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LIMGATION PREVENTION COMPUTER DATARASES
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. 1. Al this screen Input the following:

DEALER SALES CODE - raplaca first digit with F or L for Ford or Lincoln-Mercury, La.
Roy O¥'Beban Ford 148010, lnput - F43010

MODEL YEAR - model year of vahicle

BODY - vehide body type (from vin decoding or Dealer Order Recelpt Admowledgement
4nown at 1 DORA)

ITEM - vehicle orderé - from MAYE or DDRA,
2 After pressing the enter key the following will appear:

VEH I3 - 10t 2 and last 8 (Rke NAVIS)

STATUS - current vehicle status. (from schedule through defivery)
STATUS DATE - current statua was updated an this date

SHIP TO - destnation for vahidle defivery

ORDER RECEWT DATE - dote onder was received by system
SCHED DATE - date vehichs was scheduled to be bullt

ETA - ‘week of arrival to desler

Pricid copies sre sutomationlly UNCONTROLLED

ENS2-823 2472




% . LITIGATION PREVENTION COMPUTEE DATARASES

Aprl 20, 1908 57 : Chapiwr 10
Raw. 3.0

Pristad copias sre sxtomtioely UNCONTROLLED

EA2-878 24TR
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(THIS PAGE LEFT INTENTIONALLY BLANK)

Aprf 10 1958 58 Chaptar 10

ERD2-029 24TH
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Frinteg coplea sre srtomslically UNCONTROLLED




LITIGATION PREVENTION COMPUTER DATABASES

[1TITLE BRANDING INFORMATION VIA FMRS |

Thhdulﬁmhmdmdlupﬂm:

. The madal ysar, ala lesuing the branded St brand dite, brand pe and itle numbar

. This nérration will reflact the most current brand date, & will not cflect vy previous: brancds
that may have bean placed on the vahicls

How 10 acces) Tiis Bimad Informmtion

1. TmnhTSﬂ!,{Nmm]lﬂmﬁnﬁlﬁW

1. Whan prompted, type In your RACF LP ID (Be. LPORDSS) and prss Enter

3. ‘When the next screen is displayed, snier your RACF pattwerd and prast Ertter, the following scresn

wil b displeyed:
” | oo | 3rSD INFCRAATICON CEWTER PAOMANY MEWD | 11/15/9¢
e -—— 16:09:47

CODE CFTION DASCRIPTION
1 REPCRTING Fre-wzltten FOCIM applicacions (CUIA, MRS, aic.)
i rCOB Acceas to FOCOE databaass and decumantakioo
3 AEADY MODE Mosss to TR0 "READY' mods Ior downlosdipg. ate.
4  BooIrY Aocama to FOUDH applicmtions with opdats capability
E  NON-FOCUS ) Accass ko pevaxal nep-FOCDd applicomcions
I IHNFOCHTA mEwE NWew projsocs, festures, and ocoming svence
N HAILEOX Display importang seasages and balp desk BEbexs
R RNLE Raport Managemsnt Oletxibution Systes
- arr ALLOUATE, BROWBE, COPY, EDIT. and SEARCH ANCANNCE
x EXTT EDQOFT THO

MR zelwase 7.05 raplacey §,0 wesksod of Hovesbar 13.
TS03 FOCUN Ralp dmsk: (313) dd-6B35&.

Typs tha CODE you want and press 'BHTER* =ssxax L

= Typsin the rumbaer T for Reporting
¢ Press Enter, the following soreen will be displayad:

Aprd 10, 1998 o] Chapar 10
Frintad ooplex e SHOTRUCsly NCONTROLLED

EAd2-228 2478




LITMMGATION PREVENTION COMPUTER DATABASES
: Rav. 20

AXPDETE . | " AEPORTING OVETIME OPTION MM | 11715796
S 16110545

W v e el A B - o T

= riald Bavagenant Raporting Bystam

- Macarials Masagansat Process

- Gaopral Qiflce Bewed Activities

- M.0.%.8 Txouble Repartiog Systes

Powar Froducts Operations Clalms Tracking Bystewm
EAMY Expart Sslsa Reporting Bvatam

Global Dletribution Byates

Froject Manugemant Reportiog Eysten

+« - Common Quality Indicmtor RAsporting Syetes -
- Dealar Infrrmation lapsrting SysEss
- computer Rascurss Ttillzation

K = Raturn to Primary Henu X = Logoff tha Coopute:

EE woumwew »
1t B

[
[~ ]

Typa tha code you wank and prasg 'ENTER' ===zl

»  Typsin the number ] kv VRS
*  Press Enter, the following scresn will be diapbayed:

-ww [ 1 3 ] o T T T —— T —— - - - - g

=

WENUTHMRE
FNRF - FIELD MANMIEMENT RRFUNTING STITEM - FPATMARY MENT
- o - -
1. MAMMIEWERT T. OWNER RELATIONS
2. FIELD FOCUS /7 KEYGOAL 3. AFTER WARXANTY
3. WARRANTY . 9. DEALER FTMANCIAL
4. SERVICE FROCESS EVEITS 10. NUSINEAS TOOLE
1. 11. FARTE HALEA
&. gCP
CURNENT DEFAULT DRINTER « RVTONESA

e e e Ll e - e —m i ———————

| == 3 H-HELR E-RXIT FHRE L-LOGOFY P-CHANGE PFILINTER |

T L LT P p— et et e e e e o et e e e e

+ Type in the number 3
% Press Enter, and tha following screen will sopean

Aprll 20, tion 0 Chaptw 10

ERR2-E28 2417




% LITIGATION PREVENTION COMPUTER DATABASES

Rav. 1.0

il NEW s

A SIMEDRY AEDORT OF ULANEED ADTIONE IS WOW AVALLARLE

> SELECT OPTIOM 4 - NARRANTY COUNSELING FROCESS MEMS

=e» SELECT OPTION 19 = DPLAKNED DEALER ACTTONS
: SELECT THIE GPTION TO VIEW/PRINT/DOWMLOAD

DEALERE WITH ACTIONS CUMARNTLY PLAMNED.
FRAESH ‘ENTER' TO CONTIRUR
WEWONEHL --------- wr—r  WARRMMTY NEPONT BEEU == == === = o e e = =

cption mmx 2

Aagion NanaTament/Parformanos Reports Mama
Cealar Warrancy Clalma anadyeis Raporcs MNeou
Pra—dalivery Analysis Raparts Mson

Marranty Counssliog Proosss Manm

MarTancy SPC Repoarts Manou

N b R

L - e Bk

Fl=-Ealp Fi-Exir Fi-matutn te FMRS  L-LogofE

s Type tha number 2
s Pruts Ender, the following screan will ba diaplaywd:

Apill 20, 1998 ]
Prinied copies s actometicaly UNCONTRELLED

Chapiar 1




LITIGATION PREVENTION COMPUTER DATABASES

Riv. 30
MEKMARZ ~--~-vo==s DOEALER WARRANTY CLATNE AMALYSAIS -—- --
DPTICH =w>
1 -~ Cladmr Bt for Eelescted Optlens Muem
1 - Clains Liste by Clade or Cort Opcions Memm
bfa ] = Robual! Tik Reports Nem
4 - 0L Cleime List by Cacagory
5 - dwsenbly Bapladumsnits Claims Lise
§ - Bprs 1000 Mi/ld Days From Wiy Exp. Date
7 - Milewpgw & Dats Fluctostion Claime Lisk
# - multipie Claims List by VIN
9 - Bepaat Rapair By Fart Nunber Wexk Ehaet
10 - Bhop Cosaback By WOC Woxrk Thast
11 - Rask Frag Daedl Labwoy Opbrations by Cacsgory
13 - Claims Payment History '
Pl-Halp ¥i-Exit PFi-Return Fi-RBaxt luﬂln_. 1~LogofE
+  Press FB, the inlimving sersen will be displeysd:
EERMMAR] =--==s—-—— DOEALER WARBANTY CLAIME ANALYELH ~v-ai—=s===uno=m==
QPFTION w=x> 18
13 - 24 Month Imdivigual VIN History
14 - Mazraoty Claims Advisor
15 - Wty Canceliation - Braofisd Titlm Hiatory
15 - Chargeback Analymis
17T - /60 Ownar Haow Wty Verificatlon Work Bhaat
16 - Anro Insuranca & Wty Palat Claine Comp
19 - Sum of rpye 250 Mi/14 Da from Wty Exp Cate
20 - Battery Replacecant Bussrary
:; - End Of Wky Rpe - 45,000 To 50,000 milas
43 -
24 -
Fl=-Halp FA-Exik Fi-BExbom  Fi-Prav SCYesn L-Liwgaf £
= Typa the number 15
*  Presa Enler, the inliowing screen will be displayed:
Apdl 0. 190 ] Chupbir 70

Frinted coplex are somstonlly UNCONTROLLED

ERE2-028 2478




>

@ LITIGATION PREVENTION COMPUTER DATABASES

Rew. 10

.i.i*lli‘i'.ili'lil!'iiil’l'.ii'll-.l'iiii.i'illilllil'l"liil-.lilii

.‘ -
* ' KARLRANTY CANCELIATION
" MRARORD TITLE HISTORY REFORT

[ ]
AR rAr AR R AR R A A R Rt bk e o i AR

TRtk

PLEAAR ENTER VIN NIMBER TO DISPLAY:

W
L |
. viz: irrnczersTail -
- -
L} [ 3
¥ " PEERE 'FiY T BOID v -
[ 3 -
[ ] -

'!i-!ll'*itl*[‘!‘i.i:ii."iilliili.l-iilil.li.li'ii.i'.liiii.iii'.*

Type In tha VIN number
Press Enter, the koilowing soeen will be dieplayst:

- Downlomd (nfn}
= HH Mall File
- ME mail/Bacch

PrafaIn Foxr HS Maill uny HEOWERE
FlL - Rslp -~ Bde BT = Pracass

*  Type the number 1
Pram Enter, the iollowing screan will ba displzyed:

Apd 20, 1358 3] Chapier 10
Pristid OOpias MY Biornatically LNCONTROLL ED

ERDZ-820 2400




LITIGATION PREVENTION COMPUTER DATABASES

WARTANTY CANCELLANTON DATE: 03/16/98
HRANDED TTTLE HISTORY REPORT

von  irnxeirsrell
MODEL YRAR/MAKE: 1996 FOR
STATE REPORTING BNANCED TTTLE: MISSOURT
DATE TITLE EAAMDRD/AZPONTED{1}: JUNE 1997
_BRAND TYPE: RALVAGK .
BTASE TITLRE WOMpRE(l]: LB

=  Prass F3 1 "I the veport on the screen. | you slecied to pefnt the report, vou nust cormplately
Legolf TSOA iafors it will print.

TmhllhhmMmﬂhdhﬂnmmﬂnh#WIhwdm that OASIS

Following are tha Tite Brand Codes thatl are Teiad In OASIS:

TI- Salvage

Ti- Food

T Over 100,000 Milas
T4 Not Actual Milesge

Ancther rescurce that ks avallabls to help detenmine i & vahicle hus » branded ttie is the Natonal
Insurance Crime Buresu (NICB). Their database has infomation from mast If not all of the majur
inguance camlank. They can be coniacted at (800} 452-62832 or (B00] 4376202,

Whan callng the NICB, the callar nesds to [dentify themehves & a Ford smpioyee. A typical Inquiry
thatt you would makie s; “Hive thers baert arry feposied losses on the it In quesifont™. The NICB may
u abla 1o provida names wd numbers of ineurance carviers, dunege esimates, s that would be
hapful i our declsion making preces,

-

INDTE: if the waranty bas besn cancelind but theiw B Nﬂwzlnfhﬂhbdqhmdidhh
|U1hd5htu.ltrrwhmm:umdht:mld|. [Fthis situstion arses, contact Fard of Canads st phone
|nl.l1hlr={9051515-1!ﬂ. The contact will ba ablz to tall you why iha vehicle wes brancied

1

Apl 10, 1908 o m!ﬂ
Prinied coples ahe siutometionlly UNCONTROLLED

EAS2-025 2481
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ERD2-B29 2432




% LITIGATION PREVENTION COMPUTER DATABASES

[A-FLAN SFONSCR IDENTIFICATION

Mnthanmm. This applicainn wil:
«  Ltikre CONCEPS to identiy an APlan Sporsor

YOOK TERMINAL BAME If RLZ70315 VAGDLD

FEULD ¥OU HAVE ANY FRODLENS FLEAGE PHONK TEE MELF CEOK AT [3313)825-3400

. ERTER COAMMAND TO SFLECT YONML ARFLICKTION
: O THE CHARACTERS *FACH" -~ THEN PRERE "merin IMED
. = TypelniMs2 S
»  Prasa Enber, e fllowing screen will be displayed:

DrEzgdl A2 /0%/9%0 0801155

Uparlid == LRwwww dmmn ikl ] ontaii
k. ]

Papmeord wam wwmm Mok da FAssa
¥rans aturn bte slgo o Appraywr dur rukorn pour dabubexr
-_— g —- -- &u Blo --
TYDE DaW PAREWOYd sen» <h ENLTAX NOuTssl Bot da paams
Fraam Fl to sat asw pasaword Appuyar mr Fl pour antrar

vobra souvesu set de palewm

s Typu in Userid and password
¢  Press Enter, tha lolowing screan will be dsplwyed:

AR 20, 1990 3 Chaptar 10




LITIGATION PREVENTION COMPLITER DATABASES

SONESRT rord Applicacion Mamu Mo, G Applionticon Fopd

Bri3650] AENSION AEALY FOA INFOT

an> A L |

SRl DESCRIPTION FEL IEECLTPYION
A COMCEM A CORCERS
I Vahicls Losaksr (D.0. only) I BAspursge vwbhicules (E.U.asulesant)
J Parts LOoRtor (0.5, anly) J Faperags plecaw {E.U. reilement)
F FCAD Corporats Applications P Applications ds li compaimin DECP
£ W30 Corporuta Applinmtions 2 Applizacisns da la colgbipile NBO
FisExit INH Fi=forklie INS

= Type the letier "A” st the promy

»  NOTE: Ifyou s almady logged inke MAVIS, ga back one soreen and press 11 i socew CONCERS

Fress Enter, the folowing screen will be: displayed:

vahisla Crdaring, Altaring wod Tracking Heou

¥ehicle Marketing Information Magw

¥ebicle Financial Manu

vehicia Salss Menu

Morkating Applications Manu

Rystem Adninistratfon Bam

TINCEST Man (Vshicls Incantive Fayseot snd Information System)

uﬂuu-uuhai

Bl
*CURAENT OEALER MEWY BULLETIN DATE IE JAMKIARY 30, 1994+

CE0 CONCEFE Salectlion Meou 02/02/3F L4:55:12
4 Daalue: FE13XY (Ford)

Dwwcripbion LE1Z7S  (L-M}

+  Type In thie dealer cocle nedt 10 “Daalar" using puavslo daaler codes abivs, on, 35 n e sxample shown

= Ford Sales Cogde of 148411, replacs the 1 with an F, o that the desler cods = F45411

