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BEDINNING OF CONTAGT

182071999 MASTER IIIIHI RELATIOMS 5YSTEN II; 17.11.2%
arkIEEFBVFEFTEEFFTEFEFEEDEEE
5325KC LEEI.L 155UE CASE m: WS06551 428
REGION: ZONE OFEMED: 98-2271998
ViMa  BLRPUZSLONLIZ2290  EMBIME: L " CLOSED: #5022-1998
EENENEFENFEN CE )] EE.

LAST MAME -7 STATUS« CLOSED
THLE: ' FoesT wave: NN, WS

nm L} " -
CITY STATE Ny P

- ' | 1N
mE‘L 'I"E.I-l- MODEL » “?Immﬂ HAGON 5X&

IIEILER Hlﬁl “!IITE PLAING LIWCOL SALES CONE: LH.'H! F & Ar 11247
EEASON CODES: #7009 SYMPTOMNS

DRIOIN:CALS. - I:H!IHIH AFFAIRS = I.ITIHTII'.H Flﬂmm
ACTION:LF203 — OPEN LESAL CONTACT -

COMMENTS » ' b
199840522

- 11.16.%4 CUSTOMER SAY3: =EeATTORNEY DEMAND LETTERWMELETTER RECEIVED
AT CONSIMER AFFAIRS 5#'191'9!. ATTDRMEY » m%ﬂlﬁh ITTﬂ

RNEY ABVISED CUSTOMER MILL PURSUE MEN YORK L

/M0 INJURY, CUSTOMER ALLEGES VEWICLE WAS BESTOYED BY FII.E 2
#23/90. INSFECTED XY AN JNDEFPENDENT EE&,EI‘H COMCL UDED
THAT THE FIRE HWAS CAUSED RY & mm% ECT IN THE FR
ONT HIRING MHARNESS. IMVESTIOATOR MAJLED . 14 OF REFDRT TD

M, LIAANN RORTDNH OF FORD MOTOR CO. ON A ; 1998.
CUSTONER. DERLER 5AYS. CAL l.II"ﬂ“SEl‘i_:j-'_s
'Ii'llfﬂifﬂ h' 'jd.
18 55 42 :l“l-.;a'Fm mm LETTER TO ATTY rmgl'“ OUTCOME OF
‘,-""-""
199805728 53
12.156.29 B LPA REVIEMED l'I.'T'f I.E'I"I'El IHIIIDIII 'I'IIE *3
VYEHICLE Flll BASEN DN THE ATTY
FORD HWI“WETHEW RARCE COMPANY -
INVOLVEMENT. ALLSTATE INSURANCE COMP -THE LLAIM AND

I5 FURSUING SUBRODGATION AGAINST m

. DHNER RELATIDNS 0S720/1999 WNFAXPRO



BEGIMAING OF CONTACT

S22 1099 MNASTER OWMER RELATIONS SYSTEN IIX 17.11.29
---.---m.‘...’:.'---‘-‘------..----t-‘.---’..----‘.-m--“.-'“."-.l-“.-
553154 LEGAL ISSUE EMBR: 0499021559
RERION: 7L CALIFORN IONE: Al A e B aREne 04/ 9%/199%
ST ELKEUTTLOL 41959  CROTHE L 2. CLOSEDs bé/84s1999
LAST NAME: : STATUSa CLOSED
frim FIRST NANE I

[ ] P
CITY STATE CA . ZIP,

T ; i - [N

MODEL YEAR. F MARE, - uvqu HAGON §X2

[ ]
 DEALER- W STAR LINCOLN-MERCIR. SALES cODes |.sm1 P&Ac 11322
REASON CDDES: SYMPTOMS ThGEZAE
ORIGINCALAL - m AFFAIRS - I.ITIHTI“ mem
ACTION:LPZDS — OFEN LEOAL DONTACT — ATTORMNEY DEMAND -q,
COMMENTS «
19997046704

11.56.11 WoamOGECHNREN  ATTORNEY IIEH:I LETTER Wmu

ATTORNEY ALLEGE3 DEFE':'II'I"E
EMOINE SMOKE FROM VEHICLE RESIH.'I'IIII IH ACT 'I'Iﬂl I!F ME
ALARM AND FIRE DEFT, VISITS. CITES CALI

WRATTORMEY REQUESTS FORD REPLACE YEHICLE . Ilull-nEFEcTIvE
VEHICL B, i Sty
1999/07/02 - “E
16.21.48 o
1999/07.70%
11.46.08 REC'D NOTE, C3M AMD DLR ARE HAMDLINO. vE nmmsn
FOR IMSPECTION OF THE VENICLE AND
% BHHIE! GUTECNE OF THE TNSPECTION ﬁu THiS TuPD, oid

OWMER RELATIDNS 09-20/199% MMFAYPRO
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: ATTH: OHMER RELATIONS :
) TEGAL TASSIRITES *
] 4
X ]
[ SALES AND 3ERVICE CONTACTS i
X DFEMED IEI'EEH llfllf!.l AND 1273179% el
[ MODEL YEARS E
3 ]
[ MODEL S t FXMIRsE RANGES™ x
[ ] ]
: CAUSAL CODESa. ALL :
i SYHPTOMS 1 704145 704245 704345 :
E ] STATES v ALL E
¥ DEALER3 1 ALL L
ENBINE CODES: ALL -
o PLANT CODE . ALL REGION: All OREIBIN: ALL N
* CASE TYPES 1 ALL - *
H ]
u |
» o
: HOTE: EXCLUDES OWMER DIALOGUE :
i 1 ]
n 3
: . MOTE: IRCLUDES VU.5. CAUSTOMERS DNLT :
¥ DlIIER RELATIONS 'lnFl:nEl:HHI.IIIIIH )

CONTACT COUNTS BY SORT FIELRS

XHODYRE MODEL SYWF_CODEL  SUPML_MICEMER

9% RANGER i
i

o7 RAHGER 3

TGTAL 11

SORT SEQUENCE: (DEFAULT AND FIHAL 15 MM'-‘T NUMBER )
XMODYR

1. Ay T MNOBEL
- I SYMF_CODEL l"f SUPL_MICRNER

B~ Y
ﬂﬂ\-lﬂ
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i ATTH: DHNER RELATIONS MANAGER

TEGAL FRCSTAITES

HI-ES AND SERVICE CONTACTS
NETHEER 01-01/95 AND 1231793
HIIIEI. YEARS « TV W

PO S 1 EXPORS® RANGEYN

CAUSAL CODES: ALL

SYMPTONS r TUGLES TR4245 TOESES

STATES r ALL

BEALERS : ALL

EWGINE CODES: ALL

FLANT CODE : ALL REODIOM: ALL ORIOGIN« ALL
CASE TYPES .« ALL .

NOTE: EXCLUDES OWMER DIALDGUE

NOTE: INCLUDE3 I).3. CUSTOMERS QALY
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BEGINMING OF CONTACT

09,2098 MASTER OWMER RELATIONS SYSTEN II 19.34,11
2 i ol O O I 0 I N e . P R I-'-‘I'.--'I-lﬂt-ﬂll‘lt.-------
5953CG LEGAL CONTACT YEH TYPE: TRUCK

SOUTHEST 52 ZHsTRa CONTACT NER. 17356521 QOPENED. 12/85/19%
VI, 1Frmu1ﬂ& ENGINF: A =, CLOSED: 01-18-1997

ANAEEEXEETXZNEE REEREEAANETEEE l...!!.-::::'..q...l ERSrivaFrIEENENES X

LAST MAME: - STATUS: CLOZED
TITLE: FIRST H.lHE: ] Mi:

AT srare F .

| ]
HOME PFPHOME: BUS. PHONE:
MODEL YEAR. MODEL »
MILEAGE E3a00 H3D»
DEALER MAMNE: BUSTY RHODES FORD ¥ SALES CORE: F & Az B2514
CAUSAL CORE. o709 SYMPTONS THI“ T04245 TOAZ&T .
EEIIIEIIIEI. B0 TRANS RFOJOM: IIIA.II! DATE» '
E
CASE TYPE« GB=FIRES - EIHLIIST—EIIT.MERTOI-HTHEII ms CODEs A-LOL IMVEST-FROD LIABILITY
ATTY WAME. ATTY HEMD: - @
CLAIH ANT, i AHARD ANT: L]
MICRO: 4%11m%8 0

COMMENTS.

1996712509

W NAWIS, IIIEIHLL 2

CUSTOMER 3AYS

—Hsunnnnmswzmcurnnsmummmumn EXHAUST WAS

II.II‘.HIHE DIL QUITE
ERY MONTH ﬁFI'EI 'I'I'IE IlHi ENGIRE WAS FUT IH 'I.'II'.E m'lﬂlST SYSTEM HOULD

COME_LOOSE AMD NEE} 10 HAVE THE BOLTS TISHTEN

uu}‘r 1/2 MOTHS ABO THE EXHAUST HAS BURNED OLT THE lﬂTgR AND  AIRCONDITIONING
= 12-8-94 3 PM THE VEMICLE 80T STUCK IN THE SAND, SMOKE STAKY

T"Fm! FIL'IEE%II.II.IE HOOB, THE VEHICLE MAS ON FIRE MMERE - II'IE'__ I'IEHTEH IH"I. 15 HEHI

~ MRECKFR TOMER LT TO CUSTOMER'S FROM YARD 2

= THE WHOLE VEHICLE IS TOTALLY BURNED UP YOU CAN w." ;El THE THAT

TAILOATE USED TO ME GREEN i .

- HAVE NOT CONTACTES INSURANCE, MO INSURANCE -j'

PER CUSTOMFR, DEALER

= G=56 GARY LOWG- THE ENZINE IS BAD. WE WILL PUT IN 4 uEH EXGINE

~ BUTCH 1IN SERYICE

o 172 FONTHS AGO- GAKY LoNO- ALTERMATOR REPLACED, TDENTIFIED THAT = HEATER

DITIOHER WERE BURNED DUT AS A RESULT oF 'I'HE- ENGINE OET BACK WITH

OWHER RELATIONS YOP/RENCHMARKING 09720-9%9 FAXLELTG



09,2099 MASTER ONNER RELATIONS SYSTEM II 19.36.11
- [ ] -ItiIii-ihikh"‘l'l'-.--.----.-I----.l----

5953CH LEGAL CONTACT EH TYPE: TRUCK
SOATHEST 52 ZH/TRs CINTACT NER: 107856521 OPENED. 12/05/199
VIN 1FTCRINAL EMGINEs A - - CLOSED: 01/10/1957
FEENEERENANEENEEEEEEXEEXE, ==I---I-'-“--------.i-‘"--‘---_‘=====-====.==
199612709

US WHEN YOU WAVE TINE TO LEAVE IT FOR ABOUT 3 DAYS

-"12-9-96 NO MAME IN SERVICE- CALL YOUR INSURANCE COMPANY, NE ARE NOT

RESHIH.SIII.E FOR 'I.'I'IIS

CI.IETI:II- SEEKS,
-HHIT 00 I Dot

Hﬂ AINISER:.
HILL FOREMARD THE INFORMATION TO THE APPROFRIATE IIH'II!TI!IIT AND  SONEONE

Flﬂl FORD HILL COMTALT CUSTONER
1;!:3@1:7‘ 4351 IS AN ALTERMATE WUMBER FORE THE r.u:'rm

J=ccalA HADE QUTBOUND CALL: WO ANSKER DR NACHINE TO I.I.“‘E A MESSAGENRNIE
0K NAVIS: DRIGINAL ke .

TOMER ZAYS
-IIEHEHI.TER‘THETS%E lgﬂﬂﬂlﬂ A5 STATED IN THE FIlE'l‘Iﬂ'-I-IE CONTACT
—(!I!J 274 3351 IS AN ALTERNATE NUMBER FOR THE :um;n

F'l-'l CUSTOMR, DEALER SAYSs
-NO CONTACT

n
CUSTOMER SEEKS+
-‘I’EI SPEAKL MITH A FORD REPFRESENTATIVE

GIL' AINISED:
=5R AFDLOGIZED

-fﬂ LA STATED, LA MADE OUTBOUME CALL, WO ANSHER OR MIHE TO LEAVE A

MI FORMARDED INFORMATION TO THE PFROFER DEPARTMENT
gﬁ#ﬂﬂ. HE MILL BE RECONTACTED XY & MR qlmmnn:

*-HI' 5
IHMWI! T f

JORAALA MADE OUTBDUND l:I.ISTII:lII!l'E ALTERNATE PHONE AMD LEFT NESSADE
HITHIg MORRIS mumlm RECINTACTMENNM{ CONSLUMER AFFATRS FHOME MAMBER

wer¥lk MADE DUTBOUND CALL TO RESIOENCE PHONE NUMBER, ’1' THE TIME OF THE CALL
LINE BMUISYEEEN -

OWMER RELATIONS VOP/BENCHMARKING 0372039 FAXLELTG
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199101710
HHTHI

DY/ 20799 MASTER OWMER RELATIONS SYSTEM IT 19.34.11
----I."I....!‘I‘l ---I--IIISII“I-llIII--IIESSI-IIII--'--
5953C6 LEGAL COMTACT VEH TYPE: TRICK

SDUTHEST 52 INTRh B2 CONTACT NBR: 10725£521 OFEMED, 1270971996
YIN: 1FTCRIOAL TT ENBINE: A »  CLOSED: 01/10-1997
;;;::;;:;;ﬂ““. --i"I.IIIlllII:—::-:-:#:ﬂ:ll!Illl---.I - FEFENFE

=0 IRSURANCE 0N
-MREIT IIII.EIBE OM THE VEHICLE 33,00-34,000 NILES

'I'HE 'mn:ua g DETERMINED TOTALLED
% CURRENTLY IM HIS POSSESION.
;FIIE Dﬂ'ﬂlﬂl DISPATCHED.

LA ADVISER:
=WELL MHTE ERA IWSPECTION.
F RECEIVED HILL RECOMTACT CUSTOMER.

~0MCE REIUL
19%i701/02
e REAR INSPECTION REFDRT RECEINED 1217796 KK
=HOMEVYER LA Hls MOT RECEIYER FICTIRES
ﬁg?lgsl;%?m FORMARDED MILL IE\‘IB! AND AIWISE l‘.‘J.I!Tl:II-.
DUND GALL WABE TD DE\LEISIII:PHEI

IR K AT '
=REAL ERINIF TO FAX BIYER'S DRDFR. VENICLE INVOICE, II.LE_S INWOICE AND ALL
E'I'I-IEI PERTIMENT FINAMCIAL INFORMATION. A .
_L&IEIE WTIW&TC-II.I. Iglln.'EFﬂlE H'E;H ﬂl!%ﬂ

TOMER INDI THA DOESH HANT (o] .
P 6 ey IBI'IIEE IHI:I'-TI'IEI YEHIGLE
=THE YEHICLE HAN X1 ,580-35,008 MILES DN IT.
-NG FESF PLAN OM 'H'EI'IIG!.E

ND CALL WARE TO FMCC REGAREING UPDATE OH mum“
MEGRMATION ENTERED IN RAVARKKAAGEN TN jecole

Bamewl A SMKE WITH CUSTOMER RN
LWL IWIFH

-CIISTM!IH“ITHE m%ﬁm HAS BEEM UPLOADED TO RAV HWEIE FOR FINAL
TOTAL. CINPLOADED I-10-%9

7)
TOCE KAy RETAES P TTOr AP SheTACCIA mmmcu:rms R ToATICA "
COMTACT GUSTOMER AMD ADVISE. » LA ML
=AT THIS TIME WO FURTHER ACTION IS REQUIRED.
1970121

NENEEELA MADE II'IITIHIIII Cll.l. TI:I ADDVE NUMBERXREEHE
-I.IHE I5 NO LOMOER IN 5

kl MARE OUTEOUND TALL TO ALTERHATE PHONE NUMBER AND I.,E.I-T MESSAGE HITH
—mll"l'ﬂ THAT SHE HAVE CUSTOMER CONTACT COKIUMER &
ER WER ¢ RSKED THAT CRSTOMER CONTACT TOLL FIEE IIII AND LEAVE .
H“l l TIMNE I'II-IERE HE CAN BE REACHED. '
L CHECE CONTACT DAILY PoR FOLLOM-UF H
"'fﬂ m CUSTOMER MDRE THAN LYKELY WILL EEWTH'.T lﬂ 1/29-87.

OWMER RELATIONS VOP/BENCHMARKTINO 0972099 FIILELTG
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1920795 MASTER OHNER RELATIONS SYSTEM II 17.34.11

AN e Y AT NSNS N SN e K W
595300 LEGAL COMTACT - VEH TYPE: TRUCK

SOUTHEST 52 INTR. CONTACY MBR« 107858521 OPFENED: 1279971996
YiM: 1FTCRIOALTT ENGINE: & i CLOSED: 01-10/1997

1997/01451
RECONTACTED AMD HAS AINISED OF THE FOLLOWING , ik
I‘:‘EHIELE IEFI.IHII SHEET JRIICATES THAT CUSTOMER MUST Fl‘l" #4,587.50 TO RESOLYE

-HILEM!E AT THE TIME OF THE FIRE 34.380 X .11, I!! (FI.II,C]-IIEE PRICE)= €4,081.35
-84, 081.35 -~ #11,835.52 (PURCHASE FRICE)=T,731.9

~$12,5539.42 ~ §7,75]1.92 = #1 SA7 .30 IHEB.ITI'IE Eﬂl-lml

~CUSTOMER REQUESTED THAT L FIIIIHI.II LETTER REGARDING uwz AMOUNT .

-~LETTER MILL BE FORMARDED AND MO FURTHER ACTION TIKH_._,

=CUSTOMER STATES THAT HE NILL SEEK LEGAL ACTION. e

1997703717 !

NMICRO HUMBER UPDATED.

DHMER RELATIODNS YOP/RENCHMARKING 08720-99 FANIGLYG
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BEGIHNING OF CONTACT

"rs20099 MASTER CMNER RELATIONS SYSTEM IX 19.35.1]1

AN EEEREIITESSCICEEkKEXR Emmm e ivieriivieiiptrleimwiuvimiaie
LEGAL CONTACT YEH TYPE: TRIACK

i INTR: CONTALT NDBR» 1““’!11‘ OFENED: 03519715994

1FTCRLBAZT ENGINE= A CLOSED: 0470371596

ENSEREAEECISIEREETISEECSN FEFEANEFEAEE -----:::-.-F- EEErICLIEEIEIIIRENACIERE

--' ETAT!BI CLODSED

FIRIT MAME:
STATE - [
BUs. PHOKE: W
9% IIJIIE!. L
MILEABE>» aadn
DEALER MAME, mmﬂ RIVER FORD SI.L- I‘.'ME: F & A ONTRS
CASAL CODE, an SYHPTOMS Tiilﬂ. TRG255
?E}Iﬂ}gl. TRANS mlﬂh - ;I'I“S BATEx
, .
CASE TYPE, 1A-ACCTPENT — HO INJURY MEANS CODDE: A=LgL INVEST-PROD LIABILITY
ATTY RANE. ATTY- MEMO: .
CLAIM ANT: . a AMARLD AMT: ) [}
MILRO: 5660796
1’“4""5’;’

=¥EHICLE CAUGHT FIRE UNDER THE HOOD DHR/1L/96
—NO DHE MAS INJURED IN THE FIRE

=0 OTHER PROPERTY WiS DAMAGED OTHER THAN THE VEHICLE
-THE!E MAS A FIRE REFORT, NOT A POLICE REFORT

I"EE CUSTOMER, DEALEE SAYS)
-II'E.II.E HASK'T CI'EIEI YET THIS HORHING

Cl.lm SEEK3:

;Tﬂ ENOH HHNAT TD IM AT THIS FOINT

ctcmmﬁg'}l"ﬂil OF FNC HILL XE CONTACTING YOU

- e

19%/05728

CAUIAL CODE UPDATER -
199§/ D4r02

TIN FROM DICAL ERSHIM COMTACTED LPA RNO IWDICATED THAT THE DEALERSHIF HAS PRE-
;:m “ﬂEEHMTE ON THE DAMAGE. ESTIMATE IS FDR #9,204.bm. TIM SAYS THE

LFI AINISED DEALERSHIP PERSONMEL THAT TRIS OFFICE HIII-ILI! COVER EXPENSES, WITH &
S10MED RELEASE.

1996704703
Tmlllﬂ IS5 THE CLOSING

COMMENT
3 DFFICE WILL COVER REPAIR CODSTS OM THE VEHICLE,
19967087716

ESNCC MICRO ONLY00e

OHNER RELATIONI VOP/BENCHMARKING 09720799 FAXLGLTO
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BESIRNING OF CONTACY )
09 299 MASTER DWHER RELATIONS SYSTEM IJ 19.34.11
tlt-:llil:l:-llII-l--=====llll:---I-l-IIMItin------I-Ill---====:=====--::;:;::
172904 LERAL COMTALY ¥YEH TYPE» TRUCK
CINCIKNATI &7  INSTRY E} CONTACT HER« HITHHH OPENED: 8970571094
VIM: lnﬂllliTHll'!i?l EMGIHE: A CLOSED» 4971671598
IIIIIIlll'===-=IIl-llIll=====---llIIIII::!III-===—llt-|--lm::--::::--::l;---—
LASY RNANE: ST.I.TIJE- CLOSED
TITLE» IRST NAME. [ ]
ADDRESS .
CITY: STATE,
HOME PHOME. BUS. PHOME:
MODEL YEAR: . mEl.u
MILEAGEs 3000
DEALER » PFAUL MILLER FORD IN S.II.E CODE. !.47501 . P& A DSBS
CAUSAL CODE:» 0709 SYMPTOMS TRG14S
BEIFIEIIEI"L "TRANS REGIDN: &7 - TRANS DATE:

]
CASE TYPE» 4~FIRES = FUEL FED MEAMS CODE. h—l..llL II['IIEET—PIDD LIABRILITY
ATTY WAME. ATTY NFMOD ,
CLATR AMT: d m -IHT [

HIf-lﬂ-

COMMENTS:
19%6509/05

lﬂ.ﬁ"l‘!!‘ﬂlﬁIHﬂ.m DEALER REQUEST FOR COMSUMER ﬁ.FF.I.II}S REVIEW RECEIVED EBY
LEGAL DH 8s4r/ph0n

IIEl-LEII WRITES:

—{USTOMER HAD A FIRE IN THE VEHICLE OM R/23/9&

umm ARD INS. CO. INSIST ON FORD IH\‘-TIHTIDH

LFl. EMWIWWIMLHEHWMIEHHWFM
MESSAQE ON VODICE MAIL

LPl. MADE DBC TO CUSTOMER
-MILL HAVWE AM OUTSIDE IRSFECTION DONE ASAP
—wﬂmnﬁnumrwumnnﬁmmaumumrﬁum

LFI MADE ONC TO INS, OO, AND LEFT VDICE MAIL MESSAS
LFl MADE QIC TO BMATSON FOR EAA INSPECTION AT SI.L"M_EE YARD IN LEXINGTON PER

l-ililllﬂ'.i

LPA RECEIVED WRITTEM PHOTO3 AND REFORY FRDM EAR

=THE CAF OVER THE OIL INTAKE O TOF OF THE WALVE Eﬂ'll'lq MAS OFF.
-IJII. OVERFILLED—CAUSED FIRE

Ll".l MADE D3C TD CUSTDMER

~REFERRED CUSTOMER TO INS. CO.

SFFTHIS IS THE CLOSING

COMMENT
MENWI1L CLOSE AT CUSTOMER HAS MEEN REFERRED TO IM%, Eﬂ., THEY HILL SUNROGATE
IF THEY CHODSEwesu

OMNER RELATIURS VOP/EENCHMARKIMG 9720099 FAXLGLT
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MEGTHMING OF CONTACT

o3/ 20,99 NASTER OWMER RELATIONS SYSTEM IT 17.34_11
====Im====l='--Il-=====-t-III'==—=ﬂilil'll—:!liii---“-lt'::IIlt----:--!!--'t-
399980 LEGAL CONTACT ¥YEH TYPE: TRUCK
ATLANTA 21 ZNTR m-ll:'l' HIRI Iﬂiﬁﬂ-!!}l 'ﬂ'I'EHEIII 0L/ 8771995
¥YIils 1FTCRLI4U2TT CLOSEDY PR/ 0771994
. EESEESSSCLXXSSANENETSIZESEN :III.-.u:..::::---.-!---::::::tn----:::-::::
LAST MAME, - - '-' ET.I'IIISl E‘I.DSE!
IITLEI FIRST RAME.
DIMRESS«
CITY snn‘r; _
HOME PHONE: erlE. H
MOIFL YEAR: :
MILEAGE: 1
BEALER MAME: MATTHEWS FORD INC SII..E! CODE 1.!1‘5! F A A:s DOORNY
CAUSAL CODE: D2 SYNPTORS . TO4]4Y
%E{E;L a0 TRANS REGION: .- TRANS DATE.
] [
C.ISE TYPE “—FIIE! ELECTRICAL MEAMS I:DIIEI A~LOL INVEST-PROD LIABILITY
TTY HAME. ATTY MEMO: R
I'.'-I.ﬂll ANT L AMARD ANT, - o
MICRO: 4922166
COMMENTS 1
1996703707

:EEEFIM“_‘TEDEMEI BATED 3-56/96NHAVIS ORIGIMALX

[

=CUSTOMER MAS CHANGIND HIS OIL WHEN HE IROPFED THE OIL HRENCH Iﬂ'II'I'.'rI'I HIT THE
BATTERY TERMINAL CONNECTION ON THE STARTER AMD THEN IT GROUND ITSELF ON THE

FUEL LINE STARYING A QUILK FUEL FED FLASH FIRE MHEN YTHE FUEL LINE AEDKE,

'THIIE I3 ABCUT 9208 IN MEDICAL BILLS FOR THE CUS ANP #400-3500 IN DAMAGE

-!FI'EH SPEAKTMO TD SKIP KEYES, 0GC. LIT PREVENT 13 II.IIEI.IH THIS CONCERM.

LEOAL ADVISED DEALER BY PHONE AND CUSTOMER BY MAIL, -
—CUSTOMER D CONTACT INSURANCE COMPANY AND THEY CAM SUDROGATE, IF NECESSAR
JHIS IS THE CLUSING CONMEKT S

ER PREVIOUS COMMENTS.
1958/ 05713 e
MICRO ABDED '

)

OWNER RELATIONS VOP/BENCHMARKING 89/20499 FAXLGLTE
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BEGINNING UF CONTALT

09/20/99 WASTER OWMER RELATIONS SYSTEM IT_ 19,34.11
L L 1t Jd PPy EEES I EESISFF S EELIIEESFES S P SNESFF ] EERRN
27W4Ka LEGAL COMTACT VEH TYPE: TRUCK
EANSAS CITY 5% ZW/TR: B2 CONTACT NBRs 1nu:4nq OPENED: 04231996
VIN: IFTeRLoUMTFASEL 58 FHaINE CLDSED: 8678171996
ECC=SEENENERCEEEEI————=r==z ::s;r:-::::::::::l:g.::u. |.'.':::::il::::=::: LEEEEE
LAST NAME: T STATUS: CLOSED
TITLE: FIRST HANE: DAVID MI:
[ | .
CITYs STATE IA ZIP
HOME, FHOME: S, PHOKE: - .
WODEL YEAR: NGDEL « 7T
ML EAGE 1400 W5Ds
DEALYRE MAME, CHARLES GANUS FORE SALFS CODE. 1350 FAA: O533&
CAUSAL CODE) 02 SYNPTOMS: 7041
parolh, 80 TRANS RESION: 55 . ' TRAMS BATE:
1

CASE TYPE:  GA-FIRES - ELECTRICAL MEANS CODE: A-LOL IMVEST-PROD LIABILITY
CLAIN AMY. 0 AHARD ANT: o

MICRO: S511754
COMMENTS s
19948423

HEE NAVTS: GRIGTIMAL EEX
nm’m SAYE»

—0N 4/20-9%, HE SMELLER FUEL BAD IN THE VEHICLE
-HE PULLER THE VEHICLE INTD A DRIVEWAY

=THE VEHICLE SHUT DFF HHEN HE PULLED INTO THE DRIVEHAY

-HE TIII'EIITUIBTIIT THE VEHICLE AND THE Elﬂlﬂﬁmm FIRE

=FLANES KERE COMIND OUT OF THE HOOD

-Ti'lE FIRE lEFAE'IﬂT STATED THAT THE FUEL LIME Im 'ml'l' NENT TO THE FUEL

-IIE II.IS HOT INJURED IK THE INCIDENT
=THE INSURANCE COMFANY HILL NOT FAY FOR THE I‘Eﬁﬂ'll. rmrr THAT WAS IN THE

VEHICLE
HAD B2 Cb'S IN THE VEWICLE, THE VEHNICLE

=HE MTECTOR
“HEEFI#TWE“HT“TIEFHIFU&T“E:NT“? E HE FAID FOR THE

25.85
~THE WUMBER THAT HE PROVIDED IS HIZ HORK NUMDER l“ I'IE 'CAN BE REACHED FROM
?II.‘SISI BUT NOT AT 12.08°PWF 2 2R

FEI! CUSTOMER, DER
;THIS AN IH!II!HCE mrm ISSUE
THE INSURANCE COMPANY ADVISED HIN TO CALL THE BEALERSHIF

MER RELATIONS VOP/EENCHMARKING 09/20-99 FAXLGLTG



SL1Z SZ9-Zovd

08s 20,99 MASTER OWMER RELATIONS SYSTEM II 19.34.11
EEE Ly S = - -
2704540 LEGAL COWYACT

YEH TYPEr» TRUCK
CONTACT WBR: :I.ﬂll-lﬁ"ﬂ DFENED: 04/2371996

LAMSAS CITY 55 ZW/TR:
VIN: '.IFI'CIIHIHTF_ ENGINE: U CLOSED: 06/91-1996
==‘-----'---.--===—==r=--“‘.-'----‘----I.l-====‘==--*#::-l“"--“-.------S-

I! D6s0Nr 23

cus‘rm )
=70 BE I:F_unmszn Fﬂlt THE PERSOMAL PROPERTY HE LOST III THE VEHICLE AMD THE
TAXES, LICENSE Y Fokb

L‘.-ll: AINTSED:

=INFORMATION HAS BEEN BOCUMENTEN AND FORMARDED TD THE PROPER PEFARTMENT

=& COMPANY REPRESENTATIVE MILL RE WTIETIHB You IN nm TO THE CORCERNS
=il TIME FRAME CAN JE GIVEN
llii!l!ifl'l'““

=HAS SUPPOSED T REC'Y CONYACT FROM FORD; IT HAS EH H:smu

=IMS, L0, INVESTIGATOR IS COMING OUT TO DAY TO JHSP ﬂ'.".l' VEHICLE

=INE. CO. NEEDS TO FIND OUT WHAT FORD HILL IO

¥
PER CUSTOHER, DEALER 3AYS.:
-W'-l

ﬂﬁm SEEKS
-ImE FROH FORD

l.‘.l.l: ATWTSED:

=INFO HAS SEEN DOCLMSENTED AKD FORMARDED T LESAL III:]"T
~IMABLE TO GIVE TIME FRAMF OF LEGAL DEPT RESPOMSE
190450501

SHETHIS IS THE CLOSING

COMMENT

LI'.TI'E. SENT &£-57958 ADVISING CUSTOMER THAT THE IHSI.HHI‘.E COMPANY HAS THE OPTION
TO SUBROSATE IF THEY FEEL THERE IS FORD LIARILITY.

Iiiiflﬁ"lll'- N

CQHHER RELATIDHS VOP/RENCHMARKING DY/20-99 FAXLOLTG




REGINNING OF CONTACT

/2099 MASTER DMMER RELATIONS SYSTFN I 19.34.11
[ _ ENVEEFFFEEFEFIEEECEEEESECELER [ ] IEEN
TAZORM LEGAL CDNTACT YEH TYFE: TRUCK
PHILADELFHIA 146 FHsTR: E1 CDNTACT HIR: 107738074 OFERED: 11/70/1998
YIN: 1FTCR11ANTT. ERGIAE: A e CLDSER: 1270671996
EEEEEENEEEEENE I---III-IIIIEIIIIIII_II:IIIIIIIIIIIIIIIIII“
LAST KAME: STATUS: CLOSED
TITLE: FIRST WAME: [ M
T _ .

