oaf11/ae MASTER LWNER RELATIONS SYSTEM II id.21.02
l::l—":::..llll:::"'lll---i:::-------------...----:==:;:lll:::..lllll‘:::;rnl’ll.
o240 GRP: Xxpg INFORMATION CONTACT YEH TYPE: CAR

LOS ANGELES T IM/TR: B2 CONTACT NBR: 109245386 OPENED: 12/Q5/71937
Vin: 12VPT2 LU NS ENGINE: U CLOSED: 12/08/4807
LLLELEEEF 1] = === --ili-----.-ll..l...:::lillll:=l=---IIII=:==I:I-
LAST MNAME: ATATUS: CLOSEDR
TITLE: FIRST NAME: - MI:

ADDRESS :

CITY: MESA STATE: A7 21P:

HOME PHONE - _ BUs. PHONE : I

MODEL YEAR: 1 WOGEL : PROHE

WILEAGE: FAOGD Wip:

DEALER MWAME;: BERGE FORD SALES CODE: 171178 P8 A: 20300
CAUSAL CODES: 1203 1204 SYMPTOMS: 104100

ARIGIN: Gl TRANS. DST/SRGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. COODE: ASSIST COOE: ANARD AMT: G SURVEY: (¥ OR W)
BUILD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:

OPEN RECALL: UWNER NOTIFIED: MIZSRO:

COMMENTS :

1997 /12/08

*+¢ THI5 CDNTACT 15 OPENED DUE To DREN RECALL GG5599 wx#

wvv MAVIS: PROGRAN v++

CUSTOMER SAYS!

- VEHICLE MEED REGALL WORK DONE

*

FER CUSTOMER. DEALER SAYS:

- PAUL., SERVICE MGR, PART WILL WDT BE AWAILABLE UNTIL 4-498

*

CUSTOMER SEEKS:

-~ WHEN PART WILL BE IW

*

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXFERIENCE A BACK - DRDER %1TUATION
- INFORMED CUSTOMER PARTS MANAGER CAN FROVIDE MDST CURRENT UPDATES DN PART
DELAYS

OWNER RELATIONS YOP/REMCHMARKING O5/11/98 FAKCARTG




Oa/11/98

MASTER DuWMER RELATIDMWS SYSTEM II 14 .31.02
:::::::::I.:llll-.l-llIII'=====—======:IIIIII.II--II‘I-EF!F==================l=-hl
A928YC GRP: 14 INFORMATION CONTACT PE: CAR
LOS AMGELES ™ ZN/TR: CONTACT MBR: 10BS23319 OPENEDR: DBS0971997
VIN: 1:upr21um5& EMGIME: U CLOSED: DE/09/194a7
==Il.lII..I-II‘II==F.======l=ﬂllllII-II--II----III:==============I=-!tll'll.l.l------l
LAST MAMWE: STATUS: CLOSED
TITLE: FIRST MAME: - WI:

ADDRESS: -a7

CITY: MESA STATE 4z zir: [N
HOME PHONE : I BUS. FHIOME:

MODEL YEAR: 91 BOOEL : FROBE

MILEAGE: E9000 WED:

DEALER WAME: BERGE FDRD SALES CODE: 171175 PE A& 2030
CaUSAL CODES: 1012 31085 SYMPTOMS : 104100 ] ’
CRIGIN: an TRAMS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 . COMTACT DATE:

ACK., £OCE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: EALIBRATION:

ESP INFD: EXFIRES:

OPEN RECALL: OWNER MOTIFIED: MICRO:
COMMENTS

1957 /06 f02

wew MAVIS: ORIGINAL %3+

++= PAATS CELAY OVER 30 DA¥S «=x=

vy CUSTOMER 15 TRAVELINGw»#

CUSTOMER SAYS:

-18D0 FROM DOWNERS GU!DE

-PARTS WERE ORDERED TO REPLACE THE SEAT RELT IN FEHRUARY 1997
-HAD THE SEAT HELT REPAIRED 1012798 o 56383 CURRENTLY E2223
~CLUSTAOMER WILL NOT RETURN TO ARIZONA UNTIL SEPTEMBER 1397

-

PEA CUSTOMER, DEALER SA¥S:

= CAM REFAIR THE WEHICLE

-

CUSTOMER SEERS:

- BUSTOMER WOULD LIKE VEAICLE REFAILIRED

¥

CAC ADVI1SED:

PER DBC DALE GAGE

THE VEHICLE HAS BEEW FIXAED ONCE WNDER THE RECALL

IT QYER 12712 50 PARTS CAN MAOT BE REPLACED ON THE WEHICLE AT THIS
DEALERSHIRA

FER DB TO PAUL BHAKER AT BEREE FORO IN ARIIOMA

HAVE THE CUSTDMWER CALL AND WE WILL REQRCER PARTS

BC2 497 7610 AND REPALIR THE WEHICLE UMDER 12712

PARTS WERE ORDERED FOR THE VEHICLE [M FEERUARY 1997

OWNER RELAYIONSG vwOP/BEEMCHMARKING D8/11/98 FANCARTG

L S




0af11/58 MASTER OWNER REI ATIONS SYSTEM II 14,21.02
ENEEAEEFEON-IECAEJ-FF=SCSIC-CC-C SIS - =SCCOC-CC-CSEC-SICCSCSIECCSCSCICoK-C- oSS SIS =S=SM-cC-cCc-S—-ca--mEE=-==
1Z15TW GRP: (4 CONCERNW LCONTACT YEH TYPE: CAR

E0R 10 ENFTR: M2 CONTACT WBR: 10032370498 DOPENEO: 1270871497
YIN: 1ZVPT20EEMS EMGINE: £ CLAOSED: tM1/15/1998
E==—OC-COoOEC=XEX®R = [ RI R R R RRRIRLERRRIRRRRRERBRIINIT NIRRT ]}
LAST MWAME: STATUS LLOSED
TITLE: FIRST MWaAME:

ADDRESS

CITY: S5TATE:-

nowe prone: R BUS. PHONE: F

NMODEL YEAR: 81 MODEL -

MILEAGE : 100000 WEh:

DEALER NAME: HERITAGE MDTORS SALES CODE: 183454 P& AN O5115
CAUSAL CODES: 1203 SYMPTDMS : 104 100

ORIGIN: GO TRAMS. DSTFRGN: &3 TRHANS. DATE:
SERVICESSALES: i CONTACT DATE: Q170671998
ACK. CODE: ASSIST CODE: D AWARD ANT: O SLAVEY: Y [¥ 0OR N]
AUILD DATE: CALIERATION:

ESPF INFO: EXPIRES:

GPFEN RECTALL: OJWNER WOTIFIEOD: MI1CRD:

COMMENT S ;

199% /12708

»++ THIS CONTACT IS DPEMED DUE TO OFEM RECALL 56548 AND 96399 +.++

*vv MAVIES: SUBSEQUENT wv»

CUETOMER SAYS:

=THLS IS MY DAUGHTER'S CAR

=1 HAVE A RECALL FOR THE SEATBELT AND THE DEALERSHIP ARE STILL TRYING TQ GET
THE PART SIMCE 9/97

-THE SHOLDER STRAP BELT IS STUCK IN THE TRACK

-

PER CUSTOMER, DEALER SAYES:
N0 NAME, FARTS MNGR, WEILL BE IN THE FIREST OF THE YEAR

L

CUSTOMER SEEKS:

-RECALL PARTS

¥

CALC ADVISED:

RE MEXT STEP/RECALL

~INFORMATION HAS REEN DDCUMENTED AMD FORWARDOED Td THE DEALER

-AEQUEST MR. WIKE WORRISON (CUST REL MMGR/ S¥C MNGR)Y TO CONTACT THE CLSTOMER
WITHIN 2 BUSINESS DAYS

RE OBC TD DEALERSHIP

=S5FOKE MWIKE MORRIS WILL CALL THE RECALL HOT LINE REGARDING THE LOAMER REQUEST
1957/12/09

CSM COMMENTS JMAYESY

PART IS ON D99 BA

ADVISE TO HE SURE PART IS DM EMERGENCY STATUS FDR QUICKEST AVAILARILITY

AIR SHIPMENTS FROM JAPAN TQ BEGLN 11715797

CSM COMMENTS JMBYES1

MIKE SM HAS ATTEMPTEC TO LONTACT CUSTOMER WITH UPDATE YESTERDAY, WAS UNABLE TO
REACH CUSTUMER AT THAT TIME. WILL ATTEMFT TC COMTACT CUSTOMER AGRIN.

OWNER RELATIONS VOP/BENCHMARKING 09/11/980 FAXCARTG




09/11/08 MASTER DWWER RELATIONS SYSTEM ) T 14,21.02
CTEXEEESENEm&k=-—cm—== CTHYFEEESAE - x=—=—gEEEFENEmsS-—u=-=- FEEEEEA--=-—=-=D=nm [ T T I FA R = T 1Y FE R ]
12418TW GRF: D4 CONCERN CONTACT VEH TYPE: GAR

ShR 10 INSTE: CONTACT NBR: {D%237038 AFEMED: 12/08B71097
VIN: 1ZVPT 20C6M ENSINE: CLOSED: ot1/13/1998
R S S RCTElEEEENAM N -—_ s - - g=-AEENFEERERITE- - = ACEEEENEAS-—Oooc-—-—FCcEpEARE=== SEEEEEENEAEN-E-_—E-EEER
1897712712

C5M COMMENTS JMAYES]
WORKING DW PARTS CDNCERNS

CONTACTED RENTAL AGENCY FOR WEHICLE AND THEY WILL NOT RENT VEHICLE TQ aLn
THEY ARE ALSO UMWILLING TO RENT TO PARENTS AMD HAVE DAUGHTER DRIVE.
1998,/01 /04

C5M COMMENT: ALNDERY?

- SPOKE WITH MIKE MDRRISON

= PARTS SHOULD ARRIVE 1715 - 215 - FMERGENCY ORDER
- PLEASE CLOSE

F¥NTHIS IS THE CLOSINA COMMENT

- PLEASE SEE FRAIDR COWMMENTS

OWNER RELATIONS VOP/HENCHMARKIMG 0G/11/88 FAKCARTS




o3/11/98 MASTER OWMWER RELATIOMS SeGTEM |1} 14.21.02
EFFF-S S-S Cx s d A AN SRR N ENAENIAFEEEEEENIEIRALHAIEEEFSSESgRESSFEFE=E=S=S=S====S
O04BSS GRP: 0D CONCERMN CONTACT VEH TYPE: CaR

PITTSBURGH 44 ZMSTR: CONTACT NER: 1092353L% QRENEP: 12708/ 1997
VIM: 1ZVPTIaC2M EMEIME: C CLOSED: 12f1&/18897

=nddEEEREEERER = = =S S S =SS XSS =SS I SIITIECISaEXEcrasmdsdddddEm

LAST MAME: STATUS: CLOSED
est waee: [ =

ADDRESS :

CITY: LLEVELAND STATE: [v]] ZIP: _
name pHONE : sus. rroneg: [N

MODEL ¥EAR: 91 MODEL : PRDEBE

MILEAZE: E5000 w50:

DEALER NAME: MULLIMAX EAST INC  SALES CODE: 144006 PR A: D21387
CAUSAL CODES: 1303 EVMATOMS 104 100

ORIGIN: ao TRANS. DST/RGN; 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/06f1567
ALK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y DR N)
BUILD OATE: CALIHRATTION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: MLCRO:

COMMENTS :

1aa7/12/08

*ww NAVIS: SUBRSEQUENT s

EUSTOMER SAYS: _

-2 WEEKS BEFORE RECEIVING RECALL LETTERS: SEAT AELT CONCERN DEVELOFED; BELT
MCVED AROUND CUSTOMER'S NECK: HAD TO CRAWL OUT FROM UNDERNEATH [T

-ALSD AWAHE DF INVELYEMENMT IM FUEL PUMP RECALL

L)

FER CUSTOMER, DEALEA SAYS:

-RE. SEAT BELT RECALL: FARTS ARE BACK-DRDERED

M

CUSTOMER SEEKS:

~PARTS ARRIVAL & RECALL COMPLETED

L]

CAC ADVISED:

=RE. SEAT BELT RECALL: INFORMED CUSTDOMER FORD MAY EXPERIEMCE A HACK-ORLER
SITUATION; IMFORMED CLSTOMER TOM ARTIMO [(PARTS MANAGER) CaN PROVEIDE MOST
CLURRENT UPDATES ON PART CELAY¥S; SUGGESTED DEALER CONTACT RAEMKIM AT 800}
325-581' FOR POSSIBLE RENTAL ASSISTAMNCE

~RE. FUEL PuUMP RECALL: INFORMATLON HAS BEENM DOCUMENTED AND FORWARDED TO THE
DEALER: REQUEST CARL WHELFLEY (SY¥C MMGR) TO COMTAZT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1687712 /04

#FNTHIS IS THE CLOSING COMMENT

CALLED CUSTOMER ABOUT RECALLS AkD FOUMWD QUT THAT SHE HAS HAD THE FLUEL PLMP REC
ALl PERFORMED aNMD PARTS ORDERED FOR THE 965959 RECALL 3Y THE WULLINAX LINCOLNSM
ERCLURY STORE IM MWAYFIELD. I IMFORNED CLSTOMER TO FOLLOW LUP WITH THAT STORE AN

D THAT AS FAR AS I KMOW THE SEATEFLT TRACKS WILL BE DW BACKORDER TILL AFTER TH
E 18T OF THE YEAR. CLOSE CW

OWNER RELATIONS vOP/EBENCHMARKIWG 09711798 FAMCARTER




osf11/98 MASTER OWMER RELATIONS SYSTEM |1 14.21.02
EE SRR LR LR RRRERRE LRI AR FERWYEN IR EREET RN NN PR AR TR
O240MA GRE; D4 INFORMATION CONTACT VEH TYRE: CAR
MEMFHIS 2% PHNFTR: £3 CONTACT MNER: 109235744 OFEMED : 12/05/1997
VINM: 12WPT20CTMS ENGINE: C CLOSER: 1270571987
EEEEEEEASEES S SR ONEEE NN NN EANFEEEE k- r—- - -—hrErEmEEEN
LAST NAME: STATUS:

TITLE: FIRST MAME: _ MI:

ADDRESS:

T aus . orone ; I

HOME PHONE: BUS. PHDNE:

MODEL YEAR: a1 MODEL : PROBE

MILEAGE : 114228 wsDh:

DEALER MAME: ESTABRODKMOTOR C0O I SALES LODE: 123075 P& A: 08534
CALUZAL CONES: 1010 SYMPTOMS : 104100

ORIGIN: GO TRANS. D3T/RGN: TRANS. DATE:
SERVICE/SALES; 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWNARD AMT: O SURVEY: (¥ DR N}
BUILD DATE: CALIBRATICH:

ESP INFO: EFAPTRES:

DPFEM RECALL: DWMER MNOTIFIED: MICRO :

COMMENTS @

1997/12/086

*xx NAVIS: SUBSEQUENT ++»
CLUSTOMER SAYS:
-HQD¥ FROM A FRIEND

=THE SEATEBELYTS OOESHN'T WORK ON MY VEHICLE.
"

PER CUSTOMER, DEALER SAYS:
=PARTL WANAGER INFORMED CUSTOMER THAT HE HAPES THE PARTS WILL COME IH S00N.

CUSTOMER SEERS:
~WHEN WILL THE DEALERSHIF RECIEVE FARTS FOR MY SEATHELT?

L]
CAD ADVISED:
~ INFORMED CUSTDMER FORD MAY EXPERIENMCE A BACK - ORDER STTUATIDN

- INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE MOST CURRENT UPDATES CH PART
DELAYS

DWHER RELATICONS VOF/BEHCHMARKINWG Q9711798 FAACARTG




ogf11/98 MASTER OWNER RELATIONMS SYSTEM 11 14,21.02
Illli:---:::==Illl===='--:-lkl.--;;::II-:---:::=llllll-::==IIIL-====--F----------
1281LAE GRP: KX1G IMNFORMAT ION CONTACT VEH TYPE: CAR
WASHINGTON 27 ZN/TR: CONTACT WBR: 108235887 OREMED: 12/0%5/1957
VIN: 1ZVPT20C4MS ENRIMNE : CLOSED; 12/0%/19297
e e L L L L L T T F R T T

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

ADDRESS:

eITY: HORFOLK STATE: VA Zi1p: _
HOME PHOWE: I Bus. PHONE : N

MODEL YEAR: 94 MODEL : FROBE

MELEAGE ; 1 W5D:

DEALER MWAME: FREEDOM FORD, INC. SALES COQE: {27050 F& A: D038
CAUSAL CODES: 1203 SYMPTOMS : 104180

ORIGIN: &0 TRAMS. OST/RGN: TRANS. DATE:
SEAVICE/SALES: 1 ) COMTACT DATE:

ACK. CODE: ASS1IST cCODE: AWARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:
COMMENTS:

1987 F12/05

+vs MILEAGE UNAVAILABLE was

#e» LETTER DATED 1{.D1.1997 wwva

e NAVIS: SUBSEQUENT swew

»#+ THIS CONTACT 15 DPEMED DLE TA OPEN RECALL GES40 AND 96559 wwa
LUSTOMER 5AYS:

- HER SEAT BELTS ARE MOT REPAIRED

= IT HAS HEEN 1 YEAR WITH NO RESPONSE FROM FREECCM FORD, INMC. fwi)
[ ]

PER CUSTOMER, DEALER SAYS:

- NO COMMENTS GIVEN

L ]

CUSTOMER SEEKS:

- REGALL REPAIR

L

CAC ADVISED:

+3CUSTOMER UNAVAILABLE/LEFT MESSAGE WITH SONws

=ws NEXT CSR, PLEASE CATAIN LATEST INFDRMATION REGARDING RECALLS AND
UPGRADE THIS CONTAET IF NECESSARY evs  THANKE.

