26

WE SINCERELY REGRET THE CIRCLIMSTANCES YOU DESCRIEED. CUSTOMER SATISFACTIODN IS
A PRIMARY DBJECTIVE OF FORD MOTDR COMPANY ANO WE TRY TO MAKE EVERY ATTEMPT TO
ENSURE THAT OLR DWNERS ARE SATISFIED.

UPON REVIEWING YOLR COMNCERN, WE FOUND THAT OUR VENODR HAD CODED THE PARTS
INCORRECTLY WHICH THEM CAUSED THE FART TO SHOW UP OW BACK-ORDER. WE HRVE
SINCE CORRECTED THIS FROPLEM AND HAVE CONTACTED MR. CHRIS FOPPE AT JACK
GRIFFIN FORD DN YOUR BEHALF. MR. HDPPE HAS REORDERED THE PART AMD WILL
CONTALCT YOU UPOM RECEIPT. IF ¥OU HAYE FLRTHER COMCERNS REGARDING THIS ISSUE,

MR. HOPPE HAS ADVISED US THAT HE WOULD MORE THAW HAPPY TO ASSIST ¥DOU 1IN THIS
METTER.

THANK ¥YOU FOR YOUR PATIEWCE IM THIS MATTER.
1947 /04 701

LETTER MICROFILMED ONW 3-27-97

OWMER RELATIONS VOP/HEMCHMARKEIMG 9511708 FARCARTG




oaf11 /08 MASTER OWNER RELATIONS &YSTEM 11 14,231,032
ECEog - C- C-C-CS IS EEC XS TESEEEEEsEsfFaEsfteasfanl S g A TS A S Sy FE S g IS I ErFEEES S .-
BE340M GRP: Xx03 INFORMATION CONTACT YER TYPE: CAR
ORLANDD 24 ZN/TR: EA1 CONTACT MEBR: tdB351403 2 OPENED: D4/2271897
WIM: L ENGIME: CLOSED: 0472271997
ok B e L X N S M I E I M S EmEEEAEEEEESSS IS TEESEISEECEEECEESsECEEScaw
LAST NAME: STATUS; CLO%ED
TITLE: rrrst Nave : [ MI :

AODRESS:

CITY: STATE: “ im: -
HOME PHOMWE: BUS, PHOMNE -

MODEL YEAR: a0 MWIDEL : FRDEE

MILEAGE . 1 wsD:

DEALER NAME: KEN MARKSFORD ING SALES CODE: 134206 P& A SaBgO7
CAUSAL CODES: 1012 1204 SYMPTOMS @ 104 100

ORIGIN: 41} TRANS. OST/RGM: TRANS. DATE:
SERVICE/SALES: i CONTACT DATE:

ACK. COOE: ASSIST GODE: AWARD AMT: 0 SURVEY: (¥ DR N}
BUILD DATE: CALIBRATION:

ESF INFD: EXFIRES:

OPEM RECALL - OwWMER NOTIFIED: MICRGO: 2181390
COMMENTS :

1997 704 f 22

«+=LETTER POSTMARKED 3728/ /97 ==2

»seND VIN AVAILAR| Evew

CUSYDMER ZAYE:

-HAS BEEN WALTING SIMNCE JAMUARY 1997 FOR FARTS FOR THE SEAT BELT RECALL THAT
THE DEALER ORDEREO

L
PER CUSTDMER, OEALER SAYS:
=THERE ARE WO PARTS AVAILABLE- WO MAME GIVEN

L]
CUSTOMER SEEKS:
~FMC ASSTISTANCE IN DETAIMING PARTS

x
CAC ARDMVISED:
-SENT PCOZ....CONTACT QEALER

OWHER RELATIONG WOR/BENCHMARRKING O3711/9B FAXCARTG




Daf11/08 MASTER OwWER RELATIONMS Sv5TFM 11 14.21.02
mMENEER=———c-cC——raANEANENAFSSC=ci=ccciamAMEANE.SS- L SSSSSSSSCCCoCIAsEEmmEEEs
51485% GRF: xx0O7 INFORMATION CONTACT WEH T¥PE: CAR
UNKNOWH 29 IN/TR: CONTACT NWBR: 108357218 OPENED: O4/2371997
VIM: EMGIME : CLOSED: 0472371937
crumoamaEEER i EEFEIFF- - oS IEX SRR EEmshAiMNESEEEEEEREOC S
LAST NaAME: STATUS: CLOSED
TITLE:

FIRST mm-::_ MI:

ADDRESS:

CITY: STATE: H]p: ]
HOME FHDNE:“ BUS. PHOME:

MDDEL YEAR: a0 MODEL : PROBE

MILEAGE: 1 wW5D:

DEALER MAME: SALES CODE: PR A

CALSAL CODES: 1203 SYMPTOMS : 104100

ORIGIM: GO TRAMEG., DAT/RGM: TRANS. DATE:
SERVICESSALES: 1 CDNTACT DATE:

ACK. CODE: ASSIST CODE: AUWARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: CALIHRATION:

ESP INFD: EXPLRES:

OPEN RECALL: CWHER WOTIFIED: MICRO: 221621
COMMENTS :

19597/04/23

wew | ETTER DATED 4712/87 wvw

swupd] YIN AVAILABLE=++

CUSTOMER SAYS:

- THE £USTOMERS LETTER STAE STHAT HER VEHICLE IS 1WVDLWED IM & RECALL WITH THE
LEAT BELTS

= THE CUSTOMER CALLED THE DEALER AND THEY DIDN'T HAVE THE FARTS TD REFAIR THE

YEHIGLE.

= THE CUSTOMER CALLED THE DEALER THREE MEEKS LATER AMD THEY STILL OIDN'T HAVE

THE PARATS FOR THE REPAIR.

L
FER CUSTOMER, DEALEA 3AY5S:

- WO RECONTACT
.

CUSTOMER SEEKS:

« ASSISTANCE IN HAVING THE RECALL PERFORMED
]

CAC ADVISED:
- SENT CUSTOMER LETTER PCO1 [CONTACT THE CAC )

CWwMER RELATIONS VOP/EENCHMARKING 09/11/98 FAXCARTG
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o09/11/98 MASTER DwHER RLLATIONS Sr4TEM ]I 14.21.02
AEEFEEA-E SN N FRAA REFTEEFENSEEEGAREmidRasnlcasREEl - I cCc s oS ss==E===Fr==E==EHaRI=EHW
0G00W GRP: LP THFORMAT |GON CONTACT VEH TYPE: CaR

NEW YORK 11 INATR; 11 COMTACT HAR: 108204530 QPEMED: CG3If12751997

¥IN: 1Z2¥YPT21UOL

m-=-Sxr==—hR=—=Tt=

ENGINE: U CLOSED: 0371271997

LAST MAME: ATATUS: CLOSED
TITLE: FIRST MAME: - MI:
ADDRESS:

CITY. m STATE: MY ZIP;
HOME PHOME : BUS. PHDME: _Ex
MODEL YEAR: a0 MODEL:

MILEAGE : 1 W50

CEALER WAME: SHITHTOWNMOTORS COR SALES CODE: 314557 PE AL 13320
CAUSAL CODES: 1012 LyMPTOMS ! 104 100

DRIGIN: Go TRANS. DST/RGN: TRANS . DATE:
SEEvICEfSﬁLE51 1 COMTACT DATE:

ACK. COOE: ASSIST CODE: AWARD AMT: Q SURVEY: (Y DR N}
BUILD DATE: CALIBRATION:

ESP INFDQ: EAPIRES:

OFEN RECALL: OWNER WOTIFIED: MICRO: 93290243
COMMENTS

1997/037/12

»x»» LETTER DATED FEBRUARY 28, 1297 s+w

CUSTOMER SAYS:

-RECEIVED RECALL LETTER 94548 FOR SAFETY RESTRAIMT

-WAITED TD BERING THEIR WEHICLE IM AS THE LETTER INSTRUCTED
=70 IT TD DEALERHSHIP ON FEB. 20, 1997

~THEY WERE TOLD THE YEMICLE WOULD BRE DOME BY 5:00, IT WAS WOT
=THIS LYING 15 UNACCEPTAHLF

~-THEY CALLED BACK AND WERE THEM TOLD PARTS WOULD MDT BE AVAILABLE FOR &-8
WEEKS
-TD HAVE TO WAIT FOR E-8 WEEKS 15 UMACCERTABLE

.
FER CUSTOMER. DEALER SAYS:
“PARTS WILL BE AVATLABLE IN S-8 WEEKS

»
CUSTOMER SEEKS:
-IMMEDIATE RESOLUTION OF TH1S 158UE

L ]
CAC AOVISED:
-FORWARDED LETTERE TO CUSTOMER SUPPORTING DEALERSHIP [NFORMATIOM

OWNER RELATIONS VOR/BENCHMARKING D09/11/88 FAXCAR]G




gaf11/98 MASTER OwWMER RELATTONS SYSTEM I 14.21.02
EEEFEr-S=——--—-c-—-—mmilkEEEARF==SS==ss=ssImsadalLdFEERT=====2S S oS- S22 —cxxaESEANEBFFF======2
30300W GRP: LP TWFORNATION CONTACT YEH TYPE: CaAR

WNEW YORK 13 ZN/TR: CONTACT NBR: 108204540 OPENED: 0371271387
vIN: 1Z¥PT2ILOLS EMGINE: U CLOSED: DAf12/71997
EEEEEEBFEHF==s=s=s==—=—=LGSESSSASET e rzsMSEEEEEEEEEII--S-Sc-c=——cc=-c-—c-—c-—-c=-—roxdEAEEEEEFE
19487 /04703

w+¥CLUSTOMER LETTER DATED MARCH Z0. 1997+++
CUSTOMER WRITES:

- BRFOUESTS FORD REVIEW THE SITUATION FURTHER

.

FER CUSTOMER, DEALER SAYS:

- BDEALER DID NOT KEEP SCHEDULED APPOINTMENT
= PARTS DELAY

- DEALER ADVISED VEHICLE WAS READY WHEN IT WAS NOT
*

CUSTOMER SEEKE:
- FURYHER REY!EW DF THE SITUATION BY FORD

E

SL ADVISED:

= LETTER FFa WMAILED TO THE CUSTOMER
1997 D4712

maw LETTER DATED 3-20-97 was

wikr MAVIS: ORIGINAL =4+

CUSTOMER SAYS:

- DUPLICATE LETTER

-

CAC ADVISED:

- OUPLICATE LETTER

.CC MICRO OMLY
1997/05/09

CUSTOMER SAYS:

PER LETTER DATED APRIL 30

= CUSTOMER MNOT HAPPY WITH CAC RESPOSMES TO HIS LETTER
- DOES MOT WANT NEXT LETTER FROM N_E_ VERT

~ WANTS & REPSONE FROM THE DFFICE OF ALEX TROTHMAN

>

PER CUSTOMER, DEALER 54Y%5
= WO COWTACT

L
EUSTOMER SEEKS:

- WANTS RESPONSE FROM ALEX TROTMAMS OFFICE
¥

CaC ADYISED:
= SENMT TO CORRES FOR HANDLING

CWhER RELATIONS uUOP/RENCHMARKING O00/11798 FAXCARYG

L




a3/14i/am MASTER OWMER RELATIONS SYSTEM 11 14,2102
=ll-l--i=======ll=lll-==-==FFIIIII*’:::;:IIIII:*::===IFIII====:=|=--.---i--:r=--
JO09EE GRF: LP [NFORMAYION CONMTACT ¥EH TYFE: CaR
ATLAMTA 21 IN/TR: E3 CONTACT NBR: 10B4G115E CPEMEDR: 05/21/1997
VIN: L ENGTNE ; CLOSED: 05/2171997
LEEEESE S S 13T T T TPy ————=IIIlllt=====|-l=llltl=====lIII!II:::::----*---
LAST MAME: S5TATUS: CLOSED
TITLE- AME - - MI:

ADDRESS:

CITy: STATE: HE zir: . R
HOME PHONE : HA -NA=A NA BUS. PHOME: MNA -NA-A NA

MONE]. ¥YEAR: 30 MODEL : PROBE

MILEAGE : 1 WED:

DEALER MNAME: LEE MOTORCOMPANY IN SALES CODE: 121634 FEA OBT23
CAUSAL COGES: D406 1203 1204 SYMPTDMS : 104100

ORIGIN: =] TRAMS. D5T/RGHM: TRANS . DATE:
SERVICESSALES: 1 CONTACT DATE:

ADK, CODE: ASSIST COOF: AWARD AMT: O SLRAVEY: (¥ DR N)
BUILD DATE: CALIBRATIDN:

ESF IMFOD: EXPIRES:

UFEM RECALL: - OWMER MOTIFIED: MICRO: ©311568
COMMENTS :

1997705 /24

++«% VEHICLE THVOLVED 1H RECALL 95548 AMD DBESS2 44
“v4% MILEAGE UHAVAILABLE wew

s YIN AVAILABLE#+»

CUSTOMER SAYS:

-HE HAS BEEN WAITING FDR 7 MONTH: FOR THE SEATHELT PARTS TO ARRIVE AT THE
DEALERSHIP

-HE FEELS HE HAS BREEN GIVEN THE RUNARIUNT

-

PER CUSTOMER, DEALER SAYS:

=0 COMMENTS

L2

CUSTOMER SEFKS:

-TO HAYE THE RECALL PERFURMED FROMPTLY

L]
CAC ADVISED:

-ESR MADE DBC TO DIRECTORY: NO PHOWE NUMBER !5 LISTED FOR THE CUSTOMER
-SENT PCO1 (CONTACT CAC) POSTCARD

“MEXT CER: PLEASE OBTAIN VIN, FHOME MNUMBER AMD STATUS FROM CusTOMER

OWMER RELATIONS YOP/EENCHMARKING ©O8/11/98 FaXCARTG




o3/ 11/98 MASTER COWHNER RELATIONS Sy 3TLCM 11 14,21 .02
L L L LR NR LN RRERFEELEEDEES L ELERR i e N A R I DY R T R ]
Bg3abm GRE: xh03 SOMCERN CONTACT YEH TYPE: CAR

NEW Y[ORK 13 ZMSTR: A1 CONTACT NER: 108406438 OFEMED : 067047 1997
vIN: 1IvFT210ELE ENGINE: U CLOSED: O6/26/1997
Bl LET Erd R R | EL L EE R ES Il s e e S T R F T EEEND ]

LAST MAME: STATUS ; CLOSED
TITLE: rest e

ADDRESS :

CITY: WEST ORAMGE STATE: HP: _
dove pHonE: [ BUS. PHONE:

NDDEL YEAR: an NADEL ; FROBE

MILEAGE: 96123 w0 -

DEALER NAME. WYMAN FORD INC SALES CODE: 113044 P R A&: I0664
CALSAL CODES: 1204 SYMRTOMS: 104 100

URIGIN: GO TRANS. DST/RGN: 13 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: Oe/17/1887
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: N [¥ OR N}
BUELD BATE: CAL1BRATION:

ESP INFD: EXPIRES:

BFEN REEALL: COWNER WOTIFIED: MICRA: 8340%H%
COMMENTS :

14997 /06/04

#e» THIS COWTAET 15 OPEMED DUJE TD OPEM RECALL 95599 =a-

wwe LETTER DATED BESfESST +e»

vir NAVIS: DRIBIMAL #ve

CUSTOMER SAYS:

~OEALER PERFORMED RECALL OM 2/17/97, BUT WHEN CUSTOMER 80T tNTO CAR. BOTH
SEATBELTS STILL WEREN'T WORKING CORRECTLY [THE PASSEMGER SIDE ACTUALLY WASH'T
EYEN TOUCHED )

-CUSTOMRER WENT BACK IWTO THE SERYICE AREa, AMND THEY REORDERED THE PARTS

~FAS BEEN WALTING SIMNCE 2/17/97 AND STILL CEALER STATES THEY DO WDT HAVE THE
PARTS

=THIMKS IT’5 UNFAIR THAT SHE*S WAITED 3 MONTHS FOR A PaRT

L]

PER CLISTOMER, DEALER S5AYS:

-NOTHING HAS ARRIVED S0 FAR- PER NO HAME MENTIONED

L

CLETOMER SEEKS:

-PARTS FOR RECALL TO RE PERFORMED

L ]

CAC ADVISED:

**NOTE TD DEALER*~

-REQUEST ME. MICHAEL DECICCD (CUAT REL MNGRE) TD CDNTACT THE CUSTOMER WITHIN 7
BUSIMESS DAYS

v AOVICE TO CUSTOMER~-~+

-EENT FACK....ACKNDW, EDGEMENT LETTER, DEALER WILL CONTACT SOON

1997/0G6/ 14

#FFTHIS 15 THE CLOSTING COMMENT

CUSTOMER Wa5 1WFORMED THAT PARTS WERE I[N YO REPAIR CAR CUSTOMER 1MFORMED WYMAM
FORD THAT CAR WAS UNINSHRED AT THIS TIME AND SHE WILL CALL WHEW SHE IS5 AEADY F
OR REPAIRS TD BE cOMPLETED

OwnER RELATIONS vOP/BEMCHMARKING 08711798 FALCARTG




o9 11/498 MASTER OwWHNER RELATIONS SYSTEM 11 14.21.02
-l:::--.-r'lIl=====|.!ll:::::jl...::::::-ll.=====-lll|==-====-!IIF=====::III=======
B3 43M GRP: KAQ4 COMGERN CONTACT VEH TYFE: CAR
DETROLT 48 INSTR: A1 COMTACT NBR: 108321326 OFEMED: 04741571997
VIN: 1Z¥PT21UALS ENGINE: L CLOSED: O5/01/1997
mEBEREET====x8 =====-IIII-===--illIB======Ii---s=====:----'
LAST MNAME: STATUS: CLOSED
TITLE: FIRST H.I.IIE:_ MI:

ADDRESS: 5T

CITY: OEARBORN HTS STATE: MI 71p: _
HOME PHONE : gus. peone: T

MODEL YEAR: 90 HODEL: PROGE

M1LEAGE: 655489 WED:

DEALER MAME: VILLAGE FORD INC SALES CODE: {48027 P& A: 02737
CAUSAL CODES: 0405 48431 SYMPTOMS: 104 1080

ORIGIN: GO TRANS., DST/RGH:. 48 TRANS. DATE:
SERYICESSALES: 1 CONTACT DATE: D4/247189T
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ [Y DR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OeNER NOTIFIED: KMICRO: 9331242

COMMENTS :

1887 /04/ 19

wie THIS cONTACT 15 OPENED DUE TO OPEN RECALL 9BS9S «+»

w+® THIS CONTACT 15 DPENED DUE TO OPEM RECALL SES48 =a»

wev NAVIS: ODRIGINAL w++

CUSTOMER SAYS:

- RECEIVED THE LETTER FOR THE RECALLS DN THE WOTORI1ZED SAFTEY HELTS
- JEFF HAYNES, TREATMENT WAS VERY RUDE ANL KEFY TELLIWG HER TO CALL
TO REBISTER A COMPLAINT

THE CAC

L)

PER CUSTOMER, DEALER SAYS:JOEL ROBERTS. 1IN SERVILE

- NOT THEY ARE NOT SOING TO REPLACE THE BELT LNTIL OCTORER a7
- THEY ARE DMLY REPLACING THEM [F THEY ARE BROKEN

.

CUSTOMER SEEKS:

- TO HAVE THE SEATHELTS REPAIRED UNDER THE RECALLS

| ]

CcAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTEQ AND FGRWARDED TO THE DEALER

- REQUEST MWS.MATHY WTLKIE (CUSY REL MNGR] TO CONTACT THE CUSTOMER
BUSIKESS DAYS

1997 ,/D4 22

4723787 LEFT A HUMBER OF MESSAGES FOR THE CUSTOMER REGARDING THE RECALLS CH
H1E WEHICLE. CUSTOMER A5 OF THIS DATE HAS NOT RETURNED AWY DF THESE CALLS.
A LETTTER WILL BE MATLED To THE CUSTOMER REGARDING THE RECALLS AND CONCERN
CASE CLOSED OUT AY 4/23/97. UP DATE TO FOLLOW.

1997 /04524

M¥rTHIS 15 THE CLOSING COMMENT

4/24/97- LEFT ANOTHER MES5AGE FOR THE CUSTOMER REGRROING THE OFEN RECALLS DN
THE VEHICLE. A LETTER WAS ALSD MAJLED ASKLING THEM YO PLEASE CONTACT THE

CRM AT WILLAGE FORD TO ADDRESS THESE ISSUES.

UP DATE WILL FOLLOW AFTER CUSTOMER CONTACTS V.F. CASE CLDSED.

WITHIN 2

OWNER RELATLONS VDP/FBENCHMARKLNG O8F11/98 FALCARIG

L




oafi/am MASTER OWNER RELATEIDNS S¥STEM 11 14.21.02
.------I.::-ll-l--'.--xll.:=====.Ill:--:::t::..l::.‘::==-'=l.Il:;:::....:_.::::::.l.
B34 3WJ GRP . MNEL4 COMCERN CONTACT VEH T¥FE: CAR
DETROIT 48 ZN/TR:  Ai CONTACT WBR: 10321326 QPENER: 04715719587
VIN: 12wr21un-= EMEIME: U CLOSED: O%5/01/19a7
E- S S EEENEFa s EEEAEE NN B ----.l:::a;::--::|.-====-|--l=======..-ggg=:=
1987 /OB/27

~#+ LETTER DATED G-29-97 #nw

CUSTOMER S4YS:

~VEHICLE RECALL UNREPAIRED DUE TO PART DELAY

-CUSTOMER FRUSTRATED WITH LACK OF RESOLLTION DOF COMCERNS

-SAFETY BELTS IMOPERABLE CUSTOMER OUESTIONING FMC COMMITMENT TO QUALITY
SERVICE

»

FER CUSTOMER, DEALER S5SAYS:

-ALL CONTACT ATTEMATS TO THE CUSTOMER UNWRETURMED

-ADVISED CUSTOMER BACK ORDER DELAY FOR PARTS UNAHLE TO DETERMIMNE ARRIVAL
x

CUSTOMER SEEKS:

-~FINAL RESDLUTION OF CONCERNS

*

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIEMCE & HACDK - ORDER SITUATION

- INFORMED CUSTDMER FARTS MANAGER CaN PROVIODE MOST CURRENT UPDATES ON PART
DELAYS

-OOCUMENTED COMNCERMS

~FORUARDED CUSTDMER AUTOMATEDR LETTER FS2ZL SUPRODRT TWFO PROVIDED BY THE DEALER
Té THE EUSTOMER

UWMNER RELATIONS VOP/BEMECHMARKING 09 /11/98 FAXCARTC




aa/11/9a MASTER OWNER RELATIONS S¥STEM [I 14.31.02
bl B LR B LY PR ELELLEEEL RS R Y [ R R FE T EE R F R T F L T IRI L]
B6T7IMM GRP: INFORMATION CONTACT YEH TYPE: CAR
LINKNOWN a5 ZNSTR CONTACT MBR: 108723351 GFENED: &7/30/ 1997
YIN: 1ZVFT20C2L ENGINE; C CLOSED: o7/20/1607
AN EEE LK AL I TIEE AN EEE g e Tl e E A A EEEE ST AN S S oSS CEFFXANEEERMES-oxe=——==-r==
LAST MAME: STATUS: CLOSEDR
TITLE: IRST MAME: MI:

ADDRESS:

CITY: STATE: WY ZIP:

HOME PHONE : N Bus. PHONE: N

MOREL YEAR: MODEL : PROBE

MILEAGE : 1 wsh

DEALER MAME: SALES CODE: P B A:

CAUSAL CODES:. 1204 SYMPTOMS 104 100

DRIGIN: aon TRANSG. DS5T/RGN: TRAMNS. DATE:
SERVICE/SALES: 1 COMTALT DAYE:

AC¥ . CODE: ASS1ST CODE: AWARD AMT: O SURVEY: (Y OR N}
BUILD BATE: CALIBRATION:

ESP INFO: EAPIRES:

OPEN RECALL: OWNER MNOTIFTED: MICRO: 9460161
COMMEMNTES:

199707730

vev YEHICLE INVOLVED IMN RECALL 96548/D6599 «rs

«vv LETTER POSTMARKED OB.358 97 ATTN A_R. RADUM ves

#vs WMILEAGE LMNAVAILABLE «w#»

wes MNAVIS: PROGRAMN =+

CUSTOMER SAYS:

- I RECENTLY RECEIVED A RECALL REMINDER FOR THE PASSIVE SEAT HELT ASSEMALY FOR
MY WEHICLE

- I HAWE BEEN TRYING TO HAVE THIS TAKEW CARE OF FOR THE PAST & MONTHS UPDN
RECEIVING THE IMITIAL RECALL LETTER IN OCTSE

= 1 SET UP AN APPOINTMENT AT MY LDCAL FORD DEALER FOR THE EMD 0OF DECOE

- ON 1DBECY9E, THE PARTS WERE QRPERED

- [ HAWE CALLED REGULARLY TO CHECK IF THE FARTS HAVE ARKIVED

- TD DATE. THE CENTER STATES THAT THE PARTS ARE ORDERED AND THAT THEY WILL
CALL ME WHEN THEY ARRIVE

- I CAM UKDERSTAND SOME DELAY IN GETTING PARTS, BUT I THINK & MOMTHE 15 A
LITTLE RIDICULOUS

= IF THERE IS A SAFEY RECALL OM A PRODUET, I FEEL THAT THE PAATS SHOULD BE
MORE READILY AVAILABLE

L]

FER CTUSTDMER. DEALER SAYS:

- NO MAME /DEPARTMENT AVAILABLE

.

CLUSTOMER SEEKS:

- TO GET THE PARTS TO REPAIR HER PASSIVE SEAT BELT ASSEMBLY
.

Cal ADVISED:

- FORWARD TD PHOMES

- HEXT C5R ORTAIN DEALER IWFO

- CALLED DIRECTORY ASSISTANCE FOR CUSTOMER'S WUMBER

OWNER AELATIONS VOP/BENCHMARKING O0%/711/98 FAXCARTG




02/11/98 MRSTER DWMLCR RELATIONS SvETEM 1 14,21 .02
:::::ll.:::::ll.illl:=====-lI---::.---..---:::::::-r.-_;:::::--:::,:::;.;::::;,
BETIMM GRF INFORMATION CONTACT VEH TYRE: CAR
LINKNDWH 1] IN/TR: COMTACLT MBR: 10BT234941 OFENED: Q7730718497
VIN: 1zvpr 2oc 2L ENGINE: € CLOSED: 0775071837
'II::l===---ll::====:ll:hk!::=II-hlll.-----..---:::q:‘lu’:::‘;.g’l:::..‘.‘t:::.
198 7/0T/531

-

CAL ADVISED:

- MADE Call TO CUSTOMER: LEFT MESSAGE OM MACHINE. ADVISED THE DEALER

WOULD BE THE FIRST TO KMNOW WHMEN THE PARTS ARE AVALILABLE. APOLDGIZED
FOR THE DELAY ON PARTS. ..

DWHER RELATIOMS VOF/BENCHMARKING 08711798 FRXCRRTE




oafiy/an MASTER DWNWER RLLATIONS SWi1EM 11 14,21.02
.;===g.-.l.::::--..,:::::.--..;:::::--...-.-:::::--......,.1|.l=:==---—---:::::::-Illl
THTALM GRP: 14 CONCERN CONTACT YEH T¥PE: CAR
WASHINGTON a7 ZMNATR: Al CONTACT NEBR: 1081893037 OFEMED: 1172171997
VIN: 12YRTI0CEL EMGINE: C CLOSEPR: 12/0951937
AEF-——muEaRFFI=--—amaEEEEC==T __==:..--..---::-....-t---t:==:==:lllll=:=::il
LAST MNAME: STATUS: CLOSED
TITLE: rrrsT Nave: [ NI :

ANDRESS:

e ]
AL e TR b —
HOME PHOME: EUS . PHOME : XT: FAL

MODEL YEAR: S0 MODEL : PROBE
MILEAGE: 1 WSO :
DEALER MAME: DOM COMERFORD THC SALES COCRE: 127053 P & A: DER3ID
CAUSAL CODES: 1204 SYMPTOMS : 104100
ORIGIN: GO TRANS. DST/RGBM. 27 TRAME, DATE:
SERVICESSALES: 1 COMTACT DATE: 11/24/1907
ACK. CODE: ASSIST CODE: W AWARD AMT: o SURYEY: N [Y DR M)
BUILD DATE: CALIBRATION:
ESP INFO: EXP1RES:
DPEM RECALL: OWWER NWOTIFIED: MICRO: 9820702
COMMENTS :

1957/ 10/20

sanhD VIN AVAILABLE=++

4as LETTEA DATED 10/13/97 sws

CUSTOMER SAY¥S:

-NEED% RECALLS B&&48 95599 PERFORMED (N SAFETY RESTRAINTS
-HAS BEEN WAITING T MONTHS FOR PARTS TD COME
-RESTRAINTS HAVE COMPLETELY FAILED MNOw
~GAFETY WIOLATION IM HER STATE

£

PER CUSTOMER, DEALER SAYS:

-PART DN OROER 5/97

»

CLSTOMER SEEKS:

=RECALLS FERFDRMED

*

CAC ADVISED:

RE: OBC MADE MO ANSWER

~NEXT C5R PLEASE

-DATAIN VIN ADN VERIFY RECALL INVOLEMENT

-DFEN COMTACT IF REQUIRED

-THAMKS F#F NOTE: IMAGING DDCUMENT IDENTIFICATION MUMEER [DOCIOY: &6466BAEA
1997511721

THIS CONTACT 15 AM UPGRADE OF CONTACT WUMBER 1030558437

OWNWER RELATIONS VOP/HENCHMARKING 09/11/98 FAXCARTG

e




e 11796 MASTER DWNER RLLATIONS Sy4TEM 1T 14.21.02
EEmEREFE=T 8 --il.u:::::llnl::::::ll!=====I:ll======:lil== —c=czczxuER======-ndEBRE======
TOT74ALN GRP: 14 CONCERN CONTACT wEH TYFE: CaR
WASHINGTOHN o7 INSTR; COMTACT WBR: 109183047 OPEMED: 11/21/1397
WIN: 12¥PT20C5L ENGINE: C CLOSED: 1270971997
Es=-susmisa=====—mwEEE===SZScC ARMEEF-==—TxzmASNO--=——cmsEEE=-c=S====cCEFEEEFr=====x2mm
1997511721

THIS COKWTACT COPENED DUE TD OWNP Y6548 & 96599
sve LETTER DATED 19/12/07 ==»
kv MAVIS: SUBSEQUENT w+»
CUSTOMER SAYS:
= AT THIS TIWE BOTH BELTS ARE TNOFERABLE
— THI% 15 & VIOLATIOM OQF HER STATE'S LAMW
]
PER CUSTOMER, DEALER SAYS:
- THE RARTS ARE OM MERCY EMERGEMCY ORDER
-
CUSTOMER SEEKS:
- Th HAVE RECALL COMPLETED
-
CALC ADVISED:
- DBEC TO CUSTOMER. ADVISED HER DEALER WOULDR RECEIVE TNFORMATION OM MOM. AND IF
SHE HAS HFARD FROM THEM BY 1% NOOM TO CALL MR, JACKSOM OIRECTLY
~INFDRMATION HAS BEEN DOCLUMENTED ANMD FORWARDED TO THE DEALER
=REQUEST MR. BILL JACKSDON [(S5vi MNGR)Y TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS
wexrsx [EALER PLEASE CaLL RENKIM FOR APPROVAL OF REMTAL ASSISTANCE FOR CUSTOMER
UNTIL FART IS5 AVAILAALE: 1-800-323-3821 evssrrsananes
= THANK YOUL
#¥»THE FOLLOWING CAUSAL CODE(S) REMOVED FROM CONTACT - 3001
1887 /11725
AHNTHIS I5 THE CLOSIMG COMMENT
DEALER SERWICE MGR. COMTACTED CUSTOMER. DEALER & FOMOCO ZOMNE MGR, MAMING
EVERY EFFORT TO OBTAIN PARTS FOR SAFETY RECALL. PARTI ARE DO9. PARTS ARE
NOT TO BE AVAILABLE LUNTIL MARCH - APRIL OF 1998 A% PER FONOCD. CLOSING.
199751202
v+ EXECUTIVE DFFL1CES-RECALL REPORT =we
CUSTOMER SAYS:
-1 HAVWE BEENW WAITING FOR B MOWTHS FOR THE SEATHRELT RECALL (98%99,95548)1 TO BE
COMPLETED QW MY PROBE
“THEY DO NOT KNOW WHEM THE FART wiILL BE IN

"

PER CUSTOMER, DEALER SAYS:

=THE PARTS ARE ON BACK ORDER

¥

CUSTOMER SEEKS:

-TO HAVE RECALL PERFORMED

*

g1, ADVISED:

&L CONTACTED CUSTOMER AND WAS ADWISED THAT THE DEALEA FIMALLY RECEIVED THE
PART ANMD [T 1% BEIMG 1NSTALLED TOOAY

-CUSTOMER Wa5 FRUSTRATED AND LUPSET THAT IT WOULD TARE FORD 50 LOMG TO HAVE A&
SAFETY RECALL PERFORMED

-SL APOLIGISEC FOR HER OELAY AND THANKED HER FOR HER PATIENCE

DWNER RELATIONS VOP/BENCHMARKING DEF11/08 FAACARTO

I




oaf11/98 MASTER DWWER RELATIONS SYSTEM IT 14.21.652
-==:l.il'II====llI:==I.III====---'F===:--.I-=----III=l====Hl:===:=Illl====-..!====hl
S5535JM GRP: 04 INFORMAT 10N COMTACT VEH TYPE: CAR

WASHINGTON 27 ZN/TR: Al COMTACT NBR:. 10TDS55R42 OPEMED: 137201997
VIN: L ENGINE: CLOSED: 1072071997
==:lﬂ-llF::Ill':=:l..-:::l...:::x---.--:----I!l::==tlll:l:::::lll.::::ﬂl..t::::--

TITLE: IRST MAME: MI:
ADDRESS: 0 -

£17¥: w STATE: Wi ZIP:
HOME PHOME : gus. PHOME : TNV E T : r_

MODOEL YEAR: =4 MODEL : FROBE

MILEAGE: 1 W5G:

DEALER WAME: DON COMERFCRD IMc  SALES CUODE: 127053 F & A DEE3D
CAUSAL CODES: 3001 SYMPTOMS: 1 DA 100

GRIGIN: &0 TRAMS. DST/REM: TRAMNS. DATE:
SERVICESSALES: 1 CONTAST DATE!

ACK. CODE: ASE1ST LCODE: AWARD AMT: O SURVE¥: (Y OR N}
BUILD DATE: CALIERATION:

ESP INFG: EXPIRES:

OPEM RECALL: DWNER MOTIFIED: MICRO:
COMMENTS &

1867/ 10/20

susND V1IN AVAILABLE#=~

wwr LETTER CATED 10/131/97 v

CUSTOMER SAYS:

-NEEDS RECALLS DE548 96599 PERFORMED ON SAFETT RESTRAINTS
~HA%S BEEM WAITING ¥ MONTHS FOR PARTS TO COME

~AESTRAINTS HAVE COMPLETELY FAILED MNOW

=SAFETY WIOLATION [N HER STATE

+

PER CUSTOMER, DEALER 5AY5:

-PART OW ORDER 55797

L J

CUSTOMER SEEKS:

-RECALLS PERFORMED

-

CAC ADVI1SED:

RE: DAC MADE MO ANSWER

~-MEXT CSR PLEASE

-ORTAIN YIN ADN VERIFY RECALL INVOLEMENT

-DPEN CONTACT IF REQULIRED

~THAMMS #%#4 MNOTE: IMABGING DOCUMENT {DENTIFICATION NUMBER |DDCI0Y: B4E6GEII
1997 /11721

TH1S CONTACT HAS EEEM LPGRADED. YHE NEW CONTACT 1% 108193037

BWNER RELATIONS VOP/FBENCHMARKING 03711/98 FAACARTG




03/ 11/58 MASTER DWHER RELATIONS SyS(EM 11 14.21.02

L L P L R R RELERRERERREENE EFJ EELLIEER N EE R N - I F A F Y I YR
HORTITA GRP: 2xoi [NFORMATION COMTACT VEH TVRE: CAR

NEW YDRK 13 ZHSTR: CONMTACT NBR: 108331304 OFENED: 0897 18,/19%7

VIN: 1 ZVPTI2DCAL EMGIKE: C CLOSED: 0971871897

EF-=EHESEEBXrFASSAENEEEES

LAST MAME: STATUS: CLOSED
TITLE: F1RST MAME: MI:
ADDRESS:
CITY: STATE: 1P:
HOME PHONE : BUS. PHONE : F -
WODEL YEAR: 90 NODEL :
NILEAGE: T 4000 Wso:
DEALER MAME: COLONIAL FORD SALES CODE: 113440 F & A 03603
CAUSAL CODES: 121E 1D13 SYMPTOMS : 104 100
ARIGIM: G0 TRANS, DST/RGN: TRANS. DATE:
SERVICE/SALES: H CONMTACT DATE:
ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR N)
BUILD DATE: CALIBRATION;
ESF INFG: EXPIRES:
OFEWN REGALL: OWNER MOTIFIED: MICRD: S7BOASS
COMMENTS :

1957 /09716

#vv MAYIS: PROGHAM ~wvw

CUSTOMER SAYES:
- T/3797 TODK VEHICLE TO AL PACKER FORD IN FLORIDA FOR SEAT BELT RECALL
PART DROER FOR RECALL DIO NOT COME IM

ON 7/21/9T7 COLOM1AL FDRD MWAMAGEMENT WAS COOFERATIVE AND HELPFUL
COLOMIAL FORD HAS NOT RECEIVED PART DRDER EITHER

[ ]

PER CUSTOMER, DEALER SAVS:

- HAWE HEARD NO WORD OM THE PART

L3

CUSTOMER 5SEEK4S:

- PART INFORMATION

.

CAC ADVISED:

- MADE OB TO RICK IN SERYICE

= PART HAS BEEN ON DRDER SINCE 71/2:./97
SPOKE WITH SDMEONE OM 4712797 aABOUT THIS
= WAS TOLD TO PUT CUSTOMER IM REWTAL

= HAVWE MOT BEEW ABLE TO DATAIN ETA ON PART

- ATTEMPTED TGO CONTACT CUSTOMER ANOD SPOKE WITH HER CQALGHTER TQ IMFODRM OF
51TUATION

OWNER RELATIONS wOP/BENCHMARKIMG O%/11/798 FAXCARTS




oo/11/ae MASTER DWHER RELATIONS SvSTEM It 14.21.02
d==--=s=c=--tm=-=-aci-odl-—ed il UANENE sk IR EAENAA N EN AN SEEc I NLrmLEdssbhExAEE s EEEFAaEEDmE
EDST7Th GRP: XZX01 INFORMATION CONTACT YEH TYFE: CaAR

HEW YORK 13 ZNSTR CONTACT MBR: 102931354 DPEMED: D2718/1997
VIN: 1zvprmczu.“ ENEINE: C CLOSED: 09/1871997
cxBEBEEE A E NS EEEENEIEENFIARELC = CTEEE-CEErFFrESTCTCEESsF- AR EIFRSFEEECEEEET-—-EE-AEN
1897 /10/08

wnm NAVIS: SUBSEQUENT wv~

=+% LETTER DATED 2/30/97 www

CLUSTOMER SAYS:

- THAMWKES FOR THE IWFORMATION FROYIDED MY MIM] ARMSTROMG
= SHE WAS GREAT

= HOW ABDLT FORD GIVING ME AMDTHER PRDBE?

L]

PER CUSTOMER, QEALER SAYS:

= NO CONTACT

[ ]

CUSTOMER SEEKE:

= BUYBACK

L ]

CAC ADVISED:

++0BC, SPOME W1TH BARBARA

- FORD’S GOAL IS TO WORK WITH THE DEALERSHIF TO FROPERLY REPAIR CUSTOMER'S
VEHICLE. PLEASE CONTACT THE CLUSTDMER RELATIONS MANAGER FOR FURTHER ASSISTANCE.
1997 /10430

s+ +CUSTOMER LETTER FORWARDED TD SL FOR HANOLINGs+ -
CUSTOMER WRITES:

- SEATBELT ASSEMALY STILL HAS NOT ARRIVED

- WOULD LIKE ASSISTANCE IN DBRTAINING PART

-

PER CUSTOMER. DEALER SAVS:

- COMPOMEMT IS OH D99 STATUS; DOES HOT KMOW WHEM FART wWILL ARRIVE
"

CUSTOMER SEEKS:

- PARTS EXPEDITED

.

SL ADVISED:

= SL MADE OBC Td JIRDER PRAOCESSIMG

- DRDER PROCESSING RECOMMENOED MERCHANMDISER BE CONTACTED

- 6L MADE GBC TO THE MERGHANDISER AMD wWAS ADVISED APPROVAL FOR THE PART wWaS

JUST RECEIVED; ETa &T POC IS 2 1/2 WEEKS

4L MADE DBC TO THE LUSTOMER AND LEFT MESSAGE ON THE CUSTOMER“S ANSWERING
MACHINE REQUESTING CUSTOMER RECONTACT SL
1697/11,/00

SL DOCUMENTS MICRO NUMBER OF CUSTOMER LETTER

OWMER RELATIONS VOPJHENCHMARKING 0371198 FANCARTG




cef11/98 MASTER OWMER RELATIONS SYSTEM II 14.21.02
:::=:l.ll:lll!=======lllllll=======--------:x:=::==p|-:-::n:::--l.-l.:::::::-lll
9937AS GRA: XKLX INFORMATION CONTACT YEHM TYPE: CAR

LDS ANGELES 71  ZN/TR: CONTACT NER: 109090388 DPENED: 10/28/1997
VIN: 12vPT2 1u1|.5h ENGINE: L CLOSED: 10/38/1967
EEEES s =EEwWNESS--—r— S EEEEEC NI FFEAE R - S I ENANEAgEE S o= EEEE===—====

LAST MNAME: STATUS:

TITLE: FIRST MAME: - Mi:

ADDRESS -

CITY: STATE: P

HOME [HOME : BU4. PHONE:

MOQEL YEAR: an MODEL : FROBE

MILEAGE: 1 ws0:

DEALER WAME: JOE MACPHERSOM FOROD SALES CODE: 171057 F B A: O5d14
CAUSAL CODES: D421 0419 1012 SYMPTOMS : 104100 801900

aRiGIN: GO TRANS . DST/RGN: TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACKk. CODQE: ASS5IST CODE: AWARD aAMT: G SURVEY: ¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPFEN REGALL: CWNMER NOTIFIED: WICRO: aT3aasa
COMMENTS !

1987710/ 24

#=w LETTER DATED 10706707 new

i MAYIS: DRIGIMAL +w«

*s% M| FAGE UNAVALILABLE =+«

CUATOMER WRITES:

“CUSTOMER WRITING TO RELATE 2 SERVICE EXPERIENCES Ha% HAD.

=THE FIRST IMVOLVED MY MOTORIZED SAFETY BELTS REFPLACEC{RE. RECALL 96548 AND
96599); THE OTHER CONCERN IS MORE BEMERAL.

=TODK WEAICLE TO THE CEALERSHIP FOR THE SEAT BELT RECALL AT T:00AM ON 2/11/97,
CUSTOMER HAD COMNTACTED DEALER TWICE DURING THAT DAY AND WAS THEN ASKED TOQ
LEAVE CiR THERE LUNTIL S:DOFM AS THEY DID NOT EVEN KNOW IF THEY HAD THE PART
N,

~AT THE END OF THE DAY CUSTOMER WAS TOLD THAT THE FARTS wOULD wNOT BE IMN FOR
FIVE WEEKS. [CUSTOMER ASKS WrY THIS WAE NOT INDICATED TO BEGIN WITH17)

-ALE0 NOTEE AN EXPERIENCE INVOLVING THE MASTER CYLINDER ON THE WEHICLE.
THAD BROUGHT WEHICLE TN TO & LOCAL MECHAMIC FOR THIS REPAIR.-THEY 1WDICATED
THEY €OULD MOT FIND THE PART ANYWHERE IM THE REGIQN-NO FORD DEALERSHIPS HaD
THIS PART,

-THEY HAD TO WAI!T FDR THE PART TO BE SENT OVERMIGHT FRDM THE MLD
WEST.-E¥IDENTLY THE MASTER CYLINDER ON THE 1590 PROBE IS5 RATHER UNIAUE TN TS
CONSTRUCT ION.

