09/11/498 MASTER DWHWER RELATIONS SYSTEM I 14.31.02
L T T 3] --:-:-----n-::::::--llll:=q:::-llli=I-==qlH..-.::::]:II.:I:::I ITRExRk=-=—m=mn
G158KC QRP: XX15 CONMCERN EONTACT VEH TYPE: CaR
ClHCIHMATI 47 ZN/TR: CONTACT MBR: 10331855 OFEMER: O5/02/198T
VIN: 1ZVPT 221 5M% EMNGIWE: L CLDSED: O5719/1%397
EERA A ALl TR RS RN T T = =:'----t=:|==..---==:r==..|.g=='=n.....===_—_-
1887 /05/08

~ RESDLUTION TD COWNCERM.

-
Cht ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALERSHIP WITH & copr
T THE R

-REQUEST {CUST. REL WNGR) CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1954 /05712
W¥FTHIS IS5 THE CLOSING COMMENT

CALLED CUSTOMER S/8/87 AND 3/12/87 TO ADVISE THAT PARTS FOR THEIR RECALL
ARE HERE.

MICHAEL WHEELER

DWNER RELATIONS YOP/BENCHNMARKING 09711798 FANCARTG




09/11/60 MASTER OWMER RELATIOMS SY¥STEM 11 14.21.02
-=========l=l=il=lllll:ll::t======n=Illl:l==h===——==l=ill::t::::::::al;lt.::::l::
67 10RY GRE: Xii4 INFDRMATION CONTACT YEH TYPE: CAR
SOR 0 IN/TR: CONTACT MBR: 1083894 OPENED: G05/02/1997
VIN: 1zwuocnuh EMGIME: C CLDSED: 65/02/ 1997
EEEEZ-ERZ- S SOy =III.kl:=-======a-‘-ilII=k======‘=Illllls=k====
LAST MAME: STATUS: FLOSED
TITLE: FIRST MAME: - MI:
AODRESS:
CITY: SHOW LOWw STATE: AZ Zip: -
HOME PHDNE : 111-111-1111 BUS. PHONE: 111-111-1114
MODEL YEAR: ai MODEL ; PROBE
MILEAGE ; 31000 wsh:
DEALER MAME: FULLERS WHITE MTN F SALES CODE: 173492 P 5 A: 20347
CAUSAL CODES: 1D12 S5YMPTONMS: 104100
GRIAGIN: G0 TRANS. DST/RGN: TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE:
ACM. CODE: ASSIST COOE: ANARD AMT: 0 SURVEY: (¥ OR NI
BLILD OATE: CALTARATION:

ESP IMFD: EXFIRES:
OPEN RECALL: OWNER HOTIFI1ED: MICRO:
COMMENTS :

1997056702

vvr MAVIS: SUBSEQUENT #»+

CUSTOMER SAVS:
- RECEIVED A& LETTER DN THE SEATBELT RECALL
- THE WEHICLE wWAS TAKENW IW DECEMBER 23, {896

- THE DRIVER SIDE wWAS WOT WORKING AT THAT TIME

»

PER CUSTOMER. DEALER SAYS:

- THE PASSENGER SIDE SEAT BELT IS DW BACK ORDER,

S50 THEY WILL NOT REPAR THE

DRIVER SIDE LUNTIL THE PASSAKGER SIDE PARTS COME 1IN

.
CUSTOMER SEEKS:

=~ WHEN WILL THESE PARTS COME INTO THE ODEALERSHIDP

CAC ADWISED:

= EXPLAINED THAT AS SDOM AS THESE PARTS ARE AVAILABLE THEY WILL 8E SERY

THE DEALERSHIF

OWHER RELATEIONS VOP/EEMCHMARKEIHE 007117498

™

FARCARTG




0af11/98 MASTER OWMER RELATIOMS SYSTEM 11 14 .21.083
CRCECEE=S-- A=t AN NS EAE NN RN NAN N AN A AN RN S b e N et s BT A RN EA L= cNRE=N
DTEAUM GRP: xx10 COMCERN CONTACT VEH T¥PE: ChHR

ATLANTA i1 ZN/TR: D CONIALT MER: 10BIB16O1 OPENED: 0O4/30/F1997

VIN: ENGINE: C CLOSED: O8/08/1997
SS=S=SCSTST=SCSFES =SSR o m oS o L et B PR B B
LAST NAME: STATUS: CLOSED
TITLE: rresT nane: [ MI:

ADDRESS : WE

CITY: STATE: NC Zip: -
HOME PHOME : aus. Prolt: [

MODEL YEAR; 91 MODEL : PRDEE

MILEAGE : B5000 WS

OEALER NAME: YOUNG FORD INC SALES cODE: 12120B P& k: OOA22
CAUSAL CODES: 1215 1203 SYMPTOMS: 104100

CRIAIN: a0 TRANS. DST/RGM: 21 TRANS. BAaTE:
SERVICE/SALES: 1 COMTACT DATE: O5/D1f1927
ACK. COOE: AS5I5T COOE: O  AWARD AMT: 0 SURVEY: ¥ {¥ OR NJ
BUILD DATE: CALTARATION:

ESP INFO: EXPIRES:

OPEN RECALL: OwNER NOTIFIED: MICRO:

COMMENT 5

1957704730

was THIS CONTACT OPEWED DUE TQ VEHICLE INVOLWEMENT IM RECALL SES48 ANA 86599

Ex 1

++x MWAYIS: PRAOGRAM we+

CUSTOMER SAYS:

- BOD NUMBER FROM TELEPHOME

- WE HAVE BEEN WORKING WITH

- THE DEALERSHIP HAS WOT BEEM AELE TO GET THE PARTS IN FOR THE SEATEBELT RECALL
= I HAWE BEEM CALLIMGE SINCE 271797 FOR THE FART TO COME 1N TO THE DEALERSHIP

PER CUSTOMER, DEALER SAYS;
- WE HAVE NOT RECEIVEDR THE PARTS FOR THE RECALL

CUSTOMER SEEKS:
- RECALL TO BE PERFORMED AS SDON AS POSSIELE

L
CAC ADVISED:
=INFORMATION HAS BEEM DOCUMEMTED AMO FORWARDED TO THE DEALER

~REQUEST WMR. STEYE €OX (SWC MNGR) TO CONTACT THE CLUSTOMER WITHIN 2 BUSIMWESS
DAYS

199705701
FARTHIS 15 THE CLOSING COMMENT

PARTS FOR RECALL ARE NOT AVAILABLE .PARTS HAVE BEEN DRDERED SEVERAL TIMES AND

WERE REORDERED AGAIN D4/30/1997.CUSTOMER WAS MOTIFIED WHENW DEALER RECEIVES
PARTS RECALL WILL BRE PERFORMED.

OWNER RELATIONS VDP/HEMCHMARKING 09711798 FAXCARTG




Daf11/98 MASTER OWNMER RELATIOMS SYSTEM ] 14.21.02
EEECEENECE NN NN IRAENEIE e Rk EExE ric Bk - - x-S =-S=S=S- =S Lt S FuEdIAS Al scmcEn=n
0317wl GRE: AXI1B INFORMATION CONTACT VEH TYRE: CAR

CHICAGO 41 ZH/TR: [C1 CONTACT WAR: 10BIRO423] OFENED: O4/3G/1887
VIN: 12VPT2{UBME ENGIME: U CLOSED: O4730G/1997
EISIEEIEERFFESISEGEERFEREEN (I e L E R R R EI AR R 1T I N R -

LAST NAME: STATUS: CLOSED
TITLE: FIRST NAHE:- MT ;

ADDRESS -

CITY: STATE ; [P

e pHoNE: 2" o I I
MODEL YEAR: MODEL : RDEE

MILEAGE - SOO0D0 wsh:

DEALER NAME: HIGHLAMD PARK FORD SALES CODE: 141071 P& A: 01658
CAUSAL CORES:; 1012 1203 SYMPTOMS - 104100

RRIGIN: #0 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTADT DATE:

ACK. CODE ASS1ST CODE: AWARD AMT: O SURVEY: (Y OR H)
BLUILD DATE: CALIBRATION:

ESP INFO: EXA[RES :

OPEM RECALL: DWNER NOTIFIED: MICRD:
COMMENTS :

153?;&4#39

ede VEHICLE THVDLVED TN RECALL S654E B 96598 +s»
w=ee WNAVIS: ORIGINAL »+=
CUSTOMER SAYS:

= HE IS TIRED OF WAITING FOR THE SEATBELT PARTS FOR THE RECALL
L]

PER CUSTOMER, DEALER SAYS:

= PER SERVICE DEPARTMEMT, WO MAME, THEY ARE CROERING THE FARTS FOR THE
SEATBELT RECALL BUT THEY ARE SLOM Ik COKING IN (3/21)

= PER PARTI DIPARTMENT, WO MAME, THE PARTS AREN'T IM ANO 1T WOUILD BE A WASTE
OF TIWE CALLING FDRD FDR MORE [NFORMATION. [LAST WEEK)

»

CLSTOMER SEEKS:

~ HAVE HIS SEATEELT RECALL WORK PERFQRMED

L]

CAC ADVISED:

-~ INFORMED CUSTOMER FDRD MAY EXPERIENCIE A BACK - DRDER STTUATIDM

= INFORMEO CULSTOMER PARTS MANAGER CANM PROVIDE MODST CURRENT UPDATES ON PART
DELAYS

= DEALER IS5 TW THE BEST PODSITION TO PROVIDE TECHNWICAL ASSISTANCE.

= FORG SUPPORTS THE DI1AGNOSIS OF THE DEALERSHIP

OWHMER RELATIONS YOP/BERCHMARKING 09F11/98 FAKCARTA




0oy 11,98 MASTER DWMER RELATIONS SYSTEM II 14,21, 02
el 3 R R LTI RI AR AR RNTIJ I IR AI RS R T VI T FE R FEF RS R REERRREEEIR R T L T
SBTEVR GRP: Xi0T INFORMATION CONTAECT YEM TYRE: CAR

WASHIWATON 27 2WSTR: Hi CONTACT MAR: 10A3A0411 OPENED: 0473071997

VIN: 1IVFT2OC2ZNT

EMGINE: C CLOSED: 04/30/1997

XSS =SS ASEAIIFEEEEEEEERERDR

LAST NAME: STATUS:
TITLE: FIRST MAME : NI:

ADDRESS !

CITY: FREDERICK STATE: MD ZIP:

HOME PHONE: I ews. prHoNE I

MODEL YEAR: i MODEL - PROYEE

NILEAGE: FRODD Ws0:

DEALER MAME: THE FREDERICK MOTOR SALES CODE: 127414 P8 A 0OO4%
CAUSAL CODES: 1012 SYMPTOMS : 104100

NRIGIM: GO TRANS, DST/RGN: TRANS . DATE:
SERVICE/SALES: 1 _ COMTACT DATE!

ACK. CORE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR N)
BLILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEM RECALL: OWNER WDTIFIED: WICRD!
COMMENTS :

1997/04/ 20

«+s HAV]1S: ORIGINAL *«=

CLUSTOMER SAYS:

- 1 HAVE BEEW WAITING FOR SIX MOMTHS TO GET THE SEAT BELT RECALL PERFORMED
= THE DRIVER SIDE SEAT BELT CABLE IS COMPLETELY GOME

PER CUSTDMER. DEALEER SAYS:NO NAME GIVEM
= THE SEAT BELT 15 BEING ORDERED AGAIM

L
CUSTOMER SEEKS:
- TD SFEAK TO THE ZDHE REFRESENTATIVE

L}
CAD ADVISEDR:

- MR. BRUCE LEVAN_ CUST. REL MER., IS IN THE BEST POSITION TO ASSIST vwOu,
- EVC MGR MAY CONSULY FDRD CSM IF REQUIRED.

UWNER RELATIDNS vOP/BEMCHMARKING 09711798 FALCARTG




o9/11/98 MASTER OWMER RELATLDNS SvSTEM 11 14.21. 02
AJANNI-IFI-SCSE==-=-r=-r-RrkENREEEREEFRANRI=I=SE=A=S=S=S=S-S=S==:s= =@ cs=se==xamcbocEmEENRENT
HEING GRP: DF COMCERN CONTACT VYEH TiPE: CAR

S0OR 1D Z2NSTR: D03 CONTACT WER: W10EZL1LAS OFENED: D4/24f1997
¥IN: EMGINE: C CLOSED: 05/14/1997
EEEEEEEEIEE F i I AN NN T NI S A ES=FSS=W==F=I=Sa=S======-ch
LAST NAME: ETATUS: CLAOSED
TITLE: FIRST MAME : _ Wi

ADDRESS:

CITY: SAMOERSYILLE STATE: GA 2IP:

howe prone:  [NSSENNSNNNN  aus. rron:: [N

WODEL YEAR: MOOEL : PRDBE

MILEAGE : ple bbb wa0:

DEALER NAME: CHILDRE FORD-MERCUR SALES CODE: 121496 P B A 00244
CAUSAL CDDES; 1012 1203 SYMPTOMS: 104 100

AR 1ayN: GO TRANS. DOST/RGN: 21 TRANS, RATE:
SERVICE/SALES: 1 CONMTACT DATE: 0550771997
ACK. CODE: ASS1ST CODE: F  AMARD AMT: O SURVEY: ¥ {Y OR N)
BUlLD DATE: CALIBRATIDN:

ESF INFD: EXPIRES:

OPEWN RECALL: OWMER MOTIFIED: MICRD:

COMMENTS :

1987 /04724

*++ THIS CONTALCT IS DPENED DUE TO DPEN RECALL DE559 & 55548 -++
s=v KNAVIS: DRLIGLMAL =ww+

CUSTOMER SAYE:

- SEAT HELTS ARE INOPERATIVE OM BDTH SIDES

- WEHICLE WAS INITIALLY TAKEN 1IN NOVEMBER OF 1995

-
PER CUSTOMER, DEALER SAYS:
- DRDRED PARTS I[N NDYVEMBER OF 18%E HOWEWER THEY ARE STILL ] EACKORDER

L )

CUSTOMER SEEKS:

- RECALL RERFORMED

"

CAC ADVISED:

-INFORMATION HAS HEEN DOSUMENTED AND FORWARDED TD THE DELLER
-REOUEST HR. MIKE MCDOMALD S¥C MMGR) TO CONTACT THE CUSTDMER WITHINW 2
BUSINESS DAYS

1997705507

AArTHIS IS5 THE CLOSTNE COWMENT

»+C5M COMMENTS=»

DLR TD COMPLETE REGCALL REPAIRS ON VEHICLE. CLOSIWG CONTACT.

OWMER RELATIONS YOP/BEWNCHMARKING ©9/11/88 FAXCARTG




o9/ 41/98 MASTER OwNER RELATIONT S¥STEM 11 14.21.03
F===l-!ll-lli--:I--::::::::::;::;:lltll.::::-:::::n::4|.]:I::::::::::.l.ﬂ.ll::i
T4ARL GRA: 2X43 COMCERN CENTACT WEH T¥PE;, CAR

MNEW ¥ ORW 13 INSTR: DI CONTACT WAR: 10B344EES OPEMED: Q4f34/1907
VIN: 1szr2Dc5u5_. ENGINE: C CLOSED: 0570471997
=EEREE S CSSCSCSCSEES=IEEELENN ——dr ==X SANEENENE R cCCcCSC S-S aAN=-ENENEcEdNEmE—--3--—SmuEN3
LAST WAME: STATUS: CLQSED
TITLE: FIRST NAME: - M1:

ADDRESS:

CITY; JERICHO ETATE:

HOME PHOME : BUS. PHOME:

MODEL YEAR: MODEL : PROEE

MILEABGE : i wsD:

CEALER MAME: MEDANIEL, FORD INEG SALES CODE: 113128 P A A: DIGIA
CAUSAL CODES: 1204 STYMETOMS : 104 100

ORIGIN: G0 TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: DA/28/1899%
ACK. CODE: ASSIST CDOE: o AVARD AMT: SO0 SURWEY: ¥ [¥ OR M)
BUILD DATE: CALIBERATION:

ESP INFD: EXPIRES:

OPEW RECALL: DWNER MOTIFIED: MICRO.

COMMENTS !

1997504 /24

49 MILEAGE UNAVAILAHLE wiw

"rd NAVIS: ORIGIMAL =+«

CUSTOMER SAYS:

- MOTHER CaLLIkG

= THREE TIMES THE DEALERSHIP HAS TOLD CUSTOMER TO BRIMNG IN HER YEHICLE AND THE
PARTS AHVE WEVER BEENM THERE DR THE RIGHY PARTS

= HOTH THE PASSENGER AND DRIVER'S BELT ARE HROKEM

PER CUSTOMER, DEALER SAY¥S:
-~ 00 KWOT HAVE THE PARTS AVAILAELE AT THIS TIME

.
CLSTOMER SEEKS:

= TD GET THE VEHICLE REPAIRED

L

CAC ADVISED:

= JNFORWATION HAS EEEN DOCUMENTED AMD FORWARDEDR TD YHE DEALER

- REQUEST MR. HEWRY FAMULARD (CUST REL MWGR)} TQ CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1857 04/ 2%

**+ THIS CONTACT IS AQFEMED DUE TD OPEM RECALL GG54R, 95580 «w=

1897 /08 /28

#¥ETHIS IS TRE CLOSING COMMENT

MCD FD COMPLETED RECALL ON SEAT 8ELTS. CUST HAPPY. PLEASE CLOSE.

OWHER RELATIONS VOP/RENCHMARKING DR/11/88 FAXCARTG




agf11/98 MASTER OWNER RELATIONS SySTEM TI 14.21.02
TARESEE - I IE I ETAN SN O EAR S I TR E AN A A FAREAE N Rt N A - kTS CE S AN LTI IS CSE=SXE-SIEIEESEE=N
ATETNH LRE: Kips IMFORMAT ION CONTACT VEH TYPE: CAR
CINCINNAT] a7 IWNSTR: A2 CONTACT NER: 108152137 DPENED: Q472271997
VIN: M ENGINE : CLOSED: 047923/ 1a947
EhcEERExcREa-EscH ———— E e el - =S =S A TN SEEFE IR EE N AR - E-=—aO=-=-==S======3mH=
LAST MAME : STATUS: CLDSED
TITLE; FIRST MAME: DAMA MI:

ADDRESS: EET #1056

CITY: STATE: IP: -
HODEL YEAR: MODEL : FROAE

MILEAGE - ASO00 wWsh:

DEALER MAME: TURNPIKE OF QALLIPO SALES CODE: 147449 P A A 01917
CauSalL CnDES: DAO® 0405 SYMPTOMS : 104 100

ORIGIN: [ 11] TRANS., DST/RGH: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. cODE: ASSIST CODE: ANARD ANT: O SURVEY: (¥ DR NI
BUTILD DATE: CALIBRATION:

ESF 1NFA: EAPIRES:

OPEN RECALL: OWNER WOTIFIED: MICRO:

COMMENTS :

1987704 /22

*os MO YIN AVATLABLE w»«+«
CUSTOMER SAYS:

-~ RECEIVED RECALL NOTICE 1IN OCTOBER, STATED WOT ToO CALL UNTIL 1-158

MADE APPOINTMENT FOR 2-18, CALLED TO COMFIRM

- THEY TALOD ME NOT TO COME IM BECAUSE THEY DID NOT HAVE THE FART

- IT WOULD BE B-1: WEEKS BEFORE THE FART WILLD BE W

- #4-14-97, INSPECTED THE VEWICLE, THEY ORDERED THE PARTS

- #-23-97, HAD AN APPOINWTMENT, THEY WILL MNOT HAVE PART UNTIL 4-25-67

*

PER CUSTUOMER, DEALER SAYS:

= 4-10-97. WE MEED TOQ INSPECT THE VYEHICLE REFORE WE LAM 1HSPECT THE CAR

CUSTOMER SEEWS:
- TO LET FDORD KNOW MAAT TS GOTWG ON WITH THIS DEALERSHIP

x
CAC ADVISED:

- INFOGRAMATION HAS BEEN DOCUMENTEOD AND FORWARDED TO THE DEALER

- REQUEST MR.JAMES THOMAS {(CUST REL MMGR| TD COMTACT THE CUSTOMER
BUSINESS DAYS

- ADVISED CUSTOMER TD CALL US BACK WITH VEHICLE ¥ 1D DPEN CODNTACT BECAUSE OF
THIS COWTACT HAS HEEN LPGRADEOD. THE NEW COMTACT 15 10BAsSZ11

WITHIN 2

OuhER RELATIONS VOPSRENCHMARKING 0O5/11/58 FAXCARTG




05711798 MASTER OWNER RELATIONS SrST1EM §L 14.21.02
e e ek b L L P L L L R R Ry e F Y Y T S L e EL e
H037TA GRP: Xi01 CONCERM CONTALCT YEH TYPE: CAR

CIMNCIMNMATT 1T ZN/TR CONTACT MNBR: 108352311 ORENED: Da/22/1997
VIM: 1ZYPTI0CZIMT EMGINE: C CLOKED: OS/1371997

LAST MNAME: STatus: CLOSED
TITLE: 1rsT Nake: I NI:

ADDRESS : ET #1086

CITY: ; OH ZIF: -
HOME PHONE- BuS. rHONE: I

MODEL YEAR: 'Rl MODEL : PROBE

MILEAGE : 83000 wsD:

DEALER NAME: TURNPIKE OF SALLIPD SALES CODE: 147449 PE oA D194T
CAUSAL CODES: 0409 0404 SYMPTONS: 104 100

ORIGEM: GD TRANS, DST/RAGN: 47 TRANS. DATE:
SERVECE/SALES: 1 CONTACT DATE: Q472871997
ACK._ CDOE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ [¥ QR W
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: . DWNER NOTIFIEQ: MICRD:

COMMENTS ;

1857/04722

swe NO WIN AVAILABLE s+
CUSTOMER SAYS:

- RECEIVED RECALL MATICE IN DCTOBER, STATED HOT TO CALL UNTIL 1-1F
- MADE APFOINTMENT FOR 2-10, CALLED TO CONFIRM

- THEY TOLD ME NOT TO COME INM BECAUSE THEY DID NOT HAVE THE PART

~ IT WOULD BE 8-12 WEEMS BEFORE THE PART WOULD BE IN

- 4-14-87, INSPECTED THE VEHMICLE, THEY DRDERED THE PARTS

- 4-22-97. HAD AN APPOINTMENT, THEY WILL NDT HAVE PART UNTIL 4-25-97

-

PER CUSTOMER, DEALER SAYS:

- 6-10-97, WE NEED TQ INSPECT THE VEHICLE BEFORE WE CAN INSPECT THE CAR

x

CUSTOMER SEEKS:

- TO LEY FDORD WWOW WHAT IS GDING ON WITH THIS DEALERSHIF
*

CAC ADVISED:
= INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE JDEALER

- AEQUESY MR.JAMES THOMAS {CUST REL MWGR) TD CONTACT THE CUSTOMER WITHIN 2
AUSINESS DAVS

- ADYISED CUSTOMER TO CALL US BAEK WITH YEHICLE # TO OPEN CDMTACT BECALSE OF
THIES COWTACT 1% AN UPGRADE OF CONTACT NUMBER 108352137

OWNER RELATIDNS VOP/BENCHMARKING O09/11/88 FAXCARTG




0a/11/98 MASTER DWNER RELATIONS S1STIM [T 14,.21.02
s ESES Al I S SIS S = S SP=AERENE - S C oS- IN - fhUami.- = =Sg-mgEx—r———=——=—=c—mm
BOSTTA GRP; xxD1 COMCERN COMTACT VEH T¥PE: CAR
CIMCINNATIL 47 INSTR: A2 CONTACT MWBR: 10B3IGIT11 OFENED: ©4 /23271397
VWiM: 12¥PT20C2M5 ENGINE: C CLOSED: 1997
=ilI.IIIIII==—‘.=E.:=II.=---E=ﬁ.-----.l-:l::q::].I.l:l:::f:E..EEilEi:::::
1997 /04722

evs NAVIG: FROGRAM »+=x*
vxs WEHICLE INVDLVED IN RECALL BES4A B 95508 B GRETO 4.

CUSTOMER SAYS:

- CUSTOMER CALLING BACK WITH WIN

- I WILL GO TW 4/2%/9T7 FOR REPAIR

.

PER CUSTOMER, DEALER SAYS:

~ N CONTACT

-

CUSTOMER SEEKS:

- T™O PROVIDE WIN

-

CACD ADVISED:

= INFORMATION HAS BEEN DOCUMENTED AND FDRWARDED TO THE DEALER

- REQUEET MR.JAMES THOMAS (CUST REL MNGR] TO CONTACT THE CUSTODMER WITHIN 2
BUSIMESS DAYS

= WILL UPGRADE COMNTACT

1997 /05 /D86

A¥STHIS [5 THE CLOSING COMMENT

VEH RECALL WAS COMPLETED,PARTS CONCERW WITH TRACKS

OWNER RELATIONS VOR/BEMCHMARKING 0811798 FaXCaRTE




oafi1/aR MASTER COuWNLCR RELATIOMS SvySTEM 11 14,.21.02
Z—=#===cmcmccacAmcAchciSmSmSbslasdabmrnalexS bl and el A bho-m-MCSo-mT=ccxom===
GOB9AM CRP; A% 13 CONCERMN COMTALCT WEH T¥PE: CAR

LOS ANGELES ™ ZNJTR COMTAECT NBR: 1083405037 CPENER: Daf18/1997
VIN: {ZWRT2ODC 1INE EMNGIME: C CLOSED : O4/34F 1967
rAaslbisicdiER: AA SRS ERENEFEN EEE NG EEANEEEENCEEESEE S AxcdE-_ExEEoR-—Exr—c-f—@mE—x

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

ADORESS ;

CITY: STATE IP:

cone orowe: DR  clc beove: D ¢ S
MODEL YEAR: 99 MOODEL : PROEE

MILEAGE : 150000 wsh:

OEALER NAME: SUNLAND FORD L-M SALES CODE: 171437 PE oA OSeaT
CAUSAL CODES: 10RA, SYMPTOMS : 104100

ORIGIN: Go TRANS. DST/RGM: 71 TRAWNS, DATE:
SERVICE/SALES: 1 CONTACT DATE: D419/ 1967
ACK. CDDE: ASSL1ST CODE: W AWMRD AMT: O SURVEY: ¥ [¥ OR M)
BUILD DATE: CALIBRATION:

ESF LNED: EXPIRES:

OPEN RECALL: OWNER NAOTIFIED: MICRD:

COMMENTS :

1807,/04 718

=sw PARTE DELAY OYWER 30 DAYS w23

THIS COMYACY QPENED DUE TO DWP 95B7D

#v# THIS COMNTACT IS5 DPENED DUE TD OPEM RECALL 38540 ANMD S5S98«wv

wiv NAVIS: PRDGRAM ww=

CUSTOMER SAYS:

= THE VEHICLE TS IWVOLVED Th THE SEAYBELT RECALL

- PARTS HAVE STILL WOT COME IN

SHE WA%S GUARANTEED EY THE QEALERSHIF 1N MARCH OF 1949F OF THEEE PARTS
THE FART WENT ONM DROER {10724

- THE SEATBELTS HAVE COMPFLETELY BAONE OUT AN THE YEHRICLE

L

PER CUSTOMER. OEALER SAYY:

- THE PARTS FOR THIS SEATRBELT ARE OW WATIOMAL BACKOROER

-

CUSTOMER SEEKS:

= THE PART FOR THESE RECALLS

-

CAC ADWI1SED:

RE: PART FOR THE RECALLS

= INFORWATION HAS BEEN DOCLMENTED AMD FORWARDED TO THE DEALERSHIP WITH A COpY
Te THE REGIONAL DFFICE.

= REQUEST MR. RALPH CLARK (CUST. REL MMGRY CONTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS

*»THE QUEUE WAS TO HIGH, NO QUTHOUND CALL WAS MADE TO THE DEALERSHIP

OWNER RELATIONS VOP/REMEHMARKING O49711/0R FAXCARTE




0oa/f11 /98 MASTER OWNER RELATIONS S¥STEM 1] 14.21,02

BaEAr - oo c==FaEEnSdxlasa==c==SOsandAkammc-k= S S SSANNc AR~ -t Amc-EEC o mE AR AmmE=E
GUAGAM GRP: Xx13 COMCERN COMTACT YEH TYPE: CiR

LO5 ANGELES 71 TH/TR: ONTACT MBR: 10B3305031  OPEMED: O4/18/1997

VIN: -.zupwncmﬁ ENGINE: CLOSED: D4¢30/ 3997

I:li:::#::!'.ltllx:.t::: — —=1===----t:::====lliIl::::::-.-.ln======III
1997 /04 /23

¥FFTHIS 15 THE CLDSING COMMENT

THIS IS5 THE SAFETY BELT RECALL/DNF THAT IS5 CURREMTLY HAVING MAJOR PARTS SUPPLY
PRDBLEMS. WE HAVE CALLEC THE DROER I|LINE, THE FARTS QRDER IS ACTIVE HOWEVER TH
EY OO0 NOT HAVE THEWM TO SHIP AMO THEY 0O WOT KNOW WHEN THEY WILL. I HAVE TQOLD T

HE CUSTOMER THE STATUS AND THEY DD NDT LIKE 1T BUT LNDERSTAND. PLEASE CLOSE TH
IS CONTACT AND WE WILL CALL THE CUSTOMER WHEN THE PARTS ARRIVE, THERE !5 MO Wi

¥ TO EXPIDITE THEW. SAD STATE OF AFFAIRS WHEN 17 15 SUCH A CRUCIAL SAFETY ITEM
ANDREW GATES/ SERVICE MAMAGER

OUWNER AELATIONS VOP/BENCHMARKIMNG 09711738 FAXCARTG




noe/11/98 MASTER OwWMER RELATIONS SvSTEM 11 14.21.02
EREE IR R EE R L R | EERERFERRAT AR IR IR RRRRA] FFE T E R B R FE R E BRI FIL IR INE
T4980P GRP: kX7 COMCERM COMTACT VEH TYPFE: CAR

LAOS ARGBELES T INFTR: CONTACT NER: 1082101894 OPFEMED: 0371371957
¥IN: 1zvpnmm5_ ENGINE: C CLDSER: 03/2471997

CELLLLLELRY R LTI NSV TT] EEECCC SRR - TS EENSITIEREREEEE-——Cc=I === gFEFEAFN

LAST MWAME: STATUS:

TITLE: FIRST HAME: - MI:

AQDRESS:

E1T¥: “ STATE: Ch ZIP:

HOME PHOME : BUS. PHONE: F

MODEL YEAR: 9t NODEL :

M11LEAGE : 142994 wsD:

BEALER WAME: SUNLAND FORD L-M SALES cDDE: 171437 P & A: 05497
CAUSAL CODES: 1204 3105 0202  SYWPTOMS: 104 100

ORIGIN: GO TRANS. DST/RGN: 71 TRANS. DAYE:
SERVICE/SALES: 1 EDNTAET DATE: 031717719927
ACK . CODE: ASS5IST CODE: w ANWARD AMT: £ SURVEY: Y (¥ DR N]
BUILD DATE: CALIBRATION:

£3F INFD: EARIRES:

OFEN RECALL: OWNER MOTIFIED: MI1CRD:

COMMENMTS ;

19877037132

wen WEHICLE INVOLVEO IN RECALL BEE7O ==

sus+ VEHICLE INUVDLYED IN RECALL 96548 =m»x

#=+ MAYLIS: SUBSEQUENT wes '

CUSTOMER 5SAYS:

-MS. MARANDA HOLCOMB (FIAMCEE| CMALLIMNG DM HEHALF OF HUSBAND.
“THE VEHICLE SEAT BELTS ARE SYOFPED IN THE MIOOLE OF THE TRACKS.
-THE DEALER HAS HAD PARTS ON ORPDER FOR ARDUT 8 MONTHS,

“THE SEATRELTS HA¥WE BOTH BEEN JAMMED FOR THIS TIME.

-THERE IS & BURMINO SMELL A5 WELL.

PER CUSTOMER, DEALER SAYS:

-PER SOMEOGNE AT THE DEALER IT IS OGN BACKORDER.

4

CUSTOMER SEEXS:

-T0 DBTAIN THE PARTS FOR THIS COKCERN.

L]

CAC ADV1SED:

-INFORMATLION HAS BEEM DDCUMENTED AND FORWARDED TD THE BEALER
-REQUEST MR, JEFF CLARK. CUST REL MNGR, TD CONTADT THE CUSTOMER WITHIN 32
BUSINESS DAYS-OBC TD JEFF GCLARK PART MGR.

.

~uJEFF CLARK SAYS:

=THE PARTS WERE DRDERED (2-18-96 AND THEY ARE WO LONGER Ok BACKORBER.
~¥OL SHOULD GET 1T THIS MONTH.

CAC ADUISEND:

-ABVISED MRS5. MCKEONW OF THE SITUATION.

OWNER RELATIUNS VOP/BENCHMARRING O4/11/380 FAXCARTE




09/ 117948 MASTER DwWNER RELATIOMG SoeSTEM 11 14, 21,02
li:l:l::::::l::l='lIll-lI'-'lI-III:II-I=—1-|I|I--IIII===—== -Il.-::k=====I.|I-I‘:.':===I=l!
0599k GRP: Lx07 CONCERN CONMTACT VEH T1PE: CAR
CHICAGD 4 2NSTR: COMTACT MER: 108331107 OPENED: 0471671987
YIN: 1:wnuc3u5ﬁ FNGINE- C CLOSED: 05/00718a7
=:I=H==lllll-l-=t===—=-lIl-IlIi----x-:---...--:--::::u:.tllt====l=l=Ilk======:
LAST MAME: STATUS: C

TITLE: FIRST NAME: - MI:

ADDRESS ; AFT 2

CITw: CHICAGD STATE: [L

HOME PHONE : HUS. PHONE :

WODEL YEAR: ai MODEL ; FROBE

NILEARE : 120000 WiD:

DEALER NAME: LYNCH FORD INC SALES CODE: 1441018 PAA: Oi534
CALSAL CODES: 1203 10RA SYMPTOMS ; 104100

ORIGIN: GO TRANS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: A COMTACT DATE: 0471771997
ACK. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY:. N (¥ OR N)
BUILD OATE: CALIBRATION:

ESP INFO: ERPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRA :

COMMENTX -

1967 /04516

+xv PARTS DELAY OVER 30 DAYS wes

*v+ VEHICLE INVOLVED IN RECALL SAS4E/HESHE wwe

%k NAVIS: SUBSEQUENT *2xw

CUSTDMER SAYS:

-CUSTOMER CDWTACTS CAC DLE TD BEALER IMABILITY TD RESOLVE RECALL GCONCERNS DLUE
TO BACK ORDER PARTS LISSUE

L]

FER CUSTOMER, DEALER 5AYS:

=~SWC DERFT (MD MAME] ADVISED CUSTOMER

-

CUSTOMER SEEKS:

-FINAL RESOLUTION OF CONCERN

-“EXFEDITE RECALL REPAIR OUE TO SAFETY CONCERNS

—SPEAK W1TH A REGION CEM REGARQIMNG REPAIR EXFERIENCES
.

CAC ADVISED:
~INFORMATEON RAS BEEM DOCUMENTED AND FORWARDED T8 THE DEALERSHIP wilTH A COPY
TO THE REGIOMAL OFFICE,

-REQUEST MR. JOSEPH FRITAMD [5SYC MMGR] CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1557 /05 /02

##6THIS IS THE CLOSING COMMENT

COMVACTED CUSTOMER OA/17....

CUSTOMER TO MAKE SERVICE APFT.AFTER HIS WIFE HAS BABY

OWMER RELATIQNS VOP/BENCHMARKING OD8711/98 FARCARTG




Q9411798 MASTER OWNER RELATIODNTS SYSTEM 11 14.21.02
SRhcsmckcoaccsacmceclmcenclackcslCCoECS S S S srE SRS E S s ESsd s Al EASNME R KR AN A - NE-k-RC ==
AD2GTCD GRP: 17 CONCERW COMTACT VEH TY¥PE; CAR
ODALLAS 52 2NFTR COWTACT NBR: 1083105584 OPENED: Qaf14/1997
VIN: EnGINE: C CLOSED: 4729/1997
EL LR E R ol EEEEEREEL LET ENNENEE P IR AT B I E N R
LAST MAME: STATUS: CLOSED
TITLE: erest nowe: [ i

ADDRESS :

CITY: FRISCOD STATE: _IP: -
HOME PHONE: _ BUS. PHOME:

MOOEL YEAR: 1 MODEL FROEE

MILEAGE : 18083000 ws0:

DEALER WAME: BSBANKSTOWN FORD OF FR SALES CODE: 152525 P& A: D241
CAUSAL CODES: 120 1042 SYMPTOMS : 104 400

ORIGIN: GD TRANS, DST/RGN: 52 TRANS. DATE:
SEQAVICESSALES: 1 CONTACT DATE: 0471771997
ACK,. CODE: O ASSIST CODE: ¥ AWARD AMT: O SURVEY: ¥ [r OR W)
HUILD DATE: CALIBPATION:

ESF INFO: EXPTHRES :

fIPEN RECALL: OWHER NOTIFIED: MICRO:

EOMMENTS ;

195T/04 7 14

sw¢ THIS CONTACT 15 DPENED DUE TO OPEW RECALL 96590 aaw
++¢ THIS CONWTACT IS5 DPENED DUE TO. OPEW RECALL 98548 =»~
244 NAVIS: SUBSECAIENT =+

CUSTOMER SAYS:

- WEHICLE HAS BEEM TN TWICE FOR RECALL WOIRK

- PART DELAY HAS KEPT WEHICLE FROM BEING REPAIRED
"

PER CUSTUMER, DEALER SAYS:

= PARTS WILL HE IMW ONWE WEFK FRDM NOW
-

CUSTOMER SEEKS:

- TO LEAVE VEHICLE IN PEALERSHIP'S LOT UNTIL PART COMES 1N
[ ]

CAC ADVISED:

= INFORMATION HAS BEEN DOGCUMENTED AND FORWARDED TO THE DEALER

~ REQUEST MR. DAVID ADAMCIK (CUST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 2
HUSINESS DAYS

1997/04f15

THE WERICLE WhS DROPPED OFF 0O4/14/97 FOR THE SEAT BELT RECALL. THE FARTS ARE
HERE FOR THE LEFT SIDE BUT ARE ONW NATIONAL BACK OROER (DS} FOR THE RIGHT S1DE
WE ARE UNAALE TO COMPLETE THIS RECALL WITHDUT THE PARTS. DAVID ADANCIK SER DIR

OwNER RELATIONS vOP/REWCHMARKLNG 09711798 FAXCARTG




09/11/98 MASTER OWNER RELATIONS SvSTEM 1) 14.21.p2
==II:I.‘I::::::::::::-l--—l--—---..-:-:-.:I.l-.-l--:-:::::'_::'l.!:.::::::.:..:.:::
4207CH GRF: 17 CONCERN CONTACT VEH TYPE: CAR
DALLAS 52 IMSTR ONMTACT MER: 1083194049 AFEMED - D4 f 14,1937
VIN: ﬂvPTEDCTHﬁ ENGINE: C CLOSED: 0479971937
[ AR E E- = FEFRRET] ] '------:::::.-l----:--::::'::...I-:-:::::.;
1997 /08717

*vs VERICLE IWVOLYED TN RECALL 95548 & 98599 ---

svw MAVIS: SLESEQOLENT ##»

CUSTOMER SAYS:

- VEHICLE HAS BEEW [N TWICE FOK RECALL WORK

= PART DELAY HAS KEPT VEHICLE FROW EEIMG REFAIRED

-

PER CUSTOMER, DEALER SAYS:

= THE VEHICLE WAS DROPPED OFF 04/ 14797 FOR THE SEAT BELT RECALL. THE PARTS ARE
HERE FOR YHE LEFT SIDE BUT ARE OM NATIOWAL BACK DRDER {DE3] FOR THE RIGHT SIDE
WE ARE UMAELE YD CDMPLETE THIS RECALL WITHOUT THE PARTS. DAVID ADANCIK SER QIR
L ]

CUSTOMER SEEKS:

- RESOLUTI!ON TO CONCERM

L]

CAC ADVISED: .

= PARTS MANAGER IS5 IN AEST FOSITION TOD ASSIST WITH PARTS INFORMATION
1997,/04/22

FA¥THIS I5 THE GCLOSING COMMENT

BACK ORDERED PART ARRIVED AMD WAS INSTALLED Q4/17/97. CUSTOMER IS5 NOW DRIVING
WEHICLE WITH NEW IMPROVED SAFETY RESTRAINTS INSTALLED PER THE RECALL. DAWID

OWNER RELATIONS VOP/HENCHMARKING D08971%/98 FRACARIG




oa/11/98 MALSTER DWMER RELATIDNS SYSTEM I 14_21.032
-------n--:t:-=l::::::=:IllIlIl:l=-===:=-=-=-n-1------=-=-=n---q-u---------=s=
T4949JR GRP: 17 CONCERN CONTALCT YEH TYPE: CAR
KANSAS CITY 53 INSTR: A1 CONTACT NER: 108317641 DPEMED: 04/14/1287
VIM: 12VPT2 1 LIEM EMGINE: U CLOSED: OBF08S1997
—_a=F=a=d=uEEa = EREERrE-d =T e Sgishscsce s -—s-—mEg kA Emcmc
LAST MNAME: STATUS: CLOSED
TITLE: FIRST MAME: MI:

ADDRESS:

CITY: HANSAS CITY STATE: Ma 2Ip:

HoME PHONE: I Bus. PHONE: F

MOOEL YEAR: a4 MODEL :

MILEAGE : 1 OOO00 L

DEALER WAME: BOB ALLENFORD INC SALES CODE: 153008 Pk A D567
CAUSAL CORES: 12032 SYMPTOMS: 104100

ORIGIN: ) TRANS. DST/RGN- &3 TRANS. DATE:
SERVICE/SALES: 1 CONTACT PATE: Q473071987
ACK. CODE- ASSIST CODE: W AMARD AMT: D SURVEY: ¥ [¥ DR M)
BUITLD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER MWOTIFIED: MICRO :

COMMENTS ;

199704514

e+ YEHICLE INVOLVED IM RECALL 38533 +++

wen NAVIS: SUBSEQUENT san

CUSTOMER SAYS:

- INITIALLY WENT TO DEALER FOR RECALL ON 0O2-13-97

= RECEIVED A CARD DN O2-17-97 SAYING PART Wa$s W

= CALLED DEALER TODAY TQ FIKWD OUT STATUS OF PART AND WAS PUT ON nOLD AND
LEFT 4 MESSAGE

= URSET THAT 1T HAS REEN OME MONTH AMD MO ONE HAS CALLED HER

L]

PER CLUSTOMER, OEALER SAYS:

- CALLED CUSTOMER AND ADWISED THEY WEEDED TO ORDER A DLIEFFEENT FaRT
- DIRN'T TEAR CAR DOWN COMPLETELY AND DIDM'T KMOW PARTS NEERED

L

CLUSTOMER SEEKS:

= RESCLUTION TD CONCERN

.
CAC ADVISED:

RE: CONCERN

= LNFORMATEIDN HAS BEEN DOCUWMENTED AND FORWARDED TO THE DEALER

= REQUEST MR. RaMDY SHETH [CUST REL MNGR/ SWC MNGR) TO CONTAET THE
CUSTONER WITHIN 2 BUSINESS DaYS

1992/05/01

##¥THIS IS THE CLOSING COMMENT

CUSTOMER EROUBHT CAR TN AND WE REPAIRED AS MEEDED CUSTONMER [5 HAFPY.

OWNER RELAYIONS VOP/BENCHMARKING OB/ 11/98 FaiCaRTG




09/11/84 MASTER OWNER RELATIDNS SySTEM IT 14.21,02
Illlk::l:=======1I;llt.l:t:-==:=:=l=ltltl::t::::'_.;:I.]I.-__::::::::r.'.:-::-_::::::l
TIES5LA GRP: 2315 INFORMATI[ON SONTACT YEH T¥PE: CAR
KAMNSAS CITY 83  ZN/TR: A1 CONTACT NBR: 10A7DES16  DPEMWEN: g3/13/1997
VIM: 1.1w1r21ususm ENGINE: u CLOSED: Q3/13/1997
EEeSS EtE R AR R R AR+ 1 k1] = =k======ll-..t-l======IIIII:I:I:;::III&.*I::::
LAST NAME: STATUS:

TITLE: First sane N MI:

ADDRESS : I

CITY: STATE: MO :

HOME PHONE : m BUS, pms:“

MODEL YEAR: HODEL, :

MILEARE: 1OOD00 WED:

DEALER MAME: BOH ALLEMFDRD INC SALES CODE:. 153009 P& A: 05167
CALSAL COOES: 1204 SYMF TOMS 104 100

DRISIN: &0 TRANS. DST/RGN. TRANS, DATE:
SERVWICE/SALES: 1 CONTACT DATE:

ACW . CODE: ASSIST CDOE: AWARD AMT: O SURVEY: (¥ DR N}
BUILD DATE: CALIBRATION:

ESP LWFO- EXPIRES:

AFEM RECALL: . OwhER MOTIFIED: MICRO:

COMMENTS :

1887 /02512

»ov YEHICLE INVOLVED !N RECALL 9ES99 & O5S48 wes
#=+ NAVIS: SUBSEQUENT #ar

CUSTDMER SAYS:

*+RECALL NOTICE 1LXSTED BOONw»

- PASSENGER SEATBELT 15 HROKEN

- VISITED DEALER DN 3/13

- I HAYE A PASSENGER THAT WEEDS YO BE BELTED IN
-

PER CUSTOMER. DEALER SAYS:

= THE PART MAY TAKE LP TD 30 DAYS

L)
CUSTOMER SEERS:
- REPAIR AS5]1STANCE

CAC ADYISED
= APDLIGIZED FOR THE DELAY
= INFDRMATION HAS BEEN ODCUMENTED

OWMER RELATIONS VOP/BENCHMARKING O2/11/98 FAACARTG




pa/sii/98 MASTER OWMER RELATIONS SvE1EM 11 1a.21,.02
aldcsiessdbuissies sl i sl LSRR R ECFAEE N R EeA R EEcEEENL - s el -cc=c=cR=-=S==-c=S=c=—===—=======
DE 140V GRP: XX17 EOMCERN CONTALT VEH TYPE: CAR
ORLANDD 24 INSTR: CONTACT WBR: 108213038  OPENED: O4/11/18997
VIN: 1:upr20c1uh EWRINE: C CLOSED: ©4/29/1997
—EC--So=—=xXxI=-—E=-=-—m=—=-—ax=—hx=-&km L R R Rl B R - | Rl E- R R )
LAST MAME: ETATLS:

TITLE: FirsT nave: [ MI:

ADDRESS DR

CITY: STATE: FL ZIP;

HOWME PHONE : Bus. PAONE: I

MODEL YEAR: a1 MODEL : PROBE

MILEAGE: 84000 wWsh:

DEALER MAME: AL PACKERFORD SALES CODE: 124238 P& A: DARTQ
CAUSAL CODES: 1205 1012 SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/RGN: 24 TRANS. DATE:
SERVICE/SALES: COMTACT DATE: 0472271997
ACK. CDODE: ASSIST CODE: W AMARD AMT: # SURVEY: ¥ {r OR N
BUILD DATE: CALIMRATI1ON:

ESP INWFO: EXPIRES:

OFPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS !

1957/04/ 11

svr MAVUIS: ORIGINAL ===

CUSTOMER SAYS: .

“LEET SFEATRELT Wa3 NOT REFATIRED FREVIOUSLY UMDER RECALL
~NOTORIZED DRIVER'S SEATRELT IS BROKEN

~HAS REEN TRYING TD QET THIS DOME SINCE LAST YEAR

~DEALERSHIP 5HE WENT TO AL PACKER IS IW ROYAL PFALM BEACH, FL-23444 B&1 Tab
1100

»
FPER CUSTQMER, DEALER 3AYS:
00N IN PARYS SAID PART 1S UH BATXORDER-DELAY

F3

CUSVOMER SEEWS:

-VEHICLE REPAIRED

»

CAC ADVISED:

~CUSTOMER AND MNOT SURE 1F THIS IS THE RIGHT DEALERSHIP
~1NFORMATION HAS BEEN DDCUMENTED AND FORWARDED TOD THE DEALER

“REQUEST MR.LEM HENDRICKZ (SVC MNGE) TO CONTACT THE CUSTOMER WITHIMW 2
BUSTHESS DAYE

1997 /04722
#4MTHIS [5 THE CLDSING COMMENT

FART [3 STILL ON NATIDWAL BACK ORDER, DEALER CTAMMDT FROVIOE WHAT FORD DUES NOT
HAVE, WILL ADDRELS REPAIRS WHEW PARTS AWalL.

OMNER RELATIONS YORJAEWCHMARKING 04711798 FAXCARTE




Ca/11/49n MASTER OWHER RELATIOWS S7STEM ! 14.21.02
mE==sEC SIS EC oo CSECSS====&5 RS S E L S+ S E-~ 1 ~dAIETEAsdedkd il cCCECS =S CSCSCSCS=SS=SCSEISJ7-ERETSE
BOATLE GRP: O NFORMAT DK CONTACT VEH TYPE; CAR

PHILADELFHIA 16 CONTACT NER: 10B313431 OFEMED: Q471171897
WIN: 12¥PT21U9N ENAIME: U ELOSED: O4/11/1997

I

SRR AN R T A P ER R N N R EI S RN T] T

LAST NAME: STATUS: CLOSED
TITLE: FIRST NaME: [

ADDRESS:

CITY: STATE: _(P-._
HOME PHONE - BUS. PHOME:

MODEL YERR: MODEL ; FROBE

MILEAGE: 1 10000 WS

DEALER MAME: MCCAFEERTY FORD SAL SALES CODE: 1 1B0S1 F & &: DI13I05
CAUSAL CODES: 0206 1203 SYMPTOMS : 104 100

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

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ QR N}
BUILD DATE: CALIBRATION:

ESF 1lKNFOD: EXPIRES:

OPEN RECALL: OsMER KOTIFIED: MICRA:
COMMEMT S :

199TF0d £ 11

sex NAVIS: SUBSEQUENT w49

CLUSTOMER SAYS:

- MADE AN APPDINTMENT WITH THE DEALER TQ HAVE RECALL DONE DN WEHICLE AND THE
OECALERSHIR DID HOT HAVE THE PARTS

- WITH THE SECOND AFPDINTMENT MADE, THE DEALERSHIP QIO NOT REPALR THE RECALL
OM SEAT BELTS BECAUSE THE MOTOR FOR THE SEAT BELT NEEDS TOD BE REPLACED

= DEALERSHIF STATED THAT THE CUSTOMER CDULD DRIVE CAR UNTIL THE FARTS CGOME IN
= IT ¥5 ILLEGAL TO DRIVE CAR WITHOUT SHOULBER BELTS IM PA

"

PEA CUSTOMER, DEALER SAYS:

- Eb IS4 THE CONTACT PERSON

- UNABLE TO GIVE REWTAL CAR TD CLUSTOMER OUE TO THE FACT THAT THE CUSTOMER‘S
VEHICLE IS DRIVABLE WHILE THE CUSTOMER 15 MWAITING FOR THE PARTS TO COME IN

-
CUSTOMER SEEKS:
= LOMKER VEHICLE REOUEST UNTIL THE PARTS COME IN TO FIX THE WEHICLE

CaC aADVISEND:
- WO EsiP

- WO TRANGPORTATION AS51STANCE PROVIDED

DWHNER RELATIONS YOP/BEEMCHMARKING O97/11/98 FAXCARTG




0a/11/08 MASTER OWNER RELATIONS S¢STEM IT 14,21,02
Bl b L B LB L LA L b L e e R R R E I T TR L L L LA R L]
244 1LR GRP: XX12 INFORMATION COWTACT VEH TYPE: CAR
KANSAS CITY 53 ZNFATR: &1 CONTACT WBR: 108303954  DOPENED: 0470971997
VIM: n EMGIME: CLOSED: 0470971397
=!|=ll==l:=-========-I-=IIIIIII--I=II=I======:=l-I-lllll:il:l:::::;l===..l't-‘-l=k=====
LAST MNAME: STATUS: ELLOSED
TITLE: FIRST NAME: - MI:

ADDRESS :

CITY: STATE: - TR
CoME PHONE aus. evone: [N

MODEL YEAR: ai MOnEL : PROBE

MILEAGE: 55000 wsD:

DEALER KAME: MARCLUS ALLEW‘S BRDA SALES CODE: 1352005 F & A; Q2B4D
CALSAL CDDES: 1012 SYMPTOMS : 104 10D

ORIGTN: 1] TRANS. DST/RGN: TRANS. OATE:
SERVICE/SALES: 1 COMTACT DATE:

ACKE. CDDE: ASS[5T CODE: AWARD AMT: 0 SURVEY: (Y DR W)
BUILD DATE: CALIHRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER HWOTIFIED: MICRD:

COMMENTS :

1927/04 /09

*o+ND YWIN AVAILABLEw++

CUSTOMER S5AYS:

-THE VEHICLE IS5 INVOLVED IN A RECALL BUT CUSTOMER wWAS NOT INFORMED

=THE AUTOMATIC SEAT HELT PARTS ARE MOT AVAILABRLE. CUSTOMER HAS BEEN WAITING
FOR A MDNTH

L

PER CUSTDOMER, DEALER SAYS:

=KEN STALLMAM |ND NAME|] FROVIDED 1-gO0¥

-

CLUSTOMER SEEKS:

=TD COMPLAIM ABOUT THE LACK OF PARTS AVAILABLE FOR THE VYEHICLE
-REQUESTS A WRTTTEM REPLY AS T WHY ME SHOULD BUY ANOTHER FORD

L

CAC ADVISED:

FORWARD TH CORRESPOMIENGE

1997 /04725

CUSTOMER SAYS:

- CLUSTOMNER*S COMMENTS ARE DM PREVIDUS PAGES

Ll

CAC ADVISED:

- Caf PLACED OUTEOLMO CALL TO KEN STALLMAM-SERY]ICE MAMNAGER £-23-97 REGARDING
THE PARTS DELAY FOR THE SAFETY BELT RECALL

- WEM AGREED TO CHECK AWD CALL BatK WITH STATUS

- KEN CALLED BACK 4-24. HE 5Sal0 THE PARTS ARE NOW AT THE DEALERSHIP. HE HAS
CONTAZTED THE CUSTOMER AND THE RECALL 15 BEING PERFORMED, CUSTOMER 15
SaTISFIED

- WO LETTER SENT

OWNER RELATIONS VOP/BENCHMARKIMG OOJ11/9H FAKCARTED




03/11/98

MASTER DWNFR RELATIONS SeSTin 1 14,0102
:::;:..-;:.’::::—_].':-=====.-'-H-IZ'—EvIHI‘:':::—_J:‘“ . =;-—'—:_l:::::'-l:::::-::t:
74950p arRb; R1o7 INFORMATION CONIACT VEH TiPE: CAH
KANSAS C!T¥ 53 ZN/TR: CONTACT NBR: 1081428607  OPENED: 04,Q8/1997
VIN: 12yPT2CTaM ENGINE: © CLOSEL: O4/0H/ 1897
EERc=EB===-mpaEX =l=Ill--l--=-l-----=r-l:===lll::::;l::l:t::::.:
LAST MAME - STATUS: CLOSED
TITLE: FIRST mu::- NI:

ADDRESS ;

CITY: FENTO STATE: P: _
HUME PHONE : # BUS. PHONE:

MODEL YEAR: 1 MOREL :

MILEAGE: 1006000 WSn:

DEALER NAME: ANDERSOM FORD OF ST SALES CDDE: 1534490 P& A 01743
CALSAL £ODES: 1042 SYMPTOMS : 104 160

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICES/SALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AN : Q SURVEY: (Y DR N]
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OFEN RECALL: DWNER NOTIFIED: MICRO:
COMMENTS :

1997 /04 /08

wra NAWIE: SUBSEQUENT ++a
CUSTOMER SAYS:
-LOOKING FOR AECALL whORW.

PER CUSTOMER, DEALER S4¥5:

-PER SOMEONE AT THE DEALER THE FART 15 ON BACKORDER .

x

CUSTOMER SEEKS:

=TD GET THE DEALER TD GET ME THE RART QUICKER.

[

CAC ADVISED:

- DEALERSHIP 15 THE BEST PARTS RESODURCE

- MR, RDBERT DAVIS, CUST. REL MGR. IS IN TH

DWNER RELATIONS WOP/HENCHMARKING 09711798

E BEST POSITION TO ASSI[ST YO,

FARCARTEG




QEf1y /88 MASTER OWNER RELATIONS SceS1FEM 11 114.21.02
E RS SN ECELELECAOALIL SN S ECSE SNl EEE, L A I RTAAELACENONS =SS cc 2l dmkaEm e S xS === =s=am3
TGE73B GRP: xald CONGCERM CONTAC] YEHR TVYFE: ChR

DETRGIT 448 ZHSTR OMTACT NBR: 1OBI44T0LE OPENED: O4/087 1987
VIN: 1IVPTIOCAN ENMEINE: C CLOZED: Q471871997

SE—EC-=-=-Sr-S=S==3=-SSIE3ImRTE LLLEFE L EEELLEERFL NI T RN ENES S EEEEE T Y |

LAST NAME STATUS: CLOSED
TITLE: rest nane: [ ~::
ADORESS :

c1vy: TATE: 1P,
HOME PHONE : . PHONE: _ .

MODEL YEAR: MODEL ! PROBE

MILEAGE : B 3000 WsO;

LEALER HAME: GENE BLTMAN FORD 5L SALES CODE: {48430 P B A: 2984
CALSAL CODES: 1203 SYMPTOMS : 104190

ORIGIN: &0 TRAMS. OST/ROM: 48 TRANS, DATE:

SERVICE /SALES: 1 CONTACT DATE: O4710/19%7
ACK. £obE: ASSIST CORE: 0  AWARD AMT: 0 SURVEY: ¥ (Y DR N}
BUILD DATE: CALIERATION:

ESP INFD: EXPIRES;

OPEN REZALL: DWhER NMOTIFIED: MICRO:

COMMENTS :

1997 /04 /08

#++ VEHICLE I[NVOLWED [N BECALL FE54B =+«
¥v+ MAVWIS: SUBSEQUENT =+«
CUSTDMER SAYS:

- RECCINED AECALL WOTICE, TOOK WEH1CLE IN AND HAD IT INSPECTED
= DAUGHTER HAS CAR IW MICHIGAM [AT COLLEGZE)

-
PER CUSTOMER, DEMER SAYS: (DWID DEALER)
- WAITING FOR PARTS TO ARRIVE 1H DRDER TO REPAIR THE SEAT HELTS

-
CUSTOMER SEEKS:
= TD KNDW WHY THEY CAN NOT FIKD A PART

-
CAC ADVISED:

- WE CAN NOT ASSIST THE DEALERSHIP IM GETTIMNG PARTS SOONER
= RECALL REPAIRS CAM BE LDAOMNE AT AWY FORD DEALER

- SUGGESTED DAUGHTER TAKE IT IN TO GEWE BUTMAK FORD I YPSILANTI, &ND
INQUIRE AS TO WHETHER THEY HAD THIS PART IN
(98704511

##¥THIS IS THE CLOSING COMMENT
CUSTOMER ‘5 DALGHTER CALLED AMD SET WP &AW APPT FOR INSPECTION, AMOD T0O ORDER THE
PARTS. DEALER INSPECTED THE VEHICLE 4-103-97 AMD CADEDED THE RECALL PARTS.

THE CUSTOMER WILL BE NOTIFIED WHEN PARTS ARRIVE AND THE DEALER WILL COMPLETE
THE RECALL AT THE CUSTOMER'S CONVIEMCE.

OWNER RELATIONS VOP/BENCHMARKING O09/11/98 FasCARTE




o9f11/98 MASTER OWWER RELATIOMS Sv5TFM It 19.21,02
WS E S I A RN B lc e AT === === == - TEzRilMullmT e = g~ aNkAmlEEm============
5914KR GRAP: KK17 INFORMATION CONTACT YEH TYPE: CAR

SOR 10 EMSTR: _E4 CONTACT MBR: 108331304 QFENED: 0470771997
VIh: 1ZVRT 0L I NS ENGINE: © CLOSED: 0470771997
LR R 3 2 EN E S LR e e S IR B EE R I T T T Y T F L L T

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

AOORESS HEAST

EITY: STATE: 1F:

HOME PHONE - HUS. PHOME :

MODEL YEAR: a1 MOOEL : RFROBE

MILEAGE BOOD wah:

DEALER MAME: TRADEMARKNOTOR COMP SALES COOF: 123682 P E A: 0G407
CALSAL CODES: 1012 SYMPTOMS : 104 100

ORIGIN: 4] TRANS. DST/RGN: TRANS . DATE:
SERVICE/SALES: 1 COMNTACT DATE:

ACK. COOE: AS21ST CODE: AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALTARATION:

ESF [NFQ: EXPLRES:

OPEM RELALL: OWMER MDTIFIED: MICRO:
COMMENTS :

1997704 /O%

rew MAVIS: SUBSEQUENT wwe

CUSTOMER EAYS:

- CUSTOMER STATES THAT HER DAUGHTER SEATBELT IS TNDPERTAELE kND SHE HAS BEEN
WAITING FOR & SEATEELT COWER 8 WEEKS

- CUSTOMER FEELS THAT FORD SHOULD BE &HLE TO GET 4 HOLD TO A SAFTEY PART
FAIRLY DUICKLY

PER CUSTOMER, DEALER SAYS:

- HERMAN MOAK TOLD THE CUSTOMER THATY THE PART 15 STILL ON HACK ORDER
]

CUSTDMER SEEKS:
= WOULD LIKE TO KNOW WHY IT [5 TAKING S0 LONG FDR HER PART TO COME TH

-
CAC ADVISED:

- TOLD THE CUSTOMER THAT SCOMETIMES BACKORDER DELAYS ODCCUR AND TO BE
PATIENT wITH THE DEALERSHIF

OWMER EELATIONS VOP/HENCHMARKING 04711708 FLECARTE




Q9/11/08 MASTER OWMER RELATIONS S5YSTEM 11 14,21.02
--.::::'-.-:::‘I ---:::‘.--::u.l- -=='-.-===--..-==----‘===‘.:===..-===-l":==---=
TATIAR GRP: X315 CONCERN CONTACT VEM TYPE: CAR
PITTSBURGH 44 ZNSTR: CONTACT HER: 10OBZBQGED OPEMED: D407/ 1997
VIN: 12vprzuc5m5“ ENGINE: € CLOSED: 04730/ 1897
SEEEE=——C-EARExX—= ERc=xamm _=:llll===-I-h-|=-----:===ll-==.ll==='.l:=='..:=

LAST MAME: STATUS o
TITLE; FIRST NAME: - u: ﬂ
AODDRESS :

eITY: 1R STATE: P p: _
woe prioe: NN st evouc. P—

MODEL YEARR: 91 MADEL -

MILEAGE ; BOO0C Ws0:

DEALER MWAME: KENMNY ROSS FORD SALES CODE: 144417 PE A: ar3sp
CAUSAL CODES: 1203 10RA SYMPTOMS : 104 100

DRIGIN: an TRANS., DST/RGN: 44 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 0472371997
ACK. CODE: ASSIST CODE: O AWARD AMT: O SURVEY: N Ir DR M)
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: WICRO:

COMMENTS ;

1997/04 /07

+*+ VEHICLE INVOLYED IM RECALLS aGS4s AND 96599 s

*¥+ PARTS DELAY OVER 30 DAYS #r«

w++ MAVIZ: ORIGIMAL »v+

CUSTOMER Savs:

-CLSTOMER RECEIVED THE SEAT BELT RECALL LETTER IN MOVEMBER
-THE PARTS WERE SUPPOSER TO BE READY TW DECEMBER AND [HE DEALERSHIF HAS
ONLY RECEIVED ONE OF THE PARTS IORIVERS SIRE)

"MEITHER OF THE SEATBELTS ARE OPERABLE AT TH1S TIME

L

FER CUSTOMER, DEALER SaYS:

-HO COMTACY

-
CUSTOMER SEEKS:

"WHY IS IT TAKING S0 LDNG FOR THE PARTS TO COME IN?

L ]

CAC AOVISED:

CINFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALERSH]P WITH 4 copy
TD THE REGYDMAL OFF[CE.

_REOUEST MR.BDB YDURICK (CUST. REL MNGR) CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

-EXPLAINED THE PARTS DELAY

1009704 /23

WFFTHIS [S THE CLOSING COMMENT

CALLED EROUS TIMES TD LET THEM XNOW SPECIAL FART 15 IN. LEFT MESSA
GES FOR TD CONTACT HER SERVICE ADVISOR TO SCHEDLAL APPOLNTMENT T H

AYE SPECTAL RECALL FART PUT IN...

DWNER RELATIONS WOP/AENCHMARMK ! NG 09/11/98 FRXCARTG




o8f11/98 MASTER CWHER RELATIONS SYSTEM [! 14.21.03
EEE A L EE AN I I T S E SIS IANSEOTEIDOE TE SFEBEL N AT AN S At ST E AN EF LI EE - ECEC-ECEC--EKE--SC-S=====
395308 GRP . Xx08 CONCERM TONTARCT VEH TYPE: CAR

ATLANTA 21 ZN/TR: B2 COMTRLET MBR:. {0OB27G148 DRENED: D4/702/1957
VIN: 12¥PT20L2M5 ENGIME: C CLOSED: O4/15/ 1997

LAST NAME:

mEsimtnlEEEINCR-ENCEIESSS=SSSSSSSSCSFSASESEANS
TITLE:

STATUS: CLOSED
ADDRESS :

CITY: m STATE: TH - [
HOME FHOKE : g

MODEL YEAR: 91 MODEL : PROAE

MILEARE : 123232 WSO :

DEALER WAME: MTM VIEW FORD !MC  SaLES CDDE: 121203 P A& &: OO3B8%
CAUSAL COOES: 1203 10132 SYMPTOMS: 1049100 104300

ORIGIN: Go TRANS . DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 0470371997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SLAYEY: ¥ (¥ DR W)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: MICRD :

COMMENTS :

1997 /04,02

wex THIG CONTACT IS OPEMED OUE TO OPEM AECALL S6G4B AND 9ESSS +rw

*wx NAVIS: PROGRAM wex

CUSTOMER SAYS:

=CUSTOMER CALLING BECAUSE SEAT 8BELT RECALL CAN'T BE PERFORMEDR DUE TO PART CN
BACK ORDER

=THE FART FOR THE SEAT BELT INM FEBRUARY 1837, STILL HASN'T COME IN

~CUSTOMER REQUESTED THE CAC PHOME MUMHER FROM DEALER

*

PER CUSTOMER., DEALEA SAYS:. (RAKDY, SERVICE PERSONNEL)

-THEY CALLEPR FORD, WILL BE ANDTHER 4 WEEKS BREFORE PART WILL BE DELIVERED

-
CUSTOMER 3EEKS:
-wWHEKW WILL THE PART Bt DELIVERED TD DEALERSHIP

L]

CAC ADVISED:

RE: OPEN RECALL

~IMNFORMATION HAS BEEW DDCUMENTED AND FORWARDED TO THE OEALER

-REDUEST MR. MARK WESTERMAM/SYC WMNGR TO CONTALT THE CUSTOMER WITHIN 2
ELSIMESS DAYS

RE: PART AVAILABILITY

= DEALERSHIP 15 THE BEST TECHMICAL RESDURCE

- MR. MARK WESTERMAN/SVC MGR 15 IMW THE BEST PDSITION TO ASSIST YQU.
1997 /04 /08

FAATHIS IS THE CLOSING COMMENT

PART DID ARRIVE 443 CUST SCHEOLLED IN 4/4 REPAIR WERE MOT COMPLEYED CuST
WAS TO AETURK VEH OM MONDAY 47 CLUST DID MNOT SHOW MOM BR TUES

OWNER RELATEONS VOP/BENCHMARKING 08/11/28 FAKCARTG




03/11/88 MASTER OWNER RELATIOMS SYSTEM LI 14.21.02
A AN I INEENFE DN FE NN N I EmEECECE - EEAESC S-S =SSO =-O=-SC-SaO=-=E-31 abkEmEE=-—m=-=-—=-—=—c==—=—=—-=——m=mn
GEA3RAN GRP: XXD8 COMCERM COMTACT VEH TYPE: CAR
MEMFHIS i3 ZN/TR: COWNTACT WNBR: 108275286 OPENED: Q470271997
VIN: TIVPTI 1U4NE EWGINE: U CLOSED: 041071997
=ES=SE=-EESER =

S S CA AN IS ESIEFEARERE-—R-—-—-C - - a-JINES

LAST NAME: STATUS: CLOSED
TITLE: rirsT Kavs: [ MI:

ADDRESS :

HOME PHDNE:“ AUS. PHONE: “

MODEL YEAR: 91 MODEL :

MILEAGE : 1 12000 WSD:

DEALER MAME: BUTCH OUSTALET [NC SALES CODE: 123071 PaA: 06422
CAUSAL CIDES: 4204 SYMPTONS : 104100

CRIGIN: ao TRANS. DST/RGM: 23 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 04/02/1897
ACK. CDDE: ASEIST CODE:. W AWARD AMT: 2,004 SURVEY: ¥ {Y OR M)
BUILD DATE: CALIRRATION:

ESP [NFD: EXPIRES :

OPEM RECALL: OwWwNMER MOTIFIED: MICRD:

COMMENTS :

1987 /04702

+4v THIS CONTACT IS OPENED OUE TOD DFEN RECALL DOS4B +r»
*vx HAVIG: SUBSEQLIENT =%«
CUSTONER SAYS:

-THE DRIVER'S S5IDE MATORIZED SAOULDER HARMESS HAS FROZEN LP

Y
PER CUSTOMER, DEALER SAYS:

-KEHMY, THE SERVICE DIRECTOR AT THE WIGGIWS 5HOP, SAID THE FaRT IS mOT IN

STOCK. THEY HAVE ORDERED THE PART, BUT ARE WOT SURE WHEN IT WOULD THEY wALLDO
COME IN.

L
CLSTOMER SEEKS:
-PARTS AVAILABILITY

>

CALC ADVISED:

RE.: PARTS AVAILABILLTY

=INFORMATION HAS BEEN DOCLMENTED AMD FORWAROED TO THE DEALER

-REQUEST MR. SENE FORTENEERRY (CUST REL NNGR/ SYC MNGR) TO COMTACT THE
CUSTOMER WITHIN 2 BUSINESS DAYS
1997704 /03

ANFTRIS IS THE CLDSIKNG COMMENTY

CUSTOMER WAS TOLDR PART IS ON ORDER AMD SHOULD RE IN WITH [M SEVEM WORKING DAYS
CUSTOMER WILL BE CALLED THE MOMENT THE PART COMES IM

OWMNER RELATIONS VOP/HEMCHMARKING ORS11/98 FALCARYG




ﬂﬂflifga MASTER OWNER RELAMIONS S S1FM FL 1421 .02
SIS EE - K X C IS - NS ECEEECEESESESEEEEEEEEEsdsneeshnsmsslbaamsis i mcieamghigmeundSgaNTEEEE AR AN TEEK
OEDL MR GRP: LxigE CONCERN CONTACT vEH TYPE: CAR
WASHI NGTOMN 27 ZMSTR: E1 CONTACT MBR: 1QA2ug1u? DPEMED: D4/01/719897
YIN: 1 IVPT21UTHME EMGIMNE: U CLOSED: a4/.1071897
FEFEE OSSN ECEERECODE-E=TTET=XS HE A A A ki1t A ik 5
LAET MAME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS ; 24

CITY: STATE: IP:

rLA—— 2us erone: IR

MODEL YEAR: [LT] MODEL : PROBE

MILEAGE: B 1000 wWsh:

DEALER WAME: CENTURY FDRO THNC SALES CODE: 127049 PR A OO430
CAUSAL CODES: 1204 SYMRTOMS ; 104 100

JRIGIM: [=1] TRAKS. DST/JRGN: 27 TRANS, DATE:
SERVICE/SALES: i CONTACT DATE: 047037148497
ACK. CODE: ASSIST CODE: W AWARD AMT: 0O SURVEY: ¥ (Y orR K]
BullLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: - duWkER HOTIFIED: MICRED:

COMMEMTS :

199704 501

s+» THIS CONTACT IS OPEWED DUE TO OPEM RECALL 95548, A5593 s«
ven HAVIS: DRIGLINAL wew

CUSTOMER SAYS:

- RECEIVED RECALL NDOTICE FOR SEAT BELTS

= THE DEALERSHIPF SAID THE PART WILL TAKE 8 WEEKS

"
PER CUSTOMER, DEALER EAVS:

- B WEEKS TO GET PARTS IM

A

CUSTOMER SEEMS:

= TO HaAVE RECALL FERFORMED SOOMWER

-

CAC ADVISED:

-INFORMATION +AS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

=REQUEST WR. MARK HORAM [CUST REL MNGR) TO cONTACT THE CLSTOMER WITRIM 2
BUSTIMNESS DAYE

L ]

Cal ADVISED:

- HAD TO DISCONMECT THE CALL

= CUSTOMER STATES SHE WILL CALL BACK TD QET ARPDITIOMAL INFOAMATION

1997 /04702

YENTRIS 15 THE CLOSING CDMMENT

LEFT MESSAGE FOR CUSTOMER 10 COMTACT DEALER FOR ARRANGEMENT OF RENTAL CAR FPER
FORD WHILE wWALTIMNG FOR BACKORDERED PARTE TO AHRIVE--STYILL A UELAY DF WEEKS
AS DF YET--M% MDHAN

OWMER RELATIONS VOP/BENCHMARKING 0%11/928 FAXACARTG




09/11/98 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
250088 GRE. AX0] COMNCERN COWMTACT WEH TYPE: [AR
KANSAS CITY 53 ZN/TR: Al CONTACT WAR: 10B36RE9S  DREMED: 04/01/1847
VIN: 12vPT2DC AN ENGINE: C CLDSED: 0&71171957
LAST NAME: ETATUS . CLOSED
TITLE: rerst nave: TN MI:

ADDRESS .

CITY: OVERLAND FARK, STATE: IF: -
HOME PADNE: BUS. PHOKWE: H

MOMEL YEAR: a9 MOREL: PROBE

MILEAGE: 24532 WD

DEALER NAME: BOR ALLENFORD INC  SALES CODE: 153004 P& &: OS16T
CAUSAL CODES: 1204 2801 1207 SYMP TOMS 104 100

ORIGIN: aa TRAMG. DST/RGM: 53 TRANS. DATE:
SERVICE/SALES: 1 CAMTACT DOATE: 470371297
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {¥ DR N)
BUILD DATE: CaLIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: DWNER WQTIFIED: MICRO

COMMENTS :

1997 /04 /01

wxx VEHICLE [NVOLWED 1M REZALL SBS4B AWNO 98599 »»»
wwr MAVIS: PROGEAM rwe

CUSTOMER SA¥S;

- KAY PHILLESOH CALLING ON BEHALF OF DAUGHTER

- THE DRIVERS SEATEELT ON THE VEHICLE DOQES WOT WORK

= TOOK TO DEALERSHIP TQ HAVE RECALL PERFORMED
L

PER CUSTOMER, DEALER 3AYS:

= WILL TAKE 4 TO B WEEKS FOR PFART TQ BECOME AVATLAELE
- BERNMIE EGANM REFERRERD cUSTDMER TO FORD

=

CUSTOMER SEEKS:

- RECALL FERFORMED

£

CAC ADVISED:

~INFORMATION HAS BEENM DOCLUMENTED AND FORWARDER TOD THE DEALER

-REQUEST MR. RAKDY SMITH {CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIWN 2
BUSINESS DAWE

1997704 /04
FENTHIS 15 THE CLOSING COMMENT

CONTAGTED CUSTOMER ABOUT COMCERM-VEHICLE*S FARTS CAME IN YESTERDAY AMD WE REPA
IRED ASAF CUSTOMER IS HAPPY.

DWMER RELATI[ONS YDP/EEMCHMARKING 097117980 FAXCARTG




aa/11/98 MASTER DOWNER RELATIONS 54STEW |1 14.21.02
SEEEE A FfEFIBFF S =S=S==S=SS=S =S =S==S=S==SS=SE=S=S=S =SS O3S =S==S=S=STTTT S-S ZZI=S=S=S=SSE=S=S=Sa=SA=SSASESEERS
STSERE GRP: AXD3 COMCERN COMTACT VEH TYPE: CAR
F1TTSEURGH 44 ZNSTR: A2 CONTACT MBR: 10825EBOS  OPEMED: O3/267 1997
WIN: |zupr:1uw5- ENCINE: U CLDSED: D408/ 1997
E 2 R I B TRl BRI B - ) I - By - R 4 3 3 P A R ET AR R RLR ]
LAST HAME: STATUS: CLOSED
TITLE: FIRST NAME: _ M.

ADDRESS:

CITY: STATE : P

HEOME PHONE : w BUS. PHONE: -
MODEL YEAR: a4 MODEL : ROBE

MILEAGE: TRO00 wsh:

DEALER WAME: MOBOW TOWNWSHIP FORD SALES CODE: 11402% P& A: ©O7495
CALSAL CORES: 12403 3103 0320 SYMPTOMS : 104100 202100

PRIGIN: an TRANS. DST/RGN: 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D5/27/1997
ACK, CODE: ASSIST CONE: W AWARD AMT: 2%, 000 SURVEY: ¥ Ly OR N}
BUILD DATE: CALIBRATION:

ESP L[HFQ: EXPIRES:

OPEN RECALL: . OWMER NOTIFIED: MICRO:

COMMENTS ;

1897/03 /26

sns NAVIS: ORIGINAL =ww

vue VEHIGCLE INVOLVED IM RECALL SESAE G5 »»s

CLSTUMER SAYS:

- SEAT BELT PARTS STILL WOT IW

- HAYE PARTS ORDERED OW GCTORER 3G, 1336

- DEALERSHIF LOST ORDER AND REORDERED THE PARTS ON 373787
n

PER CUSTOMER, DEALER SAYS:

= IT WILL BE ANDTHER B WEEKS {FROM MARCH 3]

&

CUSTOMER SEEKS:

- RECALL PARTS UNDER 96548 ORDERED

- TO GET THE PHONE # FOR THE REGIONAL DISTRIBUTION CENTER

- 10 SPEAK WITH A SUPERVISOR

L]

CAC ADVISED:

- CSR MADE OUTHEOBUND CALL TD DEALERSHIP AND SPOKE WITH MR. BILL BEAVER IN PARTS
WHD SAID THAT THE BELT AND MOTOR ASSEMALY 1F ORDERED TOGETHER ARE TAKING &
WEEKS

- MR. BEAVER INDIGATED THAT THE HE WOULO CONTACT MR. DEMNY COSTA {5VC. MGR.)
AND DISCUSS OTHER ALTERMATIVES, CONTAECT THE FORD REP AND THEN GET BACK WITH
THE CUSTONER ON 3/27/9T WITH MORE INFORMATY1ON

- INFORMATION HAS EEEM DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. DENNY COSTA LSVC MWGR] TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DavYE

- SUPERVISOR WILL CALL CUSTOMER BACK ON 3/21/97

OWNER RELATIONS VOF/BEWCHMARKIWG 09711798 FAXCARTG




Q9/11/98 HASTER DWNER RELATIONS SYSTEM I 14.21.02
(A I PR R AT I TR e R 3 FRIEI R R R FRI RN R T RLIFFR AR AR TR FR F s - A - F S K F
3756EBE ARP: Xa02 CONCERN CONTACT WEH TYPE: CAR
PITTSEURGH 44 ZWSTR: AZ CONTACT MNBR: 10825RA09 DPENED: O3F267 1997
Yit: 12WT21U?M- ENGINE: U CLOSED: O4/08/1597
=m=m=-c-E=-b=kx—-a=-Nc=x=xc=-EcC M= =SS =SS ==S=S S-S == =3 =X AN IETEEFEEENAEREE=EN
1997/03/27

#&FTHIS I5 THE CLOSING COMMENT

CALLED CUSTOMER 372751997 LEFT MESSAGE MO PARTS YET AMD FORD REP TRACY MUNCHAK
CANNOT GET PARTS CITHER, PARTS WAS DRODERED 4271571996 ORDER wWAS DELETED BY FOR
O WE REORDERED PARTS ON 3371897 AMD A5 PER FDRD IT TAKES APPROX 8 WEEKS CUsTO
MER WAS ADVISED BREFORE ABOUT THIS.

L]

£AC ADVISED:

=PER DAN TERRY PARTS AFPEAR TD BE AVAILAELE THROUGH MAZDA WORTH AMEAICA. DAM
IS TRYIWG TGO QEACH PEGPRLE AT WAZIZDA TO EXPEDITE PARTS TO THIS OEALERSHIF 1D
AVOID FURTHER IMCOMVENIEMCE TO THIS CusSTOMER.

~DAN WILL KEEF IN TOUCH WITH CS5R KATE BUDZIAK WHO WILL KEEP INW TOUCH WITH

CUSTOMER . . .DEALER HAS ADVISED THE CUSTOMER THAT THEY CANMOT LOCATE THE PART
WITH REGIOMAL ASSLSTANCE.

-

CAC ADVISED:

-PERA DEALERSHIF RICK LAME,. DRIVERS SMDE ASSEMHLY IS AT THE DEALER AMD THEY ARE
WAITING OM THE PASSENGER 5IDE

-0AM TERRY LOCATED PASSENGER S!DE ASSEMALY THRDUGH THE SHIPPERSSUPPLIER WHO
WILL FEDERAL EXPRESS THE PART TO THE DEALERSHIP

-PART SHOULD G0 QLT WA LATER THAN FRIDAY 03/28/97 FEDERAL EXPRESS.

=CSR MADE OBC TO CUSTOMER TO APYISE OF SAME

1997 /04701

CUSTOMER S5SAYS:

-SPOKE WITH PREVIOUS OS5k, KATE, WHO WAL SUPPOSED TO HAVE PARTS FEDERAL
EXPRESSED TO DEALER DM FRIDAY 3/28/97

-PARYTS ARE NOT 4T DEALER

L]
PER CUSTOMER. DEALER SAYS:
~THEY HAVEN'T RECEIVED A FED EX PACKAGE WITH FARTS FOR HER SEATHELT

-
CUSTOMER SEEMS:

-T0 KWOW IF THESE PARTS WENT DUT ON 2/2A/87 THROUGH FED EX LIKE THEY WERE
IUFFOD3ER TO

L]
CAC ADVISED:
=KEEP 1IN CONTACT WITH PARTS MAMAGER AT DEALER

OWMER RELATIONSG YOP/BEWCHMARKIMG 05/11/98 FAKCARTG




14.21.02

CAR

08511498 MASTER DWMER RELATIONS SiSliw 1)

T RS- -drE o L S SN L EC IS NN Rl g et E NS LS kTN b amE= AL T -A=E=SES-=-—=-—=—==-=—m*TA==B=Ek-=
T 108Y GEP: Ax14 COMCERN COMIACT WEH T(PLC:
PLTTSRURGH a4 ENITE* COMNTACT KWER: 0B 14L2940 UPENED: D3s0371997
WIN: 1Z¥FT21UTM ENGINE : U CLOSED: 37111397
E-—-xj-—5=== iy - mAs A RrmCa I EREN S LA EANNEEEN--c-——m=wm=a

LAST MNAME; STaTUS: CLOSED
TITLE: FiesT nave I

ADDRESS :

CITY: ETATE: PA ZLP: -
HOME PHONE : m BUS. PHONE: [

MODEL YEAR: 1 MDDEL : PROBE

WMILEAGE : 73000 wal-

DEALER MAME: MODN TOWNSHIP FORD SALES COOE: 144022 PR A DTAOS
CAUSAL CDDES: 1200 2013 SYNRTOMS ; 104100 202100

ORIGIN: an TRANS. DST/RGN: 44 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 03/03/1537
ACK. CODE: ASS5IST CODE: W  AWARD AMT: 30,000 SURVEY: ¥ {¥Y DR W)
BUTLD DATE: CALIERATION:

ESP INFL: EXPIAES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMEMNTS -

1997703702

sev HAVIS: DRIGTWAL ++4
¢+ PRSSIBLE 12712 SERVICE PART CQVERAGE s+» REPAIE DATE:- 10796
]
*av WEHILLE INVOLVED IWN RECALL S8S48 2E599 ves
CUSTOMER SAYS:
- BROUGHT OM OCTOBER 30, 1956 TO QET THIS RECALL PEAFORMED
= SHE HAS BEEN WAITING SINCE THAT TIME TO GET THESE PARTS
~ HAS AN INTERM!TTYENT COMCERN WITH ¥THE WINDSHIELD WIFERS, THEY GET
MIODLE OF THE WINDOW
L

PER CUSTOMER, DEALER SAYS:

- THESE PARTS WILL BE IN THE SECOMD HALF OF DECEMRBER

- REPAIRED THIS IN OCTORER AMD IT STILL IS NOT REPRIRED

»

CUSTOMER SEEKS:

- TO GET THIS RECALL PERFORMED AND TO GET THE W1FERS REFPALRED LWMIER

»
CAC ADVISED:

=~ INFORMATION HAS BEEN DECUNENTED AND FORWARDED TO THE DEALER

- REQUEST M5. RHONOA KELLEY CUST REL WNGR TD CONTACT THE CUSTOMER
2 HUSINESS DAYS

1957/03/04

RECORDER FARTS FOR RECALLS

#AHTHLS 15 TRE CLOSING COMMENT

REORDERED PARTS 3-3-1997

OWNER RELATLIONS YOP/REMCHMARKING 09711798 FAMACARIG
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09/ 11798 MASTER OWMWER RELATIOMS Sv5TEM T 14_21.Q32

LR R LD LERLRE AR LR LLLLRRLERLELERLLEEREREEL S I R RS I I IR T R E R P N
G710BY GRE. Axid COHNCERN CONTACT YEH TYPE: (AR

P I TTSBURGH Ad ENSTR: A2 CONTACT MBR: 1DBIG25a0 DPENER: 03/0371947

YIN: 1ZVPTE IUTHG EWMGINE: U CLOSEN: D3/11/1947

---..--------.--t:--llﬂ.zl-l----I.-l--h-I--l -.1-----:--:-::-:E:i::f:::::
199770374 24

die HAVIS: DRIGLIMAL =n=

CUSTOMER SAYS:

-SAME CONCERMN AGS I0R1EDD40,

=SEAT BELT PARTS STILL WAOT 1N.

=UWHATS THE DELAY.

-KATE BUDZICK SAID SHE WOULD FOLLOW LUF WITH THIS BUT ] HAVE HOT HEALRD FROM
HER,

.

PER CUSTOMER, DEALER SAYS:

-RAIL/WMOTOR ASSEMALLES FOR SAFETY RECALL 965487956594
ARE OM MAJOR BACKORDER.

L]

CUSTOMER SEEKS:

~RECALL PARTS LUNDER 9G&548 DRDERED

‘

CAC ADVEISED:

-RAIL/MOTOR ASSFEMELIES FOR SAFETY HECALL 96548/05599
ARE OM WAJOR BACKORDER.

1997/03/26

CUSTOMER SAYS:

- CALLING BACK

= WANTE TO SFEAK WITH A KATE BUDIICK
-

FER CUSTOMER, DEALER SAYS:

- NOT RECENTLY CONTACTEO

-

CEUSTOMER SEEWS:

- TDO GET PARTS

-

CAC ADVISED:

= RATL/MOTOR ASSEMBLIES FOR SAFETY RECALL 9E54B/06599
ARE OW MAJOR BACKDROER.

OWNER RELATIONS VOP/BENCHMARKING 09711798 FANCARTE




gaf11,/98 MASTER DWNER RLLATIOMS S5¢YSTEM T] 14.21 .02
=achersscnnldnd do RSk EENENSF NI RECERAN S ARTNENSA A RTRCc IR~ EcNd-dxdba-No=-R-RE=RxT
B34 iMu GRPF: AaD4q INFORMATION CONYACT vEH TyFE: Cak
HAMSAS CI1TY 53 ZWfTR: L2 COWTACT NEBR: 10BIE1310 QRENED: 0371571997
vin: ] EMOINE CLOSED: 03/253/1997
LER B R IR LT RN N BN RN R LR R e e R R R PRl R RS ]
LAST NAME: - STATLS: CLOLED
TITLE: FIRST MAME: — M :

ADRDRESS -

HOME PHOME : BUS. PHOME:

MOREL YEAR: 1 MODEL : FROBE

MILEAGE: 835000 wWah:

DEALER MAME: RUSTY ECKFORD INC SALES CODE: 153201 P& A 053119
CAUSAL CODES: 1204 2801 SYMPTONS: 104 100

ORIGIN: 1) TRAMS. DST/RCN: TRAMS. DATE:
SERVILE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIET COOE: AWARD AMT: 0 SURVEY: (Y DR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEM RECALL: OwhER NOTIFIED: MICRO:

COMMENTS :

1997/03/ 2%

s+4ND VIN AVAILABLE=»v
CUSTDMER SAYS: )
- THERE 15 A RECALL OM THE SEATHELTS

= THE SEATBELT LIGHT REMAIMS ON, AMD THE DRIVER AND PASSENGER DO KOTF

= THE SEAT BELTS HAS TO BE UNHADKED TO USE
- ONMLY THE LAP BELY WORKS

L]

PER CUSTOMER, DEALER SAYS:IM SERVICE,
=~ PROYIDEND THE NUMBER TD THE ¥FBOOD

= THE PART I5 DN NATIDNAL BACKDROER

]

CUSTOMER SEEKS:
- THE STATUS OF
-

CAC ADVISED:

- UMABLE TO EXPEDITE THE FART,
AVAILABILITY INFORMATION

NO MAME GIVEN

THE SEATRELT

OWNER RELATICNS YOP/BENCHMARKING 09/711f38 FAACRRTO

STAY 1N TOUCH WITH OEALER FOR UP TQ

WORK

DATE PaRY




o9/11/98 MASTER DWMER RELATIOMNS SYSTEM 11 14.21.02
LL L EFRERL L FFERAERREELRRERERS EJ. 1 ELERELLYLEINERLELLEEEREENNELLELELRELH] FRER R 3 F 0 N )
445407 GRP: Xx14 INFORMAT1ON EONTACT VEH TYPE: CAR
ATLANTA 29 ZN/TR: D3 CONTACT MER: 10R243049%F  OFEWED: D3/S24/1987
VIM: 1 IVPTIOCIN EMGINE: € CLOSED: O2f24/1597
LL L EERREDFEN N LR R EREL L L RARERERY TR IEESEEN NN

LAST KWAME:

STATUS: CLOKED
TITLE: FIRST NAME: - mi:
ANNRESS : SE

EITY: EASLEY STATE: P: -
HOME PHONE : — BLIS . FHDHE:H

MEDEL YEAR: 91 MODEL : PROBE

MILEAGE : 0000 wsD:

OEALER MAME: BENSOM FORD-MERCURY SalES CODE: 121792 P & A 0ODHS2
CALSAL CODES: 12044 SYMPTDNS: 104 100

ORIGIN: Gh TRANS. OST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CORE: ASSIST CCOODE: AWARD AMT: 0 SURVEY: (¥ OR M)
BLILD OATE: CALTARATION:

ESF IWFO: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: MICRO:
COMMENTS :

1997/03/24

+++ WERMICLE IWVDLVED IMN RECALL 965S4B SE5598 w«»

evv WAVIS: SUBSEQUEMT +s»

CUSTOMER SAYS:

~CALLITNGQ BECAUSE SHE HAS BEEN WAITING FOR TwO MONTHS OM THE PARTS FOR THE SEAT
BELT RECALL

.

