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1
JECINNING OF CONTACT
09720799 MASTER OHMER RELATIDNS SYSTEN 1I 1%.08_32
EEEldEEECFFFEEFECES IS IEAINEEENEE K KIS NGE N O bl B e e S oy O S AL A A A N N N LAY AT
0S9TIH LEGAL CONTACT VEM TYPE: TRUCK
00 THEST 52 ZNATRY CONTACT HER: 105552695 DPENED: 032071995
YIN: 1FTOF15Y25L ENAINE: Y CLOSER: 0451371993
IIIII'IIIII:.'.'I:I-.III’II:III'I:III:I::l_=_=l:===1:l‘:l_===l.t|l'..l"[".'."'i'l‘:.:.I'
LAST HAME: STATUS CLOSED
TITLE: RsT waMe: I w1
ADDRESS .
CITY: ATEr o I .
HOME PHOME: S, PHONE- Zlﬁ"?l‘l 52"5
MDD¥L YEAR: [] MDOOEL & F-3ER El
NILEAGES %000 HST. -
MEALER MAME: PLANET PARK CITIEX SALES CODE: lszns . P E A OZ985
CAUSAL CODEs 82 SYWPTOMS.: 704148
mﬂil!'ll g TEANS REGIOH " TRANS BATEs
i ="
CAZE TYPE: 4C-FIRES EXHAUST - CATALYTIC COMVERTER - DTHER HMEAMS CODE: A~-LGL INVEST=-PROD LIABILITY
ATTY WAME: NOT CONTACTED ATTY MEWO: RUT CONTACTED
CLAIM AMT» H ANARD AMT: . ° 0
’ MICRO:
COMMENTS:
1995703728

ALL EQESIHGENM
=25 30P.R. ON 372895 THAT WHILE HIS F-150 HWAS RUMMING IN THE DATWEMAY
HE HEARD A LOUR EXPLOSION MOIXE )
—HE RAM QUTSIDE, AND SAN FLANES COMIN THE HOON
-lIE AT'I'EI'TE!I TO EXTINSUISH THE FI.H.IEE III'I'H HATER, Hlﬂ THE FIRE DEFARTMENT “e-

—'FIIE I!FII'I'HEHT CARE AMD PUT CUY THE FIRE. MTHHIHISH‘I’EIHH!.FIEE
REPONT . HE MAS HEIIEI.T BIVEN TI'IE DEFICER'S CARY ANE TOLE TC CALL THE FIRE
EXEi KEFORT ON KEFORTMaNE

NEFARTRENT LATER. FILE ?ETIIIH HI.I'FE
~THE WEHICLE T3 IMOPERABLE TN OF HIS HOUSE. -
-Gllﬂllllﬂ'i INSURANCE COMPANY EDh CALLIND Fm.l AS HIS POLICY

mn EXPIRED IN 2795
—CUSTOMER HAS NOT YET CONTACTED A LANYER YET.

[ ]
CAC ADUTSEB:
—CONTACT THE FIRE DEPARTHENT ANE OET A REFORT
=HAVE THE 'H'EIII:I.E Tﬂlﬂ TO HLE HIWIHB BCALERSHIF
=STAY JN CONTACT WITH THE SVM
=FORD REGICHAL MIEL MWILL CONTAET HIM
NEENUMABLE TO COMEIRM VIN THRU MAVISMMENDID CHECE OAS-Zwsacee

GWHER RELATIUMS YOP/BENCHMARKING 09720799 FAXLOLTE



19,2899 MASTER OWNER RELATIONS SYSTEW I1 ' 19.08.52

8507 M LEGAL . CONTACT YEH TYPE: TRUCK
SOUTHEST ZH TR B2 CONTACT WBR: 105352695 OFEMEN: 832871995

YIN: 1Frnr1 250 ENGINE: Y CLOSED: 84/13/1995

I L I e E L I N AN NN N I EEN I NS S EE A E ll-----.::-::'--'.--—zn ETENEITEX

139504705

CLSTOMER SAYS

-ME DOES HAVE ANY INSURAMCE

~HE IS HAITING FDR SOMECME TO CONMTACT HIM

—HE HANTS TO 30 TO COURT AND SUE FOR #1 MNILLIDN

I'EI CUSTOMER DEALERSHIP SAYS:
;EI.IS'I'HEI. HAS MOT CUMTACTER DEALERIHIP

CUSTOMER SEEKS:
EAF?leISEIE TD CONTACT HIM EEGARDIMNG HI5 VEHICLE
[ 3

1;$.ﬂ{sﬂlﬂ'l'[ﬂ HAS DEEW DOCUMENTED AMD FURMARDED TQ CONSUMER AFFAIRS
THIS I5 THE CLOSING COMMENT

\‘EHICI.E TNSPECTER DM -.'VW!E IT TON ELLIS OF ORI. LETTER FORHARDED TD

CUSTOMER 471395 REFERRING TU INSURANCE COMPANY AS INSPECTION DID NOT

BETERMIKE A MAHUFACTUEER'3 EFECT NICH COULD HAVE CHJIEH THE FIRE,

DWNER RELATIONS VOP/RENCHMARKING B9-20059 FAXIGLTO




1.
BEOIHMING OF COMTACY
o9/ 2099 MASTER TAWMER RELATIONS SYSTEM II 19.03.%2
e R Y S L e L LT L P e T D asanm
S035H LEBAL CONTACY VEH TYPE: TRUCK
SEATTLE &  INSTR: €1 CONTACT MER: 1056288357 OPBMED: 11-/20-1995
¥IMs ZFTHF 3PSO ENGINRE: F CLOSED: 1271471995

ASEEEEEVFI NN A AT I NN NN NEREEREEAE N “.I.‘I“““““"-ﬂ"' EEwE

LAST RAME: STATUS+ CLOSED
TITLE) FIEST NAME: ¢
ml
CITY: STATEs [ ]
HOME PHONE RUS . PHOME: W
MODEL MODEL «
MILEASE: 3D
DEALER KAME 1 SALES CODE: 17421 FEA UBS6E
CAUSAL CODE: SYRPTONS: 70414
ORIGTH: TRANS REGION: Y TRANS DATE:

¥
VNEFE:  4-FIRES - FUEL FEU NEAMS CODE:  A-LGL INVEST-PROD LIABSLETY
ATTY MAME: ATTY MEMO, L
CLAIM AMT: . a AWARD ANT. .

MICRO:
COMMENTS 1
1955/11/28
CUSTOMER SAYS
E :uunrr ON FIRE AROUND THE aLON

-VEMICL FLIGE IIIIEII THE HOOD
~THIS HAPPENED AT APTRIDCEMATELY 3:30 THIZ MORNING . . .
-'H'HIIELE I mt'f AT DFEALER .

l" CUSTOMER, DEALER SAYS: (TDR ANU DAVE GAIKES, 3% DEFT)
-THIS REFAIR WILL MORE THAN LIKELY NOT 3T COVERED RY
;HEI‘I'H- MILL THE GO3T OF A LOANER VEMICLE )

CUSTOMER FEEKS.

=LOARER YEHICLE
-Tﬂ ADVISE FORD OF SITUATION (FIRE AND FOLICE DEFTY tﬂE CONTACTED]
ﬁl: ADWISEN: -
-mn RAVE BEEN BOCUMENTED
=& COMP REFREIEIT&TI‘FE MILL CONTACT HIN TO REVIEM CH:EH
-l.I.TMTI'I'E TRAMSFORTATION I3 KOT COVERED UMPER Fm MAREANTY

I‘:I.lm ABDS «
~CUSTOMER CAN BE REACHED AFTER 4,00 PACIFIC TIME
1!!5111!2’1

SAYS
SIIE El‘ﬁ THT l HAREANTY SHOULD COVER THE FIRE AND DEALER DETERMIMEND
SUT THEY HERE LNMSURE MHAT CAUSFR AND IT SHOULD 2E

Bl.l'.'- ADVISED:
A REQIOMAL REF MILL DE IN COMTACT WITH THEM IN IEHIIE T THE MATTER

[ ]
E OHMER RELATIONS VOP/BENCHMARKING #9-724/99 FAXLALTH



1687 S2a-20y3

032099 MASTER ONMER EELATIONS SYSTEM II iy.04. 52
Ill:ul:—II==m===l==:::nll:u-----u-----::-:n:::-;m._;:nggnnnnul.u--u.-:::
"$035.H LEGAL CONTACT : NEH TYPE: TRUCK

SEATTLE 74 BirTey L] CONTACT NER: 1uzﬂs:r OrFENED: 11/Z0719%5
YIl ZFTHFISFSSCHIN EMGIKE : CLOSED: 1271671995

--‘---'...--tﬂ--“-.--—---I---““.ll“l-“----.'m.'[.l...:..'.ﬂ..“kl::ﬂ

1995r11s21
SETHCEN 84,50 I——
5—4.350 AT HIFES HORK CHER HAME IS Bl IS ANOTHER
HAUMBER THAT CAM EE REACMEN - .
1998710727
CONSEMER AFEATRS CONTACTED CUATOMER:
= MESSAGE WAT LEFT FDR CUSTOMER TO CONTACT CA ON 11-2%-95 AND CUSTOMER LEFT
RETUEN MESSAOE ON II-IHE 'ISITI.IIII.TJ
= ER CONTACT W-FT HAS ABWISED THAT ;ﬂ INSURANCE COMPANT MWILL
BE PAYING FDR THE HEHIS HHIT.‘-H HAVYE ALKEADY B
cum s!ﬂts

mm;msutmmmnmm.
—lu:mmrunnl. EAGE BRIVEN IN KIS VEHICLE YD AND FROM MORK. HE IS NOM
A i:ﬂfﬁmﬂ ¥ TRUCK AND IS5 BOT DETTINE THE MILEAGE ALLOWANCE.
1
~ THE CASE IS DEING REVIEWER AND A RESPONSE MTLL ll rﬂﬂ"lﬂ BEFORE THE END
OF THE HEEX.
li!!d'l!fl.i
THIS 15 THE CLOSINO COMMENT
CUSTOMNER III.S HA'I 'I'EIIEL! REFAIRED THROUGH IMSURAMCE
LETTER ADNISING CUSTOMER THAT H‘Il.

CONSIMER AFFA NOT KEIMBURSE
EEJHEJI&M ﬁllm THAT CUSTOMER DIR NOT REBEI'I"E HHILE YEHICLE MAS
ACTION REQUIRED. R

Bo
1396,12709
MICRD ADBED

WHNER RELATIOND VOF/IENCHMARKIRG O09-Z099 FAXLOLTE




BEGINHING OF CONTACT .
0920793 HASTER OMEER KRELATIONS SYSTEW II 19.08.52
‘-t'====IIII-I=ﬁ'=======_=_========='lIIIII'.'III.#II".--===—=====I‘-I-'--.“
E0838H LEGAL CUNTACT YEH TYPE: TRUCK
SAN FRAR 72 INFTE: Al ::un'r.u:'r IIII- 1!67!‘#}5’! OPEMED: 04-15719%4
VIN: 1FTJX35F1S CLOZED: 04,15-,1994
:q::::ﬂ----------------;--&-----zllllllIIII-III-IIIIIIl-III-"--Il!‘I======llI-
LAST MAME: C STATUS: CLOSED
TITLE: FrrsT wane: -
m 1
CITT STATE. NV zie. N
HOME . PIORE BUS. PHONE: MaEnhEaiRiEs
MODEL YEAR: MODEL « F-3SERIES
MILEAGE 11008 5D, i
DEALER MAME: JOMES-HEST FORD SALES CODE. 1?24:; : P X At BTHO9
CAUSAL CODE: D2 SYNPTONS TOSLES -
E.ﬁait‘gl B0 TRANS REOION: 72 . TRANS DATE
1 = )
- GASE TYPE: §~FIREZ - FUEL FED HMEARS CDDE: A-L&L INVEST-FROD LIABILITY
ATTY HAME: ATTY MEMDa -

CLAIM ANT: 1] AHARD AMT [
. : MITRO

COMMENTS 1
1996/D4/18

JEDEALER FAX RECEIVED 4/10s96m%

LPA CONTACTED SERVICE NANAGER JOE SMITH MHO INDICATER TNAT THE VEHICLE HAD

SEEN IHSPECTED BY THE INSURANCE CARRIER AND THAT KA SETTLED X CLAIN WITH THE

I.I‘I ADVISED SERVICE MARAGER. THAT THE INSURAMCE CARRIFR WOULD HEED TO SURBRD-
GATE FORD MOTOR COMPANY IN REGARDS TO RECEIVIMG IEEWEEHT oF THE CLAIM TO

THE CUSTOMER.

SSRTHIS 15 THE CLOSING COMMENT

1%55!5; HER ACTION IS REQUIRED BY THIS OFFICE.
IHISEII THAT DEALER AND CUSTOMER MANT UPDATE A3 TO STATUS. BOTH DEALER

AH'.II CUSTOMER SAY THAT MO ONE HAS CONTACTFD THPM. PLEASE ADVISE BOTH CUSTOMER

AMB DEALER A3 TO THE STATUS OF THIS CASE. NOTE-IF FURTHER ACTION WILL

BE TRYXEN. THIS 3HDULD BE PUT IN WRITING TO THE CUS

I

DWHER RELATIOMS VOP/BENCHMARKING 09-20-%9 FAXLGLTG



BEGIHNNING OF CONTACT
09,2099 MASTER OHMER RELATIONZ SYV3ITER II 1%.08.32

136141 YEH TYPE: THICK
SDR DI:HITA:T NBR: ll?l.".i“ﬁ OFENED B672771995
WIN EMGINE: F CLOZED: OFriZs1l99a
EEEEEEEEAEE LI I A S ST TR R NIN N ISR EER EEEE C RS S S CX R R AN IR =
LAST BAMEs to. STATUS» CLOSED
TITLE: FIRST HAME: MI:
ADDRESS «

Y STATE: P
HOME PHOME: BUS. PHOME.
MODEL YEAR: MODEL « F—-5ER]
MILEAGE: lllﬂ [ F1]
DEALER MAME: MO5S MOTOR CO INC SALES CODE, 12148 - FLA: 00228
CAUSAL CODE: 0709 SYNFTOMS TS
%ﬂ'gl a0 TRAMS REGION: 21 T TRANE DATE:

t .
CASE TYPE: 6-FYRES - FUEL FED MEANZ CODE: H-OTH
ATTY HAME: ATTY MEND,
CLAIM ANT: a ARARD AMT) ]
MLICRO.

COMMENTS
1996706727

X POSSIBLE HARRANTY COVERAGE 1B6¢

KWE MAYVIS) DRYSBINAL 0ex

CUSTOMER SAYS:

=LAST MIGHT CAR WENT I:II FII!—IIIESEL ENGINE

~DROVE 2 MILES. WOREED 45 WIRUTES

~TURHED KEY AND SMOKE CAME DUT

—SMOEE CAME DUT OF ENGINE AND FROMT--FIRE CONFINED TO EMOIME AREA

=FLAMES DDMM HALFAAY IN THE EMGINE

=G0OT H3E AMD PUT IT OUT-5 MIMUTES LATER IT SHOT m::urm PUT IT DUT AGAIN
;IHI'.E MORNING, CALLED MOSS MOTORS-VERY HELPFUL .

FER CUSTOMER. DEALER SAYS:
~DEALEE 13 TRYING TO HORK mwmmnl.mm
-HHSTWHTDSIH“THIISEDFI

CUSTOMER :
~I% IH'I'EJESTEII 4 | FURCHASING ESP, EVEN THOUGH HE I3 II..I-EH'I.'I.T OUT OF MILFABE
-HII'I'SI.EI’ FRDM FORD YO COME OUT AND LOOK AT VEHICAE
CA.C ADVISED.
-CONCERR

DOCIM
=~FORD REPRESENTATIVE HILL CONTACT CUSTOHER

DHHER RELATIDRS YOP/BENCHMARKING 09720-99 FAXLGLTO




09,2095 MASTER OHNER RELATIONS SYSTEM XX 19.08.32
EEXESIENEFENIEFENEEEXIIREERE '..:.ﬂmﬂ::-::::‘::...‘-ﬂ===-=
136144 LEGAL CONTACT YEH TYPE: TRUCK
SDe 18 ZW/TR» CONTACT NBR: LO7135535 OPENED: #4-27/199¢
VIM« 1FTHX6 F5 EHOINE: F CLOSED: 17/B2-1996
=================Ill"‘“I.Itl..“ﬁl-ltﬂI-I-III=!===ﬂm|========-=========-=-
1994707 782

HITHIS I3 THE I':l.lﬂlm COMMENT

LEGAL CONTACTED M. LARRY HARPER, SVWL MGR, AND HE ADVY3ER.

~THE GLOW FLUG RELAY FROM THE STARTER CAME LOOSE AND CAUSED A MINOR FIRE.
ﬁl HAS FARTS ON ORDER AND CUSTOMER IS HAPPY MWITH m*s RESPONSE,

LEGAL ADNISED:
SIF_EEPAIES CONE TO OVER #1020 10 FLEASE CALL LLT PREVE ER LEFT, AHD
F THE CUSTOMER SHOULD MEED TO SPEAK TO LIT BREVENT TO Hbmll HIN THE

m RO FURTHER ACTION HETRED AT THIS Tlﬁ
1996507708

ER POSSIMLE HARRANTY COVERAGE =i
#EE 8 DAY) OUT OF JIERVICE miex
B3 MAVIS ORIOIMAL 35w

CUSTOMER SAYSs

= OLOW PLIGS HERE I:EPLH'.‘EIJ 1 MHTI‘IS lﬂﬂ;
- ’A‘H'III:I.E HAD FIRE.

= MWANTS GUMRANTEE "J'EI'II’BI.E HII.I. lE S.lFE

ER CUSTOMER, DER AYS:

PER WGTES IN FII.E- BI‘.IH PLUG3 ON DRDER
ERREESSRAEIEG00E KE T GO EOCVE MIOOEE RIO00EE KIIOE

LEGAL CONTACTED MR. LARRY HARFER. SVC MGR, I.Hﬁ HE ADVISED:

—TI'E GLOM FLUS RELAY FROM THE ITARIER CAME LOOIE mmuurmm.

;E FARTS ON DRDER AND CUSTORER IS HAPPY MITH ) RESPFOMSE

CUSTDMER

- ill‘l‘ DI]I FIRE START AKD WILL IT HAPPEM AGAIN

~ ESP PURCHASE

- HIII'I'! TO TALK TO REOTIOMAL REPRESENTATIYE

DIASMGIIS
E3F MHILE 3TILL INSIDE THE BAMPER BUMPER  KARRANTY
- IHI.EISHIF NORK CLOSELY HITH REGIDWAL REPRESENTATIVE

ONMER EELATIONS VOP/BENCHMARKING 09/70-99 FAXLGLTE



NEOIRNING DF CONTACT

3r20/99 MAATER OMNER RELATIONS =Y3TEM 11 15.08.32

..“.m--.--:-‘::“.‘::-ﬂ-.“‘::“---—--'-----.“-‘.“.--“'-'----“..‘-sﬂ'.

DENVER 5 DTE o SN AT R 107314773 L Ly
1 E []

YEM lmiFiSI* ENBINE: F CLOSEDn D3/T771958

[T ] -‘t!..“:I_IIII“III::-==II=_‘I-=_==IIIIIlI'II“IIII‘I.-“I ENREERERIIESEESSI

LAST MAME STATUSs CLOSED
TITLE: FIRSY MAME: NN Ml s
=TT (| TR ——_l
m FHOME: IUS. PHONE:! ]

DEL YEAR: 95 MNOREL ¢ P-SERIES
HILE‘EE: 1000 s o
NEALER MAMF: 316 VALLEY FORD L-N SALES CODE: 156949 P& A: 05127
CAUSAL CODE: 8709 SYHFTONS » Tog14%
'H‘.'I'EE;'L o 1] TRANS REDIDM: 55 Im’ DATE

- ]

CASE TYPE HA=-FIRES - ELECTRICAL MEANI CODE H-OTHER
ﬂl}'ll“: . ATTY WEMD: A

[ | “l \
COMNENTS
1935708702

m %Ell.mfl_lllr FAX FOR COMSUMER AFFAIRS REVIEM m:mq E-2-§5 xEm
- umm.E MAS PARKED AT A LOCAL RESTAURANT WHEN 13 FMIBNT FIRE IN THE ENGINE
- FI%E' DEFARTMENT RESPONDED AMD FIRE HAS PUT OUT IISIH FIRE EXTINGUISHER AMD
m“m;nf:ur! YENICLE
LEA CONTACTER DEALERSHIF
- IIEI.LE.II:IIII‘ AMWISER THAT '!Il IIEH.IIIE IIEEIS.IIH lﬂll.l BE A COMPLEYE MEW
I.H mﬂEl lﬂl.amnr -
~ CUSTOMER WL CONTACTED m FURTHER :ui-nﬂﬂﬂ.
« BMEALER Im.l. I-l m"r UPDATER ON PROGRESS tmgqmu.
PRé/BL/2e Ly
e uu:hgxnun o :
= CALLING TO SEE WHAT FORD 1S GOING TO DO
ASURANCE COMPANY IS HOREING DN THE RESULUTION TO TIE FRIE CONCERM
- Ftu! HAPPEXED WITMIM THE ENGINE COMPARTAPMT

I'EII CISTOMER, DEALER SAYS«
; CONTACT TMSIMANCE COMPANTY

CIFTONER 3EEKS.
- A FINAL RESOLUTION

CAC ADVISED:
= ADVISED CUSTONER THAT A FORD REFRESENTATIVE WILL BE IN CONTACT HWITH HIN

OHNER RELATIDHS VOP/BENCHMARKIND 09720799 FAXLELTE



r20s99 MASTER DMNER RELATIONS SYSTEM IT 19.08.32
--t--lli!llllllllllth-------------ll----n---:l::::----:::n: R kA
1885D6 LEGAL CONTACT VEH TYFE: TRUCK
DENVER 5& Ml& CONTACT HER: 1073147735 OPENED: 83702-19%5
VIl 1FTHA 2GS ENGINE: F CLOSED: WRr/Z7/19%6
X ENEEIIIEECEEIARENARENESFEETEVEEEEEEFE RSN N 5 300 0 Ny 0 L M B 2 I o B e
1996708/27 :

SHHITHIS I3 THE CLOXTME COMMENYT

COMSUNER AFFAIRI SPOKE TG CUSTOMER'S SON-IM-LAW MI'LT AFTER THIS CONTACT WAS
DPENED. HE HIII I:.II.I.EI Tl'IE CAC AND A DUPLICATE CYINTACY WAD OPEMED FOR THE 3AME
YEHICLE AND CONC E TIME. I EXFLAINED TO HIM AT THAT TIME TD COMTINUE
TO SETTLE THE ﬂ.ﬁ! HITH THEIR IRSURANCE COMPANY AND IF THEY FEEI.S THERE IS5
FORD LIABILITY THEY CAN FILE A SUBROGATION CLAIM. I FORGOT TO CLOSE THIS CAZE
AT THAT TIME. I HAYE CALLED THE DEAL ERSHIF TODAY T3 CMECK STATUS
THEY ARE WORKING MITH THE INSURAMCE COMPAMY TO ItEFll;H_._]'HE 'l'EIIILﬂE; WO FURT
ACTION REQUIRED BY FIRD AT THIS TINE. L
1996712/ 23 '
|eenICAD 1 5313 5wmee

OHNER RELATIONS YOP/BENCHMARKING 09-2099 FAXLGLYO



—— ———

BEGINMING OF CONTACT

(10 ] MASTER OMNER RELATIONS 2YSTEM II 15.88.32
RS xkEnllE sk kg A R AN S S AR L A N E N FE AN C S AN EEECEEC AN AR ECE NN X
&3 59MR LEGAL CONTACT - YEH TYPE: TRUCK
PHILADELFKIA 15 N TR CONTACT MBR. 07526193 (OPEAED: 39/1E/1994
¥Ii 1FTEF1 541 ENGINE: N v CLOSED: #vr23F1994

ottt L L S DL UL T LIPS b b P PP DR L] [T L FEE P =rs et d==1 et ]

LAST HAME STATUS

TITLE: FIRST WAME: B = M. 'ﬁ
ADDRES -

G S — BUATEL | — L

o5

AUS, PHOME):
MODEL F-SERLES

" MILEAGE: ross

{EAT

H3D
DEALER HAME: MEDFORE FORD INC SALES CODE: . P & Ax 981151
CAUSAL CODE: O7VD& 0719 D715 SYNPTOMNS »
EgHI.E:L % TRANS KEDIOM: ~ TRANS DATE:

]

CASE TYPEs IN=WEHICLE REPLACEMENT NEANS CODEr K=-VEHICLF REPLACEMENT
ATTY MHAME. REQ D928 SENT 05/2% ATTY MEMD: 2PERGS! DEY —mm—
CLAIM ANT: 11.575 AWARD AMT L "JTﬂ

1164
T4l
1é

'y

COMMENTS
19946709718
ODODMILL YEHICLE REPLACEMENT FROCESSED IKIE TO UMRESULVED ENGIME CONCERMS.
lgﬂﬂ!}’lﬂ .
1998-,1072)
!

HITHIS I3 THE CLOSING COMMENT
CK 1E45928 FOR 156,347.70 1550ED TO MEDFORD FORD

DWMER RELATIDN3 VOF/BENCHMAAKING 09/20/%9 FAXLOLIG



WEST SZa-ZaNE

IEGIHIIIH OF CONTACT
§r28s9% MASTER OWNER RELATIONS SYSTEM II 19.0%.52

-‘“ LEGAL COHTACT YEH TYFE: TRULK
FHILADELFHIA 16 ZIN'TRY D1 CONTACT HER« lNGLIGSTSS OPENED 10-8Y/19%5
¥IN: LFTEFLSNSSHADGSET EMGINE: N CLOSED, 11/15/1995

Rl EFEE N I I IR I EXE S IAE I FFI U NEECCFEXEXION "'l ESEEEEEECTETWFFETIFENET

STATUS: CLOSED
rrest wane: - i

STlTE Fa e
305, FHoNE: DN —

YEAR 95 WADEL . F-SIRIES
MILEAGE: 5800 KSDs
DEALER MAME: FAULKMER FORD-MERCU SALES CODE: 116414 P& A W1355
CAUSAL ChOE: 82 GO SYWFTOMS: 7041y
ORIGIN: GD TRAKS REOION: - TRAMS DATE:
l n

CASE TYPE:  SA-FIRES - CLEGTRICAL MEANS CODE: A-LOL IWVEST-PROD LIASILITY
ATTY MAME, ATTY MEMO: :

CLAIN AMT: ] AWARD ANT »

MICRD: 4390042

COMMENTS ¢

199571027

CUSTOMER SAYS

“WHEN STARTING VENICLE OM 9/1495, FIRE BEGAN IR EMOTHE

=¥EHILLE HWAS TOTALED

=N0 INJIRIES

~INSURANCE COMPANY XX HOLDING VEMICLE AT IMPOUND 'rmq GURRENTLY
|

HSURANRCE COMPANY «
~INVESTIGATED AMB FOUMD FUEL SYSTEM RESPONSIBLE FR FIRE
-DFFEIEI #17767,43 FOR WEMICLE

I:IISII:IIEI.IIIH

;mﬁmu OF 21424 .9 TO CREDIT {WMITOM
CUSTDMIE S

;rmwm' NIMD AMOUNT HE ONES ON TRUCK

CUSTOMER ABES, :
;Hls PURCHASED A MEW TRUCK ANP IS PAYING DN THAT

CAC AIWISED

=INFO HAS IEEH DOCUMENTED AND FORHARDET TO THE iFFmT! DEPT
=FORD REF WILL CONTACT CUSTONR RECARDING CONCIRN

;I:I.B CANROT OFFER TINE FRAME OF CONTACY

CUSTOMER ADDS:
~INUMANCE COMPANY COMTACT: ALL=STATE IMIURANCE, TIFFANY, ICE0D) 395-5580

OWHER RELATIONS VOP/BENCHMARKING D9-Z0/%9 FAXLOLTG



09,2099 HSTEI DWHER RELATIOHE SYSTEM II 19.08.52
EESECCEENIEEEFEEEE I--:::::ﬂ---l::ﬂ---;:::::I--:II-lﬂ---th-l
ARS4LA B.M. CONTALT YEH TYTE

PHILADELPHIA 156 ZIN/TRa CONTACT MER: LOE1ASTSES OFENED: ].Wfl"i
YIM LFTEF15 ENGLHE. W o CLOSED: 11-/15719%5

ot b0 2= J 1[0 1TELL 1 LLEYL] - JFFF] IFEEAEACRIEANEEEEEEEEE FET W

1995710/38

CONTACTED CUSTOMER REGARDING VEMICLE FIRE. CUSTOMER INMDICATED THAT HE HAS
ALREADY I'IIH'.'IHSEH A_HEM 'I‘I'lﬂ.E. mm COMPANY HAS OFFERED TO PAY CLAIN.
SPOKE MITH 1 CORPANY R FAYMENT DOF CLAINM g!ll +TT1.56 (TIFFANY).
VENICLE I3 HJIIEITLT AT IHS. Cﬂ. SALVABE YARD.

1!'!!#1! 1
S I3 THE CLDSING COMMENT
ACTION REQUIRED.

1!!5’11!!2
COMPLETED. INSURAHCE COMPANY HAS SETTLED WACUSTOMER. BECRUSE OF
"I'I'IIS; INSURANCE HOULD IIIHE TO SUBROGATE AGAINST FORD,
CISTONER NAS EFEN ADVIZERD
MICRD ADRED.
1995/ 1 2727
NICRD & ADDED FOR EA: HEPORT.

OMHYR RELATIONS VOP/BENCHWARKING 09-20-99 FAXLOLTE



ot

BEGINNING OF GCUNTACY

a9r20r99 MASTER OMMER RELATIONS STYSTEM I 19.03.32
EEmrEeE i C R TN RS T N N I I A N N 0 0 A
S9SNE LEGAL COMTACT ’ ¥EN TYrE: TRUCK
HASHLHGTON F4) mfﬂl ii l:ﬂll‘l‘m MER lﬂﬁf;ﬂ“l OPEMER: 057/1%r1996
WIHs LFTHXC2AFR DIME: ¥ CLOSER: B5-28-19%8

LAST WANE: T STATUS: CLOSED
TITE: FIRST NAME: “_ | "
It STATE: ’ v
HOME PHONE : BUS. PHONE: W
MODEL YEAR : RObEL:
MILEAGE s 7400
RIAEMOCuANE: HORID OF FORD SALES SALES CODE: 127088 ° P & A+ D016l
CAUSAL CODE: 02 ST, 7814 Joalsz
GRIOTH: 50 TRAKS REQION: 27 RAMS DATE:

TYPE:  §-FIRES - FUEL FED MEANS CODE: F-FROD LIABILITY LITIGATION
CLATI AT b vap A o

. h
' MICRD: 4600554

1996/05/13

JAYS -
VEHICLE CAGUT Ol FIRE MARCH 3, 1994
IE STARTED IN ENGINE COMPARTMENT AND 3PREAL TG THE CARIN

DEFARTMENT EXYIMBUISHER THE FIRE

mamm FIRE HAS CAUSED IM THE ELECTRICAL SYSTEM
CUSTOMER DOES NOT HAVE FIRE REFODET BUNBER

= IMSURANCE CONPAKY PAID OF THE VEMICLE

FER CUSTONDE, BCALER SAYS:

; DEALER COMMENTS WA

SERN
|
ﬂ

CUSTOMER JEEK3:
- ﬂﬁmﬂ 15 SEZKING REIMMMSEMENT FOR THE DEROSIT FI.IT DOWM OH TH VEHICLE

Cll: ABVIIED:
— INFORNATION HAS BEEN FORHARIFD TO A RESIOMAL LEOGAL ﬁ“l.‘ﬂ'l’

= LEGAL .llll.'rl'l' MILL CONTACT THE CUSTOMER DIRELCTLY
199605720

MESSASE LEFT FOR CUSTOMER TO CONTACT .IFFI.IE!.

HO RESPONSE FROM CUSTOMER. I.ET'I'H SENT THIZ DAY AINISINO CUSTOMER TO CONTACT
NSURANCE COMFANY

OWNER RELATIONS YOP/DENCHMARKING D2720/99 FARLGLTG




trl1

. - B J . .

