oaf11/8m MASTER CWMER RELATIONS SYSICM [ 14,211,002
EE R E TR T IS FE R AR AT RN T INEEFFT F R AN K T ol I R I e e ]
2440TH GRF: XK1T INFORMATION CONTACT WEH TYPE: LCAR
KAMNSAS CI1TY 53 INSTR: D COMTACT MNBR: 108994801 OPENED : 10/03/ 1987
YIN: L ENGINE CLOSED: 10/03/ 1957

cE===c=c=cc=ccacchcoic-ccicSdTe RO EEEE I N AECAFIEEENEIANAFAEVENEFE I EEAECAN

LAST NAME: STATUS: CLOSED
TITLE: rrast e N ;'

ADDRESS:

CITY: STATE : _P: [ ]
AOME PHOME ; BUS. PHBME:

MODEL YEAR: a0 MODEL : FROBE

MILEAGE : SO0 WSh:

DEALER MAME: YATES-SUNTRUF FORD SALES CDDE: 153074 P& &k: 02722
CALUSAL CDDES: 1204 SYMPTOMS : 104 105

ORIGEIN: a0 TRANS. DST/RGN: TRANS,. OATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: AS51ST CODE: AWARD AMT: 0 SURVEY: (¥ DR N}
BUlLD DATE: CALTARATION -

E5P INFO: EXFIRES:

OPEM RECALL: OWNER NOTIFLED: MICRD :

COMMENTS :

1887/10/01

#+s HAVIS: ORIGIMAL =»+

CUSTONER SAYS:

- WANT S50ME RECALL IMFORMATI1ON

- BWANT TO KMOW IF THE RECALL PARTS ARE ON BACKOROER

= THE LENGTH OF TIME OF REPAIR/SREFPLACEMENT OF PART IS NOT SAFE OUE TO THE
RESTRAINT BEINAQ A SAFETY I33LE

E

PER CUSTOMER, DEALER SaY5:

- CALL 2004

L

CUSTOMER SEEK:-

- RECALL PARTS IHFORMATIOHN

L

CAC ADYISED.

= IWNFORMEO CUSTOMER FORD MAY EXPERIENMCE A BACK - OROER SITUATION

= INFORMED CUSTOMER PARTS MAMAGER CAM RROVIDE MOST CURRENT UPDATES ON PART
DELAYS

GWHER RELATIONS wOP/EENCHMARKIMNG 03/11/98 FARCARTA




Qa/11/98 MASTER OWMER RELATIDNS SYSTEM LI 14.21._92
==.--F=:==I==8l.ii-lF::::z:::-ﬂ!lzl-::::llIIIIII=====-'I|4.I.| . as ErsrSdé - - EAEmRaESIEEE=
4400RE GRP: %111 CONCERMN CONIACT VEH TYPE: CAR
DETROIT 4B ZM/TE: CONTACT NER: 10Hw2GU4S% BPEMED: 10061897
YIN: 12up12m:-r|.5“ ENGINE: € CLOSED: 1141771997
FE=—==-—rxmoaal __====I..========--II--l-ll======----------======-
LAST NAME: STATUS. CLDSED
T1TLE: rrast nane: [ i

ADDRESS:

CITY: E ETATE: M1 Z1P: -
iowe pove: MMM cus. reon:: NN

WODEL YEAR: 20 NDDEL.:

MILEAGE: BOODG wan:

DEALER NAME: FLANNERY FORD INMC  SALES CODE: 14A050 P& A: 02752
CAUSAL CODES: 2801 13204 1203 SYMPTOMS : 104160

BRIGIN: =1} TRANS. DST/RGN: 48 TRAWE, DATE:
SERVICE/SALES: 1 CONMTACT DATE: 1171071897
ACK. GODE: ASSIST CODE: W AMARD ANT: O SURVEY: ¥ (¥ DR NJ
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: DWNMER MOTIFIED: MICRO:

COMMENTS

1997 /10706

wes THIS CONTACT [5 OPEWED DUE TD CPEN RECALL 96348 =~
=r3 NAVIG: SUBSEOUENT «a«

CUSTOMER SAYS:

—THE SEAT BELT TRACKS DO NOT wWORK OW THE DRIVERS SIDE

=THE REPAIR IS OM RECALL

-THE OEALER 5A¥S5 THEY HAVE ORDERED THE PART

-THEY WERE INFORMED THE PART IS5 DN NATIDMWAL BACK CROER

-

PER CUSTOMER, DEALER SAYE:

=« «PEA:MA. CONRAD DEAN.SERVICE MAMAGERswzwmyi1

-TOLD THE CUSTOMER THAT THE FART 15 ON DRDER

-TOLD THE CUSTOMER THE PART WILL NOT BE TW LATIL DECEMBER

~TOLD THE CUSTOMER TO CALL FORD AND SEE IF HE CaN GET ANYTHING DONE
.

CUSTOMER SEEKS:

-RECALL REPAIR

-

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AWD FORWARDED TO THE DEALER
-REQUEST WR. COMN®AO OEAMLSWC MNGR) TO CONTACT THE CUSTOMIR WITHIN 2 BUSTHEEX
NAYS

1987511410

¥¥FTHIS IS THE GLORING COMMENY

JEMHIFER BAUBHMAN IMVESTIGATING TO TRACK FARTS FOR TRACK AND WOTOR
ASSY FOR SEATYBELT,

OWNER RELATIONS VOP/BENCHMARKING 09/F11/58 FAXCARTG
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0B/ 11/08 MASTER OUMWER RELATIONS SYSTEM || t4.21.02
tl:ll=l==|:-=llll:-:i::::.lll:l:::::.lll::::::::'FIl:l::==.nl:::=x::n:ﬂ!-----=-=-
BTSE0R GRE: 0a COMNCERM CONTAL!T YEH TYPE: CAR

CINCINMWAT I a7 INSTR CONTACT NEBR: 108449304% OPENED: 13/06F 1997
WiN: 1Z2vPT 20CAL ENGINE: © CLOSED: 10/24/1997
LE -+ L LKk RN N I = — = — —===Ill.l:l====lll.‘wl-=.===l"‘=:==IIIF-..I’===----:=!=

LAST MAME:
TITLE:

STATUS: CLOSED
FIRST NAME: - NT:
ADDHESS:
CITY. STATE ; P: -
HDME PHANE : BUS. FHONE : F
MUDEL VEAR: 50 MODEL :

MILEAGE: B 4000 wsD:

DEALER WAME: KERRY FCRD INC SALES CODE: 147008 P B A: o1aT?
CAUSAL CODES: 1203 SYMPTOMS : 104 100

OAIAIN: [T} TRANS, DST/RGN: A7 TRANS, DATE-
SERVICE/SALES: | CONTAET DATE: 10/15/1ggT
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {¥v DR N}
BUTILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL : ) OWNER NOTIF1ED: MICRAO:

COMMEMTS:

19977407086

#+4+ THIS COMTAGCT 15 OPENED OUE TO OPEN RECALL DB548 & 05500 wex
sve MAVIS: SUBSEOUENT sve

CLUSTOMER SAYS:

- X800 FROM 1NFORMATION

- 1 RECEIVED & POST CARD REMINDER OF A RECALL

L ]

FER CUSTOMER, OEALER SAYS:

= MO CONTALCT

'

CUSTOMER SEEKS:

- RECALL INFORMATION

.

CAC ADVNISED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. BILL ENDERLE(SVE MNGR) TQ CONTACT THE CUSTOMER WITHIM 2
BUSINESS DAYS
1997710/ 17

AXFTHIS 15 THE CLOSING COMMENT

DEALER INSPECTED CAR PER RECALL. PARTS TO COMPLETE RECALL MOT AVAILABLE. DEALE
R OROERED PARTS AND RETURNED CAR T CUSTOMER.

OWMER RELATIONS VOP/BENCHMARKING D9/11/898 FAACARTG




na/11,/98 MASTER DOWNER RELATIONS SYSTEM 11 14.21,02

tCrxmmmmsEREEERCC-rammmmd@NEmmEG===c==c==amEEEENEEFSSS===c==:-cEEEEEERESI========
G459 14D GRP: Dd CONCERN CONTACT VEH TYPE: C&R

SOR 10 INFTR: U CONTACT MBR: 100004518 OPENED: 100771897

WIN: 1zuFT21u5L EMGINE: U CLOSED: 1071541997

YRR L L RN R N A NN NNl L] l!.....'.:#::::::: —cdENNEEEEEREW====S==== kAR

LAST MAME: STATUS: CLDSED
ADDRESS:

HOME PHOME : BLS. PHONE:

MODEL YEAR: Bﬂ MODEL : PROBE

MILEAGE . 11BD20 WSO :

DEALER NAME: FAMILY FORD SALES CODE: 17440% P L A&A: [8510
CAUSAL £OOES: 1012 32105 SYMPTOMS : 10a 100

DRIGIN: Go TRANS. DST/RGH: T4 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/0BS1887
ACK. CODE: AS515T CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

OFEN RECALL: NuHER WOTIFLED: MICRO:

COMMEMNTS :

1997/10/07

wee THIS CONTACT IS QPEMED OUE TOD OPEMN REZALL SESAE =+~

ane NAWIS: SUBSEQLENT ww=

CUSTOMER SAYS:

- THE LETTER SAID TO WaAIT UNTIL FEBRUARY 15, 1997

- THE DRIVER'S SIDE SEAT BELT IS5 LOCKEDR uP

L]

PER CUSTOMER, OEALER SAYS:

- PER SERVWICE MANAGER, !N AUAUST THEY SAID THAT THEY WOULD CRDER THE PART
EuUT RECEMNTLY SAIO0 THAT THE PARTS MWILL WOT BE AVATLABLE UNTIL ODECEMBER
- PER SERVICE MAMAGRER, HE CAMNGT FREE THE LOCKED UP SEAT BELT

"

CUSTOMER SEEKS:

- TO HAVE THE RECALL PERFORMED

L]

CalC AOVISED:

RE: REPAIR

- INFDRMATION HAS REEN DOCLUMEMTED AMD FORWARDED TD THE DEALER

- REQUEST MR. STEVE BURDIS [(SvC MNGR) TO COMTACT THE CUSTOMER W1THIN 2
BUS1IMESS DAYS

RE: BACKORDER

- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

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

= THE PARTS THAT AHE TO BE REPAIRED ARE ON MAJOR BACKOROER (FER IRDB]

= OUTEOUME CALL MAOE TO JANET, SERVICE ADV]SOR

- PER JANET, ANOTHER DEALEREHLF HAS THE PARTS FOR THE RECALL

GWHER RELATI[ONS VOP/BENCHMARKING 09/11/98 FAXCARTG

L




09/11728 MASTER OWMER RELATIONS S¥STEM 11 14,21.02

caEmmAaEEEE====cmANIRF===rTEEEEGS==S=Sc--tEE AEE=-==—===—aEEAES =SS ==c=xABNEEES=====x4 AN
f43140 GRP: 4 CONCERM CONTACT VEH T¥YPE. CAR

SOR 10 INSTR: CONTACT NBR: 109004516 OFEMNED: 10/07/71997

¥IN: 1ZVPTIIUSLS EMGINE: U cLOSED: 10/18/1997

eemddEEO====—xkEEARFO===—nRIiNERF-==== aXEEEEEA=-c-cIcesdENgECSCC-C-cesAREFEFE-—-===TsSLE
1957 /10/08

SH¥STHIS IS5 THE CLOSING COMMENT
1% [SW HEIO! MECGREGOR CLOSING CONTACT w4

SPOKE TO JAMET IN THE SERWICE DEPARTMENT. THIS FART IS ON MATIONAL
BACKDRDER. ANOTHER DFALERSHIP IN THE AREM HAE THE FART IH STOCK AND DEALER
WILL AEFER THEM TO THAT DEALERSHIP 50 THE RECALL CAN BE PERFORMED.

OWWER RELATIONS VOP/EBENCHMARKING 03/11/88 FaxCARYA

T




o9/11/98 MASTER DWNER RFELATIONS SYSTIM 11 14.21.092
EEEEEE AR nmdEE I TS EEEErsiEE RSN AN R s T EEMR ===z e == EkmKEENEENE=SESEQE=== =SS
DEA4RL GRP: AMNDE CONCERN COHTAL] ¥EH TrFE: CAR
SEATTLE Td ZNSTR: COMTACT KBR: 1090Q&61 73 OPEMEN: 10/07/1997
VIN: 1zverz vz SN ENGINE: U CLOSED: 10/22/1997
T T TLA IR Y] EEEEE-onoR=-—-—=c=—==c=—=@iz s IR AEFXFEEEERTEEEEEC-SSSOE==-=-=CS==C
LAST WAME: STATUS: CLOSED
TITLE: F1RST HAME: MI :

ADDRESS:

CITY: STATE: P

noME PHONE: BUS. PHONE:

MODEL YEAR: ao MWODEL - FROEE

M1LEAGE: 105000 WSD:

DEALER NAME: EMPIRE FORD INC SALES CORE: 174200 F & &: ODBG4D
CAUSAL CODES: 1012 10RA SYMPTOMS: 104100

QRIGIN- G0 TRANS . OST/RGN: T4 TRANS. DATE:
SERVICESSALES: 1 COWTACT DATE: 410/14/1997
ACK. CODE: ASSIST CODE: W AMARD AMT: O SURVEW: ¥ LY OR M)
BEUILD DATE: CALTBRATION:

ESP INFQ: EAPIRES.

OPEN RECALL: . OWNER WOT1FLIED: MICRO:

COMMENTS ;

1997/10/07

vrs PARTS DELAY OVER 30 DAYS wew#

ves VERLCLE INVOLWED 1IN RECALL 9D6548/96G589 ++v

CUSTOMER SAYS:

- CUSTOMER TODK THE WEHICLE TO THE DEALER IN 11/96 FOR RECALL 9654B8/95599
- THE PAATS HAVE BEEN OM ORGER SIMCE 141796

-

PER CUSTOMER, DEALER SAYS:

- THE HAVE ONE TRACHK AMD WILL ATTEMPT TO REPLACE OME TRACK

=

CUSTOMER SEEKS:

- WHEM WiLL THE PaRT BE AVALLABLE

L]

CAC ADWISED:

- INFORMED CUSTOMER FORD MAY EXPERIEMNCE A BACK - ORDER S1TUATIONW

- INFORMED CUSTOMER PARTS MANAGER CAM FROVIDE MOST CURRENT UPDATES OW PART
DELAYS

1597 /10/14

FER PARTS SOURCES PARTS MAY NOT BE AVAILABLE UNWTIL 1-199a

TOL0 CUSTOMER THAT WE WOULD TRY TO GET PARTS ASAP AND CHECK ALL SOURCES

1987/ 10715

FEFTHIS IS THE CLOSING COMMENT

ADV1SED CUSTDMER THAT PARTSE ARE MNOT AVAILABLE AT ThIS TIME CUSTOMER STATE CONC
ERW FOR SAFETY ADVISE CUSTOMER TO WEAR LAP BELT TD MEET WASH. STATE LAWS AND T
HAT YECH IN THE PAST DIDNOT HAVE PASS. RESTRAINTS CUSTOMER NOT HAPPY EUT LINDER
STANDS PARTS CONCERN JUST THIWKS THE TIME DELAY IS TD LONG

JIM GILMORE SERV.MANG.

TWHER RELATIONS VOPSBENCHMARKING O3/11f98 FAXCARTG
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o9/ 11798 WASTER DOwMEH RELATIDNS Sy&TEM 1t 14,321,032
EEREgGRELEy F EOLUL g F EEg S SR EAEQRAN g Sae S Ll S A F A AN N EE NN S IEECSEEECSCSEES=S=====
GOESW. GRP: 03 CONCERN CONTACT VEH TYFE: CAR

SOR 10 ENSTR:  Of COMTACT NER: 109Q0R324G OPEMED: 10/D8B/1597
VIN: 1zve 720G L S ENGINE: C CLOSED: 11/14/1837

LR L L L LR N L] LELLERS DL EFREERSE R SRS EERERFERRE N BN FERTY Y ) P |

LAST MAME - STATUS:

TTLE: IRET MAME : - NI:

ADORESS: 3

CITY: “ STATE: IF:

HOME PHONE : BUS. PHONE: _

MOCEL YEAR:  0Q MODEL : PROBE

M1LEAGE - 63000 wSD:

GEALER MNAME: CICKEASOMMDTDOR CD I SALES CDDE: 1217488 P BB A: LaRTal=]"1
CAUSAL CODES: 1218 SYMPTONS : 104100

ORIGIN: GO TRANS. DST/RGW: 21 TRANS ., DATE:
SE“VICEfSlLES: 1 COMTACT DATE: 11!ﬂﬁf15ﬁ7
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (Y OR N)
EUILD DATE: CALIBRATION:

FSP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFLED: M1CRA:

CUMMENTS :

1997/ 10/08

»x* YWEHICLE INVOLWED TW RECALL 26548 AND 296590 waw
e MAV1S: SUBSEDUENT »*«

CUSTOMER 5AYS:

~DORIVERSIDE AaMD PASSEMGER SEATEELT NEED REFLACED
~HAVING & HARD TINE GETYING THE PARTS

]

PER CUSTOWMER, OEALER SAYS:

=ND DEALER COMWNTACT

-

CUSTOMER SEERS:

~RECALLS PERFORMED

L]

CAC ADVISED:

-INFDRMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

~REQUEST MR, JTM OICKERSON [SWC WMNGR] TO CONTACT THE CUSTOMER WITHINM 2
BUSINESS DAYS
1997 /11407

¥H&THES 1S THE CLDSING COMMENT

#+s C5M COMMENTS - BRLAKED »a»

= CEM REVIEWED CONTACT W/SYC MGR

- CUSTOMER WAS CONTACTED AND HECALL PERFORMED

OWMER RELATIONS VOP/BEMCHMARKING DS/11/8R FAXCARTH




o9/11,/98 MASTER OWMER RELATIONS S¥STEM 1! 14.21.02
EENTrO-— - IomaEmAaR kY dEENT S-S EEEEEIEAEEsEREECSIZZCC . = ez :zcmbdmdERERF==S==S=S=Z=CSCS
*GEACS GHP: D1 INFORMATION CONTACT YEH TYPE: CAR
HOUSTON 57 INFIR: A1 CONMTACT MBR: 108021833 OPEMED: 1071071997
YIN: 1ZuPTI0C0L EMGINE: © CLOSED: 14/10/ 1947
EREEEEEEC====r - . rax REAAENEEEFE -=—=-—=--—=--—-=—=—=—xaxSH1EEEEEEREIF======
LAST MAME: sTaTus: CLOSED
TITLE: FIRST MAME: - M1:

ADDRESS:

CITY: % STATE: T Zip: _
HOMWE PHOME: BEUus . PHONE

MODEL YEAR: 50 MAODEL : PROPE

MILEAGE: 105000 WSO &

DEALER MAME: CHAMPIDM FORD INC SALES CODE: 152049 PR A D4527
CAUSAL CODES: 3103 SYMFTOMS : 1041048

ORIGIN: GO TRAMNS. DSTSREN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: LY OR M)
BUILD OATE: CALIERATION:

ESF INFO: EXPIRES:

OFEN RECALL: OWNER WOTIFIED: MICRO:

EOMMENTS :

1857 /1010

ver YEHIOLE IMVOLVED 1M RECALL WES48 +»#
wrx MAWIS: SUBSEQUENT we=
CUSTODMER SAYS:
*-EUSTDHER'E STEP FATHER S5TEVE FULTON 15 CALLING
wE RECIEVED 4 RECALL LETTER FOR THE SEAT BELTS
- THE CAR HAS OEEM AT THE DEALERSHIP FOR OVER 2 MONTHS HOW
THE DEALRERSHIF OID NOT HAVE THE PARTS TH STOCK
THE DEALESHIF ORDERED THE PARTS DN A EMERGENMCY STATUS
THE DEALERSHIF cALLED MWE YESTERDAY

1 DON' T FEEL THAT THE DEALERSHIP IS AT FAULT
1 FEEL THAT FORD IS RESPONMSIELE FOR 1SSUING & RECALL AND NOT HAYING ENOLGH
PARTS
- IT 1% SAD THAT FORD I% RELYIMG OF A SOLE SUPPLIER FOR 1T5 FARTS
*
PER CUSTOMER, DEALER SAYS:
PER MIKE RORINSON (SERYICE ADVISOR)
- FORD 1SSUED A LETTER STATIMG THAT PARTY wlLL NOT BE AVAILABLE UNTIL THE
END OF THIS YEAR
- ¥OU CAN EITHER COME AND PICK UP YOUR CAR DR LEAYE IT HERE AT THE
DEALERSHIP UNTIL THE PARTS COME IN
[
CUSTOMER SEEKS:
= PART FOR RECALL REPAIRS
L]
CAL ADV1ISED:
- CSR WERIFIED THAT GAR 15 InvOLWED IM RECALL 86548 LEFT SIDE PA
wie+CSR MADE OBC TO DEALERSHIP FOR MORE [NFORMATION
PER MIKE ROR'MSOM (SERVLICE ADV1SOR)
= THE DOA!S SYSTEM REMARKS STATES THAT THIS FART 1% ON BACK-DRDER UTIL THE

END DF THE YEAR

OWNER RELATIONS YOFSFBEMCHMARKING 039/117/98 FAXCARTG

R




0a/11/98 RALSTER OWHWER RELATIOMNS SYSTEM T1I 1a4.21,02
B L LT D TR P L Bl L B T PR R L L L T 1 TEExAN-—ochR=-—=—=—==—r=mEaA3S
2683CS GRE: INFORMATIDON CEWTACT VEH YYFE: CAR
HOUSTON BT ZNFTR: BN CONTACT NBR: 109021823 OFEMED: 10/10/1857
VIN: 1zveT20coLs [ EMGINE: C CLOSED: 10/10/1697
FEEEE SR Ay - rr - N SN EENES S el eE S CEAR T EEEE AN NN TR =T EE=EEESANAN = E =
199710/ 10

sruCER ADVISED

- INFORMED CLSTOMER FORD MAY EXFERIEMEE A BACK - ORDER SITUATION

= INFORMED CUSTOMER PARTS MAMAGER CAN PRDVIDE MOST CURRENT LUPDATES OM  PART
DELAYS

1997410/ 13

PARTS MGR, JOHWHY GARCIA, CONTAGCTED MARKET AREA SPECIALIST TO REQUEST HELP IN
POSSIALY EXFEDITING/LOCATING FART.

Hlﬁ ADY 15ED:
FART MNUMBER FI2Z610{0DASE IS5 CLARENTLY ON MATIONAL BACKORDER FROM MAZDA
= PART IS5 ACTUALLY THE WUMBER CONE DEAD PART OF THE TOP TEN D99 LIMES
- MAS CANMNOT EXFEDITE SHIPMENT, OELAY TI5 MATIONAL BASED ONM NATIOMAL RECALL
= PRC WILL FILL ALL EMR DRDERS A5 SO0M A5 POSSIHLE
- MAS OFFERED TD CONMTALT EUSTOMER ON REALER'S BEHALF !N DRDER TO EXPLAINM
THE SITLUATIOM AMD TAKE THE HEAT OFF OF THE OEALERSHIP.
DLR ADVISED HE WOULD CALL THE MAS IF THE PHONE CALL WAS WECESSARY
1993!&31&3
“ve WNAWIS: SUBSECHIENT +a-»
EUSTOMER ShvS:
-STEVEN FULTON 15 CALLING BACK AGAINM
~WAITING FOR A RARTS DELAY FOR A SEATRELT RECALL
=THE CUSTOMER HAS BEEN WAITING FOR S MONTHS ON THIS RECALL
-CUSTOMER IS Wi
»
PER CUSTOMER, DEALER SAYS:
~EAPECTER SHTP DATE FOR THE MOTORIZED SEATEBELT WILL BE ThHE FIRST DF THE YEAR
PARTS MGR, JOHHNY GARCIA, CONTACTED MARKET ARER SFECIALIST TO REQUEST HELP IN
POSSIALY EXPEDITING/LOCATING PART.
»

MAS AOVISED:

= FART MUMBER F72ZG16'0DASH IS5 CURREWTLY OM MATIONAL BACKORDER FEOM MAZDA
PART 15 ACTUALLY THE WUMEER ONE D590 PARY DF THE TOP TEW D99 LTNES

M&S CANMDT EXPEDITE SHIPMENWT. DELAY IS NATIONAL BASER OW NATIONAL RECALL
PRC WILL FILL ALL EMR DRDERS A5 S00N AS POSSLHLE

MAS OFFERED TD CONTACT CLSTOMER DN DEALER'S BEHALF IN ORDER TO EXAPLAIM
THE SITUATION AND TAKRE THE HEAT OFF OF THE DEALERSHI1P.

~ DLR ADVISED HE wOULD CALL THE MAS IF THE PHONE CALL WAL NECESSARY

[ )

CUSTOMER SEEKRS:

~RECALL FIXED

L]

CAC ADVESED:

-~MADE OBC TO DEALERSHIF

-PER JOHHMY CARCIA

~[MARKET AREA SPECIALIST

EV MNUMBER)
COULD BE REACHED REGARDING THIS CONTACT AND POSSYELY EXPLAIN WHAT CAN BE DONE
FOR THE CUSTOMER AT THIS POINT

UWNER RELATIONS VOP/BENCHMARKING 0S711798 FANCARTG




08/ 11799 MASTER DWHIR RELATIONS SyS10M LI 14.21,02

S S TIE IO rIE N IS S S AN NN NN NN NI TN N R ESEASENEECE - - - - - - - - C-CC--TSCSC-S S-S EEAEEEdddm==—====
A094TW GRP: KX11 INFORMATION CONTAECT VEH TrPE: CAR

LINKNO W -1 PNATR: CONTACT NER: 10903J800LG DPEMED: 1071371997

VIN: 1zvp121usLS N ENGINE - U CLOSED: 1071371997

EEBRIEXXE=== = Ebdl EEEE SN SN XX TS =S =S=SC-S === SEEEEEEEEEBRERERdARE=

LAST MHAME:
TITLE:

STATUS: CLOSED
FIRST NANE: - MI:
ADDRESS :
CItY; WIOND ERLAKE STATE: : -
Houe prone: [N GUS. PHONE: H
WODEL ¥EAR: WODEL :

MILEAGE: 1160048 ws0:

DEALER MAME: GALES CODE: P B A:
CAUSAL CODES: 1204 1203 SYMPTOMS: 104 100

ORIGIN: 0 TRANS. DST/RAGN: TRANS. DATE;
SERVICESSALES: 1 COMTACT DATE:
ACK . CODE: ASEIST CODE: AWARD ANT: O SURVEY: (¥ OR N]
HUTLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: . OWNER NOTIFIED: MICRO:
CONMENTS:

1997,/10/113

v3+ MAVIS: SLESEQUENT wee

CUSTOMER SAYS:

- RECALL PAETS ARE AN HACK DRDER FOR PASSEMGER SICDE

= FROBLEM W!TH BACKORDER

+

PER CUSTOMER, DEALER SaYs:

- PARTE FOR PASSENGER SI!DE OM BACK ORDER UNTIL DECEMEBER
= DON'T DRIVE THE CAR

"
CUSTOMER SEEKS:
- PARTS DELAY 1WFORMATIONM

CAC ADVISED:

= IWFORMED CUSTOMER FORD MAY EXPERIENCE A4 BACK - DROER SITUATION
- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WOST CURREWT UPDATES ON PART
NELAYS

- COMTACT DEALER TO HAVE RECALL ON DORIVERS SIOBF CAMPLETED 955499

OWNER RELATIONS vOP/RENCHUARKING 09711798 FaXCaRTG




09sr11/98 MASTER OWNER RELATIONE Sv3STEM [ 421,02
GdOTCE GRP: 01 CONCERH CONTACT VEH TYPE: CAR

WEW YORK 12 ZNSTR: CONTACT MNBR: 10902GE65 DPENED: 19/13/1097
YIN: 1Z2¥PT20C5LE ENGINE: T CLOSED: 11/2a4/1997

ER L EL LR X2 AP PN NN T T ITIVPEVELILCRNRREL LI AR RERERLERERLRELELELLLLEREERLESLLELERLLELL.]

LAST MAME : STATUS: CLOSED
TITLE: FirsT nane: R MI:
AODRESS :

e1TY: STATE: cr zie: N
HOME PHOKE : h Bus. PHONE: [N
MODEL YEAR: WODEL : PRORE

MILEAGE: 77000 walh:

DEALER NAME: MILLER FORD INC SALES CODE: 113203 P& A: (3645
CALUSAL CODES: 1001 23001 12043 SYMPTOMS : 104100

DRIGIM: GO TRANS. DST/RGMN: 13 TRAMNS . DATE:
SERVICESSALES: 1 COMTACT DATE: 11/17/1927
ACK. CODE: ASSIST COCE: D AWARD AMT: 0 SURVEY: N (¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OFEN RECALL: DWMER NOTIFIED: NMICRO:

COMMENTS :

1997710/ 13

4++ THIS CONTACT 15 DPEMWED DUE TO OPEN RECALL BGES4A AND 96509 +«+

a4+ NAVIS: SUBSEQUENT wes

CUSTOMER SAYS:

*DRIVER SI0E MOTDRIZED SEAT HELT DOES NOT WIRK AT ALL

-PASSENGER ZIDE SEEMS TO BE WORKING ALL RIGHT

-CLUSTOMER*S JMDEPENDENT MECHMAMIL CALLED WMILLER FORD LAST WEEK ABOUT THE PARTS
"

PER CUSYOMER, DEALER SA¥S:

=3ERYICE ADVISOR, MO NAME, AT MILLER FQRD TOLD CLSTOMER*S3 TWNDEPEWDENT MECHAN]C
THAT THE PARTS FOR THE RECALLS WILL NOT BE AVAILABLE UNTIL JANUARY 1998
-M1LLER FORD HAS NOT EPDEEN TO THE CUSTOMER WOR INSPECTERD THE WEHICLE

»

CUSTOMER SEEKS;

-¥EHICLE REPALRED

L

CAC ADVISED:

RE: RECALLS 06548 AND 96539

-INFORMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. RDBERT VREELAND CUST REL MMGR TD CONTACT THE CUSTOMER WITHIN 2
ALSINESS DAYS

1997411717

¥#aTHIS [5 THE CLOSING COMMENT

AS OF TODAY PARTS MANAGER HAS TOLD SERVICE MANAGER THAT RECALL PARTS WILL NOT
EE ARDLND UNTIL 3/15/1888 FOR CUSTOMERS RECALLS, PARTS ARE RACK-ORDERED
DEALER CANNODT PERFORM SERVICE UNTIL PARTS BECOME AVALL. PLEASE CLOSE CONTACT
HO0B V.

OWNER RELATIONS WOPSRENCHMARKING O4711788 FAXCARTG




0a/11,98 MASTER OWNER REt ATIONS SYSTIM [ 1431, 02
l:-‘:::::=Ilﬂ--=======#=.l---:::::::.1:.::::::::.I:|,::'_::::|.=--====l:=—---=--
S407C0G GRE: o1 CONCERN COMTALT YEH TYFE;: CHR

NEW YORK 13 INSTR: F1 CONTACT MNBR: TD907GEL5  OPENED: 10/ 12/19497
VIN: :zvmmnsﬁ_ EMGINE: & CLOSED: 11/24/£1997
LR T i E | YR R = =====-'Il=!!=====lill=======lllll====llﬂl.:l===
1997/12/14

*r MAVIS: SUASEQUENT +w+

CLUSTOWER 3AYS:

- FRDD FROM MANUAL

= CALLIKG ON SAME COMCERM

L

FER CUSTOMER, DEALER SAYS:

- PER SERVICE, FARTS OM BACK QORDER

E

CUSTOMER SEEKS:

- PARTS STATUS

[ ]

CAC ADVISED:

= INFORMED CUSTOMER FORD MaY EXPERIENCE A EACK - ORDER SITUATION
- INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT URDATES ON PART
DELAYS

OWMER RELATIONS VOP/EENCHMARKING 08/11/89B FAACARTG




02/11/98 MASTER OWNER RELATIONS SYSTEM I] 14,21.02
EEEEREIENFEOENFFEEr RN R Al R R IR I RN ERE AN N R FENEr TEAE T -k Ta=-==-===-===R==-=-=-=-mE==r
738354 GRA: ©1 COMCERN COWTACT YEH TYPE. CAR
DETROIT 41 ZNSTR:  AY CONTACT MBR: 108029855 OPEMED: 10/ 141987
VIN: 1EWPT22LTL ENGINE: L CLOSED: 10/31/19497
EESS=SFECSCoLEC =k B e L L el By L L L R EREL L ELENENR ]
LAST MAME =TATUs: CLOSED
Y —

ADDRESS ¢

ree: sate, .. [N
HOME PHONE : h BUS. PHONE: —

MAREL YEAR- an MODEL ; PROBE

MILEAGE : 113000 wih:

DEALER MAME: RAY WHITFIELD FORD SALES CODE: 14BD44 P& A: 02996
CaUSAaL CODES: 2943 1212 1203 SYMPTOMS: 104100

ORIGIN: &a TRAMS . DST/RGN: 43 TRANS . DATE:
SERVICESSALES: 1 CONTACT DATE: 10/24/15897
ACK. CODE: ASSIAT CODE: O AWARO AMT: D SURVEY: ¥ [¥ DR W)
BUILD DATE: CALIBRATIOM:

EEPF INFO: ERPIRES:

OPEM RECALL: OWhER WOTIFIED: MICRD:

COMMENTS :

19977104 14

¢« THIS COWTACT [5& OPENED DUE TO DPEW RECALL S&SBE AND 9G54A
tsr MAVIS: OR[GINAL +++

CUSTOMER SAYS:

- SHE 15 TNVOLVWED IW THE SEATBELT RECALL

-~ HER YEHICLES SEATBELTS DO WOT WORK PROPEALY
o

RER CUSTOMER, DEALER SAYS:

- THESE FARTS ARE DM BAZKORDER

“

CUSTOMER SEEES:

- REPAIR GF HER VEMICLES SEATYBELT

L]

CAC ADVISED:

RE: PARTS DELAY

- INFORMED CUSTOMER FORD MWAY EXPERIENCE XA BACK - ORDER SITUATIDN

- 1HWFORMED CUSTEBMER PARTS MAMAGER CAN PROVIDE MOST CURREMT UPDATES ON PART

DELAYS
RE: RETALL
~IMFORMAYT [OM HAS BEEN DOCLMENTED AND FORWARDED TD THE DEALER

~REQUEST MR MATT 2ELEMAK CUSY REL MMGR TO CDNTACT THE CUSTOMER W1THIN 2

BLSINESS DAYS
1997/10/%4
AMATHIS 1% THE CLOSING COMMENT

CALLED CUSTOMER AW TOLD HER AS SODON PARTS COME AVAIBLE WE WILL SET uP a TEME

FOR HER TD BRING WEHICLE IN FOR RECALL TQ BE PERFORMED

OWNER RELATIONS VOP/BENCHMARKING 03711798 FAKCARTG




ga/11/98 WMASTER OWNER RELATIONS SrSTEM 11 14, 21,02
=m====EEILREEARFCSCS oSSR ==cs=cc-cccocccdi ARk ac FFENIAA LB -SANNENERSSSSS3cSSS=S
9I38LS GRPF: 09 [NFORMATION CONTACT YEH TyPE: CaR
S50 i+ INSTR: L1 CONTACT NBR: 1090342065 OPEMEN: 1071471987
VIN: 1ZVPT20CAL ENGINE: & CLOSED: 1071471997
EANEEEEEEEREEEF=S=SS Bl NI I EEEL I T FFEEEEEEEFRENEEER==SS=SFTRE=S=S=S=SS
LAST MAME: ETATus: CLOSED
TITLE: FirsT nane : NNEEEE v : :
ADDRESS:
CITY: STATE: M1 ZIP:
HUME FHONE ; BuUS. PHONE:
MOCEL YEAR: 50 MOCEL :
MILEAGE: i W50 -
DEALER NAME: RUSS TANSEL FORD Sk SALES CORDE: 148430 P E A: 01915
CAUSAL CODES: 1204 SYMPTOMS: 104100
ODRIGIMN: =) TRANS . DOST/RGN: TRAWS. DATE:
SERVICESSALES: | COMTACT DATE:
ACK. CODE: ASSIST CODDE: AMARD ANT: & SURVEY: (Y OR N}
BUILD DATE: CALIBRATION:
E5F INFD: EXFIRES:
GOPEN RECALL: DWNER MOTIFIED: NICRLO:
COMMENTS:

1997710714

#xs NAVIS: SUBSEQUENT =w»

CUSTOMER 5AYS:
- CUSTOMER TOOK YEHICLE IN FOR RECAL| REPAIRS I[N AUGUST
= GALLED DEALERSHIP RECEMTLY FOR A REPALIR OATE

"

PER CUSTOMER, DEALER SAYS:

= FARTS WILL WOT BE IN UNTIL MARCH FDR SEATBELT RECALL

L

CUSTOMER SEEKS!

= REPFAIR

L]

Cal ADVISED:

= INFORMED CUSTOMER FORD MAY EXPERIENCE A EACK - ORDER SITUATION
= INFORMED CUSTOMER PARTS MAMAGER CaW PROVICE MOST CURREMT UPDATES OW
DELAYS

PART

OWMWER RELATLONS vOP/AENCHMARKING oG/ 11798

FARCARTS




oa/11/98 MASTER DOWMER RELATIDMS SY¥STEM 11 14.21.02
=E==x=s el c-cx-awbrEraE - A NN AN E NI EAEFEEEN FCAESEATA NN - NEGdFI LA CSFEEEF-EFEEFNF-NOCEECED
a577RR GRP: 10 INFORMATION COWTACT VEH TYPL: CAR

SEATTLE T4 EINSTR: AZ CONTACT MAR: 10903378% DRENED: 1071371957

VIM: 12YPTIDCALE

ENGINE: C CLOSED: 101471987

LAST MWAME: STATUS: CLOSED
TITLE: FIAST MAME: - MI:

ANDRESK :

CITY: POKANE STATE: W4 Z1P: -
HOME PHONE : _ BUJS. PHOME: F

MODEL YEAR: 90 MODEL :

MILEAGE: 55000 Wsh:

CEALER MAME: MECCOLLUM FORD SALES SALES CORE: 174202 P & A: OBAEOR
CaAUSAL CORDES: 1012 12403 SYMPTIMS : 104 100

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

ACK . CODE: ASSIST CENIE: AWARD AMT: 0 SURVEY: [¥ DR N)
BUILD DATE: CALTERATIDN:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO:
COMMENTS :

1997/10/14

maw MAYIS: SUBSEQUENT wss

++% YEHICLE INVQLUYVED TN RECALL SESE3 se:
vaw YEHICLE INVDLVED INM RECALL SG548 #=»
CUSTOWMER ShYS:

~SEATEBELT 5 WOT WORKIMNG

-THERE L[5 A RECALL OW THIS

PER CUSTOMER., DEALER SAYS:

-PARTS ARE ON HATIOHNAL BACKORDER AMD WILL NOT BE AYATLABLE UNTIL DECEMBER
]

CLUSTOMER SEEKS:
-PARTS FOR RECALL

»
CaC ADVISED:
-~ INFORMED CUSTOMER FORD May¥y EXPERIENCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAM PROVIODE MOST CURRENT UPDATES ON PART
DELAYS

OWNER RELATIONS VOPJEENCHUMARKING 08/11/08 FALCARTG




09/11/98 MASTER DOWNER RELATIONS S¥STEM 1I 14.21.,02
’Ilq::::ill;::::ll-====:ll-'=====:Illl====lll‘====1--r--i-'l-'===l--l---=====-.l=====
478 BF GRP: 02 COMCERM CONTACT YEHM TYPE:. TAR
CIMCIMWATI a7 ZNATR: D1 CONTACT MBR: 109022310  OPEMED:. 104161997
YIN: 1ZVPTIOCTLS ENGINE: C CLOSED: 1072471997
AEEF===cS LEE= = .--::::-..-.--:::....d.--z====-Ill.l=====l.l'==
LAST MWAME: STATUS: CLOSED
TITLE: FIRST N.i.H.E:_ Ml:
ADDRESE:
CITY. MT WASHIMNGTOM STATE: _IP: -
noMe PHONE - [ BUS, PHOME:
MODEL YEAR: T MODEL: PROEE
MILEAGE: SEODO wsbh:
DEALER MAME: RI1LL COLLINS FORD T SALES CODE: 147022 P & A: DS895
CAUSAL CODES: 1012 10RA SYNPTOMS: 104 100
DRIGIN: ca TRANS, DST/RGM: 47 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: 10f1671987
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: Y [¥ OR N]
BUILD DATE: CALIBERATION:
ESP INFD: EXPIRES:
OPEN RECALL - OWHER NOTIFIED: MICRD:
COMMENTS :

199710/ 16

xvw WEHICLE INVOLYED IH RECALL 36295 »x#

2es VEHICLE IWVOLVED IN RECALL 96548 wer

nes PRARTS NELAY DVER S0 DAY¥S 24s

swr NAW1S: DRIGINAL ++¥

CUSTOMER SAYS:

-g0OO# FROM DEALERSHIP

=VEHIGLE INVOLYED IN SEATHELT RECALL

-HAS BREEN WAITIMNG OM THE PART FOR TWO MONTHS

-FEELS THE WEHICLE IS UNSAFE TO DRIVE BECALSE THE SEATSBELTS ARE IMOPERAEBLE

-

FER CUSTOMER, DEALER SAYS:

-PART WILL WNOT EE AWAILABLE UNTIL AFTER JANUARY
-CONTACT FORD MOTOR COMPAMY

.

CUSTOMER SEEKS:

-ARRIVAL TO PART FOR REPAIRS

-

CAC ADVISED:

-INFORMAT IOM HAS BEENM OOCUMENTER AND FORWARDED TD THE DEALERSHIP WITH A COFY
TO THE REGIONAL OFFICE.

-REQUEST MR. {5VC MWNGR) COMTACT THE CUSTOMER WITHIN 2 BUSINESE DAYSRE
_INFORMED CLSTOMER FORD MAY EXPERIENCE A RACK - ORDER SI1TUATION

—INFORMER CUSTOMER PARTE MANAGER CAM PROVIDE WOST CURRENT UPBATES OM  PART
DEL AYE

#F¥THIS 15 THE CLOSING COMMENT

ADVISED OWMER WE CONTACTEDR FORD PARTS DIVISION ANMD THEY AGAIM 541D IT wWOULD BE
AFTER THE FIRST DF THE YEAR BEFDRE THE FARTS WERE AVAILABLE. FLEASE CLOSE

OWHER RELATIOMS YOP/FEENCHMARKING ©9/11f38 FAXCARTG
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09/ 11/98 MASTER UWNER RELATIONS S¥STEM I1 14.21.02
R T IITITRTr e STy e e n M D 0 0 0 0 1 0 3 1 F P B0 B0
47618F  GRP: 02 CONCERN CONTACT VEH TYPE: CAR
CINCIMMATIL 47 INFTR: COMNTACT MBR: 109042310 DPENED: 101671987
VIN: 1:w12ucn5h ENGINE: C CLOSED: 10724719597
---'--:--ﬂ='-==..:====-=======-==-==‘-==========:===:-.=============-.===-==-===
1897/10/ 17

CUSTOMER SAYS:
-MR FAWBUSH IS CALLIMG EBACK

~HE THDOUGHT IT WAS A NUMBER DIFFERENT FRDM THE OWE HE CALLED YEATERDAY
.

CUSTOMER SEEKS:

=~PART

L]

CAC ADVISED-

~ INFORMED CLISTOMER FORD maAY EXPERIENCE & BACK - ORDER SITUATION
- INFORKMEQ CLETOMER PARTS MAMAGER AWM PROVIDE MOST CLRREWT UPDATES DW PART
DELAYS

se+ VEHICLE INVOLVED TN RECALL 38293 s+«

*sw VEHICLE INVOLVED 1M RECALL QG554AE we»

=+ PARTS DELAY OVER &0 DAYS ==+

svm MAVIG: SUBSEQUENT w#&-

CUSTOMER SAYS:MR. TOM FAWBUSH, BROTHER

= CALLING BAGK WITH THE SAME COMCERN

- THERE I5 A RECALL CN THE SEATHELT

.

PER CUSTDMER, DEALER SA¥S:

- WON’T BE ABLE TO GET THE PART UNTIL THE FIRST OF THE YEAR

L]

CUSTOMER SEEMS:

- PART FOR THE REPAIR OR A LDANER YEHICLE

- TO LODGE A COMPLAINT

[

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIENCE A BaACHK - ORDER SITUATION
- INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURREWT UPDATES ON PART
BELAYS

DWHER RELAT10NS VOP/BENCHMARKING ©£9/11/98 FAACARTG




a4g/11/98 MASTER DWNER RELATLONS 5y5TEM I 14.21.02
=;====._---,..=;:::==----.---.—::_—::::;::,:...-pql--ll::::::_—n::t:iIIIIII========:‘.
4 59SHKE GRE: 0% [INFORMATION LOWTACT YEH TfPE: CAR

ORLAMDO 24 ZNSTR: E 1 CONTAET MBA: 109047901 OPEMNED: 1041771937
YIN: 1ZVPTIOCOLS ENGINE: C CLOSER: 1971771297
EEEFEEEIEIS S-S EEAEsEm¥EEEES mmdimmAdEEOEER==c===xc=HEFEFSEEIT=-=S====TirINE

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

ADDRESS:

CITY: STATE: 1P:

HOME PHONE : BUG. PRHDNE: EXT:

MODEL YEAR: MODEL. :

M1LEAGE: 55000 WsD:

DEALER HWAME: KEN MARKEFDRD INC SALES CODE: 124205 P& A 04807
CAUSAL CONES: 1012 1204 SYMFTOMS: 104100

QRIGATN: aa TAANS . OST/RGM. TRAWS . OATE:
SERVICESSALES: 1 COMTACT DATE:

ACK. CODE: ASS5IST CDDE: AMARD AMT: O SURVEY: (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFOD: EXPIRES:

DPEN RECALL : DWNER MOTIF1ED: MICRA:
COMMENTS :

1991017

+++ YEHICLE INVOLYED TN RECALL WE548 AND 95599 +s»

=rs MNAVEIS: SUESEQUENT wew

CUSTOMER SAYS:

- WEMT TO HAVE SEATBELT REPAIRED UWDER RECALL

- DEALERSHIF ORDERED THE PARTS

- WRONG PARTS CAME TN

- DEALERSHIP REDRDERED THE PARTS ALUGUST 1, 1997

- NOW DEALERSHIP 15 SAYIMNG THEY CAMNDT GET THE FARTS

- CONMTACTER & HOT LINE AMD THEY ARE SA¥ING THE PARTS WILL NOT BE AVAILABLE
UNMTIL JAMUARY

- DAUGHTER 15 DRIVING WEHICLE AND CUSTOMER 1S WORRIED ABOUT THE SAFETY OF
DALUGHTER DRIYING 200 MILES EVERY OTHER WEEREND TO TakKE CLASIES

.

PER CUSTOMER, REALER SAYS:

- REQROERED THE PARTS

¥

CUSTOMER SEERS:

- TDD HAVE PARTS S0 SEATEELT CAM BE REFLACED

.

CAC ADYISEDR.

- PER TECH nUAO0 PARTS HAVE TO BE CROERED FROM JAFAN

- PAETS WILL NOT BE 1MW WNTIL THE END OF DECEMBER

- CUSTOMER IS UPSET THAT THE LAWS AMD THE INSURANCE COMPANY SAYS DAUGHTER MUST
WEAR 4 SEAT BELT

- BECAUSE THE SEATHELT CANNOT BE REPAIREOD WITHOUT THE PFARTS DAUGHTER CANNOT
WEAR A SEATBELT

= 1IF DAUACHER 15 TM AN ACCIDENT WHO IS LIABLE I[F SHE IS AURT BECRUSE SHE
CAMMOT USE THE SEAT BELT

- ADWISED CLUSTOMER WwILL DOCUMENT [NFORMATION, HAVE WO FURTHER INFORMATION TO
OFFER

OWHER RELATIONS WOP/BEWCHMARKIWNG 05711738 FAXCARTG

I T




Das11498 MASTER UWNER RELATIONT SY31(M 11 14, 21.02
AmImmEES-sa-:-=====-c===-akasdExdEREFA NN RAEC S EPSSECSSTIC - S LCCSSSSCSSSSSSSTSSSSx--midRaas
JI63RL GRP . RXODT [NFORMAT | ON CONTACT YEH TYPE: CAR
BOSTOM 1t ZNATR: a9 CONTALT MNBR: 104044363 OPRENMED: 10/30/1987

viN: 1ZYPT21UDL EMNGINE: U CLOSED: 19/20/19%7
AEAEEEEF-SsFr==3====== EEIEdARARFAREEENEESRIdI- —Exs==T1F S=SEESF=SF=S=S=S=S===ER
LAST MAME; STATUS: CLOSED
TITLE: FIRST MAME: - NI:

ADDRESS:

C1TY: STATE: IP:

HOME PHONE : m LS. PHONE: _

MODEL YEAR: =1 ] MOOEL - PRODBE

MILEAQE: 52000 WED:

DEALER WAME: IVERSEM FORD SALES SALES CODE: 111475 F & A:; OBBES
CAUSAL CODES: 1012 SYNMPTOMS : 104 100

ORIGIM: GO TRANS . DSTSRGM: TRAMS. DATE:
SERVICE/EALES: 1 CONTACT DATE:

ACK., CODE: AS5I4T CODE: AWARD AMT: O SURVEY: (¥ DR M)
BUILD DATE: CALIBRATION:

ESP 1NFO: EAPIRES:

OPEW RECALL: OWNER HOTIFLED: NICRO:

COMMENTS -

1997/10/20

«+4 VEHIELE THVOLVED IM RECALL HES48. ws+

++4 NAVIS: ORIGINAL w»*=»

EUSTOMER SAYS:

- CUSTOMER WEEDS A MEW PART FOR A SEATHELT F72281E10D045B

v

FER CUSTOMER, DEALER SAYS:

- PER IVERSEN FOROD, SAID THAT THE FART IS DN WATIONAL BACKORDER ANO THERE 15
NOTHING THERE CAN DO

.

