EA02-025
FORD |
OCTOBER 27, 2003

APPENDIX N

BOOKS 44 OF 61
PART 10F 4



Flald Contact Sales-Related Concems
_ A corduct involving soies e will be cpened a3 o Region Confoct ond
b _ coded “soles.” Examples of soma sales lsues include:

-J .
Mg
T

» Purchase depotths
+ Miwsprasaniolion of new or uked vehicle

= Lgred vehicin worreniios

v Scles Cortocts can be opened for lnformation, Reglondl invohement or

' . Priovity Conlocts, A Solat Comtoct b idendified av g *2° in fhe SERV/SALES
indicaicr on the MORSH condact icreen. When o customer indicotes theee
cxe Bbodh soles ond ervice imues, the conikax ' i opened o8 0 COncem
Curdoct ond the soies isuss ae nated Inthe comments.

k PEALERSHIF RESPONSIBILITIES
+ Recaive confoct the moming alfer spening, reviaw the cusiyne s Joies
histovy and phone tha customar 1ha SAME DAY,

« Wark with the Ford/Lineoin Mencury Vishicie Division Reprasentcative 1o
rasolve the concem.

= Moty the Ford/Linsoln Mercury Vehicle Division Represantative when the
concem i resohvedt and #he cate con be tiored.




Fleld Contact Sclas-Related Conceams

{Conrtinuach
FORD/LINCOLN MERCURY VEHICLE DIVISION REPRESENTATIVE
RESPONIILITIS

« Contoct the curtomet upon lacelst of ha ilgs contact,
» Work with cedianhip 1o retohve Iha customer’s concam.
» Racondact the cystomer affer eaalution of the concem.
« Submit closing comments via MORSH! o indicot actions token fo reschva

- CONGRT,

FCED EEGIONAL CUSTOMER SERVICE MANAGER RESPOMSIRILITY
+ Azisl the Vehicle Division Regresertialive or decienhipn. & mquired, to
PO GG,

ERd2-029 2341




Additlonal Comment Contact
When a customer pcomfoct the NACAL wifh iInformation pertinent fo on
open or closed cornlact, an Acdiional Comment Condact b genencied.
Some exncmples of Addifonal Comment Conloaciy om:

v A custorrier recorHoch the NACAC and recuests further amlstance on an
Informalion or Concern Contert thel i cuTently open. (Thess wit
copecr wihin the cal-bock ratio infamnedion in fhe CLsiomer Honding
Composie Report)

+ A contact s updated (e.g., cusiomer address, phone number.
» A declerthips and/oe Ford Customer Sendea Manager decion con be
pporhed.

DEALERBHIF RESPOMNIEBLITES
« Receive a copy of the Addiional Comment Conboct the moming offer it

b generated

» Whan apprapdaie, acleawiadce to the customer the recelpt of the
cdicitionol information.

1 Condinus fo work towand resciution and closuna of the ongingl conloct f
K ks ¥l opan.

v Generate Additionol Comment Contoct, O necemay. 1o provide skaius
& acalitional Infamakion.




Addiional Commsnt Contact
(Continued)

FCAD REGIONAL CUSTOMER SERVICE MANAGER RESPONSBLITIES
» Receive 0 copy of the Addiiond Commant Confact,

» Foliow up with the dactiershipy when the ocddiiond informolion womanty
attention

= Azlyl the deolaship with iha issshtion of the concam when the
oncRional InformaBion wamants oxtitiirca, Thare ore no il 1 the
number of Additional Comment Contacls which con be made.




Commonily Asked Quasiions

Q. Why cki | eceive @ conduct when & siates in the comments ina
customnsr hasn't contocted the declenhip?

A- Condoch o opensd when thars ik oclion recpired by the:
doocianhip 10 resoive the concem,

€. worrt the contacts count against me?

A No, the Divior?'s ermphasi is on procames (contocing fh customer
arftar recade), not on condoct natio.




What Is o Priority Contact?

A recuest for ctiskmce that reduime FCSD Cusiomer Serdce Manager
iIrvolvament and a resulting cloding repadd i cosifisd on g Priciity Condact,
A Priosily Cantoct must be closed by Consurmer infervention or Special
Uchian. The decheship o Region connol Glose a Pricdly Canfact, The
Ragicn can only put a Priorly Contact into a "pending” siolus by filing
out he Closing Report, Mmmummmmm

Oonpuner lmiervenfion:
o Sicte, fedkeral or locol Consumer prstection opency requests

» $tale cihomey genercl recries:
+ Bolier Pusines Bureau refowdl:

] _ Tpeciol Liolecrr:
.' « Meckaslenciz

= Siate legiative mfemos
« Federal department, LS. Congrassional and Senatuiol referoh

» Rafemol from company coboutivet Rousting closing gt

» LAW Qualty Commities efenal

Bue to the high visbilly of Phadty Contachs, | b in the Tedt interests of the
declanhip and Ford Motor Compearnty that they ba hardied quickly ond

thait detaliesl cloting Infarmation be provided 1o foclitets an coeuate

and fimely responss by Consumet tarvention of Special Lidkzn, Every
o¥fort should be made to bing @ Prioftty Contact o conchuslon whihin

Y4 days,




« Upon mceipt of 9 reques for customar anitfancs, Conaumes intevention
or Special Lickon sends on acinowladgment jatter or postcond 1o e
referol agency (and customer; ¥ appropiiale) Indicaling o copy of ihe
recanet haa been forworcedt 1o the deckship and Reglonal Office for
handing. The customes is ioki he/she will be conlocted by a company
repmsanialive.

» The contact b sent % khé dectenhip and Region elecionicaly.
Nacamay Dackup cormmpondencs b foesd/maladt 3o the Reglona
Offica,

» Upon mceipt of the Prioty Condact, he customer must be contactad
and odvied of plonned aclioh by tha ceclaahs ardfor Forg Motor
Conrpory.

» The FCSD Customer Senvice Managar thould manior the decignhip

. closgly to eneuse the matter i being propedy handied,




A jlephone follow-up condoct o Thae customer by $he FCID Curdomer
Service Monoger must be mocie prior to submiting the Priodly Conact
closing repart In MORSM to Consumer intarvention of Special Likion, The
customar should be asied thess pecific quezions

» muhmmmmﬁmﬁmnﬁfaﬁm?
o Arp you epecting any fuiber acfon from ue or your decslenhin?

Al contach moade by the FCSD Cutiomer Sendee Manoge ol deoclonhip
shauld be documented n the MORSN Pricdly Contact e, ]

If iha Regione] Ofice ks Linable fo mach & cusiomar by telsphane, @ letier
2"oukd be sent by cartiiad mall o the customer. The cLsicrmier's oI
Hincicaie £ the problam has been resoivad or I further cxetion ' recuined,
 tha customar doas not mepond within 10 doys, The fike should be
submitted fo Consumer infensention or Special Lickhon with o copy of

the Jatter.

Congume~ infervention or Special Licison: i fhan neponalle for clodng
e case.

Closing Procedures
A Regloncl Office represeniulive must compiete and enkes the Pricily
Closing Information in MORSE for review ty Coneummer knfervartion or
Specicl Lickon. Thiswill put the contoct n G *Panding” stahus, Consumer
Inhwrveniion or Soecial Lickon wi reviww Siese pending fles and eher
copove or dect the closng,




Customers Who Remain Dissclisfted

Al Prioty Contacts indicaing thi Swher nemoind desciisied should clacrty
sicdw hi S’y Epaciolions ond be forwaiad to the Ragional Office
Operations Monager or hiv/het designota for isvisw, with reconmendations
for posalde alemallve ocliont. ¥ no ablemative actison B recommandad,

I Regional Oifes Opsnailons Monoger should sonour with tha closing
conments.

Commonly Asked Questions

Q. wummwﬁmmm biing a Prioxfly
Contact to conchuion? "

A. Every affor] should be racie by the declaship arid Ford Motor
Company to biing o Priorily Condact o conchuion within 14 doys.

&), Con thw checlerhip or Reglonal reprasanicive close a Priarty
Contact?

A. Na. Cnly Coneimer Inferveniion or Special Licison can cicse O
Prortty Contact.

Q. What typa of comenents org necuined 1o closs o Prioity Contact?

A. A detaiied ceserption of e rscksfion/decidon.

QL. Who roomh the clating tapoit?

A. Tha agancy or sxecutive inltiating the request.




What Is Medla Awarencss?

apenaiion in boith wervice ond scles depariments:

= A sicey in the nolional or local medla thot cousss o cusiormar o cordact
your decieship with guestiont or concems obout the svent. Exampies
might be o kage ecall ennoumncemet, an inestigative stay, o o
National Higinwoy Traffie Safwly Administraion (NHTSA) Invesigation
- anhouncameant. mmmmmwm}mﬂm

o Into on oppmpdate penpeciive which canes Increceed custormer
oredaty. In most cose, customen Smply want accurohs iniermation ond
rsductions on what to do ¥ they belleve thelr vehicle i involved.

= A reprassrnicative from the focal or nolional medla contach somecna
withins your declaship siiher wilh quertions about a specific customas's
vahicls of lbolng for commants obout @ mons genandal avent.

I e & & Hory I i mads that k couting your eustomas ta contoct
your with quaeationa or recuasts for cloification, leok for of avobiabie
inforrneiion abeut tha aublect that might hove baen sent from Ford Mobor
Compory to your dealanhip vicr
. . )

-DOES K

= COMBAT

=TIGON massage from the Regiona Ofice

- FORDISTAR broodcast

— Mol {reguiaifovemight)

B _




What to Do

K there s no Informotion ovolloble forn Ford of the ime of the media
want. foke the folowing sheps:

v Candoct your Custonar Sevice Manoger and et himyhar inow what
Iypeea of cuestions vou cme mesiving fram cusiorrem with negornd 1o the
media event.

» Indfornn cll your reniioe peopks ﬁﬂﬂhmm!mﬂm
octons 1o tole ¥ o cusiomer's vehiche k involved. Thir would eiucie:

= Anyone In the daclenhip whe inlerach with custormen




wWhat 1o Do
(Covtinuacl)

« To ansre 0 conistant and ocoucts memsogh, we ecommand that you
hoicd & maaiing with swieyans ifvohad I ahlwaring o cusiomie's iInquiry
about o madc svent. Th would allow you to answer queslions from
thass pacpie ot wal 22 collsct quasiions ihat the Informalion from Ford
doqy not oddrem. This could ihan ba pemsad on o the Custormar Sandce
Represantathee,

If v 381 do not have an oppropriate response rom Ford Meder Comparnty,

b indhil with the cuslome: and it himyher imow 1hol you will respond
wrih e ot Lp-fo-diarie ot Gtk Indormnation winen i Sacormes

wolable.

30 NOT:

» Specuiate what Ford may or may not da ’

o Ry on et for information to Il iha cusinmer

» Guan whal ociion you shoukd tell the customer o toke

» Tod tha ok i it Fond's probiam and hafihe hould coll the Nordh
Amadicon Custormner Assirtonce Center




What fe Do

 aryona in your declership & coniacted by the media locking for o
recponis aboul g medka avert involving o Ford Motor Company bwoe,
ake the following sheps:

+ inslnuct cleclenhip personnel io inform the raporer that Ford Moler
Cempany ho o Public Alfcin Ofice thal Wik onewer ory quesltions from

Fard Pubiic: Aol Office
X-ca5-I515
» Do not attempt fo give o commant on beball of Ford Mokor Compary.




What I3 the Customer Handiing Dicgnosiic Repori?
The Customer Hondling Diagnostic Report (FCSD-96/100) contains
imporiont Informcation ond provickes you with @ "mapehot” of key customes
handing measuarments. i k publshed monthly.and can be wed o

avahuate your dedlership’s individual customer handiing. (Note that the
daclership vapion of this report i FCSD-PA100-00.)

How fo Read the Cusiomer Handling Diognostic Report -

™ secion iete the sigible postions for certicalion and the number of
seople corifed for ot peatiors for the cument yeor and pravious yece

2. PRODUCT CONCERNS (SYMPFTOM CODES)

Product Concama depiay 1 fhva leoding vehicle cancem: o8 reporfed
o the NACAC by mstal cusiomers for $ha measured maonih and yaar fo
diats (YD),

3. NON-FRODUCT CONCEINS (REASON CODES)
Non-Procuct Conesmms dspioys the five leoding non-ioduct concenms
o8 reported to the NACAC by retol cusiomens for the mecaured mondh
and YD,

4. MORSH CONTACT DATA
4 crea contains MORSE contoct dafn, dividad info two subsactions:
Corfacts (basad on iha opsning date of tha contoct) ond Averoge
Hendling Days (based o Hive apaning and ciosing dates of the contact).
Dol ls provided for the madasured month, ik prict monite, year 1o date
and prior year fo dale (PYD). For axicifional Infrmertion on Specic
Contact fynes, placse reler 1o the MORSH section.




d ths Customer Hancll
!-lowioﬂnu Ing Diagnostic Report

. VIEWPOINT

This sacion dipicy: ihe measured dectanhip” perfomnance i theee monih
incramants, twelve monih, +/~ firee maondh pricr year and +/- fwelva manth
Pricr yocos.

