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IEIHHIHH OF COMTACT

49rzarsl MASTER OMMER RELATIONS STYETEM III L6.55.40
“.!“""'“3’“"“‘-------IIIIIII“-IIII L L]l ) auFEEEEyYEE
S8 I5MH LEGAL ISSUE CA3SE MER: 19525692359
REGTON: 10 SDR ZXONE: D2 - ENED: §RFZ5- 1999
VIN: 2ZFMIASIGRWBEZZE97 EMOINE. & - CLOSED« 0Br23/1999
RN Al T ST I I NN I I EE R RN NS N I A T NN NN N EEEE
LAST NARE. BALL ) STATUS: CLOSER
TITLEx [, - FIRAT NAME: FAITH - HI« A
ADDRFESE . 399§ CALM LAKE D& .o .
CITY: - FARMINATON STATE: Y ZIPy 16425
HOME PHINEY T158~T7423239 .

DEL YEAR: 1998 MODEL: WINDSTAR GL HAGOM 2WD
MILEAGE . 2088 .
DEALER MAME: EWERETT M LEWIS THC MALES CODE:»  Fa4039 - F & A OQBENT

- REASOM CUDES: 8771 SYNPTONS . ?lilﬁ .

ORIGIN:CAC — DEMENAL CAC
ACTION:DROSO1— MO ACTION REQUIRED: INFORMATION ONLY ™
COMMENTS
1994 08,23

13.18.07

. OWHER RELATIONS 05/20-1999 MMFAXPRO



sz

S5008TH LEGAL IS3UE CAZE I.Illh “7?9155!!
REOTION: 10 SDR ZONE: 2 ENED: 12/1B,1998
VINs lﬂmﬁlﬁi""lﬂlﬂﬂ ENGINE: & . ﬁLﬂEEﬂl 1271871998
199812713 .
14.00.45 CUSTOMER SAYS: BATE OF FIRE: DEC 17 CUST alln THAT SHE TU
RMED ON THE VEH AMD DRIVE ABGUT 50 YARDS .MITH THE VEM AW TH
E YEH BACK FIRED ﬂm THEM BEBAK INOLING; CUST THEN OOT OUT
AND CALLED THE FIRE BEPARTMENT AND WITHIM § NIN THE VEW WAS
TOTALLY DEMOLISHED FIRE COMPANY SAID THAT THE SOURE OF FIRE
SEEMED TO }E AN _ELECTRICAL leﬂl THAT ‘CANE FE# THE EWGIN

Es CUST SAID THAT ALSO T HAS A oas IN TH
E YEH HHEN SHE WAS DRIVIMG IT tlll'l' HAS hE A CLAIH WITH H
ER INSURANCE COMPANY: VEH I3 CURRENTLY AT FARENTS HOME A
H-IE ;EEHHT!I’E;%I“ M HEEI:EIMI ONE H!H?I'IJ'HIIE
-
D IN THE FIRE CUST AMD 3 ‘I‘EI.I OLD 30W ﬁﬁ JUST IN TIIE
OMER, DEALER 3AY3s  NONE » — THIX 1
RMATIDN HAS JEEM FORMARDED TO THE l'.'ﬂHEllEl llFlIlll IEFI.RTIEII
T FOR REVIEM — A REPRESENTATINE FRON ER AFFAIRS MWILL
FOLLOW UF ON YOUR CLAIN = WO TIME FRAME AVAILARLE ~ IF YIN

HAVE HOV ALREADY CONTACTED YOUR IRV CARRIER TD REPORT
THE CONCERM, PFLEAS FERENCE CASE ID: 74

1998./12/31 . LR
19.36.24 WOWLPA CONNENT S
HESSAGE LEFT KITH mAX> REQUESTING MANCY HEATY To RECONTACT
MARE AND PHONE NUMRER PROVIDED FOR |

-

19990104 ?’f.-’
12.08 .56 =mmlPA COMMENT SN .~
SALES MoR.-PHIL cORNELL CONTACTED LPA AH# IEQI.I'ESTEII THAT
FORD TMSPECT THE BURHED YEHICLE. HE A D¥ISED THAT THE
¥ URARCE CD. HAD BEEH um THEY HAYE

CUSTOMER'S INZ Tﬁ:n

FILED AND PAID THE CLAIM OF THIS YEHICLE. - CUSTONER HAS
PICKED OUT A 55 MIMDSTAR BUT MILL MOT TAKE UNLESS THEY
m WHAT CAUSED THE FIRE IN THEIR §7 l-fI Hg'l'

PEII SR. LPA/ANDREM CHAROT THE CUSTOMER®S IHM!
M4 THE OWHMER OF THIS VENICLE AND THEY mp HEED TO EHT.I.CT

THEM FOR THE CAUSE OF THE FIRE.

1999,01714 ."
16.11,88 ®OLFA COMMENT S
CUSTOMER

MO LONOER OMWS VEHIGCLE. MO rumr,i.‘ ACTION REYUIRED
BY COMSINGER AFFAIRS. 37

1999-02r12
0x.0%.Xx2

DHNER RELATIONS 09-,20°19%9 HHFAXPRO



BEQINNING OF COMNTALT

/2071999 MASTER DHHER RELATIONS SYSTEM IIY 16.53.40

:ﬂ'#l'#ti“ﬂﬂﬂ-IIII-IlII=_==-===II-I:I:l!:l::-:l::l:sl‘------'---.-.------l-'--ﬂ“-

SA0ATH LEGAL ISSUE CASE’ I.!Ih 1577945528

REGION: 10 SDR ZONE: D3 . OPENED: 1251371998

VIN: ' 2PMBAS14LVIDDSAZ? ENGINE. 4 : CLUSED: 127181998

iﬂ'"l'i'llmIII!====iﬂﬂiistll!I=I=mlllttii-npnunnlI--:Ilnlll-lI“-I
AST HANE. HOUY STATUS: CLOAED

TITI.E- M5 FIRST WAME: RANCY- - NI.

ADDRESS ALGER RD RD 42 .

LITY: ARKPUORT STATE- Ny . ZIP: 14807

HOME PHOME. &R7-Z959B64
FODEL YEAR 1977

: NODEL « NINDSTAR 0L MABON ZMD

MILEAGE: 3gnon S
DEALER MAME: MHWEAT=-HFER FLM OF DA SALFS m: Fa40&d - P& A:r BOSES
IIE.I.SI.'II mEs- uﬂu!lm. SYWPTOMS: - 704145 .
mmu-n:nlu— ND Acr:nu II.EIUIIIE.IIJ INFORMATION ONLY ' ‘“-*,'-'-
COMMNENT S
199812718

16.08.%5

OMMER RELATIONS : 1972071999 RMFAXRRA
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29 20-199% MASTER OWHER RELATIONS SYSTEM III 16.55.458

ANl ST AN NI AN EE I RN IS NI E AL EEEEd XY RN L ICIIC I XA NANE EEE N

E512AH LEOAL ISSUE CASE MI 052890139

Hmﬂﬂl 13 NEH_YORX ZONE : l'l .: DOPENER: DB-/1671999
M 2FMFAS mm‘ﬂ ENOINE: & CLO3ED: 8Bs1971999

-1-----------:---::--::-l::.::---u-:-:::-:-sn--n-.-.-q-ﬂ-----:ltul----:l::
1999708419
0a,.52.47 LFA FAXED FIRE DESCRIFTION TOD EAA,

19980907
12.56 .44 EAA FANED INVESTIGATION REPORYT OM E-/19-99 AND MAILED PHOTOS
TO LFA_ INVESTIGATION REFORT INDICATED THAT.EAA WAS MOT ABLE
Tﬂ "I'EHII"'I‘ A MANOFACTURER DEFECT WHICH M Iﬂ! HAVE CAUSED THE

l.l'l. ﬂIG ml N 5720799 - LPA MISEg mi'rm THAT ERA

INSFECTION OF THE VEHMICLE DID NOT VERIFY FACTURER
DEFFCT WHICH MIOHT HAVE CAUSER THE FIRE. Od THI3
FLNDIMNO, FH:MENHITI!IIH'IH' HAS
REFERRED TO CONTACT WIS INIURANCE COMP MOSSIBMLE
A3SSISTANCE. Iﬂm CONFANYT HAS THE % *F0 FILE A
SUREDGATION CLAIM AGATNST FMC IF THEY E- T PIRSIUE THE
MATTER. LPFA Hll.’l..ﬂ LETTER TO CUSTOMFR AMND oF LETTER TO

DEALER TO ADVISE OF SAME. MO FIRTHER ACTION REQUIRED ¥Y CA.
i

OWMHER RELATIONS : 99-20-,1999 MMFAXPRG



0%-20- 1999 MASTER OWNER RELATIOMI 37VSTEN III If.33.40
N REILEEIEILEINA RSN ST NI ST e A AN VSIS NN AN U S S ER XA IS I IS
SS1L2AH LEGAL ISSUE CAAE “ll 52091594

REGILM: 13 NEM YORE ZOMNE: Bl - OPENED: 0B/156719%9
VIN: ZFRFABIGSMRC1ISDAR ENGIME. & CLOSED: DBA-L&s19%9

RN NN TR NN R AN TN NI AR IR AT AN EE XN RS N R
1999707 g

KN4 IF THE IS REPAIRADLE. PER . DEALER
SAYS:  NONE CAC ADVISED: = THIS INFORMA HAS BEEM FORM
AED TO THE COMSUMPR AFFAIRS DEPARTMENT REVIEM - A REP
oo NI AVATLABLE = IF YOU RAVE WOT ALREANY CoM
TACTED YOUR Nc TER TO m » PLEASE
B0 S0 IMFERENCE CASE ID: 75 iy
. 1999-08s18 ek
14.08.12 LPA OBC CUSTORER - CUSTORER IMDICATED THE EYRFE GCCURRED
HHILE HE WAS DEIVIMI THE VEMICLE OM B-16499. HE PULLED OVER
] ATH THE VEMICLE.
MAS NO FEESDMAL INJUKY. THE FI '-.'-'!"“
ACTED AECAUSE THE FIRF MAS PUY OUT A F1
EXTING . ICE . HAS EN, THE VEWICLE
WAS TOWED TO AN THDEPEHDENT BEPAIR FACILITY [N . WY,

I E_COMPARY .
LA ARVISED QUSTOMER THAT ARRANGENENTS MUAT JF MARE TO HAVE
mvmn!mmlmnmmlm OM. LFA HTLL
CONTACT MONROE FORD TO DETERMISE IF CUSTOMER, CAN MAKE
ARRAMOEWENTS TO TOM VEHICLE TD DEALER FOR EAA INSPECTLOM.
LPA WILL RECONTACT CUSTOMER MITH AHITIH!I. INFORMATION .
lPlﬂI:EtlﬂTﬂﬂ.-LHLEFrl-EIIIEFH lmﬂm

16.20.180 H. DEMAR/SVC MGR 'EHTAEI'EII LPA AND IWISEH T T c:u-rrm CAN
HAELE ARRAMOFMIFNTS TO HAWE THE WEHICL E DEALER
FOR EAA IMIPECTIDN.
LFA ﬂll:ﬂlSI‘l:HH = LFA ADNISED CUSTOMER I'.l Mﬂ'.l.l:l' N. DEMAR~
SYC MR TO MAKE ARRAMCEMENTS TO HAVE THE "IEHI'DI-E TOWED TO
THE DEALER FOR EAR INSFECTION. -

. 1999/08/19 3
18.52.87 LFA ORC EAA — EMA ADVISED THAT YEHICLE IH!FH:TIUH HILL
BE COORIIMATED NITH DEALER AND CUSTONER FOR. THE MEEX OF
&1y T

OHHER RELATICHS 032041992 MFAXFRG
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AEGTHNING OF CONTACT

o3/ 28,1999 MASTER OMMER RELATIONS IYSTEM II 16 .25.58
AN RN AR A AN Y NI T AN AR SR AL AR S IS ST I A RN AN
S312AH LEGAL IS3UE CARIE HIHI I52o9nl39a

REGIDN: 13 MEN TORX ZONE: BI OPBEHEIN 0871671997
YIN: 2FMIASLSINBCLS0%0 EMGINE: % CLOSED: /1671999
== ep——t EwrusLEwAw = - mm

LAST MAME: BOLDSTEIN . "~ STATUS» CLOSED
TITLEx . FIRST MAME: HAaIN MIs

ADDRESS 7 MESHER CT

CITY MONSEY STATE NY ZIF: 18952
HOME PHONE: 91&-3714123

MODEL YEAR: 1098 MODEL ; HIIIII!TIII OL HAOON ZHD

MILEAGE 1 20080

DEALER MAMEs u FI.ES FORD INC SALES CODE. PE A IZELE
REASON CODE3S: OF TYMPTONS ﬂ‘l‘-’

ORIOINI(CAC = m

ACTION: IEBERG1l~- RD M:TIﬂl EEQUIRED; INFORMATION :IILT--:-
COMMENTS

199908714

DHNER RELATIOMS 09r20-199% MHFAXNPRG
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SEFENFICIE 5 FEPEIN FEFERCIER 8 300K i SCVENE 3 3 DEDEDENE 3¢ MEDE G 36 3 CHENE 3 NERENENE N R M MECH o6 MICHGHEAEIE 2 06 ICOETE M 26 MEICNENG I T A 0
ATTH OHNER RELATTIONS MANAGER

[T FICEINI S

SALES AND SERYICE CONTACTS
OPFENED IETHEEHlﬂlfllf!! AND 12731793

MODELS 1 CAPRIx
CAUSAL CODES: ALL
SYMPTONS v TOA145 704245 704545

ENGT
PLANT CODE r ALL REOTON: &
CASE TYPES 1+ ALL ¢ ALL mm:u. ‘“‘"

KOTE: EXCLUDES OWNER DIALOOUE

MOTE: INCLUDES U.5. CUSTOMERS CHLY
i ﬁHEI lﬂ.lTIﬂﬂS W!lmm

OG0 T NC N D JE Tt S N DB BNC N E DN e B D00 N D K NN M
=
G

-

H

F
Eﬂl!lﬂ!ﬂHﬂﬂﬂﬂlﬂ!!llﬂﬂlﬂ!l!!]lﬂ!

CONTACT COUNTS BY SORT FIELES

XMODYR  MODEL SYMP_CODE1 SUPL_MICRNRR




ez

#“m'nuwu AND 12/31/9%
MODEL YEARS

MODELS : CAPRI#R

CAUSAL CODES: ALL

SYMFTONS ¢ TOALAS TRAZ4S 704345

DEALERS v ALL

PLART CODE . ALL  REGION, ALL  ORIGIN» ALL
CASE TYPES + ALL ' " A

HOTE: EXCLUDES OMMER BLALOOIE

HOTE: INCLUDES U.S. CUSTOMERS ONLY

K
]
[
)
[
F
»
ii
*
»
F
x
=
]
]
: STATES e ALL
¥
]
)
E
¥
M
[
n
X
»
x
F
=

. OMMER RELATIONS VOF/BENCHWARKT
MEEIOORO MGG X MO RIS K AEREEN M ARG e

CONTACT CIMMTS BY TYPE

LY

-

TOTAL




SEREUES Sl SN ARG R RN N SR M
X ATTH: OMMER RFLATIONS MANARGER

GPENED SETNGEN G302 1357 AND 03/1500808 " VA
MODEL YEARS » 1994 1905 199 .
NODEL v ALL

REASDN CODES: ALL

SYNFTONS v TO§145 To4243 TJa4345

HHERE AZYVEHLINE EQ "VQA'

)
[ ]
!iiﬂﬂ‘ﬂllitﬂﬂiﬁlﬂl!lﬂl!i

B0 RECORDS RETRIEVED

TOTAL




s ZRr1997 BASTER OWNER RELATIONS SYSTEM 1IL 16 .49. 52

E4R2IN LEGAL ISSUE EAEE H!R- 0E2XR02578
REGION: 41 CHICAGO ZOME: BZ .. OMERER> 09141978
YIN: 1FALFBGPISALAS095 ENGINE: P . CLOSER: 10/30-19%8

- RIS ANSAREEnYRappEEIE N EEEEEIICENEENER

1933/10w30
12.45.32 WuLPA DENYING CUSTOMER DUE TO MO FORD PROMCT DEFECT FOUND
EAS SPECTION=2%LPA HROTE & IAL LETTER 10

1
THE CUS .IH]ISEITITHII'H&CCTQTI‘IED L ERacers
12.47.11 H].FA CLOSING CASE AS THERZ WAS MO FIID rmut:r BEFB.".‘T FOUN
D MEING THE [ESPECTION BY EXTENDED 3 HAS DE
TERMINED THAT AN AFTER 'I'I'IE FIIEIII

=MARKET m l
MIETHER ACTION IS IEHIIIEI EEWCASE I3 ED.
ﬂlm TO HIS IKSJRANCE CO,3an L0

1998/11/25 "
14.50.04 }R¥ADIDED MICRD #: 557 0525MM -

Lot 231

DHMER REEATIOHS 99/20/1999  MNFAXFRE
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/20 1R9Y MASTER OWNER RELATIONS SYSTEM 11X la.4%.52
ErsEpyEEsrziiENGEEsanssasdEEEENE NN ARERENEEr T ER R EREREEE L TENEEEAEEERRED L BT T
SERZIN I.EIIAI. TS5UER CAAE HII- OG2ABNZSTE
REGION: &1 CHICAGD E: B2 i OFENED: 0971471998
VEN: lFlLFHFSHIIEDI! EIIBIIIE: r . CLOSED» D9-1471998
l:-“.-jl'-.‘—.l:::=:---i.'ll::=:_zinI:I-:tl-‘l====:'lll:--n-Il‘:lll...mlk!!lll:l'
1998/09-14 e 2
17.21.24 =
CUSTOMER SAYS) 59438 MILES ON THE T S TWO FAGE C
DUNTY CIYY OF NAPERVILLE, IETIHIIIIEII rr LRE: PEFT COMNMANDER
THAT IT WAS DUE TO FPRODCT FAILURE, BT NO ¥ POLIC
E HERE THERE ND REPORT VENICLE HAS IM DFERATION OM A RUAD
DI:I:IIEII: I-II!I IN THE AFTERMOON OH. OAY THE 13TH
CONTACT! HSURANCE COMFANY. THEY B THAT THE DEFE
I:'I' Ill THE H'EIIII:I.E CAIJSED THE FIRE ANR SHOMHLD BE COYERED B3Y T
HE COMPANY THERE MAY lEHEﬂLIBEIII:!I‘rv'H ETHEIIFDRIII-I-I

H THEY DID IHIIIS TO THE TRAMSMI E ENSDR, RADIATOR
AND ATR CﬂﬂITIDHIHB SENZOR 'I'IIE "d‘EI'IIl: AT FACKEY WED
B FORD RIGHT MM CUSTOMER, PEALER Sq CM.L TI'IE INSH
RANCE IT HAS HDTI'IIIIB TQ nn HHITH I.IS CAC a
R AFFAIR NILL BE FORWMARDING TR THE
SERVICE PLAN DEFARTHMENT Fﬂl mm 'ﬂﬂl FRAME 13 l’l
AILABLE — IF YOU HAVE MOT A Acsm R_INMRANCE
mupmmlm FIMWE;IHFMEHEI
' Tk

1998709716 - L

148 25 29 wxNlPA MARE DBEC TO CUSTOMER'S HORK HI.IHII:I ﬂ OMLY A FAK® HI.S
FII.WIIIED IN CUSTOMER INFORMATION IH H!BISIII; . FOUND WORE ¥

M WORSIT DATABASE .xxkLPFA LEFT A MESSAD m‘l YOICE

MAIL AND LFFT MUNAER FOR CUSTODNER TO B.I.LI. l,,[a GO

1%,.39.45 wNCLPA MADE OBC TO DEALER AND SPOKE W/ ﬁm FLOMERS, SERY-
ICE MAMAGERN=:CUSTOMER BROUGHT WEHICLE I THE EII.EI ﬂl
9-15-95, I5 A LEASE ¥/ 59,466 MILES—ESPF Xd3.READY YD EXP
suA LOT OF AFTER-MARKEY EQUIFPMENT OH THE :Lms‘l'm
15 SFEKIME TO HAVE THE VEMICLE REFAINED

15.65. 93 oL PA RECEIVED INBOUND CALL FROM CIJ!'I'HIE!m EN Iﬂl-pm
CUSTONFE: 80 INJURIES. WO MEDICAL ATTENT SOUEGHT . MuhiAS
DRIVING DOMM THE FREBMAY AND YSHICLE CAUGHY. PIRE AND BLEM UP

HAVE CONTACTED INSUNANCE CD AND HAS REF YD FORD BUE TO
IT BEING A Hm'llﬂll:.ll. DEFECT THAT CAUSED FIRE. CUSTOMER
HAS A PEPMIUMGLARD E5F FOR RCL.m=SHANTS EI A EEFLACEMENT

VEHICLE, HIS 'H'EI'IIEI.E ltE"lIm Ok OUT OF HIS LEASE. HAS BEEN
IN CONTACT WITH HI1S ATTMETI!IIHSURAHEE GO-I5 MERCURY INS.
=CUSTOMNER HAD SﬂiE MECHANICAL WORK DONE TO YHE VEMICLE X, 800
MILES PRIOR TO THE FIRE, WORK WAS PEEFHHE.H MY THE DEALER.W

THE FIRE DEPT FEELS THE FIRE STARTED HWE 'IIIE COMDENSOREM

1995r10-02
I11.81.59 CUSTOMER SAYS:» SXIMAGED LETTER DATED 9=14 =38 ADDED TO CONT
ACTEM HARD COPY OIVEN TO LFA. PER CUS * “DEALER SAYS:

- l.a.-
.

OKHER RELATIONS 0920/ 999 H!Fﬁ:lfﬂ



PEGINNING OF CONTACT
/20199

MASTER DHWNER RELATIDNZ SYATEM I]1 1k.89.52

I CEEN ISR NN AN AL R NN N AN R AT R AL E R Ty LA
ElLJE LESAL ISSUE CASE NBR» O5ZENN257E
REGION: %1 CHICAGD 20ME: B2 - = DIFEMED 0941441990
VIM: IFALPBAPESALESOS9S EMGINE, P . CLOSED: 0%r14-19%8
P LT T S M P e P S T PR L PR L T e T T e
LAST NAME. HORER JC 3TATUS» CLOSER
TITLE: G FIRST NAME: .JOHNM . . MI» F
ADDRESS » 1434 LARRSPUR CT
CITYs ROMEOVILLE 3TATE: IL Fan ] & DARE
HOME PHOME:  815-3722D55
ﬁf&ﬂ:ml 1995 " MODEL » TAURUZ SHO DR SEDAN

5 z
DEALER NAME: PACKEY WERR FORD SALES CODEr FA1082 - F B A 01676

CODES: 7y SYNPTOMS TRAL4N

REASDN
DRIGIN,CAC  ~ BENERAL CAC . .
ACTION :DROB01~ MO ACTION RENIIRED: INFORMATION ONLY '::

COMMENT S
1598799714
1 24

DWHMER RELATIONS 032071993 MUFAXTER
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SEDENFIAFAIOE N M N PP N 0 3 NSNS I 35 DTS 30 ACMETENEE N ICHE S 2 25 36 D EAEIEME D DEDEACACHIEDEAETE I Y o AEO i a
ATTH: OMMER RELATIONT WAMAGER

OPERED BETHEEW 85/0271997 AND U9/15/1939
MOBEL YEARS : 1993 1996 1095

MODEL 1 P54
REASON CODES: ALL
SYMFTOMS 1 TOR145 TO4245 7345

MUK K T N I OE NG I % RGN BE DK K X
Y

DWHER RELATIONS
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DHMER RELATI. - O320r1999 HMMFAXFRG



Wlﬂlﬂm.!mllmmm
ATTH: DHNER RELATIDNS MANAOER

CPFENED BETHEEN 09-02719%F AMD INI!‘#:!H =
MODEL YEARS : 1993 19494 19585

MOLEL 1 P3G

REASOM CODES. ALL

SYMPTOMS 1 TOR163 704245 TD5345

4

EEEKEEFEFEFEXEENEKXKEKNKE X
KEERNEEXENAIEEEARXEEREXE FX

OHNER RELATIONS
FEIEKICIENE NN I PR N I PRER W AER K W ADEES BN N

CONTACT COMUNTS BY TYPE

[ ]
M
-

LEGAL TOTAL

SOMT SEQUENCE: CDEFAULT AMD FIMAL IS CASE NUMBER)
: 5.