CUSTOMER SEEKS:

= GET THE SEATBELT FIECE

L]

CAC AOVISEDR:

- [INFORMED CUSTOMER FORD MWAY EXPERIENCE A BACK - DROER S1TUATION
= INFORMED CUSTOMER PARTS MANAGER CAN PROYIDE MDST CURREMT UPDATES ON PARY
DELAYS

13977117058

=ere MAVIS: ORIGIMAL ===

CUSTOMER SAYS:

= HECALL NOT BEI!NG FERFORMED DN YEHICLE DUE DUE DELAY [N PARTS
PART HAS EEEN CRDEREC SINCE 979797

LAST CONTAET WITH DEALER WAS 10/720/47

FART STILL ON MATIOMAL BACK DRDER

TRACK HAS BEEN REMOVED AY DEALER

L]
PER CLSTOMER, DEALER SAYS:
- BACKORDER DELAY ON THE PART OF FORD

OwWNER RELATIDNS VORFBENCHMARKLNG OS/11/98 FAiCaRTQo




09 11/08 MASTER OWWER RELATIONS SYSTEM |1 14.21.02
====-nlh--====.:.==l.l:::n:::lI‘----:::n:;t-t.l:::l:::-:u:::::n----s::..!H---:::
A3E3RL GRF: Xx07 INFDRMATION cOMTACT VER TYPE: CAR
BOSTON 11 IH!TRLhCDMTﬁCT MEBR: 105054203 OFENED: 10720/ 1907
WIN: 12VPT2iUOLE ENGINE: U CLOSEP: 10/20/1387
I.I‘..::::-‘.—:;.II.::-.:.::==---’ll.====-.lit’:::::..I!:h::::..l:::::::l.l-:.-:::--q
1991711705

w

CUSTOMER SEEKS:
- MOULD LIKE FORD'S ASSISTANCE IN ACOUIRING FART TO FERFORM RECALL

+
CAC ADVISED:
- INFORMED CUSTOMER FORD MAY EMPERIEMCE A BACK - ORDER SITUATION

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

DWMNER RELATIONS YOP/BENMCHMARK ]G 09/ 1198 FAXCARTG




o9f11/98 MASTER OWHER RELATIONS SYSTEM 11 14.21.02
m=omo=s=====c-c-caoa=xxxam BB I EAEEEEE EEEEEEEARE REHAMARE N R -CC-C S-S S-S S-S CSCCCCSCSCSCSCCSCCSCSESSSSSCSESEE=E=E=====s
DAA2KE CRP: XX02  COMCERN CONTACT WEH TYPE: CAR

SAN FRAN 72 INFTR: A! CONTACT NBR: 100055630 OPENED: 1072071997
VIN: 1zveT2o¢ 5L C ENGINE: C CLDSED: 11/12/4997
A EAE N ENEEEEEEEEENEESEAES EE - NN AN FERDEE D]
LAST MAME: STATUS:

ADDRESS :

CITY: RANC ISCO STATE: ZIP;

HOME PHONE : “ EUS. PHDNE:_

MODEL YEAR: MODEL : FRUOBRE

MILEAGE : 23000 wsDh:

DEALER MAME: SERRAMONTE FORD INC SALES CODE: 172024 P& A: 07737
CAUSAL CODES: 3001 1203 SYMATOMS 104100

ORIGIN: &0 TRANS. DST/RGN: 72 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 19721741887
ACK. CODE: ASS5IST CORE: W AWARD AMT: D SURYEY: W (¥ OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

AOPEM RECALL: DWHNER MNODTIFIED: MICRD :

COMMENTS ¢

1997/ 10/20

ws» THIS COWNTACT 15 OPEMED DUE TO OPEN RECALL 9654B AND 9ES28 ~a+
=#% NAVIS: SLUASEQUENT +4«

CLISTOMER SAY5:

- CUSTOMER FALLIMG BACK WITH THE VIN TO CHECK OW RECALLS

= T AM HAWING TROUBHLE WITH THE SEATBELTS

'T DOES WOT WORK AT ALL

ALL THESE SEATBELTS DO IS MARE A MOISE THEY RQN'T MOVE AT ALL
- ARE THERE AMY RECALLS FOR THIS PARTICULAR CONCERN

L

PER CUSTOMER, DEALER SAYS:

- WO CONTACT

£l

CUSTOMER SEEKL:

- RECALL ITNFDRANTIOM

-

CAC ADVISED:

RE :MEAT STEFP:

-IMFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALER

~RECUEST MR_MIKE LATORRE{CLUST REL MWGER) TO COMTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS

RE:RECALL *

= CUSTOMER IS5 [NVOLVED 1IN SAFETY RECALL FOR THE SAFETY BELTS

1997711 /05

AXXTHLS 15 THE CLOSIMNG COMMEMNT

CALLED CLUST SET APPT FOR 10730/97. CUST CAME WE INSPECTED FDR SEATRELT RECALL
NESS. TO ORDRER FARTS, CUST IS GOING TO TAKE VWEHICLE BECAUSE 1T TAKES FOREVER T
0 GET THESE RECALL PARTY. WE WILL €ALL CUSTOMER WHEM THEY ARE [M.

OWKER RELATIOMS YOF/BENCHMARKING 0951198 FAXCARTG




09/ 11798 MASTER OWHER RELATIONS SvSTERM 11 14.21,.02
....;_—_::::=====-ll|...::=:::::::::::r_-.---.;n:,—.:::::::.':::::::-.IHIIIII-:F=====
Q2EGRPH GRP: 10 COMCERMW CONTACT VEH TYEE: CaR

MEW ¥ORK 13 ZN/TR: COMTALT MBR: 105057753 ODPEMED: 10730/1997
VIN: 1zuPT:1U1L5_ ENGINE : U CLOSED: 10/99/1987
R R A I R I T T T T ¥ EEFAFFes—Fsr======c=c=c=—x A2 IEEEEENEEEIPA==SSSS=S=====C
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: _ Ml:

ADCRESS -

CITY: YORKTOMN HTS ATATE: NY 2IP:

HOME PHONE : REUS . PHOMWE:

MODEL YEAR: MODEL : PROBE

MILEARE: wW5D:

DEALER WNAME' CURRY FORD 5ALES CODE: 1131186 P & A: D3G90
CALUSAL CODES: 1012 1215 2R02 SYMPTOMS: 104 100

ORIGIN: G0 TRAMNS. DST/RBN: 13 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 10/20/1887
ACK. EDDE: ASSIST CODE: D AWARD AMT: O SURYETY: ¥ [¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

OPEMN RECALL: OwWNER WOTIFIED: MICRO:

COMMENTS :

1987 /10/20

=er NAVIS: DRIGIMNAL +t»

vy THIS CONTACT IS5 OPENED DUE TD OPEM RECALL 9G54H AND SE529 +an

CUSTOMER SAYS:

- CUSTUMER RECEIVED RECALL NWOTICE ABOUT A YEAR AGD

- AT THAT TIME WAS TOLD TDO WAIT AS THERE WERFE OTHER CUSTOMERS wHO HAD THE
CONCERN WHICH NEEDED TO BHE ADDRESSEDR FIRET

- {10/6/97 NOM THE CUSTOMER HAS THE SAME COMCERN

- THE SEATBELT IS STUCK IN 1TS TRack (DRIVERS SIDE)

- THE CLUSTOMER WANTS TO HAVE IT NOTED THAT SHE QOES NOT HAVE & COMCZERN  WITH
THE WAY¥ THE DEALERSHIP IS5 TREATINGH HER BUT WITH FORD INABILITY 10 PROVIDE
THE PARTS

-

FER CUSTOMER, DEALER SAYS:

HAVE NOT FOUND THE PART

THE PART I5 ON BACKORDER

MAY TAKE WEEKS TO GET THE BART _ PER TONI

aor THE pHONE NUNBER FROM [ AST name unknown) - 1N SaLES

I I

CUSTOMER SEEMS:
- 10 HAVE THE SEATBELT REFAIRED

L ]

CAC ADVISED:

- INFORMATION HAS BEFEN DOCLMENTED AND FORWARDEDR THD THE DEALER

- REGUEST MR. JIN WITZ [SVC MWGR) TO CONTACT THE CUSTOMER WITHIN 2

BUSINESS DAYS

18497410/

fR#THES 15 THE CLOSING COMMENT

SCRVICE MANACER SPOKE TH CUSTOMER, PART STILL WOT RECIEVED., CUSTOMER WllLL BE N

OTIFTED AS SOON AS PAAT 15 RECEIVED AND APPOIMTMENT WILL BE MADE TO HAVE VEHIC
LE REPALRED.

DWMER FELATLDNS VOP/BENCHMARKING 02711728 FARCARTE

L SSS




0971+ /048 RASTER OwNER RELATIONS SYSTEM ! 14.21.02
a-tt-::::'—-:‘...-.--::=:J::...-::;;:a:-.n:::::::.-:-_:_:::::.::::::ﬂ----'---:----
S26EFH GRP: 10 CONCERN COMTACT VEH T¥PE: CAR

NEW YDRK 13 ZN/TR: ONTACT NBR: 108057754 OPEMED: 10720/ 1807
VIM: TIVPTIUAL EWGINE: U CLD3ED: 13529/ 1087
FEAtir s CINAdbhm====a ====-n“--‘="==="'.-::===E;.'.::::::--l-----:::----
19877 10/12

wes NAVIS; ORIGIMAL #w#
CUSTOMER SAYS:

L

CUSTDMER SEEKS:

-

CAC ADVISED:

= INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PAATS MANAGER CAN FROVIDE NOST CURRENT UPDATES oK PART
DELAYS

OWNER RELATIONS VOP/BEMCHMARKING 08/ 11/98 FAXCARTG

L..................llll-.-lllIIIIIIIIIIIIIIIIIIIII----.--..--.-------------------.-.-----.----------




ogs11 /98 MASTER OWNER RELATIONS SYSTEM 11 14.31.02
Bl G e R ) EoE el N N RN R R NN EEREN
150158 CRP: 14 CONCERN CONTACT VEH TYPE: CAR
CHICAGO 41 INFTR: A3 ONTACT NER: 109064708  OPEMED: 10422/1997
VIN: 1ZVPT20CRLS ENZINE: € CLDSED: 11/03/1227
-cacsiEBndB-——xh-_—_cEExmd_—_aX AT S-S X -SR-S S-S SRS R=-=—EENENEREEEEEERcEEECxid=
LAST MAME : STATUS:. CLOSED
FTLe: Frest wane: [ ;-

ADDRESS:

CI1TY. STATE: IP:
voue eiove: [T G570 P —
MOCEL YEAR: 20 MODEL;

MILEAGE : 139000 wsD:

DEALER NAME: DI&K JAMES FORD COM SALES CODE: 14044 P& A: O18507
CausSAL CODES: 1209 SYMPTOMS : 104 100

ORIGIN: &0 TRANMS. DST/RGN: &1 TRANS. DATE:
RERVICESSALES: 1 CONTACT DATE: 10/24710G7
ACK. CDDE: ASSIST CODE: W AWARD ANT: O SURVEY: Y (¥ OR M)
BUILD BDATE: CALIBRATION:

EsPF INFQO: EXPIRES:

OPEN RECALL: OWNER _NOTIFIED: MICRO:

COMMENTS :

1997/10/22

s+« THIS CONTACT 15 OPENED DUE TO OPEN RECALL 38599 w41
avx THIS CONTAET 15 OREWED DUE ToO, OPEMN RECALL SES40 +w»
CUSTOMER SAYS:

- CUSTOMER WAS STOPPED AWD TICKETED FOR ZSEATBELT CONCERM

- WANTS RECALL WORK PERFORMED
.

PER SUSTOMER. DEALER SAYS:

- FART KNDT IM STOCK

CUSTOMER SEEKE:

- TD HAWE THE RECALL wWORK PERFORMED

.
CAC ADVISED:

NUTBOUND CALL TO QEALERSHIP, MR. SHERMAM MOORE-
- PART NOT 1N S5TOCK

RE: RECALL
- INFORWMATION HAS PEEN DOCUMENTED AMD FOAWARDED TO THE DEALER

= RECQLIEST ME. SHERMAN MDORE (SWC MNGE) TD CONTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS

1997/ 10727
WARTHIS (% THE CLDYING COMMENT
CUSTOMER TD THI%S DATE HAS NOT BEEW 1IN TO SERVICE VEHICAL

OWNER RELATIONS VOP/REMCHMARKING 09711798 FAXCARTG




oa/11/98 MASTER CWNER RELATTOME SYSTENM 1T 14.21,02
-‘.-:----"-.--:::==--.-:::==...._—====.-‘-=====..--:====-.t::::-..-:::::-----:
49 14MH GRP: X5 INFORMATION COMTACT YEH T¥PE: CAR

CINCIMNNATI 47 ZNSTR: NTACT NBR: 1090693278 OFEMED: 140/22/1a47

VIN: 1ZVPT20C11L6

EELLL N LN R REEY T T T T

LAST MAME :
TITLE:

EMNGINE: © CLDSED: 10/2271997

Bl N AN - - FCAENEAN==F§Fa Al =S= AR =——FFENEEcEm==mcEg
ADORESS:

STaTus; CLOSED
rrrst nane: [ <
e ea— |
AOME PHOME : BYS. PHOME:

MODEL YEAR: a0 WODEL : COBE

MILEARE: BODOG wsD:

DEALER WAWE: REMNER MOTDRS INC  SALES GODE: 147515 P E A: 04A7BS
CAUSAL CDOES: 1012 1204 SYMPTOMNS : 104 100

ORLGIN: an TRANS. DST/RGN: TRANS . DATE:
SERVICE/SALES: 1t COWNTACT DATE:

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

ESP INFD: EXPIRES:

OPEM RECALL; OWNER NOTIFIED: MICRO:
COMMENTS :

1987/10/22

#es YEHICLE INVOLVED [N RECALL 9BS4E :++

e MAVIS! SUBSEQUENT +1.

CUSTOMER SavS:

“THE RETRACTOR FOR THE PROBE WAS BEEN OW A RECALL SINCE ABDOLT 5 MOS

-THE SEATAE|LT RETRACTOA DOES HOT WORK AhD IS STUCK AND EVERYTIME SOMEONE LSES
THE CAR THEY GET HIT [M THE HEAD

~CUSTOMER SAYS THIS PART IS [NVOLVED 1M A RECALL

~CUSTOMER HAS HEEN WAITING FOR AT LEAST 5-8 MOS5 WOW FOR THI% REPLACEMENT AND
1S VERY COMCERNED BECALISE THI5 PDSSES A4 SAFETY CONCERM FOR HIS DALIGHTER WHO
DRIVES THE WEHICLE

L

PER CUSTOMER, DEALER SAYS:

=PER REWMER FORR [N IMD1ANA, TH1S RART I3 DN NATIOWAL BACKORODER

=PER JOHN, THIS IS STILL A BACKORDER PRABLEM

E)

CUSTOMER SEEKS:
=THE PART FOR THE SAFETY DF HIS DAUGHTER

-

CAC ADVISED

-CONTACT MADE & CONCERN BECAUSE THE SAFETY RECALL IS5 STILL DPEN

=ADYISED CUSTOMER TOD CONTACT HIS FART MAMARZER AY HIS SERVICTNA DEALERSHIP FOR
YHE LATEST UPDATES

“INFORMED CUSTOMER BDF THE INFD IN THE SYSTEM ON THE BACKORDER S5iTUATION wWITH
THIS PARTICULAR RECALL

< INFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - ORDER S1TUATION

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

-CANNDT VERIFY THE SEATHELT RECALL LNFQ WITHOUT THE ¥IN

UWNER RELATIONS VOR/BENCHMARKING 09/11/98 FAACARTG




0asf11/3a MASTER OWNEM RELATIDNG Svilrnm 1 14.21.02
R EEEEEEE SR SRS S S SEE N RSNl A S S SN I S SN B C S T RsES R RS RSN e S c s E S e R s RN LTSS EESEEaLTTESSE=SSSRAa
TI115TRE GEP; »aD2 CONCERMN COMITACT VEH T¥PE: CaR
ATLANTA 21 ZN/TR:_ E2 __ CONIACT NBR: '09UT31°3  ORENED: 10/24/199%
¥IN: 1ZVPT20C4L ENGINE: € CLOSED; 13/0171837
=-ccm--—mhE--esA-—rEEnkENExs—= ] = E-cxkBErxbh-c-cxdB-—xF--—mk-—----c === x=--S S-S c-S===-c==-===
LAST M&ME; STATUS

TITLE: FirsT wane: [N v

ADDRESS:

CITY: STATE: _{P:
HOME PHOME : BUS. PHOME :
MODEL YEAR: MODEL : FROBE

MILEAGE: BOO00) W50

DEALER NAME: CLONINGERFORD [NC SALES CODE: 121618 FE A: QD916
CAUSAL CODES: 1302 1220 SYMETOMS 1041080

ORIGIN: ap TRANS. DST/RGN: 21 TRANS . DATE;
CSERVICE/SALES: 1 COMTACT DATE: 1172471897
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY; Y LY DR M)
BEUILD DATE: CALIBRATIOH:

ESP INFD: EXFIRES:

OFEN RECALL: DWMER MOTIFIED: MICRO:

COMMENTS :

1987 /107 24

sév YWEHICLE TMVOLVED IM RECALL 96599 ves

»wa MAVIS: OQRIGIMAL +=»»

CUSTOMER SA¥S:

- RECEIVED RECALL LETTER ON THE SEAT BELT

= DEALER FIXED THE LEFT HAND SIODE [1/797) BUT DID WAT FIX THE RIGHT HAKWD SIODE
= NOW THE LEFT HAMD SIDE [5 MOT WORKING aMD THE R1GHT HAWD SI1DE WAS WEVER
FIAED

- DEALER WANTS HER TD BRING VEHICLE 70O LDOK AT WHY THE LEFT MAMD S1DE IS5 MOT
WORK ING

L ]

FER CUSTOMER, DEALER SAY¥S:

- NO EDMTACT

L]

CUSTOMER SEEKS:

-~ WANTS WEHICLE REP4IRED PROFERLY

.

CAC ADVI1SED:

-INFORMATION HAS EEEN AACUMENTED AND FORWARDED 7D THE DEALER

~REQUEST MR, HILL 5M1TH [(CUST REL MNGR) TO CONTACT THE CUSTOMER WLTHIN 2
BUSINESS OAYS

- INFORMED CUSTOMER OF RECALL 95599 AWD SUGGESTED SHE QET THAT FIXED

PER WARRANTY MAMUAL (4-2):

- THE DERLER REQUEST REIMBURSEMENT FOR THE COMFLETIDN DF THE SERVIGCE RECALL
THROUGH ACES 11 CLALWMS PAYMENT SYSTEM, INCLUDING REIMAURSEMEWT FOR: &) SERWICE
199711424

#xxTHIS !S THE CLOSING COMMENT

CalLED RECALL HOORTS PART FOR RECALL 96552 ON BACK ORDER RELEASE DATE 31/88
CALLED CUAT INFORMED NF BACK ORDER SITUATION AND wWOULD ADYWISE WHEM PART RELEA
SED

OwWMER RELATIONS vOP/BENCAMARKING 09711798 FAXCARTG




o3/ 14/94 MASTER OwWER RELATIONS EvSTEM 1! 1d_31.02

FEEEEEENE - - ISR F S S TS S S S S E S S LSS LSS S S EE S CE T C C EE T S S C I MEAECT S-S TESSEEECEALCSEEESESESEECSESESES
QERATS GRE: RkO2 IMFORMATION CONTACT YEH TYPE: CAR

SDhR 10 PNATR: i CONTACT MNHAR: 10908 19:3 OPENED: 10727719097

VIN: 12¥F120C1L5 ENGINE: € CLOSED: 10/27/1987
rmemmme . _ EmmmEo—asmmm——amamsiciasmreasssmmsccc—ee=c
LAST MAME: STATUS: CLDSED
ADDRESS:

CITY: STATE: AL -
HDME PHONE : % BUS. PHONE:

MDDEL YEAR: 90 MODEL : PROAE

MILEAGE: SEO00 WSD:

DEALER MAME: WORHUMEL FORD EALES CODE: 148074 F & A: D145
CAUSAL CODES: 1012 SYMPTOMS : 104100

ORIGIN: 60 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 _ CONTACT DATE:

ACK. CODE: ASSIST CUOE: AWARD AMT: O SURVEY: (¥ OR M)
BUILD DATE: CALIBRATIDN:

ESP INFD: EXP IRES:

DFEN RECALL: OWNER NOTLFIED: MICRO:

COMMENTS -

1997/ 10/27

“+x NAVIS: SUBSEQUENT ===

CLUSTOMER SAYS:

- HAS SEAT BELT RECALL FOR DRIVER'S SIDE AND FROMT PASSENGER SEAT BDTH ARE
INOPERABLE

-

PER CUSTOMER, DEALER SAYS:

- BACKDRDER OM SEAT BELT

= WILL CALL WHEMW ORDER COMES IN

i

CUSTOMER SEEKS:

- SEAT BELT REFLACEMENT

-

CAC ADVISED:

- CONTACT DEALER FDE EXPECTED ARRIWAL OF SEAT BELT PART
= THERE 15 A HATIOWWIDE BaACKORDER OM THIS PART

DWMNER RELATIONS UDP/RENMCHMARKING ©09711/98 FAACARTG




o%f 11738 MASTER OWNER RELATIONS SYSTCM 11 14.21.02
-j---.----'.-.-I--------ﬂ------:::II::'_:!::.I::IJﬂl..-a.ll..---n--::.--:::::::::::
S130EH GRP: 114 TNFORMATION CIDNTAST VEH T¥PE: CAR

MEW YHORK 13 2N/TR: A1 CONTACTY MER: 10u08GE1G OPENED: 10728714947
YIN: L EMGINE: CLOSER: 10/2R/18487
CTEELAgEEEREES . o | 5 HE EEEKEE S SIS ENEI S S EC N IIC IS O g EEEggidiaeembEERaEEE=COTE ===
LAST WNAME: STATUS: CLOSED
TITLE: FIRST MAME: _ MI:

ADORESS:

CITY: “ STATE: IP: -
FaME PHONE Bus. prone : IS

MODEL YEAR: GO MODEL : PRORE

MILEAGE: BADOO w50 ;

DEALER NAME: LOMAN FORD ING SALES CODE: 113057 P& A (IEZT
CAUSAL CROES: 1072 1010 SYMPTOMS ; to4 100

ORIGIN: G0 TRANS . DST/RGN: TRAMS. DATE!
SERVICE/SALES: 1 CONWTACT DATE:

ACK. CODOE: ASSIST CODE: AWARD AMT: O SURVEY: [¥ OR N|
BUILG DATE: CALIBRATION:

ESP INFD: CAPIRES:

OFRENM RECALL: DWMER WOTIFIED: MICRD:

COMMEMTS :

1997 /10428

«vs PARTS DELAY DVER 3D DAYS eww

seep0 VIN AVAILABLE++»

CUSTOMWER S5AYS:

-1 RECEIVED RECALL ON SEATBELT

~CURRENT CONCERM: SEATRELT HARWESS IS WDT WORKING{DRIVER S10E)

~DEALER ORDERED THE PARTS, DEALER STATES PARTS MEEOED ARE ON NATIONAL BACK
ORDER

-PART5S WERE ORDERED 9/97, IT HAS HEEN OVER | MONTH

*

PER CUSTOMER, DEALER SAY¥S:

~WE DO NOT HAVE A TIME FRAME AS TO WHEN PARTS WILL ARRIVE

-PARTS NEEDED ARE ON NATIONAL BACK ORDER

+

CUSTOMER SEEKS:

-PART NEEDED TO REPAIR SEATBELT RECALL

.

CAC ADVISED:

- INFORMED CUSTOMER FORD MAy EXPERIENCE A BACK - DRDER S1TUATION

- INFORMED CUSTOMER PARTS MANAGER CAN FROVIOE MOST CURRENT UPDATES DN PART
DELAYS

OWNER RELATIONS VOP/BENCHMARKING (4711788 FAXCARTG




ﬂﬁf‘ifBﬂ MASTER OWMER RELATIONS S¥STEM 11 14.21.02
.--.--.--‘:F========:’--.--.'.---“F:===============-t-.........-..-“":ﬂ::::::
EE57J8  BRP: XXDB  INFORMATION EONTAET VEW TYPE: CAR
CHICAGD 11 ZN/TR: CONTACT MBR: 1090B9054 OFENER: 10247 1937
UTH: ENGINE: € CLOSEDR: 1072371997
el REEERE NN R EEEEEEANFEEEE S S - S-S S-S S-S S S S CSCSCSCSCSCSCSTOEESEENEE S SRS SN
LAST NAME: STATUS: CLOSED
TITLE: FrasT nane: MI

ADORESS:

CITY: a STATE: P: -
Fone phone: ARSI BUS. PHONE: -

MOOEL YEAR: oo MODEL : PRCEE

MILEARE o' &5 n] ws0:

DEALER MNAME: GORDIE EQUCHER FLM SALES CODE: 141129 P AR A: oE182
CAUSAL CODES: 1012 03206 SYMPTOMS : 104100

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

ACK. CIDE: ASS1ST CODE: AMWARD AMT: O SURVEY: (Y OR NI]
BulLD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OWNER NOTIFIED: MICRD :

COMMENTS :

1997710/ 28

wae WEHICLE INWOLVED INW RECALL 36539 wx-

wese WEHICLE [NYOLVED IN RECALL HES48E «4a

wrs YEHICLE IMVDLWED IN ONP 95870 +++

wes MAVIS: SUBSECQUENT +es

»++ B DAYS DUT DF SERVICE +=+

CLUSTOMER SAYS:

-HaD RECALL FOR SAFETY BELT

-THE SEAT EELT FOR THE DRIVER I5 WOT WORKING
-HAS BEEN AT THE DEALERSHIP SINGE 10-20-37
-PRRT HAS BEEN OM DRDER SIMNCE 8/97

L]

FER CUSTOMER, DEALER EAYS:

FER WOMAM IN SERVICE DEPARTMENT:
=HAVING DIFFICULTY GETTING FARTS

+

CUSTOMER SEEKS:

-PART [NFORMATLON

-RENTAL

[ ]

Cac aDVISED:

=LOAMERE ARE NOT A PROVISION OF THE WARRANTY.

-CONTACT MR, JIM PBREITBACH (SYC.WGR.) FOR CLARIFICATION OF THE DEALERSHIF'S
POLICY OW ALTERMATIVE TRANSPORTATION.

=MAY REQUIRE AN APFOINTMENT

RE: PART INFORMATION

= [NFORMED CUSTOMER FORO MAY EXPERIENCE A EACK - ORDER STTUATIDN

-INFORMEQ CUSTOMER PARTS MANAGER CAW PROVIDE MOST CURRENT LUPDATES ON  PART
QELAYS

OWNER RELATI!IONS VOP/BENCHMARKING O9711/98 FAXCARTG




o8/ 11/9R MASTER OWhER RELATIOMNS S¥STEM 11 14,21,02
E-. S-S CEANAA-EAN - EAAEEIEEEEEEEEEad R R R RS C AN EFAEEESEFS-S Ak NS IMFrEEESI-EESE-IAOEE-C=I =
171650 GRFP: 1Q INFORMATION COMTACT YEH TrPE: CaR

DENVER 56 ZM/TR: CONTALCT MER: 1094944547 OPEMER: 10/20,/1047

VIN: 1ZVPTI TUELS

ENGINE: u CLOSED: 10/28/1997

EEEEC S EENE S S EEE TS ANSE NN ANEAE QAN

LAST NAME:; STATUS: CLOSED
TITLE: FIAST NAME :_ MI:
ADDRESS:

C1TY: SALT LAKE CILTY ETATE: IP; -
noue prone ;T BUS. PHONE:
MODEL YEAR: = ]a] MOPREL :

MILEAGE: 1S 0000 W50 :

DEALER WAME: BUTTERFIELD FDRD SALES CODE: 155025 F & A: ODR404
CAUSAL CODES: 1012 STMPTOMS: 104100

ORIGIMN: GO TRAKS. DST/REN: TRaMS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK . CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y OR M)
BUILD DATE: CALIBRATION:

EaP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:
COMMENTS -

1997 /10/24

vew WAVIS: ORIGINAL wew

CUSTOMER SAYS:

- GOT A LETTER FROM FORD AEROUT A RECALL OM THE SEATHELTS

= THE DEALER CAN*T GET A NEW RAIL FOR MY WVEHMICLE

= ME HAVE BEEN OM GROER SYNCE JULY FOR THESE SEATHELT RAILS

PER CUSTDMER, DEALER SAYS:

L

CUSTOMER SEEKS:

- YEHICLE REPAIRED

- SEATEELT TRACKS

-

CAC ADVISED:

= DBC TO DEALER.

- FPER BOE HALLAM/PARTS DIA,

- THE PARTS ARE ON D-99, THERE ARE NONE IW STOCK

- WE WILL TRY TD FIMND THESE PARTS AT OTHER FORD/LM DEALERS

OWNER RELATIONS WOP/BENCHMARKING D09/11/788 FALCARTE




09411798 MASTER OwhER RTLATIDNS SyS1EM L) 14 21,02
:::::lllll::::llIx-tt-===.llll::l:::::jtli:::::]lll-_:::=:==t:==:=====-ln--.-:-
TTOGEaRP GRE: 10 INFOAMATION £ONTACT VEH TYPE: CAR
SEATTLE T4 IN/TR; CONTACT WBR: 100085516 DFENED: 1072971997
VN 12¢PT20L2L S ENGINE: & CLOSED; 1072971997
FsFSSEEEEEN== SE S CEEENE - CENENII oo kERrET=——— A PV ammmam
LAST MAME : STATUS: CLASED
TITLE: riesT nave: [ v

ADDRESS ;

CITY: STATE: R P: -
wowe pHONE : [ . prone - [

MODEL YEAR: 50 MODEL - PROBE

MILEASGE: TEDO0 WsD:

DEALER WAME: [DAMERDW BEAVERTON F SALES CODE: 174017 F & A DQRTIY
CAUSAL CODES: 1D12 CYMPTOMS : 104100

arRlaIN: el TRANS. DOST/RGMN: TRANS, DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CORE: ASSIST CODRE: AWARD AMT: O SURMEY: (¥ DR N)
BUILD DATE: CALIBRATION:

E5P INFO; EXPIRES:

OPEMN RECALL: OWWER NOTIFIED: NICRO:

COMMENTS :

15997710/ 249

*+v MAVIS: PROGRAM sw&

CUSTOMER SAYS:

o HAD & SCAT HELT RECALL, TOOK THE WEHICLE TQ THE DEALERSHIP 1IN Z/e/a7 FOR
THIS RECALL

= SINCE GOING TO THE DEALERSHIP IN MARCH, THE SEAT BELT HROKE ABOUT 4 WEEK
AGD

- COWTACTED THE DEALERSHIP AGAIM

" HAS AEEN WAITING FOR & MONTHS FDR THE 5EAT BELT TO BE REPATRED

L]

FER CUSTOMER, DEALER SAYS:

- TDLO CUSTOMER 1N MARCH THAT THEY WOULD ORDER THE FPART TO REPAIR THE BELT
- PAUL HARDIN, ASS. SERVICE MWGR, TOLOD CUSTOMER LAST WEEK WHEM THE CUSTOMER
CALLED THEM ABOUT THE SEAT BELT, TOLD CUSTOMER TQ CALL BaCk IF SHE HAS NOT
HEARD FROM THEM

- WOULD BE PUTTING AMOTHER ORDER IN FOR THE PART

-~ INFORMED CUSTOMER THAT THERE 15 A MNaTIONAL BACK ORDER FOR THIS PART
“

CUSTOMER SEEKS:
= WAWTS THE SEAT RELT TO GET REPAIRED

-
CAC ADYISEDR:
- THFDRMER CUSTONER FORD MAY EXPERIENCE A BACK - (RDER SITUATIDN

- INFORMED CUSTOMER PARTS MAMRGER CAN FROVIDE MOST CLURRENT UFDATES ON PART
RELAYS

OwNER RELATIONS VDP/BENCHMARKING OH/11/98 FARCARTS




Dafii/on

MASTER DWWER RELATIONS SvSTEM I 14.21.09
il.lll‘l:;l::=========:n-!llllIIIIIIII===============-==::::::::::-h-lllllllllll
BOOICY GRP EOMCERN CONTACT VEH TYPE: CAR
MEMPHIS 23  ZN/TR: ONTACT MER: 109085578  DOPENED: 10/379/1997
VIN: 1zuprmcmsﬁ ENGIME: € CLOSED: 12/03/1897
EBEES———=———=—=——cximkEENEEN —=========c=-=c===c-cmrxfamGA LGN IRENEEESrNANENEW
LAST MAME: ETlTUE CLOSED
TITLE: [RST NAME: -

RODRESS .

CITY: N. LITTLE ROCK STATE: -
HOME FHOME : BUS. PHONE:

MDDEL YE&AR: 90 MODEL : FRUBE

MILEAGE: 122780 WS

DEALER NAME: MORTH PDOINT FORD, I SALES CODE: 123205 PE A: DEDZI
CAUSAL CODES: 1012 1204 10RA SYMPTOMS : 104 100

ORIGIN: Go TRAMS. DST/RGN: 23 TRANS . DATE:
SEAVICE/SALES: CONTACT DATE: 11/07/1387
ACK. CODE: ASEIST CODE: W AMWARD AMT: O SURVEY: ¥ (¥ DR N}
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

DFEN RECALL: OWNER MOTIFLED: WICRD:

COMMENTS

1997710728

*ue NAYIS. ORIGIMAL »v»

CLISTOMER SAYS:

MR, LIFPIATT CALLING.

-1 HAVE & RECALL LEYTER FOR THE SEAT RELT RECALL.

=THE DRIVER SIDE SEAT RELT IS 3TLCK.

=THIS IS A SAFETY ISSLHE AWD I KNOW MY WIFE WILL DIE 1F
BECALSE SHE CANNOT WSE THE SEAT BELT.

+NORTH POINT FORD.

PER CUSTOMER, DEALER SAVS:

-PER PAUL POPE. WE HAVE PLENTY OF RIGHT 5TDE SEAT BELTS AKND HAWE ORDERS
FOR THE LEFT SICE.
-PER PAUL POPE, WE
LUNTIL NEKT YEMR.
-PER PaAUL POPE, WE

SHE 15 1N AN ACCIOENT

1N
FLACED AN ORDER DM ALGLST 21 AND WE WILL MWOT HAVE THE FART

CANNOT REPAIR THE VEHICLE UNTIL WE SET BDTH FARTS.
-

CUSTOMER SEEKS:

-THE SEAT BELT REPAIRED.

[ ]

CAC ADVISED:

~INFORMATION HAS BEEM ODCUMENTED ANMD FORWARDED TO THE REALER WITH & COPY TD
THE REGIONAL OFFICE.

-REDUEST MR, DAVID LYMCHA FSY¥C HNGR. .
BLSINESS DAYS

= INFORMED CUSTDMER FORD MAY EXPERIENCE A HACK - DROER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MO4T CURRENT UPDATES ON
DELAYS
1987/11/725

#HETHIS 15 THE CLOSING COMMENT

CUST ITNFDRMED THAT PART HAS BEEN ORDERED ANO IS ON MWATIONAL HACK DRDER-=-=-WE WI
LL KEEP TRHEM INFORMED OF PROSRESS

TO CONTACT THE CUSTOMER WI1THIN 2

PART

OWNER RELATIOWS VOR/HENCHMARKING O8/11/88

FAXCARTG




02,/11/98 MASTER OWHER HFLATIONS SYSTIM II 14_21.02
EEE LR RN LT L E R R L LR RN LT FRER L] L2 RN IR TN EEE i R Y T
BOO3ICH GRP, O CONCERN COMTACT VEH TYPE: CAR
MEMPHI 5 23 ZNSTR: A4 COMTACT MBR: 10O0OBE76 UFEMED: 10f36/15587
VIH: izverzocsL YN ENGINE: € CLOSED : 12702/1987
LKA XL S =SSSSSSSES-S Al NN RN Rk kY -3 - === == - - ZEEANNEE RN Y T===—====—====—mmm
1498/01/28

+v+ YFHICLE INVOLWVED 1N RECALL 96548 AND 9E539 s+

ver MAVIS: PROGRAM +w»

CUSTOMER SAYS:

-MR. MARK LIFPIAT 15 CALLING

-MY WIFE'S DRIVER SIDE SEATBELT HAS RETRACTED HALF WAY AMD SITS AROLUND HER
NECK

-I AWM AFRAID THAT SHE WILL BE KILLED IF SHE IS 1IN AN ACCIDENT

-

PER CUSTOMER, OEALER SAYS:

=PARTS ARE OM 9ACKORDER

-WE WILL NOT QBTAIN PARTS LUWNTIL 2/9B QR S3/98

E)
CUSTOMER SEEKS:

~RECALL PERFODRMED
]

CAC ADVISED:
~CONSULTER WITH TEAWM LEACER

=WILL NOTIFY REGIONW OF COMCERMW TD SEE IF ANYTHING FLURTHER CAM BE DOME
-CUSTOMER SHOULD COMTACT DEALERSHIP FOR ANY FURTHER INFORMATION

OWNER RELATIONS VOP/BEWCHMARKING 08711738 FAXCARTG




0as11 /98 MASTER OWNER RELATIOWS SvSTEM 1 14.21.02
S rccmuSCcCaEkAcaRadaNEUNEMALSAFIRNAASRACESEFSSSSRE. 2§ SYESSofFSSESEE=SSI=====
3BEOGT GRP; RADE CONCERN COMTACT VEH TYRE: CALR

DETRAIT 38 In/TR: Al CONTACT MWBR; 1Q8093ILH OPEMED : 1G/30/1387
VIN: L ENGINE : CLOSED: O1/2941993

e B R L T e = IR R YR ERY R LT RN ET EEY RN FLESE T EE R YR NN

LAST MAME: STATUS: CANCELLED
TITLE: rrest e [ <

i -
CITY: “ STATE : M1 F1P:

HOME PHONE : HUS. PHONE: F

MODEL YEAR: 90 MODEL : RO

UILEAGE 165000 WSl

DEALER MAME: JACK DEMMER FDRD IN SALES CODE: 14BO18 P& A: D27T1
CAUSAL CODES: 1203 1207 1012 SYMPTONS: 104100

DRIGIN: co TRANWS. DST/ROM: 4B TRANS. DATE:
SERVICE/SALES: 1 GONTACT DATE:

ACK. CODE: H ASSIST CODE: AVARD AMT: O SURVEY: ¥ LV DR N)
BUILD DATE: CAL IBRATION:

ESP INFO: EXPLRES:

OFEM RECALL: OWMER NOTIFLED: MICRO:

COMMENTS ©

1897 /10/30

¢+ ¥IN NOT AVAILABLE - WEHICLE AT DEALERSHIP 1+#4

ded NAVIS: DRTGINAL »44

CLISTOMER SAYS:

= 1% AT THE DREALERSHIP FOR ALMAST 3 WEEKS

~ HAD A SEATHELY RECALL---TOOK TO JACK DEMMER FORD

= WAS SUPPDSER TD CALL THE CUSTOMER AWD LET THEM HNOW WHEN IT WAS SUPPOSED TO
BE READY

HiS KWOT RECEIVED THEIR WEHICLE

Whs SUPPOSED TO RECEIYE A RENTAL CAR---TOLD THAT IF SHE COULD GET THERE BY
30 THEY WOULOD GET A RENTAL CAR-=-== BOT THERE IN 5 MINUTES IT WAS GIVEN
HAVE MO VEHICLE TD DRIVE

RID NOT WANT WORK FERFORMED [F IT WOULO COST THEM THEIR CAR FOR THIS LONMG

= 1 1t

PER CUSTOMER, OEALER SAYS:
- BEATBELTS DO WOT WORK---IT 5I ILLEGAL 79 DRIVE IN MICHIGAM WITHOUT CPERABLE
SEATBELTS

CUSTOMER SEEKS:
- LOANER WEHIELE

- WANTS VEHICLE 7O EE REFAIRED ---- WEEDS HER VEHICLE
*

CAC ADVISED:

- MADE DBC TD DEALERSHIP, SPOKE WITH PHIL SMITH, SERWICE MAMAGER. SAYS THaAT
THE 5H1P DATE FOR THE PART WILL BE IN DECEMEER

- MO [OANER WEHICLE WILL BE PROVIDED

199370129

CONTACT CAMCELLED BY SYSTEM - LN HOLD Eﬁ DAYS

OWNER RELATIONS VOF/BENCHMARKING DR9/11/98 FARCARTS




03/11/88 MASTER OwWMWER RELATIONG Sv3TEM II 14.21.02
== - -mo ARl AREEENEEEREICISE S-S S CSCSCo=So=S=S-=S=======s===c=o Tt cxkcdAREEEREEESEEEEEEEEEEE
QAAITS GRP: RxOd COMCERN CONTACT YEH TYPE: CAR

LO% ANGELES T TH/TR: A1 COMTACT MER: 10920937139 OPENED: 1073071997
VIN: {2UPTLOCILE ENGINE: © CLOSED: 11/06/1957
EEEREEEENEEEEGFmr===s === s=x inEAAS AN N EESSE N SN ENEEE NN EENFEENAINEENSEEBEET-=FITT= =
LAST HNAKME : STaTUS: CLOSED
TITLE: rirsT nave: [T »:

ADDRESS:

CITY: STATE: P -
HOME FHOME : BLS ., PHOME: F

MOOEL YEAR: MODEL :

MILEAGE : BO0J0 W50

DEALER MAME: THEDDDRE ROBINME INC SALES CODE: 171093 P& A: Q2508
CAUSAL CODES: 1203 SYMPTDME » 104100

ORIGIN: Go TRANS, DST/RGN: T TRANG. DATE:
SERYICE/SALES: 1 COWNTACT DATE: 106/30/1997
ACK. CODE: ASSIST GODE. R AWARD AMT: 200 SURVEY: N (¥ OR N}
EUILD DATE: CALIERATION:

ESP INFO: EXFIRES:

OFEN RECALL: OwWMER MOTIFIED: MICRO:

COMMENTS :

1997/ 10/50

wvi YEHICLE INVOLVED IN RECALL DE548 we=

we3r HAWIES: SUBSEQLUIENT #*=

CLSTOMER SAYS:

- INFORMED DF RECALL FOR SEAT BELTS

- FEELS SAFETY !5 COMPROMISEC PECAUSE DOES NOT HAVE SHOULDER 5TRAP

- MAKE COMPLAIN KNOWN TC SURERVISOR

Y

PER CUSTOMER, DEALER SAYS:

- DRIVER‘S SEAT BELT DISINTEGRATED IN HAND

= GEAT BELTS WON'T RE AVAILABLE UMTIL DECEMBER

E 3

CUSTOMER SEEKS:

- SAFE LOANER VEHICLE

a

CAC ADVISED:

- LDANER IS MOT AVAILABLE BECAUSE OF RECALL

- WiLL DOCUMENT CONCERN AND HAVE SUPERVISOR WIEW

THE YEHICLE 5 DORIVAALE WI!ITH THE LAP HELT CUPERATIOMAL A5 THE PARTS ARE ON D-99

BACK DRDER. THE GUSTDMER WAS PROVIDED & LOANER AT THE DEALERSHIPS EXPENSE DUR
ING THE PAELIMARY DETERMINATIDN OF PART REWUIREMENTS AND AVAILASILITY. THE DE
ALER SHIF WILL MNOT FRDVIDE A LOANER UNMTIL DECEMBER SINCE THE CAR 15 OPERABLE A
ND WAS IN YHE SAME CDNBITION EEFORE THE RECALL WAS ISSUED. PARTS DELAYS ARE FO
RO RESPONSIBILITY, MNOT THE DEALERSHIF.

#wATHIS 1S THE CLOSING COMMENT

THE CUSTOMER 15 DRIVING HER VEHICLE WITH B0341 MILES ON IT UNTIL THE RECALL FPA
PTS BECOME AVAILABLE.

OWMER RELATIONS VOP/BEWCHMARKING OS/11798 FAXCARTG




09/11/98 MASTER MWNER RELATIONS SYSTLM 11 421 .02

Al AN LN LN NN S EECEE SN NSNS CENICEECNIIEMSCEAiIIM 40N SIEECARCEESEEImSTEmIEETE
GEE3TS GRP: RnO2 CONCERN COMIACT WEH TYPE: CAR

LOS ANGELES 71 INFSTR CONTACT NEBR: 1090409739 DPENED: 18,/30/1997

YIN: 1ZVPTIOCIL ENGINE: C CLOSED: 11706/1997

[ T R FEFF RN LD EREETEY LR L L EELRLY T EEERERRERYENEREERRRRRERELELLLERLEE]
1958701 /02

CUSTOMER SAYS:

~HAVING PROBLEMS WITH & RECALLEDR SEAT BELT

=BROUGHT WEHICLE IN TO HAVE REGALL DOME

-RECEIVED A LETTER EXFLAINIMNG HOW TO GO ABOUT SEEKRIMG FURTHER ACTION AGAINST
FORD

~HAS CALLED DEALERSHIF 2 TIMES THEy HAVE NOT CALLED RER BACK

~wAS TOLO TODAY THAT THEY HAVE FART OF THE SEAT BELT THEY ARE TRYING TO FIND
A PART LOCALLY IF THEY Can'Y THEN LT wON'T BE UNTIL MARCH

=THEY TOOK APART DRIVERSIDE SEAT BELT AND PUT BOLTS IW ASHTRAY

~CUSTOMER FEELS THAT THIS IS WERY UNSAFE

.

PER CUSTOMER, DEALER SAYS:

~WAS TOLD TODAY THAT THEY HAVE PART OF THE SEAT BELT THEY ARE TRYING TO FIND
4 PART LOCALLY IF THEY CAN'Y THEN IT WON'T BE UNTIL MARCH WHEMW THEY CAN
COMPLETE THE REPAIR

.

CUSTOMER SEEKS:

~REPAIR FOR SEAT HELT RECALL

]

CAC ADWILED:

- INFQRMED CLUSTOMER FOROD MAY EXPERIENCE A BACK - OROER SITUATION

- INFORMER CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURRENT UFDATES ON FART
DELANG

OwHER RELATIDNS VOP/RENCHMARKING 09/11/498 TARCARTEG




08/ 11,/6d MASTER OWMER RELATIONS SySTEM |1 14.21.02
l=:.-======lr=III'II:=l========lllll.':::::.'-l::lllll::i::=:==I'=lll::t::::::x-—.---:!:
ZRBTLM BEP . AAOE INFORMATION CONTACT ¥EH TYPE: CaR

SR In] ZNATR: CONTACT NAR: 1049104530 OFEMER: 10/31/t987
VIN: 12VPTI0CALE EMEINE: £ CLOSED: 14/31/19a7
S TEI=FEEAAE R o o lll==t=====IIEII..l======i;FIIIIt======I-IIII!!:::::I
LAST MAME: - STATUS: CcLOSED
TITLE: FIRST N.i.llE:- i

ADORESS:

L17Y: RAVENNA STATE; aH ZIR: -
HOME PHONME : EUS. PHONE: I

MOOEL YEAR: MODEL : PROBE

M]LEAGE : 11 ws0:

DEALER NAME: CHARLIE CUSACK FORD SALES COOE: 1440440 P E A: Q228AR
CAUSAL CODES: 1204 SYMPTOMS - 104 100

ORIGIN: an TRANS. DST/RGM: TRAME, DATE:
SERVICESSALES: 1 ] COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT - O SURYEY: LY DR M)
BUILD DOATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1997/10/34

“=r MILEAGE UNAVAILABLE w»wa

“re YEHICLE TNVOLVED IN RECALL 9654E AND Q8505 «. .

wem MAVIS: SUBSEQUENT nes

CLSTOMER SAYS:

-THE QEALERSHIP 15 TELLI!HG ME THE PART FOR THE SEATRELT RECALL IS ON BACKORDER
LINTIL MARCH

“WHAT CAN WE DO AHOUT THAT

w

PER CUSTOMER, DEALER SAYS:

“PART WILL NOT BE AWAILABLE UNTIL MARCH

| ]

CLUSTOMER SEEKS:

~RECALL PART

+

CAC ADVIEED:

= INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDEE SITUATION

= INFORMED CUSTOMER PARTS MANAGER CaAW PROVIDE MOST CURRENT UPDATES ON PART
DELAYS

OWHER RELATIONS VOR/EBEMWCHMARKINEG C9/11/9F FAMLCARTG




oaf11,/98 MASTER OwWMER RELATIONT S¢LTEM II 14.321._02
mAaDp=—c===—=—-c-c-—xmrdBRBAEO==-=-===-=rxrcau-.sBABNEF- S-S c-. oS ozccco-mmmadLEENERESSS
T1185TR GEF: 2132 COMCERMN COMTALCT VER TYPE: CaR

ATLANTA a1 COMTACT MNAR: 1063103863 OPEWED: 11/03/1997

VINM: EMGIME: C CLOSED: 11f12/1997

a
LAST MAME: STATLS: CLOSED
TITLE: FirsT nave: [
APDORESS :

oy i oli o m—"
HMOME PHOME: BLUS . PHOMNE:

MODEL YEAR: 20 MOOEL : FROBE

MILEAGE: BOOOD W30

DEALER NAME: CHAMPION FORD LINCO SALES CODE: 121775 P & A: 00033
CAUSAL CADES: 1202 2801 SYMPTOMS: 104100

ORIGIN: Gan TRANS. DOSTARGM: 21 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 1170451987
ACK., CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y DR NI}
BUlLD DATE: CALIBRATION:

ESP I[NFO: EXFIRES:

DPFEM RECALL: DWNWER NOT1F1ED: MICRO:

COMMENTS :

1987/ 11/03

=aw VEHICLE IMVOLWED IN RECALL 9E59Y 49«
svw MAVIS: ORIGIMAL vrw
CUSTOMER SAYS:

- WANTED INFORAMTION ON RECALL BECAUSE OTHER FORD PROBE IS
= HD CURREMT PROBLEMS

CAC AOVISED:

- INFORMED CUSTDMER THAT WEHICLE IS INVOLVED IM RECALL AND SALL THE DEALER FOR
IMMEDIATE SCHEDULING

- INFORMATION DOCLMENMTED AND FORWARDED TO DEALFR

1997511706

AWNTHIS IS5 THE CLOSTWG COMMEMT

PROVIDED CUSTOMER WITH REQUESTED INFORMATION AWD DRDERED PARTS FOR RECALL

OwNLR RELATIDNS YOP/RENCHMARKLNMG D3f11/28 FAKCARIG

L




08/11 /948 HASTER OWMNER RELATIONS Sy5TEM IL 14.21.02
TS ERIIEEEEE N AT S S SS S SSSSSANNNERE AR S S-S CoC-C S EESARkEETrT-———-aEEEERERE N Amc
7583I0A GRP: 17 CONCERM CONTACT VEH TY¥FE: CAR
KANSAS CITY =3 ZN/TR: ENTACT WER: 109112080  OPEMED: 11/03/1897
YIN: ‘IZUPTQDCDL- ENGINE: € CLOSED: 11/11/1987
eSS R AN NN e EERERdr - === aRNEERAfOo === FANNENEEEERC-D=
LAST MAME: STATUS: CLLOSED
TITLE: IRET NlNE:- HI:

ADDRESS:

CITY: SAINT CHA STATE: Wa ZIP: -
wowe prone : [N BUS. PHONE: F

NODEL YEAR: ao MODEL :

MILEAGE: 80000 WED:

DEALER WNAME: SUNTRLF FORD INGC SALES CODE; 153072 F AR A: 09074
CALUSAL cDDES: 1204 3105 1203 SYMPTOMS : 104 100 104298

DRIGIM: GO TRANS. DST/RGN: 53 TRANS . DATE:
SERVICE/SALES: | CONTAET DATE: 11/0a871997
ACK. CODE: ASS1ST CODE: W AWARD AMT: Q0 SURVEY: ¥ (¥ OR H)
BUILO DATE: CALIBRATION:

E%P INFO: EXFIRES:

DPEWN RECALL: OWHER NOTIFIED: MiCRO:

COMMENTS :

1987/11/03

*sx THIS CONMTACT IS OPEMED DUE TO DPEN RECALL 95555 AND SES4H ssw

ves MWAVIS: DRIGINAL w#+»

CUSTOMER SAYS:

~BOCW FROM LEYTER ASKINE HER TO CALL CAC BACK

-“RECEIVED RECALL LETTER FOR THE SEAT BELT, IT WAS WORKING FIME BEFORE &HE
BHOUGHT IT IMTD THE DEALERSHIP

-TDOK YEHICLE TD DEALERSHIF QN B/29/9%F AMD THEY INSPECTED THE SEAT BELT
~THEY SAID PARTS WEEDED TO BE REPLACED BuT WERE OM BACKORDER

-THEY DIR NOT REFLACE ANY PARTS ON THAT DATE

-AFTER SHE GOT 1T BACK, !T WOULD NOT RETRALT QUICKLY AND KEFT MARING A
CLICKING NO1SE

=THE SEAT SELT LIGHT ALSH STAYED ON

-CALLED THE DEALERSHIP MANY TIMES BUT NOBODY EVER CALLED WME BACK ON THIS
COMCERN, WAS TRYING TD TALK TO MR. MIKE HAMRE [N SERVIEE

-WHAT CAN 1 DO AEOUT GETTING THIS RECALL PERFORMEQY

*

PER CUSTOMER, BEALER SAYS:

=NO CURRENT CONTACT

CUSTOMER SEEKS:

OWNER RELATIONS UOP/BEMCHMARKING 09/11/98 FAXCARTG




QB 11/88 MASTER OWNLR RELATLONS S¥STEM Lo 14.21.02
-ll--=====ll-i::::;:.--.:::...-;:::::..g.::::::-..;;-:4-..=.====....====-n.===
754308 GRP: 17 CONCERN COMWIACT VEH TrPRE: CAR
KaNGAT CITY 93 ZNATR: CONTACT WBR: 1048112000 DPENER: 11/03/ 1997
VIN: 12vPTzuan* ENGINE: C CLOSED: 11/1171997
SEE S CEEEENd - = EC AN A== ll-:l::::.lll:-:llII--:-:::--.---::::----:::---
(98711503

-WAS RECALL EVER PERFORMED?

