EA02-025

FORD 10/27/03
APPENDIX N
BOOK 42
PART 4 OF 6




LIRT SZO-Ilta

BEGINMING OF COMTACY

09720,99 MASTER OHMER RELATIONS SYSTEN IT 18_56.%9
ERkiddEEEERT L I EEIRDEIEIREREENEREE N .l..:::::'.. ] ]}
95eeE LESAL CONTACT YEH TYPE, CAR
QRLANDO 2% ZWTR: COKTACT NER: 10852852§ OPEWED. D7/07,1997
VIN: SFACPT EXGINE: W CLOSED: 17/0771997
EZEEEENEENEEWE F 11 'I.F"----.“..-I'===l.=.
LAST HAME: : STATUS: CLOSED
HILE: m’ FresT woee: DD W
CITYs . STATE: L ze. T
HORE. PHOME. h Bus. PHONE, SEzter-alal
™ ml :Im
MILEAGE" HEB, S
DEALER MAME: SALES CODE: 124086 -~ P 2 A« 04972
CAUSAL CODE: SYWFTONS:  THAL4p
QRIAIH, TRANS REEION: 2% ' TRANS DATE:
. ;
CASE TYPE:  4A-PIRES - ELECTRICAL WEANS CODE: A~ EST-FROD
CAsE : ans , Aot T LEABILITY
CLAIN AMTa 0 AWARD ANT: »
RICRO: 5842272
COMMENTS »
199770701

BR FASY IE(':EI\'EII ¥/2/97 BY CORSUNER AFFAIRS s
lll ““5! PROGRAM exx
=DEALER CONTACT: JOMM BOYCE l!l!]ﬂl-ﬁlll EI.T 12
EEE.;EE'!;-HL&I.II_I&E CAUGHT FIRE IN THE ENOTH m MHILE STTTING IN
=FIRE ALZO BAMAGED A 1958 F=130 THAT WAS 3ITTING IN F“T tl-' THE cm
Fi.rﬂl'mll F—l!ﬂ m BY MIKE ﬂ'lllﬂl ﬂl IFTIFISI'IJ i“ﬂiﬁl
'W‘f or FIII m PID'IIm » nmu !

.mun BOVCE (SRVC MOR) Sx

ER HAD 3ERVICED 'ﬂt 'l"ﬂﬂﬂl‘.! BECAUSE THE .I.'Imn LIm HAS 0N, DAVID
ﬁImTﬁjlm' K= SWITCH, THE VENICLE WAD DEEN SIT SITTIM IR e e Lo e
AN m. IEME THE FIRE OCEURED. %

“STATE FARN MANTED BEALER TO_ SIGM A RELEASE 50 THEY CDUED TAKE THE VEWICLE
ANAY FRON THE MH.!I:IIII!; Ill'l DEALER DECLINFD 30 TIAT DEALER'S INS CO
CUNIVERSAL m FORD COULD IMSPECT IF HECESSARY

-EXPELTS 1] DEMLER'S
M. u‘IIHII'S INS CO til&lﬂﬂ’!!)E MIED E.ll.ﬂ"s MDY SHOF TO
Ilﬂ'lll PAMAGE TO THE F-1a58, AKD THEY HII.I. SOBROGATE IEH.EH'S INS GO

BﬂSTﬂB SEEES)
"Fm TO IRVEITIOATE THE NATURE OF THE FIRE

mm EDHARDS C(LESAL AMALYST) ADWISED:

OWHER RELATIONES VOP/RENCHMARKIND 0972099 FAXLGLYQ



et

0 20799 MASTER OWNER REI‘...TI“S SYSTEM 11 18.5%6.30
AEEEEEEEEERRAREEaNA IS FEN SV FINNETEEEENENSEE NN
LEGAL CONTACT ' VEH CAR
gl'.:lifﬂ 26 W CONTACT HBR: 10325524 WETE“!WITJ!T
YINK. ZFACF? ENGINE: W - CLOSED: 93-0771997

EFE IR I T AN I N EEEE R EEEEELEEEEEEECIIIIERREE l..--F"I-"---.'----.-- EEFCE

1997 /03 207
—3PrRE TO J

DHM RMOYCE
~M0 ASIISTANCE WILL BE FROWIDED BECALUSE VEMICLE IS OUT OF 5-50 SAFETY
HARRAMTY, AND MWD RECALLS EXTST ON THE WEMICLE

" —REFERRED TD TIHS CO FOR ASSISTANCE;, THEY EMI SUBROBATE IF THEY WISH TO PURSUE

THE MATTEE

=LFA DIR 0T O

FHTHIS I3 THE I'.'LUEIHB m
CLOSE PER PREVIODUS COMMENTS .
1997707711

ABB MICRO

DMHER RELATIONS WDF/NENCHMARKING 09720059 FAXLOLTA



a1er

BEOINMING OF CONTACT

r20r99 MASTER OMMER RELATIONS AYATEN II 18.85._5D
LN ENEEFEE NS L S SR rSES I EES E S S S X A AN F A EEES ST XA KA
O00BAEF LEGAL CONTACT VEH TYPE: CAR

MERFHTS 23 ETR Bﬂﬂ'ﬂ-ﬂ Hﬂlt 1“2’!:1? OPENEDR: NT/31/19%

YIN: 1LHLMAZHY CLOSED: O7-31-/19%6

LAST MAME T !T TS
ADDREIS .

CITY STATE: N3 Fad gl
HOME FHONE: BUS. PHDME: #01-351-3333% -
MODEL YEAR: MDEI. TOWM CAR'
MILFAGE: SEN0N .
DEALFR NAME: TOM MINBERLEY AUTD SALE! I‘.'.!IJDE IZEEL P& A 12211
CRUSAL CODE:. B7RY SYMPFTOMS Hlﬂil
mﬁlﬂ!sl TRANS lEBIHl 22 TI.IH BATE
[ 3
CASE TYPE,  &A-FIRES - FLECTRICAL MEANS CODE. ll-nn_n
ATTY MWAME: ATTY HMERO. T
CLAIM AMT: 0 AHART AMT: |
MICRO:
COMMIENT S «
1996/ 0743
RECEIVER "DEALEN REMUEST Fl'.\‘ll CONSUMER AFFLARS REVIEW

e
FAX IMBICATES FIRE 7/729/96 AT CUSTUMER'S HOME AFTER CAR HAD BREEM !IT'I"IIE 1z
HOURS: CAUGHT FIRE UHBER lﬂﬂﬁ ON LEFT FRONT CORMER WHERE AIR RREATHER
I.EGI.TEIi CUITOHER I5 IMMIRING A3 TO ANY OTHER IEI’L'!IT* OF THIS I'IlFFEHIIﬂ-

I.TI'HFTED TO I:MTN:I' SERVICE MANAGER MARK DAKER, lﬂﬁ"ﬂ‘ﬂ HE HAS UNAVAILABLEF
LEFT NESSADE FOR HIN TD RETURN MY CALL.
FMTHIS 1S THE CLOSING COMMENT

REFER CUSTOMER TO INSURANCE CARRIER: MO RECALLY Fm 'l'l'!lﬁ COMCERN .

OHHER RELATIONS YOP/BEMCHMARKING 8972099 FAXLOLTE



MEGIMMING OF CONTACT
0920799

RASTER [MEFR RFLATIONS STSTEW II 18.54.30
'I.m::::IIIIIIIIII!BI::=I:l=lll=Ill:!:.!...n:::::m!lF:.:I':I"'.l..‘.'l..n
I“T“s LEGAL CONTACT i Ex CAR

25 O 2 CONTACT NER» 107380354 WE:D- 0%/ 16/19%5
VIN: [ ENGINE. * 7 CLOSER ORrZ2r1996

LAST WANE: .. STATUS: CLOSED
TITLE: wane: [ i P
ADDRESS 1 .

CITY: . LA zie

HOME PHONE EUS. PHOME: N |
MODEL YEAR: 92 MOREL » TOHM AR
NILEAGE: - #5900 W3R« S
DEALER MAME: ROBINION BROI IMC SALES CODE: 3JZ2404 PR AL 12284
CAUSAL CODE: W789 STHFTOMS » TR514% -
wl- a0 TRANS REGION: 22 THHS DATE:

1
CASE TYFE: S-PERSONAL PROPERTY DAMAGE MEANS CODEx !rl..lll. INVEST-FROD I.IHIII.ITT
ATTY WANE: ATTY NEMO:
CLAIM ANT . AMARD AN,

HII:HD- §130615

COMMENT 3
1994708716
CUSTOMER 3AYS

= AMBUST IRD AT Z2:{la AM THER \‘EI'IIEI.I CAUGHT OM FLEP
= THE WOLSE DF TRE YEHICLE HOKE UP EVERYOME AND THE CUSTOMER SAM THE FLAMES

= THE VENICLE CAUSHT THE HOUSE O FIRE ALSO ' ..
- THE FRBIFIELD VOLUNTEER FIRE DEFARTHEMT MWAS l.'.'l.l.l.

- A FIEF REPORT MAS CREATED, THE CUSTONER HASH'T YET

= INSURABCE CONPANY SENT OUT A FEKSON TO {OOK AT THI mm:u D COLTN T

= THERE HAS ALSO A FOLICE REFORT CREATED, THE Elﬁ'ﬂ'ﬂﬂlﬂ! WOT PICKED UF THE

MILICE RFMORT EITHER

= THE VERICLE IS CAMEENTLY AT THE HDERSE, BUT TH I:Iﬂ'l'ﬂﬂ Hmmm

THE VENTGLE FROM THE FOUSE DECAVSE ON MOMBAY THEY WILL BE mun O THE

'TﬁﬂmmmmlﬂIﬂEMTmESTm AMED O TEHE YEHMICLE
CAUSING THE FIRE, BECAUSE ME KNDWI OF ICH.I'I.EHTH-H ELE MHERE THAT KAS

PER CUSTOMER. DEALTR SAYS: L
SERVICE na-mmﬁlrr AT THE DEALERSHTF TOLD THE CUSTOMER THAT IF HE HASK'T

EEI'I'HH NHERF THY FIRF CAME FROM THEY COULDN'T HEIPF THE CU
= Tﬂ mr:sﬁ'm COMFANY COME OUT AND LOOK AT T!ﬁl'ﬂﬂﬂ.l
ﬂl: AMIIED:

- ATIVE WILL CONTACT THE 'I'.‘-I.IS'I'EH.EI
ﬁ FaRn mwmnuu: 15 o TH IEI'EIEH THEIR CONCERN .

DHNER RELATIONS VOF/BENCHMARKING 0972097 FAXLGLTE
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09r-20,99 MASTER DHMER RELATIORS SYSTEM Il 18.54.30
:I.I"-I“IIJIJIIIm.nm:nll:::==:":-::.----_qugqq-“;.....mgggnu:---
4ZETRE LEGAL COMTACT TYFE: CAR
MENPRIS ﬂ T .2 ﬂlﬂ'm H“I 107550564 N’EII- 087 Lés 1996
VIN: O3ED: DE/22/19%
__=_===='==-I-=IlﬂlilltiI-l....l:l:.:-:::::::;'.m..“::_::;'“m-l::::::
IJQHWH

CUSTOMER NCEDS TO CORTACT THEIR KINSURANCE
IDQHIPE EMT THE CUSTUMER A LETTER STATING TO l‘.‘l:lHT.l.l:T Tﬂﬂl INSURANCE COMPANY

FEATHIS IS THE CLOSING COMMENT

SENDING LETTER TO CERSTOMER REFERRING THEM TO IHSURANMCE CARRIER.
199670025

ADDED MILRD WUMBER.

OWHER RELATIONS VOP/BENCHMARKING 09-20/99 FAXLOLTQ



ZzeT

AEBIMHMING OF CONTACT
9/20-99 MASTER DMNER RELATIDNS SYSTEN IX 18.56.30

EEsREEE T L IR I L I N I L I I I I T I T X E SIS L XA igppr A e n e n N RN N T EE

2496DH LEGAL CONTALT VEH TYPE: CAR

UNKNOHM ZN TR CONTACT HIR: 10302REAK OPEMED: 01r2B/1997
YIN: 1L MLNE W wYI ENGIRE: W CLOSED: B&/D9-1997
[ FEFd-FFf -7 —1 11111 _=============-===—==—==“l‘l.’-";ﬁl-'l.';:;;;.:::!
LAST MAME, TS,

ITLE: T wne: I i,

cITY STATE - P

A AR— S a—
MODEL YEAR: MO, TOMN ﬂ!.
y&EﬁEh! FORD MOTDR COMPANYS ﬁflﬂn CODE 325'"‘ : FaA 1.1+ 1]

[ ] £ .
CAUSAL CODE: 8799 SToRS,  Tadlas )
GRIGINs 80 TRAKS REQION: " TRANS DATE:
F

CASE TYPE. SA-FIREZ — ELECTRYCAL MEANS CODE, l-I.B'L INYEST-PROD LIABILITY
ATTY MATE: ATTY NEN: '

LLATN AMT) g AMARD ANMT: 0

KICRD: 4922]10%

COMMENTS.
1991700724
EXE NAVIS: SURSEQUENT o
CUSTOMER

SAYS»
= THERE WAS A FIRE Ili TH! EMRINE BAY
.= THIS HMAFFENED L/1W
= THE FIRE nmm HI.!i CALLED, INCIDENT #7elzZ&i. lmﬁlﬂ COUNTY FIRE
DEFARTMENT

- THE CITTORER?S Ak THSImAKCE Coe ‘“t R SIOE 08 TEVENICLE ik ornes
YEMICLE®'S MAD TD 80 TO THEIR IMDIYI INSURANCE EI!E

= HAS NOT COMTACTER THEIR ll.'lE OWHER'S IM REGARDS TO PERSOMAL TTEMS IH THE
YEMICLE RFCAUSE THE DAMROE HAS LESS THAM THE DEDUCTIELE

= HAS CONTACTED THE MATIOMAL HIBHMAY TRAFFIC SAFETY. }b!ﬂl!ﬂl’l’lﬂl T8 LET THEM
nnn OF THNE SITUATION e

PER m- DEALER SAYS)

= W0 CINT
X
CUSTOMER JEEKS:
= TO INFORN FORD MOTOR COMPARY
T
L'M:'. III‘H‘ISEB:
IUE ERTY RAMAEE 7D OTHER YEMICLES, MILL FORHARD THIS INFORMATION TO
THE LEGI.L lﬂll.'l'STS FR FURTHER REVEIW
19¥I/ 027G
FHTHIS IS THE CLOSING COMMENT

ERICKA EDHARRE CLEGAL AMALYST).
E{m LETTER TO LUSTOMER DENYTING lgSI!TlH:E. IMSURANCE CO EE HIHDLIIEJHE

1987/82711 THE WATT
ADD MICRD

OhNER RELATIONZ VOP/BEMCHHARKIKO 0%-/2D-9%9 FAZLOLTO



i
BEOINMING OF CONTACT
L k] MASTER DMHER RELATIDRS SYSTEM I 18.56. %0
FEEETFEEEEAAAE LA RN R R T W T A U SRR Sy
7020R4 LEGAL CONTACT . YEN TYPE: CAR
ORLANDD: 2% M;& COMTACT WNUR: 109517000 OPFENED OE/27-199B
VIN: 1L NN Ehi ENOIRE: H . CLOSED: OZF 271998

LAST MAME, . STATUS: CLOSED
el N
e STATE: » N
[ | 1
HOME PHONE+ w S _ PHONE= H
32 MODEL :

TORM CAR

MILEABE: 54080 WSD» ST
DEACER MAME: ISLAND LINCOLM-MERC SALEY CODE: 3525029 PR A 11643
CAUSAL COTEe 8789 SYNPTOMS: 706145
GREGIN: 90 TRANS REGION: 25 ' TRANS DATE: ,
. .
CASE TYPE,  2A-OUTSIDE VEMICLE WARRANTY MEAMS CODEy A-LOL IMYEST-PROD LIABILITY
ATTY NAE ! . ATTY NENG, .
I : : ! MICRO, 5242060
1908702727
“TDLR FAX
CUSTOMER HAD

FIEE UMDER WOOD
-:mmmunm
DARAES CARAGE
mmsm

FORA WEWICLE. OTH IIHIBI ANR 3TREXY
HI'IHE FII.I.HIIHB CAUSAL CODECS) MEI FROM mm';! = 0721

¥5T) )
=REVIPMED CASE. THERE ARKE NO RECALLI-ONFS OGN THIS YPHICLE. VEHMICLE IS OUTSIEE

OF KARRANTY. FORD WILL 0T PRONIDE ANY ASSTSTRACE. SHOOLD CONTINUE
HORKING HITH MATIDMMIDE INSURANCE FOR ASSISTANCE IH FRING L3S OF VEWICLE

lﬂlﬁl I.ﬂTEIlIIlIE FISHER C(SRYC ROR) II.'BI.I'H'I TII!'HE DELLER HAS NHOT
SEEN TULS YEMICLE. INSURANCE HAS POSSESSTON E'!

=LFA u;mnnmwwmmmlﬂlrru.
1998/R% 05

DHNER RELATIONS VOP/BEHCHMARKING 09720799 FAXLGLTE




BEBIMMIMG OF COMTALT

84/20-99 MASTER OMMER RELATIDNS SYSTEM II 18.55. 58
EErseckIFUEEEEEEE EE S AR EEEENIEEIT ny HEENANELEEREELERET
7 5401 LEGAL LONTACT ¥YEH TYPE ﬂl
PLTT3RLREH I TR CONTACT MBR: 105597326 OPEMER: 46/30-1995
YIM: JLMLME EMOIRE: W CLOSEDy Il!llifll'l!
T EEEERYA I EEEE S SIS =X anpSLEEFEREREEEE RRENEEENEN
LAST NAMEr STATUS: CLOSED
PD&ES FIRST MAME. [ ] HIx

]
CITY: STATE: NY ZIF -
HOME FHOME» MIS. PHOME: w
MOBFL YEAR: MODEL » }
MILEAGE: Fa 1 HSH -
DEALER MAME: IROCKFORTFORD SALES CODE: 144129 F & Ar ON5B3
CAUSAL CODE: 02 SYNFTOMNI» 424}
E.Ilﬂ{HE:L o TRANS REGION, . THANS DATE:
CRSE T'I!I'E- SA-FIRES — ELECTRICAL MEANS CODE: A-LBL TUNEST-PROD LIABILITY
ATTY NAME: ATTY REMO: -
CLAIM AMT» . o AMARR ANT: ]

MICRD»

COMMENT S
lﬂl!l" [T

]
o YIN HOT AVAILABLE
m SAYS
E CAUBHT OM FIRE DM HAY 28. 1993
—IHS!HE! CONFANY IS ETMA
—FIRE STARTEN IN THE EMBIME
=BURNEDT ALL 'I'=.EI MAY THROUSBH THE TRUNK

) ONE MAS INJURED
-'I'IIS BEEM WALTING A MONTH TO HEAR FROM DISTRICT I:I’FICE

FH CUMTOMER DEALER 3AYS:

;mTS ROT AVATLANLE

CUSTOMER SEEFES

;H-IEH THEY MILL BE RECOMTACTED XY DISTRICT DFFICE -

CAC ABVISER
I#SJI:L IE CONTAGTED BY DISTRICT DFFICE
I!HESTIHTIDI REQUEST FAXED TQ ORI THLS DATE.

OHNER RELATIONS YOP/BEUCHMARKING UD9-20/99 FAXLGLTO



B e

i
a9 20,99 MASTER OHNER RELATIONS 3YSTEN IT 13.5% .50
R R FEENT TR TN A
97 B4AL LEGAL CONTACT VEH TYPFE: CAR
FITTSBURGH % INTR CONTACT WBR: llﬁ!?-’!ﬁ DFEED: k73071395
YIN: 1LHLREZHS ENOINE. H CLOSED, 0B/045-1%95
B P P ey il T eEEEEEE
199507712
CUSTOMER SAYTS:

= WOULD LIXE TD SUMBMIT REQUEST FIt YNCINEMTAL EXPENSES HE THCUREED WHILE THE

VEHICLE KAS DORN, INCLUDING THE EXTRA § BAYS HE HAD TO STAY IN SANA,
FOOD, ETC., WAS APPROX. $1.208.00 Al Tn Lot

TOMER 35 EEXS
IEIHIIESEEHT COMSIDERATIODN

gﬂ

ﬁﬁ' .
o
:

EN
MEERI TD RETAIN ORIBINAL RECEIPTS
MAY BE PAID BY INTURANCE COMPANY OF LINCOLM
FPENDING INVESTIGATION AT THIS TIME

pur
IH%II‘I
]
)
P
[+

IN ApPDED LE,
FIESY mtglﬂn:
I.:'?“ %Iﬂﬂlﬂ‘ THE YEHICLE MWAS PRRCHASED U3ED.
JACK lI'l.l.l.'Il GRL IH\‘BT’IﬂTﬂﬁ HII.I. e EEIIIIIIG HI3 IEFm HE FOUND
THAT THE FIRE OCCIRRED I TON ROUSUE .. WEHICL MLE'I'ELT

ANDTHER YEHICLE.
199508734
THIS IS THE CLOSTNG COMMENT
FITTSRROH REGTON COMSIDERS THIS COMTACT CLOSED. I.'I'IH ACYION REQUIRED.
HAS PURCHASED A

BURNED. LUSTOMER*S IW&CE CUF ANY SE'ITI.l]I THE [:I.lgﬂ HE PURCHASED

EII'STIE;S I-I.'Im COMPANY I“l'g EI.IEIS-IIEB %I?Il!?lg ey
HAS SETTLED THE ELlIH.- MO FURTHER ACTION WILL BE TAXEM:BY FORD AT THIS TIME.
LETTER SENT THIS BATE. S

CONTALCT CLUJING AFFRONED ) ';_"

OE TO CLDSE, WIC "

1995/BR-NT '

Ty T ST ———
m‘lﬂlﬂ 5 CONCERN

mwnm THE CORRECT ADDRESS AND FAX BUMBER TQ COMMNUICATE KITH COMSUNER

THNER RELATIOMS YOP/RENCHMARKING 09/20-9% FAXLEBLTA
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*—ﬁ . .—.. -

e Z8ryy NASTER OWNER RELATIONS SYSTEM II 14.54 .58
====-IIII===I=====IllllII---'I:---"='II|======‘--'-----‘-..-.tlll...i------:::
¥ISRAL L CONTACT VEH TYPE:
PLTTSAURGH e IIVTI: BE CONTACT HBR: 105697524 DPE!EI- Ii!'ilﬂ.!!i
VIN: lLHlﬂﬂ!m ENGIHE: ¥ CLOSER. BA/BN/1995
EEEREEAEAENEESEZEARERREREL ===llll=t==t=.'-----ll-::.:q..------"--:---l
HHIIVIII

E!\I-E EIII:TE; I!EEEI'H'E EMERBENCY REIMRURSEMENT FOR THE CRITS WE INCURRED (HOTEL,
=HAS ALHAYS DWMER FORD CARS AMP ALHAYS HWILL
;g;d%mﬂﬁﬂﬂ!ﬂﬂ THAT FHC DIN HOT RESPOND TO HIK IN ANY WAY ABOUT THE

HAFPENED
;:IITHII'#IE VERY SCARY JHCIDENT AND THOUGHT FMC WOULD HIIE ABOUT HHAT HAPPEMED

CAC ADVISED:
-lﬂl-ﬂ!!ﬁ ASSIZTANCE INCLUDES TRAVEL REIHBURSEMENRY
LAIMN MUIST BE SUBMITTED HITHIN 20 DAYS AFTER THE IEIIEHT
I'I'HII'.HEI
G MAVIS: SUBSEQUENT e
LUSTOMER SAYS

11
= STILL HAS NOT GODTTEM THE EMERGENCY REIMBURSEMENT
= HIS MIFE 00T & CALL A BHILE ABO0 3ITATING THAT SOMEDNME WOULD 1E IN CONTACT
=ITI'| THEM EEGARBIKG THE REINMIURIINENT AND KE HAS MOT HEARD ANYTHING

CUSTOMER SEEKS .
= REINDURSENENT FOR EMERGENCY EXPENSE3

CAC ADVISED:

~ROMDSIDE ASSISTAMCE INCLUDES TRAVEL REINBURSEMENT

~CLAIN MUST AF SURBNITTED WITHIN 20 BAYS AFTER THE lmmn'
~ PROVIDED APDRESS TO CUSTOMER FOR FGRD AUTO CLUD -
1996788738

CUSTOMER 3AYS:

= HE 5TILL HWAS HOT

WIS WIFE HAS DIFD RECEWTLY AND HE HAS IIJTHHIITEqFIE TO THE FORD AUTO CLUB
SINCE WIS LaST COMTACT iy

:EI w:‘rm. DEALER 3AYS:

Gﬂﬂm SEEES

- TH"I'EI'. mﬂlﬁ“ OF 12N

ﬂh: .l“m-

= PER PREVIDUS LOMMERTS, MO FURTHER ASSTSTARCE PROVI BY FORD

;HTESBEIIT EXPENSE IHIII.IHMT REQUEST MUST 3¢ Sum} HITHIN 20 BAYS OF THE
= FROYIDED CUSTOMER WITH FORD AUTO CLUB NIMBER PFER H‘Flﬂh‘ﬂ FHOME LIST

DWNEE RELATIONS YOF/REHCHMARKING 09-20/99 FAMLGLYE



§

09/20-99 MASTER RELATIONS SYSTEN If 18.56.30
=‘:’II“I."'m"::::::::::;ﬂ“:t:.#:ml..’l...':::==*'.===:'.."'.“l..“:::::::
97541 LEGAL CONTACT VEN TYPE: CAR

PITTSMIRGH 44 m CONTACT MBR: 10569732§ OPEMED: 06/30/1%93
¥IN ILHLMS FHIINE: H CLOSED) 08/06/1995

EFFIEFEFFIFF TN EFFEEECIIENARRERENY Fna NN U W RN III'II-III-I.I!IIH--I-:I EENEEEFETT=I

1996709705

=RAS WEVER I'Elll ANYTHINO FROM FORE IN THE PAST YEAR AND A HALF
'H-l! HE’J’E! GIVEN THE ADDRESS FOR FORD AUTO CLUB, HAS nm' SUBMITTED HIS

F'Ecl CUSTOMER. DEALER SAYS:
;ﬂ COMMENTS
CUSTOMER SEEKS
IE“I.IISEHT FOR THE #1280 FROM HHEM HI5 VEHICLE IIIRHEI UF ON 52E-95
Gll: ADVLISED:

—GAVE CUSTOMER THE ADDRESS TQO AUTO CLUB
—REITERATED THAT EFTRBMSENENT NEEDS TD BE DONE 20 PAYI AFTER THE IMCIDENT

OHER RELATIONS VOR/BENCHMARKING 09/20-9% FAXLOLTO
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BEQINNING DF CONTACT
2 HASTER OMREE RELATIONS SYSTEM IX 18.56 .30
NN A R X X XX RN N AN TN AN IE TS IE SR A NN R AR E.
12153 LEBAL CONTALT VEH TYTE: CAR
SOUTHEST 32 TNWTR: A2 CONTACT NRR: 106637854 OFENED: O5/DB71%998
VIN: ELELMB2NSHY FMGINE: W CLOSED: B3~13-1504
EXEECXCEEEIIII-EEDENAELANAE FENEEEEYE NN AN EAA LN FEE R
LAST MANE STATUS: CLOSERD
TITLE: rrnsT e [ o
ADDRESS . ;
CITY STATE: [
HOME PHORE» MIS. PRONE:
MODEL YEAR: L] MODEE .
HILEAGE:: 1x000 Wi C
BEALER NAME: DANKITOM L-M-SRAE I SALES CODE, 3&7M5 F&A 135
CAUSAL CODE, o2 . TOR2SH
?ﬂlﬂm u!!-:'L ] TEANS RESIONs "~ TRANS DATE:

M .
CASE TYPE» 4~FIRES — FUEL FER MEANS CODE:  A-LGL INVEST-PROD LIARILITY
ATTY MAME. ATTY MmO T
CLATM ANT: ] AMARD ANT a

MECRD:

F
1PMEras A%
MM MAVIS: DRIGINAL 309
s z

L]
ﬂﬁl!s SNOEE STARTER COMING OUT OF THE
DOES MOT KMH IF THERE WAS SMDEE IHSIDE OF THE VEHICLF
mmmﬂumnmzmmmrmﬁrﬂ

FIRE OR FEHM"ETI.HT

IT MAY HAVE BEEN THE NRAKES s

ER SAYS:(RRYAM NELEDM,. SERY ADV)
= VEHICLE TOWET T3 H.D. BANKSTON FOE INSPECTION OM 3/T/%6
-mmmnm;mrmnmummwﬂEMLm

ALL :
= CUSTONER ALSD REEDS TO CONTALT INSURAMCE COMPARY -
; BAYE CUSTONER THT 1-500 WMERER TO LCAG

CUSTONER SEIXS.
;Tnnmuursﬂzmnmm

:
:
;
2
g

ReRADDCEE
LA IXMTACTER DEALERSHIP. GARY RILEY-BOOYV SHOP MANA SAYS
E ~HILL CALL BACK HHEN HE HAS HAD AN OPPURTIMITY TD IKTOD IT

OWNER RELATIONS YOF/BCHCHMARKING D5-20-99 FAXLELTER
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0y 2099 MASTER OWNER RELATIONS 3YSTEM II 18.56. 34
i it DI T DL DI T T P2 T o T o T T T
D21 4K5 LEGAL CONTALT YEH TYPE: CAR
SOUTHEST 52 INTRs CONTACT MMR: 105437880 CPEMED: 430871994
¥1K: JLMLMS ENGIRE: M CLOSED: 8371371996
tlm====l=-==l=l================::=======-==:I-t---::---=-========= S==IIE=XIE
1996703711 -

DEALERSHIF CONTACTED LA, BARY RILEY/BODOY SHOP MANAGER ﬂﬁa
=¥EHICLE IS AT BODY SHOE

—CUSTOMER 15 m.!mm 'I'I‘IIT Im F-AIIJ.IHE RESULTED Hl AN ALCI
-CUSTOMER 'S THSURANCE EEN COMTACTED AN

DEMT
'I'ﬂEu.IﬂsTElI: CoMING
TﬂTHE.IﬂITSI-H'T‘DHT
EEADDCIEEE

=L& CONTACTER CLUSTOMER, CUSTOMER SAYS:-
~RHILE PULLING THE VEHICLE INTO THE DARAOE, .'IIIIES FAILED CAUSING THE VEHICLE
TO PUNCH A HOLE IK THE GARASE AND THE MALL OF THE HUSE

F ]

LA AD¥VISED:

—WILL INVESTIOATE AND RECONTACT
1394/ 05713

A
DEALERSHIF COMTACYSN LA, JOHE EXFTH/PRS MANAGBFR SAYS)
=COSTOMER CALLED SEFETHE (PBATER STATUS

;IICI'IIII MOLINA-BODY SHOF HAS VERIFIED THAT THE U'HIDI.E DOES HAYE BRAKES

=~MILL CUSTOMER
THIS 15 THE cLOSING
LA COMT; TOMER ., ADVI

u H
~IF THE INSLUEANCE CDNPANY FEFLS THAT THERE IS ANY MP RESPONSIDILITY, THEY
CONTALT B5 Bt

DWMER RELATIONS VOP/NENCHMARKING DS/20-/9% FAXLGLTA



ot

BEGINMING OF COMTACT
04720099

MASTER OWNER RELATIONS SYSTEW IT 1A.54.30
-III-E--IIIIII=-IIIIII'-.E.!----I---.—---I.-I'“I.l..------------'...l-.'.:.-'
IHITH 10 LEGII. COMTALT ACT NBR: 10 E'PEH TYFE1 CAR
vid: ILNLI IMOP Y I i i L M e
:;;;:m;:'==III=======:==::'-"'..'l:“-llll:l==I:==-t-!.----;;;;;;.-:;:a:;:;‘lIII
TIILE: Frst wane: D 1,

]
CITY
HONE FHONE fUS PHONE. g Fr-
HODEL YEAR: HODEL » W
MIL EAGE s 999 [ =11 s
REALER MARE, lllIT.IE L-M OF COL JALES EﬂﬂEt S3298 F & A 12853
CAUSAL CODE. 504700 704145
G“H!Inigll W TRARS EGI#HI - TRANS DATE:
CASE TYPEr 4-FIRE3 — FUEL FED MNEANS CODE: A=-Lol INVEST-PROD LIABYILITY
ATTY MAME, ATTY RBEMD:. <.
CLAIN AMT: a ARART AMT [
) MICRO.
COMMENTS ¢
1995/02727
HANIS STATLS: PROGEAM
ww n‘.‘ﬁ LOUIS DISTRICT OFFICE Ta REFORT FII.E CSFEE CONTACT # 1
= PAID $238b EOR RIPFERSNCE 3 K8 VENICLE AS A RESDLT OF VEWLCLE PRRE >
- DOES FHTFFEEL H! SI-IHILI Hn"l' HFFEREEI:E IN 'H'EHIB!.l% EAI.I:EII
TRARSHISSION wmnm “ e

Fﬂ CUSTORER, PEALER SAYS¢
= CUSTOMER IS RESPONSINLE FOR DIFFEREMCE IN COST ﬂ' HEHIEI.E

CIISTHEI SEEKS:

~ REITMBHRSENENT OF 0Z100 FAID FOR THE ACRU ¥ -
VEHICLE FIRE (NEM VEHICLE VIN# lllll.lllﬂlw KEN YEWICLE DUE YO
m‘rm SATS: o
HANTS TO SPEAK TO SUPERVISOR
Li:u: SABVISED CUSTOMER:
LUPERYISOR UNAVAILABLE

- I'I'.I.I.L RETURM HI3 CALL
— THE DISTRICT OFFICE HIlL COMTACT HIM TO REVEIN HIS COMCERN

DHNER RELATIONS VOP/DEMCHRARKING 0920099 FAOLGLTE



B

09,20/99 MASTER OWMER RELATIONS SYITEM 11 18.56.30

-iiti_::l:':----u!:::iaztigsz--“.....'lll“-;:IIIﬂI-I:tl.lﬂll#=_=IIIIII-F-II'II-
1501TH I.EG.\L mm YEH TYPE: CAR

SIR 15 IR COMTACT NBR: 09248424 urun:n. 8272171998
VI le.lllulllh'_ ENGIME: H - 0sSEDn R3-017199%

Frrs et i1 1 FFEPFAFESE0E b 2-F 220 0 1 L L [ L P} 4] -.--.-----_--::.s:-::::::. FEEEREIR

199503701

LCAC DUTROIMD TO CUSTOMER.
-~ ADVISED REBIONAL OFFICE MILL MORK IN OONJUNCTION WITH DELERSHIF TO
RESOLVE CUSTOMER'S COMCERN
= CUSTOMER MILL BE CONTACTED MWHEN DECISION HAS !EH REACHED

I:I.ISTDHER SAYS»
= HE SPIXE HITI'I THE PFRESIDENT AT THE DEALERIHIP ilﬂt ADVISED HE MOULD
RE-REVEIN THE CUSTOMER'S FILE
THIS I3 THE CLOSING COMMENT
CUSTOMER REFERRED TO KIS IHSIIIH.H:E CONFANY BY I'.EITEI FIIIH REGIOMNAL OFFICE
DATED 3-Lr958..... PLS CLOSE,.
EDHTH'.'T CI.DSIHG APPROVED

19!!?“!11

CLUSTOMER SAYS :

= HE WEVER RECIEVED A HRITTEN VERIFICATION FEOM LTINCOLN REGARDING FOSITION
oM BMAMABES REQUEST -

; WOULD LIKE TD COPY RE-IENT

LCSE ADNIIED.
= MELL IESH'IHIT FER IIIS REQUEST

1995/8T/2%
RETURNIND TO ﬂl—-ﬂlIﬂIHlL LETTER TO CUSTORER CAME FROM REGIONAL OFF1CE—
LCAE CANMOT RESEND.