= Lincoln/Memsy Salss Code of 345274 replace tha 3 with an L so that the dealer code = L5274

v Type the number 4 at the prompt
*  Praas Enter, the following screan will be cisplayvad:

Ao 20, 1498 ) Chapar 10

Prinfed 0opias are Micrwidicafly DNDONTROLEL BT}




% LITIGATION PREVENTION

COMPUTER DATARASES
Rav 3.0
T4 ' Wehicle Bales Manu - 0202798 1LArad: 33
umy J Dealax: FB1333
SEL Dascription
1 Halus Entcy Manu
2 Automated AXE PFlan MNent
3 TUasd Vehicle Falss Eocry Mesu
4 HSalem Analyels M - For Fucurs nEd
= Fype tha number 2 at the prompir
= Prens Enter, the iolicwing screan will be diwplayed:
MRARSQO Aubociabad MLE Flan Meow Q02738 13 1d4115
wy RIDCIN_ Danler: Fi13X1
BEL Demcripriss
1 Plas Migipility and Loak-in
1 . visw/Cancet Mrprowsd Look=in | 0 Lockine weiting/mot PFaid)
v Type e lesters ADMIN 2t the prompe
#  Prasa Ender. the followinng screon will be displayed:
Al 20, 1998 &7 Cheptar 10

Frimtad coples are somaNcally UNCONTROLLED




m LITIGATION PREVENTION

COMPUTER DATARASES

L

i o o - —— i ———

EIAPIO0 AXEZ Plan Miin Memn 0dsa2/0 114
= B0

EEL Dasaription . Baxt Xays

T T

1d Maintain Emraptions Manu
1% Check Eligipili Bponar
3t Salwor Auddc l-::rl:-
A0 maintaln Compacy/Feblcle/Dealer Elig Nemu
30 Maintain Cantrnl Tablas Mesn
0 View Appzomi Hiastory Customur, Spoosor, VIN
0 Review huilit Tracking ' Dsalsr, Customsr, Spoomsr
80 Hew Caaler History Dealsr
I: ﬂﬂl“ Authorized Approval FRansor
t

CONTORER I DA EFORSOL ID:

Type the mambar 80 at #he prompt
Pruss Entee, the ollowing screen will be displayed:

[ETAF? 50 AFFTOTAl KANGSET - ety 0a/93/9% UB;LT 193
[+

m v AFALFEI RS

Apprownl  Plan Took-In mlw Emnosl Temp Panler Fponsox Exap
N Dake Type Duts Dmtm Duba FIN Cooas ID Ty
+ TypeinVIN B
s Pross Enter, the following scrasn will be displayed:
EIRFTSO Appzoval Elstory = IOODary Caras/p4 OMclA: 07
L -]
CUNTOMIR ID: OR EPOMNCA ID: GR ¥NIsi AraLrsIM v
Approwal Flan Look-In Ials Canael Tamp Dealur Oywmor Excp
SEL Dmta Typn Datm Datw . Dmey MM Codw ID TYDa
— OL/tasio%E A 4170971991 J1705/138d 4 FR03L 1913835403
&

;

This scraen will dieplay the SPONSOR I
Chck and drag Mouse 30 highght numiber
Chk on Erlls, prws Copty

Press F12 i refum o previous man, the ioowing screen wilf ba displayed:

Apil X0, 1908 L

Frinind coplie arm micmetioally UNCONTROLLED

Chayir 10




% LITIGATION PREVENTION COMPUTER DATABASES
Kaw 1.0
[ETArs0n AXZ Flan ¥alo e 82708798 34:22:34
wx 20
#xL Description BaxE Taym
1% Maintnin Excepbions Meou
78 Chack Fligikiliey fpnuor
3% Geleck Audic Raports
4¢ Maintein Conpany/Vehicla/Dealar Elip Mam
S0 maintain tontrol Teablse Mepuw
0 Viaw Approval History Cunplome, Spesar, VIN
70 Aeview Audit Trackisg Dealar, Custoesr, Bponasr
10 View Dwilix Hiskasy Danlaxr
0 Sponsdr Aukhoriisd Approval Fponsax .
E Deit
Pletigly FisAXE Flan Meva FlI=Radurs
IDME-FLEMIE GEGECT CPTION ARD FEESS EWTEN LIRS 4
= Typa e narier 20 3 the promgs
»  Prass Enter, the following screen will be: depleyed:
HIAPHLD Chwak BLIIBLIILty 0270397968 08124103
[ -]
srezon s [ Appravals Ranaining:
b [ Payroll Loc)
Firsc Nams: Hira Date:
tasr Mama: Birth Dabw:
Straat{l): Retire Dakm:
Sereakii) Etaks/Provieca:
ity Poatal Code)
Plen Customasr Approval Eala Lpok=Iz Deslsr Plen Doty Tewp
Yamr Lawt Naww Ral Dubw Duts [ Coda Type Typas FHA
Fislizlp Fi=plan Ads Mexy Fi=pdtl Sponasz Info FTelackward FEeFerwicd 1Z=Racurn
EOUTE-ILEAME EWFER EPOMSOR Q0N AND PREAS RMER LRI
s Place cursor on “SPOMNSOR 10" Bne
s Chck on Edit
s Ciick on Paste
s Prass Enter, the following screen will ba displayad:
Apll 20, 19 1) Chapaar 10
Frinted coples zre scriamaiionlly UNCONTROLLED

Enp2-225 2407




% LITIGATION PREVENTION

COMPLTER DIATABASES

BIAM10 Cheok Ellpikliity #2/02/93 13130113

-3 1913803

HOmEOK 1D: ELICTRLE hppravalr [ b |

FIN: myrall Loei o

Fizat Faow) Hire Bwbas _

Last Famer Hirth Dubtel

Heramtil): Batirs Dates

Serwat{d) PRat &/ Pdwinee n

Eley: camrzcl Poutal Eods: 4R1BT

Flen  Cus Eosbar 1 Buls Look=In Dealsr Plem Exop Tasp

Toar Lagt Hamp - Ral Datw Duba Datn Cotda Typs Type FIN

1998 MALTNWEET F Oi708790 DL/00/98 81705738 FiBDS1 & Jnid

1997 FEROWEN & DYSLEIFT DBA1R/9T QRF1EFFT LABDAR A 1111 ]
» | LME  RROREN DEFIRIBE BUS2R/00 ON/39/%F F4EO31 A

1% xrOoEEL B 11/0%794 1170%795 11709795 LABMS A

1M KRONSS LB/ 1173 10713594 T4NDAE A

o s e

*  Vahice Sporacy Informakion b dlapleyed bn the op it postion of the sciem

T™a Vahlcks tal fove baen onscnd by tha Ford smployes sre Hated by rost curment plan year
»  "Ref stands for “relasionship”. Following b what each characwer represents:

5= SPOLISE
P = PAREMNT
C=CHLD

Cuuy

F = OTHER FAMILY MEMBER

JAPOQEIANT:
SOME INFORMATION IN THE AXZ-PLAN 5YSTEM 15 CONFIDENTIAL
AND SHOLILD RE TREATED ACCORDINGLY,

Apd I, 1994

o
Priniad coples are stiomaticelly UNPDNTROLLED

Chapter' 10
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m LITIGATION PREVENTION

COMPFUTER DATARASES

Printad copias sre pulometioaly UNCONTROLLED




\ % LITIGATION PREVENTION COMPLITER DATABASES

|LOCATING A CUSTOMER BY NAME ONLY ]

Following are Instuctions o idenily 2 customer whan no other information 15 svallable suich as; VIN, Cly,
dp code. This appiicaion with

v Utifra TSOI o locota a csstomer's vshicls hiskory

TOOR TEANDAAL. WAME 1IN R1J7037# T

TAIX TH A FRIVATE COMIUTER NETWORK ==r
UKAUTRCHTSED UFE NILL RESVLT IN PFAOCEECUTION

LD YOU HAYVE ANT MUONLEWE TLEASE FHONS TX0l RELF DESE AT (J1)) 533-340D

. oL T6E CHARMCTERA "PACEA" == THEW PRRAD *ENTIR® THOD

v Ty lnTSO3
s Prass Enter, the ikcliowing screen will be displinsed:

= Type o Umrid
»  Press Ender, the iollowing screen will ba dsplayed

Apr 20, 1990 n ) mm
Prinkeg! coples sre surdoratically UNCONTROLLED

ERd2-025 2490




% LITHGATION PREVENTION COMPLITER DATARASES

— — TEQFE LOGDN
Entar LOCON parasatars balow: _ AT LAGOE pulb il i |
Dsarid  wmw> LPRAISY
Tarwerd == EEEEEE Baw Pasawnrd meeye

troosdura ==s» LYIFFD Group IdanE =me>
Acet Mabr mams POZE? ‘

Al =y 3000

Parform  ==my -

Corpend  maea

Eabker an '8 Bafors ssch opticn deslced balow -
~Nomail ~Nongtiea =RBOOBTTE ~OITeard

FFL/PF1) =mp Balp M/ LS =n» Logofi FAl == Attenbion FAl == Eashow

Tou may request spaeific help informstcica Ly snbaring & '?° fn sor ety fileld

+ Typw in your Peseword at tha prompt )
+  Press Enter, tha iollowing scrsen will be depleyed:

INTTINFG | En INwCNOENTION CHRNTEE BRINANKY MO | 22703730
1341228
CODE  OPTICN DESCRIPYION |
- |
REFORTING Pra-wriktkan FOCDN applicstions ICODN, FWRE. akc.)
ncoa Aoass Lo FOCUS datmbasss and doousantation
KEADY DDE Aoasas ko TED 'READY' moads for downleading, ak=.

hoceas ko FOCTTE applicatcioos with updsts capabilicy
AoCuEE Lo savernl oon~FOOUS applioutions

Vol WM

bisplay important messagar snd halp desk oosbars

Rapact Managesant Discribution Svstes
ALLOCATE, BADMEE, COSY. ENIT, and EEARCE Astaasts

moIry

oN-Foca

IHFOCHTR MEWE New projscts, faaturss, anl coaing wwasts
WAILEOX

amng

.1/ 3

ExlT

M

Fooma 100 clusa opanings, Tuas. Yeb 10 Eyps HELF CLASNEA.
TEOl FOCDE help desk: 1713) 44-GE254. " {try RELP TRENOY?)

Tyos the CODE you want and press 'ENTER' muwsss 1

4 Typein the rumber 1
s Press Enter, the koliowing scraan will be disployed:

Fripled ooyries sve svtvmulically UNCONTROLLED

EREZ-025 2801




m LITIGATION PREVENTION COMPUITER DATABASES

Apedl 20, 1908 : 2
" |xroRTS EEFORTING NYITINS OPTTON MW b2708/98
13:33:32
cobx OPTION
L rmou - Fiald Mansgeeent Reporting Systas
1 o = Materials Hanagamant Prockgh
1 Noms = N.0.M. 8 Troubla Laporking Byt
& FPERCOTE - Powsr Fxoducts Operntloos Claims Tracking Sysktem
T EAMIEN - FAM] Export Ealws Reporting Sym
B Groa - Glohal Macridotiom Bywtow
# ™D ., = Froject Mapagessat Bgocilng Syatam
1 oIS -~ Common (ualiry Indaarse Rapoieisg Bywbam
13 DER)ERE - Depler Infcwmatdaon EyntEm
11  XESOURE - CoRpuLer RaEsures fzacicom
R = Raburn to Frioary Meou I = Logoff tha Compatar

Chgiar 10
v 1D

Tyre the oode you want and press 'ENTER" ss=pe» 1

= Typa tha rurnber 1 &t the propet
+ Pram Fniler, the following screen will be displioned:

—

Opklan esx 7
1 - Minkgemnt Owoar Ralaklona
1 - Field Focus / Exy Soal AfEar WarEankty
1 - Wmrranty Dmaler Finan=ial

Dunlar Farfossanas Proflle
MztE Salus
TAR RporbEs

4 = Derviea Execass Events
5 - Dealar Traiolng (OTARA)
i - QcB

)= =pIpg

curpeie Printer » KT0885E

ri-Aalp F3-Exit A-Annmmcasgnts L=Logoff  PF-Changs Hi.;lul!

»  Type the numbar 7 ot the prompt
¢ Prass Enter, the iclowing screen will be displayed:

Priniad popias sre sulomeioally UNCONTROLLED




1 - Cameare Ramclutlion Makvics Raparts

3 = COF Burvey Reporta

1 - Dustomar Contact Amports

4 - Disgmte BetbElament Board (DR} Peporxbs
3 -~ Lagal Repocts

Fi-galp Fi-Exit  Fi-Natwrn to S L-LogofF

= Typa the b 3 # the promgpt
. hﬂ&k,hﬂmtum@lhew

MEWOOKS =emesmeaness CUNTOMEN CONTACT REPCATS = mevem e r——

Option wws 1

Customar Addrsas Looatbor

counts by Caupal Cods AcTasd Conteact Typs

Customer Contact Openings Asports Mem:

contacE Yoluoa aml Aatio Esports Maom

Ownar Appraoiation Cartificatas Rsports

Cwnar Ralatlons PFR Raporis

Invantory., § Ovardus., and Aersgs Days Bandliog Nenuw
Esacquizred Vebliole Opecwbline Rwport Menu

LRt T N Rl ]

Fl-Help Fi~Exi HM-0.K. Namu L-LogoZ L

»  Type the number T ot the prompt
s Prem Entor, the nlowing screen will ba displeyad:

Primied copiey ars miommioally UNCONTROLLED




L

% LITIGATION FREVENTION

COMPUTER DATABASES

Apt 2L, 198 4

---iiiilII'!'IIll'iiil.i'iillilli!iiiilllilltiiilii;iitiiliiiiiiii

1) CIhOMEX'F ADCRRER [T¢ EBT INTO NORE! 7O FIFD
L N e T T e P T Y e L L L LTI

EBCAIME THIN PROGRAN TAEASF A LOMG TIME TO EXECUIE,
T IB FECONMENDED TTWAT TOO WA IT IN BATCH.

EBFIER T TO 20 LETTERA O COETUMEE'F LAST NAME _

«  Typa in Cistomer Last Moma
= Frem Enter, the inSowing screen will ba displeyed:

—
LRI R L L I PR L PR I I L LI e NI N P L L Y Ly T

1) OMTMEE'S ADDREAD {TO EEY INTO MGRM) TO FIND

AR F T T ST R e el ol ey o el ol ol el e el ol e

BECADNFE THIY bwizmay TAKES A IOWG TINE TU EXECUTE,
IT IF RECTMMENOED THAT WORT NUN IT IN RATCH.

