9/ 11/98 MALTER OWHER RELATIOME SYSTEM 1 4. 11.02
RN INGENAREE - - CEENENEERNEERC-C-SCCEEEE Il == =—smsdbhdscia -y N e e mEm S = S ZEEN=== =
27834H GRP: 17 INFORMATION CONTACT VEH TYPE: CAR

WASHINGTOHN a2 INSTR: 1 CONTACT MEBR: 1094530682 OPENED: 02/11/1998

YiN; 12VPTI IUTMB EMGINE; U CLOSED: 01/11/1008

--.-------=.----------------.----:::::---ll---lnll-.i.-*-----'.---

LAST NAME:

TATUS: CLOSED
TITLE: FIRST MWANE: I: L
ADDRESS :
CITY; S5TATE: IP: I
HOME PHONE ; U5, PHOME:
MODEL YEAR: 191 MODEL ;
MILEAGE: To000 wsD:
PEALER NAME: ODALLAS HOLLAR FORD SALES COGE: 12745 F& A: 0012%
CAUSAL CODES: 1215 2801 0328 SYNMPTOMS : 104100
ORIAIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: COMTACT DATE:
ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR N}
BUTLD DATE: CALIERATION:
ESP INFO: EXPIRES:
DPEN RECALL: OWNER MATIFIED: MICRO:
COMMENTS :
1998/02/ 11

#3% MAVIS: SLBSEQUENT #es

CUSTOMER SAYS:

- A0D0# PER DEALERSHIP

- IN 1886 THERE WAS A RECALL ON THE DRIVER‘S SIOE SEATBELT TRACK
- MOM THE PASSENGER SINE SEATBELT TRACK IS5 WALFUNCTIDNING

- 2/10/4E TODK VEHICLE IN FOR SERVICE

w

PER CUSTDMER, DEALER SAYS:

-~ PER SERVICE: VEHICLE IS OUT OF WARRAMTY. RECALL DOES NOT COVER THE
PASSENGER SIDE SEATHELT
*

CUSTOMER SEEKS:

- RECALL INFDRMATIDM

L]

CAC ADVISED:

= RECALL DID ALLDW FOR THE PASSENGER SEATHELT TO BE REPAIRED

+ WILL CHECK TR SEE IF VEHIGLE CAN STILL BE COVERED LNDER RECALL AMD

RECOMTACT CUSTOMER LATER TODAY OR TOMORROW

>>>KETSHA HAIRSTON/313-448-4825/FOR DEALERSHIP USE ONLY%<<

1998/02f12

CUSTOMER HAD RECALL FOR SEATBELT PERFORMED IN 1998,AT TIME OF REPAIR DRIVER SE
ATBELT WAS REPLACED AS PER RECALL,PASS SI0E SEATBELT DPERATION WAS CHECKED AND
PASSED TEST AS PER RECALL,FASS SEATEELT MWAS WORKING AT TIME OF RECALL AWO AS T

N3TRUCTED BY THE RECALL THE RECALL WAS PERFDRMED inD SUBMITTED WHICH CLEARED T
HE RECALL duTt

WNER RELATIONS VOP/BENCHMARKING O09/717/98 FAXCARTG




oas 11/ 9z MASTER OWMER RELATYONS SYSTEM I? 14.21.02
----llI..IHI-:----:::------II-x:t::r:I-----I.=====:=I-I---t-"ll......-i’:ﬂ:.l
2T8IKH GRP: 17

INFORNATION CONTACST VEH TYPE: CAR
WASHINBTOM aT IN/TR: DI

CONTACT MBR: 1024530632 OFEHED: O2/11/1998
VIN: 1ZvPT2 1U7NSEE ENGINE: u CLDSED: D2f11/1908
UL LLEEEE L LIy P e T T T T T I ]

1998702512 h
»

CAC ADVISED:
RE: DBC

~ CDNTACTED CUSTOMER TO INFDRM THAT VEHICLE WILL WAT HE COVERED UMDER

RECALL
- PASSENGER DODR WAS CHECKED AT THE TIME RECALL WAS PERFORMED DN DRIVER'S
DpoR

= RECALL REPAIR HAS BEEN COMPLETED
-~ NO LOMGER FOLLOWING COMTALT .
*»»KEISHA HAIRSTON/CLOSED=< <

DWNER RELATIONS VOP/BRENCHMARKING D4/ 11/98 FAXCARTH




09/ 11/98 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
—xsaseaememees e BN P AN AEEEEEEEN I - - =-======tT === o=-co===Z2rkocelfsEEEEEAEEEEERAR
2993TT GRP: 14 CONCERN CONTAET ¥YEH TYPE: CAR

CHICAGO a1 ZNSTR:  F1 CONTACT NBHR: 189D307163 OPEMED: 01/2a/1998
vIN: 1zvp12oCans ENGINE: & CLOSED: 02/23/1398

LAST MAME: STATUS: CLOSEDC
TITLE: riest wave: [N MI:

ADDRESS :

C1TY: STATE: I 2z'0:
HOME PHDNE: 999-5889-3999 EUS. PHONE: 999-933-586R

MODEL YEAR: 1B} MCODEL : PROBE

MILEAGE: 1490139 WED:

DEALER MAME: EELDIT FORD LIMC-ME SALES CODE: 141308 P& A: 05235
CAUSAL CaDES: JOWR SYMPTDMS: 104100

DRIGIM: an TRANS. DST/RGN: 41 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/02/1949R
ACK. CDDE: ASSIST CODE: W AWARD AMT: C SURVEY: ¥ (¥ DR M)
EUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: CAMER HOTIFIED: MICRO:

COMMEMTS :

1998701739

=++ 3 REPAIR ATTEMRTS ++»
wwe MAVIG: SUBTEQUENT vew
CUSTDNER SANS:
LAST YISYT 1/9a
-PASSENGER SIOE SEATBET IS STUCK
=1 WENT IN FOR THE RECALL OM THE DRIVERS SIDE AND THE PASSENGER SIDE WAS NOT
ETUCK AT THE TIME 50 THEY DID NOT CRANGE IT
=5 AM AFRATD TD ORIVE WITH A PASSENGER IN THE CAR
-IF I AM TM AN ACCIDENT AND SOMEOME GETS HURT WHO WILL BE RESPONSIBLE?Y

FPER CUSTOMER. DEALER SAYS!

=THERE IS ND RECALL OW THE PASSEMGER SEAT

'

CUSTOMER SEEMS:

=RECALL REFAIR

| ]

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED ANO FORWARDED TH THE DEALERSHIP WITH A COPRY
TDO THE REGIOMAL QFFICE.

-REDUEST WMA. DON BARNES [£U4T. REL WNGR/ SVC MWGR) CDNTACT THE CUSTOMER WITHIN
? BUSTHESS DAYS

~THERE WAS & RECALL FOR THE LEFT AND THE RIGHT SIDE SEATBELTS, THE DEALERSHIFP
COULD WOT MAKE A REFAIR IF THRERE WAS MO PROBLEM AT THE TIME, BUT ¥DUR DEALER
WILL RESEARCH AND SEE IF FORD WILL PAY FOR THE REPAIR

-DBEC TO DOW. HE WILL TALK TD HIS REP AND SEE HOW THEY CAN PAY FOR THE REFAIR
1998/02 /16

FFATHIS I5 THE CLOSING COMMENT
WILL PERFORM REPAIR AMO HOLD CLALHM FOR REP APPROVAL

OWNER RELATIDNS YDP/BENCAMAREING 08711798 FAXCARTA




o5/ 11 /68 MASTER OWNER RELATIONS SYSIEM LI 14.21.02
===I=._-II‘I-=======l-l.ll======lllIII-I======IIIIIII=_‘====IIIIII_:====-.I-lll=:=
134aPF GRP: 13 CONCERMN CONTACT ¥EH TYPE: CAR
MEMPHI % 21 ZHN/ TR : CONTACT WNER: 109355821 OPEWED: G1f15/19468
VIN: 1zunr:u:gu5ﬁ ENGINE: € CLOSED: D1/28/1928
====I=I-I--Iﬂlht=-':llﬂ'lIl....:::=ﬂ'.ﬂ.llll’:::::3;.--.:]::;“---Iht-n OEEENEEREEREs
LAST WAME: 5TATU5 CLOSED
TITLE: FIRST MAME: C

ADDRESS ;

CITY: STATE:

HOME PHINE : BUS. PHONE: Fur v

MODEL YEAR: a MOOEL !

MILEASE: OO0 wsD:

DEALER HAME: HATLL WATSDN FDRD 1N SALES CORE: 123027 P & &: OE440
CAUSAL CODES: 1203 SYMPTOMS : 104100

DRIGIN: GD TRANS. DST/RGN: 23 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O1/23f71538
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y DR M)
BUILD DATE: CALIBRATION:

ESP LNFD: EXPIRES:

DPFEM RECALL: . OWNER NOTLIFIED: MICRD:

COMMENTS :

188B/01/ i5

#4% THIS CONTACT IS5 OPENED DUE TO OPEMN RECALL Q8548 w4

49 HAWIS: EBUBSEQUENT #+#

BUSTDHER SAVS:
= THE SEAT HELT LATCH 15 STUCK IN THE TRACK

- IM NOVEMEER 1 TOOK MY WEHIGLE TO THE DEALERSHIP TD HAYE THE RECALL
PERFORMED

= 1 TOOK THE VEHICLE TD THE DEALERSHIF 1-13-3T7 TO HAVE THE RECALL
DONE, I WAS TOLD THAT THE PAATS WERF IN FOR IT

- WHENM I TOQK 1T IM TOOAY AFTER THEY HaAD THE YEHICLE HALF THE DAY, I™M
TOLD THAYT THE PART BELDMGS TO SOMEONE ELSE

I

PER CUSTOMER, DEALER SAYS:

= THE RART IS5 NOT IM, ¥YOU CAN COME MWD GET THE YEHICLE

-

CUSTOKER SEEKS:

~ TO HAYE YHE RECALL PERFORMED

*

CAC ADVISED:

= ¥DU ARE IMVDLVED 1N RECALL 98S48

- INFORMATIDN HAS BEEN DOCUMENTED AND FORWARDED TC THE DEALER

- REQUEST MR. R. J. PIZZALATO(SVYC MNGR) TO CONTACT THE CLSTOMER
WITHIN 2 BUSINESS DAYS

1958/01/22

#EITHIS IS THE CLOSING COMMENT

PART IS IM AT DEALERSHIP CALLINEG CUSTDMER TO SET APPT

OWNER RELATIONS VOP/HENCHMARKING O08/11/98 FAXCARTS




09/11/08 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
NS NN N AN NN AR FEEF S ET T CFSS AR s s EFE TSI S SIS S SSS S S TESSSSIISSSSTSSISSSSSSSSSISSZ=E=S
711ETR GRP: AXQ2 CONCERN CONTACT VEH TYPE: CAR
SEATTLE 74 IN/TR: B3 CONTACT NHR: 109301972 DOPENED: 1273071997
VIN: 1zverzoczes SN ENGINE: ¢ CLOSED: 2171271988
[ -+ - e E F - 1Y E T EE R R R AR R I IR RERREIJRNRIRREITIIT I RRFRIEFFI RO FELITI ISR RN IR RRN N ]
LAST MAME: STATUS: CLOSED
TITLE: FIrsT nNeMe: M

ADDRESS "

CIT¥: STATE : MI 2ip: [ ]
HOME PHONE : BLS. PHOME:

MODEL YEAR:  Gf MODEL : PRORE

MYILEARE : & 1000 W5D:

DEALER NAME: BOOME FORD SALES IN SALES CDDE: 174517 P& A: DBEE27
CAUSAL EDDES: 3n02 2013 SYMPTOMS : 104 100

DRIGIN; Ga TRAMS. D3T/RGM: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 0170171908
ACK, CODE: ASSIGT CODE: P AWARD AMT: O SLURVEY: ¥ LY OR H)
BUILD DATE: CALIBRATION:

ESP INFQ- EAPIRES :

OPEN RECALL: OWMER MGTIFIED: MICRO:

COMMENTE :

18RT/ 12/ 30

*¢2 CLUSTDMER REQUESTING SERVACE AT THIS DEALERSHIP +ss
sas POSSTIALE 12712 SERVICE PART COVERAGE =v»+ REPAIR DATE: 12/30/96 MILEAGE:
TROOD
v MAVIS: SURSEQUENT #ex
CUSTOMER SAYS:
- THE SEAT BELTS WERE REPLACED DUE TO THE REECALL
- RECALL REFAIR WORK WAS PERFORMED DM 12/30/95; HAS DRIVEN OQNLY 3,000 MILES
SINCE THEN
- MW THE SEAT BELTS HAVE LOCKED P AGATH
= HAO THE SEAT EELT REPAIRED AT AMOTHER DEALERSHIP FAR AWAY FROM WHERE SHE 1%
CURRENWTLY LIVInNG
L ]

PER CUSTDMER, DEALER SAYS:
= NOQ CONTACT
-
CUSTOMER SEEKS:
- WANTS YEHICLE REPAIRED
.
CAC ADVISED:
«INFORMATION HAS REFN OOCLUMENTED AND FDRWARDED TD THE DEALER
-REDQUEST MRE. JOHM KILLEEN (EWC MMNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSIMELSS
DAYS
10888704705 '
DEALERSHIF MILL CONTACT CUSTOMER REQARDING CONCERN, IT wWOULD APPEAR THAT THE ¥
EHICLE HAS HAO THE RECALL PERFORMED DMCE AND IS OUTSIDE DF 12/92 HY TIME. THIS
AFPFEARS TD BFE AN 155UE BEXT ADDRES3IEDC Ef CONTACT ¥WITH THE REPAIRING DEALER.
FAATHIS 1% THE CLOSING CDMMENT
THIS VEHIGLE IS DUT &Y TIME ON 12/12 COVERAQE AT THIS POINT. THE RECALL CANNGT
BE PERFORMED TWICE. IT WOULD APPEAR THAT THEIR BEST COURSE DF ACTIODN FOR FINA
MNCIAL ASSISTAMCE LIES WITH THE REPAIRIMNA DEALER.

DwNER RELATIOWS VOR/BENCHMARKING 04/11/8R FAXCARTG




aaf11/98 MASTER OWHER RELATIONS SYSTEM Il 14.21.02
'L L ET ELEEE N I ENFERFEE]D ENNELE T V) EEE ] EEE E R E - I EE E F K F R R E RN Y AP EFERENFN] EFNEYY ]
104EMH CRe:. 13 INFORMATI DN COMTALT YEH TYPE: CAR

UNKNOWN 9g INFTR: COMNTACT NER: 10929HEf3 OPENED: 12733741087
YWIN: 1ZVPTIGCONS EMGIMNE: © CLOSED; 12/289/1997

LAST MAME: STATUS: CLOSED
TITLE: riesT nane: [ NI:

ADGRESS :

CITY: STATE : NY Z1IP: 22
HOME PHONE : eus. prone: N

MODEL YEAR: 491 MODEL : PROBE

MILERRE: 1 ¥ED:

DEALER WAME: SALES CODE: P B A:

CAUSAL CODES: 1106 SYMPTOMS : 104 100

ORIGIN: G TRAKS. OST/RAN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y OR N)
RULLDY DATE: CALIHRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWMER NBYIE1ED: MigrO:

COMMENTS :

1997/12/29

wee NAVIS: DRIGIMAL *++

CUSTOMER SAYS:

- SEATBELT WAS TNVDOLVED IN THE RECALL

RECALL wAS PERFORMED DM 1713797

IS HAVING THE COMCERN AGAIN

HAS PALD FOR THE REPAIR

WoOULD LIKE TO BE REIMEURSED FOR YHIE REPAIR

N I T |

PER CUSTONER, DEALER SAY5S:

- NO FIMAMCIAL ASSISTAMGCE

*

CUSTOMER SEEKS:

= REIMBURSEMENT FDR REFALR

]

CAC ADVISED:

- N0 FURTHER FIMAMCIAL ASSISTANCE WILL BE OFFERED

= THIS REFRESENTS FORD MOTOR COMPANY S FIMAL DECESION IN THIS WATTER

DWHER RELATIDHS VOP/BENCHMARKING D4F11/98 FALCARTAZ




EFRRFL-1- MASTER OWNMER RELATIONS SYSTEM 11 14.21.0%
AN Y - - S-S CUEEFEN NN AR r === === LW EANEANEAEm - - - msEEEsESAmEEEmEC=—Snwmm
ADSBdRM arRF: xxDS8 [NFORMATION COMTACT YEH TY¥PE: CAR
KANSAS CITY 33 INATR: A COMNTACT NBR: 109252418 OFENED: 1271171997
VIN: 1ZvPTI0CKME EMGINE: C CLOSED: 12£11/1997
NN R r A AN NN N R C === CEFEIEEENEEN R =T -=-CcE s EEEEANlammsmmx=—amm
LAST MAME: STATUS: CLAOSED
TITLE: FIrsST nave: [ MI1:

ADDRESS:

CITY: STATE: ] 2z1: 1R
HOME PHOMWE : Eus. PHONE:

MOREL YEAR: a1 MODEL : PROBE

MILEAGE: 28500 Wwsn

DEALER MAME: MARCLS ALLEN’S BROA SALES CODE: 153005 F & A: 0O2B40
CAUSAL CODES: 1104 1109 SYMPTOMS: 104100 104000

CRIGIN: G TRANS. DST/RON: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: A55I5T CODE: AWARD AMT: O SURWEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFOD: EXPIRES:

GPEN RECALL: OWNER NOTIFIED: MLCRO:

COMMENTS |

1997/12711

#vx MAVIS: SUBSEDUENT w4

CUSTOMER SAYS:

“PASSENGER SIDE SEAT BELT RAIL [S COMIMNG OQUT OF THE CEI1LING

-CUSTOMER BELIEYES THE DEALER REPATAEDR THIS SaAME CONCERN WHEN THEY COWMPLETED
=CUSTOMER PEELS THE DEALER SHOULD REPAIR THE RAILING AGAIN

.
FER CUSTOMER. DEALER SBAYS!
“RECALL REPAIRS WERE ONLY DOME YO THE DRIVER SIDE DF THE YEHICLE

-THE PASSENGER SIDE wAS INSPECTED AMD DION’T MEED REPAIRS DOME
-HO ASSISTAMNCE WILL BE PROVIDED

]

CUSTOMER SEEKS:
~FIMANCIAL ASSISTANCE
"

CAC ADVISED:

= WARRANTY HAS EXPIRED

- FORD WILL WOT PROVIDE FINANCIAL ASSISTANGE TG THE COST OF THE REPAIR

OWMER RELATIOWS WOP/EENCHMARKIMG 09/11/98 FAXCARTG




oa/11/4a8 WASTER OWMNER RELATIONS SviTFM 1] 14, 21.02
40144 GRP: XX05 CONCERN CONTACT VEH TYPE: CAR

5D 10 ZHNFTR: M3 CONTACT WBR: 109224285 QRENED: 12/03/1997
VIN: 1zver2ocams ENGINE: © CLOSED: 12/31/1997
LAST NAME: SYATUS: CLOSED
TITLE: FIRST NAME: _ MI: K

ADORESS :

CITY: STATE: oK 2zie: R
HOME PHONE : eus. pHonE: N

MODEL YEAR: MODEL : PFROBE

MILEAGE: 1410000 WD :

DEALER NAME: LIMDSAY FORD SALES CODE: 152887 P B A: OORAD
CALSAL CODES: 1204 SYMPTOMS: 104 100

ORIGIM: & TRAMS. DST/RGN: 5% TRANS. DATE:
SERVECE/SALES: 1 CONTACT DATE: 12/17/1997
ACK. CODE: ASSIST CODE: W AWARD ANMT: O SURVEY: ¥ [¥ DR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXRIRES:

DPEN RECALL: . OWNER MATIFIEL: MIGCRO:

COMMENTS :

1997412703

THIS CONTACT OPENED OUE TOD ONPF B3ATQ

www MNAVIS:! PROGRAN #ww%

CUSTOMER SiYS:

-CUSTOMER (MOTHER OF THE OWNER). CALLING CDNCERMING A RECALL THE VEHICLE 15
INVOLVED IN

~CAR HAS BMEEN TAKEN 4 TIMES TD THE DEALER FOR THIS RECALL PERFORMED

=THE SEAT HELY ON THE PASSENMBER SIOF IS WNOT WORKIKG WOW AND NEEDS TD EE FIXED
{VIA THE RECALL)

-THE CLSTOMER SAYS THE DMLY RECALL THAT WiS PERFORMED WAS DM THE DRIVER'S SIDE
-CUSTOMER COMCERMED THAT IF THIS WAS COMPLETED THAN THE BEALERSHIP HAD PODR
WORKMAMSHIP WHEM THE RECALL WAS PERFORMED

]

PER CUSTOMER, DEALER SAYS:

-PER TED, AT THIS TIME THERE I5 NDTHING WRONG WITH THE PASSENGER*S $IDE SEAT
HELT AMD NOTHIMNG WAS DOME TO IT

-PER TED, HAS CALLED SOME WOMAN 1M DKLAHOMA CITY TO QGET PERMISSION TO PERFORM
A RECALL AND THE PERSCN HAS NOT CONTACTED HIM BACK.

L
CUSTOMER SEEWS:

-TD HAVE THE RECALL COMPLETED
]

OWNER RELATIONS YOP/EENCHMARKING 0911788 FAACARTA




o8 1198 MASTER DWHER RLLATIONS SYSTEM II 14 21.02
-------:-=l--ﬂll=====..III.---::l:ﬂli-‘.:::::::lllI:===l|lI::::::'lll.:::::l...
49 14MH GRP: X105 COMCERN COMTACT VEH TYFE: CAR

SDR iG ZH/TR: M3 COMTACT NEBR: 103224285 OPENED: 12/02/1997
VIN: 1zva:u:an5F ENGINE: C CLOSED: 12/31/ {997
Edessecrs I Ameaee=-c=r—mEEN ::;"l..ll:======llll====llll::::::...‘.:::::----
1997 /12/03

CAC ADVISED:

—INFORMATION HAS BEEW DOCUMENTED AMD FORWARDED T8 THE DEALER

~REQUEST MR_TIW IRWIN {CLST REL MNGR/ 5VC MMNGR) TD COMTACT THE CUSTOMER WITHIM
2 BUSINESS DAYS- WORKMANSHIFP ISSLUES MUST BE ADORESSED AT DEALER

- CONTACT MR.TIM IRWIM { CUST REL MGR/SERV. MGR | FOR ASSISTAKCE.
=INFDRMED THE CUSTODMER THAT THE RECALL STATUS SAY¥S THAT THE RECALLS HAVE BEEM
COMPLETED DN 4/87

“MADE DUTBOUMD CALL TD TIN IRWIN {5vC MGA). JUST HEARD FROM THE REP AND THAT
THIS& SEAT BELT COMCERN WILL BE {OVERED HY FORD

-PER TIM. WILL CDNTACZT THE CUSTOMER TODAY TO INFORM THEM AND Td SCHEDULE A
SERVICE DATE

1987/ 12/08

el MAVIS: PROGRAM wex

CUSTOMER SAYS:

- WE WERE TOLD THAT SOME FROM THE DEALERSHIP WAS TO CONTACT US

= WE STILL HAYE WOT HEARD FROM THE DEALERSHIP

-

CUSTOMER SEEKS:

- TD FIMD DUT WHAT WILL BE DDNE FOR THE VEHICLE

- TO GET THE VEHICLE REPAIRED

-

CAC ADWISED:

- CUSTOMER SHOULD CONTACT THE OEALERSHIP

4xv NAVIS: PROGRAM *wm

CUSTDMER SAYS:

-~ WE WERE TOLD THAT SOME FROM THE DEALERSHIP Wis TH CONTALST WS

- WE STILL HAVE WOT HEARD FROM THE DEALERSHIP

-

CUSTOMER SEEKS:

- TO FIND QUT WHAT WILL BE DONE FOR THE VEHICLE
= TO0 GET THE VEHICLE REPAIRED

-

CAC ADVISED:

= CUSTOMER S5HDULD CONTACT THE DEALERSMIP

1997512724

HfFTHIS 15 THE CLOSING COMMENTY

THIS REPAIR WAS APPAQVED BY FORD MOTOR COMPAMY PARTS WERE ORDERED AT THIS T1MKE
THE CaR IS IN THE SHOP HEING REPAIRFD

OWHER RELATIDNS VDP/BENCHMARKING 09711/98 FAXCARTZ




paf 11,98 MASTER OWMER RELATICNS SYSTEM 11 14,.21.02
==k rxAAEARESEEEESAEEEEEEEEEEEETJ === xS A aEEEEEEEEEEESEEEEEEEEIEEEESAEEE
T4H1RL GRF: RR13 CONCERN COMTACT wEH T¥PE: Cak
DALLAS 52 ZH/TR: D1 CONTACT NEBE: i091i0TEA  DPEMED: 1170371897
YIN: 1ZVPTZOCANS EMGINE; C CLDRED: 11/13/1997
AEEEE RN EEENEEEEBEFNFFNEER ===zt A SAAE I N ANEE S SN NI EEEEEEEEFEEEEFEEARNNFOaASOTCS=SS=S=S=S===
LAST HAME: STATUS: CLOSED
TITLE: rirsT nave: [ WI:

ADDRESS:

CITY: STATE: oK zie: N
HOME PAHONE : gus. pHoNE: N

MODEL YEAR: 91 MODEL : PADBE

MILEASE : 100000 Wen:

DEALER MAME: COURTESY FORD INC  SALES CODE: 152310 P& A! ODRAT
CAUSAL CODES: 3001 2801 SYMPTOMS : 104 100

ORIGIN: GO TRANS. DST/RGM: 52 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: 1170571597
ACK. CODE: ASGIS5T CODE: W AWARD AMT: O SURVEY: ¥ (v DR N)
BUELD BATE: CALTERATION:

ESP INFD: EXPIRES:

OPEM RECALL: OWNER MNOTIFIED: MICRD:

COMMENTS :

1997711704

#xe YIN NOT AVAILAHLE wuw

CUSTOMER SAYS:

~ PASSAMNGER SIDE SEAT BELT IS MOT FUNCTIONING-MOTORIZED

- TOLD CUSTOMER THAT THEY WOULO MOT HE MALE YO ASSIST BECAUSE THE
PROGRAM WAS CLOSED

-~ mQDF FROM DEALERSHIR BY REQUEST

"

PER CUSTOMER, DEALER SAYS:

PER SERYICE OEPARTMENT

- PROVIDED CUSTOMER wlTH PHOME MUMEER

[ ]

cUSTOMER SEEKS:

- FINAMEIAL ASSISTAMCE

Y

CAC ADWVISED:

-~ PUSTOMER TO CALL BACK WITH VIN #

- CHECK RECALL IMNYDLYEMENT

THIS COHTACT I% AN UPCRADE OF CDHTALT MUMBEER 103108931

wes THIS CONTACT 1% OPENED DUE TO OFEM RECALL BES9E *xx

CUSTOMER SAYS:

- THE RECALL FOR SEATBELT WAL PERFODRMED LAST YEAR

= UNDEA RECALL DEALERSHIP REPLACED FARTS ON DRIVER'S SIDE, BUT JUST
INSPECTED PASSENGER SIDE

= THE SHOULDER BELT IS STUCK IN OMNE POSITION ON THE UPPER TRACK

-

PER CUSTOMER, DEALER SAYS:

- RECALL HAS BEEN COMPLETED

= SERVICE MRITER: SINCE IT 15 FORPD, YOU WDULD HAVE TO CONTACT THEM
FOR APPROVAL

OWNER RELATIONS VOP/FBENCHMARKING 09/11/98 FAXCARTG




094 11/98 MASTER OWMER RELATIOMS SYSTEK IT 4.21.02
I CEEEEREN s EE s N O SN NN SR E e RN NN NN S Sy T=—-—EEEExas = EEESTFIANEEEC-CcEIC-C-C-=-—EEBRE
T4E1RL GRE: XX1% CONCERN CONTACT VEH TYPE: CAR
DALLAS 52 IN/TR: D% CONTACT MBR: 109110783  OPEMED: 131/03/1997
VIN: 1zvpT2ocaMs ENGINE: C CLOSED: 11/ 13/1987

1997/ 11/03
.

CUSTDMER SEEKS:

= RECALL COVERAGE FOR PASSENGER SIDE

LY

CAC ADVISED:

= INFORMATION #A5 BEEN DOCLMEMTED ANC FORWARDED TD THE DEALER

- REQUEST MR ANDY SURRITTE {CUST REL MNGRY TO COMTACT THE £USTOMER
WITHIN 2 BUSIMESS DAYS

= THERE WERE ACTUALLY TwWO RECALLS

~ DRIVER'S 3IDE RECALL HAS EEEN COMPLETED, BUT PASSENGER SIDE RECALL
HAS NOT AMD IS5 STILL OPEN (98s599)

1897 /11/03

CUSTOMER SAYS:

=CUSTOMER CALLING BACK BECAUSE DEALERSHIP STILL DOES MOT HAVE IMFORMATIOM FROM

CAl

[ 3

FER CUSTOMER, DEALER SAYS:

=WE HAVE NOT RECEIVED AMY INFORMATIOM

[ J

CUSTOMER SEEKS:

~INFORMATION TO BE SENT TO DEALER

-

Cat ADVISED:

=CONFIRMED THAT CORRECT DEALERSHIP WAS IN DATABASE

=PROVIDED CONTACT NUMBER FOR CUSTOMER TO GIVE TH SERVICE MANAGER

1997/ 11708

CUSTCMER CAR IN SHOP NOW.WE HAWE CHECKED [T AND DECIQED TO DO RECALL AND REPLA
CE TAACK .cu$TOMER SHOULD BE HAPPY [1F POSSIBLE}.T WILL CLOSE THIS CONTACT HWOw
W¥ITHIS IS THE CLOSING COMMENT

CAR IN SHOP ,PART ON WAY;CUST WILL HE TAMEN CARE OF

CWNER RELATIONS YOP/BENCHMARKING Q9711798 FAXCARTG




Oof 11798 MASTER DWNER RELATIONS SYSTEM L1 14.21.02
EREEEFF AN AN I IEIFrrE T S S S S S S S S-S LSSS=SSoS=SS=S==S==Sr==S=ScrxrafihERRERSANIENEENRLAEEEEERN
1219Tw GRP: Q4 INFORMATION CONTACT VEH TYPE: CAR

MEW YORK 13 ZNSTR: COMNTACT NBR: 1090BaD14 OPENEDR: 10C/27/1997
VIN: 1zup120:4u5ﬁ ENGINE: ¢ CLDSED: 10/27/1997
LAST NAME; STATUS: CLOSED
TITLE: FInsT n4ME: [ NI :

ADDRESS ©

cITYH: STATE: 1P: [
HOME PHONE - BUS. PHOME:

MODEL YEAE: | MODEL : PROBE

MILEAGE : Te380 WSh:

DEALER NAME: BELL MATORS INC SALES COOE: 113048 P B A 20512
CalZal CODES: 1213 SYMPTDHS: 104100

ORIGIN: i TRANS. DOAT/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST COPE: AWARD AMT : @ SURVEY: (Y DR M)
BUILD DATE: CALIARATION:

ESP THFO: EXPLRES:

OPEN RECALL: TWHER MOTIFIED: WICRO:

COMMENTS :

1987710/ 27

wx* VEHICLE INVOLVED IN RECALL 96548 wrew
wuw NAVIS: SUBSEDQUENT we»
CLSTOMER SAvE:

=SEATRELT RECALL WAS FERFORMED ON THE PASFANGER'S SIDE RESTRAINT SYSTEM

-THE DRIVER'S SIODE STILL HEEDS TO BE [DONE

"

PER CUSTOMER, DEALER 5SAYS:

~PER ANMDY, SWC MMNGR, CONTROL MODULE WILL CE5T.

-CONTROL WMODULE 14BE79D1/PART WUMBER IS MOT A PART OF RECALL

CLSTOMER SEEKS:

«TO VERIFY INFORMATIOM
4

CaC ADV]ISED:

= DEALER IS IN THE HEST PDSITION TO PFROVIDE TECHNICAL AS51STAMNCE.
- FORD SUPPORTS THE DTAGMOS!SE OF THE DEALERSHIP

OWNER RELATIONS VOP/BEMCHMARK1ING 0%f11/98 FAXCARTG




aa/411 /98 MASTER OWMER RELATIONS Sr5STEM 11 14.21.02
===crxmmAdEEEEEEENEERS S-S S-S CcEEadANREESERIEIFESTS S SSCTS: oL oS-SS EIINNEAAS ssdmdEnE
B0 14MH GRP: 05 COMCERW CONTACT VEH TYPE: CAR

SAN FRAN T2 ZNFTR: A1 CONTALT NBR: (09074941 DPEMED: 1072371997
VIM: 1ZURT20CIMS ENGINE: C CLOSED: 11/003f1297
EAEEEEEENSEER- = c==rxmddIEEEEEENESER ST ST SSSSSmECEE AR mAamsannmneembkEEENEAEESEEEE SO
LAST MAME: TATUS: CLOSED
TITLE: FIRST MNAME: T

ADDRESS :

CITY: STATE : [N
HOME PHDNE: Hus. PHOWE:

MODEL YEAR: 91 MODEL :

MILEAGE : 23000 Wah:

DEALER MAME: SUBUREBAN FORD SALES CODE: 172206 P E A: OT7BEA
CALISAL CODES: 1203 1206 SYMPTDMS : 104100

ORIGIN: ao TRAMS. DST/RGM: 72 TRANE. DATE:

SERVICE fSALES: 1 CONTACT DATE: 1072771997
ACK. CODE: ASSTST coDE: W AWARD AMT: O SURVEY: ¥ {¥ OR H)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

QFEN RECALL: OWMER MOTIFI1ED: MICRO:

CDMMENTS:

1997710723

nxs MAVIS: PRDGRAM +~+v

+o4 HAVIS: SUBSEQUENT &=

CUSTOMER SAYS:

-THAT SHE TOOK THE RECELPT TOD THE FORD DEALER TO GET A REFUND FOR THE REPAIR
THAT SHE QOT

-THAT THE REPAIR WAS DOME EEFORE THE RECALL NOTICE

FER CUSTDMER, DEALER SAYS:

-THAT SHE COULD WAVE THE MOMEY BACK AFTER SHE GCETS THE PASSENGER
]

CUSTOMER SEFKS:

=TO GET THE REFUND BACK WITHOUT HAVING TO ERING THE YEHICLE IN TOQ BE CHECKED
aM THE PASSENGER 31DE
-

CAC ADVISED:

-THE CUSTOMER TO CONTACT TDM RITGHEY THE CUSTOMER RELATIONS MWANAGER FOR MORE
INFORKMATION

1997/ 10/27
¥¥FTHIS IS THE CLOSING COMMENT
CUST HAS BEEN CONTACTED & TIMES HAS MOT BEEM AROUGHT IM FOR RECALL YET D.F.

OWMER RELATIONS WOF/BENCHMARKING 09711798 FAACARTG




aa/11/a8 MASTER OWNER RELATIONT SY¥STEM I

14.321.02
AL LN N NI AR NN N A R A N I NN NN EWNE S S SSSSSSSSSSSSSSCS SR NFAENIYFIENEEN
1219TW GRP: 04 INFORMATION COMTACT YEH TY¥PE: CAR
CINCINMATI 47 ZNSTR: CONTACT NBR: 109070456 OPEMED : 10/23/1997
VIN: 12YPT 200 8K ENGIME: € CLOSED: 10/23/1927
S R eI FE L ERA AR RT] PR RRRRRRERRRIIEREN T+
LAST NAME: TATUS; CLOSED
TITLE: FIRAGT WAME: I:

ADDRESS :

cITY: STATE: IR I
HOME PHOME : BS, PHOME:

MODEL YEAR: MODEL - PRIOBE

MILEAGE : 106000 Wil

DEALER MAME: A05TIC FORD SALE: 1 SALES CDDE: 147483 P& &: Q1979
CAUSAL COLEE: 13215 SYMBRTOMS : 104100

ORIGIN: GD TRANS, DST/RGN: TRANS. DATE:
SERVICE/SSALES: | CONTALT DATE:

ACK. CODE: ASSIST cooe: AMARD AMT: © SURVEY: {Y OR N)
HLTLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

19aT/10/23

s MAVIS: SUBSEQUENT wa»

CLISTOMER SAYS:

~THE RECALL FOR RIGHT 5IDE SEATBELT HAS NOT BEEN COMFLETED
~uJUST THE LEFT SIDE SEATHELT RECALL WA%S DOMNE

=1 STDQD THERE AMD WATCHED THE TECHMICIAN FERFDRM THE REPAIR QN THE LEFT 5SIDE
*

PER CUSTOMER, DEALER SAYS:
-NQ CONTACT
*

CUSTOMER SEEKS:

-RECALL PERFDRMED
*

CAC ADVIEED:

RE MEAT STEP FDR RECALL B9S599

RE 082 Ta DEALERSHIFP

=5POKE TO RANDY CARMACK

=THE [NSTRUCTION FOR THE DEALERSHIP WAS TO PERFORM THE RECALL FOR THE LEFT
SIDE L96548) AND INSPECT THE RIGHT SIDE (8655%)

=THE DEALER LETTER STATES THIS IN IRDE

-INFORMED CUSTOMER OF THE REPLACEMEMT WOULD BE DODNE IF THERE MWERE 4
MALFUHET I0ON

OWNER RELATIONS VOP/RENCHMARKING 0Q/711/28 FAXCARTS




o9/ 11/98 MASTER OWNER RELATIONS SYSTEM I 14.21.02
R R R RS S S SRS FE S ETE RS S EEE S S EEEEEEEEEESEEEEESEEEEESEmEmO s TR EAaEE RSt AaSEH I EEEAEEEEEEEEEEEER
1219TW  GRP: O4 INFORMAT ION CONTAET wEH TYPE: CaR

CINCINNATI 47 IN/TR: _F1 CONTACT MBR: 109070456 DOFENED: 1072371847
VIM: 1zvetzocavSIEN ENGINE: € CLOSED: 10/2%/1997

I EEE NI EEEE NS AN EFI AN EEEFES NN NN NN NN NN AN AN AANNEEN N RRNARANEASTSESSSSSSS
199a8/03/05

wer MAVWTIS: DORIGINAL ww¢

CUSTOMER SAYS:

- CALLED BACK REGARRING THE LEFT SIDE SEATBELT BEING REFAIRED

IT HAS GONE BAD AGAIN

AT 88000, NOW WEHICLE HAS 115000

FEELS DEALERSHIP SHOW HAVE EXPLAINED 1T BETTER

PER CUSTOMER, DEALER SAYS:
= WARRANTY EXPIRED IM SEALBELT

]
CUSTOMER SEEKS.
- REPAIR

- FINANCIAL ASS1STANCE
'S

CAC ADVISED:
- WARRAMTY HAS EAPIRED
= FORD WILL NOT PROVIDE FINAMCTIAL ASSISTAMCE TD THE CDST OF THE REPAIR

DMKHER RELATIOMNS VOP/AENCHMARMING OB/11/98 FAECARTE



09/11/98 MASTER QWNER RELATIONS SyST1EM 1) 14.21.02
AR AL SRS SR IR I NS N LI NN I I NS EENIE S Al . S rOOECE IS EENONENITCETE
124550 GRE: 13 COMCERN CONTACT VEH TYPE: CAR

LDS ANBELES T1 2ZNfTR: D2 CONTACT NHR: 109034662 DPEWED: 1071471937
VIN: 1zverz1usns T ENGINE: U CLOSED: 10/321f1997
FTYTIAREBERBREETY RERERT e R R L PR R D L LR RR L1 EIARSRR RN IRERRLRE L 0P RERLRNRL.J |
LAST WAME: TATUS: CLDSED
TITLE! FLRST MAME: I

ADDRESS ERDE

CITY: STATE: we: R
HOME PHIONE : HUS. PHONE:

MODE| YEAR:  H1 MIDEL : PROBE

MILEAGE: BEDOO wSH;

OEALER HAME: JIN CLICKFORD IME  SALES CODDE: 171205 PE A 20402
CAUSAL CODES: 1103 SYMPTOMS 104 100

CORIGIH: GO TRANS. DST/RGN: T1 TRANS. DATE:
SERVICE/SALES; 1 COMTACT DATE: 1Q/2a/1857
ACK. CODE: BSSIAT CDDE: D AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES ;

DPEN RECALL: OWMNER NOTIFIED: MICRO:

COMMENTS :

1997710/ 14

wew PASSTELE 12712 SERVICE PART COVERAGE vx+ REFAIR DATE: 5-2-97 MILEAGE:
4000

wad MAVIS: PROGRAM =+
CUSTOMER SAYS:
-TRACK ASSEMBLY ON THE PASSEMGER wWilL GET HLUNG Up

=Twd MDNTHS AFTER RECALL CUSTOMER HAD PROHLEMS WITH THE RECALL
L]

FER CUSTOMER, DEALER SAYS:
-BOTH RECALL WAS DOME

-CALL FORD MOTDR COMPANMY TO SEE IF WE WILL PAY FOR THE RECALL
L]

CUSTOMER SEEMS:
=FINANCIAL ASSSISTAMNCE

L]
CAC ADVISED:
= WARRANTY HAS EXPIRED

« FORWARDED THE INFDRMATION TO THE DEALER FOR REVIEW AMD FINANCIAL
CONSIDERAT IOM

- REQUESTED MR.STEVE OATHOUTBODY SVC. MGR.] TO CONTACT THE CUSTOMER WITHIM
TWD RUSINESS DaYS FOR ASSISTAMCE

1997710724

FASTHIS IS THE CLOSING COMMENT

CUSTOMER IS OUT OF POS PARAMITERS TALKED TO FORD ABOUT FATLURE 6 MOMTHS AFTER
INSPECTION AS FER RECALL. REP TED T. SAID NO ASSISTAMCE PLEASE CLOSE FILE

OWMER RELATIONS VOP/BENCHMARKINA Q3/711/98 FAXCARTG




na/11/98 MASTER OWNER RELATIONS S¥S1LM I1 14.21.02
L LR DL L N L e e R I N L L L T B L L Ppa
BIE { KK GRF: Op INFORMATION CONTACT YEH TY¥PE: CAR
LUNKNDWN 99 ZN/TR: CONTACT MBR: 1050311832 OPENED: 1071471997
¥IN: 1ZUPT2 {U1IME ENGINE: u CLOSED: 10/14/1397
l'==l--'..I--.’---“'ﬂ-“-'..".--..‘.-===F=‘.-l-.-."Jl===:=Illlll.ﬁl:::::-----
LAST MAME: STATUS: CLOSED
TITLE: FIRST MNAME: T:

AODDORESE:

EITY: STATE: r: R
HOME PHOME : BUS. PHONE :

MODEL YEAR: WODEL ;

MILEAGE: 1 w50

DEALER MAME : SALES COGE: F & aA:

CAUSAL CDOES: 2204 SYMPTOMNS : 104100

ORIGIN: G0 TRANS. DST/RGN: TRANS, DATE:
SERVICE/SSALES: 1 CDMTACT DATE:

ACK. ODDE; ASSIST CORE: AWARDG AMT: & SURVEY: (Y DR W)
BUILD DATE : CALIBRATION:

ESF INFO: EXFLAES:

GPEN RECALL: OWNER NOTIFIED: NTCRD:

COMMENTS ;

997/ 40/ 14

r**HTOLINE RECALL ACTION REPORT+#»

CUSTDMER SAYS:

- OWNER TDOK THE YEHICLE TO THE DEALER FOR RECALL 9654E

- DEALER DNLY REPLACED DRIVER SIDE AMDG DID NOT REPLACE THE FASSEMGER SI1DE
(BECAUSE IT WAS IMDPERATIVE)

- THE LETTER STATES YHE PASSEMGER SIDE WOULD BE REPLACED AS WELL

[ 3

PER CUSTOMER, DEALER %SAYS:

- DID NOT REPLACE PASSENGER SIDE AIR BAS

L]

CUSTOMER %EEKS:

- PASSMAER S1DE SEATBELT REFPLACED UNDER THE RECALL

*

SL ADVISED:

- SL ATTEWMPTED OBC

- CUSTOMER MO LONGER WORKS AT THE WDRK WUMBER PROVIGED

- SL CONTACTED TWFORMATIOM, CIT¥ LISTEDR BY CUSTOMER CAN WOT BE LOCATED &Y
1INFORMATIDHN

= NO FURTHER ACTIDN TAKEN

(OWNER RELATIONS VOP/EENCAMARKING 09/11708 FAXCARTQ




o9/ 11 /98 MASTER DWHER RELATIONS SYSTEM 11 14.11.02
F i EE - st 22 30 i+ FFFF R R R R RERIII RRRRRETFRRRRRRTIRRIRRRRT YT R0 I] )]}
DAZIKS GRP - XiD2 INFORMATIDN CONTAET VEH TYPE: Cak
LIKECHO W 99 IN/TR. COWTACT MBR: 108997160 ORENED: 10706/ 1857
VIN: 12uPT 200C0MS ENBINE: © CLOSED: 10/0E/1987
AR SR I EEFEEEEEE NN EEE EEEEEEEEE N EEE T Fr S S F S SESES S CSESESSESS S ST EESXISSEESEEEEEEEEEE
LAST HNAME: STATUS: CLOSEDR
TITLE: FIRST NAME: I:

ADDRESS:

CITY: STATE: 1P: L
AOME PHONE : BUS. PHDNE :

MODEL YEAR: MODEL :

MILEASQE : 0000 W50 :

DEALER NAME: SALES CODE: FE A

CAUSAL CODES: 121% SYMPTONS ! 104 100

ORIGIN: &0 TRANS. O5T/RGN: TRANS. DATE:
SERVICE/SALES: 1 CANTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: ¢ SURWEY: (LY OR M)
BuILD DATE: CALIBRATION:

ESP IMFO: EXFIRES!

OPEM RECALL: . OuwMER HOTIFIED: MICRO:

COMMENTS :

1993/ 10/ 06

e NAVES: SUBSEDUEMT ¢«

CUSTOMER SAYS:

- THE RESTRAINT SYSTEM WENT OUT OM THE PASEEMGER SIDE---I RECEIVED THE RECALL
LETTER ANMD OMLY THE DRIVER'S SIDE WAS DUT ON YHE VERICLE

= NOW THE PASSENGER SIDE SIOF RESTRAINT BELT IS NDT WORKING=--IT WILL MOT WRaF
ARCUND THE PERSON SITTING IN THE VERICLE

»

FER CUSTOMER, DEALER SAYS:

- BRING 17 IN-=--1T7 MAY BE UNDER THE RECALL AMD [F IT IS5 THEY WILL REPAIR 17

1]
CUSTOMER SEEKS:

- WOULD THE REPAIR BE COVERED UNDER THE WARRANTY
*

CAC ADVISED:

~ DEALERSHIP WILL HAVE TC LOOK AT THE VEHICLE AMD DEEM THAT THE REFAIR IS THE
SAME AS THE RECALL

OWNER RELATIONS VOP/EEHCHWARKING 09/11/98 FAXCARTG




09511/98 MASTER OWNER RELATIDMS S¥STLM 11 14.21.02
AEE I CEEEEE A A EEEEEE R R S S S XSS S CANENITANNRTACS IS S CS [T r-ABRENC-C-SCSCSCES=—=—EMOWNEEaN
B&TOKR GRP: 17 COMCERM CONTACT VEH TIPE: CAR
ATLAMTA 21 ZW/TR:  E3 CONTACT NER: (0OA9RDDAD OPENED: 100171997
VIM: 1AVPFTZILI MG ENGINE: U CLOSED: 1070871387
SN S EEEE LA s s s s s EE s R PR NN A EEEEEEE T XS = =—EAFENUERERRRCC-COOO-CEEENSEm
LAST NAME TATUS: CLODSER
TITLE: FIRST WAME: I:

ADDRESS :

CLTY: ETATE: ir: Hsiae
HOME PHOWME : BUS. PHOME:

MODEL YEAR: MODDEL PROBE

MILEASGE: BAQDO WsD:

DEALER MAME: SHIPES FODRD SALES CDDE: 121640 PEA: OBTST
CAUSAL CODES: 20t3 SYNPTOMS: 104 100

ORIGIN: Ga TRAMS. D&T/RGM: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/01/100T
ACK. CODE: AS515T CODE: R AWARD AMT: O SURVEY: ¥ [¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: - OWMER NOTIFIED: MICRD:

COMMENTS :

1997/ 10/01

#uv POSSIALE 11712 SERVICE PAAT COVERAGE *+=+ REPAIR DATE: A/97 MILEAGE: NOT
SURE

svs NAVIS: ORIGIMNAL «as

CUSTDMER SAYS:

- EWANS IS CUSTOMER*S WAIDEM HAME

= DECEMPBER 1998, RECEIVED A RECALL IN MAIL AHBOUT THE AUTCOMATIC SEATAELT GEARS
DRINERS SIDE HAD QUIT, PASSENGERS SIDE STILL WORKED

IN MARCH 1387, RECALL WORK wAaS PERFORMED

YESTERDAY, ORIVERS SIDE SEAT BELY STOPPED WORKING AGAIN

PER CUSTOMER, DEALER SAYS:

= WILL KAYE TO LOOK AT PART TOQ DETERMINE IF COVERED
.

CUSTOMNER SEEKS:
= SEAT BELT REFALRED UMDER WARRANTY

CAC MDVISED:

RE: PARTS WARRAMTY

=INFORMATION HAS BEEM DOCUMEMTED AND FORWARDED TO THE DEALER

~REQUEST MR. GLENM W. CLUCHEY [SERVICE MNGRY TD CDNTALT THE CUSTOMER WiiHIN 2
BEUSINESS DOAYS

DWWER RELATIDNS VOP/BENCHMARKING O08/11/88 FAACARTG




oaji11/am MASTER DuWWER RELATIONE SYSTEM |1 14,.21.02
== EEARERIBRENIFLEES-~OCC-c-=mxxecsrc-aBBRAREEEAREENAENE=-SC-FZ=C = === ===s===—hAa=—copxrxrx=-EEEN
a3805E CAp: 15 INFORMATION COMNTACT YEH T¥PE: CAR
CIMCL1NWMWATY 47 ZH/TR: F1 COMTACT NER: I10OBJ4ATTS DPENED: 00/3371997
VIN: 12vPT20C WS ENGENE: C CLOSER: 0A/23/1997
-lt----..--..-::::::::::---l. AAEEENEENEAENEAEEEEEEEE - =SS aC-C S oSS S=SSS=ST=S=Sars ExssxxBbhe
LAST MAME:

TATUS: CLOSED

TITLE: FIRST NAME: 1,

ADDORESS :

CITY: STATE: ir: [N
HDME ~PHONE : BUS. PHONE:

MDDEL YEAR: 91 MODEL : PRORE

MILEAGE : SO000 WSD:

DEALER NAME: PRESTLGE FORD LINC- SALES CODE: 147547 P oA A O1924
CAUSAL CODES: 1187 SYNPTOMS: 104100

ARIGIN: &a TRANS. DST/RGN: TRANS. OATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASS1ST COOE: MIARD AMT : O SURVEY: (¥ DR N)
BUTLD DATE: EALIBRATION:

ESP INFO: EXPIRES:

DFEN RECALL: DWHER NOTIFTED: MICRD:
COMMENTS -

1997 /00 /23

wow MAVIS: SUBSEQLIENT +++
CUSTOMER SAYS:
- THE SEAT HELT ON THE DRIVERS SIDE wa% UNMDER RECALL

- CUSTOMER SAYS THAT THE PASSENGER SIDE SEAT EELT WILL NOT TRACT
-

PER CUSTOMER. DEALER SAYS:

- AECALL DID WOT €OVER THE PASSENGER SIDE, JUST THE ORIVER SIDE
>

CLUSTONER SEEKS:
- WwiLL FORD FAY FOR THE SEAT BELT TO BE REFAIRED

]

caC ADVISED:

wawe TO THE MWEXT CSR, IF CUSTOMER CALLS AACK VERIFY THE NILEAGE DN HIS VEHICLE
FOR FDSSIBLE 12712 COVERAGE FOR RECALL RTPAIR THAT wWA%S COMPLETED QN THE
VEHICLE, IF WITH IN 13/12 UP SRARE TO & CONCERN

- SYSTEM WAS DOWN 30 1 COULD WMOT VYERIFY
1887/ 10/07

vx¢ NAVIS: PROGRAM »»~

CLUSTOMER SAYS:

-E0O4 FROW THE DEALFR, AT THE CUSTOMER'S REOUEST

=THE CUSTONER IS CALLIMS WITH THE SAME CONCERW THAT WAS PREVIDUSLY DOCUMENTED
-THE CUSTONER FEELS THAT THERE SHOULD BE A RECALL FOR THE FASSEMNGER SIDE SEAT
BELTS THAT THERE WAS FOR THE DREVER'S SIDE '

L ]

PER CUSTOMER. DEALER SAYS:

-THE RECALL IS ONLY OM THE DRIVER SIDE
x .

CUSTOMER SEEKS:

OwMEA RELATIONS VOP/BENCHMARKING 09711798 FAXCARTG




0911798 MASTER OWMER RELATIONS S5Y5STEM |1 14.21.02
AR R RN S REENLEERERRNELLEERREN N LN L Ry N e R T R ey - Nl S R
BABOSE GRF: 15§ INFORMATION CONIAGT VEH [YPE: CAR
CINCIHKATI 47 ZM/TR:  Fi COMTACT WBR: 10B94p?YS  DPERNED: Q9/3%/1997
YiIN; 1ZvrT120C1MS T ENGINE . & CLOSED: 0972371997
[ R B R L P R R R I L R RN F Tl L R R R L R R T L L L L T poy ey
1997710707

~REFATIR THE PASSENGER AS THE DORIVER SIDE WAS REPAIRED UNDER THE BRIVER SIDE
¥

CAC ADVISED:

RE: FINANCIAL ASSISTANCE

- WARRANTY HAS EXPIRED

- FORD WILL WOT PROVIOE FIMNAMCIRL ASSISTANCE TO THE COST OoF THE REFAIR

RE: DUTBOLUND CALL TO DEALER

=5PDKE TD SERVIGCE MANAGER [EUGENE CHILOERS):

-THE VYEHICLE WAS IMWSPECTED AMD WAS FOUND TD HAVE ND COMCERM WITH THE PASSEMGER
S1DE, THE INSPECTION WAS PART DF THE RECALL PROGRAM

=THE DEALER WILL PROVIODE NO ASSTISTAMCE TD THE CUSTOMER

1997/ 10510

4ua NAVIS: SUBSEQUENT +x»

CLUSTOMER SAYS:

=THE PASSEMGER S51DE DDDR SAFETY RESTRAINT IS NOT WORKINE

L]

PER CUSTOMER, DEALER SAYS:

“PER EUQGENE CHILDERS, ZERVICE MANAGERS: THE PASSENGER SIDE SAFETY RESTRAINT
MILL MOT BE TAKEN CARE OF LWOER THE RECALL. THEY WILL PG THE SERVICE FREE OF

LABOR BUT THE CUSTOMER 15 RESPDNSIBLE FDR THE %90 PART.
[ ]

CLUSTOMER SEEKS:
=FORD SHOULD PROVIDE ASSISTANCE FOR THE PASSENGER SIDE SEAT BELT REPAIR

F

CAC AOVISED:

RE PASSENGER SAFETY RESTRAINT:

- WARRANTY HAS EXPIRED

- FOAD WILL NOT PROVIDE FIMAMCIAL ASSISTAMNCE TO THE LOST QF THE REPAIR

— DEALER IS5 IN THE BEST POSITION TO PROVIDE TECHMICAL ASSTSTAMWCE.
- FGRD SUPPORTE THE DIASKOSIS OF THE REALERSHIP

OWNER RELATIONS YOP/BEMCHMARKING 09/11/9&8 FASCARTG




0o/ 11/98 MASTER DOWNER RELATIONS SYSTEM I 1423, 02
LLLRER DL L L ERL L s b b b N L T L] o e L R T S ey Sy S p——
IRATLM  GRP: XNOG INFORMATION CONTACT VEH TYPE: CAR

5AN FRAN 72 INJTR: A2 CONTACT MER: 1082343412  DPENED: 09/22/1647
VIN: 12VPT2003NS ENGINE: C CLDSED: Q9/22/1997
LER A LA ELELERFRLLE LRI EREEEE Il I LI LR R R R E I B EE N I R L. TR TR T e,
LAST MAKME: TATUS: CLOSED
TLTLE: FIRST MAME: 1i

ADDRESS :

CATY: STATE: wr:
HONE PHIME : 8uS. PHIME ;

MODEL YEAR: a1 WODEL : FPROBE

MELEAGE - B4000 w0 :

DEALER MAME: ELK GROYEFORD SALES CODE: 172208 P B a: DTRIN
CAUSAL CODES: 1215 SYMPTOMS : 1041 0

DRIAIN: Ga TRANS. DST/RGM: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

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

ESP INFO: EXP1RES:

OPEM RECALL: . DWMER MOTIFIED: BICRO:

COMMERNTS :

1997 /09/22

ks NAVIS: PRDGRAM w»w»

CUSTDMER 5AYS:

~THE DEALERSHIP ONLY REPLACED THE TRADK FOR THE SEATHELT RECGALL BUT THEY DIO
MOY REPLACE THE LAP BELT, WHICH IS STICKING AND IS GODIMG TO CAUSE THE TRACK TO
BREAK

=WASN'T THEY SUPPOSE TO REPLACE BOTH

L]

PER CUSTOMER, DEALER SAYS:

~IT DOES WOT SAY WE HAVE TO REPLACE BOTH

L3

CUSTOMER SEEKS:

=RECALL INFORMATEION

w

CAC ADVISED:

= DEALERSHIF I% THE BEST TECHMNICAL RFSOURCE

= MR.JOHW HORNTNG ICUST. REL MGR/JSYE MGR) 15 1N THE 8EST POSITION TO ASSIST
¥You.

=THE LETTER OCES MAT STATE THE LAP SEATBELT HaS TO BE QEBLACED ALSO

CWMER RELATIONS VOP/HENCHMARKING 03/1(/58 FAACARTE




09411798 MASTER OWNER RELATIDNG SYSTEM | 14.21,02
F R R E R E2 R R RERERILEREERE R A b i it e et
1B44KT BRP: Xx0d CONCERW CONTACT YEH TYPE: CAR

WASHIMGTON a7 INSTR: E1 CONTACT NAR: 108917761 DPEMED: 09716/ 1997
VIN: {ZYPTZ 1UTHS ENGINE: L CLOSED: 10715/ 1997

S Ess s kANEAEEEEEN A EEEA RN AR A NS SANS SN AR EEANEEN SR ENEEREARENNEEERNEN AN E

LAST HAME:

TATUS: CLOSED
TITLE: IRST NAME: [:
ADDRESS :
CITY: TATE: IP: I
HOME PHONE : 5. PHONE:
MODEL YEAR: 91 MCDEL :
MILEAGE : 72000 w50 :
DEALER NAME: OICK STRAUSS FORD 1 SALES CODE: 127070 P& A: 06707
CAUSAL CDDES: 130% SYMPTOMS : 104100
ORIGIN: & TRANS. DST/RGN: 27 TRANS. DATE:
EERVICE/SALES: 1 CONTACT DATE: 09/26/1007
ACK. CODE: ASSIST CODE: ¥  AWARD ANT: 1 SURVEY: Y (Y DR N)
BLILD DATE: CAL THRATION:
£5P INFO: EXPIRES :
OFEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :
1897/08/ 16

444 THIS CONTACT IS OPEMED DUE TO OPEN RECALL 955483 AND 96500 s+

sas CUSTOMER REQUESTIMG SERVICE AT THIS DEALEASHIP www»

ver NAVIS: SLBSEQUENT wew

CUSTOMER SAYS:

~THE DRIVER*S SIDE SEAT BELT IS STICKING 1IN THE TRACK AND WILL MOT NOVE
~CUSTOMER FOUMD PAPERMWORK ON A RECALL 1IN THE GLOVE COMPARTMENY

L3

PER CUSTDMER, OEALER SAVS:

~NOT CONTACTED

1.
CUSTOMER SEEKS:
=TDO HAVE THE RECALL PERFORMED
Y
CAC ADWLEISED:
=INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER
=REQUEST MR..0HW MATTHEWS [CUST REL MMGR)TD COWTACT THE CUSTOMER WITHIM 2
BUSIMESS DAYS
-¥EHICLE IS INVOLVED [N RECALL BSES4H amD 96594
1997/ 12/04
FFETHIS 1% THE CLDSING COMMENT
-5TACY FIT2GERALD, ASM BLUE TEAM, CONTACTED CUSTOMER TO INFORM THAT ODEALEA WIL
L ORDER PARTS FDOR SEAT BELT RECALLE OM OCT 1, 1997, PARTS ARE SCHEDULED TO ARR

IVE ON QT 48 1997, DEALER WILL COMTACT CUSTOMER AT THaAT TiME TO SCHEDULE APPD
[NTMENT TO FERFORM RECALLS.