. Humnm—mmﬂmm
- "¥a" io The quesiion “Wae the concem{)) maoived'?” on tha Cuslomear
Viewpoirt Seivice Sunvey for the measuned fime frame.

= Conoent With Dedaler Hondiing — The percanioge of respcndants
wolscting “Yas® 1o the quettion *Did you have any concaims with the
daalenhin’s handing of your snvicas expsience? on tha Custonma
Yiewpoind Service Survery for the recared kme framne.

=+ Decler Knowledge of Conoam — The percanicge of respondents
sslecting "Yes" Jo The question "Did you lef the declenhip inow about
s concem{s) 7" on the Customer Viewpok' Servics Survey for tha
mecnred fime fiama.

» Service Experience — The parcanings of respondents ssiacting
*Complately Salirflad” o the cuesiian "Abilty of daaianhin K orswer
your quesiions or reacive your concenn offer sevice ha fird fime you
ceked” o the Custamer Viewpoind Sanice Survey Tor i macsunedt
tima frame.

« Sarvica Follow-ap {Call) — The percaniogs of egocncants sieching
Yoy~ 1o tha question “id you recehe a follewup eall fromn the
dedclentin?” on tha Cuskamer Viewpoit Sewvice Survay for the
iU firme frams.

« Serrios Follow-up (Timeliness) — The perconioge: of espondents
 aviacting "Bxcellont” o the quesiion “Timelnes of folw-up cad om
#h decientip, ¥ mceived on the Cualomer Viewpoknt Senvice Survey
for the meceusd Hme frame,




the Ciustomer Handl Diagnostic Re
!-Iowlunmd ndling Diag port

&. CONCERN RESOLUTION

This paction diapicrys fhe medaiunsd declenhip’s parformnoncs for the
cument month, thees prior nonths, yeaor ta data {YTD3 arxd prior year
o date PYD). BasHn-hcrket daio sepmsents the: best scom In the
maket aea for each of the measured perdods (mecmsed month,
YD, AYD).

» Sallefneiion with Dealer Hondling —The pecanioge of
mesponcienis seleciing 7 fhrough 10 fo the: quesiion At this point in
. how salbfed cre you with the dedaler's handing of your
concem’™ on iha Decler CCP Suvy for tha eeosunsd firme freme,

« Duoler inffialed Comlact within 48 Hours — The parcantoge of
rescondents reporing 1ot the Dedler ikcled contact within
2 days/48 houns, 1o the quettion “After your contact with the
Cusiomes Asistonce Conter (NACAC), weie you in contoc! with
the decleahic cbout ihis concam?” on e Decler CCP Survey for
the meceurad fime frame.

» Decler Kapl Qustomer intormed of Halus — The peicenbage of
raapondants sefacling “Yes® o the quertion “Did the declerhip keep
your informed o« 1o tha siatus of your concam?” on e Dedler CCP
Sunvey for the measurad Hme foma.

» One or Lass Visi fo Dwaler for Ainal Oulooms — The percantage of
respondants selacling “Nona” or “One” to the quastion “After
contacting the Customar Anlsincs Cantar INACAS), how many
visits cid you newed to mike ko this dadienhip before recaiving a final
decision on your concan? on the Decler CCP Survey for Hha
mactumed fime frame.




H the Customer Handil nostic
ow {o Read ng Diag Report

« Infended Loyolly — The peicentage of axvey spondants answaiing
“Yor© Jo Ihe quastion “is your nexd vehicle lely fo be o Ford produci?”

= RBecormmenced Dealer — fhe pecentoge of Rrvey neeponciants
oneweiing ~Yas" fo the guestion “Wouk! you necommend the degler?”

7. TREND DATA
Trnd charic represssnts the mecoumd deolashin’s performoncs for the

) currnt rrcrdhy, tx price mondhs, YID o FYD. Thew ore o comparixon o
“Best in* mecwrements in the trend data sections.

« Do Retwwrale — Nurmber of MORSH conlacty in which dealentip
Panonnel hiree Inrtrucied o customer fo condoct the: NACAL for
ouistance.

*» 12-Month Golibook Builo — The Seceniogs of MORIE contoch In
- wibich a cuatomes mconfockad e NACAC regadrg the same
CONCAIN.

» Daciler Generntnd infos — Tha number of MORSH Information Contocts
opened by dealership pesonnat.

+ Toch Holtine Calls — The number of ccrils equeting otsistance frorm e
Technical Hatine,

s Tech Assisioncs Requesis — The numbar of Feld 3ervice Enginear (FIE)
asignmanis rmade via Technical Assisonce Requasts (TAR),

. mmm-hmmmww'
the Compony from redol customan.

= RAY (% Refwndt) — RAY miunch o= o parcentags of RAVE

» AV % of jolal salad) — The rumibe: of RAVE & @ paecaniage of e
wihicls soles.




the Customer H Diagnosiic
How 10 Reod anding Diag Report
» OAC — Number of Owner Appreciaiion Cerificale lsued.

» OAC (% of toial soles) — The Nurnibar of OACS OF 0 pancanhags of New
vahicle woies.

v QAC CAYSrage § Amount) — Averogs collor vaiue of CACS iued.
« 1P — Number of Extenciad Service Fions isuad.,

. « Owner Conneotisn = Tha number of MORR contocts opened os o
st of on s4mall being sant o Owner Connaciion,
» [GED = That ambar of MORSE conoch opened o a el of ha ICCD
procass.
+ Cuslomat Fasuts — Fha numbar of MORSH contach openad of o result
of cathormen docmanting commarntt on o Fard Motor Compearny Suvey.




What Is an After-Wamranty Adjustment?

Aftar Waianty ASSIIONN St AEYHerts mAcd o & CAS-Dy-case bats
for rapais not coverad by the vehica wamaRty, Servicm Darts wamanty. or
an E5P service contract After-Wemanty AdLstments ans made when a
Ford Motar Compary wabicio s not parforming 1o customar expectations
and thera b an oppatUNity for iNCressed andomes stisiaction and owner
joyaly. I otiver wosdy, ANA should ba usad in casas when L i baliaved
the customer’s luhaw purchass intentions can be influenced fevorably.

As @ wasylt, After-Warranty Adiustmaent deciions should be made quickly
and proactively, rather than 55 @ reaction 1o the customgr.  Deidar

& aproval of AWA bimportant becausa I ancourapes on-the-spob
rattements and increasss the Reflood of satifying customens. This can
iy b achievad though the sifactive smpowarment of thosa ampiayess
8. Senvice Advitors) whos have day-to-day contact with tha customer.
Desiers are Lrgad 1 ampower thekr Savica Advion witin the boundaries
prowided by Ford Motor Company. In tha event that doakers do not ug
the suthorky &5 intencled o misuse the program, the sai-approval After-
Wananty Adjusoment Buthority wil be withdramn.




When Do | Make an After-Warmanty Adjustment?

THm " drshnivt

e noer
vahicis s v ifer

naliaage, and ive

&, the more
Apperyriht ey A

Aftar-Wamarty Aductments should be made on B cese-by-case bask with
the objective of Favorably ILINGING CLSOMS! repChass Intantions.
Exach ANA declion thowid be eddressed on 5 individ ual medy. To help
determine ¥ 2 particuler GasH May Of May not desane an AWA, Bk

yourse¥f the following questions:

mmsmm

= Hms this parson boaen o ong-Bme Custon?

» Does this PEnon cwn muliphn wlik:ies? -

. um:m:méhumhmmﬂpmmm
’ ummmhmmmamm

» Could this custonmer influancs the vehicle purchasa for a Meot or smad
bnssinges? '

+ Does tha custorner lke hivher vahicla isida from the presant conceent
ENOW THE VEHRCLE PROFILE
+ Whet iy the vehicla misega and sge?
How fat out of wamanty ok the CoNcam ocour?
« Whaet ks the vehicha mpalr history?
« Has the vehicle baen propery melntained?
= Was sn ESP contract puichesed?

» What k the overal condition of the vahicla?




When Do | Make an After-Waranty Adjustment?

{Continued)

NOW THE SITUATION

* Do you beleve the custome sxpects an ANA7 ¥ yes, how strong b
the expectation?

+ B this a peoblem that fint cccinrad duing wananty?

+ Did the compiaint nvolve a repair mads at iowe mieans?

« Has the customer recaived an sdpstment for the same prablem?

« Wgrm U pricar AR attempls setifachony

» N'51 this 3 problem that gensrelly would not be axpacted to ocewr at
this age/misage of the vahici?

NOW THE CLIMATE
-'Ahlliannﬁadnlyupntmﬂnﬂ

« Does the cate eprasent high potantial for Mgation. Dispute Settlement
Board, Jamon lew or public iatons Impact?

SURIMARY
= DG you baleve &n AWA would fsvorably Influence Lhis customer s futug

niew cAF purchese deciion?

» W tha custnmer pasticipate in the rapak cost? Wl tha dealsr
pericipate in the repalr cox?

* In your opinion, wouid offering an AWA In this cate be n the best intenect
of tha dealarchip and Ford Motor Company? Why?




Dealer Authority Guidelines

Once it & ostablished that an AWA wil halp prevent or resoive B CLUBON
concam, you than must determing i the adustment b within deslership
mihotity. Dealer-approvad Aler-\Waranty Adustmants (POS) ase subjsct
to the kalowing guidelines:

+ Ford'y sharg of the totel repair cost must be lew than 3500 par rapai vk
for cars wnd fight trucks and 31,000 per repair vt for medium tuchks.

* Incidental expernas up 1o $150 per claim may be coverad: hovover,
Ford's shara of the tatal reosl cost most nersin within the speciied
mi= '

= Customer and desler paticipation am ancoumged but depend on the
Individus! circumetance. The company mipacts 20% intal particioation
for AWA st warranty repakr rates (dealer and customer combinad
_pu_nmgn—1mwulﬂupnw

» ARrapain covered tnder 8 desianappnoved Aher-Waranty

Adjusment (FO3) end parformad at the dealership offering the
wasfetancs rust ba it Ford Wambety Labor Rabat and Ford Sandics
Labor Time Stencaeds.

* Amgfund (net of customen and desler perticipalion) submittad 2s an
Afor-Wrranty Adusment must be celculated at Wesmarmy Lahor Rates.

« Refunds foF emedency rapain within AWA guideiines are alble For AWA
considenation. A sfund claimed within AWA guidelings counts as 8

gl viskt.
» Fordsourcad and/or Ford Authacizad Ramanulactured Pacts am requirad
{eacapt for relmbursment of amegency mpals.

» The AWA noitficetion with tha customarns signehure must b mainteined.

ERE2-225 2811




What Is Eligible for a Dealer-Approved Alter-Wamanty Adjustment?
The: following can be considenad for an AWA:

o Cows andd Sght acks with les than 5 yeart/50,000 miet in tervice.

» Maciuny trocks with keti than 4 yeas/200.000 miss b senice.

= Feat vahicles on an individual vehicle-by-vehicla baas,

+ Wairanity-type tepaks only.

» Rapaks not coverad by the vehicls Waanty, sanics Dars waanty, of
any Ford ESP sandce contract ' '

What is Ineligible ¢» a Dealer-Approved ARer-Wamanty Adjustment?
18 folowing cannot be considanad for an AWA: '

r A used vehicle In dealer stock.

* Repais for daaler smployees, Ford smpicyses with dealer contact
reiporsiblity, or depandants of ekther,

» Sacond- of subsecuant-ownar wehicles (axcapt firt retal owner of
program vehicles o REE vehicles puschasiad by odginal kssee).

= Makhterance Rers (e.g., ol changa, tewhaal balance, whool
algnment, tune-Lp, ste.),

+ Repeat sepeis.




:h‘hat Is ineligible for a Dealer-Approved ARter-Wamanty Adjustment?
+ Refuret for nonemangency cutside repals.
+ Vshicies that have aieacly had two Alter Warpnty Agustment repak

visy. (A repair visk b definad &5 sach time a vehicks k dopped off e
tha rapaling dealeship for repak and raturad to the cuLstomer.)

« Cogle mocinted wih competitvg senice contrach.

-mmmﬂ;ﬁu K & loanar veshicis it provided to the custons,
the dealer may claim reimbursament using avalabie iosner days under
the Framportation Asistance Program.

