F "
e DOT Auto Safaty Hotline FOR AGENCY USECMLY  100X174 _
11.5. Departrmers: Vehicle Owner's ﬂsu%fytiunnalre Dete Racetved Repository [ ]
of Transpertation To Repart cle 5a Defects MR o R
1-868-DASH-2-DOT Al [ M
National Highway (1-888-327-4228) mml i mzwe Mo,
T e _ INTERNET:www.nhtsa.dot.gov/hatling 10078013
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VEHICLE INFORMAT ICH

e e
17mﬁﬂmﬂmmnmdmmmﬂ [TETTS Modsl Mode] Year
1mm1‘msn- : FORD EXPEDITION 2060

Fuowi Typa:
s
Tra Tvpe D 141000 AR BAGS:FRONTAL
Mutpls Falurs: 1
{neddri Darals) Falura Mieage
N -MAY-2004
b ooD
ADDITIONAL | TEMS TQ BE COMPLETED WHEN FEPORTING A VIRE FAILLEE

Tirs Make Twe Winddal (Mama or Kumber] Tira Stm {Example P71 258501 5)

DO No. [Exampla: DOTMALBABLDSG) qQ Mt

il E mwngﬂﬁ Fallure Loction:

Tire Componant. Coda Tire Falure Type

ANDITIONAL ITEMS TO BE COMPLETED WHEN REPORTING A CHILD SEAT FAILURE

Meka: Diate Manufactumed : Mocel No./Neme:

Seak Type: InyGaigtion Systom:

Child 5aak Component Coge: Failed Fart:

APPLICABLE INCIDENT INFORMATION
foem duterig in detell ife nckiank Errpinl Drachioe. sared ENEEWIRAE
Crash Fira Number of Poranns Injurad Humber of Reported to Polics

¥

Narrative Duscription of lrecidant(5) Crashies), snd Injury{les).

Fieaze describe (1] svahcs [sading up to the falrs, {7) falkure s ks consaquences, and (3] what was dons 1o comect tha fallure;
Li, parts repsred or replecad {and if cid part is avallable),

WHILE DRIVING AT 50 MPH CONSUMER WAS INNCAVED IN A FRONT END COLLISION. UPON IMPACT THE AIR BAGS 01D NOT DEPLOY.
ALSO, AIR BAG WARNING 83 LIGHT DID NOT APPEAR PRIOR TO THE CRASH. CONSUMER WORE A SCAT BELT, NC IMJURYREPORTED. A
POLICE REPORT WAS I55LED . *AK

ludg. K B DETLnEEE. henOr A0S IEDE [TYONCE i I AL w17

mmmgn.nuumu-snmmmuwm-mwmwm-ihﬂurhmm Highwvery Toarfie Sadamy A s Sl e i
|mm‘fﬂ1nmu‘h’mmnwmeWH.mrmmymmmlmﬂ-m I el a1 Wil & haUiacTLIrer

yhumld tu ks apprapriete 5 etion to oomect & Safaly atact. 1T tha BHTSA pronee with sdminiatrakive srioroemant ar FUgmLion S5aires MEriecurar. your respcrd,
or s Sadatins| Eum ey EHANE0T. iy B uesd in moppert off the S ey s fctien.
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. JUND 2200 . : .
S Alabama Uniform Traffic Accigent Repont - o
wmo. A ~ Truck/Bus Supplemental Sheet Seet D ot D Sous

Ganem@l Instnacions

Gompista this form for ach queRlying vahicie ONLY ¥ the eccident meets BOTHoi the folowing crisris: _
1. The aocident iInvolved a qualiying vehiole {truck with & ar mara tires o HazMat placard, of 4 bus desipnad o cary 16 or more,

inphuding driver) and; L
2. The acckdat resulted In at lmet one of the tlowing: A-one or more fatslities B, o Or more pei@one knjured and Lakean from
tha scens for immadists iwdizal aitantion, o £. one or more rvplved vehioles had to be pwed from 1w scane as & vezult of
isabiing camage or had 1o recaive assistance to loava.

Screaning Infarmation

Nurnber of Qualtying Vehidies: Numbar of Parsons:
Trucks with & or mora tree or HazMat placard Sustaining fatal Injuries g:‘ .
Busea dosligned to carry 18 or more {nckiding driver) 1 Transporisd hyr immedlate mecdos] treatment ﬁ

Humber of wehicles fowsd mmm#hmwmm —
e Vehicla Information

Gross Vahiole Waight Rating (GVIWA) Hazzrdous Material imvolvemant

A Truck, tractor ar bus ek, A00 Didmunhhnnanhwﬂ_ﬁs No
B. Traher or tralara fokal) If Yas, mciude fokowing mformation from placand '

Total GVYWR for unit {A+B) A. Name or 4-ggh mumber from damond of pos

B. The 1-diglt number from bottom of diamond
vyas hazamous maierial refaased from THIS vahicis's oarpa?__ Yes _ No

Total nunber of das ok
Vhicie Configuration  (citie one number} :
2 Single uni truck (2 axles/ 6 or more tires) 3. Single unt truck {3 or more axies)
4. Truck wih mller . Tnrk tractor only (bobtal) &. Trmctor wih camni-traller 7. Tracior with double frabiers

8. Trackr with trple trailers & Unknown cless haavy ruck 0. Anyather 4-tired vahicle

_ Type (cicis one mumbar}
2. van‘anoioand box 3. Cpmgo tank d, Fiathed B. Dump
6. Concrete rmixer T. Auto trensponsr 8. Garbags/ rofuse 8. Ohhar
_ Motor Carier information [
HDTE:HHDTlmunrnurlh‘.mNDNEqummufnerm:mnhtwm.mﬂgﬂmEmmaﬂtEmﬂsSmIm

Cander Mam&
Source (tircle ena munbe) 1. aide 2. Bhipping papsrs 3. Dntuer 4, r

Casthar malllng adcrass [Strost or P.0. Box)

-E;.L'r' b

City, Siain, 2 o
Carvier [dentilcation Numbers ne = 0}
LS DOT ICC WG STATENO. STATE
Sequance of Events i, 3
iate: for THIS vehicis — list up fo four Evant #1 Event #2 Evani #3 . Event#s -~
Non-Colilsion. 1. Ran off road 2 lankdmbia 4. Ovotturmad (milover) - 4 Downhll runewsy
cﬂs 5. Cargo kogs or shift 6. Exploston of fre 7. Separation of units 8. Other nar-caliialon
Colllsion WRh 8. Pedegin 10. Non-perked vehicle 11, Parked vahice 12, Train
13. Padalcycle 14, Andmel 15. Fixed object 16, Cithar ohjact
Sgrmars o PR VR~ 7a ECE T Feporins Pofs gy OFF B T

- ™, . a . - - H— - ' _ . - Coam ke | I ]
' .\4,‘_5'(1.;..:& o I P Wi T N P L BT - P S - i AL




Troek

A motor vehicls designad, uaed or medmininad primarty for
thae transporiation of property. For the pupose of this form
the vahicle must alao mest cne of the following critecia:

= Have at sast G tires on tha ground, or

» Camy & Hazardous Mataral Placand,

A motor vehicls providing sapta for 16 or mone parsons
inciuding the drivar and usad prirmarily for the transportation
of parsona, .