ENTER OF M 20 LETTERE 4F CONTOMEN'N IANT ERNE >~ IKNERS
BONERE

FNTER FIRGT INITIAL {eiiY -0A-
OF 70 14 LETTEAS OF CIOTOMERL'S FIRST MMME |Xis=ALL MAMER) » M

*  Typa in Customer's Arst lnhial or Mrst Name
& Pres Ervin, the following sareen will be diylsyed-

LA T DR TR Ly LR e P R T L T e e T T TR T I T
1) CORTCMER'S ADDAEES (TO EET INTO MDASY TO FIMD COMTACT

FFARFERAA kb A AR A kA r Ak Tt A TR A AR AR AN R AR A

MACAUSE THIA PRGRAH TAKES A LOWG TIME TO BXECUTE,
IT IF AECOEMENDED THAT YOO EIM IT IN BATCH.

ENTER UF TC 20 LETTERS OF COSTOMER'S LAST MANE > SONERS
BONERS -

ENTER FIRET INTTIAL UELY -OB-
OF TO 14 LETTERE OF COSTOMFA'S FIRST NAME (Xis=ALlL NARRS) = N

EITER 1-CHARMYER STATE (DR [XX=ALL STRTES) » MI

*  Type the State nblreviation at the promp:
Frisied coplay are automatiosly UNCONTROLLED




LITIGATION PREVENTION COMPUTER DATABASES

. Fre:ﬁ'ﬂﬁhﬂm*mmﬂblm
Al EL 199 75 Chaptar 10

Al e R A R e e e o e ol il o o e o el o o el el i e ok o o ik ke b ol e el ey el ool ey e

o -
* FIELD NAMALGENENT REPONTENG EVITEN L
- LEFONT DISFLAY BELECTION PANEL -
- -
Aol o el e e e ol ol e el e e

FLACE AN 'X" NEXT 70 THE DESIKED FRINTIMC OPFTION.

=y BATCH X ~==> VIEW =mx FRINT ==y VIEN AND TFRINT

-
L
L ]
»
-
-
-
-
-
L]
L ]
-
W
XL L e e T L e L T T e e L I T R L L SRR L LS IR 1L L]

-
L
-
-
-
-
L ]
-
r
]
-
L
-

v Tab to*View"
» Type an "
»  Pram Frer, the nlowing soreen will be displeyerd:

Ml 1
SEARCH COF COSTONEN FILE FOR CUSTONER MAME: SOWERE
e OF M
‘N
LIST TITLE I I CTMTUMER LAST NANE STRERT ADDAERS CITY 5T 3IF CDPE

| [T

NOTE: If you type “XXY In tha *Fini Inkdal* field {shown on page 75}, your search will be expanded as
shown on the fcllowing pags

Prinind copise are sutomstically UNCONTROELED




m LIMTGATION PREVENTION COMPLITER DATABASES

= FL ] " Chapher 10

EEAXCR OF CUNTUNEN FIET FOR CUNTOMENR MAKE: SOWMDN
FINTE OF WL

CWNER AELATIONS VOF/MENCHELAEIIN OREIATEE 01/05/90 14.51.5§

NOTE Tha amstoessms femd Hrough this who lave previcenly contactsd the CAC. U do
mm;pmmmmm;;m iy

Pyinjeg copdes sre palpuetically LNCONTROLLED




% LITIGATION PREVENTION

COMPUTER DATARASES

Aprd 20 1904

Privied sopise are Sitoinatically UNCONTROLLED
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=] &

gffiaa of the Gansral Counsal

Raacquired Vaehicle Operatlana
e e 3

Vendor - Contacka .-

Office of the Ganeral Counaal
Consumar Litigation
5

COffice of the General Counse]

—— ‘

Product Litigation

North American Flest Service, . . . ... .....

Rpril 20, 1990




LTITIGATTON PREVENRTION COWTASY GUInDE

FPollowing is a list of contants that you will Erwquemtly cee.

{Other Informatica

Othar rsasurass availabls arme 3

Ford Intranat

B=-MAIL

Ragiona]l Talephena Contact Sheat

FCORO Vehiole Borvice and Programe Phone List

Apell 31, 1933
1

Mav. 1.2

OfZioa of tha
Gaosxral
Counael

Chaptar 11

Antomntive Diskribotion sod Frade Esgulacion

Ford Motor Company - 0GC
Rocom 1006

World Hemdgquarters

Tha American Romd
Daarborn, MI 481321

Eaad Counsal

Printed coplas are mdormalically UNCONTROLLED




LITIGATION PREVENTION COWFALT GUITR

b J
Fux &: (

Dolorss Nunarx
{DNUNEZ}

Tal #: (313} 2408-T7754
Fax i: {413} 332-3004

Apcll 24, 1933
Chapkar 11

Epnogmalzed
Vahicle
Opazrations

uestions concerning policies and procefurss on vahlcle
raplacensnts/ rapurchages ara to bha dirscted to the parason
rasponaible for the activicy.

Ford Custogur Service Division Pord
tustomar Service Divieion

Ryacgquirgd Vahicle Oparations

Faacquired Vehicle Cpsraticns

A0) Renmipsance Cenkar

300 Renaisaance Centar

P) Box 431158

Room 1224 .

Datroit, NI 48243

Dabrolt, NI 48243

Prinied copies are piiometicesly UNCONTROLLED

EPB2-020 2508




LITIGATION PREVENTION

CONTACY (UIDE

™ I (X14) dd-ER033
FAX #r {313) Li-894T71

EROFE ID Fhone

RAV Inventory Mark Lofeiim

(MLOPTUE) £-7673

RAY Poliey k Proceduren Jaff Strongln

[ IBTROMGE } 6-90123

[TBLABAE] ) 6-7578
Inforpation Eystems

RAY Coordinator Carol
{CSNTTHL) S-3001

(Bostrm, WY, Philadelphia

lﬂm.; m"llm:- EC

Chicago, Detrolt, Dallawm

Semttln)

'RAV Raporting & Mgt. Jin Glass "

Emith

RAV Coordinatrar Edna Adall

:ﬁmﬁ] ' 5-9024
tesburgh, Washington
Hepphis, Cinsippati

Houston, LA, 8F, Denvar)

Special Projsqta Eim Jaklic

[BARLXC) G-4330

hpril 20, 1994
A

Ber, 3.0

FPrinfed copiss ane sutvortioslly UNCONTROLLED

Chapbar 11

ERd2-228 2801




Contaots

LITIGATION PREVENTION CONTALY GUIlm

ENIREEATIG MOLYEATE ARBSOCTATES (KAL) :
Bab Jackman
Tel #r (24B) €4d2-312332

Fax #: {248} E42-4558
Swe your EMA Contact List for regiomzl comtackm.

EAY ERAROUARTERS

PAY Suparvisor: Nichalls Cotmury INCOONEY) axt. 200

Tel #: {00} JET-2050
Pax #: (810) 488-3703

3411% Wast 12 Wile RA.
Dearhorn, MI 48121
Farmington Hille, MT 48331

YOERD EXTERDED FERVICE PLAN EEADOUARTERS

PO Box G045
Daarborn, NI #8171

Tal #: (313) 39Q-4573
Tux ¥ (313) IF0-4587

n I

13313 Morth Woodward Awvenue
Sulte 325
Bloomfinld Hilla, MT 4EB304

Tal #: (800) 404-4780
Fax ¥: {21D) S54D-5553

BOTLINE TELEAFEONE NUERERS

FCSD Technical Hotline: (800) 036-4594

FCED Laptep Hotline: (ROD) HIT-2ZR0

PC Euppl.:rt Center: (Fard Nat} 5-350D

11 1. 1599
ar 11

av. 3.1

Friviad copias sre aminmaticelly UNCONTROLLED




LITIGATION PREVENTION CONTACT SUIDE

Litigmilen

{Attozney
Diimdnilf ~ Lamon
Law)

TFord Mokor

Suits 400 PIW

3 Pazklans 3lwad.

Dearborn, MI 48136

COTWMERL: Niaksel Daxyls

= W (31 =419

FUPERVIECR: Jody Bamviw
AMEBINISFTERNFION: Chris Dxbamaki
Tt §: (311} 39-44912

(Insucance lettexs, lmwwults, ekg.)
FAX §x {M1) 32-21i80 Beies
00 rIw

= I {313) H-0Fhdd

Bamion
Cass ERRdlar
P D Fomd Eeb]
Bowton Chexryl Halvozwen
(CHALARS | 33= 71388
THEYVE
u-uhi': (KT, MO, TH, AR, MG}
Twin cicies’ =
Washington

Atlanta {2, EC, AL, TH} Ixian Birks
(BERIAXS} 4-57407 .
Dl lak (& OX)

Imtzole

Mampinis [AT, & LA)
Wipcomwin |

OrLanwda Fak Folla
{ MPOLLO) 31-38133

B Fruntises

Ban Juan

Amattln
Motoxr Homan

Ohio (Btats of) Cherly Halvocsen
{CHALVORA | gi-55494

B cincinmmvi

N pittabuzgh

Waw Tork Narey Bewbakl
(EROWTICKT ) 53-41435%

Philadalphia

riccsburgh (X8 only)

“hicago Maurica Mnssall
[(MRDSEETS } 59-13196%

Debzolk

Jaguar
Low Aogeles

ﬂl 1. 193
ks 11




LITIGATION FREVENTIONR CONTALY CUIDE

[ Foxrd Notor Company
Product g‘u.ltlklﬂ'ﬂ. P

Parklane Blvd.
Cluima Dndt | een, XTI 40126
(Froduot -
Liability Fax #1 {(311] 39-03107
Inmrance Co.
Subrogation) BAST HEIT

MIDMERT
BEHETCRTL (322-133

L)
JHOLEDNE (122 -6T746

Canneaticut (CT)
nlcahm {AL]

nl 1

Axrkansam {AR}
Dalmmza (LE)
Colorado {00)
Floxrida {FL)
Gacrgin {3A}
Mains (ME}

Iowa {IA)
Marylmnd {ND)
Kansas {KS)
Massanhvastts [(MA)
Eantucky (KY¥)
ichigan [MT} Frod Ooly
Ieniimiana (LA}
Bavr ahira (HH)
Wimsiasippd (M3)
How Jarasy (NI}
Wasouri (MD)

Haw York (NY)
Rabraska (NE}

Morth Caralina
Dhic {ON}
Pameyivanis [PAI
Qklahons

(0}
Puszto Rioo (FR)
Tennosasa (TH)
Rhvde Island (RI)
Texam (TX)
Beuth Carolinm {BC)
Varmont (VT)
EARCEY

Virgin Ialands (VI)
Prodnct Claima for
virginla (VA)
above and Prawiss
Nest Virginia iwNv)
Aarostar/ronco

Aol loves

NGRARONE [B45-4D25])

Alsaka [AK)
Arizona {AZ}
Californda (CA)
Eswmii (HI)
ldahe (IO
Illipods {IL)
Indiana (IN)
Hichigan (MI} formr only
Mirnawots (W8]
Montana {MT)
How Marioo (HM)
Nevads (WY}
North Bmkota {HD)
OJregon (OR)
douth Dakota {ED)

Utah (UTN
Waghingron [WA)

¥Wipronain (WI)
Wyoming (WY)

Printad coples are stiomatioally UNCONTROLLED




LITIGATION FPREVENTION CONTACY QUIDm

A Eroduct elaiw congizta of slther an

aing out of an allaged defact, urlﬂ.nnntui the
warranty paricd. If the cleim doss not fall inks osna of
the pravicus categories, then it is & warranty comcera.

April I1, 1893

{1-A00-343~
5338)

P Fax
Foadticn
Iioed Bakl irord Bat)

Flpak Moklins Speoislitiss
Folioar Dwight Finley

248-33%0 3150-1840D

3117 -4d94 390-18840
Chrim Fuczajda

317-9134 390-1480

Ldmg ) Dwight Finley

24R-33910 3%0- llﬂﬂ

Aoalyyke

Xarwn
323-7%310 i34-1880
Al17-9133 Asg-1880
Modifisd Yshiclan:

Duight Pinley
248=3390 350-1880
A48-Ad410 Asp-1B80Q

Far vi r
A1T=4494 Aja-1B40

Lasaunil Colston
317-8127 190-1880

{ FYISGER}

([CRUCZAID

[DFINLEY)

(EDANG)
[RBONHAN)

{DFLNLEY )
(RPONG)

[PVIRGER)
{ LCOLETON)

Printed copies are sutoenstioally UNCONTROLELED




LITIGATION PREVENTLON

et

April 11, Lp¥is
Chaptar 11
Eev. 1.3

North kmariocan
Flaat Barvioa

Fhone ax -
iNoxd Bet) AFoxd Wet)

Fleat huppoxt BAD&Ter

David Pataracn
337-3332 : 330-1880

Fleat Botline Snpervisor

Marths Boneyrurk
317-9130 3a0-1880
Raavy Trock/BAY Bpanislist

Faul ﬁuluumak
117-9134d 350-1380

Guli Const NAFS Regional Nenager

Bruce Bouwkanp
E69-487D a39-487L
Bidwent: NAFE Ragional NManagar

-

Paul Cowan
337-5430 322-1414
Northaast NAFE Bagicoal Emzager

Doug Hikads
An§-2711 A96-349%1
Wapt EAFE Regicnel Babuger

{DPETERS]L )

(MHCWENTT)

(PZALMBEX}

{ BDOUWEAM )

[ BCOWAN]

(DKIXADE)

Printed copias are sulommtioally LINCONTRGLL 8D

ERie-029 2528




LITIGATION PAEVENTION CONTACY OUTDE

Jm Phillips {aPEICLL1E)
304-5785 504-5800
Canade RAYS Regicual Nanager

Wynan Futlbes [(WPATTIER)
§53-3185 1-905-B45-1055 .

apcil 31311.!'!! ]
Bev 3.2 ) '

Frintad coples are mrtameiicely UNCONTROLLED
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CHAPTER TWELVE

_

Apiit 20, 1998

Frimted coples 8re Silonewtiontly UNCONTROLLED
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_ BULLETTH BOAAD COMMBITONTION
BIC WO, : A7L0860005 Duter Septesber 317, 1%94
SUBJECT: Legqul Contact Final Rapalzs
IIRPOER - Infnrm Market Aras Temss
CRTROONY: (Cumkomar mi.-!nﬂus Customar Kendling
SURSTIONET DON COMROY PRONE: (J13) 44-F1040 PROFRID: DOOMROVL

BACKERON T
From Jamuary 1 through Juns 30, 1998, Legal Analysta, within the Cenbralizad

Elbigation Prevantion Bsotion, rsgmeagtsd tha sasistscwcs of a ¥iald Asxcvics
Enginssr (ri3x) on 765 occasicns. Moat of which, waras raquasts [or wamiscance

in fioal repairs.

Fioal repalzrs ace peamitbed- undasr most Lemor Lawe and, AC succassful, may bava
a pasitive oubtcoms in n lwml mstter.

Bagimning Zaptember 30, 1995, regquaats for FAE agxistanca ip final Tepairw fox
legul postacts will originste from the Techoicsl Hotlios, via tha TAR
(Pachnical Assfatanos Raferral) procidl.

In addition, the Techoical Hotlios will work with the dealsr on thass casss
prior £o the involvemsnt of an FAE. Legal Analysts will work dirsctly with
danlars to iniciabs tha assiskances of Eha hoelins.