« Consaquential damages. Inciuding commarcial oas, loas of parishabiles,
lost wages. atc,

What Can | D«. i an AAWA Is Denled?
Autherizad Regione! or Select Dealer Region (SDR) pesormal may
atenmine that & clustomer's cireumeancas do not jusiify an After-Weranty
Adjstmant. Howevas In Cmtain cases, Company mprescntaives of the
c.agkship may want to siow Ford s appradation for thea customen's
ioyaky. Inthis casa, an authorzed Ford raprasentsive mMay Bsuea the
customer an Owner Appraciation Certificate or & 12-mantn Ford Auks Club
membearship. Please refer 1o the Owner Appreciation Canificabs saction

for guidelines and elgihity information.

Making i Happen
Pheasy refor Yo your Warranty Pokcy and Procadunes Manual for details on

Alter-Wananty AdLstmant chsim preperation.




Commonly Asked Questions

Q. WI spanding more AWA colan automatically incraass cLstomer
satifacton?

A. .t must be accompaniad by & quick and effective rEsponse
the CHREATHNTS Nl

Q-Hﬂt‘:;lummdhaﬂuamijn B ANA notification?

- A wenarethet ihe cusomar undentands thet hivher repalr was not
corvered unidhes il ity and s aciustment was proviced by
et chgdnr and Ford Motor Compary,

Q. Do customas paticipate in the VAT

._é ' A. Custumer and desier partcipalon ars sncounged bt depeid on
the Incividual chcumstence. Research tels us that customes sxpect
to pavticipete In most AWA repeirs, sspecially in higher milsage
stustions. The: compesny eapects 20% total participation for WA at
Warmnty Labor Retes (cesler and cusiomer comblined percentegs —
10% variye desler pixticipation). '

. Ave ratuncs wigiia for awas?

A- Yor, refunds are sigible and mMust be Calcweted &t waranty rates.
A rgfund ciaimed under AWA guidelines COUNs &1 & jepais viit.

Q-Wmmmnmhmde‘?

A, AZ partiges with Ford Motor Company in affons Lo Improve customer
sstifaction, dezhs banafk fom increasad povts and service busines

ERo2-825 2814




How to Obtain an Owner Appreciation Ceriificals

o Dl o 10 CORMUR vt This oppopdohs fapissintolive of thel FC3D
Dadier Conloct Team (CSM, DOM, NAFS-FM, NAFS-RM, afc.) bo discerd
the poulbity of offedng an Owner Appreciation Cerficoie.

» FCSD Doator Contoct Team datermings the appropsicie omount of
omishance o provicis.

Declership Action Required
) » Decien o 10 mest with the cusiomar and e appropricke FCSD Daater
Corsact Team epmceniative fo dscus The customer stuation and
aGnee On O couss of aclion,

Commonly Asked Questions

Q. How db | nedearn an Dwhier Apprsciation Caltfiz.ote?

A. Cwner Appreciolion Cavtificates are lorwarded to dealenhips or
cusiomers with a lether that provides sdempiion insuciions.

Adcltional cualions may be dieched 1 Owner Appraciaion
Corifioate Heouorien of 1800-404-4980,

Al giher quasiions mgarding Cuner Appreciation Carificate ore o be
cimpcted o your FZ5D Decler Contoct Team.




Whhmqummomw ,
Tha minion of Reacquired Vishicls (RAY) Oparciions s To provice the
polches and 100k ko Ford peronnel 10 ressiobish posiiive ralafiorahios wilh

customen dimatisied with thelr vehicls cwnerhip axpeiencs and
ancouwage them to bacams Kelima Ford/Lncoln Mercuy ownes.

RAV OPBRATIONS I8 REAPONSIMLE FOR:
« Al policies and procedures cmocicted with RAY preveniion fools (e.g..
Ouner Apprecialion Cerificoles, tree B, ekc.) -

» Al policiss ond procedures amocioled with vehicls seplocements and
rafunds '

= Monageenent of tha Company's Imventon of [R5V
* RAY procan mgocms ond reporiey

. | ' + Complanca with applcabile sicte cand lecrl lows

THE SOALS OF RAY OPERATIONS ARE
= Madmise cusiomer satisaciion and owner loyally Grmong cusicmen
involvad with Ry franaoctions

= Esipbih clear policias ond procadunes faf bath Intemnal and extemnol
cusiomen

« Improve the Imelines and efficiancy of ihe RAY proces to:
= Reduce CompoTy Epense
= Avold cosly Higation

- Bacoma proactive in compiing with the requiements of sikde
ond fecheal kwi

- Esfobish procass conimly and mecsrernant




What Is Reacquired Vehicle Operations?

KCSD REGION ACTION REQUIRED
« FCSO Dpcler Condoct Teom: determines the appropeicte level of
malrionea to provice,

« FCSD Dwdier Confoct Teom consulty wilth Dealer to cicuss e postbilty
of offeding o vehicle aplaceonent finslund.

DEALSRIHIP ACTION REQUIRED

» Responsble for facitafing a vehicie replacemarntjrafund and prviding
# Ford the following documantalion (dedlenhip receivas a 5300
odminkirative dlowance)

- Factory Fvak:ee for e new ond reploced vehicies

- Bt of sqle for the new and reploced vehicles
-mmmmwmvﬂm

- Tite and len releces for ihe mplaced vehick

- Pt of aliomery for the replacad vehicle

- Relacss agreament Jor he raploced vehice

- RAY InspactionyCondition Repart for the repioced vehiclk

ERB2-823 2817




What Is Reacqulred Vehicle Operalfons?

DEALERSHIP ACTION BEQUIRED (Conflnuach
» Resporatizle kor diiclomuns of ALL RAve meoid fo cudomen:

- Dadlea one nacuirec 10 cliicioee o RAY nesold to custornes
at thee #me of the wole. Ford Mok Compaty unges 38 deales

- T anaure that R dcices b compisied prior o the time of
the sie.

- ¥ iha decier fols to dcloss, 1he Comparyy will confoct the
customer ond camplete the dbcioem,

« Doclen wha ial to eomplate propar dacioaune wil e contoched by
2 Heodguaren ond wil be subject o the folowing penciline

— Lots of Ford RAY auction pivileges.

= Paymient to Ford in the annount of 35,000 In iquidated domages
for soch SOCUTRnC S- )

= Reimbursarnent to Ford of orry costs, pendallied of apenss3,
including recsarble attomena’ fead thal Ford Incun or may Incur
o & ooyl of the Decler's Ralues fo disckoss., Ford may slect fo
colact thass damaget, colls, panalie] of spentss by debiting
any open occounds Foad ha with the Daoler.

- Chagaback 1o thi nondcicaing Deale of any cotl Incumad
by tha Company If the vehicle must be reperc:hased o a result
of the: norcsciowuns, '




Disclosure Follow-up Process

Making it Happe'

# RAV Hoodcpaxrtan will hold e original title unill they eceive o fully
campisied and igned RAY Discioture ond Womandy form (57 foxed
by e Ceclar.

" mummm_hmmmn ha formn #8520 b
mcohvad

« RAV Heodquarten will coroct Dacls & atrain infiosmotion about
RAYy whan cisciomes has not basn complsted within 3 dons of Dedlar
purchase ond conlinu cortoch with Declers ur# vehicle i sold and
dbcicesd. )

= Liteey ociviing cusiomens of the vehicla's statue will be molled Ly
RAY Heodquorten when oppropriaie.

Candoct RAY Hedquarions ot 1-800-367-3050 kor deka,




A. Thare om iwo arewas to il cusslion:

1. To dscuss the poaibllly of offadng o vebicis raplacemeant/refund,
Daciers ore o condact the epgvopriahe rmemiber of thelr FCSD _

Dwcder Correxct Tacrn (CSM, DOM, ste).

. 1. 70 discus adminkination of on RAY norsoction of 1o dicust e
Ivanitry siotus of on RAY (e.g., eneport amongementy, repolr
irwbuciions. Jdeciosurs siatus, #ie.). Decles ane o contact
wmmmmmm




Whai [s the Disputes Selliement Board?

The Disoule Soffernent Boor (O58) I 0 volunkry, frew and incepencient
dapulw settiernent progrom ovalliobie 10 wnen o leseees of guaiiving
Ford Molkor Comparny vahicies. The Boond rivienss sewvics of prochect per-
fonmance concans involving Ford, Mescury and Lincoln com and ight
fruciey vt cane wellhin Tha e of ha New Viehicke: Limiled Wostanty.
¢Aciditionat DEB irfonmalion con be found In the D3 bxochuseopaication,)

ELMGIDNITY
The foflowing av not eligihie for DSB reviewn

+ A norcFosd prociuct

» A non=Ford deoleship

» Sales chipuies batween cuitmar ond Decier axceat Thos amocicled wit
© waionly Mpais of concama with the vehicka™ pariommoncs 03 designed

+ A mequatt for reimbunement of cormacuential agpersss unkss incidaniol
to o vies of procuct concam being reviewad
» tama not covamad by the New Vahicle Limtted Waranly (nchoding
mointenance ond weor ferms)
+ Adoged peeonal INury/oropety domoge cicimd
» Cams curantly In lNgaticn
= Vishicign not \sead primarly for pamonol, family of housshold pupodsd
ecepd n Wisconsin and Colfomica)
s Vahicias with nor-L3 womanties
hoky c&mmmumrhmmmm
hait exqpined ot raceipt of on application and In cesfain siotes,
oligibilly s dependent Lpon the Gustone©’s potssasion of ihe vehicls,




Mmm&hmmmm
+ Review the concam(s) wilh ihe declenhip’s Savice Monage:

« Contoct the Ford Cuskamer Amiionce Canter (CAC) of B00-392-3473
FORD) i The concemds) i nof rescived jo the cuthomar’s iatisfacfion,

» Complgly the DER Applcation. Legibhs copiles of ony documants,
mmhmmmmmm
rolxted to tha concam: may be alfachad,

= Mall he completed opplication fo: .
Dispuls Ssitfemnant Boarsd
PG Box 5120
* Soulhileld, M 480855120

The appicalion wilt be eviewsd by cn iIndependent conltart to
mw.lﬁmmhmuhﬂum.m
acknowiacigment letter wil be moled 1o #he cusiormes, iIndicaling an
ciigned coee numnibie and Thir acicess of e incal DSB that will eview
F come,

A lefter of spianation wit ba maled o the customar I ihe concamls}
uted on tha applaafion doss not qualiy for view,

A complats eplanation of the DSE procaes i comiainad in the DSB8
brochure/oppicgtion, which con be obhained from:

= Daclerthip sales ond sarvice panonnsl

» Dipnals Saitiermant Boord

PC) Box 5120
Southfieid, M) 430865120

» Foxg's CAC of B00-352-3473.

Some sicohe Iows mduine Ceclanhips o ciridkale avbiteadion informalion to
the curiarnet with the scle or leoss cocuments.




Q. ‘What should | do ¥ | become awan that a Concem was
incchvariendy onnttied?

A. Aclcrew the concenm {f waranly rekstech and Inciude Company and
Dadler octions in the Ceoler Report (D58-5 and Dilp-&).

Q-Hﬂ!hmm icnger owrs ihe vahicla?

A Achive it fagiomnl Dispube Reecuiion: Specialist (DRS), and hejthe
wi prepare the Company Sialermmnt stating thot the cusiomen B no
ionger i posamion of ihe vahlchs.

ok, Ave commerciol vehicles skglote for Board review??

A- Commencial vehicies {vahicias that are ret used pdmesdly for
pamand, family or txxaahcld purtoses) o NOT eligible (except In
Wheonsin ond Colformia).

Q- mﬂntﬂﬂioﬂhﬂhmm

A, Cantact ihe Regional DS,




S —————

The Decliership’s Role .
Declershin peronrsl shouid coomingte ofors wilh the Regionat FCSD
Cusiomaer Servics Manager and asigned Reglonol DRS o meolve DSB
cosas pricr i scheculed Boord hecrings wihanaver possitie,

The D58 Adminidictive OMce (Delas ond Amocicles) wil contact tha
Dacle 10 odvies of the D38 cote and requast ha Decler Report and e
Repair Hielosy Surmmary (e poges DSB-8 cnd D58-4).

The reporis, togeiher with ony ocdctional informnation. or Repolr Orclerx, must
. b sent o the DSB Adminisiralive Ofice wilhin e tine ity spacifiec by

Delian and Asocicies. The 058 program must mest facanal and sicks

arbiiniiion icelines, anct adharence fo thase guicielings i mandciory.