NI =
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IEBIIIHIIH OF CONTACT

/2099 MASTER DFMER REL!-TII.'IHS SYSTEM II 19.21 .95
FEEERNEFEEELLEICEC_ITENFEETEENEEENE i L
TOZO0RH LEGAL COMTACT ¥YEH TYPE: CAR
HFH YORK 1 ZR/TR: J1 CONTACT NIR: 1“5525‘1 OPEMED: B85728719%7
YIN: IFALPSGPLAAYG962Y EWNGIHE: P CLOSER: 8572871997
:'I---—----..-u-..::::.:=l'.--'-""--'---_-.--‘--m.-'--'.
LAST MAME: LEE .- STATIES« CLOSED
TITLE! MR FIRST WAME: JOHMN NI
ADDRESS 187 HICEORY ROAD
cITY STAMFORD STATE: cT ) ZIPR: 1147 F
HOME PHDKE: 212-5593-3501 B, PHIRE: 212-448-3501
MODEL YERR« 93 MOBEL: TAURUS
MILEARGE » 2255 5P .
DEALER RAME: PARK AYENVE FORD SALES CODEY 113143 FE A DETRS
CAUSAL CORE4 arzl SYHFTOMS: ?1414!
EIEIJ':IH.I: 1] TRANS REOIOM: 1% THII DATE:

REFL
CAIE TYPE~ 2-HITHIN YEHICLE WARRANTY MEANS l'.‘ﬂ.IEl A=LOL INVEST-FRODD LIABRILITY
ATTY NAME: ATTY REMG: -
CLAIM AMT» 1] AMARD AMT: ; 0

MICRO: 5830434

COMAENTS «
IFITIWH
cusn'lﬂ HAY FIRE- ALLEGES POMER STEERING LEAY HAS ME
CUSTOMER SEFKIN

= REPAIR BY FH:— .

S#ITHIS I3 .THE CLOSING CONMENT

COMTACTED S5M- JOWM CENTANMI- VEHICLE 15 AT DLR= Hllﬁ EERING LINE IS BROKEM
AME LAYING OM COMVERTOR- CUSTOMER SAYS ME HAS HI\' Iﬂi LIIS'I.' FOMER STEERINQ
HUT CONTIMUED TO DRIVE FOR & COLPLE OF HII..E. UIn CAUGHY FIRE AN
Em uFIT=El COMPONMENTS— SM FEELS MOST m w WITIHI.IEH DRIVING LMD
HS‘III!.I!‘.‘E HAS Hu"ﬁ REPAIE- SAYS THEY MILL SI.IIIIMTE

1997,08/28 Y _-
ADDED MICRD ) |

DWMER RELATIDNS WOP/BEMCHWARKING B$/20/99 FAXLOLTG
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EEEIEN SN O I FEDENE I 2606 06 W 2 SEDEET IV MEREDE I FE U ACTERIOEIE S SNEAEDCNE 3 38 36 5 M DE0E S 0 SUOCHOOENG % 0N DL 26 10 006 JE I 308
% ATTH: OWMER RELATIONS MAHAGER
]

TEAL FASSINILES

L
SALES ARD SERVICE CONTACTS
OPENED BETHWEEM D1-/01738 AME 12-51/58
MODEL YEARS « PR 5
VYEHICLES : PBG
CAUSAL CODESs ALL
SYHPYORS ¢ TOA1468 FO4245 TD4AN4S
STATES : ALL
ALL
ENGINE CODES: AlLL

FLANT CDRE « ALL RESION: ALL  ORIOYH« ALL
CASE TYPEE .« ALL -

BOVE: EXCLUNES OMHEE RIALOGUE

NOTEs INCLUDES UJ.S. CUSTOMERS ONLY
GHNER RELATIONS VOP-BENCHMARKING
-3 HEHE T o ctTt-otst 3 15 -3 1t11

NI S e NN NI G N
g
E
uﬂﬂﬂﬂ*KHI!I!’!!IIK!H!Illlﬂﬂ'ﬂtﬂ

I "
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OMMER RELATIONS WOP/RENCHNARKING 0972099 FAXLOLTO
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SEREIN MIEIEIEIEDEI 3 2 FE-I ACIERE HLOE IR GBI A A BENERG 6 I
X ATTH: OHMER RELATIONS MANAGER

TEGAL FACEINITES

OPENED RETHEEW 41/ ELPS AMD 12/51/98
MODEL YEARS : F R 5

VEHICLES + F3n

CAUSAL CODES. ALL

SYNETOMS 1 704145 To524% TRa3qs
ALL REGION: ALL ORIGIN: ALL

NOUYE: EXCLUDES DHMER DIALOGUE

MOTE: INCLUDES ¥.5. CUSTDMERS OMLY
OMMER RELATIONS "n‘ﬂrfl!ﬂ:mm

O 00 N e O e N e DN
L
=
o
-
~
-
EEEREER L RS L EAEE R P Lt

INDENERERREIEN I SOCHEN 6 AN P I 3 AN MG IENE DEVERE I N TENEDEDE JEDG S SENEEENEME NUSECDENER 3F AF YE CCHENE o

BT
.-

CONTACT COUNTS Y 3ORT FIELDS

XMOPYR MOBEL SYMP_CODEL  SUPL_MICENBR )
55 TAURYS TO414S -1
TOTAL i 1 ’

SORT SERQUEMCE.: (DEFAULT AND FIMAL IS5 CONTACT NUMBER)

« 3T XMODYR BY MODEL " -
5. BY SYMP_CODEL ¥ SUPL_MICRNBR
7. '
9.

mopr




. ——————— B —l.. [
' . . .
.

OHNER RELATIA.. YOP/BENCHMARKING #9/20/99 FAXLOLYY




mmmnmnmmmm

¥ ATTH: OWBER EFLATIONS MAHAGER :
F
* CERAT FACSINILES B
& X
[ [
F SALES AMD SERVICE CONTACTS ]
] DPENED BETHMEEW llfﬂl/!& AHD 12/31/%8 x
: MODEL YEARS : PR 5 :
] VEHICLES 1 P3G :
]
: CAUSAL CODES: ALL :
} SYMPFTOMS 1 TOS165 TO4265 TO&345 :
® STATES 1 ALL »
» DEALERS v ALL ]
K EMOINE CODES. ALL =
n FLANT CODE = ALL REGIOM: ALL  ORIGINs ALL X
: CASE TYPES « ALL . :
[ L ]
L u
: NOTE: EXCLUDES OMMER DIALDGUE :
» %
x =
: HOTE: INCLUDES U.5. CUSTOMERS OWLY :
» DHMER RELATIONS VOFBENCHMAREING K
RN MR SENE JERER DM Ao IR 2 2

CONTACT COUNTS BY TYPE

LEGAL TOTAL
1 1

SﬂRT SEQUENCE. (DEFAULT AND FINAL I3 CDHT.I.ET KLMRER)
FY XMOBYR . Y M0
J Y SYNP_LDDEL l‘l" E-I.I.FI._,HImlI'. -

?I
g,

-"-'I -IIN-




rZ0r159n MASTER DWNERE RELATIONS 3YSTEM 11X 16.34.%2

I CENEN NN PPN EE Y EE SRR D I I I 0
S6B2JN LEGAL ISSUE HSE M}R. OS8A930579
REQIONM, 57 CINCIHMATY ZONE: El OPENED: 02-24-1999
VIN: JPMEULISHNERLBAGESE  EMOTME. W % CLOSED: 05/1271998
s:---"---------------I!-I--m----'----l---ln-------.I- Euammn
1999704712

09.59.17 ESP WG FOR A SECOND TIME TODAY ANHD HIH. IEH EST SOMEONE CALL

THE WSTm (O THE FAX COVER SHEET) .k 2 m ACTION=®

18.01.43 ;il.l'ﬂ. SENT THE CUSTOMER'S INFORMATION Fﬂ SECOND TIMEs=s

ENT TO JEIHI TIHH.E MIWNI SAHDY HERMAN ¥ ESPF HQ;- FMEEIH
ILE HUMRER {313 JYe—SAE4EEND FIR‘I'HEI II:TID!I HILL B

TAKEN BY GHSIHI I.FFIIHH e

DHMER RELATIONS 0/20-1999 MMFAXPRQ




09-20-199% MASTER OWHER EELATIONS SYSTEM II 14 .33 32
AEEAEEEAAEITTENEAEEASEEEE INUENSENAEEZEEENERYAIEISINENEREEIZ I NENNEREE= LN WY
S46EZJR LEGAL ISSME CASE NBR» D5RE88U5TY

REGION: &7 CIHCINNATI ZONE: E1 - CPEMED: W2-26-1909
YIK: 1PMEULENSRLDGOES54  ENGINE: W - CLOSED: D2/26/1999
EEETEREETRsAREECEENENEAss ISR AN L e A SN NN E N A XN
1999702/ 26 L

15.18.%2

CUSTOHER SAYS: CAR DURNT IN AUGUST UNATTENDED _ - WANTS T
O KMOM IF THERE 1S A RECALL DK VEH - FIRE DEPT glll[

CAC SED:. -+ 'CON
TMFORMATION TD THE EXT SERVICE

PLAN DEFARTMENT FUR MAMDLING - MO TIME FRARE IS5 AVAILARLE
= IF YOl HAVE WOT ALREADY CONTACTED YOUR -INSURAMCE CARRER T
0 REFOKT THE CONCERN, M LE} CASE I &50&

1999/83701 Lt

14.13.1% NMLFA MADE OBC TO THE CUSTOMER AND INQUIRED ABGUT THE FIREX
——ND INJURIES; THE INSURAMCE CO. I3 DEMYING THE CLAIM...LPA
IHRUIRED AMOUT THE EXTENTED SERVICE PLAN .CESP), CUSTOMER
CLAIMS HE 1% SUPPGIED TO HAVE AN ESP BUT CANMOT GET AH AMS~
WER FROM THE DFALERSHIP. LPA RESEARCHED THESVIN AND FOUND
THAT THE CUSTOMER HAS A USED 24726 BAS "ESP AND THERE
ARE MO RECALLS/DHPS DM THE YEHICLE AT ALL AT/THIS TIME=s

15.58.08 ®ALPA MET HITH TEAM LEADER (LBLACK) AND HAVE DETERMINED THAT
THE CUSTOMER SHOULD BE REFERRED TD ESM TO HAVING A WA
LID ESP AND THERE ARE WO OPEM RECALL ; THE YEHECLE. u¥
LPA FORMARDED THE IHFORMATION TO ESF HQ “! 5 ACSTHI L B

15.55.44 ELPA MADE ONC TO THE CUSTOMER AMB INFORMER'MIN THAT HIS IKF
ORMATION HAS BEING FORMARDED TO THE ESP HR:AND THAT OUR DEPA
RTMENT PROFDSES MO FURTHER ACTION.¥NLPA AL30. WROTE & CLOSING
LETTER TG THE CUSTOMER AND CLOSER THE FILEWSNO FURTHER ACT-
ION IS5 REQUIREDSXFINAL CASE DISPOSITIONEX. ™

1999704712
09.56.04 EMADDIND WICRO DOCUMENT #: 5780778Mxx

09.59,17 AxLPA MADE OBC TO THE CUSTOMER TO IMQUIRE ABOUT ESP HQ ROT
MAKING CONTACT WITH HIMxCUSTOMER STATED HO ONE FROM ESF HAS
CALLED. LPA INFORMED THE CUSTOMER THAT HIS-THFORMATION HAS
SENT DN MARCH 1, 1999 ¥IA FACSIMILE WITH CONFIKMATION REPORTY
RECEIVEDMXLPA STATED THE INFORMATION WILL: BE-FAXED OVER TO

OHNER RELATIONS 29/2071999  WAFAXPRO, -




iz

L ]
. Hal = e I L i

BEGINHING OF CONTACT

19s20/199% m“ OMWER RELATIONS SYSTEM 111 ié.38.32
suws anmEwe =FT T T T el st
GEE2JR LEGAL 1ISSUE CASE WBR: DSBASEOSTS
REGIDN: 47 CINCIMMATI ZDNE' E1 L DFENED» 1272471999
YIN: 1FMEVISHSELESMES4 EHGINE: MW CLDSED: B2/ 2671999
R R T R R TN Y N RN S EN S TR I NI ES NI RS NN EFSNNTSCN
LAST NAME: BORRY T STATUS» CLOSED
TITLE: MR FIRST HAME:. GEORAGE MI.
ADBRESS . 1501 W HIGHWAY =0 r -
CITY+ SOMERSET STATE: KY ZIP: 42503
MUOME FHOMNE. s06=-5130E28 '
EEELEIGEIHE. 1994 1 MODEL « ulso llﬂﬂm NAGDM
[ .
DERLER MAME: ALTON DLAKLEY FORD SALES CODE: PFATELS " & A DSTSY
mESI .T“ SYNPTIMS 1“1“

I.E'I' Iﬂll‘lﬂﬂﬂl- Iﬂ I-ETIH REQUIRED; INFORMATIONM I:IHI.‘.I'
COMMENTS

1999/02/24
15.18.42

DWHER RELATIONS 09/29/199% MMFAXFRO
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mnmummlmnnllﬂmﬂmmu
i ATTH: OMMER RELATIONS MANAGER

m

OPEMED BEYMEEN D53/02-1997 AND I!c"l?lli!?
HOREL YEARS « 1993 1994 1935 1994

MOREL v ALL

REASON CODES« ALE

SYNPTOMNS « THGASE FOSZ45 FORI45S
HHERE AZSVEHLINME EQ *TBL'

"
I e N W W MO O W MW N

ﬂﬂ RELATIONS




DWMER RELATILA3 09/20-1999 MHFAXFRG




(

L1

AN NCCMFACRE SEDE MR I 3 AEDEIEDE T 5. MR 2
ATTN: DWMER RELATIONS MANAGER

OPENED. SETHEEN, 1S/02/1357 AMD U3/15/1959 '
YEARS « 1995 1994 1995 199%%

MODEL ¢ ALL

REASON CODES: ALL

STHRTOMS 1 TO8145 704245 704345
WHERE AZ2SVEHLIME EQ 'THl*

F

OHNNER BELATIONS
S M S 5 A NS M DD 5 36 N DR 6 5 2 I O DD oL v

CONTACT COUNTS BY TYPE

LEGAL TOTAL

E SORT SEQUENCE: (DEFAULT AND FIMAL IS CASE MUMHER)

L
LI B )
Fﬁ-hﬂ




Tizz

m!mnmm:!mlmuumummnumumm;unmn
X ATTH: DMMER RELATIONS MAMAGER

TESAL FRESTRITES

ﬂl.ﬂ AND SERVICE CONTACT
ED BETMEEM uu’lﬁ'i AIII 12731798
YEARS « FR 3
MODEL S v ARONCO
CAUSAL CDDES: ALL

JYWPTOMS 1 TDH1AS 704245 THu343

STATES ' ALL

DEALERS 1 ALL

BLANT COBE + ALL  REGION: ALL  ORIOIN: ALL
[ 3

CASE TYPES . ALL ’ ks

MOTE: EXCLUDES DHNER DIALOGUE

NOTE: INCLUDES 1.5. CUSTOMERS ONLY

OMNER RELATIONS Wllmlﬂ IIE
RN DA M M RN SN NS I D SPRE




i
19r2rae MASTER OWMER RELATIONS iI 19.15.32
Ill-------lll----i-l-:---.l---:rlﬂlll-'li---ﬂ:“l' '.j.‘..:::lIII.II....:I:I.'.‘I
1071eM LEGAL LCONTACT EM TYPE: TRUCK
CHICAGO &1 INTR: 2 CONTALT HII- lﬂiiﬁilll nr:m- 121371995
¥IM TFMULSHISLASE M ENGIN LOSERY 1271871995

R NN FE IR AN AR E AR RS LS AR EYE -=_=III l!ll 'F'.".IIIIIII.I‘."':II

1995712/14

NXMADDODmN
CONTACTED CUSTOMER TO FIND OUT THE EXTEND OF THE PHII'ERT‘I’ DAMAGE .
CUSTOMER SAYS.

HAT SOMECME IS COMIND OUY TODAY TO INSPECT FOR TIMAYE.
l.lTlHISB CUSTOMER &u E"

= TO CALL NE BACK WITH THE INFORMATIOK FOR FURTHER IE\'IEI OF CONCERNM.
1995/12/18

Tﬂli I5 THE CLOSING COMMENT '

CONTACT 91043710465 FOR CONTACT RECPENS i
IHFﬂHlTIﬂ FORMARDED TQ OOC FOR HAMDLING DUE TD I.'ﬂ‘- !I.I.ﬂll IN FROFERTY

DWHER RELATIONS VOP/BERCHMARKING U9/20/99 FAXLOLTG
f




. ——rr————————

IHIHHIIIE OF CONTACT

MASTER OMMER RELATTONS 3YSTEM 1T 19.15.32
=====¥-.t--...l-"""==-=========-=-=======I-==="l-=.-.--=='=='===‘“l==l‘iﬁ--
18T1EN LEGAL CONTALCT YEH TYPE: TRUCK
CHICALD 5l TR« 2 CONTACT WER: 111-535“51 OPERED: 12/1571995
VIl 1FMEF] SHISLASERS] ENGIMNE: H CLOSED: 1271071995
====--=-.“-‘-..'==ﬂl=======l=:I:========='."""II'.I."I'I‘""’.'“--'E-III
LAST HAME: HILY r_ STATUS, CLOSED
TITLE: M FEIRST NAME: JEFF - - HIx
ADDRESS 105 5 RIVER RD
CITY NAFERVIELE STATE» IL ZIP 05450
HmE PHOME » TOE-7Ta—E&T6 BIS. PHOME: TOB—-35Y-1%78

L YEAR: 5 MODEL BRONCO .
HII.EAEE- S90a L= .
DEALER WAME: JDE COTTON FORD INC SALES COBE: 14109 P L A: D154
CAUSAL CORE: 82 SYNPTONS » 75411 -
E%Ilﬁigh (=] TEANS REGTON. = TRANS DATE.
1 s _
CASE TYPE: 4-FIRES - FUEL FED MEANS COBEs A-LGlL JMVEST-PROD LIABILITY
ATTY HAME:« ATTY MBEMO: i
CLAIN AMT. g AMARD AMT: a
MICRO,
1998712718
cl ZAY 5
- THIS MORNING €12-13) FIRE MAS CALLED IN EIRLT THII NORNING
- 'S WEMICLE WAS SITTING TH THE m 'H.IHES STAKTEP UNDER THE
OF VEMICLE (VEHMICLE MAS oFF)

TURNED
= LAST TIME IT WAS DRIVEN MAS THE NIGHT PRIOR m ll |
- THERE WA A .I.E'II'REE PROPERTY BAMABE
= FIRE AND PFOLICE IIEI'HT HEIE FILED - 3557956 IS Tl'll fIIIE REPORT WMAER
- CUSTOMER HA3 NOTIFI INSURANCE LOMPANY :
; SCOTT HAGEMANA I3 TI'IE II’IE!TIHITIII AT THE FIRE IE'A[[H!]IT
CUSTOMER ADDS»
- muEEH! SOMETHINE TD DRIVE AMD ROULD LIKE FMC Tq rm HIN WITH A RENTAL

CAC ABVISED:
= CAC CAMNOT AUTHORTZE A RENTAL VEMICLE
= HILL FORMARE THE INFORMATION TO THE IFFWTF.EE!'HEL FOR REVIEM AMD

-r‘.
133

A COMPANY REPRESENTATIVE HILL BE CONTALTI
- ﬂl“‘l’ PROVIBE SPECIFIC TIHE FRAME FOR CONTALT

I:!.ISTMEI WOULR LIKE SOMEONE TO CONTACT HIM TODAY
C.I.I: AIVISED: CANNOT OUARANTEE THAT SOMEUNE WILL BE I:UHTM:'IIIG HIM TODAY

DHMER RELATIONS YOP/DENCHMARKING D9/Z049% FAXLGLTG




wrz

DEGINNING OF CONTACT
s

MASTER DHMNER RELATIONS SYSTEM IT 19.15.52
========"====‘===-='l=.‘-‘IIII'-I--IIIIIIll...llllla----"-‘-.-'..'..::‘::::::
-H!iEE LEGAL CONTACY .o ¥EH TYPE: TRUCK
DRLAN 2% FH-TRe AR CONTACT NRAK) llllili'll-! ﬂFEIIEh 0F-01-51997
¥IN. 1AEULSHIRL BAA22Y ENGINE: H CLOSED: 07/93,1997
-:---nI---I----IFI-IlI-lII—!Illl!!!IlttﬂiﬂIih-..---:qn:-:I:II:::Iﬂ-----:-"-
LAST NHAME: CITY OF MIAML BEACH T 5-TlTl.I5| CLDSED
. TITLE:x FIRST RAME: 4

ADBRESS : 148 MACARTHUR CAUSEMAT ot

CITY MIAMI BEACH STATE: FL ZIP, 15139
HORE PHONE: 505673-7543 BUS. PHOME: J05—673-7645

WODEL YEAR: 9% MODEL 1 BRONCO

MILERGE . 20000 N5 ©

DEALER HAME: SUNSHINE FORD SALES CODE: 124D8% - F kA 043503
CAUSAL CODE: #8709 D7F2& SYNPTOMS » 7851

'IFHBEI!II"I. TRANS RESIDH: 248 © - TRANS DATE:

F] i . .

CASE TYPE: GA-FIRES - ELECTRICAL MEAMS COBE: A-1GL INVEST-PROD LIABILITY
ATTY MAME: ATTY HEMD: '
CLAIN AMT: ' a ANARD AMT .

