os/11 /498 MASTER DWMWER RELATIONS SYSTEHR 11 14.24 a2

:-.ll:==:;:u:ll:-===:::----hh-x:x-q-l-- --xx::::=llli:::====ll=====:.’.l-:h-::=.'-
B11dTH ERF: t4 TNFORMATION CONTACT VEH TYPE: CAR
MEMPH] S 3 INSIR: CONTACT NBR: 1092HF7740  DRENED: 1271971957
VIN: 1Z¥FT20C1LS ENGINE: C CLOSED: 12/449/1997
Em S S S EEYNs I - S EEEEMEECcCEEmEN --I----Hli-III====IIIII-===-----=:E===Ill===
LAST WAME: STATUS: CLDSED
TITLE: FIRST MNAME: MI :

ADDRESS:

CITY: ETATE: 21p: [
HOME PHONME : dUS, PHONE:

MODEL YEAR: T MODOEL : RDEE

MILEAGE : 87503 WsD:

CEALER NAME: STEVE MARSH FORD SALES CODE: 123424 F & A: DE8TH
CAUSAL CODES: D443 SYNPTOMS: 104100

CRIGIN: GO TRANS. DST/RGENM: TRAMS. DATE:
SERVICE/SALES: 1 CONTAGT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR W)
EUILD DaTE: CALIBRATION:

ESP INFO: EXPIRES:

DPEM RECALL: . DWNER MOTIFIED: MICRO: AHTOAGS
COMMENTS :

1997/ 12/19

*+*LETTER POSTMARKED 12/10/97 wsx

ker NAW1S: SUBSEQUENT +~++

CUSTOMER WRITES:

-UEHII:LE WAS TAKEN 7O THE DEALERSHIP FOR RECALL whRK AWM THE SEAT BELTY {96548
& 5GE589),

-SEAT BELTS WERE MOT WOAKING PROPERLY AT THAT TIME.

“RECALL WORK WAS COMPLETED, HOWEVER. SEAT BELT PROBLEM WAS MOT RESOLYED
HECAUSE THERE WAS A PROELEM WITH THE WIRING.

~CUSTOMER NADE AN APPOINTMENT TO REPAIR THE VEHICLE, HOWEVER, CUSTDMER THEM
CANCELLED THE APPOINTMEMT RECALUSE THE SEATRELTS HEGAN WORKI[NG AGALN.
“CUSTOMER THEW RECEIVED AN INVYDICE FROM THE DEALERSHIP FOR THE LABOR
ASSOCIATED WITH CHECKIME THE VEHIGCLE .

L]

PER CUSTOMER, DEALER SAYS:

~BILL I5 FOR CHEGKIMG THE WIRINMG.

[ ]

CUSTOMER SEEKS:

=T0 BE REFUNDED THE MOMEY THAT Wi5 CHARGED TO HER BY THE DEALERSHIPE.

L]

CAC AOVISED:

-MADE OUTBOUND CALL TO CUSTOMER

-DEALERSHIPS ARE INDEPENDENTLY OWNED AWD APERATED
-CONTACT LARRY SHMITH FOR FURTHER EXPLAMAT [ON.

OWNER RELATIONS VOP/BEMCHMARKING O9/11788 FAXCARTG




0af11/498 MASTER DWMLR REIATIONS S¢STEM ! 14,210,032

L ERB R NN NENENNENENEFEEENERES N EEEE iy NN IIII..'"""""I-""I.h-FHMHHH....."""""""""""I'
2683JC GRF: aP INFORMATION COMTACYT VEH TYPE: CAR

S0R 102 2ZH/TR; M2 CONTACT MER: 107BA7302 QPEMED: 12/1B/1996
VIN: L EMGINE ; CLOGED: 12/1R/ 15306
et el R e B R R Ll e A R I R IR F PN TR I R I TIL Y
LAST NAME: STATYS: CLOSED
TITLE: : 1:

ADDRESS:

CITY: 1F; I
HOME PHONE: BU4S. PHONE -

MODEL YEAR: MODEL : FROPE

MILEAGE: 1 W5D:

DEALER WAME: SALLISAW FORD INC S5ALES CODE: 152517 P & A: OBBSZ
CAUSAL CODET: 1206 S5YMPTOMS: 104 150

ORIGIN: &n TRAMS. DST/RGH: TRAME. DATE:
SERVICE/FSALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD RMT: £ SURVEY: (Y NR M)
BUILD DATE: CAL!HRATION:

ESP INFO: EXPIRES:

MEN RECALL : OWNER NOTIFIED: MICRA: DATRITE
COMMENTS :

190867 12/18

CUSTOMER SAYS:
- REPLACED THE SHOULDER HARMESS ON THE SEAT BELT ON 12712794 DUE TO THE SEAT
BELT WOT WMOYING BACK INTO PLACE

= RECIEWED LETTER FOR RECALL OM THE SEAT HBELT
]

FER CUSTOMER. DEALER SAYS:
- REPLACED THE PASSENGER SIDE SAFETY FEATURE

= THE DRIVERS SIDE ALSO HAS TD BE REPLACED DUE TO PART INSTALLED 1] ] 12742
wWAS FALLTY A5 WE[|

= HO REIMHURSMENT GIVEN FOR PAST WORK DONWE

CLSTCMER SEEKS:
-~ REIMBURSEMENT FOR RECALL WORK DOWE IN 19404

[ ]

CAC ADVISED:

- WD FURTHER FINANCIAL ASSISTANCE WILL BE OFFERED

~ CAC SUPPORTS THE DECI1S10DW

- THIS REPRESENTS FORD MOTOR COMPANY'S FIMAL DECISION IN THIS WATTER
1997/ 10/ 14

ot WOTLINE RECALL REQUEST FOR ACTIDM CONTACTswe

CUSTOMER 5AYS:

= PAID FOR CRIVER SIDE SEATBELT TD HE REPLACED IN 1394

- IN 1996, RECEIVED RECALL LETTER PER SEATBELTS

o
PER CUSTOMER, DEALER SAYS:

- BOTH SEATBELTS DEFECTIVE IN 1995 AND NEEDED TOD HE REPLACED
= WILL MOT REIMBURSE FOR REPAIRS IN 1984

CUSTOMER SEEKS:

OWNER RELATIDNS VOP/BEHCHMARKING 039711798 FAACARTG




oas11/98 MASTER OWMER RELATIONS SYSTEM I 14.21. 02
IIIHHHHHHIIIIluHH""IHIIllllluHHHHIIIII_HH"""IHHHI.I_IIIIHHHJIIIIIHHIHHHH!HﬂIIFII"
2683uc GRF: OF INFORMATION CONTAGT YEH TYPE: CAR

S0R 10 ZN/TR: M2 CONTACT MBR: 107BG720% OPENED: 12418/ 1995

VIN: L ENGINE : CLOSED: 127181006

1987710/ 14
- $400.00 REIMBURSENENT FOR DEFECTIVE PART IN 19894
E ]

SL ADVISED:

= SL CONTACTED CUSTOMER AND ASKED TO FaX PN RECEIPTS
12997 /10,15

CUSTOMER SAYS:

ZVIN: 1ZVPTZ _Eri

= CUSTOMER FAXED TS

£

FER CLSTOMER, DEAL :

=+«0UT CALL TD wWR.

- WILL SUBMIT RECEIPTS ITWTO FOAD UMOER RECALL SES48 FOR ADDITIOMNAL EXPENSES
TD BE RETMAURSED Ta CUSTOMER = $394

=

CUSTOMER SEEKRS:

= EEINELRSEMENT FOR RECALL

-

5L ADOVISED:

= 5L COMTACYED CUSTOMER AND ADVISED RECEIPTS WERE FAMED OWER 1O KEITH FOR
HANDL1NG

- KEITH WILL SUBMIT AECEIPTS INTO RECALL HEADOUARTERS FOR REIMBLURSEMENTY
UMDER RECALL S854A

19977 11/07

L]

PER CUSTOMER, DERLER SAYS:

*i+KIETH, SERVICE MANAZER, RECOMTACTERD SL:

- SUBMITTED RECETPTS INTD FORD HOWEVER THEY WERE DENIFD ASS15TANCE
= REGIDOW WAS AT THE DEALER LAST WEEK AMD THEY ALSD STATED NO REFLUND
hafbvdbvvr b e bRk vTHANKS KEIETH! 2 frambbsnas s

]

S5L ADVISED:

= WILL CHECK TNTO AND ADVISE
10B7/1t/ 12

-

L ADVISED:

= 5L CONTACTED CSM. (SEE CONTACT {05143772] CSH CONTACTED RECALL
FEADQUARTERS WHO STATED GLAIM WOULD BE DENIED. CSH STATED SHE WOULD
RECONTACT RECALL WEADQUARTERS, DEALER, AND CUSTOMER. 5L WILL FOLLOW UR WITH
CUSTOMER ALSO TO THFORM OF CUAREMT ACTIVITIES.

1899711114

L]

SL ADWISED:

- EL FOLLOWED UP W]TH CUSTOMER AND DEALER. 5L INFORMEDR CUSTHMER
REIMBURSEMENT I5 ON THE WaY,

1997 /14 /34

L ]

5L AOVI1SED:

- SUBMITTED CHECK REQUEST

OWNER RELATIONS WOP/BENCHMARKING 08711798 FAKCARTA




Q3/11/98 MASTER OWNER RELATIONS S¥S1LM I 19.21.02

N R EEmAE ST SEFFEANNT A - EEXNENaIm= === el EEBEREC—c——cEEEaaE=
26R3UL GRP: OF INFORMATLOM COMTACT YEH TYPE: CAR

50R 10 INFTR: M3 CONTACT NBR: 107897103  DPENED: 12/1B/1996

YIN: L ENGINE : CLOSED: 1271871996

.IIIIII'HH.I-IIIIIIIIIIIIIIIIII_I_‘IIIHHHHHHI!IIllu.lluuHI!IIIIHHHIIHI_IIIKI"""IIII
1997/12f15

L]

3L ADYISED;

- CHECK NUMBER Q03134673
- MATLED CHECK TODAY
1997 f12517

L]

SL ADVISED: .
- ADDING MICRO MUMBER DF CHECK LETTER SENT

OWNER RELATIONS VOP/BENCHMARKING 09711798 FARCAAYG




o911 /98 MASTER OWMFK RELATIONS STSIEmM |1 14.21.02

AB3ALT GRF: Kki8 INFORMATION COMTACT ¥YEH TYPE: CAR
KANSAS CITY 53 INSTR: At COMTACT MER: 108729518 OPEWNED: 0851471997
VIN: L EMNGINE : CLOSED: Oa/14/ 14997
EEEEEEEEGREEEEEEEER EEENEEESESEFEIIINFISFSAANEEFEEFEEEEEEEEEEEET
LAST NAME: STATUS: CLDSED
TITLE: ME : MI:

ADDRESS .

CITY: : ZIP. I
HOME PHOME : L5. PHOME:

MODEL YEAR: 20 MODEL :

MILEAGE : 1 WSO :

DEALER NAME: SHAWNEE MISSION FOR SALES CTODE: 153010 P & A Q3325
CAUSAL COOES: 1218 CYMPTOMS : 104100

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

ACK. GODE: ASSIST LCODE: ANARD AMT: O SURWEY! {Y¥ OR N)
BLILD OATE: CALIBRATIOM:

ESP INFO: EXPIRES:

DPFEM RECALL: OWNER NOTIFLED: NICRO: 9332TOS
COMMENTS:

19977087 14

+++ LETTER DATED DO7/23/97 +4+4

+#*¥N0 VIN AVAILAHLE »#»

4% MILEAGE LINAVATLABLE #4w%

CUSTOMER SAYS:

= THE CUSTOMER STATES THAT THE SEAT BELT ASSEMBLY IS WORKING FIME

- THE CUSTOMER STATES THAT THERE HAVE BEEWN A WUMERDUS AMOUNT FROBLENS WITH THE
VEHICLE

= THE CUSTOMER STATES THAT THERE WAL MD PROBLEM WITH THE SEAT BELT ASSEMALY
FOR THE PASSENAER SIDE
*

PER CLSTOMER, DEALER SAYS:

-~ PERFORMED THE SEAT RECALL FOR THE VEHICLE

REFLACED THE ORIWER SIDE

INSPECTED THE PASSEMGER SIDE OF THE WEHICLE

THE PASSENGER SIDE SEAT BELT ASSEMHLY DOES NOT HEED TO HE REPLACED

CUSTOMER SEEKS:

- WHY DID THE DEALERSHIP OMLY REPLACE COWE SIDE OF THE SEAT BELY ASSEWBLY
*

CAC ADVISED:

= MADE AN OUTBOUNMD CALL TO THE CUSTOMER

- INFORWED THE CUSTOMER wHY DMLY DHE SIDE OF THE SEAT EELT ASSEMBLY WAL
PERFCRAMED

OWMER RELATIONS VOP/BENCHAMARKING 0911798 FAMCARTG




0s/11/98 MASTER DOWHER RELATIONS Sv5TEW 11 14,2102

m=ccccrx e AdEANRMEE SN EEEEEEEN FANEE N RREFISSISSISSS i SSiSSSSSSSSsSSSS=S=SSs=S======

3999EE GHIFF: LP COMCERN CONTACT WEH TYPE: CAR
ORLANDO 24 ZN/TR: EZ EDMTACT MER: 1QB7EQ125  NPENED: 0&/f131/1997
ViN: 1zveT2oc7Ls ENGIME: € CLOSED: 0a/29/1997

EREEEEERIANRFFRS S SESSSSSSSSSSCECICICEEENE NN RN RS dEsEendasddiGaEFANIASEEEREEFAAAREEEE

LAST MWAME: STATUS: CLOSED
TITLE: FIRST NAME: i:

ADDRESS

CITY: STATE: LIP: I
HOME PHOME : BUS. PHDME:

MODEL YEAR: 50 MOGEL :

MILEAGE: Bana2 WsD:

DEALER MNAME: MCCOTTER FORD INC SALES CODE: 124513 P B A: Dagud
CAUSAL CODES: 1218 SYMPTONS : 104100

ORTGIN: Ga TRANS. DST/RGN: 34 TRAMS. DATE:
SERVICE/SALES: 1 . CONTACT DATE: OHF23/1687
ACK. CODE: AS5IS5T CODE: W AWARD AMT; Q) SLURVEY: ¥ (¥ DR M)
BUILD DATE: CaLIARATICN:

ESP INFO: EXPLIRES:

OPEN RECALL: OWNER NOTIFLED: MICRD: 9531972
COMMEMNTS ;

1997 /08511

wyw THIS CONTACT 15 DOPENED DUE TO OPEN RECALL 98548 AND RE539 was

wee LETTER DATEOD T/1E/BT www

wvw NAVIS: PROGRAM #=+

CUSTOMER SAYS:

=HER SEATBELT HAS NOT BEEN WORKIMG PROPERLY SINCE JULY 1995

-SOMETINMES IT PULLS 50 TIGHT. THAT IT ALMOST CHOMES HER

-SHE TOOK THE VEHICLE IN Td HAVE THE RECALLS PERFORMED, BUT THE DEALER SAID

THEY wOULD MOT REPLACE THE PARTS UNTIL THEY STOPFED WORKING
"

PER CUSTOMER, DEALER SAY¥S:
-NO CAOMMENTS

L ]
CLUSTOMER SEEKS:
-TOD HAVE THE RECALL PERFORMED NOW

*
CAC ADVISED:
~INFORMATION HAS BEEN DOCUMENTED AND FORWARQED YD THE DEALER

=REQUEST MR. RPETE SOLIS |SYC MNGR) TO COMTACT THE CUSTOMER WITHIM 2 BUSINESS
DAYS

=SENT FACK LETTER [ACKNOWLEDGEMENT)

1997/08/22

FAXTHIS 15 THE CLOSING COMMENMT

CUSTOMER HEING CONTACTED AT THIS TIME TO TRY TO HELP SOLVE THE PROBLEM. HMW

OWMER RELATIONS VOP/BENCHUMARKING 04711/9R FAXCARTG




oaf11/98 MASTER OWNER RELATIOWS SYSTEM 11 14.21.02

EEEEEEEFEFFE I F S-S rSS=SCSCSS TS SSSCrsCx AR I rAAEEEER NI FEEEEEEEEEE N fESSEEEEEET EEEEEEEN
02446, GRF: 14 CONCERM CONTACT YEH TYPE: CaR
CINCINNATI 17 ZMN/TR: E1 CONTACT MEBR: 108331255 OPENED: Q570271997
VIN: 1zver2 su4LS ENGINE: U CLDSED: 05713/ 1997
AEEEEAREFNQICSOS S S SSSSSSSSSIEIR LELRE LD DT PRyl Rl RRRRRNEERRRRRRE]HEL]]
LAST MNAME: TATUS: CLOSED
TITLE: FIRST MNAME: I:

ADDRESS :

CITY: ETATE: IP: .u_wum
HOME PHOME: BUS. PHOKE:

MOOEL YEAR: a0 MODEL: PROBE

MILEMSE : 1 wah:

DEALER WAME: RaAY SKILLMAN FORD, SALES CODE: 147313 P& A: C4718
CAUSAL CODES: 12HR SYMPTOME : 104 100D

ORIGIN: GO TRANS. DST/RGN: 47 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: OS5/0&f1997
ACK. CODE: ASSIST CODE: W AWARD AMT; Q SURVEY: ¥ (Y OR N)
HUILD CATE: CALIBRATION:

ESP INFO: EXPIRES:

OREM RECALL: OwWMER HNOTIFIED: MICRO: 2261848
COMMENTS :

1997/05/02

wva ? HEPAIR ATTEMPTS #v»
wrs MILEAGE LUNAVAILABLE esw
#vs NAVIS: SUBSEQLENT #+9#
wve THIS CONTACT IS OPENED DUE TO OFEN RECALL F4ES4 ««s
wex LETTER DATED 4724787 w=e
CLSTOMER WRITES:
- HAD SAFETY HELT REPLACED A1/96 AND 2787
- HaDh TO PAY FD 2/57 REPAIR AS 1T WAS PAST PARTS WARRAMTY
= RECEIVED REFUND FOR REFAIRE DUE TO RECALL

PER CUSTOMER, DEALER SAYS:
~ WO CONTAZT

-

CLSTOMER SEEKS:

= FIMANCIAL ASSISTAMCE
*

CAC ADVISED:
OBC TO CUSTOMER
REGARDLNG REQUEST FOR FIMANCIAL ASSISTAMCE
= FORD WwILL NOT PROVIDE FINAMCIAL ASSISTANCE TOWARD THE CODST OF THE REPAIR
REGARODING RECALL 94ES4
MIKE LONQ CLUST REL MER TR CONTACT THE CUSTOMER WITHIN TwQ BUSINESS DAYS
REGARDING RECALL H4ESA
1997 /0808
#E#THIS IS5 THE CLDSING CAMMENT

THERE WILL BE ND ASSISTAMCE DO TO TIME AND MILEAGE OF VEHICLE DEALER BACKS
FORD DECi%ION

OWNER RELATIDNS VOP/BENCHMARKING 09711798 FAXCARTA




Qafi11/98 MASTER DwMER RELATIONS SYySTFM II 14.21.02

12B1LE GRE: xx15 COMCERN COMTACT VEH TYPE: CaR
SEATTLE T4 ZN/ TR CANTAELT NRR: 10BS95GT04 DPEWED : 0OB/25/1887
YIN: 1IVPT20C0OLS ENGIHE: C© CLDSED: 10/03/1227
ERSLAEEEEEEEEEEEEEEFCr=SSCS===SCS=CS oSSy =X AN RS EEEEEEEEEEESEEEEEENEFEENANEIEENEONET
LAST MNAME: TATUS: CLDSED
TITLE: FIRST NAME: I: T

ADDRESS:

CEITY: STATE: [P I
HOME PHOME: BUL. PHOME:

MODEL YEAR: S0 MODEL . FROBE

MILEAGE: 1 w3h:

DEALER MAME: - CiL WORTHINGTOM FOR SALES CODE: 174541 P& A: 0OBG19
CAUSAL CODES: 1203 1109 STYMPTOMS: 104400

ORIGIN: G0 TRANS. DST/RGN: 1714 TRAMS . DATE:
SERVICE/SALES: | CONTACT DATE: 09/26/1297
ACK . CODE: AS5YST CODE: R AWARD AMT: O SURYEY: ¥ L¥ OR N}
BUTLD DATE: CALIARATION:

ESP IKWFO: EXNPIRES:

OPEN RECALL: OwHER NOTIFIED: MICRD: 9251997
COMMENTS :

1997 /09/25

#ss LETTER DATED BR.2Z.87 TO MR. KADUK+=4

sev YEHICLE [NVOLVED [N RECALL SG6548 AND BG389 +a2=x

wve NAVIS: SUBRSEQUENT we»

CUSTOMER WRITES:

- STEPP BROTHERS LINCOLN MERCURY {AK} REFLACED THE DRIVER SIDE
SEAT BELT PRIOR TO RECALL

- HNOW THE PASSEMGEA HELT IS5 JAMMED AND THE MOTOR MAKES A MNOISE

- HE IS WAITING FOR PARTS TO ARRIVE AT CAL WORTHINGTOM FORD (ak)
TO CONPLETE RECALL REFAIR

[ ]

PER CUSTOMER, DEALER SAYS:

- NO COMMENTS GIVEM

"

CUSTOMER SEEKS:

= REIMBURSEMENT

- REPAIR OF PASSENGER SEAT EELT

a

CAC ADVISED:

»=CUSTOMER UMAVAILABLE /LEFT MESSAGE ON MACHINE++

- SENOTNG PLOY: PLEASE CALL FORD CAC

«+w MEXT C3R., PLEASE PROYIDE THE FOLLOWING:

REGAROTNG REIMBLRSEMENT:

- PROVIDE ORIGINAL RECELPTS TO M5, MARGIE GALIMDO(SvC.MGR. ) '

- [SYE. WGR) WILL EWALUATE SITUATION TD DETERMINE IF HEPAIR IS

REIMBURSADBLE.

REGARDING AECALL 9YESSES REPAIR:

-INFORMAT ION HAS BEEN DDCUMENTED AND FORWARDED TO THE DEALER

-RENUEST MS WARGIE GALIWDO [SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 2

BUSIMESS DAYS

- PLEASE CDNTACT THE DEALER IF YOU HAVE NOT RECEIVED A RESPONSE

OWHER RELATIONS VOFP/EEMNEHMARKING 03/11/08 FAKCARTE




03711 /98 MASTER OWMER RELATIDMS SYSTEW ||

14.21,02
"""'“ﬂﬂh."u"u"".l---""H"unIlfl..l.l.llII..IHH'II.IIIIHuh"“....lﬂll"""".l-""""""
128iILE GRP: &X18 COMCERN CIWMTACT VEH TYPE: EaR
SEATTLE T4 ZIN/TR: CONTACZT MBR: 10B959764 OPENED: 04a/25/1997
VIN: 1Z¥FT 200000 ENGINE : C CLOSED: 1Q/01/154a7
S=E=IAEEEEmm-=C HH.II.IIIllII"“""IIllll.llHHHIIIIiIIl.lllIIllllllIlIIHHIillllllH"HHll
1337/ 09/25

WITHIN THAT TIME 4%+
MUMBER {DOCIDY: GIQESS11
13a7/08/25
W#FTHIS I5 THE CLDSING COMMENT

CALLED AND LEFT MESSAGE FOR MR. DALTHORR TO BALL ME BACK AND WE wilLL BE
HARPY TO HELP HIM.

MARGIE GALINOD SERVICE MANAGER

THAMKS. ¥#¥ NOTE: !MAGING DOCUMENT [DENTIFICATION

OWKHEA RELATIDNS VOP/HEWCHMARKING Q9711798 FAXCARTG




paf11/98 MASTER OWMER RELATIONS Sv¥STEM L1 14,21.03

ME-—-—sasssBEEENAEIFFOL=CcRAddmUEN:ECS 2 Tosacdd AN INEE TS S SRR A R AR R RIS IR U EEE AR

AS25AU cRP; %13 INFORMAT LOKN COMTART VEH TYPE: CaR
MEMPHI 5 23 IN/TR: Ad CONTACT WER: 10622B5Be¢  OPENMED: O%/18/1897
WIN: L ENGINE: CLOSED: Q3/F1&f1997
E==—-—ANSNMEEER —— l"""H"l'“lll.'....llII""U"III""lllllﬂ"ﬂ""""""“""
LAST MAME: TATUS: CLOSED
TiTLE: FIRET KAME: T

ADDRESS:

CITY: STATE: 115 I
HOME PHOME : BUS. PHONE:

MODEL YEAR: TS MODEL : FROBE

WILEAGE : 2 wWSO:

DEALER MAME: WRAY FORDINC SALES cODE: 12303A P& A: D&EFS4
CAUSAL CODES: 1220 1109 SYMPTOMS : 104 100

ARIGIN: a1 TRANS, DST/RGM: TRANS. OATE:
SERVICE/SSALES: 1 COMTACT DATE:

ACK, CDDE: ASSIST LODE: AWARD AMT: O SURVEY: (Y CR N}
HBUILD DATE: CALIBRATION:

E5PF INFO: EXPIRES:

OPEW RECALL: SWNER MNOTIF1ED: MICAD: 81116322
COMMENTS:

1997/03/ 18

wew MILEAQE LUNAVAILABLE sv=

roeND WIN AVAILABLE #=+

vy LETTER DATED Z/79/H7 «a#

CUSTOMER MRITES:

CURAENT COMNGCERN:

- 2/16/97 - THE SEAT BELT RETRACTUOR WAS STUCK IM ONE FOSITIOM

PAST COMCERN:

- {D/%E - THE VEHICLE STALLED & WA5 YOWED INTO THE DEALERSHIP

- 11/uB - RECEIVED THE RECALL FOR THE SEATBELTS

[

PER CUSTOMER, DEALEPR SAYS:

PER SERVICE [MNOT MENTIONWED]

- B/FE - $E0O0 FOR THE SEAT BELT ASSEMBLY B 4160 FOR THE ATTACHMENTS PLUS LARDR
- L1/95 = RECALL HAS HEEM ISSUED, PARTS WERE HOT AVAILAELE

- 13/98 - THEY DID NOT PEAFORM ANY REPAIRS THAT wOULD AFFECT THE ENGINE
= {97 - SEAT BELT REPAIRS WERE FINALY COMPLETED

PER TOMMY, SERVICE:

- 2/18/97 - THE REPAIR WAS MOT RELATEC TO THE RECALL - WOT COVERED LIMOER
WARRANTY

-5gR. WRAY DRES NOT SPEAK TO CUSTOMERS™

PER MR._. JOHWNSDN:

- THE ELECTRONIC WODULE IN THE DASH HAD MALFUNCTIONED & HAS WOTHING TO DO WITH
THE SEAT BELT RECALL

-
CUSTOMER SEEKS:
- COVER ThE REPAIR UNDER THE RECALL (FIMAMCEIAL ASSISTANCE)

L]
CAC ADVISED:
- EENY FE2A4 = SUPPORT THE DEALERSHIP*S% DECISION

OWNER RELATIONS VOP/EENCHMARKING 08/11/98 FAXCARTG




0a/11/98 MASTER OWMER RELATIONG SYSTEM 11 14 21.02

45254l GRP: XAN13 INFORMATION CONTACT YEH TYPE: CaR
MEMPHIS 23 ZHN/TR: A3 CONTACT MER: 10B2IHSSHE OPEMED: O3/1871927
ViN: L EMNGINE: CLOSED: 03f18/19027
midE AR EFE I I SN NN NS S S s s CrEElrsAIISSE IR A I SN EEE EEEEETESEENEEEEEEEFETE
1997/03/19

MRS. CEMNIS WAS CALLED BY DEALERSHIP AND TALD TO BRIMG HER VERICLE IN TOD BE
FI1XED. SHE BROUGHT THE VEHICLE IMW OM THE 14TH DF MARCH. & PART HAD TO BE
DROERED SO WE PUT HEA IN A LDAMNER VEHICLE TILL WE COULD FIX THE CAR. THE

TAUNK, wWAS FILLED WITH CALSIMNG THE RELAY SWITCH TD SHORT OuT. DEALERSHIP FIXED
YEHICLE AT DEALERSHIPS EXPENSE.

DWKER RELATIONS VOP/HEHCHMARKING 09711798 FAKCARTA




casf11 /98 MASTER DWNER RELATIONS S¥YSTEM 11 14,.31.02

S358AK GRF: xx17 CONCERN CONTACT VEHM TYPE: CAR
DALLAS 52 INSTR: HI CONTACT MNBR: 10MHLMATLE OPEMED: 02713715497
WIN: 1zvrr2oco L N ENGINE; € CLOSED: Q3/Q5/1227
ANEENEEEEEEEEEAEEEEET S FIS-SFECSSCSCSCSSCSSCSCSCS oSS Era-accScSIsc-izdchkcedradERAREAEREEEERE
LAST NAME: TATUS: CLO%ED
TITLE: FIRST MAME: I: 2

ADDRE S5

CITY: STATE : T |
HOME PHOME : BUS. PHONE:

MODEL YVEAR: o MODEL :

MILEARE: 75000 Wash:

DEALER MWAME: TOWN EASTFORD SALES EALES CODE: 152002 P& A OH917
CALUSAL CODES: 1208 32105 0406 EVMPTOMS: 104180

ORIGIN: &0 TRAMS. DST/RAGN: 52 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE; O2716f1887
ACK. CODE: ASSIST CODE: R AWARD AMY: 510 SLURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATYION:

ESP IMFO: EXFPIRES:

DPEM RECALL: OWHER NOTIFIED: MICRO: SO%0109
COMMENTS :

1997402713

#xx YEHICLE INVOLVED IN RECALL 9E%99 & QSBTO w=»

#+% LETTER DATED 1/34/97 waw

*aw NAV1S: ORIGINAL wes

CUSTOMER WRITES:

= HE HAD THE SEATBELT TRACKS REPAIRED ON THE PRORE

- THEW HE GDT THE RECALL NDTICE

= WE SUBMITTED HIS RECIEPTS TDO THE DEALERSHIP 0OM 13/96

[ ]

PER CUSTOMER, DEALER SAYS:

- NOT CANTACTED

&

CUSTOMER SEEKS:

= TO GET REIMBLURSED

»

CAC ADVISED:

- MADE OBC TO CUSTOMER. HE SAIND HE SUBMITTED H14 RECETPTS ANO IS WAITING TO
HEAR FROM THE DEALERHIF

-INFORMAT 10N HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER
-REOUEST MR. DARYL BARRETT CUST RFEL MNGR TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS DAYS

1997/02/26

AAFTHIS 15 THE CLOSING COMMENT

DEALER MAILED CHECK TO CUSTOMER

OWMER RELATIONS VOAP/EENCHMARKING O49/11/088 FAXCARTG




29711798 MASTER DOWNER RELATIONS 515%TEM 11 14, 31.02

======--c-acxcaranaEmEmd i A SEES A RN B RAN BN RAFERCE S I SE I L LSS S S S SSSS=S=S========s====
7020RH GRF: LF INFORMATION CONTACT VYEH TYPE: CaAR

NEW YORK 13 ZNSTR:  HA COMTACT NER: 10B0TE399 UPENED: 02713719297
WIN: L ENGINE : CLOSED: 0271371997
EEEEEEEEEEEEEECRE======-=-=-=-=-===c-=-crxraxNEcs i AEEENEEEEARASE NI SNERENEEFEFEEENSNEEEEEEER
LAST WAME: 5TATuUS: CLOSED
TITLE: FIRST NAME: MI:

ALRRESS

erTY: STATE: 215 I
HOME PHOME : Q0D - GO0 - OO BuUS. PHONE: Q00 - 000 -0000

WODEL VEAR: ag MODEL : PROEBE

MILEAGE: 1 W5 :

DEALER MiME: J & 3 FORD INC SALES CODE: 113060 PE A: 03700
CAUSAL CODES: 120« SYMPTOMS : 104 100

ORIGIN: aad TRANS. DST/RGN: TRANS. DATE:
ZERVICESSALES: 1 CONTACT DATE:

ACK . CODE: ASSIST CODE: AWARD AMT : O SURVEY: (¥ OR N]
BUILLD DATE: CALIERATION:

ESF 1INFO: EXPIRES:

OPEWM RECALL: - OWNER MOTIFIED: M1CRD: 9043358
COMMEMTS :

1997/02/13

CUSTOMER ILETTER DATED 1713797, RECEIVED 1/234/87

CUSTOMER SAYS:

- &GOT RESALL WOTICE FOR SEATBELT RAIL-

= fALLED DLR- TOLD TO CALL EACK AFTER 12/18- SHE DID - GOT APPT FOR 1/8

- 80T THERE FOR APPT AMO DOLA DID NOT HAVE PARTS HAD TO WALT FOR 2 HOURS
x

PER CUSTOMER, DEALER SAV¥S:
= NO COMMENT

E )

CUSTOMER SEEKS:

= TO COCUMENT DISSATISFACTION WITH THE DLR SERVICE
SERVICE WRITER DID NOT RETLRW RECALL CARD

THINKS IT WAS NOT OONE BUT THAT DLR CrARGED FMC FOR IT

= TO LET FHC KNOM IT WAS MAOT DOWE
[

CAL ADVISED:
- SENT PCD1-REQUEST SHE CONTALT CAC
- WHEN SHE CALLS GET VIM AMND CHECK RECALLS TD ADVISE DN STATUS

- APOLOGIZE FOR OLR SERVICE AND DFEN APPROFPRIATE COWTACT TD DLR REGARD [NG
RECALL.

OWNER RELATIONS VOP/BENCHMARKING 04fi1/88 FAXCARTG




o8/11/98 MASTER OWHER RELATIOMS $STEM 11 14,21.02
EE L TR EI R EY PARENR LR RERE LY T RERELYETREENNERERDR ER N 3N e e
1G55.JM GRP: xxot CONCERN CONTRCY VEH TY¥PFE: CAR

DEMVER £ ZN/TR: B2 CONTACT WER: 108108804 UFEMED ; O2/18/1597
VIN: T2ocs LY ENGINE: © CLOSED: O3/03/19597

EEEEEEEEEEEE == == === ekl AL B R L L L LLLNERREERLLERRERLLLREEEELERESES St

LAST MNAME: TATUS: CLASED
TITLE: FIRST MHAME: I.

AODRESS :

CITY: STATE: 1P:

HOME PHOME : BUS. PHOME : I
MODEL YEAR: an MODEL :

MILEAGE: 19040 wWs0:

DEALER NAME: ROUMDTREELIMNCOLN-ME SALES CODE: 155575 P& A: 13021
CAUSAL CODES: 10410 1206 SYMPTOMNS: 104 100

ORIGIN: 1] TRANS. D3T/RGM: &5 TRAMS, DATE:
SERVICESSALES: 1 COMNTACT DATE: 0272471907
ACK. CODE: ASSIAT CODE: w AWARD AMT: O EURVEY: ¥ (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: DWNER NOTIFIED: MICRO: Soa0593
COMMENTS :

1887/02/ 18

*% LETTER DAYED JAMWUARY 19, 1997 w=x

*+ YEHICLE IMNYDLVEDO [M RECALL SESSB #«

CUSTOMER WRITES:

= HE TOOK HIS YEHICLE TD THE DEALER TO HAVE RECALL 98593 PERFORMED OM THE
FASSIVE MOTORIZIED SHOULDER BELT.

- THE DRIVER SIDE SHOULDER BELT WOULD MWOT EWGAGE.

L

PER CUSTOMER, DEALER SAY5S:

- HE WILL HAVE TO PAY TQ HAVE THE SHOULDER BELT REFAIRED.

- CHARKED HIM 5244 TO REPLACE THE SHOULDER BELY MODULE.

CUSTOMER SEEKS:

- REIMBURSEMEHNT WUWDER RECALL 96595,
.

CALC;

= WILL S5END ACKhNOWLFEDGEMENT LETTER STATING THAT HIS CONCERN HAS BEEN FORWARDED
TO THE DEALERSHIP anD TD LDMYACT THE SERVICE MAMAGER,

= WILL FORWARD CONCERM CONTACT TO THE DEALERSHIP.

19977027324

A#XTHIS I8 THE CLOSING CONMENT

SHOP FOREMAN GOT INWOLWED IN THIS WHILE SVC MGR 808 STOVER WAS ABSENT .WE HAVE
REIMBURSED CUSTOMER UNDER RECALL.CUSTOMER WAS PLEASED.PLEASE CLOSE

OWNER RELATIONS VYOP/BENCHMARKING 09711708 FAXCARTG




05711 /98 MASTER DwWNER RELATIONS S5YSTEM LI 14,21.02

EL ERER N T AT FXELERELEERENESL D ELERERER SIS RS Ed EJJ ]I ERENERRREESICEE S L

FBTOLE GRP: XK1 INFORMATION CONTACT YEH TYPE: CaR
UMKHOWN L) ZMSTR: CONTACT MBR: 1080765636 DPENED: 02708/ 1997
VIN: 1ZYFT2OC0LS ENGINE: £ CLOSED: G2/08/1997
R R Rttt R R R R Rt R R Tt Tt R Rt Tttt ittt ittt rr e r el s rA iR RRIEFLRR BRI
LAST MAME - TATUS: CLOSED
TITLE; E. I:

ADDRESS:

CITY: : Ip: I
HOME PHOME ; BUS, PHAME:

MDDEL YEAR: a0 MODEL : PROBE

MILEAGE: 1 wai:

DEALER HAME: SaLES CODE: P E A:

CAUSAL CDDES: 1206 SYMPTOMS: 104 10D

ORIGIN: c]) TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODDE. AWARD AMT: 0 SURVEY: (¥ DR N)
BULLD DATE: CALIBRATION:

ESP [NFO: EXPIRES: )

OPFEN RECALL: OwWKER HOTIFIED: MICRO: A03I20E1
COMMENTS

1997/02,/08

CUSTOMER JAYS:
PER LETTER DATED JAN 39
- IN JAH. DF 1998 THE SEAT BELTLOCKED THE CUSTOMER !M THE CAR

- HER HUSEAMO HAD TO DISASSEMELE TWE MDTOR TO SET THE MOISE AN OLIGHT TN KEEP
THEM FRDOM GOING CRAZY

= THE DEALER %WiS5 MNICE ANO FIXED THE COWCERM FOR %00

= WOULD LIKE A REFUND

»

PER CLUSTOMER, DEALER S5AYS;

- WO CONTRET

-
CUSTOMER SEEKS:

WOULD LIKE & REFUND
[

CAC ADYISED:
- ATTEMPTED OHC, NOT LISTED IN COIRECTORY
-S3EMDING PCO1 TO COMTACT THE CAC

=c+sNEAT CER PLEASE ADYISE THE CUSTOMER TO GO TO HER LOCAL DEALER WITH
RECIEPTS FOR REFUND

OUNER RELATIONS VOP/BEMCHAMARKIWG O9/11/70F FAXCARTG




08/ 11/98 MASTER OWNWER RELATIONS SYSTEM 1! 14.21.02

mMOo=- - =-S=S=-—=s===S=S=S=CS=S==sSCS ootk i I AR AT ALAEEEEEEEENEIET T FI rSFFFIAFFERTEES ST IS =SS EES
SA9TFM GRP: AX1T INFORNATION CDNTACT VEH TYPE: CAR
DElRO1Y 48 ZNFTR ¢ CONTACT KWER: 10807835 OPENED . Q270871287
VIN: .ﬁ%ﬁnﬁ..‘ ENGINE: © CLOSEC: 0270871957
rmaAN AR E RN A NS EEEEEEEEENFEEK - TCCS S-S - oSS oS-=S=soso o= xsxxrcxxcChfamdnnENEEER
LAST MAME: TATUS: CLDSED
TITLE: NAME - [: A

ADDRESS:

CITY: STATE: i: R
HOME PHONE : Bus. PHOKE:

MOGEL YEAR: a0 MODEL : PROBE

MILEAGE : 1 wWSD:

DEALER HWAME: JACKSON FORD THC GALES CODE: 148964 P& A: OC115
CALISAL CODES: 12418 SYMPTOMS 104 100

ORIGIN: GO0 TRANS. DST/RGM: TRANG. DATE:
SERVICE/SALES: 1 ) CONTACT DATE:

ACK. CODE: ASIIST COOE.: AMARD AMT; Q SURVEY: {T OR W]
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OwhER MOTIFIED: MICRO: S0300602
COMMENTS :

1997/02/08

wws LETTER DATED 1/10/97 ==

mar MILEAGE ULUMAVAILAHLE #aw

*ww MAVIS: SUBSEQUENMT #v=

CUSTDMER WRITES:

-THE DEALER DECLINED TD PERFORM RECALL 95529 ON THIS VEWICLE.THE RECALL
PERTAINS TQ THE RIGHT SIDE SAFETY RESTRAINT SYSTEM.

.

PER CLSTOMER, DEALER SAYS:

-DECLINED TO PERFORM THE RECALL

- REFER TO CONWNTACTY 1D800BB03--THE RAIL ONM THE RIGHT S1DE PASSED INSPECTION
AND THE RECALL WAS NOT PERFORMED

[
CUSTOMER SEEKS:

-TA EKPRESS HLIS DISSATISFACTION WITH THE ODEALER'S OIAGWASIS
[}

CAC ADVISED:
=5ENT FOAE AUTOMATED LETTER SUPFORTIMG THE DEALER'S DIAGNOSIS

OWNER RELATIONS VOP/BENCHHMARKTNO H9/711/70E FAXCARYG




0sf11/98 MASTER OwWMER RELATIONS SY<STEM L 1421, 0P

TAE1RL GRF: Ax113 INFORMATION CONTACT VEH TYPE: CAR
BOSTAN 11 INJTR: o2 CONTACT NAR: (OHDTEESD  OPENED: 0270871947
VIN: L ENGIME: CLOSED: ©Q2/0Q&8/1227
EREEAEANSENEEEEEEEEEIXEF RS === ====rxoddassse i cra i EEEESSEEEEENANEEIEEEEEEN
LAST MNAME: STATUG: CLOSED
TITLE: FIRST NAME: MI : o

ADDRESS:

CITY: STATE: ZIP: I
HOME PHONE: NA -NA-A NA AUS. PHOME: HNH&

MODEL YEAR: a0 MODEL : FROBE

MILEAGE: 1 w5h:

DEALER MAME: H J WASSAR WOTOR CO SALES CODE: 1114Ba P& A: ©0B329
CAUSAL CODES: 1219 SYMPTOMS: 104 100

ORIGIN: GO TRAMS. DST/RGNM: TRAWS. DATE:
SERVICE/BALES: | CONTAET DATE:

ACK . CDDE: ASS1ST COOE: AWARD AMT: O SURYEY: [¥ OR N}
BUILD DATE: CALTBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OwWMER NOTIFLED: MICRD: B21068
COMMERNT S :

1997 /02/08

waw W WIN AVATILABLE wv

w++ LETTER DATED OD12487 =xx

wud MILEASE UNAVAILAHLE ww%=

CLUSTDMER WRITES:

- IT TODME S5 VISITS TD THE DEALERSHIF TO HAVE A RECALL PERFDRMED FOR SEAT PELTS
(9ES42 /96599 )

- AFTER ALL OF THE HASSLE, 4 DAYS OF LOST WORK, THE LEALERSHIP CHARGEO THE
CUSTONER $2728.895 FOR THE TIME IMVOLYED TC PERFORM THE RECALL

[ 3

PER CUSTOMER, DE&LER 5S4YS:

= HAYE TD CHARAGE FOR TIME SPENT

L 3

CUSTOMER SEEKS;

= THh COMPLAIN ABOUY THE DEALERSHIP

[ ]

CaC ADVISED:

- SENT CUSTOMER LETTER FDR PODR DEALER SEAVICE

OWNER RELATIONS VOP/HEMCHMARKIMG 09711798 FAXCARTC




o9/ 11428 MASTER OWNER RELATIOMS SYSTLCM [1I 14.21.02
EEREEAEZ B FUFEEXE SIS =SS =S=S=SSSCS SSC SXENCA NI EENEEEE el by waE SRS ISSSENEEIRIEAFEEE
TEAASA GRF: Q1 [NFORMATION COMTACT VEH TYPE: CaR
DETROIT 48 ZNSTR: a1 COMTAECT MEBR: 1095445473 OFEMED: 03071998
VIN: 1zvpT21uaL Y ENQINE: U CLOSEC: Q3/Q7/1328
EEEEE NN A EEEEPFEER IS === c-cc--orx - rcadd iR A RN AN A IR EEEEEEEEEEEFEEEREEATESEEN
LAST HAME: STATUS: CLOSED
TITLE: FIRST NAME: M

ADDRE S5 :

CITY: STATE: 2Ip: l
HOME PHOME : OO0 — 00 - D00 BUS. PHOME: 00 -000- D000

MOGE| YEAR: aD MODEL : PROBE

MILEAGE : 1 wsh:

DEALER MAME: JACK DEMMER FORD IN SALES CODE: 148016 P& A Q2TTI
Call5hl, COBES: 1109 3002 SYMPTOMS: 104100

ORIGEN: Ga TRANS. D5ST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CDNTACT TWATE:

ACK._. CDDE: ASSIST €00t AWARD AMT: g SURVEY: (¥ OR N}
BUILD DATE: CALIBRATION:

ESP INFO: ENPIRES :

OFEM RECALL: DwMER HOTEIFILIED: MICRO: B440937
COMMENT S :

1938/03/07

vyy WILEAGE UNAWAILABLE *+=
vi% LETTER DATEOD 2/27/08 sua
war MNAVIS: ORIGINAL +#¢x
CUSTOMER SAYS:

~ CUSTOMER WRITES THAT HIS VEHICLE wAS INVOLVED 1IN THE SEATEELT RECALLS FOR
THE FARD PROBE

- HE HAD THE RECALLS COMPLETED IN 1928, BUT CURRENWTLY THE 3EATBELT OM THE

PASSENGER IO OF THE VEHILLE [5 INOPERABLE
"

PER CUSTOMER, DEALER SAYS:
= THE CUSTOMER wlLL BE RESFOMSIBLE FOR THE REFAILR

[
CUSTOMER SEEKS:
- FIMAHCTIAL ASSISTAMCE FOR THE REPAIR

CAC ADVIZED:
- INITIATED AW FDAE LETTER

OWHMER RELATIDWS WOP/BENCHMARKING OR/11/98 FAXCARTG




oaf11/98 MASTER OWMER RELATIONS SvYSTCM 11 14.21.02
EER R R FEEL TR L L LLLEESEL EEEES I [T E S R A R T I R R R L T FFEE T
G2 1MA GRP: O EONMCERN CONTACT VEHA T¥FE. CaR
WASHINGTON T IN/TR: CONTACT MEBR: 109175168 OFENED: 11/21/4997
YIN: 12vPT221L0LS EWGIKWE: L CLOSED: 12/01/1997
SETRFFrSFTEFAFR LEE ] | RS SF RS r-HAFCEEENE N R - - - e - - mEEEEAEEEE N
LAST MAME: STATUS: CLOSED
TITLE: FIRST HMAME: Ml :

ADDRESS:

CITY: STATE: ZIP: I
HOME PHOME : HUS. PHOME:

MODEL YEAR; 90 MODEL : FROBE

MILEAGE : 1DOS00D WsD:

DEALER MAME: BOWDITCH FORD INC SALES CODE: 1270614 P B A DEEST
ChUSAL CODES: 2013 SYMPTOMS : 104100

CDRTGIM: GO TRANS. DST/RGM: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: {11/24/1997
ACR, COOE: H ASSIST CODE: W AWARD AMT: Q SURYEY: ¥ (¥ QR N}
BUILD DATE: CALIBRATIDN:

E3P INFD: EXP1RES:

OPEN RECALL: OWNER NOTIFIED: RILRD: B3&1448
COMMENTS:

1997/ 11718
wer POSSIALE 12712 SERVICE PART COVERAGE ««+ REPALR CATE: 1-28-97 MILEAGE :
98, 000 .
eevhl] VIN AVAILABLE++a
CUSTOMER ESAYS:
=HAD VEHICLE TAKEM IN FOR SEAT BELT RECALL OM JAMUJARY 28 1907
=5EAT BELT BROKE ON NDVEMBER 15 1997
=AECALL DONE AT 9B,000 WILES
.
PER CUSTOMER, DEALER SAYS:
-CANNOT MAKE REPAIRS UMWLESS FORD SAYS TO
E
CUSTOMER SEEKS:
-T0 HAVE SEAT BELT REPAIRED
[ ]
Lac ADVISED:
=INFORMATION HAS BEEN QOCUMENTED AND FORWARDED 10 THE DREALER
-REQUEST MR./M5. [CUSYT REL MNGRS WIM POLAREK) TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS
eve NAVWIS: SUBSECUENT *3we
CUSTONER BAYS:
= THE PASSENGER SIDE LOCKED UP Oy THE TRACK
= THEY REPLACED THE DRIVER 5SI!0E AMD INSPECTED THE PASSENGER S1DE
- WANTS FORD ADDRESS TO WRITE & COMPLAINT
[ ]
PER CUSTOMER, DEALER SAYS:
= TOLD HMTWN TO CALL US, BUT DD MAOT GIVE HIM THE NUNBER
= IF IT FALLS UMDER THE ORIAINAL HAECALL, THE DEALER STILL wWOULE WOT BE ABLE

T0 FIX THE SEAT BELT FOR FREE
.

OWNER RELATIONS VOP/BEMCHMAREING O8/11/9B FAXCARTG




08/11,/98 MASTER OWNER RELATIONS S¥STEM [1 14,21.02

STEEAREEE - E - - EFISNN e ==FEFEEN---—---CEEmENE=-Tz==—mDoa R N L LT T EE T T
639 1Ma arRP; o1 CONCERN CONTACT YEH TYPE: CAR
WASHINGTOM 27 INJTR: A1 COMTACT NBR: 108175108 OPENED: 11/21/194T
vIN: 12verz2ziol Y ENGINE: L CLOSED: 12/01/1947
uHHHHIIIIIluulﬂhu!lllllHlHlHllllllnnhunHlllIll""IﬂuulluIHHuulllllllllllulllllu
1897/11/18

CUSTOMEE SEEKS:
~ SEAT BELT TO BE REPALRED
= FINANGIAL AS515TANCE

¥

CAZ ADVISED:

- MARRANTY HAS EXPIRED

- FORD WILL MOT PROVIDE FINAMCIAL ASSISTAWCE TD ThE COST OF THE REPAIR
-~ GAVE CUSTOMER FORO'S ADDRESS
1987544/ 21

CONTACT REMOVED FROM HOLD STATUS

wav NAVIS: SUBSEQUENT sws

CLISTOMER SAYS:

L]

CAC ADVISED:

+*DUTADUND CALL TO DEALERSHIP TO OBTAIN THE MEHICLE IDENTIFICATION WUMBER TO
REMOVE THE HOLD STATUS OF THE COMGCEAN CONTACT

199711724

FAWTHIS 15 THE CLDSIMG COMMENT

HO PART REPLACED SO0 MO SERVICE PART POSSIBLE.

1888/01/16

wer NAYIS: SUASEQUENT =+»

#v+ LETTER POSTMARKED 1/5/O07 sw»

CUSTOMER SAYS:

-1 THINK DEALERSHIP ERRED WHEN THE OID HBT REFLACE MY PASSENGER SIDE SEAT EELT

A3 PART OF THE RECALL; RECALL %A1D TO 1NSPECY PASSENGER SIDE AND REPLACE IF
NECESSARY

~MDW PASSENGER SIDE HAS LOCKED UP 1 YEAR LATER
.

PER CUSTDMER, DEALER SAYS:
AS PER SERVICE {NO MAME]:

~FASEEMGER S1DE WAS NDT FAULTY AT TIME OF INSPECTION
-

CLUSTOMER SEEMS:
-PASSENGER SIDE REPLACEG UNDER PROVISIONS OF RECALL

CAC ADWISED:
-SENT LETTER F520 SUPPORTING INFORWATIDN PROVIDED BY PREVIOUS CSR

OWMER RELATICNS VOP/SENCHMARKING 00711788 FARCARTG




09/ 14/98 MASTER OWNER RELATIONS SYSTEM II 14,211,032

E=E=S==S==-=S======-= [ R X R R R R R DR BRJEET EITEREEDR LE F-F AR R R R
E391MA GRF: O1% CONCERN CONTALCT WwEH TYPE: CAR
WASHIMNGTOMN 27 IN/TR: EONTACT MAR: 109 17R1ER OPENED: 11/21/)1997
VIN: ;:3»»5_.* ENGINE: | CLOSED: 1270171997
== xshcagtd EdEEAREEREEEEFFEFEENFEEI ORI IS S S-S oSS oo oSS SSSSSSS=S=S=ECE

1998/01 /26

akk NAYIG: SUBSEQUEMT +#»¥

CUSTOMER SATYS:

=1 RECEIVED A RESPONSE FROM MANMCY YERT IN WRITIMG, SHE IS SUPPORTING THE
DEALER

-1 AM NOT HAPPY WITH HER RESPONSE AWD I WOULR LIKE TD SPEAK WITH HER

-M¥ VEHICLE Wa% INVOLVYED IN RECALL 9854798585 AWD OMLY THE DRIVER SIDE SEAT
BELT WAS REPLACED AT THAT TIME OF RECALL

=11/97, T EXPERIENCED THE SAME COMCERM WITH MY PASSENGER SIDE AHD THE BEALER
WILL NOT SERVICE IT UNDER THIS RECALL

[ ]

PER CUSTOWMER, DEALER 4SAYS:

~WE AN DMLY SERVICE VEHICLE FOR A RECALL ONE TIME

~WE INSPECTED PASSENGER SEAT BELT AT TIME OF RECALL ANO IT WAS NOT WORN

"
CLUSTOMER SEEKS:
-PASSENGER SEAT HELTY TO HE COVERED UMDER RECALL

]

CAC ADVISED:

- DEALER I5 IN THE BEST PDSITION TGO PROVIDE TECHWICAL ASSISTAMCE.
- FORD SUPPORTS THE DIAGHOSIS OF THE ODEALERSHIP

-POSITION OF MAMCY WERT DODES SUPPORT FORD'S FIWAL POSITION IN THIS MATTER
=READ RECALL LETTER TO CUSTCOMER AGAIN

OWNER RELATIDNE VOR/BEMCHMARKING 08711798 FAXCARTG




oas11 /98 MASTER DWMER RELATIOMS 5v&STEM [1 14,21.02

—===zrcosaxsacacmAnONNEENENENNNNNSNENEhEZI RSS2z

BGT IMM GHP; INFORMATION CONTACT VEH TYPE: CAR

ATLAMNTA ER | HZ......-.!.F CONTACT MER: 108797970 OPEMED: DB/15/1997
G

VIN: 1ZVPTZOCOL ENGINE: CLASER: OB/ 1571997

sERLELFEEESEEEEEEEENER FEREC RS S S S S S S S S S S S S ESEESSESESSESEESEESdcSESIE oSS
LAST MAME: TATUS: CLOSED
TITLE: NAME : I: M
ADDRESS :

CITy: : 1F; I
HOME PHONE: BUS5, PHOME:

MODEL YEAR: a0 MODEL : PROBE

MILEAQE: 1 wWsD .

DEALER HAME: BDE DUNN FDRO INC SALES CODE: 121223 P A& A; Q1050
CAUSAL CODES: O40% 1203 SYMPTDMS : 104100

ORIGIN: GO TRANS. DSTSRGM: TRANS, DATE:
SERVICE/SALES: 1 . CONTACT DATE:

ACK. EODE: ASSI[5T CODE: AWARD AMT: 0 SLRVEY: ¥ OR M)
BUILD DATE: CALIHRATIDON:

ESP INFO: EXPIRES:

DPEN RECALL: OwNER MATIFIED: MICRO: 8252103
COMMEMNTS :

1997 /0B) 16

42 LETTER DATED OH.DE.27 +eas

ves MILEAGE LMNAYAILABLE -+~

*4s MAVIS: ORIGIMAL #%¢

GCUSTOMER SANS:

- I HAVE RECEIVED YOUR CARD COMCERMING THE RECALL MOTICE ON THE SEAT BELTS
- AFTER RECEIVING THE FIRST MOTICE TN DCT96, T CALLED BOE DUNKW FORD AND
RECEIVED LITTLE SATISFACTION OTHER THAM WHAT ! CONSIDERED a HASSEL

- SINEE JANY?, THE MOTOR WENT CM THE BLIMK ANG I HALD TOD REMOVE THE FYEE OR GO
MUTS FROM THE NOLISE

~ LAST WEEK I WENT BY THE DEALERSHIP AKD I AM KWOT YERY HAPPY ABOUT THE
RECEPTION

= IT IS5 ODBYIODUS TR ME THAT THERE IS5 VERY LITTLE DESIRE TO FIX RECALL ITEMS
= I aM NOT GOINA TO HAWE THI1E FIXZED

- I WILL DRIWE THE PRDAE UNTIL IT FALLS APART

- I WILL NOT BUY ANOTHER FORD PROODUCT AS REPLACEMENT

s

PER CUSTOMER, DEALER SAYS:

- NO WAME/BOE DUNN FORD

- NGO COMMENT

¥

CUSTOMER SEEKS:

- 10 INFORM FORD THAT HE I5 MNOT HAPPY WITH EOB DUNH FORD AND HE IS NOT GOING
70O HAVE THE RECALL REAILIAS PERFORMED

[ ]

GAC ADVISED:

= FORWARD TO PHOMWES

- NEXT C5R, ADORESS CUSTOMER COMCERM WITH DEALER ANO RECALL

OWNER RELATIONS VOP/REMCHMARKIMG CRf11/98 FAXCARTG




09/ 11 /98 MASTER OWNER RELATIONS SYSTEM II

14.21._02
IIIIII.IIHHH”..HIII_Hll""".ﬂﬂﬂll.l.lﬂ"“""""llII.II“HHHH“lllll.ll.lllﬂ!ﬂllll_-lll""
AGT I aRP ; INFORMATION COMTACT YEH TYPE: CaAR
ATLANTA 21 INJTR: E2 CONTACT MHR: 108797920 OPENED: 0871571897
VIN: 1zvrTzocol ENGINE; € GCLOSED: OR/ 1571997
lll""ll“""llllll...HH"IIIIIIIIIIHHK Hﬂlllllll"ﬂu—"""lli.lll"HHHIINIIIII.IIIIIH!II
\0UT/0R/ 2
"

CAC ADVISED:

- MADE Cale: LEFT MESSAGE ON MACHTME. ADVISED VEMICLE IS INVOLVED IN
RECALL:E FOR SEATEELTS AND FORD DOES AEGONMEND HAYING THEM DONE ASAP

= CALL CAC BOO NUMBER IF YOU ARE HAVING CDMNCERNS WITH THE DEALER
= IF CUSTOMER CALLE: DPEN COMCERN AND VERIFY DEALER

N AR

OWNER RELATIONS YDP/BENCHMARKING DOF11/94 FAXCARTEG




EEMzES========-=—==—rcax i N ENENEEINEFEFEITIFTSSSSSC=C

asfi11/98 MASTER OWMER RELATIDMS SYSTEM 11 t4.21.02

t=====xxMAdANEEEEENENENJINFRH

B34A5R GRP : INFORMATION CONTACT WEH TYPE: CaAR
WANSAS CITY a3 IN/TR: COMTACT MAR: 1DH&2307H QPENED: OF/07/1997
VIN: ._N,_.._uquana_.* ENGINE C CLOSED: O7/07/1997
= rrxcsaAAAIEEENE RN EEFE === r xRN A SN EEEAE N ENEENANEENENROLCIS S
LAST MAME: TATUS: CLOSED
TITLE: E: [:

ADDRESS:

A TATE: ;[ 2o
HOME PHDNE : Us. PHOME:

MODEL YEAR: a0 MDDEL :

MILECAQE: 1 WsD:

DEALER NamE: FRIFMOLY FORD INC SALES CDDE: 153480 P& A: DEO1Y
CAUSAL CORES: 1207 1289 {1204 SYMPTONS ; 104100

ORIAIN: Gty TRANS. D5T/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST ©OBE: AMARD AMT ; O SURVEY: (Y OR N}
BLILD DATE: CALIBRATION:

ESP INFD: EXPIRES!

QPFEN RECALL: OWMER NOTIFIED: MICRO: B222277
COMMENTS :

198707 /07

wiv MILEAGE UNAVAILABLE +#~

was LETTER DATED G/26/87 +wv¢

CLUSTOMER SAYS:

~RECEIVED RECALL MOTICE AND COMTACTED DEALERSHIP aNO THEY SAIO THEY WOULDN'T
HAVE THE FARTS FDR 2-1 MONYHS

~CALLED THEM BACK AWND SCHEDULED AW APPIOINTMENT FOR THE FREE REPAIR WORK

=THE CAR SAT UNTOUCHED ALL DAY, S0 THEY TOOM 1T HOME

-SCHEDULED AMOTHER APPOINTMEMT, HAD TO TAKE CAR HOME AGAIN UWREPAIRED AFCAUSE
THEY WERE TOLO THAT SINCE THE CAR HAD A SALVABED TITLE THAT THEY WEEDED A
HIGHER AUTHORITY TO AUTHORIZE REPAIR WDRK

=SALLED BILL AT THE SERVICE CENTER FROM TIME TD TIME TO KEEP LPDATED OW THE
SITUATIEN

+

FER CUSTODMER, DEALER SAY5:

~DEALER SAID THEY OICN'T HAWE THE TIME TO LODW AT THE CAR

~DEALER 5aIl FORD WOULD MOT 0D YTHE REFA!RS FREE OF CHARGE EECAUSE ThHE CAR HAD
BEEN IN AN ACCIDENT PREVIOUSLY AND WDULD MEED EXTRA WORK TO RE-POSITION THE
TRACKS FOR THE MRTORIZED SEAT BELTS

~EELL SAIO0 FORD WOULD SUPPLY THE PARTS BUT THAT THEY WwOULD HAVE TO PAY FOR THE
LABOR TD GET THE TRACKS FIMED

-WOULD TAKE A COUPLE OF HUMDREOD DALLARS TO FIX
.

CUSTOMER SEEKS:
~HAVE NECESSARY RECALL REFAIRS DONE AT MO CHARGE AND ALSO HAVE A LOAMER

YEHICLE DURING THE REPALR FERIOD
*

CAC ADVISED:
=FOAWARDED TO PHONES

OWNER RELATIONS WOR/REWCHMARKING 09511798 FAXCARTEG




09/ 11 /398 MASTER OWNER RELATIDWS SySTEM I 14.21.02

T===—=Z=- === xaaemANN SN EEEEEE NN R FFEEFFECSi=S=====zz=s==zzz=szx====cckkilAANRJNANEEER
R3aB5R GEP: INFORMATION CONTACT VYEH TYPE: CAR

KAMSAS C1TY 51 TNATR: O COMIACT WER: 1086273015 OPEMED: Q70771097
VIN: _n__.,_u__.unnn_.ul ENGINE: € CLOSED: O7/07/1997
=xkahAIMALEEEN SR EEENEE RIS EE S SRR EERTIJJANRRRRRRNERRERNL LD LEREERES Bt

1997 /a7 /048

wea MILEAGE UNAVATLABLE sew

wte LETTER DATED B/25/97 ++~

CUSTOMER SAY¥S:

E 3

PER CUSTOMER, DEALER SAYS:

-DEALER SAID FORD WOULD MNOT 00 THE REPAIRS FREE OF CHARGE BECAUSE THE CaR HAD
BEEN IN AN ACCIDENT FREVIOLSLY AND WOULD WEED EXATRA wWORK TO RE-POSITION THE
TRACKS FOR THE WOTORIZED SEAT BELTS

=BILL 5AID FORD WOULD SUPPLY THE PARTS BUT THAT THEY WOULD HAVE TO PAY FOR
THELABOR TO BET THE TRACKS FIKED

=WOULD TAKE A COUPLE OF HUMDRED DOLLARS 1O FIX

-
CUSTOMER SEEKS:

= LOAHER

- WORK OONE AT MO COST

¥
CAC ANVISED:

= MADE CALL TO CUSTOMER: LEFT MESSAGE DN MACHINE. ADWYWISED THAT FORD
WOULD SUPPORT THE INFORMATION GIVEM BY THE DEALER.