BEGIMNING OF CONTACT

par/20/9% WASTER OWMER RELATIONS 3Y3TEM Il 19.08.52
(1T r+ 1+t J =t 3 J+ P+t 331+ P33+t F £ 5+ 7+ 5 1 F q-i- FEREEECEECCEE
i%%%lliﬁ RaoAGy CONT r;mmc‘r HIR 15076 Erﬂ“hlswuu
E |

YIH: 1qums& H 5 CLOSED: 1271271995
tl“::‘::::===I:=========!==_ll=—=‘I===::I::ll‘i::Il..-..ﬂ:lllm.:l!l:::::::==

AST MANE, - STATUS: CLO3ED
I%E% - FIRST hOE: NN WL

|

LITY STLVER LAKF STATE: r, N
HtllE PHOHE: I BUS. PHOHEa
HODEL YEAR: 95 MODEL
MILEAGE 300 W3] .
DEALER MAMF: PORTIMOUTH FORD SALE3 CODE: 111568 . P & A+ N2
CAUSAL CODE: 02 SYNPTOMS » ThR145
ORIOIN a0 TRANS HEGIDM: TRANS DATE:
VEH REFL:

CASE TYPE: 4-FIRES - FUEL FEI MEANS CODE: A-LOL IMVJEST-PROD LIABILITY
ATIY MAME, ATTY MEMO: -

CLAIM AMT a AWARD AMT . ]

MICRD: 44601695

COMMENTS «
1995-11730
CUSTIMER SAYS.
=CUSTOMER MAS DRIVING VEHICLE ON SAT. 11-25~95 AROUMD 11:00 AN
=CUSTOMER JEGAN TO SMELL SMMEE
m‘“ﬂh | 1 I““i}E LE"EE‘:% m YIJIBLE FLANME]
=0T CHILDREEN OUT OF YEHICLE AMR QDT AMAY FROM YEWICL
~HITHIN MINUTES THE VEHICLE WAS DAMAGED, FIRE m'l' lﬁm THE PASSENGER AREA

- NED VEHICLE Ta BE .I.LL
e CoEART i JEreRAg), Yautcle O o€ copL ety ToraL(eD

=CUSTOMER ALLEGES FRODUCT DEFECT CALPSED FIRE
-ﬂ FERSDNAL INJURIES

ER CUSTOMER., DEALER JAYS
"IIIIE NOT HELFFIL, FHB'H'IIEII A 1800 NUMIAER

BIISM SEEKS
-HJ'I'IF‘I.' FRID OF COMCERN

cm: AWIIED:
-ﬂuﬂllai.ll! REEN DOCUMENTED AND NILL BE FORWARDED TO THE APFEOFRIATE PARVIES FOR

"'lllmEllT YE FROM FORFP W1 umﬂt:rmstmmmmlmu
—EEMAIN I.'.‘HTI.L"I' HITH INSURARCE COMPANY

DWNER RELATIONS YOP/BENCHMARKIMG 109720/%% FAXLGLTE



09,2099 MASTER OHHER RELATIONS STSTEM 1 19.08.32
EEEEEEAEE SRS AR XA I T I AN AN LT S S I AR AN R EERNEENCEE S IO FE LI IS XN E AW E
621304 LEGAL COMTACT VEH TYPE:» TRUILCK
MISTOM TRy 1 COMTALCT HBR» llilﬂ?iii I"EHED- 1145071935
VI, L Tex) nESKCNEN ENGINE: H O5ED1 12/12/1993
;-:::::--":=======:I----lll----===llllllIIl------I--'l"'---“-""r-:::""
1995-12-048
SPDEKE MITH CAUSTOMER TESTEIMT. AINISED THAT I WOULD HE CONTACTING EA
INSPECTDR TO B0 GUT AND LOOK AT THE VYEWICLE. I 3SFOKE HITH EAM IIISFEGTUII OERRY
BYROM TODAY WHO ADVISES THAT HE WILL 60 AND LOOK AT WEHICLE TOMORROM(12-7),
VEHICLE 15 Lﬂl:l.TE'ﬂ AT SILU‘H LAKE FET=D9§5(CHUCKIE LYMAN—
CONTARCT PERSONY. I HAYE ED AND ADNISER OF DATE OF
INSPECTION AS HEI..L AS Tl'll'l' I HILL I:DITI.CT THEM EACK & DECISION DMCE 1
RECEIVE THE INSPFECTION REFORT BALC .
1995-12/12
THIS T5 THE CLOSING COMMENT
RECEIVED INSPECTION REFORT. I WAVE CONTACTED mrm 'AND OFFERED TO REPLACE
YEMICLE. I WAVE EXPLAINED THAT THEY WOULN BE RESPONSIBLE FOR UPORARE CHARGE. I
HAVE OFFERED TO MAIVE MILEAGE CHARGE AS THAT MIL WAS 50 oM. WE HAVE ALSD
DI%SSEI ALTTRNATE TRANSPORTAYION WHILE THEY ARE WATTING FOR MEW VERICLE.

LAINED THAT T CAM BOT AUTHORIZIE AN UNLINITED oF RFNTAL —CUSTOMER
UNDERSTANDS THIS AMD SAYS THAT SHE AND HER mm LL l.‘.ﬂIIT.l.l.‘-T SI.I.Eﬁ MANAGER
DR BUSTIMIMHD I III.\"! ALREADY SPOKEMN TO AND UNDERATAMRS SITUATION AND OFFER)
==AFTER SPEAKING MITH DOUE TO GET A BETTER LIEA OF I.I:HIITHI'BIITTHIIW

1%& NEM VEHICLE I:USTNIH TO CONTACT ME BACK AT 315 44%6-3731,

CUSTOMER HAS RECONTACTED. THEY HAVE DECIDED YO0 0O H.I AND & 1997 TRUCK

FERE DEALER, VEHICLE MAY NOT COME IN UNTIL FEBRUAKY.: ] HAVE I.IITIIUIIIZEII RENTAL

FOR A VEHICLECNOT TD EXCEED $25 & DAY) ONCE CUSTOMER BOES IN ’Fll:'l' a0 IN AND
SALES MAMAGER DOUS BUSTIN AND RIZED

AUTHORI.
RENTALCAS LONG AS CUSTOMER ORDERS VEWICLE). T WILL COMTACT DOV ﬂﬂﬁTIH ol
l;;g;:-ﬁy‘{g ST ORDER NUMRERS YO POSSIBLY HAVE ORDER ﬁl@ ED ARCAN.
CUSTOMERS HAVE RETAIRED AN ATTORMNEYC(SEAN O'CONNELL §03 A&7-1985). ATTORMEY

LETTER DATER 2=~T=SLC(RECEIVEN F-13-96). ATTORMEY CAL ON Z=13=94 TO
DISCUSS OFFER. I HAVE ADVISED ATTORNEY THAT THIS D HIII'E AS A GOODNTLL
GESTURE IM ORDER TO RETAIN CUSTOMER SATLSFACTION. DRIEY'S MAIN POINT OF
CONTENTION IS THAT CUSTDMER MILL III.\‘E 'I'I:I PAY AF TELY ¥5,188 TO BET_JINTOD
& MEW VEMICLE. 1 ENPLATHED THAT HIS CLIENTS ARE A VEHICLE WHICH IS

2 MODEL YEARS MPMER. I ADVISED THAT FORD HAS RAIVED WILEAGE AS MELL AS PAYING

FOR RENTAL THIS MMOLE TIME WHILE THE WEPHTCLE THAT THEY'ORDERED(KHICH
OUSTIN AY DEALER. IS SCHEWI.ED TO ARRIVE OH 2-19-96) CAME IR. I

THAT ALTHOUGH CUSTOMER HILL BE PAYING MSRP OM THE NEM ¥
AETMG GIYEN THE FULL VALUE DF THE OLT VEHICLE(MIRF TO M3RP).
THIS MOULD BE THE FIMAL OFFER OF FORD. ATTORMEY LS TD A
2-15-4 IF Tm PLAN DM GOING THROUSH I'II‘I‘H ﬂFFEI‘.. ATNED
ATTOAMEY THAT IF CUSTOMERS REJECT OFFER THEY NERD TO AR PIIEI"!II‘.EI AT THAT TIME
TD RETURN TI'I! !EITI.L VERICLE AMD FORD WILL DISL‘ﬂHTIHHE FAYIHD FOR RENTAL.

DHNER RELATIONS VOP/BENCHMARKING 09/Z8-99 FAXLOLTE




0952099 MASTER OMNER RELATIONS SYSTEM I 19.08.32

Ii’lIIIIIII"I'I--IIIIIIIh.hll-t.-ﬂli“-ii-------“--------I..--m----:.'--“--
sZ18LG 1LEGAL CONTACY - EH TYPE: TRULCK
BOSTON 11  ENTRy CONTACT NIR:+ 10307idd W!I-l 1173071995
YIih 1FTEX14uB ENOIHE: H CLOSED: 1271271998

“---“--=“=.m-'.“‘.“mI-.I....-...-I.I:.E::Im‘!"l.m.'.."‘....-

1996702720

I HAVE 3POEEN TO ATTORNEY IIII SJAY3 CUSTOMERS ZAY THEY IEI'UHEF lﬂﬂ'll- \"EHIFLE

TO PEALER THI3 PAST MEEKEMD ARD DO BOT INTEME ON PURCHASING T

THEY ORDERER. I ADVISED lmET THAT I HILL RE COKTACTING nuuu GIIETIH Tﬂ

ADVIZE THAT CUSTOMER WILL MOT BE PURCHASING VEHICLE AND THAT THEY ARE FREE TO

SELL VEHICLE. 1 HAVE SPOKEN HNLTHE DOUG AND AIWISED I'IIH POUG COMFIRMED THAT
CUSTOMER URMED RENTAL VEHICLE ON 2-17-9§.

1;Iw1wn .

CRO ADDER

llﬂflld'lﬂ
Eﬁ‘i:m PEALER TO GET APPRIVAL CODE FOR RENTAL. FOLLOMINO AFPROVAL CODE
DED ¢ ;

WER&Z FiA
k1 E LAST & OF LLAIM
A REP 3
1,300 ———————
AFPROVAL CODE N4SL1Y
1997 700r 22

ORIGIMAL FILE RNR PICTURES FORMARDED TO BILL PEFFER, ADWAMCED VEHICLE
TECHNOLOSY, FTH, SULTE X2A. COPFIES OF THE FILE AND NEDATIVES OF THE PICTURES
ARE IN THE FILE FOLDER IN LITIEITII':H PREVENTION.

DHNER RELATIONS VOP/BENCHMARKING 05-20-9Y FAXLGLTS




BEGINNING OF CONTACT ’
99,280,998 STER OHNER RELATIONS SYSTEM II 19.08.52

SESN RIEICR I SIS FE R AN ENCEUENS EESESESA1 EEE AT - INNNICAMET ERENEUS SRRUFUEED
&3Z28AC LEGAL CONTACT VEH TYPE: THKK

91  INTE: I CONTACT NER: 1DG4E177% OFENED: (171771996
¥Im ZFTHFE5F1 3 EWIINE: ¥ : CLOSED: 029771996

HSSVFNEFAEEEEEREEE R VI N FEEEEEEDERNTE NN G b Oy o e e g v B I o s B

LAST NANE: .. STATUS: CLOSED
TITLE: - RET HANE ) . NI

CITY A
ot prowe. IR 303 CPHONE W" —
MODEL MODEL ¢

YEAR: 55
MILEAGE: 52008 HSD: :
DEALER MAWE: OENFSEE FORD TRUCK SALES CODE: 14490% - P & As  ODASI
CAUSAL CODE: 02 TYNPTOMS, 704145
ORIDIN . 80 TRANS RESTON: *  TRANS DATE:
ml.l
CASE TYPE 4—FIRES — FUEL FED MEANS CODE: A-LG ~PROD LIARILITY
ATTY MAME: - ATTY REWD. - THVEST AEL
CLAIN AMT: o AMAED ANT3 1
MICRO: 55641401
COMMENT S«
1996701717

DEALER FAX STATES THAT VEHICLE STARTED UM FIRE LUKDER THE HOOP ON THE LEFT
FRONT 3IDE CAUSTHG EXTENSIVE DAMAGE. . .
I'IIFHIII." TION FAXFD TG E.A.A. FOR INSPECTION.

e/ 0207
THIS IS5 THE CLOSING CORMENT
BAM GIES SPOKE WITH CUSTOMER O 1/2%-96 AND AINISER PG HILL REPLACE VEHICLE.

RO FURTHER ACTION IS NEEDED. -
19%6/0Tr15
MICRD ADDED

OWNFER RELATIONS YOP/BENCHMARKING 09-20-03 Fallblte




BEGIMHING OF COMTACT
8- 20799

MASTER DMMER RELATIOMS SYSTEM IX 19.08.32
b L L L S L b L b et BN DL LD DT L T 0 o B e e e e
&936LA LEGAL CONTACT YEH TYPE: TRICK
SR 11 IWwTR,. Ul CONTACT IEIIII llliii!lll OPEMED: G3r1171994
YIM 1FTHXZS P s ENGINE CLDSED: 037281994
tI-m"tliI‘II‘II'IHIII'====—=I====1HISIHI-Iﬂtlllsl!--:lll===:---nl:l:...:l::l:nl.;--a
LAST NAME. I ) s'mrus. CLOSED
TI‘H.E:Isll FIRST NAME. Ml

ki STATE
RONE PHOKE “I . foa. reone, ey —
MODEL YEAR: !5 MODEL » F=SERLES
NILEADE: WEDa
DEALER MAME. SEEIIB FORD - PEMI SALES CODE: 174543 P E A DB32S
CAUSAL CDDE: SYMFTOMS » TH&1AE 704245
El!.:lllllﬂn TRANS REGIOH. TEANS DATE:
REPL:
CASE TYPE: #=-FIRES - FUEL FEI' MEANS CODEr A-LG IIH!ST—I'IBD LIABILITY
ATTY MANE. ATTY HEMO:
CLAIM AMT : . a AMARD AMT:
Hll:ltﬂu 4711990
]

190603711

~DAMASE TO HOOD AMN SRILL OF THE VEMICLE -

~HAVE NOT CONTACTED INSURANCE COMPANY BECAUSE COMPANY Il ARE SELF INSURED
ONTIL #30008

-NO INJURIE3
‘lﬂ FOLICE DEPT DR FIRE DEFT COMTACT

TER CUSTOMER, DEALER 3AYS:IAL AND KATHY AT E TION)
LER S m'. HARES SATELLITE LOCATION
~-CONTACT CRC

CUSTOMER 3EEXS:
=T0 HAVWE THE VEHICLE REPALRED \MDER THE HARRANTY

CAC AIVISED:

=INFO HAS BEEN DOCUMENTER AMD FORMARDED
=FAC REF NILL CONTACT CUSTOMER REGARDING FIRE

OHNER RELATIONS WOP/BENCHMARLING 09720499 FAXLGLTIO




. —————————————

19-20/99 MASTER OWMER RELATIONS SYITEN IX 19.0%.32
e T o e L e et
&I IRLA LEOAL CONTACT YEH TYPE: TRUCK

1] 4 14 WTR& CONTACT HBR» lu“ﬁl'ﬂﬂ OPENER: 0371171994
VI IFTH2EFXS ENGIME: F CLOSED: Mir2E-1996

---a-"-----u-:ﬂ-n.ﬂ::-:“-.------:g=::u:I----ull:-lm::-::.:t-ll::::ttnn..'
199670314

CALLER » BILL &Ml THEY

CUSTOMER SAYS:

‘l'll\l HOT BEEN CONTACTER A5 OF YET

FEI'. CUSTOMER, DEALER IAYS.
-HAS BOT BEEN CONTAGYED

]
CUSTONER SEEKS:
=70 BE COMTACTED BY SOMEOHE

CAC ADVIZERN:
=DOCUMENTED AND FOMARDED INFD O CUSTOMERS BEHALF
CAMMOT EXPEDITE

- CONTALT
-COMTINUE 7O HWORE THROUGH THE DEALERSHIF
1996503718
mu:m AFF&I!I! HAS EI'HIII TO DEAL ERSHIP.
PORD IS ATTEWPTING TO ARRAMGE A VEHICLE INSFECTIUN.
= THE "IGLE I3 LOCATED APPROX. 350 NILES FROM DEI-I.EISIIIF

= ESTIMATES FOR THE REFAIRS HAVE BEEN FORWARDED FRON WARRANTY STATION LOCAL
TO YEHICLE.
199670328
THIS 13 THE CLOSING COMMEHT -
CONSUMER AFFATRS CONTACTED cuSTOMER SEEEEENNENNEN) AND ADYISED THAT FEIIIII MILL

MOT ASSIST HITH THE REPAIRS TD THIS VEHICLE AS IT lﬂ'lll.q BE AN LNSURANC
COMPANT MATTER,

195&/08712

ADDEN MICRD

OWNER RELATIONS VOP/RENCHMARKING 09729799 FAXLOLTA




LDl SEO-Z0N]

. e ————— e e— -

BEGINNING DF CONTACT

19/20-99 MASTER DHNMER RELATIONS SYSTEM IX 19,088,322
::==“---:::::Il::n:t:::t:a:sI:l:l:::m:::::;:::::::=:-=r=uq=-:=-==-=-==I--=--=--=
TE15DK LEBAL CONTACY EH TYME: TREICK

SOUTHMEST ST IR 7 CONTACT NIR: LOT7&7504 I:IFHE: 11/167199¢
VIN» 1FTEX] SHSSiOmbiininin ENGIME: H " CLOSED: 11/20-1996

l_:.‘."'l“ll.l=llhiii ERpgiExdiy “‘-'l“llm!.ll-I.-..I..II.i..‘l.:l‘.-—:l—.—::-

ST MAME: i STATUS: CLUSED
g, T - —
l.ﬂl: HLOT 3

CITY: STATE: v TR
HOME PHOME. BUS. PHONE H
MODEL YEAR, MODEL F-SERIES
MILEAGE: 34008 "
DEACER MAME: BLUBPOWMET MOTORS 1 SALES CODEe 152782 F & A 04570
CAUSAL CODE: 0F09 SYNPTONS: 704145
ORIGINY 0 TRAMS RESION: 52 . TRAKS DATE:
YEH REPL. .
CASE TYPE:  4~FIRES - FUEL FED MEANS CODE: A-LlOL INVEST-PROD LIARNILITY
ATTY MAME: ATTY MEMD: o
CLAIN AMT+ ] AHARD AMT : g
HICRO: 4340204
COMNENTS»
1994711714
CUSTOMER

SAYS
=THE nurm‘s YEHICLE BURNED TO THE OROUMD OH 11/13/9%6
=THE VEHICLE IS NOM WIYH STATE FARM INSURANCE

[

FER CUSTOMER, DEALER 3AYI3

;lﬂ CONTALT

CUSTOMER 3EEWS:

;Tﬂ FIMD OUT THE NEXT STEPS

CAC ATWISED

=& LEGAL ﬂﬂ.l.l.l Y5T WILL BE IN CONTACT WITH YOu

CUSTORER 34YS.

mn CALLIND BACK TO ADD VEHICLE IEEHTIFIHTIH HUHBER
-TIE TRUCK HAS BMMNED COMPLETELY

ER CUSTOMER, DEALER SAYS»
-II:I COMTALCT

CIJFITH
-Tﬂ ADZ H'EI'IIEL.E IDENTIFICATION NUMBER TO COMTACT

ﬂlc ATVIAED

=VEHICLE IDENTIFICATION MUMBER HAS BEEN ADDED
~INFORMATION HAS DEEN SENT

DWNER RELATIONS VOP/BENCHMARKING 09/20/%% FAYLGLTG




et

. —— . B————

09,2099 MASTER DMNER RELATIONS SYSTEM II 19.08.32
‘..’IIII:I::-‘BI'"'II:=n---=-===lt“-I-lII.I-I'-I-IIi:m-..t":mI.I-SSSI::-l'Il
b 57 ZuTRe ko TTASETACT HERs 1077 05 OPENED. 1L cig9s
VIN: 1FTEX] Sk SA M EwOINE: W rone  OPCNED: llslisiane
'“-.l.--.----“..-'ll===¥ﬂ.'=‘==="‘."'::‘:.":"::'.‘.‘:-‘:="=I‘-'=“==t=-'-

1996-11s18 "
CUSTOMER SAYS
- ;LII.GIIE MELTED

THAT T00 CLEF CAUSEDR)
COMFANY 1S REVIEWING TO SEE MHAT CAUSEN IT
%;Elg‘lm 30 DADLY THEY WILL PRDBABLY MOT RE ABLE TO DETERMIKE
FI“.EYH MMIZ, INSURANCE AGENT, ([218)491-5824

TH [ ]
HIFE CAN BE REACHED AT DURYNG THE DAY
HHMIHH ROCK '.-'E

TiE BNy et

RUNS A
HOULY LIKE DECISION QUICKLY

FER CUSTOMER, DEALER S5ATS
;. N0 CONTACT

CUSTOMER SEEKS.
. LEGAL DEPARTMENT TO CALL HIM NITH

CAC ADVISEN, .
= WILL FORMARD THE INFORMATION TO THE LEGAL IEHII‘IHﬂI' T REVIEW

13, NEY SHOULB SE CONTACTING YOU IN WEXT FEM DAYS

LPA ATTENTPED TO CONTACT YHE CUSTONER'S KIFE, MHD HAS AT AVAILANLE. LEFT
VOICE MAIL MESSAGE REQUESTING CALLBACK. r =L

TTENFTED TO CONTACT THE INSURANCE AGENT TO DETERMZ L OF URANCE
MVDLVEMENT. LEFT MESSAGE REQUESTING CALLBACK. nE I'HE 13

I

!:HJ'I.IJ'EI

El.l;n !FHE!EI‘%;I LEGAL ANKLYST THAT LEFT A WESSADE DN THE ANSHERTMG MACHINE
;“HE MNACHIKE llI-I'l“E:T CAPTIRE HE COMPLETE NUMBER THAT WAS QIVEM oY THE

n -

CAC ADVESED,

ol ER LEGAL ANALYST M. MOLF, PROVIDED HER DIRECT NUMNER AND INFORNED THAT A
RETURH CALL MOULD BE NADE WITHIN 15 MINUTES .

OMNER RELATIONS VOP-BENCHMARKING 09/23/%9 FAXLGLTE
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PI/ZO/9Y MASTER OWNER RELATIONS SYSTEN I 19.93.32
'.--_'-----“sl--‘-“.-t-'-l.'.m.’.'.m.“..:::_.-'-Ft‘.-:.".‘l.'-.m---nll
;EIHHIIIIESK T aT IH’!'LIML i:u'.rlﬁll:ﬂrﬂllﬂI.M:I HBR: 1D7T&73RS Hnrmm milm |

»

¥IN: 1 FTEX] 6 5 M ENGINE: W 0 CLoSED: 11720-199¢
---I---..II-I'II-I'Il.l.l.l.l:ﬂl’l.::l===lt-=-=-p-"---.--:--;'--:---'-----.J
1996711721

#EFTHIS IS TI'E CI.I:BIHE COMMERY

LPA CONTACTED THE OCUSYOMER MHD

APVIY
—TI'IE 'IEIIII'.'-I.E Hhi BEEM INSPECTERD WY HIS IHSURANCE I:IRIIEII
5 30 SEVERE THEY CODULD BOT DEI'EHHIIE
-TIIE‘I' III'I.I. IE TOTALLINS OUT THE VEHICLE, BUT IT HII.I. ﬂll."f AE ENOIMH TO PAY
OFF THE LOAN: HE BOES HOT HAVE EMOUGH MOMEY FOR A BOHM FA
"BURNED TRUCK AMD FARK IT I FRONT O FORD DEALERS ALL PYCR TONN
-IIE MILL CALL THE NENFAFTRS ANR MEDIA w

I.l".l ADVISEDs
<IF THE INSURANCE COMPANY FEELS THAT FORD HAS ANY LIABILITY, THEY WILL

SUBRDBATE

=FORD WILL TAKE MO FURTHER ACTION IN THIS MATTER; IT II DETHEEN THE CUSTDOMER
AND THE IMSURRNCE COMNPANY

=HE HILL 3END A HEITTEM REIFOMSE PER HIZ REQUEIT

1996-11./25

=K MICRO HUMBER ADRED moe

OWNER REIATIDNS VOP/BENCHMARLING 09-20-99 FAXLOLTA
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BEGIMNING QF CONTACT
09,20, 89

MASTER DWMER RELATIGHS SYSTEN II Iv. 08,22

2565CH LEBAL COMTACT YEH TYPE: TRUCK
E

DPNYER 55 NFTR AN CONTACT MNBR Iﬁ?llﬂlll OPFNED: BB-D2-199&

VIN: .'— ENGIRE: G CLOSER: 10,2871996

LAST KAME: STATUS: CLOSED
TIvLE; FIRST NAME: N -

]
CITY RALARAR ST I
HOME PHONE, F II.I!TE;‘HDHE: WF'
MODEL YEAR: MODEL
MILEAGE: 15080 H5E,
DIEALFR MAME: SPRADEEY/BARR FORD 3ALES CODE: 156443 P EA 05139
CAUSAL CODE: 0286 D709 SYMPTOMS « 706145
E.l‘:lbig . ] TRANS REGION: 56 - TRAMS DATE:

1
CASE TYPE 4-~FIRES - FUEL FED MEANS CODE:  A—
¢ ' A ian L6L INYEST-PROD LIABILITY
CLAIN ANT. . ARARYY ANT

ulm. 45408355
COMMENTS «
lﬂf%i SUBSEQUENT #ai
F

CUSTONER SAYS:

~ COT Zhe§ FROM HAMT‘I' CARD
= VEMICLE CAUSNT DN
;E:EPI%ELE HAS E.'ﬂll.ll!'l' LEI.KS; OME I5 CAUSING HOT AIR TG BLOM ONTO FLOOR AND

- FII’E DEFARTMENT HAS CALLED: FT. CDLLINS

PEII CUSTOMER, DEALER SA
- I:AI'T EVEM LOOK AT H'EI'IICLE FOR THD WEEKS

ﬁ.lmi.l SEEXS)
HICKER REFAIR FOR mrmm
- Lﬂlﬁl VERICLE

EEEHFISEN
[ ]
= HILL DOCUMENT AND FORMARD COHCERM TGO DEPY
vy LEBAL l_Hll' REQUEST SOMEONE TO

LOAN VENICLE:

Z Eoures o DErol RTOYRIoN OF THE MARRANTY. CLARTFICATION OF THE
DEALERENIP IS POLIY G ALTARMATLVE SRAMSPORTATION 1A

= MAY REQUIRE AN APPOINTRENT

OWNER RELATIONS YOP/BERCHMARKING 09/20/99 FAXLGLTA



norzar/99 MASTER OWMER RELATIONS LYSTEM LI 19.08 .52
'---l‘-tlli_:lltni--m::::====;|:lll-:---“:ll.:ll:ll-lllllIII--llll::::!!l.l:lln
2BE5CH I.EE.I.I. l'.'.l.'ﬂ'l'l.t‘."l' YEH TYPE: TRUGK
TEMVER 56  IM/TR4 CONTACY MER: 107318112 nrulzm Far82s 1996

YINa SFCHF53GT ENSIME. B CLOSER: 10/28-1994
AN LSRR IEEENFEE AR RN -..--I-.-‘=-==='lI-I---------“--===I-n----t-=‘
1996700702
DE!.LEIEHIF REQUESY FOR msum AFFAIRS REVIEW IEFﬁI\'!I a=E=96 NmM
- Fﬂ TXDICATES SAME 1 FI:IIIT
LPA CONTACTED DEAL ERSHIF
— DEALERSHIF IS T Rﬂ'lIl THE MECHANICAL FORTION OF TﬂE CONCERR IN ORDER TO
ALLON CUSYOMER TO CONTINUE ON TRIP.
=~ UNCE CUSTOMERE RETURNS TO HOME IN HHIH THEY ARE '|'q CONTACT DAN GIES IN
CUNSUHER HFFIII.E .l'l' 313 S56-5919
= AT THAT TIME, L ARRAMGE TO REPATIR THE m TD THE FLOOR OF THE
MOTORKOME ﬂ'l'l'lﬂ IIITEI:IIJI AFFECTER BY THE F1
IE;‘EEE-HILI. lﬂl‘!! OPEN LMTIL THAT TIME FOR THBII I‘m
EXM LEITEI DATED 8/20/96 ¥ix

CUSTOMER WRITES:
= WRITING DECAUSE HE HAS WOT RECIEVED ANYTHINF FRON REGARDING FIRE
- III'I'M.I.H THAT HE HAD TD WRITE ASAIK REEARDIND ‘I'HIS TI'EI

PEE CLAATOMER, DEALER S5AYS+
— NO COMTACT

l:l.l: AINISED:
= MWADE DOBRC TO CUSTOMER
« LEFT HES3AGE FOR CUSTOMER TO CONTACT CAC
1:=I“E§'LE§‘I‘. PFLEASE ADVISE OF INFORMATION DOCUMENTED FER LFANE

SESTHIS IS THE CLOSING COMMENT

MTHHSE!EHE %‘EILL Ilg CONTACTED COMIUNER AFFAIR3:

- %:rrﬂ.l.;._}'lnlillﬁ RECOHTACTS AT A LATER DATE THE Eﬂlﬂ!ﬂl FILL BE ADDRERSED AT
uw:yzz )

CRO ADR

CWMER RELATIDNS VOP/BENCHMARKING 09720/3% FAXLOLTA



IEIHHIH OF CONTACT

092099 MASTER OWMER RELATIONS SY3TEN II 1%.pa. 32
BN S =SS ST S S S TS S ES S ESSS S SR AR AN TS S IS CEINITEEEEF NN AN N
5157TMH LEGAL CONTACY YEH TYPE: TRUCK
MOUTHHEST A7  E/The CONTACT NBRa I.IIIIHHH OPFFNED: B2/0371997
¥IN, 1FT Jﬂlﬂﬂh ENGIMNE: & CLDSEDY 82/1371997
AT AT EEEnakEEERE M Ak sy A LR EEE N AN EEEEEEN
LAST MAME: STATUS: CLDSED
TITLES FIRST WAME:; HEN - Ml
ADDRESS
CITY: STATE: IR:
HOME PHOME: BUS. PHOXE:
MODEL YEAR: MOREL . -5
LEAGE sk i
DEALER HAME. IHIIEI FORD LINCOLN SALES CODE: 152089 FE A 0550
CAUSAL i EYMNFTINS . TOS14Y
?ﬁllﬁ%l. TRANS REGTON: 52 = TRANS RATE:
L) -
CASE TYPEr 2-WITHIN YEHMICIE MARRANTY NEAMS CODE: A-LGL INVEST-FROD LIABILITY
ATTY HAME\ AITY MEMD: ;
CLAIM AMT: 0 AMARD AMT. ]
NICROr #935135%7
COMNMENTS:
1997702/0%

EPEALER FAX RECEIWED IN COMSUMEE AFFALRS ON 273797, Hlﬂ‘lﬂ IS USCAR PAIZ =
Dﬂw COMTACT MUMBER LUB428517 =N
L]

ﬂ 'I..’W!T; 'H'EI'IICLE I'I.III A FIIE II 11'IE EHIHE mmmﬂl‘r
—CUSTONER HEFI.\SE Tll l'.‘ﬂﬂTlET I'IIS IHHIIIIEE MIIT IEQMEE HE ALLEGES THE FIRE
mmz SHOULD BE COVERED UNDER MARRANTY i

Ll"al ATTENPTED TO COMTACT OSCAR PAIZ, S/W, KHO WAS NOT AVATLABLE. LEFI' MESSAGE
HITH RECEPTIGNIST REQUESTING CALLBACK. MNOTE: C3M Ili REANY AINISER THE
CUSTOMER TU l:lJHTlCT I'IIS IHSIJIIII:E COMPANY . v

—THE VEMICLE 15 l.'l' THE mm
-Tll CUSTOMER HAS MOT CONTACTED KIS INSURANCE I:I‘.ll.['lﬂ'f

I-Pl. ADVISELR

=FDR FURFOSES OF CUSTOMER SATISFACTION, WE MILL .llll.lﬂl FOR AN DUTSINE
INSPECTOR TD LOOK AT THE I’IEIII.'CI.E

=HE SHOMLD AIWISE THE CUITOMER T FIRES ARE SPECIFICALLY EXCLUDED FROW THE
‘I'Illlll'l‘l" AND TO CONTACT HI3 IHMIE'E CONFANY

LPA FAXED INFORMATION TD EAA LNSFPECTOR GEORGE SFEIGL

LPA ATTEMETED TO CONTACT C35M, WO HAS WOT .l\‘lIL.IILE. LEFT VOICE MAIL MESSAGE
ADVISTING THAT CONSUMER AFFAIRS MILL ARRANIE INSPECT

LF.l JENT FAX TO DEALER AINISING THAT MR. H'EIH- HII.I. IE DOXNG THE INSPECTION.

SEII REPDRT RERUESTED

OMHER RELATIONS VOP/BENCHMARKTIHG 09720099 FAXLGLTO
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H
0Yr2r 7y NASTER OWNER RELATIONS STYSTEM II 19.08,.33
i it
5157MH LEGAL CONTALT YEH TYPE: TRUCK
SDUTHWEST SF  ZW/TRa CONTACT H'IRI 198047624 OPENED: 827031397
VIN: LFTJXS ENGINE: & CLOSED: W2713-1997
':‘:—E-.-'----.-.“"-..-.---l-ﬂl—===.--==l--'-==-==ﬂ--'l=ﬂ-=="iIIIIttﬂE.IItI
IEE?IDEJ‘IS

B MAYIS, DRIGEHAL 06

CUSTOMER ZAYZs '
;‘I'HE CUSTOMER IS MOT HAPPY NITH FORD™S RESFONSE IN THEZ MATTER

PFER CUSTOMER, DEALFR SAYS
'TI'IET ASKED THE ZONE IIEFE.ESEHTI.TI’A'E TO CONTACT THE I:lE-Tﬂ‘lEE.