Traher
& non-powes vahiclke towed by a motor vahicls.

A highwary relsted incldent normally investigaiad by o

pollce citicar arud reponed on e standard accidant repor

form invalving one or more tlucks or buses {as delinad

hem’ which resulis in:

= ne of more ietelitias, or

« Onm or mors non-fatal Injuriea requiiing tansportetion for
the purposs of obiaining mmadiats medical treatment, or

= Ong or mars of the vehieies belng rernovad from the
weand a5 8 result of dmbling damaos, or

= Dna of mors vehlcles requiring Intwvening aselatance
hﬂuraprnnaadhguﬂurthum_puwar.

- Typical Vahicle Sthoustias

2 Gingle urht truok - 2 wdea [ & treg

=

3 Single urlt wuck - 3 mdac

=l

5. Truck tractor botmil)

5. Tracior with sernHradier

&. Traeior with triphs tallara

Typical Hazerdaus Matetial Placards




. (FLEASE PRINT OR TYPE)
Alabama Department of '

Public Safety | e

P. 0. Bex 1471
Mantgamery, AL 35102-1471

COMPLETION OF THIS FORM 15 REQUIRED BY [52-7-1, CODE OF ALADAMA 1975,
mmmnmmmmmmmmmmmmmmw.

OWNER
Doreze  CsAREZED OET & BN Oorme [ rRkED Oatr &suN

Torronse,
DRIVER'Y DATE OF BIRTB

Bomrabae | AL

OTEER VEHFCTE (Use ndditionnl frm I mare thex two (2) vakizles)

YEAR | MAKE TYPE | COMMERCIAL ‘Ems
Zeoo|O¢ip | Aop | VEECIE KO zz
Iy

| LCENSEPLATEWO.
FUH&#&CQJE‘_ |

PROFERTY DAMAGE

WWWWMWMWWM}'

INSURANCE INFORMATION ON BACK MUST BE COMFLETED AND BIGNED

3E-13 (COMPLETE REVEESE SIDE)




1. Whem acoidet the veisicls I was drivig was oovored by Babitiey | ADDRERS: STREET NG

warunes with

- YOUR IHIURANCE TNFORMATTON N YOUR
mmm-mwhwmmwmmm. FULL NAME OF INJURED IN YOUR VEHICLE DID INXBED: DIE?
 nd Sodiorn g nacalens, Mark ool b kpmoritiats bost. All infwmation vl beveriflad Ovez Cwne

{Lini oune of insuranos ary ETATE A

DATEOFEIETH |EEXLIM INJURED WAS (Flastes Cirvle}
OF |DRIVER PABSENGER PEDEBTRIAN OTHER

FULL NAME OF INFURED IN YOUR, VEHICLE DI INJURED DIR?
3 Wiwa acclduot vooured, fio veiiale ) was driving was 1ot cirvered by Hahilky : Oves [Ino
—es o ADDRESE: STREET NC1 '
Focr BR-23 (Flast Poticy’) in om G with Dpreriroen of Public Batbiy:
Your ebivie i 2 qualtfiod carrior with Alatmena Pubtic Bervies Cooprmiaalon, | <ITY
Deparincnt of Fobtic Sty Sel-Ewarance Curtifizate No. e o s eI PO WA e o

4,
3. -
. . . [lr |DRIVER PASSEWGER PEDESTRIAN OTEER
oo Y. o oujsled | |

INPOEM ATKIN AND INETREDCTIONA: Complets thie wmmrmmummhm#mdwﬂmmumw
for fheen. You most ghve vebisis petior athur demages i AoBar sronwl,

VEHECLE ANTVOR OTHER FROPERTY DAMACE

oOoo 0O

. | ' (Foll Nemo o Perwm Making Clacn) ety thit danagasto my ropsty
snoumied 1o § (Amo of Tamages) s & rosall of thin moker Vells Mccident T hellwes T an ertitled 1o scesrer e amount specified from
' _  (Orivwrclehicls) md
med'\HHnL-ﬂIhuumhndnhml

mﬂhmniu (Lf oo i 3 comprng, ghes tills o percn tigaing citlm)

_ nmmmmmm&-mmmm

1 ' Mﬂmﬂmmwﬂ&ﬂﬂwmﬂdm-ﬂ
£ . (Amsoa of Injry) s & romll of S mckar velicle aceidert | baliove T om enfilad o secvvr the amonat specifind above fum
' ' - mﬁwm:mum
mmdm-ﬂlmurduﬂ.ﬂmﬁ.}
Sigrntro oF Clabrantfl el Grandian oflfinor _ : Dsh -

L . a (Pl Wamoe of Parson Exgured) cartify ot mvy meadionl emprre ar
5 ' (Amount of Ijury) s ¢ resshl of iw oedcr vehicls acoident [ befiove I s miified fo recover e wncot spacified sbeve fom

{Driver of Vebicdis) and from
_ {Oweier o Vichelo), it T berves ot redewaad sadd prty(leniy

FORM COMFPLETION REVIEW
1. Reviow form to ansurs sl htsnkes haoss been flled m 4 Biﬂll;ﬂhﬂﬁfﬂlhwm.
2, Use yoor full, gl parme, s, mwmﬂmhmpmﬁnmm
3. Desorfee all property damags (Exsuple: blaycie, form squipmest, bouse, Soe, sto.) 6. For suore imloovunion call 3%-242-40302,




06/07/2004 at 04:02 PM / File ID: -
58131 - S

IHAACE CLAIM SERVICE, INC.
ISAACS CLAIMS SERVICE, INC
DIVISION OF CANGE AND WOODS, LLC
1516 CENTER POINT RD STE 201
BIRMINGHAM, AL 35215
{205)853-9545 Fax: (205)853-8141

