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12 messages

Hayward, James (J.) <jhaywa16@ford.com> Thu, Apr 20, 2017 at 8:43 AM
To: I

+

My name is James. | am the regional customer service manager who works with the dealers in your area. It is my role
to work with you and the dealer to help resolve your vehicle concerns. | understand that you are experiencingy issues with
your 2074 Focus and want 1o know if you can have the vehicle bought back. Because of the age and mileage: of your
vehicle we will not be able to honor that request. We can offer you a x-plan which is a family and friends pricing on new
Eard vehicle. | will alsa reach aut to the dealer to see if they can have their sales team talk ta you about trading out af the -

vehicle. We will also work with you and the dealer to complete repairs. | will follow up with you again by the 24t

Thanks,

Ford Motor Company ® .
James Hayward | Customer Service Manager | FCSD
866-6313788 x 77772) eFax: 1-866-396-4541

- jhaywa16@ford.com | www.ford.com

‘ Thu, Apr 20, 22017 at 8:52 AM
To: Hayward, James {J.} <ihaywa16@ford.com>

1 am just really upset with this whole vehicle. | put $3,000 of my own money as a down payment for this vehiicle when i
bought it brand new and have been paying a monthly payment each month only 1o keep having issues with it. 1ama
single mom with 3 kids that works full time and the primary driver in the family so when | bought this vehicle: | thought it
would be reliable. | have lost pay and gas money to continue to run this vehicle back and forth to Lakes andl it has heena
huge inconvenience. When the clutch starts going out in these vehicles the gas mileage is affected also. | have always
owned a Chevy vehicle and chose a Ford this time only because the dealer suggested this vehicle because | 'was good on
gas mileage and fit my budget. | am very disappointed with this vehicle and it has made me take a second look at Ford
vehicles. | understand this is not your fault at all but it is very frustrating when you work hard for your money and then
see it was dumped down the drain in a vehicle you thought was going to last along time. Thank you for getiting back to

e and | look forward to working with you on this issue.
Haywardl James iJi <'| haﬁm 6@ford.com> Mon, Apr 24, 2017 at 9:45 AM
To:

1 do apologiz e that your vehicle has been having these concerns. The dealer has advised me thaty ou will

be bring your Focus in for repairs on Wednesday the 26t | will follow up with y ou on the 27" 10 confirm
repairs went well or what our next step s will be.




From
Sent: Thursday, April 20, 2017 8:52 AM

To: Hayward, James (J.)

Subject: Re: CASE CAS—_RM-

[Quoted text hidden]

Hayward, James (J.) <jhaywal6@ford.com> Thu, Apr 27, 2017 at 9:35 AM
To: h

The dealership has advised me that the y are finishing up the repair on your vehicle and you should have
it back today. 1 will follow up with y ou on May 1st to confirm it is per forming ok.

Thanks,

From: Hayward, James (J.)

Sent: Monday, April 24, 2017 9:45 AM
To MR
subject: RE: CASE cas NG CRM_

| do apologiz e that your vehicle has been ha ving these concerns. The dealer has advised me thaty ou will

be bring your Focus in for repairs on Wednesday the 26t 1 will follow up with y ou on the 27 to confirm
repairs went well or what our next step s will be.

From:
Sent: Thursday, April 20, 2017 8:52 AM
To: Hayward, James (J

Subject: Re: CASE CAS_ CRM-

1 am just really upset with this whole vehicle. | put $3,000 of my own money as a down payment for this vehicle when
bought it brand new and have been paying a monthly payment each month only to keep having issues with it. 1ama
single mom with 3 kids that works full time and the primary driver in the family so when 1 bought this vehicle | thought it
would be reliable. 1 have lost pay and gas money to continue to run this vehicle back and forth to Lakes and iit has been a
huge inconvenience. When the clutch starts going out inthese vehicles the gas mileage is affected also. | have always
owned a Chevy vehicle and chose a Ford this time only because the dealer suggested this vehicle because | wias good on
gas mileage and fit my budget. | am very disappointed with this vehicle and it has made me take a second look at Ford
vehicles. | understand this is not your fault at all but it is very frustrating when you work hard for your money and then
see it was dumped down the drain in a vehicle you thought was going to last a long time. Thank you for getting back to
me and 1 look forward to working with you on this issue.

[Quoted text hidden]




To: Hayward, James (J.) <jhaywa'6@ford.com>

1 am sorry but did they explain to you what happened?

[Quoted text hidden]

Ha)iardl James |J| <" haﬁfﬂ 6ﬁford.com> Thu, Apr27,2017at 1:32PM
To.

They did advise me that the first clutch they put in did not solv e the problem so they put in a new clutch
and are hoping to have the vehicle ready today.

From
Sent: Thursday, April 27, 2017 9:39 AM
To: Hayward, James (J.)

subject: Re: F: CASE Cas | I <~

[Quoted text hidden]

Haﬁardl James |JI <‘|haﬁa1 6ﬁford.com> Mon, May 1, 201 7 at 9:43 AM
To )
Il

The dealer has advised me that y our vehicle is repaired and back with y ou. As a good will gesture
would like to reimburse you for 1 months payment if you can send me a cop y of your payment statement
so | can work with the dealer t o get you reimbursed. | will follow up again b y the 3™ to confirm your
decision.

Thanks,
James

From:
Sent: Thursday, April 27, 2017 9:39 AM
To: Hayward, James (J.)