EI.ISTHIEII SEEKS.
-Tﬂ HEAR FROM THE FORD REFRESENTATIVE ON THIS H'I'TE

I:M‘.'. AINIZED
OSCAR PAIZ CCUST. REL BGR.) IS5 IN THE REST Pﬂ:l.‘l'mﬂ TO ASSIST YoU
-.wc MEE HAY CONSULT FORD CSA IF REQUIRED
199702704
B3 HAVIS: DRIGINAL ERs

wsmn SAYS
=HE HAS HIS TRANIMINZIDN REFLACED SMONTH3 ABG
=HIS TRAMSMISSION HAS CAUSED FIRE TO HIS YEMICLE

]
PER CUSTOMER, DEALER SAYS:

;Hﬂ CONTACT
CUSTOMER SEEKS»
=THE INSURANCE COMFANY WANTI TOD KHDW WHAT 13 BDIII! TH WI3 VENICLE
| ] T‘HETEIH'THIEIMUITHE\"EHICI.E.I
19577027 0
FINAL KEFORT AR PHOTOS ARRIVED.
1997202710

CUATOMER 34 -
- WMLD LII'-FTII EMDM WHEM A FORD REPRESENTATIVE HONN.D BF TALKING TD  CUSTONER
COMCERMING FIRE BT TRAMSHIISION IN YERIGLE S

= CUSTOMER WUMBER I3 Z10-B05—334

ER CUSTOMER, REALER 3AYS.
CONTACT

TOMER SEFKS
= HOULD LIKE TN KNOW WHEN A FORD REPRESENTATIVE HOULD BE TALKING TO
CUSTOMER AMDUT THE FIRE IN VEMICLE

]

CAC ADVYSED)

RE SPEAKING HITH A FORD REPRESENTATIVE:

- MR. O5CAR PAIZ (SERV. MBR.) IS IN THE IEST POSITION TO ASSIST You.
-mmu‘rmunmm:rn-n:

- B} TIHE FRAME D1

—EFHBEDFM f.'MIHEEiL MILEL BE IN CONTACY I.‘-I.ISTIHEI

DUMER RELATIONS YOF/RENCHMAREING 037207%% FAXLOLTG -




aat

NS 209 MASTER OWNER RELATIONS SYSTEM II 19.08.52
=lIl=III-I-i.'“'--l---In-‘“l:!:ﬂ:l!'.IIIIIIIIIIII“I-IIII===‘=|===ﬂ"—-::—-'I
5157MH LEGAL CONTACT YEH TYPE: THEICK
SOUTHHEST 5 INTR: D1 CONTACT HIIH.- luﬁq'.riﬂ OPENED: 02/03-1997
YIN: 1IFTJ OSxSO ENGINE CLOSED: 0271371997
-lIl----'I!II::IIIIII:::III‘III:::::II"-II-Ii“il‘l‘--‘!.t..--!ﬂ.-‘="=========-I-'-I"'
1997r02r10

CUSTOMER SAY3:
; UPDATE THE CUSTOMER FHOME WIHIBER IN FILE

PER CUSTOMER. DERLER SAYS+
= MO COMTACT

CUSTOMER 3SEEKS.,
= UFDATE THE CUSTOMER PHONE WNDER IN FILE

m ADVIS
- m-urr:n THE NUMBER. I FOR THE CUSTOMER HOME PHOME MUMSER

I:I.I'.‘!Tm SEEXS:

- CALLING BACK HITH UPDATE

CAC ADVIAEDM

- REALERSHIPS ARE INDEPENDEMTLY OWMED AND OPERATED

- CONTACT CUST, REL. MOR./SERY. MNGE> FOR F!.IHT EXPLAKATION,
1997702711

#mx MAVIS: ODRTBINAL mone

CUITOMER SAYS

—III.HTS TO TAKE TO ANOTHER DEALERSHIF TO HAVE THE CAK LDOKED AT.

EI CUSTOMER, DEALER SAY3S:
-IH.ITIH T0 HEII FROM FOR REPRESENTATIVE.

W!Ttlﬂ SEEKS«
; DPIMION FROM AN ANOUTHER FDRD DEAM ERSHIFP.

CAN BE PERFORNED AT ANY FORD OE L-M DEALERSHIF FRANCHISED TO SELL
—RECOMMEND CONTTNUE HORKING HITH SERVICING ‘.IIIH.HI:II_I’. .
99T SR8 !

SE3THIS IS THE CLOSING COMMENT

¥N NOTE: COMMENTS ADDED LATER wzmmms‘rﬂmlﬂmmu

LPA CONTACTED OSCAR FIAZ AT REALERSHIF ANE AINISED

~FORP HILL TAKE WG FURYHER ACTION AT 1'1‘“5 TIMNE; IHMIII‘-'E COMPANY SROULY

HARBLE THLS
-IIIII.L BE SENDIND A LETTER TO THE CUSTOMER

m .
—;ﬂ%sgusm's HIFE JUST CALLED AND AUTHORIZED REPAIRS CINSURANCE WILL HAMDLE
LETTER SEMT TO CUSTOMER ADVISING:
=THE INSURRMCE COMPANY SI-I.'IIJII.II HAMODLE THIS REFAIR
~THEY GAN SURRDGATE IF THEY DEEN NECESSAKY

OMNER RELATIONS VOP/BENCHMARKIMG 09/20-9% FAXLOGLTE




/20779 MASTER DWHER RELATIONS SYSTEM 11 19.08.32
=|::l|::=l:ll=II:I|:::I========:::::::-:-:I.:.m;;;;::==:-::l-::::-.:-a--;--:s----.
E15THH LEBAL LDNTALT ’ TYPE: TRULK
SOUTHWEST 37 INTR: CONTACT NER: 10B0&TS24 IJFHEII- D2 0575997
VIM: LFTJX35GXS EMGINE: B i ED: DErFLE/ 1997
R I ENEENEFEXN - S oSS oSS tt-r::-z:-:---ll:::.::ug::::s::a::::.-::-:-::s
1997702717

sx MICRO HUMBER ADDED x

OWHER RELATIONS VOP/BEMCHMARKING 89/2099 FANLGLTG




IEEIIIII;;H DF CONTACT

MASTER OMMFR RELATIONS SYSTEN )i 15%.18.52

ST e T TP I Py DTy L T Y T T L T P e A R e L
T&1KL LEHI. CORTACT YEX TYPE: TRILK
iR i :ﬁ CONTACT MIOR» 10T 978904 OPENED: Dl-14-1997
¥Iil: IFTE:].EIH'S EMGINE: H CLOSED: D2r03r199T7
::l:“-----l-l:l:---l:::::u..::.l:....:-----l-n--::::-----:-:--u:----------
LAST WAMEr . ST.HTUSI CLOSED
TITLE: FIRST MAME.
ADDEESS .
LITY:
HOME FHODME: ll.l! PHDHE:
MODEL YEAR:
MILEAGE S0800 .
DEALER MAME: SCOTT MICHOLS MOTOR ﬂl.E".i CORE: 1716 I- - FE A DDERZ
CAUSAL CODE: 2018 3101 25353 SYNPTONS | ?nil‘l 208500 305208 \
ﬁﬂiﬂil [+ 1] TRANS REOIOH. 71 TRANS DATE.

L) . =
CASE TYPE: &1-FIRES - EXHAUST-CAT.COMVERTOR-OTHER MEARNS COBE: A-LiOL INVEST-FROD LIABILITY
ATTY NAME. ATTY HEMO. :
CLAIM ANT: ] AMARD AMT: - a

HICRO: 59402430

COMMENTS 1
1997701719

ﬂi KAVIS: SURSERUENTwws
xxe CUSTDMME FURSUING DISPUTE SETTLEMENT S0a%D. woee
CUSTOMER SAYS.

—RANBALL GREEMN FORD HWEARDI THE NOISES IN THE AIR mmumen AND RECOMMEMTED HE
KEEP THE DRIGINAL AIR CONDITIONER AS LOMNS AS POSSIBLE
;"II-'“,IE unﬁu.gnrum CAUGHT OH FIRE IK FL PASD TEXAS THE DAY BEFDRE

CWNILE PULLING OFF THE ROAD, WE HIT SOME METAL FROM 4 COMSTRUCTION SITE AND
HIS RIGHT FRONT TIRE ExPioDED AMD KIS BUMPER WAS SCRATCHED

ZUSED WIS SPARE TIRC SND WANTS A WEW ONE .

~THE WHULE VEHICLE FILLED UP WITH SMOKE L

PER CUSTOMER. DEALER SAYS
=SIERRA 'H‘I!Tl- JAY BOOTH COMTALTER THE REGIONAL REFRESENTATIVE WHO TOLD THE

TO PAY FOR A mn‘:m'r TIRE AMND THE RFPRESENTATIVE WILL SEE IF
TIIEIE'& IHT'I'I'II FORD MIil DO el .

EIIETHH SEEES.,

—HANTS FORD TO TAKE IESI‘MSIIILITT FI:I ‘I'HE'.!! FROBLEM

=USER HIS SPARE TIRE ANR HANTZ A N

~HANTS TO KHOH WHAT THE REQIONAL HEHIIEEHT#TH‘! HILI. B0 FOR MIM

DWNER RELATIONS VOP/PENCHMWARKING ©3720-99 FANLGLTO
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%2099 " MASTER EMNER RELATIONS SYSTEM 1 19.08.32
:l:l:lltltllll-tI:-llll---ulr-u----!=I=I!!l:':tiltti--_-ml--lm-lt--m-l-ll:----
97%1KL LEGAL CONTALT VEH TYPEr TRINXK

SDit 1n ZH/TR: 51 CONTALT MBR: 107975904 OPEMED: BL-/14/1997
VIN 1FTEX15H7 SR ENDINE: H CLOSER: 82703/1997

ENEEE I AN A N AN EE N I R I T Ep NS AN AN SIS EEIEE =N EEERE RN
1997701714
;HI.IIT! DER INFORMATYON

CAC ADWISEDY
= IMITIATED MAYLIMO OF D33 BROCHURE/APPLICATION
=L TO DENNI3

=PER EEHHE ANTON« TRIED TO OIVE TRARE ASSISTANCE FOR #2000 AND THE CUSTOMER
*IIIFIIS :
= A REPRESENTATIVE FROM CONSUMER AFFAIRS WILL CONTACT CUSTOMER TO REVIEN

léﬂfﬁi%; !mﬂ“m“‘
CUSTONER S8

-mm‘m ﬂll.l.IIG BACK ANDUT AIR CONDITIONER FIRE BECALSE HE HAS MOT HEARD

-F'EI*IEETMFELSTHITTHEHIEHISMDWHEMHDFFTHIWDWETDTHE

PElt CUSTOMER, REALER 3AYS: |

~SERYICE MAMABER SAID THE FORD REPRFSENTATIVE 3AID THAT CUSTOMER IS TO PAY FOR
l NEW SPARE TIRE AND SUBMIT RECEIPTS TO DEALERSHIF FOR POSSTBLE REIMBURSMENT.

m SEEKS
-I. REPLACENENT SPARE TIRE.

GI.G ATWISED.
- & REPRESENTATIVE FROM CONSUMER AFFAIRS KILL I:GHTIET mrm (HO TIME FRAME

GOING) ,

boen RAVISs SUBSEQUENT me

CUSTONER SAYS)

=CALLTHG BACE APOUT SAME CONCERM.

~THE BEALERSHIF HAS BEEN VERY UNCOOPERLTIVE I'IITH THE FIIETI:HEII'.
—THE CUSTOMER REFUSES TO FAY FOR A NEM SPARE

CUSTOMER, DBEALER SAYS:
'FEI MR. JAY BDOTH» MEVER CONTACTED THE REGIOM REPRESENTATIVE.
—I AN SURE FOER HILL REPLACE THE TIRE.

msrm SEEKS.
—HGULD LIKE TO RAVE A SPARE TIRE FOR THE VEHICLE.
-iﬂ'l.ll.b LIKE 30MEONE FROM FORD TO GIVE THE CUSTOMER A CALL.

I:!M: AWISED:
~SOMEONE WILL BE IIHIII'II'.'.IIE THE CUSTOMNER ARGIT HIS CDC .
=HO TIHE FRANE CAH BE SIVEN FOR THE MATTER, “E

CWBER EELATIONS VOF/BENCHMARKING 09-/20/9% FAXLOLTA
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H

09/20/99 MASTER OMMER RELATIONS SYSTEM IT 19.048 .32
EEEE A ERNEE S rEREE RN - - X AN AR L I - I I EAR RN XNy ErFFERFEC I rCEENENEETTSIEEN
;;:1!!. In WTII-.EE“ lET-IIT.lI'.‘-T HBRy 10797 BPEaED )OI ey

1 ' FrayM  OPENED: DL/1&F3997

¥IMs IFTEX1BHTS ENGIMEx H CLOSED. 8270071997
EEEEEY RS FELCEOCEEE R E e I 2 EFi AN CEEEEEEENEEEEEEN EFEN
199170128

CUSTOMER 3SAYS r

;IEITEIWI'E SANE CONCERNZ

CUSTONER SEEKS,

=WHEN WILL I ML CONTACTER

;‘l WANT A NEM TIRE AT MO DOST

CAC ADVISED:

~CONTACT DENMIY ANTON, EUSTIELHTUEEEMTTHEHJ!IEMETHWHTHE

CSH REBARDING THE SPARE TIRE

Eﬂﬂml TATIVE FROM CONSUMER AFFAIRS MILL mlm.::r IIIJS'I'HEI CHO TIME FRAME

~MILL FORWARD MOTE DIRECTLY TD MGR OF LITIGATION HIE‘HH‘I‘IOH IN AN ATTEWNPT TO

SPEED IP THE ASIESSMENT OF THIS ISsUE

19977431
CUSTOMER SAYS:

= CUSTOMER IX CALLIMNG EKACK ABRDUT STATUS OF LEGAL ACT

- IS SENDIRG THE DISPUTE AETTLEMENT BOARD lHI.ICiTIH Il MONDAY

I

Fﬂ CUSTOMER, DEALER SAY3:
; JAY BOOTHE. SERVICE m 3AID TO CALL HERE

CUSTORER 3EFK3:
- STl-TllS OF LEGAL CONTACT

CI.E AN ISED
= MADE OUTROUNE CALL TO CUSTONER
~ CONTACTED LEGAL AFFAIRS
= AMALYST IS STILL MOREING WITH DEALERSHIF ON SITUA
llﬂm FEON LEGAL SHOMLD XE IN CONTACT. HITH

—LPA CONTACTER CUSTOMER
&Phlmﬁﬁﬂuﬂfuml%LEﬂﬂIF THEY HILL ORDER THE HEH TIRE
L]
-LFA WILL P DE = 1]]
T THE m: mﬂﬂ' E TD PEALERIHIF FOR TH
u=xCLOSE PER Fﬂfﬂ'm COMMENT3ae
199770271

~-LPA CONTACTED JAY BOOTH. 5M., AT DEALERSHIP
—FEA) BOEBE

=AMOUNT) &748.4%
~LOBE; W&

19977 02/26

REMTCRO RECORDEDIS

OHMER KELATIOMNI VOFsBENCHMARKIMG 09-20-9% FAXLOLTA




BEGINNING DF CONTACY
2ewe

MASTER MOLER RELATIONS SYSTENM IX 19.08.32
ARSI IENENFEIIEEECEEEEEEENEEEEEERusadEkrdirereseerranenkRAi R EEE I IEEFEENANNEE
P266FH I.:EEII. COHTALT YEH TYPE: TRUCK
SPR 10 ENSTR CONTACY MAR. lﬂlmﬂﬂl OFENEDy D3/ 19719%7
YIN: IFTHFIEF!!C_ ENGINE: F CLOSED: B4/ 02/1997

LAST MAME: snmns- CLOSED
Imms FIrsT nane:
M E
CITY STATE. I ZIP: [ ]
HOME FHCME: M BUS. PHOME: ?
MODEL YEAR: 95 EL E3
MILEADE 41800 o
DEALER MAME: PRINCETONFN ENTERP S.M.I CODE: 147538 P LA 054458
CAUSAL CODF: 070% ITHFIDMS + TOS14Y .
ﬁ&igh a0 TRANS REQION: 47 - TRANS DATEs
U . .
CASE TYPE: 43-FIRES = EXHAUST-CAT.COMVERTOR—OTHER MEANS CODE:  A-L81 INVEST-PROD LIABILITY
ATTY MAME: ATTY HEMD:
CLAIM AMT: (] AMARD AMT:

!
MICRO: 5000677

CONMENTS »
1997/82/19
oo KAVIS: SUBSEQUEMT *%&
CUSTOMER SAYS:
- 3/15/97 Qi95PN TRUCK BURNED IN A FIRE COAKLAND CITY 458 SOUTH/11D0  EAST)
~ FIRE STARTED OM THE DRIVERS SIDE IN THE ENGINE COMFARTMENT
VEMICLE STALLED ON CUSTOMER
HHER TRYINS TO SYAKT THE VEHICLE HOTICED SMOXE m FntE
VEHICLE unn mu FAVING COMCERMS MITH THE VEMICLE STARTING
; S WIOHR MHO SA !Iilll-lmmsm

VEMECLE HAS HIEI ITHIIE HHIIIE tmun' Plll-llll
PROBUCT DEFELT

“REPORTY KERE FILED (OAKLAND CITY rg,;n:z DEPARTHENT)
INSURANCE ADJUSTER I5 COMTHO TOMORROM ¢

PER CUSTUMER. BEALER 5AYSq -

= MERE 00T TO REFLACE ALL THEC INJECTORS AT SCHEDL.ECR R

= POSSIBLY THE OLD INJECTORS CAUSED THIS A3 THEY ARE I.m-lTEII DN THE DRIYERS
SIDE MIERE THE FIRE STARTERD

|

CUSTOMER SEEKS.
= HARRANTY REPFAIR HISTORY
]
CAC ADVISED:
— RIlLL FORWARD THE INFORNATION
E = HILL B3E RFCOMTALTED BY THE LEGAL DEPARTACZHT

DWNER RELATIONS VOP/BSENCHMARKING 09720499 FAXLGLTG



152099 MASTER DHBMER RELATIONS SYSTEM II ) 19.08, 32
EIEFREEEEFFF s SIS rEErAEEEEEE AR R RN AR SR AN AR A AN A EEEAEARE T ENEREREEFEESETSSS S SS
S26EFH LEGAL CONTACT ¥EH TYPE: TRUCK

Ak 1 ZH/TR: K2 CONTRCT "lﬂl' 1 ﬂl!ﬂ“ﬁ OFEMED: ©3719-1997
VIN: 2FTHF 3PSOk ENGINE CLOSEDY W4-0271997
IETEREEEN ASENEEEELEEXAANS RESS l.:u.::ll::I--lul::::I::l:l::::In--I- unE
l’“l" 03 28

A MADE OBLC YO Cirs

TOMER
-IIIII.L SEND OUT AN (WTSIDE IHSFECTDI TO IMSPECT THE 'l‘EHIﬂ.E
-\"H'lli:l.-l! I5 LOCATED AT HIS HOM

I.Pn MADE OBC TO EAA-CLIFF HELLS
-HE MILL DO OH MOMIMY 3724

MGR/TON SCHAFFER
=VEHICLE WAS ROT SCHEDULED FOR APPOINTHMENT FOR INJECTOK R

lﬁkk F.II TD THE LPA THE RO FOR THE ONE TIME TIIE \\‘q{lﬂLE H.l! IH THE DEALERZHIFP

HETHES Ls T CLOSING COBENT | s raom e sHsPECTION
" 41
MSIII.E TO DETERMINE THE UHEIII OF THE FIRE

I.Fﬁ MADE ORC TD CUSTOMER'S WIFE

~GUTSIDE IMSPECTION HAS COMPLETED

~IMPOSIIELE TO DETERMINE IJIJ'.IIIIl OF FIRE DUE TO EXTENT OF DAMABES

~CONTINUE TO BORK WITH IFNS. - AND THEY ROKALD S'IIIWTE IF THEY CHGOSE TO DO

=
199708287

159Y/ 0%/ 2% £ M ’ -
EENMMRETURNED FROM MICRO——SENT AGAIN DUE TO MICKD MACHINE BREAK DOWNxw®

DMHER RELATIONS VOP/BENCHMARKING 09720799 FAXLEGLTG
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BEGTHNNING DF CONTACT

uerzesyy MASTER OWMER RELATIONS 3YSTEN II 19.94.352
llili'il‘II'iItlllm::::::::I:-nl::::l::::l!::::-k:l--...:.|:-“===:::—:---::::-‘::
E15TMH LEGAL COMNTACLT s TRICK

SOUTHHEST a7  IWTR: C1 CONTACT MEE» lIIISIHIﬁE WEHEII- Wlﬂll!!?
ZFIHFSTY1 SO ENGINE: CLOSED. D&SLE/1997

EEEEE NN ———1 £ 4 S ----..“‘...‘:-:-l--====-===--“—
LAST MAME: STATUS« CLOSED
TITLE;S EIRST MAME: MI:
m“, [ ]
CITY STATE- X LIF I
I-l:llElHﬁHEl s, PHONE,: ’
MODEL YEAR: 35 MOTHEL & F3ERIE3
MILEAGE lantn W3 : )
DEALER MAME: RED MCCOMIS FORD SALES CODE: 152054 P & A DA5SRS
CAUSAL CODE: WN709 STHIFTONS TA%145
?EIFIBIIEL 5o TRANS REBIDN: 52 = FRAMS BATE.
. .
Eﬂ.EE TYPE» A=-FIRES - ELECTRICAL ﬂls I:UDE: A=lO0L IKVEST-PROD LIABILITY
TIV WAME:
CLAIN AMT: o mutn lH'I'I i
MICRD: 5861472
CXMMENTSs
1997/04s10

%IEAI.EI FAX RECEIVED TN CONSUMER AFFAIRS DN 4-/%-97, CONTACT PERSON IS5 J.

CONTACT PERSOH AT PARAGDN CABLE 15 J.J. ARIDA. DEALER SAYS
-TMH%E ﬁlﬂl oF Tiﬁ VEHICLES SIMILARLY EQUIPFED VEHICLES THE COMPANY DWNS THAT

ELECTRICAL FIRES
-'I'IIE EEIIE TOOX PLACE IE THE ENOINE COMPARTMENT AFTER. ™HORMAL OPERATION™, WHILE

-ﬂﬂTm I5 SEEKING REPAIR AND IS CDMCERNED IH.'.'I.I.!SE 1'11!'!' HAVE &5 MOIRE
!IIIII.AI VERICLES

I.F'l ATIENPTED TO CALL 5/M [H &'8/97 !.!F‘I' MESSAGE WITH
mm‘m 3T REQUESTING CALLBACK Tﬂ DITHH lm* JHFORMATION

LH. CALLER . TELFER NHO
~THE FIRE OM THIS U'IIIH.E m ON 2/5/97 WHILE
=THE COMPANY!S

REFORT INDICATED THAT THE VEWICLE )
BEFORE THE FIRE STARTED “*E PIFFICULTY SHIFTIHO

—-THIZ YEMICLE DOES MOT I'l.l'l‘E AS EXCESSIVE DAMADE A3 TI'IE OTHER F-E3
YIN & 2FpHF5TY)SCASSEE
-MI“ REPORT IMDICATES THAT THEY DO MDY YET HAVE A W‘f OF THE FIRE REFORT

LF.l. AINISEL,
=70 FAX A COPY OF THE FIRE REFORTS MHEN THEY BECOME .l\‘%
}'EEE!TTMHE IF PARAGON CABLE HAS CWD COMTACT, AND IF I3 THE

o
MR. TELFER WILL RECONTACT LPA AFTER SPEAKING WITH —

DHWNER RELATIONS YOP/BEMCHMARKING 10%-20/%% FAXLOLTA




Zaal

Qs sy MASTER DWMER RELATIONS SYSTEM 11 19.03.52
NSl LR EE RS TS ERN AN AR AN S NN AN N N C IR A I ITECEEIINERIT
SEWI“IHHIIEET 57 ZIHI!I'.M WMM|E| NBR: 103031 H'E' TE;PEmﬁEW
VIN: zmﬂﬂs& EHIH!' Y ot 52 Lg-: 067 L6 19%T
----kttl;lIttiitl#l------:--------s:--n-::::l'|===-:u:r.:-;m:;;s“h:===';:a
19977157

LA CONTACTED (VO REF D, FIMLICH, AMD ADVISED OF POSSIRELE FLEET mm HE

REGUESTED THAT A COPY OF THE PERTINAT IMFDENATION SE:PORMARDED To
Rk CALLED S JoH T PR Bty ADVISED N HAS MOT YET SPOKEW MITH IS
AT BN THLS VEHICLE 19 AT THE DEALERSHIE, 7'

I.F.l ADVISEDN:
=HE NILL ARRANGE FDR AN OUTSLIDE INSFPECTOR TO LEOK A _THE VEHICLE; DO NOT DO
ANY WARRANTY REFAIRS UNTIL THE IKSPECTION IS COMPLETE
. —;ﬂ“ﬁ%lm FOR THE OTHER VEMICLE THAT I!-llllﬂﬁﬂlﬁm INSPECT
LPA FAXED INFORMATION TO EAA INSPECTOR RALPH STERN AN FEQUESTED CALLRACK
TO YERIFY HE CAN DD THE INSFECTIONM. “
19970423
e TR O,
- ne
AT HIZ DEALERSKIF ZFIHFITY1SCHREEEN
—HE HAS INSPECTED IT m HII.I. II Elﬂﬂlﬂ THE REPORT llll PHOTOS SOOH
=ASYISED THAT HE HAS A coFY RE REFORT FOR THE -OTHER VEMICLE
ll.!ll INVOLVED IN A FIRE (IEFEHEHI:E CONTACT MO. I.II- lﬂ.“]

I-Fl CORRPETED- VIH MMBER IN CONTACT
UFDATED VIN NUMRER

1997-45/13

EAL REFORT AND FHOTOS ED O %r2&r97.

BECAUSE INFSECTION m“mus INCORCLUSIVE. IE"{IHIII %I‘II'I "mmﬁﬁﬂ
IEEJI'“ ANALYSIS FOR DETERMINATION AFTER THEY I I'IE VEHICLE OGN 5713797,

iy IEI.THE c}::'mnw:m THAY THE FIRE WAS NOT DU MANU DErF
INSULATION DAMAGED; PROBABLY BY RGDENT. F !q FACTURING DEFECT.
1397787-10 '

Ws NICRD WUMBER ADDED RN

CWHER RELATIONS VOP/7BENCHMARKING 03720099 FAYLOLTG




£l

IH}%HHIIB OF CONTACT

099

STER DMMER RELATIONS SYSTEN II

19.0a .32

tlll-l!l-IIIl===lI=til-ll----llIl:llll---lI-'lII==--'-------=II==I.:::--l---"

S157eH T
VIl

I TR
ZHH-FITTES

LEGAL CONTACT

EH TYFE: TRUCK

YEH
CONTACT HEE: 108369157 ﬂfEHEﬂl 0410199
ENOINE: ¥

CLOSED» Ilillif'lil?

TR s A AN N S X AN N S N NN I REEE= R SN S AN N SN TN T

LAST NAME:
TITLE:
ADDRESS

COMMENTS «
1957704710

SAN ANTGNID
%u—:sz—qs:.s

2

13500
K709
o0

SA-FIRES — ELECTRICAL MEANS LDDE»
ATTY MEMD:
AWARD AT

FIRST NAME:

STATE.

BMIS_ PHOME:

MODEL .

=111

SALES DODDE:

STHPTIMS A
TRANS REDION:

STATUS: CLOSED

Ml
Tx i 7245
218-352-45]1 %
F-SERIFS
152054 F & At adlgs
THL

5209 raaks mares
A-LBL INVEST-PROD LIAMILIYY

0
MICRD: 5132166

TEEEE.IL FAX RECEINVED IN CONSUMER AFFAIRS ON /597, I:.‘.'IIIT-IEI' FERSOK IS J.

ACT PERSOM o7 I 15
IS ONE OF THD SIMILARLY mr
BCTRICAL FIRES

~THIS
HAVE HiD EL

~THE FIRE

TOOK P
=THERE I3 ﬂ FADE OM
=LUSTIMER 1

LPA TRIED TO CALL ME. TELFER ON 479797, WHO WAS m MH.ILI.II.E.
HITH SECEPTIDNIST REGUESTING A mﬂ'

LPA CALLED J. TELFER,

~THE FIRE OM TAIS 'HEI'III:I.E
REFERENCE CONTACT # 1MMX8Y

ANY REPORT IMNDICATES THAY

"IIJ FIRE REPORT 13X .I.'H'III.III.E YET

ll'l ADVISED:
-T0 FAX A LOPY ﬂf TIIE FIIIE REFORT

DEALER ZA)

'
m (HN3 THAT

PLACE IN THE EMGIHE COMPARTMENT l.ﬂ'll mﬂ DRIVEN

3 CONCERNED BECAUSE THEY HAVE &5 SIHII.&I'.I.? ﬂI.IIH'ED VEHICLES

=TO CONTACT J.J.

CVO CONTALT IS
TELFER MWILL #

MR.
199708714

CALLBACE TO DETAT
mnm:s-.
EITIHSI"A'ETHJA.I'I'IE

THIS FIRE mm o 3715777

LEFT A MESSACGE
JORAL INFORMATION

ER WEWICLE"S FIRE

'||

HNHEN IT BECOMES RVAIALILE
AND DETERMIME IF W¥ XS THE FL

ECONTACT LPA AFTER SPEAKING WITH I Acr.

LPA CONTACTED PARRIN ZTMLICH, FLEEY SIE'I"IEE REF
ON MHETHER THEY MANT TO ME INFORNED,

MAMAGER AND WHO NIS

ZEQUESTED CLARIFICATION
Tais "He MAY I A FLEET CONCERN

¥
DARRIN APVISED WX WOWLP LIKE TO SEE THE INFORMATION m IT BECOMES AUAXLARLE

OHHER RELATIOMS YOP/BENCHMARKING

0920799 FAXLOLTG




s 20,99 MASTER DMMER RELATIONS SYITEM II 19.08.32
SRR AR IR A AN R RN NNk EF A AN AN A E S R R REREEARAECEEEESANERAT
5157 LEGAL CONTACT VEM TYPE: TRUCK
SOUT KHEST 57 INTR: C1 CONTACT HBR: 1UE30P197? OPENED: 049-10/71997
WIN: ZFIHF 57250 MIHE Y CLOSED: 0671671997
ECEEESFIIUNIENFLECINAEEE TSI ITEEXTC=CN =x ln:::-----I-:lﬂ--t-----i
1997704414

LPA CONTACTEDR 5/M J. TELFER, HHO SAYS:

‘Ellilti’rgr ¥YET SPOKEM WITH CUSTOMER Th ¥InDh Ut “‘lﬂl FIRE REFORT WILL MECOME

;THIS UNIT 15 ROT AT HIS DEALERSHIF

LPA HHUE‘I’EE THlT RE ﬂITAIl THE ll‘hlESSIPI'WlE HUMBER OF CURRENT YEHICLE
LOCATION CAM ARRANGE -

1!!?!0112.1
EAA INSPECTOR RALPH STERM CALLED LPA ARD AIVISED:
'=THE DEALER DRIGIMALLY GOT THE VIN MUMBERS MIXED Le
—THIS VEHICLE I3 CIRRENTLY AT THE CUSTONER™S REEFAIR SHOP AMN NOT AT THE DEALER
—-HE HAS OBTAINER A Eﬂ"fl.'IFTIIE FIRE REFORT AND HILL 3ENE IT NITH HIS
REFORT OM THE OTHER WEHLCLE [REFERENCE CONTACT & I0E309052)
=HE HAS SPFOKEN KEITH THE COMNPANY REPRESENTATIYE AND TOLD HIM HE ml Lmﬁ AT
TFEFEIIIELE.IHTHISHTIEEHHLETDREHHT HIN T SCHEDRRE

I.I'.l CORRECTED 'H'Il HH!I IN CONTACT AND FAIEII REEFIST ‘FOR EAA Im TO

PERFORN INSPECTION DN THIS UNIT AS
REATTEMFTED TO OFBATE VIN
1097-08/13

EAA REPORT AND FHOTOS ARRIVED 0N §724,97. REVIEWER HITH MANAGER DON CONROY

AECAUSE THPSPLTION REFORT HAS IMCONCLUSIVE. IIFﬁTIDﬂ FOSMARDED TO

15%2:}{:1“’5[3 FOR DETERNINATION AFTER THEY L T{!E YEHICLE oM 5710797 .
[d

#OETHIS I35 THE CLOIING COMMENT

PESIGN AMALYSIS BETERMINED THRAT THE FIRE HWAS DYV III.I[ ]'q MANLFACTURING DEFECT.

FIRE DUE TO IMPROPERLY IMSTALLED WIRIHG BY MOTOROLA

1997710s 30 .
Aveen MUMBER. -

MHER RELATIONS VOP/BENCHMAREIKRG 09720799 FAYLGLTG




IEBII'IIIHE OF CONTACT
9rs 20799

DHNER RELATIONE SYSTEM 11 19.08 .32
.-----I-I“lll-h-- d 3 d 1 I EFFANT P FET . ST - [ 1}
LS EHH LEGGAL CUNTACT ¥YEM TYPE: TRICK
HEM YORK 1% IN/TR. HI CONTACT NBR: 104995267 DPENED: )M D3/1097
¥Iil 1FTEF14N23 EMGINE» N CLOSED: 10/17-/1997

AEESENEENEENT I X I B U N o 3 N N T el R o R i

LAST MAME: - STATUS: CLOSED
TITLE: FIRST WAME: W
ABDRESS: :

e, Al . —
HOME PHOME BUS. PHONE:
MUREL YEAR: !5 II:IIIEI.