- Written By: ROBERT IS3ACS

For: AMIC -
Adjuster: JENNIFER LONG

1 e
Chic © ] Folicy

Address: BHAM, AL _ Date of Loas: 05/31/2004

_ Typa of Loss: Liability
Day: . Point of Impeat: 12. Front
Evaning:
Inspact . REPAIR SHOP
‘Looation: _ .
Reppiy ADAMSON FORD Days to Repair
Facility: Liceine #
2000 FORD EXPEDITION 4X2 EDDIE BAUER 8-5.41,-FI 4D UTV BLACK
vii: 1FMRU176SYIHIEEEE Lic: AL Frod Dats: Odometar: 60000
Bir Conditioning Raar Dafogger : Tilt Wheel
Cruise Control Intermittent Wipers Climate Control
Keyless Entry Dual Air Condition’ Rear Wiper
Body Side Moldingsa Dual Mirrors Privacy Glass
Roof Consoie Luggage/Roof Rack Fog Lampa
Clear Coat Paint : Power Steering Power Bralkes
Power Windows Power Locks Powaer Driver Saat
Power Mirrora Anti-Lock Brzkea {4) Driver Air Bag
Passenger Alr Bag 4 Wheel Dlsc Brakes Leather Seats
3rd Seat Captain Chaira {2) Rear Step Pumper
Running Beoards/Slde Steps Aluwminum/Alloy Wheels
NO QF DESCRIPTION QTY EXT. PRICE LARGR  PAINT
1 FRONT EUMPER
2 O/H front bumpar 1.5
kb Repl RECCND Pumper chrome ' 1 263.00 Incl.
i Add for fog lamps . _ 0.3
5 Repl RT Bumper side bracket 1 14,48 Incl.
b Repl LT Bumper slde bracket 1 14.48 Incl.
7 Repl RT Bumper mount plate 1 14.52
8 Repl LT Bumper mount plate 1 14.82
g2 Repl KT Bumper stud plate 1 11.54 Incl.
10 Repl Pad assy chrome bumper 1l 123.10 Incl. 1.5

harvest gold




06/07/2004 at 04:02 FPM

581131
PRELTMINARY EATIMATE _
2000 FORD EXPEDRITION 4X2 EDDIE BAUER B-5.4L-FI 4D UTV BLACK
NO. oF. DESCRIPTIDN
11 Repl AT Bumper filler
12 Repl Valance w/fog lamps, w/o tow
hooks storm gray
13 Repl License bracket
14 GRILLE
15 Repl Grille Eddle Bauer Ebhony
16 Repl Mount panel
17 Repl RT Mount panel lower bracket
18 FRONT LAMPS .
139 Reppl RT ‘Headlamp asgsy
20 Aim headlamps
21 Repl AT Fog lamp assy
22 COOLING
2% Rpr Radiator support
21 HOOD
25 Repl Hood
26 Add for Clear Coat
27 Add for Underaide(Completa)
28 Repl RT Hinge '
29 Repl Latch
30 FEHDER
a1 Rapl RT Fender w/whzel lip w/o
antenna
32 Overlap Major Adj. Panel
33 Add for Clear Coat
34 Add for Edging
35 Deduct for Overlap
36* Bpr PRT Inner panel assy
37 Overlap Major Adsj. Panel
gk Bpr RACK SET CUP -
394 Rpr STR RAILS _
404 Rpr PULL & 3QUARE UPPER STRUCTORE
41 ' FRONT SOQSPENSION
4z2* Subl Alignment
43* Repl RT Stabllizer bar bracket
a4 " Repl RT Stabilizer bar insulator
45 : STRIPE TATPE
4b¥ Repl RT Stripe tape Arizona baige
47 MISCELLANEOUS OPERATIONS
48 Repl Cover car/bag
494 Refn Restore ceorrosion protection
So4 Refn Tint paint
51 OTHER CHARGES
S28 E.F.C.
53§ Towing

File ID: SE&7

QTY EXT. PFRICE LABODR

1
1

11.97

-182.53

7.70

310.23
14B.23

T.88

160.00

130.33

372.87

30.08
30.73

285.80

13.02

B3.17

3.00

Incl.
Incl.

D.2

Incl.
2.2
0.1

Incl.
0.5
Incl.
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2353.50



06/0%/2004 at 04:02 PM File ID: 9567
58131 :
FRELIMIMARY ESTYMATE
2000 FORD EXPEDITION 4%2 EDDIE BAUER 8-5.4L-FI 4D UTV BLACK

Paxrts ) 2208.40
Body Labor 19.2 hra @ $ 42.00/hr 806.40
Paint Labor 13.2 hrs @ 4 42.00/hrx E54.40
Frame Lsbor 7.0 hrs 8 & 45.00/hr 315.00
Paint Supplies 13.2 hr=s @ & 25.00/hr 330.00
Sublet/Misc. ' 45,00
Other Charges . 100.50
SOBTOTAL $ 4359.70
Sales Tax $ 2208.40 B 8.0000% 176.67
TOTAL COST OF REPARIRS 5 4536.37
ADJOSTMENTS:

Daductible g.00
TOTAL ADJUETMENTS 3 0.00
NET COST OF REFAIRS . 5 4834.37

*kkkk*THISE IS NOT AN AUTHORIZATION TO REPATR¥*#*t%
AUTHORIZATION MOST COME FROM OWNER OF VEEICLE.

ALL SUPPLEMENTS MUST BE APPROVELD AND OR REINSPECTED BY APPRAISER OR SUPERVISOR
PRIOR TC PERFORMING ADDITIONAL REPAILRS. SUPFPLEMENTS SUBMITTED WITHOUT FRIOR
APPROVAL WILL NOT BE EONORED AFTER REPAIRS ARE COMPLETED. ALL PARTS REPLACED
MUST BE SUPPORTED BY IRVOICES.

Estimate based on MOTOR CRASH ESTIMATIKG GUIDE. Unless otherwlas noted mll items are deriwed
from the Gulde DRZMCST Database Date 472004 and the parts aelected are OEM-parts manufactured
by tha vahicles Original Eguipment Manufacturer. Asterisk (¥) or Double Asterisk (*+)
indicates that the parts and/or labor informetion prowvided by MOTOR may have baaen modifisd or
may have come from an alternate data source. Hon-Driginal Equipment Manufacturar aftermarket
parts are described as AM, $ual Rkepl Parts or Comp Repl Parts which stands for Compatitive
Beplacemant Parts, DOped parts are described as LKQ, Qual Racy Parts, BCY, or USED.
Raconditloned part= are describad as Recon. ERecored parts are descrlhed as Recora. HAGE
part Numbers and Prices are provided from National Auto Glass Speclfications, Inc. Pound
gign [4) items indicate manual antries.

Pathwayz — A product of CCC Information Services Inc.




Nesseqes Sent 4y Ford !

From: I

To: Ford Motor Company
Dats: 6/5/2004 6:57:56 PM
Subject: Pictures

Trackin
Came |

Pleasa find attached the plctures of tha vehlcle.

Blmingham, AL

A

»>> Ford Motor Company <crefmefBcustomersupportctr.coms> 652004 1:03:55 AM =>>
Thank youl for contacting Fond Mator Company,

Wa appreciate the ime you have taken to write s, and we acknowladge
recelpt of your e-mall. We ara cumently addreasing your Inguiry and

will be contacting you within thres busineas days. For any fubune
correspondance ragarding tis lsace, plaase rafararnca this information
in your massnge:

Tracking 1D:
Case |D:

Sinceraly,
Ford Mator Company
Customar Relationshlp Center




To: Ford Mador Campany
Dato: BHM Q2004 8:14:14 AM
Subjeet: Picture

Aftachad Is e picture of the wrecked vehicle.
Thanka.

e

»>> Ford Maotor Company <crefmefoustomersupporictr.com>= 8872004 1:00:55 AM >>»
Thank you for contacting Ford Motor Company.