OWMER RELAT!ONS VOP/BENCHMARKIKNG 09711/98 FANCARTG



097117498 MASTER OWNER RELATIENS SY4STEM 1 14.24.02
-=IIII-----::::--l--lIII-----::==-====llll-llllI====ll'lF!llll:::::::::lllll:::
TBTAMB GRP: 13 INFORMATIDN CONTACT VEH TYPE: CAR
ATLANT & a ZN/TR: CONTACT MNER: 10BEE1195  DPEMED: Q9/0271997
VIN: 1IvPT2DETMS ENGINE: C CLOZED: 0970271947
--.--Il.=====IIBIIlﬂ---liil---'--IIIIll.l------SSI-S:===I-III.II=-:.======-I-l--ll===
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADORESS: APT, #5

CETY: ETATE : P: [ ]
HOME PHOME : BUS. PHDNE:

MODEL YEAR: ai MODEL :

MILEAGE : 12 To00 W5D

DEALER NAME: BOB DUMN FORD LMC SALES CODE: 121223 P& A: 01050
TCAUSAL CODES: 1213 1218 SYMPTDMS: 104100

ORTIGEM: GO TRANS. D5T/RGMN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSTST £O0DE: ANARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESF LHFO: EXPIRES:

OPEN RECALL: . DWMER MDTIFIED: MICRO:

COMMENTS :

1997 /04702

#+¢ THIS CONTACT IS5 DFEMED DUE TD DPEM RECALL 955548, 96500 +++
o+ NAVIS: PROGRAM &+

CLUSTOMER SAYS:

= CUST AWARE OF RECALL 98548 ANT S5S589

= PASSANGER SIDE SEAT BELT-WAS CHECK BUT DPERATIMG OKAY

MOW HAYING PROBLEM W1TH PASSENGER SIDE HELT - WaAMTS IT FIXED
RECALL wWwAS ON BOTH SI10ES

DEALER FIKED DRIVER SIDE

]
PER CUSTOMER, DEALER S5AYS:
= DEALER FIXED DHIVER SIDE

- INFORMED CLUSTOMER THAT THEY WILL NOT FIA PASSANGER SIDF wlTHDUT CHARGING FOR
SERVICES
[ ]

CUSTONER SEEKS:

- HOWORIMG RECALL - TO FIX BOTH SEDES
*

CAC ADVISED:

- GAYE CUSTOMER oIM COX, CUST RELATION MANAGER AT BOR DUNN FDRO
198¢/09/03

CUSTONER 3AYS:

-CALL BADK

-DEALER WILL NOT PERFORM RECALL ON THE PASSANGERS SIDE SEAT HELT
L

FER CUSTOMER, DEALER SAVS:
-WILL NOT PERFOM RECALL UNLESS THEY RECEIVE & TELEYYPE LETTER FROM FORD

-
CUSTOMER SEEKS !

=RECALL FOR SAFTEY BELT OM PASSANGER SIDE
L]

OWHER RELATIONS VOP/BENCHMARKING 09/11/9H FAXCARTG




oaf11/598 MASTER OWNWER RELATIONMS SYSTEM 11 14.21.032
e LR L L L LD LR L I L Rl L N T 1 I T T
TaT4MA GRP: 13 INFORMATION CONTAET VEH TYPE: CaR
ATLANTA 21 ZH,@'TR‘.* CONTACT MBR:. 10SAs1149% OFENED: 0970271997
VIN: 12¥PT20C7NY ENGINE: £ CLOSED: DR/f02/ 1997
==lllI---Illll-i-is---------r'....-.r.-====:===::FIIIIl::::::;s:n::...ll::::;:
1937/02/03

Cal ADVISED:

-CUSTOMER AT WORK AND STATED THAT SHE MWILL FALL BACK ARDUMD 12 NOON

-AMY CER WILL BE ABLE TO ASSIST YOU WITH THIS COMNCERM

wue NAVIE: PROGRAM +»+

CLSTOMER SAYS:

~CUSTOMER I5 CALLING BACK TO HAVE A TELETYPE LETTER SENT TO THE DEALER

=5HIP FOR THE PASSANGER SAFETY HELT RECALL

*

PER CLSTOMER, DEALER SAYS:

=FORD HAS TO sSEWD US A TELETYPE LETTER BEEFORE WE wW!LL DO THE RECALL

-

CLUSTOMER SEEKS:

~RECALL PERFOAMED OM THE PASSANGER SEAT HELT

*

CAC ADVISED:

-QBC TO JIM COX, HE 15 WMAITING OM A RESPONSE FROM THE DISTRICT MAMARER

M5, GRIFFIN OISCOMMECTED THE CALL EEFORE SHE RECEIVED THE [NFORMATIGN

=FROM THE CS5R

woe NAVIS: PROGAAM san

CUSTOMER SAYS:

-~ CUSTOMER CALLTHMNG BACK

- WAS TOLD THaAT THE RECALL SHOULD BE TA®EN CARE OF

L3

FER CUSTCMER, DEALER SAYS:

= MO CONTACT SINCE

-

CUSTOMER SEEKS:

- RECALL PERFORMERD

*

CAC ADVISED:

= ADVISED CUSTOMER TO KEEF 1IN CONTACT WITH DEALERSHIP TO FIND DUT STATUS OF

WHETHER RECALL WILL BE PERFORMED

1947 /0 /04

FROBLEM STARTED WITH FIRST PHOME CALL TQ CAC. CUST WAS GIVEW IMPRESSIOM THAT R

ECALL WOULD BE PERFORMED AGAIN. RECALL 9ES99 WAS PERFORMED PER RECALL LETTER 1

W DEC.98. THERE IS MO LOMGER A RECALL DPEH ON VEH. [ CALLED GSM TO S5EE IF HE W

OULD AUTHORIZE US TO CO RECALL AGALM AND HEREFLSED STATING 1T WOULD HAVE TO BE
P01 ANS VEH HAS 127000 MILES ND POI, £5M GAVE ME SEVERALPHONE WUMBERS TO CaLL
IN DETROIT ALL OF THEM 313 NUMBERS. 1 MADE EIGHT {A) PHONE CALLS REFRR | &0T

SOMEOME wOULD cOULD QR WOULO HELP ME AND THIS CUST. DELLA FASIAN AGREED TO REQ

PEN THE RECALL AND IT SHOULD APPEAR ON DASIS THE MORNIWG OF 9/4/97. CALL E0 cu

ST AND EXPLAINED AND THAT [ WOULD CiALL HER TONORROW AND ADVISE 1F RECALL WAS [

PENED, WE SHOULD WOT HAVE 1O OO ALL THIS CALLING AT DUR EXPENSE AND TIME TO S5E

RVICE A SAFETY RECALL. MEXT TIME WILL REFER cuST 7O NHTS. £&.L. PEYERS

OWWER RELATIONS VOP/AENCHMARRING 09/11/9B FAXCARTG




oas11/98 MASTER OWHER RELATIOWNS SYSTEM 1 14.21.02
EEEEEEEFEFEE I F T - S - I I XNEEEILT N SRS S EE S sl NN SN EEE S ET W WS G Y S S S S S SN SN S SN A A
Q1365E GRP: 17 INFORMATION COMTACT VEH TYFE: CAER

PHILADELPHIA 18 ZNSTR: &1 CONTACT MEBR: 108A31341 OPEHED; QB/25/1957

ViN: 12WPTIOCANS ENGIME: € CLOSED: OB/25/1987

T T Il rrr sy e e e R L D D R D D D L R RED DL EREERNELLLRERELLETTERRELL 1 J |

LAST MAME: TaTus; CLOSED
TITLE: FIRST MAME: I:

ADORESS :

CITY: STATE: 1P ]
HOME PHOKE: BAUS, PHOME:

MOOEL YEAR: 91 MODEL :

MILEASE : 80000 WSD:

DEALER NAME: WINNER FDRD SALES CODE: 116010 FE A 01248
CAUSAL CODES: 1012 D208 SYMPTOMS - 104100

ORIGIN: 6o TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

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

ESP INFOD: EXPIRES:

OPEN RECALL: . OWNER WOTIFIED: MICRO:
COMMENTS :

1997708725

s++ NAVIS: SUBSEQLENT s»+

CUSTOMER SAYS:

—SEATBELTS ARE BEING RECALLED, THERE HAS NOT HEEM & SEATEELT IN THE WEMICLE
FOR TWO AND & HALF MONTHS

]

PER CUSTOMFR, DEALER SAYS:

-FORD HAS NOT SENT SEATRELTS TO DEALERSHIP

]

CUSTOMER SEEKS:

-SEATBELT FIXED OR LOANER VERICLE

-CUSTOMER WAMTS SOMETHING FOR THIS INCONYENIEWCE

*

CAC ADVISED:

RE : LOANER

- LDAMERS ARE NOT A PROVISION OF THE WARRANTY.

- CONTACT MR. MARK A LIHDER {CUST REL MGA.] FOR CLARIFICATION OF THE
DEALERSHIP'S POLICY OW ALTERMATIVE TRAMSPORTATIONM,

- MAY REQUIRE AN APPOINTMENT

RE :BACK DRDER

- INFORMEOD CUSTOMER FOAD MAY EXPERIENCE & BACK - ORDER SITUATION

- INFORMED CUSTOMER PARTS MAMAGER CAM PROVIDE MO5ST CLRRENT UPDATES ONM PART
DELAYS

=GAVE CUSTOMER THE CAC ADDREZS

OWNER RELATIDNS VWOP/BENCHMARKING 09/11/88 FAXCARTA




o3/ 41 /094 MASTER DWNER RELATIONS SrSTEM 11 14.21 .08
:IIII=E=¥IIIII=:=I==--=lllil::::::..ﬁ..l--------....1-::::::...::::::..:---:::
180400 aRF: xx11 INFORMATIDN COMTACT VEH TYPE: CAR
TWIN CITIES SH INSTR: BR1 CONTACT NBR: {1DBANST24 OPENED: QB/71B/1997
vIN: zveTzziows N ENGINE: L CLOSED: OR/18/1087
I==III--II-===III:II::II::IIIIIIIt===-=-III--I--------n-h---:::-lllll==l===---
LAST MAME: STATUS: CLOSED
TITLE; FIRST MWAME: 1:

ADDRESS :

CITY: S5TATE: 1P:

HOME PHONE: BUS. PHOMNE:

MODEL YEAR: Y NODEL :

NILEAGE : 110000 WERD:

DEALER HAME: WMIHAR FDRD 1NC SALES CODDE: 15E0Q04 P& A D9383
CAUSAL CODES: 1203 4208 1207 SYMPTDMS : 108100 5O 1000

ORIGIN: an TRAHS. DOST/RGN: TRANS. DATE;

SERVICE /SALES: ¢ COMTACT DATE:

ACY . CDOE: ASSIST CODE: AUARD AMT: C SURVEY: ¥ OR W)
BUTLD DATE: CALIBRATION:

ESP INFD: EXPIRES:

fIFEM RECALL: DWMER MOTIFIED: MI1CRD:

COMMENTS :

1997708718

waw YEHLCLE IWYOLVED TN RECALL SES42 wua

w44 NAVIS; SUBSEQLENT rxs

CUSTOMER SA¥S:

- A60# PER MINOA FORD

= APRLIL 24, 1987 IS INVOICE DATE FOR SUBMISSION OF THE RECELPT
~ WANTS REIMAURSEMENT £HECK FOR RECALL REPAIR DONE PFRTOR TO RECEPTION aF
= RECALL WAS FOR THE SAFETY BELYS

-

PER CUSTOMER, DEALER SA¥S:

- WE HAVF SUBMITTED THE PAPERWORK

-

CUSTOMER SEEKS:

- T KNOW WHEM CHECK WIL: BE RECEIVED

-

CAC ADVISED:

= DEALERSHIP I% IN THE REST POSITION TD PROVINE ASSISTANWCE

OWMER RELATIONS VOP/RENCHMARKING O8/11/88 FAACARTG




- TARNL MASTER OWNER RELATIONS SYSTEM |1 14.21.02
EEEEEEEEEEEsdd AR AN FE NI E N EEE S EEEEE SN IR ECECO0O0 S S SIS IaC SIS LECIINSE S B EEEKEE FRNEKDES B
A116TM GRP: 14 CONCERN CONTACT WEH TYPE: CaR

SDR 10 ZNFTIR: N2 CONTACT HEAR: 1087337305 OPENED : OB/ 1471997
VIN: 12wPT 2 1uoms N EMGINE: U CLOSED: 087291997

LAST NAME: TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS :

CITY: STATE: ;N
HOME PHONE: BU5. PHONE:

MODEL YEAR: MODEL :

MILEAGE: 100000 wsn;

DEALER NAME: HOFLANDERFORD-LINC- SALES CODE: 153447 P B A O5160
CAUSAL CODES: 2013 S¥YMPTOMS : 104100

DRIGIN: GD TRANS. DST/RGN: 63 TRANS. DATE:
SERV[CE/SALES: 1 CONTACT DATE: DB/15/1557
ACK,. GODE: ASSIST CODE: D  AWARD ANT: O SURVEY: ¥ (¥ OR )
BUILD DATE: CALIBRATION:

ESP TNFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

198%/08/14

wes POSSIBLE 12712 SERVICE PART COWVERAGE ews REPAYR DATE: 12/98 MILEAGE:
93000

wed HAVIS: SUASEQLEKNT +++

CAUSTOMER SAYS:

=CUSTOMER HAC THE RECALL WORK DONE OW THE DRIVER*S SIDE DOME LAST DECEMBER
1886,

~CUSTOMER BELIEVES THAT THE PASSENGER SIDE WAS NOT COMPLETED.

-CRIVER'S SIDE SEAT BELT HAS WNOW BROKEN.

L]

PER CUSTOMER, DEALER SAYS:

-NO JHMFORMATION ON THIS VEHICLE BEING INVOLVED IN A RECALL.

-

CUSTOMER SEEKS:

-FIMAMCIAL ASSISTANCE WITH THE COST OF THIS REPAIR.
"

CAC ADVISED:
=TNFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALERH.

-REQUEST MR, KEVIN FOWLER {SvC MNGA) TO CONMTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS,

1957 /OB 21

CONTACTED CUSTOMER OW 8-13-97 AT 10:30 AM AND MADE ARRANGEMENTS TO CHECK
CONCERNE. CUST SAYS LEFT SEATEELT TRACK ASSY. WORWS BUT 15 LDDSE. TECH WILL
CORRECT CONCERN AND SYM WILL VERIFY-AMD FOLLDOW UPF IN ONE WEEK.

{987/08/22

FAATHIS 15 THE CLOSING COMMENT

ND FLRTHER COMMENTS.

DWNER RELATIONS VIP/HENCHMARKING 09711798 FAXCARTG




pas 11798 MASTER OWNER RELATIONS SYSTUM 17 14.21.09
9AB2ZMM GRP: 13 IMFORMATIOMN CUNTACT WEH TYPE: C&R
LINKNOWN 99 IN/TR: CONTACT NBR; 10BE&G2OUS  OPFNER: OF/ 1571947
VIN: izverzivzvs N ENGINE: u CLOSED: OT/15/1997
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAEME: M

ADDRESS:

CITY: STATE: [ Z1F: ]
HOME PHONE:  §19-111-1111 BUS. PHOME: 111-111-1111

MDDEL VEAR: 91 MDOEL : FROBE

MILEAGE : 110000 WS-

DEALER NAME : SALES CODE: FAoa

CAUSAL CODDES: 3001 1203 SYMPTONS : 104108

ORTRIN: Go TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE: ASS1ST CDOE: AVARD AMT: O SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPLRES :

OPEN RECALL: OWNER NOTIFTED: MICRO:

COMMENTS :

1987707/ 18

CISTOMER SAYS:

=THE CUSTOMER BROUGHT [N HER VEHICLE LAST DECEMBER FOR THE SEATEELT RECALL.
-DID KNOT HAVE !T WORKED CON THEN.

=RECENTLY BROUGHT 1T IN FOR THE RECALL

-DEALER REPLACED DRIVER SIDE SEATHELT BUT KEPT THE PASSENGER SIO0E SEATRELT AS
IS.

L ]

PER CUSTOMER, DEALER SAYG:

~PASSENGER SIDE SEATBELT PASSED THE TEST AND IT 15 FINE

=DEALER WILL CALL THEM NEXT WENMDSDAY WHEN PARTS COME 1IM.

=TOLD HER RECALL WORK WILl. NO LDNGER BE GLARENTEED IF SAME FPROELEN OCCURS IM
THE FUTLURE.

L ]

CUSTOMER SEEK%:

=TO REFLACE THE FPASSEMGER SIDE SEATBELT

"

CAC AQVISED:

- DEALER IS IN THE BEST POSITION TO PROVIDE TECHNWICAL ASSISTAMCE.

- FORD SUPPORTS THE DIAGHOSIS QF THE DEALERSHIP

OWNER RELATIDNS VOP/BENCHMARKING O3/11798 FAXCARTG




oaf11/98 MASTER CWNER RELATIDNS SYSTEM 11 14.21.02
AN SIS EEEEEE IS S EEEEE SIS ST ST oSS XSS oIS EEE I IEEEEAsbEzAAEESAE NSNS EAEEEEEREEEEEER
T3IR1LW GRPF: XXOT COMCERM CONTACT YEA TYPE: Cap
MEMPHI1% 93 INSTR: CONTACT WBR: 10BS46GGE OPENED: O7/10/ 1837
VIN: 1szsz5n5ﬁ ENGINE: ¢ CLOSED: DA/QS/ 1997
mAEFIEIIEREN LN N EEEEEEEEEER L 3 2 ik e S e e e e e e
LAST NAME: STATUS ! CLOSED
TITLE: IRST NAME: I:

ADDRESS: i)

CITY: TATE: IP: - 7325
HOME PHONE ; US. PHOME: EXT: 213

MDDEL YEAR! 21 MODEL : PROBE

MILEAGE : 111000 wsh:

DEALER MAME: LAUREL FORD~-LTMWC-ME SALES CODE: 123359 F & A: OS4SE
CALISAL CDDES: 1204 1203 SYMPTONS 104 100

ORIGENM: GO TRANS. DST/RGHW: 23 TRAMS. DATE:

SERVICE fSALES: 1 CONTACT DATE: D7/710/1587
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATICON:

ESP INFO: EXPIRES:

OPEM REEALL: OWKER NOT!FIED: MICERO;

COMMENTS -

199°T/0TS 10

s4s YEHICLE INYOLVED IN RECALL SES4H A SBSA9 +#x»
#+¢ VEHICLE INYOLVED 1M RECALL 91523 «~«»
sus YEHICLE INVOLVED INH OWP 93BTD w#»
*++ MAYIE: PRAQGRAAM ww+
CUSTOMER SAYE:
- WEHICLE HAS BEEN AT THE DEALER FOR 3 OAYS
= I WOULD LIKE A FAX NUMBER FOR A.R. KUDEA
[
PER CUSTOMER, DEALER SAYS:
= YEHICLE IE AT THE DEALER WOuW
- CURRENT REFAIRS FOR SEAT BELT RECALL DON'Y REALLY FIX THE COMCERN
E
CUSTOMER 5SEEKS:
- WEHICLE REPAIRED
"
CAaC ADVISED:
=INFORMATION HAS BEEN DOCUNMENTED AND FORWARDED TQ THE DEALER
-REQUEST MA. ROBERT MORGAN (SVUC MHGR) TO CONTACT THE CLSTOMER WITHIN 2
BUSINESS DAYS

OWMER RELATIONS VDP/ABENCHMARKING O8/11/38 FAXCARTGE




02/11/98 MASTER DWNER RILATIONS SySTEM |1 14,21.02
LA ERRRRRTRYT ILERERRY FRAENRDFLLERRERNRERNERERFERELLE N FNINENNNESEEEEEN IR
TIMILM GRE: XAQT CONCERN CONFACT VEH TYPE: CAR
MEMPHI S 29 2N/TR: _C3 CONTAET MBR: 10BGABLG6E  OPEMED: OF/10/199%
VIN: 1zvet2ocsus [N ENGINE: ¢ CLOSED: QB/0S/ 1997
LR R R LEL R RLRLERRRRERNENENEERRI LERLELLLLLERRLLLLLILZERNLERRENRENE T T INEEEERERERERERERERRNENY ] ]
1997707/ 14

«vw YEHICLE INYOLYED IN RECALL BGS4A AND BES95 s«+

=% NAVIS: SUBSEQUENT ==

CLUSTOMER GAYS:

= CUSTOMER IS5 CALLING WORLD HEADQUARTERS:

- YHE VWEHICLE HAS BEEN AT THE DEALERZHIP FOR OVER A WEEK FOR A RECALL
- THE WEHICLE WAS TAKEN IN ON JULY B, 1997 FOR RECALL 9654 AND 9G5D0
= HAVE NOT HEARD AMYTHIME AS TD THE STATUE OF THIE AEPAIR

-~ W0 ONE FROM THE DEALERSHIP WILL CTOMTACT HER REGARDING THE ISSUE
3

PER CUSTOMER, DEALER SAYS:
= WD CONMENTS

-
CUSTOMER SEEKS:
= 7O HAYE THE RECALL PERFORMED

¥

CAC AOVISED:

=INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. RDEERT MORGAN [ S¥C MNGR] TO COMTACT THE CUSTOMER WITHIN 2
BUSIMNESS DAYS
1997707/ 2%

HMRATHES 1% THE CLOSING COMMENT

VEHICLE WAS BROUGHT IN FOR RECALL. RECALL DID HDT REPAIR VERICLE THE DEALER HA
D TD DO EATEMWSIVE REPAIRS TO SAFETY BELT SYSTEM. CUSTOMER WAS PROVIDED A LDAMNE

R VEHICLE WHILE HERS WAS EEIMG REFAIRED. THE DEALERSHIP DELIVERED THE WEHICLE
TO THE CUSTOMER.

OWNER RELATIONS VOP/HENCHMARKEING ON/11788 FAXCARTE




0as11,/98 MASTER OWMER RELATIONS SYSTEM 1] 14.31.039
LR AR R ERERERERRERERLLEELELELERLLLERL SRR ER NS RN - F N O I FI I T I ]
S513B8.J GRP: XA16 CONCERN CONTACT VEH TVPE: CAR

LRSS ANGELES T4 zw’rné* CONTACT MBR;: 108844821 GPFNED: o7/ 1071997
VIN: 1Z¥PT21UAM EMGINE: U CLOSED: O7/1a8/18a7
EEEes T L IS I N NN XSO 4 IO NNy S e el au s T EE T A S YN Ao EERC =R
LAST MAME: STATUS : CLOSED
TITLE: FIRST MHAME: [:

ADDRESS:

CITY: STATE: i N
HOME FPHOME : BuUS, PHONME:

MODEL YEAR: MODEL : FROEE

MILEAGE ; 73000 WD

DEALER MAME: LDU GRUBBFDRD SALES CDDE: 171178 P& A: 20329
CAUSAL CODES: 1207 SYMPTOMS ; 104 100

OAIGIN: GO TRANS. DOST/RGM: Ti TRANS, DATE:
SERVICE/SALES: 1 COHTACT BATE: 07/11/1997
ACK., CODE; ASSIST CORE: R AWARD ANMT: D SJURVEY: ¥ [¥ OR M)
BUILD DATE: CALIBRATION:

ESP IMNFD: EXPIRES:

DPEN RECALL: OWHER NOTIFIED: MICRO :

COMMENTS ;

199797710

wir THIS CONTACT 15 OFENED DUE TO OPEMN RECALL 9G548 +4»

wie NAVIS: SURSEDLENT wew

CUSTOMER SAYS:

= RECEIVED A RECALL WOTICE FOR THWE SAFETY RESTRAINT SYSTEM

THE SEATRELTE ARE CURREWTLY HOT WORKING

HAS AN APPOINTMENMT MITH DEALERSHIP EDR &/29/47

IT WILL TAME 3 DAYS Td REPAIR

THEY ARE STUCK IWN THE MIDDLE UP DF THE TRACK AMD THIS 15 DAMGERDUS
LEAX COMIMG FROM BACK OF CAR

WIMDSHIELD WASHER TAWK HAS A CRACK IN 1T

LI B |

L
PER CUSTOMER. DEALER SAYS:
- EDST TO REPLACE THE WASHER FLUID TANK 15 %100

~ 3T WILL TAKE 2-3 DAYS TC 0O THE RECALL
»

CUSTOMER SEEKS:

= LOANER WEHICLE

= FIMANCIAL ABSISTAMCE

L]

CAC ADVISED:

= LOANERS ARE MNOT A PROVISION OF THE WARRANTY.

- CONTACT MR. JIM FITCHI{CUST REL MGR.} FOR CLARIFICATION OF THE DEALERSHIP'S
POLICY ON ALTERNATIVE TRANSFORTATION.

= MAY REGUIRE AM APFPOINTHEMT

REGARDING REQUEST FOR FINANCIAL ASS1STAMCE

- FAORD WILL MNOT PROVIDE FINAMCIAL ASSISTAMCE TOWARD THE CDST OF THE REPAIR
REGARDING RECALL/SONF

- AEQUEST JIM FITCH CUST REL WGR TO CONTACT THE CLUSTAMER W1THIK TWO BUSINESS
DaYS REGAADING RECALL/OMP

OWNER RELATIDNS VOF/BENCHMARKING O©G/11/80 FAKCARTG




o9/11/98 MASTER OWMER RELATIONS SySTLCM |1 14.21.02
Illi--::::lllll----lll-l-----=====lila::::::::::.:-_—::.;;-..:r.:;:::-.ll;:::...
28136J GRP: XX15 COMCERM CONTRET YEH TYPE: CAR

LOS ANGELES T INSTR:  Di CONTACT MBR; 10BG4467 1 OFENED: O7/10/ 1937
VIN: 1zverrz s N ENGIME : U CLOSED: O7/18/1397
t-:l:.‘-nlllll====---liI----l---llnh--=n==:IllllIl-:::-—.-.li--:::::----g:::,—..---:::
1997 /07711

NHHTHIS 15 THE CLOSING COMMENT
SPDKE WITH HUSEAND. WVEHICLE IS SCHEDULED FOR OT-28-1997 Td HAVE RECALL
PERFORMED. NO LDAMER VEMECLE WILL BE PROVIODED. WO FURTHER ACTION REQUIRED AT

THIS TIME. FLEASE CLOSE. THAMK YOU AMD HAVE A GREAT DAY. VWANESSA FOWELL CRM
or-11-12397

DWHER RELATIONS vOP/BENCHMARKING OF/11/98 FAXCARTG




oa/1 /o MASTER DWNER RELATIDNS SYSTEM [I 14.21.02

CR13KY GRF: XX14 INFORMATION CONTACT YEH TYFE: CAR
WAMSAS CITY B3  ZWN/TR: CONTACT MER: 10OHE4QT7IE  DOPEMED: 0770071997
VIN: 1:#P1‘21U1H5ﬁ ENGINE: U CLOSED: O7/09/1997
SE - S S C TS S S S S S S ARSI S e AR FF I NN NN NN AN AN EE A NASEAEREEkATrEEO========-===
LAST MNAME TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS :

CITY: STATE: e N
HOME PHOME : BuS. PHOME:

MODEL YE&R: 21 MOOEL : PEOARE

MILEAGE: 96000 ws0:

DEALER MAME: SUNSET AUTC CO [NC SALES CODE: 193082 P B A: DA13E
CAUSAL CODE5: 1104 SYMPTDNS: 104100

ORIGIN; GO TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: CONTACT DATE:

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

£5A INFO: EXPIRES :

OPEN RECALL: DWNER NOTIFLED: MICRA:

COMMENTS :

1997/07/04

CUSTOMER Sav5:
PREVIDUS COMTACT COMMENTS

=CUSTOMER HAD THE RECALL S8599 REPALR COMPLETED TO THE DRIVERS SIDE OF HIS
VEHLCLE

-NOW THE PASSANGER SIDE NEEDS TD BE REPAIRED AGAIN BECAUSE OF THE SAME SAFETY
BELT CDNCERNS REGQARDIHG THE 9ELEE
COMMENTS FROM THIS CALL

=CALLING PACK REGARDING ZAME CONCERM
"

PER CUSTOMER, DEALER SAYS:

=CANNOT PERFORMN RECALL AGAIN

*

CUSTOMER ZEEKS:

-FINANCIAL ASSISTANCE

-

CAC ADVISED:

'-?IE NOT ADD COMMENTS TO PREVIOUS CONTACT BECAUSE 1T SHOULD BE AN
MNFD+»

PREVIDUS CSR COMMENTS

-THE RECALL PROCEDURE HAG A 12712 WARRANTY

=CONTACT ThE SERVICE MANAGER YOM ROCK, AT YOUR DEALERSHIP FOR FURTHER

ASSISTANCE

COMMENTS FROM THIS CALL

=RECALLS ARE DMLY PERFDRMED OMCE

-WAS MISINFORMED OF PREVIDUS INFDRMATION

=MARRANTY HAS EXPIRED

-FORD WILL WOT PROVIDE FINANCIAL ASSISTANCE TO THE COST OF THE REPAIR

HWHMER RELATIONS YOP/FHEMCHMARKING 04711798 FAXCARTA




Das11/398 MASTER DWHER RELATIONS S5¥5TIM II 14.21.02
I CIOEEE I NN SIS S N LN NN NN REER AN A ey Y NN AN AN EE NN EEIENEEXCET DX
BQSTTA GRP: XxQ1 COHCERN CONTACT VEH TYPE:. CAR
KANSAS CITY 53 ZN/TR: B CONTACT KNER: 1DBT2S0YG OPENED: O6/09/ 1997
V1N: 1zverzcoTus R ENGINE: © CLOSED: 06726/ 1997
LR LR L LR ] bl EET RARIN S TR 3 21 E L D R R LR ] ]
LAST MAME: TATUS: CLDSED
TITLE: FIRST MAME: I

ADPREZSS:

CITY: ETATE: 1P: -9415
HOME PHONE : BUS. PHONE :

MODEL YEAR: a1 MODEL : PROEE

HMILEAQE: ] WsD:

ODEALER NAME: WOODHOUSEFORD IMC SALES CODE: 153507 P& A: 03423
CAUSAL CDDES: 12138 2201 SYHPTOMS: 104 100

DRIGIM: 1] TRANS . OSTSRGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONMTACT DATE: O08/719/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD CATE: CALTIBRATION:

ES5F IMFO: EXFIRES:

CPEM RECALL: OWNER HWOTIFIED: MiCRO:

COMMENTS :

1597 /0609

»+» CUSTOMER REQUESTIMS SERVICE AT THIS DEALERSHIP 4=
vvv NAYIS: SUBSEQUENT *w»

#+s YEHICLE INVOLVYED TN RECALL 965599 w+»

CUSTHMER SAYS:

- FATHER IS CALLING

RECEIYED SEATHELT RECALL INFORMATIOM

DRIVERE S1DE SEAT BELT WAS REPLACED

FASEENGER SIDE SEAT BELT IS MOT WORKIMNG

WENT TO DEALER TO HAVE REPATIRED

MY SON DROVE 2.5 HOURS T@ HAVE RECALL PERFORMED

® 1 1

PER LAUSTOMER, DEALER SAvS:
- 800 NUMBER PROYIDED BY DEALER - HAME UMNKNOWN

- A% PER BURMHAM WOTOAS, HEED RECALL MOTICE TO HAYE RECALL PERFORMED
"

CUSTOMER SEEKS:

= RECALL INFORMATION
]

CAC ADVISED:
-1NFORMATION HAS EEEN DOCUMENTED AND FORWARDED TO THE DEALER

“REQUEST MR.JERRY MILLER SV MNAR TD CONTACT THE CUSTOMER WITHIN @ BUSIMNESS
DAYS

- ¥OU DO MAT MEED RECALL NDTICE TO HAVE RECALL PERFORMED

1997706/ 19

FAATHIS IS THE CLOSING COMWNENT

SEAT BELT RECALL WAS ODME OM OWE SIDE BUT WOT THE @THER -VEH IN $HOP COMPLETIH
G WORK-MARK SHAMMO SVC ADY

F#HTHIS [5 THE CLOSTINE COMMENT

FOLLOWED PROCEDURE OF RECALL MNOTICE BUuT IT DID MOT FIX QRIGIMALLY.MOW 1T T5 FI
XED

OWNER RELATIONS vOP/BEMCHMARKIMG O%/11/08 FaxCarRTG



03/11/98 MASTER OwMNER RELATIDONS S¥STEM Il 14,31.02
B L B I L FER L L ER RN | L N e e e e N e I R
0492RC GRP: AROH INFORMATION CONTACT VEH TYPE: CapR

SDR 10 INSTR - 1 COMTACT NBR: 10B4GO717T OPENEN: O5/21/199F
VEN: 1EWPT 200G ﬁ ENGINE: C CLOSED: O5f31/1997
EHEENlhmE=——dkIx====FF= EEE LT EERT R RRRI NN By 2 Pt AN E R R DT T Y ey
LAST MaMe: TATUS: CLOSED
TITLE: FIRST WAME: I:

ADDRESS:

CITY: STATE: P e
HOWME PHONE : Bus. PHOME:

MODEL YEAR: 91 MDDEL : PROCAE

MILEAQE: B 1000 w5D:

DEALER MAME: NISSEN MOTOR CD SALES CODE: 174406 P& A QASOY
CAUSAL CODES: 3001 1104 3105 SYNPTOMS ; 104 100

ORIAIN: an TRANS, DAT/RGMN: TRANS. OATE:
SERVICE/SALES: . CONTACT DaATE:

ACK. CODE: A55IST CODE: AWARD AMT: Q SURVEY: (Y OR N)
BUTLD DATE: CALIERATION:

ESP IMNFO: EXPIRES;

OPFEM RECALL: DWMER MOTIFIED: WMICAG:

COMMENTS :

1887/05/24

A44 HMVES: SUBSEQUEMT 44
CUSTGMER SAYS:
- HAD RECALL 58599 AND 90548 FOR THE SEAY BELT PERFORMED AERDUT 2 WEEKS AGD

- WHEM OPEHING THE DDOR THE SEATHELT WILL MWOT {0 ODOwN
»

PER CUSTOMER, DEALER S5AYS;
TROY MILLIAMS, SERVICE MAMAGER

= DRIVER'S DOQR LATCH AMD SWITCH ARE NOT PART DF THE RECALL
.

CUSTOMER SEEKS:

= THIS REFAIR COVERED UNDER THE RECALL
-

CAC ADVISED:

= WARRANTY HAS EXPIRED

- FORC WELL NDT PROVIDE FIMANCTAL ASSISTAWCE TO0 THE COST OF THE REPAIR

OBC MACE TO TRDY WILLIAMS, LSERVICE MANAGER, FOR AODIYIDNAL TWFOAMATSOM

- RESALL WAS FOR THE MODTOR AMO TRACK ASSEMBLY AMD THIS CONCERN 15 wlTH THE
SWITOH ANO LATOH THAT NEED REPLACING

OWMER RELATIOMS VOP/REMCHWARKING OOF11/98 FAXCARTA



oo/ 11,/98 MASTER OWMER RELATIONS SYSTEM 11 13.21.02
TEECERAdEEENaETRI=] IS krx i3I ANREER=-=-—=-—=-———pELY3Imi====-= ITREEENEC-C - ==wWEaEET M
528308 GRP: XROB COMCERN COMTACT YEH TYPE; CAR
B04TON 11 IN/TR . CONTAGCT NBR: 10B4U 1291 UFEMED: O5/06F19%7
VIN: 1:uprzmﬁuﬂ ENGINE: C CLOSED: 05/23/1937
l'!l'lIii-----II:ﬂ----.---ﬂn-ts-I====--III....:=====IIIIII======I....ll::x:::‘..ll’
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

AODORESS:

CI1TY: STATE: IP: -
HOME PHOME ; BUS. PHONE:;

NOCEL YEAR: af MODEL : PROBE

MILEAGE: 91000 W0 :

DEALEA MAME: GLADSTOMEFDRD INC SALES CODE: 111558 P& A QEBID
CAUSAL CODES: 1218 1208 SYNPTOMS - 104 100

DRIGIM: 1] TRANS. DST/RGM: 11 TRANS, DATE:
SERVICE/SALES: 1 COMTACT DATE: OEF15/1857
ACK. CDOE: ASSIST CODE: W AWARD ANT: Q SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATIOM:

ESP INFQ: EXPIRES:

OPEN RECALL: OWNER WOTIFIEL: MICRD:

COMMENT S :

1997 /05708

*+#ax THIS CONTACT IS QPEMED DLE TO QPEN RECALL 3G54B AND BHSDD veu

CUSTOMER SA¥3:

- HASN'T HEARD FROM DEALERSHIP YET FROM OPEN CONTACT PREVIOLSLY:

- 4/13/95 CUSTOMER HAD SEATEELTS REPAIRED AT OWN EXPENSE BEFORE THE RECALL

WAS ISSUEC (CLADSTOME FORD, kH)

- TURHED IN RECEIPTS FOR THE PREVIOUS REPAIR TO HER DEALERSHIP Faop
REIMHURSEMENT 1M OCTDRER, 1996

- THE DEALERSHIP WILL WOT REIMBURSE HER

- THE DEALERSHIP WILL NOT Call BACK AND RESGLVE ISSUE

CUSTOMER WANTS HER MONMEY RETURKED, TADAY

.
PER CUSTOMER. DEALER SAYS:

SPOKE WITH BUBEA. SERVICE DEPARTMENT

-1 CAN'T HELP WITH THAT, WAIT UNTIL THURSDAY

“PER TIFFANY, WARRANTY PERSON FORD WAS TD TELL WS TO CUT THE CHEEK EEFORE WE
CAM RELMBURSE vOU

.

CUSTOMER SEEKS:

“WANTS HER REIMAURSEMENT FOR ALL RECALL REPAIRS PRIDR TD WNOTIFICATION

L]

CAC ADVISED:

-INFORMATEIDN HAS BEEW DOCUMENTED AKND FDRWARDED TO TrE OEALER

“REQUEST MR. RON NAZZARQ/SWL MHGR TOD COMTACT THE CUSTOMER WITHIH 2 BLUSINESS
OAYS

DWHER RELATIONS YOP/BEWCHMARKING O9/117/98 FAACARTG




az/11/98 MASTER OWHER RELATIONS SYSTEM II 14.21.02
CEIEIEREIEES L LR R L L L L LN RRELELEERRREE R EY ] N e O T N T =
5263108 GRF: Xx08 COMCERM COMTACT YEH TYPE: CAR

BOSTON 11 ZN/TR: COMTACT WER: 10B4D1241  OPEMED: O5/06/ 1537
VIN: 1ZVPTZOCEMS ENGIME: C CLOSED: 05/23/ 1997
B RS S S STHIERFAEEEE S AN NN s amsdd kbl - CaaErr T r-ISEEEEEEE R R EEENCS S S S ST mEEEENASEY

1897 /05/ 14

COMMENTS ADDED BY TEAM LEADER, TELISA ROBERSOM:

C5M, DICK DORN COMTACTED THE CAC REGARDIMG THI1S CONTACT. THE CUSTOMER STATES
THAT THE CAC INFORMED HIM THAT HIS CONCERNS W1TH HMI%S ENGIME WILL BE TAKEMW
CARE OF By THE RECALLS CLRRENTLY DOPFN OM HIS VEHICLE.

THE MORSII FILE DOES NOT COWMTAIN THIS INFORMATION, BUT THE CUSTOMER IS
ADAMENT, AND WILL WNOT ACCEPT ANY INFORMATION TO THE COMTRARY, EXCEFT FROM THE
CSR HE DRISINALLY SPOKE WITH.

AGREED TO FORMARD INFORMATION TO THE TEAM LEADER FOR OUTBDUMD ZALL TC THE CLST
A PROFS MOTE WAS FORWARDED TO MICHEAL SIMGLETOM, ONM 5714727 & {1:41am
REQUESTING THE CSR TO CONTACT THE CUSTOMER TR RE-1TERATE THAT THE RECALLS
WILL BE TAKEN CARE OF, BUT THE WTTY HAS EXPIRED DM THE ENGIME.

TELISA RDBERSOM. TEAM LEADER

CUSTOMER ASSTSTAMCE CENTER.

1887 /05718

F#FTHIS IS THE CLOSING COMMENT

FORD REP CALLED CAC AMND CAC REF TO CALL CUSTOMER MO ASSISTAMCE OM ENGINE OPEN
1887 /a8/ &

L

CAC ADVISED:
OUTBOUMD CALL MADE TO M5. SHERRI RYAN:
-CUSTOMER STATES SHE RECEIVED A LETYER FROM FORD MITOR COMPAMY REGARDING A
ENGINE COWCERMN IN APRIL 1905
=C5R REQUESTED THAT CUSTOMER NAIL A COPY OF THIS LETTER TO CAC FOR REVIEW
AMD DETERMIMATION DF RESOLUTION, IF ANY
=THIS ISSUE IS5 SEPARATE FROM THE RECALL REIMAURSEMENT REQUEST OMW 5/6/a7T
1997/08/13
wer MAVIS: DPRDGRAM wee
CUSTOMER SAYS:
= CALLED 1-80C0-392-FORD EARLIER THIS MOANING SFOKE TD BRADY
WHO SAID HE wOLLD CAl: HER BACK 50 SHE SOULD GET A CHELK
[ ]
CAC ADVISEDR:
- NOT AWARE DOF BRADY WAIT FOR CALL
»s» HNAV1S: PROGRAM ++a
CUSTOMER SAYS:
= CALLYING BACK REGAROING REIMBURSEMENT FOR EMGIME PEPAIR ANCG SEATBELT REPAIR
FOR WATCH A RECALL LATER CAME QOUT FOR THESE 1TEMS
L
PER CUSTOMER, DEALER SAYS:
- HAS MDT BEEN CONTACTED RECEMTLY

L]
CUSTOMER SEEKS:

~ RETMEBURSEMENT FOR PREVIOUS REPAIRS
»

OWHMER RELATIONS VOP/BENCHMARKING ©5/711/88 FALCARTG




Q9411798 MASTER OWMER RELATIOMS SySTEM [I 14.21.62
z:::::;I.:llh.i::==:=--|.l-||---------------::::::-...;i;-_:=:.--ugt;:=====-.-|====
528308 GRP: AXDE CONCERN COWTACY VEH TfPE: CaR
BOSTDM 1 IN/TR: 9 CONTACT NBR: 108401241 OFENED: D506/ 1297
VIN: 1zvrr2ocsH S ENGIME: ¢ CLOSED: D5/23/1297
-----:l==HIIIIIIlll’:::::l----.-----m--'l-----:::===..=sl.i.!-===:;.ll’-t::::;;-.-.:
1997/08/13

CAC ADVI1SED:

DEC MADE TD FON NAZZARD FOR ADQITIONAL INFORMATION

- FOR REIMBURSEMEMT FDR PREVIQUS REPAIR FOR WHICH THERE IS NOW & RECALL THE
VEHICLE HAS TD BE BROUGHT IN FOR INSPEGCTION

— ONP FOR WLRING HARMESS WAS MOT RELATED TD THE REPAIR WHICH WAS PERFDRMED
ON HER ENGIME

txe MAVIS: PROGRAM w+»

CLSTOMER SAYS:

-~CUSTOMER MO LONGER HAS THE VEHICLE

~WANTS REIMEURSEMENT FOR THE SEAT BELT RECALLS

-HAD THE SEATHELTS REPATRED IN APRIL DF 199% AT GLADSTONE

L3
PER CUSTOMER, DEALER SAYS:
-HAYE TO SEE THE WEHICLE TO REIMBURSE FOR THE SEATHELT CONCERN

-

CUSTDOMER SEERS:
-~REIMBURSEMENT FOR RECALLS

-

CAC ADVESED:

~PER TEAM LEADER, Ul CULF - RECALL REIMEURSEMENTS FOR VEHICLES NOT CURRENTLY
OWNED SHOULD STILL BE SRANTED AS LOMNG AS THE QRIGINAL RECEIPYS ARE PREZENTED
AMD THE REPAIRS MATCH THAT INUOLVED IN THE RECALL

-0UT HOUMO CALL TD DEALERSHIP - ROB WAZZARO, THE DR[YERS SI0DE BELY WA5
DISCONNECTEOD IN APRIL OF 1995- REPAIR PROCEDURES WERE MEVER PERFORMED ON THE

VEHICLE. THE REIMBURSEMENT FOR RECALL WOKR, THE VEHICLE WOULD MEED TQ BE
INSPECTED

vev NAVIS: PROGRAM 4%
CUETOMER SAYS:
~ CALLING BACK REGARDING REIMBURSEMENT FOR ENGIME REPAIP AWD SEATEBELT REPAIR

FOR WHICH & RECALL LATER CAME OUT FDR THESE 1TEMS
*

PER CUSTOMER. DEALER SAYS:

= HEED TO INSPECT THE VEHICLE
-

CUSTOMER SEEKS:

= REFUND FOR THE WORK DOME

- TD MEEY W1TH REQIDNAL REP

"

CAl ADVISED:

RE REGIOMAL REP:

= ME.RON HAZZARD (CUST, REL MGR./SERY. MGR.) IS5 IN THE BEST POSITION TO ARSIST
fau.

- 5L MGR MAY CONSULT FORD CSM IF REQUIRED.

RE REFLMD:

OBC MADE Td ROM MAZZARD FOR ADDITIONAL THFORMATION:

- RECALL WAS TO REFLACE THE NOTOR

- THE DEALERSHIF OID NOT REPLACE THE MOTDR AT THE TIME CUSTOMER WAS IN FOR

OWMER RELATIDWS vDP/HENCHMARKING (9711798 FAACARTG




09/11/498 MASTER OWMER RE.ATIONS SYSTEM 11 14.21.02
LLE R R R R RN AN NRNNNE FF 3 R LR DR R F Rl F N RE R IR R i e E I i T e
596308 GRP: AADR EONCERN COMTACT VEH TTBE; CAR

HOSTON 11 EN/TR: EONTACT NER: 108401231 OPENED: OS/D6/ 1997
VIN: IIHPTEDEEHEﬁ ENGINE: C CLOSED: O6/23/1897

----::::n:::u:E=ﬂ:..'.'..-------l----=IIIl...--III--=======l..lll..=====l'....
1997706/ 13

SERVICE

= DHLY WORK THAT THE QEALER DID WAS DOISCOMMECT THE WMOTOR

- CUSTOMER MWEEDS ORIGIMAL RECEIPT AS WELL AS FOR THE YEHICLE Tn BE INSPECTED
¥+ NAVIS: PROGRAM =&+

CUSTDMER SAYS:

= CUSTOMER wEWT BACK TO DEALERSHIP UPOM REQUEST OF CAC BUT DEALERSHIP ItEFl..IEED
TO RETMBLIRSE HER MIMEY

= SPOKE WITH CSR (BUTLER) WH] ASKED HER TO SEND INFORMATION TO CAC ANO
CUSTOMER CLAIMS THAT SHE SENT INFOAMATION TO CAC ON 5/ 49797

= SINTLAR PAPERWDRK HAS HEEN RECELVED BY DEALERSHIP

- WANTS TO RE REIMBURSED FOR WORK RERFORMED AT DEALERSHIP THAT ARE NOW COVERED
LMCER WARRANTY

~ SEAT BELTS REPAIRED 1 TIMES (12/792. AND TWO IM 4/93)

= ENGINE REPAIRED IM [4/93)

= FUEL LINE WAS REPAIREE A5 WELL {4/91)

-

PER CUSTOMER, DEALER SAYS:

= WE CANNDT HELP ¥YOU, THAT IS5 BETWEEN YDU AND FORD

£

CUSTOMER SEEK%S:

- REIMBURSEMENT FOR RECALL REPAIRE PRIDRE TD NOTIF1CATION

L ]

CAC ADVISED:

=~ CALLED CUSTOMER HACK AND LEFT THE FDLLOWING MESSAGE

= MADE OUTBOUND CALL TD DEALERSHIP - ROB WNAZZARD, THE DRIVERS SI0E BELT Wat
OISCONNECTED !N APRIL OF 1955 - REPAIR PHI‘JCEDUHES WERE MEVER PERFORMED 0N THE
VEHICLE. THE RETMAURSEMENT FOR RECALL WORK. THE VERIGLE WOULD WEER TO BE
INSPECTED

- SUBMIT RECEIPTS TO DEALERSHIP ANO BRINE VEHICLE IW FOR INSPECTION
1997/06/20

wew NAVIS: SUBSEQLIENT #as

CUSTOMER SAYS:

= UPFDATE CALL REGAADING RECALL REFUND
SHE HAS SUBMITYED HER ORIGENAL RECEIPTS TO THE DEALER AND TO FORD
THEY REFUSE TO GIVE HER A REFLND
SHE IS LEAVING THE STATE YoMORAROW

1T'3 THEIR FAULY IF THE LDST YHE RECEIPTS
THE MECHANIC WO DID THE REFAIR MO LONGER WORKS AT GLADSTOMNME FORD

[ I B B |

*
PER CUSTOMER, DEALER SAVS:
- DID NOT DO THE WORK

OwWNER RELATIONS VOP/BENCHMARKING OF71(/5B FAXCARTG




0sf11/8R8 MASTER OWMFR RELATIONS SrS1FM 11 14 . 21.02
--..ﬁ--.l:::ﬂl..-..::===—_.I=l=-.=lIl.::::l-q-..-:::;:q::_'] I.]_:::‘.-:::n::::..l.::::
S9&5308 GRF: XaoRE COMNCERN CONTACT w[EH TYPE. CaAR
BOSTON 11 ZN/TR 2 CUNTACT MAR: 10B401 741 OPENED: DR/DEF19ST
VIN: 1zverzocews [N ENGINE: C CLOSED: QS/23/1997
.--Il.---:nl..'.---:-ll-====I.II-:::-:::----:::::::.lﬁ!h EEEENFARAEEOC - EEEEN=-=-==
1997/06/20

- RON NIZZARO, SERVICE MAMAGER, RECENTLY TOLD HER THAT THE TS5UE IS
HOW BETWEEN HER AND FDRO

= THE GEMERAL MAMAGER SAID THAT IF FDRD GIVES THE Ok, THEM HE'D CUT
HER A CHECK

.

CUSTOMER SEEKS:

- REFLND FOR RECALL REPAIR

.

CAC ADVISED:

*+ HISTORICAL INFORMATION DOCUMENTED THAT AMOTHER TEAM LEADER

UPGRADED THIS TD A CONCERN CODMTACTww

= CUSTOMER FOLLOWED CORRECT PROCEDURE TO SUBMIT CRIGINAL RECEIPTS
TD THE DEALER FDA AEIMBURSEMENT

- CONTACT SERVICE MANABER AT THE DEALER FOR REIMBURSEMENT

- FIND THE DRIGIMWAL RECEIPTS

OWHER RELATIDMS VOP/HENCHMARKING 09711798 FAXCARTA




odf11 68

MASTER OWHER RELATIONS SvySTEM 11 14,21.02
IIII'IIllll::8F===l==lII---i.--.=IIIIIIIII==========E-I.1lr..:::l'lll....:::::::.
21HOLKH GRP: AXOZ CONCERN CONTACT VEH TYPE:. CaR
TWiN CITIES L) ZNSTR: CONTACT WBR: 10B3963R7 OPENED: O5/04%/ 1997
VIN: 1zup'rzrunn5h ENGINE: U CLOSED: Qn/22/71997
'.--III--II-it.—-:::==llltl!illl:-....lI-I==========-tIIlltii::....----._—_::;::p-
LAST MNAME: STaTus: cLOSED
TITLE: FI1RST MAME: I: T
ADDRESS
CITY: STATE: IP: [
HOME PHOME © BUS. PHOME:

HMODEL YEAR: a1 MCOEL :

MILEAGE: BOOOA w30 :

DEALER MAME: MIMAR FORD INC SALES cODE: 15BDO4 P& A: D33E2
CAUSAL CODES: 1203 1205 SYMPTOMS: 104100

ORIGIN: TRANS. DST/RGM: 48 TRANS. DATE;
SERVICE/SALES: 1 CONTACT OAYE: O5/14/4997
ACK. CODE: ASSTST CORE: W AWARD AMT: © SURVEY: ¥ (¥ OR M)
BUIlD QATE: CALIERATION:

ESR 1wFO: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: MICRO:

CONMENTS:

1987 /05/D5

ww«+ THIS CONTACT IS OPENED OUE TO OPEN RECALLS S6SAE AMD 95599 s:»
*ef NAVIS: SUBSEQUENT +wé

CUSTOMER Sav5:

-1-R00 DwHER GLIDE

-~RECENTLY WOVED

=WHAT DD I HAVE TO DD TO GET RECALLS PERFORMED?

-HAS HAD DRIVER*S SIDE SEATAELT MOTDR REPLACED TWICE--CAM I BE REIMBURSEOD FOR
TH1S%

1

PER CUSTOMER, DEALER SAYS!:

-NG CONTACT

L

CUSTOMER SEEKS:

=TO AAVE RECALL PERFORMED

=70 POSSIBLY RE RETWMEURSED FOR WORK ALREALY PERFORMED IN SEAT BELTS

E J

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-BEQUEST MR. RDBERT £OZATT {CUST REL MNGR) TO CONTACT THE CUSTOMER WI1THIN 2
HUS INESS DAYS

1997/05/15

F¥ATHIS 15 THE CLASING COMMENT

HAVE TRIED 7O REACH CUSTOMER HAVE NOT YET HEARD BACK WILL CONTINUE TO REACH ©
USTOMER

OWNER RELATIONS VOP/BENCHMARKING O5/11/GR FANKCARTE



o0as11/98 MASTER OWNER RELA1IONS STSTEM 1 14,21.02
L[S L L ENRE RN TRENNEREL 38 4 5 4 I e T RS RN RN
H230TH GRP: AXDE [NFORMAT ION CONTACT YEH TYPE: CAR
FITTSBURGH 44 ZNFTR: B4 COMTACT NER: 10EBIB70u3 OPEMED : QS/01f1997
vINM: 12VPT21UGME ENGIMNE: L CLOSED: Q97011997
SN IEARI EEEESEEEEEEEEEEEEEEEN SN RN EEEEREEEEEEEEEd RO - oS CSCCSCSTESSSSCSSESSSAGVECAEEEN
LAST NamE: STATUS: CLOSED
TITLE: FIRST MAME: T: J

ADDRESS:

CITY: STATE: 1P: I 754
HOME PHONME : EUS. PHOME:

MODEL YEAR: MODEL :

MILEAGE: 60000 WiD:

DEALER MAME: BDA FERERANDO FLW 54 SALES CODE: 144218 PE A 02191
CALUSAL CODES: 1203 SYMRTOMS: 104100

ORIGIN: GO TRAME. DS5T/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

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

ESP INFD: EXPIRES:

OPEM RECALL: MeMER HOTIFEED: MICRO;

COMMENTS :

1297/05/01

#4sh0 YIN AVAILABLE+~=

CUSTOMER SAY5:

=#BDO OBTAINED FROM STEVE [(SERY DEPARTMENT)

~TOOKk VEHICLE IN ABOUT 1 MONTH AGO TO HAVE THE DRIVERS SIDE SEATBELT FIlX
LUNOER THE RECALL (THE DEALER OIO0 NOT REPAIR THE PASSENGER SIDE)

~-NOW THE PASSENGER SIDE SEATHELT WILL NOT RETRACY
*

PER CULTOMER, DEALER SAYS:
=~PER STEVE {(SERV DEPARTMENT}: THEY CAMNDT REPAIR THE SEATEELT: BEECAUSE THE

CUSTOMER SEEKS:

-PASSEMNAER SEATEELT COVERED UNPDER THE RECALL

L]

CAC ADVISED:

~WORKMANSHIPF ISSUEYS MUST BE AODDRESSED AT DEALER
-CONTACT MR JOHN BARMEY [CUST REL MGR) FOR ASSISTANCE.
-ACCORDING TO DASIS THE DRIVERS ANQ THE PASSENGER RECALL HAS BEEM PERFDRMED
ON CUSTDMER VEHICLE

1997/05/06

ses NAVIS: ORIGINAL e+

CUSTOMER SAYS:

~LEET SIDE DF SEAT HELT DOES NDY WORK

-T0OK TD DEALER AND WILL NOT REPAYR HAVE

-WILL NOT BUY ANOTHER FORD DO

"

PER CUSTOMER, DEALER SAYS:

-FERRANDO FORD SAID THAT WILL MOT REPAIR PER THE RECALL
L]

CUSTOMER SEEKS:

OWNER RELATIONS VOP/REMCHMARKIMG OG/11738 FAXCARTE




aafit/ae MASTER DWNLIR RFLATIOMS SYSTEM 1! 14, 21.023
T R RN - . N AN AN N AT S =P RN NS ===—WNANN:C=:::--OWEmk——————mEEE=——-—mmm
B230TH GRP: X106 INFORMAT[ON CDNTACT VEH TYFE. CAR
PITTSHLRGH a4 2N/ TR CONTACT MNBR: !ORIE7DS5] OPEMED: O5/01/ 1907
VIN: 1zunr:1uEH5ﬁ ENGINE: U CLOSED: OS5/01/1957
LLEE LR EE] TR L EEL Y X I NN NS - -EEEENac-c==gEaENAdEm==== BLLLL B [ I EREEE L KT
1937 /05 /06

~WANT THE S5EAT HELT REPAIR UMNDER THE RECALL
»-

CAC ADVISED:

= DEALER I% 1N THE BEST POSITION T0 PRDVIDE TECHMICAL &551STANCE.
= FORD SUPPORTS THE DTAGHOSIS OF THE DEALERSHIF

OWHER RELATIONS WOP/BENCHMARKING 0D9/11/98 FAXCARTG




03/11/98 MASTER OWNER RELATIOMS SYSTEM 11 14.21.03

EIE I KRS S FESE S SLEE S EEENEEEEAREEgEdrd i il AR I EESAEENEELEEE T EELEENE S S C-C-SIKS-SSSS-=S=======
GOOBAC GRP: xx01 COMECERN COWTACT YL TYFE: CAR

149 ZNJ"TR COMIACT MER: I{JHJ'- s OPENED: Q4/24)1997

ENGINE: CLOSED: OS5rs0251997

R LN R LR RN Y Ny N Y Y F T N R R R R e

LAST MAME : TATHE CLuﬁEn
TITLE: 1RST NAME:

ADDRESS :

CITY: TATE:

HOME PHONE : US. PHDNE:

MDDEL YEAR: MODEL : FROEE

MILEAGE : s1unn WSO

DEALER WAME: HOLIDAY MOTOR CORP SALES CORE: 127509 P E A OEFTS
CAUSAL CODES: 0404 2013 SYMPTORS : 104100

ORIGIM: G0 TRANS. DST/RGN: 27 TRAME. DATE:
SERVICE/SALES: | CONTACT DATE: 047247 1987
ACK. COQE: ASSIST CODE: W AWARD AMT . O SURVEY: Y [Y OR H)
BUILD OATE: CALIERATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWMER MOTIFIED: MICRO:

COMMENTS :

1997/04/7 24

wvs POSSIBLE 12712 SERVIZE PARY COVERAGE =%

REFAIR DATE: 1/97 MILEAGE: SB,793

snw MNAVIS: ORIGTHAL «+#

CLSTOMER SAYS:

- WEHICLE IS AT THE DEALERSHIP

~ SEATHELT RECALLS WE599 AND 95548 WERE PERFORMED 1797

- CURRENWTLY., THE PASSENGER aND DRIVER SIDE MOTDRIZED SEAT BELTS DD MOT MOVE
- THE CUSTOMER DOES WAOT THIKWK THAY HE SHOULD HAVE TO PAY THE LABOR TO HAVE THE
SEAT BELTS REPATIRED SINCE THE RECALL wAS PERFORMED 3 MOWTHS AGO

¥

PER CUSTOMER, DEALER SAYS:

=~ THE CUSTOMER WILL HE RESJFPOMSIELE FOR THE COST OF LABOR TD REPAIR THE SEAT
BELTS

-

CUSTOMER SEEMS:

- REPAIR OF THE SEAT BELT AT WO CDAT

- SHOULO THE REPAIR PERFORMED 1/97 ALREADY FAILED
¥

GAC ADVISED:

“sREPAIR OF THE VEHICLE

= TrE PARTS USED TO COMPLETE THE RECALL HAVE A 12712 PARTS WARRAMTY

- THE COST OF LABGR 15 MOT INCLUDED IN THE 12712 WARRANTY AND WAULD BE AW
EXPENSE OF THE CUSTOMER‘S

- INFORMATION HAS BEEWM DOCUMEWTED AND FORWARDED TO THE DEALER

- REQUEST MR. GERALD DUMCAN (CUST REL MMWGR) TO CONTACT THE CUSTRMER WITHIN 2
BUSTHESS BAYS

+*PREVIDUT REPA]R FERFORMED

= WORKMAMSHIP ISSUES MUST BE ADDRESSED AT DEALER

= CONTACT MR. GERALD DUNCAN {SERV. MNGR) FOR ASSISTANCE.