MILEAGE FoSERIES
1
DEALER MAME: summ—mus InG SM.- CODE: 115621 P& Asr 061
CAUSAL COBE. SYMFTONS « 706143
'?':E}Iﬂlgl'l'. TRANS EEHION: 15 TIINI! DATE:
CASE TYPE: 4=FIRES - FUEL FED HKEANS CODE: -l-l..lil. III'U'EST"'FRIIII LIARILITY
ATTY WAME: ATTY MEMG. .
CLAIN AMT» : L] AWART M‘I’ ' ]
MICRO: 51352583
COMMENTS»
1997/108-05

D NANIS: ORYGIMAL Mk
TOMER SAYS

3 -
FIRE BROXE OUT UNBER THE HOOD OM THE FASSEMAER SIPY MEAR THE FIRE HALL
THE WHOLE TRUCK 1S BURMNED FHHTH[WEITBTHEM

LL BE AT THE DEALERSHIP H 15297

RE BEPAKTMENT HA3 MOTIFIED

IUKE ‘FI.ABE“MIIIIIFIH.D. MY DN ROUTE 20 1/ MILE FROM US ROUTE 28 AND U5

CUSTOMER, DEALER SAVE.
COMTACT

Elgl‘;lzél IE

CUITDMER SEFNE
- WHY FIRE HAFPEMED
CAC ADVISED:

~INFORMATION HAS BEFN BOCIMENTEDR AND SONEONE FROM THE COMSUMER AFFAIRS
DEPARTMENT WILL COMTACT HIM 300M

1991710708
CDET

TRUCK AT DLR- ORPERED INSPECTION- JOE KUFTA -

OWMER RELATIONS WOP/RENCHMAREING D%/29s99 FAXLELTE




oaat

AV 20799 MASTER OMNER RELATIONS SYSTEN IX 19.08.32
-llIIlIIl‘l:llIllll===!itll--'l-----!--Iﬂlii-tt—ﬂ-l--;-ms--::::-::::::::::::l-
HHHH LESBAL CONTALT YEH TYPE: TRUCK
NEH YORK 13 BuTRy Nl CONTACT MBR. llliﬂm'f OFENED: LBr037199T
VIN: AFTEFLAN2SUNEN ENGINE: W LLOSEDY 18/1771997
et Ll L L DL b P B BT B L s S T P DT [T ] T MR S e
1997710717
H4THIS 13 THE CLOSING COMMENT

INSPECTION RECEIVED. CUSTOMER HAD JUST HODKED UF PLOM TO RETURM UNIT TO DLR.
MO MMFETH:‘I:IHTJEFE(:T CALLED CUSTOMER AND REFERRED TO INSURANCEN

NO FURTHER
1997-,11-10
ADDED MICRNO

DHHER RELATIONS VOP-DENCHMARKING D9/20-99 FAXLOLTG




-

@ . ®

BEUINMING DF CONTACT
07 20ry

RASTER OWMEE RELATIONS SYSTEM 11 19.08.32
IIIIIIIII-III“IF--III-II-IIIIIIIIIIIIII“II-IIIIIII-IIIIIIIIIl:lII:IIl!t:llllI
596308 LEGAL CONTACT " wEH TYPE: TRUCK
HASHIWGTON 27 ZW/Th: CONTACT NIR: 16881§379 o ML L
VINs - 1FDEFSSFRS ENOINE: F ' CLOSER: W9r0271987
:IIIIIIIIIIIII-IIII..-IIIII:II.IIIII:::II:I-II-IIIIIIIII“II_II::ﬂﬂ!::l.::!!::l!':::
LasT danE: N 5“17“51 CLOSED
TILE: FIRST MAME:
m 1
cITY W sTaTe I
HOME PHONE JUs. PHONE: m
MODEL YEAR: F
MILEAGE:
UEALBR NAME: SHEEWY FORD OF GAIT SALES CODE: 127028 P A AL DOGSE
CAUSAL CODE: D789 SYWFTONS,  7AAIGS -
ORIGIN. &0 TRANS REGIOM: 27 TRANS DATE:
ml.|
CASE TYPE:  42-FIRES - EXHAUST-CAT.COMVERTOR-OTHER MEANS CODE: A-LGL INVEST-PROD LIABILITY
ATTY NANE: ATTT MERG:
CLATH ANT: 0 AWARD ANT: a
MICRD: 5210811
COMMENTS
1997708728

CUSTONER SAYS:

III"M.'II. SIHEI'I; FARTHER®®

~¥EHICLE CALGHT FIRE OM 8/1%/97

\‘?‘ﬁﬁlm IM FRONT OF DULLAS ALRPORT IH THE m OF TOHING AROTHER

'TI'E FIIE STARTER lﬂm THE HODD OF TRUCK
-ﬂ IIJIH'T DFFARTMENT HAS CALLED AMD FUT CUT THE F.lﬁ lm REFDRT IIFEHITIHI]

—~THE ENTIRE CA) ARE HA3 DAMADED
-I'HE ROT YET CONTACTED THE TNSURANCE COMPANY

rmmrm nm.ulsn'r:-
‘mm

nm‘uﬂ::m;
—m:mmnrnl!
ﬂll:

IEIEHTlTlﬂ FROM COMSUMER AFFAIRS MWILL CONTACT CUSTOMER TD REVIEM
1N THERE I5 KD RESPOMSE TINE FRAME.

22
CONSUMER AFFALRS ARALYST, (LPAY CONTACTS MR.PAUL SINGH,
]
_* TO RECONTALT LPA LATER TODAY.

OHHER RELATIONS VOPF DEMCHMARXING 0%/720-99 FAXLOLTG




o9r2i ey PASTER DHMMEE RELATIONS STYSTEM 1T 1¥.88.32
---‘ll‘.ﬂl:llll:::ﬂlll::IIII=IIIII:‘.‘IIII::EIIII‘II:::IIII:I:!I:II:I:IIIIIIIIIIIII
595308 LEGAL CONTACT EH TYPE: TRICK

KASHINSTIN Z7  INSTR: H1 CONTACT MBR: 1BBBLANTY :E'EIIEI- sz 1997
VI 1FexF3sFosH ENGINE: F g CLOSER: M-/ R2/1997

Rk N NN TN I T NN I AN LN E X KN CE NS I N AN N AN
1997/ 08725
LH CALLS FAUL 5T8aH, WO INDICATES I:IIIIIIEHT EABE I3 27,600 MILES —
= DRIVER HAS IR PROCESS W IIIIIIIH Uf MHH "ﬂ‘llﬁl-! {IH FRONT OF ALRFORTY.
~ FIRE STARTED UNDER THE HOOD
— DAMAGE WAS T THE CAB ARER; F[IE TEPT WAS CALLED & ".IT OUT FIRE; MO INJURIES
= ¥YEMICLE I3 CRURRENTLY AT 11905 MAPLE AVE,{ALS0 IN ROCKVILLE)Y.NEAR THE CRNER
OF RANDOLFH & » AT "INTERMATIONAL MOTORSY, (A REFAIR FACILITY).
=~ WEHICLE HA3 'llﬂT IEEH Tmlﬂ'lm YET=, JUST SITTIHE THHE- MO REPAIRS MADE.
- 1l5m COMPANY HAS NOT CONTACTED.
E AoREES.

LFl REQUESTED FERMIZSION TO IHEI"H:T \'H'IIGLE
Al TNSPECTUR MIMAD BE CALLING CU

LFA FAIB BASIC VEHICLE Im‘l‘lﬂﬂ H INSPECTION TBAMUELS,
I'E D PERFOEM THE INSPMECTION.

50 LPA ARYISES
IIIEI'%CTIUI TIME

I-I!’MIIJUZ
VOICE-MAIL LEFT FOR LFA BY TOM SAWUELS OF EAA DH SUHHTa &rEl, AT 9443AN.
VDRCP-MATL I TES:

- FOLLOKING UP O IHFEGTINI lE’ﬂ'ET INQUIRY LPA RECEIVED LAST m
"T'IIE‘E'S A HEAVY AMOUMT OF FLECTRICAL CUREENT 'l'l'll OOES THROUVEH THE
ELBCTRICAL Eﬁlﬂﬂﬂl’l’ uu THIS TIIII'CIJ THE lmlﬂﬂ OF ALL 'I1IE HE.“‘T—
-IIUTT FLECTRICAL EQUIPHMENT & ACCESJORY'S MADE THE TRUCK MMM; DON'T THIRK
IT MOULD'VE BURNT IF THAT HAD WOT BEEM OM THE VER[CLE™.

]
LPA CONTACTS CUSTOMER, INDICATING. N yinan+ T- IHﬂ.Fl INSTEAD SPOKE W)
= INSPECTION I.Ermn DETERAINES C CAUSE OF FIRE MAS DU EQUY

ON YEHICLE; THEREFGRE, WO FINANCIAL R s r AE PRINIDED MY FORD.
Hﬂ'ltl.‘: 15 THE CLOSING or.IIIEIIT ATy
SEE PRIOK ADUCO FOR CLOSING COMMENTS

97/ .
lFl g{l.i KEWVIN VARADY FROM GENERAL ACCTDENTS 4 INSHRANCE. ..
«» « CFRON MESSAGE LEFT GH LPFATS VOLCE-MAIL). RS

= .

MR VARANY THOUIRE® OM: ’

— STATUS OF MONTROSE"S CASE MITH FORD MOTOR COMPAKY. . ,THE F:n:m OF THE
Immmnm....n COMY OF THE REFORT.. ANR LFA'S I.HT

]

- LPA ADVISES: VENICLE HAD A FIRE: FORD SENT IMDEPEKDENT JRSPECTOR TO EAHIHEI
FINDINGS I'HIE THAT THE FIRE ORIGINATER FROM THE AFTERMARKET CIMPONENT(S).
CUSTONPR MAS THEREFORE DECLINED ASEIIITANCE:) REFORT IS PFROPRIETORY IHFHHATII!H
OF FORE MOTOR COMPANY, & THUS WILL NOT BE RELEASED; lrﬁ'ﬁ LAST KAME: HCEL

1998/01-23

ADDED RICHD

OHMER EELATIONS VOr/DEMGHMARKING 09/20-99 PAXLDLTE




SEGIMNING DF COMTACT
DN/ 20,99

MASTER l.'IIIIIEit RELATIONS SYSTEM II 19.04. 32

=====|:::--.----u---n------- L P L] mliEERNARREEREN

TOZORH LEGAL l:ﬂITlm' EH TYPE: TRIKK
FHII..!DELPHIA 16 ZN/TR: CONTACT NaR. IIHSHH m-nsn. 151171998
VIN 1FRIFFToTSC EMGINE ED: 04/0E-LY9E
..--..;un::::-:::-=-=:..—.================-=:=======.—..=|;=.:|.|:-=====-I.tilillllitlll
LAST MANE: STATUS: CLOSED
TITLE: First iwars [N 1.
ADDRESS:
CYITY: STATE» mn
HONE PHOEE: BUS. PHONKE.
MODEL YEAR: MODEL 4 g
MILEAGE. !EIIIH HWED -
DEALER NAME: FOAD MOTOR COMPANY- 3JALES CODE. I.:I.ﬂrﬂl ' & A SADLG
CAUSAL COBE: a7zl EYNPTONS « TA414%
3“511"5,:';1. G0 TRANS REGICONs 14 TRANS DATE:

]

CASE TYPE: ZHITHIN VEHICLE MARRANTY MEANS CODEv A-LOL INYEST-PROD LIABILITY
ATTY MEMQ: -

0 AHARD AMT 0
CLAIN AMT: I MICRD: 5361412

CONMENTS .

lgﬂ IHI%]!'CTIHI REQUEST

VEHICLE TS AT MID- ATLANTIC AUTD, 325 EAST MAINM. IIJI.!I'I' Jﬂ'r. PA 17352
CONTACT THERE- BRAD NEWCDMER, 717-653-4402 .

MO DLR IMVOLVED
CUSTOMER SAYS .

= HAD EMBIME FIRE- MO OTHER IMFQ

PLEASE THSPECT FOR MAMUFACTURING DEFECT THAT MAY HAYE CAUSED FIRE
l;!i-!ﬂm" INSPECTION TO ME FOR FORWARDING TOQ FI.EET Fﬂﬂ HAMDLING.

ENNLPA COMNENTSENN

LYMN AUBKRCHERCIPEER) HAS CONTACTED ANR SHE AIWISED THI THE ¥EHICLCE IS5 WOT
EEFAIRABLE. THEY BELEIVE THAT THE FIRE MAS CAUSED ﬂ' ELECTRICAL FAILURE.
Flﬂ'{g’ﬂ PHONE NUMBER FOR FORD REPF. :

IMSPECTOR FAIM LOGAL RECOMTACTED AMALYST AND ADVISEN 'I'HIT IMSPECTION OF THE
I'A'E'III'..'I.E HAS BEEN COMPLETED. VEHICLE WAS TOMED BY A°TOMING COMPANY IN HARRE,
I! TO THE YERICLE AL3D OCCURED IH BARRE, WT. THE VEWICLE WAS
l'.lﬂ- FRON THE WOOD TO THE CABIN. IT'S COMPLETELY BUTTED. CAUSE OF FIRE
COULD MOT RE IETEH!IHED. VEHICLE WAS USED AS & RENTAL TD I;Iltln" AFPLIANCES.
COFY OF INSPECTION RESULTS I-Lﬂﬁ KITH FICTURES WILL 3E MAILED
1998705701
ADDED MICRC #.

DWMER RELATLIONS YOP/BENCHRARKING 09720099 FRXLGLTH



st

REGTUNING OF CONTACT

09- 24799 WASTER OMMER RELATIONS SYSTEM II 19.08 .32
ARk EEL FEEN TN FE L EEEEEFFE I L E I N FFFEI I EEEE IS CAEEANFEERERExpnnEn i EFEmpENNECE XN K
S091EL LEGAL COMTACT YEN TYPE: TRIKK
SEATTLE 74 “""ﬁ';ﬁ COMTACT WBR: 107361294 OPEMED: e8-1371996
VIN: - ZFBKFIEFa ENGINE: F B CLOSEN: 03r1471994
EEEERI X N RN I O Nl e I L EE T X I I ETEC L E R R A A En kAR AN ERECEXIE R D
LAST MAME. " ATATUS: CLOSED
Tmii: FizsT HaME: [ MLy
“m:
CITY: STATE: « N
HOME PHOME. HUS. PHDME.
MODEL YEAR: 95 MOBEL :
MILEAGE: 1 WS :
DFALER MAME: KORUN FORD INC SALES CODE: 174283 - F R At 1DRES]
CAUSAL CODE: 0709 N208 SYMPTOMS : 785163 - 704242 .
3&%1 ] TRANS REGION: 74 TRANS DATE:

1

CASE TYPE: 53-FIRES - EXHAUSY—CAT.COMVERTDR—OTHER MEAMS CODE: A-LGL INVEST-PROD LIABILITY
L ATTY NEWD: '

CLATIM AMT: ; o AMARD ANT . ]
MICRO. £811477

COMMENTS «

1996-08515

HER MAVIS: ﬂilﬂtﬂnt R
cus SAYS

- G_FCR _HUSBAND AND I3 MOT CERTAIN WHAT THE CURRENT MILEAGE
MAY RE t\"lﬂlﬁ.l H lTlFﬂl‘llElEltﬁllH
= VEHICLE CAUGHT H FIRE [4-5=98) VYISIDLE FLANE m THE HOOD AND SMOKE IN

m THE FIRE DUT AkE THE FIRED nll"ﬁm I'Iﬁ! HOT CONTACTED
= INSURANCE COMFANY HA3S BEEN CONTACTED
= CUSTOMER USES THIS WEHICLE AS A WORX YEHMICLE AND I'Ilﬁ TO RENT AMOTHER WENICLE
Fﬂl ALMOST 4100 A BAY
wsrm FEELS THAT FORD 3JHOULD OFFER 3JOHC I!!ISTIH;

I-"R CUSTOMER- BEALER 3A «

P TEVE JACORSON SERUICE . AIVISOR, SAID THEY HAVE ERED PARTS
CERTAIN iS 70 B THE VEHICLE Wil 3t Reaay T Iﬂ T v

I:I.ISTI:IIEI 3EEXS:
; RENTAL ASSISTAMCE
CAG ARVISED.
~ FE: FIRE
~ DOCUMENTED LHNFORMATION AND FORWARDED TO APPROFRIATE OFFICE
= A FORD REPRESENTATIVE WILL CONTACT CUSTOMER TO REVIEH CONCERHCS)
RE: LOANER ASSTSTAMCE ’
-~ LOANERS ARE NOT A FEOVISION OF THE MARRAMTY,
. FOR EllRIFIl:ATIIH OF THE

= COMNTACT NE. MARE HOLMES [CUST REL MGR
DEALERSHIPF'S POLICY DM ALTERMATIVE ‘I'HI!HHTITI!II .
— WAY REQUIRE AN APPOINTMENT

OHMER RELATICHS VOP/BENCHMARKING D9-20-9% FAXLGLTG




ELeT

09,2099 MASTER OMMER RELATIONS SYSTEM II 19.08.32
IIIII“IIS"“.“‘III.#“I_I-'----‘I-“-ISSI--“‘-IIIlIm'IlIIi--!l.lI"-“--li
909151 LEGAL CDNTACT VEN TYPE)» TRUCK
SEATILE 74  ZN/TR: Bl COMTACT NERs. LOT34)£94  CPENEDs #3/13-199¢
¥IN; - ZFDKF34IE SO ENGINE: F ~  CLOSED: DE/18/1995
EErTaEFEEnslintnbkakpwE s n EEpyps ----'----II-I_'-'-I

1996/08/15

HMHWSMHITSHTTLIIHMQHWEFFEIIH
. Em ATTH: BMAN GIES

1 RAVE WOT YET m WITH CUSTOMER OR DEALERIHIP lellﬂ THIS YEHICLE.

I‘I.ElSE RESPOND TO MY WOICE MESSAGE I ADDRESSED TO 1!"l?.lll I.F ANY RACTION I3
RENUIRED FRON REGIOW/CIM. THANK YOU.

CUSTOMER IAYS:

=REITERATING FREVIOUI LONCERNZ

"HII.L CONTAZY ATTDRMEY GEMERAL'S OUFFICE FOR mrnunr::

rm CUSTOMER, DEALER 3AYS:
N0 CONTACT

E
CUSTOMER SEFKS:
—umm NITH FORD C3M

—Hﬁ“lﬂl.lllslﬂlﬂ. REL MR 'l 1! IN THE REST POSITION TQ ASSIST YOU,

=3¥C MUR MAY CONSULT FORD CSM IF RERUIRED. .

5 THE CLOSING COMMENT

COMSUMER AFFAIRS COMTACTED MRS. LANWY: '

= SHE AIWISED THAT HER INIURANGCE COMPANY HAS ADREED TD SETTLE THE MATTER BUT
THEY HANT YD SEND AN EXPERT IHTI:IDEI'EHIHEIFT]IIEHISHU!EIIT!

HER HUSBAND: ARE UPSET THAT THEY GANMOT lIT I.HI- AJSISTANGE FROM

FORD.

= THEY HAVE A HI'IIEN:HI. INSURMNCE POLICY THAT m H'I' MAKE ALLGHANCES FOR
MEFEELS LI[E TIE\' ARE METHEEM HARR PLACE BECAUSE THE
BEALERSHTF AMD THE THEURIAMCE COMFANY il! 'I'!I.I.Ilﬂ'"I DIFFERENT THRINGS

= CUSTOMER WANTS mmmmnnr.‘r LIKE HAVE IIIH TREATED VERY
POORLY AND THAT THE LOYALTY HAS NOT B

LPA ADVISED: -

CORTIMUE TO NORE WITH

- THE INSURANCE CORFANY .
= IF THEY FEEL THERE I3 FORD LIARILITY THEY HAWE THE II"I'Iﬂ T0 SUBROGATE.
- ASSIST IR RENTAL COSTS. THOSE CDSTY JHULD BE ADNDRESSED BY

- APOLOGYZED FGOR THE INCOMVENIEWCE THAT THIS SITUATION HAS CAUSED.

DWHER RELATIDHS VOP/RENCHMARKING 0%/20/99% FAXLGLTA




———— e S — - ———— 4 .

ﬂ!ﬁlﬂ! MASTER CMMER EELATIONS 5TSTEM IX 19.05.32
EEEEE NN LSS EEEwE Ty EEAFEUTENEEENE Y EEE = =
'I'IIIIEL LEGAL CONTACT VEH TYPE: TRICK
SEATTLE T4 I TR B COKTACT MER. 1““12“ OPEMER: SB-)13/1994
VIN: - 2FDLF 3 FasCmaiinhin EHGINE: F CLOSED: 1471996

FEREEE I R L IR EEE S EIEEE S IEEINEREEEL =I'II=“===!=I=-“'-I EFNEEEEXIIIEENEFNFCEENTE

19967 00r 25

e ADDCY WM m‘rs ADDED ¥Y SEATTLE REGIDM C5M H?EFFﬂtl N
®x ATTH: DAMN GIES

CUSTOMNER' S IHSI.'IME COMPANY HAS “"RULED™ THAT CAUSE ﬂl’ FIRE HAZ INE TO FORD
IHEEI:T {80 FURTHER IETAILS).
IEALEII.’HIIF HAS REPAIRED VEHICLE (04008. +) AND I.Eﬂﬂ.n‘ﬂﬂ TO THE CUSTOMER.

ﬁﬂ:ﬂ' IS SEFLIMG ASSISTANCE WITH A REPAIR m, “ﬂ #1108. + RENTAL

mm:s- DEALER THAT IS MAS IMDERSTOOD THAT Rﬂ'ﬂlﬁ HEEE TO BE COVERED BY
ﬂ.ﬂ'l'ﬂl R INSURANCE COMPANY - NOT FORE (NO IESISTHI'EI HITH RENTAL RILL].

m ADVISED SERVICE MAMAGEE. MARK HOLMES. THlT HI.I. rm[.n BE FLACED TO SEATTLIE
LEGAL ARALYSY. DAN G385, TO MISCUSS MATTER

/00703
LETTER MTEI Ilﬂ 15, 1996 .
l:llm

m THE SAME COMCERN AS PREVIOUI CALL
- Illl'l'-."'r FINACTAL ASSISTAMCE MITH LOMER VEHICLE
-FEEI. 3 THAY SHOULD ME COVERED BY FORR

F‘EI CUSTDRER. DEALER SAYS.
; MO INFORRATION

CUSTOMER SEFES.

; RENTAL ASSISTANCE

CAC ADUISER

- LEGAL DEFARTMENT HAS MADE RECISIDN ON THE CASE
l;hﬂﬂ:‘ml DECISION 3T GUR COMPANY KOM

DEALBRSHIF CONTACTED CONSUMER AFFAIRI TO JEEK ASSISTANCE IN FAYHMENT FOR THI3
REFAIR. LFA AINISED TIIIT THIS OFFICE WOULD FIITII':IFITE I! PATMENT FOR ARY
RODY DAMAGE THAT HAS A RESULT OF THE FIRE. E REST OF THE REFAIR HOULD HAVE
TO BE SUBMITYED AS WARRANTY AMD APPROWAL I-Il.ll.ll HAVE Tﬂ CONE FROM THE REBLDMAL
OFFICE. THE BOODY DAMAGE TOTAL HWAS $218.

LAST & OF ROW. 3452

EEFAIR AMDEH: DL

APPROVAL CODE: MAPIU

OHNER RELATIONS VOP/REMCHMARKING 0420799 FAXAGLTQ




BEGINHING OF CONTACT

2099 MASTER OMWER RELATIONS SYSTEM Il 1%.0%.32
IIII‘IIl‘l’l’-l=-I‘.SII‘SSIIHHIIII‘I“IIIIIIIIII-IIIII-II-I-IIIIIII-I-II-'IIIIIIIIIIII
SO25RT LEGAL CONTACT TRUCK,
CHICAGD £1  TrTR: CONTALT MBR» mﬂzm: tl!'!IlElh J.mruﬂﬂs
yIN: - 1FDLF£7F5SS ENAIAE: CLOSED: 10-13/1995
[ L P LEE R T o34 P4 4+ 1 F 4 FLE T 1] ]

FrESEETFEEEEE R -.---::: =I'I“l====-“=-ﬂ_=====m=

LAST MANE: STATUS: CLUSED
ADDEESS: — A

g

HOME PHONE BUS. PHONE: W N
WODEL VEAR: 24 noéz.

]
MILEASEs 22000

NSD
DEALER MAME: DICX JAMES FORD COM SALES CODEs 141048°. P & As OLS7
CAUSAL CODE: 2 SYNPTONS: 706245 '
DRIBIN: 50 TRANS REGTON: " TRANS DATE:

4 a *
CASE TYPE:  4—FIRES - FUEL FED WEANS CODEs  A-LOL INVEST—PROD LIABILITY
ATTY NAME: ATTY SEMO: -
CLAIA AMT: 1 AHARD AMT: 9

NICRD: 4350697
COMENT
1995/10/12
RENDEALER REQUEST AND FLEET CONTACT FAKED 10-11-95nxs
FAX STATES:

~ THAT A FIRE TN THE ENGINE COMPARTMEMT OF VEHICLE.
- THE VEMICLE AND TRAILER 1T UAS TONIMG NAS DAKASED,
~ & POLICE REPOET WAS TAEEN -
= OHIO GRSUALITY THSURANCE COMPANY WAS CONTACTED.
VENICLE 13 CURRENTLY AT WAWOMEY ENVIRDWENTAL. 2202 WOUND. JOLIET. IL
COTRACTED PETER SAVAGE, EAA INVESTIGATOR- W& SAVAGE SAYS:
159 AT HE HILL CONTACT CUSTOMER AHD SET UP AX :rurapﬂql FOR TOMORROM,
THIS IS THE CLOSIMG COMMENT
INVESTIGATION RSPOKT FAXED TO GYO FOR mm:m-:uq
19571019
WRENICRO

DWHER REELATIONS VOP/RENCHMARKING 09/20-93 FAXLOLTS




E

. . —————

IEBIHIIII OF COMTACT
aerZa-y MASTER OWMMER RELATIONS 5YSTEM LI 1!.“.3!

GETIKH ACT i TIHH:K
ATLANTA CONTRCT NDR:« lOSTDSZTE WEII: IT!EEFJ.!DS
VIM: "' ENGINE: K : D3ED: 1571998
EEENENNEIET EEREEEEEGEEEELE =====:IIIIIIII:::II.l.l;l!llm.!ll'lﬂllllﬂiil
LIST MI . _ fq}lﬂls' CLOSED
FIRIT HAME: [
IMSI
w STATE. sC ) Z2IP
HIHE F‘I'WIE: BiUFS, FHOME: R203-594-5é90
95 NODEL + F-SERTEY
HII.EHBEI 11ed HSD |
DEALER MAME: VIC BAILEY FORD INC SALES COBDE: 121424 P & A DOPEY
CAUSAL CODE: o2 TYMPTONS F LELL
?E'Im%L (7 " TRAMS REGJIOM: . TRANS DATE:
1
CASE TYPE: AA-FIRES — ELECTRICAL MEANS CODE: A-LG5L INYEST-PROD LIABILITY
ATTY MAME: ATTY MWEMO. .
CLATIM ANT: b AHARD RMT L]
MICRQ
COMMENT Sy
192507705
CUSTOMER SAYS:

== WHEN CUSTOMER TURMED OM THE DEF“I!TEI THE \"EHIE‘!.E HIIIH HOULD SMOKE
'H'IHIB'LEHBHHTHFI!EHTIIEFIE
WIRING BY THE FISE BDX CAUGHT D
YEHIGLE GCMIGHT oM FIRE h'I.IE ™ THE HIF.IIIG SYETEM

MFDEMATION HAS REEH DOCUMENT

REFERED CUSTDMER TQ INSURANCE CONPANY
IFDHHFD

GRI INSPECTION RECEIVED——CAUSE OF FIRE UNDEYERNINEL
L995/09-11

THIS 13 THE CLOSING COMMENT
PER CSM A. HILL CUSTOMER HAS REFN REFERRFD TO INSURANCE COMPANY. PLEASE CLOSE

DWHER RELATIONS VOP/MEMCHMARKING 09720799 FAXLELTA




1%/20799 MASTER OMMER EELATIONS 3YITEM [T 19.08.5%52

FAREEE= i EEES PSS RN AN NSRRI L NN T FE M F A C I AR AR XIS SIS FEEE

S&ETYEH LEGAL COMTACT VEH TYTE: TRUCK
ATLANTA 4 | Zﬂﬂl:ﬁ GOMTACT MBR: 105706274 OPENED» 070571995
VYIN:" 1FTDF13RASL ENGINE: R o CLOSED: 097131992
Exdzs s EEEENEEANEAE N NN LS I I S ST AT AN I I C S I R XN A RS ST AT S
1995/09,13

COMTACT CLOSING AFFROVED

0K TD CLOSE. WIC

OMMER RELATIONS VOF/RENCHMARKING B5/20-99 FAXLGLTO
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BEGINMING OF CONTACT

R’ Zar9% MASTER OHMER RELATIONS SYSTEM @I 19,08, 52
R AN DN L NN S AN L L I R LS INARL LS SN AR N IR s S RN E AR WY
857355 LEGAL CODNTACT VEH TYPE: TRICK
CHICADD §1 INTR.  F2 CONTACT HBR» 1WE577R0Y I:I'EII-- M UL/1995
vIN:® 1FTIDSHNE SN EMOIMNE: H T CLOSEM: DEFOAS1992
EEEEEEIE NIRRT r SIS E e e RN I NN AN N I NS ST E NS S TENS TSRS
Iiﬁ{lmll H - ﬂlTHSI

e e = il

CITYs STATE: Pr
HOME PHONE. % BUS. PHONE: W
MODEL YEAR:

95 MDDEL »
MILERBE: 1000 HED: .
DEALER WAME: VAN BOXTEL FORD IMC SALES CODE: 141104 P& A DELIT
CAUSAL CODE. SYNPTOMS « TA435
ORIGIN. a0 TRANS REGIOH: TRAMS BATE:
YEH REPL. -

ATTY NAME.

CASE TYTE: &}~-FIRES - musr—unmgﬂm—mm REANS CODE: A-LGL INVEST-PROD LIRBILITY
HEND | L

CLATM ANT. [ AMART ANT : )
MICRO: 4890359
COMRIFNTS »
1995786781
CUSTONER I.I'.TI'EI IHTEI.'I 5r2sris
CUSTOMER MRITE

- mm? 'H'E‘IIBI.E WAS MISSING. FULLED ONER AND NOTICER l. FIRE. FUT FIRE QUT

- MR HEI.FHIL III REH.IIIIIH VEHICLE.
W!Tﬂ% RE MITH JACKET. JACKET RUIMED.

m
- IEIHIIISBIEHT FOR JACKET.

Ci.l'.t lﬂmﬂ TIJ EHTII:T' W0 ANSHER .
T INFORMATION HAS REEN FORMARDED 'I'F AFFROPRIATE ACTIVITY.

THIS NG COMREMT
1 CONTACTED TI'! BEALER AND THEY IMDICATED THAT A HIR! IIIS REPLACED UNDER

HARKANTY. NO OTHER DAMASE HAS FOUMD. I mammmrmm's
AINISING THAT THE REPAIRS WERE COWERED [}

CE-WOREER LNDER WARKANTY. HOMEVER,
HII.I. IE Illll.! TO REIMBLRSE FOR THE COST OF !I.IB'.IH !IE JRCEET. MO FI.IITIEI

1995/ 08708 ) )
CONTACT CLOSING APPROVED
X T3 CLO3E

OHMER RELATIDNS VOP/BENCHMARKING D03/20-9% FAXLGLTE




Lim

———— — — — —

AENIMRINE OF COMTACT

"ers20-99 MASTER OWMER RELATIONS SYSTEW 11 19.08.32

EaEarErLEEEsalSEENY Y SYEEEEEREREEE TS E R EEAs kil SAEEEIEFEUEAEAEEY EEEEENE EWN EEE N

ﬂmm CITY 53 Zlv"l}tml l'g“m MBR: 10735&ESE %EEIPIWHEG
n E E

VINa- ﬁﬂlﬂlﬁ EMGINE: W DSED» U1/DE5199T

ey rotery P T TP DRE IS P ARl L b Er L L b L L L] n-'F==llllIII-—Illl FEEE

LAST NANE: STATUS: CLOSED
TITLE: FIrsT MAME: N . MI:
Ws' STATE « [
3 E 1
HOME PHOIE BUS, PHONE: W
NODFL YEAR: MDDEL 1 :
MILEAGE: NSD:
DEALER MAME SALEY CODEs P aA: 02691
CAUSAL CODE« ' uﬂnl THR1AS ,
ﬁﬂ%l_ YRANS BEGIOM. 53 Im DATE:
1 ]
CASE TYPE: ~CAT . CONVERTOR~OTHER topEs  B-LBL MVEST-WTY-ATTY LETTRN
ATTY MAWE: ATTY MEMD: KI7-5835-741L/4LT-BE3—6T9S(F
CLATM AMT: ANARD AMT: - - .
HNICEO:
¥
1996708712
ATTORMEY BDEMAND LETTER DATED 2/7/9€, RECEIVED £/9/98 W
Ex REFEREMCE CONTACT #5 167113865, 10721£0A4,107236, 107256848 & 107244346 e
ATTORMEY SAYS: .