It B vary mportant to provide: & Declar Report snce Boced mennbar
considel all e inlotidiion condained in the Company Report, e Dedaler
mmmwmnmmmmm

The Dispute Resohition Speciallst's Role
The Regional DRS compintes the Compxany Repart and coordingles sfform
utth tha dedlenship 1o implement Board cworda (vehicie refunch, vehicle
raplocenments, vehicle mpaol; E5P, ate) wilhin 30 doyy of ihe cutomer’s
accaptance of the Board deciion,




Floass R Y02 TRRevLIE S10-200-KT04 "nient
comploind ormall it to the sdivam sw the: atinched

n anmhm#mn;ﬁnﬂhmhﬁ E EI'
crocernde) Nabtel g Coafotr's satalienth)
Plenar saplwin
2) Hews you o soemacws from your sy orsel Inspenesd or wet deives th valdale for e . 01
sancarnin Tirta ar the appliantic s
Plonsw saplais: -
3) Doas thls vehics show signs of s w Iack of rmiciesmce? 0 a
Wyes plomsnewplaly:
4) Has 2 Ford Macke Azws Toum rommbe- (G834, FE ar DONY beon lavatvod? O 0O
I ywu, bowr ] i
5) W tho cuphomer offared 2 lomwr or oty courtssy aniportation dering service? g 0

5] Mmﬂlhhm.hﬂlﬁ-ﬂuhhﬁﬂmmlﬂuhmﬁ

applicaonT

T} Wha sditionsl scthons, if sny, bave noow takrn o eyt with the cosmmer's coscem(sT

Mewsy nitach any addiiiona] cormmiiats 0N &




Modal:

Deajership Repalr Hinlory Sunmnary

Customer:

WARRANTY Dmammamﬂmamuw [ 57100 ProwerStroke Disssl Engine Vémardy 100 Deductiig)

FORD ESP Dhiliugu D esmcan [ sasecare [J Powsrrmincars [T Rsaicers [ MaransnceCers

NONFORDESP [

RO Muapbar | Dele in | Dada Cistomers | Action Taken Fald?
Compieted Conearn :'w:
AWAf B8P F
Nadnll /
Japisrnbemg) |
Rovisnd 399



DSB Case Hondling Process

1. Corurmer wontets Daesker sndior
Mt Miior Company 10 reasohe

12 Boawd dacksion wplamrariesd
Company andfor Dealer me ™

2, Gonmimur oorinoty Desler or
Ford CAL o vequmet an spplicaion.

=

1. Consurnar redusng ol . 1.
EnDRpiRnod O piiBolion of 7 Neanrd.

:mm
anct maile K 4o DES

!

tﬂﬂw%m
mouipt of case by sssigning Sl nomibae

10, Bt nanks S st & Sithier
advising of danis.cn with slealinn foms

1o scxpl or rejec wverc

!

3. Dispuin Fesciution Spacialisl conlacia
ousiomer in an affort o resaive the
conoem prior i Board mealing. *F
repoiverd — emsy iy clossd.” W not
reschead, o gous 10 Board haming.

2. Board masia monthly, feJawe
comphaied e av 1 rendn
deolsion.

|

4. 058 Adminiktnation asia Desler and
Ford Molar Corspany for BElements.

A Dusiaw, Eord Molor Conag wy and
taraurner einsmpnis: gt
o Soamxl.

7. Coplas of dosuvisnis I ba reviewved
by BOd S Bailed ko oXninuniar, wnd
coneumer i sliorced spposenily o
aibmit sckitionst inkomnatian andior
maks & parsorml prasaniation.




DISPMUTE SETTLEMENT BOABD AFFLICATION

(Phiin sagrply sl rospoumnl Safor mmrion)

Pleass print (i binck ink) or type. Cie Na. Ol lae Oalgh
Owncrlencc e OMe DM D, '
Midrem -

Vahicis 1.0, No. —
Oy Mmi op
Henrw Fhnoe { ) Bosincm Fhooe { b Bxt.
VelcleYeur Makc Micxed dopied New D Und™ O Logexd O
Vehicke T DFersonsl O Commsentisl “Mianga = taar of weod nehichs poochasce
Dwte Parchmsed /Loued Carrestt Mileage

Howr did pou hewr abous the Disguate Sertienueny Bosn] procest ) Deler £ Saciory Rygpraseninbios

Dlantadd & 1S o Fedent ageacy O Ouhver fppectiy’

Sziling Dealer hy

Serviciog Dulerts) ey

1. Mviefly describse your rovssalved sevvics concera(s) briow: (Atech icgible coples of spplicshic Repwir Omicrs snd/or odwer
supporcing documan, Kesp the origioss for powr o)

2. How oxafry tiases Patd the veivicls be.r 1 for Hhe MG WITTIATY PEpRIF?
Lagt rzpair sitcmapt [ S T
3. How mamy bexiness deyy bas the v } Je been out of servion B wisvanty repubist
4. Pxve yont necently eontaeaed your Dealer shout this conceny?  Yes Ko Tadivichuly e
% Docs the stated] warranly concem poor exist? Vi No
& Would you ke 1o omlcs un oral perserasion 1o the Beanl®  Yea No
Iff yes, would pou Hikz o malie | i poraon ar by eieconlerence __ {(telecomfrrescy s oot svaiisbie in KY)
7. Dencrihe welkhs You it domie. iy esohee JOLDT ConOeTn: :

DESPUTE SETTERMEINT BOARD — n volupry, fror, Independens dispose sealement progrme

Sgrmtire Date
inll dheiv Conirpleted dintm sned Sovy sugspenting docamenes o
Dispris: Settiemcnt Bosnd
RO, bax 5138
Sowthiicld, NI 460046-5120




What Ara Lernon Loaws?

= Lsrmon lows snoble consumen: 3¢ ke speclk: legal oclion agoingt
manutaciuns for vehicles that are not repcined fo confaim with e
imited wesnanty within o given time pedod. An cbiective of warious
shate lemon lowe s ko provids fak and expediious resciulion of
wamanly deputes,

= Lomon lows, which vory by sicke, typlcally reculire mesnsiochuress of new
olor vehicles mid o leosed with o weitten wosardy to sepalr sch
wahicies during the waranty paiod 30 That they do condorm fc e
wimly. Covered vehicles ore usually new oot ond ight inucla

purchased or lsased for norbusiness: Les,
Larncey Raw pile e
“‘f_::x « Fiha marutachuse o Dealer connot f the vehicle %o confom fo the
HIQI: mmﬁuﬂhhu‘mﬁh'mﬂurmmmm
Toiksow ol mmmnmmﬁmmmm
o mpoted io
pow i I e _wahmmmammuumuﬁﬂh
rovhily Bulipcf ity use,
ey mihd O
orew panod, A
ocibe of vk = Stade lednan Kws garsolly deline the number of repalr ollempls aald 1o
aknw lornoer kv D8 “reconabla” on O new wehicke.
it Jp pecle dokt
"""""‘-": « Whan ol ciferia cre met, leman kaws genavolly grant the tuyer o lenes
oy aljooies the right #a onert a claim for o replacement vahicle oF o refund, but

such owards crd ol aulomertic.

= Fard may be andtiad ta prove thal no pealbian sedite, thert & recoonabls
numbar of repair atfemph hove not basn made o thal the proklern
daes not substoriially Impair the vehicle's use, valua or wafely,

= Eoch ale hay iy o lsmon kow citwic: soma May sven impooss
odidiional damages wilh lemon low awands (4., xpantes incured by
O CONIITIE ci O rasut of neecied reain).




Yes, Your State Hoe a Lemon Law

» All 50 sicies ond tha Dishict of Columbla hove snocted new vehicls
lomon laws. Wide varioNons sudst among state leman Kns and many
have bBean amendad over the yecrs.

+ You can, ond shoukd, obhain o copy of your shale's cutmert leron kiw.
Then, siudy  carafully, discusa B within your dealanhlp and refain ¥ for
rﬂmpﬂmumkﬂhﬁmﬂ '

« To obdaln o copy of your shale lamon kaw, smply conlact your decleship
aiomey, siole legilator or public Egry. Same decleniip asociolions
clibo ey have copial aaxaiahis.

What You Need 1o Know About Your State Lemon Loaw

COVERAGE
= ¥hat vehicior ame coverad?

= Which ooniu e oo covahed?

REQUIREMENTS AT TTME OF ORIGIMAL SALE

= Doad the Jaw recuine plocemant of corsurnar noticed or dsplovs within
i dycdimhin?

= Dot ihe low nedquine plocament of lemon kiw windaw riickens on now
vahicler?

- mm-mmmdmmmmm
comumas of delvery?

» Doss ihe low require collaciion of a fee for shale-run crblirolion?




Whot You Need To ¥now About Youwr Stale Lamon Law
(Confrued)

QEJALIFKCATION POR LEMON LAY RIGHTS
» Whgt b f lemnci kaw ights padod’?

* How b nonconforilly defired?
« What rapolr cbiigations must be met?
« i Ford sniified 1o a final repalr atfempl?
=« What everh friggar on obiigalion fo reundjepioce?
+ Who chocsss batween a nefund or mplocement?
. mmmmmﬂmmmm

» Can a recxonabls alowoncs k' cornsumer ues be deducted when a
vehicle it reacquired? '

» Must e conaumsd ue The Dipute Seftiement Bocrd (DER) proces
oefone }ung under e lemon 1ow'?

= Whatt i the sialule of Imitations on the lemon iow?
= What resiniciicns govem the rescle of buybocie?
« What murt be dons 'when o reacouied vehic b resckd
wmwhmm
» Are There oiher unique cbiigations in your sk
~ Wt repair records, bulleting or cata be proviced?
- Are rertal cor mimbunernents sometimes mecuaired?
= I your shola lemon low e up to date?
= Do you have i most recant amendment?

~ Ang tThenk afY Niw DhRGOHONE to B mat?




What You Need To Know About Your State Lemon Law
{Continued)

Licact cor lemon lows giso have been enacted in iome siates. Unkice new
=i lemon knwe, which o fogeted mainly of monusfoctumen., used car
eman laws beor drectly and importantly upon the infenash and octivitis
of Deglen. Check for o wed cor lemon low I your siate.

« Sy oliuned to effors fo “impeove” your ddte mon low. Mony stoles
hive anacked changsd in ieman kws for o voristy of neasons, Ofhes
contiruowaly campars thak lomon knw with thoss of nacrioy siohes or

- sizies 3sen o piaying @ leading rois In. lemon low legisialion. .

» Tha soughi-after ohanges offen Impese recl and costly reguictony
bardend on meamiacturst, Dedlen and sven cusiomas—oten wihout
peovicing added benafth to vehicle ownen—at o fime whan bath
business and governtnant ore endecvoing 10 DECoHIME MOre NIDONEve,
Hsomined ond custormar-driven,

.-h:hﬂhmmqﬂﬁmmhuhmdmh“ Your
slfcrs of the “gromroots” level gra ikely to meshve aitteniion and
fhougiviiul dellbencion. '

At has baan hotad, eocth stale lamon kaw s dedgned B0 meet s e
of consumes In o pariculor ate. Declenhin patsonnl coan bast et
thase neads-—-ond sofeguand declenhip inteveste—by developing a
woridng Incwiedige of the lamon low Requilsment of The ecic siale
which the declership cpatotis

 Imporian isues o be aderersad bofors defvery and thicughout fhe
- wnahip Cycha Ncce:
» Disploy aned LBe of lemon Kiw ConsUma© Infommation materiol whive
racpied.




Declership Responiibiities

« Display and/or clatibution af "Lemon Low Rights” information In the forn
of prechely deiined poslen, booldels, sficken o hondouts.

» When the low recuiies the e ko obialn the consuman’s Agnature
ocinowledging the recelpt of leman ke mcledol it delvery.
{Decierhips hoave besn iInfoomed of wch requirements and sourcing by
Ford g viale reguiaiions ore Imposed or changed. Of coune,
mm&wmﬂMMMMM

. comploncs) .

= Display Dispute Sattlement Boand (D5} bvachures/opplicalions In
peominestt lcolions in the Servics Department, custormer lounge and
olber cusrtomaer inaliic oreds uing The plasiic DSE couniiog display
hokian, {Obeoieis FCAB holden should be reploced with ihase becaing
ttws DEA logo, Thwy con be obioined free of change.)

= Eraure thot sale aned sendce penonnel o owon of tha avoliobilty of
#rve DEB procee, uniqua 1 Ford, on an Infcrmal dourla rsckaion
machaniam avaliobis without charge fo qualifed Ford, Lincain and
Marcury ownen ond that off of them ccn reacly locale o
brochuqefoppication upon recuedt.

a Usw and neials leman knw chaciiiht and meols disciosus documenty,
Chacidl varifying cutiomar recelpt of sarte lmon knw inlormation
andjor DSB matericls of Bme of dalvery must ba propady ssculed ond
redpingd in the customer fle for pierence and possible cudt,

» Cugnmarsigned Reocguired Vahicle Diclosure notices (FCS-8520) o
shote-goecific dicionuns Forms, whind necuiied. i Mt be propedy
exaculed wih lhe cppmpdcle copy lorwarded fo RAY Heodguoren




Deciership Responsibififies

« Padodic cucth one conduched by siale agancis and othes fo warily o
woliabiity and use of such mctedals on equined by Sabe aw-

» Reiaied quedtions should be divpited $0 your FCSD Customaer Sarvice
Maonopad, Feld Manager or Regional Ofikce.,

= Speciic lsgal questions shoukd be addressad ko the deaienhip's legol
cOunsal 1o ensuns conpiancs with oppiicabie iows.

mummmmmm.mm
shanik e moxde 1o sinforos the il purchce decision, 1ustoln cusiomer
satiirction anct buld owner Jovally, Each custormer condact provides an
imporiant opporunty Jo achitve and bul: cusiomer sallfocion and

k yolly.