FER CUSTOMER, DEALER SAYS:

~THE PARTE ARE ON BACKORDER

L3

CUSTOMER SEET:

~PARYS DELIVERED ED ThAT 5HE CAN HAVYE THE RECALL PERFDHMER
»

Cal ADVISED:

-ADVTSED CUSTOMER TO STAY IM TOUCH WITH THE CUSTOMER RELATIOMS MANAGER BT THE
DEALERSHIP

OWHER RELATIONS VOP/BENCHMARKING 0G/11708 FAXCARTG




aa3f 11798 MASTER DWNER RELATIONS SYSTEM | 14,231,02
‘.:::::::-hd|l‘_l::lilﬁ'_:_:=:;:...-:::==-.nh-:;:=;..;.::;::.:;::::.tl::::::-n
23064 GRP: O6 CONCERN COMTACT YEH T+PE: CaR

SEATTLE 74 ZN/TR; 42 CONTALT MER: 10B2347.48 CPENED: 03/20/ 1997

V1N 1Z¥PT2OCH ENGIME: CLOSED: Q4/23/1997

L L L N I TN A T o It::-:..h:h::q:‘l;::==.-Il=:;.---:=:::='.-==

LAST MAME: STATUS: CLOSED
TITLE: FresT vane: [N ~:
ADDRESS

CITY: RENT 0N BTATE: Ie:
HOME PHONE ; _ BUS . PHONE ! _E.ﬂ
MODEL YEAR: MODEL: FROBE

MILEAGE : TEO00 wsh:

OFALER MNAME: SOUWD FORD INC SALES CDRE: 1749101 F& A: Dasii
CAUSAL CODES: 1042 SYMPTOMS : 104 100

ORIGIN: GO TRANS. OST/RBN: 74 TRANS. DATE:
SERVICESSALES: 1 CONTACT OATE: 0470471997
ACK. £DbE: ASSISY CODE: W AWARD AMY: O SURVEY: ¥ (¥ OR M)
BUILD DATE : CALIBERATION:

ESP IMFO: EXPIRES:

OPEN REGCALL: OWNER NOTIFIED: MICRO:

COMMENTS -

1997/03/20

v MAVIS: PROGRAM s»+

CUSTOMER SAYS:

= RECEIVED THE RECALL LETTER IN 10-9g

" THE SEATHELT ON B0tH SIOE%L ARE STICKING, WOULD LIKE OT SET UP AN
APPOTNTMENT FOR THE KECALL TO 8E PERFORMED

.

PER CUSTOMER, DEALER SAYS:

- THE PARTS FOR THE RECALL HAVE NOT EEEM MAMUFACTURED AND THEY 0O wOT HAVE
THEM YET, PER WIKE 1N SERVICE, CalLl BaCk

[

CUSTOMER SEEKS:

-~ RECALL PART INFORMATIDN

L]

CAC ADVISED:

-INFORMATION HAS BEEN DAOCLUMENTED AMD FDRWARDED TO THE DEALER

-REQUEST MR JIM GARMER S%C MNGR TO CONTACT THE CUSTOMER WITHIN 2 BUSIMESS
OAYS

1997704 710
AFATHLS IS THE CLOSING COMMENT
MARYELLENW

CUSTOMER HAS MOT RESPOWDED TO JIM ACKERMAMS CALL TO ATTEMPT TR SET UP APPD
INTMENT FOR RECALL ON SEATEELTS TO SEF JUST WHAT PARTS ARE MECESSARY TO ORDER
JO COMFLETE HIS RECALLS. WE WILL SCHEDULE THTS CLUSTOMER ASAP SHOLLD HE CALL A
T A LATER DATE TO HAVE RECALLS DONE.
TERRYR [uJIM ACKERMAM ASM|

DWNER RELATIONS VOF/BEMCHMARKING 09711798 FAXCARTG




oo 1184 MASTER OWMER RELATIONS Sv<rFEM |} 14.21.02
===I=-"='ll|.I:h:.-::-::::-::::::.:;:.llll-:l:l::::;:;;;l.-:‘]:;: S====GE=-EEARE--—-
E0&EJ4 GRA: O COMCERN CONACT YEH T¥PE: CAR
SEATTLE 73 ZMSTR: A2 CONTALT NER: 108234748  UFEMED: 07201847
VI 1zuPTzucaM5_ EMHEINE: CLOSED; Dajf23/1997
K-S S-S S-S E=r=-JdINEAARCEER--cEREC Y L = - lllIll-ll.::==;;;=:.l.l‘—_::t::q::a.l:....l::
T997/04 /15

CUSTOMER 5SAYS:

- THE SEAT EELT S5YSTEM

- NEED REFAIRS

L ]

FER CUSTOMER, DEALER SAYS:

= NO CONTACT

¥

CUSTOMER SEEKS:

- REPAIRS

*

CAC ADVEISED:

- INFORMAT10N HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER
=REQUEST ME. JIMW GARMER [5VC MHGR] TO COMTACT THE CLSTOMER WITHIN 2 BUSINESS
DAYS

1997/08 08

FICHE 2

OWMER RELATIONS VOP/EENCHMARKIMG 03/11/58 FARCARTG



09/11,/98 MASTER OWNWER RELATIDONWS SYSTEM TT 14.21.02
CLLERLELERELLLLEERRLLERLE L RN YR LR R e L L L L - - -1 A i ]
§797CS  GRP: XX03_ INFORMATION CONTACT VEH TYPE. CaR

NEW VYORK 131 ZMNSTR: CONTRACT MNBR: 10B2275L13 OPEMEDR: &4719f1997
WIN: |zw='rz|u:m* ENGIRE: U CLOSED: 034191907
LAST MAME: STATUS : CLOSED
TITLE: rrest have: [ -

ADDRESS :

CITY: N EELLMWORE STATE: 1p: _
HoNE PHone: BUS. PHOME:

MODEL YEAR: a1 MODEL :

MILEAGE : 1 wshi:

DEALER W4ME: ABLE FORDSALES 1HC SALES CODE: 113090 P E A: 03857
CAMJSAL CODES: 1204 12031 3403 SYMPTONS : 104100

ORIAIN: &0 TRANS. DST/RGNM: TRANS. DOATE:
SERVICE /SALES: 1 COMTACT DATE:

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

ESP IMFO: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRG:
COMMENTS ;

1997 /0319

woe WILEAGE UNAYAILABLE weon

«vx YEHICLE INVOLYED IM RECALL 98548, 96599 =rrx

waw HAWIS: SUBSECUENT wes

CLISTOMER SAYS:

= MR JAFFE: CALLINA ABOUT RECALL WOTLICES

- TDOK CAR 1IN ON JANUARY 1%, TOLD €-8 WEEWS FOR FARTS
- MARCH: PARTS ARE 0ON BACKORDER FOR ANDTHER &-3

- [ MANT YOJ TO KNOW THAY IF SOMETHLING HAPPENS WE WILL HOLD FORD RESPONSIHLE
+

FER CUSTCOMER, DEALER 5aAY5:
= PARTS DN BACKORDER 8 MORE WEEKS

CUSTOMER SEEKS:

- WHEN WILL PARYS HE [N FOR RECALL
*

CAC ADVISED:

#s¢ DUTHOLMD CALL TO EVAN KELLY, CUSTOMER RELATIONS MANAGER «»+»
- ADYISED OF SITUATION

= MR KELLY CHECKED WITH FARTS DEPARTMENT, HAVE CALLED 800 & AMD HAVE OM
EMERGEWCY ORDER, STSLL LoOWING AT 8 MORE WEEKS

=~ WILL CONTACT CUSYOMER WHEM PARTS COMES IW

OWNER RELATIONS VOP/BEMCHMARKING 09511798 FANCARTG




pafs11/88 MASTER OWHMER RELATIDNS SYSTEM 11 14.21,02
LI 8 X R AR R PR R RN L1 JddlRL) P AEEFLIRERRERERSNENNENENEREELEREREE]E] N NS 30 8
1317RD GRP: 09 CONCERN CONTACT VEH TYFE: CAR

aDR 10 INSTR: D2 COMTACT WBR: 10B22q224 DPENED : Q3f1E/ 1887
WIN: {ZVRTIOCON EMGIME: © CLOSED: O4701/1987

B R T ¥ e e e e R LR R s R R R P B PEL T L]
LAST MAME: STATLS: CLOSED
TITLE: FIRST MAME: Ml:

ADDRESS:

cITY: STATE " Z1F:

HOME RHOKE : BUS. PHONE: F -
MODEL YEAR: MODEL :

MILEAGE : 54000 wsh:

DEALER MAME: KENLY FORD IMNC SALES CDDE: 121608 P& A: ODIBD
CAUSAL CORES: 1263 SYMPTOMS : 104100

ORIAIN: BO TRANS. DST/REN- 24 TRAMS. DATE:
SERVICEFSALES: 1 CONTACT D&4TE: O373%/1997
ACK. CODE: A%515T CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILDO DATE: CALTARATION:

ESP INFO: EMPIRES:

CPEN RECALL: OWMER NDTIFIED: MLCRO:

COMMENTS :

1987/03/ 18

wve YEWICLE INVOLVED IN RECALL SESOS5 s+

#«4n YEHICLE ITMWOLWED [N RECALL 2ES4R waa

+ve MAVIS: PROGRAM +++

EUSTOMER SAYS:

-UPSET WITH DEALERSHIP $AYS THEY HUNG UP DN HIMW

-WANTS THE RECALLS PERFORMED

L 3

PER CUSTOMER, DEALER SAYS:

-HUMG LUF ON HIM

"

CUSTOMER SEEKS:

~RECALLS PERFORMED

.

CAC ADVISED:

- INFORMATION HAS BEEM ODCUMENTED AMD FORWARDED TD THE DEALER

~REQUEST MR. JOHNNY PAYELWA [ SvC WMnGR) TO CONTACT THE CUSTOMER WITHIN 2
BLUSINESS DAYS

1987/03/ 24

WE HAVE COWTACTED CUSTOMER AND HE IS COMIMG IN ON WED. £1/28/1897 EOR THE SERV
ICE DEPT TO LOOK AT VEHICLE AND DRDER THE HECESSARY PARTS FOR HIS DUTSTANDING
1%97/03/2%

#¥RATHTS IS5 THE CLODSING COMMENT

SEE PREVIOLS CONMNENTS, CUSTOMERS PROBLEM NOT WITH KEMLY FORD. OEALERSHIP HAS
PARTS OW DRDER, DUE TO RECALL, PART IS CON BaCK ORDER,. I AM CLOSING FOR TH1S%S RE
A0k,

OWMWER RELATIONS YOP/BENCHMARWING O089/11/98 FAXCARTG




oo/ 11798 MASTER OWMER RELATIONS SuSTEM 1T 14.21.02
JESHETIFFLIASENE A Arcrla - wrER -t === =-=c- - L - NS INANENL-FE-c-: _Cr- oSS S CSSECEECERgRLhEEm
561 TML GRP: Ka04 CORCERN CONTAGCT VEH TTFE: CHhR

ATLANTA a1 INSTR: EJ CONTACT MER: 108 |42600 ORENED: 02/25/1597
viN: 12?P12ncmm FNGINE: € CLOSED: 0371071997
SRR B FE ) L1 R NE )] SRR Bl EEEEEFEFL LS B B EE Ly S
LAST WAME:. STATUS: CLOSED

TITLE:

FiesT nase: [ «::
ADDRESS:
CITY: STATE: IP: -
woue wone: [N 0c eose: F
WODEL YEAR: B1 MOCEL :

MILEAGE : 28000 "+ H

DEALER MAME: CROSSROADS FORD, [N SALES CODE: 1310496 F & a: OoEQA
CAUSAL cODES: 1201 1204 SYMNPTOIMG : 104 100

ORIGIN: [£1)] TRANS. DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 4 CONTACT DATE: 0370371927
ACK. CODE: ASSIST CODE: 0  AWARD ANT: 0 SURVEY: K {Y¥ OR N}
BUILD DATE: CaLIBRATION:

ESF 1NFDO: EXFIRES:

OPEN RECALL: ODWMER NOTIFIED: MI1CRO:

COMMENTS :

1987 /02728

vvé YEHICLE INVOLYED IM RECALL BG588 ++w
e+ VEHICLE 1HYOLYED IN ONF QESAB r++

dam MNAVIZ: SUBSEQUENT =+

CUSTOMER SAYS:

~ SEAT BELTS ARE NOT WORKING OM THE WEHICLE
~ ORIVER SIDE IS5 WORSE

PER CUSTOMER, DEALER SAYS: PER SERVICE DEPARTMENT EBRAD LANGDON

- PARTS ARE EACK ORDERED

L

CUSTOMER SEEKS:

- REPAIR OF THE VEHICLE

-

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE CEALER

- REQUEST MR. KEW KINCAIR( SYC MNGR) TD CONTACT THE CUSTOMER WITHINM 2
BUSINESS DAYS

V997 /02727

CALL CLUSTOMER ON PHOME MUMEER THAT WAS LEFT BUT COULD WOT GET ANY ANSWER.
CALL WAS MADE ON 2-27-97 AT SPM.

1997 /038503

FAFTHIS IS THE CLOSING COMMENT

CALLED CUSTOMER TWICE AMD RECEIVED WO ANSWER AT THE PHONE HUMBER N FORD
CONMTACT, UNABLE TO CONTACT ELSTOMER

OWNER RELATLIONS VOP/BEWCHMARKIWG (9711794 FANCARTG




oo/ 11/98 MASTER DwMER RELATIDNS SySTEM 11 1d.210,02
=S ===s=cF:-=s-=x====cx=m=-m=-EENkdbadslsarbanibrrhechrhrsd - ac- s B S TEE-_I-E-E=E-mR-E-x=-==xkc
2207TEH GRF. xx13 COMCERN COMract VEH TYPE: CaR
WASHIMNGTON 27 INSTR: CONTACT NER: 10B273841 DPENED: O3f1B/F1997
VIN: 1zumrzo-:au* ENGINE: C CLOSED: 041571987
ER T Bl B 18 B Il e ek e B e o e e L AR R B ER R R R o]
LAST MAME: STATLS:

TITLE: FIRST MAME: MI:

ADDRESS:

CLTY: STATE: ME ZiP:

HOME  PHONE : m eus. rHDNE : [N

MOREL YEAR: a1 MDDEL : PRORE

MILEAGE : 91000 wsh:

DEALER MAME: SHEEAY FDRD INE SALES CODE: 12TD04 P B A: OQD4E
CAUSAL CDOES: 1204 13203 SYMPTOMS : 104 100

ORIGIN: ao TRAWS. DST/RGH: 27 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O04/04/7199T
ACK . CODE: ASSIST CDDE: W AWARD AMT: O SURVEY: ¥ LY AR N)
HUILD DATE: CALIBERATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS :

1931/03/18

wir THIS COMTACT IS OPENEDR DUE TO OFPEN RECALL SE543 AND SG59%9 w-s

avi MAVIS: ORIGIMNAL =%+

CUSTOMER 5AYS:

~ RECIEWED A RECALL WOTICE ABOUT THE SEAT BELT AND TOOK CAR Td FORD [N
NOVEMBER .

- WAS TOLD THE PARTS WERE KWOT IM AKO WAS TD COME BACK AFTER 12715795

= CALLED THE DEALER TODAY

L]

PER CUTTOMER, DEALER GAYS:

TODAY: THE PARTS ST1LL HAVE MOT CODME IM ¥YET FOR THE RECALL

CUSTOMER SEERSE:
= T8 HAVE PARTS COME IM TO HAVE THE RELALL PERFORMED

L J

CAC ADVISED:

=INFURMATION HAS BEEM DOCUMEMTED AND FORWARDED TO THE OEALER

~REQUEST MR. LES ASHRURMN [CUST REL MHWGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1887 /03,26

COURTNEY MALLOY CHECKED DN CUST. 5f0 PAATS FOR RECALL AND PARTS STILL
MOT IN, CALLED AND REDRDERED LEFT SIDE TRACK AKD MOTOR ASSEMBLY WILL
CONTACT CUST. WHEM PART ARRIVES, ESTIMATED TIME FQR PART 15 D3/X8F1997.
LEEZ &A.

1997/04 /00

##NTHIE 15 THE CLDSING COMMENT

SPECTAL ORCERED PARYS AGAIN GOT CUSTOMER IN ANO COMPLETED RECALL OW
VEHICLE aON 04/07/71887. CUAGT. HAPPY AND VERY UNODERSTANDING ABOUT MIX LP
wWITH HER PARTS. LES A.

OWNER RELATIONS VDPSEENCHMARKING [R711798 FARXCARTG




081 1/08 MASTER OwWHER REL ATLONS Se%1rM L1 14.21.00
BN NS S CECESCE=SC 2SS S5 SaACATA YA A A m N L e S M =S=S=253 . Zp- 2y ThidiESLSSSSSSaACA=ESRSEN
BE12RS GRA: XauH INFORMAT ION CONTACT VEHM TYPE: CAR
KANSAS CITY a3 ZN/TR: D2 CONTACT WBR: 10EZ194y: OPENED: OZf17/1997
VIN: L] ENGINE CLASED: 03/17/1997
=========I='=':-'--ll--t-t-:l=i======$=-=F---II=.:B::::'—=.‘-=.=.Illl.:.::========
LAST MAME: STATUS: CLODSED
TITLE; FIRST MAME: Mj:

ADDRESS !

CLTY: HALLWIN STATE; F: -
HOME PHONE : ] BUS. PHONE: F

MODEL YEAR: MODEL :

MILEAGE : 3120 WiD:

DEALER NAME: BEUCKMAN FORD INC SALES CODE: 153079 PEA: OBDiZ
CAUSAL CODES: 1303 1204 SYMPTOMS : 104100

DRLG1N: &0 TRANS. DST/RGN; TRANS. DATE:
SEAVICE/SALES: 1 CONTACT DATE:

ACK. CObE: ASSIST CORE: AMARD AMT; O SURVEY: Y OR W)
BUILD DATE: CALIBRATION:

ESP 1KFO: EXPIRES:

OFEM RECALL: OWNER NOTIFIED: HICRD:

COMMENTS .

1997/05/17

wrehil) WIN AVAILABLE-~w=~

CUSTOMER SAYS:

- THE WEHIGCLE IS IHVOLVED IN A RECALL FOR THE SEAT BRELTS
- THE DEALERSHIF ORDERED THE PARTS InN 4/20/57

+

PER CUSTOMER, DEALER SAYS: [PER RICK., FARTS]
- THEY HAVE THE PASSENGER SIDE SEAT RBELT N

L]
CUSTOMER SEEKS:
= TO GET THE VEHICLE REFAIRED

CAC ADVISED:

- THE DEALEREHIP HAL DIRECT ACCESS TD THE PARTS DELTVERY SYSTEM

- ODEALEREHIP IS THE BEST TECHNTCAL RESDURCE

- MR.RICK MZCLAIN (PARTS MANAGER) 1S IN THE BEST POSITION TO ASSIST ¥ou.

OWNER RELATIDNS VOP/RENCAMARKIMG O9f11/98 FAXPARTA




03/11 /498 MASTER QWNEHR RELATIDNS SYSTEM 11 14,21.02

T130LH GRP: X402 CONCERN CONTACT VEH TYFE: CaAR

KAMSAS OTTY 53 2ZHATR MTACT MEH: 10B214BT0 CPENED: 03/14/1997
VIN: 1IVPTZOCTM ENGIME: C CLOSED: O3f3871947

LAST MANE: STaTuS: CLOSED
CITY: STATE: Ip:

HEME PHONE - soe. srone: N

MODEL YEAR: 1 MODEL : PROBE

MILEAGE : 94000 WS

DEALER NAME: OON WYANCEFORD INC SALES CORE: 153499 P E A: 050389
CAUSAL CODES: 1253 SYMPTOMS : 104100 404000

ORIAIN: (1] TRANS. DRT/FRCMN: 33 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q3f 141997
ACK. CODE: ARSISYT CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE; CALTBRATION:

ESP INFO: EXFIRES:

DPEN RECALL: OWMER HOTIFIED:. MI1CRO:

COMMENTS :

1287/03/14

st4 YWEHICLE INVOLWVED IN OMP OSB70 »aw
=+ CONTACY OPEMED DUE TOD RECALLS 98548 AND 96599 +s+
*ur MNAUIS: SUBSEQUENT #ax
CUSTOMER SAYS:
-{-BOO FOOM WESTERM ALTD
=15 MY CAR TNVOLVED IN A RECALLY
+
FEE CUSTOMER, DERLER SAYS:
-NO COMTACT
L]
CUSTOMER SEEKS:
-RECALL IMNFORMATION
L
CAC ADYVISED:
=CAR INVOLVED TN RECALLS 96548 AND 96599, A% WELL A% ONP 9SETO
-IMFORMATICON HAS BEEN DOCLMENTED AND FORWARDED TO THE ODEALER

=~REQUEST MR. JOE HOFFMAH 1CUST SYC MMNGR) TO CONTACY THE CLSTOMER WITHIW 2
BUSIMESS DAYS
19597/03/21

#RETHIE IS5 T
TALKED UITHMN 3=-14=-97, UE HAVE CRDERED PART AKD ARE AMAITING
ARRIVAL. W AL SODM A5 FARTS ARRIVE

OWKER RELATIONS VOP/BENCHMARKING G0QH/11/98 FAXCARTG




oar11/98 MASTLR OWWIR RELATIONS SaSiEM | 14,211,022
LS AT ECSEELCL SIS LoESOoC L g=RTAR- LAt IpdaAschEckkz=c==. - - - =i i A=ha®hCL rE- A== .- -2Z-Z====>=
E349MdJ GHE: A-04 INFORMATION CUMIACT VEH T+PE, Cap
WASHINGTON 27 INSTR: [ COMTACT MBR: 10B140e5 DFEMED: OR/14/ 1887
WIN: 12VPT21LAME EMNGIME:. L CLOSED: Q371471987
=k=t======.—-=========l:III..I’IIII:I&&::==-==.=-—.==l=l=llIIkIhIh:t::::::l:l:...l-
LAST NAME : STATUS: CLOSED
TITLE: rest nave: [ -

ADOREES :

CITY: et (Y ETATE: _IP:

HOME PHONE : BUS. PHOME:

MODEL YEAR: 91 MOODEL : FROBE

MILEAGE: 100000 Wsh:

DEALER MAME: PFARRISH MOTOR COMPA SALES CODE: 1274%R P& A OBTGE2
CALSAL CODES: 1012 SYMPTOMS: 194100

ORIGIN: GO TRANS, DST/RGM: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AVARD AMT: 0 SURVEY: (¥ DR NI}
BUILD DATE: CALIERATION:

ESR INFD: EXPIRES:

OPEN RECALL: CWNER MOTIFIED: MICRO:

COMMENTS !

1987/03/14

war MAVIS: DRIGIMNAL +#»

CUSTOMNER SAYS:

~ THE VEHICLE HAS REEM AT THE DEALER SINCE 2/19/97

- THE DEALER ORDERED THE MOTOR AMOTHER PIECE LAST MEEK, BUT HAS WEVER
RECEINED THE FPART

£l

PER CUSTOMER, DEALER SAYS:JOHN STEPHENS, IN SERVICE

- FORD HAS NOT SEMT YHEM AMYTHIMWG

.

CUSTOMER SEEKE:

- THE STATUS OF THE PART

L]

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMENTED AND WILL FORMARD THE INFDRMATIDN

- TF THE PART 15 OWN 8ACK ORDER FORD wllL WOT BE ABLE TO EXPEDITE THE PART

OuNER RELATIONS VOP/BEMNOHMARKINE DO/11/98 FAXCARTE




09/ 11,/98

MASTEN ONNER RELATTONS SYSTEM ! 19.21.02
| FA S M F1I FR A FFE ST FFRER] LR RSN ERRENES AN Y TA RS-0 Ay L RERCRCRCE S N 00 ] ) |
1741LER GRP: A¥D4 INFORMATION CON1ACT WEH TVPE: CAR
CrlCAGD a1 IN/TR:  EAd CONTACT WER: 1082049231 QFEMED: O3S13/1807
WIN: 1ZVFTALCTMG ENGINE: C© CLOSED: D3/ 1%/1997
=== =====E==E= =o C= EE R B ER L E RS R A R ET AR RN R RERNRS N 3
LAST MAME: STATUS:

T « I

ADDRESS :

CITY: STATE: W1 ZIP:

HOME PHONE : h BUS. PHONC: I

MODEL YEAR: 91 MODEL : PROEBE

MILEAGE: 92000 WSO -

DEALER MWAME: TOWNME FORD SALES CODE: 141204 P& A&: DEI2D
CAUSAL CODES: 0218 SYMFTONS: 10 1 0

DRIAIN: G0 TRAWS. DST/RGN: TRAMS. OATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: AESEET CODE- AVARD AMT: O SURvEY: (¥ DR N}
BUILD DATE: CALIBRATION;

ESP I[NFO: EAPIRES:

OPEN RECALL: OWNER NMOTIFIED: MICRO:
COMMENTS :

1997/03/13

#3x YEHICLE THWVOLYED IN RECALL
CUSTOMER SAYS:

- MOCA FEOM DEALERSHIP

- HAS QUESTIONS ABOUT THE RECALL
-

PER CUSTOMER, DEALER SAvS:

- 1IN ORCER TO FERFORM THE RECALL,

-
CUSTOMER SEEKS:
- GET THE RECALL PERFORMED

-

CAC ADVISED:

BES48 AND 96593 w-x

THEY MEED THE PaRTS

=~ DEALER 15 IN THE BEST POSITION TO PROVIOE TECHNICAL ASSISTAMCE.

- FORT SUPPDRTS THE DIAGWOSIS OF

DWHER BELATIONS VOF/BENCHMARKLING 02/11/98

THE DEALERSHIF

FRACARTG




G/ 11788 H2STER DWNER RELATIONS S.5TEM || 14,031,088
X S E S S S S S SIS S S S SSrF S-S ESTANL LN am oo -m=-Cc=S=S=S=S - =, aAasNaRzsETRx=x======3=%F
2ER3IC GRP: OF CONCERN COMTACT VEH TYPE: CaAR
DALLAS 52 ZHSTR: CONTACT MEBR: 10B2QESE1 OPEMED: 0D3/13/1987
VIN; 1zupr2mxu5* ENGINE: € CLDSED: OB/26/1997
EEEE eSS IS OEE=N=E==—R===>=S== = I EEEEEEEE R =N C-NEr-c-cc-=c=CCSS S EASHEEEEE e ER—F——=—=-—=-=—=—
LAST MAME : STATUS: CLOSED
TITLE: First nae : [N (T

ADDRESS :

CITY. LUBBOCK STATE: T ZIP; -
oM pHone - aus. poone : [

MODEL YEAR: a MODEL : PROBE

MILEAGE : 1 wih:

DEALER NAME: PIONEER LINCOLM-MER SALES CODE: 2A7204 P & A 10HE]
CAUGAL CODES: 1203 1012 SYMPTOMS: 104100

ORIGLH: =1 TRANS. DST/RGW: B7 TRANS, QATE:
SERVICE/SALES: 1 CONTACT DATE: Q371371997
ACH. CODE: ASSIST CODE: D AWARD AMT: O SLURVEY: ¥ LY OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEHW RECALL: OWMER MNOTIFIED: MICRO:

COMMENTS :

1897703712

wev NAVIS: SUBSEQUENT ~«+

wve VEHICLE [NVOLVED IN RECALL 98548 AND 98533 -«

CLISTOMER SAYS:

*eFATHER IS CALLING DM SEHALF OF HIS CUSTOMER:

= CUSTOMER HAS BEEN WAITING FOR THE RECALL TO 8E FERFORMED FOR 3 MONTHS
= DOES MDT KNOW WHAT DEALERSHIP HIS SON 'S WORKING WITH

= HIS 50N IS5 LIVINGE IH FLORIDA

L

PER CUSTOMER, DEALER SAYS:

= MO CONTACT

L

CUSTOMER SEEKS:

= TO HAVE THE RECALL PERFERMED

*

CAC ADVISED:

- CUSTOMER WILL HAVE H15 SON CALL BACK W)TH THE OJEALERSHIP MAME
= MNEXAT ES5R PLEASE UPGRADE THE CONTACT A5 NECESSARY

199?703/ 13

THIS COMTACT I% AW UPGHADNE DF CONTACT MUMAER 10A202380

+m+ THIS CONTACT IS DPENED DUE TO OPEN RECALL 9454B AKD SE593 «rs
set MNAVIE: PROGHAM #xwu

CUSTOMER SAYS:

- STILL HASN'T EEENM AHLE TO HAVE RECALL PERFORMED

CUSTOMER 153 CURRENTLY VACATIONING IN FLORIDA THROUGH MWAY 410
DAYTIME PHOME MUMBER 15 WHERE HE CAM AE CURRENTLY REACHED AT
SEAT BELTS ARE CURRENLTY INQPERATIVE

L]

PER CUSTOMER, DEALER ZAYS:

- ON BACKODRDER FROW FDRD AND WAITIMNG TO RECIVE PARTS STNCE SEPTEMERER
- FORD IS WAITING UNITL TrEY CaAN SEMD (1500 PARTS

OWNER RELATIONS VOP/BENCHMARKING QB/11/98 FARCARTG




oa/11 /28 HASTER OWNER RELATIOME S¥STEM 11 14, 21,602
EE- - hadd b - kR R A e -—m Tl S-S == =-=S=SSFE=SS =S -SA==SEsRENENSRE-Ro-k=—x=======%=%
2EAIJE GRF: ap COMNCERN COMTACT VEH TYPE: CAR
DALLAS o2 ZNSTR CONTACT MBR: 108308661 OFENEDR: 03f13/1997
ViN: 1ZYPT 200 AW EMGIME: C CLOSED: O8/2671897
EEE EEE EE BT EEN ER s B ) BT | L1 L ELTEREESF N IR L PR R R R I Y I T T AT T
18997/03/13

x

CUSTOMER SEEKG:
= RECALL PERFORMED

Ed
CAC AOVISED:

=INFORMATIDN HAS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER

=REQUEST MR. GLENM A. ALUSMUS SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 23
BUSINESRS DAYSZ

1997/06/19
#AFTHIS IS THE CLOSLMG COMMENT
WEHICLE HAS ERAMDED TITLE

OWNER RELAYIONS VOP/BREMCHMAAKING 711798 FARCARTG




Gafiifaa MASTER DWHEH RFLAIIONS SiSTEM ] 14.21.02
CE S E IE X o E CSEXEEIr SN S S S S S I LSS S S S S S L SRR S LSl SE LI IS c-s -l -ATmEdxbhx- - -c-oc-c-c-c-===o
G18SLL GRP: ax01 INFORMATION COWTACT WEH TiPE: CAR
BALLAS CONTACT NER: 108203380 OPEMEL: 03/ 12741997
vIN: ENGINE: C CLDSED: 03/12/19G7
L L LD L LR L EEmE K K - T T TSI S SS SSESSa - ITARAAAERTIE A R ARk ==x=
LAST MNAME : STATUS: CLOSED
TITLE: FIRST NAHE;- M :

ADDRESS :

CITY: % STATE: Tx ZIF: -
HOME PHONE : aus. PI-!:INE:F

MODEL YEAR: 21 MODEL :

MILEAGE : 1 W5D:

DEALER NAME: PIONEER LINCOLN-MER SALES CODE: 567204 P 5 A 10BEZ
CAUSAL CODES: (203 SYMPTONS ; 104100

ORIATIN: Go TRANS. DSY/RGN: TRANS. DAYTE:
SERVICE/SALES: 1 CONTACT DATE:

ALK. CDDE: ASSIST CODE: AWARD AMT: @ SURVEY: (¥ OR N}
BUILD DATE: CAL IBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: OWKER WOTIFIED: MICRO

COMMENTS :

1997/03/ 12

whs NAVES: SUBSEQLENT #ew

4w YFHICLE INVOLVED TN RECALL 96548 AND 96590 =uas

CUSTOMER SAYS:

*+FATHER IS CALLING OM BERALF OF HIS CUSTOMER:

- CUSTOMER HAS BEEN WAITING FOR THE RECALL TO BE FERFORMED FCAR 3 MONTHS
= DOES MOT ®hOW WHAT DEALEREHIF HIS S0M 5 WORKING WITH

- HIS %0N 15 LIVING IN FLORIOA

L

PER CUSTOMER, DBEALER SAYS:

- NO CONTACT

¥

CUSTOMER SEEKS:

= TO HAVE THE RECALL PERFORMED

-

CAC ADVISED:

~ CUSTOMER WILL HAWE HIS SOM CALL BACK WITH THE DEALERSHIP HAME
= MEAT CSR PLEASE LUPGRADE THE CONTACT AS HECESSARY

1997/0a7113

THIS CONTACT HAS HEEM UPGRADED. THE NEW CONWTACT IS 10H20RSES1

OWNER RELATIONS VOF/BEMCHMARKING 08711798 FAKCARTG




o9y 11/98 MASTER OWNER RELATIDNS Srslim 11 14,2102
.-...-:-:--..,-:-:-:x::::-llil-l::;:::‘lllllll=====—'===*l=l=l='¥=========!=l=t=
AZ13LT GRP: AX03 INFORMAT LOM CONTACT YEH TYPE: CAR
MEMPHIS 23 ZN/TR: COMTACT WAR: {ORIGHLZE DPENED: D3F13/1997
VIN: 1szTauc5n5h EMGINE: C CLOSED: ©03/13/1997
mumanxx=—cmumifh =;:llll.jll========::ltl:l=l=====-===l=l=l=
LAST MNAME: aTATUS:

TITLE: rrsT name: [N uE:

ADDRESS:

CITY: ETATE: IP.

HOME PHONE : m BUS. PHONE:

MODEL YEAR: X MOOEL : FROGE

MILEARE : 1 ODOD0 wsh:

DEALER NAME: NORTH FDINT FORO, I SALES CODE: 1323007 P& A DEQZI
CALSAL CODES: 1202 1012 SYMPTOMS : 104 100

ORLIGEN: a0 THANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: {¥ QR NI
EUILDG DATE: CALIBRATION;

E5F LHED: EXPTRES:

OPEN RECALL: OWNRER HATIF1ED: MICRO:

COMMENTS :

1987 /027 19

ton WEHICLE INVOLVED TH RECALL 96548 A 95599 - &

ten NAVIS: DRIGIMAL sw»

CLUSTOMER SAYS:

-~ RECEIVED RECALLS 9854EF & 95539

- ToDK VEHICLE TO DEALERSHIP AT THE END DF 13796

- WAS MOTDRIZED SEAT BELTS

.

FER CUSTDMER, DEALER SAYS:

- IM 10786 LE DRDERED THE PARTS

- 3713/97 PARTS ARE ON BACKURLER AND DO HOT KNOW WHEN THEY ARE GOING TO COME
IN

»

CUSTOMER SEEXS:

- WAWNTS TO WMNDW WHEH SHE IS GDING TO GET HER PARTS

L ]

CAC ADWISED:

- CERVICE MAMNAGER 15 IM SEST POSITION TO ASSIST ¥YOuU IN GETTING YOU THOSE PARTS

DwNER RELATIDNS wOP/BENCHMARKING O#/11/98 FAXCARTG




oa/11798 MASTER OWNER REIATIONS SYSIFM ! 14.21.02
ExrEcrhk xR acEAIdicAExk b c ERENR 2 sk Ao -Baxdr-oxrod - i CSoEKSSS oSS =SS=S=SS=S=SS=S===
£185LL GRP: AXD CONCERN CONMTALCT WEH TYPE: TaAR
DETROIT 4B ENFTR: afl CONTACT NBR: 108206582 OFENED: ©3/13/1997
WIN: 2aLOM EHNGINE: L CLOSED: 03726/ 1997
SHESFSSAES === B RN B e E ] By R s L EIRRERRL AR FYN] )
LAST MANE: STATUS: ELOSED
TITLE: FIRGT NAME: - MI:

ADDRESS :

CIT¥: STATE: P

MODEL YEAR: o1 MODEL . PROBE

MILEAGE: 1 wsh:

DEALER MAME: RI1YERSIDEFORD SALES SALES CODE: 14E004 F B A O2EGR
CAUSAL CODES: 1203 SYMPTOMS: 104100

CRIGIN: 1] TRANS. DST/RGH: 48 TRANS. DATE:
SERVIGE/SALES: 1 CONTACT DATE: 037191997
ACK. CORE: ASSIST CODE: W AWARD AMNT: 0 SURVEY: ¥ [¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OPEM RECALL: OwNER NOTIFIED: MICRG:

COMMENTS ;

1997703713

ras VWEHICLE TNVOLVED IN RECALL FES4E AND 9BSHH ws»a

w3 NAVIS: SUBSERUENT »=+»

CUSTDMER SAYS:

= MADE AN AFPDIMWTMENT TO HAVE THE RECALL FERFORMED OM 2-24-97

- THE SERVICE MANAZER SAIOD HWE WOULD DADER THE PARTS OM 2-24-O7T

- WOULD HAVE LIKED THE DEALER TO KEEP [N COMTACT WITH HER REGARDING THE
PARTS

[

FER CUSTOMER. DEALER SAYS:

= WE WILL ORDER THE PARTS

E

CUSTOMER SEEKS:

- TD HAYE THE RECALL PERFORMED

-

CaC ADYI1SED:

=INFORMATION HAS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER

~REQUEST MR. LES CaASEY (5WC MMGR) TO CONTACT THE CUSTOMER WITHIM I BUSIHESS
DANS
1997/03/ 19

FRITHIS IS5 THE GCLOSING COMMENT

ORDERED PARTS FOR 80TH RETALL, INFORMEDR BY HOT LINE THAT PARTS ARE EXPECTED IN
4-B WEEKL, INFDRMED CUSTOMER AND RESCHEDIILEQD APPOEINTMENT .

OWMER RELATIOWS VOP/BEWCHMARKINMG 99511738 FARCARTG




oa/11/98 MASTER OWNER RELATIDME SW3TEm TI 14.21.02
—=S===c==-Sp===S=-==s=-====x===r=#ECCCSSESS XSS ESSOS SIS S SSSSSTSSSSSSESsSS3SSEESISSEES
BES0BP GRp. XX13 INFORMATION COMTACT VEH TYPE: CAR
BOSTON 11 PNFTR: €1 COMTACT MNAR: 10200255 OPEMED: D3S12/1997
WIM: ] EMNGIME : CLOSED: O3F12/1997
Am=-NERcEEI-NCcg = Al SN R -EENEEEcCcEE - kLo koA =X=c======3=
LAST NAME : STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS :

CITY: STATE: HP:

HOME PHONE ! BuS. PHONE:

MODEL YEAR: 91 MODEL : FROBE

MILEAGE : 95000 WSO

PEALER NAME: AUGQUSTA FORP SALES CDDE: 111584 P& A CBSAD
CALISAL COPES: 1012 ZAQ2 SYMPTOMS: 104 100

ORIGIN: an TRANS, DST/RGMN: TRAME. DATE:
SERVICE/SALES: o CONTACT DATE:

ACK. COOE, ASSISY CODE: AWARD AMT ; O SURVEY: (¥ OR N)
BulLl DaTE: CALIHARAYT 1OMN:

ESF THFD: EXPIRES:

OFEN RECALL: OWNMER NOTIFLED: MICRO:

COMMEMNTS :

1997/03/ 12

*n+h0 YIMN AVAILABLE~»*

CUSTOMER SAYS:

-INVOLVED IM A SEAT BELT RECALL
-WAITING FOR THE FPARTS

.

PER CUSTOMER,. DEALER SAYS:

=0N NATIONAL HACK ORDER

-ROMALD DUMMING PARTS MAMNAGER

E
CUSTOMER SEEKS:
~RECALL FERFORMED

-
Cac ADY1AED:
~INFORMATION HAS BEEM DDCUMENTED AWD FORWARDED TO THE DEALER

-CENTINUE TO COMMUNICATED WITH THE PARTS MAMAGER FONALD DUMNING FOR PARTS
ACCESSIBILITY

OWKER RELATIDNS VOF/HEWCHMARKIMG ©03/11/88 FaXCARTG



03/ 11749k HASTER DWNLR RELAITONS S05'10M LI 14,241,082
EN e . s EAE EAL AL AN S S S S S =SS S SCSJUNEANsalzEmCm S LS . . - SL-d-EkRcAC==========@ma
TS GRP: ArOS CONCERM CONTRCT VEH TfPE:. CAR

SDR 18 ZNFTR: CONTRCT NEBR: 10R198>3'S OPEMED: O2/11/1997
VIN 1ZURT20C0MS ENGINE: © CLOSED: oa/01/1997

e By B

LAST MAME: STATUS: CLOSED
TITLE: FIRST mus-.- M1 :

ADDRESS :

orTY: STATE. hc R
HOME PHONE : BLS. PHONE: F‘

WOBEL YEAR: a1 MODEL : ORE

WM1LERAE : DEQDO WsD:

DEALER NAME: HUNNLCUTTFORO IWNC  SALES CODE: 124630 F & A 010985
CAUSAL CODES: 31001 SYMPTOMS: 104100

NRIGIN: Gh TRANS. DST/RGH: 21 TRANS. DATE:
SERVICE/SALES: 1 COWNTACT DATE: O3/12/194a7
ACK. CODE: ASSIST CODE: P AMWARD AMT: C SURVEY: ¥ (Y DR N)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES :

OPEM RECALL: CWHWER WOTIFIED: MLCRO:

COMMENTS:

1897703/ 11

wer YEHICLE INVOLVED IN RECALL B65S48 +++

wed MAYIS: SUBSEQUENT #ea

CUSTOMER SAVS:

=SHE HAS A RECALLISES48 & 9E599) OM HER VEHICLE FOR THE SEAT AFLTS
=THE DEALERSHIP HAS WOT RECEIVED THE PARTS FOR THE VEHICLE

L]

PER CUSTOMER, DEALER SAYS:

“THE PARTS RREN"T 5N AT THIS TIME

-

CUSTOMER SEERS:

-uHY THE PARTS ARENM'T IN AT THIE TIME

L

CAC ADWISED:

-~1NFORMATION HAS BEEN DOCUMENTED AMWD FORWARDED TO THE DEALER

-REQUEST MR. JOHN SEABROOKS(CUST REL WNGR) TR CONTACST THE CUSTDMER WITHIN 2
BUSTINESS DAYS

199T/03/0%

#¥eTHLS IS THE CLOSIMG COMMENT

REPAIRED AFTER FDRD FIMALY MWADE SOME PARTS. REPATRED DN BO4 D10GR4

OWHER RELATIONS VOP/RENCHMARKING 09711798 FAICARTE




obf11/498 MASTER OwNER RELATIONS SvSTEmM T 14.21.02

20944BEM GRP: x%04 CONCERN COMTACT VEH TYPE: CAR

P1TTSBLRGH 44 IN/TR ONTACT MBR: 1D81UE974 OPENED: 0Q3F11/14997
YiH: 12VPTIOCEM EMGIME: € CLOSED: O3/21719497

AEEEEEE N ESESEEEEEEEEEEEEEN EEE NN NGNS SN EAEEEEEEEEEcrEENERNFECSxE>—_E-A-——=—ix

LAST MNAME : STRYUS: CLDSED
TITLE: FIRST NAHE:- MI:
ADDRESS:

HOME FHOME - BUS. PHOKE:

NOREL YEAR: g1 MODEL : PROBE

MIL_EARE : 103000 WSO

DEALER MAME: JACK ADKINS FORD, 1 SALES COOE: 144016 P& A DOSTS
CAUSAL CODES: 1203 19RA SYMPTOMS 104100

oRiGEM: Go TRANS. DS5T/RGN: 44 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 0371271897
ALK. CODE: ASSIAT CODE: W AWARD AMT: O SURVEY: ¥ [Y OR N)
BUILD DATE: CALIORATION:

ESP INFO: EXPIRES:

OPEM RECALL: - DWMER MOTIFLED: MICRO:

CONMMENTS :

19977037 11

1o PARRYS DELATY OVER 30 DAYS +4+

wasv THIS £OMTACT IS OQPENED DUE TO OPEN RECALL S6S4E AND 96599 we-
vewr MAVIS: SUBSEQUENT »%x

CUSTDOMER SAYS:

~SEATEELTE ARE MNOT WORKING PROPEALY

-1 RECEIVED A WATICE FOR THE SEATBELT RECALL
-THE PARTS WERE ORDERED 5 MINTHS AGD

=1*yE GOME LP THERE TWICE ABOUT THIS

-

PER CUSTOMER, DEALER SaYS:

=DNLY ONE HAS CDME IM

=THE PARTS AAE MHOT AVAILABLE YET

-

CUSTOMER SEEKS:

-YERIGLE REPAIRED

L

CAC ADVISED:

~INFORMATION HAS BEEN OOCUMENMTED AMD FORWARDED TO THE DEALERSHIF WITH A COPY
Td THE REGIOMAL OFFICE.