1 STATE: F:

HOME PHONE: 3. PHONE,
MODEL YEAR: HODEL» NGER
MILEAGE 13935 [ =11 D
DEALER MAMNE: JMESHORE AND KDLLER SALES CODE: 116518 P& Ar DOLET
CAUSAL CODE. o721l SYMPTOMS: TONLAS . |
EEL.EIIIE;I. #0 T REQION: 1§ 5 DATE:

; RAKS . RaN

CASE TYPE» 2=HITHIN YEHICLE WARRANTY MEANS CODE: ,Ifl.ﬂl. INVEST=FROD LIABRILITY
ATTY NAME: ATTY NEMD:

CLAIM ANT: [ ] AMARD AMT» B

MICRO: S9D0Z124

COMMENTS s

liiifllflﬂ

'IFE‘IIIl.‘.I.E I:HIBHT FIRE IHIIEII II!IJII- SEVERE DAMAGE

INSURANLCE HAY BEEM COINT

CUSTOMER SPEEING IIIH.III I'IITH I.UMIHI

CONTRACTED SERVICE MAMABER— FIRE APFEARED TD ﬂIﬂIlﬁTE l‘l’ HEATER FAM AREA
1;?&?& HILL DORDER IHSPEI:'I'I‘I:I WITH JACK DIGEAN-

F

INSFECTION COMFIERMED ARDVE= HAYE REQUESTED REFAIR -TIH!TI
199%/11/29

EmE HAVIS« Hlﬂllﬂl. E L

CUSTOMER 3AYT:

= YEMICLE ill!- INMVOLYEDR IK FIRE
- “ﬂ' I FORP TAKIMNG THO HEEKS TO REPAIR VEMICLE

F-m ER SAYS:
-mmw:zmmmnm

l.‘.llSTHE SEEXS
- \‘Ilﬂl."-I.E REH&IRS

{:M.'. ADVISED:
ND TIME FRANE CAN BE OFFERED
1!!&!"121“
RECEIVER ESTIMATE AND OK"D REFAIRS
HII.-I. mErEm: FOR REIMMURSEMENT TO DLR HHEN RELEASE 15 RECEIVED AND REPAIR

ACTION
SETHIS IS5 THE CLOSING COMMEWT
SEE PREVIOUS COMMENTS

DWHER RELATIONS VOP/BENCHNARKING 092099 FAXLOLTY




LF1Z SEa=Zv3

oPr 2099 MASTER DHMER RELATIONS 3YSTEM II 19.5%4.11
EREVFTEEEEFTEEEN l.:..'--. EEDJFESFEIFEEEESE-EIEI L cx
7020RH LEGAL CONTALT VEH TYPEs TRIULE
PHILADELPHIA )6 2W/'TR» E1 CONTACT MRR: 107TRAN7R  OPENED: 11-20-19%4
VIN 1FTCRIIADTT ENBINE: A CLOAED: 1270471994
TR NN EEEENNEEEEES TR RS lt::---ﬂm--:n----q--!t::hlstl LT Mt
1996r 121 1
RECEIVED ORTSINAL RELEASE

1997701/158°

RO—6 148 5% .

LIME=-N]

TOTAL %276

CODEsMA9MH
1997 701/1E

ADDED MICROD

OHHER RELATIONS VOP/BENCHMARKIMG 3%9-20-99 FAXLOLYG



IEGIHHIH DF CONTACT

19,3099 MBASTER OMMER RELATIONS SYSTEM 1 19.36.11
::--.--;.--a:---:::::::=_========-::llt-----llltl:ltltl.!l:l!l.---llll-lliilitltl
S9VSEEL J-EGM. CENTACT YEH TYPE: TRIHK

OR LANDO % % mn‘m:‘r lllll lﬂﬂim& OFENED: D9/09719597
YIN 1FTI:EI.IIHTT CLOSER« 091171997

-m:::::::.----.---ppq- sEpypEiEECLIXEEEFEENE

LAST MAME: STATUS: CLOSED
mlE;s FIRST MAME: ML
l.m [ ] '
ENGL FNOOD ETAYE: co £iP: _
Hﬂlll "M BUS. PHONE: m
MODEL YEAR: MODEL « '

MILEADE: 13079 =1 ]] L
DEALER RAME. HII.‘ER FORD CO INC SALES CODE. L6202 ' PR A DEYET
CAUSAL CDDE: SYHPTOMS: TOA14%
ORIGIN, TRAMS REGION: 25 .. TRAMS DATE:

Jd, LR
cAse TYPE:  4A-FIRES - ELECTRICAL HEAKS CUDE, A-L6L TNVEST-PROD LIABILITY

I Il Ml‘ -
CLAIN ANT» 1] MD .IHTl

o
NICRD: 5130156

COMMENT S ;

1997,0%09 .

#i¥ FLFET FAX BECEIVED 975797 NYT COMIUMER AFFRIRS =y
NN HAVIS: P s |

=~C¥D CONTACT: PAT VISDER, 74494

=CUSTONER CONTACT

=DEALER COMTACTY »

'—THE YEHICLE CAUGHT FIRE UMDER TIE HIIII HHILE lﬂlﬂ'ﬂlm OYERNIGHT

Ellm SEEES = -
-FIIE JIMSFECTION Lo

EnIm ERHARDS CLEGAL ARALYST) ARVISEL.
=ACEMMLERGED RECEIFT OF FAX DN FAT VISGER'S VOICEMAT
=SFOKE TO RAY ARCHER. NE MIES NOT HAVE mrr FII'I'I'IEI ﬂl.ll.l

EAA
-m:mr:muurmmrnmmm
1997.709,11 .
S§ITHIS IS THE CLOSING
I.H. RECEIVED EAA nliuus mn PHOTOS. FORMARDER TO mn ZIMLICH/FAT YISOER
CY0 FOR HAKPLING B
1mfuzu
CAS® FORMARDED TG DON BELL
1997718701
ADD MICRO

OWMER RELATIOKS YOF/DENCHMARKING 09720099 FAXLOLTO



. - o= e — T ————

IEBIHHIW OF CONTACT

0920799 MASTER DWHMER EEL&TIDHS STSTEM II 19.%4.11
it 2o S PR T L L T ] 1T ] T . l.:::-::::------
JVISEE LEGAL CONTACT EH TYPE: TRUCK

92 INTR: T7 CONTACT MER. llll!!!ii“ IJPEHEII- B9/24/1 997
YIN: 1FTCRIDALTULRRE 297 EMGINE: A CLDSEDy 10-02-1997
ENEESEEEEmwEY ==-!-":--.'.--l-I-:::-"FI‘-.m---III‘I:I-‘I:III".
LAST MAME- STATUS+ CLOSED
IITLE- FIRST HAME: . HIs
DOREASx
CITY: STATEn FL : ZIP
HOME PHOME : BUS. PHONE. F —
MODEL.  YEARS MODEL «
MILEABE H5D.
DEALER HAME: H.LH!'I'T!J TRUCK CENT SALES CODE: 121“‘1 P& A DGESE
CAUSAL LOPE: #70% a7zl SYRPTOMS TOs145"
IIIIEIIE];L an TRANS REGIDH: 26§ ¢ TRANS DATE.
Y& ] v

CASE TYPE. #A-FIRES ~ ELECTRICAL MEANS CODE: A~LGL INVEST-PROD LIABILITY
ATTY MEMOD: - -

CLAIM ANMT: ] AWARD AMT o
MICRO. 5140)x2

COMMENTS -
1997705724
WDEALER FAX RECEIVED 9/25/97 BY CORSUNER AFFATRSKH

=DEALER CONTACT: REBRIE I-IIIT‘I'H £180)

e S, S P——

=8/ 14/9T-YEHICLE ARKING IT
“PATRICK FERRER Hl.! PRIVING (HO PHOME MUMBER LISTED)

—HE ATTEMFTED TO EXTINGUISH THE FIRE BY SHOVINO 'I'I'IE q'I'IIISUISHEII UMBER THE
PHEEL WELLS SINCE NE COULD NOT OFEN THE HOOD

-FIII.LL'I‘ HE MAS ABLE TO OPEN THE WOOD, AKD EKTIIIWIH{E. THE REST GF THE FIRE
—THE FIRE DEPT CAME AFTER THE F.IIE I'IIS EXTINGUI

—REFORTS FILLED OUT BY FIRE DEFT A MFE HlIlTEHIH:E. AND THEY TOMED
TH!TI'II.HIAHI‘F FROM THE SCENE A

IEIIIE BRITTON CSRVC MGR) SAYS. '.,

=IHE VENICLE 1% THE BEAL P

—HAS SPOKEN HITH D IHI THEY '!'E DIFFERENT STORIES
—THERE I5 APPROX. #5083 IN [T

PREV ‘THE. VEHICLE, BUT THE
cum SAYS IT HAS NEVER BEEM INVOLVED IN A coLLX ﬂt

EIJITHIEI SEEKS
;IISFETIIH llll REFAIR

FRICKA EDMARDS (LESAL AHALYST) m:sm.

=ATTENFTED TO CONTACT THE CUSTOMERS, NO ANSHER AY EITHER NUMBER
—SFOKE TO DERBIE DRITTON TO BET FIRRTHER DETAILS

—SENDING EAA TO DEALERSHIF 7O DETERMINE THE CAUSE ﬂF THE FIRE
1987/08/25

UPDATED CLODES

OHMER RELATIONS VOP/BENCHMARKING ©9/20/9% FAXLGLTO



1952099 MASTER DMMER RELATIONS SYSTEN Il 1%.35.11

J999EE LEGAL CONTACT E TYPE: TRUCK
92 INTR: 77 CONTACT HER-: lﬂliiii&l IF'EHEII- /2671997

VIN. 1FTCR1UALTUDZBZS7 ENGINEs A CLOSED» 10703715397
i e e
1997710/02 .

S$HTHIS IS5 THE CLOSING COMMENT

%RE:EIH'EII EAA INSPECTION RESULT3. FORMARDED TO IHIIIH ZIMLICH/CYOD FOR
1!!?!1"“

FORMARDED TO JAY SHEETS CVQ CAFM.
ll!?flll'll
ADD RICRO

OMNER RELATIONS VOP/BEMCHMARKING B572079%% FAXLELTSH



WIZ G203

BEGINKING OF CONTACT

920,99 MASTER OWMER RELATIDNE SYSTEM IJ 19.34.11
NN AN RN LIl ST F R AL RN N R N AN TN DD XD TS EE R
30580 LEGAL COMTALT YEH TYPEx TRUCK

LOS AMBELES 71 ZR TR CONTACT HBR: 1“.‘“-’!5 OFERED: OF-AT-1997
VIN» IFTCR14X1YFA ENGINE, CLOSED: 0770771997

EfEEE I LI EE XL LRI RNy EFEENECEII=DEENE l!ltlll-:- mirm I.....Il'.’l'.""::l"l.

LAST HAME: STATUS: CLOSED
TLTLE: RST KAME: . MI1
ADDREDS ] .
cITY: STATE, cA zie.
HOME FPHONE » LS. PHOME . m
MODEL l MODEL »
MILEADE: 1 H%Ba -
PEALER MAME: FASO ROJLES FORD LI SALES CODE: 1?14!3 : FE A 05473
CAUIAL CODE: 0709 ITYHPTOMS To&145
Ii‘lﬂ.li'ﬂlll 00 TRANS RESION: 71 i< TRANS BATEr

- llﬂl =
HSE TYPE. 4A~FIRES = ELECTRICAL MEANS CODE: A-LG6L INVEST-PROD LIABILITY

TTY HAME, ATTY MEMD: : -
CLI.IH ANT 1] AMARD AMT: )
NICRD: 5070326

COMNENTS
199is03 200

REFDEALER FAX, CUSTOMER ALLEGES MALFUNCTION CAUSED FII;HI
=FIRE WBI.IIEI ON JUME 38, AT CASTOLA VINEYARD .
—CUSTOMER NOTICED SHOKE COMING FHH UMDER HOOD

-Cllm SEEKING VEHICLE REPLACEN

m‘s INSURANCE CONPAMY HAS ALREADY MEEN LOMTACTED
—AN ADJUSTOR IS8 COMINE OUT Ll

—FORWARDED LETTER TO CUSTOMER REFERRING TO IMIURANCE

~THEY HAVE THE DPFTION TO SUBROSATE IF THEY lEI'EIHI‘I.‘. m RESPFORSIMILITY
-IUFIITI'IEIJI-'TINI I5 PROPDSED BY FORD

I‘I‘“’Iﬂ! I35 THE CLOSING COMMENT - -
KNECLOSE PER PREVIOUS C(DMMENTS :
1957707714

EENICRD RECORTHELDGN

OMMER RELATIONS VOR/DENCHMARKING 89-20-99 FAXLOLTG



-- -—

i
BEBINNING OF CONTACT
[T Prd Py L] MASTER DHHER RELATIONI SYSTEM 1X 19.368.11
Il-IIIl.lll"'lmtllll.!llll..l-l.lllllll--t.l:ll-.illttll-ﬂtt:lIl-'i:lll:!lll----
A003CH LEGAL CON VEH TYPE: TRUCK
SOUTHEST ZWTI:*BD"“ET Illl lliﬂlm OFENETD: 12/15-719%)
VIN» lmlﬁmw’ r U - CLOSED: 1271671997
EE o T EELLiIETEN --“--“--'--------'-------'.-- T ENFUW
l'iﬁIE“l FIRSY ﬁ}l‘ﬂlﬁc CLESED
1 Ml 1 _
i STATE —_— » N
1 [§
HOME PHOME AUS. PHOME. W
MODEL YEAR: MOBEL ¢ _
MILEARGE [11:]: ] H =111 -
DEALER MAME: EING CHARLIE HILLAR SALES CODE: 152018 - PEA:r DZ%7%
CAUSAL CODE. 0709 SYNPTONS:  * 784145
Egﬂiﬁ;t TRAMS REBIOHy 52 - TRANS DATE:
] .
CASE TYPE SB-FIRES - EXHAUSY-CAT.CONYERTDOR-DTHER MNEAMS CDIE: A-LBL INVEST-PROD LIABILITY
ATTY NAME: ATTY MBWD. T
CLAIN AMT: 1] AMARD AMT» _— -]
N MICRO: 519DBES
1997712715
NN NAVIS: ORIOINAL ¥mn
cli:'lﬂ y -1

HENT TD TAKE THE OIL FH.TEHr THE OIL FILTER HIIEHCI'I SLIFFED. AND THE
VEHICLECERGINE AREA) SENT I AMES .
~THERE ARE HOSES, ETLC.. TH.I.'I' I.EE BURNT.
~I HAVE COMTACTED THE WHTSA AND THEY ARE SENDIMG m A FOMPLAINT FORM.
—Iﬂli FROM THE OWMER'S GUIDE.
~NEITHER THE FOLICE NOR THE FIRE BEFARTMENT HAVE ]E.EI CONTACTED.
-TBE INSURANCE COMPANY RAS MOT BEEN CONTACTED YETY mH-.

I'El CUSTOMER, DERLER SAY35:

-PER l'IIi.".I'II.EL H?EI-SEI“‘II:E BEF&RTHEHT HE HAVE IE'.\‘EI, ]I.!l THE PROBLEM DMEFORE
m ou

1. 1__r

e

l.':lﬂ‘l'llll SEEXS

-TI:I KMOW WHAT CANK BE DONE ABOUT THE SITUATION.
T ADNIZER

—H IEI'IIEEIT&TI\‘E FROM CONSUMER AFFAIRS WILL r.umm 'rnu REGARRING THIS

1!“(12’1‘
FAX RECETVED 12715797, LUSTOMER REITVERATES FII'I‘IEI.IE COMMENTS . SEEKS
EEFHR OF VEHILLE UMDER MWARRANTY. i
CLOSING COMHENTS WA
LFi. SPOKE WITH CUSTIMER ON 127146797, CUSTOMER STATER THAT THE OIL FILTER
HRENCH SLIPPED AMD SHOSTED CUT AT THE STARTERCALSIMO THE VEHICLE TD HTEH FIRE
- _HE AL3Q STATED THAT I'IIS JHSURANCE CARERIFR I3 IIMIIII.HB HIS CLAIM.
FURTHER ACTION 15 MEEDED
L9712, 29
MICRD DMLY

DWNER RELATIDNS VOP/RENCHMARKING 09,2099 FAXLGLYG -




e

IEEI“IIH OF CONTACT

09rs2ns MASTER DHMER RELATIDNS 3YSTHN 1T 19.34.11
I'l."m""'..“....l".m II---I..E-I-II---‘I.. N - 1 ] ||
15624P - LEGAL CONTALT ER TYPE: TRUCK
ATLANTA £l  IN/TR. CONTACT HIR: III.HHH Dfllllh Ry 11997
¥ida 1FTCR10A) ENGINE: A CLOSED: W&/ B5r1997

EAEFEN T FEESEEFEZINXEEICLINE L] l---m-'I‘:IBIEII-“I“.IIII‘HI‘...---“-------
LAST MAME:  HARD J21. STATUS: CLOSED
TITLE) MR FIRST NAME« ROGER™ '’ I G
ADDRESS RT 1 BOX 53C f -
CITY = PARKTDH STAYE: NG Y. ZIPe 28371
HONE PHOME:  §10-G25—4252 BUS. PHONE: 91D—437-7231
MOBEL YEAR: 357 MOBEL, RAMOER
ML, EAGE S 7192
DEALER MAME: PURVIS BROTHERS FOR SALES CODE: 1:1255 P&A: 01922
CAUSAL CODE: 070y SYNPTOMS: 784145 .
GRIGTN. - G0 TRANS REOTON: " TRANS BATE:
[ ]
CASE TYPEx  4A-FIRES - ELECTRICAL MEANS CODE: A-[@L ENVEST-PROD LIABILITY
ATTY NAME. ATTY Lt
CLAIN AMT: 5 ANARD AMT:

[}
MICRO: 5351384

COMRENTS «
1997705710 .
WEFAXED DATER I—#-07F=x
FAXE STATES VEHICLE WAS IMVOLVED IN A FIRE OM 3-1-37, INSURANCE COMPANY HAS
IEII CONTACTED. CUSTOMER 3FEKS FMC TR RAKE REFAIRY. m BT TRUCK BACK.

LEH:L FAXED INFORMATION TO DICK PERKIMS-EAA IIHUE.STIM INSPECTION.
1997T-03713

LEGAL DETAINED IEHIR ESTIHITE FROM DLR. LEGAL ID'E'ISEH SYC HeR-CHARLES
BIGFORD THAT LEOAL WILL AUTHORIZE THE REFAIRS FROYIDED THAT THE CUSTOMER
515“ A WAIVER FORNM. L

g:l RELEARIE TO CHARIFES g -
1387704703
trﬂ'ﬂ! I! THE CLOSING COMMENT
LEGAL PROVIDED CMARLES BIDFDED/SYC MGR WITH MITTPT CODE
F & Ay BLE2ZO
RO: 30007 - -
REF; mA Py
AT '29'“ t?? -
CONE: MkOEW
199870424
ADDED MICRD %.

OMNER RELATIONS VOP/BENCHMARKING 0972099 FAXLALTE



iz

EENOEHEEEN ¥ Ty
ATTH: OHNER RELATIONS MARAGER

LEGAL

MERERETETE AN IS JEICHERENE JE I 3 0 NEA IR CREDETE 3R JEE 0 3¢ NERE MEME U U I I K G N 6 6 D6 DOERE

TRAT FACSIRILES

SALES AHD SERYICE COMTACTS
OPENED BETHEEN III.IIIJ'ES AND 12751738
HODEL YEARS « T ¥

MODELS 1 EXPOR®E RARGES»
CAUPSAL CODES: AlL

SYMPTONS 1 704145 704245 TO434%
STATES 1 ALL

DEALERS « ALL

ENGINE BDIES- ALL

PLANT CODE . ALL REGION: ALL ORIGIN: ALL
CASE TYPES « ALL T

NOTE: EXCLUDES OMMER DIALOGUE

"NOTE» INCLUDES U.%, CUSTOWZRS DMLY

OWNER RELATIDNS H'L'lfl!llﬂlﬂml
NI NN RCREE MR KL REEE N HLOBRAURIGROEN N IR KIONGGE

CONTALT COUNTS IY TYPE r

BRI K N0 K N D N R EEORC RO MK DR AN RN X

TOTAL

3
=38

\F:!"nn?ﬂ-"

1l

1

UENCEs (DEFAULT AND FIWAL IS CONTACT NUMBER)

XMGIVR . BY WODEL .

SYNP_CODEL :. BY SUFL_MICRNZR
3.



1z SZR-Taa

——_— . ————.

DWNER RELATawiS VOP/BERCHMAREING 09204939 FAXLALTY




——— er—— . ma— . Pe—

Wiz

HEN P NCIENE I NN X 3 Y IR M S ICDENERE S S 36 0 DG I 055 2 0 DRI 0 30 I R0 36 AFOEDER a0 0
: ATTH: OMMER RELATIONS MAMAGER

* TEUAT FACSTHITES

i

]

x SM.E; AND SERYICE CONTACTS

K OFENED AETMEEM 0L/81/9% AND 12-31/98

: MODEL YEARY W

¥ MODELS » EXPEDHN

|

i CAUSAL COPES: ALL

: STHPTOHS e TOALAS 704245 TU4345

ITATES + ALL

E DEALERS * ALL

a EMGINE CODES« ALL

» PLANT CODE . AL REGION: ALL  ORIGIK: il
: CASE TYPES » ALL :
*

: MOTE: EXCLUDES OMMER DIALDOUE

F

f

: MOTE: INCLUDES l1.5. CUSTOMERS OMLY

E ]

OWMER RELATIONS VOP/BFNCHMARKING'
EERERENENE MR

L::'=2!!+g7 -0 ERE N [N SRR |

CONTACT COUNIS BY TYPE

TOTAL




Li¥1% RZ2-TM3

IR MR B AN 0 R LT D W ENIE N I MR NE Y E DEERENE N N M S A
ATTN: OHNER RELATIONS MARAGER -

TEBAL TACSINTIES

SALES AND TERVICE CONTACTS

DPENED BETHEEN 01701795 AMD 1273192
MODEL YEARS « ¥V H

MODELS 1 BEXPEDS

CAUSAL CODES: ALL

SYNFTOMS 1« 706145 704245 TD&345

ENGINE

PLANT CODE « ALL REGION: ALL ORIGIM; ALL
CASE TYP L T

NOTE, ENCLUDES DHHER DIALOOUE

WOTE: INCLUDES V.5, CUSTOMERS ONLY
OWMER RELATIONS VOP/BEM

R NN N ]

NG N DN MM WO RN KX MR EENENY
]
=
u
=
F
F

g

g

F

r
!Illl#lllll!!l!llﬂl!!!lllll#lﬂ!

CONTACT COUNTS BY SORT FIELRS

AMODYR  MOPEL SYMP_CODEL  SUPL_MICKNBR




®
-
o
-

K NEMEDERFRCRE I i§ AENE I FENEIE M I SEMEACKE 3 3¢ SEDEDENE IS NEAERFAE 4 25
ATIN: DMBER RELATIONS HWAMAGER

TESKL FACYIATLES

SALES AMD SERVICE CONTACTS

DPFENED DETHEEN 0101795 AND 12-31/%0

MODEL YEARS : V o

MODELS 1 EXPEDY=E .
CAUSAL CODES: ALL

STHFTONS + TOEL&S 704245 TIA34S

PLANT CORPE 1 ALL REGDION: ALL ORIGIN: AL}

&

NOTE: EXCLUDES OMMER DIALOGUE

NOTE: INCLUDES U.5. CUSTOMERS CNLY
_ Hﬂl IEI.I.Tm WIIMIH

»
E ]
»*
*
u
L]
]
E ]
!
»
E
E ]
]
[
F
: STAYES v ALL
|
w
]
]
]
]
®
¥
i
]
u
[ 3
.

CONTACT COUMTS BY S0RT FIELDS
SYWP_CODEL  SUPL_MICRNER

3
§

B G 00N e Nt I D K B GO ACIE MR LK WO N



. s —— .. | T .t

ACIENEMTRE I MAETEMIERNEREDNE M08 0EDEDENCREIN JENEDE I D 2 00 U 1 MAENED I I ACDEI DTS N 2K 0 I T ETEN IO NI W 9
¥ OATTH: DMMER RELATIONS MANAGER

(EAL FASSINNTES

wﬁﬁmlﬁiﬂl!!imlan 12/%)793
[ '
MODEL YEAR: « V M

MOREL S 1 EXPEIM S

CAUSAL CODES: ALL

STYMIFIDMS 1 TOALAS TE4245 TERELS
STATES + ALL

BEALERS + ALL

ENGINE CODES+ ALL

FLANT CODE :tt REGION: ALL - -&IBII‘! ALL

MOTE: EXCLUDE: OWMER DIALOGUE

MOTE: INCLUDES U.3. CUSTOMERS DMLY

CMRER RELATIONS VOP/BENCHMARKI
NN AR AATER R S TEEE SN TN N R SEN MEEEAAEE I i A AN ) RIIEEER N X

CONTACT COUNTS BY TYPE

giIllﬂlilﬂtllllﬂlﬂﬂlllllll!ﬂ'ﬂm
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i

!RIHIIHIIIIHIIII LR AR R LR N §

TOTAL




9SYZ STO-Ze

RO MR
ATTHx

M IENTEI DEREE N X
OWMER RELATIONS MAWAGER

OPENED JETHEEN §5/U2/1357 AND 09/19/1399 -
MODEL 1 ALL

REASON CODES: ALL

SYMPTOMS 1 TRE1RS TOG245 TOAZGS

MHERE A29VEHLINE IR *TD3"

Eﬂili!lkﬂﬂltl!t!liﬂ!ﬂlﬂi

SD!.‘I' SEQUENCE: (DEFALLT AND FIKAL I35 CASE HUMBER)

=,
1.
’I

B g P

L o»



IQ1Z SE-Tadad

OMMEK RELATL...5 0372071999 HMNMFAXFRO

@



=iz

|

:E

KA IRHEE I
ATTH: OWMER RELATIDNS MANAGER

MONEL v ALL -
REASON CODESy ALL
SYHFTOMS a TDG1l45 TOA2ES 05345

HHERE AXSVEHLIKE Eq *TEBS*

’

- OWNER RELATIOMS
WWHMIEW




BEGINNING OF CONTACT

09/20/1999 MASTER GWMER RELATIONS SYSTEM IIT 17.86.16
L I'I-!F:IEI-IIIEIII'I:IIIIII:lIlllI-.I'l'.l!:::ll::lll!t:--“-
Reaitn: 71 ML Lo caE lE Sl | S
a1 L=

R i rrusativoAie SR L CLOSER: 83,24,1999
.":'.ﬂ.':' ‘l.'-ﬂ.----‘------.'..'“ ﬂlT“‘ ( [ 1l [ . 5]
LAST MAME .
TITLE: FIRST wANE: HEEEEN R W
e STATE e < oz TN

[ ] 1 -
NopEL YEAR: HODEL EXPENTTION mnu; X4

| | ]

ILEADE: 5000 ’IT-
DEALER MAME: AIRPORT MARYMA FORD SALES CODE: F71815 :" P 4 As 05563
REASON cobes, 071 SWTONS: 704145

TOIN:CAC — GEMERAL CAC
ll:TIl:l-IﬂNlll- MO ACTION REQUIRER) INFORMATION ﬂHI-‘I' Bt

199970524
13.30.14%

CUSTOMER SAYS« - FIRE OCCURRED OM JUME 4,,1997 WHILE DRIV

OHMER. RELATIONS 09-20-149%% MMFAXPRE




— - . - @ ,

s2071998 MASTEE OHNMER RELATIOMS SYSTEM III 17 .0&.156
AEEEEENANEEERAALALINTEEE N WSEENAEE I CAANER A S I ENEEE FEENAKRER
F243LG LEGAL ISSUE CASE HRI 1622560819
EFGI0ON: 71 CALI ZIME. C4 - OPENED: 035/24-199%
¥IN: 1PAFULILEVL EMGINE: L e CLOSED 03r2671999
. 2 e EEEEE PR L PR T
199%/037 26 -
12.30.15 ING - FIRE REPORTS 0193 /OFFICIAL ADERESE OF FIRE 15 10
Z01 WEST FISO MVD — THINK POLICE TOR -/ CAMNDT REMEMBE
2717 BAS A HUGE FIRE ~/CUST WAS SICK = INSURANCE CLAIM FILE
b FINSPECTED » ~ VEH HOT REFAIRABLE ~INY COMPANY DIR
MIT PAY CLAIM /DID MOT HANT 10 SUBROGATE T FORD ~OMLY
PAID BAP IMSURANCE = LOST MOANEY IN TEA &Erﬁ"m‘ AND
CONTENTS AS THEY HAD TAKEN ATRIF THE WEER AND HAD THI
HOS ~ M0 OME MAS HURT PHYSICALLY - IF DOES MOT HEAR
FROM FORE WITHIN A MEEX SHE NILL BET AN EY 7THAT MILL
MEAM WMAT THE DLRSHTF SAID WAS TRUE F » DEALER
SAYS» = IT WILL BE A FFN MONTH: REFDRE FO=R YEM AND 0
NTENT ~ FORD WILL WOT M0 ANYTHING DMTIL SUE THEM CAL
ADVISEDs - THIS THFORWATION HAS HEEM FORMARDED TU THE CON3
UMER AFFAIRS DEPARTWENT FOR REVIEW = A ATINE FROM
CONSUMER AFFAIRS WTLL FOLLOW U OM YOUR = N0 TIMNE FEA
NE AVAILABLE = IP YOU HAVE MOT ALREADY RCTED TOUR INSUR
ANCE CARRIER TO REPORT THE CONCERM, FL i 30 INFERENCE C
ASE ID= T& Bigts
. dy
1990401 i
17.06.%% LPA SPOKE WITH CUSTOMER(REMEE WORTH--3HE ERIE THORSON,
HHO IS WER BOYFRIEND. THE YEHICLE ER). LPA
FIED MO INJINRIES IN FI CUSTONER

THAT
Y COMER THEIR
MATTEE I TMSURANCE

VERL e,
IHSURANCE PAID ON CLAIM BUT DID WOT mri
L03S. LPA ADVISED CUSTONER THAT gné_FOR.
ROCESY. (USTOMER BECAME
P4 73POKE

AT DEALER, JIN CANTY, WHO ASWISED THAT WHEW
’ lm
TNSPECT THE WENTCLE AMD TREY FOUND WO DEFECT 10 HAVE
ACCT . FER JIM. WE

WHAT THE INSURAMCE BIDN'T FAY OU¥ MHAT THE
HAD FVT DOMM A3 THETR DOMMPATMENT MEICH JIM THOUSHT

MAS SOMEWHERE AROUND 93,580. CUSTOMER HAS ALREADY BEEN

DENIED OWCE BY FORDCDUE TO CHAMGE FRON I TC MORSIII

INFORMATION BID ROT SHON UP). e

CUSTOMER HAS ALREADY 3ETTLED CLATM MITH ins'mucs COMFANY
BUT DIDM'T FEEL THAT THEY MERE FULLY COMPENSATED. LPA ADVISE
D THAT MATTER IS ONE FOR THSURAMCE COMPANY.-.

17.07.34

L
I -

GENERAL NAWAGER AT DEALER, JIN CANTY, MHO AINISED THAT WHEN

E CUMER RELATIONS DU ZO/I990  MNFAXPRG



BI/20-1998 MASTER DHNER IH.I.TIH‘HS SYSTEM JIX 17.06.16
EnEEEENEEk YR AN NN NS EESREETX=N

AL G LEGAL ISEUE ME “RI IE2255081%

REGIDN: 71 EILIFUEL Z0NHE» QFENED: 0%24-1999

YIN: LFMFULIRLAYLA E“BIHE‘ l. . CLOSED: 84-0)-199%

II-—--I;:l--------II-IIIII.I--I lqn.]:::-:l..::ﬂl-l-n---

199%704/

17.07. 5% COMCERM FIRST OLCURRFD, FORD SENT Smi W'I' T0 THE
INSPECT THE VEHICLE AMD THEY FOUND NO PRODUCT DEFECT TO HAVE
CAUSED THE ACCIDERT. PER JIM, CUSTOMER I.I_'EET NECAUSE

17.07.4%5 CUSTOMER HAS ALREADY SETTLED LLAIM WITH Imm COMPANY
BUT DIIN'T FEFL THAT THEY HERE FULLY HII'HQTEI LFA APVISE
B THAT MATTER IS ONE FOR INIURARCE COMPANY, '

QENERAL MANABER AT DEALER, JTN CANTY. WD IWISI]I THAT WHEN
COMCERN FIRST SENT SOMEDNE T0 THE
INSPECT THE VEHIGLE AND THEY FOUND NO P DEFECT TO HAVE

CAUSED THE ACCIDENT. FER JIN, CUSTOMER IMSET RECAUSE
HHAT THE INSURANCE COMPANY DIDN'T PAY DM HAS HHAT THE

WMMMHTH!IIMH I:IIJIHTIIIWHT
E ARDEND &3, 500 nm'm
IIIHIEI# ﬂm 3 FORDOCIUE TU ﬂllllﬂ FMFHE THHIEIII
INFORMATION DID WOT JHOW W z

'\

OWWNER RELATIONS 0972071998 NAFAXPRA



8817 S20-TUd

IAEPENEN TEN WP Y )
ATTH: QOMMER RELATIDNS MANAGER *

1
OPENED BETHEEN 09-82-1997 AND #9/1971999 -,
MODEL YEARZ « 199 1997 1998 )

NOpEL v ALL

REASON COmEL. ALL

SYRFTOMS v TOR14S TO4245 TAGI45

WHERE A29WEHLINE EQ 'TU3' OR 'TUV' QR 'TR2' OR "TRA!

’

.
=
#l#llll!ll*lﬂ!llll#lﬂlli

' OMNER RELATIDMS
JE I NN 3 I AENFICRF K M SEICMFAF K M AEREME

-CONTACT COUNTS BY TYFE

LEGAL TOTAL

11 11

!EET SEQUENCE: (DEFAULT AND FINAL I35 CASE NUMRBER)

3,
5.