1
MICRO: 30&23%2

COMMENTS .
19r,00 /D]

ESR FLEET FAX IEC!I\'HI 6727797 BY COMSUMER lFF-lIIS I!l

KEK MAVIS: PROGRAM ahd

=FORD CVD CONTACT : JAMES I-HIEH. 79123

—CUSTOMER CONTACT) BREN TERP
-EJ!BM—UEHELEHSIIIHEHITH!EM:HMITHMHTFIH EHTH.EI'MD
~THE EEACH PATROL OFFICERS WERE IN THE VEMICLE, IUY HE NOT IKJURED
"l'l:l.l I3 DN THEIE PREMISES ELEE

Ellm mns CLEGAL ANALYSTY ADVISEM )

—ACKNOMLEDGFR RECEIFT WLTN JIM SEMLEM T

~SPOEE TO ﬂﬂl TERPAK

-HILLSHIH&WIIHFEGT- HITHEIEHLHHILLIEWEITUMHJI

NI I NG
1955/67788 - s
SAUTHIS IS THE CLOIIMA COMMENT
LPA FORMARDES £AA RESULTS & PHOTOS TO CVO (DARRTM zug.:r.w.lmu SEMKEN} FOR

- 1997,01/11
ARD

MICEA
IEEI;F{':;FI!! UNENOMN-CUSTONER HAS IEE DIRECYED 1) HIS/HER TMSURANCE co.
VIA PHONECJIN SEECEW) AMD CUSTOMER L ]:II

DWNER REIATIGNS VOP/DENCHMARKIMNG #9/20-.99 FAXLSLYE
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Q8- 2899 MASTER OWHEE RELATIONS SYITEM II 1%,.15.52
l:‘li"'--'l“..l-."..-I=-:-.‘-I'-‘=.-.‘===-II=II=I=—==I==IIIII".!'I.II“‘I“"I;
SDE5RY LEBAL COHTACT Et TYPE: TRUCK
MER YTORK 153  IN/TR: CONTALT HDR: lﬂﬁﬁlﬁﬂ D.FEIEIII 7-19-1995
VIK: 1FHE“15IHIII.H51?T ENQINE CLOSED: 0Ar22r1995
EEFEEFEEEENETEAEEEESEEEE iy l:IiIlIIII‘I-I!ﬂ“I'III-l-I----I-I.I--
1995/ 08/12 C

EMADDCCoe N

CUSTOMERS ATTORKEY I3 CALLING ON HIS DEMALF.

X
1m’gylﬂlzﬂ OF COMSUMERS AFFAIR ADDRESS AND FAX.
Ilmn E‘:‘ FAX DATED 8-3/95, RECEIVED 8-4s953. ATTORMEY IIEIT!I!TES FIRE COMCERN
FHHIW‘EL"I' DOCUMENTED, ATTORNEY 3EEKS Il!ﬂl.lﬂ'!ﬂﬁ ﬂF Cﬂﬂ FLEASE CONTACT
E ATTORMEY DMLY HITH FURTHER INFORMATI

IJQEIWI!
ER ABDUT THE m:nmermnmrsm:n EVED XY THE LEML
l. ATRS OFFICE FROM THE AVYTORMEY AND IS DATED Iﬂqu
LC HICRO OHLY
1595/08-11
MICRQ ADDET
199500

&2 -

THIS I8 THE CLDRING COMMENT
RD CONTACTED CUST B/21/95. WEHLCLE HILL IE Tm Tﬁ CLQSEST DEALERSHIF AND REF
AIRS HILL BE FERFORNED UNDER MARRANTY. CUSTONER TISFIEI‘ KELL SITUATION AN
D WILL BE HORKING NITH DEALERSHIPF TO RESOLVE TI'IE )

CONTACT CLOJIING AFPROYED '

OX TO LLOSE. HJG
199%/10-16

MICRO ABDED

DMNER EELATIONS VOP/REMNCHMAREIND D3/70s99 FAKLOLTG




99/20,99 MASTER QMMER RELATIONS SYSTEM II 19.15.92
ENFAdddidkEnsanennprwaEN [ L1 | -------...“‘-I------:::::.:::-----.'. [ L F L
J025%T LEGAL CONTACT YEH TYPE: TRUCK
NEW YORK 13 ZWTR., DL CONTACT NIR: 18576853§  OFENED. 87/19/1993
Yil: 1FNEULSHIRLDG5577 ENBIHE: M CLOSED: 08/22/1995
ENEFN RN AEIEENFEEES R SRS FEEENEE -SEII==III-‘_“-‘--’---I=.-!-I A dEmE
1995/07/19

FMA DDC:0MN

CUSTOMER SAYS: '

T—HE 'I"%EE TO KMOW WHEN A REFRESENTATIVE WILL IDEHTI.CT THE CUSTOMER Id REGARDS
-MIS_IMSURAMCE COMPANY INDICATED THAT WE SHOULD BE PROVIDED THE MAME, TITLE
l.lll THE TELEPHONE NIMMER OF THE PERSOM HANDLINQ THE npﬁcm

—COULD lm' PROVIDE A TIME FRAME O THE mz OF THE.PERJONCS) HAKDLING THE
CONCERK RITH THE YERICLE. E.h

1995/07/29 SaF

FILE SEMT TO GRI IN ORDER TOSVHEDULE INSPECTION =

si¢A DI O

[ ]

CUSTOMER SAYS:

= SOMEYWIF CALLED HIM BACK FROM FORB AND HANTS TO KHOH HHAT IS QOING OM
'H'll'l' IS FMC ODING TD DO FMC GOING TO FOR HIM

F!R CUSTOMER, DEALERSHIF SAYS:
; HAS HOT CONTACTED BEALER

CUSTOMER ADRS.
; HE I3 AT WORK 212-716-2230 (AFFICE) ALTERNATIVE # 212‘!1‘—21!6 {LEAVE M55G)

CAC APBVISED:
= INFURMATION HAS BEEN DOCUMENTED AMD MILL BME HWEII IHTﬂ “CONTALT
- %TILI. CANMOT SFECHLATE TEME OR ACTION THAT MILL IE Tﬁlﬂ TG ADDRESS

HIS
F CUSTOMER RECONTACTS LAC lWISEII HiR THAT & FIRE' IHUISTIMTIII MILL COMTACT H

IH HITHIN THE WEEX TQ SCHEDULE AN APPOINTMENT IN ORDER-TO INSPECT \"E'IICI.E. ONC

E THE NYRO HAS IE\"I 'I'HE mm A I'EI'EHHIHTIIH LL IE MADE A5 TO MHAT ALT

I0N, IF ANY, WILL CUSTOMER SHOULD CONTI JORKING MITH HE3 INSURANC

Enmm ARY WHILE IWESTI“TIH I5 DOING ON. L

CUSTOMER 3AYS: .

EEIIHEUHE FROM FORD CONTACTED HIM

LUSTOMER SEEES:
=AY MEN INFD

]

CAC ABVISED:

=FER FREVIOUS m. FIRE IH'A‘HTIGATIII WitL BE ¢ I-'IHHCTIHE 'I‘IIIEII IR ABOUT
hﬁhwm SHOULD Co E HORKING WITH I UIIEE DURING

1995/47/26
5 CUSTOMER WAS CONTACTED MY GRI IN DRDER TO EET g IIISFB:TIIH OF VEMICLE. CUSTOM
ER !EFIBES TO ALLON THIS UNTIL HE COMSULTS WITW HII .ﬁmE\'

OHHER DELATIONS VOP/REMCHMARKIHG 049-20-39 F'MLELTQ




E-EHI“IHG OF CONTACT

MASTER OMNER RELATIONS SYSTEM II 19.15.52
lll-IIlilll---l---l==I=3‘1-----::IlI.In::::.-:::::::-.---;::_:_::.:::::|:-'.-
SIIHIT LEG.lL CONTACT VEH TYPE: TRUCK

EN YORK IN/TR CONTACT NBER: lnsﬁlﬂl OFENED I'I'HI!IHH
I"IH: IFHEHISH!II.HEH? EMGINE: H CLOSED: 03r22r1995
II--“-SI-'-'I==-l=I'!IIIII=I===I!===i-‘IIII‘IIiIIII:::-:I‘II!;:I-::-:I--::::::::-tll
ﬂﬂ!m- %lluﬁu FIRST ALTE o i}m‘us- fl:l.ﬂ!l:ll

MAME . IE‘ a

ADDRESS . 3552 £7TH RD :
CITY, REBO PARE ATATE: nr ZIP LIFrs
HOME PHONE: TlR=263-3967 S, MHONE! EIE-E'.H-EZH
NODEL YEAR« 9 HODEL « lllml,"!:l
MILERDE, 1&00 H3D~
DEALER NAME: ABLE FORDSALES INC SALES CODE: 113m90 F & Av D565T
CAUSAL CORE: &2 SYMFTOMS ?“1'!-.!
ﬁﬁ.#l. oa . TRANS REOION: 13 - '[Illl! DATE:

1
CASE TYPE §—FIRES - FUEL FED MEANS CODE:  A-LOL H‘I‘-FIIIII LIABILITY
ATTY HAME, HENDY ROTHSTEIN ATTY MEMO. QI;—;GT-
CLAIN AMT. 1] AMARD ANT.

MICRD: &312745
19954719
ENMALL FIREXRe
(=117] SAYE.
= HE M NEHICLE HENM A EEM MEEKS m.

- CUSTOMER 60T
- AT G:50 PH, VEMICLE CAUGHT OM FIRE 'I-IHIIEI I‘IE HOOD OF VEHICLE.
CUSTOMER CONT. ES M@
- ! QTHEILL ORIBEMALLY ADVISED CUSTOMER TH&T 'I‘IlE\" WOULD SEND SUMEOME OUT

TOH YENICLE TD DEALER AND PROYIDE CUSTOMER WI lmﬂ VEMICLE RHILE THE
YEHICLE WAS REFAIRED OR REPLACED.

— MR O"NEILL RECOMTACTED CUSTOMER LATER. oy

PER ﬂl.‘.’- + DEALER SAYS: -

(MR O'REILL)
= THAT THE ]IEI.I‘..EI IS NOT EQUIFPED TO HAMDLE SITUATIN! MII HOULD HAT ASSIAT,

= TNAT THE 'H'EHII:I.I! 15 STILL AT HI5 HORKFLACE
= CUSTOMER'S INSURANCE COMPANY - QEICD, HAS BEEN I:QH'I’].CTEE.

TOMER SEEKE
= FINAL RESOLUTION OF COMCERN. -
ADVISER:

= THE INFORMATION WILL BE FORMARDED TO THE PROPER I:TI'I".'I‘I'I- WITHIN FORD.
FRAME NOT

; um‘un NILL BE RECOMTACTED BY THE REBIOGNAL IJFFICE. TIME

EIISTH'IEII “ABDS:
— THAT THE BEST PLACE TO REACH HIN IS AT WORK 'I'I.IE!IIIY = SATURDAY AT 5PHM - 11PN

Bk

OWNER RELATIONS VOP/BENCHMARKING 0920799 FAMLGLTG




_ . - —Ta S —

2099 MASTER OWHER RELATIONS SYSTEM I1 19.15.52

= o P e T PR T T R Py e T =
3y33Ja LEGAL CONTACT YEH TYFE:» TRUCK

LOS ANGFLES 71 ZN/TRY G2 CONTAET NBR: 1061762243 OFENED: 10-2571995
'IHI IFIIEI.IISH!ILIHEW FHGINE: N R CLOSED: 0Z2/0%19%4

1995/ 1025
—MWILL DOCUNENT AND FORWARD INFORMATION TO REGIOMAL lIlLYST
;'I::ll"l‘ OIVE TINE FRAME WHER CUSTOMER HILL BE CONTACTED

CUSTOMER ADRS:
—4OULD LIKE FORD TO LOGK INTO BATTERIES, HAVE HAD APPROXTMATELY HALF OF
1?! m HTTEII' BLOKN HIT IN IHDEPEMDENT HT[EIIE& AND ﬂ“‘EII"T HAD
S MITH AFTERMARKET BATTERLES

.E -..
CAC_ ADVESE.

_SHOULD ALSD CONTACT INSURAMCE

CUSTOMER ADES:

—CAM COMTACT HIMSELF JOHN DNETLL, OR FLEET MAMAGER :LIEF JOHNSOM

BOTH AT SANE WUMBER

199482709 L

THIS I3 THE CLOSING CONMENT

CONCERN HAS HANDLED BY INSURANCE COMPANY

OHMER RELATIONI VOP/RENCHMARKING 09720739 FAXLOLTG




BEGIMNIBG OF CONTACT
0,99

s

MASTER OWMER RELATION3 !\'SI'EH II

19_1K.32

A935Ja
LOS ANGELES
¥YINs

LEGAL CONTACT
7L BWTR B2
1FMEV1SNIRL B344 40 ENOINE:

VEN TYPE: TRUCK
CONTACT KBR: aﬂiﬂizﬂ I:I'IIEll 10/257199%

LOSED: 02/0%9719%

--:::-::---ll--:llﬂIII::::::I-:IIilllll'l1ﬂ===m--I-tl'ﬂﬂ"======miii"'

LAST MAME.

TITLEa
ADDRESS:

LITY

HOME PHOME:

MODEL TEMR:

MILEAGE:

DEALER MAME:
CAUSAL CODEs

COMMENTS »
1934710725
WEEBA

EIMTIIH AMD WATUR

ATATUS: CLOSED
ML,

FIRST MAME: JOHN *
3752 BEYER BLUD :
SAN DIFBO LTATE: TP 92173
519=-642=T330 BUS, PFHONE il"‘"il‘?l!ﬂ
9% [ ] [ m.- :
1313% WD
COLOMIAL FOAD SALES CODE« PR A MSHS
a4z 0 SYINPTOMS mi! 'Iﬂ 1145
an TRANS REGION: 5 DATE:
4-FIRES ~ FUEL FER MEANS CODE. Lﬂ. Iwm LIARILITY
ATTY NEMO:
1] AHARTL AMT»

'I'TEI'I" BI'I.I!SIIH- FIRE LUHDER HOCD

—VEHILLE m Hllm AMD TDILING AND HEADLIGHTS MERE H. SATTERY SHEI.I.En.

E'I'".’a

u
PEE LUS

ALEN OFF CAPE: OF
TEMS W

OF BATTERY, BATTERY
BT OUY, SMOKE CAME OUT FROH

MAS MELTED. FIRE
HOOD, INMER
Iz IEI."I'!I. GRILL MELTED, WMIRING WARNESS I35 IIIHT-IH! WIRES, DAMAGE

COMPONENTS
-H0 FUSES BLEW OH YEHICLE
~¥EHICLE HAS A EMERGENCY

AMND FLECTRI
l IS MELTED, IMHI'IT

LIGHTS IASTALLED AFTEK. SI'IIIIH LIGHTS

TOMER., DEALER IA
=3TORE MIRING CRUSED FIIE, SATD MECAUSE IMSULATION . Iﬁ %S- OFFM WIRES, T
MH'T SHOW CUSTOMER KHERE ﬂl WHY, HO SCHAFFING

l:m

-HE 13 mc. HOULD HAVE BLOWM A FUSE REFORE ST

uu FIRE, WIRES HERE BY

FIIE ARTA S0 OF COURSE INSULATION HOULD BE MELTED L
m‘rm SEEXS:

-'lI'EHICLE T4 BE REFAIRED BY FNC AT WO IDIPEMIE
ClE ADVISED,

ONMER RELATIONS VOP/BEMCHMARKING 09/20/%3

FAXLBLTG




BEGIMNING OF CONTACT
Wr/20s99

MASTER OWNER RELATIONS STYSTEN II 19.1%.52
--“-----l------'-I“---=='I'I::-I---.---I-'ll---u:-::-!==_===========ﬂ=========
3025RT LEGAL COMTACT VEH TYPE, TRUCK

93  2WTR: 13 COMTACY KDR: 10ie441¢6  OPEMED: 01/117199¢
VI IFHEUZ SHTPLAG 9943 ENDINE» CLOSED: 01/22-19%¢
--“.m-'-----I“--'=-====-II--HISIII-I--I------I-“!m-----s::=-=“=-=l====
LAST HAME:  CITY OF CHICAGO STATUS: CLOSED
TITLE, FIRST HAME: BRED DENTON MI:
ABDRESS « 1685 MORTH THROOF i
CITY» CHICAGD STATES IL ZIPT  6D65S
HOME FHOME: 312-re4-43500 BUS. PHONE: 3S12-744-93500
MODEL YEAR: 93 MODEL . WROsCD .
MILEABGE: 12235 H5Ds -
DEALER MAME: SOUTH SIDE FORD TRK SALES CODE: :.mr:g-- < P& R« 01306
CAUSAL CODE: 2 SYNPTONS:  TO414% .
Egn:us -80 TRANS REBION: % TRAMS DATE:
mLt
CASE TYPE:  4-FIRES — FUEL FED MEAMS COBE: L-Lelf Iwm—-rm LIABILITY
ATTY MAME, AYTY e
CLAIM AMT) a AMARD AMT:
mm-

COMMENTS 1

1996701-11

MIKUFIRE £LEET CONTACT REPORT FAXED FRON DAVID MASOM. ;:\!mun

FATHAT VEHICLE CAUGHT CN FIRE UNDER THE hoap. A

- ALL OF THE EMGINE CONPOMENTS DM UPPER P THE EMOINE WERE DESTROYED

= THE HboD 3B BOTH FECENS WERE DANANGED BY THE FIRE BEPARTHEAT .

LA ADVISED WR NASON THAT AN EAA JNSPECTOR WOULD RE: % TO THSPELCT THE
VEMICLE AND HILL FAX OVER THE INFORMATION WHEN THE Il'{ TION IS COMPLETED.

WA DT
CONTACTED PETE SAVAOE, EAA I
AT HE MOULD 00 OGT T0 INAPECY THE VEHICLE AND mucr ME HITH THE
INFORMATION.

1996741722
THIS IS THE CLOSING COMMENT
RECETVED IMSPECTION REPORT ALONO WITH PICTURES.
CONTACTED BAVID MASON. CVO. WR WASCH siYS:

L REPORT AND PHOTOE TO
THVESTIRATION BEPORT RATLED 10 SOUTH SIBE FowD ATTll mwln MASON FOR
DETERNINATION.

E

OWNER RELATIDNS YOP/RENCHMARKING 09/2009% FAXLEATR
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JENEI002 X ICNICNN K FETEIEN NNDEM W 2 VR 05 3 S SENE PESLIETE I N Y I FETCTE A AL FEETE T TN M
M OATTH: OHNER RELATIONS MAMAGER

b

P TESAT FACIIRILER

%

P

o SALES AND SERVICE CONTACTS

¥ OFENED BETMEEN UTL/8L/79% AND 1Z/5L/58

: WINEL YEARS » PR ST

: KINELS : BRONCOD

: CAUVSAL CODES: ALL

: SYNPTOMS 1 TOALAS TO4245 Toa%as

] ETATES r ALL

[ ] BEALERS + ALL

] FNEINF CODES ALL

% FLANT CORE . ALL EEGIOM: ALL BRIGII[- ALL

: CASE TYPES .« ALL -

e

™

: HOTE» EXCLEDES DWMER DIALGGUE

=

x NOTE: IMCLUDES U.S. CUSTGMERS OWLY

] ONHMER RELATIONS WOP-RENCHMARNING

CAONTACT COUNTS AY SI:III' FIELDS

XMOPYER MODEL SYMP_CODEL SUPL_MICRMNER
93 BRONCTD THR1ES 1
o4 BRIORCD 203400 1

) 704155 3
95 RRONCD TO&1RS 1
TOTAL L]
SORT SEQUEMCE: C(BEFAULT AND FINAL I5 CONTACT NUMBER )

1. BY XMIDYR 2. BY BODEL N

;. BY SYMP_CODDEL 4. BY Sﬂ.uml

7. a

9.

Ell!llllﬂll!lll!llllllﬂllﬂlﬂllﬁll
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MOTHELS

STMPTONS
STATES

HIIHHHHH‘IHHRIlﬂllﬂllﬂﬂlﬂﬂlﬂtli

NN B A I VAN MR
ATTH» OMWHNER RELATIONS
LEGAL FACSINITES

SALES AND SERVICE CONTACTS
OPENED BETHEEN 01-0L-95 AND 12/31/9E
MODEL YEARS « PR ST

CAUSAL CODES. ALL
_IE-I-LE 1 ALL
CODES» ALL

FLART CODE 1« ALL REGION: ALL ORIGIN: ALL
CASE TYPES 1 ALL i

RGTE» EXCLUDES OMMER DIALOSUE

BOTE: IMCLUDES FF.5. CUSTONERS OMLY

E 704143 TR4ZES TOS3AS
v ALL

OMMER RELATIONS WIIEHEIHAIIIE
SREDE 36 FERENE NEDENE JEIEEIE 2 0

HIDENM NI XN NI N E X B0
COMTACT CDUNTS BY TYPE
LEGAL TOTAL
) 5 -

1. BY
3. BY SYW_conEl

SOAT SEQUERCE: {(RDEFAULT AND FIHAL I3 CONTACT MAMMREER
XUDTR mODE

I
9.

) L -
IY SUFL_MICRHBR

o i e




NO. £-4178-598-F

PAULINE G. GONZALEZ AND } IN THE DISTRICT COURT
JOSE NOE GONZALEZ, BR. }

V5. HIDALGO COUNTY, TEXAS

INC., FORD MOTOR
COMPANY AND UNITED
TECHHNOGLOGSIES

AUTOMOTIVE, INC,.

H
}
b}
VAN BURKLEO MOTORAE, 3
]
)
} .
} 332ND JUDICIAL DIBTRIGCT

ORAL DEPOEITION OF
RANDALL WARREN MCCLURE
OCTOBER B, 1959

Volume 1

THE ORIGINAL QF THIS TRANSCRIET
WILL BE IN TEE CUEBTODY OF:

ME. NORMAN JOLLY
1018 PRESTOHN, SUITE 450
HOUSBTON, TEXAS 77002
HAR NO. 10B56930

EXHIBIT WOS. 3, 4, 5, 6 & 7

AAA COURT REPORTERS 713 466-9125
9597 Jone=s Road, No. 363, Houskon, Texas 77065

ENE2-028 2285







TT - Rums Bammann (984)236-3214 ; r
TI - Charlin Douglan (308]235-)637

Function: The brake pﬂlm- awitch i3 a redundant switch for curning off the
spead cankrol function.

KeRiys: 'hkln by Stave Lafouchs, Norwm Lafolince & Clark Thomis on
11/17/1998, Original phnl:qgnph: and part arw Lln Stave LaRoucha's

posaganion, .

ON-GOINa ACTIVITT!

LLERI I LR ELLLELELETRLELELELELFY LR LYY PR R T L S S

n:nriu- pacty hava bman prdered from Fajirlane Ford for X-ray and othex
tnf..’m' by Cantral Lab Ssrvices. ,

Mawting with represantatives of 1T is planned Zar 13/21/19%8 te discusa
intendsd oparaticn of the switah. The masting will ba sk tha Cankcral
taboratory Conferanca room off of tha l'.uhhr

QUEATION: {in no pl.ﬂiwh: ordar]

1} What is ths noomal curzent in the brake pressurs switceh?
1) Was cruise control standard en Town Car in 1992 and 18837 °
3} Undar wvhar circuomstancas ls brake fluld Flaosble?

Aacording to Clark Thomas & Maxy Hage, brake [luid is Zlammable at
ippraxivakely 300 degrass F.

4} What is Eha xeapalr history f[or vehicles that huvae exhibibed a2 problem?
Reapair hiskory for the twa tQIS vahiclas are haing gatharsad by Pead
Forkac.