~REQUEST MR.GREG KRAJEWSHI (CUST. REL MNGR] CONTACT Tr€ CUSTOMER WITHIN 2
BUSIMESS DAYS

1837 /02f 14

#HNTHIS IS THE CLOSING COMMENT

THE DAY THIE INFD WAS DFEMED TS THE DAY WE FIMALLY GOT THE PART

{17 WAS DSB). WE CALLED MO TOLD HER THE PART HAS JUST COME 1N AND
SHE IS SCHEDULED FDR MWE ECISION].

THAMK vOU,
GREG KRAJEWSKI

OWMEA RELATIONS YOP/BEMCHMARKING D9/ 11/9E FARCARTG




oa/11/98 MASTER DwhER RELATLONS S¥STEM T1 14,214, 02
[ R L L] ERNRER TR R ERL L LR RN R N R L NI NI T
ETORJIS GRP: Xx0a INFORMATION CONTACT vEH TY¥PE: CaR

KANSAS CITY 53 IN/TR: D1 CONTACT WBR: 1DBE152H18 OPENED: 031071907

VIN: 12VP T2 1UEMS

EMGIMNE: U CLOSED: 03710719397

EEREREEET Bl Bl 28 LBy A RRELE R L ERE T R )

LAST MWAME: STATUS:
TITLE: FIRST HII.HE.'- MI:

AODAESS:

CITY: m STATE: -

HOME PHOME : BUS. PHOME :_

MODEL YEAR: g1 MODEL - PROBE

MILEAGE: FHO00 Wik

DEALER NAME: KRIBS FORD IMC SALES CODE: 1530532 P& A: ODEIER
CAUSAL CDDES: 1202 10RA SYNPTOMS: 104100

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

ACK . CDODE: ASS515Y CoDE: AMARO AMT: O SURVEY: (¥ QR N}
BUILD DATE: CALIBRATION

E5F INFD: EXPIRES:

UPEN RECALL: DWNER WOTIFIED: MICRO:
CONKENTS !

199/037 10

++y THIS CONTACY 1% DPENED DUE TO OPEN RECALL 95548, B6559 +r»
#»» PARTS DELAY OVER ID DAYS wwe

v NAWIS: ORLGINAL ren

CUSTOMER SAYES:

= TRE CUSTOMER DRDERED THE WERICLES PAAY SN DECEMBER OF 19985

L]

PER CUSTOMER, DEALER SAYS:

- NO CONTACT

.

CUSTOMER SEEKS:

- THE WEHLIZLES PARTS

[ ]

CAC ADVISED:

- INFORMATION MAS BEEN DOCUMENTER ANG FORMARDED TD THE DEALERSHIP WITH A
COPY TQ THE REGIONAL OFFICE.

- REQUEST MR. MARK CODV(SVC MNGR) EONTACT THE CUSTOMER WITHIN 2  BUSINESS
SAYS

TH1S CONTACT HAS BEEN UPGRADED. THE NEW CONTACT IS 108192433

OWNER RELATIONS VOR/BENCHMARKING 09/11/98 FANCARTG




09/ 11/98 MASTER OWHMER RELATIONS SYSTEM II 14,21.02
EErz-odE - I r=SEr-C-ErEX - CS XS SRS S S S SCS S CSXCS S SO SIS S A ATIEEFERANEREREmR-EITI-—TCC=—=-==-=====
670845 GHPE: AMG3 CONCERN CONTACT YEH TYPE: CAR
KANSAS CITY 853 ZN/TR: hcnwnﬂ NER: 10A192B33 OPENED: Q37101997
YIM: 11unwa1unnﬁ EWGINE: U CLOSED : §d/0a71397
EEExcERiEr-&mx — —— ——— e e R ) Bt R R R E R L] N
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: MI:
CITY: FERGUSON STATE:
HOME PHONE : HUS. PHﬂNE
HMODEL YEAR: -] MOOEL : PROBE
NILEASGE: 78000 wai:
DEALER MAME: KRIE% FOROD 1NC SALES CODE: 133052 P & A: O$E188
CALSAL CODES: 1ORA 1203 10RA EYHPTOMNG : 404 100
QRIGIN: 1] TRANS. DST/RGBN: 53 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 0u#/02/1697
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [Y OR NI}
BUILD DATE: CALIBRATION:
ESF IMFD: EXPIRES:
OPEM RECALL: OWNER MNAOTIFIED: MICHO:
COMMENTS:

199703710

*4+4 THIS COMTACT !5 OPENED DLE TO OPEW RECALL 9GS4H, SESEY #4=+

»r+ PARTS DELAY OVER 30 DAYS e+

*aw NAYIS: DRIGIMAL #ew

CUSTOWER SAYS:

~ THE CUSTOMER QRDERED THE VEHIGCLES PART IN DECEMBER OF 19585

PER CUSTOMER, DEALER GAYS:
- NO CONTACT

L]

CUSTOMER SEEKS:

= THE WEHICLEE FARTS

-

CAC ARWISED:

= INFORMATIOM HAS BEEM DOCUMENTED AND FORWARDED T THE DEALERSHLIPR WITH A
CoOPY YD THE REGIDNAL OFFICE,
- REQUEST MR. MARM CODDY(5YC MNGR) COMNTACT THE CUSTOMER WITHIN 2 EUSINESS

DAY S
THIS COMTACT 1I5 AN UPGRADE OF CONTACT WUMBER 10B152E1R

L]
CAC ADVISED:
++ CSR [5 LUPCATIMG THE CONTACT Ta MAKE IT A CONCERN

OWNER RELATIONS VDP/EEWNCHMARKING 09711738 FARCARTS



o8/11,/98 MASTER ODWMER RELATIONS SrS1EM 11 14, 21,02
L e Ll e A PR L B RN RN RN L ENREEEREN R T E L ]
B230TH GRP: kX066 CONCERN CONTACT VEH TwPE: CAR

S5O0R 10 INSTR: CONTACT KWBR. YOB1BGHG3 OFEMED: OI/07/1997

V1N: 12WPT21LIMS ENGINE: U CLOSED: 03/1B/1687
AiENIEENEN A EEREEEREL - BEE.E&o = W RSl S S SSES SRl SR EAX AN AEE NN kN R kaEkCE==E==
LAST NAME; STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS

CITY: STATE : cA 210 [ R

HDME PHONE : BUS. PHOME: F
MDDEL YEAR: 31 HODEL:

MILEAGE: 73000 wsD:

DEALER NAME: HAMMOMD FDRD-MERCLUR SALES CODE: 172456 F & A: QFIET
CAUSAL CODES: 3DOM SYMATOMS - 104 100

DRIGIN: GO TRAMS. DST/RGN: 72 TRANS. DAYE:
SERVICE/SALES: 1 CONTACT DAYE: 08/1171997
ACK. CODE: ASEIST CODE: R AWARD ANT: O SURVEY: ¥ [¥ DR NI
BUILD DATE: CALIBRATION:

ESP INFQ: EXP1RES:

OPENM RECALL: OWNER HWOTIFIED: MICRD:

CONMENTS :

1887703707

#%¢ THLIS COWTACT IS5 OQFENMED DUE TO OPEM RECALL BES4E AND 96599 wvw

#%¢ MNAVIS: SLUASEQUENT ++-

CUSTOMER SAYS:

-#300 DBTAINED FROM DOUG

-NO DAYTIME PHOME AVAILABLE

~OMCE THE SEATHRELT RESTRACTS; THE SEATBELTS WOULD LOCK THE CUSTGMER 1N THE
SEAT

»

PER CUSTYOMER, DEALER SAYS:

-PER DOUL (SERVICE DEFARTMENT): THE SEATRELT IS HALF SAFE AND HaLF NOT THEY
CAMNOT GET THE PARTS IN AT THIS TIME;: THE PaARTS ARE ON BACK ORDER

"

CUSTOMER SEEKS:

~RESOLUTION TO CONCERM

L]

CAC ADVISED:

=INFDRMATION HAS BEEN DOCLUMEMTED AMD FORWARDOED TD THE DEALER

=REQUEST MR DOW PAIS (SUC MMGR)Y TD COMTACT THE EUSTOMER WITHIN 2 EBLSIMESS
RAYS

1957/03/7 114

#XXTHIS I5 THE CLOSING COMMENT

CSM COMMENTS:

CUSTOMER MEEDRS TO CONTALT DEALER TO HAVE THE NECESS5ARY RECALLS PERFORMED
ON THE VEHICLE SINCE THE CUSTOMER ODDES NDT HAVE A DAVTIME PHONE WUMBER AMD
HAS NOT COMNTACTED THE DEALER TO ARRANGE FOR AN APPOINTMENT. PLEASE ADVISE
CUSTOMER ACCORDINGL Y., THANK YOU.

GLS

OWMER RELATIONS WOR/RENCHMARKING 080/11/88 FAXCARYG



08/ 11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
ETRNEOCA=C=—CERFRERP - ANSE-SdrFrSTASA IR S E=F =S 7SS EEPFLAL-ITANZEERECEEN-oc-ox-m-B-=—=====
OGS0 AR GRP: XXi4 IMFORMATION CONTACT VEH TYPE: CTAR
DETROLT 4B ZN/TR; CONTACT NBR: 10OR1BSG38  DPENED: 0370771997
YIN: 1 ZVPT20CE “ ENGINE: ¢ CLOSED: O3,07/71387
ma=a=s====EgsgE===3 T T ErEr e EERS EFEFEES FETEY EET T T T 1T T3 T8 TS ¥ WPy oy
LAST NAME: STATUS: CLOSED
TITLE: IRST NAME: - ME:
ADDRESS ; APT 1
CITY: EAST LANSING STATE: M1 ZIp; _
HOME PHONE : sus. Prone : I
MODEL YEAR: 91 HDBEL ;
MILEAGE : 1 15000 WiD:
DEALER MAME: CAMPEUS FORD InC SALES CODE: rdgaraf P E A: a893
CALUSAL CDDES: 1204 SYWPTOMS : 104100
ORIGIN: GO TRAMS . DSTHEGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT OATE:
ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE; CALIBRATION:
ESP INFQ: EXPIRES:
CPEN RECALL: OWNER MOTIFIED: MICRO:
COMMENTS ;

1997 /03/07

e MAVIS: SUBSEQLIENT #ew

CUSTOMER SAYS:

- WEHICLE WAS IMVOLYED IM THE SEAT BELT RECALL
- THE DEALER CAM HOT GIWE HIM A DATE TO WHEN TH1S CAN BE DONE

PER CUSTOMER, DEALER SAYS:
- WAITING ON PARTS

-

CUSTONER SEEKS:

- TD HAVE RECALL PERFORMED

Ed
CAC ADVISED:

- DEALER IS IN THE BEST POGITION TO PROVIDE TECHMICAL ASSISTANCE,
~ FORD SUPPORTS THE DIAGMOSIS OF THE DEALERSHIP

OwWMER RELATEONS VOP/BEMCHMARKING OO/11/8H FAXCARTG




0911 /98 MASTER OWMER RELATIONS SvSTEM II 14,21 .62
EEEAERELEEYFO-_——EIasEcEEEEENNE=F o=k ace=mhkckecEFECNINA=AEF=RI=======S==5=S
T481RL GRPE: A%13 COWCERM CONTACT YEH TYPE: CAR
SEATTLE T4 INSTR: A2 COMTACT MER: 108180629 OFEMNED: Q370671927
VIN: szver21uans [N ENGINE: U CLOSED: 03/24/1937
:h:l:.-lIIillll;‘;.:::l::l:::::l-llIIl...llil'.:Fl::===I'=====I===-=l=t=tlt.l.tl'.ll
LAST MAME: 5TATUS: CLOSED
A0ORESS -

CITY: ELMEHOORF AFB STATE: _IP:

HomE pHONE : BUS. PHONE:

MODEL YEAR: a4 MDDEL: PROBE

NILEAGE : 100000 W5

NEALER WAME: CAL WORTHIMGTOM FOR SALES CDDE: 174541 P & A, OBE1E
CAUSAL CODES: 1204 SYMPTOMS : 104 100

ORIGYM: ad YRAMS. DSTFRGH: 74 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 0351771997
ACK. CODE: ASSIST SODE: W AWAAD ANT: G SURVEY: ¥ (Y DR W]
EUILD DATE: CALIBRATYIDH:

E5F INFO: EAFIRES:

OPEN RECALL: . OWHER NOT1FIED: MICRO;

COMMENTS:

199703506

tvsx THIS CONTACT IS OPEMED DUE TO CPEN RECALL FBS4AE we-

ves NAVIS: DRIGINAL *++¢

»*4 PARTS DELAY OVER 30 DAYES =x*»

CUSTOMER S5SAYS:

- DEALERSHIP FINXED THE DRIVER'S SIDE SEATHELT UMDEW THE RECALL (2.19.97)

- DEALERSHIP SAYD THEY DID NOT HAVE THE PART FOR THE PASSEMGER'S S1DE--AND
ORDERED [T

- THE PARTS ARE STILL NDT IN FOR THE PASSENGER’S SIDE {OW REORDER SINCE
2.19.97)

L

FER CUSTDWER, OEALER 3A¥S:

- BPARTS ARE NOT YET !N

-

CUSTOMER SEEMS:

= TD GET THE YEHICLE REPA!RED DM THE PASSENGER’S S5[DE BELT

-

CAC ADVIZED:

~INFORMATION HAS BEEN DOCUMEMTED AND FORWARDED TD THE DEALER
~REDUEST MR. DON LEVY |5VC MNGR) TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1927/Q3/ 17

THE CLOSTNG COMMENT
S HAS HAD W15 PRDAE IN FOR RECALL 96543, THE DRIVER'S S510E HAS BEEM
. HE PASSEMBER S1DE SEAT BELT WAS HROKEM, AND UNABLE TO REPATR

PARTE HAVE DEEW DRDERED,. THERE WILL BE AN 5 WEEK WATT, DO TO MATIDMWAL BACK
ORDER. T S B SEAT TRACK RECALL . THE FUSTOMER HAS REEN CONTACTED awd UPDATED
OM THE SITUATIDN 1 WILL CONTIWUE TD CHEGK ON THE FART 'S AMD SCHEDULE Al
APPOLNTMEMT F¥DH ThHE CUSTOMER. FLEASE CLOSE COWTACT

MARGIE GALINDO SERVLICE MANARER 03717797

OWMER RELATLONS WOP/BENCHMARKING 08/11/98 FAXCARTS




og/11/9a MASTER DWMER RELATIONS SYSTEM I1 14.21.02
l-ll.l::::l:.llIl.::l.lllI.::::--l--.n--ll---::::'.-.:::::.1-.-:::wll.:::--lz:::..-===
T431RL GRP: XR13 CONMCERN CONTACT ¥EH TYPE: CAR
SEATTLE T4 IN/TR: 4 CONTACT WBR: 10B180629 QPENED: 03/DE/ 1897
VIN: 1ZVPT21USM ENGINE: U CLOSED: ©3/24/ 1097
==!IIIIk:::.IIII:::lIll!:::!..l--:-------::.—...ll:::;--t:::;--.::;-..g::_—,.-.tzz
1957/03 /17

#F#FTHIS IS THE CLOSING COMMENT

CUSTOMER CALLER AND UPDATED DN STATUS OF SPECTIAL ORDER PARTS.

1 WILL CONTINUE TO CHECK DN SPECTAL DROER PARTS AND SCHEDULE APPOINTMEMT
FOR CUSTOMER WhEN THEY ARRIVE PLEASE CLOSE CONTACT

MARGIE GALINDO SERVICE MANAGER oaf17 /97

DWNER RELATIONS VOP/BENCHMARKING 04/11/48 FAXCARTER




oo/11/98 MISTER OWNER RELATIDNS 5ySTrM 11 12.21.02
=SE=g=aImE=3I==m==== e e e R I R -l R ER R F RN NN F Y A PR I A E
8155k GRP: Xa15 COMCERN CONTALT VEH TrPE. CTAR

WaSHINGTOH 27 ZNSTR: Hi CONTACT NBR: 108177110  DPENED: 03704/ 1597
VIN: 1ZVPT 200945 EWBINE: C CLOSED: 03/13/1997

LAST MaME: STATU
TITLE:

rirst nave: [
ADDRESS:

CITY: STATE: L
HOME PHOME: BUS. PHOME:
MOREL YEAR: a1 MODEL:

MILEAGE - T28SD W50

DEALER MAME: HMEL FaARR FORD OF Ba SALELS CODE: 127034 P& A OOATY
CAUSAL CODES: 1202 1204 STYMPTOMS: 104100

ORLIGIN: GO TRAME. DST/RGM: 27 TRANS. OATE:
SERVICE/SALES: 1 CONTACY DATE: D3f06S1997
ACK_. CDDE: ASSIST CODE: W ANARD AMT: 0 SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP 1NFD: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: HICRO:

COMMENTS :

1997/03/06

wws THIS CONMTACT IS OPENED DUE TO OPEWM RECALL 96548 AND 596599 -+~

wer MAVIS: ORIGIMAL wew

CUSTOMER SAYS:

-~ 2721797 - TDOK VEHICLE IW FOR SEAT RBELT CONCERNS

= THE DRIVERT S1DE SEAT BELT WOULD STICK AMD MASH HER HAND ANMD SOMETIMES HEAD
HETWEEN THE SEAT BRELT AMD THE SEAT

= WHEN GETYING OUT DF THE CAR THE SEAT BELT MASHES HER HEAD AGAINST THE SEAT

BELT anD THE DODR

= 2/22/97- WOTICED THE EELY WAS HAVING THE SAME PROALEMS AND FOUND IT WaS wNOT
FIXEG

- 2F23/97- RECONTACTED THAT DEALERSHIP ANP FOUND THEY WAD OMLY FIXED SDME

OTHER PROALEMS THAT SHE HAD INODICATED BUT WOT THE RECALL

L]

PER SUSTOMER, DEALER SAYS:

-2/731/97- JUST LEAVE THE wEHICLE AMD WE wWlLL FIX IT

E:;f;!i?— WE DID NOT HAYE THE PARTS AVAILABLE - wILL TAKE 2 WEEKS - KEVIN

IN SERVICE
- 2/22)97- BRING THE CAR BACK IM WE CAN PROVIDE A LOANER FOR SEVERAL DAYS
- WE NAY HAVE A PART THAT WILL WORW - KEYIMN LEWIS

OWNER RELATIONS VOP/BENCHMARKING 09/11/98 FASCARTG



oo/ 11/98 MASTER OwNER RELATIONS SYSTEM I 14.21.08
EERELEREETES R ERN-E AT YR LY AR R NLE AN B IR ] -5 ACRC - By R MEC-C-o oS-SSy =-S-=agaEsEENEEE:=
E1EEKE GRF: KIS COMCERM COMTACT WEH TYPE: CaR
WASHINGTON 27 INTR: CONTACT NBR: 1GHTT110 OFENED: Q3/06/158T
WIN: 11uwmc9u* ENGINE: C CLDSED: ©3/13/1997
EE Ak IEEER - =N Ao === EESSSANENANERARr—ExTr=-———===-=- - TEEESEENERc=Easx==-=======g§8
1287 /03708

CUSTOMER SEERS:

- WOULD LIKE TO HAWE THE RECALL FERFORMED

- FDRD REFRESENTATIVE

.

CAC ADVISED:

RE: FORDR REFRESENTATIVE

- MR. KEVIN LEWIS (SFRV, MGR.) IS IN THE HEST POSITION TO AS51ST vOu.

- 3VC MGR MAY COMSULT FORD CSM IF REQUIRED.

RE; FOR RECALL

= IKFDRMATIDON HAS BEEMW DOCUMENTED AMO FORWARDED TOD THE DEALER

= REQUEST MR.KEVIN LEWIS (SYC MMWGR) 10 CONTAST THE CUSTOMER WITHIN 2 BUSIMESS
DAYS

##4THIS IS THE CLDS1HG COMMENT

FIRST TIME VEH. WAS BROJUGHT INTO DEALERSHIP CUST. PAFERWORK WAS OOCUMENTED THA

T PARTS WERE DRDERED. CUST. HAS BEEN GIVEM & LOAMER YEN. UNTIL OTHER PARTS COM

E 1IN

OWKWER RELATIONE VOP/BENCHWARKING OBF11/98 FAXCARYG



oga/11 /90 MASTER OWMER HELATIOMNS SraTEM 11 14,211,402
B e L L e e R EEL R FEL A RN N RN RN Y Y]
A450RC GRP: 14 COHCERN CONTACT VEH TYFE: CAR

P1TTSBURGH a4 INSTR: CONTACT MER: 1081774GhH OFEMED: O3/08/1897
wIN: 1IvF12Gan5ﬁ ENGINE: C CLOSED: Q371471997
ESIEEN=EEEEN Amc- R - R -SR-S CSCSCo S EN—EENEEERANSAR--Sc==x===23

LAST NAME:
TITLE:

STATUS:
FIRST MNAME - MI:
ADDRESS:
CITY: L 1 STATE: Nt 1P:
HOME PHONE : w BUS. PHANE: ~
MODEL YEAR: MODEL : PROBE

MILEAGE: TR000 WED:

DEALER NAME: JERRY TAYLOR FORD 5 SALES COQE: 144061 F & A: pD2200
CAUSAL CODES: 1202 SYNPTONS : 104100 AQ4 10D

ORIGIN: [c]i] TRANS. DST/RGN: 4a TRAWS . DATE:
RERVICESSALES: 1 CONTAET PATE: 03/07/7199%
ACK. CDDE: ASSIST CODE; W AWARD ANT: O SURVEY: ¥ (¥ OR W)
BUILD DATE: CALIBRATION:

ESF INFD: EXPIRES:

OPEN RECALL: OWNER MNOTIFIED: MICRO:

CONMENTS:

1257 /03 /046

ves VEHICLE INVDLVED 1IN RECALL 96548 & 96509 =vs
*++« YEHICLE TNVDLYED !N ONF SER?O we+
evs NAVIS: DRIGIMAL #++
CUSTOMER 5AYS:
For son [0 GOES TO COLLEGE IN GROVE CYTY

=~ HAS BEEEN TRYING TD GET RECALL WORK PERFORMED SINCE OCTORER

- CAN MOT USE DRIVERS SIDE SEAT BELT

= MANTS TD WNOW IF PARTS ARE AVAILABLE FOR RECALL

-

FER CUSTOMER, DEALER SAYS:

- HO CONTACT

»

CUSTOMER SEEKS:

- RECALL wWORK PERFORMED

- PROGRAM WORK PERFORMED

1Y

CAC ADVISED:

= INFORMATION HAS BEEN DOGCUMEMNTED ANMD FORWARDED TO THE DEALER

- HEQUEST MR. GARY W. SMITH {(CLST REL MNGR) TO COMTACT THE CUSTOMER WITHIN 2
BUSIMESS DATS

- ChLL WAS DISCOMNKECTEDRD AEFORE I COULD ADVISE CUSTOMER

1337/03/07

FEATHIS 15 THE CLOSIMNG COMMEWT

OEALERSHIF COULD WOT COMTALT CLUSTOMER UPDN REPEATED ATTEMPTS TDO PERFORM
TQ COMPLETE MECESSARY WORK. DG

OWNER RELATIONS YOP/BENCHMARKING O09/11/98 FAMARTG



oasi11/9a MASTER OWMER RELATIONS SYSTEM 17 14.21.02
S EE S S T S ST S S S S S S S S SR S SN I =S Y EE - S H I N I FEAE RN AR c A c =S =SCcC=====-==FJEE=EEEINAEREEN
43T05A GRP: XX1T CONCERM COMWTACT VEH TVPE: CAR
MEMPHIS 243 INFTR. B CONTACT WABR: 108176089 DPENED: 0370571997
VIN: 1ZVPT20CAMS

_ EMGINE: & CLOSER: O%/17/7194T
B2 L EE L L L ERRRRY ) E I EEEE Ny k]

LAST NAME: STATUS: CLOSED
TITLE: esT e[

ADORESS -

CITY: STATE: P: -
HOME PHONE : m BUS. PHONE: _

MODEL YEAR:  Bi MODEL :

MILEAGE: 100000 WSO :

DEALER NAME: JENKINS SWVNNE FORD SALES CODE: 133073 PRA: D5616
CAUSAL CODES: 1204 SYMPTOMS : 104100

QRILIN: B0 TRANS. DST/RGN: 33 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: D3/07/1937
ACK. CDDE: ASSTST CODE: W AWARD AMT: O SURVEY: Y L¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

OPEN RECALL : DWNER NOTIF1ED: M1CRO:

COMMENTS :

19“?;“3{05

*av YFMICLE INWOLWED IN RECALL 9655959 vrw

wer WEHICLE IWWOLVER IN RECALL BESAR »»w

CUSTOMNER SAYS:

~CUSTOMER 15 MOVING AND WILL SHIPPING YEHATCLE TO PUERTO RICO

=YEAICLE IS5 INWOLVED IN SAFETY BELT RECALL AWD WILL NOT PASS CUSTOMS
TNSPECTION UNTIL REECALL !5 FERFORMED

-DEALER HAS SAID PARTS WILL TAKE 1-8& MAMTHS TO ARRIVE

]

PER CUSTOWER, DEALER SAYS:

~(FER MECHAWIC, NAME UNKNOWMY WI1LL TAKE ANYWHERE FROM '-& MONTHS FOR PARTS TO
ARRIVE TOD PERFORM SAFETY BELT RECALL

-TOLD CLSTOMER TO CALL Cac

L

CUSTOMER SEEKS:

=TO GET RECALL FERFDRNED

-

CAC ADVIEED:

~[NFORMATIDN HAS BEEW DOCUMENWTED AND FORWARDED TO THE DEALER

-~REQUEST MR. JEFF BATEMANM [CUST REL WMNGR] T8 CONTACT THE CUSTOMER W1ITHIN 2
BUSIMERS DAYS

1957/05/10

#HFTHIS 15 THE CLOSTHG COMMENT

WE ADVISED CUSTOMER SOME OF THE PARTS MEEDED TO COMPLETE RECALL ARE STILL OM
MATIONAL BACK ORDER, WE WILL DO RECALL AS SDON AS PARTS BECDME AVAILABLE.
PLEASE £LDOSE COMTACT.

OwWMER RELATIONE YOP/AENCHMARKINWG DOF11/08 FCAXCARTG



asd11/98 MASTER OwNER RELATIONS SeS1tM 11 14,.21.02
=-==-=I==I:::::::::_‘:::::::‘:.:ll'ﬁ..l..:._‘:::::_::_‘.:'_.n.:l:..:::g::::_—::::::-
BA1EDY GRP: X417 CONCERN COMPAC) YEH TrPE: CAR
HOLSTOM 57  ZN/TR: COMTACT MAR:. 1081iG44K7 OPEMED: Q370371997
VIN: 1szTzuc4H5ﬁ ENGINE: € CLOSER: 03713/ 1997
B e e EE T R T I ) ) eSS =s=s=A=SSANSEENEN-RA-RI-r- -5 -CASEEEEENENK
LAST MAME : STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS :

CITY: STATE: IF: -
FOME PHONE avs. seone: [N

MOOEL YEAR: MODEL : PROBE

MILEASGE : A 1000 WED:

DEALER NAME: RED MCCOMES FORD SALES £LODE: (152056 P E A Da544
CAUSAL CODES: 1243 SYMPTANS : 104 400

CRIGIN: GO TRANS. DST/FRGM: 52 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03sps/19a7
ACK. CDDE: ASSIAT CODE: 0  AWARD AMT: Q SURVEY: ¥ (Y DR N)
ALILD CATE: CALTERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFTED: MicRO:

COMMENTS :

1997/03/03

w44 VEAICLE INVOLVED TN RECALL GES4H +v4

2w MAVIS: SUBSEQUENT +w+

CUSTOMER Sav¥X:

- SEHE TOOK HER VEWICLE IN TO HAVE THE RECALL PERFORMED AND THEY  INFORMED HER
THAT 1T WOULD TAKE 4 TO @ WEEKS FOR THE PARTS TD COME N

-

FER CUSTOMER, DEALER SAYS:

= LT WILL TAKE 4 TD & WEEKS TO COME YN, FER MARY GLERRA IN SERVICE

E

CUSTOMER SEEKS:

- TD BET THE PARTS SOOMER THAM THE 4 TD 6 WEEKS THAT THE OEALER TOLD  HER
THAT 1T wWOULD TAKE

L ]

CAC ADVISED:

- INFORMATION HAS HEEN DOCLMENTED AND FORWARDED TO THE DEALER

= REOUEST MR. HOLLIS FARLEY |CUST REL WMGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSTHESS DAYS

198°7/03/0%5

#¥¥THIS 15 THE CLOSING COMMENT

I EAPLAINED TQ THE CUSTOMER THAT THE PART WAS 0OM MATIOMAL BACK DRDER EXPECY 4
- 6 WEEKS., CUSTOMER HAD CDMCERNS ABOUT SAFETY. I EXPLAINED THE LAP BELT WAS C
OMPFLETELY FUNCTIONAL AND NC MWEED TO WDRRY. SHE WILL BE CONTACTED AS SOON AS T
HE FART ARRIVES.

OWMER RELATIONS WOF/HEMCHMARKING 0O9/11/88 FARCARTG




0a/11 /68 MASTER OWNER RrLATIONS St5TEM 11 14.21.02
EEREENER ML IN S AR I E - AN S =SS S S S S-S SRS =S=S=LES===S -2z BRI R S - R B R
9266PH  GRP; 10 CONCERN CONTACT WEH TEPE: CaR

FITTSBURGH 44  ZW/TR: CONTACT NER: 108163724 DOPENED: 0370371997
VIN: qzuFTmcaﬁ_ ENGINE: C CLOSED: 0371241897

=3 = a=ISF=== s N N EEEECEEEEC - I I I I EEEE NS CE SRS o EIINEENEC-C-OESEC-C-C-CESC-C-CoE
LAST MWAME - STATUS: CLOSED
TITLE: FIRST HAME: - MI:

ADORESS:

ciTY: STATE: WY ZIP:

HONE  PHONE : “ aus. prcne: R

MNOGEL YEAR: MODEL : PROBE

MILEAGE : 125000 wsD:

QEALER MAMNE: MCFADOBEN FORD IMC SALES CODE: 144047 P& A: SOS05
CAUSAL CODES: 1ORA SYMPTOMS: 104100

DRIGIN: &0 TRANS. DET/FRGN: 44 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: DA/03/1997
ACK. CODE: ASSIST CODE: D AWARD AMT: 0 SURVEY: Y (¥ OR N)
BUTLD OATE: CALIBRATI1DN:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRA:

COMMENTS :

1891/0%/02

*++ PARTS DELAY OVER 30 DAYS +»-

#++ THES CONTACT 15 OPEMED DUE TO OPEWN RECALL 95548 MWD 06559 +-=

ver NAVIG: ORIGINAL ww+

CUSTOMER SAYS:

- PARTS FDR THE SEATEELT RECALL WERE DRDEREC FOA DECEMBER 15, 19896

- 3/3/97 PARTE HAVE NOT COME IMN YET

- AOTH SEATAELTS D0 WOT WORK PROPERLY ALL THE TIME

- DEALERSHIP HAD THE DRIVERS SIDE BELT TN BUT WAMTED YO WASY FOR BOTH TO
COME IN Td DO THE REFAIRS

-

RER CUSTOMER, DEALER SAYS:

= DOM‘T wMOW WAEM THE PARTS WILL BE IN

= HAO 7O SEWND THE ARIVERS SIDE ONE BACK TO FORD AS THEY WERE OMLY ALLOMWES THO
KEEP THEM FOR A CERTAIN PERIDD OF TIME

- TOLO CUSTOMER TO CALL BACK PERIDOTCALLY 7O FIND DOUT IF SEATBELT Ha% COME

.

CUSTOMER SEEKS :

= TO HAVE THE SEATEBELTS REFAIRED

T

CAC ADVISED:

- INFORMATION HAS BEEN PDCUMENTED AWD FORWARDED TD THE DEARLER

- REQUEST MR. WILLIAM MCFADDEN, uR [CUST REL MNGR) TO CONTACT THE CUSTOMER
WITHIN 2 BUSIMESS DAYS
1997 /03/0%

#FFTHIS 1% THE CLOSING CDUMENT

DEALER TORDER 5SEAT PART AND TNSTALL FOR CLIST. VEH.BEYIOND ALL WARRAMTE, NO FilN.
HELP DUE TO MILEAGES. CUST.FAID FOR 125X OF REPAIR AMD HAPPY.

OWMER RELATIONS VORJRENCHMARMING 00/11/9H FAXCARTG



09/511/98 MASTER OWNER RELATIONS S¢751IW 1} 1a,.21.02
EEL L B ERY T ERENITEREET ERLELE B L EREENEERFEELLELT E ¥ i e e e L L
4205°TCD GRP: 17 COWNCERN CONTACT VYEH TYFE: CAR
MEMPHI 5 23 ZN/TR: CONTACT MEBR: 1DE151213 OPEMED: 02/27/1997
Vil IZUPTEDﬁ#Hﬂ ENGINE: C CLOSED: 03710519397
EEEEEEANSAEEINESNEEESEEE LI D B e e B TR P T RS RN
LAST MAME: S5TATUS: CLOSED
TITLE: T WAME: - MI:

ADDRESS :

CITY: FORT CAMPRELLRILEY STATE: P -
hout prione: IEESEENENNNNN | als. pnnus;_

MODEL YEAR: 21 MODEL ; RDBE

MILEAGE : 83000 W50

DEALER WAME: JENKINS SWYNME FORD SALES CODE: 123073 PE L: Q05616
CAUSAL CODES: 1103 SYMPTOMS © 1G4 100

ORIGIN: GO TRANS. OST/ARGN: 23 TRANS . DATE:
SERVECE/SALES: 1 CONTACT DAYE: 0272871887
ACK. CODE: AS5I5T COOE: W AWARD ANMT: O SURVEY: ¥ {r OR N}
BUILD DATE: CALIBRATIOM:

ESP INFO: EXPIRES:

OPEN RECALL: OwWMER MOTIFIED: MICRO:

COMMENTS ;

1987/02/27

wax WNAVIS: SLESEQUENT »+3

taw WEHICLE INVOLVED IN RECALL 96548 wiw

s=w=w UVEHIELE INVOLVED IM RECALL 9E&5EF3 wew
CUSTOMER SAYS:

- VEHICLE WAS BAROUGHT INTO DEALERSHIP FOR RECALL WORK 12-DA-SE AMO PART WAS
PUT DN DRDER

[ ]

FER CUSTOMER, DEALER 5aYS:

- BPART 15 ON ORDER

- UNRESPONSIVE

[ ]

CUSTOMER SEEKS:

= ¥WEHICLE TO BE REPAIRED UNDER RECALL PROVISIONWS

- DEALERSHIP TO COMTACT CUSTOMER REGUARDLHG PAAT DELAY
"

CAC ADVISED:

- INFORMATION HAS HEEN DDCUMENTED AND FORWARDED TQ THE DEALER

- REQUEST MR, JEFF BATEMAN {GUET HEL MWGR] TO COMTACT THE CLSTOMER WITHIW 2
BLSINESS DAYS

1957/03/01

FAFTHIS 15 THE CLOSENG COMMENT

PARTS ARE OM HBACKORDER WON AVAILABLE. ADVISED CUSTOMER. PLEASE CLOSE CONTACT.

OWMER RELATIDNS YOP/BEMCHMARKING a9/11/38 FAXCARTG




0a/11/28 MASTER OWMER RELATIOMS S¥STEM 11 1d.21.02
A I ERAN SN NS N ANE SN E NS T EEEEF S SEEEECS S S EFEEE S CEEES =SSR dEENducEd Sk NHNUbcc=-—=-—REEKEx=
147475 GRP: %K17 INFORMATIOM COMTACT VEH TYPE: C&R

50K 10 INFTR; Fi CONTACT NBR; 1Q7791503  OPENED: 11/20/1856
VIN: 12vpT2oconsEEE EMZIMNE: € CLOSED: 11520/1936
mar———Ssmesc-rEfEmmr-—-—kiwsrEEESAdmEEESsrr———Axx———SAMr-— - ————-—--—-—gEgRE-— """ gEE=——OCEN
LAST NAME : ETATUS:

TITLE: trst nave: [N nr;

ADDRESS :

GrTY: ARTES1A STATE: 1P

Hoxe pHONE : BUS . PHOME:

HODEL YEAR: ©2 MODEL:

MILEAGE: 1 WD :

BEALER MAME: ARTESIA FORD-MERCUR SALES CODE: 156528 P& &: 2DIAT
CAJSAL CODES: 1203 3001 SYNPTOMS: 104 100

DRIGIN; (o) TRAMS. DST/RGN: TRANS. OGATE:
SERVICE/SALES: 4 . EONTACT DATE:

ACK. COCE: ASSIST CIDE; AWARD AMT: O SURVEY: (Y DR N}
BUILD DaTE: EALIHRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWMER MOTIFIED: MICRO:

COMMENTS :

1996/ 11/20

wov MILEAQGE LINAVAILABLE x#=

it NAVIS: PROGRAM #»*

CUSTDMER SAYS:

*+JIN BARKWES [CUSTOMER®S SOM] CALLIMG++

~BOTH MOTORTZED SEATHELTS ARE INOFERABLE.

-TOOK VEHILCLE TO DEALER IN MID 10795 AND THE SEATHELT RECALL PARTS (RECALLS
BG548 AND 965599) WERE OQORDERED.

~THE SEATHELT RECALL FARTS STILL HAVE NOT ARRIVED.

-

PER CUSTOMER, DEALER SAYS:

~N0d RECENT CONTACT.

.

CUSTOMER SEEKS:

=TD HAVE SEATEELT RECALL PARTS TO BE DELIVERED AND SEATHELTS TO EE REPRIRED.
CAC ADVISED:

- DEALERSHIF IS THE EBEST RAESOURCE

- MR. BOB HENDRAICKSON (CUST. REL MGR) 15 IN THE BEST POSITION TO ASSIST YOU.
~CUSTOMER DID NOY WANT £SR TO OPEN A CONCERN TO DEALERSHIP.

OJNER RELATIONS VOR/AEMCHMARKING O971(1798 FAXLARTR




oas11/a8 MASTER OWMER RELATIOMS SoSTIM [} 14.31.602
-===:===:==::ill-llll='======::=Ir==l-lIIIIII======--=--'============-=l=l-----h-
GR138F GRP: %19 COMCERM CONTACT MEH TYPE: CAR

LOS AMGELES 71 ZN/TR: A2 CONTACT WEBR: 1U7HAEEIE COPENED: 12,057 1888
VIM: 12YPT200C1 EWBIKE: C CLOSED: 1371671996
BEEEEIFEF=IF— —— = S-S oEEEIrICEErIEE R s hAsrar s Sam Akl REEE - ESEEXECSOSX
LAST MAME- STATUS: CLODSED
TITLE: IRST NAME- MI -

ADDREKS : -
CITY: STATE: o] Z1P:

HOME PHOME : sus. pHone: [N

WMOREL YEAR: MODEL : PHOBE

MILEAGE : 0000 wsD:

DEALER NAME: GALPIN FORD SALES CODE: 17 1040 F & Ak 05536
CAlLISAL CODES: 1203 SYMPTOMS: 104 100

DRIGINM: an TRAMS. OSTSACH: T4 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12708719898
ACH . CDOBRE: AS5]15T CODE: W AMARD AMT: O SURVEY: ¥ LY OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWMER NOTIFIED: NMICRD;

COMMENTS :

15986/12/03

*vv WEHICLE INVOLVED IN RECALL 965889 v+

esw WEHICLE TNVYOLVED TH RECALL 98548 mes

tvw MAVIS: ELIBSEQUENT ww»

CLUSTOMER SAYS:

- MOTHER CALLIKG FOR 5SDM

- DRIVER'S SIDE SEATBELT LOCKS

'

PER CLUSTOMER, DEALER Sa¥§:

= DOM'T KNOW WHEN THE PART wilLL BE IN

L)

CUSTOMER SEEKS:

- RECALL WORK PERFDRMED

»

CAC ADVWISED:

-TUFORMATION HAS BEEH DOCUMENTED AND FORWARDED TO THE CEALER
-REQUEST WMR. WOT LISTED [N DEALER SCREEN (CUST REL MNGR) TO CONTACT THE
CUSTOMER WITHIM 2 BUSIMESS DAYS

19967 12/00
Y#ETHIS I NG COMMENT
SK CALLED NOTHER. CUSTOMER CONCERMED THAT FMC 15 AWARE OF TH1E

CONCERN BUT THERE ARE WO PARTS AVAILABLE. 5M ANSWERED ALL OF CUST QUESTIONS
AMD CUST HAFPY.

OWNER RELATIONS WOP/BENCHMARKING D9/11/98 FAuCARLG



ﬂgfiifgﬁ MASTER OWMER RELATIONS S¥=TEM IL 14.21.02
B A A A A A R R A R R RN RN B R RN R FE L. L E R R EF LR B NEEEAERESE FRENLEREERLNLLEREERLRESRRREZSER]
GA1IBFE  GRF: KA1S  CONCERN CONTACT VEH T(PE: CAR

LOS AMGELES T4 /TR CONTACT NER: 107BIGR1E OFEMED: 12/03/7199&
vIN: -.zwnucms“ ENGINE; C CLOSED: 127 1671998
wnomannnanncnnnncmaneoe I, . .o eiisemmemecmecmme=e=e:
1997/02/04

weuw MAVIS: SUBSEQUENT ===

»ax YEHICLE IWVOLVED IN RECALL 96593 s+
+ax WEHICLE INVOLVEQ IM RECALL 96548 +as
CUSTOMER SAYS:

- CUSTOMER CALLING BACK TO CHECK THE AVATLABILITY QOF PARTS FOA THE RECALL

[

PER TUSYOMEA, DEALERI[NAME UNAWATLARLE) S5AYS;
- FARTS STILL MDT AVAILBLE

[ ]
CUSTOMER SEEKS:

= PARTS Td FERFORM RECALL
'

CAC ADVISED:
- OEALERSHIP IS5 IN BEST POSITICON TO ADVISE

DWHER RELAYIONS VOPSBENTHMARKING O8f11798 FARCARTG




06/11/98 MASTER OWNER RELATIONS SYSTEM I 14,21.02
B e e R e e L L L EE L B EY BN PR RE LR LN LN S L )
a4 134Mh GRP: Kki4 INFORMATION CONTACT VEH TYPE: CAR

CIMCINNATI 47 ZN/TR: F1i COMTACT MAR: 10OTRAZTID OPENED: 12/04/ 1988
VIN: 1 ZVPT20C6NS ENGINE: € CLOSED: 12/04/1996
EEEEEREEEREXE B —RoeC ST S S S SIS I CANCEANANEERE AR RN R =l =R ====

LAST MAME: - STATWS: CLOSED
TITLE: FIRST MNAME: MY

ADDRESS :

CITY: B1sHOP STATE: 1F: -
vowe. prone: [N Bus. vone: NI

MDDEL YEAR: 853 MODEL: FROBE

MILEAGE : ECO0OD WS

DEALER NAME: MCCAMM MOTORS INC SALES CODE: 147564 FE A: 01949
CAUSAL CODES: 1012 OC40d D404 SYMPTOMS : 104 100

DRIGIN: Ga TRANS. DST/RGHN: TRANS . DATE:
SERVICE /SALES: 1 CONTACT DATE:

ACK. CODE: ASSI[ST CODRE: AMARD AMT: Q0 SURVEY: (Y OR M)
EUILD DATE: CALIBRATION:

ESP INFG: EXPIRES:

DPEN RECALL: - OWNER NOTIFIED: MICAD:
COMMENTS :

199612704

#=¢ THIS CONTACT IS OPENMED DUE TO OPEW RECALL B3E54R: DESYD wavw

wwt NAWIG: OR[GINAL wor

CUSTOMER SAYS:

= I MADE AN APPOINTMENT fDR THE RECALL WDRK

= I BROUGHTY THE VEHICLE IN AT ¥:15 AMOD WAITED UNTIL 2:30 AND THEW THEY TOLD ME
WE HAVE TO DRDER THE PARTS

= WALYED 70 RE CALLED AMO NEVER HEARD BACK

= 1 HAVE TO REMEW THE TMSURAMCE OM THE VEHICLE WHEW 1 WDRMALLY STORE IT FOR

THE WEINTER BECALSE T AM GOING TO HAVE TD BRING THE WEHLCLE IH FOR THE RECRLL

WORKER

-

FER CUSTOMER, DEALER S5AYS:

= PART 15 ON BACK CORDER

L]

CUSTOMER SEEKS:

- wHy CAN'T 1 GET SERVIZE OM THE VEMICLE

.

CAC ADVISED:

=~ DEALER IS IN THE BEST POSITION TO PROVIDE TECHMICAL ASSISTAMNCE.