CWNER RELATIONS VOP/FBEENCHMARKING D3/11/9H FAXCARTG




09/11 /94 MASTER OWNER RELATIONS Sr5TIM 11 14,217,032

EEREE=i= =z hdbal==fFaSsE===Scccdanauldac ESZS222S - - - - Wis i+ .- =TI NEEEC- S-S CJLEEES
2R 120 CRF: COMCERW COMNTRLCT WEH TYPE: CAR
DETRQLY 15 NZH_.WE CONTACT NBR: 108%<d178A OPEWED: O&/13/1997
VIM: 12¢yRT200NL EWNGCINE: C© CLOSED: OFfAa¥f19897
—————m I EEEARBEES S —EEE T EEANAAIE DI A IR S rIASSASTATASI LA ARTAINSEESSEEFETFEESRRUEE
LAST NAME: STATUS: CLOSED
aposc I s o

ADDRESS:

CITY: STATE: ZIP: Iu_.ﬁ_
HOME FHOMNE * hid =NA-A NA EUS. PAONE: KA -NA-A& Ni

MODEL YEAR: an MODEL : PROBE

MILEAGE : BET203 ¥sh:

DEALER NAME: HAGGIN-WIMBERLEY FD SALES CODE: 14BGGE P& A: DIGRT
CAusAL CODES: 1105 SYMPTOMS : 104 100

CRIGIN: ca TRANS. DST/RGM: 42 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O8/23/1397
ACK. CODE: ASSIST CODE: D AWARD AMT: O SURVEY:. ¥ L¥ OR N]
BUILD DATE: CALIBRATION:

ESP INFOQ: EAFIRES:

OPEN RECALL: DWNER MOTIFIED: MICAD: B211789
COMMENTS:

1927,/06/113

s44 YEHICLE INVOLVED IMN RECALL 98548 evs

+%+ LETTER DATED G/6/97 +++4

eve NAVIS: SLUASEQUENT +w««

CusTOMER SANS:

- RECEIVED A RECALL NOTICE OM SEAT BELTS AFTER HAWING FaLD FOR DIAGMOSTIC FEES
1526) AND HAVING THE MDTDR SHUT DFF [($4%) OF THE DRIVERS'" SIDE SEAT BELTS.

- RECEIVED A "THAMKS FDR YOUR RECOMMENDATIONS® LETTER AFTER WRITMG INTO FORD
AND TELLEMNG THEM ABOLT THIS PROBLEM.

-

PER CUSTOMER, DEALER SAYS:

- WO CONTAGT.

Y

CLUSTOMER SEEKS:

- REIMHURSEWENT FOR THESE REPAIRS,

[ ]

CAC ADVISED:

- SENDING LETTER FOR WRITTEN RESPONSE.

L]

Calt ADVISED:

= LETTER NDT SEMT TO WRITTEW REQWEST. FAC ACKMOWLEDGEMEMT LETTER SENT.
199 7/06 /30

CUSTOMERS CAR HAS A SALVAGE TILTE WAS WRECKED HAD wHAT WE D1D WAS FINE CUSTOM
ER HAS MANY CONCERNS WITH THIS CAR BECAUSE OF THE FRI1OR DAMAGE

MN#THIS 15 THE CLOSING COMMENT

CAR HA% HEEN TOTAL HAS SALVASE TITLE NEEDS MANY THONMGS NO HELP FROM FORD

AWMER RELATIONS YOP/FEENCHMARKING 09511728 FAACARTG




o5/11/98 MASTER ODWNER RELATIONS SYSTEM 11 14.21.02

EE SRR XS FA R R R R T I L YERVEERILTLRERERRLERRRERTI]ILILIFRETRNERERRRETRERRERRE]LEREERREDRETL]]
DODAEE GRF: LP INFORMATION CONTACT YEH TYPE: Cak
DETROIT 48 ZNSTR: D2 CONTACT MER: 10BSAQTID OPENED: QE/132/1907
VIN: zvrrzoc JE ENGINE: € CLOSED: OB/ 132/1997
S === =======c-—c=c=====Ic-c oo afEErdtrmmdd b il mmEEmNdrdiTaExakcxdrocExTXCcEXEODOXOS-S-S S-S S =—=T==
LAST NAME: TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS:

CITY: STATE: IF: B oos:
HOME PHOMNE ; BUS. PHOME:

MOREL YEAR: MODEL :

MILEAGE : 1 W50 :

DEALFR MAME: DON SEELYE FORD INC SALES CODE: 148576 F & A: O97T08
CAUSAL CDDES: 1104 12032 SYMPTDMS: 104 100

ORIGIM: &a TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: CONTACT DATE:

ACK. CODE: ASS]15T CODE: AMARD AMT : 0 SURVEY: (Y DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

DPEM RECALL: DANER MOTIFIED: MICRD: BZ11439
COMMEHTS :

1987706/ 13

¢4+ VEHICLE INVDLVED [N RECALL 96543 AND 96599 »::
+av HAV1S: SUBSEQUEMNT x»+

CUSTOMER SAYS:

=HE HO LOMSER OWNS THE VEHICLE

~OURING HIS OWNERSHIP, HE HAD THE SEATBELT REPAIRED BY DON SEELYE FORD;
$499, 25

L]

PER CUSTOMER, DBEALER SAYS:

-NO COMMENTS

-

CUSYDMER SEEWS:

~RE1IMBURSEMENT LINOER THE SEAT HELT RECALL WE%s43
+

CAC ADYISED:

-CUSTOMER WO LOMGER OWNS VEHICLE

-nWOT EL1GIBLE FOR REIMBURSEMENT UNDER THE RECALL
-SENT TO CODRRES GROUP FOR WRITTEHW RESPOMSE
1997/072/1D

&

CUSTOMER SEEKS;

- REFUNMD FDR THE RECALL
*

CAC ADVISED:
= INFORWED THE CUSTOMER Td SUBMIT HIS RECEIPT TO THE OEALER FOR HIS REFUND

OWNER RELATIONS vOP/EEMCHMARKIMNG 00/41/98 FAXCARTE




0a/14/98 MASTER OWNER RELATIONS SvSTEM 11 14,.31.02

IlllHHHHhHIl-lllluuh-lnllllnuhnunllrnH.IIHHHI-_I-_.IIhI.u..|-hlﬂnuuuuililllnnﬂuhhll
J099FE GRE: LP INFORMATIOW LONIACT VEH TYPE: CAR
DETROILT 48 IN/TR: CONTACT MER: 108%487.0 OFENED: DB/S12/1997
VIN: _u:vquan.rmi ENGINE. C CLOSED: 08/13/1997
IlllllIlHHIi.IiIIIIIIHH"I.III_II.IHHHIH!ulI_llﬂnﬂ.upuHIIIHHHHHHHI-IHHHHHHHIIIIHHH"HHI
193971031

ver NAVIS: ORTGIMAL ssw

CUSTOMER SA¥S:

~THE CUSTOMER DOES NOT OWH THE YERICLE

-REITERATES GONCERN

-THE FDRD REPRESENTATIVE JDGANE KOSMOYAMA DENIED RELEMELRSEMENT
.

PER CUSTOMER, DEALER SAYS:

JIM VANODENBURG, SERVICE MAMAGER

=THE FORD REPRESENTATIVE DEMLED THE CLALM

-

CUSTOMER SEEKS:

-REFUND FOR THE RECALL

~CONTAET THE CSM

"

CAC ADVEISED:

RE: C5M

“MR. JIM VANDEMBURS SERY, MCR. IS5 IN THE EEST POSITIDN TO ASSISTY vyoOu.
-SUC MGR MAY COMSULT FORD CSM IF REQUIRED.

RE: REFUMD

-NO0 FURTHER FIMAMCIAL ASSTSTANCE WILL BE OFFERED

=CAC SUPPORTS THE DECISION

-THIS REPRESENTS FORD MOTOR COMPAMY 5 FINAL DECISION tMN THIS MATTER

DWHER RELATIONS VOF/HENCHMARKING O2/117398 FAXCARTE




[ PR R N1 MASTER OWNER RELATIONS SrSTEM 11 14, 21,62

uuuuullnﬂ.lh-.n.llnﬂnnlﬂnlllllluunuﬂnu-llhl..uuunﬂﬂ--..nHnuuuﬂn.:.-iIIHHHuuullnIlll
ETRIJL GRP: KxO& IMFORMA T ION CONTACT VEH TYPE: CAR

MEW YORK 12 ZNSTR: FI CONTACT NER: 10HN13647 OPENED: 047 13/1067
VIN: 1zvet 2 ws s ENGINE: L CLOSED: Of/13/1997
"HIHﬂlllllllh""H«u"u—lllll.""lIﬂ.ﬂ"-lllll"HHH“HHl.l.ll.!."HHH“...I..III"H'I""".IH_I.IIIHHHH
LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: W - P

ADDRESS -

clTy: STATE: ZIP: I
HOME PHONE : BUS . PHOME :

MDODEL YEAR: a0 WMODEL : PROBE

MILEAGE - 1 wso:

DEALER NAWE: DQUALTYY FORD DF MT SALES CODE: 113072 PE A DIETI
CAUSAL CDDE%: 120G SYMPTOMS - 104100

OR1GIN; (] TRANS, D5T/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . DADE: ASSIST CODE: AWARD AMT: O SURVEY: (Y DR N)
BUILDE DATE: CAL IBRATL DN ;

ESP 1NFD: EXPLRES:

OFEN RECALL: OWNER MOTIFIED: MICRO: 8152593
COMMENTS ;

199704712

++% VEHYCLE IMVOLVED IN RECALL BHSLE & 95599 +es
zan HAVIS: ORIGIHAL swe

#++ MILEABE UNAVAILABLE w%a4

CUSTOMER SAyS:

- BEFORE RECEIVING RECALL LFTTER, CUSTOMER PAID TO HAVE REFAIR COMPLETED
-

PER CUSTOMER, DEALER SAYS:
- WO CONTALT

*

CUSTOMER SEEKS:

- REIMEURSEMENT FOR REFPAIR

*
CAC ADVISED:
- FORWARD PCD2 LETTER: COMTACT YOUR DEALER

OWNER RELATIONS VOP/BENCHMARKING O0/11/98 FaXCARTG




0as11/9& MASTER OWNER RELATIONG S5¢STEM 11 14.21.02

S LSS S L S XATLAOOIANNICINEESESLUIL-SIENIJENLrIEEEEENS IIVE |0 _!LULZLENSEINETEAEL-IEZC=IX===

7E5955 GRP: OF nuznnnz CONTALCT WEH TYPE: LAR

MEW fORK 13 ZMFTR: CONTACT NER; 10B3DA{40  OPEMER: C4/0%9/ 1997
VIN: _uﬁvquannrml ENGIMNE: © CLDSER: O4/725/ 1997
LAST MAME : TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS :

CITY: STATE: IP: I
HOME PHONE : BUS. PHONE :

MODEL YEAR: MODEL :

MELEAGE : 1 WSD:

DEALER NAME: TOWER FCORD [MC SALES CODE: 113083 P& A: 0I5
CALUSAL CODES: 1215 SYMPTDNS ! 104 100

ORIGIM; GO TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CONTACY DATE: Daf10/18597
ACK. CODE: ASSIST DODE; W AWARD AMT: Q SURVEY: N [¥ OF N)
HUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: DWNER NOTIFTED: MICRD: R142124
COMMEMNTS :

BTS04 09

«++ THIS CONTACT IS5 CPEMED DUE TD OPEN RECALL 95543 AND S9659Q-r+

sew MAVIS: DAIGIMAL *+x

#+x LETTER DATED MARCH 218, 1997 ées

CLSTOMER SAYS:

=THE BELT ENMGAGES ANMD PULLS ME HACK INTO THE SEAT. WHEN I SLOW DOWN TO TURM A
CORMER 1 aM FDORCED BACK INTO THE SEAT

~T DD HAVE A RECALL FOR THE SEAT BMFELT WHICH T HAVE NOT HAD DONE

*

PER CUSTOMER, DEALER 5AY%S:

-0 COMMENTS

.

CUSTOMER SEERS:

-CONCERNS TC BE ADDRESSEOQ

.

CAC ADYISER:

-INFORMAT IOM HAS BEEM DDOCUMENMTED AKWD FORMARDED TO THE DEALER

-REQUEST MR./MS. [CUST REL WNGRS SvC MNGR) TO CONTACT THE CUSTOMER WITHEN 2
BUSIMESS DAYS

-FORWARD & FACK LETTER

1997704/ 18

A#¥FTHIS TS THE CLOSING COMMENT

UHAELE TD CONTACT CUSTOMER BY PHONE DEALER SENT LETTER TO ADVISE THEM OF RECAL
LS NO FURTHER ACTIOM AT THIS TIHE

DWHER RELATIONS WOP/BENCHMARKING O09/11/08 FAXCARTEG




oa/11/58 MASTER OWNER AELATIOWS SYSTEM 1T 14.21.0D2

EEEEEEEIEpEE s ss ===z xxx A NI NN N EE NN EEEEEEEE BB cErdrF s SrSRrrarsSFESS=SEEEES
TEGRESE GRP: OF CONMCERN CDNTACT YErR TYPE: CAR

NEW YORK 13 ENSTR: D1 CONTACT NER: 10R304040 2 OPEMED: 0470971937

VIN: vzvpT2eceL ENGINE: ¢ CLOSED: 8472571997

A TP R ELEEERELLELLELELLLLLLLLLERELLSRTYRE]E |
1297 /06719

»xx MAVES: DRIGINAL +v~

CUSTDMER SAYS:

= CUSTOMER CALLING BACK ABOUT THE FACK LETTER HE RECEIYED AFTER WRITING TO
THE CAC

- WHEN TURNING CORNERS AMD SLOWING DOWN, THE SEAT BELTS PULL FEOPLE R 1GHT
BACK 1IN

= RECALL WORK HAS MWOT YET BEEN FERFORMED, BUT THERE IS5 MORE INYOLVED 1IN

THIS PRDELEM THAM JUST THE RECALL

- CUSTDOMER FEELS THAT HE SHOULD NOT HAVE TO PAY FOR WORK THAT IS DUE TD A
MALFUNCTION QR DEFECT

[

PER CUSTOMER, DEALER 5AYS:

- TRIED TO ACCESS COMTACT ANO WAS LMWAHLE TO
"

CUSTOMER BEEKS:
= TO HAVE CONTACT SENT TQ THE CORRECT DEALERSAHIP

E 3

CAC ADVISED:

= CONTACT HAD BEEN SENT TO TOWER FORD, NAOT SAYEROQOK FORD

- INFORMATION WILL 8E DOCUMENTED AND FORWARDED TC@ SAYEROOK FORD

= REQUESTING DOM SUPER, CUSTOMER RELATIONS MAMAGER, COMTACT CLUSTOMER WITHIN
2 BUSIMESS DAYS

1RRTSORS 12

wew MWAVIS: ORIGIMAL ==

CUSTOMER SAYS:

-HUSBEAND CALLING

-CUSTOMER TALLING RACK TO WAKE SURE THE CONTALT [5 COIMG TO THE CDRRECT
DEALERSHIP

L

PER CUSTOMER, DEALER SA¥S:

-NO COMTACT

T

CLSTOMER SEEKS:

-CORRECT DEALERSHIP CONTACT

[ 3

CaC ADVISED:

-INFORMATIDN WILL BE SENT TD CORRECT DEALERSHIP LSAVEROOW FORD)
sevewnawTHE INFORMATIOM HAS PEEM SENT TO THE WRDNG DEALERSHIP FROM THE
BEGINMING {TOWER FORD-FAA QIESd]4sssvstosns

=THE CORRECT DEALERSHIF THE INFORMATION SHOULD BE SENT TO 15 SAYBROODK FORD-FPAA
OBBHa4

OWMER RELATEIONS VOP/BENCHMARKING 09711/9B FAXCARTG




oa/11/an MASTER OWHNER RELATIONS SYSTEM 11 14.21.02
AEEEEEICLIECIIXE-CEILCCL-N-=-S =S IC === C-S S-S =-S=SC.=S=S=SC=S==C=c=.cC-SECECICISCSO-SCCIEIQAEFUEEEEEEEEEEEEER
JTO9EE GRP: LP 1IMFORMATLON COMTAECT VEH TYPE: CAR
SEATTLE T4 IMNFTR: BA CONMTACT MBR: 108264079 OPENED: $3F2771947
VINM: 12¥PT 21U 7L ENGIMNE: U CLOSED: 3/2771887
CEXICSO XSS S SSEOSSS S SSSSSCSSCSS SOOI I EEE eI I NSNS ERRE NS NI Rl EEEEEEE®
LAST MAME: TATUS: CLOSED
AMMMMWW FIRST MHAME: I: ]

A H

CITY; STATE: IP: I.m_uu
HDME PHONE : ELS. PHOME;

MDDEL YEAR: 23 MODEL : PROBE

NILEAGE: 1 ush:

DEALER MAME: KDRUM FORD INC SALES CODE: 174205 P &G A; QBESY
CAUSAL CODES: 1210 SYMPTOMS - 104100

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: | COWTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: 0 SURVEY: (Y OR N
HUTLD DATE: CALTBRATION:

ESF INFO: EXPIRES:

OPEN RECALL : . OWNER HOTIFIED: MWICRO: &1:31445
CONMENTS:

1997/0a5 2T

wew WEHICLE INUBLVED [N RECALL 95548 AWOD 95599

w++ LETTER DATED 3/5/97 +4+

wie MNAVIS: SUBSEQMUENY we»

CUSTOMER 5AYS:

HE SOLD THE WEHICLE IN JuL¥Y 12496

~PREVIDUSLY. HE REPLACED THE DRIVER‘'S SEATHELT BY HIMSELF
-THE PART COQST %431,60; GOPY OF CHECK EMCLOSED

~AFTER SELLING THE WEHICLE. THE RECALLS WERE ANMOUNCED

-HE CONTACTEDR THE DEALER TD INQUIRE ABOUT RECEIVING 4 REIMBURSEMENT UNDER THE
.

PER CUSTOMER. DEALER SA¥S:

-NO DIRECT COMMEMTS

]

CUSTOMER SEEKS:

-REIMBURSEMENT DF $431.,80 UNDER RECALL
*-

LAl ADVISED:

~CUSTOMER WO LONGER OwMS YEHICLE,
[TEMS WERE REPLACED

=HE IS5 MOT ELIGIBLE TD RECEIVE
-SENT FOB

AMD HE DQES MOT nAVE PRODF YHAT THE RECALLED

RELMEURSEMENT LUNOER RECALL

OWMER RELATIDNS VOP/AENCHMARKING DOS11788 FARCARTA




oaf11 /98 MASTER DWNER RELATIONS SYSTEM |] 14.21.032

""Hllll.llll_l_lﬂnh...-u.II.I.I.uHHIIIIIlhﬂu—llh"h"ﬂlllllllﬂ!ﬂ”HHnullllll.lllllﬂﬂ..!u."""""".l
T1396WC GRP: KkD INFORMAT ION CONTACT VEH TY¥RE: CAR

UK NOWN a9 ZN/TR: CONTACT MER: 10B1BSS10 OFEMED : ©Q3/07/1997
VIN: 1zveTzocsL S ENGINE: C© CLOSED: 03/07/1997

EEE======= =—=====F EE=rF==ccceEEEanl NN ERIFETF=====—ELWEkIkENEBRFFFIEN=

LAST NAME: TATUS: CLOSED

TITLE: IRST NAME: I: M
ADDRESS

CITY: STATE: 1P ]
HDOME FHONE : US. PHONE:

MDDEL YEAR: 94 MODEL: PROBE

MILEAGE: 1 WSD:

DEALER NaME: SALES CODE: P B A

CALSAL CODES: 1206 SYMPTONS : 104100 i i
DRTGIN: Gn TRANS. D5ST/RGN: TRANS. DATE:
SERVICE/SALES: 1 COWTACT DATE:

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

ESP INFO: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: NICRD: BOE1280
COWMENTS:

199703107

wes YVEHICLE IMNVOLVED IM RECALL 96599: SAFETY BELT +e+

esw VEHIGLE INVOLVED IN RECALL 956548: SAFETY BELT s+

wew LETTER DATED 272897 +++

ses MILEMGE LIMAVAILABLE #+s

wed HAVIS: ORIGIHAL w44

CUSTOMER SAYS:

CUSTDMER WRITES:

- SHE OWNED THIS VEHICLE FROM B/F50-7/97

- DURING HER OWHERSHIP, SHE PAID TD HAYE HER SEATBELTS REPLACED

- THE WEHICLE 15 INWOLVED IN RECALLS 4BS43 AND 95593 WHICH CALLS FOR EAFETY
HELTS TD RE REPLACED

[

PER CUSTOMER, DEALER SAYS:

= HD COMMEMNT

L]

CUSTOMER SEEKS:

- REIMBURSEMENT

[ 3

oAl ADVISED:

- DSR ATTEWPTED TwO UNSSUCCESSFUL £abLLs TO CUSTOMER

- FDRVARDED POSTCARD PCO1: REQUESTING THE CUSTOMER Th COWTACT THE CAC
- NEXT CSR PLEASE ADVISE THE FOLLOWING

- WEHICLE IS5 ELIGIBLE FOR RECALL 95524

- CUSTEMER Td CONTACT THE DEALERSHIPS SERVICE  DEPARTHENT, TO ASSIST
CLSTOMER 1N REIMBURSEMENT ASGISTAMNCE

-

CAL ADV1SED:

- CSR FORGOT TO PICK LETTER COEE

OWMER RELATIONS VOP/HENCHMARKING QS5F11/98 FAKCARTG




a3/11/%98 MASTER OWNER RELATIONS SYSTEM TI 14,21.02

- - - N F ] F I R R R BRI I YRR RN R R FEE T 1 - L rr 11
T198WEC GRP: AA1O INFORMATION CONMTACT VEH TTYPE: CAR

UNKNDWUN a9 ZN/TR: CONTACT MBR: 1DRIBSS10  OPEWED: 09/077 1997
VIN: wzverzocsL [ ENGINE: € CLOSED: Q370771997
EEEEEE N B XN S S SssEmEss s Ess=sR I I FEFEEE N AN EE NS A AEENEAREEHEmEXT-o—-c-c-Co====

1997/03/13

vre HAVIS: ORIGINAL »+4«
CUSTOMER SAYS:

-LOOKING FOR REFUND.

-
PER CUSTOMER, OEALER SAYS:
=M0 CONTACT.

-

CUSTOMER SEEKS:

~REFLUMDS.

L]

CAC ADYISED:

=SUGGESTS SHE G0 TO FORC DEALER FOR REFUNDS.

OWMER RELATIONE VOP/HENCHMARKIMG ©09/11788 FAXCARTA




0%/ 1 1/08

MASTER OWNLR RELATIONS Se%TIM [T 14.21.09
"h"lIIII""-.-.-..I""“...IIuHH...III""-_HLFHhI-.F"""u.LhI-_HlluL-_ uh"-IIHHHHhHIIHHI.HHIIHHH
ThYBAE GRE; o9 IMFORMATION CONIACT WEH TrPE: £aRl
LOS ANBGELES T TN/ TR [ CONTACT NBR: 1081300 td OPENED: Q272471997
VIK; 12vpTaacals (N ENGINE: C CLOSED: 02/24/1997
SIZAENEsE=-C-IEEE-=—=—g3ua E==—pgmEmBLRE== HHHII..H""IIHHHNHl-l.lu-“ﬂl.llll""ll.lluunlluu
LAST MAME: STATLUS: CLDSED
TITLE: 1RST MAME: Ml :

ADORESS :
CITY: TATE: ZIp. I
HOME PHONE : . PHDME :
MODEL YEaAR: -] MODEL : FPROBE
MILEAGE : 1 WED :
DEALER MAME: CAPISTRANG FORD SALES CHDE: 17109& P& A DOT12
CAUSAL CODES: 13208 SYMPTOMS 104 1040
QRIGIN: [=1u] TRANS. DST/RGN: TRAMS. DATE:
SERVICE/SALES: 1 EOMTACT DATE:
ACK. CODE: ASSIST CODE: ANARD AMT: 0 SURVEY: (Y DR N}
BUILD DATE: CALIBRATION:
ES5F EINFD: EXPIRES:

OPEN RECALL: OWNER MNOTIFIED: NICRD: ADS(OEE4
COMMEMNT S :

1997 /02704

*¢v VEHICLE INVOLVED tM RECALL 985959 w+«

**¥ VEHICLE 1WVOLVED IM RECALL ODE54A +as

#4% LETTER DATED 2-8-97 4w+

#tw MILEAGE [MAVATLAELE s»»

Was MAVIS: ORIGINAL wes

CUSTOMER WRITES:

= HAD THE MOTORIZED SAFETY BELT REPLACED 10-3-%8 AT OEALERSHIP,

- RECEIVED RECALL LETTER THE NExT WEELK.

- WOULD LIKE TO FOLLOW-UF DN WHERE REFUND IS.
L)

PER CLSTOMER, DEALER SAYS:

= SUAMITTED TQ FORD FOR REIMBURSEMENT.

»

CUSTONER SEFEKS:

- RESOLUTION TO COMCERM.

-

CAC ADYISEN:

- SENT PCOZ POSTCARD, CONTACT YOUR DEALER.

DUWMER RELATIDNS VDR/EENCHMARK NG 09/ 11/98 FAXCARTR



og/11/9A MASTER DWNER RELATIONS SysTER [I 14.21.02

'I'I-..-.|"h"ﬂ."h.'..”"“""""".-.'-."”“”F.H"...."-I-..Th.H|""DII""..-"""“—h""".-l-....
3313C0 LRP: Ari1R CONMCERN CONITACI VEi4 T¥PE: CAR
LOS ANGELES T ZNSTR

: CONIACT HNER: 10BH1156G8 CQPENED: Q17211997
Y I1TYRT221 2L ENGLMWE: L CLOSED: 0271871997

mm—ppms I ERR I LI e EEEEEE N EXICoRER TTITIEEEEFY T EE Y ANE R ELE Rl LR R R R ]

LAST MAME: TaTuS: CLASED
TITLE: FIRST MAME: 1: c

ADORESS:

CITY: STATE: 1P 264
HOME PHONE : BLIS. PHOME:

MODEL YEAR: 30 MODEL -

MRILEAGE : G1900 W5D:

DEALER WAME: MWQ55Y FORD SALES CORE: 171083 P& A 05428
CAUSAL CODES: 1203 2801 SYMPTOMS: 104 100

DRIGIN: Go TRANS. DST/RGN: 71 TRANS . DATE:
SERVICE/SALES: 4 CONTACT DATE: 02/03f1837
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (¥ OR M)
BUILO PATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: - DWMER MOTIFIED: MICRO: S031046
COMMENTS:

1981 /01/21

svs VEHICLE INVOLVED IN RECALL 96548 %w»

vk MAWVES: DRIGIMAL wev

CUSTOMER SAYS:

- REPLACED ENTIRE SEAT BELT DN THE DRIVERS S1DE

REPAIR DATE 10795

CO5T WAS $753.7R

- CUSTOMER HAS NOT FILLED OUT THE FORM

[ ]

PER CUSTOMER, DEALER SAYS:

- PROVIDED MUMBER (BUD RUDDLPH)

- GAVE & CUSTDMEMS REVIEW FORM AMD MAYBE ¥OU WILL GET THE MONEY BACK  [JORGE
SERRAND )

- ¥Ou Wi1LL EITHER GET THE REFUND DR HAVE THE VEHICLE REPAIRED ABTAN

-

CUSTOMER SEFKS5:

-~ RE[MBURSEMENT

- LEMON Law

L ]

CAC ADYISED: :

- INFORMATION HAS BEEEN DOCUMENTED AND FORWARDED TO THE BEALER

- REQUEST MR. OAARELL OTTE (SVC MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

" LEMDN LAWS VARY FROM STATE TO SYATE ANO THIS INFORMATION MAY BE  RESEARCHED
LOCALLY .

. CUSTOMER TO FILL OUT THE FORM THAT WAS PROVIDED BY THE DEALERSHIP  AMD
SUBMIT THE AEQUEST

1997/02/05

$4#THIS 15 THE CLOSING COMMENT

WE ARE GOIMG TO PERFORM THE RECALLS ANG [SSUE HSM & REFUND FOR THE COST OF THE
REPAIRS.

DVHER RELATIONS vOP/AENCHMARKING OU/11738 FAXCARTG




o311 /98 MASTER DOWNER RELATIONS SYSIEM L) 14.,21.02

ERNcocrocyr SNl dL A== ONESpmEECROEOEgE. ERE T thdhke I cC gy SENCI=S=SSESEGEAMEN== =
J3185C0 GRF: XX15 CONCERM COMTACT VEH TYPE: Caft

LOS AMNGELES ER 2N/ TR: CONTACT MER: 108UC156Y OFENED: 1731/ 1997
VIN: ,nc_u:u_.uer ENGINE : L CLOSED: 0271571087
Hﬂlﬂ.ﬂﬂﬂﬂ.llluuuullllllihlihﬂuhll_IIIIFlhlIIIIIllquhhulullllnuuhliIHIIIlluuMull
997702 /08

*++ ETTER POSTMARKED JAMUARY 24, 1997 seas
CUSTOMER SAYS:

-LETTER PREDATES

-CONCERNS HAS HEEW RESOLVED BY DEALER

-

CAL ADVISGED:

~HO LETTER SENT

~DOCUMENTATION OMWLY

OWHER RELATIONS WOPR/BEWNCHMARKIMNG O9/11/98 FAXCARTG




09711798 MASTER OWMER RELATIOMNS SvSTEM [I 14.21.02

IIlIIIIIIIIhuDIIHHHHIIHIHIII.IHIIIHHuHullllFIlIlnnnnnuuunlilllHHHHHﬂHthIIII""
B708J5 GRP: XX08 REGION INVOLVEMENT CONTACT YEH T¥FE: CAR

SEATTLE T4 ZN/TR; B2 CONTACT MEBR: 1073Z4BE1 OPENED: 12/10/1986
VIN: 12verr2ocaL SN EMEIME: © CLOSED: O170R/1857

LASY NAME: STATUS: LLOSED
TITLE: FIRST MAME: M1

ADDRESS:

CITY: STATE: Zi1F: I
HCME PHONE : HUS . PHOMWE : EXT: 232

MODEL YEAR. g0 MOGEL ;

WMILEAGE: G000 Wil :

DEALER MWAME: COURTESY FORD S5ALES CODE: 174013 F R A: OBSO7
CAUSAL CODES;: 2354 1208 SYMPTDMS : 104100

ORIGIN: ao TRANS, DBST/RGN: 74 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: Q41f08/1987%
ACK. COOE: ASSIST COOE: F  AMARD ANT: O SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIERATION:

ESPF INFO- EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRO: BO21823
COMMENTS ;

1995 /12/30

#ve VEHICLE INVOLVED IN RECALL S6S54H, 96599 +=+

*+v NAVIS: DRIGIMAL #~+

CUSTOMER S4YS:

-THE CUSTOMER HAD REPALAS CONE TO HER SEAT BELTS, LATER FOUND OUT THAT THE
SEAT BELTS WMERE INVOLED [N A RECALL

-THE CUSIDMER HAS WAITED 2 MONTHS FOR REFUND

-HAS CONTAZTED THE ATTORMEY GEMERALS OFFICE ABOUT THIS WATTER

-

PER CUSTOMER. DEALER BAVS:

-THE CUSTOMER WOULD HAWE TO WAIT UNTILL THE DEALERSHIP RECIEVED THE MONEY FROM
FORD X TD 4 MEEKS

-

CUSTOMER SEEKS:

=THE REFUND FOR THE REPAIR OUE TQ RECALL

]

CAL ADVISED:

~1NFORMAT ION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

“REQUEST MR. JOHN JULLM { SYC MNGR] TO CONTAET THE CUSTOMER WITHIN 2 BUSINESS
DAYS- INFORMED CUSTOMER OF DISPUTE SETTLEMENT BOARD.

RE FORDS REFUND POLICY:

= DEALERSHIFS ARE INOEPEWDENTLY DMWNED AND JFERATED

= CONTACT JDHW JULUM SERV. MGR FOR FLATHER EXPLANATION.

~PER IROA: REFUNDS IF You
PAaiD TO HAVE THIS SERVICE DONE BEFORE THE DATE OF TH!S

LETTER, FORD IS OFFERING A REFUND. FOR THE REFUND, FLEASE

GIVE YOUR PAID DRIGINAL REGEIPT TO YOUR FORD DEALER. TO HELP

AvVOID DELAYS, PLEASE DO HOT SEMD RECEIPTS TO FORD MOTOR COMPANY.

THTIS CONTACT 15 AN UPGRADE OF CONTACT NUMBER 1079242725

OWNER RELATIDNG vOP/BENCHMARKING 09711798 FAXCARTG




09/11/58 KRASTER UDWMER ALY ATIONS Sv5SI1EM It

14, 21.02
L T R LY N N L T T I T S=S=ERNEzZ==z=-=z=gpuim===
ET0B.US GRP: Xx03 REGION 1WVOLWEMLNT CONTACT vEH TYPE: CAR
SEATTLE T4 Zh{TR: CONTACT MER: 107924881 OFENED: 12730/ 1095
VIM: 1ZYPT20C4LS ENGIWE: € CLOSED: O1/08/1997
LEL LI T LY DT T T TN T ] ) i == Bk Xk =P NENE=-=SxC===ENANC=S=S=FEFEENS-—--—3aIZEREN
1996712730
-

CAL ADVISED;

++CER MADE OUT BOUND CaALL TO THE DEALERSHIP TO INFORM THE DEALERSHIF ABDUT THE

nmm__%u_._n:._nzﬁnmnmun:mE I_.._E_.mnu:;.m CUSTOMER RELATIOHS
PERSDNMELLY

**L5R UPGRADLING COMTACT FROW COWCERN 1D REGTONM

1997 /01 /D8 .
CUSTOMER WAS CONTAGTED REFUND FOR THE RECALLS HAS BEEN SLEMITTED THOUGH ACESII
WE HAVE RECIEVED APPROVAL AND HAVE MATLED THE CUSTOMER A GCHECK FOR THE REFUND.

JOHM JULUK SER MGR
NANTHIS IS THE CLOSIYNG COMMENT

C5H CONTACTED MR. UOHN JULUM, SVC MGR, WHD ADVISED:
-DEALERSHIP CONTACTED THE CUSTOMER.

“RECALLS HAVE BEEN CONDUGTED AND THE CONCERNS RESOLVED.
-CUSTDMER I5 SATISTFIED WITH RESOLUTIDN.

-NO FURTHER ACTION NECESSARY.

L3

CSM CLOSED CONTACT.

1997/02/06

»e= LETTER DATED 12/18/96 =4+

=&+ VEHLCLE INVOLVED 1N RECALL 98548, 96535 ses

wee NAVIS: DRIOINAL +es

CUSTOMER SAvS:

-THE CUSTOMERS LETTER STATES SHE HAD REPAIRS DONE TO HER SEAT BELTS, LATER
FOUNO DUT THAT THE SEAT BELTS WERE INVOLED [N & REGALL

-THE CUSTCMER HAS WAITED 2 MONTHS FOR REFUND

-HAS CONTACTER THE ATTORNEY GENERALS OFFICE ABOUT THIS MATTER

PER CUSTDOMER, DEALER SAYS:
- THE REFUND HAS BEEN WMAILED DUT (HD NAME ]

.

CUSTOMER SEEKS:

- REIMEURSEMENT FOR THE REPAIRS
*OUTBOUND CALL WADE TO CUSYOMER
CAC ADVISED :

- CUSTOMER HAS RECIEVED REIMBURSEMENT, AMD 1% HAPPY WITH FME

OWNER RELATIDNS VYOP/EENCHMARKING 09711788 FAKCARTG




oa/ 14 /98 MASTER DWMER RELATIONS SYSTEMW | 14.21.0%

S I FNEEEERA A A= == —EEEENEEms s - o g EEmmakEm———mmam HERA A EE NN N SR ———— EEEEFE====

288700 GRP: AA1T CONCERN CONTACT VEH TYPE: CAR
WASHINGTON 27 COWTACT MWERR: 107795562 CPEMNED: 1172171998
VIM: ENGIME: CLOSED: 12/03/7 1998
| A ELRRRER R EETI] Iu_unﬂﬂHI..-IHHHHH"llllllllllllllllll“"“"""....
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: Ml: ]

ADCRESS:

CITY: STATE: 2IP: I
HOME PHOME : BUS. PHOME: “NA=A WA

MODEL YEAR: MOOEL: PROAE

MILEASGE : 1 "L

DEALER HAME: CAVALIER FORD SALES CORE: 127054 P& A: >OES2T
CALSAL CODES: 1208 SYMPTOMS; 1049100

ARIGIN: ca TRANS. DST/RGN: a7 TRANS. BATE:
SERVICE/SALES: 1 CONTACT DATE: 11/26/198E
ACK. CODE; ASSIST CODE: O  AWAIRD AMT: Q BURVEY: ¥ (Y OR M)
HUILD DATE: CALTERATION:

ESF INFO: ERPIRES:

OPEN RECALL: OWNER NATIFIED: MICRO: 8010332
COMMENTS :

19867117381

w#+x THIS CONTACT IS DPENEQ DUE TO APEM RECALL BES48 AKD 96555 rua

w#x LETTER DATED 11/4/96 wau

#ew MILEARE UMAVAILAGLE #v+¥

t+2 MAVIS: PROGRAM *+»

CLUSTOMER SAYS:

- HAD WORK OONME OM THE SAFETY BELTS PRIDR TO THE RECALL MOTICE

- WANTS REIMEURSEMENT FOA THESE REPAIRS

= CUSTOMER FEELS THAT IT SHOULD MOT BE MECESSARY Td PROVIDE THE DRIGINAL
RECEIPT SINCE THE NEALER PERFORMED THE WORK AND SHOULD HAWE THIS INFORMATIOM
[ ]

PER CUSTOMER, DEALER 5AYS:

- CUSTOMER MUET BRING TM ORIGINAL RECEIFPT FOR ANY REIMBLIRSEMENT

L

CUSTOMER SEEKS:

~ REIMBURSEMENT FOR SEAT BELT RECALL WORK

-

CAC ADVEISED:

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REGQUEST MA. JACK COFFARD {5VC MMGR) TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

- SENT PODE CAAD Td CLUSTOMER ADVISING THEM TD CONTACT THE SERVICE MAMAGCER AT
DEALERSHIP ALOMG WITH THE DRIGINAL RECEIPTS FOR POSSIHLE REIMBURSEMENT

- CUSTOMER PHOME NUMHER WAS NOT AVAILABLE '
1098711724

FrkTHIS IS5 THE CLOSING COMMENT

DEALERSHIF 5/D KENMT KUSSMAUL HAS ATTEMPTED TO LDCATE PHOME NUMEER FOR CUSTQOWER
N DEALER FILES AND THROUGH LOCAL PHOME. ANQ RIRECTORY SERVICES. UNARLE TO
LOCATE CUSTCMER FHONE MUMBER. MO PHONE HAS BEEN RECORDED DN THI1S GCONTACT.
DEALER HAS SENT LETTER REQUESTING CUSTOMER TO CONTACT S/D FOR ASSISTANCE.

MO FURTHER HELP CAN BE WADE AT THIS TIME BY DEALERSH1P

OWNER RELATIONS VOP/BENCHMARKIMNG 049/11730 FANCARTG




o3/11498 MASTER OWNER RELAILOWS SvSTEM 1] 14.21.02

LR L L) R e LLE L T L LN e i R L N L AT RN NN L T g
98700 GRP: Xr17 CONCERN CONTALT VEH TYPE: CAR
WASHINGTON 27 2N/ TR CONTACT WER: T1O772E442 OPENED: 1172171686
VIN; _uc_:ucnmnl ENGINE: € CLOSED: 12703/1995
Sl L e I P R R R LTI T I T -lII""Hh...III.Ihhhh..I.IHHHhﬂ"..llh"“lll.ﬂﬂl””““ll
1997/01/10

#v+ LETTER DATED {3/4/96 v+~

#e¢v MILEAGE UNAVAILABLE #%+

¥3 NAVIS. PRDGRAM +-»

CUSTOMER 5AYS:

.

CAC ADVISED:

~LETTER HAS ALREADY EEEM DCCUMENTED
-CONCERM RESOLVED

OWNER RELATIONS YOP/DENCHMARKING 09711798 FAXCARTG




o%fi1/%8 MASTER IWNER ROLATIONS S5:%TFM 11 14, 21.02

L e N I I R E T L EE R N R R e R e

1827JK GHRE: 2313 CONCERN COMTACT WEH TYPE: CAR
LOS ANGELFS | INATR, COMTACT NBR: 1078uH3T OFEMED: 1270471996
VIN: 1Z¥PTINC2 ENGINE: C CLOSED: 12/23/1996

====xSEEAEAREENANTO - —EEEEEEaEARA A FEEEEEEEEEEEEmE s sam====rsoxeemn=-xARENRAREEEEE

LAST MAME : STATUS: CLOSED
TITLE: FIRST WAME: M1: 5

ADDRESS :

CITY. 5TATE: . [ ]
HOME PHONE : AUS. FHONE:

MODEL YEAR: 90 MODEL :

M LEAGE : 1 WED:

DEALER MAME: SANTA MARIA FORD SALES CODE: 171452 P& A: OBATY
CALSAL CODES: 1208 STMPTOMS ; 104 100

aRtEtN: Gn TRANLG. DST/REGM: T4 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: 1271071998
ACH . DODE: ASGIGST CODE: R AWARD AMT: O SURVEY: ¥ (Y QR M}
BUILD DATE: CaLIERATION:

ESP INFO: EAFPIRES:

DREW RECALL : OWNER NDTLFIED: MiCkRD: 7E51211
COMMENTS :

1988/ 12/09

wry LETTER DATED 11-22-98 +-+4

+wnt MAVIS: DRIGIMAL +«w

CUSTOMER SAYS:

- CUSTOMER SAYS THAT ORIVER PASSIVE SEATEELT WAS REPAIRED TWICE {2-26-93 AND
3-29-95) AT DNEALER. REPAIR LASTED 71 1/2 YEARS AND STOPPED FUNCT IONING AGAIM.
I COULD MOT AFFORD THE REPAIR AT THAT TIME.

- [N OCTOBER, 1998 RECALLS A&548 AWND 98555 CAME OUT BUT DEALER SAIRD PARTS
WOULD MNOT BRE IN UNTIL DECEMHER.

.

PER CUSTOMER, DEALER 5SAYS:

- THEY WOULD REIMBURSE TwW REPAIRS FRDM 1993 (%24.50 AND %25.00) IF I SUBMIT
BILLS TC FORD

- 1 PROVIGED COPTES OF BILLS TO DEALERSHIP AND WAS ADVISED TO FORWARD A LETTER
DIRECTLY TO FAORO

»

CUSTOMER SEEKS:

- REIMBURSEMENT OF PRIOR PASSIVE RESTRAINT REFAIRS

L

CAC ADVIESED:

= RE: CURRENT CONCERM

-TNFORMATION HAS BEEN DDCUMENTEDR AMD FORWARDED TD THE DEALER

-REQUEST MR.JERRY JEFFERS [ 3¥C NNGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

-OUTENUND CALL ADVISED CUSTOMER DRIGIMAL RECETPTS WILL BE RETURMED TO HER. SHE
SHOULD CONTACT JERRY JEFFERS FOR REIMAURSEMENT. NO AUTOMATIC LETTER REQUIRED
- PER OUTBOUND CALL TQ JEARY JEFFERS, SERVICE MANAGER. HE [5 TO RESEARCH
REIMBURSEMENT A5 A REQUEST WAS MADE EY HIM

~W1CROED DMLY

OWNER RELATIONS VOP/BENCHMARKING 09/11/38 FAXCARTG




09/11/38 MASTER DWMER RELATIONS Sr5S[EM 11

14.21.02
[ R R R TI A R REEE T RS R AR LN BTN B BRI R ) vae aa ol oa W RE R EEELEE e S
1827JK  GRP: XX13  CONCERN CONTACI WEH TYPE: CAR

LDS ANGELES 71  2ZN/TR: CONTACT NER: 107BEH3T1  DPENED: 13/0%7 1998
VIN: _N:_uqnonurmi ENGINE: C CLOSED: 1272331336

1996/ 12/ 16

FHHTHIS 1% THE CLOSING COMMENT

CUST REFUNDED 42.50 FOR PREVOUS RPR 12/12
CUST REQUIRE FOR RECALL 12735 PER BUELLTON

OWNER RELATIONS VOP/BENCHMARKIMNG 04711798 FAMCARTG




0811788 MASTER DWWER RELATIONS SYSTEM [} 14.21.02

IIIIHHhHﬂlHitullllhﬂuHIHHHHIIIllhllhuuuHHHIIllIuHlnuuuulllllunHHHHHHHHIIIHHHHH
4528,/C GRE: £1] INFORMATIDN COMTACT YEH TYPE: GAR
CIMCINMATI 17 ZNS TR : COMTACT MER: 107THRG1D OPENED: 11/20/193&
VIN: _M%E_:wrmt ENGINE: U CLOSED; 1172071296
S EEE SR EENANEmaEm===== Al - g EREEEREREE - - EEEEEECDOEC=CI-pEEEERa= ===xxw
LAST NAME: STATUS: CLOSED
TITLE; IRST MNAME: [: L

AOORESS:

eIty TATE: te: |
AOME PHIOME : Us. PHOME:

MODEL YEAR: a0 MODEL :

MILEAGE : BDO2A wSh:

DEALER MNAME: WILLIAMS FORD ZALES SALES CODE: 147006 P A A: DiI9A2
CAUSAL CODES: 1206 SYMPTOMS 104100

ORLEIN: oo TRANS . DST/RGN: TRAMS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AMARD AMT O SURVEY: [¥ DR W)
BUILD DATE: CALIBRATION:

ESPF TNFO: EXFTRES:

OPEN RELCALL: OWNER MOTIFIED: W1CRO: 7802241
COMMENTS :

1998/ 11720

tee LETTER DATED 10/ /B/SE wer

wur VEHIDLE INVOLWED IN RECALL 96599 ++=

e VEHICLE INVOLVED TN RECALL DBSAR sww

¢ MAVIS: DRIGINAL +va

CUSTOMER SAYS:

= RECEIVED THE RECALL LETTER FROM FORD FOA THE SEAT BELT RECALLS #8G599 AMD

#aR546

- THE SEATHELTS LOCKED UP AMO WERE TNOPERABLE

- 1/11/98 THE REPAIRS WERE DONE AT WILLAMS FORD IN MONTGOMERY OHID FOR FOR THE
CQET OF %$480. 10

™

PER CUSTDMER, DEALER SAYS:

= KNl COMMENTE

w

CUSTOMER SEEKS:

- TD RECEIVE A REFUND FROW FDRD FOR COST UOF SEATAELT REPAIRS $580.10
-

CAC ADVISED:
- SEND LETTER PCOS TAKE THE DRIGIMAL RECEIPT TD DEALEASHIP FOR REVIEW DN

UWNER RELATIONS VOP/BEMCHMARKING 09711798 FAXCARTG




3 /11498 MASTER OWNER RELAIIONS SiS1FM @1 14.21.02

A kTR S TN AL LSS TCEENEEANE N E S S C Lo s aamEEET S Fda -a

T B L R R .
FadGuH GRI: ar 11 INFORMAL 1DN CUNT AL WEH THPE- Cal
UNKNOWN 99 ZNSTR : CONTACT NBR: 1077951249 OPENED: 117211998

VIN: ;:_.ﬂn.nx_.mi ENGINE: € CLOSED: 11/21/1996
AimemsscagFEREeRE=-==== LIRS L R e el L L LT R g T Y ) e Y T T

LAST MNAME: STATUS: CLOSED
TITLE: TRET MAME: MI: F
ADDRESS :

CITY: TATE: T |
HOME PHOME : 5. PHONE: MA -MA-A NA

MOOE!L YEAR: 40 WINEL : PROBE

MILEAGE : 1 i H

DEALER MAME : SALES CODE: PR A

CAUSAL CODES: 3084 1107 o412 SYMPTOMS : 104100

ORIGIN: &l TRANS. DOST/RGN: TRAMS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CODE: ASSIST cOnE: AWARD AMT: O SURVEY: [¥ DR W)
BulLD DATE: CALIBRATION:

ESP INFO: EXPIRES:

CPEM RECALL: DWMER WOTIFIED: MICRO: 7BO1T7S
COMMENTS :

1BBGEF11/01

sre NAVIS: PROGRAM ++&
+ws MILEAGE UNAVAI|ABLE w#v=
w4k LETTER DATED 10-17-06 w«s
CUSTOKER SAYS:
- 1994 ODAIVER'S SIDE SAFETY BELT BECAME PERMANENTLY STUCK TN THE FORWARD
vnmnm4unz
CONTINUED TO DRIVE WI1TH OMLY LAP BELT
- 1999 PASSENGER SICE MALFUNCTIONED THE SAME WAY
- TOOK YEHICLE FOR SECONMD OF1H1ON
- OBYIOUS DEFECT FORD SHOULD HBE RESPONSLALE FOR REPAIRING
- TRADED IN VEHICLE FOR MNOM FDRD
= TRADE WALUE DBECREASED FOR DAVIOUS FORD DEFECT

PER CUSTOMER, DEALER 54V5:

MIGWAY FORD:

= 1994 QAVE ESTIMATE OF £300

- 1995 ESTIMATED COST $900 OR MORE
LEWIS FODRD:

$35 FOR DIAGNOSIS DF PROBLEN

L]

CUSTAMER SEEKS:

- TO REGISTER A COMFLAINT

~ TO INFORM FORD OF EXTREME DISPLEASURE
L]

CAGC ADVISED:

- FORWARDED F& (NON FORD VEHICLE)

DWMER RELATIONS VOP/EENCHMARKING O0B/11/98 FAACARTG




03/11/94 MASTER OQWNER RELATIONS SYSTEM 11 14.21.02
FEEEEEE WU A s N IR AR EXE I T ===SC =SS =SS =SS L IABEOEANNNAecrca-=-c===========-=:=-EpE®
LREL 1+ GRP; ARIT INFORMATION CONTACT VEH TYFPE: CAR
DENVER BG ZNFTR: A1 COMTACT NER: 1077R27E4L OPEMED: 11f419/199%
WIM: L EMGTIMNE: CLOSED: 11/19/1996
SE=SSS¥SIRAFESEEEFEERER AN AERER AR XN - S-S S Co SIS Fr S A I TTAAENEESRX-T==========-=
LAST HAME: STATUS: CLOSED
TITLE: FIRST MNAME: MI:

ADDRESS :

CITY: STATE: LT |
HOME PHOME : BUS. FHOWE: WNA -MA-A HA

MDDEL YEAR: an MODEL : PROBE

MILEAGE: 1 wah :

DEALER MAME: FREEDOM FORD INC SALES CODE: 15g474 P& A 03156
CAUSAL CODES: C403 EYMPTDMS : 104100 203400

ORIGIN: 6o TRANS. DST/RGN: TRANS. DATE:
SERAVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: G SURVEY: [Y OR N)
BUILD DATE: CALIERATION:

ESF INFOD: EXPIRES:

OFEM RECALL: OuKER WOTIFIED: MICRO:; 7R00318
COMMENTS :

198E/11/ 19

wi% LETTER DATED 10721786 w==~

CUSTOMER SAYS:

- HAS HROUGHT VEARICLE IN FOR HUMEROUS PRIOR CONCERNS

- RECENTLY BROUGHT VEHCILE IN FOR SEAT BELT COMCERAM ANMD & BATTERY CAP

- SEAT BELT wAS REPAIRED PREVIOUSLY WHEM VEHICLE WAS W!THIN THE WARRANTY

PERIDD AND THE CHARGE AT THAT TIME(BILLED TO WARRANTY ) WAS 3300.00
-

PER EUSTOMER, OEALER SAYS:

- $1BS.0D FOR EATTERY REPAIR

- 5500.008 SEAT HELT CONCERN

= THE DAY CUSTOMER PICKED LP YEHICLE FROM DEALER, WENT HOME AMD FOUND A RECALL
LETYER OM THE SEAT BELT

- NOQW CUSTOMER HAS TO MAKE AMOTHER APPOINTMEMT WI1TH DEALER FOR RECALL WHEN
DEALER SHOULD HAVE BEEN AWARE AND TAKEW CARE OF 1T WHILE VEHICLE Wa5 THERE FOR
SERVICE

= ALSO HAD TO walT FOR DEALER TO FIND OUT WHAT CAR WAS PARKEOD BEHIMD HERS 1IN

ORDER FOR CLSTQMER T TAME DELLYERY OF HER WEHICLE AFTER SERVIGCE
]

CUSTDMER SEEKS:
- TO COMPLALIN DF COEALER SERVICE

u
CAC ADVISED:
- SEMT LETTER F1 CEALER , POOR DEALER SERVICE

OWNER RELATIONS VOP/BENCHMARKING O9/11/0H FAXCARTG




og/11/98 MASTER DWwNER RELATIONS SriTEM 1I 13.21.02

EEEEA-—-—-Fs=—T-—cxrxxr=-—-— AN AN ENaRaFF IR IFa -SCSSCSCSSSSC A= mdma EEEd%EEEEEEE EEEaEEEER
458507 GRP: KXD2Z [NFORMAT IDON CONTACT VEHM TYPE: CeR
UNKNOWN a3  ZH/TR: CONTACT KBR: 1078R1336  DPEMED: 1271671996
vIN: 1ZVPT20CEL ENGINE: C CLASED: 12/1G6/1996
FAZEE======x=dRALREEEEEF3 EE R A A T R A F - I AR E T AR R R LR NN LA LA LR NERNRJRSJI}.}]
LAST MAME: STATLS: CLOSED
TITLE: FIRST MNAME: : R

ADDRESS:

CITY: STATE: B: l
HOME FHONE : BUS. PHOME:

MODEL WEAR: oo MACEL :

MILEASE: 1 W50 :

DEALER NAME: SALES CODOE: -

CALUSAL CODES: 1206 SYMPTDMS : 1G4 100

ORIGIM: &0 TRANS. DOST/RGH: TRANS . DATE:
SERVICESSALES: 1 CONTACT CATE:

ACK ., CODE: ASSLST CODE: AWARD AMT: 0 SURVEY: [¥ OF M)
BUILD DATE: CALIBRATION:

5P INFD: EXFIRES:

OPEN RECALL: OWKER MOTIFIED: MICRO: 6992315
COMMENTS :

1888 12/16

+us MAVIS: SUHSEQUENT =ww

«ws¢ LETTER DATED DCT. 29, 1985 =+4=

swe VEHICLE INVOLVED IN RECALL S5S48 & QESES r+»

CUSTOKMER SAYS:

- WANTS TD KNDW IF RECALL WORK IS ELIGIBLE FOR REFUND IF PERFORMED AT AN
INDEPEMDENT FACILITY USING MOTORCRAFT PARTS

L 3

PER CUSTOMER, DEALER SA¥E:

~ WO DEALER INFORMATION GYWEN

-

CLUSTONER SEEKS:

- RECALL REIMBURSEMENT INFORMATION

-

CAC ADVISED:

-~ wWiLL FORWARD PCOS POSTCARD INSTRUCTING THE CUSTOMER TO SUAMET RECEIPTS TO
TRE DEALER FOR REIMAUSEMENY CONSIDERATIDN ### NOTE: IMAGING DOCUMENT
TDENTIFICATION MAMBER (DDCI10): 208959780

OWNER RELATIONS VOP/HEWCHMARKING D®F11/98 FAXCARTG




0s/11/98 MASTER OWNER RELATIONS SvSTEM J1L 1%.21.02

FEIRTAFAEEEE
205806 GRP: XX{4 CONCERN CONTACT VEH TYPE: CAR

CHICAGD a1 IN/TR: CONTACT MER: 107HHATSI OPENED: 127161888
VIM: 1EVPTZ0L2LE ENGINE: C CLOSED: 12723/1996

LAST NAME: TATUS: CLOSEC
TITLE: ET HAME: I: A

ADORESS ;

EITY: AT P: [ ]
AOME PHONE : Bus. v:uzm

MODEL YEAR: !ﬂnmr PROBE

MILEAGE : q 7829 :

DEALER MWAME: FEROCK RIVER FOAD [HMC mhrmm CODE: 141495 P& A&A: 2158
CALSAL CODES: 1206 1106 EYMPTOME: 104100 208300

ORIGIN: an TRANS. QSTFRGM: 41 TRANS. DATE:
SERVICE/SALES: ! CONTACT DATE: 1271671996
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: OWMER WDTIFIED: MICRO; 392241
COMMENTES :

1996712/ 16

*xx THIS CONTACT 15 OPENED DUE TO OPEW RECALLS 36548 AHD S6559 sve

*x3 LETTER DATED 10727f98. ATTN: A.R. KADLK, MAMAGER =&z

wawn MAVIS: SUASEQUENT wwea=

CUSTDMER WRITES:

-¥VEHICLE EXPERIENCED FAILURE OF MOTOR!XED SAFETY HELTS

-19/94: DRIVER'S SIDE SYSTEM BROKE , COST %476.05 TO REPAIR

-MAS EATREMELY UPSET, HAD NO OTHER RECOURSE BUT TR FAY FOR REPAIR

-HAS ALSO0 HAD A LOT COF TRODWBELE WITH AIR COMDITIOMER EYSTEM, PLUT MHEARLY £1000
INTO IT OVER THE PAST I 1/2 YEARS

-~MOST COSTLY REPAIR Was TO THE EvAPDRATOR FOR $£531.46

-

PER CLUSTOMER, DEALER SAYS:

~N0 REFERENCE

L

CUSTOMER SEERS:

-RETMBURSEWENT FOR %478, .06 UMDER SAFETY RESTRAINT RECALL 9B8S4B/86599
-REIMBURSEMENT FOR %521.45 FOR EVAPORATOR REFAIR

L]

CAC ADVISED:

-SENT LETTER FAKE - ACKMOWLEDGEMENT LETTER ADYISING DEALER PERSONME. WOLLD RE
CONTACTING CUSTOMER

RE: RECALLS 95548 AMD 56599

=INFORMATECON HAS EEEN DOCUMENTED AND FORWARODED Ta THE DEALER

-REQUEST MR BRICK VYOLK [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSIMESS OAYS

RE: REIMHUHSEMENT FOR EVAPORATOR REFAIR

“WARRANTY HAS EXPIRED

“FURD WILL MDT PRDVIDE FIMAMCIAL ASSISTANCE TOWARD THE CDST OF THE REPAIR
~OLUTSDUND CALL ATTEMPTED, CALL COULD WOT BE COMPLETED AS D]ALED

~CALLED DIRECTORY ASSISTANGCE, WO LISTIMG

OWNER RELATIONS VOP/EEMCHMARKING 09/11/98 FAKCARTG




oas11/a8

MASTER OWWER RELATIONS S7TSTEM I 4.21.02
"uHHHH""""IIIIIII"HHHII.-I-I.D"H""I--IIIIIHHHHHFHHHu ES - S-S AEENE=-=-=c=c=-=gEEEE=-:-
POSBOG Ghp: xand CONCERN CONiact? YEH TYPE: Cam
CHICAQD 41 ZN/TR: CONTACT NER: 107HE47ud  OPENED: 1271671905
vIN: 12VPT20C2LS EMGINE: C CLOSED: 1272371946
l..'.lllll"lHHII.""II..I'l.l""""...."ll'"""".-..ul**"H""ll.lﬂ""".ﬂ“ﬂ".lll IIIIIIII
1996/ 12718

¥¥#THIS [5 THE CLOSTNG COMMENT

DEALERSHIP SERVICE MANAGER DONALDC MURRAY TRIED TD PHDNE CUSTONMER SEVERAL TIMES
IN A ATTEMFT TO ADDRESS THE SUSTOMER CONCERNS. HDWEVER THE PHOME WUMEER SUPPL

IED [S [NCORRECT. NO OTHER ACTIONS CAM BE ATTEMPTED A1 THI5 TIME. PLEASE CLOSE
THLS CASE.