31 What other vahicles use this brake prapiura switch? What are their
« Wlwckricel conf

L YEAR ya Lk | 4 35 34 "
Town Car wocxot | et | aoiast | 3ot ] st | doex
Crown Vip oy | x| ot | st | o | soceac
Grand Metguls |xooo| oo | oo | oot | oo | xoo
Emanaline suae | 1oox | ook | ek | xxoe | xoee
Cluh Wagon, ot | soexae | e | s | o | o
F-Series ' sxycx | oo ] wocx | oo | oo
Branco yueex | oo | wanex | xooex
Tayrus HHO 20000 | XXX [ == -~
capri - s | aopest | = == e
¥Windetar e | aoeok [ rooe | e [ e
Falcon ) 00 | e | x| ewn
Explarsr mmau | | 0o
RAngar === | e | Mo
Expaditicn . | Xooox | e
Mavigakor XXX

sxry » used in mcdel yaar
s=-= » may have bean ured in modal year
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CHAPTER ONE .
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% LITIGATION FREVEN:I'IDN CAC HANDLING OF SLEGAL” CALLS

[CAC HANDLING OF INCOMING “LEGAL" PHONE CAILS {

The Liigation Fraveriion deparment wes contralized in the Genaral Cifice In tha Fal of 1993 10 providn
conalsier, Umaly hancling i ol allegad Procust Linbity wd Alomey Demand leoes. 70% of the
départment volums b compeibed of allagid prodhict defects that have resulied In Injury, accldent or fre.
DOccadonally an aomey calls the Cusiomes Asshitonce Cander (CACL When this oonurs, they ars adviserd in
mialkae their “dennand™ In writing.

Fellowlng bs the descriplion of how Prodc] Unbility cases r8 ssalisited by the CAL:

PMEREOMAL INJLIRY

Higihilty - NO Time or Mileage Rettriction
e
(. €.

1. Cumomer i daiming that Ford is respenaible for S bajury .

1. Cumiomar schisss that they sre seeking or have sought medical atiamion

refared o

The Office of the G

.11

eneal Counsal

ACCIDENT (and Personal/Property Damage)

Hgiiiity = NG Time or Mileage Raswrictions

Crlepories:

1. Product Diefect Customer allepes a defecive part coused the acddant 1o ocour

2, Vehide Surpe: Cusior alleges shat the vhicle spontanecusly acteerated snd kot el which
rasulted by an sericlerst, # thar

1. Aldsag: Spontenacus Deployment causes diiver & losa control and have an accident. [Refer lo Alrbag
Numncas, this Chapter.)

4. Hood Fipdip: Customer sflaged that hood few up without provocstion resulting iIn damage & the vehide
and/or other propaerty.

Apd 20, 1958 1 Chapler 1




@L HUTIGATION PREVENTION CAC HANDLING OF *LEGAL* CALLS

5 Penonal/Froperty Damage - Mo Accidéni:

s Persoral Demage = Dedect caused damaga o dms that belong o a customer© (e.g. cusionrer
haars pants on an exqpossd place of seat frame or customer has uggagas in the and & waler
ek caupes Garmpe 10 the srices and they ore sesidng io heve them deaned or replaced).

= Propenty Damage = Defect cused damage io semething other than the vehids [eg., ostomer
hits 2 maibost becauss tha brakes falled on the vehicls),

ARE
M-WNWMMWHMWWWEFM .

AIRBAC NUANACES -

There A & fine At bebween what should be opaned a1 & Legal v, what shoold be handied romnally by the
CAC. Lagal aormacty are only appropriate when tha cusiomer allages that e alrbag SPONTANEOUSLY
deployad and coused them 10 lose contral and have an accldent.

. An soample would ba: A cusiomer 1zys they ame deiving over & rough noad and the arbag deploys after the
. vdildnli:lpnlﬂa A& 2 result, the cxtomes alleges they o't see where they ane diving and e vehide b
imolvad In on accident

CAL NORMAL HANDLNG SCEMARIOS (g Npt = lagal ciesl

Love Speed Coltigon:

mmmmmmmmummmummm&vw

theare: & - r of 2 e maia: Thay slege that the arbag should not
hmdﬂnfdlnmhlh!mﬁd.ﬂ!m“hhmﬂfiuﬂuhhmﬂﬂﬂrqﬂnhﬂhumﬂ
reated damage le.g. broken windshisid) as a result. This wiould MNOT be 2 Legal contact, Typically the
custcioer would be referred 10 thelr inmrancs cavier or tha daalarship W have the arbag, sersomn svaluated 2
soa W they were malunctioning af the e of the incident. This mparss |5 NCOT paid for by FMAC, Elther the
cstomer can pay oukol pocket or the iIngrance company can pay for the svaluation.

Hiph Sperd Collislon:

[ The revirss situstion would imvolve » customar who aleges that thay ware driving ata highway speeds, were
in an accident, and the alrbag did MOT deploy as It should have,

prodyct defert In s scenadg Customar alleges that the akbag SHOUNLD have deployed at the rave of spead
they wera irgveling. This would NOT be o Legal contact. Typically the aniomer would be relarmed 1o thelr
inFuranca camiar or the dualarship by have the airbag sanvon saluabad o see i they ware maliunctioning
the Bme of the Incldent. This ewpanse is NOT paid for by FWC. Elther the cusiomer can pey gulkof podket or
e Insurance company can pay for the evshuation

- Apl 20, 1994 F Chapir 1
Rav 300
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m LIMGATION PREVENTION MORS JIISMARTT

[ Deseription ]

Tha MORS Il and SMARTT sytems provides the mechanism for docurnanting asch phese in ihe e of a
Lagal Contact. Funciions ncluda:

Opaning & Lagsl Comart

Acknowiadging a Legal Contact

Imvpstigaling 7 Legal Conkact

Docurmnting Offers and Dechiions

Dcwnenting Hiwhen & Customér Accepts & Dacllon

Closing u Legal Coriact

Documanting that a Legal hat been Redivached to Ancther Activity

Documanting i 5 Lawsuk Subsacuently was. Fliad -

[Administrative Assistance Respomibiities I
The Adminstraiive Assistant will open all of the Lagal Contacts that are recetved via:
v Alomey Lutker

s  [Dwaler Fax
s Faet Fax

L B B B B B

[Lagal Anal Responsiblies ' |

Tha Lagal Anslvet will ba rasponaible for using tha “ciiratep” serigs of Actiony hmml.ﬂmrrm
dmmudlphmnihuﬂlcm

| Stop-try-Step Process |
The follaowing chapter provides detalled instructon on how to utitze the ieaures iIn MORS 11l and SMARTT.

m‘l“- 1

Frirsied coples seo sidomsiicelly UNCONTROLLED



% LITMIGATION PREVENTION MORS IN/SMARTT

B3l

Customer contact, nchading Legal®s are set up to hive a fogical flow for recording
Oplnin;upl wad nccessing Information. Following ane thiee key terma 10 know 8o Luisdersbind
Contacts how sach conact is aranget:

TERM LEANTION

Case All inlormalion refated 1o 2 customer and his specilc vehicle
I Tha rassar: that 1 astomer condacts the Ford Motor Cou
Action A s taken ovwand resoling a siluation

A Campl Coxln
Causal cndis wry designed In two Hers. Legel causal codes will shways begin
with 07. The sacond ther oplions ara Heted balow:

Ragional
Whan opaning a contact, the Laga Ansiyit should codae the case &5
acoxamly s posthle. For example; & fies concem should have 0709
ong of the custal codes, Legal Analysis that faca off with a Parslegal in
a region should code Ml sttoimmy demund e O7RA to ideniify that the
contact will be worked in tha region. Product RabHty cases should be coded
0721 to Kenilfy that the Gersral OHfice will work the cass. The third causal

coda praltion & prefered when coding a case o the reglon or GO,
ey 1, 1937 2 Chapiar 2
Frinise copias are sutomasifontly UNCONTROLLED




A

LITIGATION PREVENTION MORS NIL/SMARTT

Opening Legal
Contacts, cont.

B CasTvpe

Thaae codsa are shbradations for Lagal Contart case typas. Endar the code
only: the sysien will genaraie the description.

Acchient
Accident No ey
Arrident- injury

- Vithin Vehicle Wamanty
Qutskde Vehicls Waranty

::E::Elhhﬂmashgugm;;—-
= ]
E
§

These codes are abbreviations represanting the means by which the Lagal
Contact was reported or Indlamsd, Enter the code only.,

Code:

§
ft:
|
:

Note  Maans Code ) [OGC Pass thr) - Logsl Referrals,
arm not part of dally, weeldy or monihly iporting.

gy 1, 1997

Printed acples are suiometionlly UNCONTROLLED




LITIGATION PREVENTION MORS NI/SMARTT
Opening Legal D Aty Name
Contacts, cont- Enier attomey’s kil name. it may be a Ford atiomey, clant’s atomey or s
nama pertinant in the Ha
E  Allv Maiso
Enter tha atiomey phone numben
rmmmmhmwdﬂmmushmmmu
nput
THaR0001 MORT II Logon Infoxmakiem 0471371590 14143137

Enkar your NORS IX Conmtry Codm, Userid sod Pasunerrd

MORE 1T Country Coda: _ U or €}
Wwmt 11 Usarid: —
MWME II Faawrd:

HORA II Mew FPagsword:

Frass tha ENTER Ewy

Fi=TERNTUATE SEISION
LrRELS4

B957T FRESD ¥2 FOR MORATII ON FREEA Fi FOR MORAITI




LIMGATION PREVENTION MORS HI/SMARTY
SPCHFMRN HORS Coarporate e /15790 14143149
vy 1
sl Dasoripticn
1 M Iswua
2 Immuas Ling
3 Dwaler List
4 Cusktomar List
5 wWarrankty Repair Kiskory
$ BEP Informatica
7 ERecall Informmtioo
i Sparial Coverags
il
AMd Ingum oL/15/90
ld 1820
—
vin AVMNMDASLAATHASY 11T Yaux: Modal :
Sals Type: VIO ¢ WD ¢
' H
Adraas: Bone Poaona1
Aiirana: Day Fhama:
City: Beate/Frovince:
Iip/Pantal \ Countrye
Py Qe Owoer Status:
Iszus Typa: ODdonater Asadinmg: __
Comm ‘Typa: CLagul Issus Type: _
Documnt Mbei CAN Court Coda —_—
Symptom Daso: CAN Awmrd Coda: —_—
Aadacs Damcr Lokt Fafs]lad Dakd
MEion Demc;
Daalar:
e - = Caller Informetion -——=-——--—— e e e -
Laxt Nams: Firmt Fuma: o _
Day Fhoos: — — Palaciconhips __
Fl=Halp FisCustomarfist FiaOpdfustInts FialMCommanrs — Férizsuslist
Fe=SyrpList Flisksascolist Fllalsm FllaRmburn FlisDmalerLisk
Pl L2260 PlSetiarrHistary Fifekscall/MI0 Pl7=SpecCovernge FlE=hctiontd gk
VIl NMEEEL I1 ABQUIRED LFRELS4

»  Typa VN, Press Enter to daplay custormer and vehicls information

[—— ]

ErCRIMMA Add Iamus 04715798 15,0828
L F

N 2TMDAS LA4ATEASILLY Yuar: 1996 Nodal: WINDETAR

Fale Typu Individual REl VLO: WHD: Cafals596

1.V T ME GARY 7 MOOAE

Addrusn 3711 EIM BT APT 319 Boos Phopa: 114 47T 1292
Adraan Day Phuxngn

ciey: DALLAA BEaLn/Frovionos: X

Printed copias sre auiomatically UNCONTROLLED



LITIGATION PREVENTION MORS M/SMARTT
Sip/PoBtal) 18228 2513 CoOuntTy: Tk
Frav Ovmex Ownar Rtmtami ORI GINN,
Lagum Typa: Odometsr Rending: NI
Comm TYIHE — Lagml Issus TYpa:r _
Dooumemt ¥ori CAN Couzk Codan —
Sympeon Desc CAM Muard Coda: —_—
Asason Dean: Lest Bandled Dacer 04714750
4 Action Dase)
Do Lo« —
- -_——— . Caller Inforsation --- ——
Last Faowe: Fizrat Rpmw: NE: _
Day Phonat - Mlaticoship: __
rl=lalp Fi=tustomarLint FielpdSustnfo FEehddosmanty FoaIasusiint
FiuSymprist FlleRsasonCist  Fllisism FlinRatnrn Fl3sDaalarbist
TLi=ESp FlS5aNarrHintory Fli=Racall/ONF Fl7edpseCoveragm PFliiswhobiocabigt

To add an lsoe ¥ In b kllowing Information:

1. Current MBeag= on

1 Type in Commurication Type

3. Type In lusue Type O7 {Legal}

4. Prows F13 {thift F6) 10 view Action st

5. Tab o ACTION SEARCH o wpe In the type of Action your sre looking for (28, Oper)
6. Press Enter, the iclowing screen will ba displryed

SFCHACHA Action Limte [TF]]

A
C ACTION DESCAIPTION

OFEN LEGAL CONTACT - ATTORNET DIFHMAND

OPEN LEGAL COMTMCT « ATTONNMEY [MAND ONF EELATED
QFEN LEGAL CONTACT - ATTORNEY LEMMD RECALL RELATED
OFEN LEGAL CONTACT - FRODOCT LIARILITY

OPEN LECAL CONTACT - FRODUCT LIABILITY ONF BRELATRD
OPEN LEGAL CONTAMT - FRODUCT LIABILITY RECALL RELATED
OFFM REGION CONTACT

AEDPEN CASE- CCECERN RERJRTEN FRON DIFFEFENT BOURCE
RECFEN CASK- CUSTOMER MCEPTS FREVIOQELY RRJBCTEH OFFER
REQEEN CANE- COFTCMER HIRED DIFFRRENT ATTORNEY
hEohEn CANNE- COETOMER ARTATHED APTOIEY

1. Tl next 10 she ACon you wank to sefect amd Prasa F12 o 3elact

EPCHINA MY Insua O4f15/0E 153121,.0
L

VIN SFNOAS 1 A4TRAS111T Yaar: 19558 MHoGel: WINDSTAR

Sals Typs: IFDIVIDUAL KTL YLC WaD: O8/31/98

B ME GARY ¥ NOORK

Aarsan: 1311 ELN ET APT J1% Homa Fhone: 214 T4T J3%:
AATaEE: Day Fhopa )

cley: DALLAE BEata/Provincm ™
Sip/PogEalc 75228 25313 Counktry: ToA

Py Ownat: Cwrpint BEAEE: OR.IFIMAL
Ihaus Typar Cdnmetir RBesding: M
Tomm TyD#: —_ Lagal IENSua Typmr

Docopest Ebye 00 CAN Court Coda: e
Sysptom Denc: CAN Award Coda) —_

Renpon Dewc: CLast Handled Daba: Gd/14/98

Printed coples are stomalically UNCONTROLLED




LITIGATION PREVENTION MORS HI/SMARTT

Daaler: —————

Laxt Mams: Firat Maww: NE:
Pay Fhone: — Malationshipr

Flaifalp FlxPudbomerDiat FisOpdCustTnfa FEslddoesaits FisXsgualbisk
FimSympList Fllaksascobist Fllwkeou Fli=gaturn Fll=healerList
Fli=ESp FlS-darrfiatory FlieReoall/ONP FiT=SpecCoviraja FliahctionLisk
"X AND EETUEN BChilrtL LPRELS4

s The Action Description will auscmaticslly B in
+  Prom F3 o whect 3 pymptom
* Tl b SYMPTOd SEARCH and Wwpa In criiaria, Precs Endey

FFCASTMA - Syrpton LiEt
[ ] B
:!wm FRARCH) EWOINE__ .

i
i
i
Ei

FRgE
1

SPCHIFNA ASS Inaua 15704 15%:34:1
mmy
YIN AFNDAS LEATRARILLY Yaar: 19956 MNodal: NWINDETAR
Sale Typa: INCIVICDAL RTL VLC; D a3s31/55
N 1 MR GARY § MOORE
Midress 3311 ELM ST APT 311Y Eioe Phops: dld T4 3aA97
Mslcann Day Phonmi
CLEY: DALLAS Btatn/Provines: X
Elp/Pogtal: 75338 253) ey UBA
Pray Owpar: (naxr SEatus) CRIGIMAL
Isnm Typet Odomatay Readipg: . MT
CooM TYDe: —_ Ligal Ismus Typac _
Docusene Moor CAN Qomrt Code: —_—
Bymptom Dasc: BACKFIREE ACCELERATION ALL ENG CAM Jamrdl Coda: —_—
Rukmon Dapst Lagt Hepdled Date: 04/14/90
Aation Damc: OFEM LEGAL CONTADT -~ ATTOANEY INMAMD )
Dealer:

-_— -—— Caller Information ———mmmm———
Lant N Fivet Nana: MT:
Dy - Phone - Malatiotahips

Privipd copias are sutomatieally UNCONTROLLED




LITIGATION PREVENTION MORS
Fi=Haip Ti=Customariist stInie T ORMTIES Fi=Ia t
riaBympLint FlluRsaganList  Fllsiem: Fll=Raturn Fli=DaalaxClyt
FlivBAp FlimiprrHistory Fléalscpll/ONP TlTsEpsctCoverage TFlisAotionList
*I" MND RETURN SUCTESEFIL LFRELS
[+
BIFCHROM Raason Lise Q4 1%/ 8

FEEAKIN BEANCE: LEGAL FIKE

A
€ REASBON DEBCRIPTION
LEGAL - FIRE
LMIAL - LFP-FIRE & FEKBONAL/PROPEATY DAMMIE

mﬂm A Tamus 04/16798 1612547
L

VIN 2R S144TAREILL? Yoar: 1956 Hodal:. WINDETAR

Bala Type: INDIVIIRIAL RTL YLC: WEO: DE/A1 /9B

REDE MR QARY B MOORE

Addrasm 3311 Ex aT APT 3148 Homa Phone: 214 TaT 2291
Mrean: Day Phona:

= halihg Ftata/Provinge: ™
Bop/Moetal: 75336 1513 CountIy; TR

Fray Owoer Cwnar Statuac OETEIMAT
Imsun Typw: __ Odowater Maading: _ __ . MX
Cows ¥ypar —_— Cagnl Isfum Typam: )
oowssnt ghr: CAN Court Code: —_—

Eympiom Dgas; BMEFTRES MCELERAMTTON ALL BNG OAN Award Cods: R

Asapon Degpc: LEGAL = FIFE Last Mandled Dater 04714730
Action Damscr OFEN LBOAL CONIWTY - ATTORMNEY DEMANT

Dwalery —

————— - Caller Toforwation =--«- E———— ————
Laask Mawwi First Mapa: ur: _
Day Fhruoe: ——r——r—r———— Relatlonehip:

Flshelp Fl=Cusccumeriist FaUpaiustInfo FMeAdSossents rimlasnaling
MepoplList TlO=RandcnList Fll=heou Fli=Rsbkurn FliaDaalerList
Tlisngy FlisWarrfiscory FlésRamll/ONF FlTsSpeoCoversga FlBsactiembist
"X* AND ENTURH EUCCRESTUL LIAET 5§
Press £1.3 for dealer

AFCEDLMA Dealay Lisc 04715798 16:37:25
R
MAME SEMRCH: _ . CITX; My ETATE/FRIr NI
BALEH CODN: EALES REGYCM: _ SALEG TONE: _
EIR/PQETAL: . .  TCED REQION: __ MAREET AREM: _
A Balan
C DERLES HAME MArexs Ciey Codw
ALACKWELL FMIRD INC 410401 FLYMOOTH ROAD FLYNDOTH 145048
HINES PAAK LINCOLN-NEWCURY INC 40801 ANM ANBOR ROAD PLYNOUTH 345274

typa In search criterin and press enter screan Will show up, selact dealer wikh x, F12 o

Printed coples ary miometioaly UNCONTROLLED




LITIGATION PREVENTION MORS RI/SMARTT
ErCHIDHA Ada Insys 04/13/98 14:37i1l
L]
I AruDAS144TEASI1LT Yoar: 19%F Modal: WINOETAR
Sals Typm: INBIVIINEAL RTL o WD DB/31/96
M MR GARY H HOCAE
Adetramy: 3311 ELM BT AFT 115 HRoma Phome: 214 74T 2232
Addraas: oay Phope:
cley: DALLAS State/Frovincs: ™
tip/rogcal: 75236 2533 county: e
Priw (umnr Owniar BEtatun: Li: adria FA N
Iawus Typu: Odometar Eeading: . [ v
o Type: —_ Lagel Issus Typmi1 _

Aepgnn Dagc: LEGADL ~ FINE Lt Handled Date I.’IHH!H
Askcion Dagm: OFEN LEAL, COFTACT - ATTORNEY DEMAND
Dealer: 45274 HIMNES FARK LIFCOLO-NEFCURY INC
=== Cmllay Ifcymabion - —_—
Last Epmb; Firsr Fpma: = R
bay Fhoanar ——————— Melationmhip:
Fl=Halp FimCupkomarList Pi=UpACuskInfo FiehdCotwsanks FEnIgmglist
FimgymplLiat FlOosRaasonbist — Fllsbooy FlisRaturn FlisDealsrLisc
Fli=Esp FiS=MarrHistory Flésfscall/ORF FPl7=fpacCovernge FlisAcklonList
"X KD Awihil IXICCRGSTUL LPEELS4
Pruss 1S, w0 add commenis
SFCHOOMA, Cevnmionts 0415558 16:31:18
a—y
YIN: 2RSS LdTERSAAL1T Yaar: 1995 Hixdal: WIKDETAR
e MR GARY J EODRE

Bybptom: BACKFIRES ACCELERATTON ALL ENGINE TEMF
Raadog LBGAL - FIRE
Actioni GFEM LEGAL CONTACT - ATTORNEY DEMAND

Fl=Halp Pi=zhdd PiwprayComognts Fli=NextCossencs Flls¥Msnu FlisRaburn
M.EASE BNTER CCBADINTE ANT FARES 75 TO CONTIMIE THE ADD PROCREB LPRELS4

type comments and pras 15 1o add

Printed copies sre aiutomstionsily UNCONTROLLED




LITIGATION PREVENTION MORS MI/SMARTT

Issue List
The lssue Review feature alfows you o sasch the database and display the following types of comace:

. Open

- Pending

. Canceled

. Closed

. Action {DSB Only}

After logging onde MORS (). you wifl ba at the MORS 1 MAIN MENLU.  Screen detalls sre below:

(im0 - Ispae Ligt D&/15/%8 16,32:1
gy

SALBA REEGTOM: ___ SALES Eomik: ISR STATUE: __

ICAD REGION: Bl MARKET: — I1ASTE TYPE: o7

VIN: CASE NOMEER:

DEALER ¢ [

A LAST HMD/ Byvoapbow/ Raazon/S ftat
e Ppalsr VLC CUusSCORST Dene '+ Yaar Modal TYpe

- b Y L g -

Fl=lalp Fid=Addkntion FisCudtomarfiat FinDhalarinfa

Flebray Fi=Maxk Fli=IgsunDutail Pll=Mami PFli=Raturn
FLEADE ENTER SEARCH CRITEETA ' LERELSd
type In search criterla
SFCHREFMA Tems List 04715790 15133155
[ T £9
BALES REGICH: __ HALES ZONK: . 1SSDE ETATUS: __
FORO REQICH: 51 DALLAS MARKET s — IASUE TYPE: 07 LEGAL
vIN: CABE MOMBRR:
DEALER 1
A LAST MO/ Symptom/ Reasca/ arar/
< Dealar VLG Customsr Neow Year Eodal TyDe
D&/18/98 AST BNGAGENENT ENIPT LNA/LINK. m-mnnm;!m K
153005 MOOHE, TARY ¥ 1995 WINDSTAR ar
04/715/9% BEGTRATHTS BELT ACCESSORY ATTA ASOUEISORY LASUE - CNALITY CONC O
132001 ITTY, JAMES T 1955 WINDSTAR o7
04/45/98 TIRES/WHRELS WHEEL COVERS LEGAL - ACCICRNT [