- FOROD SURPORTS THE OTAGNODS]S OF THE DEALERSHIP

DWHER RELATIONS YOF/BEMCHMARKING OR/11/98 FAXGARTG




aafi1an MASTER DWMER RELATIONS SYSTEM 1] 14_.21.02
Bt -t A R F - A E E PR L R R R T T R T T T RRET TTTLATI T L LA RN RERERYTLITTRNERATTRTERRRNN ]
24 50RC GRF: 14 CONCERM CONTACT VEH TYPE: CAR

LOS AMGELES T IN/TR: CONTAET MBR: 107ATSRT0 OPEMEQD: 12/12/19956
VIN: 1ZVPT20C2ZN5 ENGINE: € CLOSED: 32/20/1995
FE 1T T T I FREF R TE SRR RETERNERARE I L L L 0 R B L 0 L 0L L E R B L J E - B B B B B Bl a3 F F0 L 1 NFIER-ERLERRESN-SJ | ]
LAST NAME —_— STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS:

HOME PHONE : “ BUS. PHONE : H

MOOEL YEAR: [-T] WUODEL :

M]LEAGE ; EEOCQ WsD:

DEALER NAME: BELL FORD SALES CDDE: 171177 P& A: 20360
CAUSAL CODES: 1203 SYMPTOMS : 104 100

DRIGIN: Lein] TRANS. DOST/RGN: T TRANS. DATE:
SERUICEijLEE: 1 COMTAECT LDATE; 12!13!1995
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ OR NJ
BUILD DATE: CALIBAATION:

ESP INFO: EXFIRES;

OPEN RECALL: OWNER MAOTIFIED: MICRO:

COMMENTS:

1996/ 12412

#uv YEHICLE INVOLVED IN RECALL BEIAE *++
e MAVIS: SUBSEQUENT #ow

CUSTOMER SAYS:

- DRIVERS SIDE SEAT BELT I% STUCK DN TRACK
»

PER CUSTOMER, DEALER SAYS:

- MO CTONTACY

-

CUSTOMER SEEKS:

=~ RECALL FERFORMED

CAC ADVISER:

REGARDIMG RECALL/FONP

- REQUEST CHERYL TERMINI CUST REL MGR TO CONTACT THE CUSTOMER WITHIM TWD
HUSIKESS DAYS REGARDING RECALLSOMP

1996/12/13

#HETHIS IS THE CLOSING COMMENT

YEHICLE IS INVOLVED IN RECALL.PARTS ARE OM MATIONAL BACKDORDER.CUST HAS BEEM EX
PLAIMED THIS AND WILL BE CONTACTED WHEN FARTS ARRIVE.PLEASE CLOSE.

OWHER RELATIONS VOP/HENCHMARKING O97117/98 FAXCARTG




o9,/117488 MASTER OWMER RELCATTONS 5.5T{M |1 14.21,02
Eeesmasissiesrasaneeredns F o EE E AR A EEE XA N - EE RN NNl & S mE. ITSLS NN N TR KA LN
TO940U GRE: Zs02 INFORMA TON CONTACT YEH T¢PE: CAR
LINEMOWN 99 2H/TR: EONTACT MBR: 109014547 LDPEMED: 10421719497
YIN: ] ENG [NE : CLOSED: 1072171997
mEsmbessisesbbdnFfisbinSdebinibnbds i s iss s s e e e EaeEFE s C EEEE r T E S ECECECEAIE TS ESXEIER§ W
LAST NAMWE: STATUS: CLOSED
TITLE: FirsT nNaME: I V;:

ADDRESS:

HOME PHONE : eus. pHonE :

MOBEL YEAR: w2 MODEL: FROBE

MILEAGE: i it

DEALER NAME: EALES CODE: P& A:

CAUSAL, CODES: 1204 1203 SYMPTOMS 104 100

ORIGIN: Gn TRANS, DST/RGM: TRANS. DATE:
SERUICEIEALEE: 1 CONTACT DATE:

ACK. CDDE: ASSIST coODE: AWARD AMT: 0 SURVEY: i{Y OR N)
BLUILD DATE: CALIBRATION:

ESP INFO; EXPIRES:

OPEM RECALL: DWMER HATIFIED: MICRD:

COMMENTS |

1997410/ 21

sva YIN HOT AVAILABLE - YERICLE AT DEALERSHIP =»+.
CUSTOMER SAYE:

- IM VOLVED IM RECALL FOR AUTOMATIC SEATBELTE

= CAR HAS HEEM AT DEALER FOR TWD WEEKS

L]

PER CUSTOGMER, DEALER SAYS:

- MO CONTACT

L]
CUSTOMER SEEKS:

- HoW LONQ SHOULD THE REFAIRIS TAKE
"

Ea0 ADVISED:

- HECALL LETTER STATES THE AMTICIFATED TIME WEEDED TD COMPLEYE REPLIRS
- NOT AGLE TOD ACCESE LETTER ESIMCE NO VIN AND NO RECALL NUMBER

OWHER RELATIONS vOP/EEMCHMARKING 09711798 FAXCARTG



a7 11/aB MASTER [WNIR RELATIONS Sv%10HR 1) 14.21.02
F—=—===—=—x—-—mamdJdfff-=-==xc—EexBlauBLiéd-s==mcchaxlbkabb--F 2=z =c===cax=AmcEWNaIRT=2
TST4ALM GRPF: 14 CONCERN COMTAECT VEH TwPE. CRR

EDR 1@ INSTR: ii CONTACT MBR: 107762911 QPENED: 11/13/1996
YIN: 1ZVRT2ELS EMGINE: L CLOSED: 11/72E/199&
EIEc=ro==—=-=-=-axSEEEE-JN= FTIII R BT EEE R R R R R R R R L ERLILE ] Eb 0 L Rt

LAST MAME: EYATUS: CLOSED
TITLE: FIRST MAME: - Ml:

ADORESS:

HOME PHOME pus. rrone : N

WODEL YEAR: az WODEL * PROBE

MILEAGE: 39000 W50 :

DEALER MAME: GOLD STARFORD LINC- SALES COODE: 116584 PR A, O1272
CauSaL CODES: 1203 SYMPTOMS: 104 100

OR1GIN: &0 TRANS . DST/RGM; 16 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DAYE: 11719/ 1095
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ [Y OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RETALL: DWMER NDOTIFIED: WMICRO:

COMMENTS :

1996/ 11/13

waw YEHICLE INVOLVED [N RECALL 9BS48 & QG599 «+s
e MAVYIS: SUBSEQUENT +»=
CLETOMER SAYS:

- RECIEVED A LETTER AHOUT THE RECALL AND THEIR DRIVERS SIDE SEAT HELT 1§
BROKEN RI1GHT hOW

- THE LETTER %AY5 TO G0 TA YOUR LOCAL DEALERSHIP FOR ASSISTAMCE BUT JT DOESK'T
CAY WHETHER OR WOT THEY ARE GOING TO FIX 1T

=« THE DRIVERS SIDE SEAT BELT 1% CURRENTLY BRORKEN
.

FER CUSTOMER, DFALER SA¥S:
~« SRL0 THEY COULDN'T Dil ANYTHLIWG UNYIL DECEMHER 15TH

.

CUSTOMER SEEKS:

- TD HAVE RECALL WHRK DOKE QR AT LEAST GET A TEMPORARY REPAID DN THE DRIVERS
SIDE SEAT BELT

*
CaC ADVISED:
-INFORMATION HAS BEEN DOCUMENTED AND FORWARDER TO THE OEALER

-REQUEST ME_FOMALD MAPARSTECK [CUST REL MNOR} TO CONTACT THE CUSTOMER WITHIN
2 BLSINESS DAVS

1986511/19

SHITHES 15 THE CLOSIMNG CONMENT

FER SERVICE MAMAGER, CUSTDMER WaS AOVISED THAT REPAIRS COULD NOT BE MADE TO
VEHICLE UNTIL PARTS ARRIVED - APPRDXIMATELY DECEMHER 15. 1998

OWMEA RELATIONS WOP/HENCHMARKING ©9711/3B FAACARTA




Q9/11f88 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
'.l:::l::l:::l::l::l:Il’.:.::::k::l:::::::::=::====l::::]:.:'..:.:'.....g.l:.:l::::-:::
B253HM GRP: AZ10 COMCERN CONTACT YEH TYPE. CAR
CHICAGH 41 ZnFTR:  B1 CONWTACT MWER: 107742060 OPEWED: 11/08F 1996
VIM: 12YPRT21LUXKN EHGINE: U CLOSED: 12/0%/ 1996
S =SS SeSRESESESEFESSESFES - IEEEEEEEEEEEEREEA-_RiEx--c-cd--c-cc-C-c-cSC-oR==—A=-=ESSAS-EE3
LAST HAME STATUS ; CLOSEDR
TITLE: FIRST NAME: Mi:

ADDRESS :

e1TY: e STATE: I a0
HOME PHDME : 111=-111=1111 AuUS, FHOME: 111-111-1114

NODEL YEAR: a2 MOOEL : PROBE

MILEAQE: 45000 w50;

DEALER HAME: WESTFIELOFORD LNC SALES CODE: 141084 P& A Q1584
CAUSAL CODES: 1204 1203 SYMPTONS: 104 100D

ORIDIN: an TRAWNS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11715/ 1995
ACK, CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: ORMER MNOTIFTED: MICRO:

COMMENTS :

188E/11 /08

4% NAVIS: ORIGIMNAL +++

CUSTOMER SAYS:

- DOH OUWNEA OF cOMPANY 15 CallLING

- CAR NOT READY AT AGREED UPCM TIME AND COEALER DIOD KOT HAVE PART

= DRIYERS SIDE SEAT BELT IS CHATTERIMG AND THE SEAT BELT IS LOCKED UP AND
INOPERABLE

= MO DNE HAS CONTACTED HIM ABOUT THE STATUS OF THE PART

L]
PER CUSTOMER, DEALER SAYS:
- PART TD REPAIR SEAT BELT NOT AVAILABLE AMD WILL PE IN THE WEEK DF 11/04/9%

L]
CUSTOMER SEEKS:
= TD GET RECALL FERFORMED

L

CAC MOV ESED:

-INFORMATION HAS BEEW DOCUMENTED AND FORMARDED TO THE REALEA

~REQUEST MR.RICK KLAVES {CUST REL WNGR]) TO CONTACT THE CUSTOMER WITHIM 2
HBUSIWESS DAYS

= OI0 NIT OBTAIN PHOME NUMBER, CUSTOMER HAS BEFEH THERE FREVIODUSLY

- PLEASE LOOK UP PHOWE MUMEER [N YOUR FILES=-=THAMKS

1924711/ 28

#HETHES 15 THE CLOSTRG COMMENT

DRIVERS S1DE SAFETY RECALL FOR SEAT PELT WAS COMELETED 11/21/1998, PARTS ARE N
O7 YET AUATLABLE FDR PASSENGER SIDE.

BWNER RELATIONS YOP/BEMCHMARKING 09/11/98 FAACARTG




0a/1+4/98 MASTER OWWER RELATIOWS SYSTEM II 14,31, .62
EEER IR R B B Bl B b L N LR ERREERRESTELELERERRRREERRR | FI |8 BN 1 1 F
BA4GAC GRA: AXOS COMCERN CONTACT VEH TYPE: CAR
CINCIMNATI 47 2N/ TR : COMTACT MER: 107738706 OPENED: 11707/ 199G
VIN: lzupmucmi ENGINE: C CLOSEOD: 12/2€/ 1996
=EErc=-E-dr=Exr=—m—hkrcr=x=—EBkx—@&= S S FSECSSESF=- AT -ENS AN NN AANEcAa xS E=ERr—m=-=-==c=
LAST MAME: STATUS: LLOSED
ADODRESS :

VR i — il 1P

HDME PHONE : BUS. PHOME:

MOOEL YEAR: V] MODEL :

MILEARE : 1 Q00 WED:

NEALER NAME: RIVERSIDEFORD IMC SALES CODE: 147012 P E A DIORE
CALUSAL CODES: 1203 13209 SYMPTOMS - 104100

ORIGIN: Gn TRAMS. DAT/RGN: 47 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11707719388
ACHM. CODE: ASSIST CODE: W AWARD AMT: 3 SURWEY: ¥ (¥ OR N}
BLILD DATE: CALIBRATEON:

ESF 1IWFD: EXPIRES:

OPEM RECALL: OWNER KDTIFIED: MICRO:

COMMENTS :

18986/ 11 /07

#*+s VERICLE ITNWOLVED [N RAECALL SES4dRA & SE5889 weq

¢+ WAVIS: ORIGIMAL «ws
CUSTOMER SAYS:

- WEHICLE IW REZALL

-

PER CUSTOMER, DEALER SAYS:

- WOULON'T FIK UNTIL JANUARY

= SINCE CLSTOMER IS HAVIHG PROBLEMS WILL REFPAIR

= WAITING FOR PART FOR REPAIR

L ]

CUSTOMER SEEKS:

- REAFIKS DONE AT THE SAME TIME

- OON‘T WANT TO WAIT UNTIL JANUARY

-

CAC ADVISED:

= REDIRECTED CUSTOMER BACX TO DEALERSHIP TO
1898/ 12/ 19

MXATHIS IS5 THE CLOSIMG COMMENMT

FARTS DEPT HAS RECEIVEG PARTS AMD RECALL HA

OWNER RELATIONS VOP/BEMCHMARKIMG 08711738

SCHEDULE APPOINTMENT

% BEEWN CDMPLETED FOR TH1% VWIN

FAACARTG




09/ 11798 MASTER OwNMER RELATIONS SYSTEM II 14, 21.02
S S S S S S S SRS S S S S S S S S A SRS ES S S S S S IR A =SS T I R - I N AR NN RN EE R B R T k=== =s=s=s===I===
36 TTHE BRP: 02 INFORMATIDN CONTACT VEH TY¥PE: CAR
CINCIMWNATI 47 ZN/TR: B CONTACT MBR: 10935015E OPEMED:; D1/14/1998
YIN: 12YPT21U9LE ENGINE: U CLOSED: O1/14/1838
EEE R bEaaE L B T | wrE—— A IEE I AN S NN NN N ENE R NN RN - X==R==s=sFE===ZdA==3
LAST MAME: STATUS: ELOSED
TITLE: F1rsT Nadt: NI:

ADDRESS:

CITY: F—— STATE: : |
HOME PHONE : AUS. PHONE: _

MODEL YEAR: ag MODEL : FROBE

MILEAGE : 3000 ws5h:

DEALER NAME: GRAHAM FORD TNC SALES CODE: 147312 P& Az 02232
CAUSAL CODES: O404 4215 SYMPTOMS ! 104 100

AR TGIN: G TRANS, DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: D SURVEY: (Y DR N)
HUILD DATE: CALIERATION:

ESF INFO: EAPYRES:

OPEM RECALL: OWNER MOTIFIED: MI1CRO:

COWMENTS ;

19984017 14

wer MAVIS: SUBSEQUENT w»w+

CUSTHMER SAYS:

- YEHICLE INVODLVED IN SEAT BELT RECALL

DEALER BRDKE LATCH WHILE COMPLETING REGALL

PART Ta REFAIR BELT Has BEEW OW OBDER FOR 3 WEEKS
CUSTOMER FEELS YEHICLE [5 UMSAFE TD DRI1VE
CUSTOMER REQUESTING REPAIR BE CAOMPLETED TODAY

FodoT1

PER CUSTOMER, DEALER SAYS:
- WILL REPAIR A5 400N AS PART COMES 1M

-

CUSTOMER SEEKS:

= FORD TO REPAIR SEAT HELT TODAY

- CUSTOMER WILL HOLD FORO RESFOMSIBLE 1F SHE IS5 IMWyOLVED IN AN ACGCIDENT

x

CAC ADWISED:

- WORMMANSAIP [S5SUES MUST BE AODRESSED AT DEALER

- CONTACT MR .STEVE LAMONACA [ CUST REL WGR/SERW. MER | FOR ASSISTAMNCE.

OWMER RELATIONS YOP/BEWCHMARKING 09/11728 FAXCARTGO



09/ 11/98 MASTER DwNER RELATIGNS SaS10H 1 14.21.603
.]...:::::::;:..q.-:::::-.::.llllrlul-i=;='--'—llll=l=-*==é-=--'8-8=====llll!lil======l
O 140KE GRP: 13 INFORKMATLOK CONTACT YEH TYFE: CAR

sDR 10 INFTR: U2 CONTACT WER: 10RTE7S14  OPEWEDR: CAas13/19497
YIN: 1zwrziu2u5_ EWGINE: U CLAOSED: OB/ 1371357
:::::IIII.Ill.:q:::t-l---".l——=|:=1=='lt'll'lhll.l-l.:.:::‘—:::—.:lll:l.:l.l:..:l:l:'lt:::::'l
LAST MAME: STATUS: CLODSED
TITLE: - rirsT ~ane: [ ul:

ADDRESS:

CITY: GRAFTON STATE; Hp; I
HOME PHONE : EUS. PHOME:

MOBEL YEAR: a1 MODEL : PROBE

MILEARE: 1 NSD:

OEALER NAME: TOROTHMAM FORD SALES SALES CORE: 144534 P& A QT4ATE
CAUSAL CODES: 1215 1204 SYMATOMS . 104 100

OR[GIN: a0 TRANS. DST/RGM: TRANS . OATE:
SERVICESRALES: 1 CONTACT DATE:

aiw. CODE: A55I5T CODE: AWARD AMT: 0 SURVEY: (¥ OR N}
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEW RECALL: OWNER NOTIFIED: MICED:

COMMENTS:

1997 /0B/13

#vs NAVIS: SUHSEQUENT e«

CLUSTOMER SAYS:

-E£TILL UPSET ABOUT SEAT BELT SITUATION: FOUND DUT 1T 15 JLLEGAL TQ ORIVE
WITHOUT SHOUWLDER BELT

~COMTACTER JR TOOTHMAM FADM DEALERSHIF, HE GAVE HER A LOANER YEHICLE TOD
DRIVE, BUT SHE I5 LEMITED TOD 30 MILES A DAY, WHICH IS NOT ACCEPTABLE SIMCE
SHE HAS A COMMUTE TO VDRK AND A SICK FARENY [N ANOTHER 3TATE

-MOW IS UNAGLE TR GET AHOLD OF DEALERSHIP PERSONNEL

=FEELS DEALERSHIP SHOULD NOT HAVE TAKEN OLD PART OUT UNTIL WEW PART WAS
AvaiLaBLE

=SEAT BELT WILL WOT ARRIVE UKT1L POS31HLY LATE SEFTEMEER

[ ]

PER CUSTOMER. DEALER SAY4E:

-CaN ONLY PUT 30 MILES ON VEHICLE PER DAY
=WiLL NOT HAVE PART UNTIL %9/20/37

-

CUSTOMER SEEKS:

-MEW SEATRELT FOF VEH!ELE, VEHICLE REPAIRED
DR, & LOAMER VEHICLE W1TH UHLIMITED MILEAGE

*
CaC ADVI1SED:
~AT CUSTOMER REQUEST. DID NDT FORWARD IWFDRMATIOW TD DEALERSHIP

OWNER RELATIONS VOP/BENCHMARKING 09/7141/98 FAACARTE



oa/fi1/08 MAGTER OWWER RELATIONS S¥&TEm [ 14,211,002
IS S S S S S SSAN S E AN SR EEEFER NG LR EE S oS oSS S === ==a3 3 g - AN Rd-cR=-=c-E=-=S==I==mE=
F1I0EH GRP: 11 INFORMATION COMFACT ¥YEW TYPE: CAR
WASHINGTON 1 EMNSTR: COMTACT MBER: 10BS223%91 OPEMED: 0O6/09/71397
VIN: 12¥E 7900315 ENGINE: © ELOSED: OB/0a/13a7
kEfr - R ==S=S 3-S5 FEFESIEECFEEEN =BEr--cE=- =S-S5 S INTANNSER IRk =FE=Saa=
LAST MNAME: STATUS:
TITLE: 1RST MAME: M-
ADDRESS:
CITY: “ STATE: YA 2IP:
HOME PHOME : BUs. PHOME:
MODEL. YEAR: 90 MODEL: PROBE
MILEAGE: 13132 wsD:
DEALER MAME: FREEDOM FoRb, INC. SALES CODE: 127080 R A: OD133
CAUSAL CODES: 1215 3106 SYMPTOMS: 104 100
ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 ) EONTALT DATE:
ACK. CODE: ASS5IST CODE: AMARD AMT: O SURVEY: (¥ OR N)
HBUILD DATE: CALTERATION;
ESP INFQ: EXPIRES:
OFEN RECALL: OWNER WOTIFIED: KRICRGO:
COMMENTS

1997/06/09

+rs MAVIS: EUBSEQUENT #+»

CUSTOMER SAYS:

~CLRRENT CONCERN:PASSENSER SIDE SEATHELT [5 STUCK IN UP RIGHT POSLTION
-CUSTOMER HAS RECEIPT FOR 2/7/27. FOR RECALL REPAIR ON DRIVER SIDE SEATBELT
THAT WaS HAVING THIS SAWE CONCERN

-0 2/7/897, PASSENGER SEATEELT WAS MOT HAVING A CONCERM, DEALER DID  HET
REPAIR

-CUSTOMER WAS OWLY SENT RECALL LETTER SES89, MNEVER RECEIVED RECALL LETTER
aE548

“CUSTOMER HAS OWWED VEHICLE SIMCE FEBRUARY
-CUSTOMER CAM BE REACHED TO DAY AT

F ]

PER CUSTOMER, DEALER 5AYS:

~NO DEALER CONTACT

CUSTOMER SEEKS:

18598

-IF MY PASSENGER SEAT IS NOW HAVIMNG COMCERNS LISTED IN RECALL 95554, WILL
REPALIR BE COVERED UNDER WARRANTY?

[

CAC ADVISED:

=CSR WADE OUTEOUND CALL TO DEALER, SPOME WITH MICHELLE MCREYNDLDS, SERVIGCE
ADVISOR

=MICHELLE REQUESTED CUSTOMER'S PHOME# TQ CONTAST WHEW SHE 1% ABLE TO PROVIDE

CORRECT INFORMATION REGARDIMNG RECALLS DES43/56589
INFORMED CSR THAT CUSTOMER W!LL HE CONTACTER WITH DECISION TODAY

=C5R INFORMED CUSTOMER THAT DEALER WILL COMTACT M1M BACK TOOAY WITH RECALL
DECISIDN

-PROVIDED CUSTOMER WITH DEALER PHOMES# AWD MICHELLE REYMOLDS MAME

DWNER RELATIONS VOR/EBENCHMARRING 09/11/98 FAXCARTS



09511798 MASTER OWNER RELATIONS Sy sTEM 11 14.21.02
EEEE FEEEAEEIEE - - S KEEE S FFINF=FINC- S S-S C O - QEECS S SIS oo RS ISSSAERFIFAEECIENSEREES
769270 GRP: AX0A CONCERNW CONTACT VEH TYPE:. AR

LO% AMGELES A | ZNATR: D1 COMIACT NHR: 10DES29155 OPENED: OE/10/19497
VINM: 1XVPTZ21UGL ENGIME: U CLOSED: DS/ 1971987
EEERLEUEEEEENAR EER 2 I RS R R I 11T I RRRI I FERRIRL LI I FFSRRET I VR ]
LAST NaME: STATUS: CLOSED
TITLE: west wve TGN Ml

AODRESS: avE

EITV: STATE: A2 2ir:
HOME PHONE : % BUS. PHONE M

MODEL YEAR: 30 MODEL : FROBE

MILEAQE: 1 W5D:

DEALER NAME: PIODNEER FORD S4LES 5SALES CODE: 171172 PEA: 20400
CAUSAL CODES: 1204 SYMPTOMS : 104100

DRIGIN: G0 TRANS. OST/RGN: T1 TRANS . DATE:
SERVICE/SALES: | CONTACT DATE: 0671271997
ACK, COBDE: ASREIST CODE: O ARNARD ANT: O SURVEY: Y [¥Y OR M)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWKER WOTIFIEND: MICRD:;

COMMEMTS :

1997 /o610

*4#v THIS CONTACT 15 DFEMWED DLE TD OFEW RECALL 98548 B BESUY »s=»
ves HAUIS: FPROGEAM www

m's CALLING ON BEHALF OF HER DAMGHTER-IN-LAY

PER CUITDMER, DEALER SAVE:

~THEY ORIAGINALLY TOLD THE CLSTOMER THAT THEY WOULD DRENER THE MWECESSARY PARTS
N0 RECENT CONTAET FOR THIS COMCERMN
-

CUSTOMER SEEKS:
~T0 HAWE THE RECALL PERFORMED

E
CAC ADVISED:
~INFORMAT[ON HAT BEEM DOCUMENTER AWD FORWARCDED TO THE DEALEFR

-REQUEST MR, HRETT HEMDERSOM (SWC MNGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997 /08512

¥#H4THIS IS THE CLOSING COMMENT

T CONTACTED SALLY RICHMOND OB-12-97 WE SET UP AN APPOINTMENT FOR RER WITH JOHM
GRIFFITH OUR SERVICE ADVISOR FODR MOMDAY THE 16TH.

DEBBY LDRENZAMNO CRM.

OWMER RELATIDNS VOP/RENCHMARKING D9/11/98 FASCARTG



03/ 11/98 MASTER DWMER RELATIONS SYSTEM I 14.21.02
=======::I-----IIII”E:::======HI--II.II----:::::-I---II.I--::::::::Flllllllﬂ:
BQ75FS GRP: XA1E CDNCERN CONTACT YEH TYFE: CAR
HBOSTON 11 ZN/TR: CONTACT MER: 108540857 OPEMED; 0671271497
VIN: |:~rp1mca|_* ENGINE: T CLOSED: 0Bf20/1597
S S S S CS I A NFEAEEEEEESESEC- = S N EEEEEF IS AmreEECc TSI ErEN R AR R ECE TS === AENANEE R = =

LAST MAME :
TITLE:

STATLS: CLOSED
FIRST NAME: - MI:
ADDRESS :
A L * |l
HOME PHONE : BUS. PHOKE: F
NODEL YEAR: L 1s] MODEL

NILEAGE: 1 Whb:

DEALER NAME: SAYBRODK FORD IMC SALES CODE: 111410 P A A: 08544
CALUSAL COOES: {121% SYMRTOMS : 104 400

ORIGIN: [+4] TRAMS, DST/RGN: 11 TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0671371997
ACK. COBRE: ASSIST CODE: b AWARD AMT: O SLURAVEY: Y (¥ OR W)
BUILD DaTE; CALIBRATION:

ESP IWFO: EXPIRES:

OPEN RECALL: . DWWER NOTIFIED: MICAQ :

COMMEMNTS :

1887/06/12

s THIE CONTACT !S5 OPEMED DUE TO OPEN RECALL 95548 AMD BG500r-aass NAWIS:
ORIGIMAL we~

CUSTOMER SAYS:

-THE BELT ENGAGES AMD FULLS ME BACK INTD THE SEAT, WHEN [ SLOW DOWN TO TURN A
CORMER I AM FORCED BACK INTD THE SEAT

=1 DD HAVE A RECALL FOR THE SEAT BELT WHICH I HAVE WOT HAD DOME
-

PER CUSTOMER, DEALER SAYS:
-THEY HAVE BEEM TRYING TO ACCESS CONTACT BUT HAVE BEEW UNAELE TO

-+
CUSTOMER SEEKS:
-CONTALT TO GO TOD CORRECT DEALERSHIP

.
CAC ADVISED:

-INFORMATION HAS BEEM DOCUMEMYED AMD FORWARDED TO THE RE:LER

-REQUEST MR.DOM SUPER (CLUST REL MNGR/ SVC MNGR] TO CONTACT THE CUSTOMER WITHIN
2 BUSINESS DATS

*vnceesessTHE ORIGINAL CONTACT # JS 10A30A4D4Dw s+ s smusrnnmuy

-THE INFORMATION WILL BE SENT TOd CORRECT DEALERSHIP 4 5AYRRODK FORDR )
sesavnsvTHE INFORMATIOM HAS BEEN SENT TO THE WRONG DEALERSHIP- | TOWER FORD-P&A
ﬂﬂﬁﬂli-ai-svitll

=THE CORRECT DEALERSHIP THE INMFORMATION SHOULD BE SENT TO IS5 SAYBROOK FORC -PEA
OBEH44

<+QUE TD SWSTEMS DIFFICULTY, CUSTOMER*S UPDATED ADDRESS AND PHOME #
INFGRMATION HAS BEEMN LOST++ {THEY ARE IN CONNECTICUT FOR THE DURATION DF
SLMMER |

1997706713

XAATHIS IS THE CLOSTWNG COMMENT

THIS CONTACT I% OPEMED UP WITH & FLUSHING WEW YORK ADRESS AND WO PHOME NUMBER
FOR NEW YORK DR COMNMECTICUT

UOWHER RELATIONS VOPFBENCHMARKINMG O9711/88 FAXCARTG




09/11/98 MASTER OWNMER RELATIOWS S4510M |1 14,321,020
EREE S EEAEARFIEF-======—mec=ENRdEF I IRENSAE S-S dSSSSSSCS S SiCS Sy . SOIXFACANETNISESERSRERAgEEG
o5 18KL GRPF: Xuifa INFORMAT ION COMTACT VEHR TIPE: CAR
PITTSBURGH LE] I/ TR: B2 CONTAET NBR: IDBLUOAAZ OPEMED: OE,26/1997
VIN: 1IUPTJIU1L ENGINE: U CLOSED: OG/26/ 1997

E-caE===ccaxcdkxIRAEESETS ______======-----:----------ih-Il-ll-lns--I-==-==-

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

HOME PHONE - sus. pHonE: N

MODEL YEAR: MODEL : PROBE

MILEAGE 57ﬂﬂﬂ wsp:

DEMALER NAME: JIM DCYLEFARD INC SALES CDDE: 144011 P Bk A OACO
CAUSAL CODES: 1220 3105 1110  SYMPTOMS: 104 100

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

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (¥ OR H)
BUILD DATE: CALIGHATION:

ESP INFO: EXP1RES:

DPEN RECALL: - OWNER NOTIFIED: MICRQ-
COMMENTS |

1997/06/28

sax MNAVIS: SURSEQUENT w»+

CUSTOMER SA¥S:

- HAS RECALLS FOR THE SEAT BELT IMSPECTED AMD DRIVER'S SIDE REPLACET

- DRIVER*S SIOE SEAT BELT IS WORMIMG FIME CLRREMTLY

- DRIVER'S SIDE SEAT BELT WAS REPLAGED WHEN IT WAS STILL WORKING

- THE PASSENGER SIDE SEAT BELT WAS TNSPECTED 12-30-28 AND FART DROERED RECAUSE
THE PASSENGER S!DE BELT DOES NOT WORK

- CLRRENTLY, THE PASSEMGER SIDE SEAT BELT 15 IW A STUCK PFOSITION

»

PER CUSTOMER, OEALER SAYS:

- WE {NSPESTED AMD REFPLACED THE DRIVER'S SIODE SEAT BELT 12-32-96

= PER FAM AT BEGINMING OF D5-397. MADE AN AFPOINTHMENT

- O8-327-57 DEALCRSHIFP SERYICE MAMAGER STATED THAT THE PART 15 HOT COVERED
UNDER RECALL ANY LONGER

- AREA REPRESEMTATIVE DEWIED A4WY ASSISTANCE

»

CUSTOMER SEEMS:

- waNTS THE RECALL TQ RE PERFORMED

Y

CiAC ADVISED:

RE: FINAMCIAL ASSISTANCE

- ND FURTHER FIMAMGCIAL ASSISTANCE WiLL BE GFFERED

-~ CAC SUPPORTS THE DECISION

- THIS REPRESENTS FORD MOTOR COMPANY 5 FINML QETI1S5I0W IM THIS MATTER
MON-YLE OUTBOUMD CALL MARE TN SERVICE MAMAGER, SLEM OHAR

- PER GLEM, WE HAVE INSPECTED THIS VERICLE'S PASSZEWGER S1DE SEAT BELT AND
CETERMINED THAT THE RECALL HWAS HEEWN PERFORMED

= THERE WILL WOT BE ANY ASSISTAMCE WI1TH THIS RECALL AS PER FORD REPREIENTATIVE

DWMER RELATIONS VORFEENCHMARKING DAf11/98 FAXCARTG



oaf11/98 MASTER JwMER RFLATIOMS LYSTEM 11 14.21.02
AR EEEASAFSEF-S=c—mcaEENdFENIIR=S===SaccimmEENEdAELSEN-S =SS =SSSSCSSSCSECSTEsaIrmambas
4548RL GRP: Xx04 [MFORMATION CONTACT WEH TYPE: LAR

TWIMN C1T1ES =l ZN/TR; o COMTACT MBE: 108503158 OPEWED: OG/26/719487
YIN: 1ZYPT 20CAL ENGIME: C CLOSED: O6/36/ 1997
E=====x=-Rkm Ak ERIEEEE-SFIF-S===- - ax—mexzamdbatiEiaFEETS
LAST MBME: STATUS: CLOSED
TITLE: FIRST MAME: - MI:

ADDRESS: R

ciry: STATE: MM FIP; _
HOME PHOME: BUS. PHONE:

MODEL YEAR: an MODEL : PRUB

MILEAGE: E5000 wsn

DEALER NAME: METROPOLITAM FORD EALES CORE: 15BOAT AR A O3RN
CAUSAL CODES: 1104 SYMPTOMS . 104100

aRIGIN: GO TRAMS. DST/RGM: TRANG. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK.. CODE: AS51I5T CODE: AWARD AMT: Q SURVEY: (¥ OR N)
BUILD DATE: CALTBRATION:

ESP INFQ: EXPIRES:

OPFEM RECALL: OWMER MNOTIFIED: MICRD:

COMMENTS :

1957 /0626

wew MAVIS: DRLGINAL «»»
CUSTOMER SAYS:

- 2797 S5HE TOOR THE WEHICLE IN FOR THE SEAT BELT RECALL TO BE DONE

- THE DRIVERS S1DE WAS REPAIRED
-~ CLURRENTLY,
*

PER CUSTDMER, DEALER SAYS:

- PER SERVCIE DEPARTMENT. NO MANE,

THE PASSENGER SIDE BELT IS5 BROKEM,

IT MAKES & CLICKING NOISE

IT IS5 5300 FOR THE PARTS

- THEY GAN SPLIT THE COST BETWEEN HER AHO FORD

L
CUSTOMER SEEKS:
- REPAIR TO 8E ALL COVERED

L]
CAC ADVISED:

- 0 FURTHER FINAMCIAL ALS1SYANCE WilLi BE DFFERED
-  TH1S REPRESENTS FORD MOTOR COMFANYS FIMAL DECISION M THIS WATTER

OWWER RELATIONS VOP/HENCHMARKIWG O8711/498

FAACARTG




oas11/98 MASTER CQWMER RELATIOWNS SySTEM 11 14.21.02
====1--=---I--In----:---::n-==-I'In--l-----lx=-=====-'.-==-'Ilr=ll========l='ll=ll::=====
G40TEG GRP: O1 [NFORMATION CONTACT YEH TYBE: CAR

MEW YORK 13 ZN/TR: CONTACT NBR: 10BGPG5U0 DPEMER; Q770771997
VIN; 1ZUPrzu-c:1L5ﬁ ENGINWE: C CLOSED: OFf07/1997
=kl::======---ll--.l--l---.:-I8:-----.I------IS=======III.II-::t::::IIIIIII::::
LAST NAME: BTATUS: CLOSED
TITLE: FIREST NAME: _ MI:

CITY: STATE: 1F;

rowe oo [N 201 o

MODEL ¥EAR: an MODEL : PRORE

MYLEAGE: -L1a%i WSD:

DEALER MAME: WOEPPEL FORD DF MIN SALES COME: 113080 P L A: D223
CAUSAL CODES: 2804 SYMPTODMS : 104 100

DRIGIN: GO0 TRANS. QOSY/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

&CK. CODE: ASSIST £DDE: AUARD AMT: O SURVEY: [Y¥ OR N)
BUTLD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEM RECALL: OWNER WOTIFIED: KICRD:

COMMENTS :

190707707

+rs NAVIS: SUBSEQUENT =+«

CLUSTOMER SAYS:

~CUSTOMER BECEIVED A SAFETY PELT RECALL 96545 AND IT WAS COMPLETED JANUARY
1337 ANO THE DRIVER'3S SINE ONLY WAS FIXED AND WOT THE PASSENGER SIDE

~N0W THE PASSENGER SIDE HAS HROKEN

L

PER CUSTOMER. DEMLER SAVS:

-JAMES COMMELLY AT MINEOLA FORD REFERRED CUSTOMER TO THE CUSTOMER AS5S1STANCE
CENTER

~REFAIR IS NOT A WARRANTABLE REFAI!R ACCDRDING TO JAMES COMNELLY

L3

CUSTOMER SEEKS:
“~FINANCIAL ASSISTANCE

Ll

CAC ADVISED:

- WARRAMTY HAS EXFPIRED

~ FORD WILL NOT PROVIDE FIMAMCIAL ASSISTANSE TO THE COST OF THE REPAIR

OWNER RELATIONS VOP/BENCHMARKING 09/11/98 FAXCARTG




Ba/s11/98 MASTER CWNER RELATTONS SYSTEM 11 14.21.02
TS XTEE - IJE-S S-S o -0 - SR C oL oSO oS- E - oo oSS SO C NI NS EATEEEEEESEERsERES
BETOKR GRP: 17 COMCERM CONTACT VEH TYPE: CAR

LOS ANGELES 71 INSTR: 1 CONTACT NBR: 10R799553 OPEMED: OB/ 15/1887
YIN: 1Z¥PT21USL ENQINE: u CLOSED: 0971071997
SESEEEEES=SARE== e e e R R - R ) R - D e AR BV PV P R R I RRRRRRE
LAST NAME ; ETATUS: CLDSED
TITLE:

FIRST MAME: - NI :

ADDRESS :

CITY: T — STATE: P

HOME PHONE : BUS. PHONE: _1

MODEL VEAR: 80 MODEL : PROBE

MILEAGE : 87000 wSD:

DEALER MAME: SUNSET FORD, INC,  SALES CODE: 17(179 P& A: 20028
CAUSAL CODES: 1218 12RA SYMPTOMS : 104 100)

DRIGIN: GO TRANS. DST/RGN: 71 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 08/22/1997
ACK, CODE - ASSIST CODE: W AWARD ANT; ' SURVEY: ¥ {¥ OR N)
BUILD DATE: SALTBRATION:

ESP INFO. EXPIRES:

CPEN RECALL: DWNER NOTIFIED: MicRo:

COMMENTS :

1997 /08715

ter MAVIS: DRIGINAL we+

CUSTOMER SAYS:

- CODE TOD GET THROUGH TO HOME PHOKE 1%: 123§

= THERE [5 A RECALL ONW THE PASSENGER RESTRALNT BELTS

- RECIEVED TH1S LETTER DECEMARER OF LAST YEAR WHICH TOLD Wt TD TAKE INTO
DEALEREHIPF FOR INSPECTION

- HAVING A PROBLEM WITH BOTH SIODES OF RESTRAINT SYSTEM

= PASSEHGERS SIDE WAS INTERMITTENT PROBLEM, 30 IT WAS REQUESTED THAT WE WAIT
TILL JAHUARY DLE TO PARTS AVAIALABILITY

- S0, PARTS WERE ORDERED

~ DRIVER'S SIDE RECALL wWAS PERFDEMED IN MARCH == SAID AT THAT TI1ME THAT
PASSENGERS SIDE WAL GETTIMNG WORSE. SAME DAY, WHEN RETURNING HOME, THE
PASSENGERS SIDE AGATN STOPPED WORKING

- WHEN THE PASSENGERS RETSTRAINT BID GET STUCK, YOU WOULD HERE A CLICKING
MOLSE AND AFTER & FEW MINTUES WOULD FIMALLY GO ALL THE Wa¥ HACK. SO0 £COULD NOT
EVEM TAKE BACK TO DEALER WHEMN [T OCCURAED BECAUSE 1T WOULD CORRECT 1TSELF
-¥YEHICLE I3 CURRENTLY AT DEALERSHIF HECAUSE WHEM THE PASSENGERS SIDE SEAT BELT
RETRACTS AHD GETS S5TUCH, A DDRD COMES QUT OF THE TRACK AMD PRESENTS SAFETY
PROBLEMR

]

FER CUSTOMER. DEALER SAYS:

- RECALL Hi5S EXPLIRED

OWHER RELATIDNS VDP/BENCHMARKING OD8/11/80 FARKCARTG



08/11/98 MASTER OWNER RELATIONMS SySTEM Il 14,.21.02
:=======Illlr.=:=:=:IIII.::::::IIII::::::=I-!---:=:lI.l-----.l:::::q'th:::::::ll.-::
GETOKR GRP; 17 COMCERMN CONTALT YEH TYPE: CAR

LOS ANGELES n INATR: D1 CONIFACT MAR: 14875853 OPEMED: 0871571997
VIN: 1zwmiu5|.n ENGINE: U CLOSED: 049710/ 1997
IEERRdcxr =SS aEENEEEx====n = u--lI-:===l-lI|----==:--i--r::::;.llt::::::--
1887/08/15

- WHEH EXAMINMED IN MARCH FASSEMGERS SIDE RESTRAINT PREBLEH WAS MNOT YERLFIED,
50 NOW RECALL CAN NOT HE BONE WiTHOUT CHARGING CUSTOMER

+

CUSTOMER SEEKS:

- RECALL COVERAGE

&

CAC ADVISED:

RE: RESTRAINT RECALL

“INFORMATION HAS BEEN DOCUMENTED AND FORWARCED TO THE DEALERSHIF WITH A CDEY
TO THE REGIOMAL COFFICE.

“REQUEST MR. RUSS DANGEL (SUST. REL MNGR) CONTACT THE CUSTOMER WITHIN 2
HUSINESS DAYS

1997 /09702

NUNTHIS 1S THE CLOSING COMMENT

SPOKE WITH RECALL HOTLIME ABOUT THIS SITUATTON AND THE FAGT THAT RECALL WAS
PREV. PERFORMED HOTLINE TECH INSISTED UPON SENDING RECALL PARTS NESS Tn REPAL
R, MUCH TO SERVICE WGR. AND CUSTOMER DELIGHT PARTS WIL BE INSTALLED TO REPAIR

OWKER RELATIONS WOP/BENCHMARK |NG 09/11/98  FAACARIG




ag;11;ga MASTER DWHER RELATIQNS Sy»STLM 11 14,2102
mom=-=-=o====:c o =s=c=Aac-c === amEs=—=—c=-Eim:cc-cddmsr-caxzx=-—c-c A Bl MR- IS =SS r-c-o-cCcEEODTS-SSECECC-S=SEREZ=-=
T4AR1RL. GRE: WEA3 INFORMATION COMNTACT YEH TYFE: CAR

TWwInN CITIES Lt INKTR: [F ]| CONTACT MBR: 1OBBR1ZB 1O OPENHED - 03119{195?
WINM: L EMGIME : CLOSED- DH!iQIiEB?
===y ====-c-o=-===xx=-c=-c-RikSo-—fAr-EfREx-—c- ce =Rk cEERABC-c-cc-cEC-cC-C-=-SEC-SC-SC-CokEODT=S=-S=-SxXx=-=-S=-S=—OD====
LAST MAME: STATUS: CLOSED
TITLE: rirsT nane JEEGNG MI:

EITY: STATE : P

WS PHONE : aus - rrone : TR

MODEL YEAR: L= 13 MDDOEL : PROEE

MILEAGE: 1020080 wih:

DEALER MAME: DDOMW LAFREMNZ FORD-L- SaALES CODE: 158623 P& A: 20214
caAUSAL CODE<: 1215 111410 SYMPTOMS: 103 1003

ORIGIN: &0 TRANS. DET/RGHW: TRAMNS. DATE:
SERVICESSALES: i CONTACT DATE:

ACK. COBE: ASSIST CcODE: AWARD AMT: O SURVEY: Iy OR W]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM HECZALL; DWHER MOTIFIEL: MICRD:

COMMENTS -

189708/ 19

oy NAVIS: ORIGINAL +=+-

CUSTOMER SaAYSE: \

- THE DEALERSHIP DRID OME S1DE OF THE SEATBELTS WWDER THE RECALL BUT SAID THE
OTHER SIDE WAS NOT COVERED

PER CUSTOMER,. DEALER SAYS:

- THE DTHER SIDE REPAIR IS WOT COVERED

- FORO WILL ROT COVER IT

.

CLUSTOMER SEEKS:

« TOQ HAVE THE REPAIR DONE ON THE OTHER SIDE

-

CAC ADVISED:

- WO FURTHER FIWAMCLIAL ASSISTANCE WILL BE OFFERED

- THIS RERRESENTE FORC MOTOR COMPAMY 'S FIMAL DECISION IN THIS MATTER

OwWWER PELATLONS VOP/REWCHMARKLIMG OQF11/98 FAXCARTG



03/ 11/98 MASTER OwWER RELATTONE SYETEM II 14.21.02
=--|:IIIII==:==I==I.t-Il==ﬂ=======_'|H-IllHH========-==I::HJ.:l:.::::::::::l::.l:..::l
AS83TS GRP: HMIE [NFORMATION CONTACT vEH TYPE: £aR
UKW 98 ZN/TR: COWTACT MBR: 10HHI1SY19  OPEMED: 0872071997
V1iN: 1z~.rp1'zm:u.5-_ ENGINE: € CLOSED: OB720/1957
EEREBEEESSF==c-dEIENEEEIE=-=g====x== = ﬂll=-=======-.='I.klllDI==I==a=====:=llllllll=:
LAST MAME: ETATUS: CLOSED
TITLE: F1RST MAME: WL :

ADDRESS:

CITY: & STATE: ZIP: -
HOME PHONE BLS . PmNE:h

NMODEL YEAR: 8a MODEL : FROBE

MILEAGE: 1000 WED:

DEALER NAME: SALES CoDE: P& A:

CAUSAL CODES: 1216 SYMPTOMS : 104 100

QRIGIN: aa TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACY DATE -

ACK. CODE: ASS15T CODE: AWARD AMT: 0 SURVEY: (¥ DR N)
BUILD DATE: CalL [ERATION:

ESP LNFO: EXPIRES:

OFEN RECALL: . OWNER NDTIF1ED: WMICRA:

COMMEMTS :

1927 /08 /20

wws MAVIS: SUBSEQLEMT »**

CUSTOMER SAYS:

~CUSTQMER SAYS RECALL WAS DONE DN DRIVER’S SIDE FOR SEAT BELT

-CUSTOMER GAYS PASSANGER SIDE SEAT BELT MOTOR MOY wWiRKIKNG

-CUSTOMER SAYS ShDULD THIS SHOULD BE CONSIDERED & SAFETY ISSUE FOR RECALL

-

PER CUSTOMER, DEALER SAYS:
-DEALERSHIP SERVICE MANAGER SAYS NO CURRENT RECALL

L
CUSTOMER SEEKS:
= ADDRESS TO PUT CONCERW [N WRITING

-RECALL INFORMATION DM PASSENGER SIDE SEAT BELT
.