OWHER RELATIONS WOP/RENCHMARKIMNG 09711798 FARCARTG




05/11/98 MASTER OWNER RELATIONS SYSTEM LI
EER REELELE N LR NN R R

14.21.02

————— EENEEE s e T s == =SENdNER-----pgEESEEEKFERCEEI=—=r
GOOBAL GRP: XxO¢ CONCERN COMTACT VYEH TYPE: CAR

SDR 10 ZN/TR ;&1 CONTACT NER: {DEISQ0L14 DFEMED: 0472471997
VIN: 12ZVPT 2000MS

EMNGIMNE: ¢ CLOSED: DSf02/1927
SR L L L LLEEREEEE R T I T I TT I L

199?;&4)’:5 TeoRRRERE====S amr==r=r==

H##THIS IS5 THE CLOSING COMMENT

REPATR WILL EE REPATRED UNWDER RELATEDR DAMAGE FOR RECALL. CUST. WAS 1NFORMED Fa
RTS WERE ORDERED AMD WOULD EE CONTACTED UPOMN ARRIVAL .

OWNER RELATIONS VOP/HEMCHMARKIWG 09/11/88 FAXCARTG




03/ 11/98 MASTER OWHER RELATIONS S71STEM T1 14, 21.02

AC8ZPD GRP- 14 THQUIRY COMTACT WEH TYPE: CAR

TwlMN CLTIES 58 INSTR: 1 CONTACT MER: 108453447 OPEMED : O4/23/1997

vIN: IZUPTEZLGI&h ENGINE: L CLOSED: 04/25/1997
= LS FICSESNIATESIEEEFEINODEEEN

LAST MAME: TATUS: CLOSED

TITLE: FIRST WAME: I:

ADDRESS .

CITY: STATE w: [N

HOME PHOMNE : BUS. PHONE:

MODEL YEAR: 61 MODEL : PROBE

MILEARE : 107000 WSD:

DEALER HAME: HMINAR FORD INC SALES CODE: 1SB000 P B A: DS363

CALUSAL CDDES: 1203 120B 1202  SYMPTDMS: 104100 BO1000

ORIGIM: GO TRANS. DSTSRGN: TRANS. DWATE:

SERVICESSALES: CONTALT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR N)

HUILD DATE: CALYBRATION:

ESP INFD: EXPIRES :

DFEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1997/04/23

#vs YEHICLE INVOLVED [N RECALL 95548 v«

#m+ MAYIS: SUHSECQUENT +»+

CUSTOMER SAYS:

- POVERALL, 2111, EHQEHLER

- HOW 00 1 GET THE REFLUMND FOR THE REFAIRS DONE DM THE RECALL
*

PER CUSTOMER, DEALER SAYS:

= NO COMTACT

1

CUSTOMER SEEKS:

- RE1MBURIEMENT FOR REPAIRS

L]

GAC ADWISED:

- ELUBMITTING A TECH REOQUEST

- CLUSTOMER WANTS A COPY OF RECALL LETTER 38548
- CONTACT YOUR FORD DEALERSHIP

1997/04/25

THIS 15 THE CLOSING COMMENT

TECH ADDCD

.

MAILED CDPY OF RECALL LETTER FROM 1RDE OM 4/25/97.

DWHER RELATIONS VOR/BEMCHMARKIMG 08/711,/98 FAKXCARTG




Das11/98 MASTER OWNER RELATIOMS SvSTEM |1 14.21,02
EEEEEEL Ll - . S S S S S SRR S-S ATF IR I AAE R R Rl s A XN C - o S S-S S S - S SO XEONEEEN Y asEEEman
2288PH GRP: 10 CONCERN CONTACT YEH TYFE: CAR

NEW YORHM 13 ZNSTR: ki CONTACT MBR: 108339302 OPEMED: D4/18F1997
VIN: 1ZUPT2IUTHE ENGIME: U CLOSED: CA/2871997
AEEEEEE NN NN AR Al N I X X S =SS S S S CSCSAFIANENEEE NN REA A kA r XSS S-S C=SCcEAmEAEEER
LAST HaME: STATUS: CLOSED
TI1TLE: F1RST MAME : MI: M

ADDRESS ;

CITY: STATE: zie: a0
HOME PHONE: BuU%S. PHONE:

MODDEL YEAR: MOOEL: PR

MILEAGE: 100245 WD

DEALER NAME: WILSDON FARD IMC SALES CODE: {13213 Pk A: D3IGIA
CAUSAL CODES: 121G SYMPTOMNS : 104100

ORIGIN: an TRANS. OST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Da/1a/ 1987
ACK. COOF: ASSIET CODE: R AWARD AMT: 0 SURVEY: ¥ (¥ DR N)
BUTLD OATE: CALTHRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWMER WOTIFIED: NICRD:

COMMENTS :

1987 /04/ 18

we+ THI1S COMTACT IS OPEMED CUE TO OPEN RECALL HES48 AND 96583 +4w
“ve NAVIS: ORIGINAL aw»

CUSYONER SAYS:

- 15 HAWING SEATEELT RECALL PERFORMED

= BOTH SEATHELTS HAD BEEN MALFUNCTIONWIMG

- DEALERSHIP IE DMLY REFPLACING THE BRIVERS SIDE

L]

PER CUSTOMER, DEALER SAY¥S:

- VEHICLE IS READY T2 BE PICKED-UP

- TOLD CUSTOMER TO CALL CAC (MWAME UWAVAILAELE)
*

CLUSTOMER SEEKS:

= TO HAYE BOTH SEATBELTS REPAIRED
-

CAC ADVISED:

- [NFORMATION HAS BEEM DOCLMFENTED AMD FORWARDEDR TO THE DEALER

- REQUEST M5. SUSANNE LENDLER [CUST REL MNGR) TQ CONTACT THE CUSTOMER MITHIN
2 BUSINESS DAYS

1997/04/214

#dTHIS I3 TRE CLOSING COMMEMT

EXPLAINED TO THE CUSTOMER THAT ONLY THE LEFT S[DE SEAT RELT IS5 REPLACED

UNDER THIS RECALL. UMILESS THE RIGHT SIDE IS EITHER UNOPERATIOMAL [WORKING

AT THIS TIME) OR FAILS INSPECTION {PASSER) WE ARE WOT ALLOWED TO ARHITRARELY
REFLACE THE BELT ASSEMELY UNMDER THIS RECALL. UNLESS DTHERWISE INSTRUCTED

DWNER RELATIONS VOP/AENCHMARKING O9/11798 FAXCARTG




09/ 11/98 MASTER DWMER RELATIONS SYSTEM L1 14.21.02
Fr=SdAFALREE NN NS IRJEREIEEEEA AR FC CIEE =S r == - S-S =SS ZSTRLdabk ANl EERsdAr===========
37918M GRE: Ax12 [INFORMAT ION CONTACT YEH TYPE: CAR
DENVER L1 ZMSTR: A CDMTACT NER: 10B330443 QOPEMED: 0471871887
VIN: 1ZVPT21UOH ENGINE: U CLOSED: o4/16/1927
LR ER LN ERT i = ENNNEEEENEEERESENdERECc - = CCCC=S=S=S=SF33IANEBANRRA N EREES
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: FH

ADORESS:

CITY: GTATE: Ir:

HOME PHDNE: Bus. PHONE: -
MODEL TEAR: a1 MODEL : E

MILEAGE: 49590 wah:

DEALER MAME: SILL-TERHAR MOTORS SALES CODE: 13GD12 P& A 03287
CALSAL CORES: 1010 SYMPTOMS: 104 100

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

ACK. CODE: A55I5Y CODE: AWARD AMT: O SURVEY: ¥ QR M)
BUILC DATE: CALIBRATION:

ESF INFO: EXPIRES:

OFEM RETALL: OWMER MOTIFIED: MLICRO :

COMMENTS :

1997/04/ 16

*ew NAVIS: SUBSEQUENT vwev

CUSTDMER SAYS:

= THE MOTORIZED SEATBELT WAS RFCALLED AMD REPAIRED 11796

= THE PART ON THE CONSOLE IS HROMEN AGAINM

= THE SEATBELT IS MOT RELEASING ON THE PASSEMGER SIDE

- YHE ENTIRE PART WILL HAVE TO AEPLACED, THIS HAS BEEN REPLACED EEFQORE
(COJFLE OF YEARS AGUO)

[

PER CUSTOMER, DEALER SAYS: MS. SHANDY HAUER [SERVICE)

- THRE PART IS5 ACTUALLY %80. BUT WITH THE LABOR, IT WILL BE %250 TO REPAIR
L 3

CUSTOMER SEEKS:

- FIMAMNGCIAL ASSESTAMCE

= TO MAKE A PRODLCT COMPLAINT

L

CAC ADVISED:
- WARRAMTY HAS EXPIRED
- FORD WILL NOT FROVIDE FIMAMCIAL ASSISTANCE TO THE CDST OF THE REPAIR

OWNER RELATIONS VOP/EENCHMARKING 09711/98 FAXCARTE




oa/11/a98 MASTER OWNER RLLATIONS SvsIEM 11 14,21.02
::::IllIlllll::::==Illl-l=;::=====l.iI-I-lll!I====l::::l::lllll===========-r----
GI2RTT CRE: AXNDE SHFORMATIDN COMNTACT VEH T¥PE: CAR

MNEW TOREK 12 INSTR: CONTACT NBR: 1083117828  OPENED: Q4/14/1997
VIMN: 1 ZUPT2OCOMS ENGINE: £ CLOSED: 0471471997
ARABRTDOnaracaaRERERRCS=S===S ll=ll===B-IIIIII.=l=Ii-lF::‘—::I-------II-lllllI
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: I: A

ADNRESS:

CITY: STATE: IP. 3208
HOME PHOMNE ! BUs. FHOME: EXT:

MODEL YEAR: a1 MADEL :

WiLEAGE TS000 WaD:

DEALER MAME: COUNTRY FORD LTD SALES CODE: 113082 F B A O3BEE
CAUSAL EODES: 1104 SYMPTOMS : 104 108

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

ACK. CODE: A5515T CODE: AWARD AMT: O SURVEY: (¥ OR M)
BUILD DATE; CALIBRATION:

ESP INFUO: EXPIRES:

QOPEN RECALL: OWNER NOTIFIED: MI1CRO:

COMMENTS @

199704/ 14

CUSTOMER SArS:

-MR, YODICE (BOYFRIEMO CALLING)

-RECEIVED & RECALL NOTICE FOR THE SEATRELT

-1-8T RECALL WAS PERFORMED

-THE SEATEELT WON’T DISENGAGE, CUSTOMER WILL HAVE TO DISENGAGE THE SEAT HELT
MAMUALLY

=pON‘T FEEL RESPOMSIHLE FOR THIS COMCERN

.

PER CUSTOMER, DEALER SAYS:

-SERVICE DEPARTMENT [UNMSURE DOF THE HWAME ] STATED, WE REFLACED THE RAIL AND THE
MOTOR

-THERE I5 A RELAY THAT ALLDWS THE HELT TO DISENGAGE AT THE PROFER TIME THAT
MEEDS TU BE REPLACED

-THE REPAIRS WILL EE §81.00 [PARTS)} AND B9.00 [LABOR)

=THE RELAY IS NOT RELATED TO THE REZALL
*

CUSTOMER SEEKS:

=TECHNICAL IMFORNATOM

L]

CAC ADVISED:

- WARRAHTY HAS EXPIRED

FORD WILL NDT FROVIDE F1MANC1AL ASSISTAMCE TO THE COST OF THE REFAIR
THE DEALERSHIP 15 THE BREST TECHMICAL RESQURCE

CONTACT MR. PETER WRITCOMB (SERVICE MAMACEA) FOR FURTHER CLARIFICATION

i 1

OWMER RELATIONS WOP/BENCAMARKING 09711798 FAXCARTG




o8/ v1/98 MASTER DWNER RELATIDNS SvaTLM Il

15.231.02
SEEE S S AU NN AN N ANk EE T S S S S S S SE ¥ ENN AN kN S S oS SEf . BdNEEES=S=====—=—=—gcmEmEmEpm
1791CR GRP: XAD4 COMCERN CONTACT vEH TTPE: CAR
ATLANTA 21 ZMSTR: CONTACT WBR: 1083167449 OPENED: Q4714718497
YIM: 1ZVYPT20CSMS ENBINE: ¢ CLOSED: 0472871997
B L LR R R R RLLERRE D Y A R R R SAFENLAISSER -SSR ENEEE RN
LAST MAME: STATUS: CLOSED
TITLE: 5T MNAME: - MI: 4
ADDRESS:
CITY: ATE: IP: e
HOME PHONME : =. PHONE:
MODEL YEAR: MODEL : PROBE
MILEAGE : 64000 L
DEALER MAME: D C WELCHFORD LIMC- SALES CODE: 121246 PE A DI1DMB
CAUSAL CDDES: 1215 3105 SYMPTOMS ; 104 100
ORIGIN: GD TRANS. QS5T/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 CANTACT DATE: 0471871987
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (Y R N}
BUILD DATE: CALIERAT IDN:
ESF INFD: EXPIRES:
OPEM RECALL: DWMER MOTIFIED: MICRO:
CONMENTS :
1997/04/7 14

vev YEHICLE INVOLVED [N RECALL 9G54E AMDO BESD9 +: s
#vv RAVIS: DRIGINAL w*+

CUSTOMER SAYS:

- 15 CALLINE BiCK

= THE YEHICLE I5 AT THE DEALERSHIP
!

FER CUSTOMER, DEALER 3AYS:
PER MR. KENT MARIMAM [SWC MNGR)

- WOULD NOT HAVE TQ REPLACE THE SEAT BELTS SINCE THEY ARE NOT BAD
*

CUSTOMER SEEKS:
- BET THE RECALL PERFORMED AMD SEAT EBELT REPLACEDR

L ]

CALC ADVISED:
- OB MADE TD MA. KENMT WARIMAMN {SERV MMHGR)
=~REQUESY MR. KENT MARIMAN (SWC NNGR] TD COWTACT THE CUSTOMER TOTAV
~IWNFORMAT DN HAS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER
1997704149
¥H#XTHIS 15 THE CLOSING COMMENMT
WE HAVE ORCERED THE PARTS TO PERFORM THE REGALL .

THANKS

KENT WARIMAN

OWNER RELATIONS YOP/EBEHWCHNARKING 0OR/11/98 FAXCARTG



ocaf11/93 MASTER OWMER RELATIONS SY3TEM LI 14.21.02
EEEEEEEr T Al AR AR A ARSI NN RN R NS A FEE RN NTEN NN NS EEEEEE NN IS S A NP Ry NN N BN N
T424.UR GRP: 17 INFORMATION CONTACT YEH TYPE: CAR

LINK O a5 ZN/TR: CONTACT MNBR: 108311559 OPEMED: 04711/1997
VIN: 12¥PT21U3ME EMGINE: U CLOSED: O4/11/1397

AN SIS SIS I EEEEEEE XTI T RS CE =SS === EE- =SS =SS S CSSCSaIEIXTIESSSEEIS======

LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

CITY: ETATE: IP: -n:]nn
HOME PHOME ; BU%S. PRDHE:

MOOEL YEAR: 91 MODEL : FROBE

MILEAGE : 111000 wsh:

DEALER NAME: SALES CDOE: PR A;

CAUSAL cODES: 1218 SYMPTOMS: 1G4 100

ORIGIMN; 14 TRANS. DET/RGN: TRANS. DATE:
SERVILCE/SALES: 1 CONTACT DATE:

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

ESP INFO: EXPIRES:

OPEN RECALL: OwMER MOTIFIED: MICRO:

COMMENTS :

1997 /044 11

vt MAVIS: SURSEQUENT #%4

CUSTOMER SaY35:

- RECE1VED RECALL LETTER FOR 96548

- REPLACERD THE ORIVER*3 SIDE SEAT BELT

- PASSENGER'S SIDE DGOES HANG UP SOMETIMES JUST A HAIR

-
PER CUSTOMER. DEALER SAYS:
BUZZ KEMMARD, SERVICE ADVISDA:

- AT TIME OF REPAIR SAID DEALER WILL REPLACE AOTH OF THEN STHCE RIGHY HANO
SIDE WAS SHOWING STGNE OF WEAR

- ARE NOT SUPPOSED TO CHANGE THE FASSENGER 5IDE UNLES: IT IS COMPLETELY
FAILED

= IF 1T IS FAILING COME IN ANWD IT WILL BE REFLACED

L]
CUSTOMER SEEMS:

- WANTS TO KWOW I1F PASSEMGER S1DE WILIL GET REPLACED
"

CAC ADVISED:

RE: RECALLS 9BES28

- EXPLAINED RECALL TD DWHER

- SUGGESTED OWHER KEEF IN CONTACT WITH DEALER IF BELY FAILS

OWNER RELATIONS VOP/HENCHMARKING O9/11/08 FAXCARTS




o9/ 11/98 MASTER DWNER RELATIONS SYSTEM 11 14_21,02
R GELELE R RL R e L R A R R R IR P N N ] S-Sy FRANJERAEA=RE=-====
268340 GRp: op INFORMATION COMNYACT YEH TYPE: CAR

HEW YORK 13 ZWN/TR:  G1 CONTACT NBR: 10B302185  OREMED: 04/09,1867
VIN: 1zvr12oczus I ENGINE: & CLOSED: 04/09/1597
=l=l=---l-lI-.-hhhl-l.:n------SIllll---.:::::l=====ll==lh-::---::Il'lllll:ll:::::
LAST MAME: TATUS: CLASED
TITLE: IRET MAME: I

ADDRESS:

CITY : STATE: i: 1N
HOME PHONE : BLS. FHOME:

MODEL YEAR: Br MOOEL PRABE

MILEAGE: SO000 wsh:

DEALER MAME: SUNSHINE FORD INC SALES CODE: 1137004 F & A: DI605
CALSAL CODES: 14100 SYMPETOMS ; 104100 104200

ORIGIM; =1} TRANS. DST/iGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK, CODE: ASSIST CODE: AWARD ANT ; O SURYEY: (Y OR Wi
BUILD DATE: CALIBAATION:

ESP INFO: EXPIAES:

OPEM RECALL: - OWNER WOTIFI1ED: MiCRO:

COMMENTS !

1997/04 /08

+ws YEHICLE INVOLVED IM RECALL 95548 AMD 95599 w3

ow NAVIS: SUBSEGMIENT #ne

CLUSTOMER 5SAYS:

~ MS. CUNMMINGS, CUSTOMER'S MOTHER CALLINEZ ON BEHALF

- HAD BOTH SEAT BELTS REPLACED BEFDRE RECIEVING RECALL LEYTER

= CLRRENTLY THE LEFT SIOE I5 BROKEW AMD 15 GDING TD AF REPLACED AT THE
BEALERSHIF LINOER THE REGALL

4

PER CUSTOMER, DEALER SATS:

- ONLY WILL REPLACE THE LEFT SIDE

= RIGHT SIDE WiIlLl NOT BE REPLACED HOWEWER WILL SUBMIT RECIEFTS INTD FORD FOR
REIMBURSEMENT

L

CUSTOMER SEEWS:

= RIGHT SEAT BELT REPLACED

-

CAC ADVISED:

= NO FORTHER FINAMUIAL ASSISTAKCE WILL BE OFFERED

- THIS REPRESENTS FORD WODTOR CDOMPANY*S FINAL DECISICH IN THIS MATTER
PER REINBLRSEMENT:

- PROVIDE GRIGINAL RECEIPTS TC MR, GEDRGE CAINI SVC MGR)

- GEORGE CAIMLI SVWC MGRY WILL EVALUATE SITUATIDK TD LETERMINE IF REPALR !5
REIMBURSABLE.

= CONTINUE TO WORK WITH THE SERVICE MANAGER FDR ANY DTHER AVEMUIES EXPLORERED
IN REGARDS TO RIGHT SEAT BELT REPLAZED

OWNER RELATIONS VOP/BEMCHWARKING 08/11/98 FAXCARTG




09/11/98 MASTER OWNER RELATIOMNS S+1STEM 11 14.21.032
ﬂ.ﬂ....I‘-======l....l.I======II.I:===:.IIIII.I.l=====I-lll#‘h--l:."’-------:::q
S99300 GRP: AxDa CONCERN CONTACT VEH TYPE: CAR

HEW YORK 13 zwﬁnilk CONTACT MER: 1082%dA4Q OPENED : 04/08/ 1887
VIN: 1ZVPTI{UaN ENGIME: U CLOSED: O4/28/ 1997
EEEEEEE-_——mgEEHR ——a— II:===II-II-IIII::::I..II::::==--------==---=Illl.
LAST MAME: TATUS: CLOSED
TITLE: FIRST MWAME: I:

ADDRESS :

£ITY: STATE: ;R
HOME FHOME : BIIS. PHOME :

MODEL YEAR: 51 MOCEL :

MILEAGE : 3000 wsn:

DEALER MAME. FULLER FORD SALES CODE: 113061 PR A: DITIE
CAUSAL C£ODES: 2013 SYMPTOMS : 104100

ORIGIN: G0 TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: Q4f15f 1997
ACK. CADE- ASSIST CODE: W AWARD AMT: QO SURVEY: ¥ (¥ O] N)
BUILD DATE: CALIERATION:

ESP INFO- EXPIRES:

OFEN RECALL': OWHER WOTIFIED: MICRO ;

COMMENTS -

1997 0400

*++ POSIIBLE 12/13 SERVICE PART COVERAGE %+» REPAILR DATE: 2-87 MILEAGE:
52000 .

w4+ NAVIS: SUBSEQUENT »wa

CUSTDMER SAYS:

- RECEIVED THE SEATBELT RECALL LETTERS

= THE DRIVER'S SIDE SEATRELT SVSTEM WAS REPLACED

- FULLER FORD FIXED THE RECALL THEM CALLED ME UP AND SAID THAT THE PASSENGER
SI0E WwOULD HAVE TO BE REPLACED A% WELL

- 3-25-97 WENT TO THE DEALERSHIP

- OOTH SEATBELTS 00 NOT WIORK AT ALL MW

- SOMEWHAT COMNCERMED THAT THERE MAY BE

-

PER CUSTOMER, DEALER SAYS:

- 3-25-97- GIL BOWILLA IN SERVICE- WE FIXED HOTH SIRE OF THE VEHICLE.

- 4-2-€7- NO NAME IN SERVICE- SEATBELT NEEDS TO BF CHECKED OUT FOR RECALL,
MEEDS 1O AE FIXED.

L

CUSTOMER S5EEKS:

- REPAIR TO VEHICLE

L 3

CAC ADVISED:

- INFORMATION HAS NEEN DOCUMENTED AND FARWARDED TD THE DEALER

- REQUEST MR. GIL HONILLA (CUST REL MNGR) TO CONTACT THE CUSTOMER  WITHIN 2
BUSINESS DAYS

1807 /04/21

#¥FTHIS IS THE CLOSING COMMENT

MR .DSORI0 BROUGHT [N YHE PRDAE TO HAVE HIS SEAT BELT RECALL PERFORMED DEALEA A
L3D DRDERED & MODLULE TO COMPLETE HIS REPAIRS

OuMER RELATIONS VOP/BENCHMARKING DB/11/88 FANCARTA




oo/11/98 MASTER OWNER RELATIONS S¥STEM 11 14.21.02
mapEEmrcrrcammEENLE=S======Adf3iA-3IA -2 INIAQARNS=RAF=SS -mudARc - E==gE====cdEdIR=TZ
9268FH GRP: 10 COMCERN CORTACT YEH TYPE: CaR
BOSTON 1 ZN/TR: COMTACT MWBR: 1082736063 OPENED: 0470271997
VIN: 1zuprzoc5nah ENGINE: C CLOSED: 0472571997
EErLlEEERELT -]----:1:'.ll-:;:::ll..--::;;-.-::lld.III===l======k=:llll=l=-1====.--ll
LAST NAME: STATUS: CLDSED
TITLE: FIRST MAME: I:

ADDRESS:

C1TY: ATATE: ZIF; -
HOME PRONE: Bus. PHOME:

MONEL YEAR: 1 WODEL - F

MILEAGE : 1 wsD :

DEALEA MWAME: GLADSTONEFORO INC SALES CORE: 111659 P& A: CBAIG
CauSAL CODES: 1215 1206 SYMPTOMS : 104 100

ORIAIN: G0 TRANS. DST/RGN: 11 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 0471771007
ACM. CODE: ASSTST CODE: W MJARD AWMT . O SURVEY: ¥ (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER WOTIFIED: MICRO:

COMMENTS :

1997/04 /02

st THIS COMTACT IS OPEMED DUE TO OFEM RECALL 98548 AND S8503 ++4+

++4 MILEAGE LMAYVAILARLE ===

esn NAVIS: PRDGRAM »+»

CUSTOMER SAY¥S:

- 413/95 CUSTOMER HaD SEATBELTS REFATRED AT DWN EXPENSE HEFORE THE RECALL
WAS ISSUED [GLADSTOME FORMD, MH)

- TURMED IN RECEIFFS FOR THE PREVIOUS REPAIR TO HER DEALERSHIF FOR
REIMBURSEMENT IN DCTODBRER, 1825

- CUSTOMER SPOKE TO SERVICE ADVISOR AFTER CHRISTMAS WHO DID MNOT HAVE ANY
INFORMATION

F}
PER CUSTOMER, DEALER SAYS:
- WOULD TAKE & WEEKS FOR RE[MBURSEMENT OF THOSE REPATRS

L]
CUSTOMER SEEKS:
- REIMALIRSEMENT FOR REPAIRS

[
CAC ADWISED:
- INFORMATIOW HAS BEEN DOCUNENTED aAMD FDAWARDED TO THE DEALER

- REQUEST MA. RON NAZZARD (SWC MKGR) TO COMTACT THE CUSTOMER  WITHIN 1
BUSINESS DAYS

OwnER RELATIONS VOP/HENCHMARKING 0O8/11/88 FAXCARTG



0a/11/98 MASTER OWMER RELATIONS SYSTEM I1 14.21,02
AlmEN S ks S S S T I I S T S EEEE NS NN NSO NSRS EE - I AN SR ee e RiEEEEE X —EEEEX————T
8366PH CEE: 1) COMCERM COMTACT YEH TYPE: CAR
BOSTON 11 INITH:ﬁ CONTACT MBR: 108273608 OPENED: 94/02/ 1957
YIN: 1Z¥PT20CEHS ENGINE: C CLOSED: 0472571997
=:=============.‘ll..II----I..-------------..----h--.l.-----::---..----:--.--..-
1897 /04 /707

txn THIS CONTACT 15 DPEMED DUE TO OPEM RECALL OB500 8 DESAAwés

viw MAVIS: PROGRAM ++3

CUSTOMER SAYS:

~ HASN"T HEARD FROM DEALERSHIP YET FROM DPEM CONTACT

PREVIOUSLY :

- 4/13/95 CUSTOMER HAD SEATBELTS REPAIRED AT Owh EXFENSE BEFDRE THE RECALL

WAS ISSUED {GLADSTOME FAROD, WH)

- TURMED IM RECEIPTS FOR THE PREVIDUS REPAIR TO HER DEALERSHIP FOR
REIMHURSEMENT IN QCTOHER, 1995

- CUSTOMER SPOKE TO SERVICE ADVISDR AFTER CHRISTMAS WHO DID NOT HAVE ANY

INFORMATION

[ ]

PER CUSTOMER. DEALER S5AVS:

= TRIED CONTACTING THIS MORNING nDWEVER TOO BUSY TO TALK WITH CUSTDMER

x
CUSTOMER SEEKS:
= REIMBURSEMENT FDR REPAIRS

n

CAC ADVISED:

~INFORMATION HAS BEEN DDCUMENTED AND FOAWARDED TO THE DEALER

~-REQUEST WR. ROM NAZZARD SVC MMNSR) TO CONTAST THE CUSTOMER WITHIN 2
BUSINESS DAYS

1997 /04 /18

¥{ATHIS IS THE CLOSING COMMENT

CUSTOMER IS !W HDSRITAL BATHG TO BRIMG ME IWN BILLS TOLD BY CAC THAT REFAIRS W1

Ll EE COVERED UNDER RECALL WHICH I DO WOT UWDERSTAND SINWCE THEY HAWE NOT SEEN
CAR

OWNER RELATIONS VOP/OENCHMARKING 09711798 FAACARTG




09/11/98 MASTER DOWNER RELATIONG STSTEM 1t 14,921,032
SRS rXIIrIIINI NN S IEEENS NSNS I SN EALS S EEEEEEEEEENIM _NAL-S-SS===@rF==-= === ==-=-S=====
S2EEPH GRP: 10 INFORMATION CONTAGT vEH TrPE: CaAR
DENVER SE  ZNFTR:, A1 CONTACT NER: 108209353 DPENED: 047011887
VIN: 12vP T2 1U e ENGIME: U CLDSED: 0470171997
dETEEEEEEEEER EEETESEEEEEAEEEEEEESEEFAEEESEEAEEEEEAEEEEEEEEEEEEEER
LAST MAME:

TATUS: CLOSED

TITLE: FIRST NAME: I:

ADDRESS:

CITY: STATE: IP: -
HOME PHOKWE; BLUS. PHONE:

MOOEL YEAR: a1 MODEL :

MILEAGE: 35000 WSO :

DEALER NAME: JDHN ELWAY FORD SALES CDOE: 156004 P&A: 01175
CAUSAL CODES: 1215 SYMPTOMS : 104 100

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

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

ESP INFO: EXFIRES:

DPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :

1997/04/01

#ew NAVIE: ORIGINAL =++#

CUSTDMER SAYS:

- 187 CUSTOMER TOCK VEHICLE IN FOR SEATBELT RECALLS

- CUSTOMER CUT SHOULNER BELY OFF AS IT WAS KWOT FUHMCTIQOM]MG

[ ]

PER CUSTOMER, DEALER SAYS:

= WOULD DRDER THE PARTS FOR THE PRDBE

- INSTALLED TRACK OnLY

= WaULD ORDERA A SHOULDER BELT FOR 1200

»

CUSTOMER SEEKS:

~ FORD TO PAY FOR THE EBELT AS WELL

[ ]

CAC ADVISED:

- WORKMAMSHIP ISSUES MUST BE ADDRESSED AT DEALER

- COMYACT MR STEPHEN VEIK (SERY. MCR)} FOR ASS1STANCE.

1997/0T/02

CUST WAD SHDULRER BELT REFL [NOT PART OF RECALL)Y CSM AND BLR HAVE AWA'ER THE R
EPAIR--TOTAL CDST 51232.44Q F FME--%5B J DLR--%29. NO FURTHER ACTION [5 FLANNED

GWMER RELATEIONS VOP/EENMCHMARKING O8/11/88 FAXCARTG




oa/11/98 WASTER DWNER RELATIONS SYSTEM 1| 14.21.03
92G6PH GRP: 10 CONCERN COMNTACT VEH TYPE: ChAR
DALLAS 52 ZNSTR: COMTACT NEBR: 10B257960 DPENED : 03728/ 1997
VIN: 1zwr20¢:mﬁ ENGINE: C CLOSED: 04/DB/ 1997
EEEFANFRIEBEREEERN [ 3

LAST MAME: TaTUS: CLOSEDR
TITLE: IRST WAME: I:

ADDRESS:

CITY. TATE: Ip: -
HOME PHOME © 5. PHONE:

MOOEL, YEAR: 1 MODEL !

MILEABE ; 100028 wEh:

OEALER NAME: DDEWGES BROTHERS FO SALES CODE: 154304 FE A OQOTORE
CAUSAL COOES: 12158 SYNPTOMS : 04 100

ORIG1H: aq TRANS. DST/RGM: 52 TRANS. DATE:
SERVICES/SALES: 1 COMTACT DATE: 0373171897
ACK. CODE: ASS5EST CODE: W AWARD ANMT: O SURVEY: ¥ {¥ OR N)
BLUILOD DATE: CALIBRATION:

E4P INFO: EXPIRES:

OFEM RECALL: OWNER MNOTIFIED: MICRO:

COMMENTS :

199T/0a/26

»+s THIS COWNTACT IS OPEMED DUE TO DPEM RECALL 956548 w~+«

vivw MAYIS: SUBSEQLENT wew

CLSTOMER SAY¥S:

= WEHICLE 15 AT THE DEALERSHIP TO HAVE SEATBELT RECALL PERAFORMED

- BOTH SEATBELT TRACKS ARE MOT FUNCTIONIMG PROPERLY

]

PER CUSTOMER, DEALER 5AY¥5:

- ARE REPLACING DRIVERS SIOE SEATBELT TRACK

= CUSTOMER NEEDS TO CALL CAC TO HAVE PASSENGER SIDE REPLACED (SHONNA WADE ,
SERVICE ADVISOR) AS THEY ALREADY INWSPECTED IT AMD FOLMO HOTHING WADNG
WITH IT (3/14/37)

x

CUSTOMER SEEKE:

- TO HAVE BOTH SEATEELT TRACKS REPAIRED
.

CAC ADVISED:

= IMFORMATION HAS BEEM DOCUMENTEDR AND FORWARDED TO THE DEALER

- REOUEST NR. DAVID WHISERHLUNT [CUST REL MMGR) TO CONTACT YHE CLISTOMER
WITHIN 2 BUSINESS DAYS

1997/04/01

FASTHIS IS THE CLOSIMG COMMENT

VEHIELE I5 AT DEALERSHIP NDW FOR SEATRELY COHCERM. [SSLUE HAS BEEN RESOLVED
AND VEHICLE WILL HE REPAIRED.

OWNER RELATION3 vOP/BENCHMARKING 09/11/38 FAKCARTG




oa/11,/98 MASTER OWNER RELATIONS SYSTEM T 14.21.403
EE o CrIrI S S I S S S S S S S S S S S S S S S S S S STl I I NI N LN EEEEREr = = - I S-S IOOENEEEEEEEER
1158EK GRP: Xa09 CONCERN CONTACT VEH TYPE: CAR
TWIM CITLES SR INSTR COMTACT MER: 10R2SGRAT™G DPEMED: 0372671997
VIN: 1ZYPT22LCM EMGINE: L CLAOSER: 4716/ 1997
ENELENEEEESEEEEENEEREERES AT SE=E=====RSFAANINEEEENEEERENERkKIIEECC--rC-===-==---=-=33%
LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS :

CITY: STATE: IF: -
HOME PHOHE : BUS. PHDME:

MODEL YEAR: 91 MODEL : PROBE

MILEAGE 11000 Wsh:

DEALER NAME: MINAR FORD INC SALES CODE: 15E004 P & A: 09363
CAUSAL CORES: 1203 1206 SYMPTOMS : 104100

DRIGIN: G0 TRANS. DST/RGN: 5H TRANS. DATE:
SERVICE/SALES: 1 . COMTACT DATE; 0D4709/1997
ACK. CODE: ASSISYT CODE: W AWARD AMT: 0 SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATIDN:

ES5P INFO: EXPIRES:

QOFEN RECALL: DWNER HOTIFIED: MICRO:

COMMENTS :

199T/02/36

*uv THIS CONTACT IS OPEMED OUE TQ DPEW RECALL 96548, 96599 rww

v MAYIS: ORIGINAL »+=

CUSTOMER SAYS:

= HAD A SEAT BELT REPLACED AT A LOCAL STATLON AT ONE PLACE (FEBRUARY 1, 13493}
THIS WAS DONE AT A GAS STATIOM AMD HAS & RECEIPT FOR THIS

- 800 ¥ FROM THE LOCAL FORD DEALERSHIP

- RECEIVYED A LETTER FOR THE SEAT AFLTS

¥

PER CUSTOMER, DEALER SAYS:

= CALL HERE FOR THE REFUNO QUESTICON OM THE OME SEAT [(DRIVERS S10E)
-

CUSTOMER SEEKS!
- REEFUND FOR THE SEAT BELTS TO BE REPLACED THAT HE PAID FODR
- TO HAVE THE RECALLS DONE OM THE CAR

L]

CAC ADVISED:

REGARDING THE RECALLS

=INFORMATION HAS BEEM DODCUMENMTED AND FORMARDED TO THE DEALER

-REQUEST MR. HDA COZATT (CUST REL MNBR) TO COWTACT TrE CUSTOMER WITHIN 2
BUSINESS DAYS

1997/04/09

FAETHIS IS THE CLOSING COMMEMNT

CALLED CUSTOMER AND IS SEMDING REFAIR ORDER FROM SERVICE STATION AND WILL SEN
0 REINBURSMEMNT

DWMER RELATIONS VOP/AENCHHMARKING 09711798 FAXCARTG




os/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
B et E LT E RN LLEL L L L LLLLRLLLLLLRLLRRELLYLERERRY R ] ] )
437034 GRF: xX17 INFORMATION CONTACT VEH TYPE; CAR
DEMNVER 56& INFTR: Ai CONTALT MWBR: 108255287 OPENED: D3f26f1687
VIM: 1IVFT20CENT ENGIMNE: C CLOSED: 03f26/1567
LLLERERLRLELERRERREDLLLLELLELLLEEREEESEL B S E T PR R TT I PP T
LAST HAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

CITY: STATE: IP: [ EUET
HOME PHDNE: BUS. FHOMNE:

MODOEL YEAR: ai MODEL : PROBE

MILEAGE: 47000 W50

DEALER MAME: SPRADLEY/EARR FORD SALE:Z CODE: 156443 P AR A {3139
CALISAL CODES:; 1715 SYMPTOMS : 194100

QRIGIN: Gh TRANS. OST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COHTACT DATE:

ACK. CODE: ASHIST COOE: AWARD AMT: 0 EURVEY: ({¥ QR N])
RUTLD DATE: CALIERATION:

ESP INFD: EXPIRES:

DPEM RECALL: - {MMER WOTIFIED: HICRO:

COMMENTS :

1997/03/16

**+ THIS CONTACT IS DPEWED OUE TD OPEN RECALL BE54B7455399 #we
*+x MAVIS: SUBIEQUEMNT w=»

CUSTOMER SAYS:

-RECEIVED SAFETY BELT RECALL HNOTICE

=DEALER REPLACED DRIVER'S SIOF SEAT HELT, BUT DMLY IMSPECTED PASSEWGER SIDE

]
FER CUSTOMER. DEALER 5AYS:

-{PER MARGE. SERVICE DEPARTMENT) REPLACED DRIVER*'S SIDE BELT
=INSPECTED PASSENGER'S SIDE BELT AND FOUND THAT 1T TS DKAY

.
CUSYDMER SEEMS:

-TO KHOW WHY OMLY DRIVER’S SDIE SEAT BELT WAS REPLACED 1F HOTH WERE OPERATING
NORMALLY TO BEAIN WITH
"

CAC ADVIZED:
-9JBSS9 DNLY REQUIRES INSPECTION OF PASSENGER'S S1DE SAFETY BELT

OWNER RELATIONS VOP/BENCHMARKING O5F11/788 FAXCARTS




og9/11/98 MASTER OWMER RELATIONS SrSIEM 1) 14.21.02
W N W W N N N NN N W N LN NN N NN EEEEENNEKEEELEEEEEEENEEONECOL NN AR Rkl e ww AN
257445 GRP: AXDS [NFORMAT [ON CONTACT VEH TYPE: GCAR
PHILADELPHIA 18 ZM/TR: Et CONTACT NBR: 108044037 OPENED: O5/24/ 1997
VIN: W ENGIME: CLOSED: Q372471397
T L TR R IS T T R P T RN T Ty F e vy N R T NN L IR I TR N T T R T R T N L T R R R R F R P L T T T T Ll E e el L L Y ey
LAST MAME: TATUS: CLOSED
TITLE: IRET MAME: ¥

ADORESS !

CITY: TATE: 17 I
HOME PHONE : LS. PHOME:

MODEL YEAR: a1 MODEL : PROBE

MILEASGE: G4000 WED:

DEALER NAME: FRANCIS FORDS INC  SALES CODE: 116208 PR A: Di29g
CALISAL CODES: 1108 3105 ) SYMPTOMS 104100

ORYIGEN: GO TRANS. DST/RGN: TRANS. DATE:
SERVEICE/SALES: 1 CONTACT DATE:

ACK . CODE: ASSIST CODE: AMARD AMT: O SURVEY: (Y OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWMER HOTIFIED: MICRO ;

COMMENTS -

1997/03 /24

waw ¢iIN NOT AVAILABLE - VEHICLE AT DEALERSHIP #»+
CUSTOMER SAVWS:

- RECEIVED A CALL FROM THE DEALER TODAY FROM THE DEALER
- THE SEAT BELSTS WORKED FINME BAEFORE THE RECALL
- 1 DO NOT FEEL I SHOULD HAVE TO PAY ANYTHIMG

-
PER CUSTOMER, DEALER SAYS:

= YOU WILL HAVE TO PAY FOR THE WODULE THAST SIGWALS THE SEAT BELT
.

CLUSTOMER SEERE:
- FIMANCIAL ASS]STAMCE

*

CAC ADV]SED:

- WARRANTY A% EXPIRED

= FORD wILL WOT FROVIDE FINBMCIAL ASSISTAMCE TO THE COST OF THE REFALR

OWNER RELATIONS VOP/BEMCHMARKIWE 09/11/98 FARCARTG




oS/11/98 MASTER OWMER RELATIONS SySTEM 1 14, 21.632
r=I:lit=:==-IIl----I----===='lItl===wFi-=hl==ll===::ll:====ll::==lnlii=====li-
1805CR GRP: D6 CONCERW CONTACT VEH TYPE: LAR
DENVER 173 ZH/TR: A1 CONTACT MBR: 108231595 OPENED: O03/21/997
VIN: 1ZVPTIDCENS ENGINE: ¢ CLOSED: 0373171997
=4Ill!1:].llllt:='---i-----.h--==l==l-ln:::I.ll::=l=ll==;=q..==----.==:-...==-
LAST NAME: TATUS : CLOSED
TITLE: TRSI MAME; I:

ADDREESS :

CIvv: TATE: 1P: -

HOME PHONE : 5. PHONE:

MODEL TEAR: MOOE: :

MILEAGE : 1 waD:

DEALER WAME: KEW GARFFFORD SALES CODE; 148023 P & & 08311
CMISAL CNDES: 10132 SYMPTONS : 104 1820

ORIGIN: GO TRANS. DST/RGN: sm TRANS, DATE:
SERVILE/SALES: 1 CONTACT DATE: D3/21/1997
ACK.. LODE: ASSIST CODE: A AWARD AMT: O SURVEY: ¥ (Y DR W)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OWhER WNOTIFIED-: MICRa-

COMMENTS -

1897/0a/21

wx¢ NAVIS: PROGRAM wws

CUSTOMER SAYS:

=~HACK IN 1994 I HAD MY SEAT BELTS WORKED ON

-SINCE THAT TIWE THEY FALLED AND MOW I'M INVOLVED IN THE SEAT BELT RECALL
.

PER CUSTOMER, DEALER 5a¥5:

-VALUNA STAM, SVC DPERATIONS WGR, REPAIR HAS TD BE DONE PEFORE A REIMBURSEMENT
CAN EE ISSUED
-

CUSTOMER SEEKS:

-REINBURSEMENT FOR REPAIRS

-SEAT BELT RECALL PERFORMED

L

CAC ADVISED:

~INFCRMATION HAS HEEM DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR.IVIN TURNER (CLST REL MHGE) TO CONTACT THE CUSTDWER WITHIN 2
BUSINESS DAYS

1957/03/74
#4ATHIS IS THE CLOSING COMMENT
KEN GARFF FORD SERVICE HAS INFORMED CLSTOMER WE WILL FERFORM SEAT BELT RECALL

IN ODRDER T GET HIS REFUND BACK FOR HIM AND TO REPAIR SEAT RELT. PER IVIN TURH
ER 3-24-97

OWHER RELATIONS vOP/BENCHNARKING OQ9711/98 EAXCARTG




09/11/98 MASTER OWNER RELATIONS SvSTFM 1 11.21.02
EEENECC-OCE 3L g SR s EEEEEE N RO AL F S S S S g = SR REN & - o= - d PR HEEE=-R=======mg@mEN
a7earc GRP: XKKO2 INFORMATION COMIACT VEH T¥FE: CAR

s0R 10 INSTR: G2 CONTACT NBR: 108231R72 OFEMED: 0371971997
YiN: 1Z¥PT20CENS IR ENGINE: C CLOSED: 032/19/1947
iI-li-h---l-l------ﬂ-l!F-I-----I--h----:--:-:::::-':|-.-:.-:|==l====.=...----===
LAST MAME: TATUS: CLOSED

TITLE: FIRST MNAME: HE R
ADDRESS:

CITY: STATE: 1h: ]
HOME PHDME : BUS. PHDNE:

MODEL YEAR: a1 MODEL " FROABE

MILEAGE; Bi414 LE

DEALER MAME: LCEMTRAL FORD L-M IN SALES CMHIE: 127615 P E A OBBS0
CallSal CoODES: 1208 SYMPTDMS: 104100

ORIBIM: GO0 TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES; 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARG AMT: 0 SURVEY: (LY OR NI
BUILD DATE: CALIBAAT 10M:

E58 INFO: EXPIRES:

OPEN RECALL: OWNER NDTIFIED: MICRD:
COMMEMTS -

1957703719

=+x THIS COMTACT IS5 DPEMER RUE TQ OPEN RECALL B6546, S6599 evs
CUSTOMER SAYE:

-HAD RECALL PERFOAMED CM VEHICLE DRIVERS SIDE ITH JANUARY 1995
=WOULD LIKE TD GET REFUND FOR THE REPAIR THAT WAS LDMPLETED
-SHE DDES MOT HAVE THE REGEIPT

L
PER CUSTOMER, DEALER SAYS:
-CAN-T BIVE REFLUND WITHRUT RECELPT

[ ]
CUSTOMER SEEKS:
~REFUNO FOR REPAIRS COMPLETED

L
CAC ADVISED:
= PROVIDE ORIGINAL RECEIPTS TQ MR. JERRY STACE(CUST. REL MGRS SWC MGR)

= (LCUST REL NGR/SVC MGR) WILL EVALLATE SITUATION TO DETERMINE IF REPAIA IS
REIWBURSARLE.

OWNER RELATIONS VOP/BEMCHMARKING O5/11/98 FAXCARTG




03/11/98

MASTER OWNER RELATIONS S¥STEM 11 14.21
(I P FPREL I I RRRER I I RIRRY Il RITRIRITlIlRITRLITITFESRFER RSttt ettt tt st itl]
TIATOAR GRE: XX15 CONCERN CONTACT EH TYPE: CAR
ATLANT A 21 ZW/TR: CONTACT MER: 108202687 DPEMED: 0371271597
VIN: 1Z2VPTZ 1LIAN ENGINE: U ELDSED: 032171687
UL E L R LR EREA A NEALNERERELERELRELERRLEERL R A L L - R R I VI AR Rl I a1t
LAST MANE: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

CITY: STATE: IP:

HOME PHONE: BUS. PHONE : -
MODEL YEAR: 91 MODEL : PROBE

MILEAGE: 0000 WEh:

DEALER MAME: CHUCK CLANCY FORD 0 SALES CODE: 121005 Fa A OD243
CAUSAL CODES: 1202 1206 D408 SYMPTOMS: 104100

ORIGIN: GD TRAMS. DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 . COMNTACT DATE: Q371471997
ACM. CDDE: ASSIST CODE: W AWARD AMT: C SURVEY: N [¥ OR N]
BUILD DATE: CALIARATION:

ESP INED: EXPIRES:

OPEM RECALL: OWHER MNOTIFIED: MICRO:

COMMENTS :

1997 /03712

wws THIS CONTACT IS5 OPEMED OUE TD OPENM RECALL 96548 »2»

s MAVIS: PROGRAM ==&

CUSTOMER SAYS:

~CLUSTOMER CALLED IN OCTORER FOR REIMBURSEMENT FOR SAFETY RECALL

-THE BEALERSHIP HASZ S5AID THAY THEY MUST DO THE SECDND REEALL BEFQRE HE ECAN BE
REIMBURSED FOR THE SEATHELT THAT WAS REPLACED

~THE DEALERSHLF HAS NOT DOME THE WORK AS OF VET

-LAST CONTACT WITH THE DEALERSHIF WAS 1/13/97

-TOOO STARNS IS THE PERSON WHO HE HAS HEEN WIRKING WITH

L]

FER CUSTDMER, DEALER SAY¥S:

-WILL NOT REFUND UNTIL THE SECOND SEATBELT RECALL
-THE CAMNOT SET UP AW APFOINTMENT YET

»

CLISTOMER SEEKS:

-CONCERN HESOLVED

-

CAC ADVISED:

= INFORMATION HAS BEEN DOCUMEMTEOD ANDR FORMARODED T THE DEALER

=REQUEST MWS. DEEDY STOME (LUST REL MMGR) TO CONYACT THE CUSTOMER WITHIN 2

RAUSTMESS DAYS

1997500 14

LEFT MESSAGE FOR CUSTDMER TD CALL 3713797 AND 3/14/97 TD SEHEDULE HI%S VEHICLE
IN FOR SERVICE FDR RECALL INSPECTION 1]

KRXTHIS IS THE CLOSING CDMMENT

MR, OUAGLIANA 14 SCHEDULEDR IN FDR EOMGERN 3713/97.

I3 DONE

PLEASE CLOSE D5

OWNER RELATIONS VOP/BENCHMARKING 03711798 FAXCARTAO



0a/11/9K MASTER OWNER RELATIONS SYSTIM If 4,211,802
To-—Cc—hmxc-dEdEEENENIAGREE=SS=Ss=STss=cacocinun ENEEEFIRE =S-SRS =3 ====a==S=S======xEC===
a7a7TNH ORF: X109 CDMCERN CONTACT ¥YEH TYPE: CAR
MEMWPHI S 23 INSTR: 82 CONTACT MNER: 1DEVITSEL QFEMED: 03706/ 1997
VINM: |Z?PT21UHH5 EMGIME: U CLOSEN: 0372471997
l----III---lll-IlII===;=====-lln:I---l-llIIll.—.:lI=============;|,=====!in_lllhn
LAST MAME: TATUS CLOSED
TITLE: IRST NAME:
ADDRESS:
CITY:
HOME PHONE : LS. PHﬂHE:
MODEL YEAR: MopEL: PROBE
MILEAGE: WsD:
DEALER MWAME: UUALIT? FORD-MERCUR SALES CRODE: 123289 P& A: {1644
CAUSAL CODES: 3001 SYMRTOMS; 104100
DRIGIM: GO TRANS. DST/RGN: 23 TRANS. DATE: 03/11/1997
EERVICESSALES: 1 COWTACT DATE: 031771937
ACK, CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ DR N)
EUILD DATE: CALIBRATLON:
ESP INFO; EXPIRES!:
OPEN RECALL: OMMNER WOTIFIED: KRICROQ:
COMMENTS @

1997/03/06

e CUSTOMER REQUESTING SERVICE AT THIS DEALERSHIF se+

wsx THIS CONTACT [5 QPENED DLE TO DFEN RECALL 95548 +»»

ees THIS CONTACT [5 OPEMED DLE TO DPEN RECALL 9ES99 +++

#vv WNAVES: SUBSEQUENT =+

CUSTOMER SAYS:

- watHER, N 15 CALLING

- WE RECEIVED THE RECALL LETTERS DH THE SEAT BELTS

- THE SEAT BELTS STICK AT TIMES, THEN THEY WOVE WHEM THEY ARE NOT SLUPPOSED

TO

- WE MEER GETTIMG HIT IN THE HEAD DR NECK WITH THESE SEATBELTS BECAUSE THEY
MOYE INTERMITYTENTLY

L]

PER CUSTOMER, DEALER SAYS:

= WO COWNTACT

-

CLUSTOMER SEEKS:

- TO GET THIS RECALL TAaKEN CARE OF

[ ]

CAC AOV1ISED:

- INFORWATION HAS BEEN ROCUMENTED AND FORWANOED TD THE DEALER

- REMUEST MR.RDY BAOITHNDTT (CUST REL MMGA) TO CONTACT THE CUSTOMER WITHIN

2 BUSINESS DAYS

OWNER RELATIBONG VDP/EENCHMARKING DA9/11/98 FAXCARTG



oa/11/3n MASTER OWNER RELATIONS SYSTEM II 14,21.02
S S S S S AN AEEE IR A EE NN NN RN EE S XY - - - - S S-S S S AN ENEE NN Nk A EmEREEEE OO EmELaEEEEW
E7RTHH GRP: XAD%9 CONCERM CONTACT VEH TYPE: CAR
MEMPHI % 23 INSTR: B2 CONTACT NBR: 1081775631 OPENED : 03/06/1997
VIN: 1IVF T2 WWart I ENGIME: U CLOSED: O3/24/1997
LR L L L L L L L e e e e T R T FE LTI EL PR R R T L I R Y Y T R T I e

1857/03711

was MAVIS: SUARSEQUENT &3

CUSTOMER SAvS:

~CUSTOMER REITERATED THE SAME CONCERN AS STATED 1N THE PREVIOUS CAOMTACT AHOUT
SEATBELY COMNCERM

-THE SEAY BELTS STICK AT TIMES, THEN THEY MOYE WHEN THEY ARE NOT SUPPOSED
R[]

~CUSYDMER HASH'T HEARD FROM THE DEALERSHIF
-

PER CUSTOMER, DEALER SAYS:

=ND CDNTACT

*

CUSTOMER SEEKS:

“VEHICLE REPAIRED

L]

CAC ADVISED:

-DOCUMENTER AMD FORWARDED INFORMATIOM TO THE DEALERSHIP
-~ADVISED CUSTOMER TO CONTACT MR.RDY EBOITHNOTT L(CUSY REL MER)
##ASALES CODE HAS BEEM CHANGED FROM 123278 TO 123789
KAXREGION CODE HAS EEEN CHAMGED FROW 13 TD 23

1997/03/17

AANTHLS I5 THE CLOSING COMMENT

PER DEALER CONTACTED CUSTOMER ON 03/17/97.CUSTOMER BRINGING IMN FOR RECALL
REFALR ON O3/16/97.

OWHER RELATIDNS VOPR/RENCHMARKING O5/11/08 FANCARTG




o9/11 /98 MASTER DWNER RELATIONS S1S7EMm 11 14 .21,02
S S S S-S S S S EE I E T S SN LA N NN N NAN G SRR NN ENAEAEEAENEEECCS =131 J 0. {EemuaEEEEEEENNE - -==—===—
T198WC GRP; XXID CONCERN cONTACI VEH TYPE: CAR

HEW YDRK 13 ZNITR* COMTACT MBR: 1081563752 OPENED: 03/03/1997
VIMN: 1ZVPTIDCAM ENGIME: € CLDSED: D3711/1897
oSS S S S S S S S A I I EE NN AN NN NN S A IS S S S S SN NN S EE I - OEE IR NN GAfEEEEEEEEXO - ————
LAST MAME: TATUS: CLOSED
TITLE: FIRST HAME: HH

ADDRESS:

CITY: STATE: [P: -
HOME PHONE : BUS. PHONE:

MODEL YEAR: MOGOEL:

MELEAGE: BOD00D WsDh:

DEALER NAME: PLEASANT VALLEY FOR SALES CODE: 111541 PE AL (03702
CAUSAL CODES: 1202 3001 SYMPTOMS : 104100

ORIGIN: &0 TRANS. DST/RGW: 13 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: O03/04/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ [¥ OR N}
BUILD DATE: CaALIERATION:

ESP INFQO: EXPIRES:

OPEW REZALL: . OWMER NOTIFIED: MICRA:

COMMENTS :

1897 /03/03

e VEHICLE INVOLVED !N RECALL 9€599: SEATHELT »==
wwh VEHICLE THY¥DLYED IN RECALL 9€548: SEATHELT ra=
bk HAWIS: SURSEQUENT wew
CUSTOMER SAYS:
«xMARY, DAUGHTER, CALLEww»
- SHE IS THE PRIMARY OF THE WEHICLE
= SHE DRTAINED SCO¥ FROM AMOTHER FORD BDEPARTMENT
- HAS NOT TAKEN YEHICLE IN TC & QEALER YET
- HAS CALLED A COUPLE OF DEALER AND THEY ARE ADVISIMG THAT ANYTHING ELSE TDO
BE DOME TD SEATEELTS THAT IS5 MDT LISTER 1IN RECALL CUSTOMER WILL HAVE TO PAY
FOR
- DRIVER SEATRELT CHOKES HEA AMD SHE WOULD LIKE TH1S REPALRED AS MWELL
[ ]
CUSTOMER SEEKS:
= EVERYTHING THAT IS WRONG WITH EMTIRE SEATEELT SYSTEM [OTHER THAN THOSE
LISETED LUMDER RECALL) TO BE REPAIRED
-
CAC ADVISED:
*+REGARDIMNG OFPEN RECALL=+™
= INFORMATIDN HAS BEEN DOCLIMEWTED AMND FORMARDED TO THE OFALER
- REQUEST SUSAN DOLLINGER [CUST REL MNGR) TD CONTACT THE CLISTOMER WITHIN
2 BUSINESS DAYS
«+REGAROTNG ENTIAE SEATRELT SYSTEM+~¥
= WARRANTY HAS EXPIRED
- FORD WILL MOT PROVIDE FINANCIAL ASSISTANCE TO THE COST OF THE REPAIR
199703704
H#H4ATHES TS5 THE CLDSING CDMMENMT
CAC PLEASE FOMARA TR 4 CLOSER DEALER POSSIBLY PLEASANTVILLE FORAD

OWKNER RELATIONS VOP/BENCHMARKING O5/11798 FAXCARYG




o911 /98 MASTER DWNER RELATIONS SYSTEM 11 14,.21.02
---II========.—-lI-II=======:--III'l======llll.ll::====Ult:::::I.ll.-:::::-!!..l--
GTHZJL GRP: XM08 [NFORMATIDN CONTAGCT VEH TYPE: CAR

LO5S ANGELES T IN/TR: CONTACT NBR: 10B151022 OPEMED: 0273771997
WIN: 1299121%!5“ EMGINE: U CLDSER: 0272771997
EEELE=-====T =-T-==IHHIIIS==-I'I'-IIIII:====IIIII-==
LAST NAME : ATUS: CLDSED
TITLE: FIRST MHAME: . W

ADDRESS:

CITY: STATE: P: -
HOME PHOME; EUS. PHOMWE: XT: O

MODEL YEAR: 91 MODEL :

MILEAGE: 45000 Wab:

DEALER MWAME: DOW KATT FORD SALES CODE: 1710549 PEA: D5523
CAUSAL CDDES: 1104 SYMPTUMS : 104100

ORIGIN: [11] TRANS. D5ST/RGN: TRANS, DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CIDE: ASS5IST CODE: AWARD AMT: O SURVEY: (Y OR N)
BEUILD DATE: CALIBRATION:

E5P INFO: EXPIRES:

OPEM RECALL: OMNER MNOTLFIED: MICRD:

COMMENTS ;

199T7/03/27

wes MAVIS: DRIGIMAL +#*»

CLSTOMER SAYS:

- RECALL WORK waS PERFORMED 132/96

~ DRIVES SIDE RESTRAINT SYSTEM APPLIES ITSELF TOQ ToOOQHT

L]

PER CUSTOMER, DEALER SAYS:

- REPAIR WOULD COST $300.00

=~ ASSEMELY WOULD WEED TD BE REPLACED

L 4

CUSTOMER SEEKS:

= FINAMCIAL ASSISTANCE
]

CAC ADVISED:
= WARRAMTY HAS EXPIRED
- FORD WILL NOY PROVIDE FIMAMCIAL ASSISTANCE TO THE COST OF THE REPAIR

OWKER RELATIONS vOP/BEMCHMARKING 09711798 FAXCARTG




oa/11 /88 MASTER OWMER RELATIONS Sv¥STLM |1 14.21.02
BN EEEEEINOCCIALCIOICIEEENORT S S rESS IS SSSSSSIIS IS SIS IS S SSREFFINEAUNEENEEER
108B5RKS GRF: AKIT CONCERM CONTACT VYEH TYPE: CAR

HOUSTON 57 ZNJ’TR:* COMTACT MBR: 108147000 DPENED: D2/2&/ 19497
V1N: 1ZVYPTZ 1USNS EMGIME . U CLOSED: 03f10f1997

LAST MNAME: TATUS: CLOSED
TITLE: FIRST HWAME: I:

ADNRESS !