-»aly upon tha piovan customar handing procadunes providad in this

raanUol 1 mesdeine safeioetion of every opperiunity. Minkmioe lerran kew

“mpoture further by crosechecking and rﬂfmﬁmmm’lﬂlﬂm

aficels:

» Saivice Acvison thould roulinaly ol whether O Ronmolntanancs repalr
hos boen oitempded previowsly and, H sc. how monay fknes.

* Nk & cone sewizm, weok full porticulon te o wham. whsa and
wihat wig gone i comact the probiem, and wih whot sucoes.

» I repect repalr stugtions, seek speciakzed Field Sendice Engineer,
Fieid Manoper or Holine asssionce promplly.




Dedlership Responsiblities |

When custorner aatisfociion remains out of reach desptie your Dest siforts,
e D58 b the repd e Open 1o cusiomens weking ok ond expectious
nssciulion of o continuing wosmmnly depute. As noted above, It B important
hat your scies and setvice passonngl devaiop a working aiowisdge of tha
DE8 process, and that they know how 1o locxake D38 infioymalional makatols
promplly.

wur oke cose ot end e, Indepandent sy of tusiomen who haove

- wed the DS procem reflect consislent high solislaciion with the informal
-258 procest meipeciive of whelher or not they ecelved the oward they
sought. Hese again. you con foke some importont sheps o aafegucsd ond
meadinze cuskomer xilsfoction and minimbe lemon kw sxponre and the
sk of cogtly Higotor:

» Moke sure you have signed the D58 Parficipation Agreement.

* Whan youl ans involved In 3 DEB cops, molkie 3uss yeur DED Cass Rport
to the Boord b clecr. compiete and )ibmirted on Bma.

» d tha curtomer alscts 1o make an oral pressntciion, you are ko6 1 do
50 o wel, ¥ you choois. To axerciss that option, inform: the Boord of
your indenest wivsn you ssbeit your Case Report. The Board clerk wil
" informn you of the customers Infentions and provide fhe daba, Hime and
acoticn of the nex DS meeting.

= hany Deoler Minciools hove servad on e D58 in the past or are doing
w row. Ty lypicolly chaoochwke thelr DSB8 woetencs ou ¢ unigue
ooporiunity to gain valuable inghts info the D38 proces, customer
sxpecioiions o the local level ond new idecs fo bathar salsly thek own

Cusima.




Making it Happen

The Decler Lilgalion Amlsiance Program (DUAP), infroduced in Decamber
1994, tfforcts Declers prohsciion In wigible Joli-Ciefersss Commumer wamanty
lowsults, A stondorcized Joint Defense Agraement, when executed by
bith pefies, makes Ford 100 pescant raspontiole for caae-by-case lagol
fews oncl sstiternent Costs J0lowing the agresnent, Procedurct ceiols ond
 XaEle ogresment wene proviced wih the Decesnber 25, 1994,
camouncamant e A copy shouk! be secused ondl etaingd for
reference. Informed compiiance with siobe leman low siviufes and
praceduses wil heip minimize sxoosurs: from shate arbtiration owands,
Geceptive frade praciice compioins, cheged vickalors of motar vehicle
sepal orcer nuies and simikar cortly and burdenicme bees,

» Clycrly, the bist deferpe In g lenen kw sivionment B a proactive ond
mupareivg gaclehin cuslomer hondling prodess.

= Bacome famiicr with The curtomer handiing proces In this maonual and
witth your o ssaponsllilies and oppariunities. Share your knowledge
with your sniire cedlaahlp customer harcding tearms nam ond grow
togethec ha ihe muiual benafi of your declensiip and svan grecher
custormes satiskaction and loyally,

= Your FCSD Decier Operations Monagemant Team or Reid Mancrger B
your second Bne of dafarss. Rely on them for gaistons and support In
your efforts o propedy clagnose and repalr froublesorne nonmalnfenance .
woranly concams. sapeckaly thoss involving repecat repain.

= Th D58 shenid be viewed oo a banchrmark for your cudomarn satisfoction
afforfs In iy arind, you aes In The cuklomdar satisfaction bodness. Your
ool b i medmize customas satisiaction ond bulkd long-m cuskamers
kil




= In coniroat, i iy word in ihe DSE chorier s “foimess.” The DEB siives
solely 1o provide o ol and axpacition allemnctive to costly and Sime-
conpming legok procesdings for paiies n o depute, not 1o snsun that
fruth and justice peevall In aoch cose considemsd,

= You are ancouroged to unciemand bow e DIE DICCeis woid 50 that
you can mainnbe your cchveniogs within the procoss when neaded o
c¢m crvoll It ollogethar,

» Iy an ideal, cusiomar-diiven workd, the D88 would wither oway for lock
of Inwget ox rved. Uit then, your beet mecsure of mxcces ik the
sirength of your confiming commilment $o fully meet The doy-io-day
raac anxd sapactuiions of soch customer who seeks your aplsiance. -

= The Bndl support siemant In any wunmeoived woranty dyoute rests with
qualiied legal counsel, Bupport moy be avallobie 10 you wa the CLAP,
as doberminad o 0 cose-by-case bask. Follng that, yeu must sy upon
tha best advica of your own legal counsel.




Commonly Asked Quesiions

Q- what o lemon kiwe ™7 Do ol siokes have them?

A.. Lamon Laws are on ouigrowih of Ihe federc! Mogrucn-tos
Womranty Act, anached In 1974, thot sncbles canaumers 10 ok
pacific oclion opainst monulachuen for vehiches That ame not
mpaired fo conform wiih the new vehicle imited waranty within o
Given pariod of time. The fedeml ock wae Tollowed by lemon lowa
snached in-svery siate and the Disirict of Colurnbic. Many have

" bean amandisd ovar the yacs. "

Q. How mety repolr alismphs con be mods bafone the lsmon low b
Hriggeved?

A.. State kemon aws define tha nurnber of epair aHempts 30id 1o be
“recucnciis’ on ¢ new vehicis. Dednitions vory by rlate. it s
impardont to review your state’s lemon ke for the speciic critedo
thiat Mt be met. In most cosos, the il i fves or fow oitempts to
comact #he same problem. or @ modmum of 30 doays oul of senvice
{net necenody ol ot the sama fime), for any rumber of problema

Chrwek your low for speciics.

Q- Am | bound by ihe declion of e Dispute Sstilement Boand?

A\ Ford Moter Company and I Dacien. fhrough Bve 558 Pontcipation
Agreament, have agresd 1 be bound by the decisions of ha highy
rated ndependent fourmember DEB ponet. Contumerns om not
bound by Board deciions bul may be raquised fo e the DS .
procaes betors taking legal oction,




Commonly Asked Questions
Contiruech

Q. Dowss the D5B opeeoie In &l vichee?

A e b3 proces & now avolakie %o Ford, Linooin ond Mescury
ownars in Ol shobes Hut New Yo Mony ok olfer siate ceriicolion
of ;uch manuiachursrsponsamd programs ond hove curlified the
D58 cu o fakr and wpadiiows aternative o legal aclion. Thidy-five
D38 cre now openoiional. Each four-member panel Inclucies trvee
ndependent cahiumes amben—ncluding one member with o
jachnical bocigrowsd and o Foard or Lincoln Mercury dedleship -
represantclive. Boorc mest manthiy. Afterweasd, Ford hat M0 day
fo fulll o D3A ewand after eustomar accapiones.




%ﬁmmmcm

he Corsumer Alfalrs Section of Ownar Relations Opercitinn hanclas of
legal matten. Legal Anclyshi mview all Sustomer ond aliomey cemoncs
that have sscoloied beyond the Regional Oifice. ke roie b to protect the
material interests of Ford and Fard Molor Compony Declens.

Thare om two ganaral fypes of lagal contacls opened o odden curiomer
concems:

+ Product labity
- Fm
= Accidant
+ Hood fy-up
* Vigphichs: nipe
= Ahbag deployment pontanecus deploymet couses occkient’
* Pomonalfproparty damage
v CONMMI ciakme
- Lemon lowe
= Breach of wonanty
~ Ol Conpma prolection ows
Lagal contacts criginate from ethers cling incidents with poteniiol lagal
ramiicaiions for Fond Malor Company. - Souscas of such contach may nclude:
» Owrtes/opercton of Ford and Uncoin Mercury products
« AHomenys octing on beholf of clenh
* InsUronCE companies meking moneicry relel on beholl of e Insured
» Custornads alleging sadety delectt, actidants of minde pemonal injury
= Najor injudes am redirected o the Oiles of the Senent Coureet
$0GC) for handing

» CLxtomen mssddng companaalion of iInvaatigations fir petkerol injury.
vehitlhs damoge of oiher on from occident, fire or propedy damage




What Are Legal Confacts?
(Continued)

Comnumes clairme do
ot ML T e
vehicle in caeefion
ba within tha
MCrEHOC U s N
wvhiche worrcrly,

PRODUCT LIABLUTY

Prociuc] labiity refen fo those cases bosed on cusioman caiming that
vehicls domogs wa camed by o component dalect.

Exomples include:

« Accikient reriiing fom on aleged companent false

= Minor injuries olleged 1o be coused of opgrovoied by design
- tharacherisict
- Magjor Inhxies e recirected to the OBC kor handiing

-waliunhw

= § o vehicls b prasanted o o decleship for samvice and it appeon thet
ona of the above condiions has been ek, oo not Inliiche mpals.
rsteod, ki v the Dealer Request for Consuamer Affois Reedenw form

from poge LS-1

CONJUNER CLAIM
Vonsumer Giolm imobves cooes In which oudoames clalim breoch of

waanly, improper senice or soles mirspmsenialion.

Examples inclucie:

* Parforming or operating chamcterdtics of the vehicle or Ford-brand
aCCMsOnes '

= Alagation thatl o declemhipls falled fo repalr vehicle under wamoniy or
Bxbanded Sarvice Plan covarage

» Demand Lether or Lemon Low Notice o an atfornay on behalf of o
chant



Actions Required for Lagal Contacls |
s Tha Lagal Analyst opens, monlions and requash investigation (f necesxy)
T and closss the condoct

= The Service Manoger wil typically be conlcchedt 1o cectss he concan
anet offer Sachnical advics and opinons. Tha Service kanoger will be
relled on fo manage cusiamer sxpectutions ond poaciively dar? The
Consumer Aflain SecHon when legol oction may be ok,

= AN Iresstiognion ogency will reseanch and look info the concem when
recueziec

s mmmmmwwmm
Monager acts oa an advisor and may ba contacted by e Lagal
Anaiyst for aesistance in gathering informailion or evaluating a vehicle on
O ipaciic come,

« Tha Feid Service Enginses or copmprksie Nadts Amedican Fleet Senices
(NAFE) fechnical pencrrl may be comfached to inepectjevalucle
vahicist on occasion, offer lechnicol advice and iog cleged deledciwe
oris with form 3641084,

ERR2-P2% 2842




Dacler I.I'I'Iguﬂnnhllm Program (DLAP)
When Decias are nomead in a iowsull, often tha daalamhin ks afigitle for
prodection by Ford Motor Compoany. The indention of e DLAP I8 to:

» Provice o joirt defense ior the Declar In consumern wamanty eues.

» Exichish @ united defense ogainst plaintit, Memby reducing legol corh
e mainkgining good Compory/Decier sslotions.

Lowauhs el Die Lncier the DLAP Inciuchs ol inutulls wolving geneol
worxily mues beougit ogoirst Ford ond the Decler o8 codefenciants.

. Ford wil cmume 100 percant of ol seftiement or judgment cosisin
aeproved DLAP iwauls.,

EXCEPTIONS 1O DLAP ELIGINLITY

» Lovauih containing alegoiions of paxonol injury, poparty domogs of
product obilly are not eighle. Conzull the Sales ond Service
Agroprmend 2 specilc: Inksrmofion In ihwee insorce

» Cros claima or thind-party cloime fiad by the Dooler apoinst Ford nencar
o2 kit ivelible foxf DLAF.