CAC ADVISED:
-ADVISED WO CURRENT RECALL INFORMATICH
-PROVIDED CUSTOMER FORD WOTOR COMPANY ADOREES

DOnNER RELATICHNS VOP/HEHCHMARKING ORF11798 FAACARTE




o09/11/98

MASTER OWNER RELATTONS S545TEM 11 14.21.02

Emomusssceendan ek s AAn AR AN AN FEL R IS IS CE N TN SCE I S EESOSISETE SN NS AN E N EEEW
2010Lw GRP: AX0E INFORMAT 10N COMTACT YEH YYPE: CAR
LM NOWR ag ZNFTR: COMTALT MHR: 10HBE3S45 OPENED: 08/29/f1987
VIN: 1EVPTI0CRLS EMGEIMNE, C CLOSED: QBf29/1997
EEEOERNEEECEECE=-EECX== zZ=zaox= mrzhkErc=-ox—oE-—k--dTr-N- koo EaO- A -ErD=-=-=-=-=-=-==m
LAST MAME. STATUS: CLOSED
TITLE: FIRST MAME: - MI:
ADDRESS :
CITY : RUF FALO STATE: o 1P -
HOME PHOME: Bus. PHUNE:_
MODEL YEAR: MODOEL : FROBE
MILEAGE : 14000 w5h:
DEALER WAME: SALES CORE: P B A
CAUSAL CODES: 1203 11410 SYMPTOMS @ 104100
OREGIN: G TRANE. DST/RGN: TRAKWS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIAT COOE: AWARD AMT: 0 SLRVEY: LY DR M)
RUILD BATE: CALIEBRATION:
ESP INMFO: EXPIRES:
OFEN RECALL: OwMNER NOTIFIED: M1CRO;
COMMENT S ;

1937/08/29

#n+ NAVIS: FROGRAM s+

CUSTOMER SAYS:

- T HAD RECALLS ON MY SEATBELY

L]

FER CUSTOMER. DEALER SAY3:

= MR. HILL SPRAGUE. SERVICE DEPARTMENT

- NE
GAO0ES DUT CONTACT US

-~ FORD REPRESEWTITIVE

.
CUSTOMER SEEKS:

= RECALL COMPLETIDN
L

CAC ADVISED:

- ECAC SUPFORTS THE DECISION

SAID THAY YOU WILL MWEEDR TO

REPAIRED OWE SEAT BELT AWD THE OTHER RELT WORKS FINE BUT IF IT

PAY FOR THE REPAIR

- THIS REFRESENTS FORD MOTOR COMPANY’S FIMAL DECISION IW THIS MATTER

L]
PER CUSTOMER, DEALER SAYS:
- DEALER NAME: BUFFALD FORO, BUFFALD NO.
RHOME MUMBER:417-34%=-2415
FEA CDDE: D2831
- THERE MOT IN THE
)
AL ADVISED:
- INPUTTING DEALER INFORRATION

SYSTEM YET

OWNER RELATIONS VOFP/BENCHMARKING 09711798

FARCARTG



o9/11/98 MASTER OWHMER RELATIONS SYSTEM 1L 14 21.02
—ammxssesnssmmbheesse S FdEAE A SR EE I EE 4 EIJEEETES IODS - N - IS I AAESEIE SIS EEEEEEEC-ZTEN
A306UT GRP: Rp07 EONCERMN COMNTACT YEH TYFE: CAR
DEMVER 58 THITR: CONTACT NER: 108113634 OFEMED: £I2/19/F1647
VIN: 11UF122L5L5* ENGINE: L CLOSED: 0372071997
EEErE=-c=—x-=—r=—kx=-—fir=—fk-—EN i EEAE SIS EEESSE S SFEEEEEEE N EEEEEASEENSHESSESEEEEEEEEEEEERLR
LAST KAME: STATUS: CLOSED
ADDRESS:

CITY: ETATE: £a 1p:

boue peove: RSN  cus. eeonc: N

MODEL YEAR: 40 HODEL : PROBE

MILEAGE: A8000 waD:

DEALER MAME: CHESROWN'S FRIENDLY SALES CODE: 156007 F&a: 01108
CAUSAL CDDES: 1203 28071 1104 SYMPTONS : 102252 104100

DRIGIN: RO YRANS. DST/RON: 56 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DAYE: D218 1987
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (Y DR M}
EUILD DATE: CALIBRATION:

ESP INFO: EXFIRES :

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1957/02/ 19

wen THIS CONTACT IS OPEMED DUE TQ OPEW RECALLS 868589 AMD 95348 »+s
vy MAVIS: SUBSEQUENT #++

CUSTOMER SAYS:

-~ HAVE RECEIVED A RECALL LETTER FDR TrE MOTORIZED SEAT HELTS

- 90TH THE LEFY AND RIGHY wiNDOw:S DO MNOT &8 LP DR DOWN

= HAWE HAD TO HAVE NUMERDUS REFAIRS ONW THE VEHICLE [N THE LAST YEAR
- HAVE SPENT OVER %4 500 OW REPAIRS DURIME THE LAST YEAR

L)

PFER CUSTOMER, DEALER SAYE:

- #BEQO REFERRED BY GHESROMM‘S FRIENMDLY FORD [SERW MGR)

- HAVE DROERED PARTS REQUIRED TO PERFORM SEAT BELT RECALLS

= WILL CALL CUSTOMER WHEN STAT HELY PARTS ARE IN

- THE VEHTCLE NEEDS A HEW WINDOW REGULATOR FOR THE ODRIVER AND PASSENGER SIDE
WINDOWS

.

CUSTOMER SEEMS:

= WANTS FIMAMCIAL ASSISTANCE

-

CAC AOVISED:
REQGARDING RECALL:
=~ 1WFORMATION HAS BEEN DDCUMENWTED AMD FORWARDED TO THE DEALER

-~ REQUEST MA. MYCHAEL GREEM (CUST REL MWGR] TO CONTACT THE CUSTOMER WITHIM 2
BUS1NESS DAYS

REGARDING FINAMCIAL ASSISTANCE:

= WARRANMTY HAS EXPIRED

- FORD WILL NOT PROVIDE FINAMCIAL AS5SISTANCE T8 TPE COST OF THE REPAIR
1997 /03713 :

FAITHIES 15 THE CLOSTNG COMMEMT

SEAT BELTS DN DRQER FOR UNIT WILL SET APPOINMTMENT WHEN BELTS ARRIVE,

OWNER RELATIONS WOF/BRENCHMABRKING 09711788 FaXCARTG



oa/s11/08 WMASTER OWNLR RE| ATIONS SYS1EM 11 14.21.02

I3 -FE-—CC_C--C- - E-EE-_ErXr=-—-—SE-—-"G-EEC il Nl -EEINEOC-—N-Ar-aCf:m=-—=r=—=—Cc-=—C=—M=-—=—E=-=—rC—====-=
ST5RAK GRP: Xk17 COMCERM CONTACT VEH TYPE: CAR

SAH FRAN 12 IN/TR: CONTACT NER: 107707979 ODPEMED: 1031/ 1896

Y1k VEVRT210ALE ENGINE: U CLOSED: 02/21/1887

LAST WAME: STATUS: CLOSED
TITLE: rirst vave I

ADDRESS :

c111: aiiniiaiczt sTaTE: ~ |
HOME PHONE : BUS. PHONE:

MODEL YEAR: a0 NDOEL :

MTLEAGE : 10000 wsDh:

DEALER WAME: CODIROLI FORD SALES CODE: 172435 P& A 07799
CAUSAL CODES: 3001 1104 1203 SYMPTOMS: 104100

ORIGIN: a0 TRANS. DST/RGN: 73 TRAMS. DATE:
SERVICE/SSALES: 1 CONTACT DATE: 0Z/13/194aT
ACK. CODE: ASSIST CODE: D AWARD AMT: 0 SURVEY: Y {Y OR W)
BUILD DATE: AL IBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNMER NOTIFIED: MICRO:

COMMENTS :

1996/ 10/31

#+n VEAICLE INVOLVYED IMN RECALL 98545!99 s
+3v MAVIS: ORIGIMAL ww»v

CUSTOMER SAYS:

= CALLING BACK WITH VINMN

- THE MOTORIZEDR SEATBELTS ARE 5TUCK HALFWAY UF

+*

PER CLUSTOMER, DEALER SAYS:

- WOT CONTACTED

*

CUSTOMER SEEKS:

- ARE THEIR ANY RECALLS?

[

CAC ADVISED:

= IHFORMATION HAS BEEN DOCUMENTED AND FORWARODED TD THE DEALER

= REQUEST MR. DEMIZE MONTALYD CUST REL MWGR TQ CONTALT THE CUSTOMER MI1THIH 2
BUSINESS DAYS

1997 /02/14

WO¥FTHIS [S THE CLDSING COMMENT

SPOKE TO CUSTOMER. CUSTOMER WORKIME WITH S5/C FOROD. PARTS ARE ON DROER BUT HAVE

NRT YET ARRIWED, CONTACY WaJ OFEMEQD ON QUR DEALERSHIP IN ERRDR. PLEASE CLOSE.

OWNER RELATIDNS VOP/BEMCHMARKING 09711798 FALCARTG



03711798 MASTER DWNER RELATIONS SvSTEM I1 19.21.02
--...--h----::--‘===-===---.=-l1--------‘:.-:::::::—==l.—-.I..:..:I:_::::::::..:
S5G17ML  GRP: X4  CONCERN CONTACT VEH TYPE: CAR
PHILADELFII A 5 2H/TR: CONTACT HEBR: 10OB1BMAGTI0 OPENED: 03077199
VIN: 1ZUPT:EUCEL5h ENGINE: C CLOSED: 03/31/1a97
TEAESSstN ks limEmr s CcEEEC S E s AN E SV EEEEEE NN TSI S S ==ruEEAEANEBC==—======3F=
LAST NAME: $TATUS :

TITLE: rrast nake: [

AGDRESS:

CITY: TELFORD STATE: Fa ILP:

HOME PHONE ; BUS. PHONE

MODEL YEAR: MODEL : PROBE

HMILEAGE: e i wsD

DEALER MAME: FAULKNER FORD-MERCU 5ALES CODE: 118414 P & A: ODI3EE
CAUSAL CODES: 1203 SYNPTOMS: 104100

ORIGIN: GO TRANS. DST/RGN: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/18/1987
ACK . cOobe: ASSIST CODE: R AWARD AMT: O SLURVEY: v (¥ Of M)
EUILO PRATE; GALIBRATION:

ESP INFO: EXPIRES:

OFEM RECALL - QWNER WOTIFIED: KRICRO:

CONMENTS ;

1997703707

*s» THIZ CONTACT !5 OFEMED DUE TO OPEMN RECALL 98529
rew MAWIS: DRIGIMAL *+»

CUSTOMER SAYS:

= PASEENGER SIDE SEAT BELT DOES NOT WORK

L ]

PER CUSTOMER,
- MO EONTACT
L ]

CUSTOMER SEEKS:

- RECALL REFAIR

[ 3

CAC ADVISED:

= INFOEMATION HAS BEEN DOCLMENTED AND FORWARDED TH THE DEALER

- REQUEST ME. JIM MARR [CUST REL MNGE] TD COMTACT THE CUSTOMER WITHIN 2
BUSTINESS DAYS

1997 /035724

¥r¥THIS IS THE CLOSING COMMENT
CUST CAR IN FOR RECALL 96599.

% PER RECALL. PARTS ARE D949,

LA

DEALER Sav%:

INZPECTED R/S PASSIVE RESTRAINT AND ORDERED PaART

DWNER RELATIONS VOP/BENCHMARKING 09711788 FANCARTE



0o/ 11/98 MASTER OWMER RELATICNS SYSTEM 11 14.21.032
FEENEESEEE N T EEEESIASFE S TSN E N S SAEEFEEEEEENEEEERERECcEE I - - cCcE-c == CcCcCS=SC=S=S=S=S3JS-S==SS===cS-HE
2IT05K GRP: AxOM CONCERMW CONTACT YEH TYPE: CAR
QETRQIT a4l INSTR: CONTACT NBR: 107702635 DFENED: 10/30F18998
VIN: 1ZVFT2009M EnNGINE: C CLOSED; 1171241996
Bl L L B L= — e I EFEEE NI EEEEEEEs-NREc=-cExr=@dcc=-=-xT========
LAST MAME: STATUS;

TITLE: FIRST MAME: - NI :

ADDRESS :

CITY: STATE: P:

coue aon:: [N cus. roc: NS

MOOEL YEAR: MODEL : PROEE

MILEAGE: 74000 usD:

DEALER WNAME: ROVAL DAKFORD INC SALES CODE: 14B00DS F & A; 02799
CAUSAL CODES: 1203 1248 SYMPTOMS: 104100

ODRIGIN: GO TRANS. DST/RGH: 4aA TRANS . DATE:
SERVICE/SALES: 1 COMTACT DATE: 11709571996
ACK. CODE: ASSIST CODE: W AWARD ANMT: 0 SURVEY: N (Y OR N]
EUILD DATE: CALIBRATIDN:

ESP IWFO: EXFIRES:

OFEN RECALL: DWMER WOTIFIED: MICRO:

COMMENTS:

1995 /10/30

v WEHICLE INWVOLVED IM RECALL SG6399 +=»

svs WEHIGCLE INVOLVED IN RECALL DBS4E »w»

tax YEHICLE INVOLYED 1N DHP B5B70 +4w

=4y NAVIS: ORIGINAL wevw

CUSTOMER SAY¥S:

- TOOK VEHICLE Y0 DEALER FOR ZWD TIME DM SEATHELT RECALLS

- THEY DEALER KWEEP% TELLING ME THEY ARE WAITING FOR PARTS

~ ACCOEDING TO THE LETTER, THE DEALER IS SUPPOSED TO FIX HELT 50 IT WORKS
UNTIL RECALL CAM BE DOOME

- THEY HMAVE BEEN YERY WICE, BUT THEY ARE MOT DOIMWE alNvTHIMG TO TBY TO FIx
THE SEATEELT

- HY SEATBELT OOEZ NOT wORK PROPERLY AMD YHE LETTER SANS YHE DEALER 15

SUFPOSE TO ADJUST IT

*

FER CUSTOMER, DEALER SAYS:

- PARTS WILL WOT BE IM LUWTIL AFTER 13F1B/05

L ]

CUSTOMER SEEMS:

-~ TO HAVE SEATHELT ADJUSTED S0 IT WORKS UNTIL RECALL CAN BE DONE

L 3

CAC ADVISED:

-INFORMATION HAS BEEN COCUMENTED AMD FORWARDED TO THE PEALERSHIP WITH & CORY
TO THE RERI1OWAL OFFIGCE.

~REQCUEST MR .DAN SHEILL CUST. REL MNGR CONTAET THE cUSTOMER GITHIMN  EBUSINESS
DAYS

1996117085

#¥XXTHIS [5 THE CLOSING COMMENT

CONTACTED CUSTOMER AMD PARTS FOR THE RECALL ARE WOT AVAT_LABLE TILL LECEMEER
ROvALOAK FORD WILL REPAIR WEHICLE A% SO0ON AS POSSIALE .CLOSE QASE

OwhER RELATIONS vOP/BENCHMARKING O8/11/88 FAXCARTGO



La/11/08 MASTER OwMER RELATIONS S+5TLM P 14.21.02
——c——k==c-=—c=ZzkE=-=—EMEr-——x=——Rk——Em=—-mrziE--m=-=—BX- M-I T-=:1:I:ZiLZ=-o-=—=—=Z===S=Z:Z-—ZEE=Q@E-O
4G4BAC CRP: Xuwl INFORMATION CONTACT YEH TvPE: ChR
CHICAGO 31 ZHFTR: CUNIACT NBR: 1907442300G8 DPENED; 1071871996
VIN: 1zwmu:9u5h ENGINE: C CLOSER: 10/ 1871898
AN IS EEE S EE NN NN ASASEESE S S NN AEE S AN S NN NN EENAEEmoEEeEcExx-ck-c-cdErC-==x=-=-=-=S=====93=°=
LAST MAME: STATLS:

T1TLE: F1R5T MAME: - MI ;

AODRESS -

C1TY: BELRLINGTOM STATE: F:
vowe pron:: | als, wrone : N

MODEL YEAR: MOREL: PROBE

MILEAGE: 47000 wso:

DEALER KAME ; MILLER FORD-MERCURY SALES CODE: 141407 PBE A: 053233
CAUSAL CODES: 0641 1215 SYMPTOMS : 104 100

ORIGIN: Goa TRANS . EET{EEM: TRAMS . DATE:
SERVICESSALES: 1 CONTAET DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURWEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESP INWFO: EAPIRES.

OPEN RECALL: OWNER NOTIFTED: MiCRO:
COMMENTS

1996/ 10418

v NAVIS: DRIGIMAL =»=*

CUSTOMER SAYS:

= THE MOTORI1ZED S5EAT BELT ON THE VEHICLE DDES WOT WORK AT ALL
SHE GOY A LETTER FOR A RECALL ON THIS, S9G854B-35559

SHE TOOK LETTE® TO THE DEALERSHIP

15 THE SEAT BELT MOTOR COVERED ON HER ESP

3
FER CUSTOMER, DEALER SAYS:

- SPOKE TO KEN, IN SERWICE. THEY ARE GOINWG TO CALL CUSTOMER WHEM THE FARTS FOR
TH1S COME TN

CUSTOMER SEEKS:

- RECALL INFORMATION

- WARRAMTY OM THE S€EAT BELT WOTOR

L 4

CAC ADVISED:

- WO INFORMATION [5 THE DEALERSHIP WILL BE REPLACING THE MOTOR OF THE SEAYT
BELTS ASSEMELY

- WITHOUT & PAAT NUMBER IT 15 HARD TD VERIFY PART COVERAGE, 1T LOOKS AS IF THE
SAFETY RESTRAINT COYERAGE I5 MOT PART OF YOUR ESP THOUGH

1966/ 11/04

EUSTOMER SAYS:

- REITEAATED SAME CONCERM

L
CUSTOMER SEEKS:
- TO kMNOW IF MOTDR 1% COVERED UMDERE THE RECALL

-

CAC ADVISED:
- UNABLE TO CHECK PARTS RECALL MUMBERS
~ DEALERIHIP 15 1MW THE BEST POSITION TO ASSIST

OWMER RELATIDNS VOP/RENCHMARKING O©O9/11/08 FAXCARTG



0aFi4/qu MASTER [WMLR RILATIONS SrtlEW DI 14,21, 02
J::::::}EiI.-l_"—-‘.'.i-ﬂﬂl.‘l::===-'.Ill-.l.l:::::I.I--::—':'——l.d-.-u-J.::---h---:::::::.llt:
9EDZME GRP: A7 CONCERM COMTACT VEH TYPE: CAR
CIMNCINNATIY &7 INSTR: CONTACT KER: 1076%%104 OPENED: 10/18/1989g
VINM: 1ZVPT2000MS EWGIME: ¢ CLOSED: 1043871006
SESTREEENd === -_-IIIIIi=====Illlk===::--.h--:::--..---::::::
LAST WAME: STATUS: CLOSED
TITLE: FiesT wave: (NN ).

ADDRELS:

srare. v [N
HOME FHONE : BUS. PHONE:

MODEL YEAR: ER MODEL :

MILE&GE : 87000 WD«

DEALER NAME: TOWN & CODUNTY FORD SALES CODE: 147231 P& XL 01488
CALSAL CODES: 1208 1363 SYMPTOMS : 104100

ORIGIN: G0 TRAMS. DST/RGM: 47 TRANS. DATE:
SERVICE/SALES: 1 ] COMTACT DATE: 10/18/71995
ACK . CODE: ASSIST CODE: O  AWARD AMT: J SURVEY: ¥ (¥ DR N)
BUILD DATE: CALTRRATION:

ESP IHFO; EXPIRES:

DPEN RECALL: OwWMER MOTIFIED: MICRO:

CUOMMENTS :

1985/ 10/ 18

#++ THIS CONTACT 1% OPENED OUE TD CREM RECALL 9ES4AE & 965 09 wra

wed NAVIS: SUBSEGUENT %2

CLUSTOMER SAYS:

~RECETVED REZALL ON SEATBELTS,

-ONE DEALFRSHIR DID NOT WWOW OF RECALL

~TOWN AMD COLUNTRY SaiD THAT THEY DO WOT HAVE NEEDED TOAL

“PER PATRICK FMC THE "NEEDED TOOL* IS FOR THE RIGHT SI0DE, AWD CUSTOMERS LEFT
SINDE SEATHELT IS THE CURRENT CONCERN

FER CUSTOMER, DEALER SAYS:
—DO NOT HAVE MEEDED TOOLS. WIL BE HERE MOMDAY

x
CUSTOMER SEEKS:

-“HAVE AT LEADTY LEFT SIDE REPAIRED

“CAN CUSTOMER WAIT TIL 12/96 TOQ HAVE REPAIRED

L]
CAC ADVISEQ:
~INFORMATION HAS BEEN ODCUMENTED AKD FORWARDED TO THE DEALER

~REQUEST MR. DENWIS PEPPER,CUST REL MNGR. 5VC MNGR TD COMTACT THE CUSTOMER
WITHIN 3 BUSINESS DAYS
1896/ 10721

WHNTHIS 15 THE
Mﬂun I c = oc ThaT THE ToOL To P
ALL WOULD BE HERE 10 21 B AMD WE WILL CALL HIM IN ORDER FOR HIW

TO SCGERULE & TIME THAT 15 CONVIEMENT FOR HIM. HE DIDNT SEEM SATISFIED WiTH O
UR ANSWER AND 541D HE WOULD GO TO AMOTHER QEALER FOR THE REFAIRS. WE WILL CALL
HIM AS SO0ON &5 THE TOOL ARRIVES

OWMER RELATIONS VOP/BENCHMARK 1WA C9711/98 FRACARTEO




cafi1/08 MASTER OWMER HELATIONS Svolilm 11 14.31.02
EFEEEEES sl R AR cEEEAEE N0 I S TS - - S-S ST S M FmbREE .. R TS S XSS Ed " AR EEE =TT o
TATALM GRF: 14 CONCERMN COMTACT VEH TYPE: CAR
KANSAS CITY 53 2N/TR: ©1 CONTACT MBR: 107G%6518  OPENED; 107187 1996
VIN: 1Zve1220 sHSEE ENGINE: L CLOSED: 11701/ 1996
A EEEEEEEC - I___ISSEEEEEES LR Rl e R R R R AR S S S R ]|
LAST MAME: STATUS: CLOSED
TITLE: FIRST rqu:- M

ADORESS:

CITY: NIXA STATE : 2 [4] ZIP: -
noME PHONE . Bus. FHDNE:F

HMODEL YEAR: 491 MODE}.

MILEAGE : 0 W50

DEALER WAWE: REPUELIC FDRQ IMC  SALES CODDE: 153493 P& A: Q5218
CAUSAL CDDES: 1203 SYMPTDMS ; 104108

DRIGIM: an TRANSG . DST/RGN: %3 TRAMNS. DATE:
SERVICE/SSALES: 1 CONTACT DATE: 1052371996
ACK. CDDE: ASSIST COOE: W AWARD AMT: EQO SLRVUEY: W {¥ QR N}
BUILD DATE: CALIRRATION:

ESP INFDO: EXPIRES:

OPEN RECALL: . OUMNER NOTIFIED: HICRO:

COMMEMTS

1986510718

#+» THIZ CONTACT IS5 OPEMED OUE TO DPEW REGALL 956599 mern

#*++« THIS CONTACT IS OPEMED DUE TO DOPEN RECALL 95548 +==

wun WAVIS: SUASEQUENT *=»

CUSTOMER SAYS:

- CAR I5 DUE FOR !MSPECTION AND WON'T PASS WITHOUT THE SEAT BELTS WORKING AND
R1GHT NOW HIS SEAT BELT 15 NOT WORKING

= HE CALLED A CDUPLE OF DEALERS AND THEY SAIR HE SHOULD WAIT UNTIL DEC.

- HE WANTS THE WORK DOME SOOWER THAM THAT HE DOESN'T FEEL VERY SAFE DRIVING

AROUND WIHTOUT HI1E SEAT BELT WDRKING
+

PER CUSTOMER, OEALER SAYS:
= COULDN'T GET HIM IN RIGHT AWAT

*

CUSTOMER SEEKS:
- TD HAYE RECALL WORK DOME AS 500N AS POSSIBLE

-
CAC ADVISED:
—INFORMATICH HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR.ELSTON COQK |SWE MWGR) TO COWTACT THE CLUSTOMER WITHIN 2 BUSINESS
OAYS

1998/ 10515
H¥A¥THTS IS THE CLOSING COMMENT
FORD WILL MOT HAVE RECALL PARTS TD REALERS TILL 12/15/4885.CAR WILL PASS MVI,

OWNER RELATIOMS YOFFHENCHMARKING 09/11/98 FAXCIRTS




08/11/96 MASTER OwMER RELATTONS SYS(EM [1L 14.21.02
CEgE- - S-S SRS LSS - S oS-SS RS CSCES S S S S-S ECSIAEEEEEEA EEEEWEEREEW
TOGAWA GRF: KO3 CONCERM CONTACT YEH TYFE: CAR

ORLAMDD 24 IM/TR:  FA1 CONTACT NHR: 107707564 OREMED: 10/21/19G65

YIN: 1ZVPTIOCIM ENGINE: C CLOSED; 12/05/1996
EAErsEENacEEESEEEEEENAESESER EEE EEEEEEENEECEEEEREEERE s T =-EEx-ExXx-—-——"—I=-C-C=SEC--======3=
LAST MAME: STATUS: {LOSED
TITLE: FIRsT e I  «::

ADDRESS:

CITY: MTLTON STATE: FL ZIP:

#onE PHOKE . BLS . PHONE.

MONEL YEAR: a1 RODEL - PRORBE

MILEAGE: 4000 WED:

BEALER MWAME: NRVILLE BECKFORD FO SALES CODE: 124550 F & A: DOB4E
CAUSAL CODES: 1200 12048 SYMPTOMS : 104 100

DRIGINM: [¢]1] TRANS. OST/EGN: 24 TRAMS . DATE:
SERVICE/SALES: 1 COWTACT DATE: 1270271998
ACK. COOE: AESIST CODE: B  AWARD ANT: 100 SURVEY: ¥ [v OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS -

1908/10/31

tv: TH1S CONTACT 15 OREMED DUE TO OPEM RECALL 96599 ~ar
ey THI5S CONTACT 15 OPENED DUE TD OPEN RECALL BG545 +++
siv NAWIS: SUBSEQUENT w#=« ’
CUSTOMER SAYS:
= GAOT RECALL MOTIGE
-~ THE DRIVERS SYDE SEAT BELT IS S5TUCK OM THE TRACK
»
PER CUSTOMER, DEALER SAYS:
- THEY GOULDN'T FIX THE DRIVER*S 510E
.
CUSTOMERE SEEKS:
= TO SET VEHICLE REPAIRED
[
CAC ADWISED:
- INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER
- REQUEST M5. SUSAN PADRO (CUST REL MNCGR) TO CONTACT THE EUSTOMER WITHIM i
HUSINESS DAYS .
REPALRE
IF RESTRAINT SYSTEM DOES NAT WORK NOW LLOCKED UP)

IF YOUR WEAIGLE'S RESTRAINT SYATEW [5 INODPERATIVE AT THIS

OWMER RELATIONS VOP/RENCHMWARKING 09711798 FAXCARTG




o9/11/498 MASTER DWHER RELATIONS SYST[M [] 14,2402
-----====:ﬂl.-:::::=-ll-=====|.l--;:::;;l-:::::;_[n::::-:--====n--.---:::-‘..==
TOEAWA GRP;: MADS CONMCERMN CONTACT VEH TYPE: CAR
ORLANDD 24 IN/TR: CONTACT MER: 107TO7LGd  QPENED: 10/91/ 1988
VIN: 12uPer1u5h ENGIKE: C CLOSED: 1270971995
LR LR S L LI RN RN AN Y ===....-:::='...==::E.-tzz::l...-:_—:z’..---‘_—:
1996/710/31

TIME, (BELT DOES NOT TRAVEL FULLY FORWARD ALONG THE RDDF RAIL

WHEN AN ADJACEWT DOOR IS OPEMED DR FULLY REARWARD WHEN THE

UOOR IS CLOSED AND THE IGNITION 15 OWH! CALL YOUR DEALER NOW.

ASK FOR A SERVICE DATE FDR RECALL 9554B/96599 ¢ LEFT/REGHT

siDE).

WHEN YOU BRING YOUR VEHICLE IN FOR ¥OUR SERVICE DATE. YOUR

DEALER WILL RESTORE OPERATION OF ¥OUR RESTRAINT SYSTEM.

HOWEVER. ¥DU MAY RE ASKED TO RETURM YDUR VEHICLE AFTER

DECEWHER {5, 199€ TO HAVE A NEW RESTRAINT RALL INSTALLED ON

THE DRIVER’S SIDE AND, IF NECESSARY, THE PASSEMGER SIOF.  YHE

NEW RESTRAINT RAILS WILL NOT BE AVAILAELE LNTIL DECEMAER 15,

1996,
18RG/11/04
CUSTOMER CaAME SPOKE AMD S5POKE WITH SUSAM PADRO.

1 EXPLAINED TO THE CUSTOMER- THAT I WAS LDDKING INTOD THE SITUATION AND THAT I
WOULD BE CALLING A TECHNICAL LIME FOR WHICH THE RECALL DIRECTS US IN THIS TYFPE
OF SITUATION AMD THAT SHOLLD THEY GIVE ME DYFFERENT OIRECTION THAT 1 wiliLD
D0 WHATEVER IT IS THAT THETY SAY TG DO,
HE RESPONCED BY 3SAYING THAT HE WOULD BE CALLING CAC BACK ANMD ASKING TO SPEAK
TO SOMEONE HIGHER AWD THAT SHOULD IT 8E NECESARY THAT HE WOULD GO ToO
AMOTHER DEALER AMD THAT IF THEY FIX IT THEM HE WOULD SUE.

1 ALDS TOLOD HEM THAT HE SHOULD BE USING HIS LAP HELT AS DIRECTED BY THE RECALL
HE RESPONDED BY QUOTLNG &4 NEW PAPFR ARTICLE ABOUT A KID BEIMG KILLED TN A
JEEP BY USING JUST THE LAP HELT.

PLEASE 1 MOTE [ AM CONTACTING THE HOTLINE GIVEN IN THE RECALL FoR FURTHER
ASSISTANCE, AND [ WILL BE CONTACTING THE CUSTOMER AS 500N AS I HAVE AN
ANSWER .

SPOKE WITH FORD THEY WILL BE SENDING US SOME PARTS TO TEMPORARILY REFPAIR
HIS SEAT BELT AMD THEN WHEN THE CORRECT FARTS COME IN HF WILL HAVE TA RETURM
FOR ADDITIOMAL REPAIR.
CUSTOMER TD BE CONTACTED AT THIS TIME
1996/ 12 /02
44UTHIS 15 THE CLOSENG COMMENT
CLUSTOMER CAME IN WE [NSTALLED PARTS SUPPLIED EY FORD MOTDR CO AND ADVISED THAT

WHEN THE RECALL PARTS BECAME AVAILAELE WE WOULD INSTALL THE RECALL PARTS.

OWNER RELATIONS WOP /B ENCHMARK [NG DA/11/98 FAMCARTG




09/ 117948 MASTER OwWNEE RELATIONS SvSI1EM I1 14.21.401
EARTANAACLMAS LS LN A EEEEIIEIAcsassssnsenns broslennbkrinbirpniinuninnefisndAnanfdm
A293EW  GRP: XK1D CONCERN CONTACY VEH TYPE: CAR

P TTSBURGH 44 ZNJTR: A1 CONTACT NER: 107115950  OPENED: 11/04/1996
WIN: rzve120c 705 ENGINE: € CLOSED: 11/13/1996
ITErmEETXr—_aLEzmx IVEREERA S SN EEEE N rEE A EA NI EEREEEE LA AEEEEERREES
LAST NAME: STATUS: CLOSED
T1TLE: FIRST NAME: - MNI:

ADDRESS :

CITY: STATE: 1R: -
FOME PHOME © BLIS . PHﬂNE:-

MODEL YEAR: MODEL : FROBE

MILEAGE ; 108000 wib:

DEALER NAME: KENNY ROSE FORD SALES CODE: 144417 P& A: 0T3O
CAUSAL CODES: 1284 2801 SYMPTOMS : 104100

aRiGIN: Go TRANS. DST/HGN: 44 TRANS. DATE:
SERVICE/SALES: 1 : CONTACT DATE: 12/0&/19%8
ACK. CODE: ASSIST CORE: AWARD AMT: O SURVEY: ¥ [¥ OR M|
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOATIFIED: HICRO :

COMMENTS:

1996/ 11/04

THIS CONTACT OPENED DUE TO ONP BR54E & GB%YR

*rx NAVIS: SURASEQUENT =+w

CUSTOMER %SAYS:

= THE SEAT BELT ODQOES NOT WORK [THIS IS A SAFETTY ISSUE)

= THE MOTOR RUNWNS ANG IT DRAINS THE BATTERY

= THE DEALER SAID THAT THE FARTS ARE NOT AVALIABLE ANO THEY WILL GET THEM IN
DECEMEER

- THE LETTER SAID IF THE S5EAT BELT DOES MOT WIRK IT WILL BE REPAIRED ASAP

PER CUSTOMER, DEALER 3JAYS:
- THEQO TOLB THE CUSTOMER TO CALL THE £AC

*
CUSTOMER SEERS:
= TD GET THIS FART IH AMD REPAIRED ASAFP

L]
CAC ADVISED:
- INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-~ REQUEST MR. BRIAW SMITH (5¥C MMGR) TO CONTACT THE CUSTOMER WITHIM 2 BUSIMESS
DAYS

1936/12/06
###THIS IS THE CLOSING COMMENT

DISCOMMECTED THE SEATBELT WITH THE PARTE AVALTABLE THERE AT THE DEALERSHIF.AS
PER BERIONW SM1TH THE SERWECE MAMAHGER.

DWHER RELATIONS VOP/BENGCHMARKING 087117980 FAXCARTG




03/11,/98 MASTER OWMER RELATIONS SySTEM II 14.21.02
A= i T AN I N NN AN I ASrEENEEENIAIICSCSCCCNSNEENNENEsssAsFMEAACEDNSSCS co—======z====xa=5
ST40VR GRP: 14 CONCERN LONTACT VYEH TYPE: CAE
HOUST DM 57 ZNFTR: COMIACT MBR: 107723504 OPENED: 1170571998
VIMN: 1ZVPT20C |H EMGIME: © CLOSED: 11/1B/1996
======-==--===-===-c--n=—mEmEs Il ldedeEsE s SRS EEEICC S IXOCEEEEARd AmREmEEEEREEEI====
LAST MAME: STATUS: CLOSED
TITLE: FIRST MNAME: - MI:

ADORESS ;

CITY: “ STATE: HF: m
HOME PHOME : BUS. PHOME :

MODEL YEAR: a MODEL : PROEE

MILEAGE: 1 w3l

DEALER NAME: SEGLUIN WOTOR CO SALES CODE: 152083 P& A&: OD45S5E
CalSAL CODES: 1204 SYMPTOMS; 109 130

DRIATN: GO TRANS. DST/REM: &2 TRANS. DATE:
SERWICE/SALES: 1 CONTACT DATE: 11/06/1995
ACK. CODE: ASSIST CODE: w AMARD AMT: O SURVEY: ¥ [¥ DR W)
BUILD DATE: CALTIERATION:

ESF IMNFO: EXPIRES:

OFEN RECALL: CWHMER NOTIFIED: MICRO:

COMMENTS :

19965/ 11/05

w++ VEHICLE [NVOLVED IN RECALL 9E548 AND 95599 +r-

CLISTORER SAYS:

INVOLWED IM RECALL FOR SEATBELTS

SEATHELTS ARE NOT WORKING

CONCERNED ABDUT NOT HAVING WORKING SHOULDER BELTS, ESPECIALLY DRIVER'S SIDE
CONCERNED ABOUT BEING STOPPED HY LAW ENFORCEMENT BECAUSE OF THIS

L B B |

1
PER CUSYTOMER, DEALER SAYS:
= PARTS NOT AVAILABLE UNTIL DEZ. 1%TH

L
CUSTOMER SEEKS:

- TO KNOW IF DEALERSHIP CAM CORRECT THE CONCERM FRIOR TO THIS DATE
-

CAC ADVISED:

=INFORMATION HAS BEEW DOCUMEWTED AMD FORWARDED TO THE DEALER

~REQUEST MR, MARK ROSSANCOLCUST REL MNGR] TO CODNTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

- EUPFORT THE DECISIDN OF THE QEALER

19396/ 11/07

W#NTHIS IS THE CLOSING COMMENT

CUSTOMER VEWICLE IS CURRENTLY IN SHOP FOR PRDBE SEAT HELT RECALL F.M.C. RECALL
HOTL1HE WAS BEEN CONTACTED FARTS MAY BE HERE 1N 2-3 WORKING DaY5 CUSTOMER
AWARE DF PARTS PROBLEM,

OWNER RELATIONS VOP/FEEMCHMARKING D9711/98 FANCARTS




011 /98 MASTER OWMER RELATIOMNS 5YSTEM IL 14.21 .43
EEEEEEEc-====5 iIlIIIl::::::::IIIllI-i=====IIIIII:=====::-.‘.- EEETCEEEEEAEEET————
97 A0VR GRP: 14 CONCERN CONTACT YEH TYPE: CAR
HOUSTOM 57 ENSTR:  C1 CONTACT WEBR: 107723564 OPENED: 1170571956
VIN: 1z\rP'rzD-::1Hn ENGINE: € CLOSED: 11/1B7 1486
FHNEEEEES s - o EEEEER RS --l====iIIIIIIt==:==:---.h---ggnn-'u--..====
180811411

*+¢ MILEAGE UNAVAILABLE w#ws&

wid MNAVIS: SUBRSEQUENT w=w»

CUSTOMER SAYS:

= CALLING HACK

- A5 OF 5711 THE PARTS ARE NAOT INW YET

= WOULD LIKE TO KMOW WHEN THE SEAT BELTS WILL BE IN
.

FER CUSTOMER, DEALER 5AYS:

= READ THE DEALERSHIP COMMENTS

-

CUSTOMER SEEKS:

- SEAT BELTY CONCERNS

]

CAC ADVISED:

= SUPPORT THE DEALERSHIFRS DECISION

= READ THE COMMENTS FROM THE DEALERSHIP

= KEEP IMN CONTACT WITH THE SELLING DEALERSHIP

OwNER RELATIONS WOR/BFNCAMARKING DB/ 11/58 FAKCARTG




03/ 11498 MASTER DWKER RELATIONS SeSTEM 11 14,2108
AZIANEEMEEI-SEFEI-SSFESSSSSSSSSSSSSSESSSSSSSZSSSSLo_fSo.S.-STSIIZEIS=SS=S-=Sz=S=======
179 1CR GRE; REDd CONCERM CONTACT YEH TYPE: CAR
DETROIT da ZWSTR:  Hi CONTACT WHR: 107 7L16I1 OFEMED: 1111719986
YIN: 1Z¥FT2OC2MS ENGINE:. C CLOSED: 11/22/1886
E=-=-ONEF=-S=-===ECJd=-=-=-=OXT==H E=—ikiAoc=——EBEex=-—c-—-—Rx=-—c-Fx---—c-wmcc-hREr-cc-c-co-S-c-S=-S-S=-=Z======
LAST WAME:

Tt rrase wave: [N

APDRE=S:

CITY: STATE: M T 21F:

HOME PHOME : “ aus. prone : I

MODEL YEAR: a1 MODEL : PROBE

MILEAGE: 1030040 Walh:

DEALER NAME: BLACKWELLFORD THC SALES CODE: 14B0445 P& A: 02748
CAUSAL CODES: 1215 SYMPTOMS: 104100

ORIGIN: Qo TRANS. DST/RGN: 42 TRANS. DATE;
EERVICESSALES: 1 COMTACT DATE: 11/15/1986
ACK. CODE: ASSIST CDRE: W AWARD AMT: O SURVEY: ¥ (Y OR M}
BUILO DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: QOWHER MWOTIFLIED: MICRO:

COMMENTS :

1995/ 11/ 11

»»¢ WEHICLE INWOLVER IN RECALL S6599 es»

sty VEHICLE IWNDLVED [N RECALL SES48 +=+

své NAVIS: ORIGTNAL se»

CUSTOMER SAYS:

- 4004 FROM PHONE ADOK

= THE PASSAMGER SIDE SEAT BELT GOT STUEK HALF WAY UF
- I% THERE A RECALL ON THE SEAT BELTS

L

PER CUSTOMER, DEALER SAYS:

- MENTIONED & RECALL TO CLSTOMER

L

CUSTOMER SEEKE:

~ WANTS THE VYEHICLE REPAIRED

"

CAC ADVISED:

-{NFORMATION HAS HEEN DOCUMENTED AND FORWARDED TO THE OEALER

=REQUEST MR _RON ROBERTSOM LCUST REL MMGRY} T8 CONTACT THE CUSTOMER W1THIN 2
BUSINESS DAYS

1996/ 11715
FHFTHIS §5 THE CLDSIKG COMMEWT
CUSTOMER TD SET UP APPT. PARTS DELAY.

OWNER RELATIONS VOR/HENCHMARKING D9/11/98 FAARGARTG




09411 /9K MASTER OWMER HLLATIOWNS Se5TFW I 1m.11.02
Er=EAiaN AW AAEREEFS === dmabk ks dedEEN S U =SSE=S===C - _ S-S SSSSECESEEEmErTIvmasd
J29IEW GRP: XX10 COMCERM CONTACH VEH TYPE: CAR

CHICAGD 41 ZN/TR: COMTACT MBR: 107948373 OFENED: 91721/ 1887
VIN: 11up12m5|.5h ENGINE: € CLOSED: 02/03/ 1997

=S=S====-=—=cai EEE R R E R R F R NN ENRENERNRRERRERRNELELELLERLRELES L1 R E bl

LAST MWAME! STaTUS: CLOSED

i, crest wave: [

AODRESS :

HOME PHONE : Bus. phone:

MODEL YEAR: a0 MODEL: PROBE

MILEAGE: £000 wWSD:

DEALER MAME: PAAKFIELODFORD INC SALES CODE: 141007 P BE A: Didad
CALSAL CODES: 1203 1DRA SYMPTOMS ; 104 100

ORIGIN: GO TRANS. DST/RGN: 41 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O1/27/1997
AW, CODE: BESIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OwWHER MOTIFIED: MICRD:

COMMENTS :

1887501721

wesMAV]S: SUBSEQUENT =+ +

++#PARTS OELAY BEYOND 30 DAYSwes

#vo INVOLVED IN RECALL 96548 & S5588ves

CLUSTOMER SA¥S:

THE SEAT BELT 13 NOT WORKING

IT I5 STUCK AT THE HEAD LEVEL

HE HAS THE RECALL LETTER BUT THE DEALER ODESW'T HAVE THE PARTS
THE OEALER ORDERED THE PARTS ARQUNO DECEMBER 145TH

PER CUSTOMER, DEAMLER SAYS:
- THE PARTS ARE ON EACKORDER FROW FORD
.

CUSTOMER SEEKS:

= TO GET THE PARTE 50 THE RECALL CAN HE PFERFORMED
- HE WiLL SUE FORD IF WE GETS I[NTO AM ACCIDENT

L)
CAC ADVEISED:
- YNFORMATION DOCUMENTED AND FORWARLUED TO THE DEALER WITH A CoPY TO THE
REGIOMAL DFFICE
- REGUEST THAT THE [SERVICE MANAAER) JANICE SAMDERS SIVE THE CUSYOMER A CALL
WITHIN (2) TuO BUSINESS DaYS
1997/01/27
F#AFTHIS 15 THE CLDSING COMMENT
THE CUSTOMER HAS BEEN NOTIFIED BY ThHE DEALEREHIF THAT THE SEAT BELT HAS
COME IM.