L L T 1]

7.
,.I
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GWHER RELATIunS D9/21/1999 MAFAXPRD




BEIZ STo-Ia

L L]
ATTH: OWMER RELATIONS MANAGER

| )
OPEMED BETHEEM #9/82-1937 AND 09-19/1999 E
MODEL YEARS « 1996 19%7 1993 P

MODEL v ALL

REASDN CODES: ALL

SYNPTOMS v TOALES TO4G245 704345

HHERE AZVWEHLINE EQ "TUS' OF "TIN" OR "TR2' (R "TRN®

OWMER RELATIONS

EIEOCR XXMM JEEO00E FEACHEIE I IAENC NEDEE MICICACHENENLIENE M 120 SEAERLIE DEYEIENEDE M DL IESLIEN N ALIENE I IDE AN .



8812 S20-20vd

RESIMMING OF CONTACT

0972171999 MASTER OMNER RELAVIONS SYSTEM ITX 08.5%1.47
[ ] MEEN ---'-.----t-lll:tlll“"".III-_I-I-lIIIIIII“I‘HII!E.
ZTRIAVK LEGAL ISSUE CASE NRR: 0339341859
RESION: &4 PITTSBURGH ZAOME X - GPENER1 0%r]E671999
YIK: 1PFHDUSSPZTZOEEEEEE EHOINE: F : CLOSED» D&4/16-/1999

EEEENWNFEEI_XLE -I.-“"==========='=:III---IIII-----III-.-“--
LAST BAME - STATUS CLOSED
CITYs STATE: o ' ze, N
HDME PHONE .

MODEL YEAR: MODEL 1141 ] ;I!'LIJE.EI AX4§ AWD
MILEABEY R

DEALER HAME: SALES CODE> Fs488) ° F i A: 02143
REASOM CODES: SYWFTOMS:  70414%

DRIGIN:CAC DEMERAL CAC N
ACTION.DESON1~- NO ACTION REQUIRED; INFURMATION OHLY |

% COMMENT Sx

1799/00715
09.22.02

OWNER RELATIDNS 192171997 RNFAXFED



@Iz SZo-IE

/2L 1998 MASTER OMHNER RELATIONS SYETEM III on.51.4%

t-: "::::::IIIII!BIIII e e R T e PRt e e PR R S
LEGAL ISSUE CASE H!ﬂl AXPISLBEY

IEGIDﬂI L L] PITTSI ZOME: C3 OPENER: 84/16-1999

¥IM: 1PEDUASE EWGIME: P CLOSED: 044)15-199%

EEXdElEREETEE I--.-I-'.lt-n AR EEn N I R R A L LR S SIS I IEIEENNEE NN ENEEERE

1999-00-14
-y 2202

CUSTOMER SAYS: YEMICLE CAUBHT ON FIRE DM D4-14-99. THE FI
RE MAS ON THE FROMT RIGHT ANOVE THE ALTIMATIN. FIRE DEFARTH
ENT WAS CONTACTFD. PEFLS THAT THE FIRE WA &S A FORD DEFECT
VERY UPSET. DOES NOT FEEL THAT THE I“I.IlgCE EI:HFIH'I' SHO
ULD PAY FOR THE REPAIRS. PEE CUSTOMER, CAC
AINTSED: - THIS INFORMATION HAS BEEN FORHARDED Tﬂ 'I'HE CONS
UNER AFFAIRS DEPARTMENT FOR REVIEN = A R EITATI'H'E FRON
CONSUMER AFFAIRS WILL FOLLOW UP OH YOUR GLAIM NQ TIME FRA
HE RVAILABLE - IF YU HAVE HOT ALREADY m*mm‘ ED YOUR INSUR
::EEI?IIII%ER TO REPORT THE CONCERM. FLH-'&! m 50 YNFEREMCE C
[ ]

199970430 '
19.59.55 MEELPA COMPEEN T3
LPA SPOKE MITH THE CUSTOMER H'I:I INDICATER THﬁT HIS YEHICLE
CAUGHT OM FIRE OM 05714-99. THE VEWICLE WAS ‘FOER TQ THE
DEALERSHIF RHERE THE SERVICE HAMADER I HIM THAT THE
""EHII'-I.E FIRE WAS CAUSED BY A RODEMT-MOUS CHEWED UP

INSURAMCE APPRAISER ARRIVED. THEY INVEST mﬂE YEHICLE

AND ALSO FOINMD A RODENT-MOUSE NEST NEAR ; OF THE

l."-'li HIIIH; TI'IIS OASERVATION MADE BY INIURARCE
RMED MHAT THE DEALERSHIF 1 TER TO THE

m TI'IE Immmmmml =, THE CLAIN, THE
YEHICLE HAS SINCE lm AEFAIRED. THE IS JEEKING
REINDURSEMENT FOR HIS RENTAL FEES MHITH LED 458 AMD

COMPEMSATION FOR BETMG INCONVENIENCED BY *HHOLE ORDEAL.
SGBILPA ADVTISED:

LPA EXPLAIMED TO THE CUSTOMFR THAT !EC.ISII TIE INSURRNCE WA3
INVOLVED HITH THE CASE AND HAS STHCE COER HIS PRUNLENS
THAT FORD WOTOR IZWIHT NILL MOT mI'EﬁlTE M FOR HI3
RENTAL COVERAGE DR INCONVENIEMCES, MO FURTHER ACTION WILL EE
TAKEN AY THIS TIME. LPFA WILL SENB OUT A i‘m STATED FORD
DECISION IN HRITING TO THE CUITOMER.

1999706419

07.56.35 sxmLPA COMMENTINEE
LPA ADDING MICED NUMBER-OSEE 1TE1

DHHER RELATIONS 09-21-2979 HMHFAXFRO




1812 QZR-ZOHA

i

REOTNNTHG OF COMTACT
2972171999 MASTER OWMER RELATIONS SYSTES I1% 08 .51.47
Bk IS I I NN FE I NN RN NS EE I NN I IEEEN X I EENEICEEEEFENSEEEENELE X
568240 - LEBAL ISSUE CASE NRR: 0384743178
REGIOMN: &7 CINCI ZONE: F1 : OPEXED: Dh/14,1599
VIN: 1FWYUZAXOHU EMGIME: X * . CLOSERh WE/14/1999
Il.IIm‘I‘S — — = o Ea ".-'1‘-“;;;;;;‘-;:;;;;----
LAST ' - ’
Xopsess - FIRST WAnE. HmmE— M. am

r .
CITY STATE VA zrr ]
ont puoue.  IRRR— y '
m%a EEM!- 98 R MODEL : U248 EXPLORER 4X4 2DR NADON

. "
DEALER MAME: PRESTIGE FORD LINC—~ SALES CODE: F457547 ° P & A: 01921
REASON CODES: rn! STMFTOMS « 7041 5 )
DRIGIN:CAC =

ACTION:DRODD3- ND H.'-'TIIII REHUII!ED: INFDRMATION GNLY -
COMNENTS

1999-0471%
19.05.02

OHHER RELATION3 09/721-14999 MHMFAXFRA



-

917 920-Zia

09/21/199% MASTER OMMWER RELATIONS SYSTEN I3 08.51.%7
PN RN N E RN E R RN EVE IR I I L LR AN NN IS CE Y EE RSN A NN EENW
6682)3 LEGAL ISSUE CASE WBR:1 0364743178

REGION: &7 CINCI ZDME. F1 .5 OFEREN, DA-LE/ 1999
WIN: 1FATUZAXO ENGINE: X CLOSED: Wr14/1559
IIIEIIIIIIIIIII“I“ll::I:tm-------n----:.::::::q‘!*!----“----'----1:::::-
M =

CUSTOMER SAYS:  MxLEWON LAMEM -CUST HAD TO CALL ROABSIDE
=FIRE/SMOKE UNDER HOOB ~CUST HAS HAD PREV REPAIR ATTEPMTS
PROBLEM KITH VYEH STALLING -MNO WIMH FIRE BT -THERE NAS SMOKE
AND SPARKS FROM INMBER ~HOOD FOLLOWED BY FORPING MOISE AND S
HELL OF BURNING RUBBER —CUST 3TOOPED 'lElu'lia:-Em CLEARED
COST HAS AMLE T DRIVE HOME CANOTHER &0 MILES) -0 FIRE REP
OKT FILED =FEELS WEH I5 A LEMON AMD WANTS IHVOLE LEMOM L
AN PER CUSTOMER, DEALER SAYS: HONE CAf ISED: - THI3
INFORMATION HAS REEN FORHARDED TO THE AFFAIRS DEFAR

FOR REVIEM - A IEFIESEHT&TI#E FROM. CONSUMER AFFAIRS W

ILL FOLLOM UF ON YDUR CLAIN -~ MO TIME FRAMFE-AVAILABLE - PL
EASE MAKE SURE YOU SOTIFY YOUR IMSURANCE CARRIER AMP REPORT
THE INCIDENT INFEREMCE CASE ID:¢ 73 R,

1994/06719 e
12.41.00 »xLFA MADE 7 QBC3 TO THE CUSTOMEE AND CUSTOMER'S MOTHER HUNG

UP ON LPA THICE AND HAS EXTREMELY RUDE T0 LPANELFA NILL TRY
TO CALL CUSTOMER LATERES E

199%s 04728 S T -
19.21.05 ®SLPA MADE OBC TO THE CUSTDMER AME HER ANSHERED AND
INFORMED LFA THAT HER BAUGHTER WORKS ALL | AND SLEEPS
ALL DAYMNLFA INGUIRED ABOUT ANY IMJLURIES N0 PER MOTHER
THERE HERE NJURLES AND THERE HAS NOT L FIRERXTHE
CUSTONER SMELT

E
: E "

HAT THERE WAS EVER & FIRE IM THE EMCINERY.THE CUSTOMER HAS
BEOUBHT THE VEMICLE TD THE DEALEE DM DCCASIIONS FOR
A STALLING CONCERN AMD THE CUSTOMEE HANTS .TQ - EIT IN DR

NG AND HANTS SOWME TYPE OF RESOLUTION FROM FORD MOTOR
COMPANY SINCE AHE JUST PURCHASED THE VEHICLE IM MOVENRER, 93
THE VBHICLE RAS BEEN OUT OF SERVICE FOR ¥ HARRANTY COM
CERMZ FOR A CUMLULATIVE OF Z0=-30 DAYS. T ER IS CURRE
NTLY DRIVING THE VENICLE BUT FEELS IT 15 BNS
1299708705 =L

11.09.20 ®=iPa MADE OIC TO THE DEALER AND SPOKE MITH THE SERVICE MAMA
OER, FUGENE CHILDERSWNPER EUGERE. THE MIFI HAD THE VEHIC
LE TOWED IN ¥ ROADSIDE ASSIITANGE ANR ﬂll‘n THAT ANOTHER

OWMER RELATIONS 09/21/1999 MEFAXPRE



09%r21r-1399 MASTER OMEFE RELATIONS STSTEM I1I a8.%) .47
-IIIII:EIIIIIIIII-ll.IIIIIIIIIIIII.IIIIII“!IIIIIIIIIII;'lIII!IIIIIIII-IIIIIII
Egﬁl%cjﬂ &7 CIRCI LHM. I!-SI.IE I:Hl Illli “ggu.ﬂflﬁlﬂl
E o 1
VIM: & nmu:. X d CLOSED: D57085/199%
AEENE
1999057058 s
11.09.20 VEHICLE FLAGGED HER DOWM AKD 3STATER THlT E HERE SPARKS
COMING FROM LMDERMEATH THE VENICLE, SHE CLATNS SHE PULLED
OVER AND ‘l'H!ItE MAS A :.uun mnsnz THEII CALLED ROADEIDE ASSI
STANCE m rm E YEHICLE he DEALEREXTHE DEALER
FERFORMED VARIOUS EXTENSIVE Tms nl TIIE HEIIII'.‘I.E um cuuu.n

11.9%.50
11.15.%7

11.14.57

T VERIFY 'IHI'I" THERE HWAS EVER A F

E_ANYHHERE
VEHICLEW®LPA RERUEITED A COPFY DF 'I"I'IE IIEPAI.!M lﬂl TI'II
DEALEE SENY IT VIA FACSIMILE#x

muuum:mmcﬂMMTmnﬁplm

mmmﬂﬁ‘l’m MAS ADVISED ¥IA l.mmrﬂnmﬂﬂinu
~LPA 3 LETTEE T THE CUSTOMER STATIND .IHAT THE FIItE WAS
NEVER 'H'EIIFIEB AND THEERE TS5 HOTHIMG HE ﬂ[.w ABMIT I
—REGARDING THE FH:T THAT SHE FEELS UNSA THE HEIIL':LE.
SHE MAY MRITE A LETTER TO FORD IPRONIDED ' | ASAIATANCE
CENTER ABDRESS) :

—NO0 FURTHER ACTION 13 REQUIRED BY msm EFAIRS AS THIS
IS5 MOT A LEGAL LASENM H'F

mmmm HAS ADVISED VIA US PUAT L 3600kl il o
OSING THE CASE AS THERE MAS ND VER I.I:I.TIIJI BY THE
nmmn:r OF A FIRE
-san' A DENIAL LETTER TO THE CUSTOMER WIDE WITH
THE FORD SIRTOMER ASSISTANCE CENTER A

=THERE I3 WD FURTHER ALTION REQUIRED XY WEI AFFALIRS u
THE CasE I NOT A LEGAL

~FINAL CASE DISPDSITION

. _.,‘_

OHMIR RELATIONS D9-21/1999 MMFAXIMRG



BEGINNINGE DF COMTALT

09/2171999 MASTER CHNER RELATIONS SYSTEN III . 08.31.47
--ll--I“I---I--III.IIII'!IIII:'I!--k--ﬂﬂh.'----“--.:...---.“-':-II"--::::I‘
GIOBAT LEGAL ISSUE cASE’ un. 0450552878
REGION: 24 ORLAKDG SONE: F1 OPENED: D4-/D5/1999
VN )FTCRISUTYT EMEINE: U CLOSED: 0870571999
“’.‘--"---" -..-'..-=:‘....‘...".‘.:."!. EEXNEEN
LAST NAME: : STATUS. CLOSED
nue. FIRST waMe, [N qugr:r —

&
CITY ITATE f ;o ZIP
HOME PHONEs ' -
MODEL YEAR: NODEL 1 R140 IIHIIIE! GX2 SUPERCAB
MILEAQE 12800
DEALER NAME«

PAUL CLARK FORU-MER SALES CODE: F2447h P& A 0799
REASON COREE ﬂ?ll SYAPTOMS: Tﬂﬁl-ﬂ;

ORIOIM:CAC -~ BFEN -

ACTION:DRODA] -~ H IE'I'II‘-H REQUIRED: INFORMATION QLY - °

COMMENTS

1998708705
15.14.30

OMMER RELATIONS 0972171959 MWFRAFRG



29,21,1990 MASTER OMMPR RELATIONS SYSTEN YII M.51.67
EsFE NI AN PN NN F E AN EN NN E N E NN FEEF FA NN BN RSN EE S L SR EERE =
&398AT LESAL ISSUE u.'.z Hllh DAE0352ETE

REOION: 26 ORLAM HE: F1 OPENED. 0B/05-1999
YIK: 1Frcu1mwwm:u£: 1] : CLOSED: 0B/05/1999
AREEErEEERREFAEREEIE I‘I.I...‘Iﬂ.tti:lIIIIEI:I:B_-!-II::I======I-IEII=EI=II'I
MRS

CUSTOMER SAY3: L HAYER'T HEARD ANYTHING FROM FORD MOTDR C
l:l IH REGARDS TD SETTLIRG THIS CLAIM MY TRUCK DID BURN AND

RANCE CO FAIR ALL BUT #2140.00 AND NDW THEY HAVE CLO
SEII' THE L“.l.SE IEGHISI THEY WEVER HEARD ANYTHING FROM FORD MOT

OR CO THE DCC ON AUD 7, 1998 IN THE-BRIVERAY OF MY HOM
E AT IFFHIIHETELT $180 AM IN THE mI = THE HORN MWAS BL
OMTNG QUT OF THE HINDOW RURNED AND E

'DBED TIIE FIIIE DEFT HAS CALLED W'I' A IE T HAS FILED

1" YULEE FLORIDA WITH THE YULEE VOLUNTE l! M7 r
ER CUSTOMERE, DEALER SAYS: WONE CAC ARV = THIS JNFOR
MATION HAS IEE!'I FORWARDED TG THE CDMSUMER IEFH“ BEFARTHMENT
FOR REVIEM REPRESENTATIVE FROM ' AFFAIRS MILL F
OLLOW UP TN *l‘l.'ll.ll CLAIMN — MO TINE FRAME BLE - IF You
HAVE MOT ALREADY CONTA L'-TEII TOUR IHSURANCE ™

R
THE CONCERK. PLEASE PO 50 INFEREMCE CASE IRi, 75
15.84.%9 MHLFA MADE OBC TO CUSTOMER. LEFT WSO, Ex ’

19990806 N
10.01.%6 ;II.H. srokE TONEE e IIIIICATEII nu:r Es VENICLE BURNE

OM 2—7-98 AND HE BELIEVES THE FIRE HAS EESI.II.T OF A HAR
RANTY DEFECT. KIS Iﬂm TOTALER THE ACCORDING
SUBRDSATE. MR.

TO MR. BOYD, THE INSURANCE CO. NAS UNADL
BOYD HANTS FMC TO PAY THE REMALHING B lu&! 'OF #2,150 DRED
i HI3 LOAA, _‘.l,-__#.

10.25.59 sx1paA Apvrsen I TyAT BASED DN THE - THFORMATION HE
) PROVIDED, HIS IMSURAMCE CO. 13 ALREADY 1 AND FMC HIL
WOT OFFER ANY ASSISTANCE TOWAKDS THE #2.1 LANCE ONED. WO
FURTHER ASSISTANCE OFFERED,
. BOYD ADVISED THAT HE HILL SEEK LEGW] ma.

199970818 W
12.19.0%9 HLFA IIEI'.‘.EIH‘!]I & GALL FMWE‘I' a3 ATATE FARMN INSIRAN
INDICATEDR THAT SUARDGATION CLATM HAS
mzn AHB uulr- TO KNDH IF THIS IS STILL: ng OPEN ISSUE WIT

EllFﬁ ADVISEF HER T HE IH!II.IJII:I m HAD SETTLED TH
E CLAIN. FAC llHISﬂm THE 5\ TIOH PROCESS. PN
E %E!m HO ASSISTA THE #2LéW . ALANCE OHED BY TH

r

-

DWNRER RELATIONS . 0972171999 MMFAXPRO



9T R-Iaua

BEGIHNING OF COMNTACT
§9/21L,1999

MASTER OWNER RELATIONS SYSTEM IIT 08.51.47
SRR L NN NN XN e N A NE NSS4 3 s SR EEEE I ESITIEITAEENENEY
S3TINR LEQAL ISSUE CASE H!l- II!!:I!III?H

REGION: 53 mm
YIN: 1FMDUSSPAV.

ZOME: D2 OPENER. 9371771999
ENQIME: P - CLOSED» P3/1771999

FEFEIEENFFEEZ NN FETVEE BHFEIECESErEnkAnhala g wEEEN

LAST 24 STATUS: CLOSED
TITLE. FIRST wave: EENNNNN HI«  mEmm
ADDHESS '
ixg STATE: Mo ZiP:
I

MODEL YEAR! MODEL , US50 EXPLORER X6 AWD

EAGE T
JEALER WAME. SIMSET AUTO CO INC SALES CODE: FEINZ P & Av 0BL98
REASGN CODES, D709 SYHPTORS §143 |

ORIOIN.CAC —~ GEMERAL CAC -
ACTION»DROSS1— MO ACTION REQUIRED; INFDEMATION OMLY -

1y99/02-17
15.09.29

CUSTOMER SAYS:  CUST CLAIMS THAY HIS HIFE WAS BRIVING TI'IE ¥
EHICLE DM DI/167199% AT APFROIXIMATELY 9 AN &‘lll IT CAUGHT A

DHHMER RELATIONS . py-21s1999 HHFHFIH_



in:

95/2171998 MASTER GMMER RELATIONS SYSTEM JII ol . 51 .47
==l F =X EEENEEEN AR AN EEE RS I I R R AR E FF AR I EL I C NI FEE X NI A FFEEFNTE IS FEER EE
SETTHR LEGAL ISSON CAAE “!ll N5S2150ET5Y

RFOION: 55 KANSAS CITY  ZDHE: D2 T T GPENEDs 03/17/199%
VIN: 1FADUSSPEVZANINNE ENGIME: F I+ CLOSED 0301771999
II!Im--"l-:mn*n:=I========—=======n=II“.I--!‘-.-"..'“l‘“'=m==
19938317 -t

4.09.2% FIRE} CUST CLATMS THAT WIS MIFE FIRST SHOKE IH THE

FASSENGER COMPARTNENT; MAMAGER TO STOP %IBLE AND BET O
“Tl THE VEHICLE HI'I.DDEI MOMENTS LATER; VEWICLE IS TOTALLED
; BOT REPAIRABLE; CURRENTLY AT SIMSEY Fm POLICE REFOR
T NAS FILE MITH ST-LII.II! COUMTY FOLICE ( MQ MUMNER AVAILANLE
3} THE FIRE DEFARTMENT CAME GUY EITHER MAINIH OR MANCHESTER
mm:mr:smsm::mmm:m ¢ CUST CLAINS
THAT HE WIFE IS A BIT SHAKEM WP HOMEVER NOT KURT: C
usr I'Ilﬁ I.LIEIIIH' CONTACTED HIS IME CORPANY
NOVE ENICLE FORM SUNSET INSEECTION: SEOGESTE
II TIIII'I' HE l'.'.ll.l. FORD FOR I.SSIETMES mﬂﬁffgﬁ THAT THIS IS

IEFH:I' CUSTOMER - T
CII: ADVISED:, - THIS IHF“HITIH HAS 3 [FDRMARDED TO THE
CONSUMER AFFAIRS DEFARTMENT FOR REVIEW =~ A 'l-EITlTI\"E

FROM

E FRAME AVAILABLE - IF YOU HAVE NOT AL I'.'ﬂH'I'H:TEﬂ 'I"ﬂl.ll
TISURANCE CARRIER TO REPORT THE CONCERN, ° SE DD 5D INFERE
WCE CASE ID: 75

1999703722
09.47 .45 hITIBﬁ‘I'IDH FREVEMTION ANALYST C(LFA) a\‘.‘l:ll'l‘-ll:-'l'!ll DEALERSHIF TO

PER THE BODY SHODF MANAOER, YEHICLE HAS BEEM
REMOVED BY THE INSURANCE CARRLER. e

09.%8.26 LPA Iﬂl.'lTE LEITEII TO CUSTOMER THIS DAY IHH;HE HIM THAT IF
THE 1 COMPANY FEELS THERE IS CA NILL
!UMTE. lﬂ FURTHER ACTION REQUIRED. .- -.._1

1939/06/12 I

OHNER RELATIONS : 09/21/1999 MMFAYPRG
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BEGTNNI HH OF CONTACT

1397819 MASTER OWNER RELATIONS SYSTEM IIL 0B.51.87 .
:Ilm...ll:l“--]----:-n.-:::::::::::l:llll-tt-----“---:;-------l--':p---::
43 2BAC LEGAL ISIUE l:l!! HIIR- 1457052089
REGIOM: &3 DETROIT ZOME: &2 OPENED: B7/22/7199%
Vid: 1FZUSSPSAZMEEEEE ~ENGIME. P CLOSED: W7-2%-1999
ZINEEEFFINININENEEFEENEEEECCS oI C FESFANF NN RNV INIREFEERERNEERESSSSSSSSG
LAST MANE) ©f0 STATUS: CLOSED
TITLE. FIRST NAME: HEEEM W

IRESS : .
CITY: SHELBY TWF STATE: NI ZIPs [
HOME FHOME
MEII. ‘Eﬂ- MODEL - U3 EXPLORER 6X5 AMD

1 - .

DEALER HAME: JEROME-DUNCAN, INC, SALES CODE: Fé8o4d .. R A: ¥IN23
REASOM CODESs 0709 SYNPTORS Thel43 '

ORIGIMsCALC - GEMERAL CAC P
ACTION:DRAROI- NO ACTION REQUIRED; INFORMATION ONLY -

199%-07,27
12.946.45

OMHER RELATIONS @9-ZIs1999  MMFAXPRD



0572371995 MASTER OWHER RELATIONS SYSTEM IIT 08.51.57

EFr AR RN Ay RSN E AT I N A N AN AN AN EFEEEF N EEEAER X

K. < pemory S B0 Ly -
3 L]

YIN: 1FRE0SSFSHE $ENGIKE: P CI.USEII: 07r2rr1999

_IIHIIESE—--lﬁlI-‘EI.l'II!:I:-:::::III:IIIl-.:‘---i---'-';-l‘--.;.-l-----l.:‘

19 !Pﬂ?fﬂ'

12.06.45
CUSTOMFE SAYS: HAD AN ENMGINE FIRE OM JULY 17 1999 DLE S5AI
D IT WAS NIRING HARMESS THAT CAUSED THE PIRE" FIRE REFORT 40
16465 FRON MACOME COUNTY TH.lT 'I' E FIAE WAS CAUSED BY E
LECTRICAL PROBIEM VEH I& REP '}‘Ji? EORRENTLY AT DL
RSHE FOR 7 DAYS AMALTING ESTIRATE o MEF THSURANCE CO TS
TH THE PROCESS OF INSPECTING THE CLAIM DLR SAID IT NAY TAK
EWUTO & WFEKS FOR REFAIR CUST SAYS HE [ LIVE HITHOUT
A YEH FOR B MEEKS FPER CUSTOMER, DEALER r NMINE CAC A
OWISED: - THIS IRFORRATION HAS BEER TO THE CONSUM
ER AFFAIRS DFFARTMINT FOR REYITN - A REP ENTATIVE FROM CO
AFFAIRS WILL FOLLOM U OH YOUR ‘= R0 TIME FRAME
AVAILABLE - IF YOU HANE ROT ALREADY CD ED YOUR INSURAM
CE_CARRIER TO REPORT THE COMCERM. PLEASE OCSD INFEREMCE CAS
E ID. 75 VAR
1999/02729 o
16.25.56 LPA SPORE HITH BODY SHOP MANABER ON wwrg.,
1999708705 .-
12.07.46 LPA SPOKE HITH CUSTOMER OM 5/3/99 AND REPLACEMENT
YEHICLE BWE TD FLECTRICAL SHORT IM HIIIIq MESS.
12.08.26 LPA RECEIVED ACCEPTANCE LETTER FROM cunm
12.05.55 RAVFAST UPLOAD OM 3/5/99.
. l\.-
12.89.17 HO FURTHER ACTION I3 MEEDED. e

OHNER RELATIONS 09/21/1999 WAFAXPRA
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JEGINNING OF COMTACT

9,2)7199 MASTER OMMER RELATIONS SYSTEM III 05 .51.&7 .
=====B-..-.'---.======“-‘-..'I-II-“I-Il!I::I:‘I-I.-.!!“I-'I..I“---IIIII:::
SONETM LEBAL TSSUE CASE NQR: 1477573188
REGICH: 21 ATLANTA ZOME: B3 % OPENEDs Li/R671998
ST T FROUSZERVURG948)  EhoTmE E < CLOSEDs 1L/06-1998
F F+ 044+ FFEJ LT TRV ENENVFEEREFNEN ., »
gl._%sr NANE: 1 | ﬁ:mu"" CLOSED
r.:m*“s' STATE I e - zx;

23y I ; _ ' I
MODEL YEAR: 1997 HODEL US2D FXPLORER 4X2 4DR HAGON
NILEAGE 22000 Al

DEALER MAME: LAFAYETTE MOTOR SAL SALFS CODE. FR1224 . PR A BEVER
REASOH CIDES. 6709 SYNPTONS: 70414k

OREEIN (CAC GEMERAL CAC
ACTION -nltnun- ] M-TIH RERUERED) INFORMATION ONLY *
COMMENTS.

199411706
11.%1.55

OWHER RELATLONS . 09-21-1999 MMFAXERG
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A’/ 21-1999 HETER OHNER RELATIONS SY3TEN JIX 8 .51.47
=n == AR AN AN NAY S EL Y AN a . FYEE S
S0BETH LEGAL ISSUE CA3IE H“I 14TTS73108

REGION 21 ATLANTA ZOHE» BX OPEHED: LL-/B47190%

VI IFMDUS2EXVUEEEEEEE ENGIKE: E

1998711706
1Z2.41.55

5

199371
17

1998708r12
0%.21.15

-
wsm SAYSs "07 EXPLORER INSURAMLE cﬂ.- IHSPECTED AHD D
INER FAULTY FUEL LIME.. LINES THISTER AND CRAKEDR.. FUE
L umas IGNITED UWDER THE HOOD... VEHICLE WAS TIITII.LEB INT
HE FIRE... THE INSURAMCE CO. 15 GOFFERING ! CUST 423000 AK
b THE WST“T EXCEFT 1T.. CHUST FAID % v uo GUST WOULD
HILL STAHD BEHIND THE-WEHICLE .. BECAU

LIKE TD KNOW IF FORD
s: THE vmmzts STILL UNDER MARRANTY AMD FIRE MAS CAUSED B
Y PRODUCT DEFECT, . PER

» DEALER .SAYS: LAFAYETTE

FORD# FAYETTEVILLE, mrn CAROLIMA.. THE R _REFFERED THE C

IISTTHTHEFIHII::H: CAC AWISED: - INFORKED THE CU

T OF PROGRAN 996509 '~ THIS INFORMATION " BEEM FORHARDED
Tl.'t THE I:UHSII'HH AFFHH DEPA FOR REVI

RTHENT [EN - A REPRESENT
ATIVE FROM CONSUMER AFFAIRS WILL FOLLOM UP.DN YOUR CLAIN -
NO TIME FRAME AVAILANLE - IF YOU HAVE 0¥ COMTACTED
YOUR IMSURANCE CARRIER TO REPORT THE CONCERH. FLEASE 3G 50,
INFERENCE CASE ID: 75 np

N _-:

uE .
EXELPR COMMENT 56 ’
BASES O REVIEM OF RECALL NOTIFICATION ngl&nn HISTORY,
TWU MOTICES MERE SENT 10 MR. WYKE ADVL THE RECALL
AND THE POTENTIAL FOR FIRE. MOTICES MERE OUT ON MAY 6,
1734 AND JULY 7, 1993. THERCPORE, RO HE§ ACTION MILL M
TAKEN BY FAC AT THIS TIME. G
DECTAIGH LETTER MATLED TO CUSTOMER.

.

DHHER RELATIONS 0372171999 MMFAXPRO
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BEGINMI HB BF CONTALCT

$3/2171599 MASTER OWNER RELATIONS SYSTEM Iil 08 .51, %7
lIII’ItiEi===========ﬂtiIilIII'“::::=========::il.[l:..tt.---;l:::::——====::
A36% LEGAL ISSUE ﬂ!ﬁ ﬂll 14959923518
REBII:II- 21 ATLANTA ZOME: 9% OFEMED: dar19-19598
VIN: 1FTYRIDCOMPASSSYZ EMGINE: C - CLOSED: 0871571998
[ { T 1 PV 1449+ F - = |t +f Py ] FF V7] EEE IR AN S I EEEEEEE PSR s =

ST _HAME - 7: STATUS ED
i:m.e- ’ BST NovE E—S AL

i ]

CITY» STATE: NC . £ZIP:
HOME PHOME: . -
MODEL YEAR: 1792 MODEL §X2 RANGER
MILEAGE: abaa ol
!EII.EI WANE « Fﬂll BOTOR COMPANY- SALES CODE: F21iQ) P& A EED21

OM CDDEY. SYNFTONS » Tll'll%
mIﬁIll-Hl.ﬂl. - MI.IIER AFFAIRS = LITIGATION PREV o8
ACTIONMLPZOQ — OFEM LEGAL CONTACT - FRODLCT LIllIl.I'I'!

-

1993/04519 '
1%.43.19 E"“%}m" H:Eusunnu AMALYST RECEIVED u 1L FROM ROB mm'r

PHONE HUNJER FRON DEALERSHIP CNATHEMS W

1998./0872% i
11.92.50 LPA MABE OUTBOUND CALL TO MICKEY HATTS l-WT"lﬂ A RETURN
CALL .

1998/08,24 o )
11.17.45 INFORMATION FAXED TO MICKEY WATTS, EAA, °

1958,09/24 :
14.25.25 LPA RECEIVED FIRE REPORT 9/24/98. REPORT INDICATES HD
. MANUFACTURING DEFECT. LPA CONTACTED FNCC AS MELL AS THE
LHSURANCE COMPANY AMD ADVISED THAT MO ASSISTANCE WOULD DE .