We appreciate the fimea you have takan to writa us, and we acknowledge
receipt of your e-med. We aré curently eddressing your inquiry end
will bs contacting you within three business days. For any future

" comespondenca regarding thia issus, please reference this Information

in your maseage:

Tracking |
iCese I

Sincarety,
Fard Motor Company
Customer Refationahip Center




From:

To: Ford Motor Company
Darte: 825/2004 9:45:42 AM
Subject: Re: Ford Mater Company Ackncrwisd oarmant

Tracking 1D
Case 1B;

It has bean greater than the 3 business days and | stil have not recaivad a responsa to my criginal e-mall.
Plesse respand,

Birmingham, AL

== Ford Motor Company <crefmog@eustomersupporictr.coms> G/87/2004 1:03:55 AR >
Thank you for contacting Fard Motor GCompany.

Woe appreciata the thine you heve taken & write us, and we acknowledga
recaipt of your &-mail. We are currently addrassing your inquiry and

will be contscling you within three businass daya. For any futura
comespendance raganding thie lssue, please rafarance this Information
in your maseage:

Tracking 10
Case |Dx

Sincenaly,
Ford Motor Company
Customer Relationghip Cantar




From: I

To: Ford Motor Company
Date: /282004 9:00:48 AM
Subject: Re: Ford Motor Company
Cherr

Ford Motor Company

Customer Ralationship Center

Dear Che.

Your e<maf is not 100% accurate. | Inttislly made cantact with Ford Motor Company via e-mall on June 7
or 8, 2004. | received an e-mail response from Ford Motor Company on June B, 2004 acknawiadging
recalpt of my e-mall and indicating that Ford Metor Company would be addressing my inquiry and
contacting me within three business days. Three business days would have bean around June 14, 2004,
As of dune 14th, regairs to my vehlcle had not begun or wass in the very early stages of baing repaired;
howsver, | had no response to my e-mall from Ford Motor Company.

As of Juma 25th, | atilt did not have a rspanss ko the Inttial e-mall that | sent.on June 7th or 8th {to which
Ford Motor Company responded to on Juna Bth indicating that they would respond within 3 business
days). Since | had net heard back from Ford Motor Comparty, | called Fard Motor Company's customer
garvice number on Jurws 25th ta Inguire as o when E would recelve 2 responas. Someorn took my nemu
and number and iInformed me that someone wauld follow LUp with ma,

When | finally spake with someone from Ford Mator Company on June 25th, [ was given & genenic answer
ragarding why my airbags did not deploy whan my Ford vehicla was involved in e front end collision going
50 mph. Tha generic answer was thet | would nead to chack the asitbag sensor at my expense to
detartning why they did not deploy. |informed tha representative from Ford Motor Company that this
would not have been an Issue had | known to do this several days a0 when the vehicla was dismantied
for repairs. The only responsa that | mcelved back from the representative was that | would nead to
check the airbag sensars at my expenge.

I informed tha represantativa that | was not satisfied with the amaount of ime that it tbok Ford Mator
Campany ko respond to my Initlal e-nail — to which | had to fallow up an because Ford Motor Gompany
tid not response back as they sakl they would on June 8, 2004 nor was | please with the responsa. | also
informed her that | would final a formal complalnt with the appropriste Faderal agency.

Thank you.

»»>» Ford Mator Company <crefme@@oustomersupportctr.com: 82672004 10:57:58 AM »»>»
Dear [N

Thank yau for your message of 068/25/04 ragarding your 2000 Ford
Expedition. We appreclate tha time you have taken o writa us regarding




your vehicle concam.

Wha ragrat the circumetances that have prompéad you to contact us.
Please accapt aur apology for any frustration or Incomvanience you may
have exparienced as a rasuk of this situation.

The circumatances that you have quiiined In your original e-mall have
been given careful consideration.

Our records indicata that on 08/25/04, you comtacted the Customer
Ralationship Center (CRC) via phone and our Customer Seqvice

Repressniative provided an anawer bo your inquiry.

We appraclate the fact that you are a loval Ford custorner and we
apologkza that we are not able te give you a satisfactory answer. ‘We
thank you for the oppertunity to address this concem however at this
tima, no changes wil ba made on the declsion, Wha appraclale your
feadback and hopa that you will continue fo be a loyal Ford customer.

Wea are relleved to hear that you were not injured. \We sirive on
bullding quality vehicles for ell of our customers. \We appreciate the
time you have taken to give us the detalls of this Incldant This
informertion Is used by our Engineering Team to strengthen our safety
record,

At Ford Motor Comparny, wa conslder the satisfaction of our customers as
one of our most important objectives, If you have any other Inquiries

or concemsa, pleass feel free to contact us and we will ba happy to
address tham,

Thank you for contecting Ford Motor Company.

Sincerely,

Cherr

Ford Motor Company
Customar Ralatianshky Canter

Find the answers to many of your Ford vehicle-refated questions at My
Ford - Ford's officlal ownar wabsite.

Online camer quidas, the [atast Incentives, racalls, Ford Cradlt accass
ard more — all at your fingertips, My Ford |e a frae, persorializad
resource avatable t wu_Z#—?. whenaver you nead information. Just

vislt wwyw,myford. fordvehicles com to sign up now.

Criginal Message Fofiows:
Tracking 1D
Cssa ID:

It has bean greater than the 3 business daye and | still have not
received a responsa ko my original e-mail. Pleasa respord.




Blmningham, AL

»»> Ford Mator Company <grefmefdcustomea s
AM >
Thank you for cantacting Ford Motor Company,

pportetrocoms 642004 1:03:65

We appreciate the time you have taken to write us, and we acknowledge
receipt of your e-mail. We ara currently addressing your inquiny and

wil ba contsctng you within three business daye. For any futuna
comespondenca regarding this lesue, pleassa refarance thig Informatien
In your message:

Tracking
Casa ID:

Sincaraly,
Ford Mator Company
Customer Relationghip Cantar




From: '
s P

Date: 8/30/2004 8:58:25 AM
Subfect: Re: Ford Motar Company
Charr

Ford Motor Coampany

Custormer Relationshlp Ganter

Dear Charr,

Once again your s-mail is incormect.  Again, | first made contact with Ford Mobtor Company on June 7th or
8th via e-mail (not on June 26th via talephone) and | recaived an e-mall frem Ford Motor Compary
Custamer Ralationship Cantar on Juna 9th which | have attached ta the siwd of this a-mail which includes

a Tracking 1D and a Casa ID number—  Tracking ID_ Case I0x -

My first and foremost Issue is the air bags did not deploy during a front end crash going 50 miph. My
secord lzaue s the length of ime It took Ford Metor Compatty to respand to my iniial e-mail. Agaln, my
car was dismantied for repalrs during the first 2 waeks ¢f Juna and it coukl have been almple for me to
herva tham chack the air bag ssnsors ot thet tme.  Now, because Ford Motor Company could nat respond
in & imely mannar, Ford Motor Company le saldng me to go to mora axpanse to chack the air bag scnaor.