OMMER RELATIONS VYOP/BENEHMARK NG 08/ 41/98 FAXCARTG




oaf11/49a MASTER DWHER RELATIDNS SY45TLM 11 1a.21.02
Asm s EEEANLALETI NI - --c--xoxAadbAaimaBRAFRNBRAIOCS S S SSSSSSni st s=sE sz IRV RERAN R RERAFPT
B4% 15H GRP: 14 CONMCERN CONTACT YEH TYFE: CaR
FITTSRLREH 4d IN/TR: €3 CONTACT NBR: 1092342712 OPENED: 12/0571997
Vik: M EHGINE : CLOSED: DEfOE/1308
AENEEEFEEE=SFs=f=c==c=zxn aIEANEEEEEEEENAP T s S=S=S=S=S=SssSs=s=Srrs s aREARESAREN ENSEENEEEERFWAETCS
LAST MAME: STATUS: CANCELLED
TITLE: _ FIRST MAME: _ MI :

ADDRESS

CITY: E LIVERPDOL STATE: H ZIP:

HOME FHOMWE: I BUS. PHOME: _

MODEL YEAR: - MODEL : FROBE

MILEAGE: 112000 wiD:

DEALER WAME: NOMTROSE LINCOLN-ME SALES CODE: 318037 PE A 10408
CAUSAL CODES: 1204 1293 SYMPTOMS: 104100

ORIGIN: go TRANS. DST/RGH: 18 TRAMS, DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: H A5SIST CODE: AWARD AMT: O SURVEY: ¥ (Y DR N)
BUILC DATE: CALIBRATION:

ES5P INFD: EXAPIRES:

OFEN RECALL: OWHER KOTIFIED: MICRD:

COMMENTS :

1997/ 12/05

wwe UEHIEPLE INVOLVED IN RECALL SAFETY BELT RECALL ==v

w+x CUSTOMER REQLESTING SERWICE AT THIS DEALERSHIP +w+

wwwND YIN AVATLAOLE®++

wseves v eyEHICLE INVOLVED IM SAFETY RESTRAIMT RECALLwwrrxsvyammkckcssibnw

CUSTOMER SAYS:

- WEED RECALL INFORMATIOM

- RECEIVED A LETTER OF RECALL FOR THE SEAT HELTS

- BEFURE HE RECEIVED THE LETTER HE TOOK THE WEHIZLE TO MONTROSE
MOTORS &/23/97 TO HAVE RECALLED SERVICED

- OMNLY ONE SEAT BELT WORKS IN THIS VEHICLE

-

PER CUSTOMER, DEALER SAYS:

= THE FARTS ARE NOT IN FOR THLS KECALL AT THIS TIME

- HE CAN MNOT TAKE HIE VEH!ELE TO ANOTHER DEALERSHIP TO HAVE
RECALL SERVICFO BECAUSE THEY'VE ALREADY ORDERED THE PARTS FOR
THIS RECALL

OUTAOUND CALL MADE:

<PER ROHERT 1H PARTS THE PART IS5 STILL ON HACK ORDER AT THIS TIME

- HE ROES NOT HAVE AN ESTIMATED DATE FOR PART ARRIVAL

[

CUSTOMER SECKS:

= AECALL PART INFDRKATION

*

CAC ADVISED:

- INFORMED CLSTOMER FORD MAY EXPERIENGCE A BACK - ORDER SITUATION

- INFORMED CLISTOMER PARTS MAMAGER CAM PROVIDE WMO5ST CURRENT UPDATES ON PART
DELAYS

= FAVE PART FUT ON EMERGENDY BACKOROER

OWHWER RELATIONS WOP/EENCHMARKEING 09711798 FARCARTG




oof11/38 MASTER DWHER RELATIONS SYSTEM 11 14.21.02
B AN AN F NN NN xRl - - I C O I IR AN AN NI r T = TN NN OpmmArC =T ——— g aNGEdimE——
B4515H GRP: 14 CONCERN CONTACT VEH TYPE: CaAR
PITTSEURGH 44 INSTR: €3 CONTACT MHR: 109234278 OPENED: 13/05/1997
VIN: M ENGINE : CLOSED: 03/06/ 1934
NN R AR kN - - S NI TI I F=FEEENEE I SIS EYTENSmardr T OSSN
1998,/01 /08

-

CUSTOMER SEEKS:

- THE PART I5 STILL OM BACK-DRDER
*

ChAC ADWISED:

- REFER TO PREVIOUS LSRR ADVISE

- INFDRWED CUSTOMER FORC MAY EXPERIENCE A BACK - ORDER SITUATIDM

- TNFORMED CLISTOMER PARTS MAMAGER CAN PROVIDE MDST CURRENT LUPDATES UM PART
DELAYS

- HAVE PART PUT 0N EMERSENCY BACKDADER

CUSTDMER SAYS:

*+xCONTACTS ENTERED FOR DSPRINGS TN HER AESENCEwssw

19548/05%,/06

CONTACT CANCELLEQ BY SYSTEM - IN HOLD 94 DAYS

OWNER RELATIONS VOP/HEMCHMARKEING 0O8/11/98 FAXCARTG




oaf11/98 MASTER OWMER RELATIDNS SYSTEM [ 14,21.02
- o EC - S o X - o S S O E NI AT N - ASEE NI SN EE SRS EE g EEEEgr s mmlileessd s
604 DR GRF: 13 INFORNATION COWTACT ¥EH TYPE: CaR
MEMPHIS 23 IN/TR.  &A CONTACT WBR: 109234057 OPENED: 12705719587
VIN: M EMGINE : CLOSEDR: 1270541897
EE-=-=—=—-EXr=-=-=-axr== e K 4 4 Jd B & 3 F 3 4 3 0 FF 3 3 3 0 3 JJ FFELFIFEIFFFIIIPFTITFTITIEFITEERR
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: - M1:

ADDRESS :

CITY: ETATE: AR 21p:

HOME PHOWE: Bus. PHONE:

MONEL YEAR: 81 MODEL : PROBE

MILEAGE: 1 wsb:

DEALER MAME: BLACKWELL-BALDWIN F SALES CODE: 123692 F & A: DSEAT
CAUSAL CODES: 1204 SYNPTOMS : 104100

DRIGIN: G0 TRANS. DST/RGN: TRAMS . DATE:
SERVICESSALES: 1 COMTACT DRATE:

ACH . CODE: ASSIST CODE: AMARD AMT: 0O SURVEY: (Y OrR N)
BUILD DATE: CAL1BRATION:

ESP INFD: EXPIRES:

OPEM RECALL: OWNMER NOTIFIED: WICRO:

COMMENTS :

1997 /43705

++e LETTER DATEO 11-5-97 ==+

v aND VIN AVAILABLE+»w

CUSTOMER MRITES:

=1 HAVE BEEM TRYING TO HAVE THE SEATBELT RECALL COMPLETED BUYT THE DEALERSHIP
HASM'T RECIEWED THE PARTS YET

-I HAVE BEEN WATITING FOR OVER @ WEEK% FOR THE PARTS

L]

PER CUSTOMER. DEALER S5AYS:

=HN0 COMTACT

+*

CUSTOMER SEEKS:

-RECALL COMPLETED

"

Cat ADVISED:

=MADE DBC BUT NO DME AMNSWERED THE PHONE

=SENT CUSTOMERA AN AUTOMATED LEYTER -PCOv1- CONTAEST THE £AC

vreNEXT CSR PLEASE ADVISE=w=

~THAMK CUSTOMER FOR WRITIMG

=CUSTOMER SHOLLO CONTACT MR. DON JDHNSONM(SERVICE MWGR] FOR FURTHER ASS1STANCE
wis THANK YOU#++ FiF NOTE: [RMASING DOCUMENT IOENTIFICATION WUMBER (DACID):
A77260232

OWWER RELATIONS VOP/RENMCHMARKING Od/11/98 FARCARTR




oes11/98 HASTER OWWER RELATIONS SvhiCM I 14.21,02
=====F=II‘IIIIIII-::=====::;nnll[lit;z;:::::;:::p:l|..-;;-::=====--..|.---=;====
3916wH GRP: AX1iE INFORMATION CONTACT VEH TYFE: CAR

NEW YORK 13 THATR: CONTACT NBR: 1092132HGd OPENEDR: 1250551997
VIN: 1Z¥YPT21LUIME ENGINE: L CLOSED: 1270571997
Al =-r=CoCo I A ANEEEE N e —=—— ‘l'-l---tll‘::::::=II..II..:::::;'I.---I-!t:::
LAST NAME: STATUS: CLDSED
TITLE: FIRST MAME: MI:

CITY: S5TATE: :

HOME PHONE : BUS. PHDNE:H

MOOEL YEAR: MODEL ; PROEE

NILEAGE ; .3:): 14 a] WsD:

OEALER WAME: FEDUKE FORD, 1WC, SALES CODE: 113208 P B A DOB3S
CAUSAL CODES: 1012 SYMPTONS: 104 1001

ORIGIN: ) TRANS, DST/RGN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: a SURVEY: (¥ orR NJ
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL : . OWNER NOTIFIED: MICRO;

COMMEMTS :

1997512705

#is+ THIS COMTACT IS CPENED DUE TO OPEN RECALL 965949 #»x
»+% THIE CONTACZT IS DPEMED DUE TO OPEN RECALL 98548 wwae
o0 MAYIS: ORIGINAL ww&

CUSTOMER SAYS:

- DRIVER SIDE SEAT BELT IS NOT FUNCTIONING PROPERLY

- SEAT BELT IS5 STUCK IN THE BACK POSITIDM

= BOOX FROM DEALERSHIP

L}

FER CUSTDMER, DEALER SArS:

FER SERYICE DEPARTMENT, WAME UNENDWN

- PART WILL MOT BE AVALILAPLE FOR ANDTHER COUPLE OF MOMTHS
L]

CUSTOMER SEEKS:

= RECALL PERFORMED

"

CAC ADVISED:

= INFORMED CUSTOMER YHAT THE PART IS ON MATIONAL BACK-ORDER
- CUSTDMER MUST WAIT FOR THE PART UNTIL [5 COMES IN

OWNER RELATIONS vOP/BENCHMARKING 09711758 FALCARTG




03/11/%48 MASTER DWHER RELATIOMS S5%STEM |1 14 21,02
---’-'----ll==---ﬂ--l-l====..‘lll‘-==q;...--:::::‘Fll.:::::‘-.-:::::“..-:::::;
O240MB GAP. Dd INFORMATION COMTACT YEH TYPE: ¢aR

OALLAS L INSTR: A2 ONTACT WBR: 109230565  OPENED: 12/04/1987
VIN: 1zwu.rn:-nr::1:-~.l|il‘-’1_c EMQINE: © CLOSED: 12/04/19a7
AhEFmbsxscogs —— —— I.ElIkhl::;::..l.:::::--:...::;; EEEE-okR=-=-mEEEHR

LAST NAME: STATUS
TITLE: FIRST NAME: _ Mi:
ADDRESS -

CITY: STATE: P
HONE PHOME : aus. PHONE:
MODEL YEAR: MOBEL:

MILEAGE: 143500 WaD :

DEALER MNAME: WESTWAY FORD SALES CODE: 152013 P& A: 0OYsSES
CAUSAL CORES: D42 SYMPTOMS : 104 160

ORIGIM: &0 TRANS. DST/RGH: TRAMS. OATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST cOpE: AWARD ANT: O SURVEY: ¥ OR M)
BUILD DATE: CALIBRATION:

ESP IMFD: EXPIRES:

DPEN RECALL: DWMER WOTIFIED: MICRE:
CONMENTS

1997/12/04

#+% NAVIS: SUBSEQUENT #es

CUSTOMER SA¥S: )

~THERE IS5 A SAFETY RECALL DN THE FRONT DRIVER SIDE AMD THE FRONT PASSENGER
SIDE.

~THE DRIVER SIRE MDTOR DN THE SEAT BRELT IS MAKING A GRINDING SOUND THAT WILL
NDT SHUT DFF.

-CUSYOMER HAS TAKEN VEHICLE TO THE DEALERSHIP AND IS FRUSTRATED THAT PARTS ARE
ON BACKOEDER FOR OME YEAR.
.

FER CUSTOMER, DEALER SAYS:

~JUDY BLANCHARD (SERVICE ADVISOR), IMFORMED CUSTOMER THAT IT wlllL BE OME YEAR
BEFORE PARTS RRE AVAILARLE,
-

CUSTONER SEEKS:

~WHAT SHOULD [ BO7T @I MAY GET A TICHET.
%

CAC AOVISED:
- IMFUGRMED CUSTOMER FORD MAY EXPERIENCE & BACK - DROER SITUATION

- INFORMED CUSTOMER PARTS MAMWAGER CAN FRONIDE MOST CURRENT UPDATES ON PART
DELAYS

OWNER RELATIONS YOPR/BEMCHMARKIMG 0O9/711/88 FALCARTE




oof11,/98 MASTER DWMER RELATIONS 5YSTEM 11 14.21.02
=IIﬂ=I-Hil---I--:-I===='F=IIIIII-======HFII-Il==I=====IIl-n::::::l‘!l:..'..l:::::':l
eT40VR GRPF: 14 INFORMATION CONTALCT VEH TYPE: LAR

SEATTLE 74 INFTR:  &d CONTACT WER: 10922EBA17 OPENED: 12/04/1297
YIN: M ENGINE : CLOSED: 12/0471997

LaST MNAME: STATUS: {LOSED
TITLE: F1RsT nane T ;.

AIORESS:

CLT¥: ; STATE: T 716 : -
HOME PHOME: MNA -MA-& W& BUS. PHONE: NA -NA-A NA

MODEL YEAR:  ad MOOEL : FROGE

MILEAGE: 1 wsD :

DEALER WAME: HITTERROOT FORD SALES CODE: 174807 P& A: DB3T4
CAUSAL CODES: 1012 SYMPTOMS 1504100

DRIGIM: (1] TRAMNS. DST/RGN: TRAMS . DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACX.. CODRE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR W)
HUTLD DATE: CALIERATIDON:

ESF INFO: EAPIRES:

DPEN RECALL: OWNER MOTIFIED: MICRA:

COMMENTS

188 7/12 704

"ww MILEAGE UMAVAILABLFE =rv+

=m0 YIN AVALLABLE#wew

CUSTOMER SAYS:BRAD HALL, FRIEMD

= HAVE NO INFDRMATION ABOUT THE CUSTOMER AMO NO V1N

~ WEHICLE WAS TAKEM IM FOR A SEATBELT RECALL

= THE DEALERSHIF HAS HEEN TR¥ING T4 GET THE PART FOR THE LAST 2 MONTHS

L3

PER CUSTOMER, DEALER SAYS:PAUL, SERVICE
- WE ARE WATTING FOR THE PAAT

M
CUSTOMER SEEKS:
- PART FOQR THE VEHICLE

L]
CAC ADVISFD:
= INFORMED CLSTOMER FORD MAY EXPERIEMNCE A HACH - DRDER SITUAT1ON

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

OWNER RELATIONS VDP/EENCHMARKING O0/11/88 FARCARTE




o%/11/98 MASTER DWHWER RELATIONS S5YSTEM ]I 14,2102
madbbnbAR I EE IS LA - I EEE IS - IASCSE TS S CS=Sm==-S-=-SC--o==rkrxr=scx==sc-c - ml-=xxdi=-—oxSEc-c
9266PH @RP:. 10 INFORMATION CDNTACT VEH TYPE: CaR
WASHINGTON 27 IN/TR: €1 CONTACT MER: 1090237384 OPENED: 12/0a/19a7
VIN: M EMGINE: CLOSEQ: 12/04/1987
=il AN AN AN - AR - FEF T o FEElI-CSFE====cc=-c-=g3rc-==oxd=-==-a k- =-akk==
LAST MNAME: STATUS; CLDSED
TITLE: rinsT nNane : N1:

ADDRESS:

CITY: SALISEURY STATE:. MO ZIP:

HOME PHOME; MA -NA-A MA BUS. PHOME: MA -MA-4 Ha

WIDEL YEAR: w1 MODEL : PROBE

MILEAGE: 1 wiD:

DEALER MAME: SALISBURYFORD LIMWC- SALES CODE: 127361 PR A: DIEIY
CAUSAC cDDES: 1218 0202 SYNPTDMS: 104100

ORIGIM: =] TRAWS, DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK,. CODE: ASSIST COOE: AWARD AMT; O SURVEY: (r OR M)
BUILD DATE: CALIBRATION:

ESPF INFDO: EXPL1RES:

OPEM RECALL: ONMER NOTIFIELD: WICRO :

COMMENTS:

1997/12,/04

ers WO VIN AVATLABLE +w»

#+: LETTEH OATED 10/20/9F wsa

CUSTOMER SAYS:

svr YIN PROVIDED WAS WOT VALID we«

- CUSTOMER HAS HAD SEVERAL COMNCERM WITH HIS 91 PRDEE REGARDIMG THE SEATBELTS

/94 [« 50376 MILES] THE DRIVERS SEAT BELT LOCKED LUP

CAST AOF THIS REPAIR WAS R47E

7/94 (@ 5135T7) THE SEAT BELT MALFUNCTIONED AGAIN

COST OF THIS REPAIR %1356

- 10596 CLUSTOMER REGCEIVED RECALL WOTICE FOR THE SEATHELTS

= 1797 CSUTOMER HAD RECALL PERFUOMED: DEALERSHIP IMSTALLED MEW ORIVERS S1DE

SEAT BELT AND/OR [NSFECTEDSREPLACED THE PASSENBER SIOE SEAT BELT

- T7/97 BOTH SEAT BELTS LOCK UP IM THE B-PILLAR POSITION

- CUSTOMER CONTACTED THE DEALERSHIP WHICH STATED IT WOULD CDST $100 TD LOOK AT
THE VYEHICLE, PARTS wOULD COST $200-%305, AND THE CUSTOMER woUuLD BE CHARGED
$50 PER LAHCR HOUR (CUSTOMER DID WNOT TAKE THE YEHICLE 1N AS THE COMCERN WAS
INTERM1TTENT AND HE HWAD JUST HAD THE RECALL FERFORMEDR)

- 10/97 CUSTOMEA RECONTACTED THE DEALERSHIF A5 THE SEAT BELT WAS LOCKED AGAIM

- CUSTOMER WAS 1NWFORMED THE PFART 15 0ON MATIOMAL BACKORDER AND WOULD NOT BHE

AVAILABLE UNTIL MARCH 1888

=~ DEALERSHIP uwOULD AUTHORIZE & RENTAL YEHICLE, HOWEVER THE CUSTOMER WouLD HAavE
T WEEP HIS PRESENT INSURANMCE aMO LEAVE H!AS YEHICLE AT THEIR LOT

OWMER RELATIONS VOP/BENCHMARK1NG 0571198 FAXCARTG




02/11/948 MASTER DWMER RELATIONS SySTEM 11 14,21,02
LT RARARRRRRETRRIRARE I I RERRAERRRRRIERIERRERIERERERERERNERNIRERNINENRNNERNEFFNFFERNEEE] 8
§266PH GRP: 10 TNFORMAT1ION ZONTACT VEH TYPE: CAR
WaSHIMGTON 27 IN/TR: 1 CONTACT WBR: 109227384 OPEMED : 1270471997
VIN: M ENGINE: CLOSEDR: 12704/ 1967
ESIEEEEEE NSNS EEEEEEEEEEE S NS EEEEEE NN EEEEENAAEEEREAEERARE R EBANEEEIICTI=SX=S=SS=S========
1957/ 12,/04

~ CUSTOMER !S MNOT HAPPY WITH THE SITUATION
- CUSTOMER FEELS HE SHOULD HAVE RECIVED A COMFARABLE WEHTCLE AMD HIS FROBE
SHOULD BE STORED PRUOPERLY WNOT SITTIMG DM A PARKING LOT EXPFDSED TO ThE ELEMEMNTE

.
PER CUSTOMER, DEALER SAYS:

- SEE SEQUENCE DF EVENTS ABOVE

- DEALER COMMENTS TO CLRRENT SITUATION WOT AVAILABLE

[}

CUSTDNER SEEKS:

- THE WEHICLE REPAIRED PROPERLY

- A COMPARABLE VEHICLE

- TO HAVE HIS VEHICLE STORED PRDPERLY

- THE PROBRE PAINTED {7} OUE TO MEGLECT [DUTSINE STORAGE?]

-
CAC ADVISED:
DEC TO CUTOMER: PER TELEFHOME DIRECTORY WO LISTING OF PHONE NUMBER
- SENT PCOM CARD
HEAT C5R:
- PLEASE OBTAIN VIN
= EXPLATN CURRENT SITUATION W/RECALLS AND APOLOGIZE FOR THE INCONVEM!ENCE
- THE DEALERSHIF 15 RESPOWSIBLE FOR PROPER STCORAGE OF THE VEHICLE
~ CUSTOMER MAY WANT TO CONTACT KRISTIMA WOOD (CUST. REL. MGR] AT THE
DEALERSHIP FOR FURTHER INFORMATION 444 MOTE: IMAGING DAOCSUMENT IDENTIFICATION
NUMAER (DOCID): G7345914
1987712/ 11
#vv NAVIS: DRIGINAL »v»
CUSTOMER SAYS:
= CUSTOMER HAS HAD SEVERAL CONCERM WITH HIS 91 PROBE REGARDING THE
SEATRBELTS
- &/a4 (& SOATS MILES) THE DRIVERS SEAT BELT LOCKED LUP
COST OF THIS REPAIR WhS %475
1/94 {@ 51357) THE SEAT BELT MALFUNCTIOWED AGAIM
COST OF THIS REPAIR %1356
10/96 CUSTOMER RECEIVED RECALL WOTICE FOR THE SEATHELTS
~ 197 CSLTOMER HAD RECALL PERFOMED: DEALERSHIP TMSTALLED MEW ORIVERS SIDE
SEAT  HELT AND/DR INSPECTED/REPLACED THE PASSEWGER S10E SEAT BELT
= 1/9% BOTH SEAT HELTS LOCK UP IN THE B-PILLAR POSITIOM
- CLUSTOMER CONTAETED THE DEALERSHIP WHICH STATER 1T WOULD CRST $40C TO LOOK
AT
THE VEHICLE, PARTS WOULD COST $200-%300, AMOD THE CUSTDMER waulLD BE CHARGED
350 PER LABOR HOUR (CUSTOMER DID MOT TAKE THE VEHICLE IN A5 ThHE CONCERN
WAS
INTERHMITTENT AND HE HAD JUSY HAD THE RECALL PERFORMED)
= 10/97 CUSTOMER RECONTACTED THE DEALERSHIPR AS THE SEAT BELY WiS LOCKED
AGMINM
= CUSTOMER waS INFORMED THE PART I5 DON NATIONAL EACKORDER AWD WOULD NOT BE
AVAILABLE UNWTIL MARCH 199a

OWMER RELATIONS VOP/BEHCHWARKING D£S/F/11/788 FAXCARTEG




oo 11 /948 MASTER OWNER RELATIONS SYSTEM T1 14.21.02
EEFEZ-=—=—=———amEiEEEFE--=---axREEEENIERT==S=SC-ccummmdd Rt AEAES TS S EEEEEG BN NEEEECZ =SS
9256PH GRP: 14 INFORMATION COMTACT YEH TYPE: CAR
WASHINGTON 27 ZNFTR: 1 CONTACT MBR: 109227334 DFEKED: 127041987
YIN: [} ENGINE : CLOSED: 12/04f1997
DR ANEEEENS—=———cmsmskIIdNEEEEICErEEEmAEEBFFEEEI-c-ccccI-adEFEEEEEEFFSSSS=Seam
1997/12/ 11

- DEALERSHIF wOULD ALUTHORIZE A REWTAL VEHICLE, HOWEVER THE CUSTOMER wouLD

HAVE TO KEEP HIS PRESENT INSURANCE AND LEAVE HIS WEHICLE AT THEIR LOT
EUSTOMER 15 WOT HAPPY WITH THE SITUATION

- CUSTOMER FEELS HE SHOULD HAVE RECIVED A COMFARAELE WERICLE AWD HIS PROBE
SHOULD BE STCRED PAGPERLY NOT SI1TTING OW A PARKING LOT EXPDSED TO THE
ELEMENTS

.

PER CLUSTOMER, DEALER SAYS:

- SEE SEQUENMCE OF EVENTS ABOVE

- DEALER CODMMENTS TO CURRENT SITUATION NOT AWAILABLE
.

CUSTOMER SEEKS:

= THE WEHICLE REFRAIRED FPROPERLY

- A COMPARABLE VEHICLE

- TO HAWE HIS WEHICLE STORED PROPERLY

- THE PROBE PAINTED GUE T8 MEGLEET (OUTSIDE STORAGE?)
.

CAC ADVISED:
NEXT CS5R:

- EAPLATN EURREWT SITUATION W/RECALLS AMD APOLOGIZE FOR THE TNCONYENIENGE
- THE DEALERSHIP IS RESPUNSIELE FQR PROPER STORAGE OF THE WEAICLE
- COMTACT WRISTINA WoDD [CUST AEL MBR) FOR FURTHER ASS1STANCE

OWMER RELATIONS YDP/BENCHMARKING O9711/98 FAXCARTG

L




oa/11/98 MASTER QWNER QRELATIONS SYSTEW 1] 14,2102

AS554CH LRP: 15 CONCERMN COMTACT WEH TYPE: CAR

SOR 1] ZHNSTR: CONTACT WBR: 109219538 DPEMED: 1270271987
VIM: ‘.IUPT!UC!IIS“ ENGINE: C CLDSED: 12f12/1987
—o—azrssxcassAEsdERREANEE AN AN AR NN N R R AR N R PR RNk mi

LAST MAME:

STATUS:

TITLE: FIRST MAME: _ MI:

ADDRE 55

CITY: PUTNAM STATE: I 2IP:

HOWE prone: NN  6us. PHDNE:F

MODEL YEAR: a1 MODEL :

MILEAGE : 100000 wSD:

DEALER NAME: HRDWNING FORD INC SALES CODRE: 141504 F & A: 20037
CALSAL CDOES: 1203 2105 SYMPTOMS : 104100

ORIGIN: o0 TRANS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 4270171987
ACK. CODE: ASS5IST CODE: F AWARD AMT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESP 1NFD: EXPTRES:

OPEN RECALL: MNER WNOTIFIED: MICRO:

COMMENTS :

1997/12/02

ver YEHICLE INVOLVYED IN DNP QABETO #+¢
*kd YEHICLE INVOLVED IN RECALL 98548 AND SESEYS +éx
*xw NAVIS: SUBSEQUEMT #%=
CUSTDMER SAY¥S:
= VEHAILLE IS5 INVOLWED IWN SAFETY BELT RECALL
= DRIVERS S1DE SHOULDER STRAFP IS INOPERABLE
= STUCK IN FORMARDR POSITION
= WAITING ON PART TO REPATR FOR APPROKIMATELY TW0 MONTHS
[ 3
PER CUSTOMER, DEALER SAYE:
= STILL WAITING OM PARTE
]
CUSTOMER SEEKS:
- REPAIR OF YEHICGLE
-
CAC ADVISED:
~INFORMATION HAS HEEW DOCUMENTED AND FORWARDED T THE DEALER
“REQUEST MR.DON AROWMING [CUST REL MNGRS SVC MNGR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS
- WERIFIED YWEHICLE INVOLYEMENT IN RECALL 94548, 386599 ANO ONF 93BTO
19971204
FANTHIS IS THE CLOS1NG GCODMMENT
CSM SPOKE WITH DEALERSHIF WHA STATED THAT LEFT SINE SEAT BELT RECALL IS
BEING COMFLETEQ AMD OPEN ONP IS5 DONE. PARTS ARE CURREMTLY OM BACKORODER FOR
RAIL AMO MOTOR ASSEMBLY FOR DRIVER SINDE SAFETY RECALL.
DEALER HAMOLING TD BEST DF AHILITY CONSIDERIMG PARTS DELAY.
v COM CLOSING CDMTACT ON BEHALF OF DEALER &=
w» REPAIR WILL BAE COMPLETED AS 500N AS PARTS ARRIVE ws
wa CS5M BETH LDGSDON »»

DWMER RELATIONS vOP/BEHCHMAREING 00711708 FAXCARTG




oes14fam MASTER OWNER RELATIOMS SYSTEM I] 14.21.02

L ea L el L e P L L R T R I N IR L LT P S-S =EFANECXC=—OCXC-C-EENSmm
3554CH Grp: 15 CONCERH CONTACT VEH TYPE: CAR

SDR 14 ZNSTR: CONTACT MSR: 1092{5598 OFENED: 12/p2/1997

VIN: 1IVPTIOC NS ENGIME: CLOSED: 1271271997

eSS EIIEEAE - - - EEFEEEENEET LLLLEESIE LI ] IR ] | L R F T LR Rl T 1] Py g acee
1997/12/05

wev HAVIS: SUBRSEQUENT ~»»

CLUSTOMER SAYS:

—I*'M CALLING TO FIND OUT WHAT THE DEALERSHIP 1% GOIKG TO DO ABOUT MY CAR
-I HAVE NOT HEARD FROM THE DELAER

=THE DRIVERS 510OF SAOULDER STRAP IS INOPERABLE

= STUCK 1IN FORWARD POSITION

L

PER CUSTOMER, DEALER SAYS:

SH SPOKE WITH DEALERSHIP WHO STATED THAT LEFT SIOE SEAT BELT RECALL [X
BEING COMPLETED AMD QFEM DNP IS DOWE. PARTS ARE CLRRENTLY OW BACKORDER FOR
RATL AWD MOTOR ASSEMELY FOR DRIVER 5IDE SAFETY RECALL.

DEALER HANDLING TO BEST OF ABILITY CONSIDERING PARTS DELAY.

we CSM CLOSING CONTACT DM BEWALF DF DEALER +»

=» REPAIR WILL BE COMPLETED AS SODN AS PARTS ARRIVE »»

we CSM BETH LOGSDON *=*

L]

CUSTOMER SEEKS:

-WHAT DO I NEED TO DO

[ ]

CAC ADVISED: .

“PARTS ARE CURRENTLY ON BACKORDER

- DEALERSHIP IS5 THE BEST TECHNICAL RESOURCE

- MR.DCN ARCWNINGICUST, REL MGR/SVC MGR] IS IN THE HEST POSITION TO ASSIST
you.

OWNER RELATIONS VOR/BENCHMARKING 09711798 FAMCARTG




o911 /98 MASTER DOWNER RELATLIONG SvS1EM 1T 14.21.02
S S S EE S S S S S RIS SRS S S S S S F S S rr T IENE NN AN RRAE NN N I Nl R KR . C S LSS EEES SRS =E=E=S==ES==E===F=
428720 GRP: 10 COMCERH COMTACT WEH TYPE: CAR

LOS ANGELES 71 ZN/TR:
YIN: 1ZVAT21U0eN

CONTRCT MWEBR: 109218827 OFENED: 1270271997
ENGINE: U CLOSED: 1271071997
TITLE:

ADORESS:

CITY: STATE ; P -
HOME PHOME : % HUS. PHOME: -

MODEL YE&R: MOOEL ! PROBE

LAST MAME:

MILEAGE: 83000 W5

DEALER MAME: EARNHARDTFORD SALES SALES COOE: 171176 F & A: 20313
CAUSAL CODES: 1303 1012 SYMPTOMS: 104100

ORIGIN: GD TRANS. DST/RGH: 71 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 1270371997
ACK. COCE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRRATION:

ESP [NFO: EXPIRES:

DRFEN RECALL: OWMER NOTIFLIED: WMICRO:

COMMENTS :

19971 /1a/02

+#+« THIS CONTACT IS OPENED DUE TO OPEN RECALL SES48 >+
=sv THIS CONWTACT IS OPENED DUE TD DPEN RECALL 96589 +#»+
svs MNAVIS: SUBSEQUENT *x*+
CUSTOMER SAYS;
= I RECEIVED A LETTER FOR THE SEAT BELT RECALL
- WE WENT TO THE DEALER OVER A MONTH AGO TO HAYE THE PARTS ORDERED
- CURRENTLY THE DRIVER SIDE SEAT HELT IS BROKEN, IT I% HOT RETRACTING
- I CALLLED THE DEALER YESTERDAY TD SEE IF THE PARTS WERE IN, ANO AT
THE DEALER SAID THAT FORD DODES NOT BELIEVE THE PARTS WILL BE
AVATLABLE UNTIL JANUARY
= I AW COMCERNED AADUT THIS BECAUSE THIS IS A& SAFETY 145UE
F
PER CUSTOMER, DEALER 3AYS:
-~ THE PARTS WILL NOT BE TH LNTIL JAMLUARY
Y
CUSTONER SEEKS:
- TD HAVE SEATBELTS ON VEHICLE REFAIRED
F ]
CALC ADVISED:
= INFDRMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE OEALER
« REQUEST MR.FORTMER [SVC MMGA) TO CONTACT THE CUSTOMER WNITHIN 2 BAYS
= DEALER MAY MWANT TO CONTACT REMKIN AND SEE IF A LDAMER YEHICLE CAN
EE PRUOVIDED To THE CUSTOMER
1997712703
FHFTHLIS 15 THE CLOSING CODMMENT
I HAVE CONTACTED THE CUSTOMER, T REQUESTED THAT THEY BRIMNG IW THE YEHICLE SO T
HAT WE MAY MAKE THE SEaT BELT SAFE FOR MANUAL QPERATION UNTIL THE BACKORDERED
PARTS ARE RECEIVED. I HAVE VERIFIED THAT THE PARTS ARE DUE IM ARDUN 1=-30-98
RICK FORTMER SVWC MGRH.