=GET SEAT BELT S5YSTEM FIXED WOW

L ]

CAC ADVISED:

+*PREVIDNS CONTACT WAS #1090B3591 FROM A LETTEA CUSTOMER WROTE IN

«ve[BC TO MR. RDN YERDETTD [SVE MGR):

-INFORMED HIM OF AHBOVE S1TUATION AMD HE SAID THE RECALL PART WaS ORDERED ON
B/28/97 THEM [T WENT 0N BACKOROER. THEY REGRDERED IT A5 CRITICAL ON 10/10/97
BUYT STILL HAVE NOT RECEIVER IT. THEY WILL CALL HER AS SDON AS ©T COMES IN.
THE OTHER CONCERNS WIL BE REPAIRED WHEN THE RECALL IS FERFORMED _

-INFORWED CUSTOMER OF ABOVE AND SHE WILL WAIT FOR THE DEALERSHIFP*S PHONE CALL
TO BRING THE VEWICLE BACK IN FDR REPAIR.

199771t fo4

CONTACTED

A#ITHIS IS THE CLOSING COMMEMT

CUSTOMER WAS aADVISED TODAY THAT PARTS WERE UFDATED TO CRITICAL ORODER STSTUS AM
D ARE ON NATIONAL BACK ORDER

ONMER RELATIONS WwOR/EENCHMARKING 03/ 11788  FAXCARTS




oa/11/98 MASTER OWMER RELATIONS S¥YSTIM 11 14,2102
====:-llll.:=====-:---I--l==:-l----iI--nl=======--lll EsT====zc=—=—oRAEEETC-=-=-===—=xk i
O0ESHN GRAR: XXO5 CONCERM CONTACT YEH TYPE: C4R
CINCINMATYE 47 IN/TR: CONTACT NER: 109118103  OPEMED: 11/04/1997
VIN: 1Z¥PTZ 1LELS EMGINE: U CLOSED: 1172471997
EEEI=——=-—xEtkd _===8-.--II.F-::::--l---.---ﬂl::::::::llll.lll:::::::’lllll';;:
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: - M1
ADDRESS: REET
CITY: COLUMBAUS GTATE: _IF:
HOME FHOKE: BuUS. PHONE: ENXT :
MODEL YEAR: B0 MODEL: FROBE
MILEAGE : 126102 W30
DEALER NAME: GCRAMAAM FORD INC SALES CODE: 147312 P& A: D2232
CaAUSAL CODES: 1003 1208 SYMPTOMG: 108 100
ORIGIN: [T ] TRANS . DST/RGW: 47 TRANS. DATE:
SERVICE/SALES: 1 COMTAST DATE: 1470571997
ACK. CDDE: ASSIST CORE: D AWARD AMT: 0O SURVEY: N (Y OR N]
BUILD DATE: CALIBRATION:
ESF INFO: EXPIRES:
OPEN RECALL: COWNER NOTIFIED: M1CRO;
COMMENTS :

1587/ 11/ 04

sbw NAVIS: ORIGIMAL 2r»»

wew THIS CONTACT 15 OFPENED DUE TO. OPEN RECALL AEBES4AB wsr

CUSTOMER SAYS:

- 1 WEED TO HAVE TRE SEATEELT RECALL REFAIRED

- THE DRIVER SIDE SEATBELT IS STUCK IN THE MIODLE OF THE WINDOW

L ]

PER CUSTOMER, DEALER SAYS:

- THE PARTS ARE IN FOR THE RECALL

- THE PART THAT CAME IN WAS THE WRONG DMNE

L]

CUSTOMER SEEKS:

- TO HAVE THE SEATBELT RECALL REPAIRED

- TO SET AN APPGINTMENT FOR THIS

v

CAC ADVISED:

- INFORMATION Has BEEN DOCUNENTED ANR FORWARCED T THE DEALER

-REQUEET MF.JERREY ESTEP [CUST REL MNGR) TO CONTACT THE CUSTOMER MWITHIN 2
BUSINESS DAYS

1987/ 41717

#HATHIS 15 THE GCLOSING GOMMENT

SEAT BELT PARTS ARE D22 DLR WILL PERFORM RECALL WHEN FORD £AN SUPPLY PARTS DLR
CONTINUES 7O €K STATUS OF PARTS AMD WILL SCHEDULE CUST WHEN PARTS ARRIVE. JE

OWNER HRELATIONS VOFP/BENCRMARKING 04711798 FAACARTG

.___________________________J---IIIIIlllllllIIIIIl.llll.............Illll......llll.




0a/11/98 MASTER DWNER RELATIDNS Sv&TEwW Il 14.21. 02
:l:::.tlll-lllilF:;::::::::::IIII!I.IIIIIIIqlﬂ:lF:=======:=====:;=========:1-I-llll
278 3KH GRP: 17 COMCERN CONTACT YEH TYPE: CAR
DETROLT 48 IN/TR: Al COMTACT MBR: 109132300  OPEMED: 1170571927
VIN: 1ZYPT22LALE ENGINE: L CLOSED: 1171271987
=soddIAENEEEEERIESSFI= A A X AEEEEEEREEEERSSS=S=S=S=S=S=S=SS===SS==========x==x®X 4B
LA&T NAME: GTATUS:

TITLE: FIRST MNAME: - M-

ACDRESS:

CITY: TAYLOR STATE: MI ZIF:

Home pHoME . [ BUS. PHOME:

MDDEL YEAR: 4O MODEL : FROBE

MTLEAGE: 57000 WSO

DEALER MAME: SDUTHEATEFORD SALES CODE: 148026 P& A 02761
CAUSAL EODES: 1204 12RA EYMPTDMS : 104 100

ORIGQIN: GO TRANS. DST/RGNM: 4B TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/05/1887
ACK. CODE: ASS1IST CDOE: W ANARD AMT: J SURVET: ¥ (Y DR NJ
BUILD DATE: CALIARATION:

ESF 1NFO: EXPIRES:

OPEN RECALL: . OWNER NOTIFEED: MICRO:

COMMENTS :

1997/ 11405

=éd PARTS DELAY OVER 30 DAYS »*-

#*x THIS CONTACT IS OPEMED DUE TD OPEM RECALLS 98548 AND 96583 wwe

*we NAVIS: ORIGINAL we»

CUSTOMER SAYS:

- AQDA PER SAFETY HOTLINE

- 1 REGEIVED THE LETTERS RESARDING THE SEAT BELT RECALLS

=~ I HAVE TRIED TO HAVE THE RECALLS DOME AWND I'M GETTING THE RUMARCUND FROM
THE DEALERSHIM

= I HAVE HAD 3 AFPPOIMTMENTS WITH THE DEALERSHIF TO HAVE THE RECALLS DOME ;
4497, §/a7 ANO 11/5/87

= EACH TIME THE DEALERSHIP HAS TOLD ME THAT THEY DIDON'T HAYE THE FARTS

FER CUSTOMER, DEALER SAYS:

- PER JOAM, SVC WRITER: PARTS WON'T BE AVATLABLE UNTIL JANLUARY
)

CLUSTOUER SEEKS:

= RECALL REPAIRS COMPLETER

L 3

CAC ADVISED;

- INFORWATION HAS BEEN DOCUMENTED AND FORWARDEDR TO THE DEALERSHIP W1TH [
LOPY TD THE REGIOMAL DFFICE.

- REQUEST MR. BOA LOVETT (CUST. REL MMGR/S SWC MMGR) CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

RE: OUT CALL

- CONTACYED DEALERSHIP FOR AODITIOMAL INFORMATIDN

- PER MARK: TRACKS ARE AVAILAEBLE BUT THE MOTORE ARE 168 DAYS AWAY

- PER JOAN BEVAK, S5YC WRITER: WE WOM'T HAVE ANY FARTS UNTIL AT LEMST
DECEMAER

DWNER REI ATIDNS VOP/BENCHMARKING O8/11/58 FANCARTG

T




09/ 11,98 MASTER DWNER RELATIDNS SYSTEM Il 14.21.02
amEssswEmmmEmdim I NN A S S EEEE S LS EEEN N ENmmNmmOESSS3S===SSS==S==x=======z========
I7BIKH GRPF: 17 COWCERN COMTACT VEH TYPE. CAR
DETROLT 48 IN/TR: CONTACT MBR: 109122300 OFENED: 11/05/4997
VIN: 1ZYPTZ2LAL ENGINE: L CLOSED: 1112719497
EEEEEEETOCCcrasEmEaEsssssede e m A A ARS RN I NI N A NN AN NN AN AN
18897 /11505

##¥THIS IS THE CLOSING COMMENT
CUSTOMER WAS TOLD SHE COULD LEAVE VEHICLE TO HAVE RECALL DONE. & LOANER
WEHICLE HAD ALREADY HEEM SAVED FOR HER. SHE REFUSED TO LEAVE IT. THE RECALL
PARTS ARE ON BACK ORDER AND THERE‘S NOTHIMG WE CAM DO AT THIS TIME TO WAKE
TH1S PRDOCELS ANY QUICKER.
0K TD CLOSE
W, CLARK

OWMER RELATICONS VOF/EENMCHMARKING 309711798 FARCARTG




0a/i1/98 MASTER DWNER RELATIDNS 5v5TLM [ 14.21.02
rMEEE-———-—a3 AREECCSCCCCmEEdRSEACCICIENAmE=SSEXTISC:oc:_cRhdEIRSSES=SzczadERR=SS
SOOa AL GRFA: XrxN CONCERN COMTACT ¥EH TYPE: CAR

cONTAET MER: 109130747  OPEMED: 11/06/1337
EMGIME: C CLOSED: 11/2%/1997

FITTISBURGH 44  INSTR:
WIN: 1ZVPT 20030
==xadEiEE I - - =-SIEAEEmlEEEEOCISES TS

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

ADDRESS:

CITY: STATE: Zip: _
HOME PHONE: BUS, PHONE: _

MODEL YEAR: MODEL : PROSE

MILEAGE: £0000 WsD:

DEALER NAME: CAMPUS FORD OF MDRG SALES CODE: 144543 PR A D7407
CAUSAL CODES: 1207 1204 1203  SYMPTOMS: 104100

OR1AGIN: an TRANS. DST/RGON: 44 TR&NS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11718/1927
ACK. CODE: ASSIST CODE: A AWARD AMT: O SURVEY: N (Y OR M)
BUILD DATE: CALIARATION:

ESP INFD: EXPIRES :

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENT 5 :

19a7/11/05

venMO VIN AVATLABL Eww=

CUSTOMER SAYS:

PER M5. JAMIE KURDWEKIL

- 1 RECIEVED A RECALL OM MY SEAT BELT [N THE SUMMER

- IT WAS WOT REPAIRED AT THAT T1WE BECAUSE THERE WAS NOT A PROBLEM
- NOW THE DEALERSHIP DAES WOT HAYE THE PART AVAILABLE

PER CUSTOMER, DEALER SAYS:

- PaRT 15 OW BACK ORDER, PART WILL BE IN, IN JAMUARY
'

CUSTOMER SEEKS:

- RESHLUTION

.

CAC ADVWISED:

- INFDRMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER STTUATION

- INFORMED CUSTDMER PARTS MANAGER CAM PROVIOE MOST CURRENT UPDATES ON PART
DELAYS

1997/ 11/08

THIS CONTACT IS AN UPGRADE OF CONTACT MUMEER 109124738

r+s TH1S COMTAGCT OPENWED DUE TO ONP 9BB7D

wiy THIS CONTACT 15 OPEWNEQ OUE TD DPEM RECALL 5548 & GBS0 +4+

sy MAWIS: PROGRAM +=»»=

CUSTOMER 5SAYS:

= MR. MURDOWSKI IS5 CALLING

THE HOME PHOME MUMEER IS FOR MR. ROBERT KUROWSKI |NEW JERSEY)

THE DAY TIME MUMBER TI5 FOR M5. JAMIE KUROWSK] (WEST VIRGINIAY

THE DRIVER S10E SEAT BELT 15 STUCK IM THE FURWARQO POSITIDN

THE CUSTOMER'S DALUGHTER HAS THE WEHICLE AT COLLEGE IM MORGANTOWN, WEST
VIRGINTA

- TWE CUSTAMER [S TROUBLED THAT THE SEAT BELT WILL NOT DPERATE UNTIL 1/98 WHEN

OWHER HELATIONS VOR/BENCHWARKING 08f11/98 FAXCARTG

L e




089/ 11/98 MASTER OWNER RECATIONS SyS1iM Il 14.21.03
=IFllItlIlll::.::::::::::::.q:..‘.|==-:==:::=::;;:|i=...:: Il -=-=—===-=-=-EAdEENaad==
E00OBAC GHPE; An0d CONCERM COMTACY VEH TYPE: CaR
FITTSELRGH a4 ENFTR ONTACT NBR: 129130737 OPEMED: 117081937
VIM: 1ZVPTAOCIL EMGINE: C CLOSED: 1172971947
EE S 2 FT F A AR R P EEFErapn 3333 IlIIIII.:lI==:===;==.';-'I’ll::t:::::-;;---l-
1997/ 11§06

THE PARTS ARE AVA1LABLE

E

PER CUSTOMER, DEALER SAYS:

- PER CAMPUS FORD (MORGANTOWM. w¥)] AND LOMANS FDRD iNJI THE PARTS TO REPALR
THE SEAT BELT ARE NOT AVWATLAGLE UNTIL 1798

L

CUSTOMER SEEMS:

- LDAMER VEHICLE

- TO HAVE THE SEAT BELT REPAIRED AMD ONPF S5B70 COMPLETED

¥

CAS ADVISED:

vvLDAMER VEHIELE

- PER TEAM LEADER JO CULP, LOAMER VEHICLES ARE EBEING PRAOVIDED FOR CUSTOMER'%
WHOSE VEHICLES DD WOT HAVE DPERATING SEAT BELTS UNTIL THE PARTS ARE AVAILAHLE
TO REPAIR THE CONCERN .

»»OUTAOUND CALL TO FRAMK HAMKEY, CUSTOMER RELATIONS MAWAGER AT CAMPLS FORD

= THE LUSTOMER IS5 ELIGIBLE FOR A LOANER YEHICLE UMTIL THE PARTS FOR REPAIR ARE
AVAILAELE

- THE DEALER WILL COMTACT THE HO0 MUMBER IM THE DEALER LETTER FOR YERIFICATION
OF THE LDAMER REIMBURSEMENT

- THE DEALER WILL CALL THE CUSTOMER TO ARRAMGE THE LOAMER AND ORDER PARTE To
COMPLETE THE REELALLS

#+TO HAVE THE SEAT BELT REPAIRED AND ONP DEE70 COMFLETED

- INFORMATION HAS BEEW DOCLUMENWTED AMD FORWARDEDR TC THE DEALER

- REQUEST MR. FRAMK HANKEY (SWC MNGR) TD CONTACT THE CHSTOMER WITHIN 2
BUSIMESS DAwS

SH¥FTHE FOLLOWING SYMPTOM CODECS] WERE REMOVED: 104000

##THE FOLLOWING CAUSAL CADE{S) REMOVED FROM CONTACT - 1012

CAONTACT IS UPRATED BY SYSTEM
1897/11/07

THIS CONTACT OPEMER DUE TO ONP 93BT70

tew YEHICLE ITNVOLWED IN RECALL 85548 AND 985HH ++a

CUSTOMER SAYS:

= NEENS TO G0 BACK TO WEST VIRGINIA TO SCHOOL LOAMER VEHICLE WAL DKAYED T0
LEAVE WEST VIRGINIA AMD COME TO NEW JERSEY

= LOHMAN CAM LODOK AT VEHICLE TOMORROW MORNING, DOE% NOT KENOW HOW LONG REPAIR
WILL TaAKE

- STUCK [N FORWARD POSITIDN

~ SPOKE TO KAREMN ZERNACK AT LOMAKS FORD

L ]

FER CUATOMER, DEALER SAYS:

-~ CALL CAC FOR VERIFICATIDN

-

CUSTOMER SEEKS:

- LOANER VEHICLE FOR OPEN RECALL ON SEATEBELTS

.

EAC ANVISED:

= CONTIHUE TO WORK WITH FRAMK HANWKEY, AT CAMPUS FORD

OWNER RELATIONS VOP/BEMCHMARKING 09/11/98 FAXCARFA




gg/11/08 MASTER OWMER RELATIONS SYSTLM I} 14,21.402

S-S =SS LuEIIINsEE-NANEEENENIEDOE FRRSFESSLEEEE=EES=EE==S

GO0H AT GRP: XXO1 COMCERN COMTACT WEH TYRE: CAR
P1TTSEURGH 44  ZTN/TR:  ai COMTACT WRR: 109430737 DOPENED: 11/06/ 1997
VIN: 12HPT20-'.‘.3L- ENGINE: C CLOSED: 1172971997

EEEEEE LS TS ESS===========
129711721

##¥THIS IS THE CLODSING COMMENT
DWMER CAME TN WE FUT IN RENTAL,RECALL PARTS D2S//SEAT BHELT PARTS
18997112 /28

ven WAVIS: DRIGIMNAL +we

CUSTOMER SAYS:

-FATHER OF THE OwWNER WANTS A LOAMER YEHICLE

.

PER CUSTOMER, DEALER SAYS:

~-THEY DO wWOT PROVIDE LOAMER YEHICLES.

»

CUSTOMER SEEKS:

-WANTS A LOANER WEHICLE

L

CAC ADVISED:

RE: LOANER VEHICLE

- nO EEP

= MO TRANSPORTATION ASSISTAMCE FROVIDED

OWNER RELATIONS VOP/BENCHMARKIMG 09/11/98 FAMCARTG




08711798 MASTER OWMER RELATIONS SYSTEM II 14.21.02
E L B e e - EE R I EFE Y FJ IR RN I I IR R YRR T R
2212AW  GRP: O CONCERN CONTACT VEH TYPE: CAR
SEATTLE 74 ZN/TR: CONTACT MBR: 109134698  OFENED: 11/07/1997
UTH: 1 ZVPT23L AL EMGINE: L CLALED: 12/13/1997
el m ook ookt EEEEX L I X - - - r - - S-S S-S S S-S O03IFREEAEEENEENER
LAST MAME: CTATUS: CLOSED
TATLE: riest nane GG M1

ADDRESS :

CITY: h STATE: NT ZIP: -
HOME PHONE : HUS. FHME:F

MODEL YEAR: MODEL :

MILEAGE: 1 WSD:

DEALER MAME: THE NEW CAPITAL MOT SRALES CODE: 174857 P & A: D1424
CAUSAL CODES: 1209 O406 1203  SYMPTONS: 104100 104000

ORIGIN: G0 TRANS, DST;EEN: 74 TRANS. DOATE:
SERVICE/SALES: 1 CONTACT DATE: 13/0%7 1557
ACK. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY: ¥ (¥ DR N}
BLIILD DATE: CALIBRATICN:

ESF tNFO: EXPIRES:

OPEN RECALL: OWKER NOTIFILED: MICRA:

COMMEMTS &

[aTs11/07

wer NAYIS: SUBSEQUENT wrw

srx VEHICLE 1HVOLVED IWN RECALL S6548/0E595 wrww
CLUSTOMER SAYS: FATHER CALLING

-SEATHELTS ARE WOT WAORKING CORRECTLY

~TRIED COMTACTING DEALER FOR APPDIMTMENT

L

FPER CUSTOMER,
~UNRESPONSIVE
L4

CUSTOMER SEEKS:

=REPAIR OF VEHICLE

L

CAC ADVISER:

-PLEASE COMNTACT FATHER AT WORK NUMEER

DEALER 5A¥5:

~INFORMATYON HAS BEEN DOCUMENTED AMD FORWARDER TO THE CEALER

=REQUEST MS5.DAWMNA MORGAN [(CUST REL MMGR] TO CONTAET THE
BUSINESS DAYS

199T/11520Q

CUSTOMER HAS CONCERM REGARDING HIS SAFETY RELT RECALL.

DER. DEALER ORDERED AND RECEIVED MAZDA FARTS - THEY WERE TNCOMPATABLE.

CUSTOMER WITHIN 2

THERE 15 A PARTE Balk-0
PARTS

MANABER TrEW BMADE 2T PROWE CALLS AND FOUND THE MECESSARY FARTS. THEY WERE

FLOWN IM. CUSTOMER WAS WOTIFIED AND WANTED A 4AFM APFT.

FOR THE DEALERSHIP S0 THE CUSTOMER REQUESTS AW APPT IN

1957/12/12

WFFTHIS IS THE CLOSTMG COMMEMT

CUSTOMER CAME [N FOR REPAIR OF SEAT BELT. PARYS WERE OB
CUSTOMER I3 HAPPY.

OWHWER RELATIONS YOP/EEWCHMARKING 0%/ 11758

FANCARTEG

THAT WAL NOT POSSIBLE
MID-DECEMEER .

TRINEDR, REPAIRS MADE




ogf11/98 MASTER DwhER RELATIONS SYETEM 11 14.21.02
MEL=-=-=-=====r=em@RUEAER=-=-===-=-c--c-c--ExesubREEEEFSSESSSSts!.cscssscndnBEFEPFRPEF===S
Z212AW GEE: O1 COMCERM COMTACT VEA TYPE: CAR
SEATTLE T ZN;"TR* COMTACT MAR: 1091346538 OPEMER: 1170771927
¥iN: 1ZVPTZiLAL ENGINE: L CLOSED: 12/13/1987
“;‘,—_::::::::.‘.-...-‘.;;.,—.======:|=_!.-...-----...===============:’*i..llllll‘--“=:
1987749713

K#¥THIS 1S THE CLOSING COMMENT
»+x FOSD SEATTLE RESIEN =+« CHRISTOPHER J. GIOOENS/CESH
CLOSING CONTACT PER ARDVE COMMWENTS.

CdG

OWMER RELATIONS wOP/BENCHMARKING O8711/9B FAACARTG




oa/11/48 MASTER DOWMNER RELATIONS SYS1EM 11 14,231,082
FFEE=S=-S=-o=-cc-c=--o=-Sc-- - aAaxcr il EEEENELAEEEEEEEEEEEEE D FF S CSSSE S S C L ECCSCSCSESSESESESESESEEREEEEESETEES=EEE=
BAELaTT GRP: 14 COMNCERN CONTACT WEH TYRE: [AR

EDR 1 ZHS/TR: CONTALCT MBR: 1081734717 OPENED; 11707/ 1997
WIN: 1ZWPT20C1L ENGIME: C CLOSED: 1271871997
= E DA AA ANl AN AENEEEENESEENAEEFESSFRASRSS S S FE=S=SS =SS S-S =S=S-S==S=S=SSSS=S=S===S=========-axraomxkxi
LAST WAME: ETATUS: CLOSED
T1TLE: FIRST WAME: _ MI:

AODRESS !

HOME PHONE: HUS. PHOME;

MOBEL YEAR: an MODEL : FROBE

MILEAGE : *Jala ala] "1

DEALER MAME: rOLMAN FORD-MERCURY SALES CODE: 12 18E% P& A: DODAT4
CAUSAL CODES: 1012 10RA SYMPTONS : 104100

ORIGIN: G0 TRANS, DST/RGHW: 21 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 13f11/f1997%
ACK. CODE: ASSIST CODE: F AWARD AMT: 0 SURWEY: ¥ [Y DR N)
BUILD DATE: CALIBRATIOM:

ESP INFQ: EXPIRES :

CPEM RECALL: OWNER MNOTIFIED: MICRO:

COMMENTS !

1BETS 11707

sod YFHICLE INYOLVED I[N RECALL 96599 AND 96548 s+

t7w PARTS DELAY OVER 30 DAYS ewe

CUSTOMER SAYS: :

-1 HAVE A RECALL OMN WY SEATBELTS

=THE PARTS MANAGER AT THE DEALERSHIPF 3AYS THE PARTS HE MEEDS ARE ON BACK QROER
-WE HavE BEEWN WAITING FOR DWER 3 MONTHS, THIS 1% TOO LOMNG

-WE HAVE GOTTON 2 WARNING TICKETS FROM THE STATE POLICE A4BOUT OUR SEATBELTS,
WHOD 15 GOIWG TO PAY IF WE GET A TICKEY FOR THIS?

~-15 THERE AWYTHING FORD CAN DD TD SET THE PART SOONER

-1 DO NOT KWOW THE PART &

[ ]

PER CUSTOMER, DEALER SAYS:

=THE PART I3 ON BACK ORDER

»

CUSTOMER SEEKS:

-REPAIR

=PARTS INFDRMATION

&

CAC ADVISED:

- INFORMED CUSTOMER FORO MAY EXPERIENCE A BACK - URDER SI[TUATION

« INFDRMED CUSTOMER PARTS MANAGER CAN FROVIDE MOST CURKENT UPDATES ON FART
DELAYS

-INFORMATION HAS EEEW DOCUMENTED AWMD FORWAROED TOQ THE DEALER

~HEDQUEST MR. JERRY HUOME (CUST REL MNWNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

DWMNER RELATICNS WOR/HENCHHMARKING 0O9/11/98 FAACAATG




09/11,/a9d MASTER OWMWER RELATIONS SySTEM 1] 14.31,02
I-:=====:::----l..-.-.:::::-.::--iu-.i...:!!l::::::r::r-llr:la:=:-'==:===.'|::-Ill:ll.l======
A98RTT GRF: 14 CONMCERM CONTACT VEH TYPE: £RE

5DR h=] INJTH“ COMTACT NER: 109134717 OPFEMED: 11/07/1997
YIN: 1ZWPTROCIL EMGIME: T CLOSED: 12/718/1987
——amEEEmeEE - Es-—assesdmdEFETFEENS === raaBEREEFERREC - Co-Coox AR INENTEEISSSESSTS
1997/11/13

PAATS WER. HAS THIED TO CONTAET CUSTOMER 3 TIMES ON 11-10-87, 14-11-37, 11-12-
87. CUSTOMER UMAVALABLE HAS LEFT MESSAGE FQR CLUSTOMER YO RETURN CALL. CUSTOMER
HAS NOT RETURNED CALL. CUSTOMERS WEHICLE REQUIRES REPLACEMENT DOF BOTH SEAT BEL
T MOTOR AND THACK ASSY. BDTH ARE LNOF, ANO HAVE BEEN REMOVED BY ANDTHER DEALER

AND ORDERD E¥ OTHER DEALER AMD DM GACKORDER. AS FER CUSTOMER ON LAST WISIT. P
ART WAS ORDERED BY OLR PARTS CEFT. AND ARE DN BACKORDER A5 FER DDES2 POSSIALE

RELEASE DATES ARE FEB. AND MAR. OF 1998.

1997 /12711
PARTS MANAGER HAS STILL NOT BEEW ABLE TO MAKE COMTACT WITH CUSTOMER,nAS LEFT M
ESSAGE FOR CUSTOMER TO GALL SEVERAL TIMES SINCE LAST UPDATE TD ADVISGE CUSTOMER

OF FARTS STATUS AND CUSTOMER HAS NMEVER RETURMED CALL. PARTS ARE STILL ON D38

STATUS AND HAVE WOT BEEW RECIEVED.

#¥4THIS IS THE CLOSING COMMENT

wis OSM COMMENTS - HELAMEY we-

- CSM REVIEWED CONTACT W/SYC MER AlD PARTS MGR

- SEE THELP COMMENTS

-« CSM TO TRY 1O HELP GET PART IN SOONMER AMD CONTACT DLR

199712730
CUSTOMER SAYS:

- THERE IS5 A SEATEELT RECALL DM VEHICLE

- HAVE EEEN WAITING SINCE AUG 2, 1987 FOR THE PART
- HAVE BEEM TDLD THE PART I5 ON NATIONAL BACK ORDER
- CUSTOMER I5 UPSET BECALSE HE HAS SOTTEN Twn TICKETS FROM THE STATE POLICE
BECAUSE HE WAS NOT LSING THE SEATBELTS
- CUSTDMER SAYS HE CXNNOT AFFORD TO KEEP PAYING TICKETS
»

FER CUSTOMER, BEALER SAYS:

- PARTS ARE ON WATIOWAL BacCk QRCER D22
[ ]

CUSTOMER SEEKS:

- WHEMW WILL THE PARTS COME 1M
L]

CAR ADV!SED:

- PER TELH QUAD
- PARTS ARE ONW D99
- OUT CALL TO DEALERSHIP SPOKE wWITH RAYMOKND TIBBS, PULLIAM MOTORS 1M COLUMRIA

SOUTH CAROLINA, AND YOUNG FORD IN CHARLDTTE, WORTH CAROLINA SHOWS FARTS [N
sTO0K SEPERATELY
- RAYMIMD TIBBS FROM HOLMAN WILL CONTACT THESE DEALERSHIFS TD SEE 1F TrE PART
15 IN 5TOCK
- RECOMMENDED CUSTOMER STAY IM TOUCH WITH THE DEALERSHIP

DWNER RELATIONS WOP/BENCHMARKING (9711798 FAXCARTG




o09/11/98 MASTER COWMER RELATIONS SYSTEM I 14.21.02
===:l“---tlE='Illll=====l---i-k-----iI---==F==Ill=====lll=====I--ﬁkr==l--t‘-==
BO5TTA GRF: Xxon INFORMATION CONTACT VEH TYPE: CaR
DETROIT 48 IN/TR: A2 CONTACT NAR: 1053138100 OPENED: 14075 ta97
YIN: L EMGIMNE : CLOSED: 11/9%7/1997
EEEEERNE=-=c=33 i-----l-ll---======ll=====lll::::::..:::;::l.
LAST MAME: STATUS: CLOSED
TITLE: FI1RST MNAME :- MI:

ADDRESS:

CITY: STATE: IP:

oue evone: [ cus o I

MOOEL YEAR: MODEL -

MILEAQE : 134000 wib:

DEALER NAME: AVIS FORDING SALES CODE: 1424028 P & Ar DITE0D
CALSAL CODES: 1223 SYMPTOMS ; 104 14

ORIGIM: G0 TAAMS, DST/RGN: TRANS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CDDE:; ASSIST CDDE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: GCALIARAT[ON:

ESP 1NFO: EXPIRES:

OFEN RECALL: OWMER WOTIFIED: MICRO:

COMMENTS ¢

1922/11 /01

#++MO VIN AVATILABLE =+«

CUSTOMER SAYS:

- THERE IS A RECALL. FOR THE SEATBELT

- HAYE HAD TROUBLE BETTING THESE SEATRELTS

- WRAT HAPPENS WHILE WE WAIT FOR SEATRELTS
HAVTS

PER CUSTOMER, DEALER SAYS:

- MOTOR AMD TRACK [5 HROKEM ON DRIVERS SIDE

- PARTS FOR REPAIR WILL NOT HE READY LNTIL 1995
»

CLUSTOMER SEEKS:

= RECALL INFDRWATION

+

CAC ADVISED:

- CALL BACK WITH VIN

“% MEXT CSR VERIFY RESALL STATUS AMD UPGRADE A5 NEEDED
*rr NAVIS: SUBSEQUENT sex

CUSTORER SAVYS;

- TORK YEHICLE IN FOR SEATEELT RECALL AND WAS AOVISED THAT THE PART WILL NOT
BE AVAILARLE UNTIL 1898

- HOMW LOMG WILL THE REPAIR TakE

- YHE SEAT BELT MOTOR [S MNOT WwORKING

- WOULD OTHER DEALERSHIFS HAVE THE PART

.

PER CUSTOMER, DEALER SAYS:

= PART ON BACK DRDER

OWNER RELATIONS vOP/BENCHMAPRK ING D9/15/798 FAXCARIC




DaS11/98 MASTER OWMNER RELATIONS Sv5TiM 11} 14.21.03
=-====.:-.-’-_—===n==.".====;==lllu’.::::ﬂ‘:..::::::—lﬂ—’l.l:::.‘l.-..::::::‘.':
BOSTTA GRA; Ka0n [NFORMATION COMTACT VEH TYPE: CAR
DETROIT ag ZNSTR: A2 CONFACT MNBR: 109136150 OQPEMED: 1170771997
WIN: L EMGINE : CLOSED:; 11/0751997
==-I=ll!l=====E=-Ill-=:===.—.lllll

S ST EENUnDkE - CENEIR =S CCESEAE-S--nx-—smpdmEEE=-=m

18971107
CUSTOMER SEEWS:
- RECALL REFATR COMPLETED

Cal ADVISED:
- THE PARTS IS ONM BACK ORDER DUE TO ThE RECALL

- THE ESITMATED TIME FOR REPAIR IS 1 DAY HUT COULD TAKE LONGER OEFENDING Ol
DEALERS SCHEDULE

- PROVIDE NAMES FOR DELAERS IM LANSING AND OKEMOS, MI

OWNER RELATIONS YOP/BENCHMARKING D9/14/9B FAXCARTE




ca/fi1/98 MASTER OWNER RELATIONS SYSTEM I 14.21.02
=====.lll-:-l===:;;;Ill::l:l::::llll:::::l.lllll=====—':lh-pi:---:nnn-lul-:::::.nsl
BARTOC GRP: 05 INFORMATION CONTACT VEH TYPE: CAR
BTLANTA 21 FNSTR:  RA CONTACT MBR: 106147841 ORENED: 11/11/1937
VIM: 12¥PT20C5L ENGINE: C CLOSED: 11/11/1997
EL L EERF R —— B _==IIIIIll===El==-Il-'lsl-ﬂ-llll----==l-lIlI.l:
LAST MNAME: STATUS:

TITLE: FIRST nane : IS MI:

ADODRESS:

CITY: STATE: TPE:

HOME  PHONE : % BUS. PHONE: F

MODEL YEAR: [4] MODEL:

MILEAGE : 1 10000 wso:

CEALER MAME: BDOMERSHIME FORD SALES CDDE: 121026 P& A: OD4AID
CAUSAL CODES: Qans SYMPTOMS : 104100

OR1GIN: an TRANS. DST/RGN: TRAMS. DATE:=
SEAVICE/BALES: 1 CONTACT DATE:

ACK. LODE: ASSIST CORE: AWARD AMT: O SURVEY: (¥ DR M)
BUILD DATE: CALIBRATIDNM:

ESP INFGO: EXPI1RES:

OPEN RECALL: OWNER WOTIFIED: WICRO:

COMMENTS :
1991 /11511
v+ VEMICLE [NWOLVED IM RECALL BG598 +.4
*3% VEAICLE INVOLVEOD 1IN RECALL UG548 +ww
+¥¥ MAVIS: ORIGINAL #+=%
CUSTOMER SAYS:
-“RECALL FDR SEATBELT WORK BRETNG DDME AT THE DEALER
=DEALER WOULD LIKE CUSTOMER TH SIGH WAIVER STATING
THE SEAT BELT IS INOPERAGZLE LUE TO PARTS ORBER FOR
~-CUSTOMER WOULD LIKE A LOAMER CAR
~HUSBAND CALLINS FDR WIFE
[
PER CUSTOMER, DEALER S5AYS:
~UNABLE TD GIVE A LODAKER

HE 15 DRIVING THE CAR WHILE
RECALL WORK

-WOULD LIKE CUSTOMER TO S5IGM A WAIVER IF HE WANTS TD DRIVE CAR BEFORE RECALL

WORK IS COMPLETERD
-

CUSTOMER SEEKS:
-LOANER CAR WHILE RECaLl WORK 15 BREINS DODNE

CAC ADVIGED:
- ND ESP
- WO TRAWSPORTATION ASSISTANCE PROVIDED

OuNER RELATIONS VOP/HBENCHMARKING 08711/

FAXCARTG




0og9/11/948 MASTER OWHER RELATIOWNS S¢STEM I 14.21.02
IH=======----I|-------l---------l-=====-lll_'='—===lﬂllll-lu====ll.lliit===.'ttil::
TG2EPG GRP: 14 CONCERN CONTACT YEH TYPE: CAR

NEW YORK 13 ZN/TR: CONTACT MBR: 109150GHT OPENED: 1151219497
VIN: 1zuPT:uc5L* ENGTNE: © CLOSED: 1172171957
ll:::::::!llil-----===----ll-----=====III-======|lllllh:===lllllllk===llllkt==
LAST MAME: 5TATUS: CLASED
TITLE: FIRST NAME: GEORGE MI:

ADDRESS:

CITY: STATE; N P _
HOME PHONE : m BUS. PHONE: ~

MODEL YEAR: MODEL - ROEE

MILEAGE : 119000 wsD:

DEALER NAME: FEDUKE FORD, fNS. SALES CODE- 119208 P & A: D535
CAUSAL CODES: 1304 1012 3107 SYMPTOMS : 104 100

ORIGIN: eah TRANS. DOS5T/RGN: 13 TRANS, DATE:
SERVILE/SALES: 1 CONTACT DATE: 11713751967
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ OR M)
BULLO DATE. CALIERATION:

ESP [NFD: EXPIRES:

OREM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS -

1997711712

#««» THIS CONTACT IS5 OFEMED DUE TO DPEN RECALL 96548, 96599 +ea

see HAWIS: ODRIGIMAL 4=+

CUSTOMER SAYS:

— DEALERZHIF STATES THE FART IS OM BACKDROER FOR THE RECALL

= FIRST BROUGHT THE £AR INM JANWUARY FOR THE RECALL

.

PER CUSTOMER, DEALER SAYS:

- PER SERVICE. CALL FORD., THEY CANNOT GET THE PART

L 3

CUSTOMER SEEKS:

- REFAIRS

-~ PART INFDRMAT1ON

L]

CAC ADVISED:

RE: RECALL REPAIRS

~INFORMAT[OM HAS BEEN DOCUMENTED AND FORMARDED TO THE DEALER

"REQUEST MR. WEMN HOOKER (CUST REL MNGH) TD CONTACT THE CUSTOMER

+am GPOKE WITH PARTS DEPARTMENT. PART IS OM NATIOMAL BACKDROER. PLEASE CONTADT
CUSTOMER WHEN PART BECOMES AVAILABLE #s.

RE: PART BACKCOROER

- INFORMED CUSTOMER FORD MAY EXPERIENCE & @ACK = ORDER SITUATION

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

1897 /11/14

FRATHIS IS THE CLOSING CONMENT

THIS CUSTOMERS PARTS ARE QN BACK GORDERED AND ARE NOT BEING SUFPFLIED BY FORD MO
TOR COMP. AT THIS TIME WE CANT PERFDAN A REPAIR  SUL MANAGER KEM HDDKER

OWNER RELATIONS WOPFHENCHMARKING 09711798 FANCARTG
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oa/11/98 WASTER OWNER RELATIOMS SYSTEM 1! 14.21.02
n===------Ilt--------:=======IIa'....kt=======w"-l-l--::=====Illll-h=======;l--
CT240MB GRP: 04 CONCERMW CONTACT VEH TYPE: CAR

NEW YORK 13 ZNSTR ; CONTACT NBR: 109151911 OPENED: 1171271997
VIN: 12¥PT21UHLS ENGINE: U CLOSED: 11/24/1997
EEECI=SXEEEmEg = IIIIIti::::::::IIIIIIt:=====I'llllll====:==l'-

LAST NAME: STATUS:

TITLE: FIRST NAHE:- MI:

ADDRESS:

CITY: STATE: P

HOME PHIME : _ BUS. PHIONE:

MOREL YEAR: MODEL : PROEE

MILEAGE: 93000 Wsh:

DEALER MNAME: G5STEVEMS FORD RENE SALES CODE: 113212 P& A; OFBT4
CAUSAL CDDES: 1203 SYMPTOMS : 104 100

ORIGIN: 1] TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11717519497
ACK. CBDE: ASSIST CODE: R AWNARD AMT: O SURYEY: ¥ (¥ OR H]
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: . OWHMER MOTIFIED: MICRO:

COMMENTS -

199711713

*+e YEHICLE IMVOLVED IN RECALL SE539 +#s+4

*v7 YEHICLE INVOLVED IN RECALL 38548 =+~

*r NAVIS: SUBSEQUENMT wwwe

CUSTOMER SAYS:

-~23004 FROM MIKE IM FARTS OF STEVENS FORD,

=CUSTOMER HAS BEEN WAITING SIMCE JUME OF 1397 FOR SEATEBELT PARTS.

-NO CURRENT 5SYMPTOMS OTHER THAN DRIVER AND PASSENGER SIDE SEATEELTS DO NOT
WORK .

-SHOULDER HARNESS OM BOTH SIDES AMD THE PASSENGER SIDE LAP BELT ARE 1IN
“SEATEELTS ARE AUTOMATIC.

L}

PER CUSTOMER, DEALER SAYS:

-MIKE 1N PARTY 15 TELLING CUSTOMER PARTS ARE OM BACK ORDER AND THE PAST DATES
THAT HE HAS GIVEN HER, WERE INACCLIRATE.

L )

CUSTOMER SEEMS:

=T0 LOECATE THE PARYS FOR THE VEHICLE.

=TO VENT FRUSTRATION OQF HAVING TO WAIT S0 LONG FOR PARTS.

.

CAC ADVISED:

= INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

- IMFORMED CLSTOMER PARTS MANAGER CAN PROVIDE MDST CURRENT UPDATES DM PaRT
CELAYS

—I MADE AN DUTBOUND CALL TO PAUL IN THE SERVICE DEPARTMENT, HE [MFORMED ME
THAT THE PASSENGER SIDE FRONT SEAT BELT 15 !N AND THE DAIWER SIDE DDES NOT
HAVE & DATE EUT IT 1% EAPECTED.

19977447147

#¥FTHIS I5 THE CLOSIWG COMMENT

STILL AWAITING PARTS FOR SEAT BAELT/CURREMTLY BACH ORDERED S5TATUS D99/ svC /MGR

OWNER RELATIONS WOP/BENCHMARKING ODO/11/98 FAXCARTE




o8f11/98 MASTER OwWMER RELATIOMS SYLSTLM 11 14.21,02
AEEEREFK===-====cc-.cmcBEEEFOEFF=-SSCSCS S-S S-S o EENIEERENERrF s -EEAOECSQO=S=S=S=SCSSCSJmTIEmER
1261J0 GRE: 10 IMFORNATION CONTALCT VEH TYPE: CAR

LOS AMGELES T1 INSTR: B1 CONTACT NBR: 10913 10uG OPEMED: 11/12/1997
VIN: EMGLNE : CLOSEL: 11f1241937
EET S===== == x i == rxcsEmsmEmkFFEFEEEEE I X YOCSCSCSCSCXEmsSssssammmkd
LAST MAME: STATUS: CLOSED
TITLE: FIRST Wane: WOWEEE  yy.

ADDRESS:

C1TY: STATE: IP: -
HOME PHONE: BUS. PHONE: F

MODEL YEAR: MODEL :

MILEAGE: BROO0 WiD .

DEALER WAME: DAVID WILSOW'S FORD SALES CODE: 171054 PR A: 0OQ751
CAUSAL CORES: 1203 1012 0204 SYMFTOMS; 104400

ORIGIN: an TRAME. DST/RGN: TRAMS. DATE:
SERYICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: O SURVEY: (Y OR W}
BUILD OATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL : OWMER WOTIFIED: HICRO:

COMMENTS !

1997/11/12

av#*ND YIN AVAILABLEwws

CUSTOMER SAYS:

- MY SEATHELTS AKRE OW RECALL, THEY ARE BDTH BROKEM.
IS BROKEN %0 YOU CAN'T WEAR IT

1175497 1 WENT TD THE DEALER TO HAVE THE RECALL WORK DONE, BUT THE
DEALER OID WOT HAvE THE PART.

THE FASSANGER 5IDE WAS FIKER, BUT THEY HAD TO ORDER THE PART FODR
THE DRIVER SIDE

11712/97 I WENT TO THE DEALER TODAY FOR THE SECOND TIME. I DDNT HAVE
A SEATAELT. 1T IS5 THE LAW TO WEAR YOUR SEAT BELT IN CALIFDRNILA

THE PART !5 NN WATIONAL HACKORCER

THE DRIVER SILE

L]
PER GUSTOMER, DEALER SAYS:

= THE PART I5 ON NATIONAL BACKORDER
*

CUSTOMER SEEKS:

- TO HAVE VEHICLE REPAIRED

= LOANER VEHICLE

L]

CAC ADVIZED:

= MADE DAC TO DEALER SPOKE WITH HENRY

- INFORMED HENRY THAT FORD IS PAYIMG FOR RENTAL YEHICLES FOR THIS
RECALL. PROVIDED HIM W1TH THE MWUMBER HE NEEDS TO CALL TO ARRANGE
THIS

- HEWRY SAID HE WOULD CALL MR WERER BACK

OLNER RELATIONG VOR/BENCHMARKING ©4f11/49H

FAKCARTG




o9/11/98

MASTER OWMER RILATIONS Sv3TEM LI 14.21.02
mldANEEA=-- IraemmEEmEsaEEEEEIaA=Sc=-==--xocmaBEEEEESFE=Siycie==ccdaEEENEEERIT=E===22
02 40MB GRP: 04 CONCERN COMTACT YEH T¥PE: CAR
PITTSBURGEH a4 INFTR; COMTACT MWBR: 109153023 OPEWED: 1141271997
WIN: 12¥PT20C0L ENGINE: € CLOSED: 12/01/1997
EsEmEmEFEEEIEC === —aRAEEEEBEAFLF- === =r==c=xxABBREEEEEEEFR=
LAST MAME: STATUS. CLOSED
TITLE: ME : - Ml :

ADDRESS:

CITY: VELAND STATE: : -
HOME PHONE . h BUS. PHOME : _p

MODEL YEAR: 90 MODEL :

MILEAGE : 61000 wsh:

DEALER WAME: SOUTHWESTFORD SALES SALES CODE: 144124 P B A: D2208
CAUSAL CODES: 1203 SYMPTOMS: 104 10

DRIGIN: G0 TRANS. DST/RGN: 44 TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE: 11f13/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATIOM:

ESE 1NFD: EXPIRES:

OPEN RECALL: OwKER WOTIFIED: MICRO:

COMMENTS -

1987711712

#ve NAWIS: SUBSEOUENT +4~

e YVEHIGLE INWOLVED IN RECALL SOSHA wix

«#oHO YIN AVATLABLEw+n

CUSTOMER SAYS:

-800# FROM DON DF SDUTHWEST FORD

-THIS 15 THE WIFE CALLING.

M2 PALMER WAS IN A CAR ACCIDENT DM HOVEMBER %, 1997, HE BURSTED THE FRONT
WINDSHIELD WITH HIS HEAD. HE DID WOT HAVE TO G0 TO THE HOSPITAL.

-CUSTOMERS VYEHICLE IS5 INVOLVED IN A RECALL THAT AFFECTS THE SAFETY RETRAINT ON
THE FRONT DRIVER SIDE.

-PARTS WERE DREDERED AUGLIST 1.

*
PER CUSTOMER, DEALER 5AY3.

-pON IN THE SERVICE DEPARTMENT INFORMED CLUSTOMER THAT THE PART IS5 ON BACK
OROER AND HE OOES NOT HAVE AN ANTICIPATED DATE.

1997

CLUSTOMER SEEKS:
~WHAT IS5 TAKING 50 LONG FRR THIS PART?

-
CAZ ADVISED:

- TNFORMED CUSTOMER FORD MAY EXPERIENCE & BACK - ORDER SITLATION

- INFORMED CUSTAMER PARTS MAMAGER CAW PROVIDE MOST CURRENT UPDATES ONM PART
DELAYS

1997511724

FXFTHIS IS THE CLOSING CODNMEMWT

CONTACTED CUSTOMER EXPLATNED PART ON WATIONAL BACK ORDOER.

WILL EDNTACT CUSTONE
R WHEM PART HAS ARRIVED.