.

FER CUSTOMER, DEALER SAYS:

OWHNER RELATIONS YOP/RENCHMARKIHG D9/11798 FAXCARTG




o9/ r1/08 MASTER OWMER RELATIONS SYSTEM TI 14.21.0%2
PR E R T PR R R FEET e =.F=EFIII-:ll::::-:-l=llI:::::::Fll'l..::::l::-:-!--
589745 GAP: XXXX INFORMATION COMTACT YEH TYPE: CaR

LOS ANGELES 71 ZN/TR: CONTACT NBR: 1090%038H DFENEQ: 1ofag/f1497

VIN: 'lI'd'PTﬂ'IIJiLS“ ENGINE: U CLOSED: 10/28/1997

S EC-=FIIExExdEx-—_—-——mp==xEW LR R R R R R L Nl E L T H 14 L F P
1887/ (3F28

MO RECENT SONTACT MENT TDNED
*

CUSTOMER SEEKS:

~TO LET US HNOW OF HER SERVICE CONCEANS AND CONCERNS RELATED TO PARTS DELAY.
-

CAC ADVISER:

-~AUTCHATED LETTER SENTIF1) PDOR DEALER SERVICE/SSALES-

WE REGRET THE PROBLEM WHICH CAUSED YOU TD COWTACT LS, AND HOPE WE CAN REGAIN
YOLR CONFIDEMCE IN DUT PRODUCTS AMD THE SERVICE OF OUR DEALERS ACROSS THE
COUMTRY .

1997/14/06

w

CAC ADVISED:

- DUPLICATE LETTER DATED 10/&6/97, CC WICRD ONLY

OwhER RELATIONS VOP/BENCHMARWING DOF11/98 FAKCARTG




aa/11/98 MASTER OWNER RELATIONS S+STEM 11 14,21, 02
mErmm—— ===k RBREEEEEEERI SRS CS===ECoEEsEEs====c kAN XMEER IS INEESAEEEEEBEERE=ERES=======2
ZSEAES GRP: ZkO7 CONCERN CONTACT YEH Ty¥PE: CaR
DETRO1T 45 IHJSTR: CONTAST WBR: 1090795%2  OPEMWER: 10/ 1371397
VIN: 1zuprnzL3L5h ENGTWE: L CLOSED: 10/24/1997
ES3=========x Ez=s=s========s=xxx=x—cExxhASEhikiiNEEENANAEEEEEENDE
LAST MAME: S5TATUS:

TITLE: rrest oane: [~

ADDRESS:

CITY: STATE: F:

HOME PHONE : m HUS. PHOME : H

WIGEL YEAR: aQC MOCEL : PROGE

MILEAGE: SS5000 waD:

DEALER WAME: SUMMIT CITY FDRO IM SALES SODE: 148021 P A A: OD4ER4
CAUSAL CODES: 2013 1005 1ZRa SYMPTOMNS: 108 108

DRIGIN: GO TRANS. DST/RGN: &8 TRAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 10/17/1997
ACK. CORE: ASSIST CODE: W AMARD AMT: O SURYEY: ¥ (¥ OR N)
BuUtiLD DATE: CALTBERATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWNER MOTIFIED: MICEQ: 9TiQIAR
COMMENTS:

1997/ 1013
¥+ PARTS DELAY OVER 30 DAYS wew
#3» POSSLALE 12712 SERVICE FPART COVERAGE w»+* REFALR DATE: 7727797 WILEAGE:
H0000
ser YEHICLE THVOLWYED IW RECALL 95539 B 95548 »s»
#¥r 2 REPAIR ATTEMFTS ===
wee LETTER DATED 9/2E/a7 s+«
sew NAVIS: ODORIGINAL ++»
CUSTOMER SAYS:
=HAD RECALL PERFORMED ON THIS ON 7727797 LESS THAN 12000 MILES AGO
=THE SEAT BELT DELAYS AROUT 20 SECONDE EEFORE IT RETRACTS
~HAYE ATTEMFTED TO REPAIR TH1: TWICE BEFORE
~HAS WOT HEARD BACK FROM THE DEALERSHIP SINCE THE BEGINWNING DF SEPTEMEER

¥

PER CUSTOMER, DEALER SAYS:

~DEALER Sall THEY WOULD DRDER THE PARTS AND WOULD CTALL HIM WAEN THEY ARE
INETHIS WAS OW 971727

*

CUuSTOMER SEERS:

-TQ HAVE THE YEUIECLE REFPAIRED

.

CAC ADVISED:

~MARE ORE AMD SPOKE TO MRS QROVER AMD AQVISED:

—-INFORMATION HAS BEEW DOCLMENTED AMD FORWARDED TO THE DEALERSHIF WITH A COPY
70O THE REGIONWAL QFFICE.

-REQUEST MR. RICK COOPERI{CUST., REL MNGR) CONTACY THE CUSTOMER WITHIN 2
BUSTNESS DAYS

OWHER RELATIONG VOP/AEMCHMARKIMNG 0©09/11/98 FAXCARTE




oS fRE MASTER DUWMNER RELATIONS S¥SITEM 11 14,31 .02
SEF=Sr S AL S F S A I S AR SRS FC S =S A RCEN SR I NN NENFdA - m il Ltk === === ======:z--=E==
JaBdES GRP: W07 COMCERM COMTACT YEH TYPE: CAR
DETROIT 4B ZM/TR: CONTACT NBR: 109029372  OPENED: 10/13f 1997
YIM: 1ZYPTIALILS ENGIME: L CLOSED: 1073471997
(E 1 I R AR RRE T ERIFRERI AR RERAERIIRIERARES N YRR+ I+ F KR T F I RN R I I I REERBRTICRERTEET ]
1987/ 10/ 16

wh+ PARTS DELAY OVER 30 DAYS #ww
rer POSSIBLE 12712 SERVICE PART COVERAGE 3%+ REPATR DATE: T7/37/7/97 MLLEAGE:
BO000
avd VWFHICLE INVOLVED IK RECALL 96599 B OFS4H 44
exv 2 REPAIR ATTEMPTS waw
sve LETTER DATED 9/2R8/97 wee
e NAVIS: ORIGIMAL #+4
CUSTOMER SAYS:
- THE DORIVER'S SEAT BELT DELAYS ABDUT 20 SECONDS BEFORE IT RETRACTS
- REPAIR ATTEMPTS: 7/3 ORDERER PART. 7/23/97T RECALL PERFORMED, 71/15 OROERED
MORE PARTS. 9/4 RECEIVED THE WROMGQ PARTS - REORDEREOD THE PARTS

-

PER CUSTOMER, DEALER SAYS:

PER DAN ERK, SERVICE:

= 9/19/97: THE ORDER THE FART FRDM AW OUTSIDE MAMUFACTURER
- WOT SURE wHEN THE PART wlLL AE IN

.

CUSTOMER SEEKS:

- RECEIYE THE PARTS B REFAIR THE YEHIGLE

[

CAC ADVISED:

- INFORRATEON HAS BEEM DOCUMENTED AMD FORWARDED TD THE DEALERSHIP WITH A
COPY TO THE REGIONAL OFFIGE.

= REQUEST MR. RICK COOPER (CUST. REL. MMCR) CONMTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

= RECOMMENDED THE CLSTOMER CONTACT RICK COOPER TODAY

199710/ 17

HAATHIS IS5 THE CLOSING COMMEMT

MAJOR AREAKDDWM IN QUR MOTIFICATION SY¥STEM. PARTS HAVE EEEW HERE SINCE 06/26/o
7. CALLED CUSTOMER AMD APOQLOGIZD, SCHEDUELED APFUOINTMENT FOR 10732797 [EARLIES

T HE CaN COME [N|. T PERSOMALLY VERIF1ED THE PARTS ARE CORRECT THIS TIME. WILL
PLACE THE H1GHEST PRIORITY ON COMFLETIOM OF THIS REFAIR

RICK COQPER

SERVICE MANAGER

OWNER RELATIGNS VOP/AENCHMARKING 09711798 FAXCARTG




o9/ 1198 MASTER OWMNER RELATIDNS GYSTEM II 14.21.62
LR LR R R L REREEER LI EER RN 1N RN RS DL TR R I e e s L P ]
T481RL GRF: kx13 INFORMATION CONTACT VEH TYFE: CAR
SEATTLE TA INSTR: _ AZ CONTACT NBR: 1000073MG OPEMED: 10/0TF/ 19497
YIM: 12¥PT21U2LE ENGINE: U CLOSED: 10/07/1997
EEFEEEEEN"EFadN-dNEcERECEE EER - R R PR T AR LI FF RN
LAST MWaME: STATUS: CLOSED
TITLE: rirst nane I .

ADDRESS:

CITY: STATE: P: _
ComL PHONE BLIS | PHONE : F

WODEL YEAR: MUREL ;

MILEAGE: 1 WED :

DEALER MAME: STEPP EBEROTHERS LIWC SALES CODE: 357493 F B AT 13062
CALSAL CODES: 1204 SYMPTDHS: 104100

ORIGIN: GO TRANS. DST/RGN: TRAME. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N)
BUILDO [QATE: CALIBRATION:

ESP INMFQ: EXFIRES:

OPEMN RECALL: OWNER NOTIFJIED: MICRCO: SEH240D
COMMENTS :

1897/10/07

w44 LETTER DATED 9_19 87 &&#
ave MAVIS: ORIGINAL ===
CUSTOMER wRITES:

- UPSET THAT THE PARTS FOR THE SEATEELT RECALL HAVE MOT HEEN AVAILAALE
= RECALL STILL MEEDS TO GET DONE

FER CUSTOMER, DEALER SAYS:

- PARTS ARE OM HAEKORDER

L]

CUSTOMER SEEKS:

- TO COMPLAIM AMD TO GET THE
¥

OUTBOUND CALL TO CUSTOMER:

PARTS FOR THE RECALL

- CUSTOMER TMDICATES RECALL HAS BEEN PERFORMED SIMNCE LETTER waS SENT

CAC ADVISED:
- THANKS CUSTOMER

OWNER RELATIONS WOP/EBEMCHMARKING O8/11/08

FOR THE TNFORMATICHN

FAXCARTG




o8/ 11798 WASTER DOWNER RELATIONS SYSTEM 1) 14.21.02
.lq----::-----'----=====n:i.ll---#:::===::-iIlll:::=======::lll.l'l======== ==
BS 7 IMM GRF: INFORMATION CONTACT VEH TYPE: CAR
MAMSAS CITY 53 2NSTR: A1 CONTACT NBR: 10B&5230% OPENED: 0771451937
VIN: L ENGTNE - CLOSED: 07/F14/13987
Fpussn-—crmsssdEEEEmes=-c==——-—adIEEEERE-F- - ochNRNNNEEEEIF==S=S===I=2 ARBEEEEEEAC========x&

LAST MAME: 5TATUS: CLOSED
TITLE: FIRST MAME: _ M1 :

ADDRESS:

cITY: OZAMWKTE STATE: KS Z1F:

HOME PHOME : KA -NA-2 NA BUS. PHONE: KA -HA-A NA

MOCEL YEAR: a0 MOOEL @ PRRBE

MILEAGE: 1 w5D:

DEALER MAME: LAIRD NDLLER FORD I SALES cCODE: 153517 F& &: D5304
CAUSAL CODES: 1206 SYNPTOMS . 104 100

ORIAIN: [+a] TAANS. D5T/RGN: TRAWS . DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CDUDE: ASEIST CODE: AWARD AMWT: O SURVEY: [¥ OR W)
BUILD DATE: CAL1BRATION:

ESP 1NFO: EXPIRES:

DPEN RECALL: OWMER MOTIFIED: MICRO: 9530823

COMMENTS -

1887/07/14
wes LETTER DATED OS.0% .97 se+
=%+ MILEAGE UNAVALLABLE wve
ver NO VIKN AVAILABLE ##+

CLUSTOMER SAYS:
- WPITI!NG OW BEHALF OF DAUGHTER ABOUT & RECALL
- THE RECALL WAS FOR THE AUTOMATIC SEAT BELT TO BE REPLACER WITHOUT COST IF
BEFECTIVE, KEITHER OF HERS WDRKED
- A5 SO0OM A5 SHE @BOT THE RECALL, SHE CONTACTEQD LAIRD NOLLAR FORD AND WAS TOLD
1O Call BACK IN A FEW MONTHS BECALISE AT THE TIME THEY COULDM"T GET ALL OF THE
PARTS THEY MEEDED
- EHE CALLED AND THEY¥ TOLD HER TO BRING THE CAR IN EARLY ANWD SHE COULD PICK IT
UP THAT EVENING
- SHE ASKED THEM TD LEAVE THE KEYS LOCKED I[N THE CAR AND WE WOULD FICK 1T UFP
AFTER WORK
- WHEN WE WENT TD GET THE CAR, THEY DIDN'T DO ANYTHING
- THEY WMEW EXACTLY WHy SHE BROUGHT THE CaR IN, THEY KWEW IT WAS FOR A RE-CALL
OM THE AUTDMATIC SEAT BELT, AND THEY DID NOT HAVE HER PHONE HWUMBER
- THIS wAS VEAY URSETTING TO US TD 80 THROUGH aLL THE TROLBLE OF GETTING HER
CAR THERE AND HAVING THEM OO NOTHING
- LAIRD NOLLAR FORD HAD SATD THEY WOLLON'T REFUND HER MOMEY FOR HAVING TO HAVE
HER SEAT BELT LOCKED INTO PLACE
- THYS WAS BEFORE THE RECALL AND THEY SA!D ON THE RECALL 1F ANY WORK HAD BEEN

OWNER RELATIDNS VOP/BENCHMARKEING O9/11/98 FAXCARTG
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oa/11 /a8 MASTER OwWHER RELATIDNS S5¢STEM 11 14.21.02
i e L A L L L e L L E LRl FE NN ENFEFE T TR TN L TR e
ST IMM GRP : INFORMATION COMTACT ¥FH T¥PE: CAR
KANGAS CITY 93 IMNFIR: A CONTACT NBR: 10AGH3 IS OFENED; 0771471987
WIN: L ENBTNE : CLOSED: O7/14/1397
S EE S E EE FrF ST HIF N AR AN EEEEEE R - oo EEFEESEANEENNE-c-c-ic-cc-c-cc-cc-c-cCc—mEEEENEE—EREE——=—===
1887/07/14

DOME OW THE RUTOMATIC SEAT BELT I!T wWOULD BE REFUNDED

-~ WE FEEL THAT THE MOMEY SHOULD BE REFUNDED, %$41.93

-

FER CUSTOMER. DEALER SA¥S:

- N0 NAME/LAIRD NOLLAR FORD

- CALL BACK I[N & FEW WONTHS, WE ODON'T HAVE ALL THE PARTS

HRENG CAR IN EARLY AWD YOU CAN PICK IT Ul THIS EVENING

- WDULD MOT REFUND MOWEY FDOR HAVING SEAT BELT LOCKED INTD PBLACE
L

CUSTOMER SEEKS:

- TO BE REIMEBURSED FOR THE REFATRS NONE PRIOR TO THE RECALL MOTICE

CAC ADNISED:

- FORWARD FUR WRITTEN RESPONSE

18997 /08 /05

CUSTOMER SAYS:

COMMENT?S ARE MOTED O PREVIOUS PAGE.

[ ]

CAL ADVISED:

CAC REEZPONSE: LETTER (1 & 52} SENT,

THANK ¥YOU FORE LETTIMG US KNOW AHOUT YOLR EXPERIENCE WITH YDUR LALRD MOLLAR
FORD.

PLEASE ACCEPT DUR APOLQEY FOR THE TREATMENT YOU RECEIVED WHEM VISITING ONE OF
OLUR DEALERS. EACELLENT DEALER SERVICE HELPS US MAINTAIN OuR CUSTOMERS®
GOODWILL . WHEW THAT SERVICE AFFECTS VDU, WE NEED TD WMOW. CUSTOMERS SUCH AS
¥OU GIVE US INFORMATIOW THAT RELPS KEEF DEALER SEAVICES AT THE HIGHEST
POSSIBLE LEVEL,

THE C1RCUMSTANCES WHICH YOU OUTLINED CONSERNING YOUR DAUGHTER'S PROAE

HAVE BEEM GIVEM CAREFUL CONSIDERATION.

FORD MOTOR COMPAMY CONSIOERS THE SATISFACTION OF ITS OWWERS TD BEE ONE OF ITS
MOST IMPDRTANT UBJECTIVES. WE COMMIT VERY SLUBSTANTIAL RESDURCES AMD EFFORT 1IN
A SINCERE ATTEMPT TO RESOLVE THE CONCERNS OF DUR DWKERS. ALTHOUGH WE REGRET
NOT BEING ABLE TO MEET YDUR EAPECTATIDNS, CLR REVIEW INDICATES THAT THE
INFORMATION PROVIDED HY YOUR DEALER IS APPROPRIATE. THEREFORE, WE ARE UNABLE
TO RE OF ASSISTAMGE !N THIS MATTER.

WE ARE SORRY THAT OUR RESPONSE CDULD HWOT BE MDRE FAVORABLE TO YQU. THAME YOU
FOR COWTACTING LS.

199708419

LETTER WICROFILMED B-7-47

OWNER RELATIONS VOR/BEMCHAMARKING 09/11/98 FAxCARTG




09/ 1198 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
I.-ﬂ.-i-ﬂ-h-‘ilI-=--=-B='E..=l---|-.l..ll..ﬁ--i-.ﬂ-l:‘-l-l-l--d-.’i.-J..'.-’--:--::-:::-
a083P0 GRE; 14 INFORMATION COMIACT VEH TYPE: CAR
CINCIMNRATE 47 ZN/TR: DI CONTACT MBR: 108750766 DPENED: 08/0&7 1987
VIN: 1ZVPT21U3L ENGINE: U CLOSED: D8/05/1997
- I I T F R Fr AR RRER T ITT I NS AEEEEEEEEEESEEE - ErCEC- S-S IS EAEC-SECC-C-SECSE-S =S =-ST===
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: _ uI:

ADORE 55 :

EITY: STATE: Ky Z2IR:

HOME PHONE: EUS. PHDNE:F

MDDEL. YEAR: 90 MBDEL -

M1LEAGE : 1 WED:

DEALER MAME: BYERLY FORD INC SALES CORE: 147017 P A A: OSTOZ
CAUSAL CODES: 1012 1203 EYMPTOMS ! 104 700

ORIGIN: an TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CODE: ASSIST COQE: RWARD AMT: O SURVEY: (¥ OR N)
HBULLD DATE: CALIBRATION:

ESP IMFD: EXFIRES:

BPFEN RECALL: OWNER NOTIFIED: MICRO: 2491750
COMMENTS :

1997/08/05

»+x+LETTER PDSTWARKED T/12/07 ===
et MILEAGE WNAVAILABLE #3=x

aen MAVIS: SUBSEQUENT wwew

LUSTOMER SAYS:

CUATOMER WRITES:

= I HAVE A RECALL ON MY SEAT BELTS

- EVERYTIME T =0 TO THE DEALERSHIP FOR REPAIRS THE PARTS ARE MOT ([N

= I HAVE HOT HEARD ANYTHINWNG YET
w

PER CUSTDMER, DEALER SAYS:

- WE WILL CaLL YOU WHEM THE PARTS COME [N
-

CUSTOMER SEEKS:
- RECALL REPAIRS

»
CAC ADVISED:
- GEMERATING A PCO1-CONTACT THE CAC

OWNER RELAYIONS VOP/EBENCHMARKING ORf11/38

FAXCARTG




g/ 11/98 MASTER OWNMER RELATIONS SvySTEM I1 14.21.02
:::::::--..‘======:....q::::===--...;:=:==:=:-...;:: === =c==-—maAGEENSCC-SC-SCSCSCSCSSrIEEEm
A5 25.0 GRP: KAD9 INFORMATION COMTACT VEH TYPE: CAR
DETROIT 48 ZN/TR: A1 COMTACT NER: 10927S00E  OPENED: 1271771987
VIN: 12¥PT20CELS ENGINE: © CLOSEDR: 12517/1997
EEEFE====xi =-.-.ll----I=======:|III..’;========:--'--'-'--IIII
LAST MAME: STATUS: CLOSED
TITLE: rirst naue: NN MI:

ADDRESS:

CITY: DEARBORN HTS STATE: HIF: _
HoMe pHosE : BUS. PHONE :

MODEL YEAR: ah MDDOEL : PROBE

MILEAGE: 1 wsh:

DEALER WAME: VILLAGE FORD INC SALES CODE: 14RD27 P & a: 02737
CAUSAL CODES: 1012 SYMPTOMS : 104100

ORIGIN: GO THANS. DS5T/RGNM: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSTST CODE: AWARD BMT: O SURVEY: (Y OR M)
BUILLD DATE: CALIERATION

ESP INFO: EXPIRES:

DPEN REECALL: DWHER NOTIFIED: MICRO: SHS1064
COMMENTS

1897 /12717

war NAV1S: DRIGIMAL »++ RECALL TNVOLVEMENT 9GS48 AND 98599 =sxs

CUSTOMER SAYS:

-WAS A RECALL ON PRORES SEATBELTS ABOUT & MONTHS AGH. THEY FAILED DN HIM LAST
EATURDAY .

-DRIVEKRS SEATRELT IS FAULTY HUT NOT BROKEW. HE FIXED 1T HIMSELF AND IT WORKED
FOR TwO DAYS, BUT THEN QUIT WORKING AGAIN.

-THE MDTOR IS RUNNING FINE. I HODMED IT BACK LUP MYSELF ANQ KOTOR WwORKED FIME,
BUT AFTER THE DEALER INSPECTED IT THE CABLE WAS HAMGING OUT OF THE TRACK .

WHEN THE CAELE CAME DUT OF THE TRACK HE WAS AELE TO PUT IT BACK iN THE TRACK
ANO MOTOR WORKED FIME.

.

PER CUSTOMER. DEALER SAYS:

-MaY TAKE B-15 WEEEKS TOD RESOLYE CONCERNG

-CALLED SIX MONTHS AZO AND THEY SAID THERE ARE MO FARTS AND THENW THE SEATBELT
WENT DUT AND WOW THEY SAY NOwW PARTS LINTIL MARCH.

£5H MADE OUTEOUND CALL TO VILLAGE FORD TD INQUIRE ABOUT PART » TR SEE IF TRU
CAM LOCATED PARTS. CS5F CALLED BACK FOR SECOWD ATTEMPT TO SPEAK WITH PARTS, MO
ANWER WITH PARTS DEPARTMENT. SPOKE WITH MANAGER AND SHE CONFIRMED THAT PART
WILL HOT BE AWAILABLE UNTIL MARCH. MOTOR PART # 15 F7IZE151004EC DRIYER'S
SIDE TRACK AMD WOTORE. HAVE TRACK IN STOCK. RIGHT SIRE IS FINE. PASSENGER
SIDE I5 FIME. SHE WILL BE IN CONTACT WITH THE PARTS MAMWAGER TD SEE IF SHE CAN
EXPEDITE THE DRDER. SHE WILL CALL HIM TOMDRROW IF TrERE 15 BETTER [NFO.

OWNER RELATIONS WOP/HENCHMARKING O%/11/98 FAXCARTG
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Qu/S11798 MASTER OWNER RELATIONS SYSTEM 1T 14,21.02
S EEREFEEE SR - - O o E NPV S aA I EE XN I AN rFpmAENE======gKEEN El - = aFEEEEAE=-=xc==mw
BA25J0C GRP: Xx04 INFORMATION COMTACT VEH T¥PE: CAR
DETRODIT 418 INSTR: ONTACT MBR: 105927509R QPENED: 12717,/1997
VIN: 12wr2u¢:31.ﬁ ENGINE = € CLOSED: 1271771997
TS CHAGEEEEEraR===-oc=--—mmN L L L E L Rt I N ] 1 By F 3 1 1 Pryur gy

1997 /12517

CUSTOMER EEEKS:
=THE FARTS AMD RECALLS PERFORMEQD

L]
CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

- INFGRMEQD CLUSTOMER FPARTS MAWAGER CAN PROVIDE MDST CURRENT UPCATES DN PART
DELAYS

1897 /12/19

CUSTOMER CAME IN 12/19/87. VILLAGE REFLACED THE PASSIVE RESTRAINT TRACK AWD
REFAIRED THE MOTOR. THE SEAT BELT CURRENTLY WORKS EUT THE MOTOR WILL STILL
MEED TD BE REPLACED EECAUSE A BUSHIMG [5 WORN OUT WHICH HOLDS THE CABLE IN

PLACE. THE MOTDR I'S NOT EXPECTED TR BE IM UNTIL THE END DF JANUARY .
1888504 /09

wev LETTER DATED 12-19=07 #a4x

=nt NAUIS: ORIGTMAL wwe

CUSTOMER WRITES:

~CUSOTMER !5 REITERATIMGE THE SAME CONCERSM
"HE I% UPSET THE hAS VEHICLE 1SN‘T REFAIRED
-WANTS TO HAVE THE RECALL PERFODRMED

»

PER CUSTOMER, DEALER SAYS:

-NO COMTACT

L ]

CLUSTOMEA SEEKS:

-TO KMNOW WHEM THE PARTS WILL BE I[N

x

ChL ADWISED:

=SENY CUSTOMER AN AUTDMATED LETTER -F320- SUPPDRT INFORMATION PROVIDED BY OUR
COMPANY REFRESENTATIVE

OWMER RELATIONS VOF/BENCHMARKIMG O9711/9F FRACARTE




05/ 11/98 MASTER DOWWER RELATIONS SvSTF#® I] 14.21.602
FES——————asANEN¥:S=S ===k EENEEKFSSSS: S -SrmammvkAEOCISZ.iSSCERImmwHSEEmECI=S=S====
QO4G5S GHP: 02 CONCERN CONTALCT YEH T¥PE: CAR

SEATTLE T4 ZN/TR: B2 CONTACT MBR: 10941 3U0dkE GFEMED: Q2/02/1908

VIN: 1ZUFT2ILTL ENGINE: U CLOSED: 0z/19/1998

LAST NAME: STATUS: CLOSED
ABDRESS: 5

STATE: P -
BUS. PHONE:

HOME ]

HOME PHDNE :

MODEL YEAR: an MADEL -

MILEAGE: 1 wsh:

GEALER MAME: SKYLIME SALES INC  SALES cODE: 174422 P & &: OBGEEZ
CAUSAL CODES: 1203 1104 1DRA SYMPTOMS: 104100 106118

DRIGIN: an TRAMS. DST/RAGH: 74 TRANS. DATE: O2/02/19%8
SERVICESSALES: 1 CONTACT BATE: O2/037192498
ACH. CODE: ASSIST CORE: X AVWARD AMT: O SURVEY: N L¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXRIRES:

OPEM RECALL: OWHMER WOTIFIED: MICRD: 9935874
COMMENTS

1998701724

wee LETTER BATED 1=12-98 wi=

4% NAWIS: DRIGINAL <++

CUSTOMER SAYS:

THE SHOLLOER BELT HAD STOPPED WORKING BEFOR TW RECALL WAS ISSUED. THE
DEALERSHIP SAID THEY WOULD HAVE TR ORDER THE PART

-THE PAINT ON THE HODO IS PEELING ALSO ON THE VEHICLE

-

FER CUSTOMER. DEALER SAYS:

-PART WILL TAKE TuwO MONTHS

+

CUSTOMER SEEKY;

=RECALL FERFORMED

-COMPLAINT DOCUMENTED

¥

CAC ADVISED:

-SENT PCOM

v+ +NEAT CSH PLEASE ADVISE CUSTOMER THAT COMPLAINT HAS BEEN DOCUMENTED, PRDBE
TD SEE IF CUSTOMER I5 SEEKING AWA FOR PAINT CONCERN, AND ADWISE OF RECALL TO
OPFEN APFROPIATE CONTACT #»«...THANKS
1958/02/02

TH1S CONTACT IS AW LPGRADE OF CONTACT NMUMBER 109338266

OWMER RELATIONS VDF/EENCHMARKING 09711798 FAXCARTG
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o 11/48 MASTER DWHER RELATIONS S¢STLm |1 14.24.02
S S FE S AR SRR T E N bl S SR S S S S S S S PR =N SFENNCC N RS- - - —EEANF-AENTI-—E====—==m==
CD4685 GRP: &2 CONCERH UOMTACT ¥YEH T¥PE: CAR
SEATTLE T4 iNSTR: B2 CONTACT MER: 1004137906 DPENED: 02f02/1988
VIN: tzveT2 LS | EMGINE: U CLOSED: 02/19/1998
Cll -k - s S TR Fr Il TF N AN I AR ST ST S == AASNANP RN - - X - EEREEENE-—-—aB====—==
1998 /02702

#*¢ PARTS QELAY OVER 30 DAYS +ow

#v+ THIS COMTACT 1% OFEMED DUE TD CPEM RECALL S&654E v+«

st NAVIS: ORTGINAL we=+

CUSTOMER SAYS:

“CALLING REGARDING FREVIOUSLY OOCUMENTEDR RECALL PARTS DELAY & PEELING PRATNT
-BEEWN WALTING ON PART FDR ABOUT 2 MONTHS NOY

¥

FER CLUSTOMER, DEALER SAYS:

N0 APFARENT/SPECIFIC FURTHER CONTAGT

[ ]

CUSTOMER SEEKS:

-ARRIVAL OF PART B RECALL. COMPLETED

L 3

CAC ADVISED:

REGARDING SEAY BELT: -

-INFORMAT ION HAS BEEN DOCUMENTED AND FORWARDER TO THE DEALERSHIF WITH A COFY
TO THE REGIUNAL DFFICE

~REQUEST [5U€ MNGR) CONTACT THE CUSTOMER WITHIN 2 BLUSIMNESS DAYS

“SVC MOR FLEASE CODNTAET RENWIM AT BOO) 925-5531 FOR RECALL HAMDLINMG
&SSISTANCE

REGARDING PEELTNG FAINT:

-WARRANTY EXPIRED

-NO FURYHER FIWANCIAL ASSISTAMCE WILL EE OFFERED

-THIS REPRESENTS FORD MOTOR COMPANY 'S FINAL DECISION TM THIS MATYER

FESTHE FOLLOWING SYNPYOM CODEL{S) WERE REMOVED: 104000

#FWTHE FOLLOWING CAUSAEL CODE(S) REWMOVED FROM CONTACT - 1108

FFASALES CODE HAS BEEN CHANGED FROM 174408 TO 174422

SANREGION CODE HAS BEEM CHANGED FROM 1D TO 74

L ]

CAC ADVISED:

-CHAMGING CONTACT DaTh AS MECESSARY

~CURRENT MILEAGE ABCOUT 50,400 MILES

199a,/02/03

caLLeED For [ 1 . civE HIM THE MESSAGE TO RETURN MY C
ALL.

vse NAVIS: ORIGINAL #%+

CUSTOMER SAYS:

= CUSTOMER IS CALLIMNG BACK BECAUSE THE DEALERSHIP TOLD CUSTOMER THE PART WAS
!N BACKDORQDER

-

CUSTOMER SEEKS:

- PARTS TO HE RECEIVED

-

GAC ADVISED:

- INFORMED CLSTOMER FORD MAY EXPERIENGE A BACK - ORDER SLTUATION

- INFDORMED CUSTOMER PARTS MAMAGER CAN PROY1DE MODST CLRRENT LPDATES ON PART

OWNER RELATIONS VOP/BEMCHMARKIMG 03711/98 FAACARTG




o%f11,/328 MASTER DWWER RELATIOMS SYSTEM 11

14.21.02
====='Ill'l'lll=|:====-::---....|=---:'.|.|-..--;-;:::;;.‘.-;-_::::....ngg===.;“-..==
04855 GRF: 02 CONCERAMN COMNTACT VEW TYPE: CaR
BEATTLE 74 ZMSTR: CONTALT WBR: 109413808 OFENED: Q270271958
VIN: 1Z2VPT2 IUTL ENGINE: U CLDSED: Q219719498
=:=l==-..III-======---------h:-.--....----zll ===...Ill======-..-=:=: S=HAEEAAd k==
1998 /02703

DELAYE

= LCSR IS ADVISIMG CUSTOMER TO CHECK WITH THE PARTS DEPARTHENT IF THE BART HAS
BEEN FUT 1IN EMERGEMNCY STATUS

1688,/02/12

FUNTHIS I[5 THE CLOSING COMMENT
WAITING FOR PART TD ARRIVE

DwMER RELATIONS VWOP/BEMCHMARKLNG D4/11798 FAKCARTG




cafi11/9a MASTER OWNER RELATIONS SYSTEwM LI 14.21.62
HEE+ 3 Y311 FFFI I P AR R RPFRLERERER R ] RRERE EF E PR bbb b PR R i
B431AD GRP: 04 INFORMATION CONTACT YEH TYPE: CAR
ATLANTA 21 THN/TR: A3 CONTACT MAR: 1095231ER DPENED: 0370371298
VIN: 12UPT21UEL5m ENGINE: U CLOSED: 03/03/1998
D= = | F FEFRREI I EERIFREIRIFRILRPFRIERERREIIIRRIRR 1] ]

LAST MAME: STATUS: CLOSED
ADDRESS: D #322

CITY: NONTGRMER Y STATE: AL ZIP:

HOME PHOME : HA =MA-A Ni BUS. PHOME: NA -~MA=A NA _
MODEL YEAR: 90 MODEL ; FROBE

MILEAGE agpi12a Wen:

DEALER MAME: BELOUNT/STRANGE FORD SALES CODE: 121401 P & A; ODIG4
CAUSAL CODES: 1203 EYHPTOMS : 104 100

ORIGIN: ag TRANS. DST/RGN: TRANS. DATE:
SEAVICESSALES: 1 COMTACT DATE:

ACK. CODDE: AS5]1ST CDOE - AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP 1NFD: EXPIRES:

OPEH RECALL: OWNER MNOTIF1ED: MICRO: 29919113
COMMENTS :

1988,/03 /03

vtk NAYIS: PROGRAM wxa

*+* LETTER MICROED 3/23 »xx

CLUSTDMER WRITES:

- COMPLIED w!TH THE RECALL REGARDIMG THE DEFECTIVE ALUTOMATIC SEATBELTS
= HAVE WOT HEARD FROM THE DEALERSHIP ABOQUT THE PARTS

]
PER CUSTOMER, DEALER SAYS:
= THEY WAULO BRE IW CONTACT WITH THE CUSTOMER WHEN THE PARTS ARRIVE

-
CLSTOMER SEEKS:
- TQ SEE IF FORD T3 LIAHLE FOR ANY POSSIBLE DAMAGES IF INVOLYELD INW RM ARCCIOENT

*

CAC ADVISED:

- LETTER PCOY SENT TO CUSTOMER

*vs WEAT CER*r¥

- PLEASE ADVISE THE CUSTOMER THAT THE SUPPLIER OF THE PARTS HAS EEEN DELAYED
IN GETT!HG THE PARTS IN TO FORD MAOTCOR

- PLEASE (IF OUE PERMITS] MAKE AN ODUTBOUND CALL TO DEALERSHIP TO SEE IF THE
PARTS HAVE ARRIVED

- IF PARTS PRAVE ARRIVED, OPEN A COMNCERN WITH ThE HEADER “OPEN OUE TO
= PLEASE INFORM CLUSTOMER THAT IF HE IS !N AN ACCIDEMT AND THE SEAT  BELTS
MERE MOT REPLACED DUE TO BACK ORDER. DUR LEGAL DEPARTMENT WOULD  HAVE TO LOOK

IHTQ THE SITUATION. WE ARE MDT AELE TO AMSWER LEGAL QUESTIONS ABOUT
LIABLILITY

- RECEIFT MAILED BACK TO CUSTORMER

OWKER RELATIONS VOP/REWCHMARKING ODE/11/980 FAKCARTG




08/ 11/08 MASTER OWNER RELATIONS SYSTLM 11 11.31.02
m N RN EEEEEEFEEEEESESSSSEo—scoszoscciscssoosscmssciscsisscsscsssscsssss=sssao==
D8 14CY GRP: 2317 COMNCERN COMTAET VEH TePE: C4R
CTNCINNATI 4T ZN/TR: CONTAST MAR: 1DO0E2a08  OPENED: 1072171987
VIN: 1zuPT11unL5* ENGINE: U ELOSEN: 14/704/f1087
FE TS === o XX==C =3I TaODI=ZaOTI=S=S=S==Z==S=S=S=Z=S=Z=S=S=S=S=S=S======Z=Z======
LAST MAME: STATLS: CLOSED
TITLE: FIRST NAME: - MI:

BODRESS :

CITY: pibk e ST £H zr~: [
HOME FHONE : BUS. PHUNE:F
MODEL YEAR: 30 MDDEL :

MILEAGE: 75000 wSD;

DEALER WAME: HOB KEEM FORD SALES SALES COPE: 147030 P& A: D470
CAUSAL CODES: 19412 213 10RA SYMPTOMS : 104298 104100

DRIGIN: GO0 TRANS. DST/RGM: 47 TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE: 10723719497
ACK. CODE: ASSIST CODE: W AWARD ANMT: O SURVEY: ¥ (Y OR M)
BuUILD OATE: CALIRRATION:

ESP [NFO: EXPIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO :

COMMENTS :

1997 /140721

+++ PARTS DELAY OVER BO DAYS wve

wer PDSSIBELE 12712 SERVICE PART EOVERAGE ==+ REPAIR DATE: 8-9-97 MILEAGE:
Ta496
wvr NAVIS: DRIGINAL w23
CLSTOMER SAYS:
~RECEIVED A RECALL LETTER SOME TIME AGOD
-PERFORMED REPAIR H-B-27
=AFTERWARDS ON 8-9-2F-SEATBELT LIGHT S5TAYS ON
-DDES NOT RELEASE WHEN DOOR T35 OFEMED
~MAKES A CLICKIMNG MOISE WHILE DRIVIMG

L ]

PER CUSTOMER, DEALER SAYS:

-ZOMEDGNE IM SERVICE SAID ORDERED A PART T FIX THIS-HAVE NOT RECEIVED AMYTHIMG
YET

=IT IS ON BACKORDER

[ ]

CLISTOMER SEEKS:

-WHERE IS5 PART FOR SEATBELT?

L d

CAC AQVISEQD:

~INFORMAYIAN HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALERSHIR WITH A CARY
10 THE REGIONAL GFFICE.

-REQUEST MR.PETE PLAGMAN ISWC MMGR) CONTACT THE CUSTOMER WITHIMW 2 BUSIMNESS
DAYS
1887/10/28

###THIS 15 THE CLOSTMG COMMENT

CUSTOMERS VEHICLE [5 INVOLVED [N RECALL 98599. PARTS ARE ON MATIOMNAL HACKDRDE
R AMD WILL REMAIN ON BACKORDER UNTIL AT LEAST MARCH OF 1598 PER FORD MDTOR CO.
DEALERSHIP HAS AQVWISED CUSTOMER., PETE PLACMAN  SERVICE MANAGER

OWMER RELATIONS VOP/BENWCHMARKING 047117098 FAXCARIC




2a/ 11798 MASTER OWHER RELATIONS 5r5TCM L) t4. 21,02
A E N T AN A AR - S S = S NFENE RS S CSCSFC Az ANNC==C = EFETNEE= EERE SR LA I 13 | BTy iy e
DE14CW GRP; Xx17 CONCERN CONTACT VEH TrFPE: CAR
CINEIMNATL 17T INFTR: CONTACT NBR: 109062409 OFEMNED: 10724719487
WIN: TIVPTIIUGLS EMGINE: U CLOBED; 131/04/ 1997
-:--I-l--:-=-===I=llh:-===.-llll===:I=-=l=l=-==;l-llI=====Sa.:.l:::=::ll..:::::!ni

1997711413

#ni HAVIS: ORIGIMAL wes

CUSTOMER %AYS:

- CALLING BADK REGARDING PARTS OELAY FOR SEATBELT REPAIR 9ES55

- N0 ONE FROM QEALERSHIP EVER CALLED ME BACK

.

PER CUSTOMER, DEALER 5AYS:

- PER CLDSING COMMENTS:

= FART IS 0OW NATIOMNAL BACK DRDER

.