FEE WORKLOAD INPACT

Uaing the ragourcas of the Technical Hotlips, pricr to the involvensst of an
FEE, should reduca the need for FEE aasiztarws in £inel repalr situarions,

barzring mmy sxbarnal of vnaxpected clrcamstances.

J. LaFragholiss
Barvive Improvensnt Cperntions Monager

Pritec coplas are sutomelically UNCONTROLLED




PPE LOGO EhaoRY: 51380mpE0001

FROFME FIELD MH
FFB ¥0. 05233n8E0014 Dmkn: August 21, 1995
et All FCiD Regicmal Managers/Iscretarias
Al FCED Commaccial Vebiols Dperaticns Hansgerwm
A1l rcSD Pisld Saxvica Engiosears/Ssrvice TTaining InscTuccors
All FORD Ofdice Opexatcloos Mandgazw
ALl FCSD Ownar Relatcions Meoagers
All FCED Payes & Sarvice Inprovemant Managers
ALl FC3D Fares k Sarvice Operations BAnagars
All FORD Parxba & EBarvioe Tona Nensgess
All FCED Quality Care NAnMMaTE

SIRIECT: clnt.r-llind Lagal Contact Handling Respongibdlitiss
WRMOEE: To tmm:t Fwwr Ragrion

QUESTIONS:  DOW COMROY MEOME: {311} 35-8T44B PROFHID DODSIROY]

In sopport of the New Ragion configumiion, lsgal coomot hendbing responaibilitiss will be
cantralized under Litigation Premsation, within Ownar Realsticns Oparatlions

. o) .
. TINING AND AGSIGNED LEGAL AMALYST
MASE T BUIGSEE {SEPTEMAEN I, 1953 ROLLOKT)
Raglon Lagal Analywk prof ID Fhoe Bumbar
Atlanktn mill Cowall WOONELL. 445-p953
Bapkon Laah Salw LGALE d45-33320
Dallas Awmivils Rakhing AROHETINA THD
Jenndfer Bchnaldec JHCHNERIA B0
Darrvar Dan Qinm LaIRE TR
Datrolt Aodraw Chabot ACHABOT ddb-a34d
Houaton Mourewn PFawelak MPFANEL ALK TED
Kunsas Cley Kathy Flaywin EDPLAYWIN d46-8925
Newpbls Eilwats Fammlek EFANRLEE =
Pictaburgh Andraw Chabat ATHABOT La5=-8544
Twin citiex Laah Galas LAALE 445=0934Q
BantEle Dan Gias DEIES T
Waahington Kathy Flaywin EFLAYWIN 446~-0935
FHABE II (SEPTEMARR 15, 1595 ROLLOTT)

Aaglon Lagal Analyst ol ID Fhcas Musber
Chicago Mobin Tanwil RTARBIL oD
Cincinnati Daris Howery DHOWERT =
Los Angalam* Byrym MaoTa EOORE]LY TED
Hew York®* Jans Beaty JBEMTY TED
Orlanda Cliwdy Daun CDADM TED John Pakchal JPABCHAL TED

Mrimied copies sew sctometically UNCONTROLLED

ERA2-82% 2810




a
FFA OG0 Sooaer: $1380De60001

Wanetta Parkins WPEREINL TED
Philadelphia* Jaoe BabEyY JHEKTY TED
San Franaisco* Byzom Moo . BDORAEL 3 TED

*Sulected Regicns will retain & "“Faralegal” who's primary focuy will ba
sattnrnay ralated* lhgul cases. All oon-itedcrey relabted] wokkload, w.p. fires,
acclidance, mir-bag jnflatione and parsanal injory casss, will be handled by
tha Lagunl Analywt aswignoed wikthin Owner Relations Opexmtcions

({ORO} .

norz: All Lagal Analysts will conktpot their assigned Regien[s) prisr ko
rollout Rt provids matablished phoos ousbecs. Flesas add thae to your
Ragloanl pheee listinge and TIGON group oodldd .

MIoA I6 LAMICH PILEA IN FROCESH

All lagml cmism qnn;nmwmmimdtummm: dute will ba tha
raspangibilicy af che Reglonelly assigned Cegal Analyst. All legal contaots
opan pricy to che rcllout date will be rswpocsibilicy of che Reglom.

All documants and Iilss for contacts worked smod opeasd pricr te this xollout
will reoaln with tha Region and rstalipsd in sccordance wikh Ebs Corpany's
reacrd ratention policy.

LEQAL AMALYET ROLE

vha Legnl Aoalywt will work with all ‘pra-litigation” casws in an effort to ,
satinfy the customsr and prevent legal action.

Lagal Analyat rasponsibdlities will include:r

* Proactively resclwva pre=litciguticn mabttesw &0 baek ancve tha
cuptomsr and denler while prorscting che Conpamy's inesrasts

s Cpwy, lovestigote aad resclve potential lsgal issuss geosanted
from attorney dwmand lstters, Comsercial Vehicls Oparations
{CUD) /dealey facoss and Cuptooar Assisbtancs Cester {CAD) openltga

* Dpoo vonolusion, avnback the BEESXRSy/custamsr with Ford-’s
poslcion apd clowas Che Lagsl coatact Ensurs coopliance with Lawon
Low regulation when detarmining Ford's reaponsibiliey in each
(L]
Eatahlish and salncalo a stzoog working relaticoship with theReglon
‘Work whis the sppropriste Cesiomes Sorvics Mimager (C33) ox Flald Bervice
Enginear (FFE) to oktein prior magico/dAmnlect Damlar Reglon (GDR)
coneast infaymation ar ta reguest & vahicls svaloation, 1f
Becassary Work with tha Hulsct Desler Maxkat Maneger to ohtafn
prior SDR call information

» Arrangs indepsadint wshicla iospsotions when necedlary Coocdinate
inspactics for OVO gewerated contacca

MGE 3
FFE LOG SUOBGARY: P1l2E0CméECO0L

FROFS FIELD FULLETIN

Prirind coprias dre ariomatioally UNOONTROLL ED

Erd2-A25 2911




>

REGTON/CELECT DEALER REGION (JDR) ROLES

Te mpport thase changes. the Raglon or SDR will:

Provide irpubt/fssdback oo the parformancs of your assigosd Lagel

Ay (s}

Forward all ipcoming attorney demand lettars and COnSEeT
correspondence with potentiel legal implicatiosy ta the assizned
Lagal Acalyst via fax or mall {Ipitial fax followed by original

praforred for rempinds Clow perforssnce)

Eand ta: Liclgakion Pravemtion
30 Renaiasance Captar
P.D. Box 431356
Patrolit, MI 48241

Pax ta: {313} 4i6-9741

Ravise this new procesrs wlith deslership parscmnal dusdsns sagular.
dealer contack's and focus oo Ehewir rols in providing aata aed
taking motisn when Sustomaris Tagusdt Poxrd’'s positiap, on
potantisl lagal issuss, such a8 fira claiwme, sir-bag inflation,
product ralarad personal injuxy or other lomasa

Raprwaant the Compumy in coutt, arbitration hearings smd st
connoar agency procesdings as requlired sither dus ta che cagw
itewnlf or the law. Thw Office Oparations Spasislise (ODE) will
hava direct contact with ths Office of the Gatinml Counwal - (OGC)
foxr all livigakion Tequests.

HOTE: E0A parsang] Apoedraios cwnislts may ba assigoed ko che
facing region '

Farwird &1 dealar lndasnificetion raguests tor 0Offlow of bthe
Ganarsl Counesl, Farklane Towers Weet, Suibe 514, Dasarborn NI,
4§126

VEHICTE OFFRATIONS {CV0) mOLE

Forward all *amm-contast™ Elest requests for fire inmvesclgation
to 1-300-34FLEET [Fleat Service Horlina) _This horline will fax an
inspacticn request to Liktigation Prevention

An addicional *Flest Inupection® form will ba farwardsd B all
Compercial Vehicls Arsa Teams to procass any ooocaot Fleat
raquastg This form must be sent vin fax directly to Litigasion
Frevention Upoa conclumion of the inspaction, follow MFB
1951430860010 for specific elain handling procsduras

Forward all aceldsmt claims invelviog parsonsl injuyy apd
property damage claims sxcesding $1&,900 to,

Cffice of tha Ganaral Coungel, Farklane Towsrs West, Ludes 340,
Dearborm MI, 4B126

FPorward all proparty demsges clairm less chan 310,000 ce eha Legal

Analyst asaigned Eo the Eacing region
PAGE

PrE LDG MRMANRY: 312B0DASOO0L

CFFICE OF GENBEAL COUONEEL (0GC]1 ROLE

Frinted copies are miomationlly UNCONTROLLED




Tha O0GC Coomumar Litlgation Practice Group primmrlly focuass on casws thak
ara in "mctual litigetim®. Thair responmibilitiss inclods-

work with the Offics Opsraticox Fpecialist [DOA) o wrTEnge
dapcmitions and conduct discovery

Managa the Dealer Litigation Asaistsnce Program [(DLAP) Drocess
work with tha assigoed outslds coumesl

offazx craining and guidance to the assigeed Legml Analyast

In an affort ta provids customars wikh & Eimmly responss, we ars asking

denlers to:

woxrk with tha Lagal Analyst samigoned to the Ragion whan nacassary
and provide pertipent inforpation #.g.. asrvice Pile, salms filw,
atec.

Cowplate aad fax n “Conaumer AfInize Fequast for Revisw™ to the
Licigetion Praventiom Bactian for disposiblon [Bee Abtachownt I}

We belisve this centralisarion will allow us to respasd in a timaly menasr to
both our customers and dealears while allowing the Beglonm ke devots thaly
efforts to dsaler/customer copbacc.

F. L. Emarson
Custonar Ssrvice Operatioos Mansger

Frivriad oopien sre suioeretically UNCONTROLLED
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AR 5
PFA LOG FIMMARY: 91230DBE0OG1
PRGOS IO BULLETIN

NITACHNENT I
Emptanbar 11, 1995

o All Ford and Liocoln-Marcury Daslars
Bubdase: Centralized Lagal Contact Handling Responsibility

Backgrousd

Currantly, whan a customar gontacty the Ford Customes Asslatancs Centexr (CAC)
md indicarns that o vehicls dafect cauged sn accidsgt, propercy Axmegs,
personnl indury or fire, the Customar Bwrvice Reprefwntative opans & cass For
review. This case iz bthen forwerdsd to the Regliomal Office for action.

Thald cased Are ﬂﬂlﬂiﬂl‘ﬂ. *lagal contacta* and raquirs speciml hapdling.

Continuous IRgrovensnt

In an affort o provide a wars tisaly rssponss to thase fasuss, tha Frorad
Custompr Sarvice Divisicn (FCaD) will be cantraliziog th lagal casd Bandliog

functicos pressttly perforsed in the Regional Offiow. This oew centralised
activicy will ba pars of tha FCSD Owomr Melations Oparations Depsrbmankt,

lopatad in Detroit. .

Urelex Ehir naw procssd, whao & legal related osas is opaned, it will ba
assigosd to s Legal Anslyst in the oawly crsatmet Connmmer Affalrs gaction of
owpar Aelations. The Lagnl Analyst will bagin working che case insecdisvely.
Tha Legal Asalyst sssiined toc the cass will invescigats amd proactively work
cha case B0 fsooclusion.

¥Your Rols in Thim New Proosad ,

Work cdirectly with tha ssaipned Lagal Analyst to cotain
inforearion, such as service snd salss file Jocunant copies
Pe promnchive ad corplate tha attachsd *Dealwr Esquast for
Conmumar Affairs Reviewr whan licigisue ackion by the Cusbomar By
ke suspected

Timing

Thia swsbralization will be effactive Friday, Septenbar 15, 15955,
Manss sopurs that the sppropriste persennel in your dealearship arw asmre of

this information., We baliwve this chaoge will provida your daalsrship with an
added tool Lo better reapond to cugtomey nasds apd procect our sutusl

interaets.

¥F. R. Enaraop
Customer Anrvicea Oparstlons Mansger

Printed copies sre sxomeiically UNCONTROLLED
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RAY Openations
Negative Equity Workshest

Eackaround

s Neagatve equity s 1o be daducted kom all goodwill and prior resolve refimds. Approval of deviations,
requesting the payment of negative sgity, Is to be obitainad from RAV Opsration,

» In cage of mandated decisions (state/Court awards), no deviation recguest ks required.

¢ The easiest way 10 spot negative squity is when the vehicia purchase price on tha buyer's order
exceeds the MSRP on the manuiaciurer’s (Ford) involcs.

Option H

o The bast method of datarmining hegative squily is to obiain the deasler’s “wash-out™ shest along with
the buyers order, The wash-out shast will indicate the “Actual Cash Value™ (ACV) of the tedadn
vehicle. mmhﬂm.mmmmmmuﬂmmm

= Buysr's Order radein valse $

== ALY -
= Owverall Allowance -
= Buyer's order vehide purchaze price 3

= Ower slowance -

= Vehicle Purchasg price Netof Negative Equly -

Option #7
& I he deadar “wash-out” sheet cannot ba obtalned, you will nesd o compara the vehicle purchase

price tn the MSRP an Ford's involes and e the iollewing to calculata the over allowance amount
= Vehicla's Buyar's Order Purcioas Price $

=+ Vehide MSRP [assumed purchasa price) . -

= Ovar Mlowance -

NOTE: Option 92 proliably underssimates tha over alowance amaunl. To obtain mom xunte calcation, locak 3
Blus Book. I pessibla lack for the date of the buyer's order snd ulrtract sva Bus Book value from S buysr's omder iracke-
in valun o daderming tha ouer afivwancs § dmount.

COMNIDENTIAL: This ks for Ford Mator Company pensouns] tey only.

Primind copias are sutomatioally INCONTROLLED
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P. LEGAL COMTALT INFORMATHOMN GATHERIMNG CHECKLIT

Customer Nama L-ontact Numbaer.
Dualer Ny Phorss Nuinier: VIN
[SERVICE FILE | [SALESFLE ]
Daaler contact person: Dralar CONTAcCT parson:
Request made by: Fax [ Phone T Mall O m-:mm)ml:l Phone [ Mall [
O mmm & - re/s Onder -
pay
mmdmmhmm [0  Finandng information
COMITHNTES)
O O  Rebate Information
0 Miscellaneous (sdded equipmant -
or
aftermarket e pat an vehicle) [0 Detveycheckie -
. [MISCELLANEDUS i |

[ Prvious Ragion invoheament? (Ask Sarvica Managar
[ 1 t docurnented?

[ Any previcas GoodwlllfGood fath offert

[J MORS I contact

[J180 day history {found in DAS2)

O Complets Warranty History (found in SEI)

[J Has the Title Been Branded {see Chupter 10, pg- 59)
[ Open Recalls or ONP's

{1 Technical Hotine assistance?