OWNER RELATIONS VOP/BENCHMARKING 03/11/3B

FAXCARTG




09/ 11/98 MASTER DWNER RELATIONS SYSTEM !t 14.21.02
Erxlsr I AR IEEEE S - NI - CSNCC S LT TSNS A - EEEINAE - JENIfe g ipipipwed g xmm=-=-=m=c-Cm==
9e53TE GRPF: 0Of INFORKAT JON CONTACT WEH TYPE: CAR

MEMPHIS 13 ZNFTR: COMTACT NEBR: 109159432 OPEMED: 11/13/1987
VIN: 1zwnu¢:n* ENGINE: € CLOSED: 1171371997

EEACEEASEEEEN -- EXER R R T TR oy By L L I Y LI STYrrer

LAST MAME: STATUS: CLOSED
TITLE: tasT waie: [ v

ADQDRESS :

CITY: STATE ¥ IP: -
HOME FHONE - BUS. PHOME: _

MODEL YEAR: a0 MODEL ! PRDOBE

MILEAGE: =Tl vy} Wsh:

DEALER NAME: GREENWIODFORD SALES CODE: 123052 P E A OS5
CALUSAL CODES: 1012 SYMPTOMS: 04100

DR1GIN; aaq TRENS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. COOE: ASSIST CDDE: AWARD AMY: O SURVEY: LY OR N)
BUILD DATE: CALIBRATION:

ESP IMFD: EXPIRES:

DPEM REGALL: OWMER NOTIFIED: MTCRO:
COMMENTS :

t997/11/13

war MAVIS: SUEBSEQUEMT ++=»

CUSTOMER SAYS:

= 1 TODK WEHICLE TNTQ THE DEALERSHIP FOR RECALL WORK TO RE COMPLETED
= THE DRIVER*S SIDE HARNESS DOESKN'T MOVE

x

FER CUSTOMER, OFALER SAYS:

- IT WILL BE SIA WEFKS BEFDRE PART ARRIVES

-

CUSTOMER SEEKS:

- Td HAVE VEHICLE REFAIRED IMMEDIATELY
]

CAC ADVISED:
= [MFORWED CULTOMER FORD MAY EXPERIEWCE A BACK - ORDER S1TUATION

- IMFORMED CUSTOMER PARTS MAMAGER CAW PROVIDE MOST CURRENT URDATES OMW PART
DELAYS

OWNER RELATIDMS vOP/BENCHMARKING 09/11738B FAXCARTG




09/11/98 MASTER OWMER RELATIONS SYSTEM [I 14.21.Q2
e e B bl Bl R L L L L R RN
17335K GRP; 18 CONCERM CONTACT YEH TYFE: CaR

PITTSBURGH dd ZMSTR : CONTACT NER: (091554040 OFENED: 11/13f1997%
VIN: 1Z¥PT2ZRC3LS EMGIME: € CLOSED: 1270371997

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

AADRESS:

CITY: ROCKY RIVER STATE; H IF:

HOME PHDNE: BUS . PHONE :

MODEL YEAR: MDDEL : FROBE

MILEAGE: p7800 wsh:

DEALER WAME: JOHN M LANCE FORD I SALES CODE: 144124 P& A 02284
CAUSAL CODES: 1042 9109 SYMPTONS : 104 100

ORIGIN: &0 TRANS. DST/RGN: 44 TRANS. DATE:
SEAVICE/SALES: 1 CONTACT DATE: 1141771997
ACK. CODE: ASSIST CODE: W AWARD aMT: 0 SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OMWNER NOTIFIED: MICRO;

COMMEMNTS -

19R7/141713

v VEHICLE INVOLWED IM EECALL HES4A AND 95598 s»
CLUSTOMER SAYS:

= RECALL INFORMATIOMN

= I HAVE WAITED FDR 2 MDNTHS FOR THE PARTS

= [ OO HAVE THE ERAKEN SEAT BELT

L

PER CUSTOMER. DEALER SAYS:

~ THEY ARE BACKUORDERED

- FORD RECALLED THIS aAWD DIOW'T ORDER THE PART

CUSTOMER SEEKS:
- RECALL INWFORMATION AND FART INFORMATION

L
CAC ADVISED:
= INFDRMED CUSTOMER FORD MAY EXFER1ENCE A BACK - ORDER SITUATION

- IMFORMED CUSTOMER FARTS MANAGER CAN PROVIDE MOS5T CLRRENT LPDATES ON FART
DELAYS

- CUSTOMER'S WEHICLE 15 INVOLVED IN RECALL 96548 AND 95599

= CLSTOMER T COMNTALY THE DEALERSHIP*S SERVICE DEPARTMENWT FOR ASSTATANCE
IN HAVING RECALL PERFORMED

= MADE OBHC RE: PARTS DELAY

= SHE HEEDS THE COMPLETE ASSEMELY AND THEY ARE ON BACKDREER WITH NO PROMI SE
DATE WE'LL GO OMLIMNE AWD CONTACT HER WITH INFORMATION PER TIM PRICE EXT 240

1987/ 11728

A#NTHIS IS5 THE CLOSING COMMENT

CUSTOMER WAS PUT INTO & LOANER CAR LNTIL FARTS ARE RELEASED FROM FORD FOR SEAT
BELT RECALL REFAIR WAICH MAY NOT BE LUNTIL WARCH {19898,

OWNER RELATIONS VYOP/BEMCHWARKING 09711795 FARCRRTG




oaj11/a98 UWASTER OWNER RELATIDNS S¥STEM I 14,2102
S EmECErEmTCESSSS ST SSSSSKCCCEENERLANmdARaddCSSS S SSC oSS oESComARxmMEN-cmm=======
OEOAMR GREPF: XKKIE TWFORMATION COMTACT VEH TYPE: CAR

UHKMNDWM 29 ZNATA: CAONTAET HNEBHR: 1088044491 OFENEDR: DB/SIBS 1997

VIN: 1szT:nc1L5_ ENGINE: C CLOSED: DB/ 18/1937
EEECpEEE I gEEREES AR el . I AN S S E - S EE=—EEF-sEEEESESRBA- === ===== =

LAST MAME: STATUS: CLDSED
TITLE: FrasT wank: [ ui;

ADDRESS: JRC

E1T¥: STATE: I 090 |
HOME PHONE : BUS. PHONE: _

MODEL YEAR: MODEL: PROBE

MILEAGE : 31000 wsh:

OQEALER MNAME: SALES CODE: P B A:

CAUSAL CODES: 1012 SYMPTOMS : 104 100

DRIGIN: GD TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CORE: ASSIST CODE: AWARD ANT: 0 SURVEY: (Y OR N)
BUILD DATE: CALIBRATLIONM:

ESP INFD: EXP1RES:

OPEN RECALL: QUNER NOTIFIED: HITRO:

COMMENTS :

1997 /CH/ 14

#re NAVIS: DRIGTMAL =&
CUSTOMER SAYS:

- HAS BEEN TRYING TO GET RECALL PERFORMED SINCE HE BECAME AWARE COF IT

FER CUSTOMER, DEALER SaA¥S:
- PARTS ARE ON RACKOROER

L]

CUSTOMER SEEKS:

- TD HAWE RECALL PERFORMED
’

At ADVISED:
- INFORMED CUSTOMER FORD MAY EXPER1ENCE & BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CURRENT LIPDATES ON PART
DELAYS

OWNER RELATIODNS VOF/RENCHMARKING O9/11/98 FAXCARTC




0841188 MASTER RWWER RFLATIONS SYSTEM L1 i4.21.00
tI.ln-.l::lII==3-===I========='—===I::ll:-_-:IIIIIIII:lh.l::::========F===ll=:lll-
1593CY GRP: Xa13d COMNCERM CONTACT WVEH TVPE: CaR
E05TON " INFTR: CONTACT NER: 10B3S5S340 OPEMED: §d/23/1397
VIN: 1zw='r=ncn5ﬁ ENGINE: C CLOSED: D6/ 16/ 1997
ANSJEEEE S S NS AENEEcEEEREGE L e i L FE1 L I AR RRRRR R Rl - R F A FR R RE I
LAST WAME: STATUS: CLOSED
TITLE: FIRST NAME: _m:

ADDRESS:

HOME PHOKE : _ eus. roone - [

MODEL YEAR: MODEL: FROBE

MILEAGE: 120000 "L H

DEALER NAME: FORD OF HYANNIS, IN SALES COBE: 111635 P& A Q1827
CAUSAL CODES: 10085 10RA SYMPTOMS 104 100

GRIGIM: D TRANS. DST/RGN: 11 TRANS. DATE:
SERVICESSALES: | CONTAET DATE: 060571997
ACK. CODE: ASSAIST CODE: F AWARD AMT: O SURVEY: ¥ LY OR W)
BUILD DATE: CALTARAT1ON:

ESP INFQ: EXPIRES:

OFEM HECALL: OWNER MOTIFIED: M1CRO:

COMMENTS :

1997 /04723

#4u THIE CONTACT [5 OPENED DUE TO OPEM RECALL 98528 & S6599-w«

»+¥ PARTS DELAY OVER 20 DAYS =+«

rev WAVIS: SUBSEQUENT #+=

CUSTOMER SAYS:

=THE MOTORIZED SAFETY HELT OM THE PASSEWGER AND DRIVER'S 5IDE ARE NOT
FUNMCTIONING PROPERLY

-THE DEALERSHIP [NFORMED HER OF THE RECALL 4 MONTHS AGO AND THEY STILL HAVE
wOT

RECEIVED THE PARTS,
-HER FATHER WON'T LET HER DRIWE VEHICLE UNTIL THE SEAT BELTS ARE REFLACED.

L]

FER CUSTOMER., DEALER S5A¥S:

-ORDERED THE WRONG PART INITIALLY AND WOW THEY DMLY HAVE ONE SIDE AND ARE
WAITING FOR THE OQTHER ONE.

L]
CUSTOMER SEEKS:
-T0 GET THE FARTS TD THE DEALERSHIP S0 SHE CAM HAVE HER SEAT BELTS REPAIRED

CAC ADVISED:
~INFORMAT 10N HAS BEEN DOCUMENTED AMD FORWARDECD T THE DEALERSHIE WITH A cgePy
TO THE REGIOMAL OFFICE.
~REQUEST M5 KHRISTINE MUSGROVE (CUST. REL MNGR/SUC MMSR) CONTACT THE CUSTOMER
WITHIN 2 HUSIMESS DAVS
1297/08704
HAVE BEEN TRYINME TO REACH CUSTOMER BY PHOME. WILL CONTINUE TO TRY.
1997 /06 /06
TALKED TQ CUSYOMER THIS AM, WORK YWAS SATISFACTORILY DOMWE LAST WEEK. APPOIMTM
ENTS ARE BETNG MAOE FOR RECALLS TD BE PERFORMED MET WEEK. CLSTOMER WILL EF GF
FERED A LOANER VEHICLE FOR THE DAY THE RECALLS WILL EE PERFORMED.

OWNER RELATIONS VOP/BEMCHMARKING ODO/11/7088 FAXCARTG




03/11/98 MASTER QWNER RELATIONS SYSTEH LI 14.21.03
l-====:l:l-I----:-t=-Il-i--=-====ﬂ..tl::===ll-l=:===l‘l’l:l:::::ll-l:ﬂ:::l:'.'lll::l:::
1593CT GRP: xx13 CONCERW COMTALT VEH TYPE: Cap
BOSTON i1 ZNfTR: B2 CONTACT MNBR: 10DBISSZAD OPERED: D&f23/19g7

: HE ED: 1997
D [T, PO | closto: o/ iofiaay
1297 /06/09

F¥¥THIE IS5 THE CLOSING COMMENY
SEE PREVIDUSG COMMENTS

OWNER RELATIONS VOF/EENCHMARKING 0R/11/98 FAXCARTG




08/ (1788 MASTER OWHER RELATIONS S¥STEM I1 14.21._09
E=c=ZzEXimERAEEEEEEEEEEEEEEESFSs=S=S====S=-C-S=-S=S======S-=S=S=-S===SCc=-C-uEX=rkkkxhablbhEnblEIdEREREAREEER
5837CH GRE: XX14 COMCERM CONTACT VEH TYPE: CAR
ATLANTA 21 ZN/IR: EONTACT NAR: 10BISHE2E OPENED: 04724/ 1997
VIN: 1zuprzzL2L5h EMGINE: L CLOSED: D5/0571907
HEREPF SO S oo S Sy LIT LA AT 001 EREERRRA R R EEREEE N -l
LAST NAME: _ STATUS: CLOSED
TITLE: FIRST MNAME: ME:

ADDRESS:

CITY: STATE: - @@ |
HOME PHONE - BUS. PHONE: H

MODOEL YEAR: MODEL :

MILEAGE : 114000 wsh:

DEALER NAME: ADAMSOM FORD, L.L.& SALES CODRE: 121014 P& A: DDAYT
CAUSAL CODDES: 1204 1104 EYMPTONS - W0A100  TA3000

ORIOIN: 60 TRANS. DST/RGM: 21 TRANS. DATE:
SERVICE/SALES: 1 _ CONTACT DATE: Dui/28f1997
ACK. CDDE: ASSIST CODE: W AWARD AMT: £ SURVEY: ¥ LY OR NI
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CPEN RECALL: OWNER NOTIFIED: MICRO :

COMMENTS :

1997 /0424

CUSTODMER SAYS:

-SEAT BELT IS5 NOT WORKING

=OEALERSHIP TOLD HIM THERE WAS A RECALL ON WEHICLE AMD THAT HE COQULR COME IM
AMD GET IT REPAIRED

=CUSTOMER TOOK IT TO DEALERSHIP AND THEY DID WOT HAWE PARTS

~WIMOSHEELD WIRER IS ALSO NOT WORKING

=DEALRASHIF SAY5S HE MEEDS TD REPLACE THE MOTIR

=CAR 15 SHAKING AND COMTINUOUSLY CUTTING OFF

=FEELS HIS WALVE 1% DEFECTIVE LIKE THE RECALL 92EJ4

PER CUSTOMER, DEALER SAYS:
-OEALERSHIP SA1D HE WILL CHARGE FOR THE MOTOR

-
CUSTOMER SEEKS:
~WANTS THE YEHICLE REPAIRED UNDER THE RECALL 92E34

L
CAC ADVISED:
-INFORMATION HAS BEEN DODCUMEMTED AND FORWARDED TO THE DEALER

~REQUEST MRS. JULIA BRYANT, CUST REL MNGR, TO CONTACT THE CUSTOMER WITHIW 2
EUSINESS DAYE

OWNER RELATIDNS VvOP/EENCHMARKING 00/11/98 FARCARTG




oa/f 11 /98 MASTER OWNER HELATIDNG SYSTEW 11 14.21 .02
E-cadS-mmlc-c-c XIS oSS S S FSCEAFCEENENENENAENE-dENE=-- - - - - -C=——-——pEYC-ANFEAEEN—a ==
9937CH GRP: X114 CONCERM COMTACT VEH TYPE: CRER
ATLANTA 21 ZNSTR: CONTACT MER: 10BI350ulG OPENERN: 04724571947
viN: 12VPT22LIL ENEGIMNE: L CLOSED: Q5/05/1987
EE L B L E L R R DL DL ERLER RN R I I T R I Y I E T E R R}
1987/04735

sxv MAVIS: SUBSEQUENT #++
CLSTOMER SAYS:
- S15TER CALLING WHO WORKE FOR FORD IN DETROIT

- RECEIVED LETTER ABOLT RECALL NSMBER TIER4
- MEED TD HAVE EGR WALWE REFLAZED

PER CUSTOMER, DEALER GAYS:
-~ DEALERIHIP SAID NO ASS]S5TAMCE

L
CUSTOMER SEEMS:
- 15 VEHICLE INYOLVED IN RECALL 92E34

]
CAC ADVISED:

- WD RECALL 0ONW 92E3a ON THIS CAR
1667 /04722

THE CLOSIMNG COMMENT
WOLLOL LIKE WEH. EGR YALVE REPLACE LMODER & RECALL THERE 1S NOT A
ALL ON TH1S WEMICLE.

DWHER RELATIDNS vOP/EENCHMARKING O9/11/98 FAXCAATG




09/ 11798 MASTER UWHER RPLATIONS $YSTEM LI 14.21.02
Eml IR EEEEEEELEEECEF-FEECCBE-Fr -l EEF=CSFR-SENCCFR-CECSCSCS o AT CSCR=ECCRAREFENEEFEENFLTEEEER
2565CH GRP: xEOS CONCERN CONTACT YEH TYPE: CaR
PITTSEURGH 44 ZN/TR: B1 COMTACT MBR: 1DRAGHE20 OPEMED: 0472571997
¥in: 17vrT20cALS N ENGIME: C CLOSED: 03/0%/19497
H 1T T 1t 15 =SS EC-CTSSCSCSCSCSEAO== FeE SRS S o RS LA FSHEEFEALCSSEEN-—AEEEEN
LAST HAME: STATUS: CLOSED
TITLE: FIRST WAME: - ML

ADDRESS:

CITY: ERIE STATE: PA ZI1P: -
HOME PHONE: BUS. PHONE:

MOGEL YE&R: 1] MOREL: PROBE

MILEARE: 0000 wsh-

DEALER NAME: CHAMP1OM FORO SALES SALES CODRE: 144308 PA A DOTES
CALSAL CORES: 1203 0204 SYMETOMS : 104 100

ORIGIN: 0 TRANS. DST/RGN: a4 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q472AF19397
AC¥ . CopE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFOD: EXFIRES:

OPEWN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1987/D4/2%

»as THIS CONTACT 15 QPEMED DUE TO OPEN RECALL 95548/9E599 wes

+++ WAYIS: SUBSEQUENT >+

CUSTOMER SAYS:

- SEATEELT, POWER ARE REGCALLED

- DEALER HaS VEHICLE CURRENTLY

- POLLEE/STATE SAY FMC DEALER CAN WRITE LETTER STATING CURRENT SITUATION AND
SHE WILL NOT BE TICKETED

L]

PER CUSTOMER, DEALER SAYS:

- B-B WEEKS FOR PART, WATIONAL HBACKORDER

= MO RESPONSE TO WHWETWER THEY'LL WRITE LETTER
.

CUSTOMER SEEKS:

- LETTER REGARDIMG STATUS &40
= LOAMER

- REPAIR EXPECITED

L)

CALC ADVISED:

LETTER FROM DEALERSHIF:

= DEALERSHTIFS ARE IMDEREMDEWTLY OWNEDR AMD OFERATED

- CONTALCT JAMES HOURLIGAW, CUST. REL. MGR. FOR FURTHER EAPLAMATION.
REPAIR:

BAS48/9H598 RECALLS:

-INFORMATION HAS BREEN DOCUMENTED ANO FORWAROED TD THE DEALER

~-REQUEST MR. JAMES HOURIGAN, CUST REL MNSR TO CONTACT THE CLSTOMER WITHIN 2
BUSTMNESS Davs

LOANER;

LOANERS ARE NOT A PROVISION DIF THE WARRANTY.

- COMTACT MR, JAMES HOURIGAN, CUST REL MGR FOR CLARIFICATION OF THE

ABLE TO DRIV¥E VEHICLE

OWNER RELATIONS VOP/HBENCHMARKING DA711/88 FAACARTG




9/ 11,98 MASTER OWHER RELATIONS SYSTEM 11 14.21.02
CrI S S mME-CSCS S-S S CSCS S XIS CSS S SX S S S EEEOI IS CESEE NI CAL LIS S Namuad t RN EEEEEFCEEEEEES
2569006 GREF: AxC9 COMCERN CONTACT ¥EH TYPE: CaR
PITTSBURGH 44 ZNSTR: CDNTACT WBR: 1DB36549!'% QPENMED: 04725/ 1997
¥iN: 1ZVPT20CHLS ENGIME: C CLOSED: 0570571987
AN IEES A SSSA NI ESEEEEEEENSAEEEEEEESASNErscEi R EEC- - - TIAr - - - oo oS-SS T o CTESSEENCCEEEEENEEG
1997/04/25

DEALERSHIP'S POLICY ON ALTERMNATIVE TRAMSPORTATION.

- MAY REQUIRE AN APPrINTMENT

19970424

#F¥THIS 15 THE CLOSING COMMEMWT

DEALER WILL NWORK WITH THE CLSTOMER TO PROCURE PARTS AS QUICKLY AS RDSS1BLE. T
HE COMCERW WITH THE SEATBELTE IS DIRECTLY RELATED TO THE RECALL AS FAR AS THE

DEALER CAN TELL. OFALER [5 GDING Ta ATTEMPT TQ HAVE FORD PROVIDE A RENTAL FOR
THE DURATION OF REPALRS.

OWNER RELATIONS VOP/HENCHMARKING 04/11/98 FALCARTA




oafi1/98 MASTER DWNER RELATIONS SySTEWM 1] 1421,
EEEEE . SN SN CC - OSSN EARERE ISR EEE SR EEEEEEE - S-S S-S S-S oSS EENFEEEEBRERREERd=——==—
3835L% GRP: 10 COMCERN COMWTACT VEH TYPE. CAR
PHILADELPHIA 18 ZN/TR: CONTACT MBR: 1DAZBA{E{ OFEMED: O472E8/ 1997
VIN: 1Z2VPT2000LS ENGINE: £ CLOSEN: o6F249)1997

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

ADDRESS:

CITY: NORRISTOWN STATE: 1P:

rHouME FHONE : [ BUS. PHONE;

MODEL YEAR: 20 MODEL : PROBE

MILEAGE : 70000 wsD:

DEALER MAME: KEYSER A& MILLER FOR SALES CODE: +11E418 P A A D1492
CAUSAL CDOES: 1202 1912 31073 SYMPTOMS = 104100

QRIRIN: G0 TRANS, DST/AGM: 16 TRANS. DATE:
EERVICE/SALES: k] CONTAET DATE: O4/72B/1997
ACK. CODDE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EAPIRES:

OFEM RECALL: OnMER NDTIFLED: MICRO:

COMMEHTS ;

1897 /04 Ff28

¢+ THIS CONMTACT 15 OPEWED DUE TO OFEN RECALL HESSS ++.
CUSTOMER SAYS:
- 1 HAVE TO HAVE THE SEAT BELT FIXZED
= 1 BROLGHT 1T TN YW DECEMBER OF 1928 AMD STILL HAVE NOT HEARD AMYTHING
- WEDNESDAY ! HAVE TO HAVE THE CAR INSPECTED aND WITHOUT THE SEATBELT
I WON'T BE ABLE TO DRIVE THE CAR ANYMDRE
= I HAVE BEEN CALLING FOR 3 MOWTHS AND THEY KEEP TELLIKNG ME THEY DO NOT KnOW
WHERE THE PART IS5
= I CALLED BACK TODAY AND SPOKE TO DAVE
= THE QHLY SDLUTION THE DEALER HAS IS5 TO GIVE ME & LOANER CAR
-~ WY DAUGHTER DRIVES THIS CAR AMD SHE 15 15 SD THEY WILL MOT BIVE IT TO HER

- I ALREADY GPDKE TO MY [NSURNCE COMPAWY AND THEY WILL COVER MY DAUGHTER DN
THE LOANER CAR
-

PER CUSTOMER, DEALER SAYS:

- [DaVE) PROVIDED CAC NUMBER AT CUSTOMER'S REQUEST
[ ]

CUSTOMER SEEKS:

= RECALL PERFORMED OR LOAMER FOR DAUGHTER

-

CAC ADVISED:

-~IMFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TQ THE DEALER

=REQUEET MR. RICHARD YEAGER [SVWC MMWGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

MADE DBC TO RICHARD:

- NO PROJECTION ON WHEN THE PART 15 Ta EE DELIVERED

= NATIDNAL BACKORDER

= WILL CHECK WITH HIS INSURAMCE COMPAMY IF THE LETTER IS OK TD RENT CAR TO
DAUGHTER

DWNER RELATIONS VOP/BENMCHMARKIWS 09711798 FARCRRTG




2211198

MEISLE GRIT: 10 CONCERMN CONTACT
FPHILADELFIA 14 IMSTR: D1

VIM: 1ZUPTIOCOLS
EEEmE - rCr S-S BOREEEENE=-—m==—=mEf=
1w9l/05/22

F#NTHIS IS5 THE CLOSING COMMENMT
PFLIED RENTAL £AR. COMPFLETED 06/92/97

OWNER RELATIONS VOP/FHEMCHMARKING 06711758

CONTACT HER:
ENGIMNE: C

MASTER OWNER RELATIONMS SyS1EM [T

==xF===

FAACARTA

14.21,02

oS- AR amrxm

VEH TYPE: CAR

1D8IER 121 OPENED: 4/287 1997

CLOSED : {a/%29/1997




nef 11798 MASTER OWMER RELATIONS S¥5TEM 11 14.241.,02
EEE==—=--_EXIEEEmRLREaSE am=——amnmesd¥Eam=-c====—=—amkaEBEEE===== s mAklIEEsS-==—=——-—xmBESEEEAF
ga37cH GRP: Kk14 INFORMATION CONTACT vEH TY¥PE: CAR
DALLAS 52 ZNSTR: CONTACT MER: 1DEIET137 OPEMED: 0472871997
VINM: 1ZVPT21UGLE EMGINE:. U CLOSED: 0472871997
EF=-=——xxmmal ==:lIII.IIII;======IIIIIIIIIIHF::::IIIIIIIII:
LAST MAME: STATUS: CLASED
TITLE: FIRST MWAME: (TH I

ADORESS:

CITY: STATE: T Z1P: -
HOME PHOME : a98- Bus. PHOME: 9D99-9455-9949%

MDDEL YEAR: an MDBOEL : FROAE

MILEAGE : i Wsh:

DEALER NAME: DOMN DAVISFORD IMG  SALES CODE: 152016 P& A 02417
CAUSAL COOES: 1219 SYMPTOMS: 104 100

ORIGIN: G0 TRAMS. DST/RGN: TRANS. DATE:
SERVICESSALES: 1 . CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT ! D SURVEY: LY OR Nl
BULLD DATE: CALIERATION:

ESP 1NFL: EXPIRES:

OFEN RECALL: OWMER MNOTIFIED: M1CRDO;

COMMENTS :

1997 /04 28

CUSTDMER SA¥S:

~ThERE 15 A RECALL ON HER VEHICLE

-SAID THEY WDULD CALL HER akD THEY NEVER DID

-WANTS TA KNOW WAY IT‘'S GOING TO SIX MDNTHS

-FEELS THAT IF FORD 1% GOIMWGE TO HAWE RECALLS THEY MEED TO HAVE A PART

-
PER CUSTOMER, DEALER SAYS:
~TOLD THEM THERE wWOULD BE A SIX MONTH WALT ON PARTS

*

CUSTDMER SEEKS;

-WANTS THE VEHICLE REPAIRED AS SO0M A5 POSSIBLE
-WANTS THE DEALERSHIP TO COMTACT HER

L]
CAC ADV1SED:
-INFORMATION HA% BEEN DOCLMENMTED AND FORWARDED TO THE QEALER

-REOUEST M5. GLENM ANDERTON ,[CUST REL WNGR), TO CONTACT THE CUSTOMER WITHIN 2
BUSIKESS DAYS

OwWNER RELATIDHS WOPFBENCHMARKING 09F11/98 FAXCARTG

I T




oaf11/498 MASTER COWNER RELATIDNS SYSTEM 11 14.21,02
ErssmmElAEEE - —casmemkFREEEEIC oSS S oS s EEEEEEES=S=======c===z:ANNEEEEBE=F=======zx8&
ERRZCY GRF: AX0d INFORMATION CONTACT VEH TrPE: CAR
DALLAS s2 ZN/TR. CONTACT WRBAR: 10B3IEE43H OPEMEDR: 04/287199%
VIN: 1zup12r::cn|.5h ENGINE: © CLOSED: 04/28/1997
EeEmEmaEErEEEecr=xenendEBENE = raMEAEENENNEE NS =SSt FANNEEEEEFRSSS====k

LAST MAME: STaTUS: CLOSED
TITLE: Mi:
ARCRESS:

L 1y : ze: [
HOME PHOME ; sus. pHONE :

WMODEL YEAR:

MILEAGE: BOOCD waD:

DEALER WAME: FRED JOMES FO OF OK SALES CODE: 152201 P & A: 084957
CAUSAL CODES: 1203 STHRETOMS: 104 100

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

ACK. CDDE: ASSIST CODE: AWARD AMT: 0O SURVEY: (Y DR M)
HUILD DATE: CALIBRATION:

ESP TNFO: EXPIRER:

OPEM RECALL: OWNMER NOTIFIED: WICRLD:
COMMENTS :

1997/04/28

s++ YEHICLE !NVOLVED IN RECALL 963538, QG590 «we

wse NAVIS: SUESEQUENT +v¢

CUSTOMER SAYS:

-=RECEIVED RECALL WOTICE AROUT SHOULOER RESTRATNT

-TOQK TO FRED JOMES THREE DIFFEREMT TIMES FDR RECALL

=SAYS IT IS STILL OMN BACK ORDER

~PART I% ON BACK ORDER AND HiS EEEN FOR S1X HONTHS

-

PER CUSTOMER, DERLER SAYS:[BILL LLUTZ)

=MO CONMTACT

[ ]

CUSTOMER SEEKS:

~WANTS RECALL IWFDRMAT[ON

3

CAC ADVI1SED:

-INFORMATION HAS BEEW DDCLIMENTED AMO FORUWAROED TO THE DEALER
-REQUEST MR. PETE STEWART (CUST REL MMER/ SUC MMGR) TD CONTACTY THE CUSTOMER
WITHIN I BUSINHESS DAYS

OWNER RELATIDNS vOP/BENCIMARKING 09/11/98 FAACARTG

L




09/11/9a WMASTER DWMER RELATIDNS SYSTEM 11 14.21.02
mE-==—=—=——xxxaAABEEEEFRF== e ErEEEmmmAnd A AN EE X - IX S EEEEEE BN NN EEEEE IO =SS C
107REB GRF: 02 CONCERMN CONTACT YEH TYPE: CAR

WASHINGTON 27  ZN/TR: 81 CONTAET MER: 10B369761 OPENED: (472871897
WIN: izverzoc 3L S ENGIME: C CLOSED: O&/11/1997

LAST WAME:
TITLE:

STATUS: CLOSED
FIRST MWAME: I

I

ADDRESS:

CITY: CALLAD STATE: Z1P: _
Houme PoonE: TR BUS. PHONE: F

MODEL YEAR: B0 MODEL :

MILEAGE: HB000 WSD:

DEALER MWAME: HILL TALLEY FORD IN SaLES CODE: 127073 P& a&: OBT24
CAUSAL CORES: 1204 SYMPTOMS : 104 100

ORIGIN: G0 TAANS. DOST/RGN: 327 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: DEF04/ 1007
ACK. CODE: ASSIST CODE: R AWARD AMT: 0O SURVEY: ¥ (¥ OR N}
BUILD DATE: CaALIBRATINN:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER NOTIFLEQ: MICRED:

COMMENTS :

139T/04 /2R

wev VEHICLE IMYOLVED IN REZALL Y6548 wew

et NAVIS: SUBSEQUENT s

CUSTORER SAYS:

-OEALERSHIP HAS A BACK DROER ON PARTS FOR RECALL 96548

~VEHICLE CANNOT BE DRIVEN WITHOUT SAFETY BELTS

“ANY LDAMER VEHICLES AVALLABLE FROM DEALERSHIPS

»

PER CUSTOMER., DEALER SAYS:

-PART 15 BACKORDERED

»

CUSTDMER SEEKE:

=PART FOR RECALL 98548

-LOAMER WEHICLE

L]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDER TD THE DEALER

-REQUEST MR. RUSSELL DAVIS (SYE MMCR)] TO COMTACT THE CUSTOMER WITHINW 2

AUSEINESS DAYS

19977068/ 04

A¥NFTHIS IS THE CLOSING CDMMENT

PER CSM SUSAKN BLAIR:

- THIS CLST HAS NEVER BEEW TD THIS DEALER. THIS CONTAGCT SHOULD PROBABLY HAVE
BEEM OPENEO UP AT RICHMOND MOTOR €O SINCE THEY ARE THE OMES THAT FERFORMED
THE RECALL. AL%D THE 5VC MER LISTED IM THIS CONTAGCT 15 FROM FARNHAM MOTORS
NAT BILL TALLEY.

- TH1S RECALL HAS BEEW COMPLETED AS DF 4/20/97.

OWMER RELATIONS VOP/EEMCHMARKING 09/11/SH FAXCARTS

L




Qs/ii/9m MASTER DWNER RELATIONS SYSTEM 11 14,321,002
aANrxl S EcdBREEREFEEF=-=-SE=S=Cc=Fmsop===Oo=====cA=-=—c=-—mE-ErzsAS-—dexd-ExdEN-_SaxdS-NExEFAEEZFREEN
2180LH GRP: xx04 COMCERN COMTACT YEH TYFE: CAR
HOUWSTOMN 57 ZHfTR: CONTACT MEBR: 108373349 OPFEMED: Qa/29F1597
VIN: rveratuecs NN ENGINE: U CLOSED: 0671071887
mnE=pe=-c-—-—mm==c=grl=—amdl= A ALAEAAEERC EEEE BB E=-—EBEE -r—E-EF=-SE-—E=E-EES-=S=S=====
LAST HAME: STATUS: CLOSED
TITLE: rrrst ne: [ o

ADDRESS:

ZITY: AN ANTDNID STATE : P:

vout peone . NEENSENE  eus. eeonc. NN

MODEL YEAR: od MODEL : PRIEE

MILEAGE : 97000 WD

DEALER NAME: QILLESPIEFORD SALES CODE: 152057 P& A 04545
CAUSAL CODES: 1203 10RA SYMPTONS: 104100

ORTGIN: an TAANS. DST/RGN: 52 TRANS. OATE:
SERHICEHS‘LEE: 1 CONTACT DATE: Gﬁfﬂ?figﬂT
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ DR N}
BUILD DATE: CALTHERATION:

ESF [NFO: EXPIRES :

DPEN RECALL: OWNER NOTIFLED: MICRO:

COMMENTS

1997 /04 /29

++a PARTS DELAY OVER A0 DAYS rr»
w=x» TH1S CONTACT IS5 QPENED DUE 7O OPEN RECALL 96548 AND 95599 +-:
www NAVIGS: DRIGINAL wés

CLSTOMER SAYS:

-1-BO¥F REQUESTER FROM GEALERSHIP
-SEATHELTS ARE IHWVOLVWED 1IN A RECALL
~PARTS HAYE BEEN FOR 2 MONTHG

.

PER CUSTOMER., DEALER SAYSE:
=PASSENGER STDE PARTS DW BACKORDER
-

CLSTOMER SEEKS:

-TD BET THE PARTE

=T HAVE RECALL FERFGRMED

CAC ADVISED.

= 1INFRRMATEON HAS BEEM DOCUMEWTED AWD FORWARDED TQ THE DEALERSHIP WITH & COPY
TO0 THE REGIOMAL DFFIGE.

-REDUEST MR. TDWY MDRA (CUST. REL MNGR) CONTAGT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

OWNER RELATIONS WOP/BENCHUARKIMG DS/11/98 FAXCARTG




3/ 11/98 MASTER OWMER RELATIONS SYSTEM || 14.11.02
I.:::n:-:::::xJ:::..l.'--.;----.-.-----nxgzzq---‘---js-..-:;:g:::::-..--....=======
Z1BOLH GRP; Xn02 COMNCERM CONTAGT YEH TYFE: CaR
HOUSTON 87 INSTR: CONTACT NER: 1083731343 OPENED: o4723/1347
¥IN: 12WPT2iELE EMGINE: U CLOSED: 0B/f10/1887
EAEEEENAEEE-=-=—=Sr=—=—=--""“EEXEK LER R B LIRS LI Y Y T T T
1997 /08721

“sm PARTS DELAY OVEA 30 DAYS *%=
CUSTOMER 5AYS:

=CALLING BACK TO SAY PAAT TO PERFDRM RECALL STILL KOT IW
~PART DRIGINALLY ORDERED 2/27/47
L]

PER CUSTOMER, DEALER SAYS:

=N0 COMNTACT

"

CUSTOMER SEEKS:

=TO GET THE PART:

=TQ HAVE RECALL PERFORMED

| |

CAC ADv:SED:

-~MADE DBC TO DEALER: PER SCOTT ALLEN., HE WILL CALL SPECIAL PHOME WMEER TQ
GFRDER AMD CALL CUSTOMER BACK TO ADOVISE WHEN PART WILL AE RECEIVED

-IF NO HECORD, HE MILL RE-ORDER FOR CUSTOMER

IS97/08/0%

#¥FTHIS IS THE CLOSING CDMNENT

PARTS HAVE ARRIVED FOR THESE RECALLS. WE HAYE LEFT SEVERAL MESSAGES FOR THE
CUSTOMER TO CALL AWD SET A TIME UP TD PERFORM THE RECSLLS. A% SOON AS THEY
CALL WE WILL PERFDRM THE RECALLS. THE PARTS DELAY WAS OVER 4 MONTHS LONG.

OWNER RELATIONS VOP/BEWNCHMARKING O03/711/98 FAXCARTS




o2fi11/98 MASTER DWNER RELATIONS SYSTEM 11 14.21.02
F=Illllll.-.--i.iti:::::::-:;;ﬁ::lllll-l:::::::::1:|;u:x:l..---*::::::::--.-.--:::
4£31 I10A GRA: XXt INFORMATION CONTACT VEH TYPE: CAR

LO% ANGELES ™ ZNSTR: D1 CONTACT MAR: 1DB3ATETIRA CPENED: 04729719097
VIN: ERGINE : CLASED: S4729713997
LLEEE & b EE | (FT 11 ELEERL EEE R T RLIFIEFEEEE Tt
LAST MAME: STATUS: CLDSED
TITLE: T NAHE:- Mj:

ADDRESS:

CITY: : [R: -
Mg pron . NN s PN N

MODEL YEAR: MAOOEL ; PROEE

MILEAGE: 9E000 WsD:

DEALER MAME: DON SANODERSOM FORD SALES CODE: 171171 Pk A: 20301
CAUSAL CODES: 1303 SYMPTOMS: 104100

DRIGIN: G0 TRANS, DST/RGN: TRAMS., DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR W)
HUILD DATE: CALTERATION:

ESP I1NFO: EXPIRES:

OPFEN RECALL: . ONMER WOTIF!IED: KRICRG:

COMMENTS:

1997/04/28

«vopD WIN AVATLAGLE®*»

CUSTOMER SAYS: -

—“HAS A LETTER FOR THE RECALL OM THE SEAT BELTS
-BEEM WAITING SINCE FERARJARY GTH FOR THE PARTS
~CLAIM CHECK 135 aBd1

-

PER CUSTOMER, DEALER 3AYS:

-WE WILL CALL ¥YOU WHEN THE COME IN

~THEY ARE ON NATLOMNAL RECALL

L]

CUSTOMER SEEKS:

=¥YD LET FORD KMDW THAT SHE TS HOLDYMG FORDR RESPONSIBLE FOR AMNY DAMAGES

L ]
CAC ADVISED:
— INFORMED CUSTOMER FORD MAY EXPERIENCE A HACK - DROER SITUATION

= INFORMED CUSTOMER PARTS MWANABER CiW PROVIDE MOST CURRENT UPDATES OM PART
DELAYS

=[MNFORMATION HAS AEEN DOCUMENTEQ

OWNMER RELATIONS WOP/RENDAMARKING D9/ 11/98 FANCARTG




asf11/a8 MASTER DWNER RELATIOMWS SYSTEM I 14.21.02

B230TH GRP: XxXD8& CONCERN CONTACT VEH TYPE: CaAR
LOE ANGELES T ZN/TR CONTACT WBR: 1DHAT7ATA OFENED: D4/29/ 1997

VIN: 12¥PT2001L ENGINE: CLOSED: 05/32/ 1897
EEEEFYIEEEES HEEE SN AN I NN IS I REEER A e EEEE - - - C A BB AEEEEESEREERARE==
LAST MAME: STATUS :

TETLE: FIRST NAME: _ MI:

ADORESS :

DITY: NORWALK STATE: 1P;

woue prone: ISR cos. caone:

MODEL YEAR: 80 MODEL : PAOBE

MILEAGE : 150000 wsp:

DEALER NAME: DOWNEY FORD SALES CODE: 171049 PR A D226%
CAUSAL CDDES: 1012 10ka SYMPTONS: 104100

DRIGIN: an TRANS. DST/RGM: 71 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: Q5F15/1997
ACK. CODE: ASSIST CODE: &  AWARD AMT: 100 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIRRATIOM:;

ESP INFD: EXPIRES:

DPEN RECALL: DWHMER NOTIFIED: MICRO:

COMMENTS :

1997 /04 /28

4vx 24 DAYS DUT OF SERYICE www

+u¢ THIS COMTACT IS5 OPEMNED DUE TD OFEM RECALL 96548 & 9ESH9 évs

*ov NAVIS: DRIGINAL *x»

CUSTOMER SAYS:

-#200 DETAINED FROM THE DWMERS MANAL

-NO BAYTIME PHOME AVAILABLE

~wOULD LIKE TO KNOW SINCE WEHICLE !5 INWOLVED IM THE SEATHELT RECALL; IF HE
wOULD EE PROVIDED A RENTAL

-DEALER 15 PROVIDIMG CUSTOMER WITH A LDANER; BUTY CHARGING CUSTOMER A TAX FEE
-WEHICLE HAS BEEN S51TTIHG AT THE DEALER SINCE MARCH 25TH 1897: AWAITING FOR
GEATRELTS PARTS TO COME INTO THE DEALER

T
PER CUSTOMER, DEALER SAYS:

-NO CONTACT
.

CUSTDMER SEEKS:

=REWNTAL COWERAGE UNDER THE SEATEELYT RECALL
=FINAL RESOLUTIOM TD CONCERM

L]

CAC ADVISED:

++*PARTS DELAY COMCERMNtee

-INFORMATION HAS BEEW DDCUMENTED AND FORWARDED TO THE DEALERSHIP WITH & COPY
TO THE REGIONAL QFFICE.

-REODUEST MR JIM JOHNSON (SUST REL MMGR} CONMTAET THE CUSTOMER WITHIN 2
BUSTMESS DAYS +4 «LOANER
COVERAGE 1MFORMATIOM=++

=WND LDANER OFFERED ON THIS PROGRAM.

OWNER RELATIONS VOP/BEMCHMARMING O9/11798 FaXCARTG




0a/11/a8 MASTER OWNER RELATIONS SYSTEM LI 14.21.02

- RECmEsEmaIamEaEDCEmCEEzAmEEEECEICEmSoEEGEECImCCEECSE oL RS R A ——————
9230TH  GRP: XX08  CONCERN CON1ACT VEH TYPE: CaR

LOS MMGEELES T ZH{TR: O CONTACT NBR: 108377RTE OFENED: O&/28/1587

VIN: 1zvrrzoc1 s ENGINE: © CLOSEC: ©05/22/1997

[T F S T ARSI P AR T R E1T I IR R I AR RRNRERILIENREEREY E1 1T TR I TSI TINNTITILEED
1987 /04/ 30

THE SHOULDER BELT RECALL DOES PROVIDE FOR TRAWSPORTATION ASSISTANCE IF PARTS
WEED TO BE ORDERED TO COMPLETE THE RECALL. WE ARE STILL WAITING FOR PARTS TO
COMPLETE THE RECALL. THEY ARE UN HACKORDER AND FORO DDES MOT HAVE A FIRM OATE
FOR SHIPMEMT. EVIDENTLY TREY NEED FaAR MORE THAN WAS ANTICIPATED WHEN THE
COMTACTED THE RECALL HAT LIME ABOUT THE Tax OW THE RENTAL CAR. THEY TOLD US
THAT THEY DO HDT PAY THE TaxX. THEY WILL PAY & MAXIMUM DF %25.00 PER DAY. ME
HAVE LEFT A MESSAGE WITH OUR CS5M ABOUT THE TAX. WE FEEL THAT THIS SHOULD HAT
BE & CUSTOMER RESPOMGIRILITY FOR SUCH A& LOMG TERM PROJECT.

JIM JOHNSOM-SERVICE MAMAGER

1997705/ 12

WE ARE STILL WALTIWG FOR A RESPONMSE FACOM QUR CSM ABOUT THE TAX DN THE RENTAL
CAR. J1M JOHNSDN-SERVIGE MAMAGER

1997/09/ 156

HHHTHIS IS THE CLOSING COMMEMT

C5M HAS AGREED TO PAY FOR THE TAX OW THE RENTAL FOR THIS CUSTOMER ON A ONE
TIME OWLY BASIS. JIM JOHNSDW-SERVICE MAHWAGER

OWNER RELATIONS VOP/BENCHMARKING 09/11/98 FALCARTG




Das1i/98 MASTER DWMER RELATIONS SYSTEM [I 14.21.02

AENEREEFEBEF-—JE - F- - CCECoESISE-ES-_IEEImaaasaaidimmaandianfFSg ipgft I EEFESCEEEESEEEgESETS
aT740OvH GRF: 14 COMCERM COMTALCT VEH TYPE: CAR
NEW 7YORK 13 CONTALT NAR: 10B3BZ3EE DPENED: D5/01/1997

ZH/TR;
YIM: 12VPTIDCTL ENGINE: CLOSED: 052151297
—Ewmoxmammmisa# AEENEgRER T FT RE R R T T T FL FEE T P R R T R SRR R R R T TR TY ]

LAST NAME - STATUS: CLOSED
TITLE: FirsT Nave: IR i
ANORESS -

CITY: STATE: A - m
HOME PHOME : BUS. PHONE:
MODEL YEAR: 90 WMOpEL :

MILEAGE : 48000 wah:

DEALER WAME: NEWINS BAY SHORE FD SALES CODE: 113096 P & k. QZEDS
CALSAL CODES: 1203 10RA SYMPTONS: 104400

ORIGIN: L) TRANS. DST/ROMN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O5/09/{997
ACK. CODE: ASSIST CODE: O AWARD AMT: O SURVEY: ¥ (Y OR W)
BUILD DATE: CALIERATIIM:

ESP INWFO: EXPIRES:

OFEW RECALL: OWMER MNOTIFTED: MICRD

COMMENT S :

19397 /05/01

#+% PARTS DELAY OVER 30 DAYS +=»

evs THIS COMTACT 15 DPENED DUE TO DPEN RECALL 9554E AND 96589 +vs
#=e WAVIS: SUBSEQUENT wes

CUSTOMER SAYS:

- THE DRIVER*S SEAT BELT LOCKED UF DM THE VEHICLE

= THE PASSENGERS SEAT BELT IS JAMMING WHILE RETRACTIMG

- THE PARTS HAS BEEEN CN URDER SINCE 2-325-97

»

FER CUSTOMER, QEALER SAYS:

= THE PARTS ARE ON ORDER AMPD WE ARE WAITING FOR YTHE FARTS TO COME 1N
L ]

CUSTOMER SEEKS:

- TO HAVE THE VEHICLE REPAIRED

= THE STATUS DF THE PART

4

CAC AaDVISED:

=1NFORMAT ION HAS HEEN DOCUMENTED AND FORWARODED TO THE DEALERSHIP WITH & CODPY
IO THE REQIOMAL JFFICE.

~REDLUEST MR. PAY SESSO(CUST. REL MMNGRY CONTACT THE CUSTOMEE W1THIMN 2
BUSINESS DAYS

199705 /14

FANTHIS I3 THE CLOSING COMMENT

PARTS ON HACK DRDER SOPFROWM FOMOCO. DEALER 15 TRYIMG TO 1IN BEST EFFORT TO SATI
SFY CUSTOMER

DWHER RELATI!ONS YOP/BENCHMARKING 08711/98 FAXCARTER




o9/11/98 MASTER DWNER RELATIDNS S¥STEmM L1 14.21.0%
==:=::n---‘l-.---“..l...-ﬂ.-========:;===========::==::'—'—::::::‘:-:--‘I-------
7A96AE GRP: O9 CONCERN CONTACT VEH TYPE: CaAR

CONTACT WER: 1DR3IAB137T OFENED: O5/01/1297

SEATTLE T4 IN/TR: : :
VIM: 12YPT22L9LS ENGINE: L CLOSED: O5/13/1997
EdEEEEEEEEEEREEREFEFS == ambidAd I EEESEEA SN EEEEENFANEEEEEEEEEEEEEN

LAST MHAME: ETATUS‘ CLASED
TITLE, _”“‘ wave: [ i
ADDRESS :

HomE e _’ -
HOME FHOME: BUS. PHOME:

MODEL YEAR: 9D MODEL ; PROBE

MILEAGE: 120000 W50

DEALER WAME: SEEKINS FORD-LINCOL SALETS CDOE: 174542 Pk A: DBE21
CAUSAL CODES: 1Z2RA SYMETOMS - 104100

ORIGIN: GO TRANS . DETIEEH: i | THAMNS. DATE :
SERVICE/SALES: 1 CONTACT DATE: O5/02/1947
ACK. CODE: ASSIET CODE: W AWARD AMT: 0 SURVEY: ¥ LY OR N}
BUILD PATE: CALIERATION:

ESP INFD: EAPIRES:

OFENM RECALL: OWNER NOTIFIED: MICRO:!

COMMEMNTS

1997fﬂ5fﬂ1

sde THIS COWTACT IS OPENED DUE TO DPEN RECALL 96589 «as

#vs TH1SE CONTACT IS QPEMED DUE TO OFEN RECALL 96548 s+

we MAVIS: SUBSEQUENMT +*+

CLSTOMER SAYS!:

= DEALERSHIF ORDERED PARTE FOR RECALL BACK IM JAMUARY, AMD STILL HAS MOT
RECEIVED RECALL WORK.

-

PER CUSTOMER, DEALER 5AYS:

= WE MAY HAWE PUT THE SEAT BELTS IM ANOTHER VEHICLE.

[ ]
CUSTOMER SEEKS:
= RESDLUTIONM TO COKWCERN.

-

CAC ADVISED:

~INFDRMATIOM HAS BEEN DOCUMEMYED AND FORWARDED TO THE OEALERSHIF W1TH A COPY
TO ThE REGIOMAL OFFICE.

~REQUEST MN.ERIC STONMER  (CUST. REL MNGR) CONTACT THE CUSTOMER WITHIHW 2
BUSIKESS DAYS

1957 /05 /08

#¥¥THIS 15 THE CLOSING COMMENT

PER CHRIS AT FORD PARTS WILL RE SHIPPED WITAIN THE WEEK.CULSTOMER MATIFIED BY -
MR CLAXTOM (ASST PARTS MANAGER) 5-2-97_

OWNER RELATIONS VOP/PEMCHMARKING Q8/11/98 FAMCARTG

L




09f11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21._02
l.======--llllll======IIIIItlIkh::::IIII-::::=:===lllll====----q--------------
QORES GRP: REDZ INFORMNATION CONTACT YEH TYPE: CaR
LUNKHDWN 99 IH/TR: CONTACT NER: 1QA3092E3 DPENED: O5/0%/199%
VIN: 1ZVPTZOCAL ENGINE: CLODSED: 0O5/0%/1997
LU R EL L L L e e T T TR h-..—.z:s:-----l::::-----:::::-----...h--:-:.---
LAST NAME: STATUS:

TITLE: FIRST mu:_ n:

ADDRESS:

CITY: STATE: NY Ip:

HOME  FHOME : BUS. PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE: w50 :

DEALER WAME : SALES CODE: P& A:

CAUSAL CODES: 1012 EYMPTOMS ! 1041 0

DRIGIN: G0 TRANS. DST/RGN: TRANS. DATE:
SERVICE/SSALES: 1 COMTACT DATE:

ACH . 0ODRE: ASSIST CDOE: AMARD AMT; Q SURMEY: (Y OR N}
HUILD DATE: CALIBRATION;

ESF INFD: EXPIRESN:

OPEN RECALL: . OWNER WAOTIFIED: MICRD:

COMMENTS -

1a87/05/as

*r: MAVIS: SUBSEQUENT wws
CUSTOMER S5AYS:
= IS THERE A DELAY ON TRE PARTS NEED

L]

PER CUSTOMER, DEALER SAYS:
- NATIDNAL BACK ORLDER

*

CUSTOMER SEEKS:

- COMFIAM PART BACK ORDER TD RERAIR RECALL
.

CAC ADVISER:
= INFORMED CUSTOMER FORD MAY EXPERTEMCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WOST CURRENT UPDATES ON PART
DELAYS

OWNMER RELATIONS VYOR/BEMGHMARKING 09/11/98 FAXCARTG




ocaf11/an MASTER OWMER RELATIOMNS SYSTEM IT 14.21.02
S ssm s AA NN LN NN AR NEEN N EONEN S EE O FF R R =S =5=SF====-=c==S=====================
ADESTH GRP: K417 COMCERN CONTRET YEH TYPE: CAR
PHILADELFHIA 16  IN/TR: Fi CONTACT MBR: 10DB400595 OPEMWED: O5/06/ 1937
VIN: 12¥PT20C3L EMGBINE: C CLOSED: O5724/1937
AN NN EEESEEEEEEFEEEEREENEEEAEEF - I S-S CSEEE S-S S-S EEEEESSEmSESEESCS S S CEEEE=EEE=E=E======
LAST MAME: STATLS:

Yirie: exest wave: " <

ADDRESS:

CITY: ETATE: DE FIP:

HOME PHOME: gus. pHonE: N

MODEL YEAR: MOnEL : PROBE

MILEAGE : 1 WD :

DEALER MAME: CARMAN FDRO. [NC. SALES CODE: 1162149 P &R A: D328
CAUSAL £0RES: 1203 SYMPTOMS: 104100 104000

ORIGIN: 4] TRANS. DST/RGN: 16 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OS/16/1997
ACK. EODE: ASSIST CODE: W AWARD AMT: 0 SURYEY: Y [¥ DR N}
BU] LD DATE: CALTERATION:

ESP INFO: EXFIRES:

OFEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS:

1997 f05/06

ver VEHICLE INVOLWED IN RECALL S554H s4s
wts NMAVIG: DRIGINAL =+==
CUSTOMER SAYS:
- CUSTOMER CALLING RACK REITERATING THE SAME CONCERNS WITH THE SEATBELT
- THE CUSTOMER MAS BEEN WALTING FOR A FEW WEEKS TO HAVE THE RECALL DONE
- HAS HEEM WURKING WITH CARMEN AND WINNER FORD REALERSHIPS AND NEITHER
HAS CALLED HIM WITH INFORMATION ON THE PART THAT IS NEEDED FOR THE
REPATR
-
PER CUSTOMER, OEALER 5SAVE:
- NO CONTACT
-
CUSTOMER SEEKS:
- TD HAVE THE SEATHELT RECALL PERFORMERD
»
CAC ADVISEO:
*+NON-VLC+=CUTHOUND CALL
PER WILLIAM D.:
~ WILL CONTACT THE CUSTOMER WITH [NFDRMATION ON THE PART
18a37/05/07
#48THIS 15 THE CLOSING COMMENT
THI5S 1S THE THIRD TIME 1 HAUE HAQ TO CLOSE THIS CASE IN ERROR, CUSTOMER 1§
AT CARMAN FORD IN MEW CASTLE, DE, MOT WINNER FORD. CUSTCMER IS WORKING W1Th
CARMAN'S SERVICE MANAGER, WILLIAM DUFFY. IN GETTING HER CAR FIAED. CUSTDMER
HAS NEVER BEEN TO THIS DEALERSHIF EVER, FLEASE SEND CONTACT TO APPRUFRIATE
DEALER. THANK YOU.
1997/057 14
TO CHANGE TO SERVICING DEALERSHTP
TO REFLECT SERVICING DEALERSHIP

OWNER RELATIONS VOP/BENCHMARMING 0B/11/98 FAXCARTO

L




a4a; 11798 MASTER OWNER RELATIONS SYSTEM I 14.21,p2
I=:==n==ll.ll::==::l,:lltlI::-::::III-----:I:---I-----:=====ll:-l=====---.-=====.
BoBSTH GHPE: ExaT CONCERN COMNTALT VEH TYPE: CAR
PHILAROELFHIA 18 IMNSTR:  FI CONTACT MER: 1084505535 OPENED: OS5/06/1937
VIN: 1IVPTIOCILSG ENGINE; £ CLOSED: OS/24/1997
NS EECEFFSSE- - pcFEEREC-am -’:::::--..---;---—:-n..-;;:::;------:::::---.
1992/05/17

H¥XATHIS 1S THE CLOSING COMMENT

I cal | ECHE " 1% PARI’i iii WI OUR PARTS DEPARTMENT HAS SENT HIN &
CARD S5TATIWG PARTS ARE IN.