FPrintsd poples are sidomsiically UNCONTROLLED
ER2-025 2302



LITIGATION PREVENTION MORS mi?;r

M .7} T-EERTES
04715/58 GEMERRI, INQUIRIEN AROUESY/WON- INBUE INITTALLY CRENTED AS A M X
153%a2 ARPPLEQRATE, CANIYN 1895 LAOKIER a7
04/1d/38 FANNTEK] BREAXE INOR/INEFTECTIVE LEGAL - MCIDENT & EFERICHAL/PR C
153465 RILLTAN, S5COTT » 15%7 F-ERIEN ov
Fismlslp Fl=paAAaction PS=Coatomarld st Fi=DsalexInfo
FilaPravw Fomblaxt Fli=TasuaDwtmil TL Lubiaryg Fli=Raburn
b view an X Pt to It and F10. ksus
SFTIETDNA Tawus Detail 04/15/98 16:34:
=ay
VIN: ZrupASIASTARSI11T  yeax: 18IS Modal: WINDITAR
. T H MRk GAEY 5 HMDOAR
VL« tage: 456021044
Syoptam: Ay BHIFT LVA/LIONK.
Asanon LBGAT. = OTHER ATTORMEY DEANT .
Daaler: 152008 FLANET FARK CITIER FORD
Insus Typa: o7 LEGAL CAN Comrti Lagnl lssum Typa:
Iosus BEakum; K ACEROWLEDD CAN Awurd1 HORSILI Contmat: T

A AOTTION Artian Action
DATE origin Description

¢
x

CE/14/580 CALGL OFEN LEGAL CONTACT = LTTORNEY IENAND
R4/15/98 CALZL, MAKE OUTRORD CALL TO NITCRNTY
C4/15/98 CALGL MAKE OUTBOTRD CALL TO CTHER

FimBEaln ri=paddaction Fisaccionnetall Fli=DwilerInio

FieFrav P =iaxk re=ViewOREIT Fll=dwu Fla=Raturn

RO NOEE ARCONDS AVAILABLE LERELE
EIFCHRDMR Action Datall 04715798 1B:15:31
Ll

YiN AFMDAS144TBASI11? Yasar: 1995 Modal: WINDSTAR

H MR GARY E MOORE
¥IC: (u.T 1 H 436831043

Syeprom Dedc) AT TRGAIENENT SHIFT LVE/LINE.
Aamsnn Dagc: LCEGAL - OTAER ASTORMEY DEMAND

Danlar: 153005 PLARYT PARK CITIEE FORD

IEuE Typa: o7 LEOM, Lawus FCatuy: X ACKNCNLIDG
Comm Ty ML MAIL Odomatar Readisg: YEIO0L NI
Mialyat: FGHITFIE ROSALYN NHITFIELD Dotumant Numbar:

heting Dakn: 0O4/14/%8 Aotion Dakn: ¥

Action Tims: 13:30:l4 E3T

Origin Desc: CONGINOEL APFALRR - LITTGATION MAEVENTION

Action Ceac: OFEN LiIxGAL CONTACT - ATTUIGNEY LEEMAND

Coomante METOMER SAYS:  4*CTREALERNSHTF FAX™'*ATTOANEY CEMAND LETTER
*+'OEALERNHIP FAIRD REQUEST AND ARTOMNEY LETTER 4/10/98. OF

FlzHalp FispocionDetn Fi=Pruvkacion roulwrthotion
PFi=PrpvCoomanta FLO=NgxEComman Ly Fil=jarm rli=Rstuzn
MONE CCMMENTS AVAILALLE LPFRELYS 4




.

% LITIGATION PREVENTION MORS |

MORE RECORDS AVAILABLE LPRELS4
BrCHAOME. Coatoner Limk Ods1E/98 16935,
(T

lan ] CASE: HONME PHOEE :

LAST HANE: FOWERE

EIP/POSTAL: 48180, CTRY; u

A CUFTOMER MAME/S
e Cley

Fi=sHulp  Fi=VahicleList
Fi=Pray __ FE3=Hext

Fi=T=iCuatInia
Filsllann

COmNTRY MEQUIRED WITH LAST MAME AND ZIF CODX

Mdrean/ AddraxaS

se/Prov Eip/Postal Ctry Homa Phonm

FinaddCunts Inmae
Fldasturn

AdArasn:

SFCHECIHA “Custowez ULkt 04715790 15:36:3
L1 -
YIH1 ChIE: EHE FPOONE:
LAST MAME: BOWERS TIE/EPCSTAL: 4018B_ OTRT) OB
A IINMER MAME/ AAdr axn f Addraax f
< Clcy ac/Prov Sip/roxtal Ctxy Homs PFhone
SOWERE, DRVID J 45900 GEDDEN RD TRLR 439
CANTON wt 42188 2351 7+
SOMERY. BAIC M AF0H OEDDES RD TALR 41
CASTON NI 4d1E8 2351 THA
SOWERS, FRANCES A 45000 CEODES RD TALA 439
CANTON j g 4ABLEEE 23] TBA
SHWERS, MICHELE L 45419 MOIRFTELD DR
CANTON 4 d4H188 10%4 TER 311 Ekdd BS54
FiaHalp risVghicislis: FinTipaCul tIndo P5=MdaCusclinnun
FlaPraw Fislaxt Fll=Masnn Fla=latury
RO MORE RECOHDS AVALLARLE LFRELS4
EFCREVHA vahiole List 04715758 16:37¢3
-l
. Y MR MICHELE L. SOWERS
Mareaw: 45515 MUTRFIELD DA Homs Fhone: 313 344 8540
Day Fhenos:

Printed copias are automeioally UNCONTROULLED



LITIGATION PREVENTION MORS UL/SMARTY

Elty: o State/Frov: MI
zip/Proxtal: 4SLAR 103D Country: BER

A YIN/ Yoar MHodal/ Sals TypaS

c Owonyr Aeakus Previcum ODumar Opan Isdmas

x LrFALMIAPSIAES327T 1397 ESDORT MI/E Plan XL

ORIGIMAL
AQDIMIEDTIN2TT? 1995 VILLMINE MI/Z Flam KL
ORIETIRAL

Fl=Halp F2uIzsuslLint FisMATasue FT=Frev Fi=luxt TI=EGP
FlosWarrHEistory Fll=lanu Flisfetnry FlisEscall/OW? FlisSpacislCooarng
N0 MORE I_IM.DS AVALLARLE ) LIk
1f pruas IN;

EFCRIFWA Add Iasus 04718798 16:3E)
[ | | 3 A

VI LIALPLIPWII22TTY Yaar: 1957 Modelr BEECORT

Sala Tyoe: ME/E ¥lan RCL VLC: WBD 0L/11/97

Wansl 1 MR MICHELE I. RiwMERS

Mdcaes : 43319 MUIRFIELD Di Foma Fhonat 313 Ai4 8540
Mz aan: Day Phope:

City: CANTTN Atatw/Frovinee: I
mp/rentaly 4014 1lC58 Conntry: Tk

Pray Dwhar: Owvay EEatus: ORTGIMAL
Iavuw TyoS: .. Odcewter Reading: N
Comn Type!: — Legunl Tssne Type: _

borumwant Mbre CAM Couxt Codasy —_—
SYEpESE DEEC : CAN Mwnzd Coddas —_—

Renson Dascr Lt Handled Date:

Aetion Damot

Danlar: —_—

—_— —_—— === Callar Informaticon — -—
Lant Ramui rirat Wama: MI: _
Day Fhona: - —— mpalaticnsbip: __

Fl=Hulp Fi=tustosarlist FistpdcustInfo FM=AddTossants Fé=Tuauallak
Fia@ynpliat Fld=RaassceList  Fllsheru FlisHAaturn FlisDaalarLis
Fli=EBP rli=sarriiatery Flé=Recall/0eld HTWIEI Flé=paticnlia
CHCRMSA MRl IT Contact Ravlew Eslecbion 07/08/1998 14,1%:-D5

Entay one of the Eallowing:
1. HORSLII Uwwrid:




@

— -

m LITIGATION PREVENTION MORS MI/SMARTT

1. falan Raglem t
Jales Tone [
Jalex Cods b o—
Conkask TyRe '

Fl=RELF FA=EXTT

To display contacts In tha MORS 1 databass, M In the shaded srexs shove with the following vformation:

1  Conlact Status
Typa in e appnopriste atatus:
O = Open = Closad H = Hold I = ingligible
A= Aclan  P= Panding X = Cancyled
1 KD Reslons
Type in tha region thet you vwant 1o sarch,
21 Atlanta 21  Mamphia
171 Bewton 13 HNewYork
41 Chicago 2¢ Odanvdo
47 Cinclonat 16  Philwdelphis
E2 Dalw 44  Pawburgh
56 Darwer 72  San Franchm
48  Dabolt 74  Saztle
5  Houslon 10  Select Deader Region [SDR)*
53 Kanwas Chty 58 Twin Chiss

71 Lot Angales 27  Washingion
* Sew Selnct Deafar Convension Chart on page 7

3 LConlact Tvos
Typs In LECAL [or other contact bypes &8 appeopriais) and préss Enler.

Sepuamnber 20, 1994 [ Chopter 2




% LITIGATION PREVENTION MORS HI/SMARTT

[Ssbect Desler Reagion (10} ]

A Al 'Bosn

B .41 - Naw York

C &1 Philxisiphia
(1] Atanta

o 0 Atlunin
[t} Adlanta

” E1 Mamphls
E2 Mamglids
B Tannphbs
ot wahingkm

F G2 Washingion

H Hi Chicago
HZ Chicagn
H Chicager

} |
AR
B Pitwborgh

K e | Cincinnatl
¥ Cincinnatl

L L1 Deirolt
L2 Detrnlit

M M1 Dallas/Crlando
[FL) Dallas/Houision
M3 Dallas

N M1 Karaas City
N2 Karsan City
N3 Karaay CHy

P m Erormver
P2 Denmver

R RT Twin Chiles
n Twin Chlles
R3 Twin Cities
51 LA/SF

i




% _ LITIGATION PREVENTION

MORS RI/SMARTT

The iolowing scresn witl be dlsgieyed:

ChOROOS0 MOMA IXI Review by Region/Contact TyDe/Btakus

Ruglon: 44 DETROIT

Earvice/Snlesr BERVICE

QF/00/199F 1E¢10:03

Flilm Typa: LEGAL
Stmtus, O
To VIEM copkact infoymaticn: Type an "X* in tha *A' colusn and Prass ENTEHR.
: v
Conteet: MKT/ N Sl L Last Special

A Humbar I A Danler Code © Customar COpsu DE Bily Dt Code

= 107150938 Al RIVERAIDE 148004 CLARI® O7/03/98 O7/03/% O71B )

~ 1085835625 M1 JOROERSEY 148017 DAVIR 0s/24/98 0972796 1217

- 10Esibacs a1 FAIRLANE 140020 soALEd O5/710/98 D3/13/%

— 10710786 A FAIRLANE 148020  ALLEN 05/21/95 D&S15/9E U d 1

= 107113428 Al FAINLANE 148030 HAIMATO O6/I4796  O8/24/96

- 1DEESETIE Al GURND BRO L48022 ARMOEM O4737/95 04737096

= 17003778 AL oo By 148022 2 PRAMNCW O5/30/98 ddsi0s98 1317

— 107024401 AL QOO BRSO 148032 2 FAUNCE  OB/04798 08713096

- 17084459 AL SCUTEQNTE 148035 * camTER  O6/38/%8  QG6/1LE/55

- 207111536 A3 BOUTHGATE 148036 * EONYCUT 05714/ DEFAG/9E 0TS

- 107991178 Al VILLAGE F L42027 REDDICK OSF1B/96 OS718/96

F1HELE F3uRXIT FT=FIAST FPONEIT '

I0S1 FIRAT StNEAKY SCREEM DILSPLAYED LPARKLS4
I acfliion ko Baske Infimrstion, ik screen displays the foliowing:
Opan Dutw
*  This ks the date that tha MORS I/MAX contact was opened.
Lust Hdlg Dwix
s |ncdicates the dute of st Addeo
Special Code
s Displays the thind causal code flakd from tha contact.
Sepierrber 10, 1958 ] Chapiax 2

Printed vopies sre suivenatioaily UNCONTROLLED



UITIGATION PREVENTION MORS HLSMARTT

Updating a Legal Contact

ARl Infoernation inttally collected on the Legal Contact screan will be present and comectione;/additions may
be made as neaded.

Legal Analysts andf Paralegals are sspected to update any of te loowing codes, it i detesrninesd that a
change bs necessaey after the cose lnvastigation hes been complated.  Following ane tha & umigue Ralds that
can be updated on a Legal Conteck:

A Cantal Code
Swer puge 2 for a et of svallable coden.
B CascTvme
Seq pagw 3 for a lst of avaliohis codes.
C Means Codi
Se=page 3 ior a kst of avaliahla codes.
D _Afly Naove
The Attomey’s name.
E Alty Mamo
The Atmmey’s phons mamber(sl
Below o n e whare
CEOROOLE MORE TI Daghl Contact ATF08715996 1311314
o/ HiA: CONTADT MAR: Cpcrndz
VI 1rARFSSUAKAL 30092 Cloasd:
Lagk Mamu: b Aentus:
Tit)m: MR Fizrst lmmar HEWY NI -
idrasn: 13133 FORD ROAD
Bty FE/Pve . Bip/PC: 48138 CO: UBA
Hamg Pheos! 113 555-113d mamioses Whoens: 313 555-1234 Exb: ———
Yumx: as Hadml: TAMEDS
MWleasge/Em: L1
Dealar Mame) Saleam Colder PGAI ——
Cooeal Code: —A_  Ryeptoamc
Sorv Salwa: __ (1l ox 2] Oxeigin: Tracs Datml
Yok Rapl: —_
Cams Typy: B Manna Codwt T
Atty Hage P Aty Wpmo: _E__
Claimed Amcy Mvard Mat:
CAMATIA. CMLT:
Coort Code: . Maaxd Code ___
FlsNRLEF FI=«EXITT Fi-COMMENT Fi=ADD FEslifh HCLOEE Fidefamr
1884 FLEAMTE OONFLATE ENTRRING CONTACY IMFORMATION _L.nﬂ;lf.ﬁl

Sschember 30, 1206 3 — Chiphed

Frinted copies sre suiorratioally UNCONTROLLED




LITIGATION PREVENTION MORS LI/SMARTT
Closing a Legal Contact _

After tha case outoome has been resohad, the Laged Analyst or Paralagel wil need o doss tha cee In
MORS I,

Tor closm & cagn:

Open the contact and press [F9]

The Contact Comments Scroen will appeer
In the dosing commernts

Presi [F5] ko Adkd them & the contact

Closing commants must include-

1. Action takenfretaluion-

2 Howjwhen tha siorney wal contacted

3. Howjwhan the customer was conltacked

4, Amy gther partinert imformation involvad in tha declslon making process

Balow s a Chosing comment X
——— - -
1mnu1n s II Conesrt Comumts 07710719956 18:31:3d
Last Hame: DAESOM VIE: LYARPSA32EN1I0633
Homa Phonw: 304 574-4974 Bus.Phomosr 304 GTi~4974 Ext:
Dok Lr: TALLAHAGHEE MOTURE INC Dise/Ang: 24
CONTAST MBR: 106961941 Date;: O06/11/19595 ioalyst Code: S197MHW
Fila Typa: LEGAL Time: 1113509 Annlywt Mama: WOLF
Comm Typa: T DEDATE Micrn: Lackar Codme
Cotimbn Mors?y: ¥

MYITHIE I8 THE CLOHAING COMMENT

B0 CONTACT FPROM THE OUSTCMRR. LPA AENT CERTIPIED LETTER (KO. P 282 941 835)
ADNTHING

-WE HAVE NOT AECEIVED A KEFLY TO XX RE(DEET FOR A COPY OF THE TITLE.
CURFENT REGISTRATION AND FTRE REFCRY

-HE HAS 10 DAYA FROW RECEIPT CF THE LETTER TC JOEMIT THEI TWFORMATICH OB NO
ABSISTANCE CAN BE PROVIDED,

_

Sephember 20, 1996 10 Chapter 2

Printed copiss ars sutoraticatly UNCONTROLLED



Apal 20, 19908

' Lugal Contact vicnmation Gathering Chackiist

CHAPTER THREE

Produet Liablity & Attomney Damand Ovanvieow

General Guidalicies.

QGL Ltter

OGS Lettar

Fre
= /nins of Smemtigation for Yehicle Fire
Annmnr Carmand Letter Sgiute Summarfes

Expreay Wisraniies

3

mpiad Warrenties
Startube of Limitation Baferse,

Resmadivs for Breach of Warranty

o

Mtnrney Damand Letter Case Process
Artomay md!pacﬂ:ﬁtﬂdhu

% Final Repair Athermpt Process

*  Process for Reglons with Paralegal's

Litgatdon Prevention Casw Fiing Procass

Eht2-028 2311



% LITIGATION PREVENTION CASE HANDLING
| Deseription

Legal Analysts will process two types of cases: Product Liability and Atiomay Demand Letiars. The kiflowing
chapter decribis the cese handiing peocedures for sach case type. Below I 2 briaf description:

Eroduct Lishility;
imvolvas siustions where o customerest* aleges that a defertiva companant on thelr wehicke cused one of

i

*Fleet - Rafer 10 Paga 4 of this Chepler f appropriate

Atigroey Demangd Leiter;

invalves situations whete an stiomay s rejussting sssletance and may refer to tha following consumer/state
SEntuina

Product Lisbility
Note: Fersonal injiry contacts are handlad by the Office of General Counsel, (Sea Personal injury Tab}

{Iagal Anabyst Rasponsitilies |

Tha Lagal Anakyst s responeible for all of tha following steps In sach type of caze:
Cpaning

it

| Shep-By-Stepr Procass

Following B a sutmmary of the steps inmvolved wiant handing a cage:

1. Deberrnine sllgibiity of he concam|s)

2. Opmn the spproprem contact

3. Contact all parties involvad {(astomey, servica manager, astomer, EAA, regional parsonnel)

4. Dederming the best course of action 1o resolve the concemn

(. Advize all approceiate parties of Fard's decigion - ,
18, Updaw the MORSIN/SMARTT contact upon completion I

20, 195
k|
R, 10

. Privded copies are sirtoaaiontly UNCDNTROLLED

ERE2-825 2312




LITIGATION PREVENTION CASE HANDLING

[Gatting Started |

Each Lagal Analyst should develop thelr own Eystem kor procassing casss in thair asslgnad Ragionjs). Following
bs 2 suggested sat of “core” siagen for svery Cise:

+ Designated InGasket to raceive new comespondencs
»  Flles should be categarized on your desk-top or In your desk drawer by some ar sl of the folowing

cataporias:
Work not yet starbed

Walling i process
Waiting to process ESP/OAC

Case Closed - to ba Micro’dAmaged
Walting for Labels/Tir be fllad

To help you keep track of cases that you ara working on, you may want t0 L an on-going tracidng sheet such
M thet orl found on the ned page. A clean copy can ba printed from Word, tha sheat can be found in tha

following directory; WALEGALFORMS\, CHKLUST.DOC _

;
i
T
§

[Prioritixing the Worldond : ]

Lﬂmmlwmﬂmmmdmwﬂhﬁhgnhmmw
Legal contacts ppenad by C5its ot the CAC
Dusler Frome

NAFA {North American Fleet Services) faoe :
Attorriry Demand Lutters

Atomay regriesis for Infommation |
Raglon fames |
Tha Litigathon Prevantion Deparbment haa commitied to respand to Dealer faxes within 48 howrs. The

dapsrtmant alse sttermpts to napond 1 all othar contacts within 48 hours. At mes we may not sbways ba able
to achieve our goal [ wa had 1o rank the order In which we would addrss contacts, it would ber

Dealer foes - 38 hours
Anormay Demand Letben- scresn b the tne allowed for raview by the aitomey/State and priorte

MAFA, Exxes - 38 hour

Customner penarsted Lepal contacts- adoowledpe within 48 hours
Attomey recuests for indormalion

Ragion gerrated foes

Apdl 20, 1994 F]
Chapear 3

. | Frinied copies sre sctomwtionlly UNCONTROLLED




% LITIGATION PREVENTION CASE HANDLING

LEGAL CONTACT INFORMATION GATHERING CHECKUIST

Custorner Name; Contact Number
Oaalér Name Phone Numbes: VN,
[sEwvecE FiLE | | [SALES PRLE ]
Dasler contact person: Dealer contact parson: '
Dl recuest was made: Dy racpumt waa made:
Requestmade by: Fax{} Phone £1 ma O Requext made by: Fxx[] Phone [ mal O]
a Ovder
[  Repaic Orden (including customer pay & Pupert
reversa side of hard copy for technician [0  Fnandng infonmation
DOmmants)
O  Rebate formation
O Frodeivery chackist .
¢ _ O  Factory imoice
..- O Meesianacus (acided squigmant of
imum-nunnmvd:ldll] O]  Duitvary checklist
[MIBCHLANEOUS 1
[T Pravious Region involvement? {Ask Service Manager)
O s it cocurneniedt
[ Any previous GoadwilyGood faith offer?
] MORS I MORS [l SMARTT contact
{7180 day history {found In OASZ)
[ Complete Wasranty History (found ln AWS or SEIl)
[ Hae tha Tithe Basn Brandad {see Chapter 10, pg. 59)
3 Open Recals or NP3
O Tachnial Hotling assistancel
gl 20, 1958 3 Chapier }
Kaw 30
. | Primind copias sre siviostionRy UNCONTROLLED
ERR2-225 2314




Product Liability Case Process

MORSISAARTT
micro #/Doc it

Aprll 20, 1998

Prindect copies 88 sulommicaNy UNCONTROLLED

EpE2-023 2313




Iniucy

gpacifia
tolidalinss

Cxitazin

ey - Tima ar Milsage Wastriotions

Any time the Custowsr Bas mat BOTH of the following critsria, che
conktactk should ba rafarrsd to 0GO:

1. Otomdy {8 almiming that Ford s respeisible fox tha injusxy
3. Customer wivizes that they nre sssking ox bave sought medical

Action Saegeired

+ Creatw mn TWOUIAY contact usiog coe of the following Actiona:
- L¥ 100; OGC Refexral - Safaty Restraint Related Ingjury
- LF 19011 GGG Referral - Noo-Safety Awacraint Aslaced

Injuxy,

» Comspnta should reflsat ONLY who, what, whars, snd wvhep Lhe
l..'l.llmd incident cocurred (including a brief description of the
dudury, wven If thak paswen Lb oot the cwoer or drivaer of the

ﬂl..l
= If m chird party is cmlling, the nema of Lthe person who wae
injured should Ba namd on tha MCRE ITT/EMARTT bamia inforsation
TR,

kwm--

Lagel Comkaot Opamad in Mxzor by ChC

If you receiwve a Lagml contact that wap opaned by a CFE apd
parsoaal injury resulting im meadica] attentles beleg sought was
mmtioned, do the followlog:

1. Bimd a Frofs pota to Nency Vexrt [VER?! requesting that the
cass be onoosled.

2. Request that the CER Zraats an issuiry that will go Eo OG0

1. Ffegqueat that the CHR 2all cthe customer to advisse then that
their concern ila being reviewsd by a differant departmant due
ko the paracnal injuwry

mﬁummummmmm-
lgat ]

1. l:lﬂ:l the legal case using appropriats "rediract" (te OOC)H
ackiom,

2, Fovide ackndwlsdgoent to atboroay or custoner and adviss bthac
of radirear.