OWMER RELATIONS VOP/BENCHEARKING 09-/20799 FAX1G1TH



BEGINNING OF CONTACT
09720/ MASTER OMNER RELATIONS SYSTEM 11 18.56.30
----:-------.m"‘ll.'----------.-.I“.!I‘Il—“l'l!"l.ﬂ:’l!l-m-----'-'liill
205500 LESAL CONTAGT YEH TYPE: CAR
DENVER S5 ZN/TR: A2 CONTACT NAR« 108005057  OFENED: D3/22/1997
YINy 2RALPT AN ENGINE: M CLOSED: 01-28/1997
ErnIEENENTEFEEEEERELE DR EAICEEE EENEFEY P E L FYEEEHEESEEEEEEF
LAST NAME: __ ' STATUS1
TITLE: el .
ADDRESS:
G L Eeeenbibin
HoME FHOME! s, I'HIJHE: “1 ) FAX
WILEAGE 2994 WSD
DEALTR MAME: RICHARDSON FORD SAL SALES CODE: 156341 . P& A 20307
CAUSAL CODE: r.rl! ml-'ruu- ﬂuug DGLA7 'rﬂul
E.Ilnﬁh TRANS RETION:
i
CASE TYPE:  SA-FIRES ~ ELECTRIGAL MEAMS CODE: A-LOL Imrm-rm LIABILITY
ATTY NAME, ATTY MEMO«
CLAIM ANT» [ AMARD AMT '
MICRO:
COMMENTS
1897701722
%% NAVIS: ORIGINAL wxm
CUSTORER SAYS+
—WHILE DRIVING. m ¥FMICLE II.IIIST nrru FLAMES
~INCIDENT DCCURRED OM 1-21 AT 2:464 PA
=THERE WERE MO SYMPTOMS, MWARMINGS. OR STRANGE OCCURREMGES
—FLAMES MERE COMINGE FROM TRUME. FROM MOSITIVE BATTERY. CADLE. AND FRDA THE
KYDRAUSTC LINE FROA THE BOYTOM OF THE MASTER CYLIMOER
~THERE WAS A L SNOKF DAMAGE IMSIRE CCLOTNING, ETCH
—HATTING ON CALL FROM CLATMS ABJUSTOR MITH INSURANCE ANY
~ALBURUERAUE FIRE DEFARTMENT PUT DUT OUT THE FIEE CINCIDENT 3 2692)
—YEMICLE IS CUREENTLY AT RICHAADSON FORD g
- INJURIES S i
PER CUSTOMER, DEALER SAYS:
o SPECIFIC INFORMAT IO
CUSTOMER SEEKS:
;m FILE CLAIN WITH FORD
CAC AINISED:
—INFORMATION MAS BEEW DOCUMENTED A Fﬂ-IIiHIIEh TO THE AFFROPRIATE DEPARTNENT
ﬁ:?;ﬁnn TIME FRAME AVAILANLE F:lt CONTACT
ESAL AMALSYT (LPAY ATTEMPTED TO COMTACT DENNIS LI3TEN: SVR. MOR., MESSAGE
I%E?HIEW“ EECONTACT.

LeA LEFT MES3AOE WITH DEMNIS LISVER, SVR. MGR.. ADVISING THE \‘EIIIFII:ITINI oF
INSURANCE COMPANY INVOLVEMENT IS NEEDED FRIOR TO ARRAMGING INSPECTION.

-
£ OWNER RELATIONS VOP/DENCHNARKING 09/20-%9 FAXLOLTG



teat

(LR By L MASTER OMUFR RELATIONS SYSTEM IT 158.56 .38

EANESEESFISIACIINE I EEEE NI I TN PN RN NN EEEEC R XS S EEEEIXTXTEE
2{152D0 LEGAL CONTACT s ¥EH TYPE: GAR
BEMVER 5 INVTR: CONTACT MBR: 10S00&03F OPENED: Ol-22-1997
YIM 2FALPTSHERX ENGINE: H . CLO3ED: 01728s1997
EAALEREEEIFXEENXNE FENEEENE NN I TN FEERE NN TEIEE A S TS NN ITE R
19970024 -

HII'IIIS IS THE CLOSING COMMENT

I.l'l CONTACTED DENNIS LISTER, SWt. MOR.. PER DEWMIS, THE CUSTDMER"™S INSURANCE
ANUETEI HAS ALREADY COME OUT AND HHITTEN UF AN .TII“TE OH THE YEHICLE.

l.l'l CONTACTED CUSTOMER AND ADVISED THAT BUE TO INSURANCE COMPAMY INVOLVENEKT,
Fﬂ: Hﬂ“.]l REQUEST THAT THE CUSTOMER COMTIMUE WOREING THROUGH THEIR THSURAMCE
THE IMSNRANCE COMEANY HAS THE DFTION TO SHMTE IF THEY FEEL IT

IS AFFINIIlTE

OHMER RELATIONS WOM/BENCHMARKING 09-20-09 FAXLOLTO



ot

BERIMRING DF CIMTALT
09520598

MASTER ONMER RELATIONS SYSTEN IX 18.56 .58
IIIIIIII-I-II-"IIIIHII“IIIIIHII--.-:l----it--------.-g-:::u = EEE
ABZEAC LEGAL CXONTACT YEM TYFE: CAR
DETROIY w3 IN/TRY CONTACT NER IIEEE“H OPENED: BY/D8r1995
VIN: HALF7L EWBLHE CLAEDr B/13719%6
EEEEDINLINNEENNEEELLCE LY -‘I"---‘.......n.‘.‘.‘-ﬂl-'-------‘------'I
LAST NAME. STATUS: CLOSED
1%5 IRST MAME, Ml

3

CITY STATE: r:
ORE PHOME 3US. PHONE: m

YEAR « MODEL 2 ] [ ]
MILEAGES HSE:
REALEZR MAME: SALES CODE: 14ED4Y . F4dA:s 3000
CAUSAL CODE. 5 1 O%148
(RIOIN=: . o0 TRAMS REGION: " JRANS DAYExr
YEH REML

CASE 'I"I'I"El G~FIRES — FUEL FED MEANS CODE: A-LGL YINVEST-PEOD LIARILITY
ATTY HEMO: T

CLALM AMT, 1] AMARD AMT: 0
MICRG: £51%5£1
CONMENTS «
1996713705
DEALER FAX RECEIVED 3/8706. DEALER STATES 'I'EHIEI.E Hﬁ: FARKER AND TURNED OFF,
HlL:H:HIlII CAME OUT OF STDRE AND SMOKE MAS CONING OUT FROM UNDER THE HOOD.

FAXFD INFORMATION TO E.A.A. AND ADWISED C“STHH TI‘II-T 'H'EI'IICI.E HWILL NE
IISI'H.‘.T THE MEEE OF 311-%.

199600713

THIS I3 THE CLOSING COMMENT
SPOKE MITH CUSTOMER 0¥ 3/13/95. FAC HILL PAY FOR AFPATRS TO VEHMICLE, NO
FURTHER ACTION IS NEEDED. o

1995/ 002N '

ADDED MICRO

1906757705

MICRD DATE ADIED

OHMER RELATIONS YOP/BENCHMARKING - U972B-99 FAXLOLTH




@ @

i
BEGINHING OF COMTACT
09/20-9% MASTER OMMER RELATIONS 5YSTPM LI 18.35.50
m"llIII:I::::::I::I—::I:I:::I:I::—:—l“.ll“l::—l:II:IIIII::“IIIIIIIII.IIll“ll
O575RM LEBAL CONTACY YEH TYFE: CAR
MEW YORX ZWTR :H.I'I'M'.‘T HIII'.: 1|5:zﬁn OFENED: 03/Z2/1995
VIM: lllﬂ.ﬂﬂﬂ CLDSED: O3/ 25/1995
HESIBII---IIIII-I-I--IIII-II'-I'-I-II-II-II-----I-IIII-I.III-IHIIIIIIIIIIIIIIIIII
AST MANE STATUS, CLOSED
e T o -
]
CITY M STATE: WF’: I
HOME PHONE: MI5. PHONE:
MIDEL TEAR: 9§ MODEL . }
MILEADE. 1a808 HSDx -
DEALER HAME, SKINHER SALES INC SALES CODE: 113813 PR A 00593
SAL CORE: M 1% F SYMPTOMS : 704143
EE-:[H.%;L aa TRANE. REGIOM: © TRAMS DATE:
" .
CASE TYPE» &-FIRES - FUEL FED MEANS COBE: A-LBL INYEST-PROD LIABILITY
ATEY MHAME: ATTY HEM
CLAIM AMT: L] ANARD AMT. T L]
MICRO
COMMENTS .
199570322
HHIS:HIHIHI.L
U

TOMER SA
- U'HIII:LE H! IRVOLVED IN A CAE FIRE
- VEMICLE IS CURREMTLY AT DEALERIHIP
CUSTOMER SEEKS:
= NHETHER THEY WILL DET A RENTAL 'A‘EHII:LE Ir Rﬂ'l.ll.! B0 BEYOMD 5 DAYS
DUTROUND CALL TO IEALER. JI‘.I'IH (IWC MOR) SAYS:
= HASN'T I.m AT THE VEHICLE YET
= DEALER DID NMOT HAYE MANY LOANMER3S TO SPARE AND HA2 HﬂT SURE HE Ihll.ll FROVIDE
LOANER 1O CLSTOMER
— CUSTOMER SHOULD CONTACT INSURAHCE COMFANY

Lm ABviseD:
~"CUSTOMER TO CONTACT INSURANCE COMPANY
- THAT CUSTORER 15 BWTITLED TD 5 DAYS OF LOAMER mqg 1F DVERMIONT WARRANTY

REFAIR
= THAT SHE WOULD RE CONTACTED Y FORDYS RIGIONAL IIF.I'I:E REGARDING THE
SITUHATION

NG m
SPOEE WITH CUSTOMER AND 3ERVICE MANAGER . AX FER GAL KEFORT FORD HILL COVER THE
REFAIRS UNDER Illl'.ltlﬂ'l"l' lulﬂl HILI.. ASSIST WITH A LOAHER WEHICLE UP TO 7 DAYS AT
¥25 A DAY. CUSTONER REEM INFORMNED OF THIS. \"EI'IIEI.E IS AT DEALERSHIF FOR
THE REFAIRS.
199E5-0%/ 2%
LONTACT CLOSING AFPROVED
OK TD CLOSE

FERT ST

OWNER. RELATIOWS YOP/RENCHMARKING 09720599 FAXLSLTO



aeet

"LAST MAME,

:muﬁ:m OF COMTACT .
83520799 MASTER OHNER RELATIODNI SYSTEN II 18,5630

-‘".-*'-.‘-mﬂ‘.‘B::-"==.-“FHF“-.'-F-*.-.'II‘I.!.:::“Ill‘lﬂI“II-.I-I.'

So% 10 .- l&uﬂ J2R: L0sea0n) nrm !IWEZIHH
¥IN: ILNLKE) : OSED: $9-20-1995
EeEEEEIIXEEEN ==—=—=======II'I=Ii-'E-I-IIIIIIIIIIIIIIEI:-l.:

STI‘I'I.B- £LO3ED

IITI.E- FIRST HAME:
m.
CITY STATE ]
HONE PHOKE iI.IS. II"HDHE: H
MODEL YEAR: 9% :
MILEAGE: 708
DEALER NAME: TRABEMARKMOTOR COM® uul CODE « :i r l A DEA9T
CAUSAL CODE: 42 SYMPTOMS s mu 203680
ﬁﬂll-l- &0 TRANS 2EGION, TRANS DATE: )
m |
- 'u - |
E#‘E ‘I“I'FE: GB-FIRES - EXHAUST-CAT m:vmun—nfnm ;ﬁns CORE: A-LOGL INVEST-PROD LIABILITY
CLATM ANT: 0 AMARD AMT: "
MICRG.
L ‘
1995790-22
CUOSTOMER AAYSH nuu:mmm:u nmﬂnu:z mrm:r 10604706 33n
~CAR Euﬁ'ﬁ'l P nu 9 n—n tma:rn;n'm um:n FIRE 5T, MNDER ‘I'HE ROGD
~TR1IED START RIS CHRYSLER WEW YORKER AND

BURNED UP
-II.I Iln Ilﬁm N 'I.'IE LINCOLN AND SI.HT&IHEII A ¥13 F%S AS HE PAID
-FIIE MAESHAL DIDMOT MAKE A CLAIM AMD THERE MAS MO nn‘rm‘r AS TO HHAT

—lll.gqlllpl DEFECTIVE BATTERY CAUSER THE FIRE
=MIFE MAS SICEK AMD JUST IIH‘TEEI'TIJMTQITIHTIL M
"}'iﬂl FIRE BURNT 3OME FORTION OF HIS HWOUSE (THE OUTIIDE 3NED) AFFROX 43508

E )
e rerarrs: "l
'ﬂ.l FPRIKCIFPAL OFFEREFD A LDAMNER El:lll'[m NECLINER)

-_r

mm
-FH: TO ACCOMMODATE HIM HIRTH SOME TYFE OF MOMETARY 'HI..I.I‘E FOR HIS LOSSES

I.I".'M: m:su
~INFD HAS II.EIMFT- “E MILL ;! I-Il% ;lll TIEEIIIEEI L _OFFICE
HWITH HIM TO FURTHER AMDRESS H:s CONCERN s AcT

DHNER RELATIONS VOP/BEMCHMARKINE 109-2079% FAXLGLTA



_._.. B ——— —— . a

1591 STe-Tow3

0920779 MASTER OMEAER RELATIONS SYSTEM II 1§.56.30

IEEEEREEAEEE ARSI ENTE USSR EERAR A A A AN AN N ---ﬂhl!ll u lll EESEEARR

J4AN1MN LESAL COMTACT TYPEx

3D 2N TR CONTACT NBR: 104047091 w-ﬂ ' W 19958

YIMs ILHLH ERGINE: M - OSERx #5/28/1935

T ETEEEETTEETIFINIECNTINEENRN um:::::.ﬂ:_ RRTC=C
- 1;'5’ | L ]

I.l:‘I‘EII sEm\‘IcE MAMAGER HIIIIH HOAK ; _IEIHB THAT THE FIRE COULD
RAVE REEM CA IMPROFER CAME COMMECTIONS MHEM THE CUSTOMER ATTEMPFTED TO
Jl.lr START HII vnlm.z. MR. MOAE STATES THAT THE 'IIEIIL"-I.ES HERE STORED AT THE

DEAL ERSHIP FOR A um.z AFTERE THE FIRE OCCURRED (OVER A YEAR AGO] BUT THEN THE
DEAL FRSHIP MOVED TD ANOTHER LOCATION AND HE DOES WOT KNOM WHAT DECAME OF THE
MMHED-OUT VEHICLES; HE STATER THAT THE VEHICLES HERE ALMOST CORPLETELY
m'rmsn BY TRAE FIRE AMP THAT THERE WAS KOT WUCH LEFT PF THEN.

1 ATTENPFYED TO COMTACT CUSTOMER BUT THERE MAS NO ANSHER.
IHIS IS5 THE CLuSINE COMRENT
AL SMLTH, FIRE TWVESTIGATOR., SPOKE m I 40 LOMGER CHNS
THE VEMICLE. THE VEWICLE HAS SEEN NOTORS IN OCEQLA, AR.
ACCORDING TO THE THE BATTERY EXPLOBED IIIII.E RAS BEING USED TO
JUMP START AMOTMER VEHICLE. FOED DOES MOT HAVE ANY ORLIGATION IM THIS MATTER
SINCE THE VEMICLE IS NO LONGER OWMED By THIS CUSTOSER,

15394-10705

I SPOKE RITH SAL ROSSANO WHD th‘IﬁEIHETHTHﬂﬂI! Fﬂlﬁl‘lﬂ' NHTI-CTEII
THE CUSTOMER TD AMISE THEN OF FORD"3 POIITION I Tl‘lt! Im’l
CUSTOMER AND ATWISER THAT FORD HILL NOT_INVESTIGA FIIITIII

WATTER; CUSTOMER ADVISED WE THAT HE SOLD THE 'I‘E'III'-I.!- THAT m IH TURN
sm.nrrn:m:us!ummm

RO FURTHER ACTION TO RE TAXEM.

DWMER RELATIONS VDPM/BENCHMARKING 09/20-99 FAXLOLTE



° - —e

L
REGIHNING OF CONTACT
8r20r-9y MASTER DWNER RELATIONS SYSTEM IT 18.5 .38 -
A IRl Il E i NN N E NN N W N NN X0 T ik 2 i - I N A W
F24008 LEOAL CONTACT YEH TYFPE.
WEH TORK 13 ZINFTR CONTACT MER: IIT!HEH OPENERM: 0972371996
NIl 1L NLMe 2We ENGINE: W CLOSER: 09728,1998
[ L} | JE L EFEF - P -+ FFSF ¢ F 4 F 11 | 1] [ 1] FEFI=oEFI=CFEE= kAR
LAST MAME: STATUS: CLOSED
'm'r.l!.-: FIrsT wane: N NI:
m 1
CITY STRTE o
HOWE PHONE: BUS. PHORE, W -
MIDEL YEAR: 9% MODEL ¢ ¢
HILEIHEr IINRa HSD: =T
ER MANE: FORD NOTDE COMPAMY=- SALES CODE: 113008 F R A: &EBDLYS
i‘.‘ntl!ll. CORE: &70%9 a7zl SYMPTODNE . TARSAE 70434 Tus334 Tedig7
E.IIBII!.EII"‘L ) TRANS EEOION: 13 TRANS DATE,
1 Lt
CASE TYRE: Z-MITHIN VEHICLE WARRANTY HMEANS COPEy A~LOL INVEST-PROD LIABILITY
ATTY MAME: : ATTY FMEMD:
CLATIM AMT. [ ] ANARD AMT» 1]
MICRO:
COMMENSITS «
1995709723

MM MAVIS: SURSEQUENT Xk

CUSTOMER SAYS:

=20T THE MUMAER FROM THE ﬂElI..EI. WHEN- THE WEHICLE MAS BOUGHT

-FIRE STARTED IN THE EBUINE, THE MHOLE CAR BEURMER UP, ALSO CANSED DAMADE TO

sIX OTHER UHII#LH. HAS PAERKER IN A PARKIND
~CUITOMER HAS ALREADY CONTACTEN THE MM!';_.WLIII!ITH CONTACT

-
FER CUSTOMER, DEALER 3AYS:
;Il CONTACT

CUSTOMER IEEXS:
-WHI?EIFMHHHSHTTDHH

I'.'.l.l‘.'. ADVISER.

—INFORMATION MILL BE SENY TO THE LEGAL DEFAKTMENT
=CUSTOMER MILL BE CONTACTED

WDATED CODES

1996-09725

$HITHIS 1

COMTACTED M2 IS CALLER

CUSTOMER HAS CONTACTED INSURRHCE COMPANY AND THEY ARE HANDLING. ADVISED HIM
THAT IRSURANCE COMPANY WILL SURRDGATE ON HLIS BEHALF XF THEY FEEL FAC HAS ANY
RESFOMSIRILITY XM THE SITUATION.

— NHO FURTHER ACTION REQUIRED

DWER RELATIONS VOP/BENCHMARKING D9-20/99 FAXLOLTR




BEEIHHIIIH OF CONTACT

[ TRFT R L MASTER OMMER RELATIONS SYSTEN Il 15.56.30
EEEEIABE =z ECiTaZER T wuwam NEAS P YR RERE T
TH52MM I.EBII. ::Ill'l.ll:‘l' YEH TYPE: CAR
SOUTHEST ENTR CONTACT MBR: lﬂ???!i;ﬁ OFEET, 1151841949

VIN: zrurmn_ ENGIME: N CLOSED: 11-2571996

AmpAEEIFFEFTEER III'II‘IIIIII“III!IIIIIIIIIII:‘Ill:l“—::!

ast wanes NN e sTATUS: CLOSED

TYXTLE: FIRST HAME: . MI»

ADBRESS I

e s e Sp—

HME PHORE» IS, FHONE:

MODEL YEAR: 95 MODEL 4 4 A

DEALER WAME. FItE! .}IIJHES FD QF 0K EALIS Copr: 152281 P E A DEONT
CAL CODE: 0709 SYHPTONS 714348

ORIGIN TRANS EELIONH. 32 - TRARS BATE:x

YEH RFPL: o

cASE TYPE 2-HITHIN VEHICLE HI!H!HTT‘T#TEIHS CODEs A=LOL INVEST-FROD LIABILITY
HI

CLAIM ANT: 0 AMARD AMTI [
. MICRO: 291032
COMMENT 3 1
1996-11-/18
m FLEET RERUEST FOR CONSUMER AFFAIRS III'HTIBATIH RECELYED, J.Irll.#ﬂiﬂﬂ

I.l. MADE QUTBOUND CALL T BOR HURST AND HAS ADVISED.

=-11-12/%, THE YEMILLE WAS SITTING AND IT WENT UP IN F‘.HIES

=THE TIRESX DM THE VEHICLE EXPLODED.

=MOST OF THE DAMAGE MAS SUSTAIMED UNDERKEATH THE HOOD OF THE VEMICLE.

]
LA _ARVISED:
—HILL SCHEMILE AN EAR INSPECTIGN.

ﬂllllll.l MADE OUTROUND CALL AND CONFIRMED REGEIFPY DF REVIEH WITH
IIEHBEI..M. FC3D FLEET SERVICE CONTACTMEEEEN

lgnwmnz OQUTEBOUND CALL TO TO EAA IHSFH-'IUI
IIITHIS IS THE CLOSING COMMENT
EAAL IMSFECTION REIULTS RECEIVED AND FORMARDER TO CYO UNIT FOR
FIETI'IEH HANDL LI , KR
MOEECORRECTION: INSPECTION REPORT HAS BEEN RECEIVED. OMCE PICTURES ARRIVE
1%'&%?2?“““ HILL 3E FORMARDED . Xxxx '
womEl A RECEIVER PICTURES ANMD THEPELTION REFORT, 11727748, ALL INFORMAYION
FORWARDED TO C¥0 FIELD SUPPORT FOR FURTHER HANDL ING.Mwocs

I;WIEIH

HICAD NUMNER (NMDATED.

1997-0Zr 28

HENCAL UriNNeE B0 ASSISTANCE PROVINBED

SE OF FIRE
BOR HILLIAMS W.A.H. CONTACTED CUSTOMER TO INFORM.
LETTER ALSO 3EMT

DHEER RELATIONS VOP/BENCHMARKING D9-28-%9 FALLOLTD




BEDINNING OF CONTACT
D9/ Z0/7Y MASTER DWMNER RELATIONS STSTEM II 13.56.30
'..“:.I:::::'::I:n.:::l============-=='=======:'.'.1.--"..II-!!-'-""=-“=-
BN ¥ ORK 13z T COTACINTACT NER: 105578643  GPLMEL, 5Sei/1995
1 F [
VIN: 1L NLMEE 18 S ENOINE: o > CLOSED. whr20r199%
Ak L NS RN A AN N EEE A EAEEN A s raaw

LAST RME STA
TITLE: - yiesT Nane: STATUS: CLOSED
Em St ATATE r [

H 1 [}
e PHONE s % BUs! CPHaNE H.
WODEL YEAR: ? MODEL .
HILEAGE, aAnon [ [~ 1]]
JEALER NAME: FORD MOTOR COMPANY- SALES CODEs 113089 PiA 68013
CAUSKL CODE: #2 SYWPTONS s 704145
GRIGTH: 80 TRANS RPSION: TRAKS DATE: .
CASE TYFE:  &B=FIRES = EXMAUST-CAT.CONVERTOR-OTHER WZANS CODE: A-L8L INVEST-PROD LLASILITY
ATTY MAME: ATTY HEMD: -
CLAIN ANT: 9 ANARD AHT 0

NICRO«

COMMENTS
199578611
WAVIS1 US COACHNORKS w36 |IROUSIHE e
CLSTOMER ALLEBES :

— 5-58-93 DRIVER PARKED VEHICLE OM FRIVATE RESICENCE 10T
AT APFROCIMATELY 3:Z0AM NEIGHROR CALLED FIRE DEFT, YFHICLE OM FIRE
HOWARD BFACH FIRE DEFT RESPONRED TO CALL
FIRE MEFT SGT ON TRUCK MABRE OUT A REPORT
FIRE DEFT DETERMINATION. ELmﬂL FIRE THAT Im IN IGNLTION
VEHICLE IS TOTALLY DESTROYED IM FRO
MO IMJURIES. WO mNE 1M 'II'H'IH:I.! AT TINE OF FIRE
HHIIEL! IS STILL AT 3ITE
EI.ISTHII HAS WOT CONTACYER A BLR
CUSTOMER HAS CONTACTED INSURARCE A,
CUSTONER ALLEOES PROIMHET DEFECT CALSED FIRE

l-lllllllllil

- l-i:ll‘-' Ii.'ll..'l. m Im‘l’!ﬂﬂ

- MILL FORMARD INFORMATION 1O EEGIDNAL O

- mm NILL BE MT!ET- l"f !ml DFFIEE TI:I gE\"IEH EﬂHI:EII

— LCAC CAMMOT SPECULATE AS TO ACTION REAFONSE

; I.ﬂlﬂ EEFERRED CUSTOMER TO HEK HISMGE mm FOR FURTHER AJSISTANGE
CUSTOMER ADDS:

- MOULD L D0 WITH VEHICLE WOH

IKE TD EROM HMAT TO
= HER Lﬂm IS REQUESTING THAT SHE REMOVE VERICLE FRON PROFERTY

I.tll: ADYTS
- LCAC umm AMNISE CUSTOMER AS TO MHAT TD DO WETH CLE .
- - REFERRED CUSTOMER TO INSURANCE £O. FOR FIRTHER ASSESTANCE

DMMIR RELATTONS VOP/BEMCHMARKING 09720-9% FAXIOGLTH



& T e

et

(LRl TL L MASTER OMMER RELATIONS SYSTENM JI 18.56.30
B T T T I P A RS T T T St b
&971JA LEGAL CONTACT YEM TYFE: CAR

H OPERER: $6/01/1995

EH YORK 1% Di/TR: CONTACT NER» 105578543
ENGIRE: W © ' CLOSER B6r20s1993

!E:..ﬂﬂnﬂ:lgIﬁ":ﬂ:zim::::::::::::;l::l-"...p:-m--..--l-.;:--m
R s a
]
~ HAS WOT BEEN I'-'I:III'I'MTHI ‘I'L'I DATE
= VYEHJCLE IS BURMED AND X

N
ll'ﬂ CUSTOMER, HAS NOT BEEN CONMTACTER

Fusra, g
HITETHKINIHEEETHEHEHIELE SHOULD lEmEIm

= WILL BE CONTACTED BY FMC REFREZENTATIVE
= BEST Tﬂ“ TO DO I3 TO MALT IMTIL 3HE I3 I':NTIETEF 3Y A REFREAENTATIVE IF
199508716
CUSTOMER SAYS,
- 7o iwack 15 IR
= 2D MMBER 13
Lﬂﬁ ADWISED CUSTOMER:

-FII.EI'HI MEEN OFER FOR Z NEEES AND mnmmznrmnﬁ

lﬂylyﬂ mm TIME FRANE IS AVAILARLE FROM THE I-I:.I.f.'
EII HAS JEEN ADNISED. CUSTOMER SHOULE REG. A I:.I.Ll. m J. WALKER(FIRE INSPECTOD
3 REGARDING SETTING UF THE IMSPECTION. ONCE INSPECTION 15 COMPLEYER IT WILL X
E SUBMITTED TD RYRD FOR EFVIPN OF ANY FHSIILE HH!TWE
1335r06- 20
IS IS THE CLOSING COMMENT
LerI2 5 S WS S st cooTns AL ] s DisteTs T s
ED. CUSTOMER HAS BEEN ABYISEN TO CONTACT THEIR I COMAFNT REHEARTING THI
3 CLAIM. IF THEY FEFL FORD I3 LIABLE THEY MILL ﬂl-“_ﬁ'l'l Ol REMALF DF THE CUSY

-
BRY AL3D H‘I'EI BESIDE FIRE BAMAGE IN EMGINE mw.mm THERE WAS ALSO FIRE DA

|
[ 4

DWER RELATIONS VOP/DENCHMARKIKG §9/Z8/99 FAXLOLTO



et

& — -—— —@°

IEBIIIIIH' OF CONTACT

09/ 20 MASTER DWMER RELATIONS SYSTEM II 18.5%6 .30
...n.-il::l..l..’!lﬂi....l“:::::l.“'l‘ll..lIII-I-'l---""“-:::—l-:-‘-‘-'l'-
F4EGKN LESAL CONTACT E: CAR
LS AMGELES 7T1  IN/THR: Cﬂl‘l‘ﬁl‘."l' Illl‘h llﬂllﬁﬂl L'I!'EHE‘DI 1270171998
¥IN 1Lﬂﬂlw&* CLOSED: 81/09/1936
---::-..---------I.“... B.l‘l'...'t..‘.....l.-mll“:I:I::I:IIIIII-..'
ST NANE, su'nls- CLOSED
TITI..E: FIRST Hlﬁl

ADIRESS
CITY STATE: - I
one preowe. NN AUS. PHONE: W

HOBEL YEAR o8

HILEAGE 6010 IE .
DEALTR MANE: 5["".!“ LINCOLN-HER EII.E COBE:. 35451 P& A 11B5E
CAIMAL CORE: 82 SYMPTOMS: T0%1
gﬁE}lﬂIIIHEI' L 6o TRAKS REGTON: TRANS DATE: .
[ ] -
CASE TYPEr 4B=FIRES — EXHAUST-CAT,CONVERTOR-OTHER MEANS CDDEs A-LGL INVEST-FRO® LIABILITY
ATTY MAME, ATTY NER: . ]
CLAIM ANT: 1] AMARD ANT - 0
HICRO
r.‘:lllEII'l's-
1995712
DEALER ﬂl.l-g FOR CUSTOMER MR JEREY JOHMSOM:
= YENY LOYAL m BEEN FURCHASING WEHICLES SINCE THE 70°'5 AND HE FEELS FO
RD SHOMAL DE 30ME ASITSTA
- LOOKS LIKE AM ELECTRICAL FIRF, EYERYTHIMNG UNDEFR HOOD EVCEPT FOR GAS LIMES
- II:IIIME-IH;ELE CUSTONER IN A lﬂllﬂlﬂl I BLHHI,E; NODNE MWAS IN VEHICLE
~ FIREDEPY CAME AMD PUT IT OUT, CURRENTLY VHEICLE If 'g.]' DEALER, #15.508 WORTH
r MAMAGED FOUND 50 FAK T
CAC ADWIZED»
=~ MILL FORMARD TO AFPROPRIAT QFFICE, SOMEDNE HILL IE p:'l"llllﬁ MACKE HITH CUSTOME
= WD TIMNE FRAME.
wi¢ DEALER IS5 IMEETMEEN REP. CONTACTED TIoOW AND m; INFDRKED SWK THAT THEY

mummmﬂn I BUT THEY HAYE NOT A3 OF YET

19!9.1!1.

THIS I3 THE CLOSING COMMENT

CSM, CMH, HAS SPOKEM NITH THE GEMERAL mﬁl- Lmummm:s
MATTER, I HAVE GFFERED THIS CUSTOMER A S&,000.8F OAC, THIS CUSTOMER ACCEF

MY OFFER AMD HAS PURCHASED A HEH "‘lii LI“LI Tﬂﬂ CAR, THE DEALER3HIF l'llS
RETAINED THIS VEHICLE AMR IS MAITI A WIRING HAENESS TO COMFLETE THE
REPAIR. THERE ARE M) FURTHER mm HWITH THIS \"H‘IICI.E- THE CUSTOMER I3
SATISFIED ANR IS HOY PURSUING ANY LEGAL ACTIONG.