12,0950
1s.17.02

OMMER RELATIONS 09/21-1999 MAFAXPRE
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BECIKNINS OF CONTACT
MrZ1r19 MASTER DHNER RELATIONS SYSTEN IIT 8 .51.457
======I=IIIII‘!IIIII===='==‘===IIlllIllltliitIIIII'IIl-llIIIIIlI'l‘Ill:::tlll-lu-h-
SE4ILE : LEGAL ISSUE CASE “lt 1515572958
REGION: T1 CALIFORMIA ZOHE: C2 DPEED: 10-22-19498
YIN: 1FNDUIZPOVZDEE FEHAINE: P ’ CLOSED: liwr22-1988
1 4 1
P A r.n- ZIF:
] 1 ' 1
HOME PHONT . .
MOBEL YEAR: MODEL « UETD EXPLORER &XZ7 GDR HAGDM
MILEAGE: 150008 -,
DEALER WAE. PUENTE WILLS FORD SALES COE, FT1072) P& As #5350
SYHFTONS « Tl a

ﬂ!IEIHICﬂ: - I‘EIM. ChC
ACTION:DROER1~ NO ACTION REQUIRIT; INFORMATION OHLY . -

1998710/ E2
14.16.17

OWIER RELATIONS /2071999 HFlII'rI.U
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¥r2lriyen © MASTEE OWHMER RELATIONS m‘fﬂ 08 .51.47
CECZCEEENEEFEESFESI IR RAS KRS EEALETEA BERESENEY llll====lﬂil====l==ﬂ!==l
24500 LEGAL XISsUE El-l'h 1515372552
REGIGH: 71 CALIFORNIA ZOHE: C2 . v OPFENEDN 1072271998
YIN: 1FMBUSZPIVZINENEEE EMOINE: P . CADSED: 1072271998

EEEENEFFSNEAEEE A EER LR NI EENEEEEEAS A RS AR ENcMxEAEN l'l’ l!t..!ll...llll.lll.l.l.
li;lfi‘lfﬁ

CUSTDMER JATI: OM AUGUSTE~98, YEHICLE AND GARAGE CAUGHT ON
FIRE WHILE PARKED IN DRIVEMAY. FIRE DEPT WAS CALLED m:::n
ENT REPORTE 98-255,& SA125228) AMD CLAIN. FII.EII AMD PAID
FOR AY Z0TH CENTURY IMSURANCECCLAIM ALTHOUGH
um:r.-LE HAS n:n m l'r :um - CUST NOT
LDS5S OF GARABE A COMTENTS. . INSURANCE HAS MTP
Illl!!]l FIII! Ius r:.ws:n l'r vﬂlluE nEFB:I ﬂn cus"r HlII'I'S 'm
ms-mu LAYS

PERSUE
£ llﬂISElh - 'I'HIS- IHFHHITIH E! 'I'ﬂ THE m

SUMER AFFAI ARTMENT FOR REVIEW ESENTATIVE FROM
CONSUMER uFans NILL FoLLOM U DN 'rnuu M - MO TIME FR

AME AYAILABLE - IF YOU HAVE NOT ALREADY ED YOUR IK3L
RANCE CAREIER TD REFORT THE CONCERN, FLEAN S0 1
CASE ID: 7% AP

1992-11784 o

14.65.47 LPA LEFT A WESSADE DM CUSTOMER'S ANSHERING MACHIME ASKING

THAT HE CONTACT ME BACK AT 313 845-5547 BETHEEN 9-3¢30 E3T,

1998711711 e

17.38.17 LPA REFERRED CUSTOMER TO INSURARCE mn'p:,-_;i
| L

%'
. -

MOULD BE MO MAY TO KNOHW IF FIRE RESULTED FROW A
DEFECT. LPA ADVISED CUSTOMER THAT MATTER F FOR
INSORANCE COMPANY. LPA EXPLATHED SUBROGATICM: PROCESS.

17.58.%2 1.1“! REFERRED CUSTONER TO IMSURANCE IT.‘II!PII'I'

MOULD BE NO WAY TO KMOW IF FIRE RESULTED A FRODUCT
DEFECT. LFA ADNTSED CUSTOMER THAT MATTER J% OME FOR
INZURANCE COMPANY. LFA EXPLAINED MTIE FROCESS.

OHNER RELATIONS 09/21/1999 MAFAXPRR
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oSr/2Lr1999

HASTER OWMER RELATIONS SYSTEM III DR.51.47

== - 31 1 1 1] LU L L ELL e o L LR Lo d LE L -+ B FE g L L LE Lol ol . L 3]

I583M3 LFBAL ISSUE CAsE l;:. 1539491258

REGION: 24 CRLANBO IDME: B2 13 CPENEE: §5/04-199%

vim: 1PPUEZPAVUR EwaIne. F ‘. CLOSED: 950471958

==“.--’===~=—===‘=====""I‘..I-I--I-IIIII-IIIIII!II-“E‘:III-II“IIIII“IIII::

LAST MAME: Joey srnm-ﬁen

TITLE: EFIRIT HAMF: MIa

CITY» FALM NEACH GARDEMS STATE: [ T ZIF I

HOME PHONE . -

I"II:F YEAR: 1 MODEL U320 EXPLORER X2 SDR WAGOK
E‘EI L

PPALER MAME: BEV SMITH FORD IMC SALES COD: F24220 .- P & A: 04909

REASON CODFS: aT{9 SYNPTORS 04145 .

ORIGIN:CALEL — COMSIMER AFFAIRS - LITIGATION PREVENTI ﬁﬂ
ACTION:1FM283 - OFEN LEGAL CONTACT = ATTORNEY H.lln =,

COMMENTS
mﬁfﬁfﬁ nu‘rm ORNEY DEMAND l.mpmnmlt RECEIVE
mlmm lFFlIIIS yuﬂ.mm—l Trn-llll'r 'r!l. Hﬂll
mlu Hlﬂﬂ-ﬂﬂ ATTORMEY, P l{
CUSTOMER ALLEGES VEWICLE EIRE A% mm.'r n|= EARLTY Emt:cl.
SYSTEN.  PER CUSTOMER, DEALER SAYS: 5 FAC ADVISED
3.
1998056701 et
12.45.42 ADDED MICRD #. -
1998706708 .
15.53.44 ARCUSTOMER ACCEPTS OFFER OF REFUND. LFA VED CALL FROM
iuw nmus:un mnl. AMOIMT MILL BE #24B.80 LESS BECALSE OF
NO REFUMD OF MON FORD E3P ou 'HEHI.‘::LE. Lpﬂ OFG TO ATTORMEY
TO ADVISE nl' 'nll:s; ATTORHEY COMCU ; -q-'
1998/08%1 .

10.02, 72 CUSTOMER ACCEPYED SETTLEWMENT AND CHECK Hlﬁ asm Y
RAY OM 6-18-95.

DWNER KELATIONS B9/2Z17199% MMFAAFRG
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BEGINNING DF CONTACT

09-21-199% HASTER OWNIFR ltEl.ATlnIIS STSTEM I11 08.51.47
awnn aARmma = T T ——-r AREEET AN ESEN I NN LYY
S008TH LEGAL ISSUE CASE !’Rl 1573112998

REOIONH: 21 ATLANTA LIME: Al : OFEMED: 1272171993
¥IiMry 1FTYRICCXHWAZS23Z ENGINE: C - CLOSEDN 12,2171998

T BANE .t STATUSY CLOJED
““E;, RST Wave: NN MI: e
ADBE [

CITY« ATE: Gh zZpr. T
HOME PHOME ¢
MODEL« X2 RARGER
SALES CODE\ FZI.!H!. ’ P E A DDs49
SYNPTONS: 7861 15

DRIGIN rCAL BENERAL CAC
H‘.TIIII:HIIII— NO H’."I'IH REQUIRED: INFORMATION ONLY - -

COMMENTS +

1988,12,21
I2.57 .37

~ OWHER RELATIONS . 89/2171999 WHFAXPRS
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WRrZLs1Y9Y HASTER (BNER RELATIONS SYSTEM IIY 08.51.47
EEREBREC S XANENFEEEF L S F R EEFFA N E SN F NI R F o F AR I I I S S RNy EXENEEN I NI FFEEFEN R W
E0DETH 2% ATLANTA LEGAL LHI.IE I:ISTE Hll 1!?!112!:;’21,1“‘

L ZONHF « . 5 OFENED
E#“.{Hﬂlm_ EMEINE: C CLOSED: 1272171998
-..'.------I"IIIIIIII“IIEII"IIIIIIl:::lmllll::::!':!l:-:III“I‘IF--“--IF--
1m15.rz/§% R

CUSTOMER 3XAYSs & AM DEC 21 THE YEH CAUGHT DN FIRE FDRM THE
CLTUCH EXPLODING) THE FIRE STARTED UNDER THE W0OD OF THE WE
H: A PIECE OF THE CLUCH CAUGHT ONTO OME IIEIIILSMT
HE VEH CALGHT OH FIRE; THE FIRE DEFT HAS ACT AN
T IS CURREMTLY llHFIL-l HAS NOT
ANY AS OF TET; SEEETNG ASSTSTANCE FROW
CONCERMN; EH ]

19481229 -
09.15.12 ¥LPFA COMMENT3INRE .
LPA ITT"T- TO CONTACT CUSTOMER, Hﬂlﬂ% Etﬂl HAS MO
AHSHER AND NO ANSHERING MACHINE.

y.5%, 55 Da)
’ P DII Illm HALL AINISED THAT HE I3 Iﬂ[ EMII.I!R WITH
THIZ CUSTOMER AMRP HIS COMCERHS.

10.450.36 xxxPA CONMENTSIO0E -
u. MCLAUGHLIN ADVISED THAT NIS VEHICLE 13 CHRRENTLY LOCATED
T BUCKHEAD TOWIMA. THE FIRE

T BEPT. HAS THAT A FIECE
-WTHEHTEIHTHII“!LMEI“MH H THE ENSINE
LOMFARTNENT CAUSING THE FIRE. FPROSRE3D CO. HAs -

KR, MO CLAIM HAZ B COMT

MEEN CONTALTED. HONEV. LEN.
rm AT PROGRESSIVE 15 TOMY WOODALL (77 !!ll-‘lﬂl.

wr.r FOLLOW=UP WITH INSURANCE Col. COMPLETED. HE
HOULD BE NOTIFIED OF FMC MEXT 3TEP l'l' T 5 ﬁﬂﬂf

10.45.§7 HILPI COMMENTSEES
ESSABE LEFT OM VOICEMAIL FOR IH!UIL MIJI.I:'IH-'TNW HWOODOLF
IEII.I-'I'IIB HIM TO RECONTALT FNC. lﬂl ﬂpll NUMBER
PROVIDED FDR RECONTALT.

OMNER RELATIONI 09/21r1999 rllFmpq
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21,1999 MASTER DWNER RELATIONS SYSTEN IIII o8 .51.47
EEE NPT NN EET N = R EaE W AN FEEYENT S I EX TSR
S5unETi LEGAL ISSUE ﬂSE Qlll 157311992

REGIDN: 21 ATLANTA ZONEY Al OPENED: 122171998
VIN: 1FTYRIOCAWUANEEEEE PHOIME: C s CLOSED: 122971998

AEEna ----'“----“-ﬂim-ﬂ--------.-----iiitﬂ---- q.ﬂ.""".....‘.'...“-

19940-12/2%
10.45.67 ONCE FOLLOW-UF WITH TNSURAMCE CO. HAS IEF m‘LEl'Eﬂp HE
HNLD BE WOTIFIED OF FRC MEXT STEP IN T‘I"Ell

15.41.55 ¥ANLPA COMMENTSmen
2MD MESSAGE LEFT FOR TONY WOODALF REQUESTING'HIN TO RECONTAC
FHC. NANE AND PHONE RUMBER PROVIDED FOR RELONTACT.

1994,12,51 -'f-' -
10.55.55 MORLPA COMMENTSHex
INSURANCE ABENT/TONY WOODOLF RECOMYACTED EH i TH;IEEETH&T

THEY ARE IN THE EARLY STAGES OF INVEATL .
THEY HAVE W07 PERFOEMED AN IMIPECTION ON WEHICLE, BUT,
FLAN TO DD !ﬂ THE YEHICLE IS CURBENTLY ’E'I' AT SADISCD

_ IM FOREST FARK, GA.

10,57.58 MONLEA COMMENTSm6 Tt
MELISSA FEOM SADISCO rmxm cnnan m:lc NUMBER FOR
YEMYCLE (182 1829, NPSECTOR MI 1 TO FROVIRE THIS
WIMBER 1M DRDER TO EF. 'm: HHImE. k%

it.50.2 m‘r m“&inr:srmm SEMT .u.nuu T s !:mm IHFOR-
MATION TO EAR m TER BRYAN TH

11.08.12 wxg
LPA mﬁﬁh QF 5TATUS oN q;; gu.-.E.

1395,01-18 . T
1§.57.43 COMMENT NN
LFA ATTENFTED TO I:I.TAET EAA IHSFH:‘I’.J'IIM'I'R BEYAN FR CLAIR
IFI 'I'II:II OF FINDINGS. MO ANSHER: NO A Hﬂ NACNINE,
TRY ABAYN AT A LATER TIME, rh#

19990128
09.17.54 wiilPA COMMENTSwex .
EAA :usrﬁnmu BRYAN ADVISED THAT CLUTCH DISINTERGRATION
BOES KOT APPEAR TD BE THE FAULT OF THE us'r?r.t
09.22.2% =l PA COMNENTIMONN
m mu.-;srn THAT FINANCE & INSURANCE nsl f:TE'lEH STANB FAX

THE M. MCLAUBHLIN'S HI‘.' F1 IS
EII!I EEQ‘IIE!T FIR THIS IHFDIIHI f:#l PIIHTHISHUHII
PROVIDED FoR RECONTACT

11.37.05
11.62.10 ¥xNLPR COMMENT sy

OHNER RELATIONS DS/ZL 1969 MMFAXPRG
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aRrZ1/1999 MASTER DWMIR RELATIGNS S‘I"ﬁ"l'lﬂ FEY) k. 51,857
-III:I-IIIII:I--ll-----I=_::-ﬂIl."'.:_“:-:::::;-IBH."‘-:-:I:I::_:ﬂl-.-tl--
MTH LEGAL ISSUE CAE ﬂ!- 15731125992
RHIH: 21 ATLANT Z20NE: Al NFENED: 1Zr21/71998
VIN:  1FTYRLM-XH EMGINE:, C T CLDSED: 01-/20/1949

I:III‘III.“‘III‘“:II!I‘I.--m-IIEIII:EIII-:lIlll"“.‘lw-IIIIIIIBII-I---J-I-I
1999/01/20
11.42.10 LPA ADVISED DAVE SPURDM, DUE TO THE HTD&E'IIF THE FIRE.
HILL MAKE AN OFFER TO E HIS VERICLE.
IF UPGRADE I3 NECESSAKY, Bunq;l RE MEBUTIABLE

Illl SPUROW ADVISED THAT FAXRLANE CREDIT Iiﬁlll.l BE WTLLING TO
Ilﬂ A SURSTITUTION OF COLLATERAL HITH TH GUITOMER .

LHI AIVIAED T ‘I'Hl I-E'I..ﬂ‘:
EXTEMRED m-ﬂ ' '"-}ng DFFER. HE. MILL
ME FIRECTED TO THE DLRIHF. TﬂPII:K! lE'l

11,4500 J0GKLPA COMMENTSMae .
SAGE LEFT WITH VINCENT ur— DAYTIME WUMBFE
AND HnI::EHAIL Ol HIS PAGER nEnuEsmla HE ACT FIC,
MAWE AND PHOWE NUMBER PROVIDED FOR RECOHTAGTY

1999/ 01r28 -.; ,
15.25.85 HANAGEMENT APPROVES VEHICLE mumm.

1995-0125
11.14.00 m=sLPA COMMERT Swis
LA FAXER OFFER TD REFLAGE VENICLE I.EI'I'EI JIH CLARK.

COOC P . £ El THE HFFE q MRITING THE
REPLACEMENT MILL NE UPLOADED I

1999505 o i .
§9.17. SI EWWLFA :
m BIYEN THREE DAYS TI'.I THE REPLACE-~
OF THIS BATE. HE HAS ROT ACTED LPA
REGARDING THIS MATIER. THEREFORE, MO ACTICH OR
REVIEN WELL BE TAKEM 37 PMC. g
1999705712 i
19.90.43 L

18.52 .41 0enLPA COMMENT Swus
REPLACEMENT VEMICLE UWPLOADED FOR I'IIII:ESSIIH I'I' RAY.

19.54.0T ExLMA COMMENTIEMN
IEHEII' OFFER LETTER RECEIVED.
14.13.53
1999/04,12

12.50.35 woxLPA COMMENT Jumn
2rm HAS NEER ACCEFTED AND REFLACEMENT HAS BEEN UPLDADED.

OHNER RELAYIONS D9/Z1/1999 MMPAXPRG



Q1T 2T

09/2Lr1 5359 MASTER CWNER RELATIONS SYSTEM IIX OR.51 .47
lIlll-lhilll'llllllllllh-l-!====I==t*#IIIIlll=¥l'lII=-p!=:======!I:Ill'l=====
SOATH LEGAL ESSUE CASE NML: 1575112993

RESIONs 21 ATLANT ZONE: Al "T.y OPEMED: 12/21-1998
¥IN:. 1FTYRIQ ENOINE: C CLOSED: 04121999

:-iii-ilIIIIIIIIIillihhiiiIIIIitntt-'----:.-::all---p-q-ll:::::l-l------:::::

1999/96712 N
12.50.35 MO FURTHER ACTION REGUIRED XY FMC AT THIS THE.
Jih

19990822 a
08.38.2D

OMNER RELATIONS 08/ 22 1999  MMFAXPRD



1912 RT3

NEGINNING OF CONTACT

09,27 1799 MASTER DHMER RELATIGMS 3YSTEM III ' 0R.51.47
R aEENEEAEEEE R s IR RS E R EE R E EEE T A EEEAREE AR ER AN SA NN RN EEEEEFEEERENENNERER
KEVANS14 LEGAL IS30E f-'l!! ml 1513751560
REGIDN: Z9 OHLANDO FONE: Al OPENED: 0670571998
viM: IFTCRIUAYTWIEEEE ENSINE: A - CLOSED« Q§rR5r1988
-I-----““---“-..--‘-.----““-.“'--.'--.------'-.I--!----.-t“--.hii---.-ﬁ
%{ﬁE“HET FIRSY NAME - gﬁTHl CLB3ER
[ ] 1 — _
e STATE: L7 zzee N
] ' [ ]
HOME PHONE.
RODEL YEAR: MoDEL 5 axz Ry
MILEABE: oo
DEALER HAME: MULLINAX FORD SOUTH SALES CODE F!‘.l! F A A: O&R20
REASUON £ODES: 0771 STHPTOMS « ?“1"! .
ORIGINLCACT I8~ US CONCEEN CASE ERASE )
ACTIDN « 24 - ADMISE CUSTOMEE ITHFORMATION mq ‘!'q. COHNSINMIFR AFFAIRS DEFT
COMMENTS «
1398706705 ]
146 .59. 53 CUSTOMER JAYS I::IET I3 DISATIIFIED Hr"'l. GLE:THERE I3 E
LECTRICAL FROBLEM , SEAT BELT MOT HORKINA, - ENGINE LIM
T, ALOT OF THE CHECK LIGHT STAYS ON . LI HOT HOREKING, £
LECTRICAL FIEEF HRAFFENED INSIDE OF THE CLE RIOHT NY THE F
USE BOX AREA, FIRE DEPT HAS CALLED, INS CO FAIDD DFF T
HE TRUCK R180, CUST IS CURREMTLY, TRUCK LY BOUGHT
B INSURARCE COMPANY. CUST WITH RENTAL TUESDAY JIME
§TH ,CUST IS l.'IIIT OF 'I'EIIII:LE. INSURANCE FIGHT BMECAUSE
THEY DON'T HAVE SURRDGATE : BUT Li: GUST HAIR
u-llm.ﬂll Hm SIHEII HIST LOST FROF TO SCHOO
L MDOKE CUSTOMER, DFALEFR SAYSa HONE 2" CAC ADVISER: =

THIE IHFMTIH IllS-tlEE" FORMARLDED TO THP
= & l!!‘l.!ﬂ'l‘l’l CONSUNER AFF

.lII! HII.L FIJI.I.II'I IIF ﬂll YOUR CLAIN ~— MO TERAME AVAILANLE
~ IF YOU RAVE WOT ALREADY COMYACTED UEANCE CARRIER
TO REPORT THE CONCERR. PLEASE PO 30 INF

DWHER RELATIONS . 0572171995 MHFAXPRG



092171999 MASTER OMMER RELATIONS SYSTEM LI 08.51.47
ﬂ--"l-ﬂl-=============-=.=-“=---l"I""-Illl--I_-'! (g 11 1 e F PPN ][ 1111} 4
KEWANS1 & LEGAL ISSUE CASE KPR! 1613751568

REQION: 24 DRL ZONE, AL .00 QPENED: B6/RS/L998
VIN: 1FTCR1NAD ENGINE: A C Y CLOSE Déswislvva
BRI TR S o o L I X L T IR A RN M A N A A N R FEEN AN A NN S AN AN EE N K
1998/96.05 Rt

DHHER RELAYIONS . . 09/Z1/7199% MNFAXPRD



BEGIMMING OF CONTALT

[ [P {ifg ] HASTER OHNER RELATIONS SYSTEM I 19.29.481

"“'----"----..----“---'--'----=-=======-==.'.l.......‘.“---.I‘-‘----I'-'-

Eggm ES 11 hml. CONTACT ACT YEH TYPE. TRUCK
AMGEL ES ZNrT LMY HIAE

VIHs 4 I L - ENGINE. & onry OO 38 tasrea]

YUFT STATUS: CLOSED
. MIx

FIRST HAME: .
STATE: CA zir:
125 MOBEL m
DEALER MAME: MIKE MALLACE FORD SRLES CODEs 171449 P& A 05499
AUSAL CODE: 07093 SYRPTOMS ?Ml‘i!_ '. |
RIOIN: ) TRANS REGYOM. 71 TRAMS PATE,
'ﬂ L}
CASE TYPE:  #A-FIRES - ELECTRICAL MEANS CODE: A-L0). INVEST-PROD LIABILITY
ATTY RANE, ATTY MEMO\
CLATM ANT: 0 AWARD AHT: < ]
. MICRO: 5130249

COMMENTS 1
199770%/101

SEARDEAL ER Fﬂ- CDUL.IHT Fll- HIRING HARMEIS FIRCer™

~CUSTOMER HAD TAKEN DELIVERY UF WEHICLE AND IT MNAS IN TD HAVE ALARM INSTALLED
=IT STARTES DH FIRE HHII.E AT THE DEALERSHIFP

‘-Tll COOLANT FAN AND WIEINS HARNES3 ARE .'IIJ!FEGTID Sm

l!“ﬂ'ﬂ!'fll

=IMSPECTION REPORT RECEIVED
;IEI..II:EEHT REQUEST UPLOADER TO RAY
FHITHIS IS5 THE CLOSING COMMENT
ENCLOSE FER PREVIOUS COMMENTSNR
1997/00,25%

MBENICRD

CHNER RELATIONS VOP/DENCHMARKING 09720939 FAXLALTO



iz GZo-ZaU

BEGINNING OF COMTACTY

09-28/99 MASTER DMNER RELATIONS SYSTEM II 19.29.41
I-‘—‘=“==l===-"=‘=lt-----'-":'“:—"'===-F-‘-.-'E.-l-‘l"t.:..:::—.:::—:—:—:I.
nau& 24 Mllimhcmlﬁrmrm m 1n a3nwt I!IEEHEII Fo o
VIN: ZFUDASIUOHEAT 6110 ENGIME. salezs LOSED :::gﬁg;
I-HIIIIIIi-I-IIiII-l—-l:l:i—'l1'-'IliiI-‘III-IllI==!==-!llﬂilil.lll:.utznl:!.n.::::::
o STATUS: CLOSED
FIRST HAME: ' ML :
STATE Al
WA ~MA-A HA aue. suonge ua -waea a7
% A Eg&. WKINDSTAK
. ]
PEALER WAME: KINGS CROWM FORD IM SALES CODEs 124223 . P& A D392
CAUSAL COPE: 1709 SYMPTOMS: 104148 "
wl 60 TRANS RYGION: 24 Tuus DATEn
1
CASE TYPE: &A~FIRES ~ ELECTRICAL MNEANS CODE: H.m. INVEST—PROD LYANTLITY
ATTY WAME: ATTY MBWO,
CLAXM AMT: ] AMARD AMT ¢ ]
MICRO: 3111761
COMRENTS i
1997708725

KKE DEALER FAX IEB'.EI"IED /20 'l? N L= Hll‘iniit*ll“
~THE VEWICLE 15 1O BE mrzm IILTIHETE IESTIHI

:
-
§
§
E

KROWK
~THE PONER STEPRING HOSE LEAKED FLUID OM THE MANIFOL CAUGHY
=DERLER HAS REFAIRED IT ALREADY) I.m LII.E HEH 'u}“ FIRE

SORIGENAL ESTIBATE WAS $1957.13 + TAX) RD 137717 0.

Eﬂ.ﬂ SEEKS.
;ﬂh MILL FAY THE BEALER MOR THE REFAIRY

ERICXA EDMARDS CLEGAL AMALYST) ADVISED
-5/ 22~ 70 GET s

L 3 SHE IR TURM -
ES). HE MILL

3

OHHER RELATIONS YOP/BENLISMARKING 09/2079% FAXLGLTA




R s —

1z QTi-Zov3

09/20/99_ MASTER ONNER RELATIONS SYSTEM 11 19.29.41

CR1CAR Q. TWTh T gum:r NBR: 109567 03 DPEWEDs U3/09/1398
CAGD l x ’

Eﬁ. muﬂﬂ& i __CLASED: D3/13/1998

1995703715

FSSTHIS I3 THE CLOSING COMMENT

LPL IECEI“'ED INVESTISATION REPORT BACK AND CONTACTEN CUSTOMER AND ADVISED.

= THAT THE INSPECTOR SUFPORTED THE IMFORMATION PROVIDER BY THE DEALERSHIF THAT
THE SHOM WAS 30 HISH THAT IT SHORTED DUT THE CmLIﬂ 'FAKy RHICH STARTED THE

FIRE.

— CUSTDMER SHOULD CONTACT HIS INSHRANCE COMPANY F’CII EIJITHH DIRECTIONS, FORD
MOULD HOT ASSIST. IF THE INSURANCE COMPANY FEELS 'TIHT FOREB 15 AT FAULT, THEY
HAVE THE OPTION TD SUBROGATE FORD.

LA CONTACTED TIM. DEALER CINTACT. TIM MAS NOT I THE I.'IF'FICE Tﬂ]ll‘l’. LF'I LEFT A

MELSRABE O HIS YOICE MAIL EXFLAINIMNG HHAT I HAD m:asn THE LU3T

1998703726 s

APDEDR MICRO 3. . "

15587850 58 : U
3 .

CUSTONER SERKS : L
= 70 SPEAK TO SOMEGHE THAT CAN OET NE SOME AMSWERS . -

m: ANISED:

CUSTOMER SHOULD CONTACT HIS INSURANGE COMPANY FOR qu‘l'l'll BIRECTIONS, FORD
MOULD MOT ASSIST, IF THE IMSURANCE COMPANY FEELS 'I'lll. FORD I3 AT FAULT, THEY
HAVE THE N'TIDH 'I'D III-HDGI.TE m.

LFA COMTACTED T 5 NOT IN THE OFFICE TOBAY. LPA LEFT A
ESS&IE M KIS "I"UI'BI HIIL M'Lllﬂllﬂ H‘II.T I HAD lﬂ'ﬂlﬂ THE CUSTOMEN.

DHHER EELATIONS YOP-RENCHMARKING U9-/20-9% FAXLOLTG
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092099 MASTER OMHER RELATIONS 5YSTEM IX 19.29.61
tt:n:.l:ltl-lﬂﬂl:—:Iiiltl-'lI:::I::--.'t::.:-l::gl..."-qll:[u:.:::.l:tu..“.:.
L0450KH LEGRL CONTACT TYFE: TRUCK
CHICAGD 51 IWTR: FlL LUNTACT HBR« 109547483 ﬂI:'HEIh 03/09-1998
YIN: EFH.Milﬁlm EHAIME. 4§ -, CLOSEDs 03-,13/1953
EITEEEENSES inEnn FREnEE N R SR I AN NN I AR TS IS IR N
19807037 '

'}
e HAWIS EEIEIIAI. L

CUSTOMER 5A
-I HAS CUT OFF HHEN THE PREYIOUS CSR MWAS TRAMSFERRIN .HE TO ROADSEIDE ASSITANCE

m‘mm SEEKS. .
~ROADEIDE ASSISTARCE

n
LAC ADVISED:

—-REDIRECT TO !DIIISIDE ASSHTMICE

Ml MAVIS: DRIGTMA

CUSTOMER SAYS)

= THE VEHWICLE I5 EEING TOWED T) THE BEALERSHIP FOR REPAIRS
HANTS A LOANER VEHICLE WMILE MIS YEHICLE IS BEING FIHEII

ER CUSTOMER, DEALER SAYS

FElIIS JOMEDHE AT THE IIEH.ERSHIF; SATS THEY CIHHI]T FF.B\'IIJ[ A LOANER
EHICLE TD THE CUSTOMER

STOHMER SEFKS:
LOAMER VEHICLE

I':.AI‘.: AD¥ISED:

- LORNERS ARE WOT 4 FHINISIIII ﬂF THE IIMIIMIITT

CONTACT" Il.. TIN BOUBLAS I..I.IIIFIG.‘TIM DF THE
IIHI.EISI'II 3 POLICY DN lLTEIl.ITI’n‘E THISHHT.I.TI
~ MAY lElIIIIl'E AR APFOINTMENT S

|

v

HiEﬂI!I

1998-93r11

HIEA DDA

LPA CONTACTED TIM DOUSLAS, S¥YC MWOR. TIN SAY3:

— THAT THE YEHICLE IS5 CURRENTLY AT DEALER.

- THEY HAVE ISPHH'EI THE VENICLE. THERE HAS A ¥  STORM THERE AND THE
SHCH PFUSHER UP JETHEEN THE ENSI uzmmum mmemmr
mmmr IsIlIATmErFEL STARTED T

=~ CUSTOMER'S INSWRARCE COMP mmmmn. II'I'TI'I.E‘rI'IM‘I'IIﬁTll:EHWT
T0 IHSFET TIIE \'ﬂilll.'-'el..E BECALSE CUSTOMER"3 FEELY TIHT THE CONCERN I3 FORD'S

RESFOMSIRILITY.
LPA ADVISED TIN THAT AN EAA JHSPELTOR WILL IE o Tﬂ IISFET."I' VEHICLE. LPA HILL
CONTACT TIM AFTER RECEIVING THE YNFORMATION
MIKCONT INUED R

LPA CONTACTED CUSTOMER AMD AIVISED OF SAME IHm’I’Im.
MMNUF DA T E a0 =
INFORMATION FORMARDED TD MADE. EAA FOR INSPECTION. -

DHNER RELATICNS YOFR/BENCHMARKING 09720799 FAXLOLTS



LHTE

BEGINNING OF CONTACT
053720/99

MASTER DHNER RELATIONS SYSTERM IX 19.29.491
[ FH¥+ t d 41 P+ £ P F o L LLLEEE L L. 1 L1 .....'.-...--_---'---------.-.--.=='=
19s3MH LEGAL CONTACT - YER TYPE: TRUCK
CHICADD §1 INTR: F1 CONTALCT WBR: 109547483 OQOPEMED: O05/8%9/1998
Yl ZFNDAS1d INABR 909 5 ERGINE: 4 s.+  CLOSED: 0371571958
LAST HAME. -STATUS: CLOSED
TITLE: FrRsT wane NN, v e
G sTaTE w - ze. NN
E ] [ ]
ROME PHONE: BuS. FHOAE: I
MODEL YEAR: MODEL WIRDITAR -
MILEADE. 4500 RSD» e
DEALER MANE» KAYSER FORD INC SALES COpE.  14114Q . P& A: 06395
CAUSAL CODE: O70% 2801 SYMPTOMS : Tﬂiﬂll ?ﬂim
EE.I‘H:E;L 11 TRANS REGION: &1 TIAIIS DATE:
[ ]
CASE TYFE: SA-FIRES = ELECTRICAL MEAMS COuf. -l'jl.-m. INVEST-FROD LIABILITY
ATTY MAME: ATTY MEND: W
CLAIM ANT: L] AMARD AMT» ' L)
MICRD: 5261832
COMMENTS « v
1995/ 03709

Wi MAVIS: ORIOINAL 6w

CUSTONER SAYS:

THE VEHICLE WAS ©M FIRE LUNDER THE HOOD

MOST OF THE EQUIPHMENT UNDER THE HOOD HAS NELTED llﬂl IIHHEII

YEHICLE I3 AT HOME NOW

MHAT SHOULD XE DOME

FIRE DEPARTHENT HAS WOT NOTIFIED IEEH.ISE 'I'"I-I:!‘I‘ PUT THE FIEE OUT HITH _SHOM
3,998 AT 12:30 PW. IN OXFORD, WI OM - DNE II.F: . CUSTOMER'S

HOHE.
- IIJI.II.II LIKE THE VEHICLE TEH- TO KATSER FORD

Eﬁilaw*u CALL FORR T0 SEE MHAT TO DU

CUSTIMNER 3EEKS

;ugnum: REFALRED

;mEmlﬂEW'ﬂlEFIRE

CAC ABYISED:

= INFORMATIDN I‘Ilg BEEN DOCUMENTED ANT FORMARDED TO THE D

EALER
RERUEST MR. TIN POUGLASCSYC HIEIII TO CONTACT THE l:“ﬂﬂlﬂ WITHIN 2
BUSIHE!! DAYS

OWMER RELATIONS YOP/BENCHMARKING 09/20-99 FAXLGLTY



IEHIHIIIIE DF CONTACT

09,2099 MASTER OWNER RELATIONS SYSTEW IT 19,29.41
!II:I-'I:IIII-IIIlIIII'II-II'lII“:!I!..I.II-.I----.“‘-‘--Iql:-'--“.--:---—..'--.---
SH50DK LEBAL CONTACT VEH TYFE: TRUCK
LDS ANGELES 71  ZN/TR: & COMTACT WBR:« 108731448 OPENER, D7/31/1997
VId: SFRDASIUSTE ENBINE: U CLOSED 0971171997
"“l:‘m.—-'"“‘.“"'..“..:.-.'-““-‘“‘----I-'-' n t+ 14 1 FFF R I
LAST NAME:  STATUS» CLOSED
TITLE: FIRST HAME: ". : MLt

s - e—

' .
FOME PHONE: WIS, PHONE: P
MODEL YEAR: WODHEL -
MILEAGE, 1 HSD
BEALEE MAME: BARBITT FORD SALES CODEs 171447-: P & A+ 20318
CAUSAL CODE: 0719 SYRPTONS: 704245
pRrel, 60 TRANS REBION: 71 :° ‘rnnls DATE:
a
CASE TYPE: - 4A-FERES - ELECTRICAL WEANS CDDE: l—l..ﬂl. YRWEST-PROD LIABILITY
ATTY KAME: ATTY NEWG:
CLATM aNTs » . AMARD AMT:
uiCRO: 5130213

COMINERY 5
s Fhow marIoin sccosar MANAOER. DENYSE SKICKI FI.E!T OPERATICHS X
—YECLE BURSED UF n.:g HAS DECLARED A JOFAL LSS '

—IHPETI REQUESTED TO I'ETEEHIIE CAUSE OF FIRE

I!ﬂ!ﬂrll

~CONTACT MADE MITH FLEET .