» Sl clolm cosee ong ot aligitie.,

» Sormm allsgotions of sales Baud may void DLAF aliglbllly whils othen
may nat. ¥ the cusiomnaer seeio recovely for aleged viciation of a sole
lernon iow, breoch of worany ondfor g stole decepiive Wods procics
shatute, orct thene & no Riksioiive evidancs ki1 upport these
allsgations. OLAP moy be sxienced. ¥, howsver, ihe cusiome: aleges
that mbrapressniations waw made by dealeship pescnnel. DLAP wil be
cenied.




Decier Liigation Assistonce Program (DLAP)
IMMEDIATE ACTION

Garvice of legal proteedings mquires immadicrs action. Uipon receipt of o
pieoding. Deolen should:

= Conault with the declanhip aHomey
» Comply with ol arewet dobes, urdes an exdenslon hos been gramied

Follure 1o cnswer a compiaind or patilion within e time required by dcle
oF feclorcl rulsg can el in o cdfault Jucinent againat ihe declenhip.

Cacler racjuetts for DLAP should ba mobed 1o

Fomi Motor Compory
" Ofce of ihe Generdl Cournel
Fadire Tl Wt - S 10
- Decrbom, M 1%
Al Jooy Bancl
Far 112014580

» 43-hour ackrowledgrmaent — your recpussd wil be acinowiediged by
QGG within 48 hovun

s 30y raespones o your mquest — QS0 will prowvicla ana of the following
nexacnnes within 30 doys:

« Dectonhip i eigiols for auistonce,

— Deolerships i not slgiis for asiriance.

~ ©GC s si nvesiigating the repa,

Note: Unil notiied by Ferd, the Decler anust profect his/nar own inderests.




Dedler Liligation Assistance Program (DLAP)

» Tindy cuconet honoling — N you tia ot receive o resoome witin
3 days, your declenhip may conlact the OGC Supervisor for stohus of
the racueit. The Regional OGC Cose Handie wil ialow Lg wih the
decienhip. Conkact fhe OGC Supervior of (313) 304212,




Q. Whaen should o Decler Regquest for Consumner Aol Review
form be went™

A- When a retal vehicle b ivolved n on incidant involving
ocident or fire,

'Rest vehicias should be refemed ko ihe Norih Amnericon Reet
Service (NAFS) Hollrve, B00-343-5338 opfior £,

- Q.Hmubndwﬂuuq.mfhmdwbrﬂurm
Alfcina, how long doas It tsuclly ioke for o resporas?
A. 'Il'-ll'uﬁn_ldm 43 houn,
Q. How con an attomey contoct Lifigation Prevention?
A.'mﬁmmmmmmm
Inwriting. Al recussts should be molied ho:
Fore! Molor Compory
Liiaion Preverion
TAROD vt Ficore Or:
D AN B
Decrborm, M 48126

&). How con o Deciae rseest DLAP?

A. Dacier raquasts for DUAR should bo dirzted to:
Fond Molor Company
Oice of the Senerny Countal
Foriicre Owes s - Sabe A0
Dacwbaorn, MY 457126
At Jodk Bameks
Fax 313-228-1450




Commonly Asked Questions

{Condinued}

Q- What happare when a customer clleges inkry dus fo a
product defoct?
. _A. Bubrrit a Decler Recquast for Consamer AfTolrs Revisw.

a. Corsumar Afar wil invaslinots and handla ¥ the claim b

b

oss than $1,000.

¥ e claim eoceeds 31,000, the information will ba
recirecied fo the Oifica of the Ganaral Coursel [OGCD,

1. A lother equesting additional information will e st
1o the customen

2. 'ﬁmmmwmmmﬂmm
OGC,

S.I Lpan recalpt of the information DG will corsspond
chrectly with the curlomer.

4. ¥ ihe cautomer does not respond 1o the recquest, OGC
wil not toke any fusther ootion.




Making it Hoppen

The Senvice Manoger it mcuined 16 Complete & Decaer Rycintt for
Conimet Aftalrs. Reviaw forma i hafsha sopacts legal action may ba
Tokan. This fomn Inclucisd Sustormds aned vkl formolion ot wiel at o
daeripion of tha cuviamars alagolions whather ¥ be Froduct UabRty of a

Consumar Claimn,







— DO NOT PERFORM R ZED!

o &ED  DEALER REQUEST FOR CONSUMER AFFAIRS REVIEW

***Nok: this form is for RETAL, vehicles ONLY™
*~Fleat vahicles nsed {0 be referred 0 ¥ North Amedcan Feet Bervics Offios @ B00-343-3338

DEALER INFORMATION:

Racuasating Dusler PRA: Region & Sats:
Soriazct Pamon: Phane &
CUSTOMER/VEHICLE INFORMATION:

N of Lk waD; WearMoogk

Curomer Nams:
Acdnse :
Chy: Counly! [ Zip Coder

DPETAILS of INCIDENT:
Iroiant Iroveives {circle mll ihat spplys:  Aockient: Y/N Fire: Y/N Injurp: Y/N Madical Aiemtion Sought Y/ N

." Dute of Snoicent:

lw customer© aieging & comporent defeci caused the incldent? Y 7N you, what type & detalls:

ins & polios repori Bed? Y/ N i ;on, wham:
Haz tha inswsmce Company bean conlacied? ¥Y/N What didl tha Insurence sornpany dvies?

Hama and plvons nomber of ownsles indurants Sosnpdny & aglnl's rusme:

H-tha vehicle i & cormamsion unit, who i the ooaoh bullder?
Chy: Siate: 2p:

- RESOLUTION that CUSTCMER is SEEKING:

PROVE ADDITIONAL. COMMENTS ON A SEFARATE SHEET OF PAPEH - ATTACHMENTS? Y/ N, PAGES: ___

Fux to: [313) BAB-5008, (313) 345-5888 or (313) S45-5550
PLEARE USE THIE BHEET AR DRIGIMAL AND DUPLICATE AS NEETHT) -




What s ihe Transporiation Assisiance Program? TAP-]
Why Is TAP Important fo You? TAP-1
How You Benefit from TAP TAP-2
How It Works TAP-3
Registration Forms TAP-§
I¥s Easy fo Get Started TAP-10
® Managing The Transportotion Assistance Program TAP-13
| What o Do When You Have o Customer TAP-16
Using a Rental Amv TAP-17
Obtaining Reimbursement/CLAIMING TAP-21
TAP and Lincoln Commiment™ TAP-30
Cost Etfective FRCS/LMCRS Vehicles 1AP 32
State Sales/Use Tax P33
Confacts ond Information Sources " TAP-34
. |
EAG2-328 2681




What Is he Trumporluﬂnn Assisionce Program?

The Tronwporiolion Amiskonce Progmam (1AF B o cusiomer sevics inlfialfve
dadignad o caiet you In providing allemate franipodolion Joanas of shulile
vahicies) & your wamanty ond meloll service customnen. Ford Molor Compony
aloocies your declerhip days which can be used 1o sacaive relmibursemant
for the altemnate Hanssodalion peovided it your svdcs cullomen

in addiion, all Lineoin Commilinant™ reerddad baralils (declar-paowicinc
* iocanad, shutils sendce, or renial mimbusament) ore odminkdemsd through
TAP. Ses “TAF ond linocoin Commilmant™* sacfion for ether delalin)

Why Is TAP Impoitent 1o You?
TAP b important becawe Fond and Livcal Mavcisy cusioass hove ikt
i ol recaiving olesale epgorkafon & ane of el prineey comcems
whwn ey bang ek vaiicle it jor sarwice, By piovicing ditemcle
frorsporiation ho your savice Cushamen, you Son incracse: cushamer
- potisoction ond, ovr the long ferm. heip LUl deciarshils loyolty.




How You Bensfit from TAP

I PO HAYE ANY
SRR AT
BLP O WOSRED Lk

MOTLINE AF

The Tangporiation Asitiencs Pragrarm ol your dealeship mony

_uﬂrnclhhmllll.

» Improved cusiamar safisiaciion — Froviding your curiomen with afemale
ronaportaiion COMITUNICTEA YOUr Soncem 10 fhilf reedy ond mpaoves
halr ovaird ailsfoedion with your deolanship.

» Incraced ownes and sarvice loyally — TAP help you i maet your
cusionass” sarvics mpaciaions and Fe it Right The Frat Time. This con
lead 0 repect sarvice vills affer tha wamanty hos axpied, which
suppor yous maintenance and ight mook business sffots.

» How.vabichy el-citves — tiing cument-year loanes vehicies allow)
your ssvice cusiomers to tad-cdrive icte-modsl vehicies, This can
ganarae inferast In cunent model and polendolly keod fo future
wihieds ioled.

« Bomlly adapiable lo your deakshin — TAZS bl ity olires vou
o design on ditemaie tronsporialion pogram thal bad masts the needs
of your custormen and your daclenhip.

= Drivers of Dealership Loyally — Market Ressarch verifies hat gving
locnar vehicies 1 canoin types of customen. grsally increasas loyalty 1o
the declenhip — whis gving Them 1o ofher CLESOMENs Moy InCreass
customer satisfoction, bul has litle impact on cecier iovatty, Dealerbip
loyalty Is ciiven mainly by fus prorly categodes — the Mo caregoies
ihat & o customes, the highar the payoff of leaning @ yehicle In ferms of
coclenshiz loyoly.

— DOt In for wortndy worde

— Ounens In #0¢ 18! or percelved repadt repcis.

~ Ownen hat specicaly equest o loaner.

— COwnen who have to lsave thev vehicls of e cecierthip overnight.




How It Works

TAP oliows your cecleahip the fexbily fo Cesign on cllemata iransporkation

progecet: Thert st your Guione s’ reac and sepaeckalions.

* You decias whather your dacieship provides looner vehicles. shuttie
»arvica. of g combination of both.

» YOu Manope your progrm and gecicls T iength of ime your cugionen
may tea tha atemales vansportation fwiihin your alloeatian Emil).

+ You decids which customen mcehs oiemoie: onsporodon.

- -

¥oua hores lignificort freedom within your TAP aliocclion. Bul what exoctly
'y TAP aliocollon?

YOUR TAP ALLOCAIION — .
HOW TO USE IT, HOW 1O TAKE ADVANIAGE OF IT

Annualy, your declanhip racelves an alibedted nmber of sicns o the
madal yaar (101 — /30 % halp rast your syactsd ol
frorsportotion needs. This allooaion b basad on yollr Business volurmes ot
meosuned by work onder count (nroll, sevics wanonty ond body shop
wizrardy). For each day o sevice customer s provided olismate
aruporiciion (within your alocation), your dedlenhip recehes
reimbunemant frorm Ford to hala: cover ihe costs, Ao nate:

» Ford fedcury o Lincal vahlcios neceb sepcrahe clfoccalions

= Alocoiod ding o e used for Koanaes, shutiies mrvics vebicies, of g
combinalion of both.

» Urused alocokad doys wil not comy over frorm the prior model yeat




How If Worka

« Ramamber, TAP s desdgnad fo guikt youn providing dlemate
Fronaporiation. i you eshaust your apply of TAP alocoled days, we
sirongly encourage you o confinug your cifemale fronsporiafion
program fe help ansure angoing cutiomar saitiachion.

» Bheud you provida the sarne ollemats iranpodolion (.G, the some
loaner o shulie vehicls) 1o more than one cuslomer wihin a doy., It
couns an only gne reimbunable TP day.

» ¥ you a0 narviranchised Lincoin dealsahip and dia not qually for
Lincoin daye, you can ssrvice visting Lincoin ownea by obtaining LUinecin
ciays from Frogram Headquorhes of 1-800-X340-0798.

CAN A DEVIANION N TAP ALLOCATION RE REQUESTED

Only in the most unique clroumekanoss wiharsby a makol changa in
be.rinam volume how oceuned (a.g., major facly expansion, signifcant
mﬂmmmm business changs maat be supporied by
1 cleot ond signticant increcee in work order count, Condoct your FOSD
JIeciac Opmictions Manager for guitancs in submiling a recqus to TAP
hiccicuoia.




How It Works
(Contirmacd)

LOANER FUIET STE

A quick method jo detaiaine The minkam tumbar of vahicies your
ollooation wit suppor: Smply civide your 12monih aliocalion of days
by 252 Ghe numbor 252 k based on 1he camplion thal your declaihip
provices clismale ionsporiction an avenoga of 21 doys o month).

For example, ¥ you are diccoted 1280 tioys for the Emenh pedod...

1,240 aloralion days + 251 » B vehicles .

% course, you could use mons Than 5 vahicies, but in ihis semple. 5 s the
-ninimLm number of velnicles you need 1o support your ollocalion.

REPORTING SYSTEM
- A monthly reporting syshern haa baen designed to anist your decleahip
mmmdwmmmmmmmu
contain the felowing:

+ Daclenhip ncme, address, ond PAA coda,
» Full model yacr cllocotion of TAP cay.