3. Credta an iagmiry o direct the concexn es OG0 uming
aoropriste "referrxl” action for FPAS or non~-SR8. This enwuras
chak an subamabed latbar w1l be et &2 uu- Sibtomner asking
for partinent inforoation. {Ses Chaptex 1

4. Forward bard copy of attermey letesr (if -ppli‘.::a.hh.'l ke DOC
using 088 Injury Coves Shaak (nes Forms bab).

5. You do FNOT nead to moke a Fila for the contact

Casas Dizeoted Bathk ko Litigetics Frsvextion from OGC

Afcar raviewlng & case that imvolves personal lbjury, OGC may re-
dlrect it beck Lo the Litigacion Freventlon Departeant. If you
reoaive an OGZ re-dirsckt, svaluatse the type of conoarn:

o pecident

* Fira

*  Parsobhl /Rroparty Dahuge
andtl;mﬂlu it svcording to tha procsduras Eound in tha followlng
Mations.

hpxil 11, 1939
Chapkar ¥

11
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Ford Meter
CWink of the Garwral Couresl w

Bults M
Thres Parkiane

Boulevard
Desrbore, Mishigen 45125-2883
October 29, 1936
M. and Mra, Paul & Dans Larson

28 Amella Ave.
W. St Paul, MN 33118

Re: 1995 VRLAGER

Desr Mr. and M. Larson:
We scknowledge your recent contact to Ford Motor Companry. Your complaint ha
been dirscted to this offlce for forther handling. In order to sakst we in evaluating
your claim we request that you provide os with the followlng information:

. 1. A COPY of the polics andfoc e report.

2, Furudtpnmallqﬂnumiﬁﬂlmdﬂufmm
pddross, marital stetvs and nares of spouse, social security
oumber, occupation, a complets description of the nfuries, the
ouned dod adidreesey of all treating phywicizne, and copies of sll
medical bills and repocis.

3 Original photographs of the vehicls’s collimionfire damags, from

srvare different gasles, or color lasar copiea.

Ovriginal photographs of the maide of the vehiels sthowing the

steering wheel, dash and roof areas.

What iy the alloged dafect?

Documentation to shstantiase your defect sllegation, inclnding

a copy of your cxpert’s report and their original photographs.

Haa the allaged defaotive part bean repaired or replaced?

The present location of the allaged defective put and the vehlcle.

The ropair sstiniate, repalr ordet, or your total loss worksbast

for the vehicle's demage, and copies of drft pyyments.

10,  We will be pleased to conduct non-destrective eating oo your
alleged defective part theuhd yoo chaoss 1o remove the part aod
aasembly and ship it &t your own expends. Flessa follow the
ditections Hsted in the sitached shipping instructiona. L

o
September [2, 1597 Tin dﬁd
0GeCl

2=
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11,  Has any inturance company been advised of this incident? If
50, plosss stat s name, sddress, and solephone number of
those insurance companias; their clalm number; and the ageat’s
pame.

12,  If an attomey beas been retained by you ko setile thia claim,
pleaso inctude hls/her nume, telaphone nomber, nod address.

Once we are in mecxipt of the requestad Information, it will be reviewed mnd

you will be notified of our declalon conceming your cleim. Should you not send all of the
requested nfarmation wed matezials within 45 days, we will assume that you are not inteconed
in pursming a claim and we will close ouor file.

Plesse be advised that all necsssary steps roust be tnkan oo egears that ths .
subject vehicle mad all of its component pazts mro maintainad and preserved for uial,

Ford Maotte Company has the right to [napect the velicle snd remove and test any
compooent part thit you claim to be defective, and o bo presented with the vebicls

and the subject companent part(s) st the time of irial, should iitgation ensve from

ikia informal claim.

If you propoae (o repeir the vehicke for contimiad nesgs, moch repairs may not be
performed il afiar Ford Meotor Compeny hea imtpectad the vehicle snd removed
#od testnd apy component pact you claim to be defective or advised you kn writing
that it doas pot intend to pecform such inspection and/or testing af this time. But
oven in that svent, Foard Motor Company will insist that al1 mﬂdlhﬁnbﬂ
defactive s muintxined and preserved for trial.

Sincenly,




). Tha allsgadly dafective parts should bs sant to Dearborn for
inepecticn by tha Parts Annlysig Section. The following ateps should
ba tzken when parts ars shipped.

1. The parts should be marked by the sender in acwe mannar go
that they can ba idancifisd as the ones we inspectsd.

2. Tha parts should be proparly packagsd so that they can
withstand hendlinsg by the carriwr to Dsarborn.

3. All parts r-hm:l.d ba labeled with the name of the claimant,
complate addrags and the Qlaims Analyat nams by the sendar.

4. The package should be shipped to:

Ford Motor Compaliy
¥arts Annlywis Spction
Parxlans Towars Waak
Sulcs 408

) Parklane Boulevexrd
Daarbarn, MI 48126

5. The package should be shipped U.P.E. .prepaid.

5. The sender should sdvise the Claims Analyst by letter when the
parts have bean shipped.

DaCl

.I Priried copiies are suivinalically UNCONTROLLED




Offza of tha Ganaral Counmal Ford Bhotor Company
Paridens Towers West

LT
Three Pawithens Bovierand
Daarborn, Michigan 4 28-2588

Sotolbexr 29, 1596

Mr. and Mxrg. Paul & Dana Larsan
28 Ammlia Awve.
W. 8¢. Paul, MM 55118

Rar 1935 VILLAGER

Daar Mx. and Mrs. Larson:

Wa aclnowledgae your raosnk contact to Yord Motor Company. Your
camplaint has
bausn directed bto thls offica for Curther handling. In ordar to

nEaist us in evalukkting
your clain, we reguest that you provids us with the fallowing

. ' information:

1. A copy of tha polioa and/or firve repart.

2. For sach persocn alleged injured: full nams, date of
birth, home address, marital atatus and npama of
spouse, boclel security mumber, cccupation, a complats
Aescripticon of the injurlies, the nawes and addressss
af all treating physicinos, and copies of all medical
billa and rapoxrts.

3, Documentation to substantiate your defect allegaticn,
including m copy of your expart’'s Treport and their

i original photogrmphn. .

4, Hag ths mllaged defective part been repaired or

reaplaced?

The pressnt location of tha alleged defective part apd

tha vehicle.

6. A complete a@stvice histoxry for the subject vehicle,
including any tuna-ups or oil changes.

7. Wa will ba plaassd ta conduct mm-destzuctive testing
on your allsged dafactive part should you choosa ko
ramove ths part and assenbly and ship it st your awm
axpenses. Plaasa follow the directions listed in thae
attached shipping instructions.

g, Ras any insuranoe oconpany besen advised of this
inoident? If %o, pPleass stata the name, address, and
talephone numbex of these insurance coopanies; thelr

. Priiad copies are sutomstioatly UNCONTROLLED

ER2Z-825 2323




I. claim number: and tha sgent’'s nams.
a9, If an attormesy has besn retainsd by you to mettle this
claim, plesase include his/her name, telephons mmber,
and adirags.

Feptanbar 12, 1597 11k
DoCc2

Once wa are in receipt of the requasted information, it will be
raviewsd and you will be nokifisd of ouyr deciclon concerning your
claim., Should you not send all of tha requested information and
macerials within-43 days, wa will asswos that you are not intsrsated
in pursuing a claim and we will closs suxr file.

Pleame be adviswd that all necessary atsps must be takan to
snsurs that the sibjsct vehicle and all of its cosponsnt parts
ure paineained and pressrved for trial. Ford Motor Compamy has
tha right to inspact tha wvahicls mnd removs and test ey
componant part that you olaim to ba defactive, and to be

' presanted with the vahicle mnd the subject component park({s)
o- at tha Etime of trial, shonld litigmticon ensue from chis
informal claim. to.

If you propass to repalr the wahicla for continued usage,
auch rapalva may not ba parformad unkfl aftsr Ford Motor
Compatry hag inapacted tha wehicla arnd removad and tested Ay
camponaent partk you claim to be defective or advisad you in
writing that it doss not intend Eo pearform such inepsction
and/or Cesting at this tims. But esven in that event. PFord
Hotor Company will insist that all componants claimed to be
defactive ara maintained snd presarved for trial.

Bincerely

Nedine Grabowskl
dmhb Claima Analysat
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LITIGATION FPREVERTION CASE HANDLIWG
Acaident [ _ !
] licy = 30 Time cor Ellesge Restxrlotions
Fpecific
auidelines Catscorisn:

1. Product Dafact: Custowar alleges & dafectiva part causted the
acoidant to ocour.

1, vehicle Surger Custoosss allages that the vehicle spamtacscusly
u:r.-ﬂ:nm andl they lost &xartrel whioh resulted ino an
asc t.

3. Alrbag: Spontsmeous Deploymeant cagyes dviver to loss comernl
arsl hava s accidanc,

4. Hood Fly-OUpi Customer allegied thikt bood flaw up without
proveaaticn resulting in damage to che wehicle adsor other

proparty. -
5. Parscoal /Froperty Damags - Mo Aoocidene:

*  Parednsl Demage = Dafact caussd damnges Eo lvems that
balong to 4 CuEoner (8.g. CLAECRAr CAAYE DAOES OO AR
arposwd plece of seat frame or mustooer bas lugpuge ia
thy trunk apd & yatear lask causas dumegs to the articlss
and thay axg ssaking o have thas clasnsd or raplaced) .

* Propaxty Damage = Dafact caussd dasage to somathing othar
than the vshicla (#.5-, customer bhits w mailbeax becauss
the brakes failed o che vehicium).

Thara iw » fine liow betwasn whnt should e cpensd as & Lagul ve.

oaly
Wwdmmdmmmmlnummllmm-m
accidank .

An exandle would har A cwstooer sayve they ars dxiving over a
rouwgh rood and the nlrbag deploys alfter the veblols hics &
pothola. As A result, the clstowsr allsges thay can't Ses whers
they ara driving and the vehlale is imvelved in sn socident.

CAC EOMMAY. ELEDLIEG BCEMERATOR (a.g.. not & lagal onas)l

Lok Soeed Collision:
Customex allignhd that they Bit apether wabicle at 10 eph and thalx
alrhag ITHAPPROPRIATELY daploymd.

They allsge Chat

the alrbag should ast have daploysd st puch & low apeed. Tha
customee is cypieally sseking to have FMC raplace the alrbag and
rmlakted dimsge (w.y. broken windahield) ad & resclt. This would
NOT ba B Lagal contact. Typleally the customar would b referrsd
to thalr inFurance cazzier or the dsalership to have the alrbeg
sanaces evaluaced to aes 1E ware balfunceloning at tha tioa
of the incident. This sapenaw HOT pald for by MC. BEichar cEhe
ountomar can pay meb=of pocket or the losirance cosgumy can pay
for che svaluation.




_LITIGATION PREVENTION CASE EANDLING

Acoldent

Spacitic
Guldelines.

Conk.

Tha re'arse aicuation wnld iovolvs s custooer whe allwme that
they wara driving at n hiphway spagds, wars in an accidane, apd
tha airbag did FOT detloy as it ahould Lave. has

% b ﬂl hi mldﬂhl uﬂ;‘ m““:’:piﬂl
waTa LIl ng. a [ 1 contace.

the customes would be referred E0 thelr insurance carzisr or tha
Asalership to have tha Moscry evaluntsd Lo Ses iF Ehay
wars malfunctioning at the © of tha ipeidant. This spenas i
NOT 4 for by mic. Either the cuscomar cun pay out-of pockst or
tha oomparry oan pay for the svaluacion

astion Ragquized —]

» DRa=coptact soures of contace within 48 hoyrs and adhrias of et
tepy,

= Jake the initlal conktect to the customas [1F no attoroay
- is iowalved). *
= Make the initlsl contect to the attoromy {if thars is an
ackoroay involvml, DO BOT CONTADT THE CUSTOMNER) -
= {ontact the Dealer Hurviom Manasgar.

# If thy wahiolas is beyond werrenty apd B0 RECALLS APPLY:

L —mw RAfAg Quriresr Lo thelr logursnce carpier
#« If cha vabiols ism bayond warranty bhut has a VALID EAF COHTRACT:

" Try to Oateroine Lf an ESF covarsd part say Lave caused
the acaldant
" Hss a Tesm Lender to review the case. if it has oepit;
= Redirect the Lejal case using Action *Redirect Eo Othar”’
~ Fax the file to Staowy Banders (SAANDERI) at 39- 0404
= Mivisw desalership if thay do nat basr from RAY Frior
witkin 24 hours they aboyld call (BDO} 331-7730
to Fallow=up.

~ If it im detemnined that EBSP will pay for zspalrs, and
thera iw procerty dapage, ESP will sukadt recelipts or
rapair satisates £ Ehe LEA 8¢ Ehat a dir@wc chsok cun

| = e e 2% BEROSRRRY_$0L_CRAS REDRARD.

Tl ok el S e A  —— i —— i

* If the wehiala is withis mamisckeurar aEprass VECTRBLY

1. Datecmine whathar a2 nat the custasar's insuranos comparyy has
agrewd ta satkle the claim. If che insurance ¢ has paild
o have the vehials repaired, Ford Motor Cospany will Eaks no
further ackion. ‘ha ipsursnce company will subhrogetw Ford 1f
thay faxl Ford is liahle. Hosk lasuranos oosganiss will Tafund
Saductidtles paid if Ford is found liablae.

i. In paArs insbesces an lomrance CoRpATY BayY DY for all rapaizs,
axcapt tha causwl] pazk. If Ehdsx ocours, tha causral park shocld
ba repajred and pald for under the Conruxar Affairs, Afcar
Warraaty Adjustownt {AWA} oosnltssnt cpde which is R3S,

Friniad coplet are sutormalically CNCONTROLLED




LITIGATION FREVENTION CASE RANDLING

3. If cha customer's insurence cospany is WOT imvolved; dstwrmine
whathsy ox not the
alleged CAUBAL part ls uider warraoty. Verify that tbhe caonsel
part im a Ford COMPONENT.

-~ IE yus, Ford is abligated to pay for the sachanical
repalr. Thim shoul® ba pald s Ao MG and sobmirted on &
wioTanty olain wiing Progrom Codw ME. Ino such an

inatanss,

sorared componant . T2 you dabksawmine that related dacage
will slso be paid for, try to obtain a4 ralsase for thoas
rapairs. If pem ave * o gat the customer ko sign
a4 relsdse, document the reason io MORSIIY/EMARTT

M — . R ——

[ il el B

« IF mn, ths sugcamar should bha rafarrad to Ehaldr
insurasce carrier

- Repairs dus to ceusal parts that are AFPERMABNET
campremtcs will HOT ba raisburssad hy Ford Mokor Comgmy

= If you datarains Ford will alsp pay for ralabsd damageg,
chtnin & ralasas for svaryrhirg sxoag: tha =adgal pazk,
or Sommant that custoner Tefuess to plgn ralsame.

4. Cosrdinate tha vehleie inepection. Contact EAA ANd Nave tham
ingpact the wshicle. Im
ona inacences ERA iy ook Ba Avallable thd to giagraphic
looation. If Ehis ilssus arises, ses & Tann Laader for
ioskrnctions.

L] If it is aoe detersined thet & paoufacturer's defectk caussd
the accident, refesr the ]
tustoser to thalr ilosursncs cospany.

# If tha wahinls is cowged by an ONF/Ascall

1, rollow the fiva sceps licted aborre undor the “if che
vehicle ip wirhin manufacturar o¥preacs

warranty® besding.

Cloma tha Legal contact wich commants that coakain all tha
partioant dateile includiog the oubcors, ass pages 3 LD for
Astalls,

Aadldant
Speolfic
Guidelinas.
Cank .

April 19, 1908
thaptar 1

R 1.0

ik




LITIGATIOR FAEVENTION CASE HANDLYWG
Araas of Yoved tion for Tahiola Acoldsnts

1. ¥ raviewing all availahls records at selling/sarvicing dealer, consider
tha followdlng:

r Vahicle wmuipsent is as mamufactursd by Ford Notor Company?

+ Vehicls squipment installed by denler?

« Any rapairs due to prior accidwnts to the vehicle aide structure?

* Aoy repalrs or sarvise including collision which involved che
fall Eystama?:

Braka Svarem - The anrira braks aysten should ba visually checlosd

for evidence
of naw and/ary o0ld fluld lsakage including a1l
Fltting
brake connecrionas ardl braks hoxas. The celor of thae
A

- fluid ahould be noted.
Egwer Rtssring Svgien - The power stesring purp, mounting, pullm

should ba cheacked for wny dwmmage/deformation.
=~ Yary important to have an

axtapaive
irapaction on Ehis aysten if the custooar im

allaging purk/
raverss Droblems.
Susbansion Svtem — It should ba noted Lf any abrasions on

urndaroarrisags or any
frame. control am oy bBody support meaber
. wemar oxr polishing.

and v-halt

cdaformacion,

Drivetraln
BRaar Mhcla Assschlv
Fhaals - Cheok tires and whesels for any Aamage or svidsnce of
ippact, Tha
typas and copdition of tha tixyes should ke nobed

along with
any abnormal wealr concitloos, tira pressuras and

iy deflatec
tires.

2. Spsak with the mttorney/oustooer within 48 hours of recelipt of the coamplaint
to akeain degeription of tha ineident. Thisa will be an cpportunicy fer
Zxesh, spontenecus nnd vivid description of the incident,

Was thara a polica rspork?

Tioa and date of accldant?

¥hare Adid the accldent ooccury?

¥What wera the weather conditioms at the time of accident?

Is the custoper alleging the accident was caussd by A componant
palfunction?

!'.'1::1!_? if any injuries to cuatomer or othar individoals which
refuired msdicel attention.

. ¥y R

« Arrangs for vehicle inspection. Proper dacumentation of 3l physical

avidence is t for
accuInte maanicgful accident reconstruction. Tha phywical svidanca

includes tha
s=t vahlzla, othar vshiclas or obfscks aa wall as the wite.

Fhategr Ard axtrazel
- halpful in svaluat Yy producse liakblilivy claine.

Priried coples are sutomelically UNCONTROLLED




LITIGATION PREVENTION CAE EAMDLING

4. Bite Ingpantiom. If stxustors was involved or operacing snvirsoment was a

cantributinyg faater or oRuEw,
an effort should tm zada te document plysical svidencs befors danaged

componants ars rasaved
or rapaired.

alg-ﬁ 24, 1008
Rer 2.0 ' ?
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rire [opaning oriteria |
Bpanific » Within Pvmper Eo BUDpAYr WALTEOLY OT covarad by an sxosptlon.*

Guidelines -

I. If sn ADplisabla Recall or OMP are opan MW rafer En Cha
l.l:l.nﬂ causal part, o LEGAL cootact should be openad.
nd:l.ll:innﬂlr. Af a valid 237 Fisn iv oo Che wshicle, & LEGAL
muul: ﬂlj_hl_ﬂc_nﬂd for H—d:l.mh o EOP Beadgusrters.

|[Astice Seguived ]

* Re-coptact source of embank within 48 hours sl mdvipa of nmxt
mEupw .

= Make tha ipicim]l contaot o the custommr (1f DD RtEDInay
is involvad).
- = Make the initial contact ko bhlttm (if thare im an
attorney iovolwed, DO HOT CONTACT THE OIOSTCMEN) .
mp Comppet thy Danlsr Sarvice Mansger.

attantion and reaisbursssent for msdical billm,
sai tha Farsooal Injury Tab, pg.ll for Instruoccliona.

# If tha wahicla ia beyood wacrsaty &l NC AECALLS APPLY:
*__Bafsy cuptopss tp thelr ineurence carria —

# IXIF persaoal inj I.-lllutdindmmmh:mﬁtuu
M:I.nnudimw

o If the wehicle im beyomd warzasty but has & VALID ESF CONTRACT:

1
f
'
1 * Tey ko detarmine 1f sn RSP covered part may have cangsd
H the fixw

r * BSes a Teswm Leadsr to review tha cade,. 1f Ar has oarit,

% = PRadirect e Lagal cass neing Action "Redirsscc ta Ochar®
: - Pax the file to dvacey Oandars |SBANDERD}

I = Adviss dsalership [ thay dn sot hear from BESP Prlor

1 Approval within 24 bours thuay aheuld eoall (03] 331-TT90
: ko Zollow-up.

I = X£f it im dstaoxined that ESP will pay for rspalrs, ond

| thars 1s proparty dapsos, ESP will submit Tecslpts or

! np-.h:nt.i.um to the LFA sc thac m dlzrect check can

L s — 2 REOCEE nad_for thet scbenss,

= YI the weblole is withls sapufacturar asprass warraoity

1. Detarmine whather or not the Custabar’'s inFurancs compamy has
agreed & settle Eha elajim. If the inmomnes hap paid
tQ have tha wvehinls repairsd, Ford Motor Company 'I'll{ toka na
furthar action. Ths insurapnce tompany will subrogate Ford Li£
thay fsal Ford im lisbla. MNost insuraccs an will rafund
deductibles paid Lf Fopd ix found liabla.

3. In rays instanceas an insurance compeoy oay pry far all o,
axcepk the cpusal pare, If this voours, the ceusal part
ba repairsd and pald for uoder mmut‘uﬂ n.ﬂ;u
Warranty Adjugtmant C(ASR) ookl toent aode which is P

i ] T — |

ﬁl a1, 1% 4
tar 3
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3. If the custarar's insuranos cospany is MOT inwolwed; dstscmine

rire vhathsr or ook the
Speaific allagml CAUSAL part is undar wmrranty. Verify thar ths causal
peidelines part fs n Foxrd COMPONERT.

i- If yea, Pord is chligated to pay for Ehe mecbanicml

] rapair. This sbheuld ba paid A8 an AMA a0 sukmiktsd on m

I warmrmaky claim waing Program Code PRE. In panh an

I Lost : I that damagwe
. yiu

: will also h-'hp."ﬁ for, try to obtain a relsase for those

I rapairs. If you ars 'nabla Eo gak cha sustomar to sign

- If ma, thlmb_rlhmldhnrltuzﬂmmi:
lnsurence caryiexr

- Eapmirs dus ta canssl parts that ars AFTRRMARKET
cemponants will WOT be ralsbursed By Ford MoEtax Company

= If you datarming Ford will also pey Loz telaced damacss,
cbtain s ralssse for sveryening «30abt  the CMUEAL PREE,
or documant that custoner rafuses to algn relsass.