OWNER RELATIONS VAR/BENCHMARKING 04711788 FAXCARTG




o9/ 11/98 MASTER OWNMER RELATTIONS SYSTEM 11 14.21._02
(A4 R L AL RERERI LR ARRRERELRENERERRESJTFRELELS]FEREISILLLENFIENEFI IR R ARRENE FHHHT NS
2508.J8 GRE: XX1{7 CONCERN CONWTACT YEH TYPE: CAR

LO5 AMNGELES m INSTR: DA CONTACT MBR: 107705306 OPENED: 10/31/19496
VIN: 12WPT20CILE EMGINE: CLOSED: 12/12/1986
EisEEEENER AN ERAIEEEEEEEEERESCEEENE SNz ccAmc-Reax======
LAST HMAME: STATUS: CLOSED
TITLE: FIRST MAME : Ml :

ADDRESS: DaAD

CITY: FLAGSTAFF STATE : Az ZIP: -
HoME PronE: gus. pAone: [N - 7 :

MODEL YEAR: oo MDOEL : PROABE

MLLEAGE : TSOO0 WSE

DEALER MAME: BABAITT FORD SALES CODE: 171467 PAa A P2OI1E
CAUSAL CODES: 1203 SYMPTOMS : 104100

DRIGIN: Gn TRANS. DSTARGH: 71 TRAMS. DATE;
SERVICE/SALES: 1 CONTACT DATE: 1i/01/18468
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ (Y DR N)
BUILD DATE: CALIERATION:

ESPF INFO: EXPIRES:

OPEN RECALL: - DWHER MOTIFIED: MICRO:

COMMENTS -

1996/ 10/31

wx+ THIS CONTACT IS5 OFENEC BUE TO OPEN RECALL 96548, 96599 +#«

ke MAVIS: DREIGIMAL #=*r

CUSTOMER SAYS:

- RECEIVED RECALL LETTER

- MADE AFPPOINTMEWT TO COME TN 10730, WO REPAIRS WERE MADE

- CURRENTLY THE SEAT BELTS APE WOT WORKINMG {SHOULDER STRAP, DRIVER SIDE)
= PER RECALL LETTER, OEALER 15 SUPPOSED TO RESTORE DPERATION {THEW LM DECEMAER
SHE MAY NEED TO RETURH TO HAVE A PART REPLACED)

.

PER CUSTOMER, DEALER SAYS: [PER CUSTOMER SERVICE MAMAGER)

= THEY CAN WAOT DO AMYTARING, ALL THEY FAAWE 15 & TOOL

"]

CUSTOMER SEEKS:

- REPATR OF VYEHICLE

- TOPIES OF TECHNICAL BLLLEYINS

xr

CAC ADVISED:

= [NFORWATION WAS HEEN DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. TERRY STRATFORR (CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSTHESS DAYS

- REYIEWED LETTER WITH CUSTOMER, LETTER DOES STATE THAT SHOULD THE SEAT BELT
BE CURRENTLY LOCKED-UP THE DEALER WILL RESTORE OQPERATION, HOMEVER CUSTOMER WAY
BE REQUIREQ TO RETURM IMN DECEMEER TO HAVE & PART RERLACED

- PROVIDED PHOME MUMBER FOR HELM FOR POSSIELE ASSISTANECE WITH THE TECHWIZAL
BLLLETINS

1996 12/05

M¥NTHIS 15 THE CLOSTNGQ COMMENT

MADE APPY TD INSPECT SAFTY JELT.AMD ORDER PARTS IF MWECLC

OWKER RELATIONS YOP/OENCHMARKING ©8/117/98 FAXCARTS




oas11/98 MASTER ODWNMER RELATIDNS S¥STEM LI 14,2102
HE I T H i 1 s F - - A R FH I PR F F S R F A T - 8
S435K4 GRP: XXDP INFORMATION CONTACT YEH TYPE: CAR

NEW YORK 13 ZNSTR: G CONMTACT WBR: 107757228 OPENED: 11/12/1508
VIN: 1zuP722L2L5 ENGINE: L CLOSED: 11/12/1998
=========c=#h :::::Illl-h:tn CEEIEEESEEEEENde - ENRNErcEEN R dimesrrhabhamEERERE b

LAST MNAME: STATLS: CLOSED
TITLE: rirst nake: [
ADDRESS: PLACE

eITY: wssr PO [NT STATE: Ip: -
HOME PHOWE: BUS . PHOME:

MODEL TEAR: MOREL - PROBE

MILEAGE: 1 wsD-

BEALER WAME: MOMRDE FORD SALES CODE: 113506 F & A: 20825
CAUSAL CODES: O40% O40R SYMRTOMS: 104100

ORIOIN: &n TRANS . OS5T/RGN: TRAMS, DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . CODE: ASS1ST CODE: AWARO MMT - D SURYEY: (Y DR W]
BUILD DATE: CALIBRATLON:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER MNOTIFIED: MICRO:
COMMENTS :

1995/ 11/12

2o+ HNAVIS: ORIGIMAL ===

CUSTOMER SAYS:

-DRIVER SI0E SEAT SELT IS MOT OPERATING

-¥EH!CLE [% INVOLVED IN SEAT BELT RECALLS

-SHE CALLED A DEALER AS THE LETTER IMDICATED

-SHE wAS TREATED YERY RUDELY @Y THE DEALER

“SHE HAS S1HWCE TAKEN THE WEHICLE 1O ANOTHE DEALER WHQ GLADLY REPAIR THE SEAT
BELT

Y

PER CUSTOMER, DEALER SAVS:

~THEY CAMNMOT SERVICE THE WEHICLE UNTIL JAWUARY 15, 1997

-IT DOES WOT MATTEP THAT THE BELT IS WOT WORKING THEY STILL CANNDT SEE HER
UNTIL AFTER THE BEGINMING OF THE YEAR

L |

CUSTUMER SEEKS:

-AESISTER A COMPLATTH AGAINST THE DEaALER

[ ]

CAC ADVISED:

-DOCUMENTED [NFORMATION AMD WILL FORWARD TO APPROPRIATE DERARRTMENT

OWNER RELATIONS VOPFHENCHMARKING Q9711798 FALCARTG




ﬂﬂf11fgﬂ MASTER DWMER RELATIDNS S3STEM I 14 21.02
AEE = FIECEER IS EE-CEUEGEEEEEEFEERddsESEclEE XSS EEE=-=SE- === 5T . S = ECSE S-S EESdEaeEEBEx-c-x
428507  GAP: Xx02  CONCERN CONTACT VEH TrPE: CaR

MEMFHIS ZHSTR: GCONTACT HWER: 107664645 OPENEDL: 10!22f1995
YIN: 1zuprnunx|_“ ENGINE: © CLOSER; 10725/1986

CIEEEELESCSCSCSIS S SXSS=SSS RS S = CIEE I T - R R RERRRERRLEENEERSRNIERTS T RN I EE T EETFITFRR]
LAST MAME: STATUS: C£LOSED
TITLE: 1RST Nuz:_ MI:

ADDRE%S

cITY: HARYEY STATE: LA ZIP: -
HOME PHONE: I EUS. PHONE : I

WIDEL YEAR: 20 MODEL ; PROEBE

WILEAGE : 100000 Wsh

DEALER MAME: OOM BOHM FDRD INC SALES CODE: 123008 P & A: BOB5HEZ
CAUSAL CODES: 1213 1204 1209 SYMPTOMS: 104 100

BRIGIM- a0 TRANS. OST/RGN: 23 TRANS. DATE:
SERVICESSALES: 1 ) CONTACT QATE: 10/42/199&
ACK. CODE: ASSIST CDDE: w AUWARD AMT: O SURVEY: ¥ (Y OR N]
BUILD DATE: CALTBRATION:

ESP INFD: EXPTRES:

OPFEN RECALL: OWNER MOTIFLIED: M1CRAO:

COMMENTS:

1996/1Q/22

w45 NAVIS: SUHBSEQUENT wes
THIS CONTACT OPENED DUE TO OMF BES4d B BESGE
CUSTOMER SAYS:
- BOYFRIEND MR VIaGLA CaALLING FDOR THE CUSTOMER
- 3AW THAT THE VEHICLE WAS TNVDLVED IN A SEATBELT RECALL ON CHNN MEWS
- CONTACTED THE DEALER ABOUT THE RECALL AWD THE QEALEP WAS NOT AWARE THAT THE
VEHICLE WAS TNVOLVYED
- THE DEALER !HSTRUCTED US TO ERING THE VEHICLE INW FOR AW INSPECTIDN
[10/21/98)
- TO0W THE VEHICLE YD THE DEALER ON 10/21/98 AND THE OEALER STATED THAT THEY
DION'T HAVE THE GCORRECT TQOLS TO PERFORM ThE RECALL
x
PER CLUSTOMER . DEALER SAYS:
-~ RFE AROVE
-
CLUSTOMER SEEMS:
= WANTS Td MNOW WHY THE DEALER DOES NOT HAVE THE CORRECT PARTS TO FERFORM THE
¥
CAC ADVISED:
-INFORMATICN HAS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER
=REQUEST MR.RICKY SERPAS [SWC MWGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS
- READ THE CUSTOMER THE RECALL LETTER WHIGH STATES THAT PAaRTS WILL WOT BE
A¥YAILAELE UNTFIL DECEMBER 15, 194E
#2¥THIE TS5 THE CLOSIKNG COMMENT
SPOKE WITH CUSTOMER ABOUT GETIWG RECALLS PERFORME(Q ON WEHICLE. 1NSPECTION TOOL
WAE ORODERED ON 10721 WILL CONTACT CUSTOMER WHEW TOOL ARRIVES AS FER RICKY SERP
A5 SERVICE MANAGER

DWHNER RELATIONS VOR/EENCHMARKING OS/11/%0 FAKCARTGE




naf11/98 MASTER OWMER RELATIONS Sv%TEM 11 14. 81,432
E=s=s==s=sscAa s ek i dnERERFINEEIFEE - s Xl - SRSl S S SNBSS S S LSS S E S ES S S EE S S S EE S EEEEEEEEEm
28 770H GRF: xXD3 CONCERM COWNTAET VEH TYPE: LAR
DRLANDO 21 ZNSTR: CONTACT NBR: 10761007 QPEMED: 1072371996
VIN: |zvpmncn5“_ ENGINE: € CLUSED: 10/531/1996
EsEPF-—FnF==c-=xrc--—hAxrcxESkkxN L F P R A R R R RNERNEERENREENRERSERRISYE]ELLEREES] B B
199E 711701

%+ THIS CONTACT 15 OPEMED DUE TO OPEM RECALL 90548 & 95599 »»»

vk MAVIS: ORIGINAL +++

CUSTOMER S5SAYS:

= DROERED THE PARTS FOR THE RECALL DN THE SEATHELTS

= THE PARTS WERE DROERED 'I'Gf:-lfﬂi AKD THE PARYS ARE STILL NODT 1M YET

= THE DEALERSHIP HAS MOT MWADE THE RESTRAINT SYSTEM OFPERATIVE AMD ARE WAITING
FOR SOME PARTS

L]

PER CUSTOMER, DEALER JAY5:

= PARTS MAMAGER EO8 SAIC THE PART HAS MOT COME 1k YET

*

CUSTOMER SEEKS:

=~ WANTS TO MNOW WHEN THE FART IS GETTING TD THE DEALERSHIP

*

AT ADVISED: .

-INFORMATION HAS EEEN DOCUMENTED AND FORWARCED TD THE OEALER

-REOUEST MR. SARY HDOVER (CUST REL MNGR) TO COMTACT THE CUSTOMER WITHIM 2
BUSIMESS DAYS

- SIMCE THE DEALERSHIP HAS NOT MAOE THE SEATBELT DPERATIVE THE COWCERN STILL
EXISTS

OWHER RELATIONS VOR/BENCHMARKING O5/%1/98 FAACARTC




0sf11/98 MASTER OWHER RELATIOHWS Sy STEM |7 i4,21,02
= ac harcEisccerzckx=dksc iz Ezscc IloCcEo-CBRECCECCSCSoECCSLTE -ES===S=S=Sg=E=RH-S-SSE-SIER=EEER
B34 GHE: ar04 CONMCERN COMTACT YEH TYPE: CAR
DETROLT 48 INFTR: CONTACT HWBR: 108043102 OPENED: O1/31/1997
VIN, 1ZuPT2 man_ah ENGINE : U CLOSED: 02/1071997

====F========== ========

EE AR AR R ERE R B ] I ERRRRE LR ] LEREL L

LAST MAME: STATUS: CLO%ED
ADDRESS :

CITY: STATE: 1P: -
cont peove: MMM  2U% ow F

MODEL YEAR: 20 MODEL "

MILEAGE : 78000 wED:

DEALER MAME; &0DRNOD EROS JNC SALES CODE: 148021 F & A: Q2967
CAUSAL CODES: 1203 0219 SYMPTOMS ¢ 104100

ORIGIN: GO TRANG. OST/RGN: 4B TRANS, DATE:
SERVICESSALES: 1 ) CONTACT QATE: 01731710497
ACK. CODE: ASS515T CODE: w AWARD AMT: 0 SURYEY: ¥ {¥ OR M)
BUILD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:

OPEN RECALL: . OWNER WOTIFIED: MICRD :

COMMENTS:

1987 /017431

#++ THIS CONTACY 5% CPEMED DUE TD DPEN RECALL 98539 +v»

vrv THIG CONTACT 1§ OPENED DUE TO OPEN RECALL 9654E - -~

CUSTDMER SAYS:

- THE DRIVER SIDE HARMESS IS INOPERATIVE, NOT THE LAFR RELT

= THE VEHWICLE IS UNSAFE WITH DUT THE SAFETY RELTY

= THE TRUTH AWD INFORMATIOM ACY GRANTS HER A COPY DF WHAT THE CAC HAS
DOCUMENTED

"

PER CUSTOMER, DEALER SAYS;CURT MONROE, IM SERVICE

- THE PARTS WwILL RE ON BACK ORDER FOR B WEEKS TD COMPLETE THE RECALL

-

CUSTOMER SEEKS:

- TQ HAVE THE WEHILLE REFALRED

- A COPY DF WHAT HAS BEEN DUCUMENTED

= TO SFEAR WITH A SUFPERYISOR

£l

CAC ADVISED:

CSR GENERATED AUTDMATED LETTER

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR.XKEVIN KAME (CUST REL WNGR) TO CONTACT THE CUSTOMER VITHIN 2
BUSTHESS DOAYS

1867 /02/03

##¥THIS I5 THE CLOSTNG COMMENT

WE WILL INSTALL & BELT THAT WAS ORDERED FORA ANOTHER CUSTOMER THAT HAS MOVED OU
T OF STATE. CUSTOMER TH BRING VEHICLE TW QN 2/3/97 AND wWORK WILL BE DONE ON Q2
F04/97. WANDLED BY K.KANE NOTE: WHEN FOMOCD SACKORDERS PARTS CAC SHOULD NOT RE
FER CUSTOMER BACK TD DEALER. WE ARE NOT M THE BEST POSITION TO ADVISE CUST.
CUSTOMER REALLY GOT THE RUN ARDUND ON THIS ONE!!

OwWNER RELATIONS VOP/RENCHMARKING OO/11/98B FRACARTG




05/11/98 MAESTER DwWNER RELATIONS SySTIM I 14,219,682
I T NN NN NN Rl ddEEE e e e R S S S = - S S CFENENEERE kNS C C==-=CIEmMERNERERO=-=—=—=—==—=FEEEN
1158EK GRF: xx04 CONCERM CONTACT VEH TYPE:. AR
HEMFHIS 23 2NATR:  Ad CONTACT NBR: 10R2164849 OPENED: Q3/1771987
vIM: 1IVPTI2LXLE EMGINE: L CLOSED: 03/25/1867
LEL DL L EEELLEEER SN L L1 e e L L R e R L R R T T T T ¥
LAST MAME: BTATUS:

TITLE: FIRST m.uE:- MI;

ADORESS:

CITY: EADS ETATE: P:

HOME FHUHE'._ BUS. PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE: 125000 Wsi:

DEALER MNAME: LEMWIS FORD SALES CDDE: 123001 PR A: (3842
CAUSAL CODES: 101¢ 1203 SYMFTOMS ; 104100

ORIGIN: =1 TRANS. DST/RGN: 3249 TRANS. DATE:
SERVICESSALES: CONTACT DATE: 03f1Rf1887
ACK. CODE: ASSIST CODE: W AWARD ANT: O SURVEY: ¥ (¥ DR N)
BELUXLR DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWMER HOTIFIED: MICRO:

COMMENTS :

19972/03/11

*»» WEHILLE ITNWOLVED TN RECALL 9E5S4H, TE599 wwwe
wxx MAYIS: ORIGINAL #a»
CUSTDMER SAYS:
- BOO # FROM THE CARD
- THE SEAT BELT IS NOT WORKING (AUTOMATIC)
= THEHKS SHE !5 INVOLVED IM THE RECALL FOR THE SEAT BELT
-
FER CUSTOMER, DEALER SAYS:
- A RECALL MOTICE HAR BREEN ISSUED
- LT WILL TAKE 3¢ TO 50 DAYS TD GET THE PART IN
-
CUSTOMER SEEKS:
* WANTS THE SEAT BELT RECALL DONE ON THE CAR SOONER THAN 30 TD 90 DAYS
- DOESN*T FEEL %AFE IM THE CAR
-
CAC ANVISED:
REGAROING THE COWCERH
~[NFORMATIDN HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALER
=REQUEST MR. DARLENE ECKELOOM [ELST REL MNGR) TH CONTACT THE CUSTOMER WITHIN 2
HUSINESS DAYS
1997/04/18
#ARTHLS !5 THE CLOSIMG COMMENT
SEAT BELT [S NDW INOP. TOMRY IN
PARTS HAD COROERED THIS FIECE AMD [T HAS COME IW. SHE HAS BEEN MDT1FIEQ., THE
PASSENGER TRACK IS WOT AVAILABLE AS VWET, SHE wILL CDME 1N TODAY FDR THE RECALL
OW THE CRIVER'S SIDE TO BEE COMPLETEDR AND THE PASSENGER SIDE INSPECTIOM. M5 .
HEWART SEEMED OXAY WITH THAT ARRANGEMENT. DARLENME ECKELDDM

OWNER RELATIONS VODP/BENCHMARKING 08711798 FAXCARTG




ogf11,/98 MASTER DwMER REIATIONS SeoTimM 11 14.21.02
FANEEECEEENIANEE SIS S EEENIUENEeNikacdammcBbm=-UREC S 4_SZmISSSESu=Ss====H===xa
Bi4dIMud GRP: xx0a INFORMATION CONTACT VEH TwPE: CaR

PAlLaADELPHLA 16 IN/TR: ONTACY NBR: 10R332443 GPENED: {QdF1T7/1997

WIN: 1ZUPT2OCTL ENGINE: © CLOSED: 0471771997
- —mEEE=-RENESEEE =X FESLALEEEANLAE AEABEEx-—-—mExXx=-—=-—=—E====
LAST WAME: - STATUS

TITLE: FIRST MAME: MI:

ADDRESS :

CITY: m STATE: F:

HOME PHONE : Bus. PHONE

MDDEL YEAR: 20 MODEL: DEE

M LEAGE : AZ000 ("1{+H

DEALER MAME: FAMILY FORD-MERCURY SALES CODE: 116533 P& A: Q1403
CAUSAL COOES: 1204 2801 SYMPFTOMS: 104 120

ORIOQIN: an TRANS. DST/RGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ALK, CODE: AS5IST CODE: AWARD AMT: 0 SURVEY: Y OR N]
BUILD DATE: CAL IBRATIDN:

ESPF INFO: EXPIRES:

OPEM RECALL: . OMHER MOTIFIED: MICRD:

CONMMENTS :

1997 /04/ 17

*v+ THIS COMTACT [5 DPENED DUE TO OPEN RECALL 95539 +rs

#4d THIS CONTACT [5 OPEMED DUE TD DPEN RECALL DE54H »+»

#vv NAVYIS: DRIGIMAL we-

CUSTOMER SAYS:

~ THE DRIVER AND PASSEWGER SIDE MOTORIZED RESTRAINTS DO WOT WORK
- SHE USES OMLY THE LAP BELT

L

PER CLUSTOMER, DEALER SAYS:PHIL LONMG, CUSTOMER RELATIONS MAMAGER
~ PROVIDED THE MUMBER TO THE TAC

= THEY HAVE THE DRIVER SIDE. BUT THE PASSEMGER SI1DE 15 ON BACKORDER
- THE PAAT FOR THE GRIVER SIDE WILL ARRIVE [N THREE DAYS

a

CUSTOMER SEEMS:

- TO REGISTER A COMPLAINT

L]

CaC ADVISED:

- INFDEWATION HAS BEEW DOCUMENTED WILL FORWARD TO THE DEALER

OuWnER RELAYIONS VUP/BENMCEMARKLNE O3711/3RA FALCARTG




o5/11/58 MASTER OwMER RELATIONS SYSTEM L] 14.21.92
EEE R LR R R ELERLRRL LEERRAE LR - - Y PR R N RN R TR R IR AT
9&d 1LS GRP: Ax0G CONCERN CONTAZI VEH T¥PE: CAR

5AN FRAN 2 ZHSTR CONTACT NBR: 10QB3ITHRIGH OFEMWED: O4/29/1987
NIM: 1ZvPT20C7LE ENGINE; © CLOSEN: O5/0T7/1997
EEEAS Ak eE === RriEENNE NN NN NN NN =TS ===rzAJNNENEEETX-=—-—=—---SHCAENEESAN
LAST MAME :

TITLE: FIRSY H.MlE:-

ADDRESS:

CITY: STATE:

HOME PHONE : BUS. PHONE:

MODEL YEAR: MODEL : ODBEE

MILEAGE: 5040 5D

DEALER NAME: CAPITOL FORD INC SALES CODE: 172039 P B A: 07842
CAUSAL CDDES: 1203 41042 10RA SYMPTDNS : 104 100

DRIGIN: GO TRANS. D5T/RON: 72 TRANS. DATE:
SEAVICE/SALES: 1 CONTACT DATE: 04730719497
ACK. CODE: ARSIST CORE: B AWARD AMT: O SUAVEY: ¥ {¥ OR N}
ELILD DATE; CALTRRATION:

ESP [NFO: EXPIRES:

OPEN RECALL: OWMER NOTI1FIED: MICRAO:

COMMENTS :

1997/04/29

“4#4 PARTS DELAY OVER 30 DAYS wes

=+4 VEHICLE IWVOLVED IM PECALL BESAH *+=

wxx WEHICLE INVOLVED IM RECALL SESGE #as

¢%n MAVIS: ORIGINAL wee

CUSTOMER SAYS:

- SEAT BELT HAS BROMEM

- HAS GOTTEN & TICKET FOR MOT HAVING SEAT EELT
L 3

PER CUSTOMER, DEALER SAYS:

- WILL BE B WEEKS FDOR PARTS TO CONE IM

CUSTOMER SEEKS:

- RESOLUTIDON TO COMCERN

- WANTS COPY OF LETTER TO BIVE TOD CITY TO TRY Th CLEAR TICKET

-

CAC ADV]1SED:

~INFORWATION HAS BEEM DOCUMENTED AWD FORWARDED TO THE DEALERSHIP WI1TH A CDPY
TOD THE REGICMAL OFFICE.

~REQUEST MR. AMDREW MCDONALD (CUST. REL. WMHGR/ SYC MMGRY CONTACT THE CUSTDMER
WITHIN 2 BUSIMESS DAYS

1997 /04f 10

AXETHIS IS THE CLOSTNG COMMENT

CONTACTED CLUSTOMER AMD MADE AM APPOINTWENT FOR REPALR

OWNER RELATIONS VDF/BREMCHMWARWKIMG O9/11/98 FAACARTG




gaf41/98 MASTER OWMER RELATIONE SYSTEM IL 1d,. 21,62

KD S o E - A ST S o mao-mEfC R L oI o o oS-SS oL CC -SSR =SSy -=- TRAzsEEBcsANc=-hms_Er-—E=-===

0g14cy GHP; XA7 COMCERN LDNTALCT VEA TYPE: CAR

TwlM CITIES L EMSTH: Al CONTACT MBR: 10788334 OPEWED: 10/2%7 1996
VIN: ENGINE: C CLOSED: 1140671996

ST IdEST=EEIES AN EkEEEASEExERER, - It c-c=-cc-c=-c=-c===g=-=-aASSAEN-EETIEER
LAST MAME: STATUS: CLOSED

TITLE: FIRST hIMlE:_ Mi:

ADDRESS MOATH

CITY: TAYLDRS FALLS STATE: p- -

HOME PHONE : BUS . PHOME -

WODEL YEAR: MODEL : PROEBE

MILEAGE : 50000 WSD:

DEALER MANE: FOREST LAKE FORD M SALES CODE: 158593 P& A 0BR1E

CASAL CBDES: 1104 1217 SYNPTOMS : 104 100

ORIGIN: an TRANS. DST/RGN: S8 TRANS, DATE:

SERVICE/SALES: 1 CONTACT DATE: 10/25/1895

ACK. CODE: ASSIST CODE: P AWARD AMT: 0 SURVEY: ¥ (¥ DR NJ

BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: . OWNER NOTIFIED: MICRD:

COMMENTS :

19BES 1025 I'J
*+»» VYEHICLE 1WVOLVED IN RECALL AG588 waw E\}lﬁ
ves NAVIS: SUBSEQUENT =+ b -
CUSTOMER SAYS: E"ﬂﬁr
-TRACKS ARE NOT EROKEN BUT RELT 15 4
-G0T RERALL ON TRACKS AND DISCONNECTED BELT DR ELSE TRACKS % et

-~FILEQ A COMPLAINT WITH DEPAATMENT OF TRANSPORTATION IN D.C.
-TUESDAY WAS LAST DAY SPOKE WiTH DEALERSHIP

»

FER CUSTOMER, DEALER SAYE:

~COME BACK IN FEERUARY AND WE'LL FIX DMLY TRACK . WDT BELT
-CAN’T Flx BECAUSE TRACKS WERE NOT EROKEN

L]

CUSTOMER SEEKS:

-SEATBELT WILL REMAIN UNFIXED

.

CAC ADVISED:

-INFORMATION HAS BEEN DDSUMENTED AND FORWARDED TO THE OEALER

1)

“REQUEST MR. THOMAZ MWILLER [CUST REL MNGR) TO CONWTACT THE CUSTOMER WITHIN 2

BUSINESS DAYS
1585710/ 30

WANTS THEM REPATRED MOW. ACCORDING TD THE RECALLS CUSTOMER WILL HAYE TO WAIT |

FAKTHES IS THE CLOSING COMWMENT
FOLLOWINE RECALL GUINE LIMES REPAIRS WILL BHE MAOE 1M FER 1697

OWMNER RELATIONS WOP/BENCHMARKING D0O0/11/08 FAXCARTG

¢'l.




oas 11,98 MASTER DWWER RELATIONS SvSTEW I 14._21.02
--Ili--Il------—-..--=III:I-IEI---I-."I'----tHI=============Illlll-l-========:l=
2207KR GRF: xx13 COMCERN COMWTACT VEH TYPE: CAR
HOUSTON 57 IN/TR: BRI CONTACT NER: 10O7EQ8a36  DPENED: 107297199
VIN: 12ZVPT 20 Cn ENGINE: C CLOSED: 1151171906
S SN S S TEEEEIEE S im s sh T E s rAN AT TEEEEENrREE AR AR TS mE=— == F--=—FESEREENEmO==x
LAST HAME: STATUS: CLOSED
TITLe: rrest e [ <

ADDRESS :

CITY: STATE: oK zre: [
MDDEL YEAR: CF] MOODEL : PROAE

MILEARE - F]-Tala 4] w5D:

DEALER MAME: CASA FORD SALES CODE: 152042 F R A: BOBSY
CAUSAL CODES: 1213 {216 SYMPTOMS ; 108 100

ORTGIN: (4] TRANS. DST/ARN: &2 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/01/199E6
ACK. ECDDE: ASSIST CODE: W AWARD AMT: 0O SURYEY: ¥ (Y DR M)
BUILD DATE: CALIARATION:

ESP INFO: EXPIRES:

OFPEN RECALL: OWNER MOTIFIED; MICKO:

CDMMENTS ;

188/ 10/29

ervx THIS CONTACT IS OPEMED DUE TO DPEN RAECALL 98548 AND 95550 ++a
w43+ NAVIS: ORIGIMAL s¢x

CUSTOMER SAvS:

- TODOK CAR TO DEALER TODAY

- THIS I5 SAFETY RELATED:

SEAT BELT ATTACKED HER. THE SEAT BELT WOULDM'T GIVE ON THE PASSENGER SIDE,
1T MADE A LBUO MOISE THEW IT WOULDM'T LET HER GD (TH]1S HAFPEWD WHILE DRIVING)
THE DRIVER SEAT BELT.MAKES A LOUD MOISE
1T TIGHTEMED OM HER AND SHE cOULDN'T GET [T OFF
HAS A BRUISED RIB ON AER SIDE, 1T HURTS BADLY
TH1S HAPPEND 10/ 1%/96
SHE wILL HAVE TO G0 TO THE HOSPITAL TODAY
FEELS AFRA!D TO DRIVE ThE WEHICLE
- THE CUSTOMER"S5S RIR MAY BE CRACKED, HAS NOT SOUGHT MEDICAL ATTENTION YET
[ 3
PER CUSTOMER, DEALER SAYS:
= ORDERED PARTS FOR ANOTHER VEHICLE AND HAVE BEEN WAITING 2 DAYS FOR THOSE
PARTS
- AFTER LOOKING AT 1T TODAY WILL HAVE TD BRIKG IT BACK 1IN !H JANUARY
¥
CUSTOMER SEEKS:
~ TO HAVE THE BELT WORKEIMG
= TO DRIVE THE VEHICLE SAFELY
»

CAC ADWISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

“REQUEST MR.RANDY 5T GEORGE (CLIST REL WNGR) TO CONTAET THE CUSTOMER WITHIM 2
BUSIMESS DAYS

I & + ¢ 4 1

OWHER RELATIONS VOP/BENCHMARKIWNG 09J11/98 FAACRRTE




o9/11/94 MASTER (WNFR RILAITOMS S.u1lm |1 4.2, 02
RN FE Al e o RS S S CSU O L Ol FEECEONCE S I N L e g s E R mA === == .= F 4. .Sl CA=E=E=-— =R MLEmEx==
220 TKB GRP: %011 CONCERM CONTACI YEH T¢PE: CAR
HOLSTON 57 FH/TR: @9 CONIACT MEBR: 107GYGd 46 QPENED: 1D/28/15995
VIN: 1zvr120c3Ns [N ENGINE: € CLOSED: (1/11/1996
lIl-l-:-::==:I:HIIlIll:l::::.nn!-'...::-:-:--.-.-.::::====.|-.:-::::.:..:-::::::-
1996/ 11/ 04

AANTHIS IS THE CLOSING COMMENT

FARTS FOR THE RECALLS ON THIS VEHICLE CONCERNING THE SEATAELTS HAVE EEEW DRDER
ED AMD SHOULD BE INSTALLED BY WED WOV ETH.

ek NWAVIS: SUBSEQUENT =+

CUSTOMER SA¥S:

- THE CUSTOMER IS CALLING BacCk

- A FORD ATTORMEY SENT THE DEALERSHIP A LETTER DM BEHALF DF THE CUSTOMER
- THE CUSTOMER HAS WOT SPOKEM WIYtH THE FORD ATTORMEY

- THE CUSTOMER STATES THAT THE SEaT

L]

FER CUSTOMER. DEALER SAYS: TAMMY (SERVICE)

- THEY ARE WALITIKE A FARY FOR THE VEHICLE

= THEY ARE MOT GOING TO FIX THE PASSENMGER 510E SEATBLET, BECUASE THEY CANNGT
MAKE 1T MAME THE COMCERMN

- THEY TOLR THE CLSTOWMER SHE CAN PICK HER CAR UP

L
CUSTOMER SEEKS :
- TO LET FORAD KHOW THAT AN ATTQRMEY LETTER HAD BEEN SENT TO THE DEALERSHIP

-
CAC ADVISED:
— DEALERSHIPS ARE INDEPEHBENTLY DWKER AND OPERATED

- CDNTACT RANDY ST GEDRGE CUST. REL. WGR. FOR FURTHER EXPLAMATION.
-~ DOCHEWTED CONCERN

OWNER RELATIONS VOP/BENCHMARKING 09711f58 FALCARTG




08/ 11/98 MASTER COWNER RELATIONS SySTEM I1 14.21.02

EEEEmx=-—=====F-SaNN AERkmo=-=c-c=c=SSEEdNNERI=S===c=====SaNEEmEc--—==—= SIERAREE==—=====cCcEEEENR
Y5 I2EY CRP:. X207 COMCERN COMTACT YEH TYPE: CaR

SR 19 IN/TR: COMTACT WBR: 107BGYRBRS OREWED: 12/11/19094

VIN: 1zupr:ocau5ﬁ ENGINE: € CLOSED: ©1/0871997

S=ESSATEEEEE AW ======I-Illll=====:=?IIII:=====II-II-HI=====.I

LAST NAME: STATUS: CLOSED
TITLE: Frrst nene: N .

ADDRESS:

GITY: STATE: H: -
HOME PHOME : h BUS ., PHONME:

MOREL YEAR: MODEL: FROBE

MILEAGE: 190EEG WSD

DEALER MNAME: PULASKI MOTOR CAMPA SALES CODE; 127503 P B A OBELB
CALUSAL CORES: 1203 4207 SYMATOMS : 104100 GO7600 209000

DRIGIMN: Gao TRANS. DSTSRGN: 27 TRANS. DATE:
SERVICESSALES: | COMTACT DATE: Q4170871997
ACK. CODE: ASSIAT CODE: R AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFDO: EXPIRES:

DFEM RECALL: OwWMER NOTIFIED: MICRD:

COMMENTS -

1896/ 12 11

s+% TH1S CONTACT [S OFEMED DUE TO OPEM RECALL 55548 & 95599+ s+

sen MAVIGS: SUBSEQLEMT wes

EUSTOMER SAYS:

- THE SEAT BELT IS STUCK IN THE MIPOLE OF THE TRACK.

- RECEIVED A RECALL NOTICE OM THE SEAT BELTS AMD WOULD LIKE TO GET 17
REPATRED,

- HAWE TD GET YEHICLE REFAIRED BECAUSE THEY COULD GET & TICKET FOR A BROKEN
SEAT BELT.

- THE SEAT BELT MOTUR RUNS COWSTAMTLY.

L

FPER CUSTOMER. DEALER SAYS:

= THE PARTS Wlti NOT GET IM UMTIL AFTER DECEMBER 15,

»

CUSTOMER SEEKS:

- VEHTCLE REPAIRED AS SAONM &5 POSSIALE.

L]

Cal ADVISED:

=INFORMATION MAS EEEN DOCUMEMTED AMD FORWARDED TO THE DEALER

~REQUEST MR. CAKDL CLOMERS (Sve MNGR) TO CONTACT THE CUSTOMER WITHIN 2
EUSINESS DAYS

1956/12/ 1%

L]

CEM VEROMIEA [55A

“PER CAROL CLOWERS, SERY MGR, DLR HASK'T COMTACTED CUSTOMER YVET. .PER RECALL
ELIDELINEE, VEH MUST BE INSPECTED PRIOR TO FPARTS EEING ORODERED. .DLR WILL
CONTACY CUSTOMER FOR SERY APPOINTMENT TODAY

OWMER RELATIONS VOP/BEHCHHARKING DB8/11/88 FANCARTE




09 11/58 MASTER DWHER RELATIONS Sr%4IFmM 11 i4.21,02
SSFEEENL A bhaxc=—_=== ====;='...--’=;====;-—|=IIIII.I=I====é'====Il::===:===:llllhl====
GARTIEV GRF: AXQ3 CONCERM CONTACT YEH TYPE: CaR

ZhR 16 ZHSTR:  Gi CONTACT NER: 1D7TEE9R%S  QOFEMED: 12711/ 1998
VIN: IZUPT!UCHME- EMGIME: T CLOSED: D1/08/14997
mE TS S S CS S S-S FFENEAAEAEEE—=——=T"T— IIkl::::::::.l..lﬂz::::::; EEEEEmOoc - == EEEER
19496712,/ 20

L ]

CSM VEROWMICA ISSA

-PER CARDL CLOWERS, SERY MGE, DLE CALLED CUSTOMER 12/19/96 CLUSTOMER TD BRING
VEA 1W FOR INSPECTION AT HER CDNYENIENCE

1987 /01 fo%

-

CSM VERONICA ISSa

-PER CARDL CLOWERS, SERV MGR, FER DLR !MSFECTION DRIVER SIDE SEAT BELT WEERS
To BE REPLACED, .PARTS ORDERED THIS DATE. .OLR ANTICIPATES RECIEVING PARTS I[N

2 BUSINESS DAVS. OLR TO HAMDLE ACCOROTMNGLY

1997401 /08

F¥FTHE FOLLOWING CALISAL CODE{5) REMDOVED FROM COMTACT - {204

wwa THIS CONMTACT OPEMED GUE Td ONP RERTO ===

#=¢ THIS COWTACT 15 DPENED DOUE TO OPEN RECALL B654B AND OGS5D rew

swd MAVIS: SURSECMIENT waa

CUSTOMER SAvS:

-CALLING ABOUT THE SEATBELT RECALL

~THE SEATBELT I5 MOT WORKIMNG

-HE WILL NOT HAVE A SEATEELT FOR THE DAYS WHILE THE PARTS ARE BEING DROERED

-WANTS A& RENTAL VEHICLE WHILE THE. PARTS ARE OM CORDER

-
PER CUSTOMER, OEALER SAYS:

-THE TURN OFF SWITCH FOR THE SEATHELT IS5 NOT WORMING

=THE¥Y HAD TO DISCOMMECT THE MOTOR OF THE SEATHELT

-THE SEATBELT IS5 INOPERABLE

L

CLSTOMER SEEKS:

=T HAVE THE RECALL PERFORMED

-TO HAVE SOME TYPE OF TEWPDRARY FIX DONE TO HIS SEATHELT FOR THE DAYS THE
PARTS ARE HEING ORDERED

"RENTAL WEHICLE

»

CAC ARQVISED:

++2REGAROS TO RENTAL VEHICLE:

- HO LOANER CFFERED OM THIS PROGRAM.

+r REGARDS TO RECALLS/OMF:

-INFDRMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR. AARDN SMITH [CUST REL MNGR] TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

OWNER RELATIONS VOR/BEMCRMARKING D9/11/980 FALCARTS




oS/ 11728 MASTER DWMER REIATIONS SYSTEM I 14.%21.02

SE S S CEEEFEELAEddmE T T ======-=- L =CLEARBhmmammz:z CSECS S oL AN A AR EEEEOYX=- O AEEEE N g
SETSEY GRP. Xag3d CONCERN CONTACT YEH TYPE: CAR

SOR 1 INSTR:  Gi CONTALT NBR: 107BGOAGS  ARPEMNED: 12/11/1895

VIN: 1zvn=nca~_ EMGIME: C CLOSED: 01 /0871997

LEERREES S A N A ]] - S S-S HEENENANAkKRITr - === CcEEEE A EEEEEEXTX-— 3N
1987 /01 /08

[AuJS)
- CUSTOMER CALLED CAC FROM DEALERSHIP THIS AFTERMODN
- AFTER ME JOHWSON SPDKE WITH A FORD REPRESENTATIVE WE ATTEMFTED TO OFFER HIM
A LOANER VEHICLE UNWDER DUR OWN LOAMER POLICY, BuUT COULD NOT WORK OUT AM
ARRANGEMENT DUE TO THE AGE OF HIS5 GIRLFRIEWD WHO WAS GOING TO DRIVING THE
VEHICLE
- TNFORMED OWMER OF THE VEHICLE THE PARTS SHOULD ARRIVE TOMORROW [1/7/097) AMD
SHE SHOLLD CONTACT U5 AFTER 12:00PM TO SET UP ARRAMGEMENMTS FOR DUR PICKING
UF THE WEHICLE TO REPAIR IT...SHE WAS SATISFIED WITH TH!S
- SIMCE PARTS WERE ORDERER ON FRIDAY, 173787, ARRIVAL IS ANTICIRATED OM THE
FEDERAL EXPRESS SHIPMENT TOMORRDM, 1/7/97
1997/01/08
#¥¥THIS IS5 THE CLOSING COMMENT

.
CSM VERONICA LS54

-FEA GCAROL CLOWERS, SERY Hﬁé. PARTS RECIEYED..OLR PERFORMING RECALL
AWATHIS IS THE CLASING COMMENT

OWMER RELATIONS VOP/BENCHMARKIWG 09711798 FANCARTS




09/ 1198 MASTER OWNER RELATIONS S+STEM 11 14.24.00
Amea basc i b AN REEE AENAF AN - A== N - RN =T HER-AN-SE=-=-FA- -5 - T k- - S=SFSSO=SSEIE-ARSSJ3R=IRC
g4e618 GRP: Xx04 CONCERM CONTAET VEH TYPE: CAR
WASHINGTON 37 ZNSTR: __F1 CONTACT NER: 10TEES4%4  OPENEO: 1271771296
VIN: 'l?."'ql'PTEDCﬂNEh ENGINE: O CLOSEQ: ©4/22/1507
—=aIEMF=EsEFSFs==== = = —AMr=--r--m--m==-=-=-=-=k=-=-=-=--e=-=—de=RBc=--==x=-=====
LAST MAME: STATLS: CLOSED
TITLE: F1RST NAME: - MI:

ADDRESS :

KaMe i i o M

HOME PHONE : EUS. PHONE:

MODEL VEAR: 92 MODEL: PROBE

MILEASE: EODO0 WSO :

DEALER MAME: WORLD OF FOROD SALES SALES CODE: 127009 P& A: D04
CAUSAL CODES: 1202 1200 SYMETONS : 104 100

ORIGTN: G TRANS . DST/REN: 27 TRAKS . DATE;
SERVICESSALES: 1 COMTACT DATE: 0170871997
ACK. CORE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ OR M)
HUILD DATE: CAL]BRATION:

ESP INFO: EXPIRES:

DPEN RECALL: . DWNER WDTIFIED: MICRO:

COMMENTS !

19896/43/17

vxx MAVIS: ORTBIMAL wer

«vx THISE CONTACT 15 OPENED DUE TD DPEN RECALL 95548 B PES53H wws
CUSTOMER SAYS:

- HER SEAT BELTS LOCK UP ON HER

= THE DEALER 15 SAYIMNG THAT SHE WOULD HAVE TO COME 1M TWICE (OME TO INSPECT
THE CaAR ANO OME TO FIX THE CAR

L]

FER CLSTOMER, DEALER SAYS:

- THAT I3 THE waY FDOR IS DOING IT

+

CUSTOMER SEEKS:

- THE CAR FIXED

- TD TAKE THE CAR Ik TOMCE

+

CAT ADVISED:

- INFORMATION HAS BEEN DUCUMENTED AND FORWARDED TO THE DEALER

-REDUEST MR, CHUCK JACKDWSK1{ SWE MWMGR] TO CONTACT THE CUSTOMER WITHIN 2
HUSINESS DAYS

- PLACED AN DUTRDUND CALL TD THE OEALER AND SPDKE TO ScOTT

=~ HE SAIO HE WOULD TAKE HER INFORMATION OVER THE PHONE ANMD CRDER THE PART
= THE FART WILL TAKE 2-3 WEEKS TO GET TN
19968/ 12718

PART FOR ON SIDE REC’D. OPPOSITE SIDE OW ORDER. CUST. wILL BE MNOTELFIED
AND ECHED. UPDOW ARRIVAL.

1997/01/ 16

*#4THIS T5 THE CLOSING COMMENT

5P. ORDER PARTS. CUSY, WANTEQ BAOTH S5IDES REPL. AWD REFAIRS COMPLETED
DURING ONE YISIT. PARTS ON ORDER.

OWHER RELATIDNS VOP/BENCHMARKING O9711/98 FAXCARTG




o9/ 11/84 MASTER OWNER RELATIONS SYSTEM II 14.21.02
ASSEEE I NN N AN SIS S I FFENF S I E SR EETENSSE-SEESIEEFSES SIS AN AN N SN EEEEE FEEEEELAAECEER
277T1CA GRP: XX01 COMCERN CONTACT VEH TYPE: CAR

NEW YORK 13 ZN/TR: CONTACT NBR: 107EQ5159 DPENED: 12/ 1B/ 1996
VIN: 1zuPT20|:m5“ ENGINE: C CLOSED: 01,/0371987
ExoglhcscEiisESsAER A EEEEREREN L2 T I AR R FRRERERRIRARRRREZT AR ARSI 1 T - - F F ¢+
LAST NAME: STATUS: ELOSED
TITLE: FIRST NAME: - MI:

ADDRESS :

CITY: CEDAR NOLLS STATE: N 21P:

HOME PHONE : BUS. PHONE : DR

MODEL YEAR: NODEL : PROBE

MILEAGE : 63000 wsh:

DEALER NAME: WARMOCK FORD SALES CADE: 1134491 P & A: BQ3GTD
CAUSAL COGES: 1203 SYMPTOMS : 104 100

ORIGIN: =0 TRANS. DOST/RGN: 13 TRAMS. DATE:
SERAVIDESSALES: 1 CONTACT DATE: 1271871996
ACK. CORE: ARSIST CODE: O AWARD AMT O SURVEY: ¥ (Y DR N)
BUILD DATE: CALIERATION:

ESP 1MFD: EXFLRES:

OFEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

19861218

THIS CONTACT OPENED DUE TD ONP 95870

»es UEHICLE INVOLVED IN RECALL GBS4R w=es

vsx VEHIGLE INVOLVED IN RECALL 96559 wv«

vse MAVIS: SUBSEQUENT e+

CUSTOMER SAYS:

- CUSTOMER 35 CALLING BACK IN REGARDS TU THE SEAT HELT RECALLS

~ CUSTOMER TOOK YEHICLE BaCK TO DEALER TO HAVE THE SEAT BELTS REPAIRED

- CUSTOMER TOOK VEHICLE TO TeE DEALER TD WAVE ROTH THE DRIVERS SIDE AND
PASSENGER SIDE SEAT BELTS TEMPORAAILY REPAIRED UNTIL THE MEW PARTS ARRIVE

- THE PASSEMGER SEAT BELT WAS NOT TEMPORARILY REPAIRED AT APPOINTMENT

- CLSTOMER DID WOT HAVE PROGRAM WUMAER B5A70 PERFODRHED

[ ]

PER CLSTOMER, DEALER SAYS:

= DEALER JUST PUT THE FUSE BACK IN THE VEMICLE WHI1CH TEMFORARILY REFAIRED THE
DRIVERS 5IDE

- DEALER STATES THAT THEY CANNOT TEMPORARILY REPAIR THE PASSENGER SIDE SEAT
BELT

- DEALER STATES THAT THEY OID ORDER A NEW RART FOR THE PASSENGER SIDE

.