CUSTOMER SEEKS:

= CAR REPAIRED

-

CALD ADVISED:

- INFORMED LiSTOMER FORD MAY EXPERIENCE A BACK - OROER S1TUATION
= INFORMED CUSTDMER PARTS BAMNAGER CAN PROVIDE MOST CUSRENT LPDATES OM FART
DELATE

- PLEASE CONTACT ,PETE PLAGHMAM SERVICE MAMAGER, DIRECTLY

OWNER RELATIONS VOP/HENCHMARKING ©09/11/88 FANCARTG




oRf11/98 MASTER OWHER RELATIONS SYSTEM [I 14,21 .02
AEE-=—=—=——CcEmamtF#VLAE=-C-EEXmEsrEEEEEIZ = cccameidARII == 2 .o0bdJER IS -mmuEEES
F382LF GRP: XX17 COMCERN COMTALCT ¥EH TYPE:. CAR

EDR L+ ZN/TR: CONTRCT NER: 107397964 OFEMED: 12718719496
VIN: 1ZVPT21USLS EMGINE;: U CLOSED: O1/02/1887
c—rmmmsiEsssmc--—xxsnsdBRnEx :IIIII.II':I:::=:==.'l:llIIIIIF::::===:ttlll..“====

LAST NAME: STATUS: CLASED
TITLE: rrast nane: [TTEEGEGEGEG -

ADDRESS :

CITY: NG STATE: Z1F :

HOME PHONE : m BUS. PHOME : F

MODEL YEAR: 90 MODEL:

MILEAGE: 20000 wsD

DEALER HAME: DOW JENKINS & SON F SALES CODE: 121804 P& A Q674
CAUSAL CODES: 1104 1203 SYWPTOMS: 208000 104100 106124

ORIGIN: &0 TRANS. DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1272071996
ACK. CODE: ASSIST CODE: R AVARD AMT: D SURVEY: N LY CR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES :

OFEN RECALL: OWNER NOTIFIED: M1CRD:

COMMENTS :

1985/ 12/ 18

ses THIS CONTACT 15 OPENED DUE TOD OPEN RECALL 96%4R, SESHY - -»

W+ MAYIS: DRIGIMAL +rv

CUSTDMER SATS:

- RECEIVED A RECALL NOTICE FOR THE SEATBELTS

- THE DEALER 5A¥S THEY C4NT GET THE PARTS LNTIL MARCH

- SHE HAS HAD 1T INTD THE DEALER THE FIRST TIME ABOLT 18 MONTHS AGO FOR THIS
BLOWER CONCERKW. THEY REPLACED & RELAY AT THIS

-~ IT WAS BROUGHT IN TWD OTHER TIMES FOR THIS BLOWER CONCERN AND THEY REPLACED
THE RELAY AGAIN

- THE DEALER [5 VERY RUDE TO HER WHEN SHE CALL THEM

- PAINT IS FABING !N THE ROOF AND TRUWNK ON THE VEHICLE
-

PER CUSTOMER. DEALER SAYS:

- THE SEAT BELTS WOWT COME IM UNTIL MARCH
- HAS AN ORDER FOR THE RELAY

CUSTOMER SEEKS:

- WANTS THE BLOWER REPAIRED FOR GOOD

- FIMNANCIAL ASSTSTANCE FOR PAINT

L ]

CaC ADVISED:

RE: RECALLS

-INFORMATION HAS HEEN DOCUMENTED AWD FORWARDED TO THE DEALER

-REQUEST MR. JIM DVERMAN {SYC MNGR! TO CONTACT THE EUSTOMER WITHLN 2 AUSINESS
DAYS

RE: FIWANCIAL ASSTSTANCE

- WARRANTY HAS EXPIRER, 12f12

- FORE WEILL MOT PROVIDE FINANCIAL AEEIETANCE TOWARD THE COST OF THE REPALR

OwWMER RELATIDNS WOP/BENCHMARKING 03/11/98 FAACARTG

R




03511798 MASTER OQWNER RELATIONS SYSTEM 11 14.21.02

--'--II--.F--I--=-====.l.l:l::::-..l:l::n:---- S=E=cCE=EAd k====g 3 Tt FErcrET=——m=
S2HILF GRP: XX17 COMCERN COMTACT ¥EH TYPE: CAR

SOR 10 ZN/TR: CONTACT NEBR: 10TROTHG4 DPENED: 127181906

VIN: 1zwr21u5|.5* ENGINE : U CLOSED: 01/02/1997

Sl L L LR R R RN FT LRl XS rTEAnEE-=——EFEE=-F-==—=

1996/ 12726

L AL B S FEELERNET I R
¥HETHIS [5 THE CLOSING COMMENT
YEHICLE HAS DUTSTANDING RECALL

OM SEAT BELTS CALLED PARTS OIRDER INTO FORD PAR
TS WILL BE SHIPPED ASAP

AND CUSTOMER WILL BNE NDTTFIED

CWNER RELATIONS WOP/BEMCHMARKING £OF11738 FAMZARTG




Q911,798 MASTER OWHER RELATIDWS S+5VIW 11 14.21.02
S-S S S S S S S CC N S S - CEEFREOOFE N Rl - c-La - S S S XL 0. aemmEmEEwpEEEIEEEE-———————mm
4259YW GHP: 14 CONCERN CONTACT vEHA T/PE: CAR

SDR 10 ZMNSTR: D4 CONTACT MER: 10BOY 7531 OPENED: 02710719957
wIM: 12vPT20C 1M ENGIME: C CLOSED: 0271771997
E=SSHEIERECST NI EEESAENEESER == S-S - - EFEEFFIrIJEEARE - - === EO=T=-OEEEEENEEgm
LAST NAME : STATUS: CLOSED
TITLE: FIRST MAME: - M1:

ADDRESS :

CITY: STATE: ¥ -
MOCEL YEAR: a1 MODEL : PROBE

MILEAGE : 78500 WED:

DEALER MAME: CAIN FORDLINCOLN ME SALES CODE: 121757 P & A: 0OGEBDT
CALUSAL CODES: 1283 1404 EYHPTOMS : 101353 104100

ORIGIN: aa TRANS_ OST/RGM: 21 THRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 02710/ 1897
ACK, CODE: ASS1ST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUTLD BATE: CALIBRATION:

ESP INFO: EXFIRES:

OPFEN RECALL: OwWNER NOTIFIED: MICRO:

COMMENTS:

1997702710

s+ YEHICLE INVDOLVYED 1IN RECALL DES99 #++3»

+++ YEHICLE INVOLWED 1H RECALL 96548 +t+=

CUSTORER SAYS:

-~ CONTACTED THE DEALERSHIP TH MVEMBERREGARDING RECALL

= TOLD THAT FORD wOULD NOT BE SEMOINMG OUT THE PART UNMTIL AFTER LECEMBER
10, 19498
= hAS CONTALTED THE DEALEREHIP AT LEAST DNCE A WEEK REGARDING THIS

CONCERM

- BOTH OF THE SEATBELTS ONM THE VEHICLE HAVE LOCKED UP

= WEHICLE IS VERY DANGERDUS TO DRIWE WITH OUY THE SEATRELTS

-

PER CUSTOMER, DEALER Savs:

= FORD HAS NOT SENT THE FARTS FOR THE RECALL YET

= HAS WOT S5POKEW WITH OME PARTICULAR PERASOM AT THE DEALERSHLIP

"

CUSTOMER SEEKS:

- REFAIR OF THE WEHIGLE UMDER THE RECALL

-

CAC ADVISECD:

-INFORMATION HAS BEENM DOCUMEHTED AND FORWARDED TO THE OEALER

-REQUEST MR.DAVID SOINR CUST REL MNGR TO CONTACT YHE CLSTOMER WITHIN 2
HLSIMESS Davs

A¥NTHIS IS THE CLOSING COMMENT

SERVICE MANLGER SPOKE WITH CUTOMER AND EXPLAIMED PARTS COULO NGT BE DRDERED LN
TIL A JAW 97 DATE AND THAT THEY HAD BEEN ORCERED BUT THAT PATRS ARE DN DSO BAC
KORDER

PLEASE CLDSE THIS OPEW COMPLAINT

CAVID GOINS SERVICE MANAGER

OWMER RELATIONS VYOP/HENCHMARKLING O03711/9R FAICARTG




gafi1/98 MASTER DWNLR RELATIONS SYSTEM 11 14.21.02
====-l-l;.'-===tllIl====-lll!====:l.lll¥=====:---'ln'l'l-====|-------:::::::.---::::::
92 {0LF GRP: X¥Q9 COMCERN COMWTAC] YEH TYPE: CAR
KANGAS CLTY 53 ZN/TR CONTACT HBR: 109204&550 QPEMED: 11/28/51937
VIN: 'IZUPTEDC-!HEﬁ ENGINE: C CLOSED: 1271341997
.._l-;====.=...p::::-.-..-;:===g----‘=====--------:—:-..-----:n::::’lllll.—._:_:il
YITLE: FIRST MAME: -

ADDRESS:

HOME FHONE: :ITL PHDNE

MOCEL YEAR: MODEL:

MLLEAGE: TS000 wWsh:

DEALER MAME: WVaLLEY FORD INC SALES CAODE: 1530449 P& AT DH19Z
CAUSAL CORES: 1200 1ORA SYMPTOMS: 104000 104100

DRIGIN: G0 TRAMS. DOST/RGN: B3 TRANS, DATE:
SERVI1CE/SALES: 1 _ CONTACT DATE: 12/04/1997
ACK. CDDE: ASSIST CODE: W AMARD AMT: 0O SURVEY: ¥ (¥ OR N}
BLUILCO DATE: CALIBAATION:

ESF INFO: EXPIRES:

OPEH RECALL: OWNER NOTIFIED: MICRO:

COMMENTS ©

12077 11/28

nex NAVISG: SUBSEQUENT =v»

wrx VEHICLE [NYOLVED IN RECALL 95598 r++

*xx YEHICLE 1MWVOLVED !N RECALL 9634H »+-=

CUSTDMER SAYS:

- 5EAT BELT ON DRIVER'S SIDE WILL NOT MOYE OR DPERATE

- HAS BEEN WAITING OVER AN YEAR FOR THIS FART

L]

PER CUSTOMER, DEALER SAYS:

- ORDERED A PART BUT IT WAS THE WRONG PART

- PART NOT AvAILABLE

M

CUSTOMER SEEKS:

-~ RECALL INFORMATILN

- BEAT BELT

.

CADC ADVISED:

- INFORMATION HAL: BEEN DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A COPY
T0 THE REGIONAL OFFICE.

- REQUEST MR. DAN BURNETT IPART MANAGER) CONTACT THE CUSTOMER WITHIN 2
BUSTHESS DAYS

OWNER RELATIONS VDP/BENCHMARKING OS711f28 FAACARTG

e




097117498 MASTER DMNER RELATIDNS SYSTEM (1 14.21.02
-.:.-:-===1_—';.‘...-:‘:=::::-F'.‘.n’.::::‘=.F.-.-:======-‘l.ﬂ---:-:--.--'---::::::.
9210LF  GRP: XX09  COMCERN CONTACT VEH TYPE: CAR
KANSAS CITY 59  ZN/TR: CONTACT NAR: 10O2DES50  OPENER: 1172671997
VIN: '.zup'rmun“ ENGINE: CLOSED: 1271271927
EEESEFENERENTr=-—c-c-=--mSEEER ll1:-:::-:...j.]:::::::.u----:-:----.-----::
1997, 12/03

CUSTOMER SAYS:

~THE PART FOR THE RECALL 15 ONM BACK ORDER
=1F CUSTOMER IS5 IN & ACCIDENT SHE WILL SUE
=CUSTOMER CAN'T USE HER SEAT BELT

*

PER CUSTYDMER, DEALER SAYS:

=FART WILL BE AVAILAELE 1N FEERUARY

[

CUSTOMER SECKS:

~THE PART FDR THE RECALL

L3

Cal ADVISED:

- INFORMEDQ CUSTOMER FORDT MAY EXPERIENCE A BACK - DRDER SITUATION

- INFORMED CUSTOMER PARTS MANAGER AN PROVIDE NMOST CURRENT UPDATES ON PART
DELAYS

139712705

H#¥THIS I5 THE CLOSING COMMENT

CHECKED ON PARTS STATUS,PARTS NOT RELEASED UNTIL 2/48 AND 3/98 IN BATCHES.

OWNER RELATIONS VDP/BENCHMARKIWNG 09/11798 FAXCARTG




09/ 11458 MASTER OWMER RELATIONS SvSTENM LI 14._21.02
SESSSSSSS S FSS R SS TS SS S FES =SS S S S SRES S S E RS SES S S RACSESRF L CEES S ARFENEETENERAACAMRC-a LTS
13420H GRP: 17 CONCERN CORTACT WEH TYPE: CAR

S0R 10 IN/TR: B CONTACT MNER: 109444417 OFPENMED: D3/04/199B
VIN: 1zverTzoc4vs ENGIME: C CLDSED: 02/18/1398
EdEEEFEREF"EENFEERFYISEESSER EELEFENGENEEE NN EANENEcc BN -k d=-=SZDE--S-S=S=======W
LAST MAME: STATUS: CLOSED
TITLE: _ rrestT wave I <

ADDRESS :

CITY: STATE: ir: I
HOME PHONE : % aus. reane - NN

MODEL YEAR: MODEL ; PROEE

MILEAGE: A6000 WED

DEALER NAME: MARIND AUTQ SALES [ SALES CODE: 314321 PE A 13414
CAUSAL COOES: 1012 1203 108A SYMPTOMS : HOM000 104100

ORIGIN: GO TRANMS. DST/RGN: 14 TRAMNS. DATE:
SERVICE/SALES: CONTALT DATE: 02/11/15992
ACK. CODDE: ASSIST CODE: R AWARD ANT: O SURVEY: ¥ ¥ OR M}
BULLD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: DWNER NDTIFIED: MICRO:

COMMENTS:

1996/02/00

svr THIS CONTACT 1% OPENED DLE Td OPEN RECALL BESA8 LEFT SIOE PA sew
*er PARTS QELAY ONER 30 DAYS +»+r

oo NAYVIS: ORIGINAL #waz

CUSTOMER S5AY¥S:

<CALLING BACK TD MAKE CONCERM CONTACT WITH APPROPRIATE SITUATIOMW
~YEHICLE HAS BEEM WAITING FOR PARTICLULAR PARTS FQR QVEA 1 YEAR

L]

PER CUSTOWER, OEALER SAWS:

N0 CURRENT CONTACT

-

CUSTOMER SEEKS:

-TD HAVE PART EXPIDITED TO CUSTOMER

-WANTS A S5TATUS ON THE PARTICULAR PART

"

CAC ADVISED:

« +BACKORDER awwyr

- INFORMED SUSTCMER FORD MAY EXPERLIENCE A BACK - DRDER SITUATION

= INFDRRWRED CUSTOMER PARTS MANAGER CAM PROVIDE MODST CURRENT UFDATES ON FART
DELAYS

“4RECALL w#ea

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REguEET MR .JOSEFH WIRTO JR. TO CONTACT THE CUSTOMER W1THIN 2 BUSINESS
DAY

1989E/03 11

FHITHES 5 THE CLDSING COMMENT

PART WAS RECROERED OM D2/1151998 CUSTOMER WILL EE WOTIF1ED WHEN PART 1% IN.

DWMER RELATIONS VOP/RENCHWARKING 09)11/98 FaxCaRTh




0sf11/98 MASTER DWMER RELATIDNS SYSTEM 11 14.21.02
--=-I---I‘.1-:=====IIlll===l===lll==l==='lIHHl=====lllt=====ll:: L L EE Rl R
91I0EH GRP: 11 CONCERN COMTACT YEH TYPE: CAR

P TTEAUREH 44 2M/TR:
¥IN: 1ZVPTIOCILE

L L L e A N L YRy YT P )

CONTACT NER: 100274545  APEMED: 12717/ 1987
ENBINE: € CLOSED: 13/25/1997

—HENEEA == FEEAR SEEES=SSHEXIIC-C-CCEEEEzR=

LAST MAME: STATUE

TITLE: FIRST MWAME: _ M

ADDRESS:

CiTY: CLEVELAND STATE: IP:

HOME PHOME : F BUS. PHONE: h

MODEL YEAR: NODEL :

MILEAGE: 140000 WsD:

DEALER MAME: CRDSS ROADS LENC-ME SALES CODE: =ZtE4ED P& A: (2601
CAUSAL CODES: 1203 1012 SYMPTOMS : 104 104

ORIGIM: 4} TRANS, DET/RGN: 1B TRAMS. DATE:
SERVICE/SALES: | COWTACT DATE: ta/1A/1857
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ (¥ OR N!
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWMER NOTIFIED: MICRG;

COMMENTS

199712417

#+» THIS COMTACT 15 OPENED OUE TO OPEN RECALL DGES4H waa

12 MAVIS: DRIGIMAL ==+

CUSTOMER Savs.

=MY SEAT HELTS ARE BQTH EROKEW

-DEALER HAS NOT RECEIVED PARTS FOAR SEAT HELT RECALL Y6548

“WHAT I5 CAUSING DELAY

»

FER CUSTOMER, DEALER 54Y%:

-FORD DOES NOT HAVE PARTS AVAILAELE AT THIS TIME

»

CUSTOMER SEEKS:

-FART DELAY [NFORMATION

.

CAC ADVISED:

-“RE: RECALL 96548, [NFDRMATION HAS HEEN COCLMENTED AND FORWARDED TD THE
DEALER

-REOUEST MR. BUD BRADY(CUST REL MMGR} TO CONTACT THE CUSTOMER MITHIN 2
BUSIHESS DAYS

-RE: PART DELAY, INFORMED CUSTOMER FORD MAY EAFERIENCE A BAGCK ~ DRDER
SITUATION

~INFORMED CUSTOMER PARTS MAMAGER CiN PROVIDE MODET CURRENT UPDATES OM  PART
DELAYS

1997/12/18

#x¥THIS IS THE GLOSING COMMENT

THIS CONTACT SENT TO INCORRECT DEALER SHOULD BE BUD ARAQDY FORD

DwhER RELATIONS YOR/BENCHMARKING D@7 11798 FANCARTG




o9/11/ 36 MASTER OWMER RELATIONS SYS5TEM 11 14, 21,03
SRS IEXCCCXC- S SIS CCSSSCS S S S EIS SRS CEER-SCEESCEET AANUTaEN--rE#-——mM k=== ========
EGBZ B GRF: DB CONCERN COMTACT YEH T¥PE: CAR

S0R 0 1 CONTACT WBR: 1DR27ERTO OFENED: 12/1B/1997
VIN: z ENGINE: C CLOSED: ©3/0%/ 1998
EEEE E R B CEFENEENAEENEEERNENF s tRd - -==S===c-SCSCSCSEA==T=EN=S
LAST MAME: STATUS: CLOSED
T1TLE: est e : TN I

ADDRESS: RO

CITY: KING GEORGE STATE: Wa Z2IF: _
voue prove: NN cus. ceowc:

MODEL YEAR: MAOEL : FRDBE

MILEAGE: 120000 wiD:

DEALER NAME: CLIFT MOTOR COMPAMY SALES CODE: 127431 F R & DOOSE
CAUSAL CODES: 1207 1204 SYMPTOMS: io4100

ORIGIN; Go TRANS. DST/RGN: 27 TRANS . DATE:
SERVICE/SALES: 1 COMTACT DATE: O1/05/19498
ACH. CODE; ASSIST CODE: F AMARD AMT: O SURVEY: ¥ (¥ OR M!
AUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

ODFEM RECALL: OWNER WOTIFIED: MICRD:

COMMENTS:

1997712714

wiv YEHICLE THWVOLYED IM RECALL 55559 was
==+ WEHICLE 1NVOLYED 1M RECALL 9G548 +++
wed NAVIS: SUBSEDQUENT =#%

CUSTOMER S5AYS:

=DRIVER’S SIDE AUTOMATIC SEAT BELT IS 1WOPERABLE
~PART WAY BE ON WATIONAL RECALL BACK-ORDER
=00ES NOT HAVE TRANSPORTATION

-NEED5 A LOANER VEHICLE

M

PER CUSTOMER, DEALER S5SAYS:

~PLACED AN ORDER

-15 DN NATIDNAL BALCK-OROER

-

CUSTOMER SEEKS:

~TO0 KMNDW THE STATUS OF THE BACK-OROER

-4 LOAMER VEHIGCLE FOR THE TIME OF REPAIR
L]

Cal ADVEISED:
~RE: PART STATUS
~INFORMED CUSTOMER FORD MkY EXFER[ENGE A BACK-DROER S1TUATLOM

~INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MODST CLRRENT UPDATES ON FART
DELAYS

~RE: LOAMNER
-INFORMATION HAS BEEN OOCUMENTED AND FORWARDEO TO THE OEALER

~REGQUEST MW5. BETTY CLIFT (CUST REL MNGR/ 5YC MHWER) TO COWTACT THE CLUSTOMER
WITHIN 2 BUSINEES QOAVS

~+=e+DEALER NOTE: CHECK [ROGE FOR RECALLS 96548 AMD 298338; MAY BE ABLE TOD
CONTACT RENWIM FOR LOAMER APFROVAL m 1-BDO-31=-S621+4+

OWWER RELATIONS VOP/RENCHMARKING 08/11/98 FAACARTG




0af11/98 MASTER OWMER RELATIONS SYSTEM TI 14.21.02
EEEEERCTEEsEE s A P AEEEEEE X O === radmkAbRbAIENANEEEEEEEERIEDESSSSSS=S=SSSS
GGRZJA GRF: 06 COMCERN CONTACT ¥EH TYPE. CAR

SDR 10 ZN/TR: G1 CONTACT NEHR: 108276879 OPEWED: 12/18/1997
VIN: 12vrr2oc4cs ENGIME: T CLOSED: O1/0%/F1998
YT v rr sy rER R R LR L R TR D N E L E R R E e
1997/12/21

v MAVIS: SUBSEQUENT ===

CUSTOMER SAYS:

—THE CSR JULIE SAIN THAT HE WAS AUTHORIZED FOR A | DANER AMD THAT SHE wOULD
SEND THE IHFD TO THE OEALER THAT GI¥ES THEW THE PERM[SSION THAT IS5 DN THE
COMPUTER

-THE NEALER SAID THEY DID WOT RECEIYE THE APPROVAL FRAM FORD

-C5R HAD PUT HIM ON HOLD AWD SAID THAT SHE CONFIRMEDR WITH HER MANAGER THAT
SHE GOT THE AUTHORIZATIOMW Th GIVE HIM A LOANER

-h LOAMER WAS FPROVIDED BECAUSE OF THE CIRCUMSTAMCES ACCOROING TO WJULIE

L]

PER CUSTOMER, DEALER 5AYS:

=THEY HAYE MAT RECEIVED ANYTHING FAOM FORD

]

CUSTOMER SEEKS:

-LOANER

-WANTS THE CAC TO CALL BACK WITH PROPER INFORMATION

*

CaC ADYISED:

=THE LOANMER 1% WOT PROVIDED AS PROVISION OF THE RECALL

-AS IT STANDS THERE [5 NC LOCANER FROVISIDN FOR THE RECALL

-IF THE PREYIDUS CSR WAS GIVEM APFROVAL FOR & LOAMWER THERE IS NO INFORMATION
STATING WAERE THE APPROVAL WAS QIVEN

=THE INFORMATION WILL BE LOQKED INTO

GIVING HIM THE CORREGCT INFOD REGARDING A LOAMER

1928 /01 /05

AFNTHIS IS THE CLOSING COMMENWT

»»T 0. SCHUSTER, CSMés

-GEALERSHIP HAS PLACED AN ORDER FOR THE RERALL PARTS WHICH ARE CURRENTLY ON
BACKORDER.

-RE: LDAMER VEHICLE ., THE RECALL DOES NGOT PROVIDE LDANER ASSISTANCE ., NOR WaAS
THERE A PROVISION UMDER THE WARRANWTY [(WHICH HAS EXPIRED|) THAT FROVIDES LOANER
VYEHICLES. THEREFORE FORD WILL NOT PROVIDE A LOANER OR LOAWER ASSISTAMCE.
¥WATHIS I5 THE CLOSING COMMENT

CONTACT CLOSED

son MAVIS: SUBSEQUENT s=w

s VEHICLE IWNVOLVED IM RECALL 9654B =»+«

CLUSTOMER SAYS:

- CUSTOMER IS5 CALLIMNG BACK FOR THE THIRD TIME

- THE SEcOND TIME mE CALLED, HE WAS TOLD THAT HIS PREVIDUS CONVERSATION
WAS maT RECORDED 1N THE MORSII SYSTEM

= HE Wa5 TOLD BY THE LAST CSR THAT THEY WOULD LODDK INTO THE SITJATION AND
CALL HIM BACK, BUT SHE NEVER CALLED BACK

- HE 15 INVOLVED IN SAFETY RECALL 98548

- THE DEALERSHIP OROERED THE PARTS FOR THE RECALL ABOUT B WEEKS AGQH
(11/20/97)

DWNER RELATIONS WOP/EENCHMARKING ©0711798 FANCARTG

L




so/11/98 MASTER OWNER RELATIDNS SYSTEM 11 14.24.08

FE=R==—=-—-ctcocxx=-=-crcc-cc-cEmE-ANEE NN MERNCcH BE-AEEsEEcEEEREE-ENE-EdA--@F-cil=-hi=--—uE=-—cE-xAE=-wm
G628 GRP: 0G CONCERN CONTACT YEH TYPE: CAR

SOR 10 ENFTR: CONTACT NHR: 10927673 OFENED: 13/1Bf1397

VIN: 1z\rpmncu5* ENGINE: C CLOSED: O1/05713%98

cxEREEaSSAddNESFEFFFEEEEEFEN EIEFESEE I EEESENFENFErFEENFSEEEFABEEAENEwAEEEEY HEEESN

1968701705

- HE WAS TOLD THAT THE PART IS5 ON MaJOR BACKOROER AMD THERE 15 MDT
ESTIMATED TIME OF ARH[VAL FOR THE PART

- THE PART MUMBER 15 F72ZE6181004%R

= HE CANWNDT DAIVE THE VEHICLE BECAUSE IT WILL NOT PASS 1NSFECTIODN  WITHOUT
TH1S SEATBELT REPAIR BEING DOME

= CUSTOMEA CAN BE REACHED BY PHOME UNTIL 3FM AT WORK AMD AT HOME AFTER  3PM
. )
PER CUSTOMER, DEALER SAYS:

- M5. BETTY CLIFT (OWNER/GEMERAL MANAGER}, SA1D  SHE ORDERED THE PART AT
LEAST 6 WEEMS AGO

- SHE WA% TOLD AT THE TIME OF ORDER THAT THE PART WAS ON MAJOR BACKORDER
AMD THEY OID WOT KWOW WHEN THE FART WOULD BE AWAILAELE

- SHE DID MOT HAVE &MY LOANER VEHICLES AVAILABLE

- SHE WOULO CALL REMKIM [PER THE DEALER RECALL ANNOUNCEMEMT  LEITER)  AND
INQUIRE ABOUT THE REMTAL CAR APPROVAL

- EHE WMOULD CALL THE CUSTOMER BACK AWND [NFORM HIM IF IT IS5 POSSIBLE TO
RECEIVE A REMTAL YEHICLE WHILE THE PARTS ARE OM RACKORDER

x

CUSTOMER SEEKS:

- A LDAMER/RENTAL VEHICLE

= YWEHICLE REFAIRED PROPERLY

]

CaC aDVISEDR:

RE: LOAMER/RENTAL VEHICLE AND 95548 RECALL REPAIR

- PER TEAM LEADER APFPROVAL, CSR MADE AW OBC TO THE DEALERSHIP

- PER DOBC TO DEALERSHIP, M5. BETTY CLIFT |OWNER/BEMERAL MANAGER), SAID SHE
DRDERED THE PART AT LEAST & WEEKS AGD

~ SHE WAS TOLD AT THE TIME OF OROER THAT THE PART WaS ON MAJDR BACKORDER
AND THEY DID WNOT KNOW WHEN THE PART WOCLILG BE avAallLABLE

= SHE SAID SHE DID MOT HAVE ANY LDAMER VEHICLES AYAILABLE

- SHE SAID SMHE wWoOULD CALL RENKIM (PER THE DEALER RECALL ANWDLNCEMENT

LETTER) AND INQUIRE ABOUT THE REWTAL CAR AFFROVAL

- SHE XATD SHFE WOULD CALL THE CUSTDMER BACK AND IWFORM HIW IF IT [§ FOSZIALE
TO RECEIVE A RENTAL WEHICLE WHILE THE PART: ARE OM HACKOROER

- L5k VERIFIED THAT THEAE ARE Twl PREVIOUS MORSII SuUSYOMWER CONTACTS
REGARDING THIS ISSUE AND ADDED COMMENTS TOD THE CONTACT
1558/01/08

x4 NAVIS: SLBSEQUENT s+=s

CUSTOMER SAYS:

= CALLIMG BACK REGARDIMG SAME COMCERM A LOANER WHILE WAITING ON A& FART FOR
- HE IS AT THE EMD OF HIS ROPE AND WILL CONTACT THE SAFETY

ADMINISTRATION

- WANTS A SUPERVISDR TO CONTACT THE REGIAMAL REPRESENTATIVE TD SEE IF THIS
FART CAN BE SENT A3 S0O0N AS POSSIBLE HAS MOT HAD HIS WEHICLE FOR T WEEKS

- SPOKE WITH MS. CLIFT TODAY

'

PER CUSTOMER, DEALER SAYSG:

OWHER RELATIONS VOP/EENCHMARKING 0Uf11/98 FAXCARTE




0af11 /98 MASTER DWMER RELATIONG 5YSTEW 1T 14.21.02
EEEEmEEESEEas imrARAEEEIEON S-S LSS S S-S CSCSCSCS S xasAXI ke USLUEEEEEEREENERAEREEFESESEESSSCS
BEA2JE GRP: QB COMCERN CONTACT VEH TYPE: CAR

SOR 2 IN/TR: _G1 CONTACLT MEBE: '092TEATS DPEMNED: 12/18/1997
WIN: 1Z¥PTIQC4ALS EMGINE: C CLOSED: ©1/05/F1998
EFEEEEEODOCEEr=========reki ELAEEEEEEEEEEEF S S S SIS S S S SSSSSSSoCSSSISSra-=SixEdEd
1998/01/08

- TOLD CUSTOMER THAT REMNWIM WOLLD NOT PROVIDE A LOAMER

- HAS SPOKEN WITH THE REGIONAL REFRESENTATIVE WHD 15 LOOKING INTO THE PART

ORDER PER MS. CLIFT

- HAS WNOT HEARD FROM THE REGIONAL REPRESENTATIVE AS OF YET TODAY

L]

CUSTOMER SEEKS:

= PART

L )

CAC ARVISED:

- MADE OBC TD DEALERSHIP TOOAY TD M5, CLIFT SHE IS WAITING TO HEAR FROM THE
REGI!OMAL REPRESENTATIVE WHO IS5 WAITING TR HEAR FROM HIS FEQPLE

- OOCUMENTED INFORMATIOM TODAY CUSTOMER WANTS MORE DOME

- WANTS A CALLBACK FEDM A SUFERVISOR TO SEE [F THEY CAN CONTACT THE
REAIOMAL REPRESENTATIVE

- TOLD CUSYDMER EVERYTHING IS BEING DOME THAT CAN 8E OONE WE wWILL DO ouR
BEST

DWHER RELATIONS YOP/PBENCHMARKING D9/11798 FAXGARTG

e




ﬂgfiifﬂﬂ MAGTER DWMWER RELATLONS SYRTEM I1 14.21.02
====.--.======I--..======.‘-'=======.-I--q---====-'I.-‘---:::=:====-...========
BOOICW GRP: 4 IMFORMATION CONTACT VEH T¥YPE: CAR
ORLANDD 24  ZN/TR: CONTAET WER: 100280400  OPENED: 1271971867
WIN: 1zwr:uc4L5ﬁ ENGINE: C CLOSED: 1271971997
sS=s=cxmBEBEERRMI-C=-—= =1_-===---.---.----==----.-'---===:=:=---...;:::::!t..-';:::
LAST NAME: STATUS:

TITLE: FIRST NAME: - MI:

ADORESS:

CITY: STATE: 21P:

HOME PHONE : BUS., PHONE:

MODEL YEAR: a0 MAaDEL: FRDBE

MILEAGE : 87000 wsh

DEALER NAME: WEN MARKSFORD INC  SALES CODE: 124206 P & &: D4BOT
CALISAL CODES: D4D4 210% SYMPTOMS: 104100

DRIGIN: an TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 COMTACT OATE:

ACK. CODE: A55T5T CODE: AWARD AMT: O SURVEY: (Y QR NI
BUILD DATE: CALIRRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1807712719

sex WAVIS: SUBSEQUENT +++

CUSTOMER S5AYS:

-aoyFRIEND ., N CALLING FOR THE GIRLFRIENO.

-BY wnkD OF MOUTH WE HAVE LEARMED THAT THERE IS5 A RECALL ON THE SEAT RELTS.
-WE HAVE NEVER RECEIVED WOTIFICATION DF THIS.

-THEY 5AY¥ THE SEAT BELT PART IS5 ON BACK ORDER.

-WE HAQ TO OO0 THROUGH A COMPLETE WIGHTMARE TO ZET THE SEAT EELT REPAIRED.
~ANDTHER CEALERSHIP SAID THaAT THEY COULD HAVE BOTTEN THE JOB DOME FASTER.
-TDOAY TONY CALLED AMDR SAID THAT THEY WOULD NOT REFAIR THE RI1GHT S5TRE SEAT
BELT.

-500# FROM TONY AT THE DEALERSHIP.

L ]

PER CUSTOMER, DEALER SAY¥S:

-PER SERVICE DEPARTMENT, WE HAVE INSPECTED THE LEFT SIDE AMD 1T IS FINE, THE
RI1GHT SIDE SEAT HELT WEELS TD BE REFLACED...CALL BACK IMN A COUPLE OF MOMTHS
T0 SEE 1F WE HAYE THE FART.

-pEA TONY, WE WiLL REPLACE BOTH SEAT BELTS.

&

CUSTOMER SEEKS:

~SEAT BELTS REPAIRED.

[ ]

CAC ADVISED:*s+»0BC TO DEALERSHIP++«+PER RAN LALAS, THE RECALL INVOLVES
INSPECTING THE SEAT BELTS ANO THAT 15 WHAT wE DI1D...THE SEAT BELTS WERE FINE
AT THE TIME THAT WE I!NSFECTED THEM.

“ADVISED CUSTOMER APCORDINGLY AMD ADVISED THAT HE SPEAK WITH THE SERVICE
MAMAGER FOR FURTHER CLARIFICATION.

DWNER RELATIONS VOP/BEMCHMARKING ©O3711/58 FAACARTG
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QE/11 /9B MASTER ODWNER RELATIOWS S¥STEM I1I 1d 21 .02
EEGIKREF- == ==c=c=====a3dc-cECc--aomEEEEEEEEmildnd b dbadunbl b AR ENSEEREIESAENFEEEEEEEEREEN
GAQTCGE GRP: D1 COMNCERN CONTACT YEH TYPE: CaAR

SDR 10 INJTR: L1 COMTACT MBR: 1095283031 OPENED: 1271971997
VIN: 1zvpT20c LS| ENGINE: € CLDSED: O1/032/1998
ScraracREARE EFFEFEFF-] ABEEFSA=S=SS=S=SSS =SS SS=S=SREFEmFEE==S========
LAST MNAME: STATUS:

TITLE: FIRST MAME: _ MI:

ADDRESS :

CITY: STATE: [1H ZIP:

HOME PHOME : h BUS. FHOME ! F

MODEL YEAR: 950 HODEL :

MILEAGE : 120000 WD

DEALER WAME: TODM SHERIDAN F-M INW SALES CODE: 148085 P B A D2T2D
CAUSAL CODES: 1203 1208 1304 SYMFTOMS: 104 1003

ORIAIN: GH TRANS. D5T/RGN: 48 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/28f1997
ACK. CDDE: ASSIST CODE: w AWARD AMT: O SURVEY: ¥ [¥ OGR M)
BuILD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRD:

COMMENTS:

1957/12/19

ses THIS CONTACT IS QPENED RBUE TD OPEN RECALL 98548 a1y

nee HWAVIS: ORIGINA]L ++4

CUSTOMER SAYS:

~MOTORTZED SEAT BELTS (ORIVER SIDE] ARE WOT WORKING PROFERLY
-PARTS OW BACK RDER FOR THE RECALL

-
PER CUSTOMER, DEALER SAWS:
-PARTS IN RECALL DN BACM OROER

-TOO0D MAST, SERVICE MAMNAGER, TOLD CUSTOMER THEY EXFECT Td GET PARTS IN
FEBRUARY

-

CUSTAOMER SEEKS:

~THE PART

-

CAC ADVISED:

RE: RECALL 96548

=INFORMATIDN A% BEEM DOCUMEMTED AND FORWARDED TO THE DEALER

~REQUEST MR. TODD MAST SYC MHWNGER TQ CONTAGCT THE CUSTOMER WITHIN 2 BUSINESS DAYS
RE: PART DELAY

- INFORMED CUSTOMER FORD MAY EXPERIENMCE A BACK - DROER SITUATION

= IMNFORMEDN CUSTOMER PARTS MAMAGEE CAM FROVIDE MWOST CLRRENT WPDATES OM FART
DELAYS

ODWMER RELATIONS VOP/FHEMCHMARKING D9/11/989 FAXCARTS




oz/11/98 MASTER OWNER RELATIONS SiSTEM 11 14.21,.02
===F=IlIllt:::::-:.:llll=:-:==l'.|=l=I.--b-=-:----l..--;=.—:::;=--’=n:==|:=.,..'=..====
2407CA GRP: O COMNCERM CONTACT YEM T(PE: CAR

SOR 10 INJTR: L CONTACT NBR: 1092M30 42 OPENED: 12/19/1997
VIN: 1szfiuc3L5“ ENGINE: € CLOSED: 01/0%/1998
FEFETEEEE oo ENENNE Nk N T =0 .:”:::l:..'-‘-‘-=.-ll.—----.-:n:-.-.-::::::-‘-
1987/ 12723

ON 10/22/97 [ CONTACTEQ JACK BURKETT OuR FCSH REP TD LET FMC KNOW THERE
WAS B PRODELEM WITH THE AVAILABILITY ON THESE PARTS AND THE CURRENT DATE FDR
RECEIFT WAS S5IX MONTHS AFTER QROER. AT THE SAME TIME THE ISSUE WAS PRESENTED
df DEALER COUNCLE. KO FIX QR EXPEDITING HAS BEEN INITIATED AY ¥OU, THE
MANUFACTURER. I WILL CONTACT FCEO DIRECTLY TODAY AND REQUEST A PHONE CALL BE

MADE FROM THAT ENTITY TD EXPLAIN TO THE CUSTOMER wHY PARTS ARE NOT AVATALBLE,
AND HOW THE MALUFACTLURER FLANS TO LESSEN THE WAIT.
TIM SHERIDAN GM
199713/23

CONTACTED BY HEATHER GLENN FCSD, WHO PROVIDED US WITH LPDATED PARTS INFO,
MEW EXPECTED RECEIPT DATE ON PARTS PER DOES 1! FIAST FART OF JANLARY,
ATTEMPTED TD PASS THIS INFORMATION TO CUSTOMER TWICE TODAY AT HOME NUMBER,

THERE WA5 ND ANSWER. WILL CONTIMUE TC TAY TD UFDATE CUSTDMER. WMEN PARTS
ARRIVE, SERVICE W1l L BE PERFORMED.
1887/ 12/28 .

#¥¥FTHIS IS THE CLDSIHG COMMEMT

LEFT MESSAGE FDR CUSTOMER DETAILING UPDATEDR PARTS EXPECTED SHIP DATE OF
EARLY JAMLARY. WHEN PARTS ARRIVE, S5ERVICE WILL BE COMPLETED.

DWNER RELATIONS VOP/HENCHMARKING O3/11/98 FAXCARTG




Da/ 11490

MASTER OwMER RELA

__________ ICECEEEm

TIONS S¥GSIEM [1 14.21.62

mEENAENENANEEBRINAEFPAERESFSAASASSSSSSSRSSER

g484BP GRE: 17 CONCERN CONTACT YEH TYPE: CAR

5DR i1+ INSTR: K1 CONTACT NBE: 109284810 QOPENEDR: 13/22/51987
ViIN 1ZVPT2IUELS ENGINE: W CLOSED: /0971958
EEE=S=S===== EEAOH=F==S=S=S=S=S=S=S===S=S=S=S=S=S=S=-S=SI-=CTICC=achxEAaREE&
LAST MAME : STATUS: CLOSED
TITLE: FirsT nae: [T~

AODRESS:

e i . i —
HOME PHOME : BUS. PHONE:

MODEL YEAR: ag MODEL: FROBE

MILEAGE: 114000 W50 :

DEALER WAME: MCFARLANDFDRD-MERCU SALES COOE:; 147535 P& oA: Q2051
CAUSAL CODES: 1042 10RA GYMP TOMS 104100

ORIGIN: [<{u] TRANS, DOST/RGM: 47 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/30/1997
ACK. CODE: AS5IST CODE: R AWARD AMT: 0 SURVEY: ¥ [Y¥ OR M}
BULLD DATE: CALIBRATION:

ESP INFO: EXKPIRES:

OPENM RECALL: AwWNER MAOTIFIED: MICRO:

COMMENTS:

1997/13/22

#++» THIS CONTACT IS OPENED DUE TO DPEM RECALL 96548 23+
wew PARTS DELAY DOVER 30 DAYS ++«
wes NAVIS: SUBSEQUENT ==+
CUSTOMER SAYS:
- EUSTOMER [5
- I AN TRYIHE TO GET RECALL NUMBER 96548 PERFOAMED
- I HAVE BEEN WAITING FOR THE PART SINCE MNOVEMBER 24TH

»

FER CUSTOMER, DEALER SAYS:
- PER SOMEOME IN SERYICE,
L )

CUSTOMER SEEWS:

- RECALL PERFDRMED

»

CAC ADVISED:

-INFDRMATION HAS BEEM DAOCUMEMTED
T THE REGIONAL OFFLCE.

-REQUEST MR.LTEVE BROWM |SWC MHMGR) COWNTACT THE CLSTOMER WITHIN 2 BUSILINESS
DAYS

1998/ 01,/00

rrwfHiS I5 THE CLOSING COMMENT

CALL FOAD PARTS DIV. ABQUT THE PARTS FORE RECALL 9&%44 THE PARTS DIV. ADVISE
US THAT PARTS WILL NOT BE AVAILARLE UNTIL 02/720/199B calLlL cusT. DN 127301997
ANWISE HER THE PARTS WILL WAT BE AVAILLABLE UNTILL 0272071998 CUST WAS LIPSET

WE DON'T EMOW WHEM THE PART WILL EE [N

AMND FORWARDED TD THE DEALEREHIP WITH A EOPY

AND WANTED TD KHWOW WHO wOULD BE RESPONSIBLE

IF SHE wWQULDOD HAVE AN ACCIDENT INM

HER WECH. TOLD CLIST.

STEVE EROWN 5vC. MGR.

OwWNER RELATIONS VOP/BENCHMARKIWG OB/11/98

o

THAT I COULD NOT ANSWER THAT QUESTLAON.

FARCARTG




Go/11,/98 MASTER OWMER RELATLONS SYSTEM [I 14.21.03
—cc—mEARLIERERSs == - amadERAANESE==c-=- =R RS EEEAITES S SIS SS SSSSCSCOEEEEEmAd RAEEEEOTS
05 5OMR GRE: OB COMCERM COMTACT VEH TYPE: C4R
MEMPHIS 23 ZNSTR:  ai CONTACET NBR: 10GZ2E9TRET OPEMED: 12/23/1997
YIM: 1ZUPTINCOL ENGLINE: C CLOSED: 010671998
AEEEEERT==SC-CcaamdEFEREEEE®ERCZSSSSS AEEEEEEEE IS S CSCSCSCSCS o CSaEATEmIasd BEEFEEEEEXES S-S CSsEm
LAST MAME: _ STATUS:. CLDSED
TITLE; rresT nane: [ ¢

ADDRESS:

CITY: “ STATE: AR 21P: -
HOME PHONE : AUS . PHONE : F

MIDEL YEAR: B MDDEL :

MILEAGE: 1 Wil

DEALER WAME: FLETCHER-TATE FODRD SALES CODE: 123207 P& A O1480
CAUSAL CODES: 1203 12RA SYMPTOMS: 104 10

ORIGIN: an TRAWS, DST/RGM: 23 TRAMS . DATE:
SERVICESSALES: 1 COMTACT DATE: 12/30/19497
ACK. CDDE: ASSIST CORE: W AWARD AMT: O SURVEY: ¥ [¥ OR N)
BULLD DATE: CALIBRATION:

ESP INFO: EXP1lRES:

OPEW RECALL: OMWMER NOTIFIED: KICRO :

COMMENTS :

1927/12/33

s=xv MILEAGE UNAVAILABLE w&=

weehl] VIN AVAILABLE==+

CUSTANER SAYS:

= CUSTOMER HAS BEEN MAITING FOR SEAT BELT PART
+

FER CUSTOMER, DEALER SAYS:

- WO CONTACT WITH DEMLER

L 3

CAC ADVISED:

- CUSTOMER DISCONNECTED BEFORE CALL HAD CONTIMUED

THIS COMTACT IS AN UPGRADE OF CONTACT MUMBER 109930853
wou WAVIS: PROGRAM +4=

¢#=+ UNIOWLE CIRCUMSTAMCES PER JFETTER1 +4#

wvw THIS CONTACT 1% OFENED DUE TO OPEN RECALL 96548 +x»

FOR RECALL SINCE July

iS CaLLING QW HEHALF OF HER DAUBHTER CALLED EARLIER AND WAaS

DISCOMMECTED

= HAS BEEN WAITING FOR A PART FOR THE SEATBELT SINCE uLLY

- THE BRIVER'S SIDE SEATEELT 15 NOT WORKING AT ALL

- 1% WERY CONCERNED THAT THIS MAY CAUSE THE LIFE OF HER DAUSHTER

DWNER RELATIONS VYOR/PENCHMARKING 09/11/98 FAXCARTE
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0911 /98 MASTER DWMER RELATIONG SYSTEM [I 14.21.02
EEEEEEEEEEEEEEEENA M AT EEEWECEC - - - =SC- S-S S-S S-S E=S=SS=XAFSAIIENEEAdmmERRA-—_————==-—====—==
DSSaKR CRE: 05 CONCERM CONTACT VEH TYPE: CAR

MEMPHI S 24 PHSTR: At CONTACT WBR: 10S2BOTET OPEMED: 12/23%/1997
VIN: 1ZWPT20CHL ENGINE: C CLOSED: Q170871998

1997/ 12523

PER CUSTOMER, DEALER SaYS5:

= WAITIMG FOR A PART

L )

CUSTOMER SEEKS:

- TD HAVE THE SEATHELT REPAIRED

[ 3

CAC ADVISED:

~INFORMATION HAS EEEM DOCUMENTED AMD FORWARDER TO THE DEALERSHIP WITH A COPY
TO THE REGIANAL COFFICE.