Does the air bags not come with some type of warranty? ‘Fon‘ Yl‘-ﬁ?bﬂJbJ- -‘1;,
Thank you for your rasponse. '
Yo, e-ma| on "“} 50/6"‘;

"\wmu; Ford Newr
RJer-.:eJ “#ﬂs CPA!G"'EM

Birmingham, AL I e Y !‘1 chnd

Bimingham, AL N

»>»>» Ford Mater Compeany <grefme@customersupportctr.com> §/20/2004 3:00.55 PM »»>
Deor I '

Thank you for your messaga of 06/2804 megarding your 2000 Ford
Expadition. \We appraciate the tima you have taken 3o write us regarding
your vehicle concerm.




We negret the circumstances that have prompted you to contsot us.
Please accept our apalogy far any frugiration or iInconveniance you may
have axpsrishced as a result of this altuation.

As prevlously communicated o you on 08/26/04, our necords Indicate that
you contected the Customer Relalionshlp Canter (CRC) via phone and our
Customar Service Rapreaantative provided an anawer %0 your Inquiry,

Since you have indicated that you are dissatehed with our espones to

you, we have performed ancther search of the resources avaitable 1o us

to respond to your ingquiry. Regrattably, wa ars not abks to provide you

wilh an akemate response. We have however documentad your commants
far future refarence, I any additional information negarding thia

matter shoukl become available in the fulure, plessa lot us know,

Our quest for excellence in customer service i» an ongeing and
evcluticnary process. Your fesdback will halp us reach the naxt leval.

At Ford Motor Company, we congldar the satisfaction of our customars as
ona of our most Important objectives. IF you have any other inquirec

of concemes, plaasa faal frea to cantact us and we will bhe happy I
ackdress tham.

Thank you for contacting Ford Motor Company.

Sincorely,

Cherr

Ford Motor Company
Customer Relationship Center

»>=> Ford Molor Company ghcustomergupportcir.com> 882004 1:03:55 AM >»=
Thank you for contacting Ford Mntnr Gumpany

We mppreciate the time you have taken to write ua, and we acknowladge
receipt of your e-mail. We are currently addresaing your inquiry and

will be contacting you within thrae businese days. For any future
comespondence regarding this iasuse, please referancs thls information
in your message:

Tracking 1D
Casa |

Bincerely,

Ford Motor Company

Customar Relationship Centar>>> Fird Motor Company <crefme@eustamersupportolr.come &/20/2004
3:00:55 PM >>»

Dear I

Thank you for your message of 06/28/04 regarding your 2000 Ford
Expedidon. We appreciate the ime you hava taken to writa us regarding
your vahlch concem.




Wa regret the circumstances that hawve prompted you o contect L.
Pleasa sccept our apalogy far eny frustration or Inconveniencs you may
hava axperisnced ae & result of this situation,

As previously communicated to you on 08/25/04, cur rcards indksats that
you contacted the Customer Relationshlp Center (CRC) via phone and our
Customer Bervice Repregantative provided an answar to your Inquiry.

Since you have Indicatad that you are dissatisfied with our response to

you, we have performed ancther search of the resourcas evaiebls t2 us

to respond to your Inguiry. Regrettably, we are not abke to provide you

with an altsrnade rasponse. Wae have however documented your comments
for future eferenca. if any additional information regarding this

mettsr shouki become avallable In the future, plaase et us know.

Our quest for axcellenca In custormar sefvice |6 an ongoing and
evoluticnary process. Your feadback will help us reach the next level,

At Ford Mot Company, wa considar the salisfaction of our cusiomears as
ona of our most impeortant objectives. |f you have any other inquiriaa

or concams, please feel froe to contect us and we will be happy to
address them.

Thank yeu for contacting Ford Mobor Company.
Sincarely,

Chemr

Ford Motor Company

Customer Relationship Center

Orginal Maesaga Follows:

Chemr

Ford Motor Company

Custormer Relationship Centas

Daar Charm:

Your e-mall Is not 100% accurate. | Inldally made contact with Ford

Motor Compary via e-mail on Junea 7 or 8, 2004. 1 received an s-mail
respoense from Ford Motor Company on June 9, 2004 scknowledging recsipt
" of my a-mail and indicating thet Ford Motor Company woulkd be addrassing
my Inquiry and contacting me within three business days, Thres business
days would have been around June 14, 2004, As of June 14th, reprirs to
my vehicla had not bagun or wag In tha very sarly stages of baing

repaired; hoavevar, | had ne raspons# ta my e-mail from Ford Motor
Company.

As of June 25th, | sdll did not hava a responsa to the initiaf e-mal

that [ sant on June Tih or 8th {to which Ford Medor Compeny respondad to
on June 8th Indicating that they would respond within 3 business days).
Since | had not heand back from Ford Motor Compeny, | called Ford Motor
Campany's customer aarvice numbser on June 25th to inquire aa to whan |
would racaiva @ reapansa. Someone kok my name and number and infanmad
me that samecrne would follow up with ma.

When | finally spoke with somaone from Ford Motor Company on June 25th,
| was given a genaric answer regarding why my alrbags did not deploy

whan my Ford vehicla was Involved In a front end colligion going 50 mph.
Tha generic anewer was that | would nead to chack thae alrbag sensor at




my axpanse to detemmine why they did not deploy. | informad the
raprasantative from Ford Motor Company that this waould net have been an
Issue had | known to do this savaral days ago whan the vehicla was
dismantied for rapalrs. The only response that | received back from the
represantative was that | wousld need ta check the alrbag senaors at my
EXpeGa,

| inkormed the represeniative that | waa not satisfied with tha amount

of ime thet it took Ford Motor Company to respond to my Inial a-rmail

* o which | had to follow up on bacausa Ford Motor Company did not
response beck as they sald they would on June 9, 2004 nor was | pleass
with the response. | also Informed her thiat | would final a formal
t:umplalnl with the appropriate Federal agency.

10:61:58 ﬂlh‘l R
Dear
Thank you for your message of 06/26/04 ragarding your 2000 Ford
Expedition. We appraciate the ime you have taken to write us regarding
your vehicle concam.

We regrat the circumstancas that have prompted you to contact ua.
Please aceept our apology for any frustration or inconvanlence you may
have experenced o 2 result of this situation.

The circumstances that you have outlined In your orginal e-rmail have
beaty ghven carsful consideration.

Cur records Indicata that on 062504, you cantactad the Customer
Relationship Center (CRC) via phone and our Customer Service
Represantative provided an answer b your Inguiry.

Woe appracixts the fact that you are a loyal Ford customer and wa
apoiegize that we are not able fo give you a satisfactory answer. Wa
thank you for the opportunity to address this concem however at this
time, no changee will be mada on the dacision. Wae appraciate your
feedback snd hope that vou will continue to be a loyal Ford customer.
Ve ars relieved to haar that you ware not injured. Wa sirive on

buliding quality vehkzles for al of our customers. We apprsciets tha

time you have taken to give us the detalls of this Inckient. This
Infwmatinn is used by our Englnearing Team to strengthen our safety
record.