Primiad coplise are sriamationlly UNCONTROLLED
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FLEET REQUEST FOR CONSUMER AFFATRS INVESTIGATION

- FOR FLEET USS ONLY
VIN: Mileags:

Fleex Nianer

Flext Contact: Titke:

Cocporats Address:

Basiness Phones(s)

| LOCATEON OF YERICLE *

Name of Basinass or Dealer:

+ Adidrese: BAX:

ciy: Stacw: iy

Local Contact:

Basiness Phoos(a):

Dualar Invotved (if sy}

Cuy: : Bimte: Zg:

[ATTORNRY INFORMATION:

B There an Astorresy Trwolved ™ [Yes)AMNo) (Phease Civele)
H Yeo, Atiomey’s Name:

Brsiness Phove Nomber

DRSCROFTION OF THE CONCERN: daile Incident

_[FFECTAL HANDLING INSTRUCTIONS:

*  Gepporiieg Decamenistion Incloded? Tash/ () # OF Pagutr____

| PCSD FLEXT SERYICE CONTACT:

Nune: PROFE:

Burinew Phone(s): PAXM:

IF NEEDED, MROVIDE ADDITIONAL COMMENTS ON A SEPARATE SHERT OF PAPER. Pax to:
PRODUCT INVESTIGATION REPORT

Prinied aopiss sre siskomedienly UNCONTROLLED

(313) B45-5568
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1L

Fropery Damage
‘Waa another vehicle involved? Year, maka and model

Date of Incldent 19— HotT e .M

T. OWNER-DRIVER-CLARMANT
Chermer Aurte Age.
Addrens Phons No.{__}
Driver Neme_ Age
Addrens Phote No. [ )_
Clakmant Name Age
Address PhomaNo. [___]
b claimant represanted by an atiomey? 1Y [—INo
H Yas, give oums end addres
Yehick ‘
Make VLN, . Year Model :
Mbsage ___ TrowType.__ Avie Type——em—r—Engine Type______
Dallvery Date ___ Meow, Lsad ar Dowe ic. No. : Shle
Daaler Ackdress
impaction StidkerNo.________Inspection SixtlnNo.__ Evp.Date

Princtpel use(s) of vahica

Special vehicle festurss, aquipment, modifications
¥ vahichs b 2 bruch, state gross pery load] and incatien and dassviption of load at e of incldent.

Nature and extent of damages 10 vehicle and sxfinated cost of repaits. (Altach copy of astimats.)

is vehicla subject o any recall campeign{ Yes Na I *Yas®, idantify
i ﬂﬂﬂmﬁ!ﬂ g"ﬁu — Mo

Other vehicle speed astimate ______ __MPH By whom
Owner namns and address
Deiver name and adcress
Extent of damage
Wi preparty {other than a mator vehicle) damaged? (state naturs and etent of damage, neme
of owner)

Iv. BODILY INRRY

Privind copise sre sistompiivally UNCONTROLLED




NhhMmﬁrhﬂMhﬁmdMﬂmrﬁhthmm

{n}nﬁ-rdiﬂq.(l:}pduhhnw{mu&er

(1)  Nwma and addrgss
Ags . Code A, B, Cex D__Sexting paosition
Naburs of injuries,

{2}  Nama wnd wddress
Age ___Code A B CorD_____Senting pocition
Nadurs of Infurkes

(3} Namaand addeass
Age ____Coded, BCorD_________ Sexding posiiion
Nuhirs of

Whera were irsated and by whom

RVISTIGATION

Mﬂwﬂuﬁmmmdm i
mum{mmm
Road type — concrete_____prevel Mm&_ﬁ
Road cawdition wel R . other ______
Shoulder type —_— TmCTYie, -Hll Avphalt_____crushed rock_____diet

mmmummwmmmmmmmw
sarvice o damage] vahicle
Whars can vahicla be seant

Did vehicle frrm over? ____ Ve No Vehicle spaed estimata___MPH Posted spead lmit_____MPH
Socpceofpeedestnate B amd sbon thres

Tire conditbore: RF.__Cood __FPoor _ _HFat RE___Good ___Poor ___ Fat
LF__GCood __ Peer__Flai LR__ Geod__ PFoor__ Flt
Other {truck or spars)

D your search of the vehicls service hisiory prodece service repalr orderst____Yes ___No
¥ “Yas", attach copies of all R.O./s. (indicats how many .If “No”, expiain
Police report attached?____ Yax____ No H*No”, what station or officer made report?___No report filed

Witnenes names and addreses

Photos taken® ___Yea____No i “Yas™, hmm___ﬂrnﬁun{muﬂaﬂu}_

Note: Furnish photes to
Name of innrance representative, if present, at the investigation

Fricied coples are sulfcrsalially LWCONTROLLED




Drivar’s descrigtion of incldent and staslemnent of tnuss.

wmmﬂmm_uuw,mmumm
mhmw__ﬁu_ﬂliw,m:lmﬂn

What vshica componants are allegedly defective?

Who made allegation?
¥ the allsgerd defective part hae bean removad from the vehicls, indicate wact puile}, prasent
iocation and curiodian,

Informatien from Aather lwesligation of incidant, inchuding examinullen of vehicle and scene of
incident.

“BIPQHTANT" DO NOT DISCUSS YOUR FIIDINGS WITH THE CLAWANT/CUBTOMER!

DATE OF INVESTICATION PRINTED NAME
DATESIGNED ________SIGNED

Noke: mmmmtlﬂﬂuﬂml

" Frited aoplise are sutormatioally DNCONTROLLED
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Thix form will ba condd Froventios Lagel Araliets io farward a coase
paciage o OGC when the case ks focated oo the Lawseit List ancl/’se Cast Dotall Report.

TO: (OGC Casshandler)
RE: (contact Number)

FROM: [Lit. Prev. Lagal Analyst)
DATE: (Today’s Date)

TYPE OF CASE: Ally Deraand batter_____ Product Liabillty Contact_________
PERTINENT FACTS ABOUT THIS CASE: ’

WHAT OFFER(S) HAVE HEEN MADE BY LIT.
- FREVENTION,

THIS CASE MEETS THE LAW: YES__  NO____
WHY:

_OTHER REASONING FOR LIT. PREVENTION DECISIOR:

ATTACHMENTS INCLUDE:

FINAL LiT. PREVENTION LETTER TO ATTORNEY: YES _NO__

SCREEN PRINT (FRONT FAGE OF CONTACTR YES __NO__

INSPECTION REMDRT| Sk YE___NO___

ACTION ITEMS FOR LIT. MEEVENTION LEGAL ANALYSTS:

*  FRONT NOTE SENT TO CASE HANDLER (1N AD VANCE OF SENDING THIS CASE FILE) YES
* AU COPRED (MICRO) FOR LT, PREVENTION HISTORICAL RLESY YES___

s LSEINTEROFFICE MAIL TO FORWARD PACKAGE TO OGC (Attn Casshandier, 400 PTVY)

Priviad copies sre sviomadicaly UNCONTROLLED




- Randall W. McClure

- Offiou of the Genersl Couneel M“Gﬂﬂlg

Owner Relations Operations
Ford Customer Sanvice Division

Authorization for Seitements
john Whalan, John 5. Fintosh, Randall W. McClure, Joff Strongin, and James

| B. Glast are hereby authovized ¥ seitle minor consumer leagal daina, allegedly

resulting from falure to repair defecis oc provida warranty repalrs but not [volving
accldent, fire, or personal infury matters, up to TEN THOUSAND DOLLARS
{$10,000) per daim. Claims excesding $10.000 are also authorized providing that
this office is notified of such caims in a monthly repart from the Litigation
Prevention Activity. Thia suthorization must accompany all requests for drafis to the
legafl setfement account and is valkd from January 1, 1998 Hwough Cecember 31,
1598,

Rickarnd G Geiodly
Richard G. Gwizdz
Counsel

Congumer Litlgation

CRC-ORO-F- 008
Prired coplas are pukwiniically LINCONTROLLED




Oifiew of the General Touneel Ford Molor Campe y

4 Parkiany Boulevand
Puriany Towary Wast, Bults 514
Dagrbem, Miokigan 44120-258
January 9, 1995

Ranclall W, McClure .

Owner Refations QOperadona

Ford Customer Service Dhvision

Authorization for Setfesnants

I heralry authorize John Whalan, jobw £. Fintosh, jaees B. Glam, Randall
W. McClure, and Jeff Strongin to retthe minor proparty damage clalms soch af tom
dothing, water-damage, personal articles, minar fire damage, and other prodoct
Kabllity clalms, up to TEN THOUSAND DOLLARS {$10,000) par claim. Minor
personal injury claims may also be seithed up to one thousand dollars ($1,000]. This
authorization and a properly executed release must accompany all vaquest for drafts
to the legal sattierment ancount. This authorizaton Is valid from |snuary 1, 1998
through Decamber 31, 1998,

John F. Harrls
Counsel
Consumer Litigation

ERC-DR0-1-D06
Printed scopias are sciciatically UNCONTROLLED
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@ LIMGATION PREVENTION PROCESS IMPROVEMENT/

CORRECTIVE ACTION

[Deseription |

ANl RC30 personnal ara responsible for idantifying and implementing qualtty improvernends that keid 10 mone
effective mid sfficient performance with less waste and resource comumirtion.

Tha Litigstion Prevention Manager and Team Laadars strive for cusiomer satisfaction and continuos quality
improvemnents and are resparsihly for approving and brplemeniing, corrective and preventive actons. '

Tomn:nlﬁmm improvemnent and cormectivis scilors, regular radetings will b held bitwaen
upnlﬁniyn,TunludnmdthmMmm The primary purposg of thess mealings
ks i dscuss anty such process improvements snd comractive actione. During tha mestings, all altencises ars
ncoutaged o discuss iy [deas which would Imprave the departmaent’s procesa,

Lagal Analysts sre aleo acivised o bing pny urgent ideas o the attendon of shalr Tesm Leader and the
Livigation Prevention Manager immadfistely. Evidence of al kiaes implernenied will br detaifed In the record
of revisions FCSD-CSC-OROSW-003.

[Lagal Analyst Rusponsibilities |

. - Legal Annlysts In the department stvould:

Ba xwwre of the scope, responeibiity snd susharity of thelr funcifons
B mware of hair impact on product shd service guality

Havm aythorlly o cxrry out theilr responsiblies
Understand thelr defined suthority

Accagt responsibiity for achiaving quality cbjectives

[Litigation Prévention Department Mesting Galdalines ;
Plsasa refir & Page 2 of this Section for the Meeting Guidelina.

Al 20, 1898 1 Chaplar 11
FPrintad coplis arw sctomatically UNCONTROLLED




m LITIGATION PREVENTION FROCESS IMPROVEMENT/

CORRECTIVE ALTION

Rav 30

Dals_____
s Agends lems

. Mmﬂﬂnlimﬂfﬁuﬂwlmprw
s  Arfion Plan
e kmplamantation of Praviously kdantified Quallty Improvements

v mpacted Ovganizalion
v Fgnature of Managemarnt Drte:

*  Revier of Case (Sharing of Knoviadge)

o DisibutsAnsart Revisons i Manusk
+  Revislon #

s Abtandess at Masting

a1 Follow-up Plan o Disruss Masting Minules with sbsant team membsers.
» Date Complated

Teamleader ______ Dakes __  Depariment Mpr. Dabe;

Chaptar 13

7
i
3




% LIMGATION PREVENTION FROCESS IMPROVEMENT

/
CORAECTIVE ACTION

Printed coples ars suiomationlly UNCONTROLLED
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A5

AFPLAN SPONSOR SEARCH
CLSTOMER NAME SEARCH.

s1
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CUSTOMER HANDLING

» The impodonce of Custamar Honding
» Concem Pravantion

» Concem Resaktion

CUSTOMER ABSIETANCE CENTER

« MORGE

» CAC Contoch

« Pricelly Contocks

» Miadis Auitracine

» Cuhemir Horeling Diognostic: Report

ESCALATED CONCERN HANDLING
Aftw-Waronly Acfasimenin

Cuwman Appreciction Cartiicotes
Reocquirsd Vehicls (RAV) Operations
Disputo Sottfamant Boord

« Lemon Lowa

» Lagal Comacts

CUSTOMER SUPFORT TOOLS

» roraportation Assictonea Pragrom
= Emergency Rocxiide Services

+ DNPfRecollt Wamanty Concens
= Extondad Sendee Fons (ESP)

+ Lkad Vighicle Carfication

DEALER SUPPORT TC-OLS
» Fdning
» Cariflcetion

» Customner Viewpaoint
» Gualty Cars Maintananca (GCM)

APPENINX

+ Addifional Resourca:

v Glomary

+ Kay Confacks/Phone Humbars




The Rood Mop. Youw Guide to Decleahlp Operctiore: Curfomer Honding,
b designed to provide you with o comprahersive refsrence manual
detaling the mpport took ond procees cvalicble for The prevantion ond
resciUion o cushoreT COncems.

Speciically. this manuadl i a kool for your declenship’s Custormes Relations
Monoges (CRM) o use In kisnlifiing. racking ond resciving customer
concemd In the daclenhis, '

The Rood Map b oo designed fo be a comprehensive rescurce on the
subjact of customet handing and MRicnces piivioul inanual on the

For quick refesence, The Road Map i dvided Into Ihe Tolowg section:
1. Customer Honding
2. Cutiomer Asrtonce Center
3. Excolated Concem Honoing
4. Customat Suppor Took
5. Decker Support Took
6. Appench

Each majer oy s dvided o subshab cllowing you fo find Information
quickly and scsly. In addition, lcors ane uted ivoughout Ihe guide to
hetp you locate key Information. Plaase refar i ihe Toble of Canens for
 detclled 100k of what's Inckeded In $he manudl,




.

The Role of the Customer Relalions Manager/Coordincrior
Ta ensurs sificloncy ond comidency In he honding of cuttomer
concama, it & semnicl 1o conbalze th apprapricte meponsbitios wilh
OfE parson wha has the tkils and oidhodty necemory 1o affectively
resoive CUEiCITWN CONCAMmE.

Thia ks the funciion of ihe decienhip Custernes Reictians Morager, who b
mmmmlmmmmmw
acked arwd resoivedl

Depanding on tha needs of a poricular dacleship, Bris ok Moy quie o
dedicated Incivicual. or  may became o meponsbillly that i odded 1o on
iy postiion sxch o the Sevice Manoger (in which coss the fitie of the
position would e Cushomar Reloionl Coorcdinalor).

Tha nesponaitiiion of althar poaltion (Custorner Reloions Manager of
Coaminator) Inclucs Both tha pravertion ond sesohsion of customer
CONCSING,




The Role of the Cusiomer Relaltons Manager/Coordinator
{(Continued)

CONCERN MREVENTION AND RESOLUMION

The handiing of complaint, sifeciive folow-up ond aonalyeing trends
In cuslomer salisfoction o pvoiol 1o declenhip ialas ond proftiabity,
Perhaps more than any other position In the declemhip. the Cusionner
Relofions Manager/Coondnalar con take the olowing acliom to
ochieve thi goak -

» Exdcibilh o concem resokition process wilhin 1 ceoleahin,

= Establsh declership goodwil guidalines.