CITY: GYATE: IP: -5661
HOME PHONME : BUS. PHOME:

MDOEL YEAR: MODEL :

RILEASE ; AOOD0 WsD:

DEALER MAME: LOME STARFORD IMC RALES CODE: 152029 P B A; OBRA4T
CAUSAL CODES: 1206 SyYMPTOMS : 164 100

ORIGLN: B0 TRANS, PRST/RGN:; N2 TRANS. DATE:
SERVICE/SSALES: 1 CONTACT DATE: 0272871957
ACK. CODE: ASSIST CODE: W AWARD AMT : Q SURVEY; ¥ (¥ OR N)
BLILO DATE: CALTERATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OWHER MOTIFIED: MICRO:

COMMEMTS :

1987/02/ 16

#vx NAVW]S: SLIASEDLIENT #&x

CUSTOMER SAYS:

1/B00 - HAVE HAD THE NUNBER AND 1T IS (N THE RECALL INFORMATION

= Al THE SEATBELT ON THE DRIVERI SIDE FRIOR TO THE RECALL MNOTICE

- THE WOTOR WAS NOT WORKING CORRECTLY

- WE HADF IT FIKED AMD IT COST ME §540,53

- THEN WE GOT THE RECALL NOTICE 98548 AMD WE BRUUGHT THE CAR IN AND THEY
GHECKED IT OUT AND THEY STATED THAT IT WAS FIKED CORRECLTY

- WANT THE RETMBURSEMENT FOR THIS AND WE WANT YD CHANGE THE BELTS

- THE CHANGED THE BELTS ON ONE SIDE AND THEY STATED THAT THEY WOULD SEMD [N
THE PAPERWORK FOR REIMBURSEMENT

- THE TOOK THE ORIGINAL RECIEPT FROM ME AND ARE NOW TELLING ME THAT THEY
CANNDT REIMBURSE ME FOR THIS BECAUSE IT DOES NOT SHOW THAT [ PAIR FOR THIS..,
WHICH I DID

- GOT A COPY OF THE RECIEPT FROW THE SHOP THAT DID THE REPAIR AND TDOK THIS
COPY IN AMD MNOW THEY OON'T BELIEVE ME THAT I PAID LUNTIL THEY SEE MY VISA
RECIEPT AMD I DO HOT WAVE A RECDRO OF THAT... THE REPAIR WAS IM 1995 AMND T DO
NOT HAVE MY VISA RECEIPT

,*

RER CUSTDMER, DEALER SAYS:

SERVICE: VICTORIA

- ME HavE TO CHECK 1T OUT TO MAKE SURE THAT IT WAS FIXED CORRECLTY

OwNER RELATIONS VDP/BENCHMARKIMG 09711798 FARCARTG




oas11/98 UASTER OWNEZ RELATIDONS SYSTEM 1! 14.21.02
---.-lI--l---I.III----======..II.======lIIllll:===I.I.-Illt::::lll-l:_—,;ﬁ‘lltt:::
1095K5 GRP: Xx17 CONCERN CONTACT VEH TYPE: CAR
HOWSTON 57 ZN/TR; Bi CONTALT NBR: 108147030 OPENED: 02/36/ 1997
VINM: 12¥YPT21USN ENGINE: U CLOSED: 03/10) 1997
:k::::=I-II----------IlII..-::===..-l--======-'l.-I.:::::::...l:::ql.l...l-::ﬂ..
1987 /02/26

- 1T IS FIME

- ME WILL SUAMIT THE CLAIM TD FORD
~ MEEC THE YISA RECEIPT

.

CUSTOMER SEEKS:

~ WANT REIMBURSEMENT FOR THE RECALL 9G654E

[ 3

CAC ADVISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. BRAD STRAPP (CUST REL MNGRR) TQ CONTACT THE CUSTOMER WITHIN 32
BUSINESS DAYS

- THE CUSTOMER WAS DISCODWMECTED IN THE MIDDLE OF THE CALL FOR ND REASON

1997/03/0a

#FFTHIS 1S THE €LOSING DOMMENT

DEALERSHIP SV DIRECTOR CONTACTED CUSTOMER TO FIND OUT ABOUT RECALL CUSTOMER
STATED THAT HE DROP OFF HI5 INVOLICES TO THORTON FORD WOT LOMESTAR THES CONTACT
SHOULD BE OPEMED ON THORTOM FORD NOT LONESTAR FORD

DWHER RELATIONS WOP/HENCHMARKING 09711798 FAKCARTG




09/14/98 MASTER OWNER RELATIONS SvSTEM II 14,921,032
LB A R R R ELNFENLREERNELFER SRR SRS I R R e - IS S CSrCIEAKLISC-I IS S=S=SEZ=T
A4 SR GRP: Xx13 EONCERKN CONTACT VEH TYPE: CAR
DALLAS 52 ZN/TR: D2 COMIACT MHAR: 107749330 OPEMED: 11/711/19956
VIN: 1Z2vr 1207 ns I ENGINE : € CLOSER: 11719/ 1996
FAEEEEAEEEAREF s R el - ST - ST S S S S S S EEEE LI I SASESESAN A EE I - SESE S CEE S SEEECX CEEEENENESEDESKDE S BN
LAST MNAME: EThTUE CLDEED
TITLE: IEET NEME :

ADDRESS :

oITY: u'rl-: ]
HOME PHONE :

MODEL YEAR: HDDEL PROBE

MILEAGE: wsp:

DEALER MNAME: uacx:s CDDPER FDRD SALES CODE: 152208 P& A: ODEETO
CAUSAL CORES: 1203 SYMPTOMS : 104100

ORIGIN: [ 4] TRANS. DST/REM: L} TRAMS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/11/1998
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (¥ DR N)
BUILO DATE: CALIHRATION:

ESP INFO: EXPLRES:

OPEM RECALL: DWWER MOTIFIED: MICRG:

COMMENTS :

1006411711

wwe THIS COWTACT IS OPENED DUE TO OPEN RECALL 95548 & 95590 wws

wed MAVIS: SUBSEQUENT wve

CUSTOMER SAYS:

=THE SEAT BELT QULT

=TOOK 1T TO A NOM-FORO DEALERSHIP TO TRADE IT IN AND WANTS TD GET THE
VEHICLE'S SEAT BELTY FIAED

-THE MATOR LOCKED UP TOO

L]

PER CUSTOMER, OEALER SaAYS:

-Ml CONTACT

[ ]

CUSTOMER SEEKS:

=T GET THLS RECALL COMPLETED

L]

CAC ADVISED:

=INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TO THE DEALER

~REOUEST MR. RICK PARKER, CUST RFL MMGR/SVE MWGR, TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAVS

199811712

¥H¥ATHIS IS THE CLOSING CDNMENT

CUSY CAME 1IN DM 14-11-96 ROF1OTOGG HAD TD SPECIAL TRDER FARTS FOR RECALLS

OWNEE RELATIONS VOP/BENCHMARKING 09711798 FAXCARTG




29711798 MASTER OWHER RELATIONS SYSTEM II 14.21.02
[ AL AT I8 R FraTTr i A Pl R R R RFRERERS YR ERRRERTAFR-ERREREFL IR RREEFT L L LI L ELIFTELLE]
07720L GRP: Xx05 CONCERN COMTALCT VEH TYPE: CAR

PITTSRAURGH 44 INSTR: CONTACT WBR: 107764921  OPENED: 11/14/199G
VIN: 1szTzu:zN5_ ENGIME: € CLOSED: 11/21f1996

EIEE-—ESEANSESASEEEE SFEEE IS S FESSEEENAEEEEEEE FEEEEERENFIALUEEEEE NS S SAEEEExrSEEEEExXx—-EER

LAST NAME: TATUS: CLOSED
TITLE: FIRST MNAME: :

ADDRESS -

CITY: STATE: P: ]
HOME PHONE : AUS. PHONE :

MOOEL YEAR: 91 MODEL:

M1LEAGE ! 1 RO

DEALER NAME: BOB GILLINGHAM FORD SALES CDDE: 144127 P& A 02199
CAUSAL CODES: 1204 1209 SYMPTONS : 104 100

ORIGIN: =] TRANS. DST/RGN: 44 TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/14/1998
ACK . CORE: ASSIST CODE: R AMARO AMT: O SURMEY: ¥ [¥ DR WY
BUILD DATE: CALABRATION:

ESP TMNFQ: EXPIRES:

OPEN RECALL: - OWMER HOTIFIED: MICRO:

COMMENTS -

199611714

4%¢ YEHICLE IMVOLVED IM RECALL BESES #iw

s+m YEHICLE INVOLVED IN RECALL 98548 ++»

wiw MILEAGE UMAVAILABLE +++#

CUSTOMER SA¥S:

H15 MDTHER IS CALLING

RECEIVED A RECALL LETTER OM THE S5EAT BELTS

THE SEAT BELT IS MOTORIZED AMD DOES WOT MOVE BACK 1M THE TRADM
IT IS NOT WRAPPING ARQUNC THE DRIVER

' ]

x

FER CUSTOMER, DOEALER SAYSG:

- HAD AN APPOINTMENT SCHEDQULED FOR 11713795

- THEY TOLD HIM THAT THE PART IS DN NATIOHAL BACKORDER AND WOULD WOT HOWOR THE
APPOINTMENT

- If¥ HE WERE TD BRING THE VEHICLE IN, THEW THEY WOULD MOT BE ABLE TO RELEASE

THE VYEHICLE TQ HIM BECAUSE DOF THE SAFETY ISSUE
*

CUSTOMER LEERS:

= TO QET THE RECALL wWORK PERFORMED

-

CAC ADVISED:

-IHNFORMATIDN WAS BEEN ROCUMENTED AND FORWARDED TR THE DEALER

-REQUEST CUST REL MGR MICHAEL MURAD TO CDMTACY THE CUSTOMER WITHIWN 2 BUSIKWESS
DAYS

DOWHER RELATIONS wOP/BEMCHMARKING 0O/11/98 FANCARTA




o -FRE -T2 MASTER OWKER RELATIDNS SySTEM |I 14,21.02
N mmE=S S =SSCSC oA AN ANENE NS EEE =SS SSS=SS3INEENEAMEErrCT-o = oEwESNSmEEr——=—===
077201 GRP: XADS CONCERN CONTACT

VEH TvPE: CAR
PITTSEBURGH 14 znfrﬂglliilll CONTACT NHRE: 10776496491 OFEMED: 1171471996
VIN: 1ZvPTIOCIN ENGINE: C CLOSED: 11/24/1998
EESSI TSI EEEENRLEARmEC=======

1886/ 117 14 o

#H¥THLS 15 THE CLOSIMNG CDMMENT
MRS

CALLED MICHAEL WURAD THIS MORNING ABOLT HER SOM% APPDINTMENT,
WHICH HE HAR CANCELLED FDR

11131996, MR MURAD 1NFORMED MRS MTHH
HER SON COULD BRING !N C4R TODAY AND HE MOLLD TAY TO GET PAERT ECALL
FOR THE SEATBELTS. ALSO INFORMED MWRSZ

THAT THE CAR WOULD HAVE TO STA
¥ FOR & COUPLE OF DAY UNTIL THE SEATBELTS ARRIVE.MRS WaS VERY WORR!

ED ABOUT HER SON ORIVING THE CAR WITHOUT THE SEATBELTS WOPKING. MR MURAD ASKED
IF HER SOM CDULD BRIME 1M THE CAR TODAY SHE SAID HE wOULD HAVE 1T HERE, AS
OF 3;00 P_M. THE CAR HAS STILL NOT BEEMW BROUGHT IN. CALLED MRS

AGAIN BEFORE CLOSING THIS OUT SAID THAT THE CAR wWOULD BE HERE MNG.
INFORMED TO USE THE LAP BELT.

JWNER RELATIONS VOP/BENCHNARKIMG O5/11798 FAXCARTG




ogf11/98

MASTERF OWMER RLLATIONS SYSTEW 1% 14_21.02
B R R R R R - R - PR N B R N RS T A AT SRR IR I RN ]
TTAITR CRP; K04 CONCERN CONMTACT VEH TYPE: CAR
KANSAS CI1TY 33 ZHKTR;* CONTACT HBR: 10781133%  OPEMED: 11/36/1996
VIN: 1ZVAT21LAN EWGINE: U CLOSED: 1370371995
IS SRS EEC - ¥ S LS SRS RECCSNECS SRS S S SESFEOCST T CECS TS OSSR TESSCSRESANISS R SSIRE==a2H
LAST MAME : STATUS: CLOSED
TITLE: IRST MAME: L:

ADDRESS:

CITY: TATE: .
HAME PHONE : Us. PHONE: EXT: 4345

WDODEL YEAR: T ] MODEL : a

MILEAGE: S0000 WED:

DEALER NAME: FRIEWDLY FORD INC  SALES CDDE: 153480 PE A 05017
CAUSAL CDDES: 1203 SYMPTOMS : 104 100

aRiGIN: GO TRaMs. DST/RGN: 52 TRANS. DATE:
SERVICE/SSALES: 1 CONTACT DATE: 1172671986
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: r (Y DR M)
BUILD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:

DPFEN RECALL: OMMER WOTIFIED: MICRO:

COMNENTS

19985 11/248

+»+ THLS GONTACY 1S DPENED DUE TO QPEN RECA
sev MAVIS: SUBSEDUENT s+

CUSTOMER SAYS;

-1B00# FROM DWWERS GUIDE

-15 AWARE SHE IS INVOLYED IN THE RECALLS
"

PER CUSTOMER, DEALER SAYS:

-HO CONTACT

[ ]

CUSTOMER SEFKS:

-BUILD DAYE/WARRANTY START DATE

-RECALLS PERFORM DN SEAY BELTS

L}

CAC ADV1SED:

RE: RECALLS

=[NFORMATION HAS HEEN DOCUMENTED AMO FORWARDED

LL 95548 AND 95599 +«+»

TO THE DEALER

-REQUEST MR.JOE MAHARG {CUST REL MMNER) TO CONTACT THE CUSTOMER WITHIN 2

BUSENESS DAYS

RE: BUILD DATE/WARRANTY
-PROVIDED REQUESTED INFORMATIDM
Fr¥TAIS IS THE CLOSING COMMENT

S/4 BILL MELSON SPOKE wWITH CUSTOMER 11/28 aND SCHEDULED APPOINTMENT FOR NEXT M

DNTH TO PERFCAM NECALLS OW HER VEHICLE.

WMER RELATIONS VOP/BENCHMARKING 0D9/11/98

= JOE MAHARG

FARCARTG



o9/11/98 MASTER OWMER RCLATIONS SvYSTEM LI 19.31.02
LR LR R R R L N I Y L L T T R R R T AN PR L] N N Y
XSA3CT GRP: XA 10 CONCERN COMNTACT VEH TYPE: CAR
KAWSAS CITy 93 ZN;’TR:ﬁ CONTACT WER: 107BS5T44G  OPEMED: 12709/ 1996
VIN: 1IVPT22LSNS ENGINE: | CLOSED: 12/1%/1996
L e e e LT A A T 1 I T I 1 1 T I T T T R R R R N R R R T R R R T - T Y Y N N N Y
LAST MAME: STATUS: CLOSED
TITLE: FIRST HWAME- MI:

ADDRESS:

CITY: STATE: LIP:

MOOEL YEAR; az MCDEL: FROBE

MILEAGE ! 93000 usp:

DEALER NAWE: HBiL!L GREER MOTORS T SALES CODE: {53458 P& A: 05370
CAUSAL CODES: 1103 SYMPTOMS : 104 100

ORIGTIN: GD TRAMS. DST/RSN: 53 TRAWS . DATE;
SERVICE/SALES: | . CONTACT DATE: 12/10/1296
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {r OR N]
BUILD DATE: CAL IBRATIDN:

ESP IMNFOD: EXPIRES:

OPEM RECALL: OWNER MDTIFIED: MICRD:

COMMENT 5

1998/127/09

= YEHICLE INVOLVED IN RECALL 95568 #»v
««m VEHICLE TWVOLVED IW RECALL 95548 we=
+dx NAVIS: SUBSEQUENT we=x

CUSTOMER SAYE:

= MHR. SHAW I3 CALLING FDR LOMFANY

- SEATBELTS ARE MWOT WORKING.

L
PER CUSTOMER, DEALER SAVS:

- NO CONTACT
.

CUSTOMER SEEKS:
= SEAT BELTS REPAIRED.

[
CAC ADVISED:
= INFORMAT IOM HAS BEEN DOCUMENTED AND FORMAROED TD THE DEALER

~REQUEST MA.BILL TALBOTT |CUST REL MNGR/ S¥L MNGR) TD EONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS~-

1996/12/10

SASTHES 15 THE CLOSIHG COMMENT

CALLED CUSTOMER TO TELL THEv wE whHULD DROER THE BELTS FOR THE PROBE.THEY TOLD
HME NOT TD ORDER ¥ET BECOUSE THEY HAD TaAKEN I'T TO THE SALE IN KC AMO MAY NOT

AAVE THE CAR TOMARRDW.THEY WILL LET ME KMOW THE STATUS LATER.
HOW AN A USED CAR DEALER HE A WLE1!IL

DWMER RELATIONS VOFSEENCHMARKING O8/11/98 FAXCARTS




09/11/498 MASTER DWNER RELATIONS SYSTEM 11 14,.21.02
EBEDAM GRP: X%13 INFORMAT ION CONTACT YEH TYFE: CAR

SDR 10 ZMSTR: N2 CONTACT MBR: 107929B7% OFEHED: 01703/ 1997
VIN: | EMGINE: CLOSED: O1/027 1987
EF I I Fes S FAR I rF S - S r F A S R Fr S S S S SRS L R T I I A I I I N E S EES I SN EEE S RN EEEAESEEEEEAEER
LAST NAME: STATUS: CLOSED
TITLE: ST NAME : 1:

ADDRESS:

CITY: ATE: IP: I
HOME FHOKE: BUS. PHONE:

MODEL YEAR: a2 MODEL: FROBE

WILEARE: 75000 wsh:

DEALER NAME: HECKMAN FORD 1NMC SALES CODE: 153484 F A A: OBO0B
CAUSAL CODES: 1215 SYMPTONS : 104100

NRIGIN: &0 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASGIST CORE: AWARO AMT: 0 SURVEY: (¥ OR N)
BULLD DATE: CALIBRATION:

ESP INWFO: EXFIRES:

GPEM RECALL: . OWNER NDTIF1ED: MICRO:

COMMENTS =

1997701502

v WIN NOT AVAILABLE - VEHICLE AT DEALERSHIP ++=
CUSTOMER SA¥S:

- THE YEHICLE WAS PURCHASED USED

- CLUSTOMER RECEIVED A RECALL MWOTICE OM THE SEATBELT
= CUSTOMER WENT TO THE DEALERSHIF OM 12/20/88

= THIS SEATBELT RECAL| HAS WOT BEEN FERFOAMEQ AT THE OEALERSHIP
.

FER CUSTDMER,. DEALER SAYS:
=~ THIS SEATRELT RECALL CAN BE PERFORMED 13/2B/9E

L]
CUSTOMER SEEKS:
- RECALL PERFDORMED AS SOCN AS PODSSIBLE

L

CAC ADVISED-:

RE: RECALL COMCERN

~INFORMATEON HAS REEM DOCUMENTED ANO FORMAROED TO THE DBEALER

-REQUEST MR. JDE WUMNDERLY (CUST REL MWGR) TO CONTACT THE CUSTOMER WITHEN 2
BUSIMESS DAYS

THIS COMTACT HAS BEEN UPGRADED. THE MEW CONTACT I3 107931248

OWHER RELATIONS VOP/BEMCHMARKING O8/11/88 FAXCARTO




oas117498 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
B Y FEL R RN T RNENETRERLLREDERRENLNELNERE®SEEN B R IR N R R R R R R R R Rl e
11SHEK GRP: Xx09 CONCERM CONTACT VEH T¥PE: CAR
CHICAGOD 41 ZNSTR: EA COMTACT HMER: 107530552 DPENED: O41/0D271997
YIN: 1ZYPT20CHANS 191251 ENGINE: C CLO%ED: O1/513/1997
IS EESEsEEEEeshe Al IS F AN AN F I SIS EE S S SIS S S NN NN NN NS EEEEEEOOIOXEOOICCSDE
LAST MAME: STATUS: CLOSED

TITLE: FIRST NAME: MI:

ADDRESS:

CITY: STATE : ZIP: E
HOME PHONE : BUS. PHONE : EXT: 2680

WODEL YEAR: 232 MODEL:

MILEAGE; 53000 Wsh:

DEALER MAME: BRAEGER FORD, INC. SALES CODE: 141033 F A& A: D1783
CAUSAL CODES: 1203 0403 SYMPTOMS: 104 100

QRIGIN: Ga TRANS. DET/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 01/03/1887
AGK. CODE: ASSIST CODE: R ANARD AMT : O SURVEY: ¥ (Y OR NI
BUILD DATE: CALIBRATIDON:

ESP INFO: EXPIRES:

OPEM REGALL: OWMER NOTIFIED: MICRO:

COMMENTS :

1897501 Q2

sus THIS CONTACT IS DPENED DUE TO OPEN RECALL 9554%, 96599 s
*vs MAVIS: SUBSEOQUENT sew

CUSTOMER 3AYS:

- BOO ¥ FROM TRE CUSTOMER SERVICE DFFICE IN WIS AREA

- THE SEAT HELT SWITCH IS BAD

= 15 HAVING THE SEAT BELT RECALLS DONME

-

PER CUSTOMER, DEALER 35AY¥35:

- THIS SMITCH TS5 NOY COVERED UNDER THE RECALL OR THE ESP

- OME RECALL PARTY IS IM AMP THEY ARE DRDERING THE DTHER PART NOW
]

CUSTOMER SEEKS:

- IS THIS SWITCH COYERED UMWDER TrE RECALL

L ]

CAL ADWISED:

RESARDING THE SWITCH QUESTION

= DEALER 1% IN THE BEST POSITION TO PROVIDE TECHMWICAL ASSISTANCE.

- FDRD SUPPDRTS THE DIAGMNOSIS OF THE DEALERSHIP

REGARDING THE RECALL

=INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-REOUEST MR. JEFF LEMNIE [CUSTY REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BULINESS DAYS
1997/01/08

#H¥¥THIS I5 THE CLOSING COMMENT

SOUTHGEATE FORD CALLED CUSTOMER AND TOLD HIM HES CONCERN WAS COVERED UNDER
THE RECALL, AND WE WOULD ORDER THE PARTS. CUSTUMER WAS HAPPY,

OWNER RELATIONS YOP/BEWNCHWARKING O8/711/98 FAicaRTG




a9f 11/ 98 MASTER DWNWER RELATIOMS SYSTEM L) 14,.21.023
EEENEEF-C- eIz anANEECFEENIGECSCENESSSEcCc At EELAERE s Rl FEECEEES S SAa=S===--EEE4AN
SA0EAK GRP: XX47 CONCERN CONTALCT VEH TYFE: CAR

SOR 10 ZHJ’TR CONTACT MBR: 107931248 QPENED: O1/02/71997
VIM: 12‘UP‘IEDE2M5 ENEINE: C CLOSED: O2/04/1997
EEEEEF=———kEx kA EFEE T IFEECER - CSRFRF=—rcl-——REMEEEEEER= EEETCT=-C-SFgRgFP==—=—=—m===x=-aIEHEER
LAST MNAME: l'lnl'Ll'E CLASED
TITLE: !RST MAME :

ADDRESS :

CITy: TnTE

HOME PHONE : 5. FHONE:

WMODEL YEAR: MODEL ; PROBE

MILEARE: WED:

DEALER MANE: EEGKHAN FORD INC SALES CODE: 133464 P& A OS008
CALUSAL CODOES: 1215 SYMPTAMS : 104100

CRIGIN: &0 TRANS. DST/RON: 483 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/2B/1997
ACK. CODE: ASSIST CODE: F AWARD AMT: O SURVEY: ¥ (¥ DR NH)
BLILD DATE: CALIBRATIDN:

ESP IMFO: EXPIRES:

OFEN RECALL: OWMER MNOTIFIED: MLCRO:

COMMENTS !

19aT/01/02

aen YIN NOT AVAILABLE - WEHICLE AT GIEALERIHIF w»

CUSTOMER SAYS:

= THE VEHICLE WAS PURCHASED USED

- CUSTOMER RECEIVED & RECALL MOTICE OM THE SEATBELT

= CUSTOMER WENT TO THE DEALERSHIP DN 12/20/94

= THIS SEATBELT RECALL HAS NOY BEEN PERFORMED AT THE DEALERSHIP

-
PER CUSTOMER. DEALER SAYS:

- THIS SEATEBELT RECALL CAN EE PERFORMEDR 13/18/98
L

CUSTOMER SEEKS:
- RECALL PERFDRMED A5 SDON A5 POSSIELE

-

CAC ADVISED:

BE: RECALL cCONCERM

-1INFORMATIDN AAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MP. JOE MUNDERLY {CUST REL MMNGR) TO CONTACT THE CUSTOMER WI1THIW 2
BUSINESS DAYS

THIS CONTACT I5 AN UPGRACE OF CONTACT NUMBER 107929879

waw YVEHICLE INVOLVED 1K RECALL 9BS48 & DBAJIY +4s

was MAVIS;: SUASEQUENT wew

CUSTOMER 5SAYT:

- SHE MNOW HAS VIM

.

CUSTOMER SEEKS:

~ SHE WANTS TD FAX FORD A LETTER

*

CAC ADVISED:

-INFOEMATION HAS BEEH ODCUMENMTED ANE FORWARODED TO THE DEALER

-REQUEST MR, JOE WUMDERLY FUST REL. MNGR Ta CONTACTY THE CUSTOMER WITHEN 2

OWNER RELATIDNS VOA/BENCHMARKING 09/711/98 FAXCARTG




a9/ 11/9n MASTER OWMER RELATIONS SvSTEM 11 id._21.62
-hii-:----------.&-------::-:z::===||.||-n;..=====1;ui;:;::_:::::.....::::::::
SALBAK GRP: Xa17 CONCERN CONTACT VEH TYFE: CAR

SR 10 ZNSTR: CONTACT WER: 107931248 OFEMED: 170271997
VIN: 12¥PT2OCENG ENGINE: CLOSED: 02/04/1947
.l'.l======l—'--=l=‘--F--d-i--:---l---...--.-----=====| IENAmdwce==—=———gEARNNEoEExx===
1087701702

BUSINESS DAYS

- QAVE MAILING ADDRESS

F ]

CAC ADVISED:

- UPDATIMNG CAUSAL CODES

1987701 /08

w3 NAUES: SUBSEQUENT rww

CUSTOMER SAYS:

= FRIEMD ZALLINS ON BEHALF DF CLSTOMER

- THE RECALL HAS BEEM COmPLETED, BUT THE DEALERSHIF WAS VERY HUDE

E

PER CLUSTOMER, DEALER SAYS:

=~ WERY RUDE TO THE CUSTOMER
.

CUSTOMER SEEKS:
- 7O GET AM APDLDGY FROM THE DEALERSHIP

.

CAC ADVISED;

= WILL FOREWARD THIS TD THE CORRECT DEPARTMENTS WITHIN FORD

CUSTOMER 3AYS:

= CALLING BACK WITH THE SAME CONCERNYS

" WOULE LIKE TO KNOW wHO TD TALK Td 1IN REGARDS TO THE DEALERSHIP TREATMENT

PER CUSTOMER. DEALER SAYS:

= NOT MENTI1IMED

"

CUSTOMER SEEMS :

= FILE COMPLAINT W1TH CORRECT DEALERSHIP

L ]

CAC ADVISER:

= IT 15 HAHOLED [N THE CORRECT DIRECTION

- ASSURE vOU THAT 1T IS HANDLED TM THE CORRECT MAMNWER
t8a7/01/28

#¥FTHIS IS5 THE CLOSING COMMENT

CSN COMMENTE - RECALL REPALRS COMPLETED. WO FURTHER ACYION REQUIRED FROM FORD.
CUITOMER SAYS:

= SHE HAS A CARD STATING TO CALL FDRD

PER CUSTOMNEAR, DEALER SAYS:
= NOT MENTIONED

-
CUSTOMER SEEKS:
- WANTED TO DETERMINE THAT FODRD HaOo HEARD OF HER TREATHMENT AT THE DEALERSHIP

L

CAC AOVISED:

OWNER RELATIOMNS wOF/HENCHMARKLING 09711788 FAXCARTG




o911 /98 MASTER DWNER RELATIONS SYSTEM II 14.21.02

Bkl e N s S S S SS - AFFEEFAI NN N kO - S = OO EFINEEEEREEC===-=--— - EmAEEE P EREE
S5AS8AK GRP: AX1T CONCERN CONWTACT YEH TYPE: CAR

SOR 10 INSTR. N2 CONTACT NBR: 107931246 DPENED: 01/02/1867

VIN: 12VPT20C2N EMNGIMNE: ¢ CLOSED: Q20471997

AEEIRNFISEEEEEEEEEEEREkKE - S-S EFEEEEN AN AEEEN x-S F EEEEEEEEEEEr=--—==——mmw
1997 01 /28

= FORD IS AWARE OF HER SITUATION
- INFORMATIDON WAS SENT FORWARD TO THE AFPROPRIATE OFFICES
- THE LETTER SENT WAS PCOR DEALERSHIP LETTER [CONTACT & 107044794)

DWNER RELATIONS VOP/BEMCHMARKEING 011798 FAKCARTG



Qosf 1/ a8 NASTER OWNER RELATIONS SYSTEM [ 14.21.02
CEE T rCFEEEESEEEFEAGEEEEENaAAER-—EAEExC-EE-—=-AR-axTRa=--— - E-c-- - =ST==FNEN=--—EEE=FEEEEER
4154CT GAP: Xx14 CONCERM CONTACT VEH TYPE: CAR

WASHINGTOM 27 ZN/TR: EOMTALT MNEBR. 107944R93 OPEMED: O17/07/ 1997
VIN: {IVPTIOCANS EMGIME: € CLOSED! 01720/1997

EE—EErsrsSxraolsrrikdscEfgEErEERER k- k- —Br T o CE TSSO OESAPFAFEESSESNFFEAREESs wro s

LAST MAME: TaTus: CLOSED
TITLE; FIRST NAME: 1: R

A 55

CITY: STATE: v [
HOME PHIONE - BLYs., PHOME:

MODEL YEAR; @2 MODEL :

MILEAGE - 000 WD -

DEALER NAME: SHEEHY FORD OF GALT SALES CDDE: 127020 F B A: OOBBA
CAUSAL CODES: 1203 SYMPTONS: 104100

DRIGIN: &u TRANS. DST/RGN: 27T TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 0470871857
ACK. CODE: ASSIST CUDE: W AWARD ANT: O SLRVEY: Y (¥ DR N)
BUILD DATE: CALTARATION:

ESP INFO: EXPIRES :

DPEN RECALL: DWNER NOTIFIED: MICRG

COMMENTS ;

1297/01707

*sw FTHIS CONTACT IS OPEMED DUE TD OPEN RECALL B&S4B,95585 v+

svs NAVIS: ORIGINAL *v4

CUSTOMER SAYS:

~RECEIVED LETTERS FOR RECALLS 9554H,9E589

-ND OTHER CONCERNS OM THE VEHICLE

»

PER CLSTOMER, DEALER SAYS:

-ND CONTACT

L]

CUSTOMER SEEKS:

-RECALLS COMPLETED

L]

LAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REOUEST MR.JESSE DOODY CUST REL MNGR TO CONTACT THE CUSTOMER WITHIN 2
BUSIHESS DAYS

1997/61/09

###THIS I3 THE CLOSING COMMENT

CUSTOMER WAS COMTACTED OH 01/03/1957 AWND AN APPOINTHENT WAL MADE FOR @vf13/1as
7 TD ADDRESS THE RECALL CONCERNS DN THEIR VEHICLE.

OMHER RELATIONS YOP/BENCHMARKING Od9/11/98 FAXCARTE




ca/i1/98 MASTER OWNER RELATIONS SyYSIEM II 14.21. 42
======ﬂﬂ---.‘.--l------:lx=:--l-|.-.-----.:--::::::::;ll.l-:_:::::::n..-..---::
4134CT GRP: Ka14 CONCERM COWNTACT VEH TYPE: CAR
WASHINGTON a7 zuﬁn:h CONTAGT MNBR: 107944B%1 QPENED: 0170771997
VIN: 1I¥PT2OCKENS ENGIME: C CLOSED: 0172071897
g T s S S EAAN LI NSNS NI F - S S NN NN SN G EEE S T rAANAA EEAmNEEEER === Do EEEEEEs
1997/01/13

e MUVIS: DRIGIMAL #*»
CLSTOMER SAYS:

- WANTS TO GET THE SEAT BELTS FI1XED DN THE VEHICLE
= PART WAS NOT AVAILARLE FOR REPAIRS O1-13-97

PER CUSTOMER, DEALER SAYS:

= PARTS MWILL NOT BE IN UNTIL 0i-12-97
.

CUSTONER SEEKS:
- WANTS TD GET THE SEAT BELT RECALL PERFORMED QW THE VEHICLE

.
CAC ADVISED:

- OEALERSHIPS ARE INDEPEMDEMTLY DWNED AND OPERATED
= COMNTACT JESSE DOODY SERV. MGR> FOR FURTHER EXPLAMATION.

OWNER RELATIONS VOP/HEWCHMARMING O8711/98 FAMACARTG




o9/ 11 /98 MASTER OWHER RELATIONG Sv5TEM II 14.21.02
=SS S=S =SS 2= S-S TELS S SSSSSESSSSSSSSSSSISSSSLESSSSSSSaOSSIiiiLoiLAASEJAEREEEEEEREEERENEN
029955 GRP: XxiZ2 CONCERH COMTACT VEH TYFE: CaR
CINCIMMNATI 41 INSTR: COMTACT MAR: 10BO1296G3 OPEMED: Q1/33/ 1997
VIN: 1ZVPT2DCSNS ENGINE: C CLOSED: 02706/ 1997
xSkt ErcIm I A - Tk Xt xRt X I a kI CE oSS ST =SE S =S=S=S=SC-s=msE=ESrF=sIa=SSdREESAENEEEREN
LAST MAME: STATUS: CLOSED
TITLE: 1RST MAME: I:

ADDRESS:

CITY: TATE: ZIF:

HOME PHONE: US. PHOKE: T
MODEL YEAR: NDEL: PROBE

MILEAGE: B 000 w50

CEALER NAME: KRIEGER SAWMILL LIN 5S5ALES CORE: 348096 P& A 10710
CALGAL CODES: 12403 SYMPTOMS : 104 105

ORIGIN: Gl TRANS. DST/RGN: 4B TRANS. DATE:
SERVICE/SALES: 1 ) CONTACT DATE: Q1727/1997
ACK. CODE: ASS5IST CORE: W AWARD AMT: O SURYEY: Y [Y OR N]
BUTILD DATE! CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: DWNER HOTIFIED: MICRO;

COMMENTS:

1997401723

ot MAVIS: SUBSEQUENTY wex

vew THIS CONTACT IS DPEMED DLE TO OPEMW RECALL 96548 wer
CUSTOMER SAYS:

- THE SHOULDER STRAP WILL 5TOF HALFWAY

"

PER CUSTOMER, DEALER SAYS:BRAD

= CAN SERVICE VEHICLE NEXT WEEK

'

CUSTOMER SEERS:

- WANTS VEHICLE FIXED a5 SDON AS POSSIBLE
"

CAC AOVISED:
- INFORMAT10H HAS BEEN DDCUMENTED AND FDRWARDED TO THE DEALER
-REOUEST MA. JERRY PETERS, CUST REL MWGR, TO CONTACT THE fUSTOMER WITHIN 2
BUSIMESS DAYS
199701728
w4 CEM COMMEMTS &+
JERRY, PLESE CLOSE TAIS OMNE IF HAMDLED (PROBE SEAT EELT RECALLY. CQTHERWISE,
SAVE IT FDR MWy VISIT ON '.J'!ﬂfg'? AMD WE-LL GO OVER 1T TOGETHER. THAHKS. TOM
199717
#H4#THIS IS THE CLOSING COMMENT
PERFORMED RECALL 29uANST. RO#72048 B923% MILES

OWNER RELATIONS VAPFEENCHMARKING 05/ 11/98 FAXCARTG



0af11 /a8 MASTER CWHER RELATIONS SYSTEM 11 14.21.02
l---:-‘--======'=----‘.--=====3==--.--I.====l'I=||=..=I==28::::...:....:::'.:]-----
TYIERM GRF: XiDR CONCERN CONTALT VWEH TYFE: CAR
CHILAGD 41 ZNJTR: Ed CONTACT MBR: 1QBO32166 OPENED: 072971997
VIN: 1zver20cons | ENGINE: € CLOSED: O%/08/1997
--::-'--I-lll------=====--Il=llIIIII::::...IIIIII:!::::=---llll;====.llll--:=n:
LAST NAME: STATUS: CLDSED
TITLE: AME : I:

ADDRESS:

CITY: TATE: IP: -5425
HOME PHONE ; 5. PHONE:

MODEL YEAR: B3 MODEL -

MILEAGE: 54000 W5D

DEALER NAME: JACK GRIFFIN FORD I SALES CODE: 141345 P& A: 06360
CAUSAL CDOES: 1203 SYMPTOMS : 104 100

DRIGIN: GO TRANS. DST/RGN: 44 TRANS, DATE:

SERVICE/SALES: 1 CONTACT DATE: O1/30/1237

ACK. CODE: ASSIST CODE: R AWARD AMT : O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALTBRATIOMN:

ESP INFO: EXPIRES:

DPEN RECALL: OuMMER MOTIFIED: MICRO:

COMMENTS :

1997 /01 /29

+%¢ THIS CONTACT IS OPEMED OUE TO DPEW RECALL YSS4A B 98599 &4
"y NAWIS! SUBSEQUENT was
CUSTOMER SAYS:

-“AUTOMATIC SEATAELT IS BAOKEN OM THE VEHICLE

[ ]

PER CUSTOMER, DEALER SaY5:

~HQ CONTACT

-

CUSTOMER SEEKS:

~RECALL INFORMATION ON SEATBELTS

L]

CAL ADVISED:

RE: RECALLS

-INFORMAT[ON HAS BEEN POCUMENTED AND FORWARDED TGO THE DEALER

“REQUEST MR.A0E JARECKI [ SWC MNGR) TO EONTACT THE CUSTOMER WITHIN 2 BUSIMESS
DAY 5

1997/01/90

v MAVISG: EUBSEWEHT W
CUSTOMER SAYS:

- SEAT BELT 15 MALFUNCTIONING

- CDMPLAINS THAT THE DEALER IS5 REFUSING TO SERVICE THE LEFT SIDE OF THE SEAT
BELTY

-
PER CUSTOMER, DEALER S5AYS:

=~ HQ CONTACT
-

CUSTOMER SEEKS:
- RESOLUTIDN TOD CONCERMW

OWNER RELATIONS VOP/BENCHMARKING Of/11/88 FAXCARTG




03/117/98 MASTER OWNER RELATIONS SYSTFM [ 1424 .02
llllllil====--:-.-.,-.h.--------.--------:::::.;--|=n=_-=_;::....::::::--:..---:::
T99ERM GRP: XxxoOg CONCERN CONTACT VEH TYPE: CAR
CHICAGO 41 2INFTR: CONMTACT MNBR: 1080232168 OQFEMED: 01/29/1997
ViINM: 1ZYPT20L0M EMGINE: C CLOSED: 0270671897
ll:“ﬂl-II...‘l:l:l:ll'..‘F.I..:--:-lII.--*F-I.--------.-.I--l-l--l----====IIIII-====II-----
1087 /01 /50

L]

CAL ADYISED:

- OHC TO SERVILCE MANAGER, ADA JARECKI, WHO STATED THAT HE WOULD HAVE SQNEONE
CONTAET THE CUSTOMER TO RESOLVE COMCERN

#4¥THIS I5 THE CLOSING COMMENT
WE ARE RESEARCHING PARTS AVAILABILITY AND WILL CALL CUSTOMER LiITH INFD.

OWMER RELATIONS VYOP/BEMCHMARKING 99/11/98 FAXCARTG




09/14y/98 MASTER DWNER RELATIONS S5 TEM |1 14.21 .02
LR ELY LELENLLE L LLERLLELRNETREREREELRLELRNENN N e e S R A A R T R R R E
BTITCS GRP: xxD3 INFORMATION COMTACT YEH TYPE: CAR

DEMWER =L ZH/TR: A3 CONTACT MBR: [(0BDES305 OPENED: 027048/ 1987
VIM: N EMGIME: CLOSED: 02/067 1997

EEE NI EEEEES SN AnEn " s mmAN e IR = =—=-=-=-=-=-—=-3m

LAST NAME: TATUS : CLOSED
TITLE: 4T HAME : I:

ADDRESS :

CITY: TATE: Ip: -
HOME PHONE : US. PHINE: EXT:

MODEL YEAR: 42 MOBEL ! PROEE

MILEAGE: G000 w3lb;

DEALER MAME: CHESROWN'S FRIEWOLY SALES CODE: 156007 FE A: OVi0a
CAUSAL CODES: 1017 oDdDS 2802 SYMPETOME: 104100

ORIAIN: GO TRANS, OST/REM: TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE:

ACM . CDDE: ASSIST CODE: AWARD AMT: d SURVEY: (Y OR M)
BUILD DATE: CALIHRATION:

ESP INFD: EXPIRES:

OPEN RECALL: DWHER NOTIFIED: MIGCRD:
COMMENTS |

1997702/ 08

#»4h0 YIN AVAILABLE ##+

CLSTOMER SAYS:

= HAD RECALL DN SEAT BELTS, TODK INTO BEALERSHIP BLUT THEY OID HOT HAVE SEAT
BELTS IN STOCK AFTER MAKINO AN APPDIMTMENT

= RECALL MAY HAVE MENTIBNED THAT TWEY MEEDED TO BE INSPECTED Th CHECK
TOLERANGCE

= ZEAT HELT ALSQ LOCKS YOU INTO SEAT, WILL MOT RELEASE

]

FER CUATOMER, DEALER SAYS:

- HAVE DRDERED PARTS

= SERVICE GUY GAYE ME YOU NUMEER EUT HE GAVE ME THE WRDNGE MNUMBER 341-3573

L]

CUSTOMER SEEKS :

- TO REFDRT DEALER ACTIQNS

= WOULD LIKE BOTH SEAT BELTS CDVERED

L]

CAC ADVISED:

- DEALERSHIPS ARE TNDEPENDENTLY DWMED AND DPERATED

= CONTACT MICHAEL GREEN, SERVICE WMANAGER FOR FURTHER EKPLANATION,
- OMCE [NSPECTED FARTS MAY NEED TD BE ORDERED

- CUSTOMER WILL BE CALLING BACK WITH VIN TO DISCUSS WHAT RECALL COVERS, SHE
WOULD LIKE BOYH SEAT 8ELTS YESYED

OWNER RELATIONS VOF/BENCHMARKING 99/11/98 FaXcaRTo




casf11/948 MASTER OWMER RELATIDNS SYSTEM |] 14.21.02
=== AhAnSa=-=-=- :;:':.III..I:::;=.ﬂ.ll-.a:::|.=a:|..].l]::::: SFPJENFERBE === r R bammrc —
6TA7CS GRP: X203 [NFORMATION COMTACT YEH TYPE; CaR
OENYVER 11 ZNSTR: A3 CONTACT NBR: 108069905 OPEMED: OD/D6/71007
VIN: M ENGINME: CLOSED: Q2706718587
ERESSE=--SS I ER&LS !kt-:::;:n-l-tl::-:::;l-p!!lll.::::l.lllll::::::: EEIEEEE=-C-TOEIEwm
1997403 FO6

sww YEHICLE INVOLVED IN RECALL DES48 AND DBSOT «ss

CUSTOMER SAYS:

- Locaten viN: 1zverzoceqE

= RIGHT AND LEFT SEAT RELTS LOCK UP WHILE TN USE. THEY FEEL LOCKED INTD THE
BACK POSITION, TIGHT AGAINST YOU NECK

- HAVE TD DPEN DOOR TO RELEASE BELT

-

PER CLSTOMER, DEALER SAVS:

- CAN REPLASE LEFY BELT UNDER RECALL

- RIGHT BELT WITHIN TOLERANCES

L]

CUSTOMER SEEKS:

- TO HAVE B0TH BELTS REPLACED

- WANT SOMETHING TM WRAITING SHOWING THE RIGHT SEAT HELT T5 SAFE

= WHO GAR TELL ME MHAT THE TULERAMCES ARE

[ ]

CAC ADVISED:

- DEALERSHIP 1% THE BEST TECHNICAL RESOURCE

= MR. STEVE SEYMOUR (CUSTOMER RELATIONS MANAGER) IS IN THE BEST POSITION TD
ASS1ST ¥OU,

- PERHAPS CONCERN WITH SEAT BELYS LDCKING WP IN THE FULL POSITION 1S NOT DUE
T8 RECALL BUT AMOTHER CONCERN. NEEDS TO BE DIAGNOISED

- SUPPLIED MUMEER TO NATIONAL HIGHWAY OF TRAFFIC AND SAFETY

*+ DEALERSHIP HAS ALREADY ADDRESSED SEAT RELT CONCERN AND HAVE ODRDERED PARTS

OWHER RELATIONS VOP/HENCHMAAKING 0%J11/90 FAXCARTG




a5/ 11/98 MASTER OWMER RELATIONS SYSTEM IL 1441 .02
e e ol e ek Sl B R Rl B RS R R L R L PR Rl LT AR AR R R TR R RRRREERT]]
A525AL GRP: X¥13 CONCERN CONTACT YEH TYPE: CAR
KANSAS CITY 53 zm’m;ﬁ CONTACT NBR: 1000A5R25  OPEWED: 02712751997
WIN: 12VPT2OCTN EMGINE: C CLOSED: D02/21/51997
EpEmEgEgEgEFEERE FEFEE NS EEESSSSSEEESk kb daeEE S s aE S EEEFEE S EEEEESE NN KK
LAST NAME : STATUS: CLOSED
TITLE: FIRST MAME: 1: |

ADDRESS:

CITY: ETATE: Ip: I 10z 1
HOME PHONE : BUS. PHONE:

MODEL YEAR: az MODEL: PROEE

BILEAGE: & 1000 wsDh:

DEALER NAME: WwWOOD RIVER FORD IMNC SALES CODE: 153164 P& A 0BOA4
CALUSAL CODES: 1204 Qaili SYMPTONS: 104105

ORTGEN: &a TRANS. DST/RGN: 53 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/43/1997
ACK. CDDE: ASS1ST CODE: D AWARD ANMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIERATIOM:

ESP INFO: EXPIRES:

OPEN REGALL: OWNMER NDTIFTED: MICRD:

COMMENTS :

1997/02/12

«w*= THIS CONTACT IS5 OPEMED DUE TO DPEWN RECALL 95599 #«++

*#+ THIS CONTACT 15 DPENED DUE TD OPEN RECALL 9G548 w++

*+4 NAVIS: DRIGINAL +++

CUSTOMER S5AYS:

- THE AUTOMATIC SEATBELT BROKE OMN THE DRIVER’S SIDE

- 2711797 - APPOLINTMENT FOR THE REPAIR

- THE DEALERSHIP HAS PROYIDED HER WITH A LOANMER WEHICLE (SHE REALLY
APPRECTATES THAT QESTLRE)

]

PER CUSTOMER, DEALER SAYS:

PER TIMA, SERVICE:

- 12/BE - BRIMG [N THE VEHICLE, BUT THEY DID WOT ORDER THE PART

- !I1119T - THEY SENT THE SEAVAELT PART BACK (THE YEHICLE WILL EE DOMNE ON
FRIDAY

= (TUNE UP ALSD PERFORMED): REPLACED AIR FILTER, "PLEMUN" TUBE [CRACKED})

]
CUSTOMER SEEKS:
- NOTIF¥ FORD ABOUT ThHE CODHCERMS WITH THE VEHICLE

»

CAGC ADVISED:

RE RECALL:

~-INFDRMATION HAS HEEN DOCUMENTED AME FORWARDED TO THE DEALER

-RESUEST MS. TIWA M. DICHSON {CUST REL MGR} TO CONTACT THE CUSTOMER MITHINW 2
BUS INEESS DAYS

1887/02/7 14

FAFTHIS IS THE CLOSING COMMENY

E5 ON THE ANSWERIMNG MACHINME THAT 3HE CDULD PICK LUP THE YEMICLE REPAIR WERE COM
PLETED

OWMER RELATIONS VOP/BENCHMARKING 0O5/1(1/88 FANCARTA




oa/f11,/498 MASTER OWMER RELATIONS SYSTEM [1 147103
[+ FE R AT R A RRERITETY LT EER LI L F NI Rl R E
B5ATMI GRP: Xx08 CONCERN CONTACT WEH TVFE: CAR

KaNSaS CITY 53 ZMSTR: A2 CONTAGCT WBR: 108 13901 OPEMED: O2/25/1947
VEIN: 1ZUPT20CTN ENGIME: C CLOSED: 03/1271397

______ EEEEEErE s Em sl i msrmaE I L A EEEE ST CTOEEE S S DANECSE NSRS OEEEEEEX

LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: - d

ADDRESS :

CITy: STATE: IP: -
HOME PHONE : BUS. PHONE:

MOREL YEAR: MODEL :

MILEAGE : BOO0O wsD:

DEALER NAME: DEWEY FDRD INC SALES CODE: 163031 PR A: 03640
CAUSAL CODES: 1203 SYMATOMS : 104100

DRIGIN: Ba TRANS. DST/RGH: 63 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02/28/1397
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD DATE; CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: : OWNER NDTIFIED: MICRO:

COMMEMTS !

1997 /027 2%

whw THIS CONMTACT IS OPENED DUE TO OPEM RELALL 95585 & GE54H +»+
=x% NAVIS: SUBSEQLEWNT *w»

CUSTOMER SAYS:

- TO KW IF THE VEHICLE HAS ANY HECALLS OR PROGAAMS DF ANY KIND
]

PER CUSTDMER,. DEALER SAYS:

- WO COMMEMTS FROM THE DEALERSHIP

]

CUSTOMER SEEKS:

= RESALL IWYOLYEMENT

L)

CAC ARVISED:

*+RE THE SEATBELT

-INFORMATION HAS BEEN DOCUMENTED AND FORMARDED TO THE DEALER

-REDUEST MS. TRE4SA SHOOPF (CUST BEL MWGR) TO COMTACT THE CUSTOMER WI1THIN 2
BUSIHESS DAYS

- NO OTHER DPEW RECALL OR PROGRAM

1997/03/05

#¥0THES IS THE CLOSING COMMENT

OWMER HAD VEMEICLE TOWED TO SERVICE DERT DM 5/18/9%. ENGINE WOULD KOT START AND
FDOR INSPECTIDN OF PASIVE HELTS UNDER RECALL S654B AMD 965899. PARTS ORDERED FOR
RUM. DWHER HAS DECLINER THESE REPAIRS AT THIS TIME.

OWHER RELATLONS VOP/OENCHMARKING Q4711728 FAXCARTG



02/11/88 MASTER OWNER RFLATIONS SYSTEM 1I 14.21.02
EEFSAELREE -3 amEEddd B Il S E S S-S S S-S S S CSEEEERANEEmELER gEUIONEEREEEEI - SEEEXTZE
9266PH GRP: 10 CONCERN CONTACT VEH TYPE: CaAR
CINCTMMATI] 47 In/TR: B3 COMNTACT HBR: 108504770 OPEMED: DEFDAS 1097
VIN: 1zveTzocans2 [N ENGINE: C CLOSED: Q841671987
A TIEEr et r T Tt L T R R R E R LR PR N DL LD LA AN T LA LR R B DL LEEEE LR
LAST WAME: TATUS: CLOSED
TLITLE: FIRST NAME: [: R

ADDRESS -

BITY: STATE: 1P: B icc:
HOME PHONE : BUS. PHONE:

MODEL YEAR: T MDOEL :

MILEABE : 45000 W0 ;

DEALER MAME: PLAZA FORD LINC MER SALES CODE: 147065 P& k: DI1B5
CaUSAL CODES: 1215 AYMPTONS: 104100

QRIGIN: [0 TRANMS. DSTFRGM: 47 TRANS . DATE:
SERVICE/SALES: 1 . CONTACT DATE: 046/09/1997
ACK. CODE: ASSIST CODE: W AMWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OFEM RECALL: OWNER HWOTIFIED: MICRO:

COMMENTS

199706/

wes THIS COMTACT IS OPENED DUE TO OPEM RECALL 88548, 5589 AND ONP 9SBT70 ree
way NAVIS: SLBSEQUENT #aa

CUSTOMER SAYS:

- 5/97 SEATEELT IS5 STUCK TN THE TRACK

L]

PER CUSTOMER, DEALER SAYS:

- WO COMTAGT

L ]

CUSTOMER SEEKS:

- TO HAVE THE SEATBELT REPALRED

-

CAC ADVISED:

- INFDRMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

- REQUEST ME. RDON PARTLOW (CUST REL MHGR) TQ CONTACT THE CUSTOMER  WITHIN 2
BUSINESS DAYS

1997/04/08

RECIVED CAR IN SERVICE 6-8-97 PARTS DRDERED 6-10-57 WILL CAL CUSTOMER MHEN THE
¥ ARIVE AND SCEDURLE APQINTMENT PER ROM PARTLODW &-8-9%

¥¥ITHIS I5 THE CLOSING COMMENT

RECIVER CAP &§-5=-07 DRDERD PARTS WILL RECIVE E-10-67 WIL CONTACK CUSTOMER FOR A
POINTMENT

OWMER RELATICNS VOP/BEMCHMARKING 0071198 FAKCARTA



o9f11/ 1998 MASTER OWNER RELATIONS SYSTEM [II 2% .58, 12
S LSS ISR PR S SN ST IS AN NN RN A SRR F Al r s S I I AN I NI R I EEEEER SR RN RN
IwD0O INFORMATLON CONYACT CaSE MER: OD9BBA220R
P PITTSAURGH Er Al OPEMER: Q87F17/ 1994
VIN: 1zupr21uuLﬂ CLOSED: 0O8/17/1998
Erkhiliieesryrrrrrsraxm==x ¥ EFE XA S S-S S S S-S S S S S S S S S S SIS SSaArCCSCOO0ICOEE
LAST MNAME: STATUS: CLOLED
TITLE: FIRST NAME: - MY J
ADDRESS :
cITY: STATE: ZIP: I
HOME PHONE :
MODEL YEAR: 1990 MODEL : FROBE Lx DR HBACK
MILEASE : 2000

PR A: D7421
REARON CODES: (445 SYMPTONG: 1Qa 180
ORIGTIM:CACIAA- US COMGCERN CASE BASE
ACTION: 324 -~ SUPPDRT DEALER'S POSITIOH

ACTION DATA:
COMMENTS :

1958/98 /17
18.33 .39 CUSTOMER SAYS: = VEH SEATRELTS MOT WORKIMG; RECEIVEDND RECAL
L 98%99 SEAT HELT AUGIZ/DE - OLRIHP WILL NOT REPAIR SEATBEL
TS PER CUSTOMER, DEALER BaTSs: WiLL NOY REPAIR SEATEBELTS
AS PER FORD - CAC ADVISED: - DEALERSHIP HAS DETERMINED T
HAT THE REPAIR IS COMPLETE INFERENCE CASE [D: 44723

DWHER RELATIONS VOR/BEMCHMARKIMNG O9/11/1998 MMFAKPRG




o511/ 1998 MASTER OWMER RELATIONS SYSTEM [[] 23.58_12
III::I:I-==l=IIlllllll-----------..----=:::::;....-::;::=:;:=.....-g--=::q;|;---
Twan INFORMATION CONTACT CASE NER: QLOBABZ2QA

F¥l PITTSEURGH E: At OPENED: QBf17/19948
VIN: 1ZHPT21WLﬂ CLDSED: 0&717/1a88
LL L RS EEEE E LRI YT RN s L L L L EE LA P LT E R R N N E Fr LT PR R EI T ]
1998 /0B 17

15.32.39

OWMER RELATIONS VOP/BENCHMARKING 0971171998 MMFAKPRG




aaf11 /1004 MASTER OWNER RELATIONS S¥&T1EM 111 23.58.12
========lliIllllll--:l============!lllll--:============illu-:n:::::::::!.llll.:::
AEFFSMODR CONCEREM CONTACT CASE MWER: OS56582139A
[=] SDR E: H1 OFENED: O5/192/19498
VIN: 'IZ\I'PT:EEL-ILi‘ CLOSED: 06/19/143a
NS EA AR EEEE R ERC S S S S S S SHAN AN N ESSd rc === CreagEENERAEEET=C=CEEEEEEEN rEo=
LAST MAME: STATUS: CLOSED
TITLE: FIRST NANE: . NI:
ADDRESS :
CITY: STATE: zie:
HOME FHONME :
MODEL YEAR: 1990 MODEL : PROEE GT ZDR HBACK
MILEAGE: 140000

P& A: 01366
REASON COOES: 12MR SYMPTOMS : 104 150
ORIGIM:CACIZR- US COMCERW CASE HASE
ACTIOM: 492 - ADVISE CUST INFQ WILL BE SENT TO CGLR & REGIDN; CONTACT CRM

ACTION RATA:
COMMEMNTS :

1998 /05/ 15

18.30.46 CUSTDMER SAYS: RECALL INFD- CUSTOMER WANTS SEAT BELT RECA
LL DONE, AND HAS BEENCUSTOMER WOLILD LIKE TO HAVE THE MATTER
EXPERITED SINCE IT IS A SAFETY HAZAROD PER CUSTOMER. DEALER
SAYS!: COMPUTER SYSTEM DOWN- CANNOT CHECK PARTS CAD ADVISE
D: ~- DEALERSHIP IS5 LM THE BEST POSITIDM TO ASSIST ¥OU - FO
RWARDED IWNFORNATION TO THE DEALERSHIP, WITH & COPY TO THE RE
GIONAL OFFICE - REQUESTED CAM/SERY MGE CONTACT CUSTOMER WIT
HIM 2 BUSINWESS DAYS INFEREMNCE CASE 10: 4312

OWNER RELATICMS VOP/BEWCHMARKING O9/11/1998 MMFAXFRA




oo/11 /1928 MASTER OWHER RELATIOMS SvYSTEM |[I

23.58.12

------- ArEEE g jdEEEEEC I IOW
AEFFSMOR COMNCERN CONTACT CALYF MBR; QSE56213498
10 SOR E: Hi OPENED: O5/1%/ 13998
WIN: lZUPT!!HL!ﬂ’ CLOSED: 05/19/1998
I-I.ItlI=======IIIIIIIIIIIIII::==:_—.I=IH=IlIIIIIIl.I=:=====IIl----Ii----sz:-----l
1998 /05719
15. 30. 48

OWHER RELATIONS VOP/BENCHMARKING O£0F11/1098 MMFAXPRA




o9f11/94 NASTER OWKNER RELATIONS S%S7CM LI 14.31.02
GBG1I[W GRP: O INFORWATLON CONTACT VEH TFPE: CAR
HNEW YORK 13 ZH/TR: MY COWTACT NER: 10932A6%A OPENER : ©1/04/) 19948

viIn: 12¥PT20C4LE ENGEME: C CLOSEDR: £1/08/ 1998
ELEEEEFAEEEAEEEE S IIIIIIIlIImIIIIlIIIIIIIIiI-h---------------i----::--:s::
LAST MAME ; STATUS: CLOSED
TITLE: FIRST NAME: 1:

ADDRESS !

CITY: ETATE: 16:

HIIME PHOME : HUS. PHOME:

MODEL YEAR: a0 MOGEL : FROBE

MILEAGE : 45000 W5k :

DEALER NAME: COURTESY FORD INC  SALES CODE: 113208 P E A: OO784
CAUSAL CODES: {415 1210 SYMPTOMS : 104100 404000

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

ACK ., COPE: ASSIST CODE: AWARO AMT: Q SLURVEY: (Y OR N)
BUILO DATE: CALIBRATION:

ESP INFO: EAPIRES:

COPEN RECALL: OWMER MOTIFLED: MICRO:

COMMENTS :

198804 /08

CLISTOMER SAYS:

- CALLER- MR. DEMNIS STOME- CUSTOMER‘S INDEPEMDENT MECHAMIC

- SEATBELT RECALL 56599 WAS MEVER COMPLETED.