At Ford Motor Company, we consider the satisfaction of our customers as
ons of our most important objectivas. If you heve any other Inquires

or concems, please feel frae to contact us mnd we will be happy ta
addrass them.

Thank you for contacting Ford Motor Company.

Sincerely,

Cherr

Ford Mator Company

Gmb:mﬂr Rulatrumhip Cantar

Find the areswers to many of your Ford vehrdu—ruhtad quastions at My




Ford - Ford's official owner webglts.

Online owner guidies, the latest Incentives, recalls, Ford Credit access
and more — all at your fingertips. My Fond |s a free, personalized
rescurca avallable to you 24-7, whenever you need information. Just

visit www, rmyford. fordvehicles.com to sign up now.
Original Message Folows: :

Tracking IDx
Case ID:
it has baan r than the 3 business days and | siill have not

recelvad 8 rasponsas to my onginal s-mail. Pleasa rasporyd.

Blmmingham, AL

»>> Ford Mator Company
AM ==

‘Thank you for contacting Ford Motor Company.

Woe appreciate the time you have taken o write us, and we acknowledge
recalpt of your e-mall. We are currently sddraasing your Inquiry and

will ba contacting you within three business days. For any future
cormespondsnce regarding this issus, please refarance this Information
®;

Ar.com> B/872004 1:03:55

Customer Relationshlp Centar




/R,,FI,,’ Messages YoM Fé:rA

From: Ford Motor Company <erefme@eugtomergupportctr.com>
To: I

Dato: 2004 1:04:26 AM

Subject Ford Motor Company Acknowledgemant

Thank you far contacting Ford Motor Company.

Wea appreciate the ime you have taken to wiite us, and we acknowledge
receipt of your &=mal. We are cumently addressing your ingulry and

will ba contacting you within three business days. For any fulure
comespendanca ragarding thie Iseue, pleass reference this informatian

in your meseage:

Tracking ID:
Casa 1D,

Sincarely,
Ford Motor Company
Customear Relafionship Center




an: Ford Molor Company <creimcgicustomearsupparteir.com>
|

To:
Date: BI282004 10:52:18 AM
Subjoct: Ford Motor Company

==
Thank you for your message of 08/25K4 regarding your 2000 Ford

Expadiion, \We appreclate the time you have taken b write us regarding
your wehlcla concam.

We regrat the clrcumstances that have prompted you to contact us.,
Please accapt cur apology for any frustraion or inconvanianca you may
have exparencad &s a resuk of thig shuation.

The circumstancea thak you have outlined in your otiginal &-mal hinre
been givan careful consideration.

Cur records indicats thet on 06/25/04, you contacted tha Cuatomer
Ralationship Center (CRC) via phona and our Customar Sarvica
Rapresentative providad an anewer to your inquiry.

Wa appraciate the fact that you are a foyal Ford customer and wa

e that we gre not abls to give you a satiefactory answer. We
thank you far the opportunity to address this concam howevar at this
time, no changea will be made on the decision. YWe appraciate your
feedback and hape that you will continue to be & loval Ford customer.

Woe are relaved to hear that you were not Injured. We sirive on
building qualiy vahicles for all of our customars. We appreciste the
time you have teken & give us the detalle of this Incidant. This
information ie ueed by our Enginearing Team to sbrengthen our safety
record.

At Ford Matar Company, we conzkdar the satizsfaction of our customars as
one of our most important objectives. If yvou hava any othar Inguidas

or concem3, please feel fres to contact us and we will be happy to
addreaa tham.

Thank you for contacting Ford Motor Company.

Sincarely,

Chemr

Ford Motor Company
Customar Relationship Centar

Fird the answers to meny of your Ford vehicle-related questions at My
Ford - Ford's officlal ownar webaite.

Online cwner guides, the |atest incentivas, recalls, Ford Creclt acoass
and more — all at your fingertips. My Ford is a fres, persaneized
resourca available o you 24-7, whanever you neaed mformation. Just
viait www.myford. fordvahicles.com o sign up now.




Orginal Message Fotiows:

Tracking 1D:
Case |D:

It has been graater than the 3 business daya and | atll have not
recatved a responaa to my criginal &-mei. Pleasa reepond.

Thanks.

Bimmingham, AL

>>» Ford Motor Company <croimegicustomersupportcir.com:= 8/8/2004 1:03.55
AN o=
Thank you for contacting Ford Motor Company.

Wa appreciate the ime you heve teken ta writs us, and wa acknowladges
recsipt of your e-mall. We are cumently addressing your inguiry and

wil ba contacting you within thrae buslness days. For any future
comespandence regarding this lsgua, please refarance this Imformation

in your massage:

Tracking ID
Case |

Sincarsly,
Ford Motor Company
Customer Relationehip Centar




From: " Ford Motor Company <érefme@customenupportetr.com>
To:

Datg! 01

Subject: Ford Motor Company

v
Thank you for your message of 08/28/04 regarding your 2000 Ford

Expedition, We appreciate the time you have taken to write us regarding
your vehicla concem.

Wa regret the clrcumstances that have promptad you to contact us.
Plegss accept our apology for any frustration or inconveniance you may
have experienced as a result of this skuation.

As previously communicated fo you on 06725804, aur records Indicate that
you contacted the Custcmer Relationship Center (CRC) via phone and our
GCustomer Sarvice Reprasentative provided an answer to your smquiry.

Since you have indicated that you are diasatisfied with our respense to

you, we hawve parformad anothar ssarch of the rescurcas avallable to us

to respond to your inquiry. Regrattably, we are not able to provide you

with an altemate rasponse. We have howsver documented your comments
for fulura refarence. i any additional information regarding this

matter should become avallable In the fulure, pleasa ket us know.

Our quest for excelence in customer servica & an ongoing and
avolutionary procesa. Your fesdback will help us reach the next lsvel.

At Ford Mator Company, wa congldar the satisfaction of our customers as
one of our most imporiant objectives. If you have any othar inguiries

or concems, please feel free to contact us and we will b heppy to
addresas theam.

Thank yau for contacting Ford Motor Company.
Sincerely,

Chemr

Ford Motor Company

Customer Ralgtionship Center

Original Meszage Follows:

Chesr

Fard Motor Company

Custorner Refationship Center

Daar Cherr:

Your e-mall is not 100% accurate. | Inltally made contact with Ford

Moter Company via e-mail on June 7 or B, 2004, | receved an e-mail
from Ford Motor Compeny on June 5, 2004 acknowladgling racsipt

of my e-meil and indicating that Ford Motor Company would be addresaing

my Inguiry and contacting me within three bueiness days. Three businass

days would have baen areund June 14, 2004, Ag of June 14th, repairs o

my vehicle had nat begun or was in the very early stegas of baing

rapaired; howwver, | had no response to my e-mail from Ford Motor

Company.