DWHER RELATIONS VOP/BENCHMARKING 09711798 FAXCARTE




o9/11 /98 MASTER OWNER RILATIONS S%nIEM L) 14.21.02

h"""ﬂ.n..i.!.lllh-.uHHIH.II.IFIHHHHln-.-_llluuuuuh"l_ll--.-hluuuuu.-.ll.lll!llllll!llﬂ.l""“
454HBC CRP; Kad)d INFORMMNTION CONTACT VEH TYFE: CAR

NEW YDEK 13 2NSTR: B CORTACT NER: 107801855 OREMNED: 1271371996
VIN: 1zvetzocics N ENGINE: ¢ CLOSED: 12/13/1996
A-EFEENFEEcC-=F*ay EFC === AEEE - - CCEFNFEdEE NSO ENEE N mcC - mAmSShRmaEr—xmm
LAST NAME: TATUS: CLOSED
TITLE: FIRST HAME: I: A

ADDRESS !

cITY: STATE : e [
HOME PHINE : BLUS . PHDNE -

MODEL YEAR: a0 MODEL :

MILEAGE: 1 WSO

OFALER WAME: JACK TREEDLR FORD SALES CODE: 113450 P e oA 0371
CALUSAL CODES: 1208 2106 SYMPTONS : 104 100

DRIGIN: 6o TRANS, DST/RGM: TRANS . DATE;
SERVICE/SALES: 1 CONTACT DATE:

ACK, CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR N]
BUILD DATE: CALIBRATION-

ESF INFD: EXP[RES:

NPEN RECALL: . DWMER MOTIFLED: MICRO: 992177
COMMENTS @

1958/14/13

«++ LETTER DATED 10/26/96, AODRESSED TO A.R. KADLK -

v NAVIS: ORIGIMAL r4

*4+ MILEAGE UNAVAILABLE wux

CUSTOMER SAYS:

= SHE JUST GOT THE NOTIFICATION FOR RECALL A8548/96509 FOR HER VEHICLE
= THE RECALL LETTER S5AYS 10/us

= TH1% PROBLEM OCCURRER ON THE WEHICLE AND SHE HAD 1T REPAIRED BY AN
IMDEPENDENT FACILITY ON 3715796

- THE RECEIPT IS ENCLOSED, COSAT IS §561.R0

= SHE CALLED THE DEALERSHIP BUT THEY HAD MO IDEA HOW TO ASSIST HER

-
FER CUSTOMER, DEALER SAYS:
- HD INFORMATION PROYIDED

Ll
CUSTOMER SEEKS:
- REIMBURSEMENT FOR REPAIRS

.
Cal ADVISED:

- OUTEDUND CALL TO CUSTOMER TO OBTAIN MDRE INFORMATION
- MO OME AVAILABLE

- AMILED NRIGIMAL RECEIPT EBACK TO CUSTAMER

— SENT LETTER PCO1, CONTACT CAC

*+NEXT CHSR PLEASE VERIFY INFORWMATION AMD INFOAM CUSTOMER OF THE RELMBURSEMENT
PROCESS RELATED TO THE DEALERSHIP

OWHER RELATIDNS YOP/RENCHMARKING D09} 11/98 FAXCARTG




ooy /96 MASTER OWMER RELATIONS S¢GTEM |1 12,21.02

IIIIIIIIIIII I A I N E AN S IS ANAE NN AN EANEEEFLETHREAELL AL rES - lll JECCCOACSIXX=SSI 2SS SaA==S

sz=za===

TTEITR GRF : XRU4 INFORMAT ION CONTACT VEH TYPE: CAR
TWIN CITIES &8 ZNfTR: €1 GONTAGT NBR: 1Q7RIGEI2  OPENED: 11/27/1998
VIN: 1zvrT200 AL NN EWNGINE: © CLOSED: 11/27/1996
mEmssssssmshdsd EEEEEEE . IS - I IEEXI S LA ASS EF S ESE S S S SN NN LN S EEEEEEEEEEN
LAST MAME: TATUS: CLOSED
T1TLE: F1R5T HMAME: L:

ADDRESS:

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

MODEL YEAR: 90 MODEL : PROBE

MILEAGE : 1 W50

DEALER NAME: TENVOOROEROTOR &0  SALES CODE: 158584 PE A COATE
CAUSAL CODES: 1208 SYMPTOMS: 104180

ORIBIN: &0 TRANS. DST/ACN: TRAMNS,. DATE:
SERVICE/SALES: 14 CONTACT DATE:

ACK. CODE: AS51ST CODE: AWARD AMT : O SURVEY: (Y OR N)
EUILD DATE: CALIRRATION:

ESF INFO: EAPIRES:

DREN RECALL: DOWMER NOTIF1ED: MICRO: GAG2AAS
COMMENTS :

1296411727

+ns MILEAGE UMAVAILABLE ##++

s+ LETTER DATED 10721798 =ws

vy NAVIS. ORIGLHNAL «m»

CUSTOMER WHITES:

=SEAT EELT COWNCERN DATES HACK AS FAR AS & MONTHS AFTER PURCHASLIHG THE CAR
-HE HAO & NEW SEAT BELT SYSTEM INSTALLED TO RESOLVWE THE COMCERMW PRIOR TO
RECEAVING THE RECALL WOTILE AT A COST OF %450 AT AN INOEPENDEWT SHOP
=THE SEAT BELT MECHAMWLISM WAS THE AREA REFPAIRED

=4YMPTOWS WERE HWOT ADDRESSED

=HAD THE RECALL FERFORMED

L)

PER CUSTOMER, DEALER SAYS:

-DID WOT ADORESS

[ ]

CUSTOMER SEEKS:

-REIMBURSENMENT FOR REPALR CDST TD THE SEAT BELT PRIOR TD RECEIVING THE NDTICE
+

CAC ADVISED:

= WEHICLE 15 ELIGIELE FOR RECALLS 94548 AND 98353

= CUSTOMER TO CONTACT THE DEALERSHIPS SERVICE DEPARTMEMT, TO ASSIST
CUSTOMER 1N REIMOURSEMENT ASSISTANCE

- SENT POSTCARD PCDS-TAKE URTIGINAL RECEIPTS TO DEALER FOR REVIEW

DWNER RELATIONS VOP/BENCHMARKING 909/11/98 FAXCARTAQ




a3/ 11,98 MASTER DWMER RELATIONS Sr3TEM II 14.21.02

IIIIIIIIIIIIIIIIIIIIIIII IS TIEOCTXISSCSOCSSICECOCEEEEEEEEEEEEETEEEER SRR

BE1ZDR  GRP: XXOC INFORMATIDN CONTACT WEH TYPE: CAR

SDR 1o 2ZN/TR: CONTACT NBR: 107741071 OPENED: 11/07/1056
VIN: ..Ncm.._.u_:wr* ENGINE: U CLOSED: 11/07/199&
FEEFEEIESEEEEEEEENNENFEEER EELEEEE IS SEEEEEEEEEEEEEEEEEEAARd ki =—x=========

LAST MAME: TATUS: CLOSED
TITLE: FIRST HAME: I: E
ADDRESS :

CITY: ETATE: CTR |
HUME PHONE : BUS. PHONE:

MODEL YEAR: ag MODEL : PRORE

RILEAGE : 1 wED:

DEALER MAME: uUIM PEACHMDTORS INC SALES CODE: 124563 PEA: 01124
CALUSAL CDDES: 3003 SYNPTOMS ; 104100

DRIGIN: an TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: | CONTACT DaTE:

ACK. CODE: ASSIST CODE: AWARD ANT: 0 SURVEY: {¥ OR N)
BUILD D&TE: CALTARATION:

ESP IMFO: EXPIRES:

OPEN RECALL: OWNER NDTIFIED: WICRO: 6542567
COMMENTS :

1986/ 11/07

#vs POSSIBLE 12712 SERVICE PART COVERAGE *++
¢vw LETTER DATED 1G/31795 =wse

see WAVIS: SURSEQUENT +e=

sww MILEAGE UMAYAILABLE =+++

CLUSTOMER SAYS:

=2/98 SEAT BELT HUNG UP ANO REFATIR COST $2656.76

-10/85 SEAT BELT HUMG UP AGAIN AMD REPAIR COST 5222.13

-DEALER USED A USED MOTDR 2/85

=SHOULD NOT HAVE TD PAY FDR THE SECDND REPAIR

-IF DEALER WOULD HAVE USED A MEW WOTOR THE FIRST TIME, THERE WOWLD NOT HAVE
BEEN A SECOND REPAIR

L]

FER CUSTOMER, DEALER SAYS:
-HLUNG UP ON THE RAIL, CANNGT ORDER JUST A RAIL WITHOUT A& MOTOR

=NOW MEEDC TD ORDER A NEW MIOTOR AT CLSTOMER'S EXFPENSE
W

CLUSTOMER SEEKS:
~FINANMC 1AL ASSISTAMCE

CAC ADWISED:

~LEFT A WESSAGE FOR CUSTOMER TO CONTACT ASSISTANCE CENTER
-SENT PCO1 POSTEARD

»+*NEAT C5R PLEASE FROBE TD FIND [F FART WAS COVERED UNDER 12/12 WARRANTY.
THAKNK YOU#+

1996/ 11/08

THIS CONTACT HAS REEN UPEBRADEN. THE NEM CONTACT [5 107741BRZ

OWMER RELATIONS wOP/BEMCHMARKING 09/11/08 FAKCARTG




o9/ 11 /98 MASTER DWNER RELATIONS S/STEM 11 14,21.42

B S S S S S S S S S S rEdF I N AN SN NN N R AN T T =SS TS FEAEEINNRuT . s s=====cIaNEENLE GEc===
A588CC GRPE: x503 CONCERN CONTACT VEH TYPE: CAR

SOR 10 ZNFTR: m_ CONTACT NBR: 10774 I1BKD OPEMED: 1170071996
VIN: 1ZMPTF21UALE ENGINE: L CLDSED: 12/02/ 1996
S S CSCTIEANANINANE RN R R WMEEET S - S AEE Al dREE AR LR E XIS == ==CIFEENEEEENEEECcTI-=-==
LAST MAME: TATUS: CANCELLED
TITLE: FIRST HAME: 1: E

ADDRESS:

CITY: STATE: r: R
HOME PHONE : BUS% . PHOME:

MODEL YEAR: a0 MODEL :

MILEAGE : 1 wED:

OEALER MAME: JIM PEACHWOTORS IWC SALES CODE: 124583 PR A Q1124
CAUSAL CODES: 3002 SYMPTOMNS : 104100

ORIGIN: = 1] TRANS. DST/RENM: TRANS. DATE:
SERVICE/SALES: 1 CANTACT DATE:

ACK. CODE: ASSIAT CODE: AWARD AMT: Q SURVEY: ¥ (Y OR N]
BUILD DATE: CALIERATEION:

EEZP INFO: EAPIRES:

OFEN RECALL: OwkKER MOTIFIED: MICRO: £9432567
COMMEMTS :

19396 /11 /07

423 POSSIPLE 12/12 SERVICE PART COVERAQE ~+»

4% LETTER DATED 10731796 +ue

4un NAVIS: SUBSECQUENT ==

rev MILEAGE UNAVAILABLE =+~

CUSTOMER SAYS:

-2/98 SEAT BELT HUNG UP AND REPAIR COST $266.75

-10/92 SEAT BELT HUNG UP AGAIN AMD REPATA COST $222.13

=DEALER USED A USED MOTOR 2/25

-SHODULD WOT HAYE TO PAY FOR THE SECOMD REPAIR

=IF DEALER WOULD HAVE USED A MEW MOTOR THE FIRST TIME, THERE WOULD MWOT HivE
BEEEM A SECOMD REPAIR

.

PER CUSTOMER, DEALER SAYS:

=~HUNG UP ON THE RAIL, CAMNDT ORDER JUST & RAIL WITHOUT A MOTOR
-NOW WEED TO ORDER A HEW MODTDR AT CUSTODMER'S EXPENMSE

.

CUSTOMER SEEKS:

~FIMANCIAL ASSISTAMNCE

.

CAC ADVISED:

=LEFT A MESSAGE FOR CUSTOMER TO CONTACT ASSISTANGE CENTER
=3ENT PCQO1 POSTCARD

»=hHEKT CSR PLEASE PROBRE TO FIMD IF PART WAS COVERED UKDER 12/42 WARRANTY,
THANK YO~ ~

1996/11/08

THIS CONTACT IS5 AN UPGRADE OF CONTACT MNUMBER 107741071

OWNER RELATICONS VOP/BEWCHMARKIWG £B/11/98 FASCARTG




09 11794 MAGTER OWHEH HEIATIONT SYSILM 11 14,71.02

FIAFENEBLAELIRALLERLEERAR A AN A NI S S ss s s ==S AlewhidddemExxrc =T === ========
25980C GRP; AxD3 CONCERN COMTACT VEH TTPE: CAR

ShR 1Q INATR: CONTACT NAR: 10774718872 OPENED: 11/08/19896
VIH: __mcv._u.:wrmt ENGINE: U CLOSED: 12/02/1996
Ehd bl I NN EE NN AT XSS S S OCSS=S=SCS SC R AN AN N AEEEEEERLRA RN RET S =======

IIIIIIIIII IFIEEEEEEEER

19967117508

+wn WEHICLE IMYDLWED IN RECALL 94ES4, SES4B & DGS9 ses
ke MAVIS: PRDGRAM 1+

CUSTOMER SAYS:

- 2/GB SEAT BELT REPAIR

- 10/95 MDST REGCEMT SEAT BELT REPATR

- HAS DRIGINAL RECEIPTS FDR SEAT BELT REFPAIRG
»

PER CUSTOMER, DEALER SAYS:

- NDOY CONTACTED

L |

CUSTDMER SEEKS:

= REIMBURSEMENT FOR SEAT HELT REPAIRS

- TD HAVE SEAT BELT REPAIRS COMFLETED

- TO QAET CATALYST RECALL COMPLETED

.

CAC ADVISED:

RE REIMALIRSEMEMNT AND RECALLS:

= INFORMATION HAS HEEN DOCUMEWTED AMD FORWARDED TC THE DEALER

= REQUEST MH. HILL RDSE (CUST REL MMNGR) TO CONTACT THE CUSTOMER WITHIW 2
BUSIMESS Davs

ev CLATMS HOTLIME FOR RECALLS 1% THOD)I2G6-5821
N8/ 12/02

THIS CONTACT HAS BEEM CANCELLED

DUPLICATE OF CONTACT 107762333

OWNER RELATIONS VOP/BENCHNARKING OS5741/708 FAXCARTG




oaf 11798 MASTER DWHMER RELATIONG S¢0TIW I 14,21.0D2

t-...-h..lII..Ihu.Il'l.lI‘Ffrullﬁl.hhllII-—.lII.r..F.-lIPIIl1-I -_— mm:. mZ=Zz o=k MN-doxALALR
S178LS GRF: 09 [HFORMATLON £OMTACT VEH T1YPE: CAR

MEW YORK 13 ZN/TR: CONTACT NBR: 109644988  UPEMED: 0471471898
WIN: 12¥PTIOCELS ENGIKE: C CLODSED: O4/F 1471648
I.II.IIIIIIIllll""""""ll.llll‘".l.lllIlUHHHHHﬂH"H"HullIIIHIIIIIIIIII.I.NIH“HHHHHHH
LAST HAME: STATUS: CLAOSED
TITLE: FIRST MAME: Ml:

ADDAEES:

CITY: TATE: zie: R
HOMIE PHOME . us. PHONE:

MDDEL YEAR: a0 MOOEL : PROEE

MILEAGE : 205000 WSO

DEALER NAME: STEVENS FORD INC SALES CODE: 113212 P B A: O0O3B74
CAUSAL CODES: 0QuD4 SYNPTOMS - 104 100

DRIGIN: 4] TRANS. OST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT RATE:

ACK, CDDE: ASSIST {DOE: AWARD AMT: 0 SURNEY: (Y OR N]
HUlLD DATE: CALIBRATTON:

ESP INFDO: EAPIRES:

OPFEM RECALL: ONMNER MOTIFIED: MICED:

COMMENTS :

1988/047 14

CUSTOMER SAYS:

- CUUSTOMER CALLING REGARIMG SEAT EELT RECALL

= SHE HAD A APPOINTMENT FOR THE MORMING

- SHE DIO wOT &GET THE VEHICLE BACK UNTIL SPM

= SHE IS ANGRY IT TOOK S0 LONG

- SEATEELTS ARE FIMED NOW AND IT WILL TAKE & WEEK TO GET HER PAPERWIRK
IN THE WATL

- CUSTOMER WEILL WOT USE DEALERSHIP AGAIN

cuUsTOMER ALSO FEELS THIS IS THE BEST WEWICLE EVER BUTLT By FORD SHE HAS
IHnI MILEAGE SAME ENGINE

1mn CUSTOMER, DEALER S5ANS:

- THEY WILL MAIL HER FAPER WORK

&+

CUSTOMER SEEKS:

= COMPLAINY

L]

CAC ADWISED:

- DEALERSHIPS ARE [NDEFEMOENTLY OWNED AND OPERATED

= EAMTACT CUST. REL. MGR./SERV. MGH> FOR FURTHER EAPLANATION.

OWNEP RELATIDNS VOP/BEWCHMARRING 09511702 FAACARTG




oca/11/9n MASTER DWNER RELATIDONS SYSTEM [IL 14.21.02

J954CH GRP: 19 COMCERN CONTALT ¥EH TYPE: CaR

NEW YORK 13 ZN/TR:  HY CONTACT KERR: 10062R0O09 OPENED: 0403719490
WIN: a,___uqﬁcmrm]- ENGINE : L CLOSED: 04/13/1998
=SS ooSr=Sr=Sarxxxnhcokd kami EREEER kA EREREEN I ERE Kk EE DA ST TO=S=SX==SSTS=======
LAST MNAME: TATUS: CLDSED
TITLE: FIRST MAME: 1: O

ADDRESE:

CITY: STATE: 1F:

HOME PHOME : BUS. PHOME:.

MODEL YEAR: 90 MODEL : PROBE

MILEARNE: TOO0G WD

DEALER MAME: DITSCHMAM/FLEMINGTO SALES CODE: 113280 PR A: 20640
CAUSAL CODES: 1203 SYMATOMS : 1041030

ORIGIN: GO TRANGS. DSTSRGN: 13 TRANS . OATE:
SERVICE/SALES: 1 CONTACT DATE: Q4/03/198B
ACK. CDODE: ASSIST CODE: W AWARD AMT : D SURYEY: ¥ [Y DR NI
BULLD DATE: CALIERATION:

ESP INFO: EXPIRES:

DPEN RECALL: OWNER MNOTIF1ED: MICRDO;

COMMENTS :

1988,/04 /D3

#ee VEHICLE TNVWDLVED IM RECALL 98S54BE  wee

waw MAVIS: SUBSEQUENT «=«¥

CUSTOMER SAYS:

= AUTOMATIC SEAT BELTI ARE NOT WOAKING

= WHAT IS THE WARRANTY ON SEAT BELTS

-

FPER CLUSTOMER, DEALER SAYE:

- MWD CONTACT

.

CUSTOMER SEEKS.

= RECALL PERFORMED

+

CAC ADVISED:

HE: DFEN RECALL

- INVOLVED IH 86548

-THNFORMATION HAS BEENW DAOCUMEWTEOD AMD FORWARDEND TO THE DEALER

~REQUEST MR. DARIN WATTERS {(CUSY REL MMGR/ S5WC MMNGR) TO CDNTAET THE CUSTDMER
WITHIN 2 BUSINESS DAYS

- SAFETY RESTRAINT HAS A SYR/SO0OC

1998/04/06

#HHTHIS IS THE GCLOSIKG COMMENT

CUSTOMER HAS BEEN CONTACTED AY SVC ADV CHRIS APGAR wWHO CONFIRMED IWVOLYEMENT 1
N RECALL. NECESSARY PARTS HAVE BEEN ORDERED AND CUSTOMER WILL BRING YEH IN OMC
E PARTSE ARRIVE

DWNER RELATIONS VOP/FEENCHMARKIMG 09711798 FAXCARTSG




0asi11/8a MASTER OWMER RELATIONS S%5T(m 11 14,21.02

Akl xra FLAREEREIES-SF S EF A A EEEEE - C-SC- S-S OC- - S-S S S-S CSSd3ESSESESSl -ESEEESESESEEESEE=E=ESSEs==SEEC-CT
1799LL GRE: 01 THFORMATLION CONTACT VEH T¥FE: CAR
DALLAS a2 NZW...EF CONTACT HER: 109483240 DPEMED. O2/19/1998
VIN: 12VPT20E3L EMGINE: C CLOSED: DI/1%/1998
LE R R R FRRERRERTEFLL L L R RN LLE R LR e R R e e L L
LAST NAME: TATUS: CLDSED
TITLE: FIRST HAME: I:

ADDRESS :

CITY: STATE: tr: [JECs
HOME AHONE : BUS. PHONE:

MODEL YEAR: a5 MODEL : PROBE

MELEAGE : 130000 W50

DEALER MAME: DOCENGES BROTHERS FO SALES CODE: 152304 P& A 07088
CAUSAL CDDES: 1104 3002 SYMPTOMS: 104 100

ORIGIN: 0 TRAHS. DST/QCM: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: ASSIST CODE: AWARD AMT: Q SURYEY: (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

DPEH RECALL: ORNER KOTIFIED: MICRO:

COMMENTS :

1998/02/19

k6 NAVIS: SUBSEQUENT w#as

CLSTOMER SAYS:

-MOTOREZED SEAT BELT WAS RECALLED

-1 HAD THE SEAT HELTS REPLACED [N THE YEHICLE
=THE SEAT BELT HAS STOPPED WORKING AGALN

| ]

PER CUSTOMER, DEALER SAYS:

-REFERRED CLISTOMER TO CAC

-NO FIMAMWCIAL ASSISTAHCE SINCE THE WARRAWNTY HAS EXFIRED
-

CLUSTOMER SEEKA:
“FINAMCLAL ASS]STANCE
-FORD ACDRESS

L)

CAC ADVISER:

RE: FINANCIAL AS5ISTANCE
- WARRANYY HAS EXPIRED

- FORD WILL HWOT PROVIDE FENANCIAL ASSISTANCE TOD THE CDST OF THE REPAIR
RE: FDRD ADDRESE

~PROVIDED FORD ADDRESS

OWNER RELATIONS YOP/EEMCHMARKING 0%/11/98 FAKCARTG




0a/11/98 MASTER OwWKWER RLCLATIONS SySTCM 11 14 _21.02

Toad40.) GRF: ER02 INFARMATION CONTACT YEH T¥PE:. CAR
ATLANTA 21 ZN/TR: COMTACT NHR: 1094894567  OPEMED: 02/30/ 1988
VIN: ..u:uEEx_.F ENGINE : U CLOSED: DZ/20/1398
Ty a0 L L L R - R MR NN EN B RENEELELRERIRERF®TESRRERE]RJLERJSI LRIt
LAST MAME: STATUS: CLOSED
TLYLE: FLERST WAME: M1:

ADDRESS :

CITh: STATE: ZIP: [

HIOME PHOME: BuUS. PHOME: MA -~MA-A NA

MODEL YEAR: 90 MODE L : PROBE

MILEAGE : 3 WSD:

DEALER MAME: HUR FDRD SALES CODE: 121003 P& A: OOa82
CAUSAL CODES: 3002 SYMPTOMS: 104100

BRIEIN: 6o TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASEIST CODE: @  AWARD AMT: @ SURVEY: (¥ DR N)
BUILD DATE: CAL [BRATION:

ESP INFO: EXPIRES:

OPEN RECALL: GWNER NDTIFLED: MICRO:

COMMENTS :

1998/02/20

wed NAYVIS: ORIGIMAL #=w»#
CLSTOMER SAYS:
- BHE WAS HaVIMG PRDBLEMS WITH THE DRIVER S1DE SEATBELT

= IT MOULD GET STUCK [N THE LOCK POSITION AND PRESS ASAINST YOUR EODY REAL
TIGHT

= THERE WAS A RECALL DM THE SEATBELTS
- DEALERSHIP REPLACED THE PASSENDER STDE SEATHELT BUT NOT THE DRIVER S1DE
- NOW THE DRIVER SIDE SEATHELT IS5 STUCK IN THE LDCK POS1TION

FER CUSTOMER, DEALER 5AYS:
- NO CONTACT

CUSTOMER SEEKS:

- IF BOTH SEATBELTS WERE SUPPOSED TD BE REPLACED
[

CaC aDVISED:
- DUR RECDRDS 1MPICATE THAT HOTH RECALLS WERE COMFLETED

OWMER RELATIOWS VOP/EENCHMARKING 03/11/98 FAXCARTQ




oof11/98 MASTER OWNER HELATIONS S7STIM 1) 14.21.D2

FEAEBANS EEFARERFF A 4 AN FS (EEEEES JF LAELEgAESR: JERESER LY LERS - vy T U FFTEAS INEEES EE T EERENR

194aPF cRP: 19 [NFORMAT 10N CONTACT VEH TYPE: CAR
LINKNOWN a8  ZN/TR: CONTACT MBR: 104493409 OPENED: Q2/33/15@g
VIN: 1zvrr 200 L ENGLNE: ¢ CLOSED: 02/23/1808
e e e A A s e M e EA R A ECCIIEi:iNEenmesSemam—.————
LAST NAME:

TATUS: CLOSED

TITLE: NAME : 1:

AODRESS :

CITY: STATE: LT |
HOME PHOME : BUS. PHONE:

MODEL YEAR: MOGEL : FRDAE

MILEAGE : 1 QO wsD:

DEALER MAME : EALES COOE: P& a;

CAUSAL CODES: 1200 SYMPTOMS : 109 100

DREGIN: =11} TRANS, DST/RGM: TRANS. DATE:
SERVLICE/SALES: 1 CONTACT DATE:

ACK . CODE: ASS ST CODE: AWARD AMT: O SURVEY: LY DR N)
BUILD DATE: CALIBRATION:

EsP INFO: EAPIRES:

OREN RECALL: DWMER NOTIFIED: MICRO:
COMMENTS :

1998/02/33

3% HAWIG: SUBSEQLENT *+y

CUSTOMER SAYS:

= I HAD A RECALL ON THE SEAT BELTS

= I WAS TOLD BY THE OEALERSHIP THAT THE DRIVERSIDE WAS THE DMLY CONE
THAT WAS DAMASED AND HMEEQ TO BEE REPATREDR LNDER THE RECALL

= THE PASSEMGER SEAT BRELT WAS MOT HAVING THAT CONCERM AT THAT TIME
*

FER CUSTOMER. DEALER SATS:

- AT THE TIME OF THE RECALL, THE PASSENGER SIDE WAS WOT AFFECTED
- YOU wOULD BE RESPOMSIBLE TO PAY FOR 1T

E
CLISTOMER SEEKS:
- TO HAVE THE DRIVERS SIOE REPAIRED

"
CALC ADVISED:

- THE RECALL LETTER STATED THAT THE VEHICLE WAS TO BE THWSPECT AMND
REPALRED IF HECESSARY

= THE DEALERSHIF FOLLODWED FORDS GUIDE LINES ACCORDING TO THE RECALL
LETTER

OWNER RELATIDNS VOP/RENCHMARKING Q4711792 FAXCARTG




OB/ 1198 MASTER DWMER RELATIONS SYSTEM 11 21,02

AN EEEEEEE s eI NN AR S S S S S REININENE S AR E R NN X =SS S S EEEEREENCC S-S pEEFRENE
Q266PH GRP: 10 INFORMAT 1OM CONTACT VEH TYPE: CAR

LOS ANGELES T1 NZH.—:F CONTACT MAR: 109615961 OPENED: O3f30/1993
YIN: 12VPT23LTL ENGIHE: L CLOSED: 037303/ 1998
S S S S ESHEI NI I T EERE AN N AR - - -SSR NN INEEEE AN RN R A== gEEEERRENEC-=-c-=--===
LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: I:

ADDRESS :

CiTy: STATE: IP: Iumu_
HOME PHOME : BUS. PHOME:

MODEL YEAR: 2d MODEL : PROBE

MILEAGE : 68000 WD

DEALER NAME: FRIENOLY FORD SALES COCE: 171170 P& A D3534
CAUSAL CODES: {104 2BR1 1215 SYMPTOMS : 104100

DRIGIM: ag TRAMS. DST/ROMN. TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACH. CDDE: ASSIST CODE: AWARD AMT : 0 SURVEY: Y QR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXFIRES:

CPFEN RECALL; : UWNMER WOTIF1ED: MICRO :

COMMENTS :

1998/03 /30

wkk MAVIS: ORIAINAL rrw

CUSTOMER SAYS:

- THE SEAT BELT RECALL WAS FERFORMED 1% MONTHS AGOD
= 3f92 NOW THE SEAT BELTS DD NDT FUMCTIDN AGAIN

-
PER CUSTOMER, DEALER SAYS:

- THE WARRANTY HAS EXPIRED 12 MONTHE - DAVE (TDLD CUSTOMER TO YERIFY THIS
WITH THE CAC)

*

CUSTOMER SEEKS:

- TG HAVE THE SEATBELTS REPA[LRED

=
CAC ADVISED:

- WARRANTY 12/12 HaS EXPIRED
~ FORD WILL NOT PROVIDE FIMWANC!AL ASSISTAMNCE TO THE CDST OF THE REPAIR

OWMER RELATIONS VOP/BENCHMARKING D9711798 FAMLCARTQ




0a/11/98 MASTER OWHER RELATIONS Sr4TiM I 14, 21.02

BRI ERRERLEERRERII]E S+ P L R R R R I N L P T T T 1]
17335K GRP: 15 COMCERN COMTALT WEH TYPE: CaR
MEMPHI S 23 ZNFTR: B3 COWNTACT MER: 109695737 OPEMED: Q3723159948
VIM: _u:uqunnnrmi ENGINE: ¢ CLOSED; 0&/01/1998
=Ex=xxxxgpap AEEEN [ ] HE XN L - S S S S S S CSC I RN RN N A IR X = === ZEEN
LAST NAME: TATUS; CANCELLED

TITLE: FIRST NAME: I-

ADDRESS :

£1TY; STATE: i N
HOME PHOME : BUS. PHONE:

MODEL YEAR: a0 MODEL :

MILEARE: 110000 WSD:

OEALER MAME: EBUD SHELLFORD [NE  SALES CODE: 123220 P& A OBOSE
CALUSAL CODES: 2013 1220 SYMPTOME: 104 100

DRIGIN: GO TRANS. DST/RGN: 213 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASS15T COOE: AWARD AMT: Q SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIBRATION:

ESP IWFO: EXPIPES:

OPEW RECALL: OWMER WOTIFIED: MICRO:
COMMENTS :

199803733

wav POSSIALE 12712 SERVICE PART COVERAGE +v++ REFAIR DATE: 4/97 MILEAGE:
100292 (FOR THE DRIVERS SI0OE)
wee MAVIS: PRDGRAM ww2
CUSTOMER SAYS:
- CALLIMNG BACK RE; SEAT DELTS SEE CONTACT 10348I800
- DEALERSHIP WEVER FIXEND IT AND I MENTIDHED TH!S TO THE DEALER
- WNDW BOTH SIDES DOM'T WORK,. HOW CAN THE RECALL BE SATISFIED IF I AM
HAVINGE THE CONCERN MOV
- WwHENM I TOOK IT TH I JUST ASSUMED THE DEALER REFATRED BOTH SIDES
- WHEM yOU CLIP YHE AELT TD THE TOP IT WILL STICK, CUSTOMER THIKKS DEALER
WASM’T ABLE TG SEE THIS
- 1 TOLD THE DEALER AT THE TIME OF RECALL THAT PASSENGER SIOE WAS DEFECTIVE,

BUT ¥YET THE DEALER FOUND IT WhS “DKAY", NOW MY RECALL [5 EXPIRED??
.

PER CUSTOMER, DEALER SAYS:

- LOOKED AY DRIVERS SI1DES BELY SYSTEM, AND COULON'T FIND ANYTHIMG WRONG
= RE: PASSENGER SINE, FORD SAID THE RECALL WAS SATISFIER, MD ASSISTANCE

L]

CUSTOMER SEEKS:

- BOTH SEAT BELT SIDES REFAIRED

= WILL CTALL THE NHTSA

*OPENIMI COMCERN RE: DRIVERS SIDE 12/17

CAC ADYISED:

- INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TQ THE DEALER

- REQUEST MR JIMMY DVERALL (SWC MNGR) TO CONTACT THE CUSTOMER WlTHIN 2
BUSINESS DAYS

AE: PASSENGER SIODE

- RECALL HAS BEEMN SATISFIED AND WE SUPPORT THE DIAGNOSIS OF THE DEALERSHTPR

OWKER RELATIDNS VOP/EENCHMARKING Q9711798 FAXCARTG




Q9711798 MASTER OWNER RELATIONS SySTEM 7] 14. 214

||||| EELRNEERCELI=-OOTCN S F F EEEEEE NS ESgmEENEL-= ESSAFAIcban=_ - gEANM=====

17235 GRP: 15 CONCERNM CONTACT VEH TYPE: CAR
MEMPHIS 23 ZN/TR CONTACT WBR: 1QaLybLyas OPENED: 0373253/ 1998
vIN: _m:vqmnﬁxri ENGINE: C CLOSED: O4/01/71928
HHHHHHnHHH.IIIuuHHHIIFIFHIIIIHHHHI.IIFI.II.IIIIIIIIIIIHHHMHH EEcx=-=—=sZRadEmm-_=—=—==
1R/ 03 /30

#e+ POSEIBLE 12712 COVERAGE 44+

+4x MAY]IS. PROGRAM v+«

CUSTOMER SAYS:

-ALREADY TALKED TD WASHINGTON SAFETY GROUF ABDUT TSSUE
“NEITHER SEAT EELT WORKIMNG

-OWE SHOULD EE COVERED BY 12/12 BUT RECALL OM OTFER OME WAS LISTED AS COMPLETE
EVEN THOLUGH KO WORK WAS CARRIED OUT ON IT .
wr

PER CUSTOMER, DEALER SAYS:

~N0 FURTHER CONTACT

.

CULTOMER SEEKS:

=5EAT BELT CONCERNS RESOLVED MITH FINANCTAL ASSISTAMCE

[ ]

CAG ADVISED:

+REGARDIMG 12712 PARTS WARRANTY:

-1NFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

“REQUEST JIWNY OVERALL [(SVWC MGR) CONTACT THE CUSTOMER WITHIN 2 BUSIMNESS DAYS
«REGARDING RECALL INVOLVEMENT :

~NORKMANSHIP ISSUES MUST BE ADDRESSED AT DEALER

~CONTACT SERY MGR FOR ASSISTANCE

168B /04 /01

CONTACT CAMCELLED EY SYSTEM AND OPEMED IN MORSIII

1098 /05704

SPOKE WITH J1MMY DVERALL, SERVICE MGR. HE ADVISED ME THAT HE HAS TRIED TO CONT
ACT THE CUSTOMER SEVERAL TIMES REGARDING THE SECOND CONTACT. MR OVERALL WS
UNSUCCESSFUL AND THE CUSTOMER HAS NOT MADE ANY FUBTHER CONTACT WITH DEALER.
{E. BLACKWELL}

OWNER RELATIOMS vOPfEGENCHMARKING D971 1798 FANCARTG




a9/s 114948

MBSTER OWMCR RELATIDNWS SYSTEM 11 14,21.02
Illll.l.ll..t‘ll.l.Hhh.lllllh.l..l.l.""""hh"ﬂlll.bllllﬂﬂ.."hll.._II.._." -=m RL Jd ===z=====zu:==ldabn
07TEP GRP: 02 INFORMALION CUNIAET wEIL IYPL: TAR
CINCIMNATL 4T ZN/TR: (2 CONTACT MER: 1095873391  OPFEMED: Q372371998
YIN: 1 ZVPT 2 1usL ENGIMNE: U CLOSED: £3/33/) 1998
II.I...III.I.IIIDH"""HIIl.-HH“HHHHHHI"I......-H.HHUHHHH“HIIII-I.II.IHHHHHHIHH"I
LAST WAME: STATUS: CLOSED
TITLE: FIRST MNAME : 1:

ADDRESS :

CITY: STATE: IR I
HOME FHONE : BUS. PHONE:

MODEL YEAR: a0 MODEL

MILEAGE: 55K WSO :

DEALER NAME: HBILL WCCOY FORD-L/H 3ALES CODE: 147638 P& A: DaES1
CAUSAL CODES: 1104 13002 SYMPTOMS : 104100

ORIGIN: =] TRANS, DSTSRGN: TRANS. DATE:
SERVICE/SALES: 4 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD ANT: O SURVEY: (¥ OR M)
BUILD DATE: CALIBRATLION:

ESP INFO: EXPIRES:

QOPEM RECALL: OWKER MOTIFIED: MICRO:
COMMENTS :

1992 /03723

ven MAVIS: ORIGINAL v~

CUSTOMER SAYS:

- THE SEATHELTY% WERE REPAIRED 2-13-97
= 1T WAS ALSO REPAIRED LINDER WARAANTY
]

PER CLUSTOMER, DEALER SAYS:

- IT 15 QUTSIDE OF RECALL

-

EUSTOMER SEEKS:

= F1HAWCIAL ASSISTANCE

UNDER RECALL 98548
IM 1845

L}
CAC ADVISED:
= WARRANTY HAS EXPIRED

- FORD WELL MOT PROVIDE FIMAMCIAL ASSISTAMCE TQ THE COST

OWNER RELATIONS VwOP/EENCHMARMING O9/11/98 FAXCARTG

DF THE REPALR




aa/i1i/08 MASTER DMNER RELATIONS SrSTEM TI 14, 21,02

TETNANN IRl -l - - S SE ST S CEENE AN R N o s ANEENr A N N r === pEEEREEREE—l————-=-— [ 2 1]
8363aTG GRP: 09 INFORAMATION CONTALT VEH T¥PE. CAR
UMHKNOWN 99 IN/TR: CONTACT MBR: 109592583 DPENED: 03/23/71508
VIN: 1zver2ocoL SN ENGINE: € CLOSED: 03/23/1998
e e it ettt Bl 111 T R e R PR EL R R EEEET T T T L L] Lrr ey
LAST HMAME : STATUG: CLOSED
TITLE: FIRST NAME: [:

ADDRESS:

CITY: STATE: 2e: JR
HOME PHONE: BLS. PHOME :

WMODEL YEAR: 0 WODEL : ROB

MILEAGE : 100000 ws0:

DEALER HAME: SALES COOE: P& A:

CAUSAL CODES: 1110 SYMPTOMS & 104 100

ORIGIN: =] TRANS. DST/RGN; TRANS . DATE:
SERVICESSALES: 1 CONTALT DATE;

ACK. CODE; ASSTST cCODE: 4WARD AMT: O SURVEY: {Y DR M
EUILD DATE: CALTERATION:

ESF INFO: EXPIRES:

OPEM RECALL: DWHER MOTIFIED: MICRD:

COMMENTS :

1998/03723

CUSTOMER SAYS:

-THERE WAS A RECALL 0N MY YEHICLE IN 1986 I HAD THE SAME REPALIR PERFORMED TM
1BES

-THE BEALERSHIP GAVE ME 4 REFUME FOR THE REPAIR FROM 1445

-HRIEGER FORD PLUT A DEFECTEVE PART PUT BACK INTOD VEHICLE IN 1395

-NO OME BOTHERED TO TELL ME THIS WHEW THEY GAVE ME THE REFUND

-HOW SEATBELTS ARE S1TTING !M THE GENTER OF THE TRACK

="NICOLE WALOHN [(AEGIOMAL REPRESEMTATIVE] WAS WASTY WITH ME

=1 HAVE CONTACT THE DEPARTMENT OF MOTOR VEHICLERS AWO THET ARE SENDING THIS
OVER TO THEIR RECALL DEPARTMEWT

~NICOLE WAUGHN HAD MAT HUNG UP LINE AND I OVERHEARD HER LAUGHING AND SA&YING

HiW SHE WAT HAFPY TO Sa¥ SHE COULD NOT HELP ME
*

FER n:mqnlmn_ DEALER SAYS:
¢ AECAUSE YOU RECEIVED A REFUND FORD WILL NOT DO PROVICE

ASSISTANCE TOWARD THE $OST OF THIS REPAIR
.

CUSTOMER SEEMS:
-TD KMDW THE NEXT SYEP

-
CAL ADVISED:

- NO FURTHER FINANCIAL ASSISTANCE WILL BE OFFERED

- CAC SUPPORTS THE DECISION

= THIS REPRESENTS FORD MOTDR COMPANY'S FINAL DECLSTION 1N TH1S MATTER

OWNER RELATIONS VDP/BEMWCHMARKINE 0571170 FAKCARTG




o9/ 11/98 MASTER OwMER RELATIONS S¥STrM 11 1d,21.02

!uhhHH-LIquu"lllﬂnuuul.lllnhﬂnn."ll-...uuu.ll_iluuul.lhn...-u sup-=—TsCEamEE=-=-S=ST==—mmnS549%
To?IPP GRP: B2 tHFORMAT ION LOMTACT VEH TYPE: CAE

NEW YORK 13 ZNFTR: E1 CONTACT MBR: 109GETIME OPENED: 0371971993
VIN: rzvrraoce S ENGINE: € CLOSED: 03/19/1998
“--p-””“--."“".. ER===m -"dﬂ"""-.."""l'HIIlll"l."ll.l.l.l.l.l_.'"““""."-...""l“"
LAST MAME: TATUS: CLOSED
TITLE: F1RST NAME: 1:

ADDRESS -

CITY: STATE: p: l
HOME FHONE . BUS ., FHDOME :

MODEL YERR: MOOEL : PRIRE

MILEAGE: 38500 wsD:

DEALER NAME: MOMAHAN FORD CARP. SALES CODDE: 1 1302R F & A: O3564
CAUSAL CODES: 1104 3002 SYMPTOMS: 104 120

DRIGIM: GO TRANS. DST/RGN!: TRANS. DATE.
SERVIGE/SALES: 1 COMTACT DATE:

ACK. COOE: ASSI[5T CODE: AWARD AMT: 0 SURVEY: (¥ 0OR N)
BUILD DATE: CALIBRATICH:

ESh INWFO: EXPIRES .

DPEW RECALL: OWMER NOTIFIED: M1CRD:

COMMENTS :

1558 /0%/ 18

wes MAVIS: SUBSEQUENT »»»

CUSTOMER SAYS: .

- THE SEATRELT RECALL WAS REPAIRED AT THE DEALER AT 2S5BBG MILES TN 1995
- THE SEATHELT HAS NOW FAILED

]

PER CUSTOMER, DEALER SAYS:DERECK

- CONTACT THE CAC

"

CUSTOMER SEEKS:

- COYERED REPAIR

= FIMANCIAL ASSISTANCE

L]

CaC ADVISED:

~ WARAANTY HAS EAPLRED

- FORD WILL NOT PROVIDE FINAMCIAL ASSISTANCE TD THE £OST OF THE REPAIR

OWMER RELATIONS VOP/EENCHMARKING 09/11/98 FAXCARTG




&9 11 /98 MASTER OWHER RELATIOMS Se4TEM 1 14.21.02

S S S r A r - VP JFUI NN NN RN RN NN R Y S I I 2 S . SIS -Fadadd i ENETEETIT==S==========r
G555.IM GRP. 1% CONCERN COMTACT ¥EH TYPE: CAR
DENVER 56  ZW/TR: CONTACT NBR: 109561445  OPENED: D3712/1998
vIN: 1ZVPT20CHLS ENGINE: C CLOSED: 03720/ 1928
CTE==CrIfCIRAEENAEEEEN EEEIEEC X I - CCCOXEANFIEENdARdimmmmmEII =SSz ogm
LAST MANE: TATUS: CLOSED
TITLE: FI1RST MAME: I:

ADORESS:

CITY: STATE; IP: I._mﬂ.w
HOME PHOME : BUS. FHIME:

MOOEL, YEAR: 1r] MOODEL : FPREBE

M1LEAGE : 123000 WD

DEALER NAME: MCKIE FORD IMC SALES CODE: 156427 P& A: 03108
CAUSAL CODES: 3002 1215 SYMPTONSG: 102100 104298

ORIGIN: aa TRANS. DET/REN: 56 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: O3f13/1508
ACK. CODE: ASSISY CODE: ¥ AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESPF INFQ: EXPIRES:

OPEM RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1998 /03712

+4+« POSSIALE 1312 SERVICE PART COVERAGE +4+- REPAIR DATE: 2/959 MILEAGE:
122700

wwn MAWIS: SUBSEQUENT wws»

CUSTDMER SAYS:

-THE ¥EHICLE WAS FIXED UNDER RECALL ABDUT OME MONTH AGOD BY THE PREVIOUS OWMNER
=THE DRIVER SEAT BELT WILL MOT GO FORWARD ALL OF THE TIME
=THE SEAT BELT LIGHT STAYS ON

=THE SEAT HELT WILL KEEP RETRACTIKG

*

PER CUSTOMER, DEALER SAYS:

=THE VEHICLE HAS ALREANY FIXED

-DID NAT LOOK AT YTHE YEMICLE BECALSE OF RECALL

¥

CUSTOMER SEEKS:

~REFALR DF VEHICLE

~WOULD LIKE COPY OF RECALL 9&854E, 98599

-

Cal ADVISED:

RE:ADDITIDNAL REPAIRS

-ANY REPAIRS NDT PART OF THE RECALL COR PREVIOUSLY REPLACED FOR THE RECALL
REPAIR WDULO WOT BE COVERED

~THE CUSTOMER WOULD BRE RESPFONSIBLE FOR ANY REPAIRS

RE :S5ERVICE PARTS WARRANTY

~INFORMATION HAS BEEM DOCUMENTED AND FORWARDED TQ THE DEALER

-REQUIEST MR KEV1H HABERSTROH/ Svl MMGR! TO COMYACT THE CUSTOMER WITHIN 2
HUSENESRS DAYS

RE:RECALL
~WiLL HAVE BENERIC RECALL LETTER SENT Td YOU

DWNER RELATIONS VOP/FBEWCHMARMIMG 09711798 FAXCARTA




oof11/98 MASTER OWMER RICATIDNS S50 d 11 L2100

i et LR L R LR ] i I . e [P SENIERIECOr ===mmmns
B595.IM GRP: 15 COMCERMN COMNTACT YEH TYPE: CAR
DEMVER L ZN/TR: CONTACT MAR: 1W08LGI14G OPENED: Q3s12/1938
WIN: __.H__.__ﬁ_ﬂucn_m_.m_l EMNGINE: C CLOSED: 0372071998
NMEEEEA MR RIS S S CEEEEEEEE=TF L REERS T 11 1T EFT T o IXErX - S ENEN==-=-=-S-ZpaAENER
1938/03/13

#¥ATHIS 1% THE CLOSING COMMENT
CARL PILL SERVICE ADVISOR HAS TALKED TO CUSTOMER anD SCHEDULED APPOINTMEMT TD

SEE 1F VEHICLE OAARLIFIES UNDER RECALL. WILL DETERME [NG IF FART CAUSIMNG COMCER
M 15 UNMDER RECALL QR IF IT 15 CUSTOMER RESPONSABILITY.

UWNER RELATIONS VOP/EENCHMARKING 09/1179R  FAXCaRTE




09/11/98 WASTER DWMER RELATIONS 5YSTEM f] i1.21.02

Aa-===xxr=cHENINOEE===
BRE1I[W GRP: 01 CONCERN CONTACT VEH TYPE: CAR
DENYER 56 ZN/TR: CONTACT MBR: 109549968  OPEMED: D3/09/1998
VIN: VZVPTROCELS ENGINE: CLOSED: D3/18f1928
ETrmsssFAEEsEE s s eeeeEAREEENE==222 amSEEE=-sogexc==didscsEEAN-CIc===—-hhd A ENE==FEAE==S
LAST MAME : STATUS: CLOSED
TITLE: I.

ADDRESS

i 2
HOME PHONE :

MNODEL YEML: O PROBE

MILEAGE : B 1000 wiD:

DEALER WAME: BOB TURNER'S FORD C SALES CODE: 156300 P B A 20331
CAUSAL GCODES: 12103 SYMPTOMS : 104100

ORIGIM: 4] TRANS. DST/RGN: 36 TRAMS . DATE:
SERVICE/JALES: 1 CONTACT DATE: 03/11/19098
ACK. CDDE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OF N)
BUILD DATE: CALIERATION:

ESP INFQ: EXPIRES:

BPEM RECALL: . OWHER NOTIFIED: MICRO:

COMMENTS:

1998/03/09

wt+ HAVIS: SUBSEQUENT ++»

CUSTOMER SAYS:

- JUST WMOVED TO AREA

RECELVED RECALL NOTICE 96548 AND 95599 FOR SEATRELT REPAIR ABOUT A YEAR AGO.
DOESM'T DRIVE THE VEHICLE THAT OFTEN.

NOT ORIVER AND PASSENGER SEATBELT NEEDS TO BE REPAIRED.

PER CUSTOMER, BEALER SAYS:

- Wil EOMTACT

-

CUSTOMER SEEKS:

= DEALERSHIP LOCATEIDN

- WEHLCLE REFAIRED

™

CAC ADVISED:

- RE: CURRENT CDNCERN- INFDRMATION HAS BEEW DOCLMENTED AMD FORWARDED To THE
DEALER

-REQUEST MR./M5. {CUST REL MNGR/ SWC NHGR) TO LONTACT THE CUSTOMER WITHIN 2
BUSINESS DaAYS

- RE: DEALERSHIP- PROVIDED NAME AMD PHONE NUMBER OF WEAREST FDRD DEALERSHIP.
19OES03/ 1

NESTHIS I5 THE CLOSTHG COMMENT

CUSTOMER CONTAGCTED BY SERVICE DEPARTMENT AMD HAS APPT SCHEDULED FOR a3fia
WE BELIEVE THAT WE RAVE PARTS IN STOCK Td COMPLETE RECALL

NWNER RELATIONS VOF/BENCHMARKING 9%/11/98 FAXCARTG




02711793 MASTER ODWNER RELATIONS S+5TFk |1 14.21.02

IIIIIIIIII CEO S S COE N AN NSNS S SN EEE Y Ea Ak AN EEEEERE LRI NS _ 3. S-S TS CSEENELEEENS ARhAprEES

B0B 10R GRP. 1% COMCERM COMNTACT VEH TYPE: CAR
KANSAS CITY 63 ENSTR: COMTACT NBR: 104N18L14G OPEMED: 0370971998
YIM: 1IVPT21U4LE ENGINE:; U CLOSED: Q32071998
SO SRS SRS S S S SN F S IT CENE NN N NN NN NS NN NN R s s X T == =So =SS CSCaNCENEENEEREREER
LAST NAME; STATUS:. CLOSED
TITLE: FIRST HAME: I:

ADDRESS ;

CITY: STATE: ZIP: Ir.__wmh
HOME PHONE: BUS. PHOME:

MOOEL YEAR: [ MODEL: PRDEE

MILEAGE : 109008 Wwsh:

REALER MWAME: DAVE SINCLAIR FORD SALES CODE: LG3080 P& A QA188
CAUSAL CODES: 1631 12RA SYMPTOMS: 104 150

ORIGIN: &G0 TRANS. DATSRGN: A2 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DaATE: 0370371958
ACK. CDDE: AGS[ST COOE: DO AUWARD ANT: 0 SURVEY: Y (¥ OR M)
BUILD DATE: CALIERATION:

ESP 1NWFD: EXFPIRES:

OPEWN RECALL: IWMER MOTIFIED: M1CRO:

COMMEMT 5 :

1998/D3/09

#xx UNIGUE CIRCUMSTAMCES PER JERYAWT w=e»

¥ NAVIS: ORIGINAL w++

CUSTOMER SAYS:

~B0OX FROM THE DEALERSHIP

-1 HAD MY DRIVER'S SIDE SEAT BELT RERPAIRED LAST YEAR AT DAVE SINCLAIR FORD
=1 AM NOW HAVING A PROELEM WITH THE PASSENGER SIDE DF WY SEATHELT, WHENVER I
CLOSE THE DOOR THE SEALTHELT HES1TATES BEFORE WORKS AWD THE CABLE 1% COMING
APART

-THE DEALERSHIF NEVER REPAIRED THE PASSEMGER SIDE. THEY ONMLY REPAIRED THE
DRIVER'S SIDE

"

PER CUSTOMER, DEALER SAYS;

=CALL CAC

"

CUSTOMER SEENS:

=YEHICELE REPAIRED UNODER RECALL
“

CAL ADBVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALERSHMIF WITH A COPY
T THE REGIOMAL OFFICE.

-AEQUEST MR. TERRY ROBERTSONICUST. REL MNGR/ SVWC MNGR) CONTACT THE CUSTOMER
WITHIM 2 BUSEMESS DAYS

OwWNER RELATIONS VOP/RENCHMARKING 08711790 FAMCARTG




0511 /98 MASTER OWNER RELATIOMS SvSTEM [ 14.21.02

||||||||||||||||||||| SESAFSLEENJ AN I ENRA AN d I 2SS =S=========F=-zaEFEEEEN
808 1DR GRIP: 15 CONMCERN CONTALT YEH TYFE: CAR
MANSAS CITY L] ZNfTR: D32 CONTACT MNBR: 1WASJHG1E DPEHED: Q3/0%/1938
viN: :%E::EI ENGINE: U CLDSED: O3/20/1996
LERLRT IR LD ERARERRRERLLRSR) m e S S CCSSCErIrAlILSEN AN ERA R AN MXTIEEST=S===========
1998 /03 fO2

vér NAWIS: ORIGINAL =+#

CUSTOMER SAYES:

- DEALER CALLING. .

= MY NAME 1S TERRY. LSERVICE MANAGER

- I HAVE CONCERMS ABOUT THE COMNTACT

- I CALLED THE &DOw FOR RECALLS

- THEY INFORMED ME THAT THE VYEHICLE WAS ALREAOY INSPECTED

- THIS IS5 RECALL 955949

mnhmqmn THE PART WAS JTHSPECTED IT WAS FOMND TO BE F1WE AND WOW THE PART HAS
Z b:

= THE BRD¥F 3ATS IT WILL MOT BE COYERED NOW
]

FER CUSTOMER, DEALER S5AYS:

- DEALER CALLTMG

F

CUSTOMER SEEKS:

- 00 [ CLOSE THE CONTACT

L ]

CAC ADYISED:

- PER TEAM LEADER:GO AHEAD AN CLOSE THE CONTACT

- THE SEATEELT WILL WOT BE COVERED

1988 /03713

AN¥MTHIS IS THE CLOSING COMMENMT

CUSTOMER STOPPED BY DEALER , TERARY ROBERTSOM VERIFIED CUuSTOMER COMCERM,

GALLED RECALL HOTLINE. RECALL 98588 ALREADY INSPECTED AMD PASSED ON PREVOUS
YISIT. RECALL HOTLINE INSTRUCTIDNS WERE THAT MO REPAIRS COULD BE MACE UMDER
WARRANTY OR PROGRAMS. REVIEWED CONCERN WITH FORD MOTOR C0. COSM.

DEALER AGAIN [NSTRELCTEQD THAT MO FINAWC]IAL ASS]ITANCE wOULD HE PROVIDED FOR THIS
REFAIR AND RECALL PROGRAM IS5 CLOSER ON THIS CONCERN

FHFTHIS IS5 THE CLOSING COMMENT

RIGHT SEAT BELT FAILS @ MONTHS LATER, YERIFIED BY REALER.

OEALER CALLED RECALL HOTLIMNE, HOTLINE DENIED ANY FURTHER REPAIRS ., RECALL COMFL
ETED ALREADY, REVIEWED CLSTOMER CONCERN WITH CSM. ADVISEC NO FINANCIAL
ASSITANCE wILL BE PROVIDED FROM FORD MOTDR CO

CWMER RELATIONS VOF/BEMCHMARKING 09711798 FAXCARTG




o9/ 11794 MASTER OWMER RELATIONS Srotlm T 14, 21.02
EEmEmY AN I LEEE S s EEaEmmSddEEAEEEE - ====xrx==-==-NENERFTS E=zz ===z ==REREEERARNEE===Z=CSC
93BATG GrRPF: 09 COMNCERM CONTACT VER TYPE: CAR
SEATTLE T4 ZNSTR: COMTACT MEBR: 109546673 DPENED: 03/08/1949R
VIN: ;__.._n__.u...__nn_.ml ENGINE: C CLOSED: 0372071338
lllll_l.llllll.ll-llllllllll"H.HHNHHHHHHIIIIIlllll""ll"ﬂ"""H""I.IIII...IIHHIIIHHHHH”
LAST MAME: STATUS: CLAOSED
TITLE: FIRST MNAME: MmI:

ADDRESS:

CLTY: STATE: Z1P: I
HOME FHONE : BUS. PHOME:

MODEL YEAR: -1+ NODEL : ]

M1 LEAGE : 123000 wED:

DEALER WAME: ARCHIE COCHRAME WOT SALES CODE: 174035 P B A QBR413
CAUSAL CODES: 201D 1204 121% ZYMPTONS: 104 10D

QRIGIN: GO TRANS. DST/RGH: 14 TRANS . DATE:
CERVICE/SALES: 1 CONTACT DATE: 037117199k
ACK. ECODE: ASSIST LODFE: O AWARD ANMT: 0 SURVEY: MW (Y DR H}
BUILD DATE: CALIERATION:

E5P TINFO: EXPIRES:

OPEN RECALL: OWHER MOTIFIED: MICRO:

COMMENTS:

1988 /03/03

«ss POSSIELE 12712 SERVICE PART COVERAGE ++# REPAIR DATE: 9/18/07 MILEAGE:
115300

avy HAVIS: PROGRAM #+%

CUSTOMER SAYS:

~THE OEALERSHIF FIXKED ThE PASSENGER SIDE

~THE DRIVERSIDE SEAT HELT DOES MOT WORK

-THE PASSENGER SIDE SEATRELT DOES NOT GO ALL THE WAY AACK S0OME TIMES, OR IT
WILL TIGHTEN 50 TIGHT IT WILL HLRT YOuR EHEST

-TwlD WEEKS AGO 1 GOT A CARD IM THE MAIL THAT STATED THAT THE PARTS  WERE IN
TO COMPLETE THE RECALL

-1 MADE THE ADPDINTMEWT AND TODK THE YEHICLE !N AND WAS TOLOD THAT THE RECORDE
INGLCATED THAT BOTH RECALLS WERE COMPLETED

=THE AECALL DM THE DRIVERSIDE SEATHELT WAS NMEYER PERFDRMED

-THE DEALERSHIP BROME THE NOLOING ON THE PASSENGER SIDE OF THE VYEHICLE, BUT
HAVE MNOT FIXED IT YET

-

PER CUSTOMER, DEALER SAYS:

-0EQR LAGDY: WHEW YOUR PARTS COME 1MW WE WILL REPALR THE DRIVERSIDE SEATBELT
-WE HAVE REPAIREOD THE SEAT BELTS ON BAaTH SIDES OF THE WEHCILE

-PER LARRY: WE MADE & MISTAKE AMO GAVE YOUR PARTS TO SDMEOME ELXE

-PER LARRY: WE DID BRAKE THE WOLOING OW THE PASSEWGER SIDE OF THE VWEHICLE AWD
WILL REPAIR IT WHENW THE PARTS COME IN FOR YOLR SEATEELTS

.

CLUSTOMER SEEKS:

=RECALL PERFORMED

L]

CaC ADVISED:

~-INFORWATION HAS BEEM DOCUMENTED AND FORWARDED TO THE OEALER

-REDUEST MR. DENNIS CDOXK [Sve WMHSR) TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS-

OWNER RELATIONS VOP/REMCHMARKING O4/11/88 FAXCARTG




03711798 MASTER OWMER RELATIONS SvySTEM [ 14.21.02
IIII..IIII.—H.'-IIIII"""""....""""’....Il""""...."H”””n-..""""“.ﬂl.-'"""""l.."""
9353TG GRP: OF CONCERN CONTACT YEH TYPE: CAR
SEATTLE T4 ZN/TR: Al CONTACT MBR: 109546673 OFENED: 02/08/ 1994
VIN: 1zvpr2ococs N ENGINE: C CLOSED: 03/20/ 1998
""""llll.'..ll....l.l."'.'ll..ll"""".....II'“H"--."""".....""""‘..."-””u“..-l"""...
199403/ 11

#44THIS 15 THE CLOAING COMMEMT

AFTER CONVERSATION WITH CHRIS GIDDENS AT FDRD WE RETERMIMED THAT THERE WOULD
BE ND WARRANTY IN THE WAY DF A SERVICE CART WARRANTY DUE TO THE FACT THAT IT
EXCEEDS 12000 MILES. MRS. DOOM IS CONCERMED OVER A TRIM PAMEL WrlCH SHE 5AYS

WAS ERDKE TH DUR SHOP. LARRY STOWELL WILL BE CONTACTING HER TDDAY TO HAVE HER

RETUAN THE UNIT TO OEALERSHIP FOR US TO INSPECT THE TRIM PANEL 1IN OQUESTION.
1888/03/13

wot NAVES: PROGAAM +++ )
CUSTOMER SAYS:

- cus BACK
- ._.:ME__,E SOMEONE FROM THE DEALER WOULD CALL ME

PER CUSTOMER, DEALER SAVS:
= KO COMTACT

CUSTOMER 5EEKS:
- TO HEAR FROM THE DEALER

.
CAC ADVISED:

|_21D=Imwncmquimn41h4mImﬂthhrrAImmmmiunm MANAGER DIRECT, IF SHE HAS
NOT HEARD FROM HIM

OWNER RELATIONS VOF/BEMCHMARKING D9711/98 FAXCARTG




0911798

MASTER OWNER RELAIEONS SvSIvM [ 14, 21.02
ST TAAENE R IR CEE NN NG mmESS=SaiFENKLiaTcC=====pEBki==zz== =Bl - EARAIE====>TERN==
172197 GRP: 04 CONCERN CONTACT WEH T¥PE; CAR
SDR 10 ZNFTR & CONTACT NBR; 109511741 OPENED: OG0B/ 1598
VIN: E__._v._u____._mrl EMGINE: Lk CLOSED: d3/14/199R
ErE S rFr TN IS - - - - EESEwWSgEmEEEXCI IIIIHHHHHIIIIIuuHHHHIIIHHHHIIIIIIHHHHUHIIIII
LAST MANE: TATUS: CLOSED
TITLE: IRST NAME : I:
ADDRESS ;
CITY: TATE; IP: I
HOME PHONE: . PHOME:
MODEL YEAR: a0 MOLEL : FROBE
MILEAGE ; 112000 wah:
DEALER NAME: LAIRD WAOTORS INC SALES CDDE: 15234885 F& A O7U3
CAUSAL CODES: {1203 SYMPTONS : 104 100
DRIGIMN: G0 TRAWNS. DST/RGN: 53 TRANS. DATE;

SERVICE/SALES: 1 CONTACT DATE: D3/12/1998

ACK . CODE: ASSIST CODE: F AWAPD AMT: Q SURVEY: ¥ (¥ OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: . DWNER NOTIFIED: M1CRO;

CONMMENTS :

1920 /03 /08

#+* THIS CONTACT IS5 OPENED OUE TO OPEN AECALL 97535 AND GESLH ++e
=++ NAVIS: SUBSEOUENT viw

CUSTOMER SAYS:

=I TDOK TC ANDERSOM 2/98 FOR SEATHELT MOTOR MAS STUCK
=1 RECIEVED A LETTER FDR THE RECALLS

-THE PARTS WERE MDT AVAILAHLE LNTIL 1/97

-PER ANOERSON FORD THE PARTS THAT WERE REPLACED WERE MOT THE PARTS FODR THE
-I GALLED LAIRD FORD, FOR A SECOND OPINICN

-I NEVER TOOK MY VEHICLE TNTO THIS DEALERSHIF EOR THE QECALL

L ]

PER CUSTOMER, DEALER SAYS:

“PER SWC MNGR, IN DASIS IT SHOWS THAT THE RECALL WAS DDNE AT LAIRD FORD

[

CUSTOMER SEEKS:

-RECALL PERFDRMED

L]

CAC ADVISED:

RE RECALL A§509 AMD 96548

“INFORMATION HAS HEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. OWEN OATHAN [SVC UMNGR)Y TO CONTART THE CUSTDMER wlTHIN 2
BUSINESS DATS

RE hBRC TO NEALER

—SPOKE TD DWEW DATMAN, SVC MNGR

“WILL CALL CUSTOMER AFTER LROOKIMG UP FILE Te VERIFY RECALL PERFORMANCE

IN OME POS1TION

CWNER RELATIONS VOP/HENCHMARKING 09711/98 FAZCARTG




09511 /948 MASTER DWNER RILATIONS SYSTEM 11 14.31.02

AN L NS ANEE R XCCESCOIMEEENAUdsAEEEANESSSSSS-icAedWdiANNN=S=SSc=c=cFESAREIEREE

1218TW  GRP: 04 CONCERN COMTACT WEM TYPE: CAR

S0OR 10 ZNSTR: CONTACT MER: 1025317451 OPEMED: 0370671998
VIN: ;.E:u_.._m_.mi ENGINE: U CLDSED: D3/19/1998
.......'.".-.'"""""""""lllllllII-I.".I.I.IIHIHHHIII..I.I."..IIIIII.H"""""""“"'
1998/03/10

CUSTOMER SAYS:

ON 3/13/95 1 HAD MY DRIVERS SIDE SEATEELT WORKED DN, 3 MOMTHS LATER I
RECEIVED THE RECALL NDTILES.