» Date eoch cloim wesk procemed.

» Caims approved. Imad by month of uee,

+ Balance of TAP days left o Lte In the cument model year




-

How i Works

ELGHELE TAP VERICLES
Qoly the folowing vehicies are sigible ior TAP reimbursement:

» Curent mog year or Ehe puior modal yeor Ford, Lincaln or ey
vaticies,

« Duolar-cwned vehicias, vehicles kcesd Hivough The Ford Rental Cor
System: (FRCS) or Lincolin Mencury Cor Reniol $System (LMCRE), or Ford: and
Lincoin Mercury Progrom vehicles puschasad from officior Ford Motor
Campany clcsad auctions, Nobe: AR must be cusven) or oelor vear models

a Shulffe service recpuies the e of o dedlicolect valtichs. Deciemhips core
ﬁWblﬁHﬂmm drver onc appropiiate
Sgnae on the vehicis's o

» Vehicis sgquipment is-left io your clecretion.
1 You may obo Lee vehicles froem a rental agency for loaner (see section
"Uing o Renicl Agency”).

» Eigible Shuithes: Ary Ford, Lincoin of Mefcusy vehicis designated for
shuiie service (51000 x 1 day eimbussemant Fond My,
(435,00 x 1 cay mimbumemant Lincoln

= Eiglole Vo Shutties (514,00 x 2 ciaya reimbumanment Ford/Mescury):







Mtachment I

Hangutfion eisfoes g [llillﬂsllglﬂlI IFEIWE"%

Eileccive Nuly 1, 1990, v Lnoepoustins Amistescs Program prowkies cve-gey reimbursesesst For Pord/sroony
slttly curs and double mimisaserreet for detile rews.

Yoo maat ceglnter ol - Seadecship Pord/dereory shwitle sars and st rass. Fordbarcury welidela murt b
coment o pewviowm mmdl il 10 b ligii for relminraement.,

Doakie bl You <sa calm twe (3 TAF duys for svaxy mna duy shatte v winge (hobs) $36, only e
*“Puigile ¥am Vebichs * (Windstas, Village, Cleb Wagea, Expedition nad Evasalon).

In the spucy halows, poas mgioar all of tha vehisles Yoo will e wing for FoudMdereary el sor of cusils
e cvice. I mgiviere vohicies s ramoved Srom Thistiporadion Asismsce FIoprems Jervioe during e yoas,
ooataot Progrn Heskgsrirs 10 Selole S old Vil sl activaie e new VTN -

Pl Frint

Doabenip Nusa: PiA Code:

Adtvesr

iy, Siate, ZIF Codes:

TAP Coondinsior Mar., __, :
Pasirhirgrr- Al Vi 8

Fardvhtrcary Ehulils Ty Memle: Yicmi
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H'you have sy quastons about e Trasapertetion Anisithisy Penghass, rahar 10 the Trassporstion Arslsmnm
Dipssatiey Calda peotion 2 yoor Road kg to Cescmer Ssdefuction, ar call te wll fes Trmsportedos
Assbitumrs Infnrrsallog ot ln 71-S00-IN-FPNE) far niditionsl Informtion.

RETURN TO:
Tramporvation Asshecwcy Frogeam Hoadouarier
FO. Bas 2TIH

Datrole, b1 452270005

Fax: (113) 235-31




Tronsotonheitcs Pogom LACBIN REBSTRATIN

oend st e oorment or previoms mods] yoar i be cRgile or debarenen.

u vahichs we removed From Artimcn mrvioa the
mw uﬂuﬁﬂ%ﬂmﬂ“mm Frogees g fhe yem. cominct g

Dokl Nexe: . PlA Code:

Addowwr:
Clry. 3w, ZIF Code:
TAF Coordinsrer Numar

Vehicls ianti¥ication Numbes {VINs)
Tou nass provide all 17 sharastars of ths VIN
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[ you bucws sy qemitions sbxxs: Jur Trassporistion Assicierss Feegoun, raler i i Trrapomades Ay Dpiciting
Gulds wction of your Road M. £ i0 Crsiomar Satielecton, or call Trassporstion Aselsiasce Fiogtam Hemdperiic
(1-D-334-4788) inll teme Ror 200l onad i Forramtion. AETURMN TO:
Teamsporsacon A ndeance Frogram Hesdquarws
RO. Box 2712
Decradi, M 432375534
Fam (515} 205-3 141




H's Ecay 1o Get Slarled

Tre best andl st slicient way fo lounch TAP i your cieclenhip b by

ssioblishing your own allamals tramporialion program guidelines. This wilk

= Promote on understonding of the progrom theoughout the declenhip,

» Alow your 1o sornmunicole ther progrom o cusionims i o consigent
ICEEN, _ -

» Help prevent misuse of the progrom.

a mmmmm

« Enhance ovendl culon satiaction.

APPOINTING A TAP COORDINATOR AND
ESTABLISHING TAP GUDEINES -

Felfore you estalilish your guidelinvgs. we necommend that you cppoint
1 inciviciual ot your dealenship as fha TAP Coordinator, Trls pamon
-houid be reporsbie and accaunkable for program impiementation
cnxt Manapemant, and the related custornar satisacion.

mwmmmmrﬁuﬂhm
the guldalings for your declership”l Drog/am. Hala ore 10ma sugGatied
Quideinac:
1. Cuslomer slighillly

» Vomonly ond refcl Sustomen

" Cuslornens over tha age of 13 (nediiclions apply 1o Individuak 18 1o
25 yoory okt e ~Age Limiicions” in the next seciion for delols).




It's Easy to Get Started
Confreed

3, Cusiomer ineligtily
« Non-Ford/LUncoin Mencury vahicls o

= Rutall hody shop customen {(wiht howe rendol covivoge thaaugh thelr
Runanc compary or cnolher Jourca).

o Customars uncer Ihe ogm of 18,

» Intmmol dacknhip /9pal (8.G., Pt repaka on a new delvary).
» Declnhip employsss wha do rict have thor vehicle I for mpa
« Norrservice custorniem (a.g.. soles demon).

» Cislomen coversd by ESP ental benaefiy, o non-Fosd extended mrvice
conrach with nental Covescpe, of any aitwr renicl banefit covroge.

3 Responsiiiles of TAP Coordinalos

v Use TAF to anhance The Cussomat Hardling Procas and o help
SNRe JeNCe satiskaotion

= Make ture that ol decleship pemonns’ om fomiliar wilh TAR.

» Kdonity Inchicual resporaibitiien for oll cppropdate stoff, sspecialy
Service Advikon.

» Enpurs Incividucls o ermpowered o fUlfll thelr responsiblities ond
that they unciesriond the soan of thak acnpowamnent (8.0, who
mcoives atemola frorspotalion, uhder whol cheurntoncad).

+ Erwure vehicies ore clearn, fualed, openating propardy, and mguierty
rainicaliond, -

= Monilior iha envailabiity of loanen thmugh proper acheduling.

= Ensure service customes recelve thelr clitemabe fransportation
within 15 minuies of cariving for service.




It's Easy to Get Siceted
Continued)
* Make paw Cuslomen undeniond the Gecieship s cliwmcle
momporiation policies In advonce of wing a vehicle.
» Saw that M cusiomer’s Renicl Agrsemant i preponed [ covancs,
+ Propery prepors Vahicis Liibaion Logs ond keap them updo-dabs.
« Refoln Vishicie Utthniion Logs ot fhe dackenhip.

= Propesly prepom claim forrme and sea that they one sibmitied monthiy
o Ford via Dieect Woronty Enfry DWE/ACES 1),

« Monlics manihly TAP Utitzotion Repord K ceure TAP clama am not in
axcada of cllocation,

' Cooneult with. Lsad Vehicle Monogar to celarrrine. whan loeanerfshutite
vehicies should be replaced and which models offer the highes!
mpacas volua,

« Xeap vohicie Soat updo-dobe (vahicios must be cumet of praviom
model yaar kor TAP mimbumement).

» Maintain miz of vehicled {ctat and trucks) hat refisch the e of
vehiCles your declishin selt

s Monlior customer salisfioction vio faedbock,
4. Manoging use

+ Estabish o wiitten nefum policy thal inclades fime of retum, upgrods
chorge, ke heat, ond aaling and/or mileoge necptiraments,

o Esiibish o colldon damage pollcy.
» Extobish o poley regaxing parking ondt olher viciariions.

+» Estobish o polcy regarding minss, siuchanl dornoge, or desiuction
of vohicle. :




Managing The Tronsporialion Assistames Program
The condition of your vehiciss and the woy you manage your
citemnote fTnepoialion program &, I the customed”'s ayed, o direct
reflection upan your daaleship. Cledn. welk-maliolned vehicles ond o
smocitranning progrom will heip ensure thal The custorme s leaves soitidled
and cefura For senvices in the hudune, With thal In mind, bere are o Tew

noggesied procedurer

REPORE PRESENTING A YEHICLE TO A CUSTOMER
» Confinm vehicie avalabilly.

» Virlly lixat tha cusiomer cucllies Ko your Glbermiale raoaralon BFogrom.

» hiake xae the Rentd Agreemeant k piopeaddy filad out (ses “Recta
Poficies & Procadures” - /98, '

* Enwns that the vehicle & clecn. fusiad. and In Jood opesating condiion.

~ Retuming the wehicie on #ma
» Parforrn o wolkoxond with the curiomer fo verlfy The wehicia’s condlion.

+ Expicin ko the cudomer ony vehicla fegiures fhey moy not be familar with.




| Managing The Transporialion Assistance Program

INFORMATION TO GATHER FROM THE CUSTOMER

Eadabish Your own Cechisship proceciunss o e Those oulined in the Ford
Renial Cox Syshem Proceciurs Manual or the Lineoin Mercury Cor Rental
Refavence Guids. Be sire 10 recond o cnecli comd numbe, civer's icerse
numbar. horne ackinum, harme o werk numbers, onct vaihicla regisinafion.

AGE LIMITABONS

Ineuronce coverage for Ford Rental Car Syssem (FRCE) of Lincoln Mevcusy
Cox Renial Systam (LMCRE) cltemale toyapartafion vahicies may be
provided fo cusiomiss under Ihe age of 25 but nat fes Thon 16 1;

+ The vahicie baing serviced i regishersd In the custornad's nome of the
name of i cutiamar's oLte.

+ T cLBhYTICs vishicls & no monk Than 4 yecs okt

s Any ocidiionnl diven ane 25 yeon of age of cider (Fae “Rankal Polciet 3.
Proceduret” - 908),

ACCIDENT REPORTING _
You should have s custamas sign on ogresnmant 1o report any accident
that occur whits ha o $he i In porsssion of iNe IDanel vehichs.

ROADAIDE ASSISTANCE
HMMMMMW@MaW
loaner, the: customer should caoll 1-500-241-3473.



anmmmMmchrun

FLLING OUT THE RENTAL ASRERMENT — YOUR LEGAL CONTRACT
You ce requinect fo 3 out a Renkal Agresrnant lor Iy cutiomer aceling
a loanar vehicle from your dedalaship. It sequines the iame infomation
and gualficalions wed for @ pald renicl. The Rental Agreement must be
completed before the cuskome recelves ihe vehicle.

It s wxdremely Imporiant hat the TAP Coordinator undensianc o provisions
o the Renial Agreemant, including the prohilbect-um mictions which

- h1auld b wqolained to svery curiomer mesiving @ leaner vehiche,

r1 axicition:

+ The “Mnimum Liobllty" Rerdal Agreermnant Lomd by Foref (FO-22-M
Of LM-22-00) provicies Babiity Irnlls scual 1 the minkmum finoncial
reaporalbilly mcuirements of any appiicoble skabe low. '

1

= For looner vehiciat, we ecommend you e e “Minimumn UobBty ™
Rantal Agneament snce the cushormes’s own oulo lobEBy ineonce moy
apply after v minknum lobilly Emits have been aatified by FRCS o
EMICRS irrance, '

s Addiional Informalion eganging Rental Agresmants ond Founsce ia
avalobie theough CONCERS or by caling the Mokeding and
Communiootions Hoting ot 1-800-548-1212 and iollowing the prompts.

IMPORTANT NOTE
» Folow policies cs oulingd I “Reaicl Policies & Procechums Manual -
00"




Whct o Do When You Have a Cusiomaer
(Continuaci)

VEHICLE RETURN _
‘Whan the customes ssfums: with the inonet vehicls, you should do the
llowing 10 halp snaurs the vehicle B in the same concition s when i lefh

+ Thoroughly nepect the valicie, inchxding the socre tro ond ovorl
clecnines |
= e Ak ihe customer If he velice opencted propery,
. mwmmmmmmmm.
» Ciase out fhe Rental Agreemen.