Az of June 25th, | =tll did not have a response to the initial a-mzill

ihat | sant on June 7th or 8th {to which Ford Motor Company responded to
an June bth Indicating that thay would respond within 3 business days).
Sinca | had not heard bask from Ford Motor Company, | called Ford Motor
Compamy's customer service number on June 25t ta Inguire 23 to when |
would raceive a response. ‘Someans tock my name and number and informed
me that someone would follow up with me. _

When | finally apole with someona from Ford Motor Compeany on June 25th,
| was given a ganeric answer regarding why my alrbags did not daplay

whan my Ford vehicke was involved In a front end coliigion going 50 mph.
The ganaric answer was that | would need to check the airbag sensor at

my expensa to detarmine why they dki not deploy. | Informed the
reprasantativa from Ford Motor Company that this would not have besn en
Issua had | knawn to de this several days ago when the wehicle was
dismantied for repairs. The only respensa that | recetved back from the
representative was that | woukl need to check the airbag sensons at rmy

expense.

| informed the representative thet | was not eatishied with the amaount

of ime that It took Ford Motor Company to respond te my initiel e-mai

* to which | had to follow up on becausa Ford Motor Company did not
response back as they sald they would on June 9, 2004 nor was | please
with the responsa. | afso infarmed her that | wauld final & formal
complaint with the appropriats Fedeml agency.

Thank you.

Birmingham, AL

»>= Fard Motor Company <crefme@ustomersupportatr.com> BA2652004
10:61:55 AM >>>

Dearlilllill

Thank you for your mesaage of 08/25/04 regarding your 200 Ford
Expedition, We appreciate the time yau have taken to write us reganding
your vehicls concam,

Wae regret tha circumstancas thet have promptad you o contact us.
Measa aceapt our apology for any frusiration or Inconvenlence you may
have axperiencad as a result of this shuation.

The clrcumstances that you have cutlined In your arginal e-mall hawe
been given careful conakieration.

Qur records Indicate that on 06/25/04, you contacted the Customer
Relationship Center (CRC} via phone and our Custormer Sarvice
Representative provided an answer ko your inquiry.

Wae appreciate the fact that you are a loyal Ford customer and we
apecloglze that we are not able to give you a aatisfactory answer. We
thank you for the opporiunity to addrass this concern howesvar ot this
tima, no changes will be made on the deciglon. Ve appraciste your
feadback and hope that you will cantinue to be a loyal Ford customer.
Wa are relieved to hesr that you were not injured. We strive on

buliding quallty vehiclea for all of our customars. Wa appreclate the
time you hava taken (o giva us tha detalks of this Incklent. Thie
Information |s used by our Englnearing Team b sirengihen our safety
récord.




At Ford Motor Company, we consider the satisfaction of our customers as
one of our mast important chjectives. IT you have any other Inquinas

or concerns, plasasa fas! fres to contact us and we will be happy to
addrass them.

Thank you for contacting Ford Motor Company.

Sincenaly,

Cherr

Ford Motor Company

Cuetomer Raelationship Center

Find the answers to many of your Ford vehicle-related questians. at My
Ford - Ford's officlal owner wabslila,

Cnline owner guicas, the latest Incantives, recalls, Ford Gredit access
and more — all at your fingertips. My Ford Is a free, personalized
rescurca available to you 24-7, whenever you need information. Just
visit wwrw.myford. fordvahiclss.cotm 1o Sign up now.

Griginal Masaage Follows:

racelvad & responsa to my original e-mail. Please nesporl.
Thanks.

Bimingham, AL

»»> Ford Motor Cempany <crefme@eustomersuppartetr.coms> 6/8/2004 1:03:55
Al =

Thank you for contacting Ford Motor Company.

Wea appraciste the time you have taken to write us, and wa acknowladge
recaipt of your e-mall. Wa ara currently addresalng your inquiry and

will ba contacting you within tree business days. For any future
comespondonca regarding this issue, pleass referance this nformation
in your messaga:

Tracking ID: KMM29384 13C0KM

Casa ID: 1033831

Sinceredy,

Ford Motaor Company

Customer Relationship Center




From: Ford Motar Com <grefmc@customarsupportetr.com>
To:

Dxte: &30/2004 4:52:42 PM
Subject Ford Motor Company
Dear

Thank you for your massage of 06/30/04 regarding your 2000 Ford
Expedition. We appreciata the time you hawve taken to write us regarding
your vehicle concam.

As previously communicabed to you on 08/28/04, we fesl that svery
conzideration hee bean given to thie matter arkl was apprapriataly
addrassad in our prior response.

Wa thank you for taking the ime o ket us know about your frustration

with the situaton surmrounding your vehicla concam. Feedback such as
yours allows us 1o examine our practices and pollcies to ensure that we
maat or exceed the expectations of cur customers. 'We rogret that we
have not done 8o on this occasicn. Your concemns have bean documented
for fuiure refersnca.

At i ime, our decigion wil not changs. H any additionad

information regarding this metter should bacome available in the fulure,
piease ket us know. This will be our st written communicaifon to you
on this concem.

We encourage and welcoma you B communisate with us again via s-mail
should you have a different issue or inquiry.

At Ford Moter Company, we conaider the satisfaction of our custormerns as
ona of our mast Important objactives. If you heve any ather inquiries

or concams, pleasa foel frae to contact us and we will be happy to
ackiress tham.

Thank you for comtacting Ford Motor Company.
Sincarely,

Cherr

Ford Medor Company

Customer Relationship Ganter

Original Meseage Follows:

Chamr

Ford Motor Company

Customer Relationship Center

Dear Cherr,

Once again your e-mail is incarmect  Agaln, | first made contact with

Ford Moter Company on Juna 7th or 8th via a-mail {not on June 25th via
telaphonse) and | recatved an &-mail from Ford Metor Company Customer
Relationshia Centar on Junw 8th which | have attached to the end of this

e-mai which inclides & Tracking ID and a Casa |D number *- Tracking ID:
Case |
- . .........

front end crash geing 50 mph. My sacord |ssue |s the length of time it




ook Ford Motor Company io respend to my Inltial e-mall. Again, my car
wag dismantied for repairs during tha firet 2 weeks of June and it could
hava bean simple for me 12 have them check the alr bag sensons at that
fime. Now, because Fard Motor Company could not respand i a timaby
.manrar, Ford Motor Company is asking me tc go 2 more expenss to chack
the ak bag sensor.

Does the alr bags not come with some typa of warranty?

Thank you for your reaponse,

Bimingham, AL

Bimingharn, AL

=== Ford Motor pany pportcir.com: 8/28/2004 3:00:55
PRI o

Dear I _

Thank you for your message of D8/28/04 regarding your 2000 Ford
Expadition. We appreciata the time you hava taken to write us mgarding
your vehicle concam,

We regrat the circurmnatances that have promptad you bo contact ua.
Pleasa accapt our apoiogy for any frustration or inconverlence you may
have axperianced ag a result of this stuation.