« Managa fhe eeolufion of oll customer concams

- Bewve oo fingl dacisioo-maker for mss beyond the smpowsment
levels of fonfine declemhip pemonnel

= Act aa e pdmary contact for referal of concred customerns
_vorn the Custorner Asirtonce Cenber

- Contoct dssatiafed cunomers within 24 how of meceiph of 0
Custormer Assirionce Center contoct or Custorner Viewpaint sunvey

~ Open decle-ganaiated nfamdation condcts on MORSIL I appropriate
» Coordingte angaing FORDSTAR cusiarar handing fraining.
» Enyue on affeciive custaomar sice Tolow-LUp PrOCEM.
» Track and document sssoived and Uresoived CLEIMEr SONGRMI.

» Roview the root couse of CLsoms concems with dealenhip
monogemant 5o Ihot comective octions con be $oloen.




The Role of the Customer Relations Manager/Coerdinator
(Continuac])

EXCELLENCE IN CUSTOMER SANSFACTION

The Ford Customer Service Dividian lesly sirongly that the Customer
Relations Manager/Coomdinalor position in fhe decleniilp i aiticol to
achieving cusiomer© satisfocion axcelance,

Over Tha next ssvenal year, FCSD wil corfinue fo develop this posiion
fheough ticining,. recogniftian and cerfification. A a resull, the daclenship
Customer Relalions MaonagerCoordingior thould be repitered n STARS for
automaic encokment in thees programe




INTRODUCTION

Cusiemes hansiing i the ikacive prooass of
oommminalisn an soondnolion batwesn ba

" omslermar and daalar ' seles) o praduot, obrialn

sorvice ond for reacive SORONDE.

Thaes cussomer intesacions should b consichang
opportunities ko siisfy o Gakomenrs needs and manage
the custornar rekolionship.

Wncted I s Sachon:
= Thip IMportarcd of Custorner Handling
= Cancam Pravantion

+» Concam Resalution

ERE2-828 2u44
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Customar© haneling piowe a cifical role In how o custernsr perceives
the service superonce; In foct, how he/she perceives the overol
dedesnhip mpaience. Resscrch showt thet 36% dwe chort Delow}
of what goes Info making custonners aalisliad or clssatisfied with
el service experience reiotess o how thay ore recled.

THE GOAL

The god of customer handiing In your Sendice Department should
be to bulld ownet loyatty by provicing O supadior senvice
Bperence,

Evary fime somsans in your Servics Departmect inferoch with o
custorner, It offacts ihat custorner’s satisfoction ond loyalty 1o your

ceclgnhip.




The Value of Custorner Loyalty

/ in today"s highly compatiive mariet, It B mors Importtant on ever
1o aslabdish ond maintain 4 loyal custormnar base.  Loya, soiiefled
custarmen provide napedcd Susines ond futune profthabiity,

When your declenship ioess a custons, It iotes profis:
= On future purchases by that custoner.

- .mwmmmmﬂmmhMm
pay becouss of hisfher loyolfy.

= From potendial referals,
s Through negalive word of mouth,

C ) . 'The Link Batween Zompidining Customers and Brand Loycily
Nahoey lovas d loud. eomplainng customer, but sudies show thot
you have a for beftter choncs of saving cushomaas whio corryialn
than thotes wihe don't iat you inow that thay e unhappy. Most
pacpin who compiain do so becaue they wont 1o have thak
Comcoam worked oul.

What's more, cuttornan who compiain and are Hhen sotiiled ore
meora Realy 1o come bock fhe ned timas they nead isedce or a now
vahicie. That's becouse they haove proof that you cara. And
therma's o big plus: resscrch indcotes thot o satislied sx-comploines
tels an averages of five people how you solved the problem.




The Link Batwesn Complal Customers and Brand
. plaining Loyalty

WHY SOME FEOPLE DON'T COMPLAN . . .
Facpla who don't comploin have four basic recsons for utt waldng
COWaY:

» Thay faal i's nol worth thair fimne ar frouble.
» They fael no one oy Com
= They don't imow how or whars to complain.

= Thay fecy nehibution.

« « « AND WHY 3OME FEOME DO -
Poopis who complain wanth

« Someonae to fen ond understand
* AR cpoioly
» An sdpinaiion

= Comeciive action

ERE2-028 2347




Afiftude, As Weall As Actions, Craales an Impression

o Cuslormars joll wios |

o MY Peopie
about a negalive
sxparience o hay
il oboul 0 poallve

» Jolisied cusiomen
will hell o avege
ol ve paople cbhout
hvow you ighvad
Rl probien.

Your obillfy to sotisly compiaining custfornen haa a big affect on yvouw
dealerhip’s succem o5 wall G your own potential eamings. 113
imporiont 1o remember that a cuitomer s pecception of an amploy-
as’s atitude grealty influences the custome:’s cection about
whethar of nat 10 redum ho your dealasship in e g, Considor
fhass resacxch indings:

. MHMHMHMMIMrmm

refum to o fulure Dusineas if they percots Ths smioves Ci




@ulck In-Desdalership Action on Concemns Boosts Loyalty
Ancther slsment that confributes fo qually customer hancling i
e, Whather tivs and result of o compilaint is fovorable or unfiovor-
cibla, resscreh showa ot customens whose concems ore adoresiad
ouicidy at o clacterthip cre mane solidied with tha overal
sxpadence than those who heve had to toke thekr concems
beyand the cdedierhip.

Key Drivers: Markel Damage

Potential .
| [ | ] N
. DTl x| bt Nl
Expin Ealeguior Mg~ Rttt
| Ty
. » JeiE Dmims  Adleir
L ;]
'-"" r—_— - m
Cirlamrirs. Complsinaris
" =
ey ——1 - m
| :'r"'_-.-m w .
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LI
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EEEEEEE——
hmrm'mmﬂmmmhmmhmm
spicency masts of sxcegds the customen’s expectation. you wil aveld
many siugtions that con resdt In cuthomer complaints. Some of the key
compioint prevention drkeghes are cacumad below. The two basic
principies they lusirate shauid be known ond used by ol cudomer contact
emplayooy:

v Always hteroct with cushomen in a filendily, helpid and
professionol way.

» Communicate with customaers recanity anad thoroughly
hroughout the arvics saperdence.

" Greeting the Cusicraer |
You never gt o second chanca o make a good firdl Imprasion. Thot s
why the way you grest custtornens & 30 kmpodant,

The cistomer wil form on opinion of the frontiing =0T within the first 30

- saconds If tha opinion k fovarobila. the relctiorship peds off 1o 0 good short
and hat a recsonabie chance of confinuing long teerr i the opinlon iy
negotive, the rlatiomhip may be In frouble batore i aven gel Horted,

]

The greating con have o big impoct on the atithude and acticr of your

cusomar. A et impression thal's andly, professional ond coxing can
havs o caming Infusncs on 2urtomen who might atfvensiss ba arodou,

imperiant or even angey.




Greetin

the Customer

Dran and grooming o9, of coune, an Inpertart pad of the it impresion
e 3o makes on customans. But thae an other focion that con create

o postiive fiat Impresslon, Including:
+ imie
v Torwe of voice
« Enthusioam
» Direct eve confoct

in soma Insfonces, | may be dficull ko wnie or keep defsmivenes out of
your tone of vaice. gtc., but thase ane important sidis for customen condact
esmpicyaas fo use, aven In cificult diuations. -~

ACKNOWLERGE THE CUSTOMER IMMEDIATELY

Grest your neod custorner oF promplty o1 pomioie. Always iy fo moks the
fist mave, rather than waiting for Ihe ausiome  fo appmeoch you,

During the eaily moming rah, B won't be possible 1o orest svery customa
o cuickly ot you'd e, X you con. make sye contost ond smie 1o make
woring custormar feal walcoma, To the next person i fine. you might say
"I'l b with yau ngod, dr" o "1 shouldn't ba 1oo much longer, ma‘om.”




Grﬂdl:g the Customer

USE THR CUSTOMER'S NAME

Onca you leam the custormner's nama, sithar by sxchaanging nomes during
the greeling or by getiing If for he Repair Orces, ee It offen. This
pastoncizes your convaaation ond molkes the custornes feel important.
Linkesz you know customan peronaly, o thay osk you fo call them: by thak
it oo, you'ne GIMGS) ohways safer using thelr foemat nomes (VL. Certat,
M. Bordon, ic.), '

DETEEMING THE CUSTOMER"S STATUS

When greating. }'s elphul ko ind out I the customer hou Been o your
Sandce Deparimunt badore and what fypa of service or rapalr b needed.
‘inla Information ks useful for the following reasons:

r It dodermrines how rivach you have o tall the customer about
the decienhip,

» I uggets what type of questions ¥ ask the cxstomear,

« It ghved you an e of e custome s expeciations and
frcme of mind,

ﬁmummmmhhmmﬁwt.m
hould expiain your withe-up. payment and oftw-service vehicla delivery
poskcuns), Retuming customens ore more familor with your operafion.




Gmllns tha Customer

HILP SET REALMTIC EXFECTATIONS

In your inifid greeting, you begin to help your customans attablkh
mipactalions about the lervice experence. ¥ you make prorike you
ooyt delvar, your customerns Wil be diaatisfied. Your godl should Ba to gva
your curfomnar @ masch i hove confidencs in your decianhip—wiinout
ovarcammitting yousalf or the dealaship.

Xoop thase polla i mind 16 help bt recioncbie and realific: customer
apectoons:
» Dany't profnise anything you anen't absolutely s you andjor the
dedlership can delvas,
» Inform customen of probabie Anancicl responsibilly {custanar-
[Ty VIHELE WRATGITTY Work).
s Informn custornan of partinent declenhip poicias dwhich cradit

covcl you accept, ehack oceasptancs poley, cvalkabity of
mrialfeourtary con, efc.).




Communiccie With Customers Frequenily and Thoroughly

Make svery effort K keep cutlomen informed o work programes on thek
vehicies. In addliion fo caling cuskomens when thelr vahicles o ready,
you shiouid coll curtome s whan:

» The customer's cancem has not been occurnlely Kdentified and
addiional diagnostic iomotion i necessary.

« The Technicion complete: tha problem diagnos, and you need
empowd 1o procasd with the repalr.

* You hove prepored a price sefimale for o Rypalr ot originally
quohed.

Unexpactac problerms caisg. This could inciucs oty not In dock
of work fakdng longar Fhan sapecied,

Th vshicie wil nat be heady of ine time pronnised.

The puice estimots for o mpak i higher than odginoly guoted.

In thesa stuctions, 'he positive effchs of keaping customees Informmed
outweigh the *bad mewa® of dekrys or higher costs. Your ovold unplsosant
SJpiee when cusiomen pick up thalr vahicies, Custornens valus your
hanesty and gain confidence I you.




Communicate With Cusiomers Frequently and Thoroughly

Of course, ¥ yeu el o curtomer you wil ool wih further nformation, you
mus! keep your cammiiment. Col of the ogeead-upon firm, aven If tha
promised information b not awalloble. For examnple:

Y promied £l ool you by 110 M Jockion. The Bechnicion hos
OO your cot. Ko now has # 4 on ihe hoist for ciagnoss,

- e Shoi! NOve ¢ bertar iiec of e couse of that grialig nose
about an houe. Woukd you e me 1o col you Ben?”

CREATE A POSITIVE MENTAL IMASE OVER THE PHONE

You wil make ot of Your progress mport to cLEtoman over e
tolmphons, Whak you 19y anct how you a0y [t Grecles @ mentd piciure in
tha custorners mind. ¥ that piciure i potitive, e customer ik mons ey
1o bateve you and iolkow your advice.

Here are some Jpaciic fios for ceoling g postive merndal imoge: over the
phone;

Fion your coll; Lisher: cloesly 1 iha Technicion 10 you can expiain the
sfuation ko Tha custorner. If & wil help. look of e Job yoursell, Witte out o
Kot of pairis you want fo cover, and have | in front &f you when you make
he col. Be wuw ja find oul ol itema $o be fiued, and make onky one cal o
the customet




Communicate With Cusiomers Frequenily and Thoroughly
(Continued)

Smila beloss you diok  Cusiormnan con sense o amile in your volce. Petend
e pazon b ght in fronk of you, Your col wil be iienciler ond momn

productive.,

Spack clecrly inlo the receiv: Don't mumbile o 580k 100 fex!. Never
t:ltmﬂuplmﬂhumm.mm:lmmhndhmmm

Selec! your words coreluly: Make yeur axplanetions cheor and single,
wdopted o the knowladge kevel of the customer. Focus on benellls,
something ol cusiomen wil undesiand and appreciore

Hera ore some efiective words o expioln why your cushomer's vehicls
neads @ fune-up:
“The fechnician found no rmogiar prablern wilh yoer ooe M o,
FMMMmmmmmbmh
angne jo e o soeciiociions. This vl oo your sngihe fom
hestating and irprove 3 cocslsmtion, ©

Thit sxplanation descibes ths reeded repairin nontechaicol wonds The
eustornar feek comiortiable with the dlognosis and bt




10 Steps for Making Phone Colls

1. Ask kv the pacson whoss nome ks on the Repals Order. This premon usuolly hea
the cuthudiy ko ok docilons obaul the vk,

2. inlsoduce youssell ond your deakesship. Lsing your title ond dedlership nama
will pinforce the busiress nature of your call

3. Fnd out ¥ this s o corveniant tima for the customer b falk. This snoll couriary
con maka 4 big diferenca it tha oulcoma of your coll. i your ming Bn't
cormmeniont, arronge fo coll opain

4, Explain the siualion. Start with o posiive siatement, I posbia. Tel the -
cusdcrne I s Tachhicion hos complsied the onigindl wok. Neot. exploin the
recaon for e col. Descibe what has ocoured and what needs to be dona.
Reler 3o your nates from your convenalion with the Techniclan, Foreman of
parls pagon.

5. Reviaw he cusiomar's opllans By now. The cusiomer may be concemed aball
solutiorn will raduce the cuskomer’s onxiely. Be sure fo sxpicin ony isls or other
facton the . Somer should consider,

4. Mok g mcommencolion. Coursel cuslomen about the most appropriate
courne of ocon. Emphosirs The benafil they will recela, incieding aconomics,
comvaniance, comiorn, sscurdty, parfomones ond prastige.  This b a better
shobegy tham ‘anuing on e feke of not olowing your ecormemancialion.
Prapors youss:! ho guohe kabor and porls cosls and Snna raguisd to padfaim
e etk

7. Anawer he customer’s queations. By answaring quasslions, you can help
cistomas make infomad daciions. Ask customes I you con anwar any

qumastions.

8. Condrm e cuslomer’s decition. This b best dane by esialing the agreed-upan
ocions. This pravents misundeniandings and aliowa cuslomas 1o recordicer.
Suppan cuctoms N thay've agrsid o your recommanaation. F they dacice
10 postpons: Ihd wWork, iy i) schaciiis Tor o koker cdate,

2. Gl the recessory auihorkolion. Folow your decilenhip’s policy for varbol
coment. Mony deolership recuine some form of personal idenitty. Thi protects
you ond the cecharships should ihee be o cuartion of authodation. ¥ tha
curtomer vhaes T recommendsd work, 173 g pood idea to noe I on the
Repolr Oxdar. This b an espacialy good policy for sofaty-ralaihed repain.