CLSTOMER SEEKS:

- WOULD LIKE BOTH SEAT BELTS TEWPORARILY REPAIRED UNTIL THE NEW RECALLED PARTS
ARE IN

-

CAC ADVISED:

- RE: SE588 AND 96548 HAVE A TEMPORARY REPAIR: NEW PARTS EXPECTED  13/15/39E
- INFORMATION HAS BECN DOCUMENTED AND FORWARDED YO THE DEALER

- REQUEST MS. DEWISE NAGY (CUST REL MMNSE) TH DOMTACT THE CUSTOMER WITHIM 2
BUSINESS DAYS

DOWMER RELATIONS VOR/BENCHMARKING 08711/88 FANCARTA




oof11,/49m MASTER OWMFR RELATIDNS SvSTEM 1) 14.21._02

ERE T BT R T R e el B e L R R R R N BT N A N R 1 R R AR R
a771CaA GRR: kxOi COWCERN OMTACT WYEH TYPE: CAR

NEW YORK 17 Zn/TR:  Bi CONTACT NER: 107BYS15LG OFENED: 12718/ 1998

VIN: {ZVETIOC NS ENGINE:. C CLOSED: 01/02/1997

B R R RS R B By e N R ] Bkl R R P FEF R A R R R AR AR R IR AR IA N
199613/ 26

W¥ETHIS IS5 THE CLOSIMG COMMENT

CUST SWAS IN TO DEALER HAD PREVIOUS DEALIWG AMD CUST IS EXTREMLY HARD TO BLEa%
E SPOKE WI1TH FACTORY HEP ON LAST VISIT WAS TOLD TD Flk THE WEHICLLE AT THIS TI
ME AMD WHEN FARTS ARE AWAILABLE FOR THE RECALL THEW PREFORM THE RECALL CLUST MA
DE APPT AND THE TECH DIAR WHAT wWAS NEEDED DIO NOT HAVE THE PARTS [N STOCK CUST
WAS ADYI1S5EQ THAT WE ORDERED PARTS FOR HIW CUST WAS NOT HAPPY THAT PARTS WERE

NEEOED TD BE ORDERED AND OI0 WAT FEEL THAT HE SHOWLD HAYE TO WALIT FOR RECALL P
ARTS EITHER.

DJMNER RELATIONS WOR/REWCHMARKINE D9f11/88 FAXCARTG




as/11 /498 MALTER OWMNER RLOLAYIONMS SySTEM 11 14.21.02
EEEEE NG SR AF IR I NG ENECE FEREEEEN i dnndnSisis S EAaN 0 ek k-o-oCc-=-=-=-—=-=-=-=====23
82160J  GRF: xx17  CONCEAN CONIACT VEH TYPE: CAR
WASHINGTON 27 ZN/TR: CONTACT NBR: 107304362 DPENED: 12/20/ 1996
WIM: 1 2WPT200LENGS ENGINE: C CLOSED: O1/23/1997
B - ERE S R LR R el L E L R R RN F] 1 FERER |
LAST NAME: STATUS: CLDSED
TITLE; FIRST NAME: - M1 :

AOORESS:

cITY: STATE: D = [
HOME FHONE : BUS ., PHOME:
MODEL YEAR: MODEL - PROBE

MILEAGE . 135232 wah:

DEALER NAME: WALDORF FORD, INC. SALES CODE: 127047 P& A: OO149
CALISAL CODES: 1203 SYNPTONS 104100

DRIAIN: an TRANS. DST/RGMN: 27 TRANS. DATE:
SERWICE/SALES: CONTACT DATE: 01722719897
ACK. CDDE: ASSIST CODE: W AWARD AMT: 0O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIHRATIDN:

ESP IMFO: EXPIRES:

OPEM RECALL: OwMER MOTIFIED: MICRAO:

COMMENTS :

12967132520

wavw YEWICLE TMHYOLYED TN RECALL QESAR =k

wan NAVIS: SURSEQULENT # &%

CUSTOMER SAYS:

= MADE THE APPOIMTBEMT TO HAVWE RECALL PREPRIRS PERFORMED IMN DCTOBEER AMND
CEALER INFORMED HER THAT THE PARTS WOULD NO BE IN UNTIL AFTER DECEMBER 15
~ CALLEY DEALER ON 12-iE-85 FOP AN ARPOTNTMENT AWD THE PARTS STILL WERE HNOT
IN

= IS UPSET THAT THE DEALER HAQ HER COME OUT TO THE DEALER AFTER MAKING HEE
APPOIHTMENT JUST YO TELL HER THAT THE PARTS WERENW'T IN

L3

FER CUSTOMER, REALER SAYS:

= JOELVMN OYE., SERVICE ADVISOR SALD THAT SHE WASN'T SURE WHEM THE PARTS
WOULD HE IN

L ]

CUSTOMER SEEKS:

- TO GET THLC RECALL PERFORMED OM HER WEHICLE

CAC ADVISED:
- INFORMATION HAS BEEW DOCUMEWTED AMD FORWARDEDR TO THE REALER

- REGWEST MA. ROSS JUERGENS {CUST REL MMGR) TO CDNTACT THE CUSTOMER WITHIN 2
HUSINESE DAYS

1927 /01722
FARTHIS [5 THE CAOSING COMMENT
CONCERN RESDLVED

DWNER RELATICNS VOP/EEMCHMARKING 09711/90 FAXCARTE




oa/11/688 MASTER OWHER RELATIONS SYSTEM I 14.21.02
[ I A FER R R EEFES I BEERE ] i P B R PR R S
{BIBPC GHP: AN 14 1NOUIRY CONTACT WEH T¥PE: CAR
LiNMOWN ZNSTR COMTACT NMEBR: 107900234 OFEMER: 127207 1998
VIH: 1zup1:1usu-= ENGINE = Li CLODSED: 127307 19488
AExEESE EECEEENSEE=-SFE=F== - =—=—r——-&k - -t C-c-oE-c-c-cc-=-c-cEC-ccCBRs-==2=-c-cc-cc-cc-ckE=-S=====-====
LAST MAME: — - STATUS: CLOSED
TITLE: FIRST MAME: ML :

ADDAESS -

CITY: STaTE: 21P: -
HOME PHONE : BUS. PHONE:

KODEL YEAR: 92 MODEL : PROBE

MILEAGE : ETate"s 4} WSh;

OEALER WAME : SALES CODE; P& A:

Causal CONES: 1204 S MPTOMS - 104 100

ORIGINM: an TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: £ SURVEY: LY QR N
BULLD OATE: CALTARATION:

ESP INFO: EXPLRES:

OFREN RECALL: OWNER MOTIFIED: mMICcRO:

COMMENTS :

1995/ 12 /90

swv WEHICLE IWVOLVED TW RECALL SG34B vr»

wrr NAVIE: SUBSEOQUENT wew

CUSTOMER SAYS:

~INVOLYED IN RECALL

-CLUSTOMER IS5 WDRRIED ABOUT DRIVIMNG WEHLICLE WITHOUT THE SHOULOER HARMESS
FUNCTIONING

~CUSTOMER ASKWED DEALERSHIP FOR & LOANER WHILE THEY WAIT FOR THE PART TO COME
IN

L]

FER CUSTONER, DEALER Za¥S:

-NO LOANER

L]

CUSTDMER SEEKE.

=k LOAWER VEHICLE

=15 IT SAFE TQ BRIVE VEHICLE WITHOUT THE SHOULDER HARMESS

L]

CaC ADWISED:

=~ MO LDANEE DFFERED ON TH1S FROGRAM.

~CONTACT LOCAL DEALERSHIP TO VEAIFY IF SAFE TO ARIVE WITHOUT HARMESS

QOWMER RELATIOWS VOP/BEMCHMARKING ©3)11/98 FAMCARTG




Das11/38 MASTER OWMER RELATIONTS SY3TEM 11 14.21.02
Er=—x=—kk=—drhdoc-k=--—h=-k=-ERr-frfix=—x =R X -SR-S C - CSCCSSCS SS S SRS RS IS SIS EXEENETRAEENE s ERAEw
1B2TJR GRAP: xx13 CDNCERN CDMTACT vEH TYPE: CaR

RETROIT 48 ZN/TR: EONTACT WER: 107917809 OFEMED: 12/27/1096
VIN: 1Z2vPT211NE ENGIMNE: U CLOSER: Qif0oa/1997
Bl lLER BN LRI EE L ER] FEEN NN N AEEEEEEAR -k k-kr-r-c=-=-E=-=—=-—=-=-—=—O=-==SI=-S=HBR

LAST MANE: STATUS: CLOSED
TITLE: FIRST NAME: _ Ml
ADDRESSR :

eTTy: srare. [N
OME PHONE s, prove: [
MODEL YEAR: 2 MODEL :

MILEAGE : OO0 wWah:

DEALER NAME: HMNORTH BROS FORD [NC SALES CODE: 1486159 P A A D295
CAUSAL CORES: 1204 SYMPTOME : 104100

ORIGIN: G0 TRAMS. DST/RGN: 4B TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/27/199B
ACK. CRDE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (Y DR N)
BulLl DATE: EALIBRATION:

ESF INFO: EXFIRES:

DOPFEM RECALL: OwNER ROTIFIED: MICRO:

COMMENTS :

1956/ 12/27

CLUSTOMER SAYS:

= CAR 1N DEALER FDR THE RECALLS

DEALER HAS TOD ORDER PARTE EVEN THOUGH THEY WERE DUE IN 12-15E-8&
DEALER WILL MOY RELEASE WEHICLE LNTIL PART COME IM

DEALER WAS TO CALL BACK DN STATLUS OF CAR FRI MORMING

PER CUSTOMER, DEALER SAYS:
- GREG SAID THEY WILL HOLD OMN TQ WVEHMICLE UNTIL PARTS ARE IN

L
CUSTOMER 5EEKS:
= RELEASE OF VEHICLE QR LOANER UNTIL CAR IS REPAIRED

.
CAC ADVISED:
~INFORMATION HAS BEEM DODEUMENTED AND FDRWARDEDR TO THE DEALER

-REQUEST . /S . GWEN MORTH (CUST REL MNGR/ TD CONTACT THE CUSTOMER WITHIM 2
ALSIMESS DAVE

1997/01/02
AAETHIS IS THE CLOSING COMMEWT
FMC CANNOT SUPPLY PARTSILLIIRRDER I YRR E a0 0t oL bbb p bbb bt T PRI

DWNER RELATIONS VOP/EENCHMARKING 09711798 FAXCARTG




oo/ i1/98 MAESTER DOWHMER HELATIONS S¥5TFM 11 14_21 .02
LA RS T TR R LE] TS ERLENENRERZELELREREENENLELENFER]IEFE]RMEEMIIERELIESILILRN IR AR N I A0 0
2327ER GRE: Aano CONCERN CONTACT YEH TYPE: CaAR
KsHSAS CITY B%  IN/TR: D2 CONTACT NBR: 107340085 OPENED: Q170671997
vIN: 12vpT2ocaNsS EMNGINE: C© CLOSED: O1/27/1997
AEEEEEEEEEEN LE L FLLL L L EFREERR LS Sl ] Ok )
LAST NAME : STATUS: CLOSED
TITLE: riast save: [ -

ADDRESS : OSE

C1TY: STATE: FIP: -
HOME PHONE : BUS. FHOWE:

MDOEL YEAR: B2 MODEL ;

MILEAGE: 5000 wsh:

CEALER MAME: DAVE SIMCLAIR FORD S&LES CODE: 1531080 P& A; Q8199
CAUSAL CODES: 1001 12pa SYMPTOMNS : 104100

DRIGIM: G0 TRAMNS. DST/RGM: K3 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 0151871997
ACK. CODE: ASSIST CONE: W AWARD AMT: o SURAVEY: ¥ (Y OR N)
BLILD QATE: CALTARATION:

ESP IMWFO: EXPIRES :

OFEN RECALL: - OWMER MOTIFIED: NISRO:

COMMENTS :

1997 /01708

wan THIS CONTACT IS OPENED [MIE TD DPEM RECALL 98548 =+r

#es MAVIS: SUAGEQLEMNT £«

CUSTOMER SAYS:

=THE SEATBELT IN THE WEHICLE 15 1NDPERAEBLE.

=THE SLIDING MECHANISM IN THE SEATHELT IS NOT WORKIMG,

-THE ESEATBELT ALSO WILL WOT LOCK.

“THE CUSTUMER WAS AT THE DEALERSHIF A WEEK AMD A HALF AGD AND THAT IS WHEN THE
PARTS WERE QRDERED.

-IN HER STATE 1T IS THE LAW TD WEAR TD THE SEATBELTS.

4

PER CUSTOMER, DEALER SAYS:

-THE PARTS ARE DRDERED 0OM & PER DCCURENCE BASIS.

-THEY DibD WOT HAVYE THE PARTS IN STOCK.

.

CUSTOMER SEEKS:

~YWOULD LIKE TO ANDOW WHY THE PART 15 NOT READILY AVAIABLE.

-LOAMER VERICLE

vvCAC ADVISED:

REGARDLHNG RECALL/DNE

-~ REDQUEST CUST REL MER/SYC MGR TD COMTACT THE CUSTOMER WITHIN Twd BUSIMESS
Da¥S REGARDING RECALLEDHP

*3REGARDING LOANER VEHICLE

- LOAMERS ARE NOT A PROVISION OF THE wARRANTY,

- CONTACT MR. KURT ROBUSCH (SYC.MGR./CUST REL MGR.) FOR CLARIFICATION OF THE
BEALERSHIP 'S POLICY DM ALTERMNATIVE TRANSPORTATION.

= MAY REQUIRE AN APPOINTMENT

-CSR APDLOGIZED TG THE CUSTOMER FOR ANY JHCOMYEMIENCE SHE MAY BE EXPERIEWCE TG
WITH THE PART DELAY.

OUNER RELAT1ONS VOF/EENCHMARKIMG 09/11738 FAXCARTG




0%,/ 11,94 MASTER OWWER RELATIONS SYSTEM |1 14.21. 02
----:::-‘-II-Ii‘:::*lll-::::ﬂ.ll-:::p.lll:::zlll-r.:;:]h-n_:::--ﬁ---:-----::::::lll
2327ER GRF: AxpO CONGERN CONPAS] YEH TYPE: CAR
KANSAS CITt 53  ZN/TR; CONTACT MER: 107940285 OPEMED: O1/08/1847
VIN: 1Z¥P T I0CENS ENAINE: © CLOSED: O1/27/1997
.I.---:::;III.I====I----===I.ll-==3IlllI==Hlllll:==-'.llIl::::l...I--:III.--::::III
1937 f01/20

#4¥THIS I5 THE CLODSIMNG COMMENT
REPLACED SEAT TRACKS PER 96548-DONE

OWNER RELATIONS WDP/BENCHMARK [ NG 09/11/a8

FARCARTG




Cas11/38 MASTER OWMER RELATIOMS Sv3TFM 11 14.21.02
B L L EE R Ny L L AL L L LRt oy Sy Ny T S Y T R L
{BOECR GRP: 08 INFORMAT1ON CONTALT VEHR TTYPE: CAR

SAN FRAM 72 NS TR: COMTACT MBR: 107940870 OPEMED: O1/06/1987
VIN: 1IVFT22L4Nﬁh ENGINE: L CLOSED: O4/08/ 1997
Bl Bt e B EREE-EANESTA-EEEENEELEEEEEC-ENCcENEC-CR-Ec-tEt-E--o-=rI=-s=s=====
LAST HAME STATUS,

TITLE: FirsT nase: [ MI:

ADDRESS :

CITY: STATE: “P:

HOME PHOME : HLS. PHOMNE:

MOQEL YEAR: MODEL :

MILEAGE: 23000 WSO

DEALER NAME: TOWME FORD SALES SALES CODE: 172011 P & A: O7RS1
CAUSAL CDDES: 1204 1203 SYHPTOMS : 104 100

ORIGIN: GG TRANS. DST/RGM. TRANG. DATE:

SERVICE fERALES: 1 CONTACT DATE:

ACK. TDDE: ASSIST CODOE: AWARD AMT: O SURVETY: Y OR NJ)
BUILD DATE: CALIBRATIODN;

ESF LINFD: EXPIRES:

OPEN RECALL: TiMER NOTLF1ED: MICRG:

COMMENTS

1997701 /06

#vdé YWEHICLE [NYOLWVED TN RECALL 96599 »+»+
wsww WEHICLE [MvOLVED IM RECALL 9E548 r+»

v MAVIS: ORIGIMAL »»»
CLUSTOMER SAYS:

~HAVE MNOT HAD A RETURH CALL FROM THE DEALER TO LET ME KNOW IF PART WAS IN

N

PER CUSTOMER, DEALER SAY¥S:

~WILL TAKE ABNUT THREE WEEKS To ORODER PARTS

3
CLSYOMER SEERS:

-S5EAR BELT RECALL wWORK PERFORMED

ES

CAC ADYISED:

- CUSTOMER*S VEHICLE IS5 TNVOLVED

IN RECALL 36599 AMD RECALL 96%4R

— CULSTOMER TC CONTACT THE DEALERSHIP"S5 SERVICE DEPARTMENT FOR ASSISTANGE 1IN

HAVING RECALL PERFORMED

OWHER RELATIONS YOP/BENGHMARKENG

09/11/88 FAKCARTG




a9/11/98 MASTER OWMER RELATIDMS SYSTEM 11 W00
LA L L LERELEL RN ERERENSERERNRENERS S LR RN NEELNS NN ERRE R RN N R R e e O
BA50RC GRP: 14 CONCERH CONTACT VEH TYPE: CaR
DETROIT 48 ZHSTR: ER EONTACT MBR: 1078564539 OPENED: O1/10/1997T
WIN: 1zvrr2 4 ENGINE: U CLOSED: O1/25/1997
B GA R e B L L R L Ll AL ER R A LRI TR R R R R R R R TR R E R TR Y Y PP R LT
LAST HAME: STATUS: CLOSEQ
TITLE: rirsT Nave: [

ADDRESS:

CITy: BELLEVILLE ETATE: pe _
vous pove . I— s oo [

MODEL YEAR: 42 MODEL :

MILEAGE ; 1 wWSD:

DEALER MAME: ATCHIMSOMFORD SALES SALES CODE: 148400 PE A OZTH
CAUSAL CODES: 1203 2010 STYHPTONS : 108 100

ORIZIN; Go TRANS. DAT/RGMN: 4E TRANS. DPATE:
SERVICE/SALES: 1 CONTACT OATE: O1/48/ 13997
ACK. CODE: ASEIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ DR N)
HUILD DATE: CALIBRATION:

ESP lWFO: EXPIRES:

DPEN RECALL: . OWWER WOTIFIED: MICRA:

COMMEMNTS :

1987/01/10

e MNAVISN: SURASEQUEMT wrs

CUSTOMER SAYS:

- HAS HAD VEWICLE IM FOR RECALL WORK 2 TIMES TOLOD MO PARTS OR TOOLS
AVAILABLE

L)

PER CUSTOMER, DEALER SAYS:

- ON TUESDAY, WE KO WOT HAVE PARTS

L J

CUSTOMER SEEKS:

- RECALL wWORK PREFORMED

x

GAC ADVISED:

~INFORMATIOM HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER
EEEEUEST MR, BILL FARKS LSVQC MNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
AY

CUSTOMER HAD PROELEMS W!TH TELEPADWE WAS DISCONNECTEQO

AMNTRE FOLLOWING SYMPTON CODE(S) WERE REMOVED: 104000

44+ YERICLE INVOLVED [N RECALL 9GS548 AND 96599 rr=

wes MAVIE: SUBSEQUENT sw»

CLISTOMER S5AYS:

~THE DRIVERS SIDE SEATHELT DODES NOT wORK

-WANTS TD HAYE THE SEATEELT RECALL WORK PERFORMED
-

FER CUSTOMER, DEALER SAYS:
-RER ROEERT JOMES, THEY ARE WAITING THE PARTS

[

CUSTOMER SEEXS:

OWNER RELATIONS VOP/BEMCHMARKING 09711798 FAACARTE




Qs/11/98 MASTER OWMER RELATIONS SYSTLm i 14.21.02
R A L R R e g FENLZIEILISESEEL_-S=:_®, SMmr===-JuUaBkKk====cHENNE=—
Ba%SORC CRP: 14 CONCERN CONTACT YEH T/PE: CAR
DETROIT 43 INFTR: ' TACT MBR: 1D7944%39 OPEMED: 01710/ 1997
WIM: I1ZYPT21U4N ENGIMNE: u CLOSED: 1/28/71997
SESANEEC-EcCoC- AT yEERERE==T ----u---::::-:--:|==;-s--t=:===-w-|=====-
1987/ 01 /10

-TD HAVE THE RECALL PERFORMEQ
-TO HAVE THE CAR REPATHED UNDER WARRANTY

L]
CAC ADVIEED:
—IHFORMATION HAS AEEN DOCUMENTED AMD FORWAROED TO THE DEALER

“REQUEST MR, BILL PARKS [S¥S MNGR] TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1997 /01718
H#HFTHIS 1S THE CLOSIMNO COMMEMT
PART CAME TN AND CUST HAS AW AFPOINTMENT ON MOMDAY ©1/20/1997.

OWHER RELATIONS VOP/BEMCHMARKING 09711798 FANCARTE




a3/ 11,/98 MASTER DWMER AELATIONS SySTEM 11 14,31.02
==-=ld.-l|-.-.|.--::.a-:l...--_-:-::::.ull:::n:r-.--:::::;.::;:-_:.=;|-:=:==..:=-=:.::=..
1153EK GRP; aan9 INFORMATION CONTACT YEH TYPE: CaAR

ATLANTA a1 ZNSTR:  C3 CONTALT NBR: 107979183 GPENED: D1/16/51907
¥IM: M FMGEINE - CLOSED: 01/15/7 1997
ElgE=—%omogunyg —— lll:l:::--llk:::;-:ll==:=='.n-.===._—,l-==:._—,q
LAST MAME: STATUS. CLOSED

TITLE: F1RST NAME: NI

ADDRESS: ACE _

cITY: CHARLESTON STATE: Ip: -
]

HOME PHONE : BLS. PHONE:

MODEL YEAR: a2 MODEL : PROBE

MILEAGE: S4000 WSD:

DEALER NAME: JONES FORD INC SALES CDRE: 4213291 ¥ & A Q1025
CAUSAL cDDOES: 1215 2801 SYMPTOMS : 104100

DRIGIN: aD TRANS. DSY/RGN: TRANS. DATE:
SERVICE/SSALES: 4 CONTAET DATE:

ACK. CODE: ASSIST COCE: AWARD AMT: 0 SURVEY: (¥ DR N)
BUILD DATE: CALIBRATIDN:

ES5P INFO: EXPIRES:

OPEN RECALL: DWHMER NOTIFIED: MICRD:
COMMENTS -

139701718

*evhl VIN AVATLABLEws.

CUSTOMER SA¥S:

- BRD # FROM JNNES FORD [(MARK IN SERVICE

- HA% & RECALL LETTER REGARDIMA THE SEAT]
OGES NOT HAVE THE LEYTER ®[TH HER

— WJUST CALLED THE DEALERSHLP, NOT 5TOF BY

-

PER CUSTOMER, DEALER SAYS:

= THE DEALER STATED THEY DON*T HAVE PARTS YET
= CALL HERE TO FIMD OUT THE WHAT 55 GOING ON
L

CUSTOMER SEEKS:

- WANTE THE SEAT BELTA FIXED

.

CAC ADYISED:

¢+ CALL HACK WITH THE ¥IN # TD YARIFY THIS AND SEME A CONCERN DUT TO THE
DEALERSHIP =s»

UWNER RELATIONS VOP/BENCHMARKING O0O/11798 FAXCARTSG




0af11/58 MASTER OWNER RELATIDONS Srv3TEM 11 14.21.02
EEESE==-c=--ZmdiFE RE=E=S-ScS==E=x-ssmsmfAsAfdEpEmIE=SscacicSisseusumimbelbEEENEEERSE=
017300 GRP: KX13 COMCERNW COMTACT WEH TYPE: CAR

ATLAMTA 21 INS/TR; €3 CTONTALT NER: 107900654 DPEMED: O1/16/1997
VIM. 1ZYRTZOCANS ENGINE: C CLOSED: ©1/22/1337

T EI I EEEE PR TP TA RN Y T L) |

LAST NAME:

Emsndede I AN R LN RO S S =S === =x=e=x=krixdal
TITLE:

STATUS: TLOSED
ADDORESS : ACE
TN — s eeone - NN .
HOME PHOKE : BLS ., PHONE -

HODEL YEAR: 82 MODEL : FRORE

NM1LEAGE: G400 wsh:

DEALER MAME: JOHES FOROD 1KC SALES CODE: 121391 P& A 01025
CAUSAL CHDES: 1204 2801 SYMPTOMS: 104100

ORIGIN: (=] TRANS. DST/RGH: 2% TRANS . DATE:
SERVICESSALES: 1 COMTACT PATE: £4/48549%7
ALK . COOE: ASSIST CODE: W AWARD AMT: O SURWEY: N (Y OR Wj
BUILD DATE: CALIBRATIDON:

ESP INFD. EXPIRES:

OPEW RECALL: DWNER WOTI1FIED: RI1CRO:

COMMENTS:

1897/01/1%

uev THIS CONTACT IS5 OPEMED DUE TO OPFEM RECALL DE548 AND B55599 vwe

sie HAVIS: SUBSEQUENT wee

CUSTDMMER SAYS:

“MANTS T0 HMAVE THE SEATAFLT RECALLS FERFORMED OW THE VEHICLE

-CALLED DEALERSHIP TODAY T0O MAME AM APPOIKTMENT. AMOD THE OEALERSHIP SAID THEY
COULDNT DO THE RECALL

L]

FER CLSTOMER, DEALER SAYS:

-DEALERSHIP SA10 THEY DOWNT HAVE THE PARTS AND TD CALL FORD TO SEE WHATS GODING
ON {NAME NOT AVAILAHLE-PERSON [N SERVICE)

L 3

CUSTOMER SEEMS:

~WANTS THE RECALL PERFORMED ON THE WEHICLE

-

CAC ADVISED:

-TNFORMAT DN HAS BEEN DOCUMENTED ANO FORWARDED TO YHE DEALER

-REQUEST MR.GARY HOOKS (5VC MMGR| TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS

DAYS

MMNTHIS IS THE CLOS!HG COMMEMT
5 BRINGINMG THE VEWICLE IN ON 171787 TO INSPECT THE PASSEMGER
10 DRDER THE DRI!VERS SI0OE [1MOP)

OWNER RELATIONS VOP/BEMCHMARKING O9/711f98 FARCARTG




Dsf11,/98 MASTER OwWWER RELATIONS SYSTEM 11 14.21.02
EE R Bl ) e P P R B e R PR R R ) I R R I PR D FET ] AR R VNI A F NN RN T 1]
017300 8RP: KX13 CONCERN COMTACT VEH TYPE: CAR
ATLANTA a1 IN/TR: C3Z CONTACT MBR: 107980653 DPENED: Qif15/1997
VIN: 1zveT2oc4nIEE ENGINE: ¢ CLOSED: ©1/22/1997
e e T 1 B 2 D I R | I PR R R LR LA R R R A R - - - - T - 11 B T TR
1947 /02/20

*¥+ VEHICLE TWVOLVED TW RECALL 96548 AMD PES98 =ss

wrv NAVIS: SUBSEQUENT »»»

CUSTOMER SAYS:

= CUSTOMER IS CALLING BACK AWD IS5 UPSET BECAUSE DEALER HAS MWOT YET RECEIVED
REPAIR PARTS FOR RECALL 96548 AND 96509,

L

PER CLUSTOMER, OEALER SAYS:

= PARYS ARE ON NATIONAL BACK OQRDER.
L

CUSTOMER SEEHS:

= VEHICLE REPAIRED

L]

CAGC ADVISED:

- DEALER IS IN THE JE3T POSITION TO PROVIDE TECHWICAL ASSISTANCE.
- FORD SUPPORTS THE CQIAGMNOSIS OF THE DEALERSHIP

OWMER RELATIONS VOR/AEWCHMARKING OZ/11/98 FAXCARTG




09/11/98 MASTER DOWMER RELATIONS SYSTEW 11 14.21.02

EE=ECSE=S =SS S===S=SCSCSCSCACSICS I3 EECEC LI sl elipbrmepimoamEmaEEEm

= |

B2HIRL CRP: kA1 CONCERM COMTALT VEH TYFE: CaAR

KANSAS CITY =13 ZNSTR: COMTACT NBR: 1079BL42T ORFEMED: 04/16/1937
VIN: 1ZVPT2OC4NS EMGINE: C CLOSED: 0173071997
EE=E===sSSmmao===== = ==m= L L R LR Ll ERRBRRBLINFTIRELEFETE RN R R R IR I T IAESET]

LAST NAME: STATUS: CLOSED
T1TLE: FIRET MAME: — MI:

ANORESS ;

CITY: BLUE SPRINGS ETATE: ua 2IP:

HoME PHonE : I aus. pHoNE

MODEL YEAR: 92 MODEL : FPRDEE

MILEAGE; T2400 WED:

DEALER MAME: BELUE SPRINGS FORD [ SALES CRQDE: 157118 F & A: 05100
CauSal CODE%: 1203 SYMPTOMNS: 104180

ORIGIN: GO TRANS. DST/RGN: 53 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 01/23/1697
ACK. CODE: ASSIST COOE: W AWARD AMNT: 0 SURVEY: ¥ (¥ OR NI}
BUILD OATE: CALIBRATION:

ESRE INFO: EXPIRES:

OPEN RECALL: BWNER WOTIFIED: MICRO:

COMMENTS :

12587701718

s« VEHICLE THVBLVED IN OHNP S5ATR +xs

++v VEAWICLE INVOLVED IN RECALL 96548 5 Q5599 séee

vad NAVIE: RUBSEQUENT eww

CUSTOMER SAYS:

- AUJTOMATIC SEAT BELTS LDCK UP OM EOTH SIDES

- DEALERSHIP WILL RELEASE THE WEHIGCLE TD THE CUSTOMER SIKNCE THE PARTS WILL
TAKE 2 WEEKS TO BE DELIVERED

L]

PER CUSTOMER, DEALER SAYS:

- MR. DAVID ROGERS; SERVICE ADWISOR; 1WFORMED CUSTOMER OF RECALLS ON THE
VEHIELE

- CUSTOMER WILL BE MOTIFILIED BY MAIL WHEN PARTS ARE [N:; CUSTOMER COULD THENW
GRING THE CAR IN FOR REFAIRS

.

CUSTOMER SEEKS:

- SAFETY cLARIFECATIDN

[ 3

CAD AOWISED:

~ OEALER IS TN THE BEST PDSITIONW TO FROVIOE TECHMWECAL ASSISTAHCE.

- FORD SUPPORTS THE DIAGKD:SIS OF THE DEALERSHIP

- IWNEDRWATIOM HAS BETN DOCUMENTED anb FOrwaROED TD THE DEALER

= REQUEST MR. TOWY YARGAS {(CUST REL MNGA) TO COMTACT TRE CURTOMER WITHIN 2
BUSINESS DAYS

1887 /017213

FFATHIS [5 THE CLOSING COMMENT

PARTS ARE DRDER FOR RECALL ON SEAT BELTS

CWNER RELATIONS WOP/HEMCHMARMING 03/11/98 FAAGCARTG




09/ 11 /91 MASTER OWMER RELRITONS SeSTEM |1 14.21.02
QA= S M- 3. f--S- SIS CCCCEICACELCEEXAL _mI-ZMESN-IEZ£L:I---IESSE-S=ZESS=Z=Z===E=Z=S===
ES138J  CRF: AL1S INFORMATION COMTACT VEH TYPE: CAR
CINCINNATIL 47 IN/TR: COMTACT NER: 10BQOGSE!  OPENED: (172271997
VIM: N ENGINE : CLDSED: 01/22/1a@7
—eE=kxr=m==xxh = = = EAREENE I A S ExEEcFaldcs—_ bl -Sx=-—Ss=-bEck=-Ec=-=-xx=c
LAST MAME: STATUS: CLOSED
TITLE: rirsT nane N MI:

ADDRESS: MNUE

CITY: IND [ ANAPOL {5 STATE: ii pie I
HOME PHONE : I aus . PHONE:

HODEL YEAR: az NODEL: PROBE

MILEAGE : 40000 WsD:

DEALER MAME: FORD MOTDR COMPANY- SALES CODE: 147000 P B A EBDRT
CAUSAL CDOES: 1204 0411 SYMPTOMS - 104 100

ORIQIN: [c{a] TRAWS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: €Y OR W)
BUILD DATE: CALIBRAT1ON:

ESp INFO: EXPIRES:

OPEM RECALL: DWNER NOTIT1ED: MICRO:

COMMENTS

1997/01/22

CUSTOMER SAYS:

- VEHICLE IWwOLVED IMN RECALL REGARSIKG SEATHELTS

- CUSTOMER WENT UP TO DEALERESHIP TWICE TO HAVE RECALL PERFORMED AMD BOTH TIMES
THE PART WAS NOT AVALLABLE

- WAS TOLOD HOTH TIMES THAT HER VEHICLE WAS AEADY TO BE PICKED W AND BOTH
TIMES THE VEMICLE WAS NOT READY AND FART STTLL MEEDED TD BE ORDERED

- CUSTOMER IS5 DISSATISFIED WlTH YHE DEALERSHIPS HANULIMGO OF THIS CONCERN
]

PER CUSTOMER, DEALER(MAME UNAVAILABLE) SAYS:
- SHARP FORD

SALES COOE~-147025

- PMA CODE-04874

- PARTS NOT AVAILABLE, THEY HAVE TO BE DRDERED
+

CUSTOMER SEEKS:
- TQ COMPLATN ABOUT DEALERSHIP

E
CAC ADVISED:
- INFORMATION HAS BEEW ODCLUMEMTED AKD FDAWARDED TD AFFROPRIATE OFFICE

DWNER RELATIONS VOPSRENCHMARKING 09511/88 FANCARTS




£o/11/a8 MASTER QWNER RELATIONS SYSTEM 11 14.21.02
S S S ES S S ESO S S S S S AR S S SRS TEAESRE ST oSS SECSR A CSSS=SRETIAICSTEIRA AT AmSrRaERENE-NEE-ExN=-==
EA5AAM GRF: XAOH CONCERN CONTACT VYEH TYPE: CAR

LOS ANGELES 71  ZN/TR: ii CONTACT MBR: I0BOIY0H2  OPENED: 1/24/1997
VIN: 1ZVRTI20D0C 1 NS ENGINE: ¢ CLOSED: 02/0471997
-, EEEE N KNI N CC - S-S oo NCSESE - E"EIESEFEEEEEER
LAST NAME: STATUS:

TITLE: rrrst nane: [N Ml

ADDRESS :

CITY. STATE: CA ZI1F:

HOME PHONE : “ BuS. PHONE: F

MODEL YEAR: 62 MODEL :

MILEAGE : ESBE 1 WSO

DEALER HAME: FALM SPRINGS FORD SALES CDDE: 171430 PR A: O5574
CAUSAL CODES: 1204 SYMPTOMS: 104100

ORIGIN: ) TRANS. DST/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 01/287 1957
ACK. CDDE: ASSIST COOE: W AWARD AMT: 0 SURWEY: Y [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEM RECALL: . OWNER KOTIFIED: MICRO;

£OMMENTS :

1997/01/24

sav NAVIS: ORIGIMAL wu=s

CUSTOMER SAYS:

~CUSTOMER'S MOTHER CALLING

-CUSTOMER RECEI!VED RECALL MOTICE OWN SEAT BELTS

-THE MOTORIZED SHOULBER HARMESS TRACK HAS FAGZEN UP

~THE DEALERSHIP HAS BEEN TERR1FIC

*

PER CUSTOMEA, DEALER SAYS:

-LAURTE AVERSON $AID THAT THE PARTS WERE WATIOMAL BACK ORDER AMD THERE IS MO

PROJEGTED DELIVERY DATE

-

CLSTOMER SEERS:

~-WHY THE PARTS DELAY®

¥

CaAC ANVISED:

RE: VEHIGLE REPAIR

~INFORMAT TON HAS HEEN DOCUMENTED AND FORWARDOED TO THE DEALER

a:EguEET MR. JIN FRIEMO [ SYD MMGRE} TO COWNTACT THE CUSTOMER WITHIN 2 BUSINESS
¥

RE: PART CELAY

=THE PART MAMUFACTLRER HAS BEEN UNABLE TO KEEP UP WITH DEMAND, AND THAT WAS

THE REASON FOR THE STAGRERED RECALL. WE DO APDLOGIZE FDR THE DELAY AMND

SUGGEST THE CUSTOMER STAY IN TOUCH WITH THE DEALERSHIP.

1957/01/28

AH¥THLS [5 THE CLOSIMG COMMENT

CUSTOMER WILL &FE CONTACTED AS 300N AS wE RECEIVE THE PARTS

OWNER RELATIODNS VOP/BEMCHMARKIMWG 09711788 FAXCARTG




088/ 41/88 UMACTER DWNER RELATIONS SYSTEW 17 14.21.01
EAE AN N IR RS E G ISR SN SR S A NN NN N A I AR S Sn A Moo =-=-S====S=S=S=S=S==E=Z==S=S======3F
4E99RK GRP: 05 COMCERN CONTACT VEH TYPE: CAR

CHILAGD 41 IN/TR; CONTACT MER: 108032343 OPENED: 172971297
YTk 12VET 2000NS ENGINE: C CLOSED: o2fi11/19aT
LA E L T L WY EEE RN rECEr X SRS S SCSS=S S SS SIS N ANERESESEIRGENR

LAST NABE: STATUS: CLOSED
TITLE: FIRSY MAME: - MI:

ADDRESS :

CITY: STATE: W1 ZIP:

HOME PHONE : & BUS. PHONE Fm;

MDBEL YEAR: 82 MODEL ;

MILEAGE: B3000 WSD:

DEALER NAME: WAURD £DRD SALES CODE: 141305 P8 A: OBE14E
CAUSAL CODES: 1209 2910 SYMPTOMS: 104100

DRIGIN: an TRANS, DST/RGN: 41 TRANS. DATE:
SERYICE/SALES: 1 CONTACT DATE: 02/05/ 1897
ACK. CODE: ASSIST CODE: W AWARD AMT: G SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBERATICON:

€SP [NFO: EXRIRES:

DPEN RECALL: CWNER NOTIFIED: MICRD:

COMMENTS :

1997/01/29

+++ WEHICLE INVOLYVED IN RECALL 965548 AND 95593 4r-
CUSTOMER SAYS:
- RECEIWED & RECALL LETTER FOR SEATEBELTS IN OCTOBER

= LETTER 3AYS TO WAIT UNTIL DECEMBER 15, TO HAVE SEATBELT REPAIRED WHEN PARTS
ARE AVAILABLE

= SEAT BELT wAS WORKIWG AT THIS POINT

- MADE AN AFPOINTMENT FOR JAMWLARY 18, 1908

- JAMNUARY 14, 1998 HAD AN ACCIOENT. HIT FOR BEHIND, UPON THPACT SEATRELT
LOCKED UT DF PLACE

.

PER CUSTOMER, DEALER SAYS:

= HAD TO ORDER THE PARTS

-

CUSTOMER SEEKS:

- TO WAVE THE SEATHELT REFAIRED

.
CAf ADMISED:
~INFORMATION HaS BEEH UOCUMENTED AND FORWARDED TOQ THE DEALER

~REDUEST MR. KEWNY CLIFTON, CUST REL MNGR, TO CONMTACT THE CUSTOMER WITHINW 2
BUSINESS DAYS

1997/02/05

SAFTHIS [5 THE CLOSING COMMEMT

CSHM CDNTACTED THE DEALER. OEALER SAY¥S THEY ARE CURRENTLY WAITING FOR THE PART
TO COME IM. DEALER SAYS WHEN THE PART 15 INM THEY WILL SEND DUT A MOTICE TO THE
CUSTDOMER TO AODVISE AND THEN COMPLETE THE RECALL. PLEALE CLOSE.

OWMER RELATIONS WOP/REMCHMARKING 09711798 FAKCARTG




Daf11/98 MASTER OWMNER RELATIONS SiS10M 1) 14.21,02

AEEF========m0=4 =======x=x=lh-l1=l—ln=l=I-I-"I..-II:;==-=:.:::!t:l::lﬁi::::::::::::
TaATSAR GRP: 415 COMCERMN CONTACT VEH TePE: CAR

NEW YORK ii THITRT N CONTACT MEBR: 1080479455 OQFEMNEDR: 0270371997

VIN: 12VPT21UAN ENGIMNE: U CLOSED: OBS03/1997

ShERRBERSEFRNEA=L ——p=—p—pk—E— kBB ABAR=Ir=c=c=—EEEcSESERAETSESECS ST EERAE-iImEmE

LAST NAME:

STATUS: CLOSED
TITLE: FIRST MAME: - M1 -
ADDRESS:

CITY: AUBURN ETATE: 1p- -
HONE PHONE =_ BUS. PHONE :
MODEL YEAR.

MODEL : ROA
MILEARE : 91000 S0
DEALER NAME: H & L FORQ INC SALES CODE: 113491 F & h: DOBT?
CAUSAL CODE%: 1210 SYMATOMS ; 104 100
DRI1GIN; 1] TRANS. DST/RGN: 13 TRANS . DATE:
SERVICE/SALES: CONWTACT DATE: O5/23f71997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y LY OR N)
BUILD DATE: CAL!BRATION:
E5F [NFD: EXPIRES:
DPEN RECALL: OWNER MDTI1FIED: MICRO:
COMMENTS :
1997 /02703

2ss THIS CONTACT 15 OFENED DUE TO OPEN REGALL 95548 AND BG6ES0 3=+

ave NAVIS: SIASEQUENT wes

CUSTOMER %AYTS:

-CUSTOMER TODK VEHICLE TNTO BODY SHOP BECAUSE SOMECONME BROKE HER WINDOW
~CUSTOMER ASKED THAT BODY SHOP FIX THE SEATBELT ALED

=& COUPLE MOMTHS LATER SHE FOUMO THAT TIT WAS RECALLED

=THE WON-FORD BODY SHOP THREW AWAY THE PARTS FOR THE SEATRELT

~CUSTOMER CONTACTED DEALERSHIP TO HAVE YHE REFALR DONE

-CUSTOMER TOOK THE VEHICLE TO THE QEALERSHLF IN QECEMBER AND THEY HAWE NOT
CONTACTED THE CUSTOMER

-

RER CUSTOMER, DEALER SAYS:

-YHEY DOW'T KMOW IF THEY WILL GET REIMAURSED dECAUSE THE FART T% UNAVALLABLE

-

CUSTOMER ESEEMS:

-RECALL PERFORMED

-

ChC ADVISED:

—INFORMATION HAS BEEM DOCUMEWMTED AWD FORWARDED YO THE DEALER

-REQUEST MS. CARDL PADGETICUST REL MNER| TO CAONTAET THE CUSTDMER WITHIN 2
BUSIMESS DAVS

1997/0% /15

MIKE, WHAY IS THE CURRENT STATUS OF THIS REPAIR? ARE PARTS ON BACKORDER?
JOE RYAN

CEM, HARKET Wi

NEW YDRK REGLION

THANK YOU

1997 /05/20

PARTS STILL OM BACKDRDER FOR RECALL AS OF S/1971897

DWNER RELATIONS VOP/AEMCHMARKING 00711798 FARCARYG




o8f11/98 MASTER DWhNER RFLATLIONS SYSTEH 11 14.21. 03

:=I=====ll.ﬂ-:-_=::::n:llll“-|--u.-.:--:l-l--ﬁ----::;':i hlh::::'_l:.'.l:.::::ﬂq----:‘
TIATOAR GRP; XK15 CONCERM CONIACT YEH TYPE: CAR

NEW YORE 13 ZIN/TR: CONTACT NBR: 1DA44T455 OPENED: 02/037 1847

Vil 1Z¥YFT21USN ENGIMWE: U CLOSED: 0&/03/1907

FESEETERs - S-SaEZEREEm I.li-----::-q--u--::====u.n-g:-::;.:...g.=====--.,
1997/0%/27

FAXTHIS 15 THE CLOSING COMMENT
FARTS FINALLY SHOWED UP AND WERE INSTALLED. BECALL COMBLETED

OWNER RELATIONS VOP/BENCHMERKING 0B5/11/98 FAXCARTS