Subject: Re: FW: CASE CAS CRM_

fQuoted text hidden]

Mon, May 1, 2017 at 11:35 AM
To: Hayward, James (J.) <jhaywa16@ford.com>

First, one months payment is not going to fix this continuing issue. It is still shifting hard when it goes from ge:ar to gear.
I would like to know from Ford how this issue is going to be resolved. | mean look they ordered another shifter directly
from the manufacturer and it did not work so a second one had to be ordered. Obviously there is a major conc:em and
issue with these. What about the email up sent me about Ford talking to the dealer to get another vehicle? | cannot
afford to keep having issues and the dealer offered me 7500.00 for the vehicle and | still owe 12,000. on it. Nows tell me
how that is right. The car is in great shape like new. | feel Ford needs to take ownership for this issue with ali the
problems this car is presenting. | see all kinds of ads with attorneys wanting your case with the Ford Focus be:cause of



the shifter issues. Obviously this is a concern. | am a single mom that works full time that did not buy a brand new
vehicle for it to have issue after issue. Someone really needs to address this issue seriously.

Quoted text hidden]
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Hayward, James {J.) <jhaywa16@ford.com> Wed, May 3,2017 at 1202 PM
Tozﬂ

| can understand y our frustration at how many timed the v ehicle has to go in for repairs and that y ou do
want out of the v ehicle. The dealer has advised that they are working on a deal t o get you out of the
vehicle right now. 1 will be closing the case as the v ehicle is repaired. Please let me know if y ou have any
future questions.

Thanks,

o I—
Sent: Monday, May U, R

[Quoted text hidden]

[Quoted text hidden]

I | Wed, May 3,2017 a1 723PM

To: Hayward, James (J.) <jhaywa16@ford.com>

When I'l they be getting in touch with me because they take forever in responding to matters of this sort. They are not

Vei i ﬁromt.

[Quoted text hidden]

] Wed, May 10, 2017 at 7:02 PM

Ta: Hayward, James (1.} <ihaywal6@fard.com>

| stifl have not heard anything from Lakes yet on any kind of Deal?? Please let me know if you have talked to theim or
maybe you could give them a call to get the ball rolling with them.

| hinki

{Quoted text hidden]

m Tue, May 23, 2017 at 7:36 AM
o: Hayward, James (J.] <ijhaywa ford.com>
James,

1 have emailed Lake about my vehicle and about the deal they were suppose to give me on trading out my Ford Focus
and i have heard nothing. it again is acting up. It is shifting hard and yesterday sounded like it was going to staill out.

[Quoted text hidden]



4 messages

Hayward, James (J.) <jhaywa16@ford.com> Wed, Jul 5, 2017 at 8:52 AM

To:
g |

| am still the regional customer service manager who works with the dealers in your area. ltis
my role to work with you and the dealers to help resolve your vehicle issues. | understand you
are saying that your 2014 Focus is still having hesitation issue and you wish to see if you can
have the vehicle bought back or replaced. | reviewed your vehicle information and repair
- history and Ford Motor Company will not be able to honor your request. We will still work with
you and the dealer to get your vehicle repaired. Can you advise if your vehicle is at the

dealer? | will follow up with you again on the 111 as | will be out of town until then.
Thanks,

Ford Motor Company ®
James Hayward | Customer Service Manager | FCSD
866-6313788 x 77772 | eFax: 1-866-396-4541

jhaywa16@ford.com | www.ford.com

Wed, Jul 5, 2017 at 8:56 AM
To: "Hayward, James (J.)" <jhaywa16@ford.com>

No its is not at the dealer and you need to contact the dealer to let them know what to do. This
is such an inconvenience for me as a customer. Ford needs to do something about this not
just keep fixing it because it is not fixing the issue!

[Quoted text hidden]

' Wed, Juls, 2017 at T0:35 PI




To: "Hayward, James (J.)" <jhaywa16@ford.com>

Please contact Lakes and then inform me what | am to do ASAP pleaset

[Quoted text hidden]

. Thu, Jul 6, 2017 at 9:58 AM

To: chris@lakeauto.com

[Quoted text hidden}]



RE: Issue cRM I

3 messages

DeKoekkoek, Jessica (J.) <IDEKOEKK@ford.com> Thu, Jul 6, 2017 at 9:01 AM
To:

My name is Jessica de Koekkoek and | am a Regional Customer Service Manager with Ford
Motor Company. | am assisting James while he is out of the office.

| have reviewed your case, to include your most recent email to James. | apologize, but we
cannot instruct the dealership on what repairs to perform. We can, however, provide them
with all of the tools and resources they require to complete your repairs. Please do let us
know when your vehicle is in for service so that we can begin that process.

Thank you

Ford Motor Company ®

Jessica de Koekkoek | Customer Service Manager | FCSD
866-631-3788 x 77820 | eFax: 1-888-314-0332
JDEKOEKK@ford.com | www.ford.com

eror: I
Sent: Wednesday, July 05, 2017 10:39 PM

To: DeKoekkoek, Jessica (J.)
Subject: Issue



This issue needs addressed ASAP...| am getting really upset with Ford that this issue is not
getting resolved. | really need to speak with someone to get this resolved. Lakes need called
and | would like to speak with someone higher up that is going to resolve this. READ MY

caselll

I Thu, Jul 6, 2017 at 9:31 AM

To: chris@lakeauto.com

[Quoted text hidden]
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Chris Lukens <chrisﬁlakeauto.com> Thu, Jul 6, 2017 at 9:49 AM
To:

That wasn’t a very helpful answer. | thought they were looking into a buyback not instructing
us what to do

From:
Sent: Thursday, July 06, 2017 9:32 AM
To: Chris Lukens

Subject: Fwd: RE: Issue CRM:_

[Quoted text hidden]