~VEHICLE HAZ JEEN DE3T

=00 _OPFORTUNITY 'Fl'l IHSFEI:TI -
~FLEET REFERRED TO INMSURANCE Fl:l.u.’ﬂ P

~N0 FURTHER ACTION I3 I"III'HBEH FORD

n

SRETHIS IS THE CLOSYHQ COMMENT

KNCLOSE PER PREVIOUS COMMENTSEWS

L SENYT TO FLEET INFORNING OF DETERMINATION
1997708, 25
HEENICRD RECORLETONS

OHMER RELATIONS VOP/BENCHMARKINGO 09,20/99 FAXLOLTOD




1820599 HASTER OWMER RELATIONS SYSTEM II 19.29.4)
hi-tlIlIIIIIIIIIII-------------.'-“-:-l..:::—::::-.'--“--'--.----...'-:'“-
Z5T N3 LEGAL CONTACT VEH TYPE: TRIXK

THIN CITIES 5B  FN/TR: €] CONTACT MBR. lﬂlll!.ﬂi QPFENED, 0271771997
¥iks ZFMDAS] 40T hiniiien ENOINE: & CLOSED» D2/138-1997

't--I-ﬂl!#-:-“itiI-lllIl-IIIH:::l:==—r!luttll;Iﬂ::..:::;:;:::::::::ﬁ-----:----
1e97s0271T
N ml!- IHIIBIHI.L
CUSTORER SN
- Tm]ﬁ mn DID AR INVESTIGATION AND EETIHHTEQ FIHE DERADGE

- TEMWODORDE FORD SAID THE HRGI.IITE HERE TOO SMALL

%PI%E TERYODEDE FORD, FOR THIS MAKE AND ‘I"Ell ¥AN; THE CIRCUTIS
- SIIEE THE CIRCUITS NFRE TOO SHALL. I DD ROT KHON ;F ]‘I'EI:S CALSED YTHE FIRE

Fﬂ CUSTOMER. DEALER SAYS:
~ REFLACYD HIRE HARNESS, {DOLAKT FAM ASSEMBLY, lﬁﬂ\‘ﬂ HEAD LIGHTS,

INNER FEWNRER, REMOVE SCHROUDS, REWOVE MHEEL COHEL, l!.‘I'I'EE‘I"s AIR BOX. SPEFD
C‘H'I'HIL ETC.. AND ROAD TESTED ’A‘II'IHI.E

ﬂ.ﬁ'l‘l:lﬂ SEENS.

C.I.C AINTSER:
BOCUMENTS

COMMIENT S

= THRORMATION PORMARDED TD LEGAL IIE.MITEHT
FUTURE CONTACT CHO TIME FRAME GI

Ll"ﬁ TRIED CONTACTING CUSTOMER lT IIIISIIESS NUMEER-~LPA HMAS TOLD THAT HO ONE KY

THAT WAME. HORKED THERECLFA CONFIRMED MUMRER THAT 1 HAD DIALED). LPA TRIED

CONTACTING CUSTOMER AT HOME PHOEFE MUMBER—MNO AMSWER OF AMSHERING m‘uiﬂi. LA

KBLACH W8I0 ADWISED THAT ﬁéﬂ‘ HAS BEFL REFAIRER AND THAT INSURAMCE COMFANY
TRIED CONTACTING CUSTOMER AGAIM. WO Altsumnumup MACHINE.

S$4THI3 13 THE CLOSING mmr =

AFTER SEVERAL ATTEMFTS TO COMTACT CUSTOMERCLFA WAL : ‘I'Dl,.l BY SOMEDNE AT
BHSINESS NUMBER THAT wsm MI THAT MO OME i]’ﬂﬂ' IIHE mn 'I'I'lﬂlEL
HO ARSHER UR ABSMERING MACHINE AT CUSTORFR'S HOME

LETTER TO COSTOMER ARVISING THAT HIT!'. I3 MNE FOR' Iusmur:!mmm

EXFLAINING SUBROGATIDE PROCESS, 0 FROVIDED OF 31% 4465-3930 IN
lgﬁfnﬁl‘ﬂﬁ HOULD LIKE TOD EPEI-I III'I:'II NE IJIIIEETLTu- B

CHNER RELATIDNS VOP/RENCHMARKING D3-28-99 FAXLALTG



T

FECINMING OF COMTALT
1972099 MASTER OMNER RELATIONS SYSTEM IX 19.29.41

L L] EIIsrEunrFrFyERSsr » [ B c 2 A W am  E aa

257448 LEGAL CONTACT YER TYPE:» TRUCK
THIN CITIES S&  IWwTR CONTALT :lluﬂl!h %ﬂllﬂ'ﬂ!l OPENED: 0271771997

YINs ZFMDAS] 4 CLOSED: #Z/18/1997
aul-t-:-l-lﬂill-l-IIl==8!ﬂilll=-!l====ll:il-tl===-==='-t--=-:|llﬂli:ll:l].-:-:.::--n::-
LAST WAME: . STATUS« CLOSED
TITLE: FIRST Kane: - no: [
ADDRESS» .
CITY: STATE: Hr- 2510
HONE PHORE. BU5. FHONE:
MODEL YEAR: NODEL HIMDITAR.
NILEAGE: WED, S
DEALER 1 SALES CODE:« 158584 - F g A N9573

P ' TS

Ma TRANS REGION: 53 . TRANS BATE:

VEH REPL: o

CASE TYPE: RA-FIRES — ELECTRICAL HEthm!- A-LGL IEVEST-PROD LYABILITY
MEMO: .

CLAIN ANMT. . 0 AMARD ANT i

MICRD: X9&0136

COMMENT'S «

1997702717

MM MAVIZ: ORIOIMAL ===
CUSTDMER SKYS.

T YENICLE CAUGHT OM FIRE ON 12/27/96
eiTWAS M ELECTRICAL FIRE, THE FIRE DEFARTHENT AINISED US HOT TO  START THE
- THE WIRING HARMESS AMD COOLING FAN ASSEMELY MAS m;.l.‘.en THE FIRE  MAS
UNDERMEATH THE WOGT

= [HE FIRE WAS TUT OUT NY OTHER CITIZENS MAO PUT “OM THE FIRE

= FoRD SAID THE FIRE STARTED SECAUSE OF THE SNON TH THE VENICLE
;rﬂz:mm D IT WA AN ELECTRICAL FIRE:

PER CUSTOMER. BEALER SAYS . g

= THE FIRE STARTED FROM THE SHOW A

CUSTONER A

= AT SaaiL Foks Do :

CAC ADYISEDs

— WILL FORMARD INFORMATION TO LEOAL DEFARTMENT
= CUSTOMER MILL HEAR FROM LEGAL DEFARTMENT, MO TIME FRANE PROVIDED

OMMER RELATIONS VOP/BENCHMARXING 09,2009 FAXLOLTG



1 - = F

09rZire R MASTFR DMMER RELATIONS SYSTEM Il 19_29. 41
e RN R ARSI Y r SN EARMEEAREEE T RARAASAEIAEELREEIE TR ST P EEREERRTET TN
3999EE LEGAL COWTALY VEH TYPFE: TRUCK
ORLANDD 248 ZN/TR. CONTACT NBR» lﬂ??l‘ﬂl OPEMED, 11-1971994
WIN: ZFMBAS1NST. ENGINE: CLOSEDy BLs/1T771997
...“;:::.I._==_=_===::::::::::::--:l:::::s:::ll::l::tnayu::===—==::===:==n:=====
1996712/ 06

SESTHIS 15 THE CLOSING COMMENT
Iﬁﬂgﬁ‘m RESULTS AMD PICTURES. FORNARDED T2 BAGRIN ZINLICH FOR MAMDLING
ADD MICRO

OWNER RELATIONS YOP/BENCHMARKING U9/20/3% FAXLOLTO



BEGIRNING OF CONTACT

[ [Pl PL 1 MASTER OHHER RELATIONS 3YSTEM I1 19.29 .41
PEE T NN N NN N R NN NS T XY TS S Cr ST T S SIS I AN S SEXCSINENEIEISEISIr=N
IPRVEE LEBAL CONTACT YEH TYFE: TRINK
ORLANDO 24 ZW/TR: B2 CONTRACT HIR. 1“7"5?!! OPENED: 11-1971995

WIM: SFMDAS]IS S ENGINE: % CLOSED: 0Llr1l77199¢

THIE
B L e T YT T T l:tl-ﬂist-t:t---tn:qql---:-:n-::lllat-t--t-
LAST WAME. . ﬂl’l’lﬂ- CLOSER
TITLE: FIXST MAME: T
ADDRESS SUITE 1&0

ariE 305 pnone.  Ib— KT
i roe: i e -_—

. HIMBSTAR
MILEAOE: 5785 3D -
DEALER HAMME: MCINERMEYFORD INC  SALES CODE: uqzii P& A 0GB22
CAUSAL CODE: 0709 SYMPTOMS
ORIOIN: 60 TRANS REGION» - 'nu.lls DATE:
1
CASE TYPE:  4A-FIRES — ELECTRICAL MEANS CODPEv A-LPL INVEST-PROB LIARILITY
ATTY WARE, ATTY NEWDY ¢
CLAIN ANY: [ AHARD AMT:

fi
NICRO, 483T271Y9

COMMENTS
19967511719
weFAX RECETVED llfl!fli Y CONSUMER AFFATR3I=®
ﬂ! Ilﬂ!: PROGRAM =iis
FLEET CONTACT: DARRIN FIMLICH
CONTACT » DR
~RENTAL C SmKE FOMING FROM UMDER HOOD
OVER; AND VBHICLE MAS ON FIRE
5 ESTIRATED THE VEHICLE DAMAGE [(NITHOUT TIIIIIB IT AFART): VEHICLE IS

A
=YVEMICLE I3 CURRENTLY AT: 3500 BUTLER HATIOMAL K. .. HLIIIDI Bﬂ'ﬂh‘l‘ JACX
FORMEY lilﬁ')ﬁﬂ-ﬂlﬂ

N SEEKING BMIYBAGK : o

s 1]
—m.mum—mmnummm:n:mmmmmsm
FLEFT CONTACT LS FUR THLS CASE, SO WE FAXED THE INFDTQ CONSUNER AFFALES
=WEHICLE HAS NOT BEEN TANPERED HI'I'I'I‘ HANTE FORD Tﬂllﬂmn’
JEE 15 CMGIDERED AS A DEALERSKIF) PEA 43230

ERICYA EDMARES (LEGAL AMALYST) ADNISEDa o
A!:IIIM.EHEII RECEIPT OF FAX NITH I Au2 ;mm:zsn FOR THE

RIM-ARILIND RECEIVED

=AIVISED I'IIH THAT T HOULD FIND OUT RHO THE FCSD FI.EIT GCONTACT 18

—AIVIIED HIM OF DUR FROCEDURE: WE HILL SEND EAA TO :nmm'r: THE FIRE, AND
FORMAED THE RESULTS TD C¥D FOR HANBLIKO

—CONTACTER JACK FORMEY TD 4ET THE LOCATION OF THE II'EHICI.E

—CONTACTED BARRIN ZIMLICH AT CWDi HE I35 HAMNDLING THIS CASE

=1 CONFIRMED w;nIHHILL SEND EAA. AND I HILL ALSO FDRMARD ALL OF THE INFD

THAT
CALLED BACK: HE WILL FORMARD I'I15 mlﬂl\l "LETTER AND FICTURES
DIRECTLY TO PAEKIN ZINLICH-CVD EY DVEENIOHT WA

'||

DWHER RELATIONS VOP/REMCHMARKING 03/20-9% FAAILBLTAE -



BEQINNING OF COMTACT

99/ 2999 MASTER DWHER RELATIONS SYSTEM IT 19.29.41
“II'==I--“----I-------‘-'-“------’I-“-l---lII--------I------’Ill'----"--"-
17230M ACT - VEM TYPE: T
CINCINMATI CONTACT MBR+ 07187928 OPENED: uzunﬂs
VIM: ENOINE: § CLOSED: 10/11/1996
X i e B R e s --II--I-'-I-.I-----_I__--!- 1 - L L]
LAST MAME: i STATUS: CLOSED
TITLE: NI:
cﬁ'\' ) HUNT VALLEY MD ' pad I

[ ] n
HCME PHOME: WS, W

YEMR: .
MILEABE 1 HS
BEALER MANE: RIVERSIDEFORD INC 147012 XA 02068
CAUSAL CODEs W8 - ¥ 74 45
Egn"ltll&l_ ao &7 7" JRANS DATE:85/21/1996
i
CASE TYPE: Z-WITHIN YEHICLE WARRAMTY MEANS £ODE«" "A~LGL INVEST-PROD LIABILITY
ATTY RAME: ATTY MEMD.
CLAIM AMT: ] AHARD ANT: 0
MICRD: 46&2171

COMMENT S
1996/ 04721

ERARAVIS-FLEET \'ll'l.'ﬂ:l.lﬂlﬂ.!ﬂ' le Fﬂl CONSUNER l"lIH REVIER) RECEIVED oM
Er21 /4 DENNIS JOYLE--501-548-074
EET m—HEI'IIELE FIRE FROM E‘HﬂlE; BURNED l'l'nl.ﬁ fﬂDﬂT END---EVERYTHING

-’I'EIICLE IS lT II\‘ESIDE FORD _
l.l MAME ORC TO LINDA WOREMAN WARRANTY SERVICE Hlﬂﬂ!ﬁ j.T 410=771=-2529
| =]

=H0 INJURI

=RCKHOHLENGED RECETPT OF FAX

—HILL ORDER EAA INSPECTION OF VEHICLE AMD FORMARD HFq TI:I' DENKIS MOYLE
HEIALES 'EBIE HAS BEEN m Fm l'ﬂ.ﬂﬂ‘i Tﬂ 147“.: i

illll!llﬂl CODE HAS BEEN CHAN

l.l MARE Ghc TO ERA NHATSON : " .
lmfﬂ?.lll '

HFTHIS IS THE CLDSINE COMMENT

sooelTiL CLOSE A3 LA 3ENT OUT THE COPIES OF THE II'EFEE'I'I REFORT AND

TO DEMHIS BOYLE IR c¥0 FLEET VIR REGULAR mn—rm I!- SHI—HI-I?EIBTH-E
HERE SENT OUT 7/1/94u

DWNER RELATIONS VOP/DENCHMARKING 09/28-99 FAXLOLTO



»iz

0pr2er99 MASTER OMMER EELATIONS 3YSTEM I 15.29.41
::------t:-:-..-'--'-“-----.------h--iiilIHIIIIIII“lIImII-I----I.--“-IlllI
i!llﬂ LEDAL CONTALT - WEH TYPE: TRULCK

Is /TR NI CONTACT MBR« 1Ii'ﬂ'll!l OPFENED: 0:4rD9r10Bé
HIH- Z2FHBAS1ATHASSEST ENGINE: 4 CLO3ED: BS/1871996

pEIEEFFYEEEl EEREE AR S EEE NS EEEEETINNEFEEENENTE ----'-----.I===-==- I ErsTrFrEFSEyEEEn

IFHJ'IIIHS '
LEAAL ANALYST CONTACTED DEALTR 10 REQUEST IIEI':EIFT! Fyﬁ CAR R.Ell'l'.l.l.; COAT. AMND
FUEL . MLEI TO FAX RECELIPTS.

OWBER RELATIONS YOF/BENCHMARKIMNG $9/20-99 FAXLBLTH



S81T

9/20-99 MASTER ODHMNER RELATIDNS SYSTEM II 19.29.%1
I EEENANE SN RN E RSN TSI C S ICE I X NS EENEERE NI CICSSSSCITECICTEIITEE
6 3E16M LEGAL COKTACT VEH TYPE: TRICK
DR INTR: N3 CONTALT NER, LO&77203K ﬂ-FﬂlEnl 04-s08-199&
¥Iik: IFHMﬂ XTI ENGINE: & CLOSED: 0471871996
I IEEETeEYSNESTEEENN FENEEELTEE EA TR N T L e
199506 22

l.Eﬂll. AMALYST CONTACTER BEALERSHIP. PER SERVICE HIHI'BEI CUITOMER RERUESTS
REPAYMENT FOR MILEAGE (1179 HMILES ROUND TRIF). lﬂl‘Ml. ]"El'llﬁl.h ANR l:ﬂl"h VALUE

LEBAI. AMALYST ADVISEN CUSTOMER THAT ME HWOULD PAY Fﬂ IEHT.II.- LDOK INTO FUEL
mumm‘r AND UPON RECEIPT FOR COAT, REPLACE IT

IIHI.II AHAITING RESMINSE FII:lI CUSTOMER REGARDING 'A‘ll.w OF COAT AMD EILL
CONTACT LEGAL AT THAT TIME

1996067148

SEITHIS IS THE CLOSIMG COMmEMT

HO RESPOMSE

FRIM DEALER DR CUSTOMER.
1994/0772%
CUSTOMER

SAYS:

- lﬂumumnmmmmnmmm

=_FAST CONT, BCE THE DIEALER HTI‘IE pm'm CONTACTED FORD
REGARDING mmm (ﬁEE HISTI:IEI".‘.IL COMMENTS)

= W2RrSd IS MHEN DUSTOMER TORNED IN EECELFTI

= HAS BOT HEARD FROM FURD

FEI'. CUSTOMER, DEALER SAY3:
Iﬂm FORD SAYS THAT THEY TIIIHED E‘I.I'El‘ﬂﬂllﬂ IR l.ﬂ BI.I!THEI SHOUULD MWAIT FOR

msm SEENS.
REINBURSEMENT FOR COAT AND FUEL

H.L' AINISED.

= DOCUNENTED AMD MILL RE FORMARDED TO LEGAL PEFT
199,91 ,350

EEE MAVIS.

“mm e -
STILL MAITING FDR JOMECHE TO CONTACT HIN ABODUT TI'IE 'H'lRIL'Iﬂ REIMBUSEMENTS HE
msmnuunmmm
— PLEAZE LEAVE MESIABE OM THE ANSHERIKG MACHIME IF m ‘HOME
= HILL BE DN YRCATION &-%2E-§r 25798
I‘EI. CUSTOMER, DEALER JAYS.
; FORD SHOULD CONTACT TIlE CUSTONER
; 'I'EIIFICITIII I:I' STAHCE UN THE REIMBURSEMENTS
CAC ADVISED:

= CONTACT MILL BE REDPENED
= SOMEONE ZHOMD 3F IN CONTACT WITH THE CUSTOMER

OHMER RELATIONS YOP-IENCHMARKING 0972899 FAXLOLTA



BEGINHING OF CONTALT

A9r20,99 MASTER OWHER RELATIONS SYSTEM 11 17.2%.41
CREFS FASASSREITE CS ST EE R TN SN EEFE FEEE DN ES U5 E R0 o 0 W
55'1“ LEGAL COMTACT VEH TYPE: TRUCK

10  ZIN/TR: N3 CUNTACT MBR): IH?Tllil DFEHEIt D& 001994

uu- ZFMDAS1AXTS SRR ENGINE: % LOSEDR: BE/1A/1996
-:--:tIIIIII--II----IIIII---_I---I--I----II------IIIII,I----------“I-III'II
LAST WAME) - STATUS: ms:n
TITLE: FIRST HAME: I - MI:
ADBRESS» . .
CITY: EY STATE) . I 2IF [
HOME PHOME: SN BUS. PHONE) I

. MOPEL HIMDSTAR
MILEAGE Fad Fi 5P, .
BFALER MAME: S3SNITH MOTOR CO SALES CODE: 153704 - P A A: DB814
CAUSAL CDDE: #2 SYMPTOMS + 794149
ﬁﬂl&l‘"l ai TRAMS REGIOH: 53 -7 TRANS DATE:

e ¥

CASE TYPE)  &~FIRES - FUEL FED MEANS CODE: A-LSN, JNYEST-PROD LIABILITY
ATTY MEWO: g

CLAIM ANT: o AMARD ANT. [ |
MICRD:

COMFENT S

1996708/ 09

Mae LESAL — FIRE ¥Exk

. HAYIS ' DRIGIMAL e

CUSTOMER SAYSq

= WHILE TRAVELIRG THE WEHICLE Cﬁﬂﬂlﬂ' FIRE

IT STARTER IN THE ENDINE COMPARTMEWNT HEAR THE Hﬂm
— THE YEMICLE HAS mn' T THE MEAREAT DEARLERSHIP

- TH! LINNEIS FIRE DEFT RESFONDED TO THE FIIE

FER CISTOMER, DEALER SAYS,
-THETHENIHET!UT“EILMITIT

ﬂl.'-'l'ﬂlEl SEEXS .
; REFAIR OF VEHICLE

GIE ADY¥ISER»

= BOCUMENTED FORMARDED CONCERH TO
= THE REQIONAL LEGAL AMALYST WILL I:DITIET mrm— H TIME FRAME GIVE
CONTAGCT IRSURANCE COMPANY IN THE HEAK TIME

Hﬂflifl'l“'
CONTACTER MEEH; LEBAL AMALYST. HORK HAS BEEN COMPLETED OH THE YEHICLE AND
THE CUSTONFR HAS SOME QUESTIONS. HE MANTS TO EKNOW E CAN BE REINDBURSED FOR

L]
THE GAS IT TODK HIR TD m BACK TO HISSIIURI Fm ESOTA AMD HE RUTMED A
COAT TRYING TOD PUT THE FIRE OUT. BRYDON A PEAL I
Euﬂs 12 DAYS, HWHO IS III.E FDR THE IEH'I'.IL FILL FORD, INSURANCE COMFANT

DMMER RELATIONS YOP/DENCHMARKING 09720/99 FAXLOLTE



Late ST

192099 MASTER OMMER RELATIONS SYSTEM IY 19.27.41
EEEEEErEEEETESUEE SN SIEEEEEETEEEEE R XA Ry A ANEEEXEFEZANEEEREREEE
018943 LEGAL CONTACT " VEH TYPE: TRUCK

SOUTHHEST IN-TR: A2 CORNTACT MBR« ln.ﬁﬂiiﬁi OPEMED:. 04-0F7L9%5
VIN: 2“51‘?_ ENGINE: 4 CLDSED: 0672171995

19957 04720

THIS ISILI‘ET IIE E-T REVIEMFD. VENICLE TO BE ml,..u::n UHARLE TO
'FDSITI'I'H.‘I‘ IIETMIHE l:llﬁE ALTHOUGH HOT SPOT 15 IN AREA HHERE RECALLS WERE
FEIFﬂm AT THE FOMER DISTRIBUTION BOX. ZOHE MAMAGER, RIEK H:HH: AINISED TD
CUSTOMER AMD BEGIN EAV PROCESS. SERVICE MAMAGER. SPENCER, ALSO
IEITIFIEII CUSTOMER TO PAY NILEADE AME UFGRADE, IUT NOT TITI.E: LICE‘H!E AND

DOC FEES. IF HE DOE3Z HOT MANT TD TERAME, A REFUKDE HIH. AE FROCES
1995/04/21

CONTACT CLRSING APPROVED . o -
CLDSE -

oK To

1998/0%-)4

LETTER BATED 5=—4=-95 ADDRESIED TO ALEX TROTMAN
CUSTONER

i '
'*IISITISFIEII HITH THE LENGTH OF TIME THAT IT TOOK TQ I‘lﬂﬁ FIRE CONCERM

m CUSTONPR DEALERSHIF: i

=CUSTORER In.n.n IMIE LIXED LOANER PROVISION WMILE m HAS REIRE
‘m!snum

CAC ABRVISED.

~C3E CONTACTER CUSTOMER AMB ADVISED THAT WIS DISATISFACTION HILI. M
DOCIMENTED . CUSTONER INDICATED HE WOULD WRITE AWOTHER"L
1998-065 02 +

®EDUPLICATE LETTER DATED 3/4/95 FOR MICRO ONLYEX = '!°

OHNER RELATIONS VOFP/DENCHMARKTHG 09-28/-99 FAXLGLTE



REQINNING OF CONTACT
19720799

MASTER OHNER RELATIONS 3YSTEM 11 17.29.431
AN SEREEE I ISR CEISLEEEEE AR ASAESM I nLEEAAR A AREAERESC I IS ENCENENANENEEE
Ber 5wt ™ e e, s s bt es
- . [ ]
VIN: ZHIIIEI.H'SI_ EIHIH!: 5 v, CLOSERY 09rZl71965
EEEEEEEkEEILIES I IR EL A A E KX - P ETY -nq.-:q--:-l'—-:=‘===l=ll‘=ll.=l-=-
LAST HAME: " STATUS: CLOSED
TITLE: FIRST WANE: - Al mmm
ADDRESS Tt
CITY: STATE: TX ZIr TTAL%S
HOWME PHOME: F JUS. PHONE: I
PODFL TEAE: BOINTL » WIHPSTAR °
MILEAGE) 11083 5D S
DEALER MAME: YARSIYY FORD LINC M SALES CODE: 152768 P& As WEZEZ
CAUSAL CODE: IIZ SYHFTONS . 04345 .
m!ﬂ“ ' TRANS REOION. . - TRANS BATE:
CASE T‘I‘I"E; JA=-ACCTIDENT = WO INJURY HMEARS CDDE: -llll-l.ﬂ_,i. INYEST-FRDOD LIABILITY
ATTY RAME: ATTY MENO. Lot
CLAIM AMT» 0 AMARD ANMT. ]
MICRO: 500974
1995040 )

¥
HAYIZ ﬂlm-mul. OWNER
CUSTONER 3A

- A RSTY 'H'EIICI.E HAS PARKED IH IMIVEWAY AFTER IE'I'I.IIIIIIH I-I'HE FROM WORK.
= NETSHEOR CALLED TO INDICATE THAT THE YEHICLE WAS ON FIRE
~ FIRE RAS CONFINED TO DASH BOARR AREA.
= I:EW COMPANY HAS BEEN CONTACTED AND FETHHII'H THAT THRE VEHICLE IS
- m Imﬂ. INCLRRED . Pt
ER MMOPERTY DANAGE BEYOWD VEMICLE. N

; VEHICLE WAS TOMED TO THE DEALERSHIP 4/4795_ L
PER ﬂﬁlt?gl ER SAYS.
; TRYING &lﬂl‘ THE REOIOMAL REF.

CUSTOMER SEFES: .
= TWESTIGATION FOR PEDDUCT LIABILITY. :

CAC AIVISEN:

= IMFORMATION HAS BEEN BOCUMENTED.

= REEF IN CONTACT WITH IMSURANCE COMPANY.

- IIIII.E TO PROVIDE A TIME FRAME OF HHEN FORI MILL lE IN CONTALT.

OWNER RELATIONIS VOF-RENCHMARKING 0972099 F-I.‘.{LBI.TE.



09/ 20599 MASTER OWHER RELATIDHS EY!TEH 11 19.29.4]1
=-=========t=l-lnIIII:====l-t-t--=-==—===lltu:::::::::lu----lilt-------|===:-g
IT04CK LEGAL CDMTACT VEH TYPE: TRUCK

SOUTHHEST 57 ZNFTR) ﬁ FHTH:T ma 1ﬂ5§ﬂ!27'! ﬂ"ﬂﬂt 0470971995

YIM, 2basLay ENGINE 3ED: 062051995

IIIn!IIIIllI:'==-=I!#IIEI-==“--:Ill====I===Ittl-u:=:I:::::l.:::-:.--n------::-

1945/06-14

UNIT NOW LOCATED AT METD SALVAGE, 5320 H. SHEPARD, HIJII'S'I’DI {TI3)692-3877,
STOCK #5091%. TOM ELLIS, G.R.I. TO INSPECT oM FIII]IIY 15 1IN DETRDIT TILL

THURSDAY. ATTEMPTED TO REACH BILL POLEY, GEFICD, Ilﬂ' ED’I’ ﬁ BUSY SIBNAL. HILL

CONT IHI.IE TO CALL HIM.

lg.’w‘

SL ADVISED,

= MILL FOLEY FRIM HIS IHSIJII!HCE COMPANY COMTACTED 3L MEIMESDAY, JUME 14
- INSPECTDE ON BEHALF FORD MAS SCHEDULED TO IllSFEI‘:T EMICLE TOUDAY

— AFOLDGLZIE FOR FIIUSTHTIIII HITH DELAY
179506719
THIS IS THE CLOSIMG
8.R.1. REF ABVISED REBION BY PHOHE OF ORIGIN DF FIR! H'CI'ER IISTIIII.ITIUH lﬂlﬂ
AND THAT THE VEHICLE HAS WD NOM—FORD ARD-OMS. HWRITTEM REFDRT NITH PICTURES

HWILL BE SENT BY EHI'IIESS MAIL TO Rﬁia Ol é-19. BASED DN HIS IHSPECTION, THE

SPSIKESS, THEY WILL SHOP AROUMD AMED ADVISE ME WH wm IF THEY WANT TO
L4

THE FORR REF. WILL HANBLE THE TRANSACTION, REGLOW
MILL FOLLOHW TO A CONCLUSION AND UFDATE FILE ACCORDING

1995/ 0621

CONTACT CLOSING APPROVED L._--. 3

0K TO CLOSE e

“TRADE [AS BZEN CONPLETED. CUSTOWER TOOK DELIVERY OF 4 1995 VILLAGER THROUoH
BAYRAY LINCOLN-MERCURY. 5 3

i

"

OWBLER RELATIONS VOP/RERCHMARKING W9/20/%% FAXLELTA



8r20-99 MASTER ODWNER RELATIUMNS SYSTEM II 19.29.41
BN LRl N AT NN L h ey AR TSN EE RS ECLE RS S C s
FrOqCK LEGAL CDNTACT : VEH TYPFE: TRLCKX
SOUTHHEST 5 INTR. LONTALT NRR» H!ill!‘f! OPENED: RE/09-1995
VYIN. 2FMDAE] 455 ENGINE. & . CLOSED: Dé-20-1995

ELSEEEDINEREEESEnwEE ‘."'—::"’l.-----"l-'I“:I:l'—“‘.'.ﬂ:ltl‘.!!.!.l-‘I- [ 11 11 ]

1995/8670%

!!C'IIETMIEE REFERRED TD SL FOR HANILIMG RY [, LEE IM I: BURKE'S DFFLCEXX
CUSTOMER (LORMELIUS DENNIS) SAYS:
- VEHICLE IN FIRE
= I3 MOT MWEABLE
= I3 ATx HMETRD STORAGHE
2605 MAIN 3T

BOUSTON, TEXAS
' (713)523-5333
CUSTOMER SEEKS:
= RENTAL VEHICLE

5L AINISED CUSTOMER.
~ HAVE Pﬁiﬂl IHMTIHH ON TO HOUSTON REGIDMAL IIFFII'.'E AND REQUESTED
INSPECTOR ¥ CLE

EW_VEHT:
- I.IJ.IHEE N7 .IH'IILHLE AT THIS TIRE UNTIL AFTER Ilﬂgl'mﬂt LGRS AT YEHICLE

ﬁ;m:m 1F POSSIBLE, THIS ISSUE NEFDS PRIDRITY ATT!HTInlI FER C. BURKE.
1998/ 86/12 " e

TRARSFERRED FRIH MLEESHIF AS VEHICLE IS AT EIL'I'IBE YARD AND DEALER 13
lﬂymvn CLAYTDN. HOUSTON REGIDMAL FFIEE

-I'IlS NOT Hm FROM ANYOME AT FORD REGARDING THE I;IIHI':EIIH

CUSTOMER $
[0 SPEAE 'm SOMEONE IR FORD LEOAL REGARDING THE mu:ggn

El mﬂ'lﬂ MITH DAN IN SL HAS ADWISER YD ‘
-I'Ilﬂﬂ CUSTOMER MITH PHONE MUNDER TO EHTIEI' s5L Fw !'I.IITHEH ASSISTANCE

C.II: .llﬂ'I!Ell -r
=FROVIDED CUSTOMER WXTH PHONE NUMBER FOR 3

NNBILL FOLEY FROM GEICD IMSURAMCE :usl'm's Iusm COMPANY %%
l:ll.LEIlsSI. AND 3AYS: ’

TD KWOW IF FORD HAS SENT INSPECTOR YEY
 WANTS TO KMOW IF OEICO SHOULD FAY CLAIN AMD sulmu ABAINST FORD

SL ADVISFEN,.