UT OF SERVICE FOR 140 DAYS m HAS HAD 4 REFAIN

ATTIEMPTS FOR A COMCERN WITH A CHECK ERGINE LIGHT

=THE VEHICLE HAD A FIRE AFTER THE LAST REPAIR ATTEMPT

=THE LEWON LAN REQUIRES FORD TO REPLACE THE VEMICLE WITH OME THAT HIS
ACCEPTABLE TO THE CUSTOMER, THEY PO NOT LIKE THE '87 SIcd BT HOULD PREFER
TO BAWE AN "B& 3ICY (FRESUMABLY THIS IS A TYPOD Hlﬁ '[' ATTORNEY NMEANS "97 AKD
106 IEFEC'I'I’JEI.'I"

~THE CUSTOMER X5 MITHHOLDING FAYMENTS UMDER THE nIs nmun:s::nn
PHCTICH ACT IIII.IIST ROY HORP FORD:; THE MOMEY 13

LEHI. COMTACTED THE 3/M, IILLMI“EEIIIESTEIQMLETEW\'II’IHE .
SERVICE ANP SALES FILE. LPA CONTACTED OFFICE M!. SUSIE ORAHAM, WHD

SAYS.
=~THE CUBTOMER RELCTIVED mumcn:.nmnmnmm:urim
-Tl‘ll FITLE 13 LISTED H ROMALD ANP SANDRA BRAMNON: TRA RES ENTERFRISES

E'I"I'El FAXED TD ATTORMEY ACKMOMLEDGIMG RECEIPY OF UIS LETTER AND AWISINO
THAT ME MILL BE RECOMACTER NHEM NE HAVE HAD AN I:H"I' !I'I"I‘ TO RENIEM THE
PERTINENT INFORMATION .

196709706

k¥ ATIORNEY LETTER DATED 8/28/96, RECEIVED 3r38/% yu
—Hl: HAS PEEN WAITING FOR THO WEEKS AND MANTS TO KNOW THE STATUS OF THE VEHICLE

I.Fl ATTEMPTED TD CONTACT THE ATTORHEY MO WAS NOT -I.\'I.II.A!I.E LEFT MES3AGE
REQUESTING CALLMACK.

OMMER RELATIDNS VOP/BENCHMARKING 09/20/99 FAXLOLTO
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/20599 MASTER OMMER RELATIONS 3YSTEM II 19.08.32
TREZEEI-rUFEEEEaASEasEEEaankIIELEZIEIC-ELEEEEEEINACEEEEEEEUNNNE NS NNEERSEEEEEEE
SL57MM LEHM. mm ¥EX TYPE: TRIKK
KRMEAS CITY ENSTR o CONTACT MBR: IﬂTH“H OPFENED: 83-12/17%6
YIHs- lﬁﬂl!ll_ ENGINE: N CLOSEDR) lVﬂfl!“

199670904
ATTORMEY RECONTACTED LPA. LFA ADVISED.

=THE VEMICLE KAS PURCHASED AS A CUMMERCTAL VWEKICLE (o390 COMMERCIAL ACCOUNT
REBATE GIVEH AT TIME OF SALE) T

=IT IS NOT ELIOTBLE FDR LERON LAM

=FORD IS5 WILLING TD PROVIVED GODDWILL ASSISTAMCE IN 'I.'I'I.E FORM OF AN OALC

I,wuwﬂlﬂ THAY HE COMTACT HIS CLIENTS TO DRSS

[} ]
A CONTACTED 1 SPEAIGE, S/H HHEO SAYS.
-TI'IE VEHICLE IS STII.I. AT THE DEALER

=THE INSURANCE COWPANY SENT IMSPECTORS SEVERAL HWEEKS AGO AND REMOYED MIRNED
COMPONENTS FOR TESTIH!

-%IEF!.IIS HAVE BEEH AUTHORIZER AND THE CUSTOMER I'II.! NEEM WITHOUT A VEHICLE

=THE FSE, JIM DETTZ, IS AMARE OF THE 'IFIIIII:LE"ﬁ MH! ‘CONCERNS, IUT WAS
UNABLE TO INSPECY THE WEWICLE BEFDEE TH

=THE I“ﬂw CORPANY 13 m:nh;um :mncq, TIE INSPECTORTS MAME

A AND ABVIY .-
=-THE EIIH.EHI'EII!TUIEIEFHIEII IEHII!ITWIE SUBMITTER FDR TRADE-IN

-'I'IIIH‘IDEI THE YHSURAMCE INFORMATION GIVEN TO TRE Iﬂl.lﬂl SUDDESTER ME CONTACT
THER T CONPLETE REPAIRS

-HIS DI.I'HTS SAY BE NILLING TO KEEP THE TRUCK IF THEY CAM BE ASSURED THAT THE
:m:‘m I COMCERM3 HAYE BEEN RESOVLEN ANE THE ﬂTllH HEHIIS COMPLEYED

w SAYS HE WILL COWNTACT THE IHSURANCE COMPARY 'l'ﬂ "SEE IF HE CAN IXPEDITE

1 -“SE FROM ATTORMEY. LPA SENT FAX REQUESTING !IFDIFI'E DH STATUS OF

1996789/ :
HII.I.IIH SPRAGUE, 5/N CONTACTED LPA AMB ABVISED: )
TIIEIFIIIS “TSFH!EFHIHFTHE"IEHIHE“IHIEWWWE

-ﬁ&“ﬂlﬂ INDICATER TD KIN THAT THE IMSURANCE Eﬂllﬂ' HAS AUTRORIZED

=HE WILL CONTACT US MHEN THEY ARE LUMPLETE
1986/09427
LPA COMTACTED FSE JIN RIETZ RHO AINISED:
~THE WITH THE WEHICLE WAS INTERMITTENTY
=THE IH FLIGHT RECORPER HWAS I'I!TI.I.LED Fﬂ 1Hl HEEES PREVIDUSLY AND THE CTOHCERN

BID HOT OCCUR; AFTER THE RECORDER WA P THE CHECK EWOINE LIBHT CAME ON
=ALTHOUGH THE COMCERNM SEEMS YO BE IN TI'IE HPEEl AEMSOR, THE JFEEDOWETER DOES
HMOT APPEAR Tﬂ IE MAL FUHCTICNING
~HE I3 WILLINE YD HORK WITH THE BEALER AFTER REFAIRY ARE COMPLETE TO INSPECT,
AKD IF Pﬂiﬁlll! REPAIR THE YEHICLE

OHNER RELATIONS VOP/BENCHMARKING 09/20/%9 FALLBLTG



%2099 MASTER OWNER RELATIONS SYSTEM II 19.08.32

N T S SRS S S EE L AR RS N ARKEN RSSO E SIS rARSSSSSISs
E157MM Eﬂl CONTACT YEH TYPE: TRUCK
EAHSAS CITY 53 IWTR: CONTACT NBR» 1073158855 OPEHED: §8/12r1996
¥YIN:" 1F|.'-..'.I»HIIT_ EHGINE: M .- CLOSED: 01/D6751997
O A L Ll A L N N A RN T E NS P LI AR LAR L A S nn a h A A
1 iﬂym |

R CONTACTED ATTORMEY AMD AINISED:
-"I'Il FSE HILL BO TD THE DEALERSHIF IN AN EFFORT Y0 leTE AND REFAIR THE
VEMICLE AFTER THE FIRE REFAIRS ARE COMPLETE
-THE COMCERN HAS BEEW INTERMITTEMT AMRE THEREFORE HARD TO DIAGHOSE CORRECTLY
-AI.TI'IJIHH THE CUSTOMER'S VEHICLE IS MOT ELIGIBLE FOR REMEDY EMDER LEMOM LA,
FORD MILL MAKE EVERY ATTEMFT TO REFAIR THE VEHICLE Hﬂll.! UNKDER WARRANTY
IF THE CONCERN CAH BE VERIFIER

ITTH.‘HET STATES:

-HI5 CLIENTS HAVE LOST USE OF THE VEMICLE FOR OWER 200 DAYS AND HAYE SUFFERED
LOSS OF INCOME AND INCONVEMIENCE WHICH THEY CAN 5 SEEK REMEMDY FOR UMDER THE
IMIFOSN COMMERCIAL CODE

=HE UNDER3ITANDS THAT FORD WANTS TO YERIFY THAT A mgg_rﬂﬂﬁ CONDITION
EKIST! AND HIS CLIEMTS WILL COOPERATE WITH AM FSE '.IHEF

Fﬂ SENT TO DEALER REQLAESTING THAT THEY NOTIFY LPA ﬂwl FIRE REPAIRS ARE
lmggisn THE FSE INSPECTION CAM BE SCHEDULED -
LPA CONTACTED JIM DIETZ., FSE HHO ADWISED,
-HE IS MNaT l\'lILllLE TO DO Al INSPECTION FOR !E\‘EIIAI. HEEKS AMD IS NOT SURE
IIE CAN RESODIVE THE

.PL REFORT 3 E CULTOMER
LONEER I“'I'EI‘BT IH A REPFAIR

LPA CONTACTED THE ATTORMEY AND ADVISED:
-THE DEALFR ADWISES US THAT THE CUSTOMER %O LONGER mrrs THE FSE TD ATTEMPT
A REPAIR; THEY HAKT OUT OF THE VEMICL

~NE ARE WILLING 7O DFFER A REPLACEMERT IF THE cusw PAYS FOR MILEAGE AND

LPGRADE CHARGES

=THE CUSTOMER NAY MANT TD START LODKINO FOR A I'El'llllj.g iﬂ THEY HE CAN DETERHINE
TRANSACT

msr oF Tll
MOT HANDLE THE FIMANCING; HE MAY WAMT TO AI'I'IHMHI THE ABpuT
SHISTI“.ITIIII OF COLLATERAL LEMDER

SEH'I' OFFER LETTER WIA FAX
FIATHIS IS THE CLOSING COMMENT
1|;=|‘.5 FIHII.IZE QFFER WHEW CUSTOMER FROVIDES MSRP OF REFPLACEWENT YEHICLE.
: ATFMIE'I" LEFT A YOICE MAIL MESSAGE REQUESTING CALLBACKE, LPFA ATTENFTED TO
m’rﬁggﬁ ITITIRIIET:' NHO MAS NOT IN. LEFT MESSAGE WITH SECRETARY m:nlun

HANTS TO OET lll'[ OF THE VEWICLE AND

DUNER RELATIONS vOP/RENCHMARKING 09720799 FAYLGLTO



Dor2o/,99 MASTER OMMER RELATIDNS SYSTEM II 19.0E.32
EEE TSR XXX EERE AR AN SN AN AR E RN NN T TN S
E157MK LEGAL CONTACT WEH TYPE: TRUCK
KANSAS CITY 531  ZN-TR, €1 CONTACT MER: lﬂ?HHll OFENED: 0471251994
¥YIN:* 1FTEX15H8T EMGINE: N CLOSEDy Q17061397
ZZEXEEEEXETEI=LICECERILE e L e
1956710730 '

XE COPMENTS ADDED LATER BUE TO SYSTEMS MALFUNCTION ex

10-29.-96

ATTORMEY RECONTACTED LFA ARD ADVISEN,
=THE CLUSTDMER HAS KOT BEEN ABLE TO LOCATE A 1996 VEHICLE
=THEY WOULD I:.IIE FORD TO FIND DHE Fﬂl THEM (HE HAS FAXED A COFY DF THE STICKER

—HIS CLIEWNT WOULD FREFER TD GEI INTO AMOTHER VEHICLE,- PREFERABLY A 1994, BDUT
FEI.I'IM'S A 1997 IF THE UPGRADE CHARGES CAN RE HIHIHIi
LF‘l ATVISER:

=NE CANNOT DO A VEHICLE SEACH FRON HERE, BUT HE HILL ASK THE DEALER TO ASSIST
AND MILL GET BACK WITH HIM WHEM IHFOEMATION Y5 AVAILABLE

LPA RECEIVED CALL FEOW DOM RAY BEETDM, WHD HAS AT THE- DEALERSHIF. HE lWIS-
=THE CUSTOMER.IS IRATE AND IS RAIZING HI3 VOICE AT IEAI.EBIII PERSDHMEL

WEEL AS HIMSELF AKD I3 DEMANDING A RESDLUTION

;IS JEERING AN UPDATE ON THE STATVS DF CURERENT HENTI.QTM

LA ADVISED.
=HE KAVE BEEN HORKIRG WITH THE CUSTOMER'S ATTORNEY Tﬂ RESEIL'FE THE CONCERN AND
l‘ll-’l'l DFFERED TD REFLACE THE \“EI'IIIT:I.E
ATTURNEY HAS REAQUESTED U3 RCH THE Pﬂ!llll.l AVALILABILITY OF A
I!H F=SERIEZ) ME WI.II.II .I.FFlEf.‘-IlTE HIS ASSTSTANCE IN SEEING THIS IS DOME
AS MELL AS PROCURING INFORMATION OH A COMPARABLY EE IFFED 1997 F-3ERIE3
~THE CUSTOMER AEEDS TO SPEAK HITI'I HIS ATTORNEY TO BE BPDATED OA CURRENT

INFORMATION) ONCE HE HAS RETAINED AN ATORMEY HE CAN SPEAKE HITH HIWM
-BIIH‘-'TI.'!I’ e

DOM RECONTACTED LFA AND ADVISED. "

-H0 1996 F-3ERIES ARE AVAILABLE ;

=HE IS5 FRAING INFORMATION ON 4 1997 F=SERIES. ARE AT & DEALER
ABOUY J'.ll HILE! AMAY, AND THE OTHER 2 WHICH HII.L lE LIVERED AT THE DEALER

ARGUMD
=IT If 51'II.L Fﬂ!!IILE TD CHAMGE THE EXTERIOR CIM.DR ﬂF '"E ORDERED VEHIOLES IF
HE ACT QUICKLY

LA ATTEMFTED TO COMTACT THE ATTDRKEY. WHO MAJ NOT h'l‘.lIl.ﬂl.E. LFA SFOKF HITH
HIS SECRETARY, CINDY,. AND AIWISED.
~THE CUSTOMER IS CAUSING A DISTURBAMCE AT THE IIAI.EI‘.III

=THEY MEER TO LnnmmmmmrnTmnmmm. SINCE HE CANNOT
CALL HIM OGURSEVES

—HE WILL FAX A COFY OF THE 1997 INFORMATION FOR Hll RE¥IEN

=A3 AS GODDMILL -GESTURE, W WILL MAIVE MILEAGE AN WOE.EE CHARGES FO

UM'IHIL! YEHICLE, BUT THE CUSTONER MRIST PAY TI'IE BEX Fit THE FIIE IEI‘&IHS
E HIRER THEM TO DOy THE DEALER HILL NOT RELEARSE THE 'H'EHIELE FOR TRADE IMW

I.II'ITII.. THIS 15 RESOLYED

~FORD HAS COMSISTENTLY SHOM A O0DD-FAITH EFFORT: WE WECT THEM TQ DO THE SAME

OMHER RELATIDNS VOF/IRNCHMARKINEG [D9/20-99 FAXLOLTE




18,20/99 MASTER DWNER RELATIONS 2YSTEM 13 1%. 88 .32
“Illl!llll:!::l:ltlllll!:::::ﬂ:::::::—:ll:'l-.:-:==:--q;:mg;;.-:::-..:-:::::
5157MW LEGAL CONTACT WEH TYPE: TRUOOK
KAMSAS CITY 53  ZN/TR: HHTIL:'I' Hll- 107334683 OPENED: DO/12/1%95
¥Il LFTEXNISND ] CLOSED: DL/0&/ 1987
tliil'lii“llitillIIIIll::::::::I::l:l:n----::-::::nltlulnin-;--;-"--..---“
1906-10-31

Ib..ra %m- SALES MANAGER, GORDON JACKSON, AT EIIITW FORD C(HARDY. AR},

~THE THD VEHICLES LISTED AS BEING AT THEIR BEALERSHIP ﬁllE HOT AVAILABLE
[HE 15 A DEM) AND THE OTHER HAS 3EEN SDL.0)

=THEY HAWE JUST GUTTEN ANOTHER F~150 SUPERCAD MITH = FQ74 PEF MHE. BUT IT
HAS WWITE, THD-TOWED PAINT AMD A BIGOER C5.4) EN

-IIE IS NILLING TO LET THE CUSTOMER COME AND I.I:IK AT ]'I'II TRUCK

l..?.l. CONTACTED ATTORNEY AND IWISEI I'IIH HIWT TI'IE STATUA OF THE TRUCKS AT
SOUTHERN FORD AND PROVIBED HIM PHONE WUMBER OF THE SALES
MAMAOER. ATTORREY MILL INFDRM Cﬂ!m £

LATTORNEY

EY LUNTACTED LPA AND ADNISED
—;HE %L!mlm LOOKED AT THE 'HEIIIL‘].! AT THE ARKAWSAS ]I!M.H. AND DID NOT LIKE
~HE HENT TO BILL HHIT Fﬂl IFIl. #5057 AND HAS TﬂLI ﬁ BLUE F=150 SUPERCAR
WAS DU MY 11-7 NI HE IS INTERESTED
=BDES WOT l'l“'E THE 'U'IH ﬂ Tl'll EQUIFMENT LISTING
=15 NOT JURE IF THE CUSTDMER IS INTERESYED IN THE IIEl) f'-SEII- MHICH ARE
ARRIVING AT ROY WURD FORD THE HEEK OF 11/11/94

SALES mm AT BILL MT FIRE, WHD AINISED
"=HE HWILL FAX % COPY OF THE DEALER !" INVOICE ! '

~THE VEHICLE 13 AT HIS DEALERSHE

~HE IS HOT SURE IF THEY WOULD BE WILLING TO DO A BEALER TRADE WITH ROY HURD
FORD UNLESS THEY CAM ONTATM ANOTHER BIFFICULT TO OFTAIN VEHICLE {SUCH AS
AH EXPLORER) i

1996,11712

KELLY BRANT, SALES MAMAGER AT DILL ORANT FORD, COMTA LA AKD AJVISED

THAT THEY ARE UNWILLING TO PO A NEALER TRADE WITH HURD FOR® UNLESS FORD

GIVES THEW AK EXPEBITION IN EXCHANGE. o _‘.'

LPA CONTACTED DOM AND ARVISED: '

~MLL GRANT FORD I3 BEING UNCOOPERATIVE AND FORD HILL NOT ASKEE T0 THEIR

L 3

1996711719

KE COMMENTS EMTERED LATER DUE TO SYSTEMS MALFUNCTION kN

117149
ATTENPTED TD CONTACT SALES MAMAGER., J.R. itErrrm. WD m,: MOT IN. 3POKE WITH
ROAMON™ TN SALFS AT JIMMY MICHEL MOTORS, SAYS:
~THEY HAVE SEVERAL 96 T SERTPS. JUT_AN? CEOTHE DIESELS MILL B¢ MEAVY DUTY
-I:: :-l:n.E L‘EE.IEL sgﬂﬁznguiugs T"EH A n:;gm WITH KIS SALES MANAGER

- THE POSSTRILIIY GF PARTICIPATING TH A D DERL ER TRADE-

DHNER RELATIONS YOP/BENCHMARKING 09/20-99 FAXLGLTA
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Fys 20799 MASTEE DMNER RELATIONT SYSTEM IT 19.08. 352

SRR NN E R L LS S LS ST S C S I S S T I T LN R RN A RSN A Y R E AN ATy
51570 LEBAL CONTALCT ¥YEN TYFE: TRUCK
KANSAS CITY 53 INTR: Cl COMTACT NBR: 187354655 OFENED: 887121994
VIN 1FTEX] SKI TV EMGIRE. N CLOSER: #l-0671997
Illm:..l:u..:..:lll:n--:::ll:::ull:l::.::::::==--i-=t;;s;;sg:-::::r:::t:
199421719

SPOKE WITH KEN COATHEY C(SPT), TRUCK SALES AT JINMY MICHEL MOTORS, MHO SAYS:

~THEY ARE WILLING TO DO A DEALER TRADE MITH ROT H Ug.g ﬁl

~THERE ARF 31X F-258 IIEELS; ALL TWO-TDRED 30 HE SURE WHICH IMOICE

o
SPOKE MITH ATTORMEY AMD ASKFD HIM TO CONTACT HIS CLIEIIIT Ta FIHPUIHT HHICH OF
TI'I.'E 199 VEHICLES HE MAS LMIHE ATy ATTORNEY HILL RECONTACT

IIIIHETEI RAY DEETOM. DOM, PER WIS REQUEST TO REVIBN S'I'ﬂ'lli IF THIS CASE

IECEI:I‘EB Fﬂ FROM JIMMY MICHEL TORD FOR A RED/WHITE F-250 DIESELCPEF FPKG &13A)
EMED RAV FIBURES. THIS VEHICIE WOILD COST THE CUSTOMER AN APRITIOMAL
tSIIIll ull TOF OF HHAT FORD HAS ALREADY OFFERED.

'EIIHTM‘-‘I'- ATTORKEY AMED ADVISED.

-FORD MILL ROT FAY TOR THE lm“l:'ﬂl. IGRADE

=IF THE CUSTOMER CAM PAY FOR THE DIFFERENCE. JIMNY MICHEL MOTORS IS MILLING
TO TRADE HITH ROY HURD FORD

~THE CLIENT MUST EITHER I.L'CEI’T THE BLACK TRUCK COMIKG IHTﬂ THE DEALER3SHIF OR

1gs6slasas BF L OE R0 PR

ATTORMEY COMTACTED
1S CLYENT IS UNMILLING TO PAY m THE ADDITIONAL UPORADE AND DOES NOT MANT
TO WAIT FOR A VEMICLE TO PE BJILT
-HE HILL OBLY ACCEPT A REFUND
FTHAT FORD ATTENPTED A S(MIDMILL
-HE llIILL im'l THE FINANCE CONPANT SEMD TRFORMATION Tn FACILITATE THE RAV

I.Fl ABVIZED:
=dE MILL SEND A EEFUNN OFFER LETTER, HWHICH THE nrrnm'r MUST RESFOND TD IN
ﬂm“ Im HE MILi PROCEED .

ETTER FAXED TO ATTORMEY

Eﬁl OF FINANCIAL EMFORMATION SENT TO LPA FROM ARCAILA FIMANCE CO.

OKNFR RELATIONS VOP/BENCHMARKING 09-20-%3 FARXLGLTO



09/28/99 MASTER DWWER RELATION3 SYSTEM II 19.08 32
FEEpEEn Rl AEENE L I L EEEELIEEENEEEEAEITCE "IN X DK B ax ol B ol i, g g 50 iy o ol i T . T L IO
5157 LESAL CONTACT YEH TYPE: TRUCK
KANSAS CTTY 53 ZWITR: Gl CONTACT NBR: 1!155“55 OPEMEN: B8/I271996
1FTEX1SNOTX ENGINE: CLOSED: 01-06-1997

-“:I:II.l-l:;t-—='tl-s---t::-mm-:t::h::lli:...nllllI-----I:BII--.-II:I:II_
1995s11729

ATTORKEY FAXED ACCEPTANCE OF LH“.E IEFIIIII l.'IFFEIL ATTORNEY ADDS:

—THET II-I-"A‘E Hﬂ! II"I"I.II':-ITIIHI REFUKDP DF THEIR HOM-FORD SERVICE COMTRACT

A MILL REIMBURSE 'I'Hﬂ! IF TIIE HIHIIS COME IR AFTER
‘I'HE TR.IHSI.ETI“ HAS REEM CONPLEY

ED
—THE CLIENT I35 STILL WITHHOLDIMG THE IMSLRAMCE Fl‘I"HI!IlT TO THE BEALER UNTIL
THE TIME DF THE “CLOSING™, OR KE CAX HANDLE IT AS R ECREDIT™

I.PA FAXED LETTER TO ATTORMEY AINISING:
~THE BEALER AND THE FIMANCE COMPANY ARE SEPARATE IHIIHE‘SE EHTITIE! FROM FORD
AND HE HILE HAVE TO CONTACT THEM TO NEGOTIATE AOREPMENTS; I'I CLIENT MUST

BE IN A FOSITION TO DELIVER THE VEMICLE LEIN FREE TO 'FORD FOR THE OFFER TD
1997701707

k= NICRD MAMAER ADDED ¥k

OHNER RELATIONS YOP/BENCHMARKING 09/20/99 FAXLGLTE
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BEGIMNING GF CONTACT

GRr2ns 9 MASTER OWHMER RELATIONS SYSTEN II 1%.0%.32
ENFFEE N rRkEEN ik K b i ol B B -
2578J35 LEGAL COMTACT EH TYPE: TRUCK
SAN FRAN T2 INSTR CONTACT NBR:. IDTZ283020 EEHEDl oY/ 24,1994
VI JFTIXI506 EMAINEy B ' CLOSED: AT 23/1996
LAST NAME: NN STATUS: CLOSED
Dmes  Ep— -om
L}
cITY STATE CA EZIP
HOHE  FHONE, SATE o s
MODEL YEARa MOLEL » F~SERIES -
NILEAQE: 16635 HSD It
DEALER NAME: OGEWEKE FORD SALES CODE: 172423 F&A: D7TE0R
CAUSAL CODE: 3001 SYMPTOMS: . 704108 704145
GREGIN. a0 TRANS RESTON: 72 TRAHS PATEs
]
E TYPE: §A-FIRFS ~ ELECTRICAL MNEANS CODE: H-pTHER
NAME s ATTY MEMO: '
CLAIN AMT. ] AMARD AMT . [ ]
MICcRO
Hiifruéi
MNE NAVIS: ORIOIMAL N3k
CUs Y5

SEERS 1
- I'Ill‘l SOMEDNE INSPECT THE VEHICLE

Im‘l’!m I3 GOING TO DE FORIMARDED TDO THE LEGAL DEPARTHENT

-~ MO TINE FRARE FRINIDED
1994,00729

#EETHIS IS THE CLOSENG COMMENT

LPA SPOKE WITH MIKE PHELANCASSISTANT SERVICE MANAGER), PER MIEE. JHSLURAMCE
COMPANT I3 INVDLVED IH EEPAIRING THE VEHICLE EUT HANTED TO MAKE SURE THAY
BEFORE REFAIRS MERE STARTED THAT FORD WAS ABVISED IN CASE ME WANTED Tir S£ERD
SOMEDRE OUT TO INSPECT THE VEHICLE., T ADVISER WIKE INSURAMCE COMPANY HAS THEIR
TN M, B ST I Yoaichs M, B MITER e SOV 10
HITH INSURAMCE COMPANY THEY MAMT TO COMTACT HE {315 §45-39%4},

OWNER RELATIONS VOP/BENCHMARKING Q972099 FAXLGLYD
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08/ 28799 MNASTER OMHER RELATIONS SYSTEM IX 1%.08.32Z

EEArEEEREASAMLIErANEETYRNCECESLIIAEEILEENIZIE NI EEN NN SN CIAINEEENENIENEENINE
25145 LEGAL CONTACT YEH TYPE: TRUCR

SAN FRAM TZ_ IWTRa CONTACT MNRR: 14T263820 OPENED: 0772871935
VINY 1FTIX35645 ENGINE: B CLOSED: §7729-/1995

R R T N N Y T I N NN EEE R NN NS CX
199/83-)12 .

LPA RECEIVER MESSABE AACK FII:II D.0O.NM. Hll: ELLISON WHD REQUESTED INSFECTION
BE DOME. LPA HAS CONTALTED HAMK MACHADD WHD HIl.i:lHﬂH'l' mt“min ur
INSPECTYION.

1994708722

INSPECTION REPOKT AND FICTURES RECEIVED. LPA m I.EFI A MESSAGE FOR NEALER
I'IIHI.'.:IPIL DARRYL GEMELRE ASKING THAT HE CORTACT M lm AT 513 wee=-3930. LFA
HAS A smnu‘l‘lihn.il. MARC ELLISONM,
liﬂfﬂz’l.’t
MICRO ADDED

OHNER RELATIONS YOP/REMCHMARKING 09720093 FAXLOLTG
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BEGINNING OF CONTACT
2099

MASTER CHMMER RELATIONS SYSTEN T 1%.04.52
e T T e e L L T T AT T T e P et
rd T LEGAL CONTACT YEH TYPE: TRIKK
BOSTOM 11 ZATR « CONTACT NER: 1BL303X9%F OPEMNERs 11/3D/199%
ViNv 2FTHF 24 MEr H CLOSED 12/0671975

LAST HAME STATUS: CLOSFD
TITLEs FIRST NAME- — - Y
ml
CITY STATE MA ZIF -
HOWE PHONE : BUS. PHONE: IS
MOBEL YERE: MODEL « F=5ERTES
MILEARBE: 2800 WS -
DEALER NAME: GODOD BROTHERS INC SALES COPE: 11l0éa FEAL DI
CAlMAL CODE: D2 SYHPFTONS Ta4l4K -
mni"él. [ 1) TRANS REBION. *  TRANS DATEx
CASE l"ﬂ‘-El S—FIRES — FIR. FEO MNEANS CDDE: . A-LGL MEST'-FIIDH LIABILITY
ATTY NAME« ATTY m.
CLAIN AMT: . ANARD AMT
I!:I'.m-
COMMENTS «
1995/11738
WERAVTS STATUS-ORLGIMAL OHMERIER
m ““ TYEITERDAY: HHEN HE HA3Y STATIONEKY, THE FMGINE CAUGHT FIEE
“hAD T BHTIRS VEHICLE IS DESTREYED '
—m INGURANCE COMPANY ALREADY

FE CUSTOMER, DEALER 3AYS:

=COMCERN HAS BEFM DOCUMENTED AND FORMARDEN TD DEALIR
-IEHMH[HSEHESHTI%“ESHVIEM

~HAS A WARRANTY COMTRACT THAT SAYS HE HAS 2 DAY RERTAL ASSISTANCE

OHNER RELATIONS WP/AERCHNARKING 03720099 FAXLBLTER
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ar2aryy MASTPFR OWMER RELATIONI SYITEM IX 1%.08_ 33
AREESSCSCCEEAENEEFTEENARESE Y oI ST A R NS AN F U NS EFE SR AR E S NN
20681 LEBIL CONTACT VEH TYPE: TRUCK
BOSTON TR ﬁ CONTACT NER: 105830339%F OPEMED: 11l-30-1995
YIN: ZFTHFIIEH!T ENGINRE: H ' CLOSEDy 12rD6rL1993

---.—---:l-.::::::::::--m----------llil::l:.:l!:-::....l.III.II'I-I!‘IIIISI:I:I:
1995712705
THIS 15 THE CLOSING COMMENT
m COMTACTED ME. RACK(I MAD ATTEMPYED TO CONTACT CUSTDMER YESTERDAY AND
LEFT A NESSADE QN KIS AMSHERING MACHINE). CUSTOMER COMFIRMED HWHAT 3ERVICE
MANAGER HAD ADVISED ME OF OF YESTERDAY--THAT HIS INSURANCE COMPANY HAS 'I'IIITHLI.EII
DI.'I'I' THE "I'EI'II!.‘-I.E AND A WRECKER HAS BONE AMP DOTTEX VENICLE FROM THE DEALER.
ADVISED THAT SINCE INSURAMCE CONPAMY I3 IH'H'IJL'U'B ANN APPEARS TO HAVE ln:EFTEl
RESFONSIMILITY iE FEEL HE MEEDS TD COMTIWUE PURSLE ISTANCE THRDUGH THER.
CUSTOMER SATS UNDERSTAMBEY THIS AND MWILL EUIITIIH.IE TD HDEK THROUSH IKIURANGE
COMPANY . I:IIEI'DIEI‘. SAYS HE APPRECIATES CONTACT BACK PRON FORD.
lﬂgﬂ!ﬂ'ﬂu bl

L ef

OMER RELATICNS VOP-DENCHMARFKING 09-20-99 FAXLBLTH




JEGINMING DOF CONTACT
0Sr2rey

DMBER ERELATIONS 3TITEM 1IX 19.08.3F
e cEEEE RN R R R N AR T R R R AT IR e r srw e wr et lEEEAEE R B s R Rl s e EE =
EZ60c0 LESAL CONHTALT YEH TYPE: TRLCK
MISTDM 11 I TR CONTACT NER: LO71156688 DPENEDy D&/2475199%4
VIH» 2FOKFSEFbT ENGINE: F " CLOSED: 37705371994
EFLFINSEgNEEEEEEsEEsnsEEEEE s Ecnrnil S SEEE NS RENFEESEEinpeRhidis AR EE S NS ENEEFE W
LAST HAME: : STATUS CLOSED
TITLEs FirsT we: [ K
LT STATE re

[ ] 1
:I-PEII'HIIIEr ;j“ BUS. PHONE! w
e - -
HIEEML 1 ’ Jopa H5D» )
DEALER MAME: MILLBURY WOTOR CO T SALES codey 11izis P&Ar 08961
CAUSAL CODE: WIS SYMPTONS: ' TO414S .
GRIGT, - G0 TRANS REGTOM: 11 TRAKS DATE:
I

CASE TYPE» B=FIRES — EXHAUST-CAT.CCHNVERTOR-OTHER MEANS CODF: A-1GL INWEST-PROD LIARILITY
ATTY MAME, ATTY MEMD: =~ -
CLAIR AMT» . [ I AMARD AMT.

)
MICRD:

mltEIITs.

