INFORMATION Redacted PURSUANT TO THE FREEDOM OF
INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6)


Yenenesh.Hailu
FOIA B6





Instructions for Reimbursement
Safety Recall: 2002-06 CR-V Driver’s Power Window Switch Does Not Work or
Works Intermittently

Reimbursement eligibility

You may be eligible for reimbursement if you previously paid to have the power window master switch
replaced.

e

&’ You must have had your vehicle repaired before receiving this notice.

/" You must have owned the vehicle at the time of repair. You are still eligible if you no longer own
the vehicle.

NOTE: Any incidental expense or inconvenience you may have suffered due to the loss of use of your
vehicle may not be reimbursable.

To apply for reimbursement

v" Complete this reimbursement form.

v' Attach a copy of the repair receipt or invoice. A copy of the repair invoice from an authorized
Honda dealer or independent repair facility, indicating the replacement of the power window master
switch, will meet this need. This invoice should show your vehicle’s maodel, vehicle identification
number (VIN), the name and address of the facility that did the repair, the itemized cost 6f the repair
(parts and labor), and the date the work was completed.

Attach proof of payment, such as a copy of the canceled check, bank statement, cash receipt, or
credit card receipt showing that you paid for the repair.
Mail this completed form and the copies of the receipis and invoices to:

American Honda Motor Co., Inc.
Automobile Customer Service
P.O. Box 2964 ' :
Torrance, CA 90509-2964

Please allow 6 to 8 weeks for reimbursement,

Failure to include proper documentation can delay your reimbursement. If you have questions,
please call your local authorized Honda dealer. i they cannot help you, call 800-999-1009, and
select option 4.

Fill in the blanks below. Please print clearly, and provide complete information.
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1/26/2013
To: Honda Motor Co. Customer Service,

Hopetfully this letter gets 0 someone who has better customer service skills than
your Manager Chris @ Ext. 117703.

My recent experience with Honda began several months ago when I received the
safety recall notice on my 2002 CRV drivers power window switch. "I did, in fact,
have a problem with my window switch in 2009 and I replaced the switch. My
problem was one window worked intermittently and then there was a burning
smell, it smelled electrical. After that smell the window stopped working and then a
second window stopped working sometime later. I checked the switch and there
was some corr~sion. Once the switch was replaced all the windows worked.

I sent all the required documents for a refund of $194.52 on 11/28/2012 and
received a phone call fror Cheryl on 1/15/2013 to let me know the documents
were received and ] should allow 6-8 weeks for processing. Then on 1/23/2013 |
received another call from a different Chris to say 1 would not be receiving the
refund because my serial number was not included in the recall. I told him I was not
happy with that and he szid he could escalate the call to another department that
could help me,

I received another call on 1/24/2013 from Chris (Ext. 117703) and he had said the
same thing as the first Chris. I told him I was not happy with his response and again
told him I had the exact problem noted in the recall notice. He said he wanted to
work with me, to reach an agreement, and 1 said 1 should be refunded the amount
requested. Then he said that it was not going to happen. [ asked if there was a
department I could write to that may be able to assist me further. Chris’ response
was “I could write a letter but the letter would be going to him, since he was the
case manager.

After we hung up [ was thinking about the call with Chris and was not happy with
his reply. Basically I would be sending my concerns, in writing, and he is the only
one who would be reviewing them. I called back at 4:26 PM on 1/24/2013 and
spoke with Lisa, I told her about my call with Chris and she said he was the case
manager for my claim. Iasked her if I could speak with Chris’ supervisor and she
put me on hold for a bit and came back and said I could expect a call back from the
supervisor.

At 5:13PM | received a call, which I thought would be Chris’ supervisor, but to my
surprise it was Chris again. 1told him I wanted to speak to his supervisor and he
refused. He said, “his supervisor, Derwin, was refusing to speak with me and I could
write to Honda and Chris would receive the letter.” At this point ] was getting upset
at the extremely poor customer service [ was receiving from Chris and getting
nowhere.



I feel there is no other avenue, to address my concerns, other than trying to send
this letter and hoping that it gets to someone who values a long standing Honda
customer. I'have checkec the website and there is only one phone # and I keep
getting to the same person who is not interested in keeping a Honda customer. I
know at my job if [ was to tell a customer that [ could not help them, they could NOT
talk to my supervisor and if they wanted to complain about the way they were being
treated they could write a letter and I would look it over. I would be written up if
not fired.

I have filed a formal complaint with NHTSA and have included the case number
below. also look forward to your response and can be reached by any of the

following:
Phone
Email
Mail Sunrise, FL

Cc NHTSA (Case/File #10494929)
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