OHNER RELATIONS VOP/RBEMCHMARKING Q9720799 FAXLOLTO



1 —_— e e %.__.

i
mmnmrﬁ OF CONTACT
19720799 MASTER OWHER RELATICNS SYSTENW II 1%.56.30
(Y1 L FEPEE - H -k, L E L A ENEEEFEENEERN =
ST52I5 LEGAL COMTACT VEH TYPE: CAR
DETROLT & DR E1 COWTACT WER: 1l'!5ﬂlllH OFENFD: 0371171998
VIM» 1LWLMEZN1SY7 23285 ENGINES CLOSED: 03-13-19%8
-1 T s [ FA8F - 1] o s s s g s s ====================.=ﬁ‘===================--
LAST MAME: STATUS: CLDSED
TITLE: FIRST KAME: _ MIs
e STATE . [N

] 1

nnHE PBONE: IS, PHOME: H
NODEL YEAR: 43 MODEL TOWN CAR
KILEABE 35000 W50 :
BEALER MAME: HINES PARK LINCOLN- SALES CODE: 34527M P& A 13952
CAUSAL CODE: 0789 SYNPTOMS | Foalq®
mﬂ;ﬁ; . TRAMS REGIOM: &5 ~ TRANS DATE:
CASE TYPE, GA-FIRES — ELECTRICAL MEANS CODE: A-LGL INVEST-PROD LIABILITY
ATTY HARE. ATTY WM =T
CLATH AMT: o AMARD ANT: 1

MICRD:

COMMENTS »
1998-95-11

) TRAVELING- LDCAL PHOME wuweer. I
0ot NAYIS: ORIGINAL max :

cum SKYS

-HE 1% AT FLORIDA NMUMBER FOR THE WINTER

-\'-II'IIB'LE MAS SITTIMG IH HI3 DRIVEWAY

=IT HAD MOT BEEN DRIVEN IINCE THE FREVIOUS LAY

~THE WOk, DASH, AND PMGINE COMPARTMENT CAUGHT OM FIIIE AND BURNED UP

"'FIIIE DEPARTHENT REFDRT $73-15821

-II HAS CONTACTER AARS AAA REFRESENTATIVE 3TATED THAT THE YEHICLE WAS TOTALED

I!'EII CUSTOMER. DEALER JAYS.
—N0 CONTACT

CUSTOMER SEEKS:
;HII.I. PR COMPEMIATE COVER ANY OF THE DAHAGEST

CAL AIWISER
;%Tmmnnis FROM CONSUMER AFFAIRS HILL BE CONTACTING THEM TO REVIEN THE
199305713
SESTHES IS THE CLOSING COMMENT
LA WE MHITH CUSTOMER OB 3/13-98. CUSTGMER .I.“I!ﬂl' THAT HIS INSURANCE
CARRIER IS HAMDLYMG THE CLAIM. M0 FLRTHER ACTIONM I% MEEDED.

= 0 b

OHSER RELATIONS YOP/BENCHMARKIHG D9-20-99 FAZLGLTA



_._ e e . .

BEOINNINE OF COMTACT
09/20/99 MASTER DHMER RELATIONS SYSTEM II 18.56.38
ISk IR LAl el I Y A AR FF ISR Sy bl i N T R T T R CAE
70200H LEGAL CONTACT YEH TYFE: CAR
NEW YORK CONTACT WBR: 109148530 OPEMED: 11-12/1997
YIN: ERGINE: M CLOSED: 11/12/1997
IESErCEICFE - CFE-SCTEE-EEIXC M [ T F | EEEENEEENEERETrENE . iy ] FFFEERENNEEEE =
LAST NAME T ATATUS« CLOSED
TITLE: FIRST MAME: _ Mi:
e STATE ' iww: R

[ H H
HOME #HOME 3LS. PHOME: H
MCDEL YEAR: 94 MODEL » CROWN VICTORIA
M1 EAGE, 34713 WSD:
DEALER HAME: UNIVERSALFORD INC  SALES COBEs 113035 P& At 03711
CAUSAL CODE: 8721 SYNFTONS: 704148
CRIGING B0 TRANS RESIDM: 13 -  TRANS DATE:

r

CASE TYPE. 2—HWITHIN YENJCLE HARRANTY MEANS CODE: B-iBL MVEST-HNTY-ATTY LETTRN
ATTY MAME: ATACY R. JDMHETT A AMMD: 21 2-S5A-A545
CLATM ANT: 1] AMART AMT . ]

. MNICRD: 51462592

COMMENTS :-
1y¥7s11r12
:I-I Fﬂ;sATIT LETTER DATED 11-I1 ATTACHED

= TAXI HAB FIIE IN ENGINE COMPARTHENT

INE COMMENT
CONTACTED SN~ CUSTONER CALLED AFTER FIRE AND WAS TOLD TO BRING THE CAR IN- HE
DI MOT. CUSTOMER RPPATEED IT AMD YT IS BACK ON THE CUSTORER WANTS
VEHICLE REFLACED. mn:ssl SM THAT LPA HILL FAX n.'n'r RESPONSE . ADVLAED AC
NILL NOT ASSIST- FIRE WOT COVERFD UMDER HARRANTY- WARNA NTY REQUIRES SERVICE
3 PC FACTLILITY- CUSTOMER REFUSED. SN MAD ADWISENL qluu B IF IT HAS
BROUGHT 1H. O ASSTETAMCE

MO FURTHER ACTION

1997711719

ADDED MICRD

OWHER RELATIONS VOP/BEMCHMARKING E£9-/20-99 FAXLOLTH
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|
REGINNING OF CONTACT
phr20-99 MASTER DWNER RELATIDNS 3YSTEM 1X 18.55 .30
-.::::::g;:...“.-';.-““:l-:ﬂntlllﬂ::::ll::.:::-"q':::lil--::::u:::::::l
248 3J0 LESAL CONTACT VEM- TYPE: CAR
Ly WM CONTACT NBE: 1Iﬁ§1'"1 OPENED: 01-°3L71994
YIN: HELH?“ EMOINE: & CLOSER: R2r15-19%
---.I.-—hh.l:::::!!llI-II'-IIIIIIIIIIIIIIIIIII-IIl...lll,-I-IIIIII!“IIIII-IIII-I'III
A -
1 ] Al:
ABBRESS s ; -
CITY: % STATE: [ [ 2
HOME PHONE: HUS. PHOMWE. .
MODEL TEAR: o5 MODEL » GRAND MARQUILS
MILFAGE: 2535 T4 1 -
DEALER MARE: ECAST CARMLINA LINCO SALES CODE: 3263583 P& A 12301
CRUSAL CODE: AG O A SYHNFTONS 704145
EI!-;'GIEEL ﬁ TRANS RESIDN: © TRAMS MATE.
I . )

CASE TYPEr 10—-VEHICLE REFLACEMENT MEANS CIIIE» ["I‘EI'IIC'.E IEI"I..I.CEHEHT
ATTY MAME: REQ D2/01 SENT w2 B2 ATTY MEMO: ﬂTlﬂi E¥ 513

CLAIN ANMT: 18,376 AMARD ANMT 5,073

MICRO: §452501

COMMENT S »
19me Nl Sl

CASE OPEMED TO PROCES3 FRE-ARD REFLALEMENT FOR RAV FOR VEMICLE MITH FIRE
lﬂﬂﬂyﬂ

199E/02702

™

M

1984702715

Mm™

THIS IS THE CLOSING COMMENT
CHECK 022845 FOR #Z1,449.25 ISSUED TO EAST CAROLIMA MITIJ & TRUWCK L‘IIT-

g OHMER RELATIONS VOP/DEMCHMARKING D9/200/99 FAXLILTG



HEﬂIIIIIIIﬂ OF CONTALT

19r20-99 MASTER QMWER: RELATIONS SYSTEM IT 1%.56.50

R EENENENEAE T T EERCT crx y =
SPEECD LEGAL CONTACT VEH TYF

she ZN/TR CONTALT MBR. lﬂ‘le! ﬂFﬂﬂllE=IE=llf19H

VINs m-ﬁiﬂ ENGIMKE. & CLOSED: 0250571995

dAlmankEEUANEEskEEnmEEREEE EIEECETLm m:-.-..m-l-.lﬂ_E---‘t:-----'.--=_=

LAST NAME»

- ET.lTIJS
HTLE: _ FIRST NAME: - !
m k 1
A i — e 7
HOME PHOME . AUS. PFHOME\

%{HR! ﬂ‘ m-
. .
DEALER NAME HET mnulu LINCO El
DEALER ' bEs COBE: ﬁ:g; P E A 123M
mﬁig;l-‘ W TRANS lﬂ‘.lml TRANS DATE: '
CASE TYPE 4E-FIRES - EXHAOST-CAT.CONVERTOR-OTHER -
5 : . HENO: MEANS CONE:  A-LOL INVEST-FROD LIADILITY
CLAIM ANMT: a AMARD ANT: [ ]
MICRO: 4542779
CINONENTS +
1996701710

PEALER FAX FORMARDED FROM ANALYST BILL CoOMELL,
DEALER FAY, LHNICATES:

-VEHNICLE ELECTRICAL FIRE.

=ND INJURY.

—CUSTOMER SEEKS REPLACEMENT.

[ 3

LEGAL CONTACTED SVC MER, WO ADVISED
~VENICLF YS AT DEALERSHIP_ !
~CUSTGNER IS5 COMCERMED WITH VEHICLE SAFTEY.
<UNSURE IF CUSTONER AS CONTACTED INSURANCE.

L%le %EJFH“ Iy TRE %ll-. FRIOR TD FDE CWECK
I.IH'{ COMCERM . FI“ ENGLHE
-IISM HAS NOT BEEN CONTACTED,
=CUSTOMER SEEKS A REFLACEMENT VEHICLE.
=KD OTHER PEDPERTY DAMARE,
199601718
LEGAL CONTACTED CUSTOMER
—IEI"I-.IL'“HT DFFERED
—CUSTOMER ACCEPTED.
1994/02/D5
EEMTEECE“}’T HEFFEI INFORMATION HAS BEEN TDRMWA
REPLACEMENT VEHICLE. RDER T0 Rav FOR
1954/02712 :
MICRO MINTRER ADDED
19958220
MICED MUMBER AIDED

DWHER RELATIONS VOP/RENCHMARKING D9/20-54 FAXLBLYS




LT sZo-Zoa

a9r2arsen MASTER OMMER RELATIONS SYSTEM IX 1E._56_30
amEfmE A AN NN Y AL EE Il sk eI I N I Y P LN RS
B988CD LEGAL CONTACT VER TYFE: CAR

SDR i ZW'TR: i CONTACT NRR: lﬂiﬂllﬂ OFERED: 0171071996
VIN: INELWF 340 ENGIME: & CLOIER: D2/0571994

67 0es 2T
199 Ilzﬂl’l‘.ﬂ:tl:'n‘El.’l MESSASE FROM RAY COMCERMING PICKINE L TIIE ﬂ.ll VEMICLE.
I.EGlL LEFT MESSAGE FOR ENGIREERING, BUT HAS WOT B::rlrn A RESFONSE.

I.EBIL CONTACTED MARGAREY AT RAY AND AIWISED THAT 'U'El'lIEI.E IJ'ISFET.TIH SHOULA
HAVE EEEN COMFLETED BY THIS TINF, AND VEHICLE HAY %l E
—EEEAL FROVIDED SWC MGR NAME AS A CONTACT PERSON AT T E IIEAI.EISHIF.

IHHJIJUII
i RECEIVED MESSABE FROM SERVICE HI-H.I.GER. LTHM !HITﬂ. REQUESTING TNFORM-
lTIm ON HHENM THE VEHICLE WILL BE PICKED UP

I.EEIIL LEFT A MESSAGE HWITH "EELLY™ AT RAY HDPQ IWISIH] OF REALER COMNCERMS AND
REQUESTING UMDATED STATES.

OWNER RELATIONS VOP/BENCHHARKING D%-20769 FANLOLTO



DEGINNING DF COMTACY
09-28799 MASTER OWHER RELATIDNA SYSTEM 11 18.54. 38

FEEAZECEEENEA LSS S EEFEENESFEENS EELEE ::-::I:IIIII“II'I.'I“- u--—llllltllIlll

S3E4LD LEAAL CONTACT
ATLANTA 21 WT#:* CONTALT KWAR, lﬂ?ﬂ!lﬂ'l UFEIEIII IIU!L"I'HT
YIH: 1LNLAB 1Y EHOINE D3ED. 01722-1997

::::-"“.‘::'-------------SI‘!:.:“.III“‘..II“-F‘-----========H.I-I-mlt-

LAST MAME. »°  STATUS: CLOSED
FITLE T HAME - ML
ADDRESS s
CITY: ATLANTA STATE: [
HOME PHOME: TP BlUS. PHONE. w
MODEL YIEAR: 1] MODEL « Tou Hl'
MILEADE: 3Mie0 (RN
DEALER MAME: SOUTHLAKEFORD TALEY CODE: 121 P & A: 00509
CAUSAL CODE: #7809 S185 3] SYNFTOMS
Fﬁlinigl- [ 1) TRANS REGIDM: Il = Tlllﬂ DATE.

t .
GASE TYPE: ¢A=FIRES - FLECTRICAL HMEANS CODE: A-Lol INVEST-PFROD LIABILITY
ATTY NANE ATTY MEMD .
CLAIN ANT: ] AMARD AMT o

. HICRD

COMMENTS:
199%7/01-21
] Il.l"ﬂil Ell'liﬂl.IEHT RN
CUSTOMER

- lfﬂ.!ﬂ' - II'H'IIELE CAUBHT FIRE -~ OPEN FLAMES -

E_HmD
= ATLANTA POLICE DEPARTMENT WERE MOTIFIED - mm nmnu
= LINDA GRAVELY CALLING

FER CUSTOMER, DEALER SAYS:CTAMKY, SERVICE DEP .m‘umj
- HAVE VENICLE TOHED TO DEALERSHIF TO DEFERNING MHAT CAUSED FIRE

ENT
0

2
4
:
i
5
2
3

AND IIII!.I.. HMALE AM APPOIHNTHENT FOR
ROCESS .  NO FURTHER ACTION.

B
m
g
-3

g OHMNER RELATIGNS VOP/PENCHMARKING 0%/20-9% FAXLGLTO
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. Sp—— ‘ll'

l 4

BEQIMNING OF CONTACY
09,2099 MASTER DWHER RYLATIONS SYSTIM iX L&.56. 30
llII-I:II-IIIII-III-IIl“l.ll'll“lll-::l.ll:-=====_t"I.'.‘II“"-‘I---I:--.:----I-_
STHE 52 Mllimll:z ngm_m IIIR J.IITHHIII m ﬂ' 1 1994

1 : /19,199
¥IM: 1AL A0 T OSEp: W2.28/19%
t“lI::II::II:::::::I:I-:l:::::ltll':!'lllll:l::llllllll:..-l"‘.“III:.-lI.---lgil-l:
LAST . mrn.m CLOSED
TITLE: FiesT waneE:
o STATE I

| | ]
AL . 205 ProNE: H
MODEL YEAR: n mn TOMM CAR
MILEABE: HSD
DEALER HARE, m:uu'u H::.:.s LN SAL SALES CORE. SE¥111 F3A 114616
CAUSAL CODE: 8789 SYMPTONS ?“ 45
OR16TH: 80 TRANY REQGION: TRAKS DATE:
YEH REPL:
CASE TYPE! §-FIRES ~ FUEL FED muﬁ m:- A-Lal, Imﬁsr-m LIABILITY
ATTY MAME: TTY MEMD:
CLAIM AMT: (] um AMT = 1
HICRO: %712925

COMMENTS
1496,07719

XK MAVIS: GRIGIMAL e
CUSTOMER SAYS

HI5 INSURANCE COMPANY o
-THE FIRE WAS CONTAIMED IN THE HOOD DF THE VEMICLE. E SAFETY BLAMNKET

lilh NoY m Mh ﬂ!ﬁjﬂ’.ﬂlE EELHT NAS ;Elﬁglﬂ I-El'l'

WHIHE IEIIIEHT '

1996r
AEN1ST
LA

CARRI
19960812
ADDED MICRD

OWHER RELATIONS YVOP/BENCHMARKIHG

Ors 25
FHTHIS IS THE CIDSING COMMENT
ADBC TG

I:L! LOOKS LIKE
TO CUSTONER

LETTER TD CUSTOMER ADVISING THEM TO CONTACT THEIR INSURANCE
ER FOR l!!I!TIEE

15720799 FAXLDLTA



BEGINNING OF CONTACT
A2

MASTER OMHER RELATIONS SYSTEM 11 13.58. %50
NN R YRR s amum IIE‘I.,'IIIIIIIIIII:IIlttht.--
g:fiﬂ 24 LOHAL CONTACT NER: 109126 EH TYPE: CAR
ANDD I TRy CONTACT ENED
Vil 3T MLk ook F EVGERE, N LesT Em: it AT
f:;;:::::::==l====-=-=l=-n-.:-:===::==-:::::::::::--.:l:E;-:;;:;;;ﬂaa:::...:::
NARE: CLOS
losess. NN T W oo e
3
o e, i T v -
HOME PHOME: BUS., FHONE: .
MODEL YEAR» [T} MODEL &
DEALER WAME: HALRER FORD CO INC AILES CODE: 126200°. P & Av 469
] .
CAUSAL CODE: 4769 SYNPTOMS:  THA14Y 1o
E'!EII':IaiEI. i) TRANI REGIDM: 24 ‘TRANS DATE»
1 : !

CASE TYPE SA-FIRES — ELECTRICAL NMEAMS CODE» A-L6l
s AMS CODEL  A~LGL TWVEST-FRED LIABILITY

CLAIM AMT: o AMARD ANMT: 0
MICRO« 5171129

COMMENT S
1997 ,11706
KXCVD FAX RECEIVER 10-X1/57 BY CONSUMER lFFl-IES E
-ﬂﬂ CRONTACT: LASAUNJI COLSTON, EXT 79127
—CUITOMER CONTACT: IRVIN MECLER
~28/38%97, VENICLE CAUGHT FIE DDER THE Hooe NEAR THE
- ) STRIMITION MU
=N0 PERSOMAL IMJERY ALLEGED PI St HOX

~H0 DTHER PFROFERTY DAMAGE
~d¥N CHICRED ARMOR (COMVERSION COt) ALLEGES IT'S FORDYS FAULT
-H'Elllﬂ.l I3 LOCGATED AT THE BEALFRIHIF sE

:ﬂﬂ"m SEEKS,
—IHI’H‘:’IIH TD BETERMIME THE ACTUAL CAESE OF THE FII!

H.Il:l.'.l [LEGAL IHI.L‘HTI ADVISED .

—-LEFT m m NG RECETPT WITH LASAIMJI COd 3

-I.EF'!.'.FEBB FORE MARK FARAMFELAS INDICATING THAT ME WI|L {Hﬂ EAM TO INSPECT THE
HILL BE

LHMJI Lﬂ"l' mml Fﬂ I.I'h Imu’“ﬂ TI'HT THE "I'ﬂ'lll:LE 13 ILIEII‘T IN THE
FROCESS OF METMG REPAT R SHOULD RE COMPLETE BY TOMORRDH. E DEAL
NAS RETAINED THE OLE I‘.‘lll'! Fﬂl IHSI"ECTIIH- =
~LFA MILL STILL 3EWD ERA

1997/711-10

SFA KECEIVED Ean RESULTS AMD PHOTOS, FORWARDED TO DARKIN ZIMLICHS

lﬁlr-}lulf HANDLING N ZIMLICHALASALUNJI
lﬁTa’llﬂﬁm FROVERCD-CUSTONER HAS DEEM MOTIFIFD BY LCOLSTOM
CUSTOMER REFERRED TD HIS/HER INSURAMCE CO.-LTMD CONV, {O.

OWNER RELATIONS VOP/BENCHMARKING 09-20-99 FAXIGLTE



TS97 SZ9-Zovg

19r2ire lll.‘.'-'l'ﬂ OWNER RELATIONS 3YV3THN Il 1'.5‘.;“
IEER® EEFEEFEEESNS KRR

JI95EE LEBII.. CONTACT Yo T‘I’I'IE :llx
ORLAMNDD 26 le‘f"{_li CONTACT MBR: lﬂil“‘ﬂ OPENED: Llrasr19397
YIN: 1LNLME1 ENGIKEs CLOSED: 11-s10-1997
IIIEIIIIIII--IIII-I“IIIImmll::l::::::—::::::“l--.‘lt“--.-----:::::::--l.
1997711/ 2%

ADD NICRO

OHNER RELATIONS VOF/BENCHMARKING 09/20-/99 FAXLOLTE



zant

. R - —_—— .

BEGINNING OF CONTACT

gFr2nsey MASTER OWNEK RELATIOHS SYSTEM IX 15.56. 30
-Il:lI:IlEl8m-----II“:I!“I:---:!.--..--:::‘.n-.-m::: "ERN
TH18RN LEBM. CONTALT YEH TYPE: AR

MEN WORK 13 CONTACT WAR: lll'lllﬂ'ﬂ-l OFENEDH 1171951997
YIM: ZFILFTHH ENGIRE: W CLOSED: 11/25/1997
ETFFENE_TENNCEEL S 'FAREsSsldanrwgEEnn n - FEEXSESXERMNE
LAST HARE: — STATUS: CLOSED
TITLE, FIRsT wane: NI 1.

DDRESS .

CITH STlTE: Ps

HOHE PHONE reone, — T
MODEL YEAR: or !IIIE. CROMN VICTORIA

MILETAOE. 454 WD A

DEALER NAME: SALES CODE, 113033 ° FE A D351N
CAUSAL CODE: 8707 0O71% 817 STHFTORS 704145 -

EI%IBIREI. gg TRANS RESION: 13 - TRANS DATE: .

L] -

CASE TVPE: 13~¥EHICLE REFLACIMENT — PRODUCT LIABILITY MEANS CORE: K-YEHICLE KEPLACEMENT
ATTY MWAME. ATTY MEMODr ey —-

CLATM AMT. i AHARD AMT. T a1, 562

Wt MICRO,

COMMENT S

1997/11-1% -

FRE=ARE REPLACEMENT DUE TO PIRE DAMAGE CONCERNS.

1997711r,2%

AMIT

1997r1LrL5

#FITHIS 13 THE CLOSINO COMM
CHECK $3954721 AMGUNT tum BZ PAYEE LA FRES TAXI, !HI:

OWNER RELATIONS VOP/DEMCIMARKIMNG 09720499 FAXLGLTG



ERET SZE-ZhYa

I-EBIHIHB OF CONTACT

29/2079% MASTER DHMER RELATIONT SYSTEM IX Ix_54._30
2L CENEF AN N FFEEFEE LIRS I IS SRR AN S a S S ANy A NN L SN CEEX X TAE
TOZURH LEGAL CONTACT VER TYPE:» CAR

FHILADELFHIA 14 ZN-TR: COMTACT HBR: LD34395555 OPEMED: 07-.00/1997

¥IN» ZFALFIEHAY. ENGINE: W +  CLOSED: Or/09/1997

EE b L L Ly L L L e Ll .l....'!:.'.ﬂ“l‘“FFII'.""“---'III EERX

LAST MAME. STRATUS,

TITLE: FIRST HAME: - NI

AMDRESS:
CITY: STATE: PA ZIP
HOME PHOME » BUS. PHOME: Z15-481-5508
-mnm:ﬂll IT Il'l.lﬂ. CRIMN VICTORIA
BDEALER WAMNE: C l t FORD SALES, I S.II.E COBE Iliﬂﬁ;,- F E A: 010305
CAURAL COBE D7l SYHETOMS T0HEL
Enﬂ!lnlgl'L ) TRANS REGICHN: 1& - TRANS BATE:

| ] .
CASE TYPE« 2-MITHIN VERICLE RARRAKTY MEANS CODE: " A-16L INVEST-PROD LIABILITY
ATTY HAME. ATTY WEMD. d
CLATM AMT . 1] AMARD ANT [ ]
MICRD: SATE545
E 1]
1997707789
DR FAX-

mmﬂﬂﬂ [T HIHIH SAH SMORE UNDER HOOD=- HEARD MOF 'ﬂ‘l‘ﬂ HAD FIRE
= NEW l.'-'ll- FREE. ESI' AND AT LEAST #3000 CONFENSATION
HFTHIS 15 TH! FLOSTNG COMMENY .
S CONTACTED INJURAMCE- ADVISED THEM TO HORK WITH INSURANCE COMPANY-
THEY Hl'l‘!.' THE OPTION TO MTE CLAIM IF THEIR Iﬂﬂ'IIHTIH REVEALS
MAMIFACTRRING DEFECT.
¥0 FURTHER ACTION
1997707710
ADREPD NI

1997707722 ’
CUSTOMER CONTACTED PUBLIC AFFIRS. HOT HAPPY THAY HE TO PAY ®1048 DIFFERNCE

CUSTOMER HAS SELECTED A VEHICLE THAT
1H::EBE|'.E W CH 1S CAUSTRO THE TNCREASE, o= ' __"'"mm“' DRIGIA

$L AINISED:
=THE DIFFERENCE IN THE VEHICLE FRICES IS ALSO DUE TD A #1588 VISA REBATE THE
CUSTOMER HAD OM THE ORIGIMAL VEHICLE PURCHASE

=THIS REBATE WAS MOT REFLECTED IN THE FURCHASNE FRICE ﬂﬂ'ﬂ TO THE INSURANCE
COMPANY MEEN THE CLAIM HAS MADE BY THE CUSTOMER

= JOHN FIE‘LI‘! AT THE DEALERMSIP HAS BEEN ADVWISED THAT THE CUSTOMER NEEDS TO

ACT KIS [MSIRANCE CONFANYT TO ElPLlIH TI'IE IIIFFEI.EEI:E IN THE ORIGIMAL
HIHEHEEE PRICE. CUSTOMER WILl WEED TO SHOMW ERMORK/LNVOICE TO REFLELT

—#R. FIELDS WILL CONTALT AMND ADNISE THE CUSTOMER mmuvr

OMNER RELATIONS VOP/RENCHMARKING 09720-,9% FAUOLTS
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MEGINNING OF COMTACT
e s 99 MASTER OWNER RELATIONS IYITEM I1 1%.56.30

----‘ll:—::l.ll'mlllII“-'-.'II"."'t".'."‘II.“---I_.-nIIIIII-I'III..II [ ]

&B130F LEGAL CONTALCT ‘ YER TYPE: CAR
ATLARTA 21 /T CONTACT MBR: 107724582y OFEMED: 11l-848-1994
ViM ZMELMTSH2' EHQINE: W : CLDSED: 11-s137199&
AREAEREICEEEFEFEEEEENFEEE K [ L L[} --,-----n-..--m-...-m--
TITLE: FIRST NAME: ML

CITY STATE: P

HOME PMONE: BUs. FHOME:

MODEL YEAR: a7 MODEL « GRANE MARQUIS

MILEAGE: 11 ] ] -3

BEALER NAME: JOMES FORD SALES CODE: 1213352 PRk A 06721
CAUSAL CODE: #7089 B2d D7EL SYNPTOMRS THALAF

COEIOTN « oD TRANS RESIOM: 21 “  TRANS DATE:

"m IELI

CASE TYPE: £A-FIRES - ELECTRICAL MEANS CODE, l—LﬂLfiWET-Fm LIABILITY
ATTY MM o

CLAIN ANT: o AMARD AMT )
MICRO: SEG0243
LONMENTS »
15967117 bé
e MAVIN: SURSEQUENT 0N
CUSTOMER SAYS:
- CUSTOMER CAN NOT BE REALHED AT ﬁﬂlrl!l'r LOCATION

VEHICLE HAS A FIRE UNIER THE H
FIRE STARTED HEAR THE IEAKLE FLUID CONTAINER
m“ﬂs IS A F.I.Elﬂ‘l' DEFECT

LOAMER WEHICL
PER CUSTOMER, DEALER SAYE
— THIMES THAT A WIRI Hllllﬂllm'l'ﬂllﬂﬂl.ﬂ':ﬂ
= HO LOAMER YERICLE IE l\‘ﬂl.lll.ﬁ
— MOT SURE WHEW THE REFATRS CAN RE DONE
K
CUSTOMER 3IEEKS
= MANTE A LOANER VEHICLE
l:.ll: AN 1SED
“ﬁ TO LOANER VEMICLE

= TII.HI'HTI.T]HH ASSISTANCE PROVIDED

EAUNREOARNE TO

- THE REGTONAL I.Eﬂll. ANALYST WILL RESFOKD TO THE CUSTIMER
= HO TIME FRAME CAK BE GIVEM
199651070
UPDATED CODES

OWMER RELATIONS VOP/BENCHHARKING 049-20-99 PFAXLGLTE



02T MASTER HEI IIEI.HTI“S SYaTEn IX 1a_55 .3
ECEEEED EXZXTELE .‘“.-- =

&8130F LEBAL HHTH:T EH TYFE: CA

ATLANTA 21 INsTR: MT.I.I:'I' Hllh IWHHH N ED llflifl“i
YIN: ZHELNT Sl CLDSET lylyl'“

199i-11707
wx BAVIS: AURSEQUENT musu
CUSTOMER SAYS.

—CAL1ING BACK
;iﬂl.l.ll LIKE TO OET A LOANER YEHICLE

PME CUSTOMER, DEALER SAYS
=40 FENTAL ASSISTARCE OR LOANER VENICLE
C‘llm 5“‘5!
m YEHICL

:u: AIWISEN:
IE%IDS TD LOANER YEMICLE
IWITIDI ASSISTARCE PRUYIDED
133‘?‘:‘-’5 STANLEY/SWC MM INDICATES THSURANCE COMPANY I'IH. m‘l‘ INSPECTED VEMICLE

LEH.I. ADNISED SWC MOR THAT AN INDEPENDENT Im NILL DE COMTACTED TO
COMDUCT AN INVESTIGATION
- FEOVIDED SYC MGR HITH

LEBAL LEFT NESSAGE N Mﬂl IHIII‘.'ATIH !.lﬂl- MILL PFAX BICK THE
INSPECTIDN REPORT

199611713
SEETHIS I3 THE CLOSING COMMENT
CONPANY

ALIUSTER COMTACTED L!GlL [l ] llilﬂlﬁ- REQUESTING INSPECTION
RESULTS AND THE MAME OF THE INSPECTOR WHO PERFORMED THE INMYESTIGATION

< THAT INSFECTION R LTS
S ERAL ADVISED ABJUSTER THAT IMSPECTION RESULTS ARE PROPRIETARY TMFORMATION

— AT THIS TIME. Emmmmnn&:ﬂvn“tm ORCE REPORT IS
RECETVED LEBAL MILL CONTACT CUSTONER NITH FNG POITION

LHM. ADVI SED» SI"C: MR- JIMNY VERNOM AT SALING DLR -CUSTOMER CONGCERNE HAVE
BEEN REFERREE TD THE INSURANCE SH' LEGAL ADVY JOYCE ITHI.E'I‘IS'I‘L‘ HoR

T CUSTOMER'S CORCERMI HAVE %EEFEIIEII
INSURANCE COMPANY. LEGAL LEFT MEIBAGE ON CIN/LISA MAIL Iﬂmlﬂ HER
I:I.IETMH'E CONCFENS HAVE BDEEN REFEERED TO THE Im

I.EGI.I. ATTENFTED TD CONTACT CUSTOMER-URAVALLABLE. LEHI. ' FORMARDED LETTER
IHDIHTIHI THIS MATTER MUST BE RESOLVED MWITH THE lﬂllm CAERIER

IHSI.IIIH:! ADJUSTER MAME IS TOMMY LINRIAY FHOME & IIHI!-EII OR CELLULAR

FI'IIIIE TIN-BET-THE0
- IMSURANCE ABJUSTER BELIEVES FIRE OCCURRED BECAUSE B AN ELECTRICAL FIRE

OHNER RFLATIONS VOF-/BEMCHMAREING B9/20-99 PFAXLOLTY
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09/20-%9 MASTER OWMER RELATIONS SYSTEN II 15.5%4 .50
ll'-ll:l.llllll-I--Ill---llllllmIl-----ﬂh--"—I--l-l--‘-:::_:."t.t::ﬂ_;';"'
51 3BF LEGAL CONTACT YEH TYFE: CAR
ATLANTA m& CHTH'-‘T H.Ilh llﬂ'?lﬁﬂl OPENED: 11-/D471956
YIiH, CLOSED: 1171571996
EEE mnE=Z --.-'.“-"=======l:‘--‘-.-'.“---"..—:::::::‘:ll‘ll:.
1906711714

CUSTOMER

i1
= MANTS TO TALK TO SOMEONE IN THE LEGAL DEPARTMENT

I‘Eﬂmﬂlﬂm DEALER SAYS:

cum SPEXS:
= WAMTS A LETTER STATING NHY THE VENICLE CAUGHT OH FIRE
~ WHAT FORD MOTOR COMPANY HILL DD ABDUT IT

= WHAT TYPE OF RECOUSE HE HAS NITH HIS VEHICLE

|

AL AINISED,

- A IIESHIII:E HIH. COME FROM THE LEGAL DEPARTMENT SHORTLY
UNFORTUNATELY M0 TIME PRAME IS AVAILABLE

ﬁHfLI“ INBICATES CUSTOMER HAS WOT HEARD FROM Lm

LEEII.. L!'ﬂ' MESSAGE DM CUSTOMER"S ANSHERING MACHINE FHIIES-TIIII CUSTOMER TO

- !..Eﬂll. I.EF'I' MESJAODE OM CIW/LISA VOICE MAIL IHDIC!TIIII CONTALT MWITH CUSTOMER
ITTEHTEII YESTERDAY. HOWEVER. CUSTORER LINE IP'I' TODAY LEGAL LEFT
m CUSTOMER TO RECONTACT LEBAL
1!!‘:"11!'!2
CUSTUMER SAYS.
x SNE

CUSTOMER SEEKS«
= TO HAYE FORD CONER LOSS OF VEHICLE
= TO HAYE RESFONSE IM HRITING

o

CAE ARWTISED, .