19347 D6

T IIA\‘IS; ORIGINAL kEx=
CUSTOMER 5

AYS
~¥EHICLE IIH- BEING HORKED OH AMD RECENTLY CAUGHT FIRE
=VEHICLE IS CURRENTLY AT THE DEII.ESI'IIF FOR lﬂ'lll.‘l
—l.'.‘l.le MEEDS A LOAMER VEHICL
—MELTED THE RADTATOR, AWD THE IILTTEEY By
=¥EHICLE WAS AT A BODY 3HOP. AND THEY PUT THE FIRE HIT
=CAUSE OF FIRE HAS NHOY BEEN DETERMIMER YET
=ii% TO HAVE OTHER FAINT AND BODY HORE DOME DH THE VEHICLE
"'IDT NUMBER FROM THE 1-38N MUMBEIR DIRECTORY

I'El CUSTOMER, DEALER JAY3 .,
~HILL TAKE A HEEK TO SET THE PARTS
;\"HIELE MAY HAVE RENTAL CRK TOWORROW

CUSTOMER 3EEK3 .
'HEIH TO HAVE & LOANER VEHICLE, ESPECIALLY A TRUCK

-IlII.l. IE :un'm:rfn KY THE REGIOMAL OFFICE
=CUSTONER 2 CONTACT HI3 IMSURANCE ABENCY
-IHFIJ'HIITIL'II Hﬂ BEEM BOCAMENTED AND FORMARDED TO THE DEALER
-REQUEST MR.DANTEL RROHME (CUST REL MNOR/ 3¥C MMOR) TOQ CONTACT THE CUSTOMER
HLITHIN 2 II.I!I_S DATI
= LOANERY ARE HOT & PROVISION OF THE HARRAMTY.
= CONTACT MR.BANIEL BROMNE (SVC.MOR./CLST REL MOR.) FOR CLARIFICATION OF THE .
DEALERSHIP'S FOLICY OR ALTERMATIVE TRAMSPORTATION.
RS

OHNER RELATIONS YOP/BENCHMARKING D09-20-99 FAXLOLTE
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o 20,59 HMASTER OWMER HELATIONS 3YSTEM 11 19.04.32
:-1::-::::::::::l::::::=====:|=======:=:|::-:=:=====:|:“!-_:sn:--:s::an---;l:::am.
225005 LEGAL TONTALT ) VEH TYRE: TRUCE
BOSTON 11 ZN/TR X1 COMTACT HER: 1071L§4R0 OFRMEDR. D&/2471995
¥vIinne L FOKF3IAFDT! EMAGIME: F o CLOSEM D7/037 1994
RN AR NSl NI I AN NS SN N EXER I DTS EEEANE TSI
195&-07,03

#RSTHIS IS THE CLOSIMG COMMENT

CONTACTED CUSTOMER AMD DOM IN SERVICE- BATTERY CABLE SI'IHTED OM RADIATOR- I3
BEING REPAIRED UNDER WAERANTY

HD FURTHER ACTION

OWNER RELATIONS YOP/BEMCHMAREING 09/20-99 FAXLGLTA




asar

IHIHHIIIE OF COMTACT

Bo/20/99 MASTER DMNER RELATIONS SYSTEM Il 19.08.32
N FNF AN NI F I I T I LRI E A IR EEAEEEN NN EEN AN A ™ FEWES
ﬂgﬁ CcITY 53 EEOAL CONT. m*ru:'r HRR» 10721403 ;r:rl-‘gr:h 19594
VIN: TETEG taey i GINE: W Y R macgioiees
=l'I“lllﬁlI::::“II:'II“I-II::l:===========.—._=::'|ll-:-§‘=========:::-"".-.-:.
LAST MANE. mu'us. CLOSED
Hﬂ.l&-s FIRST MHAME:
m ]
CITY su‘rt
IIIIElFHL'IIE: J'H-lnlE. M -
MODEL YEAR: 95
"nm“E{lﬁEhu: nﬁ;;ﬂn FORD INC uLEs CODE: 133485 P& Az 02691
[ ]
CAUSAL CODE: 8709 SYNPTORS: 704148 . :
Eﬁallllgl TRANS REOIOM: 53 TRANS DATE:
]
CASE TYPE =FIRES - -
€ : &A-FIRES - ELECTRICAL nt:us mn:;l A-LGL INVEST-PROD LIABILITY
CLATM ANT: ] AMARR AMT o
MICRO,
COMMENTS
1996707716
MEE HAVIS: ORTGINAL aee
CIIST!

DMER SAYS:
EEFAX FROM RILL EFHWE OF ROY HURD FORD¥NM
-CONTACT KON BRARKON

CUSTOMER :
;Tflzgi-ﬂl PULLED INTO HIS BRIVEMAY AND SHUT THE HEI-[II:LE OFF; VYEMICLE STA.IITEI!
~HE EXTEMBUISHED FIRE WITH A HOSE

=VEKICLE MAS TCOWER INTD ROY HURD

=HE 15 ALLEGING EMGINE PROBLEMI SIKCE PURCHASE

=N0 PEISML IHJII’I’I NG HEIIIEI.I. l'lTEHTIﬂ WAS SOUEHT
=H0 POL RE REPORT MWA

—:m l‘l’ IAIIKEI. Imm mr (XEVIN KRUEGER. FH]T)
3

PER CUSTDMER, DEALER TAYS:
—'H'HIIGLE 13 AT TRE BEALERIHIF

l:‘l.lm SEBKS
-'Ilﬂ'ill o IIE"I.A'FE THE YEHICLE

I'.'.IC APDNTIED
=A COMPAKY n&mma‘rnz HILL CONTACT CUSTOMER TO REVIEM THE CONCERN

CHKER RELATIONS YOP/BENCHMARKING 89720-9% PFAXLOLTO




1501 OZe-ZmaE

0920, MASTER OWNER RELATIONS SYSTEM IT 19.08.32
4+—+-4J4 + 1 EF I Il 4 1 L ERI I L] FJIdJFEELE I ERITIEEISIT T L]0 IFEFEEEEEEC
I999EE LEGAL COMTACT VEN TYPE: TRUCK
KANSAS CITY 53  ZN/TR: (1 COMTACT MBR: LU7216084 OPEMED: 871671994
VIN: 1PTEX1SHUTMENE oSEL: 01/B6/1997
FEwRY 'Il'..":!:'I'=“=====IIIII....II.”I...‘I‘“.“-.-
19967072

TRETHIS TS THE CLOSING COMMENT

CUSTOMER SAYS

- INS CD IIHS ALREADY INSPECTED VEH
. INS CD T3 SEMDING OUT AMOTHER INSPECTOR CFIRE INSPECTOR)

LEGAL ANALYST AIWISED CUSTOMER:
- PROCEED W/ INS CLAIM

- OF SUBROGATION PROCESS
- BENIED FINANCIAL ASSISTANCE FROM PMG

n
MO FURTHER ACYION REQUIRED

OMMER RELATIONS VOP/BENCHMARKING 09,2099 FAXLOLTA
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|
BEGINAIRG OF CONTACT
02099 MASTER DWHER RELATIONS SYSTEM II 1%.08 .52
T G a2 L O O O Nl L N O Y
o 10 zwrrhe has VACINTACT MMR: 107766152  GELNRN, 11/¥icn0ss
1 1
VIl 1FDKF3AF5T. EHDIRE. F CLDSEI: 127181996

B NI N EEEA R AN AN RN N FEE N =N EAEEEEEEN AN AN Rk e TN N

STATUS: CLOSED
FIRST MAME. I HIr

STATEs P
3US. PHOME:
AODEL _

Y]

N .
SALES CODE: 153587 - P& A: 0518}
IYMPTOMS T04145 704345

35 ¥ TRANS DATE:

CASE TYPE. SA-FIRES — ELECTRICAL HE:Pnﬂnlﬁ .l'-l.ﬁl.‘IHH'EST'I‘m LIABILITY
H <

CLAIM ANT: 0 AHARD -ANT» ]

HICEO,

COMMENTS »
1996711713
Lk HAVYISs SUBSCAUTNT s
STOMNER

QU SAT S .

~ THE VEWIGLE CAUGHT OH FIRE WOVEMBER 13, 1996 AT AROUND

= ALL OF THE NIRES BURNT UF UNDER THERE WD 6.08 FH
L R e g T —
= THERE MERE MO IMJURIES

- HE HAS SOT CONTACTED TME DEALER YET

_ THE BELT TENSIONER AMD FULLEY FLEN OFF THE ENSINZ TODAY A3 WELL
PER CUSTOMER, DEALER 3A

g ¥ . R SAYS:

CUSTOMER 3

= TO OET ASSISTANCE FROM FURD

CAC AMNTS

EDs
= A REFRESENTATIVE FRONM CONSUMER AFFAYRS WILL DE IN CONTACT TOMEHR
TO REVIEN THE CONCERM . HT HITH THE Cus

]
—CUSTOMER I3 REITERATING THE SAME CONCERN
m [ ]
ING
;lm TENSIORER CAME OFF IT MESSED UP FAN 1LADE DM THE EDGE

PER CUSTOMER,; DEALTE 3AYS
—ND CONTACT = ‘

s

DHNER RELATIONS YOP/BENCHMARKING 09/20r99 FANLGLTH
| ;




09,2099 MASTER DMMER RELATIONY 3VATEN II 1%.08.52
SrEZAREEETESEY anm AERkaR NSNS EREY FEICEREFEIENEILS S X ESESIRECESSSSERARS
£100M0 LEGAL CONTACT VEH TYPE: TRUCK

JDR ZN/TR CONTACT MPR: IO7764132 OPENED: Il-13-/199¢
VIN: IFKF“FET& ENGINE: F CLOSED: 12/1871994

ELEE ks FFE NPT R T CCEEEFES T INETCEFTETY E:I‘-EI-III--II---.. FEEEEEEEEEEEEEEEEEENR

1!‘!“11!'15

CI‘.I’S'I’UIER SEEKS
~T0 ADD THIS TO HES FILE
; TO GET ASSISTANCE FROM FORD
CAL ADMISED:
A REPRESENTATIVE FROM COHSURER AFFAIRS WILL BE IN Eﬂﬂlﬂ WITH THE CUSTOMER
1;353'1!}'}15‘ THE COMCERN
LEﬂ.ll. AMALYST CONTACTED CUSTOMER REGARDING HIS mll'l.ﬂﬂ'l' OF & VEHICLE FIRE.

l:llﬂm SAYS

-0 11—1!-!5.'HEIIELE CAUGHT FIRE TH THE ENGIME ﬂﬂl‘m AND BURHED HWIRES
AND ALSD MELTED CONRECTIONS IN THE FUEL FILTER MIH )

"'A"El'ﬂl:I'.E IS STILL DRIVABLE

LEG\H. AMALYAT AIDNISED:
SUHHIIE HIEL Qﬂl‘ﬂﬂ HIN FOR INIFPECTION OF THE \"EHH'.'I.E

13;‘]1{- CUSTOMER™S ADIRESS
EAA THSPECTOR DAVID CLEMENTS CONTACTED LEGAL AMALYIT Mﬂl
DFFI!:E SHOULY RECEYVE THE RESULTS OF THE INSPECTION RY MID WEEK 11-25-94.

1&::}“:;1:2 snlsEmlEll‘l' ¥30¢
CUSTOMER A

- HI.I.IH Hﬂl HONDERING WHAT THE RESULTS ARE GN THIE IISI'!CTIIJH

c.\: AWISED:

TNSPELTION REMULTS WILL, IE IR MID HEEXK
llli!l!ill!

EE NAVIS: SUDSEQUENT e
CUSTUMER. SAYS:
TO KON THE RESULTS FROM LEGAL
M
FEE CUSTOMER, PEALIER FAYS
;m C(ONTACT
CUSTORER SEEKS«
-IES‘I.II.TS FROM LEGAL
I:AI: AT

SED:
=ABVISED THAT HE DO NOT HAVE ACCESS TO THAT INFORMATION
=LEGAL MUST CONTALT HINM

OMMER RELATIONS VOP/BENCHMARKING 89/2049% FAXLGLTG
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0ar-zns e MASTER OHMER RELATIONS SYSTEM I 19.08 .33
II-IIII--“lIllII::::—EI‘.IIIm----'.--I=l===8l!--‘.--I.-n'II'l.--ﬂ;-------'-
1100MG LEGAL CONTALT VEH TYFE: TRUCK
DR ZH/TR M2 CONTALT MMR: 107764132 OFENED: 11715719946
VINs IFDKFSIFETE_ ENGIME: F CLOSED+ 127181996
'IIIIIIIlll—Il-l====I‘-'-="-IIIIII-IIl:====l======l..;-'“-z—n:'---‘t....---::Ia:—::::gt
199r12711

MENE MAVIS: SURSEQUENT Exn
CUSTOMER 3SAY3S:
; CISTOMER CALLIMG BACKE TO GET LEGAL BECISION

CUSTOMER 3EEKS:
; LEGAL DECISIDN DM HI3 PENDING CASE

CAC AINISED

—AGVISED THAT HE DO HL'IT HAVE ACCE3S TO THAT IMFURMATION

=LEBAL MUST CONTACT H i
1996712718 ’

IHTI'IIE 15 Tl'l! CLOSING COMMENT

ST CONTACTED DEALERSHIF SERVIC ER, JEFF CUTSHAW REGAR

THE IHSFECTIM RESULTS. LA ADVWISED THAT THE MIRES HAD !ELTEI AND

;I'll'l' THE VEHICLE 3SHOULR BE REFAIRED THE lll.ﬂ'ﬂ'

LEGAL ARALYST ATTEMPTED TO COMTACT CUSTOWER REGARDINO THIS REFAIR OFFER.
CUSTONER WAS WOT AVAILABLE. HWILL TRY BACK. -

1T 20
CUSTDMER EAYS:
EﬁtLLm ANALYST CALLED SINCE LAST CALL TD CAC, M HAE HOT IH TO RECEIVE

FEII CUSTOMER, DEALER SAYS:
; KD CONTACT

S MANTS TD ENOM STATUS OF LEGAL CONCERH AND WHETMER ASSISTANCE FOR FIRE
DARAGED VEMICLE MILL ME REPAIRED i

m ADYLSED
= INFORMED l'm'rm THAT A LEGAL ANALYST HAD STATER IH THE CONTACT FII.!: THAT
2HE HAD m Tﬂ -IEFF CUTSHAN (SERV MGR AT FUGATE Fﬂl’lﬂ AND OFFERED HARRANTY

COVERAGE FOR
= IRFORMED BI.HTEIIER THAT A LEGAL AMALYST HAD TRIED TO WHTET HIM AND FAILED
I.HD THAT EII'E H.III! 'l'll TRY CONTACTING HIM ABATH

SUGOESTED HE ALT JEFF CUTSHAW DIRECTLY FOR F'U.ESIILE ADDITIDNAL

OWNER RELATIONS VOP/BEMCHMARKING 09720799 FRXLSBLTA




HEBIMNING OF CONTACT
09r 20599

MASTER OMMER RELATIONS SYSTEM II 19,04 .52
lll'llﬂiﬂiiiﬂlliiﬂriiil=I======‘-‘“ImIIIIl-=='I='III'IIII=I======1“|-=I—-!:ll--:tt
TOENRK EE.II. CONTACT YEH TYPE: TRUCK
PHELADELPHIA 16  ZW/TR: mu'm:r NDR: 186389576 OPEED: B5/94/1995
YIM nmmnm INE CLOSERD: S/ HE/1995
EEEEE S CEINENEIIILEEENEEED —— “I-.‘IIIIIIIII-"“IIIIIIGEII-------IIIIIIIl-
LAST MNAME: . STATUS: CLOSED
TITLE: T #adE: I MI:

ADDRESS :
CETY . TP
HEME PHONE BUS. PHOME:
MODEL YEAR» IIIIIEI. - -
MILEAGE:
DEALER MANE: HIIIIIR FORD OF REWA SAI.ES CODE: 115213 . P& A« D1392
CAUSAL CDDE: STHFTONS TRE14%
mﬂlu sn TRANS REQION: 18 ° TRANS BATE:

EFPL: H
CASE TYPE: 42-FIRES - EXHAUST-CAT.CONVERTOR-OTHER MEANS CODE: A-LGL INVEST-PROD LTADILITY
ATTY MAME: ATTY MEMO.
CLAIN RMT: a AHARED ANT ]

RICRO: &57T0229

COMMENTS »
1994705706

lll.ll Fﬂ- YEHICLE HAD FIRE IN ALTERMATOR AMD ALTERMATOR HIRIEE HARMESS
REFAIRS MADE UNDER WARRANTY

I:CI FURTHER ACT

#FTHIS IS THE CLOSING

EXRENT
NG FIRTHER ACTION- VENICLE 15 REPAIRED UNDER WARRANTY
1996705708 d
NICRO ADDED '

OHHER RELATIONS VOP/IENCHMAREING 0972099 FAXLOLTG




BEQIRNING OF COWTACT

B8r2nsy MASTER ONNER RELATIONS SYSTTM IT 1%.08.32
=========ll:lttt-::--..:-lltllllt:lt:“tl:l::::=====u-:.m:-:=::=::=::l::-...
2EeTHF LEGAL CONTACT EM TYIFE: TRUCK

SOUTHMEST 57 ZW/TR. CONTACT N3R: 106934 g 85,137
VINT T FuxEseFoT o Foue rug: A TATY

==-======-I-Ill"III“II-I-I-II-Im:::-l-—:l:.:ll::I-IIII.'.#.III..-‘--“---JI------
LAST RAME: :TATus- CLOSED
TITLE: FIRsT waee: W MI,:

ADDRESS :

CITY:

STATE: r: N
BUS. PHONE:

MOOEL

NSDs

152261 P Kk A: D&ETS
SYRPTOMS TO&1358
N TRANS REGION: 52 TRANS DATE:
VEH REPL. 5

CASE TYPE: §-FIRES - FUEL FED MEANS CODE: A-1G '
Ty - L I_H"_l'EST-FID'.I LIABILITY

CLAIN AMT: L} AMARD ANT» f
NEICRO: S&BZNTY
COMMENTS »
1996705715
RECEIVED REQUEST FOR CONSUMER AFFAIRS REVIEN--—CUSTOMER OWHS MODY SHOP AND
SAYS HIZ 30N NAS TRIVING VEHMICLE. FARKED IT. AWND IT " I FLAMES,
CUSTONER SAYS FIRE WAS UNWER HOOD. CONTACTED JIM HARFER AT DEALERSHIF AND

E.H. I..Em: (HMER, AHD ADVISED THAT FDIII HOULD EEHT INSPECTOR TO LOOK AT

+20
SEETHIS IS THE CLOSING COMMENT
EAR IH!PB:TINI IlﬂﬂﬂTﬂl PROBABLE PRODUCT LIAR
REPAIR. WHI 2 ESTIMATER AT 84000, m ONTAL
lmEE‘ i!IEll.EII HII.I. CALL FOR AUTHORIZATION COD
Ld
STEVE STEINLE AT DEALERSHIF COMTACTED CONSUMER IFF\I.IH ﬂl 6726796 TOD ADVISE
THAT REPAIR HAS M.iélﬁ-'l'ﬂs MWT THAT ﬂlﬁ‘l'“ﬁl HAD lETg.Iﬂ THE ATTURNEY AND

A
341D ATTCRMEY, CULLEM POE,
W8 THE SITUATION. -~*
STATED THAT HE WOULD NOV ADVISE CLIENT TO

A
THAT WIS CLIENT FELT THAT JHOILD PAY FOR YEHICLE
IRED. Hﬂ% TG CALL BACK WITH

ILITY, FORD AGREER 70 PAY FDR
NED SI m RELEASE FRDM CUS-

ASSIST WITH THAY AMOLMT. DISCUSEED SITUATION MY . CONROY, SUPERVISIN, MHD
B B B B N 13 e o Er G TR
ACTION HE MAY SRING AGATNST FORD FOR THE DN 'I'Il.lE.'

:IE H:;’E;- SERVICE MAMAGER. CONTACTED FOR CORMITMENT CORE.
-

LIHE,
.tHﬂI.IIT- *QZIII b1 ]

OWNER RELATIONS VOP-BENCHMARKING #9-20-9% FAXLGLTY




a49r20r99 MASTER DWHER RELATIONS SY3TEM 1T 1%9.03.32
'-==::III"IIIIlIIII“III:—:IIII‘:IIIIllI!!:ﬂ==tt--:--------n.lt'.-------II--:..u--
YAETNP LEBAL CONTACT 1 TRULK

57 * Ml.ﬂ'l' Iﬂl:l 155?5“15 EI"EIIDI ll!fl.yrl’!‘
YINF 1FRXFSYFOT ED: D8520r
=========_:-:==============================-=::::ﬂ-|-.--l.-:------n-.::--.--
1996/ 01722

MICROD ADDED

OWNER RELATIONS YOP/BEWCHMARKING 9972099 FAXLGLTO




JEGINMNING OF CONTACT

35/20799 NASTER OWMER RELATIONS SYSTEN I 19.08.32
FEEEENFRESEEEREEEXCEREE TEEEEETEELEER - e | + 1+ 15
SENVER 56 ZNTRe ga- VACTATACT NDR: 10764 T HRA Ry

YINr TETerIant T ENOLHE, N eNTel D IRl

EFEFEEEFXIEEEE ANEEEC I I I I I XA RN ENT ENEP Y FEEEECIEEEFEREN

LASY MAME: i STATUS:
TITLE: FIRST MAME: _ MI:
ADDRESS: )
LITY: STATE: P
HOME FHOME . BUS. PHONE:
RODEL YEAR: MOBDEL v SERIES X
NILERBE: 2 Wi
DEALER KAME: GLEWMNODER SPRIRGE FD SALES CDDE: 154433 P& M BDILTZ
CAUSAL CDDE: B789 SYNPTOMS:, - 7TMla3 704265
mﬂ;l&ll ad TRANS REOIDM: 54 *  TRAMS PATE:

: ;
CASE TYPEs 4-FIRES — FUEL FED MEANS CDDE: H
ATTY HAME,: ATTY NEMO:
CLAT ANT: N 1] AMARD ANT [ ]

HICRG.: 4540790

COMMENT 51
199610721

¥uE DEALERSHIPF FAX FOR COMSUMER AFFAIRS REVIEW RECET —1n N
F.IK INDICATES m 1 —F‘

CUSTOMER NOTICED SMOKE CUNING FRDN UNDER HOOD.
-WEIEITE!IHIIIDFIIEMEUT THE

-~ HE USFD HIS FIREEKTIHHIISHERTGHITWTTHEFIIE.
CUSTOMEE. SEEKS:
= WEHILLE 'ﬂ-'l IE lﬂ"lllﬂl A5 MEEDED.
N COMMENT

HHTHLS IS THE
CONSUMER AFF. IS MTI.I:TEII BEALERSHIF:
~ CUSTOMER HAS KAD THE REPAIRS COMPLETED.
- BEALERIMIP mm UMOER HAERAMTY .

= N0 ACTION MEEDED BY COMSUMER AFFAIRS.
19%&-11r22

MILRD ANBED.

1997702 0%

e AN I:IIIIIM. e
Tl‘.'lll

H!I RIIHHIHHI FOR TOMING A5 IT RELATES TO FIRE AND REFAIRS DONE TO
HH‘II'GLE UNDER WARKANTY y

Fﬂ CUSTDMER, DEALER SAYS:STEVE KYLE
;.'-IIE HOILD HAVE TO 60 THROUWGH LEASC FOR REIMBURIEMENT

CIETONER SEEKS:
-REIMDIMSEMENT FOR TOMING

[

CAC ADWISER.

- PIIHIIE ORIGIRAL RECEIFTS TO MR.JOE DUDD. SYC MOR.

IIEIIH i S'A'E MEE, WILL EVALLATE SITUATION TD DETERHINE IF REPAIR IS

OMNER RELATIONS VOF/HENCHMARKING 092099 FAXLGLTYH




@ o
| ,

BEGINNING OF COMTACTY

a%s20-,99 MASTER OMNER RELATIONS SYSTEA 11 1%.08 .52
EEEIZEELEErEENNE=CEEETC=EIXECE=IEIL=ICIXXIZERICEEmadSnwa [ e
194300 LEGAL CONTACT YEH TYPE: TRUCK
MNVER E&  TH/TR: CONYACT WBR). 107555018 OPENEDIn 09-25-1996
VINY 1FDLFETGTT ENGIHE: @ CLOZED: LO/057199%6

LAST NANE: STATUSY CLOSED
ADDRESS I T HANE HI:

|
CITY STATE -
m'rlnue- m s, l"HunE- HF'
IIIIEI. ‘I'ﬂll'.l 1 mmn:u F-SERIES
BEM.EI IIAHE: HARMER SUPER FORD 5 3SALES CODE: 155020 M & A DAS24
CAUSAL CODE: 0789 SYMPTOMS : TORLES FIG2455
E’!Eﬁﬂlgll'l & TRANS REGION: 55 -. W3 DATE:x

3 T
CASE TYPE: GA~FIRES - ELECTRICAL MEANS CORE» H-OTHER
ATTY HAME: ATTY MHEMO» T
CLATM AMT: | AHARD AMT 9

KICRO: SA51405

COMEENTS
1394709725

o FLEET FAX FOR COHSUNER AFFAIRS REVIEW uoae
= FAX IHHIIH.TB YEHICLE CAUGHT FIRE LMDER THE HOQR.
= NEED VEHICLE IMSPECTED.
I'HIII.FE 13 AT THE DEALERINLIP.
199671003

EHTHIS IS THE CLESING
IHSF!I'.‘T REFORT

COMMENT
RECEIVED FROM KA FORMARDED DARE s
FIFL) SUPFORT. NO FURTHER ACTION lmnn HERE, . - TN ZTHLICH
1994/12708

MILRO WURSER ADDED.

OWMER RELATIONS VOP/BENCHMARXING D9/20-99 FAXLGLTG




BEGIKNING OF CONTACT

19,2099 MASTER OHMNER RELATIONS 3YSTEM II 19.08.32
t.‘.."‘..l:."..“'...‘:.--===='.-:—:‘.:::::m.-.'--.'---.--I.l.l...'..':..ll
ﬁ; ANGELES Tl IH’TiI-mL .E.Entm NIE lﬂT' Fii ﬂ'ﬂmE‘ K [

1 [] a8 ED: 8170971599
VI TrurEos T o ENGINE: % TLoNED o1s334e5t
‘I-====-=-'-"=--'===='.==“.-‘=='----‘-"‘-tﬂi.------..---.--...“-----.I.“'-
LAST HAME: I + STATUS: CLOSED
TITLE: FIRST HAME: NI

CITY STATE I
HOME PHOME: % e Chuone. TR
MODEL YEAR: 9 WODEL s FrSERTES .

HILEAGE, s0848 M50 .
DEALER WAME: SUMRISE FORD SALES COBEs 171152 . F & A D5539
CADSAL CODE: 0709 SYMPTOMS: 704148 -
E.II.B:'E';I. 6o TRAKS REGIOM: 7L - TRANS DATEs
. y
TASE TYPEx 4=FIRES = FUEL FED HMEANS CODE: A-LGL IMﬁT'Fm LIADILITY
ATTY HAME. ATTY HBEMO«
CLAIN AMT: n AMARD AMT:
Hlm: 4912334

COMMENTS :
199701709
s MAVIS: DRIGIMAL
CUSTOM AYSz
BRETT HITE CALLING FOR C

TRUCKE [2]

FIRE STARTED MEAR THE EMGIWE nLocr. FIRE WAS STARTER BY FUEL
MO INMJURTES OCCURED ' s

PER CUSTOMER, DEALER SAYS+
= NO COMMENY

n
CUSTOMER IEEKS:
;ﬂ'll'flﬂl.l'. FORD DO ARDUT THI3

CAC AIVISED.
~ REF FRDM COMILMER AFFAIRS WILL CONTACT CUSTOMEN, NO TIME FRAME FROVIDED

=IMSPECTION REPORT RECEIVED FROM Iﬂll JEMEINS. EAA
-Hﬂ EVIDENCE OF FACTORY HIRING A5 IBHITIH SOURCE

LP.I qum LI:TI'EI T EUSTCHEI ADVISING THEM TO FIJI.I.IIII {IF HITH INSURANCE
COMPFANY BENCE OF FORE BESPONSIBILITY HA3 FISD
HI‘THIS is TI'IE MSIH COMMENT
MECLOIE FER FREVIOUS COMMEMTSNEN
1997/01/22
NEMTERD RECORDEDSS

Il K15

OWNER RELATIONS VOF/BENCHMARKING 45/20-99 FAXLGLTG




IEGIIIIIHE OF CONTACT

05,2099 HASTER OIEIFR RELATIDNS SYSTEN XX 19.08.52
R R E NN T o ELES T =====“‘===“==“.“-.I-I“-II-IISE-:Il!I:::!::::I
ﬁt:ﬂ% MEEA‘L:I .EI:;H'I-'MT KRR 10508229 :FE!EI !IZIIIFIIQT
[ 1 ]

ViN: AL T ENGINE: F .. CLOSED: 82161997
====“=--.‘.‘--“===—-.‘::m.:ﬂ::m::::‘.::ﬂ‘..--.‘l’“!.'lﬂ':_‘::_':._:'_::l
T ] R e TAT
ADIEELs ‘ e "M S O

E
CITY XTATE
HOWE PHONE: % BUS. PHOKE: _'“' .
MODEL YEAR: 9 II:IIIELi F-SERZES
MILEADE» ERADS
DEALER MAME: DESOTD FORTN-MERCIRY Sll-E CODE: 126639 P & Ax D4R&ER
CAUSAL CODE: 0709 SYMPTOMNS « THE1AN
ﬁﬁ{&l‘t (4] TRANS REGTION: 24 - TRANS DAYE:

[ ] -
CASE TIPEx SA-FIRES — ELECTRICAL MEANS COBE: A-LGL INVEST-PRDD LIABILITY
ATTY MWAME: ATTY HEMIN *
CLATIN AMT: b AMNARD AMT:

&
HICRO: 4342370

COMMENTS

1997702718

#nK DEALER FAX RECEIYED 277797 BY CONSUMER AFFAIRS MMM

ENN MAVIS: ORIGIMAL B6k

~PEALER CONTACT: CHARLIE CHRISTOFHERSOM. Hﬂ“ﬂ-ﬁﬂl EXT 291
umm CONTACT . NIKE DORTA

W—ﬂlﬁ‘-'l'?ﬂ STARTED THE TEUCK. AMD SHOKE CAME rqm IMBER THE HOOD, THEW
TI&IILE FLAME CAME FROM THE BLOH PLUG RELAY AREA,

CONTACTED IRSURAMCE. BUT THEY INFORMED T MECHA GONCERNS
l.l! HOT COVERED BY IM3IRANCE Wi “‘“ MICAL

EIHII.IE CIHISTWHERSUI {SRVC MGR) SAYS.

=CUSTONER J MTM:TEII IHSII“DE TODAY
HEH'T KWON MHICH INIURANCE

l:llsm p.133 +]]
-Fﬂl TO PAY FOR REPAIR

!llm munu LEGAL ANALYST) ADVISED:
=ALKNOMLEDEEDR RECEIPT OF FAX HITH ﬂ'lll-I.IE CHRISTOPHERSOM
—ATTENMPTER TO CONTACT CLSTOMER; MO AN MACHIME. NILL TRY AGAIN TOMDREDH
—HWILL SEMR EAA TD DEALER AS 5008 AS I VERIFY THAT THE INSURAMCE CO. IS5 HOT
HANDLINE THE CLAIM o
1::11"'“'.#!:5.' T0 CONTACT CUSTOMER AGAINM: NOQ ANIMWER. IIII.I.. AH

H EAD AND SEMD ERR
TD DETERMINE THE LAUSE OF THE FIRE. ﬁl

OWMMFR RELATIONS VOP/BENCHMARKING 09-28-99 FRALGLTA




43,20/9% MASTER OWHMER RELATIONS SYSTEM II 19.08,32
'“"-It=:::“8!!:'::"::.!“..::""'-I“I-IIIIIIIIF‘I.!IIIIIII-‘I-IIIII.I‘II‘II-
JOPDEE LEGAL CONTACT v TRUCK

ORLANDO 26  IN/TRi nnn'rm‘r nlm 1nﬂllﬂl anIIEn- w:wun
VIN, 1FTHX26FXT EDv 82r16-19597

z---l::::::l::-:::::-::l-:::-::::_“=-:I:lI---l=II:=-ﬂ---:I:::I::l::n.n..l:n.
1997702714
“‘TI‘IIS IS THE CLOSING COMMENT
mﬂmeEﬂlEmm.“lFm .
mwu TO HIS NOTHER . DFFFEED GOORMILL
iﬂ"lll 0f YERICLE CRALLY ACCEFTED THE THFFER.
=LPA FAXED COMFIEMATION OF THE OFFER AND THE RELEASE Fm TO CUSTOMER. WITH A
CC COFY TO DEALER (A3 REQUESTED],
‘-ﬁS SO0M AS CUSTDAER FROVIDES '"'! COMFLETED I.ELﬂSE {BY FAX) AMD & COPY OF THE
TITLE/REFIS, % :ELE::!FII! REFORT (IF ANY), I HI I.. "!Tm DEAMLER TR

PRICEED
1997-02/ 25
IEEE TS FROM CUSTOMER. DEALER HAS REPAIRED YEWICLE.