~REQUEST MR, RANDY DILLINGER{CUST. REL MNGR/ SYC MNGR! CONTACT THE CUSTOMER
WITHIN 2 BUSIMESS DAYS MACE DUTBOUND
CALL TO THE DEALERSHIP TALKED Ta _

- THE PART (5 NOT AVAILABLE YET

- THE GACKORDER OATE LOOKS LIKE MARCH OF NEXT DF YEAR

#44THE FOLLDVING SYMPTOM CODE(S) WERE REMOVED: 801900

#¥STHE FOLLOWING CAUSAL CODE(S) REMOVED FROM CDNTACT - 1012

1997/13/30

FNETHIS 1 ENT

TALKED TD AT TROTTER FORD ABDUT CLSTOMER. PARTS HAVE BEEN
ORDERED AT THAT DEALERSHIF. CONTACT WAS DPENED TO WRCNG DEALER. MR. DILLINGER
IS TAKING CARE OF CLUSTOMER. PLEASE CLOSE CONTACT.

OWNER RELATIOWS VODP/BENCHMARKING (9711798 FASCARTG




oaf11/a98 MASTER DWNER RELATIONS SySTEM 11 14.21.01
o R il R e R e Al R e
EC 1AMH GRE: 0% CONCERW COWTACT YEH TYPE: CaR

SAN FRAN 77 ZNATR - COMTACT WNAR: 109285381 OPEMNER: 127253/ 1597
VIN: 1ZVPT2OCIL ENGINE: C CLOSED: 12771 7{Qg7
LAST NAME : - STATU

TITLE: FIRST WAME MI:

ADDRESS:

CITy: STATE: _IP:

HCEME PHONE: EUS. PHOMNE:

MODEL. YFAR: ac MOGEL: PROBE

MILEAGE: 49000 weh:

NEALER MAME: JONES-WEST FORD SALES CODOE: 172404 F & A OTEQD
CAUSAL CODES: 1912 1204 1203 SYMPTOMS - 104100

CRIGIH: an TRANS. DST/RGN: 72 TRANS. DaTE:
SERVICESSALES: 1 COMTACT DATE: 1272471997
ACK, CODE: ASSIST CODE: M AWARD AMT: Q SURVEY: ¥ (¥ OR N}
AUILD DATE; CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: [HINER MOTIFTED: MICRO:

COMMENTS :

195712723

4w+ YEWICLE INMVOLVED IN RECALL 96548 wr~

=*a THIS CONTACT IS OPENED OUE TO OPEN RECALL 96548 ~~=»

4@n NAYIE: SUBSEQUENT w«»~

CUSTOMER SAYE:

= CALLIMG FOR HER SON

THAT THEY RECE1VED A LETTER FOR A RECALL

THAT THEY HAVE TAMEM THE VEHICLE !N FOR THE RECALL THREE TIMES
THAT SHE DOES NOT FEEL SECURE

»

PER CUSTDMER, DEALER SAYS:

= THAT THE PART [8 DOW A 5IX WOWTH OELAY

= THAT IT MAY BE MID MARCH

L3

CLUSTOMER SEERS:

- 7O HAYE THE RECALL RERFORMED

*

C£AC ADVISEND:

= INFORMATION HAS BEEM OUCUMENTED AND FORWARDED TO THE DEALER

= REQUEST NR. HUD SAUMDERS [CUET REL MNGR/ S¥C MHNGR] TO CONTAEY THE CUSTOMER
WITHIN ? BUSINESS OAYS

= YERIFIED VEHICLE INVOLVEKRENT IN RECALL 98548

= INFDRMED CUSTOMER FORD MAY EXPFRIENCE A BACK - QROER SITUATION

- INFORMED CUSTOMER FARTS MAMALER CAN PROVIDE MOST {URRENT UPDATES ON PART
DELAYS
1597712/24

#d¥THIS [5 THE CLOGING COMMENT

CUSTOMER CALLED AND ADVISED PARTS WILL ARRIVE POSS FIRSY WEEK IN JAN 1998 &
CARD WILL BF SEHT BY OUR PARTS DEPT THEW REPAIRS WILL BE COONE

OWHER RELATIONS wOP/BEMNCHMARKIMNG 097117BR FAXCARTG




o/ 11,/68 MASTER OWMER RELATIONTS SrcifM ! 14, 51.0%
[ E A A LI R R R R R T ERDR LIS N R D i e N e e e b R
E593MS GRR:. 2A 15 CONCERN CSOWTALCT VEH TYPE: CAR

S0OR 10 ZHATR: CONTACT MBR: 109295578 OPEMED: 12/26/1397
VIM: 12¥PT20C 1L EWNGINE: € CLOSED: O1/13/1298
el A R AN I P E I N ETFECFTEEF TR EFIN - “HE T TEFT S S S S-S S SSSSSSSSSSSSSSSSSSSSSSSS =SS
LAST MAME: STATUS: CLOSED
TITLE: FIRST WAME: - MI:

AODRESS:

HDME PRONE : _ BUS. PHONE:
MODEL VEAR: MODEL ;

MILEAQBE: 104000 WS-

DEALER MWAME: SCHOENAARD FORD-L1N SALES CODE: 1587090 FE A OTFIIT
CAUSAL CDDES: 1012 SYMPTOME : 104 100

ORIGIN; G0 TRAMNS. DST/RGM: G&A TRANS. DATE:
SERVICE/SALES: | . CONTACT DATE: ¢1/065/1598
ACK. CODE: ASSIST CODE: R AWARD ANT: 0 SURVEY: ¥ LY OR N)
BUILD QATE: CALIBRATION:

ESF INFD: EXFIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENTS -

1887/12/46

s4+# VEHICLE INVOLVED IM RECALL S6548,/95599 ris

s¥x MAVIS: SUBSEQUENT =3

CUSTOMER S5AYS:

- RECEIVED A RECALL LETTER DM THE PASSENGER AMD DRIVER SEAT HELTS ASSEMBLY
- DRIVE S10E SEAT EELT NOT WORKING THE DTHER SIDE 15 OK

- I5 VERY CONCERM DUE Ta A RECENMT CAR FATALILTY [N THE FAMILY

= TAKE TH1S5 GETS TAKEN CAR OF VWERY 500N

»

PER CUSTOMER, DEALER SA¥S:

- UNABLE TO GET THE PARTS

- SHORTAGE OF BELTS

= CALL CaC AND PUT THE PRESSURE OM FORD

L

CUSTOMER S5EEKS:

- FART INFORMATLON

[

CAC ADVISED:

- INFORMATION HAS BEEW DOCUMEWTED AMD FORWARDED TO THE DEALER

- REQUEST MR.DOWALD SCHOEMHARD, [CUST REL MWGR) TO COMTACT THE CUSTOMER
WITHIMN 2 BUSIWESS DAYS

- INFDRMED CUSTOMER FORD MAY EXPERIEHWGCE A BACK - CRDER EITUATION

- INFORMED CUSTOMER FARTS MANAGER CAW PROVIDE MOST CURREWT UPDATES ON FART

DELAYS

1907 /12730

123097 WOTIFI1ED CUSTOMER THAT THERE HAS BEEN A& PARTS UFDATE TD THE RECALL THAT

WE HAD WOT AEEM AWARE OF. THE UPDATED FART WAS ORDERED EMERGEWCY 123047, THE
WARRANTY ADMINISTRATOR DEGE MEODOWELL ASSURED LUSTOMER THAT A% S00N AS THE PaART
TS RECEIWVED THE CLSTOMER wWOJLD EE CONTACTED.

OWMER RELATIONS wOP/RENCHMARKING 0371 1/98 FarlaRTE




Qaf14 /08 MASTER OWMER HELATIONS S¥STLM I 14,.21.62

-=_'!-===:I==...--::'I======.=...:-:::::::.“..ﬂ:-::ﬂ::-'ll::r:::::..-::-::::::--hp
E5EIME GRPE: xX15 COMCERN CONTAET VEH TYPE: CAR

SDR 1Q INSTR: CONTACT MER: 105795578 QPENED: 12/28/1987

YIN: 12¥PT20C 1L ENBINE: € CLOSEQ: Q171371938

EEFECEEFEANFcANE—r-———pgaIFEREE =====-‘8-----===‘=;..‘--.:::::.‘.:.::::::..-...::::
1988,/01 /06

A¥HTHIS [5 THE CLOSING COMMENT

12731 RTS OEPT RECEIVED THE MDTOR ASS5Y THAT HAD REEN ORDERED EMERGENCY .

CONTACTED THE CUSTOMER AND AN APPDINTMENT WAS SET UP. Q1705738
LL HEPAIRS WERE COMFPLETED.

CWNER RELATIONS VOP/BENCHMARKING 0%9/11/68 FAMLCARTO




09711738 MASTER OWMER RELATIONS 5YSTEM 1t 14, 21.02
BN ARSI AN C I Er =SS =SS S S S S C R ANENNENENE AR RAEE X = =SS CSC S SN ANNEENSkEIEI--=—=c-c-==—=—mm
Bl14K.4 GRF: AXOS9 REGION [NYWOLVEMENT COMTACT YEH YYPE: CAR

TWIM CITIES 5B ZNSTR: CONTACT MBR: 1083297723 OPEMED: 12/3971987
vIM: 1ZUPT21U1LEh ENGINE: U BLOSED: £1712/1998
LLL L L EL E EF EEEEEE A r === S EEEENEESdEs T === EEEEEEN
LAST MAME: STATUS: CLOSED
TITLE: First vave: [ -

ADORESS *

CITY: STATE: HIP: -
HOME PHONE : BUS. PHONE :
MOOEL YEAR: MODEL ; FROEE

MILEAGE : 13000 WED :

DEALER HAME: TENVOORDEMOTOR CQ  SALES CODE: 158584 FE A O94Ta
CAUSAL LDDES: 10143 10RA SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/RGMN: 53 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: f11/12/1a58
ACK . COGE: ASSIST COOE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIARATION:

ESP INFO: EXFIRES:

OPEM RECALL: DWMER NOTIFLED: M1CRO:

COMMEMTS :

1887/12/49

#xs THIS CONTACT IS OPENED DUE TO OPEN RECALL 96548 & 95599 wsa
#sx PARTS DELAY OVER 20 DAVS =ev

s NAVIS: SUBSEQUENT #++

wes UNTOUE CIRCUMSTANCES PER MGUSHO sxv

CUSTDMER SAYS:

- STILL WAITING ON PARTS

- SPOKE WITH JOHN MART

- BEEN WAITING DN PART SIMCE WJULY
"

. DEALER EAYS:
I waS TOLD NDT TOD EXPECT ANYTHING UNTIL MARCH 1998

L ]

CUSTOMER SEEKS:

= PART INFORMWATIOM

+

CAC ADVISED:

« INFORMATION HAS BEEN DOCUMENTED AMD FORWARODED TQ THE DEALERSHIP WITH & CODPY
TD THE REGIOWAL OFFICE.

- REQUEST MR. BRDE KNOELACH |SYWC NNGR) CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DOAYS

1998701/ 12

F¥¥THIS IS THE CLOSIME COMMENT

CUSTOMER wWAS IN DEALERSHIP 12JANGE. DEALER PERFORMED RECALL DS54%. NO FURTHER
ASSISTANCE MEEDED AT TH!E TIME. DEALER WAS AWESOME|

OWNER RELATIONS VOR/BENCHMARKINMG O5/11/08 FAKCARTG




02/11/%8 MASTER OWNLH RELATIONS SYSTEM 11 14.21.02
Ll ERRRLERNNERELELLRESEREREESNRENRELEEBEERERNEENFN B ey R R N RN
172LAH GRP: KED7? THMFORMAT TON COMTACT YEH TYPE. CAR

TWIN CITIES SA IN/TR: 1 CONTACT MER: 109081530 OPENED: 10/27/71997
VIN: 1sz121un|.5h ENGINE: Lt CLOSED 1072771597
SE=E=-Fr=-gpa-an EhE I aEE RN -z iz =-=-cxrhR- - - - - CSErCESCSEACSEEOEEIDEEXgEN
LAST MNAME: STATUS: CLOSED
TITLE: FIRST NI.HE:- MI:

ADDRESES:

CITY; I STATE: MN ACTEEN |
HOME PHONE : eus. rHDNE :

MODEL YEAR: 4] MODEL : PROBE

MILEAGE : AT O w3l

DEALER MAME: TEWNVAORDEMOTOR CO S5ALES COPE: 138584 P E A D9473
CAUSAL CODES: 1012 SYMPTODMA: 104 100

OQRIGEN: &a TRANS, DST/RGN: TAAMS . DATE:
SERVICE/SALES: 1 COMTAET DATE:

ACK . CODE: ASSIET CODE: ANARD AMT: O SURWEY: (¥ DR N}
EUILO DATE: CALIBRATION:

ESPF IWFO: EAPIRES:

OPEN RECALL: OWNER WNOTIFIED: MICRO:

COMMENTS ;

1997710727

e+ WAVIS: SURSEOUENT wvs

CUSZTOMER 3JAY¥S:

=1 AM HAVING TROUBLE AETTIHG RECALL 9554B LEFT SIDE Pa COMPLETED
MY DRIVER SIOE SAFETY BELT SHOULDER HARMESS DOESH*T wORK

~THE PART WAS ORDERED IN JULY

"

PER CUSTONER, DEALER S5AYS:

-THE FART IS STILL ON WATIOMNAL BACK ORDER

¥

CUSTOMER 3EERa:

-WHEN W1LL THE PART COME TN

"

CAC ADVISED:

- INFORMED CUSTQMER FORQ MAY EXPERLENCE A BACK - ORDER SITUATION
= INFORMED CLSTOMER PARTS MAMAGER CAMN PROVIDE MOST CURRENT UPDATES OM FART
DELAYS

OWHER RELATIONYS VOF/HENCHMARMING 0971198 FAXCARTS




08Ef11/98 MASTER OwWER RELATIONS SYSTEM 1! 14,2102
--I-I-.--n:::======:|::|iI-IIIII====:=========ll!IIJIIII:;:::::::::::::::::::::ll
BOO4TH GRF; XXx11 COMCERN CONFACT vEH T¥PE: CAR

sDR 10 INFTR: CONTACT NER: 1009248614 OPERED: 12729/1939%
VIN: 1ZVPT22L3LTS ENGINE: L CLOSED: 027041938
BRAARAOE======== oo ARMEBREEEEEBBER i S-S ES=SS=SE==S=ss=s==rsxzslAaRENER
LAST MAME: STATUS: CLOSED
TITLE: FIRET MAME: _ MI:

ADDRESS:

eITY: STATE: B4 21p: -
rome PrHonE : N gus. rHoNE: [

MODEL YEAR: 80 MOGEL : PROBE

MILEAGE: 80000 WSh:

DEALER MAME: ©CENTURY FORD [INC ShLES CODE: 144405 P& A: 02187
CAUSAL CODES: 1202 1204 SYMPTOMS: 10 100

ORIBIN: r{n] TRANS, DSTSRGN: 44 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: D128/ 1998
ACK.. CDDE: ASSIST CDBE: F AWARD ANMT. 0O SURYEY: ¥ (¥ OR M)
BUILO DATE: CALIBRATION:

ESP [NFD: EXPIRES:

OPENM RECZALL: OWHER WOTIFIED: MICRO:

COMMENTS

1997/ 14529

wes YVEHICLE INVOLVED IN BECALL 96548 «»=

wav MAYIS: ORIGINAL ww»e

CUSTOMER SAYS:

= CUSTONMER BROUGHT YEHIGLE FOR DRIVERS SIDE RECALL ON SEATEELT
- CUSTAOMER ARAUSHT 1IN YEHICLE FOR RECALL WORK IN SEPTEMEBER

- PART HAS BEEN DN BACK DRDER SINCE SEPTEMBER

.
PER CUSTDMER, DEALER SAYS:
- PARTS SHOULD BE IN NITHIN JANUARY

-
CLUSTOMER SEEKE:

- PART ORDER IMFORMATIOM
- BACK ORDER [NFORMATION

-

CAC ADVIESED:

svsRECALL

«INFORMAT 1OM HAS BEEW DOCUMEMTED AND FORWARDED TGO THE DEALER

-REGUEST MR.DON REAGLE TO CONTACT THE CUSTOMER WITHIW 2 BUSINESS DAYS
+»+PAATS DELAY

- IMFORMED CLUSTOMER FORD MAY EXPERIENCE 4 BACK - ORDER SITUATION

- INFDRWED CLSTOMER PARTS MAMAGER CAN PROVIDE WOST CURAENT UPDATES ON PART
COELAYS

1998/01 28

HA¥WNTHIS 15 THE CLOSING COMMENT

CSM: G. RUMINSK]

PER NON REIGLE, RECALL WAS PERFORMED OM 1/15/SR.

CUSTOMER 15 SATISFIED.

CLOSING COMNTACT

OWNER RELATIONS VOP/BEMCHMARKING O8/11/98 FAXCARTG

L




o9/11/98 MASTER DOWHMER RELATIONS SYSTEM 11 14_21.02
:=====:t.lIIII:===::lI.II'F:::===-illIl.-======:illI:l:=—'===:==::lll:n:::::::----p-
EESTDC ERF: 05 INFORMATION CONTACT YEHR TYPE: CAR

SOR 10 ZHN/TR: CONTACT MWER: 1093028a0 OFEMED: 12/30/ 1997
S H 1ZvPT 2005 ENGINE: CLOSER: 1243041997
Ill..::::-_:t.l..'::===BIHII--F-=====S--II--'I======IlI.lllllI:::::::ﬂ.-..l-----
LAST MAME: STATUS: CLOSED
TITLE: 1HST N&HE:_ Wi :

ADDRESA:

c1T¥: TATE: [ z1p: -
noMe HoNE . gUS. PHONE :

MOOEL YEAR: &0 MODEL : PRI

MLLEAGE: 102000 wsh:

DEALER MAME: HIMESVYILLE FORD €O SALES COBE: 121544 P& A: D4BSE
CaUSAL CODES: 3103 1012 SYMPTOMS: 1041060

CRIGIN: (] TRAMS. OST/REN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK, CODE: AS515T CODE: AMARD AMT: 0 SURVEY: {¥ OR N)
BUILD DATE: CALIBERATION:

ESP INFO: EXPIRES:

OPEH RECALL: DWNHER NOTIFIED: MICRO:

COMMENTS :

1847712/30

see NAVIS: SURSEQLENT 4%

CUSTOMER SAYS:

-DRIVER SIODE %EAT BELT I3 INOFERABLE

-TOOK £4R TO DEALER FOR REPAIER FIVE WEEKS AGD

-PARTS FDP RECALL WORK ARE CN BACKOADER
.

PER CUSTOMER, DEALER SAYS:
=RECALLED PARTS ARE OM RACKORDER

-NO IDEA WHEM FARTS wILL BE IN
*

CUSTOMER SEEKS:

-SPEEDY EXPEDITION OF PARTS FOR RECALL WORK
.

CAC ADVISED:
- INFORMED CLSTOMER FORD MAY EXAPERTENCE A HALK - ORDER S1TUATION

- INFOEMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOAT CURRENT UPDATES ON PART
DELAYS

-NARBE ORC, SPOKE WITH DAM IM PARTS, WHD SAID THAT PARTS SHOuULD BE IN QN
1412798

DWNER RELATIDONS VORFHENCHMARKIMG D9f11/88 FAXCARTG

L




pasi1/98 MASTER DWHWER RELATIONS SY¥STEM 11 14.31.02
Al EREEEEEPEFf====—=c-c-cxxASSIAFEEEEEETE - CS======s=s=====cscsxrrammbdkENEERESEEEENAFERFERE=S
0217UE GRF: XKX02 CONCERN CONTALCT YER TYFE: CaAR

LOS AMGELES ™ ZN/TR: D2 CONTACT MHR: 109307474 GEEWED: 1/032/1288
VIM: 1ZVPTIOCSL ENGINE: C CLOSED: 011571988
EEEIEEBFEAC=C==—=casEREN EENF=SE=S==S=SC==SSSSoCSrrxmaasasrsmmbaELlEEEREEEmEE S
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAHE:- MI;

ADDRESS:

CITY: STATE: &7 ZI1P: _
vome eront ;- [ aus . pronE : [

MODEL YEAR: MODEL : FROBE

MILEAGE: 43000 sl :

DEALER MNAME: BERGE FORO SALES CODE: 1T1175 P & A: 20305
CAUSAL CODES: 1203 1012 2JBO1 SYNPTOMS: 104 100

ORIGIN: ao TRANWS. DST/RGM: 71 TRANS, OATE:
SERVICE/SALES: 1 CONTACT OATE: 0170271898
ACK. CODE: ASSIST CODE: AUARD AMT: O SURVEY: ¥ LY DR W)
BLUTLD DATE: CALIARATION:

ESP 1NFO: EXPIRES:

OPEN RECALL: - OWMER NOTIFTED: WICRD:

COMMENTS:

199801 /02

wx* YEHIGCLE INVOLVED IN RECALL 96553 ==

wx» PARTS DELAY OVER 30 DAYS »x+

wav MAVIS: SUBSEGUIENT w==

CUSTOMER SAvS:

- BOOD ¥ FROW BLURGE FORD

- DRIVERS SIDE SAFETY BELT MOTOR IS WDT FUMETIONING PROPERLY

- HAS BEEN WAITING FOR 2 MOS SINCE INITIAL REQUEST HAS BEEM MAQE FOR FART
.

PER CUSTOMER, DEALER SaY%S:

- BACKORDER/DELAY [N INVENTORY

CUSTOMER SEEKS:
- FDR RECALL WDRK TO BE PERFORMED WITHIN FROGRAM GLIDELINES
Fl
CAC ADVISED:
- INFORMATION MAS BEEN DOCUMEMTED AND FORWARDED TD THE DEALER
- REQUEST MR.JERRY SULLIVAN(SYC HWNGR) 1O CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS-
¥AWTHIS I5 THE £LOSING CDMMENT
BERGE FORD IS THE OME*S wHO REFERED THIS CUSTOMER TO CAC. WHY WDULD YDU OPEN
A COMCERN CONTACT WHEN WE ARE AWARE OF THE PROBLEM, BEING THAT FORD HAS NOT
MADE PARTS AVAILABLE FOR THIS RECALL [N OVER 2 MONTHS. CUSTOMER ARE ALREADY
FRUSTRATED WITH FORD HOTOR COMPANY AND STARTIMG TO GET FRUSTRATED WITH DEALER-
SHIP. WHY ARE PARTS TAKING 50 LONG FOR & SAFETY RECALL.

sessssPLEASE RESPOMD TO GARRETT BLACKVELL, OWNER RELATIONS MANAGER++ssvv

DWKER RELATIONS YOP/BEMCHMARKING 0971179 FAXCARTG




Las11/98 MASTER OWMWER RELATIONTG Sral1EM 1) i4.21.02

—=rrmEmEsds R ALAREEREELEPSCSSSSSSCSSSSSSS SIS SIS SX¥ISSSSSLIoSIrIziSSSSraSramimmEzaemdddan
DZ1THS GRP: Kx02 COMCEREN COWIACT MER TrPE: CAR

LO% AMGELES T ZHN/TR: CONTACT WAR: 109307474 OFENED: 170271998

VIN: 1ZYPT20L5LS ENGINE: € CLOSED: O1/15/1828

EEEFEEEENEE I RS =S ssazcha s icAdAE AR RN S S S EEEEEEEESEEEEEEEEEE NN EEEEEEEEEEENEEEYT
1935/01 /08

#HETHE FOLLOWING CALUSAL CODEL{S) REMDVED FROM CONTACT - 1204

vrx FARTS DELAY OVER 20 DAYS w=~

wex THIS CONTACT IS QPEMED DUE TO OFEN RECALL 95548 & 95599 r»+
4+ HAVIS: SUHSEQUENT +++

CUSTOMER 5SAYS:

-~ CALLED THE DEALER B WEEKS AGD TD GET THE RECALL WORK PERFORMED
WAS TOLD THAT THERE 1% & QOELAY IN THE PARTS FOR THE RECALL
WOULD LIKE THE RECALL WORK FERFORMED ON THE VEHICLE

HAS WOT HEARD FROM THE DEALER ABOUT THE RECALL

THE SEAT BELYT TRACR IS NOT WORKING PROPERLY

PER CUSTOMER, DEALER SAYS:

- WO COMTACT PERSON GIVEN - PARTS MAMAGER
- BACKORDER QN PARTS

*

CUSTOMER SEEMS:

= RECALL WORK FERFDRMED

L

CAC ADVISED:

RE FART DELAY:

- INFORMED CUSTDMER FORD MAY EXPERIEMCE A BACK - DRDOER SITUATION

- INFOAMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURRENT UPDATES ON PART
DELAYS

RE RECALL:

=1INFORMATION HAS BEEN DOCUMEMTED AMD FORWARDED TD THE DEALER

-REQUEST MR. GARRETT BLACKWELL (CUST REL MKGR] TO COWTACT THE CUSTOMER WI1THIN
? BUSTNESS OAYS

OWNER RELATIONS YOP/BEWCHMARKING D9F11798 FAACARTA




09 11,/98 MASTER DWHER RFLATIDNS $vSTEM 1 14.21._09

LT E T SR T NN N S S FCENN G S RANCCASCREEMCSSiFEmEz:roCmed= == N mmm:c-—mEmm==
00831y GEP: DB CONCERN COMTACT ¥YEH TYPE: CAR
NEW YORK i3 IN/TR: M1 CONTACT MBR: 105308487 OPENED: O1/02/ 19%48

YIN: 1IVRT20CELS EMGINE ;: C CLOSED: Qff14/1954
B Ll L P E R E Y Y PR =====-ll=:====---i==ill-::=[I't-:::I'l.ll:-!:l!l--:::--
LAST MAME : STATLUS: CL

TITLE: FIRST MAME : - MI:

ADDRESS :

El1TY: STATE; IP:

HUOME PHONE : BUS. PHAONE:

MODEL YEAR: MODEL :

MILEAGE:; 7Aoo WsD:

DEALER MAME: WATERTOMNFORD, INC. SALES CODE: 113569 P& A: DI178
CAUSAL cODES: 10:!3 1204 1309 SYMRATOMS : 1042100

ORIGIN: Go TRANS. DST/RGN: 11 TRANS. DATE:
SERYICE/SALES: 1 CONTACT DAYTE; &1/06/1996
ACK, EAORE: ASSEST CODE: 0 AWARD AMT. G SURVEY: ¥ (¥ DR N)
BUlLD DATE: CALTBRATION:

ESF IMFO: EXPIRES:

COFEN RECALL: CWWER NDTIFIED: MICRD:

COMMENTS :

1998 /01 /02

*wehD YIN AWAILABLEww«

*ea WAVIS: SUBSEQUENT i

CUSTOMER SAYS:

“I WAS SENT A SAFTY RECALL LETTER TO MY HOME OH NY 1990 PROSE

-THE DEALER WAS UMABLE TO COMPLETE THE RECALL

-THE PART HAS BEEN ON BACK ORDER SINCE OCTORER/ 1957

-1 AM BOING T8 GO0 TO THE FEDERAL GOVERMMENT BECAUSE FORD IS5 CAUSING ME ToO
BRAKE THE LAW

'

PER CUSTOMER, DEALER 5AYS:

-WE DO NOT HAVE AW ESTIMATED ARRIVAL TIME FOR THE PART

-WE MEED A MOTOR AMD THE PART 1S ON A NATIONAL BACK DROER

L]

CUSTONER SEEKS:

=RECALL COMPLETED

L

CAC ADVISED:

— INFORMED CUSTDMER FORD MAY EXPERIENCE A BACK-DRDER SITUATIDN

- INFORMED CUSTOMER PARTS MANAGER MR, BRIAN MERCHANT CAN PROVIQE MAST
CURRENT WUPDATES ON PART DELAYS

= ADVISED CUSTOMER T8 CALL BADK WITH VIN#

= +vevaNERT REPRESENTATIVEwswws=PLEASE VERIFY RECALL TNVOLVEMENT AND
UPGRADE INFORNATION CONTACT TO CONCERN WITH REGIOMAL ASSISTANCE
BECAUSE OF 30 DAY PARTS DELAY

THIS CONTACT )5 AW UPGRADE OF CONTACT NUMBER 105508193

OWNER RELATIONS WOP/BENCHMARKING 09/11/98  FAsCARTG




Osf 11 /98 MASTER OWMER RELATIAWNS SYSTEM I1 14. 21,02
---'-----.:-:::=====.=‘--.:.-::::::':....:-:::::::;:l-'..li::::::‘:.;‘.:.;;::::;:-
OUS3LJ GRP: 06 COMCERN CONTACT VEH TYPE: C&R

HEW YORE 13 ZN/TR: CONTACT NBR: 109308497 OPENED: O1/02/19a8
VIN: 12UPTiﬂc5LEh ENGINE: € CLOSED: Oi/14/138A
-.-:--:‘----.-.----::::::- =='|:=.-.-‘-:-I::====.;..:l====;:"..":.‘::::'
199801 /02

wwh VEHICLE TWVOLVED JW RECALL S9654R A95599 e+

w44 MAVIS: SUBSEDUENT w»##

CUSTOMER SAVS:

- I HAVE A RECALL DN MY SEATBELT

- MOU THE DRIVER SINE FOWER SEATBELT GETS STUCK BECAUSE THE TRACK HAS VOERM
= IN 10/97 | WENT TO WATERTGWN FORD FOR MY SEATHELY RECALL BUT THE PART WaS
OW NATIDMAL BACK ORDER & THEY HAD ND PAATS

= I WENT TD FUCILLO FORD OH 11/12/97 BECAUSE THEY SAL1D THEY COULD OO IT BUT
WHEM 1 @OT THEAE 1 WAITED FOR HALF THE DAY FOR THEM TO LODK AT MY VEHICLE
FOR 3 MINUTES & TELL ME THE SAME THING MWE OON'T HAVE THE PARTS BECAUSE THEY
ARE ON NATIONAL BACK CRDER, I PREFER TO GO TO WATERTDWN FDRD

= MO OMNE HAS MOTIFIED ME &I WANT MY SEATHELT REPAIRED

- 1 AM GOING TQ &0 TOD THE FEDERAL GOVERNMENT BECAUSE FORD IS CAUSING ME TO
BRAKE THE LAW

.

PER CUSTOMER, DEALER SAYS:

- TERRI, SERVICE ADVISOR, THE PART IS 0N NATIONAL AACK CROER, WE WILL NOTIFY
YOU WHEN

L

CUSTOMER SEEKS:

= RECALL INFQRMATION

- PART AVAILABILITY

- LOANER VEHIECLE

x

CAC ADVISED:

=~ OPEN RECALL DN SEATRELTS: S554% EHES0DQ

- INFORNATIOK HAS BEEN DOCUMENTED AND FORWARDED TO THE OEALER

- REQUESY MR. KELLY SHERMAN (CUST REL MMWGR}TD CONTACT THE CUSTOMER WITHIN
2 BUSINESS DAYS

- CUSTOMER STATES THAT FUCCILLO FDRD D10 MODT COMPLETE PART OF RECALL 1
SERVICE RECORDS INDICATE

- LOANERS AFE HODT A PROVISION OF THE WARRANTY.

- CONTACT MR .KELLY SHERMAW {5V _M3A.) FOR CLAR[FICATION OF THE

DEALERSHIP*S POLICY ON ALTERNATIVE TRANSFORTATION,

= MAY REQUIRE AN APPOTNTMENT

#¥FTHE FOLLOWING SYMPTOM CODE{S) WERE REMOVED: 104000
1998/ 01/07

#w¥THIS IS5 THE CLOSING COMMENT

WL DRIQINALLY HAD PARTS ON DROER FOR CUSTOMER, BEUT CUSTOMER CALLED AMD TOLD US
HE WAS GOING TO HAYE RECALL DONE AT FUCILLD'S BECAUSE THEY HAD PARTS 1N STOCK
WE VOTDED RD AWD CANCELLED PARTS ORDER. WE WERE LINAWARE THAT CUSTOMER HAD WNOT
HAD RECALL COMPLETED UNTIL WE RECELYED TH]1S MDRS II CONTACT. SPOKE TO CUSTOME
R DN PHONE 1-6-9B AND TOLD HIM WE WOULD &GO AHEAD AND REORDER PARTS. { TOLD
HIH 1 WOULD LET HLIM KNDW WITHIN THE NEXY FEW 0AYS THEIR AVAILABILITY AN THE
APPFROXIMATE DATE WE WILL RECELVE THEM.

OWNER RELATIONS VOP/EENCHMARKIMNG Q%/11/98 FAXCARTE




o9/11/92 MASTER OWNER RELATIONS S¥STEM II 14.31.
EE xS AN IR TEE S A TN AN AN E A AN —RARE N EANEN ARASE—NEx—RkEk-—E=-xE=—=--c-t=-=-=—g=-=-=-S--EES=E-ST-—-—m=
4259y GRP: 14 INFORMATION CONTACT VEH TYPE: CAR
DENMVER S8 ZNSTR: A3 COMTACT NBR: 109212a80% DFENED: D104/ 1998
NIN: 12vrT21u0 1 LS ENGINE: U CLOSED: 01/05/ 1998
EEEL ERENE Bl ] i I TR e i o EE R R 2 F R P I F R R R R F RN R RN R E LY
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: - M1 :

ADDRESS : BUILDING

CITY: DENVER STATE: £ ZIP:

MOUE PHORE: _ aus. o : I

MDDEL YEAR: MODEL : PROBE

MILEAGE : 10700 WSD:

DEALER MAME: BARBEE‘S FREEWAY FO SALES CODE: 135005 P& A: 03148
CAUSAL CODES: 0405 SYMPTONS : 104100

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

ACK. CODE: A5515T CODE: AWARD AMT: O SURWEY: (¥ DR N)
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: . CWNER NOTIFLED: MICRD:

COMMENTS ©

1998 /01 /05

CUSTOMER SAYGS:

- COMPLAINT ARODUT POOR TREATMENT BY DEALERESHLIPF

TOOK WEHICLE IK JUHE 1957 TO HAVE RECALL OM THE SEATBELT PERFORMED
VEHICLE WAS 1H THE CDEALERSHIP FOR ABOUT THREE WEEKS

WhZS DRIGIMALLY TOLD THAT THE SEATBELT WMILD BE IN SEPTEMHER
CUSTEMER WOULD LIKE TO BE RECONTACTED REGARDING THIL ISSLE

LI S B |

E ]

PER CUSTOMER, DEALER 5AYS:
= FDORD WILL MOT GIVE THEM THE PARTSE LNTIL MAY OR JUWE OF 1598

£
CUSTOMER SEEKS:
- COMFLAINT ABOUT PDOR DEALERSHIF SERWICE

-

Cal aDVISED:

- DEALERSHIDE ARE 1NMDEPEMNOENTLY OWNMED LMD DPERATED

- COWTACT CUST. REL. MGR./SERY. WGR> FUR FURTHER EXPLAMATION.

OwNER RELATIOWSE VOP/BEMCHMARKING D9711789E FAADARTO




097114948 MASTER OwNEH RELATIONS S¢SIfH 11 142103
-::::--..::::--.I:::::..-:====-.'=-'|-====-.'====='—:I|'--'|='—'-='—ll--i.-===l----ﬂ====:
2212AW GRP: O CONCERN CONTALC] YEH TYPE: CAR
CIMNCTMNMATE a7 ENJTR:h CONTACT NER: 109312976 OPENED: (1/0571208
VIN: 1ZVWPT2{UKLS EMGINE : U CLDSED: Off13/1398
EEE-=-===mknN === -..F===.-..F-===--II-===="-l--======I-—.--::=I---F.-=====..III
LAST NAME: STATUS: CLOSED
TITLE: rrst vave: [

ADNRESE: aN RD
ot di— o - 2
HOME PHONE : pus. eHone - N
MODEL YEAR: B0 MDDEL : PROBE
MILEAGE: BSO00 Wi :
OEALER NAME: CHARLIE WaATSDN FORD SALES CODE: 147482 Pk oA 02015
CAUSAL CODES: 1203 SYMPTOMS : 108 100
ORIGIN: G0 TRANS. DST/RGH: 47 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D1/06/1958
ACK. CODE: ASSIST COOE: W AWARD AMT: D SURVEY: M (¥ DR N}
ELL1LO DATE: CALTHRATION:

ESP INFO: EXPIRES:
DRFEM RECALL: OWMER WOTIFIED: MICRO :
COMMENTS :

1G98/ 01 /05

vus NAVIS: OR[BINAL wwe

www THIS CONTACT IS DPENED DUE TO OPEN RECALL S6548/BE599 ~»»

CUSTOMER SAYS:

"My SEATBELT IS NOT ORERATING

-MY BROTHER SA!D THERE MAS A RECALL ON THEM

L]

PER CUSTOMER, DEALER SAYS:

-NO COMTACT

L 3

CUSTOMER SEEKS:

“RECALL INFORMATICN ON SEATEELTS

CAC ADVISED:

-INFORKATION HAS BEEN DOCUMENTED AND FURWARDED TO THE DEALER

“PEOUEST MR. BILLY WATSOM LCUST
WITHIN 2 BUSIMESS DAYS
1993 /01,00
¥¥¥THIS IS5 THE CLOSING COMMENT
REALER CONTACTED GLSTOMER ANYISED THEM AS TO DEALER AND
GEDER PARTS MITHOUT VEHICLE PROMISE DATE OF PARTS RELEAS
_ODANER AVAILABLE BUT WILL NOT MAKE YEHICLE AVATLABLE WI
ROJECTED MARPH PROM1SE DATE TOD SEE IF PARTS BEING RELEAS

REL MNGR/ 5VC MWGR) TO

OWNER RELATIONG VOP/BENCHNARKING 08/11798  FAACARTG

CONTACT THE CUSTOMER

FORD POSSITION CANNOT
F 15 MaRCH OWMER AWARE
LL CONTACT OEALER IN P
EQ OOESHT WANT LOAMER




0a/11/98 MASTER OWMER RFLATIOWS SYSTEM Il 14.21.02
SS S SESSSiSrIZCSSESCSS SIS CCCOCE NNl NS EEEELEEA{ssmAsRmmEmEEEEEEEEEIEEm===
4585J% GRP: 11 CONCERN CONTACT VEH TYFE: CAR

CTHCINNATI 47 ENITRﬁ CONTALT MNEBR: 109315550 DPEMED: 0108715988
VIMN: 1ZVPTZ21URL EMGINE: U CLOSEOD: 015181988

z===z=== 3 EE T CCE T O T T NP e M M E E RIS EZ ST
LAST MAME ; _ STATUS: CLOSED
TITLE: FIRST MAME: Ml

ADORESS : i

CITy: ML TANA ETATE: IP: _
HOME P HIONE : BUS, PHONE: M
MODEL YEAR: 80 MODEL :

MILEAGE : 29000 wih;

DEALER NAME: SHARP FDRD EALES CODE: 147026 B E A: D4874
CALUGAL CODES: 1D132 10RA SYMPTOMNS : 104 100

ORIGIN: =0 TRAMS. DST/RGN: 47 TRANS. DATE:
EERU!BEISELES: 1 COMTACT DATE: D1IUEI1HBB
ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: N (¥ OR M)
BUILD DATE: CALTRRATION:

€SP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFLED: MICRQO:

COMMENYS :

199801 ,/04

s« THIS COWNTALT IS GFENED DUE TD DPEN RECALL 96595 =+«

waa PARTS DELAY OVER 30 DAYS &4

waw MAVIS: SUBSEQUENT w2

CUSTOMER SAYS:

= THE QORIVE MECHAMISM 15 LOCKED UP OM THE DRIVERS S10DE POWER SEATBELT

- DEALERSHIF ORDERED PART OW 11/24/9%

L ]

PER CUSTOMER, DEALER SAYS:

- SERYICE DEPARTMENT REFERRED TO CaAl

= PARTS ARE ON BACKORDER - COUWLD BE UPF TO STIX MONTHS

[

CUSTOMER SEEKS:

- REPAIR OF WEH!PLE

-

CAC ADVISED:

RE: REFAIR OF VEHICLE

-INFORMATIOM HAS BEEM DOCUMEMTED AND FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REGIOMAL OFFIGE.

~REQUEST MR. RICK SRUBBS (SYC MHGR) COWTACT THE CUSTOMER WITHIN 2 BUSIMESS
DAYS

1998/01/08

HF¥¥THIS IS THE £LOSING COMMENT

DEALER UNABLE TQ COMPLT SAFETY RECALL 98548 / 965599, DUE TO AACK ORODERED PARTS
WE SPECIAL DRDERED FTSZGIGI0DASE 1172571997, WE CONTACTED REMKIM CORP.
O1/0B1998 AS PER FOMOCD LETTER DATED 1271771596 SPEAMIMGE TQ SUSAN LAKMOY, SHE
STATES "ND AVAILABLE DATES DF WHEH FPART WILL COME OFF BACK CORDER™. I'VE
ADVISED 5ZW (BOB RIVET) O1SORF1988 12:15PM AMND ASK FOR ASSIST.

THANK YOU RICK GRUBBS SERVICE MAMAGER

OWNER RELATIONS YOP/BENCHMARKING 09511798 FAACARTG




0I/11498 MASTER OwWMER RELATIONS SYSTEM II 14.21.02
amEEEEmEI=—=——===-c-rARABEEEF==S====:c=r=-amasdddREEBEF=SCCC-=SSSC-SSTCSCSSxIXIEEENEEEEEEFSS==S=
4EB5J5 GRP: 11 COMCERN CONTACT

WEH TYPE: CAR

EINCIMMNATI a7 INITEE:* CONTACT NEBR: 109316500 OPENED: 0170671998
¥IiN; 1Z¥YFT21UNL ENGINE : LU CLOSED: O4/F16/1998

_________ SrmEdEEEREFEEPEFIS=S=========cx kil
1996,/011/09

EF FOR INDEFIMITE TIME, 52FR BOB RIVET HAS REEN ADWISED. THIS DUE TO SAFETY
15SUE ON RECALL 96548 aND 96592 AND EaCk ORDERER PARTS

THANK ¥OU RICK GRUBBRS
SERVICE MANAGER

OWNER RELATIDNS VOP/BENCHAMARKING 09711738 FANCARTG

L e e




0a/11/08 MASTER OWMER RELATIONS S¥STEM TI 14,321,002
2 A+ 1 1 PR RS T A T P Ry LI FEY R FRLENENERREFITELITRLYLLIBLNERLENFERIIENENENNE] NERNERNEEREFENN]
49130EH GRP: 11 INFORMATIDN CONTACT VEH TYFE: CAR

DENVER =S ZN/TR: CONTACT NER: 109317338  QPEMEG: o'/06/ 1358
YIN: 1ZUPT21U5LEh EMGINE: L CLOSED: 01/06F19%8

LLETFEL N FES T I IEE S EEEEC S TANEE SO EE S I NS S NS EREEEEEE

LAST MAME: 5TATUS: CLOSED
TITLE: FIRST MAME: - Ml:

ADDRESS: 1317

eITY: COLARARD SPRINGS GTATE: IF: -
noue prone; BU5. PHONE:

MODEL YEAP: a0 MODEL - PROBE

MILEAGE: 127000 WD :

DEALER MAME: ACADENY, LLC SALES CODE: 1BR2OI F B A: 03132
CAUSAL CORES: 1012 1203 SYMPTOMS: 104100

ORIGIM: [+]a] TRANS. OST/REN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK . CODRE: ASSIST CODDE: AWARD AMT: O SURVEY: [¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: DWKER WOTIFIED: MILRO:
COMMENTS :

1808 /01706

wve VEHICLE INVOLWED IN RECALL 98548 +*«

*ew NAVIS: ORTGIMAL =4+

CUSTOMER SAYS:

=CURRENT CONCERN: DRIVERSIDE SEAT BELT 15 JAMMED

=[ &AM DISSATISFIED WITH FORD'S DELAY

-THIS IS A SAFETY HAZARD

*

PER CUSTOMER, DEALER SAYS:

~CUSTOMER NEEDS MEW RESTRAINT SYSTEM

-PARTS ARE MNOT AWAILABLE UNTIL 4798

=

CUSTOMER SEEKS:

-PART DELAY 1WFDRMATION

»

CAC ADVISED:

- [NFORMED CUSTOMER FOAD MAY EXFERIENCE A BACK - DRDER SITUATION
- INFORMED CUSTOMER PARTS MANAGER CAN FROVIDE WOST CURRENT UPDATES OM PART
RELAYS

CWNER RELATIONS VOP/HENCHMARKING ©O9F11/98 FAXLARTG




08/11/9a MASTER OWMER RELATIONT Sv&TIM 11 14.21.02
ETaAaERXr—_EsECEEmasmnrhadil g SN A ECCAEELC _ EOCEEC-C S-S TS CSCE .- L oS-I Lo CCoTESCSCSCSSZ=CSCSCSES=SZS=S=S==S==S=S
TTOGAP GHF: 10 INFORMAT I ON CONTACT YEH T¥PE: CAR

AN FRAN 72 IN/TR: B COMTACT MAR: 1083274H4 OPENED: D01/ 0871998
YIN: 1Z¥YFT22LGL ENGINE: L CLOSED: 01708/ 1998

I It IET L L) -- Ermex=—NEE==S=T S ST ESCSEmESCS S XSS S=SSS S SS=S=S=SSS=S==S=S=Sxr==-S=S=m=======x3

LAST MAME - _ STATUS: CLOSED
TITLE: FIRST MaMWE: MI :

ADDRESS:

CITY: m STATE: _IP: -
HOME PHOMNE : BilS. PHONE:

MODEL YEAR: a0 NODEL : FPROBE

MILEAGE : 115000 wsD:

DEALER WAME: 5 & C FORD SALES CODE: 172000 P& A: DTRTT
CAUSAL CDRES: 1204 3001 SYMPTOMS : 104 100

ORIGIN: GO TRANS. DST/REGN: TRAMS . DATE:
SQERVICE/SALES: CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: I¥ OR W)
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

DOPEM RECALL: DWNMER MOTIFIEDR: MICRO:
CONMMENTS:

193801708

wtw NAVIS: SUBRSEQUENT eww

CUSTOMER SAYS:

- THE DRIVER SEAT BELT STuck IN THE MIDGDLE BF THE TRACK

- WILL NOT RECLIME

1 ALWAYS WERE MY SEAT HELT, AWD I AM A LITTLE WERVOLS ABODMT IT
M¥ VEHICLE IS5 INVOLVED [N THE RECALL FOR THE SEAT BELTS

700K WEHICLE TO THE DEALERSHIP

L]
FER CUSTOMER, DEALER SAYS:

- SERVICE WRITER TOLD CUSTDOMER THAT THE PARTS wWOULD NOT BE AvAILABLE TILL
WARCH

L
CLUSTOMER SEEKS:
- T0D GET THE SEAT BELTS FIXED

.