- AT THE TIME OF RECALL., PARTS WERE MOT AVAILAGLE. CUSTOMER WAS MEVER CaLLED
BACK. INTO DEALERSHIP TO HAVE RECALL PERFORMED. DRIVER'S SIDE SEATBELT WAS
ARCKEN AT THAT TIME,

-~ DNMP 95870 POES NOT AOORESS NOR REPAIR THE CONCERN OF THE FUEL SYSTEM

= THERE 1% A SHORT THAT IS GOING INTD THE FUEL FUNP AND CHAMGING THE WIRING
HARMESS DOES NOT ADDRESS THAT.

L

CUSTOMER SEEKS:

- TECHHNICAL IMNFORMATIODM

= RECALL JSSUE RESOLVED

]

CAC ADVISED:

- RE: TECHNICAL INFORWATION- DEALERSHIP 15 THE BEST TECHMICAL RESOURLCE

- MR. KEVIN AUD (SYC MGR) IS IN THE BEST POSITION TO ASSIST vou.

- RE: RECALL 1HCODMPLETE- ADVISED CUSTOMER TO CONMTACT CEALERSHIP TO MDDRESS
- REFER TO CONTACT 1093297289

OWNER HELATIONS YOP/BENCHMARKIMG 09711738 FaAXCARTG




a9/ 11/495 MASTER DWNER RELATIDNS SYSTEM [I 13.21.02
B e el b R P ERNRRNE LT RENR LEERERERER e B D L LR
BTFTICA GRF: Xao1 CONCERM CONTACT ¥YEH TYPE: CAR
PITTSRURGH 44 ZN/TR: COMTACT NER: 107621724 DREMED:. 10710/ 1996
VIN: 1zw=1'=ncansﬁ ENGIME: C CLDSED: 10/18/1996
AEREREERESEx Y Exm_c == - T X FFEFFENEEENNEFEEE I NANEN AN RN XIXICXI-C === ==-IZ3LCK
LAST MAME : STATUS. CLOSED
TITLE: FIARST MNAME: I: A

ADDRESS .

CITY: STATE: w: R
HOME PHONE : BLUS. PHOHE :

MODEL YEAR: MDOEL Y PROBE

MILEAGE: 46000 wWSh:

DEALER HAME: WADE FORDIMNC SALES CODE: 144206 P& A: 02218
CAUSAL CODES: 1203 SYMPTONS ; 104 100

QRIGIN: &a TRANS. DST/RGN: 44 TRANG. DATE:
SERVICESSALES: 1 CONTACT DATE: 10/10/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

DOPEN RECALL: OWNER MOTIFIED: MICRD:

COMMENTS :

1956/10/ 19

"N+« VEHICLE TWVOLWED JH RECALL 98398 +*&

ey YWEHICLE IMVOLVED IN RECALL JE54B *===+

*45 MAVIS: ORIGINAL rw»

CUSTOMER SAYS:

< WOULD LIKE TO KNOW IF THERE ARE ANY HRECALLS OM THE VEHICLE

- WHENM TURNIMNG THE YEHICLE, THE SEAT BELT HANG UPS,., THEM THE SEAT BELT WILL
LOCK LR
]

PER CUSTOMER. DEALER SA¥S:
- WO CONTACT

-

CUSTOMER SEEKS:

= RECALL INFORMATION
"

CAC ADVISED:
- INFORMATION HAS EEEM DOCUMENTED AMD FORWARDEDR T& THE DEALER

-~ REQUEST MR, DOW DOBBINS (SWC MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUS INESS DAYS

199810/ 11
#¥ETHIS IS THE CLOSING COMMENT

! caLLED wR. (. 16/107898 AMD TOLD HIM THAT RECALLS #& D6599 AND 965<E
JUST CAME DUT , AND THAT WE HAVE PAQTS DN ORDER MOW. ENR H1S SEAT AELT POGSLEM

OWNER RELATIONS VOP/EEMCHMARKIWNG 09711792 FAMCARTG




Qe/11/498 MASTER OWNER RELATIDNS SYSTEM 11 14,21.02
Mt T 2T 22 R R R RRRFR IR FRE Y ] IS S S oS rIEXEIULUNEEEENRAFsamEEEmEEEEEE=CO
TOTTPP GRP: 02 CONGERN CONTACT VEH TYPE: CAR

sDR 10 ZN/TR: CONTACT NBR: 109013475 DPENED: 10705/ 1097
VIN: |zuPthu1L5m ENGINE: U CLOSED: 073171997
s sss=s==SEI-SF3IEFEEEEERSER (L L L EFFES S S I R R R R R R F R R R F R R L ]
LAST NAME : TATUS: CLOSEP
TITLE: FIRST NAME: I:

ADDRESS :

CITY: STaTE: IP: -
HOME PHONE : BUS. PHONE:

MODEL YEAR: an MO0EL : ROBE

MILEAGE : 72000 WsD:

DEALER NAME: GENOA MOTORS INC SALES CODE: 14822% P& A (2804
CAUSAL CDDES: 1203 OC405 1001 SYMPTDNS : R07832 301600 104100

DRIGIN: an TRANS. DST/RGN: 4B TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1071371987
ACK. CODE: ASSIST COOE: D AWARD ANT: O SLRVEY: N LY OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER HOTIFIED: MICRO:

COMBMENTS ;

1997/ 10/04

4w POSSTIBLE 12/12 SERVICE PART COVERAGE +== REPAIR OATE: 8-10-97 MILEAGE:
F1000 .
sad VEHICLE INYODLVED [N RECALL 96543 was
#ww NAVIS: SUBSEQUENT +¢=
CUSTDMER SAYS:
- 7-41-97 THE CHECK EHGINE LIGHT IS5 cOMING OM THE VEHICLE 15 STALLING AND THE
DEALER COULD WOT FIND THE PHOHLEM
- 9-10-97 - THE HEGO SENSOR wa$ REPLACED AND THE ABS LIGHT WAS CHECRKED DUT
BAECALUSE IT WAS FLASHING
= TADAY THE WEHICLE STALLED AGIAN
- THE PART FOR THE ABS SENSOR SHOULD NOT HAVE BEEN D1SCONTINUED
E
PER CUSTOMER, DEALER SAYS:
= WE ARE WAITING FOR PARTS FOR THE SEAT BELT RECALL
= THE LEFT FRONT WHEEL SENSOR FOR THE ABS BHRAKES IS FALLTY BUT HAS BEEN
DISCONT IMED
L ]

CUSTOMER SEEKS:

= TO DOLUMEMT A COMPLATHMTY

- TR Q@ET THE VYEHILCE FIXED

L 3

CAC ADVIEED:

=INFORMAT1ION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

=HEQUEST MR. CHRIS DANYI [SV(C WNGR] TO CONTACT THE CUSTOMER WITHIM 2 BUSIMESS
DAYS

OWNER RELATIONS VOP/HEMCHMARKING O&/ (1788 FANCAATE




oa/s11/98 MASGTER OWNER RCLATIONS SYSTEM It 14,31.02
EE RS E RS ER LIS A R REL T P AR AR R R R ERENLLENELENEENREN-ENII R
TOTTRP GRP: 02 CONCERN CONTACT VEH TYPE:. CAR

EUR 10 ZNSTR: L1 CONTACT MEBR: 109013978 OPEMED: 10702/ 1997
VIN: 1zveT2 101 s ENGINE: U CLUSED: 1073171927
EEEEEEEIEENANFS NN EAERREEEEEEEAEE XX I NI TI- - C-=-=--==-=-=-=-=-======3

____________________ T ELLERRE LYY L AR RN ]

1887 /10/10

*wn NAVIS: SUBSECQUEMT «wm

CUSTOMER =AYS:

=800# FEOM A DIFFERENT CEALER

—THE CLUSTOMER WAS SIVEN AN HD0O#F FOR A CDMPANY THAT HAD WIGHT HAVE THE BRAKE
SENSOR THAT WE MNEEDS

~THE PHONE NUBMER THAT WAS GIVEN TC THE CUSTOMER 15 TWVALID [BY THE DFALER)
=THE OEALER CALLED THE MUMBER AND DETERMIKED THAT IT Wi5 INVALID

L]

PER GUSTOMER, DEALER SAYS:

-THE PHONE NUMBER DOES MOT WWDRK

L
CUSTOMER SEEKS:
=01 HE MAVE THE CORRECT PHOME MUMBER

'

CAC ADVISED:

RE: PHOMNE MLMHER

-REITERATED THE CORRECT PHOME NUMBER FOR GREEN AUTHO SALES

1997710/ 24

#H#HTHIS IS THE CLOSIMG COMMENT

CUSTMERS COMCERN IS OMLY THAT AES WHEEL SENSOR IS5 NOT AVAILABLE. PART IS BACK
ORDERED AMD HAS NC EXPECTED DATE TO COME DFF DOF BACK ORDER.ATYEWMPT WAS MADE TO

DETALN AFTERMARKET. DEALEREHIP WILL SYILL ATTEMRT TO GET PARY AND KEEF GCUSTOM
ER MNOTI1FIED

OWNER RELATIONS VOR/EEMCHMARKING 09/11/38 FAMCARTG




oA/ 11 /98 WASTER DWMER RELATIONE S¥STEM 11 14.21.02
l====:::-:--lllll||l=====llI-'Illl.ll======tilllll:-=;l=—=—-.-;.'-'-========lll-ll=======
T977PP GRP: 02 [NFORMATION COMIAGT VEH TYPE: CaR
CIMNCIMMNATIL AT INSTR: D1 COMTACT NBR: 1087 171000 OEEMER: O7/29/1997
viN: L FNG [ME: CLOSED: O7/29/1997
.,.—.IlkI---.....n:::::t-lllIIIIIIIIIS [ ERERELREF I R ET NN LB R B I8
LAST MAME : TATUS: CLOSED
TITLE: FIRST HAME: I:

ADMDRESS:

CITY: STATE: IP:

HOME PHOME ; BLS. PHONE: -
MODEL YEAR: an MODEL ; FROBE

MILEAGE 93500 wsD:

ODEALER MAME: BILL COLLINS FORD I SALES CDBE: 147023 P A A: ODSEES
CAUSAL CODES: 0405 1203 SYMPTOMS : BOT400 104100

ORIGIN: (= 1] TRANS. DST/RGM: TRAMS, DATE-:
SERVICE/SALES: 1 CONTACT DATE:

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

ESF INFD: EXPIRES:

OPEM EECALL! OWNER MOTIFIED: MICRD:

COMMENTS:

1897 /0T 29

s+ POSSIALE 12712 SERVICE PART COVERAGE

wea  QERAIR OATE: 2-97 MILEAGE: 93000

wexhil VIN AVAILAHLE»~»~

CUSTOMER SAVS!:

= THERE IS5 A RECALL ON THE SEATBELT

- DEALER WAS MWOT HALPFUL AND THE PARTS ARE DN BALK CROER

- THE DEALER KEPT SAYING THAT THE PART WAS IN ANO THENM WHEM THE CUSTOMER
SHOWED LS THE FART WAS NOT THERE

- THE DEALER PERFORMED A RECALL AMO [T CAUSED STALLIMNG

- RECALL WORK PERFORMED DM 2-97

- CUSTOMER HAS DEALT WITH MAMY INDIWIDUALS AT THE DEALER

»

PER CUSTOMER, DEALER SAYS:

- WE WILL CHARGE ¥OU FDR A DIOGNOSIS TO $EE IF IT 15 A RECALL WORK PHROBLEM

L]

CUSTOMER SEEKS:

- TO DOCUMEWT COMPLAINT

= TO HAVE THE VEMICLE FIXED

L 3

CAC AOVISED:

- WORKMAMSHIP 15S5UES WUST BEE ADDRESSEN AT DEALER
CONTACT MR. CHARLES SCHAFTLEIN(SERW. MAR ) FOR ASSISTANLE.
IKNFORMATION DOCUMEMTED

CALL BACK WITH THE VIN

CONTACT DEALER FOR REPAIR

OWNMER RELATIONS VOP/AENCHMARKING 0O9/11/9% FARCARTG




0a/11/498 MAETER QOWMER RELATIONS SYSTEM [T 14.21.02
-IIIIII-I==:l:-::::r-l'lll-lll=====II-IIll==n=¢*;=llllll::::::::ll...:-::::::;::l.....:
201 G GRP: X¥1B COMCERN COMTACT ¥EH TYPE: CAR
CHICAGD 41 IN/TR: &2 CONTACT MNER: 10BASS9449 ODPENEN: D9/0271997
VIN: 12¥PT21UEL ENGINE: U CLOSER: 09/15/19a7
--'lI-lh-----l====IIlI-----.---:.—--.-IIIIl!t;l::=I---lllI:I====--.ll.lll::;:..l-lt
LAST MAME : ATUS: CLOSED
TITLE: FIRST NAME: :

ADDRESS :

CITY: STATE: R
HOME PHONE : BUS. PHONE :

MODEL YEAR: o0 MODEL :

MILEAGE: 130000 WSO :

DEALER MAME: <CELOZII FORD, INC SALES CODE: 141448 P& A: OiBB3
CAUSAL CODES: 3001 Q404 SYMPTONS: A03AGE0D 104100

DRIGIM: G0 TRAMS. OST/RGH: 41 TRANS. DATE:
SERVICE/SALES: 4 CONTACT DATE: Q9/0871997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: W (Y DR M)
BUILD DATE: CALIBRATLION:

ESP INFO: EXFPIRES:

OPEM RECALL: OWNER MATIFIED: NICRO:

COMHENTS :

1997/00/02

ver NAVIS: SLUASEQUENT #4s

CUSTOMER SAYS:

- VERY LOLD NOISE FROM THE EXHAUST SYSTEM

- CATALYTIC CONMVERTER WAS REPLACED ABOUT A MONTH AGO- THERE WAS MO
NOIZE OR ANY TMDICATION DR A CONCERN UNTIL THE CATALYTIC CONVERTER
WAS REPLACED PER A RECALL

- WAITING FOR PARTS OF THE SEAT BELT RECALL

']
PER OUSTDMER. DEALER RAYS:

PER SERVICE ADVISOR, MNAME LNKNOWN

= ND IDEA WHEN THE FARTS wILL BE IN

[ 3
CUSTOMER SEEKS;
- WORKMAMSHIP
- PARTS DELAY
E ]
LAC ADVISED:
RE PARTS DELAY
- INFORMED CUSTOMER FORD MAY EXPERIENCE A BACK - ORDER SITUATION
- INFORMED CUSTONER PARTS MANAGER CAN PROVIDE MOST CURRENT UBDATES ON
PART DELAYS
RE WORKMANSHIP:
- WDRKMANSHIP ISSUES MUST BE ADDRESSED AT DEALER
- GONTACT MR. JOHN SLOAN/SERV.MGR FOR AS5ISTANCE.
EAHAUST LEAK IS BACK IN FRONY DF MUFFLER ROTTED OUT . MUFFLER LDDKS NEW. RECAL
L SEAT BELT I5 ON NATIDMAL BACKORDER STILL. PER IRV
1997/08/08
FI4TE15 15 THE CLOSING COMMENT
SEAT BELT RECALL PARTS ARE ON NATIONAL BACKORDER. TD BE CLDSED PER 52M PER IRV

QUWNER RELATIONS VOP/BEMCHMARKENG Q%7511/98 FARCARIR




aa/ji1/88 MASTER DWMER RELATIONS S¥STEM II 14.21.02
rraEESEEEEEEEEEEF-—EFZARFEIpC=—d=-—EEAGEEEcEEEEEEEEEEEEEEE S FEINTEE==E=r=sagxxEx
B771EA GHEP: XXO2 INFORMATION CONTACT VEH TYPE: CAR
WASHINGTON 27 ZIN/TR: CONTACT MNBR: 1DBDS444E  DPEMED: 0270571957
VIN: 12#P121U1L5ﬁ ENGINE: U CLOSED: 02/05/1997
--.-I---..l-l---.F==l|;..—.=l;‘--‘.=-.’.-:II’.....IIII...FB.ISI...::I-ﬂ“II-l’Izl-':-.:.’-'.
LAST MAME: TATUS: CLOSED
TITLE: IRST MAME: I

ARABRESS :

CITY: TATE: ir: N
HOME PHOME . US. PHOME:

MDDEL YEAR: MDDEL:

M LEAGE - 100000 WSO :

DEALER MAME: CRYSTAL FORD LTD SALES CDOE: 127002 F A& A: DEGTT
CAUSKAL CODES: 1204 JOMR SYMPTOMS : 203400 {04100

HRIGIN: Go TRANS. DST/RGM: TRANWS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: AS51IST CODE: AWARD AMT: 0 SURVEY: (¥ O M)
BUTLD DAYE: CALIBRATIDN:

ESP 1NFO: EXPIRES:

OPEN RECALL: ONMMER NOTIFIED: MICRO: 9081727
COMMENTS:

1987/02/05

#wy MAVIS: SUBSEQLENT ewe

CUSTDMER SAYS:

= [ HAVE HAD TQ GO To THE DEALERSHIF 3 TIMES TD HAVE AN ELECTRIGCAL DRAIN
REP1ARED OM MY VEHECLE, A5 & PESLULT MY HATTERY CONTINUES TD DIE DMLY DATES
MENT1DMED FOR REPAIR ATTEMPS WAS 1/415/97

= T HAVE ALS0 RETURNEH 3 TIMES TO HAYE THE SEATHELT RECALL TAKEW CARE OF, THEY
WERE HAVING A HARD TIME LOCATIRG THE PARTS FOR THE RECALL

- THIS HAS BEEM EXTREMELY FRUSTRATIMNG FOR ME TO KEEP GDING BACK AND FORTH TO
THE BEALERSHIP TO TAKE CARE OF REPAIRS THAT SHOULD HAVE BEEW HANDLED THE FIRST
vISIT

[ ]

PER CUSTOMER., DEALER SAYS:

- MO CURRENT COWTACT

| ]

CUSTOMER SEEKS:

- A FREE 100,000 MILE INSPECTION WITH AN OIL CHANGE AMD TRAMSMISSTOM DIL
CHANGE AS COMPENSATIONM FOR ALL OF THE REAPIAR ATTEMPTS

- TD 1WFORM FORD MOTOR COMPANY OF THE PODR DEALERSH1P SERVICE

r

CAC ADVISED:

- FORMARDING LETTER TO WRITYEW CDRRESPOMDAMCE FOR AW APPROPRIATE RESPOMSE TO
BOTH ISSUES RAISED IN LETTER. A MODIFIEL F1 (POOR DEALERSHIP SERVICE/SALES)
AMOD THE DENIAL OF THE INSPECTION AMD OIL OHANGE AS A COMPENSATIOHN

OWNER RELATIONS VOP/BENCHMARKING D09/11798 FARCARTG




og9/11/28 MASTER DMNER RELATIONS SYSTEM 1! 14.21.
LLRE LLLERLERLEERRNER LIRS RYREDI]J A B - - R R R I RN AR NI T T R
AYT1EA GRP: ArD2 INFORMATION COWNTACT YEH TrPE: CAR
WASHINGTON 27 INSTR: _E1 CONTACT NBR: 10AQG4448  OPENED: 02/05/1997
VIN: 1zver2101 LS| ENGINE: U CLOSED: 02/05/1997
eSS T T A SrAY Al AR E NN AN AR EEEEEEAEEEEEE E RN EEEARE NNz R C S CsSSE=SESSFEACEANEEREFEEEEEN
1957/02/28

CUSTOMER SAYS:

- CELUSTDMER*S COMMENTS ARE OM THE PREVIOUS PAGES

L

CAC ADVISGED:

- BECAUSE OUR REGIONAL PERSCMMEL WORK DIRECTLY WITH THE SALES AND SERVICE
ACTIVITIES OF FORD aMD LIMWCOLN-MWERCURY DEALERS, THE INFORMATION YOU PROVIDED
HAS BEEN FORWARDED TGO THE WASHIHGTOM REGIOMAL OFFICE FOR THEIR RECORDS. WF
ARE CERTAIN THEY WILL WAMT TO KNOW ABQUT YOUR SITUATION.

= IN ADDITION, YOU IMDICATED IN YOUR LETTER THAT YOU FEEL ¥DU SHIULD HE
T.OMPEMNSATED FOR THE [MCOMVEMEENCE YDOU INCURRED DLRING THE TIME YOUR PROBE WAS
IN FOR SERVICE. FORD MOTOR COMPANY 'S WARRANTY COVERING YDLIR VEHICTLE STATES
THAT WE WILL PAY FOR THE REPAIR OF AMY OEFECTS IN MATERIAL AMD WDRKMANSHIP
WITHIN SPECIFIED TIME AND MILEAGE PERIODS, HOWEVER, !T DDES NMOT PROVIDE FOR
REIMEURSEMENT OF EXPEMSES DR THCONVEMIENMCE IMCIDENTAL TD THE REFPAIR QF THE
VEHICLE. 1IN VIEW OF THIS, WE ARE LUNABLE TOQ PARTICIFATE IM AM ADJUSTMENT OF
THIS NATURE.

1997/032/03

LETTER MICROFILMED QM 2-18-18497

OWHNER RELATIONS VOP/HEWCHMARKING OFH/ 11780 FANCARTA




o9/11/08 MASTER DWMER RELATIANS 5vSTEmM [L 14.21.02
ERCE XL R-RE R R RN RRRRRR L FERERRRITIRRERRREREERNENENFFRER SR XN EEEEFEF IR R YIIITTIRFREETET
GABECK GRP: xx0p THFORMATION CONTACT VEH TYPE: CaR
PHILADELPHlA 18 ZH/TR: CONMTAET KEBR: 108196543 OFENED: 03711/ 1997
VIN: 1ZVPT2ILTLS EMGIWE: L CLOSED: 03f11/198T
LRl A Rl ] RN BRI T I RRRRNTITRRNRRR PP P FREREE S E S EEEEEEEE T S T PR T T IR TY
LAST MHAME: TATUS: CLOSED
TITLE: FIRST MAME: I: L

ADDRESE:

CITY: STATE: 1P: N
HOME PHONE ! BU%, FHOME:

NODEL YE&R: ]+ MODEL: PEGEE

MILEAGE: 1 W3D:

DEALER MAME: FRAMCIS FORDS INC SALES COOE: 4118208 B A O1295
CALISAL CORES: 1220 1205 D404 SYMPTOMS: 201327 104130

ORIGIN; Qh TRANS. DET/RGN: TRANS . DATE:
SERVICESSALES: | CONTAET DATE:

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

ESP INFD: EXFIRES:

DPEN RECALL: - DeMER WOTIFIED: MICRO; 2081530
COMMENTS :

199703/ 11

wow NAVIG: GUASEQUEMNT ®&=

»wnLETTER DATED 1/39/9F ke~

CUSTOMER SAYS:

- 12/30/9€¢ DAIVER SIDE RESTRAINT SYSTEM REPLCED IN YEHICLE

= WHEM LEAVING THE DEALERSHIF, NOGTICED THAT IT WAS NOT OPERATING PROPERLY AMD
WDULD ALSD MOVE EVERY G-8 SECONOS

= THE SAME EVENING, THE HEADLIGHTS WERE CPENIMNG INCORRECTLY,. AMD ONE STAYED
OPEN

- 12797 CALLED DEALERSHIP TD EXPLATM COMCERN AMD WAS ADVISED THAT THE

ELECTRICAL SY¥STEM IS5 DIFFERENT FOR THESE SYSTEMS, AND OWE SHOULD NOT AFFECT
THE OTHER, THIS WAS A CDINCIDENCE

- THE SAME WEEK THE WEHICLE WOULD MNOT START AMD WAS TOWNED TH THE DEALERSHIP
- DEALER DIAGWOSED A BAD BATTERY AMO A MEW MOTOR MEEDED FOR READLIGHT
= STILL WAITING ON THE SEAT BELTS TO BE ADDRESSED

L
PER CUSTOMER, DEALER SAYS:

- NO COMMENTS
E

CUSTOMER SEEKS:
- MEHICLE REPAIRED

L 3

OWNER RELATIONS WOP/BEMNCHHARKIMNG O3711788 FANCARTG



as/ 11/ MASTER OWNER RELATIOMS SrSTECM 11 14.21.02
IIIIIII‘Ill‘.lsllI===============-:I:"lllllll-ll-lll:::::::::::::::;;p........‘.
GREECK GRE: XxOP INFORMAT |ON CONTACT VEH TYFE: CaR
FHILADELPHIA 16 ZHSTR - CONTACT MER: 108195543 OPENEDR: 0371171997
VIN: 12V¥PTIILTL ENGIMNE: L CLOSED: Q371171987
(P 1 AR 1T 140 T I I EREEENEL R R - S R A2 LI TR IR RITI TR

E===-======33O55YEEEEEEEEEEN
1997/03511

CAC ADVISED:

- BOTH SEAT BELT RECALLS ARE COMPLETE ACCORDING TO SYSTEM

~ ACCORDIMNG TD WARRANTY REPAIRS, THE RECALLS WERE FPERFORMED 2710797

¢+ »OUTEOUND CALL TO CUSTOMER+w+

* HAD Td TAKE THE WEHICLE TO AMOTHER DEALERSHIP FOR THE RECALLS TD BE
FERFORMED

+ THE OTHER DEALERSHIP HAD THE PARTS IM WITHIN 4 DAYS

* CAN'T BELIEVE THAY FRANCIS NEVER EVEN CONTACTED HER BACK REGARDING THE PARTS
RELATED TO THE RECALL

* WROTE & LETTER TO THE PRESIDENT OF THE DEALERSHIP AS WELL, mE FORMARDED THE
LETTER BACK TO THE SERVICE WAMAGER

+ WELL HOT SERYICE WITH THIS DEALERSHIP EVER AGAIN

* STILL FEELS THAT THE REPAIR DOF THE DRIVERS SIBE HARMESS CUASED THE
HEADLIGHTS TO MALFLUMCTION

OQWNER RELATIDNG VOP/BEMCHMARKING 08711788 FAXCARTG




09/ 11/98 MASTER DWNER RELATIOMS SYSTEM [ 14.21.02
SR SR L Ak ] RERERRRR RN RERRREARRITRENET T LEESS RN I R AR R R T R
7494 UR GRP: 17 COMNCERN CONTACT YEH TYPE: CAR
PHILAOELPHIA 18 INSTR:  Bi CONTACT MBR: '10834954E OFENED : Q452271997
VIN: 1zver2 1z s ENGINE: U CLOSED: 05/1&/194T
FANOEEEFENEEFW LA L L LR PR ELEER N R T L T R R I TRt
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: :

ADDRESS :

cITY: STATE: p: e
HOME PHONE : BLS, PHONE:

MODEL YEAR: 10 MODOEL ; PEDEE

MILEAGE : 100000 WSD:

CEALER NAME: PRUFFU FORD S5aLEs CoOE: 116328 F&A: 01202
CALGAL CODDE3Z: 1203 SYMPTOMS : 1043298 (04100

DRIGIN: ) TRANS. DST/RGM: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OSf0R/1997
ACK, CODE: ASEIST CODE: ¥ AWARD aMT: O SURVEY: ¥ [¥ DR N)
BUILD DATE: CALTARATIDN:

ESP JHWFQ: EXPIRES :

DPEN RECALL: NuMER HOTIFIED: MICRO!

COMMENTS :

1987/04/22

=+» YEHICLE INVOLVEDR IN ONP SBATO wew

+4+% VEHICLE INVOLVEDR IN RECALL 9G599 wmss

#ws UWEHICLE INVOLYED IN RECALL 96548 =+«

«ox NAVIS: SURSECQLENT +++

CUSTOMER SAYS:

= PETER ANDREANIDIS CALLED DM OWMER’S HEHALF

- WAS LODKING ONM THE ENTERNET AHND 5AW THAT FORAQ PUT OUT RECALL FDR THE
1995-1992 PROBES FOR THE SEAT BELTS

- THE DRIVER*S SEAT BELT STOPS HALF WAY OUT AMD THE LIGHT I5 ON

= THE PASSENGER'S SIDE SEAT BELT SDMETIMES GETS STUCK

FER CLSTOMER, DEALER SAYS:
- N3 CONTACT WITH DEALER
%

CLUSTOMER SEEKS:

- TO FIMD OUT IF YEHICLE I3 IMVOLVED IN RECALL
*

CAC ADVISED:

RE: RECALLE 96549 AMD 36599 AND OND DSET7H

- REQUEST MONWTY HOLT CUST REL MSR/SVC MGR TO CONTAGT THE GUSTOMER WITHIN TwO
BEUSINESE DAYS REGARDEMNG RECALLS D6548 AND 98599 AND ONP 3870

1987/03/ 43

FRITHIS IS THE CLOEING COMMEMNT

PARTS WHERE ORDERED ON 04/25/97 CLUSTOMER CALLED PARTS WHERE IM ,PARTS INSTALLE
D £%5/708,/97 UMDER RECALL 96548 AMND 98591. JEM

1997/08/16

#AATHIS TS THE LLDSIMNG COMMENT
oK

OWHER RELATIONS WOP/AENCHMARKIMG D9S11798 FAXCARTO




0%/11/98 MASTER DwhER RENATIONS SvSTIM I 14.21.02
Bl S S CSES S CEACSS S SEIEIS S S S S S-S SSSI SIS LIaIONSSSTALI L1l LSS ETAANANCEN Yy amlUkmpud
a737C% GRP . X503 [NFORMATLON CDNTACT YEH TYPE: CaR
UNKENOWN ag IN/TR CONTACT MWER: 10BO7S443 QPENED: D2 07/1997
VIN: 1ZUPT21U2L- ENGINE: L V02074 1997
BN =—Ei Rl rGEEEEREXrEEEESAd - -EEE Y= gbEr-o=—-=Sr==-S==mEE=-=--mmR= ST EEEECSIARES
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS: SUITE 10

CITyY: STATE: 1P: -
HOME PHONE : HUS . PHONE:

MODEL YEAR: a0 MODEL : FROBE

MILEAGE : Wsh:

REALER MAME : S4LES CODE: F B8 a:

CAUSAL CODES: 0219 1203 SYNPTOMS: 104 100

DRIGIN: Gl TRAMS. DST/RGM: TR&NS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: LY OR N)
BUTILD DATE: CALIERATION:

ESPF INFO: EXPIRES:

OFEN RECALL: OWNER NOTIFIED: MRICRO: FOI040S5
COMMENTS :

1997 /02707 -

=«» LETTER DATED NDVEMWMBER 18, 1928 r+w

wev MILEAGE UNAWAILAELE ++»

#8c MAVIS: SUBSEQUENT #++

CUSTOMER SA¥G:

- NOTE CUSTAMER LETTER HEAD NOTES HE 1S AN ATTORMEY

= DUTHAGED THAT WE HAD TD TAKE THE CAR 1N THICE FOR RECALL AND THEN NOT TO
RECEIVE A LOANER CAR FOR ALL THE IWCONVENIENCE

- DEALER HAD TO O8TAIN PART MUMBERS THEWN WE HAD TO walT FOR PARTS TO COME IN
.

PER CUSTOMER, DEALER SAYS:
= MO LOAMERS ARE PROVIDED
- FALTORY REPRESENTATIVE DOES WOT WORK WITH CUSTOMERS

L
CUSTOMER SEEKE:
- RESOLUTION TO LOAMER CONMCERN FRIOR TO LESAL ACTION

L)

GAL ADVISED:
= SENT LETTER SUPPDRTING DEALERSHIP DECISION, LOAMERS ARE NOT AWAILILABLE UMDER

NwHER RELATIONS VOP/BENCHMARKIMG O3/11/58 FAXCARTO




oo/ 4/98 MASTEA OWNER RELATIOMS SYSTEM 11 4.21.02
CEEECSX S S S ELS LSS FSSCSCSCSCSCSCSCSCSIS S ISSLFE RIS SESSS=SCS S oSS E S =SS AEYFIAEEEEEEEEEEEEEER
TRIETAO BRE: xXx0% CONCERM OOMTACT VEH TYPE: CAR

ATLANTA 21 ZN/TR: EZ CDONTACT MBR:. 1Q78B%175 OPENED: 1271671996

VIM: 12VPT21UZLS

ENGIMNE: LU CLOSED: 12/725/1986

EEIIEEEEIEAA AN NS A ES NG RIS i A E E E E EE EEEEEEEENFEEXEAT--I=-====

LAST MAME : TATUS: CLOSED
TITLE: FIRGT MAME: I

ADDRESS :

CITY: STATE: 1P -
HOME PHOME: HUS. PHONE:

MODEL YEAR: a0 MObEL:

MI1LEAGE ; BTO00 Ws0:

DEALER MAME: CAPITAL FORD IMC SALES CODE: 12101% P& A OOO9TR
CaUuSalL CODES: 1204 0404 SYMPTOMS: 104 100

ORIGIN: &0 TRANS. DOST/RGM: 21 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/1&/ 1986
ACK. CODE: ASRIST CORE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESF INFDO: EXPIRES:

OPEN RECALL: OWMER NDTIFIED: MICRO: 2020153
COMMENTS »

1996/ 12/ 14

vex THIS COMTACT !5 OPENED OUE TO OPEW RECALL 945599 »».

t#+% VEHICLE [NVOLVED IN RECALL 98548 s+

+t+ LETTER DATED 12/2/08 v+~ :

vee NAVIS: OREGIMAL »i»

CUSTOMER SAYS:

-THE CUSTOMER IS WRITING IN BECAUSE HE !5 NOT VERY HAPPY WITH THE SERVICE AT
THE DEALERSHIP

-HE IS ALSO WAITING TO HAVE THE RECALL PERFORMED

THE MOTORIZED BELTS 00 NOT WORK

-=THE DEALER SHORTED OUT THE BATTERY WHILE ATTEMPTIMWG TD RERPAIR THE SEAT BELTS

.
FER CUSTIMER. DEALER SAYS:

~THEY HAYE SPECIAL ORDERED THE PARTS
"

CUSTOMER SEERS;

~TO FILE A COMPLAINT AGAINST THE DEALERSHIP
-

CAC ADVISED:

+0uT CALL TO CUSTOMER. WO AWSWER AT EITHER MNUMBER, WILL CONTACT CUSTOMER LATER
IN THE DAY~

~INFORMATION HAS EEEM DOCUNENTED AMD FORWARDED TD THE DEALER

“REQUEST MR, ODELL LUMLEY [CLIST RFL MMSR| TO CONTACT THE CUSTOMER WITHIM 2
AUSINESS DAYS

DWNER RELATICNS VOP/EENCHMARKING 09/11/98 FAXCARTA




o3/11/94 MASTER OWMER RELATIONS SeSTEM 11 14.21.02
Il.llll-x-::::::==-l-lIli-----l=-l--ll-------======;;znia!t:======u‘-ll.-:::::
168310 GREP: xxg1 CAONCERN CONTACT VEH T¥PE: CAR
ATLAMT A a1 ZN/TR, CONTACT NBR: 107885175 OPEMED: 12/16/199E6
VIN: II\'PT!iUELﬂ ENGINE: b CLOSED: 12/D5/1396
EREREr === EgE IRl mme IS ks seEe e === S = S EENEAAE T - xmuERRAmmwT=====mg

19968512/ E

CAC ADYI1SED:

+0UT CALL TO CUSTOMER*

- WORKMANSHIF 135UES MUST BE ADDRESSED AT DEALEGR

= CONTACT MR. DDELL LUMLEY [CUST REL MSR)] FOR ASSISTANCE
-INFORMATION HAS BEEW DDSUMENTED AND FORWARDED TO THE DEALER

-“REQUEST ME. DDELL LUMLEY {CUST REL MNGZR] TO CDNTAECT THE CUSTOMER WITHIN 2
BUSIKESS DAYS

1998/ 12/ 18

HA¥XTHIS IS5 THE CLOSING COMMENT

CONTACTED CUSTOMER TODAY ,UNHAPPY WITH SERVICE BECAUSE SHE HAD HER CAR

IN OUR DEALER SHIP ON 10/07/15%9%G FOR SEAT BELT RECALL .WE QID MDT GIVE HER A
LOKWER CAR.SHE REFUSED ANY WDRK ON SEAT BELTS.AFTER THI% ¥IS1T HER BATTERY
MWENT BAD AMD SHE FELT WE DID SDMETHIMG WHEN WE CHECKECQ HER BELYS TD CAUSE
HER BATTERY TD FAIL.SHE IS TAKING HER CAR TO ANOTHER CEALER FOR THE RECALL.
DDELL LUMLEY PARTS AND SERVICE NIRECTOR.

18997702711

svw NAVIES: DRIGIMAL =w»

tee | ETTER DATED {12/3/GH ++»

CUSTOMER SAYS:

= CC MICAD ONLY: DUPLICATE LETTER

.

CAC ADV1SED:

= CC MICAD OMLY: DUPLTCATE LETTER

= CHECKED RECALL STATUS ON THE VEHICLE AMO THE RECALL HAS HEENM COMPLETED

OWNER RELATIONS VOP/BRENCHMARKING ORF11/98 FAKCARTH




8o/11/98 MASTER OWMER RELATIOMS STYSTEM 11 14.21.02
B e e B T e L LEE R LA RS R R R RN R R R Y RSN PP
23I505K GRP: AXDH INFORMATION CONTACT VEH TYPE: CAR
CHICAGD 41 2N/ TR ; CONTACLT MBR: 1077HG119 OPENED: 11719/ 1996
V1N: 1 Z¥PT20CAL EMGIME: C CLOSED: 11/19/199B
EREgOCON ICONE JDXEEEEFESS S IS NSNS S QFENESE R EE TS EFFFESE T EFEY FFEE NN RN NN RS e
LAST MAME: ATUS: CLOSED
Tégki;s FIRST MAME: :

A :

CITY: STATE: r: R
HOME RHOME ; HUS. PHONE:

MODEL YEAR: 80 MODEL - PROBE

MILEAGE : TODDG WED:

DEALER NAME: LARRY ROESCH FORD SALES CODE: 141057 P& A O1E94
CALISAL £DOES: 1203 SYNRTOMS : 104100

DRIGIH; an TRANS. DST/RGN: TRANS. DATE:

SERVICE /SALES: 1 ) CONTACT DATE:

ACK. CDDE: ASSLST CODE: AWARD AMT: 0 SURVEY: {Y DR H)
BUILDO DATE: CALIRRATION:

ESP INFO: EXPIRES:

CPEN RECALL: OWNER MOTIFIED: MIGCRQ: 7RO1928
COMMENTS :

1888/11/19

*s4 VEHICLE IWYOLWVED IN RECALL 3654R AND 96599 v«
sy LETTER DATED OCTOHER 22, 18BE ++»

*od HAVIS: SUASEQLENT +#e+

CUSTOMER SAYS:

- RECEIVED RECALL LETTER 98%4E FOR SEATBELTS

- TOOK VEHICLE TQ DEALER 10/21/96

- THEY SALD I HAD TO COME HACK AT A LATER TIME
L]

PER CUSTOMER, DEALER SAYS:

= WE CANMDT DO RECALL YET

- WE DD HDT HAVE EQUIPMENT YET

[ ]

CUSTOMER SEEKS:

= TO KNOW WrY DEALER CAMNGT DO RECALL 7

-

CAC ADVISED:

- WILL SEMD POSTCARD TO CONTACT CAC FOR FURTHER EXPLAMATION OF RECALL
= IF CUSTOMER CALLS, EXPLAIN RECALL INFORMATION PROVIDED

- PER CUSTOMER RECALL LETTER USS44:

-

WHEN ¥DOU BRING YOUR YERICLE IN FOR YDUR SERVICE OATE. vdUuR
AEALER WILL REFTORE OPERATION OF YOUR RESTRAINT SY3TEM.
HOWVEVER, YOU MAY BE ASWED TD RETURN YOUR VEHICLE AFTER
CECEMBER 15, 1998 TO AAVE A NEW RESTRAINT RALL WNSTALLED ON
THE DRIVER'S SIDE akD, IF NECESZARY, THE PASSEMGER SIDE. THE
MEW RESTRAINT RAILE WILL WOT BE AVAILABLE UNTIL DECEMBER 14,
1905,

OWNER RELATIONS VOP/RENCHMARKING O8711/8E FAXCARTO




ow/14/348 MASTER OWNMER RELATIOMS SySTEM 11 14_21.02
A R F 2 E X R R RN RERRNRRERNITELLRISEL S AL ERERERRERRERREERNLWENERENBERENEESEFEF I EER
BEIQISL GRP: XaOC CONCERM CONIACT VEH T¥PE: LAR
CENVER 25 ZN/TR: a2 COMTACT NBR: 107717220 OFEMED: 11/04/1996
VIN: 1ZYPT23LELE ENGINE: L CLOSED: 02/04719487
e T Tl T Bl e e - L L E T+ P L] |
LAST MAME: TATUS: CANCELLED
TITLE: FIRST NAME: 1:

ADDRESS:

CITY: STATE: IF: -
HOME PHONE : BUS. PHONE :

MODEL YEAR: ]+ MODEL : FROBE

MILEAGE: 1 w3l :

GEALER WAME: CAPITOL WOTOR COMPA SALES COOE: 156306 F B A: 20403
CAUSAL CDDES: 12049 SYMPTDMS 104100

ORIGIM: &0 TRANS . DST/REN: 58 TRANE. DATE:
SERVICESSALES: 1 COMTACT DATE:

ACH. CODE: H ASSIST COQE: AMARD AMT: O SURVEY: ¥ [V OR NI
BUTLD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEM RECALL: OWNER WOTIFIED: MICRO: 7752573
COMMENTS :

1996/ 11704

=ex THIS CONTAGT IS5 OPEMER DLE TO DPEW RECALL 9ES48 wes

vt MILEAGE LNAUA[LABLE #+#=

««s LETTER DATED 1Q/31/6E «++

wev NAVIS: SLUBSEDUENT w&«

CUSTOMER SAYS:

- SAFEYY RESTRAINT SYSTEM 15 INOPERABLE

~ RECEIVED A RECALL NDTICE

- TOOK TO RICH FORD WHO SAID TO COME BACK [N NOY. WHEN THEY WOULD HAVE MORE
INFORMATION

~ CALLED CAC TO GET ANOTHER LOCAL DEALER

- DEALERSHIP IS &0 MILES AMWAY IN SANTA FE

= WHO CAN COMPLETE THIS RECALL?

L ]

PER CUSTOMER, DEALER SAYS:

~ MO INFORMATION UNTEL MOVEWEER

-

EUSTOMER SEEKS:

- TO HAVE SAFETY RECALL FOR SEATEELTS COMPLETED

L}

CAC ADVISED:.

= MADE DBC TO CUSTOMER: MD DME HOME

- SENT PCO1: CONTACT THE EAC

= #on MEAT C50 PLEASE DETERAWINE WHETHER THE RECALL HAS BEEN COMPLETED:MTLAGE:
WHETHER THE DEALERGHIP IS REFUSING WARRANTY SERVICE: AMD TAKE CDNTACT OFF OF
HILOD STATUS.##s

1897/02 /04

CONTACT CAMCELLED BY SYSTEM - I[N HOLO 9D OAYS

OWNER RELATIONS VOPFEENCHMARKING 09711/98 FAXCARTG




03/11/98 MASTER OWMER RELATIONS SYSTEM |1 14.21.02
---.HII----I-IIl:“----.lIIi-IlIIII:::::=I==='.IIlI:-‘-::=====ﬂ.-l‘i-=========llll
9266PH GRP: 10 COMCERN CONWTACT YEH TYPE: CAR
CHICAGD 41 ZHITE* COMTACT MWER: I0TE2715RA QPEMED: 12703/ 1996
YIM: 1ZVFT20CXN ENGINE: C CLOSED: 12710/ 4006
Illllll--------I=l--'---lIll'll------=====:IIIIIIIII:::::=——==!I'-I-Ili---::::I-lll
LAST NAME: STATUS: CLOSED
TI1TLE: FIRST MAME: MI :

ADORESS:

ClTv: STATE: ZIP: -
HAME PHORME : BUS. PHONE :

MODEL YEAR: MODEL : PROBE

MILEAGE : 48000 wsO:

DEALER MAME: AL FIEMONTE FORD SA SALES CODE: 14 1085 P& A: QiBki0
CALUSAL CODES: 1215 SYMPTDNS ; 104100

ORIGIN: GO TRANS. DST/RGM: 41 TRANS. DATE:
SERVICE/SALES: | COMTACT DATE : 432/02/ 1908
ACK . CDDE: ASSIST CODE: W ANARD AMT: 290 SURVEY: ¥ (Y OR N}
BUILD DATE: CALIBRATION:

ESP INMFD: EXPIRES:

QPENM RECALL: OWMER MOTIFIED: MICRO:

COMMENTS :

19896/ 12/02

w¢x VEHICLE INVOLVED IN RECALL SGS4R AND UESE9 +++

«++ MAVISN: PEOGRAM +++

CLUSTOMER SAYS:

- WEHICLE IS INVOLVED 1N RECALL

= CAN'T BE WITHOUT CAR FOR TWD DAYS (1 FOR INSPECTION akll ONE FOR REPAIR)

L

FER CUSTOMER, DEALER SAYS:
- THEY MEED TO INSPECT THE VYEHICLE

£l
CUSTONER SEEKS:
- RECALL INFO (HOW TO GO ABDUT)

CAC ADVI%ED:

- INFORMATION HAS BEEN DOCAUMENTED AND FORWARCED TO THE DEALER

= REQUEST MR. CHUCK MURPHY [(CUST REL WNGR) TO CONTACT THE CUSTOMER WITHIN
2 BUSINESS DAYS

1888/12/00
#AATHIS IS5 THE CLAOSIHG COMMENT

PARTS HAYE AFEN SPECIAL ORDER AND WILL NOT BE AVAILABELE TILL AFTER DEC 15,4825
PER RECALL CM.

OWNER RELATIONS YOP/BEMCHMARKING Q3711798 FAICARTG




0a/11/498 MASTER OWNER RELATIDNS S14TEM I 14.21.02

Z===zazaczam
220TKB GRP: XXxi3 INFORMAT ION COM1ACT VEH TYPE: CAR
CONTACT NBE: 107833237 QPENED: 127031996

BOSTOMN 11 ZN/TR:
VIN: 1IVPTIOCEM
EEmEC-C=-=—-=—===S==SICaODZEEFEam EEEEERriEmsemmE======

ENGIME: C CLAOSED: 12/03/1986
====== SEFENEFFEFSSEdEEwERAET=-—====—

LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS :

CITY: STATE: i*: |
HOME PHONE : BUS. PHONE:

MODEL YEAR: 81 MODEL FROBE

MILEAGE - BODOO WsE:

DEALER NAME: NEWMAN FORE LLC SALES CODE: 111568 P& A: OB0O3B
CAUSAL CODES: D412 1104 1202  SYMPTOMS: 104100 202000

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

ACK. CODE: ASSIST £NDE; AWARD AMT: 0 SURVEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: . OWNER NOTIFIED: WICRO:
COMMENTS -

16996/ 12,/03

=w+ THIG COMTACT IS OPEMED DUE TO OPEN RECALL SESES AND SGES48 =+
=rd NAVIS: SUBSEQUENT #+++

CUSTOMER Sar5:

= HAVE HECIEVED Twl RECALL LETTERS: 96548 AMD SESODD

TODK THE VEHICLE TO THE DEALER FOR SERVIGE

THE ORIVER 135 RESTAAINED AMND THE MOTOR STALLS RIGHT ABDVE THE HEAD
DEALERSHIP TRIED T3 FIX THE SEATBELT

CURRENTLY THE TRACK [5 STICKING

WHEN DRIVING IW THE RAIM, THE WIPERS STOP

I nr

E

PER CUSTOMER, DEALER SaY¥S5:

RE: RAILS FOR THE SEAT BELT TRACK

- INSPECTED AND LSED THE SAME MOTOR

= THE RESTRAINT RAILS NEED TO BE REPLACED AND THEY WILL MDT BE AVAILABLE
UNWTIL DECEMBER 15TH (FOR TRACKS NOT WORKIKG)

RE; MWIPERS

= IT WILL BE A %200 FDR THE REPAIR

L 3

CUSTOMER SEEKS:

- TO HAVE THE RAILS FLXED

= TO TELL FORD THE PRICE WAS VERY HIGH FOR THE WIPER REPLIR

- FIMAMNCIAL A551STAMCE FOR THE WIPER REPAIR
"

CAC ADVISED;
RE: FINANCIAL ASSISTANCE

DWUNER RELATIONS VOP/HENCHMARKING 08/11/98 FAMCARTG




oas11/98 MASTER COWNER RELATIONS SYSTEM 11 14.11.02
LA R L LR LR RRR LTI L RN ELEEERE LR ER IR IS I
2207K8  GRP: XX13  INFORMATION CONTACT VEH TYPE: CAR
BOSTON 11 ZNJ’TR:* CONTAET NBR: 107B332237 OPENED: 12/03/71936
VIN: 1ZIVPT20CEMT EMNGIME: £ CLOSED: 1270371998
B Ll RS 3 13 R DL L L L EEL LD RRREEELELERLEREEICE R R DL PIY NI TT I
1998/ 12/03

= WARRANTY HAS EXPIRED

- FORD WILL NOT PROVIDE FIMNAMCIAL ASSISTANGCE TOWARD THE COST OF THE REPALIR
RE: WIPER REPAIR PRICES

- DEALERSHIPS ARE INOEFENDENTLY DWNED AND DPERATED

=~ FDRDSMOTORCRAFT PARTS ARE QEM AND CARRY A& 12712 WARRANTY

RE: RECALL RAILS NOT WORKINA

- THE RAILS WILL NDT AF AVAILABLE UNTIL DECEMBRER 13TH

- PLEASE KEEP IN CONTACT WETH SERVICE MAMAGER MR. PAUL KAVANAUGH
1997/02/12

wss MAVIS: SUBSEQUENT +ws

CUSTOMER SAYS:

-STILL WAITING FOR THE SEAT BELT RALLS TO COME IN

-AS OF LAST WEEK. THE DEALERSHIP SALD THAT THEY HAD MO IDEA WHEN THE PARTS
WOULD BE EN

.

PER CUSTOMER, DEALER SAYS:

-PARTS DN BACKDRDER

L J
CUSTDMER SEEKS:

=A CERTIFICATE TO GET A LOAMNER YEHIGCLE WHILE SHE WALITS FOR THE RAILS TO COME
IH

L
CAC ADVISED:
- LOAMERS ARE MNOT A PROVISION DF THE WARRANTY.
~ CONTACT MRE.MR. AL LEVESOQUE SVC.MGR. FOR CLARIFICATION OF THE DEALERSHIPYE
POLICY ON ALTERMNATIVE TRANSPORTATIDN.
- MAY REQUIRE AN APRDINTHMENT
1997 /0% /25
ase LETTER DATED O2=12-97 #a&n
ELUSTOMER SAYS:
- HAS BEEN WAITING SINCE OCTOEER TO GET THE RAILS FOR THE SEATBELT
= I5 NOT COMFORTABLE DRIVING THE VEHICLE WITHOUT THE PART
= WANTS A LOANER WEMHICLE TO DRIVE WHILE WAITING ON THE PART

PER CUSTOMER, DEALER SAYS:
- M0 DEALER COMMENTS

L 3
CUSTOMER SEERS:
= TO GET A& LOANER WEHICLE WHILE WAITIMNG ON THE PFART FOR THE SEATRELT

-
CAC ADVISED:

= SENT AUTDMATED LETTER FS520 SUPPORT [NFORMATION PROVIDED BY COMPANY
REPRESEMTATIVE

DWKER RELATIONS VOP/OENGCHMARKIWG O8/11/98 FAXKCARTG



o/ i1/98 MASTER OWMNEH HELATIBNS Sr5leM E1 14, 21.02
TEIANEI A A LA LA R AN E NN R X T S S S ST S LSS S S FONCIPFEAFALAFJAAREENEISSSS=SSSSSSS=SOEAARNE
TEHEAE GRP: &9 CONCERN CONTACT VEH T¥PE: CTAR
CETROIT 43 ZNATR: CONTRCT HBR: 107856530 DEENED: 12/0971349&
VIM: 1ZYPTIDCOME 1 ENGINE: C CLOSED: 12/12/1908
EEEEEE R e A S E R X S S O FANEEEIEEEEENAEEEEEECS IS CSCS=S=S=S==S 3R ANAEEEEEEN
LAST MAME: STATUS: CLOSED
TLTLE: FIRZET MAME: 1:

ADDREES:

CEYv: STATE: 1P: -
HOME PHOME : HUE. PHDME :

MODEL YEAR: a1 MODEL :

MILEAGE : 110000 W5D:

CEALER NAME: MEL FARR FORD-GRAND SALES CODE: 143051 P& A 0QEET1
CAUSAL COODES: 1203 SYMPTONS: 104 100

DRIGIN: ca TRANS., DST/RGN: 45 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/413/18484
ACK. CODE: ASEIST CODE: W AWARD AMT: O BURVEY: Y (Y DR Nj
BUILD DATE: CALIBRATICON:

ESP IWFO: FXPIRES:

OPEM RECALL: . OWNER MOTIFIED: MICRO:

COMMEMTS

1986/12/09

se» VEHICLE IMVOLVED IN ONP 95ETQ wew
w4+ VEMICLE INVOLVED IN RECALL 96599 wws«
«++ VEHICLE INVOLVED IN RECALL 96548 we+«
s+¢s NAVIS: PROGRAM 44+

CUSTOMER SAYS:

- HEARD THERE IS5 A RECALL FOR SEAT BELTS.
[ ]

PER CUSTOMER, DEALER SAYS:

- NO CONTAECT.

»

CUSTOMER SEEKS:

= RECALL INFORMATION.

-

CAC ADVISED:

REGAADING RECALL/DNP

= REQUEST SANDRA DELL CUST REL MGR TO CONTACT THE CUSTOMER WITHIN TWO BUSIMESS
DAYS REGARDING DMP

- customer’s Pacer nunstr 15 [

199&/12/12
#¥FTHIS IS5 THE GLOSING COMMENT
BEALERSHIP MADE AN APPOINTMENT ANMD HAS IMSPESTED £AR PER RECALL BGSG9 AND

98548 ON 13/13/R8 PARTS ARE ORDERED AND WILL BE [MSTALLEQ AS SDON AS PARTS
BECDME AVALLABLE. CUSTOMER IS5 DRIVING CAR UNTILL PARTS ARE tN STDCK,

OWNER RELATIONS VOP/BEMCHMARKING 08/11/98 FARCARTG



ocas11/98 MASTER OWNER RELATIONS SysSTIOM 1| 14.21.02
.F:._—,p::::::-...llu:::::-n--.-.“..I..l_lIL.----.iq.‘-ﬂ.l.J.__'::====l...-.-..;:======
&7 10BY GRP; Xad CONCERN COMTACT VEH TYPE: CAR

ATLANTA 24 2H/TR: COMTAELT NHR: 107BG11537 DFEWED: 12710/1996

uin. 1 INPTIDCSMS EMGIHE: C CLOSED: 1218/ 13398
cEE—Issssmnbkn ——=——mcrEFEEKIRIE==-=—=—oxc=—ERANEEEECTZ=F=-c-dmmmx
LAST NAME: TATUS: CLOSED
TITLE: IRST WAME: I[: E

ADDRESS :

CITY; TATE: IP: [ ]
HOME PHONE : 5. FHONE:

WODEL YEAR: ai MODEL . RO

MILEAGE: 71000 w50:

DEALER NAME: HOOMEASHIME FORD SALES CODE: 121023 P& a: 00410
CAUSAL CODES: 1211 1203 SYMPTOMS : 104100

ORIGIN: BD TRANS. DST/RGN: 21 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/11/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ {¥ DR W]
BUILD DATE: CALIERATION:

ESF TINFD: EXPIRES:

OFEN RECALL: OWNER HOTIFIEP: MICRO:

COMMENTS :

1386/12/10

sex WEHICLE INYDLVED TN RECALL BDES4R AN SGED9 +a»

ssn NAVIS: SUBSEQUENT ==+

CUSTOMER 5SAYS:

= THE CUSTODMER RECEIVEN & LETTERA ON THE SEATBELT RECALL

- HAS LOST THE LETTER AMO MEEDS A MEW DME TO GET THE WORK DONE ACCORDIMNG TD
THE DEALEWSHIP

[ ]

PER CUSTOMER, DEALER SAYS:

- TOLD THE CUSRTOMER THAT WITHOUT THE LETTER TNO WORK COULD AE DOME (NOT SURE
WHO TOLD HER TH15}
-

CUSTOMER SEEK3:
-~ TO GFT A KREW LETTER SO THE RECALL CAN BE COMPLETED

L J

CAl ADVESED:

- YNFORMATION HAS BEEM DOCUMENTED AWC FORWARDED TO THE DEALER

- REQUEST WR. BOB BRADLEY¥ CUST REL MMGR TO CONTACT THE CUSTOMER W1THIMW 2
BUSINESS DAYS

- DO NOT MEED TO HAYE THE LETTER TO HAVE THE WORK DOME

1996124114

TALKED WIYH OWNER DN TOOAYS DATE AMD ADVISED THAT HD LETTER WAS NECESSARY,
ALSO, DEALER 15 WATTING OW PARTS FOR RECALL. OWNER TO CALL DEALER FIRST OF
MEXT YEAR AND WILL HAVE RECALL PERFDRMED AS PARTS ARE AVAILILABLE.

##¥THIS IS THE CLOSING COMMENT

SEE PREVIDUS COMMENTS FOR CLDSING INFD.

SWNER RELATIONS VOP/BENCHMARMIMG 09711798 FANCARTG




ao9f/ii1/98 MASTEK DWKER RFLATIDMNS Sr&5lIM 11 14.21.02
EAebhoeememissnn fSkrasdenaillidlidessn S s mhbens i AR S S Ik g pr-+ 3 - THEIEY J plESLAL g SLAERNEAyN
{83BPC  GRP: Xx14  INFORMATLON CONIACT YEH TYPE: CAR
BOSTON 11 2ZN/TR: CONTACT NBR: 10781747% DPENED: 127361998
VIN: lZUPT!iIﬂHE“ ENGINE: U CLOSED:

LAST NAME: STATUS: DPEN
TITLE: FIRST NAME: 1 E

ADDRESS :

CITY: ETATE: 1F: [
HOME PHOME: BUS. PHOME:

MDDEL YEAR: 81 MDDEL : PROBE

MY LEAGE: ROOO0 MSD:

DEALER MAME: JAMNELL MOTDORS INC SAlL ES CODE: 111070 R A 0d045
CAUSAL COOES: 1204 SYMPTOMS: 104100 201227

ORIGIN: a0 TRANS. DST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: ¥ OR W]
BUILD DAYE: CALIBRATION:

ESP 1NFO: EXPIRES:

DPEN RECALL: DWNER NOTIFIED: M]1CRD:

COMMENTS :

1996/ 12/25

#x+ YEHICLE INWVOLVED IN RECALL BESAE +4+

svr NAV1S: DRIGINAL +++

CUSTOMER BAYS:

-MEEDS RESTRAINT S¥STEN REPAIRED AS FPER RECALL
—HEADLIGHT MOTOR MAY WEED REPLACEMENT

*
PER CUSTOMER, DEALER SAYS:
-0ID NOT HAVWE THE PARTS OR YDOLS To DO THIS

-
CUSTOMER SEEKS:
=RECALL PERFORMED

*®

CAC ADVISED:
- MO LOAMER GFFEREDR ON THLS PROGAAM.