= WOULD FA33Y INFURMATION T0 RESIOMAL OFFICE I.Eﬂl-l. SFECIALIST MHO
HAMDLES AND REQUEST 1E CALLED BACK

5L SPOKE WITH K. CLAYTOM, LEGAL SPECIALI OF CALL FRmM
III.I. FOLEY, GEICO INSURANCE COMFANY, IHDWEI.

WS. CLAYTON TO RETURN CALL. -

UNNER RELATIONS VOF/BENCHMARLTNG 09720799 FAXLOLTA



BEGINNI IIB OF CONTACY

NS Z0 PY MASTER UMMER EFLATIONS SYSTEM I 19.29.41
-==lll====='==lti!t!itunlI'lI‘Illll:lltti--------:-:::ﬂ:gq=======_..__ L E
=7 CK LEGAL COMTACT YEH TYPE: TRICK
SOUTHWEST 51 ENTRa CONTACT MWBR: ll!il'l!!?! ODFENED, BE/O971995
YIN. ZFMBAS149 ENGINE: 4§ CLUSED: BE-Z2071995
W R N XK ====I#!litll:llIIIII;!lI--:::::::::I:It-n----
YT e FIRsT AKE: NN A O
1 E L]
ADDEESS :
CITY STATE, L ™ Fid-l 1)
HOME FHONE BUS. PHONE: W
MODEL YEAR» 95 HODEL . *
MILEABE: 14000 H3D, v
DEALER NAME: FORD MOTOR COMPANY SALES CODE: 157088:° P 3 A EBDEZ
CAUSAL CQDE: 82 TTHPTOMI: TOn2q8,
E.Eﬂlgl ab TRANS REOION: 37 _.; i TBIHS PATE: 060971995
1 -
CASE TYPE. %—FIRES - FUEL FEI WEARS CODE: l-I.L_ Iﬂm-fm LIABILITY
iy : mnE
| § ] a
MICRA.
COMMEKTS »
1995704-09

XMFIRE/ND LMIURYS

CUOSTOMER SAYS .

—FARKED THE VEMNICLE AND HENT TO BUILDING

—SMOEE BEGAN TG POUR OUT OF THE HOOD ON TI-IE PISSEHﬂEl FIIE.
=COUBHT FIRE AND MRMED “IH-I! h TOTAL L -

—IISIIIH:E CO I3 GEICO-CLAIN 8 I

PEE EUSTOMER »
=H0 CONTACT MADE WITH ANT DEALER.
'EEI'IIS DEALER WHICH T5 HIS SELLING DEALER IS5 MO I'.IJHQEI IN BUSIMESS.

SEEKS
=FORD TD IH'IISTIHTE FOR LIABILITY. !
-I'.!lﬂ-l. STRANCE . Bt

C.lt AN TSER
=IHFORMATION FORMARDED TO IEGIEIIIM. OFFICE FOR IHEﬂ;GﬁTIﬂl. -
=HILL BE CONTACTED BY THAT OFFIC

ﬂllIEE FOR RENTAL 1551

=~CISTOMER TO COMTACT IBH!I:E

=IF FORD ¥S AT FAULT IN SITUATION, THEN COMPENSATIGN. H:n IEIITAL HILL NE
m AY SUCH TIME WHEN NECCESSARY.

EUITHEI RECONTACTED CAC FOR RENTAL ASSISTANCE

CAC ADVISED:

-mm INFO MUST 3E REVIEMER BY LEGAL DEPARTHENT BEFORE ASSISTANCE
=CAC I:IIIHI.'II' PROVIBE RENTAL VEHICLE FOR CUSTOMER )

THI3 CONTACT HAS REEN TRANSFERRED FROM DISTRICT 57 TO DISTRICT 57

FER B FIHHBII TOMER ESTED DEA NOE. P DEALER aF
BUST P~ RERU LEE CHA lﬂ' ourT

OWRER RELATIONS VOR/DENCHMABXING 09-20-99 FAXLOLTA



09720799 MASTER OWNER RELATIONS SYSTEM 1 19.29.41
--m-.‘=”“"'."."...==.==-FF¥“""l.’ll--lllﬂI:m!’::‘“:“".'...‘...'
757804 LEGAL CONTACT VEH TYPE, TRUCK
DR 10 AR CONTACT WER» OPFEMED: #1-11/39%6
VINs ZFHDA5160 ENOINE: B ) 0cEn. 8321571996
EAREREEnAl S nEEEENEEEEENEEE [ I T T LY bl PEEEENYNSEEEE N

195601715 -

SFORE MITH

= THAT THE ANT HAD T‘.I'IE 'l‘EI'IIELE TOMED mHElE (CUSTONER IS NOT
HME AMD HAS DISMANTLED THE YEHICLE FDR INSPEOT

NHERE2
LA ADVISED CUSTOMER:
= THAT _?IHI:E YEHICLE HAS =¥ DISMANTLED. CUSTOMER MI NEED TO CONTIKUE TO

HORK THROMMEH IRSURA
- IF HER IMSURAMCE COMPANY FEELS FORD 15 AT FAULT, THE'I' ROULD SUBROGATE.

THIS IS THE CLOSING
CLOSED PER PREVIOUS COMMEMTS.

OHNER RELATIONS YOP/BENCHMARKING 09-20-99 FAXLELTA



AEGIMNING OF CONTACT
09,2099

MASTER OWMER RELATIONS SYSTEM 11 19.29.41
FNETEEaFAEE I EFE I EEE R EEE R AR I EEEESEEE N A EEEEENEE I EEEEICOECEEEEENNVETFENEENEE R
-;EIJH 10 Mkm}b‘. CONTACT MBR» 108445534 Lﬂéﬂ E;:I.I:uruni
T
VINs 2FMDAS140SH ENGINEs & "  CLOSED: #1-18/199¢

LAST MANE - - STATUS: ED
TITLEs FIRST wAME: BN © O i
ml - .
CITY CASCO STATE M ar: TR
m‘FI'HEI ns., I"‘I'H'HEl
MODEL YEAR: 93 MODEL 1 _
MILEAGE: [ T ]:] ) HSD» Lo
DEALFR MAMF: GADNE ANDSONS INC SALFES CODE: 141589 F R A D&l3D
CAUSAL COBE: 02 SYNPTONS 1 nqzqz 795165 .
EEHI'I.EI#L 80 TRANS ﬂl TRAKRS BATE:
£ T

CASE Et 53=-FIRES - EXHAUST-CAT. mm "Elﬁ COnEy A-LGL INVEST-FRDD LIABILITY
ATTY NANE: . ATTY REWD: ¢

CLAIW ANMT: AMARD AMT: .

COMMENT S

1996701711

ENUMIER FRDM mm ASSISTANCES

CLUSTOMER SAYS

- ¥EMICLE H! PARKED AND BEGAM TO FILL HITH SMOKE
=~ CUSTOMER GOT OUT OF THE WEHICLE
= FLAME CAME FROM URBER THE HOOD HEAR THE HIH!!HIEUI
— AFTER THE YEHICLE THEN HAD SEVERAL EXFLOSION AFTER THE FIRE BEGAR
;WEEISHLTHFMI.EFTL'IFTHE\‘HIICLE T

FER CUSTOMER DEALER ZAYS» '
= DID MOT FIND ANYTHING FOR A RECALL ON THE VEHILLE

EEKS +
IF THERE WAS A RECALL DN MER VEMICL
mmmt:mnwmzsmwmmz

L)
b

CUSTOMER ADDE: [OCCURED DM 1-p=-R&)

= FIRE AMD POLICE MHERE THERE FOR THE FIRE

— INSURANMCE COMPAMY IS INVESTIGATING THE FIRE
19940115

A TICTHRE

LA ATTEMPTED TO CONTACT CUSTOWER — UNAVAILABLE. LEFT A MESSARE OH ANSHERING
MACHIME ADYISING CUSTOMER TO CORTACT ME. '

DWMER RELATIONS VOP/BENCHMARKING B9/20/99 FAXLALTA



. - »

09/20/9% MASTER DWMNER RELATIDNS SYSTEM II 19.2% 41
IR ISEENNIEIEIICARSACNEENNEY KIS ESSY .q“pltsni--I ay -
JT04CK LEGAL CONTACT ¥EH TYPE: TRUCK
NEN YORK IN TR & CONTALCT NBR: 1058465120 OFEMED: 03-10-1595
YIM, !Fll.ll.ﬂ#l!l ENGINE: 4 CLOSED 9dr257]1995
'='==="=l"======—l‘-'--ﬂﬂl"It'l::::=‘-"..‘-II=EII_=‘E§ﬁl!:ll:-.lI:II:.--k---:
1995708724 )

l'.'ll'..‘ l.WISEH- T

= COMMENTI DD INDICATE A5 OF 11:16 OWNER HAS CONTACTER
= POSSIBLE THAT REGIGM MILL BE CALLYNG HIM 'I'L'IMT .l!ll JUST DID NOT DO SO,
- EI“L-EH%LI BE UFDATED AS OF CALL BACK HOWEVER PI:ISITIDH I3 AS GIVEM IN

19950825

HE DIR BOT RECEIVE A PHOME CALL FROM FORD REP
COMTACTED DEALERSHIP THIS MOBNING

SERVICE WAMAGER PROVIDED WIMMER T0 CAC FOR POSSIBLE STATUS OF FORB REPS
=1Iu. CONTACT AN ATTORMEY IF COWCERN IS NOT RESOLVED .

CAC ADVISED:

FORD SUPPORTS INFOGRMATION PROYIDED NY FORD REP
I:I.IETH'HIL INDICATER HE WOULD LIKE YD TALE WITH FORD R!f'
m “' ml

FUBLIC FHOME WIRIER IS NOT AVATILABLE

MEETINGS ARE CONRRINATED THROUGH SERVICE MAMAGER
MEETINGS ARE MOT BUARANTEER

CONTALCT 3ERVICE m-: FOR POSSIELE ASSISTANCE
CUSTOMER RISCOMNECTED THE CALL.

19'!5!!!#2? i

PSZIM SPOKE MITH CUSTOMER REGARDING THIS MATTER TODAY. CONCERMS REGARDIMG THE W
RTINS HARNESS BEEM REPAIRED BY THE DEALERSHIP AMD THEY ARE ADDRESSING THE
COMCERN NITH TRANSMISSION. "VEMICLE IS IN THE Y,

FSZN NAS UFFEREER THE CUSTOMER A 61,588 OAC FOR CUS SATUSFACTION AND LOYA
LTY ONLY. CUSTONER HAS NOT nﬂ'muEl IF HE WILL THE OFFER BUT WILL ADV
139810018t O RIS et

lﬁyﬂf “ﬂll'.f. LETTER DATED 5-25-/95 PREDATES LAST EQHTIET BATE OF /21735,
CC MICRD OMLY. LETTER DATED 3-28-95 PREDATES LAST EIJITH"T BATE

DWNIR RFLATIONS YOF/BENCHMARKING 09/20/99 FAXLGLTO



09/20799 KASTER OMMER RELATIONS SYSTEM 11 19.29.6}

t--'..“---'---'--.------.------.---------'.'------------.--..."=-“=====-====

N YORK 15 2WThe R tumcr MR. 105865120 DPENEDY 05/ 09 1995
[ ]

VIN, SFMBASLA1S RS : 2 CLOSED: DR~25+]1998

1995708716 '

INFD HAS BEEN DOCUMENTED AMD MILL MNE FORMARIED
ngf% WILL BE DETTING BACK RITH CUSTOMER (XXD IIIIT HEHTIHI A TIME FRAME)

l‘.'l.l!'lﬂlEl CALLING BACK ADDUT FLRE CONCERM.

PEl CUSTEHEI Fl.'llm FEIE“ FROM RESIONAL OFFICE SAIDI
- HE MDULD CAL

n

CUSTOMER 5

-IIEH.H.SHDTHI.I.HI HIN BACK.

= HE HANTS TO KNOW WHAT IS HAPPENING MITH THE \‘EI'IIEI.E.

= HE DOES NOT Fl!l. SAFE WITH THE YEMICLE AND HANT3 'I'Q lE CONTACTED AS S00M AS
FﬂSSIILE.

Gl.'l: ADVISER

= WE CANNOT PROVIDE A DEFINITE TIME FRAME A3 TO Illl'l.ﬁl Iﬁ HILL BEF CONTACTED.
= WE MILL DOCUNENT HIS CONCERM,

l!!!’u‘ Wll

CUSTOMER 5A '
-CALLS nmu:smlﬂ INFORMATION TH REGARDS TO LEGAL EBIITAEIEII OPENED.

m ANTIIED:

—ALL NECESSARY INFORMATION HAS BEEN FORMAEMTD TOD IEEGIW.I- QFFICES .
=FORE REF HILL AE CONTACTING CUSTOMER. . .

L
~HD TIRE FRAME QIVEN. S

]
1995708726 -
PEIM HAS CONTACTED CUSTDNER. VEHICLE HAS NEEN II!FH!!I UMDER THE MAMUFACTURES
MAREANTY. CUSTOMER HAN REQUESTED NEW 'H'EHIEL:E. IIIIHT. THAT Fm HA
.."'. A I:!Pl:ll Y5 RFFLACE PDLICY UNMDER IT'S MAKUF, DEALER HAS RET
VEMICLE BACK TO CUSTOMER.
TI‘II!- I3 THE CLOSIND COMMENT ‘
PLEASE C10O%E .l.l PFER F3IM COMMENTI. ;,'
CUSTDMER. SAYS o
- IIEI.ISHTIEEII CONTACTED BY FORD 3ITILL. ;

uc ANISED.
= THAT ITlg THAT FORD HAD CONTACTED SOMEONE TQ ADVISE TDDAY.
= TI'II.T IT HAS FORDS POSITION THAT VEHICLE WOULT BE FEP.QII- AND NDT REFLACED.

ME ADDED: .

NORODY CONTACTED HIM OR KIS HWIFE TODA
— VEHICLE WAS IN DEALER YESTERDAY FOR Lm I BRAKE LINE THAT WAS REPAIRED.
= PARTS ORDERED FOR CONMCERM MITH STEERING COLUMM. I MAVE VEHICLE CURRENTLY.

OWNER EELATIONS YOF/DPENCHMARKING U03/20/99 FAXLGLTH



-

REOINNING DF CONTACT
920,99

MASTER OMNPR RELATIDNS SYSTEM IX 19.29.41

e e I I T TS EEE R S aaa g E PR EEEEEE X &R mE . o g
3704CK LEGAL COMTACT EX TYPE: TEUCK
NEH YORK 13 IN/TR CONTACT HER: 1n5:as;zg ansEn- BEs10/199%
YIN, 2PMDAS] 415 ENBIME: & ED: D4/25/1995
I 0 O = ——— t-‘--I--IIII-:::-:-IIIIIII.!I:::=II!=IIIt--mh-
LAST NAME» . FY STATUSs CLOSED
TITLE: FIRST MAME: K [ ]
éﬁm' STATE NY ZIP

| [ ] []
HOME PHOME: MIS. PHONE: W -
MOBEL YEAR: MODEL 1 .
MILEADE: 200800 WSy .

LER r  TOMS FORPINC SALES COBE: 113449 - P E A: 20639
CAUSAL CODE. SYMPTOMS nuql TO04Z45
%B%#L TRAMS RESION TRANS MATE:
| ]

CASE TYPE: &~FIRES - FUEL FED MEANS CODE. l—LBL ;wm—m LIARBILITY
ATTY NI s

CLAIN AMT: [ AHART AMT» o 0
MICRO» 6191412

=FIRE DLCURED DM VEHICLE THE MEEK OF 7-31-95,
~THERE HERE FLAMES AND SMOKE 'I'ISilI.E UHPER HOOD
-HE EﬁTlHIU‘ISHﬂ FIRE HIMSELF
~YEHICLE HAS TOMED TO BDEALFR.

FER CARSTOMER
=DEALER ADWISED FIIE STARTED IN THE PONER Mﬂlﬂl“ﬂﬂ MY,
~THIS WAS REFLACED HEDER RECALL IN 2-95.
=THEY ARE REFLACING WIRES. '
CUSTONER SEEKS. '
;m-u:mm OF VEHICLE 3INCE HE IS NOT MFH'HII.E.

CAC AIWNTSED:

~INFORMATION I3 FORMARDED Tﬂ REHIML OFFICE

~SOMFEIME HILL BE IN CONTACT MI CISTONER l:lﬂ TIME M QIVEN)
1995-08714

ENAD

axAY

CUSTOMER 3A

sultm: l.'.l.l.l.ﬂi HIN ON THURIDAY AFTERNDON FROM WM 'I"IHF REGIGNAL OFFICE

I'ER CUSTOMER REG REF,
IiE NILL BE LDOKING INTO FURTHER

t:ll.'a'l'ﬂ!k.'r
Tﬂ bE ﬂHTlI'.'TEl BY REG REP

EM‘.‘ AWTSER.

OWNER RELATIONS VOF/BENCHMARKING U09-20-9% FAXLSLTA



BEGIMMING CF CONTACT

(LRI MASTER ORNER RELATIONS SYSTEM 11 19.29.41
CERAEEANAEEEE LTRSS =S AR FEEE SR ESU RS Y I EESE AT JFASSErEsaax s EEENEE XS T KED
To20RH LEGAL DONTALT VEH TYPE: TRUCK
PHILAPELFHIA 16 &N/TR: C1 m‘rﬁﬁ 'Illll lﬂﬁiﬂ.il THE‘I 05rl3- 1994
YiIR ZFNDAST 4S5 EMGINE EDn DSrlirl99&
[ tJ EFEELS ] 4] | | ----'--““-----------'-.\_-“---.“.-.---'..
LAST MAME. S STITI.I'S- HSEII
TITLE: FIRST MAME:
CITY STATE: M) ZIf ae3s

FHOHE 5US. FHONE. I
WMODEL YrEaAR= [ HIRISTAR
MILEAGE [, =111 A
DEALER MAME. SALES CODE, 114010 . P A A BPLIGE
CAUSAL COREx IYNPTIOMNS: TMH145
ORIGIN : TRANS REEIDN: 16 " TMHS DATE:
YEH REPL«

CASE'TYPE:  4-FIRES - FUEL FED HEANS CODE: A-L0L [NVEST-PROD LINBILITY
ATTY MEMG: -3

1] AHA ANT [ ]
CLAIR ANTs RS ANT: MICRD: 4572608

5:
ILH Fﬂ- YEHIGCLE RAD FIRE UNDER HOOD AT TERMINAL m' ﬂ OTHER IMFUR
SHITHIS 13 THE CLO3ING COMMENT
CONTACTED SM. CHUCE BELMONT- HAD SMALL FIRE AT Jum 10 BDX WEAR FIREMALL-
HE WILL CORTACTE CUSTOMER- REPAIRS HILL BE MADE I.‘I_ = N0 FURTHER

ACTION

1906/85715

MICRO S

1996/95/28 - .

RECONTACT BY W MELMONT- CUSTOMER HAS TO PAY $40 FOR MOHE COVERED PART OF ESP
- SEEKING PAYMENT IY FWC

ADVISED HIM THAT ESP NAS LINIT OF $25 FER DAY NORWALLY CUSTOMFR WOULD
THEDUGH INS BUT REPAIRS HAYE BEFM DON SHE IS STILL
RESPUNSIBLE FOR DIEFERENGE TN REMTAL FEE. m‘:""

WD FURTAER ACTION

'.'-'_ -

OHNER RELATIONS VOF/BENCHMAREING 89-20.99 FAXLELTE

®



BEGINNING DF COMTACT

092N/ 95 MASTER OWWER RELATIONS SYSTEM II 19.29.41
lII‘IIItlI!!I'IIII'llSIlll-tllCI:I“-III“II---IIIII:I:-III.II'Ill!====!==tﬂ==iﬂi=
EJ9BHK LEGAL COXTACT YEH TYPE: THUCK
MOSTON 11 ZW/'TR» CONTACT NER: 105156388 CPEMEN: 81/51/1993
VIN: 2FHDAS1425 TN EMBIREy § -7 CLOSED: 0270971995
EENEEEELEEXEXI IIIII““.I----EIi--'--ltltlI“IIIIl-IIIIIIII
LAST MAME: STATUS: CLOSED
TITLE) FIRST MANE, - g;ur ()

ADDRESS e

CITY: STATE: zzr. N

WOME PHORE BUS. PHONE:

MODEL YEAR MODEL. HIHMTA[.

RILEAGE: 357 H3Ds Ol

DEALER NAME: ¥FORD NOTOR COMPANY- SALES CODE: 111088 PF&A 8011
CAUSAL CODE: 48 0 A SYMPTONS » Tlﬂﬂ

DRIOIN» ] TRAMZ: REGION, JRANS DATE:

YEH ch
CASE ‘I"I"FE- T1-YWEHILLE REPLACENMENT - REFUMD MEANI MEl l-'H'EI'.IIB!LE REFLACEMENT
ATTY HAME, REQ 02/03 SEMT 0Z2/0& ATTY MEMD: 2!!“5!

CLAIM ANT: 16,738 AMARD AMT : 1,258
_:_:- nll:lm 190326
COMMENTS « - n
1995-01751 o
VEHICLE REFUND DUE TO FIRE COMCERNS. :
199502783

HE FOLLOMING CAUSAL CODECS) REMOVED FROW CONTACT - 5

YEHICLE I3 GOING TOD ENOINEERING EVALUATION: TAO !!ill-lliz I.E CObE 10L.
1%%’:;!:1: HIKE CAULFIELD IS—TEHI OR MIKE P.I.TI'EII ;!—ﬂi

)
THIS I% THE C1OSING COMMENY
CHECK 807030 FOR #17M1.D5 L3ZVED TO THE HERTZ CORP

OHNER RELATIONS VOR/BENCHMARKING 09720797 FRALGLTR



r2ereg MASTER OWMMER RELATIDMS SYSTEM II 19.2%9.q41

CE TR EE R NN N O I I T 00 .30 0 020 0 A B0 0 By e
T481RL LEOAL CONTACT - YEH TYPE: TRUCK
ORLANDD Fa ) INTR: D2 CONTACT NIR l.lll!'liﬁg OPFENE 2370371997
YIl: EFHDISlm EMaINE: § CLOSED: 05/1%/1997
EEEIECECECLEXEEEELNNLEENE ﬂ--n----n-:::::-!p--m:::--ﬂ---nn-;—n-
1!9?1!5?“ - s

ﬂlIIE Is THE CLOSING COMMENT
LPA SPOKE TO BN BASHAR CSRYC MOR). WE BETERMIKED THI'I' A HIRE FROM THE
ALTERNATOR FUSEBOX HAS LDOSE, AND CAUSEN THE FIRE. CUSTOMER PURCHASED THE
VEHICLE FROM A BUICK DEALER UM I-31-97. AND THE FIRE MAY HAVE BEER CAUSED

ﬂlﬂﬂ.‘l’lﬂl. DEALER IS PROVIDING A REMTAL BECAUSE 1 HE HRONG KIRING I'I.H.EIIES

=LFA BENIER ASSYSTANCE TO CUSTOMER. II!IR-IIBE SI'IUI.II.I MHIILE.

-
T

OHHER RELATIONS VOP/NENCHMARKING 09/20-99 FAXLALTG



oIZz

BEGINNING DF CONTACT
/288

MASTER DWHER RELATIONS S5YSTEM 1) 19.29.41

YRR Y ISR EAN LA Y FEEFFEE SN S S NS S S N NN EEE N R
TSE1RL l.EEI.L CONTACT YER TYPE: TRUCK
ORLANDO 25 ZINSTR COHTACT NER~ llllHlii OPFEMED: BI/037 1997
YINa ZFHD.lE!iﬂI_ ENGINE: 4 CLESED: 05-]1%5-1997
IEEFENEENEEEN i-IIIIIIIIII:I:::::Illl:p.l:l:l:::l::::::::.:ll:--.
LAST HAME. . STATUS: CLOSED
TITLE: FIRST WaNE: NI«
ADBRESS ..
CITY: STATE: FL zre.
HOHE PHONE, F hus. FEDHE NN
MODEL YERR: MODEL 1 HIHHTH
M L EAGE 1700 Hib.
DEALER MWAME . Fl-TIEE Fm ING  SALES CODE: 124445 . P E As  BR93Z
CAUSAL CODE: #7489 STYMPTONS » TOR1%Y
EEMIIHE;L eD TRAMS REBION: 24 ‘7 TRANS DATEM

[] . -
EASE TYRE. .%A~FIRES - ELECTRICAL MEANS CONE: A-10L-INVEST-PROD LIABILITY
ATTY NAME: ATTY NE¥)a ol
CLAIM ANT: . o AMARD AMT. e 1)

MICROx
COMMENTS
1997703703
EEN NAVIS: SURSEQUENT amx
CUSTOMER SAYS.

-Tmmannzummsmzzunnmmmzumm-snm
W’ImTEH OF THE VEMI

STOMER PUT OUT TI'IiE FIRE
;HEI'IE FIF HAS ON THE EMD DF THE FUSE m ON THE !I!H‘l[ SIDE (AS YDU LOOK UnDER
- cusm SAYI HIS MIFE DOE: MOT HANT THE VEHICLE m

rn CUSTOMER, DEALER SAYS: -3
- DEALERSKIP TODK VEMICLE IN THIS MORNING TO DO THE REFAIR
< CAMROT AUTHORIZE TO TRADE CUSTOMER OUT OF THE ¥

CUSTOMER SEERS. *i'l'
= WHAT CAN FGRD B mmmu:s:nmmnmmgmzvmne

l'."-M: AVIIER
- ADVISED B;ISTm THAT REGIODMAL LEGRL IEHIESEHTlT“'.E HILL CONTACT
CUSTOMER—) TIME FRAME OIVEN

ERICKA EDWARDS (LEGAL lHILTST'.I LEFT MESSAGE DM HETIIIE!'S ANSMERING MACHINE
REQUESTING HIM TD CONTACT ME AT (313)444-39X1 TD HSﬂHl THIZ CASE. T CAN BE
REACHED MON-FRI B:30-5:00 ERITERM TINE <

OMMER RELATIORS VOP/REMCHMARKING 09-20/99 FAXLGLTG



TIZZ SZo-70w3

09,/ 20r9% MASTER OWHER RELATIDNI SYSTEM II 19_2% 41
ll--I----“'l-ttii-iiililil===-=—=ttl#lti-liiI:::I::::l:::::::-l::::::::_:l:::ls:n--
PITSBURGH ZHTRY 4 lETme S mszmz urEnE'EizIﬂmf

1 r ' £1996
VIN: znm:lunb D3ED: D2/12s193§
illtlllﬂll!til---n-:::::=_:II!ll::lltl---l---------:gnqumnuscla---::::::---
19%6/02-18 Y
xE WAVIS: DRIGTIMAL Mex .
CUSTOMER SAYS.

— RELDERATED FREWIOUS LEOL CONCERN
- IEVER TﬂLII- HHAT CAUSED THE FIRE
= MAS BEEM A RECALL ItEH.Iit GMI'LETEII ON WEHYLLE IELLTFIJ TO THE DISTR. CAP
HHHHS HIII:H CAUSED THE F
= FEEL M DRIVING THE 'H'II'IICLE
= UHHAPPY HITI'I DECIIION
- WILL BE 3EEKING LEGAL HELP

CUSTOMER SEEKS.
REFLACEMENT YEHTCLE

CAC ABVISED.

- DECISION BY CONSUMER AFFAIRS IS5 FINAL ANB FNC EIIFFIJETE TREIR FIMAL DECISION

MIIHTEF Im‘rlﬂﬂ HOMEVER DECISION IS FIMAL - -
= GAVE CALC A
199/ 02728
CEM OF -COMLES FORD HOODMRIDGOE WA -SLQ DLR REQ CSM OF MC CRACKIN TO RECONTACT
ST=30MEUME TLD CU3T TD CONTACT L6 ILI‘E&H MILL ROT GET IH'H'DI.\‘EI.'I AHND BACKS
HIE%" :;;Fl.!l!! HAVE C3N RECONTALT CUSTONER Iﬂlliﬂ HAYE REDCURRED
i

OHNER REELATIONS VOP-/RENCHBURKING 09-20-99 FAXLOLTG



4% -4

REETHHING OF CONTALT

o9 20/99 RASTER OWMFR RELATIOES SYSTEN 1I 1?.29.41
e L it
330ERE LEBAL CONTACT VEH TYPE: TRUCK
PITTSEURGH i INSTR: A2 CONTACT HER: lliiﬂ!ﬂ N'EHE:II- Zrel/ 1996
VLN SFNBASIGASRANZEEY ENGINE: & ED: 02rl2r159&

EEEc Ak RN I EEEEEEEE EEEC AT IR RS EEREDSIDE =_=IIII‘IIII-III-I---'-----‘---I-

LAST NAME: : STATUS: CLOSED
RST HAME, BN =~ WI: N

TITLE»
H - fIF- 16R4é
[ ]

ADDRESS «
CITY
MIMDSTAR:

DEALER MAME: MC CRACKIN FORD SALES CODE: 144007 - P& A BTASS
CAUSAL CODE. HZ STHPFTOMS « ?ﬂﬂ.ﬂ
?EIFIEEEI:L TRAHS REGIDN« TIMIS DATE:

F
CASE TYPE. 4&-FIRES - FUEL FED HEIHS BBIEI I.-LBI. IH.’HEST-FHI LIABILITY
ATTY NAME,
CLAIN ANT» L] lHI.IIlI IHT:

COMMENTS
1996702701
CUSTOMER “MLEEES P ~F
—6/21795 DRIVING BOMN HIGHWAY WHER POWER HS“IIUTIQ Iﬂ: CADENT FIRE
=YISIBLE FLAMES HERE COMING FROM UNDER THE HODOD
~PULLED TO SIDE OF ROAD -
~N0 POLICE GR FIRE DEFT CALLER
=DWllER OF COORYEAR TIREFLACECHAME N/A) PUT OUT FIR -mm RECETFT
-Hmh HAS DRIVING, CUSTOMER IH FASSENGER SEAT. I E'I]I.m IH ucr. SEAT

INJURIES
-'lEl'IIl:I.E IS I[N CUSTOMER POSSESSIN

—:mnnu DOCUMENTED AND mu:n ™ mmruurg !EI'T
—MATNTAIN CONTACT NITH IRSURANCE CONP
1996/02/12 .2
THIS IS THE CLOSING CONFENT -'
AFFAIRS CONTACTED CUSTOMER:
~ CUSTONER. HAS HlmmcLEWWﬂEiﬂﬂnEms MEB
REPAIRER SINCE JUME OF 1995.
- Eﬂw STATED THAT & FORE REF REWIEMED THE CISE &T THAT TINE AND OFFERED
CONSOMER AFFATRS ADVISED:
= NO FURTHER ASSISTANCE WILL BE OFFERED IN THIS mE. FORD WILL NOT REPLACE
THE VEHICLE NOR REFUKD GUSTOMER.

DHNER RELATIONS HW]IWIHE 09%/20-9% FAXLOLTR



IEGIHIIH’B 0OF CONTACT
09/ 209 MASTER CWNER RELAYIONS SYSTEM II 19.27.41
-“""'.‘=—=—========"..""“I‘I.II---I-=-=-==n.=ﬂﬂiII.IIIIIIIIIII‘I:I!II
EXS0SE LEGAL CONTACT VEH TYFE: TRIMCK
NEW YORK 15 ZW-TR: Fl1 CONTACT MAR: 1ﬂilﬂ21il OPEMED: 10-05671995
VIM 2PFMBAS]I QX3RO SSET ENGINE: & CLOSFD: 10-/197199%
===I==IIII--I'I-III-=====IllIIIII“.III.—‘.----I--“'--.!'I.I.---
LAST WAME: “.7 STATUS: CLOSED
TITI.E-s FIRET HANE. . NI s
ADDRESS » .
cmrsr ﬁ;‘rﬁ- £ nar,-r F
m H.HEI - m [ ] [ ]
MODEL YEAR: MODEL «
MILERGE: L1:10) HaD» X
DEALER MAME: QUALITY FORD OF NT SALES CODE: IIH?! P XA DBISTY
CAUSAL CODE: 02 SYMETOMS » ToRiny °
Eﬁﬂ"' &b TRANS REGION: % TRAKS DATE:
WLI
CASE TYPE«  §-FIRES - PUEL FED MPANS CODE:  A-LGL THYEST-PROD LIABILITY
ATTY WAME« ATTY BEMD:« .
CLAIN AMT: 1] AMNARD ANT » 1
MICREG

COMMPENTS .