CaC ADVI1SED:

- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK- DROER SITUATION

- INFDRMED CLUSTOMER PARTE MAMAGER CAN PROVIODE MOST CURRENT UPDATES DM PART
DELAYS

- SUPPORT DEALERSHIP INFORMATION

OWNER RELATIONS WOP/HENCHMARKING (O9/11/98 FAXCARTG




09/ 11/98 MASTER OWMER RELATIOME SviTEM I 14,.21.01
ERNEE A s s E S N NN CEE NN EEENE - IS CS S S S S LS SSS S S FE S SR AGFSANNERNMRkRERa-===========5
582455 GRP: 02 COMCERN CONTACT VEH TYPE: CAR

5AM FRAN 12 ZH/TR: &1 CONTACT MBR: 1093284902 OPENED: Qi/0A/ 1898
VIM: 12VWPT2004L 5 ENEGIME: C CLOSED: QZf0Sf1008
LU L L DL LD L L N NN T YNNI T PRV F-E PR L IR R R LR RN R 1
LAST MNAME : STATUS: CLOSED
TITLE: FrrsT nvE: I M

ADDRESS :

eerv: sTaTe- s -
HOME FHONE : _ BUS. FHONE: d

MODEL YEAR: MODEL : PROBE

MILEAGE : 57000 wah:

DEALER MAME: HAYWARD FORD SALES CODE: 172013 P& A QO7TT29
CAUSAL CDDES: 1204 SYMPTOMS: 104100

DRIGTNM: Ga TRAMS. DST/RGN: 72 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q4125710406
ACK. COOE: ASSIST CODE: W AWARD AMT: Q SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEW RECALL: OwMER NOTIFIED: MICRO:

COMMENTS :

199601 /OB

wve THIS CONTACT 15 OPENED DUE TO QPEN RECALL 05598 »»»
wid THIS CONTACT 15 ORENED DUE TO QPEW RECALL OG6548 +r4
won MAVIS: SUSSEDUENT +v+

CLUSTOMER SAYS:

- GEAT BELT [5 ETUCK IN MID POSITION ANWD IT WOM'T OO UP OR DOWN
+

PER CUSTOMER, DEALER SAYS:
= THE PART FOR THE SEAT BELT RECALL WILL BE IM !N MARCH

E 3

CUSTOMER SEEKS:

- VEHICLE REPFAIRER

F

CAC ADVISED:

REFER TQ CONTACT 109324499

~INFORMATION HAS BEEW DOCLMEWTED AnD FORWARDED TOD THE GDEALER
-REGUJEST MR. RDN CALAVAND {SVC WNGR) T CONTAGT THE CUSTOMER WITHIN 2 BUSINESS
DAYS-

1298/01/ 29

X¥¥THIS IS THE CLOSING COMMEWT

THE REQUIRED FARTS ARE ON D93 UNTIL & MARCH.

OWMER RELATIONS VOF/BEMCHMARKING ©O9/11/9E FAACARTE




Q9/11/98 NASTER DWHNER RELATIONS SYSTEM IT 14.21 Q2
=====x==czx==xl-caficoxEE - oSS - AdrEd Fr il IR EN=-wdE o RN - l--cd=-=-f=-=-=-cf=-c=-======S=====
EERZ.JB GRP; OB FTNFORMAT 10N CONTACT YEH TYPE: CAR

LOS ANGELES T INFTR: A1 COMTALT MBR: 1093465125 DPENED: DY F13/195H
VIN: I1ZVFTZ UL EMGIMNE: U CLOSED: 017131998
SANdEEEREEEERER LLEL PR L L L PR NR R ENRELE]J]ERJRERRER ST EERDN 1 3 |
LAST MaME: GTATUS: CLDOSED
TITLE: errst nane: TR Nl :

ADORESS: RCLE

city: CLUVER CITY STATE: Ca 2IP; -
rome prone : [ BUS. FHONE: F

MOOEL YEAR: ag MODEL:

MILEAGE: 0000 wsD:

DEALER MANE: AIRPORT MARINA FORD SALES CODE: 71015 F & & OS583
CAUSAL CODES: 12G3 1204 SYMPTOMS : 104100

ORIGIM: G TRAWNS. DST/RGN: TRAME . DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK . CODE: ASSIST COPE: AWARD AMT: 0 SURVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES .

OPEN REZALL: OWHER NOTIFIED: MICRO:

COMMENTS :

1998/01/13

swx NAVIS: SURSEQUENT ww»

CLUSTOMER SAYS:

-J5 IWVOLVED IN SEAT HELY

=TOOK TD DEALER 9-97 AND VEHICLE I% STILL NOT REPAIRED

=HAS A REWTAL THAT INSURANCE COMPANY IS PAYING FOR

| ]

PER CUSTOMER, OEALER SAYS:

=PART SHAOULD BE !N LN DECEMBER

.

CUSTOMER SEEKS:

-TD HAVE VEHICLE REPAIRED AS SDOM AS POSSIBLE

=& COMPARABLE LDAMER YEHICLE PRIR FOR BY FORD

4

CAC ADVISED:

-MADE DBEC TO DEALER, SPOKE W1TH DAN THEROUZX, SERVICE MAMAGER AT DEALER:
-“CUSTOMER SH0OULD NOT BE PAYING FOR AMNY RENTAL ASSISTANMCE, [ HAVE A BILL FOR
DVER %1000 IM REMTAL COVERAGE

=FART 15 ON D-02 LNATIOMAL BACK-DROER)"

DWNER RELATIONS VOP/BENCHHMARKING ©09711/98 FAXCARTGE




Qaf11/28 MASTER OWWER RELATIONS SY3STEM 11 14.21.02
AEEEEEEC - - --=———xmaAAIEEEEEEEENEAP IS c=S======c==cScxxrdddEIENIFANEEEENERENEIRWSSS=SSSS
476 18F GRP: 02 CONCERN CONTACT VEH TYPE: CAR
HOUSTOMN 5T INSTR: R3Z CONTACT MER: 158329353493 OFENED: O1if 1471358
VIN: szve120cols ENGINE: € CLOSED: O1/26/1998
—akdiEEREEEEEET EErFEEAEEE IR E RS =======s===sS=s=ss=srrxmxibhIRAEEENE N

LAST MAME: STATLS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS: AME

CITY: STATE: ;[
HOME PHOME : BUS. PHOME:

MDODEL YEAR: 20 HMODEL :

MILEAGE: Q000 wab:

DEALER MAME: & C COLLINS FDRD, I SALES CODE: 152033 P A A: 04496 _
CAUSAL SDRES: 122 1202 SYMPETOMS - 1041040

ORIGIN: 1] TRANS. DST/RGMH; &2 TRANG. DATE:
SERVICE/SALES: 1 . CONTACT DATE: O1f17/1998
ALK, CODE: ASSIST CORE: W AUARO AMT: O SuRVEY: ¥ [¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXRIRES:

OPEM RECALL: OWNER NOTIFIED: MICROD:

COMMENTS :

1998/01/14

THIS CONTACT OPEMED ODUE TO ONF 93870
wwe THIS CONTACT 1S OPEMED DUE TD OPEN RECALL 98599 »+ =
CLUSTOMER SAYS:
-SEAT HELT [% INDPERABLE
=UEHICLE 15 INVOLYED IN SEAT BELT RECALL
~DEALERSHIP DOES MWOT KMNOW WHEM THE PART wILL ARRIVE TO PERFORM RECALL
=VEHIELE HAS BEEN AT DEALERSHIP THREE WEEKS
-UNABLE TO PASS TExAS SAFETY INSPECTION
.
PER CUSTOMER, DEALER SAY%:
PER ROYCE IN SERVICE:
=PART I5 DM BACKORDER
£l
CLUSTOMER SEEKS:
-ARRIVAL OF PART TO HaAYE RECALL FERFORMED

L ]
CAC ADYISED:
-1INFORMATION HAS BEEN DOCUMENMTED AWD FORWARDED TO THE QEALERSHIP WITH A COPY
TO THE REQIO
~REDLIEST MR_ DAVID EVANS [SVYC MNGR] CONTACT THE CUSTOMER WITHIN BLISTMESS
NAYS
159801 f 18
SER MAGR GOT WITH PARTS MAR TD GET AM UPDATE OW PART. PART WAS STILL OM DRDER.
DEALERSHIP COWMTACTED RECALL HOTLINE, THEY AUTHOR1ZED A FREE REMTAL LUNTIL RECAL
L WAS CDMPLETED.
199R/01 /19
A¥¥TALS IS THE CLOSING COMMENT

AS MADE AMARE OF WEHICLE COMPLETLOW OM FRIDAY THE 16TH. 4GER MGR
CAME IW S5AT. THE 17TH FOR CUSTOMER TO RETURN THE RENTAL CAR AWD PICHUP THEIR
CaR.

DYMER RELATIONS VOP/BENCHMARKINA 0371170E FAACARTS




oa/11/98 MASTER OWNER RELATLONS SeSTEM || 14.21.02
r——m=-c—Ed-mlzrc-mAd-x@#=cu-dil-mBN=-al-md-—mE-am=-SM====Z:I = .S =—=SS=SS====S-EE=ES==—A==BX
I800DK GRP: 02 INFDRMAT LON CONTACT VEH TYPE: CAR
KANSAS CI1TY 53  EZN/TR: B2 CONTACT MER: 1093525943 DPENED: Q171571998
VIN: L ENGINE : CLOSED: £i/15/1998
CTHECSEIFSS S SRS RS Er =S FEF SIS RF=E S S EBECAESESsCTAENCSEEASECCEASnmNIisEcsmExrmsaSc-OS--ow=-=g=--===
LAST MAME: STATUS: CLOSED
TITLE: rrest nave: T oo

ADDRESS :

CITY: 0T TUMWA STATE ! 00 |
HOME PHONE : _ BLS. PHONE: H

MODEl. YEAR: MODEL : FROBE

MILERGE : 1 wsno:

DEALER MAME: OTTUMMWA FORD L-M [N SALES CODE: 153739 P& A: 03447
CAUSAL CODES: (012 1204 2801 SYMPTONS 104 100

CRIGIN: 60 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT OATE:

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

ESP INFO: EXPIRES:

DPEM RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1995 /01 /15

warhl VIN AVAILABL Ex&w

w4+ NAVIS: SURSEDLENT »+-

CUSYOMER SAYS:

=THERE 15 A RECALL OM THE SEAT BELT AMD 1 HAVE BEEEN WAITINMG ABOUT &4 YEAR FOR
THE PART

¥

FER CUSTOMER, DEALER SaY5:

AR00 REFERRAL

-M1KE SPILMAN S5ATID THEY HAVE NO 10EA WHENW THE SEAT BELT FPART IS GOING TO GOME
IN

+

CUSTOMER SEEKS:

~PART TO FIX RECALL

L]

CAC ADVISED:

MADE OEC TO ERIAN BLUMER(FARTS MWGR):

THERE I5 A TEA FDR THE TRACK AND MOTOR ASSEMBLY. THERE [5 & FROBLEM WITH THE
SUFPLTER GETTING THE PARTS TD US. WE AAVE A BUNCH ON BACYK ORDER., UNFORTUMATELY
THERE IS5 NGT A& RELEASE DATE CURRENTLY

- IMFORMED CUETOMER FORD MAY EXPERIEMCE A EACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT LUPDATES DM FART
DELAYS

OWNER RELATIDNS WOP/BENCHMARKING 08711738 FAKCARTG




oa711/98 MASTER OWNER RELATIDNE SYSTEMR 11 14,21.02
exhihENEERERARECSS====s======craxcel e BRI AREEEENER IS NI I FS S S S S S SSSSSSESS=SSSSS=ES
2489EE GRF: xx12 COMCERNM COMTALCT VEH TYPE: C4R
FHILADELPHIA 16 INSTR - COMTACT NWBR: 10BERI1RIZ QFENEDR: O&F34/1997
WIN: 12VPT20CIL ENGINE: C CLOSED: O7/10/1947
============x S=-=--c=oo==soo=s==s=c-c-coccs=xEERAEEEEEEEEEEEEARNFERE
LAST NAME: STATUS: CLUSED
TITLE: rest noee: [ »c:

ALDDRESS . PT D

CITY: WILMINGTON 5TATE: OE Z[P.

HOME PHONE : _ BUS. PHDNE :

MODEL YEAR: MODEL . FROBE

MILEAGE: 1H00Q0G w50

DEALER MAME: CHAPMAM FORD SALES, SALES CODE: 116213 P E A: D1402
CAUSAL CODDES: A0MR SYMPTOMS: 104 100

ORIGIN: GO TRANS. OST/RON: 16 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 0672471997
ACK. CODE: ASSIST CODE: W AVARDO AMT: O SURVEY: ¥ (¥ OR W)
BUILD DATE: CALIERATICN:.

ESP INFO: EXPIRES:

OFEMN RECALL: . DOWHNER MOTIFLED: MICkD:

COMMENTS:

1997/08 /24

wee 2 REPAIR ATTEMPTS +us
ssw POSSIALE 12712 SEAVICE PART COVERAGE *w= REPAIR DATE: 2/25/87 MILEAGE:
12000
wav MAVIS: ORIGIMNAL +++
CUSTOMER SAYS:
~REPLACED SEAT AELTS AND MOTOR UNMDER RECALL (2/97)
-TODR BACK TO THE DEALER ONCE 0R TWICE AFTER WO DATES AVAILABLE
-WOW THE BELTS DON'T WORK
-SEAT BELTS WERE FINWE REFDRE RECALL
“15 STILL WAITING FOR CAFS THAT GO DN EMERGEMCY RELEASE
E ]
PER CUSTOMER, DEALER SAYS:
~JIM ANTOMELLI, SERVICE
-ARING THE VEHICLE IW MAY HAVE TO PAY A RTIASKWOSTIC FEE

»

CUsSTOMER SEEKS:
=COMCERN RESOLYED
-NO DIAGHDSTIC FEE

L
CAC ADVISED:

RE: CONCERN

-INFORMATION HAS HEEN DOCUMEWTED AWD FORWARDED TD THE DEALER AND REQIOWAL
OFFICE

-REQUEST MR. FRED D'AIUTO (SWC MNGR) TO CONTACT THE CLUSTOMER WITHIN 2 BLSINESS
DAYS

RE: DIAGMOSTIC FEE
- DEALERSHIF MAY CHARGE FOR DIAGNOSTIC TIME
- IF DETERMINED TO BE WARRANTY/ESP REPA!PR, DIAGHNDSTIC FEE TS COVERED

OuWnER RELATIONS VOF/BENCHMARKING ©D9/11728 FAXCARTG

L




0es11/58 MASTER OwWNER RELATIONS S5r5TEM LI 14,21.02
=-=-====IFIII:-=:====l=lI--t.:::::.—.='-|:llll=-====:.ﬂ-.l==::: “FEEf- X - EANERE=—
J459FE GRP: Xx12 CONCERN CONTACT WEH TYPE: CAR
PHILADELFHEIA 1&  ZN/TR: F1 CONTALT NEBR: 108581822 OPENED: 06724719497
ViM: 1ZVPT20CILE ENGINE: © CLOSED: O7/10/1997
.--.----:-:#:.:III.--:I-==,—.:-'.--.--:n::----..-.::='I=.:-:::=-=....--::::F:..--
1997/07/013

H#¥F¥FTHIS I5 THE CLOSTNG CDMMENMT
CANHOT VERIFY COMCERM - CUST CAWNOT DEMONSTRATE PROBLEM & CANCELLED APPT FOR
149497,

OWNER RELAT!ONS VOP/BENCHMARKING 0O9/11/38 FAXCARTE




pofii/aR MASTER DOWMER RELATIONS SYSTEM 1T 14.21.02
- - - E R AR R TR IR I T IIRINIITLIRRRRERIETLERRRRERERLRENNERRELER LILENIRSZIR I R )] ) | ]
TDAZHI GRP: Xx03 CONCERM CONTACT VYEH TYPE: CaR
CINCTIMMATI a7 ZNFTR: CONTACT MBR: 108513488 OFENED: O7/03/1887
VIN: 1zw'rz1un* ENGINE: U CLOSED: 07/10/1957
== EEEER LA EF R IR T I I I IR R IR IRRIEITI TR RIT I I RRERRRIT )]
LAST MAME: STaTUS: CLOSED
TITLE: FIRST MAME: - MI:
ADDRESS :
dore; rOTT—
HOME PHOME ; BUS. PHOME:
MODEL YEAR: L] MOCEL: RRORE
MI1LEAGE: GOD0D WsD:
DEALER WAME: STAR FORDAT DXMOOR SALES CODE: 147020 PR A: DESG38
CAUSAL CODEZ: 1203 SYMPTDNS 104100
ORIGIMN: aD TRANS. DST/RGM: 47 TRAMS. DATE:
SERVICE fSALES: 1 CONTACT DATE: OF/0a3f 1237
ACK.. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ [¥ OR N)
BUILD BATE: CALIBRATION:
ESP TMFD: EXPIRES:
OPEM RECALL: OWMER NOTIFIED: NICRE:
COMMENTS :

1997/05/27

wxe MAVIS: ORIGIMNAL =3+

CUSTOMER SAYS: .

- PASSENGER SEAT BELT MEERS TO HE REPLACED PER RECALLSS54R

- HAS ALREADY REPAIRED DRIVER SEATBELT RECALL Q98599

- PASSENGER SEATEBELT [5 WOFKLMG FROPERLY

L ]

PER CUSTOMER, DEALER SAYS:

~ PASSENGER SEATEELT RECALL HAS BREEN REPATRED

L ]

CLISTQMER SEEKS:

- CLARIFICATION OF RECALL REPAIR
-
Cal ADVISED:
= YEHICLE I5 IMVOLYED [M THIS RECALL 98348
« CONTACT DEALER FDR REPAIR INFORMATION
- SUPPDRT RECALL LETTER
1897/07/02
TH1S CONTRCYT IS5 AM UPGRADE OF CONTACT MUMBER 108475216
#4434 NAYIS: ORIGINAL w«s
#*++ YWEHICLE INVOLYED 1H RECALL 96548 ++»
CUSTOMER SAYS:
- BEEW TO DEALERSHIP T TIMES FOR THIS RECALL REPAIR QW HER SEAT BELT
- THEY ALREARY DI1D THE DRIVES SIDE, AMD SHE GOT A POST CAR SAYING TD BRIGN
IT 1M GAIN, I WANT THE FASSENGER SIDE REPLACED
- AFTER F1RST RECALL REPAIR, THERE WERE SCREWS LEFT 1MW BACK SEAT
ASKED THAT THEY BE PUT BACK AMD IT TOOK TWO TIMES TO GET HIM TO PUT IT
BACK

= FOR RECALL 85548, SAYS THE MAN wWHO DOES 1T 13 OFF TODAY, S0 I WEHT TD
ANOTHER DEALER

OWMER RELATIONS VOP/BEMCHMARRING 09711798 FARCARTG




0as11/98 MASTFR OWMER RELATIOQNWS Sy3TEM It 14, 21,02
—c—ccassmEmmmdfSEEEEETI=c=c=====rxid R EEARNEIEsF====S-======cxac-AEEEEEEENEAAESSS==S======S
Fe32H! GRP: XKO3 CONCERM COMTACT vEH TTRE: CAR
CIMNC INNATL 47 INSTR: CONTACT MWER: 108613488 OFENED: OFF02/19587
VIN: 1IVPT21UXLS ENMGINE: U CLOSED: o7/10/1337
EEpEEEa-cxsssesREBENEEEEEET === ==k kA S EEEFAFEEEFFSS S-S SSSSSSCSCSCIdRERESSEEEEEEER
1897 /07/02

- THE MWEXT DEALER SAYS THE FART IS OUT, AWD WON'T LOOK AT IT UNTILL THE
PART IS5 IN

- DEALER HAS MOT INSPECTED TEH PASSEWGER SIDE SEALT BELT
]

PER CUSTOMER, DEALER 5AYS:

- JERALD SA¥S PART IS5 NOT IN AT THIS TIME, CALL BACK NEAT WEEW TO SEE 1F THE
PART IS IN

*

CUSTOMER SEEK::

- I% THE PASSENGER SIDE GOIGNTD EE REPLACED WHEN SHE TAKES CAR N FOR RECALL
REPALIR

- HAS THE OFALER OREDERED THE PART
*

CAC ADVISED:

-INFORMATIONM HAS EEEM OOCLMENTED AMD FORWARDED TD TrE DEALER

-REQUEST WS. MARY LOU LEIDGEM (CUST REL MMWGR/ SWC MMNGR| TO CONTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS ABOUT THE INSPECT!ON OF YOUR VEHICLE

= TOUR YEHICLE !5 INVOLVED IN RECALL 9543

1997/07/03

MX¥THIS 15 THE CLOSING COMMENT

PHONER CUSTOMER, WILL ORRER SEAT BELT & LALL CUST WHEW PART COMES IM; PARTS AR
E OM HACK DRDER & MAY TAKE A WHILE TO COME IM

OWNER RELATIONS VOP/BENCHMARKING 09/11/98 FAXCARTG

L




0o9/i1,/98 MAGSTER DWMER RELATIOMS GeSTEM I1 14.31.02
EEEEIAEdF— - - - oo oC oSS CSENEEE s I En An b sl ARERAEEE N R ANRACFINEDBRIEELECFERINETS-=ESTIFesadSaS
J791GM GRF: Xxi2 INFORMATION CONTACT VEH TYPE: CaAR
DALLAS 832 ZHN/TR:

COMTALCT MER: 10BG16341 OPENED: OQ7/02/19497
VIN: 12ur=‘r21u51.5h ENGINE: U CLOSED: O7/02/1947
—=======ccacxcAANANSEENNENRNFEBUNEEEEEFTFSSSSS=sSS=S=S==S=S=s=S=S=sS=S=S==S==S==S=S=====s=======

LAST MAME: - STATUS: CLOSED
TITLE: IRST MAME; MI:
ADDRESS :

CLTY: STATE: _
HOME - BHONE : AUS, PHONE: _

MODEL YEAR: HDDEL

MILEAGE: I wsh-

DEALER MAME: WESTWAY FORD SALES CODE: 152013 P& A ODOI5HE
CAUSAL COOES: 1013 2EO0Y Gans SYMPTOMWS: 104 100

ARIAIN; G0 TRAKNS. DET/RGN: TRAMS. OATE:
SERUIcEISALES: 1 COMTACT DOATE:

ACK. CODE- ASS1ST CODE:; AWARD AMT: ) SURYEY: [¥ OR N]
BHJUILD DOATE: CALIBRATION:

ESP TMNFO: EXFIRES:

OPREM RECALL: OWMER MOTIFIED: MICRD:

EOMMEMNTS :

189701 /02

wew NAVIS: SUBSEQLENT wwr

kvx MILEARE UNAVAILABLE wsw

CUSTOMER JAYS:

- CUSTOMER DOES NOT WAWT TO SHARE THE HER BASIC INFORMATION/MILEAGE

- THE PART FDR THE SEAT EELT WAL SUFPOSEDR TO BE DROERED IN DECEMEER 19396
- THE YEHICLE wWAS 1IN FOR WEEK ANMO THE CUSTOMER WaS UNDER THE 1HPRESSICH THAT
THE PFART WAS BEING PUT N

- DALLED THE DEALERSHIP ON £-30-97 TOD SEE IF THE PART HAD BEEN PUT CM

- 7-2-97 VEHICLE WEMT HACK TM AT BAM FOR THE SGEAT BELT PART. THE PART WAS
NOT IN AS OF YET

- CUSTOMER IS YERY UPSET AT TH1S POINT

"

PER CUSTOMER, DEALER SAYS: ALEX DREXIL | SERVICE MAMAGER)
- THE PART WAS NEVER ORDERED

- THE PART MAY HE 1IN NEXT WEDMESDAY

- GAVE THE CUSYOMER THE 800 NUMBER

e

CUSTOMER SEEKS:

- WANTS TC MAKE A DEALERSHIF COMPLAINT

- WANTS THE SEAT BELT PART

[ ]

CAC ADVISED:

- INFORMED CUSTOMER FORD MWAY EMPERIEWEE A BACK - ORDER SITUATION

= INFORMED CLUSTOMER FARTS MANAGER CAN PROVIOE WOST CURRENT LIPDATES ON PART
DELAYS

UWMER RELATIONS VOP/BEMCHMARKING 009/11/88 FARCARTE

L




09/ 11/498 MASTER OWNER RELATIONS SYSTCM LT 1d.21.02
:---il.n::::--ll:::::-l.:::::-lLl!::::xlll::::::lll-‘.:—"—===:il.::::::---ul--::—_:
TEESCS GRP: Ol EONCERMN CONTACT VEH TYPE: CAR
PHILADELPHIA 16 ZNS/TR: CONTACT MNBR: 108534041 AFENED: Q7/08/ 1997
VIN: 1 EVPTROCAL EMZEIMNE: C CLOSED: 0971771997
HEmExx===3201 = = = === !lI-IF====I-l-l--===lllIl‘======ll.l.l======l-i.---l==:=-
LAST MAME: STATUS: CLOSED
TI1TLE: FIRST MAME: _Hl:

ADDRESS:

e i 2o m T
HOME PHONE : BUE. PHOME:

MODEL YEAR: a0 MCDEL: PROBE

M1LEAGE: B0 WEh:

DEALER NAME: TOWN FORD, INC. SALES CODE: 118217 P& A: ODIOTE
CAUSAL CODES: 1213 1012 SYMPTOMS: 104 100

DRIGIN: G0 TRANS. DST/RGHN: 18 TRAMS. DATE:
SERVICE/SALES: 1 CONTACY DATE: 09709 1997
ACK. CODE: ASSIST CODE: F AWARD AMT: O SURVEY: ¥ [Y OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNMER NOTIFIED: M1CRO:

COMMENTS:

1997/ 0708

s+ UYEHICLE 1WVOLWED IH RECALL SGS4A wxs
aww MAVIS: ORIGIMAL >+~

CLIISTOHER SAYS!

- WEHIGLE WAS IMVOLWED IN SEAT BELT RECALL
- PART ARE 0ON BACK ORDER

-

PER CUSTOMER,. DEALER SAYS:
- PARTS ARE ON BACK ORDER
- RECIEVED BOOW

CUSTOMER SEERS:
- RECALL PARTS
]
Cal ADV1ISED:
RE: BACK ORDER
- INFORMED CUSTDMER FORD MAY EXPERIENCE A BACK - DROER S1TUATION
- INFORMED CUSTOMER PARTS MANAGER CaN PROVIDE MOST CLRRENT UPDATES oW PART
BELAYS
1397/ /04

HAVE APPDINTMENT FOR 0O7F10/87-WILL LUPRATE ON THURSDAY
1997 /077249

CHECKED OW PARTS 07/29/79-STILL ON BACK ORDER STATIS-RECALL 26548

GE589-wWILL UPDATE MEXT WEEK.

1067 /08719
FARTS STILL ON BACKORDER AS OF oB/19/97
1997 /09,03
STILL ON BACK ORDER 02/03/97 WILL UPDATE LATER
1997 /09705

PARTS ARE HERE-HAVE APPOINTMENT FOR o0a/09/587

DWNER RELATLONS VOP/BENCHMARKING 08711798 FARCARTG




08/ 11/64 MASTER OWNER RELATIONS SYSTEM II 14.21.02
FEAIEEcch-—-c===m48 I.:.-::::::..I.I::.::.'.l..:-::::;=...:|:|::::.:.ll-:-:::ll...--
2BEECS GRF: O COMCERN COMTACT VEH TYPE: CAR
PHILADELPHIA 18 IMN/TR: CONTACT NER:

10BE3404 1 OFEMEDR: 07708/ 1987
UIN: 1ZVPT20C8LS ENGIMNE: C CLOSED: 0971771997
B L L L LR e | I T I N E T ST T I R e SErXrSEIEEERER_-—=C ===---l‘-=====--...’====:.---ﬂ
1997 /09 /10

#W#THI5S 15 THE CLOSING COMMENT

CUSTDMER CAME IN FOR APPOINTHENT-INSTALLED O
ROERED PARTS FOR SEAT BELT RECALL.CUSTOMER IS H&FPY TO GET RESOLVED.THIS 1% TH
E CLOSTNG COMMENTS.

1997/ 10/ 1%

*

S ADYISED:
- 5L DEC TO CUSTOMER AND CONFIRMED THAT RECALL HAS RE COMPLETED

OWNER RELATIONS YOPJOENCHUARKING 08/11/08 FANCARTG




03711/98 MASTER DWHER RELATIONE: S¥STEM |I 14.21.02
—x AREEEEEEFEI=-===—=—====—xxBEEEENEEEEEEEfF-Ff=S=SFE=ScS-oCSCI=SC-i-C-i=Cc=S=Ss==S=-cCc-oagcimaidNEEEER
AG488C GRP, Xxx{d INFORMAT AN CONTAECT VEH TYPE: C&R

DETROIT 42 ZN/TR: a1 COMTACT MBR: 1080653005 DPEMED: OF/14/199F

YIN: 1Z¥PT22L1IL ENGIMNE: L CLOSED: OF/ 1471337

Ecasaeei s AN SE N INEENEEEEEEEENENEEGEFSFSSES

ES
LAST NAME: STATUS: CLOSED
TITLE: FIRST HAME: _ MI:
ADDRESS : 6020 DL RD DR

C1TY; BLOOMFIELD STATE: NI 2Ip: _
MODEL :

MODEL YEAR:

MILEAGE : BOOO0 wWsD:

DEALER MWAME: FAIRLANE FORD SaALES SALES CODE: 14BQ20Q P A A: DIANGD
CAUSAL CODES: 1204 SYMPTOMS : 104100

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

ACK. LODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR M}
BUILD PATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWKNER NOTIFIED: MICRO:
COMMENTS :

199707/ 14

wix NAVIS: ORIGIMNAL ww»

CUSTDHMER SAYS:

- SHE IS CALLING ABDUT RECALL SBS4R, SHE GOT THE LETTER FROM FORD
- SHE TOOW HER VEHICLE TO THE DEALERGHIP

= THE PART WAS DRDERED ON &F10497

L 3

FER CUSTOMER, DEALER 5A¥5:

= PER RACHAEL, PARTS ODEPARTMENMT., THE PART IS OW BACK ORDER

- NO T1HME FRAME

&

CUSTOMER SEEKS:

- PART FOR THE VEHICLE

L)

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EAFERIENCE A BACK - OROER STITUATIONW

- INFORMED FUSTOMER PARTS MANRGER CAN PROVIDE MOST CLRRENT UPDATES OW PART
ODELAYS

OWNER RELATIDNS VOP/HEMCHMARKING 09/11/98 FAACARTAG

L




0a/11 /88 MASTER OWNFR RELATIONS 5375TLM 1] 14_21.02

AT I sy rr e R R R R PR RN PR ERFERELREL L EENNERERERERENRLEE L RN R BRI
92 11MN GRP: 02 COMCERW COWNTACT WEH TYRE: CAR

NEW YORK 13 ZNFTR: CONTACT NBR: 108632174 OPENED: 0772271987

YIN: 12¥PT22LTLAG ENGINE: L CLOSED: 0972271297

LAST MNAME: STATUS: CLO3ED
ADDRESS :

CITY: STATE: P
L o : R 5o it T

MODEL YEAR: 90 MODEL : PROBE

MILEAGE: 87000 wW50:

DEALER NAME: WARNOCK FORD SALES CODE: 113451 P& A: 03&TI
CAUSAL CODES: 0406 1001 SYMPTOMS : 104100

DRIGINM: GO TRANS, DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE; O8/15/1227
ACK. LODE: ASETET CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATITON:

ESP IMFO: EXAPIRES:

OFEN RECALL: OWNER WOTIFI1ED: MI1CRO:

COMMEMTS .

18897/02/22

vvv WEHICLE INVOLVED I[N RECALL B6S548 96599 s+
vavh0 VIN AVATLAHLE44»

waw NAVIS: SUBSEQUENT »ve

CUSTOMER 5AY¥5:

- RECEIVED A REGCALL LETTER COMCERNIWG SEAT HELTS
= Too [T TO WARNOCK FORD TWO WEEKS AGO

- DEALER NEVER CALLED HACK

E

PER CUSTDMER, DEALER SAvS:

= CALL BACK MEXT WEEK TO SEE IF THEY HAWE THE FART
r

CUSTOMER SEERS:

= YEHICLE REPAIRED

¥
CAE ADWISED:

= INFORMATION riAS BEEN DDCUMENTED AND FORWARDED TD THE DEALER

- PEQUEST MR. ENWARD BARTNER (SUC MMGR) TO CONTACT THE CUSTOMER WITHIM 2
BUSIMESS DAYS-
1997 /07729

wvw NAVIS: SLUBSEQUENT wwe

43 THIS CONTACT 15 DPEWED DUE TO OFEW RECALL SES4A A GESHAr++

CUSTOMER SAYS:

- RECEIVED A RECALL LETTER CONCERNWING SEAT BELTS

= TOCK IT TO WARNOCK FORD TVQ WEEKS AGO

- DEALER HMEVER CALLED BACK

-

FER CLISTOMER, DEALER S5AYS:

- CALL BACK NEXT WEEK TO SEE IF THEY HAVE THE PART
wesv ey OUTRADUND CALL:AEEE FERMAMDEZ :SERVICE MANAGER®r++rnaw
-ADY¥ISED CAC THAT HE WILL CDNTaACT CUSTOMER TODAY ABOUT COWCERM

OWNER RELATIUNS VOP/BENCHMARKING 0C3f11/98 FAICARTG

L




og/11,/58 HASGTER OWWER RELATIDWNS SYSTEM II 14,21.02
.—-II-:I:-=-==.—-lullll-l:====F=-Ill-::::::lﬁl-l:l::::::l:l e ESEfALmpilEmTE - TIm ASarn
9321144 GRP: QC COMNCERN CONTACT VEH TYPE: CaR

MNEW YORK 12 ZHfTR:  EB1i CONTACT NBR: 10RG6921714 OPENED: OFf22/1997

: a1t GIME: L :

r:’::-.----*.::li:‘-p:-'l'l:EE—-.:-::E!-.--.: :::u:..l::::E:EEE[:-. =EE£EE{:??I-
1997 /07 /25

-

CUSTOMER SEEXS:
- WERICLE REPAIRED

CAC ADVISED:
- INFDRNATION HAS EEEN DGCUMENTED AND FORWARDED TD THE DEALER

- REQUEST MR. EDWARD GARTMER [SVC MNGR] TO CONTACT THE CUSTOMER WITHIN =2
BUSINESS DAYS-

19ar/o08/02

DEALER IS WATTING DM PARTS FOR RECALL PART OM NATION BACK ORDER DEALER HAS BEE

N STAYING IN CONTACT WITH CUST ON WEEKLY BASIS TO GIVE LPDATE DN PART AVAILABL
ITY .
189709,/ 00

CALLED CUST TOLD STILL ON A MNATIOMAL BACK CORDER
198Tf08/15

¥FHFTHIS [5 THE CLOSTNG COMMENT
CUST VEHICLE 1% IN FOR SERVICE TODAY TO HAVE PARTS FOR RECALL INSTALLED

OWNER RELATIONS VOF /BENCHMARKING 09/11/98 FANCARTG




aafii/an MASTER DWMER RELATIOMS SYSTEM II 14,21.02
====:-Il---=======-llIIIIII=====:-:-----I-----'I-I===|=-:----ll--F--l-=========ill
LA AKZ GRP: Xx04 INFORMATION CONTACT YEH TYPE: CAR
WASHINGTOMN 27 IN/TR: B1 COMTAST WBR: 108701944  OPEWER: 0772471997
WIN: EWNGINE : CLOSED: 07724719937
==mxhAEEREEENFEXT ---:--h---------::-Il----..l"-----l:I=======‘ll
LAST NAME: STATUS: CLOSED
TLTLE: FIRST MAME: M1:

ADDRESS:

CITY: STATE: P _
HOME PHONE : “ BUS. PHONE: _

MODEL YEAR: a0 MODEL -

MILEAGE : 109000 wsh:

CEALER WAME: BERALUND FORD SALES CODE: 127081 F & A: BBET17
caUsAL CODES: 1204 1215 SYMPTOMS : 104100

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

ACK. CDDE: &5515T CCOE: AWARD AMT: O SURVEY: [¥ OR N)
HULLD DATE: CALIRRATION:

ESP INFO: EXPIRES:

DPEN RECALL: GOWMER NOTIFIED: M1CRO:

COMMENTS :

1297707 /24

+vep0 YIN AVAILABLE~+«

CLISTOMER SAYS:

-THE WEHIGLE 15 CURRENTLY AT THE FORD DEALERSHIF FOR & RECALL TO THE SEATBELTY
~THE SEATBELT MOULO SAMETIMES CATCH AMD NOT SLIDE CORRECTLY

~THE DEALERSHIP DGQES HOT HAVE THE PART 1M STOCK akD WFEOS TD ORODER THE FART

+

PER CUSTOMER, DEALER SAYS:

-PER JOHWAMY, SERVICE: CUSTAMER SHOULD CONTACT FOROD RS 1'M NOT AMWARE OF WHY THE
L]

CUSTOMER SEERS:

-wHY THE RECALL WaS5 ISSUED

.

EaAC ADVISED:

- DEALERSHIP I4
- MR.RON PARKER
-THE RECGALL WAS
HEIME DEFECYIVE
=THE DEALER3HIP
THE APPRROFRIATE

OWNER RELATLONS VORSHENCHMARK ING

THE BEST TECHNWICAL RESDURCE
lCcUST. REL MGBR) !S5 1IN THE BEST POSITION TO ASSIST YOU.
FOR THE %EAT BELT SHOULDER STRAP STICKIMG DUE TO THE TRACK

MAY NEED TD DRDER THE PART I!F THEY DETERMIME THE VEHICLE MEEDS
REFAIRS

ca/11/98 FANCARTG

L



oas41,/08 MASTER OWHER RELATIONS SY<TCM || 12.21.02
==.'-IBll:n:===IIII-=.=====I.III====IIl.:.::::ll-l:l::::—-a..::_=Il=u---==-----===='-‘|=!
12B1LB GRP: RK1E CONCERM CONTALT ¥EH TiPE: CaAR
DALLAS az INSTR: Al LONTACT WBR: {0R7 15{x31 OFEMED: ©7?/28/ 1857
vIki: TzveTaocaL S EMGINE: © CLOSED: 08/18/ t2e7
-l--====|II.I:====-IIIII=#===llIl-::I:-T-:IIII::nIFII:.:::l::l.:::==Il----=-:ll.-====
LAST MAMKE: STATUS:

TITLE: FIRST MAME: - MI:

ADDRESS :

CITY: STATE: T IF:

NODEL YEAR: a0 MDOEL ; PROBE

MILEAGE: {1000 WED:

DEALER NAME: CASA FORDINC EALES CQOE: 152210 P A A: 20455
CAUSAL CODE&R: 1209 1013 S¥YMPTOMS : 124105

ORIGIN: a0 TRANS., DST/RAGN: 52 TRANS. DATE:
SERVICE/SALES: ¢t . CONTAELT GATE: OB/07/71997
ACK. CODE: ASSIST CODE: P AWARD AMT: 2 SURVEY: W (¥ OR NI
BUILD DATE: CALIBRATION:

ESPF INFT: EXPIRES:

DPEM RECALL: OWMER NDTIFIED: KMICRD:

COMMENTS .

1987/07 /28

+++ NAVIS: SURSEQUENT »va

CUSTAMER SAYS:

- B0OF FROM DEALER

= GOT 2 MOTICES FOR RECALL O8%48 |EFY SIDE PASENGER BELY
- DEALER STILL DOES MNOT HAVE THE PARTS

= THE DEALER SEEMS TQO IGNORE HER

-

FER CUSTOMER, DEALER SAYS:

- SAFETY BELT DELIVERY DATE 1/10/87
-

CUSTOMER SEEKS:
~ RECALL REPAIR

-
CAC ADVISED:
RECARDIMG RECALL/DWP 98548 LEFT SIQE PA

- REQUEST WILL WALTLETSVE MGR TO CONTACT THE CUSTOMER WITHIN TY0 BUSINESS DAYS
REQAPDING REZALL/ONP

- INFORMED CUSTOMER FORD MAY EXPERIENCE & HACK - QRDER SI1TUATIDN

- INFORMED ELSTOMER PARTS MANAGER CAN PROVIDE NDST CURRENT UPOATES ON PART
DELAYS

1997 08/ 14

#¥ETHIS IS THE CLOSING COMMENT
AFRT HAS BEEN SET.

DWMER RELATIONWE VOP/BENCHMARK ING O9/11/90 FAXCARTG




oa/11/98 MASTER OWNER RELATIONS SySTEM I 14.921.08
E=E==s=s=s=ss=s=ssEXaEEIEE s i ASASEEEEA AN SAEAEENIEEAEEEEEESESARAEIAEENAEEEENFENAENEEEEEEENEEN
o976LL CRP: AXD7 INFORMATLON CONTACT VEH TYPE: CAR
CINCINNATL 47  ZN/TR: [t CONTACT NBR: 108738171 DRENED: QB/F01/ 19497
wIN: 1zvprauan5h ENGIME: C CLDSER: QA/01/1987
BEENFEIFRFSIRSS===========z=x== XSS S-S rEEECCLSES S-S S S S-S SSSSSS==SSSSS=S=Sx=S=SSS====
LAST MAME: CTATUS: CLDSED
TITLE: FIRST MAME ! - MI:

ADDRESS :

CITY: DMERSET STATE: P: -
HOME FHONE - h HUS . FH‘JNE:H

MODEL YEAR: MODEL : PROEE

MILEAGE : 01000 wah:

DEALER MAME: EILL COLLINS FORD I SaALES CODE: 1470232 P A A DSESE
CAUSAL CODES: 1012 SYMPTOMS : 104 100

ORIGIN: G0 TRANS. OST/RGN: TRANS. DATE:
SERVICE/SSALES: 1 CDMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N)
BUILD QATE: CALIBRATIOM:

ESP INFD: EXPIRES:

OFEN RECALL: DWMER NOTIFIED: MICRO:

COMMENTS !