OWNER RELATIONS WOPR/BEWCHWARKING 89/411/898 FAXCARTG




os/11/94a MASTER OWMER RELATIONS SYSTEM 11 14.21.02
—rarxrshemEskEdE EEEERAPRIFscs=s=E=cccs=s=s=Ira-cEmgEnsd AR IENL IJA SN ERINEFRERNEEECE=SCSCS======
E39215 GRP: 04 CONCERN CONTACT YEH TYPE: CAR
CINCINNATL a7 IN/TR: CONTACT MER: '0S2155%5  OPEMED: 1270171987
VIN: 1ZVPT 2 1LONS ENGINE: U CLOSED: 19/18/19897
B R REREI I | JFUFIS—————— maLlEES AN NN EE RN S T FRERAACEE I NON =SS =SS =S =S=S=====
LAST HAME: ETATUS: CLOSED
TITLE: FIRST NAME: - MI ;

ADNDRESS:

CITY: LOUTSVILLE STATE: IP:

Foa prone: EE— =05, o+one : IR

MODEL YEAR: 91 MODEL : PROBE

MILEAGE : THOOD WsD:

DEALER WAME: STAR FORDAT OxMCOR SALES CORE: 147024 F & A: 0DS859
CAUSAL EODES: 0206 1203 EYNPTOMS; 104100

ORLBIN: GO TRAMS. DST/RGN: 47 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 12/04/71997
ACK. CDDE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ (¥ OR M)
EUJILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER MOTIFIED: MICRO:

COMMEMTS :

1997 /12/01

ses THIS CONTACT IS DPENED DUE TO OFEN RECALL 9@S4E =i
wew THIS CONTACT IS OPEHED DUE TO DPEM RECALL 96559 w»»
CUSTOMER SAvS:

- MOTHER 15 CALLING ON BEHALF OF DALUGHMTER'S PROBE

- DOESN'T FEEL HER DAUGHTER IS S5AFE WITH JuUST A LAP BELT
- ARE THERE aNy RENTAL VEHICLES AVAILABLE

L]

PER CUSTOMER,. DEALER SAYS:
- WO CONTAGT

.

CLUSTOMER SEEK5S:

- REMTAL YEHICLE

-

CAL ADVISED:

RE CURRENT COMNMCERM:

- INFORMATION HAS BEEW DOCUMENTED AMD FORWARDED TO THE DEALER

- REQUEST MS. MARY LOU LEIDSEM (CUST REL MNGR) TD {ONTAGT THE CUSTOMER
WITAIN 2 BUSINESS DAYS

- CONTAET RENKIM # 1-800-325-5021 FOR REMTAL VEHICLE INFDRMATION

1997/1270E

CUSTOMER SA¥S:

~ THE DEALERSHIP IS CALLING REGARDING A CONTACT DPEMED UP AT THERE DERLERFHIF
- PER MARY SAYS THAT THE CSUSTOMER IS IMSISTING THAT A CER TOLD THEN THAT THE
DEALERSHIP wOLLD PROVIDE HER A LOAMER YEHICLE

L]
CUSTOMER SEEMS:
- PER DEALER CALLING REGARDING &N DPEMED CONTACT

L
CAC ADVISED:
- PROVIDED TEAM LEADER CONTACT ¥ TO ADORESS THE [3535UE

OWNER RELATICNS vaP/BEMCHMARKIWG 05/11/93 FAMXCARTG




oafi1/98 MASTER OWMER RELATIONS SYSTEWM 11 14.241 02
====.---h’==l-=======---..---.-:::--IJ-..----.-=-=====::..':::::::-'BF..‘:::::
339ITG GRP: D4 CONCERN CONTACT VEH TYFE:X CAR
CINCINMATI AT ZN/TR: CONTAST WHR: 10S521%49%  OPENEDR: 1470171987
YIN; 1ZVPT 2 1U0M ENGINE: U CLDSER: 12/1BS1937

::::lI---l:!lI=:=====IIIII---i------n=----llll---=======--l:!-l===:===lll=:-:=
1997/ 12705

F¥FTHIS IS THE CLOSIME COMMENT

ADY CUST THAT PART IS ON HAT'L BACK ORDER UNTIL AFTER 1ST OF YEAR: ALSO THAT N
O LDAMER 15 PROVIDED: CUST'S MOTHER INSISTS THAT CAC AUTHOR] ZED A LOANER WEHIC
LE FOR HER; CONMTACTED ©AC WHO HAD NO KNOWLEDGE CF THIS AUTHORIZATION; COMTACTE
D CUST'S MOTHER AGAIN W/THIS INFO; SHE WILL COKTACT CAC AGAIN

CUSTOMER SAYS:

-CRM CONTACTED CUSTOMER AND SAID THAT C5R DDES NOT HAVE THE AUTHORITY TO
AUTHORIZE LOAMERS.

=WAS SIVEN THE WRONG INFORAMT ION

x

RPER CUSTOMER, DEALER SAYS:

~CAN'T ORDER PARTS UNTIL AFTER THE FIRST OF THE YEAR

~WILL NOT PROVIDE LOAWEA YEHICLE

=VEHICLE CAN'T BE SERVICED UNTIL AFTER THE FIRST OF THE YEAR

+

CLSTOMER SEEKS:

~LOANER VEHICAL AS AUTHORIZED BY C5R

»

GAC ADVISED:

-REQUEST MS_MARY LOU LEIDGEN{CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

-CONTACTED REMMIM AND WAS TOLD THAT IF THE PART THAT IS5 UNDER RECALL IS NOT
UFERATIOMAL. DEALER CAM CONTACT RENKIM TO GET FURTHER INFORMATION ON
CONDITIONS UNDERWHICH LDANER VEHICLES CAHM BE AUTHORIZED.

-RENKIM AL5S0 FAXED INFORMATION STATING THAT VEHICLE SHOULD RE IMNSPECTED AND
ATTEMPTS SHOULD EE MADE TD MAKE RESTRAINT SYSTEMS CPERATIVE{WHETHER TEMPDHARY
OR PERMANENT)

~LEFT M50 FOR MARY LOUCCRM) T RETURN CALL TO CAC.

-BILL REYNOLDS{SYC MGR):“IF ITS THE MOTOR THAT*S GONE BAD, NOTHING CAN BE
DONME UNTIL PARTS COME IN.*

~PER BILL: CUSTOMER CAM BRING VEHICLE IN FOR INSPECTION &AND POSSIELE REPAIER.
UNAWARE OF CUSTOMERS BELMG TOLOD THAT THEY COULD WOT BRING VEHICLES IN UNTIL
AFTER THE FIRST GF THE YEAR.

=CONTACTED CUSTOMER AMD SAVE INFORMATION ON POUSSIBILITY OF REPAIR AND LOAMER
VEHISLE 1NFORMATION.

19897712711

CUSTOMER SA¥S:

~MOTHER CALLIMNG AGAIN IN REFERENCE TO LOANER VEHICLE

-WOULD LIKE ASSURAMCE THAT YEHLIELE WILL BE READY WHEN THE VEHICLE

~FEELS THAT THE PEALERSHIP

»

PER CUSTOMER, DEALER SAYS:

=HO LOAMNER VEHICLE

-WILL HAVE REPAIR COMPLETED

CUSTOMER SEEKS:

OWHER RELATIONS VOP/EEMCHMARKING O09/11/48 FAXCARIG




a3f11/98 MASTER DWWER RELATIONS S5Y¥STEM 11 14.21.02
--::x:::::--.--uu--:::--'..ll-lII===="Il...:::::...l.j::::::..ll.x:::::::....:
SI9ITE  GRP: 04 CONCERN CONTACT VEH TVPE: CAR

CINCINNATI 47 INSTR: CONTACT NBR: 109215695 OPEMED: 12/01/ {007
VIN: 1I¥PTZ 1LOM ENGINE: L CLOSED: 12f1B/1997
LL LR EREEE ST TR R 11 8T RN o hih:==--l-i-i--====-III===:-'.l..lll::::....l

1987/ 12711
-LOANER VEHICLE
| J
CAC ADVISEDR:
RE:LOANER VEHICLE FOR RECALL REPALR
- N0 LOANMER OFFERED ON THIS FPROGRAM.
~THE SERVICE MANABER, MR. EILL REYNOLDS wOULD BEST BE ABLE TO TO ASSIST vou
HOT TOLD Ta CUSTOMER TAKEWN FROM DEALERSHIP LETTER THE
AVAILABILITY OF REPLACEMENT RAILS SHOULD REDUCE THE
MEED FOR RAIL AND -MDTOR ASSEMBLIES AND REDUCE THE NEED
FOR RENTAL/LOANMER WEHICLES (WMICHM -REOUIRE FRIOR
APPROVAL BY CALLIHG REMKIM AT 1-A00-32%-5631).

OWNER RELATIDNS VOP/BENCHMARKINE O09/11738 FAXCARTG




09/ 11/08 MASTER DWMER RELATIONS SYSTEM [ 14.21.02

-:-ll====|==--h-lll==llilI===--:lIlII.===I=:—--::::-I:--'I‘ll-rl-ll-l=====l1==---ﬁi--'-1==r-==
GhAazJE GRF: 05 CONCERN COMTACT WEH TYPE: LaR

ShR w THATR: COMTACT NBR: 109215142 OPEMEDQ: 12701/18997

VIM: 1ZYPT20C 1M5 EMGIME: C CLOSED: 01705971998

LAST MWAME: STATUS: GLOSED
TITLE: FIRST HAME: - MI:

ADORESS:

CITY: STATE: Ip: -
HOME PHONE : BUS . PHINE: F

MODEL YEAR: 91 MODEL :

MILEAGE: 185000 WED:

DEALER WAME: PADLA AUTO CEMTER ! SALES CODE: 153418 PE A: DSIOT
CAUSAL CODES: 1042 1203 SYMPTOMS: 104 100

ORIGIN: Go TRANS. DST/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/29/1987
ACK. CODE: ASS!ST CODE: F AWARD AMT: O SURVEY: ¥ [¥ OR NJ
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

1997/12/01

mwxy YEHICLE IWVOLVED 1K RECALL 9ESDD «we

xx» VEHICLE TRVOLVED IN RECALL OGS4R ekv

wis NAVIS: SUBSEQUENT ++s

EUSTOMER SAVS:

-15% INVOLVED IN SEATBELT REGCALL

-MDTOR DF SEATBELT IS NOT WORMING AT ALL

L ]

FER CUSTOMER, DFALER S5AYS:

-TRACK HAS COME, MOTOR 1% STILL ON BACK-0fDER

]

CUSTOMER SEEKS:

-T0 KiOW WHAT 1S GOIWNG ON WiTH THE BACK-NROER

-WANTS RECALL FERFORMED

L]

CAC ADVWISED:

-RE: DPEN RECALL STATUS

~-INFORMATION HAS BEEN DOCUMENTED AMD FORMARDED TO THE DEALER
-REQUEST MR. JOHN MARTIN, (CUST REL NNGR/F S¥C MMNGR) TO CONTACT THE  CUSTOMER
WITHIN 2 BUSIMESS DAYS

-RE; PARTS DELAY

_EOH WASEMTHIN, PARTS MANMAGER TS IM THE HESY POSITION TD A551ST WITH  UPDATES
19497 /13502

CSM COMMENTS JMAYESH

PART FOR RECALL IS5 DN MNATIONAL BACKDRDER

AVAILABILITY IS SPHEOULED FOR FERRUARY

PART 15 ON EVMERGENCY STATUS

KN FURTHER ACTIOM EAN BE TAKEM

CUSTOMER CAN STAY IN COTAGT WITH PARTS DEPARTMENT FOR LATEST UPDATE

DWHER RELATIDMS VOR/HEMCHMARKING 0d/11/88 FAXCARTG

L




na/11/98 MASTER OWMER RELATIONS SYSTEM 11 14.21.02

Eosd - - - dl A== -—pEERANIzaxr=-——smm ITralE NN S S AN sl Ex =SSR EAMN - ES=—EEN=-am
EEBI.JB ERP: D6 CONCERN CONTAGCT YEH TYPE: CAR

DR 10 IN/TR: Wi CONTACT MEH: 10R215142 OPENED: 12/01/1997

VIN: 1ZwPT 20':1“- EMGINE: C CLOSEG: 0170571904

ES S S EREEEENECeE x==—=-mEEEEEERIm Ercsa-———mEEEREBEFumc=1x EEEEpE eI IS XCoEENtdm=———gagw
1997 /12429

#ARTHIS IS5 THE CLOS1NG COMMEMT
eeDSM MRITCHIZ

-~ PARTS ARE 0N BACK DRDER - PROMISE DATE MARCH
- DEALER HAS THIS ON EMERGENCY DROER
- NG FURTHER ACTION UNTIL PARTS ARRIVE

OWNER RELAYIONS YOP/HENCHMARKING 09711798 FAKCARTG




LI N B F T

T mme— iSRS IR TER =TI -mmm=w LEE DLt )
42bdSR GRPF: 1B INFORMATIDN CONTALT VE E: CAR
SDR 10 ZNSTR: &1 CONTACT WHR: 108203375 ol - 1172651997
VIN; 12YPT2 IUANS EHGINE : 1) CLOSED: 14/25/1007

HERrc == ESALLRS AN mEax m==F === l===.-==.q.|::::-;::.[::::----;----:::g.::::.

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

CITY: STATE: IP: -
HOME PHOME : BUS. PHONE -

MODEL YEAR: a1 MODEL ;

ADORESS .

MILEAGE : 105000 wsh:

DEALER MAME: BULLSEVE FDRO-MERCL SALES CODE: 11572 FE A: QNBEB
CAUSAL CODES: 1012 SYMPTOMES : 104100

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

ACK. CODE: ASEIST CODE; AMARD AMT: 0O SURVEY: (Y OR N)
BUILD DaTE: CALIBRATION:

ESP INFD: EXPIRES:

OFEN RECALL: OWNER WOTIFIED: MICRD:
COMMEMNTS :

1897/ 11/325

*% VEHILLE INVOLVED TN RECALL 97598 w4

*u+ WEHSCLE INVOLVED IN RECALL 96548 wie

w¥e MAVIS: SUHBSEGUENT was

CUSTOMER SAYS:

~TOQOK VEHICLE TD DEAILERSHIP TO HAVE RECALL PERFORMED
“VEHICLE HAS BEEM AT THE DEALERSHIF FOR 2 1/2 WEEKS
.

PER CUSTOMER, DEALER 5AYS:
=~MOT AELE TD GET YHE PART UNTIL 3798
]

CUSTOMER SEEKS:
-WANTS THE PART IN TO HAVE THE YEHMICLE REPAIRED
»*

CAC ADVISED:

~INFORMED CUSTOMER FORD MAY EXPERLIENCE & BACK - ORDER SITUATION

-INFORMED CUO5TOMER PARTS MAMAGER CAN PROVIDE MDST CURRENT UPOATES ON  FART
DELAYS

CWNER RELATIONS VOP/BEWCHMARKING 09/ 1108 FARCARTG




aafi11/98 MASTER OWMWER RELATIONS SYSTEM TI 14.321.032
EEEEG r=s=====c=-n SEREEEAEEEEEESF==SF======= CHELEIEEEEE NN AEEENEEENAE RRWIF=S=EES=E=E====
A412RE GRP: OB COMCERN CONTACT VEH TYFE: CAR

LOS AKWGELES R ZNFTR: CONTACT MER: 109182488 QRENED: 1171971887
VIN: 12VPTI0C 1ME ENGIME: C CLOSED: 13704/ 1997

LAST NAME: STATUS: CLOSER
TITLE: FIRST NAHE:- MI:

ADDRESS @

CITY: STATE: ca 21P: -
WOME PHONE : % BUS. PHONE: F

MODEL YEAR: 91 MODEL:

MILEAGE : 1 15000 WSh

DEALER NAME: DIXDN FORD SALES CODE: 171102 P& A 05512
CAUSAL CODES: 1203 1204 SYMPTONS: 104100

DREGEN: &0 TRANS. DST/RGN: Ti TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE: 1172471997
&CK. CODE: ASGIST CODE: R AWARD AMT: 0 SURVEY: ¥ LY OR N]
BUILD DATE: CALIBAATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNMER HOTIFIED: MICRO:

COMMENTS

1887711714

*ev YEHIGCLE INVOLVED IN RECALL 3GTdA #a»

*ne MAVIS: SUBSEQUENT +v+

CUSTOMER SAYS:

- DRIVER SIDE SEAT BELT IS MOT WORKIMG

- DRIVER SIDE SEAT BELT PARTS HAVE DEEN DACK ORRERED SIMECE 3430797

»
PER CUSTOMER, DEALER SAYS:
- PART 15 OM RACKORDER/ PARTS HAVE EEEN OROERED FOR RECALL

L]

CLUSTOMER SEEKS:

= RECALL COMPLETED

L]

CAC ADVISED:

=INFORMATION HAS EEEN DOCUMENTED AKD FORWARDED TO THE DEALER

-REQUEST ME. WALT HAYS5 (CUST REL MNGR/ SYC MNGR) TC CDNTACT THE CUSTOMER
WITHIM 2 BUSIMESS DAYS

- INFORMED CUSTDMER FORD MAY EXPERIENCE A 8ACK - ORDER SITUATIOM

= INFORMED CUSTOMER PARTS MAMAGER (MR. JIM CLAUSEM) CAN PROVIDE MWOST CURRENT
UPDATES ON PART DELAYS

1997/11/2%

#OUTHIS 15 THE CLOSING COMMENT

CUSTOMER HAS HEEN CONTACTE BY SERVICE MANAGER, WALT HAYS ANO WILL HWAKE AN AFFOD
THTMENT TOQ HAVE RECALL PERFORMED.