19957107 .

DEALER REQUEST REVIEM RECEIVED BY LEBAL 106795, SPOKE HITH SERVICE MANAGER

AMD ADVISED HIN THAT WE HOULD BE SENDING AM EAA INSPECTOR QUT. VEHICLE
mrnﬁli"nﬂlggnzmsémm UMDER HOOR DF VEHICLE.

MOTE: FLEASE REFTR TO CONTACT 8106086235, .

PLACED CALL TO EAA INSPECTOR; LEFT MESSABE TO CALL !u:q

12
fAA INSPECTOR CONTACTED. REPORT AN PHOTOS OM FILE.® I.EFI' MESSAGE FOR TI'IE
GENERAL MAMAGER AT IEARLERSHIF REGARPING REPORT IM mq D PROCEEDHITH A

FRTHER '
19‘!5’1"1!

I3 THE CLOSING COMMENT
mm mLEII'IIF AMND lﬂlm 'I'I'll.'l' \‘ﬂlll.'-‘l.[ IIIII.I n:—mu:m ARD
INFORMED THEM m FOE RA DEAL FRIMTF WILL
FAX RELEASE BACLE TD LPA

.,'1'

OMMER RELATIONS YOP/BENCHMARKING 892093 FAXLOLTO



FIET RT3

09rLir93 MASTER OHMER RELATIONS SYSTEM II 19.29.41
e el
TEEERH I..EHI. CONTALCT VYEH TYFE» TRUCK
FHILADELFHIA 1& CONTACT MER: L8533551% OPFENED: T8/0E/19%5
YIN: H“ﬂﬁzm EHBINE, % - CLOSED: D9-/15/1995
4 o ASEESFEESSLRBEE

1995/09-12 -2

THIS IS THE CLOSING COMMENY

FURSUANT TO T“E Fh Lm LAM, mum MUST Pm NROLEBH DS BEFORE
SEEKING LEGAL REMEDY. CUSTOMER'S CASE HAS MOT IEEI I'I RY THE BSE.

HO FURTHER ICTII:IH AT THIS TIME, I'I.HSE CLOSE,

1995703~ l-’

CONTALT CLOSING APPROVED

DKk TD CLOSE. WML

OHMER RELATIONI YOP/BENCHMARKING D9-I0/99 FAXLELTO



G127 GZ0-ZMA

as Ensem MASTER OHMER RFLATIONS SYITEM II 19.39.41
FEEES R R LI oC IS ARRERSS S NN T LI SIS I AN A NI CEN RER L LY S
TEEERH LEGAL COMTACT VEH TYFE: TRUCK
PHILADELPHIA 14 ZN/TR CONHTALT NRE:. l.ﬁlm I.l' OFEHEN: OB/BE-/1I99%
VIN: ZFMDAS 1 %2% ENGINE: % ] CLODSEM D9r1571995

19‘!51 IHH

CUSTOMER SA
-HE HAS uu'r HEHF- CONTACT NY ANYOME FROM FO

RD.
-ALL THE LOCAL NEMWSPAPERS HAVE PRINTED 5T e
CATCHING OW FIRE. Fb STORTES "mﬁ““ﬂ TO HIS VEMICLE

:u:rm SEEKS,

=TO XNON Il'l'l EI.SE HE NEERS TO CONTACT IN AN ATTENPT TI:I EXPEDIATE THE
IWETIH

B.I.l.': AWNISED -
—IMFORMATION HAS BEEW FORMARDED TO THE APPROPAIATE DFFICE FOR HAMDLIND.
-wsmm HILL EE" %Tmm FOR FURTHER REVIEW OF T E YENICLE COMNCERN.

aIvEN
'IJFSIII(H
CUSTOMER SAYS.

-C.I.I..I.IHE TO FTHD OUT THE STATUS OF THE CASE, HAS IEEl CALLIND FOR SOMETIME

CusTouen seexs. ot
;'I‘ﬂ- FING DUT WHAT IS5 GDING DM WITH HIS CASE '

CAC APVISED -
-N0 TINE FRIE IVEN FOR CONTACT
~APQLOOTZED FIR THE BELAY
=~H0 MER IMFORMATION ON THE CASE
1995-08718
EI.ISTH- SAYS:

MANTS TO KNOM STATUS OF EISE

r:m: ADVISED:
= %3 PER OVAER CALLS. A FORD REPRESENT mn

- ATIVE MILL ACT YOU
ND TIME FRAME GIVEN

H'I'!J'HI N i
8 ABBCO ks =w INSURANCE OFFICE CALLED wu -
CUSTONER =&

= HANTS Tﬂvﬁﬂ:ﬂ STAYUS OF VEHICLE
= JUST MEEDS ACCURATE MILEAGE L'IFI'-' VEHICLE

C.I.'C ABVISER,
- IIMTIIH MILL BE FDRWARDED
FROYVIDE AN ACCRUATE TIME FOR WHEN THE REQIDH HILL BECOME INVOLYED

“
CUSTDMER ADDS

= THE IH!F!I:TIJR HAS SEEN THE VERICLE
= JUST NEEDS THE WILEAGE

DHMER RELATIONS VOP/RENCHMNARKIHMO 89-20-99 FAXLGLTO



STZZ SX-Zova

n9r2099 MASTIR CMMER RELATIONS SYSTEN 11 19.3%.41

EI RN EFFFEINEEECEEEZEARAEmE N IlII.II’IlIlIII:IIIIIIt.I: y I I T .
T663RH LEGAL CONTACT ' YEM TYPE: TRUCK

PHILADELPHIA 16 ZN/TR: FL CONTACT MBR: 10583531 OPENED: DA/02/15995
YI¥: ZFMDAS] 425 M ENGINE: § @ .~ CLOSED: 09/15-,1995

NEEEENEEE R o o s m ---“---I! Im..".'.“‘..". EFXOEES

1995705703

PHILABDELPHIA REGICHAL ©

LEBAL AMALYST BﬂHTI.GTEI WHD ADVISED THE WEHICLE 15 T E HOTEL. THE CUSTOMER

SEEKS A LOAHER VAN MECAUSE HE IS UMABLE TO FIND A R L AGENCY WITH & WAH IN
NVENTURY. LEGAL ANALYST ADVISED THE CUSTOMER THAT A FIRE INVESTIGATION MUST

IE l:\l‘.II*LEI'E‘lI IEFEHE"#IIT RESOLUTION HILL EBE DFFEIIEII REFEIHEII THE CUSTONRER TOD

KIS INSURARCE

mnm

CUSTOMER SAYS:

—HANTS TO SPEAK TO THE VICE PRESIDENT OF FORD
=HANTS A REPLACEMENT VEHICLE

;IEITI'EIHTE.'I LCOHCERR

GAC

A RFOREATTON HAS DEEN DOCUNZNTED

=FIRE INVESTIGATION MUST B COMFLETED BEFORE IIE!OI.IITIm WILL XE OFFERFD
-CAHIWI' @IVE TIME FRAME

CUSTONER ADDS o

—I'l! WILL CONTACT TI'IE I"Itﬁs A5 HIS ATTORMNEY ADNISED lﬂl FORD WILL HAVE A
EIEI‘.‘.LE FOR HIM TOROR

C.IC H.IHIE?
=CONTACT IMSURANCE COMPANY

-FORE REP WILL CUNTACT HIN REGARDING CONCERN
lgyﬂ!li

STOMER SAYS.
; HEHS PE"'LE HAVE BEEN CONTACTIMNG CUSTOMER

CAC AINTSER:

= CIRTOMER II:IE REEW ADVISED THAT FIRE IIHHTIEITIq Eﬁ'l‘ BL pOME IN ORDER TD
IESDI.'HE

m CONCERN
~ WAIT UNTIL LEDAL ARALYST CONTACTS YOU FOR IHFﬂmTIm_ REGARDING CURCERM
IW BEEFER 917=381 =554 880N L

EAEAK DO
CUSTOMER 3AYS:
;IIHILH LIKE TO KKOH THE STATUS DF CASE

CAC AINTSED

=INFO HAS IEEII FORMAERDED TO THE AFPPROFRIATE OFFICED
—FORD HIiL CONTACT CUSTOMER AT THE APFROPRIATE TIME
-HH MOT GIVYE A TIMEFRAME

-. --

OWMER RELATIONS VOP/DENMCHMARKING 05/20/99 Fﬁ-:l'.].ﬂLTﬂ




L1ZZ SZ-Zhtid

BEGINNING OF COMTACT

09721/99 MASTER OMNER RELATIONS SYSTEN II 19.28.41
AEREEEREEREENEEEEEFRSRETETEE FEEEEEE r HEE KK ' ¥ F+F T
75GBEH LEGAL CONTACT VEH TYPE: TRUCK
PHILADELPHIA 16 =~ ZW/TH. Ll CONTACT NER. 105835519 OPENED: Da/#2/1995
VIH: 2FMDAB1425 EMGINE: 4 CLOSED: 09/15/19493
“.'l-..'.“"-'t"“...'-.'I'.--l==-===-====‘lI..‘.-I-l:::l:l!::::::::::-!l"
LAST MANE: :T STATUS« CLOSED
TITLE: PIrst wave: - .
“ml -
CITY: “ STATE: zig; N
HOME PHONE- BUS. PHONE: b
MODEL YEAR« 95 MODEL ¢ HINDSTAR
MILEAGE: 400D N3Ds oo
DEALER HAME: PACIFICD FORD INC SALES CODE: 116007 . P A As  DLATS
CAUSAL CODE: D4 SYNFTONS: 784ld45
CRIBIN. a0 TRARS REGION: . TRANS DATE.

[
CASE TYPE:  4-FIRES - FUEL FED MEANS COOE: A-LGL ;m-'r-rnun LIANILITY
ATTY MAME: ATTY NEMOD:
CLAIN ANT, b AMARD AKT ¢

mcm-

COMMENTS «
1995/08702

CUSTORER SAYS
-ﬁT &1 BOAN l.'II THE NORMING OF K72735, 'H‘Eﬂl:l.E CAUGHT ON FIRE UMIER THE HOOR
-’fﬂllﬂ.! HAS PARKED IN THE PARKING LOT OF THE HARRIS rﬂTEI. IN ATLANTIC CITY

-Hﬂ ﬂll RAS LHJURED IH THE FIRE AS THEY WERE ALL HLEEI' IN THE HOTEL
=VEHICLE MAS FARKED A l l'll'l'l!l, AT Z+9BAM IN THE MIH AFTER DRIVIND
IBDIIT 130~158 MILES Fll.'ll

I'EI CUSTOMER DEALERSHIPF HAS NGT REEM NOTIFICD

:uam SEEKS r
—I.IIIIEI VEHICLE MHILE FORD INVESTIGATES

ﬂﬂ ADVISED:
~FORD WILL BE OETTING IN CONTACT HWITH CUSTOMER !Im THE INCIDENT
=CALC CAN NOT AUTHORIXE THE TSSUARCE OF A I.IJ.I.IEI"A"EIII:!.
-CHT.H:'I' INSURANCE COMPANY TO IMFOEM THEM OF THE Ilﬁ‘-ll

=MD TIME FRAME FROVIDED FOR CONTACT HITH FORN LEGAL
1995/03,01
CLSTOMER

Y5,
;HE HOULD LIRE TO KMOW YHE STATUS OF THE CASE.

CUSTORER 3EEKS:

=HE I3 UNSURE WHAT HE SHWI.II DI AT THiS TIME.

;l'E NOULD LIKE RENTAL ASSISTANCE UNTIL THE SITUATION 3 RESOL.VED.

CAL AIWIZER

—IIIFDEIITID‘H HAS BEEN FORMARTED AND HJSTIJH'EII SI'III.'II.II.I I-E CONTACTED: HO TIME
FRAME I3 AVAILABLE.

OWMER RELATIONS YOF/BENCHMARKING 09/20/99 FAXLGLTH .
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09720/9% MASTER DWHER RELATIDNS SYSTEM I] 19.79.41
i L e T e ieelutatidedriciatniay
DGEESL LEGAL CONTACT YER TYPE: TRUCK
HEH TORK 15 MTRE: J1 CONTACT NBR: 10!‘71‘112 ﬂFHEIS OFrB6r 1995
VIN: 2FNDAS1 03 NN EMGINE: % DSER: O7/Z2R/1995%
IIIII-lI-II-l-l-III“-I---I-IIIIIIII-II“IIIIIII:IIIIIIIl:l-Il-I-I-I-------II--I
l“-’f"fli ST

CUSTOMER SAYS: .-

~HAS HOT HEARD FROM FMC OM THIS CONCERN AS OF YET
-SFOKE TU THE FIRE EXAMINER [FROM FMC) MG INDICATER THAT HE COULD NOT
FRONIBE ANY THFO ON THIS CONCERN DUE TD LEGAL w CM ¥-17-95

=HAS A FAMILY BUT MO TRAMSPORTATION TO MOVE ARDUNE
]

PER CUSTOMER DEALER SAYS:
—HO DEALER COMMENTS

[
CUSTONIR SFEKS, - -
!—Tl'.l KNOW WHAT FMC 1S GOIRG TO DO ADDUT THLS CORCERN

CAC ARNISED:

~INFORMATION HAS BEEM FORMARDED TO THE APPROFRIATE OFFICE FOR HANDLING

=OMMLE A DECISION HAS BEEN WADE C“!Tm MILL BE 1FIED

—COLD MOT FROVIDE & TINE AS TO MH IEIJI.IEMTLG'I‘EI

1993/91/20

'I'HIS 15 'I'I-IE ELOSING COMMERT

BEING OFFERED A REPLAMEMENT WEHICLE. I.E'ITEI HA3 REEN SENMT TO CUSTO

ﬂ 'I'IJIIAT !Eﬂ.lmﬂﬂ THIS MATTER 3Y NYRD. CUSTOMER I3 mﬁ MITH DEALERSHIP T
O CONFLETE TRANSACTION.

CONTALCT LLOGING APFROVED -"
OK TO CLOSE. NJC S

OWHER RELATIONS VOP/BEMCHMARKING 09,2099 FAXLOLTE



otz Ra-Tatl

-

.

-

Ilﬂlﬂﬂm GF CONTACT

. MASTER OWMER RELATIONS SYSTEM I1I 19.29.41
__SIII.III-IIllIlm--!l!!!ﬂ-.-“--------“---.:.:-. ] FEEEEEN
Se433L LEGAL COMTACT YER TYPE: TEUCK

HEd YORK ﬂ CONTACT Hlﬂ- 1#5‘!14412 OFEMED: 0778471995
¥iN» ENDT CLOSED: QT-20-1995

CEFFIAEENREE H BRI REEE LR FESE lillll‘l-lnluq!===rl:--::ani EESE Rk
1 H '
ADDRESS =

CITY ATATE: M P |
HOME PHOHE BUS. PHOME:
MODEL YEAR MOBEL 1 MIMDITAR
MILEAGE ¢ 9700 KSD: e
DEALER HAME: FORD OF ENOLEWOOD I SALES COBE: 113144 .: F & Ae ODJ693
CAUSAL CODE. D2 SYMPTONS Todlas .
mﬂﬂh a0 TRANS REGION: ‘. TRANS DATEs

EEFLI Y
CASE TYPE: 4=FIRES - FUEL FEb} MEANS CODE.. A-LB| '\III'H'I'-FIIID LIABILITY
ATTY MANE: © ATTY MEM. T
CLAIM AMT: b ANARD AMT: - .- ]

MICRG:

COMNENTS
19950704
CUS¥

TMER SAYS: '

~0M_FRIBAY JULY 7, 1995 SMELT RUSDER BURNING ANR SAH SMOKE COMING FROM UMDER

Hnnﬂ ¥ o=

=L, LIETED THE HOOD UP AMD FLAMES WERE CONINO OUT

~THERE WAS NO PERSOMAL IMJURY

“INSURANCE OB HAS TOTALED VEMICLE

=VEHICLE 13 CURRENTLY AT DEALER
215 FAC 00IKG TO Do LoMETHINS

IH.I.I SAYS PER CUSTOMER

BETERMINE CAUSE OF FIRE
~SOMEDME FRON FORD TO LOOK AT YEHICLE
~TO BRIKD TO FMG ATTENTION

ADVISEN:
INFD DOCAMENTED m FORWARDED TO REGIGNAL IJFFI."FE fORD EEF3 HANILIND
'«Cll"l' FEOVIEE & TIME FRAME m

=& mﬂnctllﬂ WILL CONTACT AND REVIEM COMCERN
BMECI‘ + ACCIDENT DOCURED FRIDAY JUME 30. 1v9s
1"5-'!?#1!
INFORMATION FORMARDED TO GRI.

OWHMER RELATIOMS VOF/BENCHMARLIRG 8572099 FAXLBLTE



[ "r 4 A

BEGINNING OF CONTACT
09rZnryy

MASTER DHHER RELAYIONS SYSTEN II 19.29.41
.-----:===‘----"I-II--IIIIHIIIIII‘IIIIIIIIII‘“IIII------I----
BNYINT LEGAL CONTACT VEH TYPE: TRUCK
CHICABD tl  INVTR: E1 CONTACT MEBR: 1035665394 OFFNED: 05-02/1995
VIN: 2FMDAS143S NI ENGIME: £ “iv. CLDSED: 08/10-1095
AEEECEEEE TEXNERENNNEERERDNin -SIIII------------_--_-!I----—--II-HIIIII===
LAST 1 ¢! STATUS) CLOSED
I:I'I'LEt= FIEST NamE. S NI
mﬂ E
CITY s STATE: Wl - ZIM: _
HOME PHOME: BUS. PHONE« W
MODEL YEAR: 95 MODEL «
MILEABE: &0 N5«
DEALER MAME: TOWME FORD SALES CODE« 151544 P A& A 06190
CAUSAL CODE: 02 SYMPTONS s 7aalag
EIE.I'&I!EL 80 TRAHS REGIOM. TMHS DATE:
1
CASE TYPE: GE-FIRES - EXHAUST—CAT,CONYERTOR-OTHER ms CODE: A=-LGL THVEST-PRUD LIADILITY
ATTY NAME: ATTY MEMO: = -
CLATM AMT: . [ AWARD ANT: - - a
: MICROM
COMMENTS »
19957887 92
o En Tn RETa T Eﬁlmnﬂ; ' BODY SHOP
THE #Eﬂm.z 1% 1 sm.ls uuf‘r THAT A CUSTONER iu.s Tls; DRIVING ON §/29/95. A
FIRE OCCURED FROM UNDER THE m mm JURNT THE DASH BOARD AND PAYSENGER 3IDE
QF THE PASSENGER COMPARTMENT, ERE WERE WO IlJqu;. THE INCIDENT OCCURED
JN CALDOWIA, MI. YEMICLE I3 IT lElLEl CURREMTLY. .

BOTE: THE VEWICLE HAS NOT BEEN SOLD To A RETAIL CIHTFFII- IT HWA3 PART OF THE
1',5,"5?\ ES INVENTORY WHEE THE IKCIDENT OCCURER. o ':*

THIS IS THE CLOSING COMMENT ’
GRT INSPECTED: AREA OF DRIGIN- PASSEMNGER SIBE IHTERI DASH AREA. POINT OF
ORIGIN- FAN MOTOR ASSENBLY SERVICING THE IMTERIOR . VEHICLE., SOURCE OF
LY. DETERMIRATION
3 THE . BILE KELLEY. FOME

MANRGER HAS m RAY 'IEﬂIIE!T FOR REPLACENENT Q'F-I ER WEHICLE.
HOVEs H.l.llﬂ‘l'l'l ENGIMEERING Imﬂl VEHICLE oM 5{]:":

CONTACT CLOSING APPROVED -
OK TO CLO3E

OHMER RELATIONS VOP/PENCHMARKING 09720/9% FAXLOLYO



2.5~ 4

- —_—

SEBII'IHIH OF COMTACT

MASTER OWMER RELATIONS SYSTEM IT 19.29.41
========'li=lliilli'lIIlIltlllw--“-II::::t-s-----l'pp-:r:::-:ﬂ:::::".l“.:::
1926A5 LEGAL CONTACT EH TYPE: TRUCK

BOSTOH 7 CONTACT HAR. 1l511lﬂ'f UFEIIElh 01/ 2671995
VIN. ENGINE: & CLOSER: 92/0171995
T R EEEXAEREgUEEFEEIEE gppl----------------:-:--
LAST MAME: - .7 STATUS: CLOSED
TITLE: rFiesT xaveE: MI:
carve i B

' [] - i

ROME PHOHE: — BUS. PHONE- m‘l .
MODEL YEAR: 9 MOREL : .
MILEAGE. WD, T
DEALER MAME : IIlTEIt-ST.lTE FORD TR SALES CODE: 111981% © P & A: 0B943
CAUSAL cobf: SYWFTOMS 704143
%Ilﬂl#l. M TRARS REGIOM: v, TRANG DATE:

1
CASE TYPE: 5B-FIRES - EXHAUST-CAT.CONVERTOR=-OTHER HE.IHS CUDE: A-LGL INVEST-PROD LTABILYTY
ATTY NAME: MEMO
CLAIN ANT: o ANT:

HIl:ltﬂ:

COMMENT S
199570126

EMPLOTEE 3AY3:

—THE VENTCLE CAUGHY ON FIRE WHILE A CUSTOMER mrn; IT.
-DOES HOT KNOW WOW OR UNDER MHAT COMDITIONS TH : [IRE OCCURRED.
CRONALD MARTOLUCCI, WAS REKTINO YHE VEHICLE AT THE TINE OF THE FIRE.
-THINES YT NAS AN ELECTRICAL Y

“THERE WERE NO TNJURIES. r

l:ll: MHISEI CUSTOMER «

FER ECTICUT CAR RENY mu’r HAS II.REHIT SETTLED THIS MATTER WITH
THEIR INSURANCE CARRIER u‘rmm APPARENTLY RENTER REFORTER THE YEHIC
LE STOLEN AND WHEN RECOVEEED IT WAS DURNT. L ! AT THIS TIME WHETHER THE F
IRE WAS RELATED TO AN OPEN RECALL DN THE UNTT, m HE WILL .l.HIITlIITﬂﬂllT
I.EI'I:;HFIIII HATIMSGITIE TF THEY FEEL THAT A DEFECT HIHE? HE FIRE. MO FURTHER AC

ING COMMENTS ACCEPTED = THANK YOU

OMNER REIATIONS VOP/BEMCHMARKING §9/20r/99 FAXLGLTE



A/ 2099 MASTER CWNER EELATION: Sy3TEM XX 1%.29.91
I ENFEEENEE NS I I A L N FE NI A EEFFF R L S o FEIEE= I CINETENNNEFECSCSSCIO
QaksTH LEGAL COMTACT VEH TYPE. TRUCK
SIUTHEST 52 ZH/TR: AL CONTACT Hlll ll!llll!!l OMENED AL/ l6r1995
WIKy ZFMDA51 435SR ENGINE: & CLOSED: 01/38-1995
--lII--“-i-lii‘------Ill_I“l::tlliultltt--------.-!--------ltlllli-t-:l..--:
1“5’!1!?—1 ;e

TO DOCUMENT THAT IF THIS IS THE WAY FORD TAKES CARE DF OUR CUSTOMERS. HE IS

'FEEY SURPRISED THAT FORD IS OME OF THE ¥XG THREE AUTO

-TO mum 'I'l'llT HE T3 GOING TO CONTALT CONSURER .lﬂl!‘pl SINCE HE HAS
REEN COMTACT es war

-HE III.IHIII..IIE THE REBIOMAL OFFICE TO COMTACT HIM HITHIH 2§ HOURS OF THIS

:,-

m ADVTSED: '.:- 4

=3 PHONE MIMBER TO THE REGIONAL OFFICE

=CANNOT EXPEDITE REGICNAL CﬂTlﬂT WITH CISTOMER
limgi.}!ml TS DOCUMENTED AMD FORHARDED TO THE Rﬁﬂﬂlﬂ. QFFICE

TOM ELLIS. FIRE INVESTIGATOR. INSPECTED VEWICLE OM 1/17-95. YERICLE IS BEING
REPLACED NECAUSE IT HAS A TOTAL LOSS. FLANE OM LEFT 3IDE OF ENGINE COMPARTHMEN

T IT FENDER SHIELE—- HI.ISE HAS l.lm s ane

TOMER FORMARDED LETTER THIS DA FEEEIAI. EXPREZY IIHE Ili.llﬁa !TE"J'E
mell!m“ﬂl mm R CUITOMER
!EH.!EIHE IIIS VYEHICLE. COMY OF mm:n TII !.ERSI‘I"'- 'I'IIHHILI. FORD

MERCURY AMD FORD MOTOR
THIS IS THE CLOSING COMMENT

CLDSE I'Elt I"Iul:lll COMMENTS. HOTE: ON TRADE r-mm IS HI.II'IIH MILERBE, TAX.
TITLE, AMD LICEMSE. VEHIGLE DMLY WAD 15,080 MILES qn T. FIRE RAY HAVE
BEEM mnm T0 THE CURRENT RECALLS ON THE MINDSTAR.:- TOMER 15 ALSD HIBII

’II’ISIIII.IT'I' IR THE HWAXAHACHIE SCIINI. DISTIII:T ._ FIRE. ﬁﬂlﬂﬂ O THE_EVENING
E MIGH SCHOOL GYM REBEDICATI AST YEAR. L.&0B
FH\‘.EITS AND STUDENTS HERE AT TI'IE Rﬂﬂ'ﬂﬂﬂ ARG “OUT TO THE PARKING

LOT AFTER TO 3EE THE HINDATAR B v

OHMER RELATIONS MAMABER HAR FII FI!.'I'H'I!IBH! OF THE E WITH THE RECEIPT AMD
RELEASE TD THE DEALERIHIF ATTM: PETERMAN. REGQ I. OEFICE POSTASE
MH'IIIIE EROKEN AMD MAIL DTD Hﬂfmﬂﬂ' THIS IEH‘IT.,'I FEDEX TODAY,

DMNER RELATIONS NANAER CALLED ROV PETERMAN OW S
RECETVED THE FAX. HE 31D AND WOULD CALL AR. HORTON;( Y-

NOTE: ZTONE MAMAGER, STEVE FARMER, SPOKE KITH THE m Fm I!I'HEII 55 MINUTES
M LAST THURSDAY AND FROVIDED HIM THE OFFER DVER t@ USTOMER WAS
EXPLAIMED THE PROCESS DF AN INSPECTION AND MAJLING OF REFORT 'm OUR REQYDMAL
OFFICE. MORFMALLY INSURANCE MATTER, BUT NE HWANTER TG, QEU'IEI'I. HE UNDERSTDOD,

MORKING TD COAFIRM

DHHER REIATIONE UOR-BEMCHMARKING 03-2070% FANLOLTH



ny/ 2099 MASTER OHMER RELATIONS 5YSTEM 11 19.29.61
L L. 2 ] ---'--..‘--“--.'-.s-m---'.I"'.'.'Il"...II‘--III-III-II'“-
FORETH LEGAL CONTACT YEH TYPE« TRUCK
SOUTHEST e EN-TR: AL CONTACT NDE. Ililﬂllﬂ OFEHED: 01711995
i 2FMDASLASS RN EMGINE: & CLOSED: 01-/38/1995
lll!.l!‘“lll!l:‘Iii---lIl-ll:I:l-llllII----'-I-IIIII-II--II--------.--“'--tll-tt:a
1993-01-17
CUSTOMER SAYS,

-ﬂgTEtﬂFle'I‘IEIME ADJUSTOR SAYS THAT HE THINKS 'I'!‘I! FIRE HAS CAUSED MY

—REALER I3 PROVIDED THE CUSTOMSR A LOAMER I.IIIhEﬂ I'IIS HF

m—nglnw FgIEII THE DISTRICT DFFICE HAS CONTACT
l“‘ =

=YEHICLE TO BE IIEFLﬁ'I'.‘-Eﬂ AS HE DOES WOT FEEL HE MWILL l’lﬂ BE SAFE DRIVING IT

&L ER YEHICLE UNTIL REPAIR OR REPLACEMENT

LSEM
=dILL AIWISE REQOIOMAL OFFICE OF REQUEST
~CAMMOT DETERMINE WHEN REBIDMAL OFFICE WILL COMTACT GI.I!THH

CUSTOMER SAYS: 5
-HMWWMHMEMWWMW

PER CUSTOMER DEALER SAYS: Ry

COSTOMER SEEKS:
~T0 HAVE CONCERMS ADDRESSED AND RESOLVED
—Tﬂ HAYE CONTACT FROM REGIOMAL OFFICE

l:.l.c AINTSED
-mnmmmcﬂﬂ:mu BEEN mﬂlﬂﬂﬂﬂlﬂ!ﬂllﬂl‘ﬂl QFFICE AS

mm FOR THIS BELAY RUT SOMEOME HILL BE cuumé{ NITH YOU
= HO TINE FEAME AVAILABLE

,.-d

HETI.’IIEI ADDED s
—TI'IE PEEVIOUS CSR MAS ll.llE AMD VERY BISFLEASANT TO I'Fq

l:lrl'.‘ AIWTSER 3
—nml.mm FOR PREVIOUS EXPEIIIHBE NITH CAC '-,‘"

1!'!5!!1!2!
CUSTOMER KECONTACTER CAC. CUSTOMER 3ATS:
!"HE HAS ROT BEEN CONTACTED MY THE EESIONAL OFFICE

PEE CUSTOMER, DEALER 3A
snm FROM THE IIEIIIIIL IIFFH.'.E HILL BE mnm:mq I'IIH

W-ETIIEII SEERS.

~PHONE HIJ:HIEII TIJ THE REGIONAL OFFICE

~EXPEDITION OF COMTACT FROM THE REGTOMAL OFFICE

-T0 Iﬂ.l‘f 'I'lll'l' HE IS FEELTNG A TREMEWBOUS AMDUNT DOF STRESS DUE TO INCIDENT
=T0 KNDH MY FORD IS STlLLIHﬂ IN CONTACTING HIR

OHNER RELATIOMS VOP/BENCHMARKING B9/20/99 FAXLGLTG




Yoz

HEGINMING OF CONTALT
4972099

HASTEI DHHER !EI..!TIBI'IS STSTHi 11 19.29.41
axannkBEVERE [ L] EELEEEEEFrFFEEEEEEEEFE
OIRBSTH lEGM. mﬂTm YEH TYPE: TRUCK
SOUTHEST = 52 INATR. CONTACT HBR. lﬂ!llllﬂ I‘.IIIEIEII- 81ls1E-1095
VIN: ZFIINJ:M!!_ EHOINE: 4 CLOSEQR. #1-/30-1995

LAST NAMES STATUS: CLOSED
TITLE: FIRST NAME, — NI. ]
Errr - STATE : { [
X 1 1
HOME. PHONE BUS. PHOME: M
NODEL YEAR: WODEL 1
NILEAGE: 1308 HSD: -y
DEALER WAHME) Tuul:nuxl.l.mn-nm SALES CODEs 152489’ F & A: D6BG%
SAL CODE. SYHPTONS 7TAR145, .
%ﬁ;L an . TRAMS REDIDH» % TRANS DATE:
K i
CASE TYPE:  &-FIRES — FUEL FED MEANS CODEr  A-LOL INVEST=-PROD LIABILITY
nmum- o ATTY ﬁ' u ]
o ’ T NICRO:
COMMENTS
uns-fnuu
CUSTOMER ALLEGESs

-DN JAM & mu: VEHICLE TO DEALER FOR BURMING SMELL
~DEAIFR TESPECTER VENICLE AND

”:IIWFI 155 AM AY IN HAXAHACHIE, TX
=FIBE HFLTFD VERICLE FROM FRONT BUMFPER TO 3TEERINO mL TIRES, INTERIOR,
AND STEERIRG IHEEL MELTED K

Y DOCHFAKT IN YEHICLE HHEN FIRE = HOT INJURED — HAD
TRDUNLE IRFATHING - HAVE NOT KRECEIVYER ANY lﬂlﬂl. Tlg\:
~HAR VERTCLEF TOWED T0 DEALERSHIP OM 1718

=UPSET REGARDING CONGCERMNS

;_IIIIHIIE OF RECALL AFFECTING WINDETARS

PER CUSTOMER, SVC WOR, mn u.mm. sm-:.

=HANFE BT HAD AMY CONTACT E.