WILL CALL BACK TO LET US KNOW WHEN HE
CAN COME 1MW FOR THE RELT REPLACEMENT

UWNER RELATIONS VOP/EENCHMARKING 09711798 FAXCARTG




a9f11/9a MASTER OWNER RELATIOMS SYSTEM L1 i4.21.02
::Illll::-::::==----.|--.------:-.-..--:---:::=-s-lll;z=====q-|lll====..---|t-
SoHILE GRP: AE0E CONCERN CONTACT VEH TYFE: CAR

HEW YORK 13 ZNSfTR: CONYACT MBR: 108405304 OFENED: QS/0E/ 1997
VIN: !ZVPTEGEEL* ENGINE: € CLOSED: OB/26/ 1997
S L LR EF R B L L e A R e Y Y P EE L S R T T

LAST NAME: STATUS: CLDSEDR
TITLE: IRST NAME: - MI:

ADDRESS ;

cITY: STATE: Ny ZIF: [ ]
HEIME  PHONE : % BUS. PHONE: F

MODEL VEAR: 90 MODEL :

MILEAGE 70000 WSD:

DEALER NAME: PATCHDGUE1{2 FORD SALES CODE: 113101 P& 4: 53828
CAUSAL CODES: 1012 10RA SYMPTONS : 104100

ORIGIN: o TRANS. OST/RGN: 11 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 06704/ 1987
ACK. CDDE: ASSIST CODE: R AWARD AMT: 2 SURVEY: ¥ (Y OR W)
BUILD DATE: CALIBRATION:

ESP 1NFD: EXPIREE:

OFEN RECALL: - OWNER NDTIFIED: MLCRO :

COMMENTS -

1897 /05/06

wrx MAUIS: SUBRSEQUEMNT mxw

rr7 VEHICLE THWALVED IM RECALL 9&500 suss

#4% YEHICLE IWVOLVED IN RECALL G549 vaw

*r= FARTS DELAY OVER 30 DAYE: #was

CUSTOMER SAYS:

- DRIVER AMD PASSEMGER SEAT RELTS HAVE 5TOP WORKING
- PARTS HAYE BEEW DN ORDER FOR THE PAST 2 MDNTHS

- FEELS WERY UNSAFE IN THE VEHICLE

.

PER CLSTOMER, OEALER SAYS:

= PARTS ARE ON DORDER

.

CUSTOMER SEEKS:

- RESOLUTIAUN TO CONCERM

[ 7

CAC ADVISED:

= INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALERSHIP WITH & COPY
T2 YHE REQIDNAL OFFICE.

-REQUEST ME. GREG {CLUST. REL MMGR/ SVYC MNBR) COMTACT THE CUSTOMER WITHIN 2
BUSINESE DAYS

OWNER RELATIONT VOP/RENCHMARKING O8/11/89R FAXCARTG




odf11/98 MASTER OWNER RELATIONS SYSTEM 1! 14.241_0D2
L LRl A Tl LI Rl RN RN ITIRITIT RS ELTI HII Tt i Rttt i i iRl il FI R rFE R I NI T EFIEETET ]
9EAILS GRP: AXDE COMECERN COMTACT YEHM TYPE: CAR

MEW YORAK 13 ZH/TR: 1 CONTACT NBR: {0R4A0S304 QPFENED: OS5/06/1927
VUIN: iZHPTEﬂCELEh EMGIMNE: C CLOSED: OBf3E/1997
R R e E el ] e el B EE i s a2 T 1 133 R IR R R R RY Il F AR - F F T B FE T ETF T R
129705411

wek MAVIER: SUBSEQLENT *%w
CUSTOMER SAYS:

~SEATBELTS HAVE NOT BEEW FIXED CAR HAS BEEN AT BEALEREHIP SINCE FEBRUARY
-

FER CUSTOMER, DEALER SAYS:
-FARTS ARE ON BACKORDER

L}

CUSTOMER SEEKS:

-REFAIR OF SEATBELT

-

CAC ADVISED:

- THFORMED CUSTOMER FORD MAY EXPERIENCE A HACK - ORODER SITUATION

- INFORMED CUSTOMER FARTS MAMWAGER CAN PROVICE MOST CURRENT UPODATES ON PART
DELAYS

199706/ 19
A¥¥THIS IS THE CLOSING COMMENT

OWWER RELATLONS VOP/BENCHMARKING ODE/I11/98 FAacaR1es




a5/ 11/98 MASTER DWHER RELATIONS SYSTEM 11 14.21.02
==---.---.-Ill----===t------iII-----Iﬂ===========st-l'lllllll=ﬂ-l============:l-l.l.l
7797C5 GRP: XX05 CONGERN CONTACT VEH TYPE: CAR
WASHINGTON 27 2N/TR: ©A CONTACT NMBR: 10R4S4487 OFEMED: 060271987
WIN: yzvrT2 1uaLs ENGINE: U CLDSED: 0&6711/1857
EFFFEEEITIXI SN EreadSEEEEESEEEER=---c=—=——————-—-—xzshiliERAEARAEEEEETYSN
LAST NAME: STaTuS: CLAOSED
TITLE: FIRST MAME: - MI:

ADDRESS:

ELITY: REHOAOTH BCH STATE: _[P: —
HOME PHONE: [N BUS. PHOME:

MODEL YEAR: 20 MODEL FROAE

MILEAGE: 5000 WSO:

DEALER MAME: BOULEVARDAUTD SALES SaALES CODE: 127523 P& A D258
CAUSAL CODES: 1203 SYMPTOMS : 11008 100

CRIGIN: GO0 TRANS. DST/RGH: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: OG/0474887
ALCK. CODE: AS51ST CODE: W AWMARD AMT: O SURVEY: ¥ [Y DR NI
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CPEM RECALL: CQWHER MOTIFIED: WICRO:

COMMERTS:

1997/04/02

vy THIS COMTACT 15 QFEMED DUE TO COPEM RECALL 96548 & 96598 wws
ke MAVIS: SUBSEQUENT wos .

CUSTOMER SAYS:

=%HE NRDERED THE PART AT VENTERS FORD FOR HER SEAT BELTS THAT ARE ON RECALL
oW 13/} 156/96

=THE PARTS WERE DM BACK DORDER

-vENTERS FORD NIODN*T HAVE THE PARTS AFTER THE HOLIDAY

=THE SEAT IS JAMWED 1K & LOCKER POSITIOM HALF wWAY ONW THE DRIVERS SIDE

-HER VEHILLE cUY AFF ON HER WHILE DRIVING SHE HAD TO HAVE 1T TOWED TO

HASTING FORD

-HASTIKG'S FORD SATID [T WAS DUE TO YEWTERS FORD WOT DISCOMMECTIMNG SEAT HBELTS
FROM THE BATTERY

-HASTING'S INSTALLED THE BATTERY AND DISCONMECTED THE SEAT BELTS FEOM THE
BATTERY

-
PER CUSTOMER, DEALER S4Y5;
-WENTERS FORD-THE PART [5 NDOW IN FOR THE RECALL

L

CUSTOMER SEEKS:

-WANTS RETMBURSEMENT FROM THE BATTERY S5HE HAD INSTALLED AMD THE TDW
-RECALL WORK FERFORMED

"
CAC ARVISED:
-1INFORMATION HAS BEEM DOCUMENTED AND FORWARDED Ta THE DEALER

~REQUEST MR.TJARK BATEMAMICUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

=REFERED TO VENTERS FORD DEALERSHIF FOR REIMBLRISEMENT

OWNER RELATIONS WOP/FAENCHMARKING ©039/11/98 FAACARTG

L




oaf11/ag MASTER OWNER RELATIONS SySTEM 11 14,21.083
I-=====l===III-lI=====I=lIllll:=—'==l=l'liI----=:==:-ll-.-..::::.—:;:--l::::::;:-:-:
TI9TCS GRPF. XAD5 COMCERN COWTACT VEH TfPE: CAR
WASHINGTON 27 INFTRY CONTACT NBR: {0B494487 DPENED: oBfo2/ 1997
V1N: 12WPT21U9LS ENGTME - Ut CLOSED: D8f11/16997
SEEFEIINANsE RS EEEEEEs N R l:l:::=-:'l.j.-----:--:I---.:n:::[:...h’::::‘:.
19aT/06/04

HesTHIS IS THE CLOSING COMMENT

CALLED CUSTOMER,JUST WMOVED FROM N.C.,TO0 DE AND WE ARE GOING TO PERFORM RECALLS
FOR 5Bk BELTS AND SUBMIT BEILL FOR DEAD BATTERY ODUE TO SEAT BELT HAWGLNG LR,

OWNER RELATIONS wOP/BENCHMARKING 09/11/98 FAXCARTG




agsjfi1/9a MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEENEEFEEEZIEETEEFENCSEE S CSFC S F S-S CSFSRIC-SS@- oS-SS CSE S S S S A S PSS SN INEF=EF==SEICSETC-EN
TESI0A SRP: 17 EONCERM COMTACT WEH TYRPE: CaAR
CINCIWWATIL 47 PHSTR: €14 CONTACT HBR: 10BS77251 CPEWED: DB/23/1997
WIM: tzvrT2 UL S [ ENGINE: U CLOSED: D770/ 1997
LAST RWAME: STATUS: CLOSED
TITLE: FIRST WAME: - I :

ADORESS :

CITY: GREENWOBD STATE: N zir. [
dome pHoNE: BLUS. PHONE: F

MODEL YEAR: 114} MODEL :

MILEAGE 1 W50

DEALER NAME: SHARPF FORD SALES COOE: 147025 FB A D474
CAUSAL CODES: 1012 2BO1 0408 SYMPTOMS : 104 100

ORIQIN: an TRANS, DST/RGBN: 4T TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D7/03/1597
ACK. CODE: ASSIST CODE: ¥ AWARD AMT: 318 SURVEY: ¥ (¥ OR N)
HUTLD DATE!: CAL IBRATIUN:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER NOTIFIED: NICRO:

COMMENTS :

1997/0B/23

v+ PARTS DELAY QOVER 30 DAYS +=+

44 YEHICLE INVOLVNED IW RECALL ABSHD 44w

#ws UYEHICLE INVDLVEN IN RECALL JBE54E ++=

dbe MAVIS: SURSEQUENT +&+

CUSTOMER SAYS: MOTHER CALLING:

-B0OW FROM DEALERSHIP [HD HAMES)

-CALLED DEALERSHIP TH DECEMEER 1998 WHEW THEY RECEIVED THE RECALL LETTERS
=THEY KEEP SAYIMNG THE PARTS ARE ON EACKORDER BUT IT HAS BEEN 51X HONTHS
~ALREADY HAD TO REPLACE THE WHOLE TRACW ON THE DRIVER*S SIDOE AT HER EXPENSE
=NOW THE SEAT GELT DN THE FASSENGER SIDE WILL WNOT MOVE IH THIE TRACK

~WAMTS RECALLS FERFDRMED AND REIMBLRSEMENT FOR WHEW SHE HAQ T3 PaAv FOR REPALIR
[ ]

PER CLISTOMER, DEALER SAYS:

~N0 CUREENT CONTACT

L ]

CUSTOMER SEEKS:

-RECALLS PERFDORHED

~REIMAURSEMENT FDR PAID REPALR

.
CAC ADVISED:

-INFORMATION HAS BEEN DDCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. RICK GRUBES (CUST REL NNGR) TD CONTACT THE CUSTOMER W!THIN 2
BUSINESS DAYS

1997706724

DLR SERV MANAGER ATTEMPTER TO CALL CUSTOMER 16:33, OB/24/1997 AT 247-885-5124
HOWEVER THERE WAS NO ANSWER

THAKK YOu RICK 4RLEAS SERVICE MAMAGER

OWNMER RELATIONS VOP/BENCHMARKING D09/11/98 FAXCRRTG




oas11 /98 HASTER OWHER RELATIDMS S5v5STEM I] 14_21.02
=---....;..=I==l.‘.:_‘l....I.-=====-.:I..-.IIE::::::::II..‘..HB==I==========B--------
rd=1-1= 11131 arp: 17 CONCERMW COMTACT VEH TYRE: CAR
CINGCLNMATY 47  ZN/TR: _C1 CONTACT NBR: 108%772%1  OPENED: D6/23/1947
YIN: szup-r:mu_a_ ENGINE: U CLOSED: o7/ 1071987
—rr e x——AAEASEEETI=-Z====—E=x3 N .-——I:======:I-----II=========l==l---l-h..--l=lﬂ==-
1997706/ 26

DLR SERY WANAGER CONTACTED MR FAYEY Q627,97 AT APROX 10:30 AM, ! HAVE ALSD
CONTACTED REMEIW WHD SUPFLIES THE PARTS FOR THE FACTORY RECALL. ! HAVE FDUND
THAT DUR RECORDS SHOW PARTS WERE ORDERED if227/a97, HOWEVER REMKIM STATES ORDER
HEVER RECIEVED?7? FARTS ARE WOM ORDERED. THE SHOULD AE HERE IN ¥ TO 3 WORKING
DAYS, AT THAT TIME I WILL EXPEDITE ANG PRIORITIZE THE REPAIR AND SUBMIT CUST
PAID HECIEPTS AT THAT TIME. MR PAVEY 15 AWARE OF ALl AND SEEMS SATISFIER THUS
FAR THANK ¥DU RICK GRUBEBS SERV MaNAGER
199706/ 30
DEALER SERVICE MAMNAGER aWAITS SPECIAL ORDER PARTS TD COME TN, EXPECTED TUE. [1]]
wED oT/01, OR 97703, AT THAT TIME I WiIlL CONTACT CUSTOMER AND EXPEDITE REPAIR
THANK ¥OU RICK GRLEAS
199707701
O7/02/1987, DEALER SERVICE MAMAGER AWAITS SPCL DRDER PARTS, WILL CONTACT CUST
AS SHOM A5 PARTS ARRIVE THANK YOU RICK GRUEBBS
1997/j07/02
SPECIAL OROERED PARATS ARE NDW HERE, I CALLEDR cUSTOMER AMD LEFT M3G WITH SDN
FOR MRS PAVEY TO RETURM cCALL. IM ATTEMTING TO MAKE AFPRFT FOR TOMM. 7/03797 TO
INSYALL PARTYS AND PUT THIS TO FIMNAL REST. ALTERMWATE TRANSPORTATION WILL BE
OF FERED. THANK YDU RICK GRUBES SERVICE MANAGER
1997/07/03
FENTAHIS IS5 THE CLOSING COMMENT
CUSTOMER HAS BEEN ADVISED UNIT IS READY FOR PICK UP
THAMNE YOU
RICK. GRUBES SERV MAMAGER

OWNER RELATIONS VOP/BENCHMARKING 09/11/48 FAXCARTG




0%/11/98 MASTER DOWHER RELATIOMS SYSTEM 1T 14.21.03
llII-=====l=IIIIIIllF=======h-l--l'llIl========:--IIIlllr============:-t.------:::
OOETHG GRP: AX0S CONCERN CONTACT VEH TYPE: CAR
MEMPHIS 21 IN/TR: CONTACT NBR: 10B5ET198  OPENED: OF /2541997
VIN: 1zup121ua|.* ENGINE: U CLOSED: 07/03/1997
IIIII;====::---l--ll---=====--tll...lI-==I========:=t'llllllllu:I:::::::::::-------
LAST MWAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS -

CITY: STATE:

HOME PHONE : % BUS. PHONE :

MCDEL YEAR: MODEL - PROBE

MILEAGE: 20000 W50 :

DEALER HAME: BDBE MALONEY FORD-ME SALES CDDE: 123220 P B A: D5227
CAUSAL CODES: 1207 1204 SYMFTOMS : 104 100

ORIGIN: GO TRANG. DST/RGN: 23 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OB/25/1997
ACK. CODE: ASSIST EDDE: R AWARD AMT: D SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRD :

COMMENTS :

1697 /06/25

wihr THIS CONTACT 15 OPENED DUE TO OPEN RECALL 96348 8 35599 »ua+
v NAVIS: SUBSEQUENT www

CUSTOMER SAYS:

- [ AM VERY UPSET WITH FORD

- I AM CURRENLTY RECORDING OUR CONVERSATION

~ THE DRIVER‘'S SIDE SEAT BELT IS CDMPLETELY GOME. THE RIGHT OMNE IS5 OKAY

= I CANM'T BELEIVE THAT IT IS GOING TR TAKE THIS LONG TO PERFORM A RECALL
.

PER CUSTOMER, DEALER 3SAY3:
- IY 15 GOIKWE TO TAKE Twl MONTHS

L]
CUSTOMER SEEKS:
- TO HAYE RECALL PERFORNED

L

CAC ADVISED: -

-INFDRMATION HAS HEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REOUEST MR. SHERMAM M{ COOL[SVC MNGR) TO CONWTACT THE CUSTOMER WITHIN 2
BUSIWESS DAYS

vee(0BC MADE TD RENKLIM RECALL INFORMATION: RAIL AND MOTOR AS FAR AS THEY KNOW
ARE NOT ON AACKORDER

vra0AC MADE TO DEALERSHIP SPOKE TO SHERMAM McoODl, SERVICE MAMAGER

- CUSTOMER WEVER CALLED TC BRIWG WEHICLE IN

1997/08/16

SHNTHIS IS THE CLOSIMG COMMENT

CALL CUSTOMER AND HAD PARTS IW 5TOCK TO DO RECALL 0N SEAT BELTS. TOOK CLUSTOMER
HOME AND HE WILL RETURM TOOAY TO PICK UP CAR.

OWNER RELATIONS vaP/BENCHMARKIMG O03/11/9%8 FAKCARTG




nas 11,38 MASTER OWNER RELATIONS SvSTHM LI 14,21.032
AEAE=-—-=—-—ImiAEFs-====-WEEFESSSSC-cismkdBSCE=====:am J-.-==zz===xhdEF =S Z=S===S=Sxam
BITICA GRF: axd COMEERN CONTACT VEH TvPE: CAR

KANSAS CITY a3 INS/TR; At CONTACT NEBR: 108L941HT OPENEDR; 0B/28719%7
VIN: 12vpT20c4L s I ENGINE: C CLOSED: 07/04/1997
EEEEEE=====E& I-H=====I-!IllIl-====n--IIIIIF'II======:lIll-l=:======:-.---,n----:

LAST MAME : STATUS: CLOSED
TITLE: rrst nName: [ -

ACDRESS:

CITY: MISSION STATE: TP:

HOME PHOME : BUS. PHONE:

WODEL YEAR: MODEL : FROBE

MILEAGE: ZE00 WED:

DEALER WAME: SHAMMEE MISSION FOR SALES CODE: 133040 P B A, 05325
CAUSAL COBES: 1209 2012 SYMPTOMS : 104 100

ARIGIN: GO TRANS. DST/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OG/F27/1997
ACK. CODE: ASSIST CODE: W AWARD AMY: 0 SURVEY: ¥ (¥ OR M)
BUILD DATE: CAL1ERATION:

ESP 1NWFO: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1997/08/26

wes THIS CONTAET OPENED DUE TD ONFP 96548

wes POSSIBLE 12712 SERVYICE PART COVERACE =+« REFAIR DATE: 3/4/97 MILEAGE:
12470

—ev NAYIS: SUBSECUENT *»¢

CUSTOMER SAYS:

- CUSTOMER IS CALLING BACK IN REGARDS TD THE RECALL

- THE DRIVERS SIDE SEATEELT IS5 NOT WORKING FRDPEALY

- a/4/97, 32,470 MILES, DEALER PERFORMED THE RECALL FOR THE DRIVERE SIDE HACK
-THE PASSENGER SIDE HAS NOT BEEN PERFDRMED YET (RECALL 35548)

- CUSTOMER DPTED MOT YO ERINMZ THE WEHICLE TO HAYE THE DRIVERS SIDE REPALRED
UNTIL ALL PARTS ARE INM

L ]

FPER CUSTOMER, DEALER SAYS:

- 31997, THE RECALL D5S548 PARTS ARE ON BACK ORDER

- 514987 DEALER STATES THAT THEY wILL LDOK INTO THE PARTS DRDER

- WD CURREWT COMNTALT

[ ]

CUSTOMER SEEKS:

- wOULD LIKE TO HAVE THE DRIVER*S SEAT BELT FIXED AND THE PASSENGER E1DE

[ ]

CAC ADVISED:

RE: 13f12 WARRANTY DN RECALL 96599, RECALL ©E6548 STILL OPEN.

- INFORMATION HAS BEFN DOCUMENTED ANC FORWARDED TOD THE DEALER

- REGUEST MS. JEWMWIFER HUTTOM ({CUST REL WNSR) TO CDMTACT THE CLSTOMER WITHIM
2 BUSINESS DAYS

1989/06/27

##ATHIS 15 THE CLOSING COMMENT

I LEFT A MESSACE FOR CUSTOMER TO CONTACT ME ANG THAT 1 HAWE THE PARTS TO
COMPLETE THE RECALLS UM HER WEHICLE AND THAT WE COULD SET UP AN APPOINTMENT
PLEASE CALL} ||

OWMER RELATIDNG VOP/BENCHMARKING 08/11/9B FAXCARTG




o9/11/98 MASTER OWHER RELATLONS SvSTEM |1 142102
EBEdS-—=—=—=—c--c--c-c--ArzhxAadAEEE I I NERNAGERE eSS ES=SSSSSSSSacSSS=S===S===S=s=s===xx=sx=cxahRES
G108y GRF: Knid COMCERN CONTALCT VEH TYPE-: CAR
ATLANTA 21 IN/TR: E3 CONTACT NHR: 108587353 OFENED: DEF2471997
VIN: 1zvpTzocoLcHEN ENGINE: © CLDSED: OF/0B/1997

EEEEEEESEEEZHFS S -S====c-Cc- - -cS-co-Soc--ao-xneEEEkEcaSESEEER

LAST HAME: 5TATUS:
TITLE: FIrsT Nave: [ »
ADDRESS -

CITY: CARY STATE: P
HOME PHONE ! _ HUS. PHONE:
MODEL YEAR: MODEL:

MILEAGE: 122000 w0

DEALER MAME: CROSSRDADS FORD, [N SALES CODE: 121028 P & A: [EWRIE
CAUSAL CDDES: 1203 SYMFTOMS . 104100

DRIGIN: ao TRANS. D5T/RGM: 21 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O7F/F01/1887
ACK. CDDE: ASSIST CODE: D AMARD AMT: O SURVEY: N [¥ OR M)
BULLD DATE: CALIBRATION:

ESP INFDO: EAPIRES:

OPEN RECALL: OWKWER WAOTIFILED: MIERO:

COMMEMNTS @

1997 /06 /24

44+ YEHICLE INVOLVED TH RECALL 96595 95548 wer

wer MAV1IS: DRIGINAL &ws

CLUSTOMER SAYS:

- THE CUSTOMER JUST REGCEIVED A REMINDER CARD CONCERMING THE SEATBELT RECALL
= SHE HAS BEEN TRYIMG TD GET THIS DONWE SINCE NOVEMBER 1996

L

PER CUSTOMER, DEALER 5SAYS5:

- TW THE PAST THE DEALERSHIF HAS TOLD THE EUSTOMER THAT THE PART IS MWOT YET
AVATLABLE

- TODAY THEY TOLD THE CUSTOMER THAT TIIERE 1S WO RECORD QF HER OROER AT TEW
DEALERSHIP

L]

CUSTOMER SEEKS:

- TO GET HER SEATEBELT RECALL PERFORMED
*

Cal ADVISED:
= INFORMAT1ONM HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

- REQUEST MR. KEW KIMCAID CUST REL MWGR TO CONWTACT THE CUSTOMER WITHINW 2
BUSIMESS DATS

199T/08/27

contacTED custameR oN 6-26-97 AND SHE INFoRMEC | -av sue wap TaLkeo
TO SOMEONE AT THE DEALERSHIP AND PARTS WERE ON DROER FOR HER VEAICLE, BUT SHE
COULD MOT REMEMBER wWHO S5HE HAD TALKED TO., ANOTHER CALL WaAS MADE DN &-27-47
AND 5HE WILL BRINS HER VEHICLE TO THE DEALERSHIP TO BE CHECKED S0 THAT THE
CORREET PARTS CaN BE ORDERED FOR HER YEHICLE

1997 /07 /01

A¥¥THIS 15 THE CLOSIMNG COMMENT

CUSTOMER WAS TD COME T THE DEALERSHIP 50 THAT THE CORRECT PARTS COLULD BE ORDE
RED FDR HER WEHICLE BuT SHE GI1D NOT SHOW,

OWNER RELATIONS VOP/BENCHMARKING 03/11738 FAKCARTG

e




g3/11,/98 MASTER OWNER RELATIOWS S¥STEN 11 14_21 .02
-.l----‘;:=======:-t-.....'FF==:===========......'J'|==—================-’-....
Q14088 BRP: 17 CONCERNM COMTACT YEH TY¥PE:' CAR
MEMPHIS 23 zwm:ﬁ CONTAGT NBR: 108731195 QFENED: O7/3171997
vIN: 1ZVRT2OCOLS ENGIME: C CLOSED: 033113199?
E======camnml =E===c==—n=—aasmmsddBFEEFEN AR -_ - - - - - C-CC--EEEEmdbhabAEEEEENEEEIZSCSS
LAST NAME : TaTUS: CLOSED
TITLE: FIRST NAME: -::

ADDRESS:

C1TY: STATE: H iIF‘:
HOME PHONME : BUS. PHOME:
MODEL YEAE: MODEL @ PROBE

NILEARE: ToODo wSD:

DEALER NAME: ALEXANDERFORD, LINC SALES CODE: 123136 F & A: DSEES
CAUSAL CODES: 1215 EYMPTOMS: 104 100

QRIGIN: Go TRANS. D5T/FRGN: 23 TRANS, DATE:
SERVICESSALES: 1 CONTACT DATE: O8F01/1997
ACK. CODE: ASS1ST CODE: W AWARD AMT: 0O SURVEY: N {¥ DR N)
BUILD DATE: CALIBRATIDNM:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER WOTIFIED: MICRO:

COMMENTS -

194T/07/31

##x VEHICLE IKVDLVYED IN RECALL BBES9D #»-+

wet YEHISLE INVOLYED IN RECALL 95548 ws+»

wor NAWIS: ORIGINAL &+

CUSTOMER &

-CALLER HE IS THE DRIVER OF THE VEHICLE, wHICH I% TITLED TO HER
FATHER,

-BROUBHT WEHICLE IMTUO DEALERSHIF FOR SEAT BELT RECALLS, GOT VEHICLE HBACK
7/90/87, THEY HAD HER CAR FOR 3 1/ wEEKS AND GAVE HER A LOANER VEWMILLE, BUT
WHEM SHE WENT TD PICK IT BACK UP THE REPAIRS TO THE PASSEWGER SIDE ARE NOT
DOME, AND THE DEALERSHIF I% TELLING HER SOME 0OF THE PASSENGER SIDE PROBLEM IS
MDT PART OF THE RECALL

=ShHE ADVISED OEALERSHIP TH Fli PASSFEFNGER SINDE EVEMN !'F 1T [S NOT PART OF

=SME PICKED THE VEHICLE UPF AFTER SERVIGE DEPARTMENT ROURS 50 SHE DID WOT
RECEIVE AWY PAPERWORK, S0 SHE'S5 NAOT SLURE IF THEY DID ANY WORK DN HER CAR AT
ALL

[ ]

FER CUSTOMER, DEALER SAYS:

-THEY CANNOT HBE SURE IF ANY WORK Wa%S DOME OR NOT OW THE VEHICLE; SAIO ND DNE
WAS AVAILABLE TO HELP CLSTOMER AT TIME SHE CALLED

L}

CUSTOMER SEEKS:

=T KWOW IF ANY WORK WAS DONE ON HER YEWICLE

=TH KNOW IF THE RECALL WORK WAS ACTUALLY COMPLETED

-TO SPEAK W'TH SOMEOME IN SERVWICE ABOUT HER WEHICLE

L 3

CAC ADVISED:

RE OPEN RECALLS:

~INFORMATION HAS BREEN DOCUMENTED AWD FORWARDED TO THE DEALER

-REOUEST MR. BOB NEWG (3VE MNWGR) TO COMTACT THE CUSTDMER WITHIN 2 BUSINESS
DAYS

OWNER RELAT1ONS VDOP/BENCHMARMING 097117808 FAXCARTG




o9/11/98 MASTER DWMER RELATIONS SvSTEM 11 14.21.02
R eSSt £ R A B E R R R R R EE - R RETLEFFRLDEREELEIEEEEEEE RN EY EE )]
01 A0KEB GRE: 13 COMCERM CDNTACT YEH T¥PE: CAR
MEMPHIS 23 INSTR: CONTACT MBR: 108731135 OPENED: Q773151997
VIN: 1ZVPT2000LS ENGINE: © CLODSED: DBF11/19287
EEFEEEEEE S AN A S SN T NN N EEEEEEckEAEES - xTExREC-o-o=- - - CSxX =SS S-S S-SR OEFEN IS AR EEENcsdBEENE=
1687 7087 0d

#XETHIS I35 THE CLBSING COMMENT

ASM JEFF FORD TALKED TO CUSTOMER vIA TELEPHOME B/1797. ALL RECALLS HAVE BEEN
COMPLETED ON HER WEHIECLE AND AND ADDITIONAL REPAIR TO ONE SEAT BELT WAS ALSD
CONPLETED OM CUSTOMERS AUTHORTZATION. ACCDADING TO THE CUSTUMER ONE OF THE
SEATRELTS 15 MNOT WORKING AS SHE THINMKS IT SHOULD, CUSTOMER HAS BEEN ADVISED
TO RN THE VEHICLE BACK BY DEALERSHIFP AT HER COWVIENWCE AMD WE WILL CHECK FDR
PROFPER DPFERATION. WO FURTHER ASSISTAMCE NWEEDED AT THIS TIME.

OWMER RELATIDONS VDP/AENCHMARKINAE @9/711/88 FAKCARTG




gaf147an MASTER OWMER RELATIONS S»5TtM 11 14,34.02
::===-lllI!8====-:--l-l-===---.i|ﬂ-ll:::::::lll::::::_.:J aEKIdz :=s=====RAENEF=======mH
AS71TC GRP: X107 CONCERM COMTACT YEH TrPE: fAR

MEW YORK 11 ZH/TR - CONTACT NEBR: 10BT{GEGH OFEMED: B8/ 124 1997
VIN: 1zu|=121u5|.* ENGINE: U CLOSED: 08/27/1a97
ER=—=———EEEEEN ——— [ S T F T 1T 1] I.III=====:llllll::::=:::llll‘l:======ttl.l-$=====
LAST MAME: STATUS: CLOSED
TITLE: F1rsT nave: [ WI:

ADDRESS:

CITY: STATE: Hp: -
HOME FHOMNE m BL5. PHOME:

WODEL YEAR: IMIDEL : PRDEE

WILEAGE - G5000 WsD:

DEALER MAME: COUNTRY FORD LTD CALES CORE: 1130E2 P B A: [DABSG
CAUSAL CODES: 1203 SYMPTOMS: 104100

ORIGIN: an TRAAMS. DST/RGN: 13 TRAMWS. DATE:
SERVICESSALES: 1 CONTACT DATE: 0B/13/1887
ACK. LDDE. ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y DR M)
BUILD DATE: CALIBRATLION:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

1997 /08 11

CLSTOMER SAYS;

- JUST PURCHASED A 90 PROHEE

- THE SEATBELTS ARE HOT WORKING

- WAS TOLD HY THE DEALERSHIP THAT IT WAS A RECALL

PER CUSTOMER, DEALER SAYS:
- YEHICLE !5 INWVOLVED TN & RECALL

L]
CUSTOMER SEEKS:
= RECALL TNFORMATIONM

CAC aARVISED:
-NEED VEHICLE I[DENTIFICATION MUMBER

ewMEXT CSR CLSTOMER TO CALL BACK WITH THE ¥EHICLE IDENTIFICATION NUMBERs»
1997 /08/12

TAIS CONTAGT 15 AN UPGRADE OF CONTACT MUMBER 108765632

tvw VEHICLE INUOLYED IN RECALL Q6599 se«

s YEHICLE INVOLYED 1M RECALL BGSA4E ==«

CUSTOMER SAWS:

=CALLBACK

-ARE THERE ANY RECALLS DN THIS VEHICLE

L
CUSTOMER SEEES:
RECALL TNFORMATION

-
CAC ADVISED:
-1HFORMATION HAS BEEN DOCUMENTED AMD FORWARODED TQ THE DEALER

~REQUEST MR.PETER whITCOME {SWC MNGRI TD CONMTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

CONTAGCT L[5 UFDATED HY S¥WSTEM

OWKWER RELATIONS VDP/BENCHMARKING O8/11/98 FAXCARTG




09/ 11799 MASTER OWMER RELATIONS SesTEM |1 14.24 .03

:==:=ll||.l.l---.&ll=I.Iﬂ-----=:===:.I.IEII::::::l'::tll::_‘_‘_‘:.ﬂlII:-::::.....::::::.
A571TC GRF: AROT CONCERN CONTACT VEM TYPE: CaR

NEW YORK 13 2N/TR: CONIALT NBR: 1087705651 OPEMED: QRA12/71897

YIN: 1Z¥PT2 1UGEL ENGINE: U CLOSED: ©B/27/71397

:::.ﬂl.l.I===:llII-'.-----n---------===-_..=.-‘-::::=.Fll.tt:====----:’===F=.‘...=
1997/08/ 14

FHATHIS IS THE CLOSING COMMENT
LONTACTED CUST SET APDINT TO HAVE RECALLS BRERFORMED
DAVE REID
199?fﬂﬂf1ﬁ
*2¢ MNAVIS: SURSEQUENT 4ws
CLUSTOMER SAYS:
= CALLTNG BACK:
- THE CUSTOMER TODOK THE YERICLE IN FOR THE SEAT BELT RECALL

]
FER CUSTOMER, DEALER SAVS;
- THE PART IS DUT OF 5T0CK (FOR THE DRIVERS SIDE] AMD IT WILL TAKE SEVERAL
WEEKS TO GET THE PART - SERVICE NOD NAME
-
CUSTOMER SEEKS:
- TR GET THE PART FASTER
»
CAC ADYJTSED:.
= DEALERSHIP 15 THE BEST PARTS RESOURCE
= MR STEVE ALL [PARTS NGR) OR DAVID RELD {SERVICE MAWAGER) T5 IN THE HEST
POSITION TO ASSIST YOu.
TEAM LFADER Caf
CUSTOMER RECONTACTED CAC AND INDICATES THERE IS5 NO RESOLUTTION.
PLEASE 00 NOT CLOSE COMCERN CONTACTS UNTIL THE SITUATIDN HAS BEEN RESCLVED.
PLEASE PROVIDE THE FOLLOWING CLOSING COMMINTS:
TYFE OF REPATR.
WHAT WAS THE FINAL RESDLUTION DF CONCERN?
THANK y0Ou
1897 MO8/ 20
#HATHIS 15 THE CLOSING COMMENT
ATTN, ANALYST GCARTER THIS CUSTOMER WAS CONTACTED AND FXPLAIMED PROCEDURE
FOR RECALIL 98599, RECALL 95548 AND THAT PARTS MIGHT HAVE T0 BE DRDERED AFTER
INSPECTION PROCECURE. CONTACT GLOSSED A5 PER PROCEDURE . UPDN CONTACT TH
REMCIN WE WERE INFORMED THAT THEY HAVE A BACK DRDER PROBLEM OW THIS PART
THIZ !5 NOT A OEALER PRDOHLEM, " WERE IS5 COMPANY STAMDARD # A =

s sCOMPANY SUPPORT MATERIALS AWD ADEOLATE PARTS WILL BE AVAILABLE PRIOR
TO DEALERS SELLING A NEW VEHICLE OR THE COMPANY ANMOUNCING & RECALL vwev

OWMER RELATIONS VOP/BENCHMARKING D3711/98 FALCARTG




09711/9B MASGTER OWHNELE RELATIDNS S5ySTEM 11 14,.21.02
EFIEC P EEEE T EEE S NN IS ENE RSN TARRITIELAE s BNl rod . -=-_ oS-SS =S=S==So=SS=-==-mAN=-==
BRQ3TT GRF: 14 INFORMATION COMTACT YEH TYPE: CAR
PHILADELPHI A 18 IN/TR: C1 CONTACT HBR: 109037847 OPENED: 1073071397
YN TIYPTIILOLS

ENGINE: W CLOSED: 10/30/1997
:::::::::::-::::-:::1:::::!zn::..-.....-:.l--:..-.:g-...:,:g.::::, —————————

LAST MAME: STATUS: CLOSED
ADDRESS;

AL fus, pron: : INGEE— -
rone prone: RS PHONE

MODEL YEAR: &0 MCODEL : PROBE

MILEAGE: BEAOD Wil

OFALER MAME: POTTER & HTLLMiN FD 5ALES CODE: 115445 FEA: D1274
CAUSAL CODES: Q407 1104 1207 SYMPATOMS: 104100

DRIGIN: &N TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: % CONTACT DATE:

ACKH . CORE: ASSIST CODE: AWARD AMT: O SURVEY: (Y OR N)
BUILD DATE: CALTBRATION:

ESPF INFO: EXPIRES:

OPEN RECALL: - DWMER WOTIFIED: MICRO:
COMMENTS :

1997/ 10730

wxx NAVIS: SLESEQUENT wex

CUSTOMER SAYS:

~OUR DEALERSHIP KEPT OUR CAR FOR THE SEATBELT RECALL -95505

-THEY WERE KINO ENOUGH TO PROVIDE A LOAWER CAR UNTIL THE REPAIRS CAN BE MADE
=CAN FORO HLEF US WITH THE CDLLISION COVERAGE OM THE LOAMNER?

~THE DEALERSHIP S5TAFF HAVE JEEN FRIEWDLY, HELPFUL AND KMNODWELDGEARALE

-THEY HAVE GOME DOUT OF THEIR wWAY TO HELP US

FER CLUSTOMER . DEALER SAYE:

-DUE TO PARTS DELAY WE WILL HAVE TO KEEP THE CAR UNTIL MARCH OF 1993
=wE MWILL PROVIDE A LOAMER UNMTIL THEN

L
CUSTOMER SEEWKS:
~FINANCIAL ASSISTANMGCE FOR COLLISION COVERAGE

CAC ADVISED:
- WARRAMTY HAS EXPIRED
= FORD WILL NWOT PROVIDE FIWANCTAL ASSISTANMCE TQ THE CQST OF THE REPAIR

OWHER RELATIONS VOP/BENCHMARMING O8/711/98 FANCARTG




pa/11/al MASTER DMWMER RELATIONS SYSTEM 11 14,21.02

S EEEE S CEE IS SN I NN S EE NS IEEE NS X EEENECEEE S-S OIEESSSONSSSS=S=SSSSS o F=S=S==Sp==S===mF==gH
TT7ITCS GRP: AA0S CONCERN CONTACT VEH T¥PE: CAR

NEW YORK 13 ZIN/TR: E1 CONTACT NBR: 10B408B99A  APEMER: O5/07/1687

VIN: 1:uP722L5L5_ EHWGINE: L CLOSED: OS/2R/1997

LR L L R A L )L L L LR L BRI ILAR ITRANTTRERSTRENT I TR LTI E RN

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

ADDRESS:

C1TY: STATE: IP:

HOME PHONE : BUS. PHINE:

MODEL YEAR: 40 MBDEL : PROBE

M1LEAGE ; BHO00 wsh-

DEALER NAME: MONAHAN FORD CORP, SALES CJIDE: 113028 F B A: 03664
CAUSAL CODES: 1012 SYMPTOMS ; 104100

ORIGIN: []1] TRANS. DST/RGN: 13 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: o5/15/71987
ACK. EODE: AGSIST CODE: R AWARD ANT: 0 SURVEY: Y {Y OR M)
BUILD DATE: CALIBRATION:

ESP IMNFD: EXP1RES:

OPEN RECALL: OWHER NOTIFIED: WICRO:

COMMENTS :

1997/05/07

se= THIS CONTACT IS COPENED DUE TO OPEN RECALL 96548 B 96599 ~++
duu HAVIS: ODRIGIMNAL +++

CLUSTOMER SAYS:

*HE HAS & RECALL ON HIS VYEHICLE FOR THE SEAT BELT

-THE DEALERSHIP DIDON’T HAYE THE PART IM AT THE TIME FOR REPALKR
~HE WANTS TD KNOW IF THE FARTS ARF AVAILAHLE

-

PER CUSTOMER. DEALER SAYS:

=THE PARTS ARE ON BACK ORDER

-FARTS WILL BE IN ARDUND THE 15T WEEK OF MAY

L ]

CUSTOMER SEEKS:

-PARTS AVAILABILITY

L]
CAC ADWISED:
~INFORMAT 10N HAS BEFN DOGCUNENTED AND FORWARDED TO THE DEALER
-REGUEST M9. ALFREDA JACKSOMN {ZUST REL MNGR) TO CONTACT THE CLSTOMER WITHIN
2 BUSINESE DAYS
1997/06/21
AAHTHIS T5 THE CLOSTNG COMMENT
CAR WAS REPAIRED

OWNER RELATIONS UDP/BENCHMARKING 09511798 FANCARTG




g9/ 11/98 MASTER OWNER RELATIONG SY¥LTEM [ 14.21.02
CEENEEE TN AUMEE NN AN EN NN NN EEEENsdc-okEc-rmccmliS=S - ioormD_ S SCSCCSSEECCENESEEETANKES
41250P GRP: XX10 INFORMATION CONWTACT VEH TYPE: CAR
P1TTSBURGH 44 IN/TR: A4 CONTACT NBR; 1084072.4 DPEMED: OB/07/1997
VIM: L ENGINE - CLOSED: 0%/07¢/ /1857
T T L L L T Y L E T R R I T LI R e I L F e R L L L LR R R DR R L L L L T Ty e
LAST MAME: STATUS: £LOSED
TITLE: st e [+

ADDRESS:

CITY: GREENSBURG ETATE: 1P:
HOME PHONE : _ BUS. PHOME:
MODEL YEAR: MRODEL ;

MILEAGE: TOODO wED:

DEALER NAME: FORD OF GREENSBURG SALES CODE: 144414 FA A:
CALSAL CODES: 1012 SYMPTOMS - 104108

ORIGIN: an YRANS. DST/RGN: TRAMS. DATE:
SERVICESSALES: | ) CONTACT DATE:
ACK. DDDE: AS5IST CODE: AWARD AMT: 0 SLRYEY:
BUILD DATE: CALIBRATIDN:

ESP 1NFD: EXPIRES:

OFEN RECALL: OMMER WDTIFIED: MICRO:
COMMENTS

1997 /05707

*ey PARTS DELAY AVER 30 DAYS +wr
*axND VIN AVAILABLE=t~

CLUSTOMER 5AYS:

~-THNVOLVEDR TM RECALL FOR SEAT BELTS
~AWAITING PARTS SINCE 1719727

F

PER CUSTOMER, DEALER SAYS:

-GAVE 800 »

L3
CUSTOMER SEEKS:

~FART DELAY STATUS
*

CAC ADVISED:
*¢NEXT CAF ADVISE:»
~ODETAlN ¥IN TO VER!FY RECALL

=IF RECALL I% EVIDENT, CHANGE CONTACT TO A COMCERM WITH rRA
1657 /087048
+

PER CUSTOMER, DEALER SAvS:
~ PARTS WAWAGER/DEALEREWIP dGave cusTOmER EQDH

L]

CUSTOMER SEEKS:

- CLSTOMER HAD HEEM WAITIMG FOR 3 MONTHS

= CLUSTOMER IS5 CONCERNED BY THE POLICE TRAFFIC

.
CAC ADVISED:
= TMFORMED CUSTOMER FORD MAY EXPERTEWCE A& BACK - ORDER S1TUATION

7479

(¥ QR N)

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

DELAYS
- C5R CONFIRMS RECALL DN SEAT BELTS 95548 AND 96599

DWHNER RELATIONS VOP/BENCHMARKING Q9711758 FAXCARTG




09/ 11798 MASTER UWNIR RILATIONS SvSiem 11 14.21.02
::l::l:l::hl-:-::::::1-:---..-.-.::-1l.,-.-n-.--::::::n.'—'—.ul.I=====I=I-il======.l-1t=
LEET GRP: XhDd INFORMATLION CONTACT VEH T¥PE: CAR
SEATTLE FL INATR: A2 CONTACT NER: {0B424020 OPENEDR: O5/12/194T
VIN: L ENGINE - CLOSED: 05/12/10597
L L L L R TN N T Y PP i----:=t---ll------::==I===l-======-l:lll=====-l-i
LAST NAME: 5TATUS: CLOSED
TITLE: riest e [ MI:

ADDRESS:

CITY: STATE: P: -
roue prove . IR BUS, PHONE: _

MODEL YEAR: an MODEL :

MILEAGE: Q0000 uWsh:

CEALER MAME: [CTEHL FORD SALES COOE: 1745324 P& A: 8514
CAUSAL CODES: 1204 0als SYMPTOMS : 1041060

CRIGIMN: -4} TRAMS. DOS5T/RGN: TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE:

ACK. CODE: ASS5TST CODE: AWARD AMT: 0 SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESF 1NFD: EXPIRES:

OPFEN RECALL: OWNER WNOTIFIED: MICRO:

COMMENTS :

1997/06/ 12

axvMNO YIN AUVAILABLEsww»

CUSTOMER SAYS:

-PER MOTHER CALLINS ON BEHALF DF DAUGHTER

-DAUGHTER BRDUBHT THE VEHICLE 1IN REFORE DECEMRER OF 19356

-THE CUSTOMER HAS BEEN WATTING FOR THE RECALL Th BE PERFORMED

“THE DEALERSHIF HAS BEEN UMRESFONSIVE AMO DID NOT GRDER THE PARTS UNTIL
FEBRUAURY

.
PER CUSTOMER. OEALER SAYS:

-PER SEORGE, SERVICE: WE HAVE JUST GOT- 50ME PARTS IN FOR ANOTHER CUSTOMER AMD
WE CAN LUSE THAOSE PARTS TA PERFORM THE RECALL ON CUSTOMER 'S WEHICLE
L]

CUSTOMER SEEKS:
-TO FIND DUT [F THERE WAS A BACKORDER ON THE PARTS

»
CAC ADVISED:
~CSR EAFLAINED THAT THERE 1S A DELAY DN THE PARTY FOR THE RECALL

COWNER RELATIONS VOP/BEWNCHMARKING O09/11/88 FALCARTG




caf11/08 MASTER OWMNER RELATIONS SYSTCM 1! 14,2102
=S --—=c-=-=--—mExzaABABREIEEEFRFSS S-S =S=S=S=S=S=ScS=s=s=S=sc=SxrIc Al Al Ll AREEENEEFEESSSESSSSEESES
TaOBER GRP: D1 INFORMATION COWNTACT VEH TYFE: CAR
CHICAGO 41 ZNSTR: A2 CONTACT MEBR: 10BIZERIOB DPFEMED: O5/13/1997
VIN: 12wer 2o 5L S ENGIKE: C CLOSED: 05/ 1371997
S CCcraEAaAaEnEsGadAESE N EEE-. === s====x=xrdEEs ARl Es EENAEEEEEEEEESEC-CgEC=SC=SZ==S=
LAST MAME: STATUS: CLOSEN
TITLE: FERST NAME: . MI:

ADDRESS !

HOME PHONE : aus. raone: TN

MDDEL YEAR: -} MDOEL : FROSE

MILEAGE : 89000 wsil:

DEALER NAME: BOE OCORKWOR FORD TN SALES CODE: 1418004 P & &: 01576
CAUSAL COOES: Q416 D428 SYHPTOMS: 104100

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

ACK. CODE: aS5I58T CODE: AWARD AMT: O SURVEY: (Y DR N)
EUILD DATE: CALIERATION:

ESP 1NFQ: EXPLRES:

OFEN RECALL: OWNMER NOTIFIED: MICRO:

COMMENTS @

1887 /05413

wme MAVIS: ORTGIMAL »»»

CUSTOMER SAYS:

= THE FRONT ALUTOMATIC SEAT BELT DDES NOT WORK OGN THE DRIVER SIDE OF YEHICLE
- 1 HROUGHT THE VEWICLE 1N FOR THE RECALL OF THE SEAT BELT ONW 10407796

= THE DEALERSHIP DID NOT HAWE THE FART 50 I WAITED UNTIL AFRIL 13 AND THEY
NOW WAHT ME TO PAY %85 FOR A DIAGNOSTIC FEE

L ]

PER CUSTOMER, DEALER SAYS:

- THE RECALL KIT DID NOT SOLWE THE PROBLEM WITH YOUR wEHICLE

- WE CAN RESEARCH THE PROBLEM BUT THE DIAGHWOSTIC FEE WILL BE %6%

-

CUSTOMER SEEKS:

- SEEK5S TDO FIND DUT wWHY SHE WILL HAVE TQ PAY %£6%F TO HAVE REPAIRZ DONE aN A
[ ]

CaAC ADVISED:

- DEALER IS IW THE BEST POSITION TO PROVIOE TECHNICAL ASSISTAMCE.

- FORD SUPPORTS THE DIAGHDRSIS OF THE DEALERSHIP

- DEALERSHIP IS THE REST TECHMICAL RESOURCE

= M5. LORI ZIMMERMAW {SERVICE MANAGER) IS IN THE BEST RDSITION TO MASIST
YOU.

-~ DEALERSHIP MAY CHARGE FOR DIAGWOSTIC TIME

~ 1F DETERMINED TO BE WARARANTYESP REPAIR, DIAGNOSTIC FEE 1% COVERED

OWNER RELATIONS YOP/BEWCHMARKIMG OU/11738 FAXKCARTG




og/fi1/88 MASTER OWMER RELATIOMS S¥STEM I1I T4 3102
FL xS NI A FrFEEE F I E NN Al oS-SS aAE=-racsdSE=-d-cE=-==C=TI=-=-C=-W=R=-C-=SEEEFESN-E-E-mwxx-—E-kx===
ARTOLE GRP. XX11 INFORMATION CONTACT VEH TYPE: CAR

SOR (1] INSTA: CONTACT NAR: 108433092 OPENED: Q9371471997
VIN: 1zup1rz:u.:|.5h ENGINE: U CLDSED: 05/ 1471997
EmM-CICIR=-=SF=E=K Sl — ol ERL L L L L LELELEL R R e e [ YT RS T 10
LAST MAME: STATUS: CLOSED
TITLE: 1est nane: [ M1 :

AODRESS:

CITY: STATE: TP -
HOME PHOME: BUS. FHOME: _Z

MI0EL YEAR: MODEL - PROBE

MILEARE: 1 WSO :

DEALER WAME: NDRYHWOODS FORD LIMN SALES CODE: 158473 PR A 08313
CAUSAL CODES: 1204 SYMPTOMS : 104100

DRIGIN: 80 TRANS. D57/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST COBE: AWARD AMT : & SURVEY: (Y OR N)
BUTILD DATE: CALIBRATIDNM:

ESP 1HFD- EXPIRES:

OFEN RECALL: OWNER MNOYIFIED: MICRO:

COMMENTS :

198709,/ 14

#++ THIS COWTACT I5 OPEMED DUE TO OPEN RECALL 96548 +++
*ed NAVIS: PRODGRAM vew

CUSTUOMER SAYS:

- HAD SEATBELTS REPALCED IMN DEC 1998

- THE PASSEMOER SIOE 15 NOT WORKING MOW

= THE DEALER 5SA¥S UHE PART IS ON A 90 WAIT
*x

FER CUSTOMER, DEALER sA¥S:

- WO FLUIRTHER COMTADT

L}

CUSTOMER SEEKS:

= I5% THE PART REALLY OM A 90 WaIT

L

CAC AMVISED:

- MARE 08C TH DEALER SPOKE WITH LAREY 1MW FARTS: AT LAST CHECK THERE Wa% 4 50
WAIT OW THE RECALL PARTS. OEALER WILL LOOM IHTO IT AGALIN AND UPDATE THE
CUSTOMER ACCORDINGLY.

= CUSTOMER HUNG WP BEFQRE THIS INFO COULD BE SHARED WITH HER.