=+ I RECEIVED REIMBURGEMENT FDR THE RECALL (DRIVERS SIOE FROM LAIROD P & A
O7113) BY SUBMITTING MY RECELIPT TO THEM. THEY MEVER LOOKED AT THE VEHICLE.
== CUSTOMER STATES ANDERSON FORR OIR THE REPAIR 10796

== RECALL LETYTER STATED THE PARTS WOULD MOT BRE AVAILABLE UNTIL AFTER DECEMHER
18, 1986, 50 HOW COULD AMDERSOMN HAVE PERFORMED THE RECALL REPAIR AMD WERE THE
PARTS PUT IN THE WEHICLE DEFECTIVE.

-- CUSTOMER ITATES THAT THE DRIWERS SiDE BELT IS5 CURRENTLY NDT DPERATING.
*

PER CUSTOMER, DEALER S5ATS:

== LAIRD WiLL NOT REVERSE THE COMFLETION CODOE.
]

CUSTOMER SEEKS:
== VYEHICLE REPAIRED UNDER RECALL
-
CAL ADVISED:
-- CSR WERIFIED THAT RECALL FOR DRIVERS SIDE SEATBELT 15 SHOWN COMBLETE
== FORD WILL OWLY PAY FOR REFPAIR OWCE, AND SINCE CUSTOMER WAS REIMEURSED FOR
SEATHELT REPAIR HE IS MO LONGER ELIGIALE FOR ASSISTAMCE
AE WHAT PARTS WERE PUT IM WYEHICLE
== CUSTOMER WAS ADVISER TO CONTACT THE DEALERSHIF THAT DID THE REPAIR.
1998703712
F¥ATHIS IS THE CLOSING COMMENT
C3M, JUDY MORGAN {JMORGAMT].

CLOSING STNCE CUSTOMER WAS ADVISED, FER PREVIDUS COMWENTS. TO RETURN TO DEALER
THAT FIRSY DID THE REPALRS.

OwNER RELATIONS VOPSHENCHMARKING O9/117%B FAXCARTG




oas11/4ah MASTER OWHLR RILATIONS SeG1(M DL 14.21.07

PR NN N RN TR Ty e i N R AR I R R E R R R N R Y RN B O IR R - e m == EAEE L pF S-S
TOAAY¥L GRF: Q% LMIEORMAT ION COMNTALT vEM TYPE: CAR

SOR 10 ZNFTR; D2 CONTACT MBR: 1(95Jd709B  DPEMED: Q3703719498
VIN: L ENGINME : CLOSED: 93/05/71998
—S=sSkxc==-—=-4dHR ===c=c=c=-Ecc-EENNENANEENERISRSSEE === cRIExaENENFEESSFOSE=S====S
LAST MAME ; 5TATUS: LLOSED
TITLE: FIRST NAME: i:

sDORESS

CITY: STATE: zi: R
HOME FHOME : BUS. PHONE:

MOOEL YEAR: a0 MOGEL .

M1LEAGE: 1 wsn:

DEALER WAME: EAST CARDLINA LINGCO SALES CODE: 326582 P B A: 12201
CAlJSAL CODES: 1220 SYMPTOMS 104 100

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

ACK. CODE: ASSIEST CODOE: AWARD AMT: O SURWEY: (¥ OR WY
BUILD DATE: CALTBRATION :

ESP TNFD: EXPIRES:

OPEN RELCALL: OWNER MOTIFIERD: MICRO:

COMMENTS:

1998,/04/05

wr+ MNAVIS: SLUBSEQUENT wwe
CUSTOMER SAY¥S:
- FATHER CALLING FOR DALKHTER

- MY DAUGHTER WAS IM THE SEAT BELT BRECALL AND THEY ONLY REPLACED THE DRIVER'S
SIDE BELT

- WOW THE PASSENGER SIDE BELT IS BaD AND THEY WON'T FIX IT

~ THE BELT MAKES A NOISE

- WHY WOM'T THEY FIX BOTH SIDES?

*

PER CUSTDMER. DEALER SAYS:

- WF ALREADY DID THE RECALL WORK
.

CLUSTOMER SEEK::
- TO HAVE PASSEMNGER SIDE BELT FIXED UNDER RECALL

L

CAC ADVISED:

- DEALER 15 IN THE BEST PFQSIT!ON TO PROVIGE TECHWICAL ASSISTAMCE.
- FORD SUPPDRTS THE OEC1StOM OF THE DEALERSHIF

-~ RECALL WORK CAM DMLY RE PERFORMED OMCE

- ONLY THE DRIVER SYDE BELT WAS EFFECTED

OWNER RELATIONS WOF/BENCHMARKING D9/11/9& FaAXCARTA




ag/i1/a8 MASTER DWMWER RELATIONS SYSTEM 11 14.21.62

NN A EEEEEEEFA= S-S S ANALIES ST S IALLJ Y EEeTmaEgpEEEEEEEESCSSSOSEmEm

G407CE GRP: o1 INFORNATION CONTACT YEH TYPE: CAR

PHILADELPHLA 18 ZN/TR: CDMTAST WBR: 109%13072 OPENEDR: Q272671998
VIN: .m____EEE_.mi ENGINE: U CLOSED: 02/26/1338
EAENEER=—======= EnEiAA LS EEEAEEEEE DO =-=—ruaEmextiRAR S EEEEEy S

LAST MWAME:

TATUS: CLOSED

TITLE: FIRST HAME: I:

ADMNRESS :

CITY: 3 Ir: I
HOME PHOME : ALS . PHOME :

MODEL YEAR: g0 MDDEL : FROBE

MILEAGE: 125000 wab

DEALER NAME: CARL BEASLEY FORD I SALES CORE: 116513 P L A: DOD81
CALSAL CODES: 1220 1104  3D01 SYMPTOMS 104100

ORIAIN: GO TRANS. DST/RGN: TRAMNG, DATE:
SERVICE/SALES: 1 COMTACT DATE:

ACK. CDRE: AS5IST CODE: AMARD AMT: O SURVEY: (¥ OR N]
BUILD DATE: CALIBRATION:

ESF INFD: EAPIRES:

OPEM RECALL: OWMER MNOTIFIED: MICRO:
COMMENTS:

1298702725

wevr NAVIS: ORIGIMNAL +1+
CUSTOMER 5A¥S:
-ON 3=-11=-97 AT ABDUT 100,000 MILES HAD THE SEAT BEELT RECALLS CDMPLETED

=AT THAT TIME DMLY THE DRIVER SIDE WAS WORKED ON AMD THE PARSENGER S1DE WAS
ALL RIGHT

~HNOW THE PASSENGER SIDE IS HOT FUNCTIONING FROPERLY

¥
PER CUSTOMER, DEALER SA¥S:
~RECALL HAS EEEN COMPLETED 5D NO FIMWAMCIAL ASS13TAMCE

-

CUSTOMER SEEK%::

~FIMANCIAL ASSISTAMNCE
*

CaC ADVISED:
v+RE: FINMMCIAL ASSISTRNCE

-~ WARRANTY HAS EXFIRED AMND THE RECALL WAS ALREADY COMPLETEDR ANO REVOMD 12712
PARTS COWVERAGE BF THAT RECALL

- FORD WILL NDT PROVIDE FIMANCIAL ASSISTANCE TQ THE £0%T OF THE REFAIR

OWNEA AELATIONS YOP/HAENCHMARKING D9711798 FAKCARTG




03711 /98 MASTER OWHFR RELATIONS Sr%101M 11 14,31.02

SI-IE - S L S oS- CC LS S-S ECC S CSEEE SIS II TN s FI LI EEFRELJJ N3 N . .. TS ==============F%F5;HN
3554CH GRP: 15 CONCERM CONTALCT YEH TrPE: CaAR

NEW YOHK 13 INFTR: COMTACT MBR: 109499449 OPENED: 02724719498
VIN: ;:Euanm_.mt ENGINE : € CLOSED: 03725/ 1998
S-S =S=S-SSSIrCEOEpEm ITEEEER EEEEEEEEEE I ICES S ST SSESSSSSSCIXJNANEEEEEEEN
LAST MAME : TATUS: CLOSED
TITLE: IRST MHAME: I:

ADDRESS:

CITY: TATE: IP:

HOME PHONE : LS . FHOME : I
MODEL YEAR: a0 MUDEL :

MILEAGE : 2007345 WSD:

DEALER MAME: STEVENS FORD IMC SALES CDODE: 113212 P & A; 03874
CAUSAL CODDES: 12RA SYMPTOMS : 104100 104300

ORTGIN; an THANS. DST/RGN: 12 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/02/1998
ACK. CODE: ASSI[ST CODE: W AWARD AMT: O SURVEY: ¥ LY OR N)
HBUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

QPEN RECALL: - OWKNER NOTIFIED: MICRD:

COMMENTS :

1998/02/24

wx* PARTE DELAY OVER 30 DAYS wru
*++ POSS1BLE 12/12 SERVICE PART COVERAGE +++ REPAIR DATE: 12/97 MILEAGE:
192000
v MAVIS: PROGRAM =++
CUSTOMER SaAYS:
- WALTING DH PART FOR RECALL Td BE ZOMPLETED
REPAIREN WEHICLE ACCORDIMG TO RECALL IM DECEMBER OF 8T
TWO DAYS LATER THE S5EAT BELT FOR THE DRIVERS SI0DE EROKE AGAIN
PART WAS PUT ON ORDER IN DECEMBER 1997

FER CUSTOMER. DEALER SAY5:

= WAITING UM PART FOR RECALL
L ]

CUSTOMER SEEKS:

- PART INFORMATION

L

Cac abvISED:

=INFORMATION HAS EEENM OOCUMENMTED AND FORWARDEND TQ THE DEALERSHIP wWITH & COPY
TO THE REGIDMAL OFFICE.

=REQUEST WR. DAVE MORRISSEY {CUST. REL MMGR/ Svf: MNGR) CONTALT THE CUSTOMER
WITHIM 2 BUSINESS DAYS

1938/032/ 18

¥HATHIS IS THE CLOSING COMMENT

CUST HAS BEEW CONTACTED AND ADVISED THAT PART [5 IN/CUST STILL HAS NOT SCHEDWL
ED AN APPDINTMENT.SVC MGR/DM1251

OWNER RELATIDNS VOP/BEMCHMARKIWA DAF11/98 FAXCaRTG




o09/11/98 MASTER OWHEW HWEI AILUONS SaStiM 1 14.21.02

SARIER Ll WAARSE AEEREOIXSCS S-S S == ==

IIIIIIIIIIIIIIII R PEIRRUY o wd - B R T A FI R Y Y]
1B H GHP ;. KE02 REGION ITHNvDLWEMENWT LONTAL I YEI1 TrPE: CAR

MEW YORK 13 ZNFTR: CONIACT NBR: 10Ed43110 OPENMED: 03/23/1998
VIN: 12vPTRAUTLS ENGINE: L CLOSED: D2/23/199R
EEEEE N A d NSNS IS AN EECEETCT IS === FUNUEEEEEEA&REEcTSE E LSS eSS ===EULISLEEEEEEN&aaIT
LAST HWAME: TATLS: CLOSED
TITLE: FIRST NAME: I:

APDDRESS:

CITY: STATE: IP: I
HOME PHONE: EUS. PHOME:

MODEL YEAR: a0 MDDEL: FROBE

MILEAGE: BEODO WED:

DEALLER WAME: ROGER WARNS FORD IN SALES CODE: 113619 P B A: QooE1
CALSAL CODES: 1203 1206 3106 SYMPTONS : 104 100

ORIGIN: an TRANS. DST/RGN: 12 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: D3/f2a/1998
ACK. CODE: ASSIST CODE: D  AMARD AMT: O SURVEY: ¥ [Y QR N)
BUILD DATE: CALIBRAT 10n:

ESP INFO: EXPIRES:

UFEN RECALL: CWMER NOTIFI1ED: MLERD:

COMMENTS :

1808,/02/08

ver THIG CONTACT TI5 OQPEMED DUE TO OFEN RECALL 96548 LEFT SIDE PA #3=

so+ NAVIS: SUBSEQLENT =#s

CUSYOMER SAYS:

-IN NOVEMBER OF 1955 THE PASSENGER SIDE SEAT EELT MWEEDED TO BE REPLACED aND
WAS REPLACED UNDERAT OWMERS EXPENSE

~CUSTOMER CALLING TD GET RE-IWBURSEMENY FOR A RECALL ON THE WEHICLE, THAT
WAS SUEMITTED LAST OCTORER 1887 FOR RE- IMBURSEMENT

-CUSTOMER HAS HEEN WAITING FOR & MOMTHS FOR RE-IMBURSEMENT FOR RECALL
*RODGER KARNS FORD

PER CUSTOMER, DEALER SAYS:

-WE ARE TAKIMG CARE OF IT, WE WILL BE IN CONTACT WITH THE DEALERSHIP
F

CLUSTOMER SEEKS:

-CUSTOMER CALLING FOR RE-[MBURSEMENT FOR REFAIRS DOMNE UMODER RECALL
-~WANTS EBE~-!UEURSEMENT

L]
CAC ARVIEED:

«»COMCERN CONTACT, OPEW OUE TO OPEN RECALL, RE-IMBURSEMENT)
-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER
“REQUEST NADINE KARNS TO CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAYS

DWMER RELATIONS WOP/RENCHMARKING 09711738 FAKCARTG




og/11/9@ MASTER DWHER RELATIONS SY=1EM || 14.21.02

TEErRlANRANCC- oSS FEdNscmnd N STURENN L .= .

P A FrrEx=-:======JEEREEE-
SABOLH LRE; 2332 REGION INVOL Wi MINY COMTALT ¥ 1YPE. CAR
HNEW YORK 13 THSTR: W1 CONTACT WER: 1WAdauding UOPENED : O2/253/1998
VIN: izver2 s EMGINE: U CLOSED : 02/23/ 1998
l.'l.."lll.l""""""""...II.‘..II"""""H".I.. """"""".“..IF"H"H""HH"“.."FHHH””””-

1998/02/17

*rd MAVIL: SUBSEQUENT vv¥e

CUSTOMER SAYS:

“WANTS UPDATE OM CURRENT CONCERN CONTACT NO., 109441216

PER CUSTOMER, DEALER SaY¥S:

=hNO CONTACT

L ]

CUSTOMER SEEKS!

-AH UPDATE

L ]

CAC ADVISED:

-SEE BOB HOMAROD FOR &AM UFRDATE

18998 /02 /18

=&+ THIS CONMTACT IS OPEMED DUE TO DFEM RECALL 9Y9ES48 v+~

wee MAVWIS: SUBSEQUENT ++=

CUSTONER SAYS:

-CALLING BACK REGARDING SAME CONCERM WITH REIMBURSEMENT FOR SEATBELT
L]

FER CUSTQMER, DEALER SAYS:

-PER BOR HOWARD, SERVICE MANAGCER AT CHRISTMAS TIME THE PAFER WORK
HAD BEEN MISPLACED AND HE WOLLD AE-SUBMIT MEW PARERS

—-FER BOB HOWARD, SERVICE MAMAGER, FORC HAS REJECTED THE REQUEST
FOR REIMBURSEMENWT BECAUSE THE TIME LIMITS HAVE BEEM EXCEEDED

-
CUSTOMER SEEKS:
~REJHMEURSEMENT

*
CAC ADWISED:

-[NFORMATEDON HAS BEEN DOCLMENTED AND FORWARDED TO THE DEALERSHIP WITH 4 COPY
TO THE REQIDNAL OFFICE.

-REQUEST MR_NADINE KARNS{CUST. REL MNGR/ SVC MNGR) CONTACT THE CUSTOMER WITHIN
2 BUSIMNESS DAYS

1908 /02723

CUSTOMER SaAYS5:

-WHAT WAL THE DATE THE RECALL WAS ISSLED?

-HAS BEEN DENIED THE REFUND AGAIN

-
FPER CUSTOMER. DEALER SAYS:
=¥OU HAD THE WORK DOME AFTER THE RECALL WAS ISSUED

—OUR FOHAD REPRESENTATIVE SAID THAT YOU WERE WOT ELIGIBLE FOR REIMBURSEMENT
.

OWNER RELATIONS VOP/BEENCHMARKING 09/1(1/98 FAXCARTG




0a511/98 MASTER OwWMER RELATIONS SYSTEWM [1] 14,24 02
HHH"lhl..l.ulIII.I_I.II.IllIlllllI.I..l.l.lIlIllIHIHIIHHHHHH.llHIl-‘lIIH""“"""HIII-l""""""
21B0LH GRP: XADZ REGION INWOLVENENT CONTAET YEH TYPE: CAR

NEW ¥ORK 13 IN/TR: CONTACT NBR; 109493111 QPEMEN; 02/33/1298
VIN: _N:_u_.u_:...._.mt ENGINE: U CLOSED: 02/23/1298
IFIIHHHHHHHIHIHIIIIIllllllllllIIIIlIllillllllllllhluuuﬂuﬂﬂll!IIHIIIHHHHHIIIIII
1998/02/23

CUSTOMER SEEKS:

-RECALL REFUND

L ]

CAC ADVISED:

=CALL TO MR, BOB HOWARD TN OBTAIN ADDITIDMAL TMFORMATION

-PER MR, HOWARD: CSM NOELLE HIMKLE SAYS THAT THE RECALL WAS ISSUED IN
OCTOBER OF 1885, CUSTOMER HAD WORK PERFOAMED IN NOVEMERER {998, THERE IS NO
ASSISTANCE FDR THE CUSTOMER

-PER 1RDE/DASIS RECDRDS:

-RECALL WAS ISSUED DCTORER 1996 (PER JRGA]

~YOUR LETTER WAS SENT IM JUNE OF 1997 (PER OASIS)

-IF ¥OU HAD THE RECALL WORK DOME [M 1895, IT WAS DOME BEFORE THE RECALL
*+4oTHIS CONTACT UPGRADED TD A ARESION COMTACT PER TL KENT BOCKw=r

-REA10MAL OFFICE PLEASE REEXAMINE

-ACCDROING TO CAC RECORDS, IF THE CUSTOMER HAS HAD THE SAME WNRK PERFORMED
THAT THE RECALL IWCLUDES, SHE SHOULD BE ELI&(HLE FOR & REFUND

-PLEASE CDNTACT KEOCK WITH AMY ADDITIOMAL OUESTIONS

L 3

CAC ADVISED:

=CONTACT UPGRADE

THIS CONTACT IS AN UPGRADE OF CONTACT NUMBER 10S44 1215

MNOELLE WMIMKLE, C5M IS WORKING DM BETTIMG THIS CUSTOMER REIMBURSEMEKT. THERE
WAS A MISCOMMUMICATION BETWEEN BHCH HOWARAD AMD MYSELF., IT wAS MY UNDERSTANDING
THIS CUSTOMER MWAS SEEKING REIMEURSEMENT TD A PROGHAM THAT HAD BEEN 14SUED
PREVIOUS TD THIS cCuUSTOMER'S REPAIR. ! AM REVIEWING RECALL REIMBURSEMENT.
THANK ¥OU.

FRRTHIS [S THE CLOSING COMMENT

THE DEALERSHIF 15 RESUBMITTING PAPERWORK FOR THE CUSTDMER TO BE REIMEURSED.
APOLOSIZED TD THE CUSTOMER FOR THE INCOMYENTENCE .

HOELLE HINKLE

C5M

MEW YORM REGION

OWNER RELATIONS VOPFEENCHMARKING 09711798 FAXCARTG




oas11 /48 MASTER (OWNER RELATIONS S.STEM 11 14.21.02

BASTDC  GRP: 05 INFORMATION CONIACT VEH TYPE: CAR

LOS AMGELES 71 NZMHI. CONTACT MBR: 109480357R OPENEDR: 02/719/1882
VIN: _NE.EEE.} ENGINE: U CLDSED: 02/18/1998
LR E B R R R L e 1+ 1 + %3 FI1 11 RFFRSRLLLRLRLRRIJERERRERRERRERENRRVFITI TSI 001+ 1+ 1
LAST MAME: TATUS : CLOSED
TITLE: F1IRST HAME : L:

ADDRESS :

crIv: STATE: te 1
HOME FHOME : BUS. PHOME: EXT: FA

MODEL YEAR: 90 MODEL :

MILEAQE: 17300 NSO

DEALER NAME: VISTA FORD SALES CODE: 171043 F B &: Q7533
CAUSAL CODES: 1203 2105 SYMPTOMS: 104100

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

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

ESP INFA: EXPERES:

DOPFEM RECALL: OWMER HOTIFIED: MICRO:

COMMENTS ©

1998702719

see THIS CONTACT IS5 OPENED DUE TO OPEN RECALL 96509 w«e+

=s+ THIS CONTACT !S5 DPENED DUE TO DPEN RECALL 98548 rs»

wox MAVIE: SUBSEDUENT w#e»

CUSTOMER SANS:

~DARRYL HERZON CALLINWNG

-TODOK CAR INTO DEALER IN 11786 FOR RECALL WORK

=DEALER MAS ONLY ABLE TO DO WORK OM RECALL SESBA

-PAATS WERE WOT AVAILAHLE FOR RECALL 95548

~-CUSTOMER WEWT BACK TO DEALER TODAY FOR THIS WDRK AND WAS TOLD THAT THE RECALL

15 MO LONGER APPLICABLE

=HAS 1NVOICE FROM DEALER STATIMNG THAT DOHLY OMWE BELT WAS ADDRESSED

-FASSENGER SIDE BELT OADES MNOY WORK PROPERLY

-CUSTOMER HAS NOT BEEM ABLE TO HAVE THE DTHER RECALL ADRRESSED UNMTIL WOW

BECALSE HE WORKS [N THE MODTION FICTURE INDUSTRY AMD HAS EEEW LNABLE TO BRING

THE CAR [N

L]

PER CUSTOMER. DEALER SAYS:

=RECALL MO LDHGER APPLICABLE

L 3

CLSTOMER SEEKS:

-TO HAVE RECALL WORK FERFORMED

L

CAC ADVISED:

~MADE OBC. SPORE WITH TOM CHASE, WHD INFORMED ME THAT HE CAM LDDE 1INTO THE

whﬁubﬁuwm. WOULD LIKE TD HAVE CLISTODMER CONTACT HIM AT DEALER 50 HE CAN LDDK
HIS.

DWNER RELATIONS VOP/BENCHMARKING 09711798 FAKCARTG




0afi1/9a MASTER OwWNER RELATLONS SYSTFM II 14, 21.02

—======c=c-rxaralRERE=S=SF==Fs s hilddndNIEEa ARz _ Szl i RAERANERENEE=S=SSSSS o2
1B 14dG GRP: 04 INFORMATION COMTACT VElL YYPE: CAR
ATLANTA L3 | 2MSTR: COMIACT NHR: 10494Maal1 OFENED: 03/19/1998
YiN: ._H,___T-N_Enrui ENGINE: U CLOSED: 02F15/1398
====x=—dLILEENF —==—————hhammsRRANEEN===CSsSsc==s==s-adhmianEERAENENETEFRSS==S===S
LAST MAME: TATUS: CLOSED
TITLE: T MAME: 1:

ADDRESS:

CITY: : IP: I
HOME PHOME : PHOME .

MODEL TEAR: 0 5

MILEASGE: 10D162 W50

DEALER NAME: FORSYTH FORD SALES CODE: 121446 P& A: 0238%
CALISAL CODES: 1104 SYMPTOMS : 104100

DRIGIN; G0 TRANS. DST/RGN: TRAMS. DATE:
BERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEW: [T OR M)
HUILD DATE: CALIBRATION:

ESP INFO: EXP]RES:

GREM RETALL: DWNER NOTIFIED: N1CRO:

COMMENTS .

1938/03/12

wer NAWIS: SUBSEQLIENT #+4

CUSTOMER SAYS:

-Ba0¥ FROM DEALER

~SEAT HELT TRACK ASSEMELY wllt NOT WORK
=THE SEAT BELT WILL NOT MOVE

[ ]

PER CUSTODMER, DEALER SAYS:

-MD0 COWTACT

L]

CUSTOMER SEEKS:

=FIMAMCIAL ASSISTAMCE FOR THE REPAIR

»

CAC ADVISED:

- WARBANTY HAS EXPTIRED

- FORD WILL NOT PROVIDE FIMANCIAL ASSESTANCE TO THE COST DF THE REPALR
- SAFETY RESTRALINT: 5 VEARS/S50,000 MILES

OWNER RELATIONS VOP/BENCHMARKING D8/11/798 FAXCARTH




DIF11,/98 MASTER OWMER RELATIONG S¢&TEM 11 14, 11,02

EREEFELRENAaFI@rRERF==SS=S=S=S=S=S=SS=S 22

9T40VE GRP: 14 COMCERM LOMTACT ¥Erl TYPE: CAR
MEMFH!S 23 IN/TR: B2 CONIACT NBR: 1093BINGD OPEMED: Q271971938
VINM: rzveT2ocx LS ENGIME: € CLOSED: (371871994
—EaEsnIsxr- iRl e el I NN B EEEERAF FFR I EE - -SSR S @F S-S CSEE - TS S S SS LSS I EEEXISCSCSSCSTAREEI S
LAST NAME:

TATLUS: CLOSED

TITLE: FIRST MAME: I

ADDRESS -

CITY: ETATE: P I
HOME PHONE ; ALS ., FHONE :

MODEL YEAR: -2 MODEL :

MILEAGE: 108000 WSO :

DEALER MAME: BwWD SHELLFORD 1KC SALES £ORE:; 123230 P& A: ODBDSSE
CALSAL CODES: 2013 SYMPTOWS: 104 100

ORTATN: an TRAMS. D5ST/REM: 23 TRANS, DATE:
SERVICE/SALES: 1 COMTACT DATE: 03711719938
ACK. CODE- ASSTIST CODE: D AWARD AWT: 0 SURVEY: ¥ {¥ OR H)}
BJILD DATE: CALTARATION:

ESP 1NFD: EXPIRES:

OPEN RECALL: OWNER WOTIFIED: MICRD :

COMMENTS .

1992/02/18

wen MAVLIS: PROGRAM »++

CUSTOMER SAYS:

= THE SEATBELTS ARE NOT OPERATING PROPERLY

- THE SEATBELT RECALL WaAS PERFDRMED IN THE FIRST PART OF 1997T

- THE DEALERSHIP 15 NOT OFFERING ANY ASSISTAMCE, STMCE THE REFALRT WERE
PERFORMED OUTSI0E OF THE 12/12,000 WMILE PERIDD

= HUD SHELL FORD

PER CUSTOMER, DEALER 5AYES:

- THE WARRANTY FOR THE SEATBELT IS 12/12,000 MILES
[ ]

CUSTOMER SEEKSG:
= FINAWNCIAL ASSISTAMCE
¥
CAC ADVISED:
- THE WARRANWTY FOR THE SEATEELT REPAIRS WAS 12/i2 000 MILES. WHICH HAS EXPIRED
= FORD WILL NAOT PROVIDE FINAWCIAL ASSISTANCE TO THE COST OF THE REPFAIR
1888/02/19
THES CONTAET 15 AN LUPGRADE OF CONTACT NUMBER 109470154
wss POSSIBLE 13/12 SERVICE PART COVERAGBE »»+ REPAIR DATE: 4-28-97 MILEAGE:
100, 292
#ts MAVIS: PROGRAM wss
CUSTOMER S5AYS:
- CALLING BACK WITH THE SAME CDOMCERM

L

PER CUSTOMER,. DEALER SAYS:WAME UNRKOWN, SERVICE
- WE WILL HAVE TO CHARGE YoOu FOR IT

- THE DRIVER’S SIDE 15 MORKING PROPERLY

CUSTOMER SEEKS:

OWNER RELATIONS VOP/BEMCHMARKIWG ©3f11/98 FAXCARTG




oa/11/88 MASTER OWMER RELATIONS SYSTEM I1 14, 21.02
IIHHHHlllilllllHHHIHFHIIIIHHuullllllllnnnnnllluuuunnnﬂnlliluuullllNHHuuulIIlll
9740VR GRP: 14 COMCERN CONTACT VEH TYPE: CAR
MEMPHIS 23 IN/TR: CONTACT HER: 109483300 DPENED: 0Z/19/ 1908
VIN: _chquﬁxrmi ENGINE: & CLDSED: 03/ 18/ 1996
LER IR LTI I RIREET Y FRERRE T Er N F T ANEEN—-—_—_—gEEENLcLE=x=-— S=AEaS-——-——_—_mEEER EE===xEK
1998703/ 19

= TD HAVE THE VEHICLE REPALRED LINOER THE 12/11 WARRANTY
L

CAC ADVISEND:

~ ALCORDING TO THE CUSTOMER’S RECORDS THE RECALL WAL PERFORMED LESS  THaM 12
MOMTHS OR 12,000 MILES AGQ

- CAC UNABLE TO DETERMIME WHY THE REPAIR WDULD NOT BE COVERED LUNDER  THE PART
WARRANTY

= INFORMATION HAS BEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-REQUEST WR.JIMMY OVERALL [5VC MWGR) TD CONTAGT THE CUSTOMER MITHIN 2
BUSIMESS DATS

#F¥ATHE FOLLOWING SYMPTOM CODE(S) WERE REMOVED: 104200

#24THE FOLLOWING CAUSAL CODE({S) REMDVED FROM CONTACT = 1104

1998 /03,04

*++ POSSEBLE 12712 SERVICE PART COVERAGE #&v REPALR DATE: 4/2a/97

MILEAGE: 103282

wkr MNAVIS: PROGRAM wee

CUSTOMER SAYS:

= THE CABLES HAVE CDME OUT DOF THE RUNNERS

- DODES WAT THINK THAT THE DEALERSHIP LOUKED AT THE SEATAELTS

= THEY DIR MOT TELL THE CUSTOMER WHIGCH SEAT BELT WAS WORKING

- THE PASSENGEA SEAT HELT IS BROKEN AND THE DRIVER'S SEAT BELT WORKS QLY
DECASSIONALLY

= LAST TIME CUSTOMER SPOKE TD DEALERSHIP OM 2719

-

PER CUSTOMER, DEALER SAYS:

PER LISA FELKER:

THE FIRST TIME IT WAS BROUGHT IN

- THE DRIYER'S ZIDE WORKS FINE AT TH!S TIME BUT THE FASSENGER SIDE 15
STICKING
+

CUSTDMER SEEKS:
- TD HAVE THE 11/1f WARRANTY PERFORNED

L

CAC ADVISED:

RE : OUTBOLND CalLL

- DUTHDUMD CALL MAGE YO AL, ASS1STANT SERVICE MANAGER

- PER AL, THEY &IlL LOOK INTO THE COMCERM aND CALL THE CUSTONER BACK

DWNER RELATIONS VOP/BEMCHAMARKING 04711788 FAKCARTG




09711598 MASTER OwHEKR KRELATIONS SiSTIM 11 14.31.02

SE=S=S=S=Z=ZZ2=Z=S= =SS :i=S=SSSS=S=SSSSECESZiS0lE_EELFEESEEESELiLe Yo A E I EAEEEEEEREEEELEIIIISS

9740¥R GRP: 14 CONCERM CONTACI YEH TYPE: CaR
MENMPRHI S 23 IN/TR: B3 CONTACT MER: I094E3J8 Ky DPENED: O2719/ 1998
1 ' _u.._v._uunwrml EMRIME: © CLOSED: 0371871998
FR SR FE R SEUESN NN S S S EEEEEEEEENFEEEEEAEEEERE A Sk dEBECcCE o= -oC- =S Cc=S=S=====C-SC-SC-SCSCCONEEEEEER
19838/03 /05

ste UNIQUE CIRCUMSTAMCES PER JERYANT+++

+wr NAVWIS: PRDGRAM +~us

CUSTOMER SAYS:

-THE 5CAT BELT IS LOCKED IN POSITION AND THE CABLE IS COMIMG OUT
~DEALERSHIF ADNITS THAT THEY D10 NOT COMPLETE THE RECALL EEPALR DN THE
PASSENGER SIDE

-MNOW THEY WANT TO CHARGE U5 %3200 FDR REPAIR

-

FER CUSTOMER, DEALER SAYS:

-AT THE TIME [T WAS WORKING FINE AND COULD NOT REPAIR IT

-IF THEY HAS REPAIAED IT THEY wOuULD BEE CHARGEOD FOR THE REPAIR
"

CUSTOMNER SEEKS:

=RECALL REPAIR COMPLETED
.

CAC ADVISED:

RE+SEAT BELT RECALL REPAIR

~TNFORMATION HAS BEEM DOCUMEMTED AMD FORWARDED TO THE DEALERSHIP WITH A COPY
YD THE REGIOMAL OFFICE.

~REQUEST MR JIMNY OVERALL/ SWC MNGR) CONTACT THE CUSTOMER W!THIM 2 BLISINESS
OAYS

1BRA/0%f 11
e MNAVIS: PROGRAM s
CUSTOMER SA¥S:

=.JIM OVERALL CALLING [SERVICE MANAGER)
.

CAC ADVISED:

RE :COMCERN

-WILL FORWRAD TH1S TO TEAM LEADER

~SHE WILL CiLL YQU BACK TO ADDRESS THIS CONCERM

»55 MAVIS: PROGRAM =»v

CUSTOMER SAYS:

- 1 JUST SPCKE WITH JIMMY COVERALL REGARDING MY SEATBELTS
- 1 ADVISED MR. OVERALL I AM HAVING PROBLEWS WITH BOTH SEATHELTS
= 1 CANMDT SEEM TO GET THE PROBLEM RESOLVYED

&

PER CUSTOMER, DEALER 3AYS:

- NQ FOLLOW -UP

»

CUSTOMER SEEKS:

= SEATRELT REPAILR
[ ]

CAC ADVISED:
-INFORMATIOM HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST MR JIMMY OVERALL 5WC MMGR TO CONTACT THE CUSTOMER WITHIW 2 EUSIMESS
DAYS

DWMER RELATIONS VWOP/BEMCHMARKING 09/11/98 FAXCARTG




Q9711798 MASTER DOWNER BFLATJONS Sr%TF8 11 14, 21

. .02
HHHHHHHHth.lllll.lllllhhhh“un"l.l-.-llF.rhnuuu.ﬂ.lllll-.Ih||u.lhﬂﬂ-I!IHHHHHHHH-IIIIIIH
ATAOMR GRP. 14 CONCERM CONTACT VEH TYPE: CaR
MEMPHILS 2% ZNFTR: B3 CONTACT MBR: 109483800 OPENED: Q271571998
VIN: 1ZVPT20C XL S ENGIME: ¢ ELDSED: Q3/18/ 1558

19987037 11
¥¥¥THIS 15 THE CLOSING COMMENT

CONTACT CLOSED BY TEAM LEADER AFTER CONVERSATIDN wWITH SERVICE MAMARER, JIM
OVERALL .

DEALERSHIP PERFORMED RECALL 96599- CALLEDR FOR INSPECTION OF RIGHT SIDE SEAT
BELT...IF PASSED TEST PROCEDURES, WD REFAIRS WERE TD HE WADE AND RECALL PARA-
METERS WOULD BE SATISFIED. BELT PASSED TEST AT TIME DF [NSPECTICON.
DEALERSHIFP PERFORMED RECALL 96548- RESLACED PARTS 45 PER RECALL INSTRUCTIONS.
THIS REPAIR WOULD CarrRY 12712,

CUSTOMER MOT ELIGIBLE FDR REPAIR ASSISTANCE ON THE RIGHT SIDE SEATRELT.
FPLEASE SUPPORT DEALER DECISION IF CUSTDMER CALLS BACK- THANKS

DWMER RELATLIONS YOP/BENCHMARKING O3/1'/5B FAXCARTG




e f11./98 MASTER MOwMER HELATIONS S¢STIM II 14.21.602

CZ CCCEEEESE SN ANE NN A RE NNk Ly, gt KL AN _ ANAUAE - Z2-T---—m- -l XIDNMEXSSCi=S=S=3OED

An44aM GRP: O INFORMATION COMIACT VEH TYPF;: CAR
WMEMPHILS 23 IN/TR: 1 CONIALT HABR; 'OS9aBXauy APENER: 0271971948
VIN: _H_.,Emurw_.mr ENGINE: L CLOSED: 0271971998

A AT AEAEENEEEARARY ARl ALAORC oSS SoOODARRBRTSSSSSSSSSSXI=SS====== =

LAST MNAME: STATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS :

CITY: STATE: 1p: I
HOME PHOME : BYS. FHONE:

WIOEL YEAR: 90 WODEL : PROBE

Ml LEAGE: 16TO00 wWsD:

DEALER MAME: PARKER FORD LIMC-ME SALES CODDE: 133504 PR A: D571
CAUSAL COOES: 1214 1104 2801 STHPTOMS: 104100

ORI[EIN: GO TRANS. DST/RGM: TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE:

ACK, CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ DR Wl
BUILD DATE: CALIERATION:

ESP INFO: EXFIRES:

OPEN RECALL: OWNER NOTIF1ED: MICRO:
COMMENTS :

19R8/02/19

war MAVIS: SUBSEQUEMNT wu=

CUSTOMER SAYS:

= [N 1986 THE PASSEMNGERA SIDE SEAT HELT WAS REPAIRED UNDER RECALL 96548

- THE PASSENGER SIDE S5FAT BELT WAS FUNCTIOMIMG AMD WAS NOT REPALRED LUNDER
THE RECALL

= NOW THE PASSENGER 51DE SEAT BELT DOES NOT MOWE AT ALL

- WILL THIS REFAIR BE COVERED UNDER THE RECALL

.

PER CUSTOMER, DEALER SAYS:

FPER STEVEN FALTER, SERVICE DEPARTMENT:
- CALL ROOZ

=
CUSTOMER SEEKS:
= WEHICLE REPAIRED

-

CAC ADNISED:

RE: FINAWCIAL ASSISTAMCE

= WARRANTY HAS EXPIREQ

- FORD WILL NOT PROVIDE FIMANCIAL ASSISTANCE TO THE COSY OF THE RERALR

PER 38548 AND 96599 RECALL LETTERS:

= THE PASSENGER SIDE SEAT RESTRAINT wWnULD BE [NSFECTED HY THE DEALERSHIP
AMD [F THERE WERE SIGNS OF WEAR, THE PASSENGER SIDE RAIL wouLD BE REPLACED
AT THAT TIME

OWNER RELATIONS VOP/BENCHMARKING OD/11/98 FAKCARTG




aaf11/an MASTER DWMER RELATIOMS SYSTEM 11 14, 21,02

SE===s===S=S=======-= QS S S FESS T SFFS FEJEFEEEEE NNl B ENJEEE Sk EEEEIXE SIS =S=S=S====
124850 GRP: 13 INFORMATION EONTAET VEH TYPE: CAR
UINEKNOWN 99 ZHNSTR: CONTACTY MER;: 109242103 OFENED: 12709/1997
VIh: L EMGIME : CLOSED: 12f049/1997
FEEFFIESTSSEEEN LR L DL L L REERL L LD RRRNEEEN R e A I 1
LAST MAME: TATUS: CLASED
TITLE: FIRST MAME : I:

ANNRESS :

CITY: STATE: IP; I
rME PHDNE : BUS. PHONE:

MICEL YEAR: ab MODEL : FROBE

MILEAGE : TOOO0 win:

DEALER MAME: SALES CODE: P B A

CALISAL CODES: 1215 SYMPTONS: 104100

OREGIN: &a TRANS. D5ST/RGM: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: O SURVEY: [¥ DR N)
BUILD DAYE: CALIBRATION:

ESP INFQ: EXPIRES:

OPEW RECALL: CWMER NOTIFIED: MICRO:

COMMENTS :

1997 /13 /08

CUSYOMER SAYE:

-DRIVERS SEAT BELT MOTAR DOES NOT WORK
'

CUSTOMER SEEKS:
-I% THERE A RECALL FOR THE VEHICLE

*

CAC ADVISED:

~CUSTOMER TO CALL BaCK WITH ¥IN
1957/124 10

wwr MAVIGS: SLUBSEQLUENT wwe

CUSTOMER SAYS:

- MY CAR T5 TWMVOLVED IN A SEAYT BELT RECALL 96548 LEFT SIDE PASSENGER
= 1 RECEIVED A& CALL FROM WINCE AT LIBERTY FDRD STATIWG THAT THE RECALL PARTS
WERE IN

= I MADE AN APPOINTMENT TO TAKE MY CAR TD THE DEALERSHIP LAST WIGHT

= TODAY ! RECEIVED A CALL FROM YINCE STATING THAT THEY HAVE TO ORDER THE
FPART AGA!N

- I WAS LATE FOR WORK THIS MORWING AMD HAD TO LEAVE EARALY

= I 00 NCT FEEL THAT FODRO SHOULD TREAT THEIR CUSTOMER LIKE THIS

= VIMCE AT THE DEALERSHIP MADE THIS APPODINTMENT [ DIDN'T

L

PER CUSTOMER, DEALER SAYS:

PER WINCE AT LIBERTY FORD

» CALLED CUSTOMER AND SAID THAT THE PARTS WERE [N

= WE USED YDUR PART OM A VEHAICLE LAST NIGHT

- WE WILL ORBER AWOTHER PART

- WILL CONTACT YOU TO BRINWG THE CAR BACK

DWYHER RELATIONS VOP/BEMCHMARKEING 09/11/9H FAXCARTG




&9/ 11/98 MASTER OWNER RELATIONS S¥STEM I

14, 21.0%
l.ﬂlllh!iuh.ﬂﬂﬂhH.l.!l"llhhh"l.l..llllllllllhlllllﬂuuuuH.rl.--uuhuuiﬂl!l""ﬂhhlllll"ﬂu
124630 GRF; 13 INFORMATIOMN CONTACT YEH TYPE: Cap
LIt 0w g9 IN/TR: CONTACT NBR: 109241105 CPENED: 1270971997
VIN: L E NG I NE ; CLOSED: 1270471097
"""HHIIIIIH"H"HI.I-IRIHHHIUHIHII.IIHHH"uIIIIIIlllllllll_rllthHHHHu_lllIIHH"u.Hlll
1397/42/10

CUSTOMER SEEKS:

- HELP FROM FORD
*

CAC ADVISED:

“e* CSR COMFIRMED THAT THIS VEAICLE IS IMNVOLYED IN RECALL 95548
- DEALERSHIF ISSUEE MUST AE ADRPRESSED AT DEALER

= CONTACT MR. OAN HARRIS {SERY. MGR) FOR ASSISTANCE.

DWMER RELATIONS VOP/BENCHMARKING OB5/11/98 FAXCARTG




o9/11/498 MASTER DWMER RELATIONS SYSTEM I! 14.21.602

9130EH GRP: 11 INFORMAT IO CONTACT VYEH TYPE: CAR
MEW YORK 13 ZH/TR: m_ CONTACT MER: 109238511 OPENEDR: 12/0&/ 1897
YIN: 1ZVvPT20CSL ENGINME: C CLOSED: 12/0A&F1997

Exkkdxrscrxx=—==

LAST MAME: TATUS: CLOSED
TITLE: IRST MAME: [:

ADDRESS :

CITY! TATE: IR l
HOME PHONE : US. PHOME:

MODEL YEAR: 20 IINOEL : PROBE

MELEAGE: 123000 wsn'!

OEALER MAME: STEVENS FORD IMC SALES CODE: 113213 P L A: D3IATA
CAUSAL CODOES: D428 3001 1203 SYMFTOME: 104100 104300

ORIGIN: [£]1] TRANS. DST/RGM: TRAMS. DATE:
SERVICEfSALES: 1 CONTACT DATE:

ACK. CODE: ASS14T CODE: AMARD AMT: 0 SURVEY: (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFO: EMPIRES:

OPEN RECALL: OwhER NOTLFLED: MICEQD :
COMMENTS :

1997/12/08

sex NAVIS: PROGRAM =++

CUSTOMER SAVS:

-1 RECEIVED RECALL NOTICE REGARDING SEAT BELTS

=~BOTH FRONT AUTOMATIC SEAY EELTS ARE INOPERABLE

-DEALER HAD ME WAIT DVER A WEEK FOR A PART FOR THIS RECALL AND LATER STATED
THAT THERE WAS NOTHING WVRONG WITH WY SEAT BELTS

=1 WANT SEAT BELTS REPAIRED UNDER THIS RECALL BECAUSE THEY ARE DEFEGCTIVE
~DEALER DRDEREOD SZEAT BELT PART FOR REGALL IM JULY, YET THEY MEVER REPLACED
ANYTHI NG

[ ]

PER CUSTOMER, DEALER SAYS:

~PFAUL FROM SERVICE STATES THAT WE ARE WAITING FOR SEAT BELT PaART FOR RECALL

=LATER. PER [NSPECTION WE HAVE FOUND THAT THERE 15 MNOTHING WRONG W1Th THE
FROMT SEAYT BELTS

¥
CUSTOMER SEEKS:
=SEAT BELT RECALL REPAILR

»

CAC ADVWISED:

- DEALER IS5 IM THE BEST POSITICN TO PROVIDE TECHMICAL ASSISTANCE.
- FORD SUPPORTS THE CIAGNMOSIS OF THE OEALERSHIP

- ADVISED CUSTOMER THAT SEATHELT RECALL LES4H/9E599 WAS COMFLETED BY THIS
DEALER OW 7714797

DWMER RELATIONS VOP/BENCHMARKING 09711798 FAXCARTG




09711798 MASTER OWMER RELATIONS SYSTEM [ 14.21.02

IE A IEEA K IEEEXICEA I EIXC-KEANEOIEODSEISISSSISSSSISSS=SSSiINSSSSSTSSS==S===Z======

G645 15H GRP: 14 LNFORMAT ION COMTACT YEH TYPE: CAR
KANSAS £1TY S3 2N/TR: At CONTACT MER: +092%G011  OPENED: 12/05/1997
vIN: 1ZVYPT20CAL ENGINE: C CLO%ED: 1270841997
S S S S S oS TS TS S S oo S ST S S S S S S S CS S S oSS S S g SR =SSR s SrdEENEEEEEEEEEENEEEEREFEEREEES
LAST MAME: STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS:

CITY: STATE: 1P ]

HOME PHONE . BUS, PRODME:

MODEL YEAR: a0 MODEL - PRORE

MILEAGE: 100000 wsD:

COEALER NAME: HMARCUS ALLEN'S BROA SALES CODE: 153005 P A& A: Q20840
CALSAL CAODES: 23Ea 1202 SYMATOMS : 104 100

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: 4 CONTACT DATE:

ACK. CODDE: ASSIST CLCDE: AWARD AMT: O SURVEY: (¥ OR N]
BLUTLD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OFEN RECALL: OMMER NWDTIFIED: MICRO:

CDMMENMTS :

199 /1205

v¥» DEALER REFUSING WARRANTY SERYICE wr»

wxs MAVIS: SUBSEQUENT wrs

CUSTOMER TAYS:

- THE PASSENGER SIDE SEAT HELT IS5 NOT WORKING

-~ SHE DID HAVE THE RECALL SERVICED 1M FEBERUARY

= THE DEALERSHIP DID FIX THE LEFT HAND S1DE UWDER THE RECALL TODAY

- SHE WILL CALL THE BETTER EUSIHESS BUREAJU IF FORD DOES MOT PAY FOR
HER SEAT HELT REFLACEMENT

.

PER CUSTOMER, DEALER SAYS:

CONFERENGE CALL

PER BOEB (SERVICE]

= THE RIGHTY HAND SIDE SEAT BELT WAS INSPECTED AS PER RECALL [M FEERUARY

-~ AND HE FIXED YHE LEFT HaND SIDE

= SHE wWOULD HAVE TO PAV FOR THE REFAIR OF THE PASSENGER SIDE

L]
CUSTOMER SEEKS:
- WEHICLE F1XED UNDER THE RECALL 8&%54

L]

CAC ADVISED:

RE: D3B

- INFORMED CLUSTOWER OF DISPUTE SETTLEMENWT BOARD .

- INITIATED MAILING DF DSE BROCHURE/APPLICATION

- FORD SUFPORTS THE DIAGHWOSIS OF THE DEALERSHIP

- THE RECALL 85598 STATED THAT IF THE PASSEMGER SEATBELT MEEDED REFLAGING
AT THE TINE OF INSPECTIONM WHICH WAS FEBRUARY THE DEALERSHIP WOULD THEM
REPLACE IT..AT THAT TIME THE SEATEELT Was NODTY BROKEN THEREFORE THE SEATBELT

WAS NOT REPLACED WHICH MEANS FORD MOTOR COMPANY WILL NOT PAY FOR THE COST
OF THE REPATR/REPLACEMENT

OWNER RELATIOWS WVOP/BENCHMARKIMNG 03/11/98 FAXCARTG




08511758 MASTER OWHER RELATIDNS S¥STEM I] 14.21.02

S S S EOE NS ARy A EL g FEEEARS I AS A I AR EE B I - O - - - - - - - S-S C-C- SRS A EEEEENEEEEEEMdX-=—-==—===

T11STR GRE: Xa02 COMCERN CONTACT VEH TYPE: CAR
SEATTLE 74 ZN/TR - CONTACT NBR: 109219890  DPEMED: 12402/ 1957
VIN: ;E.E_Erl ENGINE: LI CLOSED: 12/24/71397
TITEOSEOoOEEEmREaENE EEEEE I OOELC - - - S-S CSSRdIIEEEENEEERdAETE-——-T=====
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

STATE: N |
HOME PHONE : BUS. FHOKE:

MODEL YEAR: ag MODEL : E

MILEAGE : 117000 wsh:

DEALER WAME: SEEKINS FORD LINGCOL SALES CODE; Q57074 P& A: ODBB24
CAUSAL CDDES: 1220 SYMPTOMS : 104 100

ODRIGIN: an TRAMS. DST/RGN: &7 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1251T/1997
ACK. CODE: ABEFST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR W)
BUILD DATE: CALIBRAYION:

ESP INFO: EXPIRES :

OPEM RECALL: OmWER WOTIFIED: MICRO;

COMMENTS :

1aa7/12/02

#xv MAVIS: PROGRAM was

CUSTOMER SAYS: .

- HAD SEAT BELT RECALL REPAIR FERFORMED 1N E/87

- DEALER REPAIRED DRIVER ESIDE 8uT DIC MOT REPAIR THE FASSENGER SIDE
= THE FASSENGER SIOE IS5 EXFERTEMGIMG THE SAME PROEBLEMS

]
PER CUSTONER, DEALER SA¥S5:
= MO CDNTACT

L]
CUSTOMER SEEKS:
- WANMT THE PASSEMGER SIDE REPAIRED UMDER RECALL

L ]

CAC ADVISED:

- VEHICLE WAS [NVDLYED IN RECALL 96539 AND 85548 AWD THE RECALL LETTER DOES
STATE THAT THE PASSEWNGER SIDE SHOULD BE INSPECTED

« MAYHE THE PASSENCER S1DE WAS WORKING CORBECTLY AT THAT TIME

- DEALER MEEDS TD MAKE THE DIAGNDSIS

= IF THE FASSENGER SIODE WAS REPAIRED AND IT FAILED AGAIN THAM IT WOULD RE
COVERED LUNDER 12712

-INFORMATION HA% BEEN DAOCUMENTEQ AND FORWARDED TQ THE DEALER

=REQUEST MA./MS. (CUST REL MNGR/ S5VC MMGR] TO CONTACT THE CLUSTOMER WITHLH 2
BUSIMESS DAVS

1957 /12417

#JSTHLS IS THE CLOSING COMMEWT

TALKES WITH M3 BAATER 12-17-97.EAPLAINMED TO HER THAT [F SEATBELT FAILED DUE -

TO THE REZALL THAN FOROD WILL PAY FOR REPATR.IF SOMEYHIMNG ELSE LIKE MOTOR ETC.-
THAN AN E3STIMATE WILL BE GIVIM TO REPAIR.CUSTOMER MADE APPOIMTMEMT FOR 12-23,

OWHER RELATIONS VOP/BENCAMARKING 035711738 FAACARTG




aa/f11/98 MASTER OWNER RELATIONG Sv.Tfm 11 14,211,032

==x==== FFAF s R PEIEELINERR LA cdmNaAaT A _C XL =

1BG62CH GRP: Ax10 CONCERMN CONTACK YEH TYPE: CAR

==== 1= % -3, i .. UDEANRE FapraEEREEEN

Bl TTSRURGH 44 ZIN/TE: _C4 COMTACT WBR: 104179356 OPEMED: 11718719497
VIN: 1zvrTzoc2 S| ENGINE: C CLOSED: 11429/1997
CEC o S S S r I F=eJEOEN I NN EEAE NN NN NE AN === - = - === == RN NEFEEESdmmac-——=-—=—=—=—==—
LAST NAME: TATUS: CLOSED
TITLE: FIRST NAME: L

ADDRESS ;

CITY: STATE: 1R l._uun.
HOME PHDWNE : BLS., PHONE:

MODEL YEAR: [34] MODEL :

MILEARE : 58000 WSO :

DEALER MAME: MULLIMAX OF MAYFIEL SALES CADF: 318354 P E A: 10701
CAUSAL CODES: 1204 SYMPTOMS : 194 10D

ORIGIM: G0 TRANS. DST/RGN: 1A TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/20/1297
ACK. CODE: ASSIST CODE: W AWARD ANMT: G SURVEY: Y (¥ OR N}
BUILD BATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: ONMER WDTIFIED: MICRO:

COMMENTS:

1997411/19

+*¥+ THIS CONTACT IS OPENED DUE TO OPEN RECALL DES4A +»«

CUSTOMER SAYS:

= RECALL INFORMATION

- WAS GIVEN CITATION FOR NOT WEARING SEATAELT

L

PER CUSTOMER, DEALER SAYS:

- ON BACK ORDER

n

CUSTOMER SEEKS:

- LOANMER WEHICLE

[ ]

CAG ADVISED:

=INFORMATION HAS BEEN NOCUMENTED ANMD FORWARDED TO THE DEALER
~RECUEST CONTACT THE CUSTOMER WITHIN 2 BUSINESS DAvYS

DEALER CAN DCBTAIN AUTHORIZATION FDR RENTAL/LOANER CAR HY CALLING
1-800-328-5621

1987/ 11/21

¥E¥THIS [5 THE CLOSIMG COMMENT

CUSTOMER [5 COMING IN ON 11 217 97 TO HAVE RECALL PERFORMED THANK YOU DOM MAURA

OWNER RELATIONS VOP/BEMCHMARKEIMG ©4/11/98 FAXCARTA




03711 /98 MASTER OWNER RELATIDNS SYSTEM I 14.21.02

M AT E R R AR NIRRT P AT Nl A TS Sl s R AN E R R CE N EEEE TS AN AACSINSANCCLIANEEERR
aT40vVR GRR: 14 [NFORMAT [ON CONTACT YEH TV¥FE: CAR
WASHINGTOM a7 ZNSTR: COMYACT MWBR: 1091G60D3T QPENED: 11/17/1997
VIN: A_Nc_uqm_:mrmt ENGIME: U CLOSED: 11/17/1997
LELLRERRE LI A A L LI Ll L P P L e L L LI L L EY ]
LAST HAME; TATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS :

CITY: STATE: LP; l
HOME PHONE : BUs. FHOME:

MODEL VEAR: o0 MODEL : FROBE

MILEAGE : 1 wio ;

DEALER NAME: ACADEMY FORD SALES SALES CODE: 12704as F & A: DOi8D
CAUSAL CODES: 1108 SYMFTOMS: 104100

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

ACK. CODE: ASSIST CODE: AMARD AMTY: O SURYEY: (f OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: - DOWMER WOTIFIED: MICRO:

COMMENTS :

1997/11/17

wee NAYIS: SUBSEQUENT +e»

CLUSTOMER SAYS:

- EEATBELY RECALL wWh5 PERFORMED

= SEATBELT L5 STILL HNDT WOAKIWG

- DAUGHTER GETS STUCK IN THE SEATBELY

= EMERGEMCY 13 NOT RELEASINMNG

»

PER CUSTOMER, DEALER SAYS :NAME UMNKMNOWM, SERVICE
- CUSTOMER IS RESPONWSIALE FOR THE REPAIR

-
CUSTOMER SEEKS:

= FINANCIAL ASSTSTAMCE
3

CAC ADVISED:

- MO FURTHER FIMAMCIAL ASSISTAMCE WILL EE OFFERED
- THIS REPRESENTS FORD MOTOR COMPAMY 'S FIMAL OECISION 1IN THES MATIER

UOWNER RELATIONS YOF/BENMCHNARKING 09711798 FAKGARIG




os9/11 /98 MASTER OMNER RELATIONS EYSTEM |} 14,241 .02

H"""lllllllllIllll_lllulIIIIII.IIllthHHHIﬁlﬂlll!.—.hHHh""uIll.lll[luh""""ﬂﬂ!ﬂh”““
SHOSEL CRP: xxnC CONCERN CDNTACI VEH TYPE: CAR

SR 10 ZN/TR: COMTACLT MBR: 107HA2522 OPENED : 12704/ 1996
vIN: 1INPT2OCTNS ENBIMNE: £ CLDSED: 12718/ 1998
[ 1 1l I EE R EEEEEEERERNE LT T RN ll"llll.lll!l"“ﬂllll-“"""""""ﬂll'.l'.lﬂ"ﬂ-ﬂl.
LAST MAME: TATUS: CLDSED
TITLE: FIRST MWAME: I:

ADDRESS :

CITY: STATE: IP: I
HOME PHONE : BUS. FHDNME:

MODEL YEAR: MODEL :

MILFEAGE : SE5000 w50

DEALER NAME: WENTZEL FORD INC SALES CODE. 141585 P E A OG3ITE
CALSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: GD TRAMS. DST/RGBM: 41 TRANS. DATE:
SERVICE/SALES: 1 ) CONTACT DATE: 12704/ 19498
ACK. CDOE: ASLIST CODE: R ANARD AMT: O SURVEY; ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ES5P INFO: EXPIRES:

QPFEM RECALL: OWNER MOTIFIED: MICRO:

COWMMENTS :

19987 {2704

wéw VEHICLE INVOLVED 1IN RECALL 96599 wrx

*ev YEHICLE INVOLVED IN RECALL 935480 *us

tav NAVIS: SUHSEQUENT s

CUSTOMER SAYS:

= RECALL MEEDS TO HE PERFORMED

= SEAT BELT IS5 NOT FUCTTON1NG

- PROBLEM t5 INTERMITTENT

- RECALL WilL BE PERFORMEDR FDR FREE IN MARCH DF 1597 IF ND PROGLEM NOW

L

PER CUSTOMER, DEALER 5AYS:

- PROBLEM IS NOT OCCURRING WHEN WE TRY IT
L 3

CUSTOMER SEEKS:

- TD HAVE THE RECALL PERFORMED

[ ]

CAC ADVISED:

- TNFORMATION HAS HEEN DOCUMENTED AND FORWARDED TD THE DEALER

- requesT we. N CusT REC MNGR TD CONTACT THE CUSTONER WITHIN 2
BUSINESS DAYS

CUSTOMER SAYS:

- SHERRY (SERVICE AOMINISTRATDR)

- P & A A378

- SALES CODE 41V555

- RESTRICTION PLAGCED ON THE RECALL AS FAR AS PARTS LIMITATIONS

- WAWTS TO KMOW IF THEY COMRLETE THE WDRK ON THE VEHICLE WILL THE  COMPANY HE
PENALIZED

- 414-582-3788

+*

CUSTONER SEEKS:

OwWMER RELATIONS VOP/HENCHMARKING O05/11/9B FARCARTS




03/11/98 MASTER DWNER RELATIONS S¥YSTIM 1)

14,21, 03

BAxxE - CC i AkBuR - - —mEANEN-===c-agEa Lk L L L EE P REREELL EREEEI-F § § N g
SA0SEL GRP, AXOC COMCERM CONTACT VEH THPE; CAR

50OR 10 N/TR CONTACT MWBR: 1075425272 OFENED: 12704719258
VIN: ::vqunﬁzi ENGINE: C CLOSED: 12/12/1996
FEFARA-C- - - mAAARC-C-c-c—mgEam |lIlll"huun.ll'tluuuuulllrlIIIIIIll-.lIlHHHHUIII
1928/12/04

L ]

CAC ADVISED:
- FORWARBED TD SUPERVYISOR
19865 412/09

OUR DEALERSH1P CALLED CUSTOMER ON 12/04/96, SCHEDULED REPAIR FOR

Jumomxwm.nZD
OUR SEAVICE DEPT. PERFORMED RECALLS DN {2/06/98., CUSTOMER IS5 HAPPY AND
mpquum_mu.

F#¥THIS IS THE CLOSING COMMENT

DUR DEALERSHIP CONTACTED THE CUSTOMER ON 12704796, SET AN APPOLINTMENT RQ
PERFDRM RECALLS DN 12/06/58.

THE RECALLS HAVE WDW BEEN PERFORMED AMD CUSTOMER

IS HapPY,

18986512711

HEHTHIS 15 THE CLOSING COMMENT

CUSTOMER RETURNED OM 12 06 96 TD HAWE THE PASSIVE RESTRAINT HELT EEPLACED AND
RO PUT DN HOLD BECAUSE VEHCLE DDES WEED REFLACEMENT OF PASSENGER SIDE PASSIVE
RESTRATINT

H¥¥THIS 15 THE CLOSIHG COMMENWT

CUSTOMER RETURNED TO DEALER 12 OB B6 TO HAVE DR

IVERS SIDE PASSIYE BELT REPLACE
0 RO HELD DPENM DUE TD HAVING TO REPLACE

THE PASSENGER 5SIDE PASSIYE BELT

OWNER RELATIONS VOP/BENCHMARKING D8/11/98 FAACARTG




09/11/98 MASTER OWMER RILATIONS S7STIM 1] 14.21.02

HEE NS SN N EEEENENENEOSSSSSSSSSSiZ.ssssdAJdONEEENASLEOzZ:i_z. .zzzm=====z3

BOBSTH CRPE: X517 COMCERN LONTACT vEH TYPE: CAR
DALLAS Y] S TR CONTACT WBR: 107494R I35 DPENED: D1/707/7 1997
VIN: _m.._iquu_.u___.t ENGINE: L CLOSED: 0171571897

LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: Mi:

ADDRESS ;

CITY: STATE: zir: R
HOME PHONE; BUS. PFHOME:

MODEL YEAR: a1 MODEL -

MILEAGE; 78000 wsD:

DEALER NAME: GENE MESSER FORD IN SALES CODE: {52101 P& A O2Z5B2
CALUSAL CODES: 1218 STYMPTOMS ; Q4100 104300

ORIGIN: Ga TRANS. DST/AGH: 52 TRANS. DATE:
SERVICE/SALES: 1 CONTALCT DATE: O1/D871997
ACK . CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP 1HFD: EXPIRES:

OPEM RECALL: DWNER NOTIFIED: MICRD:

COMMENTS :

199704 fO7

evv YWEHICLE INVOLVED [N REECALL 9GS48 =r«

*iv WAVIS: SUBSEQUENMT =«

CUSTOMER SAYS:

= TRYING TO HMAVE WEHICLES RECALL REPAIRED

- DEALERSHIP IS REFUSING TO PERFORM RECALL

- WEHICLES SEATBELTS ARE CURRENTLY WOT WORKIMG

= MEED VEHICLE REPAIRED EY THE END OF THE MOMNTH FOR AWM TNSPECTION THAT WwILL BE
NOME ON THE WEHICLE

*

PER CLSTOMER, DEALER SAYS:

= HAS NOT RECEIVED ANY PAPERWORK 0ON THE RECALL IN ORDER TO FIX THE VEHICLE

CLUSTOMER SEEKS-

- WANTS RECALL WORK DOME

L

CAC ADVISED:

MADE QUTBOUMG CALL TO DEALERSHIP

= INFORMATIONW HAS BEEN DDCLUMENTED AMD FORWARDED TO THE DEALERSHIP WITH A COPY
TQC THE REGIOMAL QFFICE.