® _ Thi refuem Procechune thouk B compietad Lae e cusiomar recehves
o hajher awn vehicle. -




Using o Rental Agency

Wit ey Gpproval from Progrom Headuoxten. you have the oplion
NMNMWWHMWMMM
locrer vehicle. (See sompie cpproval form on next poge.) Balepies
Real-A-Cox ond Hadz ore precppeeved by Fard Molos Company o8
wpplemenial or clleinsiive scxsous ior locner vehicles. Agencios olhor
than Enkameice ane Herz moy obo be used I you ink obioln cpproval kom
Progrom Headquarten. korsovar, thay mit masd the Rerdal Agency

" Criickaings led on poge TAR-19, -




I nalarwasnal eindly Pl Limtow Cinarpaary tooinsts v b wild 0s ho-churgs sarvios maisl valielon, Cuttcmiin wrif] b
provided with & compmmble plecemant whicls, wheasvr possile. In ol insisnces, e rontsl gy ngrem o
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mnﬂﬂd Agency

RENTAL AGENCY GUIDELINES

= Whan the nental ogency i teleched o o secondory souice Jor vehicles,
It wil supply FordMercwry or Lincoln peockucly and plck up your customens
fram your ciecienhip within 15 minules

» Uncler 09 chcurmsioncas wil the ogency poovide a Nan-Fard Molor Co.
vehiche.

* o The rental agency wil make avery sllon 1o provide your suslormhes wilth
o vehicks ihat k conmperable o tholr aqun,

» Prior to receiving tha cusfomer’s signaure, Hha rndal agency Wit expiain
ol cudarnes repondhiitias, Including gos ond milsage Jees, collllon

= Troe el agency will rescive ol cuktome concome pramgly ond
profesionclly.

= The rental agency wil provide claon, wel-rnainioined iconm vehicies

= Al rariols wil be cumenl mede! or one-model-vecr-oid tnlis

EAB2-029 28T
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SENTAL AGENCY RATES AND DEALER REIMNURSEMENT
Fearicl aguncy sk for oliemcte iransporialion should be negoliched on
an individudl decler bosk. For eoch sligible vehicle cbiained thvough o
el agancy (up 1o your TAP aliocalion), TAP wil kbt you ot the
appRprice dally ki (§18 or 5353, You must makntoin your Vehice
Utization Log to support refmbusemant.




Clalming Reimbursement From Ford Motor Company

To racaive TAP reimburssmant, you nead to compiste one
FC3 1853/81252 Clalm Form for each Progrom Coda Oee atest
Acs § Lgr Meswactfox inginactiona on cloim entry), The Progrom

Codos ore a3 loflows:
1999 TAF RERBURSEVENT RATES & CLAIM £-ODEX
. ELDIBLE TAF
CLAM DAY
VENKCLE; PER DY AL TVPE OF CLAR
L MWIRCE OFIEVCL RATI/TAP D R CODE
Lo  Foxd/Wercusy one FHLOD WKy — 2P
i House Rl ——— 3R
One $lam Wy i D
Outiide Ruhicl Puitcll ——— X0
Lincoiry One e ar
in Houm or fwial
theon One Bim -
Qusiche Ranial o Rl
ey Mol O $a0n Wty
For Lineoln e etot —> 50
Oulvichs Rerial
Mercury Mbgliule  Ora L 3].T1] BN
For Uinoain or Bl
In House
Sutle (=1 ] 200 Wearcindy
In House Oy or Rwind >
Biigibie: Yon Torls 11800 Wormarly
in Houss Oriy %3 or fajoll X
Uinasin Ona BEN Wy
1 House Oviy o el — B

Claim lorms shoulld be: ubmiilad inoniihly ko Ford vio DWEJACES R, Ba sure
- nclude ot doys weed during the monith, Cicirma will ot be aceeptad I
ey o eceived mome thon X day after e ond of the menth the

“mhicle wen e

Noles: A TAFP giocoted day cannot be cicined 'whie o cusicmer s
i racalving benelils covered by on E5° renta plon. a non-Ford
axanced service conboct wilh ental covarage, o ary other senta
bBerfit coverage. Incomect uss of ckaim codes may tetull in changes

o utume allocalion.

EAe2-075 2872
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CLAIMING ALLOCATRD DAYS
“ou can cloim ONE olocahed day when:

» A cUustomer uses Thir wihicie for o Sngis workoy.
w A Culonmed wbid Thss vehicls ovemight.

« You con eicim only gna alocobed: day wihin a 2éhou paiod
regarchan of how many Nmee you foan the vehicle., ]

You gy claim I clloceshed days whan:

» A cuslomaer receives o loongs vehicle eory ane day ond returms i iake
e nedt, )

. : « Using e alglie ven shuifa.
vour 2o clalm o raodmurn of 22 TAP davs/mondh for o Foed, Mercury or

Hincoin shutie, You con ciaim o mesdmum of 44 TAP doya/month for an
slipisle v shultle.

Bxcavph: Fond, Mercury of Lincoin Shulfie = 22 TAP Doy
Eighia Von Shultie = 44 TAP Derys

You maoy NOT cioim momg TAP clays par oames veltcls thon colsnder dow
in tha month.

Eqnz-82% 2873
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HNCOLN ALLOCATED DAYS

To receive the highar Lincoln eiminunement i, you must provide

yau Lincoin custornen with a Lincoin vehicls, Samambe, anecre shows
ihat Licoi cusiomars cre Npniicanty mare saiiisd Wi ek service
dipuiaicy W By moele g tinoolh as ek faoner veixicls.

¥ 3 Lincain vahicla s not avallabie, you should provide your Lincain

12 miorner with on cllemdie vehicle (Ruch o a Geand Morcra). but you wil
poeive the lower reimbusaiment nhs of §13.00. To ciaim ¢ Lincaln cay ot
“he lower rekrmburemant rate, sibmit the claim lorm Laing tha Lineoin
Popmm Code (SR of SLN) wih The toial dollor amownt colcuicted ot the
lowsr $18.00 e, ]

MUST REGIETER LNCOLN LOANERE

You maust regicter sach of your Uincoin vehicies wilth TAP Headquasters Io
obican ihe $35.00 Unooin reimbussement role. To ragisiar a Lincoin vehicia,
compieis The Uncoin Regiimation Form and fax i 1o

NFE-4141.

ERd2-825 2874




| m Reimburssment From Ford Mctor Company

SHUYTLN REIMBURSEMENT
~ Forc/Mercury sindile vahicies cre roimbuned ot the Ford/Mercury rofe
{818.00.
» Lincoln shullles when ot least one of the swille Usats 5 a1 Lincoin
-« Eigible van shullles (at the: Declers option) ¢an cloim two TAP days for
& single day of shuttie operation (2 $18.00 = 36,00, -

RICEEDING YOUR ALLOCATED DAYS _
Imm:ﬁuﬂhw_wmrmduﬁ.mdﬂnhm

. of your clocation. ¥ you hove oy quistiont egaidng your alacated doys,
-eontoet fhe TP Holine (1-800-394-0798). -

COMPLETING YOUR VEHICAK UTILZATION LOG ,

fou must keep iack of your clemate-boneportation vehicle by mcniding o
nmmmm-mmmmmmmmm.
Compieted somples appecr on fhe folowing poges. dmporant: Tha fom
should be aitoched o the FCS 1853/4125-2 ciaim form ond ateinad in your
Moy clong with the Rentcl Agreament and any eeiaied repokr orders. Ale:

» Meintoin & sapcacia Vishicls Uiallon Log for sach vehicle hyous.
In-cdaclerhip et (ndicate Vehicla identifcation Number of the top of
. wach fomn)

» ¥'s impartant that you wibmit your claims monthly.

. mmﬁmmfummmﬁm
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TAP ond Lincoin Commiiment™
Lincoin Comeniimant iransporiation asistance baneftis have been
adminiiered Through TAP since 1994, The Lncoln Commiiment entities ALL

Lincoin warsanty cusiomen to one of #hee aitemate inereporiation options
whan Hhall vehicls it In for womary sanvice:

o A daclar-fyovided o vahichs,
« Shuttle rorspertafion.
« Reimbuserart for ue of on oulsice rerial agency {up o $35/day)

" s Iporort 3 note han thalt oy buyers o o whole, and our Lincol
cushormens In poriicuics. have high smpectotions — they not anly wort on
acepionat product. bt ciso excepliona swvice, They expect special
frecimernt and, os our premier customen. thay dessoed §, Thot's why we

E diveloped the Lincoln Commitment progeom and gucesontes Lincoin

. | wamanty cushormes athemcle fronesortalion bensdis, Thess 3pecia benalts

enhencs e overall ownanhip srpedencs and show the Lincaln caslomes

« at wit prowice fhe odded volus ond special taalment they are lookdng fox

Mt Hhinin mind. we encounags you to go Hhe sxing mie for Unooin
customen. Wnills you may provide o non-Uncoin loonet vehicis o1 an
alemate fronpedation baneft, e shows it Lircok cusomen aw
spniicenlly mome olied wils i sorvice srpisiancs whn ey meolve
a Lincoin os e Joanee vahicls,




TAP and Lincoin Commiment™
(Continuad)

‘ TAF/UNCOLN COMMTMENT KEMBURSEMENT RATES
For reimbunennant ralwe, refer 10 ha TAP eimbunement rates maiic

WHAT 1O DO WHEN YOU HAVE A VISIMNG LNCOLN OWNIER
Uncoln Commitment narporiation beneltls o ovolkille o ALL Uncoin
waTanly customerns.

i you o a parHLineoin decalersnip, Lineoin Commlirnent cushoners

+2a 3l aligible for alamale troraporiation. ¥ you provide o Lncoln
Coarwritrnent customr with a Lincoln looner vehicls while hiy or her vshicle
b baing swviced of your declershis, you con conitet TAP Heodouorien
fa obtain the nesded alocalion of Uincoin doys, Fax your mcuatt to
1132254141,

UNCOLN COMMITMENT AND NON-WARRANTY REMIRS

Become TAP offen Mmbursament for. retoll repais, your declentip b able
1o offer dbemais trongportaion X Lincoin Commitment custainen In for o
non-womanly nepar fescept o intemol and cuslomer-pald body shop
mpci which are covansd by Insurance rental benefR). You have the

" eadam o esiabikh your cwn decleahip policies ko cover these dhualions
within your basic TAP alocalion. A1 wamanty repoin go down, them are
rhona Lincoln TAP ciin that can be ulied & promobe cugome
satisfoction amaong Lincoln cwnar in for retakl snice.
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The RCS and LMCRS Gucmanies Program

By using TAP In conjunciion with B Fosd Reninl Co System (FRCS) of the
ol Mercury Cor Renkal Syvlem ILMCRE) you con provide your
Sustomen with cumenimodelyeor inanes for ke or a0 ol ko you Fer
axampls, your cout k' a 1999 TaweSoble s 518.00/day of A% ulizotion.
Caoll 1-800-548-3212 for mos dadai,




Sicte Sales/Use To .
SO Mohe cre Ctesing cina with & kes/um K on borspariction

cuiioncs poyments maoe kx cedlen by Ford Mator CompaTy.

it s the Company’s posliion that paymanis 1o cecles under ths
Tramporiation Awiloncs Progrom om in the nofure of gionis o subsidie:
1o csehi daciers In iheir customes salifocion eifors, Since tha Company
1 not the user of the wehicies, thw Compary’s poymaniy should not be
cdeamad rents subjact to o soles/ise oo I your decleahip b confexcted In

. his regord, you may with 10 howe your atiomey o fax comuliont pusua
ihi copect with T 2iole. However in By event That the stale dhograes,
vy Compenty wil nat mimnbune any sches/use Kx impesed on decien for
providing no-cherge svice looner wehicke fo thelr cugomans.

ERDZ2-22% 20884




Coniacts and Information Sources
o ograrn hotine of 1-800-336-0758.

DWE quesiions: ¥ you have quedions concaming Dinect Wowordy Endry
'DWE), plecse cantoct e Businem Amisionce Cenler of 1-200-423-8851.

or
Refer to the “Waronly & Policy Monual” — Saction &,

Mummm Coll 724-455-0080,
Renil Policy & Procadures

LMCRS/ TS Quastions Cal 1-800-543-1212,

Qrdding TAP incdericil: Coll 1-E1-835-0778.

- Crdading Beninl Ageeaments ond 15423/4122-2 ololm fosma: Cob your local
. ' Feyroic & Senocich mprosenialive O plocs your mguest by phone of In
wiitinyg to:

Reynokek & Reynokcs Coenpany
Autormciive Division :
24 Wnlin Krere
Calna, OH 45822

Phione: 1-000-344-0994

Aicie: You mey o your owr forrma ag korig o ey crw lhe sorme o3 e
owlaned hvrrs.