OWMER RELATIONS VOP/REMCHMARMING oCUf11/38 FAKCARTG




o9/11/98 MASTER OWNER RELATIDNS SYSTEM 11 14.21.02
FNFEEE IS N EAE NN NN N EENEREEEECEE T =I=-===S===C=y i EFEEEEEEEREENERGIEII===== S ESSICNEEEFEEER
A3RTHM GRR: Xx02 [NFORMATION CONTACT WEH TYPE: CAR
CHICAGD 41 IMNSTR : COMTACT NER: 107928299 OPEMED: 12/317158%E
VIM: 12VYPT21U1MB ENGIMNE: U CLOSED: 1273171856
EEEEEE .. I T I S I S NN FEFFES A NN N NS eEEEE RN - - - - - - - AP FEEAREEEEEENEEREEL—
LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDREES:

CITY: STATE: IP; -
HOME PHDNME ; BUS. PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE : 8000 wsh:

DEALER HAME: HILLER FQRD INC SALES COOE: 141058 FE A: OE180
CAUSAL CODES: 1204 0411 SYMPTONS: 104100

ORIGIN: Ga TRANS, DST/RGH: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACH . CODE: ASSIST CODE: ARARD AMT: O SURVEY: (¥ DR N)
BLUILD DATE: CALTHRATION:

ESP IMNFO: EXPIRES:

OFEM RECALL: OWNER NOTIFIED: MECRO:

COMMEMTS :

19967512731

CUSTOMER SAYS:
- WME 80T A RECALL LETTER [GES4AE AND 95589}
= IT Sal0D THAT PARTS WILL BE AVAILABLE AFTER DECEMHER 15

- IF FORD 155UES & RECALL. THE PARTS SHIULD BE AVAI!LAHLE WHEW THEY SAY THEY
WILL 8E

~ WE CALLED AND Q0T AN APPOIMTMENT
~ WE TDOK A DAY OF VACATION TO DO THYS, WE CAN'T DD THAT AGAIM

= THE DEALERSHIP DODES NOT HAVE EVENING DR SATURDAY HOURS, S0 WE CAW MEVER GET
THIS VEHICLE IN AGAIN

~ ALSO WHY CAN'T THEY CALL AROUMD TO SEE TF SOMEOME CAN GET THE PART

-
PER CUSTOMER, DEALER SAY¥S:
- BRIMG IT IM AMD WE WILL WIRK OM 17, WE CAWN DO 1T 1IN A DAY

= THE RIGHT SIDE 15 OK, BUT THE LEFT SIDE MEEDS REPLACIMG AND WE MILL MEED TO
ORDER THE PARTS

- FORD DOES NQOT SLFFLY LOANERS FOR RECALLS

]
CUSTOMER SEEKS:
- TO LODGEE A COMPLATNT WITH THIS POLICY

.
CAC ADVISED:
-~ INFORMATION #AS BEEN DOCLIMENTED AWO FORWARDED TO THE DEALERSHIP

OWNER RELATIONS VORP/HEWCHMARKING O9/11/80 FAXCARTA




o5 f11/88 RASTER QuNER RELATIONS SYSTEM 11 14.21.02

________ tE R RN BERNEREI AT RAPFFELE I B NEEEFFREEEEREEYJ-FI FEE lerm-_- - - =-woRESdERd1IAmx—
143K 7 GRP: X)A04 CONCERN CONTACT YEH TYFE: CAR
CONTAGT NER: 107941223 OFENEDR: Q170671997

DENVER LY ZN/TR:
VIN: 1FVET20C 4 ME ENGIMNE: ¢ CLOSEDR: Q171571987
ENEAERENEATEO=-—=-=—==—-—====3J=ITxw EEASEAEEEEEE X=Xt EEERENEEmEEEET=———==-- ImEw

LAST MAME : TATUS: CLOSED
TITLE: IRST MAME: I:

ADDRESS :

ertTr: TATE: I
HOME PHONE : % . PHOME:

MODDEL YEAR: ai MODEL :

WILEAGE : BOODO W5D:

DEALER NAME: ST GEORGEFDRD LINC SALES CODE: 168571 F & & OBaAD3
CAUSAL CODES: 1203 1204 1208 SYMPTOMS : 104 100

DRIAIN: an TRANS, DST/RGN: 36 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O4/07/19487
ACK. CODE: ASSTET CODE: P AWARD AMT; O SURVEY: ¥ [¥ QR N}
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEM RECALL: DWNER MOTIFIED: MICRO:

COMMENTS -

1997/01/08

w48 THIS COMYACT IS DPENED DUE TD OPEN RECALL Y6548 AMD 98508 wee

wur NAWIS: SURSEQUENT ##4

CUSTOMER Sav5:

~MOTHER. DIANE, IS CALLING DM BEHALF OF DAUSHTER. KELLY, WHO OwWwNS THE VEHICLE
=WHEN PUACHASING THE VEHICLE THE SEAT BELT ONM THE DRIVER SIDE DID MOT WDRK AND
WAS REPAIRED BEFORE THE VEHICLE wAS DELIVERED TO CUSTOMER

-THE PRICE OF THE YEWICLE THEM WENT UP BY 5500 QUE TO THE SEAT BELT REFAIR
=BOTH THE DRIVER AND PASSENGER SIDE SEATHELTS LOCZK INTOD POSITION AND DO NOT
WO

=~CUSTOMER HAS BEEN WAITING SINCE THANKSGIVING FOR THE PARTS TO COM FOR THE
REACHED AT
(PAGER];: AN

*
PER CUSTOMER. DEALER SAYS:

-~PER KEVIN, SALES: THERE WILL BE WO REFUND STNCE WE OID MOT MAKE & PROFIT ON
THE wEHICLE

-PER SERVICE(NO NAME]: WE HAVE KDT HEARD FROM FARD AHOUT THE RECALLS

-

LUSTOMER SEEKS:
—REIMAURZEMENT FOR THE REPAIR
=T0 HAVE THE RECALL PERFORMED

[ ]

CAC ADV]SED:

PER REIMBURSEMENT

= DEALERSHIPS ARE IMOEPENDENTLY OWMED AND DRERATED

- COMTALT DEYON JOMES, CUST. REL. MOR,, FOR FURTHER EXPLANATION,

PER RELCALLS: .

-INFORMATION HAS BEEN DOCUMEMTED AMD FORWARDED 1O THE DEALER

-REQUEST MR.OEvVON JOMES[CLST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

OWHER RELATIONS YWOPSBEMCHMARMING Q9711798 FAXCARTG




03/11/8a MASTER OWNER RELATIONS SYSTEM TI 4.21.02
==--IIII===-'IEI;UI-I.=:=:I:l-n--:::===-----------l-------::===SIIIII=======II--==-
184 4K32 GRP: xXx0a CONCERN COMTACT YVEH TYPE: CAR
DENVER 5E IHITR;* CONTACT MNBR: 107944220 OPENED: O1/06/1997
VIN: 12¥PT 200N ENGINE: [ CLOSED: 011571997
t-w--.-..--::::----k-:::::::::IIIII==:===l-lllll::::--ll----====snl!lk===-lll-I=
1997 /01/08

H#¥FTHIS IS THE CLOSING COMMENT

CUSTOMER CONTACTED-APPOINTMENT SET FDR THURSDAY O1/09/1997 FOR RECALL WORK TD
BE DONE-PARTS ORDERED FOR BOTH RECALLS-OME S1DE CAME 1N 12/02/98 AMD THE OTHER
SIDE FOR OTHER RECALL CAME IN DN Q1705/o7.

OWMNER RELATIONS VOP/BEMCHMARKING O9/11/88 FAXCARTQ




08/11/98 MASTER OWMER RELATIDNG S¥STEM 11 14.21.02
-.---n:-----I-ll-h----r---'-:::::===ll!llllllll-========ﬂilllll:=========lSIlll
BES0RP GRP: xsi13 CONCERN CONTACT VEH TYPE: CAR
ATLANTA 21 ZMSTR CONTACT NBR: 107974496 OFENED: Q171471857
VIN: 1szsz&u* ENGINE: CLOSED: 0172371997
LELLILRRRRNENI]JRRRREINTT]] R S S S I N EEEE NN NEEE === EgEEEREEEBAEmERE==-=2
LAST WAME: TATUS: CLOSED
TITLE: FIRST MAME: I
ADDRESS:
CITY: STATE: ir: [N
HOME PHDNE : BLS. PHOME:
MODEL YEaAR: a1 MODEL :
MILEAQGE: 1090 e
DEALER MAME: JONES FORD INC SALES CODE: 121294 P B A: 01028
CALSAL CODES: 1218 3105 SYHMPTOMS: 104100
DRIGIM: ah TRANS. DST/RGN: 21 TRAMS. DATE;
SERVICE/SALES: 1 CONTACT DATE: 0141571997
ACK. CADE: ASSIST CODE: W AWARD AMT: QO SURVEY: H [¥ DR NH)
BLUILD DATE: CALIBRATION:

ESP IMFD: EXPIRES:
OPEN RECALL: OWNER NOTIFIED: MICRO:
COMMENTS :

1997/01/14

#ev WEHICLE INVOLVED I[N RECALL 96599 +++ {PERA OBC TO DEALERSHIP RECALL HAS

NOT AEEN FERFDAMED)

wox WAVIE: SUBSEQUENT +w»

CLUSTOMER SAYS:

~HAD RECALL FOR SEAT BELTS DOME iIN SEPTEMHER

-HAS BEEM WAITIHG FOR THE PARTS FOR SEVERAL MONTHS
[ ]

FER CUSTOMER, DEALER SATS:

THE DEALERSHIP 15 WAITING FOR PARTS

-
CUSTOMER SEEKS:

=15 THAT A TRUE STATEMENT?
"

LAC ADV]SED:
-INFORMATION HAS BEEM DOCUMEMTED AMD FORWARDED TO THE DEALER

~REQUEST MR.GARY HOOKS {SVC MNGR) Td CONTACT THE CUSTOMER WITHIN 2 BUSINEYS
DAYS

-OHC MADE TO SUE IM SERVICE:

-THE EOMPUTER 15 SHOWING THE RECALL 95548 AMD 98599 HAVE BEEMN PERFORMED
ON 11-15-0E

-THE RIGHT SIDE PASSED 5644949 [INSPECTION]

-08548 IS AN AUTOMATIC REPLACEMEWT AMD WAS MNOT PERFORMED

-PER GAHY HODKS THE SERVICE MAMAGER S5AID THE PARTS ARE IN
1987/01 /145

##NTHIS I3 THE CLOSTNA COMMENMT
MRE. OVERSHOWN HAS AM APPOINTMENT FOR 1/18/97 TO GOMPLETE THE RECALL ON HIS
VEHIGLE

DWHER RELATIDNS VDP/REHCHMARKING O9F11/98 FAXCARTG



087117458 MASTER OWNFR RILATIOMS SYSTEM 1] 14,21.02
ER TR RAR N ERFETENELEEELEFNRERLRERLERENRR-E- B EN IR e e e )
11SAEK GRP: KXO9 COMCERM CODNTACT YEH TYFE: CAR

SAM FRAMN 72 ZNSTR; CONTACT WBR: 1079A7159  OREWED: D1/167 1997
vIM: 12WPT2 LGNS ENGIHE: U CLOSED: D2/03/1947

B L E L EE ELREE R AR ST 2 R ESETERE It

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

ADDRESS :

CITY: STATE: IP: -
HOME PHOME : BUS, PHOKE:

MOCEL YEAR: 91 MODEL: PROBE

MILEASE: 71000 wsh:

DEALER MAME: SUNNYVALEFDRD SALES CCODE: 172032 F & A: O7934
CAUSAL £ODES: 1203 SYMPTOMNS : 104 100

ORIGILH: 4] TRANS. DST/RGN: T2 TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: C1/2371887
ACK. CODE-: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (Y OR N]
BUILD DATE: CALIRRATION:

ESP INFO: EXPIRES:

OPEM RECALL: DWMNER MODTIFIED: MICRQ:

COMMEMNTE -

1997/04 /16

sxs THIS COMTALT I% OPENMED DUE TO DPEW RECALL A854H, JBS5Y »ee

wwsx WNAW1S: PROGRAM =«

CLSTOMER SAYS:

- RECEIYED A RECALL FOA THE SEAT BELT

- THE SEAT BELT 15 STICKING AMI THAPS THE CUSTOMER IM THE SEAT, FULLY LOCKED
IN [THIS IS A RANDOM OCCURAMNCE)

= BOOD # FROM THE MNOTICE

= IS HAVING A HARD TIME GETTIMG HER RECALL DOME
]

PER CUSTOMER, DEALER SAYS:
- DMLY THE TRACKS WILL BE REPLACED [E¥ PHONE)

u
CUSTOMER SEEKS:
- WANTS THE SEAT BELTS REPLACED

¥

£AC ADVISED:

REGARDEING THE HEGALLS

-INFORMATION HAS HEEN DDEUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. GEDRGE BERILE [CUST REL MNG) TO CONTACT THE CUSTOMER WITHINW 2
BUSINESS DAYS

1957/04/27

#PFTHIS IS5 THE CLDSIKG CDNMENT

CONTACTED CUSTOMER 1-23-97 MADE APPOINTMENT TO INSPECT VEHICLE. OQRDERED PARTS
TO PERFORM RECALL.

OWNER RELATIDNS VOP/BENCHMARKING D49711/98 FAXCARTG




0a/11798 MASTER OWMER RELATIOMS SeS10M II i4.21.02
LSS Er A I EI NI N A LT AN EEE RS e r s === C S-S =SS S s i AdEEEENEN A kR T - - -S-c==—=——FJAEEEEEEN A Moo=
A6 17ML GRP: XA04 CONCERN CONTACT VEH TY¥PRE: CAR

TWIN CITIES 1] ZN/TR: D1 CONTACT NER: 108072371 OPENED : 0270771997
VIN: 1ZIvPT20C3M ENGIMNE: ¢ CLOSEQ: 02/25/1997
AEEEEXEKEI==S=== = ERfEREl X EC - oSS CCERNFYEbEAAAfmNEEEEEXTr-——a3nsEEgEEN
LAST MAME : TATUS: CLOSED
TITLE: FIRST WAME: '

ADDRESS:

CITY: STATE: re: N
HOME PHONE: HUS. PHINE :

MODEL YEAR: MODEL :

MILEAGE: 100000 Wa0:

DEALER MAME: AMERICAN FORD SALES CODE: 153013 P& &A. D9204
CAUSAL CODES: 1203 SYMPTOMS: 104 100

ORIGIN: cn TRANS. DST/RGM: SA TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: o2/10/149497
ACK. CADE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ Y OR N)
BUILD DATE: CALIARATION:

ESP INFD: EXPIRES:

OPENH RECALL: OWHER NOTIFIED: MICRD:

COMMENTS :

189702507

*vs YWEHICLE INYOLVED IN RECALL S8538 *+«
awe WEHICLE THYQOLVED IN RECALL BESJE #4s
vue hAWIS: SUBSEQUENT &=

CLUSTOWMER 5AYS:

- DRIVER SIDE EELT MNOT WORKING

[ ]

PER CUSTOMER. DEALER SAYS:

- NO CONTACT

E

CUSTOMER SEEKS:

- REPAIR OF THE VEHICLE

L3

CAL ADUISED:

- INFDRMATION HAS BEEN DOCUMENTED AMD FORWARDED 1O THE DEALER

= REQUEST MR. LDN PLLUMPTONICUST REL MNGR/ SWC MNGR) TD CDNTAST THE CUSTOMER
WITHIN 2 BUSIMESS DAYS

1997702718

#A4THIS IS THE CLOSING COMMENT

CUSTOMER BROUGHT 1 VEHICLE TN FOR RECALL AND PARTS ARE DM OROER HE WILL RETURM
WITH THE SECOND VEHICLE AFTER THE FIRST ONE IS5 COMPLETED

OWNER RELATIQNS VOP/BEWCHMARKINWG 09711798 FAXCARTGE



ae/11/398

MASTER OWNER RELATIDNS SYSTEM 11 14.21.02
FETI T T T ET FR R AR BT E RR T E L Y o e L B LR LR L L bl b Ll b Ll
1H0GCR GRP: 05 CONCERW CONTACT VEH TYPE: CAR
SEATYLE T4 ZHFTR: AR CONTACT HWBR: 143102947 OPEWED: 0271471387
WIN: 1 IVFT21U9MG ENGINE: U CLOSEC: 02/25/1%9%87
EE I TE R R R R T PR E T B P PSP PP P AR I LR DL L L ER L EEE L DL L LD e L L]
LASY WAME: TATLS: CLOSED
TITLE: FIRST NAME: T: N
ADDRESS !
eITY: STATE: wr: N
HOME PHONE : BUS ., PHONME:
MODEL YEAR: 1 MODEL :
MILEAGE : 1GC0O00 w30
DEALER HAME: CAL WORTHINGTOM FDR SALES CODE: 174541 P A& A: QBGAB
CAUSAL CODES: 10RA SYMPTONS: 104 150
ORIGIM: D TRAMS. DST/AGN: 74 TRANS, DATE:
SERVICE/SALES: | CONTACT DATE: H3/17/1997
ACK. CDDE: ASSIST CODE: R AWARD AMT ; O SURVEY: Y LY DR M)
BUILD DATE: CALTERATION:
ESF 1WFD: EXPIRES:
OPEN RECALL: OWNER MOTIFILED: M1CED:
COMMENTS:
1937/02/714

444 PARTS DELAY OVER 30 DAYS »vw

CUSTOMER SAVE:
ETTER FOR Mr SEAT BELT

-1*YE BEEM MAITING SINCE THE 17¥H OF DECEMRER FOR THIG PART TD COME TN
=1*M HAVING TROUBLES GETTING OM THE BASE BECAUSE MY SEAT BELTS ARE MOT WCORKIMNG

-

PER CUSTOMER, DEALER SAYS:

~ND CONTACT

L]

CUSTOMER SEEKS:

~RESTRATMY SYSTEM FOR RECALL

.

CAC ADVISED:

~[NFORMATION HAS HEEN DOOCUMENTED AMD
10 THE REGIGNAL OFFICE.

~REQUEST MR.IMA FEIST {CUST. REL MNGR] CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS
1997/02/14

##FTHIS IS THE CLOSING COMMENT

PARTS FOR THE SEAT BELT RECALL CAME IN 2/12/97. WE CALLED THE CUSTOMER AND
MADE AN APPDINTMENT FOR 2/715/197. HANMDLED AND CLOSED BY DON LEWY, SERYICE M
ANAGER

FORWARDER TO THE DEALFRSHIP WITH A COPY

OWNER RELATIDNS VOPFHENCHMARKING 09711798 FAXLCARTG




o9/ 11 /498 MLSTER DWNER RELATIONS SYSTEM 11 14,21.02
I FFITEER NI I R R R R ET TP P ERT LT RSN L0 A 0 NI I IR B L IR I R BB R B e e
J3B3HM GRP: Xx02 INFORMATION CONTACT YEH TYPE: CAR
HOLISTON 57 ZHNATR: A1 CONTACT WBR: 107745551 OPEMED: 11/08/19%8
YIM: M ENGINE : CLOSED: 11/0R/1998
aasmmgursspecnerrass s e e e i dniSns IR FEE AN FEEEQEE S S E OSSN EEFEEIECTrENE S IEECSC-ICSC-CC
LAST MAME: .

TITLE: FIRST MAME:

ACDRESS:

CITY: STATE:

HOME FPHONE : D00 QOL=D0E0 BUS. FHONE: O00-D00-0000

MDOEL YEAR: a1 MODEL ; PROBE

MI LEAGE: 1 w3D:

DEALER WAME: HWILLCRESTFORD LINC- SALES CADE: 152154 P& A OdBIB
CAUSAL CODES: 12053 1204 Qa3 SYMPTOMS : 104100

DRIGIN: aa TRANG. DST/RGN: TRANS. DATE:
SERVICE/SALES. 1 COWNTACT DATE:

ACK. GDGE: ASSIST CODE- AWARD AMT: 0 SURVEY: (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

COPEN RECALL: DWNER MOTIFIED: MICRO: 7790947
COMMENTS;

1986/ 11400

#+4 LETTER QATED 10237956 +++

wes VIN NOT AVAILABLE 4w

aps MILEABGE LUMAVAILABLE =##&

CUSTOMER SAYS:

- COPY OF LETTER ADDRESSED TO THE DWMER OF THE DEALERSHIP

= CALLED TO ASW ABOUT & RECALL {99521)

= WHEN HRALGHT IW FOR AM APPOINTMENT. SHE WAITED TWO AND & HALF HOURS, AND
THEN WAS TOLO THAT THE PARTS KEEDED 70 BE DROERED

- THE PERSON DN THE PHOME COLLD HAVE CHECKED ON THE PARTS AVAILRBILITY FOR
THAT RECALL, OR WHEM I FIAST BROUGHT IT JN THEY CDULD HAWE QUICKLY CHECKED FoR
THAT. IT wWOULD HAVE SAVED ME AM LUNNECESSARY TRIP

L 3

PER CLSTOMER., DEALER SAYS:

- WE WILL NEED TD ODRDER THE PARTS

L 3

CUSTOMER SEEKS:

- NDTIFY¥ THE DEALERSHIP AMD US S50 THAT SOMEDME ELSE MI1GHT BE SAVERD FROM BEING
INCONVEMIENCED

[ ]

CAC ADVISED:

- SENT F1- POOR DEALER SALES/SERVICE sa¥ NOTE: IMAGING DOCUMENT IDENTIFIGCATION
HUMBER {(DDCIO): 100011818

1094/ 11/20

wans CUSTOMER LETTER OATED OCTOERER 13, 1995 ww»

#ve MILEAGE WNAVAILAHLE aww=

see MO WIN AVAILABLE auw

CUSTOMER SAYS:

*
CAC ADW1SED:
- DUPLICATE LETTER-~-MICRO OMWLY

DWNER RELATIDNS VvOP/BENCHMARKING DRF11/88 FARCARTG



097511798 MASTER OWNER RELATIDNS SYSTEM 11 14.24.02

EN IS EE LS S EEEEEEE X I IS SLA L Ay EEEEENANXE=S=S====:23I EE R FLERES EEEEEE Y I F YN Y IES
2THSJM CRP: RX16 CONCERN COMTALCT VEH TYPE: CAR

LOS AMGELES T ZNSTR: E2 COMTACT MER:. 10B1HSRG4 OPEWEBD: 0570171997

YIN: 12vF T2 1uxH ENGINE: U CLOSED: 0572471997

P L e L L L L N N Y P NN NN T Ty P NPT I T T TR T T TP IR SR T

LAST MAME :
TITLE:

ADDRESS:

CITY:

HOME PHONE :

MDODEL YEaAH: B1 MODEL: PROBE

MILEAGE: BEOO00 WSO ;

DEALER MAME: GAUOIN FORD SALES CODE; 171169 F & A: OTBED
CALUSAL CODES: D102 0Q4a0a 1204 SYMPTOMS: 208000 104100

ORIGIM: o TRANS. DST/RGN: 71 TRANS . DATE:
SERVICESSALES; CONTACT DATE: 0571071997
ACK. COOE: ASSIST EDDE: W AWARD ANT: 0 SURVEY: ¥ (Y DR N)
BUILD DATE: CALIBRATION:

E5P IMFD: EXPIRES:

OPEN RECALL: OWNER MOTIFLED: MICRD:

COMMENTS -

1927/05/01

THIS ECONTACT IS AN UPGRADE OF CONTACT MUMBER 1083E1232
=¥+ NAVWIS: OREQINAL *xw

*#% THIS CONTACT OPEMNED DUE TD VEHICLE INVOLVEMENMT IM RECALL BES4B AND 96559
LT

CUSTOMER SAYS:

= THE DEALERSHIP WILL HWOT PERFORM ANY WORK FOR ME

- THE DEALERSHIPM WILL HOT PUT THE PLASTIC EXTEMDER ON THE YERITLE

= AFTER THEY PUT THE ELECTRIC WINDOW MOTCR IN THE WEMICLE, THEY LEFT THE
PLASTIC EXTEMDED DUT DF THE DROR

- THE DEALERSHIP IS UPSET WITH ME AMD WILL NOT FERFORM THE RECALL FOR THE
SEATBELTS BECAUSE ] WILL WOT PAY THEM T@ PUT THE DUCT Back IM THE DOOR

- I TOLD THE DEALERSHIP IN NOVEMBER MOT TO FERFORM THE RECALL BECAUSE THEY DID
NOT HAVE THE PARTS AMWD I WAS GOING ON & TRIP

- 1 TOLD THE DEALERSHIP THAT I WAWTED THE RECALL INSPECTION COMPLETED BUT THEY
DID NOT PERFORM 1T

= THE DEALERSHIP IS5 MOT ACTING [N GOOD FAITH TOWARDS ME

L

PER CUSTOMER,. DEALER SAYS;

- WE WILL REPLACE THE PART IF YOU PAY FOR THE LABOR

- WE DO HOT HAVE THE PARTS

= SINCE YDU TODK THE DUCT WORK OUR CRIGIMALLY YOU WILL HAVE TD PAY US TO PUT
IT IN

L

OWHMER RELATIONS VOP/BEMCHMARKIMG ©0%/11/88 FAXGCARTG




asf11/98 MASTER OWMER RELATTONS 5vSTEMW |} 14,.21.02
EEpmmmmzCcTRa --rl----:::llll..-.n::;.—....--::::-n.a-;-11:'.'.:..-J:::-I---::::: CIgEREE=
2799JH GRF: xx 10 COMCERN CONTALT VEH TYPE: CAR

LIS AMGELES iR IMFTR: CONTACT NEBR: 1083A5HALA OPENED: OZf01F1587
VIN: 1Z¥PT 2 1LAMS ENGIMNE: U CLOSED: 05724/ (997
--::===l-ll-.--------l-l---l-===lIl.-h-::l:----ll====llll=====F-Itti:il==:lllll====-
1997 /05701

CUSTOMER GSEEKS :

- ASSISTANCE WITH WORKMAMSHIP ISSUES

- PERFORMANCE OR RECALL FOR SEATRELT

-

CAC ADVISED:

* RE: RECALL PERFORMANCE

~LNFORMATIEN HAS BEEN DOCLMENTED ANC FDRWARDED TO THE DEALER

~REQUEST MR. BRIAN BELFORD {5vC MNGR) TO CONTAET THE CUSTOMER WITHIN 2
BUSINESS DAYS

*RE: MORKMANSHIP ISSLUE

- WORKMANSHIF ISSUES MUST BE ADDRESSED AT DEALER

- CONTACT MR. BRIAN BELFORD {SERW. MGR} FOR ASSESTANCE.

S¥FTHE FOLLOWING SYMPTOM CDDE{S) WERF REMOVED: 111000

19T /0517

FFRATHIS IS THE CLOSING COMMEWT

THE SERVICE MANAGER HAS BEEN IN COWTACT WITH THE CUSTOMER AND HAS TOLD THE cus
TOMER THE THE PRDBLEM WITH THE DDOR PAMEL WOLLC HBE THE CUSTOMERS RESPDNABRELTY.
THE SERVWICE MAMAGER TOLD THE CUSVOMER THAT THE VEH!CLE HAS SOME RECALLS AND

WE WOULD MAKE & RESERVATION T8 GET THE COMPLETED. THE CUSTOMER IS GOING TO CAL
L WHEN HE IS READY.

OWHER RELATIONS vOP/BEMCHMANKEING 05711798 FAXCARTG




oRf11/98 MASTER OWMER RELATIDMS S¥5TEM 11 14.21.02
mEaenredd AR A IS S S NN NENE VI SN A S I ASASSESAE FIAESIE SIS S SN EEEEREEFEDSE ST S §S- -
5282LF GRP: XX17 COMNCERN CONTACT YEH TYPE: CaR
ORANDDO 24 ZH/ TR, COMTACT MER: 1077228339 DPEHED: 411/05/1998
VIN: 1EVPTZOCAN EMGIME: < CLOSED: 1171871996

LAST MAME: TATUS: CLOSED
TITLE: MNAME : I:

ADORESS:

CITY: : IP: -
HOME PHINE : Us. PHONE:

MOCEL YEAR: a MODEL:

MILEAGE : 10000 wol:

CEALER NAMME: MOYER FORD SALES IN SALES CODE: 124554 F & A: 0OB4a4
CALISAL CODES: 3D02 2993 1203 SYMPTOMS : 208200 1041850

CORIGIN: GO TRANS. OST/AGN: 24 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1170671996
ACKW. CODE: ASSIST CODE: W AWARD AMT: QO SURVEY: ¥ (Y OR N)
BUILD DATE: CaALIBRATION:

ESF IMFO: EXPIRES:

DPEM RECALL: OWMNER MOTIFIED: MICRE .

COMMENTS :

1995541 /08

ess THIS TOMTACT 15 OPENED DUE TO OPEM RECALL 96548 AND 96500 +s8
wvd WAVIS: ORIGINAL we»
cu51uuea SAYS:
THE AfC LACK COOLING
- ON B/11/84, THE DEALERSHIP REPLACED THE CDMDESSDR, AND OTHER PARTS
= YEHICLE WAS TAKEN ¥D THE DEALERSHIP FOR REPAIR ON Q7/85, AND OA/8%2
- BTILL HAVIMG THE SaME CODOLING LEAK CONCERM
- TT WAS REPAIRED LAST DN 9721795
]
PER CUSTOMER. DEALER SAYS:
~ DEALERSHIP REPLACED CONDENSDR UNDER AWh.
-

CUSTOMER SEEKS:

- WAMTS THE AIR CONDITIQMING FIKED
L]

CAC ADVISED:
RE:. RECALLS
- THFORMATION HAS BEEM DOCUMENTED AMD FORWARDED TO THE DEALER

- HEQUEST MR. HAROLD BALLARD {CUST REL MNGR/ SYWC MNGR) TD CONTACT THE CUSTOMER
WITHIN 2 BUSIMESS DAYS

RE: AIR CONDITIDMING CONCERN

- WARRAHTY HAS EXPIRED

- FORD WILL MNOT PRDVIDE FINAMCIAL ASSISTANCE TOWARD THE COST OF THE REPAIR
19814711

FRATAIS 13 THE CLDSING COMMENT

INSPECTED SEAT BELT OPERATICN WILL BIIIHE BACK IN JANUARY %7 FOA FINAL REFAIR
WHEN PARTS BECOME AVAIBLE HE

OWNER RELATICNS WOP/BENCHMARKING 08711791 FARCARTG




oaf11/98 MASTER DWMER RELATIONS Sysrftm 11 14.21.02
I:llll=====lllllrllt::::::::=:--.--...--:::::.-1-’.--n::::::::::l.ll::::::::::
48 1R5G GRP: XX11 CONCERN COMTACT YEH TYPE: CAR

SAM FRAM 72 ZN/TR: B2 CONTACT MER: 107706614 OPENED: i0/31/1938
VIN. 1zvP T 20com N ENGINE: © CLOSED: 11708/ 1556

LR R L LU ERS AR LI ES HEEE I eEeEEE S - - S EEANLf ks s SN SN NSy A mEEEE== === EEEE.

LAST NAME - STATUS: CLOSED
TITLE: FIAST MWAME: I:

ADDRESS:

CITY: STATE: 1P: -
HAIME PHOME : BUS. PHONE:

MOCEL YEAR: 1 MOOEL:

ML LEAGE: SR WED:

OEALER MAME: CYPRESS COAST FORD SALES CODE: 172408 P& A: OTTRE
CAUSAL COOES: o418 1215 SYMPTONS: BOAQDD 104100

DRIGIN: GO TRANS. DST/RGH: 71 TRANS, DATE:
SERVICESSALES: 1 . CONTACT DATE: 103171996
ACK. CDDE: ASSIST CODE: W AWARD MMT: O SURYEY: ¥ (¥ OR W)
BUILD DaATE; CALIBRATIDN:

ESP INFQ: EXPIRES:

MFEN RECALL: OWNER MOTIFIED: MKICRAO:

COMMENTS -

18496/ 10/31

#++ THIS CDNTACT IS DPEMEDR DUE TO OPEM RECALL SE654H, SG58@ +++

w++ MAVIS: SLIBSEQUENT s

CUSTOMER SAYS:

- THE AUTOMATIC SEATBELT MECHAMISM IS5 STUCK IN THE WIDDLE POSITION OF THE
000R.

- I PURCHASED HE YEHICLE WUSED.

= 1 HAWE MEVER RECEIVED ANY RECALL !NFORMATION.

]

PER CUSTOMER, DEALER SAYS:

SERVICE PERSHAMEL/CHUCK:

- TH1S ITEM IS5 ON RECALL AND WE WON’T CHARGE YH! FOR THE REPAIR.

- WE HAVE TD CHARGE YOU FOR THE DIAGOMISTIC FEES AND LABOR. THE CHARGE 1%
$65.00.

[ 3

CUSTOMER SEEKS:
=~ REPAIR INFORMATION
*

CAC ADVI%ED:
- THE VEHILLE IS5 IHVDLVED IN RECALLS 96548, AND 95599
= DEALERSHIP MAY CHARGE FOP DIAGNOSTIC TIME

- IF DETERMINED TD BE WARRANTY/ESPF REPAIR, DIAGMNOSTIC FEE 15 COVERED
s vDEALERSHIP:

PLEASE REFER T@ THE WARRANTY AMD POLICY MANUJAL FOR DIAGONISTIC CHG WHEN THE
REPAIRS ARE WARRANTALE. ¢+

OWNER RELATIONS VOP/RENCHMARKING O9/711/928 PFANCARTA




09/11/98 MASTER OWNER RELATIONS SYSTEM 11 14, 21.02
EEEEEE YA EEE FRE EEEICC S S S CSSSrTIIYEEEEAANEREEC========3K§ FBAENBASRErk-——=—=—=—=—=—==-—xgmWHE
4G6185G GRFP: XX11 CONCERN CONTACT YEH TYPE: CAR

SAN FRAN o INSTR: CONTACT NBR: 10770G614  OPFEMED; 1073171998
VIN: 1Z2VRT20C0M ENGINE: CLOSED: 1if08/1908
IIllllr------Stlzx========lBIII.IllIIIII.-:n:::::::=:;--..ll------x:::::nq--"---
1996/ 11501

¥#¥THIS [5 THE CLOSING COMMENT

IN ADDITION TD THE RECALL CUSTOMER WAWTED ANDTHER PROALEM WITH HIS WIMDSHIELD
WIPER OPERATING INTERMITTENTLY. CLSTOMER WAS ADVISED THERE MAY BE & OIAGNOSTIC
CHARGE TO CHECK THE WIPER SYSTEM. PARTS HAVE BEEN ORDERED AND WILL EE REPLACED
FOR THE SEAT AELT RECALL WHEN THEY ARRIVE. CUSTOMER WAS NEVER TOLD HE WUULD HE
CHARGED ANYTHING WITH REGARD TO THE RECALLS.

OWHER RELATIONS VOP/BEMCHMARKING QW/11788 FAXCAATE




o9/ 11/08 MASTER DWHWER RELATIONMS SvSTLM I1 14.21.02
EEER=-3 3L 434 IdAF T - - - - - - - CSCS S CSSEI I S S S NSO S S-S JATEIC - S Ll IX - S S S EEEEE_SEEEEEEI-C-C-®
ARAOSD GRE: T CONCERN COMTAET YEH TYPE: CaR

NEW YORK 11 ZM/TR:  Ei COMTACT NBRR: 107956966  OPENED: O1/09/1997
VIN: 12w T 2 1L 2w ENGINE: U CLOSER: 0173171997
St - - F R E R SRR YRR Y YR IT IR IR TP I RERRERET P RERNRRRERRERRERRETY I IR TR RIRR I TR NI
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: L

ADDRESS:

CITY: STATE: P: -
HOME PHOME : BUS. PHINME:

MDRBEL YEAR: a1 MODEL :

MILEAGE : B2000 wsD:

DEALER MAME: FETTE FORD SALES CODE: 113154 P & A: 20548
CARUSAL CODES: 1203 O411 1204 SYMPTOMS : BOADGO 104100

CRIGIN; Gan TRANS. DST/RGM: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/24/1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [vY OR N)
BUILD DATE: CALIERATION:

ESPF INFD: EXPIRES:

DREM RELGALL: OwWHER NOTI1FIED: WMICRO:

COMMENTS :

198 7/01/08

wnd CUSTOMER REQUESTING SEAVICE AT THIE DEALERSHIP 114

#s% THIS CONTACY 15 DPENED OUE TO, OPEN RECALL 98599 s+
w++ THIS CONTACT IS OPEMNED DUE TC OPEN RECALL 96548 «w»
wew THIS CONTACT IS OPEMED DUE TO OPEM RECALL 93BTO wex
won NAVIS: PROGRAM #v+

CUusSTOMER SAVS:

- RECEIVER RECALL LETTER GE548

- HAD TAKEM YEHICLE [N FOR THIS RECALL DN D1/0R/798 AT 8 AM
- WEHICLE W5 WOT REAODY AR 430 PHW AS PROMISED

L]

PER CUSTOMER, DEALER SAYS:[PER ASENCID SDMIA. SYC DEPT - FULLER FORD)
= SET APPOINTMENT FOR O1/08/98 AT 8 PM

- UMABLE TO FIX VEHICLE TODAY HECALSE PART MEEODS TO AE DRDERED

- CALL CAC/PROVIDED BOOX

3

CUSTOMER SEEKRS:

= RECALL REPAIRS FERFORMED

- REPAIRS PERFORMED AT DIFFERENT DEALER THAM FULLER FORD
»

CAC ADVISED:
REGARDING RECALL /ONP [!ﬂﬁﬂﬂl Bﬁidﬂl BEETii
- REQUEST CLST REL MGR (MEB TO CONTACT THE CUSTOMER

WITHIN TWD BUSINESS DAYS REGARDING RECALL/ONP

= MOM-VLC 08T TO MR GIL BOMILLA {CUST REL MGR - FLLLER FDRO): MR
BEOMILLA EXPLAINED THAT THE PROPFR REFAIR PROCEDLRF HAD WNOT BEEN
EXPLAINED TO THE CUSRTOMER, THAT THE WEHICLLE HAD TO BE INSPECTED

PRIDR TQ THE PART BEING ORDERED. PART HaS BEEN QRDERED FOR THE
CUSTOMER

OWNER RELATIDNS YOF/BEMCHMARKING 09711798 FARCARTG



L LFA R T MASTER OWNMER RELATIONS 5YSTEM 11 14.21.02

EEr FEENFEFFEF ] ..--t.kk!.::::....:::::;l’. FEENFNFEc--C--—pEEEE-—==—=—mmnm LE AT T T P ES R FTT]
BEROSD GRP: 17 COMCERN CONTACT VEH TYPE: CAR

MNEW YORK 13 ZNFTR: Bi CONTALCT MER: 107956968 DPEHED: O4/00/1897

VIM: 12VPT2 12N ENGINE: U CLOSED: O173151997

EEEERER - - mAENENMERER=-—-SC-mEEEN L CHNERFEIAENEN I EEENE- - - - - EEEEMdmEE EXTEEEAERdEcxs
1927/01 /24

#XFTHIS IS THE CLOSING COMMENT
REFERRED CUSTOMER EBACK TO THE DEALER WHO ORDERED THE PARTE.

OWHER RELATIONS VOP/BENCHMARKIMG (0711790 FAXCAATS




/11798 MASTER OWKWER RELATIDNS SY5STEM TI 14, 21,02
——-—EEEERdmREFE=CSc==RddBRAUEIFNIAS=S=SS=S-SmxzccxzmENEN —mzs=zt skl kmanBEEENAE===========
18 166BH ARF: K212 INGUTRY COMTACT VEH T¥PE: CAR
HOUSTON 8% INSTR: _E1 CONTACT NBR: 107GEESL2  OPEMED: 1041571998
VIN: 1zve120cens S ENGIME: C tLDSED: 10/15/ 19896
Illa.':;:;.—.:::lllllI.Il.'::::==lll-lhlll.ll=====--=llllh-llllll=======l===ll-Ill.
LAST MNAME: STATUS: CLOSED
TI1TLE: FIRST HAME: I:

ADORESS:

CITY: STATE: IF:

HOME PHOME: BUS. PHONE:

MRDEL YEAR: 91 WODEL -

MILEAGE : 0000 WsD:

DEALER NAME: CASA FOROD SALES cODE: 152042 P EBE A: DO&54
CAUSAL CODES: 1213 1216 SYMPTOMS : 104 10

ORIGIM: GO TRANS. DST/RGHN: TRANS. OATE:
SERVICESEALES: CONTACT DAYE:

ACK . CODE: ASSIST CADE: AUWARD AMT: D SURVEY : (¥ OR W)
BUILD DATE: CALIERATION:

ESP INFO: EAPIRES:

OPEN RECALL: OWMER MOTIFIED: MITRO:

COMMENTS:

199G/ 10718

wiex YEHICLE JNVOLVED IN RECALL 98599 sas

wee YEHICLE IMUDLVED IN RECALL HE548 vaw

wer NAVIS: SUBSEQUENT w»

CUSTOMER SAYS:

* SEAT BELT ATTACKED HER, THE SEAT BELT WOULDM'T BIVE ON THE PASZENGER SIDE,
IT MADE A& LOU® KO1SE THEM IT WOULDN'T LET HER @0 (TH!S HAPPEND WHILE DRIVING)
THE DRIVER 3EAT BELT,MAKES A LDUD MNAISE

IT TIGHWTEMED ON HER AND SHE COULDN'T GET IT OFF

HAS A BRUISED RIB OM HER SITE, 1T HURTES BADLY

THIS HAPPEND LAST NIGHT

SHE WILL HAVE TO &0 10 THE HOSPITAL TDDAY

IT WAS VEAY SCAREY

& bW kR

PER CUSTONER., DEALER SAYS:
» HASM'T RECEIVED THE INFORMATION FROM THE TAC YET

L
CUSTOMER TEEKS:

» TO BET SEAT RELT FIXED &S SOON AS POSSIBELY BECAUSE 1VE DANGEROUS
« TO LET FORD KNOW WHAT HARREMD LAST NIGHT

L]

CAC ADVILED:

* OOCUMENTED AMND FORWARODED TD DEALER

+« ODEALER RECEIVEDR CONTACT THIS MORNING

¢ CAC REQUESTED RANDY 5T GEORGF CONTACT CUSTOMER TD ARRAMGE HAVINE THE RECALLS
OONE

svess THERE IS AN OPEM CONTACT TD ADDRESS THE COMEERN WITH THE SEAT BELT AND
THE RECALLE OW THEM wewsq

OWNEA RELATIONS wOP/EENCHMARKING 09/11/98 FAXCARTG




09/ 11/%8 MASTER OWNER RELATIONS SYSTEM 11 14.21.02
ENEESEEEEEEEN I A EAEESEEEIAEFEFEEEEEE NS INAENFEFAIYSIEALEN NI NN EE NS EEEEEEEEEERNANER
iG1GEH CRP: KR12 INOUIRYy COMTACT VER TYPE: CAR

FAOUSTON 57 ZNSTR: COMTACT NBR: 107638502 OPENED: 104151996
W1h: IIUPTEMSH* ENGINE: & CLOSED: 10/15/1996

1998/ 10/ 15

CLUSTOMER SAYS:

++ YEHICLE [NVYOLVED IWN RECALL 96599 +«:+

wwu YEHICLE INVOLYED IN RECALL 96548 ++»

wwe MAVIS: SUBRSEQUEMT wws

CLSTOMER SAYS:

* SEAT HELT ATTACKEOD HER, THE SEAT BELT WOULDW'T GIVE ON THE PASSENGER SIDE,

IT MAOE A LOUD MOISE THEN PT WOULDN'T LET HER GD [ THIS HAPPEND WHILE DRIVING)Y
THE DRIVER SEAT BELT,MAKES A LOUD NOLSE

IT TIGHTEWED OMN HER ANMD SHE COULDNW'T GET IT OFF

HAS A BRUISED RIB ON HER SIDE, IT HURTS HADLY

THIS HAPPEMD LAY NIGHT

SHE wILL HAVE TO GO TO THE HOSPITAL TODAY

IT WAS VERY SCAREY

* ¥ ¥

CALLING HACM BECASLUE THE DEALER 15 LINRESPDNSIVE
*

LCURTOMER XEEKS:

+ TD GET SEAT BELT FIXED AS SDON AS PDSSIBLY BECAUSE ITS DANGEROUS

+ TO LET FORD KNOW WHAT HAPPEND LAST NIGHT

"

1996/ 11/04

CLSTOMER SAYS:

-RecIEVED & LETTER FrROM FomD; [N cLAIMG ANALYSIS ; PARK LANE
TOMERS, 0GC

~LETTER STATES THAT OGC HAS HECOGNIZED THE COMPLAINT AND CUSTOMER WANTS TO LET
FORD KNDW THAT SHE DOES NOT WANT TO PROVIDE INFORMATION REDUESTED

> » = ¥ &

-ABOUT A MOMTH AGD THE CUTDMER WAS IN AWM ACCIDENT; RIB GOT CRACKED
-STATES THAT THE 5EAT BELT wOULD WOT RELEASE HER FROM THE SEAT HELT
=THIS HAPPEMED WHILE CUSTOMER waS SITTING IN SEAT IN THE GARAGE
-HAS BEEM TO A DOCTDR REGARDING HER RIPS

=CUSTOMER 'S ATTORMEY IS INSTRUCTIWG HER Td CaALL FORO

FER CUSTOMER, DEALER SAYS:

“¥EHICLE 13 FIXED; VERICLE IS AT DEALERJHIFP
.

CUSTOMER SEEKS:
-WANTS NUMEER TO 0GC

a
CAC ADVISED:
~DOCUMENTED

OWHER PELAT1ONS VOP/BEMCHMARKIMG 049/711/98 FAXCARATS




caf11/08 WLSTER OWNIR RLLATIDNS Sw4TEM 1} 14.21.02
-----z:-ll--l-i--------:::::::q.a|l.-.-‘;_—:====;;|.1....;__;:;;:wg..-g.==_===:q“|
16 16EH GRP: Xx12 INQUIRY CONTACT VEH TYPE: CAR
HOUSTON 37 ZN/TR: _B1 CONTACT NER: 107638502  OFEMED: 10/15/1935
VIN: 1zveTzocans JN ENGINE: C CLOSED: 10/15/1396
-‘S----I..-.-----"====-_—:-ﬂ=-.llllI-t:::::::--...---.-::::-x----ﬂ--g======....-
1896/12/13

+dw MAVIS: SUBSEQUENT wew

CUSTOMER SAYS:

THE PASSENGER 5S1DE SEATEELTS MWEEDS TO BE REPAIRED

IT INTERMITTENTLY LDCKS UP

THEY SAY THAT THEY CAMNDT MAKE IT OO IT

1T WUST HE ORIVEN IN ORDER FOR IT TD HAPPEN

I wAS SUPPOSED TO RECEIVE A RESPONSE BY 12/8/96 AN HAVE NOT

PER CUSTOMER, DEALER SAYS:

- PARTS WILL. NOT EE IN UNTIL JANUARY
]

CUSTOMER SEEKS:
= TO HAWE SEATBELY REPAIRED PROPERLY
= TD HAVE THIS DOCUMENTED AMO SENT TO OGC

.
CAC ADVISED:
- INFORMATION HAS BEEN DOCLMENTED

OWNER RELATEIONS VOP/BENCHMARKING O8/11798 FAXCARYO




03711728 MASTER OWMER RELATIONS Sy5TEM 11 14.21.02
e L E L LR PR L L L L LR T E L Ny Y F S R R P Y P LR R R L LT T,
ESHTML GRF: KXOB INFORMATION CONTALT YEH TY¥PE: CAR

UNKMNOWMN e ZN/TR: CONTACT MER: 1078490414 BFENED: 10/17/1988
YIN: 1Z¥FT20C8NS ENGINE: C CLOSED: 12/1%/19498

LAST MAME: TATUS: CLASED
TITLE: FIRST MAME: 1: L
ADDREES:

CITY: STATE: Ip: -
HOME PHOME ; BUS. PHOME:

MODEL YEAR: a2 MOOEL :

MILEAGE: 510040 who -

OEALER MAME: SALES CODE: P& A:

CAUSAL CODES: 1208 1109 SYMPTOMS @ 104100

ORIGIN: &0 TRANS. DST/RGM; TRANS. DATE:
SERVICE/SALES: 1 CONMTALT DATE:

ACK. CODE: ASSIST CODE: AUARD AMT: a SURVEY: (¥ DR N
BUILD DATE: CALIBRATION:

E5P INFD: EXPIRES:

COPEN RECALL: OWNER MATIFI1ED: MICRO:
COMMENTS :

1996/10/11

*** MAVIS: DRIGINAL =*ve
CUSTOMER SA¥S:

= TINVOLVED TN THE SEAT BELT RECALL

-
PER CUSTDMER, DEALER SAY¥5:

- THE DEALERSHIF SAID THEY DO NQT HAVE THE PARTS FOR THE SEAT HELT UNTIL
DECEMBER 13, 1996

-

CUSTOMER SEEKS:

- WANTS TD UNDERSTAMD LETTER

= MAKE 5URE THE DEALERSHIP [5 WOT GETTING THE PARTS UNTIL DECEMBRER 15, 1968

L |

CAC ADV1LED:

- DEALER IS IN THE BEST POSITIDON TO PROVIDE TECHMICAL ASSISTAMCE.
- FORD SUPPORTS THE DIABMNQSES OF THE DEALERSHIP

**RE THE RECALL LETTER STATES

WHEM ¥OU BRING YOUR VEHICLE IM FOR ¥YOUR SERVICE DATE, YOUR
DEALER WILL RESTORE CQPERATION DF YOUR RESTRAIMT SYSTEM.

AOMEYER, YDU MATY BE ASKED TO RETURN YOUR VEHICLE AFTER

DECEMBER 15, 1986 TOD HAVE A MEW RESTRAINT RAIL INSTALLED OM

THE DRIVER'S SIDE AND, [F NECEASaRv, THE PASSEWGER SIDE. THE

MEW RESTRAINT RAILS WILL NOT BE AVAILABLE UNTIL DECEMBER 15,
1288,

OWNER RELATIONS VOR/BEMCHMARMIMG OF/11/98 FAXCARTG




oy ii/9d MASTER DWNER RELATIDNS SySTIM 11 14.21.02
LA LR IR AR L LERNENENRLNRLEREEELEERNLENSERE NS EN N R LELESRE RS IRESSESNE R RER T KNS ERNERE T+
G20 TMM GRP: A% 10 THFORHATION COWNTACT vEH TYPE: CaR
LINKNOWN a3 ZN/TR: CONTACT MHR: IDTEGEH32 DPEMED: 10/2%f 1996
VIN: 1zvPT2 10k ENGINE: U CLOSED: 10/22/19496
rasswrslvohkhfdstrrFecsEsisdbhemssfirrcreere rce S CE S s A S S S CE S S EEEEESE S EEEEENE NN NNy
L&ST MAME: TATUS: CLOSED
TITLE: FIRST NAME: 1

ADDRESS :

CITY: ETATE: e

HOME PHONE ; ELIS, PHONE: -
MODEL YEAR: 92 MODEL : PROEE

MI1LEAKE : 73000 W50 :

DEALER MAME: SAlLES CODE: FE A:

CaUsaL CoDES: 1203 SYMFTDMS ; 104100

ORIGIN: G0 TRANS. DST/RGM: TRAMS. DATE:
SERVECE/SALES: 1 ) CONTACT DATE:

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

ESF INFO: EXPIRES:

OPEM RAEGALL: OWHNER NOTIFIED: MICRO:

COMMENTS :

1998/10/22

swv YVEHICLE INVOLVEDN IN BECALL 95548 =w4

te MAVIS: SUBSFQUENT ¢#»

CUSTOMER SAYS:

- WOULD LIKE TO KhOW 1F THERE ARE ANY RECALLS ON THIS WEHICLE
= THE CUSTOMER SEAT BELTS ARE OPERATING AT THIS TINE

"

PER CUSTOMER. DEALER SAYS!:
= YHE PARTS ARE WDT AVAILAHLE UNTEIL THE QGET. 15, 1996

L]
CUSTOMER SEEMS;
= INFORMATION ON THE PARTS FOR THE REGCALL

-
CAC ADYISED:
- THE CUSTOMER LETTER WAS READ TD THE CUSTOMER

OWHER BELATIDNS VOP/HENCHWMARKING O9%/11/88 FLXCARTG




0af11/98 MASTER DWNER RELATIONS SYSTEM 11 14.21.02
SRR S Id AN NI I I FE LN FAE IR OE A I EEEEEEEEEEEAEEEE IEE SIS INIGIEEd A TEE=====
SR345%S GRP:; 02 INFORMATION CONTACT YEH TYPE. CTAR

SOR 10 ZMSTR: 2 CONTACT NER: I10847G572 OREMEG: O3/ 1871998
VIN: IIUPT!1UHL“ ENGINE: U CLOSED: 02718/ 1998
LA R RRRRRRIIIDFROFREERRRR] EEEARAEIJSEEEEENA NI R Ee R AEEREERECEE I IS SIS ===
LAST HAME: sTATUS: CLDSED
TITLE: FIAST MAME: MI:

ADDRESS:

CITY: STATE: ZIP: -
HOME PHOME : BUS. PHOME:

MNODEL YEAR: e MODEL: PROBE

MILEARE : 40000 WsD;

CEALER WAME: ZIGROSST FORD LINCD SALES COOE: 144035 P& A OOD613
CAUSAL CODES: 1001 SYMPTOMS : 104 100

DRIGIN: &b TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: G SURYEY: (Y OR W)
BLILD DATE: CALIBRATION:

ESP INFD: EXFIRES:

OPEM RECALL: OWHER HOTIFIED: MICRO:

COMMENTS :

1998702/ 18

#8d NAVIS: ORIGINAL #«+

CUSTOMER SAYS:

= THE DEALER REPAIRED THE SEAT BELT RECALL

- WOW THE SEAT BRELT DOES MNOT WORK AT ALL

-

PER CUSTOMER, DEALER Sarvs:

- WAITING FOR FORD TO SEWD A PART

=~ THE PART CANWOT BRE ORDERED

- DOES MDT WNOW IF THEY ARE GOING TO GET THE PART
*x

CLSTOMER SEERS:

- SEAT BELT REPAIRED

*

CAC ADVISED:

=~ INFORMED CLSTOMER FORD MAY EXPERIENCE A BADK - ORDER SI[TUATION

= INFORMED CUSTOMER PARTS MAMAGER CAN PROVIDE WOST CURRENT UPDATES ONM PART
DELAYS

OWNER RELATIONS WOP/BEMCHMARKING 09711798 FAXCARTG




Caf11/98 MAZTER UWNCR RLLATIONS Srutlie 1 14,31.02

LER R R R R R RN NRTELELLEREN ERR I N i R R RN R R ==

qOaSKT GRP: 02 INFORMATION COMTACT VEH TYPE: CAR
KANSAS CITY 53 ZNSATR: D1 COMTACT WER: 1D346TOM1S OPENMED: 02/ 16f 1998
VIN: L EMNGINE CLOSED: 02/16/ 1998
EEEEmEF=m === IRENIEERExcCcE_ I N EEEEL S i E NS NSNS NN R ccEEEEEEESEEEEEEEExC- EARENAELK
LAST MAME: TATus: CLOSED
TITLE: FIRST NAME: L:

ADDRESS: TRAILS DR

CLT¥: STATE: w: |
HOME PHONE : BUS, PHOME:

MODEL YEAR: a0 MODEL . ROE

MILEARE: =1 WS

DEALER MWAME: LOuU FU%Z FORD, IHC. SALES CODE: 153078 P& A: OB136
CAUSAL CODES: 1346 SYMPTONS: 104100

ORIG1N: &a TRAWS. DST/RON: TRaNZ. DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (Y GR N)
BUILD DATE: CALIARATION:

ESF [NFD: EXPIRES:

OPEM RECALL: OwWNER NOTIFIED: MICRO:

COMMENTS :

1998/02 /168

hun MAVIS: SUBSEQUENT we»

CUSTONMER SAYS:

- NO VINM

= AUTOMATIC SEAT BELT HAS LOCKED AT THE TOP

= WE HAD A SIMILAR PROBLEM. AND THEY FIXED IT FOR FREE UNDER RECALL

= NOW THE SAME THIMNG HAS HAPPENED AMD THEY ARE GDING TO CHARGE US

= 15 THIS HOW A RECALL WORKS

[

PER CUSTOMER, DEALER GAYS:

~ REPAIR THARGES ARE

L

CLSTOMER SEEKS:

= SHOULD THIE REPAIR BE FOR FREE

-

EAC ADVISED:

- WARRANTY HAS EXPIRED

~ FORD wiLL NOT PROVIDE FIMAMCIAL ASSTSTANCE TO THE COST OF THE REPAIR
= THE RECALL CALLED FOR THE REPLACEMENY OF THE DEFECTIVE FART, THEREFORE THE
PART HAS A 12 MONTH 12,000 WMILE WARRANTY WHICH 1% EXPIRED

OWNER RELATIDNS VOP/BENCHNARKING 09711708 FANCARTG




09s11/948 NASTER OWNER RELATIONS SYSTEM If 14.21.02
AEEFENLEEEEFEEEAF RS S S SN NN EEE RN d R rEEEE E N N - X FrF S S X =SS SSSSSSSSSSSTSSSSSSOSIR
TeTICS GRP: 10 INFORMATTION CONTACT VYEH TYPE: CAR
SEATTLE T4 ZNSTRS CONTACT MBR: 100441870 OPENED: ©O2/708/ 1998
VIM: |zu|='rzm1fﬁ ENGINE: U CLDSED; Q2/04/1999
EEEEEEE S ESEEEEE IS EEENFFEEESEEEEEEEE S EEEEEEEEEEEEE NN NN NN NS EENEENEESEYXEROAr-r=——======
LAST MNAME: TATUS: CLOSED
TITLE: ME ; I:

ADDRESS%:

CITy: . w:
HOME PHONE : BUS. PHOME:

MODEL YEAR: a4 MDOEL : PRORBE

MILEAGE : 1 10000 wih:

DEALER NAME: FARR FCADINC SALES LODE: 174925 P& L OBBOE
LAUSAL CODES: 1219 SYMPTOMS: 104 100

ORIAIN: an TRANS. DST/RGNH: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK, CODE: ASS15T CObE: AWARD AMT: D SURVEY: (¥ DR H)
BUILD DATE: CALIBRATICON:

ESPF INMFO: EXPIRES:

QPEN REZALL: OWNER WOTIFLED: MICRO:

COMMEMNTE. :

1988,/02 /08

=4m NAVIS: SUBSREQUENT ++4

CUSTOMER SAYS: .

- THE YEHICLE WAS IMNVOLYED IM RECALL SG54B

- THE WORK WAS DONME, BAUT THE PASZEMGER SIDE BELT IS MNOT WORKIMG

- WUST RECEIVED A MOTICE STATIWNG THE VEHICLE [5 INVOLVED IN RECALL 9E599

PER CUSTOMER. DEALER SATS:
ND CONTACT

¥
CUSTOMER SEEKS:
- TO @AET THE CONCERM WITH THE BELT REESOLYED

¥

CAC ADVISED:

-~ THE SYSTEM THAT RECALL 98599 WAS COMPLETEDR OM THE VWEHRICLE
- WARRAMNTY HAS EXPIRED

- FORD WILL MNOT PRODVIDE FINAMCIAL ASSISTAMCE TO THE £0ST OF THE REPAIR

OWMER RELATIONS VDP/BEMCHMARKRING O0/11798 FAXCARTE




L -FRR WS- | HASTER OWNER RELATIDINS SySTEM || 14,.21.,.02
S S SR T NIE NN NN NNl Al a e = =SS =SS I T I FNANENE R LA T S S CSCCCSCEEENEENENEEEREC-=-=====
13420H GRR: 17 CONCERN CONTACT VEH TrFE: CaR

NEW YORK [} EZMN/TR: COMTACT MBR: 109441216 DPEMED: 02708/ 1908
YIN: 1IVPT21UT ENGINE: U CLOSED: D2/23/1908
TS S S S S SN AN AIT I A EERRS A ke S S rEE N EEEEE N AR s R AR S S S S S SAEEEEEEEENERXC======
LAST MAME : TATUS: CAWCELLER
TITLE: FIRST MHAME: 1:

ADORESS :

CITY: STATE: 1P: e
HOME PHOKNE : BUS. PHOME :

MODEL YEAR: 99 MDDEL : PROBE

MILEAGE : BEOOD WI0:

COEALER NAME: ROGER KARMS FORDE IN SALES CODE: 113819 P & A: 0ODS&1
CAUSAL CODES: 1203 1206 9105 REYMPTONS : 104 100

ORIGIN: an TRANS. DST/RON: 13 TRANS. DATE:
SERWICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURWEY: ¥ f£¥ OR N)
BUILD DATE: CALIBRATION:

E5P IMFO: EAPIRES:

OFEM RECALL : OWNER NOTIFIED: MICRO:

COMMENTS :

1988,/02/0%

*ex THIS CONTACT [5 OPENED DUE TO OPEW RECALL BESAR LEFT SIDE PA sas
wos MAVIS: SUBSEQUENT #++

CUSTOMER SAYS:

=1N NOVEMBER OF 1995 THE PASSENGER SIDE SEAT BELT NEEDED TO BE REPLACED AND
WAS REFLACED UNDERAT OWMERS EXPEMNSE

~CUSTOMER CALLING TO GET RE-IMBURSEMENT FOR & RECALL DM THE VEH!ICLE, THAT
WAS SUBMITTED LAST OCTAOBEER 1987 FOR RE-IMEURSEMENT

“CUSTOMER HAS BEEN WAITING FOR B MONYHS FOR RE-IMELIRSEMENMT FOR RECALL
*RODGER KARNMS FORD
FER GUITDMER, DEALER 5SAYS:

-WE ARE TARING CARE OF 1T, WE WILL BE [N CONTACT WITH THE DEALERSHIP

L
CLUSTOMER SEEKS:

-CUSTOMER CALLING FOR RE-IMBURSEMENT FOR REPAIRS DOME UNDER RECALL
-WANTS RE-IMBURSEMENT

*

CAC ADVISED:

*+CONCERN CONTACT, OPEN OUE TO OPENM RECALL. RE-IMBURSEMENT)
=INFORMATION HAS BEEN DOCUMENTEOD AND FORWARDED TO THE DEALER

-REQUEST NADIHE KARHWS TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAYS

OWNER RELATIONS VOP/BENCAMARKING OO8/11/98 FAKCARTR




o9/11/98 MASTER OWNER RELATIONS SySTEM 11 14.21 o2
EX=dEEmsmnmxn=3 FAE ARk = rFEAENEFA - - r=IENAN=====omNsddamc ITEERsEEEE TS XEFEENE=-===CEN
13420H GRP: 47 CONCERN CONTACT YEH TYPE: CAR

MEW YORK 13 ZN/TR: COMTACT NABR: 1094441215 OPEMED: O2/04/1998
YVIN: 12vPT2HUTL EMNGIME: U CLOSED: 0272371588

=|:___-!-III.-I8I-!"IIIII.:I-I.IIHII-II.-..--.IEll--h'--ISI-------z _____
189& 02/ 17

¥ NAVIS: SUBSEQUENT ##w

CUSTOMER SAYS:

“WANTE UPDATE ON CURRENT CONCERM CONTACT MO. 1084413216

[ ]

PER CUSTOMER, DEALER SA¥S:

-NO CONTACT

-

CUSTOMER SEEKS:

-AN UPDATE

-

CAC ADVISED:

-4RE BOE HOMARD FOR AN UPDATE

1398 /027 1B

*e¢s THIS CONTACT I% DPEMED DUE TC OPEN RECALL SES54Q rss
wev NAWIS: SUBSEDQUENT whe

CUSTOMER SAYS:

~CALLING BACK RERARDING SAME COWNCERN WITH REI!MBLRSEMENT FOR SEATHELT
-

FER CUSTOMER, DEALER SAYS:

-FER BOB HOWARD, SEPVICE MAMNAGER AT CHRISTMAS TIME THE FAPER WORK
HAD BEEN MISPLACED AND HE WOULD RE-SUBMIT NEW PAPERS

-PER BOB HOWARD. SERVICE MANAGER. FORD HAS REUECTED THE REQUEST
FOR REIMBURSEMENT BECAUSE THE TIME LIMITS HAVE BEEN EXCEEOED

*

CUSTOMER SEEKS:

“RETMBURSEMNENT

[ 3

CAC ADVISED:

-INFORMATION HAS HEEN DOCUMENTEDR AND FORWARDED TO THE DEALERSHIF WITH A £OPY
TOD THE KEGINDMAL OFFICE.