DWMNER RELATIONS WOPFAENCHMARKING 0971198 FAXLARTG




05/11/98 MASTER DWNER RELATIONS SYSTEM I 14.21.02
3312AH GRP: OF INFORMATION CONIACT YEH TYPE-: CAR

5OR 10 IN/TR: CONTACT NBR: 108429144 DPENED: O5/14/1997
VIN: 'II'I.IPTEII.J.KLEﬁ ENGINE: u CLOSED: 0571471997

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

poes: R N
HOME PHONE : BUS. FHONE-

NODEL YEAR: ag MODEL . PROEBE

MILEAGE : 4 000 wsD:

DEALER WAME: NORTHWOODS FORD LIN SALES CODE: 158473 P& A7y 08317
CAUSAL CDDES: 1042 SYMPTOMS: 104 100

DRIGIN: &0 TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE:

ACK. CODE: ASSIST CGOE: R AWARD ANT: O SURVEY: [Y QA N
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CFEN RECALL: JWNER NOTIFIED: MICRO:
COMMENTS ;

19977097 14

wew WAVIS: SLUBREQUENT =#x

CUSTOMER SAYS:

= CALLED BaCk REGAROIWG SEAT BELT COWCERN.
- TOOK VEHICLE TO THE DEALER IN 4/97.

.

PER CUSTOMER, DEALER SAYS:

- ALAM YIME/SERVICE MAMAGER,. HAS TO ORDER FARTS AWD WILL TAKE 92 DiAYS TO
RECEIVE THE PARTS.

.

CUSTOMER SEEKS:

= WANTS TD KNOW WHEM PARTS WILL RE AWAILABLE.

¥
CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EAPERIEMCE A BACK - ORDER SITUATION

- INFORMED CUSTDMER LARRY CARRUTH/PARTS MANAGER CAN PROVIDE MOST CLRRENT
UPDATES ON PART DELAYE

OWNER RELATIONS VOP/EENCHMARKING 03711738 FAACARTG




a9/ 11/ a8 MASTER OWWER RLCLATIONS SYSTEM 11 11.21.02
EEIE===——ccacxRARIAREEI=-O=S=c-c-Sc-=-CazatdAEEEEERRSFSSCSCC i SCSSSrTACEmmsmsmsddnANEEEm
1191CR GRF: XAD4 INFORMATIONM COMTRCT ¥EH TYPE: CaR
HOUSTOM a7 2MFTR: A2 CONTAET MWER: 10R43LEEE OPENED: O5/15/1997
YIN: 12vPTIOCELS ENGIME: C CLOSED: OS5/15/13%7

LAST MAME: $TaTuS: CLOSED
TITLE: First nane: [ MI: E
ADDRESS :

HUME PHONE : & aus. pHone - [
MODEL YEAR: MODEL ; PROBLE

MILEAGE: 100000 wWED:

CEALER WAME: BULLOCK WOTDR ¢0 IM SALES CODE: 152153 P& A O45HER
CAUSAL CODES: 1017 1215 SYMPTOMS 104 100

DRIGIN: G0 TRAMS. D5T/RGN: TRANS. CATE:
SERVICE/SALES: 1 CONTACT DATE:

aCK. CODE: ASSIST CODE - AWARD AMT : D SURVEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER NOTIFI1ED: MICRO:
COMMENTS

1897705715

swd NAVIS: SUBSEQUENT wew

CUSTOKER SAYS:

- BDO4 FROM INFORMATION

- ToOOE THE VEHWIELE TO THE DEALERSHIP 0OM B/S/67

»

PER CUSTOMER, OEALER SAYS:

= ORDERED THE PART FOR ThHE RECALL DN 11716795

= ARE MAITINA FOR THE FPART TD COME IN

[ ]

CUSTOMER SEEKS:

- GET THE YWEHICLE REFAIRED

£

CAC ADVISED:

OBC TO MR. JAY BRAMDENBLRG SERVICE MANAGER

- THE DRIVER’S SI!OE [5 REPLACED

- IS5 WAITING FOR THE UNIT FOR THE PASSANGER SIDE

- DRAERED THE PART FOR THE PASSANGER'S SIDE ON 5/13/97%
-« PART WILL BE 1IN OM 5/18/87

RE PARTS DELAY

- INFORMED GCUSTOMER FORD MAY EXPERIEMCE & BACK - DORDER S1TUATION
- INFORMED CUSTOMER PARTS MAWAGER CAM FROVIDE MOAST CURRENT UPDATES OM PART
DELAYS

OWMER HELATIONS YOR/BENCHMARKIMG 0%/ 11/98 FAXCARTO




o9f11/98 MASTER DwWMER RELATIONS S¥YSTEM Il 14,241,082
EEEEEC=S===—=-c-—amBANEEEQ=S====c=sc=-caaddl ANEPEF--==S==Sc:icccccocEABREERBE========22S
BT 10BY GRPF. XA14 INFORMATLON CONTACT VEH TYPE: CAR

MEW YORK 13 ZN/TR: Gt CONTACT NBR: 1CH447816 OPENED: O3/ 1671397
VIN: 1Z¥PT2IUILE ENGINE: U CLOGED: O5/16/1987
ERF=======2= = EtmAREEEEEEERA=-===S====s==sTemaasmendidBRFENEODE =SS SZxX

LAST NAME : STATUS: CLDSED
TITLE: rrrst nane: ([ »::

ADDRESS:

CITY: NEWINGTDN STATE: ¢T zie: [
nove FHonE - [ eus. rHone:

MODEL YEAR: 90 MODEL : PROBE

MILEAGE ; HO000 wsD:

DEALER NAME: POUGHKEEPSIE FORD ! SALES CODE: 113537 P& A 03624
CAUSAL CODES: 1012 SYMPTOMS: 104 100

ORIGIN: Ga TRANS. DST/RGN: TRANS. DATE:
SERVICEFSALES: 1 CONTAET DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: B SURVEY: (¥ OR W)
BUILD DATE: CALIBRATION:

ESP [NFO: EXPIRES:

OFEN RECALL : OWNER NOTIFIED: MLCRO:

COMMENTS :

199°7/05/16

e MAYIS: ORIGINAL 3+~

CUSTOMER SAYS:

- TRYING TO HAVE THE REZALL PERFIRMEQ

- CALLS OCCASIOMALLY TO SEE TF THE PARTS ARE AVAILAELE

]

PER CUSTOMER, DEALER SAYS:

- THE PARTS ARE BACK DRDERED RIGHT NOW

L]

CUSTOMER SEEKS:

- ARE THESE PARTS AUATLAELE

[ ]

CAS aDVISER:

= EXPLAINED THAT AS SDON AS THE PARTS ARE AYAILABLE THEY WILL BE SHIFPED TO
THE DEALERSHIP

1997507728

e MAVIS: DRIGIMAL +++

CUSTOMER SAYS:

- THE CUSTOMER HAS BEEW TRYIMG TO GET-A RECALL OOME OM THE YEW1CLE
- THE CUSTOMER HAS BEEN WAITING SINCE DECEMEBER TH HAVE THE RECALL PERFORMED OM
THE VEHICLE

= THE RECALL STILL HAS NOT BEEM PERFURMWED OW THE YEHICLE

-

FPER CUSTOMER, DEALER SAYS:

- PER SERVICE DEPARTHENT. AT WORANDE FORO

- THE CUSTOMER*% MAME IS STILL ONT H ELIST TO HAWE TH!S5 RECALL DONE ON THE
YEHICLE

CWNER RELATIDNS VOP/EENCHMARKING 0B/11/98 FAACARTAG




oa/11/o08 MASTER OWMER RELATIOMS SYSTEM LI 14.21. 02

====!=---..t.t£====-:| =3 ..--.t._—:.-'--.. B====Cc== EFFxTCc=== =m ..:::::::.-.-.‘h..-...
&7 10BY GHP: XX14 INFORMATION CONTACT YEH T¥PE: CaR

MNEW YOREK 13 ZN/TR: &1 CONTACT MAR: 108442816  OPENED: DO5/15/1097

VIN: 1ZVpTa 1U1L5m ENGINE : U CLOSED: 05716714997

LEE RS 1 F 1 3 BT e _- Illl:x-h:::-.I]ltt:==.--}tl=:::--lIlll------
18820724

E
CUSTOMER SEEKS:

- WHEN THE PART WILL BE [M. 50 THE RECALL CAN BE PERFORMED
[ ]

CAC ADWVISED:
- INFORMED CLUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATION

= INFORMED CUSTDMER PARTS MAMAGER CAN FROVIDE NDST CLIRRENT URDATES ON PART
DELAYS

OWNER RELATIONS YDP/HENCHMARKEING 09711798 FAsACARTG




09/11/98 MASTER DWNER RELATLONS SYSTLM [ i4.21.02
Ao dEESmidisnSdSas bR Ed N A NAEnEErerchdizre=nada===pg . rr to==-=so=--o=D===--=S=S========
TITIAR GRP: AR1% COMCERMN COMIALT YLE ¥YEH T¥PE: CAR

CHICAGD a1 FNSTR:  AZ COMNTACT MER: 10B346%00 CPEMED: 0%/ 19719007

VIN; 12¥FTRZLALS

CC - XEEmE-lEE--ESE-C-ENE-=-KEN=-=

EMGAIME : | CLOSED: OG/fUa/f 1997

LAST MAME: STATWUS: CLOSED
T1TLE: First aane: TN+

ADDRESS :

CITY: RICHTON PARK STATE: [

vome prone : [ BUS. PHONE : H

MODEL YEAR: 90 MODEL - PROBRE

MILEAGE : 110000 WD

DEALER MANE: CLYMPYA FIELDS FORD SALFS CODE: 1410413 F & A: OIBIT
CAaUSAL CODES: 2910 1204 10RA SYMPTOWS: 104 100

ORIGIM: &0 TRANG. DST/RGN: 41 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q5/2871387
ACK. CORE: ASSIST CODE: W AWARD AMT: O SURYWEY: ¥ (¥ OR W)
AULILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWNER MOTIFIED: MICRO:

COMMENTE »

1997705419

#vn VEHICLE INVOLVED IMN RECALL QESSS AMD SES4H sex

332 PARTS QELAY OVER 30 DAYS »ux

sna NHAVIS: ORIGINAL ++»

CUSTOMER SAYS:

=THE ODEALERSHIP HAS DRDERED FARTS FOR HIS RECALL

-THEY ORDERED THE PARTS IN EARLY MARCH, akD THEY ARE STILL NQY IN
»

PER CUSTOMER, DEALER SAYS:

~N0O CONTALT

-
CUSTOWER SEEKS:
-wHERE IS5 THE FPART

L]

CAC ADVISED:

=]NFORMATIOM HAS BEEN DOCUMENTED AWND FORWARDEDR TO THE DEALERSHIP WITH A COPr
TO THE REGIONAL QFFICE.

~REGQUEST MR AL THOMPEDM [CMST. REL MMGR) CONTACT THE CUSTOMER WITHIMW 2
BUSINESS OAYS

-0BC TO TONY 1IN PARTS
~THE PART UAE CALLED 1N AWD WE WEAE TOLD THAT THERE WOULD BE 4 B WEEK  MWAIT

-IT WAS DROERED /56757 AWD THE PART [5 WOT IN YET
1997/j05,/28

W¥¥FTHIS [5 THE CLOSING COMMENT
CALLED CLUSTOMER ANMD LEFT MESSAGE OM RECORDER TOD SCHEOULE

APPT. TO [MSFECT AND ORDER PARTE PER RECALL S6599 AND 96549 CUSTOMER HAS MOT
CALLED BaCk TO SCHEDULE APPT.

OWMER RELATIONS VOPSHENCHMARKING 0971198 FAACARTG




oS 11/98 MASTER UWhER ReLATLONS SySTEM U] 14.21.02
=:::1:--l-llln==;==::=:-Ii‘ll.lil-'-i===—=—===:l:-i-ull.-l-=-==—============::--i’lll
ggateH GRP: aAxm14 CONCERN COMTACI VEH TYPE: CAR

OR LANDDO 24 IN/TR: O CONTACT MER: 108346503 COPEMED: D5/1%/1997
VIN: 12vrTzoc4 LS ENGINE: € CLOSED: 0672871997
—======zRIAABREEEFG-SSSc-Sc-coc-ocOomaEmEBREREF TR TS S S-S CcoExsra A RENEBEEEEEmIC=CSCSS=SZ=====S
LAST NAME: STATUS: 4]
TITLE: FIRST NAME: - M1:

ADDRESS :

CITY: JACKSONVILLE STATE: :

HOME PHONE : BUS. PHOME: H

MODEL YEAR: 90 MODEL: PROBE

MILEAGE: TRQOD nSD:

DEALER NAME: MIKE SHADFORD SALES CODE: 124207 P & A: D486T
CAUSAL CODES: 1204 SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/RGW: 24 TRANG. DATE:
SERVMICESSALES: 1 CONTAET DATE: O5/19f1897
ACK.. CORE: ASSIST CORE: W AWARD AMT: Q SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP TNFD: EAPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMEMNTS &

1997 /05/ 18

«s# YEHICLE INVOLVED IH RECALL 2&S48 AND 95599 4--

CUSTOMER SAYS:

-HER SEAT BELT 15 NOT WORKIMG

-THERE IS & REGALL ON HER SEAT BELT AMD 50 FAR SHE’S HAD TO WAIT 14 WEEKS AWD

DEALERSHIP STILL HAS WOT RECEIVED THE PARTS TD FREFAIR THE VERICLE
+

FER CUSTOMER. DEALER 5AY5!

-THE PARTS ARE ON BACKORDER

*

CUSTOMER SEEKS:

=WHEM W1LL DEALERSHIP BE RECEIVING THE PARTS TO REPAIR HER WEHICLE

L

CAC ADVISED:

-INFORMATION HAS BEEM DOCLMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. RICK POEHLMAN CUST REL MNWGR, TO COWTACT THE CUSTOMER WITHIM 2
BUSTMESS DAYS+

CAC ADVISED:

1907 /08/21

FASTHLIS 15 THE CLDSING COMMENT

DEALER RECIEVED SOF PARTS 5/20/97. ADVISED CUSTUMER AMD CUST IS TQ CALL BACK
TO SCHEDULE & TIME CONVIENENT FOR HER. 5d

OCWNER RELATIDNS vOP/BENCHMARKING O2Ff11/98 FAKCARTG




oaf11/08 MASTER OWMER RELATIDNS SYSTEM 11 14,21.02
EEEEANLCRERPFECEETI S F S S oSS =SS - CT S CS=S=SSS S oCSESSSSCSCSCSSSCSSo S S SSSSSSSSSSSSS=SSSX=S=S=Z====
43Z1TH GRE: KT CONCERN CONTACT YEH TYPE: CAR
BOSTON 11 1NHTR: =] COMTACT WBR: 102451704 OFEKRED ; 05{20{199?
VIN: (ZYPT2ILALS EMNGINE: L CLOSED: &/18/ 1997
LAST MAME : STATUS: CLOSED
TITLE: FIRST NMIE:- M

ADDRESS:

CITvy: STATE: Ma 21p:

HOME PHONE : aus. pHone: [ -
MODEL YEAR: ag MODEL : FRORE

MILEARE: 120000 wWSD:

DEALER WAME: WAYSIDE FORD, INS. SALES SDBE: 111453 P& A: ©OBATS
CAUSAL CODES: 1012 12RA SYMPTOMS: 104100

ORIGIN: o TRANS. DST/RGH: 11 TRANS. DATE:
SERYICE/SALES: 1 COMTACT DATE: OG6/11/1887
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR M)
BUILE DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: DWNER NOTIFIED: MICRO:

COMMENTS :

1887 /09720

sv¢ YEAICLE INVOLVED IWN RECALL B85398 t»+

e NAVIS: SUHSEQUENT # =

CUSTOMER SAYS:

=SEAT BELT [5 BROKEN ANMLD SEAT HELT IS OM RECALL.
=VEHICLE WAS BROUGHT IM TO DEALERSHIP FOR REPLAGEMENT OF
AND THE PART 15 STILL ON BACKORDER.

-

SEATBELT IN MARCH

FER CUSTOMER, DEALER SAYS:
= AS OF MAY 20,TH DEALER STATES THE SEAT BELT PART TS STILL
ON BACKORDER AND [5 UNSURE WHEN PART WILL BE AWAILARBLE.
-
CUSTOMER SEEKS:
~INFOQRMATION OWM HOW LONG PART WILL BE ON BACKORDER
~FROPER REFALE OF VEHICLE
L 3
CAC ADVISED.
RE: PROFER REFAIR DOF WEHICLE
~INFORMATION HAS BEEN DOCUMENTED aMD FORWARDED TO THE DEALERSH1IP WITH A COPY
TO THE REGIDMAL OFFICE.
~REQUEST MR.CLAUDE LEVESQUEICUST.
BUSEHESS DAYS
RE:BACKORDER OF

REL MNGR] CONTACT THE CLSTOMER WITHIN 2

PART

- [NFORMED CUSTOMER FORD MAY EXFERIENCE 4 BACK - DRDER SITUATION

- IMFORMED CUSTOMER FARTS MANAGER CAM FROVIDE MOST CURRENT UPDATES ON PART
DELAYS

1997 /0712

THE PART HAS EEEM ORDERED AMD WE EXPECT THE PART IM EARLY MEST WEEW WE WILL TH
EN SCHEDULE N ++ AFPOINTMENT

1997 /05429

PART STILL HAS NUT ARRLVED

OWMER RELATTIONS VOP/EENCHMARKIME O0BF11798 FAXDARTE




09/11/38 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
KIEEFEleessr - L EEEERS - - yEENEEm=== =Illlt:===..—.--ll::===Ill£:===:|.llk=:===l-----
4321TH GRP: xx1? CONCERN CONTACT YEH TYFE: CAR
805TON 11 ZNSTR: COMNTACT HBR: 108451704 OFEMED: D5/20/1997
VIN: 'lI'h'F‘TﬂJLHLEﬁ ENGINE: L CLOSEQD: O5/18/1997
CLELEEELE LN T T T I T Skrr == EEESARCr =SS CFAAmT==—=—IEEREE——1 AFEENEC-====-mam
1997/06/ 04

MR RICHARDS SEAT BELT PARTS HAVE STILL NOT ARRIVED

1292706/ 11

NAATHIS 1S THE CLDSTNA COMMENT

WE ARE INSTALLING THE DROERED SEAT BELT PARTS TODAY AND WILL RETURN THE YEHICL
E TO THE CUSTOMER

OWNER RELATIONS VOP/BENCHMARKING 8/ 11/98 FAXCARTG




a9/11,/98 MASTER OWNER RELATIDNS SySIFM T] 14,21, 03
Eaee N FehidnekANs I F Nk EECERA IR EEnassblbnbhdassaddilaencul s Al S S=SISSoa=s=s=a=======
T4 186 GRP; MR1T CONGCERN CONWT ALY Y[H TYPE: CAR
CHICAGO a1 ZNS/TR:  EZ CONTACT NEBR: 10Ba5470L5 OCREMED: 0572071997
YIN: 12VPT20CELS EHMBIME: £ CLOSED: O6/04F19497
E-nEEENEzx&S E=—xkSAErxB—aoasmfi—===—O@=—=—=—=—==—==—=S=—=—=—==c=z==—=—E=r-=—BEF==
LAST MAMWE: STATUS: CLOSERD
TITLE: FIRST MAME : MI:

C1TY¥: STATE: P: -
HOME PHDNE : BUS. RHONE: F

MODEL YEAR: MCDEL :

MWILEAGE; REOR WED -

DEALER NAME: GUORDIE BOUCHER FORD SALES CODE: 141376 P & A: O2BOT7
CAUSAL CODES: 3OO SYNPTOMS : 104100

ORIGIN: Go TRAMS, DST/RBN: 41 TRAMS. DATE:
SERVICE/SALES: CONTAST DATE: O5/27/1997
ACK . CODE: A55I5T CODE: W AMARDO ANT: O SURMEY: ¥ [Y¥ OR M|
BUutLD DATE: CALIERATIDON:

ESP INFO: EXPIRES:

BPEN RECALL: - OWNER MOTIFIED: MI1CRO:

COMMENTS :

1997/06/720

wiv THIS CONMTACT IS OPENED DUE TO OPEN RECALL SE540 sxw

=su NAVIS: SUBSEQUENT ===

CUSTOMER SAYS:

=JUST BRUCHT WEHICLE

-4/29, DEALER ORDERED PARTS FOR SEATBELT RECALL

=THE TITLE IS KOT BRANDED

[ ]

PER CUSTOMER, DEALER SAYS:

-TOM, CAWNOT PERFORM THE RECALL BECAUSE THWE TITLE 15 BRAMDED

¥

CUSTOMER SEEKS:

~-HOW OO I GET THE TI!TLE UNMBRANDED

-

CAC ADVISED:

RE RECaLL REPAIR:

-4 VER1CLE IS STILL ELIGIALE TD HAVE SAFETY RECALLS PERFORMED 1F THE TITLE HAS
BEEN BERAMDED

-INFORMATION HAS BEEW DDCUMENTED AND FORWARDED TO THE DEALER

-REQLEST MR. SCOTT STIELOW, SVG MNGR TD CONTACT THE CUSTDMER WITHIN 2 BUSINESS
DAYS

RE CLEARING TITLE:

-SEND A COPY OF THE CLEARED TITLE AMD & LETTER FROM THE BRANODIHG STATE DR
INSURAMCE CARRIER STATIWNG THAT THE TITLE WAS NEVER BRANDED OR THAT IT WAS
BRANCED IN ERRDR TO THE WARRANWTY ADMINISTRATION OFFICE

-PROVIDED ADDRESS TD WARRANTY ADMIMISTRATION

1891 /05/28

#¥FTHIS 1% THE CLOSING COMMENT

CONTACTED ThE CUSTOMER AMD SET APPOINTMENT. TI1TLE 15 BRANDED BUT IT DOES NOT &
FFECT THE RECALL STATuUS

OWHMER RELAT[ONS VOP/REMCHMARKING D0AF11788 FARCARTS




aafi1/98 MASTER OWMWER RLILATIONS SyslEm 11 1+4.21. 02
:-II.II.‘-::==SIHIIIEll=======.IIlll'::=====--------lll-;:===:l..-ﬁ-ﬂ...'ﬂ:::::::::
ogoL5RS GRP: XLKE INFORMATION CONTACT YER TYPE: CAR

MEMPHIS 23 ZN/TR:  C2 CONIACT MER:. 10BaL5094 OPENRED: 0547071997
vIN: 1zveTapoca EMGINE: C CLOSED: Q52071227

EEF-————rxaAEEEEE===-=-—=-—akEEEEEEF

LAST MNAME-

——rmemmmmd@fFEEEc=-——cxmemmmhiAaEEEr====—==-=xmRFLNE

3TATUS: CLOSED
TITLE:

ADDRESS:

CiTY: SULPHLR STATE: B I
HOME PHOME : BUS. PHONE:

MODEL YEAR: 90 MODEL

MILEAGE: 1 wash:

DEALER MAME: ODBW SHETLER FORD IN SALES CDDE: 123275 P & &: DBEAIS
CAUSAL CORES: 12048 3105 SYMPTOMS: 108 1000

ORIGIN: GO TRANS. DST/RGM: TRANS. DATE:
SERVICESSALES: 1 CANTACT DATE:

ACK. CODE: ASSTST COADE: AWARD AMT : O SURVEY: (r DR HN]
HUILD DATE: CALIBRATION:

ESF INFQ: EXPIRES:

OPENM RECALL: OWMER NOTILFLED: MICRA:
COMMENT % ;

1897 /05/20

mes NAVIS: SUBSEQUENT sw»

CUSTOMER SAYS:

- MY CAR FHAS BEEN OM RECALL.

- 1 HAVE BEEN WAITING FOR A PART SIMCE 12/98.

- WHEN ! BRDUGHT MY CAR INM FOR THE REPAIR DN 5/40/8T, I WAS INFORMED THAT
THE PART IS WOT IN, AMD MAY MEVER HAVE BEEN ORDERED.

PER CUSTOMER, DEALER SA¥S:
- PER SERVICE AQDVISOR(HD HAME)- THE PART 15 WAOT 1IN AND IT MAY HAVE NOT HEEN
ORDERELD .

L]

CUSTOMER SEEKS:

- PART 1MFORMATIOM

»

CAC ADWISED:

- TNFORMED CUSTOMER FUORO MAY EXPERLIENCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MO5T CLRRENT UPDATES ON PART
DELAYS

- PER KEW MCCOME [SERVICE MANAGER)}- THE PART MEEDER IS IN.

OWMER RELATIONS YOP/BENCHMARKING OD9/11/88 FAACARTG




oa/11/88 MASTER DWNER RELATIDNS Sy2Tbs 11 14,21.03
AETICF GRF: 17 INFORMAT 10N CONTACT VEH 1¥PE: CAR
HOUSTON ST IN/TR: B CONTACT MBR: 1QB3G60375 OPENED: GG/21/ 1997
WIN: 12vPT21uEL_ ENGIME: U CLASED: 0572171907
EEEEETEANE NN NN N NC N T S COE I TEOEEE O S ECX AN EENNEE SN EEAREE NP EEEER
LAST MAME: STATUS: CLOSED
TITLE: IRST NAME: - ML

ADDRESS : VE

EITY: “ STATE : Ta ZIp:

HOME PHONE BUS. FHONE: F

MODEL YEAR: 90 MODOEL:

MILEAGE: 1 wsa:

DBEALER WNAME: PLAMET FORD SALES CODDE: 192073 F B A: OZ091
CAUSAL CORES: 1013 CYMPTIOMS : 104100

ORIGIMN: an TRANS . DST/ROM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIAST CODE: AWARD AMT: O SURVEY: [¥ OR W)
BUILD DATE: CALIBRATIOMN:

ESP INFO: EXPIRES:

DPEN RECALL: OWMER NOTIFIED: MICRE:

CONMMENTS :

199705721

CUSTOMER ZAYS:
- CUSTOMER DOES MWOT HAVE THE VIN
- CUSTOMER RECEIVED A RECALL LETTER IN REGARDS TO THE SEAT BELT

- CUSTOMER HAS DRDERED THE PART IM FEBRUARY 1994
*

PER CUSTOMER, DEALER SAYS:

- DEALERSHIF HAS EEEN BDUGHT AND SOLD AND DOES NOT HNOW 1IF THE PART 15
AVAILAELE

L]
CLUSTOMER HEEKS:

= CUSTOMER wWOULD LIKE TO KMOW LF THE DEALERSHIP HAS THE FART 1IN STODCK
*

CAC AOVISED:
= C5R UPDATED THE ADDRESS
~ REFER TO DEALERSHIP MAX JONES/ DUSTOMER RELATTION MAMAGER FOR AVALLABILITY

OWNER RELATIONS VOP/HENCHMARKING 09/11/98 FARCARIG




o/ 11/98 MASTER DWWER RELATIONT SrSTEM 11 14.21.02
ELEE-EE R LR R TR LR R R 1R EEd T4 L RFRENERLRESEFLRLERER T HEE PR i
7E08BE GRF: a1 INFORMATION COMTAET VEH TYPE: CAR
DETRQIT 18 ZNSTR: COMTACT NBR: 108463248 COPENED: O5/232/1997
VIN: ‘-I'HPTEiUHLEﬁ ENGTNE: U CLOSED: 05/22/1997
B e L R ey e L L E L E L EEEEE LR I EE Y BT By Y |
LAST MAME: STATLS:; CLOSED
AUDRESS: 4

LITY: STATE: P -
HOME PHONE : % EUS. PHONE: H

MODEL YEAR: a0 MOOEL : PFROBE

MILEAGE: TS0O0 wsD:

PEALER NAME; DN S5EELYE FORD INC 3JALES CDDE: 148578 F & A; 09708
CAUSAL CODES: 1204 SYMPTAMS : 104 100

ORIGIN: TRANS ., DST/RGN: TRANEZ,. DATE:
SERVICE/SALES: 1 COMTALT DATE:

ACK,. CODE; ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR M|
BUILD DATE: CALIBRATION:

E3P IMFO: EAPIRES:

OFEN RECALL: DWNER NOTIFIED: MICRO:

COMMENTS :

1887/057232

evs VEHICLE IMWYDLYED 1N RECALL QES4£/95599 +e=

vie MAWIS: SLUESEQUENT ===

CUSTOMER SAYS:

-~ I WANT TO KMOW AHDUT THE SAFETY BELT RECALL

= I TOOK MY VEHICLE IN TD HE REPAIRED UMDER THE RECALL ABOUT 2 MONTHS  AGD
- I HAWE BEEM WAITING OM THE CEALER TO FIX MY YEHIGLE FOR 2 MONTHA

»

PER CUSTOHER, DEALER GAYS:

=~ WE DONWT HAWE THE PARTE TD FIX THE VEHICLE YET
~ CHECK BACK WITH US WEXT WEEK

r

CUSTOMER SEEWS:

= REPA1RS TO VERICLE UNMDER THE WARRANTY
-

CAC ADVISED:
REGARDING RECALL 9E54B/QE599

- REQUEST uJI!M vAMDEMBURG (SERVICE MANAGER) TO COMTACT THE CUSTOMER WITHIN
TWb BLUSINESS DaysS REGARDING RECALL (945487965848

DWHNER RELATIONS VOP/HENCHMARKING D8/11/788 FAXCARTA




oasi /98 NASTER [WMER RELATTONS S¥GTEM T 14.24, 02
:r.‘:l:::::::.lnb—-'l-l.-:====II-I-Il---ax'—:::::::llld_"_:.-:..==I|.l-l:::'_===-'l.=--|.‘:===
H48%KA GRP: X»0P COMCERN COMTACT VEH TYPE: FAR
BOSTON 11 ZN/TR: 2 COMTACT MEBR: 13VHZ0U0 DPENED: 1170871995
YIN; 1ZVPT 20CEMS ENGINE: C CLOSED: 11/18/1995
S=SCTT=====@miN i EE e IC S MEEEE R S S S rIrIIREEE - —gEEFEEEx——r=——=-—
LAGST NAME: STATUS: CLOSED
TITLE: FIRET MNAME: M1:

ADDRESS:

CLTY - STATE: 10 -
rone prone ;IR SIS PHONE

MODEL YEAR: a1 WODEL : PROBE

MELEAGE : G000 WSO ;

DEALER MAME: NASHUA FODRD, INC. SALES CODE: 111474 P B A: OOB2E
CAUSAL CODES: 1209 SYHPTOMS : 104100 404000

ORIGIN: Go TRAMS. DST/RGN: 11 TRANWS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/0H/1995
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SLRYEY: ¥ LY OR NY
BUILD CATE: CALIBRATIDN:

ESP INFD: EXPIRES:

OPEN RECALL: ' OWMER NOTIFIED: MICRO:

CAOMMENTS -

1996/ 11708

#»v WEHICLE INVOLVED IW OWP 95B7TQ =++

##r THIS CONTACT 1% OPENED DUE TOQ OPEN RECALL DE549 AND 98509 s=d

et MAVIS: SLESEQUENT wwe

CUSTOMER SAYS:

-VEHICLE IS5 INVOLVED INW THE 1 SEAT BELT RECALLS AND A FUEL INJECTOR RECALL
-DEALER CANMOT REPAIR THE VERICLE UNTIL JANUARY

-CUSTOMER 15 COMCERNED ABOUT THE SAFETY DF DRAIVING THE VEHICLE

-THE DRIVE SIDE SEAT BELT WILL NDT wORK

-PASSEMGER SIDE [5 EARELY WORMIMNG

-ALSQ, WHEN SHE STGPS THE VEMICLE YIBRATES LIKE IT IS GONG T CUT OFF
=WHEM SHE STARS TD GO AGAIN IT !5 FIME

FER CUSTOMER, DEALER 5AYS:

-THEY CAMNOT GET THE PARTS UNTIL JANUARY FDR THE SEATBELTS OR THE WIRE HARMESS

*

GCLUSTOMER SEEKS:

-RECALLS PERFORMED A5 500N AS POSS1ELE

Ll

CAC ADWISED:

-INFORMATTON WAE REEN DOCUMENTER AMD FORWARDED TD THE DEALER

“REQUEST MR. GORDDN FORSYTRE (SWC WMNGR) TO COMTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

-THE FUEL YNJECTOR BPECALL IS ACTUALLY AN ONP FOR THE WIRINEG HARMESS IN THE
FUEL PLUMP ELECTRICAL CIRCUIT

1998511/12

AUFTHIS IS5 THE CLOSING COMMENT

CUSTOMER WAS IN FOR RECALLS ON 11-2-85, VEHICLE CHECK OUT AND PARTS WERE ORDER
£0. PARTS ARE GM NATIONAL BACK ORDER. WE WILL CONTACT CUSTGMER 1D INSTALL PART

3 A5 SOON AN THEY COME [N, PLEASE CLOSE CONTACT. GORDOM FORSYTHE SERVICE MANAG
ER.

DWHER RELATIONS VOP/BENCHMARKING D9/11/08 FAACARTE




as11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02
EEEmIrTaI=-=—===— === rexdEAEENENNAEAERER IS S CSS=S==SCSC- oSS CSCSSCSCSCSCSIoascEcd INEEEES NS EEENAEEN
2585CG GRF: AAD4 CONCERM COMTACT YEH TYPE: CAR

SOR 10 IZNFTR: M2 CONTACT NBR: Q7758335 OFEMED: 1171271996
VIN: 1IVPT 200 2M5 EMGINE: < CLOSED: 11/23/1998
EEEEEEENEEEEEEECES===S======2% RS IAEEERNENEENFFFE S SSS====SSS=======S========
LAST MAME: S5TATUS: CLDSED
TITLE: FIRST MAME: M1 :

ADDRESS: _

CITY: STATE: [P -
oME PHENE sus. sone: T

MODEL YEAR: =R MODEL - FROBE

MILEAGE: 4000 WiD

DEALER MAME: COVE FORDINC SALES CODE: 152604 F & A: 02627
CALUSAL CODES: 1203 1104 SYMFTOMS; 104100 104200 302400

ORTGIN: G0 TRANS, OST/RGH: 52 TRANS. DATE:
EERVICE/SALES: 1 CONTACT DATE: 11/12/1906
ACK . CDDE: ASSIST CODE: R AWARD AMT: QO SURVEY: M (Y DR N}
BUILD DATE: CALIBRATION:

ESP INMNFD: EXPIRES:

DPFEMN RECALL: OwNER MOTIFIED: MICRO:

COMMENTS :

1998/11/12

e MAWIS: SUBSEQUENT »a=«

CLUSTOMER SAYS:

- GOT 800w FROM TNFORMLTION

= MWEED INFORMATION OW SAFETY BELT RECALLS

- REAR SEAT BELT EAME LUNLATCHED AWD CAR SEAT wWas TURNED TD WROMG SIDE

- EMEROENCY ARAKE DDESN'T WORK, WEHICLE STILL EDIL |5, EVEW WHEN IT*5 [N FIRST
GEAR

PER CUSTOMER, DEALER SAYS:

- WO COMMENT

L

CUSTOMER SEEKS:

- REPAIR OF FRONT BELTS ON RECALL

- REFAIR OF REAR BELT/DIAGHOSIS OF EMERGENCY BRAKE CONCERM

+

CAC AOVISED:

SES48/95.

=-INFORMATION HAS BEEM ODCUMENTED AND FORWARDED TO THE DEALER

~REDUEST MR. NAN HOMIG, $VC MNGR TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

REAR BELTSSVEHICLE ROLLS:

= WARRANTY HAS EXPIRED

= FORD WILL MOT FROVIDE FINAMCIAL ASSTSTAMCE TOWARD THE CDST OF THE REPALR
1988711715

#arTHIS [S THE CLOSING COMMENT

INSEECTED WEHTCLE FOR RECALL. ORIVERS S1DE SEAT BELT WEEODS TN BE RERLACED.
REPAIR OROER IS5 OPEMN AND PARTS OM ORDER. PARTS ARE DN BACK ORDER.WHEM WE
PECEIVYE THE PARTS FROM FORD WE WILL INSTALL ASAP. PLEASE CLOSE CONTACT.
CUSTOMERS VERICLE WI1LL BE REPA]RED,

OWNERE RELATIDNS VOP/HEMCHMARKING 09711798 FARCARTG




oRf11/98 HASTER OwMER RELATIDONG S5v5TIM 11 14.21.032
mEr kT === IEEAtR A== CC LA NENN=-c-==—-gEEN3:z SEEESESARdBEC T LS RBdNES-TC- = mmARExaT==
25E88CG GRP: Xs(9 CONCERN COMTACT WEH TYPE: CAR

50R 10 ZNFTR: MZ COHNTACT MBR: 1077654235 ORENED: 1171271905
Wk 12UPT20C2H5“ ENGINE: ¢ CLOSED: 11/23/1996
SEETREEEARCCSCSCSCSCSCEEEEE - == Ex=-- - EEEEENc==

SEENEEEEC - CyAEREEE-C--TEmEEaa
19965 12/11

ver NAVIS: SUBSEQUENT «we

CUSTOMER SAYS:

- PREVIOUS CONCERMN WITH SEATEELT.

= SEATHELT 15 STILL EROKEM AFTER RECALL REPATR.

FER CUSTOMER, DEALER SAYS:

= APPOINTMENT SET FOR MOMDAY,
*

CUSTOMER SEEKS:

- RESOLUTION TO CONCERN.

L]
CAC ADVISED:
-INFORMATION HAS HEEN DCCUMENTED AND FORWAROED TO THE DEALER

- SINCE APPDINTMENT ALREADY SET. WILL NOT HAVE CUSTOMER SERVICE MAMAZER
CONTACT CUSTOMER.

OWNER RELATIONS YOP/BENCHMARKING O%/11/98 FARCARTG




oaf11 /o8 MASTER UWNMER RELATIONS SYy&I1EM 11 14.21.02
B RESESI=cSSEizCcAraMAdENENEFSIFIF ST S S EECSEECECAEA-IErmRAesmN o ENISEORECZRRTSmSa
GO0RAC GRP: K201 COMCERN COMTACT YER TYPE. CAR

CONTACT WNBR;: 1077GGO90E COPENED: 14/14/199E

CIMCLINWATIL 47 ENSTR
UIN: 1ZvPT 20C3M5
==co==—=Rxc-xidA -— EnrarassifarsBhrddE LA LSRR S T EEOEETITE D - T ECONC S ENETEE

ENGINE: C CLOSEO: 12/17/1996

LAST NWAME: STATUS :

TITLE: FIRST MAME: - Mr

ADDRESS :

CITY: STATE: F:

woue prove - [ AUS, PHONE: _

MODEL YEAR: MOGEL :

MILEAGE : 100200 w5D:

DEALER NAME: EOB CHAPHMAN FORD IN SALES CODE: 147041 P B A: 032346
callsal CODES: 1203 SYMPTOMS: 104100

ORIGIN: &n TRAMNS. D&AT/RGM: 47 TRANS. DATE:
EERUICEIShLES: 1 CONTACY DATE: 1172871995
ACK. CODE: ASSIST CODE: R AMARD AMT: Z.694 SURVEY: ¥ (Y OR N)
BUILD OATE: CALIBRATION:

ESP INFD: EXPLRES :

DPEM RECALL: OWNER WOTIFIEDR: MIGRO :
COMMENTS .

1BaG/11/14

+wms THIS CONTAGCT OPENED DLE TQ MNP 5870 =»#

+¥% THIS CONTACT IS OPEMED DUE TO OPFEN RECALL 9BS4R AND 98299 se-

wew NAVIS: DRIGINAL ==+

CUSTOMER SAYS:

- SHERYL, DWHERS WIFE, CGALLING

- DRIVER ANO PASSENGER SIDE SEAT BELT DO MOT OPERATE

= YEHICLE TO DEALERSHI!F ABOUT 4 WEEKS AGO TO HAVE SEAT BELT RECALLS PERFORMED
- DEALERSHIP COT1O0 NOT HMAYE MOTOR FOR SEATRELT AND ADVISED CUSTOMER THAT WHEN
PARTS WERE AVAILABLE wOULD CONTACT CUSTOMER

- FUSTDOMER CONTACTED DEALERSHIP {11713 AND DEALERSHIP HAD WO INFORMATION ON
PaART

= CUSTDMER wOUuLD LIKE THE YEHICLE REPAIRED

-

FER CUSTOMER, DEALER SAYS:

= CUSTOMER CONTACTED DEALERSHIA 11713 AND DEALERSHIP HAD MO [WFORMATION OM
FART

L ]

CLSTOMER SEERX:

- TD HAVE BRECALLS PERFORMED

L]

CAC ADVISED:

= INFORMATION HAS BEEN OOCUMENTED AWD FORWARDED Td THE DEALER

-« REQUERET MR. ROBERT CHAPMAW [CUST REL MGR) TO CONTAET THE CUSTOMER WITHIN 2
BUSINESS DAYS

- CUSTOMER WAS MNAT AWARE OF IWVOLVEMENT IN OMP 25ATO AND waS INFORMED OF
INVOLVEMENT AND WOULD LIKE TO HAVE COMPLETED

OWNER RELATIONS VOP/BEMCHMARKIWG 09711798 FAXCARTR



a9/11/98 MASTER OWNER HELATIONS SYSTEM 11 14.21.02
EAE SRR Ae A I AN SR I EEEEETERAF RS IEFgI ST O S SE S S S S S S S S S SIS L S LSS TESSSESESSSSSSS=S=S=FES
S008AC GRF: XXO! COMECERN COMTACT VEH TYPE: EAR

CINCINMATI 47 INSTR: P2 CONTACT NBR: 1077EGY0G OFENED: 11714713996
VIN: 1zveT2ocans N EMGINE: € CLOSED: 12/17/1995

_________________ 2 R FY SRR RRERT RN EES BRI I EERT EFRESSE RN E RS YRR R ERERE ST SR 0 0 0
1596/ 11714

«v¢ THIS CONTACT IS5 OPEMED DUE TO UPEN RECALL 96548 AND 95549 ==+

vév YEHIELE INVOLYED IN ONP QSETO »+-»

exv NAVIS: ORIGIWAL »%=»

CUSTOMER SAYS:

~CALLING BACK

[ ]

PER CUSTOMER. DEALER Sa¥5: [PER TRDY. SRvC aDvISOR)

-1 CALLED, THERE IS5 A HACKORDER

-WE HAVE NO IDEA HOW LOMG [T IS GOING TO BE

L ]

CUSTOMER SEEKS:

-COLILD THERE BE & HACKORDER ON THL1S PART?

*

CAC ADVISED:

-IMFORMATION HAS BEEN DDCUMENTED AWND FORWARDED TO THE DEALER

~REQUEST MR ROBERT CHAFMAN (CUST REL MWGER) TO COWTACT THE CUSTOMER WITHIN 2
BUSINESS DAYE

-DEALERSHIP I5 THE REST TECHWMICAL RESCLRCE

-MR ROBERT CHAPMAW (CUST REL MGR] [5 IN THE BEST PFOSITION TOD ASSIST YOU.
1596/ 12710

PARTS CAME 1IN, CUSTOMER WOTIFIED, REPAIR PERFORMED '1-95-88, VEHICLE RELEASED

TO CUSTOMER, MO FURTHER ACTION AT THIS TIME. LARRY BURKHARDT, SERVICE MAMAGE
R

¥¥fTHI!E 1S THE CLOSING COMMENT
11-2%-9&8 PARTS IWSTALLED FOR SEAT BELT RECALL. WEHICLE RELEASED TO CUSTOMER.

OWNER RELATIONS VYOP/SBENCHMARKIMNG 09/11/98 FAACARTG




oof11/38 MASTER OWNWER RELATIONG Sy3TEMW II 14.31.02
EErscssssnbdeees e e A S E N I R I S EE OO S I S S S SIS S S CSESTIESEESTESISSESOS=SAST
2789JM GRP: XX1D TNFORMATION CONTACT VEH TYPE: CAR
DETROIT 4B ZNSTR: D2 COHNTACT NBR: (D7776GAER OPEMER: 11/1K/199&6
YIN: 1IVPTE 1S ENGINE: U CLOSED: 11/18/1998

LAST NAME: STATUS:; CLOSED
TITLE: tReT nave: I

ADDRESS : E

cLrY: ETATE: IP: -
HOME PHONE : BUS. PHEONE: F

MODEL YEAR: MODEL :

MILEAGE: 120123 WSD:

DEALER HMME : KELLER FORD IMC RAl ES CODE: 148070 F & A: OD9898
CAUSAL CODES: 1215 SYMPTOMNS : 104100

ORIBIN: aq TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N)
BUlIlLDh DATE: CALIBRATIDM:

ESP 1NFO: EXPIRES:

OPEN RECALL: OMNER MOTIFIED: MICRO:
COMMENTS

1926711/18

wur VEHIGLE INVOLVED TN RECALI, SG585 vwis

xae VEHICLE THNYOLWED IN RECALL BGS4B +in

wwe MAUVIS: SUBSEQUENT #wew

CLUSTDMER SAYS:

-HE ToDK THE VEHICLE T0 THE DEALERSHIDP FOR & SEATEELT CONCERM

=800 NUMEER FRON DOWNERS GUIDE

-HE CALLED THE DEALERSHIP THIS MORWING TO HAVE THE RECALL woORK DOME
=~HE TODM THE DAY OFF 70 DEAL WlTH THES CONCERK

=N0 THE DEALERSHIP STATES THAT THE FART IS DM EMERGENCY ORDER

-

FER CUSTOMER, DEALER SAVS:

-THEY CANNOT FIX IT BECAUSE THEY DO WOT HAVE THE FARTS
-WE DO NOT CARRY LOAMER WEHICLES

-fdE WILL HAVE TD ERING THE WEHICLE IM LATER
.

CUSTOMER SEEKS:
-LCANER VEHLICLE

L]
CAC ADVISED:

-1HFORMATIOK HAS BEEM DDCUMENTED AND FORWARDED TO THE DEALER
=JOAN HUMT I5 [N THE BEST PDSITION TD ASSIST

OWMER RELATIONS VOP/BENWCHMARKING 091198 FAXCARTG



oSf11 /98 MASTER OWMER RELATIOMS SYSTEM I 14.31.032
I====I=EI=llll========I.'I-IIll=====l.l-ﬂ::=====1ll::::::.rIIlzr:_—:r:.‘.’-.----:--.
OG04 MR GRE: X316 CONCERM CONTACY YEH TYPE: CAR

5AM FRAN 12 ZIN/TR . CONTACT NAR: 107726243 OPENER: 1171871098
VIN: 11\;P1:iuau5h ENGINE : U CLOSED: 0170771997
EEEECSEEEEIESS - C-CCSgIEEEERS ====IlIk:=====l-l-llll=====l=t::::::::llll..:::!'!---
LAST WAME- STATUS: CLOSED
TITLE: FIRST HAME: LOUISE MI:

ADDRELS:

CITY: FaLLOM STATE : 1P:

HOME PHOME : Bus. PHOME: _
NMODEL YEAR: 1 MODEL PROBE

MILEAGE : BEDOO wsD:

DEALER WAME: FALLON FORD-MERCURY SALES CODE: 172479 P& &: 07758
CAUSAL CODES: 12049 SYMPTDMS: 102100

ORIGIN: an TRANS. DST/RGM: 72 TRANS. OATE:
SERVICE/SALES: 1 CONTAET OATE: 12/04/1995
ACK. CODE: ASSIST CORE: R ANARD AMT: O SURVEY: N (¥ DR K}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWKER NOTIFIED: MICAOD :

COMMENTS :
199611419

+++ THIS CONTACY IS OPEMED DLE TO QOPEN RECALL S6548. 95500 =sw

ek NAVIS: PROGRAM #x»

CUSTDMER 5SAYS:

= HAS RECALL NOTICE FOR THE SEAT BELTS IN HER VEH!ICLE
= TOOK INTO DEALERSHIF BECAUSE IT WAS NOT ENGAG [NG

= THE DEALER CALLED AND SAID THEY HAD THE PART AVAILABLE TO REFAIR 17

£l

PER CUSTOMER, DEALER SAVS:

- THEXY HAWE THE PART IN MOW

-

CUSTOMER SEEKS:

= TO KNOW IF THIS IS5 THE RIGHT PART FOR THE FINAL FIx

GAC ADVISED:

-TWFORMATION HAS BEEN DOCUMENTED AND FORMARDED TO THE DEALER
-“REDUEST MR. ERMIE WILLTAMS (CUST REL MNGRS svC MHWGR] TD CONTACT THE CUSTOMER

WITHIN 2 BUAINESS DAYS

1996/ 11725

11/25/86 PER SERVICE MANAGER. CUSTOMER HAS APPDINTMENT
EATEELT TRACK FOR RECALL 9654B.
1996/13/m1

12/31/96 PER SERVICE MAMAGER-SEAT BELT MOTOR
E PER RECALL. WORK WAS PERFORMED ON 12/4/96.
FFATHIS IS THE CLOSING COMMENT

12/31/96- RECALL WORK WAS PERFORMED OM 12/4/96-
AT HELT MOTOR

HAD Td EE

OWNER RELATIDNS VvOP/BENCHMARKING D08/11/58 FARCARTG

OM 1278/96 TO TNSTALL &

CROERED FOR CRIVERS 51D

REPLACEMENT OF DRIVERS SIDE SF




oas11/98 UASTER OWWER RELATIONS SYSTLM [] 14.21.02
cr=ERcd JEFRENCC f A== x=- ¥ xc-HE RN A dEEFNAdT SRS -S S I S-S TS rFCS S SIS S SETECSEEEEEEESaSE
1S83CT GRE: Ax13 CONCERMN CONTRET WEH TYPE: CAR

MEMFHL 5 232 H COMTACT wWBR: (03173907 OPENED: O3/05/) 1997
VIN: 1 ZVPTI LUWAMS ENGTNE: U CLOSED: 0472171597

FEE=FIRF===== R EE R RN SIS E LT E R T Y LA L L L

LAST MAME: STATUS: CLOSED
TITLE: rirsT nave: [N NI:

ADDRESS:

CITY: WARTRACE STATE: T 2t [
dome pHone - [ Bus. roone: NN

MODEL YEAR: 91 MODEL : PROBE

NILEAGE: 91000 WSD:

DEALER NAME: OQUALITY FORD-MERCUR SALES CODE: 123269 P& A: 01646
CAUSAL CDOES: 1208 SYMPTOMS : 104 100

ORIGIN: an TRAMS. DST/RGN: 23 TRANS. DATE:
SERVICE/SALES: 1 CONTALT DATE: O4/05/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY. ¥ (¥ DR N)
BUILD DATE: CALIBRATIOM:

ESP INFO: EXPIRES:

DFEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1987/03/05

CUSTOMER SATS:

- SPAKE TOD TWD/THREE PEOPLE AT QUALITY FORD

- HAYE BEEN WAITING FOR FOUR MOWNTHS

- PDES NOY HAVE WIN, H1S SONS WEHICLE

- WILL CALL BACK TOMDRROW WITH WIN

'S

PER CLISTOMER, DEALER SAYS:

- N0 COMMENT

.