DDCLSEN
LPA ISSULD U5 APPROVAL CODE #MA9KX (42273.20) TD ml.ﬁl
199?1!!1’!
ADDt MICRD

DWNER RELATIONS YOP/BENCHMARKING 89/20799 FAXLGLTQ




BEGIHHIMNG OF COMTACT

L} g4 Ty L MASTER OMMNER RELATIONS 3YSTEN I 19.08.32
EETN RS T AR A LN EE NN AL N T ANE SRR T TIITTEEET AN Ay R R i

235 508 LEEML CONTACT . YEH TYFE: TRUCK
GRLAMED a5  IRTRa CONTACT NBR: 10DE1147]12 OPENED: ¥2/19-1997

YIN IFTEXLSNXT: ENGINE: N S ELGSEDY 8252171997

---l-liht-lllI--lll--ll#-------------Il-l'---n---:-q-w:::u.-n--:;;-“;---

LAST MANE: STATUS: CLOSKD

TITLE: FIRST NAME. _ 1Y

ADDRESS» g

CITY: ' . P CF

HOME_ PHONE: MS. PHONE: BXT» .
YERR: WIDEL Y F-SERIES

MILEAGEy HED: nt -

DEALER MAME: WINTER HAVEN FORD SALES CODE: 124425 . P & A 86340

CAUSAL CORE: @aryo9 SYNPTDNS 2 ?Ilﬂ. TOG1%2

%ﬂm &0 TRANS RESION * TRANS DATE:

CASE TYI'.E: §A-FIRES ~ ELECTRICAL HHIS m.'l:lE: A-LGL INVEST-PROD LIABILITY

CLAIR AMT: : 0 IHIIII I.H'I‘- |
. HICRD: 494244]

COMMENT S»

1397702710

BEE NAVIS: MIBIHH. =T

CUSTOMER SAYTS

- YROCLE MRNED SIS0 s ararre ot

- NG, THEM FIRE UNDER DASH AMD
HOOD ARER, CALLYD FIRE DEPT ﬂ CELLLLAR PHOME

- ﬂlm MO LONGER OHNS WEHICLE, INGURARCE COMPARY MOW WA3 VEHICLE, HE

E‘IWE COMPANY STATED THEY WOULD PAY 23,000 ‘IEFET IN FUEL SYSTEM),
" .

OMED TD FHCC
= WAS JUST TOLD THAT FMCC WILL REPOSESI VEHICLE
- m I3 TELL'.IH um‘m TO PAY THE DI
TEE COUNTY FIRE DEFARTH

DI FFERENCE
ENT MAS CALLED. MO I'.El’ﬁl']' NUMBER AWAILANLE.
m COMPANY I.'I'II.I BONINION) HAS
—Immcﬂrm Lmu.nnuuummw:mnﬁﬁﬂ

; Hﬂ%' DEALER JAYSH

CUSTORER SEFKS:
—FH‘.TIIFITTHIBIFFHEIEETIJ FRCL

HCHHSEII

= A REFRESENTATIVE FROM CONSUMER AFFIARS WILL CONT U
1997/ 85001 ACT YOU TO REVIEHM COWCERN

SESTHIS IS THE CLOSING COMMERT .
?ﬂ?ﬁﬂﬁiﬁu mm INSURANCE IS HANDLING, AND THEY
IF THEY WIS TG PIMSUE THE MATTER. v THEY CAN SURRCSATE

CAMMGT MELP HIN CLEAR HIS LIEN WITH FMCC

by |
-]

PHMER RELATIONS VOr/DENCHMARKING 0%-Z0-79 FAXLGLTA

®




29/20/99 MASTER OWMER RELATIONS SYSTEM II 19.106.32
IIIllllllllmiiilNIIIIIIII=========F=FSIl--=====lllll:l'liitlm--l::=====:t;-:
256505 LEGAL CONTACT EH TYPE: TRUCE

ORLANDG 28  ZW/TR: CONTAET Hﬂl- lﬂillﬁ?l?. ﬂPEIIEIh 1271951997

VIN. menﬂ'l& ER 02720/1987

EERECECSSSSLEFEFIAEEE I=——=—='.-‘III“—::::‘“.‘III::::““' 4 --=III AEREWFEENEFEEZIERE

1997705/ D4
AR MICRD

DHNER RELATIONS YOr~BEMCHMARKING 09/20/99 FAXLOLTE




. .

i
BEGINNING DF CONTACT
D9/Z0s99 WASTER CMNER RELATIONS SYSTEM I3 19.08.32
172500 LEGAL CONTACT VEN TYPE: TRUCK
She 18 ZweTR CONTACT M3R: 1
VIN: ZFTEF15Y5TC ENGINE: ¥ o d D AElssio0y
IIIIIIIIIIII“IIII“IIIIIII:I::::::-:::::liui--n--:pq;.m::;ng‘-'."';'-'.--
LAST NAME: ] o STATUS: CLOSED
TITLE: FIRST NAME: MI.
. .
Home  PhoNE F " Buar PHOWE W?‘ —
m:t FYEAR: . WODELy
WILEAGE: 6954 HSD, ik
DEALER WAME: | 3 FORD-MERCURY IN SALES COBE: 147361 P&a: 93147
CAUSAL CODE: B769 SYNPTONS:  TOG145 | )
DRIaLK: a0 TRAKS REGION: 7 - TRAMS DATE: .
CASE TYPE 5-FIRES - FUEL FED WEAMS CODE: A- -
CAsE ‘ GonE  A-Lal :HH!!T PROD LIARILITY
ELAIN AMT: 0 ANARD AN x

|
MICRO. 58TL¥A3

COMMENTS :
1997/05/05
EXKHAVIS-ORIGINALMGGOERDEALER RERUEST FOR COMS AECET

LEBAL OF 5/5/97mmo0ee =2 WER AFFATRS REVIEHJAECEIVED By

IEALE IIII‘I‘ES-
H UMDER THE HOCD FIRE THAT PUT ‘ITSELF
-I."‘H-‘II! 'I'ﬂ II“‘E A BURNT III.'I'.I'E NEST IN THE AREA OF THI FIRE

LF‘I. CONTACTED DERLERINIF SWC MGE/HORMAN HARRINGTON

=VERIFIED WEHICLE MAS AT DEALERSHIP

=LPFA NILL HAVE AN CUTSIDE INSPECTION DONE OM THE VENIGLE

LF! HIIIE obe TO CITY CI.MIIIL‘I" FULKERSON

! HAVE ONM OUTSIDE INSPECTION DOME D6 THE YEKICLE Mﬂ GET BACK, MITH CITY

LFA CONTACED EAASCHELLS
ltgfwm AND ZPOXE MITH HMAYOR/{SAME PHOME LIME
ARE MORKING THEDMIOH THEIR INS. CO. q;l'l"f:l.lll
-THEY STILL MELIEVE THIS IS A DEFECT

L
"-'I'I'll IJIJTSIHE INSPECTION INRICATED THERE HAS POSSINLY A HEET OF SDME KIND,
mﬂﬂ HTHII.I. HHICH CAUSED THE CONCERN

L CONTINGE TD WORK THROUCH INS. CO.
Behe L L e ermam o 1.
AND THEY WOULD

SURBDGATE TF THEY CHO0S Enwses
19910829

EEERFTURMED FROM MICROSRRM !

OWHER RELATIONS YOP/BEMCHMARKING 05-20/99 FAXLELTG




JEGIMNING QF CONTACT

»20799 MASTER MR RELATIOMS SYSTEM IX 19.05.52
1 +f=-J 171 (T 1 FF4d4-+ 1394 +34 237 l:'.'".-'.. [ £ L F L
5157MM LEOAL COMTACT VEH TYPE: TRCK
EANSAS CITY 53 ZRATRa D> CDNTALT HER» lﬂliﬂni OPEMED: 0972571097
YIH: SFTHEIS EMGINE: H CLOSED: 1170271997
“::I“I'.'l.l!ﬂ.l=3=l-==mlEII--'l'--"‘-"“.=—=.---..-ll..---l‘“"“==“‘
LAST MAME, ] STATUS: CLO%ED
AbpEESs I T R WLs

[ ]
cITY STATE P
HOME ' PHOME: % BUS. PHONE. - N
MODEL YEAR / F=SERTES
AILEAGE 1000 1=q1]] S
DEALER HAME: CAVALIER FORD INC XALES CODE: 1530759 FE Ar DRADYN2
CAUSAL CODE:. 6709 SYNPTOMS 1 TO&145
ﬁﬂ:ﬁl o0 TRANS REGION: 53 -, TREAMS DATE.

| ] "
CASE TYPPE) SA-FIRES = FLECTRICAL MEAMI CODEs A-LDL INVEST-FROD LIABILITY
ATTY MAME: ATTY MEMD: i
CLAIM AMT: E] AMARD AMT: 1} :

KICRUO. 5200872

COMMENTS:
Ig]’!ﬂmﬁ

CVD REQUEST FOR IIE'J'IEH RECEIVED IN CONSLMER AFFATRS DN 2/22-97. CORTACT

PERSON IS PAT VISOER & .
VG REF PAT YISOER SAYVE,

~VEHICLE IS AT COUWTY OARADE- lé20 HOODSOM RO-OVERLAND, WD

=THERE HAS A FII.E IN THE HEATER CORE ARFA
~REGUESTS THAY

A COMTACY FLEET AIMINISTRATOR. BOB Tmh AND SET UF AN

INSPECTION
LPA ATTEMPTED TO CALL MR
EM.'LIM REQUESTER

REFORY
1897709/25

TSCHOMF , HAS WOT IM.
INFD OM DATE DF IRCTDENT .

LEFT_MESSAOE REQUESTINOG
WIETNER R W07 FIRE DEFT MADE

EI.'IETHEI LEFT YOICE MAIL HMES3SAGE FOR LPA RETURNING Fll-l,.

I.PA L

1997729/ 28
I.I‘l I:I.I.I. BOE

IH Tl'IE m'ﬂ'ﬂl
=A NEIGHROR I:l'I.'I.HI' THE POLICE hﬂ FIRE DEFY.
FOR LABOR DAY

-.-.t-..

TTEWPTED TO L CUSTOMER, WHO WAS MOT IM.
ATTHEFTED TO IIPH.'I'I Wi‘lﬂlﬁl'l PHONE {MORSIT NOT

MILL ﬂLL BACK OM 9/ 26r597
NG AREA CODE)

:

TSCHORP WHO SA
PEMED N B-31-97 AY TI'I‘E DRIVER™S HOME. WMILE HH‘IIII:I.E WAS PARKED
SINCE THE DRIVER AND HIS FAMILY

H
A COFY OF THE POL EHII BT HILL HAYE TD GFT A COFY OF THE
'FIIE lm ltlﬂﬂFmEl]l HE MILL FAX THEN TO LP.

~THFIR SELF IMSURANCE MAMAGER WAD AN DUTSIDE INSP

.IHII IT WAS HIS OFIMION THAT THE FIRE STARTED IN THE
FAN MOTOR FELL BUT OF THE 'H'H'IIL‘I.E

<YREY ARE READY TO SELL THE VEMICLE FOR SCEAF, B

BOX, ALTHOUSH THE

ARER OF THE
LE BEIRG TOMED
T ARE TED ABOUT MHAT

LOOK AT THE ’A‘EI'IH:I.E
HEATER €0

ONNER RELATIONS VOP/BENCHMARKING #3-20-99 FAXLOLTO
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1
09,280,299 MASTER OWMER RELATIONS SYSTEM I ir.n§ .32
S N S R N S T A SRR I RSN N S T NN E AT R A R R SR
S157MH LEGAL COMTACT YEH TYPE: TRUCK
KANSAS CITY 53 m’“ CONTACT MMR: 108256372 OPENED: 09/24s1997
¥Il ZFTHF3& EMOTME: H “  CLOSED, }1-02/1997

1997 /09/25 .
CAUSED THE FIREs THEY HAVE MAMY YEHICLES THAT ARE FIMILARLY EQUIFFED
TIONS TO THE YEHICLE INCLUDE 2 WAY RADIDS, -Fm_‘qum:c FLOMS (NOT

—M0DI FTCA
BEING USED AT THIS TIRE} AND A LIGHT BAR .
~ALL MODIFICATIONS WERE BONE BY FORD DEALERSHIPS; HE THINKS THIS ONE MAY HAVE
SEEM NORKED ON BY AROADWAY FORD :
~THE TRUCK IS AT THE COUNTY OARAGE, FLEFT MANAGER AMD
!H! HILL CODPERATE MITH DIM INSP
LPA_LEFT MESSAOE WITH EAA IMPSECTOR CHARLES FISCHER RERUESTIND COMFIRMATION
Y HE CAN DG THE INVESTIGATION.

THA

1997/09/29

INFORMATION FAXED TO EAA INSPECTOR CHICK FISCHER
1997711r82

FRETHIZ IS THE CLOSING
EAA FIMAL RFPORT AND PHOTOS INDICATE THE FIRE WAS PROBABLY CAUSED #v THE
INSTALLATION OF THE LIGHT BAR 0N THE WENICLE. o
‘ '

COFY OF FILE FORMARDED TD PAT ¥ISOFR, CVO ANALYST.

1997712719
ADBED

1998701707
LFA RECEIVED CALL FRUM RUSS STFGALL, FLEET SALES MANM s WHO ADVISED.

AULS COUNTY WAS

—51. L NOT GIVEN A FINAL DISPOSITION OF CASE AND THEY
ARE VERY UP

SET N
—NOULD LYKE A COPY OF A LETTER OR REFORT THAT PAT YISHER READ TO THE CUSTOMER
!M.I.EBIH THE FIRE WAS DOUE TO INPROPER INSTALLATION OF THE LIGHT BAR

LPA ADVISER, ’
=L¥0 MAKES FIMAL DISPOSITION OF FLEET CASES, WE !;_FW SEND A LETTER

;HESEHT&WHDFTHEHAREFGITTGWIHIIIFF .
EUSD STEGALL UESTED THAT A COFY OF THE EAA REPORT BE OIVEN TO THE CUSTOMER
TD PREVENT TH&HF“ CANCELLIND THEIR ACCOUNY WITH Fﬂs

] . Lo
LPA RECEIVED APPRUYAL FROM RANRY MCCLURE, -EITIGATION PREVENTION MANAGER
T0 FAX & COPY OF THE EAA REPORT TO WR. STEGALL FUR FORARDING 30 M "

¥

FAX SENT TO ME. STEQALL, WHO WILL COMTACT CUSTOMER.
1798701713

Ex ADDITIDMAL MICRO ADDFD &A

ONNER RELATIONS VOP/BENCHMARKING 00-20/99 FAXLELTA




IEBIIHIH OF CONTACT

09,20/ MASTER GWMER RELATIONS SYSTEW IT 19.08._x2
===='====I----I'.------“-'-.---‘--.====_--““..I::.'---ﬁn'-'tt.“"'ltﬂﬁ----
76520 LEGAL CONTACT EM TYPE: TRUCK
SOUTHEST 52  ZWTR CONTACT MBR: 107265454 OPMED . 5772841956
WIN 1FTHXZSFLT EMGINE: F CLOSED: O7/28/1996
-Il-'.'-'.-.“..“'--“..“"-.l----l'----I-'-“-II'"I.m.:!-.-.F-“'Si-w-ﬂslﬂ.---
LAST NAME: *  STATUS: CLOSED
TITLE: Fresy Mane: [ 1.
ADDRESS 1 -
e WL F L E—T.
HOME PHONE: W5, PHORE:
MOBEL YEAR: 94 MODEL » F-SERIEY
MELEAGE 1109 H3Da -
DEALER MAME: JIM BASS FORD INC SALES CODE: 15253 P& A B25KK
CAUSAL CODE: 0709 SYNPTONS: THA24)
ORIGIN: 50 TRANS REGION: 52 TRANS DATE:
a

CASE TYPE:  2-NITHIN VEHICLE NARRANTY MEANS CODE: a-L6L INVEST-PROD LIABILITY
ATIY KAME: ATTY WEMO:.
CLAIN ANTa . ) ARARD ANT <

un:an. 4712903
CONMENTS 1
19967 0772%

E-ummm. muts'r FOR CONSUMER AFFAIRS REVIEW RECEIVIEDsam

?umrrmm 30-3TART THE vENICLE AND SAK SHOKE.  SAM FLANES AMD PUT THE FIRE

EUSTH'E SEERS:

=REFINMD FROM FOC FOR ALL EXPEMSES. FPER CONTACT 107894453, THE FIRE STARTED
UNDERMEATH THE HOOD OF THE VEHICLE, THEREFURE SH‘H'IFE MAMAGER ADVISED CUSTOMER
I;‘D“‘E%ITHIH THEIR INSURAMCE CARRIER FOR A3SSIITAKCE. -

S$HTHI3 IS THE CLOSIRO COMMENT

Nl ST ADBCIRewN

l%:‘ﬁfw LETTER ADVISING CUSTOMER TO CONTACY THEIR INSURANCE CARRIER.
ADDER MicRn . N

OWMER EELATIONS YOP/RPNCHRARKEING D5720-.9% FAXLOLTH
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IEBIHIIIE OF CONTALCT

MASTYR (MMER EFLATIONS AYSTEM II 19.08. 32
:=:...'|:===IIIIII---I-IIIII-:III:IIII.HI:IIIII:I::::::I:“..:_:::::::::;:-::::::_'
S9NHC LEGAL COKTACT B TRICK
ATLANTA 21 msﬁ CONTACT HIII 1!59‘5}77 "Eﬂﬂl ﬂﬂﬂfl"’i
¥IN: LFIL FRTFST EMBINE N5r235r19

2NN ABRFrFFFEFIECEFIFEINEIITITTEESNTE =======-===I=II- l.‘l.llll.l...‘l.l....ttl

STATUS+ CLOSED
First wees: [l ATaTuE

STATE r. I
S, PHOKE: '
ﬁgﬂ. F-3ERIEY
l 1]
FOR SALES CODEx 1217845 F X A BlGEA
CAUSAL COPE« Q7DY% SYPIFTONS . TO834% .
%IIEEE;L [ a ] TRAHS REGION: X1 ' Tﬂ"s DATE!
1
CASE TYPE:  &—FIRES — FUEL FED MEANS CODE: A-iOL INVEST-PROD LIABILITY
ATTY MAME:  DEALER INITIATED ATTY nﬂu- TAMB—SVE WOk
CLAIM AMT: 1] AWMARD AMT ' 0
MICRDO: SADZEO04
COMMENTS »
1996/0%' 21
*CAL

L FROM SVC MGR IMITIATED THE CONTACT
CUSTOMER 3AYS s
=RADIATOR CAUGHT FIRE.
~HE SLEEFS 1IN THIS VEHMICLE AND HE COULD HAVE BECHM IH-.II.II DR KILLED.
-".H! HA3 NOT INMJUREDR IN THE FIRE.

rn.wc

CUSTOMER
~WOULD NOT ALLDH THE \‘II'IIELE TO BE TOUCHER BY HIH aR Hll 3TAFF AND HE DEMANDED
A FORD REF REVIEW THE VEH
LEGAL AD¥IZER THE I:Iﬂ'lm m SYC MR
-m RILL SEND EAA, PAUL &033, TO LOOK AT THE \"EHII:I.E Flf

I.EBM. COMTACTED PAUL AMD HE ADVISED THAT HE MILL IHSFFT THE VEHICLE TOMDRRUH.

I.Eul. FAYER ALL FILES TO PAUL FOR REVIEM.

1998708725

HATHIS T3 THE CLOSTNG COMMPFNT

LEGAL CONTACTED CUSTOMER AND ADYISED:

—FORD COULS MOT LOCATE ANY MANUFACTURIAG DEFECTS AND THE EAA INSPECTOR
COULD WOT BETERMINE THE snl.lu‘.'E nF THE FIIE.

-FORD IIILl OFFER TO EEFAIR THE AS A QODPNILL GESTURE.

—FOED HILL ROT REPLACE THE \'EHHI.!. Iill!cli HE HAR ASKEF THE DEALER TO PO.
-ilE lwr culncr HIS INSURANCE COMPANY FOR REVIEM. _

l'.' STOMER ABRVISED
=HE HILL SUE FL'II]I AND WILL MOT FICK UP THE VEMICLE

~HE HANTS FORD'S POSITION IN WRITING AND LEGAL SENT IT THIS BUSIMESS DAY.
lkﬁisli

OWMER RELATIONI VOPFIEMCHMARKING 0920799 FANLELTG
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i
BESINKING OF COMTACT
D9/20/99 MASTER CWMER RELATIONS SYSTEM IT 19.02.32
( 1 | E 1l 1 [ 8] b -----'--“'::‘::::‘:::==t=“---!..---,----,:-n-,.s::::
2397LF LEGAL CONTACT VEH TYPE: TRUCK
SDR 10 ZWTR: B CONTACT NBE: 109334324 OPEMED: OL-09/1998
WK LT WE4F2Y PO EWOINE: F CLOSED: 0I/13/1998
LAST HANES T STATUS CLOSED
FITLE, PIRST WAME: - ML
ADDRESS «
CITY: STATE. - [
E PHONE: T TR - —

MODEL YEAR: 97 WODEL 1 F-SERJES-
MILEAGE: ilnll NS S
DEALER AAME: EIMBALL FORD-WERCUR SALES COUE: 121575 P& A DOZ7O
CAUSAL CODE: 0789 0719 6717  STOWTORS:
GRIGIN, & TRANS REGIOM: 31 ’. JRANS DATE:

1
CAOE FTFE:  1S-VENICLE REPLACEMENT - FRODUCT LIABILITY MEANS CORE: K~VEHICLE REPLACEMENT
ATTY HAME:  REG 1/12 SENT 113 ATTY HEMO)  XRXKKRX DEV ——
CLAIN AWT 1 AWARD ART .99

i

COMMENTS 1
1992791709
- “FRE-LITIGATION REFLACEMENT DUE TD EMOINE FIRE.
1998-01/12
AIBIT.
199881713
=

SEFTHIS I3 THE CLOSING COMMENT
CX FZL2449 FOR 25,999.450 ISSUED TO EIMRALL FDR-NERCURY

DHNER RELATIONS VOP/RENCHMARKING 09720599 FAXLELTS




1102 STo—-TaM3

e ———— —r ——— e —— L™

NEGIMMING OF CONTACT

/NP9 HlS'I'El DWNER RELATIONS 3YSTHM Il 1%.08.52
SEENREEEEES FER EETNTEWEFEE NN EE R YW
ﬁﬁﬂ 2% I.!Ell. CONTACT HER: 1079 YEH TYPE: Tl%l:l.
i i A A 1= A T 4
s TIEC AR R S C RIS S SEXSS=SSEEET ::'-.--.::------:::::--“::::
LAST MAME: ITATUS: CLOSED
TITLE: NI
ADDREXS :
CITYy m FL ZIF: |
HONE PHOME. F _
MODEL YEAR: 1) - 3
ftll'l.ﬂ. iI.HE IHI'I'H MRD CO ﬂt.is CODE: 125408 F KA 04309
] ] [ ]

CAUSAL CODE: 0709 SeTORS,  T04l4s 20360 ]
EEGIH- [ ] TRANS REVION: 24 . TRANS DATE

REPFL:

CASE TYPEr GA~FIRES ~ ELECTRICAL MEARS CODE. l-l.ﬂ-.IH\'EST—m LIABILITY
ATTY HEMQ: -

CLATN ANT: ] AHARD AMT: 1
MICRO: 4922095

COMMENT 51
1997700717
o DEALER FAX lﬂ:ﬂm 1716797 BY CONSIMER AFFATRY etn
IR MAVIS: ORIGIMAL WX
~BEALER COMTALY: Em. OR NAYME STEVENS

-PER 2 ERLOYEES HERE JUNPIRD THE TRUCK WITH A L2V BATTEXY, HALKED
AHAY FOR 5-5 MIMUTES, AND FLAMES UNDER THE HOOD
SPUT FIRE OUT WITH A FIRE EXTIMGUISHER
CUSTOMER IS ALLEGTHG AN ELECTRICAL PRODUCT DEFECT
FEESOMAL IH-II.I.EI"! MO MEDICAL ATTENTION SOUBHT
-mlrur 15 SELF_INSURED
FIRE/POLICE

REPORT KERE
I3 REQUESTIND m TII HE'AII THE YEHICLE l'l' m CHARRE

|

WAYME STEVENT (DEALER) Sqi

-YEHIGLE I3 WOT DMMER BY 1 1T I3 lﬂl’ TITI.IE

=YEMICLE WAS DELIVEREN FREM FACTORY AS 4 CAD K CONTRACTED
SENT .lmmuz. AND

TD Iﬂl‘l’lLL '.I'HE REFRIGERATED BORY. THE TRECK IS5 TO
3 FIMAL DESTIMATION AT A PEALER IN FU RICD
HMI J"SII:ES#HT:LLB THE BOOY, AMD THEM THE FIRE PCCURED FRIDE TD
;IEII.H I'I.H CONTACTEN JOM HALEY (CWO) ON THIS CASE
ERICKA EIMARES (LEGAL ANALYSTY ADVIXED.
~ACKNOHLEDBED RECEIFT OF mI.EI FII K7 WAYKE STEVEN3
=LEFT MESSASE FOR JON HALEY (

-LPFA MILL SEMD EAR TO DEI'E.'HIHE ﬂll.l'SE OF THE FIRE

=THE RESULTS WILL BE FORHARDED TO CWO HANDLING
R EET s Fok » SINCE THIS IS ACTURLLY A

DHHER RELATIONS VOP/DBENCHMARKING 192093 FAXLOLTE




b 44

020,99 MASTER OWHER RELATIONS SYSTEN TI 1!.!::.:2
TR IS EFE S AN Rl A SN AR N R A N

S999EE LEGAL CONTACY YEM TYPE: TRUCK
ORLANDO 24 INTRa CONTACT NBR: 1879915583 OFEMED: W1-/17-1997
VINa 1FDLF&TFB ENGINE: F CLOSER: §2705-19%7

AEEREEAREE N T RN F N S S S XA A NN TS Il'.--- - F=XXNUEEEEEENEEC=C=-REEES

1997702/ 05
SBETHLS 15 THE CLOSING COMMENT
RECEIVEN Ead REJULTS AND FHOTOS. FORMARDED THEW TO DARREN ZTMI ICH/JON HALEY
AT_C¥D FOR HAMDLING.
1957-02,11
ARD MICRO

OWMER RELATIONS VOP/BEMCHMARKING 0320099 FAXLELTO




|
BEGIMNING OF COMTALT
09,20./9% MASTER OWNER RELATIDNS AYSTER u 19,108,352
ERLxL L3 3.4 3 F ] EEXE FEFELE
BEN YORK 13 2eTheer AL AT NBR 108221620 DPEHER 35 Lhoa097
[ ] [ F
VIN: SFCHFS3G6 V) I ENGINE: B ) CLOSED. D3-21-1997
EXENAVRRSERAE NN IR NI OEEE SR Ny TS NN R
T ) STATUS. CLOSED
ADDRFS Fl ‘ g "
STATE -
3US. PHOKE: P
MODEL s i
M50 .
SALES CODE: 113325 PE A 2DE0S%

SYNPTONS:  TO4145 :
TRANS REGION: 13 -~ TRANS DATE:

CASE TYPE: 2-MITHIN VEMICLE mmmn_rl#aus CODE: ASLGL SNVEST-PROD LIABILXYY
MEMD -

ATTY RAME:
CLAYH AWT: . 8 AHARD AMT .
MICRO: %9903a% _
COMMENTS s
199770348
% DEALER FAX FOR CONSUMER AFPAIRS REVIEM %

!EAI.EII m STATES,

- THE Bval mnummm:mnrmm.

ATTENPTED TO CONTACT SERVICE MAMAGER, ROGER ARISTRONG LEFT NESSAOE

RETURM CALL. * AWD T

?EIIE:IE-LE“ mﬁﬁﬂlﬁi LOCATED AT mm BARN STER 3TORE)
- E:W%?ﬂhﬁ%"smu’ e A Thoen THE or i Il;l::: THROUGH AMD POSSTBLY
HMTTHETWEFHEEHIHEHHHEHIIGHMFTHWTIEF LOOR OF THE

~ REQUPSYED InSPECTION,
~ THIS MOTORHOME WAS HIGH- VISIDILITY.

H'H'I HILL CONTACT NITH FURTHER JMFORMATION.
I:ﬂln.’ﬂ'l!

¥THE FDILLIHIIE CAUSAL COBECS) EEPSIVED FROM CONTACT - l.'lTZl
UWPBLTED
INSPECTOR Imlﬂ'm AND ADNISED TO FAX INFORMATION,

IXSPICTIDN SHOULD BE COMPLETED BY THE END OF THE HEEK,

OHNER RELATIONS YOP/BENCHMAREING 09/20/99 FAXLOLTS
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0 20799 MHASTER DHNER RELATIONS 3V3TEM IX 19.08,. 32
--su-:-:;::u:::::::::ﬂ::l:::::::::===:==-==:-:-;-.-..p;::::n:n::.:u.:::;:
&318J5 LEGAL CONTALT EH TYPE: TRUCK

=N YIREK 11 IN/TRe II CONTACT MER. l“!ﬂiﬂ ﬂmlh A3 18/ 1997
¥IHs SFCHFS306Y, ERBINEy REDy A43,2171997

l!ﬂ?flyﬂ
=EEI’A‘EI IMSPECTION REFORT HWHICH VERTFIES THE mm,

CONTACTED SM, RICHARD. AT CAMPERS BARN HHO STATED:
- TI:E INSURANCE CONPANY HAS AUTHORIZED REPAIRS,

.l‘.l.'HISEﬂ
= HE WILL HAVE THE VEMICLE INSPECTED DHCE THE REFAIRS ARE COMPLETED TO ENSIME
TI'IE FOED COMFOMANTS AND SYSTEMS ARE WITHIN SPECS.

Fﬂ MICRD OHMLY.
1997705724
FOR MICRO ONLY -

CHMER RELATIONS YOF/BENCHMAREING 0972a-93 FAXLOLTH




RIEZ SXa-ZORA

. e————————————— i
.

IBIIIHIH DF CONTACT

MASTER ODMMER RELATIONS SYSTEM II 19.98.32
===“;..ll::::n-.:-;:-n-“--t-g_::-:::::I----I-------“.!-I-tttnhnnzzzllIIllll
105000 LEGAL CONTACT NEH TRUCK
5D 1a ZN/TR D3 CONTACT HER: 1"‘”5 H'HI’EII: l’i"ll’l"‘f
¥IM 1FTIa3s PRV ENGEME . .- CLOSED: 1l0/1R0-°1%%7

E-IEmEEREEEXD EE N I-:Il:.llIII:IIFﬂF.Hl-I'.F---:3“31331I--II-I-H
LAST WANE, s‘rn'lus. CLO=ER
TITLES FIRST WAME: 5

ABDRESS»

g .
HOME FHOME IHE. I'I'II:IIEl

MODEL YEAR: 97
s300

MILEAGE: .
DEALER WANE: um:.l. FORG-MERCUR .'ul.Es CODEs 1Z1575 F & A Q0270
CAUSAL CODE: W709 i TOMS « nuiﬁ ‘708142 4999a0
FHEII-IHEHE;I. (1] TIIIH! REBION: 21 Tl“! DATE:
[ ]
CASE TYPE: GA-FIRES - ELECTRICAL MNEANS CODE. H‘!:!'THEII
ATTY MAME: ATTY MEMO:
CLAIN AMT, D AMARD AMY)

]
HICRO. 5150267

* = THE BLDMER WMOTOR CAUGHT DM FIRE. THE DASH AMD THE EHBIHE COMPARTMENT  WERE

FEl CUSTOMER,. DEALER SAYS,
= TRUCK I3 AT THE DEALER

uﬂm SEEKS
~ FIMAMCIAL ASSISTAMCE

N
l;ll: ADNIEED:
= MWARRANTY HAS EXPIRED
= FOARDED THE INFORMATION TO THE DEALCK POR mm[ Hlll FIRANCIAL
EﬂIIIEIlTIH

FB ME. RODER KIMBALL L(CUST REL MGR-3SVC. m.: TO CONTACY THE
mm WITHIN THO BUSINESS DAYS FOR ASSISTAMCE

1!!?!“12!

LEBAL LEFT MESSAGE DM cmm-s HOME WUMMER MOTCEMALL. WESSABE RIFQUESTED THE
SRR e Lo

RODNEY/TLR EMPLUYEE CONTACTED LEGAL AND INDICATED IT n:u. BE PIFFICULT TO
CONTACT M. TILLERY. EROPMEY INQUIRED IF THERE IS ANYTHING HE COULD DO TO
M:I:T LPA, RODMEY INDICATED THE YEMICLE IS LOCATED DLR.

LEBI..'L ADVISED RODNEY THAT AM IXDEPENDENT IMSPECTOR WILL BE CONTACTED
199770%24

LEGAL LEFT A RES3AUGE WITH JIM/SVC WRITER REQUESTING RQDWEY TO CONTACT LEGAL.

DHHER EELATIONS YOP/DENCHMARKING 09/20-9% FAXLELTR &




9IRZ STe-Tew

I R [ T e— .