10, Themk the custonmer. Don't ovadock this smal but Inporant step, Even Fihey

don't go clong with your recommandoNions, they oe sl customan. Show that
you opprsciats thai fupgod. Thank thann for thelr e and iheir Baingds.




Your Rols In Service Dellvery

Customars clokn thal service delivery i the most undemstimated phose In
cugtamer satisfaciion. As pne man said, ™ plek up a 3150 2k, end they ol
o over me. | pick up a 5400 Repair Otder, and thay sl ma e cor's in e
cor lof somawhan.” A pood sarvics delvaly i antiher form of
ecmmunication that the cusiomer Feek b axitarmaly Impoant.

Customan spect o dessiva fo have thal vehicies daliversd fo tham
with prompiness. sfficiensy and courtesy. You play a erftical role in maldng
axe that happent.

Thi h a ¥me fo moke customars fesl good about thelr wehicles ond obout -
_thatr decsion fo da usines with you. 1tk your ksl chanecs fo lsove o

posiive imprasion. Anyhing you con do o mdaike the delvery mperience
Hendly ond wiicient wit sncouage curtores k miury

TIPS FOR ENSUIING A POSITIVE SERVICE DELIVERY

The fips Isted below reprasent the sxparence of sams of Ford's o Serics
Acvisos. Lite thoss idecs To halp ensure 0 1atisiving service delivery for
VOLE cUStErTA.

+ Review the Rapair Ordes for compislensi ond qeeumacy. Make aure he
Repair Oscler shows that the Fechnician completed the ogreed-upen
sandoee of rapain. Canlinm ihat tha finct price shown i coralttant with
your sslimate,




Your Role In Service Dellvery

» Maice sure The vehicle haa heen quallty checikad. Al some declsnhips,
the Service Achvisor or Foraman inspecis The vehicks o be sure the
Technician hos comected tha concam, i this b nct your resporsbility,
cunfirm that #w anigned penon has checkad the repcin. Moke axe
youl trect the customer’s o with eepect,

o Enmrs fhot daclenhip pemonnet
- Do 1ot sncka In e vehicia,
= Loove the ko on the ikt seting.
= Restose the seat fo iy origingl postion, -
= Laave fhe vehicis krteror ond mxeror clean.

= Infcem tha cysicrsdd Ihc the vabicle s poxly. 'When you coll, explain e
saivics work done (ivd chaiges. Confiom the: customen’s mathod of
poyment and axioln your plciup peocachires. ¥ you con't be pesant
when cusiomen pick up Their wehiclas, of least they will hove moeived o
full sepionartion of the Repaic Order.

» Ba ovalobie when cusiomen pick s ek vehiclea. Idacly, you shoukd
roet 8ach of your custommm and review thelr Repcir Orclers with fham,
This iy it be potakie o the snd of Ihe day dLing the “ive o'clock
nth.” But for customen with cormelbacia, BXpensive fepaks or alher
shuctions vat coulkt cousa problee o arise, amangs 1o et with e
customed when they come . Moke youmei! cvaloble o all rour
Cuirtomer fo answer Gy cusstions.




Yowr Role In Service Delivery
{Continued)

» Bulld value in Ihe ousiomer's mind whan reviewing he Repak Order.-
Fat, describe the repas and menfion the benefils that will resul,
Second, review the park the Technician replacad. This s imporiont
becawse fhe Repar Qrder usually shows part numbaers, nct descripfions
{ar only brief descipora). If the cushorner hca caked 1o have the Lsed
parh rekared, make sure they arein e vehicle, Thisd, poit aut cry
ma-chaege iervices (e.g., repiocement of @ fuse or @ iee xdlely check).
This shows your commiiment fo e cufomer, '

« Aseure pamonal responaibily for celivering cusiomass’ vehicles.
The mast posltve action i for you or a Porter fa bring the vehicle fo the
cumtorned. This l especially important ot night and in bod weather, A
#ha very lecxt, divect cusiomen 1o their wahicls; wolk with them, F

necemary. Thi b on coided courleey that cuslomens oppreciihe.

« Surpiiss ol celighl the cusioma. Bacause of the Imparkince of service
clalvary, marny declarships use spacial value-oddad procedures ko
andure customar solisfocion. Thase rangs om wishing wary
cuatomer's vahicle to pesoncly delvaing e cor 1o the customers
home ar ploce of busineas,




Theda o iimes when g customes complaind canndt be prevenhed — even
when proociive meaxies are foken. These cusomens ore cimalisfec, o of
risk of being chasgisnied, with the overall owneahip wpeience. The and
ronut s o custorner who & lkely nct 10 repus: hese ancelier Ford or Lincoin
Maicury vahicle,

o prevent o custamer compiaint from escalating into © Cleeisied cu-
fomes, Ford hos devalopad a proces for reeciving complainta, This ¥
casigned i iceniily cusiome s for whom the process hos folled ond oub-
bt spacific ways to nesoive these folures and prevaecd Aecumincs.

Soscilicoly. the objectia ore to: o

1 Improve cushomes aalisfaction and cwner loyalty through on Improved
"and consistent customer handling axpedence.

+ Frovide o systematic, smple process-based approoach to reohving
concema witin e declandip.

+ Reducs the number of cusiomar compiaints thar sscaiate to Ford's
Cusicener Amirtarcs Cernter,




Trocking Customer Complaints

Someona witin the Cealership — the Customir Relolions Manager o
Sarvice Manager — murt own The proces and be accountabie 1o ensurs
that customer compicirts ane kiert¥ed. fracked and rescived, This pemon

must have ihe abiiy ond outhoiity to cassign msponaibiifies ond tasa.

The Cusiornir ReKIions MancQer hal accas 10 2evenal Jolces of cus-
o doto. Including face-to-face curtomner consact, ervics folow-up
ok, Cutiomer Viewpsoind vey eiato and the Cusiomer Hending
Performance Report, Whan fwee dala sources om eviewed fogether,
ey tedl an Imperiont oty — pioviding o curtornas Ponding “snopshod™ of
tha dacienhip. The Concem Trocking Form, localed ot the bock of This
wciion facge SR, covy il you disaplon yout cwn system for cormbining
ond conmkigting the iInformation you mcelve. This shaukl be phato-
coplad by tha Customar Refations Manager ior subsecuant we. Fios ior
vaing his fomn nclude:

= Uga the form to recond sach ond svery compioint ecorded on o
Concam Rasclution Wordahes! e sornpde on pope SR

= Lack at the frends that may be oocuring. Arecs ko lock ot Include:
- Yolumne o concens
- Percent of condoct Ly hype
- Percent of contacts by resokdion type

= Mordnly, secaonal ond crnual frendgs




Putting the Informstion to Work

Lsa the Information os an extention of sarvica follow-up by formulafing
ouastions i exestormen that con previde mone in-Ceplih informafion on he
Sause of recuming problama. Usa ha infornciion o daterming If e couse
Bat within your senic pIocesL




Concem Resolulion Worksheet

P The Concain Resolution Warkshest (oope CRihauld be used K record.
onaiyza and frack reschulions for any cusfomer concemi. Al mambag of
the dadlanhbip staff shoukd be encouraged o use this a1 on sificknt way of
racording compiaints. i tha cancem con be cddressed thane and ihena,
fhe Concem Resckution Worksheet con be mensly used to nolity the
Customer elaiions Manager of ity sirtence and safifoctory rescufion.

Mumﬂﬂmaﬁmmmmm.um.w
srsuing that the cornpilaint hon Haen fully Idented, |t s ecomnenciad
that the concetn be nouted 1o the Cusiomner Rekatiors Manager or dedg-
nated individual responsible for cootdinaling cLstamar concems in the
dauhtﬂ:_l. He/the can collate the Information on the Concem Trackdng
Formn and owign the concem o the approgriate iInchicud for propar
hareling,




Concem Resolution Worksheet
{Continued)

Upon resolufion of the concsm, the completed Concam Raschdion
Worlzhast thauld ba retumnad fo the Customer Relations Manoger and
chaivbuled ¢ folows:

» The fop copy should be micined by the Customer Relations Monogss s
that he or she can monier the concem resckution process ond recoed
ita cutcoms on the Concem Trocking Fom,

-mmmmb&muhumhmfﬂﬁm
{L&, scleapench, cahier, porter, she) fo ersure oppropiale resolufion of
the concem hoe foken ploce.

« Tha thind copy should ba kept by the Individual or cepariment responst
bla for meeciving the Customes’s concam.

Tra Concam Resclution Wodahes! i then used to recom oll tha steps
ke In resaiving the compicint and o 1 nate the roct couse for fufure
review, it wil oct e o “prompt” shegt to srmre qll coses gre folowed up
1o & full end propser conckaion,




Taking It ta a Higher Level

’ Even Ihough ha or she has been given rasponsiiltty for esohving customer
compicirdy, the Cuslomer Rwiations Marage shouldn‘t hesliote o osk for
hesp In cerain stuations:

= Fiat. g MOR2N Informcxtian Condac! shoukd ba opened i ony concam
thort con't De resoved rmmecicrhely.

= [ o ountomers expeciotion can't be met, thae Customer Relations
Managar mday contide: F appropdate 1o review The maiter with the
Decier Principol.

» N the maotter con't be resclved at the dealership jevel, the Cusiemar
Relations Manager shoukd earslder reviewing it udth Bhe Ford Cushormer
Service Marager (S

. mwmummwmmm
shoukd be on hand, clong with detall of ol actions kaken




In Summary

The process and the gukielives describad n s seciion on concem
resoiution will ga 0 long way towars ganeraling © soid base of satisled
curtomens. And thay wil lecd fo long-faim bwanetts for the declership, iy
mpioyess and Fard Motor Compony.

Tha Iclowing b ¢ mecog: of hw boslc slemends of an effective
Concem Rsolution

§. The deoclenhip poociively genendies MORSIE contech

1]

1.

The Elements of a Succeasful
Concem Resolution Process

Process:

A docurnanisd Concam Rssciation Process axiiiy.

Thant b a deskpated Curtorner Relation Monoge: -
of Capminalor,

The Conceni Resclution Workshast k uad ta document
ol idenfifled cusomers concema.

Al customer concems ore fracked through rescluticn,
kxr customnan they anticipals wil coll the Cudomer
Amsigherice Coantar {CAC),

Fronitne. personnsl cne ampowenad ¢ make decilons
o rescheg CONCENmA.

Guicelires for ANAPOE aupenciures ore wall
documantad and cammunicatad to empowerad staff,

An gffective Janvice Toliow-Up natem i in ploce fo idertily
COMCEITTS sty

Custamars who hove contacted ihe CAC and opened o
MOREH contoct o contocked the some day.

Frentine shafl hove aitended cusomer handing fraining.
Process meosUhsd O estobihed, montioned and susfolned.
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Concem Resolution Worksheet

Date Openec: Daie Closed:
infiestecd By: Awigned To:
Description of cuslamer’s concem:
Appointment Date/Time __ Loanes Arcnged For? ___Yes ____Not Needed
Coue of Concem:
Adction token

Custornes Solietled? v MW Daclargarenchad info? ¥ ___ N____

Cogpies To: Intiator, CRM




CONCERN TRACKING FORM for, (Month/Year)
Date Opaned [ Cusforner Nore TN S, ot Adficts Yokon,

2. PROBLEW COMINUES AFTER | 5, TREARMENT Bf CEALERHP  [15 JEMCE NEETE MO L HOT READY WHEN n
SEMACE COUMIEQUSEY DENTIFED PROKNTD

3. NG PROBLEA FOUND 7. PARTS NOT ARILANE 11, PRCE 100 HGH 14 OHER I3

4. NEW PROGEM DEVELOPED | 3, APPOINTMENT ST AUALARLE {12, NO EXPLAMATON OF WORK. |18 A




MORSIII

MORS Tralning and Reference manual b avalable In an Interactive, or-ine rmanual
farmat to both Company and Dedler personnal,

The manual can be accessed by Compoany personnel via the Company intranet,
ond Decler can view ond download the manual theough the public internet.

The cpplicable URL: ore:
COMPANY:. nMip:'; ¥ww.mso.ford.com/fcsd/na/cec/mors/chb mi

DEALERS:  hilp://www.qededler.com




The Customer Coniact Procoss

An Imporknt pert of Custornver Honcling s the sffective idenification of
3 cusiomer concems. When customen contact the North Ameriean
Cuctomer Asictonce Center (MACAC), eliher by caling, wriiing or via the
infemed, & b coled o Custormer Contoct. Cusiumer Contachs one classtfad
accordng jo their nokure. Inquikies, in most come. are handied dinectly by
the C3R ond enfered Inte The MORSH databass,

Tontacts which are complaint-rekaied and equine dealership action to
sl ore enderad in MORSH ax

» CONcEm -
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The Customer Confoct Process
{Continued)

They arw sent slectonicoly overmighi o the declanhip, Region and the
.FCS0 Customer Sinice Managr (CSM) i iInformation and/or approprate
handiing. At this point. the Seakenhip contacts the customer and uliires
Cusiomer Honaling Tooks #0 hondie and resohve the cudlomen’s concem.

Trase tock Include:
* CARS
- « TKSON
« Tachnical Servica Hotine
« AfaEWamanty Aciusimant
» Tronsporholion Anlstanca Program -

ASesolition cocuns whan ihe declemhip, Reglond Decler Contact Team
momba, or iva NACAC neaches o fim decision. The deckion may nal
oroun cusfomer mfsfocion (oo, dognosh of concem detemninad that
vehiche i performing o design Intent), but ¥ shoukt achieve casuwe and
communication of the decition. Upen resolution, Concen Confach
e closad by the decienbip with the cppropricie Informetion enfersd
Irdo MORSL, '

Note: Informaticn Cantoch de not requie cloane.




Thesa racumssls cs Ren-complaint-reicted and are usualy handied within
one doy diectly by the CSR &= an Inquiry Confact or refemed fo the
oppropiate ackvily. I cardoln instances, The cusforres may be refemed
fo the declershio for urther infoovation, mach o1 ades Informalion requesis,
These contacks are not renamittad to the declenhip of Reglond Office via
MOREL Soms axampias of lhaulry Contacth Include recuests for:

« Dumiw Guides or soins brochures
« Axltonce In locating parts for older vebhicles
« Product information

-Rlcalﬂc_ilmulbn

DEALERSHIP RESPONSIBILITY
a Assig} custormes whan requested to do 20 by the NACAC, or ot own
checretion

FCBD REGIONAL CUSTOMER SERVICE MANAGER RESPONMAILITIES
* Nong
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Infarmation Contact

Tha NACAC wil
ppodl -declenip or

Raglonal
when known onel wil
axpicin the Compory
guicialines In thass

An informnation Corsact b genenated whan o curtomer has o comnpialnt
ond ona of more of the foliowing condifons sdet:

» The vahicle i beyond opening citeda ond the component s not
covened by ony womanties, recals, Ownes Notiffcotion Progeoms or Ford
Extended Service Plors.