CUSTOMER SEEKS:

- REIMBURSEMENT

]

CAC ADVISED:

= REQLIEST CUSTOMER 7O RECOMTACT CAC WITH WIN FOR ASSISITAMCE
»wsHEXT C5R=un

- OBTAIM THE INFORMATIOM, AND UPGRADE IF HECESSARY

-~ REFERRED THE CLSTOMER Td THE CUSTOMER BELATIONS MANAGER, R0OY BOITHNOTT,
FOR FURTHER ASSISTAMCE

THIS COWTACT IS AW UPGRADE OF CONMTACT NUMBER 108020606

«rs THIS CONTACT 1% OPEWED BUE TO DPEN RECALL 95545 & 96593 re»
win WAVIS: PROGRAM x4

CUSTOMER SAYS:

-HAD SEATEELT REFLACED OM 10715/95 BEFORE HE RECE!VED RECALL LETTER {10/ 7 /96
RELEASE DATE)

=CALLING HACK WITH VIN WUMHER

*

PER CUSTOMER, NEALER SA¥S:

-~FRED (SERY¥ICE] SAlD HE WAS TRYING TO FInND OUT WHAT waS GIOLMG ON

CUSTDMER SEEKS:

OWNER RELATIONS VOP/FEENCHMARKIMG 0OS/11/98 FAXCARTC



o9S11/28 MASTER DWMER RELATIOMS SYSTEM 11 14.24.02
:llIlll::!=:=::---:4--.-.-.-==---.....--.===::=:.:==--|.|==:==;|=.—..|-======.;p‘.-===
1593CT GRP: XXi3 CONCERM CONTACT VEHM TYPE: CAR
MEWFH1% iz INSTR: COHTACT NBR: 108173907 OFENMED: 03/0s5/1937
VIN: 1ZVPTZ 1L4MS ENGIME: U CLOSED: O4F21/19a7
III'I:Ill======IIIIII|:-i:::-::--...-..-n:----.p---::::==:::-|-==:===.....-== ===
1597 /03705

~T0 BE REIMHURSED FOR THE RECALL WORK HE HAD DOME PREVIQUS TO
RECEI¥ING THE CUSTOMER LETTER
x

CAC ADVISED:

-~INFORMAT 10N HAS AEEN DOCUMEWTEDR AMD FDRWARDED TD THE DEALER

-REQUEST MR. ROY BOITNOTT [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2

BUSINESS OAYS

-PLEASE AOWISE IF CUSTDMER IS ELIGIELE FDR RECALL REIBURSEMENT

**+RELEASE DATE ON CUSTOMER LETTER [% 1077796 BUT LETTER CUSTOMERe++
RECEIVED WAS POSTMARKED 190/18796 AND SIMFLY HAD DCTDRER 199§

OM THE LETTER. (HE RECEIVED LETTER AFTER REFAIR HAD BEEN
COMALETED)

1997/047 14
FEXTHIS IS5 THE CLOSING CDOMNENT

CUSTOMER RECEIVED REFUMD UNDER RECALL 9B54A AND 985593 PROBE SAFTEY RESTRAINTS
THAT HE HAD PAID FOR.CUSTOMER CDMCERN RESOLVED.

OMKER RELATIONS VOP/HEWCHMARKING 09711798 FAXCARTE




o8/ /11798 MASTER OWMER RELATIONS &YSTEM I 14.21 .02
IEEc ERE I NN N RN IR s = E xR - S - S-S S === =SS EBR=-SASSFrANEEEANENaRREBkE-—c=-R==—x=======@m
D54 1MP GRP: Lx09 [NFORPMATION COMTACT VEH TYFE: CAR
CHICAGD 11 ZN/TR: A3 CONTACT NBR: 1DAGIS5T13 DPENED: O7/0Z2/13%97
YIN: 1IVRATIOCEME ENGIME: C CLOSED: O7/02/18487
SEEE=IEE=¥EN LES L LR L ERELEELEREERS EEEEESREN I TS P ET L EEEE R
LAST MaME: STATUS:

TITLE: FIRST MAME: - MI:

ADDRESS :

CITY: STRTE: H
HOME FHONE : BUS . PHOMWE :
MOOEL YEAR: MODEL :

HELEAGE - 140000 WSD:

DEALER MAME: DEMNISOM FORD INC  SALES CODE: 141248 PE A: 30148
EAMSAL CODES: 1012 SYMPTOMS : 104100

DRIZIN: ch] TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: 1 ) CONTACT DATE:

ACK. CDDE: AS5555T CDDE: AWARD AMT: O SURVEY: {Y OR M)
BUILD DATE: CALIBRATION:

ESP INFQ: EAPIRES:

OPEN RECALL: OMNER MOTIFIED: M1CRO:
COMMENTS :

199T/07/02

=%4 HAYTI. ORIGINAL +r»
CUSTOMER SAYS:

- DEALERSHIF 15 NOT FOLLOWING UP ON THE RECALL THAT HIS WEHIGLE 15 LTHMVDOLYED
1IN SE540 AND 955949

= TOOK YEHICLE IN WHEM HE FIAST GOT THE RECALL IN NOVEMEER

» THE¥ FIXED THE ORIVERSIUE BUT THE PASSENCER SIDE IS5 STILL STUCK MIDWAY
TOWARDS THE FORWARD POSITIDN
.

PER CUSTOMER, DEALER SAYG:
- FART 15 ON BACK ORDER
= HAVE TO BRING VEHICLE BACK 1MW FOR ANOTHER IMSPECTIOM

+
CUSTOMER SEEKS:
- SEAT BRELT REPAIRER

L]
GAC AaDVISED:
- INFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - ORDER SITUATION

- JINFORMED CLUSTOMER PARTS MANAGER CAM PROVIOE MDST CURREWT UFDATES O PART
DELAYS

OWKER RELATIDNS UOP/EENCHMARKING 00714788 FANCARTS



Das 41498 MASTER OWMER RELATIONS S5¢STEM [I 14.21.02

——-—EEEEdEEEEEE=c--:c=c==c—adEEIERI===SFfaxrps=======c=Rdkble .- 'EZTESS@EES=E=SS=SSTIEIZSS== ===
1020J% GRPR: xx13 CONCERM CONTACT VEH TrPE: ChAR

SDR 10 ZNSTR: E2 CONTACT NER: 108583300 OFENED: O5/3471997

VIN: 12¥PTI0CAM ENGINE: C CLOSED: O7/15/1597

LAST MAME: - STATUS: CLODSED
TITLE: FIRST WAME : Ml1:

ADDRESS:

E1TY: ME STATE: _p:

HOME PHONE : BUS. PHOME :

MODEL YERAR: T MODEL : PROBE

MILEAGE: TROOO W5Sh:

BDEALER WAME: CURRENT RIVER FORDR SALES CoDE: 123255 P & A: DBDGES
CAUSAL CODES: 1042 0407 SYNPTOMS: 104100

OR1GIN: Go TRANS. DST/RGH: 23 TRANS., DATE:
SERVICE/SALES: 1 CONTACT DATE: O7/0Bf1947
ACK . CODE: ASSIST CORE: F AWARD AMT: O SURVEY: ¥ (¥ OR N)
AUILD DATE: CALIBRATIDN:

ESPF INFO: EXFIRES:

OPEN RECALL: OWNER MOTIFIED: MICRD:

COMMENTS

1997 /08724

wan YEHICLE INVOLYED IN OMP 9B548, TGE599 #++»
wen NAVIS: SUBSEDLEMT wew
CUSTOMER SAYS:
- RECTIVED A LETTER ABOUT THE SEATBELT RECALL
- WAITING TW0 WEEKS FOR PARTS
- HE HAE & GAOD DEALERSHIP
.
PER CUSTOMER, DEALER SAYS:
- WAITING OH PARTS
-
CUSTOMER SEEKS:
- WEHICLE TO BE REPAIRED

L]

CAC ADVIEED:

~INFORMATIDN HAS HEEN DOCUMENTEOD AND FORWARDED TO THE DEALER

~REOUEST MR.BEOE WETHERLAKWD (CUST REL MNGR,/ SVC MNGE] TO EDNTACT THE CULTDMER
WITHIN 2 BUSINESS DAYS- INFORMED CUusTOMER FORD Ma¥ EXPERIENCE A BACK

=~ ORDER SITUATICH

+~ IWFORMED CUSTOMEA FARTS MAWAGER CAW PROVIDE MOST CURRENY URDATES DOk PART
DELAYS
1997707 /08

NN¥WTHIS 15 THE CLOSING COMMENT

war OSM T, ALEHE sww

= VEHICLE HAS HEEN REPAIRED AND RETURNEOD TO CUSTOMER

= MO FURTHER ACTION AEQUIRED AT THIS TIHWE

DWWER RELATIDNS VOP/EENCHMARKING D9/11/94 FAACARTG




o9f11/88 MASTER OwMER RELATIONS SEv¥STEM 11 14.21.02
=x=ht- A =-Es=-SHdcOeAEcEd it R N AEEEEc T i ERAL B RSN EFLEBELoRu=-cxEr-Ax=-RA=-REi=-Eoc=-c=-E-Ekxk
137450 GRP: XX10 INFORMATION CONTACT VEH TYPFE. CAR

S0OR 10 INSTR: E2 CONTACT MEBR: 108584163 OPEMED: 03{24!199?
YIM: ENGINE: C CLOSED: OB/ 2471997
E=SR=SSS S-S =S=-SoSSS5S=SS=S=SX==KE = B e P e e T B
LAST HAME: STATUS: CLOSED
TITLE: FIRST NAHI—:-._ M1:

ADDRESS :

FOME BHONE : qus. enone:

MODEL YEAR: 81 MODEL : PROBE

MILEAGE : B0 whD:

NEALER NAME: CLRRENT RIVER FORD SALES CODE: 123295 P A A [+..1n . 1]
CAUSAL CDDES: 1013 SYMPTOMS : 104 100

ORIGIN: o0 TRANS. DST/RGN: TRAMS. DATE:
SERVIGE/SALES: 1 ; CONTACT DATE:

ACK,. CODE: A55I57T CDDE: AWARD AMT: Q0 SURVEY: [¥ DR N}
BUILD DATE: CALIBRATIOMN:

ESP 1NFO: EXPIRES:

OFEM RECALL: OwMER MOTIFIED: MI1CRD:

CIOMMENTS

1097706724

wad MAYIS: SUBSEQUEMNT +s»

CUSTOMER SAYS:

~OEALERSHIP HAS HAD THE VEHILCE FOR TwWi WEEKS
~WAITNG TO RECEIVE A PART FOR OREN RECALL

"

FEA CLUSTOMER. DEALER 5AY5:

“WAITING ON PART

Y

CUSTODMER SEEKS:

«ASSESTAKWCE DM GETTING PART 1N DRDER TO GET VEHICLE BACH

-

CAC ADVISED:

~CONTACY SERYICE MAMAGER TD FIND OUT wWHY THIEZ FROCESS IS TAMING 5D LDWG, CHUCK
ALDRICH

—COMTACT CUSTOMER RELATIONS MANAGER REGAROIMG HON-TECHMICAL JMFORWATIOMW

199707 f01

RECIEVED PARTS DN 0B-25-97 AMD REFAIRED vEHICLE ON O5-27-97.CUSTOMER PICEED wp
WEHICLE AND WAS SATISFIED

OWMER RELATIONS VOP/EEMCHMARELMG O0U/11/98 FAACARTG




ocaf11/98 MASTER JOWMER RELATIDNS SYSTEM II 14 2102
L E 2 P RN R RRRERERRE TR IARREY LT T LENREREELERRRRLENERERERFREREREERLEL L LRI I L LEERYLED] 1T }]
TETAC GRF: 10 INFORMATION CONTACT YEH T¥YPE: CaR

URKMNOWN a4 IN/TR: COWNTACT NBR: 1OH4305595 DPEMED : C3/05/1008

VIN: 1zuPr21Uﬁu- ENGIMNE: U CLOSED: 02/05/ 1998

ERENAANEREEEERI FEEANAdfl dninxrrraiiinreeenknsnan

LAGT MAME: STATUS: CLODSED
TITLE: FirsT nave: [ :::

ADDRESS

CiTY: ANN ARBOR STATE: HI 21p: -
HOME PHONE: R eus. PHONE: [

MODEL YEAR: 91 MOOEL : FROBE

MILEAGE: 100000 WSO :

DEALER NAME : SALES CDDE: P bk oA:

CAUSAL CODES: 1203 SYMPTOMS: 104 100

ORIGIN: GO THANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 ; CONTACT DATE:

ACK. CDDE: ASSIST COOE: AMARD AMT: 0D SURVEY: (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPFEN RECALL: OwWNER NOTIFIED: MICRD:
COMMENTS :

1908/01 /05

ser THIS CONTACT IS OFENED DUE TO OFEN RECALL 96548 AWO 96548 #vw
tve NAYIS: SUBSEQUENT we#

CLISTOMER SAYS:

- THE VEHICLE IS IWVOLVER INM THE RECALL FOR THE SEATRELTS

= THE LAP EELT IS WNOT WORKINA

- HAS TQ DRIYE THE WEHICLE WITH NO SEATBELT AND FEELS IT 15 UNSAFE
-

PER CUSTOMER, OEALER S4Y5:

~ THE PARTS ARE STILL ON EACK ORDER

*

CUSTOMER SEEKS:

= TQ GET A RENTAL YERICLE

.

CAC ADYISED:

~ 1MFORMATIDON HAS HEEW DOCUMEWTED AND FORWARDED TR THE BDEALER

- REQUEST MR, /H5. [CUST REL MWGR/ SWC MNGR] TO CONTACT THE CUSTOMER WITHIN 2
BUSIHMESS DAYS

ey MAVIS: SUBSEQUENT +++

CUSTOMER SAYS:

= CUSTOMER [5 CALLING BACK

- WAMTS THE DEALERZHIP TD GIVE HIM A LOANER VEHICLE

-

PER LUSTOMER, DEALER 3SAYS:

- NO LDAMER VEHICLE

-

CUSTDMER SEEKS:

- LOAMER VEHICLE

OWNER RELATIONS VUF/BEHCAMARKIMG Q49711798 FARACARIG




a9/ 11/98 WASTER OWMER RELATIONS S¥STEM 1!
-----!-------.‘------.-::::::,-...---:::::::::ﬂ'-....--::::::--..---::::::
1873Cy GRP. 10 INFORMATION CONTACT VEH TYPE: CAR
UNKADWN 98 ZN/TR: COMTACT MAR: 109430935 OPENED: 02/05/1998
VIN: 1zver21uens EMGIME ; U CLOSED: 02/05/1998
---'-..-.-----:-------...------:=====---------::::::-----.---:::ﬂ-...--k-.:———
1998/02/09

x

CAC ADVISED:
- M0 ESP

- MO TRAWSPORTATION ASS1STANCE PROVIDED

OwWNER RELATIDNS WOP/BENCHMARKING 0D9/11/0B FAXCARTE

14.21.02



o9/11/39m MASTER OwMWER RELATLOMS S¥STEM Il 14.21.02
ET AN AGsIRENCFENENASNNESINENCSSEANSTINSS3ISSISESEC5SSSIRIScEMECANCSCOIERSIaEm
2o87LB GRE;, 05 INFORMATION CONTACT VEH TYPE,; LAR

SAM FRAM 72 IN/TR: &A1 CONTACT NEBR: 10942G237 OFENED: 0O2/04,/139E
VIN: ] EMGINE : CLOSED: OL/D4/198p

Er - I ErrcEd IS S S NS RN EEEFE IS FEE SR AN NN EEEEEEESEEEESAEESANEEENEEEEEEENEEEEEEETS

LAST MAME: 5TATUS: CLDSED
TITLE: FIAST MAME: -uu:

ADDRESS:

CITY: CRAMENTO STATE: CA ZIP; -
HOME PHONE : & 8US . PHONE:

MODEL YEAR: 1 MODEL: PROGE

MILEAGE ; 111000 WsD:

DEALER NAME: [DOWNTDWN FORD SALES SALES CODE: 172201 P B A: DTBEER
CAUSAL CODES: 1042 1205 40RA SYMPTOMS : 104 100

CRIGIN: an TRANS . DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. GCODE: ASSIST CODE: AWARDO AMNMT: D SLRVEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFED: EXPIRES:

OPEN RECALL: OWKER WOTIFI1ER: MICRO:

COMMENTS:

1998702704

w3:ND VIN AVAILABLE+w=*

#3v PARTS DELAY DOVER 30 DAYS xw=
CUSTOMER SAYS:

= WAITING FOR THE SEAT HELT PART
- HAS HEEN WAITIMNG OVER 3 MONTHS
= DOES WOT FEEL THAT THE WEHICLE

»

PER CUSTOMER, DEALER SAY¥S:
- NO CONTACT PERSON AIVEN

CUSTOMER SEEKS:

TO COME IN TD FIK UNDER RECALL
FAR THE PART
15 SAFE

- RECALL PERFORMED/PART TD COME INM

.
CAC ADVISED:

- IMFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - ORDER SITUATIDM
-~ INFORMED EZUSTOMER PARTS MANAGER CAMN FROVIDE WOST CURRENT UPDATES ON PART

DELAYS

OWMER RELATIONS YOF/BENCHMARKING Q9/t1/98

FAKCARTG



oa/11/98 MASTER OWMER RELATIONE SY¥STEM 11 14,21.02
—E—mEawEmE FFAERCOIETEmransmbmmEN g REg==a=-acs====c=EALERRIRE ST RASSSSES=S=S=S===E-e-ENEERE
TATACU GRF: 10 CONMCERN CONTACT YEH TYFE: CAR

S0OR 10 N/TR: G CONTACT MER: 109415403 OPENED: D2702/1988
VIN: 12vP12 101 I ENGINE: U CLOSED: 02/10/1858
cmcEREEE g pEp EELNE==n=—mr=====EENcAEEENINEN=E-E=S=I3I=—h-or-EsdEEN
LAST MNAME: STATUS: CLOSED
TITLE: FrsT nane: [ MI:

ADORESS .

cITY: ETATE: . [T
HOME PHONE : BUS. PHONE:
MODEL YEAR: 91 MODEL:

MILEAGE : 1 11000 waD:

DEALER WAME: HOLIDAY MOTOR CORP SALES CODE: 1275089 F & A: DETIB
CAUSAL CODES: 1203 1012 SYMPTOMNS . 104 100

ORIGIN: Ga TRANS. DST/RGM: 127 TRANS_ DATE:
SERVICE/SALES: 1 CONTACT DATE: O2/02/1958
ACK. COOE: ASSIST CODE: W AWARD AMT: 0 SURVEY: N (Y OR H)
BUILD DATE: CALIBRATION:

ESF IKMFO: EXPIRES:

OPEN RECALL: . OWMER MATIFIED: MLCRO:

COMMEMTS :

1998 /02/02

wwd MAVIE: PROGRAM w¥=

«we THIS COMTACT 15 COPEMED OUE 70 OFEN RECALL 2548 m==
CUSTOMER SAYS:

= THE VEHICLE IS INVOLVED IM THE SEATBELT RECALL

FER CUSTOMER, DEALER SA¥S:
-~ EAN HDT GET THE FART
.

CUSTOMER SEEKS:
- TO GET THE CDMCERN WITH THE VEHIGLE RESOLVED

»
CAC AOVISED:
- INEARMATION HAS HEEN DOCUMEMTED AND FORWARDED TO THE DEALER

-~ REQUEAT WR.AERALD OLMCAR CUST REL MWARTD CONTACT THE CUSTOMEA WITHIN 2
BUSIMNESS DAYS

1998,/02/03

#¥4THIS [S THE CLOSING COMMENT

MOTOR FOR SHOULODER HARWESS SOMIMG FROM VEHDOR AND FORD WILL RELEASE TD DEALERS
. CUST. STILL HA5 LAP HELT T0 WSE. CUST, DEMANDED LODANER VENICLE WHICH WAS D
ENIED. WD ASSIST, AVAILABLE DN RECALL FDR LQANER.

OWNER RELATIOHS WOP/BENCHMARKING OQ271173B FLiCARTG




oaf11/98 MASTER DWNER RELATIDMS SYSTEM 1) 14.21.02
:::‘:.-.*-======---.----=‘-:::...-------:====’.--’=======..-‘::::-'.....t::ﬂ:'---
BS3AIM GRP: 09 COMCERN CONTACT VEH TYPE: CAR
ORLANDO 24 ZNSTR: €3 EONTACT NBR: 109414127 DPENED: 02/02/1938
WIN: 1 ZvPT20¢ 14 S ENGINE: C CLOSED: O2744/1968
LL L L - NN TR RS TR I T] .-:---..-----:===;---======-;-|=======-.--l:|n=
LAST MAME: STATUS: CLOSED
TITLE: FIRST NavE: [  ~::

ADDORESS :

CITY: WINTER HAVEM STATE: e -
HOME PHONE : _ BUS. PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE: E0000 wWSD;

DEALER WAME: WINTER HAVEN FORD SALES CODE: 124425 P & &: DABR4D
CALUSAL CODES: 1200 STYMPTOMS: 1041040

ORIGIN: an TRAMNS. DST/RGN: 324 TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE: 02/04/150R
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURYEY: v (¥ OR N)
BUILD BATE: CALIARATION:

E5SF INFD: EXFIRES:

OFEM RECALL: OWMER MNOTIFIED: WMICRO:

COMMENTS :

1888/02/02

son NAWIS: SUBSEOUEMT www

“=% THIS CONTACT IS OFENED DUE TC OPEN RECALL 96548 B OES00 evx
=ARE THERE AMY RECALLS

-

PER CUSTOMER., DEALER ESAYS:

=N0 CONTACT

*

CUSTOMER SEEKS:

“RECALL INFORMATION

Ed

CAC ADVISED:

RE:RECALL

-~ INFORMATIDN HAS REEN DOCUMENTED AND FORWAROED TO THE CEALER

-~REQUEST MR WILLIAM TOBIAS (CUST REL MNGR) T8 CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1998 /02 /04

FEATHIS IS THE CLOSING COMMENT

SERVICE MGR,WILLLAM TORIAS,TALKER T8 CUSTOMER AND CUSTOMER HAS AN AFPDINTHMENY
TO COME IM TO HAVE THE RECALL DDME ON O2-09-49A

1998/03,/04

vy MAVIS: SUBSEQUENT we=

CUSTOMER SAYS:

-WY WEAICLE IS INWOLVED IN RECALL 95S4EB

=1 HAVE BEEW WAITING FOR & PART FOR 3 WEEKS

-1 CONTACTED THE CEALERSHIP TQ CHECK OM THE PART, EUT WAS ON HOLD FOR HAVE
BEEN OM HOLD FOR 30 MIMUTES

-1 DO NOT EVEN KNOW IF THE DEALERSHIF ORDERED THE PART

.

PER CUSTOMER, DEALER SAYS:
-WE DO NDT HAWE ANY INFORMATIDW ON RECALL

OWNER RELATICNS wOP/BENCHMARKING D9/11/98 FANCARTG




oofi11/248 MASTER OWMER RELATIOMNS SYSTEM 11 14 ,.21.02
-.-.-----:::-:::::....j’.’.:==:=--‘--”‘..====.----Fz":=I====......=====..'-...‘-t
BOIGJM GRP: 09 EDNCERN CONTAET VEH TYPE: CiR
DRLANDD 24 IN/TR: COMTACT WBR: 1039414127 OPENED: 0O2/02/199R
VIN: 1zuprzu::m5ﬁ EMNGINE: CLOSED: Q271171988
L E R R L L I LR ]| ====-II---’..======.'..lt:n:qi...l.ll::::"--
1993703704

™

CUSTDMER SEEKS:
-RECALL PERFURMED
[ 3

CAC ADVISED:

-INFORMATION HAS BEEN OOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST WR. WILLTAM TOHIAS [SvC MHGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

OWNER RELATIONS VOF/BENCHMARKING ©OB/11/98 FANCARTA




[1-FARNL-] MASTER OWMHER RELATIOMT S95TEM 11 14.21.02
=E====c=c=-c=-c=a-Acc-iExiAs i dE NN AN NS NN ESd N R T FEIEEAEE S IEECEE T E S ITENIEESN INEECSFIASCXE=SEEN
GEABW] GAP: 05 INFORMATION COMNTACT YEHM TYPE: CAR
BOSTON 11 ZN/TR: B2 CONTACT MBR: 109I39A0G0 OFENED: O1/28/1949A
viM: M EMOGINE : CLOSER: O /2871998
EE AN R EEERSEEDEE - ERFAITFEF - F - CSEFF=CE-FEF=-E=-S-- - =S - S-@F-S S-S S-S =S=SS-S=-SI-S=SSSST=SSrIS=SS==SxXTISmE==
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME; - MI;

ADDRESS:

CITY: STATE: 1P _
HOME PHONE : BUS. PHONE: H

MODEL YERR: a1 MODEL : PROBE

MILEAGE: E70D0D Wsh:

DEALER NAME: DUNME FORD SALES 1IN SALES CORE: 111018 F R A: DODOA
CAUSAL CODES: 1215 10112 SYMPTONS - 104100

CRAIGIN: 1] TRANS. DST/RGHN; TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. EDOE: ABSTIST CODE: AWARD AMT: J SURVETY: (¥ OR N)
BLITLD DATE: CALIGRATION:

ESP 1NFO; EXPIRES:

DPEN RECALL: CWMER MNOTIFIED: MICRG:

COMMENTS !

19g9e/01/28

seehd WEIN AYATLAHLE®»»

CLUSTOMER 5AYS:

=FATHER CALLING FOR DAUGHTER [SaLIMA)

~&5HE CURRENTLY DRIVES THE VEHICLE

~THE WEHICLE 15 INYOLVED IN A4 RECALL WITH THE SEAT BELTS
-THE BELT 15 AETUALLY STUCK TN THE MIZOLE OF THE TRACK
=THE DEALERSHIF INITIALLY LODKED AT THE WEHICLE OW NMOVEMBER THE 24TH
~THE PARTS ARE STILL WOT RHEAE

¥

PER CUSTOMER, DEALER SAYS:

~WAITING FOR THE PART

E ]

CLUSTOMER SEEKS:

-RECALL COMPLETED DM SEAT BELTS

-

CAC ADVISED:

= INFORMATION HAS BEEH DOCUMENTED AWD FORWARDED TD THE DEALER

=REOUESAT MR. MIKE DUWNE TII (CUST REL MMGR/ SVC MNGR) TD CONTACT THE CUSTOMER
WITHIN 2 BUSIMESE DAYS

=THE DEALERSHIP HAS INSTRUCTIDWE !N THE DEALER LETTER =0 THEY CAM AODJUST THE
SEATBELT D IT STILL BE WSED A SAFETY DEWIGCE

=THEY CAM MAMUALLY MOVE THE BELT IN THE TRACK DEVICE

~DUE TO MANY DEALERSHIPS REPLACING WROWG COMPOMENTS IN THE SAFETY RECALL THERE
I5 CLURRENTLY A SHORTAGE OF THESE PARTS

-~PLEASE CalLL BACK WITH WwiN

~UPGRADE TD CUNCERN

OWHER BELATIONS VOR/BEMCHMARAKTHG 09711798 FAACARTG



oof11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.0%
::::.:.i-'.Ill:.l:-l===-=-.-.‘---.=:=ﬂ-"I.....‘.::::‘:‘:‘I.I:::::‘..-:-:’::::’.--1‘
T154TS GRE: O CONCERMN CONTALT YEH TYPE: CAR
ATLANTA 21 INFTR: A2 CONTACT NER: 1089396470 OPEMER: 0172771538
ViN: 12vpT2ocouSE ENGINE: € CLOSED: 03/0971398
IIII:I:::===:-S-IIIII=k===I==-I-tI-===!:=n:.l.lil=:===;I-I-tll=:|:=-:|.llll.l:l:::l.:.l-
LAST MAME : STATUS: CLOSED
TITLE: FIRST NAME: _ Ml

ADDRESS :

E1TY: HUNTSWILL STATE: m IP: -
HOME PHONE : _ BUS. PHONE: ‘

MCDEL YEAR: MODEL : PROBE

WILEAQGE - 100000 WED:

DEALER NAME: WwODDY ANDERSOW FORD SALES CODE: 121747 PR A: OEHEZ
CAUSAL CODES: 1013 12049 EYMPTOMS : 104100 801000

ORTGIN: = 14] TRANS. DST/RGN: 21 TRANS. BDATE:

SERVICE /SALES: 1 CONTACY DATE: o1/30/19an8
ACK . DODE: ASS1ST CODE: R AWARD AMT: O SURVEY: ¥ {¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIAES:

OPEN RECALL: OWNER MOTIFIED: MICRAO;

COMMENTS :

1888/01 /37T

e WEHICLE INVWOLVED [N RETALL SES4E AMD SES99 s+u

CUSTODMER SAYS:

= THE SEAT BELT PART HAS AEEN OROERED SINCE SEPTEMHER

- SHE HAS NOT HEARD AMYTHING FCOM THE DEALERSHI$ ABOUT THE FORD DEALERSHI P

- BHE CONTACTED THE DEALERSHIP ON 1-26-1997 AND WAS TOLD TO CONTACT CUSTOMER

ASSISTANCE CENTER. THEY 00 NOT HAVE THE PART

&

FER CUSTOMER, DEALER SAYS:

RE: wQODY AMDERSOM FORD, GUMKER TN SERVICE

= THE RTGHT SIDE SEAT BELT 15 IN

x

CLSTOMER SEEKS:

- PART INFORMATION

»

CAC ADVISED:

RE: RECALL 365458 AnND 95599

= IWFORMATION Ha%S BEEN DOCUMENTED AMC FORWARDED TD THE DEALER

= REQUEST MR. BDEEY WHITE [SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSIMESS
DAYS

RE;: RACK ORDER LELAY

- INFORMED CUSTOMER FDAD MAY EXFERIENGE A BACK - ORDER SITUATION

- INFDRMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CURRENT LPDATES ON PART

DELAYS

1998702 /032

#¥¥THIS I8 THE CLOSING COMMENT

CUSTORER CAME IN FRI. 01/3D71998 AND WAS INFORMED THAT THE PART IS STILL ON

BACK ORDER. F. S. TO wHOM IT MAY CONCERM, 17 WOULD BE HELPFULL IF FORD WOULD

HAVE fLL PARTS IN STOCK BEFORE THE RECALLED THOUSANDS OF VEHICLES, PLEASE

CLOSE |

OWNER RELATIONS VOP/BENCHMARKING D9/11750 FAXCARTG




a8f14 /98 MASTER DWNER RELATIONS SYSTEM II 14.21.02
A EEE NN SN AN NN AN dec Nk cBEc XLk ST S-S SSS=S=SSSS=SSS==I==S3E=K
4483TD GRP: O& [NFORMAT]ION CONTACT WEH TYPE. CAR
ATLANTA 21 ZNSTR: A2 COMTACT HEBR: 102131105 OPEMED: 1170671397
VIN: W ENGIMNE: CLOSED: 11/06/1997
B L el e e e e L LR ] T EE L EEE R B EL ER TR T T T ERF R I Y]

LAST MAME: ETATUS: CLOSED
TITLE: FIRST NAME: Ml:
ADDRESS:

CITy: HUNTSVILLE STATE: AL ZIP. _
HOME PHOME : h

BLUS. PHOME:
MODEL YEAR: a1 MCDEL: FHROBE
MILEAGE: 107000 WED:
DEALER MAME: WDODY AMDERSOM FORD SALES CODE:; 121717 F A& A: 08322
CAUSAL CODES: 1012 SYMOTOMS : 104 100
ORIGINM: [=1:] TRAANS . DST/RGN: TRANS . BATE:
SERVICESSALES: 1 COMTACT DATE:
ACK. CDODE: A5S18T CODDE: AWARD ANT: O SURVEY: (¥ DR N}
BLILD DATE: CALIBAATION:
ESF INFO: EXPIRES:
OPEN RECALL: DWNER NDTIFIED: MICRAO:
COMMENTS :
1087/ 11/06

viehi] VIN AVAILABLE ==~

CUSTOWMER SAYS:

~THERE [5 A RECALL OUT ON MY YEHICLE

-TOOK THE YEHICLE TO THE DEALERSHIP IK SEPTEMRER FOR THE RECALL TD THE
SEATRELT

-! CALLEN THE DEALERSHIP TODAY ABOUT REPAIRING MY VEHICLE

=1'vE BEEN WAITING TINCE SEPTEMHER

.

PFER CUSTOMER. DEALER SAYS:

-HAVE TD ORDER THE PARATS

-PARTS ARE ON BACK CRDER

*

CUSTOMER SEEKS:

-REPALIR OF THE VEHICLE/RECALL PERFORMED

]

CAL ADVISED:

-~ INFORWED CUSTOMER FORD MAY EXPER1EWCE A BACK - QORDER SITUATIOM

= INFDRMWED CUSTOMER FARTS MANAGER CaN PROVIDE MOST CLRRENT UPDATES ON PART
DELAYS

CWNER RELATIONS VWDPSEENCHMARKING OH/11/98 FAXCARTG



a9/ 11/98 MASTER OWKER RELATIDNS SYSTEM 11 14.21.482
LA P L D Pl Pl Ll L Rl LR LT AR T T T R R RN RN R R R R R Y P Y F R FL PR T ]
0TTPP GRP: 032 CONCERM CONTACT YEH TYPE: CaR

LOS ANWGELEES T ZNFTR: CONTACT MBR: 10937B356 DFEMER: D1/22/7185R
YIN: 1EVPTZ 1UONT ENGINE: L CLOSED: Q251171998
AN TNFENEERCEETEEWE AN EL LN Al n ek s AN EEm C AN I EEEECEE "

LAST MAME: STATUS: CLOSED
TITLE: FIRET NAME: - Wl:

ADDRESS ;

cITY- STATE: : [
HOME. PHONE : eus. reone: TR

MODEL YEAR: [ B ] MOGEL: PROBE

MILEAGE : 1 W5h

NEALEA NAME: LOU GRUBBFORD SALES CODE: 1711378 P& A 320323
CAUSAL CODES: 1203 1012 3001 SYMPTOMS : 104 100

ORIGIN: [ 4] TRANS. DET/RGH: T1 TRAANS. DATE:

SERVICE fSALES: i CONTACT DATE: O3/0471998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR MW}
HUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: NWNER WOTIFLIEQD: MICRO:

COMMENT S

1988/01722

s MILEAGE UNAYATLABLE ##x

wan YEHICLE INVOLVED IM ONF E3ATQ wes
«sw YEHIELE INVOLVED IN RECALL GE59S5 +=»
wad YEHICLE INVDLYED IM RECALL SES54R #&s
wse MAYIS: ORIGLHAL #*n»

CUSTOMER SAYS:

- WY SAFTEY BELT IS5 LNDER RECALL

= I AM STILL WAITING FOR A FART

- THE SAFTEY BELT FUSE WAS REMOVED BECAUSE THE SAFTEY BELT UWAS DRAINING THE
BATTERY

- I WEED THOSE SEATBELTS

"

PER CUSTOMER. DEALER SAYS:

- THERE I5 A BACKORDER

[ ]

CLSTOMER 5EEKS:

= TO HavE THE RECALL PERFORMED

-

CAC ADVISED:

=INFOAMATIDN HAS BEEN DOCUMEMTEC AMO FORWAAODED TD THE DEALER
-REQUEST MR. JIM FITCH [SVC MMGR) TO CONTAET THE CUSTOMER WITHIN 2 BUSEIMESS
DAYS- LNFORMED CUSTOMER FDRE MAY EXPERIEMCE A HACK - ORDER SITUATION

= INFORWED CUSTOMER PARTS MANAGER CaN PROVIDE WOST CURRENT UPDATES OM PART
DELAYS

= USE YOUR LAP BELT

1998,/02/04

#AdTHLS IS5 THE CLOSTHG COMMENWT

HAVE SEAT BELT INSTOCK FOR CUSTOMER TO PERFORM RECALL WAITING FOR CUSTOMER YO
RETURN FOR REFAIR.FLEASE CLDSE THANK YOL JIM FIYCH,

OWNER RELATIODWS VOP/BENCHMARKING 09/11/98 FAXCARTG




o9s11/q8 MASTER OWMER RELATIONS SvSTEM 11 14.21.02
E X === === S FANNEE IR XSS === === S PAEENENEC S-S S-S =TS EENFFRARET———-—==-
T658KH GRP: D& COMCERM CONTACT VEH TYRE: CaR

SDR 10 ZNFTR: CH CONTACT MER: 109359829 OPENED: Q171671998
Vik: 12veT20cKMs I ENGINE: C CLOSED: O2/04/ 19498
ikt L L F VN NN EP TN PN NP LRt ELLEL L LD e N I Y P I L L T ]
LAST MAME : STATUS: CLOSED
TITLE: FIRZET MAME: - MI:

ADDRESS -
CLTy: STATE; IP:

HOME #HOME ; BUS. PHONE : _

MODEL YEAR: MUOEL : PROEE

MILEAGE: 1 WsD:

REALER NAME: UNIVERSITY FORD LIN SALES CODE: 115456 PE A OT404
CALISAL CODES: 0208 3104 SYMPTOMS ! 104100

ORIGIN: &h TRAMNS. DST/RGN: 1§ TRANS. DATE:
SERVICESSALES: | CONTACT DATE: 041733/1998
ACK. CODE- ASSISY CODE: W AWARD amT: 0 SURVEY: ¥ [Y DR NM]
BUILD DATE: CALTBRATION:

ESF INFO: EXPIRES:

OFEM RECALL: OwWMER NOTIFIEND: MICRD:

COMMENT 5 -

1998/01/ 18

wes MILEAGE LMNAVA&ILABLE =v»
+4% YEHICLE THVOLVED IN RECALL 96548 & 96538 =+
vt MAVIS: SUBSEQUENT #va«

SAVS
S CALL )
BER ANYTIME AFTER %:00 AM
-WHEICLE 15 1MY SEAT BELT RECALL

=THE ORIVER SIDE SEAT RELT IS MWOT WORKING
-THE PASSENGER SIDE SEAY BELT IS5 WORKING

&+

PER CUSTOMER. DEALER SAYS:

~PER DAVE SEAT BELTS ARE DN BACK CORDER
=THEY HAYE 1T DM EMERGEMWCY STATUS

»

CUSTOMER SEEKS:

=T GET THE FARTE IM FOR THE SEAT BELT

L ]

CAC ADV]ISED:

~INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TQ THE DEALER

-REQUEST M5. CINDY BRYAN (CUST REL MMGR/ S¥C MNGR) TO CONTACT THE CuSTOMER
WITHIN 2 BUSIMESS DAYS

-~ LDANERS ARE MNOT A PROVISION OF THE WARRANTY.

- CONTACY MS.CINDY HRYAN [SYC.MGR./CUST REL MER. ) FOR GLARIFICATION OF THE
DEALERSHIP*S POLICY DN ALTERMATIVE TRAMSPORTATION.

- MAY REGUIRE AN APFOINTMENT

-MADE OBEC TO MR. MUNDOY

=FER MR. MUWDY THE RENKIM PROGRAN 1% OvER

-MADOE DEC TD REMKIM

=FER TRACY THE PROGRAM !N STILL IN EFFECT

=DEALER WILL HAVE TO CALL AWM GET AN APPROVAL FOR A LOAMER

OWNER RELATIONS VOR/BENCHMARKING 09711798 FAXCARTG



08/ 11/98 WMASTER OWNER RELATIONS SySTEM 11 14.21.02
Ii-:::::l-;llI.I..Il:::==III.::===I=--II-I-ll:L--li-.-x===-'l'-Illh:::::l-l-.:===-'|Ill-:==
TESEKH GRE: DB COMCERN CONTACT VEH TYPE: CAR

SOE 10 ZN/TR: CONYACT WNHR: 109359R2% OPENED: B1/1671958
VIN: 1ZvPTI0CKME EMNGINE: C CLOSED: 02/04/1898
LE A P LR 1 AT P T T H SE o ANNEEhds s NN EEER TSI FEEEm= - EEEAmEmr——=m
1928701 /28

FEFTHIS 15 THE CLOSIMG COMMEMT

WE WERE VERTYT ACCOMODATING TD M5 FHEH SHE CAME IN FOR OTH
ER RECALLS, EITHER BY GIVING HER A COURTESY CAR SHUTTLING HWR WHEREVER SHE-
D LIKE TO GO. THE SEATELTS IN QUESTION DM THE CURRENT RECALL ARE ON EBACK DRDER
AND WE CANNOT PROVIDE HER WETH & VEHICLE TO DALVE UNTIL THEY COME 1IN, THE SAME
COURTSEY WILL BE OFFERED TO HER WHEN THE PARTS COME IN ANO SHE CAN SCHEDULE T
0 HAVE HER RECALL PERFDRMED.

OWNER RELATIONS VOP/BENCHMARKING O08/11/98 FAKCARTG




oaf11/2a8 MASTER OWNER RELATIODNS SYSTEM 11 14.21.02
EFLE NI AN SN NN BN Nd e Al kEn - - x-S o c - =SS5 AS=SrFrgr Al v EN kAR EC === =S=====aN
G4515H GRP: 14 INFORMATION CONTACT VEH TYPE: CAR

CHICAQD 41 IN/TR: €1 CONWTACT NER: 109353847 DPFENED: 01715/ 1988
VIN: 12veT 22 s EMNGINE: L CLDSED: Qi/ 15/ 19588

5TaTus: CLOSED
TITLE:

[RST NAME: mabiniaiasn " HH -
ADDRAESS:
CITY: STATE: H
HOME pHOME:  IENSNENNNNNNNN AU RHONE: H
MODEL YEAR: 91 NOGEL

LAEST HAME:

MILEAGE : 11700 WED:

DEALER NAME: HNORYHSIDEFORD, 1Mg, SALES CORE: 141038 P& A Q1607
CAUSAL CODES: 1203 2013 1104 SYMETOMS : 104 100

ORIGIN: Ga TRAMS, DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK., CODE: ASSIAT CODE: AWARD AMT O SURYEY: (Y DR M)
HUILD DATE: CALIERATION:

ESP 1NFO: EXFIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS:

1898/01/15

wre NAWIS: DRIGQINAL we=

CUASTOMER SAYS:

- D654B AMND HE599

- TOOK HER VEHIZLE IW A MONTH AGD FOR RECALL

= SHE HAVE NOT HAD THE RECALL SERVICED

- SHE TOOK HER VEAICLE IW 8/95 TO ALLAN FORD 1N BLODMFIELD , MI
FOR REPLACEMENT FOR WINDOW MOTOR

= THE MOTOR RATYTLED AFTER THE REPAIR AWD THEY TOLD HER NDT TQ
WORRY aBOUT

- DURTING CHRIETMAS 97 THE WINODOW IS STICKING

- GAN SHE HAYE THIS REPLACED FOR FREE SINCE THIS HAS HEEN & PRDELEM

.

PER CUSTOMER. DEALER %AYS:

- THEY DRDERED THE PARTS

- THE PARTS ARE OMW NATIOWAL BACK URDER

= THEY WILL CALL FORD TODAY FOR AW ESTIMATED DELIVERY DATE

-

CUSTOMER SEEKS:

= PART INFDRWMATION

= WINDOW PART REPLACED FOR FREE

L

CAC ADVISED:

- WORKMAMSHIP 1SSUES WUST BE ADORESSED AT [OEALER

- CONTACT MR./MS. { CUST REL MGR/SERV, MGR | FOR ASSISTANCE.
WARRANTY HAS EXPIRED

FOROD WILL NOT PROVIDE FIMANCIAL ASSISTAMCE TO THE COST OF THE REPAIR
INFORMED CUSTOMER THAT THE SEATBELTS PARTS ARE ON BRACK ORDER

OWMER RELATIONS VOP/BENCHMARKING OB/711/980 FAKCARTG



oa/711/498 MASTER OUMER RELATIDWS SYSTEM 11 14.391.02
LLLLERERELLLLLELERERLLLLLELLLLLLLLELLELLELEEELRERLS IS PR R B B P ET I AR R
T337TVY GRAP:. €9 INFORMATION CONTACT VEH TYPE: CaR

NEW YORK 13 ZN/TR: B CONTAET NBR: 1093494924 OPEMED: Q171471388
YiN: 1 2WPT20CZME EMBINE: C CLOSED: D1/147 1998
LELL LRI ELEEL L EEERRL LIS LR PEPEEEEEELLELELEREEL P PERLTLLIY IR T e YT P T TR RNy ]
LAST MAME: ATATLS,

TITLE: _ FIRST . NAME: - MI;

ADORESS :

CIvY: h STATE: HJ ZIP:

HOME PHONE: Bus. PHOKE: I

MODEL YEAR: a1 MODEL ¢ PFROBE

MILEAGE : TOODO W50

DEALER NAME: WAYME MOTODRS INC SALES CODE: 314324 P& A: 41234
CARUSAL CODES: 1012 SYMPTOMS : 104100

ORIAIN: ] TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE!

ACK. CODE: ASSIST CODE: AMARD AMT : O SURVEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESP INMFO: EAPIRES:

OPEH RECALL: OWMER NOTIFIED: MICRD:

COMMENTS :

198ER/01/14

wun MNAVIE: ORIGIMAL #*+&

CUSTOMER %AYS:

- ARE THERE ANY RECALLS ON THE VEHICLE

- THE FARTS FOR THE SEATHELTS ARE ON BACKDRDER, IS5 THERE A WAY TO CHECK DM ThE
ETATUS

'y

CUSTOMER SEEKS:

- CHANAE OF ADDRESS

- PART INFDRMATIDN

[ ]

CALC ADVISED:

RE: PART INFORMATION

- INFORMED CUSTOMER FORD WAY EXRERIENCE A BACK - ORDER SITUATION

- IWFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WMOST CURRENT LPDATES DN PART
DELAYS

RE: ADDRESS CHMNQE
= THE ADCRESS CHANGE HAS BEEN DOME

OWNER RELATIONSG WOP/BENCHMARMING 04711738 FAACARTG




03711738 MASTER DWNER RELATIONS SrSTEM II 14.21,02
B R B e Rt P L L L A NN E RN R R RN LY YN ENE NS Y PR N NN YN
UE1ORA GRF: 10 INFORMATION CONTACT VEH TYPE: CAR

CIMCLMMATI 47 INSTR: T CONTACT WER: 109345504 OPEMED: 01713712948
YIN: 1ZVPT 20C4 M5 ENGINE: C CLOSED: O1/13/1998

SISEEEEENIEERN DI s R L P L A L I T I TS Tt

LAST NAME: STATUS : CLOSED
TITLE: Fi1rsy nane: [ MI:
ADDRESS:

CITV: STATE: H:n: -
voue erone: [T BUS. PHONE :

MODEL YEAR: ail MOQEL: PROBE

MILEAGE : 23000 WSO :

DFALER MAME: 0OON SMITHFORD LINCG- SALES CODE: 1474567 FEA: 02042
CAUSAL CODES: 10432 SYMPTOMS : 104 100

ORIGIN: an TRANS. DST/RGN: TRANS. DATE:
SERVIDE/SALES: 1 CONTACT DATE;

ACK. CODE- ASSIST CDODE: AWARD AMT: 0 SURVEY: (¥ OR N}
BUILD DATE: CALTBRATIDN:

ESP INFOD: EXPIRES:

OFEN RECALL: DWNER MNDTIFIED: MICRO:
COMMENTS :

1ERB/D1/13

evd KAVIS: SUBSEDUENT wie

CUSTOMER SAYS:

= SEAT BELT DN DORIVER SIDE IS WOT WORKIKNG
- SEAT BELT wWaS DRDERED

a

PER CUSTOMER, DEALER SAYS:

- SEAT BELY IS5 ONW BACK DRDER

+

CUSTOMER SEEKS:

- SEAT HELT

"

CAC ADVISED:

= IMFORMED CUSTOMER FORD MAY EXPERTEMCE A BACY - ODRDER SITUATION

- IMFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MOST CURREMNT UPDATES OM PART
DELAYS

UWNER RELATIDNS VOP/BENCHMARKING 09711798 FAMCARTG




0a/11/88 MASTER OWWER RELATIONS S¥STEM L1 14.21.02
I=llll:.::::::.:...l:.-.-::::=Il..‘..::::::::...-.-:—'=-1-:ﬂ....k::::::..ll.::::::
4699EK GRP: OS5 COMNCERN COMTACT YEH TYPE: CAR
CTHNCINMWATI 47 ZN/TR: CONTACT NEBR: 10934313% OFEHEO: ©1/11/ 1998
W1k 11i.r|=‘r:1usn5h EMGIME: U CLDSER; ©1/23/ 1998
EE S S CSSNEEERN A== = J S I EANEEER=-x = .ll:t:h::::l'l:'lll:h:::.—..:--.:-::::.:r.;-*:g:::
LAST HaME- §TaTus: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS -

HOME  PHONE - “ aus. peone: IR

MDDEL YEAR: MDDEL ; FROBE

MILEAGE : SRDDO wiD:

DEALER NAME: STAR FORDAT DXMODR SALES CODE: 147020 P& A: OQEESG
CALSAL CODES: 1204 1012 SYMPTOMS : 104 100

aRIAIN: 80 TRAMNS. DST/RGH: 47 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: D1/14/1905
ACK . CODE: ASSIST CODE: R AWARD aNT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EAPIRES:

DFEN RECALL: OWNER WOTIFYED: MICRO:

COMMENTS :

1598/01713

*++ THIS CONTACT 15 OFEMED DUE TD DPEN RECALL DESAE wve
*¥n NAVES: SUBSEQUENT 4=« y

s+ CUSTOMER REGQUESTING SERVICE AT THIS DEALERSHIF rvwew

CUSTOMER SaAYS:

=~ SEAT BELT HAD A RECALL

DEALEERESHIF ORDERED PARTE JULY, 1987

HAVE EALLED THE DEALERSHIP EVERY MOMTH FOR E MONTHS

DEALERSHIP TS STILL SAYING THE BARTS 4RE NOT IN

PART NUMBER F72ZE1610045E AN FT2Z61610044R- LEFT AMD RIGHT SEATRELT

FER CLSTOMEA, DBEMLER SAYS:
- PARTS ARE OM MATIOMAL BACK ORDER

CUSTOMER SEEKS:

* WHEN ¥ILL THE PARSTS COME IN
'

CAC ADVISED:

“INFORMATION RAS REEN DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A COPY
TQ THE REGIOMAL OFFICE.

“REQUEST M5 MaRY (DU LEIDGEN, CUST. REL MNGR, CONTACT THE CUSTOMER UWITHIM 2
BUSINESS DAYS-

OWMNER RELATIOMS VOP/HENCHMARKING 08711798 FAXCARTG




Oa/11/98 MASTER DWNER RELATTONS SYSTEM I1I 14.21.02
ITII--tII.‘xt:II:I:-::::=:::;:.:-.ll..l--:-::::::n:l:|.|.-|.|..;:;::::::::;:iq..g.=-=
459088 GRP: 05 CONCERN CONTACT YEH TYPE: CAR
CIMNCINNATI 47 ZNFTR;: D CONTACT NEBR: 109343128 OPENEO : D1/1%/ 1998
YIN: 12VPT21LIBUS ENGINE: U CLOSEN: D1/2%3/ 19498
EAEEREERNEER - k—-—kcE-k-—x=—=—=—=—=x==m .‘-’======I=IIIII--I=I======lll-'||lllll.-l:t:===I
1998701713

CUSTOMER SAYS:

= I CALLED IN TO THE CAC OM 1-12-89B AMD AM WATTING TO HEAR BACK AROUT THE
PARTS DELAY
.

PER CUSTOMER, LEALER SAYS:
- NO CONTACT

.

CUSTOMER SEERS:

- TO FINO OUT ABOUT MY PARTE THAT HAVE BEEN DRDERED
*

CAC ADVISED:

~ THE INFORMATION WAS FORWARDEQ INTA THE DEALERSHIP AMD TOD THE REGIOMAL OFFICE
- THE CUST REL MNGR AT THE DEALERSHIP WAS REQUESTED TO CONTACT CUSTOMER WITHIN
2 BUSINESS DAYS
1884701716 .

M4FTHIS IS THE CLOSIMG COMMENT

LEFT MESSAGE FOR CUST TO RETURN CALL; PARTS ARE STILL ON BACK DRDER: VEH DDES
WNOT NEED PASSEMNGER SIDE

QWHER RELATIONS vOP/RENCHMARKING O9/11/98 FAKCARTE




oas11/98 MASTER OWMER RELATIAMS SVSTEM T1 14 .21 .09

A EEFEXIEXEIEISS S ISEESENE A T IS s ks AR E R S R SRS S CSs S ST EIEEIEEEREEE AR - Cc—C
TO9404 GRP: AR02 COMCERN CONTACT VEH TYPE: CTAR

SOR 19 ZHFTR: W32 CONTACT WAR: 109331535 BPENED : O1/0%/ 1998

VIN: 1ZVPT20C7HS ENGIMNE: £ CLOSED: O1/2771998

L DL LLETDDR JN ] EREL R ER LRI RR R PP P T FT T T ) E P ] EL LT 11

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

ADDRESS :

SOME i G N |
HOME PHONE : BUS, PHONE: F

WODEL YEAR: a1 MODEL :

M1LEAGE : 145000 WSD:

DEALER NAME: GREGG SMITH FORD L- SALES CODE: 1342 P& A: 05080
CAUSAL CODES: 1204 1207 SYMPTOMS: 104100

OALGIN: G0 TRANS, DST/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 , CONTACT OATE: O%/20/1998
ACK. COOE: ASSIST CODE: R AWARD ANT: O SURVEY: ¥ (¥ OR N)
BUlLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DMNER NOTIFIED: MICRD:

COMMENTS:

1398/01/04

%+ THIS CONTACT IS OPENED DUE TCO QPEM AECALL SR59% & UGS4R«w+
v NAVIS: SLUASEQUENT #=s»

CUSTOMER SAYS:

= DRIVERSIDE SEATBELT DDES MOT WORK

- THE ENTIRE TRACK HAS BROKEM OFF

- HE HAS ALREADY RECIEVED A TICKET FOA ND SEATEELT AMC HAVE A CDNCERN FOR
HIS SAFEYY
L

PER EUSTOMER. DEALER SAYS:
- FARTS FOR DRIVERSIDE SEATHELT NOT AVAILABLE AND DONT KMOW WHEN IT WILL BE

L
CUSTOMER SEEKS:
= [MFORMAYION ON SEATEELT PARTS

.