0r20s9% MASTER OMNER RELATIONS SYSTEM IX 19.08.352
==ﬂ==-ﬂ======lilli--:-=======:n---:=====:I-.::=nnul::-:n:-========::=|:--
lasgpc LEGAL CONTACT TYFE: TRUCK

SER 10 DO/TR: B3 Eﬂﬂ'l'-ll‘-"l' NBR 1 III!IWH ﬂ!IEDI /1871997
YINy 1FT.H54 F2V EMGINE. CLOSER: 181071997

l:lllllllllltl----IIml-n:----II“::il---—--l-I-p-n;-------:nnn"—--':
1891 | ]

me’;m CASE HITH EANDY MCCLURE/LITIGATION I'IIEI‘EIITI MAMAGER. LEGAL
“ngllﬂml.m IDEnFI:I.IElm HITH A REPLACENENT DFFER. Bllﬁ'l'm MILL BE RESFDNSIALE
IUE TO THE COMPITION OF THE DPOMETER THE DEALERSHIP ISUNABLE TO PI!II'HIIIE LEGAL
HITH THE ACTUAL MILEAGE. LEOAL RASED THE MILFAGE ON BEDRGIA™ LEMOK

FORMELA. THE ACCRUED MILEAGE HWAS DERIVED BY III'H'IIIIH lﬁ; 000 MILES .'I‘I'Hll

THHI MULTIFLYING THE QUOTIENT FY & MONTHY .

mﬁ"mulm:mmz‘mnmmmwm

THE ACCRUED MILEAGE MAZ CALCULATEER 3 BIVIDING 55,000 WILES BY 12 MONTHS. THE
QUOTLENT WAS THEN RMULTIFLED XY & MONTHS A

119710710 .

I‘.‘.:-I.l!i.‘l'l‘.iﬁllIs THEI:E'LE#EE“! lgLBEHEIIT OFFER AND LEHI. IIH TRAMSHITTED THE
TRAMEACTYON THROUGH RAV FAST
1191711/l 8
ADD RICRO

DWNER RELATIONS VOP/BENCHMARKING 03/20-99 FAXLOLTG




LIGT SCa-Zad:

—_— e — S— .

BEGIMMING OF CONTACT
09720799 MASTER OWMTR RELATIONS SYSTEM IX 19.08.32

41ZRC LEGAL CONTACT YEN TYPE: TRUCK
SOUTHWEST 57  ZH/TRs CONTACT H!It- 108944506  OFEMED 10/01-1997
YIN. 2FTEAATLE EWGINE: L CLOSED: 18/15,1997
EEETIAESSECoTINEENETTICRERST = l=l-=ﬂ=—=—li!lﬂ‘!lﬂllI—:IIIItIImI-IIIlIImI
LAST MAME: - STATUS: CLOSED
TITLE mst sane. D M- H
oo ATE DR ZIF i
1 ] ]
HOME FHONE: m BUS. PHONE. F
MODEL YEAR: 97 WODEL ) ERIES LD
MILEAGE. &De0D H5Ds LR
DEALER HAME: nurrlru !unn ING  SALES CODE. 152738 P& A DG433
CAUSAL CODE: ©2D6 SYNPTOMS « TOABR) 704245
Ennxlalltﬂah G0 TRANS REGIOM:. 52 ;7 TRAHS MATE:
. [ = :
CASE TYPE: 6—PERSORAL PROPERTY DAMAGE MEAMS CODE, A-LGL INVEST-PROD LIABILITY
ATTY MAME: ATTY MEMO: - -
CLAIM ANMT: [} AMARD AMT. B
NICRO: 5152012
1997710701
glnn!t uﬂshnuaxm.
= WIFe calLIne FRTRUIN

= YEMICLE CAUGHY DM FIRF MHILE DRIVING - smu-: & FIRE LMEERHOOD

-~ FRONT EMD I3 BY FIRE

= POLICE, FIRE DEPARTNENT. AND INSURANCE I'-‘ﬂl'ﬁﬂf Im FALSER = AGENT) Has
DEEN NOTIFIED

- N0 INJURTES

- THERE WAS ABCHIT ¢2,500 IN PERSONAL PROPERTY DANADE

= YEHICLE HAS BEEM INPOUMEED

- THE DNES THE TDWIMG COMPANY #175 AND THEY WILL mq' IIH.EHE HER VENICLE,

Inn.m. OR HERCHANDISE 5

I"El ::lmm DEALER SAYS: '

< UnA TOD RENT HER A TRUCK NECAUSE OF THE mnILm

m“mmrgmm 'R SHE I3 CARRYING A Lm HER DESY lu'rmi 13
HORNRALE OB WACD ﬂmzmmmmzmnﬂ IEII OTHER FORD TRUCK
:H-H'I MILES AMA

CAC ADVISED:

- Wa ESP

= B0 TRANSPORT .lTI'.'II ASSISTANCE PROVIDED

iﬂ-ﬁaﬁ-m‘n FROM CONSUMER AFFAIRS HILL BE CONTACTIMG HER REGARDIMNG THIS

DHHER RELATIONS YOM/RENCHMARKING 09%72009% TAXLGLTG
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|

¥
08/2099 MASTER OWNER RELATIONS SYSTEM II 19.08.32
t-l:II:“I:::—:—::““...III=====—=I'“IIII=====I.IIII_IIL==lIt'I'========I'-l
SR1IRC LEGAL CONTALCT YEN TYPE: TRULK
SOUTHMEST R:

CONTACT Hllh lﬂl?ﬂi!ﬂﬁ DFEHEIh 10781/599Y
EMOINE ED: 10-14-19%7

VIN
1997 1l¢"‘
HHTH

I3 I3 THE CLOSING COMMENT

ATTEMPTED TO CONTACT CUSTOMER OM 1B-Z AT HOME HI.HII-ER FROVLDED, BUT WA

lﬂlﬁ!ﬁ THAY SHE WAS OUT UM THE ROAD AMD PERSON I SPOKE MITH DID II.'IT KIII:IH
CTLY MHRERE SHE COULD BF COMTACTED AT THAT TIME. GAUE W

I.IH'BI..E; WHO RE THDUGHT MAY HAVE NUMEER WHERE SHF Cﬂll.l BE REACHED.

THAT IJHIEI. I:IH lﬂfL LEFT MESSASE FOR CUSTOMER

O ANJHER
RECONTACT EFT MESSAGE ON MY VDICFMAY 1!1"?.-' O 108, CONT
NESS mn lHIH- AND IPOEE MITH HAVE AMY IMNFOR- \
MATION, BUT SAID HE HOULD PASS
===AS CUSTOMER HAS MOT RECONTACTED AT THIS ER REFERRING HER
TO IMSURANCE CARRIER. E

¥ AMD SATD THAT HER A HAS DEEN TRYING TO CALL

IN ADRITION, L
D PHGTOGRAPHS OF FANILY NEMBERS.  INSURANCE

W“&ﬁ'{%um
HER ATTORMN

.
.".r

CUSTOMER 3ATS:
- llliﬂll. W HAS ALREADT INFORMED THE EUSTIIIEII 'n'ln-'l' THEY WILL BE UNABLE

CAGHT DA FIRE
-III'I'I!HIII.I'I'B!T&T ANY LOWOER IN OREGEOM

AFTER FICEING UP THE TRLCK IT CALOHT FIRE OM gll
-mnusurwxunmmmwms RISMNDS TRUCES
-%WE MOMTH DLD TRUCK BURNED UP WITH ENGINE LE® AND " FORD REFUSES

:‘ e

REIMBURSE FIM BUSIKES PROPERTY LOST IN THE FIRE
LET ROSS ROAERTS XKKOW SHE IS5 NOT A HAPPY CAMPER

FROVIDE FURTHER ASSISY TOMARD THE i INESS LD5S
3 FORDS FLMAL FOSITION HIURED B

FORD SUMPORTE THE DIAGMOSIS OF THE BEALERSHIP

OWNER RELATIOMS YOP/BENCHMARKIKG 0920-9% FAXLOLTG




09,20/99 MASTER OMNER RELATIONS SYSTHM II 19.08.32
Bk Ll -n » FPESWEETEETN
41 20C LEGAL CONTALCT YEA TYFPE: TRUWCK
SOUTHHEST 5Y  ENWSTR: ﬁ CONTACT MBR» 1OE9343QE OPEMED: 1l0/01-1997
VIN: ZFTEX1TLS EMBINE. L CLOSED: 107141997
EEEEESIETF VAR R N TN EE N N EE AN R EN N FEF IR NN EE T EENN NN ENFE RN ENEEEN
19977117118 -

ADDED MICRO MWUNRER.

OWHER EELATIONS YOP/BENCHMARKING U9-/20/99 FAXLOLYQ



SEOTNNING OF CONTALCT

20799 MASTER OMMER REUATIL'IH! SYSTER 11 1%.08.52
EEEEENEERETN EED S s T i AEFEFE T AN CEER DS E X
gg"ﬂiﬂfﬂﬂ W‘I’lli ﬂl‘l’l’lﬂ HIII 107105809 LEIET;FE;EIZI-'I!

¥ [ ] | ]
YIN: lﬁﬂl?ﬂilﬁ z o3k ﬂﬁﬂ!l“ﬁ

STATUS:
FIRST NAME: _ Ml

STATE: e
S. PHOHE
97 MODEL « F-3SERIES LD
mMEI 5000 W5D B
ﬂléﬁ NAME . w :ﬁg INC SALES CODE: %ﬁ!:: . HI\:!‘ At DOOD3B
ml sl'lml
EH.I{B#EI';L GO TRARS REQION: 27V ;’MH BATE
E] ..
CAJE T‘l'l’i: AB=FIRES ~ EXHAUST-CAT.CONVERTOR-OTHER MEANS COBE. A-LGL IKVEST-FRUD LIABILITY
ATEY MAME: ATTY HEMG» .~ -
CLAIN ANT: 1} AHARD ANMT . L
MICRO:
1994 /06r 2]
EX RAVIS: LESSPE MME
CUSTOMER SAYS

=¥EHICLE WAS INVOLVED IN FIRE
—W0 PERSONAL THJIRIFES

—~SMOKE WAS COMING OUT DF DASHBOARD AND FLAMES WERE CONIMNG DUT OF HOOD
“¥EHICLE IS CONPLETELY MMNT IOHH TO THE TIRE3 .

N0 REPORT MAS MADE O VERICLE

—CAN CONTACT TROOFMER N.V. FRRILEY #(548) 3275415 FOR MORE

=INYEITIGATORS SALD FIRE STAKYED IN LEFT FRONT ARCA UNDER m
=VERICLE IS CURNENILY AT AR INDEPEWDENT TOMING FII:II.ITT

=tAS MOT CONTACTED INIURANCE COMFANY YET =

-IH THE PAST 3 KEEES. THE ALTERNATOR AND STEERING Sﬂﬁﬂ HERE REPLACED

Fﬂ ﬂlm: BEALER 3AYS: :n_'

m SEEES.
=IMFORANTION REOARDIMG EENTAL VENICLE
-lTl.TII! OF PAYMENTS MNITH LEASING CONPANY

I.'.'Il: AVISED

=CUSTOMER HiSIIHIEItSlm AND HUNG U PHOME SEFORE I FIII‘.I.II AWISE ANY FURTHER
—CUSTOMER I3 CONTACTING INSURANCE COMFANY
1;%% llllm MILL EESPDND TO CUSTDMER

LIT, :mﬂﬂ' CALLED CUSTOMER OM &4-24 AT NGON, LEFT A MESSAGE DN ANSHMERING
MACHINE.,
12957046725
RECONTACTED CUSTOMER, LEFT MEISADE OH ANSHERING MACHINE.

OMMER RELATIONS VOP/BEMCHMARKIMG B5/20-99 FAXLGLTG




T

2018 MASTER OMMER RELATIDNS SYSTEM II lo.p8_ 323
Il“.-ni"mmt--:nl=====:Illl!!“t-"----._cntz---m----.-s....la:t-----'
BA SHINOTON 2wTh AElaTacT nER 107106809 LA L
x [ ]

¥IMy lFl'ﬂFlTH_ EWSINE: 2 CLOSED: Br24719%5
-l-.----I----“IIIEEIIII.—---I---m---=l===!Illt"----.uitillm------.—---ﬂ
1996708/ 25

THITHIS IS THE GI.BSIHB COMMENT

CONTACTER THE CUSTOMER-CUSTOMER KAS CONTACTED THE INSURANCE mrm. THE INSUE

ANCE COMPANY 15 HAVING AN IH’FESTIHTDI INSFECT THE ¥EMICLE T
CONTACT CLOSING APPROVERD

IN ADDITION, CUSTOMER MAS REFERRED TO INSURANCE CARRIER: IF THEY FEEL THERE
IS A MANUFACTURER LIABILITY, THE INSURANCE COMPANY IEIUI.II FILE A JUBRGOATICH
CLAIM AGAINST FORD.

DHNER RELATIONS VOP/BENCHMARKING D3v20-99 FAXLGLTE




JEGIMMING DF CONTACY
Lk

MASTER OWMER RELATIONIS 3YSTEM IX 15,0833
II“I-I-I‘===“==IIIIIIIII‘I:III“‘::I“::""'B#..:::";‘.l"':m';-:'.m.t..::
g% I.EGI.I. CONTACT Ed TYME: TITIY

¥
E munr:r m lﬂimfﬂ OIFENED: O1lrDE-1994

YINs CLODSEN: 0l-/23719%98

!'“lhlli!“.“ﬂ.n::ﬂl::ﬂ I"IIII:-III:EII-.I“.‘I-II‘-:-l.I--mI:-IIl.:
LAST MAME = STATUS:s CLOSED
TITLE re7 ware: NN M.
1 G
cITY STATE P
Gobe proxe:  IRNIRRA fs feowe: Dh—
MODEL YEAR: 7 m'EI. F~250,330/5D
MILEAGE: L300 L
TEALER HAME: ELMHIRST MOTORS INC HLEE COBE: 141081 - F kA DlE4E
LERL CORE: O714 SYNPTOMS T091%8
HIB{E;'L a0 TRANI REGIOM: #1 . TRAMS BATE:
YEH 1
CASE TYFPE: S-FIRES ~ FUEL FED RMEaNS LDDEs I'Lﬂ. IH-T"PICID LIABILITY
ATTY HAME: ATTY MERD
CLAIM ARMT: -} mun ANT l . &
MICRO:
COMMENT 5
199801700
WL FET REQUEST FAXFDARR
FAX STATES:

= THAT WHILE FARETD VEMICLE CALMGHT O FIRE IN THE EMOINE COMPARTRENT .
I. ﬂT MIEE AT WILLAGE DF ELK GROVE TD VERIFY TﬂﬁT THE VEHICLE WAS

I.PI. III\‘ISIII THAT AN EAA INIFECTOR MWILL COME QT TO IISFE!.‘.'T THE VEMICLE.

199,01 09

KEnUFDAT Bt

FETE, EAA MILL GO DUT TD TMSPECT VEMICLE.

199r0Lr2X

SHITHIS IS5 THE CLOSING COMMENT

RECEIVED m%n REEFORT AMD PICTURES BACK !h_.l INFORMATION
lm TO ON ZIMLICH. C¥O, FOR III‘I!IIIII.ITIH!

RESULTS OF FIRE INDICATE--ELCTRICAL SHIRT. Eﬂm HIREING.
CUSTOMER HAZ BECN PIRECTED TO I'IIS-!"IIEI IHIHH:E m -

OHNER RELATIONS VOF/RENCHMARKING 9972099 FAXLOLTO
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IEEIHHIH DF CONTACT
MASTEE OMNER RELATIONS SYSTEM II 19.09.52

===l-================F—l¥“ll. IIII:III::::====:tt".-“::=========|:ta-.“---l

LEGAL CONTACT YEH TYPE: TITYY
A'rmrrn 21 TR mmm:‘r m- IHHHI! III'EIEII- 11/71,1997
¥IN: LFNFT o SV CLOSED: 1270671097

LAST WAME STATUS: CLOSED
TITLEx AME: NI
ADDHESS
CITY STATE: [rT Y 1
HMNE PHONE, BIS. PHOME-
MDDEL YEAR: 95 MODEL 1
MILEABE, l2z28 H3D: =
DEALFR HAME: FORP ROTOR COMPANY= SALES CODEr 121808 ° PR A EBOEL
CAUIRL CTODE. o71le SYINFTONS TO8145
Enﬂlimltgl. GD TRANS REGION: 21 «  TRAMS DATE:1l-28-15997
. '
CASE TYPE: 4~FIRES - FUEL FED MEANS CODE:  A-LOL INVEST-PROD LIABILITY
ATTY HMAME, ATTY HMEMO: L
CLAIN AMT: a AMARD ANMT: ]
NICRD»
CONMENTS r
1997/11.71
ENICVYD FAX DATED ll-24-57mu

FAX INDICATES EWQINE COMPARTMUNT FIRE, BELIEVED TO BE RELATED TO A LEAKING
FI.IEI. LINE. RYLER CONTEMDS THEY HAVE EXPERTIENCED SIMILIAR FIRES.

I.EBII. CONTACTED MORMAN-INC BGR AMD I.II'I'IS- THAT AN Im“'l' SVC NGR HILL AE
CONTACTED FOR AH INSFECTION. .
FHISALES CODE HAS BEEN CHANOED FROM 1*17355 TD llll'ﬂq
HEION CODE HAS BEEN CHAMBED FRDM 21 TO 92
UPDATE DLR CODE
LEGAL FORMARD INSPECTION REQUEST TO JOHM HMIIW#_“,
SSALFY CODE HAS BEEN CHAMOFDE FROM 121985 TO I.!lﬁl_? '
Hﬂﬂl“ﬂ“lﬁ“lmﬂ“ﬂl’lﬂllt'fﬂﬂ -t
1=§?IW T:I-.-_‘I'-t DLR= TRI-FOINT FORD TRUCK SALES=1Z2190%
LEGAL CONTACTER SYC MOR/MORMAN. NORMAN INDICATES AN INSFECTOR INSPECTED THE
YEHICLE DN LAST TUESBMAY. HE I3 UNSURE OF THE :mm's MAME. ACCORDING
Tﬂ LEGAL?S FILE JOHN HAMRANICE/EAA HAS URABLE To Fm TII.I IHSFE:TIDH. LEGA
LEGAL FAXFD INSPPCTION REQUEST TO DICK PERKINI/EAA. HESJAGE
1?%5;! VOICEMATL. REQUESTING HIM TO CONTACT LEGAL.
HLI'I'I'IIE I..'i THE CLOSING COMMENT
INSPECTION REFORT RECEIVED LEGAL FORWARDI REPORT TO MIH ZIMLICH FOR HANDLIMG

DWMMER REVATIONS VOP/MENCHMARKING 09-24-9% FAXLOLTG
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REGIMNING DF CONTACT
90,2099

MASTER DHWNER RELATIONS SYSTYEM 11 1%.08.52
AR EZIEFFEAIEEEE FEEEEEE CEA LI LB SEEC kxR -—--'---“-z;:--;---"--..--
TO20RN LEGAL CONTACT VEH TYP
MEW YORK 1 ZIN/TRa CONTALCT WER: 109285264 EI‘EIHH 124"124'1‘!!?
YLks 1FDNFT RJEHY ERQINE: J CLOSEDy 1272571997

SESJETCCEIEIE"EEO-EILLC-oXLI ===============¥===F=ﬂl.ill._ﬁ.!.‘m".--l FenfannsEran

LAST NAME: .. STATUS: CLOSED
TIYLE: FrreT waME, [N 1
e STATE - 2tp,

1 | | ' 1
fHE Prow: S BUS, PUORE: H
MDDEL YEAR:  9& FSERIEy
DEACES WAME: UNIVERSALFDRD TNC  SALES CODE 113033 TP &R BETLL
CAUSAL CODE: 721 ST T, 704143 '
ORIGIN: 80 TRALS ESTON: 13" ". TRANS DATE(

[]
CASE TYPE:  2-MITHIN VEHICLE WARRANTY MEANS CODE: A~LGL XNVEST-FROD LIABILETY
ATTY MAME( ATTY HENO,
CLAIN ANT: 8 AHARD ANT : - .
MICRD:

CONMENTS
1997718712
CVD REQUEST FOR INSPECTION
199712715

CVD SAYS HAD UADER HOOD ELECTRICAL FIRE- REQUEST IMIPECTIOM FOR LAUSE
REQUESTED IMSPECTION=- FRANK ALTER
19971-12-23
I'HTIIIS I3 THE CLO3IND COMMENT
¥YER REFORT= FOEMARDED 1O DAREIN ITMLICH
FUITI'I.IH ACTTION

ONNER RELATIONS VOP/BEMCHMARKING 2972099 FAXLOLTE
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i
BEGIRHING OF CONTACT
1 TN/9? MASTER DWKER RELATIONS SYSTEM Y1 19.08.52
---.------..“'.."‘.".'I:::—:—':::'ﬂ..':......‘.----'..-“.F--.-----.-----.-..-.
THZORH LEGAL COMTACT YEH TYPE: TI11Y
HEN YORK 13  EN/TR: COHTACT HEE. 1091!35'-“ OPERED. 11/24/1997F
Yil. 1FPDNFT 3JTHY, EBINE CLOSED: Rl 00-199E
IIII.IIIIIIII“II“I':'::: I =“IB==FK=I'IIII.!::IIII':::—:I".l"'itlIt===
AST HAME, STATUS: CLOSED
TITLES r1rsT wane: [N ¢
ADDREZS « SUITE 300 ;
CLITT: STATE: ZIP»
HOME PHOHE: M3. PHONE. EXT
MODEL YEAR: MODE), ¢ F SERIES
MILEAGE: 15943 WSD: R
DEALER MAME: CAUSEWAY FURDP & MER SALES CODE: 11581 - FE A 2DETE
CAUSAL CODE. or2] SYRFTOMS. TOAL&S
EEEBE;;L 60 TRANI REQIDN: 13 * TRAMS DATE: '
| "
CASE TYPE: Z-MITHIN VEHICLE WARRANTY MEANS CODE: A~LO0 THVEST-PROD LIABILITY
ATTY NAME: ATTT MEMD, .
CLAIN AMT: 0 AHARD ANT ¢ 0
MICRD: 5202135
COMMENTS «
1997 711/24
1] HEHUEST FOR INSPECTION
199%s01~

HHHI! I! THE CLOSIHG COMMENT
E.M INSPECTION FORMARDED TO Cva.
I.Fl COMNFIRRED THAT THIS CLAIN HAS EEEN SUBMITTED AND PAID UNDER THE HARRANTY.

O FURTHER ACTION NECESSARY.
lliifim‘
ADRED WICRD

E '

CHHER RELATIONS VOP/DENCIMARKING 09-20-9% FAXLOGLTY




s sta-Todd

BEGINNING DF CONTACT

092099 MASTER CMMER RELATIONS SYSTEN IX 19.08.32
.-..-------l...-.-'---:-=:::;;---lmu-:::::u'---“-----h-=tIiltﬂ---------ltll
70Z0RH LEGAL CONTACT ) VYEH TYPE: TTTIY
SAN FRAN T2 IW/TR: CONTACT NBR« 109429329 OPENED: #2/18-1903
¥IN+ 1FTZFl7 FealnE: 2 CLOSED: 02/24-1998
FEPENERENEEr ==y ARERREET R CNEXEE III‘—!I:-=I=III“#'-"I'Fl-::‘::---‘-ﬁ='===II-I
LAST WAME: T ~ STATUS: CLOSED
TSI T N B

[ |
cIT EASANTDN sn‘rE- Ch e N
HME PHOME: h BMi5S. PHONE: m
MODEL YEAR: 93 MODEL _
MILEAGE: 971 NSDs
DEALEFR MAME: sul.m FORD 1#C SALES COBEs 17243 P 3 A: 07900
CAUSAL CODEx 2L STYNFTONS TOR1%
. mn:m:ﬁgl ao TRANS REGIG: 72 - TRANS BATE.
\ !

CASE TYPEs 2-HITHIN YEHICLE HARRANTY REANS CODE: j"l.ﬂ. INVEST-PRUD LYIARILITY
ATTY HEMO: -

CLAIN AMT: 0 AMARD ANT» §
MICROD: 525143

mmm SAYS

= HORKER FII‘[ED TRUCK TN GARRSE- IONITED IN EXGINE COMPARTMENT
= THEY ARFE SEI. ll.lllﬂ

nmm SEEKL

R _OF TII.II ANE SARRET AT FNC EXPENSE

I.I'.l HAS LEFT A ME3ISAGE OM SERVICE MAMAGER HIRE HEI.“'I YEICE MAIL ASKINO THAY
m.ll'.'l' Hl lll‘;l AY .II.! A3E=5930

I:I.llﬂ 'I'I'II-'I' HE CONTACT WE l.uﬂ: lT ::l.s S50 DETWEEN 9:50-4

'-'I!llf Erq

SETHIA 'ﬂ THE CLOSING COMMENT

LPA SMIKF WXITH m M 'IEIIFI'ED H II-II.IH lESIII.TIH FROM FIRE. TER
NT m H

HE IS SURE BAMASE ASZ E. F
’l'llﬂl:l.! T3 PART OF A FLEET OF IIH ’FHIICI.I. R‘ij
MITH HIS FLEET CIMTACT PERION-—LPA EKFI.IIIl- 'I-"II
DECTDE MHETHER DR MOT THEY MANT THE VEWICLE INSP .ll.Sﬂilll'l.llETﬂE
FERSON WO lll.TIﬂTEI.'I' DECISTS HOW TO HAMELE § MITH
5 THE PURCHASIMG MANAGER AT W ADYISED
158 o L t.‘.'HTM‘.‘T THE FLEET CONTACT PERSOM AT FORR mnﬂ CONCERN.

RECEIVED INSPECTION EEFURT-~ FORMARDED TO DARRIN 'ﬂ]l-l-f.l'l
lzgﬁyl!

NICRO

OMHER RELATIONS VOP/BENCHMARKING 0972099 FAXLGLTE




¢ T e .

FER RN MACHCIEN M N M IEIEIE JEE SENEE I NN AN I CICIENE I 36 6 M DEDEE 0E P 3 D MIFDENENEDE 2626 JE 0E 3 6 30 S 3E0EE 6 3
ATTH: DMMER RELATIONS MAMAGER

1
OFENED BETHEEN llfﬂ!flll? ANE 8971971999
MODEL YEARS . 1!“ 3 1994 1995 1996 1397

HODEL 1 ALl

REASON COBE3. ALL

SYWPTOMS » TOA14E FOK245 TRE3IRE

MHERE AZFVEHLINE EQ "TF1* DR *TY1' OR 'TF5' DR 'TF7!

CONTALT OOUNTS 2Y TYPE

LEGAL TOTAL
12 12

5D§'I' SENUENCE: (OEFAULT AND FIMAL IS CASE MINTRER)

X.
E 5.
7.

it




—_—_— . ——. —— -

DWHER RELAT. w5 RO97Z20-1%99 MAFAXFRO




JEDEE MR NG MM N0 A TN NN 3 3 0L D0 OE I DL N 0 L0 2CHENE I 0 ARG TG A e M
ATTH:z OHHER RELATIONS HANAGER '

DPENED BETHEEN 0070271997 AND 09-19-1099 "
MDBEL YEAES %;:i 1994 1958 1996 1997

MODEL v ALL

REASON CODES: ALL

IYMPTOMS v TOE14S To42sE TOs545

HHERE AZSYEHLINE EN 'TF1* DR 'TY1' OR *TFA" OR "TI7'

HENEENAEXEEEERKEEEREXENYE
WM N NN DN LN T W DD ONC NG NN 0N NN N

DHNER RELATIONS
H R 211 B

|
}




HEGINNING OF CONTACT
s 10-19%% MASTER OHMER II.’ELl.TIﬂH SYSTEN 11 _14.29.11

H554AA LEOAL ISSUE CASE lllll 234104679

TR« 10 SDR TOME: P2 21994
TR RSt r o CHOSCHE  Sheyce, 2 C o SPEUER: Sglecinae

‘“--_t-..---uk-‘--lFt----“-IIl.’:l':::‘:‘I=I=-I-I..l-- NENEEWWR
LAST ' STATUS: CLOGER
TITLE: rsT NanE: [ [ )
ADDRESS)» .
CITY STATE: hi ZIF
MOME FHONE
MODEL YEAR: 1993 MNODEL: F250 X4 STYLESIDE FICus
MILEASE + S004

LER MANE:

COURTESY ALTD & TRD SALES CODE. F5R&04 P A A: 05204
[} ) SYMPTDMS TOAI4S
ORIGINCAC =

GEMERAL CAC .
ACTION:DRONO1— RO ACTION REQUIREDR: INFORMATION ORLY
COMMENT 54

1999-02-16
11.485.44

OWNER RFLATIDNS 23/20-1999 MMFAXPRS -




TeRr GIo-Z0

29,20-1999 MASTER CMMER RELATIONS SYSTEM IIi 16.29.11
IEEE—FEFEER SR I ECESIEIECECINCE AKIN n ) ! HEW .-;;.='=-‘..
G6368A LEGAL ISSUE CASE MWR: 04254104

REGTON: 18 SIR Z0ME: P2 R e ED,  02/16/1999
VIN: ZFTHFZSHISCHII CEmuinE: o CLOSEM 027161999

AR N A LI I I R AR S AR A F En F N E G EEE A RN RN F I SRR EESESSSSESNER X
s

i
:
g
g

.@
:
C

E HAD A FIRE_IM THE VEN
EFORY IT mgni CUSTOMER THINK
ED THE FIRE; - clsTOM

1
2>
5

£
w0
=
me
&
8
-
£
Y
G

38
55
d
n
gn
+B
=1
53
L
E
F
5

:
is
EH

CASE ID: 4506 R

99,0219
ull.lﬂ.ll BEALER ~ SUC MGR ADVISED CUSTDMER WAS NOT FROUGHT
. ICLE IM FOR INMSFECTION AT THIS EIE’E :

ORC CUSTOMER - CUSTOMER ADVISED TH ;MII“EI oN
CL

' 23
<
3

« ¥ LE I5 CURRFNTLY IN KIS DRIV
EIEEHT:“: c RRED WHILE HE HWAZ DRIVI ﬂﬁxm HIS DRIVEMAY

NOISE. OOT OUT DF THE. E _AND
FROM_ UNDERN THE VEWICLE.

Rd

. PR

FALKEWRERD, ISAACSON, CARDOT - ATTORMEY FI $ JEEHN
CONTACTFR HAS NOT RETAINER AN A AT THIS TIMNE.
LPR l“:!h THAY FYLE WILL BE FORWARDED T F3P FOR FURTHER
REVIEM. -

1994902-2%

018.29.04 ADDED MICRC HUMBER 0573 A54%
199903415

15.35.81 BARY KING-ATTORNEY KETAINED &Y CUSTOMCR.MRITEZ LETTER DATER
3r5/9% TO ABVISE THAT HE IS SEEKING RESFONSE

FURTHER
E g:TEET THE DETERMINATION OF THE IISI"H.'.'I'IH COMDUCTED

LPA DBC 5. HERNANDEZ/ESP DM 2712799 ~ §, H!'qmlmﬂ ANVISED
THAT CUSTOMER WAS CONTACYED AND AIVISED THAT THE INSPECTOR

DWHER RELATLOMS 1972071999 MMFAXFRD




09/20,1599 HASTER ONNER RELATIONS SYSTEM 113 16.29,11

AEolod 10 sOR Sougs pp CASE Mag: #ﬁﬁ“ﬁhmm
1 1 -

VING  ZPYHFZSHSSCUNUNEN  EMOIME. N . CLOSED: BS/18s1999

'..'-m..-“'-“=======’.=."t.-'----'-----====--.l.-.'-'----."======’-“‘t'“'-

199903715

15.,35.01 MAS MOT ABLE TO WERIFY A MAMUFACTURER DEFECT WHICH MAY MAVE
CAUSER THE FIRE. CUSTOMER WAS ADVISED THAT m FURTHER ACTIDN
Iﬂ'ULII BE TAKEM EY FRC.
5. HERWANDEZ FAXED IMVESTIGATION REFORT To LF.I. I:H 12,99,

FER L. BLACK, LPA FAXEDR LETTER YO ATTORMEY DFISE THAT
THE PREWIOUS DETERMIMATION IS AFFIIDFIII&TE FNC MILL MOT
MAKE AMY ADJUSTMENTS OR REWISIONS TO THE ;ﬁln BECISION
MADE BY ESM HEADQUARTERS.
139503719
15.35.16 ARDED MICRO NUMBER @37& 027D
1999/ 087 16
.04 &3

COEALERSHIP CALLING. SAYS HAVE NOT HEARD FIMAL DECISION FROM

FMC.
-%EH FOR AMA TD- ASSTIST IM TRADE I:U!Tm "ENTIH ANDTHER
«L5M II!CLI% PFO33IIMLE ORC, PER FRIDR m‘l‘ﬁ PO FURTHER

OHMNER RELAYIDNS rZ0r1993 MMFAYMRE




' - - e el

1EGINNING OF CONTALT

19-20-1399 MASTER OMMER RELATIONS SYSTEM IIX 16.29.11
l'I'I-I'II-I'II“EI:I#I“‘-I----I"-=“IIII-----I.l:“l.l.ll..-z---n.,ng::::l
9E2ELF LEQAL ISSUE CASE HBR: WST0341B6Y

REBION: 10 3DR ZONE: P2 OPEMER: B7/0571999
VIN: 1Frmrziﬂw- EMOINE: F CLOSED: 0770571959
I:;;-EEII- IIIl‘lllﬁk-------rlﬁ.gltkg;;;luﬂs------‘----II
L ] ; 1 LOSEE
TITLE: FIRST NAME: MI:

iy —
CITY: STATE: DR 1P

HOME PHOME:

MODEL YEAR: 1997 MODEL F2Z50 AX4 SUPERCADN PICKUP
MILEAGE: 53738 s

DEALER MAME, SDMMIT FORD-MERCURY SALES CODE: Frassl FE A BD667
msnu l:u =5 IITI! SYMPTOMS ruﬂu!

L CAC
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