1997 /08/01

vew WAYIS: SUBSEQUENT *¢#

CUSTOMER SAYS: .
-TOOK YEHICLE IN FOR REGCALL QS54% 49T
-PART I5 ON MWATIONAL HACKORDER

¥

PER CUSTOMER, DEALER SATS:
=A% OF B/1/97 THEY ARE AWAITING PARTS

L
CUSTOMER SEERS:
-TO REPEIVE PARTS AWD HAVE RECALL PERFORMED

-
CAC ADV1SERD:

~PARTS ARE ON BACKORCER, COMTINUE TD WORK WITH FARTS MAMAGER AT DEALERSHIF TO
DETERMINE AVAILABRILITY OF PARTS

OWNER RELATIONS VOP/BENCHMARKIMWG O9/11798 FAXCARTG




aaf11/80 MASTER DwMER RELAT1ONS SYSTEM [I 14.21.02
I::I---I--ll---:::::::::l’l.'III:F::::::::&!IIIIIIE::::::::::::::l.lllllll":::
PADOC GRP: Hr1T COMCERN CONTACT VEH TYPE: CAR
BETROLT 4d ZNSTR. €2 CONTACT MBR: 10RTSS3G1 OFEMED: 087067 1997
WIN: 1ZVPTZILALE ENGINE: L CLDSED: OBS15/194a7
msdEFEEEECcI===—=—=—sadIEEENEN . L Er t BN AN NN NN S === =s=nadlINIREEEEENET=======
LAST MAME: STATUS: CLOSEDR
TITLE: r1rsT nNaMe Ml
ADCRESS:
BITY: MONADE STATE: M1 ZIF: _
HOME PHOME : BuUS . PHOME:
WODEL YEAR: 4] WINEL : PROBE
MI1LEAGE : 120000 WSD:
DEALER MAME: FRIENDLY FORD INC SALES CODE: 14B434 P& A D2662
CalSAL CODES: 1012 1203  30RA SYMPTOMS : 104100
OALGIN: Gl TRAWNS. DET/RGN: 4B TRANS. DATE:
SERVICE/SALES: 1 CONTACY DATE: 0870771837
ACK. CODE: ASSIST CONE: W AWARD AMT: O SURVEY: ¥ (Y DR N)
BUILD OATE: CALIBRATIDN;
ESP INFO: EXPIRES:
OPEN RECALL: OwWWER WOTIF1ED: WICRA:
COMMENTS -

199708 /08

sev 13 DAYS DUT OF SERVICE #+=»

4uw VERICLE 1NVOLVED IN RECALL SE508 AND 96548 s=w

wew NAVIS: SUBSEQLIENT ws~

CUSTOMER SAYS:

- WEHICLE HAS BEEN AT THE DEALERSHIP SINCE 7/25

- THE CUSYOMER IS5 Q!VYING THE OEALERSHIP TO FRIDAY TO REPAIR THE VEHICLE

- EHE WAWTS TD PICK IT UP EVEN !F THE MOTORE I5% NOT IN THE WEHICLE

L
PER CUSTOMER, DEALER SAYS:
- LARGE DEMAND FOR THE MOTORS AND THEY ARE DW BaCk QRDER

- DOES HAVE THE TRACK INSTALLED BUT THEY ALSO NEED & MOTOR FOR THE SEAT
BELT

- WANTS THE CUSTDMER TO SIGMW A WAIVER THAT THE CUSTOMER 15 TAKING THE
VEHICLE

&+

CUSTDOMER SEEKS:

- NEEDS THE MOTOR FOR THE SEAT BELT PER RECALL

L]

CAC ADVISED:

- INFDRMATIDM HAS BEEN DOCUMENTED AMD FORWARGED TO THE DEALERSHIP WITH A
CORY TO THE REGIONAL OFFICE.

- AEQUEST MR. JOKN AINSLIE (CLIST.
WITHIN 2 BUSINESS DATS

REL MNGR/ SV¥C MNGR) CONTACT THE  CUSTOMER

1997 /08/08
#AXTHIS I5 THE CLOSING COMMENT
SEAT HELT MOTOR REPLACER----- CUSTOMER PICKED UP VEHICLE OR/0B/97T

OWNER RELATIDNS WOP/EEMCHMARKING 09/711/98 FAXCARTG

L




97115498 MASTER OWNER RELATIDNS SYSTEM II 14.21.02
b LR R LR L L L Y e L L L e R T Ry S Sy p—————
BTRERS GRF: XX05 INFORMAT ION CONTACT VEH TYPE: CAR
DETROIY 48 ZW/TR: CONTACT NBA: 10DB7E0254  OPENED: OR&/D7/1857
V1N: 1ZY¥PT21U3L ENOINE: U CLOSED: 0850771997
LB LA L L EE R T E P T T T T R E o L L L Ll Tl L T T T
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - M1:

ADDRESS:
CITY: FLATROCK STATE: ] 1P: -
Hode ruonE: [ BUS. PHOME: _

MODEL YEAR: an MODEL : PROBE

MILEAGE : 1 18000 w50

DEALER NWAME: SLUPERIOR FORD [NC SALES CODE: 148047 P& &: 0QORO7
CAUSAL CODES;: 1204 SYWPTOMS: 104100

ORIGIN: ao TRANS. DS5T/RGN: TRAMS. DATE:
EERVICE/SALES: 1 CONTACT DATE:

ACK, CDDE: ASSI[ST COOE: AWARD AMWT: 0 SURVEY: (Y DR N}
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: OWNER WOTIFIED: KRICRO :
COMMENTS :

1997 fo8 /07

*x3+ NAVIGS: SUBSEQLENT +=x+

CLUSTOMER SAYS:

= BOF FRCM THE PHOME BODK

- WEEDED Td HAVE A RECALL PERFORMED

-~ THE MUOTORTIZEO SEATEBELT IS STUCK IN THE MIDDLE POSITION OM THE DRIVERS SIODE

- THE DEALER CADERED THE PARATS BUT THERE WAS5 A PACK-ORDER DELAY
FOR IT TO EE PERFORMED

- SUBMIT A COMPLAINT

- WILL HOLD FORD RESPONSIELE FOR AN ACCIDENT

-

FER CUSTOMER, DEALER 5SAY¥S:

= THE PARTS ARE ON BACK-CRCER DELAY

L

CUSTOMER SEEKS:

- WANTE THE SEATEELT REPAIRED

- WANTS TO CONPLAIN LBOUT THE FRORLEM

-
CAC ADVISED:
- JWFORMED CUSTOMER FORD MAY EXPERIEMGCE A BACK - ORDER SITUATIDN

- INFDRMED CUSTOMER PARTS WMAMAGER CAM PROVIDE MOST CURRENT UPDATES OM PART
DELAYS

CWNER RELATIONS VOP/EENCHMARKING 09/11/98 FAICARTE




oo/ 11798 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
EEE======s=s==s======cEBEEEEEEEEEEIEEEAEEEEEN N S EEENEGEFIFFrIGEENIS FFEEEEF-EEEEWNCICEN
BOSTLE GRP: 05 CONCERN CONTACT VEH TYRE: CAR
KANSAS CLTY 53 2WSTR:  BA CONTACT MBR: {0OR7E6H93D OPEMED: O8F141/1997
VIN: 12YPTIOCILE ENGINE: & ELOSED: A/ 1941597
FPAREEEEE=—-3mC== E—fx—-—xm@ESNcrsbhd--——soal-—okiSSN—cHEEE-—EEEES—%
LAST MNAME: STATUS: CLOSED
TITLE: FIRST MNAME: - N1:

ADDPRESS

CITY: STATE: NE Z1F:

HOBE PHONE : pus. pHONE: NN

MODEL YEAR: o MODEL: PROBE

MILEAGE ! 110000 W5

DEALER NAME: JOHN MARKEL INC SALES CODE: 153020 FB A: 07332
CAUSAL CODES: 1203 SYMPTOMS : 104 108

DRIGIN: G0 TRANS, DST/RGMN; 532 TRAMS, DATE:
SERVICESSALES: | CONTACT DATE: D8/13/1897
ACK. CODE: ASSIST CODE; W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUILD OATE: CALIBRATION:

EsP INFO: EXPIRES:

OPEM RECALL: OWNER MOTIFIED: RICRO:

COMMENTS::

1807 /08711

vew THIS COMTACT [5% COPEMED OUE TD QPEN RECALL 9854K AND 24559 xae
v NAWIS: SUBRSEQUENT wwe

CUSTOMER SAYS:

-~ WOuLD LIKE RECALLS ON VEHICLE OM SEAT BELTS

= NAd CURRENT PROBLEWS WITH THE VEHWICLE

-

PER CUSTOMER, DEALER SAYE:

= N0 CONTALT

| ]

CUSTOMER SEEKS:

= RECALLS ON VYEHICLE

[ ]

CAC ADVISED:

=INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR, CAVID SEYMOLR [CUST REL MNGR) TO COWTACT THE CUSTDMER WITHIN 2
BUSINESS DAYS

1997/08/12

A¥FTH!S IS THE CLOSTING COMMENT

INSPEZTED BDTH SEAT HELTS FER RECALL SES4A AND 9G583. WILL HAYE TO REPLACE BOT
H THE TRACK AND MOTAOR ASSEMELY ONM THE CRIYVER SIDE MOTOR ASSEMBLY IS OM NATIQONA
L BACK QRDER AND MAT AVAILABLE LOCALLY. THE CUST IS LEAVEING TOWN RECDMENMD HE
HAVE RECALLS PREFORMD AT HIS MEW ARRIVAL AMWD DESTIMATION.

DWHER RELATIDNS VOP/AENCHMARKING O8/11/98 FAXCARTA




oS/ 11 /98 MASTER OWNER RELATIONS SYSTEM [1I 14.21.02
ECXX=—=-c=-======s===-=-=-—xoxcdiddSSSESA I EESAEE N SN EEEEEEIFAFNCIFEFFEEXEEEEENEENYRNNFETIC-EANENE
4954RH GRF: X&D9 CONGERN CONTACT VEH TYPE: CAR
WASHIHNGTON a7 ZN/TR: 1 COWNTACT WEBR: {0QBT7T2472 OFEMED: ORS 1118957
VIN: 1szTzoc9L_ ENGINE: ¢ CLOSED; 0B/29/1997
dAEAEEI LI EEEEEEEEEEEEEEEER gl e e e e e e e e i s ] ol o] = i
LAST MAME: BTATUS: CLDSED
TITLE: FIRST WAME: _ MI:

ADDRESS :

CITY: WALDORF STATE: ND 210

HOME PHONE - BUS. PHOME:

MODEL YEAR: S0 MODEL : PROEE

MILEASE : 1BB400 WED:

DEALER NAME: WALDDRF FORD. INC. SALES CODE: 127047 P& A: DD14Y
CAUSAL CODES: 1412 12048 SYMPTONS : 104 100

BRIGIN: GD TRAWS. DST/RGN: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: ORSAZ/188T
ACK.. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ [Y OR N)
EUILD DAYE: CALIBRATION:

ES8 INFO: EXPIRES:

QDFEM RECALL: DOWHER NOTIFLED: M1CRD:

COMMENTS :

188708711

4% HAVIS: ORIGIMWAL we=

wnw YEHICLE 1WVOLVEDR IN RECALL 98548 LEFT SIDE PA ===
CLUSTOMER SAYS:

-CUSOTMER HAS REEN WALTING FDOR PARTS FOR UOVER THREE WEEKS

-

PER CUSTOMER, CEALER 5AYS:

~PARTS DELAY HAVE NO IDEA WHEN PARTY WILL BE AVAILAHLE

-

CUSTOMER SEEKS:

-RECALL FERFORMED

[ ]

CAC ADVILED:

=INFORMATION HAS BEEM DOCUMENTED AND FORMARDED TO THE DEALER
~REQUEST MR.RQAS5S JUERGENWS TO CONTACT THE CUSTOMER WITHIN 2 BUSIMESS DAYS
1997/085113

#as MAVIS: QRIGINAL =++

CUSTOMER SAYS:

- HAS BEEN WAITING A FEW WFEKS FOR SEAT BELT TO PERFORM RECALL

L)

PER CLUSTOMER, DEALER SAYS:

- BACK-DRDER DELAY

¥

CUSTOMER SEEKS:

= REPAIR OF WEHICLE

'

CAC AOWIGELD:

= INFORMED CLISTOMER FORD MAY EXPERIENCE A BEACK - ORDER SITUATIDN

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVICE MOST CURREWMT UFDATES OM ALAT
DELAYS

OWHER RELATIONS WOP/EEMCHMARKING 09/11/98 FAXCARTG

L




oaj11/am MASTER DWHWER RELATIONS SYSTEM 1] 14.21.02
EEEAmmOImEEECCrEESCCCCrSCooCCCoCCCCE R OEEEENRARRECC o CC o= a R EN RN N - wm e =
4954RH GRP: xxD3 COMCERM COMTACT vEH TYPE: CaAR
NASHINGTOM 27 INSTR: CONTACT NER: 1QRT7T2472 OrENED: OB/S11/1937
ViN: 1IVPTI0CaL ENGINE: £ ClL.OSED: OA8f29/1997
AEEEEE Sl Fea sk rams d i rE NS C X A NN - S-S a N F - EEEEEEEEEEE == ———-————gEFCSEEEEEENNE
1997/0A8/322

FH¥THIS 15 THE CLOSING COMMENT

£r CSM C. RETTEMNMAIER ==

THE PARTS NEEDED TO PERFORM THIS RECALL MAVE EEEN DIFFICULT TO OBTAIN SiINCE
THE BEGINNING OF THE RECALL. THE ISSUE IS WMITH THE SUFPLIER IN JAPAN. FORD IS
DOING ITS BEST TQ ALLEVIATE THE SUPPLY ISSUE, BUT HAS HAD LITTLE OR MW{ SLCESS
IM IMPROVING THE THE SITUATION. AS S00N AS TH PARTS ARRIVE, I‘M SURE THE
DEALER WILL HE HAPPY TO REPAIR THE CAR. UNTIL THEW, THERE [5 M FURTHER ACTIQN
THAT CAN BE TAKEN TO HELP.

OWNER RELATIDNS VODR/BRENCHMARKING OU/11/88 FAXCARTE




Gaf11/98 MASTER OWHER RELATIONS S%STEM 11 14, 21,02
BEE-S=S-RS=-=-gES=====m===rmllSSSSCCEFXSSI S-S E¥SSSSSESSSSS==SSSSSSSSSSSSSogESSSSogEFERSS=S
4a03cwW GRP: Cd INFORMATION CONTACT YEH T¥PE: CAR

PITTSBURGH 44 ZN/TR:

CONTACT WBR: 108789255 OPENED: OB/ 1471997

WIM: 12YPT2 1UALS ENGINE : L CLOSED: OA/f1a/ 1897
LAST MAME: STATUS: CLOSED
TITLE: ME: MOSHENG MI:

ADBRRESS:

HOME PHDME : BUS. PHOME:

MBOEL YEAR: o MODEL : PROEE

MILEAGE: TEOQOO W50 :

DEALER MWAME: HMCKEAN FORD SALES COOE: 144009 P& A OT3N4
CAUSAL CODES: 133 SYMPTOMS : 104 100

ORIGIN; GO TRANS. DET/RGM: TRANS. DATE:
SERVICESSALES: 1 . CONTACT DATE:

ACK. CDDE: ASS14T CDDE: AWARD AMT: O SURVEY: (Y OR M)
BUILD DATE: CALIERATION:

ESF INFQO; EXPIRES:

QPEM RECALL: OMMER MATIFIED: MICRO"

COMMENTS:

1207 /0B 14

v+x YEHICLE THVOLWED IM RECALL SESA8 wew

CUSTOMER SAYS:

-BRIAN FRDMM CALLINHQ

-A FRIEMD OF NINE JUST BOURHT A LUSED fAR AND WE HAVE A RECALL LETTER DATED
1N 1998.

-800#4 FROM THFORMATIDHN.

L]

PER CLUSTOMER. DEALER SAYS:

-PER DALE, WE CANNMOT PERFORM THE RECALL UNTIL NOVEMBER.

"

CUSTOMER SEEKS:

=TD EXPEDITE THE REP&IA.

E J

CAC ADVISED:

-1HFODRMED CUSTOMER FDRO MAY EXPERIENCE A BACK - ORDER S1ITUATION

=INFORMED CUSTDMER PARTS MAMAGER, MR. MARK LENIGAM, CAN FROVIDE WOST CURRENT
UPDATES DM PARY DELAYS.

OwkER RELATIONS VOP/BENCHMARKING O2/11/98 FAKCARTS




pafi1/98 MASTER OWMWER RELATIOWS: SYSTEM 11 14_21 .02

-.....--.';::======-...---“s:‘===========l*..~....- mE- S-S === c-c=x——mcABEEEEER
9172LH ARF: AxOT COMCERM COMTACT YEH TYPE: CAR

LOS AMNGELES T szTR:hEUHTlCT MER: 10B7350729 DPENED : O8/14/1997

VIN: 12¥PT20C1LE EMNGIME: C CLOSED: D9f11/1997

--..-'=========.’.-....‘.‘l_-l:========-*.-------..=“==============-=---.--.-----

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

aITY e A S— L I
HOME PHOME : BUS. PHIONE:

MODEL YE&R: ag MODEL: PROBE

MILEAEGE: 10000 wsh:

DEALER WAME: MIDWAY FORD SALES  SALES CODE: 171041 F & A&: OS4HH
CAUSAL CODES: 2881 1204 SYMPTOMS : 104 100

DRIGIM; G0 TRANS. DST/RSKW: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O089/04/71997%
ACK. CODE: ABSIST OODE: B AWARD BMT: 0 SURVEY: ¥ (Y DR N)
BuILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEW RECALL: OWMER MWODTIFIED: MICRO:

COMMEHTS :

1997/08/ 14

444 WEMICLE TNVOLWVED [N RECALL HE3%4A0 »rs

%% YEHICLE IMVOLYED !W RECALL SE500 ars

CUSTOMER SAYS:

PER MR HEAMAMDEZ;

=1 AM THE FIRST OWNER OF THIS YEHICLE

-[ SOLD IT TO WY FRIEMD AMA PEMA .

~ToOOAY MY FRIEND WENT TD GET THE RECALL DONE, THE DEALER Sall THEY HAD GIVENM
THE PARTS TO DO MY RECALL TO SOMEOME ELSE. AMO THEY TOLD ME TO CONTACT THE
CAC TO GET MORE FARTS TO DD THE FECALL

»

PER CUSTOMER, DEALER SAY35:

-ANO THEY TOLD ME TO CONTACT THE CaC TO GET THE PARTS TO 00 THE RECALL

-
CLISTOMER SEEKS:

-HOW CANM I GET THE PARTIS TO OO0 THE RECALL
]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AMD FOAWARDED TO THE DEALER

~REQLEST MA. RUAL ESPIMOZA {CUST REL MMGR) TD COWTACT THE CUSTOMER WITHIN 2
BUSINESS QAYS

1997,/08/04

#HFTHIS 1% THE CLOSING COMMENT

FEORDERED PARTS FOR RECALL FARTS ARE ON BACKORDER WITH WO ESY. TIME FOR DRDER
TO RE FILLED PEA AECALL CENTER. HAVE MADE NUMEROUS ATTEMPTS TO CONTACT CUSTO
MER TD UP DATE YHEM DM THE PARTS SITUATIONM W1TH MO AMSWER AT FROME WUMBER. 5E

WDINWG LETTER WITH PARTS ORDER INFORMATIOM AND WILL CONTACT CUSTOMER WHEN FARTS
ARE AWAIL. R1CHARD ROLODERBALUM

OWNER RELATIENS VOP/BENCHMARKING 09F(1/3B FAXCARYG

L




QBf11/98 MASTER OWNER RELATIONS SYSTEM II 14, 21,02
SEEE NN NN NN SN NN NSNS IS EFECE N EEEEE NN EE NN NN NN EREARAfMdaxkE=—=====
224V GRP: XX13 COMCERN COWTACT VEH TYPE: CaAR

WASHINGTON a7 ZH/TR: CONTACT MNBR: 108797493 OPENEO: OBF16/1997

VIN: 1ZVPT20C3L ENGINE: ¢ ELOSED: Do/02/{Da?
EIF=S====F== E=======S==SS=S - =S=aFSF-AAAIESI NI IEEEEEEEEEEEEN
LAST MNAME: CTATUS:

TITLE: FIRST mmE:- MI:

ADBRESS :

cITY: PETERSALRG STATE: P:

Houe poonE - BUS. PHENE:

MODEL YEAR: 99 MODEL : PROBE

MILEASE : 110000 W5D:

DEALER NAME: PETERSBURG FORD , I SALES CODE: 127482 P& A: ODBERS
CAUSAL CODES: 1203 1012 SYMPTONS : 104100

ARIGIN; G TRANS. DST/RGN: 29 TRANS. DATE:
SERVICE/SALES: 1 COMTACT RATE: 0872171997
ACK. CODE: ASGIST CODE: W AWARD AMT: © SURVEY: ¥ (¥ OR NI
BUILD OATE: CALIBRATION:

ESP I[NFO: EXPIRES:

OFEN RECALL : . DWNER NOTIFIED: MICRO:

COMMENTS :

1887 J0R/ 15

“ese VEHICLE 1HVOLWED IN RECALL 1 ««x[gB%4R){A85949]

wee MAVIE: SURSEQLENT ws+»

CUSTOMER SAVS:

~YEHAICLE WEMT INTO THE DEALERSHIP FOR RECALL GOM THE RESTRAINT SYSTEM

=HE DRIGIMNALLY URDER THE PARTS ON H1% SEATBELTS OM 7710787 BECALSE THEY
WEREM'T WORKIMNG FROFPERLY

“HE RECIEVE A RECALL NOTICE IN THE MAIL TWO WEEKE LATER IINFORMING HIM ABOUT
PROBLEME wiTH SEATBELTS, SO HE CALLED THE DEALERSHIF TO INFDAM THEM OF THE
=DEALERSAIP SA!0 IT wDULD TAKE ABOUT 30 DAYS TD RECEIVWE THE PART.

-HE HAS TO GO T4 SCHOOL IW GEORGIA ANWD FEELS VERY UMSAFE WITH BRIVIHG THE
VERIGLE

L 3

PER CUSTOMER. DEALER SAYS:

=TOLO CUSTOMER THEY ARE WAITING FOR THE FARTS TO BE SENT Bv FORD.
*

CUSTOMER SEEKS:

-TO FORD MOTOR COMPAMY TO EXPEDITE THE REPAIRS A LITTLE QUICKER.

L
CAC ADVISED:
= VERIFI1ED VEHICLE INVILVEMENT [N RECALL {9&548){95544]
- INFORMED CUSTOMER FORD MAY EXPERTENCE A HACK - DROFR SITUATION
= TNFDRMED CUSTOMER PARTS MANMAGER CAN PROVIOE MOLST CURRENT UPDATES DN PART
PELAYS
1997/08/26
F¥¥TH1S IS THE CLOSING COMMENT
CUSTOMER CAME [N DN B-21. PARTS WERE HERE. TOMFLETED RECALL

OWNER RELATIONS VOP/BENCHMARKING 09/11/8B FAXCARTG




o9/ 11/98 MASTER OWNER RELATIONS SYSTFM 11 14.21._0%
—rzsmmmmmiEpEEmTr—=======—hdEENEEEFroc-========—camaahEJiNI IS =-S=S=S======-—mmhdEENFN
LBOBCR GRP: 06 INFORMET 10N CONTACT vEH TIPE: CAR
WASHINGTON 27 INFTR: _E{ CUNIACT NBR: 10ARGALYE  OPENED: O&71B/1u37
VIN: 1zveT 2 2o I ENAINE: L cLOSEN: OB/ 4A/1337
-z:::====-.l.---.-:=======...........E;;::::::::::l"lI.----...'=============-
LAST NAME: STATUS: CLOSED
TITLE: FIRST MNAME: - MI:

ADDRESS !

CITY: STATE: e [N
HOME  PHONE : BUS . FI-IJHE:_

MODEL YEAR: 80 ODEL : PROBE

MILEAGE: 15000 WaD:

DEALER MNAME: CRYSTAL FORD LTD SALES CODE: 127009 P A A OBETT
CAUSAL CORES: 1012 1203 SYMPTOMS: 104100

DRIGIN: 50 TRANS. DST/RGN: TRANS, DWMTE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST COOE: AWARD AMT: D SURVEY: (Y QR M
BUILD DATE: CALIBRATION:

ESP INFDO: EXPIRES:

OPEN RECALL: . OWMER NOTIFIED: MICRO:

COMMENTS :

1997/08 /718

wex» THIS COWTACT IS OPENED DOUE TO DPEM RECALL 96548 *»-+

wkv PARTS DELAY OVER 30 DAYS wwe

CUSTOMER SAYS:

=M¥ VEHICLE [% I!NVOLYED IN THE SAFETY BELT RECALL

=THE BEALERSHIP DOES WOT HAVE THE PARTS IN AND WILL MOT HAVE THEM BECAUSE OF
THE UPS STR1KE

-1% THERF ANWOTHER wWAY TO HAVYE THE PARTS SHIFFED DUT

T
PER CUSTOMER, DEALER 5A4Y5:

=bJE TD THE LPS5 STRIME 1T'5S TAKIWS A LITTLE LONGER TO GET THE WECESEARY PARTS
IN

E )

CUSTOMER SEEKS:

-SAFETY BELT RECALL WORK PERFORMED

L]

CAC ADYISED:

~INFORMATION HAS BEEN OOCUMENTED AWND FORWARDED TQ THE OEALER

-REQUEST MA.JEFF BLOOM (CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BLUSIMESS DOAYS

*» CUSTAMER CONTACTED FORD RECALL HOTLIME =

Y

LUSTOMER 5AYS:

= THAT THE PART FAS HEEN ON EACKORDER FOR MDRE THAN 20 DAY

- CUSTOMER REFUSES TO COMTIMUE TO CALL CAC

L)

PER CLUSTOMER, DEALER SAYS: (KEYTH- SERVICE WRITERI

= THAT THE PART I5 ON EBACKORDER

-

OWNER RELATIONS VOP/PENCHMARKING 0O9511/98 FAXCARTG

L




oof11/98 MASTER OWMEDR RELATIONMS SYSTEM 11 14.21.02
'-III----I.-I=========::..I:...:-.:::::==='.I....::l:_:::::....-tﬂ.:::::::.-...
1806CR GRR: QB INFORMATION CONTACT YEH TYPE: CaR
WASHINGTON 27 In/ TR CONTACT MER: 1OBE0ASTE OPEMED: QB/1BS1997
VIN: IEWTMLELH ENGINE: L CLOSED: 041871957
EE RN L LR LAN T I RN NFE - l.ll-:ﬁd!:::::::-.'-l...:::::==.ll‘llln-j-=:=.;
1987 /0B 15

CUSTOMER SEEKS:
- TQ OBTAIN THE PART FOR 95548

FORD RECALL HOTLINE ADVISED:
= THAT THE RECALL HOTLIME 15 & & DEALER PARTS DRDERING FACILITY

- RECALL HDLTINE RECOMMENDS THAT CUSTOMER CONTINLE TO WORK WI1TH OEALERSHIP
TOWARDS A RESOLUTION- JEFF BLODM IS 2UST. REL. MGR. O0OR CAC

.
FPER OUTBDUND CALL TO DEALEREHIR [JEFF BLDDM)

- ADVTSED DEALER THAT RENTAL UMIT FOR 96542 R/M 15 APPLICABELE FOR OURATION
OF BACKNRDER

+* SUPE AT FORO RECALL HOTLIME- TOSHA LILAC-MCINTYRE 1800) 125-5621 =+

OWNER RELATIONS VAP/EBENCHMARKING OQ09/11/9E FAXCARTE




03f11/98 MASTER OWNER RELATIONS SYSTEM I1 14.21.02
ELsESE==—=rowHEEN==S=S==-xdEEEE= ==z s smlEEEEC- - EEEmEmE=sRlOCz=======—mdEFEF=E====:==3IE
16B5JC GRP: DR [NFORMATION COMIACT YEH TYPE. CAR
PITTSEURGH 44 INFfTR: B2 RONTACT WBR: 10RBOBA1LO OPENED: G8/19f1997
WIN: L ENGINE ; CLOSED: &/ 1371997
l:::---lll.l:::::‘IIIIIF=====----III---n::x-..-ﬂ.---ll======:=.llll.-"=.=:====l-I
LAST MAME: STATUS: CLOIED
TITLE: FIRST NAHE- MT:

ADDRESS:

CITY: ROCHESTER STATE: v N |
HOME PHOKWE : BLS5. PHOME:

MODEL YEAR: MODEL : FRDBE

MILEAGE: 1 wW5D:

DEALER NAME: WANDERSTYNE FORD IM SALES COQOE: 144123 P & A: OCDGIE
CAUSAL CODES:. 1012 SYMPTOME: 104 1(u>

DRIGINM: an TRAMS. DST/REM: TEAMS. OATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: A55 [T COOE: ANARO AMT: 0 SJRYEY. LY OR NI
BUILD DAYE: CALIBRATION:

ESF 1HFO: EXPIRES:

DPEN RECALL: OWMER MNOTIFIED: M1CRO:

COMMENTS :

1907/08/19

wevEXECLTIVE REFERRAL vIA MR. ROSS ROHBERTS OFFICEw»++
CUSTOMER SAYS:

- MEEDS SAFETY RECALL PERFORMED CH VEHICLE FOR RESTRAINT BELT SYSTEM
L 3

FPER CUSTOMER, DEALER SAYS:

- WO PARTS AVAILABLE

»0UT CALL ¥O MR. JERRY HKRAMER:

- SPOKE WI1TH wWOODY FOR MR. KRAMER LUMAYAILABLE

- THE PART IS5 ON BACK CROER LUNTIL MOVEMEER
Anambddttavsnnrnnmnds ke v THANKS WODDY ] Fssrrreapardnemis
L]

CUSTOMER SEEKS:

= YWEHICLE REFAIRER

L3

5L ADVWISED:

- ATTEMPTED DUT CALL TO CUSTOMER HOWEWER UNAVAILABLE a/18, SPOKE wiTH
CUSTOMER 'S5 WIFE

- LEFT DETAILED WESSAGE FOR MR. MOLINAR! AT WORK AND ADVISED OF BACK ORDER
SITUATION
- MO FURTHER ACTION AVAILABLE DUE TO BACKDRDERED RECALL [TEM

OWMER RELATLONS VOP/OENCHMARKING 08711798 FAXCARTG

L A




oas/11/88 MASTER OWMER RELATIDNS SYSTEM Ti 14.21,.032
EEEANEEEEEESIEC === A SdASNEEEEENEEPNEERSFSSSSSSSSSSSSSSsSs=SS===sSrcsTsaamx i
a518LB GRP: D2 CONCERN CONTACT VEH TYPE: CAR

BOSTON 11 IN/TR: CONTACT WER: {0OBB0BE12 OPENED: DAS 1971997
VIN: 1zwrmca|.5ﬁ ENGINE : CLOSED: 08727/1997

LAST NAME: 5TATUS: CLOSED
TITLE: rirst nane : |GGG

ADDRESS:

CITY: STATE: L F: -
HOME PHOME : BLI5 . FHONE: H

MOODEL YEAR: MONEL : PROBE

MI LEAGE: &7000 WED :

DEALER WAME: SAYBRDOOK FORD INC SALES CIDE: 1114139 P E A: OBB44
CALUSAL CODES: 1204 12403 EYMPTOMS : 104 100

DORIGIN: GD TRANS, DST/RGN; 1 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0871051997
ACK. CODE: ASSIST CODE: R AMARD AMT: O SURVEY: ¥ (Y OR M)
BUTLD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEH RECALL: OWNER NOTIFIED: MICRO:

COMMENTS:

1997708719

=+ YEHICLE INVOLVED TH RECALL 96548 96589 =rx
wx MAVIS: DRIGIMAL +=++

CUSTOMER SAYS:

-SEAT BELT RECALL

-

PER CUSTOMER, QEALER SAYS:

~UNAELE TO BET PARTS

L J

CLISTOMER SEEKS:

-wWHY CAN HE HODT GET THE PART

-

CAC ADVIZED:

-INFORMATION HAS HEEW DOCUMENTED AMD FORWARDED TQ THE DEALER

-REQUEST WR. DOW SUPER (CUST REL MNGRS SYC MMCR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

- IMNFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAWAGER CAW PROVIOE ROST CURRENT UPDATES OWN PART
DELAYS

1997704/ 10
KWNTHIS IS THE CLOSING COMMENT
MR HENJOUR 15 AWARE THAT SAYBROOK FORD IS AWAITING THE NECCESSARY PARTS MEEDED

YO COMPLETE THIS RECALL THAT WERE ODRDERED ON 0771471997 AND ARE 5TILL DN BACK
ORDER

ODWHER RELATIONS wOPR/BENMCHWARKING 0B/F11788 FAACARTG

L




og/11/08 MASTER DWHER RELATIOMS SYSTEM I 14.21.02
EAEEREE NS S ESC S S I CTET S EOCEEIEAI TAN G SN CA SN g EEAC S g d sy Ly " AN N I ECEAECEEM I =
BTRERS GRF: a5 TWNFORMAT DN COMTACT VEH TYFE: CAR
CINCIMNATI a7 ZH/TR: E1 CONMTACT HBR: '10BELVISY6 DPEMER: OR/19/1947
VIN: izver2 LS| ENGINE: U CLOSED: OB/19/1937
EFAEgELELEEEN mlkEEg i gy P S gy e T S S EEEE N IEEEN - XEEOCOESEC—EEE=-ON3IXEN
LAST WAME: STATUS: CLDSED
TITLE: FIAST MAME: MI -

ADDRESS: I

CITY: “ STATE: B 2zir:
HOME PHONE ; euvs. rHONE . [

MODEL YEAR: S0 MODEL ! PROBE

MILEAGE: 106000 WSD:

DEALER MAME : ADYD COUNTY FORD IM SALES COOE: 14T40% P EA: 01940
CAUSAL COOES: 1013 1204 SYMPTOMS - 104 105D

DRIGIN: GO TRANS . O5T/RGN: TRANS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACM. CODE: ASSIST CORE: AWARD AMT: O SURVEY: [¥ OR NJ
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEM RECALL: OWNER MOTIFIED: MICRO:

COMMENTS ;

{geT/08/19

rer MAVIS: PROGRAN =w»

CUSTOMER SAYS:

- NEED T® HAVE THE SEATHELT RECALL PERFORMED
= THE PART 15 ON BACK-ORDER DELAY

- WAS DRDERED AT LEAST & MONTHS AGHD

- HAS GOTTEM 2 SEATBELT TICKETS BECAUSE OF THIS PROBLEM
"

FER CUSTOMER. DEALER SAYS:
- DO NOT KNOW WHEN T WILL BE IN

-

CUSTOMER SEEKS:

- INFORMAT1OM OM THE BACK-CRDER
'

CAC ADVISED:
= INFORMED CUSTOMER FORD Mar EXPERIENCE A HACK - QRDER SITUATION

= INFORMED CUSTOMER PARTS MANMAGER CAN PROVIDE MODST CLRRENWT UFDATES ON FART
DELAYS

OWHER RELATIONS VOF/BENCHMARKING 02711780 FAACARTG




cafi1/88 MASTER OWWER RELATIDNS SYSTEM I1 14.21.02
——mmAdBRRERMEF LSS rcmEmmEmffR R AEEE - orEmAEEwRFso=L_IEIES=S=S==S=======SrewddINEEFEF
33L1RN GRF: OZ COMCERN COMTACT VEH TYPE: CaR
ATLANTA 21 ZNATR: CONMIACT NER: 108BA11906 OFENED: QRS 1971927
VIN: 1zw=rz:|.'r|j* ENGINE: L CLOSED: 0a/04/1927
=====EcEmmm EEAEEEEEEENCE=S=S======SrcaRdNEREFEFEEEEIFS==SCSS===ohiE
LAST MAME : TATUS: CLOZED
TITLE: FLRET HAME: - MI:

ANORESS:

CITY: ETATE: MC 2IF: -
HOME PHOME : gus. roone:

MODEL YEAR: o0 HDOEL : PROBE

MILEAGE . EQOOG W5h:

DEALER WAME: GARRETT EDYER FORD SALES CODE: 121682 P oA o102
CAUSAL CDDES: 3002 SYMPTOMS: 104100

DRIGIMN: G0 TRANS. DST/RGMN: 2 TRANWS. DATE:
SERVICESSALES: 1 CONTACT DATE: D&f19/1997
ACK. CODE: ASSIST CODE: R AMARD AMT: O SLURVEY: ¥ (¥ AR N)
BUILD DATE: CALIBRRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER MOTIFIED: MICRO:

COMMENTS :

1897/08/ 19

tar THIS5 CONTACT 15 QOPEMED DUE TO OPERW RECALLS 96548 AND 96599 +»»
suv NAVIS: ORIGIMAL =+«
CUSTOMER SAYS:
- NOT HAFPY W1TH THE DEALERS IN HER AREA. TOOK THE WEHMICLE TO THE DEALER FOR
THE SEAT BELTS AND THE DEALER TOLD HER THAT 1T waAS FIME, SHE LEFT THE DEALER
AND THE BELT LOCKED UP ON HER., THE DEALER DRDERED PARTS, SHE TOOK THE VEHICLE
10 THE DEALER ASAIMN YESTERDAY AMWD THEN THE DEALER CALLED HEA AT THE END OF THE
DAY AND TOLO HER THAT THEY DIR WOT GET THE PARTS IN
PER CUSTOMER. DEALER SAYS:
- WAITING FOR PARTS TO COME IM
L
CUSTRWER SEEWS:
- TD HAVE THE YEHICLE FIXED
+
CAC ADWLISED:
~i1HNFORMATION HAS BEEEN DOCUMENTED AND FORWAROED TO THE DEALER
-REOUEST MR. TOW MITCHEM {CUST REL MNAR/ SYEC MNGR) TO CONTAGT THE CUSTOMER AS
SHoN AS THE PARTS COME IN
1997 /08723
AHATHIS I% THE CLOSING COMMENT
SEAT TRACK AND MOTOR ASSEMELY HAS BEEWN ORDERRED FROM DIRECT CALLING TD FORD
MOTOR COMPANY . WE ARE STILL WAITING FOR PARTS TO ARRIVE. THE TRACK AND MOTQOR
ASSEMELY ARE MDT AvAILABELE THRU ORDER PROCESSING CENTER. WHEN PARTS ARRIVE
OUNER WILL BE MDOTIF1ED. IF FORD WOULD SUPPLY PARTS OUICKER WE wWOULD NOT HAVE
TH!S PROBLEM.TOMMY WMITCHEM

OWNER RELATIDNS VOP/BENCHMARKING 09711798 FAXCARTG

L L




09/ i1/98 MASTER OWNER RELATIONS SYSTEM 11 14,2103
crkngaixziEBxadEch i s IE s AFEEN GG IS i EsES S d i dEEdEE s - d e Exasd=-s - xR==sx==x==ax===x
857110 GRR: xX07 INFORMAT [ON CONTACT VEH TYPE: CAR
WASHINGTON 1t ZN/TR: CONTAGT NER: 108B156227 DPENED: 08720/ 1497
YIN: 1ZUPT2MILE“. ENGINE: C CLOSED: OR/20/ 1507
=S E—AS——E-i - EE—AN—¥EN = —xES-%NE-ogl=—Xm- I -—m-Z=ZI-Z=—=——=—=—E-=—gN--—mC=EEK=-=m==
LAET NAME : STATUS: CLOSED
TITLE: FIRST NAME: GREGORY ML

ADDRESS : -

CITY: CHESAPEAKE STATE: 1. I
boue prove: NN avs. ~one: I

MOCEL YEAR: 90 MODEL : PROBE

MILEAGE : 70000 wSh:

DEALER NAME: CAYALIEA FORD SALES CODE: 127051 P& A: DEBIZ
CAUSAL CODES: 1012 1203  1ORA SYMATOMS : 104 100

GRIGIN: an TRANS. DST/RGN: TRANS. DATE:
SERVIGE/SALES: 1 COMTACT DATE:

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

ESP INFO: EXPLRES:

OFEN RECALL: OWNER NDTIFIED: MICRO:

COMMENTS :

19977087320

vex FPARTS OELAY OVER 30 DAYS =+«

ak MAVIS: DRIGINAL %+

CUSTOMER SAY3-

-BOOF-WARRANTY EODKLET

-VEHICLE IS IHYOLWYED IN THE SEAT BELT RECALL

-HAVE BEEN TRYING TO HAVE THE VEHICLE SERVICED FOR B MONTHS FOR THIS RECALL
-DEALERSHIP KEFPS TELLING ME THAT THEY DO NOT HAYE THE PARTS IN STOCK TO
REPAIR THE VEHICLE

“WHAT HAFFENS WHEMN THIS VYEHICLE !S5 AN ACCIDENT

L ]

PER CUSTOMER, DEALER SAYS!

-CANMDT REPAIR VEHICLE EBECAUSE OF BACKORDER OMW MEEDED PARTS

*x

CUSTOMER SEEKS:

~FARTS INFORMATION

»

CAC ADYISED:

- [NFORMED CLSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITLATION

= INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WOST CURRENT UPDATES OM PART
DELAYS

OWwNER RELATIONS WOP/BENCHMARKING OUF1179B FAXCARTG




a9/11/98 MASTER OWNMER RELATIONS SYSTEM I 14.21.08
Sl F S S EE Sy EEEEEE NS g e A I I E s rEEE AR IS N EE N S-S S S I EANEEEEENEFFYENANEgam
a5717C GRF: XXO7 INFORMATION CONTACT YEH TYPE: CAR
WASHINGTDM 27 INSTR: CONTACT HAR: 10DBE1{5227 OPENED: Q&f30/19a7
¥IN: 1ZVPT2OCILE EMGINE: C CLOSED: D5/20/1997
R R R L L RRR L LLARERLILLEFTEETYEFREERRL L LEEEEEEE LT PELETLIIEIIILIL LR TERTIENESE]
1997410703

+44 HAYIS: ORIGINAL +++

#+v PARTS DELAY OVER 30 DAYS w»v-

CUSTOMER SAYS:

- SHE HAS BEEN WAITING DN PARTS FOR A RECALL FOR 1 YEAR
- THE SEATBLETS DD NOT wWORK PROPERLY

[ ]

FER CUSTOMER, DEALER SAYS:

- THE FARTS ARE STILL ON NATIOMAL BACK ORDER

= THEY ARE OMLY FIXING THE CARS UNDER WARAAMTY FIRST AMD THEN THE RECALLS
]

CLUSTOMER SEEKK:

- SHE WANTS THE CAR FIKED

- SHE WANTS THE FARY IM WOW, SHE WILL NOT WAIT

L]

CAC ADVISED:

- I WOULD CONTACT RYLAWO MAYBERRY [PARTS MAMAGER) DNLY.