~REQUEST MR. MIME IDEN {SVC MNGR) CONTACT THE CUSTOMER WITHIN 2 BUSIMESS DAYS
= CSR ODPENED CONCERM BECAUSE DEALERSHIF IS5 REFUSING SERVICE

1867701 /08

#AATHLS 15 THE CLOSING COMMENT

CAONTACTED CUSTOMER QM Q1/08/97. DEALERSHIP DID NOT REFUSE TO OO REPAIR. BUT
TOLD CUSTOMER HAD TO GET SPECIAL TOOL AND RECALL INFORMATION. REPAIA AND
INSPECTION ThO BHE DDMNE ON 1/15/7QT AT T:00 AM.

OWNER RELATIONS VOP/BEMCHMARKEMG O9/11798 FAKCARTSG




GanAEWH MASTER OWNER RELATIOMS SYSTEM [I 14 .21 .08

0539k GRP: XXD7 nnanﬂz CONTACT VEH TYFE: CaPR
PHILADELPHIA 18 ZH/TR: COMTACT MER: _n_u.ﬁhmuum OPENED: O1/07/1997
WIN: JN:nqunnnlm ENGINE: CLOSED: 0172371997
B e e L L P L L L Ll L A R R LI LRl e R P L T P P T R B L]
LAST NAME: ﬂrq:m nrnmmu
TITLE:

ADORESS:

CITY: —.
HOME PHOME : L5. 1In2n

MOOEL YEAR: MODEL : PROBE

MILEAGE; uL.Sn. wah:

DEALER NAME: SPENCE FORD, IWC. SALES CODE: 11E474 P& A Oia73
CAUSAL CODES: 1203 1ORA SYMPTOMS: 104 100

ORIGIN: GD TRANS. DST/RGM: 18 TRANG. DATE:
SERVICE/SALES: 1 CONTACT DATE: D1F147 1927
ACK. CDOE: ASSIST CODE: W AWNARD AMT: I00 SURVEY: Y (¥ DR W]
BUILD DATE: CALIBRATION:

ESP FNFD: EXPIRES:

OFEM RECALL: OwMER NOTIFIED: MICRO:

COMMENTS :

1997701 /07

was PARTS DELAY OVER 10 DAYS ww+

s¢v VEHICLE [NVOLVED IN RECALL DESAEF96599 wss

wes WNAVIS: SUBSEOLIENT »=+

CUSTOMER SAYS:

~ATTEMPTED RESOLUTEON OF RECALL REPAIRS IM MOVEMBER FARTS ORDERED AT TiME
~CONTACTS CAC TD EXPRESS FRUSTRATION WITH WEHICLE RESTRAINT S¥YSTEM REGALL
REPALR DELAYS

[ 3

PER CUSTOMER, DEALER SAYS:

-PER TOM TN SYC DEPT ADVISED CLUSTOMER PARTS DID NOT ARRIVE YET UMABLE TO
DETERMINE STATUS OF ARRIVAL

L 3

CUSTOMER SEEK::

-FINAL RESOLUT1OW OF CONCERNS

=PLANS 5UIT 1F COMPOMENTS FOR SAFETY UMABLE TO RESTRATN CUSTOMER IN AN
ACCIDENT

-

CAC ADVYISED:

-INFDRMATION HAS BEEN DOCLMENTED AND FORWARDED TO THE DEALERSHIP WITH A COPY
T2 THE REGIOWAL QFFICE.

-REQUEST ME.DENNIS MALLOYLCUST. REL MMGR) CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1987/01/09

COMTACTED CUSTOMER TO PROVIDE INFORMATIDN THAT PARTS WILL BE DFF BACK ORDER
ONTHE MEEK OF Q1/13/1887 WE HAYE ALREADY SEY HER APPOINTHMENT FOR TUESDAT
Q17141997 TAQ REPLACE THE SEAT BELT TRACK AND MOTOR.

ROGER H. HALMAN

OWNER RELATIONS VOP/BENCHNARKIMNG O8/11/98 FAXCARTG




oa/11 /58 MASTER OWNER RELATIONS SYSIEM 11 14.21.02
TREE R === L IENEEEddE TS =SS s RERRMEIC-=S-=C==:_ 2B.da. == ST gEEMEREr=—===:-==-sSma

alci=1= GRP: X»07 COMCERMN CONTACT YEH TTYPE' CAR

11_rpnnrmznp_mnzmﬂn. naqunqzmnHAcqumuuunumzmudndxnum_mmq
VIN- s2vpragcon (R ENGINE: € CLOSED: §1/2371997
EENEEEC======S5 EEE S S ESNEEENEENE REC-C-=-—=C-SOEEEER
1997 /01716

#HNTHIS 1S THE CLOSING COMMENT

REPAIRED CUSTOMER'S CAR ON If14/1997 REPLACED BOTH SEAT BELT THACKS

PERFORMED RECALL 56548 AND 86599 SEAT HELT TRACK RECALLS.

COMCERN RESOLVED CUSTOMER SATISFIED.

ROSER BAUMAN

OWNER RELATIONS VOP/AENCHMARKINMG 09711798 FAXCARTG




03/11798 MASTER DWNER RELATIONS SYSTFM 11 14.21. 0%
"""""""""-Ilu“".-.........lll“"""""""""".Illl.l‘.-lllIIIIII"h""".lllll"llllllll
452540 GRP: 5X15 CONCERN CONTACT VEH TYPE: CaR
ATLANT A 21 INJTR: €3 CONTACT MER: 10TGC)3498  OPENED: 0171071997
VIN: 1zve1z 0w ENGINE: U CLOSEN; Qi/20/1997

ERSZJddE NN EEEERANEREEE

IIIIIII SETIINIAEEEERAddAxr=—=—--=-=-=-aO===

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

ADDRESS:

C1TY: STATE: IP: I
HOME PrGNE : BUS. PHONE-

MOOEL YEAR: -] MODEL : PFROBE

MILEAGE : B 1000 WSD:

DEALER WAME: CAFE FEARMOTDR SALE SALES CODE: 121354 P& A OBTIR
CALSAL CDDES: 1294 2802 SYMPTOMS : 104 100

DRIGIN: GO TRANS. DST/RGN: 21 TRANS., DATE:
SERVICEfSALES: 4 . CONTACT DATE: O1/1051987T
ACK. CODE: ASSIST CODE: w AWARD ANT: O SURVWEY: ¥ LY OR N)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPENM RECALL: CWMER NDTIFIED: MICRO:

GCONMENMTS :

1897/01/10

w44 THIS CONTACT IS OPENED COUE TO OFEW RECALL 965599 swe
+¢+ FHIS CONTACT IS OPENEC CUE Td OPEN RECALL 95548 ===
Wik NAWIS: SUBSEQUENT #x=

CUSTOMER SAYS:

= THE SRIVER'S S10E FRONT SEATBELT
.

FER CUSTOMER, DEALER SAYS:

FER SERVICE:

= GAVE BOQ MUMHER AT CUSTOMER REQUEST

- THEY ARE HAVING A HARD TIME EETTING THE PARTS
FER 5TAN, SERVICE:

15 LOCKED IM THE FRONT POSITION

* WHILE THE CUSTOMER WAS ON THE PHOME WITH THE CAC {THEY HAVE THE PART &
WiLL BE PERFORMING THE RECALL )~

+

CLUSTOMER SEEKS:

= REPAJR THE SEATBELTS

L]

CAC ADVISED:

CINFORMATION WAS STILL SENT FORWARD DUE TO THE RECALLS)

-INFORMNATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR. GREG PAGE (5YC MMGR)] TD CONTACT THE CUSTOMER WITHIN 2 BUSIMNESS

DAYS
1997/81/13
KXATHIS IS THE CLDSING COMMEMT

CUSTOWER CONTACTED BY STAN SMITH SERVICE ADVISOR, MADE AFPFOINTMENT FOR TUESDAY
JAW 13, FOR RECALL T BE DOME, PARTS ARE HERE WOW, CLOSE CONTACT

OWNER RELATIONS YOPJEEWCHMARKINE O5/11/98 FAACARTG




027117498 MASTER OWHER RELATIDNS SYSTIM L] 14.21.02

EEE L E RS FLLEL AR R LR L LLERERRELIFRREEREERERENNERLE T IR R E NI T A e ey

1ATATS GRP: Xx1T CONCERKW CONTRCT VYEH TYPE: CAR
ATLAMT A 21 ZHFTR: CONTACT MBER: 109071180 OPEMEDR: Di/13/19497
i 1'H 1ZVPT20C2M5 ENGINE: € CLOSED: Q172171997

S======—=-=FERX>F BAl ks X C X - T == - C-CC-CCSCCSo - INCINEEFEFFRFAvEEaEmEE
LAST MAME : TATUS: CLOSED
TITLE: FIRST MNAME: L

ADDRESS .

EITY: STATE: re: 2102
HOME PHONE . BUS5. PHOME:

MODEL YEAR: o1 MODEL : PROBE

MTLEARBE : 126000 WED :

CEALER MAME: JOHN BLEAKLEY FORD SALES CODE: 121059 P E A: 00487
CAUSAL CODES: 1201 SYNPRTOMS : 104 100

DRIGIN: G0 TRANS. DST/RGM: 21 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: O1/14/19587
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ 1Y ORA M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: OWMNER MATIFIED: MICRO:

COMMEMNTS .

1997501717

=ex THIS COMTACT IS QPENED DUE TO OPEN RECALLS S9£5959 & S6548 [SEATEBELTS) eew
waw MAVIS: PROGERAM wer

CUSTOMER SAYS:

=DRIVER S1DE PASS5IVE / MOTORIZED SEATOELT IS INOPERABLE.

¥

PER CUSTOMER, DEALER 5a¥5:

-HR. WARNER IH SEAVICE SAID THE PARTS WERE DORDERED DN 1/G/97 AND WERE PROEMISED
Td BE DELIVERED OM 1/13/86.

CUSTOMER SEEKG:
-TO HAYE HER SEATEELYS REFAIRED UNDER THE HRECALLS.

L 3

CAC ADVISED:

~[NFORMATIOM HAS EEEN DOCUMENTED ANO FDRWARDEND TO THE OEALER

-REQUEST MR. RAMDY MORRIS (CUST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 2
BELUSIMESS DAYE,
1997701714

##NFTHIS 15 THE CLDSING COMMENT

0 BE PERFORMED LEFT MESSAGE AT OQWNERS WORK WOICE MATIL/SROM

OWNER RELATICNS WOP/BENCHMARKIWS 09/11/98 FAACARIG




Q911790 HASTER OWNER RELATIDMS SYSTEM 11 14,21.02

IIIIIlIHIH"IIHFIIIII'IIIHHU"“HHIIIIIIIHHHHFIIIIIIINhHnHHHHIIIHHHHHHHHHIIIIIIII
05 18KL GRP: XxOud COMCERN CONTACT YEH TYPE: CAR

EDR 10 ZHFTR . CONTACT MER: 108034147 OPFEMED: Q172813987
VIN: 1zveraocan JE ENBINE: C CLOSED: 03/10/1287

EEENESE--—c-==-=-=--mmmm N s EEE s s S I NN e r s =S NN k= yE R EEEEN

LAST MAME: TATUS: CLOSED
TITLE: F1RST NAME: I;

ADDRESS :

cITY: STATE: IP: I
HOME PHOME : BUS. PHONE:

MODEL VEAA: g1 MOOEL: PROBE

MILEAGE : L4 2lali] w5

DEALER MNAME: JENSEM THO SALES CORE: S5E3I58%3 F A& A: Q3373
CAUSAL CODES: 1206 1203 SYMPTOMS: 104100

ORIGIN: GO TRANS. DST/RGN: &3 TRANS. DATE;
SERVICESSALES: 1 CONTACT DATE: DZ/03/1007
ACK. CODE: ASSIST CODE: F  AWARD AMT: O SURVEY: ¥ (Y OR M)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MIcRO:

COMMENTS ;

18QTF01/29

w+% NAVIS: SLRSEQLENT =%

CUSTOMER SAYS:

- HAD THE DRIVER SIDE SEAT HELT REPLACED 10-10-GK

- RECEIVED RECALL LETTER FOR THE SEAT BELT RECALLS 0ON 10-23-9

= MEWT TO THE DEALERHSIF FOR THE DRIVE SIPE SEAT EBELT REFAIR REIMHLRSEMENT
f0-Z8-98

= CUSTOMER ESTILL HAS NOT RECEIVED HER REFUMD

- STILL WEEDS TO HAVE THE PASSENGER SIDE SEAT BELT RECALL PERFORMED

=~ D1-07-97 JASON SAl0 HE WOULD £aALL THE FORD REPRESENTATIVE wnllLO BE CONTACTED
FOR THE REGALL REFUND

= CHECK SHOULD BE RECEIVED WITHIM DME WEEK DF Q1-14-97 PER LERDOY

.
PER CUSTOMER, DEALER SAYS:

- LERDY STEWART AT DEALERWSIF TODLD CUSTOMER SHE WOULD RECETVE A REFUND MITHING
TH0 TO THREE WEEKS FROM 1D-30-0E

- 41-11-9G SAID THAT CUSTOMER SHOULD BE RECEIVING A REFUND FOR %5%3.00

= PART IS QORDERED FOR THE PASSEMGER 5SIDE SCAT BELT

- 01-07-97% JASON S5AID HE WOULD CALL THE FORD REPRESENTATIWE WOULD BE CONTACTED
FOR TrnE RECALL REFUND

= CHECK SHOULD BE RECEIWED MITHIMN OME WEEK OF O1-14-97 PER LERDY

= HD COWTACT SINCE 01-14-87

DOWHER RELATIONS VOP/HENCHMARKING 09711798 FaAXCARTG




osf1i/49m MASTER OWNER RELATIONS SvSiEM I 14.21.02
IlIIlll""""Hhullllltl-IllllhﬂhuHHHhIrI-lll"""""uhu-F-.l.I.IHHHHHHHHFHI_I.II.HHHHHH""
O518KL GRP: Xxr04 COMCERM COMTACT VEH T+PE: CAR

SNR 10 mz___.;"i CONMTACT MBR: 10BQ3d1d7 OPEMED : Q1/728/1887
VIM: 1ZYPT20C4ANS EMGIME: CLOSED: 03710/} 1957
ll'll'llllllllIi.l.'.l.l.llllll""""""""..l.-.-luﬂﬂHHHHHIHIIII.II""H.III.....*'*""H““

1927/01/29
CUSTOMER SEEKS:

- WANTS TD KNOW WHERE HER RECALL REFUND WAS

-

CAC ADVISED:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

-~REQUEST MR.LERDY STEWART (SVC MNGHR] TO EONTACT THE CUSTOMER WITHIMN 2 BUSINESS
AYS

- UUTHOUMD CALL MADE TO LEROY STEWART FOR EXFLANATION AS TQ WHERE THE
CUSTCHER'S AEFUMD FOR THE RECALL IS

= LEROY INOICATED THAT CLSTOMER’S CHECK IS CURRENTLY AT THE DEALERSHIP
1997,/03,/03

***C 5N RFALRGLOw %%

DEALER TODK CARE OF THE CUSTOMER

AFFTHIS IS THE CLOSING COMMENT

svalSM RFALRCLO*%x*

OWNER RELATIONT WOF/BENCHMARKING 0D9/11/98 FAXCARTG




29/11/98 MASTER OWMER RELATIONS SYSTEM || 14, 21.02
AAREENESS I Ea - - - - o N IR ANEE NN ITTNNL LN g mEEEREE S A-FEAWEnE 1 - SEiE=cAdidmx TS gEEN-=---—=-==-=Sxo
AT91GM GRP: X2 CONCERN COMTACT VEH TYBE: CAR

DEMVER 56 ZN/TR: CONTACT MBR: |0BOTIYEGS OPENED: 0173071997
VIN: _NE.EEE.F ENGINE: U CLOSED : 0271471997
llllllnu""IIII!II.HHHHHHH*IIIIIIlIHIIIllllIIIIHHhHllllluuuuu"ﬂﬂllnlﬂhﬂllllllll

LAST MAME: TATUS ;. CLOSED
TITLE: 5T HWAME: I: M

ADDRESS :

C1TY: STATE: IP: I
HOME PHONE : BUS. FHONE:

MODEL YEAR: a1 MODEL : PRDBE

MILEARGE: 2382 W5D:

DEALER MAME: LAKEWDDD FORDLAMO ! SALES CODE: 156011 P& &: O3142
CAUSAL CODES: {203 SYMPTOMNS : 104100

ORIGIM: &n TRANS. OET/RGM: SE TRANG. ATE:
SERVICE/SALES: 1 . COKTAET OATE: 03/D3/ 1897
ACK. CODE: ASSIST CONE: W AWARD AMT: O SURYEY: ¥ (¥ OR MJ
BulLO OATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OwNER NOTIFIED: MICRO :

COMMENTS :

1897701430

#s¢ THIS CONTACT IS OPEMEC OUE TO DPEN RECALL 9BS4E +44

#a+ THIS COWTACT IS OPEMNED DUE TO OPEN RECALL 9550Y ssx

wis NAVIS: SUBSEQUENT »*w

CUSTOMER SAYS:

= THE CUSTOMER HAS SPOKEN WITH YTHE dHICHWAY TRAFFIC SFETY
ADMINISTRATION REGARDING RECALLS FOR THE BELT ANCOHOR BOLTS 3/51 {915235)
AND THE BRAKE HYDRALIC SHOE AMO DRUM SYSTEM IS ON REGALL

- WOULD LIKE Td KhOW IF THE VEHICLE IS INVOLVED IM ANY OTHER RECALLS
REQARDIMNG THE SEAT EBELTS AMD BRAKES

&

FER CUSTOMER. DEALER SAYS: TOM HEALY (SERVICE)

= THE WEHICLE IS NOT INVOLVED [N OTHER RECALLS OTHER THAN THE SEATBELT
-

CUSTOMER SEEKS:

= RECALL 1NFDRMATLON

-

CAC ADVISED:

+ CONTACT DPEN DUE TO THE WYEWICLE IS IN RECALLS 96548 AND 96599
- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR, MERID VETTRAIND (SVC MNGR) TO CDNTACT THE CLSTONER WITHIN
2 BUSINESS DAYS
199 ¢/02/07

#FFTHIS 15 THE CLOSING COMMENT

PARTS HAD BEEW DN GRGER FDR APROX, OME WEEK. THE PARTS CAME IN AND WERE
INSTALLED OH ©2/08/97. CUSTOMER WAS SATISFIED

OWMER RELATIONS VOP/BENCHMARKING O3%/11/798 FAXCARTG




o8/11/98 MASTER UWNER RELATIONS SYSTEM I 14.21.02

dmem=====3 F.III.IIIFIHHHHHHHHIIIIIIH""""hHﬂﬂlll'lluH|.I.""hhLHFIIIHHHHHH"HHII"III
TEQEAE GRR: 09 COWCERM CONTACT YEH TYPE: CAR

SAN FRAN T2 INSTR: CONTACT NPR: 1OBOHHIYYS OPENED: 02/41/1997
VIN: :EEEmzmI ENGINE: U CLOSED: 031271997
EEEEESsssc==—rCrmgEEEEN lIHHHHII..n..IIIII.IIHRHHHHHHH.FI.II.I.I.HHHHH"HHIHIIIIHHHHHHUIIII
LAST WAME : TATUS: CLOSED
TITLE; FIRST MRAME : 1

ADDRESS:

CITY: STATE - IP: I
HOME PHOME: BU5S. PHOME:

MODEL YEAR: MODEL:

MILEAGE : 100000 wWs0:

DEALER HAME: FREMDNT FORD SALES CODE- 172034 P& A: O727E
CALUSAL CODES: 1203 SYMPTOMS : 104100

DRIGIN: Ga TRANS, DST/RGN: T2 TRANS. DATE:
SERVICEJSALES: 1 CONTACT DATE: 02712719487
AGK. CDDE: ASSIST COQE: W AWARD AMT: D SLURVEY: ¥ [¥ OR N)
BUILD BATE: CALIBRATIODN:

ESF INFD: EXPIRES:

DPEM RECALL : OwWNER NDTIFIED: MICRE:

COMMENTS :

1997 /02 11
wew VEHICLE [MVOLVED !N ONP 95ETO #w»
»»+ VEHICLE INVOLVED [N RECALL 9€538 err
+#» YEHICLE INVOLVED IN RECALL 98548 ##«
wvs NAVIS: SUBSEQUENT *++
CUSTOMER SAYS:
= NEEDS TD KMOW IF VEHILLE HAS & RECALL.
- SEAT BELT DOES NOT MAVE UP OR DOWN.
.
PER CUSTOMER, DEALER SAYS:
= N DONTACT.
o
CUSTOMER SEEKS:
= RECALL INFORMATION.
*
CAC ADVISED:
~INFORMATION HAS BEEN DOCLMENTED AMD FORWARDER TO THE BDEALER
-REDUEST MR. CRAIG MILLEA (CUST REL MMNER) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS
1957 /01 /05
F4ATHIS IS5 THE CLOSING COMMENT
ORDER PARTS FOR CUSTOMER, PARTS NDW IM SET APPT FDR REGALLS ON as1g/ar.

MMER RELATIONS VOP/BENCHMARKING ©DB/11/98 FAXCARTD




caf11/98 MASTER OWHER RELATIONS SYSTEM 11 14,.21.02

3844EH ORF; KxO4 CONCERN CONTACT VEH TYPE: CAR
KANSAS CITY 51 2ZN/TR: €32 CONTACT NBR: 108118840 DPENED: 02/19/1997
VIN: 1zveT2usns [N ENGIME: u ELOSED: 0370571991
AFEINEIIEEUEEN e R PR R R R IR RN R R R R R ] 1] 1]
LAST MWAME: STATUS: CLOSED
TITLE: FIRST NAME: M1:

ADDRESS :

CITv: STATE. ZIP: I
HOME PHDNE : BUS. FHONE:

MODEL YEAR: B MDDEL :

MILEAGE : AB0D0 WED:

DEALER NAME: MEL HAMBELTOW FORD 'SALES CDDE: 153203 P& A: Q35078
CAUSAL CODES: 1203 10RA SYMPTDMS : 104100

DRIGIMN: GO TRANS. DST/RGN: &3 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 02726871997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SLRYEY: ¥ [¥ DR H)
BUILD DATE: CALIBRATIOM:

ESP INFO: EXPIRES:

OFEN RECALL: OMNER NOTIFIED: MICRO:

COMMENTS :

1987702/ 1%

w=s YEHICLE INVOLVED IN RECALL J854H wen

«+% PARTS OELAY DVER 30 DAYS waa

vaw THIS COMTAET IS OPENED DUE TO OPEN RECALL 98548 tw
CLUSTOMER SAYS:

*RECIEWED (IM LATE CECEMBER) RECALL LETTER ABOLT SEAT BELTS TO BRING IN THE
WEHICLE IN JAWUARY _

=WAS IN AN ACCIDENT WITHOUT SEAT BELTS. NOOWE HURT.

CUSTOMER EXTREMELY LOMWCERNED ARDUT ORIVIKWE WITHDOLUT PROPERLY FUNCTIOMING SEAT
BELTS.

"

PER CUSTAOMER. DEALER SAYS:

-uWill D TAKE 28 WEEKS TO GET REPAIRS

+

CUSTOMER SEEKS:
-~REPATRS AS S00M &5 POSSIHLE,

L 3

CAC ADVISED:

- INFDRMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALERSHIP WI1TH A COPY
T0 THE REGIONAL DEFICE.

-REQUEST MR. JDHN BISTLINE/CUST, REL MNGR CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1997/02/126

#44THIS 15 THE CLOSING COMMENT

CALLED 10:39 AM 1/20/1997 LEFT MESSAGE OM RECDRDER APPOTHTHMENT SET FOR 2728719
U7 CAR WAS REPAIREDR 2/26/97 AMD RETURMWED Ta QUST

OWNER RELATIONMS VOP/HENCHMARKINA O8511/98 FAKCARTG




oa/11/98 MASTER OWHMLCH RELATIONTS SYST1EH 11 140,234,002

- .= s mx==EEEES-SSQ@SA======c-==
928E6FH GRP: 2 CONCEAM COQMIACT WwEH THFE: CAR
ATLANTA 1 INSTR: Al COMTACT NER: OB 12608 OFEMED: $2/31/1997
VIN: 1zver20canE ENGINE: © CLOSED: 03/O&/1597
llIII_""HuHHH"u—lllllllllllIIII|IIIHUHIIIIIIII.I.IIHHllhHh""""""ﬂﬂ""lllllllllll =55
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

AQODRESS:

CITY: ATATE: IP: I
HOME PHOME : BUS. FHODME:

MODEL YELR: 41 MODEL : PROEE

MILEAGE: SRHO0 w5D :

REALER MAME: SPALDING FORD. IMC. SALES CODE: 121488 F & A: Q0x21C
CAUSAL EODES: 1245 SYMETOMS ; 103100

ORIGIN: Gn TRANS., DSY/RGH: 21 TAAMS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 0272771207
ACK. CODE: ASEIST CODE: D  AMARD ANT: O SURVE¥: ¥ (¥ OR N)
BUILD DATE: CAL1BRATION:

ESP INFO: EXPIRES:

DPENW RECALL: DWNER MOTIFIED: M1CRO:

COMMENTS :

1987 /0221

«++ VEHICLE INVOLVED IN RECALL SBELB/HETAT wav

CUSTOMER SAYS:

- 2/21/97 TODK VEAMIGLE TO DEALERSHIP TO HAVE SEATBELT RECALL PERFORMED
- PASTENGER SIDE IS NOT WORKI1NG

.

RER CUSTDMER, DEALER SAYS:

~ WOULD DMLY REPATR TeE DRIVERS SIDE UWDER THE RECALL

- CUSTOMER WOULD WAYE TO PAY FOR THE REPAIRS DN THE PASSENGER SIDE (PER DICK
GRUNDIN)

[ ]

CUSTOMER SEFMS:

= TO HAVE HBOTH SEATBELTS PROPERLY REFAIRED

.

CAC AbDW1SED:

- INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. HiL REEVES [SvC MMGR} TD CONTACT THE CUSTOMER WITHIN 2
BUSIMES3 DAY

1937/03727
KopTHIS 15 THE CLOSIWA COMMEWT
1 aM CLOSING THLS CONTACT A5 THIS PROBLEM wWAS COVERED UMOER & RECALL FOR THE

ORIVERSIDE BELT DNLY. THIS CUSTOMER [5 WELL OUT DF WARRANTY COVERAGE AND IN
THE OMMERSHIP LEVEL.

OWNER RELATIONS VOP/BEMCHWAAKING Q4711792 FAXCALRTG




ga/117/98 MASTER OWNER RELATIONS SYSTEM LI 14.21.02

FEFFEFAELIN ANkl lmbh bl s T XA S S S S EErIEREEEN S s MM A CE S SIS SCSSCSSCCTICEEEEERLNmW
ABTAW GRP: 11 INFORMAT ION CONTACT YEH T¥PE: CaR

LOS ANGELEE TI INSTR: CONTACT WNEBR: 109557747 OPENED: O3/11/1598
VIN: ;_..._:.uu_.a:uE ENGINE: | CLOSED: 0371171938
EEEEEEEEEERdAm k ks a TSI -EEENEREREEEEEERREmETX

LAST MAME:

TITLE: FIRST NAME:

ADDRESS:

CITY: STATE:

HOME PHOWE: BUS,. PHONE:

MODEL YEAR: a2 MOOEL : PROBE

MILEAGE: TASDO wsh:

DEALER NAME: HYSEN-JOHNSON FORD SALES CODDE: 171497 F & &: 07889
CAUSAL CODES: 1104 SYMPTOMS: 104100 104000

ORIGIN: &l TRANS. DST/RGN: TRANS . DATE:
EERVICE/SALES: COMNTACT DATE:

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

ESP INFO: EXPIRES:

DFEM RECALL: OWNER MOTIFIED: MICRD:

COMMENTS :

199BS03S 11
sk MAVIS: SUBSEQUENT wes
CUSTOMER SAYS:

= RECALL OCT ‘956 FOR SHOULDER RESTRAINT; DRIVER'S SIDE WAS REPATIRED UHDER
THIS RECALL -

= PASSEMGER RESTRAINT IS ALSD BROKEM

- BELT WILL MOT RETRACT. MOTOR I5 EROKEN
.

PER CUSTOMER, DEALER SAYS:
= OID NDT MECESSARILY HAVE TO PAY FOR [T, RECALL MAY HAVE EAPIRED

- WANT %700 TO REFAIR YEHICLE
"

CLUSTOMER SEEKS:
= FINAMNCIAL CONSIDERATION TO REPAIR PASSEMGER SEAT BELT
- DOES RECALL STILL CAVER THIS REPALRT

-

CAC ADYISED:
- WARRANTY HAS EAPTIRED
= FORD MILL MWOT PROVIDE FIMANCEAL ASSISTAMCE TD THE CDST OF THE REPAIR

OWNER RELATIONS VOP/BENCHMARKIMG 0O49/1179% FANCARTH




Qs 11708 MASTER OWMEN RELATIONS STSTEM 11 14.21.02

S+rSAEEEIrJdEEN AR s R E X - - C-CC-C-CC-C-C-=-UNLRIEREREEEET==—=== = ‘El. laxa=========F2EEEERRAEI
2E00ORE GRP: Xh(3 INFORMATION COMIACT VYEH TY¥PE: CaR

LDS ANGELES T MNSTR: D1 CONTACTY NBR: 107730544 OPENEDR: 11/05/710998
VIM: T} ENG [NE : CLOSED: 11706/ 1996
EEEOT-CCCSCENNELAESSE = s S NN NEENENEEEAC - - CCKOEEERSARE—=—=—====r3mm
LAST MAME: STATUS: CLDSEQR
TITLE: FIRST NAME: W 5

ADDRESS :

CITY: STATE: ZIP: I
HOME PHOME : 111-111-1114 BUS. PHOWE: 41i-111-3111

MODEL YEAR: a1 MODEL: PRDBE

MILEAGE : 60001 Wsh:

DEALER MAME: BELL FORD SALES CDRE: 1711177 P& A: 20380
CAUSAL €DDES: D418 SYMPTONS : 104100 2Q10D0

QRIGIN: G0 TRANS. DST/RGH: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. CDDE: AS5TST CODE: AWARD AMT: O SURVEY: [Y OR N}
BUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: wKER NOTIFIEM: MICRO: €532899
CDMMENTS :

1996711706

vev LETTER DATED 10/31/95 wax

t+0M0 VIN AVAILABLE«++»

CUSTOMER SAVS:

- CUSTOMER DID NDT WRITE IN A PHONE MUMHER

=~ CLETOMER STATED THAT THERE WAS OVER 60,000 MILES HUT M) SPECTFIC AMOUNT WAS
GIVEN

= THE MITOR ON THE SEAT BELT WAS NOT OPERATING FROFELY 1IN THE VEHICLE

= CUSTOMER HAD CALLED THE OEALER TO FIMD OUT IF THERE WAS STILL & WARRANTY OW
THE SEAT BELT

= THE FIRST TINE THE DEALER INFORMED THE CUSTOMER THAT THERE WAS A 6 YExR/S
GOOO0 MILE WARRANT OM THE VEHIGCLE. MO MENTION DF UNTIL DONME DCCURRED OR THE
DOTHER

- CUSTOMER SET AN APPOINTMENT TO HAVE THE SEAT HELT CONCERNWS ADDRESSED, DEALER
INFORMED CUSTOMER THAT THE WARRAMTY HAD EXFIRED AND THAT THE WARRANTY WAS
ACTUALLY 5 YEAR OR SOOQD MILES WHICHEVER ODCCURED FIRST, THEWN GAVE THE NANE OF
THE CUSTOMER RELATIUON MANAGER CHERYL SALLASHER

+ CUSTOMER CALLED CHERYL GALLASHER 2 TIMES AMD WAS THEN INFORMED THAT SHE WO
LONGER WORKED FOR THE DEALERSHIF, HER RERLACEMENT INFDRMED THE CUSTOMER THAT
THE WARRANTY OWN THE SEAT BELTS WAS FOR 3 YEARS DR 3E000 MILES

= DEALER WAS 0OING TO CHARGE FOR THE REPAIR BECAUSE THE WARRAWTY HAD EXPIRED
- CUSTOMER WISHES TO FILE A COMPLAINT AGAIMST DEALEM. SHE FEELS HER FAITH IN
FORD HaS BEEM WEAKEMWED BY

OWNER RELATIONS VOP/BENCHMARKING 0OB/11/98 FaxCaR1G




o9/1i/98 MASTER DWMER RELATIONS SYSTEM [1 14.21.02

uul.llllllllHH"HUHIIIIIIIIIIHHHHHHIIIIIlIH.ﬂhHHHUHHI.III.I.HH"HHHullllllllllllhunllli
2600BB GRP: Xx03 INFORMATIOM CONTACT ¥YEH TYPE: CaAR

LOS AHGELES T ZNSTR: Do CONTACT MBR: 107730549 DPEMED: 11/DEF198&6
VIN: L] EMNGINE : CLDSED: 11/06/ 1935
":I..u-IIIIII.IIIIHHHHHHIIIIIIIIIIH"""HIIIIIIIIIIH"HHHHlllllll!hhh""ﬂ.llIIIIIHHHHHI
1956/ 11 /06

-
FER CUSTOMER, DOEALER S5AVS:

= PROVIOED CONFLICTING WARRANTY !NFORMATION ON THE VEHICLE
-

CUSTAOMER SEEKS:

- FILE COMPLATHT ABDUT DEALER
®

CAC ADVEISED:

= USED INFORMATION TO TRY AND OBTAIN CUSTOMERS PHONE NUMRER, FOLND MUMBER 402
498 3111, COULOD MOT VERLIFY IF IT WAS THE CORRECT NUMBER

= MADE 0BC TO OBTAIN VIN NUMBER, MO AMSMWER

= SENT PDST CARD REQUESTIMG CUSTOMER TO CONTACT THE CAC .
= {HEXT CS5R, PDSSIELE RECALL ON THE SEAT EELT ASSEMALY OF THE YEHICLE, PLEASE
CHECK AMND ADVISE CUSTOMER ACCORDINGLY)

QOWNER RELATIONS VOP/BENCHMAAKING O9/11/88 FAXCARTG




o9/11/f98 MASTER OWNER RELATIOMS S%STLM I 1a.31.02

EE S S AIOEAAA I LN S EEESE S S S EESESESENfEYENAEEFEEmEEEE S AN SELLSXEII=SCT

BISIHM GRP: X010 INFORMATION COMYACT VEH TyFE: CAR

LOS AMGELES T1 NZ_____.:nF CONTALT MEBR: 1075%G34G0 DPENED: {9/25/ 1998
VIN: 12¥FT2 1U3N ENGINE: U CLOSED: 09725/ 1996
TEEEEssssEsEsEsss = - N N K T X RS ST O M MWW N NN NN
LAST NAME:

STATUS: CLOSED

TITLE: T MAME: 1:

ADDRESS :

CiTy: TATE: 1P: I
HOME PHONE : 5. PHOME:

MODEL YEAR: a3 MODEL :

MILEAGE : 82000 wsD:

DEALER MAME: DON SANDERSDM FORD SALES CODE: 171171 P& A: 20301
CAUZAL CODES: 1104 2E01 SYMPTDMS: 104100

ORIGIN: Ga TRANS. DST/RGN: TRANS. DATE:
SERVICE/SALES: i CONTACT DATE:

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

ESP INFO: EEPIRES:

OPEN RECALL: CWKER NOTIFIED: MICRO:
COMMENTS ;

12988/00/15

whw HAVIS: DRIGINAL wew
CUSTDMER SAvS:

- HAS A MOTORIZED SEAT BELT THAT 1% STuCK

* WANTS TO WOMW IF THIS IS COVERED UNDER WARRANMTY
]

PER CUSTOMER, DEALER SAY¥S:

= SOMEONE IM THE SERVICE DEPARTMENT PROVIDED HIM WITH THE H0OO0 MUMEER
- SAIND THAT THE EEPAIR 13 WOT COVERED UNDER WARRANTY AMNYMORE

"
CUSTOMER SEEKS:
= FINANECTIAL ASS]ISTANCE TDWARD THE REPAIR OF THE SEAY BELT

L]
CAC ADVISED:

= THE SAFETY WARRAMTY ON THE VEHICLE IS5 5 YEARS OR 50,000 MILES
= MARRANTY HAS EXPIRED

= FDRD WILL NOT PROVIDE FIMAMCIAL ASEISTANCE TOWARD THE COST OF THE REPALR

GWHER RELATIOWS YOP/BEWCHMARKING ©Q5/11/98 FAXCARTG




g/ /98 MASTER DWHER RELATIONS SYSTEM 1) 14.31.02
- .

HHHHHI.II_IllHI.hﬂ.'ll.Illl"""H- EAR=x=ppagdmmETE=== hllrnuu-hl."""""lllll""ﬂ“ﬂllll
a926EPH GRPF: 1D [NFORMETION COMTACT YEH T¥PE: CaR
DETROIT 48 ZHSTR: CONTACT NBR: 10931427290 OPENED: 1171071997
VIN: 1Z¥PT21UALS EMGIME: U 11/10/19aT
=S ERODTANE-c-—-—SmmmEm — — HHIIIIIH"HHIIIIHH"HIIIIII"HH.HH..I.IHHHII..'"""
LAST MNAME: STATUS: CLD5ED
TITLE: FIRST HAME: M1 :

ADDRESS:

COTY: STATE: ZIF: I
HOME PHONE : BUS., PHOME:

MODEL YEAR: T MDDEL :

MILEAGE : 140000 wah:

DEALER NAME: SIEMANS FORD INC SALES CODE: 148%80 P& A: D352%
CAUSAL CDDES: 1220 SYMPTOME: 104100

DRIGIN: an TRANS, DSY/RGN: TRANS, DATE:
SERVICE/SALES: 1 COMTACT DATE:

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

ESP INFAO: EXPIRES:

OPEN RECALL: OWNER MOTIFI1ED: MICRO:
COMMENTS :

1987/11510

CUSTOMER SAYS:
- CUSTOMER HAD DRIVERS SEATHELT RERAIRED 4/41/84 AT A FORD DEALERSHIP
- CUSTOMER QDT RECALL NOTICE 10796

= 12/968 HAD THE YEWICLE INSPECTFD (LODMED AT THE SEATEELTS MOVE) AND
RECEIVED & REFLIND

- THE PASSENGER SEATBELT 1% MOW LOCKED IN THE LP POSETION

* 2 DAYS AGD THE DRIVERS SIDF SEATBELY GOT STUCK AND WILL NOT MOVE EITHER
(CAN NOT BE USED]|

L]

PER CUSTOMER, DEALER SAYS:

= THE WEHICLE [5 BEYOWD & YEARS AND 60,000 WILES AND THE RECALL HAS BEEN
CLOZED DuT

-

CUSTOMER SEEKS:

- TO HAYE THE SEATHELTS REFAIRED AGAIN UNDER THE RECALL

= WOULD LIKE TO HAVE THE SEATHELTS PUT IN THE LOCKED FOSITION AT LEAST
t

CAC ADVISED:

= RECALLS ARE DNLY FERFDRMED OWCE

= THE WARRANYY FDR THOSE FARTS IS 12/12
= WARRANTY HAS EMPLREQD

OWNER RELATIONS VOP/BENGHMARKLMNG 09/ 11/88 FAXCARTS




oa/11/98 MASTER OWMER RELATIONS Se%TEM |} 14.21.42

SRS S S L A S L R E R I I EAARA RN E N C I C S S COLNE NSNS A m e Feomm L. . LI CTEEESREgsEREEEEERLEC==

TIEI0J GRP: 15 TNFORMATION LONIACT YEH TY¥FE: AR

MEW YQORR 13 INJ/TR: £ COMTACT WHR: 104129118 OPEMED: 11/08/1997
VIN: 1zve1zoczos [N ENGINE: © CLOSED: 11/06/1987
S A EEIEIENARAEEE Al s s === S I FEEEAERAR kR I X - - - S-S E NN N A ANEEEEEEIICO- S EEEEE
LAST MNAME: TATUS: CLOSED
TITLE: FIRST MAKE: 1: A

ADDRESS:

CITY: STATE: 1P: I
HOME PHONE : BUS. PHOME :

MODEL YEAR: 20 MODEL : PROBE

MILEAGE: 31882 Wil :

DEALER MWAME: FREEHOLD FORD INC SALES CODE: 113470 P & A: 20554
CAUSAL CODES: 1144 SYMPTOMS : 104 100

ORIGIN: GD TRANS . DST/RGN: TRAMS. DATE:
SEAVICE/SALES: 1 CONTALT DATE:

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

ESP INFD: EXPIRES:

OPEN RECALL: OWNHER WOTIFIED: MICAOD:

COMMENT 5 :

1987/11 /086

442 MAVIS: DRIGINAL +4s

CUSTOMER SAYS:

= WEHICLE WAS RECALLED FOR SEATHELT REPAIR:

= FREEHDLD FORD PEWMFQRAMED REPAIRS OW DECEMBER 3, 1997
- NOW, THE YEHICZLE IS HAVING SEATEELT PROELEMS AGAIN

- THE REALERSHIF HAS STATED THAT THE PART THAT NEEDS TO BE REFLACED 15 THE
MODULE
*

PER CUSTOMER, DEALER SAYS:
~ THE PART THAT MNEEDS TO HE REPALRED IS THE SEATEBELT MOOLULE

L)
CUSTOMER SEEKS:
- REPAIR OF SEATHELT LINDER THE RECALL WARRANTY

u
CAC ADVISED:

- DEALER 15 [N THE BESY POSITION TO PROVIDE TECHMWICAL ASSISTANCE.
- FORD SUPPDRTS THE D1AGWMOSIS OF THE DEALERSAIP

OWNER RELATIONS VOP/HENCHMARKING 09711798 FANCARTO




af11/a8 MASTER CWNER RELATICNS SYSTEM 1T 14.21.02

IR S =l I LAENE N NN NN ERAE e = === === I FEENNEENERdek === REESANSEEERAkTI=
SHE1IW GRF: O INFORMAT [ON CONTAGT YEH TYFE: CaAR
LUNKNOWN a9 ZNSTR: CONTACT MBR: 109126020 OFENEDR: 11/06/1937
VIN: wzver2ocecs N ENQIME: ¢ CLOSEG: 11/D6/1997
SEEEERESS EEXEIX=S==S=S==SSTHREFE EEREE ks x - -C - - - CHEEENESASdEEXEC======cCRSXAN
LAST MAME:

TATUS. CLODSED

TETLE - NAME : [

ADDRESS :

CLTY: tP- I
HOME  PHONE : AHONE :

MODEL YEAR: 390

MILEAGE : i WS-

DEALER MAME: SALES CODE: F & A:

CAUSAL CODES: 1215 SYMPTOMS : 104100

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

ACK. CDDE: ASSIST CDOE: AWARD AMT: 0 SLRYEY: 1Y OR H])
BUILD DATE: CALIARATION:

ESP INFD: EXPIRES :

DPEN RECALL: OWNER MOTIFIED: MICRO:
COMMENTS :

18997/ 11/06

vew WAVIS: SURSEQUENT +#«

CUSTOWER SAYS:

= DRIVER'S SIDE SEATEBELT wAZ REPAIRED UNDER RECALL
- PASSENGER'S SIDE SEATBELT IS NOT ARDKEN

PER CUSTOMER, DEALER SAYS:
- WOuULD 05T CUSTOMER %144 .90 FDR REPAIR

w
CUSTDMER SEEKS:
- SEATHELT REPAIRED UNDER RECALL

CAC ADVISED:

- AFTER A RECALL REPAIR OR INGPECTION HAS BEEWM COMPLETED, FORD IS5 NOT
RESPODMSIALE FOR ANY FUTURE REPAIRS.

OWNER RELATIONS VOP/BEMNCHMARKING 0O9/11/308 FAXCARTE
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0911798 MASTER DWNER RELATIONS SraTem TI 1a.21.02
am

TaHGE5A GRE: 01 INFORMAT ION COWTACT VEH T¥PE;: CAR

S0OR 10 MZ_____ﬂz“t CONTACT MWBR: 10491079%%Z OPEMEDR; 1150371997
YIN: 1Z¥FTI0CILE ENGIME: C CLOSEN: 11/037 1987
SCEENSEEEEN=====r¢ e R L R L L L LA R Y R I T Y L TR L T T N T oy

LAST MNAME: ETATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS :

CITY: STATE: IP: I
HOME PHONE ; 8US. PHONE :

MOREL YEAR: 80 MIDEL:

MILEAGE: TROOO Wil

DEALER MaME: LOFINK MDTDRS SALES CODE: 113574 P& A DOSAR
CAUSAL CODES: 1215 1010 SYMPTOMS: 104100

ORIGIN: an TRANE. DET/AGN: TRANS. DATE:
SERVICE/SALES: 1i COMTACT DATE :

ACK. CODE: ASSIST CORE: AWARD AMT: O SEURVEY: (¥ OR NY
BUILD DATE: CALIBRATIONM:

ESP INFO: EXPIRES:

DPEM RECALL: - OwMER WOTIFIED: MICRI :
COMMENTS :

1997/ 11703

whe MAVIS: SURLEQUENT wee

CUSTOMER SAYS:

- THE MECHANICAL SEATBELT TRACK ON THE PASSEMGER IS5 hOT WORKING PROPERL ¥
- IT WILL WOT LET THE SEATBELT ENGAGE AND MDVE

L

PER CUSTOMER, DEALER SAYS:

= THERE MWAY EF A RECALL OW THE SEATRELTS

*

CUSTOMER SEEKS%:

= RECALL INFORMATION

-~ REPAIR

L

CAC ADVIRED:

RE: REFATR

- DEALER 15 1W ThE BEST POSITION TO PROVIODE TECHHMICAL ASSISTAMCE.
RE: RECALLS

= THERE ARE NO RECALLS OM THE VEHICLES SEATHELTS

OWMER RELATIONG WOP/BENCHMARKING OB/ 11/98 FAXCARTG




aas11/498 MASTER OWNER RELATIDNS SYSTEM 11 1«4.21,02

EaEsrsssasasasanand s diTEEcresc=-cIm==c=c=x==—-asmmmceldailllelFrFEI SIS SSSSSSS==CE

||||||||||||| E=====ss
DQESHN GRF: Xx05 CONCERM CDMTACT YEH TYPE: CaAR
DALLAS B2 ZM/TR: CONTACT NBR: 1001W0kE19 OPENED: 1073171997
VIN:; 1ZVPT20C9L5 ENGINE: C CLOSEDR; 12717741997
'F T T TR A NR T LA A R B A xrAEEAEEEEEEEENE=-=-==-s=========Ekccr=—SSEENNEENEREE
LRST MNAME TATUS: CLOSED
TITLE: FIRST NAME: :

ADDRESS:

C1TY: STATE: P: I.f.r_
HOME FHONE ; BUS. PHONE:

MODEL YEAR: ag NODEL :

MILEAGE:; TOOO0 w50 :

DEALER MAME: COURTESY FORD IKC SALES CODE:. 152310 P & A: OQOBEY
CALSAL ¢dbES: 1220 2013 SYMPTONS : 104 100

ORIGIN: GO TRANS. DOST/RGN: 52 TRANS. DATE:
SERVICESSALES: i CONTACT DAYTE: 1170571397
ACK . CODE: ASSISY CODE: B AWARD AMT: O SURVEY: Y LY OR N}
BUILD DATE: CALIBRATION:

E5P TNFD: EXAPIRES:

OPEN RECALL: QVNER WOTIFIED: MICRO;

COMMENTS:

1887710/

+vs POSSIBLE 12/12 SERVICE PART CDVERAGE ++» REPRATR DATE: 12/98 MILEAGE:
65000

xex HAVIS: ORIGINAL +wa

CUSTOMER SAYS:

« WHEN THE RECALL WAS PERFORMED, THE SEATBELT ON THE DOOR TRACK STOPPED
WORKIMWG (ELECTADQMIC)

- RECALL W5 DOME: 12/96 AT 6300D

- I MEED TQ HAVE THE SEATHELT REPAIRED

-

PER CUSTOMER, DEALER SAYS:

- IT I% NOT COVERED

E

CUSTOMER SEEKS:

- TO HAVE THI% REPAIRED

- I% THLS STILL UNDER A WARRAWTY

-

CAC ADVISED:

—IWFORMATION HAS BEEN DOCUMEMYED AND FOQWARDED TO THE DEALER

-~REQUEST MR.ANDY SURRITTE [CUST REL MMGR)} TO CONTACT THE CUSTDMER  WITHIN 2
BUSINESS DAYS

~EMPLAINEDR 12712 SERVICE PART COYERAGE

1997/ 11/06

I CHECKED HISTORY OM REPAIR AND FOUND THAT REPAIR WAS DOME IN DEC 98 BUT THE M
ILEAGE 15 OFF .CUST SAYS 70000 HOW BUT HAD 73000 IN DEC 96.WAITING TO SEE CAR MW
¥SELF TD DETERMINE STATUS DOF MILES

19a7/11/13

CUST STILL HAS WOT BROUSHT CAR IM FOR INSPECTIONW

OWNER RELATIONS VOF/HENCHMARKING 09711798 FAXCARTG




09/11/94 MASTER DWHER RELATINDWS SySTEM ||

14,21.02
h"u""'.'....""h""""n.-...“H"""""j..-."""""""-.--Ll""l.""""...."II"""""H.I"“""
OOBSHN  GRP: AX0S  CONCERN CON1AC) VEH TYPE: CAR
DALLAS 53 ZNFTR, COMIACT NAR: 109 1WGE19 COPENED: 10731/ 1997
VIN: 1zverzoca, SN ENGINE: € CLBSED: 1271771997
1887/12/10

H#4¥THIS 15 THE CLOSING COMMENT
CUSTOMER WAS 1N SHOP AND EXPLAINED THE PROBLEM.WE REFAIRED THE CAR AND CUSTOME
R GOME _

OWNER RELAT]IONS VOP/HENCAMARKING O85/11/98 FAXCARTG




09511798 MASTER OWMER RELATIONS SYSTEM 11 14, 21.02

ELRFRE R NN RSN EmemcE =SS === =SS FEN NSNS NANE R EE X === ==- - CCEEEEEgAEEEEEEENEXEC-C-=CEE
TaT4LM GRP: 14 INFORMATION CONTACT VEH TYPE: CAR
CHICAGR 1 INSTR:  ED CONTAET NBR: 14090342332 OPEMNED: 10/29/1997
VIN: __u,.i._.uﬂnurm! ENGINE: CLOSED: 1072971997
ELEEREEREERkKCETr=-=-=-=-=-=-=-=Z2 Al h === EEEEENEARE IS C S CSCSCOEEEEERE
LAST MAME: TATUS: CLDSED
TITLE: FI1RGT MNAME: I:

ADDRESS:

CITY: SETATE: IP: lmuum
HOME P HONE : BuS. PHONE .

WOOEL. YEAR: MOOEL :

WILEAGE ; aooon W50

DEALER MAME: LES STUWMPF FORD SALES CODE: 141353 P B A7 06249
CAUSAL CDDES: 1203 SYMPTDMS ; 104 150

R IGINM: Go TRANS. DST/RGN: TRAMS. DATE:
SERVICESQALES: 1 CONTACT DATE!:

ACK. CDDE: ASSIST CODE: AWARD AMT: O SURVEY: [¥ OR N)
BUILD DATE: CALTIBRATION:

ESP IMFO: EXPIRES:

OFEN RECALL: DwWHER MOTIFIED: MICRO:

COMMENTS

1687/10/29

#ex NAYIS: SUBSEQUEHT +4+

CUSTOMER SAYS:

= AT &84 000 MILES THE DRIVER“S SIDE SEAT BELT BROKE

= LAST YEAR THEY FERFODRMED THE RECALL ON THE DRIVER'S SIDE BUT OIDN'T REPAIR
THE PASSENGEA SI!DE SEAT HELT

- NOW THE PASSANGER SIDE SEAT BELT HAS JANMED

= CUSTOMER IS5 NOT CERTAIN DEALER INSPECTED PASSENGER SIOF BELT 8ECAUSE IT
I'SM*T NOTED ON HIS INVQICE FROM LAST YEAR

-
FER CUSTOMER, DEALER SAYS:

= BILL AROEDL SAlID0 YESTERDAY THAT THE RECALL WAS TD FIX THE DRIVER'S SIDE ANO
ODHNLY INSPECT THE RASSEMGER %iDE

= NOW THAT THE PASSEMGER SIDE SEAT BELT 15 BROKEN IT ISN'T COVERED
= THE DEALER SAkI0 THEY¥ WDLILD FRESENT THE INFORMATION TO THEIR FORD REF AMD SEE
TF ANY ASSISTANCE CAM HE OFFERED

L]
CUSTOMER SEEKS:
-~ TD HAVE THE PASSEMNGER SIDE SEAT BELT REPAIRED LUNOER RECALL

»

CAC ADVISED:

- ADVISED CUSTOMER THAT ONCE BROKENW HELT IS REPLACED AND ATHER HELT [5
INSFECTED THE REGCALL !S5 CLOSED DUT.

- DEALER CANMOT REOPEM & RECALL

= DEALERSHIP [5 THE BEST TECHNICAL RESOURCE

- MR. JIM MMIPFER (SVD MGR) 15 IN THE BEST POSITION TO ASSIST vYOU. A5 FAR AS

EAPLAINING THE 1NSPECTION OF THE PASSEWGER SIDE BELT LAST VEAR WHEN CAR WAS
IN.

= HME SHOULD KEEP IN TOUCH W1TH DEALER TO FIND OUT WHAT FDED REP SAYS

OWNER RELATIONS VOP/EFHNCHMARKIMG O5/11/708 FAXCARTA




0s/11/98

MASTER OWNER RELATIONS SvsSTEM 1)

14.21.02

EE S SR FFEUEEEN Y31l .- . S I EAENLgeFEREEN

Oa22KS GRP: Xx=02 IHFORMAT ION CONIACT VYEH T¥PE: CAR
CHICAGH ‘1 INSTR: CONTACT KER: 109041678 OPEMED: 1D/16/1897
ViIN; _N____EE_..E.E ENGINE: u CLOSEDR: 10716/ 1997
AIEEEEE R NS RN R X - T - -SSR U NN AEN N R Ak TS == === XS EEEEAEEAERX==—=——=—=—==—=—sommm
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: MI:

ADDRESS :

C1TY: STATE: EZIP

HOME PHOME : BUS. PHOME: I
MDDEL YEAR: MODEL : PROBE

MI1LEAGE : £7000 WD :

DEALER NAME: LAREY RDESCH FORD SALES CODE: 141057 P & & 01594
CALISAL CODES: Q404 SYMPTOMS: 104100

DRIGIN: an TRANS. DST/REN: TRANS. DOATE:
SERVICE/SALES: CONTACT DATE:

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

ESP INFD: EXPIRES:

APEN RECALL: OWMER NOTIFIED: MICRD:

COMMEMT S ¢

1997/10/ 18

e MAVYIS: DRIGINAL 4

CUSTOMEN SAYS:

= I HAQO A RECALL PERFORMED OM MY WIFE*S YEHICLE FOR THE SEATBELTS

= SINCE I HAD THE RECALL FERFORMED THE DRIVER'S SIDE SEATHELT HAS NOT BEEN
WORKING

- T DON'T THINK IN I SHOULD HAVE TO PAY BECAUSE THE SEATRELT WAS WIRKIMG
BEFORE THE RECALL WAS PERFDRMED AMD WOW IT IS NDT WORKING

»

PER CUSTDMER, DEALER SAYS:

= THERE IS A SWTITCH YHAT IS BROKE THAT WOULD WEED TO BE FIXED AMD IT IS5 NOT
COVERED UNDER WARRANTY DE THE RECALL

L ]

CUSTOMER SEEMS:

- WEHICLE BACK IN THE SAME WORKING CONDITIOW IT WAS WHEN I BROUGHT THE WwEHICLE
INTO THE DEALERSHIF FOR THE RECALL REPAIR

[ ]

CAC ADYISED:

RE : WORKMANSHIP:

- MORKMANSHIP [S3UES MJST BE ADDRESSED AT DEALER

= CONTACT MR_AOE WILLIMNGHAM [ CUST REL MGR/SERY. MGR ] FOR ASSISTANCE.

OWNER RELATIONS VOP/HEMCHMARKING D09/711/98 FAXCARTO



o9/114498 MASTER DWMER RELATIONS SYSIFE 11 14.21 .03

TS EFNAEARL I A NN AN I C . I S S S S SIS CE NN m el ARl ENANI S NN EU: iy e AN A== ITIFENARmETT==

GI32KS GRF: Kildd INFORMATION COMTALT VEH TY¥PE: CaR

SaN FRAN 72 ZNSTR CONTALT NBR: 10302HS44 OPENEL: 10/ 13718997
VIN: 1ZVPT2 __C._._.E ENGINE; L CLOSED: 19/12/18497
FII.I"HHHuu"ﬂ“.l.-.lllIIIIIIHHHHH"HHulIIIIIIllIIIIIINuIIIIII.-III_IIIIHHHHHHHHHIII_I
LAST NAME: TATUS: CLOSED
TITLE: FIRST HAME: I:

ADDRESS:

CITY: STATE: IfR: Il 5020
HOME PHOME : BUS. PHONE:

MODOEL. YEAR: 20 WODEL :

MI1LEARE: 10000 WiD:

DEALER WAME: HANSEL FDRD SALES CODE: 172417 A8 A 07894
CAUSAL COBES: 2013 SYMPTOM:S : 104 100

DRIGIN: e TRANS. DST/RON: TRANS. DATE:
SERVICE/SALES: | CONTACT DATE:

ACK. CODE: ASSIST CODE: AWARD AMT: O SURVEY: (¥ OR N}
BUTLD DATE: CALIBRATLION:

ESP INFOD: EXPIRES:

DPEM RECALL: OWNER MNOTEIFIEDR: MICRO:

COMMENT 5 :

1997710513

++3POSSIBLE 12/12 COVERAGE+++

ces MAVIS: ORIGINAL wee

CUSTOMER 5SAYS:

= IS MY VEHICLE UNDER ANY TYPE OF RECALL FOR THE SEATBELTS?

= THE SEATHELYS DH THE YEHICLE KEEP GOING OUT OM---AND NOW THE DEALESHIP I%
SAYING WE HAVE TO PAY FOR THE REPAIR

L]

PER CUSTOMER. DEALER SAYS:

- NO WEHICLE

L ]

CUSTOMER SEEKS:

- IS MY VEHICLE UNDER AWY TYPE DF RECALL FOR THE SEATBELTS?

L ]

CAC ARVISED:

- CUSTOMER WILL BE CALLING BACK WITH REPATR DATES AND MILEAGES--NEXT CSR
FLEASE ADVISE ACCOROIMGLY

*++POSSIBLE 12/12 COVERAGE + v+

i MAYIS: OREGIMAL vwe

CUSTOMER S5SAYS:

= REPAIR LATES;%-2-97, OTHERS WDT AVAILABLE

- IS MY VWEHIGCLE UNDER AMY TYPE DF RECALL FOR THF SEATBELTS?

- THE SEATHELTS ON THE VEHICLE KEEP GOIMG OUT ON---AMD NOW THE DEALESHIP I§
SAYING WE HAVE TO PAY FOR THE REPAIR

L 3

FER CUSTOMER., DEALER SAYS:

- NO CONTACT

OWNER RELATIOMS VOP/BEMCHMARKING O3/11798 FASCARTG




08/41 /08 MASTER DWNER RE| ATJONS Sc%10M 11

4.87.02
SEEE S FAF RN AL A I I R E S S S S A S S AEAN M BRI S S S S S S =S 31 3L ek kST _Izr===saEEMEC——=—==—=—===
QO3IKE GRP: AN02 INFORMATIDN CUNTACT YEH TTYPE: CAR
SAN FRAN T2 ZMSTR COMTACT NEBR: 109008544 COPENED: 10/1371997
VIN: 1IVPY2IUTL EMGIMNE: u CLOSED: 10/13/1997
L e L R L Ll L e Y T R R L E R T N R P L L oy “CEENEERR AmT=
1993/ 10/ 13

CUSTOMER SEEKS-

- RECALL INFORMATIONM
"

CAL ADVISED:

-INFORMATION HAS BEEM DOCUMEMTED AMD FORWARDED TO THE DEALER

“REQUEST MR.VERN SCHUCK [(CUST REL MMNGRS SVC MMNGRI TC CONTACT THE CUSTOMER
WITHIH 2 BUSINESS DAYS

= ND RECALL

= ND ESF
1997/ 10/ 15

10-15-97. MR JOHN QRAHAM, DM, DK'C DOING REFAIR UNDER COODWILL WARRANTY.
CUSTOMER VERY HAPPY.