4. coordiosts tha vebicla lospection. Contact ERA and bBave tham

inspact che vahicle., In
scma Instances EAA may oot be avallahle dus to mn?:ufpﬂn

. : locaticn. I this ismus arlses, sse & Tesz Landsr

*

inaeructione. Genarplly, vabicles wikhin boppar to nspar
warranty ars aligihle for ingpactisn:

* A6 montha/Y6, 000 miles; Ford and Marcury products

" Al meatha/380, 000 pilesy Lipgeln Produaks

™ howsver, conmidaration should ba given Eo vebhiclas that are
oovrexed by vy applioshle wxeeption

5. If it i= not debscmined that & semufsctuxer's defwot caussd the
firw, rafar the ostoomr
ta thalr insuysnrs company.

- :!mﬂuuﬁmuumm

1. Follew tha five ateps listed abeove under the "if the
vehicle fa within manufacturer sapress
warranty” heading.

* Datarmine tha offer of sssistence. If no asslscancs ie Being
cffexwl, tefexr Che stbornay/custooer to the costonar'a

lowurance Conpany.

fCuak Buttlwmants on Flxe Demmged Vehioles |

Tha LFA will ba saspemsiklis far dstarmiming the followling:
1. Is thars a lien on the wshicls?
2. wWhare is the vahisle locaced?

Mril 30, 1998

. Printed coples are sutormaiicaly UNCONTROLLED
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LITIGATION IREVENTION CASR DANDLING
i1a ‘Raptwr 1 W, 1.8
e 3. A Ford dsalayahip khat is willing ko have tha vshicls hrouaghtk
ca cheir fecilitcy for

Spanifia iospection aad will WOF chaxge stoxage fews,

fSeidslines d. T¢ storege fsasm will bs chargsd Ly & mon-Ford dsalarahip
lu;iiﬂn and how much they will

HOTE: Using & non-Ford dealar facllity should be Che EXCEPTIONAL
ouse,. If this situakbion sxises, the LEA will nesd to fax & latber

confimming the storage fees to the iodepecdsct oowpany for chelr
SENSUTTARSE

Costowey will ba remponsibles o

1. Haking the vehicls lnl.llbh for Fard to inspect {e.g.. they
will b raspoansible WHMI:E-HM:I-M“.

Ford dsalsyahip for inepection).

2. The towing ooet will {pitislly be st the oostosics sxpeoss. A
goodwlil]l raivimrasspnt of tha cow chargas may ba appropriate 1F
thers Ls & confirmed pooduct datect.

3. If the vahizle has baan oald fox : Fazxing in & copy of the
titla.

£. 1 Faxing in a sopy of tha
tictle., Fruviding = ocopy o finanos sgreawsmmnt (1f nok
svallablm, will ba rwquirsd to submitc the oams of cheirc

financial inatitution, phone/sccount ombers and theldr social

. - seouricy mumber) .

tedrittd SHE BUNDEN OF PRDOF IS INCOMBENT UPON THE CUSTOMER

kbR

Hithﬁtmitﬂhhnt.hﬂpnhnhﬂuhmﬂtﬁﬂh-
tha LFA should taks Eha follawing askinnas

1. Upon receipt of tha ticle or financial ioscitution informacion,
wucid the cusktomer an offar letter. DO HOT TEMDER MK OFFER
LOLESS THTE INMIEATION HAS DEEN FEOVIDED AY THE COSTOMEM! |

1. Aftur tha wigoed offar lattar iz recelved, upload REAVFaa:r,

» Vehiclas with B30 lisn should ba uploaded as CASH deals
= vVehiclus WITHE n lisan sbould be uplopdssl as FINANCE daals

AAY Esadquarters Raspoasihiliclesr

1. If a Han sxists on the Tvehicle, RAMW Headiuarters will uss tha
infvmation provided by the LPA to oconfirm » pRyeEf wikh Ehe
lending inacituticom.

1. Sand a parkst to the Sealerabip with tbe following informmtlon:
Power of ALtorney, Relasss, Cdoester Statemsnt (If applicable)-
custeowr will sign aver title at that cims.

1. Cofaxts will srrasge to plck up the vehicle within
ly 30 diym. TYn moawt svery instanca therw abould be

HO PIORMIE FREES THAT ARE DUX.

e tixnsround timiog from RAY and to cheak
d-i-ll;rlhll:imiilﬂdlrl L

. | Friviiae] Sopias are iometicaly UNCONTRIN.LED




LITIGATION FREVENTION CAAN HANDLING

1, 1990
Eﬂ-: 3 Shapter 3

Areas of Invan tiom for Veblole Fires

1. Whan og all svsilakles iacords at salling/asrvicing dealar, comuidsx the
Eallawing:

» VUshicla squipsent iz as manufactursd v Ford Hotor Conpany?
s Vebicle squipment instslled by desler?
» ¥Werw thers wny Tepalrs to the wehicle [locluding previows collision) which
irvolved tEhs followlsg SysEals?i

1. Cooling Fyatam

2. Fowar Btanring Gyatsm

3. Pual Bystmm

4. Exhaust -Bystem

E. xlsctrioal Symtars .

€. Mtomatlc Transmlisslon/Trapsexcla Bystss

7. Rat Manifold Ignition Tesparaturss

2. Fpaak with tha actorney/imatomer withdn 40 heuxe of tecaint of che complaine to
abtain dsaaripeion of the incldeot.

« Was there a polica or firs report?
* Time of Lixe?
-— Nogt arson fires ocoomir betwedn :30 a.m. and 00 a.m. ad away fron
paganrulny.
*  Whnre wae vehicla pariced nt the tine of firs? A slte inspeabicon ls

rlcnlllndld if at all poaribla.

3. ArTange for vwahicla lmhi..:!'l Fhotographe shiould ba caken of the left and

right side sxterier, fromt
ranr axtavioy, soolant, powsr atsering Fluid, sutomble Exmassdesion/transsaxle

fluid. sngine oil, fusiblas
links - intsot and open, fuses - prapsr size/intact/open-wiriog ingulaclon at

Fuse bax, alseatrie switch
pu-.i.l:.iunl. catalytio convertsr-normal /apanded, body mumes - intact/burned,

mcheugt Fymbem: =
incacE/maddfind/rustad through/clasrancs ta bady, fusl £illar oweck "land frea®

zaptrioter - intact.

d. 8ite Inmpectior., £ mtructura was invelved or operating snwirommant was a
cantributing factor or causm,
an wifort should Be mads ea dsmmane physicsl svidesrs bafora damapgacd

components ars ramoved
or repairad. MNotas and photos of poasible emises such asr bufilding

slactrical . gas cans, watmr
heatara, tall grass. Jry leaves, ruts lndismting sphicle was stuck, mke.

should be taken. Alsoc, &
Asacription of the ground abould ba poted 1f umunal spots wxiak,

I-pn:t.l.nt points to resssber whan umtlnn o fire-relaced ilovestigation:

¢+ Tha Asscription af an .1.nltn|unt pacel's Elre dasswga abould locluods oentiso
of Buses. ATe thare any Blown, which onag, wnd ars ssy fussa sf highar
rakirg t'lu.n ahould ba?

= Praparly installsd bulbs da not f£all ouk; they sask bBa pullsd cue.

= Carsless saoking or ixproperly routed tallpipas may alao zesult in luggege
compartoent flres. ot i

* kuh Tray Fires = Flams damage pattern L “¥V" upwards from sash trmy.

:xﬁ ba little damage mt I:b-“lu:h:muh panel right and luft
ﬂtr-il: B

Friniwd coplas are suiomeionlly UNCONTROLLED




LITIGATTON FRAEVENTION CANE HAMNDLTWG

* L c¢igerects lighter Elve am Tesult nl: & stuck slement will gpanarally
ovarheat the fead wira. The dsmape will ba weyss at the liphter and
d:lnd.nl.lhnthlud.nll followsd ovay Iron the lightex.

» Undexdash Zizes way result io sscke notilosa Iirst sssnating Froo the
defroster/besat thwta.

* Underbeod flres send weoks and fleoe rsaxward undsr the velhiole Af the
wallicle i aoving.

¢ Obasrve for smoks or firs damege st the 400 jach area. This will assist
in determining 1f the deors wers opum thiring Ehe firs, apd which doars.

+ Hood opwn Or closad? Whan the hood 1s clossd, hwod sprisgs are strgkched
&4 will loas tenalon in 5 pavers fizs. llh-ﬂththmmuuiuut

1 CLE mwlen in hood i -
April 34, 1300
ET) Chaprar 1

., 3.0

{ATeas of Investigetlon for Vehicle ¥izes, Comt'd.

#. Den't chink gasoline "enly® when ioveatigating an undwrbood firs,

* {Coolant Fires - when sogine coolant is under pressurs, & saall lsak msay
mrey oocolant cut. The water will gulokly vagnr.lu apd che sthylisos glyoal
May potactinlly ignite if thesw is a soorawe of igoicion. Accoume fexs
DEOpy ridiabar c8p ADE All Dasew AbtecPelerEs. -

* NMwar Jtsaring Fluid Fires - Fower stearing fluild oay spray in & fan
pattayn. Aeoowmi foY dll hoss abttarheents end shzarve pep raservolr for
path of fluid.

v Automatic Transslsslon/Transaxis Fires = Cwarfill of automatic =ransmisiion
or transexla can causs £1uid waration snd lsakege onto boat mchanst syebss
COFDODNaLY .

s Hydraulic Eyake Fluid Fires - Louk for hwdraolic braks lios
nodi fications/aconections which ars mab Eight ixd laik fluid anto a bat
axbanst sywbaa component.

-- Hapo: Hor Manifold Ignicion Tewparatures

Dagrans
Eshrachalt
1550 aasaline
[ 1] Dissal Fusl 32
1250 Diswsl Fuel 41
T80 - BTO Engine 011
580 -- AS5 Muba TYans /Transaxle Fluld
ThD w~ ma Diffsrential Luba
610 -- [ 11} Power Stasring Fluid
&80 -- Asd Bydraulic draks Pluld
T30 =~ 1143 Efrhylena AIyenl
740 Mashex Solvenk

¥: Supplemsntal Foctographs - In fira casas, photographs showing all mrems affscted

by the fire sbould be
enan. IF an undarhood fire, pictures of both the left and xight wide of tha

SONpArtIEnt
should ba takea. Closs-up ploturas of Foal sysbes, aetomatic cransmission,

power gtearing,
oealing system, slectrical systen and sodhsust systam coopongnts, if potsntiszl

contribucing faotors.
ara mogt ussful. Ip additien, several photograsphs fram diffsrspt aoglas of

fixe ':l:‘m::" abould




* Ih
LITIGATION PREVERTION

Tt 1z of otoomt IRportance photograghs be EMW

vehicle's mxtarior amod
intarior. In many ingtances, & dateeominaticos oeast b tumde f¥vw the plctures

takeiy L cthe
vahicls is repairabie or if it should e congideared & total lows.

E‘.:-:l. 19H . Oagrar 1

. Prinied coples ire suiomationly UNCONTROLLED




LITIGATION PREVENTION CASE HANDLING
[Description ' |

When an attomey contach Litigation PrevenBon: on behalf of their chent, there arm kawa and statulns that may be
cited [n thair Densand Latiars, Thay are:

Revocaiion of Arcegtancs |

The buyer has established that the purchased goods do mot condorm to the contract and thal thalr non-
confonniies gbatantially impalr thair value. Further, the boyar must rsvoka acrsplance within a
reasonable dme and before any substantial change in the condifon of the goods which is not caused by

their own dedects.

Exarens Warranby

Fords Mew Vhicla Limitad Warranty exprassly provides that iy authorized deglan will epair of replace
warranted parts that are found (o be defective within the prascribed warranty peviod.

Divoolbiet) Wastanty

An impled wamanty of mendantabiity ls ghven by statute to every new car buyer. The vehicla will
provide far & minkmum level of quality and will previde for tha ordinary purposaa for which It s used.

Misnon-tdoss Act
The Magnuson-ivioss YWarmanty Act s plead o bocistrap attomey fees rather than as an Independent
. caiae of acion. The Act alows recovery of athormay fees upon successful sult of i sxps or implied
warranty under state law., The Act bacomas applicable only In the event that the Plainttff can prova o
braach of express or Implied warranty,
Lamon Law
m:-nﬂadhwmﬂwmdvdﬂdamm See youw specile Regional/State handbocks for
Arcepting Secvicy
Altomey wants to serve lewsilt papers to Ford Mator Company. Following b the address thae should
be provided:
Ford Motar Cormpany
Ofiice of the Secretary
Raopm 1187
The American Road
Dearbom, M 48121
Apd 20, 1998 Ty Chapw 3
Rerll
. Printud coples are mromatioally UNCONTROLLED
EfD2-8 23138




LITIGATION PREVENTION CASE HANDLING

The followiny indarmaBon has been sracted from & presantation made by the w liom, O Mebemy & Mysrs, to Ford
Maodor Company dated August 1995,

[aerantdes |

Canaralty speakdng, teere are ta kinds of warranties that polenitially spply o motor vahichin: ssDnici 'wismant s and
wamndes. Yhen a consumer shout an alleged dedect in thelr vehids, chances wil be that he
oot Fand haa breached one or both of thasa warraniies, The loflowing discussion summauiazes the major o

presented by allegations of breach of waraiiy,
Exorais Warrantles

Exprass vearranties are governed by LCC {Uniform Conmeanclal Code) section 2-213, as snacted by the leghistures of
warious shuiss (aecent Louistana) and imberpested by tha courds in those sistes, Section 3:313 provides that
1 Euuummhhhﬂunumﬂum

] Amu.mnﬂmnff-ﬂnrpmﬂunldlhrhlﬁhﬂuhwﬂﬂuﬁunmim-ﬁ
bacomes part of the bals of the hargain cresies an sores warranty that goods shall conform i the
affemalinn or promise.

b Any description of the goods which [s mads part of the basis of the bargaie creshes an wows waranly
that the goody shall conform o e deseription

2. It notnecessary ko the crewiion of sh express waren iy that te saller ves formal words sisch as
“weairant” or guerantes or that b huve & spacific inlenion i make a wasraty, but an alfimnafion
mﬁdhuhﬂhpﬂmnmtm;hhmirhﬂ-‘upﬁmw
cormmendation of the goads dosa nat crtale & YaTanty,

Ford offers an expres wamanty with apect io every vehids k manulacturers in tha form of 8 “limed wiit
warmily”. Thus, the starting point for evaluaiion of 8 vehicle defect daim wil Invoriably ba io deternine whether
thera hkas baen & breach of thiy. lendimol writhen wtrandy.

The idea s that, ar the thma of inktal sale. Ford and the cusiome s agree on how o aliocsbs the risk tt she vebicle at
soma polint would require npselr - under i Jmited weltten wamanty, Pord agreed b sssume most of the repalr rida
during the waranty period, but sher the warranty seqires, te cusiomer e 2 resoonsbiity for nepaies.

1. How Ford's Waranty Worla
Gieperally speaking, all Ford Amited wiktten wamantes work the same way. They promiss that {a) Fa
&lhhﬂﬂﬁﬂﬁfhmﬁhlﬁhhlnﬂmhhhmmw
anid (b} i the cusiomer pressts the vehichs o a Ford desler within the warranty period, then Ford i
obligad to repair the defect [ i ks coversd by wamanly in the et place),

--  Prior to the eardy 1990%, most Ford waranty coverage periads ware 12 month/ 12,000 miles. Howaver,
wmmnntuempuhd:mmmuedulﬁ mantha/36,000
mies.

+=  The Company also maket svallable “extended service plans® pursuant in which, lor an addad fee,
repalirs Wi be provicded for deferts that manifest after the expiration of the standard wanmaity.




LITIGATION PREVENTION CASE HANDEING

Having kendified tha scopa of the appiicalde wamanly Soverage, your mipit sk |5 W detormine wheather a2 brasch of
wranty has ocourred. Vehide cmers often stsert that Ford's wamanly promised that thelr wehicle would be dedect
irax & the Bme of delivery or that they woukd prform without law. This s wrong. Bsiom there can be brasch of
Facd's Renited wiltten warnanty, three avents musl oo

1. Mantiettaion - - the vahicle must have malunctionsd } or the defect must heve othanwise mniiased (el
within tha wartwrity period.

2. m--h-mmummmudhwﬂh'mmmMrh
wirrarily service widhin the waranty period.

3. Rakisal -- the dealer must have refused 1o provide the requesied wasmanty senvica,

2 Ewalustiog A Limiiel Wiithen Yaranty Chaim

Ta deternine whether & branch of the lenitad written wananty has aceimed, you should chiain the fallswing

--When wit the vehicle it sold?

« Avhat maltanctan (¥ any) ocoumred?

= What cabe tiid it frst oocut

+What wad the milsage on the vehicle at #he Bmet

~=Did the cusiomaer kake the whicla 1o & daaler and raquest wamanly servicsd -

. - -Did the dealer provide wamanty servicel -
Lrsually, one of the inllowing fact pattams will emenge

ik, I this

Foed I not Rable for breach of the Amisad wamanty. 1t ha cmrnars responthily ko pay
or NECkeElry nepaiis

-|.|. - i.- g, E=dt mlny ola L -0 RN a.-
advisa thy custoener 10 taka the vaFichs bo & Pord dealyrthip for warranty sandea. I shy wamanty has
now expired, then Fard s not Kable.

ko

Manmuumm
Investigation b pecesaary s judgmet calls must usaally ba made.

== Yo might begin by detsmnining how manry tines the vehicle was presented for repale. IF It
wits anly orce Or twice, & may ba anpred shat the anlomsr did not give Ford an adecuate
Bpaciunlly o correct the prablem. (Somelimes seversd ranale sfempts et acplngd to identify

: tha root causa of a problem and spply the delinitive rapair) Hiowevir, IF repaaied repal

; sttempts have been made without success, tha owner may have a visble breach of axprass

warranty chudm. {Altennatividy, the cwner musy have & valid dalm under the stabs lsmon )

-- You might alwo determine whather the “peoblen” in fact contienes 1o adst. i it appesrs that an
objectively sdecuate repaly hay bean made but thal the arstomern s rmersly a
continued problem or I being unressonable in iy eepectaliony, then Fond may b shis 10
damnaonatrate that it hes satitfied |is wamranty obligalions. Howeves, H the problam cbjectively
mpeary “urshabie”, Ford may be bedd Bable for breach of wamanty.,

Apxk 20, 158 16k Chagred 3
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LITIGATION PREVENTION CASE HANDLING
Enwas Werrantia by Affirssathon of Fact gt Proslee

Muﬁmﬂhhmﬂhﬂtﬁmhdﬂmm“mhmm:mmm
warranly mey be nkerred from the manutsctrer's schasrtising. For mxample, they may contend that Ford advertising
slogans such s "Quality i job 17 crasted an sura that the vehicle wouki be perfect wnd therefora crsatsd a wamranty
o thal effect under LCC sertion2ad 13, such thet sny impariaction in the wahicke [regedies of wiven (i aver) i
munifests Rvelf In a tangtle way) gives rhe 19 3 calm for breach of sxgoees varmanly

But UICC saction 2-313 provides AL In orckey’ 10 i 10 the level of an spress warrandy, e sillae’s guboment must be
one of “fact” "[Ajn afimation memnly of the value of the goods or a stalemant porpiorting ko bw rmersly tha selier's
epinlon or commendation of the goods dass Nok Cealn an SEMEES WaITENly Lindes' ihid proviskon, | must ba an
aserian of ot whose ruth or falsiy can be objscivaly measwerd [Le, “this vehics s dedgned o low & two-lon
irafler”). Vague opinkon slogans such a3 “Quallty W Job 1* ane commonly viewed ax non-actionsbls “puifing”.

(molied Wesrartiig
In svwry riwbe buk Loukciare, when a parson buys 1 vew product it s suemateally sovred a8 & matter of liw by
cmtain “wnplied wamantion.” Thess impied wamandes supplement any oprast waranibe that the marufaciuner/sellsr

iy heve provicded. Thers ame bwo kinds of impliad wasmanties that commonly srise in disputes involving slleged
. vﬂﬂldlﬁ:lﬂﬂ]hhﬂdwmdmm and {2} the impliad warrrty of finest for partcular

PN
1. kepliad Warmty of Marchtahify
: in Mo giates, when & parson buys » new product it e automaiically covenerd s & malter oF w by an
._. “impliad wasrenty of merchantability” - - In short, the faw impltes 2 promise by tha saller that the product s

Corsumers who cannct mount viable caimi for brasdh of Ford's Bmiiad written warranty will ofvan aontend
that tha prassnce of a iatent dolest in the vabicia twhich may or may not have manbiested Beal during ihe
wasranty pariod) rencerad B wehicle *unmerchantabls® at the Sme (¥ was sold.

N "Verfial Frivity” Comiderations

In arsessing tha viabiy of an owner's inplladwietan ly-of-merchaniahilily ciaim, the first lssue 1o
consider b whather the state In which tha owner rasides shows 4 consumer to bring an fmplied
warranty daim agains a remote manufectirer Bke Ford, Ford does mot seflt directly to consumers,
dealers do, therefors Ford Motor Company B condkdared & ramote manufackerer

n many jursdicions, & cusiomer may agsert 4 clalm for econamic keses beved on breech of imphed
wiTanty only against 4 parson with whom they s “In privily”. Ln othar words thay cars anly bring an
implied warranly clabn only agairst the person from whom they dirscily bought the product, net e
repuacturer with whom they did not enter intc a dinect sales contract.
in dl staten, sxcept thoss Neted befow, It ik sppropriaze for Ford 10 apposs sn impllad wamanty dalm
mﬂnmldunfh:knfm Some cautiorsry rades i negand i virileal privity;
= Thess stwbm DO NOT have & vertical privity recuiremant Arkansas, Coloraco, Delawars, Hawval,
lowa, Maine, Messachigeits, Mimasots, Misshslopl, New Mampshirs, Moeth Dakote, Rheds [siand,
Seuth Dalosts, Ta, Utsh, Virgink and Wyorning.

= Also, Finte lw privity requirements are all over the lat s erften imvolve cassspechic
mﬂdmﬂunﬁnﬁz,hynmﬁmﬂyuﬁhﬂhhﬂddﬂlﬂnmﬁmtmdm
applicability B 30matim e Ui,




LITIGATION PREVENTION CASE HANDLING

Consaguenily, i would be wise o reseanch the cument law in this ares o & applies 1o the partieulsr
clairumt bafors teking a delinlive position on the avallability of vertical privity a5 & dieferss i an

implied warranty chelim,
b What Do Mercioutiable Maand

If & vortical privity defense s not avallable, the next consideration sheabd he whather, under thy éacty
presented the consumer’s vehicle could be considered um"merchantabie”. Exsentinly, the implied
warranty of menchankabiity L designed 1o guarantes that & good witl be of at least minimally adecquate
owralily at the thme of deflvary.

Although UCC section 2:314 {which csrribes the implied warranty of rarchantabiiity] doss ot define
“merchantabilty, it provides sk Criterla for sessing whather & good i imerchaniable. Probably the
irout frequardtly applled test s whether the goods are:
*Jt for the codinary purposss for whidh such goods ars uasd”

Lrsmuch a8 molor vehicles are ondinustly Lasd for driving on roud, & eirt’s inguiry iypically wil
irevolve the question whather ihe vehicls is:
“capable of providing baskc ransportation”

Thix coss net maan that tha vabicke must opembe parfectly, that & nuet nover wear out, o that It munt
be capabla of performing ununal fess. On i othat hand, If the dedect rerders tha driver unable in
a4 tha vehicle untier normal conditions, it may be viswad s “unmerchantabls”.