CAL ADVISED:

- I[NFORMATION HAS BEEN DDCUMENTED AND FORWARDED TD THE DEALER

= REQUEST MR.CHUCK ROBERTE [CUST REL MNGR)Y TOD CONTACT THE CUSTOMER WITHIN
2 BUSINESS DAYS

= PER RECALL 985949 DEALER LETTER, DEALERS MAY CALL REMEIM AT BDO-325-5621 TO
EEE 1F REWTAL/LOAMER VEHICLES ARE AVAILABLE THROLGH THIS RECALL
193801720

C5H COMMENTS AUMDERMW2

= SFDOKE WITH CHUCK ROBEAT SERVICE MANAQER

- VEHICLE PARTS ARRIVED OM 1714

= SCHEDLLED FOR APRT. FOR 1721798 TO BE REPAIRED

= PLEASE CLOSE

HEHATHIS 15 THE CLOSTNG COMMENT

= SEE PRIOR COMMEMNTS

OWNER RELATIONS VOP/BENCHMARKING 038/11/28 FAXCARTE




D3/ 11/98 MASTER DWHER RELAYIQNS SYSTEM LI 14.21.02
llll-=ll=t==——=l==;=ulll:l::I==|===-==Ix::l:::::l‘--==li-:::::.q:-‘.:-:::::-::...
4TE1BF GRP: D2 COMCERM CONTACT YEH T¥PE: CAR
CINCINMATL 47 2N/TR: D1 CONTACT NER: 109304141 OPENED: O01/07/19%8
YIiN: 1zw12ncnu5_ ENMGINE: C CLD3ED: Oi/28/7/129a
AR KA XS ISEE=NEFEANSC N == EETT E1 LR B Bt EEE B 1 P RN e Y T e e Tl
LAST MAME : 5TATUS: CLOSED
TITLE: riest wane: [ «::

ADDRESS:

C1TY; STATE: IP: -
HOME PHDME : _ BUS. PHONE F

MODEL YEAR: HOLEL :

MILEAGE: Q0000 Wik

DEALER MAME: STAR FORDAT DXMODR SALES CODE: 1470320 F & A: 05659
CALSAL COOES: 1204 SYMPTOME: 104100

DRIGIM: aa TRANS, DST/RGN: 47 TRAMS . DATE:
SERVLCESSALES: 1 COMTACT DATE: O1/41%/1998
ACK. COOE: ASSIST CODE: R AWARD AMT: O SURYEY: ¥ [¥ OR N)
SUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEM RECALL: OWNER MOTILFIED: MIckn;

COMMEMNT S ;

1588,/01 /07

#+% THIS CONTACT TS5 OPENED DUE TO OFEN RECALL SES4E #¥s
THIS CONTACT DPENED DUE TO OWP Q5SE70

*+¥ NAVIS: SUASEQUENT wes

CUSTOMER S5AYS:

-] ORTGIMNALLY TOOW THE YEHICLE IN ON 3.11.97

MY DRIVER'S SIDE SEAVAELT DOES MOT WORK AT ALL

=L WOULD LIKE TC HAVYE THE RECALL PERFORMED

*

PER CUSTOMER, DEALER SAYS:

FER RICK CLiL P!

HE RECALL:

=~FPART HAS WOT ARRIVEDR FOR RECALL

-DOES HOT EMOW WHEM PARTS WILL BE AVAILABLE

RE DhiP:

-HAS NOT ADDRESS

-

CLSTDMER SEEKS:

=T HAVE RECALL PERFORMED

-

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AMND FARWARDED TO THE DEALER
“REQUEST MR. BILL REYMDBLDS {SvC MNERE) Td CONTALT THE CUSTOMER WITHIM 2
BUSIKMESE DAvS

DWMNER RELATIONS VOP/BEWCHAMARKING OB741/08 FAACARTG




oo/11/98 MASTER OWWER RELATIONS S¥STEM II 14.21.02
ELlEEBemE—EOREE- Q- EITg-Sg=-—-c=x=c-c—-—g=-=-=x--C-E-m-e-cebhorE-Aac- i fxrm-EENSMExSccEExEA-_xINEEER
ATEBF cAP: Q2 CONZERM CONTACT YEH TYPE: CAR
CINCINNATL a7 INFTR: D1 CONTACT NER: 109324141  OPENED: 01/97/1998
VIN: 1zve120Cas EMGINE: C CLOSED: 01728751984
E e 3 R R R R NS LR L Ed E-LEREERERL FE TS Bt B Bt B Il B e Bl ) B R ] B
199R /01712

wev NAVIS: FROGRAM wsw

CUSTOMER Sa¥S:

-1 WAS SUFFOSE TO RECEIVE A FHOME CALL FROM THE DEALERSHIP WITHIMG TwWD DAYS
AMOD HAVE NOT RECEIVED IT

=1 WOULD LIKE TQ SPEAK TO A SUPERVISOR REGARDING THE REPAIRS

[ 3

CUSTOMER SEEKS:

-SPEAK WLTH SUPERVISDR

]

Cat ADVISED:

~THERE I% KO SLUPERVISOR THAT CAM ASSIST WITH COMNCERMS AT THE DEALERSHIP
-SONTACT THE CLSTOMER RELATIONS MANAGER FOR FURTHER ASSISTANCE

i HAWIS: SLEASEQUENT Wk

CUSTOMER SAYS:

-Nfi ONE CONTACTED MR. HICKS 'CONCERNING GETTING HIS CAR IM REGAROIWG THE
~-THEY WERE SUPPDSE TO 8E IN, IN DECEMBER.

=FEELS IT 3% A SAFETY 155UE

~RILL COLLINS FORDS LDST CUSTOMERS WEHICLE WHEN CUSTOMER @ROUGHT VEHICLE N
FOR THE RECALL

=CUSTOMER HAD TO FINO HIS OWN WEHILLE.

[ ]

PER CUSTDMER, DEALER SAYS:

~STARKS FORD SAYS THE PARTS ON BACK-ORDER

E 3

CUSTOMER SEEKS:

-PARTS FOR RECALL

-

CAC ADVISED:

RE: PARTS DELAY

~ INFORMEND CUSTOMER FORD MAY EXPERIENMCE A HACK - ORDER SITUATION

- 1HFORMED CUSTOMER PARTS MAHAGER CAN PROVIDE MOST CURREMT UPDATES ON FART
DELAYS

= SUFPORTS LAST CSR*5 DECISION REGARDING SUPERW1ISORS REQUEST

1998 /01716

¥¥¥THL1S IS THE CLOS[NG COMMENT

CUST MILL BRING CAR 1IN AT RIS CONVENIEWNCETO CHECK SEAT BELT; TODLD CUST THAT IF
OMLy TRACK 15 MNEEDED, WE CAW GET THE PART RIGHT AWAY: IF TRACK B MOTGOR ARE MEE

DED, IT WILL BE AT LEAST 3 MONTHS; WILL OO RECALL S85BT0 WHEW CusT COMES IN FOR

DWNER RELATIONS VOPFREHCHMARKING 09/11f9R FAXCARTG




09/11/98 MASTER DWMER RELATIONS SVYSTEM II 14,21, 62
-:::----t'l-i.-h--:---::.—.:.=-:---t:-=:.—.:u:._--l..;::::=::::-:.-g-:-::::......::::;:-
476 1BF GRP: OZ CONCERN CONTACT VEH TYPE: CAR
CINCIMMATI 17T INSTR; D1 CONTACT MNBR: 109224141 APEMED: O1/707/15988
VIN: 12vpT2ocans ENGINE: C CLOSED: 04/28/195B
DL L LRI R TS 3] AL A S N T T S T T I Iy E=-=—g=—EEEEEEEEC==3= EEEECcEC- -3y EERELR—
199RF 31 /20

5+ NAVIS: PROGRAM ~»+
CUSTOMER 5AYS:
-MR. HICKS IS5 CALLING,
“HE 13 CALLING W!TH CONCERNS ABOLT THE RECALL ON THE SEATEELT.
-CUSTOMER HAD MOT RECEIVED ANY RETLRM CALLS FROM MARY LOU LELDGEN.
-CUSTOMER HAS WNOT GOTTEN ANYWHERE IM GETTIWNG THE VEHICLE REPAIRED .
~CUSTOMER IS TIRED OF MAITING FOR THE PART.
»
PER CUSTOMER, DFALER SAYS:
-BILL COLLINS FORD SENT THE CLSTOMER SOME MAIL THAT SAYS THAT THEY HAVE THE
PFARTS 1IN STOCK.
*
CUSTOMER SEEKS:
=TO KMOW WHEN THE PART IS COMIMNG IN_
-
CAC ADVISED:
-~ INFORMED CUSTOMER FORD MAY EXPERLENCE & HADK - ORDER SITUATION
=~ LNFORMED CUSTOMER PARTS MAWAGER TAW PROVIDE WMOST CURRENT LUPRATES ON PART
DELAYS
=~INFORMATION HAS BEEN NOCUMENTED AND FORWARDED TO THE BDEALER
=REQUEST MR. AMDY CREWS [CUST REL MNBR/ 5V MNGR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS
=EXPRESSED THE COMMEMTS LEFY BY THE CEALERSHIP TO THE CUSTOMER.
1998/01 /a1
swx PEHICLE INVOLWVED IN RECALL 98599 +*+
we¢ YEHICLE !NVOLVER 1IN ONP BSBTO »+n
wun HAVIS: PROGRAM =r«
CUSTOMER SAYS:
= MR. HIEKS CALLTING
- DRIVER“S SIDE SEAT BELT 15W‘T WORMING AT ALL
- HE DOESN'T KNOW IF IT I& THE TRACK 0f THE HOTOR THAT NEEDRS TO BEE REPLACED
- WARCH 34, 1997 DEALER INSPECTED AMD SAID THEY DRDERED FARTS. SINCE THEN THEY
FAAVE HAD PERSONMEL CHANGES AMO THEY DON'T knOW WHAT PARY YHEY NEED.

-

PER CUSTOMER, DEALER SAYS:

- WAY TAKE 3 WMONTHS FOR MOTOR

- TRACK THEY CAN GET RIGHT AWAY

- YESTERCAV 1D IF THE LAP BELY FUNCTIDNS HI§ REPAIR ISN*T
CONSIDERED AN EMERGENCY REPATR

~ DNP 83870 WaAS A CTAR EY CAR BASIS. THAT NOT ALL WEHLICLES INCLUDED IN THIS ONP
ACUTALLY MEED THE REPAIRS )

L
CUSTOMER SEEKS:
- TD KNOW IF WHAT DEALER TOLO YiIM wAS TRUE OM SEAT HELT ORDER AND ONP

CAL ADVISED:

OWNER RELATLONS VOR/BENCHMARKING OO/11/08 FAXCARTE




oas11 /98 MASTER OWMER RELATIDWG SYSTEM 1I 14.21 .02
e B L L L L L e L e L Ll l P o T e —
48 18F GRP: 02 CONCERN COMNTACT VEH TYFE: CAP
CINCINMATI Ly :NITH* CONTACT WBR: 109924141  OPENED: 01/07/1%988
YIN: 1ZVPT2OCHM ENGINE: C CLOSED: Q1/28/ 1908
L e R R B B L L L L o o L Ll ] L A L Ay ——
1998/01/21

- ACCORDING TO THE OMP LETTER TN SYSTEM ONP 93B70 THE SERVICE [5 DOME O ALL

WEHICLES THAT RECEIVE YTHIS LETTER. IT DOESN'T STATE THAT DEALER WILL TNSPECT
AWOD PERFORM SERVICE [F WECESSaRY.

~ OBC TO DEALERSHIP. SPOKE WITH SM, AMDY CREWS.
- CUSTOMER SHOULD ASK JIMMY MITCHEL THE SHOP FOREMAN AND HE WILL ENSPELT THE
BELT. IF YEHY CAN THEY WILL DO A TEMPORARY FIX WITH THE TRACK AMD COMPLETE
- IF THEY CANNOT TEWPORARILY REPATR SEAT BELT THEY WILL TRY TO PUT CUSTOMER TN
& LOANER VEHICLE.
- THEY WELL PULL UP OWP LETTER AND REVIEW WITH CLUSTOMER WHEM HE TOMES IN AS
WELL.
- CUSTOMER L[5 BOIMA TO DEALERSHIP TODAY
#¥PTHIS 1S THE CLOSING COMMENT

I LEICGEN MADE ARRANGEMENTS W/CUST TO COME TM » 11 A M. ON 1/73{: CuST
DID BOT SHON WP UNTIL 1:30; MARY LOU MADE ARRANGEMENTS W/SER ADV TD WRITE LP
VEHICLE B IHSPECY FOR RECALL; CUST UPSET THAT MARY LOU DR JIMMMY MITCHELL NOT
AVAILABLE AT THAT TIME & LEFT; WE HAVE INFORMED CUST THAT VEH MUST BE INSAECTE
D SD VE CAN DETERMIHE WHAT PART WE MEED
CUSTONER SAYS:
= CUSTOMER CALLING TD SPEAK WITH A SUPERVISQOR

- GUSTOMER STATES THAT WE DDES WOT WANMT TD SPEAK WITH THE CUSTOMER RELATIONS
MANAGER

= WENT BACK TO THE DEALEREHIP AND WEITHER OF THE DEALERSHIR PERSONWEL
WOULD COME OUT TO SPFEAR WITH THEM

= M5. LEINGEN REQUEST THE CUSTOMERS TO RFCONTACT THE DEALERSHIP TO HAVE
THE COWNCERN WITH THE DEALERSHIP

&*

PER CUSTDMER, DEALER SAYS:
- WO INFORMATION

CUSTOMER SEEKS:
— ADDITIONAL INFORMATION OM COMPLAINT REGARDING REALERSHLR

L )

CAC ADVISED:

-~ DEALERSHIPS ARE TMODEFEMDEMTLY OWMER AND DRERATED

= CONTACT CUST. REL. MGR./SERV. MGR:= FOR FURTHER EAPLAMATION.

OWNER RELATIONS WOP/HENCHMARKING DBf11/98 FAACARTG




09/11/98 MASTER OwWMER RELATIONS SYSTEM II 14.21.02
===I='=Ilul-!l'-n---I=-==-=II-EI.I-|---===I===lilIkltI:=:=======l'l-l:t:x:::llllk::::::.:lk
EUZBEYC GRP: 14 GONCERN CONTACT VEH TY¥PE: CAR
ATLANTA 21 ZWT:* CONTACT HEBR: 103317374 UFEMED: O%\/D6/ 1998
VIN: 1ZVPT20C3 ENGINE: © CLOSED: 01/14/1598
AEA=—FX-—c-E=—mEEN l!II:::III--Il::::==II-II!I==:-=-Il=t=:==]=--
LAST NAME: STATUS: CLOSEDR
TIYLE: Firsy nane : INDUEUEN MI:

ADDRESS: RD

CITY: JACKSONVILLE STATE: LIP: _
HOME PHONE: NSNS BUS. PHONE : _

MODEL YEAR: ai MODEL:

MILEAGE: 119000 WsDh:

OEALER MAME: SANDERS FORD IMC SALES CODE: 121643 P E A: DGES3E
CALUSAL CODES: 1203 10kA SYMPTOMS: 104100

ORIAIN: 1] TRANS. DST/RGHN: 21 TRANS. DAYE;
SERVICE/SALES: 1 . CONTACT DAYE: 0170771558
ALK, CODE: AS5I5T CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUTLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: CWHER MOTIFIED: MICRO:

COMMENTS :

1998 /01 /06

*++# YWEHICLE INVOLVED IN RECALL 9GS4H AND SE58E ++a

v#& PARTS DELAY OVER A HONTHS wwe

wew MAVIZ: PROGRAM wex

CUSTDMER SAYS:

- WE TOOW THE VEHICLE TN FOR REPAIR

- THE DRIVERSIOE SEAT RELT 1% EROKEN

= THE REPLACENENTS WERE GRDERED IN JULY,

LAST TIME CUSTOMER CALLED WAS IN SEPTEMEER

WE TRY TO CALL AT LEAST ONCE A MONTH TO FIKD OUT WHEN THE SEAT BELTS
WILL BE AVAILABLE,

E

PER CUSTOMER, DEALER 5AYS:

- SANDERS FORB

- 9iQ 455 1911

»

CUSTOMER SEEKS:

= TO KNOW WHEN THE PARTS WiilL BE AVATLAALE. THE SEATAELTS ARE COMPLETELY
INDFERATIVE.

= Th KNOW WHAT QTHER DPTIONS ARE AVAILABLE TQ THE CUSTOMER.

]

CAC ADVISED:

“INFORMATION HAS HEEN DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH A CORY
T THE REGIOMAL OFFICE.

-REQUESY MR. RON STIRRAT SWC MNGR CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAYS-
1998/01/07

Hr¥THLS I5 THE CLOSING COMMENT

SPOKE TO CUSTOMER ON O1/07/1998. THE CUSTOMER CONTACTED FORD QUE TO THE
PROBLEM ERPERIENCED TH BURLINOTCM. I a5 &N APPOINTMENT ON
O1/0B/1996 TD HAWE WER CONCERNS CORRECTED.

OWNER RELATIDNS WOP/EENCHMARKING 03711/0B FAXCARTE




os/11/98 MASTER DOWMER RELATIONS SYSTEM I1 14_21.02
:=I==Ikll=l|=l.u=r=====&ll'llll:'l=l==:-='l='-=1=-:-------lll-|I-I-‘I!‘-=|=l=h-----hhhll-l-h‘
JOEIPO GRP: 14 INFORMATION CONTACT YEH T¥PE: CAR

50R 1 EWSTR: KA CONTACT KBR: 109301723 CQPENED: 1273071807
VIN: M ENGINCE: CLOSED:. 12/30f19%97
EETEE=S=-EF-dkuAEEEEER?Z =FEm AT IR R T R LI L EL R R T L IR ) ] ERELRA DR
LAST MAME: STATUS: CLOSED
TITLE: FIRST MHE:_ MI:

ADDRESS:

CITY: STATE: IL 2IP:

HOME PHuNE:“ BUS. PHON: : INpN I
MODEL YEAR: a1 MQOEL : PROBE

MILEAGE : OO0 w5h:

DEALER HAME: ©COLEMAN TORD LINC-M SALXS CODE: 141837 # 8 A: DIZGE
CALUSAL CODES: 1215 SYNPTOMS: 104100

ORIAIN: Ga TRAMS. DST/RGEN: TRANS, DATE:
SERVICE/SALES: 1 CONTACT OATE:

ACK. CODE. ASSTST COOE: AWARD AMT: O SURVEY: LY OR M)
BUILD DATE: CALIBRATION:

ESP 1WFO: EXFIRES:

OPEN RECALL: H OWNER MNOTIFIED: MICRO:

COMRENTS:

1997/13530

+++ PARTS DELAY DVER 30 DAYS www
wasNO VIN AVAILABLE#»~

CUSTOMER SAYS:

- RY VEHICLE IS UNDER A RECALL

L

PER CUSTDMER, DEALER SAYS.

- N0 CONTACT

Ll

CUSTOWMER SEEKE:

= WhEW WILL THE SEAT BELT BE IN

-

CAC ADVISED:

- INFDBRMED CUSTOMER FORDR MAY EXPERIEMCE A BACK - ORDER SITUATICN

-~ INFORMED cUSTAMER PARTS MAMAGER CAH PROVIDE MDST CURRENT UPDATES OM PART
DELAYS

OWNER RELATIONS VOF/BENCHMARKING 09711798 FAACARTEG




c2/11 /98 MASTER OWNER RELATIONS SYSTEM IT 14.21,03
EBEbzr - FKEhde === aECEkEoc—=—maEmm AN s s ee =T = F NSk - F A=A EER=C= EMSERE===gm
1A5054W GRE: 17 EONCERM COMTACT YEH TYPE: CaRk

WNEW YORK 13 IN/TR: G CONTACT NBR: 159249434 OFENED: 12/39/1897
YIN: 12VPT20C 1MS ENGINE: CLDSED: Q1 /06&/ 1988
LR LR L R R L T Rl s l-----.--::::a-a.::::lll====llI.tk:.:...t:::.
LAST HNAME: STATUS;

TITLE: FIRST MHAME: LM

ADDRESS:

CIT¥: STATE: P

HOME PHONE : Bus. pHonE: RSN

MODEL YEAR: 91 MODEL : FRORBE

MILEAQGE : 83000 WsD:

DEALER NAME: FOUGHKEEPSIE FORD I SALES CODE: 113537 F & a; 0DIG24
CaUSalL CDDES: 1207 o465 STMRTOMS ; 104100

QRIGIN: Go TRANS. DST/REN: 13 TRANS, DATE:
SERVICE/SALES: 1 CONTACY DATE: 139071007
ACK, CODE: AZS1ST CODE: D AMARD AMT: O SLAVEY: ¥ (Y DR N}
BUILD DATE: CALIBRATION:

ESF IwFO: EXPIRES:

OPEN RECALL: OQUWNER MOTIFIED: MICRO:

CONMENTS :

19867/12/3%

%44 THIS CONTACT 15 DPEMED DUE TO OPEN RECAL! DGS45 we+

o NAVIS: ORIGIMAL ##+

CUSTOMER SAYS!

- BOOX FROM YELLOW FAGES

= CUSTOMER UPSET WITH THE TREATMENT AT THE DEALERSHIP

- WEHICLE SEATBELTS HAVE HEEN RECALLED

= CUSTOMER HAS BEEN WAITING TEN MWINTHS FOR THIS RECALL TD BF RERFORMED
= HAS TO HAVE THE VEHICLE INSPECTED AND THIS CANNDT BE DOME W1THOUT THE
SEATBELTS

= WEMT TD THE DEALERSHIP THREE TIMES FOR THIS RECALL

= EACH TIME, THE OFALERSHIF MADE AM APPOIMTMENT AND DID NOT HAVE THE PARTS
AVAILABLE

= RENTAL WEAICLE UNTIL THE RECALL !5 PERFDRMED

-
FER CUSTOMER, DEALER SAYS:
= PARTS MWILL NDT BE IN UNTIL THE EMD DF MARCH

-

CUSTOMER SEEKS:

= DOCUMENT COMCERNS

- RENTAL VEHICLE

L]

CAC ADVISED:

»v*0BC TO CHRISTINE WALDO, CUSTDMER RELAT!ONS MAMAGER :

= RECDRDS SHOW THAT CUSTOMER HAS NOT BEEM AT THE DEALERSHIP SIMCE 10/1B/ 1948
= WILL CONTACT THE CUSTOMER TODAY OM THIS MATTER

CWNER RELATIDNS VOP/BENCHMARKING 09/11/88 FALCARTG




09/ 11/98 MASTER DWNER RELATLDONS SYSTEM 11 14_21.02

EsaEEeEmam s creearm el ek R AE LA L NN EEE NN I CTEENS S-S O=aO====xa=-==gr===xxlE==rk
18505 aRP ;. 17 CONCERN CONTACT VEH TYPE: CAR

HEW YORM 13 ZN/TR: CONTACT NEBR: 10023994734 UPENED: 1272971957

ViN: 1ZVPTLZOGC 1M EMGINE: C CLOSED: O1/06/ 1998

R Ry LIS L E L by ErhrrrchiSARrdilASrEEERE S EEEEEEEEEEEENEEEE N FEEER

1997713730

FFFTHIS IS THE CLOSING COMMENT

THIS YEH + OWNER HAVE NOT BEEN TO YHIS DEALERSHIF SIMCE 10/18/18898-THERE
MiIST BEE AMOTHER DLE THAT THIS MORSII CONCERNS-OUR FARTE DERY HAS WO PARTS
aN ORODER FOR THIS OWNER OR VEHICLE., WE WEILL BE HAFPY TD PERFORM THE RECALL
HUT YHIS OWNER MUST COME TO THIS DEALERSHIP

¥##THIS 15 THE CLOSTHG COMMENT

CUST HAS S¥C APPT 1732/9A FOR SEAT BELT BECALL PER PHONME CONVERSATION WITH
. WaALDA+ [ CuST REL)

OWNER HELATINNS YOP/BENCHMARKING 08711798 FAXCARTG




as{1/an MASTER OWNER RELATIONS S¢STEM tI 14.21,0%
LR ) e e e R ] E e R R R R R R R A T F T N R T e T Tl T e ]
05SSHKR GRP: 0S5 CODMCERM COWTACT VEH T¥PE: CAR

SDR 10 ZHITE:ﬁ COMNTACT MER: 1097H82647 OFENED: 12/19/1997
YIM: 1IVPTIOCEHS ENGINE: C CLOSED: 01/19/1998

e oI S ST SER A EIEEEE R EEEE TR kS-S =—EJ AN EEEEEERRECE

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

ABDRESS ;

CITY: STATE: Ip:

HOME PHDNE : BUS. PHONE: _

MODEL YEAN: MODEL: PROBE

MILEAGE : 120000 WsD:

DEALER MAME: HARLOWS FORD-MERCU SALES CODE: 152590 P B A D476
CAUSAL CODES: 1203  OAMR SYMPTONS ; 104 100

DRIGIN: G0 TRANS. DST/RGN: K2 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: 0171271998
ACK. CODE: ASSIST CODE: W AMARD AMT: 0 SURVE¥: Y (Y DR N
BUILD DATE: CALIBRATION:

ESA INFO: EXPIRES:

CPEN RECALL: ] OWNER NOT1F1ED: MICRO:

COMMFENTS :

1997512719

¥4 THIS CONTALT IS OPENED DUE TO DPEWN RECALL 96548 B BESS0 wve

+%x NAVYIS: PROGRAM wee

CUSTOMER EAYS:

- RECEIVED A RECALL MOTICE BACK IN MOVEMBER OF 1985 FOR THE SEATRELTS

TOOk TO 2 FORD DEALERSHIP

THEY ORDEAED THE WROMNG PART

WENT BACK AGAIN IN APRIL AMD SATD THEY NEERDED TO DROER THE PARTS

IN JUNE HE WEHT BACK AND THEY HAD DRDERED THE WROMWG PARTS

HAS MADE FOUR TRIPS TRYING T GET THIS RECALL PERFORMED

THE LAST TIME HE ASKED TD HAWE THEM ARDER THE PARTS AMOD HE wOUuLD HAVE THEM
PUT ON

- EACH TIME HE WENT HE HaAD TO LEAWE THE YEHICLE AKD fDME BACK AMD IT WAS STILL
NOT REPAIRED

[

PER CUSTOUMER. DEALER 5AYS:
- SUGBESTED THEY TAKE THE VEHICLE IN FERRUARY OF 495
- WERE WAITINQ FOR FARTS

CUSTOMER SEEKS:
= TO HAYE THE RECALL PERFORMED

CAC AOV]SED:

~INFORMATION HAS HEEN DOCUMENTED AND FORMARDED Td THE DEALERSHIP W1TH A& COPY
TO THE REGIONAL OFFICE.

~REQUEST MR.HERBERT H. HARLOWICUST. REL WMNGR/ SVC MMNGR) CONTACT THE CLSTOMER
WITHEN 2 BUSTWESS LAYS

JWwHER RELATIOMS WOPR/BENCHNARKIMG 09711798 FaXCaRTd




asf11/98 MASTER OwWNER RELATIONS SYSTEM 11

14.21.02
o559KR GRE

PR I I T L I T L T L L R FE R R T R S EE EEEE RIS T BT BTy

CONCERN CONTACT

: YEH TYPE: CAR
iDR i nSTR: CONTACT NBR: 10S2R2847 OPEMER: 12/71%3/1937
VIN: 1ZVRT20C6M ENGIME: © CLOSER: D1/1971998

FE I I Tl s Aty c o 1 R DL EER S R B R AR EE-L R ) RSN T LD LY} ]

199A8/01712

FH#THIS 1% THE CLOSTHG COMMENT

=ev DSM JGTBNEY +##

PER HERE HARLDW [DWMNER)

- HAVE ORDERED PARTE TO PERFORM THE RECALL

- HAVIMG DIFFICULTY CONMTACTING THE CUSTOMER

= WILL PERFORM THE RECALL WHEM THE PARTS ARRIYE LATER THIS WEEK

DWKER RELATIONS VOP/EEWCHMARKIMG O09/11738 FAXCARTG




oafi1/a8 MASTER OWMER RELATIONS SYSTEW I 14.21.02
P gepeerpepepepperr T AL T EL LT EXTFFFLET SRS EEL PR R ER LAY LA RELE LA RN L L LLEERL LT b ]
843 180 BRF: Q4 CONCERN CONTACT VYEH TYPE:. CAR
CIMNCINNATIE A7 ZNFTR: DA COMTACT MER: 10E2E18912 OFEMNED : 1271571207
VIN: M ENGINE CLOSED: 12f29/1987
Mt e T R e PRt B P I T LI I T EL R R SRR REE PRLLRL ] EEESERELET |
LAST MAME: STATUS: CLDSED
TITLE: FrestT nane: [ v

ADDRESS:

CITY:

BUS. PHOKE:

noue prone - [

MODEL YEAR: 83 MODEL : FRORE

MILEARGE : 000 wWsD:

DEALER NAME: TOWM & COUNTY FORD SaLES cODE: 147234 P & k: DI4AGE
CAUSAL CODES: 1202 1118 SYMETOMS: 10 40D

ORTGIN: oo TRANS, DST/RGN: 47 TRANS. DATE:
SEAVICE/SALES: CONTACT DATE: 12723271997
ACK. CODE: @ ASSIST COOE: %  AWARD AMT: 0 SURVEY: ¥ (¥ OR M}
BUILN DATE: CALIBRATION:

ESP [MNFO: EXPIRES:

CPEW RECALL: OWMER NOTIFLED: MI1CRO :

COMMENTS :

ABRT/S 1215

LONTASCT DPENED WITHOUWT REQUIRED ENFORMATYITH

wed W[N NDT AVAITLAHLE - VEHICLE AT DEALERBHIP w4»

CUSTOMER SAYS:

- THE SEAT BRELT MWOTOR QUIT ON THE YEMICLE

- WAS INFQRMEDR THAT THERE WAS A RECALL

= WANTS THE VEHICLE BOUGHT BACK

]

¢ER CUSTOMER, UEALER SAYS:

RE: DANNY

- SAIO0 THATY THERE WERE THREE RECALLS ON THE WEHICLE

- THEY CHULD NOT LET THE CUSTOMER WAVE THE VEHICLE BHACK AND TrRAT THEY ¥ouLD
HAVE T0 RENT THE CUSTOMER A CTAR

- WOW SAID THAT THE PART wWDOULLDO RE IN INW WARCH

- TOLD THE CUSTOMER THAT THEY COULD COME AND DRIVE THE YEHICLE TD MAINTAIN
THE WEHICLE

-~ SUGGESTED THAT FORD MAY PLRCHASE THE YWEHICLE BACK FROW ThHE CUSTOMER
L]

CLSTOMER SEEKS:

- TO S5EE ABOLT THE PART

- FEELS THAT YHE DEALERSHIF SHOULD BE HELD RESPONSIHLE FOR HAWING THE
VEHICLE on YHELR LOT

- WOULD LIKE THE WEHICLE BOUSHAT BACK AND WANTS TO HOYE THAT THES WOULD SAVE
THE COHPRANY $2000- $£3000

L)

CAC ADVISED:

FE: BUYBACK

- FORD'S GOAL IS TO PRAOPERLY REPAIR CUSTOMER'S WEHICLE

- INFORMATION HAS SEEN DOCUMENTED AMD FORWARDED To THE DEALER

- RECWIEST WA.DENMWIS PEFPER LCUST REL MGR/SERV MGR) TO CONTACT CUSTOMER
WwETHIN TWO BLSENESS DAYS

OWNER RELATIONS vOP/BENCHMARKING 09/11/98 FAMCARTG




oa/11/98 MASTER OWMER RELATIDMS S¥STEM TI 14,21.02
AIEIT S S EE S =SSN TS S S oSO g o EAA S - S SR ECEE N S EE N - - CSEE S S CSASNATCTCECEJErEX=SETICECE Y
S48 1AD GRF: 04 COMCERN CONTACT VEH TYPE: CAR
CINCINMATI 47 ZN/TR: M COMTACT MBR: 1092651932 OPEMED: 13/15/1997
YiN: L | ENGINE : CLOSED: 12/25/1997

L ET T T R IR R E I NIRRT Rl R R Rl L L L]l LRl LR L3 bt LR JIl1TRR dli i1 3l RITERTDN]
18aT/12/15

RE: DEALERSHIP DRALVING THE YEHTCLE AAOUND

- DEALERSHIPS ARE INDERENDENTLY OWNED AND QPERATED

= CONTACT DENMIS PEPPER {SEAY. MGR)} FOR FLRTHER EXELANATIOM,

RE: RECALL PARTS SACKORDER

= INFORMED CLUSTOMER FORD MAY EXPERIENCE & BACK - DROER SITUATIOM

- INFORMED CUSTOMER PARTS MANAGER CAM PROVIDE MOST CURRENT LRDATES ON PART
DELAYS .

1997/12422

FANTHIS IS THE CLOSING COMMENT

FORD TELLS UL WE CAWT &ET A SEAT EELT FOR THE EAR UNTIL FEGRUARY. WE HAVE THE
CUSTOMER 1N A RENTAL. HIS REOUEST IS5 THAT FORD SHOULD BUY BACK HIS VEHICLE WIT
H THE MOMEY FORD IS SPEWDINT OM A REMTAL AND HE WILL BUY A MNEW FORD WITH THE MW
ONEY. THE BEST ESTIMATE WE HAVE FDR REWTAL EXPENSE IS B.0D00 DDLLARS. HIS REQUE
ST MARES ALDT DF SENSE TO US. FORD SHOULD THINK ABOUT HIS REQUEST,

OWNER RELATIDNS VOP/BEMCHMARRING 08711798 FAXCARTE




Qa/11/98 MASTER OWKER RELATIONS 5vSTEM I1

—caREEEEIERS==—g=k==-E1 AEBREEES ===k k=-ANCcEFA=---E=—m=-=HLkrcrId kAN A3 S ES=EISC-SER-EIREcISR
716300 GRP: 15 COMCERN CONTACT

WASHIMGTON 27 IN/TR: A COWNTACT MAR: 109260088 12/12/1397

¥IN: 1ZVvPT20C 1M5 EMGINE: C 12/24/1997

EIs=—xkR-HEHEN --;;::.—.tl:..llIIII==I'-'.I====I==::tll::l.t'll:::l’:::
LAST MAME : STATUS: CLOSED
st v [N

CITY: STATE: P:

HOME PHONE ; BUS. PHONE: _

MODEL YEAR: MOOEL:

MILEAGE: 100336 wsD:

DEALER HRME: CAVALIER FDRD SALES CODE: 1270%|

CAUSAL CODES: 1BRA SYNFTOMS 104100

DRIGIN: &0 TRANS. DST/RGN: 27

SERVICE/SALES: 1 CONTACY DATE: 12/17/1997
ADK. OODE: ASSIST CODE: D AWARD AMT: D SURVEY: ¥ (Y DR N}
RUILD DATE: CALIERATIDN:

ESF INFO: EXPIRES:

APEN RECALL: DWMNER NOTIFIED:

COMMENTS :

1397/ 12/12
wvs UNIOUE CTREUMSTANGES PER JERYANT wrs
wer PARTS DELAY OVER 30 DAYS eee

wes YEHICLE INVOLVED 1N RECA] LS 98545, B6599 »o+

CUSTOMER SAYS:

= LAST YEAR, ALTOMATIC SECATRELTS WERE ON HECALL
TRIED TO TAKE TN FOR OECALL IN JULY, BUT THE DEALERSHIP STATED THAT YHEY
HAVE TO ORDER PARTS AGAIM
- DEALERSHIP HaS DROERED PARTRS AND SOLD THEM THREE TI1MES HNOW
= CAVALIER FORD
PER CUSTOMER, DEALER SAYS:
- PER SERVICE MANAGER, DON, HAYE CRDRERED THE PART AGAIN

- PARTS WILL NOT BE 1H UNTIL JAMUARY OR FEBRULRY

»
CLUSTOMER SEEKS:

- TO HAVE THE RECALL PERFORMED A5 SO0 A% POSEIALE
- TO FILE A CONPLAINT AGAINST THE DEALERSHIFP

»
CAC abVI1SED:

-INFOAMATION MAS BEEN DOCUMEMTED AMD FOAMARDED TO YHE DEALER A5 WELL AS A CDPY

TO THE REGIOMAL OFFICE

-REQUEST MR, STEVE PAIME. S¥C MNGR, TQ CONTACT THE CUSTOMER WETHIM 1 BUSTMESS

OAYS

GuNER RELATIONS YOP/RENCHMARKING D3/F11/aR

FaxCARTG




09/11/498 MASTER TWNER RELATIONS SYSTEM 11 14,24 .02
LR R R T EEENENE I IRE YT T T4 bbb e L L L L EEEELELTEES I R EEEEREFT Y T T TN T e ey
T16304J GRP: 15 COMCERN CONTACT VEH TYPE: CAR
WASHINGTON 27 PMATR: A CONTALT MAR: 109260043 OPENED: 1271271997
VIN: 1:1..-Ptzumu5- ENGINE: T CLOSED: 13/24/1547
LL L ERNE E4 N L ER LT LY ™ EN st leeree = - - S SN cc A= == N ANSRLRECTm==mF
189 F 12716

rue MAVIS: DRIGIMAL #+»

CUSTOMER SAYS:

- CUSTOMER IS5 CALLIMG BACK ABOUT THE SAME CONMCERNS

= WE WERE TOlLD TO CALL SACK IF WE DID NOT HEAR ANYTIMG FROM THE DEALER
- IT HAS BEEN TwWO BUEIMESS DAYS, AND WE HAVE NOT BEEN COWTACTEQ

L ]

PER CUSTOMER. DEALER SAYS:

= NO CONTACT

*

CUSTOMER SEEKS:

~ TQ BE CONTACTED BY THE REALER
= TG HAVE RECALL WORM PERFORMED

L

CAC AOVISED:

- INFORMATION WAS FORWARDED TO THE DEALER

= CONTACT DEALER AND ASK TD SPEAK TD MR PATME [SERV MGR)

1997/12/17

FFFTHIS 15 THE CLDSING COMMENT

d, SLOAN C3M

=THE PARTS TO HEPAIR THE WEHICLE ARE ON BACK DRDER

-THE VEHIGLE IS WAY BEYDND 5/50 OPEINING CRITERIA.

“MEXT CSR PLEASE ADVISE CUSTOMER TO CONTINUE WOKING WITH THE DEALERSHIP
TO OBTAIN THE REQUIRED PARTS.

~CONTACT CLOSFO, BEYOND OPENING CRITERIA.

OWMER RELATIUONS WOP/BENCHWARKING O08/11/98 FAACARTG




Dpas11/anp MASTER DWNER RELATIONS SY3TEM LI 14,.21.0Q3
E-crrhdrzsehArc i iR ia ER S RN NS kA RS SN EEEEEEEELAEEFE S Ex A ERAEAENIARE N EEAEENNUEERExE
BE83TS GRP: Xx15 INFORMAY 10N CONTACT YEH TYPE: CAR
PITYSHURGH 44 TNSTR: AZ CONTACT MBR: 109250436  OPEKEDR: 1271271987
VIN: ] ENGINE CLOSED: 12/12/1949%
T EEE T - F — SumEi koo oEmbECc kRS CEC S SO - CcEEd===—@EEO==30O
LAST MAME: STATUS;: CLOSED
TLTLE: FIRST MAME: MI:

ADDRESS :

CITY: STATE: T — L e
HIME PHONE: BUS. PHONE:

MDDEL YEAR: MODEL : PROBE

MILEAQF - E£2000 w5l -

DEALER NAME: HEGLIM WOTOR SALES SALES CODE: 144407 P& &: OTEOR
CALUSAL COOES: 1912 G408 SYMPTOMS : 104 100

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

ACK. CODE: ASST5T CODE: AWARD AMT: O SURVEY: (¥ DR N]
BUILD DATE: CALIBRATION:

ESP ITNFO: EXPIRES:

OFEM RECALL: OWHER NOTIFIED; MICROD:

COMUENTS !

1987/ 18712

CUSTONER SAYS:

-VEHICLE WAS TNWOLWVED IN RECALL FOA SEAT BELTY

-PARTS HAVE BEEN OM BACK-CRDER FOR OME YEAR AND A HalF
~SEAT BELT MOW COMPLETELY GDME OUT

-wANTS 7O EMON WHEN PART WILL BE AVAILABLE

~ILLEGAL TO DRIYE IM STAYE W1THDUT SEAT BELT

-WANTS TO MMNOMW IF CAM EE FROVIDED A REHWTALSLDAWER VEHICLE
=ND VIN AVAILABLE

L]

PER CUSTOMER, DEALER Sa¥5s:

~DEALERSHIP SERVICE DEPARTMEWT SAYS PART ON BACK-OROER AND ARE DM EMERGEMCY
PRIGRITY DELIVEALY

*

CUSTOMER SEEKS:

=FARYS 1HFORMATION

w

CAC ADVISED:

- INFORMEDR CUSTOMER FORD MAY EXPERTEMCE A 2ACK - ORDER SITUATIOW

- INFORMED CUSTOMER PARTS MANADER CAN FROVIDE MOLST CURREMT LUPDATES OW PART
DELAYS

OWNER RELATIONS YOP/BENCHMARKING 09711798 FakCARTG




08/11/98 MAETER OWNER RELATIONS SYSTEM 1 14_21.02
AR kAN en AN ISkt EEE Al rr X mMEC C AR =S CEO - CERO=-SLISS——pEFI-EEEIANEIEFEFEN
B491A0  GRP: 04 INFOAMAT 1DN CONTACT VEH TYPE: CAR
HOUSTON ZN/TR: B CONTACT NBR: 109251075 OPEWED: 127101997
VIN: ENGINE: ¢ CLOSED: 12/10f1997
kg SrkEx==rkb=_—cio-—cck A S AAASHEE TS I I ESANEE TEEEEEEEEEEEEESE - 5=
LAST MAME : STATUS: CLOSED
TITLE: FIRST NANE: ML-

ADDRESS :

CITY: STATE; IP:

HOME PHONE : “ BUS FHDNE:F

NODEL YEAR: 91 MDDEL :

MILEAGE: 22799 wWsh:

DEALER MAME: TOmEALL FORO TMC SALES CODE: 152088 F & A: OBOd 3
CAUSAL CODES: {Z1{5 SYMPTOMS : 104100

DRIGIN: an TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 . OONTACT OATE:

ACK, CODE: ASST5T CODE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: NICRD:

COMMENTS :

1997512/ 10

a4 HAVIS: DRIGIMAL ##+

CUSTOMER SAYS:

- RECEIVED A RECALL NOTICE IN GCTOHER 1998 FOR THE SEATRELT PROBLEMS
IM FEERUARY, THE DRIVER'S SIDE SEATHELT LOCHED UP DM THE CLSTOMER
THEY PERFODRMED & 98543 RECALL AND B6599

THE PASSEMQER S!OE SEATHELT WAS JUST PERFDORMED

L]

PER CUSTOMER, DEALER 5SA¥S:

= THEY ARE STILL HAWING A BACKORDER ONM THE SEAT BELYT PARTS
- PER STEVE. SERVICE MAMAGER. THE RECALL HAS BEEM FERFORMED
- ¥HE FORD REPRESENTATIVE HAD DEMIED ASSISTAMCE

-

CUSTOMER SEEKE:

= 7O HAVWE THE RECALL RE-PERFORMED
L]

CAC AQVISED-:

- WARRANTY HAS EXPIRED

= FORO WILL NOT FROYIDE FINAMCIAL ASSISTANCE TO THE COSY OF THE REFATR
= RECALLS ARE PERTORMED SME TTME DWLY

OWMER RELATIDNS VOP/HEWCHMARKING OB/11/88 FARCARTG




(2 ~FR N -] MASTER OWNER RELATIOMS SYSTEM I 14_21.02
E R I e S e e L EE R EE R Rl B R BN A Yy B ]
AEASER GRP: (5 COMNCERN CONTALT VEH TTPE: CaR

CHL CAGD LB NS TR: COMTALT MER: 1092390471 OPEWED: 12710/ 1897
VIM: IEFPTZDCQHE“ ENGIME: C CLOSEDR; O1/D%2/f 1998
ESAEBEFrAAFEEEEEAIEEEEEREETEEER EEEEckEEENEcCcrk s I -——cxr-ki-=-=-=--oyyy=-S==—EIATIIASEAERE
LAST MAME: STATLS: CLOSED
TITLE: rrast aone: [ o

ADDRESS:

CITY: HJ kM T DN STATE: IP:

HOME PHOKE: AUS. PHOME:

NOOEL YEAR: 91 MODEL - PROBE

MILEAQE: 43000 WED:

ODEALER MAME: DLYMPIA FIELDS FORD SALES CODE: 141043 P E L Q1527
CALUSAL CODES: 1012 SYMPTDNS: 124100

ORIGIN: GD TRANS. DAT/RGH: 41 TRANS . DATE:
SERVIZESSALES: 1 CONTACT DATE: £1/027189498
ACkK. COQOE: ASSIST CODE: W AMARD AMT: 0O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIERATTONM:

ESF INFD: EXPIRES:

CGPEM RECALL: OWHER NOTIFIED: MICRDO:

COMMENTS:

1997 /12/10

wuse THIG COMTACT IS5 DPENED DUE TO OPEN RECALL SES4E B 95588
CUSTONER SAYS:

- SEATEBELY PART HAE NOT COME LN

= SEATRELT BRAKET BROKEH

~ SEATHELTY KEEF TRYING TOD COMNECT

= THi% 15 EBRIMGING THE BATTERY GO0wWH

- ALSD IT IS AGAINST THE LAW IN THE STATE OF ILLINOIE TO DRIVE WITHOUT A
SEATBELT

-~ FDROD WILL BE LIABLE FDRE THIS

L}

PER CuSTOMER, DEALER SAY4:

- PARTS DROER AURISTY 19, {997

=~ PARTS WILL HE IN MARCH, 1988

»

CUSTOMER SEEWS:

- VEHICLE REPAIRED OR A LOAMNER VEHICLE UNTIL PARTS COME Th

L]
CAC ATVISED:
~THFORMAT LOM HMAS BEEN DOCUMEMTED AMD FORWARDED TO THE DEALER

~REQUEST MR. AL THOMPSOW, CUST REL SMGR, TO CONTACT YHE CUSTOMER WI1THIN 2
BUSIMESS DAYS+
CAC ADV]SED

OWNER RELATIDWS YOP/BEMCHMARKING 09/11/98 FAACARTG




o3/ 11/94 MASTER DWMNER RELATIANS S¥STEM [] 14.21.02
I:::I:l..ll-IlII::I::Illl--------'II]I----:l:l:::!'.t-hi:: = ==lli:-:::="‘k.‘k==:lq..,
45 5BEK GRP: 05 CONCERN COMNTACT YEH TY¥PE: CaR
CHECAGD a1 ZN/TR: CORTALT MBR: 1089250471 OPERED: 12/710/18897
VIN: 1ZVPTHCOMNS ENGINE: ¢ CLOSED: 1 /0971088
IREEEmEAa - "W EREEkREETE=== EEEECERN l-l-.---:.:::ll..l:::.'----t::q' LE 117 1 FF]
1997 /12718

waw PARTS DELAY OVER 90 DAYS +++
ver NAVIS: DRIGIMAL vwe

CUSTAMER SAYS:

- TUSTOMER IS5 CALLING BACK

- AS OF TODAY, SHE WILL CONTACT THE STATS ATTORMEY GEMERAL

- FORD SHOULA PAY FOR THE LDAWER VEHICLE

[ 3

PER CUSTOMER, DEALER SAYS:

- THE EARLIEST RELEASE DATE DF THE PART WOULD BE MaRCH OF 9B

F

CUSTOMER SEEKS:

= PART INFORMATION

= LOANER YEHICLE

L]

Cat ADVISED:

RE: PART INFORMATION

- JNFORMED CUSTOMER FORD NAY EXPERAIENCE A4 BACK - DROER SITLATIOM
= ENFDRWED CUSTOMER PARTS MAMAGER CAN FROVIDE MOST CURRENT UPDATES DN PART
DELAYS

RE: LOANER VEHICLE

- WO EEP

= MO TRANSFORTATION ASSISTANCE FROVIDED

19938/01,/02

w¥ATHIS L5 THE CLOS1NG COMMENT

THE DEALERSHIP HAS THE CUSTOMER CURRENTLY IN A LOANER VEHICLE.

OWMER RELATIONS WOP/BiNCHMARKING 0811 /98 FASCARTG




og/11/88 MASTER OWNER RELATIOMS S¥STEM 11 14.21.02

A1p1p8 GRRA: 05 CONCERN CONTACT VEH TYPE: CAR
LOS ANGELES 1 In/TR: ONTACT NBA: 109246425  QPENED: 12/03/4997

VIN: ) Z¥PTIOCKHS ENBINE: C CLOSED: 12/4771997
A —EREEEEEENEINNE. = ASF-EEICEI=Es=-c--aE=—=—rmarrrcrhscrsscrsasass sas ¥ s
LAST NAME: STATLS:

TITLE: rirsT nade: [T

ADDRESS :

CIFY. STATE: ol FIP:
KOKE PHONE sus. o : [
MODEL YEAR: MIDEL :

M1 LEAGE : 108000 wsD :

DEALER nNAME: DOWMEY FORD SALES COBE: 171049 P8 A 02082
CAUSAL CODES: 1203 SYMPTOMS ! 1041050

DRIGIMN: G0 TRANS. DST/RGN: T1 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 1271051997
ACK. CODDE: ASSIST CODE: D AWARD ANT: O SURVEY: ¥ (Y DR N}
BUILD DATE: CALIBRATION:

ES5PF TIMFD: EXPIRES:

DPEN RECALL: . OWNER NOTIFILED: MICRO;

COMMENTS:

yaa7/12/08

¢ew YEHICLE INVOLYED IN RECALL BEGSR +»+
exs HAVIS: DRIGIMAL #%&

CUSTOMER SAYS:

= 3 TIMES fOR THE SEAT BELTS

- THEY DONOT FULLY RETRACT SDMEYIMES

- HAPPEMS [NTERMITTENTLY

]

PER CUSTDMER, DEALER SAYS:

- PER SERVICE WRITER, NO NAME

- WE CANT DUPLICATE THE CONCERN

L]

CUSTDMER SEEKS:

- CONPLTAWT ON DEALERSHIP

-

cat ADVISER:

- ADVESED CUSTOMER TO CONTACT OEALERSHIP AS SO0DN AS INTERMITFENT COMCERN 15

NOTILED

-DPEN RECALL 98599 RIGHT S1DE PASSENGER

1227/13/10

##¥THIS IS THE CLOSING COMMENT

CUSTOMER CONTACTED 12-10-97 CUSTOMER WAS ADVISED PART WILL G&f DRDERED FOR BOTH
SIDES ON VEWICLE DNE SIDE(LEFT) WILL HE & SERVICE PART WARRANTY THE QTHER WILL
BE THE RECALL CUSTOMER WILL PROBABLY HAVE TO WAIT 4 WMONTHS FOQ PARTS THEY ARE
GET

OWMER RELATIONS YOR/EEMCHMARKIMG DB/1L/98 FAKCARTG