-REQUEST ME.NADIME KARMS(CLST. REL NMNGR/ SvC MNGR] CONTACT THE CUSTOMER WITHIN
2 BUSINESS JAYS

190R/02/23

CUSTOMER SAYS:

=WHAT WAS THE DATE THE RECALL WAS 155UED?

-HAS BEFN DENIED THE REFUNO AGALN

L]

PER CUSTDMER, DEALER SAYY:

~¥OU WAD THE WORK DOME AFTER THE RECALL Wk3 ISSUED

“DLUR FORD REPRESENTATIVE E5A1D THAT YDU WERE MOT EL!GIELE FOR REIMEURSEMENT
.

DWNER RELATIONS VOP/EENCHMARKENG O0/11798 FAXCARTO




oa/i1/9a MASTER OWWER RELATIONS SYSIEM 1! 14.21.02
S S E LI N NN I N AN Fa N Er xR T - C =SS S =X F =SS XAFAEPFAdI N ANL I SSSESSSSSScOINEENSFIEREmT
13420H GRP: 17 CONCERM CONTALT VEH TYPE: ChR

NEW YORK 13 ZN/TR: N1 CONTACT NBR: 109441216 OPEMED: D2/04/1998
VIN: 1zveT21uTL S ENGINE: U CLDSED: 02/23/1988
. A S S OIS FE NN LA NN e R T - - - = S A IMENEEE NN R AR S === =-S5 ==CEFANIRERNE
1988 /02/21

CUSTOMER ZSEEKS:
=RECALL REFLIND
-

CAC ADVISED:

=CALL TO MR, BOE HOWARD TQ OETAIN ADDITIONAL INFORMATION
=PER MR. HOWARD: C5M MCELLE HINKLE SAYS THAT THE RECALL wAS ISSUED IM

OCTOBER DF 1995, CLSTOMER HAD WORK PERFORMED IN MOVEMEBER 1996, THERE [5 WO
ASS[STAMCE FOR THE CUSTOMER

~PER 1RDB/DASIS RECCRDS:

-RECALL WAS IS5UED OCTOEER 1996 {PER IRDR)

=YDUR LETTER WAS SENT IMN JUNE OF 1987 (PER DASIS)

-IF YEU HAD THE RECALL WORK DOME IM 1995, IT WAS DONE BEFORE THE RECALL
»#nTH1S CONTACT LUPGRADED TO A& REGION CONTACT PER TL KENT BAOCKs +#

~REGIDMAL OFFICE PLEASE REEXAMIME

—ACCORDING TO CAC RECORDS, [F THE CUSTOMER HAS HAD THE SAME WORK PERFORMED
THAT THE RECALL TMCLUDES, SHE SHOULD BRE ELIGIBLE FOR A REFUND

=~PLEASE CONTACT KBOCK WITH ANY ADOITIONAL CLESTIONS
»

CACZ ADVISED:
=CONTACT UPERADE

THI5 CONTACT HAS BEEM CAMCELLED ANWD UPGRADED. THE WEW CONTACT IS 4094931411

OWNER RELATIONS VOP/BEWCHMARKING 09711788 FAXCARTG




09/11/98 MASTER QOWMER RELATIONS SY¥STEM |1} 14.31.02
’::l’:====================ﬂ==---.-.--.-...-.I'--------.---------:-:-.-‘-------
A05EKT GRF: D2 INFORMATIDN CONTACT VEH TYPE: CAR
CETRAIT 48 ZH}'TE& CONTACT NAR: 109435940 OPENED: 02/0&571958
YINM: 1Z¥FT21WEBL ENGINE: U CLDSED: Q20871998
ForAZraZdsusEEEnEEEnEEn nnnn T h e s s E AN e wnr============

LAST NAME: TATUS: CLOSED
TITLE: TRST MAME: I:

ADDRESS ; 34

CIT¥: TATE: wr: [0
HOME PHONE : US. PHONME:

MODEL YEAR: 90 MODEL : PROBE

MILEAQE : 120000 wSD:

DEALER NAME : BROMDES WOTOR SALES SALES CODE: 148054 PR A: Dagio
CAUSAL CODES: 1220 SYMPTONS : 1064 100

ORTGIN: 6 TRANS. DST/RGN: TRANS. DATE;
SERVICE/SALES: 1 CONTACT DATE;

ACK. CODE: ASSIST CODE: AMARD AMT: O SURVEY: {¥ QR N)
BUILD DATE: CALTBRATION:

ESP INFO; EXPIRES:

DPEN RECALL: OWNER NOTIFTED: MICRD ;

COMMENTS :

1998 /02 /06

4% NAYVIS: DRIGIMAL +»+=

CUSTOMER SAYS:

= THE SEAT BRELT WAS RECALLED

- THEY INSPECTED BOTH SIDES, REPLACED THE DRIVERS SIDE OME
~ WOW THE PASSANGER SIDE IS HOT WORKIMG

- T CALLED THEM AWD FORD SAID THAT THEY MILL NOT DO THIS AS THE RECALL 15
OVER

= THEY 5AID THAT I HAD TO CALIL FORD ABOUT THIS
L}

PER CUSTOMER. DEALER SAYS:

- WILL MOT REPATR UMDER RECALL

*

CUSTOMER SEERS:

— SEAT BELT REPALIRED UNDER RECALL
-

£AC AODVISED:

PER DEALERSHIF: THERE I5 MO CONTIMUANCE ON THIS RECALL. THEY OO LNSFECT
IT. IT WAS MOT QEFECTIVNE AND THERE WILL BE MO EONTIMUANCE DM HIS RECALL -
- PROVIDED ADDRESS AHD FAX, REFUSED REQUEST OF A LEGAL PHONE MANEER

DOMNER RELATIONWS VOP/BENCHAMARKING 08711788 FARCARTA




oo/11/98 MASTER OWNER RELATIOMS SrS%TEM I 14.21.02
==-==Il-II:::-::.::lll'tt::l:::ﬂ.lll:::::q...ll:;:::]:;.l.:::::::--.-‘.--::-r.q
I083r0 GRP: 11 [NFORMATION CONTACT VEH TYPE: CAR

DETRDIT 4K ZNSTR:  C1 CONTACT NER: 1094382371 QPEMED: Q270671998
VIN: 1zvpT2 1u 1 1 ENGINE: U CLOSED: 02/06/1998
l-tl-I'I:::'l.'l'l':ll.llI::==!wa..=---l=k==1.-lllll:::l:=Il-ll:::q.---:.--.::::-.'--j-
LAST MAME : STATUS: CLOSED

TITLE; FIRST NAME - I: 1]
ADDRESS:

CITY; STATE: P e
HOME PHONE : HLS. PHANE:

WODEL YEAR: b1+ ] MODEL :

MILEAGE : OO0 wE0:

CEALER MAME: ROYAL OAKFORD IkC SALES CODE: 148005% P& A 02755
CAUSAL cORES: Q404 SYRNPTOMS : 102 100

BRIGIN: 80 TRAMS. DST/RGN: TRANS . DATE:
SERVICE/SALES: 1 CONTALT DaTE;

MCW . CODE: ASSISTY CDDE: AMARD AMT: O SURVEY: (¥ DR W)
EUILD DATE: CALIBRATION:

ESP INFO-: EXPIRES:

OFEM RECALL: . OWMER NOTIFTED: MICRO:
COMMENTS +

1998 /0206

“ev MAYIS: SUBSEQUEMT wr»

CUSTOMER SAYS:

-1 RECTEVED A RECALL LETTER FOR THE SEAT BELT

= IT MAS REPAIRED A WEEK AGD

- MOM 1T 15 HOT WORKIMG

= THE SEAT HELT DOES NOT LOCK IN LIKE 11 SHAULDE
THE SEAT BELT WARNINEG INOICATOR ALSO0 FLASHES

L ]

PER CUSTOMER. DEALER SAYS:

= WE WILL NOT DO ANYYHING ABROUT IT

[ ]

CUSTOMER SEFKS:

- REPAIRS

-

CAC ADVISED:

~ WORKMANSHIP I[S5SUES MUST BE ADDRESSED AT OEALER

- CONTACT M1KE DAWEL ( CUST REL MGR) FOR ASS[STANCE.

IWER RELATIONS VORJBENCHMARKING O8/1{/98 FAXCARTE




Qg9f11/98 MASTER OWNER RELATIONS SvSTEM 11 14 21,03
II.;‘F:I...F====='IIIII:..IIII.II.II::::===I====..l.l:l.l.llll“...l=====ﬂ.=====
GERSAM GRP: XX13 INFORMATION CONTACT VEH T¥PE: CAR

HEW YORK 11 2NSTR: CONTACT MHR: 1093GH391 QPENED: 01/20/199a
VIN: 1szl‘21uBLE* ENGINE: U CLOSER: 0172071998
s=z=HEREABE G e xr dAEEEEESEACENF=X TEYTERIII A FR RFRFILIEE A A 2 ' 0 1 3 IR T 18 130 0 13 )
LAST MNAME: STATUS: CLOSED
TITLE: FIRST HAME: MI:

ADDRESS :

C1TY: STATE: zir: R
HOME PHONE AUS. PHONE:

MODEL YEAR: 90 MODEL :

MILEAGE: 53000 W5D :

DEALER NAME: LOMAK FORD INC SALES CODE: 113057 P& A: 03623
CAUSAL CODES: 1104 SYMPTOMS : 104100

gRIGIN: GO TRANS. DST/RGN: TRAMS. DAYE:
SERVICE/SALES: 1 CONTAET DATE:

ACK . CODE: ASSIEY CODE: AMARD ANT: 0 SURVEY: (¥ OR M}
BUILD DATE: CALTERATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER NDTIFIED: MICRO:

COMMEMNTS ¢

1988 /81720

wnn NAVIS: SUBSEQUENT wev

CUSTOMER SAYS:

- RECEIVED THE 1-800C NUMBER FROM THE DWHER’'3 GUIDE

= THE CUSTDOMER HAD THE RECALL PERFORMED OM THE ORIVER SI0OE IM WARCH OQF 1997
- NOW, THE PASSEMGER SIPE SEATHELTS ARE NOT WORKING PROPERLY ANE HAVE
MALFUNCTIONED

-

FER CUSTOMER,. DEALER SAYS:
- HAS NOT BEEH CONTACTED
*

CUSTOMER SEEKS:

= FINANCIAL ASSISTANCE

L )

CAC ADVISED:

RE: FINAMNCIAL ASSISTANCE

~ WABRANIY HAS EXPIRLD

- FDRO wllLL NOT PROVIDE FINAMCIAL ASSISTAKWCE TD THE COST DF THE REPAIR

OWKER RELATIDNS VDF/EEMCHMARKING OWS11738 FAXKCARTG




a9/ 11 /948 MASTER OWMER RELATIONS SvSTEM LI 14.21.02
=Gﬂ#l'llllllllilIl.==========IIEIIIIII-.'I:=:======;-'.I?.II.Ill::::::::::::;lllll-:
HDEB 1 KK GRA; Dp THFORMAT [ OGN SOMTYACT WEH TYPE: CAR
REMFHI & 23 INSTR: A3 CONTACT KBR: 109180254 OPENED: D1f16/7138R
VIN: 1ZVPT20056L ERGINE: C CLOSED: Qi1/18/ 1998
lll----s-===I=I===$I'I---lllll'lh-:ll=======lllI--llllll.:l.::::=====;I--llljll:=:::::=
LAST MAME: STATUS: CLDSED
TITLE: FIRST NAME: Mi:

ADDRESS :

LTV STATE: zir: |
HOME RAHONE : NA =NA=-& N& BuUS . PHOME:

MDDEL YEAR; aD MODE]L : FROBE

MILEAGE : 3518 WED:

DEALER MAME: MARLER FORC COMPANY SALES CDDE: 123371 P& A OBEE0
CALISAL CODES: 1215 2304 SYMPTONS : 104100

ORIGIN: Ga TRANS. DAT/RGM: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

A, CDOE: ASSIST COOFE: AWARD AMT: O SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: DuNER MOTIFIED: WMICRO:

COMMENTS -

199B /31718

»++CUSTDMER CONTACTED FORD EXECUTIVE OFFICESs»s

«+oNAVIS: SUBRSEQUENT# s+

CUSTOMER SAYS:

- VEHICLE WAS BROUGHT IN FOR RECALL 95548 5986543

- VEHICLE EWSPECTED THE SEATHELT SYSTEM AND FOUND NOTHING WHICH NEEDED T BE
REPAIREN

- CURHENTLY, SEATEELT TRACK MEEDS TO BE REPLACED

x

FER CUSTOMER, DEALER 5AYS:

- NO FINANCIAL ASSISTANCE; RECALL HAS EXPIRED

L]

CUSTOMER SEEKS:

- FINAMCIAL ASSISTAMCE

-

5L ADVISED:

- 5L MAOE OBC TO 5M, DAVE WEBH. 5L ADVISED REPAIR WOULD EE COVERED BY GL. S5M
TD RECANTACT 5L FOR COMMITMENT CODE ONCE REPALR HAS BEEN COMPLETED,
- CUSTOMER REMATMS SATISFTED

1998/01/28

DEALER RECONTACTED SL FOR COMMITNENT CODE:

- PRA CODE: DS5%90

- CLALME; OBE4

- REPAIR #:@ &1

AMOUNT : $312.20

COMMITMENT CODDE: M33WR Td HE USED LMDER PSG
1998/02/ 14

DEALER RECOMTACTER 5L FOR A WEW COMMITMENT GOCE IN THE AMOUNT OF $261.07.
5L PROVIDED COMMITMENWNT CODE W331X%.

DWHER RELATIONS VOP/HENCHMARKING D09/11/%8 FAXCARTE



aaf11/98 MASTER OWMER RELATLONS STYSTEM 11 14.21.02
_— e e e e R R EEE RS S SRS S EEEEE S S S S S S S SRS EEEEE R R R ECEE RS SIC DG I BRI N EEEEEEEEEEAEEEREERE N
BOY AMH GRP: O EDMCERM CDNTACT WEH TYPE: CAR
DRLANDD 24 IN/TR: CONTACT NHR: 109159640 OPENED: {41716/ 1998
VIN: 1IYPT20CALS ENGINE: [ CLOSED: O1/23f 19848
SEE== SIS S S =SS SSS=S=S S S S S SSS SIS S RS FFAEFEAFEGHAAFALEFE FUNEEEEEEFEESSEEREEEEES
LAST WAME: TATUS: CLOSED
TITLE: FIRST MAME: I: ]

ADDRESS:

CITY: STATE: 1F: _
HOME PHOME = BUS. PHOME: EXT:

MODEL YEAR: 490 MODEL: PROBE

MILEARE : A4 300 wED:

DEALER NAME: KINGS CROWN FORD IM SALES CDDE: 124223 P& A: D4992
CAUSAL CODES: 1230 2013 SYMPTOMS : 104 100

ORIGIN: (1] TRAMS. DST/RGN: 24 TRAMNS. DATE:
SERVICE/SALES: 1 COMTAST DATE: 01/16/16994
ACK . CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RETALL: ; OWNER MDTIFIED: MICRO:

CDMMENTS :

19EB/O1 /186

#ws PDSSIBLE 12712 SERVICE PART COVERAGE +++ REPATR PDATE: 12723797 MILEAGE:
84200

eve WAVIS: DRIGIMAL =+~

CUSTOWER SA4YS:

“THAT SHE HEARD ABOUT A RECALL ON THE SEATEELT

-THAT THE DEALERSHIP REPLACEND THE TRACK

=THAT HECALSE THE MNOTOR WAS NOT ACTING UPF THEY OI0 WDT REPLACE IT

~THAT THE SEATBELT I§ STILL LOCKING LP

=THAT THE RECALL STATED TA REFLACE TRACK ANMO MOTDR IF 1T MEEDED TO BE REPLACED
-THAT THE REPAIRED THE SEATBELTS ON DECEMBER 23RD DOF BY

"
PER CUSTOMER, DEALER SAYS:

-THAT BECAUSE THE MOTOR WAS NOT REPLACED THE FLRST TIME 1T WILL BRE AT THE
CUSTOMER’S EXPENSE TO REPAIR

]

CUSTOMER SEEKS:

~TO HAWE THE SEATHELT REFAIRED UNDER THE RECALL
L

CAC ADVI1SED:
=1NFORMATION HAS BEEN DOCUMENTED AND FORWARDED TQ THE OEALER

-REQUEST NR. BOYD ZIMMER (SVC MMGR)} TO CONTACT THE CUSTOMER WITHIN 2 BUSIMESS
DAYS

FAATHIS 1% THE CLDSING COMMENT
B0YOD TIMMER SPOME WITH CUST. THEM CALLED FORD C5M. CSM AGREFS TO COVER RERAIR
EY RECALL SIMCE PROELEM HAS BEEW INTERMITTANT AMO REMAINS SINCE INSFECTIOM FOR

DWMER RELATIDNS VOP/HENCHMARKING O09/11/98 FAXCARTG




0a/11/98 MASTER OWNER RELATIONS SvSTEM || 14,21.02
Ex-EkEhRcrrEExr-csamsxc-mcocilxrrcoRE o EC-CCEEoS-ICSAREEEEESo S-S CS S TESES SR cI=SANTISNESASEE=YEEEENEERC
1701FH GRPF: Od INFDRMATION CONTACT VEH TYPE: {aR
DAaLLAS 52 ENFTR: &1 COMTACT NBR: 109352598 OFENED: 017 15/19088
WiIN: L EMNGINE ; CLOSED: O1/18/1954
S0 B - F I | = SIFEFE AN TEEEEEEEEEEEEEAE s -Exx-E o= E-CoEmX-c-c====5
LAST MAME : TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

CITY: STATE: Lp: I
HOWE PHONE : BUS. PROME:

MODEL YEAR: acy MODEL : FRORE

MILEAGE : 1 WD :

DEALER MAME: <CaASA FORDINC SALES cODE: 152210 P& A; 20459
CAUSAL CODES: 121R SYMPTOMS : 104100

DRIGIN: &0 TRANS. O5ST/RGM: TRANS. BATE:
SERVICE/SALES: 1 CONTACY DAYE:

ACK. CODE: AS515T CODE: AWARD AMT: O sURvEY: (¥ OR N)
EUILG DATE: CALIERATION:

ESF INFD: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENT S :

1998/01/15

wt MILEAGFE LNAVAILAELE wws

wenhill YIN AVAILAELEw#»

CLSTAMER SAY4s:

= THERE WAS 4 RECALL ON AUTAOMATIC SEATEELTS

- DOES MOT HAVE THE VIN NUMBER OR THE RECALL/OME NUMEER

=~ THE DEALERSHIP REPLACED THE LEFT PASSEMNGER AUTOMATIC SEATRAELT

- NDw THE DRIVER'S SIDE SEATBELY DOES NOT WORK

- CANMNOT PASS HER SAFETY INSPECTION BECAUSE THIS DEALERSHIF DDES MOT UANT TO
REPLACE THE SEATHELT

L]

PER CUSTOMER, DEALER SAVS:
= SOMEONE TW SERWICE, NO NAME GIVEM., S5AYS THEY NEED APPROVAL FROM FORD

BEFORE ThEY REPLACE THE DRIVER'S SIDE SEATBELT
*

CUSTOMER SEEKS:
= ADDRESS TO THE RECALL ADMIMISTRATION

CAC ADVISED:
- CUSTOMER TO CALL BACK WITH THE VIN NUMBER
- MEXT CSR PLEASE CHECK THE OMP/RECALLS AND ASS1ST THE CUSTOMEE  FLRTHER

OWNER HELATICONS YOP/SBEWCHMARKIMNG 09711f98 FANCARTG



05/ 11798 MASTER OWNWER RELATIONS SYSTEM |] 14, 21.02
=======l=lIIIIIIlI--======FIIIIIII--=======lllllllii::::::::-----p-----l:zn----.
1701FH GRP: O INFORMATION CONTACT YEH TYPE: CAR
DALLAY 92 ZW/TR: Al CONTACT MER: 10935159 OPEMED: O1/15/1508
VIN: L ENAQINE: CLOSED: o1/15/1998
l.!l!-:====I=I-lllllll--:::::::-..;-------::::::,—.;....-.;:::::;.--.l..-._==:=:|-
1998701/ 15

was NAVWIS. TUBSEQUENT ww»

CUSTOMER SAYS:

- THE DEALERSHIP STATES THEY CHANGED THE RIGHT AND LEFT S1DES OF THE SAFETY
RESTRAINT FOR THE REGALL

= BUT TYHE LEFY SI0E HAS ACTUALLY NOT HEEM CHAMCED

= DOES HOT WANT TQ PAY FOR THE REPAIR MOR WAIT FOR THE FOAD REPRESENTATIVE
= WOULD LIKE A GECTS1OM OW THE REPALR

¥

PER CUSTOMER, DEALER SAYS:

PER SERVICE MANAGER [AMDY COWNROY)

- THEY IMSPECTER THE AIGHT SIDE AMD IT WAS OPERATING PROPERLY AND REPLACED THE
LEFT SIDE BECAUSE IT WAS NOT MORKING AT THE TIME OF THE RECALL

= THEY WILL NEEDC Ta SEEK APPROVAL FROM FORD MOTOR COMPANY TO REFLACE THE

SAFETY RESTRAINT ON THE RIGHT SIDE
]

CUSTOMER 5FFK5:

- RECALL INVOLVEMENT

- FINAWCIAL ASSISTAMCE

L]

CAC ADVISED:

RE: FIMAMECIAL ASSISTANCE

~ WAHAANTY HAS EXPIRED

- FORD WILL NOT PROVIDE FIMANCIAL ASSISTANCE TO THE CDST OF THE REPAIR
RE! DEALERSHIFP DIAGNASIS

= DEALER L3 IN THE BEST POSITLION Td PROVIDE TECHNICAL ASSI[STAMNCE.
= FORD SUPPORTS THE D!AGNOSIS OF THE DEALERSHIP

RE: RECALLS 96548 AND DESDA

- BOTH RECALLS WERE COMPLETED

DWMER RELATIONS VOP/BENCHMARKING 09/11/58 FAXCARTG




00/ 11498 MASTER OWNER RELATIDNG SrSlEM L1 14.21.02
A EECSEF - S FRAFFIBE S P E S FS S rf S S-S S Sl CSCSERBEC- S S S d o RS- S SCSCANECSS O RAAIECSREERSTENEER
3554CH CRP: B COMEERN CONTACT VEH TYBPE: CAR

SAN FRAM 72 #ZN/TR: A3 CONTACT MER: 1023510668 OPEMEQ: Qif 14/ 1938
VIN: 1IUFT21U!L-. ENGIME: U CLOSED: 0270371994
EEEA-EF - ORNIENFEER-SOFSFSEHEF=-== -—r - S S SR EACTSEE - rFAAE S-S FT IS S EECFEEAEEE-EEEEEEENE
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: I: K

ADDRESS -

CITY: STATE : P 777
HOME PHODKE : BUS. PHONE: -9
MODEL YEAR: 90 MODEL : PROGE

MILEAGE : 102000 ws0:

DEALER MAME! ORCHID ISLE AUTO CE SALES CODE: 177414 PE A DTTRY
CAUSAL COPES: 1203 SYMPTOMS : 104100

ARIGIN: [=11] TRANS, DST/RGN: 72 TRANS. DATE:
SEAVICE/SALES: 1 EONTACT DATE: 0172671998
ACH,. CODE; ASSIST CODE: D AMWARD AMT: O SURVEY: ¥ {¥ DR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DOPEM RECALL: OWMNER MOTIFIELD: MICAD:

COMMENT S :

198801714

wxuw WAVIS: SUASEQUEMT wwas

CUSTOMER SAYS: .

« RECEIVED RECALL MOTICE LN THE MWATIL 8alH IN DCTORER OF 1986

= RIGHT MOW PASSENGER SIDE SEAY HELT [S IN A STUCK POSITION

= AT THE TIME OF THE RECALL THE GRIVERS SI0DE WAS REPLACED BT RWAT THE
PASSSENGERE SIDE.

- NOW THE PASSEMNGERS FIDE IS NOT WORKING

- PASSENGER SIDE SEATHELT IS5 STUCK IN FORWARD POSITIOM,

- LETTER S5TATES TOQ CALL AFTER MARCH 15 1987 IF SEATHELTE AQE OPERATIME
FPROPEALY

- DRIVERS SIRE SEAT BELT REPLACED NOVEMRER DF 1945

L

PER CLUSTOMER, DEALER S5AYS:

- BECAUSE RECALL WAS CLDSED CLSTOMER WOULD HAVE TO PAY FOR REPAIR

CUSTOMER SEEKS:
-~ RECALL PERFORMED

]

CAC ADVISED:

RE: OPEN RECALL 96348 AND 96589

- BECAUSE OF IWFORMATION 1IN YHE CUSTOMER AMD DEALER LETTER AM FORWARDING THIS
CONTACT FOR REVIEW. EVEN THOUGH RECALLS ARE SHOWN AS COMPLETE. LETTER STATES
IF RESTRAINT SYSTEM WERE MORKING AT TIME CUSTOMER COULLD ERING VEHIELLE HACK [N
AFTER MARCH 15 1997 FOR SERVWICE

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MS. MaRY ESPEJO |CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS 0A¥S

OWMER RELATIONS VOP/EENCHMARKING 09711798 FAXCARTG




09711798 MASTER DWNER RELATIONS SYSTEM IL 14.21.02
[ J AT I AR R ERE R I I FEREI R FFERF R E I S - A - A - R FE 1 1 11 1T R R R I R SR
A5BACH GRE: 15 COMCERN CONTACT YEH YYPE: CaAR

SAW FRAN 72 ZN/TR:  AZ CONTACT MBR: 109451066 2 OPEMED: 011471998
VIN: 1zvrT2wzLs ENGINE: U CLOSED. 02/03/1998
EE S S S S S S SSSErFS T ad S A I I I EFEE NN N I NN AEEEEEEEEEEG Nt - - SFFEAEBIEEEEEEEN
1988701 /27

HRATHIS IS THE CLOSIKNG COMMEMT

ACWISED CUSTOMER THAT A RECAL| CANMNDT BE REOPEMED ONCE THE RECALL IS PERFORMED
STIDE SEATHELTY SHOWED OK AT THAT TIME. REQUEST CONSIDERATION FOR CLOSURE.
JUDOY STEWART, KOHA SERYICE MANAGER.

HWFTHIS IS5 THE CLOSING COMMENT

CORRECTION TO DRIGIMAL CLOSIMG COMMENT. SEATHELT RECALLS WERE PERFORMED
11/20/1996.

OWNER RELATICNS VOP/BEMCHMARKING 04711798 FAMXCARTG



0d/11/98 MASTER DWWER RELATIONS SySTEM 11 14.21.02
SSso—maZScariSSCESSsoTaCCmmSCmECTSSszsSomSSoomzSSoSo-SisSSSSisSomsDoasszomo=ssza
TIS4TS GRR: D1 INFORMATION CONTACT WYEH TYPE: CAR

NEW YORK 13 zn,.rm;sﬁ CONTACT NBR: 109333098 2 OPENED: 0471271398
YiN: 1ZVET 2 LLUBL ENGINE: U CLOSED: OI/F 1371598
LAST MAME: TATUS: CLOSED
TITLE: FIRST WAME; I:

ADDRESS -

cITY: STATE: IP: -
HOME PHONE BUS. PHONE:

MODEL YEAR: 0 MODEL : PROBE

MILEAGE: a1610 wsD:

OEALER WAME: ELWMWOOD AUTD SALES SALES CODE: 113154 P& A: DOAES
CAUSAL CODES: 1104 SYNETOMS : 104180 BO1200

CQRIAIN: (] TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK . CODE: ASSTST COQE: AWARD AMT: Q SURVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN REGALL: OWHER HOTIFLED: MICRD:

COMMENTS :

1998 /0112

das NAWIS: SLBSEQUENT =&

CUSTOMER SAYS:

= THERE WAS A RECALL ON THE RETRACT 5SEAT BELT OM THE LEFT SIDE AWND THE RIGHT
SIDE

= HE WAS HAVING PROELEMS WITH THE LEFT SIDE RETRACY SEAT BELT., AND WAS

REPAIRED

- NoW THE DRIVER'S SI10E BELT RETRACT WEEDOS TN BE REPAIRED

~ HE KNOWS BOTH WERE RECALLED BUT THE DEALERSHIP OMLY DID OME

- HE TDOK THE WEHICLE TO DEALERSHTP ANO SAID [T WILL BE TO H14 COST FDR

REFAIRING THE RIGHT SIDE SEAT BELT

*

PER CUSTOMER, DEALER SaYS:

RE: ELMWOOD AUTD SALES

- THEY REPAIRED THE LEFT SIODE AMD CHECKEDR THE R18HT SIDE, DUT DID MOT REPAIR
THE RIGHT SIDE

= OUT OF WARRANTY

-

CUSTDMER SEEKS:

= FINANCIAL ASSISTANLCE

= ADDRESS TO THE CEWTER

[

CAC ADVISED:

RE: FINANCIAL ASSISTANCE

= WARRAMNTY HAS EXPIRED

= FORD WILL WOT PRDYIDE FINANCIAL ASSISTAMCE TO THE COST OF THE REPAIR
RE: AODRESS TO THE CENTER

- PROVIDED THE ADDRESS TO THE CENTER

OWNER RELATIONS WOF/BENCHMARKING 9711798 FRACARTG



Gof11/98 HASTER OWMER RELATIONS SySTEM 11 14.21.01
ERE RSN NEr TR R RN PR AR R R R R I AT ENEEESEFE EERFEEJCN L I i
T154TS GRE: O1I INFORMATION COMNTACT VEH TYPE: CaR
LINKNCTIN 99 IN/TR: CONMTACT NEBR: 109325436 OPENED: 01/08/12%8
VIN: 12VPT21UAL ENGINE: U1 CLOSED: O1/DAS1930
L EET T LI FR RN O L L e L L L LR EEE S E R L E L R ER LR L LR LR LR LD L L]
LAST MWAME: A5TATUS: CLOSED
TITLE: FIRST MNAME: I:

ADDRESS:

cITY: STATE: ir: [ ssee
HOME PHOME : BUS. PHONME:

MODEL YEAR: WOOEL:

MILEAGE : 4 7000 wsn

DEALER NAME : EALES COCE: P& A

CAUSAL CODES: 1104 428 SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/QGH: TRAMS. DATE:
SERVICESSALES: 1 . CONTACT DATE:

AGK. CODE: ASSEIST CODE: AWARD AMT: O SURVEY: (Y OR N)
BULLD DATE: CALIERATION:

ESP INFO: EXPIRES:

DPEH RECALL: AWHER MOTIFIED: MICRO:

COMMENTS :

1998/01/08

vru NAVIS: QRIGIMAL vvv

CUSTOMER SAYS!

- HAS 90 PROBE, HE Ha% A RECALL 95548/ 95599

- THE RECALL WAS DONE 1271994

- THE PASSENGER SIDE THE SHOULODER BELT, MOTORIZED, WILL NOT RELEASE EDMETIMES
= ¥NH FORD IN MWARSHFIELD, SAID 1T [5 WOT UNOER THE WECALL
~ THE SEAT BELT MEEDS A LATCH

.

PER CUSTOMER. DEALER SAYS:

RE: UNH INCORFORATED

= IT 15 WNOT & PART OF THE RECALL

- WILL NOT PROVIDE ASSISTANCE

+

CUSTOMER SEEK%G:

= FINANCIAL ASSISTANCE

L]
CAC ADVISED:

- DEALER I5 IN THE BEST POSITION TO PROVIDE TECHWICAL ASSISTANCE.
= FORD SUPFORTS THE DIAGNOSIS OF THE DEALERSHIP

DWNER RELATIONS VOP/BENCHMARKIMNG 09/11,/98 FAXCARTR



oaf11/98 MASTER OWNER RELATIONS SvilEMm [1 14.21.92
e ERIEE NI Al s e S e EECEdhamm B h A RA S SS === =S=C S Er-AlmEcEdda - IANEREESEN=-—=—==—
CBIGC GRP: 09 INFORMAT [OM CONTACT VEH TYPF: CaR
ATLANTA 21 INFIR: E2 CONTACT WAR: 105120448  OPENED: O1/07/1998
VIN: (Z¥PT2 1UOLS ENGINE: U CLOSED: Q1/07/1098
-w---:::---::::‘t::.l-l=BI------------l---ln-l-u---::---::---::.-l---!llll====-
LAST MAME: TATUS: CLOSED
TITLE: RST NAME: I:

ADDRESS:

CITY: ATE: [P -
HOME PHOMNE: 5. PHOME:

MODEL YEAR: 20 MOOEL :

MILEAGE: TFOODO WED

DEALER WAME: STEARNS FORD ITMC SALES CODE: 121752 P& A D1074
CAUSAL CODES: 1214 STYMPTOMS : 104 100

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

ACK. CObE: A551ST CODE: AUARD AMT: O SURVEY: (¥ OF M)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEM RECALL; OwMER MOTIFIED: MICRO:

COMMENTS:

1988/01/07

wes NAVIS: SUBSEQUENT ses
CUSTOMER SAYS: ]
- THE PASSENGER SIDE SHOULDER BELT I5 NOT WORKING PROPERLY

- THE DRIVERS* SIODE SEAT BELT WAS REAPIRED PROPERLY BLT FEELS THAT THEY oID
HOT REPAIR THE PASSENGER
-

PER CUSTOMER, DEALER SAYS:

= INMFORMED THE CUSTOGMER THAT SHE WOULD HAVE TO PAY FOR THIS REPALIR

[ 3

CUSTOMER SEEKS:

= THE PASSENGER SIDE SEAT BELT TC BE REPAIRED

o

CaC ADVISED:

= INFOAMED THE CUSTOMER THAT ACCORODING TO DUR RECOADS BOT PASSENGER AND
RIVER'S SEAT BELTS WERE REPLACED AND IF HER SON FEELS THAT THE DRIVER'S S1DE
WAS THE OhWLr SEAT BELY THAT WAS REPAIRED HE NEEDS 1O INFORM THE DEALER
REGAROING THIS ISSUE

19a8/01,/09

wvd NAVIS: SUBSEQUENT ww#

CUSTOMER 5AY5:

= CALLING BACK AFGARDIMG THE SEAT BELTS RECALLS

- ONE SEAT BELT WAS REPAIRED AMD THE OTHER JUST CHECKED

= RECALLED OM THE SEAT BELTS AND REIMBEURSED FOR THE DRIVER S1DE WHICH - AS
REPAIRED

- AFTER DHE YEAR THE SEAT BELTS HAVE FAILED AGAIN

= REPAIRED IN 10/9%

.

PER CUSTOMER, OFALER SAYS:

- DAVID - CHECKED THE SEAT

OWMER WELATIANS VOPfOENCHMARKING 09/11/88 FAXCARTG



ooS11/98 MASTER DOWMER RELATIONS S¥STEM Il 14, 21.02
LR L L L L LERLEELE LR e I Ll Rl TR RN e T T Y T T == xoFREFEEE
QJB85CJ GRP: 0% INFORMATION COMTACT VEH TYPE: CAR
ATLANTA 21 ZN/TR; COMTACT MBR: 109320448 OPENED: 0170771998
VIN: 1IVPT21UOLS ENGINE: U CLOSED: 01/07/1998
I IS AN TSN NN AR S-S S NNEVEIEEEE NS S AmEEETr - - — DO AEEEREEEEEEE-———==3= AENE
199e/01 /0%

- USE A SPECIAL TOOL TD CHECKED CQUT AND NOT REPAIRED
.

CUSTOMER SEEKS:

= FINANCIAL ASSTSTANCE

[

CAC ADYI1SED:

- WARRANTY HASZ EXPIRED

- FORD WILL NOT PROVIDE FINAMCIAL ASSISTAMNCE TOD THE CDST OF THE REPAIR
- WORKMAMEHIP ISSUES MUST BE ADDRESSED AY DEALER

- CONTACT MR.STEFHEWN STEARNS [CLST REL MGR)Y FOR ASSISTANCE.

- DEALER IS IN THE BEST POSITION TD FROVIDE TECHMICAL ASSISTAMWCE.

- FDRD SUPPDRTS THE DIAGNOSIS OF THE DEALERSHIP

OWNER RELATIONS YOP/BEWCHMARKIWG 09711788 FAXCARTQ



b0af11/98 MASTER OWMWER RELATIONS 3V

S EEEEES I AN AR T FENA I FENEEANEI ENFSERnanc-dnxza=sssa0==

STEM 11 14.21.02

EEEEEENEERETEERLL RE L L A-ENERF ES)

4G998K aRp: 05 COMCERN COWTACT vEH TYRE: CAR

SDR 10 zm"m:* CONTACT MNER: 10593049h42 OFENED: 04/032/ 1938
WIM: 12vPT2100LS ENGINE: L CLOSED: D1/14/F 1934
SEEdAIE S s s IR S IS NN NN NN NN EEREEE RS kR xEE T SerC-CoS S EIEYENEEEAENEEEREREc=EEEdE=-==&
LAST MAME : TATUS: CANCELLED
TITLE: ME ; 1:

ADDRESS :

CETY : w: N
HOME PHOME: BLS. PHOME:

MODEL YEAR: - 1] MODEL :

MILEAGE: 114080 WsD :

DEALER MAME: VERMILLIDN FORD INC 5aALES CODRE: 15703 P& A: 9106
CaUskl CODES: 1203 SYMPTOMS . 104 100

ORIGIN: GO TRAWS. DST/RGN: =4 TRANS. DATYE:
SERVICE/SALES: 1 CONTALT OATE:

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

ESP INFO: EXFIRES:

GPEY RECALL: OWMHER NOTIT1ED: MICRO:

COMMENTS:

1098/01,/02

#¢+ THI'S CONTACTY I3 DFENED CUE TD OPFEN RECALL 28548 ANOD 95595

wed PDESIBLE 12712 SERVICE PART COVERAGE #«»
101000
CUSTOMER SAYS:

REFAIR OATE: 219719656 WILEAGE:

- RECEIVED A RECALL LETTER FOR SEATRELT AMD HAD THE DRIVERS SIDE SEATHELT

REPAIRED

- MOW THE PASSENGER SIDE SEATBELT IS5 STLCK

- TDOK VEHICLE TN 2 TIMES FOR SEATRELT CONCERN
ORIVERSIDE SEATBELT WIULD BE AEPAIRED UNDER THE
- THE DEALERSHIP WILL NOT DO THE REPAIRS DN THE
]

PER CUSTOMER, DEALER SAVS:

- VEHICLE IS DUT DF MARRANTY

[

CLUSTOMER SEEKS:

AND WAS TOLD OMLY THE
RECALL
SEATRELT MOW

= TO HAYE STATEELT ON PASSENGER SIDE REFAIRED UNDER RECALL

-

CAC ADVWIRED:

~INFORMAYION H45 BEEN DOCUMENTED AMC FORWARODED
~REQUEST MR.
BUSINESS DAYS-

OWMER RELATIDNS WOP/RENCHMARKING 09711798 FAXC

T THE DEALER

DON  HUBERT. CUST REL MMGR, TO CONTACT THE CUSTOMER WITHEW 2

ARTG



Qs/11498 MASTER DOWMER RELATIONS SYSTEM L1

14,.21.02
SEE=aFEEELdec = oS EELYE A NCEENNLELR Y EEEEE RS SHeulemc- =S EZEENEdArX====c=S7F8N
48208 K GRP: 05 CONCERM CONTACT VEH TYPE: CAR
SOR 1@ IN/TR: R CONTACT WBR: 1090305543 ODPENED: 0170271258
WIN: 1Z¥PTIILDLS ENGINE:. u CLOSED: D1/1471950
A EEEEEEE T S - S IINEANEREx-STEE AL L LD LR LR LY R N e I o e apuep "
19%8/01 /02

CUSTOMER S&YS:

"

CAC aOVISER:

- DEALERSHIP CALLED TO SAY THIS COWTACT SHOULD HOT HAVE BEEN QPENED

- CUSTOMER CAME IWTO THE DEALERSHIP AND WAS YERY UNHAPPY THAT DFALERSHIP couLp
NOT ASSIST

-~ ATTEMPTED AN OUT CALL TR THE CUSTOMER, TOULD NOT GET THROUGH

- WANTED TA EXPLAIN TO THE CUSTAMER THAT WE SUPPDRT DEALERSHIP OECISION AND

INFORMATION WAS SENT IN ERROR AND TO APDLOGIZE FDR AMY M15 COMMUNICATION
- IF CUSOTMER SHOULD CALL BACK

= WEXT OSSR PLEASE APPOLOAIZE

- CAC WILL SUPPORT DEALERSHIP. FORD WILL MNOT ASSIST
199801/ 14

THIS CONTACT HAS EEEW CANCELLED

FPER PREVIDLS COMMENTS. CONTACT SHOULD NDT HAVE BEEN DPEMED.
- JEANETTE BRYANT, TEAM LEADER - {5, CAC

OWMER RELAYIONS VOR/BEMCHMARKINE 09711728 FAACARTG




0s/11/98 MASTER OWMER RELATIONS SyYLTEM 11 14.21.02
:l::=:|=II=I’III==B===I-=II--lI==:-I=Ih------=I======I.-.:I|-::::::H’I:Ill::l: STEE=-"3EENR
304440 GRP: D1 COMCERN COMTACT VEH TYPE: CAR

SDR 1o 2H/TR: CONTACT WRBR: 109304141 DPENED: 12/30/1997
WIN: 1IVPT20C 1LS ENGINE: & CLOSER: O1/f13/1998
-;IIlllhl:::::lllllllII====I-Illl'---:niizllil-l‘-s::l==.l!llt-.======|--lll-l
LAST KWAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS :

eIty: STATE: 1e: [
HOME PHOMNE : BUS, PHONE:

MODEL YEAR: WODEL @ ORE

MILEAGE : 100000 wsD:

DEALER MNAME: LEAST FORD INC SALES CODE: 144062 P& A; MSE
CMISAL CODES: 1203 SYMFTOMS 104 100

DRIGIN: (1] TRANS. DST/RGMN: 44 TRAMNS. DATE:
SERVICESSALES: 1 CONTACT DATE: Ot1f05/71924
ALK, CODE: ASSIST CODE: R AWARD AMT: C SURVEY: ¥ !Y BR N}
BUILD DATE: LALIBRATICN:

ESP INFO: EXPIRES:

OPEN RECALL: WHER MOTIFIEQ: MICRO:

COMMENTS:

1997 /12730

++£4 THIS CONTACT IS OPEMED OLE TO OPEN RECALL OES4A #++

vev NAVIS: SUASEQUENT w+s

CUSTOMER SAYS:

= IS THE VEHICLE INVOLVED IN A RECALL INVOLVING THE SEAT BELTS

L]

PER CUSTOMER, DEALER SAYS:

FER SERVICE DEPARTHENT:

= THE DORIVERS SIDE BELT WILL BE REPLACED UNDER RECALL 9544, BUT wOT THE
PASSFMNGER SIDE RELT

o

CUSTOMER SEEKS:

= VEHIELE REPAIRED

*

CAL ADVISED:

RE: RECALL 98348

=INFORMATION HAS BEEN DOCLMENTED AMD FORMARDED TO THE DEaLER

“REQUEST MR. WARREN CURTIS [CUST REL NNGR/ S¥C MNGR] TO CONTACT THE CUSTOMER
NITHIN 2 BUSINESS DAYS

1998/01 /04

FEFTHIS I5 THE GLOSTNG COMMENT

CUSTOMER MOTIFIFD THAT WE WAULD BE DOING RECALL SGE548 DM LEFT SIDE CUSTOMER
STATED THAT HE WANTS MEW BELT OW PASS STDE RECALL HOT MEEDED MW THAT SIRE
FOUND CUST HAS UNPLUGGED SEATEELT DN PASS SIDE HIMSELF FOR SOME REASONM

OWNER RELATIDNS VOP/HRENCHMARKING ©08/11/88 FAZCARTE



oa/11/98 MASTER DWMER RELATIONS SYSTEM 11 14,21 .02
EEEREF L L LLER L ey L Y Rl Ll Il EEA - S S S ST AEEEEC-o g EEEEE&x=—====
S5H245% GRP: 02 CONCERN CONTACT VEH TYFE: CaR
DETEDIT 450 INSTR: ii CONTACT NBR: 10929498ES OPEMED:; 12/28/1997
ViN: 1ZVPT22LBL ENGIKE: L CLOSED: O1/20/19¢3%
FRECrTr=—S-IpEEN —— ll-----:--ll-lih----=======lI.Ils:::::nn...llh-
LAST MAME: TATLS: CLOSED
TITLE: FIRST HAME: 1: M

ADDRESS:

CITY: STATE : - R
HOME FHOHNE : BUS. PHONE:

MODEL VYEAR: T MODEL :

MILEAGE : - alas] NSD:

DEALER NAME:' ROYAL DAKFORD INC SALES CODE: 148005 P& A: 027599
CALSAL CDDES: 1243 SYMPTOMS : 104 100

ORIGIN: GO TRANS. DST/RGN: 4B TRANS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: 91713719498
ACK. CODE: ASStST CODE: D AWARD AMT: O SURVEY: Y LY OR W)
BUTLD DATE: LALIBRATION:

ESP INFO: EXPIRES:

OPEN RELALL; OWNER MOTIFIEQD: MICRD:

COMMEMNTS :

1997 /12/28

#4d THIS CONTACT IS DPENED DUE TO OPEN RECALL G554 =«+
CUSTOMER SAYS:

= THE RIGHT SEAYT BELT 15 JAMMED

- WILL NOT GD BALK OR FORWARD ON THE TRACK

*

PER CUSTOMEA, UOEALER SAVS:

= MO CONTACT

.

CUSTOMER SEEKS:

- BELT REPAIRED

L ]

CAC ADVISED:

REGARRING REQUEST FOR FINANCIAL ASSISTANCE

- FORD WILL NDT FROVIOE FINANCIAL ASSISTANCE TOWARD THE COST OF THE REPAIR
REGARBING RECALL/DNP

= REQUEST DAM SHEILL/SvC MGR TO CONTACT THE CUSTOMER WITHIN Twd HUSINESS DAYS
REGARDING RECALL/DNP

1998/01/113

F#NTHIS IS5 THE ©LOSTNG COMMENT

TALKED TO CUSTOMER ANO NO WARRAWTY I% AVAILABELE FOR THIS REPALIR .CLOSE CASE

(WHER RELATIONS VOP/BENCHMARKING 0B/ 11/98 FAXCARTA




oa8/11,/98 MASTER OWNER RELATLONWS S¥STEM T 14.24.032
A AR L AR A AN TR AR FEN FEEE S S FPEWI - T S S EREC S S S SSS S S SIS . S1lLiSSSSSSS==S=S=S=SsSsSk=S=S=S==S===
B993TT GRP: 1a COMCERM CONTACT VEH TY¥PE: CAR
HOUSTON 57 2N/TR: €2 CONTACT MAR: 10294 1u7 DPENED: 12726/ 1997
VIN: 12VRT2OCKLE ENGINE: € CLOSED: 01/06/ 1098
EEs bt L L P L ERFRFEREL LR FRERELERERRLE L L L ELLLLLL B L1 B e I ) I It 3 )
LAST MNAME: T4aTUS: CLOSED
TITLE: FIRST NAME: I: ¢

ADDRESS: .
CITy: STATE: e

HOME PHINE : BUi. PHOME:

MODDEL YEAR: a0 MODEL : PROBE

MILEAGE: 133000 WP

DEALER NAME: LEIF JOHNSON FORD I S5ALES CADE: 152300 P& A: D4485
CAUSAL CDDES: 1220 SYMPTOMS: 104100

QRIGIN: [0 TRANS. DST/RGM: 52 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1273071947
ACK. COOE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ {¥ CR N)
BUILD DATE: CALIBRATIAN:

E3P INFO: EXPIRES:

OPEN RECALL: . OWNER MOTIFIED: MIECEO:

COMMENTS:

1937/ 12726

wan HAVIS: ORIGIMAL »»»

wr4 POSSIBLE 12712 SERVICE PART COVERAGE #++ REPAIR DATE: O9/9T7 MILEAGE:
11411111

CUSTOMER SAYS:

=HAD RECALL WDRK DOME Of THE SEATHELTS IW SEPTEMHER AND THE FROELEM IS NAOT
CORRECTED, SEATBELTS STILL STICK WHEM I FIRST GET INTC THE CAR

-BO0TH THE PAYLENGER AND THEY DRIVERS SEATEELT AND LOCKING UP
-

PER CUSTOMER, DEALER S4¥S:
=SEATBELTS SHOLULD WORK FIME NOW

L

CUSTOMER SEEKS

~REPAIR

L]

CaC ADVISED:

~INFORMAT1ON HAS BEEN DOCUMENTED AMO FORWARDED TO THE DEALER

-AEOUEST MR. RANDY ROGERS C(CUST REL MMGR/ SuC MMGA)} TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1897/ 11530
#HFTHIS 15 THE CLOSING COMMENT
REPAIR WAS MAOE TN MAY AMD 15,000 MILES AOD. WARRAWTY IS5 12712 AND HAS NOW

EXPIRED, DEALER INVITED CUSTOMER PACK TO ADDRESS COMWCERNE, BUT THIS WOLLD NOT
BE A WARRANTY REPAIR. DAVID B.

OMNER RELATIONS VOP/HENCHMARKING RYF11/98 FARCARIG




a9/ 11/98 MASTER OWNER RELATIOMS SrSTEm L1 14.24.02
A EENERIECANRIIAN-——-—rrI=——-—maxr—BRAasda i b dE SN 0PRSS SCAS S5y SLi_cr=SScSoc-=S=cc=S=S=SRhr=s=--aac-HERE
2177LM CRE: 04 CONCERN CONTACT VEH TYPE: CAR
TWIN CITIES k1 ZNFTR: A1l CONTACT NER: 109237387 QOPENED: 12/22/19297
vIN; rzver2u7L ENGINE: U CLOSED: 01/05/1998
EEESAEEN IREESESSE IO R E==—=—aO=c===—==—=——SkeaBEERAR NN NN AN EBENEEEASSF=S=S=S=SEm==s============1u
LAST WAME TATUS: CLOSED
TITLE: FIRST NAME: I:
ADDRESS:
CLTY: STATE: r: N
HOME PHONE : BLS. PHONE :
MODEL YEAR: 30 MODEL : PROBE
MILEAGE: 1370040 wih:
DEALER MAME: ELK RIVERFORD-MERCU SALES CODE: 13a590 F & A: 03400
CALSAL CODES: 1209 SYMPTOMS ! 1041040
ORYQAIMN: =1} TRANS. DST/RON: 54 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 12/29/1997
ACK . CODE: ASSIST CODE: W AWARD ANMT: O SURVEY: ¥ (Y OR N}
BUILD DATE: CALIBRATION:
£5P INFDO; EXPIRES:
OPEN RECALL: OWNER NOTIFIED: NICROD:
COMMENTS:

1997742/22

sev NAYIS: SUBSEQUENT #x*xx

vvs THIS CONTACT IS OPENED ODUE TO OPEN RECALL S&599 »»
»vs THIS CONTACT 15 DPENED DUE TO DPEM RECALL 96548 »==
CUSTOMER SAYS:

-RECALL STATUS

-ELECTRIC SEAT BELTS

-NEITHER SEAT BELT WORKS, GET JAMMED

-

PER CUSTOMER, DEALER SAYS:

-NO0 CONTACT

[ ]

CUSTOMER SEEKS:

-RECALL INFORMATION

L ]

CAC ADVIEED:

=INFORMATION hAS HBEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR, /SHAWM $SDDREN(CUST REL MNER/ SVD NMNGR) Tn CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DaYS

1997/ 12/29

SERVICE WAMAZER.SHAWH SODREN,CONTACTEDR CUSTOMER OM 12729797 1N REGARDS TO PROB

E WEEDIKG RECALLS PERFORMED ON SEATAELT TRACK ASSEMBLIES.CUSTODMER IS SCHEDLILED
TO COME IN 12733 TO HAVE REFPAIRED UNDER WARRENTY.

N#FTHIS IS THE CLOSING COMMWENT
CLOSING COMTACT,APPT.IS SCHEDWLED FOR TEMODRROW 1273571997 wWE wILL LNSPECT AND
REAPTR AS REDUIRED.

SERVICE MANAGER

SHAWN SODOREN

OWNER RELATEIONS VOP/FOFNCHMARKING D9711/98 FASCARTG



048,/ 11798 MASTER AOWNER RELATIONS S STFM LI 14.21. 42
SEC SIS dEFFEAEERE AT OEF- Ik EBaci Ao R - R - xR EEC-C=S=C-c - - ol isIi-s=FE==SNalEmANENAT-=-==
42597 W GRP: 13 CONCERN CONTACT YEH TYPE: CAR
GRLANDO z4 2N/TR: B2 CONTACT NBR; 109282230 OPENED: 12719/ 1997
3 1'H 12vP T2 1020 ENGINE: U CLOSED: 12/30/199T
L R E A e R R AR P R AR Rl P R RERE R IR RN I T B NI RS FEE R R IR A IR TP R T)
LAST WAME: TATUS: CLOSED
TITLE: FIRST MAME: LA

ADDRESS

cITY: 5TATE: e -
HOME PHONE : BUS. PHOME:

MODEL YEAR: MODEL :

MILEAGE - BSO0G WSO

DEALER MNAME: PALATKA FORD LINC-M SALES CODE: 124909 F & A: 03475
CALSAL CODES: 3002 1203 SYMPTOMS: 104 100

ORIGIN: GD TRANS. DST/RCN: 24 TRAWS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 12722714997
ACK. CODE: ASSIST CODE: W AWARD ANT: o SurvEY: ¥ LY OR N}
HUILD DATE: CALTERATLOMN:

ESP INFD: EXRIRES:

OPEM RECALL: TWNER NGTIFIED: NICRO:

COMMENTS :

1997 /12719

wve POSSIBLE 13/12 SERYICE PART COVERAGE **+ HEPAIR DATE: UNAVAILABLE
MILEAGE: UNKMOWN
*n MAYIS: SUBSEQUENT sva
CUSTOMER SAYS:
- DEALERSHIP REFUSING TO REPAIR SEATEBELT THAT 1S UNMDER RECALL
- REPAIR WAS FERFORMED APPROX 3 MONTHS AGO [ NO DATE AVAILAELE)
LOOKELEG FoR ASSISTAMCE TN GETTING PERFORM
SEATAFLT FROZE UP AMD WOULD NOT WORK
ONE WEEK AFTER THE REPAIR THE SEATBELT FROZE UR AGAIN

PER CUSTOMER, DEALER SAYS:
- DD REPLACE THE TRACK QN THE WEHICLE
- IT HaD BEEN 3 MONTHE SINCE THE REFAIR AND WOULD COULD NOT BE REFALRED

CUSTOMER SEEKS:

- SEATBELT REFAIRED WUNDER RECALL
"

CAC ADWISED:

~INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TQ THE DEALER

=REDUEET ME.A. L. COCCO JCUST REL MNGR) TO EDNTACT THE SUSTOMER  WITHIM 2
BUSINESS DAYS

1997 /1a/23

FEETHES 15 THE CLOSIMNG COMMENT

~CMLLED 1-BDD ¥ 1N RECALL

=AOVISED US TO TALK TD ARE REP.

~SEAT TRACK REPLACED PER RECALL AMD MOTOR HAS WENT DUT 2 MONTHS LATER
=PER RECALL DO NOT REPLACE MDTOR IF WORKING AT IWMSFECTION OR YOU WILL EE
~-CHAAGED 8AcW FOR WORKING MOTORS RER FORD

~NITOR WAS WORKING AT TIME OF RECALL THIS WAS EXPLAINED TD CUSYOMER AND REP
-Nd ASSISTANCE PROVIDER PER REP.