Ll !,E%ﬁﬂﬂ CALL CAC ANYMORE

= CUATOMFE ALSD STATEFD HE HAS DIBFCT TO
1398izred mane o M—

LEGAL FORMARD LETTEER TO CUSTOMER OM 11-13-95 Imﬂm THIS TYPE OF SITUATION
IS MORMALLY HARDLER BY THE INSURARCE CARRIER

DWHER RELATIONS VOP/REMCHMARKING 09-20-99 FAXLOLTE
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09/20-99 MASTER OMHER RELATIONS SYSTEN II 18.56. 5¢
EEEanEEEEE R EFNEEVNENFIEEER AR -------'-“-----ttﬂ. -
ATLANTA 21 2wTH, Es T ACMTACT HR: 1077340 PEHEII 1508

Vifis ZHELNT SHE VO ENGIRE: B OPEaED: i:zuﬂ:::
F======.‘.‘-==============I"“l.‘.-m...--ll.:l:—:"":_:!I'l""“.."‘.".
1337788005

ACTFD LEGHL T DISCUSS HIS LETTER IMTEI 4=17-97.
ARONE VWEHICLE IEEMJSE ORE: ADLE
THE FIRE STARTED. mEFﬂ:E HE HAS UMSUR Hl".l' A ER_FIRE HDULD OCCUR

HE FELT TI'IAT THE FIRE HAS A RESULT OF & IH.IIUFM:‘[I.IEEII"! DEFECT AND FEEL THAT
FAC SHOULD HIM THE BT

FFERENCE IT TOOK HIM TO GET I N 5
THE REN VEHICLE COST 024 975 ""' A NEk venraLe

TRADE GH GOLI VEHIELE 22,330
uEEEa
LO33 RNUE ON SALE ¥ Z,095
FLUS MILEAGE FEE § 351.12 {5 TRIFS AT 518 HILISH.H! HILES = % .23)}
HRAND TOTAL " 2,446.12
LEOAL ADTVISED CUSTOMER FRC DD NOT ASSUME LIABILITY FOR THE FIRE DN THE OLD

WEHICLE. LEGAL REFERRED CUSTOMER TD THEIR INSURANCE COMPANY FOR ASSISTANCE.
l!.EBlI. KILL WOT PROVIDE ASSISTANCE TOWARD A TRADE-IN OM THE ULD VENICLE.

CUSTOMER REQUEST INFORMATION IN WRITIMD

181708720
ADD MICRO

ONHER RELATIONS WOF/RENCHMARKING B9/Z0-99 FAXLOLTA
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BEGIANING OF CONTACT
09/28/99 MASTER OWMER RELATIONS SYSTEM I 18.55.30
E LS P T E R I I L) T 1 LI 118 1 F3 2+ LED| -'I'II...II-I‘ISSISEII--------C---
30500 LEGAL CONTACT Ed TYPE: CAR
LOS AMBELES 71 I mv*m CONTACT WER: 109076569 wm 18/24,1997
VIl ALMEME ENGINE: W CLOSERY 11/04-1997
==-'l=ll==-'l=!I==="======'===--iii"II-I-!I--=====Ilﬂl.lIIi'..ll.“ﬂ!l:::::ﬂl!!
LAST aneE: : STATUS: CLOSED
TITLE: FIRSY RAME: . Al
ATDRELS » ]
cITY STATE: ChA ze: TR
HOME PHONE: m BUS, PHONE: W
MODEL YEAR: MODEL » B
MILEAGE: 21637 WD, L
DEALER NAME: AIRPDHT MARIMA FORP SALES {ODE, 171915 Paa: D553
CAUSAL OODE: 0109 YN TOMS - TI4155%
?EIIIGIIE;I. 6o TRANS REGION: 71 - TRANS DATE.

\ )

CASE TYFE: SA-FIRES - ELECTRICAL KEANS COBE: A-LE{ IMVEST-PROD LIARILITY
ATTY MAME: ATTY MEMO:
CLAIN ANT: ; 0 AHARDE ANT:

[
MICED: 5152793

wenFLEET FAX. REGUESTING IRSPECTION *ﬂm\"EHII:I.EEII

=FIRE DCCURED UMBER THE HOOh OF THE ICLE
=FLEET T3 REQUESTING INSPECTION OF VEHMICLE TD DETERMINE CAUSE
'.I.I‘IT.‘I 117
H“III! 15 THE L‘LBSIH COMMENT
ECTION REFORT RECEIVED. FORMARIED TO FLEET
1!!?!11!11
MICRO 3

OWMER RELATIONS VOP/DEMCHMARKING 09-20-99 FAXLOLTA




et

KRN MADEEETOCR MIMIENN KX K IO
ATTis RELATIONS RAMAGER
TEBAL FACSINITES

SALES AMD SERVICE CONTRETS

OFERED BETHEEN 01701795 AND 12-31-%%

MODEL YEARS ; R5TY

KODELS ¢ F-SER¥X F-150%3 F-2506% F-350¢m F¥x -
CAUSAL CHDES: ALL

SYNFTOMS s TOSERS TO4245 T7RE343

STATES v ALL

DEALERS » ALL

ENGINE CODEX: ALL

PLANT CODE + ALL REGION: ALL ORIGIN: ALL
CASE TYPES . ALl '

NOTE: EXC1UDES OMMER DIALDSUE

NOTE: IMCLUDES u.3. CUSTCMERS QHLY

T NC LI DG D TR DTG D DR T NN
SN e R R R RN IR ERN TR ER AN T

CONTACT COUNTS BY TYPE

LEGAL TUTAL

SOKT SEQUENCE: [DEFAULT AND FINAL XI5 CONTACT NUMBERS
1. ¥ XoTs 2. BY MORE

3 by swe_cooml 42 BY SUPL acesan
7. 5.
3.




OMMER RELATIUNS VOP/BENCHMARKING #9-20/9% FAXLOLTQ




1901 SZO-Tad

IDOEIEEK
ATTH

5

INENENNEREN N N SEMCMENEIE IEICICN NAENEME O 3500 NG O I DEMETEDEDEER ! I N 0 5 MDA
¢+ DWBER RELATIONS MWANAGER

LEGAL FACSIRY(ES

SALES AND SERVICE COMT.
U II:'I'IEH uunms .Mlﬁ 12751798

H
MODELS » F-SERSN F-1504n F-2304% F-350¥E Fm
CAUSAL CODES: ALL
SYNPTDMS o TH414S TOR245 TURSGS

PLANT CODE 1 ALL REAION: ALL ORIGIH: ALL

HOTE' EXCLUDES OHHER DIALOULE

HOTE: INCLUDES U.5. CUSTOMERS OdELY
OHMER RELATIOMS W{Iﬂﬂm

4
-
i
I MR RGP NC E D DG I NC D D JBODNC D K B DK N OME MM BN MM OE MM

CONTALT COINTS BAY SOBT FIELDS

MGDEL SYWP_CODEL SUPL_MICRNBR
F-SERIES 784180 2
784145 1
794285 '3
IGI0E 1
F~5ERIES Te4lgs 39
704245 2
704345 1
F _SERIES 704145 1
F-3ERIES 704145 22
704245 3!
704348 B
F-3ERIES 695208 1
70400 1
TARL&LS 13
704245 1
704365 1
F-SERTES 704145 4
F-SERIES LD 704000 1
704165 1



F-2bwr 350 50 TO&145 1
3 F SERIES TAR145 5
F-150/230 LB FOR15S 1
TOTAL ]

SORT SEQUEMLCE: CDEFAULT AND FIMAL IS CONTACT HUMBER)
1. BY ANOIYR BY MODEL

;Z BV SYW_CODEL . B¥ SUPL_MICRMER

g~
L LT 1

OWNER RELATIDHS VOF/RERCHMAREING 09/20-5% FAXLGLTA
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SO R I I DOTEDER 2
ATTN: OMHER RELATIONS MANAGER

TEGAL FRSSTHIEES

ghﬂﬁﬁglgffﬂfim 12,3179%

MODEL YEARS : FRE ST ¥

MUDELS ’ 'ILSEIIII F=1580% F-Z30#R F-35004 F#x
CAUSAL CORES: ALL

SYMPTONS r TO4153 TRAZ4S TO4345
PLANT CORE lLt REGION: ALL DRIGINy ALL

HOTE: EXCLUDES DIALDAYE

MOTE: IMCLUDES U.S. CUSTOMERS ONLY
RELATIONS VOP/DEMCHMARKI

LN e M S R L N E B DO

NI K N DK K DK A O R DG N TG D NC N R NG CE NN N K
3
E:'
-
-
-




@ o

BEOTNWING OF CONTACT
/2054

MASTER OMMER RELATIONS SYSTEN II 1%.0E.52
PAF RN NN N T AT EF EEE NI L IR A I AR R VI EENEFEEEFEFE I IEENEEENERED
¥951EH LEBAL CONTACT VEH TYPE: TRUCK

JOSTOM 11  ZN/TR: D1 CONTACT NBR lﬂi“ﬂ.ﬂ OFEMEDY DSr12-1996
¥IN» ZFTHFZ6 P AN EHBIHEl H El.: 1371471996

; STATUS:
FIRST HAME, — HI+ ﬁ
STATEs ) B

MI5. PHOKE:

NODEL C

5D«
F'-lm: 3 PATCH MY SALES CORE 111572 P 3A | LE k11
62 124 SYNPTOMS: 704100 704165

TRANS REGTCH. . TRANS DATE:

CASE TYPE 4-FIRES — FUEL FED MEAKS COBE: A-LaL Ym -
1 AL 1 - !IHEET FREOD LIABILITY

CLAIM AMT: o AWARD AMT. . 2
MICRO:

COMMENTS =
Hﬁ!l!ﬂ"l!
=k HAVIS, ORIGIMAL oas

LUSTOMER 3AY3:
'I'":,IE "EI'IIEL-E CAUGHT FIRE SATURBAY 379098 AT 343448 H‘IILE IRIVING IN REVERSE

VEHICLE REFAIRED THE DAY NCFORE AT FL
TAKE THE YEHICLE IN THE NEXT HEFX m; ﬂﬂ FATCH FoRD
MSUNACE COMFANY

HAS MOT YET DIAGNQSED THE 'fqi:lr.l.ﬁ. JUT HAS DEEM

CONTACTED

= THIS WAS COMMERCTAL VEHICLE, AND WOULE LIEE TD nm; I. DECISOM I.Iﬂll' THE
BUSINESS FAIRLY QUICKLY

- VEMIGLE llll! AN 72,100,008 ESP
tﬂ.‘l" THE TNSURANCE COMPANY WAS MEEN CONTACTED

FEH CUSTOMER. BEALER 3AY3:
- 'I'I'II WMER SAID THAT THE INS. CO WILL HAVE TO PAY m ‘THE YEMICLE

ﬂﬂm SEEKS
— REPLACEMENT DF THE WEHICLE
CUSTONER WIiL ING TO PAY FOR THE DIFFERENCE Fﬂlt l REPLACEMENT

1

CAC ADVIIER:

« MILL FORMARDE THE INFORMATION TD THE PROPER DEPARTMENT
— THE REGIDMAL ANALYST WILL RESFAND TO THE CUSTOMER

~ MO TIME FRAME QIVEM

OHHER RELATIONNS VOP/3ENCHMARKING U03-/2079% FAXLOLTO
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09,2099 MASTER (WBER RELATIONS SYSTEN II 19.0%.32
EREEEE ARSI A ALy P T T AL AR s TN TS i n i e e e e
F951KH LEBAL CONTACT ¥EH TYFE: TRUCK
MISTON 1 TR H CONTACT NER: LU6667154 OPEMED: 03-12/1996
VIN: ZFTHFZE ENGINE: H : CLOSED: 0571471994
IR e S AN S I E Iy s A aE s S SN NN E SIS IR N NS
1956705715

CUSTOMER SAYS:

—CUSTOMER ATTORMEY., M$ WIDER, CALLINS ON DEHALF OF THE SUSTOMER TO IKQUIRE
llﬂl'l' THE 3TATUS QF THE LEGAL I:HTH.‘-T OFEMED YESTERDAY,

CLAINS PREVIOUS CER SAID FORD REP MODALD CONTACT MITHIN 2 DAYS.
—."-I'I! FINDS IT IMACCEPTABLE THAT THERFE I35 WO DIRECY I.IHF TO LESAL DERT.
-IHHT! TD TALE TO SUP—DENIED.

r.u: ADVISED: -
-nmum MAY CONTACT THE LEGAL DEFT DALY IM ill'lIHE E_I'- W FAX.

199605714

THIS IS THE CLOSING COMMENT

CONTACTER CUSTOMERCCUSTOMERS CAR PHONE NUNBER I35 N - ADVISED THAT
ME FEEL 3ITLATION I3 DME FOR HI5 INSURANCE CONFANY=—=EXPFLAIMED SURRDGATION
PROCESS. CUSTOMNER REQUESTED THAT I CONTACY WIS ATTORNEY——3USAN MIDER

AT 80Z £%9-1112. I COMTACTED ATTORNEY AND ADVISED ‘THE SAME INFORMATION.
PROVIDED ATTORAEY WITH ADERESS WHERE 3JUBRDEATION Ll;ulnul.ﬂ BE FILED, ATTORME
T ALSD REQUESTED MY NUMBER——I PROVIDEN MY KUMAER OF 315 $46-8930,

OHNER RELATIOMS VOP/MERCHMARKING 85/22/99 FAXLOLTA



i
BEGINMING OF CONTACT
. B9 20099 MASTER OHNER RELATIOMS SYSTEN II 19.04.5:
"'m""““-'--ﬂ======l="".'.".mm:::::'-..-.".Im'..n::::“"-
SII.I.LH LEDAL CONTACT VEH TYPE: TRUCK
SAN FRAM ¥2  ENSTRr OB CONTACT MER. 106411317 OFENED: 050071904

YIN: IFTEXLSYSPECROST S EMBGINE: ¥ CLDSED: DE/03719%6
-'=-'l'=ﬂ—-==I-=ﬂ“‘i‘-IIIIII==—==—====IiI¥mIIIl-:l“‘.lltlm.-:---;m:::
LAST MAME: GARLCT A toor STATUS» CLOSED
TITLE: NS FIRST MAME: CINDY NI\

ARDRESS ) 19295 PANARANIC DRIVE

CITY. MADERA STATE: CA I 935628

HOME FAOMNE 29=5T5=1T18 BUS. PHOME: 510-483~7094

MODEL YEAR: 93 MODEL « F-SERIES

MILEAGE poe W5 .

BEALER NiAME: WMADERA FORD-MERCGRY SALES CODE, 172432 FAaA: 087301
CAUSAL CODE» D2 1 1] SYNPFTOMS Tlli.'l.ll TORI&S

%ﬂn:; 6o TRANS REDIDM: 72 TRAMS DATE:

¥ Lt

CASE TYPE: §A-FIRES = ELECTRICAL MEANS CODE: I-I-Bl. INVEST-FRDD LIABILITY

ATTY NAME: ATTY MEMO '

ELAIM ANT: 1] AWARD ANMT: )

MICRO:
COMMENT 5
199&705708

FIRE HAS_UMPERWEATA THE HOOD AXD SHOT FLAMES Il‘l’ﬂ Tﬂﬁ FUEL rune
SERVICE BEFT SAID THE VEH NAS KOT INVOLVED IN TME IGHTTION SMITLH RECALL AND
DID HOT PROVIDE AMY GYHER ASSISTANCE

CUSTOMER SEEKS) '
CALLED TNSURAMCE COMPANY MUO PAID THE PAY OFF (15887} SEEKING COMPENSATION
FOR THE COMCERMN RNHOULD LIXE A MBd VEN OR REFLACEMENT'

CAC ANVISFR '
THE THFO HAS BEEH BOCUWENTED AMD FORMARDED TO THE APFROPRIATE DEPT FOR REVIEM
AHD A FORD REF MILL COMTACT THE CUSTGREK AFTER REVIEM, (MO TINE FRAME PROVIDED)

OWMER RELATIONS VOP/BENCHMARKING 09/2899 FAXLOLTO



19720799 NASTER OMAER RELATIONS STSTEM I 19.m8_32
AR EkEE IR RN I SRR A RARER T kLR Py
S811LM LEBAL COETACT VEH TYTE: 'rltumc
SAN FRAN 72 IWTR: 2 TONTACT HRR: 1845911517 OPEMER: A% DES]S
VIls LFTEXLSY9 P EMIIME: Y T CLOSER: H!ﬂylliﬁ
1996705721

mis MAVIS: ORLGIMAL mew
nmm ERYS
ﬁ ._g IH ARDUT THO HWEEK AGD
—CALLED TI'IE MATIOMAL TRAFFIC SAFETY DEFARTMEMT AND 'I'HET SATID:
"I'HEIE WAS A EECALL OM THE FUEL TAKKS JLOWING YP™

I"Elmﬂllﬂ. DEALER SAYS:
F

CUSTOMER SEPKS:
—'m BE CONTACTED BY SOMEONE FRQM FORD

Cll: ANISEDs

I'IHH:IE!IITIIH WILL AE FORNARDED BACK TQ FROFER DEPT.

$94THIS I% THE CLOZIRG COMMENT
LPA CONTACTED THE CUSTOMER AND AWISED THAT THE VEHICLE CONCERN HAS WEEN HAMD-

LED BY THE THSURANCE CARRTER AMD THAT AMY FURTHER ASSISTARCE SHOULD BE SOUBHT
THROUGH THE IWSURANCE CARRIER AT THIS TIME. S

re

DWHERE RELATIONS VOF-BEMCHMARKING 09/20-39 FAXLGLTO



BeelL

BEGIMNING OF CONTACT

R 209 WASTER ONKER RELATIONS SYSTEM II 19.08.352
----““'------------------“l====I===I====l.ﬂ".“.."II".'::I..“':I'I':::.
0586TL LEGAL COMTACT VEH TYPE: TRUCK
THIM CITIES 58 ZWTR CONTALT MBR: 185469203 CPEMED: 05/05/1995
VIHs 1FTEXASN EMGINE CLOSED: B5/03/1695
—============-==—=-=—=-—“‘I'll-‘l-ll.’llllI'-I:II'-I'III.I:II'IFHll::‘“::::!ﬂl_:‘lll“'l
LAST HAME: - STATUS: CLOSED
TITLE: sanie: N o1
ADDRESS» o
CITY: STATE: T
HOME PHOMNE BUS. PHONE:
MODEL YEAR:- Ei.
MILERGE -t
DEALFR NAME» TOUSLEY FORD INC .w.:s COTEs 158815 ° P & A:r 9957
CAUSAL CODE: D2 SYMPTONS:  TE4145 784242 704308
EE}FE‘E’L a0 TRANS REGION: “ RANS DATE»

] . [
CASE TYPE:  4-FIRES - FUEL FED MEANS CODE: A-LOL INVEST-PROD LIABILITY
ATTY WAME: ATTY NEMO, - _
CLATH AMT: | ] AMARD AMT» -]

MICRO:

1

1995/08/0%

- THAT U'-ICLE CAUGHT FIRE OM -5/2-/95 AT nrmmn;rﬁzmﬁm
= CUISTOMER NAD BEEN BRIVIEG WEMICLE AT AFPROXTMATEL ~35 RPH, HE SMELT SMNOKE
LIKE P'I.AST'IE IIIIHEHE- HE STOPPED THE YEHICL H'EIEI E HOOD AMD FIRE SHDTY

- '&'IEHI:{EE mm TN BORTHFIELD. WN- CUSTOMER IHFHTEI.T CALLED 911 ON HIS
NAS ll.lllll.: TO DETERNINE IF THE FIRE HA3 FI-I;I. FED OX ELECTRICAL

< CUSTOMER
THE FIRE WAS THE SIDES OF
= CUSTOMER HAZ THE DHLY OCOUPANT= suken NO IHJUEY m
VEHICLE WA3 TOTALLY RESTROVED "ok
I'E CUSTOMER. DEALERIHIF IAYS.
= CUSTONFE WAS ONER 58 MILES AMAY FROM DEALERINIP h\ﬂl THAT THEY WOULD NOT
!mmmuszﬂmmu:n T
CUSTOMER T y
— A RESDLUTION TO THE CONCERM ’
; A RENTAL WEHICLE, HLIS YEMICLE INSURANCE DID NOT HAVE THAT AS A RIDER
CAC AINISED:
« THAT A REOIOMAL RYFRESUNTATIVE MILL BE CONTACTING HIM, BUT IMARLE TO GIVE
A TINE FRAME -

- T A RENTAL YEHICLE I5 WOT PART QF THE BASIC FC HARRANTY. JUT IT WILL BE
DOCRENTED FDE THE REOICHAL EEF KEVIEM o
= CONTIMUE TO WOEKL MITH INSURANCE COMPANY

N
#x% custoner cELLuLar Pione -

OHIER RELATIONY VOP/BENCHMARKING 03/20%% FAXLOLTS



L]

29720799 MASTER DMMER RELATIONS S5YSTEM IX 19.08.32
AR e S S P FFEFEE N I IR S I I S L I A AN FE FEEET =SSN SC====== =X
A5A5TL LESBAL CONTACT YEH TYPE: TRUCK
TMIM CITIES 58 IN/TRa I:OHTH:T Hllih 1056692038 OPEMED: #5/983/1%93
VIN: TFTEX14H0P 1 N CLOSED: 85/03/193%
-l!S------I'.m."......lll::::::.‘ll':‘#-'"'..".l‘:.:::====:'II"-----‘..-
1995705503

THIZ I3 THE CLOSING COMMENT

I HAVE CONTACTED mSTIHEI AND ADVISED THAT CONCERM I5 A MATTER FOR RIS
INSURARCE COMPANY AND IF THEY FEEL AS THOUGH AFTER IIEFE:TIH THE VEHICLE
THAT THERE IS FORD RESPOMSIRILIYTY THEY Hﬁ'I'E THE OPFORTUHLTY TO SUSROEAYE.
CUITOMER WAS MOT SATISFIED WITH RESPOMSE MUT MWAS ﬂ’gl’ﬂ THAT SOMEONE CONTACTED
HIM BACK. WO FURTHER ACTION TO BE TlEEI

DWHER ECLATIONS VOP/DENCHMARRING O%/20-5% FAXLGLTO



[ 11

I-H!IIIIIH‘.G OF COMTACT

/20,99 MASTER CMMER RELATIONS SYSTEM IX 1908 .32
sl N L Ny N T T T T I T R EEAEEN NN FL NS AN AR s A
552170 LESAL CONTACT YEH TYPE: TRUCK
5IR 10 ZWIR: Wl COMTACT MR lun!nm OFBMED: 12/22719%5
¥IN IFTHES &MY P EMGIME 1 CLOSED: 1272571995
ItilﬂﬂlllIIII-I'IIIl*ﬂl“IIl“IIIlIIIIEBIIl-l=====;-;'-“-.I:l:--:-:ggsi:l::::::::_
LAST maneE: . :'mus. CLOSED
Hrmi,gs FIRST MAME. MLy
. ]

GANSEVDORT mnE- [

ums 'Prowe, Sy— PHOKE » #
MODEL YEAR: mul.-
WILEACE S804 HSD3
DEALFR MAME: WICEFR FORD ING SALES COBE: 111667 Fad i 00792
CAUSAL COBE: 82 ATMPFTONY 7041485 .
Elg{ﬁzllgl_ TRANS REOTDM . * TRANS TATE:
1
CASE TYPE: G3-FIRES ~ DMHAUST=-CAT.COMVERTOR-OTHER MEAMS CODE:  A=-LAL INYEST-PROD LIABILITY
ATTY MAME: ATTY MEMO« e
CLAIM AMT: 1 AMARD AMT: [
MICKD,

COMMENT S«
uasazzzz
cu CALLED IN =x

STOMER SA
- IJH llfllflﬁ THE YEIICLE 3TOPFED WORKING AND THE FIRE STARTED ¥FEOM UNDER

.- Hﬂ “ WAS INJORED
- CUSTOMER BIR WOT FILE A POLICE/FIRE REFORT
= YEHICLE IS IL‘IE!EHTLT AT WILTON SERVICE CENTER AT EXYT 14, HIGHRAY
- THE HIRING HARMESS AND EATTERY MNERE RURNT AND TI'IE 'HEHI#LE LOST A Lﬁ'l' ﬂF oiL

PER CUSTOMER.
=~ DENNTS HI'I'.ILE. IIII.EK FHIIEIFM.' ADVIZED ﬂ.lﬂm 'I'II BRING VEHICLE IN
. HE HOULD COMTACT :
CUSTOMER SEEKS -
-TIHI‘ETHE\'HIII'-‘LEW IRED

« THERE 13 A MICROLINE Tane m Wil EAGE Fm ON THE VEHICLE, HHICH
. HAS N-I-IHEI CHORTH ABYIT ¥35208)

I:A-F AINLSED :
— INFORWATION HAS BEEN BOCUMENTER AMD FORWARDED TD DEALERSHIP

= & CONPANY REPRESENTATIVE MILL RE IN CONTALCT IIITI'I ﬂﬁl’m- THOUGH MO TIME
FEAME CAN BE OIVEN

OWMER RELATIONS VOP/BENCHWARKING 09720799 FANLGLTG




it

BGGIHMING OF CONTACT

20599 MASTER OMHER RELATIONS SYSTEN II 19.03.32
R EEE LS TE S S S A N NS NN Y N C IS N A FFEFEEEFCEE XSS I I IIDEE AN LN
E218LG LEGAL CONTACT YEH TYPE: TRIKK
DELANDD El'.ﬁ m“m “Ili 108551436 2 OPENED: 02097199
YIN: I.I'Tll-'.l.ll? « W CLOSED: R2Z/15019%6

HEREEEENEAE l:I—SII---“I“II:I::::-::-::“:II. ..:..:.--:;'-|:==:|:l.:.“.l..---..-.

LAST MANE: © STATUS: CLUSED
dice N o —
ADDRESS 1
CITY: STATEn PL L
HOME PHCNE: AUS. PHOHE:
MODEL YEAR: MOBEL » E3
NLLEAGE, 13318 W50 -
FR MAME: D GASGARTHS CNARLOT SALYS CODE( 124512 PaA: 88528

I:IIUSM. BUIIE1 [ SYMPFTOMS ?{M\HE FL T
H'EI'I RH'L ] TRANS REQGIDM: qus ATE:

|
CASE TYPE«  4-FIRES ~ FUEL FED MEANS CODE: A-LAL thsr-rlnn LIABILITY
ATTY HWAME: ATTY MEMDY -
CLAIM AMT: ] AWHARD AMT: 0

MICRO:

COMMENTS
1996702709
CUSTOMER 3AYS,

—E-8-%6, DRIVING VEHICLE AND YEHICLE FELT LIKE IT WA LOSING GAS, PULLED TO
31DE OF lllll.'l

-G WA DN FIRE

=¥EHICLE IIIS 'rm TO DEALFR

=~OEALER REPLACER AL/C CIMMRESEIDR

-SA® O TELEVISION A RECALL IM IGHITION SHITCHES H]'GH%HB ot FIRE

~HD FOLICE REFORT

=13 COMCERNED WHAT WILL MAPPEN IN THE FUTURE IF H'HIICI..I HAS TO CATCH OM FIRE

]
PER CUSTONER. DEALER SATS:
~REPLACED A/C COMPRESSOR

N

CUSTIMER SETKSy

;Im FOEF OF COMCEIRN

CAC ARVISED: .

—DOCUNENTER AND FORMWA INFDO TO FAKTIES MITHIN FORD FOR REVIPW
=FORD BEF HILL AE ACTED §Y A COMPANY REF FOR FURTHER

199£,02713
CUSTOMER LINE BUST

OHHER RELATIONS WOP/BENCHMARKING 89/20-99 FAXLOLTA



A1) 4

3/ 2079% MASTER OHMER RELATIONS SYITEN I 19.05.32

PR R PET R T R T = HI----:--:ut:lll:m::::::l
21006 LEGAL CONTACT EH TYPE: TRUCK
ORLAKDO 26 DV €l CONTACT NBR: L0653143& ﬂﬂln- bxr89-19%8
VIN: 1FTEF15H7P L ENGINE: M . CLOSED: 02/15/19%6
i e e PR T Ll L SRS it LR D S B
1998702513

THIS IS THE I.‘.LDSIH COMMENT
STOMER

<y JAYS
- DEMER Fm[ﬂ REFAYR UNDER WARRANTY
= HE WIENEDl "INMSIDE ERITION™ THE EVENIMG AFTER FI 3 HIS VEH UP FROM THE
REFAIR AND THINKE THE FIRE I3 RELATED TO THE I&WIT SMITCH

= HE TS COMCERNED ABOUT A FIRE AFTER HARRANTY WIHTIDH
I.EGl.I. llll‘ﬁf mlE. Bﬂﬂm-

= THERE A EN KELCALL
- IF 'I"I'IElE IS l. RECALL IN THE FUTURE, HE HILL ME III'I'I'IFIEII
— HARRANTY EXCLUDES FIRES KK NO FURTHER ALTION REQUIRED i

CHMER RELATIONS WOP/BENCHMARKINE #9/20-99 FAXLGLTO



—r—

IEGIIIIIE OF CONTACT

9207 MASTER OWMER RELATIOHS SYSTEE E 19.02.32
---“lﬂBI--“----"-----'“‘I.I.l‘ﬂ..‘.“‘.‘:—:ﬂ... [ -.;----n-..-mna.-:--
1071EM LEGAL CONTACT YEH TYPE: TRULK

SOUTHEST 52 IN/TRa CONTACT HBE: 1DEE4534%F OPENED: D3/B5/19%5
VIR: LZFTDF1SYT EMOGINE: Y . CLIFSER DD RESL RS

LAST NANE: STATUS: CLDSED

ngiE-' . rrzsT waeE: [N MI s
- 1 -

CITY: STATE: HFI [ ]
HOME FHONE BUS. PHONE:
WODEL YEAR: 93 MODEL « F-SERIES

. MILEADE! 17008 N3Ds k!
DEALERE NAME: FRED JOMES FORD OF SALES CODEs 152207 P& A W2637
CAUSAL CODE: 02 SYNPTOMS: 704143 ?n-ur.z
ﬁaﬁft ) oo TRANS RESION: TRAKS DATE:
L |
CASE TYPE«  4=FIRES = FUEL FED WEAMS CODE« A-LBL mur—mnn LIABILITY
ATTY WAME: ATTY MEMO:
CLAIM ANT: 0 AWARD ANT:
MICRO:

COMMENTS

15!9-3-'!:5

15 RAVIS/SUBSEQUENT sox CUSTONER UMSURE OF MILEAGE MHEN INCIDENT KAFPEMED 2

CUSTOMER SAYS:

- mmn 1993 VEHICLE CAUGHT DM FI

- CUSTOMER'S SOM WAS nnn‘mu VERICLE - THERE HAS AR

EXPLOSION LUNDER HDOD AMD VEH WAS EMGULFED I l'l.lul%m“:m.I

; FIRE DEPT CAME. INS COMPANY I[DTIFIED AND PAID FOR CON 5

PER_CUSTOMER DEALFR SAYS:

— NO DEALER TMVOLVEMENT )

- MANTED TO CANCEL THE EXTEMDED HARRANTY

= IR MEVER CONTACTED CUSTONER BACK AND SHE IS I.IIISIE.E ;F ESP WAS CANCELLED

gies
;
3
g
et
E

= HOW SHE IS HAVING COMLERMS MITH lmﬂﬂ ’l'l'lIﬂl.l CCOMTACY 1055432011 AND.
WA TO OFT INTO AMOTHER OWE, II.IT R o HILL WOT FIMARCE

CAC ADVLISED.

- IKFOD FORWARDER TD AFFROFPRIATE D

- A REPRESENTATIYE FRDM FORD HILL BE CONTACTING CUST WrIN 3 BIUS BAYS
19%-0

304
THIS IS THE CLOSING COMMENT
INCIDENT OCCURED 12-/93, CUSTOMER'S INSURANCE COMFARY m PAID CLAIM AND THE
VEHICLE HA3 3INCE JEEN REFOSIED. MO ACTION HECEIZARY

DMNER RELATIONS YOP/BENCHMARKING 0920499 FAXLELTO
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48,2099 MASTER DHNER RELATIONS SYSTEM II 13.08_32

FEL I EECEEr I X hAENEFENNEEEaSn N Ll LB D p D Pl g L pf T ] [ I FE T T e g

LuTHesT 52 Znciks ba ACTNTACT NIR 106643048  OPENED. 3 Bavr996
1 [ ] E S
VINs ZFToF1 SY7FCumbi ENOTHE: Y CLOSED: 830671996

193608706

ENRADDC O

LA CONTACTED CUSTOMER, ADWISED.

~CUSTOMER SHOULD CONTACY INSURANCE COMPANY TO DETERMINE FINAL DISPOSITION
aF PREVIOUS VEHICLE LR ANY QUESTIONS SHE MIGHT HAVE REGARDING THE

-ilﬂ' mgF:ﬁgummm OR PAST VEMICLE FIRANCING OR HER CREDIT
RECORD NEED TO BE TAKEN—UP WITH HER LENDER

OHMER RELATIONS YOP/BENCHMARKING 09-20/99 FaAXLOLTA




5Lt GZe-Zavd

IEIIIIIIH OF CONTACT

[ 2] MASTER CMBIFR RELATIONS STYSTEM X1 17.08.32
IIIIIII--III.IlII.IIIIIIII“III'-----—--“‘.---::::u'--“-:-------113:338“:
544 FL LEGAL CONTACT EH TYME:. TRUCK
MEM TORK 13 ZN/TR  JL CONTACT MER: IOGTOSREE EF'EIEIh 05 2L/1996
VIN, 1 ENBINE: N - CLOSED: 372871996
RIS XN oI EEu AN NN IS I RN F VTS FEE FEPE AR p A AN EE AN EEE
LAST WAME: STATUS: CLOSED
TITLE: FIRST NAME: M
I
CITY m STATE: {1 _
PHONE, MS. PHOME:
MODEL YEAR: 3 MOREL » r
DEALER MAME: PISTILLE FORD SALES CODE: 113143 % P & A: 08922
¥ 3 + B
CAUSAL CODEs SYMPTORG,  TOGL4
%ﬁ‘l&h 1) TRAKS REATON: TRANS DATE,
. A
CASE TYPE, $~FIRES - FUEL FED KEANS CORE: A-LGL TNVEST-PROD LIABILITY
HAMNE ATTEY NENO. L
CLAIN ANT: 1] AHARD ANT: [ ]
NICRO»
1
19960321
CONTACT CFENED XY RESTOM sGckan
COSTONER SAYS: .
YEHICLE TOWED TO THE BEALERSHIF 3/9-%8. BMELTS COMIND OFF.
YEMICLE HLHIT FIRE /109 IIIILE FARKED IN DEALER - I.H'I' PARAMIS POLICE
DEPT IHDICATEY PASSING MOTORIET REPORTED FIRE AT 123§
FIRE PEPT EXTENOUTSHER AND FIIIE MARSHAL INBICATED Tﬂ]‘ IE BELIEVED SOURCE
OF FIRE MAS AFTER MAREET MIRING TO SMOM PLOM.