' As & practical mattes, asecing whether the comumer may have a viable implad wiitanty of
. merchantabllity dim will be a judgment call based 4 the ety of the dreumetinces. Some factors
it conalder, howener, ane the loflowing:

-- Has the sleged defect sctually manifested tsel ¥ 30, the vahicle I mors [iely 1o be
viewed m unmerchantable I noz, such & Inding Is bess Skely.

- Haw oid was the vehice befiory the problem ocosted? [f the owoer waa abla 10 didve tha
vehicle for several years bafork the problemn ocaumes, it s lass oy that a court wil
consider the vehide 10 have besn unmercharrable at the tme of wlg,

- Hony' seriowd L the problamd? I tha problem |t langtely commetic, doss not render the vehicls
urtsaie or undriveable, or s something that one would resdtly expert 1o ooor on a vehide,
Wi Jess Fhar the vehlicls will be viewsd a5 unmerchantable. 1f It s & safety problem,
|i mﬁ:hﬁﬁmmﬂnthﬁrvahm
urmerchan )

| 2, knplied Warranty of Pinesa for Pariicolar Purpose

The ¥nplied waranty of finess for particuler purpose b narrower and more praciss than the implied
warranty of merchantablilly. LHOC section 2-315 provides that

Whera the seller at the me of contracting has reacon to know arry partioutar puamposs for witch the
gooda ars required and dar the byyer I relving on the seller’s skill or jJudgment o selact or fumish
sultable gonods, thare |3 unbess seluded or modified_.an nplied warmansty tht the goods shall be M for

such purpose.

Apall 10, 1598 18 Chapiar 3
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LITIGATION PREVENTION CASE HANDLING

Uniikg the implied warramty of merchantablity, the impied wamanty of fuiss does not arise aomatically n
ol wnle-oigoods sensactions. beiead, for the wamanty 10 arise:

{1} the goods must be bought for & pariicular purpose,
{2} the seller must at the ime of sale be svware of this perticuler pusoss, md
3] hbunrnmt_hmeuladmhulu‘s‘ﬂnrmrblﬁdmuﬂtpud;

memmpﬂmhﬂﬂhmdmwdimmn-ﬁlhﬂmhmmmha
sore and sdvises tha sales representalive of & spacie, unusisl purposs for which he needs a peodhuct and the
sales. represeria tve recommenos that the buyer purchase 2 certain modef I accomplish that purpose,

In comaiidening whathar 3 corsner muy have 2 viable implled wamanty of Sness dobm againat Ford, vou
should taka the loliowing facion Nk account:

E;uﬂumhhnﬂ“r'\lﬁpﬂlfhmt If ncy, Ford has 3 valid defense 1o

== Ot thar crmeat achian: thay chewier oF 3 “parSicular purpose” for which he wanied his vehids? A
"parculs puspose” is distinct i the “ordinary pumoss” for which tha vahicle k purchated, & ks
rare that 2 daimarst will be abie o satisly this mouirement inasmuch 23 most consumers will not be
able 1o sy anything more than that they sdvised the desler it they wanted & high qualtty,
dependabla vehicke, But there is plenty of case I holding that buying a car for the purpose of
provicing safe, rellable iransportation bs only a “general purpasd” - - not & “parioulir plepose” ghing
e to an mpllsd waranly  of Mness.

.' : Typically. an mpress or implied waranly dalm will be governed by e sase of Bmitations in UCC saction 2-725 oy
adopind by that rate, That section provides. that one must being & brearh of warranty clalm within four yeary after

tandar was macie, regardiess of whather the: consumer knew of the breach. In Bsis respect, this ststute varles fom
athers, whitch namialy do nat bagin ranring unel S plal il discovered the daim.,

«~ I Wissisalippl, Wisconsin, and South Carolina, the pertad Is s {8) yeara.
== This section nakes an exception i the waranty af lese evplicidy addresses imwe peromance:;

s mmummmmmm]nm:mmr Moast courts have sald

-- By definliion, an implled warranty of merchantabiity - which addresses the quaiity of the product at
the kme of e - doss not address Lihww performance.

-- MMIHWIWhﬂ:ﬂdI

= The stxite of Amitations {“when one may bring sh scton o abdsin 2 ravedy™) should nat ba comfuced with
the warranty pertod {"the perod during which & breach of warranty may have ocoumed™)

Bamaties for Bresch of YWarsanty

| K a brench of wayranty (ether epomsad or impled] has cocurred, the buyer genanlly has a choloe batwean twe
' ramecly oubes (1} he can cancel the sals; or (2) he can kewp the vehicls and aue for damages from the bresch of
1. Cancelflstion of Sale

¥ a breach of wamranty has ocoumed, the buyer may cancel the sals by sefaction (under UCC 2-502) o by
revocadion of acceptance (under UCC 2-607) nﬂfm“mﬂmmm

Al I, 1954 15a Chaprier }
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a}

by

Rajection

Rujection of the wale Is only svallsble befons tha buyer has ncoepied thy vehicle. Rejecton s
avaliable for mry braach of warranly, but the burden ls on the: > shaw that no breach has
ocoursd. Based on the assumption that most defect complaings Ford recefves pocur after e
cusiorner has sccepied his vehice, it s unilkcely that you will plken be presented with a rejecion
sconario.

Revocation of Accaptence

A buyer may revoke his accaplance of the vehicls when the bimsch of wiranty substantislly inpales

the velue of the vehicla to the buyer. Further, tha burden bs on the buyer 1o show breach of wamaniy.

Canerslly spaaking, thars ams five conditions Bt rmust be met lor 1 buyar i revoka Fie secaptanca,

1} Tha non-conformity must substantially impalr the valus of the vehide ko the buyer; -
= Incar cates, & dufect ol subataniially inbarfaras with the nermal speration or enjoyment

of tha car will be neceliiny In ordi’ to jJustiy & preocetion, Dibvioushy, this wilf be a
Judgment call In ovarvy casss, snd will be depandant upon the lew of the state whosy L

2) The beyer must have besn justifiably ursvare of that non-conformity when he sccepled, o, If he
Imew aboat |L, rexmnably semd the seller would cong i

3) The revocation must ocour within a ressonable Bme after the buyer discovers or should have
discovered the non-onkomity;

4) Tha poods murt ba in sssendally the ame condidon os when deliverssd, eccope oy demage
coupud Epy the: non-condormity; and

5] The bisyer musk notily tha seller of tha revocallon

) Demagw

H the buyer rgfects or revolkwt his accepianca of the vehlcls, ha may undar tha UCC ghitain a refund for
all money paid toward the purchass prce, plus incidantal ardl conmquantial damages. He alio may be
able o recover @y extra coat Inred In byyving ancther o [“oover*)

The Ford Imitad written warranty, howevar, stabes that “Ford and your dealer ara not rasponsible ior
STy time Tat yoo Joms, for sny INCOMYenkence YOu Mmight be caussd, for th 0 of YOUr irdriportation,

or for arry other incidantal or pninl deniigan you miy hawi ™ Stabes viiy I thy sdtant 1o
which thay wiF pnitres this kind of of damuges cluma
2, Kmapiey the Vadhicls sl Sulng For Dansages

Alemativaly, the buyer ray koen his vebide and s By camages under UCC 2714, Damages genarally
ant maasured by tha diffisrence betwaen the velua of the vehide a1 warsibed and t's velus as defivered,
in motor vehide cases, the cost of repair s frequently Lsed a1 2 maasre of the didlerenca In valla.
Alomatively, s count might i the déference bytween the punchas price and tha cume nt resale pice
(b normel depreclation).

Again, sithough the LT ganerally suthorizes recovery of incidentsl and comaquantial demages, Ford's
Rmised writhen warranty purports o exdude sich damagas.

Aol 2, 1990
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4 Liihﬂuunnhrﬂ
There are three major mits on the buyer's right 1o cancel and o damagss,
= Bl UCC seciion 3507 [3) requires the buyer o give tha seller nothee: of brusch within a
reasonable Sme alver the buyar discovered or shouk] have disoovered e non-condomity n tha
vehide Hf the buyer falls 1o give this nolice, ha b bivmed e sl emedy.

-- Sacorgl the seller may have adght pursuant 1 UCC section 2-508 kb ctre the nor-commformity whsn

the buysr ties i cancal the sale by rejection. Fallure o allaw the seller the o omect
tha non-conformnity whan the salfer has it right renders the aismpisd ivelfacthm an
wronghul

-- Thipl, ¢ roted sbove, mary b, will snforcs kmitxions on buyer's remaedhes welitan oo the
warriaty Haslf.

[ Lamonh Laows - r |

ANl ity siabas rosy have sialibes that compal sutomnnbile manciachrars o ghve purchasecs & ey o reptacament

wahicls ¥ after & rexscrable nurmber of atiempts at repalr, the yehice falli io coniom o iha wems of the warranty.
These "eman lw” stabes vary In many respects from siabe 10 sisee and it iy thargfors crudal that you analyze the

claim by rafenincs it spproprisie sahks
The baaic elaments of » iypical new cir lsmon tew ang:

= N the manulcuirer, -
= After baing notibed by the conmsmar,

= Doummrhnnﬂnmmvdﬂuhmmm

= Aber 2 reasonabde numiber of atismpls,

= Tha manuizciurer shall acvept retum of tha motor vahicie and repiaos the motor vehicde with a
=
=

1. Evaluating a Lemmoan Law Claim
n svaluating e valldtty of o potential lemon lew cdaim, the lollowing baues should panerally be consdenyd:

|2 the yehichy, covenid urder she lamon lww? Lemon ly genarally cover all “perenper molor
vahices”. Alhough this may eoncelvably sliminate certsin vehicles manufackred by Ford (8.4, lage
cammendal wucks) the vast melority of Fond vehicies would probably fall within the ko

--  isthe cwrter corvared under leman [ewd Lamon laws In some states 3pply only % “consumens” wha
are delined as peysors who bought thek cars primandly iy "personal, family or household pumpnses. ™
Thus a person who bought the car primardly for use In a2 business may be eecluded fam overnge.

ot Most new car kemon faves Bpply only o

m‘“’“‘"’"""" "i‘:.."{s!.‘,".""' ""h:.".:..,":.a"ﬁ“m"”‘..“"“ o yearc) Thim yas ol
o rates ks o wo Thua, shoukd

determine when the defect frst manifested sl in the vehide. e

Apd 20, 1998 165 Chaptes 3
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LITIGATION PREVENTION CASE HANDLING

-~ lahe defect coversd by lamon kaw! Most lemon ews profect consurners only from clafiacts opvened
by éoqass WATERRES. Al a praciieal matter, a0y defact In 4 corporent part eovered by Ford's
vearranty wil il within the scopa of the lamon kv, Note: it some stanbes, the defect must resulr in &
“pubsantial brpabmnent™ in the use, vakee and salsty of the vehicle

m--H1 ORI ST W a4, ®d, g4 L-F 148 ] o daE] L-EL-Y

require consume D io notily the manufacurer of tha defect and give the manufactursr & meonable
opportunily 1o cure the defect pricr o Initiating sy vt Bacatiss lamon lew clainna afien ariss
afver several allagadly unsucresshl repalr atheris have bean made, the question arises, &t what point
{in terme of number of repalr atempis) doos 2 lemon kew clalm ades? Although state kevws once again
viry on this lesue, th corsumar's rafund replacament righis sre often irggersd shar-

= the naanubcuney unaxresiolly makes thres or four repeie attempts,
or
-ms fher vahicle has been out of sarvice for 30 days or e

--  Has the conmaines abusasd tha vehicls? N it can be shown that the prblem in the vebide sierms from
the cwher's sbuse, neglect or unauthoritoed moolfications ko the vehicls, than Jamon lew remedies are
ot available,

2 Remadies Under n Lawon Law Claim

New car [emon bews provide hal, after the manufacarers has had a reasonabla number of stempts i cure,
_ tha manufscturer shall replace the defective vehide or refund the purchass price. Most stais lemon lvws
ey e the consumes the option of chocalng balwasn reptacament or refund, although soms Stiled slow

. : manfachrer 0 choos. ﬂumj:.mumntrﬂmﬂnunlmmuﬁmm
a] Raplucernart
Seater Lewen vary conceming the guidielines for saleciing sha tvahicls, Soma stabes requira
the manulachurer 1o provide a “rsew and comparabln® whida, olhers st 2 comparable not
et aatly othars Just a narw [but not necesarily vehicle, and st others a
comparuble vehice that s “accepiable o the corune”

This of courss ralses the question of what k a “compamble” vehichs, sspeclilly whers, becase of the
passagn of e or the unavallabiity of & vehice that Is idersical in 3 respescts 1o the conamen’s
wehicls, a disparts muy accur concerning the seleciion of the replacsment vehicin Thiww dre no expliclt
guideines to resolve this Questions. Esteniisdly, the adequacy of the maxfackrer’s proposed
replacennent vehicls suma an whether & reasormble parson would consider the vehice comparabla

b] Eefumi
Many lemon laws requine sthat e maniiscthrer refmd e “purdhase price”, which may or may not

inchude colateral charges such a1 saben G and reghatration foes. A few laves rogquirs that the
manufacire relnburse the corsumer for Incldental or consaquential damages.

Aptl IO, 1998 15h Chapwr 3
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Al ity statey have anacted stadibes prohiting unfle or decapiive irachy prsciices. Albhough arguably drafted 10
acdrny Instances of dassic consumer fraud, consument frequintly rvoke these siabutes whan milng aslormablle
mpnsfarcisners over slagad dolects bersics the siolrirey bngeiage i sn vagure and becsiss tha remaries olhn e

quite pensoLs.

Tha Teaas Dacspstiva Trade Practice Act{DTPA)L b on sxampls. The staiste ganerslly declares it is umlawld for 3 salfyr
0 angagn b “false, mideadig or deceptive Ao of practicas” and then provides @ leundry Bt of untawiul practices. Ln
vehicle defect cases, plaintiffs typically irvolor the browdest delfinkiians in supgort of their claim (e, thet Ford
“represaniad] that goods .have.-. characiriutios, ingrecenis, uset, baneilis.- which they do not ™ or
“represont{ad] that gooda.. were of a particulr sandard, quatity or pradae..whai they wiane, in fact, of arother™).

Mant oW alow conmemen W sie manuiaciunes direclly undaer the decapiive rads praciics stalutes, and the
remadies authortzad for a successhl daim. Tha Texss DTRA s aviony the mom pro-consumer statues, ashorkzing the
consumer 1o obtain threa times hiv companssery damages for inenwing violations of the Act, phu sttormey’s fees.

In resiviing a deceniive trade pracice act chalw, your might consider the following defenses:

-- Staluts of Emiiations. UmitvBors periods for these kinds of dalime vary witels in Tezas, the petiod s two
vears from the dede of the sllsgadly ualawiol act, or the dale when, by ressorgble difgence, the plaintiT
muld hyv discowvemed the act. Inasmuch o generally atack representatinns allepedly kel Ey
Ford at the tma of saly, the Emitatons arguably shoxrid # gin 10 run at the time of inital sale
[althesugh thils wiserid arguaily bt & matter of debata),

- Faluee adecuately to sless deceptive oraciices. Typically, the Ford representations shat a plaintilf rvokes
0 tupport 2 dice thee Irmde Drecics clalm sre vigpet adverfising ogans such &1 "Cuality & Joby 1°. We
heve usually opposed such clalme uing the same srguments used sbove in conmection withy slleged sqoress
waraniies by adverticamant - - that thess am not stabemants of fact upon which snyone could reascnably
Mﬁuﬂﬂuﬂ lp::lu,mm ﬁ.::!:ﬂnhnl Hﬁmu‘mmhh wﬁ“ﬂ

to ny e thix [ =] i
jury, whose baharvior ls dificull to precdict.

- [l conply veith oodice and qare oeovisions. Marty states (including Texas) requina a claimant 1o
mhdmmmmmhmhmmmwhm" neasonable
apporiunity ID oure te violaion before binging sult. Plaintifk often overonk this prerergaisite in Heelr 2eal
10 pursie Riigation, however courts generally will aniorcs the recprirament

| Reanihllyicanen ]

Az reniioesr] aarlber, in 2l states but Liiclara, when 3 person boys a new product it i sutormnaticelty coverad 21 a
malter of v by cenain implied vamanties. In Lovkslana, the Redhibition Act dates back wo the Louislana Chil Code of

1570 anvd In snalogous to an impded warranty.

Following are sgveral arlicles kom the 1993 Revidon to the Lousiane Chvil Code o consider when evaluaiing olaims
fior rechibitory defacty:

Apdl 20, 1959 - | Chapeer 3
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A.2578  Wananly againnt redhibitory defects
Tha sefiar warrants the buysr against redhibliory defacts. or vicas, in tha thing sokd.

ﬁdﬂlhrﬂﬂﬂh“ﬂﬂlmﬂuhﬁ:uﬂrm
esimtenca of auch 2 dfert bmits e ight of fhe buyes 1 8 redUCHon of dhe DGR,

Art 2521 mﬂlﬂn-ﬂhmhhmwﬂnm

m*mmmbhmhhmmﬂmmuhmﬂhhﬂﬂuh
dateas that should have bean discoversd by 2 maonably prudent buyer of such things,

Art 25  Notioe of existence of defedt

mmmmhﬂmihwdaMdeﬁhﬂHMﬂ Thlm::n

it be sulichantly Smely &y 1o allowr opparunity 1o malce the required repairs. A buyer

' ) falls by ghve that nothee sufflers diminution of the waranly 1o the sctent the seller can show thal the: defect

. : rould hitva bewn repaired o that the repalrs would have been less burdsnsoma, had ba recalvad Snvldy
e

:ﬁ&ﬁuhmuﬁﬁmh*hmﬂhﬂdwdhﬂmﬂuﬂﬂmdﬁuhh
[
Art. 2824 Thing fit far ordieery e
Tha thing scld must be ressonably At lor i andinary use,
Whan the soller hat reasan ta know the paniculsr use the buyer inkends for te thing, or tha buyer"s pwitkcular
purpans far buying tha thing and that the buyer i relving o tha saller's skl or judgmant In selacting i, fue
fhing, sold musst badlt for the buyer's intendimd s or for bl particular purposs:

K the thing Ik not so A, tha buyer's ights are gowsrnad by the gearal roles of comaniorsl obiigaBons.

Art. 2529  Thing not of tha kind rpecified in the costract
When the thing the selier has delivered, thoygh in sl lree fram redhibltnny ddects, i not of te died o
quality specifiad in the coniract or rapresented by the seller, the rights of the buyar are governed by other
rules of sale and convensions] chligations.

Art. 3930  Dainct reust exist bainry dellvery

mmmﬂtﬁvﬂumnﬁmuuﬁuhmdﬂww

Apdl 30, 1998 1§ Chapier 3
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Ar. 1531 Linbilty of saller who knew not of the defect
A-hﬁuﬂmhmﬁ!hﬂuhmﬂhdldﬁnhwmn
" ~ lnnlulh:u
pwndhdhhhuﬂluwhﬂuhﬂdﬂhmmd:dh
thing. or the fruits it hes ylabdeel, wars of soma valier i tha buyer.

A salrr winy s hald Babfe for 2 mdhibiiory delect has an action the marufackarer of the dedecive
thing. ¥ the delact sdsied at the iowe the thing was deliverad by the manufarsorer 10 the seller, lor any: loss
ihe saller sustainedt becacse of the radhibilion. Any conirsciual provion that atempts 1o limit. diminish or
prevent such recovery by & sefler against the manuiacturor shell have no effgcl.

Art 2332 Retam ol the thing. destuciion of the thing

ﬁhwuﬁwuhﬂmﬁcﬁmhmnﬂ'uﬂﬁhrdﬁdhbnuﬂmmhlﬁhhlﬁ,h
which purposs ha must take cans Of the Thing: s & pruchnt acministrator, bk b not bound ko delver it back
unill all hls claima or judgmats, srsing om the dafect are oiisfled.

K tha recdhibliory defect has cumed the destruction. of the hing the loss s bome by the sallar, and tha buyer
raxy bring hix setion even after the desiruction has oocurerd,

If s thivwg I clestioyaed by & inmulions svant befons the biver phvas iha sallsr notice of tha existanss of &
rechibiicory defect that would have given dee ¥ & recission of the sale, the loss bt bome by the buyer.

mﬁmhmmmumw:um,m;u-wmmmwn
wllar nitumg tha price, &r & part thereal, s subrogabed i B blys"s gkt parsan iy
bar Buble for i destruciion of tha thing.

Ak 21538 Prescripiion

mmhﬁﬂmtm&*mrﬁtmdhm:daﬁhhﬂﬁm
preacithes in delivery whi made w0 buyer or one year
midﬁdmwm by thi buyir, whichever ocours fist.

The action lor madhibition sgabnst a saller who knew, or i presumied 10 have knaen, of the sodabence of a
defactin the thing sold prescribes In one year irom the day the defect was dhacoversd by the buyer.

In any case prescription |s inserupied whan the seller acompas the thing for repalrs and commences anew from
the doy ha tenders ls back o the buyver or nodfies the buysr of his redkiral or Inabiiey 1 maice tha required

epairs.
Art. 2541 Smduction of the Prica

A buyer may chooss W seek only reduction of ta ol dwen whn B bbby defect b sich s i e
him the right i obiin redssion of the wls.

in an acion for recsion bacauss of a2 mdhibltory defact, the cowrt may bmit the remedy of the buysr 10 a
raduction of the price.

Aprd 10, 1958 16Kk Chapwr 3
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|Evaluating Repair Attempts |
A repalr s defined as the replacement of 1 part or an ediustment.

Mainbananca, no problam found {NPF) repalkr covders and nonsmanufactorer repairs are nol consldared 2 repalr
alfevpt o.g. collsion repaly, Hre repalr, wic. NPF repalrs are intended 0 compansate deslers jor
sbnammal diagnosiz and must be used whhin Company guidelines,

Mot A oy may intepret multiple MPF rapale orders 80 & rapals sttampt; hewveoar, NPE 5 not congldeced a
rpalr sttarnpt under the law.

Espc Attaropt Bogniias: Nor-Repair Attarnpt Egayples:
Door Adusiment Damaged,/Tented Deace
Front End Algrment O Change
mmm SBDE HookUp (DIAG)Y

AfC Remove Mall From Tm

L agholifion t NFF CHagnosls Repairs, memmmmmmndﬁﬂﬁb
caves for the folawing restons:

1) Confirma io tha cussomer that a defact edsts
2} Ywhen pald for under waranty, confimma to tha costomers that Ford agreed that a defect edsts

MNonDaelact repalr crgwrs,  properdy documantad, o ba halphl. If s« defect dows not wdst, and the dealarthip
makes wn adiustmant or repleces g part, that vistt county ac a Lemon Law repalr attempt. bn aclditon, if thera is
no defact in Ford materfals or workmanship and the dealership makeas an adjusiment or replaces a pait, that
repalr |8 nonrelmburasble under warranty.

MNon-conformitles which are {subsecresntly} verified after the presumption of the low should be reviewed
careiully for NPF/Non-Defect repaies before declining assstance. Should a flawiult be fllad, tha courts may rie
in favor of the custiomar. Each cass should be reviowed on 3 se-bycaas badls with @ am lsadar.

Aprll 24, 1990 18 Chapies 3
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