OWNER RELATIONS WOFP/EENCHMARKING 09/11798 FAXCARTG



L FARFS MASTER DWHER RELATIDNS SYSTEM I 14,.21.02
:III-IIIlII-:n:======I!-II--II---:======IIll'l-lll-:=:======llllll---:::::::l.'lll
A2TTAR GRP: 10 REGION IMVOLVEMEMT CONTALT VEH TYPE: CAR

NEW YORK 13 ZNSTR ; COMTACT NER: 109280823 OPEMED: 1271911587
VIN: 1ZVPTI1UGLS ENGINE: U CLOSED: ©1/077128R
I--Ii:::=======l-lll'l--lllli----::::.'....l..hh--======;‘l'l'lll:=::-—.-—.:-l-llll-H::
LAST MNAME : STATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS :

erTY: STATE: R
HOME PHOME : BUS. PHOME:

MODEl. YEAR: 30 MODEL :

MILEAGE : &0000 WsD-

DEALER NAME: FATRIOT FORD. LTD. SALES CODE: 11309S F & A OOID3
CAUSAL CODES: 12RA 1203 SYMRTOMS ; 104100

ORIGIN: GD TRANZ. DST/FRGN: 13 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: o1/07/1958
ACH . CDODE: ASSIST CORE: D AWARDO AMT: O SURVEY: ¥ (Y DR N}
BUILD DATE: CALEBRATION:

EEP INFDO: EXFIRES:

OPENM RECALL: OWMER MOTIF1ED: MICRO:

COMMENTS :

1997/ 12719

#vv THIS CONTACT IS QPEMED DUE TD OFEN RECALL 9E599 was

sve HWAVIS: PROGRAM #%x*

*#3» UNIQUE CIRCUMSTAMGES PER TRDBERSO v«

CUSTOMER SAYS:

=I AM CALLIMG BACH AEQUT THE RECALL 0N MY SEATHELTS

-1 HAD THE RECALL PERFORMED IMW JULY [F THIS YEAR. THE DEALER REPLACED THE
MOTDR OM THE DRIVER 5IDE SEAT BELT AND 1NSPECTED MY PASSENGER SI0E EBELT. ND
REPAIR WAS MADE TO THE PASSEMGER SIOE BELT

=THE PASSEMGER SIDE BELT IS NOW PRDMEM. THERE WAS MOTHIMNG DOME TO THIS UMDER
THE RECALL

]

PER CUSTCOMER, DEALER SAYS:

=THIS IS NOT COVEREDR. THE PASSEHEER SEAT BELT WAS MOT SROKEN WHEN WE INSPECTED
IT. THAT I ALl WE WERE REQUIRED TO DO UNDER THE RECALL

~WE HAVE

L]

CUSTOMER SEEKS:

-SEATBELT REPAIRED LWOER RECALL
"

CAC ADVISEN:

~-INFORMATION HAS BEEW DOCUMENTED AMD FORWARDED TD THE DEALER

-REQUEST MR. BOE DOLAN (SWC MNGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSIMESS
DAYS

-CALLED RECALL HOTLINE TQ SEE !F THERE WOULD BE ANY ASS5ISTANCE FDR THIS UMDER
CUSTOMER GET REPAIR COVERED BY FORQ

-S5PDKE WITH TEAM LEADER AND WAS ADVISED TO OPEM A REGIONAL CONTAELT DUE TD
UNIOUE CIRCUMSTANCES

DMNER RELATIONS YOP/BENCHAMARKING 09711798 FAXCARTH




oa/117458 MASTER OWMER RELATIONS Sr5TLM I 14.31,.052

EEEmEEE_ - - JEBRBRAbxC SEE=SRAWENERE-—-——-"S3EJa il=====ﬂll-I=====lll.:;===::II-::=:=III&---:=I=
12TIRR GRP: 10 REGION TNVOLVEMENT CONTALT YEH TYPE: ECAR

HEW YORK 13 ZN/TR: I CONTACT NEBR: 1092R80EIZ  OREMED: 1271971337

YIN: 1zwr:1u9L- ENGINE: U CLOSED: Q170771954

I.l-----:::ﬂlllll-::::-- I...-.:::=:.....‘====..---‘::::-..-,:::---*.---
199712433

SPOME TD CUSTOMER RECALI STATED CHECK SEAT BELT ON R/S SEAT EBELT WAS WORKING F
INE HO FROBLEM WAS FOUND 50 MD REFLACEMENT WAS WEEQED EXPLIANED TO CUST WE QID

RECALL AMD Wi DD WOT HAYE THE AUTHORETY TO 0D REPAIR [F RECALL WAS ALREADY DO
NE

1988/01507

va MAVIS: PROGRAM +++

CUSTOMER SAYS:

= I CALLED THIS OFFICE A FEW WEEKS AGOD TO DISCUSS COMNCERNS RELATING TO
MY ESEAT HELT/RECALL COVERAQE

- 1 WAS TOLD THAT SOMEONE WOULD CONTACT ME TO DISCUSS AND HAMNDLE TH!S

- I HAVE YET TD RECEIVE A PHOMNE CALL EROM AMYONE

E

PER CUSTOMER, DEALER SAY¥S:

= WO CURRENT CIONTACT

F ]

CUSTOMER SEEKS:

= WHAT IS THE STATUS OF THIS ISSUE

*

CAC ADVISED:

- INFORMATION HAS BEEN DDCLMENTED AWD FORWARDED TO THE DEALERSHIP WITH
A COPY TO THE REGQIONAL OFFICE.

- REQUEST MR. BOE DOLAH (SERVICE MANAGER) CONTACT THE CUSTOMER
WITHIN 2 BUSIMESS DAYS

FARTHIS IS5 THE CLOSING COMMENT

C5M LOREN ROSEN SPOKE TD RECALL HOTLINE,WARRANTY ADMINISTRATION AND LERAL DEPT

MO FURTHER ACTION WILL AE TAKEN HY FORD

MO ASSISTAMNCE WILL BE PROVIDED

LOREN ROSEN CSM

OwWNER RELATIONS VOP/BENCHMARKING 00/ 11/88 FASCARTG




oa/11/98 MASTER OWMER RELATIONS SvSTEM 1! 14,21,02
IS S S S CANENE N LI Ad s == c oS x Oy AEENEAERL S ==s==-oOEBpENEddeEEI=—===
4899BK CRP: 06 INFORMATLON CONTACT VEH TrPE: CaAR
BUSTON 11 IWTRJﬁ CONTALT HER: 109277191 OFENED: 12718719497
VIN: 1ZVPT21UTLE ENAINE: U CLOSED: 1271871997
EEEEEEEAd bemm = = FEFEISAdbsssmeere === R EANARNENRERT======asaaA0N
LAST MAME : TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

cITY: STATE: ;R
HOME PHONE : BUS . EHONE:

MODEL YEAR: 80 MODEL : PROEBE

MILEAGE : 800 whD :

DEALER MAME: REGAN FORD IHC SALES CORE: 111485 F & A; 08913
CAUSAL CODES: 1104 SYMPTOMY : 104 100

ORIGIM: GO TRANS. DSY/RGN: TRAHS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CODE: ASSIST COQE: W AWaRD aMT: 0 SURVEY: (Y OR M)
BULLD DATE: CALIBRATION:

ESP IMNFO: EXPIRES:

OFEN RECALL: OWNER HOTIFIED: MICRO:

COMMENTS |

1827 /19/ 18

tan NAVIS: ORTGINAL &»=

CUSTOMER SAYS:

- GABLE CAME OUT OF TRACK

- SEATBELT IS WAOT GDTHKG BACK AMD FORWARD

= HAD REFATRS DONE O SEATEELT UMDER A RECALL- LAST YEAR
v

FER CUSTOMER, DEALER DAVS:

- NO CDHTACT

.

CLUSTOMER SEEKS:

= TO HAVE SEATBELT RERPAIRED UMDER RECALL

L]

CAC ADVISED:

= WARRANTY HAS EXPIRED

- FORD WILL NOT PROVIODE FIMNANCIAL ASS1STANCE TD THE CAST OF THE REPAIR

OWNER RELATIONS WOP/BENCHMARKIWG O9/11/98 FAXCARTA



097117948 MASTER OWHER RCLATIONS Sr5TFM I 14_21.03
DS L ERE S EELLEERNFREIY LLLINNERLLEYFEIENEFEYTNESN RN Y -EFON-JCN SN R RSl B g S
CE39KE GRP; X302 CONCERN CONTACT VLE YEH TYPE: CaR

RETROLT 48 ZWFTR: ﬁ COMTACT NBR: 107630017 OPEMED: 10711719838
YIN: 1ZYPT2I0COMS ENGINE: © CLOSED: 107251996

LR LY LT LERRER TR EER SRR ERENL T YRR LR o

LAST MAME: ATUS: CLDSED
TITLE: FIRST MAME: H A
ADODRESS :

CITY: STATE: R
HOME PHONE : BUS. PHONE:

MOGEL YEAR: 1 MOCEL :

WILEAGE : 35000 WED

DEALER NAME: HILL BROWN FORD [AC SALES CODE: 148032 P A A: 03003
CAUSAL CODES: 1208 3001 SYMPTONS : 104 100

DRIGIN: Go TRAHS. DST/RGN: 48 TRANS. DATE:

SERVICE /SALES: 1 CONTACT DATE: 107187 199E
ACK._ CODE: ASSIST CODE: D  &WARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRAT ION:

ESP INFO: EXPIRES:

DEEN RECALL: CWNER NOTIFIED: MICRD:

COMMENTS :

1996710/ 11

#++ THIS COMNTACT IS OPEMED DUE TO DPEN RECALL 9654A, QG590 «a»
+v+ WEHICLE INVOLVED IN RECALL 36548, SASY9Y +es

sexn MAVIS: SURSEQUENT 4%

CUSTOMER SAYS:

~THIMNKS THERE 15 A RECALL ON HIS SEAT HELT

-HAS ALREADY PAAIQ FOR THIS REPAIA AMO WOULD LIKE TO HE RETMBLRSED
[ ]

PER CUSTOMER, DEALER SAYS:

=NO CONTACT

]

CUSTOMER SEEKS:

~REIMELIRSEMENT UNDER THE RECALL PROVISIDMS

"

Cal ADVISED:

- WEHIGLE 15 ELIGIBLE FOR RFCALL 94348, 98589

- CUSTOMER TA CONTACT THE DEALERSHIPS SERVICE DERPARTMENT. TO ASS1ST CLISTOMER
1N REIMBURSEMENT ASSTSTAMCE
1996410/ 18

FAFTHLS 15 THE CLOSTNG COMMENT

UNABLE TD CONTACT CUSTOMER LEFT SEVERAL MESSAGES . WILL 4551ST CUSTOMER IF
AND WHEW RE-CONTACT GTCURS.

JiHKN 5. HOULE

DWHER RELATIONS WIR/BEMCHMARKIMG 09711788 FAXCaRTE



as/1i/98 MASTER OWNER RELATIONS SYSTEM II 14.21 .02
:=====IllllI-t-====:lu---lllI-====I=|:lllll-::===I|II-II.-::::::lIlll-::::z---lll---
0398%s GRP: xx13 CONCERN CONTACT YEH TYPE: CAR

S0R 10 ZN/TR: COWTACT NBR: 107626874 OPEWED: 1071171995
VIN: uuprzmuush ENGINE: U CLOSED: 1071871996
L R LN I L I T R T T T P E E N T T I S ANl R =S ANNENENEE - EEEEEEEC-r=—==a3m LR
LAST MNAME : TATUS: CLOSEQD
TITLE: FIRST MNAME: I: D

ADDRESS:

CITY: STATE: ir: T
HOME FHOMNE : LIS. PHOME :

MODEL YEAR: LT MOOEL :

MILEAGE : 32000 WSO

CEALER MNAME: HUNNICUTTFORE IMC  $ALES CODE: {21840 PR A QJiD55
CAUSAL CODFES: 1203 2801 SYMPTOMS : 104 10D

ORIQIN: an TRANS. OST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 COWNTACT DATE: 1071271938
ACK, CODE: ASSIST COOF; R AWARD AMT: 0 SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATION:

ESPF INFQ: EXPIRES:

UPEN RECALL: OWMER NOTIFIED: MICAO:

COMMENTS :

199610/ 11

e+ WEHICLE INVOLVED IN RECALL 98595 wew

wos YWEHICLE INMVIILVED TH RECALL S9&548 wew

vk NAVIS: SUBSEQLIENT vr»

CUSTOMER SAYS:

- WEHICLE SEAT BELT TS HDT WRORKING . WILL WOT COME UP
= HEARD ON MEWS THAT PROBES ARE BEING RECALLED

»

PER CUSTOMER, DEALER SAYSJACK

- DOESN'T KMOW OF A RECALL CALL FORD , GAVE BOO NUMHER
*

CUSTOMER SEEKS:

- TO CHECK RECALLS

.

CAC ADVISED:

~INFORMATION HAS BEEM DOCUMENTED AMD FORWARDED TO THE DEALER

“REQUEST MR.JOHN SEABROOMS .CUST REL MNGR, YD CONTACT THE CLUSTOMER WITHIN 2
BUSINESS DAYS

DOWNER RELATIONS VOP/HENCHMARKIMG OU/11/08 FAXCARTG




09511798 MASTER OWNER RELATIONS SyslTFM I 14,.21.02
N EE AT E A A A i na i s i el i NN AN NN NN AN EE TS LMIZIXTSISTSSS=S=STSSCSCa@SA@==aa
S0 DG GRP: X&01 CONCERN CDNTACT VEH TYPE: [aR
ATLANTA 24 IN/TR: CONTACT NEBR: 107626163 OPEMER: 10/11/1996
¥IN: 1ZNVPTICCOM ENGIME: C CLOSED: 10/24F1996

LR LT ET D E L NN L R R NN Y T T TR F RN TR DL T E LT T L T N RO ey ey g pepuaper e

LAST NAME : TATUS: CLOSED
TITLE: FIRST NAME: I: s

ADDRESS :

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

MOODEL YEAR: 81 MODEL !

MILEAGE ; OO0 WsD:

DEALER WAME: PERIMETERFORD 1NC SALES CODE: 121002 pPE A: OO480
CAUSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: G0 TRANS. DST/RGM: 21 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: 10/11/1996
ACK. CODE: ASSIST CODE: W  AWARD ANMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFO; EXPIRES:

OPEN RECALL: DWNER NOTIFJED: MICRO:

COMMENTS :

1998710/ 11

+4% WEHICLE INVOLVED IM RECALL 98548 AND 96509 #4:
ver MAVIS: ORIGINAL we=

CUSTOMER SAYS:

- THE DRIVER SIDE AUTOMATIC SEAT BELT IS NOT WORKING
=~ HEARD THERE MAY BE A RECALL

-

PER CUSTOMER, DEALER SAYS:

~ NO IMFORMATIDW ABDUT A RECALL

F

CUSTOMER SEEKS:

= REPAIR FOR THE SEAT BELT

L
CAC ADVISED:
=INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TOD THE DEALER

=REQUEST CUST REL MGA STDMEY HODGE {(CRM-SERVICE) TO CONMTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

1996/ 10717

MFFTHIS 5 THE SLOS5ENG COMMENT

TALMED WITH CUSYORMER M 10S11,/98 AFTER CALL TD CAC. HIS VEHICLE PRESEMTS A SAF
ETY PRDBLEM. BROUGHT TO DEALER OW 10714788 AND PARTS DRDEREQ EMERGEMEY DN 191

4796, MNOT RECEIVED BY 10/16/96. DEALER WILL EFFECT REFAIR AS 500N AS PARTS ARE
RECEIVED. CUSTOMER NOTIFIED. AMD ALL O.M.

OWNER HELATIONS WOP/HENCHMARKING DE/11/98  FAXGCARTG



as/ii/9e MASTER OWNER RELATIONS SYSTEM 11 14.21.02
S ESCENIRRARAN AN x-S EEEENS NN Y= FEEEEEEmERIXTI-——=—=== ZEEEEERA kO T-=—=—=—xEEN
& 104 AH GRP: Zii5 INFORMATION CONTACT YEH TYPE: CAR
PITTSELRGH 44  INFTR: A2 CONTALT MRR: 107625559 OPEMNED: 10711719846
VIN: 1ZYPT21UIW ENGINE: U CLOSED: 10/11/71998
EIEEEEERAm s s = CK P EEERRE AR =—=== AN EESEEESSxC-C-=C-c=IWEEERER FExExrr=——S s EEEEEN & kT

LAST MAME : TUS: CLOSED
TITLE: FIRST WAME: : W
ADDRESS:

CITY: STATE: -
HOME PHOME : BUS. PHDME :

WODEL YEAR: T MCDEL : PROBE

MILEAGE: 40000 WED:

DEALER MAME : WOLTZ & WIND FORD I SALES CODRE: 1440321 P B A: OTAGT
CALSAL CODES: 1103 SYMPTOMS : 104100

DRISIN: 1] TRANS. DST/RGN: TRANS., DATE:
SERVICE/SALES: 1 CUNTACT DATE:

ADK, CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N)
BUILD DATE; CALIBRATION:

ESP INFO: EXPIRES:

DFEN RECALL: OWNER MNATIFIED: MICRDO:
COMMENTS:

1966/ 10,/ 1 1

4+ YEHICLE INVOLVED IN RECALL 96599 wws

#%v YEHIZLE INVOLVED IN RECALL QG548 #us

ke MAVIS; DRIAIMAL =aw

CLUSTOMER SAYS:

~HEARD ABQUY REGALL ON MEWS FOR AUTOMATIC SHOULDER BELT
-CRIVER'S SIDE BELT HAS LBCKED UP

-HAD DRIVER'S SIDE BELT REPAIRED ON 10/10/94

[ ]

FER CUSTOMEA, DEALER SAYS:

=NO CONTACT

L

CLSTOMER SEEKS:

=1F VEHICLE INVOLWED IN RECALL

~AEIMBLRSEMENT FRR REFAIRS

-

CAC ADWYSED:

-SUBMIT ORIGIMAL FAID REZEIPTS TO THE SERVICE WANAGER WHO WILL REVIEW FOR
REINBURSEMENT

~ALSD, 1F SHOULDDER HELT FOR PASSENGER SIDE IS STILL WORKING, CONTACT
OEALERSHIP AFTER DECEMAER 13, 1998 FOR REPAIR

CUSTOMER SAYS:

=~ SERVICE DEPARTMENT DID NOT KNOW ABOUT THE RECALL

L)

CAC ADVISED:

-~ INFORMATION IS ON THE COMPUTER--WORK WITH YDUR SERVIGE MANAGER

DWNER RELATIONS VAP/HENCHMARKTING 09711708 FAXCARTG




oef11/98 MASTER DOwMER RELATIDMS SYSTEM 1t 14 24,02
Illll-====l'-I--h----:=ﬂ---lI----l.—====!-lllll::::::!.l.-l'_====:lll-====l=llll:=====
E104AH GRP: KR15 IMFORMATION COMTACT VEH TYPE: £AR
FITTSBURGH 44 ZN/TR: A2 CONTACT NER; 107625659 OPENED: 10/11/1936
VIN: 1ZVPT 21 15 I EMGINE: L CLOSED: 10/11/1836
I......-:::=ll--.----------'lﬂ---=====Hlllllﬂ====llllhII:::I..IIIS::;FI....E::
1288/ 10/ 1B

CUSTOMER SAYS:

~ CALL HACK

- WANTS TD RECHECK RECALLS

- FIWD OUT IF ENTITLED FDR & REIMBURSEMENT
»

PER CUSTOMER, DEALER SAVS:

- NOT CONTACTED

E ]

CUSTOMER SEEKS:

- WANTS REIMBURSEMENT FOR RECALL REPAIR

[ ]

CAC ADVISED:

- PROVIOE ORIQINAL RECEIPTS TO ME. [CUST. REL MGR/ SvC MOR)

- (CUST REL MORFSYC MGOR) WILL EVALUATE S[TUATION TO DETERMINE IF REPAIR IS
REIMBUREABLE. .
1998/ 10/23

wiw MAVIS: ORIGENAL =es

CUSTOMER 5AYS:

- BDO OWNER MAMUAL

= CALLING HAGH

= TOOK INFO TD SERVICE OFPARTMENT

WANTS TO KMOW WHY HE HAS TO BRING IT IN AT SUCH & LATER DATE
t

PER CUSTOMER, DEALER SAYS:

= BRING CAR HAGK AFTER DECEMBER 15, 1995

[ )

CUSTOMER SEEKS:

- REFUND FOR RECALL WORK

L

LA ADVISED:

- DEALERSHIPS ARE INDEPENDENTLY DWNED AND OPERATED
~ CONTACT MR. MARTIN CUSTOMER MANAGER FOR FURTHER EXPLAMATION.
- SUPPORTS DEALERSHIPS DECISION

1996/10/90

*wv VEHICLE TWVOLVED IN RECALL 9E555 sww

*4n VEHIGCLE INVOLVED IM RECALL S5545 ~++

A% MAVIS: DRIGINAL wee

CLSTOMER SAYS:

= SHOULDER BELT WALFUNCTIANED BEFORE THE RECALL WA% ISSUED
= HAD WORK DOME BEFQRE AT AN INDEPENDANT SHOP

-

PER CUSTUOMER, DEALER SAYS:

- CALL BACK AFTER DECEMBER 1%

= WILL HAVE TO LOOK AT THE WEHICLE

OWNER RELATIONS YOP/BENCHMARKING ©O9/117B8 FAACARTG




o2 11/98 MASTER OWMCR RELATIDNS SvSTEM 1! 14.21_02
:lllll.::-‘l[lll.--:::lllllt-::::ll-Il_'l==I:].lllx:::=:ll----::------.-:::x--lu:::
G1044aH GRP: XXi5 INFORMATION CONTACT YEH TYPE: CAR
P1TTSEURGH 44 ZN/TR: CONTACT MWBR: 107625559 (OPENED: 10/11/199€
VIN: 1ZVPTRIUNE ENGINE: U CLOSED: 10741719486
==|---lh::==s---t.::::;----.-::a--.Il-::::[.Il.-:::lIIib---:--------::::---.t:
199610724

CUSTOMER SEEKS;:
= REIMBURSEMENT

x

CAC ADVISED:

RE DEALER SCHEDUL I1NG

- DEALERSHIPS ARE INDEPENDENTLY DWNED ANG OPERATED

- CONTACT CUST. REL. MGR./SERV. MGR> FOR FURTHER EXPLANATION.

- ANY FDRD DEALER WOULD BE AHLE TO LOOK AT THE VEHICLE AND DETERMIME IF THERE
15 AN APPLICAELE REFUMD FOW THE RECALL WORK

OWNER RELATIDNS VOP/EENCHMARKING DO9/11/98 FAACARTS




o0asfi1/98 MASTER OWNER PELATIONS SvSTUR |1 14.21.02
B LR L L LR L e R I LA T LRI FEEL RN AR RS PO AR o+t EE NN TS | )
S5 IKH GRE: AXO7 COMCERN CONTACT VYEH TYPE: CaAR
ATLANTA 21 R CONTACT WBR: 10TE223GE OFEMED: 10710/ 1886
VIN: 12%PT M5 ENGIKE - L CLOSED: 10/ 1A/ 1336
HhercBWa=-==x==3xE==g S=ANE AN EEEEE N EERRk RN CCS S S CS S SSFES3NAANEEIERAcc-NCc===
LAST NAME - TATUS: ELOD3ED
TITLE: T MAME - I:

ADDRESS :

CITY: TATE: IR -
HOME PHOME : Us, PHOME:

MODEL YEAR: 81 MODEL .

MILEAGE : 100000 WD

QEALER MAME: S08 BEMNETT FORD IW SALES CODE: 121271 PE A OD046
CAUSAL CODDES: O408 1203 SYMPTOMS: 104100 EOTO00

ORIGIN: G0 TRANS. O5T/RGN: 21 TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1071171998
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: ' OWMER NOTIFIED: MLCRAO:

CDMMENTS ¢

1886/ 1010

#4v THIS CONTACY 15 DPENED DUE YO OPEN wew

wde NAVIS;: SLUESEQUENT %%

CUSTOMER SATS:

- CUSTOMER HAS CDMCERN WITH THE SEAT BELT OW THE DRIVERSIDE IT 15 STUCK ON THE
TRACK

- WAS MOTIFIED OF THE RECALLS DM THE VEHICLE AMD FEELS THAT THIS IS THE

CONCERM

= CUSTOMER WAMTS THE VEWICLE TD BE FIXED

-~ CONTACTED THE DEALER AND WAS GIVEN

)

PER CUSTOMER, DEALER SAYS:MWO NMAME FROVIDED

- MOT ABLE TO SCHEDLLE THE VEHICLE FOR 2 WEEKS

-

CLUSTOMER SEEK%:

- FOR THE DEALFR TO TAKE HER EARLIER

-

CAC ADVISED:

~INFORMATION HAS BHEEN DOCLMENTED AMD FORWARDED TOD THE DEALER

~REQUEST MS5.CHARITY BRANHAM(CUST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 2

EUSINESS DAVS

= VEHICLE IWVOLVED TW RECALLS RECALL 9B54B, 98553, SSA7TO

1298710/ 11

¥ANTHIS IS ThE CLORING COMMENT

SPOKE WITH WRS. BROWN OM 10-11-96 EXLAIMED THAT WE ARE WANTING ON A TOOL TO

BE ABLE TC PERFORM THE RECALL. wOLL O CONTACT MAS BAOWN WHENW TODL COME TH AND

SET WP APPOLINTHENT.

OWNER RELATIONS VOR/AENCHMARKING 09711798 FAICARTG



oafi1/a8 MASTER OWNER RELATIONS SYSTEM ]1 14.21.02
dhs s ihesbbds ss i sa s arsere S eSS FE I I SN EENEC S EE S CSECSS SIS SS=SSCS=SCSQE=SSONE=IFEEFER
pe[21:1-M 11 GRF: XROC CONCERN CONTACT YEH TYPE: CAR
DENYER 56 ZNSTR: CONTACT WBE: 107622046  OFEMER: 10/ 10719398
VIN: 1ZVPT22L1M9 ENGINE: L CLOSED: 1271271998
EE IS EEEEE S I I T IS S I TSN N A S IS SO S S E S S RN EE g T R r el i e b s Ee
LAST NAME : TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS : E APT,

CITY: STATE: r: N
HOME PHOME : BUS. PHOME:

MODEL YEAR: 41 MODEL :

MILEAGE : 50000 W5D:

CEALER MAME: CHESROWN'S FRIENOLY SALES CORE: 1BGDOT P A A: Ol108
CAUSAL CODES ! 1203 SYMPTOMS ; 104100

ORIGIN: GO TRAMS, DST/RGH: 86 TAAMS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/20/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: Y (¥ DR N)
BULLD DATE: CALIBRATECN:

ESP INFO: EXPLRES:

OPEM RECALL: OWMER NOTIFIEC: MICRO:

COMMENTS :

1998/ 10/10

wedy MAVIS: SUBSEQUENT ww=

CUSTOMER SAYS:

- ZEAY BELT DAES NOT WO

= HEARD ABDUT RECALL ON SAFETY BELTS
L]

PER CUSTOMER, DEALER SAYS:

- KO COWTACT

-

CUSTOMER SEERS:

- WERIFY RECALL IWVOLVEMENT/HAVE REPAIR FERFORMED
-

CAC ADVISED:
= INFORMATION HAS BEEN DOCLUMENTED AMD FORWARDED TO THE OEALER

= REQUEEST MR. MICHAEL GREEMLSVC MMGR) TO CONTACT THE CUSTOMER WITHEIM 2
BUSIMESS DAYS

1886/ 12 /05
KRUTHIS IS THE CLOSING COMMENT

CUSTOMER WAS IN ON MOV 20 D8 BELTS WERE ORDED REFAIR WAS COMPLETED ON THE 2%
NOY. 96.

OWNER RELATIONS YOP/EENCHNARKING 09711798 FAXCARYG



o3f11/08 MASTER OwWMER RELATIONS SySTCM 3| 14.21.02
Azl - R NN S CEA LN A S e " NS AN T CEORT A AN mmEEw R RSz = o: SESaENEc-Eaxcl=-=Tr-C-C-E=“mEE=
S374TH GRP . AxDQ CONCERN CONTACT Y[H TYPE: CAR

TWIN CITIES 58 IN/TR CONTAET MBR: 107620820 OFEHER: 10/ 1071836
VIN: 1ZVPTI0G AN ENGINE: C CLOSED: 10/22/1036
l-l-==I“I=llIIIIIIII!iI::I-::::-:-.:..---------.:--..:..----...:.:-:;:.::..-t-|=
LAST NAME: ATATLS: CLDSED
TITLE: FIRST WAME: MI :

AODDRESS

CITY: STATE: 2ir: R
HOME PHOME : BUS. PHONE:

MODEL YEAR: 91 MOUEL : PROBE

MILEAGE: 101008 Wik :

PEALER MAME: IMVER GROVE FORD SALES CODE: 188012 P E A: 09179
CAUSAL CDDES: 1208 1207 {212 SYMPTOMS ; 104 150

ORIGIN: GO0 TRANS. DST/RGN: S8 TRAMS. DATE:
SEAVICE/SALES: 1 CONTACT DATE: 1871471906
ACK. CODE: ASSIST CDOE: W AWARD AMNT: 450 SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESF 1NFO: EXPIRES:

DFEN RECALL: OWHER MOTIFIED: MICRD:

COMMENTS:

1996/ 10710

wrv VEMICLE INVOLVED IN RECALL 98530 «++¢

uev YEHICLE INVOLVED IN RAECALL OES4B »»+

evs NAVIS: DATGINAL weu

CUSTOMER SAYS:

=JUST HAD THE DRIVERSIDE REPLACED

-

CUSTONER SEFKS:

~REFUND

-IS WEHICLE INWOLVED

]

CAC AIDNVISED:

- VEHICLE IS ELIGIBLE FOR RECALL @E558 AND 28548

= CUSTOMER TO CONTALT THE DEALERSHIFS SERVICE DEPARTMENT, TD ASSIST CUSTOMER
IN REIMBURSEMENT ARSISTAMCE
1998/ 107153

FFFTHIS IS5 THE CLOSING COMMENT

THE CUSTOMER HAO A REPALR OAONE ONW A ELETRIC SEATBELT PRID® TD THE RECALL START
WE DID THE REPALR AMO HAVE ALREADY APPLIEDN FOR A REFUND.

OWMER RELATIONS VOP/BEMCHMARKIMG 09711798 FAXCARTG



09711798 MASTER DWMER RELATIONS S¥STEM LI 14.21.02
l:::::lll.l.l:::_lI-IIIII::==I--Iill-I==ﬂ-IIIt--ll:===Jallli=====IIIII=====F'I
775 1846 GRP: AxO2 INFORMATIDN CONTACT ¥YEH TYPE: CAR

LOS ANGELES " IN/TR: E1 EQNTACT NER: 10BB13091 GPEMED: OB/1971937
YIN: M ENGINE ; CLOSED: QA 1071397
SSFEEENERAEzIcg = - EEN Il ks ms e S AR EEEC SIS EEEN R C-TIoEWEARX
LAST MAME: TaTUS: CLOSED
TITLE: FIRST MAME : 1:

ADDRESS:

CITY: ;[N
HOME PHOME : PHDME

MODEL YEAR: a1 MDDEL:

MILEAGE: 42000 WsD .

DEALER MAME: SUNLAND FORD L-M SALES CODE: 171417 P& A: 05497
CAUSAL CODES: D404 0415 SYMPTOMS : 102100 104100

ORIGINM: = {n] TRANS. DST/RGN: TRANS . DATE:
SERVICEFSALES: | COMTACT DATE:

ACK,. CODE: ASSIST COOE: AWARD ANT: O SURVEY: (Y OR W)
BUILD DATE: CALIBRATION:

ESF INFOD: EXPIRES:

OPEN RECALL: . DWNER WOTIFILED: NICRO:

COMMENTS :

1857508/ 19

»+*POSSIHLE DRIGINAL QOWMER+++

CUSTOMER SAYS:

“VEHICLE GOT A BROMEMN WINOSHIELO &M A SPLIT IM THE DASH WHILE THE OEALERSHIF
WAS SUPPDSED TO BE FIXInG THE MOTORIZED SEATEBELT FOR A RECALL

~OEALERSHIP DAMAGED THE VEHICLE WHILE OOINE & REPAIR AND DID A PARTIAL JOF ON
THE REPMIR

-AOTH OF THE SEATBELTS WERE NOT REPAIRED; PASRAGER STOE HELTE WAS CHAMNGED AND
THE DRIVERS S1DE WASH'T

“THE DRIVERS SIDE IS THE ONLY ONE THAT DIDN’T WORK AND THE PASSENGERS SINE
HELTS DID WORK

-CUSTOMER DOES NDT WNOW FOR SURE IF THE REPAIR WAS DOME FOR SURE EECAUSE THE
SAME BELT IS STILL NOT WORKING

-TAE CULTOMER TOOK THE CAR IM THE FIRST TIME AMD DEALERSHIP TOLD THE CUSTOMER
DVER THE PHIINE THAT THEY HAD THE FART AND WHEN THE CuSTOMER SOT THERE THE
DEALERSHIP DIDN-T TELL THE CUSTDMER UNTIL THEY CAME TO PICK THE CAR UF THAT
THE PART WAS UMAVALLAALE

-THE 2ZND TRIP THE WIMWSHIELD GOT DAMAGED

-AFTER THE WINDOW WAS BROKEM. CUSTOMERS WIFE PICKED UP THE VEHICLE AMD THE
DEALERSHIP GID NDT EVEN TELL THE GUSTOMER THAT THE WEINODW WAS BROWEN

PER CUSTOMER. DEALER SAYS:

OWMER RELATIDNS VOP/BENCHMARMING DG/11/98 FAXCARTG




oas11/08 MASTER OWMER RFELATIONS Sv5Tim I 11.21.02

AT LlA NS TEE NN NFA N AN ST EX - CSEEC NS S K-S CSECSSSS . TLICSS LSS TICSSECSCSCSEESSES=SSHEESENR
T7518HG GRP: XX02 INFORMATION CONTACT vEH T¥PFE: CAR

.05 AMGELES T ZMNSTR: E1 COMTACT NBR: 1088 120491 OFPENED; OB/ 1971547

VIN: N ENGINE : ELDSED: OB/ 1571987

AN IS ST S SN S S I OIS IS NN S EEE . N g E Ay S ke g S r g T e S I I I YN AN
1997 /087 18

~THE DEALERSHIP HAS APOLOAIZED REARAROINA THE FIRST IMWCIDEMWT
=THE SECOND INCIDENT HAS NOT BEEN ADORESSED YET

-+
CUSTOMER SEEKS:
=FILING A COMPLATHT AGALNST THE DEALERSHIP

CAC ADVISED:

- MWORKMANSHIP DEALER
= COMTACT MR. FOR ASSISTAMNCE.
-CUSTOMEE DOE

OwWNER RELATIONT VOP/BENCHMARKING 02711798 FANCARTG



a9f11/98 MASTER DWMWER RELATIONS SYSTEM I 14.21.02
s IS I NSNS I NSNS NN I KX CEXCSSESSSCSCSCIIWNSCVANANEEE NN EENENEEN
3824 AF GRF: 10 COMCERM CONTACT - VEH TYPE: CaR

S5AN FRAM 72 IN/TR: B CONTACT NBR: 109217505 DFEMED: 12/02/19a7
VIN: 1ZVPTZ 1UGL ENGINE : | CLOSED: 01/15/134aR
L L L L EREEL TR I IR L EE R L ELERERE TS LI ERE LI EREERF IR T T EEL T L}
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

CITY: STATE: IP: -
HIME PHUNE : HUS. PHOME:

MODEL YEAR: 90 MDDEL : FROBE

MILEAGE: 93000 N5D:

DEALER WAME: BURLINGAME FDRD IMC SALES CODE: 172010 P B A O7R34
CAUSAL CODES: 1203 3R EYNPTOMS: BO1000 104100

ORIGIN: GO TRANS. DST/RGN: 71 TRANS, DATE:
EERVICESSALES: 1 COMYACT DATE: 010871998
ACK, CODE: ASSIST CODE: W AWARD AMT: Q SURVE¥: ¥ (Y OR N]
BUILD DOATE: CALTERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER MQTIF1ED: MICRO:

COMMENTS:

1987/13/02

wes UEHMIDLE INVOLVED TN SECALL BES4L - DESGY asvas
*ha 4 REPAIR ATTEMPTS was
ok NAVIS: SUBSEQUENT vaw
CUSTOMER SAYS:
-TDOR THE VYERICLE TN 4 TIMES TO HAVE IT REPAIRED [DATES 12-1-97 -8-47 - &-a7
THE LAST DATE IS NODT AVAILABLE)
-THE SEAT BELT 7TOP STRAP DOES NOT WORK
~CONTACTED SUNNYVALE FOAD: THE WROWG PART WAS ORDERED
-
PER CUSTOMER, MEALER 5AYS:
=SINMYVALE FDRD SAID THEY DRDERED THE PART

]
CUSTOMER ZEEKS:
=Th TAKE THIS VEHICLE TO ANDTHER DEALERSHIF FOR REPALRS

L ]

CAC ADVISED:

= WEHICLE 1% WOT INVOLVER IH RECALL SR548 - 943345
1998701 /08

mur NAVIS: SUBSEQUENT www

CUSTOMER SA¥S:

=TOOK YEHICLE TO HAVE THE PART PUT ON FOR THE SEAT EBELTS
L

PER CLUSTOMER, DEALER SAVS:

~CANNOT PUT A PART IM BECAUSE THEY ARE GODING TO HAVE TD BACK SFATS DUT
-

CUSTDMER SEEKS:
-~WH¥ OO0 THE NEALER HAVE MOVE THE BACK SEAT

-

CAC ANVISED:

CWNER RELATLDHS WOP/BEMCHMARKING 09f11/98 FAXCARTS



ca511/98 MASTER DWMER RELATIONS SYSTEM |1 14, 21.02
==::llt--1:::=:l-ﬁhh-====:r--|h----::ll;.--..:;::;-'-.g;::=-_:...;==:_—,"...====_-:..
3BIAAF GRP: 10 CONCERN CONIAG I VEH TYPE: CAR

SAN FRANW 2 ZM/TR: CONTACT NBR: 105217505 DPENED: 12/032/1997
VIN: 1zuprz1usl.!-h ENGINE: L CLOSED: D1/ 1571994
ANIRS =S IEEEEEREC--JEEEES

1998 /041 /08
- DEALERSHIF TS THE HEST TECHNICAL RESOURCE

- MR.EDWARD LOCKETT (CUST. REL MGR/SYC MGR) IS IN THE BEST POSITIDN TO ASSIST
YOu. .

1998/01/08
#AETHIS 15 THE CLDSING COMMENT
VEHICLE MOT AT THIS DEALERSHIP

OWMER RELATIDNS VOP/BENCHEARKING 09711798 FARCARTG




oafi11/08 MASTER DWNER RELATIONS SYSTEMW II 14.21.62
OEEEXSESEOOA N ISEEgE ISy FES SR AT seen i E EEEEEEEEEEAN S EE I CEAT S ESS =SS =S=S=SOI =7 EE=-EAENN
581588 GRE: 17 COMCERN CONTACT VEH TYPE: CAR
DETRBIT A8 IN/TR: A CONTACT WBR: {QB731962 OPENED: DAf04/71947
vIN: L EMGINE : CLAOSED: ORS1371997
RS LA ERTEARITTAL AL RELE LI ] PRI RYRERIET T ENRERERERERERT FYFTTL LTI AR T
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: I

AODRESS . APT 230

CITY: STATE: zie: R
HOME PHDNE ; BUS. PHOKE:

MCDEL YEAR: MOGEL !

MILEAGE : SA000 w50 :

DEALER NAME: SOUTHGATEFORD SALES CODE! 1480326 P& A: O27T61
CRUSAL CODES: 1202 D219 1012 SYMPTOMS : BOIDDG 102100

ORIGIN: GO TRAMS. DST/RGN: 48 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: OBSDG/158T
ACK. CODE: D ASSISY CORE; D ANARD ANT: O SURVEY: ¥ (¥ OR M)
8UILD DATE: CALJHRATION:

ESF INFO: EXP1RES:

DPEN RETALL: GOWMER MNOTIFIEDR: MIGCRO:

COMMENTS :

1997/08/04

COMNTACT OPENED WITHGUT REQUIRED IMFORMATION

=4 s CONTACT OFEN GUE TO RECALL S5599 see

wed VIN MNOT AVARLARLE - VEKICLE AT DEALERSHIP waw

CUSTOMER SAYS:

=THE VEHICLE T8 IN THE DEALERSHIP FOR THE AUTOMATIC SAFETY HELTS

-HAS HEEN [N DEALERSHIF FOR 11 DAYS FOR THE PARTS

~0EALERSHIP PROVIDES & REWTAL VEHICLE AWD PROVIDED IHSURANCE ON THE RENTAL
TO THE CUSTOMER FOR %9.00 A DAY

PER CUSTOMER, DEALER SAYS:

-CUSTOMER SERVICE REPRESENTATINE AT DEALERSHIP, BUDDY JONES, TOLD CUSTOMER
THAT THEY NERE WAITING FOR THE PARTS

]

CUSTOMER SEEKS:

-FTNANCIAL REIMEURSEMENT FOR $4.00 PER DAY

~VEHICLE REFAIRED

-

CAGC ADVISED:

RE: RECALL 9E5A8

-INFORMATION HAS BEEN OOCLMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. BOB  LOVETT (£UST REL MNBR) TO CONTACT THE CUSTDMER  WITHIN 2
BUSINESS DAYS :

RE: FINANCIAL REIMBURSEMENT FOR RENTAL

-INFORMED CUSTOMER THAT RECALL 98398 DOESN'T COVER A RENTAL VEHICLE

RE: DUTBOLND CALL TO DEALERSHIP REGARDING PART DELAY ON RECALL

-CEk SPOKE Td HOBEY JONEX, ADVISED CUSTOMER RELATIONS MAMAGER TO CONTALT
REMKIN

OWMER RELATIONS VOP/BENCHMARKING 02711798 FAXCARTG



OBS11/04 MASTER OWNER RELATIONS SySTImM [] 14, 21.02
e L R R R g b T sd AT T SES i IXEA A M ARECS NN
96 15BR GRP: 17 GOMNCERN CONTACT VEH TYPE: CAR
DETROIT 48 ZN/TR: & CONTACT NBR: 1087434963 OFENED: 0B/04/1957
YIN: L EMGQ1NE : CLOSED: oa/13/1997
IIlt---:::=:lllll.l.k:===='...!-====nnllli::::n:-.l-- S S SN REE S XEEBAX-—-=--—-—m
1897 /08/05

WARTHIS 1S THE CLOSING COMMENT

PER HANDY BAUGHMAN-ZONE RER. MND ASSISTANCE WlLL BE GIVIMN TOWARD THE
RENTAL TNSURAMNCE .

DK TO CLOSE
W.CLARK
1987/08/06
*eehN] VIN AVAILABLE#as
CUSTOMER 5AYS:
=1 AM STILL WAITIMG OM A PART
=THIS LOANER cCOSTS ME %9.00 A DAY

PER CUSTOMER, DEALER 5A¥S:
-NU ASSISTAMCE
[ ]

CUSTUOMER SEEMS:
-REIMEURSEMENT FOR RENTAL
*

CAC ADVISED:

= WO FURTHER FINANCIAL ASSISTANCE WILL EE OFFERED
= THIS REPRESENTS FORD MOTDR COMPANY S FINAL DECISION IN THIS MATTER

OWHER RELATIONS VOR/BENCHMARKING O09/11/98 FAXCARTO




o9/11/92 MASTER CWMER RELATIDNS S¥STEN 1! 14.21.02
IRIEFS I IR NN - - o - AT A ERAAAF S AL EEAREAEE N - - k- m-CCC-TANEAmE I N i cemEm e s
42045T GRFE: KK14 CONGCERN CONTACT VEH TYPE: CaR
BOSTON 11 INSTR: COMYACT HBR: 107743622 OPEMEDR: 14/oB/ 1995
YIN: 1ZVPT20CEL ENGINE: C CLOSED: 11/18/1996
EE IR SR - oA SN == - A AN EF AN s AR A AR R A == E = C SN FTANEENEEREEN=a==c===x
LAST MWAME ; TATUS: CLOSED
TITLE: FIRST MWiNE: 14

ADDRESS :

EITY: STATE: 1P: -
HOME PHOME: BLS. PHOKE:

MODEL YEAR: 40 WOOEL : FRDAE

MILEAGE: AGH00 WD :

DEALER MAME: JCEAN FORD SALES CODE:- 111047 PS5 A OORES
CAUSAL CODES: 11904 1203 SYMPTOMS: 207451 110100 104100

ORIGIN: &0 TRANS. DSTSRON: 11 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/11/148986
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: Y (¥ OR M)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OFENM RECALL: OWNMER MAOTIFIEN: MlCeRO:

COMMENTS:

1B/ 11708

“¢e TRIS CONTACT IS5 OFENED DUE TD OPEM RECALL 95548 AMD O0G59H +++#

wed THIS CONTACT OPEMED DUE TO OHP TSBT0 wes

vie NAVIS: ORIGIMAL was

CUSTOMER SAY¥S:

-VEHICLE WILL NOT STAY RUNNING, A FUSE KFEPS BLOWING (POSSIHLY FUEL FUMP FUSE)
-THERE IS A WATER LEAK IN THE VEHIGLE

s

PER CUSTOMER. DEALER SAYS:

-HO CONTACT

r

CUSTOMER SEEKS;

=FIMAMC[AL ASSISTAMCE

=RECALLS PERFORMED

]

CAC ADVISED:

REGAREDING REDUEST FOR FINANCIAL ASSISTANCE

~FDRD WILL NOT PROVIDE FIMANCIAL ASS5ISYANCE TOWARD THE COiT DF THE REPAIR
REGARDING RECALL/TINP

-REQUEST BILL CRONE CUST REL MGR TD CONTACT THE CUSTOMER WITHIN Tl BLSINESS
Davs REGARDING RECALLS DES4A AMD 96599 AND DWMER NOTIFICATION PROGRAN 9SB7O
1896/ 14/114

FI¥NTHIS 15 THE CLOSING COMMENT

COMTACTED CLST RESTATED FORDS PDSITION CUST MWILL CALL DEALER WHEW CAR IS AVAIL
ABLE TO PERFORM OPEN RECALL.

MEXT TIME PLEASE TELL CuST T CONTAZT PRIOR TO CALLING

C.A.C. 50 I DONT HAWE TT WASTE TIME #ITH 80000 MILE CUST WMO OMLY GO TN DEALER

FOR REPAIRS.

BILL CRDNE
SERVICE MAMAGER

DWNER RELATIONS VOP/EENCHMARKEING 09711798 FAXCARTS



Dafi1/ag MASTER DWWER RELATIONS SYSTEM 11 14.21.02
:::::l::....'..l=======--.--.I8=--=ﬂl81i-.‘..::====I===II:..=====:‘=.-===-==l==.=
295306 GRP . A0 CONCERN COMTALCT YEW TwPE: CAR
KANSAS CLTY 53 ZN/TR: EONTACT NBR: 107761109 QFENED: 11/13/1996
VIN: 12 FT2DC1LE“ EMGINE: ¢ CLOSED: 11/21/1996
II::=l-lIllIlIIIit::!:I--I-------------l--l--:---:::nlllll======-.--lh-l==-===t
LA%T MAME: TATUS: ELDSED
TITLE: FIRST HAME: [:

ADDRESS:

CITY: STATE: T |
HOME PHOME : BUS, PHONE :

HIDEL YEAR: iz [n) MODEL :

MILEARGE : BRDOD W5D:

DEALER NAME: DAVE SINCLAIR FDRD SALES CODE: 153080 P A A ORiDG
CAUSAL CDDES: 1104 1219 SYMPTOMS : 497200 104100

ORIGIM: ao TRANS. DST/RGN: 53 TRAMNS. DATE:
SERVICESSALES: 1 CONTACT DATE: 11/14/1996
ACK, CORE: ASSISY CODE: W AWARD AMT: O SURVEY: ¥ [¥Y OR W)
BUILD DATE: CALIERATION:

ESP INFD: EXPIRES:

OPEH RECALL: OWMER MDTIFIED: MICRO:

CUMNENTS :

186/ 11/13

#4+ THIS CONTACT IS OPENED DUE TO OPEN RECALL 9S5548,/98 sw»
&% MAYIS: SUBSEDUENT w#w»s
CUSTOMER SAYS:

- YEHICLE IS WAKING SOUEALING SOUND, ALTERNATOR BELT SLIPS OFF
.

FER CUSTOMER, DEALER SAYS:

- COME BACK AFTER 12/15

L ]

CUSTOMER SEEKS:

= FINANCIAL ASST

- AMNY RECALLS FDRE ALTERMNATOR

Yy

CAC ADVISERD:

ALTERMATOR :

- WARRANTY HAS EXPLRER

- FDRD WILL NOT PROVIDE FINWANCIAL ASSISTANCE TOWARD THE ¢O0ST OF THE REPAIR
86548,/99 RECALLS

- INFORMATION HAS BEEN DOCUMEWTED AND FORWARDED TO THE CEALER

-REQUEST NR. KURT KODBUSCH, SVC MMGR TO CONTACT THE CUSTOMER WITHIN 2 BUSLNESS
DAYS

1996/11714

#J#THIS 15 THE CLDSING COMMENT

TALKED Ta RICK 11/14- HE SAID OELTS JAMMED IN REAR POSITION- STILL £AN USE-
TOLO HIM FDRD HAS ND PARTS TILL 12718 - CALL ME AFTER THAT DATE ANC WE WOULD
CHECK PARTS AND SCHEDULE- CUST OK -- KK

OWNER HELATIONS VOP/BENCHMARKING 0B9711/980 FAKCARTG



03f11/98 MASTER OwWHER RELATIONS 5v5TEM DI 14.21.02
mssimebelasde=SEmgi=a=a=Sm=-kckeEEEREEE======ck==xBk: AP EIR=SEIR=S=S=S===cE==cREchR
5817ML GRP: W4 CONCERN COMTIACT VEH TYPE: CAR
CHICAGD 41 ZNSTR: B2 COMTACT MEBR: '10HI1RA4Z QFEMED: 0471471887
¥1M: 1Z¥PT2RLKRLS ENGINE: C CLDSED: 0472251937
m=r==a=x=====EFENCc=REEE=-I=S A - R EE Tk - A AENEEE P S SFECES S S SSSECHNACTEERTERN==XE===2
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

CITY! STATE: In -
HOME PHOME : gus. PHONE:

MOGEL YEAR: o0 MODEL ;

MILEAGE : TADG0 Wil :

DEALER MAME: ELMHURST MOTORS INC SALES CROE: 141064 F A A: [iB48
CAUSAL CODES: 1104 1202 SYMPTDMS: 497000 104100

ORIAIN: GO TRANS. DST/RGN: 41 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O4/156/1887
ACK. CODE: ASSIST CODE: W AWARD AMT: o SURVEY: ¥ (Y DR N)
HUILD DATE: CALIBRATION:

ESP INFOD: EXPIAES:

OPFEN RECALL: OWHER MOTIFIED: MICRO:

COMMENTS :

1997047 14

wa* YEHICLE INVOLVER 1IN RECALL 9558 +»+

won YEHICLE 1HVOLYED IN RECALL SBS54R +--

*x4 HAVIS: SUBSEQUENT »#=

CUSTOMER SAYS:

- TIGKING WOLSE HOW IS NOW STOP

- TICKING S0UND !N THE ENQINE INTERMITTANT AT 35.000 MILES. I DID TAME INTD
THE DEALERSHIP BUT THEY CDULD ND FIMD ANYTHING

- RE: RECALL, DRIVERSIDE DOME AND MNEED

L ]

FER CUSTOMER,. DEALER SAY¥S: PER SERVICE MO MAME

- THEY DIDN'T HEAR ANYTHINWG

[

CUSTOMER SEEKS:

- FIMANCTAL ASS1STANCE

- REPAIR DF THE YERICLE

[ )

Cal ADWISED:

RECARGING REOUEST FOR FIWAMCIAL ASSISTAMNCE

- FORD WILL NOT PROVINE FIMANCIAL ASSISTANCE TOWARD THE COST OF THE  REFAIR
RECARDING RECALL/ONP

- REQUEST CUST REL MGR FRED RGTONOT TO CONTACT THE CUSTOMER W1THIN TeO
ALISINESS DAYS REGARDING RECALL/SONP
18957/04/ 15

FHNTHIS 1S THE £LOSIMNG COMMENT

DEALER SPOKE TO CUSTOMER DN 04/15/97.CUSTOMER wWILL CHEGK HER SCHEOULE AND CALL
US FO2 AW APPDINTMENT TO HAVE RECALL PERFDRMED.

OWMER RELATIONS VOP/RENCHMARKING 08711798 FAXCARTEG



09411 /9. MASTER OwMFR RELATIONS SySfim (1 402
e e L e E E R I B P R R PR RN B Il i N N o e Y
27a9,)M GRP : 10 COMCERN CAOMTACT YEH TYPE: Cak
DETROIT 48 INSTR: Al CONTACT WAR: 1081374588 QPEMED: 02/25/1897
vIN: 'IZUPTZIUHLE- ENGINE : U CloSED: 0370471997
CLLERRLERERLEREREST 138Nt =FEF-RARERRE-EA LR aBEAcdicCEE NS ESSFS-ENFANNEEENGENT - k=
LAST MNAME : TATUS: CLOSER
TITLE: FLRST HAME: I: L

AODRESS :

CIvY: STATE: T |
HOME PHOME : BuS. PHOME:

MODEL YEAR: MODEL :

MILEAGE : BOOOO WsD:

DEALER MAME: ‘WILLAGE FORDO INC SALES CODE: 148027 P & A: Q2737
CAUSAL COOES: 1203 1203 SYMPTOMS: 202000 104100

DRIGIN: Lelal TRANS. DST/RGN: 4B TRANS. QATE:
SERVICE/SALES: 1 CONTACT OATE: Q273871997
ACK. CODE: AS5IST CODE: D AWARD AMT : o SURVEY: ¥ (Y OR MY
BUILD DATE: CALIBRAY[ON:

ESP INFO: EXPIRES:

CPEN RECALL: CWNER MNOTIFIED: MICRD:

COMMENTS :

1087 f02 /25

+¥+ COMYACT OPEMED OUE TO VEHICLE 1KVDLYEWENT IN REGCALL SES4H AMD QES5H »ex
www NAWES: SURCEQUIEMT +=+%

CUSTDMER SATS:

= THE WINDSHE>ILD WIPER DELAY IS5 WIT WORKIMNG

- 19 THERE A RECALL UN THE RELAY SWITCH FOR THE WIPER

= I AREADY HAVE AN APPDINTMENT FOR THE SEATBELT RECALL

L

PER CUSTOMER, DEALER SAYS:

= IT WONT HURT TO CALL FORD ASHING IF THE WIPER RELAY 15 OM RECALL

»

CLUSTOMER SEEKS:

= HRECALL INFORMATIDON

= FINANCIAL ASSISTANCE WITH WIPER RELAY REPALR

[ ]

CAC ADVISED:

REGARDING RFOUEST FOR FIMAMNCIAL ASSISTANCE

- FORD WILL NAY PROVIDE FIMAMCIAL ASSTSTAMCE TOWARD THE CDST OF THE REPAIR
REGARDING RECALLSONF

- REDUEST KATHY WILKIE CUSYT REL MGR Tl CONTAST THE CUSTOMER WITHIN TeQ
BUSINESS OAYS REQARDINO RECALL fOMF

FANTHLIE I8 VHE CLOSING COMMENMT

2/25/97 INFORMATION FROM THE £AC 15 NOT CORRECT. BOTH PHOME WUMBERS HAVE HEEM
DISCOMMNECTED AND THE INFORMATIDN TN THE DATA BASE AT VILLAGE FORD ALSO HAS

A DISCONNECTED PHOME NUMBER., CUSTOMER HAS BEEN IN DME TIME FOR A RECALL
9/9G. DMLY HISTORY AVAILAHLE. LETTER NALLEQ TO THE CUSTDOMER DM THIS DATE TG
PLEASE CONYACT THE CUSTOMER RELATIONS OFFICE 45 SOON A5 POSSIBLE FUOR

CONMTACT WITH THE CRM.

OWMER RELATIONS VOR/AENCHMARKIMG O9711/88 FALCARTG



C3/117/38 MASTER OWMER RELATIONS SYSTEM II 14.21.02
AEFEEES RSk s s aE s R r TS EE S I NSNS s NN R R NN ECE NS WSS == FE=AEERFFEE=ERE—
soarTLE GRP: O INFORMATION CONTACT YEH TYPE: CaR
DALLAS 52 ZNSTR: DA CONTACY MBRE: 108175021 OPENED: o3/05/1287
VIN: 12¥PT21USL ENGINE: U CLOSED: 93/05/1887
L L L L L L LA R R L L L LIl I I T e E L R R P T PR R R e R e e T T PRI LI LT
LAST MAME: TATUS: CLOSED
TITLE: FIRST WAME: 1: [

ADDRESS:

CITY: S5TATE: 1P: --2721:1
HONE PHONE: EU5. PHONE:

MODEL YEAR: MODEL : PROEE

WILEAGE: 1 W5D :

DEALEA MAME: GEME MESSER FORD IM SALES COOE: 152101 P& A: 02582
CAUSAL CODES: 1104 1206 SYMPTOMS: 106119 104100

ORIGIMN: Ga TRAMS. OST/FREN: TRAMNS. DATE:
SERVICE/SALES: 1 . CONTACT OATE:

ACK. CODE: ASS1ST CODE: AMARD AMT: O SURVEY: (Y OR N)
BUullLD DATE: CALIBRATION:

ESPF INFO: EXPIRES:

OPEM RECALL: DWNER MDTIFIED: MICRO: 9100794
COMMENTS -

1984 03/05

Wi« LETTER MICROFIVMED OA04 s+ ¥

¥#ve+ MILEAGE UNAVAILAHLE *£#

#5x MAVIS: DRIGINAL www

CUSTOMER SAYS:

= WDULD LIKE TD RECEIVE REIMBLRSEMENT FOR SEAT BELT BEPAIR WARK PERFOAMED OH
YEHICLE PRIDR TO RECEIVING RECALL LETTER OM SEAT BELTS

- DOES MNOT HAVE RECELIPTS

= ALSO HAS A PROGLEM WITH PAINT OW VEHICLE

= THE PAINT IS5 PEELING OFF VEHICLE

-

PER CUSTOMER, DEALER S5AY¥S:

= KO COMTACT

-

CUSTOMEA SEEKS:

= WOLLD LIKE TO RECEIVE REIMBLRSEMENT FOR SEAT HELT REPAIR WDEK FERFORMED
OM VEHIZLE PRIOR TD RECEIVING RECALL LETTER ON SEAT BELTS

- MOULD LIKE WEWICLE REPAINTED

[ ]

CAC ADVISED:

= MADE DUTBOUND CALL TO CUSTONMER

~ INFORMED CUSTOMER THAT:

RE RECALL REIMBURSEMENT:

= RECEIPTS ARE MECESSARY FOR REVIEW FOR POSSIALE REIMBURSEMENT

- CUSTOMER SHOULD CONTACT MR. MIKE TOEM {CLUST. AEL. MMGR.} AT THE

ORTAINAL REPAIRIMG DEALERHIF WHO WILL EYALUATE SITUATION TD DETERMIME IF
REPAIR IS REIMBURSABLE.

RE PAINT CDNCERM;

= NG RECALL DR DTHER PROGRAMS REGARDING PAINT DM THE VEHICLE,

- WARRANTY HAS EXPIRED

~ FORD WEILL NOT PROVIDE FTMAMCIAL ASSISTAMCE TO THE COST OF THE REPAIR

OWHER RELATIONS VOPSBEMCHMARKING 0O%/11/3B FAXCARTG



oo/ 11 a8 MASTER OWMER RELATIDNS SYSTEM ! 4,21,
SO oS S rESSS S ECSECS S S S F S S SCSCS S CESATACTIERSEEFAFECTREER, E.cA-dAxc-k=-BER-m=-=-=-=-T=-=======
Td94Jr GRP: 17 CONCERM CONTALCTY WEH TIFE: CAR
PHILADELPHIA 18 IHITR* CONTACT HEBR: 10BS1ATON DPENED: OR/06/ 1297
Wil 12¥PT20OCIL ENGINE: C CLOSED: DE8S19/1887
LE DL DL L E L DL LT NI FANRNN 3N T PR Bl B B e EEEEEFE T I T RN RNEES T
LAST MAME : TATUS: CLOSED
TITLE: FIRST MAME: I:

ADORESS :

cITy: STATE: p: ]
HOME PHONE: BUS. FHOME:

MODEL YEAR: a0 WODEL : PROBE

MILEARQE : & 1000 Wsh:

DEALER MAME: FAULKMER FORD-MERCU SALES CODE: 118414 F A A OQi135%
CMISAL CODES: 1104 3001 1203 SYMPTONS: 106112 106120 104100

DRIGIN: G0 TRANS. DST/RGN: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTAET DATE: OG/12/1897
ACK. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESE INFO: EXPIRES:

OFEN RECALL: OWHER MOTIFIED: MICRO:

COMMENTS :

1987/06/06

*4¢ VEHICLE INVOLVED IN RECALL BES48 +«+«

w4 NAVIS: SLBSEQUEMT +++

CUSTOMER SaYS:

= PAINT IS BUBELING AMOD CHIPPTNG ALL OVER THE CAR
- CONDITION WAS FRESENT WHEM SHE PURCHASED THE CAR
»

PER CUSTOMEA, DEALER SAYS:

~ NO CONTACT WITH DEALER

]

CUSTOMER SEEKS:

- FINANETAL ASSISTAMCE

L 3

CAC ADVISED:

RE: RECALL 96S4B

= INFORMATION HAS BEEW DOCUBMENTED AMND FORWARDED TD THE DEALER

- REQUEST MR. KEW SHITH {SWC MHOR) TO CONTACT THE CUSTOMER  WITHIN 2
BUSINESE DAYS

RE: FINANCIAL ASSISTANCE

-~ WARRAMTY HAS EXPIRED

- FORD WILL WOT PROVIDE FIMAMCIAL ASSISTAMECE TD THE COST OF THE QEPAIR
1997/068/12

ANATHIS IS THE CLOSTMG CODMMENT

COMTACTED CUSTOMER 6712 REGARDING RECALL. CUSTOMER ADVISED DEALERSHIF THAT SHE

WILL AE TAMYNG CAR TD 4 PEALER CLOSER TO HOME FOR RECALL REPAIRSE. ALEASE CLOS
E COMLACY.

OWNER RELATIONS VOP/BENCHMARKING 09711798 FARCARTG




