brakes or trans. CRM sts dlr has only performed body work & no inspection has been done to brakes or any
internal mechanism of veh. Sts cust is req Toy Corp to inspect veh & declined dlr inspection. NCR adv if
dlr has not performed rpr's or inspection FCRP can be set up. NCR req for CRM to fax over r/o's related
to cust concerns. NCR adv of fax # 310-381-7228. CRM agreed.

*** NOTES 10/10/2008 12:43:59 PM LVasquez

+INCOMING DLR CALL+

NCR spoke to SM David whom confirmed only body work has been performed & brakes have not been touched.
NCR thanked

*** NOTES 10/10/2008 12:44:46 PM LVasquez

===ATF===

NCR rcvd fax from CRM Vanessa fax includes r/o's of cust rprs. NCR able to confirm no rpr's have been
performed to brakes.

*x* NOTES 10/10/2008 12:45:01 PM LVasquez

+INCOMING DLR CALL+

NCR spoke to SM David whom confirmed only body work has been performed & brakes have not been touched.
NCR thanked

*** NOTES 10/10/2008 12:48:40 PM LVasquez

+OUTBOUND CUST CALL+

NCR called cust @ day & alt #. Cust not avail. NCR 1/m & adv purpose of call adv all info gathered & Toy
able to move fwd w/ FTS inspection. NCR req c/b & adv of cm name, 800#, ext # 73823 ‘& hrs 930-6pm M-F,

*x* NOTES 10/13/2008 02:42:04 PM LVasquez

+QUTBOUND CUST CALL+

NCR called cust @ day & alt #. Cust not avail. NCR 1l/m & adv purpose of call. NCR req c/b & adv of cm
name, 800#, ext # 73823 & hrs 930-6pm M-F.

*** NOTES 10/14/2008 12:03:31 PM SSarkis

Cust clld to speak w/ case mgr. NCR apol & adv case mgr is not avail & will request a c/b w/in 1 b/d.
Cust thanked & adv to pls remove this #_from his case b/c he does not know where we got that
# from & it is not a good # to reach him at. NCR apol & adv will give msg to case mgr.

*** NOTES 10/15/2008 10:56:18 AM LVasquez

+OUTBOUND CUST CALL+

NcR called cust ¢ # I Cust not avail. NCR 1/m & adv purpose of ‘call. NCR req c/b & adv of cm
name, 800#, ext # 73823 & hrs 930-6pm M-F.

*** NOTES 10/15/2008 11:41:42 AM LVasquez

+INCOMING CUST CALL+

NCR rcvd call from cust, sts is very upset b/c he has been dealing w/ CM for over a month & nothing has
been done. Cust not willing to answer questions pertaining to FCRP case & req date for FTS inspection.
Sts dlr has submitted ppwk & he spoke to orignal rep over an hour providing info. NCR adv of FCRP process
& adv will need to ask question in order to expidite case. Cust refuses & req SUP. NCR apol & adv will
req c/b w/in 1bd.

*** NOTES 10/16/2008 09:57:49 AM LVasquez

+INTERNAL TO TMS+

Per LSmelcer call was made to cust as SUP c/b on 10/15. Cust not avail. LSmelcer 1/m & adv purpose of
call & also provided contact info.

*%% NOTES 10/16/2008 11:12:32 AM LVasquez

+0OUTBOND DLR CALL+

NCR spoke to CRM Vanessa & adv of conversation w/ cust. NCR req for CRM to refer cust back to CM or CM
SUP if cust is still seeking FTS inspection. CRM thanked & agreed.

*%% NOTES 10/17/2008 02:53:28 PM CLabbao

cilr, Mr. [ :eq to spk to LSmelcer. Cllr sts has been waiting for a c/b from LVasquez's supervisor
w/in 48hrs, which was adv'd by LVasquez, but has not rcv'd c/b. NCR apol & adv cllr LSmelcer is not avail
per Sametime, & adv will req for c/b w/in 1 b/d. Cllr sts if she cannot c/b today & should she c¢/b this
Monday 10/20, please c/b in the afternoon pst. Cllr thanked.

*%x%* NOTES 10/20/2008 12:06:41 PM ABaker2

+0Outgoing Customer Call+ Ncr called customer day#_ and left a message advising calling on
behalf of LVasquez, ncr advise she is out of the office and will return your call on her return on
10/21/08.

*%*% NOTES 10/21/2008 04:16:56 PM LSmelcer

Called cust @ _ Per cust, he is very upset with the way his case has been managed. Per
cust, he has been waiting for over a month for someone to inspect his vehicle. Apol and adv cust, before
we can send an FTS to inspect his vehicle, we need more information. Per cust, he inguired on which
questions. Ask questions to capture the legal tab: accident loc: 4314 Mount Dam Ave, SD 92117, no
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