;ﬁn:mm ;m'r DEAL ER m Jtm IHFETEI VEHICLE n:m: NOT DUPLICAYE
;I!FHHEI CUSTOMER OF HIMB3ITAR RECALLS "a

CUSTOMFR SPPES: ’

-mm VYEHICLE IN INTERIM -

I ACEHFNT YFHICLE

CAC ADVISEI

=REGICHAL OFFICE WILL DONTACT CUSTOMER TO REVIEH l:NII:EIII'S

-mlrrﬁ INSURANCE CONPAMNY

-l.Li-lJ HAII I:IIHTEH'I' DAMAGE WITH FIRE — BASY SEAT HAS DPESTROYED AS KELL A% DIHE

OHHMER RELATIONS VOP/BENCHMARKING D9-20-99 FAXLGLTE



09s20599 MASTER OWHER RELATIONS SySTER II 19.2%9.41
==I:II:III'-IIIIIIIIIIIIIIII:I::-:-l:t!!:tlt.'n;"-m.'-"-'lilliii.‘:::!!l-l:I!l--ﬂ
E153KD LEGAL CONTALT YEH TYPE: TRUCK
CHICAGO &1 EN- TR CONTALY I!lh Iﬂiﬁﬂii OFEMED: B5/2)/)199&
¥IN: ZFNDAS] 545 ENGIN CLOSED: 8570471994
---.-tﬂl-ll!tlﬂl-:---II-IIIl:-:::z::::::::: I'ﬂlll:llll-—:::l:l:I::III—:!I:::::::

199670528

L]

= B0 INJURIES

= LUGGABE TN WEHICLE, ALL LUGGAHE DAMAGED = 42009 KEITI.H-I. E)

- YEHICLE W - HAVE A REPORT FOR THIS:AS HELL - FOLICE REFORT
# 41481080 HNER OF THE YEHICLE T!.l.T MAS NEXT TO THE

CUSTOMERS)
- TH!‘I‘ 'I'HIIIK TIIHT THE FIR! STARTED UNDER THE HODD

TI'IE‘I' Hl’lE m.ﬂ:'l'ﬂl' TI'IEIE INSURANCE COMPANY

EFNTED A VEHICLE TO BET HOME = §1&60

THE EMTIRE IHIE I5 CONPLETELY RUINED

YENICLE HAD J TURNED OFF THE VEHICLE

SMI;I!HT THER'E HAS FLUID DRAINING MATER OR SOMETMIROG — FLAMES iﬂﬁ FIRSY

“;'EEH HOOD AREA. THEN NMOVED INTO THE CABIN llEl
FEE‘HHTMEIp DERLER SAYZ:s
¥
TOMER SEFKS. )
;TIISEE HAHT FORP IS SOING TQ DO ABOUT THIS
CAC ADWISED.
= & FORE REF HILL BE IN COMTACT HITH YOU SHORTLY
I;WW

XA DC DR

CUSTONER 3AYS:

= THAT VEHICLE HWAS TOTALED IN THE FIRE.

- IEI.%II:! COMPANY HAS %Tnur ﬁHElI}'EIl'EISEI AND lﬂlﬁﬂl ﬂlﬂﬂﬂ TD
CALCULATE LG3T OF OTHER ITEMS TN YEMICLE.

LA AMVIAED CUSTOMER:

-Turmummmuuntnfummnulm b 5P,
= CUSTOMER SHOULD CONTINUE TO HORK WITH HER ’WMIFTIET
FEEL THAT FORD IS AT FAULT, TIETM\"ETI‘IEW‘TIH

n:mus I5 THE CLOSTWG COMMENT

ER PREVIOUS COMMENTS.

E

OWKER RELATIONS VOP/BENCHMARKING 09-20/99 FAALGLTR



BEQINNINO OF CONTALT :
O3/ 2Z0r99 MASTER OWHER RELATIONS SYSTEM I _19.29.41

--------..-ﬂﬂ---I'-“I--I-IIIIIIIIIIIII-h----.'-----!---. | LIt E}
S149KD LEGAL COMTACT YEH m:- TRUCK
CHICAGD Gl INsTR=  F2 CONTACT HBR: 1“9‘51“ OPEMED: 05/20-7199%¢
YIN. ZFNDAS1 44 S IS BEIRE: 4§ CLOSED: {06 M4r L%
===—==—="-=-=-=======----.‘.-m'--------======-=’“"!-==-=================
LAST HAME: ’ STATUS: CLOSED
TITLE: FIRST WAME. _ MI»x
ADDRESS
CITY ATEs FL ZIP
HOME PHOHE: [N Bos, PHONE:
MODEL YEAR. HWIND3 l!
MILEAGE: 1 HSD, - ke
IFALER MAME: DAYE MARSTON MOTORS SALES CODE: 141794 [
CAUSAL CODDE. [} STAPTONS, 104100 Tli-!ﬂﬂ ?uﬂiz ?ﬂili.’i
Eﬁﬁﬂg;l &0 TRANS REGIOM: 41 - Tm DATE:

1
CASE TYPE: 4-FIRES ~ FUEL FED MEANS CODE: A-LGL IH'Q‘EST—FHW LIABILYITY
ATTY HAME. ATTY WMENOD: =t 1
CLAIM AMT: ] AHARR AMT: 1]

MICRO.

COMMENTS .
1996705721

CUSTOMER SAYS.
=VEHICLE MMMED P 5—20-4
gIE ﬂﬂ’ﬂllﬂ'l’ AND I‘DI.II:E CAME auT
-I.IBBA.E IH 'H'E'IICLE
=VEHICLE MEXT TO VAN BAMABED
~THEY THIMK THAT THE FIRE STAETER UNDER THE HOOD
;TIET HAVE COMTACTED THEIR INSURAHCE COMPANY

FER CUSTOMER, DEALER SAYS,
HO COMMENT

]

CAC ADVISER.

I'I““E!fmﬂ 3 HAVE BEEN DOCUNEWTED AND FRHARDED TQ 'H'IF BEALERSHIF
E FOLLOHING CAUSAL COBE(S) REMIWED FROM I'-'OHTH.';'!' - 3001

cus‘rm SATS:

= MO0 INJURIES IN THIS INCIDENT

= THERE HAZ ALSO BAME ON THE VEMICLE THAT WAS l'-l-llm HEXT TO THE CUSTOMERS
CUITOMER HAS BDEEN BAITING FOR A FUAD REF YO CALL H !IHEE 5-Z1%. HNO OHE

HI.S I'-'-'ll.l.-a BUT THE CSE HAS WOTED THAT THE IHFm‘I'I ik THE CONFUTER. MNEEDED

TO BE A IH‘HTEI

- I’EI-IIG.E BURNED UP

2055
= FIRE DPEPANTMENT AND POLICE CAME DUT= CLANTON, AL
= MOLXICE REPORT # 0140108 IN HER HUAKANDS HAME “

+ n'

OWHER RELATIONS VOP/BENCHMARKING D9-20-99 FAXLGLTQ



09/20-99 MASTER OWMER RELATIDNS SYSTEN IT 1¢.29.51
IEIr I NER NN NN RIS SR I TN AR SRS A RN C = CAXE AN I A FEEEE XXX I TN AREEE N KRN T
5irme LEGAL CONTACT ! YEH TYFE: TRLUCK
HASHINGTOH %7 INTR: OO CONTALY Hlkl 1l5!ﬂ!!2: OFEMED: 82-1371995
vim FFMPASLA DS EROINE * CLOSEA: REr2171998

".."."-'.‘-"It““lﬂ:=======ltl‘:‘I‘l'-‘llIIlllll!ll::::::ﬂ:::!:l::::t:III

199570511
MICRD ADDED

DWMER RELATIONS VOP/BENCHMARKING 8%/20/93 FAXLOLTS
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owrzns9y MASTER DWHER EELATIONS 3TSTEM 11 19.25 .41
==k AN A EEEREEREN IEEREEF AR ARAGE RS FRE SNSRI ENFIEAS S E= S I F I EANEF AR AN FEET
sEY2OR LEGAL CONTAZT VEH TYPE: TRILK
HASHINGTON r44 EWTR: Gl CONTAGT W3E: 105208323 “EHE:I DErlirlesy
YVIMa 2FNDAS] & b5 M i ENGINE: § T DSED: DZ2r2171995
e == - - ( -::::n::::::::::::
1945702717 '

CUSTOMER SAYS:

- STILL HWAS RECEIVED ND NORD FROM FORD

CAC ADVISER

- ;E?BIE' THAT A LETTER HENT DUT OM THE 13TH STATING AR INSPECTION HILL TAKE
- IF H'Eﬁﬁ ANY HDIIE QUESTIONS. HE SHOULD CONTACT THE 5E|WII'.'-'E HANAGER—PER
H!'anzfzn '_ '

PER COMVERSATION FROM EAA.

YHE VEMICLE IS A TOTAL LOSS (PER IHSURAMCE CO). FROKY AND DASH ARE BURNT
AND THE MIMDSHIELD IS MELTED OUT OM THE LEFT SiDE. . TIE HEIIILIIEI I3
BURNT BY THE VISOR PAMEL AND S0OT 15 THROUGHOUT CAR. . -THE SPEEDMETER

15 DESTROYED IH.I THE BLOWER MOTOR 13 BURNT ITII.IE"EEE" THE VEHICLE 15

15&- EL 'ﬁ‘m 'rms INFORMATION. L -'.
FAX RECEIVED FROM FAA. FAX IMDICATES THE Emula cuﬂu'rmrrlnn umum

U
CONTACTED THE !-I'&"Iﬂt Hlllﬂli-ii HE INDICATED THAT THE: CUSTOMER HAS ALREADY

TURNER THIS MATY ;

BECAUSE THE TNSURANCE CARRIER IS MOW IMVOLVED. IF THE IMSURANCE CARRIER FEELS
THAT THERE I3 FORD LIABILITY THEN THEY HAVE THE mﬂ oF FILIKO A SUNRDGATION
CLATH ASATWST FORD NOTOR C00.

THIF I3 THE CLDIING COMMENT

LETTER SENT TD TI'lE CUSTOMER ON 2-Z1-53 A.II-'I'ISII'E HIM TﬂT RECAUSE THE
HSURAMCE CARBRIEE HAS REFN CONTACTED AMD T B TURNED OVER

'III 'ﬂlﬂr HE III‘I.II..I.’I ‘HHI'E Tﬂ CONTINUE lﬂﬁﬂlilll TI'I

mmnm THE REGIGN DFFICEM: b " i
FORD HILL ME BOTHE A TRADE-ASSIET. FAXED I Fo TO Tg ;mm OFFICE
HANDLING. CONTACTED CUSTOMER AMD HE IS SATISFI

E EECETYED INFO FROM COMSUMER AFFAIRS RE.

DEALER HAS SENT VEN INVOILE AND llh'EE! I‘.HIEI 'I'IA FII to R.0

PREPAERED AND MAILEDR (VIA FEDERAL EXP J RAV DFFER lEHI'I' INCLURING A COPY OF
THE FIRE REFORT AND VEH INVOICE AN IIITERS ORDER .

19950507 :

MILROD ADDED e

199504727

CUSTOMER CONTACTED CONSUMERE AFFALES. ATTEMPTED TO Iﬂ:ﬂl\'ﬂ:‘l’ CUSTOMER =
lgwgl.g%LE. MESSAQE LEFT FOR HIM TD CONTACT C.A.
-

CHECK NURMBER 013605 SENT TQ IMM/RANCE CARRIER FDR HEH'_I]L EXPENSES. $835.92.

OHNER RELATIONS NOP/RENCHMARKING D9-20-99 FAXLGLTA



IEBIHIIIIB OF CONTACY

MASTER OMMER RELATIUNS STYSTEH IIX 17.29.%1
Illl-l-"lihnII-IIlI!II“ll:Ilt!“--------::::::::!‘.F‘:;-:xt;-;----:---;-:::
35 7T2ER LEGAL CONTALT : YEH TYPE: TRUCK
WASHINGTON aF INTR. @1 CONTACT MBR. llﬂl.'lim OPEMED: 82/15-19%5
¥IN: 2FHDASY 405 I ENOIHE: & ~  CLOSED: 02/21/1995
llil-ﬁ-ht--tm--titisnm---'-tt-;-'“'.:-“-:::gl.m---..-.--.--n.:--m:::
'II"A!'?IEMl FIRST NAME -= IsI;“m‘ N..-IISEII
SITY 8 STATE . w n; B
HOME PHOME: BUS. PHONE: DS
MODEL YEAR: IIDnEL: NINDETAR
MILEARDE 71 Co
DEALER MAME) TI:IIISH FORD SALES I SlLES CODE: 127038 . F & A 00097
CAUSAL CODE SYMPTONS i!lZﬂﬂ TOG2&S  TO4l42
mnngl_ m TRANS KPGION: THHE PATE

1
CASE TYPE §~FIRES — FUEL FED MNEANS CODE:  A-L8iL II[H'EST—FIDI LIARILITY
ATTY NAME. ATTY HEMD:
CLATN AMT L] ARARD AMT ! -
HIGRIJ- 311117
COMMENT S
119502713
CUSTOMER SAYS
-UEII:LE IIWIJI."J'ED IN A FIRE O 2712795
=H0 INJURY To FASS

ENGER
-CHECK ENGINE LYGHT FIRSY CAME OM. SMOKE CAME INTD PASSENGER COMPARTHMENT
—PASGENGER EXITED VEMICLE, YISIBLE FLANES NERE THEN 3ECN IN ll!!llm COMPART=
~VEHICLE IS CURRFMTLY AY DEALERSHIP . "
~HAS CONTACTED INSURANCE CO. .

]
FER CUSTOMER, DEALERSHIP SAYS:
CUSTOMER SEEKING»

STO LET FORD KNOW AMOUT SITUATION

'Imn:ﬂ HILL M W TO REGTONAL OFFICE FoR HAIILIIE. -
ACTED BY REDXOmMAL lJFFIﬁE.I!Tﬂ.‘I‘HEI!I'l: EEN & REVIEW OF THE IN-

F:IHITI .
199502714
COMTACTED SERVICE MAMABER. HE INDICATED THAT THE CLE IS AT THE SHOP. I
ADUISED HIN THAT EAR WOULD IE SENT OUT TD IMSPECY VEMICLE. FAXED THE
INFCRMATION TO lll:r.r. YANICH AT ZAA.
LETTER IENT TD T Tﬂlﬂ DATED Z-14-95 m:ﬂlﬂnm FORD WOULD BE
IHyEI:TI‘H THE v-m;u AND TO CONTACT THE SERVICE ER HITH ANY QUESTIONS,

CUSTOMNER SA
—HIKME I'Ils EIJITIE'I'EII HIN REGARDING THE LEDAL 'I'.‘-'HTIHT HE MADE 271395
CAC ADVISED,

~FORD MO CO WILL 3E CONTACTIMNG HIM WITH REGARDS Tﬂ HIS CONTACT, NO DEFINTE
DATE CAN SE PROVIDED AT THIS TIME.

DHMER RELATIONS VOP/BENCHMAREING 09-20/9% FAXLCLTO



9eZZ =9-Zoll

: ATTN= DFNER RELATIDNS MANAGER i
" TERAL FACSTRYTES x
1 1 ]
" SALES AND SERVICE CONTACTS x
N

 ; OFENED BDETWEEFR nlfllfﬂi AND 1Z2r3L179K 3
" MODEL YEARS 1 RS T V ¥
]

: ‘HODELS : NINDSAM i
X CAUSAL CODES: ALL . =
x TYRPTONS + TDRL&S TO4245 704345 *
E T STATES v ALL *
% ERS LL »
E PNGIME CODES: ALL x
% FLANT CODE 1 ALL REGION: ALL  ORIGTH: ALL *
X CASE TYPES 4 ALL LI *
[ ] N
] i
- ROTE: DUCLUDES OMMER DIALDGUE X
] - ]
[} M
: NOTE: INCLUDES U.5. CUSTOMERS OHLY :
) DHMER RELATIONS v:w:-nmna =
BEBEEE W YG 3% BRI ST 17 -1t ::'.1'.:: m!‘“l
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O G ENENE T A IS i ACAENC i AEEN S SEM NIEEE S JEFEDENEE NEAEMAIEDEI P S S0 0 SDENERN NN U R o
M ATTH: OWMER RELATIONS MAMAGER

CHAL FACSINILES

SALES AND SERVICE

CONTACTS
OPEMED RETWITEN II!IU?ﬂ AHD 12731798

MODEL YEARS « RS TYW
MODEL S » HIHDS#x

CAUSAL CODES: ALL

STHFTONS ' TO45148 TO&Z53 TODHI&S

STATES » ALL
DEALERS « ALL
ENOINE CODES+ ALL
PLANT CODE = ALL
CASE TYPES . ALL

REJIOM: ALL  ORIOIMs ALL

NOTE: EXCLUDES QHMER' DIALOGUE

MOTE: INCLUDES U.S. EIIS'-I'!IIEIH OMLY

1] HINDITAR
T HINRITAR

THTAL

SORT SEQUENCE:
1. BY XRODYR
g. Y SYNP_CODEL
7.

g.

COMTACT COUNTS BY SORT FIELDS
SYWF_CODET  SUPL_MICRMBR

BY SUPL_MICRHIN

ER RELATIONS VOF-BERCHMARKING

=

-

P Nr R

CDEFAULT AMD FINAL IS CONTACT MIMBER)
2, BY MODEL .



£ETZ BZe-T0vd
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S 4 35 JEPE N ENEDE M AEIER I 2 MG N 6 36 0 ) 3 MEMEDG M AFACSER M AR I 4 IEE D 16 S SLINE N3 B SOEMMEREIN N SR N 2
R ATTH» OWMER RELATIONS MAMAGER

TEAL TACSTHITES

ALES AND SERVICE CONTACTI

OFEHED METHEEN Q1-01/93 AND 12/31-5%
MODEL YEARS RS T VY H

MODEL S 1 RINDS#x

CAUSAL COPES: ALL

REGICH: ALL QRIBIN: ALL

HOTE: EXCLUDES OWNYR DTALODGUE

NOTE: XMCLUDES U.5. ﬂ_'ﬂim QNLY
ER RELAVIOHS VOP/BENCIONA

CONTACT COUMTI BY TYTE o )

LEGAL TOTAL
2% ) 24

E SORT SEQUENCE: CDEFAULT AND FINAL IS CONTACT NUMBER)
1. BAY YWIODYR . Y HODEL .
3. ¥ Se_cover 4. BY SUPL_MICRNIN

&
TI "
P =



‘SETERENENEN NG 3 O 75 T DO 75 R 0 0 0 TN T S0, 8 PR MLFEDEDE JE I 0 N ENEE N 36 3 5 N P
ATTH: GMMER RELATIONI MAMAGER

OFEHED BETHEEN 09-0Z-1957 AND 09-19-199%
MODEL YEARS . 1994 1995 195%& 1997 1998

MODEL ' ALL
REASON CODES. ALL '
soros +

HHERE AZ9WEHLINE EQ "TAJ'

WENCNE N D T DD I I D

OHNER RELATIONS

K
3
E
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A T O O 0 DCEDS TGN 0 O 0 0 JEEDEIN 325 S DU 01 A T IO B A A
: ATTH: DMMER RELATIONS MANAOER

OPEHED BETHEEN 09-02-1997 ARD 09-19-1439 ' R
MIDEL YEARI « 1994 1995 1%% 1997 1998

MODEL 1 ALL

REASON COIES: ALL

SYMPTOMS + I

RHERE AZIVEHLINE EQ '"TAZ" ..

’

DHNER HRELATIONS
N AN ORI I I ¥ I N

CONTACT COUNTI BY TYPRE

LEBAL TOTAL

SORT SEQUENCE: (DEFAULT AMD FIHlI.zIS- CASE HUMMER)

1.
5. r
7. 5.
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bR rEpslune MASTER OWMER RELATION3 $‘I'STEF| 11T 16.53.40
IHSHIS‘HIII“IIIIlIl'ﬂ==lltl==!i—--l!li-tli-tI----qs:qu-:::-n:::-:-m--::

LEGAL ISSUE CASE Illl: 1526232113
IIEGII:II: T1 CALTFORNIA ZONE: C1 OFENED: 33-0&7199%
YIN: ZPMDAFL&E Tmmznz- a . CLOSED: A%-187199%
L E L LU ELE L LE L EE L]t ANIERBEENEE AT AR N T TN I ENEE S I AN TN AN
198808710

16,45.45 MILL EASTLY EXCEED $6008. LPA CONSULTED THE MADA GUIRE AND
THE AVERAGE VALUE FOR THE VEMICLE I5 tlssﬂf LPA_ALSD
CONSULTED WITH TL NSOWERS AND ACHAROT WHO INDI cnu 'rl-u.'r THE
YEHICLE SHOULD BE SCRAPED. CONTACT THE CUSTOMER AND MAKE AM
OFFER FOR THE VEHICLE. IF THE CUSTOMER IS UNHILLING TO

15.%6.29 ACCEPT THE OFFER THEN THEY MILL HAVE 1D lﬂll ‘MITH THELR
INSURANCE HCIF'FET LPA WLILL CONTACT THE I:EI'.HEI ARD

.l'_;'.,

1995/ 08,21
18,27 17 LPPA LEFT A MESSAGE FOR THE CUSTOMER To Iw.lﬂ

195808725
§.53.07 LPA RECEIVED A KETURN PHOME CALL FROM 'I'H Ll LPA
ADVISED THE CUSTOMER THE RESLLTS QF THE E!P oM. THE
CUSTOMER MAS THEN ADVISED THAT THE 'I'EIIICI. LL Hﬂ‘l’ IE
REPALRED ANMD A REPLACEMENT I'EI'IEIH.E
RECONTACT TOMORRDH AND AINIS

9 03 e
09,56.14 LFA HAR REQUESTED AMD RECEIVED PARY OF THE C‘llim'ﬁ SALES
FILE. THE DRIOIMAL FACTORY IMVOICE MAS MESSING ALOMG WITH
THE NEM 1998 IRVOICE. THE DEALERIHIP INODYEATED THE ORISIMAL
INVOICE WAS MO LONDER HITH THE FILE. LFA FORMARDID & PROFS
I-"EIEE 3, MILLOUGHRY TO OBTAIN A COPY OF THE CUSTOMER'S
[*T)4] L] Y

1990-R9-04
17.45.01 LPA COMTACT MILL, IM SALES, AT THE DEALERSHIP AND REQUESTED
THE FINANCE CO INFORMATION. JILL INDICA HE BOES HOT EHOH

THEOUGH. n';E?

m:ﬂ“ YEHICLE MAS FIMANCED gI'.E UNABLE TD

17.46.05 LPA LEFT A WESSAGE FOR THE CUSTOMER TO REC ITH THE
FINANCE CO INFORMATION. ALSC INFORMED HIM ‘I'll..l‘l ":g'r

T

18.07 .45 LPA RECEIVED A CALL FROM THE CUSTCHER, HE IHIIIGATEII THE
VEMILLE HAS BEEM PAID IM FULL. THE ¥FHICLE-IS KOT
EINANCED. LFA I3 CURMRENTLY AWAITIHNG THE Fmﬂl'f INVOICE,

Iiﬂlfﬂ!lli
13.26.39 LA FAXED CONFIEMATION LETTER DF HEFI.M‘-’!IIHT IIFFEII TO CUSTONR
HITH A COPY CC'ED TO DEALERSHIP AMD RAY

CHMER RELATIONS . 097201999 MHFLXPRE



R 2er1999 MASTER OWMER RELATIONS SYSTEM II2 16.535.40

AR EREL S SR FE EFE OIS SIS IIISEEEAN N ENEEEX OEEXFIJITZREFHIN LAXPEFFIFEE

93 35MH LEBAL ISSUE CA3E th 1525252150
RECION: 71 ClL!FﬂIHIl. ZOHE. CL DPEHED: 08-D4/1998

VIM: ZFMDAS144ThAMRANaS ENGIME: % * CLOSEDy D9/1671998

Hﬂfﬂ!ﬂ.i

3.28.24 CUSTONER ACCERTEN l.'FFEII AND HILL HORK MI LERSHIP T COM
FLETE TRAMIACTION ™ p“ .

13.30.17 FIMAL DISPOIITION OF CASE
RAV FAST HAS REEN LUPLDADED.

ugunwu D CALLE .
COATACTED QUR OFFICE ASKING ﬁ‘ﬂ A HITH DR. OOL

NFORWED THAT NE WILL FORMARD A NOTE Lm:ns LPOAL KNON THAT
U CALLED BUT ME CANNCT GUARANTEE A RETURN EHGNE .
1999/02705 PRt
15.52.05 .

" OMNER RELATIONS 09/20/19%9 MMFAXPRR



BEGINKING OF CONTACT

1972071999 MASTER CMMER I.-ELATIL'II! EYSTEM 11X 16.53.40
TEIETIIEESS AN NNy FEREEESn sy wEuwENED EEEEIEEERAAREANIwEY I N FEEEX NS
E%m 10 DR EDIE E?HE CASE WAR: “gg"ggdzn“g
VIN: 2MOASLGXTMENENEN  ENGIME: 4 CLDSED: &115/1999
======".‘--“====“IIIII==--='I"‘-IIIIII=====III-I'IIIl::::::lllllllﬂlii----
lﬁl%'{!m- EIRST HAKE : !I'l‘.l'l.lh HSEF

] _
ADDRESS , !
CITY: STATE: IA ZIF:
HOAE PHONE: IR
BOBEL YEAR. 1994 MODEL » HINDSTAR OL HAGOK 2HD
MLLEAGE. £1387 "
DEALER MAME, ..M, JOMES A SONS. SALES CODE: Fs1701 F & A ZOZER
REASON CODES: 1470% SYMTOMS, TDGL4S -

ORIQINCAC = BENERAL CAC =
ACTION:DROWDL-~ HO ACTION REQUIRED) INFORMATION OMLY “ -
COMNENT 51

H‘!'!fﬂlflz
o846l

OMMER RELATIONS 09-20-1999 MAFAXPRG
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197201999 MASTER OWNER RELATIONS SYSTEM III 1&.53. 4!
S=SFISINEEEIANNSY FENEES Enda nennn FESE S AU ERTEEI EE vaw Ll E LT ]
351iaH LEGRL ISSUE I'.'-AEE Hllt: 1655570129
REGION: 18 ZONE: J1 OPENED: W1-/12-71999
YIM ZFI'IHH#ITI ENOINE: 4 ' CLOSEDs A1lr/12-51997
AREpynFESFVWEFEEI I TSI FEEIE NI TR AN NI A I I IR EEI S A ETAOSEXISES
ate et -

"CUSTOMER 5AYS: CALLER KAD FIRE IK VEH ON ﬂlﬂfll‘lﬂuﬂlﬂlﬂ
D UNDER THE HOODIFRONT THE EMGIME) :MO FIIE HI.LII:E REPOET

MUMBER AVAILABLE ALTHOUGH REFFORTED IM E COUNTY N0 IN
JURIES )METRIFOLITAN LIFE IN3 CLATM CLAIKR I3 DM H
III.I:II ﬂ PER I:.I.I.I..E PER CIUFSTOMER. JAYSI #TXA3.07 FOR

CAC ADVISED. — CONSUMER AFFAIR MWILL IE mem

Tq #
+» FLEASE DO 30. INFERENCE CASE ID: Hlli‘_' :."

1999/01-20
10.45.09 LPA OBC TO DEALER SERVICE- HE ADVISED H'E]]ﬁ. I3 I:II.IEET!.T
AT DEALER FOR REPAIRS-REPAIRS AUTMORIZED E €D,
ERs CUITOMER MANTS REFAIRS DAMAGES F‘.’u Fﬂ BY ESF FLAN
CAUSEAORIGIN OF FIRE IS UNKMOMK AT THI ER HA3Z
AVISED TD CONTINJE TD LET mum HANDLE HI3
GI‘.lIH. I.Fl SHM W!;THEI LETTER mx::llq ﬂ "SAME. WO FURTHE

199902710
18.06.13 LFA ANDED WICRO MUMBER 0549 1655

OHHER RELATIONS ' 09-207199% MMEAXPRG



BEGINNING DF COMNTALCT
IRSER/ 199 MASTER (WMER RELATIONS SYSTEM IIY 14.33.49

¢ EENIEI RN SRR Ao IR I A I EE I E NI NN AT AR AN EEETEN RN a A R R R

9% 33NH
REGION: 71 CALIFORNIA
VIM: JFMDASLAET

CASE NIR: 1525232158
OPENED. SAr/85-1933
CLOSED: 08/057199%

ErFyTrEETTEEN EFEATEFEFAYS SN RSy ArE S AEEESSE RSN EEEEENEEE
LAST MANE: LT STATIS: CLOSED
TITLE: FIEST NANE« B - NI I
T STATE ca 2te:
| I} |
HOME FHEOMEr
EL YEAH: 1994 MOPEL . IIIHHTII . WAGDH 2ND
MILEAGE: 20095
DEALER “- Fﬂlﬂl‘r FoRD SAlLES CODE: FH.II! i P A As DSKTE
CODES SFETOMS: i

REASON
ORIGIK:CALAL - msun AFFAIRS -~ LITIGATION ﬂﬂm
ACTION. LP2s8 - DPEN LEOAL CONTACT - PRODUCT L II.I'I'[

..' .
COMMENT 5 - :

1998 Gbrié
14,57.03 NMDFALER REQUEST FOR COMSEMER AFFALRS HHIMEEI’I’EI: iy

5
875798 VEHICLE CAIMHT A FIRE IN THE m
THE FIRE TOOK FLACE UNDER THE HOQD. : E JUSTAINED
FRONT EMD DAMAOE. . .-.._,

14.50.21 LA CONTACTEE THE DEALERSHIF CONTACT. II.II.I. LIH'E

HE
INDICATED THE VEHLILLE SUSTAINED DAMABE X ENGIMNE AREA
AMD THE FRONT THE DAMAGE I% EETEH.'IIHPIEUT REPATRANLE.
PERFORMED A CURSORY QVERVIEW O T

THEY HAYE
HAVE NOT TORN THE EMSIME AFART. WEHICLE NAY FOSSLIY NEER
A WB EXGINE, ATHER GF A MO~
PRIOR TO THE FIRE, =
1994-05713 .

11.50.04 LPA ATTEMPFTED TA ml'l'ﬂ:'l.' THE CUSTOMER PFREVIOUSLY BUT THE
LINE WAS BUSY. LPA CONTACTED THE CU -TODAY AND THE
CUITOMER INDICATED PRIOR THE FIRE THE. E HAS HAVING
A WO START CONCERN. SHE TOOK THE VENICLE TO & CHEVRON
STATION AMD THEY LOOKED AT THE BATTERY AKU ALTERMATOR AMD
STATED IT_MAS FINE. THE VENICLE WAS THEM TAEEN T THE FORD

. NSURAKCE CO
ANY ACTIOH. THEY ARE MAITINGO ON FOAD.

11.30.52 LPA CONTACTED EAA INSPECTOR BY FHORE., HE lﬂiIﬂTlﬂ HE WOULR
IMSPECT THME WEHICLE EARLY REXYT MEEK. L

1998,08-18 - -
1%.45.%5 LPA RECEIVER THE IMAPECTION REFORY ALONG HITH THE FHUTOS
THE REFORT INDICATES THAT THE FIRE STARTED A3 A RESULT OF

A PROBABLE COOLING FAN CIRCULT SHART. THME “‘I'IHT- AMAGE
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0920”1997 MAITER OMMER RELATIOMS SYSTEM IIX 14 .53 .48
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9BI5MH LEBAL ISSUE CASE MBR: 1525692359
EEDION: 15 SDR EONE: D2 - OPFENED, DE/2371999
VIN: ZFMIASLS0 EMGINE: & CLOSED: 0872371999
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1999-88723 D
15.10.07
Y5 = THE VEH CAUGHT OM FIRE 2-20-199% MHILE IY
HAS PAREKED IN THE DRIVEMAY -THEY DO NOT KHOM WHERE THE FIR
E ORIBINATED = THE VEH 15 AT A SERVICE CENTER -THERE HAS A
REFORT = THEY SAID THAT THIS:STARTED IN THE
SHAINE - HE HAS FILED & CLAIM W’ THE INSLRANCE, THEY MILL N
INVESTIOATE UWTILL FORD LOORS AY TRAE .= THE VYEW IS W)
T REFAIRABLE - THE VEH HAS RURNT AND B THE ER WEH IN
THE DEIVEMAY - T HAS ALSD PROPERTY - THERE
IS DAMAGE BOME IN THE BOUIE ANN T. BORS HOUSE. -
MO IMJURIES. PER CUSTOMER, DEALER SAYS: .- THEY WAVE COMTACT
THE REOIOMAL REFM A3 MNELL. CAC ADVIZER):"r THIS INFORMATI
OH HAS B T0 THE COMSUNER AFFAIRS DEFARTMENT FOR
REWIEM = A REFRESENTATIVE FROW COMS . IkS WILL FOLLO
WU O TOUR CLAIN =~ MO TIME FRAME AVAIUVAM.E - IF YOU HAVE
HOT ALREADY CONT. TWIIIM!CAIE; TO REPORT THE
CONCERN, PLEASE DO 30 INFERENCE CASE ID..-T§*
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1999/98-25 R
09.91.23 SPOKE HITH CUSTOMER YESTERDAY. DUE TD EXTENT OF DAMAGE TO VE
: HICLES AND HOMES CASE HAS NEEH REFERRFE 10 poc,

09.11.15 FILE FORMARDED TO OO, :"
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