OWMNER AELATIDNS VOP/RENCHMARKING O8/11/38 FAXCARTG




09711 /98 MASTER OWHER RELATIONS SYSTFM 1} 14,21,
EEME RN A X X X - - S-S S C S CS S ITEYNNNNEEBANLISdEmEERRI S =CaoOEgEENdNMEEEEEEOI= ==
oo4655 GRP: 02 CONCERMN CONTACT vEH TYPE: CAR
DETROIT 48  ZN/TR: __C32 CONTACT WER: 1091BODATE  DPEMED: 11719/1997
V1N: 12¥PTI2LSH EMNGIME: L CLDSED: 12/03/1997
sS==SE=E=S=FESSE TRl R s S SS TN IANEEER AN IR s —x === - EEEEEEEEN

LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME : - Ml1:

ADDRESS:

CITY: TIFF1H STATE: 1F:

HOME pHONE: IS  nUS. PHOKE: F

MODEL YEAR: 91 MOCEL :

MILEAGE; 21120 won:

DEALER NAME: TIFFIN FDRD-LINC-ME SALES CODE: {4B63G P& A: DR3AS
CAUSAL CODES: 1203 1012 0206  SYAPTOMS: 104100

ORIGIN: a0 TRANS. DSY/RGN: 48 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: 1172471897
ACK. GODE : ASSIST CODE: A AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD OATE: CALIBRATIOMN:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: MICRO:

COMMENTS :

1887711719
ws4 THIS CONTACT 15 OPENED DUE T OPEN RECALL 96548 & 4RS84 xw«
*o% HAVIS: SLESEQUENT wawm
CUSTONER SAYS:
-~AWARE OF FACTORY RECALLS OM SEAT BELTS;: ALSO AWARE OF DELAY ON PARTS
=SEAT BELTS COMPLETELY STLICK AT PRESENT
[ ]
FPER CLSTOMER, DEALER SAYS:
~PARTS WON'T BE AVATLABLE UNTIL 03jam
»
CUSTOMER SEEKS:
-~RECALL COMPLETED SOOMER THAM C3/28
L}
CAC ADVISED:
-PER 96565 RECALL DEALER LETTER (DATED 12/1B/8E): "FOR RENTAL/LOANER VEHICLES
(EVEN MITH SIRNIFICANT PARTS DELAYS). CONTACT RENKIM AT BOO) 335-56714
~INFORMATION HAS BEEH DOCLIMENMTED AMD FORWARDED TO THE DEALER: REQUEST JAMES
DISTEL {5¥C MMGR) TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAYS
188711728
ON MONDAY 11734797 WE BAVE THE CUSTOMER A RENTAL CAR AFTER GEYTING APPROVAL
FROM FORD
#HSTHIS 15 THE CLDSING CDMMENT
GAVE CUSTOMER A RENTAL CAR AFTETR GETTIMNG AUTH FROM FORD
#¥¥THIS I5 THE CLOSIHG COMMENT
CLDSED

OWKER RELATIONS WOF/BENCHMARKING OF/11/98 FAXCARTG




08s11/98 MASTER OwMER RELATIONS SYSTEM LI 14.21.02
EEEEEERE=--=-=-=-=-=-=—craasxdSEEEEENEREEEEN- - =====cc==c==xreaixEENARENENEEEENEEEENEmMESSS=SS
S331CP GRF : XA0EH COMCERN COMTACT YEH TYPE: CAR

WEW ¥YORK 13 IHN/TR:  Ri CONTACT NER: 109179653 QPENED: 11F18/1397
WiIN: 12vPT2 {UIMG EMGINE: U CLOSEDR: 11F29/1997
===c-=-—=xxdxd i oS-SSk A I NN AE NN NN AN R FE R R PR R ErFEF Ty S EEEE S s = ==SES
LAST MNAME: ETATUS: CLOSED
TITLE: FIRST NAME: - MI:

ADORESS:

CITY: m STATE: M LIP:

HOME PHONE : Bus. PHonE : I

NODEL YEAR: 91 MDDEL : PROBE

MILEAQE: 84000 wsD:

DEALER WAME: DITSCHMAN/FLEMINGTO SALES CODE: 1134560 P& A: 20640
CALUSAL CODES: 1204 12RA SYMPTOMS: 104100

ORIGIN: a0 TRANS. DST/RGH: 12 TRANS. DATE:
SERVICESSALES: 1 _ COMTACT DATE: 14/21/1847
ACK. CODE: ASSIET CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR M}
BUILD DATE: CALIERATION:

ESF INFO: EXPIRES:

OREN RECALL: OwhER NOTIFLED: MICRO:

COMMENTS :

199711/ 19

w++ PARTS DELAY [OVER 30 DAVH wwa

wir HAVIS: DRIBIMAL *>»»

CUSTOMER SAYS:

- 1 TODK VEHICLE TO DEALER FOR SEAT HELT RECALL

- THE DEALER AUVISED THAT THE MOTOR WAS BROKEN AND THEY wOULD WEED TO ORDER
THE FARY

- I WAS ADVISED THAT THE PART WILL MOT BE AVATIABLE UNTIL MARCH

- DEALER MODI!FIED THE SEAT BELT 50 THAT 1 £aw usE THE BELT BUT THEY ADVISED
THAT IT MAY MOT HOLD [N AN ACCTOENT

- I WANT TO HAVE VEHICLE REFAIRED 50 THAT I CAW TRADE IT TN FOR ANDTHER
VEHICLE

L]

PER CUSTOMER, DEALER SAYS:

- PART ON BACK ORDER

L]

CLUSTOMER SEEKE:

- VEHICLE REPAIRED

»

CAC ADVISED:

- INFORMATION HAS BEEW DOCUMENTED AND FORWARODED TO THE DEALER

- REQUEST MR. (CUST REL MNOR/DARIN WATTERS) TO CONTACT THE CUSTOMER WITHIM 2
BUSIMESS DAVS

- INFORMED CUSTOMER FORD MAY EXPERIEMCE A& BACK - ORDER SITUATION

1987 /11721

FHP¥THIS IS5 THE GCLOSTHG COMMENT

SERVICE PERSONMEL, CHRIS APGAR, HAS BEEN DEALER WITH MR, SILAGI REGARDIWNG SEAT
BELT RECALL. CUSTDMER HAS BEEW ADVISED A5 SOGN AT WE RECEINE PARTS WE WILL WA
KE REPAIRS, HOWEVER THE PARTS ARE NOT AVAILABLE UNTIL MARCH.

OWHER RELATIDNS WOP/BENCHMARKING 09711738 FAXCARTG




D9/ 11,/98 WASTER OWNWER RELATIONS SY¥YSTEM 11 14.21.02
l.-'::=====:-tll.'l.l:::::::::.lllllls;:::::::::-.lllll!======—'====-tIIll--HIF===
A3 80DK GRP: 02 CONMCERM COWTACT VEH TVPE: CAR
DETROIT 48 INSTR: E3 CONTACT WBR: 109177EGE OFEMED: 11/18/18%97
VIN: 1zveT2ocoM EMBINE: © ELOSED: 132/18/1887
—ddLEEEEEFF=====ahAlAEEEN R AEEEEEEFEFF—====c-cxcANEEEEEEWEAFSSSS====msdll
LAST MAME : STATUS: CLDSED
TITLE: rinst nane: [

ADDRESS:

CITY: BTATE : M1 zip.

HOME PHONE - BUS. PHOME: F

MODEL YEAR: MODEL:

M1LEAGE: 85000 WD .

DEALER MAME: KALMASKA FORD SALES SALES CODE: 148545 P& A: DO95874
CALUSAL CODES: 1012 1204 1203 EYMPTOME 104100

ORIBIN: Gad TRAMS. DST/RGN: 4B TRAMNS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/11/1997
ACK. CODE: ASSIST CODE: F AMARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIERATICON:

ESP INFO: EXPIRES:

OFPEN RECALL: OWNER MOTIFIED: MICRO:

COMMENTS -

1987711/19

suw THIS CONTACT 15 OPENED DUE TO DPEN RECALL 9654R LEFT SIDE PA wew»
wew NAVIG: DRIGINAL =+~

CUSTOMER SAYS:

#ADO FROM DEALER

=TOOK THE VEHICLE TO THE DEALERSHIF 1N AUSUST AND DIDR NOT MAWE THE APPROPRIATE
PART TO PERFORM THE RECALL

-SEAT BELT LLGHT 15 FLASHING

-SEAT BEELT RECALL STILL wOT PERFORMED DUE TO PART BACK ORDER

[ ]

PER CUSTDMER, DEALER SAYS:

=THE PART I% DN ORDER AND THE PFART !5 ON BACK DRDER WNTIL MARCH

L]

CUSTOMER SEEKS:

-EXPEDITE RECALL AMD DELIVERY OF PARTS

L 3

CAC AOVISED:

RE: PARTS

- TMFORMED CUSTOMER FORD MAY EXPERIENCE & BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAW PROVIDE MOST CURRENT UPDATES OM PART
OELAYS

RE: COMCERN

-INFORMATION HAS BEEM BOCUMENTED AND FORWARCDEDR T@ THE DEMLER

-REGUEFST MR.MARK BLRDGET [SWE MMGR}

TO CONTACT THE cCUSTOMER WITHIM 2 BUSINESS DAYS
1997/12/11

JNFTHIS IS5 THE £LOSING COMMENT

C5M,5.REEL.

PLEASE CONTACT CUSTOMER. ©CALL RECALL HATLINE TO FOLLOW UF. FARTS ARE OW
BACK-DRDER UNTIL MARCH 395.

QWHER RELATIONS VOP/REHCHMARKIMG 087117898 FARCARTG




03/11,/94 MASTER OWNER RELATIOMS SYSTEM II 14.21.02
L T T T T N N N I N N L R N e
4TG1BF GRF: 02 CONCERW CONTACT VEH TYPE: CAR
SEATTLE T4 ZNSTR: LONTACT NBR: 1001765359 OPEMED: 114181997

YIN: 1ZVPTZ2ALTH ENGINE: L CLO%ED: 12525519497
LAST MAME : STATUS: CLOSED
TITLE: FIRST MAME: _ MI:

AOORESS :

cIry: T — Ty e
HOME PHOME : BLIS. PHOME:

MODEL YEAR: 21 MOLDEL : FROBE

MILEAGE : 41005 Wb

DEALER NAME: SCARFF FODRD SALES CODE: 1748025 PR A 0OAS1I2
CAUSAL CODES: 1203 SYMPTDMS : 104 100

DRIGIN: GO0 TRANS. DST;HGN: Td TRAMNS. DATE:
SEAVICE/SALES: 1 CONTACT DATE: 11/1371997
ACK. CODE: ASSIST CODE: W AWARD AMT: Q SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: OWMER MAOTIFIED: MICRLD:

COMMENTS :

199711718

+wr VEHICLE INVOLVED IM RECALL 98599 +=*+

wax NAYIS: PROGRAM »vww

CLSTOMER SAYS:

-MY WEHICLE IS5 INVOLVED IW & RECALL

-1F A RECALL WOTICE IS SENT OUT FORD SHOLULA HAVE THE BARTS IH STOCK

~! HAVE BEEN WAITING TwO MOMTHS FDR THE ARRIVAL OF THIS PART

¥

FER CUSTOMER, QEALER 5AVS:

=PART 1% ON BACK ORDER

E ]

CUSTOMER SEEKS:

-ARRIVAL OF PART

-TOD HAVE RECALL FERFORMER

L ]

CAC AQDVISED:

RE PART:

= INFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - DRDER SITUATION

- INFDRMED CUSTDMER PARTS MAMARER CAN FROVIDE MBST CURRENT UPDATES ON PART
DELAYS

RE BECALL:

~INFORMATION FAS BEEN DOCUMENTED AMD FORWARDED TR THE DEALER

-AEQUEST MP. GORDON HNISHIMATOLSYE MNGRY TD COMTACT THE CUSTOMER  WITHIN 2
BUSINESS DAYS

18872/11/19

THE PART HUMBER F72Z616100458 PART FOR RECALL 98589, . IT 15 BACK ORGERED
FER FORD PART TS5 PAOMISED FROM THE SURPLIER TO THE PACKAGER ON 13/24/87,
DEALER WONT SEE UNTIL MID JAN 1998, . LYNDA CAN rOU ASSIST,THAMK YOU GORDY

OWNER RELATIONS VOP/BEMCHMARKIMG 049/11/8H FAXCARTG




a9/ 11/98 MASTER OWNWER RELATIONS S¢5TEM 11 14.21.07
HAEAEGerr o= Cay N NS EEEAEEEYX=C-CTrISPpEARdaEEAaz=—=::== ~E AL EAFEEEEEC-—OJNSEENEFgraEEEN=
ATE1BF GRP: 02 COMCERN CONTACT YEH T¥PE: CaR
SEATTLE T4  ZN/TR: B3 CONTACT NEBR: 1D917G3L9  OPEMED: 11/71A71697
VIN: 1zveTzzo s ENGINE: | CLOSED: 12/25/1997
TN NN s r s s FLIANEEEEANNEAE=C S CREEEEERN Ex === - gaEEEIAr- - ——SEEEEFEASAmemxxxa
1987 /1115

GORDY .,

PLEASE CONTACT HRAD JOMES FOR ASSISTANCE WITH OBTAINING BACK ORDER PARTS,
THANKSI LP

IF POSSIHLE, PLEASE UPDATE OR CLDSE DUT THIS COWTAST IF RESOLUTION HAS
DECURRED . THAMKS | LP

1987 /11 /38

PER BRAD JOWES AT SEATTLE DIST. BRAD FOUND A PART FROM SCMEWHERE. IT SHOULD BE
ARRIVING IN A WEEK OR 50. ALOT SOONER THAN THE MID JAM DATE PREVIOUSLY PROMIS
ED. WE WILL WMAKE AFPT WITH CUST WHEW THE PART ARRIVES. THAMK YOU GORDY. ..

1997 /12017

SPOKE WITH BRAD, THE PART SHOULD ARRIVE DEC 17 DR 1ETH ., PER THE PART EXPEDITO

R BRAD SPODKE WITH. ADVISED CUST. THAMK YOU OGN AT SCARFF. .. ...

1997 /13 718

WARTHIS IS THE CLOSING COMMENT

THE PART IS HERE FOR THE RECALL. APPT SET FOR PM 12/23/97 TQ COMPLETE RECALL S
€599, SORRY FOR THE DELAY. THANK YOU TD BRAD JONES FOR GETTING LS THE PART.
BEFORE MIN JAN AS EXPECTED DRIGIMALLY..