CUSTOMER DISHTISFIEI AND HAS HIIIJHT IHFMTIDI Flﬂl
TIONS OF JONITIDHRA SHITCH FI DN FoRD

ALLEDN
TIIIS ISTIEHUSIEFT"E
CSH FORMHARDED MESIAMT

zmznyn

{Ellsm&m ED SERVICE
INSURANCE C0.
AFTERMARKET
LK /i3

HO FURTHER ACTION

FIRE.
TQ J, AEATYT TO ADVINE.

JOHN BURGHARDT- CUSTOMER
FIRE WARSHALL DETERMINED FIRE TO HAVE BEEN CAUS
NIKINO TO FLON AT RADIATCR SUPPORT

N REGARD TO
VENIGLES, CUSTONER BELLEVES

ur.ﬂrrmn
- CUSTOMER TOMED VENICLE FROM

CMHER RELATIONS VOP/BENCHMARLING 09-22/99 FAXLGLTE



81 QZa-zaya

IEGIHIHE OF CONTACY

MASTER DWHER EELATIONS STYSTEM IT 1% 83 _.32
—====‘==..--..'l.l':::::::l.'-.-!.‘.!I‘m":'====“‘-.lIl..‘."-..‘-.-"'.....
E:iﬁ%’l ral M!!im'ﬂ: IME‘I.HHTI.(.'."I' NBR: 1D5B333i8 ﬂFEHE‘ EWE.’JT“E

1

VIHe 1FTEF1 Y3 P EHOTHE, ¥ n e, OAssiiges
0 N T 2 . A O FEEEEENEFEFEECECEIXrCECCCECEADMx
LAST MARE 5TA
TITE ‘ FIRST NANE, N AILTUSt CLOSED
m [ ]

CITY: [ _
HOME PHONE SUS ! CPHONE: [ —

MODFL YEAR: 23 llunﬂ. F=SERIES
MILEASE: L1 L1 .
REALLR WAME: FAIRMAY FORD INC  SALES CODE: 121226 P &AL BOSTT
CAUSAL CORE: B2 SYNPFTOMS » 7041958
oRIGIH 60 TRANS REGION: 21 °° TRAMS DATE:

, )
CASE TYPE:  &-FIRES - FUEL FED MEANS CODE: &-LEL INVEST-PROD LIABELITY
ATTY HANE: ATTY mFNO. Far”
CLAIN ANT: 1] AMARD AMT. 1]
NICRD +

COMMENTS 1 :
1996704723
CUSTOMER SAYS

]
=THOUGHT HER VEHICLE WAS DVERMELTI

)
=THE CHECK ENGINE LIGHT EEFT COMING DH-IT DIED OM l ﬂl\'E AND THE ENGINE
STARTED ON FIRE
=FIRE ON APRTL THE 12TH

-11'IE INSURANCE COMPANY FAEH BUREAU/BOESH'T KMOM IF THEI"\‘E CONTACTED FORD YET

nm‘m
~HANTS I.IIII'I I'I'll-'l' THE KEXT STEPS ARE

alﬁ"‘

I ISED: .
m REPRESENTATIVE WILL GET IN TOUCH/NO TIME FHHE
YOUR LNSURANCE COMPANY

=CONTACT
1996709 24
II'THIS I35 THE CLOSING COMMENT

INFORNATION INDICATES COMCERNS STARTED II THE Eﬂ;ﬂE COMPARTMENT
wm REFERRED -TO THEIR IMSURANCE CARRIER

DHMER RELATIONS VOP/BENCHMARKING 03/20/99 FANLGLTO



Ligy

— - ———— [ —— - —

AEGYHMING OF CONTALT

a9rZ0r99 MASTER OWMER RELATIONS 3YSTEM II 19.88.32
-ﬂIl:!!tIli!!!lltl'lIIII:B::-l=-nitinn-i‘l--I::l---:n::--:::---Iltii-tu---l;:-
L2BR5T LESAL CONTALT YEH TYFE: TRUCK
KEH YORK 13  ZWATRr F1 CONTACT NER» 1!1'222&2!- DFEMER: 07/16719%
YIl: 1FTEF1L5YSPFHIEEEEN EMGINE: ¥ CLOSED: O3702/199%6
I-HIIIII—II=—I====HI!IIIIIIIllIlt:llI:l::l:::-llll-...;t---l.--l':ll====:=====
LAST WAME: STATIS: CLDSED
TITLE: FIRsT wane, I i1,
lﬂﬂEE!l

STANFORD STATE: P»
H:IIE PHOME: I BUS. PHONE:

MODEL YEAR: ) ] MODEL « -
MILEABE: 5800 WD
DEALER KAME: STANFORD MOTORS INC SiL- CODE» 113645 P E A D3EQT
CAUSAL CODE. 070% r2l SYMFTOMS TIS145
EIIHEBIRIEI;L ¢ = TRAHS REGIOM: 13 © TRANS DATE.
' :
CASE TYPE, §~FIRES — FUEL FED HMEANS CODEr A-LOL INVEST-FROD LIABRILITY
ATTY HANE, ATTY MEML: .
CLAIM AMT) : 1] AMARD AMT . 0
MNICRQ:

COMMENT S
19967,91/14

W WAVIS: SUBSEQUENT wex
CUSTOMER SAYS:
-ﬂ'EHICLE CAUSHT OM FIRE UNDER HOOM), WO IHJURIES

EX CUSTOMER, DEALER SAYTS,
-THET HTLL REPALR VEMICLE

ﬂISTMEI'. SEFKS,
;l WEi YEHICLE

CAC ADVIZED:
=FORWARDES INFORMATION TO LEGAL BEPARTMENY. II:HUHTEII TO CONTACT cU'STOMER

FENNEN
w‘ﬂﬂ I.ISEI::H.III."FEI' CASE ‘TYPE = UNABLE TO VERIFY IF FI.IFI.'-FEI] OR ELECTRICAL
;S‘I’ILLHSHTI‘IMFIMNI]

l:l.l: ADVISED
SOMEONE FROM THE FORD LEGAL DEPARTWENT WILL CONTACT You

IEWD'H'II

UPBATED coODES

1996707725

lﬂkkﬁfilm ANSHER=-LEFT MESSAGE ON MACHINE

CONTACTED CUSTOMER- YFHICLE MAS BOUGHT VSED- DLR HAS EEFLACED IT
HO FURTHER ACTION

1994708702

SENTHIS 15 THE CLUSING COMMENT

SEE PREVIOUS CISMERTS

DHNER RELATIONS VOP/BENCHMARKIHO 09/20)-%9 FAXLOLTG



R

JEGINHTNG OF CONTACT

arZ0S 1Y MASTER UWHER RELATIONS SYSTEM IL 19.08.32
AEEEErEaddEEE A F A AN AN NI AN NN LI == ERE AL INEE SRR ST ASEERRAE N REN
4350JR LEGAL COMTACT VEH TYPE: TRUCK

PHILADELFHIA 16 * I:DIT.M:T “Ill- lﬂiﬂll.! OPENED: 1171571995
¥Ius LFTDF15KaF CLO3EDy 12-22r1995

LAST HAME: STATLUS,
e , BN ﬁ

CITY: ﬂﬂﬁ HILL STATE PA ZIf
HOME PHDOHE: XX BOS. PHOME: 0O(-30000000
MODEL YEAR: ] ] MODEL F=3ERLES
MILERGE: J1NTé N5 o
DEALER WAME: HMARFLE FDRD INC SALES CODE: 116020 P& A 01234
CRUSAL CODE: N2 8D SYWPTONS: TMM15%
wl Ga TRARS REGIDH " TRANS DATE,

' .
CASE TYPEs %=FIRES = FUEL FED MEANZ CODE: A-LOL INVEST-FROD LIARILITY
ATTY WAME: ATTY MBEMO: "t
CLATH AMT: 0 AHARD AMT: - a

MICRO: 4391045

COMMENT S 1
1995711515

MROX. 2 WE
= VEHICLE WAS TOMED T DEALERSHIP - INS. (0. IHIIHTEII IT HAS PAC F.ll.ll...'l'i
— EAA IRSFECTOR CONTACTED TO S¥T UF DATE W DEALERSHIF. FOR TMSPECTIODN
= CUSTOMER WANT3 TD KNDW WHAT FORD E% FAY TMS I'I;! LOANER VEKICLE.

A D

CUSTDHER SAYSa

=AN IVESTIGATOR ﬂ!‘lll:ﬂ:ll THE CUSTDOEMNR ABMAT Z NEEKS AG0 AND ASKEN CUSTOMER
GUEST DS lII.IT IIIE - Ld

=HANTS TO KHOM AROUT A LOANER W
-I! CURKENTLY RENTING A VEHICLE m THE ﬂﬂLﬂ!l‘lIF

Fﬂ CUSTONER, DEALERSHIF FAYS:
'HII.I. N)T PROVIDE LOANERS

wsm-
=RFIMELESFT FDR REEMTAL CHARGES
-lu.s I-llnl'nuﬂl.mszll:l los21/95

I:IJSI‘I:H ADDS

CEORD JisT LECIDED THEY WERE GOTHG TO REPAIR THE VEHICLE
!m £0 oMLY FAYS 20 BAYS

CER ADIVEED:

“WILL DOCWMENT AMD FORMARD THE IMFO TO THE DEALERSHI

—LOANERS ARE PROVIDED AT THE DISCRETION OF THE mnmu;r

DWMER RELATIONS VOP/REMCHMARKING R2/28-/9% FAXLOLTG



P LA MASTER OHMER RELATION3 3YSTEN 11 19.04.32
0 0 I 0 O 0 00 TP 00 0 S 0 A A L
(11 0] LEBAL COMTALT ¥YEH TYPE: TRUCK

FIIII.I.bH.HIIA 16 DT CONTACT NBR: 104251285 OFEMED- 1171571978
VIN 1FTDF15RAP ENQINE: R - -¥  GLOSED: 127221995

-“---Hﬂ..lll:::lm:lﬂl“l:—lllm.'.ll‘l‘l""ll‘. .--"l-“‘.--"-ll-l--‘-s

1995-12-04
=FMC DDES NOT PRINIDE LOANERS UMDER THE MAN. HARRANTY
-I.IHIEII ESP CISTOMER HAS 5 DAYS UM TO 25 DOLLARS A H‘I’ IF VEHICLE IS COVERER

ll’ SUPE WGUERRO, GROF 315, DOOYLE]L e

=HE HAS BEEW REXTING A VEHICLE SIIH:E !I.erlf!S EI!E DEALERIHIP
-~HIS INSURANCE COMPANY WILL OMLY I'.IT FOR EI ]JI.‘I'S

PER CUSTOMER DEALER SALID:
;HII.I. T PROVIDE LOANERD

CUSTOMER MEEKS
"'I'L'I BE REINNURIED FOR RENTAL CHAROES

cm: ADNIBER

~LOARERS IIE FROVIDED AT THE DISCRESTIDN OF THE HM.mHIP
lglpFWHBILHHMWW!MﬂFﬂ 25/PRY

THIS I3 THE CLOSIKGE COMMEAT

CUSTORER 3JGMED RELEASE RECEIVED DY LEGAL
REPATR WORK REING COMPLETED BY DEALERSHIP cmr.n,
MO FURTHER ACTION REWUIRED.
ADDITIOMAL MICKQ WiMBER AMMD FOR EAA REFORT.
19%4701,02
LER COMMITHENT CODE MWAOIT.

DEA
1996ra5r 0%
BII!THE LETTER DATED APRIL 2, 1994
-mummn:rn:nmmmuﬁulnﬁmm CHARGES.

ME FRIEND M0 HORKS POR FORD THAT CQIS REFORTS IIIIHTE SINTLAR CORCERNS
HI'I'I'I BOLXHEAD HARNESS FIRES O OTHER F-133 \'ﬂﬂl:l.

:mm SPELS,
REIMMIRSEMENT FOR #1334 RENTAL CHAROES llﬂl COST ‘I'ﬂ ]-'IK HINDOH THAT HE
iEI.IE’lE! HERE CAUSED BY THE DEALER'S REPAIR EFFORTS.

lgﬁﬁéhmn FOR WRITTEN RESPONSE SIHCE MO FORNM me EXISTS FOR CUNCERM.
SENT CUSTOMER MOBIFIED LETTER - Fﬂh HOTOR MF.IH\"E HARRANIY COVERINA

YOUR VENICLE STATES THAT WE MILL PAY FOR THE REFAIR DF ANY DEFECTS IN MATERIAL
AND mmm III'I'I"IEE_EFECIFI. TIH! IHII HII.HBE FE!IIHIS HHIE'IH

TD 11'IE REFAIR DF THI 'l‘HIIﬁI.E. IN ’A‘IEI OF 'I1IH-; H! ﬂlﬁ ll.lllI.E To FMTIBIH.TE
IN AN ADJOSTMENT DF NATURE.

OUNER RELATIONS VOP/RENCHMARXING 00-20-99 FAXLELTA
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19,2099 MASTER DWNER RELATIDNS SYSTEN I3 19.08.5¢

.-I--I-‘l-'"“I..Il..l—ﬂﬂ"'...---.-::::n.-..---.---'==;I'm---.-'--IEEI-I

FHII-HIELHIH 18 WTIIimL COMTACT HBR.: lusZ3lans :HEHH!LEEH!
L] a

VIN: 1FTDF Soh| I ENGINE: B . CLOSER: 12/22-1893

SEISTETETENIIEERRMEaEEEREE U AN - an - EEEENFEEEEEEITERE kA

1995705722 -

CUSTOMER SAYS .
—IEITERIT'IHG FREVIOVS CONCERNS AMIUT TEH FIRE- AROUT 'I']IE RENTAL YEMICLE

PE EIISTIIIER- DEALER 3AYS,

EIIE‘I'H!EI SEEKS
'HHHIUHEHEHT FOR RENTAL VEHICLE CUST PAID FOR FOR TII;S INCIDEWCE

Giﬂ ADV¥IZED :

PER PREVIOUS COMMENTS IN THIS CONTACT- $ FORDS DESISION WILL HOT
IEEI‘gI‘IESE THE CUSTOMER FOR RENTAL lSSIETlH:E II THIS H&TTH

LETTER MICROFILMEDR 05-22-1995

OHNER RELATIONS VOP/BENCHMARKING D9/20-9% FAXLOLTa
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BEGIIIIIHG OF CONTACT

MASTER DWNER RELATIONS STSTEM 11 19,08 .52
--:--:-..:::::ll:lll-llll:llIIIIII:IIII'i'FIF:========= =—ll"ﬂli-.IlI---------’-S"II
1301Ha LEGAL COMTACT VEH TYPE1 TRUCK
CINCIMHATI 67 IWTR» El CONTACT MBR. LU647§745 QPENED: 01/22r1994
vIks 2FDLF4TMZR ENGINE: M ~.  CLOSED: 02/0D7-,19%%
T T e e 2 ol AREEVFFEFNNEEEES L [ | REEE ERpEam
LAST NANE: STATUS:
TITLE: FIesT wave: NI.
ADDRESS:
SONE e F e —
HDME PHONE! BUS. PHONE:
MODEL YEAR: 95 MOREL » F-SERLES
HILEAGE: (30 | )] WD o
DEALER NAME: COLE FORD-MERCURY 1 SALES CODE« 147898 P a&A B1986
CAUSAL COBE: 42 SYNPTONS » Teslas u:zn )
Egﬂmnl_ B0 TRANS REGION: BATE:

m 1
CASE TYPE: 4B-FIRES = EXHAUST~CAT. mvm-u'rm H!nll: CODE: A-LOGL INVEST=PROD LIABILITY
ATTY MAME TTY NEMD:
CEAIH ANT: o IHAB.'II ANT

HII:IIJ: 471129

COMMENTS s
1996/01722

#SFIRE ON YEHICLE 1Z/ 3D 95K
¥x1 ADR Fﬂ. FORD OPERATUREX

CUSTOMER XA
=1130 AM FIIE S'I'II'I'EI IIHIE HOGD
=FREV HARN CONCERNI W WIPERS STAYING OM AFTER 3H
-ﬁﬂHﬂEIH WITH HEIN.IG.I'ITS AND INTERIOR LTS, WOULD Bﬂ ll! COME TN

“prn cusTomer, pEALER savs (RN
—RFPLACED WIRING HARMESS

-REPLACED FUSES_ (STARTER)

i TOLD WIN 7O PUT HIGHER AMP FUSES, MAS 20 amupr

SEFYS

CUSTOMER
-FH.'II TII ASSIST W/ FAYOFF AMT, THIMKING ABOUT BUYING IHII FORD

l‘:.l(: ADYISED

—HILL MIHFﬂTﬂlEﬂlLﬂEFTFﬂEllETﬂmIH
-CAMMGT PROVIDE TIME FRAME FOR REP TO COMTACT

'IF MOT BY 3 NEEKS, CUITOMER RE-DIRECTED TO CAC

ST ADDS
-F‘DI.II:E wm MIGHT READ 12-31/%3
—THAT WIOWHT T SMELLEDR SDMETHING FROM TH
—LIGHTS WOLRD Illh AUT DIBN'T OO DUY LIKE THET USIMLI.T pID '
~HAS CONTACTED IN3 G031 KENTUCKY AUTO INS
=FOLICE OFCE: TROOPER GINNS, MOREHEAD KEWNTUCKY STATE FOLILE

OWNER RELATIONS VOP-/EENCHMARKING 0920409 FAXLOLTO
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1, 20r9y MASTER DMNER RELATIONI 3STSTEM 11 1¥.08. 52
e L e e P e T T T T
1301HG LEGRAL CONTACT YEH TYPE. TRILCK
CINCIMNATI 57 . ENSTE: EL CONTACT HDPRy 10647743 OPEKED: B1-Z2r1996
¥IM» F.N.Fﬁ?ﬂz_ EMBIMNE: M -t CLOSED, B2/AT771996
L e el D Y L TR L T L E TR DL D PR e PR AT T

1996/0)/22 '

=HAS JETTLER Wr IN3

;HHTE TO KEEF THE TRUICK

CAC ADD

=]

~CANNOT QUARANTEE lSSISTlEE

—BEST TD HORKE W-

1994701-25

LA NADE URC TO THE 3SVC MOR/RI

=CUSTOMER HAS ROT HAD THE 'H'EHII'.:LE III'I'II THE IIEH.HSHI.I" SINCE 6714795
=VEHICLE IS MOT AT HIS DEALERSHIPF AT THIS TINE
llliflllﬂ

CUSTOMER «

A MADE OBC TO
-H:IT AVAILABLE

:
E
i
-
3
; 8
&
.
3.5
E:
3
E

=THIS YEMICLE MAS HAD 2 PREVIOUS SMALL FIRES THAT I'IE EDb TO FMUT OUT
HAS TOD mllﬂ'l’lEHlﬂ‘lTIT

=THE TOMER OIN NOT FUT ANY ADD ON EQUIFMENT OF mmm:

~CUSTONER FORD TO HELP HIN PAY OFF THE VEWICLE AT HE I3 SHORT ANOUT
ﬂ.ill TO I‘l‘l’ l.'IFF THE VENICLE AFTER THE INSURANCE CINPANY PAID HIN

LA ADVISED CUSTOMER =y
“MILL RPSEARCH THE SERVICE HISTORY OM THE VEMICLE Hll! !EI BACK NITH THE

I!WWII o
MMM WORLD :

HEADGUARTER CALLS jeenm
=

CUSTOMER. SAYSs
= HAS 301D THIS VEHICLE AZ IT WA INVOLVED IN A FIRE

= THE ¥EHICLE WOH BELONGS TO A SALYAGE YARD

= HOWEWER., HAS MADE AERANGENENTS WMITH THE SAaLYAGE Tﬁﬂ TO KEEF YIMICLE JUIT
“IHMHWTSWL“ITH
: amm SEERS

EEHI“-':LIH FH: TO FAY HIM #&00D8 AS HE CAN PAY OFF THE INSURANCE O THIS

OHHER RELATIONS vOP/BENCHMARKING D3-20-99 FAXLOLYQ



el

a9y MASTER OWMAER RELATIODNS SYSTEM 11 19.18_%2
========= = ===========-—-=--illl'l'l'llllllll::======I:1'-"I-'--:I:I-::--::-:'.:======
LEGAL OONTALT
GIEIIIIII.TI 47 IIUTII CONTACT NBR: lﬂiﬂﬂu l'.l'!ﬂl’.lh ﬂh‘!!flﬂﬁ
ZFDL ENEINE: CLOSED: 02-07,1996
Illll!iﬂl!l-lI-lnk-ll'--l-lllIll‘=========t-=h-=Iu--.::-:---:-::u:--:::::::
l'l'li/!b"l'll

E

l:‘llﬂm ADDS .
= HE HAS ALHAYS BEEM A YERY LOYAL CUSTOMER TO FMC AND IEHILII LIKE VERY
MUCH 3TAY THIS WAY

]

CAC ADVISED:

- tm‘ISEEIEIISTﬂIEE THAT THES CONCERN I5 5TILL BEING REVIEWED Y OUR

= A3 SODH AS A DECISION HAS BEEN GIVEM FNC MILL EEMTH:T HIN
APDLDOIZER FOR THE BELAY XN THIS PROCESS

IH'EIUZII?
A RECEIVED THE SERVICE FILE ON THIS WEMICLE

-ﬂ'ﬂﬂﬂl.l HAS AFTERMAREET ELECTICALS ADDER TO IT

Ll MADE OAC TD THE CUITOMER:

-H0 ASSISTAMCE

=THI3 IS AN THIURANCE COMPANY CONCERW

~FIRES ARE NOT WEHEI LUNDER HAREANTY

THIS I! THE CLOSIND COMMENT

m?ﬂmﬂl “=El.’qﬂﬂ TO FOLLOW AS CUSTOMER HAS BEEN CONTACTER AND REFERRED TD

HIS
1994702715
BERETURNED FRON MICROxEX

OMNER RELATIONIS VWOP/BERCHMARKING D9720799 FAXLGLTE
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BEOIMNING OF CONTACT
2o

MASTER DHMMER EFLATIONS SYSTEWM II 19.08.352
=========llIIIIIIIIIIIIIIIIll:::.‘l:'llllllIlllI-ll::lI-I'lIEIIIIIIIIIIIIIIIIIIII
To20RH LEGAL COMTALT EH TYPE: TRIKK
BOSTON 11 #NTR: Cl m‘l’m HIII 1“1“5?1! mElh BEs 2171995
YINs AFTHF2aHITL I O3ER: DE/Z1/19%

LAST NAME( +." STATUS) CLOSED
TITLEs FirsT wave: I -

ADDRESS:

CITY: oBL STATE: -

R [ ]
HOME PHORE: IS 30S. PHOME: W
WODEL YEAR: 93 MODEL ¢ _ :
HILEAGE: 32261 WSD1 e
BEALER NAME: MISCASSETFORD INC SALES £ODE: 1118547 PaA: 08803
CAUSAL CODE: WFO9 072l SYWFTOMS: 7041 |
ORIGIN: 60 TRANS REGION« 11 -+ TRANS DATE:
. .
CASE TYPE,  &B-FIRES - EXHAUST-CAT.CONVERTOR-OTHER WEANS CODE: A-LGL TNVEST-PROD LIAPILITY
ELAIn AnT 0 - oD AMTh
[ |
HICRO: 4632360
COMMEN
e

DLR FAX- 'I'EHIGLE CAUGHT FIRE UNLDER Hm- HAS BEEN EEITI.EI Y INSIHEANCE
m 5 SEEKINE SPFECIAL FRICE DN AEM TRUCK

Hﬂlﬂ! IS THE CLOAINO COMMENT
CUSTOMER HAS BEEN PAID BY I[NSURANCE- REFERRED HIN Tﬂ Tllﬂl
#O FURTHER ACTIOM
1997 D6+ 28
ADDED MICRD

OHNER RELATIONS VOP/BDEHCHMARKIMG 085720793 FAXLGLTG
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I!EIIIII“ OF CONTACT

n9-20s9 MASTER OMMER RELATIDNS SYSTEW II 19.05.5%2
:::'-!---tll“lltlI.IIIIIEIII:I:.I:I e e e T
419503 LESAL CHNTACT YEH TYPE: TRUCK
SOR il ZN/TR CONTACT NER» 1“11“?‘ OPENED:r DE/23/1996
VIMs ZFT ENEINE: M DLO5ED: 09-09,19504

I-----"'.FIIII:E##:“B:“::Ba‘.‘t::====-====-I====-===-¥III..“.-..--.---'-----
LAST HANE: STATUS: CLOSED
TILE: FirsT iy N -
e L .
Y e, G 1o,
HOWE PHONE: - BUS, PHOME:
WODEL YEAR: 93 MODEL 1 F-SERIES'
NILEAGE: G6en0 ;
DEALER MAWE: BALDWIN MOTORS INC SALES CODE: 322565 P& Al 12227
0769 SYNPTONS 5 nlms 11600
ORIGIN: TRAMS REGION: 22 - TRANS DATE:
. :
CASE TYPE:  1A-ACCIDENT — WD INJURY WEANS CODE» A-LOL INVEST-PROD LIABILITY
ATTY NAME» ATTY MEMO: -
CLATH ANT: 0 AWARD AMT ¢ .
MICRO: 4751705
COMMENTS «
199608723

NN MAVISr SURSEQUENT roek
CUSTOMER

e
=HAS JUMPIM BATTERY OM TRUCK AND HOOD SLIPPED m '.'-’MIEIH & DENT IH HODOD,
lﬂl FIRE BROXE PUT FROM HOOD HITTIMG JUMPER CANL
LAME CAME THROUSH THE HDOD
-nn INJURIES
-FEEI.S HOOD SHOULDN'T HAVE FEEL DOWN CAUIIMG FIRE TO OCCUR

ER CUSTOMIR, DEALER SAY3:
-Iﬁ BEALER CONTACT

I:HSTIHEIISEHS
—H'II.Tmemﬁ.INTEFEET

l:ll'.‘- ADNISER:
l;ﬁbk FORMARD TO LESAL DEFARTNEMT
'II'ITHIS IS5 THE CLQSING COMMENT

l..lll.ll. AMALYST [LPAY FORMARDED THE CUSTOMEN A LETTER ARVISIRG CUSTOMER TO
CONTACT THEIR IMSURANCE COMPANY. INSURANGE COMPANY BAY SURROGATE IF THEY
1’% ' IE AFPROFRIATE.
!HIEE'I'I.IRH FROM Hlm

OWNER RELATIONS YOP/BENCHMARKING 09-20-99 FAXLGLTG
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BEGINNING OF CONTACT

08/ 20799 NASTER CWHMER RELATIONS SYSTEM II 19.05.32
. ARRE P Lt ST T P T L DL P
2546EF. LEGAL COMTACT VEH TYPE: TRUCK
NEM TORK ZN TR COMTACT MER: 1DE3EZB2% OFENED: 1271971995
¥il lF‘l'II!zillil’ ENOINE: H - CLOSED: 1Z/2471995

- —
- STATUS: CLOSED
FIRST MANE: I o

STATE: N.J Fatg -
Bus, PHCHE. NN
] BCREL
20800 HSD:
VERNER-CADBY INC  SALES CODEs 113842 - P & A« 20645
02 @0 SIS, NG Toazk
60 TRAKS HEGION: TRAKS DATE:
CASE TYPE:  43-FIRES - EXHAUST-CAT.COMVERTOR-OTHER IlENB COME:  A-LGL INVEST-PROD LIABILITY
ATTY MAME, ATTY MEWD)
CLAIN AMT: ° AHARD AMT:
MECROS
COMMENTS»
1995412716

ms'mn !l."I'Sa
ARDUT 2428, YEHICLE WAS REIMNIRG.
- EIMHE mumm ANE THE PASSENOER AREAL WERE EMOLULFFD IN SNORE.
« MHFH CUSTOMER KHAS DRIVING 3MELLER JOMETHING IUIIHIHIh HAD GUTTEN OUT
TO DELIVER GROCERIEX TD NEIGHBOR.
MHEN LINXED BACK, THE ENTIRE VEHICLE WAS -BULFED ;H SMDKE .
HE II:EICI'IEI IN AH‘.I! SIII'I' OFF THE YEIHICLE.
UNEER TH 3P AND THERE MAS FAIRT FEELI“ RFF.
YEHICLE IS I-EIH.'I TIIEH Ta DEALER.
N0 POLICE OR FIRE BEPT ROTED.

CAC ADVISES,
= INPORMATION FORMARBED TO FROPER DEFY R
- CUSTOMER MILL JE CONTACTED BT FORD REF TO REVIEN. -
1995-12/18
IFBATER CODES .
199571226
THIS I3 THE CLOSING COMMENT
LEGAL SFOKE TO SERVICE MANAGER WD INDICATED THE WENICLE HAD MEEN REPAIRED.
THERE WAS NGO FIRF, DMLY SHMOKE WHICK MAY HAVE BEEN CAMSED FROM THE A/C CLUTCH
OH THE COMFRESSON.
MO FURTHER ACTION REQUIRED.

OWMER RELATIONS VOP/BENCHMARKING 05-/20¢/99 FAXLGLTO
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BEGIMWING OF CONTACT

8320499 MASTER GHHER RELATIONS SYSTHN I 19.05.32
l.:.n---l'-l--------I--“.--'-'l-l-'------'-----'--'-‘---'--“.‘--m-------m---
S305HE LEGAL CONTACT VIH TYPE: TRUCK

BOATON 1l Mll& COMTACT MBRa 105529539 OPEMED: M3-1R-1995
Vil 1FTEF14N3FL ERGINE: M CLOSED: 16-B86-1993

- EEREEEEEECIFEEENETENEEEppEnRiEEn Rl LR XE XX l!ﬂ:lﬂ::..““lll eSS AFEESEEEEEIE

LHIEHM'IEI FIRST - _ gl'l'liﬁt
TEYLE: NAME+ '
ADDRESS)
EITY: STATE: FPr
HOME PHONE: BS. FHONE:
MODEL YEAR: PODEL : -
MILEAGE: ¥ *
DEALER WARE: SALES CODEy ILIDN Fadhm M3
1 AR SYMFTONS TO%E%S Ads300
AN« [r 1] TRANS REOGION: T TRANS DATE:
YEK REPL: 0 N
CASE TYPEx 1 I&LE REFLACEMENT MEANS CODE:  E=-YEHICLE REPLACEMFNT
ATTY NRME: REQ 05/19 SENT 05725 ATTY KEMD: ﬂ,! lﬂ"

CLAIH AMT 13.%00 AMARD AMT: LY
um. SZa0924

COMMENTS »

I-I!HIHII

VEHICLE REFLACEMENT DUE TO EMOIME HISSING AND SHOKEING COMCERNS.
ussnﬁrzz '

'I.l!.’ll 08703
FH

THIS 15 THE CLOSING m

IEEE‘IIIEEES‘ FOR #19374.70 ISSUED TO ML MOTORS. Im
CONTACT CLOSING APPROVED
X T CLOSE

OWHER RELATIONS VOP/BENCHMARKING 09/720-99 FAXLELTO
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IEEIHHIHG OF CONTACT
MASTER OMNER RELATIONS SYSTEM LI 19.08.52

--:li--II!I-!IlII“ICIIImI-_n::: = “:g..:'-.-“:----_qm-l:_' RIAEZEs i EuENNNEE EN

93ETD0 ACT YEH TYPE: TRUCK
NEMFPHIS CONTACT MNBR. 1-?3!319! OFENED: B8-20-1%96
¥in ENQIKRE: Y CL

" INEECEENER IIIII“:::II:m T T 0 I I ----E:-:!:Ee:}!!i-

HE - AT
E i 1
ADBRESS : s
cITY. ATATE: P
HOME PHONE: BLUS . PHONE:
MIDEL YEAR: 53 MODEL - :
MILEAGE: s WS T
DEALER HAME: nsrllnr FORD L-M IK SALES CODE: 123171 P& At URSSE
CAUSAL CODE: SYMPTOMS « TRA245  RAZ&00_ ZOI1EN
m&:n# . nn TRANS REOIOM: 23 BATE:

. :
EASE TYPE: #A-FIRES — ELECTRICAL MEANS CODE: H~OTHER
ATTY NAME. ATTY MEND ..
CLAIM AMT: (] AHARD AMT 1 o

HICRD: 5730820

COMMENTS «
1596788720

ExN POASIRLE ESF t:u'lI!IllﬂE EEE

wE NAVES. IIIIEIHI.