OWNER RELATIDNS VOR/EFNCHMARKING OO/11/98 FAACARTG




08,/11{/us MASTER RWNER RELATIONS Sy STEM TI 14,21.02
B - E R R S A B e o R R DR AR AR R ISRy FRL NN PSSt ity
TESRSSA GRP: Q1 THFORMATION CONTACT VEH TYFE:™ CAR

sOp 10 ZN/TR: CONTACT NBR: 1GHB2316%  DPEMED; OB/21/1997
VIN: 1IUPTEUCEL5“ ENGINE: CLOSED: 0AB/21/1997
LR EY TER TR L TTTH 3T PP RN R Y ) LT R FR PRI ERT Y T Y EE R E
LAST MWAME : STATUS: CLOSED
TITLE: FIRST NAME: - i

ADDRESS:

CITY: 5TATE: W ZIP:. okl
HOME PHONE ; “ BUS. PHONE: [

MODEL YEAR: MODEL : FRORE

WILEAGE: 42756 WSO

DEALER NAME: FRONT ROYAL MOTORS KALES CODE: 337472 PR A DOD44
CAUSAL CODES: 1203 1012 SYMPTOMS - 104 100

QRIGIN: aa TAANS. DST/RGN: TRAMS, OATE:
SERVIGCE/SALES: ! ) CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ OR M}
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OPEN RECALL: OWNER NOTIFIED: MI1CRO:

CONMENTS::

1297 /0RF 21

*v+ PARTE DELAY OVER 30 DAYS sxe

#ve YEHICLE IMWVOLVED IM RECALL 95548 AND 98535 =+«

t+v NAVIS: SUBSECQUENT wes

CUSTOMER SAYS:

- HAVE BEEN WAITING FOR THE PARTS FOR THE RECALL SIMCE JUNE 9, 1357

L ]

PER CUSTOMER, DEALER SAYS:

- DEALER ORDERED THE PARTS AND THEY STILL HAVE NOT COME IN YET

»aCSR MABE DEC TO JERRY WHO SATO0 THAT THE PARTS ARE DN BACK ORDER AND HE IS
TRYING HIS BEST TO GET THE PARTS#=+

+

CUSTOMER SEEKS:

- THE RECALL TO BE COMPLETED

L]

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPER1ENCE A BACK-ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN FRDVIDE MOST EURRENT UPDATES ON PART
PELAYS

CUSTOMER SAYS:

-RE-ITERATING SAME CONCEANS

“HAVING D1FFICULTY OPTELANING A PART FOR A SEAT BELT

-
PER CUSTOMER, DEALER SAYS:

-PART I5 ON BACK ORDER
.

CUSTOMER XEEKS:

=T HAVE THE PARTS-EXPIDITED TO THE CUSTOMER
-LOANER VEHICLE REGQUEST

OWNER RELATIONS WOR/BENCHMARKIMG 08711798 FAXCARTG




09511768 MASTER QWHWER RELATIONS SYSTEM 11 14.21.02

ST FEEErml - XS CKCCEENEEE xR == FENREE=SCS====Cr-ANAS - - CEEEEER-=-c=-E=-T===EEN4d
15865A GRF: D1 INFORMATION COMTACT VEH TYFE: CAR

IDR 10 IMFTR: CONTACT NAR: 10Q8AJ31E6 OPEMED : 087215157

VIN: 1ZYPTICCEL ENGINE: [ CLOSED: DBES2171987

Sd===SFFEEERESIE--—c=—mEaN SE A F S CEFFEN AN S CENEENCxrC - mIEEExAAN—IC-——EEpw
1997/08,/ 21

-

CAD ADYISED:

- WO EspP

= NO TRANSPORTATION ASSISTANCE FROVIDED

= INFORMED CUSTOMER FORD MAY EXFERIEMCE & BACK - ORDER SITUATION

= IMFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MGST CURZENT LPDATES ON PART
DELAYS

- RE-1TERATED THE SAME CONCERNS
- TOLD BUSTOMER WE ARE NOING EVERYTHING TO EXPIDITE MATTERS

-~ THAT THERE {5 NO WAY TO PUT THE CUSTOMER IN A SPECIAL CRITERTA AND
EXPIDITE MATTERS BECAUSE SHE HAS To GO TO SCHDOL

CHRiMER RELATTONS VOP/RERCHMARK I NG OR/11/98  FANCARTG




oa/ii/9n MASTER OWNER RELATIONS SYSTEM 11 14,3102
AEREEENEIN-I-—3=-=-—-——-—m=——id-—aExEExEN s EEEENAJAEEC-EFAESRSSSSccCS=SCscococ=S===c=cCcE=====m==a=t=mk=
Zanos GRP: AX17 COMCERN CONTACT YEH TYPE: CAR
ORLANCD 24 INSTR: D1 CONTACT NER: 10QBE25372 OPENEDR: {QB/22/1997
VIN: 1 ZVPT21USLE ENGINE: U CLOSED: 0B/0%/ 14997
==rr==dEtsREElAkEINEEEANF—-—8F= CEms-c---omSECc=x I rmEasd-m - AN EEcEAEEAEN AEEENR
LAST MNAME: staTus: cLOSED
TITLE: FIRST NAME: - ML

ADDRESS

£17Y: ST AUGUSTINE STATE FL ZIp: -
Hone PHONE : EUS. PHONE: NN

MODEL YEAR: a0 MODEL: PROBE

MILEAGE: 160000 WSO:

DEALER NAME: GARAER FOROD-MERCURY $ALES CODE: 134455 F & & O4BEE
CAUSAL CODES: 10413 1203 SYMPTONS : 104 100

DRIGIN: (== TRANS. DST/REN: 24 TRANS . DATE:
SERVICE/SALES: | CONTACT DATE: DB/25/74607
ACK. CODE: ASEIST COOE: R AWARD AMT: 0 SURVEY: ¥ (¥ DR N]
BUILD DATE: CALIRRATION:

ESP INFO: EXPIRES:

QPEN RECALL: OWMER NDTIF1ED: MicRen:

COMMENT S

1997/08/122

**¥ WEHICLE 1NVOLVED IN RECALL S9854B AND 96599 r=s

#4% MNAVIS: SUBSEQUENT r=x»

CUSTOMER SAYS:

= JAW 151857 TOOW VEHICLE IW TO THE DEALERSHIP FOR SEAT BRELT RECALL
-~ DID NOT WANY TO BRING THE WEHICLE IN UNTIL THE PARTS WERE AVAILABLE

- PREFER TH YAKE IT TO AWNOTHER DEALERSHIP. SREEN COVE SPRINGS. FL
"

PER CUSTBMER. DEALER SAYS:
- PARTS WERE DN BACK ORDER FER BOZINE

L
CUSTOMER SEEKS:
= VEHICLE REPAIRED

*
CAC ADVISED:
- INFORMATIDN HAS BEEN DOCUMENTEDR AMD FORWARQED TD THE REALER

= REQUEST MWS. MARLA HESS {CUST REL MNOR] TO LONMTACT TrE CUSTOMER WITHIN 2
BUSIMESS DAYS

= TNFORMED CUSTOMER FOROD MAY EXPERIENCE A BACK - ORDER SITUATION
- TMFORMED CUSTOMER PARTS MANAGER CaN PROVIDE MOST CURRENT UPDATES OH PART
DELAYS
1997/08/29
H#ANTHIS 15 THE CLOS1NG COMMENT
CUSTOMER CAME IM ON OB/25/97 AMD RECALLS WERE PERFDRMED QW VEHICLE.

OWNER RELATIONS VvOP/BENCHMARKING OA/11/98 FAXCARTG




o3/ 1/a8 MASTER DOUWNER RELATIONS SYSTEM I 14,11.02
-‘z-...l....!!.::::::.'.----'....-.:::::::------1*.*.‘-.-IIII:..IIII---.--::::::“
TESTEE  GRA: XA11  CONCERN COUNTACT VEH TYPE: CAR

LOS AWGELES COMTACT MNER: 10RBa4580 OPENED: B8Ff2T/19297
VIN: ENGINE: U CLOSED: 00725/ 1997
E=eSEldTFyw-—AENAENCdxsdxA—— -‘..--..-..-::::::-------‘-*---::---..---..------:
LAST MNAME - STATUS: CLOSED
TITLE: Frrest nane: [

ADORESS :

CITY: STATE: CA P -
HOME PHONE : “ BUS. PHONE: F

MODEL YEAR: MDDEL :

MILEAGE : B5000 WSD:

DEALER NAME: DAVID WILSON’S FORD SALES CODE: 171064 BB A: OO
CAUSAL COOES: 1903 SYMPTOMS ; 104100 403800

CRIGIN: G0 TRANS. DST/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE; D5/02/1247
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CAL TERATION:

ESP INFO: EXP1RES:

OREN RECALL : OMMER NOTIFIED: MICRO :

COMKENTS :

199T/QR/27

vi4 MNAVIS: DRIGIMAL +a=

*es YVEHICIE INVOLVED IN RECALL BES48, 96599, 94F5d wss
CUSTOMER SAYS:

= YEHICLE 1% IMVOLVED IN THREE RECALLS

- WEHICLE HAS BEEN IN TQ THE DEALERSHIP TWlCE, AND NOTHING HAS EEEN DONE |,
CUSTOMER HAD TO CALL TC FINO QUT THAT NOTHING COULD BE DONWE

= IT HAS BEEN & WONTH, THE CUSTOMER WEEPS TRYING TD HAVE THESE RECALLS
PERFORMED

= SHE GETS A DIFFERENT STORY EVERY TIME SHE CONTACTS THIS REALERSHIP

]

PER CUSTOMER, DEALER SAYS:

= CATALYTIC COMNVEATER IS IM, SEAT BELTS ARE MOT IN YET

L

CUSTOMER SEEMS:

- T4 HAVE THE RECALL MWORK PERFORMED

L

GAC ADVISED:

- INFOAMATION HAS AEEW DOCUMENTED AMD FORWARDED TO THE DEALER

- REQUEST MR. STEVE OUEZADA (CUST REL MNGR] TO CONTACT THE CUSTOMER WITHIN 1

RUSINESS DAYS

1997 /04,03

TIM, PLEASE UPDATE CONTACT WITH CURRENT STATYS. IF THERE IS & PART ISSUE
CONCERN, LET ME KNDW,

THANK ¥OU, D.SIMS, CSM WARKET B

1897/09/18

FASTHIS 15 THE CLOSING COMMENT

CUSTOMER WAS AOVISED THAT PARTS ARE ON BACK DRDER. NO TIWE WAS BEEN GIVEN
FOR RELEASE.

OWHER RELATIONS vOP/BENCHMARKING 03/11/88 FAXDARTA




Da/11/98 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
====|g._._..p::====-....:::::::n-----.----n::::--'---lllJ:::::::::::IIIIF-::::::::
Q& 1BKL GRE: XAxd4 COMCERN CONTACT YEH TYPE: CAR

PLTTSEBURGH 44 IH/TR: CONTACT WBR: 1Q8B46LL5 OFEMED: OBS27/19a%
VIN: 12UPTEUC3L* ENGINWE: C CLOSED: 10/01/1947
—=—-caaREENEESS oo mmwrorsswmmkEEEEEE==-====—=xaa JEFEFF=-C-C---a=-xdANENEEFE====

LAST NAME: STATUS: CLOSED
TITLE: rirsT Naue: [ MI:

ADDRESS:

CITY: ETATE: TIP:

HOME PHONE : BUS. PHONE: h

MODEL YEAR: MODEL

MILEAGE: 78000 wsO:

DEALER NAME: MCKEAN FORD SALES CODE: 144009 P A A: D7I54
CAUSAL CODES: 1012 1203 SYMPTOMS : 104100 203200 404330

ORIGIN: an TRANS. DST/RGM: 44 TRANS . DATE:
SERVICESSALES: 1 LONTACT DATE: O&8F17/ 1887
ACK. CODE: ASSIST CODE: ©  AWARD ZMT: 0 SURVEY: N (¥ OR NI
BUILD DATE: CALIBRATION:

ESE THFO: EXPIRES:

DPEN RECALL: . DWNER NDTIFIED: MICRO :

COMMENTS :

1997708727

THIS CONTACT OPENED OUE TO DNP 94B70

4w WAVIS: DRIGEINAL ww=+

CUSTOMER SAYS:

- DRIVER'S SIDE FDWER SEAT BELT IS NOT WORKING 4LONG THE TRACK
- WANTS TD HAVE THE RECALL PERFORMED ON THE SEAT RELT

L]

FER CUSTOMER, DEALER SAYS:

- PER DALE, SERVICE RERSOM, AND PARTS PERSON, Wi NAME, AT MCKEAN FORD GAVE
CUSTOMER THE IMFOMRATION THAT THE PARTS WILL WOT BE AVAILABLE UNTL 12-11-97
EACKORDER

L3

CUSTOMER SEEWS:

- WANTS TO HAME THE RECALL FERFORMED OM THE SEAT BELT

.

cac abvISED:.

RE: SEAT BELT RECALL BACK-ORDER

- fNFORMED CUSTOMER FORD MAY EXPERTEMCE A BACK-DRDER SITUATION

- INFDRMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CLRRENT UPDATES ON PART
BELAYS

RE: OMF 93870
-INFORMATION HAS BEEW DOCUMENTED AND FORWARDED T8 THE DEALER

-REGUEST MR.JOAW RYAN (PARTS MNGR) TO CONTALY THE CUSTOMER WITHIM 2 BUSTMESS
oAYS

NON-VLC DUTBOUND CALL MADE TO JOHM RYAM, PARTS MAWAGER, FOR FURTHER
!HFDRMAT10M

- SUPPL1ER WAS TO STARYT PRODUCTION DF PARTS O8-0G-87
- PARTS ARE EXPECTED TD EE OFF BACKORDER BY 12-11-87

OWNER RELATIONS WOP/BENCHMARKING OQdf11/9B FAXCARTG

I T




09711798 MASTER OWNER RELATIONS S¥S1EM 11 1424 .02
==lﬂlll-:l:.|:=l=:'::-:--a-...-:-::;.ql....l-...g-::::;:._.._;:::::.,-..:.::::;n...-.
DE18KL GRP: AAQ4 CONCERM CONWTACT VEH TrPE: CAR
FITTSRURGH 44 INSTR: CONTACT MHR: 108846655 QFERED: OB/27/1597
VIN: TIYPTIOCILE ENGINE: C CLOSED: 10/01/10497
::::..Il..‘.-.:.::‘l:--.-l---:-::--I'-.--III===='=I‘-I.=*====l-‘..l..==l.==.=llI.I..:‘
1997709/ 24

HHKTHIS 1% THE CLOSIMG COMMENT

CALLED CUSTOMER ON 9/17/1897 AND TOLD THEM PARTS WERE IN , THEY SAID THEY WOUL
D CALL BACK TD SET UP PPT AMR MEVER DID.

OWNER RELATIONS WOP/FEENCHMARKING DS/ 11788 FAACARTO




oaf11 /a8

WASTER OWMER RELATIONS SYSTEM LI 14.21.02
IIIIB======-----Il---=I==l------l----==========|=:IIJI.1.:I===:=====:|:l.ll--l-I::===
A4DOREC GRP: EX11 CONMCERN CONTALT VEH TYPE: CAR
PHILADELPHIA 15 ZHATR: ONTACT HWER: 108852BAD COPEMED: OB/28/1997
VIN: 12VPT21UDLEE ENGINE: LU CLOSED: 09/04/1997
EEREs===== m_mmmme——gpABAEEEEERI=-=—c=c-c-==——xdxESEEEEER=S==CS
LAST MAMKE: STATUS: CLOSED
TITLE: FIRST m.uE:- NI:

ADORESS:

cIty: RUNNEMERE STATE: P -
HONE PHOME : _ BuUS. PHOME:

MODEL YEAR: MODEL: PROABE

MILEAGE: 120000 wsD:

DEALER MNAME: WINMER FORD SALES CONDE: 116510 PE A 01248
CAUSAL CDDES: 120F 1012 SYNPTOMS : inaind

OR1GIN: GO TRANS. DST/RGN: 16 TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE: O8/29/1987T
ACK. CODE: ASStST CODE: W AMARD AMT: O SURVEY: ¥ (Y OR H)
AUILD DATE: CALIBRATION:

ESF 1NFO: EXPIRES:

OPEN RECALL: OwMER NOTLIFIED: MICRD:

COMMENTS :

1997/08/28

xer THIS CONTACT 15 DPEMED DUE TO OFEN RECALL 95548 »»»

#%% NAVIS: SUBSEQUENT w+w

CUSTOMER SAYE:

-SHE HAS HEEN UMABLE TQ GET THE RECALL PERFORMED ON HER WEHICLE
~SHE HAS TRIEQ TO HAVE THE WORK DOME FOR S5IX MONTHS

~THE DEALERSHIP TOLD HER THAT THEY HaD THE PART 1IN AND WHEN SHE GOT THERE 1T
WaS MOT IM

.

PER CUSTOMER, DEALER SAWE:

#++oPERMNAME LUMKNOWM: SERVICE DEPT.ss#+2mw

-TOLD THE CUSTOMER THAT THE PART WAS ON BACK CROER

E
CUSTOMER SEERS:

~RECALL INFORMATION
*

CAC ADVISED:
-INFORMATION HAS BEEM DOCUMENTED AMD FORMWARDED TO THE DEALER

~REQUEST MR. MARK A LINDER (5YC MMER] TO COMTACT THE CUSTOMER W1THIMW 2
BUSIMESS DAVYS

OWHER RELATIONS VOP/EEMCHMARKING 09511/9R FARCARTG

L e S




02/ 11/98 MASTER DWMER RELATIONS SYSTEM 11 14.21 .02
ELREL R L e e e L L e L L LR EL Y R P P E LN R R R Yy ]
45 10xes GRE: KR [INFORMATION CONTACT VEH TYPE: CAH
FITTSBLRGH 44 INFTR: €1 COMTACT MAR: 1{)ERS5ES544 OPENED: O8/2af1997
WIN: 12VPT2 U1 LS ENGINE: U CLOSED: 08/29/1997
mamdoEmSSxa==g = EERAEE—Exrd - T-O=-= === AW A-EENEEEENECREN==—o====
LAST MAME : STATUS: CLOSED
TITLE: FIRST MNAME: MI:

ADDRESS : PT F

CITY: MANSFIELD STATE: on ZIP-

doME PHONE: I BUS. PHONE:

MODEL YEAR: B0 MODEL : PROBE

NILEAGE: B0 WeD:

DEALER MAME: FORO CF MANSFIELD SALES CODE: 144079 PEOA: O2178
CAUSAL CDRES: 1203 1012 SYMPTONS: 1341400

QRIGIN: GaQ TRANS. DST/RGN: TRANS . DATE:
SERAVICESSALES: 1 . CONTALT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y OF M)
BUILD DATE: CALIERATION:

E5P INFO: EXPIRES:

QPEN RECALL: OwNER WOTIFIED: MICRO:

COMMENTS :

1957/08 /29

2+ WEHICLE INVDLVED IN RECALL 95548 =4«

ser WAVIS: SUBSEQUENT www

CUSTOMER SAYS:

- THE WEHICLE HAS BEEM AT THE REALERSHIP FOR & MDONTH AND HALF

L]

PER CUSTOMER. DEALER SAYS:

FER TERRY KICK [SERVICE ADVISOR):

- THEY HAVE THE SEAT HELT FDR THE PASSENGER SIDE BUT NOT FOR THE DRIVER'S SIDE
- TAEY HAVE MO I!DESA WHEM PARTS WILL BE AVAILARLE FOR THE VEHIELE

< THEY CURREWNTLY HAYE OME VEHICLE THAT WILL MOT HAVE THE SEAT BELT UNTIL
DECEMBER

"
CUSTOMER SEEKS:

- PARTS FOR SEAT BELT RECALL ARE ON BACK QROER

+

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EMPERIENCE A HACK - DROER SITUATION

= INFORMED CUSTOMER FARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES ON PART
DELAY¥S

REGARDING RECALL/DNF

- REQUEST CUST REL MGR/SYC MGR TO CONTACT THE CUSTOMER WITHIN TwdD BUSIMNESS
DAYS REGAROING RECALL/OMP

OWNER RELATIONS WOP/EENCHMARKING 09%/11/98 FARCARTG




0911798 MASTER DOWNER RELATIOMS Sv3TEM 11 14.21,02
EREEAC— - S EaEEaEmmfSEEEEEr = CCESEIIEEErREEEREIES =SS =SS =SS ZTTS caxdMEIEEFEFEF==S====SC
55 TOMR GRP: 17 INFORMATION CONTACT YEH TYFE: LaR
ATLANTA 21 2M/TR: E2 CONTACT NER: 10BRSOBSY CPEMER: 09/0271897
VIN: 1Z¥FT21U7LS EMGINE: U CLOSED: 09/02/1997
FEEE L Il s T L LA RN N Ny B EmEEET======c=x=-adlIAENEEENEEEEF=SSS=-==-oxsdl

LAST MAME:
TITLE:

STATUS: CLOZEDR
FIAST MAME: MI:

ADDRESS -

CITY: STATE: P -
HOME PHONE : “ BUS. PHONE: _

MOBEL YEAR: [:Ta] MODEL:

MILEAGE : 102600 wsD:

DEALER NAME: UWIVERSITY FORD INC SALES CODE: 12175t P& A: D6GI4
CAUSAL CODES: 1204 SYMPTOMS : W4 100

aRI&IN: GO TRANS. DST/RGH: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. COOE: ASS1ST CODE: AWARD AMT: O SURVEY: (Y DR N}
BUILD DATE: GALIBRATIDN:

£SP INFO: EXPI1RES:

OFEM RECALL: OWNER MWOTIFIED: MICRO:
COMMENTS :

1997/69/02

vt YEHICLE INVOLVED IN RECALL 9G54E +=»

wew NAY1S: PROGRAM r*>

CUSTOMER SAYS:

- TNOK WEWICLE IM DM JLULY 28

- ALL PECALLS COMPLETED EXCEPT DRIVERS SIOE SEAT BELT ASSEMEBLY

- THE OLD SHOULDER SEAT BELT WAS TAKEM OUT AND HWOTHING WAS REPLACED. IT HAS
BEEEN 5 WEEKS THAT HAYE HAD TO DRIVE ADOUND WITHOUT A SEAT BELT.

E

PER CUSTOMER, DEALER 5AYS:

= PART IS WOT AVAILAHBLE

- wlLL CALL CUSTDMER WHEWN THE RART COMES TH

L )

CUSTONER SEEKS:

- SEAT BELT FIXED

-

CAC ADVYISED:

RE: PARTS AVAILABILITY

- INFORWED CUSTOMER FORD MAY EXPERIEMCE A BACK - ORDER SITWAT[OW

- INFDRMED CUSTOMER FPARTS MAMASER CAMN PROVIDE MOST CURRENT LPDATES OM FART
DELAYS

OWNER RELATIONS VOF/BEWCHMARKING 09/711/58 FAXCARTG

R




oafi1 /a8 MASTER DWWER RFLATIOMS SYSTFM ][ 14.21,02
-l==-=====l.lii-l:l.:=====Illll:::::l!#‘l:.i::::lll:.l:::::l|l--t====!!!--l--==:
3A49TJ GRP. XNO7 INFORMATION CONTACT VYEH T¥PE: GAR

SAN FRAM 72 IM/TR: CONTACT NHR: 108ATEOEE  OPENEDR: 09/05/ 1997
VIN: 1ZUPT21UHL* ENGINE : U CLOSED: 09/05/1997
EEEERLERE--C—-3 it — =====HIII.*===-I=III:l:::'l:lll.kﬂ::.l-lll-'-n--
LAST MNAME: STATUS:

TITLE: FIRST H&HE:- MI:

ADBRESS:

CLTY: SUNNYVILLE STATE: :

tout prove: NS  sus. Puoue: il—

MODEL YEAR: MODEL : FROBE

MILEAGE: SO000 w5D:

DEALER HAME: FROMTIER FORD SALES CODE: 172034 P E A DTEO
CAUSAL CODEL: 1012 SYNMPTOMS: 104100

aORIGIN: {1 TRANS. DST/RON: TRANS. DATE:
SERVICE/SALES: ¢ COMTACT DATE:

ACK. EBODE: ASSIST CODE: AULRD AMT: O SURVEY: (Y OR M|
BUILD DATE: CALIBRATIODN:

ESP INFO: EXPIRES:

OPEN RECALL: . OMMER NOT!FIED: MICAD:

COMMENTS

1927/o8/05

v NAVIE: ORIGINAL wes

CUSTOMER SAYS:

= GALLED IN REFEREMCE TO =854a

- SHOLDER BELT DOES WDT WORK OM DRIVER SIDE

L]

FER CUSTOMER, DEALER SAYS:

- PER SERVICE MANAGER THE PART THAT 15 MEEDED IS ON DELAY. MOT SUER WHEM THE
FART NILL BE IN

L]

CUSTOMER SEEMS:

= TO KMEW WHEM THE PART WILL BE IN

o~

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIEWCE & BACK - ORDER SITUATION

- IMFORMED CUSTDMER PARTS MAWAGER CAW PROVIDE MOST CURRENT UPDATES ON PART
OELAYS

OuWMER RELATIONS YOP/BEMCHMARKIMG DS/11/98 FAXCARTG




09711 /98 MASTER OWMER RELATIONMS SvSTEM 1! 14,21
Fehesd fr s FE N EEE A I O NI S A S S S S S S S SSSSECS ST SRSAISLFAEAuNc-x=-—&=-===========
Q330A5 GRP: 0L COMCERN CDMTACT vEH TYFE: CAR
ATLANTA HB| 2ZNSTR: AR CONTACT MER: 10BEATF146 QPENED: Co/o8/ 1997
VIM: 1ZUWFPT21UXALS EHNGIME: u CLOSED: Qofi16/1997F

LAST NAME: STATUS : CLOSER
ADDRESS :

C1TY: STATE: AL 2IP:

HOME PHONE: BUS. PHDME:

MODEL YEAR: 50 MODEL :

M1LEAGE : 165000 wso:

DEALER WAME: UWOODY ANDERSOM FORD SALES CODE: 124717 P& A Os802
CalUsal COOES: 3001 0206 SYMPTOMS 104100

ORIGIM: GO TRANS. DST/RGH: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OBF097 1997
ACK . CODE: ASS]15ST CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD OATE: CALIBRATION:

ESP [NFO. EXPIRES:

OFEN RECALL: OWNER NOTIF1ED: MICRO:

COMMENTS :

1997 /05 /08

3% VEHIGCLE TMVYOLVED IN RECALL SZEZ21,. G4ESR4, 96548, 5659Y -+

wew NAVIS: ORIGINAL »»s

CUSTOMER SAYS:

= THE CUSTOMER IS CALLING ABOUT RECALLS ON TRE VYEHICLE, THE DEALERSHIR HAS
SAID THAT THE PARTS WiLL BE DELAYED UNTIL THAMKSGIVING

= THE CUSTOMER'S PROBLEM IS THAT SHE DOESN*T WANT T3 HAYE TO BUY EXTRA
INGURANCE T FOVER THE RENTAL CaAR

L

PER CUSTOMER, DEALER 54YS5:

- NO CONTACT

L 3

CUSTOMER SEEKS:

- RENTAL CAR REIMBURSEMENT

L J

CAC ADVIRED:

RE: RECALL INYOLVEMENT

-INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

“REQUEST MR. BOEBY WHITE {CUST REL MHWGRY S¥YLC MWGR)Y TO CONTACT THE CLUSTOMER
WITHIN 2 BUS!MNESS DAYS

RE: PARTS DELAY

= INFORMED CUSTOMER FORD MAY EXPERIEWCE & BACK - ORDER S1TUATION

= INFORMED CUSTOMER FARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES ON FART
DELAYS

RE: LOANER VEHICLE

- WO ESP

- HO TRAMSPORTATIOM ASSISTANCE FROVIDED

OWNER RELATIOWS VOPFRENCHMARKING OB/ 11788 FARKCARTES




0a/11/98 MASTER DUNER RELATIONS SvySTEM II 14.21.02
EEEAfFE RS- ZANASCr- - E—EEES3x - SEEEEE == Fr-ENENcE=-===E=N S-S FEEENE===-—r-mERN&
033045 GRP: OC COMCERM CONTACT YEH TYPE: CAR
ATLANTA 21 INSTR: CONTACT NEBR: fOBBET146 UPENEDR: O2/04/ 1007
VIN: izwrzmxmﬁ ENGINE: U CLOSED: 0971671897
ELER LR T ET DL EFEELF T T PSS TN ANl e e s EE I Al S S CENS =SS pIEEAN=———E—mmLE
1997/09 /08

##FTHIS IS5 THE CLOSTNG COMMENT

THE PROHLEM IS THAT FORD MEEDS TQ HAYE PARTE BEFDRE THEY RECALL THOUSANDS OF v
EHICLES. WE HAVE HAD YEHICLES DOWN ON THE LOT FOR MORE THAN 2 MONTHS ON THIS

¥ TO PROVIDE INSURANCE WHEN FORD RECALLS A VEHICLE ANMD DEMANOS THAT WE DEADLIN

E THAT WEHICLE. IF FORD WOULD LIKE TQ PROVIDE IT PLEASE LET US KNCW, PLEASE
CLOSE.

OWNER RELATIONS VOP/BENCHMARK ING O5/11/98 FARCARTG




09 11598 MASTEF DWNER RELATIONS SrSTEM 11 14,39 .02
R EEFE - X I S S L S T S S S S FrF SR = FTH I EREEn N -l gl == - oSS CSF=SERENE-—ENE-—A=--—d—=====g3==
a8 14Cy GRP: 1417 CONCERN CONTACT VEH TYFE: CAR
DALLAS 52  ZM/TR: CONTACT NER; 10BAMES22 OFENED: 097094 1997
VINM: 12HFT21U3L* ENGINE: U CLOSED: 09/ 1d/ 1907
EpEEEE S s s A AN N AN A S A A S SIS SO SN NESrEFNEEmEBECcE- T - - - - EEEEEEEEENcCER=x=—=
LAST MAME: ETATUS:

TITLE: _F:nsr have: [ »::

ADDRESS :

CITY: HARTLESVILLE STATE: 4 F:

HOME FHONE : BUS. PHONE: d

MODEL YEAR: a0 MODEL: PROBE

MILEAGE : 111000 wWsh:

QEALER MAME: OON THORWTDM FORD T SALES CODE: 152314 F & A: O7DEG
CAUSAL CDDES: 1203 2%i0 10RA SYMPTOMS : 104 100

ORTGIN: &0 TRANS. DST/REN: 52 TRAWS. DATE:
SERVIGCESSALES: 1 CONTACT DATE: 0971071997
ACK. £OREg: ASSIST CODE: W AWARD AMT: O SURYEY: ¥ (Y OR M)
BUILD DATE: CALIHRATION:

ESP INFD: EXFIRES:

OFEN RECALL: OWMER MOTIFIED: MI1CRD:

COMMENTS

1587708709

see NAVIG: PROARAM =we
4 ¢ CONTACT OPENED DUE TD RECALL SG6548 AND 95523 r«es

svx PARTS DELAY OVEE GD DAYS wew

CLSTOMER SAYE:

-BEOTH RESTRAINT SYSTEMS ARE BROKEM

=HAD RECEIVED A RECALL KWOTICE 0N SEATEELTS

=IT HAS BEEN 3 MONTHS ALREADY-WHERE ARE FARTS

L 3

PER CUSTOMER, DEALER SAYS:

-NO RECENT CONTACT

[ )

CUSTOMER S3EEKS:

=RECALL PERFORMED-WHERE ARE SEATRELTS?

»

CAC ADVISED:

OUTEOUND CALL TO MR_JIM SIMMONS SV MGH:

- ADVISED CUSTOMER IS A VERY LOY:AL CUSTOMER

- REQUEST MR.JIM SIMMONS SWC MGR TO CONTACT CUSTOMER SAME DAY

=w»«LSE PLACED & CALL TO TRY ANMD ASSIST CUSTOMER, EVEW THOUGH HE HAD 1110040

MILES, AND SPOKE WITH JIM SIMMONS IN SERVICE. HE CHECKED INTD THE SITLUATION
ANO SAID THAT RIGHT SIODE IS IN, LEFT WON'T BE IN TILL DECEMBER. CUSTOMER CaAN
SET UP AN APPOINTMENT FOR RIBHT SIDE. CSA SENT AN OPEN CONCERM CONTACT WITH

REGIDNAL ASSISTANCE.

~INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE ODEALERSHIP WITH A COPY
TO THE REGIONAL OFFICE.

-REQUEST MR.JIM SIMMOMS | 5VD MHNGR) CONTACT THE CUSTOMER WITHIM 2 BUSINESS

NAYS

OwNER RELATIONS VOP/BENCHMARKING 097117958 FaXxCaRTo




ouf 117498 MASTER OWNER RELATIONS Sy%TEM 11| 14.21.02
FESF==S=cc-c===c=scccscc-naera s INNANE AN N AN ASEEEE NN EEFEEEFE S S-S SSaESSSSESSFESSSSSEsEEES
oR14cy GRP: ARIT CONCERHW CONTALCT YEH TYPE: CAR
DALLAS 52 INFTR: D3 CONMTACT NBR: 1QBRAR5IZ OPENED: 0970571997

: : asg0; o05/18/15397
::’::—:::::::-:I:EE::E:EE:E_I‘IEEEEEE&EF:E: ==========EI='=EE===E=£==£=====
1987/08/ 11

HARTHIS 15 THE CLOSING COMMENT

CALLED CUSTOMER..HE SA1D THAT HE HAD ALREADY EXPLAIMED TO THE QUWNER
RELATIONS AMALYST, HE WOULD WAIT UNTIL THE LEFT SIDE PART WAE [N TO HAVE
THE REPAIRS MADE.

DEALERS QUESTIOM IS,WHY WAS A& CONCERM COMTACT OPEM WHEN THE AMALYST SPOKE
WITH THE SERYICE MAMAGER WHILE HE HAD THE CUSYOMER OM THE OTHER LIMNE?D?
JIM S]1HMONT

OwhER RELATIONS WAP/BEWNCHMARKING O3/141788 FAXCARTG




o9/ 11788 MASTER OWHWER RELATIONS SYSTER 11 14 .,21,02
ll;:===:--lI.Ii::::::ill.':::::::--llll======-:-----'I-J-l‘====ll---i-llll='=======--
a5 IDEC GRER: XXx13 COMCERM CONTACT VEH TYPE: CAR
OETROIT 44 IN/TR: D2 CONTACT WBR: 108BI149%9 QFEMED: 0B/09/10497
VIN: 1zvrT21uacs EMGINE: U CLOSED: D9/19/1997

LAST MAME: STATUS: CLOSED
TITLE: reest nanc: [

ADDRESS:

£1TY: STATE: ZIb: -
HOME PHOKE : BUS. PHOME: h

MODEL YEAR: a0 MODEL : FRDBE

MILEAGE : 100000 "1 R

OEALER MAME: DOH SEELYE FORD INC SALES CODE: 148574 P & A: 09708
CAUSAL CODES: 1203 SYMPTDMS: 104 100

DRIGIN: an TRAWS . DST/RGW: 4B TRANS. OATE:
SERVICE/SALES: 1 CONTACT QATE: 09511719497
ACK. CODE: ASSIST CORE: 0 AWARD AMT: 0 SURVEY: ¥ L¥ DR NI
AUILD DATE: CALIBRRATION:

ESP ENFD: EXPIRES:

NPEN RECALL: OWMWER NOTLFIED: MICRO:

COMMEMTS :

1897/0%/0%

ews VEHICLE INVOLVED !N RECALL 9B55G vr»

sen YEHICLE INVOLVED TN RECALL 9J%4B »v+

sew NAVTIS: ORIGINAL ww»

CLUSTOMER SAWS:

- THE ZEAT BELT 15 STOPPED WORKING

- DALGHTER IS DRIVING THE VEAICLE AND IT IS5 NOT 5SAFE FOR HER TO DRIVE

- IT IS5 AGAINST THE LAW NOT TD DRIVE WITH THE SEAT BELTS NOT OPERATING
+

PER CUSTOMER, DEALER SAYS:
- THE PART WILL MAQT BE AVAILABLE UNITL POS5SILEY DEGEMAER

CUSTOMER SEEKS:
- BACKCORDER DELAY ON THE SEAT BELTS

»
CAC ADVISED:
- INFORMED CUSTOMER FORD WAY EXPERIENCE A BACK - ORDER STITUATION
- INFORMED CUSTDMER PARTS MANAGER CAN PROVIDE MOST EURRENT UPOATES OW PART
DELAYS
1997/08/12
[ EXFLAINED TD THE CUSTOMER ABGUT THE MATTOMAL BACK ORDER SITUATION AND
ASSURED THEM WE WOULD CALL THEM AS SOON AS PARTS ARE AVATLABLE.
RHAMK ¥YOU SINCERELY JIM ¥
###THIS 15 THE CTLOSING COMMENT
COMMENTS ARE THE SAME AS BEFORE THANK YOU SINCERELY JIM VANDEWRERG

OWMER RELATIONS WOP/BENCHMARVING 097711/98 FALCARTG

T




09/11/88 MASTERE OWWER RELATIOMS SYSTEM II 14.241.07
O B T o T T T TN I T T T Y R M R M EE RS = =
22E0MN GRF: 17 COMCERM CDMTACT WEH TYPE: CAR
NENVER a6 ZNSTR: By CONTALCT WBR: 10B9047T44 OPEWED: 0OS/11/139487

VIN: 1ZVPT22LALS ENGINE: L CLOSED: O9/25/1997

#:?IEMHE: crnst — STATUS: CLDSED

H MNAME : MI:

ADDRESS : R

CITY: _ STATE: P -
HOME PHONE : m BUS. PHONE: _

MODEL YEAR: MODEL :

M1LEAGE: as000 wsD:

DEALER NAME: HENAY S DAY CO SALES COOE: 156024 P & A: DB437
CAJSAL CODES: 1203 1ORA SYMPTOMS : 104 100

DRIGIN: o TRANS. DST/RGN: 56 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: ©8/15/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ LY OR N)
BUILD DATE: CALIBRATIDM:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTLFIED: MICRO:

COMMENTS :

1997708/ 11

www WEHICLE INVOLVED IN RECALL S8548 +*+
*x* WEHICLE INVDLVED IM RECALL QE599 »4*
CUSTOMER SAYS:
~M¥ CAR WaS INVOLVED IM A SEAT BELT RECALL
-1 TDOK ET TD THE DEALERSH!P YO HAVE THE RECALL PEROFEMED

~WAENM THEY PLUT THE RECALL FIECE ON MY VEHICLE, THE VEHICLE DID MNOY NORK
PROPERLY

=THE DEALERSHIF SAID THEY wWDULD DROFR THE PART

-M¥ CAR HAS BEEN AT THE DEALERSHIF FOR 40 DA¥S STRAIGHT

*

FER CUSTOMER, DEALER SAYS:

-THEY HAVE ORDERED THE PART

L}

CUSTOMER SEEKS:

-TO GET THE PART &0 SHE CAN GET HER CAR BACK

[ ]

CAC ADVISED:

~INFORMATION HAS BEEW DOCLUMENTED AWD FORWARDED TO THE DEALERSHIP WITH A COPY
TO THE REGIONAL OFFICE.

-REQUEST MR./MS (CUST. REL MNGR/ SWC MNGR) CONTACT THE CUSTOMER WITHIN 2
EUSINESS DA¥S

DwNER ZELATIONS YOP/BEWCHNARKING 09711798 FAXCARTG




oa/11/9m MASTER DWHER RELATIONS SySTEWM [I 14,31 D2
Abh======= lI-II:tt::==I=IIII.I====|'.I.1---i.-::--u-.....===:=;::|-..=,_-===;=...-==== =g =
22ESMM arb: 17 CONCERN CONTACT VEH TYPE: CAR
DENVER 5B ZNFTR: CONTACT NBR: 108904744 QPENED: 0971171997
YIN: 12ZyPT2ILELS EMGTHE: L CLOSED: O8/2671927
ch g r Ik Scr=SSE=EEEER = L L e L L L L LR L Rl P RN E T T LT T T T r T ypm—m—"
1997/08/15

CUSTOMER SAYS:
- DEALERSHIP HAD NOT CONTACTED HER REGARDS TO THE FART

- DOES NDT UNDERSTAND WwHY IT TAKES BO DAYS TO GET & PART BACK
*

FER CUSTOMER. DEALER SAYS:
= NO COMTACT

L 3

CUSTOMER SEEKS:

= JUST WANTS HER CAR BACK
.

CAC ADVISED:
- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER STYUATION

- ITWFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MO5T CURRENT UPDATES OM PART
DELAYS

1957 08/ 18 -
WEETHTS 1 NG COMMENT
TALKER TO N THE PHDKE 9745/97 INFORMED HEA THE PART IS STILL BACK OR

DERED AWD AT LEAST TWO WEEKS DUT. WE WILL CONTACT HER [MMEDIATLY WHEM PART 1S
RECIEVED.

1997/ 10/08

CUSTDMER SAYS:

- RECALL PART DELIVERED TD THE DEALERSHIP

= VEHICLE HAS HEEM AT THE DEALERSHIP 2 MONTHS WAITING FDR & RECALL PART

»
PER CUSTOUMER. DEALER SAYS:

- BRIAN CLARK, SERVICE MAMAGER-GOING 1D CONTACT CUSTOMER ONCE THE PART ARRIVES
AT THE DEALERSHIP
»

CUSTONER SEEKS:

- HOW LOWG DOES IT TAKE FOR A PART TD ARRIVE AT 4 DEALERSHIP
"

CAC ADVISED:
*RE: PART DELAY:
- IMFORMED CUSTOMER FORD MAY EXPERLENGE A BACK - DRDER SITUATIDN

- INFORMED CUSTOMER FARTS MANAGER CAN PROVIDE MOST CLURREKT UPDATES OW PARY
DELAYS

= REMAIN IN CONTACT WITH THE PARTS DEPARTMENT, MIKE STOCKS. AD1 973 Tpa0

DWNER RELATIONS YOP/BEMCHMARKING ODS/11/98 FALCARTG




o9/11/38 MASTER OWWLA RELATIONS SYSTEM 11 14.21.02
AaEmiTE BRE: Xx07 COMCERM CONTACT VEH TYPE: CAR
WASHINGTDN T ENJTR: €1 CONTACT MER; 10B90O599E  DPENED: 04/12/1837
VIN: 1zveT22 Lol ENGIME: L CLOSED: 049/25f499T
L L AR R FEENN] AEFES NN NS EEEEEEEEEEREEs kA EENECEAEIEDXXEC=I=-—=-=T====
LAST MAME: STATUS: CLOSED
TITLE; FIRST NAME: - MI

ADDRESS:

CITr: STATE: _:

HOME PHONE: % BUS. PHONE:

MODEL YEAR: MODEL :

MILEAGE: 1569200 wsD:

DEALER MAME: WALDORF FORD, IMC. SALES CODE: 127047 P& A: 001448
CalUSAL CODES: 1042 1183 10RA SYMPTOMS: 104 100

BRIGEIN: 4] TRANS. DBST/RoNM: 27 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: DRS1BS 1587
ACK. CDDE: ASSIST CORDE: R AWARD AMT: 0 SURVEY: Y (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: OwWkER MOTIFIED: MICRO:

COMMENTS:

19aT/0a/ 12

wwe NAVIS. ORIATMAL =ww

CUSTOMER SAYS:

-800F-DIRECTORY ASSLSTANCE

~HAVE BEEN TRYING STNCE MARCH 8TH TO HAVE THIS REEALL PERFORMED

~FEEL THAT THE DEALERSHIP HAS BEEN UNWRESPONMSIVE TD MY CALLS

~HAVE TOLD ME NUMEROUS TIME THAT THEY WOULD CALL ME BACK WITH TIHFDRMATION,
YET THEY HAVE NOT

-

FER CUSTOMER, DEALER 3AYS:

[ ]

CUSTOMER SEEKS:

“RECALL/PARTS AVAILAHILITY

[ ]

CAC ADVISED:

=EAPLAINED TO THE CUSTOMER AEROUT THE WAJOR BACKORDER OM THIS PART
=INFORMED CUSTOMER FDORD MAY EXAFERIEMCE & BACK - QADER SITUATICHN

-INFORMED CTUSTOMER FARTS MAMNAGER CAM PROVIDE MOST CURRENT UPDATES ON PART
DELAYS

1997/09/18

SHNTHIS IE THE CLOSING COMMEMT

*+ CEM C. RETTENMAIER =+~

THIS [5 THE NUMEER 1 BACKORDERED PAGT FOR FOAD MOTOR COMEANWY. THERE 1S WO
ACTION THAT CAN BE TAKEN TO EXPIQITE THE PART AE THIS IS A SUPFLIER ISSUE.

DOEALER WILL REPAIR CUSTOMER’S VEHIELE A5 S00M AS THEY RECEIYE PARTS. CONTACT
CLOSED.