GORDY AT SCARFF

OwhER RELATIONS vOP/BEMCHMARKING ©O3/11/58 FAXCARTG




09/11/28 MASTER OWNER RELATIDNS SYSTEM 11 14.21.0%
2amEkENELIEEIECE==-===rrrEEEAENOE- - === rokid RS ENCEEENEEESSSSSS=SaoxccsI-SrISEEEEEN
QASHTG GRP: M CONCERM CONTACT VEH TYPE: CAR
DALLAS 51 INSTR: Al CONTACT NBR: 102174115 OPENED: 11/1Bf19497
¥YIN: 1ZVPTZ21UBME 180273 EWGINE: U CLASED: 1271071997
rar e EENANEEEE===—=—==——arEEREEEEANSF=SSCSXCEIaaxANEERERERECSESRISNSSS=SScoc--HERMUERR
LAST WNAME: STATUS

TITLE: FIRST NAHEL- MI:

ADORESS:

CITY: WICHITA FALL STATE: F:

houe  pron: : BUS . PHONE F

MODEL YEAR: 91 MOOEL :

MILEAAQE - 1 s :

OFALER WAME: ROW RDBERTS FORD IN SALES CODE: 1352506 PE A OI61T
CALUSAL CADES: 1204 SYMPTOMS: 104100 -
ORIGIN: & TRAMS. DST/RGM: 52 ThAanS. DATE:
SERVICESSALES: 1 . CONTACT DATE: 12/03/1987
ACK. CODE: ASSIST CORE: W AWARD AMT: O SURVEY: ¥ LY OR N)
BUILD DATE: CALIBRATION:

ESF INWFOD: EXPIRES:

OFEN RECALL: OWNER WOTIFIED: WICRO:

COMMENTS:

1997/41/18
wwa YEHICLE INVOLVED TN RECALL SG654B ==+
wes VEHICLE INVOLVED IN RECALL 96533 wve
svv NAVIS: SUBSEQUENT #++
CUSTOMER 5AYS:
— THE DEALER HAS NDT HAD THE PARTS FOR THE RECALL IN OVER & YEAR
- 1 WOULD LIKE FORDS ASSLISTAMCE ON THIS
»
FER CUSTOMER, DEALER SAYS:
- NO COMMENTS MENT [ONED
Ll
CUSTOMER SEEKS:
- 10 HAVE RECALL PERFORMED
"
CAl ADVI1SED:
- THE PART 15 QN BACK ORDER AND THE
~IMFORMATION HAS BEEW DOCLMENMTED ANC FORWARDED TO THE DEALER
-REQUEST MR.BILL HALL (S¥C MNGR) TO GONMTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS
- MADE DBC SPOKE W!TH JERRY- PROVIDED HIM WITH THE BOO& FOR DEALERS TO CALL
TO ASSIT CUSTOMER GETTING & LOANER VERICLE UNITL THE PARTS COME 1N
1557/12/03
#¥ATHIS IS THE CLOSING COMMENT
SEATRELT CONCEAN RESOLYED -CUST. PICKED UP VEHIGCLE WEEK-28 WOV GLDSE

OWNER RELATI1ONS VDP/HENCHMARKIMG ¢a/11/98 FANCARTG

TS




oa/11/98 MaSTER OwNWER RELATTDNS SYSTEM II 14.21.02
EFEAN - AAE RN EEEEEEEEEREEISFSS=Sss=Sss=ssa s ddN IS RAEEEEETEEEEEEEFI I=E=E=E=E==S
BaB7TTA ARF: XXO0i INFORMATLON CONTACT YEH TYPE: CAR
CINCINMATI 4T INSTR: Ad COMTACT NHR: 108173073  OPEMED: 1171641997
Y1N: M EMGI NE : CLOSED: i1/18/199T
BEESvF====== I3 === =s====—xxmAdSASAA NN NN EEEEENEEEENEEEREREOEES===S=
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: AMY M1:

ADDRESS:

CITY: STATE: : -
HOME PHINE : BUS. PHOWE: “

WADEL YEAR: 21 MODEL:

MLLEAGE : SEM) Wsh:

DEALER NAME: BOE TDWNSEMD FORD SALES COOE: 147001 P & A: 1823
CAUSAL CODRES: 2801 3001 SYMPTOMS : 104100

ORIGIM: co TRANS. OST/RGN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CTDDE: ASSIST CODE: AMARD AMT: 0O SURVEY: (Y OR W]
BUILD DATE: CALIBRATION:

ESF 1NFD: EXPIRES:

OPEH RECALL: OWNER MOTTIFIEDR: RICRO:

CHMMENTS :

1997 /14418

wwehD VIN AYAILABLE#*+#

CUSTOMER SAYS:

- TAYIKNG TO GET SEAT BELT RECALL OOWE FEOR & MONTHS

= THE SAFETY BELT I5 MOVING SLOMER AND SLOWER

-~ WHAT CAM [ DO TO ASSURE THAT I REMAIN SAFE

THERE IS5 A CONCERM WITH THE SAFETY RESTRAINYT 5S¥STEM

-

PER CUSTOMER, DEALER SAYS:

- BOO # PROVIDED - PAT GRIFFEY

- THERE IS A CONCERM WITH THE SUPPLY BF MATERIAL

-
CUSTOMER SEEKS:
= INFORMATION OM OFTIONS FOR SAFETY RESTRAIMT SYSTEM

-
CAC ADVISED:

- WILL DOCUMEWT THE INFORMATION AMD FORWARD TO DEALER FOR ASSTSTANCE WITH THIS
MATTER

- CONTACT JOE SPAW TN REGARDS TO HAMDLING TH1S COMCERN
#w+ CAC TO DEALER (DIQ NQT INFDRM CUSTDMER OF THIS)] MAY WANT TO LOOW INTO
POSSIBLY PROVIDING THIS CUSTOMER WITH A LOAMER VEHICLE

OWHER RELATIONS YOP/AENCHMARKIMNG 09/711/08 FAXCARTC

L




oas11/98 MASTER OWNER RELATIONS S¥STEM I1I 14.21._02
ER LR R R LIRS DT L ELLERRREERLENSRENESEENRERENRELLES B R il gy
1423ZER GRP: 09 CONCERM CONTACT VEH TYPE: CAR

FITTSBURGH A4 IN/TR: C3 CONTACT MNER: 109171847 OPENED: 11/18/1987
VIN: 1ZYPT20C4M ENGINE: C CLOSED: 12/11/1997

Esr=EEZ—_FEER EEEEE AN NN AN ANl —BE--EF-EECNFEEEN

LAST MAME : STATUS:; GLOSED
TITLE: FIRST NAME: - M1:

ADODRESS:

CITY: N CANTON STATE: IP: -
owe prow . I ous. ov:

MODEL YEAR: MODEL : FROBE

MILEAGE: BOeeDely waD:

DEALER MAME; MULLINAX FORD M. CA SALES CODOE: 144204 P& A: 02370
CAUSAL CDDES: 1209 1207 EYMPTONS 104100

OQRIGINM: Ga TRANS. DST/RGN: 44 TREANS. DATE:
SERVICE/SALES: 1 COMTACT DAYE: {1/41871987
ACK. CODE: ASELST CODE: D AMARD AMT: O SLRVEY: ¥ (¥ OR N])
BUILD DATE: CALIERATION:

ESF INFD: EAPIRES:

OFEN RECALL: B OWNER WNATIFIED: MICRO:

COMMENTS :

1207511718

*+2DASIS YERIFIEDv+*

#»+ THIS CDNTACT IS5 CPEMED DUE T8 QFEN RECALL EE548 ~w=

wiw MAVIS: SUBSEQUENT w=+

CUSTOMER SAYS;

=4EAT BELT MOTOR GOT HOT AND ALMOST CAUGHT FIRE

-DRIVERSIDE SEAT BELT MDTDR 15 STUCK

=SHOULDER STRAPS ARE IMOPERABLE

-TEEMAGLE SON DRIVES VEHILLE, WORRIED FOR HIS SAFETY

L

FER EZUSTOMER, DEALER EAYS:

-NO5T DEALERS SAY THAT THERE 15 A PARTS DELAY (MAONTROSE FORD) AMD THAT THERE
Witl HE A DELAY UNTIL MWAGCH #5 1008 FOR THE REPAIR ASSEMAL IES

~MULLYNWER ALTD WILL PROVIDE A FREE LOAWER CAR, UNTIL REPAIR IS TAKEN CARE OF,
MOTIFYED BY LETTEE REF:0997-%

L

CUSTOMER SEEKS-

~NEEDS TO HAWE CAR FIKED IMMEDIATELY
.

CAC ADVISEQ:

REGARDING RECALL/ENP

- REQUEST WIKE GEITAEY SVC MGR TO CONTACT THE CUSTOMER WITHIN TWO BUSINESS
DAYS REGARDING RECALL

- INFORMED CUSTOMER FURD MAY EXPERTENCE A BACK - ORDER SITUATIDN

- INFORMED CUSTOMER PARTS NAMAGER CAN FROVIDE MOST CURRENT UPDATES O8N PART
DELAYS

-TO GET PECALL REPAIR PERFORMED AT MULLEINAX AUTOD
-0ASIS VERIFIED INYOLVEMENT LN RECALL ®ES4H

OWNER RELATIONS VDP/HENCHMARKING 09/11798 FAXCARTG




og9/11/98 MASTER OWNER RELATIONS S¥YSTEM [ 14_21.02
Bz xxxilasEEEEEEEEEEd S-S =-=-=-SC- S-S C-=E=S=S=S=SSSSICCXACAN AEEGEAERAEESEEEEEmhiEgFEESEESEES
1223EK GRP; 03 COMCERN COMTACT YEH TYPE: CAR
F1TTSBLRGH 44 TNS/TR: A CONTACT NBR: 109171847 DPENED: 11/18/1937
VIN: 1zverzoc4us | ENGINE: € CLOSED: 12/11/1997
========::::h--l--------------;;::::::::===:l:-.:.----.-------------HIHII-III'II-----
1887/11/18

*¢v NAVIS: SUBSEQUENT avs

CUSTOMER SAYS:

-WANTS TO SPEAK TD A SUPERVISOR

-WAS SUPPOSED TO HAYE & LDAMER WHILE THE RECALL WAS BEEING PERFODRMED
=MULLINAAZ SENT A LETTER STATING THAT THEY WOULD PROVIDE A LOANER

-NOW THEY ARE SAYING THAT THEY DO WOT HAVE A LUANER

~IT IS FORDS FAULT THAT THERE IS5 RECALL AND SHE WANTS THE LODANER ANMD HER
VEHICLE RECALL PERFORMED

=FBRED SHOULD MAKE SURE THERE 15 TAANSPORTATION

=WILL CONMTACT HER ATTORNEY

E ]

PER CUSTOMER, DEALER SAYS:

=THE LOANERS ARE DUT ANWD THEY DO HOT HAVE THEM

L 3

CLSTOMER SEEKS!

-WaNTS THE LOANER WEHICLE

~WANTS THE RECALL PERFORMED

~WANTS T SPEAK TO A SUPERVISOR

L ]

CAC AOVISED:

= INFORMED CUSTOMER FORD MAY EXPERIEMWGE A& BACK - ORDER SITUATION

- INFDRMED CUSTOMER PARTS MAMAGER CAK PROVIDE MOST CURRENT UPOATES DW PART
DELAYS

=CONTACT MIKE GEITGEY ABOWUT THE LOAMWER

RE LOANER

- WO ESP

- MO TRANSFORTATION ASSISTANCE PROYVIDEC

RE SLPERVISHR

-SUPERVISOR ACCESS DEMIED BECALSE LOAMER POLICIES ARE AT THE DESCRETION OF
THE DEALER
1967 /12/04

#RETHIS IS THE CLOSING COMMENT

CUSTOMER WAS LNFORMED THAT WHILE THE VYEHICLE IS !N FOR THE RECALL THAT WE WOUL
O SUPPLY A LOAMER BUT WILL WOT SCHEDULLE APPOTMTHMENT OR LOANER UNTIL PARTS ARE
AVAILABLE TO PERFORM RECALL

OWHER RELAT[ONS VOP/BEMCHMARKING 09711798 FARCRETC




oof11/98 MASTER OWMER RELATIOMNS S¥STEMW I 14.21._02
EE N I E X F R I P13 AR FI N I LA R B ENE R N R RN PR L PR ]
ATE1EF GRP: 02 INFORMATION CONTACT YEH TYPE: CAR

NEW YORK 13 TNSTR: M1 CONTACT MBR: 1091898872 OPEMED: 11/17)1997
VIN: M ENGINE - CLOSED: 1/17/1997
=E===mExxmilb FR S-S S S S S S S S S S S S S S SSCSSACEIEIOENESE S S S S S EEEEAE KRN NNN
LAST NAME: STATUS: CLOSED
TITLE: ANE : - M1:

ADDRESS :

CITY: STATE: ;. T
HOME PHONE: BUS. FHONE: H

MODEL YEAR: a1 MODEL : PROBE

MILEAGE: T0D0DD waD:

DEALER WAME: FEDUKE FORBD, IKWC. SALES CODE: 113208 P& A o023
CALUSAL CORER: 2801 SYMPTOMS: 104 100

ORIGIN: &0 TRAWS. OST/RON: TRAHS. DATE:;
SERVICE/SALES: 1 CONTACT DAYE:

ACK. COLE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR M)
BUILD DATE: CALIARATION:

ESF INFDO: EXPIRES:

OPFEM RECALL: MeNER WOTIFYED: MICRO:
COMMENTS

1g9r 11417

vneNO VIN AVAILABLE=*+

CLSTOMER 5AYS-

-BOON FROM DEALER

-MOTORIZE SAFETY BELT WILL NOT RETRACT

.

PE? CUSTOMER, DEALER 5A¥S:

-VEHICLE IS INVDLVED IN 5EAT BELT RECALL
-FORD IS RATIONLING DUT THE PARTS

-UNABLE TO DETERMINE WHEN PART WILL ARRIVE
-CONTACT FORD MOTOR COMPANY

"

CUSTOMER SEEKS:

-FORD MOTOR COMPANY ADDRESS

-ARRIVAL DF PART TO HAVE VEHLCLE REPALR

-

CAC ADVISELD:

RE PART:

-INFORMED CUSTOMER FORD MAY EXPERIENGE & BACK - DRDER S1TUATION
-INFORMED CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES DN PART
DELAYS

=CAC ADDRESS PROVIOED

OWNER RELATIONS VOP/EENCHMARKING 08/11/88 FAXCARTG




09711798

44937 GRF: 0% INFORMATIODN COMTALCT

MASTER OWNER RELATICNS SYSTEM 11

14.31.01

mEeEERn el sdlhs e - S IFAEEECS=S=S=S=S==S=S===S

YEH TYPE: CAR

SR 10 ZN/TR: CONTACT NBR: 1.!'..‘!916'55?9 OPENED: 11/17/1387
VIN: IZUPTEDC!HEﬁ ENGINE: CLOSER: 11717/1987
—cAREEESSEEEEEENEEEEE - =S rrExT—rEEEENEAAEEENEEEERKRIFIAERESE=======T I =====-=ma=-rr—HEE&E S
LAST HAME: ETATUS : CLOSED
TITLE: IRST NAME: - MI:

ADDRESS :

EITY: STATE: p: _
HOME FHOHE : BUS. PHONE:

MDDEL YEAR: 51 MODEL : pnnus

MILEAGE : 1000080 WaD:

DEALER MAME: OWEN R TROMAS ING SALES CORE: 152686 P E A: oTo1S
CAUSAL CODES: 1012 1209 SYMPTOMS : 104100

ORIGIN: o TRANS, DOST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

AGK. CODE: ASEIST CODE: AMARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIARAT[DON:

ESP INFO: EXPIRES:

OFEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS:

1897/ 11/17

vew YFHICLE THVOLYED IN RECALL B554E #xw»

wed NAVES: SUBSEQUENT wws

CUSTOMER SATS:

~THE SEATBELTS HAVE BEEW RECALLED DM WY VEHICLE

=IT I% ILLEGAL TO DRIVE WITHQUT A SEATBELT IN My STATE

=I'YE BEEWN CALLING THE DEALERSHIP SINCE JUKWE

L

PER CLISTOMER. DEALER SAYS:

-PARTS ARE OM BACKDRDER

-PARTS WILL MNOT BE RELEASED UNTIL MARCH

L ]

CUSTOMER SEEKS:

=RECALLED FPERFORMED

L ]

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPEAIEMCE A BACK - ORDER SITUATIDN
- INFORMED CUSTOMER PARTS MANAGER CAM PADYVIDE MOST CURRENT UPDATES ON
RELAYS

PART

DWHNER RELATIONS VOP/BEHCHMARKING 04/11/98

FANCARTG




pa/11/48 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
" TIT It R LRl I - R R T T R 1A FRT I RRRERT I IRERRERLEEDN R R A LR L J L B E LB L B L B0 E L L 1L 2 1]
539276 GRP: D4 COMCERN CONTACT VEH TYPE: CAR

NEW YORK 19 ZN/TR: CONTACT NBR: 100164237 OFEMED: 11/ 1471997
VIN: 1sznnc3u* ENGINE: € CLOSED: 12/0171997

LAST WAME: STATUS: CLOSED
TITLE: FIRST MAME: _ WI:

ADDRESS:

CITY: ETATE: : TN
HOME PHDNE: BUS. PHONE: _‘

MODEL YEAR: MADEL

MILEAGE: TAO00 wsh:

DEALER NAME: FEOUME FORD, INC. SALES CODE: 113208 P A& A DOS3S
CAUSAl. COOES: 1012 1203 1CRA SYMPTOMS: 104 100

ORIGIN: &0 TRANS. DST/RBN: 13 TRANS. DATE: 1141971997
SERVICEFSALES: 1 COMTACT DATE: 11/24/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ ¥ DR N]
BUILD DATE; CALIERATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWNER KOTIFIED: MI1CRD:

LOMMENTS :

1997741714

wxs PARTS DELAY OVER 30 DAYS sse

#a% THIS CONTAET IS OPEMED DUE TO OPEMN RECALL 95548 =«

tae NAVIS: PROGRAM wew

CUSTOMER ZAYS:

- CUSTOMER IS INOQUIRIKG ABOUT THE SEATRELT PART FOR HER DALUGHTER'S
VEHICLE

- CLUSTDMER HAS BEEN WAITING FOR THIS PART SIMCE FEBRUARY

-~ THE SEAT HELT RAIL ON THE DRLVER'S SIDE OF THE VEHICLE

FER CUSTOMER, DEALER SAYS:
- THE PART 15 DM BACKSORDER
'

CLUSTOMER SEEKS:

- WEHIGLE FIXED PROPERLY

.
CAC ADVISED:
- THFORMATIOM HAS BEEN OOCUMENMYED ANOD FORMARDED TO THE DEALERSHIF W1TH A
COFY TOD THE REGIONAL QFFICE.
- REQUEST HMR. KEN YACOVDNI (SVC MNGR] CONTACT THE CLUSTOMER WITHIN 2
BUSINESS OAYS
1997711719
F¥rSALES CODE HAS BEEN CHANBED FROM 314027 Td 113208
JOE RYAM
CSM
1997/11/24
FAATHES 15 THE CLOSING COMMENT
THIS CUSTOMER IS WAITING FOR A PARAT THAT WE CAWT GET SUPPLIED FROM FORD, WHEN
IT BECDMES AVAILABLE WE WILL BE GLAD TO THSTALL RECALL PART, CUSTDMER 3HOULD
CHECK WITH US PERIODTICALLY TO DETERNIMNE PARTS AVAILAAILITY SWC MANAGER
KEHNH HODKER

OWNER RELATIDNS VOP/BENCHMARKING O8/11/38 FAXCARTG




aa/ 11 /a8 MASTER OWNER RELATIONS SYSTEM I1I 14.21.02
S ES S S S S S S S FEEF IR NN NN I NN RN N AR E I T C S oS TS === S INAR LA BB EEEEOX-----==rcEEENEN
BEEOSC GRP: Xiify CONCERKW COMTACT VEH TTPE: CAR

KAMSALS CLTY 83 INSTR - CONTACT MBR: 109199780  OREMED: 1151471997
VIN: 1 IVPT2IOC2MS ENGINE: C CLOSED: 1271971997
=E=====s==s=FE eSS S SRl EEE A NN SR AR R C === C 5SS IESEAEEEEEEER
LAST NAME STATUS: CLOSED

ANDRESS:

HOME PHONE: . PHONE :
WMoODEL YEAR: 91 MODEL :

MILEAGE: 110000 WSh:

DEALER MAME; FRIENDOLY FORD IMC  SALES CORE: 153480 P& A: 0SDL7
CAUSAL CODES: 1203 SYMPTAMS ; 104100

ORIGIM: &0 TRAMS. DSTFRGN: 33 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: 12710/ 1887
ACK. CODE: ASSIST CODE: R AWARD AMT: 0O SLURVEY: ¥ (Y DR N)
EUILD DATE: CALIERATION:

ESP [MED: ExbIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENTS ;

1997711714

*¢s THIS CONTACT IS5 DPENED DUE TD DPEN RECALL 98588 =4

#ve HAVIS: SUBSEQUENT we»

CUSTOMER SAYS:

- ! BROUGHT MY PRDHE IN B MONTHS AGO FOA THE SEATBELT RECALL

= THE DRIVER'S SIDE AND PASSENGER SIDE SEAT BELTS ARE MO FUNCTIDMNINA
= 1 HAVE BEEN DRIVIWG WITHOUT A SHOULDER SEAT HELT

.

PER CLUSTOMER, DEALER SAYS:

= DEALER HAS ADVISED THAT THE FARTS ARE OM BACMORDER

[ ]

CUSTOMER SEEKS:

- THE PART: TO REPAIR MY VEHICLE

L 3

CAC ADVISED:

-IMFORMATION HAY BEEN DOCUMENTED AMD FAORWARDED TO THE DEALER

-REOUEST MR.JOE MAHARGICUST REL MMGR) TO CONTACT THE CUSTOMER WITHIM 2
BLS1NESS DAYS

- LHFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS WAHAGER CAM PROVIDE MOST CURRENT UPDATES ONM FART
OELAYTS

=+ HOTE TO JOE MAHARG <CLST REL MGR»> -- RENTAL ASSISTANCE IS5 BEING

PROVIDED FOR CUSTOMERS - PER DEALER LETTER --"FOR RENTAL/LOANER

YEHICLES {WHICH REQUIRE PRIDR APPROVAL BY CALLINR REMKIM AT

1-B00~-325-FE21 )., &»
1997 /12711

DO TD THE FALT THAT THIS PART 15 ON HATICONAL BACKORDER, FORD REF. JOHN LAND
AUTHORIZED EMSTALLIMG USED SEAT BELT ON CUSTOMERS WEHICLE SINCE THEIR SEAT HEL
T WAS COMPLETEY INOP. - JOE MAHARR

CWMER RELATIDNS VOP/BENCHMARKING 0O3/711/98 FAXCARTS




o8/f11/4a98 MASTER OWNER RELATIOMNS SYSTEM II 14.21.Qa2
l1-====l==ltll::=====FIIIIl.l:::=llill--::==l:ll.:i:=:====I--H-r::x=----I--u-=
EBBOSD CRA! L4190 COMCERW COWTACT VEH TYPE: CaR
KANSAS CITY 53 ENSTR: €1 COMTACT WBR: 10491587B0  DPEMED: 11/14/1697
VIN: rzvPTzoc2As | ENSINE: € CLOSED: 127139/1997
FrEESEEE-ce=-pKRF-EEEENAEEN=-S==

il L b L et L F L EEE L R B L R R T e,

19972 /12 712
FAFTHIS 15 THE CLOSING COMMENT

LISED SEAT BELT HAS BEEN INSTALLED AMD THIS CONTACT WILL BE CLOSED SINCE NEW SE
AT BELT IS STILL ON D-9% BACKORDER.- JDE MAHARG

OWNER RELATIONS VOP/AENCHMARK THG 09/11/98 FAXCARTA




09711 /98 MASTER OWMNER WELATIONS SYSTEM | 4. 21 .02
e R R L e L L e e o e R E R LR ELEE R EL RS
BEIRYE GRP: 14 CONCERN CONTACT VEH TYPE: CAR

SDR 10 ZNATR: 03 COMTACT MAR. 109155028 OPENED: 11/13/1997
WVIM: 12VPT20CIN ENGINE: C CLOSER: 11/24)14997

LAST WAME: STATUS: CLOSED
TITLE: IRST WAME: - MI:

ADDRESS VE

LITY: ") HORD STATE: GA ZIP: -
HDME PHONE : sus. rHonE : [

MODEL YEAR: 91 MODEL : FROBE

MILEAGE : 20000 wsh:

DEALER RAME: MWILLIAM MIZELL F-M SALES CODE: 12i479 P& A 00325
CAUSAL CODES: 1204 1202 3105 SEYMPTONS : 194 100

ORIGIN: an TRANS, DST/RON: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1474771487
ACK. CDDE: ASSIST CODE: F AWARD AMT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATIDON:

ESP IMNEO: EAPIRES :

OPEN RECALL: . OWNER NOTIFIED: MICRS:

COMMENTS ;

1997117113

s+ PARTS DELAY OVER 30 DAYS w+-

wrr MAVIS: SUBSEQUENT s+«

CUSTOMER SaY5:

- IM DECEMEMBER DF 199G THE SEATHELT WAS RECALLED

- THE SEAT BELT BECAME INOPERATIVE IN AUAQUST 1347

MEVER HAD THE RECALL WORK DDME DM THE VEHICLE BECAUSE PARTS WERE
= LMAVATLABLE

"

FER CUSTOMER, CEALER SAYS:

= MIIELL FOOD

k

-

CUSTOMER SEEKS:

- VEHICLE AEFAIRED, PARTZ HAVE HEEN OM DELAY.

[ ]

CAC ADVISED:

=PER DBC TO DEALERSHIP

- SPODWE WITH EARL HUODLESTON

- THE PARTS WERE ORDERED FOR THE CUSTOMER OW AUGUST 25TH

WAE ADVISED PARTS WOULD BE AVAILABLE ODCTOBER | CUSTOMER I5

STILL WAITING, CALLEDR THE PARTS DEPDY ANMD WAS AOVISEDR PARTS ARE DN
BACK ORDER FROM SOURCE. THERE !§ NOTHING MORE WE CAN 0 EXCEFT WAIT.
C5R ADVISED CUSTOMER

INFORMATICN HAS BEEN DOCUMEMTED AND FORWARDEDR Td THE DEALERSHIPR WITH
A COPY TO THE REGLOMAL OFFICE

REQUESTING CUSTOMER RELATIONS MANMAGER COMTACT CUSTOMER IW THE NEXT 2 -
BUSINESE DAYS.

EO T T T T T |

DWMER RELATIODNS VDP/REMCHMARKIWNG O9/711788 FAXCARTE




Q9711798 MASTER OWNER RELATIOMS SYSTEM IT 14.21.02

-l---.-:-=====----------------ll-------:l'===--I'H-----::=-1-hlI'I=====-l-ll:|=:|.==
S928YC GRF: 14 CONCERN CONTACT VEH TYPE: CAR

SOR 10 zuﬁnékcnunm MER: 109155028  UPENED: 1171371997

YIN: 1ZVPT2OCIN ENGINE: C CLOSED: 11/24/ 1997

1957/ 11/14

B L LLEEEELE ST I I PP ECEEEEFTTI] ]

-
PER CUSTOMER, DEALER SAYS:

L
CAC ADVISED:
NAOTE THIS COMTACT OPEN OUE TO RECALL 95548 4ND EESOS

- THE SEATEELTS OM THE VEHICLE ARE INDPERATIVE.
1947/ 11/17

#FFTHIS I5 THE CLOSING COMMENT
* SN COMMENTS*=*

PARTS ARE ON HACKORDER FROW THE SOURCE. DLR TO CONTALT CUSTOMER WHEN PARTS
COME IN. CLOSING CONTAST.

OWNER RELATIONS VORFHENCHMARKING 09/11/08 FAXCARTG




oo9/11/98 MAGTER OWNER RELATIONS Sv51EM [I 14.21.032
llllr.:::::::lllll:::::::==lll'l-.:==::==l:=::l-—-|---|-::1-::l.n.-----::::::--.----:::-:'
2J36CR GRP: 17 CONCERM COMTACT YEH TYPE: CAR

S0R 10 INSTR: D3 CONTACT MER: 108900518 CRENED: 09711/ 1997
YIN: 12VPT20C2M5 EMGINE: C CLOSED: O9/267 1647
EEECSEEAIREAR=-=-—==== B Ll LR L R N Y F T T LR L L L L L r—m
LAST MAME : STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS :

HOME PHOKWE: BUS. PHONE:

MODEL YEAR: a1 MOGEL :

MILEABE: 0000 WS

OEALER MAME: WILLIAM MIZELL F-M SALES CORE: 1321479 PR A: @O0OB26
CAUSAL CODES: 1204 1203 3104 SYMPTOMS ; 104100

ORIGLN: &0 TRANS. DST/RGN: 21 TRANS. DATE:
SEAYICE/SALES: 1 CONTACT DATE: DA/519/1997
ACK. COOE: ASSIST CODE: F AWARD AMT: 0 SURVEY: ¥ (¥ QR N)
BUILD DAYE: CALIERATION:

ESP INFO: EXFPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1987/09/ 11

#¢+ VEHICLE THVDLVED 1IN RECALL D654 srvw

vid WNAVIS: DRIGIMAL *ww

CUSTOMER SAYS:

“1% ELIGBLE FOR REGALL 98548

=MEEDS TN GET IT FIXED

~THE CUSTOMER HAS BEEN IN CONTACT FOR TWO aAMD HALF WEEKS

=THE CAR IS MEEDED FOR HIS DAUGHTER TO a0 To COLLEGE TH

»

PER CUSTOMER, DEALER SAYS:

EARL HUODLESTON

-MEEOS A TOOL TO REPAIR THE SEAT BELT, IT HAS BEEN ORDERED TWICE BUT [T HASN'T
COME IN

E

CUSTOMER SEEKS:

-TQ GET THE RECALL FREFORMED

L]

CAC ADVISED:

RE: CONCERN

-INFORMATION HAS BEEN DDCUMENTED AWM FORWARDED TO THE DEALER

~REOUEST WR. EARL HUDDLESTOM SYC MNER TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

AE: ORe

=THE TOOL WAS ORDERED AGAIN ON MONDAY

=[T HAS MOT ARRIVED YET

-WILL CALL TQ FIND DUT THE STATUS DF THE TOOL

=WILL CONTAET THE CUSTOMER

1997,/0a/18

FHSTHIS IS THE CLOSING COMNENT

wrCEM COWMMENTS»»

DLE HAS ORDERED PARTS FOR VEHICLE., PARTS 0N BACKOROER. CLOSING CONTAGCT.

OWHER RELATIONS VOP/BENCHMARKING D9/11/98 FAXCARTG




o fi/98 MASTER OwWWER RELATIONS SYSTEM [} 14_21.82
:-l:===:lnbl-x==q=.‘-llll====.llll-:::::l:l'.:t:::::ll.hl.====III-----:q---t:-:::::l
1904MMm GRP: 14 INFORMAT1ION CONTACT VEH TYPE: CAR

UNK MOty 23 ZNSTR: CONTACT NER: 100152745  OFEMEDR: 1171271897
VIN: M ENGINE : CLOSED: 11/12/19%7
==n;---il=:l'-=..lll:i=="--hl:l==;|plllll::::llIll:::==lItl:====--ih--:==---l---=
LAST MAME : STATUS: CLOSED
TITLE: FIRST MMIE:- MI:

ALDRESS:

CITY: STATE; IP: -
HOME PHINE . * BUS. PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE : 100000 WsD:

DEALER MHAME: SALES CODE: P & A:

CAUSAL CODES: 1012 SYMPTOMS : 104 100

DRIGIM: el ] TRANT. DATSRGN: TRAMS. DATE:
SERVICE/SALFS: CONTACT DATE:

ALK, CODE: ASSIST CODE: AWARD AMT: O SLRVEY: (¥ DR N]
BUILD DATE: CALIARATION:

E5PF IMFO: EXPIRES:

OFEN RECALL : OWMNER WNOTIFYIED: M1CRO;

COMMENTS -

1997/t f12

CLISTOMER SAYS:

= THERE 15 A RECALL OM THE SEATHELT

= THE PART THAT IS WEEDEDR IS OM BADK DRDER

= MO VIN NUMIBER

L]

PER CUSTOMER, DEALER SAYS:

= THERE 15 A MATIOWAL BACK ORDER

&

CUSTOMER SEEKS:

- FART IS ON BACK ORDER

*

CAC ADVISED:

- !NFDRMED CUSTOMER FORD MAY EXPERIENCE & BACK - DROER SITUATION
= INFORMED CUSTOMER PARTS MANABER CAN PROVIDE MOST CLRRENT LPDATES DM PaRT
DELAYS

OWNER RELAYIOHS VOP/EENCHMARKING 08/11/98 FAXCARTG



oa/11,/98 MASTER OWNER RELATIONS S¥STEM II 14.21.0%2
RS R T TR RN T FRERENERERTI YT LY LS JY IRERENENELLLELELRNNRENERELENNENITRELLLELLEIENEERR S I NNEN]
BESTUR GRP: XXOB COMCERN CONTACT VEH TYPE: C&R

DALLAS 52 IN/TR: 02 CONTART NBR: 109145215  DOPENED: 11/11/19a97

YIN: 12WPT2 1L2MS EMGIME: U - CLOSED: 12/26/1597

LAST MAME: STaTuS: CoLasEn
TITLE: FirsT NavE: [ MI:

ADDRESS:

CITY: STATE: |
HAME PHONE : % BUS. PHONE: _‘

MODEL YEAR: MADEL :

MILEAGE: 120000 5D :

DEALER NAME: DUB RICHARDSON FORD SALES CODE: 152200 P& A: BB96D
CAUSAL CDDES: 1209 1012 SYMPTOMS: 104100

DRIGIN: ea TRANS. DET/RGN: 52 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 12/1B/1997
ACK. CODE : ASSIST CODE: R AWARD AMT: O SURVE¥: ¥ (¥ OR N)
BUILD DATE!: CALIHRAT1DN:

ESP INFO: EXPIRES:

CPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1997711/ 11

vs¢ THIS CONTAGT 1S DPENED DUE TD DPEN RECALL SE509 +4=x

wvs THIS CONTACT [S DFEMED DUE TO DPEN RECALL 2ES4H 44«

sve NAVIS: SUBSEQUENT sww

CUSTOMER 5AYS:

-JUST PURCHASING THE VEHIGLE

~DRIVER AND PASSEMGER SIDE SAFETY BELT DO NDT TRACK CURRECTLY

-SEAT BELT 15 WOT WORKING, IF I RECEIVE TICKET FOR NOT WEARLNG SEATBELT WHO
WILL FAY FOR THIS

-1 FEEL THE YEHICLE IS5 UNWSAFE IN THE EVENT OF AN ACCIDENT

L J

PER CUSTOMER, DEALER SAYS:

PER SERVICE DEPARTMENT:

-THE PAPT 'S DN BACK ULRDER

-WILL CONTACT YOU WHEN THE PARTS ARE AVAILABLE

L ]

CUSTOMER SEEKS:

-VEHICLE REPAIRED

-PART AVAILABILITY

»

CAC ADVISED:

RE: VEHICLE REFAIRED

-1INFORMATION HAS BEEN DOCUMENTED AND FARWARDED TO THE DEALER

-REQUEST MR. ED COLLTER (SVC MMGR] TO CONTACT THE CUSTOMER W!THIN 2 BUSINESS
DAYS

RE: PARTS DELAY

-INFORMEDR CUSTOMER FORD MAY EXPERIENCE A BACK - DRDER SITUATIAN

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

OWWER RELATIONS VOP/HENCHMARKING O9F11798 FAKCARTG

e




as/11/9s MASTER OWNER RELATIOWS SYS5TEM II 14.21.02

LR L e e L L R R T ok ol P

SSFSENEACk=—ITEEBER—-k- STASEEExeE=-c- g
(1.1 - GRP: Xx0B CONCERN CONTACT VEH TYFE: CAR
DALLAS 52 ZNSTR: CONMTACT NBR: 109145215 OPEMED: 11/11/1997
VIN: TIVETZTUZMG ENGINE:- U CLOSED: 12/2&8/1857
EE R K LI LT TR T PR EY LELEFLEL LI T T TR EE R Yl Tl CEEFARE RArE S mEEANoE—

1997711726
CLSTGMER SAYS:
“STILL WANTS TD KNOW WHY THE PARTS ARE ON NATIONAL BACKORDER 'F THEY ARE

INVOLYED IM A RECALL
*

CUSTOMER SEEKS:

-PARTS INFA

»

CAC ADVISED:

- INFORMED CUSTOMER FORD MAY EXPERIEMCE A BACK - DRDER SITUATIDN

- INFORMEDN CUSTOMER PARTS MANAGER CAN PROVIDE MOST CURRENT UPDATES OW PART
DELAYS

987127519
#¥¥THIS IS THE CLDSING COMMENT
CUST 1N REWTAL UNTIL PARTS ARE AVAIL
ED COLLIER

OUMER RELATIONS VOP/BENCHMARKING O9/11/788 FAXCARTE




oef11/98 MASTER OWNER RELATIONS S¥STEM 1 1411032

ENFEFEFF LI F S CE S TS S S S S S S SO E L E SES LS L S I TSI I E N N E I IS SAEE . CSTANCEE IS ESESEESEE IS S EEEESN
a740yR GRE: 14 INFORRATION CONTACT WEH TYPE: CAR

ShR 12 ZN/TR: COMTACT MAR: 109142312 DPENED: 1171071297

YIN: 1ZVPTI 1L 1MG EMGINE: U CLOSED: 1171051987

LAST MAME:

TITLE:

STATUS: CLOSED
FIRST MHAME: WI:
ADDRESS :
CITY: STATE: P -
voue euove: [N =<, evone: I

MODEL YEAR: a1 MODE L : PROBE

MILEAGE : A0 w5D:

DEALER NAME: MELTON MOTOR CO SALES CODE: 123549 P & A 0927
CALUSAL CODES: 1012 SYMPTOMS: 104100

ORIGIN: o TRANS. DST/RGN! TRANG. DOATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CIORE: AS51%T CODE: AWARD AMT: a SURVEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESF 1HFD: EXPIRES;

OFENM RECALL: OwWMER NOTIFIED: MICRO:
COMMENTS :

1997 /11/10

e YEHICLE [NVOLWED IN REGALL 9G548 & 9G588 +x4

erw MAYIS: FROGEAM =&+

CUSTOMER SAYG:

= THERE WAS A SEATBELT RECALL

= IT IS A AGAINST THE LAM TO DRIVE WITHDUT A SEATBELT

E

PER CUSTOMER, DEALER SAYS:GUY, SERVICE MANAGER

- IT MAY HME UP TO MARCH BEFORE ME CAN GET THE PART

»

CLUSTOMER SEEKS:

- PART FOR YHE RELALL

®

CAC ADVISED:

=INFDRMATION HAS BEENM DOCUMEMTED AND FORWARDED TO THE DEALER
-REQUEST MWR. GuUY GIBSON[ SVE MNGR)Y TO COMTACT THE CLSTOMER WITHIWN 2
BUSIMESS DAYS

- SPOKE WwWITH GUY GIBSON, SERVICE MANAGER

- FE WILL CALL THE WEMDOR TO SEE IF A LODANER CAN BE FROVIDED ANG THEN MDTIFY
THE CUSTOMER

OWMER RELATIONS VIOP/EENCHMARKING D9/11/884 FAXCARTG




0a/11/98 MASTER DOWMER RELATIOMS 5S¥STPEM 11 14.91.02
EEENOS =SS S=SS-cCcEEEENEARAENANEEREERNAGSEdC-S=======Sc-c=scssssSs=ssSsSrsxecchadbENaAEEEEER
S266FH GRF: CONCERN CONTALCT VEH TYPE: CaR

50R 'Iﬂ Zﬂfhsh COMTACT MNER: 109141988 DPEHED: 1171071997
VIN: 12VPT200 EMNGINE: £ CLOSED: 1172871887
BEFTL-======= WMAEEJFES=S=S=SSSSSSSSSSISSaCcraaanBSndRAatiEEEENR

LAST NAME: STATUS . CLOSED
TITLE: IRST NANE: _ MI:

ADDRESS :

CLTY: STATE; _IP; [
HOME PHOME : % ELS. PHONE:

MODEL YEAH: 21 MODEL : PROEE

MILEAGE: BTOO0 WSO :

DEALER NAME: PLAZA FDRD, ING. SALES CODE: 111422 PR A: DASES
CALUSAL CODES: 1204 1207 12RA EYMPTONS : 104 100

ORIGIN: GO TRANS. DST/ROM: 11 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/21/1997
ACK. CODE: ASSIST CODE. D AWARD AMT: 0 SURVEY: ¥ (¥ BR N}
AUILD DATE: CALIBRATIDN:

ESP 1NFO: EXPIRES:

DFEN RECALL: ) DWMER NOT!FIED: MICRA:

COMMENTS :

19a7/11/10
w¥* TH]S CONTACT IS5 CPEMED DUE T8 OPEN RECALL 98598 AND S8S4AR was
wxx MAVIS: URIGIMAL w#=
CUSTOMER SAYS:
- BOTH FROMNT SEATBELTS 00 NOT FUNCTIONM
= THERE 15 A RECALL ON THIS
- TOOK THE VEHICLE TO THE DEALERSHIP B/G7
- THE PARTS WILL NOT HE AVAILABLE UNTIL {/98
£
PER CUSTOMER, DEALER SAYS:
- PARTS ARE WOT AVAILABLE
L]
EUSTOMER SEEKS:
-~ TO HAVE THE SITUATION RESOLWED [CUSTOMER SEEMS TQ BE DX W1TH  RECEIVING A
REKNTAL YEHICLE UNTIL THE PARTS COME 1M)
L
CAC ADVISED:
- INFORMATIOW HAS BEEN DOCUMEWTED &MD FDRWARDED TD THE DEALER
- REOUEST WR.RICHARD KARSMARSKI [CUST REL NNGR) TD COMTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS
- PER LETTER TO THE DEALERS RENTAL VEHICLES ARE BEING FROYIDED TO
CUSTBHEES LUNTIL THE PARTE COME [N
....... FOR RENTALFLDANWER WEHICLES (WHICH -RECUIRE PRIOR
APPFROVAL BHY CALLING RENKIM AT | -80D-325-%521)."
19891711/ 21
FHSTHIS 15 THE CLOSING COMMENT
VEHICLE IS BEIMG REPAIRED. CUSTDMER IS SATISIFIEO. MAIN COMCERN WAS LOAMNER
YEHICLE BEIMNG UNAVAILABLE.

DWHER RELATIONS VOPFHENCHMARKING 0O9711/98 FARCARTG




09/11/98 MASTER DWMER RELATIONS SYSTEM LI 14.21.0¢9
e
124650 GEF: 13 COMEERN CONTAGT YEH TYPE: CAR

5DR 10 INSTR: CONTACT MBE: 108134351 ORENEDR: 11/07/15497
VINM: 1ZY¥PT 20C5M ENMGIME: C CLOSED: 11/19/19397

==xadd==rcEN ESSEmC- S-S S=SS - SS S CSrSC CENEEOSCFANANPEIEESAEFEwL R

LAST NAME: ETATUS: CLOSED
TLTLE: FIRST MAME: - Ml:

AODRESS:

CITY: STATE: 10 F1p:

HOME PHOME : Bus. PHONE: 20B-TEE-4402

MODEL YEAR: [*}] HDDEL : PROAE

MILEAGE: TO00O0 wsD:

DEALER MWAME: GARY ANDERSON AUTD SALES CODE: 1565AE P& A: 08415
CAUSAL CODES: 1201 SYNPTOMS; 104100

ORIGIN: GO TRANS. DST/RGMN: S5& TRAMS. DATE:
SERVICESSALES: 1 CONTACT BATE: 11/12/1887
ACK. CODE: ASSIST CODE: F AWARD AMT : O SURVEY: ¥ (Y OR N)
BLILLO DATE: CALTRRATION:

ESF INFD: EXPIRES:

DFEM RECALL: DMNER MOTIFILEO: MICRD:

COMMENTS :

1867/ 11/07

4ve THIS CONTACT IS QFENED DUE TD OPEM RECALL OG54 ++4+«
=v¥ VEHICLE INWWOLVED IN RECALL S6590 »=w

oy HAVIS: PROGRAM *»%+

CLUSTOMER 5SAYS:

~SHE HAS A RECALL FOR SEATRELTS

.

PER CUSTOMER, DEALER SAYS:

-BACKORDER ON SEATBELT UNTIL MARCH

L 3
CLSTOMER SEEKS:
“TO HAVE VEHICLE REPAIRED

o

CAL ADWISED:

-HALKOROER aF SEATRELTS

- [NFORMED CUSTDMER FORD MAY EXPERIENCE A BACK - DRDER STTUATIEN

- INFORMED CUSTOMER PARTS MAMAGER AN PROVIDE MDST CLRRENT LUPDATES OM PART
DELAYS

REGARDING RECALL/ONP

- REQUEST CUST REL MGR/SUC MGR TD CONTACT THE CLSTOMER WITHAIN TuD BUSINESS
DAVE REGARDING RECALL/OMP

1897/ 11/12

#FFTHIS IS THE CLOSING COMMENT

[ ]

PER GSM WGLOVER:

SPOKE WITH GREG AMOERSON, GM

L )

FER DEALER:

PART IS ON BACKOADER AMD WILL IS SCHEDULED T8 OE OFF IN T MGNTHS. DEALER AMD
FORD ARE POIMG EVERYTHING TO EXAFPIDATE THE DELIVERY OF THE PART.

DWMNER RELATIDNS VOP/HEMCHMARKING OB/11/98 FALCARTG




asf11/98 MASTER COWNER RELATLDNS SYSTEW 11 14.21.02
LR R 2 RN o e e S O P T R R R T A I R R A TRt L It T sy
T14518G GRAP; XX0Z CONCERM CONTALT VEH TYPE: CAR
MEMPHI % 2 ZINSTR: RB1 CONTACT MBR: 109131924 DPEWED: 11/07/71947
YIN; 1:\!?1291:1“5” ENGINE: C CLOSED: ©02/10/1228
xmE——nolf-——-—-—oO-—n==-=-"-ERF=—HN == IENEEEE S NN ISEE=—rr - rOCCrErSCEFFFYSEERE S .
LAST MHAME: STATUS: CLOSER
TITLE: 1257 wane: [ NI:

ADPDRESS:

CITY: STATE: Mg zir: R
HOME PHONE : eus. pHoNE : [

MODEL YEAR: T MODEL: FROBE

MILEAGE: 20000 WaD:

DEALER NAME: COUNTRY FORD INC SALES CODE: 123406 P B A; OGODD
CAUSAL CODES: 1203 SYMPTOMS : 104 100

DRIGIN: G0 TRANS. DST/RGN: 23 TRAMNS. DATE:
SERVICE/SALES: 1 COMTACT DaATE: 02/03/139A
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURNEY: ¥ {¥ OR N)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER WNOTIFIED: MICRO:

COMMENTS:

1937/ 117/0T

was VERICLE INVOLVYED {N RECALL 95548, 95539 ++s

++y MAWIS: PROGRAM »w=

CUSTOMER 5SAYS:

=1 RECEIVED A RECALL LETTER

-THE DEALERSHIP TOLD ME THAT THEY DIDN’T HAVE THE PARTS AHD DIDN'T ENOW WHEW
THE PAATS wOULD BE AVAILABLE

-THEY WERE NOT HELPFUL AND T WILL CALL MY LAWYER IF THEY DON’T HAVE THIS DANE
IN 72 HOURS

=THIS 15 A SAFTEY PROBLEM
~THE SEATBELT SWATCHES ME BACK 50 THAY I CANNODT REACH THE BRAKE PEDAL

»

PER CUSTOMER, DEALER SAYS:

“BRINA THE WERICLE IN SO0 THAT WE CAMN SEE THE WEHIEGLE

»

CUSTOMER SEEKS:

~RECALL THFORMATION

»

CAC ADVISED:

-INFORMATION HAS BEEM DOCLUMENTED AND FORWARDED TO THE DEALER
-REQUEST CHARLES ZHOATE [LUST REL MMGR/ 5YC MNGR) TD CONTAEY THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1997 /42716

CHARLIE,

LET'S TALK ABOUT THIS CHE WHEW I COME BY ON THURSDAY. SEE YA THEN---
GRAHAM

1998 /01 /04

REGION HAS BEEMN ENVOLVED WITH THIS SITUWUATION. THESE SEAT JELTS ARE &N
NATIONWAL BACK COROER. PARTS ARE EXPECTED TO ARRIVE EARLY 1IN FERAUARY.
CS5M IS UPDATING TAlS CONTACT FOR FUTLRE REFEREMCE----- GE

OWMMER RELATIONS YWOP/BENCHHMARKING 0O8711/98 FAXCARTG




o9/ 11/q8 MASTER OWMER RELATIDNS SYSTIM 11 14.21.02
IEII--=======II=EI====l-III.I===--l.=I====III-:=:==:Il4...::!‘.!....:::....:‘:
7751080 GRP: xap2 COMCERN COWTACT ¥YEH TYFE: CAR
MEMPHIS a3 INFTR: B3 CONTACT MAR: 108171884 OPENED: 11/D7/1997
VIN: 12VPT 200 MS EMGIME: C CLOSED: O2710/19498
e S S CHINAAR A —mpEEESEE——— :------:::-------:::---.--;_n'.-'.-.::::...
1988/ 0427

WE RECEIVED THE PARTS TODAY. WE HAVE EPODKEN WITH THE CUSTOMER AMD SHE WILL AE
IN THURSDAY KMORMN FOR REPAIRS.

1898/02/02

CHARLIE,

THANKS FOR THE UPDATE WIA NORS. ONCE THE REPAIR HAS BEEW COMPLETE PLEASE
GCLOSE THE CONTACT. UNTIL FRIDAY--- GE

1098 /02 703

AXETHIS 15 THE CLDSING COMMENT

YHE REPAIRS HAVE HEEN COMPLETED AND THE CUSTOMER HAS PICKED UP THE VEHICLE,

OWNER RELATIONS WOP/REHCHMARK NG 09711/98 FAXCARTG




B8/ 11 /98 MASTER OQwMNEWR RELATTONS S¥YSTEM 11 14.21.02
===I=;lIII-IIl--::::;“:::..llll-::;::::u:.llllgllz-_::_-::d---.--:--n--'pp.-.-=n==
20R0GT GRF: XxDE CONSERNM COMTACT YEH TYPE: CAR

SAM FRAN T2 ZNSTR: A COMTACT WRR: 10912558105 OFENMED: 411/45/199%

VIN: {2VPTZ0C SME ENGIME: ¢ CLOSED: 11/(7/ 1837
SE=EErFEEESEmEN - --‘;--:-’-.:====’-=....-:t::::---..----::_'ll:----
LAST NAME: STATUS: CLOSED
TITLE: FirsT nane: [ «:

ADDRESS :

HOME PHOME: BUS. PMHONE:
1

MODEL YEAR: MODEL : FRORE

MILFAGE: 23000 WiD

DEALER MNAME: SLEURRAN FORD SALES CODE: 472345 P& A= O7884
CAUSAL CODES: 1203 {206 1204 SYMPTOMS : 104 100

BRIAIN: GO TRANS. DSTY/RGN: 172 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/1t5/18987
ACK. CODDE: ASSIST CODE: W AWARD AMWT: O SURYEY: ¥ (Y OR N)
BUILD DATE: CAL IBRATION:

ESP INFO: EXPIRES:

O