CUSTOMER SAYS

- %ﬁf?m“"‘éﬁs ﬁﬁmum CAUBHT FIRE AND SHOKE, WENT CUT OH ITS OHM
FIRE DEPARTMENT NOT COMTACTED i

- JHE WIRIMG WARNESS POSSIBLY HiS CAUSED THE FOLLOWING PROBLEWS
3 MEN BATTERY FUT TN, WOM IS DEAD, WEW ALTERMATOR ANR tﬂucLz STILL WILL NGT

ART
= VEHICLE CURREMTLY IN DRYVEWAY AWD WILL NOT START

- ALTERMATOR WAS DOME BY A FORD SERVICE SHOP CIN m. ARKANSAS) I3 OKE HOUR
AND THENTY MIMUTES ANAY (5/12/66)

— AN ALTERMATOR SPECIALTY SROP LOOKED AT ALTERMA :uum: SAID ALTERRATOR
WAS ALLRIGT, THE MEH BATTEEY WILL NOT CHAROE

SMITCH THAT MAS REPLACED. TNINKS THAT THE
ol s _ mmmmrnmm

H

y 1
JASTROF FORD LODKED AT YENICLE AFTER THE FIRE
BASTROF FORD FUT HEW IGHITION SWITCH IN VFHICLE
HAS NOT BEEN CONTACTED SIRCE THE SECUNDARY lﬂlLHﬁ HA'I‘E OCCURRED

CUITOMER 5
= HHAT Snl'l'.ﬂ.ll.ll lE DD HITH THE VEHICLE
= WANTS IT FIXED

CAC I.HISEIt
= INFORMATION FORMARDED TD FROPER PEFARTMENT: A FORD R REAFENTYATIYE FROM THE
LEGAL DEPARTRENT Mili BE CONTACTING IR 8 BUSTHESS m’sﬂ

DNNER RELATIONS VOP/BENCHMARKING 09-20/99 FAXLELTG
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oS- 20/99 MASYER CWMER RELATIONS SYSTeM 11 19.08.52
=ll:l=ll-'tlilntIIII===“lmI==-ﬂl-IIl::lst..llt:=----_-:-=:l::-l-----“--h-i---
SERT IO ; LEGAL COMTACT - ¥EH TYPE: TRUCK
MEWFHIS 25 ZWTR: CONTALT KBR: 107395294 CPENED: 8872071996
VIN: LFTEFR5YGP ENGINE: ¥ ' TLOSED: ORr-22-1996
» FEENVEAIEIEEC I LI A EENIWE [T FT -1 1t P} ——-...-!!_.:-----:g:;----“--g--
199670820 '

CUSTONER

SAYS '
~ CUSTONER CALLING BACK MECAUSE SHE I3 MOT SATISFIED KITH FIVE DAY HALTING

- IIFI‘IJRHEB THE CUSTOMER THE INFORMATION HAS BEEN FORHARBED YO THE APPROFREIATE

DEP
1996708721 '
~ IS DUTSINE OF ALL CRITERIA FOR A LEGAL CONTACT. CSKR NHO ORIGINALLY
OFENED THE CONTACT NILL COMYACT THE CUSTOMER AND ADVISE.
155 5L CLOSE THE COKTACT b
= FIRES ARE HOT COVERED RY ESP/HARRANTY - HILL ABVISE THE CUSTOMER TO CONTAGT
THEIR INSURANCE COMPANY
= CLDSE COWTACT
SHTHIS I3 THE CLOSING CONMENY

SENDING LETTER REFERRING CUSTOMER TO INSURANCE CARRIER,
19708726 T
ARDED MICRC HUHEBER.

DHMER RELATIONS mr:nnu':l-lumm 03,2099 FAXLOLTA




i
BEGIMNING OF CONTACT
89728799 MASTER DMER RELATIONS SYSTEM I} 1v.9%5.52
===I:III-III-I:B==t=I"IIII“I-mIItMnEIIIIIII.ml:l.I-lII-Il:I-III:II‘IIlI:I#III-
53100T LEGAL CONTACT H TYPFE: TRUCK
e 10 ZWTh: COKTACT WA2: 105139572 OBENED: 8271371995
VIN: 1FTHX2608F ENGINE: CLOSED: 02/1771995
===III----I-l-----m-I-I.II-lII-I-I-I-l-I-'I-II-I-I-llI-mII'II'I'I.'lIIIII-III“I-IIII:I.I-II
LAST MAME: .- STATUS: CLOSED
TITLE: rizsT wake: [ -
CITY» * SYATE» OR P
HOME MHONE: B3 . FHONE.
MODEL YEAR: MODEL » F~SERTES
PEALER NAME rﬁﬂnmmm coMp T CODE: 176508 P & A« 0S99
CAUSAL COBEx 0 o L 1 ‘
CRIOIN, 89 TRANS RESION, " TRAMS DATE:
1 r

CASE TYFE:  4-FIRES - FUEL FED WEANS COLE: A-1GL Imm-rm LIARILETY
ATTY MAWE: TTY MEWO:
CLALM AMT: 0 KD ANT 0

MICRO: 4622652
COMMENTS «'
1995/82713%
CUSTON

ER SAYS:
-nllzznns‘mﬁmusﬂ'rmmlunmsﬁmmﬂmmmmz

- HE LIFTED TIIE HOOD AMD SPRAYED HIS FIRE EXTINGUISHER PN THE ENOINE.
= THEN FLAMES STARTED coOMING FROM THE EMGINE.
o HE BURMED L* & CELLINOIB,

PER CUSTOMER, DEAMLERIHIP SAYS.
= HE I3 HAYING THE VENICLE TONFER THERE TODRY.

CUSTOMER SEERS:
- 'I'ﬂ HAVE THE CONCTNN REIOLYVED.

= TD COMTACT HIS INIUGRNCE COMPANY

- THE BEGIOMAL OFFICE WILL BE CONTACTING HIK

— TC STAY IM COMTACT WITH DEAM MABE, SERVICE KAMAGER AT THE PEALERSHIP TO HAVE
liljﬂfﬂl-zg CONCERNS REVIENER.

REOIONAL IJFFIDE HAS REVIEWED AND WILL ASSIGH Tﬂ BEH‘IETII# RESULYS FOR INVESTIO
ATION. CLINDA JAMES: J-Nia=-3R12/(¥Ri) MiZ-38

1995/02/16

TI-IIS IS THE CLOSING COMMENT

GRI INVESTIOATOR IIHI'I'S THAT. FER CONVERSATION WITH DEALERSHIF SERVICE WANASE

R: CAUSE OF FIRE IX mn RESPORSINILITY. HAD TRAILER COMPANY IN

SALEM, OREDOM IIST.M.I. .l. MTTERY ISOLATOR; TRAILER ANY HAD INCORRECTLY HOD
et KEDR U WIKES. IIEII.ERSI'IIP HIS REVIEMED MITH CUSTOMER HII.L PURSUE MATTER TH
E ROUGH HIS INSURANCE WY. LETTER FRON DAVE MALKER. « MANAGER WAS SENT T

D CUSTOMER OM Zflii'l!'.

OHNER RELATIDN: VOP/RENCHMARKING D9-20-99 FAXLGLTH




el

152099 MASTER OMNER RELATIONS SYSTEM LT 19.08.32
—-n:-tl-l!llll--:lllll:=-hl-l:---h-:---11_====--m;-:--:_=l=-=====:|.—sltt:'--
331007 LEBAL CONTALCT YEH TYPE: TRUCK
Shix 180 INFTR: CONTACT NBR: lIISlH!?l OPERED: 0271371998
VIMs 1FTHX 2650 ENGIKE CLOSED: f2r17r1995
=I==IH=II=—====l===Il----l===-=tl-'ln=llllllIIIl=====!#ﬂll-p:III:::::::::::::-::I.-..
1s95,02737

CONTACT CLOSING APPROVED '

DE YO LIRE.

1995705716

IHLEI'I'EI DATED 2/12/75%%%
N IZED:

—I..E'I'Tﬂ FRE-DATES ACTION
-H0 OUT BOUND CALL ATTEMFTED.

DWNER RELATIONS YOP/RENCHMARKING B%20/99 FAXLGLTS



E?IIHHIH OF CONTACT

MASTER OWMER RELATIONS SYSTEM 1I 19.08.32
IIIIIIII-II-IIIIIII-IIIIIIIIIIIIIIIIII.IIIII.III----“-----"“m------'---“--
LSI4LC LEBAL (TINTACY YEH TYPE: TRUCK
MEMPHTS 25  EN/Te: culmc‘r MER + lﬂilﬂl'lﬂ OPENED: Dl/1671995
YIil 1FTEXLSY. OINE: CLOMED: DOZ- 8871995
====IIII'-IIIIIIIIIIIII'IIl=-===========!II=“S“B“.- EEEEFEEFEEEEE I EFEENEENT
LAST NAME: ETATHES, CLOJIED
TITL FIRST HAME MI

E:_ I ;
CITY: ATATE: LA ZiFt
HOME FHONE: HUS . PHONE: m
MOBEL v MODEL +
MILEASE: s M
DEALER HAME: SUFFRIOE FORD INC SALER CODE. 1235170 - F & Ar DESHZ
CAUSAL CODRE: 02 1 JO4G145
ORIOIN, TRANS REGION: - TRANS BATE:
' f - -
CASE TYPE. &-FIRES - FUEL FED MEANS CODE: A-LBL INVEST-FROD LIABILITY
ATTY MWANE: ATTY MEMD: el
CLAIN ANT: ] AHARD ANT: 0
MICRO.
COMMENT S
1995701-16

CUSTONFR _SA
- THE IITTEI'I‘ IN THE VEHICLE EXPLIIHEN AND THEN THE 'HEI'III.‘-LE CAUGHT DM FIRE
= THIS mm H'III.E ﬂI"A‘IH AMOTHER 'H'EHICI.E A BODST

DEALER SAYS I

— HAS NOT IEEH l.'.'-ﬂ'l'lﬂ' E'II

CUSTOMER SEFKING,

= TO HAWE THE YEHICLE TOWED

CAC APUISEN:

= LOHTACT ROADSIDE ASSISTANCE TD HAVE THE VEHIGCLE TOMED

= THE EFGIOMAL OFFICE WIil BE CONTACT CUSTOMER TO REWIEM COMCERNS

= CONTACT TNSERANMCE COMPANY Lot
1995711718 T

x

CUSTOMER 3PFEKS., ) ’ 5

; A LOANER OR RENTAL YEHICLE WHILE HI3 VEMICLE I3 BEIKG REFAIXED

CAC ATAVISED.

- :.g}%luﬂﬂlﬂm UNIER PREFERRED CARE PROGRAM “I.T ﬂr'ﬂr'f TO WARKANYY

= TO CONTACT THE SERVICE WANAGER AT DEALER FOR ’H'HIFIH"I'IDI OF NFEDER REFAIRS
l;gi!:ulg APPLICABLE MARRANTY COVERAGE.

FILE SENT TD BRI - FIRE INSPECTION - FILE FAXID TO UII OM 17135/95 BY 5 DAYTON
DR SPECIALIST

OWNER RELATIONS VOP-BERCHMARKING 09-20-99 FAXIOLTA



a9r2s/99 MASTER ODMMER EELATIONS SYSTEM T1 19.13.32
EEES AR BRI R A R R A AL L AN A A AR N AR A R R R AR A S S AR
1594LC LEDAL CONTACY YEH TYPE: TRIKK
MEMFHKIS I TR I:IJHTH:I' “Ilh lﬂllﬂl?zﬁ DPENED: 0171671995
VIN: nm“ﬁl& t Y ﬂﬂ'&ﬂh N2r08-1995
EEwEEEN l---------"nnl—-:--m-------l » Ex B
1M5-01/51 :

CUSTOMER “ﬂl

=HI3 VEHICLE I MTLT AT THE DEALERSHIF WAITING TD PE INJPECTED BY
A FIRE SPEEII.LIST
-HE NEEDS ANOTHER VEHICLE TD USE WHILE HIZ TRUCK 13 IHUFE“ILE

PEI! L'I.Im !HLERSHIP SAYS
-‘I'ﬂ CALL

DSTOMER SEEK
El. RENTAL 'A'EIIII‘I:LE DR A DEALERSHIF LOANER CAR.

]

CAC ARVILED:

—CUSTOMER TO CONTACT THE 3ERVICE MAMADER (HEHRY EBLEII!: TO ADDRESZ ANY
REQUESTS FOR A RENTAL VEHICLE.

~CUSTOMER THAT THE SERVICE WANAGER NILL MALE A IECIHGH ON FHETHER HE CAN
IIE FROVIDED A REMTAL VEMICLE.
e.lﬂﬂlﬂ JHOICATES HE HMILL CONTACT THE DEALERIHIP.

1998702/ 07

TTERY EXFLODED AN Egll
ELECTRICAL FROBLEMS HITH THIS YEHICLE. THIS FIRE SED BY THNE %TIII'EI‘I' EXP

.LOBING - PASE 256 DOF THE HEJ! MANUAL IS VERY SPECIFIC A IEI.IT lﬁl UNFe A ¥
FHICLE PROFERLY — CUSTOMER WA3 TOLEB TG CONT = ESTIMAT
E TD EEPAIR = #4413 — MO FURTHER ACTION MILL IETﬂh! FORD, |. SE CLDSE

CONTACT CLOSING REJECTER
HOM ANR HHEN WAS THE CUSTOMER CONTACTEDY
IHSIIZIBI
H‘Eg mLﬁg%FlgTﬂ H“'HE EWLI. SEE'HEE IS0R AT ZACHARY FORD A5
TO THE RESILTS OF GRI"3 INWESYIGA %“l'll!'ﬂﬂlm WAS LNAALE
TOR EM:'H CUSTORER AFTER SEYERAL l.TTﬂI‘T! - I ALSO MAILED A LETTER TO THE CUST
Y FROM THE MEMPHIS REDIDMAL OFEICE STATING THAT FORD MWOULD MOT ASSIST
HITH kﬂlll{ AND THAT THE FIRE INVESTISATION SHOWED THAT IMFROFER JUMF STAETIM
CAUSED THE FIEE - NOT ANY HAMUFACTURING DEFECT AME T ALSDO REFERRED THE CU3TD
HER TO HIS INSURANCE cg;um IN THE LETTER = MO FURTHER ACTION ~ FLEASE CLOSE

OHNER RELATIONS YOPsBENCHMARKING O%/20-99 FAXLOLTH



BEGINNING OF CONTACT

a9r 2099 MASTER DWNER RELATIONS SYSTEM 11 19.08 .52
EEEEFNENEENNN Y I ENENNEENEE RN W g -
925500 LEGAL CONTACT ' ¥EH TYPE: TRUCK
THIH CITIES 58 ZN-/TR: D1 CONTACT HOR: 105245712 OFEMED: 0Zr27s1995
VIN: 1FRJE3THE RN ENGINE: H "~ CLOSED: D2/27/1995
-::-=t=lﬂ==tltt-—----l--III--I:===-===l=-:I:ithk----IlIIIU.U::i:I...::::::::::
st e - STATUS: CLOSED
I%Eﬂ FIRST RAME: MI:
1
Cl'l'\"t IEIIH STATE: M ZIP
HOME PHOME: MR JUS. FHOXE: I -

MDDEL YEAR: 4 MODEL » F-3ERIEY

MILEABE . SE97T H51 .
DPEALER MAME: AUSTIN FORI-LINC-ME SALES CODE: 158343 & A 09300
CAUSAL CODE: 02 SYMFTONS 1 Teg145 -
ORISIN: [« 4] TRANS REGION - TRAN3 DATE:
WEM REPFL, : )
CASE TYPE« 4-FIRES -~ FUEL FED HMEAMS CODE:  A-LGL INVEST-PROD LIABNILITY
ATTY NAME: . ATTY MEMO: :
CLAIN AMT: 1 . ARARD AMT: (1)

MICRD:

COMMENTS «
1995-02-27

INITIATED FROM Illll.!l FAX, CUSTOMER ALLESES VEHICLE MAS RUNMING WHEN A FIRE

YENICLE. WO INJURLES

BROKE TAIT UNDER THE HOOD OM THE RIOMT SIDE OF THE
SPOKEN HITH PARTS AND SERVICE DIRECTOR BOB LU
CURRENTLY BETNG MORKED GN AND THAT THERE 1% A COUPLE THOUSAMD DOLLARS

o0 Tﬂm I'II.’I- TNSURANCE FOR _FIRE BAMAGE. MY ISED CUNTOMER OF THI3
URANCE Cﬂ'ﬁ“ HAS IL'IT BEEN OUT TO LODE AT- VEMICLE
ESTIMATE HI.! Eﬂ!’.‘l. DEALER ZAYS THEY HAVE SaAUED ALL PARTS TAKEN OFF OF

THIS IS THE CLOSING
I HAVE BHTH‘.‘TEI cus‘rm lﬂ FUKEI TO HAYME EDGAR ANlb COMFIRNED/ADYISED THAT
THROUGH NSURANCE COMP

FORD'3 FO3ITI THEY M 0 WURK
HAVE "lEHIﬂ.E RE!I!EH FE ill.‘ﬂlE TIET HERE IWISEITFEI?DII 3.
"Ratas Amd

DHMER EELATIONS YOF/BEERCHMARKING 03720799 FAXLGLTQ
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— ———— B yy—— L

S8l

BEGIMMING OF CONTALT

r20ree MASTER DMMER RELATIONS STSTEM 11 19.08.32
==-“;¢=-----:':::==l=====:-.l;-------::::-:ll:lllnl“IIt!ISI:—IIIIII--I'IISII=
SA5AKR LEGAL CONTALT YEH TYPE. TRUCK

CHICASD Al ZINSTR. CONTACT HBR» 1!54264!! OFENED: D%-20-1995
VIN: ZFTEF1& ERGINE: ¥ CLOSED, IISIIIIIH!!

FEFEEECCENEN —— "'..m'-“‘===“-'--.-----.--- { L |
LAST HAME: (T CLOSED
e B— BarE Fo N
HOWE FHONE: RUS. PHONE: F ‘

MODEL ¢ 5 -

MOREL YEARR: 96

MILEADE: 19 H3D1
DEALER NAME: GORDIE BOUCHER FORD SALES CODE: 141376 £ 3 Mk Q2007
CAUSAL CODE: SYMPTOMNS Faql4y
Egmlll#l 1] TRANS REOIDH: TRANS DATE:

[
CASE TYPE: 4-FIRES - FUEL FED MEANS CODE: HTI'IH
ATTY NAME, ATTY NEMD
CLATN AMT: ] AMARD llﬂ' ' »

MICRD:

COMNENT S »
199570420
CUSTOMER ALLEDGES VEHILLE CAUGHT FIRE MI'I'SIIII! oF HARBEE"S. FIRE DAMAGE 13 IN T

HE EMOINE COMPARTNENT AND BURNT THE m THE mi.‘ﬂ'ﬂﬂﬂ. MAS TOMED TOD THE DEALER..

THE BEALPRIHIP E!T.llllm DAMROE TO JE A AND ADBITIONAL _

Iﬂﬂ"f DAMAGE. CUSTOMER JOSY H.IEI.ISHI \"EHII:I.E W1%/98, 'I'I'IE PAY BEFORE IT HAFPEN
ED, REQUESTING O8I INSPECTION ASAP Do

159570008 _

THIZ I3 THE CLOSING COMMENT

INSPECYION FROM ORI STATES: ORIGIN OF EIRE HAZ DN DEIVER SIDE OF THE

ENGTNE CONPARTMENT. FOINT OF DRIGIN HAS TIIE HIRIEG HARMESS MEAR FRONT OF

DISTRIRUTOR NEAR ENGINE BLOCK. SOURCE OF TOMITION ~HEAT FROM HIRING

HARMESS SHORT CIRCUIT. ORI HAS DETERNINED THAT THE DENT 13 T
FAILURE OF A COMPOMENT IN TME VERICLE, THEREFORE. 5 RESPORSIBILITY.
CUSTGRER HAS BEEN TRADED OUT OF THE VENICLE. MMI.-.-.-

CONTACT CLOSING APPROVED s

OK TO LLOSE -

OMNER RELATIONS VOP/BENCHMARKING 09-20-/99 FAXLOLTA



IEEIHIHB OF CONTACY
s 20

MASTER OWMER RELATIONS SYSTEN IT 19.08.32

======I===II:'::':IIIIII“.I!III--I--IIIlI-ﬂ-:--III---‘EE-:::::.lll:...“l:l:ll:l
LESAL CONTACT EH TYPE: TRACK
LI.'IS IHEI.E Tl Zﬂ-g&& CONTACT HER: 105‘!“?1! nrm: MrZ1r1995
YINs LFTH:ZE ENOINE: B8 CLOSED: P9/15-1995
IlI-I-'I‘-"“l===—-““"I'I=I====I=-=l---!---==-ﬂ=llﬂliIIIlIIIII-----II-SII:::::::H--II.-
l..l!'l' HIIIE: ETI'I'IEn CLOSED
TITL FIRST IIIHE|
¥
LITY ETATE. -
HDME PHONE: m BUS, PHOWE: W
z a5 MODEL =

NILFAGE : o008 WEDe
DEALER MWAME: EL H.IIJII FIRD SALES I'..'-ﬂDEl 171078 FE A D545B
CAUSAL CDRE- SYNPFTONS THE14S
’;"ﬁ]'ﬂ{g;t m TRANS REGIEHI < TRANS DATE,
CA3E T\"Pé: SA-FIRES ~ ELECTRICAL MEANS CODF: A-LGL INVEST=PROD LIAPILITY
ATTY NAME: ATTY MEMD: v
CLAIM ANT» a AHARD AMT»

—EXHAUST CHECK VALVE FAILED O §/20/95

~EXHAUST FUMES HENT INTO EMGINE COMPARTHENT CAUSING RIIIIEI IISSH AND ¥VACCIM

LIHE!TIIHTEIIHFIIE
~CUSTONER PUY OUT THE FLAMES WITH TOWEL

FER CUSTOMER IIEM..F CNATT) SAYS:
-mm HAVE ORDERED AND REPALRS WILL DE MADE

umm '
—RENTAL mim.z ASSISTANCE WHILE FIRE DAMAGE IS BEIKQ REPAIRED

o
) l:ﬂ: ARYISER.
=3ER CONTACT & 185508£57
"I.Eﬂl. CONTACT OPERED MIE TO EXFERIENCE MITH FIRE

INSURANCE ANY )
-ﬂlﬁﬂ! MITHIN FORD WYL BE CONTACTING THE t:um TR INVEITIGATE THE

FIRE
MLAUGTONER"S MAIN CONCEEN NAS WITH THE LACK OF lﬂfll. ANCE INMBER
SUMPER TO BUMPER., HOMEVER FOR LIABILITY PUMPOSES éﬂmﬂ CONTACT ALSO
lﬂﬁ;ﬁm DUE TO THE FIRE DXPERIENCE

THTS IS THE CLOSING COMMENT
VEHICLE REFAIRED LNDER WAERANTY. C[DOHCERN HAS NOT FIRE RELATEDR.
PLEASE CLOSE. o
i
CINT, CLOSING APPROVED

i Ok TO CLOSE., RIC

OWNER. RELATIONS VOP/BENCHMARKINE 092099 FAXLOLTG



Laat

BEQINMINO OF CONTACT '
2N ey MASTER UWHNER RELATIDHNS SYSTEM I - 19.08.52

RS CE RSN EESSSCEIES S S S A S AN ERE I ORI === SICARRCCIXII====IILI==ETREELE
3073RC HJAL m‘r YER TYFEr TRUCK

KEW YORK 13 WTHI COMTACT HBR. liﬁnllllll.'. OFENED: 8%/12r1995
YIN: 1FTDF. _ ENGIMEs: Y CLOSED: 99-15r1995

l--I-“-iﬂti'IH“IIIISII“IIIIII EEN=X I:ll:=:==--::::“’--z.- FENVEaAEFIEAEENFEEEE

LAST MAME: STATUS: CLOSER
TITLE: FirsT wane, [N I .
e STATE N - .
] 1 J ZIF:
HOME PHONE BUS. PHOHE:
BODEL YEAR: i MODEL -
WiLEAGE, 18800 MSD: e
DEALER NAME: VALLEY FORD INC  SALES CODE: 113140 PaAs ZOS1E
CAUSAL CODE: 90Z SYNPTONS \ TO5165 704100
ORIGIN 6o TRAKS REBIOH. T IRAKS DATEs
[ |

CASE TYPExr 5A-FIRES - ELECTRICAL m mEl A-LAL INVEST-FRUD.-LIABILITY
ATTY HAME: R

CLAIN AMT= o l.lil'll:!' M'l'l': 1 .
NICRO.

COMMERTS : : "
1995/09,12 .
CUSTOMER 5A

] o
JERSEY TURNFIEE *
ER STATED VENICLE BEGAN IGHITING llﬂlﬂIHB Dllm
INSPECTER YEHMICLE™S C &
HE STATED CHASSTSE IFFII HaT

STEF AMAY, YEMICLE BU IHI'D
-'lﬂ'lIClE I! l.ﬂ."-l'l'ﬂ AT SHH EX0M. 371 HIGHHAY 1%, ST IIHHSHIII. HEH JERSEY
TELEPHOME MUMBER: 908/256-1040 (DON'S TOWING)
"ll-l'ﬂ‘l CONTACTER IKSURANCE COMPANY REGARDING 'H'EHICLE'{ fIRE v

PEII CUSTOMER DLR SAYS.

m SEEXS
-T0 WAKE FORD lﬂﬂlﬁ OF YEMICLE'S CONCERNS
-Tﬂ SPEAK HITH FORD KEPERESENTATIVE ABQUT VEHICLE'S mﬂ:

m ADVI3SED
~HILL mcm' T INFO TO BE FORMARDED TO APFBOPRIATE HIIII DEVISION
1;&:WHWMHFMHLLW CUSTOMER

I:A.I.I.Eﬂ THE CUSTOMER HIS DATE AND AINISED HIM TO I:I.'Ilﬂlﬂ HIS IMSURANCE
HE STAEN THAT HE ALREADY HAS DONE 30,
HEFH!!.IIE
THIS 15 THE CLOSIHG COMMENT
PEZN CONTACTED CLSYOMER 4-13 AND ADVISED HIM TO CONTACT HIS INSURAMCE COMPAHY,
CUSTOMER ADVIZED THAT HE HAS ALREADY CONTACTED INSURANCE COMPANY.

1995708715
CONTALT CLOSTNG APPROVED
OK TO CLOSE. NG

DHMER RELATIONS VOP/BENCHMARKING U920/97 FAXLOLTE




H
BEGINNING OF COMTACT
0gr20,99 NASTER OHKER RELATIONS SYSTEM II 19.08.32
B r=srEEEEflEEL - I IEEEEENENEEEEEEAEEREE XL S E I ENFIEEEEENEN A A EE L LSS S IE FFEEEE.
1684 JM LEGAL CONTACT YER TYPE: TRIK
SAM FRANM ?2 ZII'TE* -EDIITMT ﬂlll lﬂil.‘l“i! Wﬂﬂl 097181895
YIN. 1FTHXZ6RT ODSEDx §9%/21-1995
:;_:-.------‘.l..“’:::l---'-'---"-.-.-“...'i.tt.-—=".!==-=='l..---“=========
LAST MAME: : ATATUS: CLOSED
HITLE: - FrasT wane. DN i
-ﬂmﬁih
T iy
HI:I!E FHONE . AUS. PHOKE:
WODEL YEAK: 94 MODEL A F-5ERIES
MILEAGE: AS550 H5D1 .
DEALER HAME: GRASS YALLEY FORD-L SALES CODE: 172489 . P & A QOFEYS
CRUSAL CODE: 82 STHFTOMS: TO&15%
ﬁ-IIGEEL G0 TRANS RESION: . * TRANS DATE:
. '
CASE TYPE: SA-FIRES - ELECTRICAL MEANS CDDE: A-[8] INVEST=-FROR LIABILITY
ATTY HAME. ATTY MEMQ: .
CLAIM ANT: 1] AHARD ANT: 1]
. MICRO:
COMMENTS «
1998708919
ﬂ.ﬁTm ALLEGES
STARTED IW NIS YEMICLE FAUN UNDER THE BDOD ON HEMORIAL BAY. 1395 AT
H"leﬂlm‘f g PN, :

= THE VEHICLE RAi l:?ﬂﬂ‘l-El'El."lr BURHED UVHUER THE HoOD.
= KO ONE WAS INJURED IN THE

FIRE.
- WIS INSURAMCE COMPANY, STATE FARN. TOTALLED THE VENICLE.

!.I CUSTOMER IS A MECHANIC AT GRASS VALLEY FORD AND I'I.lll TO LEAVE SEFORE CAC
I:HILII AMISE., w

cu:m AGENT, mn LOCKETT, CALLED FROM INSURANCE COMPANY TO SUAROGATE.
CAC ADVISED WR. LOCKETT

; !EHIS.I.IT Iﬂlﬂfﬂﬂl TO THE OFFICE OF THE GEMERAL. EDI.HEL AND FROVIDED

199509721

THIS I3 THE CLODSXw

SURROSATION ISSUE 15 T uAllnl.En BY O3

DRIOTHAL CSR HAS ALREARY ADVISED INSURANCE AGERT TOQ FORWARD INFORMATION TO
0OC, AND PROVWIDED ADDRESS

N0 FUETHER ACTICH IS TO BE TAKEN LPA.

uwum

CUSTORER 3AYS:

;mﬂm CALL FROH INSURANCE COMPANY AGAIN

CAC AIWISED:
=DIRECTED TO DGC....INQUTRIES IN MRITING.

DHWHER RELATIONS VOP/BENCHMARKING 09-20-9% TAXLOLTE



lEEIHIIIﬂ OF COMTACY
0928799

MASTER OHMNFR RELATIONS SYSTEM II 1¥.08.32
tlltiill='=—II=======l==-I-I'IIIIIIIIlll======illlill:::i----:::-----:-:-':::-
TAEIRS LEGAL CONTACT VEH TVTE: TRIMXK
ORLANDD 2% Zﬂfﬂ:ﬁ mm:r NBR. IMII.I.H.I I‘-FEI!.II': 18-31/15%8
VId: L FTOF15VZRN ENGIME: ¥ Q5ED: 11r/037 1995

IlIilIlll!"i#IIIIIIII::‘S=l==-Il¢iiIIIUIIIIII::::::::l;:l:::-:t-------t:----n

LAST WAME( . STATUS » CLOSEL
TITLE: ‘ FIRST manE: [N e

HOME. PHOWE. I 0s ) PHONE W"
MODEL YEAR: 96 mni.l. !

MILEAGE: 22000 WD .
DEALER MAME: nwr SMITH FORD INC SALES CODE. 126555 P& &1 DG94E
CAUSAL CODE: SYMPTOMS « TOs145
E.I.nﬂ; L TRANS REGION. . TRANS DATE: '
CASE TYPE 43=FIRES = EXHAIST-CAT .CONVERTUR ]
CASE TYPE: T=CAT. MYER nmm. WEANS CODE:  A-LGL INVEST-PROD LIABILITY
CLAIN ANT: o AMARD ANT . o
MICRO,

COMMENTS »

1895716/31

BMAYIS DRIGIMAL X

CUSTONER SAYS:

~THE VEHICLE CAUGHT OM FIRE UMDER THE HOOD MMILE IT lu.s PARKED 3/8-9%

-m INJURIES

I"EII CUSTOMER, DEALERSHIF SAYS:

-uu: WOT COMTACTED

FUSTIMER 3JEEKS:

-T0 INFORM FORD OF THE COMCERR

CAC ADVISED,

=-APOLOOTZED FOR CONCERNS MITH FIRF

=INFORMATION T4 APING FORMARDED TO THE REGION

-m::nﬂ MILL CONTACT :usﬁfm TO REVISM mEm COMCERY

LEBAL ﬂll.:‘l'!'l' rr'rmmil TO CON THE CUSTOMER—UMAVATLABLE

ﬁtﬁ" ABALYSY MID NOT LEAVE l HE:EHE ON THE AIIEHE!I MACHINE

CEBAL ﬁt@ AL “mmﬁa”.’i&““"“m“‘%%ﬂéﬁm cUSTomER To
1%"5111::1’:’“" AMALYST NETHWEEM E10PAN-5:08PH EST

Llﬂll. ANALYST ATTEMPTED TO COHTACT THE BIIETH‘IEI-*IM“‘!H.HI.E
L AMLSYST LEFT A MESSAGE OM CUSTOMER!S ANSHERING MACHINE
IEIIIESTI“ CUSTIMER TD CONTACT LEAAL ANALYST BETHEN §-35108EST

DHNER RELATIONS YOP/REMCAMARKIMG D9.-20-99 FAXLGLTG



09- 20759 MASTER OWMEE RELATIONS SYSTEM Il 19.0%.52

FEISENFEN L L FUNK EEEAEEERENERLENEN | F YT [ ) mm
TAS3RJ LEBAL CONTALT VI TYPE» Tm
LA NDD 2h ZWTE;* CONTACT MBRE: 1“1!5!11 DPENED: 10-3171%95
¥INla 1FTRF15Y2 ENGENHE. Y CLOSED: 11-83-71995
--lll'----m'lilI'llﬂil'lIIlIllltill“-III-I'I--Ilﬂllit-F--n-:-:..----::::-:-
1999-11703

CLUSTOMER |

=SOMEDNE LEFT MESSAOGE WY 3 ARTA CODE

-JI.'IST HANTS TQO EROM IF THEIIE IS A B00 ¥ FOR THAT FEISH

CAC ADVISEDs B
-H0 390% ﬂlILlII.'E '
~CONTACT LEBAL ABALYST AT THAT MUMBER.
THIS IS THE CLOSING COMMENT
CUSYINER/NS. HNETER CONTACTED LEGAL AMALYST
Miu'r'xﬂzmt?ﬁ THE IMSURANCE COMPANY PDSSESSIOM
- pLRSRANCE CONPARY I3 TH THE PROCESS OF PROY m_nrm A #12,000

= OMNE PMCC APPROXIMATELY 414,000
INSURANCE COMPANY INDICATES THEY HILL NOT PAY ANY ME THAN THE POLICY 15

iﬁl‘l‘ﬂ
umummmm

I.EH:L AMALYST ADWISFD:

= CUSTORER “ THE INSURANCE COMPANY IS IJIWL'H'EII. m IMSPECTED THE VERICLE
“:‘r%ﬁ':"m: o %'nnﬁnﬁ- AT Fo FOAD HAY RESPOMSIBILITY MITH THE
TSSiF, THEY THE OPTION TO FILE SUSRGGATION ?