OWNER RELATIONS VORJRENCHMARKING O9711/98 FAXCARTO




03/ 411fam MASTER DWMER RELATIONS SYSIEM IT 14, 21,02
I.lHI"HHHHH“H-IIII.IIH"""HHHHIIIIIllIIHHHHHHHHII!IlIHh""""u"Hllll.l!""""""""llll
42E86PH GRE: 10 INFORMATIAN CONTACT vEH TYPE: CAR
MEMPHIS 23 NEqmi CONTACT MBR: 1090347E9 OPEKED: 1071371347
WIN: 1IY¥RTI1UBL ENGIMNE: L CLOSED: 10/13/19497
S =SS SFEEEEEEENEdSgEmI-—-c===——wIXIWH .-IIIIHHHUIllllllllllH"""hhi-lII.I.IHH”H”“H'.IIIII
LAST MAME: ATATUS; CLOSED
TITLE: FIRST MNAME: MI :
ADNRESS:
CITY: STATE: ZIP: I
HOME PHAMNE : BUS. PHDMNE :
MODEL YEAR: 590 MODEL :
MILEARE : [T a4 wshD:
DEALER NAME: RESORT FORD SALES CODDE: 123547 P& A: OH9NS
CAUSAL CDDES: 1104 03148 EYMPTOMS : 104 100
OR1aINM: an TRAMS., DST/RGN: TRANG. DATE:
SERVICE/SALES: 1 COMNTACT DATE:
ACKH . CODE: ASSIST CDDE: AWARD AMT: Q SURVEY: LY DR N)
BUILD DATE: CALIHRATION:
ESP INFQ: EXPIRES:
OPEN REZALL: OWMER NAOYEFIED: M1CRD:
COMMENTS :

1997/18/118

wkx NAV]IS: PROGRAM swme

CUSTOMER SAYS: -

= CUSTOMER CALLIMG 8ACK

- THE SHOULDER RESTRAIHTS ARE WOT WORKING

~ THE RECALL WAS PERFORMED IW DECEMBER

-

PER CUSTOMER, PEALER SAYS:

=~ ANOTHER PART 15 CAUSING THE CONCERM - WILL WOT BE COVERED UMDER THE PARTS

WARRANTY

-
CUSTOMER SEEKS:
= FINAMCTAL ASSISTAMCE

- SUFERY¥I=OR

-
CAC ADVISED:

ACCESS

RE SUPERVISDR:
- ACCESS DEWIED - ADDRESS PROVIDED

RE REFPA]R:

- WARRANTY HAS EXPIRED
- FORD WILL NDT PROVIDE FIMANCIAL ASSISTANCE TO

THE COST OF THE REFAJR

OWNER RELATIDMS VOP/BENCHMARKIMNG 09711798 FAXCARTO




oo/ 11/98 MASTER OWMNER RELATIDMS SvS1tk |1 421,03

LR L EE R R P F PR LR PRy YN e ==

S E-f S - S SCSRAEERBdARxXx-=====:=-=-om=m
JAHDGET GRP . xXrDG CONCERM CONTACT YEA TYPE: CAR
DENVER S5 ZNATR, CONTALT KBR: 109u04343 OPEMED: 10507/71887
VIN: _N..__Eu:._...._.l ENGINE: U CLOSED: 10/20/1337
A NEEEE SN RN RE RIS S SO F A EEEE NN NS E AR S S - - A EEEENEENERCC === EFEEEERMF—=——=—
LAST MAME:

TATLS: CLOSED

TITLE: FIRST MAME: 1:

ACDRESS:

CITY: STATE: Z1p:

HOME PHONE : BUS. PHONE: I
MODEL YEAR: an MODEL ;

MILEAGE: 104000 waD:

DEALER NAME: MWIKE MALGHTON FORD SALFES CODE: 156008 P& A D378
CAUSAL CADES: 2013 1220 3J0MR SYMPTOMS : 104 103

ORIGIN: G TRANS, DST/RGM: 596 TRANS,. DATE:
SERVICE/SALES: 1 CONTACT DATE: 1040971947
ACK. CODE: ASSIST COOE: D AWARD AMT: ¢ SURVEY: ¥ (¥ OR M)
HUILD DATE; CALIBRATION:

ESF 1MFO: EXPIREL:

DPEM RECALL: OWMNER NOTIFIED: MICRD:

COMMENTS -

1997710507

*vs POSSIELE 12/12 SERVICE PART COVERAGE +=+« REPAIR DATE: 3/25/97 MILEAGE:
BE 154
vin WAVIT: SUBSEQUENT #ew
n:m#:lmu SAYS:
IS HAVING A PRDBLEWM WITH PASSIVE RESTRAINT SYSTEM
= SEAT HELTS ARE UNPREDICTABLE
- SEATHELTS LOCK, ARE (PASSENGER| STUCK ABQUT 374 WAY DN TRACK
- RECEIVED REFUND FDR REPAIRS DONE YO DRIVERS SIOF RESTRAINT SYSTEMW PRIDR TD
- CUABAENTLY HAVING PROBLEMS WITH THE OPASSENGER 5I10E
+ RECALL WwAS PERFORMED AT 9164 MILES, 2/25/87. PER RECALL RECIPT

PER CUSTOMER, DEALER SAYS:

- NOTHING THEY CAN DO

= RECEPTIONIST GAVE CUSTOMER OUR MUMBER

- WAS YDLD BY, JAMIE-SERVICE MANAGER THAT OMLY AN [NSPECTION HAD BEEN
FPERFORMED AT THE TIME OF RECALL

.

CLUSTOMER SEEKS:

- TO HAVE RECALL PERFORMED AGAIN

- PASSENGER SIDE TO BE REPLACED

1997/ 10700

L]
CAC ADVISED:

~INFORMATION HAS EEEN DOCUMENTED AMD FORWAROED T THE DEALERSHIP WITH A COPY
TO THE REGIOMAL OFFICE.

"REGUEST MR. JANIE KEIFER {(CUST, REL MNGR/ SWC MNGR] COMTACT THE CUSTOMER
WITHIN 2 BUSINESS DAYS

- POSSIALE 13/17 COVERAGE

OWNER RELATIONS VOPFBEWCHMARKING 09711798 FAXCARTG




g9/ 11/98 MASTER OWNER REL AT IONS

SYLTEM I1 14,321.02
SFFECEEENALAR Rt === SCFANMNENdd A RAEEXS===--C=-.-_SECERIgMNmEEEEENEN=-==c-=IEmm
3EBOGT GRP: XX06 CONCERN CONTACT VEH TYPE: CAR
DENVER SE INSTR: A1 CONTACT NBR: 108004333 DPENED: 10Q/07/1997
VIN: 1zveT2 107 Lol ENGINE: U CLOSED: 10/20/1997
EEFEEEEREESEwswrrr=======°=

|||||||| AIFEEEEEEEERE=T=—=======

1991710/ 13
AX¥THIS IS THE CLOSIKNG COMMEMT

AFTER CONFERRING W1TH CSM, JOB ONE, AND WARRANTY CLAIMS, I[NSPECTION CLOSED

OWNER RELATEIONS VDPF/BRENCHMARKING 909711798 FAXCARTO




o9/11/98 MASTER DWwNER RFLATIONS S/%TIM 11 14.371.02

EE NN A S NS SRR L ERAEECCSCSCOC TS AN, A EEA SN SN NN EEEC S Z c . At UARAmmMEEE========

9172LHK GRP: awata? INFORMATION COMIACT VEH T¥PE: CAR
BOSTOR 11 IN/ TR EONTACT MEBR: 10BS 14207 UPENED: D9/ 15¢ 1987
VIN: _H%._uan.__.E ENGINE: C CLOSED: 09/15/1947
""""""""uI..I....'.’...'...I.....l...llllll......Ill..l""""“"""lﬂ’.......'.""""
LAST NAME: STATUS: CLOSED
TITLE: FIRST MNAME: I:

ANORESS ;

CITY: STATE: zie: [
HOME PHOHE : BUS. PFHINE:

MODEL YEAR: MODEL : FRUBE

MILEAGE : 120000 WsD:

DEALER MNAME: FAUL BAILEYS FDRD I SALES £ODE:. 111013 F & A. OCEDER
CAUSAL CODES: 1104 SYNPTOMS: 104100

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

ACK. CODE: ASSIST CODE: AWARD ANT: O SURVEY: {Y OR N)
BUILD DATE: CALIERATIDN:

ESP INFO: ) ‘EXPLRES:

DFEN RECALL < OWNER NOTIFIED: MICRO:

COMMENTS :

1897/08/ 1%

#vx NAVIS: DRIGINAL *+»

CLUSTOMER SAYS:

-PER FATHER OF DWMNER.

~TrE SEAT BELT WAS REPAIRED UNDER HECALL 9 WANTHS AGO

-6 WEEKWS Afifl, THE SEAT HELT STARTED WORKING OFF AND ON

[ ]

PER CUSTOMER, DEALER SaYS:

-THERE 15 A SHORT OM THE WIRE AND THAT'S WHAT IS CAUSTNG THE PROBLEM
~¥OU WILL HAVE TC PAY FOR THE REPAIR_  YOU ARE BEYOND YOUR 12717 PARATS
WARRANTY

[ ]

CUSTOMER SEEKS:

-1 WANT FORD Td PAY FOR THIS REPALR

L]

CAC ADVISED:

- WARRANTY HAS EXP1RED

= FORD WILL MNOT PROVIDE FINAMCIAL ASSISTANCE TO THE COST DF THE REPAIR
-SAFETY WARRANTY WAS FOR B YRS, BO,O000

DWHMER RELATIONS VOP/HEMCHMARKING 09711798 FAXCARTG




09411738 MASTER DWHER RELATIONSG Sv3Tiwm 11 14, 21.02

EEEEEREFEEEEF=sE=====crx=c-Ekde-EERscEENNEEEERENF==SR T Jd==S=3=========E=-==xx===kxr==-§F
4 400RC GRP: EA11 [MFORMATION COMTALCT VYEH TYPE: CTAR

DR 10 2NSTR: CONTACT WER: 10BES7150 OFEMED: O7/323/1997
¥1N: _n_____v_.unnm_.E ENGINE: C CLOSED: 07/28/1997
AIEEFEEE R AEEEF =SS mErrAscs ERREREERSNEREE S FEFS S-S JPSS=cS=S=Ss======xx=chdc===HkiacH
LAST MNAME ; TATLUS: CLOSED
TITLE: FIRST NAME: 1:

ADDRESS:

cITY: STATE : w:
HOME PHOME : Auks . PHONE -

MODEL YEAR: 90 MODDEL : 1]

MILEAGE : 100080 w5D:

DEALER WAME: WIESMAN MOTDRS INWC SALES CODE: 141347 P& AL OQEITS
CAUSAL CODES: 1103 D404 EYMPTOMS: 104 100

ORIGIN: GO TRANS, DST/RGN: TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE:

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

ESP INFD: EXPIRES:

OFEN RECALL: OwWwNER MOTIFIED: MICRO:

COMMENTS .

1907 /07713

#et NAVIS: SLASEQUENT »rw=

CUSTOMER JAYS:

wed s PER:OTCK TRACEY'S AUTO SALES:CALLING ON BEHALF OF CUSTOMER=+=#=

-SHE WAD RECALL WORK PERFORMED OM HE® VEHICLE

=AFTER THE RECALL WORK WAS DONE YTHE SEAT BELYS OW THE VEHICLE STILL DD NOT
WORK

=sHE DOES WOT WANT TO TAKE THE WEHICLE BACK TO THE SAME DEALER

-

PER CUSTOMER, DEALER SAvs:

#xe+xPER:OEN]S :SERVILE MANAGER #=»

=TLD CUSTOMER THAT HE REPLACED THE MOTOR FOR THE SEAT BELTS AND THAT WAS AL
THE RECALL CALLED FDR

-DEALER REPLACED SOME WIRES IM THE VEHICLE

=TOLD CUSTOMER THAT HE CAN CONTIMUE TO RESEARCH COMCLRN BECAUSE ¥E ODES NOT
KMOM WHY THE S5EAT BELTS ARE NOT WORAING

L}

CUSTOMER SEEKS:

=SEAT HELT REPA!R LMIER THE RECALL

L]

CALD ARVISED:

+4xRE 'WORKMANSHIP#=sruavwm

= WORKMAMSAHLP ISSUES MUST BE ADDRESSED AT DEALER
- CONTACT MR.SERV, MGR ) FOR ASSISTANCE.
4sveRE:FINANCIAL ASSISTANCE™®tr4u®

= NO FURTHER FINAWNCIAL ASSISTANCE WILL BE OFFERED
= THIS REPRESENTS FORD MOTDR COMPAMY'S FIMAL DECISION IN YTHIS MATTER

DMMER RELATIONS VYOP/HENCHMARKING O8711/98 FAXKCARTO




09/ 11798 MASTER OWHWER RELATIONS S¥S1FHM 11

1a.31.02
CEENCINACANNAcANNcEAEZEEE

4 400DRC GRIP: xaiid INFORMATION CONTACT VEHR Ty«PE' CAR

SDR 10 ZNSTR: CONTACT NER: 10864740  QPENED: O1/7371997
VIN; VZVYPT20CAL EMGINE: C CLDSED: 07/23/1097

S EEEE S TFI Il ST EEA - E N NN S ERAF - NS TN I NS E I EE S FEECSSN IEE X IEN SN EARSENENANEEFEENFEC-EAER

1997/07/23

CUSTOMER S5ATS:

- CUSTOMER CALL BACK

-

PER {USTOMER, DEALER SAVS:
- NQ CONTACT

L]

CUSTOMER SEEKS:

= WOULD LIKE PREVIOUS INFORMATION GIVEN IN LAYMAMN'S TERMS

1]
CAC ADWILSED:

=~ EXPLAINED FURTHER THAT:

-~ WORKMAWSHIP ISSUES MUST BEE ADDRESSED AT DEALER

OWNER RELATIDNS VOP/FAENCHMARKING D9/11/88 FAMCARTG




09,/ 11/98 MASTER DwMER RELATIONS SrSTEM 11 14.21.02

dexEBEN AR ENEREENANIFE====scx==caac - cxma- - hinn il il Jun s ENNERCNEN SO FEE=SINE===FINF
184412 GRP. LEO& INFORMATION CONTACT YEA TYPE: CAR
DETROIT AR IN/TR: D2 CONTACT MER: 10BE2A0 OFEMEO: O7/03/1997
YIN; L ENGINE: CLOSED; O7/02/1887
cnEs===EErzc-cl ke cx A AN RN D ENES S EAN - S JRESSFSSSSSFE=S=ScScSSESSCSCor-c=C-EREr-C—Akx-Ada=-=—R
LASY HNAME - TATUS; CLOSED
TITLE: ST MAME: 1:

ADDRESS:

cC1TY: ATE: 1P: lua.m
HOME PHONE : US. PHOME:

MODEL YEAR: ODEL -

MILEAGE: 1 D00 WED:

DEALER NAME: HORGMAM FORD SALES 5SALES CDDE: 148073 F & A: 049679
CALSAL CODES: 1169 SYMPTOMS: 104 100

QRTIGIN: aa TRANS, DST/RGN: TRANS . DATE:
SERVICESSALES: | COMTACT DATE:

ALY . CODE: ASS1ST TODE: AWARD AMT : O SURVEY: (Y DR M)
BUILD DATE: CALIERATION:

ESP INFO: EXPIRES:

OPEWN RECALL: OwWNER NOTIFIED: MICRD:

COMMENTS :

1387/07/03

w49 YIM HOT AVAILABLE - VEHICLE AT QEALEASHIP we»

CUSTOMER SAYS:

-g00 ¥ FROM DEALERZHIP, SCOTT

-THE WEHITLE 15 AT THE DEALERSHIF FOR THE S5SEAT HELT RECALL

=THE DEALERSHIP HAS REPLCAED EBOTH SEAT HELTS AND THE PASSEMNGER SEATBELT 15
STILL NOT WORKING

*

PER CUSTOMER, DEALER 5AY3:

=PER SCOTT. SERVICE: WE HAVE REPLACED THE SEAT EELT RECALL PART AND THE
PASSENGER SEAT BELT IS MDT WORKING AWD THE ADDITIONAL REPATRS ARE MOT COVERED
UNODER THE RECALL

L]

CUSTOMER SEEKS:

~FTHANCIAL ASSISTAMCE

-

CAC ADWIEED:

- NO FURTHER FIMAWCIAL ASSISTANCE WILL BE DFFERED

= THIS REPRESENTS FARD MATOR COMPAMY'S FIWAL DECISION IN TH1S MATTER

DWMWER RELATIDNS VOP/BENCHMARKING O8711/58 FAXEARTG




03/11,/98 MASTER OWNER RELATIONS SvSlEM 1! Id._21.02

S rFRI Il I LA N AT S S S S S ST AR FEUNAd AR I TSI SCSCS S ITAUNE R RN uUALCCICCCEANENAENTEENERET====

0aT0AA GRP 17 CONCERN CONTACT VEH TYPE: CAR
CHICACO 41 ZNSTR: A2 COMTACT WAR: 10EY90547 OREMED: O&/2E/1397
VIN: 1zveT 2 wal ENGINE: U CLOSED: o7/17/14a7
“”””””H”ﬂﬂ..-lll-lH""“""""I.-..ll-IH.HHHHHHHﬂllllIIIIIIIIHH"H..lllllllllll"""
LAST MAME: TATUS: CLOSED
TITLE: FIRSY MAME: .

ADDRESS:

CITY: STATE: te: R 201
HOME PHONE : BL5. PHONE:

MIDEL. YEAR: ab MODEL :

MILEAGE : E1alatsal wsh :

DEALER MAME; HAWKINSONFORD CO SALES CODE: 141001 P& A: Q1T7A%
CAUSAL CODES: 12D4a SYMPTDMS : 104 10Q

ORIGIN: [£11] TRANS. DST/RAGN: a4y TRANS. DATE:
SERVICESSALES: CONTAGCT DATE: 07/10f1997
ACK. CODE: ASSIST CODE: W AWARD AMT: O SLAVEY: ¥ (¥ DR N)
HUILD DATE: CALIBERATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTI!FIED: MICRO:

COMMENTS

1997/08/ 28

4e4 YEHICLE JNVOLVED IN RECALL 25548 AMD OHS9H ++»

txx NAVIS: ORTGINAL #vw+¢ .

CUSTOMER SAVS:

-HE HiS MOT HAD REPAIR DONE AMD HAS RECEIVED A SECOMD LETTER

L]

PER CUSTOMER, DOEALER SAYS4:

-HAS NOT SPOKEN WITH DEALER SIMNCE EARLY JANUARY

L]

CUSTOMER SEEKS:

-TD HAVE RECALL DDNE

L]

Cal ADVISED;

REGAROIMNG RECALLSONP

- REQUEST TOM FAILLE CUST REL MGR OR TYOMJANEL S¥C MGF TO £ONTACT THE CUSTOMER
W1THIN TWO BUSINESS DAYS REGARDING RECALL/ONP

1997/07710

FUHTHIS 15 TRE CLOSING COMMENT

CUSTDMER INFORMED THAT THE OWMER NOTIFECATION FROGRAM HAS LONG BEEW EXPIRED,
THEREFORE , WO ASSISTAMNCE.

DWNER RELATIONS VOP/BEMCHMARKING D8/11/08 FAXCARTG




oaf11/58 MASTER OWMER RELATIOME S¥STEM |1 143103

Flhblssamr oS o S AAE T E X = —OS N s mEmm s == g aeseEEm - - - CERNAE RSSO EERAEE ===

G328M5 GRP: XX10 INFORMAT [ON CONTACT VEH TYRE: LCAR

SAM FRAN 732 IN/TR:  &i CONTACT NBR: 108555815 DPEMED : OG5/ 1771997
VIN: 1zveT2 1usL S ENGINE: U CLOSED: OB/ 17/1997
IIHHnHHIHIIFIIIIHHHIHHIIIIIIIlunlllllllllllllllIlIIIlhilIHHuuuIlllIHFHthIIIII
LAST NAME: TATUS: CLOSED
TITLE: FIRST HAME: I: L

ADDRESS:

CITY: STATE: 1p: B
HOME PHOKE : BUS. PHONME :

MODEL YEAR: 90 MDDEL :

MILEAGE: 80000 W30

DEALER WAME: DOWNTOWN FORD SALES SALES OODE: 172201 P& A: DVBGT
CAUSAL CODES: {211 12049 EVMPTONS : 104100

ORIGIN: Ga TRAMNS . DSTSRGN: THANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK,. CODE: ASSTST COHNE: AWARD AYT: O SURVEY: (Y OR M)
BUTILD DATE: CALIBRATION:

ESP 1HWFD: EXPIRES:

OFEM RECAL/ : GNMER NOTIFIED: MICRAO:

COMMENTS:

1987 JO6/ 1T

*ne HAVIS: SUBSEQUENT 3=+

CUSTOMER SAYS: .

~ 1§ THERE & SEAT BELT RECALL

- THE MOTOR FOR THE SEAT HELT OW THE DRIVERSICE DDES NOT WORK
- HAVE TO PUT THE SEAT BELT ON MANUALLY

PER CUSTOMER. DEALER SAYS:
= NO CONTACT

-
CUSTOMER SEEKS:
- RECALL INFORMATION

L3

GCAC ADVISEN
- THERE ARE TwO RECALLS ONM YOUR VEHICLE FDR THE SEAT BELTS 96548 AWD 96593,

OWNER RELATIONS VOP/HENCHMARKING 09711798 FAKCARTG




03711798 MASTER OWNER RELATLOMS S¢STEM 11 14.21 .02

HANEBER AR KX L === S S =SIEXAENFERErECcC IS === ==-=-S=SE=IKELY Y sy omuEEENENXCE==X3 IS L aamm

89287 GRP: 14 CONCERM CUNTACT VEH TVYPE: CAR

LOS ANBELES 71 uzaqm CONTACT MBR: 108514544  DPEMED: OB/05/1497
VIM: _ncvqu.:ar ENGINE: Li CLOSED: 0671471997
S S - CETNEEEEEAEEEEEREET LA E R R R R AR R PR E R R R RN I Y I T T I AT T
LAST MAME : 4:4:m CLOSED
TITLE: TRET MNAME:

ARDRESS:

CITY: TATE : mooa
HOME PHOME : S . PHOME :

MODEL VEAR: MODEL : PRAORE

MILEAGE: _oucac WiD:

DEALER MAME: PERRY FORD SALES CDDE: 171103 P& A: (1469
CAUSAL CODES: 12063 STYMFTOMS : 104 100

ORIGEN: G TRANS. DST/REK: T4 TRANS. DATE:
SERVICESSALES: 1 CONTACT DATE: O&/07/19497
ACK. CODE; ASSIST CODE: W  AWARD AMT: O SLRVEY: ¥ {¥ OR N]
BUILD DATE: CALIERATION:

ESP 1NFO: EXPIRES:

BFEN RECALL: UeNER KNOTIFIED: MICRO:

COMMENTS

1997 /068705

+o4 NAYIEZ: SUBSEQUENT wr+

THIS CONTACT DPEMED DUE TD RECALLIES43
CUSTOMER SAYS:

- 1B0C FROM OWNERS GUIDE
-CUSTOMER 15 WAITING FDR SEAT BELTS TO BEE REPLACED LNDER RECALL

.

PER CUSTCOMER, DEALER SAYS:
-WAITING FOR PARTS FOR THE WEHICLE
L

CUSTOMER SEEKS:

= WEHICLE REPAIRED

L]
CAC ADVISED:
REGARDING RECALL S&54A8
- REQUEST DOUG EPLEY CUST REL MGR TUO CONTACT THE CUSTOMER MITHIM TWO BUSIMESS
DAYES REGARDIWG RECALL 9BS4R
1897 /06707

SEE CLOSING COMMENTS
#FFTHIS IS5 THE CLOSING COMMEMT

CUSTOMER ERQUGHT THE WEHIGLE IN TO OUR DERT, THE RECALL WAS
FERFORMED. PLEASE CLOSE CONTACT,SINCERLY.DOUG EPLEY SERY MANG

JUNER RELATIOMS VOP/EEMCHMARKING O9/11/08 FAXCARTG




O3F1178H MASTER OWHIR REIATIONS StS51EM |1 14.21,02

."'..-r-."""h""""".n"""""’.""1“....'-rI..""".l""h"ll|.|hhh-."""..‘l..""I"IIII
B253HM GRF: Aa1D CONCERM CONTACT YEH TYPE: ChR

MEW ¥DORK 13 ZNSTR : LONTAET WBR: 107720232 DPENED: 11/06/ 1855
VIN: _u_.__:uofzui ENGINE: € CLDSED: 11/13/1996
S S S A AN N AR I EEEEE N AR RSk xSk - - - =r = - =-—nOEA=-7EEENAdmmsdemsac-c-REcCcCcC-C--oOao=-=Irsmm=—mm
LAST NAME: TATUS: CLOSED
TITLE: FIRET MAME: 1

ADDRESS ;

CIT¥: STATE: ;N
HOME PHOMNE BUS., PHDME:

MODEL YEAR- "2 MWIDEL: PROBE

MILEAGE : 80000 wsn ;

DEALER NAME: WARNOCK FORD SALES CONE: 113461 P 3 A 03878
SAUSAL CODES: 1209 SYMPTOMS: 104100

ORIGIN: G0 TRANS. DST/RGN: 13 TRANS. DATE:
SERVICE/SALES: 1 CDNTACT DATE: 1170771994
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [V DR N)
BUILD DATE CALIBRATION:

ESP INFD: EXPIRES:

DPEN RECALL: OWNER NOTIFIED: MICED:

COMMENTS :

19856 11/06

THIS COWNTACT OFENED DUE TOD Owk BERTD

+4+ THIS CONTACT IS5 OFEWED DUE TO OPEN RECALL 38529 »++
44» THIS COMTALT IS OPEMED DUE TO OPEN RECALL 96548 w++
*ax NAVIS: SUBSEQUENT ===

CUSTOMER SAYS:

= THE PASSEMGER SIDE SEAT BELT DOES MNOT WORK AT ALL

- WANTS SOME KIND OF RESOLUTION BECAUSE THE SEAT EELT DOES NOT WORK AT ALL
1]

PER CUSTOMER, DEALER SAYS:
- 11/6/%8 JEFF AT THE BEALERSHIF SAID THEY CAN NOT GET THE PART UNTIL DECEMBER

CUSTOMER SEEKS:

- FOR THE RECALL TO BE FIKED
-

CAC ADVISERD:
- THFORMATION HaS BEEN DOCUMEMTED AND FORWARDED TO THE DEALER

- REQUEST MR BDE AMMIANG {CUST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 2
HBUSINESS DAYS

DWMNER RELATIONS YOP/EBEMCHMARKING O9/11/B8 FAKCARTS




0g/14/08 MASTER OWwWER REI ATIONS S¥LILM I 14.21.032

EIIIIHHHHHHIIIIIInuhH"""IIIIEHHH"HH“IIIIHHHHHhht-_Lllhuuhﬂ.ﬂhll'“hh""“hbllﬂ"h""
3R TOLE GRP: xx11 COMCERN COMTACT VEH 1YPE: ChR

WAMNSAS CITY 53 mqua"l CONTACT NER: 1077.9412 OPEMED: 11713/ 1995
YIN: 1 2P T20C 1NS ENGINE: C CLOSED: 11722719986

LAST MAME: STATUS: CLDSED
TITLE: ME : MI:

ADDRESS:

c1TY: STATE: ZIP: I
HOME PHONE : BUS. PHONE: 90%-g39-5659

WODEL YEAR: g2 MODEL : PROBE

MILEAGE: 1 W50

DEALER MAME: JOE MACHENS FORD IN SALES COGE: 153733 P& A QEDDE .
CAUSAL CODES: 1206 SYMPTOMS : 104 100

arIGIM: aa TRANS. OST/RGN: 53 TRAMNS. DATE:
SERVICE/SALES: 1 COMNTACT DATE: 11/1a/41988
ACK. CODE: ASSIST CODE: W ARARD AMT: 0 SURVEY: ¥ (Y OR N)
BUILD DATE: CALIBRATICN:

ESP INFQ: EXPIRES:

UPEN RECALL: OWMER MODTIFIED: MICRO:

COMMENTS:

1996/11/12

v+3 THIS CONTACT IS ORFENED DUE TD OPEN RECALL 96548 B 96597 s14

*++ LETTER DATED HOV A +#«+MICAD DATE MOV 12ves

v MILEAGE UNAVAILAELE s++

*v8 MAVIS: SUBSEGLENT +=v

CUSTOMER SAYS:

PER LETTER

- THE CUSTOMER HAS HEARD ABDUT THERE BEING A RECALL OM THE SEATBELTS

- HAD THE SEAT BELTS FUR AC OST OF $9E&. 6% QM JuULY 27, G5

- WAMTS HREFUND

L]

FER CUSTOMER. DEALER 5AYS:

= NO CONTACT

'

CUSTOMER SEEKS:

= HEFUN]

-

CAC ADVISED:

- SENT PCOS, TO TAKE RECIEPTS TO LOCAIL DEALER FOR PROCESSING

- CUSTOMER'S VEHICLE 15 INVOLVED IM RECALL 95%4E & 955499

- CUSTOMER TO CONTACT THE DEALERSHIP*S SERVICE DEPARTMENT FOR ASSISTANCE IN
HAVING RECALL PERFORMED

198551115

HXSTHIS IS THE CLOSING COMMENT

NOT MECESSARY TD OPEN C.A.R. ADVISING OWNER OF REFUND PROCESS AND NEED TO HAVE
CLAIM WOULD HOT BE PAID BY FORD UNTIL RECALL 15 PERFDRMED AMD THAT PARTS FOR
WILL NOT BE ABLE TO BE FULFILLEQD AT DEALERSHIF.

OWNER RELATIONS VOP/BENCHMARKING ODS/711/898R FAXCARTG




Qafi1/an MASTER OWNER RELATIDMNS SYSTEM I1 14.21.02

-I-I-“-”””””HHHH“H..IIIIll-llllhll""""u""""""uHni....'lll""""""HHH"""HIIIIII-I
OBT7ace GRP; kK17 CONCERN CONTALY YEH TYFE: CAR

LOS AMGELES T IN/TR: nm COMTACT MER: 107773102 OPEMED: 1114719095
ViM: 12VPTZ0CTHS ENGINE: © CLOSED: 12/0D271995

- = =TI EEN AR R AR R R E T S S S S SS=ANNEEEEENERAREEI-c-=—=—==

LAST NAME: STATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS -

CITY: STATE: ir: [N
HIOME PHOME - BUS. PHOME -

MIDEL YEAR: MODEL : PRDOBE

WILEAGE : 47000 WSD:

DEALER NAME: S%TAR FORD SALES CODE: 171034 P B A: 06517
CALUSAL CODES: 1203 SYMPTONS : 104100

ORI1GIN: ca TRANS. DST/RGN: 71 TRANS. DATE:
SERVICE/SALES: 1 COMTACT DATE: 11/25/19%6
ACK. CODE: ASSIST CODE: E  AWARD AMT: O SURWE¥: ¥ (¥ OR N}
RUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL : DMNER NOTIFIED: MICRG:

COMMENTS &

1996/11718

wvd MNAVIS: ORIGIMAL t44

#vs THIS COMTALZT IS OPEMED DUE TO OPEN RECALL 96548 & ZESHE »»»

CUSTOMER SAYS

= THE TEACK OF THE SEAT BELT ON THE DRIVERS SIOF 15 MAKIMG A GRINDIMG NOISE INM
THE MaYOoR

= THE SEAT BRELTS ARE IMOPERABRLE

Y

PER CUSTOMER., DEALER SAYS:

- WILL REPAIR THE VEHICLE BUT THE DIAGNOSTIC FEE IS £30
.

CLUSTOMER SEEKS:
= TQ HAVE THE VEHICLE REPAIRED UNDER THE RECALL AT MWD aDODITIOMAL CHARGE

]

CAC ADVISED:

-INFORMAYION HAS BEEH DDCUMENTED AMD FORWARDED TC THE DEALER

“REQUEST MS. NANCY BURLINGAME |CUST REL MMGR] TQ CONTACT THE CUSTOMER WI1THIW
2 HUSTHESS DAYS

= THE ¥EHICLE 15 INCLUDED IN THE SET EBELT RECALL AND 1F THE SYMPTOMS ARE PART

OF THE DEFECT THAT IS COVERED UMDER THE RECALL THEN THE DIAGNOSTIC FEE WILL
NOT APPLY

1996 /11 /2%

NMEATHIS !5 THE CLOSTHG COMMEMT

CUSTOMER MADE AM APPDINTMENWY FOR 12/16/9G TQ HAVE RECALL PERFDRMED, IF THE
PARTS ARE AVAILABLE FDR 9E549 AND 96599 REGAROING THE SEAT BELT ASSEMBLY

OMNER RELATIONS VOR/EEMNCHMARKIMG 09711798 FAKCARTE




oa/11/98

MAESTER OWNER HRELATIONS SiSTEM 11 14.21.02
LEERELREEELENRELELYNENLELNERS LITEEENLI FLIEFNETNENLLENENRBRIEESYEEYTILIEETRESEEEL LS L AT NE 4 4 8 F
310854 GRP; Ax08 COMCERN CONTACT WEM TYPE: CAR
HNEW YWORK 13 ZHFTR: M EhONTACT KEBR: 107H4A2HE2 ORENED: 12/04/1938
VIN: 1zverzocxns S ENGIME: C CLUSED: 12/ 1B/ 1395
==—hkixx======5 — — CCIET-S S CEEESSS-S IS =W OCEEE-_ - EEEEEREL
LAST MAME: TATUS: CLOSED
TETLE: FIRST MAME: [:

ADDRESS :

crTy: STATE: e N
HOME PHDME : BLUS ., FHDME ;

MODDEL YEAR: =]+ MODEL : FROBE

MILEAGE: 4000 w5D

DEALER MAME: SMITH-MORWICH INC  SALES CODE: 113623 P B A! OOESD
CAUSAL CODES: 1200 A0 SYMPTOMS : 104 100

CRIGIN: GO TRANS. OST/RGN: 132 TRANS . DATE:
Hmminnmkuhrmm" 1 EDNMTACT DATE; -MH_OM_mmm
ACK. CODE: ASSTST CODE: 0  AWARD AMT: O SURVEY: ¥ (¥ OR W)
BLITILD DATE: CALIBRATION:

ESPF INFO: EXPIRES:

OPEM RECALL: OwMER WOTIFIED: MIERA :

COMMENTS

1996/ 12 /04

#ve THIS CONTACT IS DPENED BUE TO OPEM RECALL SESAR/A655E r«»x

wvs 3 REPRIR ATTEMPTE wra
nue NAVIS: SUBRSEQUENT w+»
CUSTOMER 5SAYS:
~HAO SEAT BELTS REPAIRED THREE TIMES.

CUSYOMER PAID.

—SEAT BELT RETRACTOR ASSEMBLY WAS REPLACED THREE TIMES 1/11/95;

BETWEEN,

FAID FOR YHE REFAIR DWCE EEFORE
RECEIVING THE RECALL MNATICE, REFAIRED TWICE UNDER THE WARRANTY,

ANO OKNECE

JAM 94; AND IN

~CUSTDMER IS AWARE DF THE SAFEYY BELT RECALLS 98548 AND BG65H4.

~RECEIVED A RECALL PRINT OUT FROM THE MATIOMAL HIGHWAY TRAFFLIC

ADMEINISTRAT 10N

KFIIE0ISO00, REGARDING FORD PROBE 5 FOR BRAKE DRUMS.

PER CUSTOMER, DEALER SAYS;
-SEATRELT RETRACTOR 15 EATRA SENSITIVE.
*

CUSTOMER SEEKS:

~WANTS THE SEATEELTS REPAIRED

-

CAC ADVISED:

- INFORMATICN HAS BEEN DGCLMENTED AND
TO YHE REGIOMAL BFFICE.

-REQUEST MR. GORDON CAMHELL CUST,
BUSINESS DAYS

PROFERLY .

FORWARDED TN THE DEALERSHIP WITH & CaPy

REL. MNGR COMTACT THE CUSTOMER WITHIN 2

~ACCORDIMNG TO RECALL INFORMATION ON WEHICLE NOT SHOWING VEHCILE 15 JMVDLVED IM

ANY OTHEA CURAREWT RECALLS.

DWMER RELATIONS VOF/BEMCHMARKING 09/11/%8 FAXCARTG




oaf11 /98 MASTER OWnWER RFLATIONS Svs01ER D1 11,21.02

R EEE AL S LEAE - EIACIELECOCSENLECALCCRAW .- BT ERE TS TR afis Ll ETSSTSIIEMRSSSCWRASTSSSEET

J10BSA GRP . KA09 COMCERMN COMTACT VEH TYPE: CAR
HEW YORK 13 mzk_._n"t COMTACT MEBR; IOTEJZ2EHD OPEMED: 12/D4/1906
VIN: 12VPTZ20C KNS ENGINE : C CLOSED: 1271871846

RS S EE I EE T A SN S S SN EFEEEE X IEE SN EICEEEEE S EAJ IS S S NSNS CTOSSAACAAEEEEXD

1996/ 12711

FHeTHIS IS T T
ON 1d-10-3E SAT DOWN WITH LEN VAMUERMARK( SERVICE MAMGER ) AMND

GORDOW CAMPBELLIGEMERAL MAMAGER). SHE LUNDEASTANDS THAT WHEW THE PARTS BECOME
AVAILABLE TO THE DEALER, AFTER 12-15-95, THAT WE wILL ORDER THE PARTS AND DO
THE RECALL. SHE IS SATISFIED MITH THAT AND [5 HAFFY., HOWEVER IT IS OUR
POSITION, AT THE DEALERSHIP, THAT IT 13 REDICULDUS FOR CUSTOMER SERYICE DIV.
TO REFER THE CUSTOMER BACK TD THE DEALERSHIF WITHOUT INFORMIMG THE CUSTOMER
THAT THE PARRTS WILL NOT HE AVAILAELE TD THE DEALER UNTIL AFTER 12-15-RE.

WHAT KIMO OF PARTMERSHIP IS THAT. WE HAVE WOW SPENT ALOT OF EXTRA TIME, WHEN
IT COULD HaVE BEEN AVAIDED. OUR RECOMMEWDATION IS THAT CUSTOMER SERVICE SHOULD
PROVIQE THE WHOLE STORY, WNOT BITS AWD PIECES.

OWNMER RELATIONS VOP/HEMCHMARKING O09/11/38 FANCARTG




QG/ 11 /ay MASTER DWNER RELATIONS S9STrm 1t 14.21.02

IIIIIIII mdRda srr S-S gEARBRAC==-=S=====-3mm
S381CP CRP: xXD5 INFORMATLON LONTACT YEH TYPE: CRR
KAMSAS CL1TY 93 INJTR: B1 CONTACT NER: 1084346376 OPENER: 09/1771887
VIN: M ENG | NE ; CLOSED: 0971771997
EEEEEOTC==IEEN EEEEr - - - S FENENARE=-=-c--c- - OENNENERRESr-r———====m=m
LAST MAME: TATUS: CLOSED
TITLE: IRST WAME: I:
ADDRESS .
CITY; TATE: i R
HOME PHOME : BUS ., PHONE:
MDOEL YEAR: MODEL : PROBE
MILEAGE : 35000 WD :
GEALER NAME: H, P. SMITH FORD, L SALES CODE: 152023 P B A: O0QIEDE
CAUSAL CODES: 1204 SYMPTOMS: 1041040
ORIGINM. Ga TRANS. DST/RGM: TRANS. DATE:
SERVICESSALES: 1 COMTACT DATE:
ACK. CDDE: ASSIST CODE: ANARD ANMT: O SURWEY¥: (¥ OR M
BUILD DBATE; CALIBRATIDN;
ESF INFDO: EXFIRES:
OPEN RECALL: OWNER WOTIFIED: MICRO:
COMMEMNTS :
1997409417

w+4NO VIN AVAILABLE=+=*

CUSTOMER SaYS:

FATHER CALLING ON BFHALF OF DAUGHTER

- SEATBELT WONT MOVE

- HAD RECALL NOTICE FOR SEATHELT

- TOOK WEHICLE [W FOR SERVICE BEUT PAIR HAD TO BE DRDER

PER CUSTOMER, DEALER SAYS:
= FART DELAYED HECAUSE OF UPS STRIKE
= WILL CALL OWCE PAIR COMES IW

L]
CUSTOMER SEEKS:

= WANMTS VEHICLE REPAIRED
]

GAC ADVISED:
TO CALL BACK WITH VINN 50 INFORMATION CAH BE FORWARDED TD DEALERSHIP
-INFORMATYION HAS BEEEM DOCUMENTED AND FORWARDED TQ THE DEALER

-HEQUEST MR. (CUST REL MNGR/CECE MICKELLS) YD DONTACT THE CLSTOMER WITHIN 3
BUSINESS DAYS-

DWNER RELATIONS VOP/FBEWCHMARKING 08/11/08 FANCARTO




fa 11798 MASTER OWNER RELATIONS SYSTEM II 14.21.02

ac—EEEriimmEERErEEEErEsrss s i Sap s R goOoaRE==I = =—ax=--ANdISENS cxgE===c=c=cadmxcEIILaEN

437054 GRR: XA17 CONCERM CONTACT YFH TYPE: CAR
WASHI MGTON 27 IN/TR: COMTACT KER: 10BJS2063  DPENED: 03735714947
VIN: .H%ﬂonmzmi ENGINE: € CLOSED: O4/06/ 1007
A EENEgICEEEEEhdienERERERY = 2 s E P PR EL FEN NI I FFRIE At ARt R R R RRRY | |ty ity
LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: 1:

ADDRESS:

CITY: STATE: Iq: [ ]
HIOME PHONE : BUS. PHONE:

MODOEL YEAR: 82 MODEL : FROEBE

M1LEAGE: A5000 WSO :

DEALER WAME: SHEEHY FDAD INC SALES CODE: 127004 P A A: DDO4S
CAUSAL CODES: 1203 SYMPTOMS : 104100 202100

ORIGIM: ana TRAMNS. DST/RGN: 27 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 03/2E71837
ACK. CODE: ASSIST CUDE: W  AWARD ANT: O SURVEY: ¥ (Y OR N}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRER:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS -

1997 /03723

vvd VEHICLE INVOLYED IN AECALL 96599/BES4H »+v

vew NAVIS: DRIGINAL +w=

CLUSTOMER SAYS:

-WINDSHIELD WIPERS DO WOT G0 BACK DOWNW TN PLACE WHEN THEY ARE TURMED DFF
~DEALERSHIP HAS NOT YET PERFORMED RECALL FOR SAFETY BELTS BECAUSE PARTS HavE
STILL NOT ARRIVED

L}

PER CLISTOMER, DEALER 3ZAYS:

~-{PER SERVICE DEPARTMENT. NAME LNKKNOWHM) MO RECALLS ON WIMDSHIELD WIPERS AT
THIS TIME

E ]

CUSTOMER SEEKS:

=15 VEHICLE INVOLVED TN AMY RECALLS FOR WINMDEHIELD WIPERS?

"

CAC ADVISED:

AEGARQLHG WINGSHLIELD WIPERS:

-HO RECALLS FOR WINDSHIELD WIPERS

REGARDING SAFETY BELT RECALLS:

=[NFORMATION HAS HEEN DDCUUMEWTED AWD FORWARDED TO THE DEALER
-~REGUEST MR.LES ASHELRN (CUST REL MNGR/ SWE MNGRI TO CONTACT THE CUSTOMER
WITHIN 2 BUSINESS DAY¥S

1887 /03736

JOE JERALEY COMTACTED CUST. ON Q372871997 Witk 8E 1K OK 03/2971007
FOR RECALL & ThD CK wWIPER COMCERM. PER JOE JERLEY

1997704 /02

AANTHIS IS THE CLOSING COMMENT

CONTACTED CUST. AND HAR THE CSUST. IN AMD PERFDRMED BOTH RECALLS AND
ADVISED ABOUT THE WIPERS. CUST. HAPPY.

DWNER RELATIDNS VOF/BENCHMARKING ©D9/711/88 FAXCARTG




0s/1v/98 MAZTER OWMER RELATIONS SYSTEM LI 14.21 .02

ll..lﬂ"h”Hh—.ﬂ..‘.-.l-.-_l..ll.II""""""_u!IIIIIIII-III.I.HHHH"hll.ﬂﬁ..I.I'.II“HH"""HH.I......
O244Gd GRP: 14 CONCERN CONTACT YEH TYPE: CAR

LOS ANGELES 71 ZN/TR: Al CONTACT WEBR: 107528125 OPENED: 10/11/1588
VIN: 1zvrrzoc? LS ENGINE: ¢ CLOSED: 10/21/1596
EEEX - CCSCSAAFFENSAASS 4n ERENEEEEEEr T - - T EENANNSATTrT=——r- P FEEEEEEEAE.
LAST WAME: TATUS: CLOSED
TITLE: NAME : I c

ADDRESS :

CITY; TATE: 1P I
HOME PHONE : 5. PHONE:

MODEL YEAR: 80 MIDE} :

MILEAGE: 100000 WSD:

DEALER NAME: WALKER BUERGE FORD SALES CODE; 171029 P A A 03422
CAUSAL CODES: 1206 SYMPTOMS : 104 100

ORIGIN: &0 TRANS, DST/RGN: M TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/11/1886
ACK. CODE: ASSIST CODE: O  AWARD AMT: O SURVEY: ¥ (¥ DR N)
BUILD DATE: CALIBRATION:

ESP INFQ: EXPTRES:

DPEN RECALL: OWNER NOTIFIED: MICRD:

COMMENTS :

1996/ 10/ 11

wed MAVIS: SUBKEDUENT evr

*++ THIS CONTACT 15 OPEMED DUE TO OPEM RECALL AES48 & SA5S58 exs
CUSTOMEERE SAYS:

= SEAT BELTS ARE LOCKED UP

- PAID FOR SEAT BELT TD BE INSPECTED ABOUT ONME MONTH AGD- %29.50

- HEARD OM THE RADIO ABDUT THE RECALL
.

PER CUSTOMER, DEALER SAYS:
= NOT INDWOLVED IN RECALL
L 3

CUSTOMER SEEKS:

- REFUND FOR %$29.53

- SAFETY BELT REPAIRED
»

CAC ADVISED:
REGADING REFLIND:
- PROVIDE ORIGINAL RECEIPTS TO M5. KARIN CLARKE {CUST. REL MER]

- (CUST REL MGR) WILL EVALUATE SITUATION TO DETERMIME [F REPAIR IS
REIMBURSABLE.

REGARDIMG RECALL COMPLETION:
~IMFORMATION HAS BEEH OQCUMENTED AMD FORWARDED TO THE DEALER

~REQUEST M3. KARIN CLARKE [CUST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 3
BUSINESS DaYS5

1996/10/14
#EFTHIS IS YHE CLOSING COMMENT

CUSTOMER IN TODAY AND PARTS AMD TOOL ARE OW DRGER CUSTOMER HAPPY HAWDLED BY TI
NO LIVAS

OWMER RELATEONS VOR/BENCHMARKIMNG ODS711/98 FAXCARTG




09117838 MASTER OwMER RELATIONS SYSTEN I1 1424 _03

Ikl em o= S N EANEENE NN A c == - AN NNl s = ————xmwrnisdmmm L L EE R R L N
2154HH GRP. KKOS5 CONCERM CONTACT YEH TYPE: CaR
WASHINGTON 27 IN/TR: CONTACT MBR; 107662942 OFEMED: 10/ 18/199e
¥IN: 1Z¥PT2 __._m_.ml ENGINE: U CLOSED: 10/31/1598
IR - - S AN AN IS === N NN NI ENEasr=———caomwmsn LL LD L DL L L EL TN
LAST MAME : STATUS: CLORED
TITLE: FIRST MAME: HI; L

ADLCRESS :

CITY: STATE: ZIP: E |
HOME PHONE : AUs. PHONE:

MODEL YEAR: o0 MDDEL ; PROBE

MILEAGE : 108000 WED:

DEALER NAME: PURVIS FORD 1NC SALES CODE: 127440 P & A DODEY
CAUSAL CDDES: 120% 1203 4208 SYNPTOMS: 104100 ! '

DRIGEN: GD TRANS. DST/RGN: 27 TRANSY DATE:
SERVEICE/SALES: | COMTACT DATE: 10524714988
ACK. CODE 3 ASSIST CODE:- W AWARD AMT: 1 SURVEY¥: ¥ (¥ OR N)
BUILD DATE: CALTIBRATION:

ESPF INFD: EMPIRES:

DFEN RECALL: . OWNER MOTIFIED: MICRD:

COMMENTS :

1686/107 1B

se+» THIS COWNTACT 15 OPEMED DUE TO OPEN RECALL 95548, DESAS vwa
*ex MAVIS: ORIGIMAL =ww

CUSTOMER SAYS:
- CALLENEG FOR AECALL IMNFORMATICM
- HAD TD REPLACE THE SEATBELTS A YEAR AGO

+ THE DRIVERS S1IDE SEATHELT BROKE IN THE DODEN FOS]TION
'

FER CUSTOMER, DEALER SAYS:
= NQ COMNTACT

=
CUSTOMER SEEKS:
- RECALL INFORMATIOM

- REIMBURSEMENT FOR PRIODR REPAIR
"

CAC ADVISED:
“~INFORMATION AAS EEEN DOCUMENTED AMD FORWARDED TO THE DEALER

-REQLEST MR.BUZZ QUESENBERRY CUST REL MNGR TO CONTACT THE CLUSTOMER WITHIN 2
BUSINESS DAYS

1996/ 10/24
ANNTHLS 15 TH NG COMMENT
MOTIFIED MRS.! THAT THE PART FOR HER 1890 PROBE HAS BEEN ORDERED FROM

FORD AMD SHE MILL BE NOTIFIED A% SODM AS PART ARRIVES.

OWMER RELATIOWS VOP/HEWCHMARKIWNG 09711798 FAXCARTS




0a/11/98 MASTER DWNER RELATIDNS SYSTEM 11 14_21.02
—mss===x==-a3FSSISSCEZ==®E=SSSSCS=F=CIMWNSSECC3IRFSOFSCAEETERCOAEEEEREESENANERA=REE
16EHAR GRP: 2X12 COMCERN CONTACT VEH TYPE: CAR

S0OR 10 ENSTH:

I ﬂﬂz.—rn.——,ﬁmuaﬂqmmwudﬂ -..._va.mU"‘G_____u,_______mmn
VY1H: 1EWPTIZLALE ENGINE: L CLOSED: 10731715886

LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: 1: 5

ADDRESS :

CITY: STATE: w: [N
HOME PHBONE : BUS. PHONE:

WODEL YEAR: /0 MODEL : FEROBE

MILEAGE: 300G W5D:

DEALER MAME: DAVE'S FORD LINC-ME SALES CODE: 14HESS P & A: D2281
CAUSAL CDOES: 1212 1209 1203 SYMPTOMS ; 104150

DRIGEN: [H1] TRANS. OST/RGN: 48 TRANS, DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/23/1986
ACK, CODE: ASSIST CODE: A AWARD AMT: 0 SURVEY: ¥ (¥ OR N)
BUILD DATE: CalLIBRATION:

E5SP INFO: EXPIRES:

OPEN RECALL: . OWNER MOTIFYIED: HICRO:

COMMENTS :

1998/ 10/21

#ws THIS COMTACT IS OPEWED DUE TOQ APEN RECALL SE52% sew
~+#4 THIS CONTACT IS OPEWED DUE TO OFEN RECALL DBZ4H w4+
#vv NAVIS: SUBSEQUENT wmw

CUSTOMER SAY4:

- AQD WIMBER FROM WARRANTY CARD

= SEATBELT ON THE DRIVER'S SI10E Y5 STUCK

= CALLING TG SEE FF ANY RECALLS THAT wOULD COYER THIS

= REAOD IN A MAGAZIWE ARTICLE THAT FORD DID RECALL PRQAE'S FOR SEATBELT
CONCERNS

-
PER EUSTOMER. DEALER SATYS:
= N0 DEALER CONTACT

L}
CUSTOMER SEEKS:
- SEATEELY REPAIQED

- REGALL INFORMATIOM
.

CAC ADVISED:

- THFORMATION HAS BEEN DOCUMENTED AND FORWARDED T THE DEALER

= REQUEST MR.MADK SHICK SUC WNGR TO CONTACT THE CUSTOMER 1M 9 BUSINESS DAVS

- READ RECALL LETTERS 5654E AND 56599

- DEALER MILL REPALR SINCE CURRENTLY NOT WDRKING

- MAY BE ASKED TD RETURN TD CDMPLETE RECALL AFTER 12/1% WHEW PART IS
AVAILABLE

1995710724

M#FTHIS IS THE CLDSING COMMENT

CONTACTED OWMER BY PHONE.CALLED BOD# AND DROERED RECALL PARYS -TO BE RECIEVED
10/26 DR 10/28,DWNER JUST BDUGHT CAR AND I5 NOT DRIVING IT(THIRD OR FRURTH)ICAR

OWNER RELATIONS VOP/AENCHMARKING OS11798 FANCARTG




ag/11/98 MASTER OwMER RELATIDNS S¥GTEM 11 14.21.02

E RS S At i T R rEE R S I CONA LS IEEOSEEEECCINE apC it dsnmEE NN ELEECCEEEI——====

G20 1HM GRE: Ani0 CONCERN CONTACT VEH TYPE: CAR
ORLANDDO 24 N2mqn" F1 CDNTACT NBR: 1D7GE20HK4 OPFENED: 1072171998
YIN: L ENGIKE : CLOSED: 103171906
B R I B B et bkt L R R L LETFRRRRET I I RN ]I ERFELE IR NN I S R LI ST
LAST NAME: STATUS: CLOSED
TITLE: IRST MAME: MI :

ADDRESS:

CITY: TATE: zir: N

HOME PHONE : Us. PHONE:

MOOEL YEa&R: a0 MDDEL : PROBE

MILEAGE: G000 WSD:

DEALER MAME: GARY SMITH FORD IWC SALES CODE: 124555 P d A 04948
CAUSAL CODES: 121% SYMPTOMS: 1044100

ORIGIN: &0 TRANS. DST/RGM: 24 TRANS, DATE:
SERVICE/SALES: 1 CONTACT OATE: 10/23/1996
AC¥. CODE: ASS5IST CODE: W AWARDR AMT: 100 SLRVEY: ¥ [¥Y OR N)
BUTLC DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MILRO:

CUOMMENTS :

1095 10/31

#ov NAUIS: SUBSEQUEMT wwrw

CLISTOMER SAYS:

=vwiH I5: YI¥PT2147L5182450

~DRIVER'S SIDE POMER SEATHELT JAMMED AMD THE MOTOR HAS STOPPED

-HE READ INW USA TODAY THAT FORD RECALLED ALL DOF THE 8Q-92 PRORES FOR SAME
CONCERN

L )

PER CUSTOMER, DEALER SA¥S:

-THEY HAYE NOT RECEIVED AMWY GUIDANCE REGARDIMG AWY TYPE 0F RECALL

[ ]

CUuSTOMER SEEKS:

=RECALL IMFORMATICM

-

CAC ADVISED:

*+*TOLD CUSTOMER TO CONTACT US BACK AFTER CROSS REFERENCING THEIR YWIN 50 WE

CAN LOOK uP ANY IMNFORMATION

THIS CONTACT 15 AWM UPGRADE OF CONTACT NUMBER 107661687
#xr WEHICLE IWNVOLVED IN ONP 9SETS wes

wxx YEHICLE [NVOLVED IN RECALL QSE%99 we»

su¥ YEHIGLE IMVOLVED I1H RECALL SES&Z +e»

=v* WEHICLE INVOLVED IN RECALL F4ESd #vw»

=us NAYIS: SUASEOQUENT werv

CUSTONMER SAVS:

- WOULOD LEKE TH KNOW 1F HIS VEHICLE 15 TMVOLVED IW ANY RECALLS/ONPS
-

FER CUSTAMER. DEALER 3AYS:

= MO CONTAECT -
+

OWNER RELATIDNS VOPFEENCHMARKING D9/11/98 FALCARTG




@a/11/98 MASTER OWNER RELATIONS SYSTEM 11 14.21.02

s=cchma-=c-dhieaxENEEECENEENSIEIANNEESSF=F

IIIIIIIIIIII Tr=s==NEcc=NENNNAx-RERacEEEEEN
G20 1MW GRF: xxZ10 CONCERFN CONTALT VEH TYPE: CAR
ORLAHDD 24 INSTR: F1 CONTACT NBR: 1Q76062084 OPEMED: 1072171984
VIN: L ENGINE : SLOSER: 1073171986
Epg@T=TFmg=T ===

EE R E R 1 T P ER TR AT IR REARREERERDEIEEFELRFRE
1536 F 10/ 21
CUSTOMER SEEKS;

- RECALLE/ONPS IMFORMATION OM HIS VEHIELE
’

CAC ADVISED:
=INFORMATION HAS BEEN DQCUMENTED AMD FORWARDED TD THE DEALER

=REQUEST MR. PAUL COOPER, CUSTOMER RELATIONS MAMAGER, TO COMTACT THE CUSTOMER
WITHIN 2 BUSIMNESS DAYS

- ONP BSRTD DOES NOT HAVE AN EXPIRATIDN TIME FRAME
1998/ 10724

gegTHIS IS THE CLOSING COMMENT

TH!S WAMAGER ORDERED THE PARTS FOR THIS CUSTOMER AMD MADE AN APPOINTMENT THIS
Was SATIFACTORY WITH THE CUSTDMER

OWNER RELATIONS VOR/OENCHMARKING 08/11/98 FAKCARTG




a9/11 /498 MASTER OWNER RELAYIONS SYSTIM 11 14.21.02

IIIIHHHHHllllllh"uHﬂiIllllHHHlullllluHunHuIIlhuuuuk:hlrhuhHlIIﬂHHH"“HhIIIHHHHn

SOSTEL GRP: AMCH COMCERM COMTALT ¥YEH TYPE: CAR
DALLAS az INFTR: _ D2 CONTACT NBR: 107862945 DPEMWED: 10421/ 106G
vIN; 1 ZVPT 200 ) E—— ENGINE: ¢ CLODSED: 017027 (997
IIIIH.IIIIIIIIIIH"IIIIIIHEH"“HI IFI"HMIIIIIIHHHHIIIIHHHHH.-HI""HHHIIIHHNHHII
LAST NAME: TATUS: ELGSED
TITLE: FIRST MAME : L

ADDRESS ;

CITY: STATE: Ip: I
HOME PHONE : BUS. PHOME:

MODEL YEAR: a0 MODEL : E

M1LEAGE: aE000 WED:

DEALER WNAME: BILLINGSLEY FORD OF SALES CODE: 152603 PA A D177
CAUSAL CDDES: 3001 120% SYMPTOMS : 104 100

ORIGINM: an TRANS. DST/RGM: 52 TRANS. DATE:
SERVICES/SALES: 1 CONTACT DATE: 12/13/1956
ACK. CDDE: ASS13T CODE: R ANARD AMT: O SURVEY: ¥ [¥ OR N}
BUILD DATE: CALIHRATION:

E5F INFG: EAPIRES:

OPEM RECALL: OWMER MOTIFIED: MLLRO;

COMMENTS :

199810721

#es THIS CONTACT IS5 OPEMED DUE TO OFEN RECALL EAS48/98) swa
#dv HWAVIS: SUASEQUENT wes
CUSTOMER SATS:

- DRIVER SIDE RESTRAINT BELT IS LDCKED LP AND WILL HOT DISENGAGED

FER CLUSTOWER, DEALER SAYS:
- HAS NOT BEEEN CONTACTED

Ll

CUSTOMER SEEWS:

- RECALL [{NFORMATIGN

-

CAC ADVISED:

RE: 9&%48,/99 RECALL INFORMATIOM

-INFORMATION HAS BEEN DOCUMENTED AND FORWARDED ™0 THE DEALER

-REQUEST MR. TOMMY GRIFFITH {CLUST REL MNGA] TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS+NO RECALL

1996 /127095

TOMNY, PLEASE HAMDLE THIS CONTACT. LET ME KNOW IF yYOu WEED ANYTHING FROM ME.
SCOTT REMGON, CSM.

1998/12/36

#FITHIS TS THE CILDSING COMMENT

HAVE CHECKED THIS FOR RECALLS AND HAVE PARTS OM DRDER

DWNER RELATIDNS VOP/EENCHMARKING 09711798 FAXCARTS




09/ 11/94 MASTER DWHER RELATIONS S¥STEM TI1 14.21.072
IIIIIIIHHuuHu"uﬂllllllllllhhhhﬂhuullhiI.Il.llllIIlll.uuNlIIlllllIlIllHHHHH“III EEm
BRTTEE GRP: XX02 COMCERM CONTACT YEH TYPE: CAR
0RLANDO o4 ZN/TR: CONTACT WBR: 107871007  OPENED: 10/233/1049§
YIN: _N_____:_.unnxrnt ENGINE: C CLOSED: 10/31/1996
S ST EFEEEEEEREEENETr—=—=—== AT EEEER il AEmEEr IO NSl rEEEEEEE ===
LAST MNAME: STATUS: CLOSED
TITLE: E: MI: ]

ADDRESS :

CITY: . STATE: IP: I
HOME PHOME : HUS. PHOME:

MODEL YEAR: T) WIDEL : PROEE

NILEASGE ® 110000 WESD:

DEALER WAME: BILL REDDITT FORD I SALES CODE: 124504 P & A&: D4EED
CAUSAL CODES: 1212 1203 SYNPTDMS : 104 100

ORIGIN: £} TRANS. DST/RGN: 24 TRAMNS. DATE:
SERVICE/SALES: 1 CONTACT DAYE: 10/24/1996
ACK. CDDE: ASSIST CODE: F AWARD ANMT: 0 SURVEY: ¥ (¥ DA N}
BUILD DATE: CALIARATION:

ESF INFO: EXPYIRES:

OFEM RECALL ; OWMER NOTIFIED: MLCRO:

COMMENTS:

ieRs/ 1020

¢+ THIS CONTACT IS5 OPENMED DUE TO OPEM RECALL 95599 uss
4y THIS CONTACT IS OPENED DUE TO. OPEN RECALL G854@ wew

dvx NAVIS: DRIGINAL wew
CUSTOMER SAYS:

- CUSTOMER IS CALLING BECAUSE HE !5 CLIRRENTLY HAYTNG & PROBLEM WITH HIS
MOTORIZED SEATBELTS OM HIS VEHICLE NOT MOVING OW THE TRACK A5 THEY ARE

SUPPOSED TR

- CUUSTOMER HEARD ON THE RADIO THAT HIS SEATBELTS HAD A FORD RECALL DN THEM

]
PER CUSTDMER, DEALER SAYS:

- TOLD THE CUSTOMER THEY DID MOT KNOW
- SOMEOME FROM THE SERVICE BEPT. PRUVIDED THE NUMBER AT THE CUSTOMERS REQUEST

’
CUSTOMER SEEKS:

- TO FIMD QUT fF THESE SEAT BELTS ARE COVERED UMDER B REECALL

.
CAC ADVISED:
RE DPEN RECALLS 96548, AND HES93

~INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALER
-REQUEST MR.GARY HOOVER {CUST REL NWGR/ S¥C MNGR) TO CONTACT THE CUSTOMER

WITHEN 2 BLISIMESS DAYS .
1996 /10424
###THES 15 THE CLDSING CONMENT

CONTACTED £JSTOMER TODAY,HAS APPOINTWEWT FOR MONDAY TO HAVE SEATHBELT REPLACED

UNDER RECALL.GARY HOOWER,

DWHER RELATIONS VOP/BEMCHMARKING OR/711798 FAXCARTS
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I LI S EEE I - S EEAE - I T A SEEE NI NEATE - NN TENFEFACTESEEEIEI EEEEmEEEE

I506.JA GRF: a6 COWCERN COMTACT VEH TYPE: CaR

SEATTLE T4 INFTR: CONTACT MBR: 10767HUJI4 OPEMED: 4ﬂmuhxﬂwwm
Vit ﬁ:v._unnm_.i ENGIME: C CLDSED: 11/01/1995
mmermhbbsass i FERd s d FEAEELRFEEEEE LT S EE DO ESE S S SIS ESESEEISEEEEEES S S S S EE NS S T NN RN
LAST NAME: STATUS: CLOSED
TITLE: RST MAME: MI :

ADDRESS:

CITY: STATE: zir: R
HOME PHONE: BUS . PHONE:

MDDEL YEAR: MODEL : PROBE

MI LEAGE: 116000 wsD:

DEALER MAME: TITUS-WILL FORD SAL 5ALES CODE: 174204 P & A: DB&ET
CALSAL CORES: 1209 SYNPTOMS: 104 100

DRIGIN: &n TRAN5. DST/RGM: 74 TRANS. DATE:
SERVICE/SALES: CONTACT DATE: 10724/1996
ACK, CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ (Y OR N)
BUILD DATE: CALIERATION:

ESP INFO: EXFIRES:

OPEN REGALL: DWNER MOT[FIED: MICRO:

COMMENTS:

109E/ 10734

#+4a THIS CONTACT IS OPENED DUE TD DOPEN RECALL SES5HW «»+

#+¢ THIS CONTACT [S OPENED DUE TD OPEN RECALL 98348 »s»

®vv NAVIG: SUBSEQUENT w»*=

CUSTOMER SAYS:

- RECEIVED & RECALL LETTER FOR THE SEATBELTS

= CUSTOMER PUT THE LAF BELT ON AND THEWN FASTEWNED THE MOTOR[ZED BELT AMD THE
BELT WOULD HWOT SMAP IN AND THE SEATBELT CHIME WENT DFF

- SEPT 26 1986 TOOK THE VEHICLE TO THE DEALER FAID TO HAVE THE ODISCOMHECTION
MADE

*

PER CUSTOMER, DEALER SAYS:

- THE COST OF THE REPAIR WAS $600

= THEY DISCOMNECTED THE CHIME FOR THE SEATBELT

+*

CUSTOMER SEEKS:

- REL1MBURSEMENT IWFORMATIOMN
= RECALL INFORMATIONM

-

CAC ADVISED:

=INFORMATION HAS BEEN DOCUMENTED aWD FORWARDED TO THE OEALER

~REQUEST MR.OAWN WALSTOMN CUST REL WMGR TD CONTACT THE CLUSTOMER WITHIM 2
BUSIMESS DAYS

+#=5UBMIT THE DRIGIMAL RECE]1PT TO THE CUST REL MGR

1996/ 10726

FANTHIS IS THE CLDSING COMMENT

OWNER CAME IN 10-24-96 WE DROERED THE PARTS WECES3ARY TD DO THE RECALLS. TERRY
HAYDEN.