OWWER RELATIONS VOP/BENCHMARKIWNG 09711738 FAMCARTE




0%/11/98 MASTER OWMER RELATION: SYSTEM 11 14.21.D2
N AEBENRENEIL=S=———c-——cmEANENENEBEFFSSSSSSSSScc=—srreALAEEEFEEPREEFSSCSSSS=S===
BOATOAM GRF: ¥A13 INFORMATLON COMTACT vEH TYPE: CAR

QRFENED: D9/12/1337

WASHINGTON 27 IN/TR: COMNTACT NHR: 108937178
VIN: 1ZVPTIILEL EMGIME: L CLOSEN: Daf12/1897
EEEE======rxsshEUNEEENERW S zCcamSSNSNENEEENANEFSEFFRSFSSSSSSSSSScmzmam

CLOSED

LAST MAME: STATUS:

ADDRESS:

ciry: STATE: va 205 -
HOME PHONE ; “ eus. eaone: [

MODEL YEAR: MODEL : FRDAE

MILEAGE : waD .

DEALER NaME: HALL FORD SALES CODE: 127060 P L A: O0B542
CAUSAL CODES: 1203 SYMPTONS: 104 100

DRIGIN: e ] TRANS. DST/RGM: THANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: ANARD AMT: O SURVEY: (¥ BR NI
BUILD BATE: CAL [BRATION:

ESP INFO: EXPIRES!

OPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1987/09/12

kv MILEAGE UMAVAILAELE +*wv»

sve THIS CONTACT IS CPEMED DUE TO OPEN RECALL 96548 &is
wev NRUIS: SUESEQUENT sw»

wev LETTER DATED Q5/01/97 w=»

CUSTOMER SAYS:

- THE oWHNERIEEEEE= 1w GERMANY

- THE SAFETY BELT MALFUNGTIOMED AND HAD & RECALL ON [T
- THE LEFT DRIVER SIGOE SHOLULDER IS5 STUCK

= THE ¥EHICLE STAYED [N THE SHOP FOR 4 WEEKS

[ ]

FER CLSTOMER, DEALER 5A15:

PER SOMECNE AT THE SERYICE DEPARTMENT

- THE SEATEELT PART 15 OW BHACKORDER

-
CUSTOMER SEEKS:
- RECALL PERFORMED AS S00M AE FUSSIBE

A

LAl ADVISED:

- CUSTOMER IS MWOT LISTED IN DIRECTORY ASSISTAKWCE

- C5R FORWARDED A PCOY1 TQ THE CUSTOMER

- WEXT £5R, PLEASE FIND DUT WHIGH DEALERSHIP THE CUSTOMER 15 WORKING WITH AND

HAKDLE THE CUSTOMER®S [SSUE CORRECTLY, THANK YOU #¥¥ NOTE: IMAGING DOCUMENT
IDENTIFICATION NUMBER [DOCID): 652124030

DWNER RELATIONS VOPR/BENCHMARKING 09711798 FARCARTG

L




oaf11./98 MASTER OWWER RELATIONS SYSTEM 11 14.21.02
-==I'::::::-::-------------III---.I--I-----------—---ln-l-r---I'-'-'-'-'-'-=ﬂ.I==-=====
1862CH GRP: XX10 INFORMATION CONTACT YEH TYPE: CAR
WASHINGTON 27 IN/TR: At COMTACY NBR: 10BS4 1561 OpENED: CAf22/18987
VIN: 1zupT::L5L- ENGINE: L CLOSED: 09/iz/12a7
AR S TASBEALAEAEEEE T xl EEFEFEEEEEIOE=-==—=—==o==x===g=-EERdcERxEEEEEEER
LAST MNANME: STATUS: CLOSED
TITLE: FIRST MWAME: JOHW ML
ADDRESS:
oLIYY: NEWPORT NEWZ STATE: ' _
HoME PHONE: [N 2 Bus. PHOKWE:
MODEL YEAR: a0 MAODEL : PRCBE
MILEAGE: 1238000 W50
DEALER MNAME: HALL FORO SALES CDODE: 137080 P A& A: Daed2
CAUSAL CODES: 012 SYHRPTOMS: 104100
ORIGIN: GD TRANS, DST/RGM: TRANS. DATE:
SERVILE/SALES: 1 CONMTACT DATE:
ACK. CDROE: ASSIST CODE: AMARD AMT: O SURVEY: [Y¥ OR M)
HUILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:
COPEN RECALL: OWWER NOTIFIED: MECROD:
COMMENTS @

1097/09/23

vik PARTS DELAY OWER 30 DAYS vas

wud YEHICLE INVOLWED IN RECALL 98548 #ww

2ww MAVIS: SUBSEOQUENT *3»

CUSTOMER SAYS:

-~ BREEN WAITING STNCE JANUARY FOR SAFETY HELT TO BE REPLACED

L ]

PER CUSTOMER, DEALER SAYS:

- BACKDRDER ON PARTS

[ ]

CUSTOMER SEEKS:

- WHEN WILL PART HE IN

L

CAD ADVISED:

~-INFORMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE QEALER

-REOUEST MR./M5. (CUST REL MNGR/ SVC MNGR) TO CONTACT THE CLSTOMER WITHIN 2
BLSINESS DAYS

DWMER RELATIDNS VOP/BENCHMARKIMG O9/11/58 FAXCARTG

L e




oas 11 /a8 MASTER OwhER RELATIONS Sy5TEM I 14.21.04
DIZ0AS GRF:. OC INFORMAT LON CONTAGT VEH TYPE: CAR

SaN FRAN T3 INSTR: CONTACT MER: 10RADTGGE OPENED: 0971271097
VIM: A ZvPT2 1UILS ENGIME: L CLOSED: Q974271997

———————————————————————— SAJIdEEEEEEMEEEEENNER

STATUS: CLOSED

LAST HAME:
TITLE:

1

ADDRESS :

CITY: STATE: CA 1P -
HEIME P HOWE - % sus, rHonE : [

MODEL YEAR: 90 WMDDEL : PROBE

MILEAGE: F0000 wsD:

DEALER NAME: FRONTIER FORD SALES CODE: 172038 P& Az Q7RSI
CAUSAL CODES: 3001 2804 SYMPTOMS: 104100

CRIGIN: & TRANS. DST/REM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CDDE: AWARD AMT: O SURVEY: (Y OR N)
BUILD DATE: CALIHRATION:

ESP [NFQ: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :

1987 /0% 12

wew YWEHICLE [NVOLWED [N RECALL 9854B AND 9H599 sx+

CUSTOMER SAYS:

- BOOF FRCONMTIER FORD DEALERSHIF

- WEHRICLE IS INVOLVED TW A RECALL AWD THE PART IS OW RACKORDER

-
FER CUSTOMER. DEALER SAYS:

- PER FRONT1ER FORD, THE FARTS ARE COh MATIOMAL BACK ORDER THEY WILL NOTIFY HER
WHEN THE PART COMES IN
3

CLSTOMER SEEKS:

= RESOLUTION TD COMTERN

]

CAC ADVISED:

RE: PARTS DELAY

= IMFDRMED CUSTOMER FORD MAY EXFERIEMCE A BACK - ORDER SITLATIOM

= IMFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MWOST CLRRENT LIPOATES OM PART
DELAY S
1997/11/08

5L ADYISED:

~5L CONTACTER DEALER SPOME WITH HERO {SERV. ADV.) [N REGARD TD THE SEATRELT
=AERQ 3SAID HLS INFORMATION 5HOWS THE PART DM BACK CQRDER UNTIL DECEMBER
-HERO ALEOD SA¥S THAT THE CLUSTOMER OMLY NEEDS THE LEFT HAWND SEATBELT WOT THE
RIGHT, HOWEYER CUSTOMER NEEDS BOTH RAIL AND MOTOQR

-SL IS LOGKING JWTOD THE SITUATION CURRENTLY

FORD HAS CONTACTED WENDOR FOR ASSISTAMCE. FART IS5 BEING SHIPPED TOMDRRDM,

5L ADVISED PAM/PARTS. MGR. PART WILL APRIVE FDR THIS WEHICLE WITHIN THE
NEXT FEW DAYS.

OWMER RELATIONS VOP/BENCHMARKING 0U/11/Q98 FAXDARTG




oaf11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
S S S S SS S S S S E S I IS NI AN NN RN AR RN (i IS S S S E S EEEEEC T S - S S ESE SN EE SSRGS EEEEEENEEXO=—==
D3IIOAS GRP: QC [NFORMATIDN COMTACT WEA TYPE: ChR

SAM FRAN i3 ZNSTR: CONTACT NBR: 10890766G OPEMED: O9/12/1987
viN: 1Z¥PT21UIALS ENGINE: U CLOSED: O8/12/1937
IENFAEEEEE EEEEEEEEEEEEEERL R kM r r === S CSS S SO EEEEEEE R NP NN A w m R R X N RN NN
1997/11/0%

L]

5L ADYISED:

-5L CONTACTED CLUSTOMER AMD TOLD HER THAT THE PART SHOLLD BE AT THE DEALER
TOMIRROW

=5L HAS REQUESTED THE CUSTOMEA CALL THE DEALER AND MAKE AN APPOINTMEMT
=5L ALSD REQUESTED THE DEALER CONTACT THE CUSTOMER WHEM THE PART [5 IN
TOMORROW

OWNER RELATIONS VOR/BEMCHMARKING 09711798

FARCARTG




Gaf11./98 MASTER OWNER RELATIONS Sy5TEM IT 14.21 02
S S S S S S S S S S LS F S S S S FIE S E N I NI NS A SRR EE NNl I X S-S S-S C-aOgEEAEEEEEEREEES
B11ETH GRR. 14 COMCERN COMTACT VEH TYPE: CAR

SEATTLE T4 ZN/TR: CONTACT NER: 1Q33QR3BT OPEMED: 9971271287

¥IN: 12¥VPTa1UBL

ENGINE: U CLOSED: 0972571297

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

CITY: STATE: MT 21r- |
HOME PHONE : aus. Prone : [
MODEL YEAR: MODEL :

MILEAGE: 112000 WsDh:

DEALER MNAME: RBRITTERROOT FORD SALES GOPE: 174607 PE A 0OB3I7Y
CAUSAL CODES: 1203 SYMPTOMS : 104 108

ORIGIN: Ga TRAWS, DOST/RGM: T4 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 08/13/1567
ACK. CODE: ASSIST CODE: W AWARD AMT: C SURVEY: ¥ [¥ DR N}
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

DPFEM RECALL: OWMER NOTIFIED: MICERD:

COMMENTS

1997/09/ 12

*++ CONTACT OPEM DUE TO INVOLVEMENT IM RECALLS BES4B & QBS99 +4+
tes NAVIS: SLASEQIENT sxs R

CUSTOMER SAYS:

~-CUSTONER’S SEATHELT 4% LOCKED IM THE BACK POSITION

PER CUSTOMER, DEALER SAYS:

-UMABLE YD GHEGK RECALL INVOLWEMENT - COMPUTERS ARE OOWN.

4

CUSTOWMER SEEKS:

~RECALL INFORMATION

¥

CAC ADVISED:

RE: RECALL BES43 & 96599

=INFORMATION HAS EEEN DOCUMEMTED AMD FORWARDED TO THE DEALER

~REQUEST M4i. THERESA ROYAN (SWC MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DATS

1887T/0a/ 19

WNNTHIS 15 THE CLOSING COMMENT

AN APPOINTMENT WAS ALREADY MADE FOR THIS& CUSTDMER TO HAVE THE SEATBELT RECALL
DOME WHEN I CALLFD. THE PARTS HAVE BEEN DRDERED AND SHE 1% [N A LOAMER YEHICL
E.

OWMER RELATIONS VOP/EENCHMARKING 04/11/88 FAKCARTG




oa/11 /98 MASTER DWNER RELATIONZ SYSTEM [T 14,.21,02
rEAdmanSS bk bacdEE AT RS AF == SEF - - =-ElF=- S-S LE-S - === ==-=-==S====SX=-=S====—==-@rxr====r=r=—=BE=-=-=idc===
QGE44R U GRF: XKQ% CONCERN CONTACT VEH TYFE; CAR

BO0STOM 11 ZMSTR NTACT MAR: 1085908521 OFEMED: 0971271997

VIN: 1ZIVFT20CAL, ENGINE: CLOSED: 09/22/1997

ENEIEEERIILEN A HEr =Nz =-—HNa - IR - ENEcENSSn—EREEE-ENRETCTSNRE R

LAST MAME STATUS: CLOSED
T1TLE: FIRST mus;_ M1:

ADDRESS :

CITY: REVERLY SETATE: P: -
HoMe phonE : [  5us- PrioNE:

MODEL YEAR: MODEL : PROBE

M1LEAGE: 25000 WS0:

DEALER WAME: THOMAS FORD 5ALES [ SALES CODE: 111045 P& A OBEIZZ
CAUSAL CODES: 1012 1203 1ORA SYMPTOMS 104 100

ORIGIN: GO TRANS. DST/RGN: 11 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0971571997
ACK. CODE: ASSIST CODE: R AWARD ANT: 0O SURVEY: K (¥ OR NI]
BUTILD DATE: CALIBRATIDH:

ESP INFO: EXARIRES:

DPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS:

1a97/08/12

sve UEHICLE INVOLWED 1M RECALL 96548 #ms

#sv PARTS DELAY DVER 30 DAYS #++

tne NAVES: SUBSEOUENT awe

CUSTOMER 5AYS:

~ TODK THE YEHICLE TO THE DEALER IMN EARLY ALUGLST FOR RECALL S6548

- THE DREALER KEPT THE YEHICLE FOR A WEEK BUT WERE UNALBE TD REPAIR THE WEHICLE
UNTILL THE PART COMES !N

- THE DRIVER'S SIDE SEAT BELT STAYS LOGCK IMW A POSISTION WHERE HE !S FROTECTED.
BUT IT WOM'T RETRACT WHEN THE DOQR 15 OPEN

L)
PER CUSTDMER. DEALER SAYS:
- SERVICE MAMAGER TOLD THE CUSTOMER THAT THE PART [5 OW A NATIOMAL BACK DRLER

[
CUSTOMER SEEKS%:
- FILE A COMPLAIMT ABOUT THE BACKORDER

1987/08/1%
S¥ATHIS I5 THE CLDS1NG COMMENT
WE DIN WOT WEEP VEHICLE FOR A WEEK EUSTOMER LEFT VEWICLE PARTS ARE OM BACK
DRPER WE WILL GCALL CUSTOMER A5 SOON A% PARTS COME 1IN ! DID GALL AND LEFT MESS
AGE WITH MY 2Z0ONE REP. TO SEE IF FORD WOULD LIKE TO PUT CUSTOMER IM VEMICLE HAV
E KWOT HFARD RACK FROM REP. YET.

OnNER RELATIONS VOP/EENCHMARKING D3S11/98 FAXCARTG




nasf11/9a MASTER DOWMER RELATIONS Srs<TEM 11 14.21._02
Eexdrdmer st LS e I IRy IS SR EEEERESE AN EE S S S I NS g I LA NN Ry E NN RN NN S A AR Ry
124850 GRF: 13 INFORMATLON CONTAGCT YEH TYPE: CAR

CHICAGO 41 ZH/TR: CONTACT NWBR: 108210460  OPEKED: 0571671997
YIM: 1ZWPTR21UTLE ENGIME: U CLOSED: 09/16/1497

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

ADDRESS

HOME R P

HOME PHONE : BUS. PHDHE:_

MDDEL YEAR: 90 MDDEL:

MI1LEAGE : 101000 WSO

DEALER MWAME- CROWN FORD LINCOLMW=- SALES CORE: 141628 BE A: 02769
CAUSAL CORES: 1012 SYMPTOMS : 104100

ORTGIN: &0 TRANS. DST/RGN: TRANS . DATE:
SEHUIEEESILEE: 1 CONTACT DATE;

ACK. CODE: ASSIST CODOE: AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD OATE: CALIERATION:

ESP INFO: EXF IRES:

OPEN RECALL: GWNER MOTIFIEG: KICAD:
COMMENTS :

1997/097 186

44+ VEHICLE INVOLVED IH RECALL 96509 =a=

wa® YEHICLE INVOLVED IN RECALL QG548 wam

vaw WNAYIS: SUBSEQUENT =wx

CUSTOMER SAYS:

-EUSTOMER SAYS DEALERSHIP ORCERED PARTS ABOUT TwO WEEKS AGD
~WIRE 15 HANGING AMD GREASE COMES OUT aNO RUIM HIS CLOTHES
[ ]

PER CUSTOMER, DEALER SAYS:

=PART 15 ON BACK DRCERED

¥

CUSTOMER SEEKS:

=GET THE PARTS

"

CAC ADVISED:

- INFORMED CUSTOMER FORD MiY EXFERIEWCE A 8ACK - OROER SITUATION

= INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MODST CURRENT UPDATES QN PART
DELAYS

OWNER RELATLIONS VOR/BENCHMARKING D9/11/9H FAXCARTG




o5/11/98 MASTER OWNER RELATLIONS SYSTEM L1 14.21.02
NS EES S LECS S S S SSESSCSCS XIS CSECCSCLCS S SCS S CSCSCS oSS ECS oS I =SS == IS EREFEASTFEEICD=-AMEEEEER
004855 GRP - 02 CONCERM COMTACT YEH TYPE: CAR
MEMFHIS 23 INSTR: CONTACT NBR: 10E920G5E81 OPEMED: Q4f18f1897
YIN: 1ZvPT210LS ENGINE: W CLOSEN: D5/29/18497
SEE=SEBE==E== AR IS FENEENEIEESEE A EEEE NN EcEEcEE_—_—_SAxEAEx--x2
LAST WAME: - STATUS

T1TLE: FIRST MNAME: MI:

ADDRESS :

CITY: NASHVILLE STATE: Ip:

wowE proke: [ BUS. PHONE : F

MODEL YEAR: |0 WODEL :

MILEAGE: 1100080 wsD:

DEALER WAME: TOWM & COUMTRY FORD SALES CODE: 123040 P B A: DG734
CAUSAL CODES: 1204 SYMPTOMS : 1041040

ORIGIN: GD TRAMS. DST/RGH: 123 TRAKS. DOAYE:
SERVICE/SALES: 1 COMTACT DATE: o4a/19/1387
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURWEY: ¥ {¥ oR W)
BUILD DATE: CALIBAATION:

ESP IMWFD: EXPIRES:

COPEN RECALL: QWNER NDTIFIED: MICRAO:

CONHEKTS:

1Rs7/D8/ 18

#rs THIS CONTACT !5 OPENED DUE TO DPEN RECALL 95548 & 396599 w#s

#+v HAWIG: ORIGIMAL +++

CUSTOMER SAYS:

-BEEN TRYING TO HWAVE SEAT BELT RECALL COMPLETED SINGE £4a/11/97; FINALLY GOT IT
IN HBUT PART IS5 DN BACK-DRDER: DNEALER JUST PUT IM OM EMERBGEMNCY CORDER TODAY

PER CUSTOMER, DEALER SAYS:
-HAVE PUT PART DN EMERGEWCY UORDER

*

CUSTOMER SEEKS:

-Th ERAPEDITE ARRIVAL OF FART

¥

CAC ADMISED:

-APOLNGI1ZED FOR PARTS QOELAY; INFORMATION HAS BEEW DOCUMENTED AND FORWARBED TD

THE DEALER; REQUEST WARK EDWARDS (PARTS MWGR) TO CONTACT THE CUSTOMER MITHIN 2
BUSINESS DAYS

1997 f0a/a1

FF¥THIS IS THE CLDSIKG COMMEWT

PARTS FOR RECALL ARE DM BACKORDER, WE WILL CONTACT THE CUSTOMER AND PERFORM TH
E RECALL AS SDON AS PARTS ARE MADE AVAILARLE FOR US TO COMPLETE RECALL FOR CUS
TOMERS VEHICLE.

OWNER RELATIONS VOPR/BENCHMARKING 09711798 FaAXERARTYG




og9f11/4948

MASTER DwWNER RELATIONS SYSTEM 11 14.21.02
EERIEF=-Ss FF=cH-==Sdd=CCSmS=SC === = SE=-E=ESdS=EE=EC-SESESCSSCSdOC-CSCSECSSE=S===Es-s-EE=FE=TIXNN=
464800 GRP: Xx04 CONMCERN CONTACT WEH TYPE: CAR
S5AN FRAN T2 ZWTR-NT.&.CT HEBR: 108942864 OPEMED: 09722718487
YIN-: 1ZVPT21UDL EMGINE: U CLOSED: 10/08/1997
=FE===k===m LR e B e S R B BT 1 B
LAST MAME : - STATUS: CLOSED
TITLE: FIRST NAME: MI:
ADDRESS: -
TITY: STATE: P
HOME PHONE : “ BUS . FHDNE:W
HODEL YEAE: MOCEL .
MILEAGE: 000D WED:
CEALER MAME: FUTURE FOHD SALES CODE: 172206 PEA: Q4D
CAUSAL CODES: 1203 SYMPTOMS : 104 100
DRIGIM: GO TRAMS. DST/RGN: 72 TRANS. DATE:
SERVICE/SALES: 1 CONTALT DATE: OUf24/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: Q SURVEY: Y (¥ OR W]
BUILD DATE: CALIBRATION:
ESP INFD: EXPIRES:
OPEN RECALL: OwWMER MOTIFIED: MICRDO:
COMMENTS :
1997 /08/22

+vx THIS CONTACT IS OPEMNED DUE Td QPFEN RECALL 9AS48 R 95598 4xx

4% MAVIS: SUBSEQUENT w+=x

CUSTOMER SAYS:

- THEY ARE AWARE THAT THERE !5 A RECALL FOR THE SEAT BELT

= THE DRIVERS SIDE SEAT RELT LOCK UF LIKE THE VEHICLE HAS BEEN IN AN ACCIDENT
- IT DOES THIS WHEN OPENING THE DOOR, SPORATICALLY

~ THEY TODK IT TO THE DEALERSHIP TD HAWE THE RECALL DOME
- HE DID NOT HAVYE THE DEALEARSHIP ADDRESS THE TIGHTEMNING
[ ]

PER CUSTOMER. DEALER SAYS:

- PER SERVICE ADV¥ISOR, KEVIN, THEY HAVYE TQ ORDER SOME FARTS FOR THE WEHICLE TO
D8 THE RECALL

L

IESLUE

CUSTOMER SEEKS:

- RECALL TNFORMATION

»

CAC ADVISEQD:

~INFORMATTON HAS AEEN DOCUMENTED AMD FORWARDER TO THE DEALER

~REQUEST MR .GREG POPPTMGO [CUST REL MHGR) TO CONTACT THE GUSTOMER WITHIW 2
BUSTHESS DAYS

1097/ 10702

AHNTAIS 15 TRE CLOSTHG COMMEWT

DWMER RELATIONS VOP/BEMCHMARK [ NG

a3/11/2B

FAACARTG




o3/ 11/98 MASTER DWMER RELATIONMS SYSTEM II 14.21.02
k- - SIS SIS S S S S S S S XN S NS XN XNEENEEE - AN N RN NN NN EAEN Er=—NM==Rc--E===g===x
A52%.J0 GRP: MXD9 COMNCERM CONTALT YEH TYPE: CAR
MEMPHIS 21 INSTR CONTACT NER: J0R9S6958  OPENED: 09/24/1B57
VIN: 12vPT2O0SL EWGIHE; C CLOSED: 10/27/1997
EEEENENENAnESE LA L E ] D E R - e ] eI R R R R TR T I FE

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

CITH: STATE: "-

HOME PHONE : m BUS. PHONE : F

MDDEL YEAR: = 9O MDDEL :

WILEARE: 129000 MSD:

DEALER NAME: LAUREL FORD-LINC-ME SALES COOE: 123359 P& A: OB49&
CAUSAL CODES: 1203 CYMPTOMS: 104100

ORIGIN: a0 TRANS. DST/RGN: 23 TRANS, DATE:
SERVICESSALES: 1 . CONTACT DATE: 09/3%71997
ACK, CODE: ASSIST CODE: D AWARD ANT: O SURVEY: Y Y DR N}
BUILD DATE: CALIBRATIDON:

E5P INFO: EXPIRES:

OPEN RECALL: DUNER NOTIFIED; M1CRO:

COMMENTS.:

1997/09/24

£x3 NAVIS: SUBSEQUENT #++9654B ANMD EESDDetevix

CUSTOMER SAVS:

=PHONE IS SAME

=THE WEHICLE IS IMVOLWED TN BOTH RECALLS AND THE SEATEELT HAS HROKEN

=THE DEALER HAS ORDERED THE FARTE HEFORE BUT THEM GAVE THEM AWAY TO ANOTHER
CUSTOMER
.

PER CLSTOMER, DEALER SAYS:

=THEY SalD THEY wayLD FIX IT

L]

CUSTOMER SEEKS:

[ ]

Cat ADVISED:

- YEHICLE 18 WOT I!NMWOLVED TN THIS RECALL

~INFORMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE DEALER

-~REGUEST MR. PAT BRENNANSROBERT MIRGAN TO £SONTACT THE CUSTOMER WITHik 3
BUSINESS DAYS

1997 /10/10

AEETHIS IS THE CLOSING COMMENT

SPOKE WITH CUSTOMER AND PARTS ARE DM BACK DRBERED DUE 2/15/798. RECOMMEND
CONTACY BRE CLOSED

OWKER RELATIONS YOP/BENCHMARKING D9711/98 FAACARTG




oa/f11./38 MASTER COWMER RELATIONS SYSTEM || 14 21,03
S SEEERE I - oS EFEAAEC =R ERREEm== SEANER kR - - oI FEEEECCCOEES AR CImE S ammm—amw
a535J0 GRP: kx0g CONCERN CONTAGT YEH T¥PE: CaRr
MEMPH1% 23 INSTR: CONTACT NER: 108956558 OPEMED: 09/24/1937
VIM: 1IVPT 20CSL ENGINE: C CLOSED: 10/27/1997
SESrINEEENE RIS JEEEEREC-T=3 ==llllti::a’l...ll::::IIII!::::II-IH---::I--lII
1997710/ 14

*+» THES CDNTACT 15 DPEMED DUE TD DPEN RECALL 95548 & H5509 =un
v+ PARTS DELAY OVER 30 DAYE +ss

rem NAVIS: PROGRAM www

CUSTOMAER SAVS:

-TODOK VEHICLE TOd CDURTESY FORD FOR THE SEAT BELY RECALL

-THE MOTORIZEN PART STOPPED IN THE MIDDLE AMD IT'S NO LOWAER WORKING
.

PER CUSTOMER, DEALER SAYS:

-FARTS WON'T BE AVAITLABLE UNTIL /98

.

CUSTOMER SEEKS:

=SEAY BELT RECALL PERFORMED

*

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIEMCE & BACK - DRDER SITUATION
“ INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CURRENT UPDATES DN PART
DELAYS

1997 /18720

CUSTOMER SAYS:

- CALLTHG EBACK WITH THE SAME CHONCERNS

- THE SEAT BELT HAS GONME COMPLETELY OUT

.

PER CUSTOMER. DEALER SAYS:

= BACK ORDERED PART

"

CUSTOMER SEEKS:

= HAWE PART RUSHED

L

CAC ADVISED:

- EUPPDRTED PREVIDUS CSR

OWNER RELATIONS WOPR/HENCHMARKING DS/11/98 FASCARTG




08/11/98 MASTER OWNER RELATEONS SYSTEM 11 14.21.02
=== ==s===========c==1AxESd kI I EEEEEREEE FEEFEEEEIFRFOAC I - SES - IXI-C XSS @S=SCSS==SE==3
TR3aHL GRP: X%03 CONCERN TONTACT YEH TYPE: CAR

DR 10 ZN/TR: ONTACT MBR: 10RGGEI595 QFENER: 0%/2871997
VIN: 1zm=uz|_1|.5“ EMGIME: L CLOSED: 10/29/1237
mkar=—REk=—=-—EkkxIBAccABREEESE ES EJEE - EN-FEF—- =3l -A8-rrs=FdA=-—==EE--C--—_FKFE—-FF

LAST NAME: STATUS:

TITLE: FIRST MAME: _ M1:

ALORESS:

CETY: STATE: ME FIP:

HOME PHONE : BUS . PHONE : F

MODEL YEAR: MODEL :

MILEAGE : HEDOO Wsh:

DEALER MNAME : GEMEVA MDTORS INC SALES CODE : 153804 PR A: O7 108
Callsal CDBES: 1204 3103 412RA SYMNPTOMS : 104100 301000

ORIGIN: GO TRANS. DST/RGN: 52 TRANS. DATE:

SERVICE FRALES: 1 CONTACT DATE: 1Q7227493T
ACK. CDDE: ASEIST CODE: F  AWARD AMY: O SURVEY: ¥ (¥ OR N)
BULILD DATE: CALIBRATION:

ESPF INFO: EXPIRES:

OPEN RECALL: DWMER MOTLFIED: MICRD:

COMMENTS:

1987 /09726

#++ THIS CONTACT 15 QPENED DUE TO OPEN RECALL 96548 & ZESAT e+
*v+ HAYIS: DRIGINAL #~+

CUSTDMER SAYS:

= 1 WENT IN 3 MONTHS AGD FOR MY RECALL, AND THE PART 13 STILL MNOT IN

= 1 CALED THREE WEEKS AGO AND THERE WATS MO UPRATE

- [ HAD GOME TO TH!% DEALERSHIP BEFDRE FOR A HRAKE CDNCERN AND WAS TaLo
HOTHING WAS WRONQ

- WNOW 1 HAVE T GET THE WHOLE ARAME SYSTEM FIXKED

-
PER CUSTOMER, DEALER SAYS:

- RECSE - I AW WOT AWARE OF A SCAT BELT ASSEMBLY

- TODD (PARTS) THE PART TS DW EMERGENCY BACKORDER
.

CUSTOMER SEEKS:
= WHERE IS5 THE PAAT?
- WHY DID YHEY TELL ME NOTHIMNEG WAS WRONG WITH THE BRAKES?

=

CAC ADVISED:

RE WPRMMANSHIP:

- DEALERSHIPS ARE INDEPENDEMTLY DWMED AMD OPERATED

- EOMTACT MR.MIKE Tar¥LOR CUST. REL. WGR./SERY. MQR> FOR FURTHER
EAPLAMATION.

OWNEA RELATIDNS VDR/BENCHMARKING 09F11/98 FAKCARTG




0o9/11/o08 MASTER OWNER RELATIONS SYSTEM II 14.21.02

:===ql..lli-:::::I:llIl--ll:::===IIIIII--=:=I=IIIIE--::;: S rIE S A yaEEEX_—_EEEERaEEEE====
TO3H? GRP: XKoa CONCERN CONTACT YEH TYPE: CAR

SOR 12 ZNSTR: M1 CONTACT NBR: 108253595 QPENEDR: O8/28/1947

UIN: 1zupT:2L1L5_. ENGINE: L CLOSED: 10/23/1847

EESEEEEERAEE-——CHAEEEEERRERx™ Exc SN EEEE === c-aOEENNREmwn STEENFEEREEEI=—=——=—mNEEN
1997/04/2¢

RE RECALL:

-~ INFORBAT1OM HAS BEEN DOCLMENTED AND FORWARDED TOD THE DEALER

“REQUEST MR.TOOD SIMACEK {PART MMGR!) TD CONTACT THE CUSTOMER MITHIN 2
BUSINESS DAYS

RE PART:

= INFORMED CLISTOMER FORD WAY EAPERIENCE A BACK - ORDER SI1TUATION

- INFORMED CLUSTOMER PARTS MANAGER CAN PROYIDE MOST CURRENT UFDATES OM  PART
hBELAYS

- TODD (IN PARTS) WILL TRY TO LDCATED THE PART TA OTHER REALERS AND WILL
CALL ¥DOU WITH THE RESULTS OF HIS SEARCH

1987 /910722

#A#THES 15 THE CLOSING COMMENT

#okCSH TIN CLARY, TCLARK1Gees

SPOKE WITH ERYCE JEMNKINS, SERVICE MANARER.

CUSTOMER'S VERICLE HAS BEEN-REPAIRED.

OWMER RELATIONS VOP/BENCHMARKING O9/11/9E FALCARTG




aa/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
LA LR L I DL YR PR P LR TR YR DT R L R EE L PR TE YR T
g3B05B GRP: 15 COMNCERN COMTAGCT WEH TYPE: CAR

TWIN CITIES SB  ZN/TR: CONTACT KER: 108574402 OPENED: 00/29/1497
VIN: 1ZUPT20CKLEh ENGIMNE: CLOSED: 1070771997
H 1 M —— — - S S T ST SN S S S S EE S X S S S S IS S F S CE S S E S ONS I IEESEEpEEEER
LAST MNAME: _ STATUS: CLOSED
TITLE: FIRST MAME: MI:

ADDRESS:

CITY: STATE:

HOME PHAOMNE : BUS. PHONE:

MODEL YEAR: S0 MABDEL : PROBE

MILEAGE: 40036 wsh:

DEALER MAME: MONTAVON WMOTORS INC SALES CODE: 158494 F B A: OEIG]
CAUSAL ODES: 1412 3103 SYNPTOMS : 1634 100

OR1BIN: G0 TRANS, DST/RGN: 5B TRAMS. DATE:
SERVICE/SALES: 1 CONTAST DATE: 08/30/1887
ACK . DODE : ASSIST CONE: F  AWARD AMT: O SURVEY: ¥ (¥ DR H)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DFEN RECALL: OWNER MOTIFIED: MICRD:

COMMENTS :

1897/0a/23

¢+ YEHICLE TNVOLVED 3IM RECALL BES4H *a«

exs PARTS DELAY OVER 30 DAYS #ww

CUSTOMER SAYS:

= HAS A RECALL DN WIS SAFETY BELT

- THE ODEALER DDES MOT HAYE THE SAFETY BELT FOR DNE SIDE OF THE VYEHICLE

- IT HAS BEEN 3 WONTHS

»

PER CUSTDMER, DEALER SAYS:

- THEY¥ HAVE DONE SIDE Ik HUT THEY ARE WALTING FOR THE OTHER 21DE

L]

CUSTOMER SEEKS:

- WHEN WI!LL THE P&RT BE INM

s4+vs DUT BEOUWD CALL TO THE DEALER wnwss

CAC ADVISER:

= THE PART [% ON MATIOMAL BACK ORDER

- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

= INFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURRENT UPDATES OM PART
DELAYS

1997704530

AXFTHES 15 THE CLOSING COMMENT

CUSTOMER WAS CaLLED O9/30/97 AMD INFORMED OF THE STATUS OF HIS PART.PARTS WILL
BE AVAILABLE 3/98 PER FORDS BACK ORDER PRINT DUT,1F YOU CANNOT SWPPLY THE PART
DON'T OFEM & C.A.R. WHEW ¥OU CALLED U5 AND WERE TOLD THE SAME IMFORMATICN YES
TERDAY,WE CAN OKLY BUY THE PART FROM FOAD DON'T THROW THE MONKEY ON OLR BACKS
WHEN IT IS5 YOUR FROBLEM THAT !5 CAUSING THE PROBLEM WITH THE CLSTOMER.WE HAVE

ALAEADY TRIED TOD LOCATE PARTS FROM OTHER DEALERS,

OWNER RELATIONS VOP/EENCHMARKING 09711798 FANCARTG




09/f11/98 MASTER OWWER RELATIONS SYSTEM 11 14, 21.02

B B R e e e e R P E L P ] L e R R Y I ] ] Lk
2338CR ArP: 17 INFORMATIDH CONTACT YEH TrPE: CaR

NEW YORK 13 2W/TR: &1 CONTACT MRR: 10RAGRS77E  OPENEDR: 10/02/1867

YIM: 1ZVPTARCEL ENAINE: C CLOSED: 10/02/1997

IRESeEEEEAsl sElesc-ccEExc -l ECOC - - S ==CsAN===FE==FAEE=EEEN

LARY MNAME:
TITLE:

STATLUS
rrest ot : [
ADDRESS:

LITY: ATATE: B:
HOME PHOME : BUS. PHOME:
MDDEL YEAR: MODEL : CHE

HMILEARE: A 0000 WD

DEALER MAME: SUMSHINME FORD INC SALES CODE: 113304 F & A: 03805
CALUSAL CODES: 1204 10132 SYMPTOMS: 104100

DRIGINY o TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SSALES: 1 CONTACT DATE:

ACK,. CDOE: ASSIST CORE: AWARD AMT : O SURVEY: {Y DR N
BUILD DATE: CALIBRATIEN:

ESF INFO: EXPIRES.:

OFEN RECALL: BWHER MOTIFIED: RICRO:

COMMENTS:

16687/ 10702

#4s VEHICLE !MVOLVED IN RECALL O554E #w#

wan WAVIS: SUBSECUENT #++

CUSTOMER SAYS:

=VEHICLE L[5 INVOLVED JN THE SEATHELY RECALL

-THE PARTS ARE DN MATYONAL BACKLCRDER

L}

PER CLISTOMER, DEALER SAYS!:

-THE PARTS ARE ON NATIONAL BACKQROER

=THE PARTS WILL NOT BE AVAILABLE UNTIL MARCH

[ ]

CUSTOMER SEEKS:

=WANTS THE PARTS

—WANTS THE CAR HOUGHT BACK IF IT CAN NOT AE REPAIRED QUICKLY
E

CAC ADVISED:

RE: BUYRACK

=FORD*'S QOAL IS TD PROPEALY REFAIR CUSTOMER'S WEAICLE
~INFORMATION Hit REEN DOCUMENTED AND FORWARBED TO THE DEALER
RE: RECALL PARTS

=INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATEDN
-INFORMED CLSTOMER PARTS MANAGER CAN PROVIDE WOST EURRENT LPBDATES ON

OWNER RELATIONS VOP/BEWCHMARKIWNG 02/11/98 FAXCARTG




oaf11/98 MASTER OWMER RELATIOMS SYSTEM 11 14.21.02
AR AR S CEEISS SN ICTERCI®SS=X:I-3 N=XEE=IENFANLEENksNEc-Mc==NE======Sm==sm
39156WH GRF: EX15 IMFORMATION CONTACT VEH TYPE: CAR

ATLANTA 21 IN/TR: CONMTACT MER: 108GRGI7E DPENED: 13/02/71887

VIN: 12vPT2 UL ENGINE:. U CLOSED: 1040271997
INEEEEEINES R EEEEEES L EEL L EEFRERRRII I BN R Rt ]
LAST MNAME: ATATUS:

TITLE: IRST NM-IE_ MI:

ARDRESS:

CITY: STATE: 5C 1P

e ‘e [N co<'"rouc . mi—

MODEL YEAR: 90 MODDEL - PRORE

MTLEAGE : 120000 | L

DEALER MAME: PALMETTO FORD INC SALES CODE: 121293 PE A: 01135
CAUSAL CODES: 1042 1283 SYMPTOMS : 104108

DRIGIN: Gn TRANS. DST/RGM: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AMARD AMT: G SURVEW: (¥ DR M)
AUILD NATE: CALIBRATIDN:

ESF INFO: EXpIRES:

OFEN RECALL: COWhER MOTIFIED: MICRO:

COMMENTS:

1937/ 10/02

4 NAVIS: SUBSEQUENT wew

GUSTUHER SAYE:
DEALERSHIP BROKE THE SEAT HELT HAHHEEE AMO THE PART IS OW NATIOMAL
BACK ORDBER

= CUSTOMER FEELS THAT THE DELAERSHIP SHOULD PROVIDE THE CUSTOWMER WITH
4 LOAMER VEWICLE S0 THAT SHE IS5 MOT HREAKING THE LAW WITHOUT & SEAT
BELT

- EUSTONMER WOLLD HAYE APPRECIATED SOME ALTERMNATIVE POSSIBILITIES FOR
HAVING THE SEAT BELT TEMPARARILY FLIXED UNTIL THE PART COMES IN

L]

PER CUSTOMER, DEALER SAYS:

PER SERVICE ADVISOR. MARK CAMPEELL

= INFORMED CUSTOMER WOT TO ORIVE THE VEHICLE

- NOT REQUIRED TO FROVIDE CUSTOMER WITH A LOAMER WEHTICLE

*

CJUSTOMER SEEKS:

= REPAIR TO YEHICLE

- LDAKER VEHICLE

L

CAC ADVISED:

RE REPAIR TD WEHICLE:

= REFERRED CUSTOMER TD THE SERYICE MANAGER FOR ASSISTANCE, BDB COWART

RE LOAMER vEHICLE:

- Wl ESP

- HD TRAMSPORTATION ASS5TSTAMCE PROVIDED

OWNER RELATIONS vOP/HENCHMARKING 03/11/98 FAMCARTG




oa/fi1/98 WMASTER OwMER RELATIONS SYSTEM 11 14.21.02
LR L e R E R PR B L E R R L LR RS LR RN L ]
34 40TH GRP: 2Ax17 CONMCERN COWTACT YEH TYYPE:. CaR

KANSAS CITY 83 INFTR: O CONTACT MBR: 1089846581 OPENED: 10/02/1397
VIN: L ENGINE: ELOSED: 10/037 1997
NI NI NI FI I AN AN CEE NSy keI s R s =S S S g =SS SFIN - AN I A RN R E k= k==x ==

LAST MAME: STATUS: CAWCELLED
TITLE: FIRST NAME : MI:
ADDRESS:
CITY: STATE: F; -
HOME BPHONE BUS. PHONE:

MOOEL YEAR: 80 MODEL:

MILEAGE: 0000 Ws5D:

DEALER MAME: YATES-SUNTRUP FORR SALES CODE: 153074 P& A D2722
CaAUSAL CODES: 12D4 EYMPTOMS: 104 100

DRIGIN: Go TRANS. DST/RGN: 463 TRANS. DATE:
SERVICE/SALES: 1 COMNTACT DATE:

ACK. CODE: O ASSIST CODE: AWARD AMT: 0 SURVEY: ¥ {Y OR H]
BUTLD DATE: CALIBRATION:

ESP INFO: EXRIRES:

OPEN RECALL: : OMNER WOTIFTED: MICRO:

COMMENTS:

1937/ 10/02

CONTACT OPENED WITHOUT REQUIRED TWFORMATIDN

=uv NAVIS: SUBSEQUENT #==*

CUSTOMER SAYS:

-~ WANT SCME RECALL INFORMATIDN

- WANT TO KNOW IF THE RECALL PARTS ARE ON BACKORDER

~ THE LENGTH OF TIME OF AEPAIR/REPLACEMENT OF PART 15 NOT SAFE BUE TD THE
RESTRAINT BEIMNG A SAFETY !S5UE.

*

PER CUSTOMER, DEALER SAYS:

= CALL B0

L |

CUSTOMER SEEKS-

- RECALL PARTS INFORMATICON

¥

CAC ADVISED:

= INFORMED CUSTOMER FORD WAY EXOERIENCE & BACK - CRDER STTUATION
- INFORMED CUSTOMER PARTS MAWAGER CAN PROVIGE WMOST CURRENT UPDATES OM FART
OELAYS
1997/10Q/03

CUSTOMER SAYS:

= CANCEL CONTACT

[ 3
FER CUSTOMER, DEALER SAYS:

CANMCEL CONTACT
[ 3

CUSTOMER SEEKS:
CANCEL CONTACT

OWNER RELATIQNS VOR/REHCHMARKING OBF11/3B FANCARTG




aa/s11/9a MASTER DWMER RELATIONS SYSTEM II 14.21.02
===I----k====l-.ll.z:::‘ﬂ'..tl: ='---Ik==1-----::::--tt:::I-I [ E R R FI R R IR E] L=k § 1 N § |
A440DTH GRP: XX17 COMCERN CONTACT YEH TYFE: CAR
KANSAS CITY 53 INSTR:  Di CONTACT MER: 10RBAGG581 OFENED: 10/02/1997
VIN: L ENGINE: CLOSED: 10/03/18997T
=~ 1 1 1 F| H-llIl-Ill---‘::II-IIk===I LLLEEERE LT E T Y SENEEE S EEENREC - —ONEFEEEEm
1997/10/03

L]

CAC ADVISED:

CANCEL CIONTACT

THIS CONTACT HAS BEEN CANCELLED

CONTACT SHOULD HAVE EEEN CLOSER INFD.

1

OWMEA HELATIONS WOP/BEKCHMARK ING oa/711/98

FAXCARTEG