As praviously communicated to you on 06f25/04, our raconds Indlicata that
you contacted the Customar Retstionahip Center (CRC) via phona and our
Cuatomer Servica Reprazentative providad an angswer to your inguiry.
Since you hava indicatad that you are dissatisfisd with our response fo
you, wa have parformad eother seanch of the reacurces availabla to us

t= respond & your inquiry. Regretiably, we ere not abla to provide you
with an alternate reepones. We have howsever documented your commeants
for future refarence. IFany additional information nagarding this

maiter shouki become avallabla In the future, please lst ud know.

Our quest far excellsnce In customar sarvics is an angoing and
evalutionary process. Your fesdback will halp us reach tha next lavel.

At Ford Mator Company, we conskler the satiafaction of our customers as
one of our moat important objectivea. If you have any other inquiries

or concerns, plaase feal free to contact us sl we will be happy to
addraas thain.

Thank you for ecntacting Ford Motor Campany.

Sincenaly,

Cher

Ford Motor Compary

Customer Relationship Cantar

»»> Ford Motor Company <crefmebeustomensuppartetr.com> 6/4/2004 1:03:55
A =

Thank yu for contacting Ford Motor Company.




Wa appreciate the ime you have taken to write ug, and we acknowisdge
receipt of your a-mail. We are cumently addregsing your Inguiry and

will be contacting you within threa business days. For any futum :
cormespondanca regarding this lssoe, please rafaranca this information

In your :
Tracking |
Case |D:

Sincerely,

Fard Motor Company

Customer Relationship Centar=>> Ford Motor Company
m@u@mmuppmﬁt‘.mm: &29/2004 2:00:55 PM »>>>
De

Thank you for your massaga of 068/28/04 ragarding your 2000 Ford
Expedition. We appreciata tha time you have teken to write us regarding
your vehicks concam.

We regret the circumsbances that have prompted you to contact us.
Please accept our apology for any frustration or inconvenienca you may
have exparencad as a reault of thia situation.

As previousty cammunicated & you on 052504, our reconds indicate that
you cortacted the Customer Ralationship Canter (CRC) via phone and our
Customer Service Representative provided an answer to your inguiry.
Since you have indicatad that you are dissatisfied with our responsa to
you, wa have performed ancther search of the resources avalfable to us
o respond to your Inquiry. Regrettably, we are not able to provide you
with an alternate responge. Ve have however documented your comments
far future reference. i any edditional information regarding this

matter should bacome available in the future, pleass lat ua know.

Qur queat for axcallenca In customer aarvice [s an angaing and
avoutionary procese. Your fesdback will halp us reach tha next lavel,

At Ford Motor Campatyy, we congider the satisfaction of cur customers as
one of our moet importent objectives. If you have any cther Inquires

or concemns, please fesl frea to contact us and we will be happy to
addrass them.

Thank you for contacting Ferd Motor Company.

Sincersly,

Chexr

Ford Motor Company

Customer Relafionship Center

Criginat Measage Follows:

Charr

Ford Mator Company

Customer Relationship Canter

Daar Cherr:

Your e-mail la not 100% accurate. | indtially mada contact with Ford

Motor Company via e-mail on June 7 or 8, 2004. | ecelved an a-mall
regponsa from Ford Mator Company on June 8, 2004 acknowledging recalpt
of my e-mail end Indicating that Ford Motor Company would be addressing
my inquiry end contacting me within three busineas days. Thres besiness
days would have been around June 14, 2004. As of Juna 14th, repeirs to
my vehicle had nak begun or was In the very early stages of being

repaired; howsaver, | had no response o my e-mall fram Ford Motor
Company.

As of June 25th, | still did nat have a response o tha intial e-mall

that | sent on June Tth ar 8th (o which Ford Motor Company responded to
an June 8th indicating that they would reapond within 3 buginess days).




Since | had not heard back from Ford Motor Company, | ealled Ford Motor
Company's customer service number an Juna 25th o Inguire a8 to whan |
would recelve a rasponge, Somedna ook my name and number and infgrmed
e that sormeore wauk] follkw up with ma,

Whan I finally spoke with someone from Ford Mok Cormpany an June 25th,
| was glven a generic answer regarding why my airbags did not deploy

when my Ford vehlcle was involvad In & front end collision going 60 mph.
The yeneric answer was that I would need to check the alrbag sensor st

my axpense ko determina why they did not depley. 1 informed the
representative from Ford Motor Compainy that this wouk not have been an
issua had | known & da this several days aga when the vehlcla was
dismantied for repalrs. The only respanse that | received back from the
repreasniative was that | woukl nead to check the awbag senscrs at my
axpange.

| imfarrmed the representative that | waa not satiafled with the amount

of e that |t took Ford Motor Cempany to respond to my inltial e-maill

* ta which | had I follow up on becauss Ford Motor Company did not
responsa back 39 they gald they would on June 9, 2004 nor was | pleasa
with the response. | also informed har that | would fnal a formal

complaint with the appropriabe Faderal agenty.

Thardk you.

»>>> Ford Motor Company <crefme@customersupportetr.com:> BR28/2004
10:61:58 AM >>>

Deail

Thank you for your megsage of DB/26/04 regarding your 2000 Ford
Expedition. We appreciata the time you have taken to writeé us regarding
your vehicle oncam,

Wa ragrat the circumshances that hewve prompted you to contsct us.
Please accept our apalogy for any frustration or inconveniance you may
have experienced a3 a resulk of this situation.

Tha circumstances thet you hava outined In your origlnaf a-malf have
baan given carsful considaration

Our records Indicate that on OB/25/04, yau cantacied the Custamer
Relationship Center {CRC) via phone and our Customer Service
Representative provided an answer to your ingulry.

We appreciate the fact that you are a loyal Ford customer and we
apologiza that we are not able to glve you a satisfactary answer, We
thank you for the opportunity to address this concem however at this
time, no changes wil bs made on the deciion. We appreciate your
feadback and hope that you will continuae to ba a loyal Ford eustomer.
We are ralieved o hear that you were not Infured. Wa siriva an

builing quality wahicies for all of our customerns. We appreciabs the

lime you hava takan to give us tha detalls of this Incklent. This
Information |5 used by aur Enginearing Team to atrengthan our safety
record.

At Ford Motor Company, we conskdar the satisfaction of our customers as
one of our most Important objactives. It you have any otber inquiries

of concems, plaese foal fras to contact us and we will be happy to




addrega tham.

Thank you for contacting Ford Motor Compamy.

Sincarely,

Cherr

Ford Matar Company

Customer Relatbonship Centar

Find the answars to many of your Ford vehicla-relsted questions at My
Ford - Ford's official ewner wabaths.

Onfina owner guides, the latest Incentives, recafs, Ford Credit acceas
and more — ol at your fingertips. My Ford is & fres, personallzed
resourca avalabhs ta you 24-7, whenever you need Information. Just
viglt www. myford. fordvahlcles.com to Sign wp now.

Originad Message Follows:

Tracking 1D
Caoe ID:
It has an the 3 business days and | still have nat

recelved a rasponse bo my original e-meil. Please respond.
Thanks.

E= lessage body truncated by e Kana systam. ==
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