A DI CIRE

CUSTONER SAYS:

~ THAT FNC SHOULD BE RESPONSIBLE FOR ASSISTING IN 'I.'ﬂg mI‘I'IMI.
AMDUNT OF SZ0DN TO PAY OFF THNIS VEHICLE

= FEELS THAT THE FUEL IRJECTION MAS DEFECTIVE AMD 'I'Hl.'[ THIS IS
PROBUCT LIABILITY ;

=
Elt AMIZED:
TED FREVIOUS COMMENYS AS STATED BY LPGAL llll."ﬂ

REITERA :
- NSURANCE COMPANY NOT. ER FAC RESFDRS INSURANCE CDMP
1“::1;,:“ 4 o FEE FURTH IILFT‘I'. ANY

WhBEA DDCTREA
EI.IST REITERATES COMCERMN

CAC ADVISED SAME INFO A5 PREVIOUS CONTACTS

-IF INS, £0. BETERMINES Fﬁllﬁ LIADILITY, INS. CO. HAS RESPOMSIDILITY TD FILE
UBROBATION CLAIM AGAINST FMC OW BEWALF OF CUSTOMER FOR REMAINING BALARCE
‘II.IE Td FICC FOR VEMILLE

OHMER RELATIONS VOP/BEMCHMARKING 09720799 FAXLELTG



i
IEBIIIIIHE OF CONTACT
20799 MASTER DHMER RELATVIONS SYSTEM I 19.08.%2
IR S R L R Sy F NN NN S T EE S IS S A NN S I NN RN KX X N I
B554KP LEGAL CONTACT YEH TYPE« TRUCK
LOS ANOELEY 71 IN-TRy 2 CONTACT MER. 106245082 OFENED: 11/13-/1395%
Yim 1FTEFL4YSRUNEEEEN ENGINE: Y CLOSED 11/29-1955
CRETTEr=CrU-IXNEEEackEpm :m:-----"---:“-----.::-_:a -

LAST WAME: STATUS: CLOSED
TITLE: FIrsT wane. IUDEE A5,
o STATE cA 2. R
[ | H E
HORE PHOME 3US. PHORE«
NODEL YEAR: 94 MOREL 1 ey
MILEASE: 1589 WD, :
DESLER NAME, OB BAKERFORD-MISSI SALES CODE: 171086 © ¥ & Ac 05518
CAUSAL i b2 SYWPTOMS:  70414§
EIII'IBIIEI-' ) o TRANS RESIDH. TRANS DATE:
4 [ ]
CASE TYPE:  SA=FIRES — ELECTRICAL MEANS CODE: Ao INVEST-PROD LIABILITY
ATTY NAME: ATTY MENO:
CLATH AMT+ 0 ANARD AMT: .
MICRD:t
COMMENTS
1995711715
IEN

31
=HAD SEVERAL CONCERMS MITH THE VEMICLE
=IN OB-9S FUFL LINE STAETED A FIRE, THE CAR HAS m'l'q
=THEIR IMSURANCE COMPANY MAS FAID THE YEHICLE OFF
—~CUSYOMER HAS FILED WITH THE FSE TO GET THE £2500 DOMMPAYMENT BACK
=PSE COMTACTED CUSTOMER AMD TOLD MER TO CALL CAC TQ HAVE A CASE OPEHED MITH

LEGAL
-m IRJURY IN THE FIRE

El CUSTOMNER, THIURANCE COMP SAYS:
-Fﬂll. LINE WAS FAULTY. CAUSED FIRE

umm SEEKS

;Tﬂ GEYT THE 28508 RACK FROM FORD

GAC ADVWSIED:

=CONCERN WAS BEEN DOCUMENTEDR

=FHC REP MILL CONTACT TO REVIEH CONCERN
1998/1172T

B|ADDED

CUSTOMER 3A4Y3:
;HEHTHEMFMFM

CAC ADVISED:

- INFORMATION HAS BEEN DOCUMERTED AND FORMARDED
] ~ WOT ABLE TO PROVIDE A YIME FRAME FOR RESPONSE
-] - NILL BE CONTACTEP AY A REPRESENTATIVE FROM FORD

OWNER RELATIONMS VOP/BENCHMARKING 09/20/99 FAXLOLTQ




s ZrIe MASTER OWNER RELATIONS SYSTER 1X 19.08.32
‘l:'l:ﬂ’.."'I-I-.“---"'l'----lI---I'---'I-'I-I-.-II-I--III“---'-III----IIK--“‘—
a555KP LEﬂll. CONTACT VEH T'I'FE: TIIIH':I
LOS ANSELES 71 CONTACT NBR: 105215“2 FENER

VIN: IFTEFlﬂ'!!_ ENGLHE: Y CLOSED: 11!!!-&!’95
=N e -.-------.- (LT
I“yllﬂi

TO IHSURANCE COMPANY THVOLVENENT, 30 ACYIDM 15 H!I:ESSHEY BY THIS OFFICE.
G:IITI.I':‘I' WILL BE SENT TO OBC FOR HANDLING,
THIS IS THE CLOSING OOMMENT
NO FURTHER ACTION WECESSARY MY THIS OFFICE
1993712708

SARNCO

CUSTOMER SEEKS:

-TD XNOW IF LEGAL HAS REC'D INFO

;IHIIIHI TO KHOM ¥HEN FORD WODULD S CONTACTING CUSTONER

CAC ADVISED
—H“‘E IIE:']I INFO AT THE LEGAL WII‘:E.S oF FHII'
NOT KMOW_HHEM COMTACT T

THOUSH FORD HOU
-!I:I'.EIII FRINT CONTACT. PUT TOD THE LEHI. 'ﬂFFIEE l'ITEl'I'lH

OHNER RELATIONS VOP/BEMNCHMARKING 09-20-99 FAXLGLTA



oot

IEGIHIH'B OF CONTALT

MASTER OMMER RELATIONTS SYSTEM 1X 19.08.32
==llIIlll=ll'ﬂ!!ll'liIIIIII“llll“ht-“lInIIllI==II“I-I=IIIIIII-I:----“==_=::.
WEEBAL LEGA] CONTACT VEH TYFE: TRUCK
DETROIT e WM CONTACT MBE. I.IIZ!HIT OFENED: 11/2971995
YIN: IFTEX] EMBINE . CLOSED: 12-/85-1995

LAST NAME - STATUS: CLOSED
e rFirsT wave: lll:-T '
E' STATE n : P .
! 5 f
HONE' PHONE . BUS, PHONE:
HODEL YEAR e rmm. F-SERLES’
DEALER WAME FultunE FORD 3ALES sm.- CODE: 144828 ° P & A: 03050
CAUSAL CODE: SYRPTOMS 704145
EIIJ'BIH:L TRANS REGIOM: . TRAMS DATE:
“!P '_ -
CASE TYPE: §-FIRES — FUEL FED MEANS CODE«  A-LGL INYEST-PROD LIADILITY
ATTY WAME: ATTY MENO: %
CLAIM AMT a AWARD AN ¢ . .
KICRO:
COMMENTS :
1995711729

DEALER FAX FOR CONSUMER AFFAIRS REVIEK RECELYED 11/78-/93. DEALER STATES THE
BIIST‘I:H!ITII.I‘HEI.LIHIHI TRAVERSE CITY ARFA AMD VEHICLE CAUGHT FIRE UNDER THE
CUSTORER mm:m FIRE NITH IWOH AT THE IIE OF THE ROAD.

5 EMH FRVICE MANAGER'S [HARDLD ms:: CE MAIL FOR HIM TD
ﬁﬂl‘l’lﬂ' HE ] :nnm—nn. ' 'gl

1398/127
THIZ XS ‘I'IE CLOSTNG

COMMENT
I SPOKE WITH SERVICE WAMADER, lunm.n mss nu 11:25:95 I'I‘IIIH.TE FOR REPAIRS
c::l:ﬁtuﬂﬂ. I FAXED RELEASE TO DEA STeuFD- RELEASE FROM

ON 1271/95. DEALER IIII..L IIEHLII "l"ﬂllﬂ.l. H l_'ll'lHE ATION IS HEERED

CMNER RELATIONS VOP-RENCHMARKING 0972099 FAXLOLTG



oGl

BEGINNING OF COMTACT
- ZOrDY MASTER OKMER RELATIOMS SYSTEM )X 19.08.32

I ARy AN NN N R T S S SN NN AN N N PN NN RN 0.3

J050DH LEDAL CONTACT VENW ‘n’PE: TRUCK
SDR 18 IN/TR: Bﬂﬂ'ﬂﬂ m- loiG55284 OPENED. Bl-/11-199%&

¥Yin ZFTHFES R l:l.lﬁﬂh F2ras-s19ve

LAST NAME " TUS: CLOSED
TIE: ' FrasT wane: I L
IDRERR: -
CITY: STATE: IR _
HOME PHOME: BIS, PHOME: w '
EEEL TIElII rl.'InEl.. 1S
DEALER HAME z:ms: FORD LINCD SALES CODE: 144033 P & Ar  OD6I3
CAUSAL OO SYHFTOMS Tﬂﬂlﬁ -
*“.Ilﬂa.‘!ﬁ:l- TRANI EEOTIDM» :'. m“ DATE»
4 1
CASE TYFE:  4-FIRES - FUEL FED NEAWS CODE: i-Lel :nivss'r-rm LYABILITY
ATTY HAME: TTY MEMO:
CLAIW ANT: 0 ARARD AT 0
. NICRO»

COMMENTS :
19946701711

CUSTOMER. 3

-HAS I‘L!‘.HIH HI'I'II HIZ 'HEIIIEI.E. PAREED IT. A FEM IlIﬂlTH LATER TIIEIE HAS FIRE
CUHNDER THE HOOD, BURNHED UP TNE ENTIRE VEHICLE
=INCIDENT DCCURED OM JAN. 3, 7,50 AN IN RATAVIA. N. '[”

~VEHICLE CURRENTLY AT ZIGROSSI ROGE, "

-H:I ICE IEPIII'I' FII.E.'II IN TIE BI'I"I' OF BATAVIA
=IRSIRARCE COMP HAS BEEN CONT. ¢ ATLIUSTER Hl.'. m]' YET BEEN mrr

-IIJ INJVRIES m'l'ﬂ

l‘.'ll: AINTISED
=COMPANY mmn:uz MILL BE NDTIFIED AMD WILL I':D!ﬂ'lr:l’ ﬂlﬁ'l'm
IIWIUE ,,
CUSTOMER SA

wmemmmmmemeqg

CAC ADTVSEE: -
INFORMATION FORMARDEE TO APPROPRIATE DEPT
AN ROT FROVIDE A TINE FRAME

1996-01/2%

CUSTUMER SAYS:

—REITERATER THE SARE CINCTEN

=HAVE WUT HEARD FRON FMC

;IH'IET"S S0ING DM

PER CUSTOMER DEALER SAYS
oNG COMTACT )

CUSTONER LFEES .,
;HEHI.IITIH RECARRING THIS COMCIRH

OHNER RELATIDNS YOP/DENCHMARKIMG 09%/20,99 FAXLELTE



928397 MASTER DWNER EELATIONS SYSTEN II 19.08 .32

I.III“IE'IIIIII:::===:II';--|“.:==::11---u---:m.*-;--.—.---n----g-:iu-
J050DH LEGAL CONTACT TYPE: TRUCK
SR 10 TH/TRa CONTACT NRR. lnﬁﬂﬁﬂi I:I‘EHEIJ: 01-11/199&
¥IN 2FTHF2E EMNGINE ! CLDSED: 02/23/1996
FENFEEEEEFEENEELERESSFauEw -;-I-:II-:=====::I..Ft-.-:::::::::-l-.l:-Itl:--::-
1996/,0L723 3

CAC ADVISED:

-ﬂBTﬂlElﬂily“:HIl.l. BE CDHTACTEII HITHIN 3 HEEXS FRON THE TII!E OF THE FIRST CALL

= ED AMD FORMARDED THE IMFORMATION TO THE FRDFEE AUTHORITY

199670205

CUSTOMER SAYS

-I WEED TO KMOH HHEN THE FORD REF MILL BE TOUCH MITH HIH ON THI3 COMCERM.

I:ll: ADFISED «

=DOCUMENT ED

AND FORMARDED COMCERMS 10 THE IPI"INII!TI I_I_FFIG-.
—FMIEPHII.I. BE IN BCHTIETI‘IJTHTI'IECIETUHEI. -
TIAE FRAME CAN BE PFRONIBED ;

IHEII!{ZS

THIS IS THE CLOSIMG COMMENT

LA CONTACTED DEALERSHIF. ROGER PIXLEY/SERVICE MANAGER SAYS:
=VEHICLE HAS DEEN FATR-OFF IY INS COMPA L :
“CUSTOMER HAS TEAMD-IN THIS VEHICLE AND MURCNASED A NEM oNE

OWNER RELATIONS VOr/BENCHMARKING #9/20-99 FAXLELTO




ooa:

l —— p——— A —

BECINNING OF COMTACT

0920799 MASTER OWHER RELATIONS SYSTEN II 19.04.32
A SN AEESEE S S IEIIETA NN RE RN EERENEEEENE RS EFENENEEEEN NS FEE W N i i
S593IRG LESAL CONTALT VEH TYPE: TRUCK
ATLANTA 21 ZWTR: AL GONTACT WOR: 196397267 OPEMED: 82/22713%6
VIhs AFTEFL4NSRN EE—— ENGIME: N CLOSED: 02/25/1996
“I.II=============Iu.:.“II’II..II‘II.I-ﬂl------.---.- B m ik

LAST HAME ' STATUS: CLOSED
TITLEr _ FIrsT anE« Wls
ADTRESS ¢

g I - Lt —
HOME PHOME ! BUS. PHOME:

WOIEL YEAR: 96 NODEL 1 F-SERTES
NILEAGE: 17000 HED: .
DEALER HAME: BREAUDRY FORD IMC SALFS CODE. 121001 P E A+ DOASY
CAUSAL CODE: 102 SYNPTONS » 4145
%BIIIEI.'L ‘G0 TRANS REDION: .- TRAMS DATE.

E .
CASE TYPE: 5-FIRES - FUEL FED NEANS CODE: A-LOL IRYEST-FROD LIABILITY
ATTY NAME: ATTY MEMO. Ti-e
CLAIM AMT. ] AMARD ANMT. 1]

. RICRDy

COMNERTS .
1956702722

EEGINA ROOKS, SOUTHEAK HERITAGE INSURAMCE IS CALLING m THE CUSTOMER'S

MEMALF

968¢ PLEASE DISREGARD DEALERSHIP MAME XXX

-THE PDHPR DISTRIBNTION BOX NAD A SHORT IN IT, AND THE 'J'EIIII;I.E CAUGHT FIRE
-THE TNSURANCE COMPANY FAID FOR THE YEMICLE, IT W43 IQT

-HMIT TQ SUINIT A CLAIN TO FIRD

~INFORMATION POCIMENTED FORHARDED TO THE lI'I'I!I'IIII.TE DEFARTNENT

—-REGLOMAL IIEH!HEHT&TI\‘E NILL CONTACT CUSTOMER

&}agﬁm ENT HOULD LIKE TO BE COMTACTED, IIBIIQ, gg:u. F70) 534-5057
1M/ B2 -

THLY IE TIII: CLOSING COMMENY
BI:I-HTIEI' OPEMED IN ERRON

FEE. I.EEIL I'IHIIH.IHE EI-IIDE.IIIES C3R SHOULD REFER IH“E COMPANY TO THE
DFFI OF SENERAL COU

LEGII. ANALYST ATTEAFTED TD CONTACT THSURANCE lm-lﬂlﬂllull.!
LEFT MESSASE REQUESTING AGENT TO CONTACT LEGAL ARALYST

OMMER RELATIONS VOP/SEWCHMARKING R9/20/99 FAXLGLT



BEGIMNING OF CONTACT

09/ 20,99 MASTER OHMER RELATIONY SYSTER I1 19.08.32
_I=I'llIIIIIII----==—l======I--ﬂl-'II-IIIII'I::::!:t;.-!------‘-'------'."'.“'
S254D8 LEGAL CONTACT EH TYPE' TRUCK
LOS AMGELEZ 71 2T COMNTACT NIR: 107431842 W‘lﬂﬂh D3-27r19%6
vIig cFTHFZ5Mé ENGINE: M CLOZED: Olr2971997
AR AR r I A RN A AR AN TN N RS ST S ST R RN R A A R
LAST WAME: . STATYS: CLOSED
TITLE: FIIIST e B  uI
S ' I
1
HONE PHONE . lus rﬂuuz. w
MODEL YEAR»
LEAGE « -
DEALER MAME, HI.- CODE: 171473 P& A: QTINE
CAUSAL CODE: SYMPTOMS . Tﬂ‘
' TRANS REGTION: TIHIS BATE,
VEH REPL.
CASE TYPE: A-FIRE3 - FUEL FED Hﬂﬁ l'.'ﬂl!l AL, ]HH-T—I‘HI LIABILITY
ATTY NAME: TTT MEMD:
CLAIN ANT: . L .I.Illln AN |
. NICRO:
ENTS «
1996708771

JEEES
- m TG FAY DFF REMAINDER DF YEHICLE LOAN
EI FORMARDED INTOEMATION TO LEGAL FOR FURTHER COMSIRERATION

REFEREMCE CONTACT 1074630134
REFERENCE CORTACT 187430719

1996/00729

SANUPBATED CAUSAL CODEMGK
1996709,03
CUSTONER l:.lLI.EIT!EEIH !‘I'l"l'ﬂ! oM LEOAL IE;IIE: ACT HER e
BUSINESS BAYS FROM 3-29796. :
ENKA DD DR E

LA CONTACTED CUSTOMER, CUSTOMER SAYS»
—FIRE DCCURED LAST 'I'I.IE!H'I‘: Br2Trid

-"l__'FIIIBI.I IS AT m

REPATRS MO ALTERATIDHS
~CUSTDMER IS II'IHII.EIIJ' WITH A LUNG COMDITION, WAS TAKEM FOK AN EXAMIMATION
APFEARS TD 1E FINE

=HD PROPERTY DAMAGE
;H.l.l MOT CONTACTED INSURANCE
LA ADVISED.

=HILL ARRANGE FOR AN IMSPECTIUMN
—HILL RECONTACT WITH FMC DETERMINATION

OMNER RELATIONS VOP/RENCHMARKING 09-28-99 FAXLOLTG



92099 MASTER OMMER EELATIONS 3YSTEM II 19.08.32
--'-""---“B-=-=I‘----I.-'--“--..tth‘-----.-----. = SRS ENTNEE EEEKNN
JeSa DS LEGAE CUNTACT VEH TYFE» TRUCK
LOS ANGELES 71 ZIN'TRa COHTACT HER: lﬂ?dlllil QPFENED: DB-Z2Y/1996
VIN: zmmnﬁ ENGINE: M CLOSED: D1/29-1997
IIISESIlil-ﬁI-II“==IilmI-“===-==lﬂ==-tIIIISSSIII-ll“------Innlzz:::::
1996790703

mnm

AEEANGED FOR AM EAR IISI'ECI'IUH

1“6!1"2!

WNNADDCDN N

llnfllz'!ﬂ-tl REGIOMAL DFFICE FAXED GOFY OF ATTORMEY LETTER DATED 10/5-96

u CONTACTED ATTORMEY: )
u:s.rmufg WILL FAX COMPLEYE COPY OF LETTER )
l!mﬂfﬁﬂ BEEN MADE WITH CUSTOMER'S ATTORHEY. MEGO TIATION IS TAKING PLACE.
SHTHIS IS5 THE CLOSING COMMENT

ATTORAEY IMDICATED IN LAST COIRRESPOMDENCE THAT HIS ﬂ.lﬁlﬂ'i HILL BE FILIRO SUIT
lggrlﬂéﬂﬁﬂ N0 FIRTHER ACTION MILL BE TAXEM Iﬂl

'R ANDREW CHAMIT CONTACTED ATTORMEY. PER LYNN IL% ltEﬂI.lliT. ATTORMEY
ADUTSED THAT NE IS SEEEING 94088 FOR FOR ATTORNEY T AWISED ATTORNEY
THAT FMC WILL ONLY PAY ¥1BEU FEE. IﬂﬂHE‘F ADNTSED mi.-r HE WXIil FILE &

ﬁn“}“-gi: WO FURTHER ACTION IS WEEDED, .
NOTE FOR FUTURE REFERENCE: CONSUMER AFREAIRS HAS HILt H TO PAYOFF
HI.IE'E OF CUOSTOMERS LOAN.FLUS IEFIIHI EIH—I" TATAL DF FATHENTS

MADE CUSTOMNER . £o. TO INFL THIS RESOLUTION
BUE TO ATTORNEY'S UNMILLINGHESS Tﬂ HEHTI!.T'E HI3 FE&‘IT

1997785718
me IENT TO ATTY 214797 AFOLOGIZING FOR lEu'f AND IEﬂFFEIIIIB TO REFUND
THE CUSTOMER'S, ATTY FFES OFFFREP WERE 81.500: LEITEI ll‘l'!h
MARCH ATH INDICATING HE HAS ALKFADY FILED SUIT. |=1: FORWARBED T0
lgn:}mzu

ADDED WICRD &.

[(WHER RELATIONS VOP/REMCHMARKING 09/20-93 FAXLALTY



BEGINNING DF CONTACY
Ms20s Y

MASTER OWMEX RELATIONS 3YVSTEM I 19.08.32
======‘=-----‘===='l‘“-'-"-----.-------------B-==“ﬂ.*‘1*- RERR LI EEEEE
657355 LEGAL CONTACT VEH TYPE: TRUCK
MASHINGTON 27  XN/TR. COKTACT NER: 105121639 OPENED: §1/20/1992
¥YIN: ZFTJHISER EMGINE: G CLOSED: 0142071995
EEEIEr e =E=ETEREEE KR X :II-I:“:I::‘!I----.I.I- { |t Py 4] 04
LAST MAME: T STATUS:
TITLE: rirsT e [ MIs
ADDRESS 1 I
EITY: STATE: P
HOME PHONE: AS. PHONZ.
MODEL YEAR: W% MOBEL »
MILEAGE: 4617 HSD s o
DEALER MAME: KDOWS COLLESE PARK SALES CODE: 127027 - F & As DODLD
CAUSAL CODE: 02 oF SYNPTOMSs ~  7061€5
E.J::‘BIIII a0 TRANS REGTDN, " TRANS DATE:
'E'LS i
CASE TYPE:  4-FIRES — FUEL FED MEANS CODE:  A-LOL INVEST=-PROD LYARILITY
ATTY NAME: ATTY MEMQ: ”'
CLAIM AMT: 0 ANARD ANT: 0
MICRO: $201015
COMMENTS «
1985/81/20
CUSTOMER SAYS:
FIRE MELTED mn:"nlt.llt;w“ on g'“&aﬁ“ﬁﬁﬁ&uﬁ Ili|..||u:|zn TRARSMISSION PAN
CUSTORER FEELS MOT CLUTCHES AND OVERHEATER Tmmns CAUSED THE FIRE.
CUSTONER FEFLS ﬂummnu WILL BE AFFECTED BY FIAF, DEALPRSHIF RFPLACED
PAN GASKET AMD MAP SEMSOR, III'THEI.EHT\'EI'I'IIEI.I'M, pp:um:l OF W HE
m MITH AT DEALERSNIP.
NOT ADDRESSEN CONCERN WITH IMSURANCE COMPANY. OT CHARGER &

mmemmuu.n:nmmnmumm l:nlnmnsumlr:l!
COMPAMIES ATTENTION ;

PER CUSTOMFR, DEALERSHIP SAYS:

FEFLS CAUSE OF FIRE WAS FRON AN EXTERMAL FACTOR. '

CUITOMER JEEKY: ]
Tﬂ HAVE A NEW TRANSMISSION REPLACED IN VEMICLE
I‘.‘l.l‘.: ADNISFD

Imm HILL ME FORWARDED TO THE APFROPRIATE IJFF]'.BI, HITHIN FORD.
COMCERN HWOULD JE %ﬂ.ﬂ FURTHER.

THENT .
IT WS I ﬂl'ﬂm‘l'lll‘r'l'l'lEFIlEHISmmmlﬂl“mﬁﬂﬂmmﬂﬁTlE
YEMICLE. THE YEHMICLE IS .li F-SERIES HITH A D 0N THE MACE AND THE

OWNER EELATYIONS VOF/BENCHMARKING 09720799 FAXLOLTA



2101 STe-Zava

/X0 99 MASTER OHNER RELATIONS SYSTEM 11 19.08.32
S S A R NS S S A T N SRR IS S I NN RN A NN T AR Ty v
457558 LEGAL COMTALT YEN TTYPE: TRUCK
HASHINSTOM 27 INTR CONTACT NER: 145121819 OPFEMED: 01/20-199%
¥YIN: ZFT JH3 504 ENDINE: "t CLDSED: #1/20-1995
I.".-::::":.'m--'-“--“'---.-======‘='.....==“‘""_':.:l::....‘.'..“::‘.
1395701720 N

THIS IS THE CLOSING COMMENT

CLOIED FER PREVIKS

COMMENTS .
'LETTER SENT TO JHE CUSTOMER DN 1-23-95 REFERRING THE CUSTOMER TO HER
JNSURANCE CO. IF THE INSURAMCE CD FEELS THERE IS PORD LIANILITY THEN
THEY HAVE THE OPTIONM OF FILING SUIT. FER COMVERSATION WITH THE SERVICE
DEPARTMENT. THE FIRE WAS CAUSED BY NULCH CATCHING ON FIRE FRGN THE UHDER
1995783707 '

OWHER RELATIONS VOP/BEHCHMARKING #%/20-99 FAXLOLYG




LR e

TIST GZR=Toud

BEGINNING OF COMYACT
192799 HASTER DNNER RELATIOMS 3YSTEM II 19.08.52

IR R T I s SRR AN Al RN N I L F T R R BN I EER I EN S AN E N S NN =S E N L= X

51s85TL LEBAL CONTACT - YEH TYPE: TRUCK
S 10 IH/ TR, i mn'rm m: HEHITII ﬂ“ﬂl Ilfllfli?ﬁ
. ¥IMy IFYDFL CLOSEN: G&/13/19%

I.IST NAME: . ITATUS:

TITLE: rors e, S AT

ADDRESS « 3

CITY STATE: Fr

HOME PHOME AlUS. PHONE:

MODEL YEAR: % MODEL «

RILEADE: 5543 D )

DEALER HAME: GATEMLY FORO INC SALES CODEy 125150 P& A MGTS

CAUSAL CORE: AK O R SIMFTONS » Toql&h

mﬂ‘;ﬂh‘ aa TRANS REGION: ~+ TRANS DATE:
. S

2B
CASE TYPE. 10-VEKWICLE REPLACEMENT NEANS CODE: E-VEMICLE REPLACEMENT
ATTY MANE. REQ A&/03 SENT B0&/DG ATIY MERD, XI0000CK DEY %95
CLAIM ANT: 11,500 AKARD ANT» R LT

- MICRO: 4212438

COMMENT S «
199503710
1::5521.‘5 REACOUIRED DUE TO FIRE UNDER HODED
THE FﬂLLﬂIHﬂ 'CAUSAL CODE(S) REMOVED FRON CONTACT - .ll
lﬂ‘!.’dﬂﬂli

THIS IS THE CLOSING COMMENY
CX GO0R147 FOR ¥2954.20 WA3S ISSUED TO GATEMAY FORD. JNC,

DHNER RECATIONS VOF/BEMCHMAEEING 090-20-99 FAXLOLTG




BEGINNING OF CONTACTY .
09r2nryy MASTER DHHFE RELATIONS SYSTEN IX 1%. Il 2

S111F3 LEGAL CONMTACT VER TYPE: Tm
HASHI 21 DWTR: Bl COMTACT MBR: 1usn¢z;1 OPENED: #5/08/1995
YIils HE ENOINE: CLOSED» A3/0971990
“======1—“““=-m=—========-==='“-::—-——:==—“=‘-l-.===—====—==—=—========
HiE FIRST NAME: DO X Ao
] ] " ¥
ADDRESS :
EITY) STATE: P
FOME PHONE: WS, FHOME
MODEL TEAR: MODFL » ]
MILEADE : 4008 HSD « T
DEALER NAME: HMER COXFORD SALES CODE: 127505 F & A ODEEZ
CAUSAEL COXDE: 82 SYHPFTOMS T“lﬁ; TSRS
CREGIN, 60 TRANS REGION: g -r;nu DATE:
EPL
CASE TYPE. §=FIRES - FUEL FED HMEAMS CODE« Hﬂl IH‘HET—HWI LIABRILITY
AYTY BANE« ATTY HEMO
CLAIM AMT: [ AMARD Hﬂ' 1
“Iﬂlﬂr 5261439
COMMENTS «
19950508
CUSTORER SAYS: MO VIN IKFGRNATION

EY HAD BEEN EXPERYENCING WISSING OF THE ENOINE. AMD ERRATIC DRIVING
"I'I-IS'HTI“] ﬂl' THEIR VEMICL

THE CUSTOMFR ST
I.T SIX Tm.
% VENICLE WAS BIAGNOIZED AS EXPENDING TO HUCH FI-IELf MHICH CAUSED IT TO

HEAVY ELACK EXHAUST.

~THE VEHILLE Hlﬂﬂ FIRE UNDER THE HOOR II'lILE BEING. m“’llﬁ.
=THE VEHICLE WAS BESTROYED AMD 30LD FOR SALVAGE.

=THE l:llm CONTENDS THE CONCERN MITH 'I'HE HI“EIIIL HAS NISBATGNOISED
WHICH CAUSER THE LATER EMGIKE FIRE THAT DESTROYED THEJR WEMICLE.
mll'lcﬁilm HAS RETAINED A LAMYER TD RECOW m} FOR THE COST OF THE
-mrgm HAS MOT IHJURED IN THE IMCIDENT MUT I'.|: I.#T CARGO THEY WERE

IEILEII SAYS PER CUSTIM
-'I'IE VEHILLE FIRE HAS IIIT BEEK REVIEWED BY THE IIEILLIHIIIP

m JEEKS:
=TQ BE REIHIIJ!SEI FOR HIS LOSESCPOULTRY THEY WERE HI.I.ILIHI!; BUSINESS MATERIALS
IH THE VEMICLE.

I‘.'.I.I: ADVISED
THE mm' 78 COMMENTS WERE DPOCUMENTED AMD FORMARDER TO THE DISTRICT
DFFICES FOR REVIEN OF THE CONCERN.
THE CUSTOMER WILL BE COMTACTED BY THE OFFICE TO EE'I'IEH THE IMCIDENT.

OHNER EELATIONS YOP/RENCHMARKING D9720/99 FOOLGLTO

E.
ATES THEY ATTEMPTED TDO HAYE THE 'l‘EilIl:I.E REVIEMED APPROXIAMATE



£18T STe-TRu3

1920499 MASTER OMNER RELATIONS SYSTEN LI 13.85.52

I X P N i e e s e o o e e ..--II“IIIII:II=_I==I

8111P3 LEBAL CONTACY VB TYPE: TRUCK
HINGTON 27 ZWTh: R CONTACT NIR: 105684727 DPEMED: 05/85/1995

VINs MR EMGINE: T CLOSEDy §5/09-199%

[ 1. = i - man EEEEEEEEERENE

1995/05/09 S

TR TO TAE THFDRMATION 1K THE COMMENTS STATING THAT THE CUSTOWER MO LONGER OWl

S'THE VENICLE AND THE VEMILLE HAS SOLD FUR SALVAGE, JOHERE WOULD 1€ MG ASSISTAN

CE _FORD WOULD BE ABLE TO OFFER.

E
I A LETTER HWAS SENT TO-THE m CDATER 5-9)
REFERRING HIM TO HIS TNIURANCE CAERIER, IF TRE IN FEELS THERE

IS A MANUFACTIRERS DEFECT. THEY HAVE THE OFTIOM OF l.IHII:I.lIHIHIﬁT FMC.
HITH FIRE CONCERNY, FRC WOULD HAVE TO HAVE THE VEHIOLE TNSFFRCTED PRIOR TO ANY
COMSIDERATION OF ASSISTANCE, DNE TO THE CUSTOMIR P [ONGTR OMMING THE VEHILCLE

OWMER RELATIONS YOP/BENCHMARKING D9/720-99 FAXLOLTe



yI8T 9f4-ZeN3

BEGINMING DF CONTACT

19r2a-99 MASTER DWHER RELATIONS SYSTEM 11 19.08.32
o D B K TE I O3 e O A O OO O I I e I
517546 LEGL CONTACT VEH TYPE: TRUCK

WASHINOTON 27 INSTR) CONTACT HBR: lO5427S548 OFENED. 84/21/1995
VIN: 1n£|=11'rnnh EMGINE: ¥ CLOSED: B4-Z67/1995

EEEINSFEFFENFENEEEEN IIIIII--“-----------“-I:::::'—t:..‘-.-.“'". FESFEUEFEEEI NN

LAST HMAME. . STATUS: CLDSED
TITLE: RST MAME. NI,
ADDRESS: I
CITT 1
HOME PHOME: . EXT
MODEL YEAR: L] . MODEL FSERIES
MYLEARBE: 1 W50+ j
PEALER HAME: HILL I SANDERS FORD SALES CODE: 12701% P E A BOLODG
CAUSAL CODE: A2 SYNFTIMS TH4I4p
%ﬂi‘é“l a0 TRANI REQION: T TRAMS DATE:
' :

CASE TYPE. §C-FIRES EXHAUST ~ CAT.I.I.‘EH_IIi‘.TMEm - #THER MEANS CODE: A-LGL IMVEST-PROD LIABILITY
ml -

CLAIH ANT) 0 AMARD AMY ) o
MICRO: 42415353

ECURITY DEP LL
- BIIE VEHICLE CALGHT OM FIRE THICE: INH OCTODRER *

FEI CUSTOMER, BEALERSHIF 3AYS:
- THE FIAPS STARTED IN THE ALTERNATOR

: DEALER TAPED UPF THE KIRES

CUSTOMFR PPES,

;Fm FORD TO BE MADE AMARE OF THIS, 1S THEIEAII'mlIHEIIEmm

CAC ADYISED;

= WE MILL THE m THE mun‘r; n:rumm FOR REVIEW

= TINF FRAME MILL VARY, mmun.l. HEAR fROM OUR DFFILES

199806/ 2% 3

PFR SPRVICE PEPARTMENT.