» Vehicle h wiihin opening criterdc: howeved. catlertip and/or C5W hae
made o decikion.

« The request Fivolves tie defiechs and/or rood hororcs. Tiess cony thedr
own wamonties ond the fim: manufochrar should be conlached by the
cudomer

In certain sfuakions, the customer may be given the dedclenhip Service
Alanoger's nome ond advieed io confoct the Sandce Manager drectly,
T: & information Conladt ks sent elécironically cvemight 1o the decleship to
n2ke them owane of the condach, No formal cloture & requasted by the
riaciership: howevet the declerhin thould act oceodingly to paovide
imely miponses.

DEALERSHIP RESPONIIMLIMES
» Inmast comes, no acicn b equied. The contoct & ler informatianal

PUpOIel N,
» The Geclanhip wh receve the Information Contact the moming after the

opening by the NACAC and, when requined, review the cuxfomer’s
soles/sarvice history and contoct the custormer for Infermation or action,

mnmmnm“mmmmm
» Provids calstance fo the declenhlp when requerted.
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A Concem Consart i opanad by the C5R when a customer haa g
concem and:

» Action & mouiked by the declenhip and moy involve fhe C3M or F5E
» Tha vehicle k within custamr hencling guidielines ond opening criteda,

Discdars oy review of Concem Contocts generahed Throughout 1he day
by uiing the “Proaciive Cusiomar Activity Report” thert i Sonamitied dolly
of 10 am. 2 pm. and &pm, EL :

Nate: Depending on the Decler Sywiom Provider, thees repors may phnt
afemnaticaly or may have 0 be colled up ond prdnted,

Tha MORET Concemn Cordoct i sant slechanically “real ime” fo the
decienhip. Regiond Office and the Daalst Contoct Taom. Thess contoch

ore prinked aul nighlty af the declenhip vic COMBAT,

T ansuna that cusiomer concem are oddrassed promplty, the dealaahip
Cusiomer Relations MonagefCooringtor coll the customer the day the
contact b mceived. I q custormed aconiacts Fand and indicotes
ackecquce catithonc® B not being providad, the NACAC may contact the
Reglon for amstance.



Concem Contact
{Contiruad)

DEALERSHIF RESPOM2IBILITIES
» Review the “Prooctive Cusiomer Activity Repart” ond moka proactive
custorney© conlocis during the day the curtomes cortocty the NACAC.,

+ Recelva Concan Contact ihe morming after the coriach care opaned,
leview the customers scles and sevies hisiory ord phone the customer
the SAME DAY (¥ nof canfocted previously o nated obove).

= Utize T Customer Handing Took (OASE, TIGON, Technical Saivics
Hotine, Deokamtip After-wWeronty Aduriment and TAP) to handle and
rewove curfomer's concem.

-wmmwmwmuﬂnm
when the Regicnal CEM"y amirtance b ecuired. When uing voice
maibox, the Service Manager should: i

. = Describa condocts for which heip i neadad and explain
problern{s) thomughly

= AN o refum reply frorn fha C5M

= Chach for mesogs fom thae CEM after 2 pum. ET on the doy the
contoct ik mported

= Byt o vioha ypderis {m recuired) on an ongeing bosk,

a Enier Ihe oppropriate closing commants fo describe actionx) foken and
closé the contact through MORSE AFTER the concam b resolved.

» Liiire iy sovvica folow-Up procass to reeantoct the custermar 48 to
72 henrs aifter the custornee has pickad up the vehicle,
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Concem Conlact
~ (Confinued) .

FCSD REGHONAL CLUSTOMER SERVICE MANAGER RESPONSIRILITIES
a Rewpond 1o voice moalibex by 2 pm. ET doly

» Provide cmidance fo Hw Sealechips whin recueied
= Monftcr progres of e conloct harcting
« Review qually of cladng commant

. mmmmmmmmw
nand weak, porh on order] of ibucliony whens CLITOMEr CONCHT e
nat resohved




Concem Cantact VLC (Very Loyal Customern)

the NACAC wil tilze thh comloct tvps ko flag the customar as o vy lovol
custormes (VLC) 10 Ford Molor Company. This Customer is a Ford or Lincoin
Mevcury Cwriar/leties who haa bean idantifed o VLT bosed on merket
nesacrch data which includer:

& Nurmiber of Ford Motor Company vehicles purchasad of lectad over o
pacied fime paiod ond propenity for the customner fs puchoes o
Ford Motor Comparty peocuct in the kiure '

» Sleched QCP navey responses

v Fond Cradt inkarmation

Ihete indivickal-apecific dato wces ore used in bullding the modal fo -
aretict purchoes behavior The customer “indicator” b accessise o the

NACAC via MORIN and should be ulzed to intilete “spacial handiing”

actions to ensxe the uuh‘nﬂmmrbn.



Vi Cusiom
Concem Coniact VLG (Very Layal or)

DEALERSHIF RESPOMSIBILITIES

» Raceive a cal fromn a NACAC Cutiomer Sevice Repsasaniaiive twhen
Inbound call volumes permil} expidining the loyally of tha curlomer and
recuett wpedor customer handing. Bven { an oulbound call cannot be
made. g Concem Conlact VLC h opened ond seat i the declaship
evernight,

» Csiomar Reladions Manager/Coondinalor or Service Mancger b
nauasted 10 eview the cusiomess lesmnvice e and contoc the
custorner tha some day to eview the concam and schedule a fulure
curiomer-convenlent service oppoiniment o resolve the concam.

» Uithea OASS. TIGON. Technicd Sanvice Hotine, Service Loanes, Dacianhip
AfmrWamonty Ackuimant and promptly eeclve the custormar’s concam.

. mﬁmm-m proces to acontoct ihe customner 44 to
72 houns ofter tha cusformner has picked up the vehicla.

» Bt cpprgicie cledng commants and clote the contact via MORSI
ofter the concem i resolved.

FCED BEGOMAL CURTOMER SERVICE MANAGER AESPONS|BILITINE
= Asisl the decleship, on requesied, in raciving “Yery Loyal Cusiomer”
Congem Contacis

» Menitor the progres: of ihe daaleshin’s handing of tha conbact and #he
qualty of the clasing comments.

» Consicr cumiamaer’s loyally In rnaiidng PO AWA dechiions OF cpplicabia).




Cancem Coniac! MR {(Multiple Repailrs)
= Tha CSR snters this Concem Contact whan the cuttoms cliey two or

Mmoo apod atternpls for the $oms concn.

» The *Froociive Oustomer Acivly Report™ may be used throughaut the
day ka vote Concem Cantacls of mutipls repai oltempts.

» Mulliple Rapalt Concam Cordacts are traramilied elechonically
ovemight to the caclamhip, 3 ond F5E.

» “WR" wil appear a3 the lost twe digii of the four-digit cousol code.

DREALERSHIP RESPONSIBILITIES

« Receive Concam Confeact the moining affer the contact s opanad,
eview the customer's soles and sarvica history and phons the cusiomer
v SAME DAY,

‘ ) = Liilze QASE, Tachnicol Senica Hollne to handie and prompdty maahe
. the Suskames’s concem.

» Cordact the CEWJFSE civectly or vio THEON for apisance In resoiving the
concen.

» Liibe tha service folow-up proces to mconfoct tha cusiomer 43 tao
72 houn affer custornar hat picked up vehicla o varlly concem resciution.

s Enter oppoptiale clodng comments and close ithe contoct via MORSE
I ol e concem B ssoived,




Concem Contact MR (Mulliple Repalrs)

{Confirued)
FCIOD REGHOMAL CUSTOMER SERVICE MANAGER/AELD SERVICE
ENGINEER RESPONSHMLITES

The Regional Customer  Ssvice Manager k& resporsbie for determining if
FSE Inwolvernant I required to casist the dedlenhip In esolving the
vustomen's concan by:

» Workingg wiih tha daalenhip sanvice monagemant cirecily of vio TIGDH
Jo cussist In The nesoiution of The CLtomar's Concam o iecuested or
recesisad )

« Manitoring tha progeest of the declenhip’s confioct handing and the
qualtty of the cedlership’s ciosing commanty




Concem Contact RA (Regional Assistonce May Be Required)
The NACAC il utiza this Cancam Contact categary far the foliowing

condiions

» Viahiche has bean oul of service T or more cays (ncludes pors delay
on Ford-paid repola)

» Ciystomar inclicoles no action intloted within 10 colendar days on a
Concem Contact

T » Declership manogermand ks unaible to qasist {8.g., After-Womanty
Achusiment requants bevond dedesshin’y outherity)

» Dedlaahip redused 10 sandce vohicle For wemonly repois
» Custornas coniat locote declaship wiing 1o service vahichs

s Parls dalay lor non-worronty e over X0 days (8.g., custornerpald
repais such o inferice him, shast meta or Ineeonce repen)

. v "Uniqua” shuations that recquire FCSD Regiona Ofice invaivernent

Conceam Contoch RA an frnemitted *real tme® avemight to the
ceclaship ond the FCED Custormer Service Manoger,




Concern Contact RA (Reglonal Assisicnce May Be Recuired)

DEALIRSHIF REAPONUDRITES
+ Reviow tha "Prooctive Custiomes Activity Repod” and maka proactiva
customar confocts during ihe aay ihe custorm condactad the NACAL,

« Receive Concam Condoct thw maming offer the coract i oparad,
oviaw the cushomear's soles and sevies hirfory ond phona the customas
he SAME DAY,

s Litite the cushome: hending fook (OASE, TIGON, Technical Savica
Halting, Dwclanhip Alter-Waronty Adjudman(} to handis and resclve
cUoMer's Concam.

» Conloct the Regional Custorner Service Manager direcity or vies volce
moibax when fhe Regional CEM's cesidancs & nesded, ¥When using
volce mclibex the Service Monoger should:

. ' - Dwsciibe contoci for which help i needed and exploin

prabiacniy) thamughly

= Ask ko meiumn raply from the C3M |

- Check for messogas from the CSM after 2 pm. ET on the day tha
contoct it repariad

» Ender tha appecpviahe closing eommants and closs e santoct fivough
MICRSE AFTER the concem i resolved.
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RA (Reglonal May B d
Concem Contact RA (Reglonal Assistance May Be Required)

FCSD REQIONAL CUSTOMER SERVICE MANAGER RESPONSIDILIIES

= Wark with the daalenhip divecity or via IGON fo asaist In resohing the
custorner’s concam. if the FCSD Custornar Service Manager b not
avallable, the Regional Otice Openations Specialt or DOM will agist in
the resolution.

= Monitor the progrees of Fha contact handing and dedalarcs closing
commeants.




Fleld Contact Special Handling
Any communication sent dirscily ko the Begional Cice from tha Belter
Busirws Busay. Consumer Prtection Agency. news mecdka. govemme ol
aRancy of a demand atter am the cushamer requiras special handiing
and should be Immediately famd to Conanat Affolrs. The fox number b

J13-845-0569. A Region (04) or Priofty (05) condact wilt Da Crached,

Thess contoch must be handled quickly and include detafied

ciosing Informotion enfered by the fleld. Friodiy contact should be
honcied wiitin 10 days. with closing comments placing he conact inko
panding (P shohu).

Thess contacks am desigraled by o specicl iwo-digh codein e
Rolus/type column of MORSIK

Lanlogt e ity ce Region
Bstter Business Burecu 05 Priorty
Coreumwe Profection Agency 05 Prioitty
News Mucia a5 Prigdly
Aftomey General 6s Pricrry
Dernand Letter o Region

Nols: Flamse 3ea the Priorty Contocts saction for mom information an how
Fold Contocts o handied wien They ecehe “Priody” staha.




Reid Conlact £ lal
pecial Handling

REGIOMNAL OFFICE RESPONSBLIMES
Upen et of oy of the contocts cutined on the previow page, the

Regional Office opand o Region Cantoat v MORSIL

175D REGHOMAL CUSTOMER SERVICE MANAGER RESPONIBLITIES
+ Provida peavicus Compony involvernand information for contact
honcling.

» Tost-chive/inspect vehicieds) o recquired.
» Contact autorner ta monoge axpectations and review concem.

. | « Fockiobe meolution efforly with dealanhip rmanagement.

= Submi thomugh cloaing conminants to Speeict Uicleon via MORSIIL




Felkd Coniact Service-Reloted Concems

DEALER NONDISCLOSURE OF REACQUNRED VEHICLE
Ford Polley

» Declen ora to dieclose ol RAVE to custornens AT THE TIME OF SALE,

» Folkre fo discioss an RAY at the Sme of cole may meult In the follawing
panaifisx

= Poyment o Ford of Iquicicled damogee In the omount of 55,000
per nondisclonrs

-~ Relmbursement fo Ford of ony col, panaities, of sxpenies,
Inckuding recaonaiie alfomays’ fwes, that Ford incurs or may neur
o a mault of the declers e o chick I accordancs with
Forg palicy and any appicable state or fecieral lows. Ford may
alect to cofect these domages, costt, panaltias, of sxperses by
chablfing any cpan accounts Ford has with the cedier

= Low of Ford RAW ouction pivieges

» Further detols o ovolable on 1he RAY Disclowrs Agraarnant, Fom
FCE-B535, signad by the deolenthip whan an RAY i punchened ot a
Fordparsoend ouction

NACALC Actions

« Open a Reglon Contact when o cuskamer confocts the NACAC
becousa of an aleged nondiaciosa,




Fleid Contact Ssrvice-Relaled Concems
Corinuad)

DEALER RESPONSIRILTIES

» Dencriews involved with the Region Contact described aarder oe
rasponaiie for the sotisiaciony reschuion of the curtomer's Cohca.

T « Focltata the meciution of the customes’s concsm ot the deaisahip
lovel.

+ Clowe the MORSH Region Cordact documenting sheps faken 1o resolve
the cLefomar s concem,

« Coumel wih oppropiate dealsrnbip management io enawe that an
RAY disclosre procest s In effect,

» Contoc! RAY Openciions Pollcy and Procedunss Manager wiih quastions.

CUATOMER SEEKS ASISTANCE WITH THil TERMSE GF A REACGINRED
YEHICLE

HAGAC Aclom

+ Opan a Region Confach when a cushomes contorls the NACAC o
ciisouss the tenres of o Reacouied Vehicle irarsacicn.

Decieithip Astions

» Molnain communizoiions wilth e FCSD Cuslomer Sanvica Managaer to
focikials alution of s CUSOMATr s CONCAM.




Reld Conlact Senvice-Related Concema
{Continued)

SC3D REGIONAL CUSTOMER SEHIVICE MANAGER ACTIONS
= Condoct the curomer and reackve the cuslomer's concain

» Confact RAV Haadquartens of 1-800-357-30S0 ¥ e Terma of the
cusiomer’s fromaction change.

« Closs the MORSE condoct, dacumanting fhe shaps akoan to meclhva the
SUNOMSr conCam.