OWNER RELATIONS YOP/BEMCHMARKING 049711758 FAXCARTG
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A mENNELELEOrE N IS CEETam el wl bas i N IEEE S XISt dx ez s R EENEEENRERIE=ESREESSS

2154HH GRP: LX0& COMCERMN CONTALCI YEH TYFE: LaR
CHICAGD 41 ZINATR: CONTACT NHR: 1U754508G0 OPENED: 10/28/ 1608
VIN: _mq_:u:._mri ENGINE: U CLOSED: 11712/ 1996
EEsEmEeEmEemmfaseENgEEEEm=-ome=======c=-ddaxEAANEENEENSEI}=-=rs===xy=—=-m===AdA=-==ad==—hE=sNEN
LAST NAME: STATUS: CLOSED
TITLE: FIRST HAME: MI:

ADORESS:

CITY: STATE: ZIP: I._E_u_
HOME PHONE : BUsS, PHONE;

WOREL YEAR: an MDDEL : PRABE

B! LEAGE : 1 o ] wWSD;

DEALER MWAME: ED W1TT'SVYENUS FORD SALESE CODE. 141058 F & A: DE1B4
CAUSAL CODES: 1203 SYMPTOMS : 104 100

DRIGIM: an TRAMNS. DST/REN: 41 TRANS . DATE:
SERVICE/SALES: 1 COMTAET DATE: 1170171996
ACM. CODE: ASSIST COOE: W ARARD AMT: D SURVEY: N (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OFEN RECALL: OWNER MOTIFIED: MICRO:

CONMENTS:

1998/ 10728

w44 TH1S CONTACT IS OPENED BUE TO OPEN RECALL 96548 +++

+é2 MNAVIS: SUBSEOUENT +we
CUSTOMER SAYE:

- THE MOTDRIZED RE4TRAINTS DOW'T G0 OVER HER SHOULOER

M
PER CUSTOWMER, DEALER SAYS:
- THEY DID MOT KMOW ABOUT THE RECALL
-
CUSTOMER SEEWS:

- RECALL TWFDRWATIOMN/REPAIR

.
CAC AQVISED:

-INFORMATION PAS BEEW DOCUMEMTED AMD FORWARDED TO THE DEALER
-REQUEST MR.SCOTT SEKACH CLST REL MNGR TO CONTACT THE CLUSTOMER WITHIN 2
BUSINESS DaYS
1996/ 1 1/05
FNSTHIS IS THE CLOSING COMMENT
CLUSTOMER wWAS TH DM 11/01/98 AND PART !5 ORDERED.

THANK YOU
5CaOTT SEWACH

OWMER RELATIONS VOP/BEWCHMARKING OR/11/98 FARCARTG
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L EESO S 1 ASIE-SJ3S L CAS S EEFENFENE R SN I nidrpmAdE R araa T IEk s ¢ . FT SN - CSEO- - CHMEIEAgpE

| {1SREK GRP: XxD3 CONCERN CONTAL1 VEI 17PE: CAR
DETROIT 4B ZNSTR: €1 CONTACT WBR: 107605722  DPEMER: 1072371945
¥IN: 1izerr2wAL N ENGINE: W CLOSED: 11706713845
[ R AL L ERERRNAR T TR NNENEFTY N e s e ] Ll R R Y P T L LT P E SR r Sl TR L)
LAST MNAME: TATUS: CLOSED
TITLE: FIRST MAME: i:

ADDRESS ;

clTv: STATE: P I
HOME PHOME : BUS. PHONE:

MODEL YEAR: an MDDEL : PROGE

MI1LEAGE: A D00 wsh:

DEALER WAME: PAT WILLIKEW FORD I S4LES CODE: 148024 P B A 03744
CAUSAL CODES: 13032 Q208 SYNFTOMS: 104 100

arRIGIN: GO TRANS, DST/FRGN: 48 TRANS. DATE:
SERVICE/SALES: 1 COMTAET HATE: 1072871996
ACK. CODE: ASSIST CODE: W AWARDO ANT: Q SURVEY: ¥ {¥ DR N)
AUILD DATE: CALIBRATION:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER MOTIFIED: WICRO:

COMMENTS :

1998/ 10/ 2%

tx» THIS COKRTACT I35 OPENED OUE TO OFEN RECALL 96548 »*r»
#dx NAVLS: SLBSEQUENT +»»

CUSTOMER SAY¥S:

= B0 ¥ FROM THE TNFORMATIDN

= HAS & RECALL LETTER

~ THE CAR WAS TAKEN IN OM THE 214TH DOF OCTORER
- THIS I% THE DRIYER SIDE

*

PER CUSTOMER, DEALER 5SAYG:

- NO LOANER AVAILABLE

« THE PART HAS MOT COME IN

- THOUGHT THEY WOULD HAVE THE PARTIN
'Y

CUSTOMER SEEKS:

= TO SEE WHAT CAN EF DOME

= COuULD 5HE GET A REWMTAL YEHICLE

¥

CAE ADVISED:

REGARDING THE COMCERM

- WO ESP

= WO TRANSPORTATION ASSISTANCE PROVIDED

REGARDING THE COMCERN AMO A FLRTHER EXFLANATION QF AN APPROAIMAYE DATE
-INFORMAT ION HAS BEEN OOCUMENTED ANG FORWARDED ¥O THE DEALER

-REOUEST MR. EVERETT VIMCENT {CLST REL MNGR) TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

DWHER RELATIONS VOP/RENCHMARKING 0@/11/98 FAXCARTG
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Il 14.21.02
EEEkEwkor=-====-OCCcAEFEEENENENEEera===-c-=-c--——pEEEEENEmE=c=-= S I e EEEEEECE == EEEEN
1159EK GRP: Xxpa CONCERN CONTACT YEH TYPE: CAR
DETROIT L} ] ZN/TR: COMTACT NBR: 1075u5722 ODPEWED: 13f29/199€6
W1N: 12¥PT21U4LE ENGIMNE: U CLOSED: 1170671998
lllIIIIIIHHH""H"HIl.llllllllIIIHHHHHHnHiIIIIII.I-FH""""""“I.I.IIIIIINHHHH"""HIIIII
1998/ 10/ 30

FRXTHIS 15 THE CLOSING COMMENT

DEALER CRM EVERETT WVIMCENT HAS THVESTIGATED MS.LLOYD'S CONCERNW wW1TH HER 1994
FROEE FOR 96E48 SEAT EELT RECALL. PARTS WERE ORDERED AMD ARRIVED . VEHICLE [5§
REPAIRED AND CUSTOMER HAS BEEN WDTIFIED.VEHIGLE WAS READY FDR CUSTOMER PICK-UP
AS DF 10/2971996.CUSTOMER IS HAPPY WITH THIS ARRANGEMENT.(EY)

OWNER RELATIONS vOP/HENCHMARKING O0/11/98 FAXCARTG
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14_21.02
S EENIARIARAEEEX-Sc=-=-======-Sg3EKEEEEERL BA L X - oSS ST S =SS ECl Al R EL S SIS S S-S IEEMRwMAEEEEE =
2I9TKE GRE: K313 INFORMAT I ON CONTACT VEH TYPE: CaAR
LINKMOWN a9 INJTR: CONTACT MER: 107ha97A13 OFENED: 10Q/20/ 1906
VIN: L ENGINE - CLOSED: 10/2%/ 1996
EHEEEEEEINCo=S====F& INSAS -CcCo - - -O-rR EEENEENERAI=-=-=-==-==- - EENEESMc-—--——=——=ommm
LAST MAME: STATUS:. CLOSED
TITLE: FIRST MAME: NI

ADDRESS :

C1TY: STATE: 21p: I
HOME PHONE : BUS. PHONE:

NMODEL YEAR: 1] MODEL :

MI1LEAGE : 1180600 wsh:

DEALER MAME: SALES CODE: P& A

CaUSAL CODES: 13463 dQ206 SYMFTOMS: 104105

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: 1 . COMNTACT DATE:

ACK, CODE: ASSIST CODE: AWARD ANMT: 0 SURVEY: (¥ OR M)
BUILD DATE: CALIERATION:

ESP INFO: EXPLRES:

OPEN RECALL: OWNER MOTIFIEQ: MICRO:

COMMENTS :

1996/ 10/28

v YIN NOT AVAILABLE - YEHICLE AT DEALERSHIP »=»
e MAVIG: SUBSEQUENT +#w»

CUSTOMER SAYS:

= THVOLYWED IN A RECALL

- TOOK A DAY TO OROER THE PARTS

.

PER CUSTOMER, DEALER SATS:

- WE NEED TO KEEP THE WEHICLE ALL DAY

- WE B0 NOT OFFER LOAMER VHEIC|ES

L]

CUSTOMER SEEKS:

=~ LOANER YWEHICLE

.

CAC ADVISED:

- NO ESP

- NGO TRANSPORTATION ASSISTANCE PROVIDED

OwWNER RELATIONS VOPSHENCHMARKIMG O0S11/98 FAXCARTG
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762270 CRP: AmCI1 CONCERN CONTACI VEH TYPE: CAR
PHILADELPHLE 16 nza-ml COMNTAC ] MAR: 1077TLOET4 OPEMED: 1171171996
VIN; 1ZYPT20C4L ENGIMNE: € CLOSED: 1271871998
-.-I"-H””””“““H.HIIII.I.I....III.IIU.“H"""""ll...llllIIIIHHHH"""ﬂlllllllll'llllll
LAST MNAME . TATUS: CLOSED
TITLE: FIRST MAME: T- "]

ADDRESS :

CITY: STATE: P I
HOME PHUME : EUS. PHOME:

MODEL YEAR: a0 MONEL ! PROBE

MILEAGE : ESCD0D WhD

CEALER HAME: MOTOR TWINS INGC SALES CODE: 116301 P& A: D1225
CAUSAL CDOES: (206 1203 SYMPTOMS : 104 100

ORIGIH: an TRANS., DST/RGH: 16 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: {11/19/1928
ACK. CDDE: D ASSIST CODE: R AWARD AMT: G SURVEY: W LY ORF N)
AUILD DATE: CALIBRATION:

ESP IHWFO: EXPIRES:

OFPEN RECALL: OWNER NDTIFIED: MICRO:

COMMENTS :

19RE/11/11

#ss HAVIS; DRIGIMAL ~v+

CLSTOMER SAYS:

-THE CUSTOMER PURCHASED THE PART BEFORE THEY GOT THE RECALL NOTICE
»

PER CUSTOMER, DEALER SAYS:

-NO CONTACT FOR THI1S CODNCERMW

[}

CUSTOMER SEEKS:

~REIMBURSEMENT FOR THE PART

*

CAC ADVISED:

-INFORMATION Hi5 BEEN DOCUMENTED AMD FORWARDED TO THE DEALER
~REQUEST MR. RICK SKUDALSKI (CUST REL MNGR)] TO CONTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS

1996511/19

#a3¢ THIS COWTACT IS OPEMED DUE Th OPEM RECALL 9ES4H, AG599 sas

#+s NAVIS: PROGRAM +«u

CUSTAOMER SAYS:

- FATHER CALLING BACK TD REITERATE SAME CONCERNS

- CUSTOMER PAID 3340 FOR THE PART HE WiS5 GOING TO USE Td REPLACE THE SEAT BELT
- GOT THE HECALL LETTER LATER

- HAD RECALL WORK DOME AT THE DEALERSHIP

CUSTOMER WOULD LIKE & REIMBURSEMEMT FOR THE PART

PER CUSTOMER, DEALER SAYS:

OWMER RELATIONS VOP/BENCHMARKING ©93/11/98 FAXCARTA




09511798 MASTER OWNER RELATICMWS SvS1EM T 14.31.D2

EEEEE Ak x-S S L FEFE LI RRE RS 3 - oSS EEEERN P g Rk Eda 3 . IS OEERlpEEEEEXL=-—=-====—==

T622T0 GRP: Kx01 CONCERN COMTACT VEH TYPE: CAR
PHILADELPHIA 18 ZHSTR: CONTACT KER: 107790674 CRPEMED: 1171171928
VIN: 1ZVPT20CALS ENGIMNE: € CL.OSED: 1271671998
I S S SESS N NN A AERE Er x = =TT L LR R T N R el R e e e e T e pepp—

1988/ 11/14
- THERE WAS ANCOTHER RECALL OM THE WEMICLE
- G0 BACK TD JERSEY AMD GET TOLUR WOWEY AS PER SOME GIKL IM SERVICE

-+

CLSTOMER SEEKS:

- TO HAVE A RESOLUTION TO THE CONCERNM

LY

CAC AOVISEN:

~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TD THE DEALER

=REQUEST MR. RICK SKUDALSKI (CUST REL WNGR] TO CONTACT THE CUSTOMER WITHIN 2

BUSINEES DAYS

- MADE OUT BOUND CALL TD DEALER FOR ADDITIORAL INFORMATION, RHYLLIS AT THE

DEALERSHIP SaAlD THAT SHE DIOD NOT LOOK AT THE PARTS THE CUSTOMER BROUGHT IN.

PHYLLIS DID NOT CHECK THE CUSTOMERS INVOICE Td SEE IF HE OQUALLFIED FOR A&

REFUMO. RHYLLIE SAID THAT THE CLSTOMER WOULD TAKE THE PARTS HACK TO WHERE HE

GOT THEM. PHYLLIS SAID HER SERVICE MANARER Wis 0OUT FOR THE DAY AWD OID NOT

WANT TO BE RESPONSIBLE FOR PROCESSING THE CUSTOMERS CLAIM.

*»% MAVIS: SUASEOQUENT w»=*#

CUSTOMER SAYS:

= MEITHER OF THE RECALLS HAVE EEEN PERFORMED YET

= WAS ONLY AWARE OF 1 RECALL ORIGINALLY

- AFTER GDT T DEALER TO HAVE 1 RECALL PERFORMED. FOUND DUT ABOUT DTHER RECALL

= THE PART FOR WEHECLE WHICH WAS ORIGINALLY PURCHASED WAS BOUGHT AT FORD

DEALER OUT OF STATE

- DD NOT WANT TO HAVE TO DRIVE PART TO ANOTHER STATE TD GZET REFUNO

- ENDED UP BUY¥IMG PART BECAUSE WAS INFORMED NO RECALL DN VYEHICLE FROM CAPR
AND SOUTHSHORE FDRD

-

PER CUSTOMER, DEALER 5SAYS:

- ¥AGG PROVIODED BY DEALER

- WO CONTACT WiTH DEALER SINGCE LAST CALL 11717 AM

- WILL ORDER BOTH RECALL PARTS FOR REPAIRS AND WILL CALL CUSTOMER WHEN PARTS

ARIVE

- WILL PERFORM REPALRS

- WILL MOT RETURN MOMEY FOR RECALL PART PLURCHASED FOR AT ANOTHER DEALER

- GO BACK TO DEALER WHERE PART WAS PURCHASED TO GET REFUMD

L}

CLSTOMER SEEKS:

-~ WANTS FILE UPDATED 10 SHOW THAT MEITHER S5EAT BELT RECALLE HAVE BEEN

PERFORMED

- WANTS REFUND FOR £057 OF PART PURCHASED AT FORN DEALERSHIP WHICH WAS LATER

SHOWN TC BE PART OF RECALL

L}

CAC ADVISER:

= INFORMATION HAS BEEN DDCUMENTED ANWD FORWARDED TO THE DEALER

- REGUEST HMR. RICK SKUDALSK] (CUST REL MNOR) TO CONTAGT THE CUSTOMER WITHIN 3
BUSINESS DAYS

NOTE: CUSTOMER WOULD LIKE WOTOR TW1W5 FDRD TD CONTAGT HIS SDN AT (717)82%5-52%7

Or {717)8926-E367

DOWMER RELATIDNS VOPFRENCHMARKING OO9/11/98 FAXCARTS




09/11/98 MASTER OwNER RELATIONS SYSTEM I

14,21.02
EEE IEARLAL OO EEEE, I AT S e S S AT RN EEERE QAR Y et A A AN E AN EEEEErCEE - EE-EXINIT
7692TO0

GRFP: XX01 COMCERMN CONTACT
PHILAGELPHIA 16 ZNATR:

* WEH TYPE: CAR
VIN:

G CONTALT NBR: 107750674  DPENED: 11/11/ 1596
1zver2ocsL SN ENGINE: € CLOSED: 12/16/13%6

T IE S O E - o E T ESE - O S I SNl S SIS IS IS EEEOEpREEEEEs R EE g A e e st e i s s E NS E S RO W
1996,/ 12,02

FENTHLE IS THE CLOSING COMMEMT

CUSTOMER HAD WEHICLE TH FOR INSPECTION FOR SEAT HELT RECALL. DEALER HAD TD DRD
EA DREVERSIDE TRACK ASSY. AMD PASS SIDE wWAS OPERATING PROFERLY AND PASESED IWSP

ECTICON. CUSTOMER IS APFLYING FOR REFUMD ON PARYTS HE FPURCHASED AMD WAS TOLD DEA

LERSHEF WILL REVIEW AWND IF PAPER WO [N ORDER APPLY FOR A REFUND. CUSTOMER HA
% NOT RETURMNED TO HAWE PARTS INSTALLED YET.

HE WAS SENT FOST CARD THGAT PARTS
ARE IW STOCK WOW. §917/RS
1958/ 12709

CUSTOMER SAYS!:

- HE Hib ToO CRDER THE PARTS EPFDRT W¥ GNT TH® RECALL LETTER
- HE PAID FOR THE FART, BUT WAS TOLD HE WOULD GET & REFUMD FOR THE PART HE
BOHAT

- DEALER THEN REFUSED TO REFUND FOR THE PART. 0GR USE THE PART FOR THE RECALL
REPAIR

- THEY THEN HAD BDTH SEATBELTS REPAIREO, AND MOW HAS A PART WHIGCH HE CAN'T USE

OWNER RELATIONS VOP/BENCHMARKING 03/ 11/98 FaxcakRva
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—amr-—EmiBmdEasd AN ERSANRIEN-SA=S==cz==z=ccu-maA==rC=e -kl s nlhaldxEialbcERINENERSY
a70TLE GRP- ART CONCERN CONTACT VEH TYFE: CaR
DETROLY 48 /TR CONTACT MER: 1075942131 OFENED: 12/17/1996
VIN: _u%qu:._q_.mt ENGINE: U CLOSED: 12/26/1996
[ E R I R 1A it - R T PR D ER AR B L REREREERERESNI RS B B R b
LAST MNAME- S5TATUS: CLOSED
TITLE: FIRST MAME: I:

hwummmm"

CITY: STATE: 18:

HOME PHDME : BUS, PHONE: I
MODEL YEAR: a0 WODEL : FROBE

MILEAGE: SB5O0 wsh:

DEALER MAME: RIVERSIDEFORD SALES SALES CODE: 1 4 BOOA BB A D26
CALUSAL CODES: 1204 EYMPTOMS: 0 AT

DRIGIN: GO TRANS. OST/REN: 48 TRANS . DATE:
SERVICE/SALES: 1 CONTACT DATE; 12/18/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: 0 SURVEY: ¥ (¥ BR N)
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

QPEN RECALL: OWMER MNOTIFIED: MICRD:

COMMENTS :

19896/12/ 17

svs YEHICLE INVDLVED [N ONP SBBTO +s++

«+% THIS CONTAGT IS OPENED PUE TD OPEN RECALL HES4E/9E599 wus
suww MAVIS: SUBSEQUENT »e-

CLUSTOMER SAYS:

- RECELVED NOTIFICATIOM FOR SAFETY BELT RETALL
- THE DRIVER SIDE SEAT HELT IS NOT WORKING

[}

FER CUSTOMER, QEALER S5AYS:

- HAS NOT CONTACTED

*

CLUSTOMER SEEMS:

~ THE WEWICLE REPAIRED FOR THE RECALLS

[ ]

CaC ADVISED:

=INFORMATION HAS BEEN DOCUMENWTED AND FORWARDED TO THE DEALER

-REQUEST MR, LES CASEY (3SVEL MMGA] TO CONTACT THE CUSTOMER WITHIN 2 HUSTNESS
DAYS

1998/ 12/ 19

¥¥iTHES 13 THE CLOSING COMMENT

CUSTOMER CAME IW HAD 2 OF THE RECALLS PERFORMED WAITING DN PARTS TO PERFDRM
THIRD REGALL.

DWHER RELATIONG vOP/BENCHMARKIMG 0711738 FAXCARTG
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Ehddir-—c - csssc-hbaEracror——EkSdxITi-sESaEEEI=-====<T —- o=

S=E=S =SS =¥S S SZriC oS iSSISSIS=SSISRESSS=SLI¥ETE
GABIAM GAP: KN13D COMCERN COMEACT vEH TYRE: CAR
BDSTON 1 IN/TR CONTACT NBR: 1079021G1  OPENED: 42/19/71953&
VN _ncvquunmrl ENGINE: C CLOSED: 12/30/1996
===s===== === EEE R -1 1 IRl R AR R T T R RRRERRRIRERRRT I T
LAST MAME : STATUS: cLOSED
TILTLE: FIRST NAME: Ml:

ADDRESS :

CITY: STATE: Zip; luu..w
HAOME PHOME: BUS. PHOME:

MODEL YEAR: T+ WODEL : PROBE

MI| EAGE: GEOOD WS

DEALER WAME: HOMMELL MOTORS INC SALES CORE: 144044 P& A: 03102
CALSAL CODES: 1203 SYMPTOMS : 104100

ORIGIN: [F4] TRANS. DS5T/RGN: 11 TRANS, DATE:
SERVIGCE/SALES; 1 CDNTACT DATE: 122371994
ACK. [ODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ (Y OR M)
8UlLD DATE: CALIBRATIDN:

ESP INFD: EXPIRES:

OPENM RECALL: OWHER NOTIFI1ED: MICRO:

COMMENTS :

199&6F13/ 1%

#=e THIS COMTACT IS OPENED DUE TO OPEN RECALL 95T w=s»

*+» THIS CONTACT IS OPENED DUE TO DPEN RECALL 9E548 #+»

#»» THIS COMTACT IS QPEWED DUE TO OPEN RECALL 96500 v+«

v MAVIS: ORIGIMNAL +w»

CUSTDMER SAYS:

- CUSTOMER WANTS THE SEATEBELT RECALL PERFDRMED AS SOON AS FOLSSIBLE

- GUSTONER WAS TOLD BY ESOMEOME AT THE OEALERSHIF THAT THE PART FOR THIS
SEATBRELT RECALL WERE AT THE DEALERSHIP; WHEN THE CLUSTOMER SDOT THERE. THE PARY
WAS MDT THERE

- CUSTOMER 1% VERY UPSET ABOUT THE SERVICE AT THE DEALERSHIP

L]

PER CUSTOMER, DEALER SAYS:

- HAS NOT BEENW COWNTACTED

L

CUSTONER SEEKS:

= RECALLS PERFORMED

-

CAC ADVISED:

RE: RECALL 93B70 IWIRINMG HARMESS); RECALL 96540 AMD 96598 [SEATHELT)
-TNFORNATION HAS HEEN DOCUMENTED AMD FORMARDED T THE DEALER
-REQUESY MR. WILLIAM WILSON (CUST REL WNGR) Td CONTAET THE CLUSTOMER WITHIN 2
BLSENESS DAYS

1905/12/23

##¥THIS 15 THE CLOSING COMMENT

PART HAECEIVED 12/23/1996, CUSTOMER WOT1FIED.

BILL WILSOM, SYC MGR

OWHER RELATIONS VOPYBEMCHNARKING DUS11798 FARXCARTE
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S oFENILEENAER s ECE S - - - -3 =g iEEAadmaIxE=c===.

R R R R TR F N 2 L ]
HG612RS GRR: XAMOH CONCERN LONTALT VEH TFYPE: CaAR
DETRALT 4R IMFSTR: CONTACT NEBR: 107904348 OFENED: 12720/ 1996
YiM: IZYPTIIUELE ENGINE: L CLOSEQ: 13/27/109E8
FREREERfFALnSaSaEESECEEEXI======°""_L_" ERENERES A s x-S S S SIUmMANEENAmAmEEETCT==-==oENEEN
LAST MWAME: STATUS: CLOSER
TITLE: FIRST NAME; It
ADDRESS:
CITY: STATE: IF: I
HOME PHOME : BLS. PHOME:
MODEL YEAR: 24 MORE( ; PROBE
MILEAGE : TO000 ws0O:
DEALER MAME: MEL FARR FORD IMC SALES cODE: 148029 F & A 0OQI7T\6
CalSAL CCDES: 1206 1202 SYMPTIOMNS ; 104 100
OR1GIN: an : TRAMS, DSTSREN: 48 TRANS, DATE.
SERVICESSALES: 1 CONTACT DATE: 12/20/ 1998
ACK. CODE: ASSIST CODE: R AWARD AMT: 0 SURVEY: ¥ (¥ DR N)
EUTLD DATE: CALIBRATION:
ES5P 1NFO: EXPIRES:
OPEN RECALL: OWMER MAOTIFIED: MICRD:
COMMENTS :
1996/12/20

#+¥ TAIS COMTACT TS5 DPEWED DUE TO CPEM RECALL 9659% ANMD DER4H +v«

CUSTOMER SAVS:

= RECEIVED RECALL LETTER W8%4H IN THE MAIL

= 4f11/88 HAD THE LEFT SEATHELT REPLACED AT IWDEPEMDENT FACTILITY

- 10/28/96 TOOK RECEIPT INTO DEALERASHIP FOR REIMBURSEMENT

= SAE TOOK THE YWEHICLE IN AMD THE DEALERSHIP DID MDT HAYE AN QPPORTUNITY TO
LOOK AT THE WEHL1CLE

-

PER CUSTONER, DEALER SAYS:

= MO DEALERSHIF CONMEWTS MENTIONED

-

CUSTOMER SEEKS:

- RETHMEURSEMENT FOR THE COST QOF THE PREVIOUS REPATR

L]

CAC ADVI1SED:

- TAKE YOUR ORIGINWAL PAID RECEIFY TOD THE DEALERSHIP FOR REVIEW AMD POSSIBLE
RE TMEURSEMENT

= INFORMATION HAS BEEN DOCLMENTED AMD FORWARDED TO THE DEALER

- REQUEST MS_ANGELA ALFORO [CUST REL MNGR) TO SONTACT THE CUSTDMER WITHIN
2 BUSIHESS DAYS

OWNER RELATICNS vOP/BENCHMARKING O%9/11/98 FAXCARTG




08/ 11/88 MASTER DwWhER RELATIONS SYETEM [I 14 . 21,02

(R R RS AT R R RLERRRRRELRAYRYRARRYEYIELEDLLERRREERELLE RN AT R R

45 12RS GRP: rkoa COMCERN CONTALT VEH TYPE: CAR

DETROIT 48 INSTR: CONTACT mMBR: 107904930 QFENED: 12/20/ 1936
YiN: 1ZUPTId 1UxL ENGINE: U CLOSED: 1273771998

ICEAEE S S EE S SN IARCOEN g E SO N EEEN FAETEEEESFFE S TSN T IEE SIS AAEES IS S EESEEEEEEEE NN EEEESAEER
1996/ 12720

*+w MAVIG: SUBSEQUENT we+

CUSTOMER SAYS:

SGALLING BACK TO SAY DEALER HAS MO INFORMATION AS TO wHEHR Wlil RECEIVE PART
FOR RECALL

-

PER CLUSTOMER, DEALLER SAVS:

-ND INFORMATION AS TO WHEN WILL RECEIVE PART FOR RECALL

.

CUSTOMER SEEKS:

-PART FOR RECALL TO BE PERFIORMED

.

CAC ADVISED:

~DOCUMENTED REQUEAT

##ATHLIS I3 THE CLOSING COMMEMT

CUSTOMFR SERVICE MANAGER SPOKE WITH WRS. FOREMAM IH DETAIL TODAY AMD HAVE
SPOMEN WITH HER BEFORE. DEALERSHIF I5 ADVWISED EY FORD TO INSPECT RECALLED
PART IF CUSTOMER COMES 184 SEEKING REFLMND FOR wORK DONE PRIOR T0 RECALL. DLR
DDES WAOT WANT TO TAKE APART SEAY BELT APART WITHOUT HAVING RECALL PARTS IN
STOCK JUST [N CASE WORK DOME AT DUTSIODE SHOP IS WOT IDENTICAL. ALSD, CUSTOMER
OMiY HAD DNE S1DE DDME SO0 DEALER HAS TD HAVE PARTS TO DO OTHER SIDE AHYWAY.
PARTS ON ORDER AS OF TODAY.

OWNER RELATIONS VOFFBENCHMARKING 08711788 FAXCARTG




Daf /o8 MASTER OWMER RELATIDNS SYSTEM |1 14,.21.02

HHHHHHHIIIIIIIHHHHHuﬂllll..IH""H"II-IIIIHHHHHHHHIIIhHHuHHHHIIIIIIIIIIHhHIIIIII
HE12RS GRP: KkQA CONCERM CODMTACT VEH T¥PE: CAR
DETRDIT 4B IN/TR: A2 CONTACT NBR: 107SU94H%E OPENED: {10/04/193E5

VIN: 1zveTziuaL s ENGINE: U CLOSED: 10/22/1396

S=E=SCoEEEEAN mECoSaIEFEEN X FfEEERERRE T - S O EEEE A== yEEENEARC - rEmNAEam

LAST MAME: STATUS: CLDSED
TITLE: MNAME : MI-

ADDRESS pT

CITY: : 1p: I
HOME PHONME : BU5. PHONE:

MODEL YEAR: 90 MDDEL : PROBE

MILEAGE; 33000 wsp:

DEALER MWAME: JEROUME-DUMCAN INC  SALES COGE: 148048 P B A 03015
CAUSAL CODES: 1103 SYMPTOMNS: 104100 201230 106120 202290
ORIAIN: =0 TRANS. DSY/RON: 48 TRAMS . DATE:
SERVICE/SALES: 1 CONTACT DATE: 10/14/1028B
ACK . CODE: ASSIST CODDE: D AMWARD ANT: 0 SURVEY: ¥ (¥ DR M)
BUILD DATE: CALIBRATIDN:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER MDTIFIED: NICRO:

CONNENTS :

19967 10/04

*4% YEHICLE INVOLVED IN CNF 99270 s

THIS CONTACT IS OFENED DUE TD OPEM RECALL B4EGd +-w
*ee NAVIS: ORIGINAL =%«

CUSTOMER SAYS:

= THE VEHICLE IS A LIMITED EDITION MERA ALRIS

- THE WIPER SIGNAL DOES MAT WORK

- THE LEFT TURN SIQMAL DOES MOT WORK

= THE DRIVER SEAYT BELT DOES NOT WIRK

- THERE ARE MWD SCREWS UMDER THE DASHEOARD

- THE FUEL PUMP SHUT OFF SWITCH OOES NOT WORK

- FOUR BANDS IN THE REAR DEFROSTER DO NOT WORK NOT WORK
- REAR ASHTRAY LANP DOES NOT WORK

= THE WRONG FLDOA MWATS ARE IN THE VEHICLE

= THE PAINT 15 EHIPPING OFF OF THE WEHELLE

= HELM DID MOT HAVE A SPECIAL OWNER GUIDE FOR HER SPECIAL EDITIDM VEHICLE

PER CUSTOMER, DEALER SAYS:
= HAS NOT BEEN CONTACTER

.
CUSTOMER SEEKS:

- TD GET THE WEHICLE REPAIRED
= TO GET AM DWNER GUIDE

OWNER RELATIONS vOP/BEMCHAMARKING £9/11/98 FARCARTE




oa/11/a8 MASTER OWNER RELATIONS S5T5TEM 11 14.21 .03

III-IIIIIH.I.HHuhuﬂilIIII.IIIIIHHHhHUHIr-IIIIIIHHHHHHrn-.-...l'-unl""uu"""unll-Itll""
BE12R5 GRP: AhORB CONCERN COMNTACT VEH TTPE: CAR
DETROIT 4B ZNSTR CONTACT MBR: 107%94GA] OPEMED: 10504 /158586
VIN: _ucuqu_:nrm} ENGINE: U CLOSED: 10/22/1996
LER S R T 1T 1 18 0 £ EEENEmeEE I =SS AN NN ANk - - RN EEEREET=====3
19896/ 10/04

-
CAC ADVISED:
RESEATBELT CONCERMN

- MAY WISH TO TRY THE MANUAL OVERIDE SUGBESTION 1IN THE OWNER AUIDE THAT SHE
HAS

RE:DOTHER VEHICLE AWD PAINT CONCERNS

- WARRAMTY HAS EXPIRED

- FORWARDED THE INFORMATION Td THE CEALER FOR REVIEW AND FIMANCIAL
COMSIDERATIDN

- REQUESTED MR.GLEN FRANKS (CUSY REL MER/SVC. MGR. ) TO CONTACT THE CUSTOMER
WITHIN TWD BUSINESS DAYS FOR AS5SISTANCE

RE:RECALL S83R70 AND O4ES4

- INFOHMATEDN HAS BEEN DOCUMENTERD AMND FORWARDED

- REQUESTED MR.GLEM FRANKS (CUST REL MER/SVC. NGR.] TO CONTACT THE CUSTAOMER
WITHIN TWD BUSINESS DAYS FOR ASSISTANCE

RE:OWNER QUIDE

- PROVIDED THE NUMBER TO SWT

199§/ 10,/07

*+wCUSTOMER COMTACTED FORD EXECLUTIVE OFFICES &+ 4

CUSTOMER SEEKS:

= RESOLUTION TO A VARIETY OF SALES AND WORKMANSHIP COMCERNS.

L]

SL ADVISED:

- M 15 IM THE BEST POSIYION TD ASSIST THE CUSTOMER.

- INFORMATION WOULD HE DOCUMENTED AND FORWARDED TO THE DEALER.

1998 /10/15

#AFTHIS IS THE CLOSING COMMENT

CUSTOMER HAS A& AR THAT WAS CUSTOMIZED AND Ha% MO WARRANTY ON NOST OF CONCERANS
- BODY PAMELS ARE NOT FORD . COMPANY OUT OF BUISMESS. FERSOMAL INSPEETION OF

CAR T5 CAR HAS BEEN USED AND SHOMS AGE.CUST, WILL SEEK LESAL ADVISE FEELS BODY
SHOULD BE [M FRODUCTION FOR 12 YEARS.

OWMER RELATIONS VOP/BENCHMARKING 03711788 FAXCARTG




[ -FERFS-T'] MASTER QWMER RELATIDNS SyST1EM 11 14.21.02

NN Am s s s S sE dl IINNA Rk T === AANNNNNENE=====-O J hMmEi=--: === -—TWREed————=—-—==
AJE3HA GRP: 2Ax02 CONCERM COMTACT YEM TrPFE: CAR
TWIN CITIES A INSTR: COMTACT WER: 107G01A0w1 OPEMED: 10/00/1996
VIN: __H.___‘m.._.unruﬂ._..nl EMAINE: C CLOSED: 1Q/17/1996
Exxmxc-====-on8 iaEExxc=on AR S S S rESENENEEER TS EENEERAR RS =g EEER
LAST MAME ; TATUS: CLOSED
TITLE: [RST MAME: I: |

ADORESS:

cITY: STATE: we: [N
HOME PHINE : BUS. PHOME :

MODEL YEAR: MODEL :

MILEAGE: 45400 WD :

EEALER WAME: TOUSLEY FDRD INC SALES CODE: 158015 P& A 09372
CALSAL CODES: 1203 SYMPTOMS: 104 100

ORIGIN: an TRAHWS. DST/RGN: 58 TRANS. DATE:
SERVICESSALES: | CONTACT DATE: 10/10/1998
ACK. CODE: ASSIST CODE: W AWARD AMT: O SLURVEY: ¥ [¥ QR H]
BUILO DATE: CALTBRATIOM:

ESF INFO: EXFIRES:

OPEN RECALL: . OWNER NOTIFIED: MICAO:

COMMEMNTS :

1995/10/09

THIS CONTACT OPENED DUE TO OMP 9SBTD

#vs THIS CONTAET 15 OPEMED DUE TD OPEN RECALL 96599 +e»

sns THIS CONTACT IS OPEMED DUE TO OPEN RECALL 96548 +44

CUSTOMER SAYS:

- 1 AM HAVIMG PROBLEM WITH THE SEAT HELTS, BUT NO ONE TOLD US THERE WAS A
WARRANT ¥

- IT IS NOW DUT OF WARRANYTY. BUT THE PROBLEM STARTED BHEFORF WARRANTY
.

PER CLUSTOMER. DEALER SAYS:

= THAT COULD HAVE BEEM COVERED UNDER WARRANTY, CALL CAC
*

CUSTOMER SEEMS:
- GET THE SEAT HAELTS FIXED UNMDER WARPANTY

L ]

CAC ADYISED-

- THERE ARE TWO RECALLS INVOLVING THE SEATBELTS: 9654E AND 95599

- ALSO QNP 95870

-INFORMATION HAS BEEM DOCUMENTECD AWND FORWARDED TOD THE DEALER

-REQUEST MR. BILL WRICH SV& MNGR) TD CONTACT THE CUSTOMER WITHIN 2 BUSINESS
DAYS

1996510710

FHHTHIS 15 THE CLOSING COMMENT

MO ASS1STANCE OUE TD TIME AND MILEAGE DM VEHICLE. B.W.

OWNER RELATIDN: VOPFHEWNCHMARKIWG O09/11798 FAXCARTG




oef11/98 MASTER DWWER RELATIONS SEvSTEM [I 14,241,032

I.'.l.l""HHHIIIII....I.......IIII.IIII'III.IIH""HHHI.-IIIhhH"""HIl:lll"""""“......ﬂﬂ"”

TOGANA GRP: X205 [NFORMATION COMTACT VEH TYPE: CaAKR
DETROIT 43 ZN/TR: Ez2 CONTACT NBR: 1074415659 OPENMED: 10/17/1996
¥IN: L ENGINE: CLOSED: {10/12/19886
FEIEE SN NNl - - —mEn s AnmEeEE s S R ER S mr e === == LER L L L LRl LI I T T
LAST NAME : STATUS: CLOSED
TITLE: FIRET HAME: M1:

ADRRESS:

CITY: STATE: ZIP: I
HOME PHOME : BUS. PHOME :

MODEL YEAR: 80 HODEL:

MILEAGE: 70000 W50

DEALER NAME: A[LL BROWN FORD IMC SALES CODE: 148072 P& A; 03003
CAUSAL CODES: 4104 SYMPTONS ; 104 100

ORIGIM: an TRANS. DST/RGN: TRANS. DATE:
SERVICESSALES: | COMTACT DATE:

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

ESP INFO: EAFIRES:

OPEMN REGALL: ’ DWWER NOTIFIED: MICRO:

COMMENTS :

1996710717

*+8 YWIN NOT AVAILABLE *¢+=»

CLUSTOMER SAYS:

- THE MOTORIZED HELT HAS STOPPED WORKING ON DRIVER'S SIDE
= THINKS IT SHOULD LAST THE LEFE OF THE YEHICLE

.

PER CUSTOMER, DEALER SA¥5:

= THE WARRANTY HAS EXPIRED

.

CUSTOMER SEEMS:

- FORD TD PAY FOR REPAIRS

L]
CAC ADV]ISED:
= WARRANTY HAS EAPIREN

- FORD WILL NOT PROWIDE FIMAMCIAL ASSISTANGE TOWARD THE COST OF THE REPAIR
- THE ONLY WAY FORD wWOULD PROVIDE AMY TYRPE OF ASSISTANCE IS IF THE VEHICLE
WAS UIWDER A SEAT BELT RECALL

- CUSTOMER COULD WOT PRODUCE VIM LUNABLE TO LODK RECALL INFORMATION

ODWNER RELATIDNS VOP/BENCHWARKING OG/11/88 FEAXCARTG




o9/ 11/94 MASTER OWHER FELAYIDMS SYS5TEM It 14.21.02
LA R R R RRRERRRERTIREREI IR B ENEE BRI R |l R T e B i B i Ry
TOGAWA GRE: XROS [NFORMATION CONTACT YEH T¥PE: CAR
YASHINGTON 27 INSTR: H1 COMTACT NBR: 10TE&TISTH OPENED: 1042371996
WIN- ._m..__“:__u.__..s_rm!- ENGINE: W CLOSED: 10/23/1996
AncEEResmm S And L1 SR E F L B2 10 Rl L] Il L ] FEE PR L ) Rl ]
LAST MAME: TATUS: CLOSER
TITLE: FIRST MNAME; 1

ADBRESS:

CITY: STATE: IF: I
HOME PHODNE : BU% . RHOME:

MEDEL YEAR: ap MODEL - FROBE

MILEAGE; A0D00 w5D:

DEALER NAME: MILLER BROTHERS FOR SALES CODE: 127029 FAE A: 01715
CAUSAL CODES: 1203 1104 SYNPTOMS: 104 100

ORIGIN: -] TRANS. DST/RGN: TRAMNS. DATE;
SERVICEFSALES: 1 COMTACT DATE:

ACK. CODE: ASSIST CODE: AWARD " AMT : O SURWEY: [Y¥Y QR W)
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEM RECALL: DWNER MOTIFIED: MICRO:

COMMENTS:

1098510523

den NAVIS: ORIGINAL ww=w
CUSTOMER SAYS:
- 4§ MOMTHS AGD SEAT BELT WENT DUT

= HE WAS TOLD THAT THERE wWOULD BE MO ASSISTANCE

= HE PUILLED THE SEAT BELT OUTY
ND LONGER KNOWT WHERE THEY ARE

*

PER CUSTOMER, OEALER Sav5:

= WILL HAVE TO ASK FORDFOR ASSISTANCE
- REFERRED TO +300 (ND MAME)

L]
CUSTOMER SEEKS:

- T KHOW IF HE CAN STILL HAVE THE WODRK DOME
™

CAas ADVIGSED:

~ FORD WILL NOT PAY FOR ANDTHER RESTRAINT BELTS

DWMER RELATIONS VOP/BENCHMARKING 04a/11/9R

FAXCARTR




o2/11/49m HASTER DWNER RELATIONS SYSTEM 11 14, 21.03

NN - - EEEE Nl e = o .S TN A NN NI - C UL LASAdEEEES IO g s mmmED ===

EER R E R 1 R R
BSRTHM[ QR XX0B INFORMATION CONTAET VEH TYPE: CAR
LINKNOWN a9 INFTR: CONTACT pMBR: 10787423790 OFENED: 10/227 1996
WIM: L ENGIME - CLOSED: 10721741906
llllluHIIIIIIIHHHHHIIIllIIIHHHu"ﬂl.l.'.lkHH"IIII.I.II..llﬂﬂhHHIIIIIIIIHHIIIIIIHHHHH
LAST MAME: STATUS: CLOSED
TITLE: FIRST HAME: MI :
ADDRESS -
CITY: STATE: p: I
HOME PHOME : BUS. PHONE:
MINEL YEAR: MODEL :
MILEAGE : 100000 W50 :
DEALER MAME : SALES CODE: P E A;
CAUSAL CODES: 3004 1104 1203 SYMFPTOMS : 104100
ORIGIN: Go TRANS. DST/RGN: TRANS, DATE:
SERVICESSALES: 1 CONTACT DATE:
ACK. CODE: ASSIST CopE: AWVARD AMT: O SURVEY: (¥ OR N)
BUILD OATE:+ CALTBRATION:
ESF 1NFO: EXPIRES:
DPFENM RECALL: OWNER WMOTIFIED: MICRO :
COMMENTS :
1996/ 10723

wra NAVIS: ORIGIMAL #ww=

CUSTOMER SAYS:

- CALL BACK

- SHE RECEIVED A LETTER TO CALL THE FORD CENMTER AROUT THE MALFUNCTION OF HER
MOTORIZED SEAT BELT

-FEELS FDRD $HOLLO ISSUE A RECALL DM THIS BECAUSE [T I5 A COMMDN PROBLEM

-

PER CUSTOWER, DEALER SAYS:

— NI CONTACT WITH THE GEALERHIP
[V

CUSTOMER SEEKS:

- WANTS TO KWOW IF THE WEHICLE I5 [MNWOLVED IM A RECALL

— WANTS THE NOTORIZED SEAT BELT REPFAIRED

.

CAC ADVISED:

= WARRAMTY HAS EXPIRED

- FORD WILL NOT PROYIDE FLMAMCIAL ASSISTANCE TOWARD THE COST OF THE REPALR

= CALL BACK WITH THE WINM AMD WE CAN CHECK FOR RECALLS DR PROGRAMS FOR THE SEAT

OWNER RELATIONS VOP/EEMCHHMARKING o09%/11/7838 FAKCARTO




Daf11/98 MASTER DwMLR RELATIDNS SrSTEW 11 14.21.02

Exz=c=c=Emsaso-amascz-ardemb i Rl nin tAEERE=-SNARA=T AL SN EE-C=SCRAR-FINFFE=TTRR
4711DA GRP: xxk11 INFORMATION COMTACT YEH T¥PE: CAR

SDR ] INSTR: M3 CONTACT NER:. 1076994430 OPENED: 10/ 30/ 1988
VIN: 1zveTz0c 105 (N ENGINE: C CLDSED: 10/30/ 1996

Er- - mEIX- - -—amsxx-—-—-—xsmxccHl LEL L AR R RRR TR FET FETRENFLEISITRERE L LI I RERRNNNNNR]]

LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: I:

ADDRESS:

CITY: STATE: Z1P: [
HOME PHONE : BUS. PHOME :

MODEL YEAR: aD MODEL : PROBE

MTLEAGE: 130000 W=D :

DEALER MAME: POTEAU MOTOR COMPAM SALES CDDE: 152627 P E A: 099
CAUSAL COOES: 2H01 1203 SYHPTOMS : 104 100

ORIGIN: =0 TRANS. DET/RGN: TRAMS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK. LODE: ASSIST CODE: AWARD AMT: 0O SLRVEY: (¥ OR KW}
BUILD DATE: CALIBRATION:

ESP INFO: EXPIRES:

OPEM RECALL: . OWNER MOTLEFTIER: HMICRO:
COMMENTS:

1995/ 10/30

w++ YEHICLE INWOLWED IN RECALL BG599 ++=

4« VEHICLE THNVOLVED IN RECALL 9&8G4E +w=+

“ve HWAWIS: SUBSEQUENT =ww

CLISTOMER SAYS:

~HAS CONTACTED THE DBEALER FOR THE RECALL

+

PER CLUSTOMER, DEALER SAYS:

-IT WILL TREE US A COUPLE OF HOURS TO INSPECT THE VYEMICLE - ANOD THEM MWE MAY
HAVE T0 ODRADER PARTS

Ed

CLUSTOMER SEEKS:

=TD SEE wHY 1T TAKES & COUPLE OF HOURS

=T HAVE OOCUMENTED

L ]

CAC ADVISEN:

=~ DEALERSHIPS ARE IMDEFPENDEMTLY DwMED anND OFERATED

-~ CONTACT SERV. NGR FDR FURTHER EXPLAMATIDN.

= DEALER I5 IN THE BEST POSITIOM TD PROVWIDE TECHWICAL ASSISTANCE.
- FORD SUPPORTS THE DIAGNDS1S OF THE DEALERSHIP

OWMER RELATIONS VOP/REWCHMARKIMG OS/L1/98 FARCARTG




o8s11/8a MASTER OWWER RELATIONS SYSTEM 11I 14.21.02
—Emx-cCkR- S-S kS-S SCS S SCS S CSmC- AN SIS S ISSOEENEE NN Agmirra i aEEEEECCEEXEIIE-S S OCE=—EERRR
1474TS GRP: XX17 COMCERN CONTALT YEH TYPE: CAR
CHICAGD 41  INfTR: F1i CONTACT KNBR: 107724541 QPENED: 1170571996
vIN: 1zvPT 2 waLsE ENGIME: LU CLOSED: 11F14/19%246
FoErCrEEESSUEEEES S NAEE NS SENESEcEERcxEdmclis-—cksCc-=--- - -3 - I EENSSASESSguE framAEEER
LAST MAME: STATUS: CLOSED
TITLE: FIRST MAME: I:

ARDREZSS:

CITY: STATE: IP: I
HOME PHOME ; BUS. PHONE:

MODEL YEAR: 4] MODEL :

MILEAGE: ppesleli] W50 :

DEALER WAME: DOOH MULLERY FORD IN SALES OODBE: 141489 Pk A: 20232
CAUSAL COBES: 1203 SYMFPTOMS; 104 100

DRIGIN: GO TRANS. BST/RGN: i TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 11/048/ 1008
ACK. CODE: ASSIST CODE: R AWARD AMT: O SURVEY: ¥ LY OR N)
BUILD DATE: CALIBERATION:

ESP INFO: EEPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

COMMENTS :

18936/ 11/05

+++¢ TH]S CONTACT IS5 DPEMED DUE TO OPEN RECALLS
wme MAVIS: SUASEQUENT wes

CUSTOQMER SAYS:

=YHE DRIVERS SIDE PASSIVE / MUTORLZED SEATAELT
~PASSENGER SIDE SEAT BELT IS WORKENS FINE.

¥

6548 AND 9E599 [SEATBELTS) #+s+

IS INDPERABLE,

PER CUSTOMER, DEALER SANS:

-NO CONTACT.

L 3

CUSTDMER SEEKS:

=I5 MY CAR INVOLYED IN ANY RECALLS?

-

CAC ADVISEQ:

»+CUSTOMER®S VEHICLE IS5 [MVDLVED TM RECALLS S654B AND 98599 [SCATBELTS)
=INFORMATEION HAS HEEN DOCUMENTED AMD FDRWARDED TD THE DEALER

-REQUEST MR. DENNIS JOCHUM [SYC MMNGR) TH CONMTACT THE CUSTOMER WITHIN 2
BUSINESS DAYS.

1998/ 11./07

AXRTHLS IS THE CLOSING COMMENT

TALKED TO CUST. ONM 11/085/96. ME HAVE PART TD COMPLETE REGALL AND €UST WILL
BRING VEHECLE IN ON 14/11/96 TO HAVWE REGALL REPAIR COMPLETED. CUSTOMER 15
HARPY, PLEASE CLOSE YES. HAKDLER BY D_L_J.

OWNER RELATIONS vaOP/HENCHMARKING DS/11/50 FAXCARTG



03711498 MASYER OWNER RELATIONS S5YSTEM I 14.21.02

B ETAd Nl ==l = === S S . SIE=FEAFEEERmAd I S S U S = =SS T LSS I s U pmlPaErEECCECCEETEER NN
2134HH GRIM: XrGS INFORMATION CONTACT VEH TYPE: CAR
EEATTLE T ZNJTR: CONTACT WBR: 1OT77RIATI OPENED: 11/13/1996
VIN: ..n.._ﬁn..ﬁ_.ul. ENGINE: U CLOSED: 11/19/ 1996
m=—Edc-d==—===—-ogEsEEEVEEES SRS E S CENFANIENERACREiCcCo oSS CoTImEEARNAp s samnme
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRE 55 :

CITY: STATE: i [N

HOME PHOWE : BUS, PHOME:

MDDEL YEAR: 20 MOOEL :

MILEAGE: B3000 W50

DEALER NAME: THE MEW CAPITAL MWOT SALES CODE: 174557 P& A: 0O1424
CAUSAL CODES: 4207 2001 12086 SYMPTOMS : 104 100

CREIGIM: B0 TRANS. D5T/RGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATYE:

ALCK. COOE: ASSIST COOE: AVWARD AMT: 0O SURVEY: (¥ OR W)
BUILD DATE: CALIBRATION;

ESP 1NFD: EXPIRES:

DPEN RECALL: i OWNER MOTIFLED: MICRO ;
COMMENTS :
1898/ {1/19
««s NAVIS: SUBSEQUENT +w~
w+«+ VEHICLE SNVOLVED 1M RECALL DGS4B, 96599 ++-
CUSTOMER SAYS:
- HAD THE SEATBELTS REPLACED EARLIER, JUST GOT THE RECALL LETTERS
= WAS SEEKING REIMBURSEMENT
.
PER CUSTOMER, DEALER SAVS:
- GAVE THE 8007
- THEY OFFERED 2 DPTIONS: REFLACE THE SEATBELTS OR GET BACK HER DEDUET1HLE

L]
CUSTOMER SEEKS:
- WANTS THE RECALL DOME AND THE DECUCTIBLE BACK

L d
CAC ADVISED:

CANMOT HAVE BOTH A REFUMD AMO REPLACEMEMT FOR A CAMPAIGH
CONTACT SERVICE WAMAGER FOR CLaRIFICATYON

OWMER RELATIONS WOR/HENCHMARKING 08/1{1/9B FAKCARTAG




09/11/58 MASTER DOWHER RELATIONS SuSTEM I 14.21.02

ltII“HH:U-lIiIPhuhhullllluuHuhhlr1-E|HLPuulllillrun.IhJI-luuuhulﬂllnnnhnnulluﬂ
BTETHA GRIF: K535 CONCERN CONTALT VEH T¥PE: CaAR
DALLAS 52 INSTR: D2 CONTACT NBR: 107B454a0 OFEMED: 12706/ 1995
VIN: 1zve120ceLs [N ENGINE: C CLOSED: 12/16/199&
nnnhﬂnllllluHHHHHllllluuuuullllrnHuuuﬂlltlllllﬂulhjilllunuuullllhuuuullllllluu
LAST MAME: STATUS: CLDSED

TITLE: FIRST MNAME: MI:

ADDRESS:

CITY: ETATE: Z1P; [ ]

HOME PHONE : BUS. PHDNE :

MOOEL YEAR: an MODEL :

MILEAAQE: A0S wWsO;

DEALER NAME: JhE COOPER FORD 1NMC SALES COQE: 152208 PE A DOANZ
CAUSAL CODES: 0403 Q206 SYMPTOMS ; 104100

ORIGEN: G0 TRANS. OST/FRGN: &2 TRANS. DATE:
SERVICE/SALES: | CONTACT DATE: 12/0E/1005
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [¥ DR N)
BUiLD DATE: CALIBRATION:

ESP INFO: EXFLIRES:

OFEM RECALL: WHNER NDTIFIED; MICRO:

COMMENTS :

1995 /12708

=ex THIS CONTACT IS OPENED DUE TO OFEW RECALL SESAB +++

tvx NAVIS: SUBSEQUENT ~4a»

CUSTOMER SAYS:

= THE MOTOR ON MY HEADLIGHT WAS HROKE, BUT ! JUST WANTED 4 PRICE

- TOOK THE VEAICLE IN FOR A RECALL ANVWAY

- WENT TO PICK UP VEHICLE AND THE CAR WAS MNOT EVEN WORKED OM, BUT THEY BILLED
ME FOR A HEADLIGHT DIABNOSTIC FEE $B0

- I ARGLER WITH THEW ABDUT THI% FEE TO THE POINT WHERE I WAS CRYINMG AND THE
DEALER MWAS WERY RUDE TD ME AND MADE & SCEME

- TOOK VEHIZLE BACK ToDAY, I WAITED FOR FIVE HOURS AWD YHEN THEY TOLD ME THAT
THEY HAWE THE WRDNG FART

-~ THE PRIVERS STDE SEAT BELT 15 STUCK HALF WAY. NOT FUWNCTIDNING

- I DON'T WIND THE INCONVEMIENCE, PUT THESE PEOPLE ARE S0 RBUDE ToO ME

.

PER CUSTOMER, DEALER SAYS:

= MJ CONMTACT

a

CUSTOMER SEERS:

- TO LET LS KNOW ABDUT THE DEALERSHIF‘S PRACTICES

= A RENTAL VEHICLE 1F THIS !5 GOING TO TAKE A WHILE

|}

CAC ADYISED:

-INFORMATION HAS HEEN DOCUMENTER AMD FDRWARDED TO THE DEALER

-REQUEST MR.TERRY LAWTI {CUST REL MNGRY TD CONTACT THE CUSTOMER WITHIN 2
BUSIHESS DAYS

- YEHICLE 15 CURRENTLY AT DEALFERSHIP

- BASED ON SAFETY ISSUE WITH REDALL, DEALER MUST CALL 1-800-325-5621, RECALL #
FOR FOR POSSIBLE TRANSPORTATION ASSISTAMCE FOR THE CUSTOMER UNTIL DEC. 15, PER

OWMER RELATLOMS WOD/BEMCHMARKING 09/11/8B FAKCARTG




09/11/9a MAZTER QWMER HLLATIONS SeSTiM 11

14.21.02
EEEEEEEE .S CSSEF s SR RE RN S S a0 NdkdT= T o= Lo gy dafz_=S=S==—==—paImpPFdxxT=====
BTHTMNH LRF: £xub COMCERMN LONTACT ¥rH T¥YPE: ChR
DALLAS B ¥ NZ.__T_.EI COMTACT NER: 107846940 OPEMED: 12705719496
ViNM: 12yPT20CEL ENGIME: L CLOSEP: 127161956
SN ANAEAkA O S SXMENENA AT T S S =T EAREENECE S =SS S IEEEEAEC SO EFEEk ==
1966,/ 12/0%

#¥NTHIS 15 THE CLOSING COMMENT
VEHICLE WAS REPAIRED AMD RETURMED TQ CUSTDMER

OWNER RELATIONS YOP/EENCHMARKING 089/11/948 FAXCARTG




0B/f11/58 MASTER OWMER RELATIONS SYSTEM 11 14.21.02

e e R P BT S TR RN LY TR R e e e Y T e E T P I )
2288FH GRP: 10 INFORMAT IDN CONTACT VEH TY¥PFE: CAR
ATLANY & 21 ZHNSTR: CONTACT NBR: 1Q7RA787A DPEMED: 13/1E/199G
VIN: _u:n{ucnmr' EMGIMNE : € CLODSED: 12/16/1996
S S S ESEE S F S rF S rAEEEEEEEE R LEEER 14 -3 F 2 R L L T I TS ERETT NS O
LAST MAME: TaATUE: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS:

CITY: ETATE: 1E: I
HOME PHDME : Bus. PHOME:

MODEL YEAR: a0 MOGEL .

MILEASE : 107000 Wah:

DEALER MAME: HILBISH NOTOR Cd SALES CODE: 121656 FE A OOBE9
CALSAlL CODES: 1206 0405 SYMPTOMS : 104100

ORIGIN: GO TRANS. DST/RGN: TRANS. DATE:
SERVILCESSALES; 1 CONTACT DATE:

ACK, CDDE- ASSIST COODE: AMARD AMT: 0 SURYEY: (Y OR N)
BUILD DATE: CALIBRATION:

ESF TNFO: EXPIREE:

OFEN RECALL: OwWNER NOTIFIED: RICRO:

COMMENTS ;

1996/12/16

484 THIS CONTACT 15 OPENED DU TO OPEN RECALL 9GSRE AND SES40 +++
#rv MNAVIS: SUBSEQUENT *s»
CLUSTOMER SAYS:
- HAD THE SEATBELTS REPAIRED WITH A& ULED PART EEFORE THE RECALL CAME.
= 121888 HAD AFFDINTMENT TO TAKE WEHICLE IN.
= DEALER STARTED ARGUINEG ABOLT REIMBURSEMENT FOR PREVIOUS REPAIR
LAT THAT TIME THEY WERE GOTIMG TD CHARGE HER $500. HER REPAIR OMLY CoOS5T
£250.)
- FEELS SERVICE DEPARTMENT DOES MOT TREAT FEMALES RROPERLY
L
FER CUSTOMER. DEALER SAY5:
- 12/16/96 DID NOT HAVE PART AVAILARLE. THEY FINALLY TOOK ONE THAT WAS
PROMISED TO AWNOTHER CUSTOMER.
*
CUSGTOMER SEEKS:
= TO HAVE HER CLAIMS PROCESSED AS SDOM AS POSS1ELE

-
CAC ADVISED:
- WILL FORWARD THIS INFORMATION TO THE APPROPRIATE DOEPARTMENTS

OWKHER RELATIONS VOP/EEMCHMARMIWG OF/11/98 FANCARTS




ogf1i/98 MASTER DOWMFR HELALIONS SrS106 ]] 14.31,.02
AL IS S S eSS A FENFENNN NN E RS- S22k 3 AN FLEL L 22222 =ZucimERMRR=z=z==:======cpn
47T17Jd GRF: w3 IMFORMATION COMIACT VEH TYPE - CAR

LOS AMGELES T ZNFATR: A2 CONTALT MER: 10790270 OFEMED: 12/19/1996
VINM: L ENGIME: CLOSED: 12/18/1996
TrWNEEEEEEdAEBmEE=—======= HEEE ke - xmegAdd N NN OIS =SS =SS IEANENANRRmEmC=———
LAST MAME: TATUS: CLOSED
TITLE: FIRST NAME: :

ADDRESS :

ELTY: STATE: tP: I
HOME FWONE : RUS. PHOME:

MODEL YEAR: NODEL:

MILEAGE : 53000 wsn:

OFEALER HAME: VWISTA FORD SALES CODE: 171043 P B A 07923
CALSAL CODES: 1104 SYMPTOMS - 104105

DRIGEN: &0 TRANS. DST/RON: TRANS, DATE:
SERVICE/SALES: | COMTACT DATE:

ACK. CODE: ASSIST CODE: AMARD AMT: 0 SURVEY: (¥ DR N)
HUILD DATE: CALTHRATION:

E5F INFO: EXPIRES:

OPEN RECALL: OWMER MOTIFIED: MICRO:

GOMMEMNTS

189E/12/19

sas WIN RNOT AWAILABLE
CUSTOMER SAYS:
~MDTORIZED SEATRELT IS HOT FUMCTIONING

.

FER CUSTOMER, DEALER SAYS;

=SEATBELT NOT COYERED LUINDER WARRAMTY

=NO FIMN. ASST,

»

CLISTOMER SEEKS:

“FIN. ASST. WITH COST OF REPLACING SEATHELT
+*

CAC ADRVISED:

- WARRAMTY HAS EXFIRED

FODRD WILL WOT PROVIDE FINAMWCIAL ASSISTANCE

OWNER RELATIONS YOP/BENCHMARKING 0O9/11/88

= VEHICLE AT DEALERSHIP mrva

TOWARD THE COST OF THE REPAIR

FAACARTG




a9/11/98 MASTER OWHER RCLATIONS 5:31CM §1 142102

LSSt =c==cEao=-c-E—HEhRxsc-hRisEERE
017300 GrRP  Xx13 COMCERM CONTACT WEH TYPE: CAR

NEW ¥DRK 13 NSTR: D1 COMIACLT NER: 10Q7GR22413 OPENED: 10725719898
VN 12¥PT20CALS ENGINE: € CLOSED: {11/08FI100E
crs=s=Elzc-ccEkxTASEEEENEENEIIENRS FeEm====AECEEENE NIV A MIETINETEENTER S====sxs=====
LAST HAME ; ATUS: CLOSED
TITLE: FIRST MNAME: .