THE CUSTOMER MAS IN ON §-17=-95 TO REFAIR AMD REFLACE Il ALTERMATOR DUE T

FIRE. FIRE BAMAGES KERE ALSD REPAIRED, THE DEFECTIVE ALTERMATOR WAS III:TM.L-
BY AN OUTSIDE SHOP. THIS WAS MOT IMSTALLFD BY AM AUTHORIZED DEALERSHIF.
THE FORD DEALERSHIP REPLACED THE IEFECTIVE ALTERMATOR.

THE DEALERSHIP IS FAXING THE REPAIR ORDER TU CONSUMER AFFAIRS.

ATTEMPTED TO CONTACT CUSTOMER - UNAVAILABDLE. WESSABE LEFT FOR HIM ¥0 CONTACT
CONSUMYR AFFAIRS. .

OHNER RELATIDNS YOP/RENCHMARKING 0%-20-9% FAXLOLTG



SI8T QT-TNaE

09,2099 MASTER GMMER RELATIONS SYSTEN IX 19.04.52
AR EEENE YNNI IR CEEEI IR LI I A A A AN LA AN AN EETNEREREE B
§17640 LESAL CONTACY - VEH T'ﬂ'El- Tm
WASHINGTOM zr mw CONTACT NBR: llﬂﬂlﬂ QP ENED:

¥ik» 1FTEF1&Y7 ENGIME: Y CLOSED. lifﬁfl-!’!l'

:-:-““------------l.....:.:.s.:u--l:ll:m:::ttt-thp:nna--u--.---:----:-
1995, 09726

THIS I3 THE ':lﬂsnﬂ'

LETTER SENT TO T. ﬂ.ﬁm (4~25-95) REFERRING T4 THEIR INIURANCE
CARRIER. LETTER INDICATES THAT THE THFORMATION P nEII “ THE SERYILE
DEPARTMENT AWISES THE VEHICLE MAD AN ALTERMATOR FLACED NOM-FORD
FACILITY. THE DEFELTIVE PARY CAUSED THE FIRE. Fﬁ %P‘r ET IEI'SHHSIBITT
FOR AFTER-MARKET ITEM3. IF THEIR THSURANCE CARRI TI'I-E IS FNC

LIABILITY, THEY HA¥YE THE DPTION OF FILING A CLATIH m
1”95}"5’

OWNER RELATIONS VOP-DENCHMARKIHO 03720099 FAXLOLTG



i8] SIe-Tnd

- @

BEGIMNIMG OF CONTALT
0520799 MASTER OMNER RELATIONS SYSTEM IT 1%.08. 52

( Y+ +++4+ + £ J I E - LI L ER R R T EI P Id PPN T PN IS PSS PPN T [ PR I I 21 1 11 10 1 1 4 [ I B B 11°]
7211TH LEGAL CONTACT VEH TYPE: TRUCK
ORLANDD 2% ZN TR CONTACT MER:» lO&6&718%3% OPENED: 03-1%71994
YIN:« 1FTEFI5Y2 ENGINE: ¥ - - CLOSEDs D3/19-1996
EIEEEr T EEE NN EE NI N EEEEE NI EEFEEEFFEE I ANLCEFEEEEEENEEEEAEERENRERER
LAST HAME: ISV STATUS: CLOSED
ADREESS ——— | VAME - M
1
CITYs APOPKA STATE: L . T
HOME PBROME: NN BUS. PHOKE.
NODEL YEAR: 94 MODEL « ,
MILERSE: 35800 H5D: *
BEALER NAME: GAVLOM BUACK FORD I SALES COE: 120227 £ & A 04890
";"“EIII':’E‘;L BD TRANS EEBGIDM: _ m DATE:
CASE TYPE:  %~FIRES - FUEL FED WEAKS CODE: A-LOL IWEST-PROD LIADILITY
lﬂlm“ﬁl"lEI a .I.HII lHT ] [ ]
i -
' MICRD: 4640472
ENT 3
1996703713
= b LAYS
—N O FIRE UKDER THE

EHICLE CALHT HOOD
""TIIE ALTERNATOR, AIR PUMP I35 BURNT. RADIATOR MOSEY IF.E BURNT

I"Elt CUSTOMER, DEALER SAYS:
--"I"DU MILL NEED TO GONTACT TOUK IWSURANCE COMPANY

um'uu SEXKS
;‘Tﬂ INFORN FORD MOTOR COMPANY OF SITUATION

CAC ADVIIED:
—INFORMATION WAS DNOCAUMENYED
==CONTACT INSURANCE

COMPFANY
—IEIIDHL!EFHF“UHILLIEWT&HHITHTWMHMI
—i0 TINE M'RANE CWN JE HIVER

T

PI.HEE RECONTALT MITH VIN HUMBER
CUSTOMER SAYS)
- CUSTOMER NEFRS TO ADD THE YIH TO THE CONTACT

“HE 7% CORCERMED NITH THE PREVIOUS ADVISE.
“THAT WE HILL MOT HEAR FROM LEGAL REP FOR 72 MRS
~ONE DEALER TNFORNED HIM HE WOOLD PROVIBE A LOARER VENICLE) ANOTHER 3AID IT

—FII! lEF.ltTIIHIT DITEHIHIH THE CAUSE OF THE FIRE HAS THE ALTERNATOR.

cum SEFKS:
*HEIT TG WALT 72 HRS AND TO BE PROWIDED METH A LOAMER VEMICLE.

OHHER RELATIONES YOP/BEHNCHMARKING 1972099 FARILEGLTD



L181

B .

oY/ 20,99 'MASTER OWNER RELATIONS SYSTEN I 19.08.32
=—II‘|“IIIIlIi=I::i':.lll’.:—ll—llt'i.rll:llI-II.II-IIIS‘!IIIIi---I-IIII==I=—==#I
7211TH LEGAL CONTACT YEH TYPFE: TRIKK
ORLANDG %  ZNSTR. CONTACT WAR: :I.li-ﬂliﬂ DFENED: 0351371996
YIk: 1FTEF1 ENGINE: ¥ CLOSED: 037197199
l:ll-tlln-nilll“l.litnl.m::l::.m.‘--:--------III“-I-------I--:I--I----J
1994703713

CAC ADWISED.

'IMIEMAWIHWWTEWW

CONTACT WICE MAMAGER FOR CLARIFICATION OF THE II!N.!R!HIF'S POLICY OM
l.LTEIHlTI'H‘E TRAMSMORTATION.

- CANNDT EXPEBITE LEGAL PROCESSING AMNY MORE RAPIDLY, .
— W0 TINE FRAME.

1996/03/14
wex CALLER 15 [ woonx
m—HEIIIELTuEE ﬁ;s'rm' TG SEMINULE FORD AND THEY DID EVEN ENOW IT MAS THERE.
YEHICLE IS UNDER FACIDKY Hnlmun'"ﬂn EALERSHIFP WiLL MOT

HAS ESF AND
FID'H'IIE A lﬂlﬂ YEHICLE.
HEAR FROM FORB ASAF, CAMNHOT WAIT 72 HOURS ,

r CUSTOMER. DEALER SAYS. )
-.-ulum FROVIDE LOAMER YEWICLE UNTIL LFeaL ImErr:m'uq LODKS AT YEHWICLE.

CUSTOMER SEEKS:

-FORD REF TO CALL HIM ASAP.
;l LOANER/RENTAL VEHICLE.

=INFO mg AND le TO APPROFRIATE OFFICE Fﬂll FURTHER HAMDLING.
—CUSTOMER MWILL IE mu'rm MITHIN T2 HOURS.

lgﬂ'l 15 Ay

"HE HAS WOT BEEN CONTACTED RITHIN 7Z WOURS LIKE FMISED

PER CUSTONER, JDERLER savs.

CLJl JOPE,"SUC NGR.,31 WY ANDS ARE TIED AND m-!.r. ]Iﬂ'E KT FWC REP TO
CONT, §

CUSTOMPR SPEKS

“FiC REP CONTACT

CAC ADVISEDy
=CAMMOT STVE TIME FRAME FOR COMTALT
m:z;sm IIM\‘EIIEHBE AMO TIME OF DELAT
Pﬂﬂﬂ LEFT AT cum HORK AMD HOME KMBER KEFq I-EHJ- AMALYST BE CONTACTED

JOHM FASCHAL. ORLANDO LEGAL ANALYST. WILL WORK THIS CA3E
CUSTOMER RECONTACTED !

CSBER EELATIONS VOP/BENCHMARKING 09-20-99 FAXLELTA



9701 CZR-ZM3

9r20r9%9 FASTERE OHHER RELAYIONS SYSTEM II iy._08_32

==.=*‘Im'-"IIIII!'I::Iﬂ...'.l.III:::::!!I‘I.III:I’IIll::llllllli.t!I--I-Iﬂ-
T211TH LESAL COMTALCT YEN TYPE:

ORLANDD 24 ZWTR: E2 CONTACT Illlll lnii?liﬁ EPEHEIh Iylyl“ﬁ

VIR IFTEF1 SY 20 ENSINE CLOSED: #3719,109&

-IIl--ll!IIIlllIIIIHHIHI'IllIIllllllll-IIIII'lIIIIIBI-EItl'm----------ﬂ::::_::--
l!!i!ms

TOMER SAYS
CTRE VERICLE 15 MITHIM 36,008 MILES
"TIIE LEGAL ANALYST HWAS VERY RUDF MHUEN SPEAKING TO RE

FEE CUSTOMER, DEALER 3AYS
'-L[BAL AMALYST SAYS THAT TIIE DECTSION ROMILYD RE FIHI.I. IIP OUT OF COURTESY

CUSTOMER 3E
-I"Il | lI.LﬂI- l LOANER VEWICLE

I:AC ADVIXER:

—1F THE CAUSE OF THE VERICLE'S COMCERN IS LISTED AS & W'A‘EIEI COMPONERT OF
YOUR Eif ENROLLMENT, A LOANER 15 AVAILADLE TO YOU
19%/05/19

THIS I3 THE CLOSINOG COMMENT

COSTOMER REFERRED TO HIS INSURANCE COMPANY
199%6,07712
MICRD ARBDED

OHNER RELATIONS VOP/BENCHMARKING 0%-20-99 FAXLOLTo



HEBINNING DF COHTACT

[T Frd T 1)
17230
HIIEIHHHI
YIil:

LAST MAME:
TITLE»

COMMENTS »
1996710-03

MASTER OWNNER RELATIONS SYSTEW II

[ ] -:-:--.hptl! EXESEREzhhm=pyn

LEGAL CONTACT
47  INTR:
ZFTJHS3HD

CONTALT MWER« lﬂ?i!ll‘i!
ENGIKE

19.88.52

¥EN TYFE: TRUCK
OPENED: 10/88719%4
CLOSED: 10-22-199%

- _ STATIE: CLOSED

STATE: P N
BUS. FHONE
& MODEL « F-!EIII“
20800 W30«
FAIRWAY FORD SALES CODE\ 147480 Fi A DLESE
q709 SYMFPTONS T0&1499
B0 TRANS REGION: 4F ~_ TRANS DATE.
4=FIRES = FUEL FED MEANS COBE« H-
ATTY nuu:mn
a AMARD ANT:

]
MICRO: &792¢50

EEENAVIS~-DRTGINAL XEEEFLEET REQUEST FOR CONSUMER ﬁ.FFlIIlS REVIEW;RECEIYED BY
LEGAL ON L&/1/ 95

FLEET CONT.

ACT/SANDEEF SETHI REPFORTS

—FIIIE JH THE VEMICLE, PARKED AT PLANT . FIRE IN EHIH! AREAL
Ll'l. MADE OBC TO SANDEEF SEVHL 10 ACK RECEIFT OF FAX

Lummm

I FLEET MTIET IN THE FIEI.I AHH I.EFT NESSAGE REQUESTIM
BALCE, A3 KEED ITREET ADDRESS 1

CALL N UKDER TO 3
199471022
LPA_RECEIVED FHOTOS ANMP HRITTEM REFORT FROM EAA Ilﬂ'ﬂ'ﬂﬂﬂ

IS THE CLOJING COMMENT L

FA ENTIRE FILE OVER TD FLEET mnlq ;IHLIEH FOR HANDL IMGoe

19967 1 2%
CASE TO DEMKIS BOYLE. CAFM-CWOLASSIGHED I[H;.
195611705
RRETURNED FRON MICROMN

DHNER RELATIONS YOP/BENCHMARKING [9/20/9% FAXLBLTE



azat

BESINMING OF CONTACT .
08r20,99 MASTER OHNER RELATIONS SYSTEM II 19.8R.52
--I---—---"l---l---IIIIIHIIIII--“---.----.---‘:.Ilm_l:tt'ﬂ“h-;“.I---I"
TS JN LEISA, CONTA YER TYPE: TRUCK
HEN YDRK 1% EN/TR: El1 I:II'I'II‘.:T MER» I.IH.T?!-H OPENEDy 1D/ 2671995
YIN 1FTHXZEHER ERBINE CLO3ED: 11-09-19%%
==========—"=::'“'.'II.I=ﬂ========“"""-“-==—ISIIIF==='¥-FI“".“II“II
i, e Prnst nave: DRI 510 gt
[] ! . 1
ADBRESS -
CITY: STATE: MJ ) IP:
HONE PHOME: BUS. FHOME:
MOBEL YEARr MOBEL 2 SR '
MILERGE: =11 .
DEALER MAKE: SH“EEZEHJI.'II INC SALES COPEs 113471 PEA: 20624
CATSAL CODE: ad STHFTONS 1 TR51aS
E:I-Iﬂlil TRAKS REDION» - Tﬂls DATE:
mll
I:ASE 'I"I‘I'E: 4=FIRES — FUEL FED' MEANS CDDE: A-L8L IMYEST-FROD LIABILITY
ATTY MNEMO:

ELIIII ll.ll'l‘ x . ] AHARD AMT: [ ]

; ’ KRICRAO. S&21%10
COMMENTS

1995/107256

II\"HIII:I.E FIRE/ALLEBED PRODUCT !EFIE'I'

TOMER SAY3 VEMICLE FIEE BEGAlM THE RISHT SIDE OF THE HODAOD Mll FLAMES

HEIE VISIBE. WD II.IIlI.IES HEIIE Il\"ﬂ.l‘ﬂl FINE lllfllf'l! I.T HPIDK
5130 MR CAUSTND EXTENIIVE BAMASE 10 VEHICLE (ll.l.'ﬂ‘l'l.l !‘\"!TH;

ENTS AND FEMDER H.TEH

[

PER_CUSTOMER, DEALER NAS WUTLFIED AND THE VEMICLE WAS TONED TO DEALERSHIP
Li-24/95 TO BEALER. & 5H, BILL LAZRD, THINKS THAT 'rmq FLUID LEAKED OMTO
MANIFOLD, CAUSING THE FIRE

ﬂl'l‘l'l'll!l SEENS TO HAYE A FORR REP. IMSFECY 'I'!IIII:L! .|| FOR FORD TD REFPLACE
VEHICLE BECASUE TRANS HAS BEEM REFLACED THREE Aﬁn HE BMIES NOT THIMK
TIE VENICLE I3 SAFE.

mmqu lm Tl'll'l' HE HA3 .ll:lEl.IT COMTACTED w&m (0N 10/723/95)
AND TOLD THEN NOT TO AUTHORIIE ANY REPAIRS LUNTIL A ESTIGATES
TH! ?HTIEI.E. msrm HAS TOLD BY 5M. BILL I.AIIII. mﬂ FORD TOLD DEALER
TD FROCEED N/ REFAIRS BECAUSE IT WAS OUT OF L FEIN (5M. JILL
LIIRII AINISER I‘I’ JANE BEATY AT FORD).

cac AEVIIED CUSTOMER THAT INFO FORMARDED T0 nrrm'r: AREA OF FORD FOR
REVIEW ARD POSSIBLE ACTION. TO SATY IN COMNTACT M- TRSURANCE COMPANY

AN 3M, BILLL LAYRD,

UFBATING CONTACY.

199571058

CALLED RECEIVE BY LEGAL FROM CSM R. STIGLIG 10/38/95,

ADVISED CSM ME NILL HAVE AN EAA INSPECTOR GUT TO INVESTIGATE CONCERN.  EAR

MILL CONTACT SVC. MGR. MITHIN 2-X5 DAYS TO 3ET UP .u-rn:: FOR IMSPECTION.

CSN WILL COMTACT CUSTOMER.

DHWER RELATIONS VOP/BENCHMARKING 09/28/%9 FAXLGLTH



-

R

0r2nsa9 MASTER OWNNER RELATIOMNS SYSTHEM I 19.DE.32
i T e e e e e ivimitiiatrrimia
799810 LEGAL CONTACT YEH TYPE: TRUCK

HEH YORK 13 Mm CONTACT HBR: lul??!ﬂ OFENED: 1072671995
Vil LFTHXZ2& MY FNGINE: W ELDSEDs L1/09r1995

Al SN EENFFFEEEEERE NS EEENEEEsn s kbl E ---- =kixhhE
1995-11-09
THIS IS THE CLOSING COMMENT
« LEGAL ADVIIED DEALERSHYF OF Fihi IMSPECTION REFORT,
= REPIRT INDICATES THAT TRAMSMISSIDN HORK FRIBI TI'I FIRE HAD BEEM PERFORMED BY
AN DUTSIDE FACILITY. THE MATURE OF THE COMCERW I mnsmr HHECH MUST BE
EESOLVED BETHEEN THE CUSTOMER AND THE OUTIIDE FACILI
= THE IMSURANCE COMPANY HAS PAID FOR THE IIEFIIISfm‘! E 3UT WOULD NOT
"ﬂ" OR BE RESPONSIBLE FOR THE TRAMSHMISSTONM.
ADVISED DEALERSHIP TO JNFDEM CUSTOMER TO 80 BACK TO THE FHII.ITY TI'I-iT
Pﬂl THE ORIGIMAL HORK. DR. INSURANCE COMPANY I:&F MURROGATE THEY

L
:
8

SPEAK TD A SUPERVIZOR TO BISCW3S THISZ

"CL0s S PRESENTED TC CUSTOMER "
uululllslur 1ES0s WEED Tb BE RESOLYED JETGREENS SVE MEHT AMD CUSTOMER

I.ETI'HI DATETD 1M2?!!5 - ]
MRITES

CUSTOMER

= RETTERATED FIIEIIII.I! CORLERNS

EI"EI'II:LE CAUGHT FIRE ON 1D-20/33 BECANSE wm TRANS FLUID BVER-FLOW
! l

CAC ADVISEN: o0

= FORMARDER FOR EXTERMAL CONSIDERATION

)
1996781703
MICRO MUMBER ADDED., EAA REFORT.
19%ri3iril

MICRD NUMBER ADDED.

BECISION OF IMSPECTOR REGARDING CUASE OF COMCERK
FURTHER

E
EE
p
E

{WMER RELATIONS YOP/BENCHMARKING 0%/20099 FAXLOLTA



zm

~-HAS PFICTURES 1
* =MLY HAS LIASIL
=DEALERSHIP

REQINNING OF COMTACT

0% 20r99 MASTER OMMER RELATIONS SYSTEM I 19.08.352

“-IIII-IIIIII‘::::‘“.I-I’III::IIII----I'!I===-III--I-IIIIIIIIﬂikr--------..-::

gm ReAL l‘IgllTla.l’.}'T llll lﬂﬂﬁill E.EIIHTEFE;T ll-EE!?i
[ 4 n F

VIN: 1Frmm* ENGINE » K CLDSED.: 08-11/1995

IR F I I EFEEEEEAR Y EEFEEEEE S a N EENTE l-l_:"l:ll'-- II“---‘SII HNFE ST ECTI=EES kipy

LAST NAME: STATUS: CLDSED
TITLE: FirsT wane: MIs
ADDRESS »
CiTY: KELLINGTOM su*rz. ™ zi:. [N
HWOME PHONE: S, PHONE:
MODEL YEAR: 94 lmtl.- F-SERIES
MILEAGE: 11008 5D
DEALER NAME: GEME WESSER FD OF A SALES CODE: 152250 F& At 06872
CAUSAL CODEs D2 DR SYWPTOMS: 704245 704300 784342
w ] 80 TRANS REGION: FRANS DATE
E] 1
CASE TYPE:  A-FIRES - FUEL FED WEANS CODEs A-LOL INVEST-PROD LIABILITY
ATTY MARE: ATTY MEMO:
CLAIN AMT: 2 AHARD AMT)
HIcRo:
CEMMENTS .
199570718
CUSTOMER SAYS.

-CAR m FIELD ON _THE ROAD NHEM IT STARTED TO SMOKE,

“IRIVER EXITED THE VENICLE AND JT THEX CALUGHT OK FIRE AND BURMED UP
-PIkE lgﬁm FUT THE FIRE OUT IN THE VENICLE

IUEIEDFHFIMTWEITETHEMTIH_.H_-

gﬂ
:
:
.=.

PROFERTY INSURANCE
LOOKED AT VEHICLE AFTER THEY YOMED IT 'I'ﬂ T]-l:E lElLEI!IIIF

M
FER CUSTOMER, DEALERSHIP SAYS» ¥E MOR JIM FRUFTT
-PEI JIN PRUETT, CALL THE CAL, TI'IEY WOULD CALL THE IHIHI.L OFFICE
m SEERS:
=FINMARCTIAL IISI!T.HI:I IN A NEH VBIICLE
"FI!III. II!II.I.IT THE BUEKMING YEMICLE
=HE HAS HE 23 FORDS
CAC ADWISED.

—INFO DOCUMENTED AMD SENT TR THE APPRDPRIATE DFFICES

RERIOUAL OFFICE RILE SE BOrTCIED AND REVIEN THEIR CONCERN MITH CUSTOMER
H

=N0 [RJURY OCOURFD

1985707/ 24

EI.I‘ST:IIEI. CALLED BACK TO GET STATUS UPDATE

CSR INFDRMED CUSTONFR THAT TH I5 W0 TIME ]
1;%%“:5“ D B i ERE FRAME AVAILABLE A5 TOD MHEN HE
REFORT RECEIVED FROM TOM ELLYS, GRI IMVESTIGATOR - MG IIE\‘.‘-I!IDH HAS BEEW HADE

OWHER RELATIONS YOP/DENCHMARKING 09720799 FAXLGLTG



erzir9d MASTER OMNER RELATIONS S3YSTEM II 19.04.32
R R T e S I R R R R A N PV L FUR AR RN SR TR LIS A R R Rk A
J38EAF LEGAL CONTACT YEH TYFE: TRUCK
SOUTMEEST Bz  INrTR: CONTACY HBE. 1“5?“!“ OFENED: 0771871995
VI LTFTEX14MR EMGIHE. N : CLOSED: DRr13171995

EENICEIEIEEEEENCI-_OXXXIRR “"--I-IlI-IIII:II:I====-‘-lI'-II‘III-II-IIIII-IIIIIII
1995-08-10

VEHICLE WILL IE REFLACED ¥IA RAVFAST BY ZOHE MANABER. SERVICE MAKAGER

JIN PRUETY, HAS i Hi‘.‘.\TIF.IEllI THIS DATE AND MILL ADYISE E!.liTtlER NITH & FOLLON-UF

LETTER
199570011

THIS 15 THE CLOSING COMMENT

CLDSH FE MREVIOUS COMMENTS - RAV FAST YO PE INPFUT BY 20NE MANAGER, TORY
CUSTONER TO BE RESPOMSINLE FOR UPORADE, T T &k L. USEAQE FEE AND WILL SISGH
RECEIMT AND RELEASE el :

»

ONNER RELATIONE VOP/RENCHMARKING 0972099 FAXEGLTS

L




 [< |

i
REGINMNING OF CONTACT
45/20-9% HASYER OMNER RELATIONS 3YSTEM TI 19.08.32
-:t-IullIllilll----‘I--ﬂ--—----m---==I=-I--It--smn::::--l:n-tt--__:::tl
TG4 LEGAL CONTACY VEH TYPE: TRUCK
BOSTON ZN/ TR CONTACT MBR: LOE4135680 OPENHED: 91-03-19%4

YIK» 2FTEF1 ENGINE: B CLOSED: 03/18/19%6

IENAEEESRERSwENEEEXEX EN --'.--I--IIIISI-'-I--I-Il’-llI'I‘I-III-II-------.I

LAST MAME.
TITLE: FIRST NAME:X
ADDEES S
CITY» ATATE:
HOME PHOME: AUS. PHONEs
MODEL YEAE: ili m
RILEAGE~ ' e
BEALER MAME, lﬂ'E DIHBER FORP IN SM.ES CODE: 1110852 - FE M (M2
AL ' SYMFTONS Thd24E 704145

mg;l- Eﬂ TRANS REQTOM: " TRANS DATE.

I . .
CASE TYPE: G=FIRES — FUEL FED MNEANS CODE: A-LOL IRVEST=-FROD LIABILITY
ATTY MAME. ATTY MEMO -
CLAIM AMT: ! ] AMARD AMT. a

MICRO,

199601703

CUSTOMER SAYS:
~ WEHICLE HAS BEINO USED TO PLON SNON

CUSTORER WUTICED THAT TMMIL!HWMHMUM THE HOOD
OPENED THE HOOD AND .’EAH FLAMES

- CArS ED TO M FIRE WITH SNOM
- CALLES TRE FisE DEPT AND Pt 1CE DEPT
- ICE DEFY RESPFONDED THE SCENE
- FIRE DEFT RESFONDED TO THE SC
= 3Y THE TIME THE FIRE DEPT DER TQ THE SCEME, 'I'I'.IE +AR OF THE VEHICLE
HAS EMQULFED IN FLAMES
PRIOE TO THE FIRE- THE VEMICLE HAD SEVERAL GIJHCEH§
VEHL

!
E

COMPARY
COMPANY IS INVESTIGATING THE CONCERN

FER CUSTOMER, DEALER SAYS:
- DLR MILL MOT GIVE CUSTOMER A RENTAL BECAUSE THE WEMICLE I8 TOTALLED

CUSTOMER SEFKS,
=~ WANTS FHC TO OIVE CUSTOMER A NEW YEMICLE

a
CAC AINTEED:
- IHFU“TIQH HAS BEEH DOCUMENTED AND FORWARDED TO DLK
TO KFEF IN CONTACT MITH INSURANCE COMPANY
=~ A COMPANY REF WILL BE IN CONTACT HITH CUSTDHER TO IE‘HEH CORCERN

OWNER RELATIONS YOP/BENCHMAREING 09%/20099 FAXLOLTO




azet

09-20-%9 MASTER OHMER EELATIONS SYSTEM II 19.08.52
SRREARL AR NN AR S AR NN AN EE S E R AN XX =IO CIEIXEREm
THESIN LEGAL CONTACT ) ¥YEH TYPE: TEUCK

BOSTON 11  IW/TR: ﬂ CONTACT NBR: 1DS4L3680 OPEMNED: 11703199
VINz SF TEF1GNG ENOINE: W CLOSER: DL/1R/1996

EREEFIFEVRAEFEEEXEERREENENEC—CERE LSS AN NS NI AN IEE A A TS E AN I N EE N

19M781703 )
LUSTON AR

" ) I.-
= CUSTONER, NS. GRIFFIN. NAS NOT IN THE VENICLE DURIKE THE TINE OF FIRE
TR oot

CAC AIWISED
— INFORMATION MWILL BE BOCUMENTED
I;DEEUI’D EST, CSR TQ HAVE A D53 APPLICATION JENT TO CUSTOMER

THIS 15 THE CLOSING COMMENT
YE SPOK

TRABE. I HAVE RECONTACTED CUSTOMER AND ADVISER THAT. 42, LD BE THE

FORD, I HAVE CONTACTED ITEVE DINGEE AT ; ANVIIED THAT
¥2, 000 DAC HILL BE HOMORFD. I ALSD SPOKE WITH INS AGENT TOM OALLAGHER
€6i7) 341-5116 WHO ADVISER THAT INSURANCE COMPANY a3 MARE A DECIZION A3
T0 THE VEMICLE WILL BE TOTALLED OR BOT, BUT THAT HIS UMDERSTAMBING IS
THAT THE INSURANCE COMPANY IS REZPOMSIELE FOU PAYI E CLATH AND THAT IF

CHNER RELATIONS VOP/BENCWMARKING 09/20-99 FAXLOLTG




qTet

BEGINNING OF CONTACT

2% 20/99 MASTER OMMER RELATIONS AYSTEM I 15.038.32
EXENREEEAERRERIARRER NS RA AR R AL EREEEES KRN EALFE AR NARAEREEFER NS LTI IS CITSEDE
TE77IC LEGAL COMYACT YEM TYPE:. TRUCK

ATLANTA 21 ZWTRa Gﬂﬂl’lﬂ Hllh Hilﬂlﬂ OFENED: 0371371935
VIN) 1FTEFLIND CLOSED), 03/31/1995
:-:-::::I--I.-I"“"I'“III'I:'I:=====I:=I=':I—:::::ﬂ..ﬂ::::::ﬂl:l'::-:-:m:ll
LAST L O STATUS)
TITLE: FIrsT uaE: I -
. :

CITY: STATE: P
HOME PHOME: BUS. PHOWE:
NODEL YEAR. 9% MODIEL + F-SERIES
NILEAGE: 12a08 H3Ds A
DEALER MAME: D AKD D HOTORS INC SALES COBE: 121793 P3A 00976
CAUSAL CODE: U2 SYNPTOMS: 784343
Egﬂ‘lﬂ: 80 TRANS REGION. TRANS DATE:

Iml - :
CASE TYPE:  &=FIRES = FUEL FED MEANS COBE: A-L8L INVEST-PROD LIABILITY
ATTY MAME: _ ATTY MEWD. T
CLATM AMT: ) ARARD AMT: 0

MICRDu

COMMENTS »
1995/03713
CUSTOMER sm:-

—VEHIGLE
-HI.'I Tﬂ.l mE H\S I.lﬂl.lT FLEN0. INSURANCE CO SAID HE WOULD HAYE TG FAY
THE DEBUCTIMLE OF 258
——\"E.I'IIﬂ..E I3 UNDER WARRANTY HE SHOULD NOT HAVE TO I"lT ANYTHING

ER CUSTOMER BEALER SAYS
'—TIH HAVE ROT IITIIHIIIEII CAUSE DF FIRE

CUSTOHMER SEEKS
E—TD ]m'l' HAYE TO PAY FOR ANY OF THE REPAIRS

—Tﬂ KNOW HHAT HAPFENED TO VEHICLE

Gll: ADVISEN:
==THFORMATION HAZ REEN FORWARDER TO AFFROPRIATED
*"'DISI!IEII.':I IIFFII:E HILL !E CONTACTING YOU KESARDING IE SITUATION :mm

13?!% 1"!'!! :nsmucz t‘-‘ﬂ TO DETERMINE COST OF EIHIH
REGTONAL OFFICE CONTACTED ORI FOR YEMICLE IMSPECTION

199570528

TRIS 15 THE CLOSING COMMENT

CUSTOMER IWI!EI! I:H 3720/95 BY LETTER THAT IIE‘UI.TE W FI!E MERE UNYHORN
AMD CUSTOMER SHOULD CONTACT HIS INSURANCE

1993-05s351

CONTACT CLOSING APPROVED

Ok TO CLOSE

OWNER RELATIONS VOP/RENCHMARKING 09720599 FAXLGLTE



Lisl

e —— e ————

IEEIIHIIHB arF CONTACY

197207 MASYER OMBIR KELATIONS SYSTEM II 19,108,352
IIII'#IFEHiil::ﬂI"F--#tIlIlIII:III-III:::::::It!h-llq-..-----'..,.:-:----.----:
44591 LEGAL CONTACT EH TYFPE: 11111

KANSAS CITY S3  ZN/TR. CONTACT N2 /
' TPnxFane] oy A eRaThg, L07610328 EEE: e i

:::::::"::': et - ] .--.-“‘.."'..Im...'.l..-=’=-="=-“llll====-.
Last ks RN o' STATUSs CLOSED

Iﬂ;gs FIRST RAME. ' NI
3171
TY: STATE: TN

HOME PHOME: Mi5. PHONE: H
MODEL YEAR: MODEL » F SERJIES
MILEAGE. ] WD

DEALER 1 OLATHE FORD SALES I SALES CODE: 145114 P& BAr DO%5233

CAUSAL COBE: WB70% SYMPETOMS 705141

mn:lltléﬁ a0 TRANS REQION: 53 °  TRANS BATE.10/93/1996 :

. L

EASE TYPE: ZA—DUTSIDE VEHICLE HARRANTY MEAMS CODEy A-LOL INVEST-PROD LIABILITY
ATTY MAME,: ATTY MEMO:

CLAIN AMT. ] AHARD RMT : ]

MECRO,

COMMENT S

1996710708

FLEET FAX IHRDICATES: EM IS HOT AT DEALER xE .

. FUEL LINT FROM PiRPF TO FILTER IS CRACKING uu:l nmu ER INFO}

St o, pp— s
¥YEH CAUBHT DN FIRE

YEW IS LOCATED AT 5657 5. KEELFR TR, OLATHA, LS. ﬁiﬂﬁz
HIS & IS 300 223-<1&5

INISED CLIFF:

LNSPECTD WILL CONTACT HI

E3 CODE HA3 CHANGED Fltll 132017 TO 1!511!
WMHISIEHMEIIFIIHSZ o 53

1';-‘1555.}5 OHMED BY A FLEET IN TEXAS BT IS I‘.'I.IIR.EITLT m k3
#HITHIS IS THE CLOSIRG COMMENT

EAL REFOGT FORMNARDED YO CWO

1996711705

REPORT RECEIVED AMD IS CURRENTLY UNDER REVIEW.

CUSTOMER REFERRED TO HIS-/MER IRSURANCE CO.

ik ™K
| B -] Ft
=
B= OO

OHKER RELATIONS VOP/BENMCHMARKING 09-20-9% FAXLEGLTG