ADDRESS:

CITY: STATE: P: I
HOME PHONE : BLIS. PHONE:

MODEL YEAR: 2 14 ] NODEL:

NILEARE: [} Lt &) wsph:

DEALER NAME: ABLE FORDSALES 1MC SALEI COODE: 113090 P& A 03657
CALSAL CODES: 1203 12090 SYMPTDMS : 104100 2023200

ORIGIN: GO0 TRANS., DST/RGH: 13 TRANS . DATE:
SEAVICE/SALES: 1 CONTALCT DATE: 11/01/1998
ACK . CDOE: ASSISY CODE: W AWARD AMT: Q SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

EsSPF INFD: EAPIRES:

OREN RECALL: OWMER MOTIFIED: MICRO:

COMMENTES :

1948/ 10725

v+ THIS CONTACT I5 DOPENEQ DUE TO DPEN RECALL 98599 wve
+un THIS CONTACT IS5 OPENER DUE TO DPEN RECALL 953548 ww~
vav WEHICLE INVOLVED IN OMP DERTO sva

wen MAVIS: QRIGIMAL swe

CUSTOMER SAYS!:

-READ A MOTICE IM THE PAPER ABOUT RECALLS DH SEATBELTS ON VEHCILE
~WANTS TO KNOW IF INCLUOED TH THE RECALL

~CUSTOMER'S SEATHELYS ARE FUNCYIOHING AT TH1S TI1ME

.

FER CUSTOMER, DEALER SAYS:

-ND CONTAECT

.

CUSTOMER SEERS:

~RECALL IWFORMATION

-
CAC ADVISED:
-INFDRMATION HAS BEEN COCUMENTED AND FORWARDED TO THE DEALER

-REQUEST MR.JOHM BURNS [CUST HEL MHGR]) TO CONTALT THE CUSTOMER WITHIM 2
BULINESS DAYS

-ONP 95B70 HAS NO TIME UR MILEASE RESTRICTIONS

19967 11/01

##¥THIS 15 THE CLUSING COWMMENT

ASLE TO US UNMTIL AT LEAST 12/15/96. WHY A C.A, R, 77777 JOHN BURNSG ’

OWMER RELATIONS UOP/BENCHMARKING OS/11/798 FAXKCARTG




ca/11/98 MASTER OWMER RELATIONS SYSTEM 18

14.21.032
S S SE S =SS s M EEFLErdexx========g3 A iddsmam== ES S Yl mdl oS =E=S=TXIpPrERaAaETO====
o173In0 GRP: KX132 CONCERMW CONTACT VFH T¥FE: CAR
NEW YORK 12 ZMSTR: 01 CONIACT HAR: 107GAJ2a3 OQFEMED: 10/25/1996
VIN: 1zveT20ceLs [ ENGINE: C CLOSED: 11/08/1996
AhEEEEEELY S S S S S S ES3EFIEEAEERR=—===== S EFEENEERmmscEr - - - CasEEEBREmET - ==-a23EN
1986512/ 18

CUSTOMER SAYS:
- FRUSTRATED THAT HE HAS TO BRLING VEHICLE IN Twd TIMES FOR RECALL REPAIR

PER CUSTOMER, DEALER SAYS:
= MO CONTACT

[

CUSTOMER SEEKS:

- RESDLUTION TD CONCERN

"
CAC ADYVISED:

* EXPLATNED THAT THE RIGHT SEAT BELT TRACK MUST BE INSPECTED

= ALSD EXPLAINED THAT IF PARTS ARE NOT IN S5TOCK DEALER WILL HAVE TD ORDER THEN
AMD SERVICE DATE MAY CHAWGE AS A RESULT

OWNER RELATIONS YOFSBENMCHMARKING OO9/11/9H FAXCARTG




09711798 MASTER DWNER RELATIONS SYSTEM IT 14.21.02
mmalasadlbhdsd FRERFNFEI T QFEIEFIREEEEJEEE NS S EC O EEC I EERE I IEE S O EE AN I CCE O NEX - EENCCEECC"NX.S
795ERM  GRP: X508 INFORMATION CONTACT VEH TYPE: CAR
PI1TTSBURGH ad NZKﬂN" Bz CONTACT WER: 107545881 OFEMNED: 09/24/1996
VIN: L ENGINE : CLOSED: 0972471536
[ FE R T T I T T F FI T L EA RN T E X T T R T TR R I IR RTI T I AR FELRERT NI I LI TR L L RNRR,]
LAST NAME: TATUS: CLOSED
TITLE: FIRST MAME: 1:

ADDRESS::

CLvY- ETATE: w: [

HOME PHOME : AUS, PHINE :

MOGEL YEAR: WOCEL : PRORE

M LEAGE : 73000 WsD:

DEALER MAME: MUCK NOTOR SALES INW SALEE CODE: 144117 P A A: oOS584
CAUSAL CODES: 1215 SYNPTOMS: 104100 301400 205100

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

ACK. CODE: ASSIST CODE: AMARD AMT: QO SURVEY: (¥ OR N)
BUILD DATE: CALTARATION:

ESP INFO: EXPIRES:

OPEN RECALL: OWNER NOTIFIED: MICRO:

COMMENTS :

1996/09/24

wre NIKN KROT AVAILABLE #=#s

CUSTOMER SAYS:

-POWER SEATHELT I% NQT MOVING fIN ITS TRACK

-THE VEHICLE'S HORN IS WOT WORKIMG AT ALL ON VEMHICLE
-BRAKES ALSC DO NOT ORAB IMMEDIATELY WHEN BRAKES ARE PRESSEN
=YWEHICLE IS AT MUCK NOTORS

E 3

PER CUSTOMER, LGEALER SAYS:

-PARTS FOR REPAIRS ARE NOT IN STOCK

=FOUND OTHER REPAL®RS THAT KEED TD BE DOME

L}

CUSTOMER SEEKS:

=RECALL INFORMATIDM

=WANTE TO KNOW wHY OTHER REPAIRS WERE NEEDED

*

CAl ALBVISED:

RE: YEMICLE REPALIRS

- DEALERSHIF IS THE BEST TECHNICAL RESOURCE

« MR.BOB SWEDTSH (CUST RELAYIONS MOR) IS 1IN THE BEST POSITION TD ASSIST YOLU.
RE: RECALL INFORMATION

weeITHOUT A VIN, WE CAN WOT ACCESS RECALL LMFORMATIOM=+w

DWNER RELATIONS VOP/BENCHMARKING 03/11/98 FAACARTG




089411498 MASTER OWNER RLLATIONS Sw&GTIM 11 14.21,.02

IIll.'l'lllﬂ""lllhlIlll..H"""""hﬂllilhl||II|Ihﬂﬂ-kd ||||||||

IIIIIIIIIIIIII TddBkm=----C-C-3JHEERLE==
TE93TO GRP: Xa01 CONCERN CONTACT YEH TYPE: CaR
DENVER 56  ZN/TR: CONTACT MER: 107307401 DPEMED: 13/70/1095
VIN: ..m_...uﬁcnu_rml ENGINE + € CLOSED: 1372771996
H"II.II-'ll.lll"ﬂllIII.IIIII"|||IIH.II.'*HHH"""HIIIIIII.H"HHIIII-IIHHHHHHHIII.
LAST MAME: TATUS: CLOSED
TITLE: FIRST MAME: I:

ADORESS;

CITY: ITATE: 1P: I
HOME PHONE : EUS. PHONE !

MODEL YEAR: MOGEL :

MILEAGE: 55000 w5 :

GEALER MNAME: FASSETT-NICKEL FDRO SALES COOE: 158422 F & a: 03104
CAUSAL CDDES;: 1204 SYMPTOMS : 104 100

DRIGIM: <13} TRANS. DST/RGN: 56 TRANS . DATE:
SERVICESSALES; 1 COWMTACT DATE: 132/20/159098
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: ¥ [¥ DR M)
BUILD OATE: CALIBRAT [ON:

ESP INFD: EXPIRES:

OPEN RECALL: OWNER WOTIFIEO: MICRA:

COMMENTS ;

1998/12720

ver YEHICLE INVDLVED IN RECALL 95599 sas

wiv MAYIS: ORIGIMAL 4%r

CUSTOMER SAYS:

“THE CUSTOMER TOCK THE YEHICLE TD THE DEALERSHIP TD HAWE THE RECALL PERFORMED
=TrE SEAT BELT STOPPED WORKIME 2 DAYS AFTER THE RECALL WAS PERFORMER
-FD2ZG16100454 I5 THE MARY THEY ARE WAITINHG FOR

.

PER CUSTOMER, OEALER 5AYS:

~THEY ARE DOING EVERYTHING THEY CAN TDO GET THE PARTS

CUSTOMER SEEKS:
-T0 OBTAIN THE PARTS FOR THE RECALL

L ]

CAC ADVISED;

=INFORMATION HAS EEEN DOCLUMEMTED AMD FORWARDED T THE DEALER

-REQUEST MR. DARMIN TAMMER {CLIST REL MNGR) TD CONTACT THE CUSTOMER WITHIN 3
BUSINESS DAYS RERARDING THE RECALL

HUNTH!S 15 THE CiDSING COMMENMT

FARTS CAME IN AFTERNDOM ON 12-20-199E. CUSTOMER IS5 SCHEDUALED FOR REPATRS ON
12-23-9é. NO FURHTER ACTION 15 NEEDED.

OWNER RELATIONS VOP/EENCHMARKING OU/1198 FaAlARTG




o09s11/98 MASTER OWMER RELATTONS G¥&TINM P 14,231,012

CE N EANE LA AL AN AN EEEEECrNCNI-NICSSSCSSTOSSEMSEisliikaczBro—co=m===== Fzxzgmamma

97S6ER GRP: xxno3 INFDRMATION CONTART VEH TYRE: CAR

LOS AMGELLS 7L ZN/TR: RA CONTACT MBR: 107931YGT  OPENWED: ©1/0%/71997
YIN: _us...qmunn_.ml- EMGINE: C CLOSED: D102/ 19097
ER AL ELLEELELEEFLLIENNRRRNLNE] I T E S S S SFrE-HIASEAEERNEE - EhaelEm=-c-E=-=-aO==E==—g=
LAST MAME: TATUS: CLOSED
TITLE: FERST MAME: 1: U

ADNRESS :

CITY: STATE w:
HOME PHONE : BUS. PHONE:

NODEL YEAR: MODEL :

MILEAGE; 1 wsh:

DEALER MNANE: TERRY YORK FORD SALES CODE: 171053 P& A: 05547
CAUSAL CODES: 1209 1203 SYMPTOMS : 104 108

ORIGIM: 1] TRANS., PDST/RAGN: TRANS. PDATE:
SERVICESSALES: 1 . CONTACT DATE:

ACK. CODDE: ASSIST CORE: AWARD ANT: O SURVEY: {¥ OR N)
ELILO DATE: CALIBRATION:

ESPF 1NFO: EXPIRES:

OPEMN RECALL: OWNER WDTIFIED: MICRO:

COMMENTS :

1957/01/02

sv* YWEHICLE TMVYOLYED IN RECALL 96548 #+»

#ve YEHICLE INVDLYED IN RECALL 95598 =+

vév NAVIS: DRIGINAL *n¥

CUSTOMER SAYS:

- RECEIVED RECALI LETTER ABOUT WOTORIZED SEAT HELT

~ TOOK WEHICLE TD DEALERSHIP EXPECTING TQ HAVE WIRK PERFORMED
DEALERSHIP INSPECTED WEHICLE AND ORDERED FART

FORCED TO RETURMN AGAIN TO HAVE WORK PART YNETALLED

WERE MWEVER TOLD By DEALERSHIF DR IN RECALL LETTER THAT [T wWOULD BE A
TWO-VISIT RECALL

I

PER CUSTOMER, DEALER SAYS:

- NEED TO COME BACK TC HAVE PART

CUSTOMER SEEKS:

- TD HAVE RECALL WORK PERFORMED

~ BETTER COMMUMICATION FROM FORD AND DEALERSHIP

“

CAC AOVYSED:

- MADE DUTBOLND CALL TO PARTS DEPT. WHO [NDICATED THAT THEY DDN'T STDCKPILE
THE PARTS HECAUSE IT IS A RECALL AMD THAF THEY WERE TRYING TD GET THE PART IN
ASAP

= APOLODGIZED TO CUSTOMER FOR THCOMVEMIENCE

OWNER RELATIONS VDP/RENCHMARKING 08/11/98 FAXCARTG




oA/ 11798 MASTER OWHER RELATIDNS SeSTEM LI 14,201,032
EOE-IE-3=O=sac-c S x==cc k- - wundmexEnEm b T ANEELS d-bhd-<a~H. . S ARSI g ====
SEAATM GRP: LAOT COMCERM CONTACT WEH TYPE: CAR
PITLSALRGH 44 INFTR: COMIACT NER: 107933741 OPENED : Q1F02/1997
VIN: _mcnquun___.mi ENGIME: CLOSED: O1/13/1997
cE AN EEEERESANSESEEEERESIESIA-E= cs==——xrfxr—k=-—EchF_ k- kxrimcEcEk_—_SLEESSAEREENREEENENIENR
LAST MAME: TaTus: CLOSED
TITLE: FIiRST HAME: i: A

AODRESS :

CITY: STATE: IP: I-un.._u
HOME PHONE ; BUS. PHONE:

MODEL YEAR: s MaDEL:

MILEAZE : TO000 1A H

DEALER WAME: LAUREL FORD SALES CODE; 144510 F & A O78a1
CAUSAL CODES: 4203 3001 E¥YMPTOMS : 104 100

ORIGIN: DR TRANS. OST/RGMN: 44 TRANS. DAYE:
SERVICESSALES: 1 CONTACT DATE: aiJ06f (897
ACK. CODDE: ASSIST CODE: W ANARD AMT: 0 SURVEY: ¥ (Y OF N)
BEuIl.D DATE: CALIBRATION:

ESF IMFDO: EXPIRES:

OPEN RECALYL: OWMER WDTIFIED: MICRO:

COMMENTS:

1997/01/02

e TO CLOSE PREVIIAIS CONTACT 107792234 AND REOPEN DUE TD
FOR RECALLS AND DEALER TO CLOSE WHEM PARTS ARRIVE

1997 /01708

FHHTHIS 15 THE CLOSING COMMENT

CUST CDMCERN WITH RECALL QM SEAT BELTS,PARTS DRDERED, CUST
JAN T, 1997

FARTS ARE ORDERED

Ha% APPOTINTMENT FOR

OuWNER RELATIDNS VOP/BENCHMARKING D8/11/98 FAACARTE



£9/11/948 NASTER ODWMER RELATIONS SYSTEM LI 14.21.82

TEACSET S ASASSECTECSICRAGE T I A I E NN AN ANE R EAN A kA T SR - S =S====S===SE=a=SE=E=EE@
4953DN OrP: KX17 CONCERM CONTALY VEH TYPE: CAR
CIMCINNATI a3 NI&.—:E CONTACT MNER.: 107942702 QPENED: O1F0&/ 1997
YiNn: 1EWPTIOCEL ENGIME: € CLDSED: O1/16/18897
EEEEEEEC-ECENZ o il = = S S S I A= AN I N NN NN AN N NS EcEc A==k =====x=
LAST MAME : CTATUS: CLOSED
HM#MMW FIRST MNAME: I: u

Ja] 5.
cITY: STATE: ir: - 00s
HOME PHOME : BUS . PHOME :
MODEL YEAR: a9 MODEL :
MILEAGE : 20000 WsD:
DEALER HAME: WIODY SANMOER FORD I SALES CODE: 47002 P & A: D1972
CAUGAL CODES: 1203 SYMPTOMS: 104 100
DAIGIN: &0 TRANS. DST/RGHN; 47 TRANS. DATE:
SERVICE/SALES: 1 CONTACT CATE: O4/06/ 1997
ACK . CODE: ASE1ST CODE: W AWARD AMT ! O SURVEY: M [¥ OR N
BUILD DATE: CALTHRATIDN:
£S5k IMNFO: EXP1RES :
OPEN RECALL: DWMER MOTIFL1ED: MICRO:
COMMENTS :
1997 /01 /06

#ws THIS COMTACT IS OPEWED DUE TO OPEN RECALL S&ESHS AND SGS4E +»+
=»* NAVIS: ORIGIMAL we=

CUSTOMER SAYS:

- CUSTOMER RECEIVED A RECALL LETYER

£

FER CUSTOMER, DEALER JAYS:

- YOLD THE CUSTOMER THAT THE VEHICLE MEEDS TO BE LOOKED AT AMD THEN THEY CaN
CROER THE NMECCESSARY FARTS

.

CUSTOMER SEEKS:

- WANTE TO kMOW WHY THE RECALL wILL TAKE TwD VISITS TO COMPLETE

L 3

CAC ADVISED:

- IMFORMATION HAS BEEN DOCUMEWTED AMD FORWARDED TO THE OEALER

~ REQUEST MR. WILILTAM 5S5AWOFER CUST REL MMNAE TO CONTACTY THE CUSTOMER WITHIN
2 BUSINESS DAYS

1997/01 /0%

FNATHES IS THE CLOSING COMMENWT

THE RECALL INFORMATION CALL FOR THE VEH TD BRE YNSPECTED IN DRDER TOD DETERMINE

WHAT PARTS NEED TO BE ORDEHRED AND REPLACED .UNFORTUMATELY TH1S WILL RECUIRE A 5
ECDND TRIP.

OWNER RELATIONS YOPSBENCHMARKING 09711738 FAXCARTG




09/ 11798 MASTER DWHER RELATIONS SeSTEM | 14.21.02

IIIIIIIII SESESESESESIETAENFEENEESEEEEdzdmcind e =omc-cRk- L - . LS. oS TJTI=SCSE=-SETEEEAaEATCrE A=
SETEVR GRP: AnG7 COMEERN CONTACT ¥YEH TrPE: CAR

NEW TORK 13 ZN/TR: COMNTACT NER: 107954190  OPFEMED: G1f08F1497
VIN: _E__Euu_.m_.mr ENGINE: L CLOSED: 01/28719497
EERlcE R ok C-aC- S-S S S S A SRS SS S S NEIEARFESENATANEAEEAE e R RS EWECECSESSCE=SSSS=S==F=T¥F=EHN
LAST MAME - TATUS: CLOSED
TITLE: HAME : 1;

ADDCRESS:

ciTY: STATE: GO |
HOME PHONE : BLS . PHOME ;

MOCOEL YEAR: ag MODEL :

MILEAGE: & S000 wsD:

DEALER NAME: RIVERHEADMOTORS INC SALES CODE: 113486 P& A OIETE
CALSAL COADES: 1203 EYMPTOME ; 104 100

AR IGTN: GO TRANS. OSTSRGN: 13 TRANS . OATE:
SERVICE/SALES: 1 COMTACT DATE: 01/09/1887
ACK. COPE: ASSIST CODE: O ANARD ANT: 0 SHRYEY:. ¥ (Y OR N}
BUILD DATE: CALIBRATION:

ESF INFO: EXPIRES:

OPEN RECALL: OWMER NOTIFIED: MICRO:

CONMENTS

1997/01/048

wrw YEHICLE IMWVOLYED IN RECALL OHS4H wras
++» YEHICLE IWVOLYED IN RECALL 98598 =+
=as MAVIS; SLUBSEQUENT w»»

CUSTCMER SAYS:

= 1 TODK MY WEHICLE TO THE 5HOP TO HAYE THE SEAT BELT RECALL([9ES4A]
PERFORMED

= THE CUSTOMER OMLY HAO THAT RECALL LETTER

- SHE WAS NOT AWARE OF THE RECALL %A%84

= THE SEAT BELTS WERE WORKING FARTIALLY BEFORE SHE TOOK 1T IN
- THE VEHICLE TS CURREMTLY AT THE DEALERSHIP

PER CUSTOMER, DEALER SAYS:
- THE SEAT HELT RECALL HAS BEEN PERFOAMED BUT THE SEAT BELTS DON'T
WORK AT ALL AND TD F1X THEM THE CUSTOMER WILL HAVE TO PAY %138

L]
CUSTOMER SEEKS:
- TO HAVE JEAT BELTS REPAIRED UMDER WARRANTY

L)
CAC ADVISED:

= YNEQRWATION HAS REEN DOCUMEKTED ANWD FORWARDED TO THE DEALER

= RECQUEST MR. RICHARD TEGAY. EUST REL MMGR., TO CONTACT THE CUSTOMER WITHIN
T BUSINESS DAYS

OWNER RELATIONS VORSREMNCHMARKIME O09/711/898 FARCARTE




Qa1 /96 MASTER OwnFH RELATIODNGS St5TEM 1]

E=cxkr:zuiciasiBaxdadLEJuEENEFN i U-OAILNIES=@=z== 232, 28
SHTEYR [H IR Y ) COMCERN LOMWMTACT
WEW f ORK 18 IMSTR: 11 CONIACT MER: 07T9LJ 150

VIN: zwrv 22 et SN ENGINE: L
x

ENIE-EN=ESEFs=+F
1997 /01/08

ses NAVIS: SUBSEQUENT www

CUSTOMER SAYS:

-SEATHELTS ARE WOT WORKING AFTER RECALL WORKE AND OEALER SA¥S I HAVE TO PAY FOR
REPAIRS

-RECALL WODRK DONE 10/6/86

=SS========= I -cE=-c=rr-cEcc-cictRFNF-SEREELABEC A - AT k- RcE AN A dA S eI deEeERE

-

PER LUSTOMER, DEALFR SAYS:

-MUST PAY TD HAVE SEATRELTS REFAIRED

E

CUSTDMER SEERS:

-FIHANCIAL ASSTISTAMCE

*

CAC ADVISED:

- WARRANTY HAS EXFIRED

- FORD WILL MOT PROVIDE FIMAMCIAL ASSISTANCE TOWARD THE ©OST OF THE REPAIR
1997,/041 /21

KERTHIS IS5 THE CLRSING COMMENT

YEHICLE WAS INVOLVED LN RECALL 9€548 aNG 95599, PARTS ORDERED (1-11-96, SEATRE
LTS WERE MOT WORKING PRIOR TO RECALL APPDINTWENT, SEVERAL ATTEMPTS WERE WADE T
0 CONMTACT CUSTOMER THAT PARTS WERE IN, TN RESPONSE, CUSTOMER SPDKE TO PETE V A

NO 5% FILLING OUT CRR FOR REFP TD REVIEW, WO FURTHER ACTION BY DEALER AT THIS T
IME MWD P¥Y 1-21-97

GWHER RELATIONS VOP/BENCHMARKING 0B8/11/08 FAXCARTG




oas11/98 MASTER UWNER RLLATIONS S5¢%TLM 11 14.21.02

Bechaciobhanionb s i LA CEE"ENRINANLALELR S aFE TR AR ES R b - E= 3 SRS CSHN-AENF-K-ANCELEORC
6 155G GRE: W15 CONCERKM CONMTACT YEH IYPE LCAR

NEW YORK 13 THATRS CONPACT WBR: 1079h7201 DPENED: G1/709¢ 1997
VIN: .N__..Euanai. ENGINE: C CLOSED: 0171671997
E-—=m-c-idz-cg=—=SAxfXtia=-ERAEACcH | B | B R R R R B R BRI Il T RAAFTAINFES a1 0 00020000 RRRRRTE1
LAST NAME: TATUS: £LOSED
TITLE: FIRST HAME: 1.

ADDRESS:

eIty STATE: e ]
HOME PHONE : BLS. PHONME:

MODEL YEAR: MODEL :

MILEAGE: T 1000 W5 :

NEALER NAME: FRAMNKLIMN S5OUARE FOR SALES CODE: 113078 P& A: DIT7ER
CALUSAL CODES: 0208 1203 2105  SYMPTOMS: 104 100

ORIGIN: {1 ] TRANS. UM*H#HZH 13 TRANS. DATE:
SERVICESSALES: | COMTACT DOATE: 0170071007
ACK. CODE: ASSIST CODE: W  AWARD AMT: O SURVEY: ¥ (Y DR N)
BUILD DATE: CALIEBRATION:

ESP INFO: EXPIRES:

OPEN RAECALL: . OWNER MOTIFI1ED: NICRD:

COMMENTS !

1987/01/0%

wee THIS CONTACT 15 OPEMED DUE TD OPEN RECALL 99548 AND 96549 w2
vnw MNAYIS: SUBSEQUENT we~

CUSTOMER SAYS:

- TDOM THE VEHECLE IN YESTERDAY FOR THE RECALL DN SEAT BELT

-~ THE SEAT BELT LOCKS AMWO S5HE HAS TO OPEN THE DDDR TO RELEASE IT
- CANMDOT LEAVE THE VEHILLE OVERNIGHT

"

FER CUSTOMER, DEALER SA¥S:

= WILL LOOK AT THE SEAY BELT AND IF THEY¥ CANNOT DO IT TODAY THEY WILL HAVE
TO0 KEEP THE CAR - MAN 1K SERVICE {HO MAME)

- IF THEY DIAGHOLS IT aND SEE THAT 1T IS THE SaAFETY PROBLEM THEM THEY Willk
KEEP THE VEMICLE -

E 3

CUSTOMER SEEMS:

- 15 THtS THE FOLICY

= LOANER VEHICLE

[ ]

CAC ADVISED:

= LOANERS ARE MOT 4 FROVISION OF THE WARBANTY .

- CONTACT MR. JOHM MEIER (SVE_MGR. ) POR CLARIFICATION OF THE  DEALERSHIP'E
FOLICY DN ALTERMNATIVE TRANSPDRTATIDN,

= MAY REQUIRE AM AFPQINTMENT

OuWNER RELATIONS VOP/BENCHMARKIWG 09f11/3R FARCARTG




oaf11/98 MASTER DWWER RELATIONS S¥STEM II 14.21.0%

XA S S E - S-S ¥F¥EENEEEENE Al x-S - C-SCCSECINAEAgAhmaEE NSRS X LALE LN  EUEFEINC=SE=SSC-=IR=EANR
B14SSKT GRR: %X1% CDMCEEN CONTAET YEH TYPE: £AR

MEW YORE 13 IN/TR CONTACT MBR: 107957221 OPEMED: O1/99/ 1997

WIN: 1ZVPT20C4L ENGINE: © CLOSED: O1f16/ 1997

ENSESEEERTEE=-=-=-====3mE-EEN

R el Bl LR PR R B N I T LI s Il T e

1997 /01709

= JNFORMATIDN HAS BEEN DDCUMENTED AND FORWARDED TO THE DEALER

= REQUEST ME. J1M ZINVER (SYC MMGR! TO COMTACT THE CUSTOMER WITHIM 2
BUSIMNESS DAYS .

- JIM ZIVNER ASSISTANCE SERVICE MAMAGER:

- ONCE WE PULL THE INTERIDR TRIM PAMEL TD GET ACCESS TO WIRES RELAY AND
SWITEHES WE CAW DETERAMEME WHAT NEEDS TO BE REPLACED AND IF THERE ARE PARYS
AVAILARLE

- THE CUSTDMER IMOICATED SHE HAD A SFECEFIC PRUBLEM WITH THE SHOULDER BELT
- WILL CHECK RECALL AND PARTS IMFORMATION AND CALL THE CUSTOMER BACK

- FORD WTLL DMLY LET U3 T4KE THE CAR ABART ONCE

- IF THEY TAKE THE YEHICLE AFART TODAY THEN THEY WILL HAVE TO WORK QN Ir
TODAY

#k3 NAVIS: SUBSEQUENT »w»

CUSTOMER SAYS:

~ HOW LDNG IS VEHICLE IS EXPECTED TQ BE AT DEALERSHIP
- WANTS TD SPEAK T@ SUPERVISOR

™

PER CUSTOMER, DEALER SAYES:

- WILL HAVE TAKE QQOR PANELS OFF. IF MO PARTS, HAVE TO LEAVE VYERICLE UNTSL
PARTS ARE AVAILABLE MOT SURE HOW LONG THIS MILL TAKE

’
CUSTOMER SEERS:
- SPEAM TO SUPERVISAR

- RECALL MORK PREFORMED DUICHKLY
.

CAC ADVISED:
= CONTACT CUSTOMER SERVICE MAMASER, JOHW MEIER AT DEALERSHIP

OWMER RELATIDNS YDP/EENCHMARMING 02711798 FaxcaRra




o9/ i11,/98 MASTER OWMER RLLATLONS S+STEM |1 11,21, 42

EELELE B LN N N N L I N R Pl e N AT TR R T EETE L L T T

s-— FE XL SN SN Al ARL S EE LS
06 1HEL GRP: kn04 COMCERMN COMTACT VEH T+¢PE: CAR
WASHINGTOMN 27 INFTR . COMTACT NOR: 10790 DPENED: Q171041997
¥IN: 1ZVYFTIOCALE ENGINE: CLDSED: @1/2271997
ASEIEEEEI CEELRETNE 3N - - il i bR RS AR R R R LR R R R Y - ]
LAST MAME : £TATUS: CLOSED
TITLE: FIRST MAME: Ml:
ADDRESS:
CITY: STATE: ZIF; I
hOME PHONE : BUS . PHONE:
MODEL YEAR: MOOEL -
MILEAGE : 102000 WaD
DEALER MAME: SCHAEFER STROHMIMGE SALEX CODE: {27040 & A ODDIS
CAUSAL CDDES: 1203 3001 SYNPTOMS : 104100 404000
ORIGIN: GO TRAMS. DOSY/RGN: 27 TRANS. DATE: O1/13/1997
SERVICESSALES: 1 CONTACT DATE: 0171571997
ACK. cOoDE: ASSIST CODE: R AWARD AMT: O SURMEY: ¥ [¥ DR M)
BUILD DATE: CALIBRATION:
ESP INFC: EAPIRES:
OFEN RECALL: OWNER NOTIFLED: RITRO:
COMMENTS::
1a8v/a1/10 _

t4x YWEHICLE INVOLVED IN RECALL 95542 B QG598 #s+»
+h% NAVIS: ORIGINAL +sw
CLISTOMER SAYS:
WANTS TO KMNOW [F THERE ARE ANWY RECALLS ON YHE VEHICLE FOR SAFETY BELTS

= UWANTS THE VEHICLE REPAIRED A5 S00M AL POSS!BLE ONECE THE VEHICLE % IN FOR
SERVICE

+

FER CUSTODMER, DEALER 3AYS:
= MO CONTAET

-
CUSTOMER SEEKS:

- WANTE TD KNOW !F THERE ARE ANY RECALLS AN THE WEHICLE FOR SAFETY BELTS
- WHY DDES THE FUEL TANW ONLY HOLD AEOUT 11 CALLONS OF FUEL

L]

AL AQVISED:

RE: FUEL TANK CONCERNS

- THE PRODUCT INFORMATION BOOK INDICATES THE ONLY FUEL TahK AS AN OPT1ON FOR
FHE WEHILLE WAS THE 15.1 GALLON TAMK

- DEALERSHIF 15 THE HEST TECHMICAL RESDURCE

- MR.MEVIN LEWIS (SVC MGR) 15 IN THE EEST POSITION TD AS515T ¥OU.

RE: RECALLS 34548 & 96599

-SHFORMATION HAS BEEN DDCUMENTED AND FORWARDED TD THE DEALER

=REQUEST MR MEVIMN LEWIS {SVC MNGR) TD CONTACT THE CUSTOMER WITHIN 27 BUSINESS
BATS

OWHER RELATIONS wOP/HAENCHMARKING 99/11/688 FAXCARTG




08/11/98 MASTER DWMER RELATIONS SYSIEM 11 14.217.02

HHHHIIII"uu-EFIIHHHHII!F""HH'...ll_llnl-:|III"HH.HII_|HH|hhrthHHﬂlllHHHUI-IH""“HII
D& 1BkL GRP: AR COMNCERN CONIACT VEH TfPE: CaR
WASHINGI ON a7 ZN/TR: CONTACT NBR: 1GY961304  OPENED: 04/ 1041997
¥IN: ﬁ%ﬂcnnri ENGINE: C CLOSED: ©1/232/1997
FREEEECSgENNRTI-C-gEEEm=== NHHHIIIIIIHHI!IIIIHHHH.-hhHHHIlllHuﬂllllthI.l.lllu
1987 /81413

*vv CUSTOMER REOUESTING SERVICE AT THIS DEALERGHIP s»-»

bix MAVIS: ORIGINAL weas

CUSTOMER 5AYS:

= ATILL TBYIMNG TO GET SAFTEY SEAT BELT RECALLS PFERFOMED OM THE VYEHICLE

- WANT TO HAVE RECALLS PERFORMED AT A DIFFERENT DEALER

¥

FER CUSTOMER. DEALEFR SAVS:

= PER KEVIN LEWIS {SERV MGR. ARCHWAY FORD), DID NOT KNOW WHAT RECALL THE

YEHICLE 15 INVOLYED IN

- PER [SOMEDME IN THE SERY CEPT), CUSTOMER MUST CONE IN WITH THE VEHICLE TD

HAVE IT INSPECTED TO SEE IF ANTYTHING IS WRONG WLTH THE VEHICLE BEFORE QRDERING

ANY PARTY TO PRERFORM ANY RECALLS

- CUSTOMER MUST COME IN WITH VINK

- PARTS WILL HAVE TO BE DRDERED TO PERFORM RECALLS

¥

CUSTOMER SEEKS:

- WANTE RECALLS PERFORMED AMD AT A DIFFERENT DEALERSHIR

Ll

CAC ADVISED:

-~ INFORMATION HAS BEEEN DOCLMENTED AND FORWARRED TO0 THE DEALER

= REQUEST MR. HUMBERTD J. RAMIREZ {CUST REL MGR) TO CONTACT THE CUSTOMER

WITHIMN 2 BUSIMESS

DaYs

#AFSALES CODE HAS BEEN CHANGED FROM 127028 TO 127040

*vv CUSTOMER REQUESTING SERVECE AT THIS OEALERSHIP we+

1R97/701/1a

[SVC MGR & CUST REL MGR) ATTEMRTED TO COWYACT CUSTOMER DN JAM 14-87 BETWEFEN
3:45 -~ 3:55PM MO BESPONSE - LEFT MESSAGE & WAITING ON CUSTOMER TO CALL Back.

‘mﬁuﬂﬂdx_ﬂ

CUSTOMER CALLEOD BACK WILL BE CONING IN FOR SERVICE AT HIS COMNVENIEWCE

FANTHIS IS5 THE CLOSING COMMENT

MR. AIKEN CONTACTED MIKE IN THE AFTERNCON & I5 SCHEDULED FOR AM APPOINTMENT AT
CUSTOMER*S EARLIEST CONMVEMIENMCE = HJRMZ

OWMER RELATIENS WOP/HENCHMARKING OBf11/98 FARCARTG




oaf 11708 MASTER DWMER RELATIONE SySTEM 1! 19.21.0%

B EXr SR S S S L S S S EE S S F Xl S EEFEN IS NI L S RSS2 5225 2, "sdzzchA==SFE==zcz=E==amE=3
T259C7 GRP: Xi0R CONCERN CONWTAC] YEH TY¥YPE. CaR
DETROIT 48 HZM*ZF CONIACT NBR: '\WT9GGCRA1T OPENED: 11371997
WIN: 1ZUWRT20CEL EMGIMNE: C CLOSED: O1/21/1997
LR LR LR R ERERRE L N Pt h ] LER LR ERLRERLLERE N o R L IR
LAST MAME: TATUS: CLOSED
TITLE: FIR5T MWANE: 1:

ADDRESS

eITv: STATE: w. 4
HOME PHOME : BUS. PHONE:

MODEL YEAR: ag MODEL :

MILEAGE ; 45000 wiD :

DEALER MAME: DEAM SELLERS IKWC SALES CODE: 148035 P& A 02894
CAUSAL CUDES:. 1220 SYMPTOMS: 104 400

CRIGIN: GO TRAMS. DST/RGM: 48 TRAMWS, DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/14/1997
ACK . CODE: ASSIST CODE: O AWARD AMT: O SURVEY: ¥ {Y DR M|
BUILD DATE: CALIBRATIDN:

ESE INFQ: EXPIRES:

OPEN RECALL: DWHNER MNOTIFIED: MICRU:

CONMENTS:

12497 /0112

%¢¢ NAVIS: SLESEQUENT ~r»

CUSTOMER SAYS:

— SEAT BELTS REPALRED UNDER RECALL 98548 AWD 965939 ON 11716796
= PASSEWGER SIDE SEAT BELT STOPPED MOYIMA IN LATE DECEMEER 19498
[ ]

FER CUSTOMER,. DEALER SAYS:

~ HAS WNOT GEEN COWMTACTED

L

CUSTOMER SEEKS:

= REFAIR OF WEHICLE

.

TAC ADWISED:

= INFORMATIDN HAS BREEN DOCUMENTEOD AMD FORWARDED OVER TOD THE CLISTOMER
RELATIONS MANAGER (MR. PETE DAMKE] AT YOUR DEALERSHIF. MR, TANKE WiLl
CONTACT WOuU WITHIN I BUSINESS DAYS.

¢+ NAVIZ: SUBSEQUENT ==+

#»¢ THIS CONTACTY 15 OPEMED DOUE TO OPEN RECALL 96548, 98599 s+x
CUSTOMER SAYS:

= SEAT BELTS REPAIRED UMDER RECALL 36548 AN 95599 DN 11718798
~ PASSENGER SIDE SEAT BELT STOPPED WMOVING IN LATE DECEMBER 1998
"

PER CUSTDMER, DEALER SAYS:

=KNEEODS A CONTACT MUMRER

L |

CUSTOMER SEEKS:

=& COMTACT HUMBER

»

CACZ ADVEISED:

=GAVE CONTACT MUMBRER TO CLSTOMER

=1MFORMED CUSTOMER THAT RECALLS ARE PERFORMED OMCE

DWNER RELATLIONS VOP/BEWNCHMARKIMG OBf11/98 FAXCARTG




o914 /98

MASTER OWMER RELATIONS SySTIM [} 14.21.02
IIIlHHHhItII-uu"ﬂu_ll-.wHHHHUIIllthHuIlItlllHHHllrlllnnuHH“I.I.I..:IIHHHﬂI'hHHHHHlII
Tasacrt GRP: XxOE LONCERM LOMNTACI VEH T¥PE. CAR
DETROIT 48 IN/TR: CONIALT NBR: 'D7UnGE(T OFENED: 01712/ 1997
VIN; _uc_uscnn_.ul ENGINE : ¢ CLOSED: 0172171997
HH"HHl.llllﬂnHﬂH.IIIIIHHHHIII.II.HHHHII.I!HH""III.-..Illﬂ""ihtllll"uuulllluuuuulllllu
1997 /01/14

¥F¥THIS [3 THE CLOSING COMMENT
CUSTOMER CAME IM TOCAY AWD WE DRODERED THE PARTS

DWMER RELATIONS VOP/EENCHMARKING 0S/11798 FAKCARTG




o9/11/98 MASTER OWNER RELATIONS SYSTEM 11 1M.21.42

EEENFEE=F=-SE-s-cxo==da-dkchuldE s I ANANENUE =SSR =--===cz2. .. =s==s========m=Rec=m==h=&
232TEB GRF - £X08 COMCERN COMTACT ¥YEH TYPE: CAR
PHILADELPHIA 1B INSTR COMTACT MBR: 1079GSTH4 DPENED: O1/13/1997
VIN: _E_i._u:.:__.mi ENGINE: U CLOSED: 02704/ 1997
A====F=-a=-=-—ac=—EAol A cEEEEEEEENINE-JIEREECR=-CSO=-s=====c=cc=-c-=-cm-crax=Ak-NaNdENEEREIEmFES
LAST KAME: TaTus: CLOSED
TITLE: FIRST KAME: T:

ADDRE 35

CITy: STATE: IR: luquh
HOME PHOME . BuS. PHONE:

MOOEL YEAR: L) MODEL : PROBE

MILEAGE ; 181000 WS

OEALER MAME: WOLF WMOTOR COMPANY SALES COOE: 116505 P& A 01298
CAUSAL £J0ES: 1149 1203 1208 SYMPYOMS: 164 100

QR IGIM: GO TRANS. DST/RGN: 16 TRANS ., DATE:
SERVICE/SALES: 1 CONTACT DATE: ©1/14/1597
ACK. cODE - AS5I5Y CODE: W AMARD AMWT: @ SURVEY: ¥ [¥ DE NJ
EUILD DATE: CALIBRATION:

ESP INFO: EXRIRES:

NPEN RECALL: JWNER MOTIFIED: MI1CRA:

COMMENTS:

1887/01/13

med THIS CONTACT IS OPENED DUE TO DPEW RECALL 96599 ++#

wawr THIS GONTACT IS5 OPENED DUE TO OPEN RECALL 95548 wes

CUSTOMER SAYS:

-THE DRIVER STDE SEATBELT IS NOT WORKING.

~THE SEATBELT IS HOT MOVING AT allL,

.

PER CUSTOMER, DCALER SAWS:

PER MAT: THEY CAMMOT REPLACE THE PASSENGER SIDE SEATEELT [M THE WYEHTCLE
BECALUSE IT IS5 WORMING FENE.

L ]
CUSTOMER SEEKS:

~WOULD LIKE TDO HAVE THE SEAYBELT ON THE PASSENGER SIDE REPLACED AS WELL.
.

oAl ADVISED:

REGARDING RECALL fONF

- RECQLEST £UST REL MAR/SYC MGR TO CONTACT THE CUSTOMER WITHIN TWO BUSIMNESS
DAYS REGARDING RECALL/SDMP

=THE PASSENGER SIDE IS DMLY REPLACED IF IT SADWS UMNUSUAL WEAR TO THE SYSTEM,

1997/01/28

¥#FTHISE IS THE CLOSING COMMENT

CLSTOMER WaS TOLD THAT WEHICLE CDMCERM TO Bf ADDRESSED BY TERMS OF RECALL -WAS
DEMANDING THAT REGHT SIDE ALSDC HE REPLACED - RIGHT SIDE IS OPERATING WORMALLY
AMO WAS NOT SUBJECT TO REPLACEMENT PER RECALL GUIDELIMES - HAS MNOT RETURNED
A% OF 94/33 TO SAVE PARTS INSTALLED

OWNER RELATIONS VOP/BENCHMAAKING Q47118 FAACARTG




as/i1/98 MASTER OWNER RELATIONS SYSTEM [I 14.21.02

EEEEREREERIIELLARR T4 1 0 ) R e I F RN R E R

|||||| O -FEARchdc-—h - =S E=—JRAF¥EEERER-
SE1TML GRA: 2AxO4 COMCERN CONTACT VYEH TYPE: CAR
ATLANTA 21 ZN/TR: CONTACT NBR: 107979912  DPENED: 01715/ 1997
VIM: _Nzuqm_:mrF EMAINE: W CLOSED: ©17307 1997
FE-CZINFEISEAEREEREEREx—=—EEk—_—_—_T—=—=— IllH"E"HHH"HlIHI.I._..IHHH””U”HH.....I.H'I"""""
LAST NAME: STATUS: CANCELLED
TITLE: FIRST MAME: ML :

ADDRESS :

CITY: STATE: Zie: E |

HOME PHONE : BUS. PHONE:

MODEL YEAR: a0 WODEL :

MILEAGE: 100000 WSD:

OEALER MNAME: JERRY DUMNCAM FORD I SALES CODE: 121747 P& A OS625
CAUSAL CORES: 1216 SYNPTOMS: 104 100

ORIGIN: an TRANS. DST/RGN: 21 TRANS. DATE:
SERVICE/SALES: 1 EONTACT DATE: O1/18/158T
ACK. CODE: ASSIST CODE: W AWARD AMT: O SURVEY: T Ly OR M)
BUILD DATE: CALIBRATION:

ESP THFO: EXPIRES:

OFEN RECALL: . OwWHER NOTIFIERD: MICRE:

COMMENTS :

1997/01/15

#%+ CLUSTOMER REQUESTING SERVICE AT THIS DEALERSHIP 4+

=¢¢ YERICLE INVYOLYED IN RECALL S5548 w#»

wts NAWIS: SUBSEQUENT +ma

CUSTOMER SAYS:

- TRYING TO GET SEAT BELT RECALL DONE

¥

FER GCUSTOMER, DEALER SAYS:

-~ NO CDWTACT

-

CUSTOMER SEEKS:

- RECALL REPAIR

[ 3

CAC ADVISED:

= INFORMATION HAS EEEN DOCUMEMTED AND FORWARDED T THE DEALER
- REQUEST MR. MARTY DUNCAN (CUST REL MNGR)] TO CONTACT THE CUuSTOMER WiTHIN 2
BUSINESS DAYS

inarsfol /a9

#EFTHIS IS THE CLOSING COMMENT

CUSTOMER WAS CALLED AND AMOTHER DEALER HAD PARTS NRDERED PARTS ARE AVABLE
AMD CUSTOMER WILL TAKE CaR TD DEAN STALLINGS FOR REPAIR
1991/01,/30

CLOSE REJECTED S0 THAT COMTACT CAM BE CANCELLED.

THIS CONTACT HAS BEEN CAWCELLED

DUPLEICATE OF CONTACT 10803 44d 1.

OWMER RELATIONS VOR/EENCHMARKLING DGS11/98 FAXCARTG




0911798 MASTER DuWWER RFLATIONS SYETEM JI 4,210,082

I IS AR AN S IAAEERI - ACEAENACEEOENEOCRAKCISCCEESCSAXEAX-MLIi.S- JSKISi-SSSSSSS=S=S=S==S=======

4T 17 GRF: Ar03d CONCERM COWTACT VEH TY¥PFE: CAR
SEATTLE T4 2HSTR: AR CONTACT nNBR: 107998480 OFEMNED: oi/21/71997
¥YIN: E:EEEEI. EMGINE: U CLOSED: ©1/30/1997
EEEEFEERET I EEEEEEFES XEWg S HEEEEERp SN EEEE g T RO NS RS A Y Y e Ay B
LAST NAME: TATUS: CLOSED

TITLE" E: I:

ADORESS :

CITY: . IP: I
HOMKE FHONE : % . PHOME :

MOBEL YEAR: ODEL :

RILEAGE : 95000 W5k

DEALER MAME: EVERGREENFCRD SALES SODE: 174020 P& A;: ORIOE
CAUSAL CODES: 1203 1012 SYNPTOMS : 104100

DRIGIM: G0 TRANS. DST/RGN: T4 TRANS. OATE:
SERVICEFSALES: 1 CONTACT DATE: O1/22/18%97
ACK. CDDE: ASSIST CODE: R AWARD AMT: O SURVEV: ¥ (Y OR M)
BUILD DATE: CALIERATION:

ES5P INFQ: EXPIRES:

OPEMN RECALL: . DWNER NOTIFIED: M1CRO:

COMMENTS :

199701421

v NAVIS: ORIGINAL *«=

#43 YEMICLE TNVOLVYED IN RECALL AS54A viv

CUSTOMER SAYS:

~PARTS FQR RECALL ARE MOT AVAILAHLE AT DEALERSHIP

L]

PER CUSTOMER, DEALER SAYS:

=COULD WOT FIX DUE TO MO PARTS AVAILABLE FOR VEHICLE
=PUT IN AN FMERGENCY OROER

[ ]

CUSTOMER SEEKS:

~TO HAVE PARTES EWN FOR WEHICLE TO HAVE RECALL FERFDRMED
-

CAC ADVISED:
~INFORMATION HAS BEEN DOCUMENTED AND FORWARDED TO THE CEALER

-REQUEST MR.BOBBY CURTIS(SWC MNGR] TO CONTACT THE CUSTOMER WIETHIN 2 BUSINERS
OAYS

1987/01/23

C5M COMMENTS:

BOHARY - WOW WERE THE PARTS ORDERED? WHAT IS THERE ARRIVAL DATE AT THE DEALERSH
IP? IS AM AFFOINTMENT SET UP FOR THE CUST - [F S0 WHAT IS 1T7 UPDATE CONTACT
WITH REOUESTED INFORMATION. 1 WILL CHECK OM 1/324 LAFTERNOON) DN MORSIT TO SEE
YQUR UPDATE, CSM HELAMNE

#ASTHIS 15 THE CLOSING COMMENT

REPLACED BOTH SEATAELT RETRACYOR REPAIR COMPLETED U$T SATISFIED AT THIS TIWE

OWNER RELATIONS VOP/BENCHWARKING OSf11/98 FARCARTG




oaf11/98 MASTER DwhiR RELATIONS STS1EM 11 14, 21.02

= =—os—mmaadsdisgEE S CEECETrEE U EbpERL4 JEOIXE=S=S=S=== 5 M= E.d2AER==R=z====mccankimwELE

BOESTN GRP: Ax7 [NFORMAT QN CONTACT VEH TYPE: GCAR
UNENDWN LL IN/TR: CONTACT MAR: 102001456 DREMED: Q1742171997
VIM: 1zvet2oce LS ENGINE: T CLOSED: ©1/2171997
E=I--—=-——=—xx-—mm=m EECcEEErasamadANEREEL —smOom==—==—=——adcchEFEEEgI=====—ma=-sasEEEARER
LAST MAME : TATUS. CLOSED
TITLE: FIRSET NAME: |

ADDRE &% :

CITY: STATE: [P wI
HOME PHONE : BUS. PHONE: EXT: 2

MOBDEL YEAR: [T4] MOGEL & PR

MILEAGE : THO00 wWsD:

DEALER WAME: RALES CDDE: P& A

CALUSAL CODES: 1205 SYMPTOMS: 104 100D

ORYGIN: &0 TRANS. OAT/RAEGN: TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE:

ACK . £ODE: ASSIST CODE: AWARD ANT: 0 SURVEY: (Y OR N)
BUILD DATE: CALIRRATION:

ESF INFO: EXPIRES:

QPEN RECALL: CWHER MOTIFIED: MICRD:

COMMENTS :

1997 /09/21

++% WEHICLE IMVOLVYED IM RECALL 95599 ++«

448 MNAVIS: SUASEQLENT #»&

CUSTOMER SAYS: b

= THE LEFT SIpE OF THE YEWICLES SEATRBELT DDES NDT WDRK

- YHERE I% CURRENWTLY A RECALL FOR THE RIGHT SIQE

*

PER CUSTOMER, DEALER SAvS:

= CUSTOMER WOULD HAVE TO PAY FOR THE REPAIH

~ THEY WOULD KNOCK SOME MOMEY OFF OF THE REFAIR

L]

CLUSTOMER SEEKS:

- To RECEIVE SOME TYPE OF ASSISTANCE TOWARDS THE COST OF THE RESAIR GF THE
LEFT SIDE SEATBELT

L J

CAC ADVISED:

- ND FURTHER FINANCIAL ASSISTANCE WILL HE DOFFERED

- rAC SUPPOATS THE DECISION

- THIS REPRESENTS FORD MOTOR COMPANY'S FIMAL DECISIODN N THIS MATTER

OWNER RELATIDMS VOP/BENCHMARKING 09711798 FAXCARTG




Gaf11/98 MASTER UWMER RELATIUNS Su~TrmM 1 149.21.02
——oErxEmeErasdpERE pgIEEOE==—====-c—=x=—ha d s ANIEESEE=S=S===cs:T ' cx=c=ccdA-REEEIENIDECSI=I=CS
8155KC GRP: Xx13 CONCERN CONMTACT YEH TYPE: CAR
HOUSTON 57 ZN/TR: CONTAST WBR: 10800107 ORENED: O1/23/19a7
WIN: E%Ecnnr' ENGINE: C €LOSED: 01711/1937
BERSEEFRINFEINE=-S=ST==T=T mE-=--=—mc=k -3l REARETFARIEC-HAEC-CE=SC=Sc=S==S===c-m-muxcBmEN
LAST MNAME: ATUS: CLOSED
TITLE: FIRST MAME: :

ADDRESS:

CITY: STATE: P I
HOME PHOME: Bus, PHOMNE:

MDDEL YEAR: MONEL :

MILEAGE: BAQDD W50 :

OEALER NAME: TOMBALL FORD INC SALES CODE: 152055 P& A: EQMZ
CAUSAL CODES: 1204 3001 S MF TOMS : 104100

ORIGIN: GO TRANS, DST/RGN: 62 TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: 01/24/419397
ACK. CODE: ASS15T CODE: M AWARD AMT: 170 SURVEY: ¥ (Y DR M)
BULLD PATE: CALIBRATICON:

ESP [NFD: EXPIRES:

OFEN RECALL: OWNER MOTIFTED: MIGRD:

COMMENTS ;

109701723

s¢w THES CONTACT 1% DPFENED DUE TQ CPEN RECALL 96548 AND 96555 ++»

wed NAVEIS: SURSEQUENT »»s

CUSTOMER SAYS:

= CALLING ABOUT THE SEAT BELT RECALL

« CALLED 9 DEALERSHIP - COULD NOT OO THE REPAIRS UNTIL THE MIDCOLE OF JANUARY
- HAS GOTTEN ? TICKET BECAUSE SHE CAMWNDT GET THE VERICLE INSPECTED DUE T THE
SEAT BELTS

- THE CUSTOMER 15 LEAVING THE COUNTRY ON MONDAY ANR MEEDS TD GET THE wEHICLE
1h

L ]

PER CUSTOMER, DEALER SAYS:

-~ DEC.- DID WOT HAYE THE PARTS AVAILABLE - SERVWICE MO MAME

= AN, WOULD MEED TO LODK AT ThE VERMICLE TO SEE WHAT PARTS ARE HEEDED AND THE
PART% TAKE 3 TO K DAWS TO QET IW - SERVICE WO MAME

¥

CUSTOMER SEEKS:

= RELMBURSEMENT FDR TICKET TD BE PAID

L}

CAC aDVISED:

~ INFORMATION HAS BEEW DOCUMENTED AND FORWARDED TO THE DEALER

- REQUEST MR. RICK BOEM ([ SVC MNGR) TD CONTACT THE CUSTOMER WITHIN 2
BUSINESS OAYS

- REIMAURSEMENT FOR TICKETS ARE NUT COVERED UMDER THE RECALL FROWISIONS
1997/01/34

FANTHLIS 15 THE CLOSING COMMENT

CUETOMER BROUGHT VEHICLE TN 1/24 FOR RECALL REPAIRS-REPAIRS DOMNE AND VEHICLE R
EURNED Td CUSTOMER-RICK HOEM

OwNER RELATIDNS VDP/BENCHMARKING ©02/11/98  FAXCARTE




Qa/11/8m MASTER OWHED RELATIONS SYSTEM §§ 14.21.02
Ex=—xBkcHimSeslbc-kcRh=-de=-=—k=-=x=8#=-c-==-CCE--SEEC=====S=S=S=S=S=S==S=S=S=SSGofSS3I-OI-AEEIEIAER
6782.JL GRP: AX06 CONCERN TONTACT VEH TYPE: CaR
OENVER 86 ZN/TR: CONTAGCT WER: 108014336 2 OPENED: ©1/23/1997
YIN: 1 ZYRT2DCEL EMGINE: [ CLOSED: 0173171997
(S PR L R N S L LR S O L E i T R S T R LI T IR Rl
LAST WAME : STATUS: CAMCELLED
quqrmm FIRST HAME: Ml E

ADDRESS -

CITY: STATE: zir: e
HDME FHONE - BLS . PHONE:

MODEL YEAR: MODEL : PROBE

MILEAGE: 117000 Wsh:

DEALER WAME: CASEY LUMA FORD-MER SALES CODE: 1584497 P & A: 20385
CAUSAL CORES: 1202 3105 SYMPTONS: 104 100

ORTAIN: (14 TRANS. DST/RGN: 5& TRANS. DATE:
SERVICE/SALES: 1 CONTACT DATE: O1/29/1997
ACH. CODE: ASSIST CODE: AWARD AMT : O SURVEY: ¥ (¥ OR N)
BUILD DATE: CALIBRATION:

ESP INFQ: EXPIRES:

DPEM RECALL: CWNER NOTIFIED: MICRO:

COMMENTS :

1887 /01723

4+x VEHICLE INVOLVED TN RECALL 96590« #:

e+ MAYIS: EUBSEQUENT #»+

CUSTOMER SAVE:

- 1B/98 REPLACED RESTRAINT S¥STEM LMOER RECALL {PRIVERS SI1DE}

- DEALER SAIR THEY CHECKTED PASSENGER STOE, AND [T PASSED THE TEAT
= 11/88 PASSFNGFR SIDF RESTRAINT SYSTEM HAS JAMMED, AND 1% 1MOPERABLE
"

PER CUSTOMER. DEALER SAYS:

= RECALL WAS OWLY FOR RESTRAIMT SYSTEM TRACK, NOT MOTOR

- REPATR WILL COST $190.00

¥

CUSTOMER SEEKS:

~ REPAIRS UMDER RECALL

.
CAC ADVISED:
-INFORMATIDN HAS BEEN DDCUMENTED AND FORWARDED TO THE DEALER

-REQUEST ME.DAVE CORTESE 5YC MNGR TO CONTACT THE CUSTOMER WITHIN 2 BUSIMNESS
pAYS-

= CONTACTED DAWE CORTESE (SVEC MNGH] FOR CLARIFICATION, WHO CONFIRMED PASSENGER
SIDE RESTRAINT SYSTEM WAS ONLY INSPECTED
= PASSENAER SIDE RESTRAINT S¥STEM RECEIWED ND REPAIRS UNDER RECALL

OwWNER RELATIONS VWOP/BENCHMARKING 09/11/98 FAACAHRTG




oa/11/98 MASTER DwWMLCR RELATEDNS SiSTrM 1) 14.21.02

IlIlHHhﬂﬂIrIIHHHHHIIIiIIINHHIIIIIIuhhHHHFII-uuulhmr : P

IIIIIIIIIII ANkE=-===_QoENCc
BTAIJL GRE: KMOE CONMCERN COANIACT YEH T«PE; CAR
OENVER BB ZNATR: CONTACT NER:@ 108014305 QOFEMED: 01/23/1997
VIN; ﬁ:_:ucnm_.mi ENGINE: C CLOSED: 01741713987
S SENN SR oS- CgEEEEkTr=——xrmm lllllll""uulIIINHHHHHIIIIHHHI.IIIH"HHHIIIHHHH
1997/01 /27

¢ VEHICLE IWVOLVED TH RECALL 96550+ we

*re NAVIS: SLUESEQUENT wew

CUSTOMER SAYS:

- 18/98 REPLACED RESTRAINT SYSTEM LNDER RECALL [DRIVERS SIDE)

= DEALER SAID THEY CHECKED PASSCMGEA SIDE, AMD IT PASSED THE TEST

- 11/95 PASSEMGER SIDE RESTRAINT SYSTEM HAS JAMMED, AND IS INOPERABLE

CALL BECAUSE SHE HASN'T HEARD FROM THE DEALERSHIP
[ ]
PER CUSTOMER, DEALER SAYS:
- NO CONTACT
E ]
CLUSTOMER SEEKS:
= A RESDLUTIDN
»
CAC ADVISED:
INFDRMATION HA§ BEEN DOCUMENWTED AND FORWARDED TO THE DEALER
- REQUEST MR.DAVE CORTESE S¥C MNGR TO CONTACT THE CUSTOMER WITHIM 2
BLSIMESS DAYS-
- COWTACTED DAVWE CORTESE (SYC WMNOR) FOR CLARIFICATION, WHO CONFIRMED
FASSENGER S!DE RESTRALWT SYSTEM WAS OMLY INSPECTED
= PASSENGER SIDE RESTRAINT SYSTEM RECEIVED NO REPAIRS LINDER REGCALL
1897/01/29
#XFTHIS 15 THE CLOSING COMMENT
OEALER HAS PERFORMED RECALL A5 PER INGTRUCTIONS - THIS I5 ALL WE CAN DO A5 THE
VEHICLE HAS 117,000 MILES ON IT.
1287501731
DUPLTCATE CONTACT WILL BE CANGELLED
THIS CONTACT HAS BEEM CANCELLED
OUWPLICATE COMTACT OPENED IN ERROR.

OwNER AELATI1ONS VOP/BENCHMARKI NG 02711798 FAXCARTG




0911 /498 MASTER OWMER RELATIONS SYGTEM LI 14,2102

A -—_Ex =K==l - - K- -=-S=-S=S=-S=S=S=S=SC=SS=SSSC=-SSES-S3ITOTS3ACIECSISESESLLENAGLLE AgpebEREEATEAEESEEEC-ES
BE1THML GRP: L3004 COMCZERN CONTALCT VEH T¥PE: CAR

SAM FRAH T2 ZN/TR: Al CONTACT MAR: 10805071 OPEMNED: O1/27/1997
YIN: :,___Emnnmr1 ENGINE: C CLOSED: 0372571997
TEENINEEENENEESEEEEREEENEER shkclEc-ixzlx-—mr=—E=——k==—=- - SCCm--——OINSEEEEENESERENRENmEN
LAST MAME: STATUS: CLDSED
TITLE: FIRST NAME: NI:

ADORESS :

CITY: ETATE: 21p: l
HOME PHONE : HUS . PHOME :

MINEL YEAR: an MOOEL : [2]

M1LEAGE : 1 wsD:

DEALER WAME: HAYWARD FORD SALES CODE: 172013 P& A: 07729
CAUSAL CBDRES: 1203 SYMPTOMS ; 10 D0

URIGIN: G0 TRANS. OST/RGN: 72 TRANS. DATE:
EERVICE/SALES: | CONTACT DATE: 02/06/1597
ACK. CDOE: ASSIST CODE: W AWARD ANT: 0 SURVEY: ¥ (¥ OR W)
BUILD DATE: CALIERATION:

ESP INFO: EAPIRES:

DPEN RECALL: OWNER NOTIFIED: N1CRA:

COMMENTS

1997/01/27

wiw YEHICLE IMVOLVED IN RECALL 9509 w=«

vev YEHICLE INVOLYED IN RECALL 96548 »=+

44 MAVIS: SUBSEQUENT we-

CUSTOMER SAYS:

- HOTH SI1DE OF THE FRONT BELTS HAVE LOCKED UP
L]

PER CUSTOMER, DEALER SAYS:

- MO CONTACT

.

CUSTOMER SEEKS:

- REFALR OF THE VEWICLE

.

CAC ADWISED:

-INFORMAT 1N HAS BEEN DOCUMENTED AND FORWARDED TO THE DEALER

~REQUEST M5 DORA LEPE (CUST REL WNGR) TO CONTACT THE CUSTOMER WEITHIN 2
BUSIMESS DAYS

1997 /02507

wvan YEHICLE IMVOLVED 1M RECALL SES4H #x»

»ss VEHICLE INVOLVED IN RECALL 985833 =x=»

+4+ NAVIS: SUBSEGUENT #¢»

CUSTOMER SATS:

- DODOES THE RECALL REGARDING THE SEAT BELTY INCLUGE B0TH THE PASSEMAER
AND THE DRIVER SIDES

« THE PASSENGER SIDE IS NOT WORKING FROFERLY

-
PER CUSTOMER, OEALER SAYS:NAWME WOT SIVEW

= THE SFAT BELT RECALL IS5 ONLY GODD FOR THE DRIVER SIDE
.

OWMER REILLATIDNS VDP/AENCHMARKING 09711798 FAAGCARTG




